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LOI NOI PAU

Mot chién dich PR tir khi bit dau cho dén lac két thic duoc thuc hién theo mot tién
trinh nhat dinh, d6 1a 1a tién trinh RACE:

e Nghién ctru (Research)

« Lap ké hoach (Action programming)

« Giao tiép (Communication)

o Danh gid (Evaluation)
Va danh gia chién dich 1a khau cudi cung cua tién trinh. Hoat dong danh gia 1a hoat
dong do luong mdt cach co hé thong nham so sanh nhitng két qua ma nhiing chuong
trinh PR dat duoc v6i muc tiéu dé ra ban du.
Danh gia 1a mot viéc hét strc kho, va né thuong b1 “1o” di.
C6 rat nhiéu 1y do cho viéc nay:

e Tim mot cong cu do luong cho cac hoat dong hét suc da dang cua mot chién

dich PR thuc su 1a mot thir thach.

o Khach hang khong thoai mai khi phai tra phi cho hoat dong danh gia

« Thiéu céc tiéu chi danh gia chuan cho thanh cong ctia mang xa hoi

« Nhu ciu truyén thong lién tuc, nhanh chéng day ching ta t&i chd chua thuc

hién xong chién dich nay di lo chién dich khac.

Bai thuyét trinh ctia nhom sé trinh bay vé van dé& danh gia hiéu qua PR va tap trung
vao nhing tiéu chi, mé hinh, cong cu dugc str dung. Tuy d rat ¢ gang nhung bai viét
van con nhiéu thiéu xo6t. Rat mong su déng gop cua Thay va cac ban dé bai thuyét

trinh c6 thé hoan thién hon.
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I. KHAI QUAT VE PANH GIA HIEU QUA PR
1. KHAI NIEM PANH GIA HIEU QUA PR

Theo dinh nghia cua tir dién Po Ilwong va dainh gid PR (Public Relations

Measurement and Research:

“Panh gia PR 1a mot dang caa nghién cttu nham danh gia hiéu qua cia mot chién dich
hay mot chuong trinh PR bang cach do ludng két qua dat dugc cua chuong trinh (thay
ddi mac do nhan thire, sy hiéu biét, thai do, nhan dinh va hanh vi cua dbi twong muc

tiéu) so vai nhitng muc tiéu da duoc thiét lap ban dau vé mic do thay doi.”
2. MUC TIEU CUA VIEC PANH GIA

Muc tiéu cua viéc danh gia 13 xem xét lai két qua cua chién dich PR cd phl hop Vi
muc tiéu caa chién dich da dé ra ban dau hay khéng, mac d6 dat dugce nhu thé nao?

Qua d6, dua ra nhing co so dé dat ra nhitng muc tiéu méi cho céc chién dich PR sau.

Trude khi dat ra nhitng cau hoi va chon mét ké hoach danh gia, ban can xac dinh muc
tiéu cua chién dich PR muén dat duoc. Cac muc tiéu nay phai lién quan téi mé hinh
nghién ctru, viéc thu thap thong tin, phwong phap danh gia nhiam tao su thuan loi cho

qua trinh dénh gia.
5 cau hoi dé xac dinh muc tiéu cua chién dich PR:

- Noi dung cta muc tiéu la gi?

- Dbi twong mudn hudng dén 13 ai?
- Khi nao sy thay d6i duoc dién ra?
- Tan suét caa su thay doi?

- Hiéu qua dat duoc nhu thé nao?

Panh gia duoc chia thanh 4 pham trd: qué trinh, chat luong, muc tiéu trung gian va
muc tiéu cudi cung.
(1). Qué trinh 1a c&c hoat dong co ban tap trung vao viéc chuan bi va phd bién

tai liéu can thiét.
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(2). Chét lugng 1a danh gia cac chuong trinh vé tinh chinh xac, rd rang, thiét
ké, cac gia tri san xuét.

(3). Cac muc tiéu trung gian 1a nhitng muc tiéu phu can thiét cho mot muc tiéu
phai dat duoc, vi du nhu viéc dua tin 1én bao.

(4). Muc tiéu cudi cung 1a thay d6i kién thirc, thai d6 va hanh vi cua ngudi tiéu
dung.
Viéc phan tich nay can thiét cho viéc két ndi gitra hoach dinh va danh gia cac chuong
trinh.

3. SUPHUC TAP CUA VIEC PANH GIA

Céc nha danh gia phai 1am viéc véi nhirng ngudi khac nhau hoat dong trong nhiéu linh
vuc, nén trong van dé ra quyét dinh vé danh gia doi khi gap phai nhiéu tinh huéng kho
khan.

Tam ly chung cua con nguoi la tao ra mot sy danh gia dua vao suy nghi ca nhan, tac
la ho chi tap trung vao nhimg diéu ho mudn thay va phét lo di nhitng gi ho khong
muén thay. Py 1a diéu ma cac nha Iam cong viéc danh gia nén tranh.

Viéc danh gia khong chi chii y dén méi truong, tinh hudng danh gia ma con phai xem
xét dén bo phan ngudi xem. Nhimng thong tin ma nguoi duoc danh gid cung cap rat
kho dé c6 thé xac nhan va doi luc ho chi dua ra nhiing thong tin ma ngudi danh gia

mubn hudng dén hon 13 dua ra nhitng théng tin that ma ho suy nghi.

So véi PR thi marketing dwa vao mét sb luong it cac bién dé dua ra nhitng du doan
cho nhitng muc tiéu cy thé nhu doanh thu, thi phan. Trong khi d6 PR dua ra nhiing

muc tiéu phuac tap hon va phai ding mét sé lwong l6n céc bién dé du doan.
4. NHUNG VAN PE VE PHUONG PHAP LUAN

C6 mot sb van dé vé phuong phap luin 1am cho qué trinh danh gia tré nén khé khin.

