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TOM TAT: 
Chiing ta dang song trong mot the gidi eua hdi nhap va to^n cau hda. Vidt Nam tham gia vao 

thu'dng mai the gidi ngay mpt rong va sau hdn khi so' liTcfng eae Hiep tide tu" do thu'dng mai du'dc 
ky ke't nhieu hdn, cong th6m eac kien thdc va si/ doi mdi trong each thdc kinh doanh ngay mpt 
nhanh hdn dan den thtfc trang la eanh tranh gay gat hdn. De chien thang trong canh tranh, tru'dc 
he't doanh nghiep can thau hieu Idiach hang (customer insights) to't hdn. Bai viet gidi tbifeu mpt 
phan khuc khach hang dang trd thanh mo'i quan tam cua cac nha marketing do la ngddi tieu 
tiling the^he Z Viet Nam. 

TiJf khda: The'he Z, ngu'di tieu diing, toan clu hda, khach hang, VietNam. 

1. Dat van dd 
Mpt the he dai dien cho mot nhdm ngu'di eting 

trai qua mot moi tru'dng xa hdi, chinh tri, Iich suT, 
kinh te. Do dd, ho cd cilng nhdm tud'i, cung nhitng 
gia tri va each dng x^ khac biet tao ra mot phan 
khuc thi trddng. Theo Wiiham Strauss va Neil 
Howe, xa hpi My diTdc chia thanh 6 the he cdban 
ia Tien - dai khung hoang, Dai khung hoang. Bung 
nd dan so' va X, Y, Z. The' he X gom nhiing ngddi 
smh trong khoang thdi gian ttt 1965- 1976. The he 
Y gom nhifng ngu'di sinh trong khoang thdi gian tijf 
nam 1977 - 1994. Thd' hd Y g^n day nha't g6m 
nhifng ngddi tre tudi co nam sinh trong khoang 
nam 1995-2009. 

Bang 1 cho tha'y dan so' Viet Nam dddc chia 
theo nhdm tudi tir 5 - 49 tudi tu'dng dng vdi dp ludi 
cua 3 the'he X, Y, X tinh den nam 2014. The he Z 
gdm eae nhdm tudi tiif 5 - 19 tudi tu'dng dng vdi 
20.951.700 ngddi ehie'm khoang 23% dan so cua 
nam 2014. 

Bang 1. Cd cdu dan so Viet Nam 
theo nhom tuoi ndm 2014 
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Ngudn: Tong cue Ddn sd- Ke hoach hda gia dinh 
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Su' dung ty le nay de ifdc tinh d§n so' the he Z 
v£io nam 2018, ta ed dddc dSn so' the' he Z tii nam 
2014 - 2025 nhif sd Heu trong Bang 2. Dan sd the 
he Z tang dan theo thdi gian. Den nam 2018, Viet 
Nam cd 22.398.674 ngifdi. Dd bao de'n nam 2020 
lai VidtNam, con so'nay se la 22.674.179 ngddi va 
tang len 23,583.392 ngu'di vao nam 2025, Trdn the' 
gidi de'n nam 2025, theo dd bao eua Nielsen, se eo 
2 ty ngifdi thupc thd' he gen Z cd sdc anh hu'dng 
ntiS't dinh de'n cac quye't dinh mua sam trong gia 
dinh cho cae hoat ddng ngoai trdi hoac giai tri, do 
gia dung va dd an va thdc uo'ng. 

Bdng 2. Quy mo ddn so the he Z Viet Nam 

Nam 
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l ^ g dSn so 
(ngudi) 

90.700.000 
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Quy mo Udc tinh Z 
(ngudi) 

20 951.700 

21.586.396 

21 816.610 

22.040.782 

22 398.674 

Da bao 

2020 
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98 156.617 

102.092.604 

22.674.179 

23.583.392 

Ngudn: Tdc gid Udc lugng 

Khach hang the' he Z dang danh du'dc sd quan 
tam cua cac nha marketing, eung nhif se anh hifdng 
de'n cong viee kmh doanh hidn tai va nhifng nam 
Ice tie'p. Vay tai Viet Nam, ehiing ta se xem xet dae 
diem cua nhdm khaeh hang Z, vi nd'u cac thifdng 
hieu mudn thu hiit ddi tu'dng nay tru'dc tien can hieu 
ro dac diem eua nhdm khach hang the' he Z. 

