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TOM TAT:

Ching ta dang séng trong m@t thé gidi cia hoi nhap va toin cAu héa. Viét Nam tham gia vao
thuong mai the gi6i ngdy mat réng va sdu hon khi sd lugng cdc Hiép udc t do thuong mai dude
ky két nhiéu hdn, cdng thém céc ki€n thiic va sy 48i mdi rong céch thirc kinh doanh ngay mét
nhanh hon din dén thyc trang 12 canh wanh gay git hdn. D€ chi€n thing trong canh tranh, trudc
h&t doanh nghiép cin thfu hidu khich hing (customer insights) 16t hon. Bai viét gi6i thiu mdt
phéin khic khach hing dang w8 thanh mdi quan tdm cda cdc nhi marketing dé 1 ngudi tiéu

diing thé hé Z Viét Nam.

T khéa: Thé hé Z, ngudn téu ddng, (oan cfu ha, khach han

1. Dt vin dé

Mot thé hé dar dién cho mot nhém ngudi cing
tradi qua m&t mdy truding xa hdi, chinh i, lich s,
kinth t€. Do d6, ho c6 ciing nh6m twéi, cling nhitng
2i tri va cdch Ung xdf khic biét tao ra mgt phin
khiic thi trudng. Theo William Strauss vd Neil
Howe, x3 hoi My dugc chia thanh 6 thé hé cd ban
1a Tién - dai khiing hodng, Dai khiing hodng, Buing
né dinso va X, Y. Z. Thé¢ hé X gdm nhitng ngudi
sunh trong khodng thdi gian 1 1965 - 1976. The hé
Y gdm nhitng ngudi sinh trong khoang thai gian tif
nim 1977 - 1994, Th& hé Y gin ddy nhit gém
nhitng ngudi wé wdi cé nam sinh trong khodng
nam 1995 - 2009.

Bing 1 cho thi'y ddn so Viét Nam dugc chia
theo nhém twdi tir 5 - 49 w1 wong tng vdi dé wéi
cita 3th€ hé X, Y. X tinh dén nim 2014. Théhe Z
gém cic nhém wai 1 S - 19 tudi wong ¢ng voi
20.951.700 ngudi chi€m khodng 23% din s6 cia
naim 2014.
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g, Viét Nam.

Bang 1. Co cdu dan sé Viet Nam
theo nhom tudi ndm 2014
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Nguon: Tong cuc Din 56 - Ké hoach héa gia dinh



KiNH DDANH

Sit dung ty 1& nay A€ udc tinh din s6 thé hé Z
vao nim 2018, ta ¢6 dudc din s6 thé hé Z 1t nim
2014 - 2025 nhut 8 liéu wrong Béng 2. Din s thé
né Z ting din theo thdi gian. DEn nim 2018, Viét
Nam ¢6 22.398.674 ngudi. Dy b4o d&€n nam 2020
tai Viét Nam, con s ndy sé 12 22.674.179 ngudii vi
1ang 18n 23.583.392 ngud¥i vao nim 2025. Trén the
aidi d€n ndm 2025, theo dyf bdo cla Nielsen, s& ¢4
2ty ngudi thude th€ hé gen Z ¢ sdc dnh hudng
nhit dinh d€n cdc quy€t dinh mua s&m trong gia
dinh cho cdc hoat ddng ngodi trdfi hodc gidi tri, d&
gia dung va dd &n va thitc udng.

BAng 2. Quy mé dan s& thé hé Z Viét Nam

" Tongdans§ | Quyms uéctinhZ
Nam ; :
(nguadi) (nguai)
2014 90700.000 | 20951700 |
2015 93447601 | 21.5663%6 |
2016 94.444.200 21816.610 \
W17 | 95414640 | 22040782
018 | 96963958 | 22398674 |
Dy bdo

oo O

| 2020 | 98156617 |  22674.179

[ 2025 | 102002604 | 23583392 \

Nguon: Tdc gid wbc higng

Khdch hang thé hé Z dang danh duge su quan
tam cia cdc nhd marketing, ciing nbu sé dnh hudng
dén cdng viéc kinh doanh hién 1ai va nhitng nam
ke i€p. Vay tai Viét Nam, chiing 1a s& xem xét dic
diém cda nhém khich hang Z, vi n€u cdc thuong
higu mudn thu hit d8i nigng nay tride uén cdn hiéu
1 dic di€m cla nhém khach hing thé hé Z.

