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TRICH YEU

Sau ba nam hoc tap tai gidng duong dai hoc cung su gitip d0, chi bdo tan tinh tir
cac thiy cd, toi dd trang bi cho ban than nhirng kién thirc co ban trong coéng viéc va
cudc song. Tuy nhién, Iy thuyét chi 1a mot trong hai yéu t6 ciu thanh nén nén tang kién
thirc vitng chic cho mét sinh vién. Dé c6 thé cing ¢d va dua nhitng kién thic d6 va

thuc té, sinh vién can duogc trai nghi€ém trong mdt moi trudng lam viée thuc thu.

Puoc sy gidi thiéu cia nha trudng va sy dong y cua ban giam dbc cong ty
TNHH Tu Van Ngoc Luc Bdo, to1 da c6 co hoi thyc tap tai quy cong ty nham trau ddi
va nang cao nhitng kién thirc da hoc, tich liiy rat nhiéu kinh nghiém cho ban than, hoa
nhdp v&1 moi truong cong so, cd co hdi mo rong mbi quan h¢ va hoc dugc cach giao

tiép tot hon.
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LOI CAM ON

Thoi gian di thuc tip 13 mot qua trinh van dung nhitng k¥ ning, kién thirc d hoc
vao moi truong lam vi¢c thyc té, 1a mot giai doan quan trong nham trang bi cho sinh
vién ching t61 nhiing k¥ nang quy bau trudc khi budc vao doi. Trong qua trinh trai
nghiém moi truong lam viéc chuyén nghiép, t61 kho tranh khoi sai sot trong lac lam
viéc, tuy nhién Ban Gidm dde cong ty TNHH Tu Vian Ngoc Luc Bao da tao moi diéu
kién thuan loi giup t6i hoc hoi, lam quen dugc véi nhitng hoat dong thuc tién ctia cong

ty.

Dé hoan thanh tdt bai bao céo thuc tdp nhan thac nay, t61 xin chan thanh cdm on
cac thay co truong Pai hoc Hoa Sen di trang bi cho tdi nhitng kién thirc, k¥ ning can
thiét cling nhu tao co hdi cho té1 dugc trai nghi€ém mdi truong lam viée thuc té. Xin
chan thanh cam on thiy Truong Quang Cam d3 truc tiép huéng din t6i trong thoi gian

thuc tap vira qua.

Xin cam on Ban Giam ddc cong ty TNHH Tu Van Ngoc Luc Bao di ddng y cho
t6i thyc tap tai cong ty trong gan 4 thang qua. Toi cling xin giri 10i cam on siu sac dén
chi Vii Ngoc Minh Tuyén — nguoi hudng dan t6i moi cong viéc tai cong ty, cac anh chi
trong bo phan khach hang (Account), bd phan truyén thong cong dong (social media)
cling nhu toan thé cac anh chi trong cong ty di tin tinh huéng dan, chi bao toi trong

cong viéc, tao di€u kién cho t61 hoan thanh cong viéc mot cach tot nhat.
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DAN NHAP

Bio cao thuc tap tot nghiép 1a thanh qua cudi cung cua toi trong sudt ching dudng 4
nam hoc Pai hoc, 1a co hdi gitp to61 nhin lai mot quang duong dai, nhin lai nhirng gi to1
d3 hoc hoi, dtc két dugc trong sudt thoi gian vira qua. Cong ty TNHH Tu van Ngoc
Luc Bao 1a mét mdi truong hoan hao dé t6i dugc trai nghi¢ém moi truong lam viée thuc
té. Nhan théy dugc su quan trong cua dot thuc tap nay, toi1 da dat ra cho ban than mot sb

muc tiéu dé hoan thanh trong gﬁn 4 thang duoc lam viéc, hoc hdi tai day:

Muc tiéu 1: Hoa nhap tot vao moi truong lam vi¢e thuc té tai doanh nghiép

Muc tiéu 2: Tao mdi quan h¢ than thién, chan hoa v61 nhan vién cong ty

Muc tiéu 3: Hoc hoi, tim hiéu vé cac cong viée trong thuc té.

Muc tiéu 4: Ung dung nhitng kién thirc d3 hoc, ki ning vao cong viéc

Muc tiéu 5: Hoan thanh tbt nhiing cong viéc duoc giao, hoc tap va rut ra kinh nghiém
khi lam viéc.

Thoi gian dau tiép xtc v6i mot moi trudng hoan toan mai, toi con kha bd ngd nhung
qua dot thuc tap nay, toi di phan nao hoan thanh cac muc tiéu da dé ra. Do ciing 13 mot

co hoi quy bau gitip t6i trau ddi kién thirc, hoan thién k¥ ning hon.

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart viii
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PHAN 1: GIOI THIEU DOANH NGHIEP

1.1. Giéi thi¢u doanh nghiép
1.1.1. Tong quan cong ty

merald

Hinh 1 — Logo Céng ty TNHH Tuw vin Ngoc Luc Bdo

(Nguon: www.digitalmarketing.vn)

Tén cong ty: Cong ty TNHH Tu van Ngoc Luc Bao

Tén giao dich: Emerald Consulting Ltd.Company
- Pia chi: Lau 2, Toa nha G-house, sé 25/7 Nguyén Binh Khiém, Phuong Bén
Nghé, Quan 1, TP.HCM
- Dién thoai: 08-62751589
- Website: www.digitalmarketing.com
- Emerald — mét thanh vién cia Masso Group: chuyén vé linh vuc truyén thong
ky thuat s6. Poi ngii Emerald Digital Marketing s hitu nhitng nha tu van
chuyén nghiép va hoc vién trong linh vuc Marketing va New media luén kham
pha céc chién luge va ky thuat méi dé tao thuan loi cho khach hang trong ky
nguyén méi ciia phwong tién truyén thong.
> Tam nhin
Tré thanh cong ty hang dau trong linh vyc truyén thong ki thuat s6
» St ménh
H) trg khach hang tai Viét Nam thanh cong trong viéc xay dung thuong hiéu
va phat trién kinh doanh théng qua cac hoat dong truyén thong ki thuat sd
> Triét li cia Emerald

Chia sé va bd sung cac gia tri

Pé tai: Dich vu cham soc khach hang truc tuyén cua si€u thi Co.opmart 1
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1.1.2. Qua trinh hinh thanh, phat trién

Thang 10/2007: dudi hinh thirc mot nhém hoat dong tu do trong linh vyc PR,

IC Team (Intelligent Communications Team) thanh 14p va hoat dong kha 6n

dinh. Khach hang 16n dau tién 1a Kaspersky. Sau mot thoi gian, IC Team tuyén

thém nhan vién dé mo rong viéc kinh doanh.

- Niam 2008: IC Team két hop vo1 mot nhom hoat dong ty do & Ha N1 thanh lap
cong ty SCorp Communications. SCorp hoat dong trong linh vuc quan h¢ cong
dong, quang céo thuong mai va phi thuong mai, t6 chirc su kién, khai thac va
san xudt cac chuong trinh truyén hinh. Nguén nhan luc dugc dao tao bai ban,
chuyén nghiép va am hiéu ban sic vin hoa Viét Nam.

- Céc chuong trinh do SCorp t6 chirc thanh cong
o Giai thuong Cong nghé thong tin va Truyén thong Qudc gia
e Chuong trinh hoat dong cong dong qudc té “Hoi hoa két nbi”

e Chuong trinh “Chia sé co hdi thong tin”

- Nam 2009: SCorp tan ra

- Théng 05/2009: IC Team thanh 1ap Cong ty TNHH Tu van Ngoc Luc Béo.

- Théang 07/2009: Emerald chinh thirc hoat dong.

- Thang 12/2009: Tap doan Masso gop von vao Emerald va cong ty tiép tuc phat

trién dén ngay hom nay.

(Nguon: www.digitalmarketing.vn)

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart 2
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1.1.3. Khach hang cuaa cong ty

THERACESHOP  Heineken

% iolcim  ROATOE)

AIRFRANCE 7 %) ‘Y ‘%%, DALE CARNEGIE®
Truéng Doanh Nhan Bac Nhan Tam®

VIENTHONG"

BENH VIEN c
IR\ sHARP Co,opmpq,t

~ I-.‘ 2 . -
Tl tin vdo I Akce ban cua moi nha

Hinh 2 — Khadch hang cia cong ty
(Nguon: Emerald Digital Marketing — Credentials & Services — 2012)

1.2. Quy mé san pham, thi truong
1.2.1. Quy md san pham
SAN PHAM (PRODUCT)
Linh vyc hoat dong ctia Emerald bao gom:
- Marketing lan truyén — Viral Marketing: Dich vu nay gitp théng diép
marketing duoc lan truyén manh mé va nhanh chéng thong qua mang Internet,

giong nhu khai niém “truyén miéng” nhung trong boi canh dién tir. Emerald c6

Pé tai: Dich vu cham soc khach hang truc tuyén cua si€u thi Co.opmart 3
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thé giup khach hang dat nhitng chién lugc marketing lan truyén dang dan vao
nhiing vi tri thich hop, nham dén nhiing c4 nhan khac nhau va dam bao ho s&
truyén tai thong diép marketing dén nhirg nguoi khac. Dich vy marketing lan
truyén bao gdm:
e Marketing bang phuong tién truyén théng xa hoi (Social Media)
e Téi vru hoa truyén thong xa hoi
e Facebook va gico mam dién dan (forum seeding)
e Marketing trong cac dién dan
- Dich vu truyén thong truc tuyén — Online Media Services: Dich vu nay bao
goém nhiéu giai phap nhdm phat trién chién dich cua khach hang va thuong
hiéu, bao gém:
e Tbi wu hoa cong cy tim kiém (SEO, SEM)
e Marketing qua thu dién tur
e Marketing qua dién thoai
e Ké hoach truyén thong truc tuyén
- Quang cao truc tuyén - Online Advertising: Quang céo tryc tuyén nhan
manh muc dich cuia viéc truyén tai thong diép marketing dé thu hit khach hang.
N6 tao ra tdc dong 16m vai ty 1€ hoan vOn hoan toan ¢6 thé do luong duoc, gia
tri viéc ban hang dem lai khong thé xem nhe trong bat ky chién dich k¥ thuat )
hay truc tuyén ndo. Dich vu nay gdm nhitng mang:
« Quang c4o hién thi
e Quang cdo cua Google
e Quang cdo trén Facebook
o Phén bo vi tri quang céo
- Dich vu ky thuit - Technology Services: Emerald s& cung cip nhimng giai
phap k¥ thuat hiru ich giup khach hang c6 nhiing co s& marketing chét luong
cho chién dich cta ho. Dich vu bao gém:
« Phat trién trang mang

o Trang mang va trang mang di¢n thoai

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart 4
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o Phu tung (widget) va ting dung
o Nén tang hé thong quan trj tin tirc
o Tich hop back-end (hé thong quan 1i dit liéu)
o Bao tri va ho trg
o Phat trién k§ thuat xir Iy anh theo dang véc-to (flash)
o Trang mang (website)
o Congcu
o Tro choi
o Trang mang dong
- Dich vu sang tao - Creative Services: Dich vu sang tao gom ndi dung, hinh
anh, video, thiét ké dd hoa, trinh bay van ban... 13 nhitng nguyén liu thiét yéu
cho chién dich marketing k¥ thuat s6. Céc dich vu cu thé:
o Thiét ké trang mang
o Thiét ké sang tao
e Nhan dang thuong hi¢u )
o Viétkich ban va san xuat video
e Quan tri néi dung
- Marketing sw kién — Event Marketing: Event Marketing nham thu hiit khach
hang tham gia vao nhiing hoat dong truc tuyén 1an khong truc tuyén. N¢ ciing
c6 thé tao ra co so dit liéu méi vé khach hang cho nhiing hoat dong marketing
ky thuat s6 khac. Dich vu nay gom:
o Su kién that

e Sukién ao

GIA (PRICE)

Vi nhitng g6i san pham/dich vu ké trén, Emerald c6 mirc gia pht hop véi cac loai
hinh san pham/dich vu d6. Thong thudng gia dugc dya trén:

- Chénh I¢ch cua gitra murc gia cia cac cong ty dich vu, quang cdo outsource.

