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LOI NOI PAU

Cung véi su phat trién cua khoa hoc cong ngh¢ va dic biét 1a cong nghé thong tin, hoat
dong marketing trong cac doanh nghiép di c6 su thay d6i nhiéu so véi hoat dong marketing
truyén thong. Viéc ung dung Internet da lam cho by mat hoat dong marketing ctia cac doanh
nghiép thay dbi trong 2 thap nién tro lai day. Dic biét, sy phat trién cua cac phuong tién
truyén thong trong 1 thip ky gan day da khién hoat déng Internet Marketing ctia cac doanh
nghiép phat trién phong phii va né ro voéi nhidu phuong phap, cong cu hiru hiéu.

Phuong tién truyén théng xi hoi mang lai cho nhitg ngudi lam marketing nhitng co
hoi 16n dé tiép can voi khach hang tai dia diém lam viéc va noi ho sinh séng. Phuong tién
truyén thong x3 hoi cling cho phép khach hang néi nhiéu hon vé san pham dich vu ma cac nha
marketing tao ra nham dap tng nhu cau cia ho.Tuy nhién, dé khai thac hiéu qua viéc
marketing qua phuong tién truyén thong xa hoi, nhitng ngudi 1am marketing can phai tiép can
linh vyc marketing mdt cach khoa hoc, hé théng.

Bai giang nay duoc bién soan nham phuc vu viéc nghién ctru mon hoc Marekting
qua phwong tién truyén thong xa héi cia sinh vién nganh marketing ctia Hoc vién Cong
nghé Buu chinh Vién thong. Bai giang duoc x4y dung bam sat dé cuong mon hoc va bat
dau véi viée di sau tim hiéu dic diém chung, van dé hoach dinh marketing qua phuong
tién truyén thong xa hoi ciing nhu hanh vi khac hang trong moi trudong sd. Sau do, bai
giang s& di vao gidi thiéu vé cac linh vyc truyén théng xi hoi va nhimg vin dé
marketing trén cac linh vyc d6. Cudi cing, van dé nghién ciru marketing trong moi
trudng truyén thong xa hoi va do luong két qua hoat dong marketing qua phuong tién
truyén thong xa hoi s€ duoc dé cap.

V&1 muc ti€u trén, bai giang duoc thiét ké bao gé)m 3 chuong theo dé cuong mon hoc
v6oi mot trinh tu logic chét ch€. Bén canh nhiing van dé ly thuyét, mot s6 van dé va vi du thuc
tién trong trién khai hoat dong marketing qua phuong tién truyén théng xa hoi s& dugc trinh
bay. Piéu nay giup cho cac sinh vién ciia Hoc vién khong nhitng nim dugc cac 1y thuyét ma
con lam quen dugc véi thue tién hoat dong marketing nay.

Giang vién bién soan

Nguyén Thi Hoang Yén
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CHUONG 1

NEN TANG CUA MARKETING QUA PHUONG TIEN TRUYEN THONG XA
HOI

1.1. CUQC CACH MANG THEO CHIEU NGANG

1.1.1 Thé h¢/cw dan sb

Khai niém “thé hé s6” hay “cu dan s6” (digital native) xuat hién nam 2001 trong 1
bai bao ciia Mc Prensky dé 4am chi 16p sinh vién méi vao dai hoc -sinh ra trong thoi ky
cong nghé sb . Hién nay, thuat ngit nay duoc dung dé 4m chi nhimng thé hé sinh ra va 16n
l1én trong moi trudng ma cong nghé s6 da thuc sy ton tai va st dung thanh thao cac cong
nghé va cong cu sd. Hay noi cach khéc, thé hé sé chi nhitng nguoi sir dung twong tac voi
thé h¢ web 2.0.

Ngay nay, Internet 1& mot phan trong cudc séng ciia chung ta. Chiing ta da chuyén
tir truyén thong mot chidu (Web 1.0) sang truyén thong mang tinh twong tic véi web 2.0
va tham chi con hon thé trong twong lai. V&i su pho bién ciia cac thiét bi nhu méy tinh ca
nhén, céc thiét bi thu 4m thanh, webcam, dién thoai thong minh, khach hang séng mot
phén trong cudc séng 40 noi ma ho ¢o thé tao ra va chia sé noi dung. Du ban ¢ d6 tudi nao
tir 18 dén 80, ban ciing van 1a mot phan cua thuc té nay.

Thong tin ngay nay khong di mot chiéu tir phia cac doanh nghiép va chinh phi dén
moi ngudi, ma ching ta ¢ thé giao tiép véi nhau mot cach dé dang théng qua ban phim.
Do d6 ma cac nguodn thong tin dugc dan chéo giira moi nguoi véi nhau. Ching ta dang dé
cap tdi cude cach mang theo chiéu ngang. Sy thay ddi sau sic trong cach chiing ta séng
lam viéc va giai tri dién ra 1a nho cic phuong tién truyén thong xa hoi. Phuong tién truyén
thong x3 hoi mudn am chi cach thirc giao tiép lién lac truc tuyén giita nhitng ngudi, t6
chue, cong dong tham gia vao nhitng mang ludi két ndi va phu thudc 14n nhau, thuc day
boi sy phat trién cua cong nghé va su di dong hoa.

1.1.2. Cudc sdng v6i phuwong tién truyén thong xi hoi

Internet va cac cong nghé lién quan hién dang lam phuong tién truyén thong xa hoi
tr& nén thinh hanh va dé dang tiép can. Anh hudng cua phuong tién truyén thong xa hoi
dang mé rong dén ngay cang nhiéu nguoi tham gia vao cong dong tryc tuyén. Vi du, nhu
Facebook -mot thuc thé x3 hoi- dang tao cho ngudi dung su tuong tic dong bo (xay ra
trong thoi gian thuc khi chiing ta phan hoi va twong tac truc tiép voi 1 ngudi ban) va
tuong tac khong dong bd (phan hoi khong xay ra trong thoi gian thyc, ngay 1ap tirc, ma co
thé trong khoang thot gian sau do). Facebook dugc xem (va ty xem) 1a mot thuc thé xa hoi
vi n6 1a mot cong déng bét dau tr nhuw mot mang xa hoi. Nhung Facebook cung cép chirc
ning xa hon so véi viéc tao dung nhitng mbi quan hé nén tang. N6 tao ra nhitng kénh xa
hdi tir viéc cho phép chia sé video, anh, cho dén blogs va tdi cac trang thuong mai dién tur.
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a. Hanh vi xa hoi va vin héa tham gia

Phuong tién truyén thong xa hoi tao ra cach thirc cu dan sé séng mot cude sdng sb
(tu do twong tic v&i moi ngudi, cac cong ty va td chic...). Tt ca nhitng diéu nay duoc
tom gon trong cum tur “van hoa tham gia” (culture of participation). Vi dy, sau day la
nhing céng viéc ma ching ta c6 thé 1am voi phuong tién truyén thong xa hoi, tham chi 1a
hang ngay voi nhiéu nguoi:

Viét 1én mot trang thai lién quan dén ké hoach cubi tuan

- Tao mdt blog dé chia sé cong thirc moén an yéu thich
- Thuong lugng dé c6 khoan chiét khdu nhd mua theo nhom

- Pé lai mot thong di¢p hoac doan trao dbi thoai v6i mot nguoi ban trong mét cude noi
chuyén truc tuyén

- Chia sé mot myc nho dé binh luan vé 1 bai b4do cho nhirng nguoi ban cia minh
- Tao 1 video riéng cta ban va chia sé n6

- Tao mot nhat ky cho ky nghi bang cach chia sé, danh gid, binh luan vé hinh anh,
videp...

- Tim kiém mot nguoi ban ban da ting biét va két ndi lai voi ho

- Giai tri mdt minh hoac véi ngudi ban bang céach choi céac tro choi trén phuong tién
truyén thong xa hoi

Dau “...” & trén néi réng danh sach cac hoat dong ma ban cé thé thuc hién trén
phuong tién truyén thong xa hoi khong chi dimg lai & 6. Phuong tién truyén thong xa hoi
cho phép ching ta tham gia tich cuc & trén 6 nham trao d6i, sang tao, ra nhap, hop tac,
lam vi¢c, chia sé, xa hoi hoa, giai tri, mua, ban va hoc tap vdi nhitng mang ludi tuong tac
va phu thudc 1an nhau.

b. Bon linh vure ciia phwong tién truyén thong xi hoi

Mot phéan su phire tap ciia cac phuong tién truyén thong xa hoi 1a do qué nhiéu cac
kénh ciing nhu céng cu duoc tao ra va khong nging dugc tao ra. Ching ta ¢6 thé to chuc
cac phuong tién truyén thong xa hoi thanh 4 linh vyc nhu trinh bay trong hinh sau day:
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)

[ . '3

Chia sé
X3 hoi hoa
Giao ti€p

(Bién tap
Thuong mai

Nong tin do nguodi dung tao

Cong dong

Thwong mai

e ] )
CRM/dich vu
Béan 1¢/ban hang
Quan tri nguén nhan luc 2h¢ thuat

\ J J

Hinh 1.1. Bén linh vuec ciia phwong tién truyén théng xa hoi

> Linh vure 1: Cong ddng xi hi (social community)

Céc kénh truyén thong xa hoi tap trung vao mdi quan hé va hoat dong chung cia

nhiing ngudi tham gia trong d6 ho chia sé nhiing sy quan tim/sd thich chung. Cong dong

trén mang xa hoi dugc dic trung boi giao tiép va twong tac hai chiéu, tinh hop tac va chia
sé kinh nghiém ciing nhu ngudn lyc. Cac kénh phuong tién truyén thong xa hoi dugce tao

ra bdi cac moi quan hé trén cac mang mai dugc thict 1ap. Theé nhung su hop tac va tuong

tac dé xay dung va duy tri cac mdi quan hé méi 1a 1y do chinh dé moi nguoi tham gia cac

hoat dong trén cong déng xa hoi.

Cac kénh cua linh vuc cong dong xa hoéi bao gom:

Céc trang mang xa hoi (social networking sites-SNS): 1a cac trang cho phép thanh vién
xdy dung va duy tri cac hd so, xac dinh cac thanh vién khac ma ho c6 két ndi va tham
gia sir dung cac dich vu ma céc trang d6 cung cip

Céc hop thong diép/tin nhin (message board)

Céc dién dan (forums): 1a hinh thirc cong dong truyén thong nhét ciia cac phuong tién
truyén thong xa hoi. N6 dugc xem la cic bang tin cong ddng truc tuyén va mang tinh
twong tac. N6 tap trung vao cac cudc ndi chuyén, thao luan cua cac thanh vién ndi bo.
Céc thanh vién ciing c6 thé tao hd so nhu 1am v&i SNS va tham gia bang cach ding
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nhting ndi dung bao gom cac cau hoi, y kiém, thong tin mdi va hinh anh. Nguoi khac
c6 thé tra 101 va mo rong cudc hoi thoai bang cach vira noi.

- Wikis: 12 nhitng khong gian truc tuyén mang tinh tdp thé ma nhitng thanh vién co thé
cling tao nén nhitng ngudn luc hitu ich va cing duoc chia s¢. Wikis c6 thé lién quan
dén bat ky moi thir. D6 ¢ thé 1a mot cong dong gia dinh noi ngudi ta chia sé va cip
nhat thong tin vé lich sir gia dinh... Cac phan mém hd trg cho wikis cho phép céac
thanh vién hop tac, hi¢u chinh, binh luan va chia s¢ ndi dung

> Linh vue 2: Xuit ban xa hgi (social publishing)

Céc kénh xuat ban xi hoi nhu chung ta s& dé cap dudi dy (trong chuong 2) bao gom
blogs, céac trang chia sé nho, social bookmarking va céc trang mdi.

- Blogs la nhiing trang web thuong xuyén cap nhat ndi dung bao gdm tir ngit, hinh anh
va video. Blogs c6 thé dugc duy tri boi cac cd nhan, nha bio, cac nha cung cip
phuong tién truyén thong, to chic.... nén no c6 thé dé cap dén cac cha dé rat phong
phu.

- Cac trang chia sé nho (microsharing sites): hoat dong gidng nhu cac blogs nhung chi
cho phép dua 1én nhiing ndi dung vdi chiéu dai han ché. Do c6 thé 1a 1 cau, cum tu,
video nho hay duong link tir cac trang khéc

- Cac trang chia sé phuong tién (media sharing sites): giong nhu blogs nhung ndi dung
chia s¢ thuong la video (vi du: Youtube) hodc audio (vi du: iTunes), anh (vi du:
Flicks), cac bai thuyét trinh hodc tai liéu (vi du: Slideshare). Cac trang chia sé thong
tin chira nhimg ndi dung co6 thé dugc tim kiém boi ddi tuong cong ching rong 16m,
nhung tung kénh mot lai co thé c6 su lua chon theo ddi boi nhitng nhom nguoi dac
thil. Céc trang chia sé¢ phuong tién cling c6 thé két n6i véi nhau.

» Linh vue 3: Gidi tri xa hi (social entertainment)

Linh vyc giai tri trén phuong tién truyén thong xa hoi, con goi 1a giai tri xa hoi, bao
gdm céch kénh cho phép nguoi sir dung choi, thu gidn, giai tri. O giai doan dau cia cac
phuong tién truyén thong xa hoi, cac tro choi xa hoi (social games) 1a kénh chinh cua linh
vuc nay. N6 tao cac co hoi dé nhitng ngudi choi ¢ thé tuong tic véi nhau trong mang
ludi nhitng ngudi choi va hoan thanh tro choi cling nhu cac ho so truc tuyén. Thé gidi ao
(virtual world) 14 nhitng cong dong khong gian 3 chiéu noi d6 nhitng ngudi tham gia gidi
thiéu vé ho va chia sé kha nhiéu dudi moi hinh thire mong mudn ¢4 nhan caa ho. Mot khia
canh khéac cua linh vuc giai tri ctia phuong tién truyén thong xa hoi 1a cong dong giai tri
(entertainment community). MySpace, mdt mang xa hoi dan dau linh vuc nay, dinh nghia
n6 nhu mdt dich vu giai tri xa hoi. Linh vuc giai tri xa hdi con nhiéu tiém nang phat trién
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va chiing ta ciing co6 thé tin 14 cac cong dong giai tri x3 hoi nhu vdy s& phat trién trong
tuong lai gan trong cdc mang nhu phim anh, nghé thuat va thé thao.

> Linh vuc 4: thwong mai (social commerce)

Linh vyc thuong mai trén phuong tién truyén thong xa hoi (goi la thuong mai xa hoi-
social commerce) nhin manh hanh vi mua sdm cta nhitng ngudi mua sim tryc tuyén khi
ho trao ddi va hop tac v6i nhau thong qua trai nghiém mua sam. Cac kénh cuia thuong mai
x3 hoi bao gdm céc bai tong két va danh gia trén cac trang thuong mai dién tir, cic trang
mua ban...

\

Twitter
Facebook
LinkedIn
Google Plus

(Blogs
Cac trang chia sé phuong tién
Woutube, Flickr...)

—

~

Thwong mai

-

Facebook
LivingSocial
Groupon
Snipi

LuGame
! ) )

Hinh 1.2. Bén linh vuec ciia phiong tién truyén théng xa hoi va cdc kénh

1.1.3. Web 2.0: dic diém nhan dang ciia phuong tién truyén thong xa hoi

Khi noéi dén phuong tién truyén thong xa hoi (social medi) nguoi ta hay noi dén
Web 2.0. Hai thuét ngit nay nhiéu khi hay dugc ding mot cach nham 1an hodc 14n 16n véi
nhau. Tuy nhién, ching khong phai 1a mot va Web 2.0 dugce xem 1a nén tang, 1a dic diém
nhan dang cho phuong tién truyén thong xi hoi.

Web 2.0 dugc xem 1a mot budc tién trién cia Web. Trude d6, nguoi ta hay noi dén
web 1.0. Web 1.0 duge xem 1a mot nén tang truc tuyén “mdt téi nhiéu” (one to many
online platform) trong d6 mot vai doanh nghiép, t6 chirc va ca nhéan to chitc mot cude ddi
thoai, tro chuyén mét chiéu voi moi nguoi (nhiéu nguoi) qua Internet. Ho c6 thé truyén
thong tin theo nhiéu cach khac nhau, nhung su tuong tac bi han ché.

10
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Web 2.0 duoc xem la budc tiép theo ctia web 1.0. Trong mot bai bao xuét ban nim
2005 véi tiéu dé “Thé nao 1a Web 2.0?”, Tim O’Reilly da dinh nghia “Web 2.0 lién quan
dén su phat trién ctia cong nghé truc tuyén cho phép kha ning twong tac trong mot mot
moi truong dac trung boi su kiém soat cua nguoi dung, sy tu do va hoi thoai”. Web 2.0
cung cap giai phap hiéu qua vé chi phi vi cho phép tiép can tdi dit liéu phong phiic, tri tué
cong dong ciia ngudi dung. N6 cho phép tiép can t6i nhirng thi truong nho; phan mém tac
nghiép trén nhidu nén ting (dién thoai di dong, Thiét bi ky thuat sé hd tro ca
nhan- PDA (Personal Digital Assistant), may tinh) va xa hon nita (dién toan dam may-
cloud computing). Giao dién ngudi ding thi don gian, dé tiép can va mang tinh tuong tac.

Sau d6, khi di c6 Web 2.0, chung ta ndi dén phuong tién truyén thong xa hoi- phu
hop v6i su phat trién ctia Web 2.0. Phuong tién truyén thong xa hoi tap trung vao cac nén
tang dé str dung cho phép ngudi dung tao ndi dung. Piéu 1am cho phuong tién truyén
thong xa hdi trd nén doc déo 1a viéc gidi thi¢u chia sé dua trén web. Trudc Twitter hodc
Facebook, ban ludn co6 thé gii email mot phan nodi dung tha vi cho ban beé. Tuy nhién,
phuong tién truyén thong xa hoi da don gian hoa qua trinh nay. N6 1a mot sy d6i méi cua
Web 2.0 khong chi vi no khuyén khich noi dung do ngudi ding tao ma con vi né mé rong
su tip trung cho ngudi dung bang cach cho phép ho quan 1y ndi dung khac dé chia sé giira
cac mang cua ho.Nhu vay, ¢ thé hiéu 1a Web 2.0 1 nén tang va phuong tién truyén thong
xd hoi da phat trién tir Web 2.0, 1a web do nguoi dung tao. Chung ta cling ¢ thé coi
phuong tién truyén thong xa hoi nhu mot sy cai tién ciia Web 2.0 va Web 2.0 duge xem 1a
dic diém nhan dang cuia phuong tién truyén thong x4 hoi.

a. Web 12 nén tang

Dic trung dau tién ctia Web 2.0 lién quan dén gia tri phin mém xi hoi (social
software) va céc thiét bi két ndi Internet cho phép tiép can xa hoi. Diém trong tim la viéc
cung cip dich vu trén cac phidn mém- nghia 14 chung ta khong nhat thiét phai mua nhiing
phan mém qua 6 CD hay tai mot cach vat Iy chung trén mdi may tinh c4 nhan. Pién toan
dam may (cloud computing) 1a mot khai niém chung am chi bét ctr thir gi lién quan dén
viéc van chuyén phan mém dugc thué (hosted services) truc tuyén.

Web 2.0 cho phép tiép can nguoi dung xa hon mot may tinh ca nhan. Internet khong
con phu thudc vao mot phan cing cu thé, khong bi rang budc boi mot thiét bi vat 1y tai 1
dia diém c6 dinh. Thyc vay, chung ta c6 thé vao web théng qua mot may tinh bang, may
tinh ca nhan hay di¢n thoai di dong...

b. Su tham gia ciia ngwoi ding, ndi dung do ngudi ding tao ra va ngudn lye dam
dong (crowdsourcing)

Web 2.0 cho phép ngudi sir dung c6 thé tham gia vao viéc phat trién cac cudn tir
dién bach khoa mo truc tuyén nhu Wikipedia. Nhimg cudn tir dién nay tré thanh
crowdsourcing (ngudn luc dam dong) dé& dang dugc cap nhat voi nhimg gia tri ting thém
rong 16n danh cho nguoi dung.
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Nguén lyc dam déng lién quan dén viée st dung tri thirc tap thé cua dam dong, cua
cong dong dé giai quyét cac van dé va hoan thanh cong viéc. Nhitng ngudi st dung
Internet tim kiém thong tin v&i Britannica Online; ho xuit ban, danh gia, hi¢éu chinh va
chia sé thong tin véi Wikipedia... Mot s6 ngudi tinh nguyén cé thé tré thanh nguoi bién
tap va kiém tra noi dung duoc chia sé¢ boi nhitng ngudi khac. Nhu vay, mot nguoi khong
thé c6 du ngudn lyuc va tri thire dé xuat ban tir dién bach khoa md nhung mot dam dong,
mot cong dong thi co thé. Web 2.0 dugc dic trung boi kha nang tham gia cta nguoi sir
dung trong viéc ting cuong ndi dung, giao tiép théng qua viéc binh luan (comment), danh
gia (rate), bién tap (edit) va chia sé (share) qua web.

c. Noi dung do nguoi dung tao ra

Web 2.0 cho phép ngudi ding xac dinh noi dung quan tam thay vi sip xép ndi dung
trong hé théng di dugc sip xép san. C6 2 hinh thuc sip xép trong 1 trang web 2.0 1a
taxonomy va folksonomy. Taxonomy 1a cach sip xép do cac chuyén gia tao ra va
folksonomy lién quan dén tap hop cic nhén, tags ma cac ca nhan ngudi dung chon theo
cach thirc co ¥ nghia véi ho. Vi du Amazon té chic trang ban hang cta ho theo phuwong
thirc taxolomy. San phém duoc sép vao cac chung loai nhu sach, movies, am nhac, tro
choi, may tinh va san phdm vian phong. Trong chung loai san pham sach, cic san pham lai
dugc phan nhém thanh sach trinh tham, van, sach tré em....

d. Hiéu wng mang

Véi web 2.0, mdi mot nguoi dung c6 thé mang thém gia tri cho nhimg ngudi khac.
Pay dugc cac nha kinh té goi 1a hiéu Gmg mang (network effect). Vi du, Amazon cho phép
st dung nhan xét vé sach ma can ctr vao d6 nhimg nguoi co sy quan tim c6 thé xem xét,
danh gia phuc vu cho viéc hinh thanh quyét dinh mua sam cta ho. Chiing ta ciing c6 thé
c6 thém nhitng gia tri trong tu néu ching ta c6 thém “ban bé” trén Facebook. Hiéu tng
mang cho phép céc t6 chirc mang lai nhiéu gia tri cho ngudn lyc dam déng va st dung no
dé khai thac tri tué dam dong.

e. Kha ning mé rong

Kha niang md rong (scalability) lién quan dén kha ning ting truong va md rong ma
khong gay nhiing tdc dong ti€u cuc 1én chi phi bién ctia mét doanh nghié¢p. Kha nang mo
rong 1a thach thic véi cac doanh nghiép co ngudn luc han ché, va lién quan dén kha ning
kiém tién cua ho. Tuy nhién, vdi Web 2.0, doanh nghiép c6 thé xir Iy nhiéu thao tic hay
giao dich hon tai mot thoi diém nao d6. Piéu nay cho phép thiic day kha ning md rong
cua ho/

f. Ludn luén ddi méi (Perpetual beta)

Web 2.0 ludn luén thay doi dé dap Gmg t6t hon nhu cau cia cong dong. Trong thé
gidi cua nhitng su dot pha, khai niém beta duoc dung dé néi dén nhimg san pham trong
giai doan thtr nghiém (product in testing). Thuat ngir ndy mudén noéi dén cac nha phat trién
c6 thé ludn bd sung cac thude tinh méi cho san pham ngay ca khi né dang thir nghiém va
viéc hoan thién né chua hoan thanh. Trudc ddy, ngudi ta phai viét code cho mot chuong
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trinh rdi m&i mang no ra thi trudng. Néu no bi truc tric, ngudi ta phai thay dbi code sau
d6 méi lai tung no ra thi trudng & giai doan tiép. Nguoi dung phai mat thoi gian dé cho
doi nhitng san phém moi. Trong web 2.0, rat nhiéu dich vu truc tuyén duoc cai thién va
cho phép nha cung cap thao tac cai tién trong trang thai gan nhu lién tuc.

g. Kinh té danh tiéng

Trong moi truong Web 2.0, nguoi st dung dat long tin vao nhitng nguodi st dung
khac, va xem ho nhu 1a ngudn tri thirc hay ngudn cung cdp su hiéu biét cho minh. C6
nhiéu nguoi sir dung dong gop vao nén tang phuong tién truyén théng xa hoi ma khong
doi hoi bat ky khoan thu lao nao. Tuy nhién, ho lai dugc hudng loi tir sy ton trong va biét
on ctia nhitng ngudi khac. Nhitng phan hdi tich cuc d6 tao nén mot nén kinh té danh tiéng
(reputation economy) tai d6 gia tri ma moi ngudi trao ddi ciing duoc do luong va coi
trong giéng nhu 1a ddng Dollars hay dong Euros. Viéc xem xét gia tri xép hang va dénh
gi4 boi nhitng nguoi str dung gitp nhitng ngudi sir dung khac dua ra quyét dinh mua sim.
Nhimng danh gid, xép hang danh tiéng va nhimg hinh thirc danh gia tap thé tuong ty di
gitip Amazon hay eBay c6 dugc hé sd do tin cdy cao, tao ra long tin truc tuyén dbi véi
nguoi st dung.

