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Béo cao Thuc tap Tét nghiép Lop MKO091

Trich yéu

Budc vao thé ki 21, sinh vién ngdy cang ning dong va mudn thé hién ban than, mubn
thoat khoi giang dudng dai hoc dé chiém nghiém thuc té qua cudc séng cua mot ngudi di lam.
Chinh vi vay ma thuc tap nhan thic dugc xem nhu 1a mét co hdi tdt dé sinh vién tiép xuc voi
moi truong doanh nghiép, va thuc tap tét nghiép chinh 1a budc ngodt dau tién dé moi sinh
vién déu duge bude dau lam quen v&i nhitng cong viéc that sy ma sau khi ra truong sé phai
lam. Tuy nhién muc dich ctia mdi sinh vién qua dot thuc tap tot nghiép nay ciing c6 phan khac
nhau. Ban than toi, t6i mubn tim hiéu nhitng hoat dong marketing thuc té tir mot doanh
nghiép, mudn duoc trai nghiém va dp dung nhing diéu t6i da hoc hoi duoc & truong 16p. Qua
nhiing cong viéc 1am hang ngay, t6i dd bo sung thém dugc kién thirc marketing thyc té cua
minh rat nhiéu. Bén canh d6, t6i da dan quen dugc moi truong lam viée trong mot cong ty,
tiép xuc va lam quen duogc cudc séng ctia mdt nhan vién. Va mét diéu cling quan trong khong

kém chinh 1a t61 mé rong dugc moi quan h¢ ciia minh.

Dé tai: Phan tich Relationship Marketing vé Customers ctia DSquare i
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Loi cam on

T6i xin gui 101 cdm on chan thanh dén nha truong da tao co hoi cho t6i dugc tiép xuc
va lam quen voi méi truong doanh nghiép, ciing nhu tiép thu dugc nhiéu tri thirc quy bau
trong dot thuc tap tot nghiép nay. Pic biét, toi xin duoc cam on thiy Truong Quang Cam VA
anh Truong Nhu Qudc Khiém — Giam ddc Diéu hanh DSquare — di dinh huéng cho t6i lam
bai bao cao nay mot cach co ké hoach va logic.

Tiép dén, t6i xin cam on Ban Lanh dao Cong ty CP Quang c&o Truc tiép Binh Phuong
(DSquare) di tao moi diéu kién thuén loi nhét dé t6i duoc thuc tap tai quy cong ty. Va cudi
cung, 101 cam on to 16n nhét, ti xin dugc giri dén tap thé cac anh chi ¢6 chu trong Cong ty CP
Quang c&o Tryc tiép Binh Phuong (DSquare) di nhiét tinh gitip d& toi trong sudt qué trinh

thuc tap.

Dé tai: Phan tich Relationship Marketing vé Customers ctia DSquare ii
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Dan nhap

Nim trong khuon kho coa chuong trinh dao tao - “Dao tao xen k&” ctia truong Pai hoc
Hoa Sen, thyc tap tot nghiép 1a mot chuwong trinh dao tao rat thyuc té ké hop giita hoc 1y thuyét
tai nha truong va tiép xuc tai moi truong doanh nghiép, tao diéu kién cho sinh vién dugc lam
quen v6i méi trudng doanh nghiép ciing nhu tiép xtc voi cac hoat dong thuc té cua cong ty
thyc tap. Chinh vi vay, véi mé hinh nay, trong nhiéu niam qua, véi su nd luc cua tap thé giang
vién va nhan vién, sinh vién tot nghiép cta trudng ludn dap tmg duoc yéu cu cua xi hoi, dam
bao ngudn nhan luc c6 chit lugng trong nhiéu nganh nghé. Tir nhitng két qua kha quan mang
lai cua viéc thuc tap, toi cling déng hanh cung nha trudng vach ra mdt s6 muc tiéu cu thé va
nhimg muc tiéu cho ban than minh trong dot thyc tap nay, tir 12/09/2012 dén 23/12/2012:
» Muyc tiéu 1: Hoi nhap vao moi truong thuc té cua doanh nghiép.
» Muyc tiéu 2: Van dung nhiing kién thtrc can ban di hoc sau 4 nam hoc vao cong
viée thuc tién tai doanh nghiép.
» Muc tiéu 3: Quan sat cac hoat dong cia doanh nghiép.
> Muc tiéu 4: Tim hiéu vé cac goi san pham cua doanh nghiép.
» Muyc ti€u 5: Hoc hoi kinh nghi€m thyuc té, nhing chi dan bd ich tur phia doanh
nghiép.
» Muc tiéu 6: Phat hién nang lyc va han ché cua ban than trong quéa trinh thyc
tap & doanh nghiép dé kip thoi bd sung va hoan thién tét hon.
» Muc tiéu 7: Thuc hién tbt cong viéc dugc giao tai doanh nghiép thuc tap.
» Muc tiéu 8: Thuc hién tt moi quy dinh cta trudong va cta don vi thyc tap.
> Muc tiéu 9: Cai thién tt hon k¥ ning 1am viéc.
> Muc tiéu 10: Cai thién cac ki ning mém ciing nhu hoc hoi cc ki ning mém
khac.
» Muyc tiéu 11: M6 rong mbi quan hé va co thé dem vé cho truong mot dau nhén
thyc tap co chét luong tdt.
Nhitng muc tiéu co ban ndy s& xuyén sudt trong qua trinh thuc tap va 1am kim chi nam
cho hoat dong thuc tap cuia t6i tai don vi thuc tap dé cong viée thyc tap dugce tién hanh hiéu

qua hon.

Dé tai: Phan tich Relationship Marketing vé Customers ctia DSquare \Y
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1. Tong quan Doanh nghiép thuc tap - Cong ty CP Quéng cio
Trwec tiep Binh Phwong (DSquare)

SQUARE

DsOuaARE
(Nguon: www.dsquare.com.vn) (Nguon: www.dsquare.com.vn)
Hinh 1: Logo DSquare Hinh 2: Logo Square Group

Véi niém dam mé trong viéc xay dung méi lién két manh mé voi nguoi tiéu dung,
DSquare tin ring nén tang digital dong mot vai trd rat quan trong trong thi truong tiép thi hién
nay. DSquare bat dau voi mot niém tin rang Web chi 1a mot kénh cho noi dung digital. Tir tro
choi twong tac trén dién thoai di dong cho dén cac hoat dong xay dung thuong hi¢u cong dong
va ca cac chién dich quang cdo truc tuyén, DSquare lién tuc tim kiém cac hinh thirc mé&i dé
tuong tac voi nguoi tieu dung. DSquare ludn cb ging dé tao ra nhimg trai nghiém tha vi cho
ngudi tiéu ding ciing nhu cung cdp cac thong tin hitu ich cho ho. La mot phan cia Square
Direct Communication Group, DSquare dong gop vao danh sach cac dich vu BTL cua Tap
doan voi ba mang hoat dong: Tele-Marketing, Database Marketing, Digital Marketing.

(Nguon: So tay nhén vién DSquare)

1.1. TAm nhin
Trg thanh mot cong ty xuat sic, dat chuan myc qubc té trong linh vuc truyén thong
truc tiép.

(Nguon: So tay nhén vién DSquare)

1.2. St ménh

Sang tao chuyén nghiép két hop voi su chuyén biét hda cao do trong tung linh vuc
hoat dong.
(Nguon: So tay nhén vién DSquare)

1.3.  Qua trinh phat trién
Anh Pham Hoang Théai Nhiém (Cha tich Hoi dong Quan tri Square Direct

Communication Group) gip mot ngudi ban cii 12 anh Truong Nhu Quéc Khiém, khi d¢6 dang

tim kiém dbi tac dé thanh lap cong ty cung cap dich vu digital marketing, mot khai niém

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 1
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rat méi d6i véi nhiing thanh vién cua Square va Biz-Eyes.

Hinh 3: Bén ngoai cong ty

Sau ba thang xay dung ké hoach kinh doanh, ngay 10/09/2009 Square va anh
Truong Nhu Qubc Khiém quyét dinh thanh lap DSquare, hoat dong trong linh vuc digital
marketing, cung cap céac dich vu tiéu biéu nhu microsite building, social network,
call center, tele-marketing... Anh Pham Hoang Théi Nhiém la chu tich Hoi dong Quan Tri
va anh Truong Nhu Quédc Khiém 1a téng giam déc.

(Nguon: Sé tay nhdn vién DSquare)
1.4. Quy md, co cau san pham, thi trwomg

1.4.1. Quy md, co' cau san phim

Product (san phcfm)

La mot thanh vién cua Square Direct Communication Group, DSquare tu hao la mot
thuong hiéu chuyén nghiép-mot nguoi ké chuyén truc tuyén (online-story-teller) cho phép
khach hang két ndi véi ddi twong cdng chiing muc tiéu cua ho bing céch tan dung sic manh

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 2
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cua truyén thong ki thuat sb. DSquare c6 nguyén vong di xa hon cung véi cac doanh nghiép
trong va ngoai nudc.

Digital Marketing

« Chién dich marketing truc tuyén

* Xay dung website/micro-site

« Social Media Marketing

* SEO/SEM

* Email Marketing

* Viral Marketing

Tele-Marketing

Vi d6i ngil nhan vién c6 kinh nghiém va duoc dao tao tét, Call Center cua DSquare
c6 thé xir Iy cac thong tin lién lac truc tiép qua dién thoai cho cac chién dich quang cao hay
cac sy kién dac biét. Dich vu ctia céng ty mé rong tir thiét ké chién dich thyc hién dén lién hé
ca nhan sau su kién véi thoi gian cbng cu dua trén web béo cao.

Database Marketing

Véi su hd tro cua Call Center va cac cong cu ki thuat s6 mai nhat, Dsquare c6 thé
gilp xa@y dung co s& dir liéu cua nguoi tiéu dung va thuc hién cac hoat dong CRM cd lién
quan, hd trg cac chién dich tiép thi va hoat dong ban hang cua khach hang.

(Nguon: So tay nhén vién DSquare)

Price (gid)

Digital 1d mot manh dat mau m& do thi truong dang c6 nhiéu nhu cau nhung hién tai
cling c6 kha nhiéu agency (cong ty mdi gidi dich vy trung gian) dang cung cép dich vu nay.
Tuy nhién khac véi cac agency khac, DSquare khong quan tdm dén viéc giam gia thanh céc
g6i dich vu dé thu hit nhiéu khach hang. Cai ma cong ty quan tdm that sy chinh 1a san pham
dich vu ma cong ty cung cip cho khach hang.

Dbi v6i nhitng khach hang ma da c6 dinh huéng vé ké hoach ciing nhu kinh phi cho
digital marketing, DSquare s& dwa ra mot ké hoach ap tmg dugc ca yéu cau 1an kinh phi ma
khach hang dua ra. Tuy nhién, bén canh ban ké hoach dép tmg duoc kinh phi nhu yéu ciu cua
khach hang, thi DSquare van thyc hién mot ban ké hoach khac ma tich hop thém mot sé cong
cu khac ma theo kinh nghiém va chuyén moén cua doi ngti nhan vién cong ty danh gié 1a sé
dem lai hiéu qua truyén thong t6t hon. Va ban ké hoach thir hai s& ¢ kinh phi cao hon dy tru

ban dau ciia khach hang.

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 3
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D6i v6i nhitng khach hang da c6 ban ké hoach digital marketing, ngan sach va yéu cau
DSquare tién hanh ban ké hoach dé thi cong ty s& nghién ctru k¥ va dé nghi thay ddi néu can.
Vi v6i kinh nghiém cta mét digital marketing agency chuyén nghiép thi DSquare c6 thé tu
véan nhirng céng cu khac hiéu qua hon cho ké hoach ma khach hang d3 dé ra.

Cubi cung, dbi voi nhimg khach hang ma chwa xac dinh duoc ca ngan sach 13n noi
dung ctia ké hoach thi DSquare s& 1én ké hoach theo dang danh sach mua sim (shopping list)
gdm rat nhiéu cong cu. Hay ndi cach khéc, trong ban ké hoach d6 s& c6 nhimg cong cu tdi
thiéu can phai c6 cho mét chién dich digital marketing va ngan sach tuong tmg, dong thoi sé
c6 thém mot sé cong cu khac dé khach hang chon lya thém. Trong qua trinh trinh bay y
tuong, bd phan Account s& thuyét trinh vé timg cong cu mot va s& tu van cho khach hang
hudng di dem lai hiéu qua truyén thong cao nhat.

Néu khach hang khong c¢6 nhiéu kinh phi hodc khéng mudn chi qua nhiéu tién cho
mang digital marketing thi c6 thé chon ké hoach v&i phan kinh phi vira phai hodc di dinh nhu
lac dau. Néu khach hang mubén day manh digital marketing va nham digital 14 mot trong
nhing kénh truyén thong chu lyc cia cong ty thi ho ¢ thé chon ké hoach thtr hai voi gia cao
hon di kém véi hiéu qua tdt hon. N6i cach khac, DSquare rat linh dong trong viéc cung cép

san pham dich vu cho khach hang tuy theo yéu cau cta ho.

