Marketing 7.0: Giai
Tam Tri Khach Hang
Ky Nguyén Al

Cudn s6 tay chién luge danh
cho nhitng nha tié€p thi lay
con nguai lam trung tam,
VUot qua gidi han cla thuat
toan.
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Dua trén tu tudng clta Philip Kotler,
Hermawan Kartajaya, va lwan Setiawan.
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Piém Dén Cudi Cung Ludn La Tam Tri Con Nguoi
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2.0: Khach hang
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CAng nghé tién hda lién tuc, nhung ban chat cua tiép thi van la su thau cam.
Trong ky nguyén 7.0, Al la cong cu, con tam tri con ngudi la dich dén.
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Moi De Doa Tur AGI: Khi Al Khdng Chi La Cong Cu

Phase 1: Phase 2: Phase 3: Phase 4.
Rule-Based Al Predictive Al Generative Al Agentic Al

Thuc thi logic dinh Du bao tuong lai tu Tao ndi dung mdi tu Tu dua ra quyét dinh
s&n (Vidu: Tuddng |7 di liéu qua khit (Vi T7cau |énh (Vi du: 7 gé dat muc tiéu véi
hda email cd ban). du: Ggiy san pham). | ChatGPT viét bai PR). | su can thiép toi thiéu
cua con ngudi.
i ARl U
¥y %

. Agentic Al dang hudng t6i AGI (Tri tué nhan tao

. tdng quét). Khi may mdc cé thé tu téi uu hda chién
- dich, nha tiép thi phai déng vai tro 1a ‘Ngusi

i diéu phdi’ (Orchestrators) thay vi ‘Ngusi thuc thi'.
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Cam Bay Cua Thuat Toan & Giai
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| Cudc dua giam gia, giam trung thanh

Brand Iiuilding
Il Muc tiéu: Dai han, tai san thuong hiéu
NOi dung: | Cau chuyén thuong hiéu, y nghia
| He qué_:- uk;; ﬁm cam :acUL:, Vi t;; ;(;c ton L

 Brandformance. Su’ ket hUp hoanhio.

Vi du: Chién dich “U Up'?" cua IKEA. Khong chi 1a mét tin nhan glam gla dem (Performance),
ma con thé hién su thau hiéu van hda nhan tin d’em khuya cla gidi tré, khang dinh vj thé
terUng hleu quan tam dén glac ngu (Brand Elwldmg)
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Phap Brandformance
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Chan Dung Khach Hang Ky Nguyén 7.0:
Khach Hang Nang Cap

L [ Quan ly cam xuc qua néi dung: |
| & > - Dung Spotify, TikTok dé diéu |
[ Glao pho nhan thu‘c | \ chinh tdm trang.

Phu thudc vao céng cu s6 )’\
de ghl nhd va suy ngh| |
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Y, /—( Thich tudng tac qua man |
AP hinh han ngoal doi thuC f'
Tral nghlem Physlltal %Y, VNG N N R
\ Khong con ranh gidi )/ 7 | \\ Tleu dung do Al dinh huang \
\ glLIa online va ofﬂlne Vi G A TN ( Mua sam dua trén ggiy cua
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Chéng lai su qua tai bang cach Loc gat gao (Aggressive Filtering), séng trong cac buéng am vang
vang tao ra SuU phan manh (Social Fragmentation), va chi tiéu theo kiéu Tiét kiém cé chon loc
(Selective Frugality - Hiéu dng Son mai).
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Hi éu Suat Al so véi Sang Tao Con Nguoi
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a . Tr| Tue Nhan Tao (AI) ' 1 Con Nguoi (Human)
~ Tim kiém cac md hlnh da ductc L Sy B e s
chimg minh Nghién ctru Quan sat bang su thau cam

} Hé thong, tuyén tinh, hoi tu Quy trinh | Truc gidc, phi tuyén tinh, phan ky
Gt G et Tudng tuong ra nhirng vién

# Xao nau lai du lieu cu Su nguyen ban canh chua timg c6

%_i_ Thong diép truc dién, rd rang Y nghia Cau chuyen an dy, ham chira

|

F | . cam xuc sau sac
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Sang tao clia con ngudi dua trén tri nhé tirng trai va cdac chi tiét giac quan
phong phi—nhing thir ma dir liéu ma hoa khong thé thay thé.
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Chia Khéa Vgn Néng: Top Funnel = Bottom Funnel
La Ban Nhan Thic A