Bao gom:

- Céc chién dich 1a don nhat va duoc hoach dinh cho nhiing muyc dich riéng biét. Do

do6 rat khd dé danh gia do tin cay cua mét su kién hay mot tién trinh don nhét.
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Doanh nghiép s& khong hai long khi ta chon sai nhom ddi di twong dai dién cho
mau tong thé dé danh gia, nhung viéc tim dugc mot nhom dai dién 1 rit kho khan.
Viéc kiém soat céc bién sé khac nam ngoai tam kiém soat cua cac nha PR. D¢ 1a
nhitng bién co thé tac dong dén cdng chiing muc tiéu cua chién dich cong ty, c6 thé
ca nhirng chién dich cua déi thu canh tranh, gay su 16n x6n cua nhirng théng diép
tir cac hoat dong quang c&o, marketing truc tiép, truyén miéng. ..

Do rong cua thoi gian do ludng ¢ thé tac dong dén tién trinh va cac két qua. Vé
mit phuong phap dé danh gia hoan chinh, két qua caa nhiing thir nghiém ban dau
cling duoc st dung nhu 14 nhiing dir liéu dé danh gia sau nay. Tuy nhién diéu nay
con ¢ nghia viéc danh gia da phai thuc hién truée chién dich.

Tinh trung thuc cta con nguoi hay cua to chic quan Iy chién dich ciling tao su tin
cay cho viéc kiém tra, danh gia. S& rat nguy hiém di voi nhitng danh gia cha quan
hay nhitng két qua bi bop méo.

Qué nhiéu nhitng ky thuat danh gia khac nhau cho nhiing hiéu qua khac nhau. Vi
thé, kho khan dé quyét dinh chon k¥ thuat danh gia nao.

MO HINH VA CONG CU PANH GIA

Trong hau hét cac truong hop, viéc danh gia hiéu qua ciia mot chién dich PR s& phai

phdi hop nhiéu phuong phap. Theo danh gia cia mot chuyén gia PR thi diéu quan

trong 1a khong c6 mot phuong thirc don gian nao cho viéc danh gia hiéu qua cua chién

dich PR, tly thudc vao cép do cua viéc do luong dugc yéu cau ma s& c6 mot tap hop

cac cong cu va k¥ thuat khac nhau dé danh gia tac dong cua PR.

1. MO HINH CHUAN BI, THU'C THI, TAC PONG

(PREPARATION, IMPLEMENTATION, IMPACT - PII)

Mo hinh danh gia cta Cutlip, Center va Broom duoc biét dén nhu 1a PII, 1d mot md

hinh cac budc cua viée danh gia cho nhirng nhu cau khéc nhau.
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Levels and steps for evaluating public relations programs

Social and cultural change

Number who repeat behaviour

Number who behave as desired

Number who change attitudes

Number who change opinions

Number who learn message content

Number who attend to messages and activities

Number who receive messages and activities

Number of messages placed and activities implemented

Number of messages sent to media and activities designed

Quality of message and activity presentations

Appropriateness of message and activity content

|Adequacv of background information base for designing programme

Figure 5.1 The Preparation, Implementation and Impact model
Preparation:

- Thdng tin vé chién dich day du
- Su thich hgp cua ndi dung thong diép va hoat dong

- Chét luong cua viéc thé hién thong diép va hoat dong
Implementation:

-S4 luong thong diép guri téi cho truyén thong va hoat dong duoc thiét ké
-S4 luong thong diép duoc nhd va hoat dong dugc thuc hién
-S4 lwong nguoi nhan nhirng thong diép va hoat dong

-S4 lwong nguoi quan tim dén nhimg thong diép va hoat dong
Impact:

-S4 lwong nguoi hoc tap ndi dung caa thong diép
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-S4 nguoi thay doi y kién

-S4 lwong nguoi thay dbi thai do
-S4 lwong nguoi thé hién wéc mudn
-S4 nguoi lap lai thai do

- Thay dbi vin hoa va xa hoi

2. MO HINH KIM TU THAP CUA MACNAMARA

Tir dau thé ky 19, mot chuyén gia danh gia nguoi Uc 12 Jim Macnamara da phat trién
Mot mo hinh (twong tuy moé hinh PII), luc dau dugc goi la M6 hinh Vi mé va hién nay
duoc biét ¢én nhu 1a mé hinh Kim tu thap trong nghién ctu PR. M6 hinh Kim tu thép
c6 mot cau trac “bottom-up”, vai nén tang 1a diém bat dau cua chién luoc va dinh caa

no 1a két qua mong muédn caa chién dich. Macnamara ndi rang:

“Hinh anh kim ty thap hitu ich trong viéc hinh twgng héa cho viéc truyén dat, vé co
ban khi mot ké hoach truyén thdng bat dau, nhitng ngudi thuc hién s& c6 mét lugng
I6n thong tin dé thu thap va maot loat cac lva chon trong nhitng diéu kién cua phuong
tién truyén thdng va nhitng hoat dong. Su sang loc va lya chon duoc thuc hién dé
chuyén tai théng diép chinh xéac téi khach hang muc tiéu théng qua phuong tién

truyén thong thich hop, va cudi cing 13 dat duoc nhitng muc tiéu cu thé da dé ra”

Trong mo6 hinh Kim ty thap, cac yéu té6 dau vao la cac bo phan cia chwong trinh
truyén théng bao gdom: su lra chon phuong tién truyén thdng, noi dung va hinh thic
cuia cac cdng cu truyén thong. Cac yéu té dau ra 1a nhing tai liéu va nhitng hoat dong
duoc san xuat (phuong tién truyén thdng cong cong, event, cac tai liéu vé quang céo)
va qua trinh dé san xuit ra chang, trong khi két qua s& 1a nhimg tac dong va anh
huong cua truyén théng. Mot tap hop céac k¥ thuat danh gia cho hau hét céc tinh huéng
PR — tir nghién ciru tai ban (desk research) théng qua phan tich noi dung truyén théng

dé quan sat va nghién ciru dinh luong — duoc cung cap.
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M6 hinh Kim tu thap cung cip danh sach cac phuong phap do luong cho tung giai

doan trong viéc danh gia.