- Phi quan 1y du 4n (management fee)

- Phi phai tra cho nhitng hoat dong dién ra trong du 4n.

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart 5
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PHAN PHOI (PLACE)

Do dédc thu cua linh vuc hoat dong la nhiing cong viéc trén mang Internet nén
Emerald khong chu trong dén cac kénh phan phdi ctia minh. Cong ty chi c6 vin
phong chinh tai 25/7 Nguyén Binh Khiém, P.Bén Ngh¢, Q.1, TP.HCM. Tai day,
Emerald c6 kha ning giai quyét cong viéc cua ddi tac trén toan qudc nhung van

chu trong céc d6i tac tai Thanh phd Ho Chi Minh.

CHIEU THI (PROMOTION)

Hién tai, Emerald van chua chu trong dén viéc truyén thong cho cong ty. Thanh
1ap tir 3 nam trude, Emerald chu trong trong viée ty tim kiém khach hang méi, giir
chan khach hang cii hodc 10i truyén miéng (word of mouth) gitta cic doanh nghiép
thong qua viéc cung cép dich vu uy tin. Ngoai ra, Emerald c6 mét trang mang cung
cip diy du thong tin cua cong ty, cac dich vu coéng ty cung cip tai:
http://digitalmarketing.vn/ va mot trang nguoi ham mo trén Facebook tai:

http://www.facebook.com/digitalmarketing.vn

1.2.2.  Quy md thi trwromg Marketing Ki thuat s6 (Digital Marketing)

Theo béo cao méi nhit vao thang 4/2011 cua NetCitizen Viét Nam, ty 18
nguoi st dung Internet tai Viét Nam vao thoi diém cudi nam 2010 1a 31%, kha
trong tu voi cac nude lang giéng nhu Thai Lan, Phi-lip-pin va ca Trung Qudc.
Diéu d6 cho thy sy ting trudng nhanh chong cua Internet tai Viét Nam va do do,
Viét Nam d4 va dang trd thanh mot trong nhitng qudc gia phét trién nhanh nhat vé
Internet véi khoang 26,8 triéu nguoi dung (tinh dén cudi nam 2010).

Vi su phat trién ngay cang manh m¢ cua Internet tai Viét Nam, co thé théy
day 12 mot thi trudng kinh doanh tiém ning cho rt nhiéu doanh nghiép. Vi viy,
marketing ki thuat s61 duoc xem 1a mot trong nhimng giai phéap tiép thi méi cho céac
san phém dich vu ctia doanh nghiép. Dua vao cac diém manh 13 hiéu qua cao, chi
phi thfip, hinh thirc tiép thi hién dai nay hira hen s€ 1a mot thi truong khd mau mé
va udc tinh trong twong lai s& c6 rat nhiéu doanh nghiép hoat dong trong linh vuc

nay.
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(Nguon: Bdo cdo vé thi truong marketing Ky thudt so ciia Netizen Viét Nam

PIEM KHAC BIET (DIFFERENTIATION)

nam 2011)

Diém khac biét cua Emerald so vdi cac cong ty khac cung nganh 1a “su ro rang”

(transparency). Emerald sin sang dé khach hang biét dir 4n dang chay nhu thé nao,

két qua ra sao qua tirng bao cdo ngay, béo cao tuan duwgc nhan vién gui dén khach

hang. Su rd rang trong cach thtc quan ly, 1am viéc khién khach hang tin teéng hon

vao du an, cong ty dé dang phat hién 15 hong, sai sot (néu cd) trong khi du an dang

chay.

1.3.So do to chire

Gidm doc diéu hanh
Y
Phé gidm déc
v ' ! ' .
Quan I35 Quan Iy Trnromg nhém Treong nhém
quan hé “ khach hang truyen thong SEM & SEO
cong chung cong dong
¥ h ¥ ¥
Hanh chinh
Nhin sw Nhin vién Gidm sat Thanh vién Thanh vién
] ; quan hé lq—-p| khach hing nhom truven |q-u| SEM & SEO
K¢ toan cing ching théng cong
dong
Nhin vién
khich hing

Hinh 3 — So db t6 chirc cong ty TNHH Tuw vin Ngoc Luc Bdo

(Nguon: Tu vé)
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1.4. So Irgre chire ning ctia cac b phan

> B0 phan khach hang (Account)
Cong viéc cta bd phan khach hang (account) tip trung vao viéc giao tiép voi
khach hang, xay dung chién lugc truyén thong nham gianh 1ay hop dong, 1a cau
ndi giita khach hang va doi thue hién du 4n, bén canh d6 con phai quan 1y tién

dd du an cho phu hop.

> Nhom truyén thong cong dong
Céc cong viéc ctia bo phan truyén thong cong dong (social media) hau hét lién
quan dén viéc 1am ndi dung (content), cac cong viéc lién quan dén viéc gieo
mam truyén thong cong dong (social media seeding): gieo mam Facebook

(Facebook seeding) va gieo mam dién dan (forum seeding).

> B0 phin quan h¢ cong ching

Cong viéc ciia nhan bo phan quan hé cdng ching la cung cép thong tin cho
cong chiing, xay dung thong tin hai chiéu giita cong chung va to chirc, thuong
hiéu, tao nén sy hiéu biét va ung ho ctia cong ching, to chirc hop bao, cac hoat

dong truyén thong hd tro cho thuong hiéu.

» Nhom SEM va SEO
SMO Ia tir viét tat cia Social Media Optimization hay con goi 1a t6i wu hoa
phuong tién truyén thong xa hoi. Nném SEO va SEM tép trung vio cong viéc
t6i wu hoa cac tir khoa co lién quan dén thuong hiéu cia khach hang. Day 1a
mot tap hop nhitng phuong thirc dé thu hit céng ching ghé vao xem ndi dung
bang cach quang ba va quang c4o n6 thong qua cac phuong tién (truyén thong)
x3d hoi, giup nhitng thong tin cta thuong hiéu nam ngay trang tim kiém dau

tién, dé dang tiép can khach hang.
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PHAN 2: CONG VIEC THUC TAP

2.1.  So dd to chirc by phan thuce tip
2.1.1. B0 phan khach hang (account)

Trwéong phong khach hang

A 4

[ Giam sat khach hang 1

A 4

[ Nhan vién khach hang }

(Nguon: Tw vé)
Chirc nang, nhiém vu cia by phan

Cong viéc cua bd phan khach hang (account) tap trung vao viéc giao tiép véi
khach hang, 1a cau ndi gitta khach hang va doi thyc hién dy an, bén canh dé con

phai quan 1y tién do dy an cho phu hop.

Nhom cong viée lién quan vé giao tiép:

- Giao tiép v6i khach hang thong qua viéc gip g0, tiép nhan yéu cau cua ho.

- Lam viéc véi cac cong ty quang cdo dbi tic vé ngan sach, cong cu, chién lugc
dé cung thyc hién chién dich ctia khach hang.

- Lam viéc véi truong phong khach hang (Account manager) dé tuong thuat
cong viéc cho bd phan truyén thong, sang tao, nghién ciru dé cung thuc dién
chién dich marketing.

- La cau ndi cua khach hang va d6i thuc hién, dam bao cong viéc dién ra dung

tién do.
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- Trao d6i véi khach hang va doi thuc hién chi tiét chién dich sap thuc hién.

- Nhan san pham tir nhém thyc hién va trao d6i voi khach hang. Lay cac phan
hdi ciia ho cling nhu tr vAn cho Khach Hang hudng thyc hién hop 1y va dung
dan.

- Trao ddi véi doi thuc hién dé cai tién san phdm va 1am hai long khach hang véi
chat luong san pham tot.

Nhom cong viée lién quan khac:

- Xay dung chién luoc, gip g&, thuyét trinh cho khach hang vé chi tiét chién
dich, ngan sach hop 1y nham dat dugc hop dong.

-  Xay dung ké hoach 1am viéc, cac bao cdo va du bao vé cac van dé lién quan téi
viéc thuc hién dy an, tdn dung va phan bo nhan lyc du an.

- bam nhiém mot phﬁn hoac tham gia vao toan bd chién dich digital marketing

- Quan ly du 4n minh chiu trach nhiém.

2.1.2. Nhém truyén thong cong dong

(" )
Truwéng nhém truyén thong cong dong

!

Thanh vién nhém truyén théng cong dong
\§ J

(Nguon: Tw vé)
Chirc ning, nhiém vu ctia by phan
Cé4c cong viéc cua bd phan truyén thong cong dong (social media) hau hét lién
quan dén viéc lam noi dung (content), cac cong viéc lién quan dén viéc gieo mam
truyén thong cong ddng (social media seeding): gieo mam Facebook (Facebook

seeding) va gieo mam dién dan (forum seeding).

- H) tro bo phan khach hang xiy dung chién lugc, gip g va thuyét trinh véi

khach hang vé y tuong va ngan sach cua chién dich truyén thong cong dong
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Xay dung ké hoach lam vi¢c, cac bao cao va dy bao vé cac van dé lién quan to1

hoat dong truyén thong cong dong

Viét noi dung cac bai trén mang xa hdi, trang mang ctia nhan hang.

Lién hé nguoi ndi tiéng, ngudi co sic anh hudng, CAc trang mang, dién dan dé
thue hién gieo mam (seeding) cho nhan hang.
- Quan 1y trang ngudi hdm mo, t6 chirc cac cude thi, trd choi nho (minigame)

trén mang xa hoi.

