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2PCfieu nghien cuu cua bai biJo Ia xay dl/ng chien M;Jc marketing di~n tu df/a vao nghien cuu 
c/PZae xuat mOl quan h~ kMch hang va chien lur;Jc phan do;;~n khach hang nMm thu hUt, xay 

dtjng long tin d(J7 v6i khach himg. f)ong thai, bai bao con dUa ra nghien cuu va xac dtnh cac yeu to imh 
hUOng lien quan toi 51/ trung thanh, long tin CUa khach hang Ve san pham, dfCh VI,/ may tinh nhU $0 thfch, 
th! hie'u, thuong hi~u. gia ca, ... cua c6ng ty Co ph an The gioi s6' Thai Nguyen thOng qua khao sat, phong 
van voi 280 khach hang t;;~i tlnh Thai Nguyen. Qua d6, tac gia de xua1 met so kien nght cho nha quan 
ly ve dtnh huang xay dtjng quan h~ khach himg, phan do~n cac nh6m khach hang thea tung nh6m tieu 
chi va de xua't dUr;Jc met quy trinh marketing di~n tu cho c6ng ty Co phan The gioi so Thai Nguyen dtja 
vao quan h~ khach hang va cac c6ng do~n trien khai quy trinh marketing di~n tu. 

TiJ kh6a: Marketing, Marketing quan M. long trung thanh, quan h~ khach hang. 

1. Grai thi~u 
Cac khach hang luon Ia doi tllQng ma cac don 

Vf san XUat, kinh doanh hlldng tdi nham tang 
doanh so ban hang, boi chi phi de loi keo m¢t nha 
dau tu mai thong thuang gap nhieu ian chi phi de 
giu chan mot khach hang cO. 8~c bi~t. khi tinh 
hinh c~nh tranh cua th! truang ngay cang gay gat 
va phuc t~p. de ton t~i va phat trien, cac nha quan 
tq phai tim each xay dt~ng va nang cao niem tin, 
Sl,f trung thanh CUa khach hang. 

Ngay nay, nhieu dOn Vf san xuat, kinh doanh 
(doanh nghi~p) da t~p trung quan tam tdi xay dl,fng 
chien luQc marketing tren co sd lay niem tin, long 
trung thanh cua khach hang lam goc. Khi ay, m6i 

dOn Vf kinh doanh Can phai nghien CUU Ve m6i 
quan h~ giOa khach hang vdi doanh nghi~p, cham 
soc, t~o niem tin. 86ng thai, doanh nghi~p thuang 
xuyen phai c~p nh~t. phan tich va xu ly dO li~u ve 
khach hang de dua ra cac bao cao chfnh xac, kfp 
thai ve thong tin khach hang gop phan xay dt~ng 
chien lllQc marketing. 

Nham ho trQ quan ly, nang cao moi quan h~ 
giOa khach hang va doanh nghi~p. nhieu doanh 
nghi~p da nghien cuu Ling dt,mg c6ng ngh~ thOng 
tin, dieu nay se gop phan giup doanh nghi~p nam 
bat dllQC chfnh xac SO lllQng khach hang, giup 
doanh nghi~p chu d¢ng trong mQi ho~t d¢ng voi 
khach hang, quan tam, cham soc khach hang. Tu 
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[QUAN TRJ KINH DOANH .t-1----------------
d6, doanh nghi~p c6 the de ra nhOng chien IU<;!c 
marketing, chien IU<;!c gia ca phu h<;!p, dtch Vl,J 
cham soc khach hang k!P thoi nham nang cao sv 
hili long cOng nhU tc;~o sl,l trung thanh cua khach 
hang ve doanh nghi~p. 

Tren the gioi va trong nuoc cOng da c6 nhieu 
nghien cuu, tai li~u de c~p den van de long trung 
thanh, Sl,f hili long CUa khach hang nhll: nam 1998, 
nh6m tac gia Thorsten va c¢ng sl,l [7] da de xuat 
ra m6 hlnh ve Sl,l anh hUang cua chat lll<;!ng moi 
quan h~ den long trung thanh cua khach hang 
thong qua vi~c nang cao Sl,l hai long cua khach 
hang. Nam 2014, nh6m tac gia Till Haumann va 
CQng St,/ (6) da chi ra rang Sl,f hai long CUa khach 
hang ve cac san pham, diCh Vl,J cua doanh nghi~p 
dU<;!c xem Ia chla kh6a de thanh cong, gop phan 
nang cao kha n~ng cc;tnh tranh cua doanh nghi~p 
va Sl,l hai long cua khach hang dU<;!C xem Ia yeu to 
quyet d1nh cho vi~c giO chan khach hang o lc;ti voi 
doanh nghi~p. Nam 2010. tac gia Nguyen Th! Kim 
Anh (12] da nghien cuu long trung thanh cua 
khach hang trong nganh ngan hang tc;~i TP. HCM 
va chi ra nhOng yeu to anh hVong quyet dtnh den 
long trung thanh cua khoch hang, tU d6 dlla ra giai 
phap nang cao long trung thilnh nham giO chan 
khach himg cua ngan hang. . 