Vong lap thong tin phan hoi khong dugc hién thi trén mé hinh, nhung “né tiém an
trong mo hinh nay la két qua tr mdi giai doan cuia viéc nghién cru duoc lién tuc lap

lai trong viéc hoach dinh”. M6 hinh nay bao gdm cac phuwong phap nghién ctru hinh

Measurement Methodologies:

OUTCOMES ffarmal & informal)
[Eru;;:gangloﬁgld Number who...... /change .. vvonr, Quntaive surveys (lage scale structured)
avaluation) behaviour.. ... 5ales; Voting results; Adoption rates; Observation
Number who.. £..change
atitudes Focus groups; Surveys (targeted) (ag customer, employee
or shareholder setisfaction); Reputation studies
OUT-TAKES Number who understand mesiages, ...\ . +.v.. FOCUS groups; Interviews; Complaint decling; Experiments
Propased by some Number who retain messages...\... cevereniensesnesnenee s eeseneanns IMEVIEWS: FoCUS groups; Minksurveys: Experiments
asa 4fh stage) Number who consider messages.... eeree s nresr e snen e o RESDONSE Mechanisms (1800, coupans); Inguiries
OUTPUTS humber and type of messages reaching tapoet Udience. N\ ...............cocoovevveennen, Media Content Analysis; Communication Audits
Process and Number of messages in the media........... wrsifle s inises e sessenennseanss MEdi2 Monitoring (elippings, tapes, transcripts)
;;Tfar;:m Number who received messages....... S Circulations; Event attendances; Web vists and downlcads
Number of messages sent............... . ereresreseesranrons Distribution statistics; Web pages posted
Qualty of MESSA0E PIESENLELION. ,.uyevssessssesesseesasresennes Nennssansnnsennsnasennssas iy orere e Bxpert analysis; Peer review; Feedback, Awards
... Feedback; Readabiliy tests (sg Fog, Flesch) Pre-testing
INPUTS

Appropriateness of the medium selected. ... Case studies; Feedback; Interviews; Pre-testing (g PDFs)

[Formative
rsearch)

How does target audience prefer o receive IfOMmAtONT.........coceeeieeeesierens Revansnsnsansneaffecerronnes Academic papars; Feedback; Interviews; Focus groups

Observations; Secondary data; Advisory groups; Chat rooms
and arling forums; Datatases (ag customer complaints)

Key Steps/Stages in Gommunication:

Figure 5.2 ‘Pyramid model’ of PR research
© Copyright Jim R Macnamara, 1992 and 2001

thanh va tong két dé cho phép dir lidu dugc tich hop vao cac giam sat va tiép tuc phat
trién cac chuong trinh giao tiép va do d6 lién tuc thu thap thong tin phan hdi trong qua

trinh giao tiép, chir khong phai 12 qu4 trinh riéng biét roi rac.
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INPUTS (nghién ciru tong hop)

Nhitng gi ma khach hang muc tiéu biét, suy

nghi, cam nhan? Ho can/muén gi?

Quan sat, dix liéu thtr cap, phan nan tir

khach hang, tu van nhém

Ho thich nhan thong tin nhu thé nao?

Phan hdi, phong van, focus group

Sy thich hop ctia phwong tién truyén thdng

duoc chon

Case study, feedback, interview, Pre-

testing

Su thich hop cta ndi dung thong diép

Feedback, readability test

Chat luong cua viée trinh bay thong diép

Phan tich chuyén gia, peer preview,

feedback

OUTPUTS (danh gia qua trinh va chuong trinh)

S6 luong thong diép duoc guri

Distribution statistic, web pages posted

S6 luong ngudi nhan thong diép

Circulations, event attendances, web visits and

downloads

S6 luong thong diép trén phuong tién

truyén thong

Media monitoring(clippings, tapes, transcripts)

S6 luong va loai hinh tin nhan téi doi

tugng muc tiéu

Media content analysis, communication Audits

S6 luwong ngudi quan tim dén thdng

diep

Response mechanism, Inquire, Experiment

S6 lugng ngudi nhd dén thong diép

Interview, focus group, mini survey,

S6 luong ngudi hiéu dugc thong diép

Focus group, interview, complaint decline,

Experiment
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OUTCOMES (danh gia chtrc ning va td chic)

S6 luong ngudi thay doi thai do Sales, voting results, adoption rates,

observations

S6 luong ngudi thay do6i hanh vi Quantitative survey (large scale structures)

3. MO HINH THUGC PO HIEU QUA PR YARDSTICK
3 cap d6 cua Yardstick:

- Cap d6 1 1a co ban nhat, do luong nhiing yéu té dau ra ciia PR (PR outputs): nhiing
cach thitc ma chién dich PR thé hién, dac biét nhitng mdi quan hé vai truyén
thong. N6 duoc do bang su sap dit cac phuong tién truyén thdng va sy phu hop
ciia nhom muc tidu. Phuong phap nay sir dung viéc phan tich noi dung cua truyén
thong, do ludong nhimg co hoi duoc xem, hoic khao sat don gian vé viéc thay doi

d6 nhan biét giita cac nhém muc tiéu.

OUTPUT

Measuring
Targeted audiences
Impressions
Media placements

Level 1

- Cép d6 thtr 2 do ludng nhitng két qua tu nhién (outgrownth), xem xét viéc khan gia
muc tiéu cd that sy nhan dugc nhitng thong diép hay khong va danh gia mac do
ghi nhé, nhan thirc va hiéu biét. Nhitng ngudi thuc hién s& st dung mot hdn hop
cac phuong phap dinh tinh va nhitng k¥ thuat thu thap thong tin dinh tinh nhu
focus groups, interview theo y kién ctiia nhom truéng va viéc bo phiéu caa nhom

muc tiéu (target groups). Budc ndy s& cung cap dit liéu dé danh gia viéc phan hoi
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vé chién lugc, nhitng phuong phap thu thap théng tin ¢ thé khong dua ra nhiing
bang chiing cu thé rang thai do cua khach hang muc tiéu di thay d6i nhung né6 co
ich cho muc dich cua chién dich PR, n6 1a mot chién luoc danh gia vai chi phi

thap.