2. Diic di€m khach hang the hé Z Viét Nam

2.1. Sit dung internet véi miic d cao

The hé nay sit dung internet rat nhiéu, diic biét
13 thoi gian s dyng mang xd hoi thong qua cdc
Ung dung nhu Instagram, Facebook, Snapchat,
Whisper, Twitter va YouTube. Nhiéu nghién cifu
cho thiy, th& hé nay dutng nhur da sinh ra véi kién
thitc vé cong nghé. Ho khong cin khdm phd va
hoc b3 sit dung cong nghé nhir ciic thé hé trude, vi
b 12 the he 16n 1én cung v6i dién thoai va cdc thiét
vi dién t&f cdm 1ay. Tudi thd clia ho gin vdi dién
thoai di dong va cdc trd chdi dién td hinh thanh
théi quen st dung cong nghé trong cudc sdng hing
ngay clia nhém khéch hing Z.

Nghién cifu cia Appota vé the hé Z chira ring,
man hinh smartphone (dién thoar thdng minh)
chinh 1a vt thin thi€t nhat vdi the hé nay khi co 160
78% sit dung smartphone v 71% ngut the h¢ Z
danh hdn 3 gid mdi ngdy dé xem video tmic ty&n,
Bén canh d6, cic thi€t bi cong nghé khic dudc the
bé Z sit dung nhiéu nhat 1 Laptop, truyén hinh,
mdy choi game vi may tinh bang. Tuy nhién, cich
ti€p cin cla the hé Z da dang hdn. Trén Instagram,
ho thé hién bin than minh ho¥c diing t3i nhitng hoat
dong hang ngay hodc nhimg san phim ma ho stf
dung. Trén Zalo, ho gt tin nhdn cho ban be va gia
dinh. Trén Facebook, ho thu thap thdng un, chia sé
nhing khodnh khic thuc & holic bdy 16 y kién v
niém tin cla ho. Trén YouTube, ho tim ki€m néi
dung hap din va gidi tri. N6i cdch khic, ho chia sé
mdt 6 loa1 ndi dung nhal dinh rén cic kénh mang
x3 h6i cu hé. Ho thich wiong tdc théng qua cde
rang mang x4 hgi hon 13 ngdi xem thy dong cac
chuang trinh gid1 tri hay tin t¥c rén truyén hinh, vi
ho ¢6 thé d& dang thyc hién céc thao tic thong qua
mdt cdi cham nhe hodc tuong tdc vdi cdc nhin vat
trong thé gisi mang chi 16n mdt vai gidy thong qua
chiéc dién thogi théng minh, vat dung cd nhin trd
thinh mot phdn khéng thé sgng thiéu trong cudc
sGng cha cdc ban tré. Bén canh dd, th€ hé Z vin
1i€p cin cdc thong tin twén cdc kénh truyén théng
ruyén théng nhu truyén hinh, phét thanh, ...

Tac gid Philip Kotler d3 dé xuit 3 nhom khich
hang ma cdc nha marketing can tap trung trong thai
dai marketing 4.0 d6 12 cong d4n mang (netizen),
phy nit va gidi tré bi dd 16n va khi nang sinh loi.
Cong dan mang la ngudi am hiéu cang nghé s, ho
s& 12 ngudsi 1ap nén cdc bing x&p hang va tham chi
tao nén nd1 dung thu hit su chii y cla nhfmg a6i
wong khac. Nhém thit hai duge dénh gid 1a rdt hing
1hid vdi quéd trinh nghién cdu dé€ ttm ra sy lya chon
18t nhit cho quil trinh mua sm, hon 1h€ nita ho con
anh hudng 16n d&n i chinh khi dua ra cée quyél
dinh mua sim. Nhom thit ba s& din ddt va 1o nén
xu hudng cho ngudn 16n tu
tién phono trong kham phi cidc trdi nghiém vdi
phitng diéu mdi mé. Vay khdch hang thé hé Z Viet
Nam chifa dung dugc ci 3 nhém khich hang nay.