2.2. Cong viéc thue tap
2.2.1. H3 trg quan ly chwong trinh khuyén mii ciia hiing hang khong Air
France
> Lién hé nhém xiy dung trang mang dé thue hién nhirng thay doi (néu co)

trén trang phuotchauau.vn

Digm D&n  Khuyen Mai

~Trang <ho

Hay chon diém dén,
AIRFRANCE £ :& gitp ban thuc hién chuyén di

Chu du dén Paris vé di khdp the gisi gic day d& déng hon bao gic hét véi qué
tdng tr Air France, ddc biét dénh riéng cho BAN!

Hang Ph& Thang: o i r-  Hang Thuong Gia:
Paris 1y 875 USD** Paris 1 1555 USD** Paris 1 3350 USD**
Marseille 1> 853 USD** Venice 1 1686 USD** Genevarr 3181 USD**
Athens 1> 1120 USD** Prague 1+ 1690 USD** Nice 1 3196 USD**
HHH
E::‘EE -“‘ u ﬂ[ 5= (*) Xem didu khod@n va didu kién cda chuong tinh

VOl MOl DUONG BAY

nran necay 8,000.000VND

Nhan tin khuyén msi mai nhit t AIRFRANCE "' Dat ve

Hinh 4 — Trang khuyén mdi ciia Air France
(Nguon: khuyenmai.phuotchauau.vn)
- Nhan théng tin thay doi tir khach hang (Air France) trén trang phuotchauau.vn
trong churong trinh khuyén mai.
- Trao ddi v6i bo phan ki thuat dé hién thuc héa y tudng cua khach hang.
- Sau khi d4 trao ddi v6i bd phan ki thuat, dit thoi gian phu hop dé thuc hién yéu

cau.
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- Khi da thyc hién xong, giri san pham tho cho khach hang duyét. Néu khach
hang cam théy on, cho bd phan ki thuat thuc hién hoan chinh trang mang, néu
khach hang khéng ddng y, hoi ¥ kién déng gop cia khach hang va cho diéu
chinh dé phu hop véi thay ddi do.

- Sau khi khach hang da hai long v&i nhimng thay doi, lién hé bd phan ki thuat dé

dang bai lén trang mang.

> Tim, tong hop hinh dnh va ndi dung cho fanpage
Dua vao suon ndi dung bén Air France giri ma thuc hién cac an-bum anh cho

phu hop.
VD: An-bum anh vé cac diém dén tai Phap

- Dung cong cy tim kiém Google, tim nhitng thong tin vé cac diém dén nodi bat
tai Phap (tim kiém theo tiéng viét va tiéng anh)

- Chon loc nhitng diém dén ndi tiéng va tim kiém hinh anh vé nhiing diém dén
nay bang cach st dung cong cu tim kiém hinh anh cta Google.

- Chon lgc hinh anh c6 d phan giai cao, dep, thé hién dugc diém dic trung, noi
bat ctia diém dén.

- Tong hop hinh anh va viét doan chu thich anh cho phu hop.

- Luu lai va giri trong phan tong hop ndi dung tuan cho truéng nhom va ngudi

duyét néi dung cua Air France.

» Dang bai 1én web phuotchauau.vn
- Khi mudn ding bai, chinh sira bai, quan 1y trang phuotchauau, truy cip theo
duong link: http://phuotchauau.vn/admin/users/users/login
- Sau khi dang nhap, chon muc dang bai mdi (Create content)
- Dién day du thong tin bai mudn dang vao cic muc
= Tiéu dé: tiéu dé bai mudn ding

= Introduction: phan gi6i thiéu bai khi chua chon vao xem noi dung bai
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= Noi dung: Piy chinh 13 noi tiy nhap/hiéu chinh bai can ding theo y
mudn. Nhap ndi dung vao phan nay va hiéu chinh gidng nhu voi
Microsoft Word.

= Image Upload: Ping hinh hién thi ké bén tya bai

Xin chao f Tin Tdc & Su Kién C3m Nang Du Lich
Chau Au
Pang Nhap | ®ang Ky
Hoi & Bap Piém Pén Ly Tudng Khuy&n M3ai
- ~ r 2 . a0
Tim k
biém dén ly tudng !

Thuy Si: Tudng dai su td’ chét

Tai Lucerne, c6 mot bic tuong khién ban phai nin thé vi
xUc déng. N6 don gian dugc goi |3 Lion Monument, mét
trong nhirng cdng trinh dep nhat cida nghé thuat cung

cau chuyén lich sir cé th& lam...

Xem thém LIREES £ oo < |

Hinh 5 — Trang web phuotchauau.vn/diemdenlytuong sau khi dang bai
(Nguon: phuotchauau.vn/diemdenlytuong)

» Kinh nghiém:

- Biét duoc phuong phap trao d6i thong tin 3 chiéu tir khach hang > bo phan
khéach hang = nhém thuc hién

- Ghi cha can than tit ca yéu cau ctia khach hang va mé ta cu thé dé thuc hién
cac thay d6i.

- Sap xép cong viéc dé thyc hién dang tién d6 cta khach hang dua ra.
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Khi nhém thyc hién hoan tat, can kiém tra ki xem nhiing thay d6i da dung voi
yéu cau cta khach hang hay chua.

Can kiém tra ki san phdm, nhanh chong phat hién 13i sai (néu co), tranh dé
khéach hang phan nan.

Biét dugc cach tong hop thong tin, hinh anh phu hop véi sudn ndi dung ciing
nhu yéu cau cta khach hang, noi dung danh ding voi dbi twong muc tiéu cia
thuong hi¢u.

Biét cach dang bai 1én trang mang, cach stra bai, canh chinh bai cho phu hop.

Nhan xét

Nhitng cong viéc dau tién da day toi nhitng kién thirc, ki ning co ban cua ngudi
nhan vién khach hang. Pay 1a nguoi trung gian trao doi thong tin, y tudng tix
khéch hang dén voi team thuc hién, vi vay nhitng thong tin do nhan vién khéach
hang chuyén tai can su chinh xac cao do, xtic tich nhung van dam bao day du y
tudng. Ngoai ra viéc tim ndi1 dung thong tin, hinh anh cta fanpage Air France
cling gitip t6i ndm bat duoc cach tiép can khach hang muc tiéu cta thuong hiéu

trén cac phuong tién truyén thong cong dong.

2.2.2. B4o cao Heineken vé viéc giam sat theo déi cong dong

Giam sat theo ddi cdng dong (Social Monitoring Tracking)

Yéu ciu cua cong viéc 1a sir dung noti5.vn dé theo ddi céac bai tin x4u, tin tdt
trén mang xa hoi (Facebook, Zingme.,...) hodc cac trang mang, dién dan. Véi
cac tir khoa vé cac hing bia da cai dat san. Chu trong nhét cac bai tin vé bia
Heineken.

Khi mudn thyc hién tracking, truy cép trang noti5.vn va dang nhap tai khoan
Trong ndi dung can theo ddi, lva chon thoi gian, nhin bia can theo ddi nhu

hinh du6i, sau d6 chon chir “Tracking”.
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Select Tags ¥ Data source & Data fiter w I From 01-Nov-2012 to 26-How-2012 v I

ampaiqn: Beer
Heineken [ Budweiser [F] Gambrinus [ Fake-Hei [ Sappore

[ CoorsLight [ carisberg [] Zorok [ Foster [ Beer Tiger
[ Beer Larue [] Larue Export [] Beer Sai Gén [ Beer Ha N&i [ Beer BGI
[ Beer San Miguel [ Beer Bivina [F] Beer 333 [F1] Beer Lager [] Beer Asahi

[ Tiger Crystal

Tracking Compare || Close

Heineken Export Chart Data v

40

Mention(s)

08-Nowv-2012 22-Now-2012

| 4 Tag: Heineken Meutral 8 Positive - Negative
Hinh 6 — Hinh anh biéu do tin khi da tracking voi cac tw khoa
(Nguon: noti5.vn)
- Sau do, noti5 s€ hién ra mot bi€u do vé tinh hinh bai tin xau, tot ting gidm nhu

thé ndo, kém theo d6 1a chi tiét bai tin d6 tir trang nao ra, 1 tin xau hay tot

Sentiment Top 10 Sources
o ———
Mentions Positive Meutral Hegative Qtofun et 19
Sgiay.vn N 17
36 293 [} :
Muare.vn — 7
Mentions 328 (10.94%)  (89.06%) 10.00%)
Beatvn -_— 5
News 14 Q:tﬂ[, 1 fh%_ . U::'J’ ) VN-Zoom - 4
B85.71% (14.29%) (0.00%) Tinhte vn — 3
. - 21 a7 o 24h.com.vn - 2
oram = (36.21%)  (6379%)  (0.00%) VietnamNet - 2
3 254 Thebox.vn - 2
Social 257 - - o PR,
= (1.17% (98.83%) (0.00%) Doanh nhén Sai Gon L} 1
Search Sortby | Lastupdated v Display @ 10 items per page v Export Mentions v
Mentions about Heineken
“ V-Z Heineken Khanh Héa club cait
VN-Zoom 2 days ago !
= Bia Heineken chai nhém Sky Fall 007 (Ha Lan) gia 1.420n/thing cait
Muare.vn 22-Nov-2012 09:28 AM !
L Ban chiéc xe dap martin @ gia sinh vién né Eait
Ggiay.vn 22-Nov-2012 08:13 AM !
¢ Heineken Stars 2012: “Man nhan™ v&i nhipng pha béng déng ca -
b ap 9 g cap Positive Edit
Yeutretho.com 21-Mow-2012 0252 FM
Heineken - 140 nam chinh phuc thé gi&i .
phu 9 Positive Edit

VietnamMNet 21-Nowv-2012 02:30 PM
Hinh 7 — Nguon tin va ddc tinh cia tin (t0t, xau, trung ldp)

(Nguon: noti5.vn)
- Tap hop cac két qua vao bang nhu bén dudi va gui cho chi hudng dan hang

ngay
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SOCIAL MONITORING TRACKING

Tone Alert
No  Brand Mention ‘Quantity Link Details
Positive Neutral Negative Low Medium High
Heineken St Jebrated http://www vn-zoom.com/f1 71 /heineken The opening day of Heineken Stars
1 |Heineken elneken SIars celeoraled a 5 X stars-2012-gua-sinh-nhat-cho-feliciano- 2012 tournament is also tennis player

birthday party for Feliciano Lopez Feliciano Lopez’s birthday

lopez-2377488 html#post]14897532

2 |Budweiser
Gamb s Beer Fest in HCM http://www otosaigon com/forumm%C3 — . —
amborinus’s Beer Fest in HCM nyiting otosaigon's members to join in
3 |Gambrinus ci 1 X ACnh-mu%E] %EB%01n Gambrinus's Beer Festin HCM City

m%E1 %BB %9Di-c %C3 %Alc-mem-

Fake

.

