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TIM KIEM, GlCr CHAN 
VA NUOI DirofNG KHACH HANG: 

NHIEM VU HANG DAU 
CUA CAC CONG TY NGAY NAY 

• NGUYEN TH! XUAN TRANG 

TOM TAT: 

Theo Philip Kotler, Marketing chinh la mon khoa hoc va nghe thuat tlm kiem, giif chan v^ 
nu6i dudng khdch h^ng sinh 161. Mot s6' eong ty da bo ra rat nhieu edng siJe vh chi phi de tim 
ki^m them nhifng khdch hang mdi nhIm khai thac Idi nhuan tir hg ma da bo quen nhiem vu 
"cham soe" nhiTng khdeh hang cu - nhifng khaeh hang da, dang va se eo the dep tuc dem lai 
ldi ich eho ho. Thu'c tg" ehi ra r^ng, chi phi ma eae cong ty phai bo ra de san lung mot khdch 
hang mdi cao hdn ra't nhieu I^n so vdi vide lam the nao de giff chan mot khdeh hang hidn tai. 
Do dd, de ed the tim kiem, giu" chan, vd nuoi dirdng khach hang sinh ldi chinh la van de ma 
edc doanh nghiep can phai cd gidi phap thiet thiTc trong thdi dai canh tranh gay gdt ndy. Vi vdy, 
bai vie't du'a ra ly thuye't ve tim kiem, gid ehdn va nu6i dirdng khdch hang, nham gidp edc cong 
ty hieu ro hdn t^m quan trpng cua van d^ nay, tu" do xay difng chie'n Iirdc giff chan khdeh hang 
trung thanh mot each hi6u qua. 

Tfif khda: Marketing, nghe thuSt tim kiS'm, giff chdn khdch h^ng, eham sdc khdch hang. 

I. Xac djnh khach hang ti^m nang 
Ngay nay khi ma sff dff thffa cde nha eung ca'p 

vd thffdng hi6u la dac trffng cua hau h '̂t edc thi 
trffdng thi viee tim kid'm khdch hang da trd thanh 
viec khdng the thie'u eua moi edng ty. Chinh vi 
dieu nay, edc cdng ty da giao eho cac nhan vien 
bdn hang cua minh nhiem vu di tim kiem khdch 
hdng. Va hien nhien, hp td'n kem ehi phi cho ihdi 
gian lam vi$e eua lffe Iffdng bdn hang rat eao. Do 
vay, cde edng ty nhdn thd'y rang, nhan vien bdn 
hang ehi de ban hang, con nhiem vu cua cong ty 
l£l phdi tim ra ede d^u md'i vdi chi phi thd'p hdn. 
Bang edeh chuyen dd'n eae nhan vien ban hang 
cua minh nhffng dau mo'i tot, edc cdng ty se giiip 
cho cac nhdn vidn eua minh co thdi gian hdn eho 
viee bdn hang. 

Va'n de can ban d day la lam the nao de cac 
cong ty tim ra cac dau mo'i khdch hang cd chat 
lu'dng cho edc nhan vien eua minh? {Hinh 1) 

Theo Philip Koler, viee tim ra dffdc dau mo'i la 
mot qua trinh gom 3 bffde: 

Budc I - Xdc dinh thj trudng muc lieu: Cac cong 
ty khi ma da xae dinh dffde thi trffdng mue tieu. thi 
viec nhan dien ten khaeh hang tiem nang ia iffdng 
doi de dang. Liic do. cdng ty da cd sff hieu biet sau 
hdn ve thi trffdng muc tieu - thi trffdng muon gi; 
can mua loai hang hda nao; mua d dau va khi nao; 
mua bang cdch nao;... thi cong ty c6 the nang cao 
kha nang ciia minh de tlm ra cac dau mo'i tot. 