1.1.4. Co sé ha tang ctia phwong tién truyén thong xa hi

Moi truong ctia phuong tién truyén thong xa hoi ciing giéng nhu mot nai lira ¢6 thé
bung 1én ma khéng béo trude. Trong khoang thoi gian ngdn gan ddy, chung ta da ching
kién su bung nd chua timg xay ra cta nhitng linh virc hoat dong, kénh truyén thong, cong
nghé va thiét bi khién chung ta phai thay ddi cach thirc suy nghi vé cudc séng ciia minh.
Diéu nay da tao nén mot moi trudong phirc tap xung quanh chiing ta.

Chudi gia tri phuong tién truyén théng xa hoi (social media value chain) to chirc
moi truong phire tap nay thanh nhiing thanh phan chu yéu nhu trong hinh 1.3 sau day

Co sd ha tang

Kénh/ché cho thué (hosts)

Phan mém va dich vu ho trg

Thiét bi

Hinh 1.3. Chudi gid tri phwong tién truyén thong xd hji
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Chudi gia tri minh hoa nhitng hoat dong ¢t 16i ctia nguoi st dung phuong tién
truyén thong xa hoi va cac yéu t6 ciu thanh dé nhiing hoat dong nay c6 thé xay ra. Véi tu
cach 13 mot nguoi st dung phuong tién truyén thong xa hoi, chung ta tham gia nhiéu hoat
dong trén d6. Nhirng hoat dong do co thé dién ra 1a nho co so ha téng Internet. N6 giéng
nhu cudc song vat 1y thong thuong, & d6, ching ta can co s ha tang nhu duong x4, bo
chia duong truyén tivi, nhitng con nguoi duge dao tao dé van hanh va duy tri nhimg cau
trirc ndy. Trong moi trudng sd, nhitng yéu té nay lam web 2.0 trd nén trong yéu bao gdbm
cac phan mém x4 hoi (social software) cung cap nhimg phan mém dé chung ta thuc hién
cac hoat dong, cac thiét bi (may tinh bang, dién thoai thong minh, may tinh) dé chung ta
truy cap vao, va duong nhién ca con nguoi dong gop vao viéc cung cip ndi dung ma
chung ta truy cap.

a. Phan mém xa hoi (social software)

Mdi truong phuong tién truyén thong xa hoi hd tro rat nhidu nhiing hoat dong cot
yéu ctia web 2.0. Nhung rat nhiéu thtr ching ta c6 thé tao ra va lam truc tuyén duoc tao ra
bdi mot loat cac ing dung phan mém x3 hoi (social software). P6 1a nhitng phan mém
may tinh cho phép nguoi st dung tuong tac, tao ra va chia sé dir liéu truc tuyén. Vi tht ca
nhiing gi chung ta lam trong méi trudng 4o, déu c6 nhimg chwong trinh phan mém x4 hoi
gitp ching ta hoan thanh hoat dong ctia minh. Phan mém xa hoi hd trg cho viéc tuong tac,
tao ndi dung, chia sé, phéi hop, luu trir, phan tich, loc, sép Xép hay tim kiém thong tin truc
tuyén. Nhitng cong cu nhu vy 13 v cung hitu ich véi cic ca nhan, cong dong, nhimg
doanh nghiép va nhirng ngudi kinh doanh.

b. Thiét bi (devices)

Thiét bi (devices) 1a nhirng tht ma chung ta dung dé truy cap Internet va mot loat
cac hoat dong khi ching ta tham gia vao moi truong truc tuyén. Ching ta dang st dung
nhitng thiét bi cho viéc sir dung phan mém nhu may tinh bang, dién thoai théng minh,
may tinh c4 nhan...Nhung chung ta ciing st dung cac thiét bi khac trong qua trinh tao ra
ndi dung xa hoi nhu webcams, flip cam va camera $0.

c. Con nguoi

Phuong tién truyén thong xa hdi chi hoat dong khi con nguoi tham gia, tao ra, chia
sé ndi dung...; khi c6 cac nha bao, bién tap va cac nha Xuét ban va ca nhiing c4 nhan trong
cudc sdng hang ngay. Con ngudi hd tro phuong tién truyén thong xi hoi thong qua viée
tham gia ctia ho. Chinh vi vdy, chiing ta ngdy cang nghe nhiéu dén nhiing khai niém nhu
nha bao cong dan (citizen journalists) - nhitng nguoi dang va cap nhat nhiing tin tic/su
kién md&i1 hay nhitng nha quang cdo cong dan (citizen advertisers) - nhitng nguoi thuong
xuyén chia sé¢ nhin nhan ctia ho vé nhitng san phdm dich vu cta nhitng céng ty ma ho
khong c6 su lién quan.
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1.1.5. Chién lwoc kiém tién

Hang ngay chung ta tiép can v6i rat nhidu trang xa hoi va dich vu sin c6 truc tuyén.
Vi nhitng ngudi 1am marketing, phuong tién truyén thong xa hoi tao ra rat nhiéu co hoi
dé tiép can cong chung muc tiéu. Tuy nhién, ban da bao gid nghe t6i cach thic ma cac
trang mang xa hoi nay kiém tién chwa? Phan 16n cac trang van dugc dic trung boi viée
cho truy cdp mién phi nhiéu cong cu va dich vu. Song, nhitng cong ty ndy di phai dau tu
rat nhiéu vé tién bac, thoi gian dé phat trién chung, chi phi thué chd rdi duy tri ching...
Mot viéc kinh doanh doi hoi phai ¢6 loi nhuan, vay lam thé nao cac t chirc kié tién khi
ma rat nhiéu nén tang dang cho mién phi sir dung?

a. Mo hinh kinh doanh va cach thire kiém tién

Ciing giéng nhu cac nha kinh doanh, cac nha cung cép phuong tién truyén thong
xa hoi cling can c6 mdt chién lugc kiém tién. DAy 1a mot phan trong md hinh kinh doanh
téng thé cta ho- hay noéi cach khac, mdt phﬁn trong chién luoc va cach thirc ma ho tuin
tht dé kiém tién va cung cdp gia tri cho cac bén lién quan. Vi du, Google c6 dugc phan
16m thu nhép nho cac cong cu tim kiém cta ho (khi ban tim kiém thu gi do trén Google) tur
chi phi cia nhitng nha quang cao mudn diy thong diép ciia ho trén cac trang két qua.
EBay thi kiém tién bang nhitng khoan phi thu dugc trén mdi don hang ma nhimng nguoi
ban thyuc hi¢n dugc trén trang web cta ho.

Nhiéu thap ky trude, cic nha cung cip phuong tién va tap doan truyén thong da
dua vao mo hinh kinh doanh goi 1a M6 hinh gidn doan-pha v& (Interruption-discruption
model). Muc tiéu ctia ho 1a tao ra nhimg chuong trinh that hap din dé thu hut ngudi xem
hodc nghe. Sau khi da c6 su chtl y cia cong ching muc ti€u, ho s€ lam gian doan, phé vo
chuong trinh dé dua vao d6 nhiing thong diép thwong mai. Ho ban khong gian quang céo
cho cac nha marketing, nhitng ngudi mudn 16i kéo sy chi ¥ ciia cong chiing muc tiéu.
Chién luoc kiém tién nay lién quan d&én viéc cudn hut cong ching muyc tiéu ddi véi noi
dung, cang nhiéu ngudi bi cudn hut, nhitng ngudi 1am chwong trinh ndi dung cang kiém
dugc nhiéu tién nho nhimg théng diép mong mudn truyén tai trén do.

Vi thoi dai ciia web 2.0, rt nhiéu trang ciling van dang str dung chién lugc tuong
tu, nhung ho ciing str dung nhitng cach thic khac dé kiém tién. Ngudn doanh thu- The
revenue stream-(mot ngudn doanh thu 1a mot ngudn dau vao) sé thay thé mo hinh “khong
gian quang c4o 1a thu nhap”- s& c6 thé khong duoc tra tién truy cap boi nhitng ngudi ding
ky va st dung. Hang trim nghin gia dinh tra tién dé truy cip cap, nhung xu huéng phan
d6i viéc tra tién cho cac chuong trinh lai gia ting manh. Viéc nay xay ra trir khi ndi dung
vuot troi so voi nhitng gi ho ¢6 thé nhan dugc tir cac chuong trinh khac ma khong phai
tiép xtic voi véi cac thong diép quang céo.

b. Thu nhip “tam ly” (psychic income)

Ban di bao gid tra tién mua ndi dung truc tuyén chua? Quay vé nhitng nam trudc
1999, viéc khong phai tra tién cho ndi dung chua bao gid xay ra v6i khach hang. Ngay
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nay, rat nhiéu ngudi mudn rang théng tin duwoc mién phi, va ho gin bé véi cong nghé, thir
cho phép ho tai nhac, bao tham chi 13 cac bai giang/sach khong cén tra phi.

Véi su hép dan cua cac ndi dung, vé 1au dai, mot thé gi6i hoan toan mién phi co
thé s& khong kha thi. Mot e nao do, moi nguoi s€ phai tra tién cho cac noi dung va dich
vu. Céc nhac si va nhitng nguoi viét tiéu thuyét s& khong thé sang tao néu ho khong thu vé
duoc gi. Tuy nhién, nhitng gi chiing ta trao doi ciing nhat thiét phai 1a tién. Vi du, néu ban
dang danh gid vé nha hang trén Yelp, ban s& khong gianh duoc mot tam séc hay tién mat
cho nhitng nhan xét. Nhung ban c6 thé duogc tra cong bﬁng mot hinh thirc nao do6 cho su
hai 10ng va viéc chia sé ¥ kién ngudi an udng cua ban véi nhitng ngudi khac. Pay duge
nhing hinh thtrc thu nhap tdm 1y (nhitng khoan thu nhan khong duoc thé hién duéi dang
tién t¢). Nhitng diéu nay gop phan lam cho méi trudng phuong tién truyén thong xa hoi no
rd hon.

1.1.6. Marketing qua phwong tién truyén thong xi hdi va chix P thix 5 ciia marketing

Theo Tuten & Solomon (2012), marketing qua phuong tién truyén thong xa hoi
chinh 1a viéc sir dung cac cong nghé phuong tién truyén thong xa hoi, cac kénh va phan
mém nham tao ra tao ra, truyén thong, cung cip va trao doi nhitng dé xuat mang lai gia tri
cho to chtrc va cac bén lién quan ctia né. Ciing c6 thé hiéu qua cach tiép tiép can nay 1a
marketing qua phuong tién truyén thong xa hoi 1a sy mé rong ciia marketing trong moi
truong truyén thong xa hoi.

Thuc viy, phuong tién truyén thong xi hoi mang lai cho nhimg nguoi lam
marketing nhittng co hoi 16n dé tiép can voi khach hang tai dia diém lam viéc va noi ho
sinh song. Phuong tién truyén thong xi hdi ciing cho phép khach hang néi nhiéu hon vé
san pham dich vu ma cac nha marketing tao ra nham dap ing nhu cau cia ho.

Marketing 1a nhitng hoat dong va la tap hop cac qua trinh ma cac doanh nghiép tao
ra, truyén théng, cung cap va trao d6i nhitng dé xuat mang lai gia tri cho khach hang, d6i
tac va xa hoi theo nghia rong. Quan diém truyén théng cho ring cic doanh nghiép thuc
hién muyc tiéu ctia minh thong qua 4 cong cu (4 P): san pham (Product), gia (Price), xtic
tién (Promotion) va phan phdi (Place). Vi sy phat trién cua cac phuong tién truyén thong
xd hoi, ching ta co thé thém mot P nita trong marketing mix, d6 1a sy tham gia
(Participation). Bang cach thuc day sy tham gia ctua khach hang vao cac chién dich
marketing cia doanh nghiép, nhu tao ra, chia sé ndi dung, cac doanh nghi¢p/thuong hiéu
c¢6 thém nhiéu co hoi dé thuc day thanh coéng cho hoat dong marketing ctia minh. Nhu vay,
phuong tién truyén thong xa hoi di thay doi cach thirc khach hang giéng trong cudc séng
hang ngay, va lam thay ddi cach thirc cac nha marketing thuc hién ddi v6i hoat dong kinh
doanh cua ho. N6 khién cac doanh nghié€p phai cai thi¢n dich vu khach hang, duy tri mbi
quan hé v&i khach hang, théng tin v&i khach hang vé loi ich cua san pham, xtc tién
thuong hi¢u, phat trién nhiing dé xuit dic biét, phat trién san phém moi, anh huong dén
thai do ddi voi thuong hiéu. ..

16



Chirong 1. Nén tang ciia marketing qua phirong tién truyén thong xa hji

a. Truyén thong marketing: tir “tir trén xuéng” dén “tir dwdi 1én”

Cudc cach mang theo chiéu ngang di lam thay ddi cach thirc ma xa hoi ching ta
giao tiép véi nhau. Viéc sir dung phuong tién truyén thong xa hoi ciing da thay doi cach
thirc ma cac thuong hiéu va khach hang cia ho tuong tac v&i nhau. Marketing truyén
thong tap trung vao nhimg thong diép duoc day di bang cach truyén thong mot chiéu dén
cong ching muc tiéu dai chung thong qua cac phuong tién truyén thong dai chiing nhu
phuong tién phat séng hay in an. Bang cach nay, cac doanh nghiép va khach hang cua
minh rat it co co hoi co thé tuong tac va phan hdi voi nhau va khuyén khich cho hinh thirc
boundart spanners (nhan vién tiép xtc truc tiép vdi khach hang) ¢ vai trd quan trong
trong cung cap dich vu). Nhu vy, thong diép truyén thong bi kiém soat theo con duong tir
trén xudng (Top-Down) boi nhitng ngudi quan 1y thuong hiéu ctua doanh nghiép.

Cho dén tan nhimg ndm 1990, khi ma cong nghé s da phat trién, nhig nguoi lam
marketing van ap dung mé hinh 4P truyén thong dé tiép can véi khach hang. Theo thoi
gian, Internet trd thanh moi trudng dé cac doanh nghiép tién hanh xuc tién va phan phdi.
Thuong mai dién tir dan dan tro thanh hinh thie thay thé cho cac hinh thirc xuc tién truyén
théng khac. Khach hang bit dau quan tdm nhiéu hon dén san pham truc tuyén va mua
chung truc tuyén. Céc trang thuong mai dién tir cho phép khach hang c6 thé xem xét san
phém ctia nhiéu nhén hiéu khac nhau va thuc hién viéc giao dich thong qua thé tin dung.

Su bung nd cia thwong mai dién tir da cho phép cac doanh nghiép tiép can dé dang
hon véi nhiing thi trudng nho (nhimg nhom khach hang duogc coi 1a bé va kho tiép can boi
nhimg nguoi lam marketing trude ddy). Va nd ciing lam xudt hién nhitng doanh
nghiép/ngudi kinh doanh nhé véi ngudn lyc han ché tiép can khach hang tiém ning trén
pham vi 16n.

R rang, Internet da day cac nha nhitng nguoi lam marketing phai ra méi truong
rong 16n hon. Tuy nhién, phan 16n nhitng nguoi lam marketing van ap dung mo hinh
marketing 4P trong mdi truong sd. Hinh thirc nay ctia marketing duoc goi 13 marketing
truyén thong so (tradigital marketing), duoc dic trung bai su cai thién vé tinh tuong tac va
do ludong nhung nd van tap trung vao dong chay quyén luc theo chiéu doc ciia nhitng kénh
truyén thong va phan phdi. Nhimg thong diép truyén thong truc tuyén sé cho phép ngudi
tiéu dung phan hdi mot cach truc tuyén vao cac quang céo chay trén truc tuyén bang cach
nhip chudt vao cac trang thuong mai dién tir. Quang céo tim kiém ciing ting truong trong
giai doan nay va n6 cho phép quang céo truc tuyén tiép can véi cong chung muc tiéu dai
ching va nhimg nhom nho. Bét chap su phat trién nay, mé hinh truyén thong van mang
tinh chi dong va truyén thong dai chung mot chiéu, thudng khong mang tinh ca nhén, va
dugc chuyén theo phuong thirc “mot dén nhiéu”.

Ca marketing truyén thong va marketing truyén théng s déu dua vao mé hinh gian
doan-ph4 v& ma chung ta di dé cap trén day. Pidu nay c6 nghia 1a thong diép truyén thong

dugc chuyén tai téi cong ching muc ti€éu ma khong chac chan ho c6 nhan dugc hay
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khong, va co phit hop véi nhu cau cia ho hay khong. Va thong diép truyén thong van cét
ngang nhitng hoat dong yéu thich cua ho (pha v& chuong trinh).

Vay tai sao nhitng nguoi dung Internet bd qua cho nhirng viéc gian doan do quang
céo trén web? Piéu ndy ciing twong ty nhu dbi v6i nhitng nguoi xem truyén hinh va nghe
radio nhimg thap nién truéc. Nhitng quang cdo gian doan nay da mang lai ngudn thu nhap
16n cho céc nha cung cip phuong tién truyén thong. Va diéu nay di gitip ho cung cip
nhing ndi dung hap dan véi chi phi thap hodc mién phi d6i véi nguoi ding.

Nguoc lai, phuong tién truyén thong xa hoi trao quyén lyc cho ngudi tiéu ding.
Viéc cat ngang trai nghiém dé lay chut thoi gian chi ¥ cia ngudi tiéu dung 13 diéu khong
thé xay ra. Vi marketing qua phuong tién truyén thong xa hoi, kha ning tuong tac va
cam két v6i nhin hiéu cua nguoi tiéu dung duge ting cudng. Cac kénh sir dung phuong
tién truyén thong xa hoi cho phép khach hang c6 mot sy truy cap rong 16n. Ngudi tiéu
dung thao luan dong gop va chia sé véi nhitng thuong hi€u va nhiing nguoi ti€u dung
khac. Marketing duoc chuyén sang hudéng khac, mang tinh phi chinh thirc va tip trung vao
1ong tin (co thé kiém soat) cua khach hang. Peter Drucker di timg néi “Muc tiéu cia
nhitng nha kinh doanh 12 tao ra khach hang”. Thé nhung, vdi su phét trién va anh huong
ctia phuong tién truyén thong xa hoi, chung ta c6 thé mé rong dinh nghia ndy thanh “muc
tiéu ctia nhitng nha kinh doanh 1a tao ra khach hang, nhitng ngudi c6 thé tao ra cac khach
hang khéac”. Chinh sy tham gia nay ctua khach hang (participation) 1a chir P thir 5 cua
marketing.

Trong nhitng ndm gan day khi ma phuong tién truyén thong xa hoi ton tai va phat
trién manh, marketing qua phuong tién truyén thong xa hoi cling phat trién manh nho chi
phi thap, kha nang ap dung rong ri va 1a cong cu hiru hiéu dé danh nghiép c6 thé thu hat
sy chu y ciia khach hang, quan tri mbi quan hé khach hang, phat trién y tuéng san pham
moi...Phuong tién truyén théng xa hoi khong phai 13 mot sy thay thé cho truyén thong
marketing truyén théng. Nhung né khong chi 1a phwong phép bo sung cho cic phuong
phap truyén théng nhu ching ta thdy xuyén sudt trong bai giang nay. Viéc chuyén tir
marketing truyén thong sang marketing truyén théng s6 duoc trinh bay trong hinh 1.4.

18



Chirong 1. Nén tang ciia marketing qua phwong tién truyén thong xa hji

SO
Cac phuong tién dai ching va
truc tuyén cé trong tam
Dinh huéng day
Théng diép ki€u outbound vai
nhtng su tuong tac nhat dinh
Su chl y dugc tao ra nho su
gian doan
Cé nhan hda va su dién hinh

Marketing truyén thong

Marketing
truyén théng
Cac phuong tién dai

chdng

Dinh huéng day
Thong diép kiéu
outbound

Su chud y dugc tao ra
nho su dinh hudng

Marketing qua
PTTT xa hoi

Cac phuong tién truc
tuyén tap trung
Dinh huéng kéo
NOi dung thu hat dong
chdy inbound
Su chuU y dugc tao ra
nho su tuong tac
Doi thoai
Su tham gia
Chia sé

Hinh 1.4. Marketing truyén thong, marketing truyén thong sé va marketing sé

b. Phuong tién truyén thong xa hoi gitip thue hién cic muc tiéu marketing

Marketing qua phuong tién truyén thong xa hoi phét trién trong nhitng nim gan

day da cho phép cac muc tiéu ma cac doanh nghiép c6 thé dat duoc ciing dugc mé rong.

Hinh 1.5 s& chi ra nhiing hoat dong marketing bao gdm hoat dong xtc tién, xdy dung

thuong hi€u, dich vu khach hang, quan tri méi quan hé, ban 1é va thuong mai, nghién ctru

marketing. Bdi vi cudc song so cua nguoi tiéu dung lién quan dén ca bon linh vuc cia

phuong tién truyén thong xa hoi, cac thwong hiéu tiép can voi ngudi tiéu dung trong cling

khong gian dé xdy dung su nhan thirc, xtc tién cho thuwong hiéu va thuc diy nguoi st

dung thtr san pham.
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Cong dong xa hoi Xuat ban
Xay dung thuong Tao blog
hiéu/moi quan hé vdéi Chia sé n6i dung vé
khach hang thuong hiéu
Xdc tién Quang cdo/PR
Nghién clru marketing Chia sé lai

Thuong mai Giai tri
Ban va mua Enabling play

Cung cap dich vu Branded
Quan ly Entertainment

Thuc hién giao dich

Hinh 1.5. Nhitng rng dung marketing trong 4 linh viec phwong tién truyén théng xa hoi

» Xiic tién va xdy dung thwong hiéu
Nhitng ngudi 1am marketing c¢6 rat nhidu k¥ thuat dé xuac tién san pham/dich vu, diém
ban hang va con nguodi. Ho ¢o rat nhiéu muc tiéu cu thé phai hoan thanh. Tuy nhién, c6

hai nhém muc tiéu xtc tién co thé dat dugc nho viée st dung cac phuong ti¢n truyén
thong x4 hoi nhu mot phan ciia marketing hdn hop. D6 1a:

1. Mé rong va nang cao do bao phu cia thwong hiéu trén cic phuong tién truyén
thong

2. Anh huéng t6i nguoi tiéu dung thong qua qua trinh ra quyét dinh

Khi str dung cac cac phuong tién truyén thong nham chuyén tai thong diép vé thuong
hiéu, ngudi 1am marketing c¢6 thé sir dung ba loai phuong tién truyén thong: (1) phai tra
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tién, (2) so hiru va (3) mién phi. Bang 1.1 sau ddy sé trinh bay vé cac hinh thirc hoat dong

trén cac loai phuong tién truyén thong nay.