Place (phén phéi)

Do tinh chat dic thu cua dich vu ma cong ty cung cap — digital marketing, nén moi
mang dich vu déu 13 ¢ trong mot thé gidi a0. Do d6 ma du & bat cr noi dau thi DSquare ciing
c6 thé tiép can dugc véi khach hang néi chung va ngudi tiéu dung noi riéng. Tuy theo yéu cau
ctia khach hang ma cong ty thuc hién cac ké hoach digital marketing, va tinh cho dén thoi
diém hién tai, DSquare da cung cép dich vu digital marketing cho mét sé nuéc trong khu vuc

Pong Nam A.

Promotion (tiép thi)

Du méi thanh 1ap duoc ba naim nhung DSquare ciing da tao dugc tén tudi va chd dimg
trén thi truong digital marketing Viét Nam hién tai. Do d6 ma cac khach hang tim dén
DSquare mdt phan 1a thdng qua ban bé giéi thiéu.

Bén canh do, vi 1a mdt thanh vién cia Square Direct Communication Group nén mot
phan cac dy an cua DSquare 12 tir cac cong ty khéc trong nhdm chuyén sang.

Nhung hién tai, phan 16n cac du 4n cua cong ty déu duoc dem vé tir ban Quan tri
(BOD) cuia cong ty. Do ¢6 nhiéu mdi quan hé nén ban Quan tri ¢6 nhiéu co hoi dé tiép can va

dem nhiéu khach hang vé cho DSquare.

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 4
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Va viéc tiép thi ciing khong thé thiéu sy gop mit ctia bo phan Account. Vi trén nguyén
tic thi bo phan Account s& 13 ngudi bang chuyén mén ciia minh phai xac dinh dwoc khach

hang tiém ning va lién hé voi ho dé dem hop dong vé cho cong ty.

1.4.2. Thi trwong
Thi truong digital marketing
SO nguoi st dung mang & Viét Nam da tang truong gap 100 lan trong vong 10 nam
qua, v6i hon 31 triéu ngudi dung. Viét Nam 1a mot trong nhitng qudc gia cé ty 18 tang trudng
ngudi dung mang cao nhit thé gidi. Va sd luong ndy dang c¢6 xu hudng ting cao hon nira
trong 5 nam t6i. S6 lwong ngudi ding déng dao 1a vay nhung thi trudng tiép thi tryc tuyén lai

rat han ch¢.

Theo thong ké cia TNS Media, nam 2011, tong
phi quang cdo trén cac phuong tién truyén thong dai
chung cia Viét Nam dat 16.357 ty dong, ting 24% so
v6i ndm 2010, trong d6 quang cdo truc tuyén chi chiém
4,89%, dat 800 ty dé)ng. Nhu vay, so véi cac phuong tién

truyén thong khac, quang cdo truc tuyén van chi chiém

mot phan rat nho trong tong ngan sach tiép thi ciia doanh
(Nguon: Google.com) nghiép Viét.

Hinh 4: Linh vuc Digital Du khong dat dugc doanh thu nhu mong doi,

Marketing (Hinh minh hoa) nhung hau hét cac chuyén gia déu cho rang thi truong

tiép thi truc tuyén ¢ Viét Nam van 1a manh dat mau mo

nhiéu tiém nang phat trién trong thoi gian téi. Hién tai, du thi phan tiép thi truc tuyén van con

rat nho, nhung sd lugng nha cung cdp quing céo tryc tuyén lai rdt dong dao nhu 1SC

Marketing, DSquare, Time Universal, Golden Digital, Emerald, Climax, Notch, Buzz
Digital...

Cung voi 6, tiép thi truc tuyén trén nén tang di dong ciing s& phat trién manh. Theo
danh gia ciia InMobi Quy 4 — 2011, di dong hi¢n la kénh truyén thong dugc ua thich nhét tai
Viét Nam, vuot qua tit ca nhitng kénh truyén thong khac 1a truyén hinh va may tinh dé ban.
Sé thué bao di dong ¢ Viét Nam ciling 1€n t61 116,2 tri€u thué bao, gép 1,3 1an dan sb. Sb
ngudi st dung di dong dé truy cap mang tai Viét Nam ciing rit cao, dic biét 1a nhitng ngudi

sir dung hé diéu hanh iOS va Android.

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 5
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Ban vé xu huéng tiép thi tryc tuyén trong nim 2013 cia doanh nghiép, ong Joe
Wheller khiang dinh, doanh nghiép nén tap trung vao tiép thi trén di dong. Tuy nhién cic cong
ty phai than trong. Di dong 1a mot nén tang khac biét, viéc guri tin nhan hay dit quang co
hién thi s& khong tin dung dugc wu thé cua nén tang nay. Thay vao d6, doanh nghiép nén tim
kiém cac co hoi tiép can khach hang theo dinh vi dia Iy — giup khach hang tim thiy san pham
ho dang c¢6 nhu ciu & ngay noi ho 0.

(Nguon:_http://marketing.24h.com.vn/digital-marketing-24h/marketing-online-24h/tiep-thi-truc-tuyen-
nho-ma-khong-bo-2/)

Thi trwong muc tiéu cua DSquare
- Segmenting (Phéan khdc thi trudng)

DSquare phan khuc thi truong theo nén tang tdm ly va hanh vi khach hang. Déi véi
viéc phan khiic theo tdm ly, céng ty phan chia khach hang dya vao cac biéu hién tam 1y cua
ho, nhu 1a cach nhin nhan gia tri cua digital marketing, s¢ thich vé marketing va cach thuc
marketing hién tai. Qua qua trinh noi chuyén va trinh bay cac ké hoach vai khach hang thi ban
Quan tri va Account c6 thé nam bat dugc mirc ho thau hiéu digital marketing ctia khach hang
nhu thé nao, cach ma khach hang nhan biét gia tri cua digital marketing trong hién tai va
tuong lai 1au dai, khach hang c6 thich thu va muén mo rong hé thong digital marketing cuia

doanh nghiép hay khong. Tir 46 ma DSquare c6 thé phan khiic khach hang theo tim 1y ciia ho.

Déi v6i viée phan khuc theo hanh vi khach hang thi qua quan sat hoat dong cta doanh
nghiép khach hang trén thi truong digital marketing c6 thé biét duoc 1a ho c6 mudn danh
manh hodc mé rong doanh thu dya vao hinh thirc marketing hay khong. Ngoai ra tan suat thuc
hién cac chién dich digital marketing ctia ho ciing cho chung ta biét 1a ho c6 phai mot doanh

nghiép chu trong digital marketing hay khong.

- Targeting (Xac dinh thi truong muc ti€u)

Hién tai, DSquare dinh hudng phan khuc va lyga chon thi truong muc tiéu theo chién
lugc tap trung. Thi truong muc ti€éu cua DSquare 1a cac thuong hi¢u 16n, c6 dinh hudng
marketing rd rang, ddc biét 1a c6 hiéu biét va danh gia cao linh vuc digital marketing. Boi vi
khi lam viéc v6i nhitng thuong hi¢u cé td chét nhu vay, tha nhét 1a do ho ¢6 kién thirc vé
digital marketing nén ho s& dé dang hiéu dugc nhimg gi ma DSquare tu van trong cac chién
dich marketing, dé dang hiéu duge cong cu nao la hi¢u qua va 1y do tai sao; thir hai 1a ho s€ c6
du tinh ngan sach phi hop cho cac goi dich vu ma DSquare cung cip. Pong thoi v6i nhimng
khach hang c6 dinh huéng rd rang va c6 tam nhin trong linh vuc digital marketing thi ho da

¢6 nhitng ké hoach marketing rd rang cho cong ty rdi, va khi DSquare tham gia vao dé tu van

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 6
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thuc hién mot chién dich digital marketing, thi ca d6i bén déu dé dang noi chuyén ciing nhu

dat dén thoa thuan trong cach lam viéc, dé dem vé 1oi ich cho ca hai bén.

- Positioning (Pinh vi)

DSquare dinh vi 1a mot cong ty co ding cap chuyén nghiép trong thi truong digital
marketing agency. Hién tai, chién luoc dinh vi thuong hiéu ciia DSquare 14 chién lugc két hop
gita gia, thudc tinh san pham, img dung san pham, va nhdm ngudi st dung. Vi DSquare, gia
ty 1€ thuan véi chét lugng san phém, thudc tinh san phém chinh 1a loi ich ma san phém dem
lai cho khach hang, ing dung san phim thé hién cong dung cua san pham, va cudi cung la
nhom ngudi str dung cé biéu hién duoc rang ho 13 ngudi hiéu digital marketing hay khéng, va
hiéu ¢ mirc d6 nao.

- Differentiation (Cac diém khac biét)

Diém khac biét dau tién ciia DSquare chinh 1a sy dang tin cdy, vi cong ty ludn cam két
dam bao khach hang s& duoc thoa man tron ven va khong phai lo ling ban tdm vé cong stic va
thoi gian cho nhitng dy 4n ma DSquare dang dam nhiém. Va dé dam bao su tin cay d6 thi
DSquare dé cao va tuan thu su tap trung, chuyén biét vé nhan su cho timg dy an cia ting
khach hang.

Piém khéc biét thi hai thi khong gi khac hon 1a su sang tao va doc ddo cua doi ngii
creative cia DSquare. Pay ciing 13 diém ma cong ty dang cb ging diy manh dé no c6 thé tro

thanh “nhing lién tudng doc dédo vé DSquare” trong tam tri khach hang vé cong ty.

Diém cudi cung lién quan dén gia ca cua cac ké hoach. Tuy DSquare khong phai 1a
cong ty cung cip dich vu digital marketing v6i gia ré nhat thi trudng, nhung Vi sao khéch
hang van tim dén v6i DSquare? D6 14 boi vi khach hang biét rang ho c6 thé hoan toan an tim

vo1 muc gia di kem véi chat luong ctia nhitng ké hoach ma DSquare dua ra.
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1.5. So dd té chirc

(Managing DirectoD
I
I ]
Gack Offic9 (Planning) < Account > <Production> < Operation >
{ Admin ) ( Team 1 } Producer
{ HR ) (TeamZ} Technical Media

{T & PropertD

Call Center

(Nguén: Sé tay nhan vién DSquare)

Hinh 5: So do t6 chirc DSquare

1.6. MO ta so lwgc nhiém vu cac phong ban

Managing Director 1a ban Giam ddc, co
nhiém vu quan 1y chung toan by hoat dong cua
cong ty, 1én cac ké hoach dinh hudng phat trién lau
dai cho cong ty. Pong thoi, ban Giam dbc ciing c6

trach nhiém kiém khach hang méi vé réi chuyén

cho bd phan Account ti€p quan. (Nguon: www.dsquare.com.vn)

Hinh 6: Anh Truwong Nhw Quoc Khiém
Gidm doc Piéu hanh DSquare
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Account 1a by phan ddi ngoai, nhan brief cta khach
hang. Pong thoi sau khi cong ty da dua ra dugc mot ké
hoach digital marketing hoan chinh thi Account phai di
trinh bay cho khéach hang va pitch véi cac agency khac dé
dem du 4n vé cho cong ty. Néu théng duoc du an do, thi

trong suot qué trinh thuc hién, Account phai la cu ndi gifra

(Ngudn: www.dsquare.com.vn) cac b phén con lai trong cong ty véi khach hang.

Hinh 7: Team Account

Cong viéc chii yéu coa Planning d6 1a khi
Account nhan thdng tin cia khach hang vé thi Planning
phai dua trén do dé dua ra duoc mot ké hoach hoan

chinh cho chién dich digital marketing. Sau d6, Planning

can theo Account di trinh bay ké hoach nay véi khach
hang va dau thau du 4n. (Nguon: www.dsquare.com.vn)

Hinh 8: Team Planning

Production chinh 1a 13i cbt yéu ctia mdi du an,
boi vi moi tu lidu dé lam nén mot chién dich digital
marketing hoanh trang déu phai nhd vao Production.
Noi cu thé hon thi Production 1a bd phan lam ra cac
website, micro-site, tmg dung, flash banner, thiét ké

hinh 4nh... Trong qua trinh 1am vi¢c thi Production

phai lién két chit ch& véi Account va Operation dé
(Nguén: www.dsquare.com.vn) chic chin 13 san pham ma ho 1am ra da dung véi yéu
Hinh 9: Team Production cau cua khach hang, cling nhu nhu cau cua cong

dong.
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Operation 13 bo phan sé& thyuc hién ké hoach khi
ma coéng ty di nhan dwoc hop dong. Ba mang cong
viéc chinh cua Operation 1a Community, Media va Call
Center. Ngoai viéc thuc hién ké hoach thi Operation la
bd phan tiép xuc truc tiép v6i cong dong, vi viy ma s&

hiéu nhét cong ddng nghi gi, can gi dé tir d6 diéu chinh

lai ké hoach ban dau, dé c6 thé xady dung mdt cach tbt
nhit cong ddng cho thuong hiéu cta khach hang. (Nguon: www.dsquare.com.vn)

Hinh 10: Team Operation

Phia sau cic bo phan phai tham du vao du 4n, thi cong ty ciing c6 mot bo phan nira dé
hd trg vé moi mat khac, do 1a Back Office. Pugc dé cap 6 so dd t6 chirc & trén, Back Office
gém c6 cac nhom nho hon la Admin, HR, Finance, IT & Property. Admin c6 trach nhiém
cung cap cac van phong pham can thiét cho nhan vién, dat phong hop, diéu hanh chung mang
ndi bd va thong tin cua mang ndi bd. Con nhiém vu cta HR thi khong gi khac hon 1a cham
sdc vin dé nhan su cua cong ty. Moi van dé vé thanh toan hop déng thi da c6 bo phan Finance
thuc hién. Cubi cung, IT & Property sé cham lo cho nhan vién néu laptop hodc may ban cua
ho gip van dé. Ngoai ra, nhiém vu quan trong nhit ctia bd phan nay 1a diéu chinh cho mang

n6i bo va mang mang ctia cong ty hoat dong trong tinh trang tt nhat.
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2. Cong viéc thuc hién

2.1. So dd té chirc b0 phan thuc tap

—/

[ Digital Manager

Digital Supervisor

Digital Executive

(Nguon: Sé tay nhdn vién DSquare)
Hinh 11: So d6 t6 chire bé phdn Operation

Hién tai, t61 dang thuc hién cong viéc thuc tap tai bd phan Operation cua DSquare.
Chtrc ndng cua bg phan Operation 1a thuc hién cac ké hoach ma bd phén Planning da hoan tat
va dugc duyét bodi khach hang.