2.2. C5i m& v6i nhitug trdi nghigm mdi

Thé hé Z thich trdi nghiém nhitng thudng hi¢u
md1 bdi vi ho chinh 12 gidi ré. K&t qud khio sat
cha Nielsen cho thiy 40% cla thé hé¢ Z trong
nghién ciru luén sin 1dng thit cdc teai nghiém thd
vingay cd khi ho d3 thudng xuyén st dyung thuong

$6 12 - Thang 7/2019 275



TAP CHi CONG THUONG

hi¢u guen thudc. Biéu n2y phd hop vi gi6i tré luén
d6ng vai trd tién phong véi cdc sy mdi mé. Ho
thich trd1 nghiém nhifng cdi méi va ho ciing 1a
nhitng ngudi dam mé, nhiét huy&t thich céng hi€n
vi nhitng khdm phd méi.

Thé hé Z khdng quan tim nhiéu dén danh tiéng
thuong hi€u so v6i nhifng ngudi thudce cdc thé hé
Khdc. Pdy 1a mot dic di€ém tam 1y binh thuding khi
ma mdt c4 nhin thich nhitng diéu mdi mé, khim
phé thi ho ciing s& d& d6n nhin cdc sin phdm mai
hay cdc nhin hiéu mdi. Theo mét két qud khio sit
do hing v vin Econsultancy vi Céng ty truyén
théng Dentsu Aegis Media cho thiy nhitng ngudn
tré thudc thé hé Z khéng quan tim dén cdc thudng
hiéu ndi ti€ng, danh gid khi mua sim tyc wyén.
D&i wigng khio sdt ndm trong dd wéi wr 16 - 23,
dén tif cdc nue Indonesia, Malaysia Singapore,
Thdi Lan vi V:(,( Nam. Hdn nita 6 ngudi dugc
khdo sit cho rling diéu kién giao hang mién phl va
nhanh la ddng luc hang diu khi€n ho quyél dinh
mua hang tryc twyén. Trong khi d6, chi ¢6 15% cho
ring danh ti€ng, uy tin cia thudng hidu d&i véi gia
dinh va ban bé cia ho s& 4nh hudng d€n quyét
dinh mua hiang. Cé thé n6i, diy 1a mot nhém khéch
hang rit quan tim d&n gid cd. Nhin § mét phia
Kkh4c tht viéc thich trd; nghiém san phdm mdi va it
trung thanh vdi thuong hiéu lai trd thanh mdt co
hoi it J6n cho cac thuong hidu khong ngirng tung
ra thi trudng sdn pham méi nhiim kich thich sy 0
md va tinh ngdu hing cla khich hing. Cdc nha
markeung & 1dn dung diéu nay nhu mot Igi the
khi thu hit nhém khach h.mg thé hé Zwvi cu()c sdng
cla chiing ta dang thay d3i rat nhiéu, rat nhiéu
diéu mdi mé dang xdy ra v6i sy xuat hién cia cic
thuong hidu mdi va cic sin phim mdi.

2.3. Pugc trang b kién thitc 161

Nam 2013 - 2014 14 nam dau tiép din s& thd hé
Z vao cao d{ing - dai hoc. Theo s6 li¢u cia Bd
Gido dyc vd Dao tao. nim hoc niy tuyén méi
688.508 sinh vién gdm ca cao ding va dai hoc
(khéng tinh rusng thudc khdi An ninh, Qudc
phong, quéc 1€) chi€m khodng 28% trong t8ng s&
dan s& ur 18 - 24 w6 cdia dan s6 the hé Z. Trong
3 688.508 sinh vién gdm 496.895 sinh vién dai
hoc va 191.613 sinh vién cao ding cho thily s&
lugng sinh vién dai hoc nhiéu hon hin sinh vién
cao dfng. Con s6 ndy chua tinh dé&n s& lugog sinh
vién trung cap va dao ao nghé. Ho dai dién cho
nhitng ngudi dugc dio tao kién thifc chuyén sau, c6
ki ning nghé nghiép 6. Ly do vi th€ hé Z Viét

276 $6 12 -Thang 7/2019

Nam dugc sinh ra trong b6t cimh dat nuSe hoda binh
va kinh & ngiy mdt phat rién nén tat yeu ho sé
dudc (i€p thy gido duc 18t hon cdc the hé trude d6.
Viéc phé cép héa gido duc cong nhuf viéc ting
thém céc ¢o 58 gido duc va day nghé gidp cho Z
thudn Igi trong viéc ndng cao kién thifc. Lgi thé’
ciia thé hé Z 1a ho c6 nhiéu cd hoi ti€p cdn vdi chc
ki€n thic tién t&n cda thé gisi d& dang hon.