Trong nhOng thang cuoi nam 2013 va dau 
nam 2014, Cong ty Tu van Quan ly oco phoi 
h<;!p voi H¢i Thong ke Vi~t Nam da thl,lc hi~n 
CUQC dieu tra Sl,l hai long cua khach hang dung 
di~n cho cac Tong Cong ty 8i~n ll,lc Mien Bac, 
Tong Cong ty 8ien ll,lc Mien Nam, Tong Cong ty 
8i~n ll,lc Mien Trung. 

Tuy nhien, nhung nghien cuu d6 moi chi dung 
lc;~i o vi~c i<hao sat, xu ly dO li~u. danh gia ve muc 
d¢ hai long cua khach hang, chua ung dl,lng vao 
vi~c xay dl,lng nhOng chien IU<;!c marketing nham 
t<;~o dUQC long trung thimh cua khach hang ve 
doanh nghi~p. Vl v~y. vi~c xay dtjng long trung 
thanh khach hang luon Ia m¢t van de dli<;!C d~t ra 
cho cac nha kinh doanh. 

Bai bao nay de c~p den vi~c nghien cuu xay 
dl,lng chien llJQc marketing di~n tu dl,la vao sl,l 
trung thilnh cua khach hang doi voi doanh 
nghi~p thong qua nghien cuu m6i quan h~ khach 
hang, giup tang doanh so ban hang cua cac 
doanh nghi~p. 
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2. Co so ly thuyet va phllong phap nghien cuu 
Long trung thanh cua k.hach himg: 
Trong ho~t d¢ng kinh doanh cua cac doanh 

nghi~p ngay nay, vi~c nghien cuu xay dl,lng giai 
phap de gia chan cac khach himg Ia v6 cung quan 
trQng, doanh nghi~p nghien cuu niem tin, sl,l hai 
long Va Sl,f trung thanh CUa khach hang doi VOi san 
pham/dtch Vt.J cua minh. Sl,l gan b6 hay long trung 
thanh cua khach hang VOi doanh nghi~p dli<;IC the 
hi~n bang ho~t d¢ng l~p l~i vi~c mua ho~c gioi 
thi~u cho khach hang khac nhau mua hang h6a, 
d1ch vv. V~y. long trung thanh dllQc hieu Ia sv cam 
ket cua khach hang se mua l<;~i san pham ho~c 
d!Ch Vl,J Ua thich (3), Se UU tien tim mua san pham 
cua m¢t thUCJng hi~u nao d6 [9]. long trung thanh 
dll<;!c do Iuong theo ba each khac nhau: 

(1) Hanh vi "mua hang /~p 1?1' va bo qua cac 
yeu to tiem an khac [9]; 

(2) Thai d¢ nhll: y d1nh mua, de ngh! doi voi 
nhOng nglloi khac ho~c n6i thu~n l<;!i ve san pham 
ho~c dtch vv [4]; 

(3) Ket h<;!p ca Mnh vi va thai d¢ [8]. 
Chien IU<;!c marketing di~n tu: 
Olfa vao nghien cuu ve Sl/ gan b6, niem tin hay 

long trung thanh cua khach hang d6i voi cac san 
pham/dtch VI,J cua doanh nghi~p, m6i doanh 
nghi~p can phai xay dl,lng cac chien IU<;!c market
ing di~n tude ch~m soc khach hang, xay dtfng va 
quan ly dli<;!C moi quan M va long tin trong dai hc;~n 
doi voi khach hang, voi nha cung ung cOng nhu voi 
tat ca cac tac nhan khac tren th1 truong. Nhll v~y. 
c6 the hieu Chien Juqc marketing ai~n til Ia: 

- Qua trlnh l~p ke ho~ch ve san pham, gia, 
phan pho1 v.a XUC tien doi VOi san pham, diCh VI,J Va 
y tuong de dap ung nhu cau cua to chuc va ca 
nhfJ.n- dl,la tren cac phllong ti~n di~n tU va Internet 
(Phillip Kotler). 