Pau tién, Operation ¢6 nhiém vu tham gia vao qua trinh 1ap ké hoach ctia bo phan
Planning dé tu van vé cac cong cu digital marketing phu hop véi yéu cau cta khach hang. Bén
canh d6, Operation con c6 nhiém vu lam béo cao cho khach hang hang tuan va bao céo cudi
chién dich. Mot nhiém vu nita cta Operation 1a phai ¢d gang dam bao KPI (cac chi tiéu ma
khach hang dua ra) cta chién dich cho khach hang. Néu trong qué trinh thuc hién ké hoach
ma gip phai van dé hoic khung hoang hoic méi de doa tiém ning gi thi Operation ciing phai
tu tién liéu va giai quyét cho khach hang. Ngoai ra, véi kinh nghiém ciia minh, Operation can
phai thém ¥ kién ctia minh vao ké hoach dé diéu chinh hudng noi dung truyén dat phu hop vai

cong dong.
2.2. Cac cong viéc thuce tap

a. Tim va thwong lwgng gia véi influencers, hot fanpages
Mo ta cong viéc
Dau tién can dinh nghia lai ring influencers 1a nhitng nguoi choi facebook ma c6 trang
c4 nhan kha ndi tiéng, thu hut dugc nhidu sy quan tim cua cong dong, va ho s& 13 nhimg
ngudi c6 tam anh hudng 1én cong dong dang twong tac trén trang ca nhan cua ho. Con hot

fanpage 1a nhiing trang fanpage ciing kha noi tiéng va c6 nhiéu thanh vién trong cong dong.
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Péi voi influencers: Bat dau tir danh sach ban bé cia Facebook ca nhan, tim kiém
nhitng ngudi choi Facebook tiém ning ma c6 lién quan dén linh vyc ma can tim influencers.
Sau khi d3 chon ra dugc mot s6 nguoi choi Facebook tiém nang roi thi sé tir Facebook cua ho
ma tim kiém céc influencers ding theo tiéu chuin ma ké hoach dé ra. Thong thuong, dé c6 thé
lam influencers thi nhirng nguoi choi Facebook d6 phai cé luong ban bé trén 1000 nguoi,
tuong tac phai cao (khoang 25 yéu thich, 25 binh luan cho mdi post), va nhit 1a phai hoat

dong Facebook tich cuec.

Sponsored &
Hung Phat USA

Mobile Uploads

Back ta Al - Thiy's Mitos - Thiy's Timeline

Thu Thisy Nguy&n Tim zech x5 ne
Seturday of 2:37am - Lke

ala Phuongleint g »,m‘
Hinh 12: Anh chup man hinh post ciia mét influencer

Tuy nhién ciing con tuy véo timg thuong hiéu, timg ké hoach, timg khoang kinh phi
cho influencers cia timg du an ma quy dinh lai tiéu chi ctia influencers. Budc tiép theo 1a tim
thong tin lién lac cta ho, gdm co sé dién thoai va e-mail. Néu tim thay thong tin s6 dién thoai
thi s& ghi cha lai dé sau qua trinh tim kiém thi goi dién thuong luong gia. Nhung néu khong
tim thay nhiing thong tin trén thi phai ghi mot tin nhin trén Facebook ciia nguoi d6 véi noi
dung: gidi thi¢u ban than, cong ty, cong vi¢c, o1 ich nhan duogc, hoi xin thong tin 1ién lac gém
s6 dién thoai va e-mail. Cong vi¢e sau do 1a doi ho tra 161, du co déng v hop tac lam viéc hay
khong thi ciing phai vui vé tra 10i lai tin nhin ciia ho dé giit hinh anh cta cong ty.

D6i voi hot fanpages: Tim kiém trén cong cu tim kiém ciia Facebook nhiing tir khoa
lién quan dén hot fanpage ma ké hoach can str dung. Phai thir moi tir kho4, tir tir don cho dén
cum tir, tir tiéng Viét dung nghia cho dén tir 16ng, tir tiéng Viét cho dén tiéng Anh. Thong
thudng, tiéu chi cho mot hot fanpage 1a it nhat phai c6 5000 ban be, twong tac cao (khoang 25
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yéu thich, 25 binh lu4n).Tuy nhién ciing con tuy vao timg thuong hiéu, timg ké hoach, timg
khoang kinh phi cho hot fanpages cua tung du &n ma quy dinh lai tiéu chi cua hot fanpages.
Va thong thudng thi hot fanpages c6 thong tin lién lac rat rd rang, nén co6 thé ghi cha lai dé

goi dién thuong thao vé gia ludn, chir khong can phai gui tin nhin dé xin thong tin lién hé

ntra.
B s Vé viéc thuong luong gid ca voi
[ \ November 22 . . . .. . R
influencers va hot fanpages thi phai dya vao mot
Khéng khi xusn cling 43 s3p tran vE, c: mem nao rut rit hay , , , , , - X
cd y dinh sira sang lai nha cira 42 chun bi dén xuén chuz s0 yéu t0 sau. Thir nhat 1a néu ho 1a nhiirng nguoi
nao? Hom nay Ad gidi thidu cich Fh:‘ﬂ mau son cho cin nha

72 9 met dn mae ngfp irin Sexuin vimmeng BTE S timg cong tAc v6i cOng ty thi cir dwa vao gia cii
ma thuong luong giit gia d6 hodc c6 thé ting
thém, nhung khong ting qua nhiéu. Yéu t6 thir
hai la phai xét lai san phém, pham vi cong viéc,
dang cap cua influencers dé dwa ra mirc gia phu
hop. Yéu té cudi cung 1a kinh phi cho khoang
influencers 12 bao nhiéu, tir d6 can dbi ra sb
luong ngudi ciing nhu sé tién cho timg ngudi.
Nhdn xét

Pay la cong viéc tuy mat nhiéu thoi gian

nhung rén luyén cho ban than nhiéu vé ky ning

Unfike - Comment - Share =+ tim kiém, thuong luong, thuyét phy va dinh gia.
e TTTTEETT L Kinh nghigm tich liy duge

| Pormecins - Ludn ludn kiém tra thong tin lién lac that
| eadmerte e rd rang cua tung nguoi trude khi goi.
;%\ Write 3 comment - Chuén bi ndi dung cudc goi ky cang
92477 peapie san the gaxt .y truéc khi goi dién. Noi dung gdm co

Hinh 13: Anh chup man hinh mét post pham vi c()n‘g viee va loi ich cua ngLr(‘y‘i
ciia hot fanpage Nhit Ky tham gia. Can phai giai tPich that ro ve
ndi dung cong vi¢c, vi néu ho la nhiing
ngudi chua timg lam cong viée ndy trude day thi ho s& rat d& hiéu 1am va lam sai cong

viéc.

- Cutr thuyét phuc thi s& duogc gia ca hop 1y.
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b. Quan ly fanpage

Cdch thuc hién

Dau tién, dé quan ly duoc fanpage vé mot linh vic nao d6 thi nén tim kiém cac
fanpage cung loai dé xem hudng di cta ho nhu thé ndo, tir d6 rat ra nhan xét dé dinh hudng
ndi dung cho fanpage dugc gan giii va thu hit cong dong hon. Sau khi d3 didu chinh vé noi
dung thi phai xin toan bd tu liéu dé chay fanpage, bao gdbm nodi dung chay trong mot tuan,
hinh anh gbc. Va viéc tiép theo 14 tao fanpage va kéu goi toan bd Square Group vao yéu thich
dé dam bao du luong ngudi ban dau dé cong bd fanpage voi cong dong.

TAt ca cac nodi dung déu phai dugc duyét trudc mot tuan va déu dugc hen gid dang bai
theo cac mdc thoi gian nhat dinh trong ngay da duoc quy dinh sin trong ké hoach. Tuy nhién,
do khach hang cham tré trong viéc duyét ndi dung bai post nén c6 khi van phai 1én bai du
chua dugc duyét dé dam béao tién do cua nodi dung va giit cho cong dong ludn theo ddi
fanpage. Nhung nhimng truong hop nhu thé nay thi han ché dén muc t6i da, vi khong phai lic
nao khach hang ciing ddng y v&i ndi dung minh soan.

al Reach otal SUDSCTIDES

10,803 4+ 137.74% 2,261,885 4131340 3,2624}_55.15:: 1,765,685 ¢ 2051100 12 #2000

M posts Ml v/eckly Total Reach

° 00 0000000000000
4 Oct 21 Oct 28

Hinh 14: Anh chup man hinh biéu do tong quan ciia Facebook Insight

Dong thoi trong qué trinh chay fanpage thi phai theo ddi Facebook Insight dé co thé
biét duoc nhiing bai post ciia minh da thu hut dugc bao nhi€u ngudi xem, ndi dung nao va
hinh thirc post nao dugc cong ddng hudng tng nhiéu hon, dé tir d6 diéu chinh lai huéng di
ndi dung cia fanpage cho thu hut cong dong nhiéu hon. Ngoai ra, viéc theo ddi Facebook
Insight can dwgc tién hanh thudng xuyén dé co thé biét dugc 1a fanpage cua minh c6 dang
chay tot hay khong, hay 1a cac ndi dung dang tré' nén nham chan va sé luong fan ctia fanpage

dang giam di.
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Cong ddng 4o rat d& xay ra nhimg khing hoang, ma viéc xir 1y thi ciing kha kho khin,
vi van dé rt dé bj lan rong ra, hon thé nita thi viéc kiém soat van dé 1a mot thir thach to lén
do cong ddng thudng qua rong. Didu dau tién khi gip khung hoang thi phai mé cude hop gap
dé ban thao hudng giai quyét. Nhitng van dé thudc pham tra khing hoang thi t6i phai ban thao
v6i cdp trén dé giai quyét. Con nhitng vin dé nho 1é ma ban than co thé giai quyét duoc thi
phai lam ngay.

Bén canh d6, can phai cdp nhat Facebook thudng xuyén hang ngay. Thir nhat 1a dé
kiém tra xem c6 nhitng binh luin x4u, anh hudng thuong hiéu, hodc 1 nhitng binh luin ma c6
kha nang din dén khing hoang hay khong. Thir hai 1a dé kiém tra xem c6 ai hoi khong thi co
thé tra 101 nhanh chéng dé thé hién 1a minh quan tim dén nhiing y kién dong gop cia cong
dong. Cach tra 16i cong ddng ciling phai than thién, boi vi xay dung fanpage chinh 1a xay dung
mot con ngudi, nhing gi fanpage ding 1én chinh 14 nhiing 16i d6i thoai giit con nguoi véi con
ngudi. Néu cach diang bai va cach tra 10i than thién thi cong dong cling s& tham gia vao cudc
dbi thoai do.

Va cong viéc cudi cung chinh 1a tim kiém bang ching gian 14n cta ngudi tham gia
cudc thi anh. That ra, d6i véi bat ki cudce thi trén mang nao thi viéc gian 1an 1a khong thé tranh
khoi vi tai khoan 4o, sian giai thuong trén mang dang 13 nhitng van dé thudng thiy trong thé
gidi 40. Cong viéc dau tién cua viée tim kiém bang ching gian 1an chinh 1a viéc truy tim cac
tai khoan ao d¢é loai bo khoi danh séch thanh vién trong fanpage. Tiép theo 1a tim céc posts ma
nguoi choi di cau yéu thich khong lanh manh bang cac clip cap ba. Toan bo cac théng tin thu
thap duoc déu phai dé cho moi ngudi tham dinh lai k§ cang rang né c6 that su vi pham quy
dinh cudc thi that khong, sau d6 mdi gui cho khach hang.

Nhdn xét

Cong viéc nay kha thi vi nhung ciing gip nhiéu kho khin v6i khach hang ma khong
thé giai quyét ngay duogc, dan dén viéc tuong tac trén fanpage khong duoc tot. Vi du nhu 1a
khach hang khong hiéu vé cong dong nén dua ra dinh huéng ndi dung khong pht hop. Khach
hang mudn t6 chirc cac cude thi anh, nhung khi dua ra diéu 18 cudc thi thi cau tir lai khong ro
rang, khién moi nguoi hiéu 1dm. Tuy nhién, ddy van 1a cong viéc b ich cung cap nhiéu kinh
nghiém 1am viéc, tir cach thyc hién mot fanpage hiéu qua cho dén cach giao tiép voi khach

hang.
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Kinh nghiém tich lily dwoc

- Xay dung fanpage chinh 1 x4y dung mét con ngudi, nhitng ciu post chinh 13 101 dbi
thoai giita con ngudi voi con ngudi. Vi vay ma ndi dung ciia fanpage phai gan giii v6i
cong dong.