Bang 1.1. Céc hinh thirc hoat dong trén cac loai phwong tién truyén thong xa hoi

Linh vuc Phwong tién tra | Phwong tién mién phi | Phwong tién sé hiru
tién
Céng dong Quang céo - Trao d6i trén cong | - Nhitng hd so duoc
dong kiém soat
- N6i dung dugc chia
sé
- Anh hudng dn 4n
tugng cua cong ching
- Thich, theo doi, fans
Xudt ban - Su chiing - Nhiing (embeds) - Blog cua doanh
thuc/dam bao ) Binh ludn nghiép/tap doan
- Kénh c6 thuong | (comments) - Thuong hi¢u trén cac
h1¢'u trén cac trat?g - Chia sé (shares) t?ang ch}a s¢ phuong
chia sé phuong tién _ . tién truyén thong dugc
truyén thong - Lién ket (links) kiém soat
- Sip xép tim kiém
(search rankings)
Giai tri Quang cdo trong | Tuong tac trong cac | Tro choi quang céo
cac tro choi tro choti (Advergames)
Thuong mai Xtc tién ban - Xem lai va danh gia | Cac trang ban hang
- Loi khuyén va chi
dan
- Mua theo nhém
- Tuong tac va mua
sam xa hoi

Mot muc tiéu quan trong ctia viée str dung marketing qua phuong tién truyén thong x4
hdi 1a tac dong vao qua trinh mua cua nguoi ti€u dung. Nhitng nguoi lam marketing tac
dong vao nhitng giai doan nay bang cach 1am ting nhan thirc vé thuong hiéu, tao ra lién
tuong vé thuong hi€u va hinh anh, xay dung tai san thuong hi¢u, tao sy mong mudn va
thiic ddy ngudi tiéu dung hanh dong. Ho c6 thé anh huong dén thai d6 va hanh dong cua

21



Chirong 1. Nén tang ciia marketing qua phirong tién truyén thong xa hji

khach hang théng qua mot qua trinh ma nhitng thong diép xtc tién dugc duoc truyén qua
nhitng kénh phuong tién truyén thong xa hoi.

- Ting nhin thirc vé thwong hiéu: nhimg ngudi 1am marketing c6 thé ting nhan thic
vé thuong hi¢u ctia minh béng cach duy tri sy c6 mat mdt cach tich cuc trén nhiing
khong gian x3 hoi noi ma khach hang muc tiéu cta ho ton tai. Piéu nay ciing c6 nghia
1a ho phai tich cuc tham gia trén cong ddng xa hoi xudt ban nhimng ndi dung cling nhu
1a khuyén khich sy truyén miéng va su danh gia ctia ngudi tiéu ding.

- Anh hwéng dén sw mong mudn: xuc tién trén cac phuong tién truyén thong xa hoi co
thé sir dung nhiéu hinh thirc nhu quang céo, marketing qua catalogue hay cac su kién
dé thuc day su mong mudn c6 san pham caa khach hang.

- Khuyén khich thir san pham: cic phuong tién truyén thong xa hoi ¢ thé hd trg cho
viéc phat hanh mau va cac chuong trinh trung thanh hoa khach hang. Cac phuong tién
truyén thong xa hoi ¢ thé hd trg cho viéc khuyén khich khach hang tiém ning quan
tam va thtr dung hang miu. Emergen-C (nhan hiéu ctia mot loai thuc pham chic ning)
da sir dung chién thuat nay dé xuc tién cho hang dung thir. Bat ctr khi ndo mot ngudi
ding trén Twitter n6i mot thir twong tw nhu “can ning luong” hodc “can tap trung”,
Emergen-C sé& giri 1 yéu ciu xin dia chi ca nhan. Sau dé, 1 vai ngay sau, mot mon qua
v6i 3 san pham dung thtr s& duoc gui dén ho

- Thiic ddy mua: Phuong tién truyén thong xa hoi ciing duoc xem nhu mot kénh phan
phéi cho cac doanh nghiép. R4t nhidu khach hang thich hodc theo ddi cac thuong hiéu
trong mang xa hoi dé duoc huéng nhitng uu dai dic biét.

- Tao long trung thanh cia khach hang: Phuong tién truyén thong xi hoi ciing mang
lai nhitng hoat dong gan két ctia khach hang véi thuong hiéu nhu danh nhiéu thoi gian
hon cho 1 thuong hiéu, qua dé co thé ting dugc muc do trung thanh cia ho. Trong
tuong lai khong xa, nhitng trd choi trén mang x3 hoi ciing cang ngdy sé ¢6 cang nhiéu
ngudi viéng tham trung thanh hon.

» Quan tri moi quan hé véi khach hang va khic phuc sw ¢d dich vu

Bét chap quan diém cho riang hién nay phuong tién truyén thong xa hoi dang dugc sir
dung nhu mot hinh thirc quang cdo mai, viéc ap dung cac ky thuat nay ngay cang tré nén
quan trong v6i nhitng nha marketing. Cu thé 1a viéc ap dung k¥ thuat nay dbi voi hoat
dong quan tri quan h¢ khach hang- CRM. Thuc té, hoat dong quan tri quan h¢ khéach hang
cua mot doanh nghiép thuong tap trung vao nhirng hoat dong thuc hién voi khach hang
sau 1an mua dau tién, vi viéc thu hat mot khach hang méi thuong kho va dat tién hon so
v6i duy tri mot khach hang di c6. Do 1a 1y do tai sao cac doanh nghiép thuong ¢ ging
giit méi quan hé voi khach hang va cung cép cho ho nhitng san pham dich vu bd sung
theo thoi gian. Thuong thi cdc doanh nghiép phai dwa vao mot hé théng co s¢ dir lidu
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phtrc tap ngam theo doi nhitng thong tin lién quan dén dién bién mua cta khach hang. Qua
do, tao ra dugc nhimg théng diép va dé& xuat phu hop voi nhimg nhu ciu mang tinh ca
nhan cda ho.

Trong moi truong sd, khong ngac nhién khi cac doanh nghiép ap dung cac phuong tién
truyén thong xa hdi cho hoat dong CRM cua ho- diéu nay tao nén khai niém quan tri quan
hé khach hang xa hoi (CRM xa hoi). CRM x4 hoi lién quan dén viéc st dung nhiing phan
mém va qui trinh bao gom ca tri tué tap thé nham tao ra va xay dung nhiing méi quan hé
gan gili giita doanh nghiép va khach hang ctia ho. Véi nhitng phuong tién truyén thong xa
hoi mién phi, doanh nghiép c6 tao ra nhirng thong diép xa hoi mang tinh twong tac, qua
do, s& xay dung va duy tri dugc mdi quan hé véi khach hang. Nhitng khach hang nay ciing
s& chia sé thong tin va goi y voi nhitng khach hang khéc trong mang lién két cua ho.

Sé& 1y tuong néu su tuong tac gitta doanh nghiép va khach hang ludn tich cuc. Tuy
nhién, moi thtr c6 thé dién ra khong nhu mong mudn. Nhirng khach hang tirc gian co thé
chia sé nhiing cai trai nghiém khong tot ciia minh voi nhitng ngudi khac. Va diéu nay s&
c6 anh huodng ti€u cyc vé1 hinh anh cia mot doanh nghiép. N6 do1 héi cac doanh nghiép
phai thuc sy nghiém tic va khéo 1éo khi giai quyét nhitng khiéu nai va khic phuc nhimng
su ¢ dich vu. Mot trong nhimg chi dan ma cac doanh nghiép c6 thé theo trong cong viéc
nay la khung xir Iy LARA.

- Nghe (Listen) khach hang noi
- Phan tich (Analyze) nhiing diéu khach hang trao d6i
- Lién hé (Relate) nhitng thong tin nay véi nhitng thong tin da c6 trong doanh nghiép
- Hanh dong (Act) dua vao cau chuyén voi khach hang

Phuong tién truyén thong xa hoi co ¥ nghia v6i hoat dong quan tri mdi quan hé khach
hang cua cac doanh nghiép theo nghia nd ¢ thé giup cic doanh nghiép truyén thong
nhanh hon va dén mét lugng cong chung muyc tiéu rong 16n hon, ca nhan héa dugc thong
diép truyén thong hon.
» Nghién ciru marketing

Phuong tién truyén thong xa hoi cung cap nhitng canh cira médi cho hoat dong nghién
ctru marketing ctia doanh nghiép. Khi mudn c6 thong tin phuc vu cho qua trinh sang tao
va ¥ tuong méi cho viéc phat trién san pham. Cac doanh nghiép c6 thé st dung phuong
tién truyén thong xa hoi nhu 1 cong cu dé lang nghe khach hang nham biét duoc cudc
song, moéi quan tdm, mong mudn va nhu cau cua ho. Nhu vay, cac doanh nghiép c6 thé tan

dung duoc nguodn lyc dam déng dé giai quyét van dé cua ho.

> Ban 1é va thwong mai dién tir
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Viéc ap dung phd bién nhat ctia marketing qua phuong tién truyén thong xa hoi 1a
trong linh vuc ban 1¢ va thuong mai dién tir. Trén ddy ching ta d noi vé cach thirc cac
thuong hiéu st dung phuong tién truyén thong xa hoi dé thuc diy viéc khach hang ding
thir san pham va mua hang. Va cling giéng nhu phan 16n khach hang chic ban ciing
thuong xuyén chia sé nhitng trai nghiém va danh gia cua minh trudc khi mua hang truc
tuyén. Khi mot thwong hiéu sir dung marketing qua phuong tién truyén thong xa hoi nhu
mot khong gian dé ban 1¢, thuc day sy trao d6i va danh gia ciia khach hang vé san pham,
thiic ddy nhitng nguoi khac mua san pham, khi d6 chung ta néi dén linh vyuc thwong mai
ctia phuong tién truyén thong xa hoi.

1.1.7. Vién canh viéc 1am trong linh vue marketing qua phwong tién truyén thong xa
héi

Ngay nay, chung ta c6 thé dé dang nhin thdy cic ca nhan va t6 chirc- bao gom ca
nhitng doanh nghiép/cong ty, td chirc phi loi nhun va céac to chirc chinh phu- sir dung cac
kénh truyén thong xi hoi ra sao? Ho tién hanh marketing qua cac phwong tién truyén
thong xa hoi ra sao?

B&i vi cac td chic, doanh nghi¢p da nhan thuc duogc lgi ich va gia tri cia
marketing qua cac phuong tién truyén thong xa hoi v6i thanh tich va hiéu qua hoat dong
ctia minh, va cang ngay cang thuc hanh chung nhiéu hon, nhiéu cong viéc méi trong linh
vuc nay duoc tao ra hang ngay nham dam ung nhu cu cong viéc trong linh vyc nay. Sau
day 1a mot s6 nhom coéng viée (theo nhitng chirc danh cong viée cu thé) ma Tuten &
Solomon (2016).

> Bién tip vién truyén thong xi héi (Social Media Editor)
Cong vi¢c nay thuong thuc hién cac nhiém vu sau:

- Xay dung va duy tri mang ludi phan phéi ndi dung thong qua céc kénh truyén
thong xa hoi (social media channels)

- Tham gia vao cac tuong tac, giao tiép (conversations) thoi gian thirc lién quan dén
ndi dung va thuong hi¢u, trd 161 cac cau hoi, binh luan va lam trung gian gitra
khéch hang va thuong hi¢u/doanh nghiép

- Tao ra ndi dung cho phi hop véi cac phuong tién truyén théng xa hoi va cac kénh
marketing (va tich hop ching véi nhitng muc tiéu va ké hoach truyén thong cua
thuong hiéu/san pham/doanh nghiép)

- Lap ké hoach va t6 chuc cac du an/ké hoach ndi dung/truyén thong theo ngay, theo
tuan

- bat chu de, dat tén cho cac ndi dung trén co s¢ hi€u vé cac hinh thirc ndi dung, tir
ngtt dugc lya chon va tac dong dén luu luong tim kiém thong qua t6i vu hoa ndi
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dung

> Qudn ly marketing qua phwong tién truyén thong xa hoi
Cong viéc nay thuong thuc hién cac nhiém vu sau:
- Tao ra va thuc hién cac chién dich marketing qua phwong tién truyén thong x hoi
- Phén tich xu hudng lién quan dén cac cong cu vé phuong tién truyén théng xa hoi
nham thuc ddy viéc st dung ching phuc vu cho viéc dinh huéng khach hang vé

cac trang (web, page) cia doanh nghiép

- Chién lugc héa cac hoat dong marketing qua phwong tién truyén thong xa hoi véi
doi ngli marketing cua cong ty

> Quidn Iy dw dn phwong tién truyén thong xa héi
Cong viéc nay thuong thuc hién cac nhi¢ém vu sau:

- Quan ly chién lugc, lap ké hoach va thuc hién céc y tudng vé phuong tién truyén
thong xa hoi cho thuong hi¢u

- Lam viéc hop tac lién phong ban nham chon loc, phét trién, khuyén khich nhiing
trai nghiém va noi dung trén cac phuong tién truyén thong xa hoi

- Béo c4o vé nhiing chi sd danh gia thanh tich lién quan nhing viéc trién khai hoat
dong trén cac phuong tién truyén thong xa hoi

- Khudy dong va tra 10i trén céc cong dong nhitng ngudi ung ho (fan) cua thuong
hi¢u 1 cach phu hop

- T61 wu hoa trai nghiém cua nhitng nguoi ung hd thuong hiéu trén nhiéu nén tang
xa hoi khac nhau

- HO tro sy phat trién lién tuc, thudng xuyén cta chién luoc phuong tién truyén
thong xa hoi

- HJ trg cac phong ban trong doanh nghiép lién quan dén cac cong viéc trén phuong
tién truyén thong xa hoi

> Qudn Iy hoat dpng truyén théng qua phwong ti¢n truyén théng xa hji
Cong viéc nay thuong thyc hién cac nhiém vu sau:
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- Xay dung va duy tri cac nén tang phuong tién truyén thong xi hoi, bao gdm
Facebook, Twitter va ca nhitng nén ting mdi/méi ndi khac

- Thiét 1ap va lam ting trudng mdi quan hé v6i nhimg ngudi anh hudng quan trong
trong méi trudng sé nhu 1a cac bloggers, cac reviewers YouTube. ..

- Dan va dinh hudng cac no lyc tiép can cong dong so6 nhu cac hoat dong mang tinh
giai tri, cac ing dung moi. ..

- Quan Iy toan dong truyén thong véi d6 ngii PR va agency

- Xay dung va quan ly chuong trinh dai st thuong hi¢u

- Do luong va bao cdo thanh tich cta hoat dong marketing va danh gia kha nang
thyc hién muc ti€u marketing, xadc dinh xu hudéng va insights va tdi wu hoa ké
hoach dua vao nhirng insights nay

> Diéu phoi vién phwong tién truyén thong xi hji
Cong vi¢c nay thuong thuc hién cac nhi€ém vu sau:

- Hb trg viéc quan 1y hang ngay ciing nhu viéc thuc hién nhitng hoat dong trén céc
phuong tién truyén thong xa hoi ddi voi thuong hiéu

- Tham gia vao vi¢c xuc tién va phat trién ndi dung va trai nghi€ém xa hoi cho nguoi
dung

- Lam viéc va xu ly dir 1iéu thu dugc va theo doi cac chi s6 do luong thanh tich cia
cac hoat dong marketing qua phuong tién truyén thong xa hoi

- Khudy dong va tra 10i trén cac cong dong nhimng ngudi tng hd (fan) cua thuong
hiéu 1 cach phu hop

- To1 wu hoa trai nghiém cua nhitng nguoi ung hd thuong hiu trén nhiéu nén tang
xa hoi khac nhau

> Gidm doc truyén théng xi hji va truyén théng trwe tuyén
Cong viéc nay thuong thuc hién cac nhiém vu sau:

- Dinh hudng chién lugc truyén thong xa hoi dé lam phu hop véi nhitng hoat dong
kinh doanh san pham va dich vu chinh ctia doanh nghiép

- Phat trién va trién khai cac chién luoc kénh va nén tang phuong tién truyén thong
xa hoi chinh thure ciia doanh nghiép
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- Quan tri cac agency vé PR va cac phuong tién truyén thong xa hoi ciing nhiing
ngudi ban dé téi da hoa két qua

- Pinh hinh cach tiép can cua cong ty v6i phuong tién truyén thong xi hoi trong
ngén va dai han va dao tao, tu van cho déng nghiép, cac don vi kinh doanh ciing
nhu cac ddi tugng quan 1y vé co hoi mang lai boi phuong tién truyén thong xa hoi,
cach thtre thyc hanh va hoc hoi quan trong vé chiing

- Hoat dong nhu nguoi phat ngon ra bén ngoai va la nguoi dai dién chinh thuc cho
doanh nghiép trén ca béo chi va trén ca nhitng kénh truyén thong xa hoi va lam
viéc voi cac bloggers, khach hang, ddi tac, khach hang tiém nang mot cach lién tuc

- Phat trién va nudi dudng mdi quan hé véi nhimg khach hang tiéu biéu, cac phuong
tién truyén thong va nhimg ngudi anh huong

- Phén tich cac thong tin don thdi va thao ludn truc tuyén cling nhu cac cong cu va
nén tang truyén thong xa hoi maéi ndi nham phat trién nhing ¥ twéng, chuong trinh
mang tinh cai tién va nhimng thong diép phu hop

- Lam viéc voi doi ngli marketing, cac don vi kinh doanh, luat va céc déng nghiép
phu trach kinh doanh & cip do cong ty/tap doan

> Chuyén gia truyén thong xa hi va truyén thong trwe tuyén
Cong viéc nay thuong thyc hién cac nhiém vu sau:
- Phat trién chién lugc va cac ké hoach phuong tién truyén thong xa hoi va tich hop
v6i hoat dong marketing hon hop, thuc hién nhitng cap nhat lién tuc va diéu chinh

cac ké hoach cho phut hop v6i nhu cau kinh doanh

- Duy tri lich truyén thong noi bg, hd tro cho viée chuyén tai nhing thong diép mdi,
nang dong td1 khach hang trong nam

- Lam viéc lién d6i nhém chirc ning dé chuyén tai nhitng thong diép théng nhat trén
cac nén tang phuong tién truyén thong xa hoi

- Xay dung chién luoc va hop tac voi doi sang tao nham chuyén tai nhirng dic trung
cua mang xa hoi vao dinh dang va ndi dung thiét ké, va phan phéi chung thong qua
cac kénh khac nhau

- Nghién ctru va tu van doi ngili sadng tao va truyén thong veé cac xu hudng va nhing

van dé lién quan dén thuc hanh hi€u qua cac phuong tién va cong cu truyén thong
xa hoi
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- Xay dung va duy tri danh sach phan phéi noi dung qua cac kénh truyén thong x4
hoi

- Pong gop vao nd luc va hoat dong PR bang cach giam sat thong tin trén cac mang
xa hoi, tham gia vao viéc viét bao cdo két qua

- Xac dinh va bao cdo vé cac chi s quan trong theo thang hodc qui do luong hiéu
qué cua cac kénh va nén tang phuong tién truyén thong xa hoi

- bao tao nhitng dai dién dich vy khach hang vé viéc tra 161 khach hang, thuc hi¢n
dich vu khach hang trén cac phuong tién truyén thong xa hoi, giam sat viéc tra 1oi
va cung cAp hudng dan cho viéc thuc thi hidu qua

» Thuc tap sinh phwong tién truyén thong xa hgi: Cong viéc nay thuong thuc hién
cac nhiém vu la xay dung va thyc thi chién lugc phuong tién truyén thong xa hoi
cho thuwong hiéu trén cac nén tang nhu Facebook. Youtube...Cong viéc niy bao
ham ca viéc quan tri ndi dung, phat trién, viét noi dung, dang bai va giam sat cac
hoat d6ng nguoi dung tao ndi dung, t6i wu hoa trai nghiém cia nguoi dung va phat
trién tiém nang ciing nhu quan tri hoat dong véi cac bén thir 3.

> Chuyén gia truyén thong xa hi va truyén thong trwe tuyén
Cong viéc nay thuong thyc hién cac nhiém vu sau:

- Dinh hudng chién lugc, hoat dong hoach dinh va thyc hién cac chién luoc phuong
tién truyén thong xa hoi nhim tang su hi¢n dién ctuia thuong hiéu, uy tin, cam két
va diu chan x3 hoi

- Phat trién cach tiép can hanh dong dé hiéu va cai tién nham thiét lap va mo rong sy
c6 mat cua thuong hi€u trén cac mang ludi xa hoi va thuc hién cong viéc hang
ngdy nham ling nghe, theo ddi thuong hiéu, hoat dong xa hoi va nghién ctru canh
tranh.

- Tién hanh nghién ctru, theo doi va cung cap nhiing dé xuat nham cai thién sy hién
dién cua thuong hi¢u va cam két cia khach hang

1.2. LAP KE HOACH CHIEN LUQC VOI PHUONG TIEN TRUYEN THONG XA
HOI

1.2.1. Lap ké hoach chién hrgc cho marketing qua phwong tién truyén thong xa hi

a. Lap ké hoach marketing va cdu triic ciia 1 bin ké hoach marketing
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Véi nhitng nguoi 1am Marketing, 1ap ké hoach chién lugc 13 qua trinh lién quan
dén viéc xac dinh muc tiéu can phai hoan thanh, xac dinh con duong hoan thanh muc tiéu
v6i nhitng chién lugc va chién thuat cy thé, thuc hién nhitng hanh dong di duogc 1én ké
hoach va do luong xem ké hoach da dat dugc muc tiéu nhu thé nao. Tir chién luge & day
muén nhan manh viéc lap ké hoach marketing phai mang tinh dai han, toan di¢n.

Qua trinh lap ké hoach chién lugc duge thuc hién & 3 cép dd: doanh nghi¢p/tap
doan, don vi kinh doanh va chirc ning bao gdbm ca marketing. Két qua ctia qua trinh 1ap ké
hoach chién lugc 1a mot ban ké hoach marketing. Hay noi cach khac, ké hoach Marketing
1a mot ban ké hoach duoc viét ra, hinh thic hoa lién quan dén chién lugc san phém, gia

ca, phan phdi va xuc tién. CAu triic ciia mot ban ké hoach nay dugc trinh bay trong hinh
1.6

THU'C HIEN PHAN TiCH TiNH HINH

Mbi truong bén trong
Moi truong bén ngoai
Phan tich SWOT

XAC PINH MUC TIEU MARKETING

PHAT TRIEN CHIEN LUQC MARKETING

Lua chon thi trudng muyc ti€u va dinh vi
Chién lugc san pham

Chién lugc gia

Chién lugc xuc tién

Chién lugc chudi cung tng (phan phéi)

THUC THI VA KIEM TRA KE HOACH MARKETING

Ké& hoach hanh dong
Trach nhiém

K¢é hoach thoi gian
Do luong va kiém tra

Hinh 1.6. Cdu triic ciia 1 ban ké hoach marketing tiéu biéu

(nguon: Tuten & Solomon, 2016)

Lién quan dén ting ndi dung trong cau trac 1 ban ké hoach marketing, nhitng
nguoi lam marketing phai suy nghi va c6 gang tra 161 nhiing ciu hoi sau day. Nhitng cau
hoi nay s€ giup ho c6 mdt cai nhin can ké va thau dédo vé cac van d¢, cac khia canh
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marketing cua don vi, qua d6 co thé xay dung mot ban ké hoach chi tiét va kha thi hon.

Lién quan dén giai doan 1 cta ké hoach marketing- thwe hién phén tich tinh

hudng- thudng duoc trinh bay trong phan 1 cua ban ké hoach, cac cAu hoi nhitng nguoi

lam marketing phai can nhac bao gom:

>

Céu héi lién quan dén méi trudng bén trong bao gom:

Hoat dong marketing hd tro cho viéc thuc hién cac nhiém vy, muc tiéu va chién
lugc tang truong cua doanh nghiép nhu thé nao?

Thé nao 14 vin hoa td chirc va nd anh hudng dén cac hoat dong marketing ra sao?
Cong ty da thuc hi¢n nhitng hoat dong marketing nao trong qua kha? Thi trudng
muc tiéu? San pham? Dinh gid? Xuc tién? Chudi cung tmg? Ngudn luc nio (bao
gdm ca nang luc quan 1y) da gitp cho cong ty trd thanh duy nhat (tré nén doc déo
s0 v6i cac doanh nghiép khac)? Cong ty da thuc hién ting thém gia tri nhu thé nao
thong qua cac dé xudt thi trudng da thuc hién trong qua khir?

Cau hdi lién quan dén moi truong bén ngoai bao gom:

Pau 1a ban chit cua thi truong nodi dia va thi truong toan cau cho san phém? Thi
truong 10n thé nao? Ai mua cac san pham cia cong ty?

Pau 1a cac ddi thi canh tranh? Dau 1a chién lugc marketing cua ho?

Pau 1a nhitng xu huéng quan trong trong mdi truong kinh t&? Mai truong cong
nghé? Mbi truong thé ché? Mai truong van hoa va xa hoi?