Heineken
5 |Sapporo  |Unrelated mentions 1 X http://vozrforums com/showthread php?t=|
6 |CoorsLight
This arficle is about Lenovo
7 |Tigers  |Unrelated mentions 3 x http:/imuaze w/f 37-laptop/5185273 computer's online sales. The

computer store is near Tigers Beer
|factory

Hinh 8 — Bdng tong két két qua gidm sdt theo déi céng dong
(Nguén: Ty lam)

» Kinh nghiém

- Biét duoc cach sir dung mot chwong trinh theo ddi rat bo ich cho cac cong viée
vé marketing: tim ngudn cac bai tin tot/xdu vé mot thuong hiéu nao d6 véi
nhing tir khoa cai dit sin lién quan dén thuong hiéu.

- Biét cach tong hop thong tin, sd lidu tir hé thong = dién giai cac thong tin, s6
liu d6 va giai thich ching c6 ¥ nghia gi, c6 anh hudng gi dén thuong hiéu.

- Nam bat nguén tin mot cach vira tong thé, vira chi tiét. Biét duoc su anh huong

cua cac thuong hi¢u trong cung mdt nganh hang.

» Nhan xét
Vi cong viéc nay, tdi da hoc hoi dugec mot chuong trinh theo doi nguén tin rat
bd ich cho cac cong viéc vé marketing, biét dugc nhirng ludng thong tin nao
dang anh huong dén hinh anh thuong hiéu, tir d6 s& co nhiing dong thai phu
hop dé khic phuc, ngan chén cac luéng tin d6. Bén canh do, t6i cling hiéu duoc
tdm quan trong cua du luan ddi vé6i thuong hidu. Du luan c6 thé dwa thuong

hiéu 1én dinh cao, nhitng ciing c6 thé kéo thuong hiéu xubng ddy thap nhét.
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2.2.3. Chuwong trinh “Tran trong cim on khach hang” cia Co.opmart

> PDit chd cac bing quang cio (banner) true tuyén cho chwong trinh “Tran
trong caim on khach hang” trén cic trang mang/dién dan

- Pay l1a budc dao dau nham kéu goi su chi y tham gia chuwong trinh “Tran trong
cam on khach hang” ciia Co.opmart

- Cong viéc can lam 14 lién hé mot cong ty truyén thong trung gian (HT Media)
dé dt lich chay bang quang céo (banner) trén cac trang mang, dién dan c6 dbi
twong doc gia phu hop voi ddi twong cia chuong trinh 1an nay cua Co.opmart.
Trong qué trinh chay can lién tuc kiém tra xem biéu ngit chay c6 dung lich
trinh khong, sau d6 s& lam bao cdo vé qua trinh chay biéu ngir cua cac trang

mang, dién dan.

3 SONY

—— i SE
Cuge thi Lot Gilt 8 CRIE>
andycam - g it i 80
Handy ™
P P g K

Tham gia ngay

va Sanh Giéu vDidn dan Eva

Tham g gy
Tir ngay 5 - 25/11/2012
tai Fanpage Co.opmart

“ B git ngi 14 bénh’ ning?
* Lo thily tinh ching s¢ “dung hang™

%

QUANG CAO mist e 20 VAPSNSS®  CHAM DUT ndilo Viem nhiém
DOT PHA trong di
Viem lp tuyen colt

=

Pong Xanh

Sira bot long doé tring

BOI BO TRi NAO

@) | mégin | XERM | THuGEng | Tinhydu - HOnnRAe | Gladnh | SOCKROe | Dinh didmg | Dep | GAMT | Bomdoc | Media
[ This 4, 141102012, 10:41 (GNT+1) T Ghoo e trvxc tuyln 1, CLANO T tGC [ MgukAyeu shct L Dl

@RI 1 voc i w0 Pluenic Phuwic Phonic Phunie

& » Phatddng nhdn tn ing ho cho
ngudn nghéo don Tét

Plivenee

» D¢ nhit phu nhan Han Québc thira
nhgn dinh fu 11 vy bé bi “ahh nghi
e

 Vu bé 50 sinh bl b trong thiing rac:
Giao lai con cho me
» Pha duomg diy mua ban ma tiy da

» Db xut quy diah chit hrong dinh %
durong ga nhap khau CON

G NHIEU HON
N NP
» Thu hdi vaccine phong thiromg han CHOTRE EM VIET NAM
Typhim Vi
» Béah ahdn Nguyén Duy Hltr i
oyén G bing nong

“* Nhan asi 8,

uroA” cia cu gibm Bbc CIA s6 dié|
et

m
» Cuc NTBD yéu chu xir i v Mr Dam &'”“"""" -
L

» Tuong John Allen lén quan o1
“ng &

Hinh 9 — Bing qudng cdo chwong trinh khuyén mdi cia Co.opmart

(Nguon: eva.vn va phunuonline.net)
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- Nhan bang quang céo day du tir b phan ki thuat.

- Dua vao lich dang bang quang cao dé gui cho HT Media dua 1én timg ngay va
dung voi trang mang can ding.

- Trong qué trinh chay banner, néu gip bat cir kho khin gi nhu quang céo thiéu
nén chir (font), ngay ding tring véi T7 — CN (cac bao nghi lam), cAn chu dong
lién hé trude voi HT Media dé tim hudng giai quyét.

- Sau 2 tuan chay, thu thap céc s6 liéu vé mirc d6 an tugng (impression), ct nhap
chudt (click), dé 1am béo cdo va rit ra nhan xét cho chuong trinh chay biang

quang cao lan nay.

» Quan ly cudc thi “Loi cim on ngot ngao” trén trang ngwoi him mo
(fanpage) cia Co.opmart

- Quan ly cudc thi, duyét bai thi mdi ngay

- Ping nhap vao duodng link: http://apps.emerald.vn/coopmartcontest/admem dé
dang nhap vao trang quan 1y cta cudc thi.

- Trong trang quan 1y, can quan tim dén 2 muc chinh 1a:

o Quan Iy an-bum: khi ¢6 bai dy thi mai, nhap vao bai dy thi dé xem trudc
ndi dung va duyét ndi dung bai thi (phu hgp vdi ndi dung bai thi). Bai
thi nao phu hop, nhdn ding bai (publish) dé bai dugc ding trén trang
nguoi ham mo cua Co.opmart

o Quan ly nguoi choi: theo doi lugng nguoi tham gia cudc thi
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Admin Panel
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Hinh 10 — Trang Admin Panel/Manage Album cia cudc thi

(Nguon: http://apps.emerald.vn/coopmartcontest/admem)

CO.Opmart

opment - PRSI

@ 0 ngud oinh con
Xin gtri tdi vo yéu - L&i cam on ngot ngao - Vdi tinh cam
b% Hung Dang

Hinh 11 — Giao dién cudc thi “Loi cam on ngot ngao”

(Nguon: http://www.facebook.com/hethongcoopmartvn/app_550071375019647)
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- Sau mdi ngay, tong két sb bai dy thi (hinh, doan phim), téng luot binh chon
cling nhu tong sd luong ngudi tham gia trong ngay hom d6 vao mot tap tin tén:
“Co.opmart — Admin Panel”

- Sau mdi tuan khi két qua dugc cong bd, tong hop nguoi tring giai nhat, nhi, ba,
giai may méin vao mot tap tin tén: “Co.opmart — Danh Sach Trung Giai”. Dya
vao thong tin ngudi choi di dang ki trong trang quan 1y dé cap nhat vao danh
sach tring giai: tén nguodi choi, dia chi, CMND, thong tin lién lac, dat gidi nao.

- Gui thu dién tr thdng bao cho tat ca nguoi choi tring giai, yéu cau ho xac nhan
lai thong tin ca nhan, thong tin lién lac. Néu nguoi choi ndo trong vong 1 tuan
chua gui thu dién tir xac nhan sé tién hanh goi di¢n thoai xac nhan lan nira.

- Quan Iy thu dién tir ctua hé théng Co.opmart. Lién hé nhan vién ctia Co.opmart
dé tra 101 thic mac cua ngudi choi, khach hang hang ngay

- Hing ngay can dang nhap vao: hethongcoopmartvn@gmail.com

- Gui thu dién ta/hoi dap cho nhitng nguoi tring giai

- Néu c6 thic mic lién quan dén viéc cham soc khach hang, lap tirc giri thu dién
tir 46 cho nhén vién ctua Co.opmart dé ho goi ¥ hudng tra 10i, sau d6 minh s&

dua vao y do dé viét lai noi dung cho hoan chinh.

Vé: Cudce thi Léi Cam On Ngot Ngao - Théng bao dat giai may man inbox & B

Thoa Nguyen 6:56 AM (15 hours ago)
Nguyén Thi Kim Thoa cmnd:024259146 dia chi-136,dang van bi, phuréng binh tho th

Co.opmart Supermarket hethongcoopmartyni@gmail.com 3:08 PM (7 hours ago) - v
to Thoa [+

Ban Thoa than mén,

BTC chweng trinh "Co.opmart - Léi Cam Cn Ngot Ngao™ d& nhan dworc thang tin cda ban. BTC s& lién hé va gl qua cho ban
trong théi gian sém nhat.

Than,

Hinh 12 — Quan ly thu dién tir hethongcoopmartvn@gmail.com

(Nguon: Email hethongcoopmartvn@gmail.com)

Pé tai: Dich vu cham soc khach hang truc tuyén cua si€u thi Co.opmart 20


mailto:hethongcoopmartvn@gmail.com
mailto:hethongcoopmartvn@gmail.com
mailto:hethongcoopmartvn@gmail.com

Truong Pai hoc Hoa Sen Bio céo thyc tap tot nghiép

» Kinh nghiém

C6 duoc nhiing kién thirc co ban vé truyén thong cong dong nhu: dit lich bang
quang céo, gieo mam Facebook,.. .

Biét cach thirc to chirc va quan Iy mét cudc thi trén Facebook.

Biét dugc cach thirc cham soc khach hang théng qua viée tra 161 thic mic, cau
hoi va trao doi thong tin v6i khach hang.

Hoc cach nhdn nai, tir ton véi khach hang. Du khach hang c6 dang gian dir,
khong hai 1ong nhung minh van phai binh tinh va tra 10i khach hang mot cach
tir ton.

Nhan xét

Pay 13 cong viéc to6i cam thiy yéu thich va tim dic nhat trong qua trinh thuc
tap. Nhitng cong viéc lién quan dén dit lich bang quang céo gitp t6i cd von
kién thirc can ban vé truyén thong cong dong, cach thire dit lich biang quang
c&0, chon lya nhiing trang tin tirc truc tuyén phu hop véi dbi tugng khach hang
muc tiéu ma nhin hang dang nhim dén. Viéc quan 1y cudc thi trén cua
Co.opmart giup toi hiéu duogc cach thire t6 chire va quan Iy mot cude thi truc
tuyén, d6i lic cam giac nhu minh ciing tham gia, cting choi, cling vui ciing ho.
Bén canh d6, viéc tra 16i thac mac cia khach hang gép phan xay nén cau ndi
giita khach hang va Co.opmart, dua nhan hang dén gan hon véi nguoi tiéu

dung cua ho.