- Cong ddng xay dung duoc tir mot hay nhiéu mdi quan tdm chung va ndi dung cua
fanpage phai dugc xay dung xoay quanh cac mdi quan tdm nay nham mang lai loi ich
cta timg thanh vién trong cong déng. C6 nhu vay thi cong ddng méi twong tac nhidu
trén fanpage.

- Noi dung trén fanpage khong dugc 14 nhitng viéc chung chung, bai vi néu nhu vay thi
cong dong c6 thé xem & bat ctr trang nao, va ho khong can phai 14 thanh vién cia
fanpage minh xay dung. Chinh vi vy ma nhitng ndi dung cang md&i mé, cang doc ddo
va cang gan giii thi cang thu hat nhiéu ngudi tro thanh thanh vién cua fanpage.

- Viéc theo ddi Facebook insight 1 vo cling can thiét. Boi vi thong qua do ta co thé biét
duoc trang fanpage c6 dang hoat dong hiéu quéd hay khong, tr d6 dua ra nhiing y
tudng cai thién dé t6i wu hoa no.

- Tat ca moi cong cu marketing déu phai do luong duoc, néu khong do ludng duge thi
d6 12 mot cong cu khong hiéu qua va nén loai bo, bai vi néu khong thay duoc hidu qua
ctia cong cu thi s& khong biét duoc chién dich cia minh dang chay nhu thé nao dé ma

phat trién cac diém manh cling nhu cai thién cac diém yeu.

c. Lam cong viéc gidy to

Cach thwc hién

Cong viéc gidy to gdm c6: hop dong, precost (bang du tru kinh phi trude chién dich).

T6i duge phan cong 1am hai loai hop dong 14 hop dong véi hot fanpages va hop dong
v6i influencers. Pay déu 1a hai loai hop dong dich vu c6 mau kha giéng nhau. Viéc dau tién 1a
phai di xin miu nay & bo phan Legal ctua Square Group. Sau d6 diéu chinh cac thong tin vé
bén B, ndi dung cong viéc, diéu khoan thanh toan cho phii hop. Tiép theo 1a nho nguoi dua tin
dem hop dong cho dbi phuong ky roi dem vé lai cong ty. Cudi cing 1a dwa hop dong cho
Giam dbc Piéu hanh ky va chuyén di dong moc, xong roéi dem dua phong Ké toan. Bdi voi
nhitng bén hop tdc ma & ngoai pham vi thanh phd HO Chi Minh thi khong giri ngudi dua tin
chuyén di ma giri chuyén phat nhanh. C6 mét s6 hop dong véi hot fanpages ma vi ho 1a céc
nha cung cip chuyén nghiép nén ho soan sin hop dong va giri cho minh trudc, thi khi do, toi
phai kiém tra cac muc dic biét la cong viéc thyc hién va diéu khoan thanh toan, va doi hoi

chinh stra néu can. Vi tinh chat cua agency chay kha nhiéu du an cung mot luc, nén co rat
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nhiéu thir cdn phai chi, vi vay ma thong thuong 1a khi két thuc du 4n thi tit ca moi khoan chi
phi méi duoc thanh toan. Néu c¢6 khoan nao can phai thanh toan trudc thi phai suy xét rat ky,
vi néu sb tién qua 16n thi khong thé thanh toan ngay. Néu ma cac nha cung cip yéu cau thanh
toan trudc mai tién hanh post bai thi t6i phai lam gidy tam tng trudce, kém theo bang precost
va quotation (bang noi dung chi tiét cac cong viée can lam trong dy 4an).

Béng precost can phai ghi cu thé timg muc va cach thirc thanh toan kém véi ngay
thanh toan tuong mg, dé bo phan Ké toan chi can canh theo d6 va chi tién cho ding lich. Dé
biét duoc cach thirc va ngay thanh toan thi t6i phai lién hé tat ca nhitng anh chi phu trach cac
mang khac nhau cta du an dé cap nhat dugc dé‘ly da thong tin. Cudi cung la kiém tra lai ma dy
an cta bang precost va quotation xem c6 triung nhau chua. Néu chua thi phai cap nhat ban ¢
s6 danh dau du an thap hon.

Hop dong va precost phai dua cho ngudi chiu trach nhiém chinh cta dy an ky nhay
trude réi moi chuyén cho Giam ddc Piéu hanh ky, sau cung 1a dem di dong moc.

Nhdn xét

Cong viéc giat to tuy nham chan nhung thuc chat lai vé cing quan trong. Ciing nhur
hop ddng, no 1a vin ban cam két hoat dong gitta hai bén, vi vy néu nhu khong kiém tra cac
diéu khoan that can than thi c6 thé 1am sai din dén viéc phai dén toan bd hop dong. Con
precost lai 1a bang kinh phi cho toan dy an, néu c6 bt ki nham 13n nao thi c6 thé khong tra
tién dung han cho cic nha cung cip, va ciing sé dan dén viéc phai chi tra thém tién tré hop
ddng. Tir cong viée gidy to ndy s& tap cho ban than tinh chat kién nhan va k¥ ludng, vi c6 khi
phai 1am di 1am lai dén ba, bdn 1an méi dung véi qui dinh cua cong ty. Ngoai ra trong qué
trinh 1am cong viéc gidy to nay ciing c6 thé biét dugc qua trinh xir 1y gidy to va qué trinh
thanh toan ciia cong ty. Tir d6 it ra kinh nghiém dé nhitng dy an sau c6 thé tur van cho cac
nha cung cap vé thoi gian thanh toan phu hop.

Kinh nghiém tich lily dwoc
- Khi lam céng viéc gidy tO can phai hét sirc binh tinh, kién nhan va k¥ ludng, vi sb
luong hop ddng can lam trong mot luc rat 1a nhiéu, néu voi vang hap tip c6 thé dan
dén 1am sai, va hau qua thi vo cung to 16n.
- Ghi nh¢ cic quy trinh 1am gidy to va thi tuc thanh toan dé cac dy 4an sau co thé tién

hanh nhanh gon hon.
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d. Lam b&o c4o duw 4n hang tuin

Cdch thwc hién
Viéc dau tién 1a phai thu thap ddy du cac dir liéu can thiét dé lam béo c4o bao gdm céc

thong s theo ddi, cac link bai post, cac hinh anh chup man hinh. Sau d6 tao miu cia bang

(5] =
) ‘ Pep moi ngay! | Timeline v | Now V_‘ kAdmin Panel ‘

Unlike - Comment * Share

{ THINH VU

) Dep méi ngay!, Thieu Luong, Maruko Chan, Chen Shi Xiao and 12 others
like this.

& View all 14 comments

B Thanh Dung Ngo Xin chao DMN, minh d3 giri théng tin ca nhan
?‘ tra 13 mail thdng béo triing thudng clia Her YN. Vui long update.
Yesterday at 8:27am - Like

Tuong mdi, thinh

'.;’ Bui Diu oaaaaaaaaaaaaaaaaaa, chiic mimg bac Thanh Dung Ngo
ﬁ nhé. lalala
See Translation
Yesterday at 8:50am ° Like

Write a comment...

o

968
i
10,050 people saw this post Promote Unlike - Comment - Share

9 Dep mdi ngay!, Dan Pham, Hai Luyen Hai, Huy Rua and 21 others like this.

f‘\ Pep mbi ngay!
gy Tuesday @ Organic | 11,168 7 ngli clia

M&t budi sang binh yén nhé ca nha v Viral 6

95,441 people saw your most popular post.
s
11,176 people saw this post Promote ¥
-

Hinh 15: Anh chup man hinh c¢é heong reach ciia hot fanpage

bao c4o va tién hang ghi nhan thong tin lai. Viéc quan trong 14 phai vao ting link bai post dé
ghi chu lai lwgong lugt Xem, binh luén, yéu thich, chia sé. Va viéc cap nhat bdo cdo nay phai
duoc tién hanh hang ngay, dé néu thiy chua dam bao KPI v6i khach hang thi phai bdo cac nha
cung cip tim cach day KPI 1én. Pong thoi phai lién hé voi mot s nha cung cdp trude vai
ngdy trude han chot nop béo céo cho khéch hang, dé ho c6 thoi gian gii lai cac chi s6 theo doi
cho minh. Bén canh d6, vi b4o c4o cin c6 chup man hinh cic post ma c6 hién thi sb luong
ngudi nhin thiy post ma chi co6 ngudi quan ly fanpage méi biét, nén phai lién hé véi nguoi
quan ly cac fanpage d6 dé bat ho chup man hinh cac post va giri lai cho minh.
Nhdn xét

Cong viée nay kha don gian nhung lai tn nhiéu thoi gian vi phai cap nhat tinh hinh
cla tt ca cac cong cy cua chién dich. Tuy nhién, khi lam cong viéc nay ta s€ c6 dugc cai nhin
téng quan vé tit ca cac cong cu. Déng thoi biét duoc 1a cong cu nao hi€u qua, con cong cu
nao thi khong, ciing nhu mirc d6 hiéu quéa cao thip cua cac cong cu d6. Dé tir d6 rut kinh

nghiém cho céc chién dich sau. Va quan trong nhét 13 biét duoc hiéu qua that sy cia mot cong
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cu 12 bao nhiéu phan trim so voi KPI ma khach hang dua ra. Nhin chung thi cong viéc nay sé
cho ta dugc nhiu kinh nghiém lam viéc vé cac cong cu digital marketing.
Kinh nghiém tich iy duwoc
- Cach 1am mot b&o céo khoa hoc va d& hiéu cho ca nhitng nguoi khong tryc tiép tham
gia vao cac cong viéc.
- Hiéu duogc cai nhin cua sép va lam mot béo c4o 16 rang, dé hiéu.
- C6 duoc cai nhin thyuc té vé phan tram hiéu qua thuc cta cac cong cu digital marketing
cho mot chién dich noi chung.
- Khi cap nhat bao cdo, néu nhan thy ring c6 kha ning khong dat da KPI vé6i khach
hang thi phai bdo ngay cho cap trén dé tim bién phap khic phuc.

e. Nghién ciru mét s6 mang thudc linh vue digital marketing

Cdch thuc hién

Sau khi nhan dugc dé tai dé nghién ctru tir cép trén thi viéc dau tién 1a phéan tich k¥ cac
ciu hoi dé tranh viéc nghién ctru 1éch dé. Tiép theo d6 14 tim kiém thong tin lién quan dén cha
dé can nghién ciru. Viée nghién ctru can c¢6 chon loc & nhitng ngudn 1a trang web dang tin
tuong. Néu thdy con mo hd vé nodi dung can tim hiéu thi phai hoi ngay cap trén dé co dugc
huéng tim tai liéu dang dan. Thong tin trén mang hién nay 1a v6 cing da dang va phong phu,
néu khong dugc dinh hudng dung dan thi rat dé bi lan man sang cac chu dé gan gidng khac.
Cubi cung 1a tong hop thong tin, viét lai bai hoan chinh. Viéc téng hop thong tin cling khong
doi hoi nhiéu k¥ niang, nhung quan trong 1 phai c6 bd cuc hop 1y dé van dé duoc hiéu mot
cach thau ddo va c6 logic.

Tiép theo 1a trinh bay van dé da tim hiéu cho ca bd phan nghe dé moi nguoi gop ¥, bd
sung kién thirc con thiéu ciing nhu diéu chinh nhitng nhén thirc chua dung ciia ban than toi vé
dé tai tim hiéu. Va sau cung chinh 1a a4p dung nhimg gi vira tim hiéu vao thuc té cong viéc
hién tai.

Nhdin xét

Pay 1a cong viéc rat hiru ich va mét thoi gian, tuy nhién viéc hoc hoi nay rét t6t dbi
v6i thye tap sinh, béi vi thong qua qua trinh hoc hoi, roi sau do 1a ap dung vao céac du an thuc
té thi ban than s& hoan thanh cong viéc mdt cach tdt hon, cling nhu céac kién thuc tu dong
dugc khéc sdu hon vao tam tri. Bén canh do, viéc hoc hoi nay khong chi nén dung lai & viéc
cép trén giao dé tai roi méi tim hiéu, ma ty ban than ciing phai dat ra muyc tiéu tim hiéu thém

céc kién thirc khac cho ban than dé ty phat trién.
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Kinh nghiém tich liy
- Trude khi tim kiém thong tin trén mang thi phai c6 dinh huéng rd rang vé linh vyuc va
ttr khoa minh can. Tim kiém khong c6 dinh hudng sé& rat d& bi loan thong tin.
- Khi dang tim hiéu ma c6 thic mac bat ki van dé gi thi phai hoi ngay cap trén dé dugc
huéng dan tiép.
- Kién thuc 13 vo han, vi vay nén tu dat muc ti€u cac kién thirc méi can tim hiéu cho ban

than.
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3. Chuyén dé thuc tap

3.1. Ly do chon chuyén dé

Mobi quan hé voi  khach hang (Customer Ralationship), Chi phi (Cost), Sang tao
(Creative), Hiéu qua ctia ngudn luc (Core efficiency) ludn 14 bdn van dé cbt 16i ciia phan 16n
cac cong ty trong va ngoai nudc. DSquare ciing khong phai 14 ngoai 1. Du 1y tiéu chi chat
lwong 1am dau, gia ca phu hop voi chit luong, tuyét ddi khong giam gia thanh dé nhan vé
nhiéu dy an; du creative 1a mot trong nhiing diém khéc biét ma DSquare lién tuc déy manbh;
du DSquare ludn cam két 1a c6 su chuyén biét vé nhan sy cho timg du 4n; nhung cong ty van
t6n tai mot sd 16 hong trong bdén van dé cdt 16 trén. Tuy nhién, trong bai bao céo nay, van dé
ma t6i lya chon trinh bay chinh 1a co ché Customer Relationship cia DSquare. Boi vi ddy that
su 1a khoang tréng 16n 16n ma néu codng ty khong cé bién phap khic phuc kip thoi s& anh

huoéng rat ndng né vé sau.