(The Cognitive Compass) Value
Proposition

~ Brand
Storytelling

|

X o,
Gilta boi canh Al dong nhat
hoa moi thong diep, La ban W1 JY cognitive \\AN
Nhan thirc gilp chién luge  Rational -» <ol oeepne: NI VN o
diéu hudng thiét ké tiép thj Emotional | | A\R\ Knéchhang  JIFTTEF
thuan theo céach bd nao AN e
con nguai xu ly thong tin. s
Selling ! 6 Customer
Approach g 2 Experience
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Pheu Nhan Thic 3 Tang: Hanh Trinh Cia M6t Thong Piép

Tang 1 (Pinh ndo): B6 ndo Chu y (The Attention Brain).

Loc bd théng tin nhiéu.

Cau hdi: Diéu gi pha v8 su nham chan ma khéng gay phan cam?
(Ap dung: Néi dung Lo-Fi).

Tang 2 (Gilta nd0): B6 ndo Xa hoi (The Social Brain).

~._~ Tim kiém su két ndi va dong diéu cam xuc.

<" Cau hoi: Thong diép nay cé chan thuc khong hay mang cam
giac gia tao clia may méc? (Ap dung: Micro-tribes).

Tang 3 (Pay n30): B6 ndo Phan thudng (The Reward Brain).
Panh gia gia tri thuc té trudc khi hanh dong.
Cau hoi: Su dénh doi nay cé thuc su xiing dang?

Mot chién dich that bai khi no6 bi ket
6 mot trong ba mang loc nay.
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Tang Bang Ngam Thau Hiéu:
Tai Sao Al Lai Bo L&
‘Su That Ngam Hiéu'?

Bé noi (Conative - Hanh vi): Nhimng gi
khach hang ndi va lam (So6 click, thdi gian
xem, lich stir mua).

Ghi chu: Péy la noi Al thu thap di liéu va toi uu hoa.
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Mat nudc (Affective - Thai do6): Cam
xuc clia khach hang déi véi thuong hiéu.

Day bién séu (Cognitive - Gia tri/Niém
tin): NhUng niém tin cét 16i dugc dinh
hinh tUr qua khi, su mau thuan ndi tam,
nhitng meo vat (workarounds) tu phat.

Ghi chu: Hoan toan tang hinh trudc Al.
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- trung vao nhom "Extreme Users" (Ngerl dung cuc:ng nhiét hr.:ac ngudi bai xich) thay Vi Chl nhin vao SD dung g

st
M T P —— o T o PR gl T
i T ST P L i a e Sy W P ] o Bl W, Mo e e m T

&1 NotebookLM



Thuc Thi 7.0: Khung Thiét Ké Kich Thich Tiép Thi

Ly tinh (Ratlonal) sang Cam tmh (Emotlonal)
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| Tuyéen Ngon Gia Tri Ké Chuyén Thuong Hiéu
Phéu trén | E (Value Proposition) ' (Brand Storytelling)
(Kham pha) | % DE Gido Duc D& K&t N&i
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(Selling Approach) | (Customer Experience)
Pé Thuyét Phuc ' Ppé Cung Co
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Phuong Phap Ban Hang | Trai Nghiém Khach Hang
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Ké Chuyén Thuong Hiéu: 3 Con Duong Xuyén Qua Tam Tri

LT

Ban d6 1: Puong thang toc dd (Attention-Decision).
Thu hut -> Ké chuyén chdp nhoéng -> Hanh dong
(M6 hinh AIDA, HSO).

Danh cho néi dung ngan, tan dung su noi bat (Vi du:
Cu sdc thi gidc cta Duolingo trén TikTok).

Ban d6 2: Leo nui (Conflict-Resolution Path).
Cang thang -> Dau tranh cdm xuc -> Giai thoat.
Danh cho viéc xay dung vi thé dai han, nham vao
BO ndo Xa hoi (Vi du: Dinh dang phim ngan vé bao
luc gia dinh cua bao hiém AXA).

Ban d6 3: Cay cau qua vuc sau (Pain-Gain Path).
Nhan manh Noi dau -> Trinh bay Giai phap ->
Hinh dung Lgi ich (M6 hinh BAB, PAS).

