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Loi mé dau

1. Ly do chon dé tai
Trong thoi gian gan day, c6 1& mot trong nhiing dé tai “ndng” nhat dojoc

nhirng ngooi 1am trong linh vuc truyén thong va marketing nhic dén do6 1a “truyén
thong xa hoi” (Social Media). Su phat trién vojot bac cua khoa hoc k¥ thuat véi su
ra doi cua cong nghé web 2.0, cac loai dién thoai thong minh, may tinh xach tay gon
nho cho phép truy cap Internet moi noi, moi luc cung véi nhu cau chia s¢, két nbi
ban be ciing nhoj tu chu trong viéc tiép nhén, xir 1y thong tin cta con ngodi 14 co sd
cho su hinh thanh va phat trién cua truyén thong xa hoi. C6 thé noi, truyén thong xa
hoi dang ngdy cang chimg t6 dojoc nhimg oju thé ma truyén thong dai ching (Mass
Media/ News Media) khong c6 dojgc. P6i véi nhitng ngojdi 1am marketing, viéc st
dung truyén thong xa hoi trong cac chién dich marketing ctia minh hién dang tré
nén pho bién hon bao gid hét. Song song véi diéu do 1a sy xuat hién caa khai niém
marketing truyén thong xa hoi (Social Media Marketing). Mic di méi ra doi nhopng
marketing truyén thong xi hoi ngay cang tré nén phd bién trong hoat dong
marketing trén thé gi6i. Viét Nam ciing khong nam ngoai xu thé d6. Hién nay, khai
niém truyén théng xa hoi néi chung va marketing truyén thong xa hoi noéi riéng hién
van con hét sirc méi mé tai Viét Nam. Vi vay, viéc nghién ctru va tmg dung nhiing
loi thé cua loai hinh marketing truyén thong xa hoi vao hoat dong san xuét kinh
doanh cua doanh nghiép mang ¥ nghia thuc té to 16n. Do d6, dé tai “Hoat dong
marketing truyén théng xa héi (Social Media Marketing) trén thé giéi va kha

néng dp dung tai Viét Nam” 33 dojoc chon 1am dé tai khoa luan t6t nghiép.

2. Muc dich nghién ciru

Muc dich trojde tién cta bai luan vin 1a nham tong hop khéi niém ciing nhoy
nhimg 1y thuyét co ban nhat vé marketing truyén thong xa hoi, tir d6 nghién ciru,
danh gia thuc trang hoat dong marketing truyén thong xa hoi tai cac doanh nghiép
trén thé gidi va tai Viét Nam, dong thoi dé xuat ra cac giai phap nham gitp cac
doanh nghiép Viét Nam c6 thé st dung marketing truyén théng xa hoi trong céc
hoat dong san xuat kinh doanh ciia minh mot cach hiéu qua hon.
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3. Poi tojong va pham vi nghién ciru

Dbi tojong nghién ciru ctia bai luan vin 1 hoat dong marketing truyén thong
xa hdi tai cac doanh nghiép trén thé gidi va tai Viét Nam. Cuy thé, bai luan vin tap
trung nghién ctru cac van dé vé thuc trang va dé xudt mot sé giai phap cho hoat
dong marketing truyén thong xa hoi théng qua mot sd vi du cu thé tai cac doanh
nghiép & Viét Nam va trén thé gidi. Noi cach khac, ban than khai niém truyén thong
x4 hoi 12 mot khai niém rat rong nén bai luan van sé chi nghién ctru truyén thong xa
hoi dojéi goc do marketing doanh nghiép trong pham vi Viét Nam va thé gi6i.
4. Phojong phap nghién ciru

Véi muc dich ciing nhoy ddi tojong va pham vi nghién ctru nhoy trén, bai luan
van dya trén phojong phap duy vat bién ching va duy vat lich st két hop voi
phojong phap diéu tra khao sat, tong hop, phén tich, so sanh, d6i chiéu va suy luan
logic, cing véi cac so do, bang biéu, bang diéu tra khao sat nham 1am rd cac van dé

dat ra.
5. B cuc

Ngoai phén mé dau, két luan va danh muc tai liéu tham khao, két cau cua bai
luan vian gém c6 3 chojong nhoj sau :

Chojong I : Ly thuyét chung vé marketing truyén thong xa hoi.

Chojong II : Thyc trang hoat dong marketing truyén thong xa hoi trén thé
gidi va tai Viét Nam.

Chojong III : Mot sb giai phap phat trién hoat dong marketing truyén thong

xa hoi tai Viét Nam.

Cubi cung, em xin chan thanh cam on PGS, TS Nguyén Thanh Binh di tin
tinh hojong dan va gitp d& em trong sudt qua trinh 1am luan vian. Pong thoi, em xin
guri 101 cam on t6i toan thé cac thay co gido trojong Dai hoc Ngoai Thojong di diu
dat, chi bao va trau doi kién thirc cho chung em trong sudt 4 nam ngdi trén ghé nha

trojong.
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Vi kién thire con han ché, lai ti€p can véi mdt dé tai con méi mé, chac chan

bai luan van ctia em con chira nhiéu sai s6t. Em rat mong s€ nhan dojoc nhiing y
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kién dong gop va chi bao quy bau tur cac thay co dé bai luan van ctia em dojoc hoan

thién hon va mang tinh thuc tién cao hon.

Ha Noi, thang 5 nam 2010

Sinh vién thyuc hién

Hoang Ngan Ha.
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CHQJONG I : LY THUYET CHUNG VE
MARKETING TRUYEN THONG XA HOI

1. Khai niém va dic diém ciia marketing truyén thong xa hoi
1.1. Khai niém ciia marketing truyén thong xa hoi
1.1.1. Khai niém truyén théng xa hi

Ngay nay, “truyén thong xi hdi” (Social Media) 1a mot trong nhitng thuat
ngit dojoc nhic dén ngiy cang nhiéu trong linh vyc truyén thong va marketing.
Ngopoi ta coi truyén thong xa hoi nhoj mot hodng di méi cho truyén thong thé gidi,
khac biét véi truyén thong dai ching. Mic du thu hat dojoc nhiéu sy cha ¥ va quan
tam cta doj luan nhoj viy song mot trong nhitng cAu héi co ban nhat vé khai niém
nay lai van con bo ngo, choja c¢6 ciu tra 10i thdng nhat va chinh xac. D6 chinh 1a cau

hoi : “Truyén thong xa hoi la gi?”

Cho dén nay, thyc ra ciing da c6 khong it nhitng nd lyc ¢d gang dinh nghia
khéi niém mdéi mé va tha vi nay. Tuy nhién, choja mét dinh nghia nao trong s6 do
dojoc cac chuyén gia marketing noi ri€ng va nhiing ngojo1 quan tdm ndi chung coi la
hoan chinh va thoa dang. Co thé ké ra mot s6 dinh nghia phd bién nhat va dojoc da

sO tojong ddi tan thanh :

Theo trang web Wikipedia , truyén thong xi hoi dojoc dinh nghia 1a : “kénh
truyén théng dwoc thiét ké dé truyén dat théng tin thong qua cdc twong téc xa hoi,
dwoc tao ra bcing cach sw dung cdc ki thudt xudt ban ¢é pham vi rong va sirc anh
hong manh mé. Truyén thong xa héi sir dung cdc cong nghé dwa trén nén tang web
dé chuyén doi hinh thire dc thoai trong truyén thong dai chiing sang hinh thirc doi
thoai.” !

Con theo gi4o soj marketing Andreas Kaplan dén tir trojong Pai hoc kinh té
ESCP Europe va ngojoi dong nghiép Michael Haenlein d& cap dén trong cudn sach

“Users of the world, unite! The challenges and opportunities of Social

1 Wikipedia (2010) , http://en.wikipedia.org/wiki/Social_media, “media designed to be disseminated
through social interaction, using highly accessible and scalable publishing techniques. Social media use
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web-based technologies to transform and broadcast media monologues into social media dialogues” ,
10/02/2010.
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Media” (2010), NXB Business Horizon thi truyén thong xa héi 1a : “mdt nhém cdc
cong cu trén mang Internet dwoc xdy dwng dwa trén nén tang y twéng va cong nghé
ciia Web 2.0. N6 cho phép tao ra va trao déi nhitng néi dung do ngueoi sir dung tw

» A 5 2
san xudt (user-generated content)

Mot khai niém truyén thong xa hdi nira cling thu hut dojoc kha nhiéu sy chi
¥ tir phia nhitng ngojoi quan tim 1a khai niém cua Joseph Thorley — Giam dbc diéu
hanh cta cong ty Thorley Fallis. Theo dng nay, truyén thong xa hoi 13 : “cdc phiong
tién truyén théng truc tuyén trong dé c6 sw di chuyén linh hoat giita vai tro tac gid
va khan gid ciia cdc cd nhan tham gia. Pé lam dwoc diéu nay, ching sit dung cdc
phdan mém mang tinh xa héi cho phép cd nhitng nguoi khéng chuyén cé thé dang
tdi, binh ludn, chia sé hay thay doi ndi dung tir @6 hinh thanh nén nhiing céng dong

cung chung so thich.” 3

Tom lai, mdc du ton tai nhi€u cach hiéu khac nhau song nhin chung khai

niém truyen thong xa hdi bao gdbm mot s6 diém co ban sau :

Thir nhat, truyén thong xa hoi 1a mot hinh thie truyén thong dojge hinh thanh
va phat trién dua trén nén tang web, cu thé & dy 1a web 2.0 (thé hé web thir hai véi
nhiéu ou diém ndi bat hon so véi web 1.0) va sir dung cac cong cu ctia mang

Internet dé truyén dat thong tin.

Thtr hai, truyén thong xa hdi c6 sy khac nhau co ban khi so sanh véi truyén
thong dai chung (Mass Media) — hinh thirc truyén thong truyén thong da ton tai tir

rat 1au. Biém khac bi¢t nay chu yeu thé hi¢n ¢ cac di€m sau :

(1) Trong truyén thong dai chung, thong tin dojoc cung cip theo mét chiéu,

tir phia cac phojong tién nhoj béo, tap chi, cac kénh phét thanh, truyén hinh dén phia
doc gia hay khan thinh gia. Qua trinh cung cip thong tin mot chiéu nay tao nén

“tinh ddc thoai” (one-to-many) trong truyén thong dai chung. Trong khi do, cac

2 Wikipedia (2010) , http://en.wikipedia.org/wiki/Social media, "a group of Internet-based applications
that build on the ideological and technological foundations of Web 2.0, and that allow the creation and
exchange of user-generated content”, 10/02/2010.
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3 Pro PR (2008), http://propr.ca/2008/what-is-social-media/, “online comunications in which individuals shift
fluidly and flexibly between the role of audience and author. To do this, they use social software that enables
anyone without knowledge of coding to post, comment on, share or mash up content and to form communities
around shared interests”, 11/02/2010.
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phojong tién cua truyén thong xa hoi nho] mang xa hoi, blog, dién dan lai cho phép
thong tin dojgc cung cip va chia sé nhiéu chiéu giira ngojdi san xuat noi dung va
nhirng ngooi khac. Do chinh 1a “tinh d6i thoai” (many-to-many) trong truyén théng

xa ho.

(2)  Pa sd cac tac gia tham gia vao viéc san xuit va cung cip thong tin
trén cac phojong tién truyén thong dai chung déu phai qua dao tao. Ho 14 nhitng nha
bao, phong vién doja tin chuyén nghiép. Trong khi d6, vao thoi ki bung nd Internet
hién nay, bat ké ai, di ¢ hay khong c6 chuyén mon ciing c6 thé tham gia san xuat,
cung cap thong tin trén cac phojong tién truyén thong xa hoi. Pay 13 hién tojong

ngojoi dung tu san xuat ndi dung (user-generated content) da dé cap dén & trén.

(3)  Néu nhoj viéc xuat ban thong tin trong truyén théng dai chiing thojong
theo cac ki nhit dinh (theo ngay, theo tudn tham chi 1a thang) thi viéc xudt ban
thong tin trong truyén théng xa hoi ¢ thé xay ra bat cir lic ndo. Mot trang blog co
thé ding tai 5-6 bai viét mot ngdy hay 3-4 ngay méi xuat hién mot bai viét méi,

khong can theo khudén mau nao ca.

(4)  Thong tin trong truyén thong dai chiing mot khi da xuat ban va khong
may phét hién ra sai sot thi phai dang dinh chinh trong cac 1an xuat béan tiép theo.
Trong khi néu diéu ndy xay ra trong truyén thong xi hoi, vin dé c6 thé nhanh chong
dojoc giai quyét bang viéc ding tai cac binh luan hay stra chita truc tiép, vi du tac

gia chinh stra ndi dung ctia bai viét trén blog, trén dién dan.

V6i nhitng ddc diém khac biét nhoj trén khi so sanh véi truyén thong dai

chung, nhiéu chuyén gia hién nay con str dung cac thuat ngit ngan gon dé noi vé
truyén thong xa hoi nhop “Hau truyén thong dai ching” (Post Mass Media) hay “Sy
dan cha héa kién thic” (The democratizaton of knowledge) — nham nhan manh dén

vi€c trao quyén san xuat va cung cap thong tin cho tat cd moi ngojoi .

1.1.2. Khai niém marketing truyén thong xa hoi

Dbi v6i ddi tojong doanh nghiép, truyén thong xa hoi thojong dojoc st dung

trong hoat dong marketing nham giup doanh nghiép tiép can khach hang muc tiéu
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ctia minh. Viéc cac chuyén gia marketing tim dén véi truyén thong xa hoi dang ngay

cang tré nén pho bién, tham chi nhiéu chuyén gia con cho ring day 13 hoiéng
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di méi cua marketing trong tojong lai. Ciing tir d6, mot khai niém méi dd xuét hién
bén canh khai niém truyén thong xa hoi. P6 chinh 13 marketing truyén thong xa hoi

(Social Media Marketing).

Do tinh chat m&i mé cua loai hinh marketing nay ma hién ciing ton tai nhiéu

cach dinh nghia khac nhau cho khéi niém nay. Co thé ké ra mot s6 vi du tiéu biéu :

Theo trang web Wikipedia, marketing truyén théng xa hoi 13 : “mét thudt ngir
miéu td viéc sir dung cdc mang xa héi, cac cong dong truee tuyén, blog, wiki hay bat
ki cdc phwong tién truyén thong twong tdc truc tuyén khdc phuc vu cho muc dich
marketing, ban hang, quan hé cong chung va dich vu khach hang.” 4

Con theo trang web Formic Media, marketing truyén thong xa hoi 1a : “mét
dang cua marketing truc tuyén dwoc su dung nham dat dwoc cdc muc tiéu
marketing va thuong hiéu thong qua viéc tham gia vao cac mang xd hoi khac nhau
(MySpace, Facebook, LinkedIn), cic mang danh ddu va heu triv dwong link (Digg,
Stumbleupon), cac mang chia sé (Flickr, YouTube), cdac trang web danh gia

(ePinions, BizRate), cdc blog, dién dan, hé thong doc tin truc tuyén va mang do 3D

(SecondLife, ActiveWorlds). »

C6 thé nhac téi mot dinh nghia khac ciing kha tojong dong v6i dinh nghia
trén tir trang web Internet marketing & Website design. Theo d6, marketing truyén
thong xa hoi 1a : “mot chién luoc marketing truc tuyén cu thé dua trén viéc sir dung

cdc website truyén thong xa héi nhuw Twitter, Digg, YouTube, StumbleUpon, ....” 6

Nhin chung cac khai niém marketing truyén thong xi hoi néu trén déu dojoc
dinh nghia dua vao cac cong cu ma loai hinh marketing nay thojong sir dung. Dé

hiéu ro hon khai niém nay can phai nhan manh va loju ¥y mot s6 diém sau :

4 Wikipedia (2010), http://en.wikipedia.org/wiki/Social media_marketing , “a term that describes use of
social networks, online communities, blogs, wikis or any other online collaborative media for marketing,

sales, public relations and customer service”, 12/02/2010.