3.2. Ly luin, co s& 1y thuyét

Ly thuyét ma toi st dung trong chuyén dé thuc tap nay la 1y thuyét vé Relationship
Marketing duogc trich tur phﬁn bon, chuong mudi mot, sach Principle of Marketing cia cac tac
gia Phillip Kotler, Veronica Wong, John Saunders, Gary Amstrong; phién ban thir tw cua chau
Au. Relationship Marketing & marketing cho tit ca cac mbi quan hé ciia doanh nghiép gom
khach hang va cac stakeholders (cac bén lién quan khac). Tuy nhién do van dé ma t6i mudn
phan tich trong cubn bao cdo nay chi lién quan dén Khach hang nén t6i s& chi tap trung vao
cac 1y thuyét vé relationship marketing ap dung cho khach hang, va s& khong dé cap dén cac

bén lién quan khac bao gdm nhan vién, nha cung cip, dai 1y, c6 dong.

Gigi thi¢u chung

Céc cong ty hién nay thudng phai d6i mdt v6i nhitng ddi thii canh tranh cimg cya trén
thi truong, va moi thir ngay cang kho khin hon. Cac cong ty can phai chuyén ddi tir tinh than
“San xuat va budn ban” (product and selling phylosophy) sang tinh than “khach hang va
marketing” (customer and marketing phylosophy). Pdng thoi cac cong ty can phai biét cach
lam thé nao dé dat dugc su cai tién trong vi¢c dap ting va thod man dugc khach hang va nhu
cau cua ho. Sy that cho thiy rang ngay ca cac cong ty hang dau thé gidi ciing gap khé khin
trong viéc cung cép duoc mot san phém tdt di kém v&i mot dich vu tuyét vo1 ma co thé thoa

man dugc khach hang.
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Viéc thoa min nhu cau khich hang ngay cang trd nén khong dé dang. Xa hoi cang
phat trién, xu hudng 1ay khach hang 1am trung tdm (customer-centered) cang duoc ap dung
rong rai thi khach hang da tré nén quen voi viéc “s€ nhan dugc cd hang hoa va dich vu tot
nhat” ma mot nhin hang nao dé cung cap, vy nén ho s& phan tng gay git néu nhu mot doanh
nghiép nao d6 khong dam bao dugc mot trong hai thir trén.

Trong thi trudng ctia nguoi ban - dic trung boi su thiéu hyt san pham va gan nhu doc
quyén thi cac cong ty khong c6 nhitng nd luc dic biét dé 1am hai long khach hang. Nguoc lai,
tai thi truong ciia nguodi mua thi khach hang c¢6 thé lua chon rat nhiéu hang hoa va dich vu
trong vo sb cac nhan hang. Trong cic thi truong ndy, néu ngudi ban khong cung cdp dugc
nhing san pham va chat lugng dich vu “chap nhan duoc” thi ho s& nhanh chéng mat khach
hang vé tay cac ddi tha canh tranh mot cach nhanh chong. Thém vao do6 thi su “chép nhan
dugc” ciia ngay hom nay thi chua chic da 1a sy “chip nhan dwoc” clia ngdy mai cua nhiing
ngudi khach hang khong ngung doi hoi. Khach hang ngay cang tré nén hiéu biét, doi hoi
nhiéu nhiéu hon, va chét luong san pham — dich vu ma ho mong doi ngdy cang duogc ting

thém bdi su canh tranh ctia cac nha cung cap.

Thod mén nhu cdu khdch hang

Pé thanh cong hodc don gian chi dé ton tai, cac cong ty can mot triét 1y kinh doanh
moéi. Dé gianh chién thing trong thi truong ngay nay, cic cong ty phai lay khach hang lam
trung tdm (customer-centred), phai cung cap gia tri vuot trdi cho khach hang muc tiéu cua ho.
Pong thoi cong ty ciing phai trd nén chuyén nghiép trong viéc xdy dung mdi quan hé voi
khach hang chir khong chi xay dung san pham. Ho phai khéo 1éo trong k§ thuét tao dung thi
truong, khong chi k¥ thuat tao dung san pham.

Céc cdng ty co vi tri trong thi truong da nhan ra rang Marketing khong thé 1am cong
viéc gitt khach hang mot cach doc lap. Mac du Marketing dong vai tro hang dau, nhung doé chi
14 mot phan trong viée thu hut va giit khach hang. Bo phan Marketing chi ¢ thé thanh cong
khi tat ca cac phong ban va nhan vién cung hop tac dé tao thanh mot hé thong phan phdi gid

tri khach hang mang tinh canh tranh cao.

Dinh nghia gia tri va sy hai long cua khach hang
Bdén muoi ndm trudce, Peter Drucker quan sat thiy rang nhiém vu dau tién cta cong ty
la "tao ra khach hang”. Tuy nhién, tao ra khach hang c6 thé 1a mot nhiém vu kho khan. Boi vi

Khach hang ngay nay phai doi mat voi mot loat cac Iua chon, gia ca va cac nha cung cap san
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pham va thuong hidu. RS rang 1 khach hang c6 rat nhiéu lya chon cho san pham ho can. Vi
viy ma cac cdng ty can phai tra 10 mot cAu hoi quan trong: Lam thé nao dé khach hang dwa
ra su lya chon ctia minh? Cau tra 161 1a khach hang lya chon cac 1oi dé nghi ma cung cép cho
ho nhimg gia tri tét nhat. Khach hang Ia nhimg ngudi doi da hod gid tri, va ho s& xem xét
trong pham vi cua chi phi, kién thirc, sy linh dong va thu nhap caa ho. Tét ca nhiing yéu t6 d6
tao thanh mong doi cua cac gia tri va khach hang hanh dong theo ching.

Mot khach hang c6 thé da trai qua rat nhidu muac do hai long. Néu san pham khdng
dap ung duoc sy mong doi ctia khach hang thi ho s& khong hai 1ong. Néu san pham dap tng
dugc sy mong doi cua khach hang thi ho hai long. Va néu san phém vuot qua sy mong doi
ctia ho thi ho s& cang hai 1ong va vui vé hon nita. Nhung bang cach nao 13 ngudi mua c6 thé
thiét 1ap su mong doi cua ho? Sy mong doi dua vao kinh nghiém mua hang trong qué khir ctia
ngudi mua, y kién ciia ban bé, ngudi than, thong tin va 10i hira cia thuong hiéu nay, ciing nhu
cac thuong hiéu ddi thu khac. Cac Marketers phai hét sitc can than trong viéc dat ra diing mirc
d6 mong doi ctia khach hang. Bai vi néu dit ra qua thap, ta co thé s& lam hai long nhiing
ngudi dang mua hang nhung lai thit bai trong viéc thu hut thém nhiéu khach hang moi.
Nguoc lai, néu nang tiéu chuén sy hai long cua khach hang Ién qué cao, ngudi mua co thé bi
that vong khi ho khéng dugc dap tmg.

Dbi voi cac cong ty ldy khach hang lam trung tdm kinh doanh thi sy hai 1ong cia
khach hang 1a muc tiéu 1an nhén t6 thiét yéu cho sy thanh cong cua cong ty. Nhiig doanh
nghiép ma dat dugc su hai 1ong tdi da cta khach hang thi ¢6 thé chic chin rang thi truong
muc tiéu cua ho s& hiéu. Nhitng cong ty nay nhén ra rang khach hang ma cang hai long véi
san pham thi s& dem lai nhiéu lgi ich hon cho céng ty. Mit khac, ho s& it nhay cam vé su thay
d6i gia va cong ty c6 thé giit ho trong mot khoang thoi gian dai. Theo thoi gian, ho s& mua
thém nhiing san pham khac khi ma cong ty gidi thiéu ring d6 1a nhimng san pham lién quan
hoac san phérn 6 su cai tién. Va diéu quan trong nhéat 1a ho s& noi chuyén mot cach vo cung
thich thu vé cong ty va san pham ctia cong ty voi moi ngudi xung quanh.

Ngay ca khi cac doanh nghiép ldy khach hang lam trung tdm dang tim kiém dé dua ra
duoc su hai long cho khach hang ma gan giéng voi dbi thu canh tranh, ho ciing khong cb
ging dé ti da hoa sy hai long d6. Mot cong ty c6 thé ludn ting su hai 1ong ciia khach hang

bang cach giam gia thanh va tang dich vu, nhung diéu nay chi c6 thé dan dén giam loi nhuan.
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Theo doi sw hai long cua khdach hang

Nhiéu doanh nghiép rat ning nd trong viéc theo ddi ca su hai 10ng 1dn khong hai long
ctia khach hang. Sau ddy 1a mot sb phwong phap di duoc sir dung.

Hé thong than phién va gdp ¥ (Complaint and suggestion systems)

Mot cong ty 1y khach hang 1am trung tim s& tao moi diéu kién dé khach hang duva ra
gop Y va ca nhitng than phién cta ho. Cac bénh vién dat hop gop Y ¢ cac hanh lang, cung cap
cac thé gop ¥ dé nai xin cac bénh nhan hién tai dua ra nhimng than phién ctia ho. Mot s6 cong
ty theo triét 1y 1dy khach hang 1am trung tim da thiét 1ap mot dudong diy nong va hoan toan
mién phi dé khach hang cam thdy d& dang trong viéc gbp ¥, than phién.

Bang khdo sat sw hai long cua khach hang (Customer satisfaction surveys)

Heé thdng than phién va gop y c6 thé gilp cong ty thdy mot birc tranh toan canh vé sy
hai long cua khach hang. Ctr mot trong mdi bon khach mua hang déu c6 két qua 1a khong hai
1ong, nhung c6 it hon 5% khach hang khong hai long s& phan nan. Thay vi phan nan, da s6
khach hang s& don gian 1a thay d6i nhitng nha cung cap khac. Nhu két qua phan tich, cong ty
mat khach hang mot cach vo ich.

Céc cong ty thuc sy quan tim dén khach hang s& ¢ cac bién phap do luong truc tiép
su hai long ctia khach hang bang cach tién hanh diéu tra thuong xuyén. Ho guri bang cau hoi
hodc thuc hién cac cudc goi dién thoai cho mot sé cac khach hang mot nhét dé tim hiéu xem
ho cam thay nhu thé nao vé cac khia canh hoat dong khac nhau cua cong ty.

Ghost shopping

Diéu nay lién quan dén viéc cic nha nghién clru ty dat minh vao vi tri ngudi mua.
Nhiing “ghost shopper” nay tham chi co thé trinh bay céc van dé cu thé dé kiém tra xem nhan
vién cta cong ty ¢d xu 1y t6t cac tinh hudng kho khan hay khdng. Khao sat Research
International’s Mystery Shopper c6 thé do ludng nhiéu mat vé biéu hién cua khach hang.
Béng cach goi dién, n6 co thé do luong duoc ky thuat dién thoai cia mot cong ty: sau bao
nhiéu tiéng chudng thi tra 101, giong néi va giai diéu, va néu chuyén giao s6 thi mat bao nhiéu
budc nhay trude khi dugc két ndi chinh xac. Cac nha quan 1y nén thinh thoang roi khoi van
phong va trai qua su d6i xir nhu 13 mot “khach hang”. Hodc 13, cac nha quan Iy ¢ thé goi dién
thoai cho cong ty ctia ho v6i cac cau hoi khac nhau va khiéu nai dé xem cudc goi dugc xir 1y
nhur thé nao.

Bdng phan tich khdch hang mat di (Lost customer analysis)

Céc cong ty nén lién lac voi nhitng khach hang ngimg mua hang ciia ho hoic d6i sang

dung san pham cua d6i thu, dé biét tai sao nhitng viéc nay lai xay ra. Cong ty nén theo ddi
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thuong xuyén ti 1& khach hang mét di. Mot ti 1& khach hang mat di ting cao cang chimg to

rang cong ty thit bai trong viéc thoa man khach hang.