- Chien IUQc Marketing di~n tu bao gam cac 
hoc;~t d¢ng de thoa man nhu cau va mong muon 
cua khach hang thong qua internet va cac phUong 
ti~n di~n tu (Joel Reedy, Shauna Schullo, Kenneth 
Zimmerman, 2000). 

- Ve co ban, chien IUQc marketing di~n tu Ia cac 
hoc;~t d¢ng marketing dllQc tien hilnh qua cac 
phlldng ti~n di~n tu va mc;~ng vieh thong. Trong d6, 
phlldng ti~n di~n tu c6 the Ia may tinh, mobile, 
PDA, ... con mc;~ng vien thong c6 the Ia internet, 
mc;~ng thong tin di d¢ng, ... 
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------------------~1 QUAN TRJ KINH DOANH I 
Mvc tieu cua vit;ic xay dl,lng chien lllQc mar

keting di$n ttl Ia de xay dl,lng m6i quan h$ dem 
den gia tq lau dai cho khach hang va Sl,i hai long 
thLiong xuyen cua khach hang, chfnh Ia thlloc do 
thanh cOng cua doanh nghi~p. Phlldng phap nay 
hllong den xay dl,lng moi quan h~ ben ch~t voi 
khach hang hi$n t<;!i, tim each cung co niem tin ndi 
hQ ve chat lllQng san pham va khuyen khfch hQ tai 
sli dvng san pham cua doanh nghi~p. 

De thl,lc hi$n chien lll<;lc marketing di$n tli, 
chung ta can tim hieu, thu th~p thOng tin, y kien 
cua khach hang ve chat lll<;lng hay gia ca san 
pham, tU d6 c6 nhOng dieu chlnh san pham ve 
chat lll<;lng hay gia ca cho phu h<;lp va dap Ling tot 
nhat nhu diu thl,lc te cua khach hang. M~t khac, 
khach hang khi CO niem tin va Sl,i trung thanh VOi 
san pham cua doanh nghi$p se c6 the tro thfmh 
nhung nguoi tiep th! hi$u qua va khach quan nhat 
cho san pham cua doanh nghi$p. Nhll v~y. doanh 
nghi$p se vua tiet ki$m du<;lc chi phr quang cao, 
tang chat lll<;lng san pham va muc d¢ thea. man 
cua khach hang, l<;!i vua c6 the thu th~p thOng tin, 
y kien ve chat lllQng san pham, tlt d6 d<;!t dllQC IQi 
the c~nh tranh ben vOng. 

PhUdng phBp nghlen cuu ve xay d(lng chien 
iU(Jc marketing di~n tu: 

Sli d1,1ng mO hinh chien lll<;lc marketing di$n tli 
dl,la vao Sl,i trung thanh cua khach hang VOi doanh 
nghi$p [5]. 

[ 
[ 

Nl~mtln] 

cam ki1t J ______ _ 
Truyen thong 

Kiem so a;--) 

maothua~ 

-----------

Voi mO hlnh chien lll<;lc marketing cua Ndubisi 
g6m 4 yeu to tac dong den long trung thanh cua 
khach hang: 

(1) Niem tin: Ia Sl,i tin tuong cua nguoi khac 
trong moi quan h$ h<;lp tac voi mlnh. Day dLI<;lc 
danh gia Ia yeu to cd ban va quan trQng nhat trong 
chien lll<;lc marketing di$n tli dl,la vao sl,l trung 
thanh cua khach hang. 

(2) Cam ket Ia thlloc do danh gia muc de) trung 
thanh cua khach hang va cho phep dl,l doan tan so 
giao diCh CUa khach hang trong tlldng lai. f)~c 
bi~t. cam ket dll<;lc xem nhu Ia m¢t loi hua, loi the 
Ve chat lll<;lng, thLidng hi$U san pham/diCh Vl.J CUa 
doanh nghi~p doi voi kMch hang. 

(3) Truyen thOng: c6 vai tro quan tr<;~ng cho 
phep giO lien I<;!C voi khach hang, cung cap thOng 
tin kiP thOi, dang tin c~y va giao tiep chu d¢ng voi 
khach hang. 

