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Thiét ké Touchpoints va Omnichannel Experience




Muc tiéu bai hoc

Giai thich dugc khai niém touchpoints va omnichannel experience trong boi

canh thiét ké trai nghiém khach hang.

Phan biét dugc multichannel va omnichannel, dong thdi nhan dién vai tro cua viéc tich hop

touchpoints online va offline trong hanh trinh khach hang.

Phan tich dudc cac nguyén tac thiét ké touchpoints dua trén persona, hanh trinh khach hang va

muc tiéu trai nghiém mong muon.

Van dung dudc khung thiét ké touchpoints va omnichannel experience dé danh giad mot thusng

hiéu cu thé va dé xuat hudng cai thién trai nghiém lién mach han cho khach hang.



Noi dung bai hoc

@ Platform & Touchpoint

@ Nguyén tac thiét ké touchpoint
@ TONng quan vé omnichannel
@ Thiét ké omnichannel experience




Khai niém touchpoint

Touchpoint |3 nhing diém cham - ngi ma khach hang nhin thay, nghe thay, tusng tac véi hoac cam
nhan vé thudng hiéu. Vi vay, mot website, mot quang cdo Facebook, mot clla hang, moét nhan vién
ban hang, moét bao bi, mét email xac nhan don hang hay mot cudc goi cham séc sau mua déu co thé

la touchpoints.

(Kotler, Armstrong, & Balasubramanian, 2024)



Vai tro cua touchpoints trong hanh trinh khach hang

Khi khach hang di qua hanh trinh, ho khéng chi thuc hién hanh vi mua ma con lién tuc tich |Gy cam
nhan vé dé thuan tién, dd ro rang, muc ddé chuyén nghiép, su nhat quan va muic dé quan tdm cua
thucong hiéu.

Do do, touchpoints lIa don vi cd ban cua thiét ké trai nghiém khach hang.
(Peppers & Rogers, 2022)



Phan biét touchpoints & platform
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Platform |3 nén tang hoac modi trudng ma
doanh nghiép dau tu, vdn hanh va su dung
deé tiép can, phuc vu hodc tusng tac vdéi khach
hang.

Vi du: fanpage, cla hang, su kién, san thuong

mai dién td, email, chatbot, sdn pham.
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Touchpoint 13 diém tiép xdc cu thé trong

tung platform, ndi khach hang truc tiép nhin
thay, cdm nhan hoac tucng tac vdi thudng
hiéu.

Vi du: caption cua bai dang, banner trang chu,
hinh anh san pham, layout cla hang, I3i thoai

chatbot, bao bi san pham.

(Nguyén Quang Hiép, 2024)



Cac loai platform thuodng gap




Chién ludc tu platform dén touchpoints

Fanpage hudng tdi doi tucng genZ sé tao ra
tuyén content hai hudc, gan gii, tao cam

giac than thién vaéi Target Audience

Fanpage nha hang cé thé tao ra tuyén

content vé khoéng gian, tao cho khach hang

cam giac “muodn trai nghiém”



Chién ludc tu platform dén touchpoints




Chién ludc tu platform dén touchpoints

Banner quang cao cua
thucong hiéu

TU khéa - Thuyét phuc
ngudi dung click




Chién ludc tu platform dén touchpoints

Trung bay ké hang san pham theo Tao wobbler néi bat cho cac san pham
phan loai hang hoac theo chu dé dang cé chudng trinh khuyén mai

Tao diém nhan néi bat cho quay Thiét ké khéng gian cua hang phu hgp véi
san pham tinh chat san pham/dich vu



Chién ludc tu platform dén touchpoints

Pop-up
banner

Thdong tin gian hang



Chién ludc tu platform dén touchpoints

T6i Uu Moi théng tin cd trong
san pham, tU tén dén mo ta
chi tiét, danh gia san pham,

hinh anh san pham...




Cac loai touchpoints trong hanh trinh khach hang
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GIAI DOAN TRUSC MUA GIAI DOAN SAU MUA

La cac diém tiép xuc giup khach hang La cac diém tiép xuc tac La cac diém tiép xdc giup duy
nhan biét thudng hiéu, hinh thanh quan dong truc tiép dén tri quan hé sau giao dich va
tdm va tim hiéu théng tin trudc khi ra quyét dinh mua va qud khuyén khich khach hang quay
quyét dinh mua. trinh chuyén doi. lai hoac ung ho thuang hiéu.
Vi du: guang cdo hién thi, bai dang mang Vi du: trang san pham, Vi du: email xac nhan don hang,
xa hoi, caption, video ngan, review, bai PR, hinh anh san pham, nut tin Nnhan cham sdéc, giao dién
landing page, banner trang chu, néi dung mua hang, giao dién theo d&i don hang, ho trg bao
tU KOL/KOC. checkout, gia va khuyén hanh, phan hoi khiéu nai, khao

mai, tu van vién, quay  sat hailong, uu dai tai mua.
thanh todn, chat ho tro.



Nguyén tac thiét ké touchpoints
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Trai nghiém da kénh

Mot lua chon Nhiéu kénh Nhieu kénh co lién Trai nghiém lién
kénh mua hang mMmua hang rai két tUng phan mach trén tat ca
rac kénh



Trai nghiém da kénh

e Multichannel |3 khi doanh nghiép hién dién trén nhiéu kénh khac nhau nhu clda hang, website, app,

email, mang xa hoi, nhung cac kénh nay cé thé hoat déng doéc lap.

« Omnichannel thi khac: doanh nghiép tich hgp cac kénh dé thanh moét hé théng trai nghiém théng
nhat, gidp khach hang chuyén tiép mugst ma gila online va offline.

(Kotler, Armstrong, & Balasubramanian, 2024)



Ban chat cua trai nghiém da kénh

Khach hang ngay nay khong mua theo moét con dudng duy nhat. Ho cé thé xem quang cdo trén mang

xa hoi, tim thém théng tin trén website, dén cda hang trai nghiém, réi mua qua app hoac san thucng
mai dién tu.

Néu cac diém cham nay khéng dudgc két nodi, khach hang sé& cam thay hanh trinh r&i rac. Vi vay,
omnichannel tré thanh yéu cau tat yéu trong thiét ké trai nghiém hién dai.

(Kotler, Armstrong, & Balasubramanian, 2024)



Ban chat cua trai nghiém da kénh

Ban chat cua trai nghiém da kénh khéng phai 1a “cd mat trén moi kénh”, ma la lam cho cac kénh cung
van hanh nhu mot trai nghiém duy nhat. DU liéu, thdng diép, muic doé ho trg va cam nhan thudng hiéu
can dudc duy tri xuyén sudt giia cac diém cham.

(Kotler, Armstrong, & Balasubramanian, 2024 )



Quy trinh thiét ké trai nghiém da kénh




Trai nghiém khach hang 2026 —>

thank you
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