5 Formic Media (2010), http://www.formicmedia.com/sem-glossary.htm, “‘a form of internet marketing
which seeks to achieve branding and marketing communication goals through the participation in various
social media networks (MySpace, Facebook, LinkedlIn), social bookmarking (Digg, Stumbleupon), social
media sharing (Flickr, YouTube), review/ratings sites (ePinions, BizRate), blogs, forums, news aggregators
and virtual 3D networks (SecondLife, ActiveWorlds).”, 12/02/2010.
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6 Internet marketmg & Webs1te de51gn (2010)
i e et ary.html, “a specific online

marketmg strategy based on utilization of onlme soczal media sttes i.e. Twitter, Digg, YouTube,
StumbleUpon, etc.”, 12/02/2010.
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(1) Do str dung cac cong cu la cac trang web va cac ung dung khac cua
truyén thong xa hoi trén mang Internet nén marketing truyén thong xa hoi hién dojoc
xép vao mot trong nhiéu loai hinh cua marketing truc tuyén (Online marketing/ Internet

marketing). Céac loai hinh khac ctia marketing tryc tuyén gdm cé email

marketing, quang cdo qua cac banner trén cac trang web (web banner), quang cao

qua cong cu tim kiém (search engine marketing — SEM),..... So véi cac loai hinh

marketing truc tuyén ké trén, marketing truyén thong xa hoi con rat méi mé, tuy
nhién n6 dang dan khang dinh dojoc nhiing oju thé nhat dinh ctia minh va ngay cang
dojoc st dung pho bién hon trong hoat dong marketing truc tuyén néi riéng va hoat

dong marketing no6i chung ctia cac doanh nghiép trén thé gisi.

(2)  Marketing truyén théng xa hoi thojong dojoc st dung véi muc dich
tao hiéu qua lan truyén cho cic chién dich marketing ma doanh nghiép dang tién
hanh. Nhin chung c6 thé hinh dung loai hinh marketing nay giéng nhoj marketing
truyén miéng dojoc tién hanh trong maoi trojong 1 cac cong cu cua truyén thong xa
hoi. Mot muyc dich nita cua marketing truyén thong xa hoi 1a giup doanh nghiép xay

dung cac cudc ddi thoai truc tuyén va nang cao kha ning tojong tac véi khach hang.

(3)  Viéc st dung marketing truyén thong xa hoi ciing giéng nhoy tat ca
cac loai hinh marketing khac cudi cung van 1a hojong t6i viéc dat dojgc cac muc tiéu
marketing cin ban nhoj gia ting loi nhuan, doanh sb, thi phan,... ciing nhoj thiét 1ap

modi quan hé v&i khach hang, cing ¢ va xay dung hinh anh thojong hiéu.

(4) Ngoai ra, cling cAn phan biét rd hai khai niém “truyén thong xa hoi” va
“marketing truyén thong xa hoi”. Trong khi truyén thong xa hoi 1a mot loai hinh
truyén thong dojoc st dung dé cung cép va chia sé thong tin dén cac dbi tojong khac
nhau thi marketing truyén thong xa hdi 1a mdt loai hinh marketing dojoc st dung dé
phuc vu cho hoat dong marketing ctia cac doanh nghiép va t6 chirc.

1.2. Dic diém clia marketing truyén thong xi hji

1.2.1. Sw phu thudc nhiéu vao cong nghé hién dai
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Marketing truyén thong xa hoi noi riéng va truyén thong xa hoi ndi chung
phu thudc rat 16n vao cong nghé hién dai, cu thé & day 1a cong nghé web 2.0. Pay 1a

thé hé web thir hai xuat hién sau thé hé thir nhat 13 web 1.0. Thuat ngit nay lan du
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tién dojoc nhic dén bai Dale Dougherty, phé chu tich ciia OReilly Media, doja ra tai
hoi thao Web 2.0 1an thtr nhat do OReilly Media va MediaLive International to chirc
vao thang 10/2004 7 Thoat dau, khi nhic dén web 2.0 ngojoi ta chi cha y dén yéu tb
cong nghé, nhan manh t&i vai tro nén tang tmg dung véi hang loat cong nghé méi
dojoc phat trién nham 1am cho tng dung trén web "manh" hon, nhanh hon va dé sir
dung hon. Tuy nhién, dén hoi thao Web 2.0 1an thr 2 t6 chirc vao thang 10/2005,
mot yéu td quan trong va siu xa hon cua web 2.0 dojoc nhic dén, d6 1a tinh chat
cong dong. Theo dé, web 2.0 dojoc coi 1a tip hop clia “tri tué s dong”. Viéc chuyén
tir "duyét va xem" sang "tham gia" hay su thay thé nhiing trang web mang noi dung
tinh (Static Webpage) sang nhirng trang web c6 tinh tojong tac cao, ndoi dung thong
tin dé dang chia sé vi du nhoj cidc mang xa hoi 13 cudc cach mang thuc sy, lam thay

do6i thoi quen st dung Internet ciia con ngojdi.

Néam bit dojgc dic diém nay ctia Web 2.0 cac chuyén gia marketing “thoi ki
2.0” d3 tim cach tan dung dojoc nhitng img dung cu thé cia cong nghé nay dé doja
vao cac chién dich marketing truyén thong xa hoi ciia minh. Chinh vi thé, cac dic
diém khac cta marketing truyén thong xa hoi dojoc trinh bay trong phan nay it

nhiéu déu xuat phat tir dac di€m nay.

Nhin chung, dé hoat dong marketing truyén thong xa hoi dat hiéu qua can c6
su phdi hop nhudn nhuyén giita yéu t6 nodi dung va céng nghé. Mot ¥ tojong
marketing truyén thong xa hoi doc déo va sang tao doi héi can co sy lya chon hop 1y
cac Gmg dung cong nghé dé trién khai ciing nhoy kién thic vé cic tng dung cong
nghé d6 va cach thirc sir dung chung. Chi nhoj vy thi cac dic diém loi thé cua
marketing truyén thong xa hoi nhoj tinh d6i thoai da chiéu, tinh 1ay lan nhanh trong

cong déng méi co thé dojoc tan dung mot cach tdi da.

1.2.2. Tinh dbi thoai da chiéu

Cong nghé web 2.0 tir khi ra doi da dojoc danh gia 1a “tri tué cua s6 dong”
dem lai tinh chia s¢ va tojong tac cao cho ngojoi st dung Internet, cho phép ngojoi

sir dung ddi thoai dojoc vai nhiéu ngojdi khac thong qua cac tmg dung ciia web 2.0.

7Wikipedia Tiéng Viét (2010), http://vi.wikipedia.org/wiki/Web_2.0, 19/02/2010.
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Trong khi d6, nhin tir goc d6 cong nghé, marketing truyén thong xa hoi 14 hinh thirc
marketing hinh thanh va phat trién dua vao web 2.0. Chinh vi thé c6 thé néi rang

marketing truyén thong xa hoi mang tinh d6i thoai da chiéu.

Vay tinh d6i thoai da chiéu & day dojoc hiéu 1a gi ? D6 chinh 1a viéc dbi thoai
giita doanh nghiép vé6i khach hang va giita chinh céc khach hang véi nhau. N6 thé
hién & viéc khach hang nhan xét, danh gid, chia sé cac thong tin vé doanh nghiép
cho ban bé trong cong ddng mang ctia minh ciing nhoj viéc doanh nghiép tojong tac
v6i khach hang thong qua qua trinh trd chuyén, phan hoi ¥ kién, dang tai thong tin

trén cac trang web truyén thong xa hoi ma doanh nghiép tham gia.

Vi dy, trén mot trang web don thuan ctia mot doanh nghi¢p co thé c6 cac
thong tin vé ban than doanh nghiép, san phém hay dich vu ma doanh nghiép kinh
doanh. Sy tojong tac gitta khach hang va doanh nghié¢p s€ chi dung lai & muc khach
hang truy cap trang web, tiép nhan thong tin mot cach thy dong, nhidu nhat 1 giri
email phan hoi vé chét lojong san pham hay dich vu hodc trd chuyén truc tuyén
(chat) v6i doanh nghiép trén trang web nay. O ddy ta thiy chi c6 mot chiéu dbi thoai
giita doanh nghiép va khach hang. Tuy nhién, néu doanh nghiép xiy dung mét trang
Fan Page trén Facebook thi diéu nay lai hoan toan khac. Véi cac ung dung cong
nghé phong ph, trang Fan Page niy sé& tao diéu kién cho khach hang dojoc tojong
tac voi doanh nghi€p thong qua cac thao tac khac nhau trén trang web, vi du nhgj
binh luan (comment) ciing nhoj phan hoi lai cac binh luan khac, thé hién sy thich thu
(like) hay quan trong nhat 13 chia sé (share) nhitng théng tin ho mudn tir trang Fan
Page d6 voi nhiing ngojoi trong danh sidch ban be (Friend List) cua ho trén
Facebook. Nhoj vay, d6i thoai & day da dojoc chuyén tir mot chiéu sang da chiéu.
Trong cong dong mang ma minh tham gia, doanh nghiép luc nay cé co hoi dojoc
tham gia d6i thoai véi nhiéu khach hang cing mot lic dong thdi tao co hoi cho
chinh nhimg khach hang nay ddi thoai voi nhau. D6 chinh 13 biéu hién cua tinh ddi
thoai da chiéu trong marketing truyén thong xa hoi. Dic diém nay tao co hdi cho
doanh nghiép xdy dung dojoc mot mdi quan hé sau sic hon véi khach hang va dé

dang tiép can ho hon trong cac chién dich marketing ctia minh.
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1.2.3. Tinh lay lan nhanh trong cong dong mang

Song song véi tinh ddi thoai da chiéu 1a tinh 1ay lan nhanh trong cong dong
mang. Hay noi cach khac, day chinh 1a yéu t6 “viral” trong marketing truyén thong
x4 hoi. C6 thé noéi chinh cac cude dbi thoai da chiéu dojoc nhéic dén & trén da tao ra
sttc 14y lan nhanh chong cho loai hinh marketing ndy. Phan 1.1.2. cua chojong nay
cling da khang dinh marketing truyén thong xa hoi giéng nhoj marketing truyén

miéng dojoc thyuc hién thong qua cac cong cu truyén thong xa hoi.

Tat nhién dé tan dung dojoc dic diém nay cia marketing truyén théng xa hoi
doi hoi cac chuyén gia marketing phai nghi ra dojoc nhiing y tojéng marketing doc
d4o, nhitng doan bang, tranh anh quang cdo tha vi nhim dem lai sy thich tha cho
khach hang. Cé nhoy vy, khach hang méi c6 dong luc dé lan truyén, chia sé thong

tin vé san pham, dich vu cho nhiing ngojoi khac trong cong dong mang ciia ho.

Vi dy vao mua thu nim 2009 vira qua, hing d6 ndi that ndi tiéng cta Thuy
Dién IKEA di hét stic thanh cong véi mot chién dich marketing truyén thong xa hoi
don gian ma hiéu qua. Nham gidi thiéu ctra hang méi & thanh phé Malmo, Thuy
Dién, IKEA d3 tién hanh 1ap mét tai khoan Facebook cho quan 1y ctra hang, 6ng
Gordon Gustavson. Tur tai khoan Faceboook nay, IKEA da dang tai hang loat burc
anh san pham cta minh va to chirc mot cudc thi thong qua céac birc anh nay. Khach
hang ndo 13 ngooi dau tién “tag” (mot chic ning khi dang tai anh lén trang
Facebook) dojoc tén minh vao mot san pham bat ki trong birc anh s& thang dojoc san
pham d6 ctua IKEA. Mot y tojong don gian nhopng d dem lai thanh cong 16n cho
IKEA khi ma chi sau mét thoi gian ngén, chién dich nhan dojoc su ung hd nhiét tinh

cua khach hang. Nhu cau vé cac birc &nh mdéi lién ti€p tang 1én.

Khong chi ding lai & d6, ban than nhitng ngojdi tham gia con tuyén truyén vé
cudc thi cho ban bé ctia minh biét thong qua céc tinh ning ctia Facebook nhoj cap nhat
thong tin trén tai khoan hay chia sé truc tiép dojong link. Nhoy vy, bang viéc st dung
mot tinh nang don gian 13 “tag” anh trén Facebook, IKEA da thanh cong trong viéc bién
khach hang tir chd chi thy dong xem céc birc anh san phém trén cac banner quang cao
thanh ngopoi tuyén truyén tu nguyén cho nhin hang, thanh cong trong viéc khuyén

khich khach hang tojong tac véi doanh nghi¢p va tir do tao hiéu qua lan
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truyén to 16n. Dojoi ddy 1a hinh anh mot phan giao dién trang Facebook ciia mot
khach hang cua IKEA. Co thé thdy, trén giao dién nay 1a cc thong tin vé chojong
trinh dojgc khach hang nay chia sé véi ban be cia minh trén Facebook.

“ & minutes agn  Commend - Like
— T bv aeh vinn
& Andreas Frivteom e this. T mﬁ:ﬂh a
posted by Elin Sahiberg

Wirite § cosmrend -

okinher 09 I
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- 8
|- 199 SEK), Malm bed table (value 49% SEK). Dan't forget to read =
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them in the allbum ...2ead meee -
&g yoursell and win the produsct
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E by Wichor Strevens
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‘-' 1 Lina Karl ne| hir behdvs det mer kalfiel » Musettl. kan Inte shga

Hinh 1 : Giao dién trang Facebook ciia mgt khdach hang voi cdc thong

tin chia sé vé chwong trinh ciia IKEA®.

Nhin chung, ngay nay, sd lojong ngojoi st dung Internet néi chung va tham
gia cac cong ddng mang truc tuyén néi riéng ngdy cang ting cao. Do do, cac chién
dich marketing truyén thong x hoi ngdy cang c6 chd dimg va kha ning lay lan

nhanh trong nhitng cong ddng mang nay.