(4) Yeu to kiem soat mau thuan: Ia sl,l dieu 
chlnh mQi bat dong giua hai ben trong qua trinh 
v~n hanh quan h$, Ia Sl,i cai thi~n va thich Ling san 
pham, d!Ch Vl.J rna doanh nghi$p thl,JC hi$n nham 
dap Ling tot nhat nhu cau cua khach hang·. 

Nhll v~y. doanh nghi~p can lam tot 4 yeu to 
tren khi ap dvng chien lu<;lc marketing di~n ttl cho 
phep dam baa Sl,i trung thanh CUa khach hang d6i 
voi san pham/d!Ch Vl.J cua doanh nghi$p. 

3. Kat qua nghien cuu 
3. 1. Xay dl/ng chien iUf/c marketing dl~n tU dtfa 

VSO Sl/ trung thanh CUB 

khach hang 

svtrung 

th~mh cua 
khach hang 

De thl,lc hi~n market-
ing san pham/d!Ch Vl.J 
cua doanh nghi~p thl 
cac doanh nghi$p can 
phai xay dl,lng chien lll<;IC 
marketing di~n tli Ling 
vdi cac phlldng an thl,lc 
hi~n sau: (1) Glii thll trl,lc 
tiep; (2) Marketing trl,lc 
tiep; (3) Marketing da 
li~u; (4) Quan tq moi 
quan h$ khach. 

Trang bai baa nay, tac 
gia se de c~p den vi$c 
xay dl,lng chien lll<;lc mar

Hlnh 1 : M6 hinh chien IU(Jc marketing cua Ndubisi [5] 
keting di~n tll dl,la VaO Sl,i 
trung thanh, long tin cua 
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QU.i.N TRI KINH DOANH 1-1----------------
kh<kh hang thong qua nghien cuu co so quan tq minh. 
quan h~ giOa cac khach hang, nham hotr<;l quang M6i rang bu¢c xa h¢i: hay con gQi Ia "tinh bang 
ba, gioi thi~u san pham/d!ch Vt,J va xay dl,lng chien hOu" dan den mllc cam ket trong mOl quan h~ ral 
ILI<;Ic kinh doanh cho cac doanh nghi~p. cao. Sl,l trao doi thong tin ve cac van de xa h¢i 

3.1. 1. Cd so xay dl/ng chien IU<;Jc marketing nam ngoai phc;~m vi nhOng giao d!Ch kinh doanh se 
dit)n tU t<;~o nen Sl,l rang bUQC than thiet giOa khach hang 

M¢t trong nhOng yeu to g6p phan vao Sl,/ thanh va doanh nghi~p. Chinh dieu nay se tc;~o ra Sl,l cam 
cong cua cac chien ILI<;IC marketing di~n tl.r, d6 Ia ket quan h~ lau dai cua khach hang. 
nghien cllu, xay dl,lng moi quan M khach hang de b). Tiep c~n thOng tin marketing dl/a vao quan 
lam Cd Sd xay dl,lng, xac d!nh Sl,/ trung thanh, long h~ giOa cac khach hang VOi nhau . 
tin cua khach hang. Qua khao sat thay rang vi~c Mp c~n thong tin 

a. Yeu to Sl/ trung thanh trong xay dl/ng quan ve doanh nghi~p cua khach hang thong qua cac 
h~ khach hcing co sa cho ho~t d¢ng marketing kenh voi ket qua nhu sau: 

di~n tti Bang 1 : Thong ke ngu6n tiep c~n thOng tin 
E>e xay dl,lng dll<;lc chien ILI<;Ic mar

keting di~n hi, trl/oc lien can phai xac 
d!nh dli<;IC quan M. Sl,l trung th~lnh cua 
khach hang. Trong kinh doanh, vi~c khai 
thac cac khach hang tiem nang Ia vo 
cung quan trQng, tUc Ia bien m¢t nguoi 
trong tuong lai c6 the tro thanh khach 
hang hay dOl tac cua doanh nghi~p. qua 
trinh xay dl,lng long tin, Stj trung thanh 
tr~i qua nhieu giai do~n thea thoi gian: 

TT 

1 

2 

3 

(1) Thu hut thiet l~p tc;~o dl,lng; (2) Phat trien; (3) 
Duy tri; (4) Cung co; (5) Trung thanh. Moi quan h~ 
se dll<;lc tc;~o l~p tren cac yeu to chu yeu nhu sau: 
(1) Sl,l tin tuong; (2) Sl,l thoa man cua khach hang; 
(3) Gia tq mang lc;~i; (4) Truyen thong hi~u qua; (5) 
Moi rang bu¢c xa h¢i. 

sv tin tuong: trong thl,lc te, khach hang thuong 
rat deb! dao d¢ng va g~p rui ro. Do d6, sl,l tin 
tuong Ia m¢t yeu to quan trQng giup khach hang 
va doanh nghi~p tiep tt,JC duy tri giaO d!Ch. 