Phan tich SWOT

Dua trén phan tich moi truong bén trong va bén ngoai, nhitng nguoi lam marketing

tra 101 cac cau hoi:

Pau 14 nhitg diém manh (Strengths) ctia doanh nghiép?
Pau 1a nhitng diém yéu (Weaknesses) cua doanh nghiép?
Dau 1a nhitng co hdi (Opportunities) cia doanh nghiép?
Dau 1a nhitng thach thirc (Threats) cua doanh nghi¢p?

Lién quan dén giai doan 2 cua ké hoach marketing- thiét 1ap muc tiéu marketing,

nhting nguoi lam marketing phai xac dinh ho can gi dé hoan thanh, dat duoc muc tiéu cia
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doanh nghiép. Luu ¥ rang viéc xac dinh muc tiéu marketing cu thé bao nhiéu cang hd tro
doanh nghié¢p thuc hién cac muc ti€u dai han hiéu qua béy nhiéu. Trén thuc té, rit nhiéu
doanh nghi¢p chua thuc sy quan tdm dén tinh hiéu qua va kha thi cua muc ti€u minh dat
ra, diéu nay din dén nhitng kho khin vé sau khi ké hoach dugc trién khai va mé hinh
SMART ra doi dé giai quyét van dé nay. M6 hinh SMART la mé hinh thiét 1ap muc tiéu
hiéu qua, giup cac doanh nghiép hay nhimng ngudi thiét 1ap va danh gia tinh cu thé, muc
d6 kha thi, sy lién quan va hop 1y cta cac myc tiéu trong ké hoach véi 5 tidu chi: Specific
(Cu thé) — Measurable (Po ludong duoc) — Actionable (Kha thi) — Relevant (Phu hopk) —
Time-Bound (Thoi han dat muc ti€u). Hay noéi cach khac, moé hinh SMART dugc ap dung
dé giup doanh nghiép xac dinh muc tiéu marketing phtt hop véi chién luoc kinh doanh
theo timg thoi diém khéc nhau.

O giai doan 3 ciia ké hoach, nhitng ngudi 1am marketing can phai phét trién chién
lugc marketing. Cong viéc cta ho & giai doan ndy, nhu di trinh bay & ciu trac cia ké
hoach marketing, 1a Iya chon thi truong muc ti€u va dinh vi cting nhu xay dung céac chién
lugc tac nghiém thanh phan (lién quan dén marketing hdn hop). Trong mdi cong viée, ¢o
rat nhiéu nhitng van dé ma nhitng ngudi 1am marketing phai can nhac va xem xét. Sau day
1a mot s vi du:

> Céu héi vé lyra chon thi treong muc tiéu va dinh vi

1. Céc khéach hang va t6 chirc mua, st dung va c6 dugc san pham cua cong ty nhu thé
nao?

2. Phan khuc thi truong nao nén duogc lya chon dé nham vao? Lién quan dén tung
khiic thi truong ngudi tiéu ding, dau 13 nhimg diém ndi bat vé nhan khau hoc, tim
Iy, hanh vi ciing nhu théi quen st dung phuong tién truyén théng cua ho. Lién
quan dén ting khtc thi trudng doanh nghiép, ddu 13 dic trung nhan khau hoc cia
ho.

3. Cong ty dinh vi san pham trén thi trudng ra sao?

> Vé chién lwgc sin pham
1. Pau la san pham cdt 16i? San pham hién hiru? San pham ting thém?

2. Pau 1a nhimg dong san pham hodc chién luoc san pham hdn hop ma cong ty ding

3. Cong ty nén dong goi, dat tén thuong hiéu va lam thuong hiéu cho san phim nhu
thé nao?

4. Can phai tap trung vao chét luong dich vu ra sao dé thuc day thanh cong?
> Vé chién lrge gia, nguoi lam marketing phai tra 10i cac cau héi chinh sau:
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1.

2.

Cong ty dinh gia san pham cho khach hang thé nio va trén cac kénh ra sao?
Can ban ra bao nhiéu dé dat diém hoa vbn voi muc gia nay?

Pau 1a cac chién thuat dinh gia nén dugc st dung?

Vé chién lwge xic tién

Cong ty phat trién thong diép thong nhét vé san pham ra sao? Cong ty tao ra nhimg
thong tin lan truyén tot nhat vé minh nhu thé nao?

Pau 1a cach tiép can lién quan dén hoat dong quang céo, PR, xuc tién ban ciing nhu
cac hinh thie truyén thong (dic biét 1 cac hinh thic truyén théng méi nhu mang
xa hoi) ma cong cong ty nén su dung?

Pau 12 vai tro cta lyc lugng ban hang trong ké hoach truyén thong marketing?
Hoat dong marketing tryc tiép duoc st dung nhu thé nao?

Vé chién lugc chudi cung timg

Bang cach nao, cong ty dua san pham dén khach hang mot cach tot va hiéu qua
nhat?

bau 1a loai hinh ban 1¢ ma cong ty can lam viéc cung dé ban san pham?

Lam thé nao dé tich hop cac yéu to ctia chuoi cung cap nha, toi da hoa gia tri mang
lai cho khach hang va cac nhém lién quan

Lién quan dén giai doan cuodi cung cua ké hoach marketing- thuc hién va danh gia-

mot sO6 dau cong viéc va cac cau hoi lién quan ma nhiing ngudi lam marketing phai can

nhdc bao gom:

1.

Xay dung cac ké hoach hanh dong cho cac yéu té thanh phan ctua marketing hon
hop. Dé xay dung, nhitng nguoi lam marketing phai suy nghi vé cau hoi: 1am nhu
thé nao dé ké hoach marketing da xay dung (tir nhitng cong viéc phia trén) dién ra?

Xac dinh trach nhiém: cu thé, dé trién khai va thuc hién ké hoach marketing, cac
cong viéc can phai giao cho timg don vi/nhom hodc ca nhan. Cau hoi dit ra ma
nguoi lam marketing phai trd 101 1a: ai s€ chiu trach nhiém cho tirng khia canh cua
viéc thuc hién ké hoach marketing.

Vé khung thoi gian, cu hoi dit ra ma nhitng nguoi hoach dinh ké hoach marketing
phai tra 10 1a: dau la khung/khoang thoi gian cho viée thuc hién timg yéu td trong
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ké hoach marketing?

4. Vé ngan sach: dau la ngan sach can dé hoan thanh cac muc tiéu marketing dat ra?
Hay noi cach khac, nhitng nguoi hoach dinh ké hoach can phai xac dinh s6 tién ho
can cho viéc thuc thi cac hoat dong da vach ra nham dat duge muc tiéu da xac dinh
trong ké hoach marketing.

5. Vé do luong va kiém soét: day 1a mot giai doan quan trong trong trién khai nd luc
marketing va né can phai duoc suy nghi, nghi t6i ngay khi lap ké hoach marketing.

Viéc 1ap ké hoach dam bao cho cac doanh nghiép hiéu hon vé thi truong va ddi thu
canh tranh cta minh. N6 ciing cho phép doanh nghiép nim dugc su thay ddi ctia moi
truong marketing. Nhitng nguoi tham gia vao qua trinh hoach dinh ciing d& dang trao d6i
va hop tac véi nhau hon. N6 doi hdi cac muc ti€u dat ra can phai duoc chia sé, do do co
hoi dé cac muc tiéu dugc hoan thanh ciing cao hon, va gitip cac nha quan tri phan bo
nguén luc han ché cua minh véi nhitng uu ti€n da xac dinh. Do vay, mang lai co hoi thanh
cong cao hon cho cac doanh nghiép.

b. Lap ké hoach marketing qua phwong tién truyén thong xa hji

Gan day, cac doanh nghiép ciing tang cuong vai tro ciia phuong tién truyén théng
xa hoi trong ké hoach marketing ctia ho. Theo bao cao Social Media Marketing Industry
Report ndam 2016 cua Social Media Examiner', c¢6 t&i hon 90% nhitng ngudi lam
marketing cam thdy cic phuong tién truyén thong xi hoi quan trong v6i nhitng nd lyc
marketing cua ho. Cac nha marketing cho cac doanh nghiép trén linh vuc B2B va B2C, du
v6i qui mo to hay nho, cho rang cic phuong tién truyén thong xa hoi can phai duoc tich
hop vao cac ké hoach marketing. Ciing theo bao céo nay, 81% cac doanh nghiép ciing d
tich hop cac phuong tién truyén thong xa hoi vao cac hoach marketing ciia minh. Diéu
nay cho thiy marketing qua phuong tién truyén thong xa hoi 1a mot phan cua ké hoach
marketing. Phuong tién truyén thong xa hoi co thé trd thanh cong cu dé doanh nghiép phat
trién truyén thong dai chiing va truyén miéng. N6 ciing cho phép truyén tai cac phiéu mua
hang va cac dé xuét qua ting dic biét...

Boi vi viée ap dung sang tao lién quan dén cac phuong tién truyén thong xa hoi 1a
diéu gi d6 rat dac thu nén Tuten & Solomon (2012, 2016, 2018) da dé xuat cach tiép can
sdu vé phat trién chién lugc marketing qua cac phuong tién truyén thong xa hoi c6 mau
sdc gan gii véi chién luge truyén thong marketing tich hop. Cach tiép can nay cung cap
nhitng chi dan chi tiét cho viéc thuc hanh khia canh xuc tién cta ké hoach marketing cho
thwong hiéu. Theo cach tiép can nay, cdu trac ciia mot ban ké hoach marketing qua
phuong tién truyén thong xa hoi duoc trinh bay trong bang 1.2.

Chung ta bt dau qua trinh nay bang cach tim hiéu viéc phat trién chién luoc cua
cac ké hoach marketing qua phuong tién truyén thong xa hoi. Sau do, chung ta s& tim hiéu

1 https://www.socialmediaexaminer.com/tag/michael-stelzner/
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cac bude 1ap ké hoach chién luge cho marketing qua phuong tién truyén thong xa hoi.

Cudi cung chung ta s€ tranh luan ve céch ti€p can ve to chirc, qua d6 cac doanh nghiép co

thé thuc hién ké hoach ctia minh.

Bdng 1.2. Cdu triic ké hoach marketing qua phwong tién truyén thong xd hji

I. Phén tich tinh hudng va xac dinh cac co hdi trong yéu
1. Mdi truong bén trong

a. Dau 1a nhimg hoat dong di c6 trong ké hoach Marketing hién tai c6
lién quan dén marketing qua phuong tién truyén théng xa hoi

b. Pau 14 vin hoa doanh nghiép va né cé hd trg cho viéc sir dung cac
phuong tién truyén thong xa hoi khong?

c. Nhitng ngudn luc hién nay c6 cho phép thuc hién cac hoat dong qua
phuong tién truyén thong xa hoi khong?

d. Noi bd doanh nghiép c6 thuc su san sang cho viéc thuc hién cac hoat
dong qua phuong tién truyén thong xa hoi khong? (chinh sach va thu
tuc)

2. MGt truong bén ngoai

a. Ai la khach hang ctia chung ta? Ho ¢6 st dung cic phuong tién truyén
thong xa hoi khong?

b. Ai la d6i tha canh tranh ciia ching ta? Ho c6 st dung cac phuong tién
truyén théng xa hoi trong ké hoach marketing cta ho khong?

c. Pau la nhimg xu huéng quan trong ciia moi truong (bao gdm moi
truong van hoa, xa hai, phap ly, chinh tri, kinh té va cong ngh¢) cé anh
huong dén quyét dinh marketing qua phuong tién truyén thong xa hoi
cua chung ta?

3. Phan tich SWOT

a. Dua vao phan tich nay, xac dinh dau la diém manh diém yéu co hoi va
thach thirc d6i véi doanh nghiép?

II. Thiét 1ap muc tiéu

1. Doanh nghiép mudn dat dugc didu gi thong qua marketing qua phuong tién
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truyén thong xa hoi?
II1.Thu thap thong tin vé cong ching muc tiéu

1. Pau la nhiing phan khuc thi truong ma chung ta cé thé luya chon cho hoat
dong qua phuong tién truyén thong xa hoi?

2. Pau 1a nhitng dic diém vé nhan khau hoc, tdm 1y va hanh vi cta cic phan
khtc ndy nhitng thir ¢6 thé st dung dé 1ap ké hoach marketing qua phuong
tién truyén thong xa hoi?

3. Pau 13 nhimg thoi quen d6i v6i phuong tién truyén thong dic biét 1a truyén
thong xa hoi cua nhitng phan khtc thi truong nay?

IV. Lwa chon cac linh vuc truyén théng qua phwong tién truyén thong xa hdi va
cong cu

Liéu c6 thé phdi hop bdn linh vuc ciia phuong tién truyén thong xa hoi dé hoan
thanh muc tiéu cta doanh nghiép voi ngudn luc sin c6?

1. Chién lugc doi véi linh vuc cdng dong
a. Dau la cach tiép can véi cac mang xa hoi va xay dung cdc mdi quan hé
ma ching ta co thé sir dung? Li¢u chung ta co thé gidi1 thiéu thuong
hi€u cua chlng ta trong cac mang ludi xa hoi? Pau la ndéi dung ma
chung ta co thé chia sé trén d6
2. Chién luogc ddi voi linh vue xuét ban
a. Dau 13 ndi dung ching ta phai chia sé ddi v6i cong chung muyc tiéu?
Liéu chiing ta c6 thé phét trién duoc nhitng ndi dung nhe nhang ma gia
tri dé thu hat cong ching myc tiéu hay khong?
b. Pau la hinh thirc blog ma chung ta nén c6?
c. Chung ta c6 thé xuat ban ndi dung trén cic trang chia sé phuong tién
nao? Liéu chung ta c6 kha nang lién két cac trang chia sé d6 dé t6i uu
hoa cho viée st dung cac cong cu tim kiém sau nay khong?

3. Chién lugc ddi véi linh vuc giai tri

d. Dau 1a vai tro cua giai tri xa hoi trong ké hoach qua phuong tién truyén
thong xa hoi ctia chiing ta? Liéu chung ta ¢ kha nang phat trién nhimng
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trd choi xa hoi dugc c4 nhan héa nham xuc tién cho thuong hi¢u
khong? Li¢u ching ta c6 co hdi sir dung céc trang giai tri xa hoi nhu
MySpace hay khong?

4. Chién lugc ddi véi linh vuc thuong mai

a. Liéu ching ta c6 kha nang phat trién nhiing co hdi cho phép khach
hang co thé téng két va danh gia vé nhitng dé xut cta ching ta va lam
gia ting gid tri cho nhitng khach hang tiém niang khong?

b. Liéu chung ta co6 nén phat trién nhiing trang ban nay trén cac trang
phuong ti¢n truyén thong xa hdi khong? Néu ching ta mudn phat trién
cac trang ban nay cho riéng minh thi thi nhirng tmg dung nao chiing ta
nén st dung?

c. Licu chung ta c6 nén st dung céc ing dung thuong mai xa hoi nhu la
cac nhom mua chung dé ting cudng su trao doi giita khach hang hay
khong?

V. Tao chién lwgc trai nghiém bao trim cac linh vire da lwa chon

1. Liéu chiing ta c6 thé phaét trién cac hoat ddng qua phuong tién truyén thong x4
héi nham hd trg va mé rong cho cac chién luge xtc tién hién tai hay khong?

2. Pau 1a thong diép ma chung ta muén chia sé khi str dung phuong tién truyén
thong xa hi?

3. Liéu ching ta c6 thé thuc ddy sy cam két véi thuong hiéu thong qua céc
khong gian xa hoi nhu thé nao?

4. Bang cach nao chung ta c6 thé thuc day nhitng ngudi gan két v6i thuong hiéu
hanh dong nhu nhitng ngudi dan dau vé y kién va chia sé trai nghiém cia ho

v61 nhitng nguoi khac?

5. Bang cach nao chung ta c6 thé sir dung cac linh vuc di chon nhu 1a nhiing
cong cu xuc tién hd tro cho nhitng linh vuc khac?

VI.Thiét 1ap ké hoach kich hoat
1. Lam thé nao dé cho ké hoach dugc dién ra?

2. Ai chiu trach nhiém cho timg khia canh khi trién khai ké hoach?
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3. Pau la khung thoi gian cho timg chir s6 trong ké hoach?
4. Pau la mirc ngan sach chung ta can dé thuc hién muc tiéu dit ra?

5. Bang cach nao chiing ta dam bao rang ké hoach nay duoc gin bo chit ché véi
ké hoach marketing tong thé va ké hoach xtc tién ciia doanh nghiép

VII. Quan ly va do lwong

Chung ta do luong két qua ciia ké hoach nhu thé nao?

1.2.2. Ba giai doan ciia viéc 4p dung marketing qua phwong tién truyén thong xa hoi

Céc to chirc thudong ap dung marketing qua phuong tién truyén thong xa hoi tiy
thudc vao nhén thirc, bdi canh va ngudn luc ctia minh. Ho ¢b gang hoach dinh mét cach
hé thong dé dam bao rang cac hoat dong marketing qua phuong tién truyén thong xa hoi
gin két voi hoat dong marketing va ké hoach truyén théng marketing trong tong thé nham
dat dugc cac muc tiéu marketing cu thé.

Tuy nhién, nhiéu ngudi 1am marketing khong thyc hién cac chién thuat marketing
qua phuong tién truyén thong xa hoi ma khong dat duoc sy chin mudi vé viée ap dung
nay. Mot nghién ctru 16n ddi véi nhitng nguoi 1am marketing & Chau Au va Bic My da
cho thay sy khac biét vé mirc d nhitng ngudi tham gia sir dung phuong tién truyén thong
xa hdi va tich hgp no6 véi nhitng hoat dong khac.

Két qua nghién ctru ciia cong ty nghién ctru thi truong Marketing Sherpa (trong
b4o cao vé Social Media Marketing Benchmarking nam 2010) dwa vao mot khao sat d6i
v6i 2.300 ngudi lam marketing cho thdy nhitng nguoi 1am marketing thuong thuc hién
marketing qua phuong tién truyén thong xa hoi & mot trong 3 giai doan (thtr nghiém-rial,
qua do-transition va chién lugc-strategic) clia viéc chap nhan str dung phuong tién truyén
thong x4 hoi. Vao nam 2010, 40% t6 chirc ma Cong ty nghién ctru thi truong Marketing
Sherpa khao sat co cac hoat dong marketing qua phuong tién truyén thong xa hoi thudc
giai doan qua do. 33% cac to chirc thudc giai doan thir nghiém va 23% dang nang cao, hoc
tap va hudng t6i giai doan chién lugc. Marketing Sherpa goi day 1a chu ky song cua sy
chin mudi ctia marketing qua phuong tién truyén thong xa hoi (duoc trinh bay trong hinh
1.7) ciing giéng nhu chu ky séng ciia mot san pham truyén thong.
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Binh luan vé
san pham,
dac trung
duogc danh

Noi dung do sl
ngudi dung

Noi dung

- dugc hop luc

Trang mang
RSS/Feeds \ xa hoi thtr 3
Hoat djng
SMM

Cong dépg
truc tuyén
chira dung

chung

Noi dung lan
truyén/
truyén miéng

Micro-
blogging

Hinh 1.7. Cdac hoat ddng marketing qua phwong tién truyén thong xd hji
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Hinh 1.8. Chu ky dp dung marketing qua phwong tién truyén thong xd héi
a. Giai doan thir nghiém

Giai doan thir nghiém 13 giai doan dau cta chu ky chin mudi cua marketing qua
phuong tién truyén théng xi hoi. To chirc trong giai doan nay thir nghiém nén tang
phuong tién truyén thong xa hoi, nhung ho khong thuc su xem xét bang cach nao phuong
tién truyén thong xa hoi déng vai tro trong ké hoach marketing tong thé. Trong giai doan
nay, phan 16n cac doanh nghiép hoc sir dung hinh thirc truyén thong méi nay va kham pha
tiém ning ciia phuong tién truyén thong xa hoi.

b. Giai doan qua do

Khi céc t6 chirc chin mudi hon trong viéc ap dung cac phwong tién truyén thong x4
hoi so véi giai doan thtr nghiém thi ho dang ¢ giai doan qua do. Trong giai doan nay, cac
hoat dong marketing qua phuong tién truyén thong xa hoi con 1a cai gi d6 rat ngau nhién
va ty phét. Tuy nhién, cach thirc nghi vé n6 thi da hé théng hon va duoc phat trién trong to
chuc. Day la dic trung cua nhiing doanh nghi¢p dang ap dung marketing qua phuong tién
truyén thong xa hoi ¢ giai doan qua do.

c. Giai doan chién lugc

Khi mot to chtrc vao giai doan chién lugc cia viée ap dung marketing qua phuong
tién truyén thong xa hoi, ho s€ st dung mdt qua trinh chinh thire dé hoach dinh hoat dong
nay véi nhitng muc tiéu cu thé va ré rang. Cac phuong tién truyén thong xa hoi lac nay
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dugce tich hop véi ké hoach marketing tong thé cuia t6 chirc v6i vai tro 14 mot nhan té chi
chdt.

Vi dy, Beall 1a mot nha ban 1é cip vung ¢ Florida (Hoa Ky) da thiét 1ap 1 su xuat
hién manh mé& cua cac phuong tién truyén thong xa hoi trong hoat dong marketing ciia
minh. V&1 50.000 fans trén Facebook. Facebook va website BeallsFlorida.com da giup
cho Beall hoat dong qua phuong tién truyén thong xa hoi phong phu, két ndi cac hoat
dong cua tat ca cac kénh truc myén. Hinh 1.9 minh hoa su phéi hop nay.

., .
Ho so Facebook véi giao ti€p tich w (Déc thu web véi ing dung chia
cuc sé
Hoat dong trén Twitter =0 trén Facebook va Youtube
i UGC "Tr¢ thanh ngoi
\ _J
Thuwong mai
: . )
banh gia va reviews
Wishlists
Chuyén coupon qua Facebos
. J

Hinh 1.9. Sw phéi hop cdc phirong tién truyén thong xda hgi ciia Beall

1.2.3. Chién dich marketing qua phwong tién truyén thong xa hdi: qua trinh hoach
dinh chién lwoc

Céc t6 chtrc s& dan dan chuyén tir giai doan thir nghiém va qua do sang giai doan chién
lugc cua viée sir dung cac phuong tién truyén thong xa hoi va tich hop sy phdi hop cua
cac phuong tién truyén thong xa hoi nhu cac kénh dé hoan thanh muc tiéu marketing cua
minh. Sau day la cac budc cong viéc chinh:

- Phan tich tinh hudng va xac dinh nhu ciu hoi cha chét

- Xéc 1ap muc tiéu
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- Thu thap thong tin va tip trung vao mot hodc nhiéu cac phan khuc khach hang xa
hoi

- Luya chon kénh truyén thong x3 hdi va cac phuong tién

- Lao ra chién luoc trai nghiém

- Xay dung va khoi dong ké hoach sir dung cac cong cu xtc tién néu can thiét
- Thuyc hién va do luong chién dich

a. Phén tich tinh hudng

Ciing gidng nhu viéc xdy dung mot chién luoc truyén théng, bude dau tién cia viée
phat trién mot ké hoach, d6 1a tim kiém thong tin va danh gia vé méi truong marketing.
Cong tac hoach dinh cac phuong tién truyén thong xa hdi duogc bat dau béng viéc tim hiéu
vé nganh cong nghiép, dbi thu canh tranh, chung loai san pham va thi truong tiéu thu.
Phan tich tinh hudng nay s& cho phép to chtic phat hién nhiing van dé hién tai va co hoi c¢6
thé ddi dién, thuong bao ham vi¢c st dung phan tich SWOT dé nhin manh nhitng khia
canh bén trong ctia doanh nghiép ciing nhu nhimng co hdi bén ngoai ¢6 thé anh hudng dén
viéc lya chon kha nang va nguén luc cua to chuc.

Mot van dé quan trong ciia viéc phan tich moi trudng bén ngoai d6 1a phan tich sy
canh tranh. Phéan tich nay lién quan dén viéc phan tich cac nd luc phuong tién truyén
thong xa hoi dé canh tranh ciing nhu nhan thtrc cua thi truong muc tiéu véi nhitng nd hee
nay.

Viéc phan tich canh tranh trong viéc st dung cac phuong tién truyén thong xa hoi phai
tra 101 nhitng cau héi sau day:

- Péi thu canh tranh ciia chung ta dang sir dung cac phuong tién truyén thong xa hoi
nao va nhitng phuong tién cu thé gi?