Relationship marketing

Relationship marketing bao gém tao lap, giit gin va phat trién mdi quan hé chéic chin
v6i khach hang va cac bén lién quan khac. Xu huéng marketing dang dan thoat khoi viéc tap
trung vao cac giao dich ca nhan, va huéng dén viéc tap trung vao xay dung mdi quan hé thién
vé gia tri va hé théng marketing. Relationship marketing dugc dinh huéng vé 1au dai. Muc
tiéu 1a chuyén giao gia tri vé lau dai dén khach hang va do luong sy hai long ctia khach hang
trong sudt khoang thoi gian d6. Relationship marketing doi hoi tat ca cac bo phan cua cong ty
déu phai lam viéc cung nhau vé marketing nhu 1a mot doi thong nhéat dé phuc vu khach hang.
No bao gém viéc xay dung mbi quan hé & nhiéu mtc do - kinh té, xa hoi, ky thuat va luat
phép — két qua nhan duoc s& 14 su trung thanh tuyét dbi cua khach hang.

Bang bén dudi cho thdy chién lugc Relationship Marketing cia mot cong ty s& phu

thudc vao s6 luong khach hang va loi nhuén cia cong ty.

Relationship levels as a function of Profit margins
profit margin and number of ) )
High Medium Low
customers
Many Accountable Reactive Basic
Number of i i i
Medium Proactive Accountable Basic
customers _ i
Low Partnership Accountable Reactive

Bang 1: Mirc do cua cac moi quan hé dwa vao loi nhuan va so luwong khach hang

Chting ta c6 thé phan biét ndm murc do khac nhau hodc 1a nam mbi quan h¢ khéac nhau
ma co thé duoc thiét 1ap voi khach hang:

Basic. Nhan vién ban san phdm, nhung khong theo sat sau d6 nira.

Reactive. Nhan vién ban san pham va khuyén khich khach hang goi dién bat cir khi
nao ho gip phai van dé voi san pham.

Accountable. Nhan vién goi dién cho khach hang trong khoang thoi gian ngan sau khi
ban hang va kiém tra xem 1a san pham da thoa man sy hai long cia khach hang chwa. Nhan

vién cling nai xin nhiing y kién dong gop cua khach hang vé san pham, hodc bat ké mot dieu
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gi khién khach hang thit vong vé cong ty. Nhimg thong tin nay giup doanh nghiép tiép tuc
phat trién cac 10i dé nghi t6t hon.

Proactive. Nhan vién ban hang hodc 1a nhan vién bo phan cham soc khach hang thinh
thoang goi dién cho khach hang véi nhitng goi y vé cong dung cua san pham ddi méi hoic
céc san pham hiru dung mai.

Partnership. Cong ty lam viéc lién tuc voi khach hang nay va voi nhiing khach hang
khac nita dé kham pha ra nhiéu cac thirc chuyén giao gia tri dén cho khach hang t6t hon.

C6 ba phuong phap tiép can va xay dung gia tri khach hang. Phuong phap thir nhat co
ban hoan toan dwa vao viéc ting thém loi ich tai chinh cho khach hang. Ly vi du, cac hing
hang khong dua ra chuong trinh gia wu dai danh cho khach hang bay thuong xuyén, va cac
khach san cung cdp nhitng phong c6 chat luong tot hon cho cac khach hang than thiét ciing
v6i mirc gia cii. Mic du cac chuong trinh ting thudng nay va cac nd lyc tai chinh khac nhim
xdy dung sy yéu thich cua khach hang, nhung ho c6 thé dé dang bi cac ddi thu bat chudc,
thém vao d6 1a c6 thé din dén that bai trong viéc khac biét hoa cac 11 dé nghi ciia cong ty vé
lau dai.

Céch tiép can tha hai 1 thém loi ich x3d hoi cling nhu 14 loi ich tai chinh. Tai nhiing
cong ty ma di theo cach tiép can nay, nhan vién phai lam viéc dé gia ting mdi gin két xa hoi
v6i khach hang bang cach hoc hoi nhitng nhu cau va mong mudbn cia khach hang, va sau d6
ca nhan hoa cac san pham va dich vu cho riéng khach hang d6.

Céch tiép can thir ba 1a thém cac mbi quan hé rang budc cdu tric ciing nhu 1a loi ich
tai chinh va loi ich x4 hoi. Lay vi dy, marketer cia mot doanh nghiép cé thé cung cap cho
khach hang mot dung cu dic biét hodc nhing lién két may tinh dé giup ho quan 1y cac don
hang, bang luong, bang kiém ké hang hoa. Mot nha du tu ngan hang, JP Morgan, cung cp
hé thong do luong nguy hiém tai chinh RiskMetrics mién phi cho khach hang ciia minh. C6
hai 1y do dé ho lam nhur vay. Dau tién, vé phia cong ty, né sé thiic ddy rd rang hon rai ro va tir
d6 giup xac dinh van dé. Thir hai, JP Morgan ciing phai hy vong rang su két hop cua tén
thuong hiéu v6i mot hé thdng diém chuan duoc chap nhan rong rii sé mang lai thuan loi
thwong mai lau dai, mot phan thong qua viéc ting cuong mdi quan hé véi cac khach hang hién
tai. Nhu cau khach hang rd rang c6 ton tai ¢ day. Trong vong mudi hai thang trudc khi
RiskMetrics duoc tung ra, cac din xudt udc tinh thiét hai cia cac cong ty, bao gdm

Metallgesellschaft va dau Kashima, 1én dén 20 ty euro.

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 26



Béo cao Thuc tap Tét nghiép Lop MKO091

Nhimng budc cin ban dé thiét 1ap mot chwong trinh relationship marketing ma cong ty

can tuan theo.

Xéc dinh su quan tri gia tri mbi quan hé khach hang cdt 16i. Chon phan 16n khach
hang hodc 1a nhitng khach hang tot nhat va xac dinh ré ho dé lam quan tri méi quan
hé. Co thé thém nhitng khach hang khac vao dé xem sy ting trudng ngoai 1¢ hoic 1a
ngudi di dau trong su phat trién ciia mot nganh céng nghiép mai.

Giao cho tung nha quan 1y cé kinh nghi¢m mdt khach hang. Nhan vién ban hang nén
dugc dao tao quan tri mbi quan hé hoac dugc thay thé boi cac nhan vién co nhiéu ky
ning hon trong viéc quan tri cic mdi quan hé. Ngudi quan Iy nén c6 nhing tinh chat
phu hop hodc 1a thu hat dbi véi khach hang.

Phat trién mot bang miéu ta cong viée rd rang cho vi tri quan 1y cac mbi quan hé. M6
ta tinh trang cac mbi quan h¢ hién tai cua cong ty, muc tiéu, trdch nhiém va cac yéu td
danh gia. Khién cho ngudi quan 1y cdc mdi quan hé tré thanh dau mdi cua tt ca cac
giao dich voi khach hang. Nhung chi dua cho tig nha quan 1y cac méi quan hé mot
hodc mot vai mdi quan h¢ dé quan ly.

Pé cho nha quan 1y cac mdi quan hé phat trién nhitng ké hoach vé mdi quan hé khach
hang thuong nién hoic trong thoi gian dai. Nhitng ké hoach niy nén néu & myc dich,
chién lugc, hanh dong cu thé va ngudn luc can co.

Chi dinh mot nguoi quan 1y tong thé dé giam sat cac nha quan 1y mdi quan hé khac.
Nguoi nay sé phat thao bang mo ta cong viée, danh gia cac nhéan to va ngudn luc hd
trg dé nang cao hiéu qua ctia cac nha quan 1y quan hé khach hang.

Khi ma cong ty tién hanh dung din viéc quan tri cic mdi quan hé, thi cong ty s& bat

dau tap trung vao quan 1y khach hang ctia ho nhiéu nhu 13 quan 1y san pham. Trong khi do,

mic du nhidu cong ty dang dan chuyén sang dinh huéng relationship marketing, nhung viéc

nay ciing khong phai 14 ¢ hiéu qua trong moi tinh hudng. Cudi cling, cic cong ty phai danh

gi4 nhitng phéan khic nao va nhitng khach hang xac dinh nao s€ c6 1oi nhuan.

CRM (customer relationship marketing) qudn tri méi quan hé khdch hang

Céc cong ty dang tran ngp cac thong tin vé khach hang ciia ho. Cong ty théng minh

nam bit thong tin tai tit ca cac diém tiép xGic co thé ciia khach hang. Nhimg diém tiép xuc bao

gdm cac sy mua cua khéach hang, dia chi lién hé luc luong ban hang, dich vu va cac cudc goi

hd trg, s6 1an truy cép trang web, cac cudc khao sat sur hai long, twong tac thanh toan bang thé

hoic hinh thirc khac, nghién ctru thi truong - mdi 1an tiép xtc gitta khach hang va cong ty.
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Van dé 1a nhiing thong tin nay thudng dugc phéan tan rong rai trong toan t6 chirc. N6
dugc chon sau trong cac co so dir liu riéng biét, cac ké hoach va hd so cua céc phong ban
khac nhau. Bé khic phuc nhimng van dé nhu vy, nhiu cong ty sir dung hé théng quan 1y quan
hé khach hang (CRM) dé quan 1y thong tin chi tiét vé khach hang ca nhan va quan 1y can than
“céc diém tiép xtic” cua khach hang. Trong nhitng nim gan ddy, di c6 su bung nd vé sb lugng
cac cong ty sir dung CRM. Mot cong ty nghién ctru cho thiy ring 97% cia cac doanh nghiép
¢6 ké hoach tang chi tiéu vao cong nghé CRM trong vong hai nam t4i.

CRM bao gdm cac phin mém phtic tap va cic cong cu phén tich tich hop thong tin cta
khach hang tir tit ca cic ngudn, phan tich no theo chiéu sau, va ap dung cac két qua dé xay
dung mdi quan hé khach hang chit ch& hon. CRM tich hop tat ca moi thdr ma doi ngii bén
hang, dich vu va tiép thi ciia mgt cong ty biét vé khach hang c4 nhan dé cung cép mot cai nhin
360 d6 vé mdi quan hé khach hang. N6 kéo tat ca lai v6i nhau, phén tich va cung cp dé dang
viée truy cép vao thong tin khach hang tir tit ca cac diém tiép xtic khac nhau. Cac cong ty st
dung phén tich CRM dé danh gia gi4 tri ciia timg khach hang riéng biét, xac dinh nhiing
khéch hang t6t nhat d& nham dén, va tuy chinh cc san pham ciing nhu sy twong tac clia cong
ty dén timg khach hang.

Céac nha phan tich CRM phat trién kho dit liéu va sir dung cac k¥ thuat khai thac dir
lidu phtrc tap dé tim ra sy phong phii an trong dir liéu ciia khach hang. Data warehouse & mot
kho dit li¢u dién tir luu toan bo thong tin khach hang - mét co s¢ dit liu tap trung toan bo dix
liéu khach hang. Muyc dich ciia data warehouse khong phai 1a dé thu thap thong tin ma la dé
cho phép cac nha quan 1y cd thé tich hop cac thong tin cong ty di cé, sau d6, khi cac kho di
liéu gom toan bo dir liéu lai dé phan tich, cong ty sir dung k¥ thuat cao duoc hd tro khai thac
dir liéu dé sang loc thong qua hang déng dir liéu va tim ra nhitng mdi quan hé thu vi va két
qué vé khéch hang.

Cong ty co thé thu dugc nhiéu loi ich tir viéc quan 1y cic mdi quan hé khach hang.
Hiéu biét khach hang rd hon, ho c6 thé cung cdp dich vu khach hang t6t hon va phat trién moi
quan hé khach hang su hon. Cac cong ty c6 thé sir dung CRM dé xéac dinh nhitng khach hang
c6 gid tri cao, tir d6 dat muc ti€u vao ho hi¢u qua hon, cross-sell cac san phém khéc cua cong
ty va tao ra cac 101 d& nghis phi hop véi yéu cau cu thé ciia khach hang,

Tuy nhién, mot minh cong nghé khong thé xay dung mdi quan hé khach hang c6 loi
nhuan. CRM chi 1a mot phan ctia mét chién lwoc mdi quan hé khach hang tong thé co hiéu
qué. “Tép trung vao chir R”, mot chuyén gia khuyén nhu vay. "Hay nh¢ rang, mot mbi quan

hé (Relationship) 14 tat ca moi thir vé CRM”.
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3.3. Hién trang vin dé

Diéu dau tién can phai 1am rd d6 chinh 1a DSquare khong c6 mot bo phan chuyén biét
goi 1a bd phan Marketing, va bd phan dang ddam nhi¢m cong vi¢c marketing ctia toan cong ty
chinh 13 bd phan Account. Diéu thir hai 13 vi DSquare 1a mot cong ty cung cap dich vu digital
marketing nén déi tuong cong chiing muyc tiéu cia cong ty chinh 13 cong déng ma cac nodi
dung truyén thong nham téi; con khach hang ciia cong ty thi chinh 13 cac thuong hiéu. Vi du
nhu cac khach hang ting hop tac véi DSquare gdm c6: Samsung, CocaCola, Dulux, La Vie,
Huggies, Hadalabo, Manulife, Rémy Martin, Baileys,...