Sl,l hal long cua khach hang: khong may khach 
hang dang hili long VOi d!Ch Vl,J l<;~i quay lUng VOi 
thlldng hi~u. 86 Ia ly do yeu to nay luon phai dll<;lc 
quan tam, d~c bi~t trong suot thoi gian hoc;~t d¢ng 
cua doanh nghi~p. 

Gia tq mang lc;~i: trong moi quan M dli<;IC xac 
d!nh qua khoang each giOa l<;!i lch nh~n dll<;lc va 
chi phi bo ra. Thong thuong, khach hang trung 
thanh thuong mong d<;li m¢t muc gia cong bang, 
nhllng van luon doi hoi cac gia tq tU m6i quan h~ 
nhu: dll<;lc tran trQng, dll<;lc nh~n di~n Ia khach 
hang thuong xuyen ngay ca khi moi buoc vao khu 
Vl,/C giao d!Ch cua doanh nghi~p, tin tlldng nhan 
vien thau hieu va tc;~o ra cac giao d1ch c6 l<;!i cho 
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Nguon tiep ~n thong tin Muc <1¢ 

Tivi, bao dai, Internet 35% 

Bang r6n quang cao 25% 

B9n be, nguoi than 40% 

Bang 1, thay ket qua khao sat ngu6n tiep c~n 
thong tin giOa cac khach hang c6 sl,l anh hllong 
den nhau. Nhll v~y. vi~c nghien cuu moi quan h~ 
giOa cac khach hang voi nhau se giup cho cac nha 
quan ly doanh nghi~p phan doc;tn cac nh6m khach 
hang khac nhau tuy thu¢c vao tUng nh6m tieu chi 
khac nhau. ova vao cac doc;~n khach hang, doanh 
nghi~p se ll,la chQn chien ILI<;Ic marketing di~n tl.r 
phu h<;!p dem lc;ti hi~u qua cao trong kinh doanh. 
Vi~c nghien cllu ling d1,mg chien ILI<;Ic marketing ve 
phan doc;tn, chung ta c6 the phan doc;~n cac khach 
hang theo m¢t so tieu chi khac nhau: 

Marketing khach hang theo d!a chi ndi ell tru: 
khach hang c6 the a d!a phudng, khu vvc. trong 
nuoc hay quoc te. Voi m¢t so doanh nghi~p. mvc 
lieu cua hQ rat ro rang - khach hang mvc tieu cua 
cl.ra hang gi~t Ia kho chi song trong phc;~m vi vai 
d~m trong vung. Trong cac truong h<;lp nhu v~y. c6 
le se tot neu chia thanh vung th! trllong theo lanh 
tho nho hem. Tlldng tl,l, nguoi ban hang trong nuoc 
hay quoc te c6 the muon tim den nhOng thanh pho 
hay quoc gia ma phan lon khach hang cua hQ Cli 
tru de giup hQ lam t~ng them lieu diem cua hQ. 
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Marketing khach hang thea nhan khau: nhan 
khau Ia so li~u thong ke quan trQng cd ban trang 
phan cd so khach hang. Bang each phan da~n 
thea nhan khau c6 the xac d1nh nhOng d~c diem 
thong ke ct,J the de phan la~i rieng khach hang. 
Neu daanh nghi$p d~t mt,Jc lieu vaa khach hang, 
vi~c phan da~n thea nhan khau gom m()t so d~c 
diem nhU tuoi , gioi tinh, trinh dQ hQC van, phan 
la~i nghe nghi$p, thu nh~p. tinh tr~ng hon nhan 
va dan t()c. , 

Marketing khach hang thea tam ly: lien ·quan 
den trnh each va each cu xu ma n6 anh huang toi 
vi~c mua hang h6a. Nhung tac d()ng den th6i quen 
mua hang, cac thu()c trnh san pham hay d!ch vt,J 
quan trQng voi khach hang, st,t trung thanh voi 
nhan hi~u san pham hay danh tieng cua san 
pham, cac tieu chi quyet d1nh mua, gia thanh hay 
gia tq cua san pham. 