1.2.4. Thoi gian va cong sirc dau top 16n

Hién nay khi dé cap dén van dé chi phi trong marketing truyén thong xa hoi
van con ton tai quan diém cho rang loai hinh marketing nay c6 chi phi dau toj rat
thip. Quan diém nay xudt phat tir mot thuc té 14 viéc tham gia cac trang web truyén
thong xa hoi hién nay nhoj dang ki mot tai khoan mang tén minh trén cdc mang xa
hoi hay giy dung mot blog 1 hoan toan mién phi. Ngay ca chi phi quang cdo trén
nhirng trang web ndy, vi du nhoj Facebook, ciing ré hon rat nhiéu so voi viéc ding

quang cao trén bao in hay tivi. Hién nay, gidi han t61 thi€u cho mirc ngan sach chi
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8 Christina Warren (2009), Mashable, Facebook Marketing : IKEA'S Genius Use of Photo Tagging,
http://mashable.com/2009/11/25/facebook-marketing-ikeas-genius-use-of-photo-tagging/, 05/03/2010.
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trong 1 ngay cho 1 muc quang cédo trén Facebook (Daily Budget) chi la 1 dola My,
tic 1a khoang 20.000 dong Viét Nam . Trong khi d6, dé c6 thé c6 mot quang cao
chiém dién tich 4 mot trang bao hay tap chi, doanh nghiép c6 thé phai chi tra tir 4

101t Quang céo trén truyén hinh & dang TVC (Television

dén 6 tridu déng Viét Nam
Commercial) tham chi con tiéu ton hon thé gap nhiéu lan. Chinh vi nhitng nguyén
nhan ndy ma nhiéu ngojoi di 1am tojong va voi vang doja ra két luan rang chi phi

dau toj cho loai hinh marketing nay 14 cyc ki thap.

Tuy nhién, thyc chat cic chi phi trong marketing truyén thong xa hoi lai
khong hé ré nhoj vay. Ngojoc lai, loai hinh marketing nay doi hoi mot sy dau toy 16n
vé cong suc va thoi gian. Cu thé, dé tan dung dojoc triét dé nhirng lo1 thé cua truyén
thong xa hoi doi hoi cac chuyén gia marketing phai ton kha nhiéu thoi gian va cong
sttc nghién ctru hanh vi cta khach hang trén cic mang x3 hoi, blog, dién dan, ... dé
tir 6 xay dung hinh anh thojong hiéu mét cach hiéu qua qua truyén thong xa hoi.
Dy la cong viéc phai 1am hang ngay chtr khong chi mang tinh nhét thoi. Chi phi
doanh nghiép phai thojong xuyén bo ra dé tra lojong cho mot doi ngii nhan luc hing
hau chuyén phu trach vi¢c cap nhat tin tirc, tojong tac voi khach hang thong qua cac
cong cu cua truyén thong x3 hoi rd rang khong phai 1a mot con sé nhé. Hay noi cach
khac, marketing truyén thong xa hoi chi that sy phat huy hiéu qua néu doanh nghiép
dau to] mot lojgng thoi gian va cong suc du 16n, nham tan dung dojoc tdi da loi thé

cua cac cong cy truyen thong xa hoi ma minh su dung.

1.2.5. Khé khiin trong viéc kiém soat thong tin va do lojong hi¢u qua

Kho khin trong viéc kiém soat thong tin va do lojong hiéu qua dojoc coi 1a
nhojoc diém 16n nhat cua marketing truyén thong xa hoi. Viéc quyét dinh tham gia
vao cac mang xa hoi, blog hay dién dan dong nghia véi viéc doanh nghiép chap
nhan tham gia vao qua trinh d6i thoai v&i khach hang cua ho théng qua cac trang
web truyén thong xa hoi nay. Thong tin luc ndy dojoc cung cap theo hojdng mo va
chia sé cao, khong chi c6 doanh nghiép ma ngay ca khach hang ciing c6 thé chi

dong ding tai thong tin, nhan xét vé doanh nghiép. Thyc té cho thdy nhiing thong

9Facebook Advertising (2010), http://www.facebook.com/advertising/, 06/03/2010.
10 Cong ty C4 phéan Tin tre cong NewsPlus (2009), Bdng gid qudng cdo bio Thé thao ngay nay.
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"'T8 hop truyén théng Hop Phat (2009), Bing gid quang cdo Tap chi My Pham.
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tin tir phia khach hang bao gio ciing dojoc phan chia thanh 2 ludng : tich cuc va tiéu
cuc. Bén canh nhiing ¥ kién dong gop mang tinh xay dung, doanh nghiép ciing phai
dbi mat voi nhitng phan hoi khong mong mudn, tham chi 1 sai sy that tir phia khach
hang. Khi d6, néu doanh nghiép khong co nhiing bién phap kiém soat kip thoi thi
nhiing thong tin bt loi nay s& tiép tuc lay lan nhanh chéng trén cac trang web

truyén thong xa hdi, lam ton hai uy tin doanh nghiép.

Mot nhojoc diém khac nita cuia marketing truyén thong xa hoi 1a khé khin

trong viéc do lojong hiéu qua. Khé khin nay thé hién ¢ 2 mit sau :

Thir nhat, mot chién dich marketing truyén thong xa hoi théng thojong phai
1a mot chién dich dai hoi va khong thé mong doi nhin thay két qua chi trong mot
som mot chiéu. Do d6, hiéu qua trong marketing truyén thong xa hoi khong thé do
lojong mot cach rd rang sau mot thoi gian ngin. Néu doanh nghiép khong du kién
nhan cling nhoj hiéu biét sau sic vé marketing truyén thong xa hoi, mot chién dich
marketing loai nay c6 thé bi bo dé giita ching gy lang phi tién bac, thoi gian ciing

nhoj ngudn nhan lyec.

Thir hai, myc dich cubi cung cua cac doanh nghiép khi sir dung marketing
truyén thong xa hoi tat nhién van 13 loi nhuan. Do d6, khi tién hanh do lojong hiéu
qua cua loai hinh marketing nay, cac chuyén gia marketing phai chi ra dojoc sau mdt
thoi gian str dung marketing truyén thong xa hoi thi lgi nhuan cta doanh nghiép co
ting 1én khong va ting 1én cu thé 1a bao nhiéu. Tuy nhién, diéu nay ludn 1a mot
thach thuc do cac thong sé do lojong hiéu qua cta marketing truyén thong xi hoi
thojong mang tinh “truyén théng” hon la tinh “kinh t&’. C6 thé ké ra mot s thong s6
nhoj tojong quan truyén thong (Share of Voice), s6 lojong ngooi truy cap (Unique
Visitors), mic do gan bo cia doc gia (Reader Engagement),.... Nhiém vu cia céac

chuyén gia marketing liic nay 1 phai chuyén d6i dojgc nhing thong sb nay thanh

cac thong sb kinh té quen thudc nhoj ty 16 hoan vén dau to] RO loi nhuén rong,...
C6 nhoy vay thi viéc bao céo hiéu qua st dung marketing truyén thong xa hoi 1én
céc cap quan 1y cao hon ciia doanh nghiép méi dam bao dojoc tinh chinh x4c va do

tin cay.
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2. Cic cong cu sir dung trong marketing truyén thong xa hdi

St dung truyén thong xi hoi trong marketing dong nghia véi viéc doanh
nghiép cé thé lya chon rat nhiéu cac cong cu khéac nhau. Vi¢c lya chon cong cu gi
va st dung ra sao s& dojgc trinh ndy rd thong qua céac vi du cu thé trong chojong 11,
muc dich ciia ngojoi viét trong phan nay chi nham gidi thiéu cac van dé co ban nhét
clia cac cong cu truyén thong xi hoi dojoc sir dung trong hoat dong marketing hién

nay.

2.1. Cic cong cu dojoc sir dung phd bién
2.1.1. Mang xa hgi (Social Networking Sites)

Mang xa hoi 1a cac trang web dojoc xay dung dua trén viéc dang ki tai khoan
dé tro thanh thanh vién cua cic ca nhan tham gia, qua d6 x4y dung nén mot cong
ddng truc tuyén (online communty) thojong bao gdm nhitng ngojdi cung sé thich va
moi quan tdm hay don gian 1a quen biét nhau tir trojdc, tao diéu kién cho nhimng
ngojoi nay dojoc tojong tac, lién hé véi nhau qua mang xa hoi ma ho tham gia. Cac
mang x4 hoi phd bién nhat hién nay 1a Facebook, Twitter (con dojoc coi 1a mot dang

Microblog), LinkedIn, Friendster, hi5, Orkut, Myspace,....

Nhin chung, mang xa hdi mang tinh chét nho; mdt cong d@)ng bao gém nhiéu
c4 nhan tham gia tojong tic voi nhau, hay noi cach khac nhop mét phan xa hoi thu
nho trong mdi trojong web 2.0. Do d6, trong thoi dai ki thuat s ngay nay, nd
thojong dojoc danh gia 1a cong cu hang dau giup doanh nghiép xay dung dojoc cac
cudc ddi thoai véi khach hang - yéu t6 then chét trong marketing truyén thong xa

hoi.

Khi Iya chon mang xa hoi st dung trong cac chién dich marketing truyén
thong x3 hoi, cin phai loju ¥ dén nhitng dic diém riéng biét cia mdi mot mang. Vi

du nhoy :
(1) Muc dich xay dung cua mang xa hoi do la gi ?

(2)  Dbi tojong st dung thojdng xuyén ciia mang xa hdi d6 c6 dong thoi la

dbi tojong khach hang dang nhim dén ctia doanh nghiép khong ?
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trén Facebook nhong lai khong c6 trén Twitter. Trong khi d6, Twitter lai cung cap
nhiéu tmg dung cong nghé gitip cac doanh nghiép c6 thé do lojong dé dang hon hiéu

qua ctia marketing truyén thong xa hoi, .. ..

Hién nay, d4 co rat nhiéu doanh nghiép thanh cong trong viéc sir dung mang
x4 hoi trong cac chién dich marketing truyén thong x3 hoi ctia minh. Trong sb céac
mang x3 hoi dojoc cac doanh nghiép tin tojdong st dung cha yéu vén 1a cc tén tudi
16n va quen thudc nhoj Facebook hay Twitter. C6 thé ké tén cac vi du thanh cong

dién hinh nhoy Starbucks, Coca-Cola vdi Facebook hay Bestbuy véi Twitter.

2.1.2. Mang chia sé (Sharing Websites)

Mang chia sé 1a cac trang web cho phép ngojoi tham gia c6 thé chia sé véi
nhitng ngojoi khac nhimg ndi dung ho mudn thong qua cac trang web nay. Nhiing

ndi dung nay co thé ton tai & dang tranh anh, video, bai thuyét trinh,....

Hién nay, c6 rat nhidu cic mang chia sé khac nhau nhoj mang chia sé video,
quen thudc nhat 13 Youtube (mang chia sé¢ video 16n nhat thé giéi, méi cong bo dat
ngodng 1 ty lojot xem moi ngdy vao thang 10 nim 2009 vira qua 12), Vimeo,
Yahoo!Video,.... Ngoai ra con c6 cac mang chia s¢ tranh anh Flickr, Photobucket,

Picasa,... mang chia sé cac bai thuyét trinh Slideshare, Scribd...

Mic dit mang chia sé ciing mang tinh cong dong cao nho] mang xa hoi song
muc dich cta cac ca nhan tham gia mang chia sé c6 nhitng khac biét nhét dinh khi
so sanh v&i mang x3 hoi. Cac thanh vién tham gia da s6 khong biét nhau ngoai doi
that nhojng cing chung mot mbi quan tim, s& thich. Vi du, nhitng ngojoi im dén
trang Flickr thojong c6 mong mudn dojoc chia sé, tim kiém nhitng buc anh dep.
Trong khi do, myc dich ctia nhitng ngojo1 st dung Facebook lai thojong 1a gitr lién
lac voi ban bé va da sb cac mbi quan hé trén Facebook 14 nhitng mdi quan hé that
ngoai doi. Hay noi cach khac, mang chia sé thojong mang tinh chuyén bi¢t hon cac
mang xa hdi. Facebook ciling cd nhiing tinh nang cho phép ngojoi sir dung chia sé
anh hay video nhojng khong thé coi n6 1a mang chia sé tranh dnh nhoj Flickr hay
video nhoj Youtube dojoc.
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http://voutube-global.blogspot.com/2009/10/y000000000utube.html,
08/03/2010.
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Hién nay, c6 rat nhiéu doanh nghiép di str dung cac mang chia sé bang viéc
dang tai cac video, cac birc anh, cac bai thuyét trinh lién quan dén san pham, dich
vu kinh doanh cua doanh nghi¢p. Thong qua viéc lam nay, doanh nghiép thu hut
dojoc su chu y, quan tam cua khach hang va tao dong luc cho khach hang tojong tac
v61 minh trén cdc mang chia sé nay. Co thé diém mat mot sb tén tudi 16n trén cac
mang chia sé pho bién hién nay nhoj Kodak, Jetblue trén Flickr, Cocacola, Intel trén

Youtube, ....

2.1.3. Blog va Microblog

Blog 1a cac trang web thojong do mot c4 nhan hodc ciing c6 thé mét t6 chirc
1ap ra nham cip nhat thodong xuyén cac bai viét (blog post/ blog entry) v6i ndi dung
da dang, tir viéc miéu ta cudc song thojong ngay cho dén cung cip cac thong tin
mang tinh hoc thuat. Muc dich chii yéu cua blog 1a dé chia sé thong tin v6i ngojoi

doc ciing nhoj tao dong luc tojong tac gitta ngojoi doc va ngojoi viét.

Microblog ciing c¢6 nhiing dic diém tojong tu song cic bai viét trén

microblog thojong ngin hon blog.

Blog va microblog thim chi con xudt hién trojdc mang x3 hoi. Tuy nhién,
hién nay xu hojéng viét blog di khong con dojoc oja chudng nhoy trojée kia nitra. TAt
nhién néu biét cach st dung thi cadc doanh nghiép van c6 thé tan dung dojoc hét cac
oju diém ctia cong cu niy trong marketing truyén thong xa hoi. Thong thojong, cac
doanh nghiép thojong 1ap blog hay microblog dojdi tén minh hoac kéu goi cac nhan
vién lam viéc trong cong ty tu lap blog/microblog. Muc dich cua cac
blog/microblog nay 1a cung cap cac bai viét gii thiéu san pham, dich vu cta cong
ty hay don gian 1a cac bai viét c6 ndi dung ma khach hang quan tdm. T4t nhién la
nhitng noi dung nay van phai lién quan dén linh vyc doanh nghiép kinh doanh.
Nhiéu doanh nghiép con sang tao trong viéc st dung blog/microblog bang cach
khuyén khich cac nhan vién cta minh viét blog ké vé cong viéc thojong nhét cia
minh, vi du nhoj Microsoft hay IBM. Pay 1a mét y tojong rat hay, véi muc dich bé
mit khong hé mang tinh thojong mai song van thu hut dojoc su chi y cua khach

hang mot cach tich cuc.
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Tom lai, viéc st dung blog/microblog trong marketing truyén thong xa hoi
cling nham muc dich 1a 16i kéo khach hang tham gia d6i thoai dé tir 46 gidi thiéu

san pham, nang cao doanh so,....

2.1.4. Mang danh diu va loju trir dojong link (Social Bookmarking Sites)

Cac mang danh dau va loju trit dojong link (Social Bookmarking Sites) cling
1a mot trong nhitng cong cu phd bién trong hoat dong marketing truyén thong xa
hoi. Thuat ngir tiéng Anh “Social Boomarking” nham chi viéc nhiing ngooi sir dung
Internet danh déu, chia sé, sip xép, loju trit cac dojong link ma ho quan tim. Ngojdi
stt dung Internet c6 thé thuc hién viéc ndy thong qua cac trang web chuyén danh
cho viéc “social bookmark”, trong d6 phd bién nhit hién nay 1 cac trang nha
Delicious, Stumbleupon, Digg, Reddit... Pay chinh 13 cac mang danh diu va loju
trtr dojong link (Social Boomarking Sites).