INTERMEDIATE

Measuring
Retention
Comprehension
Awareness
Reception

Level 2

- Nhiing két qua duoc do luong & cap do thir 3 bao gdom viéc thay doi y kién, thai do
va hanh vi. Pay 1a giai doan ma vai trd cua pre- va post-testing thé hién, véi viéc
sir dung két qua trude va sau khi bo phiéu, nhitg phuong phap quan sat, phan tich
tam ly va nhiing k¥ thuat khoa hoc x& hoi khac. Pé day du hon thi phai mat mot
thoi gian dai dé thuc hién va chi phi s& nhiéu hon, nhét 1a ddi véi nhitng chién dich
dai han khi can dua ra nhitng sy hiéu biét rd rang vé khan gia muc tiéu nhu muc do

nhan biét, mirc d6 hiéu va mé hinh hanh vi.

ADVANCED

Measuring
Behaviour change
Attitude change
Opinion change
Level 3
M6 hinh Yardstick khdng hoan toan c6 thé so sanh véi cac mé hinh khac vi né cung

cap mot k§ thuat theo chiéu doc cua tién trinh cht khdng phai theo chiéu ngang tir dau
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vao (Inputs) dén két qua (Results). Cac mé hinh khac nhan manh vao viéc thiét lap céc

muc tiéu va lya chon phuong phap danh gia trude khi bat dau nhiing hoat dong PR.

M6 hinh nay it tbn kém chi phi va gidp cho nhitng nha PR c6 thé tinh duoc ngan séch

chinh xac cho viéc danh gia.

4. DASHBOARDS VA SCORECARDS
Dashboard la mét cong cu ngay cang dugc su dung cho viéc do luong va danh gia
hoat dong PR, dic biét 1a lién quan dén chién luoc truyén théng cua cong ty. Thuat
ngir nay phat sinh tir cac bang diéu khién cta xe, vi du nhu vé téc do, nhién liéu, nhiét
d6 dong co... Céc thdng sb trén bang diéu khién cho ban biét toc d6 ban dang di,
dong co ban dang hoat dong nhu thé ndo va lidu ¢ bat ky mdi de doa (nhién liu hét,

nhiét do dong co cao..).

[ $162,606 | $91,281 | | 71,324.81

CHEARCR Monthly Sales by Sales Rep
Sl Rep 2 Sales Rep 1

Sales Rep 3
Sales Rep 4
Sales Rep 5
Sales Rep 6
erystalxcelsius: prors i

ales Rep

Sales Rep 9
Sales Rep 10
Sales Rep 11 $30,000
Sales Rep 12
Sales Rep 13
Sales Rep 14

Monthly Sales Analytic

Actual vs Budget
Monthy Variatior

3¢ Jan Feb Mar Apr May Jun Jul Aug Sep Oct

WActual ©Budget ©Projection

Cong cu nay lay sé liéu vé doanh sb, doanh thu va chi phi tir cac hé théng thong tin
cong ty va téng hop thanh bang cho quan ly cip cao. Sau d6 nha quan Iy thanh 1ap cac
muc tiéu va quan ly ching. Bat dau tai bo phan tai chinh, dén ban hang, tiép thi va
cudi cuing 1a bd phan truyén thong.
Tinh hitu dung ctia céng cu nay phu thudc vao cic quan diém cua cac chuyén gia.
6 budc dé thiét ké va thuc hién Dashboards

v' (1). Pam bao ring tit ca nhitng ngudi didu hanh cac chwong trinh PR cing

nhau 1am bang Dashboard. Pung dé bi ap dit boi nhimg ngudi khac.
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v

v

v

v

v

(2). Xac dinh cac uu tién do ludong bai khan gia xép theo thir tu quan trong.

(3). Chon cong cu do luong qua cho mdi y d6i tuong.

(4). Thiét lap cac tiéu chuan bang cach so sanh thong tin ndm hién tai véi nim

trudc Va So véi cac td chirc twong tu.

(5). Chon nhitng cdng cu dé do luong va tim kiém sy hop nhit gitta cac cong

cu.

(6). Lam cho cé4c b&o cdo bang diéu khién don gian va ngan gon, tir 1 dén 2

trang.

Scorecards ¢6 diém tuong dong véi Dashboards, nhung c¢6 nhiéu hoat dong tich hop

véi céc to chie va chién luoc.
Thudc do thé hién :

v

v

Cac thanh qua vé tai chinh nhu doanh thu, lgi nhuan, loi nhuan trén vén,
dong tién

Céc thanh qua vé gia tri khach hang nhu thi phan, mirc d6 thoa man, muc
d6 trung thanh caa khach hang

Céc thanh qua vé quy trinh hoat dong kinh doanh néi bo nhu ty & ning
suit, do luong chat lugng, tinh kip thoi

Céc thanh qua vé cai tién nhu phan trim doanh thu tir san pham méi, y
tuong cua nhan vién, chi sé cai tién

Céc thanh qua vé nhéan vién nhu dao dirc nghé nghiép, kién thic, ty 1¢ thay

d6i nhan su, 4p dung céc thuc tién dién hinh tt nhat
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The Balanced Scorecard.

CUSTOMER

DObjectves
Measures
Targets
Initiatives

LEARNING & GROWTH

Objectves
Measures

Targets.
Initiatives

WA MARKETINGTEACHER .COM

I11. NHUNG TIEU CHI PANH GIA

Pé danh gia mot chién dich PR trude hét cin xac dinh nhitng tiéu chi danh gia cu thé.
Va ti€u chi danh gia dé chinh l1a nhitng muc ti€u dugc dé ra tir trude khi thue hién
chién dich, d6 1a diéu kién tién quyét dé danh gia.
Chudi cic tiéu chi danh gia dugc phan thanh hai loai.
1. NHUNG TIEU CHi PANH GIA PINH LUQONG
Thir nhét, 14 nhiing tiéu chi d4nh gia dinh lugng nhur:
- S6 nguoi tham dg mot sy kién
- S nguoi biét dén thong diép
- S6 luong tin bai dugc dang tai trén cac phuong tién thong tin dai chiing
- S6 lugng bai bao trén mdi phuong tién
- Co hoi nhin thiy thong diép trén mdi phuong tién truyén thong
-S4 lan thong diép chinh duogc dé cap

- Muc nao ma nhitng bai viét xuat hién
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- Vi tri cia bai viét

- DBo6n nhan tir phia céng chdng: bao nhiéu thu/ email/ cudc dién thoai ban da nhan
duoc vé van dé nay? Nhiéu hon hay it hon thuong 18?

