THIET KE
TRAI NGHIEM KHACH HANG

Giang vién: PGS. TS Dinh Tién I\/Ilnh

Tong quan vé Trai nghiém khach hang




Muc tiéu bai hoc —a

Trinh bay dugc khai niém co ban vé trai nghiém khach hang va trai nghiém khach
hang lién mach

Phan tich dugc vai tro cda trai nghiém khach hang trong canh tranh hién dai.

Phan biét dugc trai nghiém khach hang véi cac khai niém lién quan nhu Customer

Service, Customer Satisfaction, UX, Brand Experience va Brand Relationship.

Giai thich dugc cac thanh phan cau thanh trai nghiém khach hang thanh cénag.




NGi dung bai hoc —a

Khai niém trai nghiém khach hang

Vai tro cua trai nghiém khach hang

Phan biét CX v&i cac khai niém co ban khéc

Yéu t6 tao nén trai nghiém thanh coéng

M6t s6 xu hudng trai nghiém mdi




Ndi dung bai hoc -~
@ Khai niém trai nghiém khach hang




Khai niém trai nghiém khach hang

DON GIAN LA KHAC BIET

Trai nghiém khach hang la cach khach hang cam nhan vé su tuong tac cia ho véi cong ty ban va vé két qua
ma ho nhan duoc.
(Kotler, Peppers, Rogers, 2022)



Khai niém trai nghiém khach hang

DON GIAN LA KHAC BIET

Trai nghiém khach hang lién mach |a trai nghiém khéng tao ra bat ky trd ngai hay rao can nao doéi vdi
khach hang trong qua trinh dap rng nhu cau hoac thuc hién céng viéc ma ho mong muén sdn pham hay
dich vu ciia doanh nghiép dam nhan.

(Kotler, Peppers, Rogers, 2022)



Khai niém trai nghiém khach hang

DON GIAN LA KHAC BIET

Trai nghiém khach hang lién mach yéu cau doanh nghiép bao dam cac dac tinh dang tin cay, cé gia tri,
phu hop va cé thé tin twdng. Pong thdi, dé trdi nghiém khach hang thuc su lién mach, doanh nghiép phai
vlra c6 nang luc vé san pham vira cé nang lwc thau hiéu va phuc vu khach hang.

(Kotler, Peppers, Rogers, 2022)



NoOi dung bai hoc _—c

@ Vai tro cua trai nghiém khach hang



Vai tro cua trai nghiém khach hang trong canh tranh hién dai

E Nhiéu “quyén luc” hon

. Hiéu biét hon

DON GIAN LA KHAC BIET

Khach hang hiéen dai

K&t noi v&i nhau manh hon

: '\ Ky vong cao hon



Vai tro cua trai nghiém khach hang trong canh tranh hién dai

DON GIAN LA KHAC BIET

Vay trai nghiém khach hang c6 vai tro gi trong bai
canh khach hang hién dai?




Vai tro cua trai nghiém khach hang trong canh tranh hién d

DON GIAN LA KHAC BIET

I ==

La co s@ dé taora Lam dich chuyén La cong cu khac Gilp tang gilr chan
gia tri va lgi logic canh tranh tw biét héa bén khach hang, long

nhuan dai han “thi phan” sang “thi virng trong thai trung thanh va hiéu
phan trong tirng dai sb qua kinh doanh

khach hang”



Phan biét CX v&i Customer Service, Customer Satisfaction, UX va Brand Experience

DON GIAN LA KHAC BIET

Em hiéu thé nao vé CX, Customer Service,
Customer Satisfaction, UX va Brand
Experience/Brand Relationship?




Phan biét CX v&i Customer Service, Customer Satisfaction, UX va Brand Experience

DON GIAN LA KHAC BIET

Service

Design
Rewards & Personnel
Recognition
Business Product
Strategy CX
Customer Product
Research Delivery
Customer Empathy
Service
Ethics
Fair Deadlings UX
Value
Content : :
Advertising Visual Design
Strategy Sales

Org Interaction

Design Information Design

Architecture
Usability

User Research




NoOi dung bai hoc _—c

Yéu t6 tao nén trai nghiém thanh coéng




Yéu t6 tao nén trai nghiém thanh cong

DON GIAN LA KHAC BIET

Enjoyable
AR

EXHIBIT 3.1 The Customer Experience Success Pyramid




NoOi dung bai hoc _—c

M6t s6 xu hudng trai nghiém mdi




Kinh té trai nghiém

DON GIAN LA KHAC BIET

Nén kinh té trai nghiém (Experience Economy) [a m6 hinh kinh té ma trong dé doanh nghiép khéng chi ban
san pham hay dich vu, ma tap trung tao ra nhirng trdi nghiém dang nhd, mang tinh cd nhan héa cao dé thu
hat va gilr chan khach hang. Thay vi chi tap trung vao chi&c nang, doanh nghiép bién viéc tiéu dung thanh

mot su kién, mot cdm xtc khd quén, tir d6 gia tang gia tri va thic day su trung thanh cdia khach hang.

Truéc day Kinh té trai nghiém

Muc dich chinh: Mua cdn hd dé cé noi & hoac Muc dich chinh: Chon moét méi trudng séng phu hgp vdi phong

dau tu. cach, nhu cau va chat lugng cudc séng dai han.

Hanh vi: Quan tam dién tich, s6 phong ngu, gia . Hanh vi: Tim hiéu tradi nghiém séng, cbng dong cu dan, tién ich noi
LTI IMTARTIT b

ban, phap ly, vi tri. oflals . khu, cdnh quan, thiét k& va cadm xuc khi 6.

Gia tri: tién ich - an toan - hop ly - sinh |&i. o el Gia tri: phong cach s6ng - tradi nghiém - ban sac - su gan két.

Hang héa mang tinh: chirc nang, tai san. Hang héa mang tinh: tradi nghiém, biéu tugng, hé sinh thai song.




Kinh té lifestyle

DON GIAN LA KHAC BIET

Khai niém The Experience Economy (Pine & Gilmore, 1998) cho rang nén kinh té da chuyén dich tur:
Hang héa - Dich vu - Trai nghiém
— Kinh té Lifestyle (hay Lifestyle Economy) la budc tién ti€p theo, khi ngudi tieu dung khong chi mua trai
nghiém ma mua nhirng san pham/dich vu dé dinh hinh va khang dinh “danh tinh” ctia ho.
— San pham, dich vu cd nhan héa hudng dén sé thich, nhu cau trdi nghiém, tham my va gia tri séng cla tirng

phan khuc khach hang.

Tru'dc day Lifestyle Economy

. Muc dich chinh: Udng cho tinh tdo dé Muc dich chinh: Tinh tdo + tao mood, bat dau ngay méi

lam viéc. “chuyén nghiép - productive”.
Hanh vi: Mua mang dén van phong. Hanh vi: Chup anh, mang ly Starbucks dén van phong.
Gia tri: hgp vi - tién - ré - nhanh. Gia tri: Thé hién phong cach séng hién dai.

Hang héa mang tinh: chirc nan Hang héa mang tinh: ban sac, biéu tuong.
g9 9 g 9 9 g




Kinh té lifestyle A< _

K& vé mot tradi nghiém san pham/dich vu lam em an
tugng nhat?




Trai nghiém khach hang 2026 —>

thank you

www.dinhtienminh.net dinhtienminh@ueh.edu.vn
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