Budc 2 - Tun kiem cde ddu nidi thong qua cde 
cong cu giao liep: Cde eong i> ed the dung nhieu 
cong cu khde nhau de thu thap ten tuoi c;ic khach 
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Hinh 1: Cac btfdc tim ra dau mdi Ichach hang co chdt Itfpng 

Xac dinh thi trudng 
muc teu 0 

Buoc 2: 
Tim kiem cac dau 
moi thong qua cac o Budc 3; 

Tham dinh cai 

hang tiem nang nhff: quang cdo, gffi thff tff trffe 
tie'p, tie'p thi tff xa va trffng bay san pham. Cuo'i 
cilng, cde cong ty cung cd the mua danh sdch ten 
khach hang tiem nang tff nha moi gidi va nhffng 
ngffdi khae co dffdc danh sach khdch hang ma cong 
ly muon cd. 

Trong tie'p thi eong nghiep, viee tim ten cua 
cde khdch hang tiem nang de dang hdn nhd ed 
dff lieu thong ke iff trung tdm thong tin tieu chuan 
do lffdng eha't Iffdng, trong dd liet ke cde thdng 
tin vi cong ty va doanh nghiep bdn cde san pham 
va dich vu. Chang han nhif mpt cong ty san xuat 
keo ddn gd dl dang lim ra danh sdch edc cdng ty 
san xud't go kem theo dia chi, ten ngffdi quan ly, 
s6'di6n thoai,... 

Budc 3 - Thdm dinh cac dau mdi: Khdng phai 
ta't ca cde khach hang, dau md'i deu dem Iai 
ngudn thu eho doanh nghiep. Doanh nghiep can 
tim ra dffdc trong so' cde khdeh hang do, dau la 
khdeh hang trien vpng, dau la khach hang ddng 
ngd. Nhffng khdch hang ddng ngd la nhffng cd 
nhan hay to chffc cd ve quan lam de'n viec mua 
san pham hay dieh vu eua eong ly, nhffng hg cd 
the khdng cd kha nang hay khdng ed y dinh mua 
thffc sff, thdm ehi hg ehi la nhffng ngffdi mud'n 
dffde nhdn hang lang pham d cac eude trien 
iam,... 

Van de d day Id phai nhdn ra dffdc dau Id 
khach hang trien vpng nhd't. Cde eong ty ed the 
giup cho nhdn vien bdn hang nhdn ra cde khdch 
hang trien vgng nha't bdng each hg ggi dien thoai 
cho khdeh hang cd trien vgng de hdi xem hp cd 
muo'n cd tdi lieu ndi ve san pham hay mgt cudc 
chao hang hay khong,... 

Muc dich cud'i ciing cua cdng ly la cung cap 
cho Iffc Iffdng bdn hang cua minh eae khaeh hang 
cd cha't Iffdng cao de nhan vien bdn hang sff dung 
tdt nha't thdi gian quy gid cua minh cho viec bdn 
hang. Cac cong ty can lap ra ben trong phong tie'p 
Ihi mpt bg phdn chuyen ve tim ki6'm cac dau mo'i 
khdeh hang dat dffdi sff quan ly eua edc chuyen 
gia nghien cffu thi trffdng de xac dinh ddu Id 
khdch hang td't mdt cdch cd hieu qua nha't. 

II. Ban hang cho 
khach hang tiem nang 

Khi cd danh sdch khdch 
hang trong tay, nhan vien 
ban hang bat dau liep can 
vdi cde khaeh hang cd 
trien vgng nha't. Nhan vien 

ban hang cung cd th^ sap xe'p mpt cudc gdp gd 
trffe tid'p vdi khdeh hang hoae cung cd the giao 
tie'p qua may tinh va internet. 

1. Gap gd trtfc tiep vdi khdch hdng tiem ndng 
Nhffng cudc gap gd trffe tiep vdi khdeh hang 

doi hdi nhdn vien bdn hang phai chuan bi trffdc 
nhieu thff gid'ng nhff tieu chuan AIDA, dd Id: gay 
sff chd y (Attention), tao ra mo'i quan tdm (Inter
est), kich thich y muo'n (Desire) va thiic day 
khach hang hanh dpng (Action). 

Nhan vien ban hang cd the gay sff chii y cho 
khdch hang tiem ndng bang each ndi rang san 
pham se giup cho ho tang them thu nhap d edc 
khoan dau tff, tie't kiem nhieu chi phi hoac thdi 
gian, lam eho khdch hang an tdm khi mua, thdm 
ehi la giiip hp danh bai doi thu eanh tranh d ede 
mat hdng cong nghiep,... De kich thich thdm y 
mud'n, nhan vien bdn hang ed the ndi rdng, san 
pham dffdc bdn vdi gid re nhS't cho khdch hdng 
mua dau lien vd vide chao hang nay chi cd hieu 
lffe trong ngay hdm nay, hode hffa se hoan tra 
lien ne'u khdch hang khdng hai long. 