2.2.4. Chuin bi ndi dung cho trang www.biquyetkhoedep.vn ctia Sharp
Nhan huéng din suon ndi dung tir truong nhém. Dya vao suon ndi dung dé
phan chia lam nd1 dung theo tirng ngay.

Str dung Google lam cong cu tim kiém thong tin cho bai can lam.
V61 nhitng két qua tim kiém dugc trén Google, chon loc va téng hop cho phu
hop véi ndi dung bai dang lam. Chinh sua tir ngit, cau chir sao cho c6 y nghia.
Tim nhirng hinh anh dep lién quan dén néi dung bai dé minh hoa.

Sau khi bai viét hoan chinh, luu lai.
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- Sau khi 1am xong cac bai trong suon bai, tong hop lai theo ngay, theo bai dé
giri vé truong nhom. Néu truong nhom c6 yéu cau thay doi ndi dung, hinh anh,

can sua lai cho phu hop mét lan nira.
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Hinh 13 — Swon va néi dung tom tat cia cac bai can tim

(Nguén: Sharp portal web - Content summary - Beauty - Week 1+2 — Noted)

C‘:?a eZ

EL SR khoe dep

tiec cong ty chdc chan s& 15i 18p trong lich

théng cudi ndm clo cac nang!

Hinh 14 — Néi dung bai tin cua Sharp da dang trén mang

(Nguon: biquyetkhoedep.vn)
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» Kinh nghiém:

Thuén thyc hon trong viéc tim ndi dung cho trang mang cua cac thuong hiéu.
Téng hop thong tin mét cach cd chon loc, phi hop véi yéu cdu cia thuong
hi¢u.

Gitp hiéu hon vé ndi cam khach hang (customer insight) 14 phu nit thanh dat,
phu ni vin phong yéu thich 1am dep — ddi trong khach hang muc tiéu ma trang
mang cta Sharp nham dén.

Reén luyén tinh can than trong viéc kiém tra 16i chinh ta, cau tir cho noi dung.

Biét cach phan bd ndi dung dan trai trong mot khoang thoi gian.

Nhéan xét:

Pay 1a mot cong viée tha vi va kha phu hop véi toi. Viéc tim ndi dung vé bi
quyét lam dep, xu hudng thoi trang giup toi nhan thiy cac hoat dong truyén
thong — chiéu thi vo cing da dang: c¢6 thé budi sang, khach hang muc tiéu cia
ban la nhitng nguodi yéu thich du lich, nhung sau do, ban phai hoa than vao mot
ngudi phy nit van phong thanh dat, yéu thich 1am dep dé hiéu dugc ndi cam,
suy nghi ctia ho. Cong viéc cling gitip toi rén luyén tinh can than trong khau xir

Iy thong tin, noi dung bai viét.
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PHAN 3: CHUYEN PE THUC TAP

3.1. Téng quan dé tai
3.1.1. Giéi thi¢u so lwge vé siéu thi Co.opmart

» Siéu thi Co.opmart

- Co.opmart 1a h¢ théng siéu thi ra doi 1an dau tién vao nam 1996 v&i siéu thi
Co.opmart Cong Quynh (Q.1 — TP.HCM)

- Co.opmart gin bé va cham séc khach hang bang su tin tim & thau hiéu, ludn
nd luc cai tién nham mang lai sy hai long & loi ich thiét thuc cho khéach hang
va cong dong.

- Véi long tan tdm phuc vu va khat khao vuon 1én, Co.opmart khang dinh
Thuong hiéu si€u thi dan dau tai Viét Nam va phat trién ra khu vuc, nhim dem
lai 1oi ich t6t nhat cho khach hang va cong dong.

» Gia tri van hoa

- Tén tdm phuc vu: Su tin tAm cta ching toi xuét phat tir niém dam mé phyc
vu va su thdu hiéu khach hang sau sdc

- Lién tuc cai tién: Chung t6i khong nging cai tién cac san pham va dich vu cta
minh dé mang lai nhiing trai nghiém mai mé cho khach hang

- Khat khao vwon Ién: Ching t6i khat khao vuon 1én huéng dén su hoan hao
nham dem lai nhiing loi ich thiét thuc nhat cho khach hang

- Huoéng dén cong dong: Ching t6i luon hudng dén sy phat trién bén vimg gan
v6i loi ich ciia cong dong

> Y nghia b nhin dién thwong hi¢u méi Co.opmart

Qua qua trinh 2 nam chuin bi v6i sy tu vin cta nha tu van chién luoc
thuong hiéu hang dau thé giéi, cong ty Landor, hinh anh méi cia Co.opmart dugc
tiép ndi tir sic d6 va xanh than quen duoc chuyén hoa thanh sic hong thim biéu
trung cho tdm huyét, sic xanh duong ddm ctia niém tin manh mé va sic xanh 1a

tuoi moi ddy nang dong.
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Hinh anh trai tim dugc cach diéu tir chit Co.op ctuia phong trao hgp tac
X4 s& 1a biéu tuong cho su tan tim phuc vu cung véi ban chit nhan van cao dep cua
tinh thin hop tic xd. Khong bao gid tw hai long véi ban than, ludn khat khao
hudng t6i nhitng tAm cao mdi song van duy tri gia tri c6t 161 ciia minh 1a than thién
va tin cay, bd nhan dién thuong hiéu va cac trai nghiém mua sam méi déu xuét

phat tur niém dam mé tan tim phuc vu.

» Trang nguwoi hAm mo “Co.opmart — Ban ciia mgi nha”
- Co.opmart bt dau xay dung “Co.opmart — Ban ctia moi nha” vao cudi thang
10/2012.
- Muyc dich cta trang nguoi ham mé (fanpage)
o Pua thuong hiéu hé thong siéu thi Co.opmart dén gan hon véi ngudi
tiéu dung.
o Lan toa y nghia bo nhan di¢n thuong hi¢u maéi ciia Co.opmart
o NO luc cai tién nham mang lai sy hai 1ong & lgi ich thiét thyc cho khach

hang va cong dong.

cp

CO.0P mart

Hinh 15 — B¢ nhdn dién thuong hiéu moi cua Co.opmart

(Nguon: facebook.com/hethongcoopmatvn)
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3.1.2. Tong quan vé dé tai

Ngay nay, Internet dugc xem la mot budc dot pha dai cuia con nguoi, kéo
theo sy phat trién ctia mudn van loai hinh tiép thi. Mot trong nhitng hinh thirc kha
pho bién 1a “truyén thong cong ddng (Social Media).

Truyén théng cong dong 1a céng cu truyén théng co hiéu ung lan truyén
manh thong qua cic mang xa hoi, dién dan...Va trong sd d6, Facebook dang la
mot trong nhitng mang x3 hoi duoc nhidu ngudi dung nhét tai Viét Nam. Diém
manh cta Facebook Ia tinh twong tac cao, 1a méi truong tu do ngon luan, cap nhat
théng tin nhanh chong.

Chinh vi nguyén nhan do, siéu thi Co.opmart da quyét dinh phat trién kénh
truyén théng va chim séc khach hang truc tuyén trén trang nguoi hAm mod
“Co.opmart — Ban ciia moi nha” véi muc dich dua thuong hiéu Co.opmart dén
gan hon véi nguoi tiéu dung, phat trién kénh truyén thong — tiép thi truc tuyén, tip

trung vao doi tugng nguoi tiéu dung muc ti€éu cua minh.

3.1.3. Muc tiéu

Phat trién, cung c¢d, hoan thién dich vu cham soc khach hang truc tuyén cua

fanpage “Co.opmart — Ban ctia moi nha”

3.2.Hién trang ciia chuyén dé
Sau 3 tudn ra mit, xét lai 3 muc tiéu ban dau cua trang “Co.opmart — Ban
cuia moi nha”:
> Puwa thwong hiéu hé thong siéu thi Co.opmart dén gan hon véi ngudi tiéu
dung:
Theo béo cao tong két dot khuyén mai “Tri 4n khach hang” tir ngay 10/11/2012
dén 25/11/2012 ctia Emerald giri dén Co.opmart cho thiy trong thoi gian dién

ra chuong trinh khuyén mai co:
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» 24 bai viét duoc dang trén Co.opmart — Ban ctia moi nha voi
505,000 luot ngudi ham mo nhin thiy, trung binh mdi bai dang
¢6 25,000 luot nhin thay.
= Trung binh mdi bai dang c6 200 yéu thich (like) va 50 nhan xét
(comment)
* Cudc thi 161 cdm on ngot ngao da co:
e 110 bai duy thi
e 6302 luot binh chon
e 2275 nguoi dang ki tai khoan tham gia va binh chon
= Nhiing thdng ké trén cho thay Co.opmart — Ban ctia moi nha phan nao di tiép
can gan hon voi nguoi tiéu dung. Nhimg ndi dung bai viét, cudc thi cia

Co.opmart dugc ngudi hAim mo don nhan va yéu thich.

» Lan téa y nghia by nhan dién thwong hiéu méi ciia Co.opmart
Trd choi nho “Thir thach cing Co.opmart lan 3” trén trang nguoi him
mo vao ngay 30/11/2012 véi ndi dung tim diém khac nhau trén 2 hinh anh nim
trong bo nhan dién thuong hi¢éu madi cia Co.opmart dugc chinh thirc gioi thiéu
ngay 27/6/2012 v6i muc dich lan toa y nghia cua b nhan dién thuong hiéu
moi: “Su da dang vé hinh khdi, mau sic cling nhu cau tric bung téa di 1én cta
cac hoa tiét biéu trung cho tinh than khat khao vwon 1én ctia Co.opmart, ciing
nhu thé hién sy da dang, phong phu vé mait san ph?lrn, dich vu nham chiéu long
cac “thuong dé” d3 dat dugc:
= 284,146 luot fan nhin thiy
= 850 yéu thich
= 700 nguoi tham gia
= Nhiing con s6 thong ké ndy mot 1an nita cho thiy mirc d6 quan tAm ctia nguoi
tiéu dung d6i voi trang ngudi ham mo ciia Co.opmart. Trd choi gitp lan téa ¥
nghia cua bd nhan dién thuong hiéu méi ctia Co.opmart, gitip moi nguoi biét

dén bd nhén di¢n nay nhiéu hon.
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> N& Iwc cai tién nhim mang lai sy hai 1ong & loi ich thiét thwe cho khach
hang va cdng dong
Nhim dat duoc muc tiéu nay, Co.opmart bude dau di xdy dung trang
“Co.opmart — ban cia moi nha” nham tao cau ndi gitra Co.opmart va ngudi tiéu
dung. Bén canh d6, Co.opmart con xay dung mdt tai khoan thu dién tu tai dia
chi: hethongcoopmartvn@gmail.com d& d& dang hon trong viéc lién hé véi
khach hang. Tuy nhién van chua c6 sy lién hé giita 2 cong cu nay nén viéc hd

trg khach hang con gip nhiéu khé khan.