- Ho gi6i thiéu ban than minh trén cac kénh va phuong tién nay nhu thé nao? Viéc
dit cau hoi nay dan dén phai phan tich hd so cta ddi thu canh tranh nhitng thong
tin ma ho cung cip & trén cac kénh va phuong tién truyén thong xa hoi

- Al la fans va nguoi theo doi ho? Cac fans va nguoi theo doi nay phan ing ra sao
v6i hoat dong cta cac dbi thu canh tranh trén cac phuong tién truyén thong xa hoi?

b. Xdc dinh muc tiéu marketing qua phwong tién truyén thong xa hdi va xiy dung
ngan sach

Trong giai doan nady nhiing nguoi hoach dinh va tra 10i cdu hoi: Chién dich
marketing cia phuong tién truyén thong xa hoi hudéng dén diéu gi? Ngudn luc tai chinh va
con ngudi san sang cho viéc thuc hién cac muc tiéu d6? Muyc tiéu 1a mot tuyén bd cu thé
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lién quan dén hoat dong marketing qua phuong tién truyén thong xa hoi di dugc hoach
dinh, hoat dong nay hudng téi diéu gi. Noi dung ctia myc tiéu thudng cin cir vao céc tinh
hudng va van dé duogc phat hién.

Gia dinh co ban 1a mot chién dich c6 thé hoan thanh nhiing muc tiéu marketing
mong muén. Sau day 1a nhitng muc tiéu quan trong ma mot chién dich c6 thé huéng t6i:

- Tang cudng nhan thirc vé thuong hiéu
- Cai thién danh tiéng ctia thwong hiéu va san pham
- Tang luu lugng ctia website
- Tang do 16n cua hoat dong PR
- Cai thién thtr hang dugc tim kiém qua cong cu tim kiém
- Cai thién chat lugng dich vu dugc nhén thirc bdi khach hang
- Tang luong ti€u thu
- Giam chi phi hd trg va chinh phuc khach hang
Cac muc tiéu dit ra cling phai thoa man cac diéu kién sau day
- Cuthé (What, who, when, where)
- C6 thé do ludng duge
- Xac dinh duoc nhitng thay d6i mong mudn
- Co khung thoi gian rd rang

Gan két va kha thi (phu hop v6i hoat dong va ngudn luc cia td chirc)

Bén canh viéc xac dinh cidc muc tiéu, cac td chirc cling can phai xéc dinh céac nguén
luc, dic biét 1a nguodn lyc tai chinh dé thuc hién hoat dong marketing qua phuong tién
truyén thong xa hoi. Marketing qua phuong tién truyén thong xa hoi khong phai mién phi,
nhung nhin chung né ré hon chién dich marketing truyén thong nhu lam qua TV. Hién
nay, cac doanh nghiép van chi chi mot phan nhé trong ngan sach ciia minh cho marketing
qua phuong tién truyén thong xa hoi, nhung khoan chi nay c6 xu hudng ting 1én nhd viée
mg dung ngay cang phd bién cua cic phuong tién truyén thong xa hoi trong hoat dong
marketing cua ho.

Hién nay, cac doanh nghi€p thuong xac dinh ngan sach cho hoat dong marketing
qua phuong tién truyén thong xa hoi bang phuong phap phan trim trén tong sd chi tiéu
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cho hoat dong quang cao cua ho. Hai phuong phéap khac cling dugc str dung bdi cac doanh
nghiép. D6 1a phuong phap can bing canh tranh, theo d6 doanh nghiép sé& so sanh khoan
chi ctia minh vé6i khoan chi cua ddi thi canh tranh. Bén canh d6, phuong phap xac dinh
ngan sach cho marketing qua phwong tién truyén thong xa hoi dwa vao muc tiéu va nhiém
vu ma chién dich can phai hoan thanh ciing duoc ap dung trong cac doanh nghiép.

c. Xay dung hd so cong chiing muc tiéu

Cong chung muc tiéu cua mot doanh nghiép céd thé duoc xac dinh dua vao céc tiéu
chi nhu nhan khau hoc, dia 1y, tdm 1y, hanh vi... Viéc xay dung hd so khach hang trén
phuong tién truyén thong xa hoi lién quan dén viéc phén tich hoat dong va phong cach
trén mang xa hdi cua ho, cling nhu 1a mirc do ma ho tham gia trén cac phuong tién truyén
thong xa hoi, cac kénh ma ho s dung va cac cong déng ma ho tham gia tich cuc

Viéc xay dung ho so cong chung muc tiéu trén cac phuong tién truyén thong xa hoi
phai trd 101 cac cau hoi sau:

- Ai la cong chung muc tiéu chinh?

- Doanh nghiép c6 thé mé ta nhiing phan khiic cong chung muc tiéu chinh nhu thé
nao?

- Nhitng cudc hoi thoai trén cac phuong tién truyén thong xa hoi duoc hudng vao
nhiing ai?

- Khach hang Ia thanh vién cta cac cong dong xa hoi nao?
- Ho tuong tac véi cac thuong hi¢u khac ra sao?

Viéc xay dung ho so khach hang va thau hiéu khach hang phuc vu cho viéc thiét lap
ké hoach marketing tong thé. Tuy nhién, bén canh viéc tra 101 cac cau hoi phia trén ngudi
hoach dinh ciing can phai hiéu nhu thé nao va bang cach nao khach hang cua ho tuong tac
véi cOng déng xa hoi truc tuyén va cac thiét bi ma ho su dung. Qua trinh phat trién hd so
khach hang, ngudi hoach dinh nén danh mét ngay dic biét dé coi minh nhu nhitng ngudi
str dung cac phuong tién truyén thong xa hoi cling nhu dé thu thap thong tin vé hoat dong
trén Internet ciia cong chiing muyc tiéu.

d. Lwa chon kénh truyén thong xa hdi va ciac phwong tién/cong cu (vehicles)

Mot khi da hiéu vé cong ching muc tiéu t6 chirc danh thoi gian dé Iya chon cac
phuong tién truyén thong xa hoi dé tiép can ho. Nhitng linh vuc cta truyén thong xa hoi
v6i nhimng kénh va phuong tién da dang ludn sin sang cho sy phdi hop cac phuong tién
truyén thong xa hoi ciia cac doanh nghiép. Ciing giéng nhu marketing hdn hop truyén
thng, viéc phdi hop cac phuong tién truyén thong xa hoi 1a sy két hop giita nhiing
phuong ti¢n va chién lwgc nham thuc hién muc tiéu cta doanh nghiép.
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Viéc lya chon phdi hop cac phuong tién truyén thong xa hoi duoc dén tir bén linh
vuc ma chung ta da dé cap. bo la cong déng x4 hoi, xuét ban, giai tri va thuong mai. Trén
tirng linh vuc, lai ¢6 rat nhiéu cac phuong tién c6 thé sin sang giup doanh nghiép tiép can
cong chung muyc tiéu. O thoi diém hién nay, dé c6 thé thuc hién muc tiéu mong mudn va
v6i nhitng nén tang phuong tién truyén thong xa hoi dé hudng toi cong chung muc tiéu
bao gém nhirng sinh vién dai hoc, cadc nha hoach dinh c6 thé thiét ké mot chién dich bao
gé)m cac mang xa hdi xuét ban va nhitng tro choi xa hgi. Cac phuong tién/cong cu cu thé
ma ho ¢ thé sir dung bao gdm Facebook, YouTube va Flickr. Xuat ban xa hoi c6 thé sir
dung cac blog va cac trang chia sé tai liéu nhu Scribd. Ho cling c6 thé lua chon tro choi xa
hoi nhu 1a Retail Therapy. ...

e. Tao chien lugc trai nghiém

Néu ching ta dang 1én ké hoach cho mdt chién dich quang céo thi budc tiép theo 1a
chung ta phai dua ra dugc chién luoc thong diép sang tao. Chién lugc thong diép lién
quan dén céach tiép cin sang tao ma chung ta s& sir dung sudt chién dich. Cong viéc nay
phai tuan thu theo tuyén bd dinh vi ciia thuong hiéu- mot ban tuyén bd duge ghi chép lién
quan dén vi tri va mot thuong hi¢u mong mudn ¢ duge trong tam tri cua cong chung muc
tiéu. Viéc xem xét lai vi tri mong mubn dat duoc cling 1a mgt cong viéc can phai chuin bi
dé thiét 1ap chién lugc marketing qua phuong tién truyén théng xa hoi, boi vi hoat dong
trén phuong tién truyén thong xa hoi ciing s& giup thuc hién cac thong diép mong mudn
chuyén tai.

Chién lugc thong diép cling can phai pht hop véi muc tiéu cia chién dich. N6 dugc
phat trién thong qua mot tom tit sang tao (creative brief). Lap ké hoach cho chién dich
marketing qua phuong tién truyén thong xa hoi, qua trinh thiét ké nay ciing s& tuong tu.
Nguoi hoach dinh s€ phai tao ra mot ban tom tat nham huéng dan cho sy phat trién cua
chién dich. Tuy nhién, khic vdi cac phuong tién truyén thong truyén thdng, cac phuong
tién truyén thong xa hoi tap trung vao trai nghiém twong tac chia sé xa hoi va su cam két.
Do vy, ban tom tat cling c6 nhiing cAu tric khac biét va duoc goi tén khac. Nhiéu nha
hoach dinh goi tai li¢u nay la ban ké hoach trai nghiém.

Céc cau hoi ma nha thiét ké phai quan tim khi xdy dung ban tom tit sang tao:
- Pau 1a muc tiéu cua chién dich va nhiém vu truyén thong?

- Thuong hiéu dinh vy nhu thé nao? Pau la diéu riéng biét va dic biét lién quan dén
dinh vu cta thuong hi¢u trén thi truong?

- Aila cong chung muc tiéu?

- Li¢u c6 nhém nguodi nao khac dang thuyét phuc cong ching muyc tiéu theo ho
khong?
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- Pau 1a ngudn luyc sang tao dang ton tai trong Cac ngudn luc d6 co thé tao ra trai
nghiém trén phuong tién truyén thong xa hoi nhu thé nao?

- Lam nhu thé nao c6 thé tich hop cac phuong tién truyén thong cho thuong hiéu
dang duoc st dung trong t6 chirc va chung ta co thé sir dung chung trong bao nhiéu
thot gian?

- Dau la nhiing trai nghiém co6 thé dua ra dé phu hgp nhu cau va dong co cua cong
chung muc tiéu, cac kénh co thé su dung va cac ngudn luc sang tao?

- Pau la nhitng n6i dung ching ta can?

- Bang cach nao nhimg cam két trai nghiém c6 thé dugc md rong va chia sé thong
qua céc kénh truyén thong xi hoi?

Sau khi trai qua qua trinh kham pha va 1ap ké hoach nham cung cip nhiing hiéu biét
cho nhom “sang tao”, nhom sang tao s& chuyén sang giai doan “lén y tudng” va thiét
ké. Kham phé (discovery) 1a thuat ngir dung dé mé ta giai doan nghién ctru cua ké
hoach. Nguoi hoach dinh can dya vao nghién ciru so cap va thir cap vi ho mudn tim
kiém nhitng sy am hiéu hitu ich cho cong viéc ctia minh. Nhitng sy am hiéu/hiéu biét
nay s& di cing nhom trong subt qua trinh xay dung ké hoach. Nhom sang tao s& danh
thoi gian sang loc ¥ tudng va phat trién nhitng thiét ké c6 thé cho chién dich. Puong
nhién, nhitng ¥ tudéng dugc chon loc cod thé duge thanh loc va nhitng prototypes dugc
phat trién. Nhitng cong viéc ndy s& dugc kiém tra noi bo, kiém tra vé tinh kha thi va
nhiing kiém tra khac.

f. Tich hop véi nhitng thanh t6 xic tién khac va xac 14p khung thoi gian cho chién
dich

Mot chién dich truyén thong truyén thong dién hinh ciing trai qua mot chu ky song
da duoc thiét ké trudc nham thyc hién muc tiéu cu thé. Vi cac phuong tién truyén
thong x3 hoi, cac chién dich khong nhat thiét bao gdm cac sy kién duge ¢ dinh thoi
gian bat dau va két thic. Viéc giao tiép va trao doi trong cac cong dong xa hoi ludn
tiép tuc va marketing qua phwong tién truyén thong xa hoi cho mot nhan hiéu ciing
phai 1am diéu nay. Piéu ndy cang dung trong truong hop cic nhan hiéu st dung
phuong tién truyén thong xa hoi cho viée cung cip dich vu khach hang va quan trj moi
quan hé khach hang

g. Trién khai va do lwong két qua

Trong giai doan cudi cung cua qua trinh hoach dinh chién luoc, viéc thuc thi ké
hoach va do ludong két qua s& duoc tién hanh. Chuong 3 sé& di chi tiét hon vao céc
phuong phap danh gid hiéu qua ciia mot chién dich truyén thong qua phuong tién
truyén thong xa hoi. Nhimng dit liéu thu thap dugc trén tit ca cac khia canh cua ké
hoach s& duogc sir dung dé cung cap nhiing y tuong cho cac chién dich tiép theo.
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Sau déy 1a nhitng sai 1dm c6 thé méc phai trong qu4 trinh trién khai ké hoach:

- Tdp trung vio nhéin sw: Mot nguyén tic cia marketing qua phwong tién truyén
thong x4 hoi 12 nhan hiéu phai c6 mat va tham gia tich cuc trén cac cong dong x4
ho6i. Tuy nhién, nhiéu doanh nghiép trong giai doan thir nghiém va qua do thuong
tap trung vao vi¢c phat trién hd so Facebook hodc Twitter hodc hoach dinh mot
cudc thi UGC- ndi dung do nguoi dung tao ra (User-generated content). Nhung
nhting doanh nghiép nay thuong khong chii dong trong viéc tao ra nhiing cach thirc
nham xay dung va duy tri luu luong ciing nhu sy quan tim cia coéng chiing muc
tiéu. Piéu nay 13 sai lam vi marketing qua phuong tién truyén thong xa hoi dugc
xdy dung trén cong dong, ndi dung va cong nghé twong tich véi phuong tién truyén
thong xa hoi. Pé thanh cong, cac nhan hi¢u can phai tich cuc trén do, béng cach
thiic diy nhan sy cia minh dang bai, tra 11 va phat trién noi dung.

- Nji dung: Mot thach thirc c6 thé din dén that bai trong marketing qua phuong tién
truyén thong xa hoi 1a luén phai phat trién nhitng ndi dung tuoi méi va phu hop.
Phat trién su tuong tac, ting cuong sy phi hop, tra 16i nhitng phan hdi cia nhimg
ngudi viéng tham, cung cip nhitng ndi dung mdi...1a nhitng cong viéc can thiét
nham duy tri sy twoi méi, kich thich tinh to mo va lam cho cong chung muyc tiéu
quay tré lai. Tuy nhién, nhiing thanh t6 nay cta 1 chién dich marketing qua
phuong tién truyén thong xa hoi thanh cong lai thuong doi hoi nhitng sy cam két
cao tir phia ngudn nhan lyc.

- Thoi gian: marketing qua phuong tién truyén thong xa hoi hoat dong khéac so voi
mot chién dich quang cdo truyén thong. Mudn dat duoc két qua, sy kién nhan cin
phai dit 1én trudc. Dé xdy dung sy hiéu biét vé thuong hiéu, doanh nghiép co thé
phai can téi hang thang v6i marketing qua phuong tién truyén thong xa hoi. Tuy
két qua co thé dat dugc lau, nhung hiéu qua ma marketing qua phuong tién truyén
thong x4 hoi mang lai thi hoan toan c¢6 thé twong xtmg vai su kién nhin ma doanh
nghiép bo ra

- Tap trung vao muc tiéu: S& khong hop 1y néu doanh nghiép tap trung dén nhimg
giai doan hanh dong hon 1a diu ra mong mudn. Hay néi cach khac, doanh nghiép
khong nén tap trung vao cach tiép can chién thuat ngan han hon la cach tiép can
chién lugc dai han.

- Loi ich cho ngwoi ding: marketing qua phuong tién truyén thong xa hoi thanh
cong hay that bai déu do chat luong ndi dung cung cdp cho ngudi dung. Noi dung
phai thém duoc gia tri cho cong dong xa hoi. K& hoach marketing qua phuong tién
truyén thong xa hoi phai tra 10i cau hoi sau: “ching ta s& phan phdi ndi dung qua
cac kénh phuong tién truyén théng xa hoi nhu thé nao?”. Nhung ho cling can phai
tra 101 cac cau hoi khac: Ching ta co thé 16i kéo cong chung muc tiéu trong cong
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déng x4 hoi nhu thé nao? Noi dung nao dugc thém bdi cong chung muc tiéu? Ho
c6 mudn ndi dung dugc truyén thong khong?...

- Do lwong: Cac doanh nghiép co thé that bai trong viéc do luong két qua chién dich
marketing qua phuong tién truyén thong xa hoi. Vi cac doanh nghiép mudn thanh
cong trong marketing qua phuong tién truyén thong xa hoi, viéc do ludng 1a viéc
can dugc luu tam. Po luong két qua dam bao rang doanh nghiép c6 thé hoc dugc
tr nhirng viéc da lam va chua lam dugc. Dac biét 1a cac doanh nghi¢p c6 xu hudng
chuyén dan ngan sach tir quang céo truyén thong sang marketing qua phuong tién
truyén thong xa hoi, cac nha quan tri can so sanh cac chi s6 do luong nhu ROI
(Return On Investment) giita phuong tién truyén thong xa hoi va cac su lya chon
phuong tién truyén thong khac

1.2.4. Phat trién cau triic t6 chirc hoach dinh

Dé hoach dinh va van hanh 1 chién dich marketing qua phuong tién truyén thong xa
hoi, doanh nghiép can t6 chirc con ngudi va cau tric t6 chie phi hop dé nhitng con nguoi
tham gia cong vi€c nay cod thé thuc hién cong viéc tdt. Nguén nhan lyc tham gia cong viéc
nay c6 thé lién quan dén nhiéu bo phén trong t6 chirc cia mot doanh nghiép. Ai chiu trach
nhiém vé cong tac hoach dinh, trién khai, va danh gia chién luoc marketing qua phuong
tién truyén thong xa hoi? Ai tham gia vao cic hoat dong marketing qua phuong tién
truyén thong xa hoi? Liéu c6 han ché nao trong viéc sir dung phuong tién truyén thong xa
héi trong ndi bd doanh nghi¢p? Pac bi¢t voi nhiing doanh nghiép 16m, rat nhiéu bo phan
khéc nhau c6 thé thyc hién nhiéu cong viéc mang tinh tac nghiép, chién thuat. ..

a. Chinh sach phwong tién truyén thong xa hoi

Céc cong ty can phai phét trién, thong qua va cong khai chinh sach vé phuong tién
truyén thong xi hoi trong cac nhan vién cua minh. Chinh sach phuong tién truyén
thong x3a hoi duoc hiéu 1a mot tai lidu ndi bd cia doanh nghiép giai thich nguyén tic
va thu tuc cho cac hoat dong trén phuong ti¢n truyén thong xa hoi cho doanh nghi¢p
va cac nhan vién ciia n6. Tai liéu ndy 1a quan trong béi vi mbi mdt nhan vién cua cong
ty ¢6 thé dugc xem 1a mot dai st thuong hiéu quyén luc khi ho tham gia trén cac
phuong tién truyén thong xa hoi. Nhiéu cong ty di sir dung tai liéu nay nhu cach thic
dé bao vé cong ty vé mat phap 1y va dé dong vién, khuyén khich nhan vién ciia minh
tham gia trén phuong tién truyén thong xi hoi theo cach gan két véi chién luoc thuong
hi€u chung.

b. Ciu tric to chirc hd tro cho marketing qua phwong tién truyén thong xa hi

Viée lua chon cach thire t chirc nhdm hd tro cho marketing qua phuong tién truyén
thong xa hoi la diéu can thiét cho cac t6 chirc néu mudn thanh cong voi marketing qua
phuong tién truyén thong xa hoi. Thong thuong, ¢6 3 moé hinh co ban vé ciu tric t6
chue hd trg cho marketing qua phwong tién truyén thong x4 hoi:
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- MO hinh céu trac tap trung: chirc ning phong phuong tién truyén thong xa hoi ¢
cap d6 quan 1y s& do 1 quan Iy/hodc chuyén vién marketing cdp cao hay CEO phu
trach tat ca cac hoat dong marketing qua phuong tién truyén thong xa hoi

- M0 hinh ciu trac phan quyén: khong c6 ai chiu trach nhiém hoan toan cho
marketing qua phuong tién truyén thong xa hoi. Ma nguoc lai, tt ca cac nhan vién
trong doanh nghiép déu dai dién cho thuong hi¢u va lam viéc véi phuong tién
truyén thong xa hoi trong vai trd cia minh. Viéc tham gia cua cac nhan vién phai
duoc huan luyén va viéc st dung phuong tién truyén thong xa hoi duge thuc hién
xuyén sudt trong doanh nghiép

- MO hinh cau triic hdn hop véi thyuc tién ctia mo hinh tap trung va thuc hanh phan
quyén.

Moi mot mo hinh trén déu c6 nhitng uwu diém va han ché va cac doanh nghiép phai
can nhac lga chon. Bén canh do, cac doanh nghiép cling can can nhac vé ngudn luc
nham thyc hién cac muc ti€u va hoat dong dat ra.

1.3. NGUOI TIEU DUNG TRONG MOI TRUONG SO

1.3.1. Ban sac so ciia nguoi tieu dung

Trang mang xi hoi nao dang dang tao nén mot phan cudc séng sb clia ban? Ban chia sé gi
trén d6? suy nghi? quan diém? hoat dong? hinh anh? hay la nhimg video? Khi nao va &
dau? Trén thiét bj nao? Ngay nay, ciu tra 1oi co thé 1a tit ca. Nhitng hoat dong truc tuyén
ctia chiing ta va nhirng thong tin chung ta chia sé¢ ¢ trén d6 tao nén ban sic x hoi cua
chung ta- nhitng ngudi tiéu ding trong méi trudong sd hay con goi 1a nguoi tiéu dung xa
hoi (social consumer). Hay néi cach khac, day 1a cach giup ching ta gidi thiéu vé minh
thong qua ngdn ngit, hinh anh, am thanh va ca nhitng video ma chung ta chia sé vdi nhitng
nguoi khac thong qua web.

1.3.2. Nhirng diém tiép xiic xa hdi trong cudc sdng két noi

Trong mot ngay nhitng ngudi sir dung cac phuong tién truyén thong xa hoi tiép xuc
v6i rt nhiéu thiét bi kénh va cac trang mang xa hoi v6i nhidu 1y do khac nhau. Ho c6 thé
dung dé nim duoc cac thong tin vé thoi tiét, dé tiép nhan cac cai thong tin thoi sy méi hay
dé giao luu, thu gidn voi ban bé.... Cac phuong tién truyén thong xa hoi ngiy cang dong
mot vai tro quan trong trong cudc séng ctia chiing ta. Nhitng co hoi ma chung ta c¢6 duoc
nhu vAy ton tai nhu 1a nhitng diém tiép xtic phuong tién truyén thong xa hoi (social media
touchpoints).

a. Dau chan xa hoi

DAu chan xa hoi (social footprint) dugc hiéu 1a nhiing dau vét ma mot nguoi tao ra
khi ho hoat dong trén khong gian s6. Khi ching ta vao mot website hay mot cong dong
mang, ching ta s€ bi mot dau vét s6 & trén do. Nhiing dAu chan sb co thé duoc quan sat
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hay khong phu thudc vao sb lwong va tin sudt ma chung ta viéng thim va hoat dong ma
chung ta tham gia. Vi du khi chung ta vao trong hd so Facebook clia mot ngudi ban va
biét rang co ta 1a fan ciia mot ca si nao d6, ching ta c6 thé hiéu doi diéu vé co ay. Thong
tin nay 1a mot phan trong déu chan xa hoi cua co ay.
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Hinh 1.10. Vi du vé ddu chdn xa héi cia Gary
b. Xu huéng cudc song (Lifestream)

Xu hudng cude séng dugc hiéu 1a nhimg xu hudng sip xép theo thir tu thoi gian cia
nhimg diéu chung ta ding va chia sé. Néu nhu ddu chan xa hoi 1a nhimg dau vét ma chung
ta dé lai khi tham gia vao mot khong gian s6 cu thé, thi xu hudng cudc séng lai 13 nhitng
ban ghi chép vé cudc sdng sb cua chiing ta. N6 dugc hiéu nhu nhimg ban tom tat dién tur
vé nhing gi chiing ta 1am bang 16i va bang hinh anh. Péi khi, xu hudng cudc sdng ciing
stra chita ludn ca nhirg thong tin ma ban c6 thé khong mudn chia sé véi nhimg ngudi ma
ban khong mudn: nhitng nha tuyén dung trong twong lai, ddi tac hay ban.