Cdch tie'p cdn AIDA ddi hoi sff chu dgng khdi 
xffdng cua nhdn vidn bdn hang va ddn dat cudc 
ndi chuyen. Thdi gian gan ddy, edc nhan vien ban 
hang dffdc day phai noi it hdn vd Idng nghe nhilu 
hdn. Kich ban nhdn vien ban hdng ndi thao thao 
bat tuyet ngay nay da ldi thdi, thay vao dd la 
nhffng nhan vien bdn hang bie't neu cde eau hoi 
hay, bie't each lang nghe va hgc hdi. 

Phffdng phap bdn hang SPIN eua Neil 
Rackham dffa ra 4 loai cdu hoi eho khdeh hang 
tilm ndng nhff sau: (Bang 1) 

Bdng cdch nay, cac nhdn vien bdn hang da 
chffng minh dffdc nang Iffc eua nha cung cap vd 
sau dd CO gang ed dffde sff cam ket lau ddi ciing 
Iam vide vdi nhau. Caeh tie'p edn ndy phan dnh xu 
hffdng ngdy eang nhieu edng ty dang ehuyen tif 
vide theo duoi ban hang trffdc mdt sang xdy dffng 
mo'i quan he Iam hai Idng khdch hang Idu dai. 

2. Giao tie'p vdi khdch hdng qua mang internet 
va mdy tinh 

Trong thdi dai 4.0. vide ban haruj cho khdch 
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Bdng. Noi dung phUOng phap ban hang SPIN 

Cau hoi ve tinh huong 
(Situation) 

Cdu hoi vd van d€ dang 
gdp phai (Problem) 

Cau hoi ve tac ddng 
(Implication) 

Cau hdi ve ket qua can thiet 
(Need - payoff) 

Cac cau hoi v§ tlnh hinh thffc te hay tham do tinh hinh cua khach hang 

Cac cau hdi ve van de ton tai, eae kho khan va sit khdng hai long ma ngudi mua gap 
phai va nha cung cap can phai giai quyet bang san pham hay dich vu cua minh 

Cac cau hdi ve hau qua hoac tac ddng ciia nhOng van de tdn tai, khd l̂ hdn, hay su 
khdng hai idng ma ngudi mua hang gap phai 

Ody la cac cau hdi ve gia tn va Igi ich ciia mot giai phap de xuat 

hang tiem nang thdng qua mang internet va may 
tinh cdng trd ndn phd bie'n. Dieu ndy da lam giam 
di r^l nhieu chi phi va thdi gian di lai ctia nhan 
vien bdn hang. Ngodi viec gpi didn thoai de' ndi 
chuyen, nhan vien bdn hang con sff dung video 
call tff mdy tinh de cho khdch hang xem trffdc san 
pham mdu cua cdng ly. De thffc hidn dffdc dieu 
nay, ddi hoi nhdn vien bdn hang phai cd ky ndng 
sff dung cde thong tin va cac kenh thdng tin lien 
lae chi phi thd'p nhff internet, intranet, email, fax, 
video call,... de tie'n hdnh bdn hang vd giff quan 
hd vdi khdeh hang. 

Mdy tinh dd giup eho ngffdi lam marketing vd 
nhan vidn bdn hdng lffu lai mgi chi tid't ve khach 
hang tiem ndng va khdch hang hidn cd md ehung 
la ggi dd Id cd sd dff lidu khdch hdng. Nd lam cho 
viee bdn hdng trd nen nhe nhang hdn, nhanh ggn 
hdn. Nhffng nhdn vidn ban hang ngay nay, sau khi 
dat dffde edc thoa thudn cd ban vdi khdch hdng, 
tham ehi ho co the in ra ban hdp ddng vdi tffng 
khach hang tai van phong lam viec cua khach 
hang, vd khdch hang chi vide kf ten vdo, bang 
caeh dd, hg da bie'n khdch hdng tiem ndng thanh 
khdeh hang mua lan dau. 

