‘ ' DON GIAN LA KHAC BIET

MARKETING ,_ -
\NOVATION

BAI 4: DOI MCI SANG TAO TRONG
TRAI NGHIEM KHACH HANG

GIANG VIEN: PGS. TS BINH TIEN MINH



MUC TIEU TONG QUAN CAC CAP BO TRONG TRAI NGHIEM KHACH HANG DO LUSNG TRAI NGHIEM KHACH HANG

DON GIAN LA KHAC BIET

\\// Hiéu khai niém & vai tro ctia hanh trinh khach hang

4 Namwviing cac cap db trong hanh trinh khach hang

v/ Hiéu vé trai nghiém khach hang trong ky nguyén so

&4 Vandungnéntang cong nghé dé nang cao trai nghiém khach hang
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Phan 1: Trai nghiém khach hang
1. Khai niém trai nghiém khach hang
2.Vai tro cua trai nghiém khach hang
3.Cac cap do trai nghiém khach hang
Phan 2: Trai nghiém khach hang trong ky nguyén s6
1. TU truyén thong dén 4.0

2.Nén tang cong nghé dé nang cao trai nghiém khach hang
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Khai niém trai nghiém khach hang

"Trai nghiém khach hang |3 tong hoa tat ca nhitng tudng tac ma khach hang cd véi cong ty.”
Seth Godin

Ban phai bat dau véi trai nghiém khach hang va sau dé quay ngudc lai véi cong nghé - ch( khéng
phai bat dau vaéi cdng nghé roi tim cach nhoi nhét trai nghiém khach hang vao do.
Steve Jobs
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Vai tro cua trai nghiém khach hang

Tao su khac biét cho thuong hieu

Tang suc canh tranh cho doanh nghiép

Ngudi tiéu dung chi nhiéu tién haon

Hiéu Ung lan toa rat Ién
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Cac cap do trai nghiém khach hang

- Doanh nghiép gidp khach hang cai thién ban than, tréd nén tét han, an toan han hoac
Nang tam manh mé han. Vi du: Ung dung theo doi sdc khoe,...
trai nghiém

Chu dong du dodn va cung cap nhing gi khach hang can trudc khi ho yéu cau. Vi
du: gui thong bao khuyén mai dua trén lich sit mua hang, tu déng gia han dich vu.

X Thau hiéu va dap Ung nhu cau cla khach hang, ngay ca khi ho khong noi
Dép L’Ing nhu cau ra. Vi du: cad nhan hoa trai nghiém mua sam, ggi y san pham phu hdp.

Chu déng gidi quyét van dé cho khach hang khi dudc yéu cau.

Gial quyet van de Vidu: ho trg ky thuat nhanh chéng, quy trinh doi tra hang dan gian.

Cung cap thong tin htu ich cho khach hang.
Vi du: website ré rang, dé s dung, FAQ day du, nhan vién
ho trg than thién.
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Hanh trinh trai nghiém khach hang

Hanh trinh trai nghiém khach hang I3 qua trinh khach hang trai qua cac giai doan tU nhan biét, thu
hdt, tim hiéu, hanh déng va ung ho, chiu anh hudng bdi cac yéu té6 marketing, c6ng nghé va tudng
tac vai thugng hiéu.

Philip Kotler
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XU ly dii liéu tot Ia nén tang dé nang cao trai nghiém khach hang

TRI TUE

LINH VUC CUA
CON NGUQCI

LINH VUC cUA
MAY MOC

LINH VUC CUA
CON NGUOCI

THONG TIN NHIEU
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M6 hinh Ozone trong hanh trinh trai nghiém khach hang

THU HUT

ANH HUGNG TU MOI
TRUONG

ANH HUGNG TU NGUOI

KHAC

ANH HUGNG TU
THAN

TIM HIEU
NHAN BIET

UNG HO HANH DONG
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Ung dung cdng nghé trong hanh trinh trai nghiém khach hang mdi
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Po lusng trai nghiém khach hang

NEéu ban lam cho khach hang khéng hai long trong thé gidi thuc, moi ngugdi trong
sO ho cd thé ndi véi 6.000 ngudi ban.

Jeff Bezos, ngudi sang Iap Amazon

Khach hang khéng hai long nhat cda ban la ngudn hoc hoi tuyét v3i nhat cua ban
Bill Gates

Chi c6 moét 6ng chu duy nhat: Khach hang. Va 6ng ta cé thé sa thai tat ca moi
NgUJdi trong cong ty, tU chu tich tré xuéng, don giadn bang cach tiéu tién 3 nai khac.

Sam Walton
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Vi sao can do ludng trai nghiém khach hang?

7%

Cac cong ty co dich vu cham soc khach hang
dinh cao déu danh gid cao kha nang thu thap
di liéu.
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Vi sao can do ludng trai nghiém khach hang?

( DU bdo nhu cau cua khach hang

Biét s3 thich cua khach hang theo thdi gian thuc

Phat hién cac van dé khién khach hang bo di

Toi uu hod cach dinh gia san pham/dich vu

Can thém hay bdt nhan su

DU bdo su thay doi trong nhu cau khach hang
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