Vay, di€u gi tao nén xu hudng cudc song? Ban tom tat dién tr v€ cudc song so tuy
thudc vao linh vuc cua cac phuong tién truyén thong xa hoi ma mdt con nguoi tham gia,
va c6 theé bao gom: nhiing bai dang trén blogs, cap nhat vé trang thai, hinh anh va su kién,
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trai nghiém, nhitng tuyén bd, nhitng phan chiéu, nhitng twong tic v4i gia dinh, ban be,
d6ng nghiép va ca nhitng ngudi la. P6 13 nhat ky cua cude sdng truc tuyén.

Bé1 vi cudc song so cua ching ta lién quan tdi cong dong xa hoi chinh vi vay trong
cudc song doi khi dugce goi 1a xu hudng hanh dong hay xu hudng xa hoi.

Noi tom lai, ddu chan xa hoi 13 nhitng bang chimg ndi tén ban dang & dau va da
timg ¢ dau. Xu huéng cudc sdng 13 mot t& bao vé cude sdng sé cua ban. Két hop lai,
ching tao nén ban sic xa hoi ciia ban. Nhin vao nhiing bang ching nay, chic han chung ta
déu dong ¥ rang “You are what you post!”.

c. Thwong hiéu xa hgi (social brand)

Ban dé lai ddu chan x3 hoi trén cac cong déng xa hoi ma ban Viéng tham. R4t nhiéu
cong dong xa hoi yéu cau ban phai ding ky nhu thanh vién cta cong dong dé co thé truy
cap vao dich vy va tham gia vao hoat dong ctia cong déng. Tén nguoi dung cua ban trén
cong déng xa hoi dugc goi 1a nickname. N6 co thé 1a mét cai tén gid hodc 1a tén that cua
ban. Ngay nay thé hé cu dan sb thuong dung tén gia khi truy cip vao cong dong xa hoi dé
gidu di ban sic that vé minh va nhiing thong tin riéng tu. Tuy nhién, van c6 nhiéu ngudi
lga chon nhiing cai tén nham miéu ta diéu gi do vé ho. Chung ta co thé xem nhiing cach
thirc thé hién ban sic nhu thé nay 1a tén thuong hiéu sé (digital brand name). Thay vi gidu
di ban séc that cia minh ho thudng cb ging truyén tai ¥ nghia cho nhitng cai tén khi tham
gia vao cong dong xa hai.

Mot trong nhiing nhiing quyét dinh mang tinh chién lugc khi thé hién sy c6 mit ciia
minh trén cong déng xa hoi, do 1a tao ra mdt té€n thuong hi¢u xa hoi. Ban co thé lua chon
dung tén that cia minh hay mot cai tén gia va hon thé, nd tiy thudc vao quan diém va
cach khai thac cac phuong tién truyén thong xi hoi ciia ban. Quyét dinh cta ban thyuc su
rat quan trong. Ban can phai lya chon su danh doi gifra tinh bado mat riéng tu voi vige
duoc nhan biét, vi néu ban tao ra mot tén thuong hi¢u sb riéng biét diéu nay s& dé dang
cho nhiing nguoi khac nhan dién ban sdc vat 1y cua ban.

1.3.3. Cudc song cuia nguoi tiéu dung so

Ban dang bat dau mé rong d4u chan x3 hoi cua ban. Puong nhién, ban s¢ kiém tra
mang ludi thanh vién trén cac mang ludi nhu Facebook hay trang chia sé phuong tién nhu
YouTube. Néu tiép tuc tham gia, ban s& dé lai ddu chan va xu hudng hoat dong ctuia ban
trén cac cong dong nay. Nhung ban c6 bao gid nghi ring cudc séng sb cta ban thay doi
theo thoi gian hay khong? va thyc té 1 no thay ddi va su thay d6i nay dugc goi 1a tinh vu
viét s6 (digital primacy).

Boi vi cac ban 1a thé hé cu dan s6 cho nén trai nghiém hang ngay cta cac ban khéac
rat nhidu so v&i cha me cac ban- nhimg ngudi nhdp cu cua thoi dai s6 (digital
immigrants). Van héa chinh 1a chi s6 giai thich sy khac biét giita cu dan sd va nhimng
ngudi nhap cu thoi dai s6. Bat chp thoi gian danh cho moéi truong sb 13 bao nhiéu, nhimg
ngudi nhap cu thoi dai sb van ludn 1 nhimg ngudi ngoai 1&. Khi trai nghiém cta nhiing
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cong ngh¢ mdi, ho luon cadm nhan mot do soc vé van héa. Ho chap nhan mdt vai cong
ngh¢ s6 nhung lai co6 thé tranh mot so khac.

Vay lam thé nao dé chung ta c6 thé khuyén khich nhitng ngudi nhap cu thoi dai sb
tham gia dé dang hon vao thé gidi cuia cic phuong tién truyén thong xa hoi va chap nhan
nhimg céng nghé mdi dé dang hon? Dé tra 16i cAu hoi nay chung ta xdy dung phép con
nguoi xir 1y thé nao véi nhitng san pham méi va nhitng cach thirc thyc hién cong viéc
moi.

Ly thuyét phd bién su cai tién (Diffusion of innovations theory) cua Roger giGi
thi¢u dac trung cua nhiing san phém cai tién va ti 1é chép nhan nhiing sy lya chon moi nay
ctia con ngudi. Nhitng dic trung nay bao gom:

- Loi thé tuong ddi cua su cai tién

- Kha ning quan sat va thir nghiém su cai tién

- Kha ning chuyén doi cta su cai tién vao cudc sdng con ngudi
- Sy don gian khi st dung cua sy cai tién

Phan 16n khach hang s& khong chip nhan mot san pham mai chi don gian 1a vi ho
khong thich thir cai méi. Ho thuong so sanh chi phi va lgi ich lién quan dén su lua chon
dé xem san pham co giai quyét dugc van dé ciia ho khong? Ho c6 quan sat ngudi khac sir
dung san pham d6 hay khong? Ho co thé thir nd6 ma khong phai chiu rii ro nao khong?
San phiam d6 d& sir dung hay can phai c6 qua trinh hoc n6? Néu nhitng nguoi lam
marketing d6i moi tét hon, lam cho n6 dé tich hop, thir , sir dung ... thi khach hang s&
chap nhan san phim mai dé dang hon.

1.3.4. Mt thé gioi két noi

Tinh dén thang 6 nim 2018, toan thé gidi ude tinh co 4.2 ty nguodi dung Internet
trén tong s6 hon 7.6 ty nguoi trén thé gidi (Bang 1.3). Trong d6, khu vuc chau A c6 ti 18
ngudi dung Internet cao nhét thé giéi, chiém gan 50%.
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Bang 1.3. Thong ké vé dan sb va nguoi dung Internet trén thé gidi

(nguon: https://www.internetworldstats.com/stats.htm)

JUNE 30, 2018 - Update

WORLD INTERNET USAGE AND POPULATION STATISTICS

World Regions Population Population Internet Users Penetration Growth Internet

(2018 Est.) % of World 30 June 2018 | Rate (% Pop.) | 2000-2018 | Users %
Africa 1,287,914,329 16.9 % 464,923,169 36.1 % 10,199 % 1.0 %
Asia 4,207,588,157 55.1 % 2,062,197,366 49.0 % 1,704 % 49.0 %
Europe 827,650,849 10.8 % 705,064,923 85.2 % 570 % 16.8 %
Latin America / Caribbean 652,047,996 8.5 % 438,248 446 67.2 % 2,325 % 10.4 %
Middle East 254,438,981 33% 164,037,259 64.5 % 4,894 % 39%
North America 363,844,662 48 % 345,660,847 95.0 % 219 % 82%
Oceania / Australia 41,273,454 06 % 28,439,277 68.9 % 273 % 07 %
WORLD TOTAL 7,634,758,428 100.0%| 4,208,571,287 55.1 % 1,066 % | 100.0 %

NOTES: (1) Internet Usage and World Population Statistics estimates in June 30, 2018. (2) CLICK on each world region name
for detailed regional usage information. (3) Demographic (Population) numbers are based on data from the United Nations
Population Division. (4) Internet usage information comes from data published by Nielsen Online, by the International
Telecommunications Union, by GfK, by local ICT Regulators and other reliable sources. (5) For definitions, navigation help and
disclaimers, please refer to the Website Surfing_Guide. (8) The information from this website may be cited, giving the due credit

and placing a link back to www internetworldstats com. Copyright @ 2018, Miniwatts Marketing Group. All rights reserved
worldwide.

Theo The Pew Internet & American Life Project vao nam 2009, 74% ngudi My
tham gia hoat dong truc tuyén (va con sd nay con duoc gia ting vao hién nay). Mic du
Bic My thua khu vire Chau A vé ti 1& % trong tong sd ngudi sir dung Internet, nhung lai 1a
khu vyc ¢6 ti 1& dan s truy cap Internet cao nhat (do ludng bang penetration rate). Ti 1¢
nay & Chau A 1a 19.4%?2, trong khi & Chau Au la 52%. Australia chiém khoang 1.2% tong
sO nguoi sir dung Internet trén thé giGi nhung ti 1¢ penetration rate ciia ho 13 60%.

Bang 3.1 trong sach c6 gi6i thiéu thong tin vé nhitng ngudi sir dung Internet tai My
va vé ca nhitng ngudi khong sir dung. Bang sd lidu cho thdy nhitng ngudi tré tudi thuong
tich cuc hon trong hoat dong truc tuyén. Cé khoang 93% nhitng ngudi tré tudi va do tudi
teen (12-29) hoat dong truc tuyén, so sanh v4i 81% nhiing ngudi & do tudi 30-49 va 70%
& do tudi 50-64. Néu chung ta xem xét nhitng ngudi gia hon thi s& thdy ho it tham gia hoat
dong truc tuyén hon, chi c6 khoang 38% nhitng ngudi 1on hon 65 tudi tham gia hoat dong
truc tuyén.

Hang nghin ngudi tham gia vao cong dong truc tuyén mdi ngay. Ciing cé thé vi
vay, chét lugng truy cap duoc cai thién mot cach ngoan muc. Chi mdt vai nam trudc day,
ching ta phai két néi mang rat cham bang phuong phap dial, trong khi hién nay, phan 16n
chung ta truy cdp mang toc do cao thong qua cable modems va duong dién thoai DSL-
enable phone lines. Chiing ta c6 thé truy cap Internet & moi noi khi ching ta du lich. Thém
vao do, Internet cling co thé duoc két ndi tir cac thiét bi di dong nhu netbook hay

2 Theo thong ké dén thang 6 nam 2018 World ~ Stats
(https://www.internetworldstats.com/stats.htm), tinh hinh da khac, ti I¢ dan sb truy cap

cua Internet

Internet & khu vuc chau A di tang 1én 49%
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smartphones. Sy thay ddi trong viéc truy cép Internet di lam gia ting luong coéng ching
muc tiéu cta cac nha marketing sir dung phuong tién truyén thong xa hoi. Hay noi cach
khac, do tiép can (Reach) duoc ting cudng trong méi truong truc tuyén. Do tiép can lién
quan dén phan trim cong ching muc tidu dugc tiép can thong qua phuong tién truyén
thong. Trudc khi c¢6 Internet, do tiép can thuong nho va cac phuong tién truyén thong
duong nhu khong cudn hat. Bang 1.4 sau day s& tom tit vé hoat dong truc tuyén cla cac
thé hé nguoi tiéu dung, hay cu thé 1a ti 18 phan tram nhimng ngudi sir dung Internet trong
tung thé hé tham gia vao céac hoat dong truc tuyén3 .

Chung ta c6 thé nhin thiy nguoi tiéu dung dang khac nhau theo tinh thé hé. Hay
noi cach khéc, cac thé hé khac nhau s& c6 nhimg hanh vi trén Internet khac nhau. Tuy
nhién, vé co ban, Internet va két ndi 1a mot phan khong thé thiéu voi nguoi tiéu dung ngay
nay, du muc tiéu sur dung va céach thuc ho su dung khéac nhau.

Trong khi ngady hom nay ngudi ta néi nhiéu dén Milllenials hay noi cach khéac 1a
thé hé Y- luc luong lao dong chinh trén toan cau hién nay, nhiéu nguoi cho rang chung ta
(nhitng nguoi 1am marketing) can phai quan tdm nhiéu hon dén thé hé ké tiép- thé hé Z.
Ly do 14 thé hé Y- nhitng ngudi tao nén 1/3 luc luong lao dong toan ciu vao nim 2020-
dang tré thanh “ngudi gia”. Budc chuyén tiép tir thé hé Y sang thé hé Z thudng duogc goi
1a iGen (iGeneration) do dic trung két ndi Internet cia nhom ngudi tiéu ding trong do
tudi doi muoi nay. Nhiéu nha phén tich cho rang dic trung két nbi cua iGen lam cho
thwong mai dién tir bung nd, nhung xem ra nhimng su trai nghiém mua sam s& khac xa so
v6i nén thuong mai dién tr hi¢n hiru.

Véi khoang 2,6 ti ngudi trong do tudi sinh ra tir 1995 dén 2014, trong d6 16p 16n
nhét vira t6t nghiép trudng dai hoc va 16p nhé nhat sip budc vao trudng mau gido, thé hé
Z dang tao nén mot lan song khong 16 hon ca nhitng lan song trude. Trén thyc té, thé hé Y
sinh ra cung vdi sy ra doi va phat trién nhu vii bdo cla cac mang xa hoi, tr Facebook,
Twitter dén YouTube, Vine, Instagram. Mang xa hdi tr¢ thanh mot thir hanh trang cong
nghé ciia ho khi vao doi, giao tiép, lam viéc, gii tri 1dn mua sim. Thé hé iGen chinh 1a
hau dué cuia thé hé Y, ké thira nhirng hanh trang truyén thong xa hoi d6 va chiu anh hudng
sau dam boi thé gidi mang xa hoi.

Ciing nhu thé h¢ Y, thé hé Z mang dic trung sang tao. Tinh ké thira sang tao dang
tang cuong cho 16p nguoi nay nhiing nang luc dot pha con manh hon ca nhiing 16p nguoi
di trudce, va vi thé viéc ho vao doi dong nghia véi mot lan song dot pha dang dién ra trén
nhiéu linh vyuc c¢6 Gmg dung cong nghé thong tin.

3 Nguodn: Kathryn Zickuhr, Generations 2010, Pew Internet & American Life Project,
December 16, 2010. http://www.pewinternet.org/2010/12/16/generations-2010
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Bang 1.4. Tém tat vé hoat dong truc tuyén ciia cac thé h

80-89% 30-39%
70-79% 20-29%
60-69% 10-19%
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. . Younger Older Silent G.l
Millennials Gen X . .
Ages 18-33 Ages 34-45 Boomers Boomers Generation Generation
Ages 456-55 Ages 56-64 Ages B5-73 Age T4+

Ermail

Search

Health info

Social network

Email

Search

Health info

Email

Search

Health info

Email

Search

Health info

Health info

Search

Health info

- Get news Get news Get news Buy a product
) Govt Govt Gowvt Travel
e website wehbsite wehbsite reservations Get news
Travel Travel Buy a Travel
SEITES reservations reservations product Buy a product reservations
Buya Watch Buya Trawvel : .
product video product reservations Govt website | Govt website
I Buy a “_"atdl Bank online | Watch video Bank online
product video
Lozl Sodial network gk snline "'?'at‘h Financial info  Finandal info
music sites video
= Bank online 202! N rk Sodial network ok snline Religious info
reservations sites sites
Online Online Online Online . Wat _
classifieds classifieds classifieds classifieds e S
. Listen to Listen to Financial Social network
s music music info sites Play ga
§ Financial ] Online Cnline
Govt website  IM info Rate things classifieds |assified
Play games Playgames IM Lee o 1M Social network
music sites
Financial Religious Religious o .
Read blogs info info info Religious info  Rate things
Financial info :::;:;Eluus Rate things 1M Play games Read blogs
. Listen to Donate to
Rate things Read blogs Read blogs Flay games music harit
Religious info  Rate things Play games Read blogs Read blogs usic to
Online Online Online Online Donate to
auction auction auction auction charity Podcasts
: Donate to Donate to Donate to Online
= charity charity charity auction
Loz Podcasts Podcasts Podcasts Podcasts
charity

Blog

Blog

Blog

Blog

1.3.5. Nhirng viéc chiing ta thuc hién trén mang

Nguoi tiéu ding nhin nhan Internet nhu phuong tién cin ban nhét trong sd céac
phuong tién truyén thong. Bang 1.5 trinh bay mot loat nhitng hoat dong ma moi ngudi
thuong thyc hién trén Internet. Khi chung ta nhin vao danh sach nay, s& that dé hiéu vi sao
hanh vi ctia ngudi st dung dang dinh hudéng cho nhitng nd lyc marketing truc tuyén. Lay
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vi duy, khi nguoi st dung Internet danh nhiéu thoi gian cua ho cho email, rat nhiéu nha
quang cao da gui email cho phép (permission email). email cho phép 1a hinh thic thu truc
tiép (direct mail) trong thoi dai s6- né cho phép giri, mot cach ca nhan hoa nhitng email,
dén nhimg ngudi sir dung chip nhan bang viéc cho phép lua chon (opt in) nhimng hoat
dong truyén thong marketing. Viéc lya chon (opting) 1a hanh dong dong ¥ ma mot ca nhan
dua ra cho phép ngudi giri nhimng thong diép nhat dinh.

Nhirng nha quang céo ciing c6 thé st dung nhu quang céo hién thi (display ads)
trén cic trang mang. Quang céo hién thi 13 nhitng quang cdo cho phép xuat hién trén
website. No ¢ thé bao gém nhitng quang cdo banner (banner ads) don gian xuat hién &
trén, dudi hay 1& ciia mot trang web; quang céo tiép can phuong tién truyén thong (rich
media ads) gém streaming video (cach thirc phat lai cdc doan video dugc luu trir trén cac
may tinh trén mang t6i nguoi dung dau cubi mudn xem doan video ma khong can tai doan
video d6 vé trén may tinh); hay Text ads (hién thi lién két dua trén vin béan)

Mot hoat dong phé bién nira 1a tim kiém truc tuyén- hoat dong sur dung cong cu
tim kiém dé tim nhiing thong tin thong qua cac tir khoa. Hang triéu nguoi trong s chung
ta dang str dung cac cong cu tim kiém ctia Google va Yahoo dé tra 10i cac cdu hoi hang
ngdy. Piéu ndy dang hd trg cho hoat dong quang céo cac cong cu tim kiém twong tmg vai
cac thuat ngir tim kiém ctia ngudi str dung

Bang 1.5 Ti 1¢ phan trim tham gia cic hoat ddng truc tuyén pho bién

Hoat dong % nguoi sir dung
Internet

Gui1 hoac doc email 94%
Str dung cong cu tim kiém dé tim kiém thong tin 87
Tim kiém thong tin tryc tuyén vé san phém/dich vu ma ban nghi 78
s€ mua
Thu thap tin tuc 75
Hoat dong truc tuyén don gian chi dé giai tri va giét thoi gian 72
Mua san pham 72
Xem video trén céc trang chia sé video nhu Youtube hay Google 66
Video
St dyng mot trang két ndi xa hoi truc tuyén nhu MySpace, 61
Facebook hoac LinkedIn
Tim kiém thong tin trén Wikipedia 53
St dung quang cédo phan loai truc tuyén hodc cac trang nhu 53

56



Chirong 1. Nén tang ciia marketing qua phirong tién truyén thong xa hji

Craiglist
Giri tin nhan 47
Tai hinh anh 1én mot website ma ban c6 thé chia sé véi nhitng 46

nguoi khac mdt cach truc tuyén

Choi game truc tuyén 35
Poc ban tin hay blog ctia ai d6 mot cach truc tuyén 32
Xép hang san pham, dich vu hay mot nguoi nao dé bang cach sir 32

dung hé thong xép hang truc tuyén

Ping binh luan hodc danh gia truc tuyén vé mot san pham hodc 32
dich vu dugc mua/nhan

Chia sé vé mot diéu gi d6 ma ban tu tao ra mot cach truc tuyén 30
Tra tién dé truy cap hodc tai mot ndi dung s6 truc tuyén 28
Xép loai hoac tag mdt ndi dung truc tuyén nhu hinh anh, cau 28
chuyén hay blog post

Dang binh luan Ién mot nhom tin tlrc, website, blog hay trang hinh 26

anh truc tuyén

Tai mdt podcast ma ban cé thé nghe hodc xem né sau 21

Xem hinh anh sdng dong truc tuyén tir mot noi hay mot ngudi nao 17
do, st dung webcam

Str dung Twitter hay dich vu cap nhéat trang thai khac 17
Tao hodc lam viéc trén cac trang web hodc blogs cho nhirng nguoi 15

khac bao gom ban b¢, nhém ma ban la thanh vién hay cong viéc

Str dung nhimng “nguyén liéu” ma ban tim thay tryc tuyén nhu bai 15
hat, text hay hinh anh- va phéi hop chung phuc vu cho viéc sang
tao nghé thuat cua ban

1.3.6. Ly do chung ta ding nhap

Nhitng ngudi st dung web cang ngdy cang tham gia tich cuc vao cac cong dong xa
hoi, choi cac tro choi xa hoi truc tuyén, binh luan cho nhiing cau chuy¢n dang tai bdi ban
be, cap nhat nhitng trang thai mdi, va chia s¢ ndi dung. Cling tuong tu nhu vay cac ngan
hang tham gia vao cac mang x3 hoi nham bo sung nhitng ndi dung va giao tiép véi khach
hang. Vay, dau la dong luc ctia ban khi dang nhap va tham gia vao cong dong xa hoi? Sau
day 1a rat nhiéu Iy do khién ban phai tham gia nhiing céi trang x4 hoi nhu vay. C6 nhiing
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Iy do khong la 13m gi v&i ban va co thé c6 nhimng 1y do lam ban ngac nhién. Va day 1a cac
Iy do ma cac nha nghién ctru da chi ra:

e Affinity impulse (Sw thiic ddy tir két néi): mang xa hoi cho phép cac thanh vién
thé hién tinh cam, thai do cua minh va phat trién mdi quan h¢ véi cac ca nhan va
nhom tham khéo. Khi ban su dung Facebook, ban c6 thé gitr mbi lién lac véi cac
ban hoc thoi phé thong... Luc nay, ban dang nhdp do sy thuc déy tr mong mubn
duoc két ndi.

e Prurient impulse (Sw thiic ddy tiv sw to moé): mot sd nguoi co thé cam thay to mo
vé nhitg ngudi khac. Khi truc tuyén, chung ta c6 thé thoa mén sy to mo nay bang
cach theo ddi ho hodc xem hd so cua ho.

e Contact comfort and immediacy impulse (Suw thuc ddy tiv sw thudn tién va nhanh

chong trong giao tiép)

e Altruistic impulse (Sw thiic ddy tiv Iong vi tha): mot s nguoi tham gia vao cac
phuong tién truyén thong xa hoi dé 1am mot diéu gi do tbt dep. Ho co thé st dung
phuong tién truyén thong xa hoi dé giup d& nguoi khac trong khiing hoang. Nhiing
c4 nhan mudn 1am diéu gi tot dep va nhanh chong thi phuong tién truyén thong xa
hoi c6 thé gitp ho thuc hién n6 mot cach nhanh chong hon.

e Validation impulse (sw thiic ddy tiv viéc gid tri héa): phuong tién truyén thong xa
hoi cho phép tap trung vao cac ca nhan. Ban co thé chia sé cac quan diém, hoat
dong va binh luan cia minh véi nhitng ngudi khac. Piéu nay dang cho phép ban
gia tri héa ca nhan minh.

1.3.7. Phin doan thi truong: nhirng lat cit ciia "chiéc banh" truyén thong xi hoi

V6i sy phat trién ctia phuong tién truyén thong xa hoi, nhitng nguoi 1am Marketing
nhanh chéng ap dung cac k¥ thuat va chién luge marketing qua phuong tién truyén thong
xa hoi, song marketing qua cac phuong tién truyén thong xa hoi chi c6 tac dung khi nén
tang cac phuong tién méi nay cho phép cac doanh nghiép tiép can dugc véi khach hang
ctia minh trong moi truong s6. Tuy nhién, khong phai nguoi sir dung phuong tién truyén
thong xa hoi nao ciing gidng nhau. Co rat nhiéu phan khic khach hang trén thi truong va
cling c6 rat nhiéu phan khiic khac nhau trén cong dong khach hang xa hoi. Vi du, ching ta
da n6i dén su khac biét gitra thé hé cu dan sb va nhiing cu dan nhdp cu s6. Hiéu duoc
nhiing phan khuc nay va su khac biét vé hanh vi va thai do cua ho 1a diéu rat quan trong
dé thuc hién chién luoc marketing qua phuong tién truyén thong xa hoi hiéu qua.

