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TIM KIEM, GIT CHAN
VA NUOI DUGNG KHA CH HANG:
NHIEM VU HANG PAU
CUA CAC CONG TY NGAY NAY

® NGUYEN TH XUAN TRANG

TOM TAT:

Theo Philip Kotler, Marketing chinh 13 mdn khoa hoc va nghé thuat tim ki€m, giit chan va
nubi dudng khéch hang sinh 1i. Mot 8 cong ty da bd ra rat nhiéu cong sic vA chi phi d€ tm
ki€m thém nhitng khdch hing m6i nhim khai thc Igi nhudn tir ho ma da bé quén nhiém vy
“chdm s6c™ nhitng khdch hang cii - nhitng khdch hing di. dang va sé& 6 thé ti€p tuc dem Jai
1gi ich cho ho. Thuc (€ chi ra riing, chi phi ma céc cong ty phii b ra dé sin ling mot khich
haog méi cao hon rat nhiéu Ian so v6i viéc 1am thé ndo d€ giit chin mot khdch hang hién 1ai.
Do d6, @& c6 thé tim ki€m, giif chan, v nudi dudng khdch hing sinh 13i chinh 13 vin dé ma
cdic doanh nghiép cin phiicd gidi phap thiét thyc trong thdfi dai canh tranh gay gitndy. Vi viy,
bai vi€t dua ra ly thuy€1 vé iim ki€m, gilt chan va nuéi dudng khich hang, nhiim gitip c4c cong
ty hiéu rd hon (dm quan trong ciia van dé ndy, 1r dé xay dyng chi€n ludc gi¥ chin khdch hang

trung thanh mét cdch hjéu qua.

TY khéa: Marketing, nghé thuit tim ki€m, gi¥ chin khéch hang. chim soc khdch hang.

L. Xde¢ dinh khdch hang tiém niing

Ngdy nay khi mi sy du thita cdc nhd cung cip
vd thuong hiéu 13 dic trung ctia hiu hét cdc thi
tnfyng hi viéc tim ki€m khédch hing da 1cd thanh
viéc khong th€ thi€u ciia mdi cong ty. Chinh vi
didu nity, cdc cong ty di giuo cho cdc nhin vién
bdn hang ciia minh nhi¢m vu di tim ki€m khdch
hing. VA hi€n nhién. ho t6n kém chi phi cho thé
gian lam viéc ciia luc lugng bén hang rdt cao. Do
vy, cdc cong 1y nhin thiy ring. nhin vién bdn
hing chi d€ bdn hang, con nhiém vu cda cdng ty
13 phdi tim ra cdc ddu m&i vdi chi phi thip hon.
Biing cich chuyén dén cdc nhin vién bdn hang
cda minh nhitng ddu m&i (1. cdc cong ty $€ gidp
cho cic nhan vién ctia minh cd thai gian hon cho
viéc ban hang.

Vin dé clin ban & diy Ja lam thé nio € cic
cong ty tim ra cdc ddu m&i khdch hing c6 chit
lugng cho cdc nhan vién cia minh? (Hinh 1)

Theo Philip Koler. viéc tim ra dudc dau mdi la
mot qué trinh gdm 3 budc:

Budc | - Xdc dinh thi rruong muc tiéu: Céc cong
ty khi mi da xdc dinh duge thi trudng muc tiéu. thi
vigc nhan dién tén khach hang tiém nang 1 wing
431 d& ding, Luc d6. cong v d 6 <if hidu biét xau
hon vé thi trudng muc tiéu - thi trudng mudn gic
cin mua loai hitng hoa niio: mua & diu vi khi nao:
mua biing cich nioi... thi cong ty cd thé miing cao
kha ning cia minh d& tim ra cic diu mdi 61,