REMY MARTIN

FINE CHAMPAGNE COGNAC

let's colour

lw/w@  (Coty MManulite

(Nguon: www.google.com)

Hinh 16: Hinh minh hoa cdc cong ty khdach hang ciia DSquare

Trong thi truong Digital Marketing hién nay, khach hang dang dugc chon lua gifra vo
s6 nha cung cip v6i nhiéu 16 dé nghi c6 gié tri chuyén giao rat cao, va DSquare dang phai d6i
choi v&i vo sb cac nha cung cap do. V& diém khac biét cia DSquare so véi cac doanh nghiép
khac thi cling d3 duoc néu ¢ trén, tuy nhién cac diém khac biét d6 dudng nhu van chua du sirc
bu dip cho mét sb van dé, trong d6 co Relationship Marketing, dé c6 thé dem vé nhiéu hon
loi nhuan cho cong ty. Hién tai DSquare dang kinh doanh theo tinh than “vi khach hang”
(stand for client), v6i chi truong 14y khach hang lam trung tdm (customer-centered), 1dy chat
luong dich vu 1am dau. Pong thoi DSquare ciing di ap dung nhiéu chinh sach dé phat trién
mdi quan hé véi khach hang nhu CRM, quy trinh ghi nhan ¥ kién — phan hoi cta khach hang,
phan tich cac khach hang da bo di.

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 29



Bio céo Thuc tap Tét nghiép Lop MKO091

(Nguon: www.google.com)

Hinh 17: Hinh minh hoa cdc cong ty trén thi truong digital marketing

Tuy nhién khach hang thi khong bao gi¢ 1a hai long hoan toan, va cai ho hai long ngay
hém nay thi chua chic da 1a cai ho hai long vao ngay tiép theo. Con vé phan DSquare, du di
ap dung kha nhiéu bién phap dé gitr khach hang va nang cao su hai long cua ho, nhung thuc té
cong ty van dang gip mot sd kho khan trong viée giit cac khach hang cii va thu hut thém cac
khach hang mai.

Hé thdng customer relationship ctia cong ty duoc dit cha yéu 1én dbi vai cta bo phan
Account trong sudt qua trinh lién hé véi khach hang. Tuy rang trong sudt qua trinh thyc hién
cac du an, Account co khi phai di gap khach hang cuing v6i Operation hodc Planning hodc
Production, nhung trach nhiém xay dung va gin gitr mdi quan hé véi khach hang van chi nam
trong trach nhiém cua Account. Trong ltc thuc hién cac duy an, mot s6 bo phéan khac ngoai
Account van giir lién lac v6i khach hang dé trao doi nhiing van dé chuyén mén. Nhung trong
qua trinh n6i chuyén v6i khach hang, nhimg bo phan dé c6 thé vi nghi rang viéc xdy dung va
duy tri mbi quan hé véi khach hang khéng nam trong pham vi cong viéc cia minh nén da
khong cha y nhiéu dén thai do ciing nhu cach néi chuyén. Piéu nay d& dan dén viéc khach
hang khong hai long véi cong ty.

Hién tai DSquare chua c6 mot bd phan chuyén biét & chim lo van dé& customer
relationship. Trong cac budi hop dinh ky hang tuin, ban Quan tri déu xem lai hét tién trinh
thuc hién ciing nhu giai quyét cac vin dé cua timg du an dé dam bao hiéu qua tét nhat cho

mdi du an, dong thoi dem dén su hai long cia timg khach hang cta cong ty. Tuy nhién, di ¢
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vao vi tri ctia ban Quan tri thi nhiing vi ldnh dao nay con rat nhidu nhiing cong viéc khac can
phai quan 1y, 1én ké hoach ciing nhu didu hanh moi hoat dong cua cong ty. Do d6 ma ho
khong co du thoi gian dé tap trung hoan toan cho viéc xay dung, giit gin mdi quan hé véi
khach hang.

Sau khi két thuc cac ké hoach digital marketing, bd phan Account hoic 1a ban Quan tri
hoéi va nhan y kién déng gop truc tiép cua khach hang. Viéc nhan phan hoi tir khach hang nhu
vay van chua dat duoc hiéu qua cao. Vi khi lam ra mot bang khao sat rd rang thi khach hang
s& d& dang nhan xét va danh gia duoc téng quan ciing nhu chi tiét nhitng van dé ma DSquare
quan tim. Khach hang thudng chi phan nan hodc néu ¥ kién ciia ho dbi voi nhitng van dé ma
ho nhin nhén trudc mat 1a ndi bat va ho mudn ndi ra, con dbi véi nhitng viée nho hon thi co
thé ho s& quén ma khong néi lai voi cong ty. Do d6, khi c6 mot bang cau hoi khao sat rd rang
v6i c4c khia canh, van d¢& ma DSquare that sy can nhiing ¥ kién déng gop ctia khach hang, thi
cong ty s& dé dang hon trong viéc biét dugc nhitng suy nghi ctia khach hang vé moi mit, dong
thoi tir 46 dé ra nhing cai thién, du 1a nhé nhat, dé nang cao sy hai long cua khach hang trong
cac 1an hop tac sau.

Trong sudt qua trinh hoat dong, nhan vién chua phan tich cac diém tiép xuc (touch
points) ctia khach hang mot cach phu hop véi mong muén cua ban Quan tri dé co thé dua
nhimg dir liéu khach hang d6 vao hé thong CRM cua cong ty. Ngoai ra, vi viéc phan tich cac
diém tiép xuc d6 chua di diing hudng nén sau khi phan tich, nhan vién ciing khong thu dugc
nhiéu két qua dé tir d6 c6 thé cai thién cach lam viéc v6i khach hang cho hiéu qua hon.

Mic du cong ty da dwa ra mot sb tiéu chudn dé xac dinh thi trudng muyc tiéu va khach
hang muc ti€u. Tuy nhién, dua va céc ti€u chuan d6 thi viéc xac dinh van chua thé rd rang. Va
diéu nay di dan dén viéc cong ty dang phai gap nhiéu kho khin trong viéc thuc hién dy an
cho mot s6 khach hang. Trong thi truong hién nay, khong mot thuong hiéu nao khong biét sirc
manh va thé manh cua digital. Vay nén khi dya vao diéu nay dé phan khiic va chon khach
hang muc tiéu thi dé din dén nhiéu van dé. Boi vi digital hién nay nhu 13 mot trao luu, do dé
ma khong ai 13 khong biét. Nhung van dé& nam ¢ chd muc do hiéu biét cua khach hang dén
mirc nao. Chiing ta hoan toan khong thé do luong dwoc pham tr hiéu biét nay. Va cang
khong thé thong qua qua trinh noi chuyén dé danh gia no. Va chi khi hop téc roi, bat dau cong
viée rdi, cac van dé xuét hién thi céng ty mdi nhan ra. D6 1a luc ma DSquare phai himg chiu
tir ca hai phia, khach hang va target audience.

Vé CRM, trong sd bay budc dé xdy dung mot chién lwgc CRM hoan chinh thi
DSquare da thyc hién duoc bdn, d6 1a: Panh gia thyc trang vé quan 1y quan hé khach hang

hién tai cua doanh nghi¢p; Tim hiéu, x4c dinh va phan tich nang luc ndi bo ciing nhu nhiing
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co hoi, thach thic trong qué trinh xay dung mbi quan hé 1au dai va co lgi véi khach hang;
Thiét 1ap chuong trinh thu hit, xay dung va duy tri mdi quan hé 1au dai v6i nhimng khach hang
chién luoc; Xay dung cac quy trinh, quy tic va huéng dan nhdm ting budc tao dung van hoa

dinh hudng khach hang trong toan to chirc.

3.4. Céch giai quyét van dé
Dau tién, DSquare nén tuan theo nhitng budc cin ban dé thiét 1ap mot chuong trinh
relationship marketing danh cho khéach hang, dac biét 1a viéc xay dung mdt doi ngi cac nha
quan 1y c¢6 kinh nghiém trong viéc quan tri méi quan hé véi khach hang. Poi ngii nay s& c6
nhiém vu giam sat cac hoat dong giao
tiép voi khach hang, nhap cac thong tin
vé khach hang vao hé thong CRM dé
xdy dung data warehouse, duya vao
kinh nghiém va chuyén mén dé phéan
tich cac diém tiép xtic voi khach hang,

tor do dua ra cac bién phap cai thién

cling nhu dao sdu hon mbi quan hé véi
khéch hang. Pong thoi, nhiém vu quan
trong nhat ctia doi ngi cac nha quan 1y (Nguon: www.google.com)
ndy @6 1a 1én ké hoach cho vige quin Hinh 18: Hinh minh hog viéc xdy dung
tri cac moi quan h¢ véi khach hang ci,

. méi quan hé voi khéach hang
hién tai, cling nhu khich hang tiém
nang trong tuong lai cua cong ty.

Thong thudng, DSquare dua ra hai ban ké hoach digital marketing sau khi nhan théng
tin tir khach hang. M6t ban vira dam bao cac yéu cau ctia khach hang, vira dam bao dugc kinh
phi ma ho mong doi. Mot ban khac duoc tich hop thém mét sé cong cu khac dé dam bao hiéu
qua truyén thong cao hon vé6i gia dit hon. Sau qua trinh trinh bay ca hai ban ké hoach thi tuy
quyét dinh ctia khach hang ma cong ty s& 1am theo mét trong hai ban ké hoach d6. Tuy nhién,
Khach hang 14 nhimng ngudi tdi da hoa gid tri va ho danh gia cac 10i dé nghi trong pham vi chi
phi, kién thirc, kinh nghiém va ngan sach cua ho. Pdng thoi, tip hop nhitng yéu t trén sé
hinh thanh dugc su mong doi ctia khach hang vé gia tri san pham — dich vu. Do d6, du dé xuét
ban ké hoach nao thi cong ty ciing khong nén tao ra nhitng chién dich c¢6 hiéu qua truyén
thdng qué cao, boi vi néu nhu khong thuc hién duoc ké hoach d6 mot cach hoan hao thi s&

lam khéach hang that vong, con néu lam duoc thi tit nhién 1a khach hang hai 1ong, nhung
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nhitng lan sau nita ho s& cang doi hoi hon, va cong ty s& gip nhidu khé khian hon trong viéc
gitr chan khéch hang.

Cong ty nén xem xét that k¥ cac yéu cau cua khach hang trudce khi thuc hién dé tranh
gay ra sy kho xtr cho nhan vién khi phai lam viéc lai voi cac nha cung cép khac. Hodc néu
chap nhan thém nhiing yéu cau khac cua khach hang ma da nim ngoai pham vi cong viée ky
két luc dau, hodc 1a chip nhan nhirng thay ddi y kién cua khach hang thi phai budc khéch
hang tra thém tién dé thuc hién tit ca nhitng cong viée lién quan dén su thay doi d6. Viéc doi
hoéi thém chi phi nay 1a hop 1y, boi vi khi lam viée lai voi cac nha cung cip khac, ho ciing s&
doi hoi thém mot khoan kinh phi mai ¢6 thé thay d6i noi dung da ky két nhu ban dau.

Theo nhan dinh ctia anh Truong Nhu Qudc Khiém — Gidam ddc Piéu hanh DSquare -
thi cong ty dang c6 mot muc loi nhuan cao va sé lwong khach hang khong nhiéu. Vi vy nén
cin cir theo bang phan tich chién lugc Relationship Marketing cho mot cong ty theo nhu bang
1 ¢ trang 25 ctia cudn béo cao nay, va ap dung cho DSquare, thi cong ty nén di theo chién
lugc Partnership. Tuc 1a “Cong ty 1am viéc lién tuc voi khach hang nay va véi nhiing khach
hang khac nira dé kham pha ra nhiéu cac thic chuyén giao gia tri dén cho khach hang tot
hon”. Va theo thyc té thi ban Quan tri ciia cong ty ciing di va dang xdy dyung hé thdng
partnership voi cac ddi tac ca trong qua khir 13n hién tai. Sau mdi lan nghiém thu cudi cac
chién dich, ban Quan trj cta cong ty gip g& va tiép nhan nhiing ¥ kién déng goép cua khach
hang. Va trong sudt qué trinh thyc hién ké hoach, ban Quan tri ciing nhiéu lan gip gd, trd
chuyén ciung khach hang, hodc néi chuyén dién thoai dé tiép nhan moi y kién déng gop cua
khach hang.

Nhiing viéc 1am d6 cho thdy DSquare da c6 Hé thong than phién va gop y (Complaint
and suggestionsystems) théng qua viéc nhan phan hoi ciia ban Quén trj trong va sau khi két
thiic mot dy an. Nhung cong ty nén 1én ké hoach va soan ra mot bang cau hoi khao sat k§
ludng. Khi c6 mdt bang cau hoi khdo sat rd rang vadi cac khia canh, van dé ma DSquare that
su can nhitng y kién dong gop cua khach hang, thi cong ty s& d& dang hon trong viéc biét
duoc nhitng suy nghi cua khach hang vé moi mit, ddng thoi tir d6 dé ra nhiing cai thién, du 1a
nho nhit, dé nang cao sy hai 1ong ctia khich hang trong cac 1an hop tac sau. Va viéc thuc hién
cau hoi khao sat nay nén dugc thuc hién dinh ky trong sudt qua trinh thyc hién dy an, chu
khéng chi thuc hién sau khi dy an két thuc. Ly do thtr nhét 14 qua nhitng 1an khao sat nhu vy,
cong ty c6 thé biét dugc 1a khach hang dang khong hai 1ong ¢ nhimg diém nao dé co thé c6
bién phéap khic phuc ngay. Néu dé dén khi nghiém thu du 4n thi moi phan hdi cta khach hang
chi duoc ghi nhan va xir 1y & 1an hop tac sau. Didu nay s& gy mot it trd ngai trong viée thuyét

phuc khach hang trong 1an hop tac ké tiép. Ly do thir hai 1a qua nhimng 1an khao sat nhu vay,
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cong ty c6 thé biét duoc 13 nhitng thay ddi va cai tién cia cong ty dua trén cac than phién va
su gop ¥ luc trude cia khach hang da hoan thanh t6t dang véi mong doi cuia khach hang hay

chua. Dé tir d6 c6 thé tiép tuc phat huy hoic ra dua ra thém céc bién phap cai thién khéc.