2. Dac diem khach hang the hd Z Vidt Nam 
2.1. Sit dting internet vdi mdc dg cao 
The'he nay suf dung internet ra't nhieu, dac bidt 

IS thdi gian siJ dung mang xa hpi thong qua cac 
iJng dung nhu' Instagram, Facebook, Snapchat, 
Whisper, Twitter va YouTube. Nhieu nghien cdu 
cho thay, the'he nay dtfdng nhu'da sinh ra vdi kie'n 
Mc ve cdng nghe. Hp khong c^n kham pha va 
hoc hdi su- dung cong nghe nhd cac the he tnfdc, vi 
ho la the'he ldn len ciing vdi didn thoai va cac thiet 
vj dien tu' cam tay. Tudi thd cua hp gan vdi dien 
thoai di dpng va cac tro chdi dien tii hinh thanh 
Ihoi quen siif dung cong nghe trong cupc so'ng hang 
ngay cua nhom khach hang Z. 

Nghien cdu ctia Appota ve the' hd Z chi ra rang, 
man hinh smartphone (dien dioai thong minh) 
chinh la vat than thid't nhat vdi the hd nay khi cd tdi 
78% su' dung smartphone va 71% ngifdi the he Z 
danh hdn 3 gid mdi ngay de xem video trife tuyd'n. 
Ben eanh do, eac thiet hi cong nghe khae du'dc thd' 
he Z su' dung nhieu nhat la Laptop, truyen hinh, 
may chdi game va may tinh bang. Tuy nhien, each 
tie'p cSn cua thd' he Z da dang hdn. Tren Instagram, 
hp the hidn ban than minh hoac dang tai nhifng hoat 
dpng hang ngay hoac nhu'ng san pham ma hp sijf 
dung. Tren Zalo, hp giJi tin nhan eho ban be va gia 
dinh. Tren Facebook, hp thu thap thong tin, chia se 
nhtfng khoanh khac thifc td' hoac bay to y kid'n va 
nidm tin eua hp. Trdn YouTube, hp tlm Idem npi 
dung ha'p d§n va giai tri. Ndi each khae, ho chia se 
mpt so'loai ndi dung nha't dinh trdn cac kdnh mang 
xa hpi cu the. Hp thich tifdng tac thong qua eac 
trang mang xa hpi hdn la ngdi xem thu dpng cac 
chu'dng trinh giai tri hay tin td'c tren truyen hinh, vi 
hp ed thd de dang thifc hidn eae thao tae thong qua 
mpt eai cham nhe hoac tu'dng tac vdi eac nhan vat 
trong thd'gidi mang chi td'n mpt vai giay thong qua 
chid'e dien thoai thong minh, vat dung cd nhan trd 
thanh mdt phan khong the sdng thid'u trong cuoc 
so'ng eua eac ban tre. Ben canh dd, the' hd Z van 
tid'p cSn cac thdng tin tren cac kenh truyen thong 
truyen thdng nhif truyen hinh, phat thanh,... 

Tac gia Philip Kotier da de xua't 3 nhdm khach 
hang ma cae nha marketing can tap trung trong thdi 
dai marketing 4.0 do la edng dan mang (netizen), 
phu nff va gidi tre bdi do ldn va kha nang sJnh ldi. 
Cdng dan mang la ngifdi am hidu cong nghe so', ho 
se la ngu'di lap nen cac bang xd'p hang va tham chi 
tao nen noi dung thu hiit su' ehu y ciia nhu'ng ddi 
tifdng khac. Nhdm thtf hai difdc danh gia la rat hdng 
thii vdi qua tnnh nghien cdu de tim ra sd lifa ehpn 
tdt nhat cho qua trinh mua sam, hdn thd' nffa ho eon 
anh hifdng ldn dd'n tai chinh khi dffa ra eac quye't 
dinh mua sam. Nhdm thif ba se dan dSt va tao ndn 
xu hffdng cho ngffdi Idn tudi va se la nhffng ngffdi 
tidn phong trong kham pha cae trdi nghidm vdi 
nhCfng dieu mdi me. Vay khaeh hang the he Z Vidt 
Nam chifa dffng dffde ea 3 nhom khach hang nay. 