Thong thojong, doanh nghiép co thé ding ki tai khoan trén céc trang web nay
va cung cip hang loat nhitng dojong link ma khach hang quan tam. Nhiing dojong
link nay chu yéu mang ndi dung lién quan téi chinh san pham hay dich vu ma doanh
nghiép cung cap. Vi du, Adobe hién nay dang c6 mot tai khoan trén Delicious chia
sé voi khach hang nhiing dojong link gidi thiéu cac phan mém méi cta hing, thim

chi ca cac link hojdng dan khach hang céc ki ning tin hoc thong thojong.

Ngoai ra mot s6 trang web nhoj Digg con c6 tinh ning cho phép thanh vién
binh chon céc tin tirc, cau chuyén, dojong link. Chi nhitng dojong link dojoc binh
chon nhiéu nhat mdi nam trong cac két qua hién thi dau tién. Pojong link ma doanh
nghiép cung cap cang dam bao dojoc ndi dung chét lojong thi cang ting co hdi nam

trong cac két qua hang dau nay va dé dang tiép can voi khach hang hon.

Nhin chung viéc st dung céc trang web loai nay giup cac doanh nghi¢p
“quang ba” dojoc nhitng dojong link ctia minh mdt cach rdng rai trong cac cong

doéng mang va tan dung dojoc yéu té “viral” trong marketing truyén thong xa hoi.

2.1.5. Dién dan (Forum)

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

Dién dan (Forum) 1a cac trang web cho phép ngopoi tham gia thao luan hoic
tu khéi xoj6ng mat chu dé thao luan nao do6. Vi du : dién dan mySamsung cua hang

Samsung dojoc xay dung nham hd trg cho viéc str dung va mua san pham Samsung
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dojoc thuan loi dé dang hon, dién dan Muare.vn 13 dién dan mua ban online hoat

dong nho; mot trong nhimg website thojong mai dién tir 16n nhat Viét Nam.

Doj6i goc do marketing truyén thong xa hoi, cac dién dan nay thoong dojoc
doanh nghiép sir dung dé tién hanh ddi thoai tryc tiép voi khach hang, thu thap

dojoc nhiéu thong tin quy gia vé€ nhu cau va mong mudn ctua khach hang.

Nhin chung, dién dan mang nhiéu diém tojong ddng véi mang xi hoi tuy
nhién khong dojoc phd bién bing. Dién dan ciing khong c6 nhiéu tinh ning va dic
biét tinh tojong tac kém hon han khi so sdnh v&i mang xa hoi. Ngojoi tham gia dién
dan chu yéu chi ding lai ¢ viéc 1ap ra cac chu diém (fopic) va thao luin vé cac chu
diém nay.

2.2. Mot s6 cong cu khac
2.2.1. Website tong hop thong tin tr mang xd hdi (Social Network

Aggregators)

Website tong hop thong tin tir mang xa hoi (Social Network Aggregators) 1a
cac trang web st dung dé thu thap cac thong tin tir cac mang xd hdi cung cip cho
ngojdi doc trén chinh website tong hop nay. Cac trang web phd bién thudc loai nay
la Collectedin, myZazu, NutshellMail, FriendFeed, Gathera, ... Hién nay, mot sb
trang web nho] FriendFeed con cung cép tinh ning tong hop ca thong tin tir blog,

microblog, dién dan chir khong chi don thuan tir mang xa héi.

Cong cy nay thich hop cho cac doanh nghiép sir dung nhiéu tai khoan trén
nhiéu mang xa hoi cing mot lac. Thong qua cic website tong hop niy, doanh
nghiép c6 thé quan 1y cac thong tin trén tit ca mang x4 hoi ma minh tham gia déng
thoi tao diéu kién thuan loi hon cho khach hang trong viéc tra ctu, tim hiéu céc

thong tin vé doanh nghiép dojoc cung cap trén nhiéu mang xa hdi cing mot lic.

2.2.2. Webiste mé' (Wikis)

Website mé (Wikis) 1a trang web cho phép xdy dung va quan ly cac trang
thong tin do nhiéu ngooi cuing phat trién. Pac diém ndi bat clia cac website ma loai
nay 14 bat ki thanh vién nao ciing c6 thé chinh sira, thém méi, bo sung thong tin 1én
cac trang tin va khong ghi lai ddu 4n 13 ai d3 cung cap thong tin d6. Pay 1a dic diém
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khéc biét cua cac website mo so véi dien dan. Website md noi tiéng nhat hién nay
chinh 1a Wikipedia.

Tuy choja that pho bién nhong gan day ciing d c6 mot s cac doanh nghiép
xdy dung cac website m& nho] mot cong dong truc tuyén noi cac khach hang, cac
nhan vién cta doanh nghiép c6 thé tu do chia sé thong tin vé kinh nghiém sir dung

san pham, dich vu.

2.2.3. Thé gi6i a0 (Virtual Worlds)

Thé giéi ao (Virtual World) 14 cac cong dong truc tuyén trén mang cho phép
ngojoi tham gia c6 thé tojong tac v6i nhau dua vao cac tinh hubng mé phong dung
nhoj thyc té va xdy dung dojéi dang mé hinh 3D, vi du : Second Life, Active

Worlds, Kaneva, ...

Xay dyng cac md hinh thé giéi 40 nay doanh nghiép co thé tao dong luc tojong
tac tir phia khach hang khi ho dojoc tham gia vao mot khong gian truc tuyén tha vi co
nhiéu diém tojong dong véi cude séng that thong qua cac hinh anh 3D séng
dong. Do6i ddy 1a vi du hinh anh ctia mot trong nhitng “thé gidi a0” loai nay :

trung tam thong tin cua hang IBM dojoc xay dung doj¢1 dang mo hinh 3D.

Hinh 2 : Hinh anh 3D cua trung tdm thong tin do hdang IBM xdy dung B,

2.2.4. Chudi céc tap thong tin ki thuit s6 (Podcast)

Podcast 1a mot chudi céac tap thong tin ki thuat s6 (dang Am thanh hay video)
dojoc doja ra dinh ki va c6 thé tai xudng tir cac trang web. Cac doanh nghiép thojong

sir dung cong cu nay dé cung cap thém thong tin cho khach hang. Vi du hing ca phé
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Starbucks c6 loat podcast giéi thiéu qua trinh trong va chim séc ciy ca phé, hing

phat thanh BBC ¢6 loat podcast cap nhat thong tin thoi su trén thé gidi, . ...

2.2.5. Ung dung Widget

Ung dung Widget 1 cac tmg dung dting mot minh c6 thé nhing ma code dé
xuat hién & mot trang web khac. Nhiing trang web nay thojong 13 blog hay mang x4
hoi. Cac doanh nghiép thojong tao cac tmg dung widget dé giéi thiéu san pham cua
minh, ding tai 1én mang dé ngojoi dung c6 thé tai xuéng va “dan” 1én blog hay
mang xa h0i minh tham gia hay thdm chi cd& man hinh may tinh hay dién thoai cta
minh. Vi dy, hang Dove da tung cho ra doi ing dung widget mang tén “MTV Fresh
Take” dé quang ba cho san phdm méi Dove Fresh Take ciia minh. Nhitng khach
hang tai Gmg dung widget ndy vé va “dan” 1én céc trang blog hay mang xa hoi ho
tham gia c6 thé nhanh chéng dojoc chuyén dén trang web chinh thirc ctia Dove chi
thong qua mdt cu click chudt don gian. Hinh 3 chinh 1a hinh 4nh ing dung Widget

nay cua hang Dove.

Check oul 'Frash
Takes,' a new micra-
sares crealed by
Davel® go fresh, airing
an MTV and slarring
Alicia Keys,

Hinh 3 : Widget “MTV Fresh Take” cuia hang Dove o
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Hi¢n nay, vai tro cua Uing dung widget dojoc danh gid ngay cang cao trong
marketing truyén thong xa hoi do tmg dung nay c6 thé dé dang sir dung kém voi cac
blog hay mang xa hoi, ho trg déc luc cho viée quang ba hinh anh thojong hi¢u thong
qua cac trang web nay. Ung dung widget thich hop nhat véi cac doanh nghiép co
dbi tojong khach hang muc tiéu 1a nhiing ngojoi tré tudi, thich thé hién c4 tinh ban

than thong qua céc nhan hi¢u ma minh st dung.

Mic du c6 rat nhiéu cong cu dojoc st dung trong marketing truyén thong xa
hoi song nhin chung, trong s6 cac cong cu trén thi nhom cong cu phd bién (bao gdm
cic mang x3 hoi, mang chia s¢, blog/microblog, mang danh dau va lopu trit dojong
link, dién dan) dem lai co hoi tojong tac va ddi thoai voi khach hang cao hon cho
doanh nghiép hay noi cach khac 1a giup doanh nghiép tan dung t6t hon nhitng opu

thé clia marketing truyén thong xa hoi.

3. Marketing mix trong marketing truyén thong xi hoi
3.1. Marketing mix truyén thong trong marketing truyén thong xa hoi

Quan diém marketing truyén théng cho rang mot chién dich marketing mix
phai bao gdm 4 yéu t6 : san pham (Product), gia (Price), phan phdi (Place) va xtc
tién va hd trg kinh doanh (Promotion). Marketing truyén thong xa hoi 1a mot hinh
thirc marketing con méi mé nén hi¢n con nhiéu tranh cai vé vi tri ctia n6 trong mot
chién dich marketing mix. Pa sb cac ¥ kién cho rang marketing truyén thong xa hoi
dong vai tro quan trong trong yéu té xac tién va hd tro kinh doanh (Promotion) va
dang ngdy cang c6 anh hojong 16n hon ddi véi cac thanh phan con lai cia marketing

mix.

Trong chit P d4u tién - san pham (Products), cac cong cu truyén thong xa hoi
c¢6 thé tao diéu kién cho khach hang tryc tiép tham gia vao qua trinh cai tién san
phém thong qua viéc tao ra cac cudc ddi thoai trén céc mang xa hoi, dién dan hay
blog. Piéu nay tao sy gan bo gitta khach hang va doanh nghiép, dem lai cho doanh
nghiép nhitng thong tin quy bau vé nhu cau ciia khach hang. Tuy nhién can loju y 1a
trong qua trinh ddi thoai, thong tin doanh nghiép doja ra can sang loc ki, tranh sy

canh tranh khong lanh manh tir phia déi thu.

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

22

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong PH Ngoai Thojong

Véi chit P tha hai - gia ca (Price), tojong ty nhoj chit P thir nhét, cac cudc ddi
thoai thong qua cac cong cu truyén thong xi hoi ciing gitp doanh nghiép danh gia
dojoc phan nao kha ning chip nhan gia cua thi trojong. Vi dy, bang viéc lap blog va tir
d6 doja ra cac cau khao sat ngin (poll) - mot cong cu hiru ich trong viéc diéu tra thi
trojong thong qua cac blog trén mang, doanh nghiép c6 thé xac dinh bojéc dau muc gia
hop 1y cho san phém dich vu ctia minh. Viéc tao cac cau khao sat (poll) nay co thé thuc

hién thong qua cac trang nhoj : www.vizu.com hay www.polldaddy.com.

Chit P thtr 3 - phan phdi (Place) c6 18 1a yéu t6 it chiu anh hojong nhat coa
truyén théng xa hoi. Trong sé 5 dong loju chuyén ma Philip Kotler dé cap dén trong
kénh phan phéi thi cic cong cu cta truyén thong xi hoi co kha ning anh hojong dén
dong loju chuyén théng tin va thong tin quang cdo, xtc tién. Vi dy, truyén thong xa
héi trong trojong hop nay dojoc str dung nhop mot kénh phan phdi thong tin 2 chiéu

tir ngoOi cung tmg dén ngojoi san xuat, ngooi tidu ding va ngojoc lai.

Chit P cudi cung 1a xtc tién va hd trg kinh doanh (Promotion) ciing 1a yéu t6
ma marketing truyén thong x3 hoi anh hojong dén nhiéu nhat. Tham chi, theo ba
Ivana Taylor, ngodi c6 kinh nghiém 20 nam lam trong linh vuc to] van marketing va

sang lap ra trang web DIYMarketers.com, néu phai chon mot yéu t6 trong

marketing mix dé doja truyén thong xa hoi vao thi ba s€ chon yéu to cudi cung : xtc

tién va hd trg kinh doanh.

3.2.  Quan diém vé 4Ps méi trong marketing truyén thong xi hoi

Song song voi quan diém nhin nhan marketing truyén thong xa hoi trong méi
quan hé v6i marketing mix truyén thong, nhiéu chuyén gia marketing lai doja ra mot
mo hinh 4Ps hoan toan méi cho marketing truyén thong x3 hoi. M6 hinh nay bao
gom 4 yéu t6, d6 1a : Con ngodi (People) - Nén tang cong nghé (Platform) - Su
tham gia ctia doanh nghiép (Participation) - Viéc xuc tién va hd trg kinh doanh

(Promotion).

3.2.1. Con ngoj0i (People)

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://www.vizu.com/
http://www.polldaddy.com/
http://diymarketers.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149
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t6 quan trong hang dau theo quan niém 4Ps moi cia marketing truyén thong xa hoi.

Mot doanh nghiép lap blog nhojng khong c6 doc gia, 1ap mot tai khoan Twitter
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nhong khong c6 ngojoi theo sau (Follower), 1ap mot trang Fan Page trén Facebook
nhojng khong c6 ngopdi hAm méd (Fan) dong nghia véi viéc doanh nghiép d6 da
khong gat hai dojoc thanh cong trong san choi marketing truyén thong xa hoi. Nhin
nhan vin d& mot cach sau sic hon, ban chit ciia marketing tir trojéc dén nay van 1a
“huéng t6i viéc théa man, goi mé nhitng nhu cau cia nguoi tiéu ding trén thi
trwong dé dat dwoc muc tiéu loi nhudn 15 Cu thé trong trojong hop cua marketing
truyén thong xa hoi, thiéu ving yéu td con ngopoi tirc 1a doanh nghiép khong ¢ ai
lang nghe va tao dung cac cudc ddi thoai. Piéu ndy dong nghia voi viéc doanh
nghiép that bai trong viéc tim hiéu, g0o1 md nhu cau cta khach hang. Muc tiéu loi

nhuan thong qua hoat dong marketing ciing vi thé ma khong dat dojoc.

Ngojoc lai, néu doanh nghiép thu hat va 16i kéo dojgc khach hang tham gia
vao cac cudc ddi thoai vai minh thi loi ich troide tién sé& 1a thu thap dojoc nhimng
thong tin, déng gop quy bau tir phia khach hang. Néu thanh céng hon nita, doanh
nghiép con c6 kha ning bién chinh cac khach hang cia minh thanh nhiing st gia,
nhimg ngojoi tuyén truyén tw nguyén vé san pham, dich vu ctia doanh nghiép trén

céc website truyén thong xa hoi.

Nhin chung, khach hang ngdy nay c6 nhu cau dojoc ling nghe va ho ciing
biét rang nhu cau nay cta minh c6 thé dojoc dap tmg. Do d6, dé nim bat dojoc yéu
t6 con ngoyoi (People) ndy, viée trojdc tién cac doanh nghiép phai lam 1a phai biét
tan dung cac cong cu cua loai hinh marketing truyén thong xa hoi dé ling nghe

khach hang, tir 46 dan thu hat khach hang tham gia vao cac cudc d6i thoai véi minh.