Budc 2 - Tim kicm cic diu mii thong qua cdc
cong et giao 1iép: Ciic cdng ty ¢d h€ diing nhido
¢ong cu khic nhau d€ thu thip 1én wdéi cic khich
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Hinh 1: Céc budc Hm ra ddu méi khéch hdng cé chét ugng 1. Bin

hang cho

6 Buac 2:
Budc 1: B .
c di i o ém cic dhu
Kic dinh thi tnréng |:> o
muc hén moi théng  qua cac

g cu giao tiep

Buae 3:
Thim dmh cac diu

Khéch hang tiém ning
Khi c6 danh sdch khdch

hang trong tay, nhin vién

bén hang bit ddu ti€p cin

hang tiém ning nhu: quing cdo. gti thu 1ir tryc
ti€p. ti€p thi 1Y xa va trung bay san phim. Cudi
cing, cic cdng ty ciing c6 thé mua danh sich tén
khich hang tiém niing tif nha mdi gidi va nhitng
ngudi khic c6 duge danh sach khdch hang ma cong
ty mudn c6.

Trong ti€p thi cong nghiép, viéc im tén cia
céc khdch hang tiém nang dé dang hon nhd ¢
dit liéu thdng ké tir rung tim thdng tin tiéu chuin
do ludng chal lugng, trong dé liét ké cdc théng
tin vé& cong ty va doanh nghiép bén cdc sin pham
va dich vu. Ching han nhu mdt cong ty sin xuil
keo din go dé ding tim ra danh sdch cdc cong ty
san xudt gd kém theo dia chi, 1€n ngud quin ly,
s& dién thoai,...

Budc 3 - Thdm dinh cdc ddu méi: Khong phai
141 c3 cdc khdch hang, ddu méi déu dem lai
ngudn thu cho doanh nghiép. Doanh nghiép cin
tim ra dudc trong s§ cdc khdch hang d6. ddu 1a
khdch hang trién vong, diu 1a khich hang ddng
ngd. Nhirng khdch hang ding ngd 1a nhing cd
nhan hay t§ chic ¢6 vé quan tam dén viéc mua
sdn phim hay dich vu cda cong ty. nhung ho cé
thé khong ¢6 khd ning hay khéng ¢ ¢ dinh mua
thyc sy, thim chi ho chi la nhitng ngudi mudn
duge nhin hang tang phdm & cdc cude tri€n
ldm,...

Van dé & day 12 phii nhin ra dugc ddu la
khdch hang tri€n vong nhat. Cidc cong ty ¢ thé
gidp cho nhdn vién bin hang nhin ra cic khach
hing tri€n vong nhat bdng cdch ho goi dién hoai
cho khéch hang c6 tri€n vong d€ héi xem ho c6
muén cé i lidu néi vé sin pham hay mdt cude
chao hang hay khdng,

Muc dich cudi ciing cia cong ty 12 cung cip
cho lyc lvdng ban hang cda minh cdc khich hing
6 chdt rgng cao d€ nhan vién bin hang st dung
16t nhi't thai gian quy gid cia minh cho viéc ban
hang. Cic cong ty cin I13p ra bén trong phong tiép
thi m§t bd phan chuyén vé tim ki€m cdc ddu mai
khdch hang ddt dui sy quin ly clia cdc chuyén
gia nghién cdu thi wrvdng a€ xdc dinh diu 1a
khdch hing 16t mét cich ¢6 hiéu qui nhat,
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véi cdc khdch hang cd
uién vong nhit. Nhin vién
ban hang cing c6 thé sip xép mdt cude giip g8
tryc i€p véi khach hang hodc cing cé thé giao
1i€p qua mdy tinh vi internet.

1. Gdp @ truc tiép véi khdch hang tiém ning

Nhitng cudc gip g3 tryc ti€p vdi khach hang
doi hd1 nhdn vién bin hang phai chudn b wudc
nhiéu thit gidng nhu tiéu chuan AIDA, d6 12: giy
su chd y (Attention). tao ra mét quan tim (Inter-
est), kich thich § mudn (Desire) va thic diy
khdch hang hianh dong (Action).