- Nhiing to bao nao di dua tin? Pua tin & trang nao, phan ndo? Céng ching cua ho
14 ai?

- Ty suat loi nhuén khi dau tu vao hoat dong PR (ROI)

v/ Mot trong nhing chi tiéu do luong ROI 12 mirc chi phi trén mdi thong diép
chuyén tai dén cong chung. Phuong phap nay lién quan dén viéc phan tich cac
tin bai dé xac dinh xem bao nhiéu thong diép chinh dugc chuyén tai dén cho
cong chung. Sau do, chia tong chi phi véi tong s6 luong thong diép sé tinh
duoc chi phi trén mdi thong diép.

v/ Mot phuong phép khac 14 do luong chi phi cho timg tin bai ¢ sic diéu tich cuc
ma cong ching cam nhan dugc. Phuong phap nay st dung mot phép tinh don
gian: tong chi phi chia cho sb lugng tin bai c6 sic diéu tich cuc

- Gia tri truyén thong

v Céch tinh gia tri truyén thong trén béo chi
= Giétri truyén thong = Ty 18 truyén thdng x Kich ¢ théng diép x Gia quang cao
= Ty l& truyén théng = 30% x Vi tri + 70% x Noi dung
» Gi& quang cdo = Chi phi cho viéc quang cao trén bao (tinh trén don vi trang)
Céch tinh ty 1& truyén thong tiy thudc vao mot sé yéu td sau:

= Loai bao: viéc sap xép thang do cho cac loai bao c6 thé theo 2 tiéu chuin
o Theo tiéu chuin qudc gia
o Theo tiéu chuan cong ty, d6i twong doc gia ma ta huéng dén
o Ngoai ra con tily theo sd lugng phét hanh, uy tin cua td bao
= Vi tri coa tin bai: tiy theo vi tri ¢ trang dau, trang giira hay trang cudi,
kich thudc ciia bai viét ma bai viét s& duoc cho diém theo mot thang do cu
thé
= Noi dung: tiiy vao dung luong dé cap dén cong ty, san pham trong bai viét
ma sé& cho diém bai viét theo mot thang do cu thé

v' Céch tinh gia tri truyén thong trén truyén thanh, truyén hinh
= Giatri truyen thong = ty 18 truyén thong x thoi gian phat song x gia phat song
= Ty Ié truyén thong = 50% x dai phat song va thdi diém phat song + 50% x Noi
dung phat séng
= Thoi gian phat song tinh trén don vi phut
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= Gi4 phat séng = Chi phi dé mua thoi gian phat song trén dai/truyén hinh (tinh
trén don vi phut)
- Ty trong truyén thong

v/ Tinh dugc gia trj truyén thong cua cac tin bai 1a mot cong viée quan trong. Tuy
nhién quan trong hon 1a phai so sanh gia tri truyén thong cta doanh nghiép ddi
"voi cac doanh nghiép canh tranh trén thi truong.

v/ Hiy xem xét cac truong hop sau. Néu doanh nghiép dang gitt 30% thi phan va
40% ty trong truyén thong thi doanh nghiép dang lam tét cong tac truyén
thong. Nguoc lai, néu doanh nghiép c6 40% thi phan nhung chi c¢6 30 % ty
trong truyén thong thi can phai c6 mot so thay doi trong ké hoach truyén thong
néu mudn cung ¢ hodc cai thién vi thé cua doanh nghi¢p trén thi truong.

v Ty trong truyén thong co thé giup ban dinh hudng lai cac hoat dong marketing
va quan hé cong déng nham dat dugc cic muc tiéu kinh doanh cu thé hon: thi
phén, muc do nhéan biét thuong hi¢u, long tin cua khach hang, doanh $b, v.v.

- Phuong phap danh gid: tuy tung ti€éu chi ma c6 nhitng phuong phép danh gia phu
hop

v Vi du cong ty mudn danh gia vé doanh s6: phuong phap duoc st dung 1a thong
ké

v/ Panh gia vé mirc do truyén thong bao chi: sir dung phuong phap thang do

v/ Péanh gia gia tri truyén thong dat duoc so voi hiéu qua dau tu: so sanh vé chi
phi trong ké hoach truyén thong va chi phi thuc chi

Déi véi viée tuong tac trén mang, c6 nhiing ti€u chi dinh lugng nhu:
Bao nhiéu nguoi doc bai viét vé ban?
Thoi gian ho Iuu trén trang cua ban?
Nhiing trang nao ho click vao?
C6 trang dic biét nao ma ho ghé tham nhiéu nhat?
Ty & ngudi quay tro lai doc trang caa ban nhu thé nao?
Ty ¢ tham gia thyuc su vao nhu thé nao (tly thudc vao muyc dich cua ban 1a chi can
16i kéo ngudi doc hay can phai thuc hién viéc mua béan, ding ky hay download tai
liéu...)
2. NHUNG TIEU CHi PANH GIA PINH TiNH
Thtr hai, 1a nhitng ti€u chi danh gia dinh tinh nhu:
Trang 17



Panh gia hi¢u qua cua hoat dong PR

- Thai d¢ ctia cong chung 1a tho o, quan tdm hay ung ho

- Muc do quan trong cua bai bao

- Giong diéu cua cac bai bao nay (tiéu cuc hay tich cuc)?

- Ban c6 dat duoc hinh anh mong mubn khéng?

- C6ng ching c6 nhé dén théng diép cua ban khdng?

- Hiéu qua hinh anh cua bai viét

Céc tiéu chi danh gia, hay noi cach khac 1a cic muyc tiéu duoc dé ra ban dau cang cu

thé chi tiét, cang d& dinh luong thi cang dé dang cho hoat dong danh gia.

Nhitng muc tiéu ndy bao gdm nhitng muc tiéu chung nhat cho ca chién dich va nhiing

muc tiéu cu thé ciia ting chuong trinh, theo ting giai doan.
3. PHAN LOAI PANH GIA

Tuong Gmg v&i hai loai ti€u chi néi trén, viéc danh gid dugc phan thanh hai dang.