3.2.2. Nén tang cong nghé (Platform)

Pay 1a yéu t6 khong thé thiéu dojoc trong marketing truyén thong xa hoi. Nén
tang cong nghé ¢ day nhin manh dén céng nghé web 2.0 nhoj da dé cap dén trong cac
phan trén. Coéng nghé nay dojoc xay dung voi ¥ todng va mong mudn thong tin trén
Internet c6 thé dojoc cung cip va chia sé theo hojéng md va tojong tac cao giita cac
ngojoi ding. Ban than marketing truyén thong xa hoi phat trién trén ¥ tojong co ban do

ctia web 2.0, dem lai cho doanh nghiép co hdi ting cojong kha nang ddi thoai
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15Tap thé téc gia (2000), Gido trinh marketing Iy thuyét, NXB Gido Duc, Chojong I - Téng quan vé
marketing, trang 6.
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v6i khach hang. Chinh vi thé, s& khong sai khi cho rang khong c6 cac cong cu cla
web 2.0 thi khong co su ton tai cia marketing truyén thong xa hoi. Tat ca cac yéu td
con lai theo quan diém 4Ps méi déu phu thudc vao yéu té ndy. Cu thé hon, nén tang
cong nghé chinh 13 co sd, 1a cau ndi giita hai yéu t6 con ngooi (People) va sy tham
gia ctia doanh nghiép (Participation). Nho co cic cong cu truyén thong xa hoi ma
doanh nghiép méi co “dat” dé tham gia lang nghe, tojong tic v6i khach hang va
ngojoc lai, khach hang ciing tir d6 mai co co hoi thé hién tiéng noéi cia minh véi

doanh nghiép.

Mot diéu quan trong 1a doanh nghiép phai biét lwa chon nhitng cong cu
truyén thong xa hoi thich hop dé sir dung sao cho phu hop véi tiém e, dic trong
riéng ctia doanh nghiép ciing nhoy d6i tojong khach hang muc tiéu. Khong phai vi
Facebook c6 hon 400 triéu ngooi sir dung, Youtube c6 hon 1 ty lojot truy cap mdi
ngdy ma moi doanh nghiép déu phai co tai khoan Facebook hay Youtube. Diéu nay
con phy thude vao théi quen sir dung céc cong cu truyén thong xa hoi ciia d6i tojong
khéch hang muc ti€u ma ho dang nhdm dén. Vi du mét doanh nghiép kinh doanh tai
Braxil néu mudn str dung mang xa hdi trong cac chién dich marketing truyén thong
xa hoi ctia minh thi lya chon thich hop nhat 1a mang Orkut cht khong phai
Facebook. Ly do don gian 1a ngojo1 dan Braxil oja chuong mang xa hoi Orkut hon

ca ngoyoi khéng 16 Facebook.

Bén canh do, dé xay dung va str dung tot yéu t6 nén tang cong nghé, cac
chuyén gia marketing truyén théng xa hoi nhin chung phai co kién thirc ca vé linh
vuc cong nghé va linh vuc marketing, nhay bén trong viéc két hop hai loai kién thuc
nay voi nhau nhim xdy dung dojoc mot chién dich marketing truyén théng xa hoi
thanh cong.

3.2.3. Su tham gia cia doanh nghiép (Participation)

Tat nhién viéc sir dung marketing truyén thong xa hoi s& khong chi dimg lai
dviéc doanh nghiép xuét hién trén cdc mang xa hoi, dién dan hay blog/microblog.
Pé thanh cong doi hoi doanh nghiép phai c6 su tham gia mot cach tich cuc va chit
dong trong cac cudc dbi thoai véi khach hang. Tao ra mot chii dé thao luan tai mot
dién dan hay tién hanh dit cac cau hoi khao sat trén blog s& khong dem lai hiéu qua
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néu sau d6 doanh nghiép khong cé phan hoi lai v6i khach hang. Thu hut khach hang
tim dén mot méi trodong truyén théng xi hoéi ma doanh nghiép tao dung dd kho thi
viéc giit chan khach hang & lai con kho hon. Diéu nay ciing khong khac miy so voi
viéc 161 kéo khach hang mua hang hod hay dich vu ma doanh nghiép kinh doanh
trong thuc té. Doanh nghiép can hiéu rd khach hang muén gi dé tir d6 cung cip cho
khach hang chinh thir d6 hodc hon thé. Hay néi cach khac, tim nhin chién lojoc cta
doanh nghiép khi tham gia marketing truyén thong xa hoi néi riéng va tién hanh cac
hoat dong marketing n6i chung khong thé chi dimg lai & mét giao dich don 1¢ ma
phai tién t61 xay dung dojgc mot mdi quan hé 1au dai v6i khach hang, tao nén su
lang nghe va phan hoi tich cuc tir ca hai phia, khach hang va doanh nghiép, trong d6
dic biét 1a tir phia doanh nghiép. Marketing truyén thong xa hoi véi cac cong cu da
dang, phong pht xuét hién trong mot xa hoi ngay cang dojoc sé hoa nhop hién nay 1a

mot lua chon thich hop cho cac doanh nghiép dé thuc hién diéu nay.

Tom lai, bat ki qua trinh ddi thoai ndo ciing can sy chu dong va nhiét tinh tir
cac bén lién quan do d6 su tham gia cia doanh nghi¢p dong mot vai tro quan trong
trong mo hinh 4Ps nay. Doanh nghiép c6 tham gia that su tich cuc thi méi hiéu va
tan dung dojoc hét cac loi thé cua nén tang cong nghé (Platform) dé tir d6 161 kéo
dojoc khach hang (People) tham gia vao hoat dong marketing truyén thong xa hoi

cua minh.

3.2.4. Viéc xiic tién va hd tro kinh doanh (Promotion)

Pay 1a yéu t6 cudi cing va ciing 1a yéu t6 duy nhit gidng véi 4Ps truyén
théng. Ban thian doanh nghiép néu thyuc hién tét 3 yéu td trén thi di goép mot phan
thanh cong rat 16n cho viéc xuc tién va hd trg kinh doanh. Néi cach khac, dé chir P
cudi cting — Promotion nay thanh céng dojoc thi cin c6 sy phdi hop chit ché giita 3
chit P con lai : trén mot nén tang cong nghé thich hop (Platform), doanh nghiép can
161 kéo dojoc su tham gia cua khach hang (People) trojoc tién 1a thong qua chinh sy

tham gia tich cyc cua ban than doanh nghiép (Participation).

Nhin chung, viéc xuc tién va hd tro kinh doanh trong marketing truyén thong
xa hoi dojgc thuc hién thong qua viéc xay dung céc chién lojoc marketing cu thé,

trong do6 cd st dung cac cong cu truyén thong xa hoi. Cac chién lojgc nay chu yéu la
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céc chién lojgc kéo do ddi tojong nham dén - yéu t6 con ngopoi (People) - trong
marketing truyén thong xa hoi 14 cac khach hang chtr khong phai 1a mang lodi trung
gian phan phdi. Pay c6 thé 1a cac chojong trinh khuyén mai, quang cdo, cac su kién
cua quan h¢ cong ching ,... dojoc thyc hién va quang ba thong qua cac cong cu

truyén thong xa hoi.

Muc dich cta viée xuc tién va hd tro kinh doanh thong qua marketing truyén

thong x hoi rat da dang song chii yéu bao gdm cac muc dich chinh sau :

(1)  Xay dung quan hé 1au dai va tét dep v6i khach hang, tir d6 c6 thé gay

anh hojong téi mot nhom khach hang muc tiéu cu thé.

(2) Xay dyng hinh anh vé doanh nghiép.
(3) Gi6i thiéu hay tro gitp cho viéc tung ra san phdm méi ciing nhoj thu hut,
16i kéo khach hang tiép tuc mua cac san pham von c6 ciia doanh nghiép.

(4) Thu thap ¥ kién khach hang dé cai tién va phat trién san pham.

%

Nhoy vdy, marketing truyén thong x3 hoi 1a mét trong nhiing loai hinh
marketing m&i mé nhat hién nay. Tan dung nén tang cong nghé web 2.0, marketing
truyén théng xa hoi hoiéng t6i viée xay dung, boi ddp quan hé khach hang thong qua
qua trinh déi thoai giita doanh nghiép va khach hang.

Pé thyc hién marketing truyén thong xa hoi c6 rat nhidu cong cu cho doanh
nghiép lya chon, trong d6 nhom cac cong cu phd bién 13 mang xa hoi (Social
Networking Site), mang chia sé (Sharing Website), blog/microblog, mang danh dau
va lopu trit dojong link (Social Bookmarking Site), dién dan (Forum) va mot s6 cong
cu khac nho; website tong hop théng tin tir mang xd hodi (Social Network
Aggregator), webiste m& (Wiki), thé gidi ao (Virtual World), tng dung Widget,

chudi céc tap thong tin ki thuat sb (Podcast).

Nhin chung, loai hinh marketing nady dojgc danh gia mang ca nhiing oju va
nhojoc diém nhat dinh. Dé sir dung t6t marketing truyén thong xa hdi, doi héi doanh

nghiép phai hiéu biét & nhimg dic diém nay dé tir d6 c6 thé tan dung cac opu diém,
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da xay ra voi nhiéu doanh nghiép, ké ca nhitng thojong hiéu 16n trén thé giéi. Ngoai
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ra, doanh nghi¢p ciling can c6 dojgc nhitng kién thirc vé marketing mix 4p dung cu
thé véi marketing truyén thong xa hoi dé c6 dojgce cai nhin sau sac hon vé loai hinh

marketing hét sttc mdi mé nay.

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

28

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong DH Ngoai Thojong

CHAJ]|ONG II : THUC TRANG HOAT PONG MARKETING
TRUYEN THONG XA HOQI TREN THE GIOI VA TAI VIET
NAM

1. Co s¢ hinh thanh va phat trién ciia marketing truyén thong xa hdi
1.1.  Vén dé phat trién ciia khoa hoc cong nghé

Nhoj d3 dé cap dén & trén, nén tang khoa hoc cong nghé dong mot vai tro
thiét yéu trong marketing truyén thong xa hoi. S& khong sai khi néi rang sy ra doi va
phat trién cia loai hinh marketing ndy bat ngudn tir cac thanh tyu méi nhét ciia khoa
hoc cong nghé, cu thé 1a su Xuét hién cia cong nghé web 2.0 va cac cong cu hién
dai c6 két ndi Internet khong day nhoy dién thoai thong minh, thiét bi ki thuat s6 hd
trg ca nhan (Personal Digital Assistant - PDA),...

Cong nghé web 2.0 1a gi va viéc cong nghé nay ra doi ¢6 anh hojong nhoy thé
nao dén marketing truyén théng xa hoi da dojoc trinh nay rd ¢ phan 1.2.1 cua
chojong 1. Do méi lién hé mat thiét giira hai yéu t6 nay ma marketing truyén thong
xa hoi doi khi con dojoc goi 1a “marketing 2.0 va cac chuyén gia marketing thoi

nay dojoc coi 1a “marketer 2.0”.

Bén canh d6, cung voi sy ra doi ciia cong nghé web 2.0, lai co rat nhiéu cong
cu hién dai khac xuat hién cho phép ngojoi sir dung co thé mang theo va truy cap
Internet khong day thong qua cong nghé Wifi. Thdi quen st dung Internet ctia con
ngooi vi thé ciing thay doi theo. Gio day, viée st dung mét chiéc may tinh PC dé
ban véi cac diy cap ndi mang cong kénh dé truy cap Internet d khong con phd bién
nhoj xoja. Ngopoi ta chi can c6 mot chiée iPhone, Blackberry hay Android 1a di co
thé loj6t mang mot cach dé dang . Vi€c truy cadp vao cac mang xa hoi, mang chia sé -
nhing cong cu chinh ctia marketing truyén thong xa hoi tir cac loai dién thoai thong
minh ciing nhoj cac thiét bi hién dai c¢6 chirc ning tojong ty khac ciing vi thé ma
ngay cang phd bién hon. Thang 11 nim 2009 vira qua, cong ty nghién ctru thi
trojong hang dau thé gi¢i IDC (International Data Corporation) di tién hanh mot

nghién ctru vé tinh hinh sir dung mang xa hoi tai khu vuc Chau A — Thai Binh
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Dojong mang tén “Examining Usage, Perceptions, and Monetization: The Coming
of Age for Social Network Sites in Asia/Pacific’. Nghién ctru dojoc tién hanh trén
1400 ngoyoi st dung mang xa hdi tudi tir 15 dén 35 tai Uc, An D9, Trung Quéc, Han
Qudc, Philippine, Singapore va Thai Lan. Theo nghién ctru nay, 50% sd ngojoi
dojoc phong van tai Trung Quéc, An P, Han Qudc va Thai Lan c6 thoi quen hang
tuan 13 truy cdp vao cic mang xi hoi thong qua dién thoai clia minh. Con s nay
tham chi con cao hon néu tinh riéng tai Trung Qudc (62%) va Théi Lan (65%) 16
Nhoj vay, cong nghé web 2.0 cing véi viée cac thiét bi ki thuat c6 kha ning
két ndi Internet khong day nhoj dién thoai thong minh, thiét bi ki thuat s6 hd trg ca
nhan PDA,... dang ngay cang hién hiru nhiéu hon trong cudc sdng hién dai. Trojéc
hién tojong nay, marketing truyén thong xa hoi dojgc coi 1a mot lua chon hop 1y cho
cac chién dich marketing thoi ki web 2.0, gitp cho cic chuyén gia marketing tiép

can dé dang hon cac khach hang ti€ém nang ctia minh.

1.2.  Vin dé nhin thirc ngoyoi tiéu dung
1.2.1. Sy tin tojéng ciia ngoyoi tiéu ding vao hinh thirc marketing truyén miéng

Céc nghién ctru tir trojdc dén nay van chi ra rang ngojoi tiéu dung khi doja ra
cac quyét dinh mua sdm ludn c6 xu hojdong bi anh hojong tir 101 khuyén cia ngodi
than va ban bé nhiéu hon 13 quang céo. Chinh vi thé marketing truyén miéng ludn
dojoc danh gia 1a c6 hi€u qua to 16n néu biét thuc hién dang céach. Cung v6i sy phat
trién cua khoa hoc ki thuat, khai niém “truyén miéng” ngay nay khong chi bo hep ¢
viéc giao tiép bang 101 ndi ma ca viée giao tiép qua cac phojong tién khac trong do
c6 mang Internet. Thang 4/2009 viura qua, cong ty nghién ctru thi trojong Nielsen da
cong bd mot bang khao sat vé 1ong tin ctia ngopoi st dung Internet voi cac hinh thire
quang céo trén mang Internet. Theo d6, 90% s ngopoi dojoc hoi tin tojdng vao
nhitng 161 gidi thi€u tir ban be thong qua mang Internet, trong dé 34% hoan toan tin
tojong, 56% tin tojong & mot mirc dd nao d6 va chi cd 9% khong tin tojong 1am, 1%

con lai hoan toan khong tin tojdng 17

16 International Data Corporation (2009),
http://www.idc.com/getdoc.jsp?containerld=prSG22084309, 11/03/2010.

17 Nielsen Wire (2009), Nielsen Global Online Consumers Survey,
http://blog.nielsen.com/nielsenwire/, 11/03/2010.
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Trong khi d6, marketing truyén thong x3 hoi véi cac cong cu chu yéu nho
mang xa hoi, mang chia sé, blog,... cho phép ngojo1 dung chia s¢ thong tin, tojong
tac voi nhau nén thojong mang lai hiéu qua truyén miéng manh mé. Pic diém vé
tinh ddi thoai da chiéu va tinh lay lan nhanh trong cong ddng cua marketing truyén
thong xa hoi dojoc trinh bay trong phan 1.2 ciia chojong I da phan nao thé hién diéu
nay. Chinh vi thé su tin tojong ctia ngooi tiéu dung vao hinh thirc marketing truyén

miéng 12 mot 1o thé tot dé phat trién marketing truyén thong xa hoi.

