DigiToI.Mque’ring
Phdn 1: Kién thidc nén tang
Module 4

PHAN TICH NEN TANG
KHACH HANG, SAN PHAM, BOI CANH CANH TRANH



NGi dung chinh

1- Tong quan vé phan tich nén tang

2- Phan tich khach hang

3- Phan tich san phdm, ndi tai doanh nghiép
4- Phan tich bdi cdnh canh tranh

5- Hoi & ddp
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Vé phan tich nén tang
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1-1 Nhin lgi bdc tranh I8n

N&i dung 'I

fruyén tai

San phé
an pnham 2 Khach hang muc fiéu

& Gia

Kénh truyén tai

PO LUBNG - BAO CAO - TOI UU

Bé&i c&nh canh tranh
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1-2. Lam Chién Ludc...

Phan tich

Phan tich khach hang Chién lugc ndi dung

Phan tich s&n phdm Chién ludc kénh lan téa

Phan tich bdi canh canh tranh Cach thuc trién khai

Do lusng - Bdo cdo - Téi uu
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2- PHAN TICH KHACH HANG
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Phan tich khach hang la phan tich cdi gi?

A. Khach hang la ai? B. Bd&c diém clia ho?

1- Phan khuc khach hang B2C 1- Van dé, nhu cau
2- Phan khuc khéach hang B2B 2- Moi quan tém va rao cén

3- Nhan thic va niém tin

4- C4c ban dé hanh trinh khach hang
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2.1.1. Phan khc khach hang B2C Sl el e
NhUng ky thudt ggiy

A- Bac diém nhan khéu hoc B- S& thich, hanh vi C- Phong céch séng

1- Nhiing ngudi di tap Gym 1- Ngusi cé phong cach séng healthy
= l:l.hujng NgUGi thudng xuyén chay bo vao 2- Ngudi cé phong cach séng tu do
budi sang

3- Ngusi cé phong cach séng ngan ndp,
quy cU

4- Nhiing ngudi mdi mua nha 4- Ngugi c6 phong cdch séng buéng tha

2- Gidi tinh
3-Bialy 3- Nhiing ngugai thich xem phim

4- Hoc vén

5- Nhiing ngudi thusng xuyén di dén
phong fra

5- Thu nhép

6- Tinh tfrang hén nhén 6- Nhiing ngugi thich di du lich




A - e S zDigital.Marketin
2.1.1. Phan khuc khach hqng B2C g
Phan khuc tép khach hang hién hu

Nguyén ly kinh t& hoc can ban: Tu duy Marketing cdn ban:

“Con ngusi phdn Ung truéc cdc kich thich” “Dlng ngudi - Bung thdi diém - Bang théng diép”

= Con ngudi phan ung truéc cdc kich thich danh riéng cho ho
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4 dac diém chinh yéu: Ngusi mua, ngusi ra quyét dinh mua,...

“
Ngusi dé;uét “A\ y
a0 QP - WENGg
' “_Nguci nghién ctu }t-? Ngusi anh huéng \ﬂ‘

—y T i‘““‘(‘-l\ DNJIAS
- ’l X Ngugi quyét dinh '\“

£ = .

Phat sinh nhu cau

Mua hang

Mua lqi, ting h6

#1 - Ngudi mua hang c6 thé khéng phdi ngudi ra quyét dinh
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2.1.2. Phan khuc khach hang B2B

4 dac diém chinh yéu: Méi quan tam chinh yéu

Cac hoat

+ déng gia
tri
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2.1.2. Phan khuc khach hang B2B

4 dac diém chinh yéu: Bdng sau doanh nghiép van Ia con ngusi...

llH¢p gull
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2.1.2. Phan khuc khach hang B2B

4 d&c diém chinh yéu: Phan khuc tép khach hang hién hitu dé chadm séc I t6i quan trong

& méd hinh B2B, d6i khi, chi mdt vai khach hang nhung lai chinh I ngudn séng clia ca doanh nghiép




2.1.2. Phan khuc khach hang B2B
Nh{ng ky thudt ggiy

A- Theo nganh hang B- Theo quy mé

C- Theo khu vyc dia ly

1- Néng nghiép 1- Quy md doanh thu

2- An uéng

2- Quy mé ha tang

3- Nudi tréng thlly san 3- Quy m6 nhan su
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D- Theo mé hinh hoat dong

1- Thuong mai truyén théng

2- Thusng mai dién U

3- San xudt

4- Khéi nghiép céng nghé
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2.2, Phan tich ddc diém khach hang rt abealibitids