Nhin vién bén hang c6 thé gdy sy chi § cho
kh4ch hang tiém ning bing cich néi ring sin
phim s& gitip cho ho ting thém thu phip & cdc
khodn ddu tv, €L ki€m nhiéu chi phi hodc thii
gian, lam cho khdch hang an tam khi mua, thim
chi 13 gidp ho dénh bai d3i thi canh tranh d cdc
mit hing céng nghigp.... DE kich thich thém y
mudn, nhan vién bin hang c6 thé néi ring, sin
pham dugc bidn véi gid ré nhit cho khich hang
mua dau tién va viéc chio hang nay chi cé hiéu
Iuc trong ngdy hom nay, hodc hia sé hoan trd
uén néu khich hang khéng hai ldng.

Cich ti€p cin AIDA doi hdi sy chd dong khai
xu6ng cGa nhan vién bdn hang vd din dit cudc
néi chuyén. Thdi gian gin day, cdc nhin vién ban
hang dugc day phdi n6i it hon va 14ng nghe nhiéu
hon. Kich bdn nhan vién bdn hang néi thao thao
bt wyét ngay nay da 13i thai, thay vio d6 13
nhitng nhin vién ban hang bi€t néu cdc cau hoi
hay, bi€1 cdch ling nghe va hoc héi.

Phuong phdp bdn hang SPIN cia Neil
Rackham dua ra 4 loai cdu héi cho khich hang
tiém ning nhy sau: (Bing 1)

Biing cich niy, cdc nhin vién ban hang da
chitng minh dugc nang lyc cia nha cung cip va
san d6 c8 ging cé dugc sy cam kél lau dai cling
1am viéc véi nhau. Cich ti€p can ndy phin 4nh xu
hudng ngay cang nhiéu cong ty dang chuyén tif
viéc theo dudi ban hiang tudc miy xang xdy dung
mai quan hé 1am hai long khdch hing l3u dai.

2. Giao tiép véi khdch hang qua mang internet
va mdy tinh

Trong thdi dai 4.0. viée bin hune cho khdch



Bding. N6i dung phucng phap ban hang SPIN

| Cauhdl vé tinh hugng
(Sltuation)

Céc cau hdi vé tinh hinh thyc t& hay thdm dé tinh hinh clia khach hang

Cau hoi vé van dé dang
g3p phai (Problem)

Cac cau hdi vé véin dé 18n ta, cac kho khan va sy khong hai long ma ngud mua gap
phéi va nha cung cap cn phai gidi quyét béng sén pham hay dich vu clia minh

Cau hdi vé tac dong
{Implication)

Céc cau hoi vé hau qua hodc téc ddng ciia nhiing van dé 16n tai, kho khan, hay sy
khéng hai long ma ngudi mua hang gap phai

Cau hdi vé két qua can thiét
(Need - payoff)

Day 1a cac cau hoi vé gid tr va lgi ich cia mot gidi phap dé xust ‘

hang uém ning théng qua mang internet va miy
tinh cing tr@ nén phé bién. Diéu nay da lam gidm
di rét nhidu chj phi va th&i gian di lai ciia nhan
vién ban hang. Ngoai viéc goi dién thoai d€ néi
chuyén, nhdn vién bin hiang con sif dyng video
call tif may tinh & cho khach hang xem trudc sin
phim mAu cia cdng ty. PE thyc hién duge diéu
ndy, doi hdinhan vién ban hang phdicé ky ning
st dung céc thong tin va cdc kénh théng tin lién
lac chi phi thip nhu internet, intranet, ematl, fax,
video call,... d€ 1i€n hanh bdn hang va giir quan
hé véi khdch hang.

Midy tinh da gidp cho ngudi lam marketing va
nhin vién bdn hang wu lai moi chi ti€l vé khdch
hing tiém ning vA khich hang hién cé ma chiing
ta g0i d6 13 co s@ dir 1iéu khdch hang. N6 lam cho
viéc bdn hang tré nén nhe nhang hon, nhanh gon
hon. Nhing nhan vién bian hang ngay nay, sau khi
dat dudc cdc thda thuin cd bdn v6i khdch hang,
thim chi ho ¢6 thé in ra ban hgp ddng vdi tiing
khdch hang taj viin phong lam viéc cda khdch
hing, v khdch hang chi viéc ky tén vao, bling
cdch d6, ho dd bign khdch hang tiém ning thanh
khdch hang mua ldn dau.