1.2.2. Nhu cdu két néi va chia sé thong tin trong cong dong

Trong x3 hoi ngay nay, nhu ciu két ndi va chia sé thong tin ciia con ngodi
dang ngdy cang ting cao. Cung v&i sy phat trién ctia khoa hoc cong nghé, nhu ciu
nay dojoc thoa mian mot phan 16n qua mang Internet, trong d6 c6 cac mang xa hoi,
mang chia sé dang rat phd bién ngdy nay. Vi nhitng cong cu nay, con ngojoi co thé
cap nhat théng tin c4 nhan cho ngoyoi khac biét bat ké thoi gian hay két ndi véi ban
bé ctia minh bat ké khoang cach dia 1y. Su ting trojong nhanh chong cta Facebook
hay Twitter 1a nhiing vi du minh ching r6 rang cho nhan dinh nay. Facebook hién
nay da c6 hon 400 tri€u ngojoi st dung 18, Twitter cting khong chiu thua kém véi
con sd ting trojong ngoan muc 1,382% trong nam 2009 1 Beén canh do, cac mang
chia sé ndi tiéng trén thé gidi ciing dang git hai dojoc rat nhiéu thanh cong. Hién
nay mdi ngdy c6 100 triéu video clip dojgc xem trén Youtube con téng sb birc anh
dojoc dang tai va chia sé trén Flickr da 1én tdi1 3,6 ti bilrc 20

Tom lai, nhu cau két ndi va chia sé thong tin clia con ngojdi ngdy cang ting
cao. Nhirng mang xa hoi hay cic cong dong truc tuyén khic ngay nay mang tinh
chat “that” hon do cac cudc ddi thoai va cac mdi quan hé trén nhitng trang web nay
da phan ciing bojdc ra tir cudc sdng that. Cac chuyén gia marketing hon ai hét phai
1a ngodi nhan biét va quan sat dojoc hién tojong nay dé co thé tin dung dojoc no

trong hoat dong marketing truyén thong xa hoi ctia doanh nghiép minh.

18 Facebook (2010), http://www.facebook.com/press/, 12/03/2010.

19 Nielsen, trich din boi Adam Ostrow (2009), Mashable , Twitter now growing at a staggering
1,382%., h i - /03/2010.
2YH¢i Marketing Viét Nam (2009), Tap chi marketing sé 60, Nha méy in Quan Di 2, trang 29.
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2. Thue trang hoat ddng marketing truyén thong xa hdi trén thé giéi

2.1. Panh gia chung vé hoat ddng marketing truyén thong xa hdi trén thé giéi

Ngay nay, marketing truyén théng xa hoi dang tré nén phd bién hon bao gio
hét. Cac doanh nghiép trén thé gidi, du quy mé 16n hay nho thi da sé déu da nhan
thirc dojoc tinh hiéu qua cua loai hinh marketing nay trong moi trojong kinh doanh

hién nay.

Biéu hién trojdc tién 1a ngan sach danh cho marketing truyén thong xa hoi
ctia cac doanh nghiép dang ting dan 1én theo thoi gian. Nam 2009 vira qua, Cuc
quang céo Internet (Internet Advertising Bureau — IAB) da tién hanh mot nghién ctru
vé truyén thong xa hoi trén ddi tojong 13 80 chuyén gia marketing dén tir cac tip
doan xuyén quéc gia trén thé gidi. Két qua nghién ctru cho thdy ngan sach danh cho
truyén thong xa hoi c6 thé ting 43% trong nam 2010. Pdng thoi khoang 1/3 ddi
tojong nghién ctru cho hay s& danh khoang 6 dén 20% ngan sach marketing ki thuat

s6 (digital marketing)ZI ctia doanh nghiép minh cho marketing truyén thong x4 hoi,

s0 voi con s6 14% nam 2009 2.

Mot biéu hién nita thé hién hoat dong marketing truyén thong xa hoi dang
ngay cang khoi sic trén thé giéi 1a sd lojong cac doanh nghiép tham gia cdc mang
x3 hoi, cac dién dan hay str dung cac cong cu khac cua marketing truyén thong xa
hoi nho; website mé Wiki, ing dung Widget, chudi cac tap thong tin ki thuat sb

Podcast,.... dang ting 1én trong thiy trong thoi gian qua. Ciing theo nghién ctru cia

IAB dojoc nhic dén & trén, 51% ddi tojong dojoc hoi cho biét doanh nghiép cua ho

co6 mat trén Twitter, 47% s& htru mot tai khoan Facebook.

Trong s cac doanh nghiép sir dung marketing truyén thong xa hoi hién nay

d3 c6 nhiéu trojong hop git hai dojoc thanh cong nhoy Starbucks, Ford, Dell,.... Day

21 Marketlng ki thuat sd (dzgztal marketing) 1a hinh thirc marketing str dung cac phojong tién dién ti
bao gém céc kénh phat thanh, truyén hinh, Internet va dién thoai

(http://en.wikipedia.org/wiki/Digital marketmg ) Rét nhiéu loai hinh marketing hién nay dojoc coi la mot
thanh phan nam trong ca marketing ki thuét s va marketing tryc tuyén. Trong d6 marketing truyén thong xa
hoi 1a mot vi du cu thé.

22 Utalk Marketing (2009), Social media marketing budgets set to lift in 2010, says IAB,

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://en.wikipedia.org/wiki/Digital_marketing
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

http://www.utalkmarketing.com/, 12/03/2010.

32

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://www.utalkmarketing.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong DH Ngoai Thojong

chu yéu déu 1a nhitng doanh nghiép quy mé 16n trén thi trojong véi tiém luc tai
chinh manh. T4t nhién ciing khong loai trir nhiéu doanh nghiép vira va nhé ¢ manh
dan bojdc vao va thanh cong trong san choi marketing truyén thong xa hoi. Ngoai
ra, viéc sit dung marketing truyén thong xa hoi ciing phd bién hon ca & cac nén kinh
té 16n nho; My va Chau Au trong khi tai cac quéc gia dang phat trién nhoy Viét Nam,

viéc str dung loai hinh marketing ndy con choja dojoc phat trién bang.

Bén canh d6, c6 mét thyuc té 1a khac véi nhitng doanh nghiép di tién phong
trong viéc st dung marketing truyén théng xa hoi, co khong it cac doanh nghiép
hién van con e ngai khi 1am quen véi loai hinh marketing nay. Nhiing e ngai nay chu
yéu van xuét phat tir nhojoc diém 1a tinh kho kiém so4t thong tin va do lojong hiéu
qua trong marketing truyén thong xa hoi, dem lai nhitng hoai nghi vé hiéu qua thuc
su. Mot s6 doanh nghi¢p con tur chdi st dung marketing truyén thong xa hdi vi cho

rang day chi 1a mot xu hojéng nhét thoi, khong c6 kha nang dem lai loi ich lau dai.

Toém lai, tuy c6 nhitng khac biét nhét dinh vé thuc trang hoat dong gilra cac
doanh nghiép va gitra cac khu vuc kinh té trén thé gi6i van c6 thé khing dinh rang
marketing truyén thong xa hoi 1a san choi méi, hira hen nhiéu co hoi hap din cho
céc doanh nghiép quy md vira va nho ciing nhoj cac doanh nghiép 16n trén thé gisi
hién nay.

2.2. Tim hiéu hoat ddng marketing truyén thong xi hi ciia mot s6 nhin hang
cu thé trén thé gi6i

2.2.1. Hoat dong marketing truyén thong xa hdi ciia hiing ca phé Starbucks
2.2.1.1. Giéi thiéu chung vé hing ca phé Starbucks

Hang ca phé Starbucks 1a mot hé thong céc cira hang va quan ca phé c6 tru
sO dat tai thanh phd Seattle, bang Washington, Hoa Ky. Hién nay Starbucks dang
nam gitt vi tri sé mot trong s cac chudi ctra hang va quan ca phé trén thé gidi véi
16,635 quan trén 49 qubc gia, bao gdm 11,068 quan & My, gan 1000 & Canada va
hon 800 tai Nhat Ban.

Cac san pham chinh cua hang la céac loai ca phé da pha ché san, d6 uong

khéc, thirc an nhanh va ca mot s6 vat pham nhoj ca, coc, vai,...
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Doanh thu ctia hang nam 2009 1a 9.77 ty USD véi thu nhap rong 1a 391 triéu

USD, tdng tai san 1a 5.58 ty USD va sé nhan vién hién nay 128,898 nhan vién 2.

Niam 2009 vira qua, Starbucks ding & vi tri 90 trong s6 100 thojong hiéu
manh nhat thé giéi theo bang danh gia ctia hing Interbrand 24,
2.2.1.2. Hoat dong marketing truyén thong xi hdi ciia hing ca phé Starbucks
a) Quan diém chung ciia hiing Starbucks vé viéc sir dung truyén thong xa

hoi trong hoat dong marketing ctia hang

Starbucks hién nay dojoc coi la mdt trong nhitng doanh nghiép thanh cong

nhit trong viéc sir dung marketing truyén thong xa hoi. Bi quyét thanh cong ciia
Starbucks trojdc tién nim & quan diém nhit quan va rd rang cua hing vé viéc sir
dung truyén théng xa hoi trong cac hoat dong marketing ctia minh. Starbucks luén
xac dinh muc dich ma ho mubn dat dojoc trojéce, sau do moi bat dau cac bojde di cu

thé khac trong cac chién dich marketing truyén thong xa hoi cia minh.

Cu thé, ba Alexandra Wheeler, quan 1y bo phan marketing tojong tac cia
Starbucks di timg phat biéu véi tap chi Brandweek : “Mot trong nhitng wu tién hang
ddu trong viéc sit dung truyén thong xa hdi ciia Starbucks la viéc hang phdi két néi
dirgc v6i khach hang théng qua nhitng phirong thirc hop Iy nhat. Trong cdc phiong
thire do, thi chia sé thong tin dwoc coi la mot lyva chon hoan hdo. Facebook va
Twitter cho phép hing dang tdi dwoc nhitng cdu chuyén thii vi dang sau qud trinh
san xudt ra moi tach ca phé ciia hdng va chia sé chiing véi mét lwong khdch hang
I6n hon nhiéu so véi cdc kénh truyén théng khac.” 25

Con 6ng Chris Bruzzo, ph6 giam dbc thojong hiéu va hoat dong online cia
Starbucks lai nhin manh : “Chiing t6i khéng xdy dwng mét trang Fan Page trén
Facebook, 16i kéo hang triéu nguwoi hdm mé dé réi tir dé chao moi ho mua hang ma
ngwoc lai, ching t6i xdy dung nén mét cong dong mang noi nhitng khéach hang

tham gia hdo hitc chia sé véi Starbucks nhitng suy nghf ciia ho vé san pham , thé

23 Wikipedia (2009), http://en.wikipedia.org/wiki/Starbucks, 15/03/2010.

24 Interbrand (2009), Best Global Brands 2009 rankings, http://www.interbrand.com/, 15/03/2010.
2 Elaine Wong (2009), Brand Week, Why Starbucks is the top brand on Facebook,
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hién mong muon duoc twong tdc, lién hé nhiéu hon voi cac hoat dong cua hang.”

Nhoy vdy, c¢6 thé thdy, Starbucks dd nim rd dojoc diém cét 15i trong
marketing truyén thong xa hoi 1a lam thé nao dé ting tinh tojong tac giita thojong
hiéu va khach hang théng qua viéc phat trién cac cudc ddi thoai xay dung trén céc

mg dung ctia cong nghé web 2.0. Pay 1a diém quyét dinh dem lai thanh cong trong

hoat dong marketing truyén thong xa hoi cila Starbucks.

b) Cic cong cu Starbucks sir dung trong hoat dong marketing truyén thong

xa hoi

Céc cong cu Starbucks str dung trong hoat dong marketing truyén thong xa

héi cua hang khé da dang. Cu thé nhoy sau :

¢ Mang xa hgi (Social Networking Sites)

Hién nay Starbucks xuét hién trén 3 mang xa héi 16n 1a Facebook, Twitter va

Myspace.

- MySpace : MySpace di timg 1a mang x4 hoi s6 mot tai My trojée khi bi

Facebook soan ngdi. Tuy khong dojoc pho bién nhoy trojdc kia song MySpace hién
van dang hoat dong, dic biét 1a tai My.

Starbucks c¢6 2 tai khoan trén MySpace, tuy nhién chi mot trong sé d6 1a
dang hoat dong. Tai khoan MySpace thir nhat thu hut hon gan 46,600 ngoyoi tham
gia (friends) song da gan nhoj ngimg hoat dong tir nam 2007 27 Tai khoan thtt hai
hién chi thu hut dojoc 1613 ngojoi tham gia song ndi dung thong tin phong pha va

giao dién dep >,

- Twitter : Hién c6 850,905 ngojoi “theo sau” Starbucks trén Twitter 2

Nhitng ngopoi nay Tiéng Anh goi 1a “follower”, hinh thirc nhoj “friends” trén
Facebook hay Myspace, 1a nhitng ngojoi thém Starbucks vao danh sach két ndi cua

ho trén Twitter dé nhan thong tin cdp nhat trén Twitter. Nhitng thong tin nay dojoc
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26 Emily Bryson York, Starbucks gets its business brewing again with social media, Advertising Age

(2010), hitp://adage.com/,
27 MySpace (2010), http://www.myspace.com/starbucks. 23/04/2010.

28 MySpace (2010), http://www.myspace.com/starbuckscoffeeco, 23/04/2010.
29 Twitter (2010), http://twitter.com/starbucks, 23/04/2010.
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goi 1a Tweet, toi da chi bao gdm 140 ki tu. Starbucks dung chirc ning Tweet - chtic

nang chinh ciia Twitter dé d6i thoai voi khach hang.

- Facebook : Trong sd cic mang xi hoi Starbucks tham gia thi Facebook

dojoc coi 1a thanh cong nhét. Hién tai trang Fan Page ctia Starbucks da thu hut dojoc

6,923,445 ngooi “thich” (like). Nhitng ngojoi nay trojoc day duoc goi la ngojoi ham mé
(fan) 30 Ngopoi hdm md (Fan) trén Facebook ciing giéng nhoj ngopdi theo sau
(follower) trén Twitter va ban be (friend) trén MySpace hay blog. Pay la nhiing ngojo1
két ndi véi doanh nghiép thong qua cic cong dong mang ndy dé tir d6 c6 thé nhanh
chong cap nhat thong tin vé doanh nghiép. Hién trang Fan Page ctia Starbucks co sb
lojong ngojoi “thich” hay lojong ngojoi hdm mo vojot qua ca Cocacola voi khoang hon
5,400,000 ngoo1 31 Facebook cho phép khach hang tojong tac véi Starbucks qua nhiéu
cach khic nhau nhoj nhan xét (comment), thé hién sy yéu thich (like) hay chia sé

(share) nhiing thong tin ma doanh nghiép cung cap.

e Mang chia sé (Sharing Websites)
- Youtube : Xuat hién trén mang chia sé video 16n nhat thé gi6i nay,
Starbucks tao cho minh mét kénh (channel) riéng, hinh thirc giéng nho] mot tai

khoan (account) trén Facebook hay Twitter. Hién tai trén kénh nay, Starbucks co

6,075 ngooi dang ki (subscriber) voi 4,830,835 tong lojot xem céac video Starbucks
da tai (total upload view) va 324,492 tong lojot xem kénh cua Starbucks trén
Youtube (channel views) 32 Céc video ma Starbucks da tai 1én Youtube c6 ndi dung
cht yéu vé ca phé néi chung va ca phé ciia Starbucks néi riéng ciing nhop mét s6

clip vé€ cac hoat dong xa hoi ciia hang.