2.2. Cdi md vdi nhiing trdi nghidm mdi 
The' hd Z thieh trai nghiem nhu'ng thffdng hieu 

mdi bdi vi hp ehinh la gidi tre. Kd't qua khao sat 
eua Nielsen cho tha'y 40% eua the he Z trong 
nghidn cffu luon sSn long thff cac trai nghiem thu 
vi ngay ca khi hp da thffdng xuydn sff dung thffdng 
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hieu quen thupc. Dieu nay phia hdp vi gidi tre ludn 
ddng vai tro tien phong vdi cac sff mdi me. Hp 
thich trai nghiem nhifng cai mdi va hp eung la 
nhifng ngffdi dam me, nhiet huye't thieh cd'ng hid'n 
VI nhffng kham pha mdi. 

The' he Z khdng quan tam nhieu de'n danh tid'ng 
thffdng hidu so vdi nhiJng ngffdi thudc cac the' he 
khac. Day la mot dac diem tam ly blnh thffdng khi 
ma mpt ca nhan thich nhffng dieu mdi me, kham 
pha thi hp cung se de ddn nhan cac san pham mdi 
hay cac nhan hidu mdi. Theo mdt ke't qua khao sat 
do hang tff va'n Econsultaney va Cong ty truyen 
thdng Dentsu Aegis Media cho thay nhifng ngffdi 
tre thugc the' hd Z khdng quan tam de'n eac thffdng 
hidu ndi tid'ng, danh gia khi mua sSm trffc tuye'n. 
Dd'i tffdng khao sat n5m trong dp tuoi tff 16 - 23, 
de'n tff cae nffdc Indonesia, Malaysia, Singapore, 
Thai Lan va Viet Nam. Hdn nffa so' ngffdi dffdc 
khao sat cho rang didu kidn giao hang miin phi va 
nhanh la dpng life hang dau khie'n ho quye't dmh 
mua hang trffc tuyd'n. Trong khi dd, chi cd 15% cho 
rang danh tid'ng, uy tin cua thffdng hidu ddi vdi gia 
dinh va ban be cua ho se anh hffdng de'n quyet 
dinh mua hang. Cd the noi, day la mpt nhom khach 
hang ra't quan tam dd'n gia ca. Nhin d mdt phia 
khac thi viec thich trai nghiem san pham mdi va It 
trung thanh vdi thffdng hieu Iai trd thanh mdt 06 
hpi ra't Idn cho cac thffdng hieu khong ngffng tung 
ra thi trffdng san pham mdi nhdm kich thich sff to 
mo va tinh ngSu hffng cua khaeh hang. Cae nha 
marketmg se tan dung dieu nay nhff mot ldi thd' 
khi thu hut nhdm khaeh hang the' he Z vl cupc song 
cua chiing ta dang thay ddi ra't nhieu, rat nhieu 
dieu mdi me dang xay ra vdi sff xua't hien cua cae 
thffdng hieu mdi va eac san ph^m mdi. 

2.3. Biidc trang hi kie'n thdc toi 
Nam 2013 -20141a namd^u tiendansd'the he 

Z vao cao dtng - dai hoc. Theo sd Hdu ciia Bd 
Giao due va Dao tao, nam hpc nay tuyen mdi 
688.508 sinh vien gdm ca cao dang va dai hpc 
(khdng tinh trffcfng thupc khd'i An ninh, Qud'c 
phdng, qudc te') ehie'm khoang 28% trong tdng sd 
dan so'tff 18-24 tudi eiia dan so'the'he Z. Trong 
so' 688.508 sinh vidn gdm 496.895 sinh vien dai 
hpc va 191.613 sinh vien eao dang cho thd'y so 
Iffdng sinh vidn dai hpc nhieu hdn ban sinh vien 
cao dang. Con so' nay chffa tinh de'n so' Iffdng sinh 
vidn trung cap va dao tao nghe, Hp dai dien eho 
nhffng ngffdi dffde dao tao kid'n thffe ehuydn sau, co 
kT nang nghe nghiep td't. Ly do vl thd' he Z Viet 

Nam dffde sinh ra trong bd'i canh da't nffdc hda binh 
va kinh te' ngay mpt phat trien nen ta't ye'u hp se 
dffdc tid'p thu giao due tdt hdn ede the' he trffdc dd. 
Vide phd cap hda gido due cung nhff vide tdng 
them cac cd sd gido due va day nghe giiip cho Z 
thuan ldi trong vide nang eao kid'n thffc. Ldi thd' 
cua the he Z la hp ed nhieu ed hpi tie'p can vdi cac 
kid'n thffc tidn tie'n cua thd' gidi de dang hdn. 