Dbdi voi van @& CRM hién tai cta cong ty, thi do
cac diém tiép xuc khach hang chua dugc toan thé nhan
vién ghi nhéan va phan tich theo dung huéng ban Quan tri
dé ra, nén da gay mot sd kho khian trong viée xu 1y thong
tin d& dua ra hudéng cai thién ciing nhu huéng lam viéc

v6i khach hang pht hop hon. Chinh vi thé ma ban Quan

— tri nén dua ra nhitng chinh sach, quy dinh rd rang hon vé
— £ viéc thu thap, phan tich cac diém tiép xuc khach hang.
(Neudn: www.google.com) Dong thoi, @& dam bao rang viéc phan tich nay s& khong
Hinh 19: Hink minh hoa CRM bi 1éch huéng nhu ban dau nita, thi ban Quan tri nén ¢
nhitng budi nédi chuyén dé lam rd van dé nay véi toan bo
nhan vién. Khi phan tich nhimg diém tiép xuc khach hang nay dung huéng dan dén hiéu biét
khach hang ré hon, DSquare c6 thé cung cap dich vu khach hang t6t hon va phét trién moi
quan hé khach hang sau hon. Pong thoi, cong ty co thé xac dinh nhitng khach hang co gia tri
cao, tir d6 dat muyc ti€u vao ho hi€u qua hon, thong qua cac du an cii ma céng ty co thé ban
cac dy an khéac clia cong ty va tao ra cac 10i dé nghi pht hop véi yéu cau cu thé cta khach
hang.
Bén canh d6, cong ty da thuc hién duoc bdn trén bay budc dé xay dung mot hé thong
CRM hoan chinh cho doanh nghiép. Chinh vi vidy ma ban Quan tri can tién hanh trién khai ba
budc con lai dé hoan tat hé théng, do6 1a: Bao tao nang cao nhan thuc vé khach hang va vai tro
cia CRM ddi voi viée phat trién lau dai cua to chirc trong toan cong ty; Xy dung phuong
phép thu thap, phan tich, xir 1y va chia sé thong tin khach hang phuc vu viéc ra quyét dinh
quan 1y; Xay dung cac tiéu chi danh gia hiéu qua CRM va phuong 4n cai tién. Trong d6 budc
quan trong nhét can phai chi y d6 chinh 1a “X4ay dung céc tiéu chi danh gia hi¢u qua CRM”,
dé tir 46 cong ty mai co thé biét dugc 1a CRM dang hoat dong hiéu qua hay khong, tir d6 dé ra
cac phuong an cai thién.
Nhu di néu trong 1y thuyét thi Marketing khong thé 1am céng viéc giit khach hang mot
cach doc lap. Khi ap dung cho DSquare thi ¢6 nghia 1a bo phan Account khong thé 1am cong
viéc gitt khach hang mot cach doc 1ap. Mac du Account dong vai tro hang dﬁu, nhung do chi

12 mot phan trong viéc thu hit va gitr khach hang. Ca DSquare chi ¢ thé thanh cong khi ma
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tat ca cac bd phan va tit ca cic nhan vién cing hop tac dé tao thanh mot hé thdng customer

relationship hoan chinh. Ty mdi nhan vién khi tiép xtc véi khach hang ma déu to thai do than

thién, vui vé, chan thanh va déu ghi nhan lai cac phan hdi cia khéach hang thi chic chin la

khach hang s& hoan toan hai long bai vi ho biét 1a ¥ kién cua ho duoc ghi nhan. Pong thoi tir

cac nhan xét d6 ciia khach hang ma mdi nhan vién c6 thé ty rat kinh nghiém cua ban than dé

khong méc phai nhitng 18i 1dm twong ty thi khach hang s& con hai 10ng hon nita. Tuy nhién,

van dé nim ¢ nhan thirc cla timg nhan vién trong cong ty. Nguyén nhan chinh 1a vi moi ngudi

nghi ring customer raltionship khong nam trong pham vi cong viéc cia minh, nén moi ngudi

khong quan tdm nhiéu. Do d6 ma tit ca nhan vién déu nén duoc tu vin thém vé relationship

marketing dé c6 thé cai thién cach lam viéc v6i khach hang, dong thoi ¢6 thé ap dung mot s6

kién thirc dé ting cudng mdi quan hé tét dep v6i khach hang.
Mic du cong ty da dua ra mot sb tiéu chuan dé

xac dinh khach hang muc ti€u. Tuy nhién, dya va cac

tiéu chuan do thi viéc xac dinh van chua thé ro rang,

dan dén viéc cong ty dang phai gip nhiéu khé khin

trong qua trinh thyc hién du 4n cho mot s6 khach hang

ma khong hiéu biét nhiéu vé digital marketing. Chinh

vi khong thé danh gia duoc mét cach chinh xac do

hiéu biét ciia cac khach hang vé digital marketing, nén

Account va ban Quan tri cung cac bd phan khéc, trong

qua trinh trao d6i cong viéc voi khach hang nén tu van (Nguon: www.google.com)
va c¢d ging thuyét phuc va manh mé hon trong viéc Hinh 20: Hinh minh hoa
dua ra céc 1y 18, bang chung dé khach hang chip nhan customer relationship

di theo ké hoach ma DSquare da d¢é ra. Vi d6 1a ban ké
hoach dugc lam ra bdi doi ngli nhan vién co6 kién thirc chuyén mén tdt va nhiéu kinh nghiém,
nén chic chin rang hiéu qua truyén thong sé& rat cao va sé hoan toan dap ung duoc sy mong

doi cua khach hang.
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4. Két luan va dé xuat
4.1. Nhirng van dé chung ciia doanh nghiép

Nhu di trinh bay ¢ trén, DSquare dang mic phai bdn vin dé cdt 16i cua bat ky mot
doanh nghiép ndo, d6 1a Customer relationship, Creative, Cost va Core efficiency. Vé
customer relationship thi hién tai cong ty van chua xdy dung mot hé thdng chinh thirc nao dé
quan tri cac mdi quan hé khach hang trong qua khw, hién tai ciing nhu twong lai. Pong thoi
trach nhiém thu hut va gitr khach hang, hi¢n tai chi dugc ddm nhiém bdi b phan Account, tuy
nhién véi s luong nhan vién c¢6 han kém vé6i viéc phai 1am rat nhiéu nhiing cong viéc khac
thi dudng nhu customer relationship trd thanh mot van dé ngoai kha ning ciia Account.

Ngoai van dé customer relationship da phan tich thi chinh sach nhéan su ctia cong ty —
Core efficiency — ciing dang 1a mot van dé nan giai ciia ban 1anh dao. Theo ¥ kién thu thap tir
cac nhan vién, cong viéc kha nhidu ma tinh hinh nhan sy thi lai qua it, dan dén tinh trang qua
tai cong viéc. Nhiéu nhan vién khong chiu ndi ap luc nén di khong thé cong tac 1au dai voi
cong ty. Pa sd cac nhan vién chinh thirc hién nay chi méi cong tic v6i cong ty trong nim
2012 nay, va co rat it nhitng nhan vién da 1am viéc trén mot nam. Nhin chung day ciing 1a mot
van dé nan giai ma ban lanh dao nén c6 bién phap giai quyét gp rut.

V& mang Creative thi nhitng ¥ tudng sang tao ciing dang dan trd vé mot 16i mon. Cong
ty that sy dang can moi doi ngii tré voi tri 6¢ phong phii dé thém nhiéu sic mau hon cho cac
ké hoach marketing sap téi. Viéc di theo 16i mon nay, 161 khong phai hoan toan nim & phia
DSquare ma 1a mot sé cac khach hang khong muong tuong dugc nhimng 16i di khac, hon thé
nita ho muén mot sy dam bao, mudn sy an toan. Do d6 ma nhirng hinh thuc digital marketing
cii nao ma ¢ mang lai hiéu qua 16n thi bay gio ho chi muén sir dung lai nhimg phuong an dé
ma théi.

Déi v6i nhitng khach hang da biét qua DSquare thi Cost ma cong ty dua ra hoan toan
khong 14 van dé& v6i ho. Tuy nhién voi nhitng khach hang méi va chua c6 dinh huéng vé
digital marketing thi lai nghi d6 1a muc gia hoi cao so voi mat bang. Moi thir déu c6 cai gia
cua no. Nhu khéng dinh ban dau, DSquare hudng dén mot muc dich cao hon, d6 1a tap trung
vao khéach hang va loi ich cta khach hang. Chinh vi vdy ma moi thir ma cong ty dua ra déu 1a
nhitng phuong an tét nhat, phii hop v6i thuong hiéu, dic thu sian pham va ca kinh phi cua
cong ty khach hang. Nhung vi c¢6 sy chénh 1éch vé gia so véi cac ddi tha canh tranh, nén
DSquare ciing gip khong it kho khin trong viéc thuyét phuc va thu hut cac khach hang méi

cho cong ty.

Dé tai: Phan tich Relationship Marketing vé Customer cua DSquare 36



Béo cao Thuc tap Tét nghiép Lop MKO091

4.2. Céc cong viéc thue tap

Nhin chung, cac céng viéc thuc tap da khong con 1a nhitng viéc sai vat nhu khi con
thue tap nhan thire. Timg cong viée & ddy déu rat sat voi chuyén nganh marketing, dic biét la
& mang digital marketing. Tuy nhitng kién thirc duoc hoc tai trudng van con nhiéu thiéu sét,
nhung trong qua trinh thyuc tip di dugc bd sung dan dan. Bén canh d6 thi théng qua cong
viée, mot s6 k¥ nang nhu 14 tim kiém, quan 1y thoi gian, lam béo cdo, thuong lwong véi khach
hang... ciing dugc trau doi va gia ting dang ké. Ngoai ra, thong qua cong viéc va mdi truong
lam viéc, t6i dd c6 thé nhan thirc duoc 1a méi truong lam viéc chinh thirc cua mot agency sau
nay s& nhu thé nao. Tir d6 c6 cai nhin thyc té hon vé viéc 1am sau ndy ciing nhu cach tmg xur
trong cudc song.

Tiép dén, thong qua cong viée, t6i co co hdi duge tng dung nhing kién thirc di hoc
vao thuc té, tir d6 6 cai nhin gén giii va da chiéu hon nhiing kién thire sach vé. Bén canh do,
toi cling it nhiéu biét duge réng hiéu qua thuc té cia mot chién dich so voi mong doi cua
khach hang c6 mot khoang cach kha 16n. Tir d6 s& rat duge kinh nghiém dé néu sau nay
khong lam viéc ¢ agency ma lam viéc & client thi s& biét theo sat ké hoach ciing nhu kiém tra

hiéu qua ké hoach ki cang hon.
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Két ludn

X3 hoi ngay cang phat trién, viéc lam ngay cang khé khan. Chinh vi vay ma viéc hoa
nhap vao mdi truong doanh nghiép sdm s& tao duoc nhiéu lgi thé cho sinh vién. Sau mudi lam
tuan thuc tap, toi tich luy duogc nhiéu kinh nghi¢m lam viéc cling nhu nang cao dugc mat s6 ki
ning cua ban than. Pong thoi toi cling mé rong dwge mdi quan hé cua minh trong mét linh
vuc méi. C6 ca nhimg khé khan 1an thuan loi, va tit ca déu da trui rén cho toi trudng thanh
hon va nhin nhan viéc di lam thuc t& hon. Qua quyén bao cdo nay, toi mubn chia sé dén nguoi
doc nhirng viéc lam thyuc té cling nhu nhirng nhan xét, kinh nghiém ma ty ban than t61 duc két
nén. Py s& 1 mot hanh trang quan trong trong qua trinh vao doi sap toi ciia ban than t6i ciing

nhu nhiéu ban sinh vién khac.
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Tai liéu tham khio
Séch Principle of Marketing, 4™ European Edition cua Phillip Kotler, Veronica Wong, John
Saunders, Gary Amstrong.
S6 tay nhan vién DSquare.
http://www.dsquare.com.vn
http://www.claysnguyen.info/danh-sach-cac-agency-digital-marketing-tai-viet-nam

http://marketing.24h.com.vn/digital-marketing-24h/marketing-online-24h/infographic-nhung-
con-so-thong-ke-ve-smartphone/

http://marketing.24h.com.vn/digital-marketing-24h/marketing-online-24h/tiep-thi-truc-tuyen-
nho-ma-khong-bo-2/
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Nhén xét ciia cong ty thue tap

Tran trong,

Ngay ... thang ... nam ........

TRUONG NHU QUOC KHIEM
(Giam doc Pieu hanh DSquare)
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Nhin xét ciia giang vién huéng dan

Tran trong,

Ngay ... thang ... nam ........

TRUONG QUANG CAM
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Nhan xét cua ngwoi cham bao cao

Tran trong,

Ngay ... thang ... nam ........
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