3.2.1 Ly do chon chuyén dé

Sau qua trinh 1am viéc trong nhom truyén thong cong dong ciing nhur quan Iy
cudc thi “Lo1 cdm on ngot ngao” cua Co.opmart, t6i da nhan ra mot s6 bat cap
trong khéau dich vu cham soéc khach hang cua siéu thi Co.opmart trén trang nguoi
ham mo cling nhu thu dién tir ctia hé thong siéu thi.

Khi xuét hién cdu hoi, thic mic hay ¥ kién dong gdp cua khach hang vé san
pham, dich vu cua siéu thi Co.opmart trén trén trang nguoi hAm mo ciing nhu thu
dién tir cua siéu thi, téi can phai tap hop lai va gui qua cho bo phan Cham Soc
Khach Hang ctia Co.opmart va doi phan hoi ciia Co.opmart dé c6 thé giai dap thic
mic clia ngudi tiéu dung tré. Co thé xem toi 1a nguoi trung gian dé chiam soc
khach hang cho ho. Su bt cap xay ra khi phia Co.opmart tra 151 thic mic cham
tré, dan dén toi tra 10 thac mic cham tré va nguoi tiéu dung khong hai long. Nhiéu
khach hang da té thai do khong buc tirc, khé chiu véi sy cham tré cua Co.opmart,
diéu nay anh huong khong tét dén uy tin ciing nhu hinh anh thuong hiéu cta
Co.opmart. Bén canh do, viéc tim ra ngudn goc cua cac thic mic ciing nhu khach
hang c6 that sy hai 10ng véi nhitng phan hoi ciia Co.opmart hay khong van 13 mot
cau hoi chua c6 10i giai dap. Véi ly do trén, toi quyét dinh chon dé tai: “Dich vu

chiim s6c¢ khach hang truc tuyén ciia siéu thi Co.opmart”.
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3.2.2. Co s6 1y luan

3.2.2.1. Céc khai ni¢m trong truyén thong cong dong

> Truyén thong cong dong I gi?
Truyén thdng cong ddng (hay Social Media) 1a truyén théng truyén théng
dugc tich hop thém cac ung dung uu viét cua Internet. Truyén thong cong dong
cling truyén dat thong tin nhu cac phwong tién truyén thong cii nhung n6 khong cb
1am mot cai “loa” dé truyén tai thong diép ma cho moi ngudi trd thanh cai loa tu
phat lan truyén thong tin va cling twong tic véi ban bé trong cong dong ctia minh.
Truyén théng cong dong 1a noi dé cac thanh vién c6 thé giao tiép v4i nhau
mot cach cong khai. Do c6 thé 1a blog, cac trang mang x hoi, cac bang tin nhin va
forum. Tivi, radio va bdo in khong phai 1a xa hoi vi khan gid cua nhiing kénh
truyén théng nay khong co cach nao dé twong tac truc tiép véi tac gia cua nhimg
théng tin dugc dua ra.
Céc dic diém cua truyén thong cong dong
- Social Media dugc xay dung dua trén nén tang su lién két noi dung, ma ¢ do
dién ra mot qua trinh dbi thoai tir nhiéu phia, khong phai doc thoai tir nha san
Xudt.

- Social Media 1a mot qua trinh truyén théng cham. Hiéu qué chién dich duogc
tich 1ty theo thot gian.

- Social Media hoat dong dua trén 3 yéu td: Su tham gia, két ndi va mdi quan h¢.

> Gieo mam dién dan va gieo mam Facebook | gi?

Gieo mam dién dan va gieo mam Facebook 1a chi nhiing sy gieo mam dién
tir trén cé4c dién dan, trén cac cong dong mang nhim muc dich d6 1a gieo ric, dua
vao suy nghi, truyén ba cho mot san pham méi sap sira duoc tung ra. Qua d6 c6
thé 1dy ¥ kién dé phan anh lai cho nha cung tng san phim hay dich vu d6 biét dé
c6 thé phat trién thém hodc chinh sira trudc khi tung ra phién ban chinh thirc. Mot
cach khac, forum seeding co6 thé dugc dung dé tao ra mot du luan, mot xu hudng,

tham chi dinh huéng ngudi tiéu ding theo mot y d6 nao do.
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» KPI (Key Performance Indicator)

La chi s6 d4nh gia thyc hién cong viéc. Trong Digital Marketing, cac nha
cung cip va khach hang s& dwa ra chi s6 KPI hop i nhit trude khi trién khai cac ké
hoach. Céc nha cung cap can phai theo sat chi s6 KPI khi dang thuc hién cac chién
luoc, nham dam bao sau khi két thuc cac ké hoach, chi s& KPI s& b?mg hoac hon

con s6 da cam két trong hop dong.

» SMO
SMO Ia tir viét tat caa Social Media Optimization hay con goi 13 t6i wu hoa
phuong tién truyén thong xa hoi. Pay 1a mot tap hop nhiing phuong thirc dé thu
hat cong chung ghé vao xem ndi dung website bang cach quang ba va quang cdo

no théng qua cac phuong tién (truyén thong) xa hoi.

» Quang cao trén Facebook (Facebook Ads)
Quéng cdo trén Facebook la mot trong nhitng cong cu Digital Marketing
hiéu qua nhat. Mot s6 diém manh cua hinh thire nay la:

- Luén hudng dén dung ddi tugng 1a khach hang tiém niang: Céc tiéu chi sang loc
doi tuong muc tieu: Do tudi, gidi1 tinh, trinh do hoc van, s& thich, khu vuc va
quyén loi.

- Chi tra tién khi c6 nguoi mong mudn str dung dich vu.

- Tinh linh hoat cao: c6 thé chuyén dbi gitta 2 hinh thirc CPC va CPM.

Quéang céo trén Facebook c6 2 hinh thuc chinh: quang cdo Facebook thong

thuong va Quang cédo dudi hinh thirc tai trg (sponsored)

(Nguon: Theo Ba Pham Thi Thu Trang — Senior Digital Media Planner ciia
cong ty Innity va Ong Tran Hitu Ludt — Giam déc khu viee Admax Network VN)
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mién dich. Hau vong nguyét la mén &n vira ngon, vira b, vira tiét kiém
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Hinh 16 — Vi du vé quang cdo c6 tai tro ciia Co.opmart

(Nguon: Facebook.com)
3.2.2.2. Quan tri quan h¢ khach hang

Quan tri quan hé khach hang 1a chién luoc cua cac cong ty trong viéc phat
trién quan hé gan bo véi khach hang qua nghién ctru, tim hiéu k¥ ludng nhu cau va
thoi quen cua ho.

Quan tri quan hé khach hang 1 triét Iy kinh doanh 1ay khach hang 1am trung
tam, trong d6 ldy co ché hop tac voi khach hang bao trim toan bo  quy
trinh hoat dong kinh doanh ctia doanh nghiép.

Quan tri quan hé khach hang dugc xac dinh 1a ca mot hé théng hd tro quan
hé khach hang nham dat dwge muc tiéu chinh: thu hat nhirng khach hang madi va
phat trién nhimg khach hang san co.

CRM 1a mot chién luogc kinh  doanh dugce thiét ké dé nang cao 1oi
nhuan, doanh thu va sy hai long cua khach hang.

N6 bao gébm phan mém, cac dich vu va phuong thirc kinh doanh mégi nham
gia tang loi nhuén, doanh thu, ddng thoi 1am hai long khach hang hon dé giir chan
khéach hang lau hon.

(Nguon: tdi liéu quan tri quan hé khdach hang — Giang vién: Tran Thanh Toan)
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6 yéu t6 khién khach hang hai long:
- Dichvu
- Céch thtrc ban hang
- Dich vy sau ban hang
- Dja diém ban hang
- Thoi gian phuc vy
- Vian héa doanh nghiép

(Nguén: tai liéu Cham séc khdch hang — Gidng vién Truwong Quang Cam)

3.2.2.3. Chim s6c khach hang tryuc tuyén

V61 mo6 hinh chdam s6c¢ khach hang truyén théng, néu khach hang can sy tro
gitip, ho phai nhin xung quanh dé tim mot ai d6 hd trg. Con trong thuong mai dién
tir, mic du twong tac truc tiép van 13 mot lya chon khong thé bé qua, chling ta hoan
toan c6 nhiing lwa chon don gian hon, tiét kiém chi phi hon va gia ting nhiing trai
nghiém cho khach hang nhiéu hon. Vay chim soc khach hang truc tuyén 1a gi?

Vé6i sy phat trién cta Internet, sy tuong tac giita nguoi tiéu ding va nha
cung cap la rat d& dang va nhanh chong. Doanh nghiép khong chi chu trong vao
viéc cung cp san pham t6t ma cham séc khach hang 1a yéu té quan trong hang dau
va quyét dinh dén sy thanh cong ciia doanh nghiép.

Céc doanh nghiép c6 thé cham soc khach hang thong qua cac hinh thirc:

- Cap nhit thong tin trén trang mang: diy 1a noi ma khach hang co thé tu tim
hiéu cac thong tin lién quan dén doanh nghi¢p va cac san phém dich vu. Ban
can cham soc cac nodi dung va bd cuc, trinh bay cua trang mang minh that tot.
Website 12 bo mit ctia cong ty, mot trang mang chat lugng s& dé lai nhiéu 4n
tugng voi khach hang.

- Thuwong xuyén phic dap nhirng cau héi cia khach hang: nhiing thong tin
thic mic cua khach hang ban phai tra 101 mot cach nhanh chong va chinh xAc.
Ban nén xay duyng mot sé cdu hoi thuong gip va muyc tim kiém dé khach hang

dé dang tim duoc nhitng thong tin khach hang can.

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart 32



Truong Pai hoc Hoa Sen Bio céo thyc tap tot nghiép

- Hd trg qua email: day 13 hinh thic hd trg phd bién va mang lai hiéu qué cao.
Trong doanh nghiép nén c6 mot bd phan phu trach viée tiép nhan va phan hoi
thong tin cuia khach hang.

- Hb trg qua dién thoai: Viéc ho tro qua dién thoai sé& tao duoc su tin tudng tir
phia khach hang, luén sin sang hd tro bat ctr khi nao khach hang can.

- Dién dan thio luin: 13 cong cu chim soc khach hang than thién, khach quan.
Pay 14 noi ma bat ky khach hang nao ciing c6 thé tra 161 dugc cac cau hoi thic
méc cua cac thanh vién khic. Didu d6 sé gitip cho cong ty tiét kiém dugc thoi
gian va nhan luc cho viéc hd trg khach hang. Chim soc khach hang s& quyét
dinh doanh thu ctia doanh nghiép. Khi khach hang hai long véi dich vu cua ban
thi viéc khach hang tim dén véi ban nhitng 1an sau 1a diéu tat yéu. Hiy cung
cap cho khach hang nhiing diéu ho mudn va ban s& nhan dugc thanh qua xting
dang.