2.4. Thoi quen mua sdm "mgnh tay " 
The' he Z thffdng sff dung eac dich vu an ud'ng 

d ngoai va bat ke thdi gian. Nam 2017, nhom thffc 
pham ngau hffng va thffc udng - hai trong so' nhdm 
san pham chiu tae ddng tff sff tham gia mua hang 
eua thd' hd Z, cd tdng thi phan tri gia 6,6 ty USD 
(theo Nielsen Viet Nam). Ngoai ra, thd' he Z con 
quye't dinh ca cae boat dpng giai tri ben ngoai, an 
tdi va eae san pham edng nghd nhff dien thoai 
thdng minh, may tinh bang, may tinh xach tay, 
ddng hd thdng minh. Mdt trong nhffng ly do ma 
nhffng ban tre cd the van ehi tieu thoai mai cho 
vide an ud'ng bdn ngoai hay mua s3m cac san 
pham ydu thich mac du chffa ddc ldp tai chinh vi 
eac hd gia dinh Vidt Nam hien nay cd thu nhap tdt 
hdn nen eon cai hay chau trong gia dinh hp co the 
tham gia sau hdn vao vide mua sdm eua gia dinh tff 
khi eon nho va hinh thanh dan thdi quen cbi tidu. 

3. Nhifng dd xuat nham thu hiit khach hang 
the he Z 

Ngffdi tidu dung the' he Z Viet Nam gdm nhffng 
ca nhan trong dp tuoi tff 9 - 23 tudi tinh de'n thdi 
diem nam 2019. Vdi dp tudi nay thi mdt sd da di 
lam, con phan ldn vdn dang di hpc. Vay thi hp chffa 
phdi la dd'i tffdng mua sam bang chinh thu nhap 
cua minh hay thudc nhom "rung rinh" tien nhiftig 
tai sao ho lai danh dffpc sff quan tam to ldn tff edc 
nha marketing?. Thffe te la the' he Z Viet Nam, du 
chffa kid'm ra nhilu tien, vin dii sffc manh thay ddi 
cde nganh tff kinh doanh den cong nghd, giai tri 
bdi vi nhffng dae diem da ndu bdn trdn cho tha'y 
ho se la nhffng ngffdi ddn dat thi trffdng thdi gian 
tdi va kha nang anh hffdng manh me de'n cae nhdm 
khdch hang khac. De thu hut phan khuc khach 
hang nay, bai vie't de xud't 3 y kid'n sau: 

3.1. Xdy ddng h^ thdng bdn hdng tich hdp 
Z Vidt Nam cd the ndi sd'ng eung smartphone 

m_6i gid, khdng the rdi bo mang xa hpi nhffng hp 
vdn quan tam de'n hinh thffe giao tie'p truyen thd'ng. 
Ngay ca tra sffa hay thffe an vat hp cung sdn sang 
mua hang trdn mang va giao tan ndi. The' nhffng 
hp van thich de'n cffa hang de tan mdt nhin thd'y. 
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scf, thu',... san pham va ciing thao luan eung ban be 
khi mua cac mdt hang thdi trang, my pham hay 
dien tff. Vd'n dd nay phan anh thffe te la nd'u ehi 
tap trung phat trien trffc tuye'n la chffa du, vi the' 
he Z cd thdi quen tlm hid'u thdng tin trdn mang 
nhifng de ra quye't dinh cud'i cung hp se de'n tan 
cila hang. Vi vdy, phai xdy dffng he thdng ban 
hang tich hdp (omnichanel) nham dap ffng tdt nha't 
viec mua sdm. Ban hang tich hdp dat ldi the' la du 
khdch hang co mua hang trffc tuye'n tren eac thie't 
bi khac nhau nhff didn thoai, may tinh bang hay 
may tinh de ban hay dd'n mua tai eua hang thi vdn 
dUcfc hffdng day du quyen ldi vi he thd'ng nhan 
didn dffdc khach hang. Do xu hffdng khaeh hang 
su' dung nhidu blnh thffe khac nhau trong qua trlnh 
mua sam nen viec nhan didn nhu e^u, phuc vu, 
cham soc can taora sff thdng sud't dem lai sff thoai 
mdi va tien ldi cho khdch hang, 