3. Chon lpc khdch hang sinh loi

PE c6 dugc mot khich hing thyc su, cong ty
da phai bo ra rat nhiéu céng sic va chi phi. Do
46, cong ty cin phai phin tich va so sénh giifa chi
phi b3 ra d€ ¢6 dugc khich hing (Customer Ac-
quisition Cost- CAC) va Ioi nhuin do mét khdch
hing dem lai (Customer Lifetime Profit - CLP).

Né&u chi phi CAC qu4 cao. cong ty phdi tim
cdch d€ giam CAC va ting gid trj CLP Ién. Mot
cdch d€ gidm CAC xudng chinh 1a céng ty can
phdi cdt gidm chi phi hd trg cong viéc cho nhan
vién bén hing v 1y 1& bi€n khdch hang tiem
ndng thanh khdch hang hién thuc. Nguge lai. a€

ting CLP 1&n. cong ty can phdi ban dugc nhiéu
hang hon cho tirng khdch hang méi, gitt chin ho
dudc Jau han, va ban cho ho cdc mit hing c6 Igi
nhudn cao hon. C6 nhu vay, cong ty mdi c6 hy
vong tao ra sy can bing 1t han giita CAC va CLP
ciia minh,

L. Gii# chin khdch hang sudt doi

Ngay nay, cic cong ty khéng coi minh la ngudi
bdn hang, diéu ma ho dic biét chii trong d6 1a
gilf chdn va nuéi dudng khéch hing, nhitng khdch
bang sinh 18i cho cong ty. Ho khdng chi muén tao
ra khdch hang ma con mudn “sd hitu” khich hiing
sudt dosi. Cdc cong ty st dung nhiéu bién phdp dé
1dng tinh “trung thinh" cda khdch hang dgi vai
cong ty clia minh. Hdn thé€ nda, ho khong chi
muén 12 nha cung cap duy nhit métsén phqm ma
con 1 nhi cung cip nhiéu loai sin phim cho
khich hang. Vi du nhu chudi hoat dong cia Tip
doan VinGroup & Viét Nam, cung cdp hé thdng
siéu thi ban &, thyc phdm, gido duc, nha d. y t&.
xe ¢6 vi cd du lich... VinGroup gin nhu phuc vu
hdu hét nhu cdu cia mgt con ngudsi.

Theo Philip Kotler. ¢é phit tri€n mét khdch
hiang mgGi trd thanh mét khdch hang trung thinh
hay khdch hang I6n phédi qua cic giai doan phdt
trién khach hang nhu sau: (Hinh 2)

1. Khdch hang mua ldn déu

Sau 1dn mua hang ddu tién, khdch hang luén
¢6 m§t cam nhin ciia hg d6i véi nhi cung ci’p.
Dya vao nhirng ¥ ki€ tlf ngudi thin rong gia
dinh, ban bé, dong nghiép.... hodc nhirng 18i hita
hen W nhian vién bdn hang cing vdi sy trdi
nghiém céa bin thin. trudc khi quyét dinh mua
métmoén hing. khdch hing di hinh thinh mot ky
vong nhat dinh d&i vdi mon hiang mit ho dy dinh
mua. Do d6. sau khi mua hang. khich hing ¢
hinh thinh | trong 5 mic d9 hiii long nher sau: Rt
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Hinh 2: Céc giai doan phdt iién khdch hang

Mot v€u 18 quan
trong nda d6 chinh 12

Kbach hing mua lan diu
(Furst -imie customer)

Khach bang 13p lai
(Repeat customer)

Toan cb ] cong ty cin phal ddnh

(Client)

214 chi phi 180 that do
Adinh mit khdch hing

mang Jai. Chi phi nay

Negudn béab vure Thanh vien
(Advocate) (Member)

Doi tic Chi s& bira mét phan
(Parmer) (Part- owper)

cao hon gip nhi¢u lin so
v§i chi phi tiéu ddng cd

hailong, Haulong, Binh thudng. Khdng hii long
va RaT khong hai long.