Cudc sdng cia mot con ngudi trong moi trudng sd co thé rat da dang, tiy thude vao
phong cach séng, ca tinh, cic dic trung nhan khau hoc va ca nhitng vin dé vé dia ly va
diéu kién kinh té... Tét ca nhiing dic trung ndy tao thanh nhiing nén ting nham phan doan
thi truong cho nhitng nha marketing trong méi trudng sb.
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e Phin doan thi trwong vé mit dia ly: Phan doan thi truong vé mat dia Iy ngay
cang tr& nén quan trong ddi v6i nhitng ngudi 1am marketing qua phuong tién
truyén thong xa hoi khong nhitng vi viéc tap trung thi truong vé mat dia 1y can cir
vao kénh phan phdi, ma con 1a vi cic phuong tién truyén thong xa hoi ngay cang
dugc tich hop cong nghé dinh vi (GPS)- mot hé thong vé tinh cung cép dia diém vé
thoi gian thuc va nhiing thong tin vé thoi gian. Chinh su cai tién nay da gitip cho
cac nha kinh doanh dia phuong c6 thé tap trung vao nhimng ngudi cu thé dua vao sy
c6 mat vé mat vat 1y caa ho.

e Phan doan thi trwong vé nhan khiu hoc: Khi mot nguoi lam Marketing sir dung
phan doan thi truong dua vao cac ti€u chi nhan khéu hoc, ho s& str dung cac ti€u
chi nhu 12 tudi, gidi tinh, thu nhap, dac trung vé dan toc nguoi, nén tang gido duc,
chu ky séng cua gia dinh...Va nhiing tiéu chi nay ciing c¢6 thé duoc sir dung bai
cac cac nha marketing qua phuong tién truyén thong xa hoi.

e Phan doan thi trwdng vé mit tdm ly: Phan khuc thi truong dya vao mit tam 1y
dwa vao ca tinh, phong céach, thai do va mdi quan tdm. Nhitng tiéu chi ndy co thé
duoc str dung mot minh hoac két hop v6i cac co so phan doan thi truong khac nhu
nhan khau hoc.

e Phén doan thij trudng vé mit lgi ich: Phan doan thi trudng vé mit loi ich nhom
nhing c4 nhan theo loi ich ho tim kiém tir san pham.

e Phén doan thi trwong vé mit hanh vi: Phan doan thi trudng vé mat hanh vi phan
chia khach hang thanh cac nhom theo cach thuc ho phan ung nhan hi¢u va san
pham.

1.3.8. Nhirng phén khiic truyén thong xi hji

Viée str dung cac phuong tién truyén thong xa hoi nhu thé nao va thiét 1ap cac chuong
trinh mot cach hiéu qua doi hoi nhitng nguoi lam Marketing phai that hiéu vé nhiing
ngudi st dung cac phuong tién truyén thong xa hoi va su khac biét giita ho. Sau day 1a 3
cau hoi ma ho phai tra 101:

e Khach hang tham gia vao nhiing cong dong truc tuyén nao?

* Ho thyc hién nhitng hoat dong nao khi tham gia vao cac cong déng xa hoi truc

tuyén?
e (Cong nghé xi hoi giir vai trd nhu thé nao trong cudc séng cua ho? Ho ¢6 st dung

n6 dé giir lién lac voi ban be, gia dinh, phuc vu cong viéc hay giai toa stress hay
khong?
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Viéc tra 10i nhitg cau héi ndy s& giup cho viéc thiét 1ap cac cai chién lugc va chién
thuat marketing qua phuong tién truyén thong xa hoi phit hop dé dap tng thi truong muc
tiu.

Vay lam thé ndo dé chung ta c6 thé xac dinh va dinh nghia cac phan khic thi truong
x4 hoi. C6 nhiéu cach thirc dé phan loai ngudi tiéu dung s6. Sau day 1a mot s6 cach thirc:
a. Social technographics

Forrester Research da goi ¥ rang, c6 sau nhom nguoi st dung phuong tién truyén
thong xa hoi, dua trén nghién ctru vé nguoi dung My.

® Creators (nhitng nguwoi sang tao): day la nhitng nguoi tao ra ndi dung phuong
tién truyén thong xa hoi cho tat ca moi ngudi khac nhin thay, vi du, bang viéc xuét
ban bai viét blog hodc cac trang web va / hodc hinh anh tai 1én, video, am thanh va
ndi dung khac.

e Conversationalist (nhitng ngwoi noi chuyén): Day la nguoi cap nhat tinh trang
ctia ho trén céc trang web truyén thong xa hoi nhu Facebook hodc tweet tir Twitter.
Pay 13 nhitng ngudi thudc nhoém tré nhit trong cac phan khic va thuong 13 nir gidi.

e Critics (cdc nha phé binh): diy 1a nguoi phan Gmg vé ndi dung ding boi nhiing
ngudi khac. ho ¢6 xu hudng gui cac ¥ kién ciia cac san pham va dich vu, ho binh
luan trén blog va cac hinh thirc va c6 thé déng gop nodi dung cho wiki nhu
Wikipedia.

e Collectors (nhitng ngwoi thu thdp): day 1a ngudi thu thap va té chirc cac ndi dung
ma ho tim thay truc tuyén. Ho c6 thé lam diéu nay cho ban than va/hodc cho ngudi
dung khac, vi duy, st dung cac trang web danh dau trang xa hdi nhu Pinterest,
Delicious va StumbleUpon. Ho ciling c6 thé sir dung RSS va anh hoic trang gin
the.

o Joiners (nhitng nguwoi tham dw): diy 1a ngudi tham gia va duy tri nhiéu profile
trén cac trang web mang xa hoi khac nhau, vi dy, Facebook, Twitter, Google+,
LinkedIn.

e Spectators: day 1a nhom pho bién nhat cia nguoi ding (khoang 70% nhiing nguoi
dung). Nguoi nay ciing c6 thé duoc goi 1a mot 'lurker' boi ho tiéu thu nhitng noi
dung cua nhitng nguoi khac. Ho doc blog, xem ndi dung do ngudi dung tao ra (vi
du: video YouTube), doc cac dién dan truc tuyén va tim kiém céc ¥ kién nguoi sir
dung va xép hang. Ho khong tai 1én hodc chia sé ndi dung nhiéu.

e Inactives (nhitng ngwoi thu dong): Diy 1a nguoi dang truc tuyén, nhung nhiing
ngudi khong sir dung bat ky hinh thirc cia phuong tién truyén thong xa hoi.
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Thong tin cu thé vé nhitng nhom nguoi ding nay tai My duoc gi6i thiéu trong
Hinh 1.11.
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Giroups include
CONSUMers
parficipating

In at lzast one of the
indicated activities
af least monthly,

Base: US online adults

Hinh 1.11. Thong tin ngudi dung My theo cach phan loai Social technographics*
b. Phan loai theo Pew Internet Technology

Du an The Pew Internet & American Life di xudt ban 1 bai bao véi tiéu dé& “The
mobile difference”. Do su gia ting sd lugng ngudi ding tham gia vao cac cong dong xa
hoi tir cac thiét bi di dong, bao cdo nay gitp 1am ting su hiéu biét tir goc do khach hang vé
viéc truy cép Internet qua nén tang di dong. Trong nghién ciru ndy, nhitng nguoi tham gia
duoc hoi vé thai do cia ho véi cac hoat dong thuc tuyén cling nhu dong co cua ho. Tur do,
10 phong cach song sé ctia nguoi tiéu dung My duoc phac thao. Trong d6, 10 phong cach
s6 dugc dya vao 2 chum dic trung chinh: (1) cach nhin tiéu cuc/tich cuc vé tinh di dong
sd (digital mobility) va (2) mdi quan hé giita nén tang (tién ich va dich vu), hanh dong
(hoat dong) va thai do (cong nghé phu hop vai cude sdng ctia ho nhu thé nao?).

4 Social Technographics® for Business Technology Buyers,
http://forrester.typepad.com/groundswell/2010/01/conversationalists-get-onto-theladder.html,
accessed May 28, 2011
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Pew dinh nghia sy di dong sb theo cach thirc cac ca nhan ung ho su di dong nhu la
con duong tién sau hon vao truyén thong s va duy tri cong nghé truyén thong Internet tir
xa. 5 nhom c6 xu hudng dat su tin nhiém vao cong nghé di dong nhu cach thirc dé két nbi
v6i nhitng nguoi khac mot cach tryc tuyén. 5 nhém khac tinh hon trong viée sir dung cong
nghé Internet. Nghién ctru goi y rang khi thiét 1ap chién luoc phuong tién truyén thong xa
ho1, nhitng nguoi lam marketing nén tap trung hon vao nhitng ngudi cé cai nhin tich cuc
v6i tinh di dong. Viéc st dung phuong tién truyén thong xa hoi lién quan t6i viée sir dung
Internet va thiét bi di dong cta ho trong khi cdc nhom “tinh” thi it cam két hon. Sau day 1a
bang 1.6 tom tdt 10 nhom ma Pew da nhén dién:

Bang 1.6. Nhom ngudi dung theo phén loai ctia Pew Internet Technology’

Pong co thiic diy béi tinh di dong

¢ Digital collaborators: 8 % s6 nguoi 16n sir dung cac tién ich thong tin dé cong
tac v&i nhitng nguoi khac va chia sé sang tao cia minh vai the gioi.

¢ Ambivalent networkers: 7 % nguoi 16n st dung rat nhiéu cac thiét bi di dong dé
két ndi v6i nhitng ngudi khac va giai tri cia minh, nhung ho khong ludn ludn
thich tha khi két ndi qua nhiéu va bi 1am phién bai dién thoai di dong.

* Media Movers: 7 % s0 nguoi 16n su dung truy cdp. Ho tao ra ni dung nhu hinh
anh va chia sé chung lén cac mang xa hoi thong qua cac thiét bi di dong. Vi ho,
cong nghé so giup ho trdé nén “xa hoi” hon va két ndi voi moi nguoi

* Roving nodes: 9 % ) nguoi 1én st dung cac thiét bi di dong cua ho dé két ndi
v6i nhitng nguoi khac va chia sé thong tin v6i ho. Nhom nay két ndi chir yéu
phuc vu cong viéc. Ho danh van ban, email va phan hoi trén cac thiét bi di dong
chu yéu cho cong viéc chir khong phai két ndi xa hoi.

e Mobile Newbies: 8 % nguoi 16n khong tiép can manh mé vao internet, nhung ho

thich dién thoai di dong. Ho tap trung nhiéu hon vao céc phuong tién cii.

Su yéu tich danh cho phwong tién truyén thong tinh

® Desktop veterans: 13% nguoi 16n My, nhiing nguoi hai long véi viée st dung
may tinh dé ban véi toc do truy cap Internet cao

e Drifting suffers: 14% nguoi 16n My 1a nhiing nguoi dung truc tuyén khong
thuong xuyén. Py 1a nhimg nguoi s& khong ngan ngai tir chdi Internet va dién
thoai di dong

5 Chi tiét xem: http://www.pewinternet.org/2009/03/25/the-mobile-difference/
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e Information encumbered: 10 % ngudi 16n cam thdy choang ngop béi thong tin
va khong du dé khic phuc sy ) cong nghé¢ thong tin hién dai. Ho thich cac

phuong tién truyén théng nhu 1a TV hon 1a Internet.

e Tech indifferent: 10% ngudi 16n My, 1a nhitng light user, mac du c¢é rat nhiéu
cong nghé thong tin - va noi réng ho c6 thé 1am ma khong c6 céc tién ich va dich

vu hién dai. Bay la nhitng nguoi dé bd cudce trude su két noi so.

e  Off the network: 14% nguoi 16n My. Nhom nay bao gém nhiing nguoi khong st
dung Internet cting nhu khong cé di¢én thoai di dong. Ho cé thé ¢ nhiing trai

nghiém trong qua khir nhung khong Iya chon tham gia.

Nguén: http://www.pewinternet.org/2009/03/25/the-mobile-difference/

c. Phén tich Anderson: sir dung va khong sir dung

Mot cach mé ta khac vé nhimg nguoi sit dung phuong tién truyén thong xa hoi
dugc dua ra boi phan tich Anderson. Cach phan loai nay chia cac phan khic ra lam 2
nhom: nhém nhan thuc dugc 1oi ich cua phuong ti¢n truyén thong xa hoi va nhém nhan

thirc duoc can tré ciia phuong tién truyén thong xa hoi (hinh 1.12).

User and Non-User Segments

Not Useful

B

a Fun Seeker

. @
Very Useful

BusinessO

Social Media
Pessimist

Social Media

HEnens Time Starved

O

: Concerned
Leisure Follower

No Concerns/
Fun

Many Concerns/

s Mot Fun
Barriers

Hinh 1.12. Nhitng nguoi sir dung va khong sir dung phwong tién truyén thong xa hi theo
phan tich Anderson
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Ngudn: http://mashable.com/2009/07/15/social-media-users/

1.4. CONG PONG SO
1.4.1. Cong dong truc tuyén

Nho ¢6 sy phat trién cla co sé ha téng, cac kénh, thiét bj va céac phﬁn mém x3 hoi
ma phuong tién truyén thong xa hoi di trd nén dé dang tiép can voi chung ta, trd thanh
mot phan trong cudc sdng hang ngay cua chiing ta. Mot linh vuc phd bién va quen thudc
nhat cua phuong tién truyén thong xa hoi chinh 1 cong dong x3 hoi- noi ma sy tham gia
mot cach tap thé xdy dung va duy tri mot trang cong dong. Pinh nghia chinh xac thé nao
1a mot cong dong truc tuyén va dau khong phai 1a mot cong dong d6 1a mot nhiém vu khé
khan véi cac nha nghién ciru. C6 nhiéu cach tiép can ton tai. O day, ching t6i goi cong
dong truc tuyén dé 4m chi mot nhom ngudi ciing nhau tham gia véi mot muc dich cu thé.
Ho duoc dinh hudng boi nhitng chinh sach chung cia cong dong va duoc sy trg gitip tir
viéc truy cdp vao Internet nham thyc hién nhimg hoat dong giao tiép o.

Theo nhiing nghia nhat dinh thi cong dong truc tuyén khong khac biét qua nhiéu so
v6i nhitng gi ching ta thiy trong mdi truong vat 1y. The Merriam-Webster Dictionary
dinh nghia cong dong 1a nhitng ca nhan c¢6 su dong nhat vé mdi quan tdm, noi cu tr, sy
ban tam, lich sir chung hoac nhiing véan dé vé chinh tri hay kinh té. Trén thuc té, mot nha
khoa hoc vé x4 hoi dinh nghia cong dong tryc tuyén 1a khéng gian (cyberplace) ¢ d6 con
ngudi két ndi truc tuyén voi nhitng ngudi dong cam, cam két trong mot mdi quan hé mang
tinh hd tro va xa hoi véi ho va hiéu siu séic nhitng hoat dong truc tuyén cua ho boiy
nghia, 1y do va ban sac.

a. Két noi: nén ting cua cfng dong

Mang ludi/Két ndi 1a tién dé cua phuong tién truyén thong xa hoi. Chinh vi vay,
chung ta can tim hiéu vé 1y thuyét két nbi xa hoi co ban.

- Két ndi/mang lwéi xa hoi duoc hiéu 1a mot tap hop cac “nut” xa hoi dugc két ndi
v6i nhau bdi ngay cang nhiéu cac mdi quan hé. Nut ¢ day duge xem 1a cac thanh
vién cua mang luoi két ndi. Céc thanh vién (con duogc goi la don vi két néi) duoc
két ndi v6i nhau bang méi quan hé véi nhau. Mdi quan hé nay dugc dua vao rat
nhiéu nén tang nhu tinh ban, sy dong cam, nhitng kinh nghiém chia s¢ hay nhiing
mdi quan tim hay ban tdm chung. Khi nghi d&én cong dong, ching ta thudng nghi
to1 con nguoi, nhung thuc chét thanh vién ctiia mét mang ludi co thé 1a cac t6 chuc,
qudc gia hay cac don vi khac... Mang lu6i xa hoi d6i khi duoc goi 1a cac d6 thi xa
hoi vi n6 1am lién hé toi cac biéu d6 két ndi 1an nhau cia cac don vi trong mang
ludi.

- Cac dong chay (flows) xay ra gitra cac nut xa hdi. Cac dong chdy la nhiing sy trao
d6i vé nguon luc, thong tin hay anh huong giita cac thanh vién ctia mang ludi. Véi
nhitng nguoi lam marketing, cac dong chay vo cung c6 y nghia vi né 1a nhiing
thanh t6 c6 thé tac dong dugc cia bat ky mang ludi x4 hoi ndo theo nghia chia sé
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thong tin, chuyén tai nhimg vat pham xuc tién va ngudn cua nhitng anh huong xa
héi. Sy tac dong cua anh hudng xa hoi (thai do hay hanh vi cia mot nguoi thay doi
dudi sy tac dong cua nguoi khac) thay doi tuy thudc vao sttc manh va sy hép dan
cua nhirng nut xa hoi khac.

- Ly thuyét sy vat xa hoi (social object theory) goi ¥ rang cic mang ludi xa hoi co
thé tré nén manh mé hon néu ton tai cach thirc kich hoat mdi quan hé gitta con
ngudi va sy vat. trong ngit canh nay sy vat 1a cai gi d6 lién quan dén nhimg mdi
quan tam chung va chirc nang ctia n6 1a tr¢ thanh trung tam trong sy tuong tac gitra
nhitng con nguoi. Tat ca moi méi quan hé déu co cac sy vat xa hoi an sdu bén trong.

- Tinh xa hoi cta sy vat: mic do va mot sy vat co thé duoc chia sé trén cac phuong
tién truyén thong xa hoi lién quan mat thiét dén mdi quan tdm dic biét ctua cong
chung myc tiéu. Trong ngdn ngir k¥ thuat, cac trang duogc thiét ké xung quanh tinh
xa hoi cua sy vat dugc goi l1a cac mang ludi chiéu doc (vertical networks). Thuat
ngit nay dung dé am chi cac dich vu két ndi xa hoi tap trung sdu sic va lam khac
biét ho béng cach tap trung vao mot vai s¢ thich, mbi quan tam hodc dac trung vé
nén thanh vién cua trang. Cac mang ludi chidu doc nay khong thu hit luong luu
luong gibng nhu cac trang thong thuong khac ma thuyét phuc thanh vién tham gia
bang mdi quan tim chung, va diéu nay 1am ho gin két véi trang hon.

b. Thé giéi thu nhé

Thuét ngit nay ding dé 4m chi rang cac nut trong so d6 xa hoi thudng khong truc
tiép két nbi v6i nhau va thudng gian tiép théng qua vai tro ciia nhimg nguoi trung gian.
Pay 1a nguyén tic tuong dbi dién hinh trong marketing qua phuong tién truyén thong x4
hoi, noi ma ngudn gy anh huong c6 thé luu thong thong qua mang luéi dé dang va nhanh
chong. Do 1a sy két ndi, n6 da thic ddy su phat trién ciia marketing lan truyén (viral
marketing). Cac mang ludi xa hdi cling mang dac trung cua mang ludi “scale free”, co
nghia 14 cang c6 nhiéu sy két ndi ciia moi ngudi, cang c¢6 nhidu nguoi duge két ndi.

c. Pac trung cia cong dong truwe tuyen

Moi cong dong, du ton tai truc tuyén hay trong méi truong vat 1y, déu chia sé
nhiing dic trung quan trong. Nhitng ngudi tham gia cong dong trai nghiém nhiing cam
xuc cua thanh vién, cam giac duoc gan giii voi nhitng ngudi khac va trong hau hét trudong
hop 14 nhitng cai mdi quan tdm chung trong hoat dong cta cong dong.

Cong déng gitp cho cac thanh vién co thé thoa mén nhu cau két ndi, thu hut nguén
luc, giai tri va thong tin. DU 1a tryc tuyén hay phi truc tuyén, cac thanh vién cong dong
tham gia, thao luan, chia s¢ va tuong tac vdi nhau cling nhu thu hut thanh vién méi. Céc
thanh vién c6 thé rat da dang, bién dong phu thudc vao muc do tham gia, cac mbi quan hé
thanh vién va “strc khoe” ctia cong dong.
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Trao ddi (conversiations): Cac cong dong giup phat trién hoat dong truyén thong
giita cac thanh vién. cac phuong tién truyén thong xd hoi cung cip nhimg khong
gian tryc tuyén qua doé co thé xdy ra cac hoat dong trao ddi sb. Céac cudc trao doi
khong nhat thiét phai 14 noi va viét ma c6 thé két hop giita chung.

Sw ¢6 miit (presence): boi vi cong dong truc tuyén ton tai trong moi trudong o chir
khong phai trong moi truong vat 1y, nguoi tham gia thuong tao ra nhitng dac trung
hiru hinh, tao cam giac 1a ho dang c6 mat trong khong gian trao ddi. Su co6 mat
duoc hiéu 1a két qua cua su tuong tac gifra con ngudi v6i may tinh trung gian
(hodc cac thiét bi). Cac trang phuong tién truyén thong xa hoi thic day sy c6 mit
ctia cac thanh vién bang viéc cung cap nhiing su tuong tac giita nhitng nguoi viéng
tham va tao moi truong trong va cam nhan nhu that.

Tinh dan chii (democracy): md hinh chinh tri ddc trung cta hau hét cic cong
ddng truc tuyén 1a su dan chi, nhitng ngudi dan dau duoc ndi 1én nhd sy uy tin ma
ho iy duoc tir mang ludi thanh vién. Nho ¢6 cdu tric chiéu ngang ciia cac phuong
tién truyén thong xa hoi (mot phan ciia cach mang theo chiéu ngang), nguoi ta thiy
rang kiém soat nhitng gi xuat hién trén nén tang nay chuyén tir mot ting 16p nho
dén mot 16p rong hon. Su dan chu hoéa ¢ ddy mudn néi rang cac thanh vién cua
cong déng x4 hoi co thé kiém soat viée tao ra, cung cép va phé bién cua ndi dung
duoc lvu hanh trén do.

Chuin muc hanh vi (standards of behavior): Cong dong 4o ciing can nhiing
chuan muc va nguyén tic diéu khién hanh vi nham van hanh. Mot vai nguyén tic
c6 thé dugc cong bd (vi du khi ban mua 1 san pham trén eBay, nghia 1a ban da
d6ng ¥ tuan tha hop ddng hop phép chi tra cho n6), nhung rat nhiéu trong sd ching
khong duogc ndi ra. Khong c6 nhitng chuin muc va nguyén tic nay, ching ta s€ co
nhting sy dao 1on. Chinh vi vay, khi tham gia vao thé gidi truc tuyén, moi nguoi
can quan sat nhitng nguyén tic va nhimng diéu nhitg ngudi khac khong lam.

o Mot sb trang truy cap md co thé cho phép bat ky ai tham gia ma khong can
dang ky. Piéu nay c6 thé khuyén khich su tham gia trong mot sé chu dé
nhay cam ciing nhu c6 loi thé 1a d& sir dung. Tuy nhién, viéc truy cap dé
dang ciing tao co hoi cho nhimng hanh vi khong chuan muec.

o Hop dong xi hoi (the social contract) 1a nhiing théa thuan ton tai giita mot
trang va thanh vién cta n6. Khi ban cam két véi mot hop dong xa hoi nghia
13 ban thé hién su dong y vai diéu khoan sir dung cua trang d6. Nhing hop
dong xa hoi thiét 1ap nhimg ky vong véi hanh vi clia ngudi sir dung ciing
nhu cua nguoi 1anh dao trang.
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e Mirc do tham gia (level of participation): vi mot cong dong truc tuyén thinh
vuong, nd phai c6 mat ti I¢ 16n nhiing nguoi tham gia. Sy tham gia cua cac thanh
vién 12 mot thach thirc 16n v&i nhitng nguoi lam marketing qua phuong tién truyén
thong x4 hoi nhu chung ta da dé cap trong chuong 2. Cac nha nghién ciru da woc
luong rang c6 khoang 1% nhiing nguoi sir dung dién hinh tham gia rat tich cuc va
9% nhitng nguoi tham gia khong thuong xuyén. 90% con lai thuong quan sat
nhiing gi dién ra trén trang va khong mang lai nhiéu gia tri cho trang dé ngoai viéc
tao thanh sd luong cac “eyeballs” clia trang voi vai trd thuyét phuc cac nha quang
c4o mua khong gian quang céo trén trang d6. Cac ban co thdy nhiing diéu trén
quen thudc khong? Chiing ta thudng nhin thay quy luat 80/20 trong marketing.

d. Céc y twong dwoc chia sé trong cong dong nhw thé nao?