- Mot dang 13 do luong danh gia dau ra tic 1a danh gia san luong san xuat nhu s6
lugng tin bai, mic d6 lan truyén ciia théng diép ciing nhu tinh bao phu cua thong
diép (s6 lan xuat hién théng diép trén cac phuong tién truyén thong) t6i cong
chung, hodc sb hoat dong duoc tién hanh... Trong mot chién dich PR, thi dau vao
1a nhitng thong tin, dir licu nham phuc vu cong tac hoach dinh chién luoc.

- Dang déanh gia tht hai 1a do luong danh gia hi¢u qua hoat dong, tirc 1a hi¢u qua tac

dong dén nhan thirc, thai d6 hay hanh vi cong chung:
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« Do luong nhan thirc céng chung tic 1a didu tra sy cha y cua céng chung t6i

thong diép, su hiéu biét cia ho vé thong diép, 46 nhd cua ho vé thong diép...

« Do luong thai ¢ cong ching tic 14 diéu tra y kién ctia cong ching trudc, trong

va sau chién dich PR hay mgt chuong trinh, sy kién cu thé.

« Do luong hanh vi cong ching tirc 1a diéu tra nhitg hanh vi cong chung thuc

hién sau chién dich PR. V&i doanh nghiép, thi sy thay doi hanh vi cong ching

c6 thé 12 mua hang hoa va din toi doanh thu ting, doanh s6 s& 1a thong tin cho

thdy hanh vi cong chiing c6 thay d6i hay khang.

4. CAC BUOGC TRONG MOT CHUONG TRINH PANH GIA HIEU QUA

PR

Sau déy 1a 6 budc co ban dé xay dung mot chuong trinh danh gia hiéu qua PR:

o &~ wnpoE

6.

Xac dinh muc tiéu chién dich PR

Xac dinh céc tiéu chi danh giad

Xac dinh muc chuan

Lwua chon céng cu do luong

So sanh két qua vai cac muc tiéu ban dau

Diéu chinh lai chién dich

Khi chiing ta chia giai doan trong chién dich PR dé thuc hién, ta ciing phai chia giai

doan danh gia. Cung voi viéc dem lai nhitng két qua vé cac hoat dong di thyc hién,
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viéc chia giai doan dé danh gia nay co thé giup ta diéu chinh cic hoat dong cho phu
hop néu nhu cac hoat dong trude dé khong dem lai duoc két qua nhu mong mudn.
Xem lai cac mdc thoi gian khic nhau ta d3 dit ra va dua ra cac diém danh gia tuong
ung.

Viéc dit ra cac diém chuan cho qua trinh dénh gia cho du d6 1a ké hoach ban hang,
nang cao nhan thirc hay ting thoi lugng dua tin, hay thay doi thai do, hodc cac tiéu chi
khac nita, danh gia cua ban s& c6 tinh thuyét phuc hon, trong truong hop ta chi ra
minh d3 thanh cong, néu ta dua ra dugc cac so sanh trudc va sau. Diéu nay c6 nghia la
vao thoi diém thuc hién xong chién dich, ta phai do luong xem da hoan thanh muc
tiéu cia minh dén dau. Ly tudng 13, ta s& c6 thé st dung két qua minh c6 dé chi ra
dugc muc ti€u kinh doanh cling da dugc hoan thanh nhu thé nao.

Viéc danh gia co thé tu thuc hién bai doanh nghi¢p néu doanh nghiép mudn tiét kiém
chi phi, hodc co thé thué agency dé 1am viéc nay. Néu doanh nghiép mudn thué mot
agency chuyén nghiép dé thuc hién danh gia cho chién dich PR ciia minh thi doanh
nghiép phai 1én ngan sach danh gia

IV. TRUONG HQP THUC TE
Chuong trinh “Hoc hoi diéu hay, ngai gi vét ban” — OMO

Khai quat vé OMO:

- OMO la nhén hiéu bot gidt ciia Unilever mé dau bang nhitng miu quang cdo néu
bat tinh nang giat téy vuot troi ciia minh. TVC déc trung nhat 1a phong van nguoi
tiéu dung vé nhiing trai nghiém cta ho khi dung bot giat Omo.

- Nam 2002, chién tranh vé gia giita OMO va Tide nham muc dich nhanh chéng
chiém linh thi truong. Slogan trong giai doan nay: Omo — chuyén gia giit tay vét
ban.

- Trién khai chuwong trinh Chuong trinh “Omo 4o tring ngdi sang tuong lai”.

- Cubi nam 2005 “Omo duoc dinh vi dua trén viéc khai thac sy trai nghiém va phat
trién cua tré em. TAt ca moi hoat dong cia Omo déu huong dén muc tiéu dinh vi

99

nay”.
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Cac chuong trinh khac huéng vé cong dong nhu “ngay hoi nhitng chiée tai tai
ning”, “OMO 4o tring ngdi sang tuong lai, ngay hoi “Triéu tAm long vang”, “Tét
lam diéu phuc sung tic ca nim”, khuyén mai “Van tim vang cho triéu tim long
vang”, chuong trinh son trudng hoc tai 6 tinh ving sau ving xa, hd trg 3000 sinh

vién vé qué an tet...

Chuong trinh “Hoc héi diéu hay, ngai gi vét ban”

Y tuéng: Moi ngudi ngay nay do sg do nén sé khong dé cho con cai ho choi nhitng
trd choi niang dong dé hoc hoi va phat trién.

Thong diép: “Hoc hoi diéu hay, ngai gi vét ban”, khoi day ¥ thuc trong cac 6ng bd
ba me vé viéc dé cho con cai minh tu do nghich do dé hoc hoi.

Trién khai:

Lam cho ngudi dan quan tdim dén van dé nay va cing dem ra ban luan trén bao
(thuc chat van dé duoc dua ra & muc y kién doc gia lai la nhiing bai viét ciia dan
PR dudi nhitng tén ngudot géi khac nhau).

Tao du luan: “Sé& cho con cai lam gi trong mua he nay- vui choi hay hoc”

Chuong trinh diém nhan: “Ngay hoi nhiing chiéc thi tai ning” tai cong vién Lé
Van Tam.