Danh cho quyét dinh dan do cao, thuyét phuc bang ly
tri (Vi du: Vaseline Verified giai quyét su hoang mang).
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Tuyén Ngon Gia Tri: Lam Chu Can Can Panh Doi

Trade-off Heuristics - L&i tat tu duy

S

Khach hang luén so sanh ban vai
| mot lua chon cé san trong dau.
\ Hay dinh hinh lai mé neo dé.

r;;:;uring (Hiéu i'ng mo neo): W
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Halo Effect (Hiéu img hao quang):
- MOt an tugng tot (thiét ké dep)
; sé lay lan sang danh gia vé
/1 \ chat luong tong thé.
: // I\ \R_ ngtongthé. )

Nhiing Gi
~ Dénh D3]

Loi ich chirc ndng (Hiéu suat) ;
+ Loi ich cam xtdc (Tu hao, an tam). &

Gia tién
+ NO luc thé chat/tinh than.

—

Loss Aversion (Tranh né mat mat):
Nhan manh nhirng gi ho sé mat néu khéng
HL dung san pham, thay vi chi néi vé loi ich.

- Tma—
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Phuong Phap Ban Hang 3.0:
Xay Dung Niém Tin Dé Chot Sale

L - Lead to Action (Dan dat hanh déng):
TRRT\ Chi ra mot budc di tiép theo ro rang, tao

/ \\[ su._r cap bach nhe nhang nhung dut khoat.

—

L - Lessen Doubt (Giam bét nghi ngo): ~‘1 3
> Giai quyét trudc cacrao can. Puaracaclua === m‘
’"J / chon cam két nho dé giam rui ro (Nudge). i
_,-rf":';’:r_ﬂ u i
\@2 4 [ \ E - Elevate the Pitch (Nang tam théng diép): %@8
il \® = \ /_ Gan tinh nang san pham vao muc tiéu ca nhan (K_ ﬁfﬁ
& V ,;‘% ~ cua khach hang bang ngon ngir ctia chinh ho. o
7 L L Tao hinh anh tuong tugng trong dau ho.
T \\\
| S - Signal Credibility (Phat tin hiéu uy tin): S L G
R | SR e i Gening) i dang Al 48 chun b g
Egaﬁalgp tre dé vuot qua sy hoai nghi cua (DEEP journey), nhung dung ky ndng thau

~ cam con ngudi dé diéu hudng tam ly.
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The Marketer's Sketchbook

Trai Nghiém Khach Hang: Tao Ra Nhitng Khoanh Khac Ghi Dau An

Trai nghiém mua (Buying) Trai nghiém st dung (Use)

Kham pha —> Dontiép —> Giao dich Lam quen —> Hotrg —> Gan két
(Discovery) (Hospitality) (Transaction) (Onboarding) (Support) (Engagement)

iy, A A

.| Tao khoanh khac WOW: Pha v& {i

kich ban quen thudc (Break the |
script). Chuyén héa l6i phannan |
thanh co hoi ghi diém; trao y
quyén cho nhan vién tuyén dau. |

Thiét ké de Chia sé

(Shareworthy): Bién tra
nghiém thanh cdéng cu khang
Lﬂinh ban séc xa hdi d& khéch

Kich thich Pa giac quan

| (Multisensory): Su hai hoa

gilra thi giac, khiu giac, thinh |
gidctaora"'moneoky uc" |
vitng chac trong néo bo.

hang tu hao lan toa.
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The Marketer's Sketchbook

Tong Hoa 7.0: Khung Chién Luoc Tam Tri Khach Hang

Pinh 1: Quan Tri Khach Hang

(Customer Management)

Bao trum Nhan dién nhan thirc (Cognitive
.\ Mapping) - Thau hiéu STP bang nhan quan
;{;.;- \ than kinh hoc.

Pinh 3: Quan Tri San Pham
(Product Management)

Chua dung Value Proposition va A N
Selling Approach — Bong goi loi Value ‘\ ' Customer \

ich va chot ha doanh thuqua £ # Prnpnmtlnn x\lExperlence \
lang kinh cua nao bo. / '

Dinh 2: Quan Tri Thuong Hiéu
(Brand Management)
Chira dung Brand Storytelling va
Customer Experience - Nudi
dudng tai san thuong hiéu qua

* - "\ cam xuc va trai nghiém.

Marketing 7.0 khong chdi bo Al. N6 str dung hiéu suét cua Al dé toi uu héa hé théng, nhung dung su thau cam doc
ban clia con nguoi dé chinh phuc tam tri. Cong nghé la nén tang, nhung con ngudi mdi la ngudi viét nén cau chuyén.
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