3. Chgn Iqc khdch hdng sinh Wi 
De' cd dddc mgt khdch hdng thffc sff. eong ty 

da phai bd ra ra't nhilu eong sffe va ehi phi. Do 
dd, edng ty can phai phan tfch vd so sdnh giffa chi 
phi bd ra dd' ed dffdc khach hang (Customer Ac
quisition Cost- CAC) va Idi nhuan do mot khaeh 
hdng dem lai (Customer Lifetime Profit - CLP). 

Nd'u chi phi CAC qud cao, cdng ty phai tim 
each de giam CAC va tang gid trj CLP len. Mgt 
cdch de' giam CAC xud'ng chinh la cdng ty can 
phai edt giam ehi phi hd trd cong vide cho nhan 
vien ban hang vd ty Id bie'n khdch hdng tiem 
ndng thanh khdeh hang hidn thffc. Ngffde lai, de 

tang CLP Idn, cdng ty can phai ban dffde nhieu 
hdng hdn eho tffng khdch hang mdi, giff chan hp 
dffdc lau hdn, vd bdn eho hg cac mat hdng cd ldi 
nhudn cao hdn. Cd nhff vdy, cdng ty mdi cd hy 
vpng tao ra sff can bang tot hdn giffa CAC vd CLP 
cua minh. 

III. Giif chdn khach hang suo't ddi 
Ngay nay, ede cdng ty khdng eoi minh Id ngffdi 

bdn hang, dieu ma hp dac biet chu irong dd la 
giff ehdn va nudi dffdng khdeh hdng, nhffng khdeh 
hang sinh Idi cho cdng ty. Hp khong chi mud'n lao 
ra khdch hdng md cdn muo'n "sd hffu" khdeh hdng 
sud't ddi. Cde edng ty sff dung nhieu bien phap de 
tang tinh "trung thanh" eua khdch hdng do'i vdi 
cdng ly cua minh. Hdn thd' nffa, hp khdng chi 
mud'n la nha eung ca'p duy nhd't mpt san phd'm md 
edn la nha cung cap nhieu loai san pham cho 
khdch hang. Vi du nhff ehudi hoal dpng cua Tap 
dodn VinGroup d Viet Nam, cung ca'p he Ihd'ng 
sieu thi ban le, thffc phd'm, gido due, nha d, y te', 
xe ep va ea du lich... VinGroup gan nhff phuc vu 
h^u hd't nhu cau cua mot eon ngffdi. 

Theo Philip Kotler, de phdt trien mdt khach 
hang mdi trd thdnh mdl khdch hang trung thdnh 
hay khdch hang Idn phai qua cae giai doan phdt 
trien khaeh hdng nhff sau: (Hinh 2) 

1. Khdch hdng mua lan ddu 
Sau lan mua hang dau tien, khdch hang ludn 

cd mpt cam nhan cua hg dd'i vdi nha cung cap. 
Dffa vao nhffng y kid'n tff ngffdi than trong gia 
dinh, ban be. dong nghidp,... hodc nhffng ldi hffa 
hen tff nhdn vien bdn hang ciing vdi sff trai 
nghiem cua ban than, tn/dc khi quye't djnh mua 
mdt mdn hang, khaeh hang da hinh thanh mdt ky 
vong nhd't dinh do'i vdi mdn hang ma ho dff djnh 
mua. Do dd. sau khi mua hang, khdeh hang ^e 
hinh thdnh I trong -"̂  mffc do hdi long nhff sau: Ra't 
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Htnh 2: Cac giai dogn phat trien khach hang 

( Khach hang mua lan d ^ 
[ (Ftrst -tane customer) 

> 

i 
Ngudi benh vuc ] 

(Advocate) J 

Khach bang lap lai 
(Repeat customo-) 

Thanh vteu 1 
(Member) J 

Doi tac 
(Partner) 

> 

[ Than chu 
1 (Client) 

1 
Chii sd hiiu mdt phan 

(Part- owner) 

hai long, Hai long, Binh thffdng, Khdng hai long 
vd Rat khdng hai long. 