Marketing khach hang dt,ta vaa long tin va 161 
song: long tin baa gom Cclc chuan mt,tc Va thai dQ 
ve ton giaa, chinh tq, dan t()c hay van h6a. Chia 
thea loi song c6 the lien quan toi each khach hang 
Slt dt.,mg thoi gian ngaai gio lam Vi~c cua minh cha 
nhvng vi~c nht.J sCJ thich, vui chdi giai lri, hay 
nhOng thu tieu khien khac. Cach phan la~i nay 
quan trQng vi bien so c6 the dUQc sli dt,Jng de dl,l 
daan each cu xu khi mua hang trang tudng lai. 

3.1.2. Chien /uqc marketing di~n tu dl/a vao 51/ 
trung thanh ctia khilch 

Vi¢c phan da~n khach hang ho trQ tht,tc hi$n 
chien IUQc marketing di~n tu nham xay dt,tng long 
trung thanh cua khach hang tren Cd SO gi(Jp daanh 
nghi~p c6 the ca nhan h6a vi~c quang ba san 
pham va cham s6c khach hang. 

a. M6 ta khili quat chien 1uc;c marketing 
8e xay dt,tng dUQc nhung chien IUQc marketing 

di~n tu hi$u qua cha daanh nghi~p. vi~c nghien 
cuu, phat hi~n va xay dt,tng mOl quan h~ voi khach 
hang de tU d6 lam cha khach hang trung thanh voi 
san pham cua daanh nghi~p Ia het sue quan 
lrQng. Bong thoi, can phai phan da~n cac khach 
hang khac nhau. 

Nham giai quyet dUQc van de d6, vi~c dau tien 
daanh nghi~p can lam Ia thu th~p nhung thong tin 
din thiet ve khach hang cua minh thong qua cac 
h6a ddn mua hang di$n tu, phieu dieu tra tham hoi 
kMch hang di$n tu. Sau d6, phan tich nhung 
thong tin ve khach hang de tim dU<;IC mOl quan M 

QUAN TRJ KINH DOANH I 

giua cac khach hfmg da tUng den mua hang cua 
daanh nghi~p. st,t tin tuong cua khach hang. Tu 
d6, tim ra nhung diem tUdng dong giOa nhung 
kMch hang d6, c6 the Ia hQ c6 d1a chi nha rieng 
hay d1a chi cd quan gan nhau, ha~c Ia c6 d¢ tuoi, 
so thfch, thl hieu tudng dong nhau, ... 

Dt,ta vaa tUng nh6m khach, daanh nghi~p se 
dua ra chien IU<;lc marketing di~n tu va kinh daanh 
phu hQp. Vi~c phan trch quan M khach hang giup 
cha daanh nghi~p c6 the tim hieu dUQc dung nhu 
cau va kha nang mua sam cua tUng nh6m khach 
hang, dua ra dUQc cac chien IUQc kinh daanh xac 
thl,lc voi tht,tc te, tiet ki~m dUQc chi phf ha~t d()ng 
kinh daanh cha daanh nghi~p. Tu d6, se tc;1a dUQc 
long tin va dan den khach hang se trung thanh voi 
daanh nghi~p. 

b. Quy trinh phfm do;;m khilch hang 
Thong tin dau vaa: gom danh sach cac khach 

hang voi cac thu()c tinh sau: hQ ten, d!a chi, so 
di~n tha~i. email, so thich, gioi Unh, ... 

Thong tin dau ra: cac da<;in khach hang voi st,t 
rang bu¢c ve Sl,l trung thanh. . 

Ol,(a vaa cac thong tin CO dU<;IC tU khach hang, 
daanh nghi~p se ti~n hanh pMn da<;in khach hang 
dl,la vaa nhung d~c diem chung giCta cac khach 
hang d6. ThOng tin khach hang dUQc dung de 
phan dac;1n baa gom nhCtng thong tin d~c trung 
sau: B!a chi nha rieng, Cd quan, Tuoi, Gioi tinh, 
So thich, ... 