Xdc sudt ma mdt khach hang m6i mua lan diu
c6 1i€p tuc mua nifa hay khéng phu thude rilt
nhiéu vao mifc 46 hai ldng hodc khéng hai long
clia ho. Khdch hing d6 s& khdng bao gid mua lan
thit hai néu nhu cAm nhin I4n ddu tién cda ho 13
rdt khong hdi 1dng hodc khdng hai long. Ngugc
lai, khdch hang s& c6 thé ti€p tuc mua hing néu
nhu ian mua thit nhat Am cho ho hai lang va kha
ning ho ti€p tuc qudy trd lai I rit cao néu ho
cAm nhan rat hai long trong 1dn mua thi nhat.

Su khdc biét gida nhing khdch hang hai ldong
va khdch hang rat hai ldng ft dudc cdc cong ty
chd y va phan biét. D&i véi khdch hing hailong,
ho ¢6 thé d& dang d81 y vi chuyén sang nha cung
ci’p khdc khi ma ho cing dugc d&1 dii gidng nhu
vay hoic cao hdn bdi nhirng nha cung cip khdc.
Nhung d&i véi nhitng khdch hang ril hai iong
trong 1dn mua ddu ti€n thi it khi ho di nm nha
cung cap khdc, bdi ho tin ring khé c6 cong ty nao
¢6 1hé 1am cho he hai long dudc nhu vay.

DE thu hdt khdch hang quay trd lai, cdc cong
ty cin phai dinh k¥ di€u tra mifc d6 hai long cda
khdch hang. Chi s¢ CSI (Customer Satisfaction
Index) diing d€ do ludng mic dd hang hai 1dng
ctia khéch hing v& mét sin pham hay dich vu nao
a6 cda cdng ty.

Néu nhy chi s8 CSI cia cbng ty cho thi'y phin
16n khdch hing khdng hir 10ng, thi cong ty phai
ttm hiéu nguyén nhin vi sao lai nhu viy. Neuyén
nhdn c6 thé 12 do cac nhin vién ban hing cia cong
ty tigp thi mot cdch thdi qud. Ho da thuy&t phuc
khich hing mua cdc sin phim hay dich vy khong
thire sy phit hgp v1 nhu cdu cda khdch hang, Kha
ning khic c6 thé 13 do cdng ty da 1hdi phdng cdc
tinh nang cda sdn pham hay dich vy cGa minh hon
mifc chdt lugng thit sy. va diéu nay giy nén sy
thit vong cho khdch hing. Cho dit [a vi Iy do gi di
chiing nita. thi chiic chiln li cdng ty do »& kho 1dng
«dp lai ohitng Kleich hang nay mot \dn nifa.
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d8i cia khdch hang dé.
Ma1 khi khach hang ndi gian, ho c6 thé néi cho
nhiéu ngudi khac biét vé sy that vong cda ho va
Wng ngudi nay lai néi véi nhitng ngudi khic vé
“liéng xdu"~ cha céng ty, ddn dén con s khdch
hang tiém ning nghe “ti€ng x4u™ ting theo cip s§
nhédn. Do vay, céng ty khéng chi mat di s§ doanh
thu tir khdch hang khong hai long ma cdn mit di
doanh thu 1Y nhitng khdch hang tiém ning n¥a.

D& khic phuc diéu nay, cic cong ty di tao
diéu kién cho cdc khich hing khdng hai ldng ti€p
ciin v@i cOng ty, thong qua cic quy trinh khéi
phyc lai sy thién chf cia khdch hing nhu sau:

1) Thi€t 1p dudng diy néng mién phi 7
ngiy/tudn, 24 gid/ngly.

2) Lién hé vdi khgch hang c6 khi€u nai trong
thdi gian sém nhat.