Xac sua'tma mpt khdch hang mdi mua lan dau 
cd tie'p tuc mua nffa hay khong phu thupe ra't 
nhieu vao mffc do hdi long hoac khdng hai long 
eua hg. Khdch hang dd se khdng bao gid mua lan 
thff hai nd'u nhff cam nhan lan dau tien cua hg Id 
rat khong hai long hoac khdng hdi long. Ngffde 
lai, khdch hang se cd the' tie'p tuc mua hang ne'u 
nhff lan mua thff nha't lam cho hg hdi long va kha 
ndng hg tid'p luc quay trd lai Id ra't eao ne'u hg 
cam nhan rat hai long trong lan mua thff nha t̂. 

Su" khdc biet giffa nhffng khach hang hdi long 
vd khdch hang rat hdi Idng it dffdc cde edng ty 
chu y vd phan bidt. Do'i vdi khach hang hai long, 
hg ed the de dang ddi y vd chuyen sang nha eung 
ca'p khdc khi ma hg cung dffde do'i dai gio'ng nhff 
vdy hodc cao hdn bdi nhffng nha cung cap khdc. 
Nhffng dd'i vdi nhiing khach hdng rd't hdi long 
irong lan mua dau tien thi it khi hp di tim nha 
cung cap khdc, bdi hg tin rdng khd ed cong ty nao 
cd the 1dm cho hg hdi long difde nhff vay. 

De thu hiit khach hang quay trd lai, cde cong 
ty can phai dinh ky dieu tra mffc do hdi long cua 
khach hang. Chi so' CSI (Customer Satisfaction 
Index) dung de do Iffdng mffc dp hdng hai long 
cua khach hang ve mgt san pha'm hay dich vu nao 
do cua cong ly. 

Ne'u nhff chi so' CSI cua cdng ty cho tha'y phan 
Idn khdch hang khdng hai long, ihi edng ty phai 
tim hie'u nguyen nhan vi sao Iai nhff vdy. Nguydn 
nhan ed the la do edc nhdn vidn bdn hdng cua cdng 
ty tie'p thi mdt each thai qud. Hg dd thuyet phuc 
khach hang mua cac san pha'm hay djch vu khdng 
thffe sff phu hdp vdi nhu eau eua khdeh hang. Kha 
nang khde ed the la do cdng ty dd thoi phong cac 
tinh nang cua san pham hay dich vu cua minh hdn 
mffe chat Iffdng thai sff, va dieu nay gdy nen sff 
tha't vgng eho khach hang. Cho dil la vi ly do gi di 
ehdng nffa. thi chac ehan la cong ty dd se khd long 
gap lai nhffng khach hang nay mdt lan nffa. 

Mdt yeu to quan 
trgng nffa do ehinh la 
eong ty can phai ddnh 
gid ehi phi ton tha't do 
danh mat khdch hdng 
mang lai. Chi phi nay 
cao hdn gap nhieu l̂ n so 
vdi chi phi tieu diing cd 
ddi cua khach hdng dd. 

Mpt khi khdch hang ndi gidn, hp cd the ndi cho 
nhieu ngi/di khae bid't ve sff tha'l vpng cua hg va 
tffng ngffdi nay lai ndi vdi nhffng ngffdi khae ve 
"tie'ng xa'u" eua cdng ly, ddn dd'n eon so' khdch 
hang tilm nang nghe "deng xd'u" tdng theo ea'p so' 
nhdn. Do vay, edng ty khong chi md't di so' doanh 
thu tff khdch hang khong hdi long ma eon md't di 
doanh thu iff nhffng khaeh hang tiem ndng nffa. 

De khac phue dilu nay, cac edng ty da tao 
dieu kidn cho cde khdeh hang khong hdi Idng ti^p 
cdn vdi cdng ty, thdng qua cde quy trinh khoi 
phuc Iai sff thien chi cua khach hang nhff sau: 

1) Thie't lap dffdng day ndng mien phi 7 
ngay/luan, 24 gid/ngay. 

2) Lien he vdi khdch hang cd khid'u nai trong 
thdi gian sdm nhd't. 

3) Nhdn trdeh nhiem va khdng dd ldi cho 
khdeh hdng. 

4) Sff dung cae nhan vien cham sde khdch 
hang la nhffng ngu'di de men. 