- Flickr : Starbucks 1a mot trong nhitng thojong hiéu dem lai rat nhiéu ngudn
cam himg cho cac nhiép anh gia ca khong chuyén 1an chuyén nghiép trén mang chia
s¢ tranh anh Flickr. Trén Flickr hién c6 rit nhiéu cac nhém (group) lay tén
Starbucks va ddng tai cac birc anh cira hang hay san pham ctia hang. Tuy nhién hién

chi c6 mot nhém duy nhét dojgc Starbucks chinh thirc bao tro véi 3,640 thanh vién

30 Facebook (2010), http://www.facebook.com/Starbucks, 23/04/2010.
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31 Facebook (2010), http://www.facebook.com/cocacola, 23/04/2010.
32 Youtube (2010), http://www.youtube.com/user/starbucks?blend=1&0b=4,23/04/2010.
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va 4,157 bic anh 33, Nhitng btic anh nay trén Flickr da gop phan dem lai cho khach
hang co hoi kham pha nhiéu hon nira nhitng goéc nhin tha vi vé thojong hiéu
Starbucks.

e Dién dan (Forum)

Hién c6 khong it doanh nghiép trén thé gidi thanh lap mot hay nhiéu dién dan
dé lién két voi khach hang tuy nhién diém doc dao & dién dan cta Starbucks 1a muc
dich cua né. Dién dan My Starbucks Idea http://mystarbucksidea.force.com/ dojoc
thanh 14p nhim muc dich tao mot khéng gian truc tuyén cho cac khach hang cia
Starbucks chia sé cac ¥ tojong ctiia chinh ho nham nang cip chit lojong san pham va
dich vu cua hang. V& mat ki thuét, My Starbucks Idea dojoc xay dung véi cac tinh
ning dé ngoyoi dung c6 thé tojong tic voi nhau nhop nhin xét, binh chon va chim

diém cac y kién,....

Mic du con tdn tai mot s tranh cdi vé hiéu qua cua My Starbucks Idea
nhomg rd rang ddy 1a mot y tojdng sang tao va 1a mot nd luc dang ghi nhan cua
Starbucks thé hién mong mudn that su ling nghe va xiy dung mot nén tang quan hé
lau dai v6i khach hang. Cho dén ngay 23/04/2010 di co 89,380 ¥ kién tir hon
180,000 ngopoi dang ki tai khoan & My Starbucks Idea .Khoang 50 trong sb cac y

kién d6 da dojoc doja ra thyc hién tai cac hé théng cua hang cua Starbucks 34

Mot cong ddng truc tuyén khic ciing moi dojoc Starbucks thanh lap vao
thang 4 nim 2008 mang tén Starbucks V2V. Cong dong niy dojoc phdi hop xay
dung véi t6 chtrc tinh nguyén qudc té V2V (Volunteer to Volunteer). Nhin chung,
Starbucks V2V hoat dong nho; mot dién dan nham muc dich kéu goi cac khach hang
ctia Starbucks dong gop cac ¥ tojong nham xay dung mot xa hoi tét dep hon. Hién

Starbucks V2V ¢6 23,849 thanh vién va da thu hat dojoc 2,318 ¥ kién dong gop >°.
Chudi cac tap thong tin ki thuat s6 (Podcast)

Thang 9/2006 Starbucks doja ra loat Podcast 1a cac bai nd1 chuyén cua cac

chuyén gia hay tdm su cia nhiing ngojoi lam trong nganh ca phé tén goi 1a Coftee

33 Flickr (2010), http://www.flickr.com/groups/starbuckscoffeecompany/ , 23/04/2010.

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://mystarbucksidea.force.com/
http://www.flickr.com/groups/starbuckscoffeecompany/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

34 My Starbucks Idea (2010), http://mystarbucksidea.force.com/, 23/04/2010.
35 Starbucks V2V (2010), http://www.v2v.net/starbucks, 23/04/2010.
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Conversations. Loat Podcast nay dojgc doja ra giup cho cac khach hang cua

Starbucks c6 co hoi tim hiéu thém veé qua trinh san xuat ca phé ctua hang.

¢) Cac chién dich marketing truyén théng xi hgi tiéu bi¢u ciia Starbucks

Véi nhitng cong cu ké trén, Starbucks di tién hanh nhiéu chién dich
marketing truyén thong xa hoi cu thé va gat hai dojgc nhiéu thanh cong. Trong do,

ndi bat 1a 2 chién dich sau :

Free Pastry Day : Ngay 21/07/2009 toan bo hé théng ctia hang Starbucks
tai M tién hanh ting mién phi mot mén do an nhe (pastry) néu khach hang mua
mot d6 udng va dem theo “gidy moi” t6i su kién nay dojoc in ra tir trang web cia
Starbucks. Diém dang noi 1a Starbucks dd tin dung mot chirc ning rat co ban cua
Facebook 13 “tao su kién” (create an event) d¢ quang ba cho Free Pastry Day. Theo
d6, hang da cung cip thong tin chi tiét vé chojong trinh khuyén mai ndy trén trang
su kién 1ap ra trén Facebook. Nho do, rat nhiéu khach hang cua Starbucks da biét
dén su kién nay ma hing khong can tén cong sirc va tién bac cho cac to roi, banner
quang c4o. Thong ké dén ngay 21/07/2009 da c6 dén 600,000 ngodi xac nhan tham
gia trén Facebook. Cac ctra hang Starbucks hom d6 chat cting ngoyoi xép hang trén
tay cam gidy moi t6i Free Pastry Day dé 14y mon do dn nhe khuyén mai cho minh.
Dic biét, thong tin vé su kién ndy dojoc nhic dén va chia sé khong chi qua
Facebook ma con qua ca Twitter. Theo thong ké, trén Twitter hom do, lojong céac
cau Tweet c6 nhic dén Starbucks tang dot bién, ctr khoang 1% cau Tweet 1a c6 sy
xuét hién cta tir “Starbucks” tirc 13 16n hon ngay thojong gap 10 lan 3% Nhin chung,
trong chién dich, Facebook dd dojoc sir dung nho; mot kénh phan phdi thong tin
hiéu qua dén khach hang. Chién dich nay dojgc danh gia 1a mot trong nhimg chién
dich marketing truyén thong xa hoi don gian ma van dam bao dojgc thanh cong cua
Starbucks. Hinh 4 & trang bén 13 biéu dd théng ké dojoc vé lojong cau Tweet c6 lién
quan dén Starbucks trong vong 1 tuan trojdc sy kién. Co thé nhan thay su ting dot
bién lojong cau Tweet trong ngdy 21/07/2009 — ngay sy kién dién ra, nhoy da dé cap

dén ¢ trén.
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36 Adam Ostrow (2009), Starbucks Free Pastry Day : A Social Media Triple Shot,

Mashable, http://mashable.com/2009/07/21/starbucks-free-pastry-day/ , 18/03/2010.
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Hinh 4 : Biéu dé thé hi¢n lwong ciu Tweet cé lién quan tdi Starbucks tiv ngay

15/07/2009 dén 21/07/2009 5.

Cudc thi di tim poster ciia Starbucks : trong chién dich nay Starbucks

tién hanh dan poster cta chién dich quang cdo méi 1én cic cira hang Starbucks tai 6
thanh phd 16n ciia M§. Néu chi dung lai & mirc d6 nhoj vay thi ddy van chi 1a mot
hinh thtrc marketing truyén thong. Diém sang tao cua Starbucks 1a né thach thirc cac
khach hang cta minh 13 ngojoi dau tién chyup dojoc nhitng birc anh cac poster ndy va
dang tai ching 1én trang Twitter ctia ho. Giai thojong ctia cudc thi co thé khong 16n
nhojng no lai danh trang tam ly cua khéach hang, dac biét 1a gidi tré ngay nay : mong
mudn dojgc danh gia cao trong cong dong mang cua minh. Cr nhoj vay, nhiing
ngodi str dung Twitter truyén ba cho nhau va nhiét tinh tham gia vao cudc thi véi
v6 sd nhitng birc anh vé Starbucks. Hinh anh thojong hiéu dojoc ting 1én nhanh
chong trong khi tdp doan Starbucks lai khong ton qué nhiéu cong stc va chi phi. Tat
ca nhiing gi Starbucks phai lam 1a phat dong cudc thi, con viéc 161 kéo ngojoi tham

gia thudc vé chinh nhitng khach hang.

d) Panh gia hoat dong marketing truyén théng xi hdi ciia hing ca phé

Starbucks
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Hoat dong marketing truyén thong x3 hoi ctia Starbucks hién nay c6 nhiéu
ou diém va ca nhitng nhojoc diém cing song song ton tai. Cu thé, nhitng oju diém

trong hoat dong marketing truyén thong xa hoi ctia hang 13

Tht nhét, Starbucks da st dung hét strc linh hoat mét tap hop nhiéu cong cu
trong hoat dong marketing truyén thong xa hoi ciia minh. Vi dy, cdc cau cép nhat

thong tin (Tweef) trén Twitter ¢6 dic diém 1a rat ngan, gii han chi 40 ki tw nén da
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dojoc Starbucks dung dé doja ra cac thong bao ngian gon hay tra 10i moi thic méc
ctia khach hang, thoong 1a vé dich vy hay cac chojong trinh khuyén mai. Trong khi
d6, Facebook 13 mang x3 hoi tap hop nhiéu tinh ning hon di tré thanh noi cho cac
khach hang Starbucks chia sé moi cam nghi cia minh véi thojong hiéu dong thoi
cho phép Starbucks chia sé nhiéu hon vé&i khach hang thong qua cac dojong link,

video, tranh anbh,....

Thir hai, trén cac cong dong mang truc tuyén ma Starbucks tham gia hay tu
xdy dung, hang da thanh cong trong viéc xay dung mot “khéng gian online than
thién”. Trén d6, moi phan hdi ctua khach hang déu c6 mot doi ngii nhdn vién
Starbucks trd 161 nhanh chéng va tan tinh. Noi1 dung thong tin hang chia sé trén cac
cong déng mang ndy ciing dojoc xay dyng tha vi, nhiéu khi don gian, than thudc
nho] cudc noi chuyén thojong ngay, giy thién cdm vaoi khach hang. Ngoai ra, trén
cac cong ddong mang khic nhau ma Starbucks tham gia déu c6 dojong link dan toi
trang web chu cua cong ty hay cac mang khac, tao nén tinh tojong tac cao gitra
nhimg trang nay. Vi du ¢ trang Fan Page cta Starbucks trén Facebook c6 thé tim

thay link dan téi trang Twitter hay trang web chu clia cong ty.

Thir ba, cac chién dich marketing truyén thong x hoi cta Starbucks ciing da
tan dung dojoc nhiing kinh nghi€ém quy bau doanh nghiép thu dojgc trén moi trojong
mang vao thyuc té. Cu thé, dua vao nhimg thong tin thu thap dojoc tir phia khach
hang trén cac mang xa hoi, dién dan,... Starbucks da tién hanh cai tién san phém,
nang cao chat lojong dich vu ciing nhoj doja ra cac chién dich marketing cu thé trong
thuc té. Hay noi1 cach khac, Starbucks da gidt hai dojgc thanh cong véi marketing

truyén thong xa hoi trén ca mit “online” 1an “offline”.

Thu to), Starbucks da xay dung dojoc mdt doi ngii nhan lyc chuyén nghiép
phu trach hoat dong marketing truyén thong xa hoi cua hang. Vi dy, hién Starbucks
cO riéng mot doi lam viéc chi chuyén cap nhat thong tin va tra 101 khach hang trén
Twitter. Viéc chuyén mon hod cong viéc nhoy vdy giup Starbucks st dung dojoc

nhiéu cong cu truyen thong xa hoi cung mdt lac ma van dam bao dojoc hi¢u qua.

Tat nhién bén canh nhiing oju diém trén, hoat dong marketing truyén thong
xa hoi cua Starbucks cling con tdn tai mot sb nhojoc diém can khic phuc.
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My Starbucks Idea 1a mot vi du ndi bat. Pay 13 dién dan kéu goi cac y kién
dong gop nham cai tién, nang cao chat lojong san pham va dich vu cia Starbucks.
Song mot phan khong nho cac y kién cua khach hang trén trang nay 1a khong thé
thuc hién dojgc, trung 13p hay ti€u cuc hon ca 1a chi trich chinh Starbucks. Ngoai ra,
theo mot nghién ctru nim 2008 cia Forrester tién hanh trén ngojdi trojdng thanh sir
dung Internet tai My thi khi str dung mang, chi c6 21% trong s6 d6 c6 kha niang doja
ra cacy kién dong gop tich cuc, 37% hay chi trich va 25% thu dong. Diéu nay dat ra
cau hoi liéu cac ¥ kién Starbucks thu thap dojoc tir My Starbucks Idea c6 that sy dai

dién cho sb dong khach hang cua ho hay khéng 937

Ngoai ra mot sd cong cy truyén thong xa hoi khac dojoc Starbucks sir dung
cling choja that hiéu qua. Vi du podcast Coffee Conversation cua hang dojoc danh

gi4 13 ¢6 nodi dung choja hap dan.

Mic du con ton tai mot sbé diém yéu song Starbucks hién nay van dojoc danh
gia 1a ngooi khong 10 trong viéc 4p dung truyén théng xa hoi vao hoat dong
marketing ciia minh. Nam 2009 vira qua, trong bang xép hang cia hang
ENGAGEMENTdD, Starbucks da dat dojoc 127 diém, xép th 1 trong s6 100
thojong hi¢u manh nhat thé gidi trong viéc phét trién quan hé véi khach hang 38 Co
dojoc thanh cong ndy mot phan khong nho phai ké t6i cac nd luc marketing truyén

thong xa hdi cua Starbucks.

2.2.2. Hoat dong marketing truyén thong xi hdi ciia hang Nokia
2.2.2.1. Giéi thiéu chung vé hiang Nokia

Nokia 1a mot cong ty da qudc gia co tru sé tai Keilaniemi, Espoo, Phan Lan.
Nokia tip trung vao cac san pham vién thong khong ddy va cb dinh, voi hon
123,000 nhan vién 1am viéc & 120 qudc gia, ban san pham & hon 150 qudc gia trén
toan cau. Trong nim 2009, doanh thu cta hing dat 41 ty euro va loi nhudn 1a 1.2 ty.
Day 13 nha san xuat dién thoai di dong 16n nhit thé gidi hién nay véi thi phan toan

cau chiém khoang 40% trong nim 2009.