2.4. Théi quen mua sdm “manh tay”

Thé hé Z thudng s dung cdc dich vy an udng
& ngoai vi bat k& thisi gian. Nam 2017, nhém thue
phdm nglu hiing va thifc uSng - hai trong s§ nhém
sdn pham chiu tdc dong tir sif tham gia mua hing
cha thé hé Z, c6 t8ng thi phén tri gid 6,6 ty USD
(theo Nielsen Viét Nam). Ngoai ra, the hé Z con
quy&t dinh cd cdc hoat dong gidi tri bén ngodi, an
t8i va cdc sdn phdm cdng nghé nhy dién thoai
thédng minh, mdy tinh biang, mdy tinh xdch tay,
d8ng hd thang minh. Mét rong nhifg 1y do ma
nhirng ban 1ré ¢6 thé vin chi tiéu thodi m41 cho
viéc ip udng bén ngoii hay mua sim cdc sin
phﬁln yéu thich miic di chua déc Iap tai chinh vi
c4c ho gia dinh Viét Nam hién nay cé thu nhap 161
hon nén con cdi hay chéu trong gia dinh ho c6 thé
tham gia sau hon vao viéc mua s{m cia gia dinh tit
khi con nhd va hinh thinh dén thér quen chi tiéu.

3. Nhifng dé xuit nhiim thu hit khéch hang
the hé Z

Ngudt tiéu ding thé hé Z Vigt Nam gdm nhitng
¢4 nhin trong d6 w81t 9 - 23 wdi tinh dén (hdi
di€m ndm 2019. V6i d6 tudi nay thi mét s di di
lam, cdn phan 16n vin dang di hoc. Vay thi ho chua
phdi I3 d&i wigng mua sim biing chinh thu nhap
cdia minh hay thudc nhém “ring rinh ™ tién nhung
1a1 sao ho lai danh dudc su quan tAm 1o 16n tir cic
nha marketing?. Thuc (€ ta the hé Z Viét Nam, dd
chua ki€m ra nhidu tién, vin dd sic manh thay ddi
cdc ngdnh i kinh doanh dén céng nghe, giai tri
bd1 VI nhitng dic diém di néu bén rén cho thdy
ho s& 14 nhimg ngudi din dit thi ruang thai gian
161 va khd ning dnh hudng manh mé d&n cdc nhém
khdch hing khdc. D€ thu hit phan khic khdch
hang nay. bai vi€l dé xuit 3 ¥ ki€n sau:

3.1. Xay dung h¢ lhoug bdn hang tich hop

Z Viét Nam c6 thé néi sOng cdng smartphone
mdi gid. khong thé rdi bs mang xa hoi nhl.rng ho
viin quan tam dén hinh thitc giao 1i€p truyén théng.
Ngay cd tra sita hay thic in viit ho ciing sin sang
mua hang trén mang Vi giao tdn ndi. Thé nhung
ho van thich dén cita hang d€ tin mit nhin thay,




. \hit,... s&n pham va cing thdo ludn ciing ban be
khi mua cAc mat hang thai trang, my pham hay
dién10. Van dé nay phin 4nh thyc t& 12 néu chi
tip trung phét wrién trye luyen 12 chua dd, vi thé
hé Z cd théi quen fim hi€u théng tin wén mang
nhung dé ra quyé&t dinh cudi ciing ho sé dén tan
cifa hang. Vi vy, phdi xdy dung hé th&ng ban
hang tich hdp (omnichanel) nhiim dap ing 151 nha't
viéc mua sim. Bédn hang tich hop dat 10i the Ia dir
khdch hang c6 mua hing tryc tuy&n trén cdc thi€l
b khdc nhau nhu dién thoai, méy tinh bang hay
méy tinh d€ ban hay d€n mua tai cha hang thi vin
duge hudng diy dii quyén loi vi hé thdng nhian
dién dvoc khdch hang. Do xu huéng khdch hang
st dung nhidu hinh thtc khac nhau trong qué trinh
mua sim nén viéc nhan dién nhu cdu, phuc vy,
chim séc cAn 10 ra sy théng sust dem lai sy thodi
mdi va tién lgi cho khdch hing.