Cong dong thuong 16n hon téng sé cac két ndi ma nd cd. Cau triic mang ludi va
cac yéu td cdu thanh dong mot vai trd quan trong trong viéc tao ra kha ning cho cong
dong tro giup thanh vién cta nd. Du tryc tuyén hay phi truc tuyén, mdi cong dong ciing co
van héa riéng bao ham nhimg kién thtrc, bi mat, chuan myc va ngon ngir duoc chia sé.

Chung ta s& cam nhan duoc van hoa cua cong dong trong mot biéu twong van hoa
hodc mot y twdng lan truyén rong rai va nhanh chong (meme) trong cong dong d6. Meme
1a tap hop nhimng thong tin vin hoa dugc lan truyén tir ngudi ndy sang ngudi khac cho dén
khi n6 tré thanh nhan thire chung trong cong ddng. Tap hop nay c6 thé bao gém bai hat,
cac cau noi, y tuong, nhirng tir 16ng (slang word), xu hudng thoi trang hoac hanh vi dugc
chia sé.

1.4.2. Nhom anh hwéng va tai san xa hi

Mic du ngudi tiéu dung thuong ldy thong tin tir cic ngudn mang tinh ca nhan,
nhung ho khéng thuong xuyén hoi bat ky ai 161 khuyén vé viéc mua san pham. Chung ta
c¢6 xu hudng hoi nhirg nguoi ban biét nhiéu vé san pham do.

Moi ngudi déu biét cé nhitng ngudi rat hiéu biét vé san pham va nhitng 16i khuyén
ctia ho danh cho nhitng ngudi khac 14 nghiém tac. Ho 1a nhitng nguoi dan dau vé quan
diém (opinion leaders)- nhitng ngudi c6 kha ning anh hudng téi thai do va hanh vi cua
nhiing nguoi khac. RS rang réng nhén xét ciia mot sb nguoi co thé co gia tri, trong luong
hon nhitng nguoi khac. Nhiing nguoi dan dau vé quan diém thuong 13 nhimg ngudn thong
tin v6 cung co gia tri vi ho so hitu quyén Iyc xa hoi:

e Ho thuong c6 chuyén mén vé mit ky thuat, do d6 ho c6 quyén luc cua chuyén gia

e Ho thtr dung, danh gia va tong hop thong tin vé san pham theo cach khong méo
mo, do do, ho co quyén luc vé kién thic

e Ho rat nang dong veé mat xa hdi va két noi cao trong cong dong
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e Ho c6 xu hudng gitr vi tri lanh dao, vi vay nhiing nguoi dan dau vé quan diém

thudng c6 quyén luc hop phap nhd vi tri x4 hoi (trong méi trudng a0) cua ho

e Ho c6 xu hudng gan giii voi nhitng ngudi tiéu dung khac theo nghia gia tri va ky

vong, chinh vi vay ho c6 quyén Iuc tham khao

e Nhing nguoi ddn dau vé quan diém hiéu qua thudng c6 xu hudng c6 dia vi va nén
tang giao duc cao hon nhiing ngudi khic, nhung khong thuong qua cao nhu & tang
16p xa hoi khac

e Nhitng nguoi dan ddu vé quan diém thuong 1 nhimg ngudi tién phong mua san
pham méi va cling chiu nhing rai ro nhat dinh. Trai nghiém nay 1am giam sy nghi
ngd dbi voi nhitng ngudi khac. Hon thé nita, néu nhu cac doanh nghiép thuong tap
trung khai thac khia canh tich cuc cia san pham thi nhimg ngudi dan dau vé quan
diém thuong cung cip ca nhiing thong tin tiéu cuc va tich cuc vé san pham d6. Do
vay, ho dang tin cdy hon

Nhing nghién ctru gan day nham kiém tra lai cach tiép can truyén théng vé nhiing
ngudi dan dau vé quan diém di cho thdy qua trinh anh huong khong phai 13 “clear-cut”
nhu mot s6 nha nghién ctru van nghi. Khung 1y thuyét gdc nay duoc goi 1a “the two step
flow model of influence”. N6 cho rang mot nhom nhé nhitng ngudi anh hudng co trach
nhiém phai phd bién thong tin vi ho co thé thay d6i quan diém ctia mot lugng 16n nhiing
ngudi khac. Khi ho chay thuc nghiém qua trinh nay, ho thdy rang su anh hudng nay bi
diéu khién boi sy tac dong va twong tac giita nhitng ngudi dé bi anh huong. Nhimng ngudi
nay truyén thong tin cho nguoi khac va tham gia vao cudc hoi thoai 2 chiéu véi ngudi dan
dau vé quan diém nhu mot phén cua mang ludi anh hudng. Cac cudc hoi thoai tao nén cac
16p thong tin, né xay ra khi mot mdt don vi thong tin kich hoat c4c lan song tuwong tac nhu
trong hinh 1.13 c¢6 trinh bay.
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Hinh 1.13. Mot mang luoi anh huong

a. Tai san xa hoi

Khi con nguoi hinh thanh mbi quan hé cong d(‘A)ng, su két ndi nay s€ cho phép ho
¢6 duoc nhimg ngudn lyc ma ho c6 thé “kinh doanh” cho nhiing thir khac. Ching ta goi
nhitng ngudn lyc nay 1a tai san xa hoi (social capital) boi vi gi tri cua chung dugc luu
thong t6i moi nguoi nhu 1a két qua cua viée tiép can voi ngudi khac. Nhimg ngudn luc
nay c6 thé 1a that hay 4o, va no ¢ thé duoc nim bat véi 1 nhém hay 1 ca nhan. Ngudn luc
nay c6 thé 1a nhitng théng tin hiru ich, cac mdi quan h¢, kha niang hinh thanh nhom, nhiing
su két ndi khai thac dugc...

Dac biét khi mot cong déng manh va tré nén cudn hit, d6 13 khi né c6 thé cung cép
nhiéu tai san xa hoi cho nhitng nguoi tham gia. Cac cong dong tao ra tai san nhd su uy tin
va cdu trac ciia n6. Tai san danh tiéng (reputation capital) duoc dya trén nhitng niém tin
duogc chia sé, mdi quan hé va hanh dong cta nhitng ngudi trong cong dong nhu 1a chuan
muc, hanh vi va gia tri ho c6 va chia sé, tAt ca tao nén uy tin cho cong déng.

b. Moi quan hé¢ manh va yéu

70



Chirong 1. Nén tang ciia marketing qua phirong tién truyén thong xa hji

Su ung ho vé mit xac cam (emotional support) cting 1a mét cach thirc tao nén tai
san x3 hoi. Nguoén luc nay s& dat duoc truc tuyén nho kha ning tiép can véi con nguoi va
gitip chung ta tiép can véi ca nhitng nguoi ma chung ta khong biét vé mit ca nhan. Nguoc
lai, cac mbi quan hé cbt 16i (core ties), nhiing ngudi ma chung ta co mbi quan h¢ khang
khit, c6 thé hodc khong co thé gitip chiing ta tim ra nhiing giai phap giai quyét nhiing van
dé ma chung ta phai doi mat. Chinh vi vay, chung ta phai phét trién xa hon cac mdi quan
hé cot 18i nay voi nhimg ngudi khac ciia cong dong.

Cong ddng truc tuyén co thé cung cap nhimng trg giup ma vé ban chat khong phai
vé mit cam xtc. N6 giup ching ta tiép can véi nhitng két ndi hay nhimg mdi quan hé yéu
(weak ties). Khai niém nay dé cip dén nhitng mbi quan hé duoc phat trién dwa vao nhiing
trai nghiém hoi hot, bé ndi/ gia tao hodc rat it c6 mdi lién hé. Nguoc lai, ban c6 thé c6 mbi
quan h¢ manh (strong ties) vdi nhirng nguoi ban than cua minh, nhiing ngudi ma ban hoc
cung thoi trung hoc do vay ban c¢o lich sy trai nghi¢m va tinh ban trong qua kha...

Tai san xa héi dugc duy tri dé cap dén nhiing gié tri ma ching ta nhan dugc tir sy
duy tri cac mbi quan h¢ véi mbi quan hé tiém an. Trén thuc té, rat nhiéu két ndi ma chung
ta thyc hién trén phuong tién truyén thong xa hoi khong phai 1a cac mbi quan hé dugc
kich hoat, ma d6 la nhiing mbi quan h¢ tiém an.

Nhitng ngudi anh huong (con duge goi 14 nhitng ngudi st dung quyén luc trong
mot s6 cong dong) 1a nhitng ngudi duge xem nhu 12 nhitng ngudn thong tin. Ho c6 mang
ludi truyén théng manh cho phép ho c6 thé tac dong dén quyét dinh mua hang ciia mot sb
luong nhitng ngudi st dung khac mét cach truc tiép hodc gian tiép. 5 dic trung ma chiing
ta c6 thé mo ta vé ho 1a: (1) thuong xuyén kich hoat, (2) két ndi, (3) tac dong, (4) tu duy
chu dong va (5) mang tinh xu hudéng. No61 mot cach khac, nhitng nguodi anh huong phat
trién két nbi v6i nhitng nguoi khac théng qua su quan tim va tham gia ciia ho vao cac
hoat dong. Ho 1a nhiing thanh vién tich cuc trong viéc lam va trong cong déng cua ho.
Céc két ndi xa hoi ctia ho rong va phat trién rat tot. Nhimg ngudi khac dat 1ong tin vao ho
va coi ho nhung mot ngudn thong tin dang tin cdy vé nhimg cha dé cu thé. Ho ¢ xu
hudng bi kich hoat voi sy toO mo tri tug¢, nhiing diéu s& dan ho ti kham phéa nhitng nguén
thong tin mai.

Nhitng nguoi anh huong ton tai trong moi cong d(‘Sng. S& 1a tu nhién néu c6 mot
vai thanh vién cia cong dong chii dong hon va chiém nhimng vi tri quyén luc trong cong
ddng. Nhitng ngudn tao ra ngudn luc cia ho gdm:

e Stc manh phan thudng (reward power): kha ning cung cap cho nhing ngudi khac

nhitng thir ma ho mong mudn
* Stc manh phat (Coercive power): kha nang trung phat ai do
e Sirc manh hop phap (legitimate power): quyén luc hop phap ma ho c¢6 duoc nhd

dugc giao quyén cho vi tri nam gitr
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¢ Stc manh tham khao (referent power)
* Strc manh chuyén gia (expert power)
® Stc manh thong tin (information power)

V6i nhitng ngudi anh huéng trén phuong tién truyén thong xa hoi, rat nhiéu hinh thic
quyén lyc c6 thé duge phét trién. Nguoi anh huéng cé thé bat dau bang cach tham gia
cong dong va ding nhitng ndi dung chat lugng cao. Theo thoi gian, ngudi st dung sé coi
ho nhu nhirng nguo1 ¢6 uy tin hay chuyén gia. Nguoi st dung cling s€ danh thoi gian binh
ludn vao nhitng muc dang bai cua nhitng nguoi anh hudng khac. Ho sé xay dung nén strc
manh tham khao nho nhiing s lién két ndy. Tuwong tir nhu vy, cong dong nhimg ngudi st
dung nhén thirc duoc sy dau tu theo thoi gian va nhitng nguoi sir dung tich cuc s& mang
lai loi ich cho cong déng. Di nhién, néu nguoi su dung co quyén luc, ho s& bit diu anh
hudong dén viée truy cap vao nodi dung (quyén luc thong tin) va c6 thé thuong hay phat
nhimg ngudi khac (sitc manh thuong va phat) véi nhitng quyét dinh ¢6 cho phép hay
khong cho phép dang bai...Nhitng nguoi anh hudng sé dong vai tro quan trong trong su
thanh cong ctia mot ¥ tudéng marketing moi trén phuong tién truyén thong xa hoi. Néu
khong ¢ sy hd tro tir nhitng ngudi ¢6 anh huong, nhitng két qua vé luu lugng ciia mot
chién dich marketing qua phuong tién truyén théng xa hoi c6 thé khong dat nhu mong
muon.

Véi phuong tién truyén thong xa hoi, truyén miéng (word-of-mouth - WOM) s& manh
mé& va quyén lyc hon. N6 1a viéc thong tin vé san pham dugc truyén tir ca nhan nay sang
ca nhan khac. Béi vi né duoc truyén qua 15i ciia nhitng nguoi ma ching ta biét, WOM co
xu huéng dang tin cay hon nhiing théng diép dugc truyén qua nhitng kénh marketing
chinh thire. Khac véi quang cao, WOM thuong dén voi ap luc vé mit xa hoi dé phu hop
v61 nhitng 101 khuyén.

WOM dic biét rat quyén luc khi khach hang chwa quen thudc véi ching loai san
pham, nhat 1 v&i san pham mai va co cong nghé phic tap. Cach thiic c6 thé gitp giam rui
ro khi mua n6 chinh 13 néi vé né. Viéc chiing ta néi vé san pham mang lai cho khach hang
co hoi phé bién nhitng 14p luan hd tro cho viéc mua san phém va kiém duoc su ung ho
cho quyét dinh mua hang tir nhitng ngudi khac. Thong thuong, c6 rat nhiéu Iy do dé
ching ta ndi vé san pham:

* Ban c6 thé c6 muc do quan tdm cao td1 mdt loai san pham hodc hoat dong nao do,

va ban thich néi vé no

* Ban rat hiéu biét vé mot san pham va st dung giao ti€p nhu mot cach deé giup

nguoi khéc biét vé nod

¢ Ban mudn bat day mdt cudc thao ludn vugt quan moi quan tam voi ai do. Ban

muon dam bao rang moi c6 thé mua diéu gi do tot cho ho va khong bi lang phi tién.
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Tuy vy, WOM c6 thé c6 nhiéu khia canh ma nhimg ngudi 1am marketing phai chu ¥.
Nhitng cudc thao luan/trao ddi khong chinh thirc giita nhitng nguoi tiéu ding c6 thé lam
hong hodc pha v san pham hay anh hudng khong tot toi nha cung cép. Hon nita, khach
hang c6 thé xem WOM tiéu cuc cd trong lwong hon nhitng binh luan tich cyc.

c. Su anh hwéng

WOM tir lau da duge coi 1a mot sy anh huong téi quyét dinh cta nguoi tiéu dung.
Nhan thtc dugc sy dé dang va tbc 40 ma moi nguoi chia sé kinh nghi¢m vé thuong hicu,
dua ra 101 khuyén, ¥ kién vé san pham voi nhiing nguoi khéc, tat ca co thé tich cuc hay
ti€u cuc, cac nha marketing da bién d6i WOM thanh “word-of-mouse”. Vi su truy cap dé
dang vao cac cong dong nho phuong tién truyén thong xa hoi, nhitng anh hudng sau sic
¢ thé dién ra va véi sitc manh hon dén quyét dinh cta nguoi tidu dung. Mot sd céc
thuong hiéu da str dung phuong tién truyén thong xa hoi nham tao ra kénh truyén thong
v6i1 khéach hang va nham khac phuc nhirng su ¢ vé dich vu.

Khi d6i dién v6i mot thong diép quang céo, khach hang thuong cé nhitng 4n tuong
(impression) nhat dinh. Mot 4n tuong c6 thé dugc hiéu 1a mot sy nhin nhan (ddi theo) hay
tiép xuc voi thong diép truyén thong. Trén phuong tién truyén thong xa hoi, cac thuong
hiéu c6 thé hudng loi tir cac 4n twong anh hudng (influence impression) gidng nhu 4n
twrong trong truyén thong truyén théng. Mot 4n twong anh hudng 1a mét sy tiép xuc voi
mot thuong hi¢u thong qua mot nguoi khac. Noi mot cach khac, do 1a an tuong dugc tao
ra thong qua viéc chia sé x4 hoi (social sharing). Forrester Research ugc tinh mdi nim, c6
khoang 256 triéu 4n twong anh huong duoc tao ra trong s6 nguoi tiéu dung My khi ho noi
vé cudc song ctia minh, cdu chuyén va trai nghiém c6 chira dung thong tin vé cac thuong
hi¢u. Xa hon, hoat dong cta cac thuong hi¢u trén phuong tién truyén thong xa hoi co thé
khuyén khich moi nguoi 10ng nhitng thong tin vao cic trao ddi mang tinh truyén thong
cua ho.

Khi mot nhian hang c6 thé nhan rong cic an twong anh hudng, tic dong cua thong
di€p co thé dugc tang nhanh dya vao hiéu ung phuong tién truyén thong (momentum
effect). Tai sao an tuong anh huong lai c6 quyén luc nhu vay? Tat ca moi ngudi tham gia
vao mot so dd x3 hoi déu tuan thi theo mot hinh thic dic biét cua anh huong, goi la béng
chtng xa hoi (social proof). Bing chimg x4 hdi duoc tao ra thong qua viéc khuyén khich
ngudi tiéu dung dua ra quyét dinh bat chude nhitng ngudi khac trong mang ludi xa hoi.

d. Van dong cia cong dong truc tuyén

Cong dong truc tuyén 1a hién twong méi. Vay hinh thic t6 chic cia nd nhu thé
nao? Vé mit lich su, su gﬁn glii vat ly 1a chia khoa dinh nghia mot cong déng. Thyc vay,
phén 16n moi nguoi cd xu hudng dugc sinh ra, 16n 1én va mét di tai mot noi. Vi vay, ho ¢o
xu huéng xem nhiing ngudi xung quang (thanh vién cong dong) 1a nhém tham khao
chinh.

Ngay nay, voi su phat trién cua cong nghé va thiét bi di dong, con nguoi co xu
hudng mé rong tuong tac ca nhan ra khoéi gia dinh, khu vuc vat ly. Cac nha xa hoi hoc e
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ngai rang ching ta s& ddnh mét gia tri ctia cong dong nhu tinh hang xom, tinh cam than
thich...Dan dan, theo thoi gian, cac nha xa hdi hoc nhan ra réng nhitng tién bo cong ngh¢
dang gitip chiing ta duy tri va cing cd nhitng mbi quan hé cong dong nhat dinh bat chap
khoang céach vt 1y va nhiing han ché khéc.

10 nam trudc, Bowling Alone, mot cudn sach giy tranh cdi canh bao rang xa hoi
dang cang ngdy cang kém két ndi & mirc cong dong. Boi vi chung ra ngdy cang di dong va
két ndi v6i nhau qua man hinh hon 1a mat dbi mat, cudn sach 1ap luan réng céc cAu trac
cong dong va sy quan tAm, gin bo cia chung ta véi cong dong dang suy giam. Tir hang
nghin cudc phong van, tac gia di chi ra rang con nguoi gip nhau it hon va it gin bo véi
cac nhom cong dong hon.

Vay dau la thuc &2 Co phai cac cong dong truc tuyén thuc sy manh va manh hon
cac cong dong truyén thong? Cau chuyén tranh cai con tiép dién.

Mot nghién ciru vé mang ludi xd hoi va cam két cong dan chi ra rang cac cong
dong tryc tuyén khong can trd ciing chang khuyén khich viéc chia sé ngudn luc cong
dong. The Pew Internet & American Life Project da cung cip nhiing ung ho cho vai trd
ma mang ludi truc tuyén c6 thé thuc hién. N6 lap luan rang Internet cho phép chung ta
tiép can dung ngudi va ding thong tin. Ban bao cdo ciia Pew cho thay néu chung ta cang
tiép xXuc truc tiép thanh vién cua mang ludi chung ta va néi chuyén voi ho qua dién thoai,
cang ngay ching ta cang c¢6 xu hudéng tiép xuc truc tuyén véi ho. Cang két ndi nhiéu,
trong twong lai ban cang két nbi rong.

CAU HOI ON TAP
1. Thé nao 1a phuong tién truyén thong xa hoi? Marketing qua phuong tién truyén
thong xa hi?
2. Dau 1a nhitng yéu t6 ciu thanh chudi gia trj phuong tién truyén thong xa hoi?

3. Nhan dang nhiing dac trung cia web 2.0.

4. Tri tué ddm dong (crowdsourcing) mudn néi dén didu gi? Va ham ¥ gi cho nhiing
nguoi lam marketing?

5. Phan biét sy khac nhau cua taxolomy va folksonomy
6. Perpetual beta noi 1én diéu gi v6i nhitng nguoi sir dung phan mém?
7. Céc t6 chirc st dung phuong tién truyén théng xa hoi van dung 1ong tin ciia ngudi

st dung nhu thé nao?
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10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

21.

Nhan dién bon linh vuc cia phuong tién truyén théng xa hoi. Hiy so sanh phuong
tién truyén thong xa hoi voi cac phuong tién truyén thong truyén théng/

Hay giai thich khai niém thu nhéap tam ly (psychic income)
bau 1a dac trung ctia quang cdo xa hoi (social ads)?

Céc thuong hiéu sir dung phuong tién truyén thong xa hoi nhu thé nao dé phat trién
gia tri phuong tién sinh 161?

Tai sao mot s6 t chirc trién khai giai doan thir nghiém ma khong tién hanh hoach
dinh va nghién ctru? Liéu c6 ton tai gia tri/loi ich hay khong khi xem xét trai
nghiém vé phuong tién truyén thong xa hoi trudc khi lam cho marketing qua
phuong tién truyén thong xa hoi thanh 1 phan cta ké hoach tong thé?

Giai thich vé 3 giai doan ctia vong doi cua sy chin muoi cua marketing qua phuong
tién truyén thong xa hoi

Pau 13 3 ciu tric to chirc ma cac doanh nghiép c6 thé sir dung nham hd trg cho
marketing qua phuong tién truyén thong xa hoi? Pau 1a vu va nhuoc diém cia mdi

loai cau truc to6 chirc?

Giai thich 7 budc trong qué trinh hoach dinh chién lugc marketing qua phuong tién
truyén thong xa hoi

Pau 1a nhitng cach tiép can vé thiét 1ap ngan sach dugc sir dung trong cong tac
hoach dinh marketing qua phuong tién truyén thong xa hoi.

Dinh nghia tinh wu viét sb (digital primacy). Li¢u viéc lga chon phuong tién cta
ban ¢ phan anh tinh wu viét s6 khong? Giai thich.

Pau 1a sy khac biét giira dau chan xa hoi (social footprint) va xu huéng séng
(lifestream)?

Cu dan sb va nhitng ngudi nhap cu sé déu truc tuyén va tham gia cac hoat dong
trén phuong tién truyén thong xa hoi. Pau la su khac biét gitra ho?

Dinh nghia nhimg bién s6 chu yéu ma nhimg nguoi lam marketing dung dé phan
doan thi truong va dua vi du cho viéc nhiing bién s nay dugc sir dung ra sao khi

ap dung trong mdi trudng phuong tién truyén thong xa hoi.

Nhén dién 5 déc trung giai thich ti I¢ ma cac cad nhén chap nhan sy cai tién
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22. Mo ta 7 nhom nguoi dugc mi€u tad bdi cach phan loai social technographics.
Nhitng nhém nao 13 quan trong nhit v6i nhitng nguoi lam marketing qua phuong
tién truyén thong xa hoi? Vi sao?

23. Tai sao khai ni¢m di dong (mobility) 1a quan trong v6i nhitng nguoi lam marketing
qua phuong tién truyén thong xa hoi?

24. DPau la sy khac biét gilta 2 cach phan loai cua Pew Internet Technology: nhiing
ngudi bi thuc ddy boi tinh di dong va nhitng nguoi thich cic phwong tién truyén

thong tinh?

25.  Pau la nhitng dic trung chung cta cong dong? Cong dong truc tuyén? Cong dong
phi truc tuyén?

26.  Giai thich y nghia cua tai san xa hoi (social capital).
27.  Mang ludi xa hoi 1a cong dong hay 1a viéc cac ca nhan két ndi v6i nhau?

28.  Giai thich nguyén 1y din chu hoa ciia cac nhan hiéu va phuong tién truyén thong?
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