Quy trinh phan da~n khach hang dUQc the hi$n 
nhu hinh 2 duoi day: 

Chien IUQc marketing di~n tu dUQc xay dl,lng 
dl,fa vaa nghien CUU Ve Sl,/ trung thanh, long tin 
thong qua phan da<;in khach hang thuong xuyen 
thea m¢t so tieu chi sau: 

- Nh6m khach hang c6 d1a chi nha rieng gan 
nhau; 

- Nh6m khach hang d¢ tuoi gan nhau; 
- Nh6m khach hang cung gioi tinh; 
- Nh6m khach hang cung sO thfch thUdng hi$U. 
c. Ket qua thu nghi~m . 
Quy trlnh phan da~n khach hang da dUQc thu 

nghi~m voi dO li~u dau vaa Ia 280 khach hang 
tren d1a ban tinh Thai Nguyen cua Cong ty Co 
ph an The gioi So Thai Nguyen. Sau khi phan trch 
thiet ke va tien hanh thu nghi~m. cac khach hang 
da duQc phan da<;in thanh cac nh6m khac nhau, 
dt,ta tren cac tieu chi. Tu d6, daanh nghi~p dung 
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Cac nhom khach hang 
cuog tieu chi 

Danh s:ich khach 
hang bao gdm cac 

thuc}c tinh· Qi:A TRl~"H 

xULY 

- !'\nom khach bang 
cung diachi 
-!'\nom kh:ichhang 
g~ de} ruBi 
- !'\nom khach h:'mg 
cung CO' quan - HQ ten khach hang 

- Gicii tinb 
- E>ja chi 
- So di~ tho~i 

Ph an nh6m khach 

hang !h.ELQ. timg 
- Nhom khach hang 
cung linh Vl,fC ho~ 
d9ng 

-Email 
- I'udi 

~ tieuchi 
-!'\nom khach hang 
cung gicii tinh 

1 - Sc1 thich v€ thuong 
hi~u 

- !'\nom khachhang 
ci.lng sO' thich 
-!'\nom khach h:'mg 
cilng dja chi, gicii tinh, 
!i9' thich . 

Hlnh 2· Quy trinh phan do<)n khach hang 

chien 1uc;1c marketing di~n tl1 de gui thong tin, 
cham soc nham dem long tin, tc;~o Sl! trung thanh 
cua khach hang. 

Bang 2· Nh6m khach himg c6 cung fieu chi 

Tieu chr Nh6m khach hang 

81a chi 4 

86 tuoi 4 
Gioi trnh 2 

sc, thich thUdnq hieu 4 

Thong ke chi tiet tUng nh6m: 

1art Area f 
tic do:p~ khich hmg cU.ng hu~-~ 

•f>inh Hoa 

•D6ngH)· 

Phd Yen 

•SongCang 

Hlnh 3: Bie'u a6 thong ke cac ao9n kMch himg 
theo fieu chi dta chi 
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Do~n khieh hang ehung sa thich "~ 
Th11'0'Dg hi~u 

•ACER 
•ASUS 

DELL 
•YAIO 

Hlnh 4: Bie'u cJ6 cac do<)n khach hang 
c6 cung sO thfch ve thUdng hi~u 

. !]hom khckh h~mg cung gi&i tinh 

.hart Area 

Hlnh 5: Bie'u d6 cac do<)n kMch hang 
c6 cung gioi trnh 

so 1oo12o16 
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4 Ket lu~n 

Vi~c nghien cuu xay dl,lng giai phc'!p tang 
doanh so ban hang, hoc;~t d¢ng kinh doanh cua 
m6i doanh nghiep c6 vai tro het sue quan trQng. Vi 
lu<;1ng khach hang quyet d1nh den sl,l thanh c6ng, 
ton t~i cua m6i ddn V! kinh doanh. Trong thl,lc te, 
de c6 duQC Va thu hut duQc nhQng khach hang den 
vai m6i ddn VI kinh doanh thi da kh6, nhung vi~c 
giu chan duQc hQ va khien hQ mua san pham cua 
minh, khach hang thoa man voi nhung san pham, 
gia Ca, thudng hi('lU Va d!Ch Vl,J CUa minh COn kh6 
khan hdn nhieu. Chinh vi v~y, doanh nghi~p can 
chu trc;>ng vao xay dl,lng long trung thanh cua 
khach hang, khien khach hang tin tuong vao san 
pham, d1ch Vl,l va tin vao doanh nghi~p. 