3) Nhin trich nhiém va khéng dd 16i cho
khdch hang.

4) St dung cdc nhin vién cham séc khich
hang 13 nhifng ngudi dé mén.

5) Gidi quy€t khi€u nai nhanh chéng va lam
Khch hang hai long.

6) Chao bdn ha gid cho 14n mua sau hojc gifi
mot mén qua nhé d€ bl dip cho sai sét cia
cong ty.

Ké1 qud cho thdy riing. nhitng khach hiing ma
khi€u nai clia ho dugc gidi quy&t my man lai trd
thanh nhitng khdch hing trung thianh hon l2
nhitng khdch hang ma chua bao gids khiéu nai.

2. Khdch hang ldp lai

Trén thyc t&, cong ty cd dugc sinh Idi tir nhitng
khich hing mua 1an ddu tién rd1 khdc nhau. Mt
6 khéch hing mua Ian ddu nhimg mén hang ddt
tién, vd 6 khd ning mua thém na. Trong khi
36, 56 khdc chi mua mot lugng nhd va c6 thé «&
khéng bao gid quay trd lai. Vi thé. cd¢ nhd mar-
keter cdn tap trung vao cdc khdch hang mua lin
ddu 161, nhiim tim cdch tam cho ho trd thinh
khach hang lap lat.

Cic cong ty can phan loai khdch hang theo

“mtc 46 mua hang 13p fai” cdiho Nhimg khich



hang 61 nh4t 12 nhitng khdch hang 43 mua hang
gdn ddy nhét, nhitng ngudi thugng xuyén mua
nhdt, va nhitng ngudi mua véi s6 tién 16n,

Can phdi bi€t ring nhitng khdch hang cang liu
ndm thi Igi nhudn dem lai cho cdng ty cang 16n,
v 4 y€u 1§ sau:

1) Nhitng khdch hang quen thugc mua ngay
cing nhiéu n€u ho cdm thay rat hai long.

2) Chi phi phuc vu khdch hang quen thugc
gidm di theo théi gian.

3) Cédc khich hang rit hai 1ong thudng sé
gi6i thiéu thém khéch hang ti€m ning khic cho
cong ty.

4) Cdc khdch hang quen 14u nam sé ft nhay
cim vé gid hon mdi khi céng ty ting gid hop ly.

3. Thédn chii

Tu “than chi” thudng dugc ddng trong cdc
céng ty ludt va khdch hang cda hg. Vi sao ho
khdng goi 12 khdch hang ma go11a thdn chd? Bdi
vi ho hi€u than chi minh ral nhiu va dianh nhiéu
thdsi gian cho than chd ciing nhu 12 sy lién lac rat
nhiéu 1dn din dén su thin thuée va ddng
cdm hon.

T¥ y nghia @6, cdc cong ty nén xem khdch
hang cia minh nhuid “thdn chd™. Téin dung cosd
dit liéu cGa mdy tfnh da lhru gitr nhifng théng tin
cia khdch hing, cong ty cdn cé sy quan tam,
cham séc khach hing nhiéu hon, nham giira chin
khdch hang lau han.

4. Ngugi bénh vuc

“Thén chd - khdch hang" cang thich céng ty
bao nhiéu th) ho cing néi t6t cho cdng ty biy
nhiéu, tham chi ngay ca khi khéng dugc ai héi ¥
ki€n. Bdy chinh 1 cdch quing cdo 181 nhit d6i
vdicong ty. Cdc khdch hang hdi long v6icdng ty
s& B nhitng ngudi quang co 151 nhalt cho cong
ty. Muc tiéu cda nhiéu céng ty khéng phdi taora
khich hang ma 1a tao ra cde “c§ dong vién™.
Ngutsi ta thudng tin vao y ki€n cia ngudi thin,
ban b nhiéu hon 1a cdc quing cdo trén tap chi
hodc truyén hinh,... Vin dé quan trong 13 cic
cong ty c6 b1l thrc hién cdc bude 1iép theo dé
thic ddy nhitng 13i truyén miéng nay sao cho ¢6
1¢i cho céng ty minh hay khéng. DE thyc hién
duce didu nly, cdc cong ty ciing c6 thé héi cic
“thdn chi” ciia minh v& ban be cia ho. hodc dé
nghi ho ¢6 thé 1am ngudi gidi thiéu khach hing
cho céng ty. Céng ty cin nim bit nhitng “thin