3.2.$6'héa djch yu ngdn hang

Zc6 niém dam mé vGi cong nghé va thich dén
nhan trdo luu nén s& khong thich tién thanh todn
bing tién mdt 3 mot xu thudng tat y&u. Hinh dnh
quétthé, dién thoai ddn thay thé ding tién mac khi
the hién mua sdm khéng chi an toan, tién Igi ma
cdn tao nén mét phong cdch thich thi cho cdc ban
1ré, Nhitng théng tin trén bao chi vé udng tra sifa
hay mua banh trinh trén quét mi vach dang dan
phé bi€n hon d&1 voi d61 tgng khach hing nay.
Ho ciing 13 nhém chi€m da s& khi mua sim tric
lyén vi sé din dit dich vy thanh to4n dién 1t
irong twang lai nén viéc s& héa dich vu ngan hang
vi céc dich vu da dang va ting tinh bdo mit hon
nla s& khuyén khich ho mua sim nhiéu hon. Céc
Tiiro khi thanh toin biing (i€n mat da va dang cén
d su phdt trién cha thuong mai dién (. Khi s&
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hda dich vu ngan hang ngay cang manh hon sé
gidp cho thudng mai dién tf Viét Nam tuong dona
hdn vé1 thé 8131 vi tai Viét Nam mua hing tye
tuy&n dit chi 12 thic an vt hay cdc sin phim dién
U trén nhitng trang mang uy tin nhu Tiki, Lazada,
Shopee vin st dung tién mat rat nhidu bgi thyc t&
thanh todn vén 13 tra tién mit khi giao hing (COD,
cash on delivery).

3.3. Tdng cuing niong téc véi khdch hing
thong qua mang xa hji

Khéch hing danh thei gian it hon khi iép xic
vGi nhn vién bdn hang vi ho c6 thé 1 minh tim
hi€u théng tin vé sin phim mede khi moa, Viy
lam the ndo d€ doanh nghiép b€t khich hang can
gi? 1am sao (i€p can dudc khich hing d€ cung cip
théng tin cho ho? khdch hang s dung internet
nhiéu nhung quan tim gi. im ki€m théng tin hay
hdi y ki€n ar trude khi mua? Do d6, cdc thudng
hiéu cin chii y hon trong tudng tdc thdng qua cdc
trang mang xd hoi. Nhd cac tign tich trén cdc trang
mang xa héi ma cic thudng hi¢u dé dang phin
tich, do ludng va thau hi€u khich hing hon thong
qua théi quen khi truy cap internet. Ho xdy dung
cic nhém chuyén nghiép d€ sin sing Mng nghe
cic nhu ciu, vdec mudn clia cdc ban tré thong qua
cic dién dan, cing nhy cic ndi dung hién thj rrén
cdc trang mang va day ciing 12 cdch doanh nghiép
k&t ni vdi khich hang d€ dua ra cic 0é xudt ciing
nhu ddp dng nhu cAu va cham séc khich hing 3t
hon. Vi khich hang thé hé Z sir dung dién thoai
nhiéu hon cic thiét bi khic nhu laplop mdy tinh
bdng bay mdy tinh d€ ban nén dc tudng tdc véi
khach haing nén cdc thuong hi¢u cAnhfu § vu tén
cicndidung truyén 1di tuong thich vgi dién thoai
thdng minh @
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ATTRACTING GENERATION Z CONSUMERS
-ANEW CUSTOMER SEGMENT IN THE CONTEXT
OF THE ERA OF INTEGRATION AND GLOBALIZATION

® Master. TANG THI BICH HIEN
Faculty of Business Administration
Nguyen Tat Thanh Univeristy

ABSTRACT:

We are living in an era of integration and globalization. Viemam has intergrated more deeply
into the global trade when the number of free trade agreements that Vietnam signed has
increased. In addition, the business knowledge and innovation is increasing faster. These matters
have led to a more ntenstvely competitive business environment. To win, enterprises need to
throughoutly understand their customers firstly. This article is to introduce the Vietnamese
Generation Z consumers. This customer segment is becoming a concem for marketers.

Keywords: Generation Z, consumer, globalization, customer, Vietnam.
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