(Nguén: http://www.bin.vn/xem-faq/116/cham-soc-khach-hang-truc-tuyen-nhu-

the-nao)

3.3. Huéng giai quyét vin dé
Theo co so 1y luan vé& cham séc khach hang truc tuyén, viéc “cap nhét
thong tin trén trang mang”, “tao ra dién dan thao luin” di duoc Co.opmart
thuc hién tdt, tuy nhién viéc két hop “thwong xuyén phic dap nhitng ciu héi
ciia khach hang” va “hd trg qua email” chua duoc khai thac phu hop, cong véi
cac 1y do dd néu trong phan “Ly do chon dé tai”, t6i dua ra mot s6 hudng giai

quyét cho cac van dé nay nhu sau:

3.3.1. Xay dung muc “Y Kkién khach hang”

- Trén “Co.opmart — Ban cia moi nha”, trong phﬁn cac ndi dung nhu: Hinh anh,
khuyén mii..., tao mot muc méi voi tiéu dé “Y kién Khach hang”.

- Muc “Y kién khach hang” s€ nam ké bén muc “Khuyén mai”, c6 mau chu dao
la mau hong (1 trong 3 mau chu dao ctia bd nhan dién thwong hiéu méi cua

Co.opmart). Trén d6 c6 dong chit “Y kién khach hang” nhu hinh dudi.
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@ Co.opmart - Ban cia mgi nha Timefine ¥ Now ~ Admin Panel |

C0.0pFnort
b hog e Cuédc thi

e ‘
[30’1 cdn on

~ 0/12 Ci0)

l Cung Co.opmart tdn vinh va tn an tit ca
nh\"mg ngudt phu nir da yéu thuong va
. PEn t3m cham sbc gia dinh
Tu ngay 05/11 dén 25/11/2012 >
Co.opmart Ban cua moi nha v Liked | | Message 3 ~ |

Retad and Consumer Merchanx

cooomutq&nbo Aa‘&soc-homhhgbhp.u‘bwn
& thiu héu. Ching t5i lun nd e ¢ 880 thim mang ki s
hi 50g &t ich thift thue cho khich hang va cdng Sng.

About

Hinh 17 — Vi tri du" kién clia muc “}" kién KH”

Y kién khach hang

Chung t6i lubn mong muén
dwoc lang nghe nhitng
chia sé ctia ban dé phuc vu
ban ngay mot tét hon

—

Tigu dé:

Noi élung:

Ho #&n khéch hang:
Dia chi lién lac:

86 dien thoai:

Ching #5i s& #ra 101 phan hoi clia ban #rong thoi gian som nhat

Hinh 18 — M6 phdng muc “Y kién khdch hang”
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Muc dich ctia muc “Y kién khach hang”: 1a cong cu gitp khach hang tién loi

trong viéc guri cau hoi, thic mac, y kién cua minh vé san phém/dich vu cua
Co.opmart. Giup Co.opmart thuan tién trong viéc téng hop ¥ kién thic méc cta
khach hang. La ciu ndi ctia doanh nghiép va nguoi tiéu ding.

- Khi khach hang nhip chudt vao tab ndy, fanpage lap tic dan dén trang noi
dung nhu hinh bén duédi. Khach hang s& nhap ndi dung cdu héi, thic mic cia
minh kém theo théng tin lién hé dé Co.opmart thuan loi trong viéc phan héi lai.

- Sau khi khach hang nhép xong ndi dung va nhan “Gui”, thic méc cua khach
hang 1ap thc duwoc gui vé hé théng thu dién  ti:
hethongcoopmartvn@gmail.com.

- Quan ly email Co.opmart (1a t6i) s& tiép nhan thic méc, gui qua phong

marketing ctia Co.opmart dé nhan cau tra 15i va hoi dap lai cho khach hang.

3.3.2. Phan loai cac ciu héi cia khach hang
Muc “Y kién khach hang” ra doi giup thuén tién va rat ngan thoi gian
phan hoi cho khach hang. Tuy nhién dé chi la van dé vé hinh thirc cham soc
khéch hang. Vi vay sau 2 tudn chay muc “Y kién khach hang”, t6i phat hién ra
viéc phat hién va giai quyét triét dé can co xuat phat ciia cac thic mic d6 méi
13 van d& quan trong. Liéu van dé ma t6i vira giai dap cho khach hang A c6 xay
ra cho khach hang B nao d6 khong? Va lam cach nao dé phan loai cac cau hoi,
thic mic d6 xuit phat tir nhitng vin dé chung nao, tir nhitng khu vuc cu thé
nao. Tir d6 toi nay ra ¥ tudéng can bd sung mot sb cong cu trong muc “Y kién
khach hang” nham gitip t6i dé dang phan loai thac mac cua khach hang:
Trong muc ndi dung thic mic, thay vi chi ¢ mot khung tring cho khach
hang d4anh ¥ kién ctia minh vao, t6i s& bo sung thém cac myc nhu:
= Khu vyc/siéu thi va khach hang thudng dén
= Cac thic mic thudc van dé nao: khuyén mai, chiét khau, chat
lwong san pham,...
= M5 ta chi tiét: khach hang s& mé ta van dé, thic méc clia minh cu

thé trong muc nay
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Khuydn mbi mds nhifit ¥hach hing thén thidt Ndu gi héem ray Co.opmart odn nhds ¥ kita khach hdng

. Chdng t6i ludn mong mudn
dugc lang nghe nhing
chia sé cfila ban dé phuc vu
ban ngay mot tét hon

—t
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T | © Qua Té

B3 Ris Viing Tau O Chét lvong san pham, dich vu

Bic Can 4 !

Bic Giang T O Phong céach phuc vy
Bac Ligu O Khac

Bac Minh

M5 ta chi tiét:

HOva tn * £nén thom * Emal ~

Ching 1 84 ¥ 101 padn ndl <3 ban trong thir! glan 30m ahat m

Hinh 19 — Mé phong muc “Y kién khdch hang” véi nhitng cong cu moi

3.3.3. Panh gia mirc dd hai long ciia khach hang sau khi da dwogc phén hi
Sau khi tong hop v kién tir khach hang va phan hoi cho ho, liéu khach
hang c6 hai 1ong v6i phan hdi d6 hay khong? Cau hoi ndy s& phan nao dé dang
duogc giai dap néu khach hang c6 hdi dap lai vé su hai long hay khong hai long
cua ho, nhung chi 10% khach hang khong hai long vé1 san pham/dich vu 1én

tiéng, vay lam sao dé biét duoc 90% khach hang con lai c6 hai long hay khéng?
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Can c6 thém mot cong cu dé danh gia mirc do hai 1ong cua ho ddi véi cac phan
héi tir Co.opmart, t6i da dé xut nhu sau:

- Cudi méi thu dién tir hoi dap lai cho khach hang, s& c6 mot khao sat nhd nham
biét duoc khach hang c6 hai long vdi cau tra 11 hay khong.

- Khao sat nay s¢ dugc cai dat tu dong giéng vo1 chit ki ty dong cudi mdi thu
dién tir cua Gmail.

- Khao sat gdm 5 thang: Hoan toan khong hai long, Khong hai long, Binh
thuong, Hai 1ong, Hoan toan hai long.

- Sau khi khach hang nhan duoc phan hoi tir Co.opmart, khach hang chi phai bo
ra mot khoang thoi gian ngan dé nhap vao lya chon minh mubn, két qua s&

dugc guri vé hé théng thu dién tir cua siéu thi.

tranlocbu@gmail.com Dec 1 -

Tiéu @& Thy méi Nhan qua tét
NGi dung: Nhan qua tét phai c6 Thu mdi Nhan qua tét mét duoc phai khdng, Toi khdng c6 thu méi cé duoc nhan hay khdng?
Ho va tén: Tran Ldc

Bién thoai: 0975042809

Email: {ranlocbuPomad com

Co.opmart Supermarket <hethongcoopmartm@gmad com> Dec 3 o

Ban Léc thin mén

Néu ban khéng c6 Cim nang mua s3m do Co.opmart giri (c6 thw méi nhdn qua Tét) thi ban vui long mang thé khach hang va CMND
toi siéu thi Gdng ky sinh hoat 8¢ nhdn qua Tét nhé

Luv y: chuong trinh nhén qué Tét chl dp dung vér Khdch hang TV va VIP théi ban nhé

Chdc ban ludn wi

Ban vui long danh # thoi gian danh gis phan hoi cla chung 101, hay click vao lra chon ma ban thay phi hop:
a g g g g 'J J
O Hoan todn khong hai long
Chiss posaacs
O Khong hai long
inh thuony
O Binh thuwong

@ Hai long

Sna
L s

O Hoan toan hai

Hinh 20 — M6 phdng ban khdo sdt nhé sau méi phan héi giri dén khéch hang

(Nguon: hethongcoopmartvn@gmail.com)
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3.4. Phén tich hiéu qua ciia cac giai phap sinh vién dé xuit

> V& viéc xdy dung muc “Y kién khach hang” trén trang ngudi him m ciia

Co.opmart

Sau khi xem qua nhitng y kién, mo6 phéng vé muc “Y kién khach hang”,

Co.opmart da dong y xay dung muc nay voi mong muon s€ nhanh chong va

thuan loi héa qua trinh tiép nhan ¥ kién, phan hoi cua khach hang. Muc v kién

khach hang dugc xay dung va thém vao nhu hinh dudi:

Co.opmart Contact from kieuphuongcantho@yahoo.com nbox

kieuphuongcantho@yahoo.com Dec 4 (10 days ago)

to me |~

Tiéu dé: Loi cam on

n |

Nai dung: SaiGon Coop :\" Ban cla moi nha\" That su ding nghia bé&i vi SaiGonCo.op tlr khau nhan hang cho dén khau cung cap hang cho
khach déu ding nghia rat nhiét tinh va khdng mang dén loi ich cla rigng minh. Biéu d6 da lam cho téi ¢6 cai nhin nhan tot vé sw cla B phan
lanh dao va s két hop t‘c‘:t cta anh chi em CBCNV, d6 ciing chinh |a nhiing giéu hay ma chiing tdi can phai hoc héi kinh nghiém dé lam
hanh trang trong cudc séng cho riéng minh. Chuc SaiGon Co.op luén dat nhiéu thanh céng thang loi méi trong nam Quy Ty 2013. Khach

hang Vip SaiGoncoop

Hinh 21 — Phan hoi ciia khdach hang dwoc givi dén tir tab Y kién KH”

5]

Ll

(Nguon: hethongcoopmartvn@gmail.com)

- Nhin chung, myc “Y kién KH” dat duoc nhiéu thanh cong tréng thay, nguoi

tiéu dung ctia Co.opmart c6 co hdi dugc dua Ién tiéng ndi, y kién cua minh va

Co.opmart cting ¢6 co hdi hiéu hon vé nguoi ti€u dung cua siéu thi.