Céac chuong trinh phong van truc tuyén voi cic chuyén gia, cac bai viét vé dé tai
nudi dudng long nhan ai, cam thong chia sé & tré nho... Muc ti€u cua viéc tao du
luan nay 1a dé hd trg cho chuong trinh “OMO 4o tring- ngdi sang tuong lai” dang

duoc phat dong ram ro cung thoi diém.

Két qua:

300,000 tré¢ em tham gia chuong trinh tai tp HCM va Ha Noi trong nam 2004

Thu nhan 500,000 4o tring dugc quyén gop sit dung trong chuong trinh “OMO 4o
trang nguoi sang twong lai” (2002 — 2005)

Hon 80% nhan hi¢u may giat khuyén dung OMO

Chiém 60% thi phan chat tay rira (bt giat) tai Viét Nam.

ACN Omnibus danh gi4 13 nhan hiéu hang dau tai Viét Nam (2005)

98% gia dinh ting sir dung OMO it nhat 1 1an (TNS Consumer Panel 2005)
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V. NHUNG PIEM LUU Y TRONG VIEC PANH GIA HIEU QUA PR

Danh gia hoat dong PR 1a mot van dé phuc tap. N6 khoéng ¢6 mot khuén mau nhat
dinh, ty thuoc vao nhiéu nhan té khac nhau. Sau ddy 1a mot vai nguyén tic da duoc

cac chuyén gia tan thanh:

- Viéc danh gia c6 hiéu qua bat dau véi viéc thiét [ap muc tiéu c6 hiéu qua. Panh gia
PR don gian la kiém tra xem cac muc tiéu dit ra c6 dat duoc khong. Thiét 1ap muc
tiéu trong PR 14 viéc khong dé dang va hoat dong danh gi ciing twong ty thé.

- Dénh gia 1a nghién ctru, nghién ctu 1a danh gia. Tat ca nhiing nha 1am PR chuyén
nghiép déu can co nhiing hiéu biét vé cac phuong phap nghién ciru, né sé gitp ho
thau hiéu, dua ra va phén tich nhitng van dé nghién ctu phi hop dé hd tro cho
nhitng chuong trinh ma ho thuc hién.

- Viéc danh gia can tap trung vao qua trinh cua hoat dong PR. Qua trinh dién ra cang
hiéu qua, gan nhu ta cang dat dugc nhiing tic dong nhu mong mudn. Péanh gia qua
trinh nhu 1a mot phan tit yéu cua hoat dong danh gia ma cic nha PR déu tu dong
tién hanh.

- Paénh gia tap trung vao nhimg tac dong cua hoat dong PR. Muc dich cudi cling cua
PR khong phai 1a lwong san pham san xuét ra ma la nhiing tic dong cua né lén
cong ching, c6 dong.

- Danh gia 13 mot hoat dong ngan han. Nhing chién dich PR véi muc dich lam ting
nhan thuc, ting sy nhan biét cia nguoi tiéu dung thudng c6 hiéu qua trong ngan
han. Theo céach nay, cac hoat dong PR thuong dua trén mdi quan hé vai gigi truyén
thdng va viéc danh gia cac phuong tién truyén théng co thé la nhiing chi tiéu cho
tinh hiéu qua PR.

- Panh gi4 1a hoat dong dai han. Nhiéu chién dich PR ma lién quan toi su thay doi
thai do, thay doi hanh vi thuong cé nhitng tac dong dai han. O day, nhitng moi
quan hé véi giéi truyén thong chi 1a mot phan trong phdi thic PR va su do luong
cac phuong tién truyén thong chi 1a diéu kién can trong nd luc danh gia chung.
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Viéc danh gia con phu thudc vao nguoi sir dung hoat dong PR. Tinh hiéu qua cua
PR s& duoc danh gia, xem xét trén nhitng tiéu chuan ma khach hang hay éng cha
cho 1a quan trong.Chung ta c6 thé gilp ho tiép can gan hon vé PR va nhiing diéu
PR c6 thé dat duoc, nhung nhitng tiéu chuan caa ho van 1a diém khoi dau cho viéc
danh gia.

Panh gia phu thudc vao tinh hudng cu thé. PR hoat dong trong nhiéu tinh hudng
khac nhau can duoc két ndi véi cac phuwong phap danh gia khac nhau. Panh gia
mét chién dich tung san pham trong nudc khac voi hoat dong hoi chg mang tinh
quéc té.

Panh gia mang tinh hién thyc vi PR 1a mot linh vuc thuc té hoat dong trong mot
thé giéi thuc. Khéng nén 1ang phi ngudn luc trong viéc ¢b gang dat cac muc tiéu
dé roi that bai trong khi viéc c6 thé dat duoc mot cach dé dang cung cap nhiing dau
hiéu vé nhitng viéc co thé dang di ding hudng, nhiing viéc c6 thé dang di sai
hudng.

Nhitng chién thuat hang dau cho hoat dong danh gia PR (Theo PRCA Best

Practice Guide to Evaluation)

1. Ching ta phai lam nhiéu hon 1a chi danh gia d6 phu truyén thong. Do phi
truyén théng la mot tiéu chi quan trong nhung ban than nd khong xac dinh
dugc tinh hiéu qua PR.

2. Nhan thirc dugc rang do phu truyén théng 16n s& woc tinh hiéu qua hoat dong
PR, do luong do biét dén cua ngudi xem, cac chi s6 OTS (chi sé Opportunity to
See: co hoi nhin thay) va AVEs(Advertising Value Equivalents — gia tri quang
c4o twong duong),..s& n6i Ién ching ta phan bd ngan sach hiéu qua dén dau.
Tuy nhién chiing khong néi 1én dugc tinh hiéu qua déi voi nguoi xem muc tiéu.

3. Hiéu qua co6 nghia 1a mot két qua tac dong 1én cac muc tiéu kinh doanh cua to
chtrc. Vi vay can xac dinh cac muc tiéu kinh doanh ma hoat dong PR hd trg, tir
d6 luong trude kiéu phan (ng va loai phan wng cua nguoi xem, nd s& chang
minh co tinh hiéu qua thuc su.