5) Giai quye'i khie'u nai nhanh chdng vd lam 
khach hang hai Idng. 

6) Chao ban ha gia cho lan mua sau hode giii 
mpt mdn qua nhd de bu ddp eho sai sdt eua 
cong ty. 

Ke't qua eho tha'y rdng, nhffng khdeh hang ma 
khie'u nai eua ho dffdc giai quye't my man lai trd 
Ihdnh nhffng khdch hang irung thdnh hdn la 
nhffng khdch hang ma ehffa bao gid khid'u nai. 

2. Khdch hdng Iqp lai 
Tren thffe te, cdng ty cd dffde sinh ldi tff nhffng 

khaeh hang mua Ian dau tien rd't khde nhau. Mgt 
so'khdch hang mua lln dau nhffng mdn hang dit 
lien, va co kha nang mua them nffa. Trong khi 
dd, so' khdc ehi mua mpi Iffdng nhd va cd the se 
khdng bao gid quay trd lai. Vi the', cae nha mar
keter can tdp trung vao cac khdch hdng mua lan 
dau lot, nham tim each lam cho hp trd thanh 
khdch hang lap Iai. 

Cde edng ty can phan loai khdch hang Iheo 
"mffc do mua hang lap Iai" eua hg, Nhffng khdeh 
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hang td't nhd't la nhffng khdch hang da mua hang 
gan day nhd't, nhffng ngffdi thffdng xuydn mua 
nh^t, va nhffng ngffdi mua vdi so' tien Idn. 

Can phai bie't rang nhffng khdch hang cang lau 
nam thi ldi nhudn dem Iai cho cdng ly cdng Idn, 
vi 4 yeu to' sau: 

1) Nhffng khdch hdng quen thupc mua ngay 
cang nhieu ne'u hg cam ihd'y râ i hdi long. 

2) Chi phi phue vu khach hang quen thugc 
giam di theo thdi gian. 

3) Cde khach hang ra't hai long ihffdng se 
gidi Ihieu them khach hdng tilm ndng khde cho 
cdng ty. 

4) Cac khdeh hang quen lau nam se it nhay 
cam vl gid hdn mdi khi cdng ly tang gid hdp ly. 

3. Thdn chu 
Tff "than chi3" thffdng dffdc diing trong cac 

cdng ly luat vd khaeh hang eua hg. Vi sao hp 
khdng ggi la khdch hang ma ggi Id than chu? Bdi 
vi hp hieu thdn chu minh rd't nhilu va ddnh nhilu 
thdi gian cho Ihdn chii cung nhff Id sff lien lae rd't 
nhieu lan dan dd'n sff thdn thupc vd ddng 
cam hdn. 

Tff y nghia dd, ede cdng ty ndn xem khdch 
hang cua minh nhff la "thdn chu ". Tdn dung cd sd 
dff lieu eua may linh da lffu giff nhffng thong tin 
ciia khdch hang, cdng ty can ed sff quan tdm, 
ehdm sdc khdch hang nhieu hdn, nham giffa chan 
khach hang Idu hdn. 

4. NgUdi binh vUc 
"Than chu - khdeh hdng" cdng ihich cong ty 

bao nhieu thi hp cang ndi lo't cho cong ty bd'y 
nhieu, tham ehi ngay ea khi khdng dffdc ai hoi y 
kid'n. Ddy chinh Id edeh qudng cdo td'i nhd't dd'i 
vdi edng ty. Cde khdch hang hai long vdi cong ty 
se la nhffng ngffdi quang edo td't nhd't cho edng 
ty. Mue tieu cua nhieu cong ty khdng phai tao ra 
khach hdng ma Id lao ra cac "co dpng vidn". 
Ngffdi ta thffdng tin vao y kie'n eua ngffdi thdn, 
ban be nhilu hdn la edc quang edo trdn tap chi 
hodc truyen hinh,... Van dl quan Irpng la cac 
cong ty CO bie't thffe hidn cde bffdc tie'p theo de 
thiic day nhffng ldi truyin midng nay sao eho ed 
ldi cho cong ty minh hay khdng. De thffe hien 
du'dc dilu nay, cae cdng ly eijng cd the' hdi cac 
"thdn ehi3" cua minh ve ban be cua hg, hoac de 
nghj hp cd the' lam ngffdi gidi thieu khdeh hang 
cho cdng ty. Cdng ly cin nam bai nhffng "than 

chu", ngffdi ma cd dffde sff anh hffdng Idn trong 
dff luan, se cang mang lai hidu qua hdn trong vide 
truyin thdng cho cdng ty. 