- Tir @6, Co.opmart ciing da cai thién thoi gian phan hdi cho khach hang: trong

vong 24 gio ké tir khi nhan duoc thic méc cua khach hang.

- MObi ngay cé trung binh 8-10 thu dién tir tr khach hang giri dén

hethongcoopmartvn@gmail.com, trong d6 da s6 1a cac cau hoi vé:
o Thé thanh vién
o Chiét khau thwong mai
o Qua Tét

o Chéat luong san phém, dich vu

Pé tai: Dich vu cham soc khach hang truc tuyén cua si€u thi Co.opmart
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G’ ]7Co.opmart - Ban cia moi nha Timeline ¥ HNow vr‘ ‘7Admm Panelr‘

=/ Giang Sinh

Happy New Year 2013

450 23"2222 glam gia

t 50z 0%

Co.opmart - Ban cia moi nha + Liked | | Message # ~ |

19,738 likes - 15,173 talking about this

Retail and Consumer Merchandise =

Co.opmart gan b6 va cham sdc khach hang bang su tan tdm =

& thau hi€u. Ching t8i ludn nd luc cai ti€n nhdm mang lai su J '¢] —————— !
hailong &lgi ich thi€t thuc cho khdch hang va cdngdéng. & / ) 7% /‘ A

Khuy&n mai

About Photos Tim Co.opmart

Hinh 22 — Muc “Y kién khdch hang” khi dd hoan thién

(Nguon: facebook.com/hethongcoopamrtvn)

o.cpmart gln nhds ¥ ki@ khach hing

Khuydn mbi mds nhit ¥Xhach hing than thidt Hdu gi hém ray

Chding t6i ludn mong mudn
duge lang nghe nhing
chia sé cia ban dé phuc vu
ban ngay mat tét hon

—

.':?. Thic mbe * ) ¥ lusing 1) Phian nan (W) Harlong
Tida 08 |

¥rép nd:i dung

Ho va tan ~ Enén thox =~ a7

Cning 19 5 & ¥3 107 pnan hd: ci3 ban trong o glan 6™ nhat m

Hinh 23 — Noi khdch hang nhdp ndi dung thic mdc

(Nguon: facebook.com/hethongcoopmartvn)
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> Vé viéc phan loai cac ciu héi ciia khach hang
Pé xuét bd sung cong cu vao muc “Y kién khach hang” dugc danh gia cao vi
dé xuét da:

- BO6 sung mot cong cu hitu ich trong viéc phan loai y kién cua khach hang

- Biét dugc nhitng thic mic cua khach hang xuét phat tir nhitg nguyén nhan
nao, tr khu vuc nao

- D@ dang tim ra phuong an nham gidi quyén triét dé cac van dé do, giup
Co.opmart phuc vu khach hang t6t hon

- Tién téi dat dwoc muc tiéu th 3 trong 3 muc tiéu xdy dyng nén trang
“Co.opmart — Ban ciia moi nha”: N§ lwc cai tién nhim mang lai sy hai
long & loi ich thiét thue cho khach hang va cong dong.
Tuy nhién, do dé xuit mdi dugc dua ra gan ddy nén van dang trong qué trinh

thuc hién, chua c6 san pham cu thé dé danh gia mac dg thanh cong cua dé xuat.

> Panh gia mic do hai 1ong cia khach hang sau khi da dwoc phan hdi
Phuong 4n nay van dang duoc xem xét vé murc do kha thi cling nhu giai phap

ky thuat dé thyc hién.
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PHAN 4: KET LUAN

Sau gan 4 thang dugc 1am viéc trong moi truong thuc té tai cong ty TNHH Tu Vén

Ngoc Luc Bao, t61 da dac két dugc mot s6 dieu nhu sau:

Cong ty TNHH Tu van Ngoc Luc Béo 1a mét cong ty c6 uy tin trong méang
truyén thong ky thuat s, di va dang lam viéc véi nhiéu ddi tac 16n nhu
Samsung, Co.opmart, Holcim, Sharp, Air France, Heineken. Vi vay trong qua
trinh 1am viéc, t6i c6 dip tiép can véi nhitng du 4n 16n, nhitg con ngudi lam
cong viéc truyén thong chuyén nghiép. Viéc d6 hd tro t6i rat nhiéu trong viéc
dinh hinh cong viéc ma t61 phu hop hoac yéu thich, gitp t6i dinh hudéng ro nét
cong viée truyén thong/chiéu thi trong thuc té.

Nhitng cong viéc ma toi da thyc hién trong by phan khach hang ciling nhu
truyén thong cong dong dd gitp t6i dinh hinh r& nét nhitng coéng viée vé
marketing néi chung va truyén thong ki thuat s néi riéng. Bén canh d6, nhimng
cong viéc giup toi trang bi ki ning co ban nhu: tinh can than, kién nhan, kha
ning tong hop va chit loc thong tin can thiét, phan tich sd liéu,...

Chuyén dé ma t6i thuc hién 1a cong viéc toi tim dac nhat trong sudt qua trinh
thuc tap. Pay ciing 13 cong viée dau tién ma t6i duoc giao toan quyén xu 1y,
dong nghia véi viée trach nhiém déi voi cong viée cang duoc nang cao. Toi da
cd ging hét stc dé trang ngudi hAm mo cta Co.opmart dung nghia tré thanh

cau noi gitra Co.opmart va ngudi tiéu dung cua ho.

Bén canh do, muc d6 dat dugc ciia nhitng muc ti€u ban dau ma t6i dé ra nhu sau:

Muc tiéu 1: Hoa nhap vao méi truong lam vi¢c cia doanh nghiép — 80%
Muc tiéu 2: Tao mbi quan hé tdt voi nhan vién cong ty — 80%

Muc tiéu 3: Hoc héi, tim hiéu vé cac cong viéc — 70%

Muc tiéu 3: Hoc héi, tim hiéu vé cac cong viéc trong thuc té - 80%

Muc tiéu 4: Ung dung nhiing kién thirc da hoc, ki ning vao cong viéc — 70%
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- Muc tiéu 5: Hoan thanh tbt nhitng cong viéc duoc giao, hoc tip va rit ra kinh

nghiém khi lam viéc — 90%

Mic du chua that su hoan thanh mot cach xuit sic nhirng muc tiéu da dé ra, toi van
cam thay hai 10ng voi nhitng cong viéc va nhitng kinh nghiém t6i dat dugc trong subt
qua trinh thyc tip. Khoang thoi gian tuy ngin nhung da cho t6i nhirng trai nghiém that

su quy bau, giup t0i vitng vang hon trudc con duong dai day chong gai phia trude.

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart 42



Truong Pai hoc Hoa Sen Bio céo thyc tap tot nghiép

TAI LIEU THAM KHAO

- www.digitalmarketing.vn

- Www.co-opmart.com.vn

- www.google.com.vn

- Emerald Digital Marketing — Credentials & Services — 2012

- www.khuyenmai.phuotchauau.vn

- www.phuotchauau.vn/diemdenlytuong

- www.noti5.vn

- Wwww.eva.vn

- www.phunuonline.net

- http://www.facebook.com/hethongcoopmartvn/app _550071375019647

- http://apps.emerald.vn/coopmartcontest/admcm

- www.facebook.com/hethongcoopmatvn

- hethongcoopmartvn@gmail.com

- http://www.bin.vn/xem-fag/116/cham-soc-khach-hang-truc-tuyen-nhu-the-nao

- http://marketing.24h.com.vn/digital-marketing-24h/social-media-marketing/ky-
1-social-media-la-gi/

- www. facebook.com/hethongcoopmartvn

- Tai liéu “Quadn tri quan hé khach hang” — Giang vién Tran Thanh Toan — Dai
hoc Hoa Sen

- Tai liéu “Cham séc khach hang” — Giang vién Truong Quang Cam — Pai hoc
Hoa Sen

- Ngudn: Bdo cao vé thi trudng marketing K¥ thuit sb cua Netizen Viét Nam

nam 2011
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NHAN XET CUA CONG TY
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NHAN XET CUA GIANG VIEN

DIEM SO
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THONG TIN LIEN HE CUA SV

- Ho va tén: Pham Tran Ha An

- MSSV: 091027

- Lop: MKO091

- Nganh: Marketing

- Khoa: Kinh té thuong mai

- S dién thoai: 0933 077 091

- Diachi: 3/13 Phan Van Stru, P.13, Q.Tan Binh, TP.HCM

Dé tai: Dich vu chim s6c khach hang tryc tuyén cua siéu thi Co.opmart

46



	TRÍCH YẾU
	LỜI CẢM ƠN
	DANH MỤC HÌNH ẢNH
	DẪN NHẬP
	PHẦN 1: GIỚI THIỆU DOANH NGHIỆP
	1.1. Giới thiệu doanh nghiệp
	1.1.1. Tổng quan công ty
	1.1.2. Quá trình hình thành, phát triển
	1.1.3. Khách hàng của công ty

	1.2. Quy mô sản phẩm, thị trường
	1.2.1. Quy mô sản phẩm
	1.2.2. Quy mô thị trường Marketing Kĩ thuật số (Digital Marketing)

	1.3. Sơ đồ tổ chức
	1.4. Sơ lược chức năng của các bộ phận
	PHẦN 2: CÔNG VIỆC THỰC TẬP
	2.1. Sơ đồ tổ chức bộ phận thực tập
	2.1.1. Bộ phận khách hàng (account)
	2.1.2. Nhóm truyền thông cộng đồng

	2.2. Công việc thực tập
	2.2.1. Hỗ trợ quản lý chương trình khuyến mãi của hãng hàng không Air France
	2.2.2. Báo cáo Heineken về việc giám sát theo dõi cộng đồng
	2.2.3. Chương trình “Trân trọng cảm ơn khách hàng” của Co.opmart
	2.2.4. Chuẩn bị nội dung cho trang www.biquyetkhoedep.vn của Sharp

	PHẦN 3: CHUYÊN ĐỀ THỰC TẬP
	3.1. Tổng quan đề tài
	3.1.1. Giới thiệu sơ lược về siêu thị Co.opmart
	3.1.2. Tổng quan về đề tài
	3.1.3. Mục tiêu

	3.2.Hiện trạng của chuyên đề
	3.2.1 Lý do chọn chuyên đề
	3.2.2. Cơ sở lý luận

	3.3. Hướng giải quyết vấn đề
	3.3.1. Xây dựng mục “Ý kiến khách hàng”
	3.3.2. Phân loại các câu hỏi của khách hàng
	3.3.3. Đánh giá mức độ hài lòng của khách hàng sau khi đã được phản hồi

	3.4. Phân tích hiệu quả của các giải pháp sinh viên đề xuất
	PHẦN 4: KẾT LUẬN
	TÀI LIỆU THAM KHẢO
	NHẬN XÉT CỦA CÔNG TY
	NHẬN XÉT CỦA GIẢNG VIÊN
	THÔNG TIN LIÊN HỆ CỦA SV