3.2. Sdhoa dich vu ngdn hdng 
Z CO niem dam me vdi cdng nghe va thich ddn 

nhdn trao lffu nen se khong thich rien thanh todn 
bang tien mat la mpt xu thffdng ta't ye'u. Hinh anh 
qû l the, dien thoai dan thay the' dung tien mat khi 
thifc hidn mua sam khong chi an toan, den ldi ma 
c6n tao nen mpt phong each thieh thu eho cac ban 
tre. Nhffng thdng tin trdn bao chi ve uo'ng tra sffa 
hay mua hanh trdnh trdn quet ma vach dang dan 
phd bien hdn ddi vdi dd'i tffdng khach hang nay. 
Hp cQng la nhdm chidm da sd khi mua sam trffc 
tuye'n va se dan ddt dich vu thanh toan dien iff 
trong tffdng lai ndn vide so'hda dieh vu ngan hang 
vdi cdc dich vu da dang va tang tinh bao mat hdn 
nifa se khuyd'n khieh hp mua sam nhieu hdn. Cae 
nil ro khi thanh toan bang tidn mat da va dang can 
trd sff phat trien eiia thffdng mai dien tff. Khi sd' 

hoa dich vu ngan hang ngay cang manh hdn se 
giup cho thffdng mai dien tff Viet Nam tffdng ddng 
hdn vdi the gidi vl tai Vidt Nam mua hang trffc 
tuye'n du chi la thffc an vat hay cae san phd'm didn 
tff trdn nhffng trang mang uy tin nhff Tiki, Lazada, 
Shopee vdn sff dung den mat ra't nhieu bdi thffe te 
thanh toan vSn la tra tien mat khi giao hang (COD, 
cash on delivery). 

3.3. Tdng ciidng tifdng tdc vdi fchdch hdng 
thong qua mgng xd hoi 

Khaeh hang danh thdi gian it hdn khi tiep xiic 
vdi nhan vidn bdn hang vl hp ed the tff minh tlm 
hieu thdng tin ve san phd'm trffdc khi mua. Vay 
lam thd' ndo de doanh nghiep bie't khaeh hang can 
gl? lam sao tid'p cdn dffdc khdch hang de cung cd'p 
thdng tin cho hp? khach hang sff dung internet 
nhidu nhffng quan tdm gi. tim kid'm thdng tin hay 
hdi y kid'n ai trffdc khi mua? Do dd, cac thffdng 
hieu can ehii y hdn trong tffdng tac thong qua cdc 
trang mang xa hdi. Nhd eae tien tich trdn cae trang 
mang xa hpi ma eac thffdng hieu dd dang phan 
tieh, do Iffdng va tha'u hieu khdch hang hdn thdng 
qua thdi quen khi truy cap internet. Ho xay dffng 
eac nhdm chuyen nghidp dd sdn sang lang nghe 
eac nhu cau, ffdc mud'n eua cae ban tre thdng qua 
cac didn dan, cung nhff eae noi dung hien thi tren 
eac trang mang va day cung la cdch doanh nghiep 
kd't nd'i vdi khdch hang de dffa ra cac de xud't eOng 
nhff dap ffng nhu eau va chdm sdc khach hang tdt 
hdn. Vi khach hdng the' he Z sff dung didn thoai 
nhieu hdn cdc thid't hi khdc nhff laptop, mdy tinh 
bang hay mdy tinh de ban nen de tffdng tdc vdi 
khaeh hang nen cac thffdng hieu can lffu y ffu tien 
cdc npi dung truyen tai tffdng thich vdi dien thoai 
thdng minh • 
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ATTRACTING GENERATION Z CONSUMERS 
- A NEW 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. Vietnam 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 intensively competitive business envffonment. 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 coneem for marketers. 

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