5. Thdnh vien 
De cac "than chu" trung ihdnh hdn nffa, eong 

ty can thanh lap mdt chffdng trinh Ihdnh vien vdi 
edc ffu dai dae bidt danh eho hp. Khi dd, cde 
"thdn ehu - thdnh vien" nay se that edn nhae nd'u 
cd y dinh rdi bd cdng ty vd eha'p nhdn ma't di 
nhffng ffu dai nay hay khdng. 

Cae cdng ly thffdng cd ra't nhieu the' loai 
chffdng trinh thdnh vidn khdc nhau vd ldi ieh dem 
de'n eho cae "than ehu" eung hoan toan khdc 
nhau. Mdl s6'chffdng trinh md rpng eho ta't ed mpi 
ngu'di, mpt so'ehi danh eho " khdch VIP" ma thdi. 

6. Ddi tdc 
Hdn the' nffa, mdl so' cdng ty edn coi khach 

hang eua minh la do'i lae. Ho thuyd'l phuc khdch 
hang eua minh gidp dd trong vide Ihie't ke'san 
pham mdi. Ho hdi y kid'n khdch hdng edeh eai 
ihien dieh vu di kem, hay mdi khdch hdng iham 
gia vdo bp phan phuc vu khdch hdng. Giai phap 
xem khach hdng la "dd'i tdc" nay dd thffe hidn 
hdn dd'i vdi khdeh hang doanh nghidp hdn la 
khdeh hang tidu dung. 

7. Chu sd hSu mqtphdn 
Cd Id cdch nhin cao nhdl do'i vdi khdch hang 

la coi hp nhff mdt ngifdi ndm giff mdt phan cd 
phan cua edng ly. Tren ihirc td', cd nhffng doanh 
nghiep ma d dd ede khach hang Id nhffng chu sd 
hffu hdp phap. Dilu nay khdng eo y nghTa la mpi 
cdng ly phai cd'gdng bie'n cde khdeh hang eua 
minh Ihanh do'i lac chu sd hffu hay dong ehu sd 
hffu. Nhffng thual ngff ndy ihffdng diing de bieu 
Ihi thdi dd eila cdng ly danh cho nhffng khdeh 
hdng eua minh chff khdng ngu y ndi ve sff sd hffu 
lai san cua khach hdng trong cdng ty. 

IV. Ket lu^n 
Marketing dffde dinh nghla Id mon khoa hgc va 

nghe Ihudt vl tlm kid'm giff chdn va nudi dffdng 
khdch hang. Cde cdng ly ngdy nay dang chuyen 
trgng tam nhdn manh tff viec Elm kid'm khach hang 
sang hpc cdch lam sao dd' nudi dffdng khdch hang. 
Khi ngdy cang cd nhieu cdng ty thdnh thao nghe 
thuat iam hdi long va giff chan khdch hang ihl cae 
edng ly se ngdy eang khd khan thu hut cde khdeh 
hang mdi Ihong qua vide thuyd'l phue hg ddi y. 
Dieu dd edng thiic da'\' cac cdng ty can day dan 
hdn trong nghe thudt \a\ dffng chie'n Iffdc giff ehdn 
khaeh hdng irung thanh • 
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ABSTRACT: 
According to Phihp Kotler, marketing is the science and art of fmding, retaining and taking 

eare of customers to gain profits. Some companies put a lot of effort into finding new customers 
instead of taking care of previous profitable customers. The fact shows that the cost of finding a 
new customer is several times higher than the cost of retaining an existing customer. As a result, 
companies should have practical solutions to find, retain and nurture their profitable customers 
amid the fierce competition market. This paper introduces the theory of fmding, retaining and 
taking eare of customers in order to help companies better understand the importance of this 
issue and build strategies to retain loyal customers effectively. 
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