4. PR rat da dang vé k¥ thuat thuc hién va khan gia myc tiéu. PR doi hoi phai chd

y toan tdm vao cac muc tiéu kinh doanh (mic du khdng nhat thiét phai dat duoc
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cung IGc). Hiéu qua doanh sb thuong la muc tiéu danh gia cta nhiéu chuong
trinh PR, tuy nhién c6 nhitng hoat dong PR, gia cb phiéu, chi phi, danh tiéng
clia cong ty 1a co s cho viéc dau tu vao PR.

5. Thiét 1ap nhitng “con duong gay anh huéng” nhu mong doi. PR hoat dong
bang viéc gay anh hudng I18n khan gia, thuong 1a sy két hop nhiéu hoat dong,
dé dat duoc nhitng phan ang mong mudn (nhu thich tht mua san pham, dau
tu...).

6. Mot pham tru quan trong nira la danh gia chi phi cua viéc “thuc hién nhirng
viéc sai”. Picu nay dic biét lién quan dén quan tri khung hoang va céac van dé
phat sinh.

7. PR la méot bo phan trong hoat dong Marketing mix, né doéng vai tro dac biét,
diéu d6 duoc phan anh trong cach truyén thong diép cla nd va khan gia cia no
c6 thé phan biét vai nhitng céng cu khéc. Theo cach nay thi phan &ng cua khan
gia dugc cho la hiéu qua cua PR.

Khi hoi tai sao danh gia lai quan trong, Cris Manners néi rd rang: “Nhiing to chirc

thdng minh ludn nhan thie dugc rang viéc truyén théng tét 1a can thiét cho su

thanh cong cua t6 chic. Viéce danh gia c6 hiéu qua c6 thé gitp ban giam doc biét
duoc cai gi dang hoat dong, cai gi khong, nhiing nd lyuc truyén thong va su dau tu
can huéng vao noi nao dé chung cé tac dong Ién nhat dén cac muyc tiéu cua cong

ty.

Manners cho rang, dé lam duoc diéu dé, ban phai biét cai gi duoc cho la sy truyén
thong tbt va c6 thé ching minh duoc ¢6 quan hé nhan qua véi nhitng két qua mong
mubn. “Viéc danh gia s& 1am rd méi quan hé nay trong bbi canh nhirng gi cudc hop
ban giam dbc danh gia s& cho ban giam d6c niém tin dé dau tu vao truyén thong.
Thir thach 13 tao ra duoc su cong huong gitra giam ddc tai chinh, giam dbc quan

ly, va giam dbc truyén thong.

“Chung ta da khong chirng minh gia tri cua ching ta téi mot mac d6 ma chdng ta
nén lam bai vi viéc danh gia da khong duoc thiét ké ngay tir dau — lc bat dau qué

trinh 1én ké hoach.”
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Viéc danh gia can phai thay ddi theo sy xuat hién cua cong nghé méi. Va ban can
thuc hién viéc danh gia mot cach lién tuc tir nhitng viéc di 1am dén nhiing viéc
dang 1am. Ngay nay, bén canh cac kénh truyén théng xuat hién internet va bang
thong rong, nd cho phép ban tuwong tac nhiéu hon vai khach hang va cé dong cua

ban.

Mot s6 nhan dinh ctia cac chuyén gia vé xu thé phat trién caa hoat dong danh gia
PR:

- Su gia tang cac chuyén gia danh gia PR c6 nén tang kién thirc vé linh vuc nghién
cuu viing vang hon.

- Co s6 danh gid 10 rang hon

- Can duogc cung cap mot ngudn ngan sach

- Néu 1am tét, n6 s& ngay cang dang tin cay hon va lam ting nhitng trach nhiém cua
chdng ta va su thdng nhat cua cong ty (quan ly cong ty, chién luoc tai trg, quan tri
rai ro, nhitng quan h¢ chinh tri...)

- Chuyén tir viéc nhan manh vao viéc danh gia sang viéc 1én ké hoach c6 hiéu qua

- Tro thanh mot chie nang trong cac cong ty PR, ¢6 phong ban riéng biét

- IT ddng vai tro quan trong Voi su phét trién cua nhitng Ky thuat danh gia cong
nghé cao

- C6 phan mém gitp ban 1am moi viéc trong hoat dong danh gia

- Cac cbng cu danh gia trd nén tinh vi hon
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Panh gia hi¢u qua cua hoat dong PR

TAI LIEU THAM KHAO:

1. Tom Waston and Paul Noble, Evaluating Public Relations second
edition, Kogan Page Limited, 2007

2. Slide bai giang bé mén PR cua Th.S Dinh Tién Minh

3. Trang web
http://www.khoadaotao.vn/TinTucDetails.aspx?TTID=671&LTID=39&
ParentID=16

4. Trang web tir dien m¢
http://en.wikipedia.org/wiki/Dashbroad_(software)
http://en.wikipedia.org/wiki/Balanced_scorecard

5. Trang web: http://www.balancedscorecard.org/

Cau hoi cta Thay: chi phi danh gia c6 nam trong ké hoach PR hay khdng?

Hién nay, chi phi danh gia PR thong thuong nguoi ta khong tinh vao ké hoach PR.
Bai vi danh gia PR 13 budc sau cing cua ké hoach, trong khi lap ké hoach PR thi buéc
hoach dinh ngan séch lai nam truéc budc danh gia va trong qua trinh hoach dinh
ngudi ta thuong chi quan tdm dén nhitng chi phi cua nhitng hoat dong trong chuwong
trinh PR va nguoi ta cho rang tat ca nhiing hoat dong sau khi chuong trinh két thic
khong nam trong ké hoach PR nita. Du n6 duoc xem 1a mot budc trong tién trinh PR
nhung thyc té nd bi tach ra thanh mot hoat dong riéng biét véi chi phi riéng biét.

Tuy nhién, d6i véi cac Agency khi duoc thué dé thuc hién mét chién dich PR thi viéc
hoach dinh chi phi danh gia 1a mot phan quan trong trong ké hoach, vi chi khi danh
gia duoc két qua chién dich ma minh d3 thuc hién va béo céo lai cho khach hang thi

m&i duoc xem 1a da hoan thanh chién dich.
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