8~c bi~t. vi~c dem long tin den cho khach hang 
Ve san pham, d!Ch Vl,J CUa doanh nghi~p cang trCJ 
nen quan trQng va can thiet hdn bao gio het trong 
moi trllong kinh doanh thudng m~i di~n tU, giua 
khach hang va doanh nghi~p khong c6 st,t tiep xuc 
trt,tc tiep thi long tin cua khach hang Ia yeu to 
quyet dlnh den Sl,l ton t<;~i va phat trien CUa doanh 
nghi$p. Do v~y, m6i doanh nghi~p can phai xay 
dt,tng mOl quan h~ va quan tn duQc mOl qu<m h~ 
voi khach hang, ... de dem l~i long tin, cham s6c 
va Sl,l hai long den voi khach hang. 8ay Ia m(>t 
trong nhOng van de nhieu doanh nghi~p Vi~t Nam 
con dang bo Ia hay neu c6 quan tam den nhung 
van chua duQc chu trQng va chua c6 m(>t chien 
lu<;jc hi~u qua. Vi da phan quan diem cua doanh 
nghi~p Vi~t Nam chi chu trQng toi vi~c sao cho 
ban duQC nhieu san pham, d!Ch Vl,J, ... dem l~i l<;ji 
nhu~n ma khong biet toi vi~c khach hang c6 hai 
long, thoa man VOi nhung san ph§m, d!Ch Vl,l CUa 
doanh nghi~p minh hay khong. 

Bai bao nay da de xuat vi~c nghien cuu xay 
dt,tng chien luQc marketing di~n tu dt,ta tren st,t 
trung thanh, long tin cua khach hang ve san pham, 
diCh Vl,J may tinh nhu SO thich, th! hieU, thudng 
hi~u. gia ca, ... cua cong ty Co phan The gioi So 
Thai Nguyen thOng qua khao sat, ph6ng van voi 
280 khach hang t~i tinh Thai Nguyen.+ 

Tai lieu tham khao: 

1. Atul Parvatiyar, Jagdish N. Sheth, Customer 
Relationship Management: Emerging Practice, 
Process, and Discipline, Journal of Economic and 

khoa hoc 
36 thlloog ·m~i 

Social Research 3(2) 2002 Preliminary Issue, 1-34. 
2. Werner Reinartz, Manfred Krafft, and 

Wayned. Hoyer, The Customer Relationship 
Management Process: Its Measurement and 
Impact on Performance, Journal of Marketing 
Research, Vol. XLI (August 2004), 293-305. 

3. Chaudhuri (1999), The Effects of Brand 
Attitudes and Brand Loyalty on Brand 
Performance, European Advances in Consumer 
Research Volume 4. 

4. Oliver (1999), Whence consumer loyalty, 
Journal of Marketing Research, 63 (Special 
Issue), 33- 44. 

5. Ndubisi NO (2007), Relationship marketing 
and customer loyalty, Marketing lnterlligent & 
Planning, 25(1); 98-106. 

6. Jacoby, Chestnut (1978), Brand Loyalty 
Measurement and Management, New York: Wiley. 

7. Ph~m Thu Hudng, Nguyen Van Thoan 
(2009), tlng dt,mg Marketing di~n tu trong kinh 
doanh, Nha xuat ban Khoa hQc va Ky thu~t. 

8. Ao Thu Hoai (2010), Marketing tn;c tuyen, Nha 
xuat ban HQC vi~n Gong ngh('l buu chfnh Vien thOng. 

9. Nguyen Th! Kim Anh (2010), Nghien cuu 
long trung thanh cua kh{Jch hang trong nganh 
ngan hang t~i TPHCM, Truong 8~i hQc Kinh te 
Thanh pho Ho Chi Minh. 

Summary 

The paper researches the establishment of e
marketing strategies based on the studies on cus
tomer relationships and customer segmentation 
strategies so as to attract and build up trust among 
customers. It also researches and identifies fac
tors related to customer loyalty and trust in com
puting products and services such as preferences, 
tastes, brands, prices, etc. of Thai Nguyen Digital 
World Joint-stock company via an interview sur
vey conducted with 280 customers in Thai Nguyen 
province. On this basis, the author makes some 
proposals to managers on how to build customer 
relationships and segment customers according to 
each criteria group and suggests an e-marketing 
procedure to Thai Nguyen Digital World Joint
stock company based on customer relationships 
and stages of implementing e-marketing process. 
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