OWN - OTHER - OUTTER

A,

2- Nhu céu Quyét dinh mua

? 2 N 9
~ sén phamgi, 8
HOP BEN RA dau

QUYET BINH

3- Tim kiém SP theo khd
nAang tai chinh

Nhan thdc véa niém tin

Quan diém & Phong cdch

Hé gid tri cd nhan
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2.2. Ban d6 hanh trinh khach hang i dbeireliddsy
Phan tich khach hang

‘ , Ba&n do trién khai cac diém cham véi
Bdn do hanh trinh ra quyét dinh doanh nghiép

Bdan dé hanh trinh trdi nghiém

Ban dd hanh trinh mot ngay clia khach hang
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Trong ban dé hanh trinh khach hang

—
Phat sinh nhu cdu Mua hang Mua lqi, ting hé
5A Aware Appeal Ask Act Advocate
Nhan biét Thu hat Nghién cuu Mua hang Ung ho
X A

TRUYEN THONG MARKETING, SALE CSKH
Search Marketing (SEO, Google Ads,...) CRM
Content Marketing Referral Marketing
ReMarketing

MKT Automation (Email, chatbot,...)
Social Seeding



#1- Ban d6 hanh trinh ra quyét dinh
Trong bdn dé hanh trinh khach hang
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Giai doan Aware Appedl Ask Act Advocate
Nhan biét Thu hat Nghién cuu Mua hang Ung ho

Facebook

A Youtube
Kénh T

PR bdo chi

Chuyén gia cdnh bédo 6 nhiém khéng khi, byi min

NoGi dung - Gi6i thiéu san phdm méi loc 99,99% bui min

T

Méi quan
tGm

Suc khde ban than, stic khde gia dinh

Livestreaming + Influencers

Social Seeding SMS
Search Marketing (SEO - Google Ads) Telephone
ReMarketing

Tinh néing, céng nghé loc Hoi thém tinh hinh
Gidy ching nhan tiéu chudn Nhéc nhé thay méang
Chuyén gia, ngusi ndi tiéng danh gia loc

Khuyén mai

Gia ca

C6ng ndng, do bén,...

Chinh sdch ban hang

D6 tin tudng vdio nha ban hang




#2- Ban do6 hanh trinh trai nghiém
Trong ban dé hanh trinh khach hang

CON NGUO

QUY TRINH

HA TANG

CAgﬂNH
HUONG

NV tuvan

Quy trinh tuvén

Luu tr théng tin khach hang

Qua déng khach

Wifi, 6 cdm, day xac,...

Khach lam mét thé xe
Trdi muaq, trdi ndng
Khdéch lam hu tdi sdn
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Quy trinh CSKH

Khdach than phién
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#3- Ban d6 hanh trinh mét ngdy ctia khdch hang
Trong ban dé hanh trinh khach hang

HANH |

PONG

oitvcrav | I
VI
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3- PHAN TiCH SAN PHAM
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Phan tich sén phdm
POITHU 1 POITHU 2 POITHU 3

Tén san phdm

Coéng nAng

Gid tri hién thuc
Yéu t6 cam xac

Yéu t6 dich wy, gia trj gia taing
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3- PHAN TiCH BOI CANH CANH TRANH
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Tong quan vé phan tich bbi canh canh tranh

San phdm thay thé

Cdc déi thi cgnh

Nt BUTE e 2 tranh hién hitu

Khéch hdang

Péi tha tiém é&n
(Méb hinh 5 @p Iuc canh tranh - Michael Porter)

BOI CANH VI MO: Kinh t&, chinh tri, van hoa, xa hoi, tu nhién, cong nghé, luat phap,...




sUc HAP DAN CUA NGANH HANG

7 }

YEU TO THI TRUONG

YEU TO VE CO CAU YEU TO Vi MO

01. Quy md

05. Co cdu nganh

02. Ty Ié tang trudng

06. Xu hudng (ctia cac yéu t6

trong co cau)

08. Cac yéu tb

03. Khd nang du dodn

thudc vé vi mo

07. Ty sudt Igi nhudn & Tinh 6n

04. Tinh 6n dinh & Tinh
chu ky

dinh
Co cdu nganh, rdo can xam

nhap, rdo cdn rut lui
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A. PHAN TicH TONG QUAN B. PHAN TICH CHI TIET

1, S6 lugng déi thu 1, San phdm

2, Binh vj thudng hiéu 2, Thdng diép truyén thong

3, Nhiing Igi thé canh tranh thdy ré 3, Cach lam truyén théng

4, Ngudn lyc 4, Cach lam Marketing

5, Ndng luc 5, Cach ban hang § CSKH: Quy trinh tu van, ndi dung tu van,...

6, Cdac hoat dong tqao gia tri 6, Cac hoagt déng tqo gid frj quan trong khéc

= Pinh huéng Igi thé canh tranh
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5- HOI § DAF