chd”, ngudsi ma ¢6 dugc sy dnh hudng 16n trong
du ludn, s& cang mang lai hi€u qua hon trong viéc
truyén théng cho céng ty.

5. Thanh vién

DE cdc “than chi” trung thanh hon nita. cong
ty cin thanh 14p mot chyong trinh thanh vién véi
cdc vu ddi dic biéw danh cho ho. Khi d6, céc
“than chi - thinh vién" niy sé thit can nhic néu
¢é y dinh r&i bé cong ty va chdp nhin mal di
nhifng wu dii nay hay khéng.

Cic céng ty thudng c6 rit nhiéu hé loai
chuong trinh thanh vién khdc nhau va Igi ich dem
d&n cho cdc “than chi” cing hodn todn khic
nhau. M6t s8 chudng teinh md rong cho 141 ¢ moi
ngudi, mot s6 chi danh cho * khdch VIP™ ma thdi.

6. P6i tic

Hon th€ nira, mét 58 cdng ty con coi khdch
hang ctia minh |2 d&i 1dc. Ho thuy€1 phuc khdch
hang clia minh gidp dd trong viéc thi€t k& sian
phdm mdi. Ho hdi y ki€n khach hang cdch cdi
thién dich vu di keém, hay mdi khdch hing tham
gia vito by phin phuc vu khdch hang. Gidi phip
xem khdch hang 12 “déi tdc™ nay dé thuc hién
hon d6i vdi khich hang doanh nghi¢p hon la
khdch hang tiéu ding.

7. Chii sé hitu m§t phdn

C6 1€ cach nhin cao nhat d&i véi khich hang
12 coi ho nhu mét ngudi nim git mat phan ¢
phin cia cong ty. Trén thyc (€, ¢6 nhitng doanh
nghiép ma d dé cic khach hing 1a nhing chi s3
hitu hgp phip. Diéu niy khéng cé ¥ nghia la moi
cbng ty phdi cd ging bi€n cdc khich hang cia
minh thinh d6i tdc chi s6 hdu hay déng chi sd
hitu. Nhitng thudt ng nay thudng dung d€ biéu
thi thdr 45 cia cong ty danh cho nhirng khdch
hang cda minh chif khdng ngu ¥ ndi vé sy s§ hitu
1ai sdn cda khdch hang trong cong ty.

IV. K&t luan

Markeling dudc dinh nghia 13 mon khoa hoc vi
nghe thuat vé tim ki€m gil chan va nudi duﬁng
khdch hang. Cdc cong 1y ngay nay dang chuyén
trong tdm nhian manh w V(éC (im ki€m khdch hang
sang hoc cich lam sao d¢€ nuéi dudng khich hang.
Khi ngay cing ¢é nhiéu cong ty thinh thao nghé
thudt lam hai long va giit chdn Khich hing thi cic
cong ty sé ngay ciing khd khin thu hit cde khdch
hiang mdi thong qua viéc thuyét pl\uc ho déi ¥.
Piéu d6 cang thic day cic cong ly cin diy dan
hon trong nghé thudt \iy dung chién lude gitf chin
khdch hiing trung thanh ®
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FINDING, RETAINING
AND TAKING CARE OF CUSTOMERS:
THE MOST IMPORTANT TASK OF COMPANIES
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ABSTRACT:

According to Philip Kotler, marketing is the science and an of finding, retaining and taking
care 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 finding, retaining and
taking care of customers in order to help companies better understand the importance of this
issue and build strategies to retain loyal customers effectively.

Keywords: Marketing, the art of searching. customer retention, customer care.
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