37 C Edward Brice (2009), Social Media Today, Has Online Social Media Failed
Starbucks?, http://www.socialmediatoday, 19/03/2010,
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3 ENGAGEMENTAdb (2009), Ranking the top 100 Global Brands, trang 23.
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Trong nhitng nim qua, Nokia luén dojoc bau chon vao danh sich nhiing
thojong hiéu 16n nhét thé giéi. Nam 2009, gia tri thojong hiéu ctia Nokia 1 34.9 ty
USD, dimg thr 5 trong bang xép hang toan cau cac thojong hiéu gia tri nhat cta tap
chi Newsweek (danh cho cac cong ty ngoai nojdc My) va xép hang thtr 85 vé doanh
thu trong danh sach Fortune Global 500 ciing trong nam 2009 39,
2.2.2.2. Hoat dong marketing truyén thong xa hoi ciia hiing Nokia
a) Quan diém chung ciia Nokia vé viéc sir dung truyén thong xi hoi trong

hoat dong marketing ctia hang

Tat ca nhitng khach hang biét dén Nokia c6 1& déu quen thudc vdi cau slogan
quang cao “Connecting people - Két ndi con ngojoi”. Pay dojoc coi 1a phojong chdm
hoat dong ctia hing tir bao 1au nay, thé hién cho tham vong ctia Nokia mong mudn két

ndi moi ca nhan bat ké khoang cach dia ly thong qua cac san pham ctia minh.

Marketing truyén thong xi hoi voi dic tinh d6i thoai da chiéu di cho phép Nokia
tiép can gan hon muc tiéu nay va dojgc coi 1a mot trong nhitng oju tién hing dau cua

hang hién nay.

Cu thé, trong bubi hoi thao Blogwell (Hoi thao quy tu nhitng nha quan 1y cp
cao tir cic cong ty 16n trén thé gidi dén chia sé kinh nghiém trong viéc sir dung
truyén thong xa hoi) tai New York vao cudi thang 4 nim 2009 vira qua, ba Molly
Schonthal, dai dién truyén thong xa hoi cuia Nokia khu vuc Bic My da thé hién rd
quan diém vé viéc st dung truyén thong x3 hoi trong hoat dong marketing ciing nhay
mot sd hoat dong khac cua hing. Theo d6, thong qua truyén thong x3d hoi, Nokia
khuyén khich khach hang tham gia vao cic cudc ddi thoai do hing khéi xojong dua
trén cac tiéu chi “coi mo, chan thuc va ton trong 1an nhau” (openly, honestly and
with respect). Thong qua cac cudc ddi thoai nay, Nokia mong mudn dojoc ling nghe
khach hang chia sé moi suy nghi vé san pham cua hang : diéu gi ho hai long ? Piéu
gi ho choja hai long ? Va hing c6 thé lam gi dé cai tién cac san phim nay dép ung
dung nhu cau cua khach hang ? Ba Schonthal dic biét nhdn manh dén khia canh,
cac doanh nghiép 16n néi chung va Nokia noi riéng phai biét tan dung nhiing théng

tin quy gi4 thu dojoc tir khach hang thong qua truyén thong xa hoi dé doja ra va thyc
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39 Wikipedia (2010), hitp://en.wikipedia.org/wiki/Nokia, 19/03/2010.
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hién dojgc nhimg hanh dong cu thé trong thuc té chir khong chi ding lai ¢ muc ling

nghe va phan hoi thong thojong 40

Quan diém trén cua Nokia di thé hién ding ban chat cua viéc sir dung truyén
thong xa hoi trong marketing. Chinh vi thé ma hoat dong marketing truyén théng xa

hoi ctia hing cho dén nay d3 git hai dojoc nhitng thanh cong dang ké.
b) Céc cong cu Nokia sir dung trong hoat dong marketing truyén thong xa hoi

La mot thojong hi€u 16n c6 tiém lyc tai chinh manh déng thoi lai hoat dong

trong linh vuc cong nghé thong tin, Nokia c6 nhiéu thuan loi trong viéc sir dung cac
cong cu truyén thong xa hoi. Nhin chung, cac cong cu Nokia st dung trong hoat
dong marketing truyén thong xa hoi cua minh 16n vé sé lojong va da dang vé thé

loai. Cu thé nho sau :
Mang xa hgi (Social Networking Sites)

Gidng nho da s6 cac doanh nghiép khac hién nay, cong cu hang dau ma
Nokia sir dung cho hoat dong marketing truyén thong xi hoi cua minh 13 cic mang
xa hoi. Piém dang loju y o ddy 1a s6 lojong céc tai khoan ma Nokia s& hiru trén cac
mang ndy. Thong thojong mot doanh nghiép chi c6 1 dén 2 tai khoan chinh trén
Facebook, Twitter hay céc trang web truyén thong xa hoi khac. Song trong trojong
hop cua Nokia, cac tai khoan nay dojoc lap dojéi tén ca cac dong san pham, céc
phan mém tng dung khic nhau ma hing ndy san xuat nén mat do xuét hién cia
Nokia trén cac mang x4 hoi nay rat day dic. Hién nay, Nokia chinh thirc s& hitu t6i
61 tai khoan Twitter, 58 tai khoan, gdm cac trang Fan Page hay nhom (group) trén
Facebook *!. Con sé nay con choja ké dén nhiing tai khoan do cac khach hang cua
Nokia ty nguyén 1ap ra cho hang. Nhirng tai khodn nay thojong khong dojoc su bao
trg ctia Nokia tuy nhién lai thé hién long trung thanh va yéu mén san phim ma
khach hang danh cho hang. Hién nay trén Facebook c6 t&é1 hon 1000 trang Fan Page
hay nhom (group) khong chinh thirc ciia Nokia do cac di tojong khach hang trén

A 42
lapra .
40 Mary Ellen Slayter (2009), SmartBlog on Social Media, BlogWell preview: Nokia’s Molly
Schonthal, http://smartbl m/socialmedia/2 4/24/bl 1l-preview-nokias-molly-schonthal/,
19/03/2010.
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41 Delicious (2010), http://delicious.com/nokiaofficial, 23/04/2010.
42 Facebook (2010), http:/www.facebook.com/,23/04/2010.

43

Tham khéo mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://delicious.com/nokiaofficial
http://www.facebook.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong PH Ngoai Thojong

Viée sir dung cong cu ndy cua Nokia trong marketing truyén thong xi hoi
nhin chung khong khac nhiéu so voi cac doanh nghiép khac. Nokia tin dung céac
chtic ning cta nhitng mang xa hoi nay dé ling nghe va ddi thoai véi khach hang,
gidi thidu ciing nho] hojdng dan khach hang str dung cac pham, dich vu ctia minh.
Mot sd ung dung tro choi ciing dojoc Nokia bo sung vao trang Fan Page ctia minh
trén Facebook nham thu hat sy tham gia tojong tac ctia khach hang véi thojong hiéu.
Khach hang nao tham gia choi va chién thing c6 co hoi tring cac giai thojong 1a

nhirng san phim cong nghé co gi tri cao cua Nokia.
Mang chia sé (Sharing Websites)

Hién tai Nokia xudt hién tai mot trong nhitng mang chia sé phé) bién nhat
hién nay : mang chia sé video Youtube. V&i 18 kénh (channel) tirc 18 tai khoan
dojoc lap ra, Youtube l1a website 1y tojong cho Nokia dang tai cac video gioi thi¢u
cac san pham cong nghé von rat dojgc yéu thich ctia minh. Trong sé 18 kénh nay thi

kénh www.youtube.com/nokia va www.youtube.com/nokiaconversations thu hut

dojoc nhiéu lojot xem (gom Total Upload Views va Channel Views) cling nhoy lojong

ngojoi dang ki (subscribers) nhat. Luot xem kénh www.youtube.com/nokia dén cudi

thang 3 nam 2010 1a hon 6 tricu lojot 43 trong khi con sb nay cua

www.youtube.com/nokiaconversations 1én t61 hon 29 tri€u lojot i

Blog

Blog 14 cong cu yéu thich cua Nokia trong hoat dong marketing truyén thong
x4 hoi cua hang. Hién Nokia dang xay dung va quan 1y 23 blog khac nhau, moi mot
blog lai phuc vu cho m¢t muc dich riéng. Vi du : Messaging Blog la blog danh riéng
cho céc bai viét vé dich vu Nokia Messaging, Blog Ovi lai gi6i thiéu nhimg bai viét
vé cac ung dung hay cho nhiing chiéc dién thoai cai dat dich vu Ovi caa Nokia. bay
la nhitng tmg dung da dojgc chinh cac nhén vién Nokia dung thir va trdi nghiém sau
d6 st dung cong cu blog dé chia sé ciing nhoj thao luan véi khach hang vé nhimg

ung dung nay.

43 Youtube (2010), http://www.youtube.com/nokia, 23/04/2010.
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44 Youtube (2010), hitp://www.youtube.com/nokiaconversations , 23/04/2010.
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Nhin chung, ndi dung céc blog ciia Nokia déu do mot nhdm ngojoi phat trién,
khach hang c6 thé vao doc, binh luan hodc chia sé bai viét blog ma ho tdm dic trén
cong déng mang ho tham gia nhoj Facebook, Twitter,... Trén cac blog nay, Nokia
déu xay dung céac lién két dén cac trang web truyén thong xa hoi khac khién viéc
chia sé thong tin ctia ngojoi doc tré nén dé dang va thuén tién hon, thong tin ciing vi
thé ma dojoc lan tod véi tbc do nhanh hon va tan suat cao hon trong cong dong

mang.

Mot sb blog thanh cong nhét hién nay ctua Nokia 1a Nokia Conversations,

Nokia Blogs, Blog Ovi, Forum Nokia Blogs,...
Mang danh déu va loju trir dojong link (Social Bookmarking Sites)

Nokia hién nay cling s& hitu moét tai khoan Delicious. Trén trang web nay,
Nokia da tap hop va cung cap cac dojong link ctia hing cho ngopoi tim kiém. Mot
phan 16n trong sb cac dojong link nay lai din dén nhitng mang xa hdi, mang chia sé
hay cong dong truc tuyén khac tao nén tinh lién két cao giita cic trang web truyén

thong xa ho1 ma Nokia tham gia .
Dién dan (Forum)

Dién dan 16n nhét hién nay ma Nokia dang sir dung dé dbi thoai voi khach

hang 14 Forum Nokia www.forum.nokia.com Pay la dién dan dojoc Nokia xay dung

ki cong v6i nhiéu ndi dung va tinh ning phong phu.

Bén canh d6, Nokia cling xay dung trang www.ideasproject.com - mdt cong

ddng truc tuyén noi cac thanh vién c6 thé chia sé nhitng ¥ tojong 16n cta minh vé
tojong lai cong nghé thong tin. Y tojong vé Ideas Project ctia Nokia kha tojong dong
véi Ideastorm cia DELL va My Starbucks Ideas cua Starbucks. Tuy khong méi la
song Ideas Project ghi nhan mot nd luc ctia Nokia trong viéc tao dung mbi quan hé
khach hang thong qua cic cudc di thoai trong truyén thong xa hoi. Véi Ideas
Project, Nokia di dem dén cho khach hang 4n tojong vé mét thojong hiéu di dau

trong linh vuc céng nghé song van khong nging tim toi va sang tao dé phuc vu tdt
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hon nhu ciu cua con ngooi. Hién tai Ideas Project thu hit dojoc 281 thanh vién

tham gia »,

Chudi cac tap thong tin ki thuit s6 (Podcast) & (mg dung Widget

Pay ciing 1a hai cong cu dojoc Nokia st dung trong hoat dong marketing
truyén thong x3 hoi ctia minh. Nhin chung ciing nhop cic doanh nghiép khac,
podcast & widget khong dojoc Nokia sir dung nhiéu ma chi sir dung dé hd trg thém
cho céc cong cu khéc. Dojéi ddy 1a hinh &nh mot trong nhitng trng dung Widget cua
Nokia cho phép khach hang c6 thé diang nhap vao Twitter hay chia s¢ chinh tng
dung Widget ndy cho ban bé cia minh.

Sign in

Fomot your password 7 BT
Fomgot your ussmama’?

' :ﬂSth what you @ to do |
“ with your Nokia phone.

[I % to socialize with my friends. bl

View Apps

Share This Widget | »

oVl

Bl 1. - - - . g
NOKId pnone some

Hinh 5 : Hinh danh mt irng dung Widget cua Nokia 4
¢) Cac chién dich marketing truyén thong xi hdi tiéu biéu ciia Nokia

Hién tai, da c6 rat nhiéu chién dich marketing ciia Nokia st dung truyén

thong x4 hoi. Tiéu biéu trong sd d6 14 chién dich marketing cho chiéc dién thoai
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45 Ideas Project (2010), http.//www.ideasproject.com/, 23/04/2010.
46 Nokia Conversations (2010), http://conversations.nokia.com/, 20/03/2010.
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Nokia N95 niam trong dong san pham dién thoai thong minh cua Nokia dojoc tich

hop nhiéu tinh nang oju viét. Cu thé chién dich nay di dién ra nhoj sau:

Trong giai doan dau, thong qua dién dan www.forum.nokia.com, Nokia co

ging tojong tac véi khach hang nham ling nghe nhitng mong mudn, ki vong cua ho
danh cho mot dong dién thoai méi trong tojong lai. DAy 1a ngudn thong tin vo clng
quy gia doi v6i Nokia. Pac biét, ban than khach hang ciing c6 thé tim thay nhiing
thong tin vé qua trinh nghién ctru va phat trién san pham thong qua 2 trang blog cia

Nokia. D6 1a : www.myphonerocks.com va www.thenokiablog.com.

Sau khi chiéc dién thoai N95 chinh thirc ra mét, mot chién dich “viral” khac
lai dojgc cac chuyén gia marketing cua Nokia thyc hién thong qua céc cong cu
truyén thong xi hoi mang tén “Jealousy Computer”. Chién dich bat dau tir viéc
Nokia tung ra cic thong tin vé nhitng vu viéc con ngodi bi may tinh tdn cong.

Thong tin ndy rd rang mang tinh hoy ciu song lai danh vao tam 1y to mo ndi chung

cua con ngojoi. Nokia da xay dung mot trang  web
http://www.jealouscomputers.com chi chuyén cung cap cac thong tin vé vu viéc_nay.
Thong qua trang web ndy, nhimg khach hang quan tim va td mo s& biét dojoc
nguyén nhan cho nhitng vy may tinh tan céng ngojoi ndy la do chil nhan ciia nhiing
may tinh ndy ciing dong thoi s¢ hitu 1 chiée dién thoai N95 vai nhiéu tinh ning siéu
viét. Piéu nay khién nhitng chiéc mdy tinh PC hay laptop khac phai “ghen tic” va

“tan cong” chinh chi nhan ctia minh. Mot ¥ tojong marketing kha doc ddo va tha vi.

Ung dung truyén thong xi hoi trong chién dich ndy nim & viéc trang web
http://www.jealouscomputers.com tién hanh dang tai nhiéu video clip vé viéc may
tinh tin céng ngoyoi dojoc dung hop cdu, cho phép ngojoi ding cé thé chia sé trén
blog ctia minh. Nhiing clip nay ciing dojoc doja 1én Youtube nhiam ting thém d¢ lan
truyén cho chién dich. Viéc str dung cac video clip v6i ndi dung hap din, thu vi va
tién hanh lan truyén trong mdi trojong mang hién dang kha pho bién trong hoat

dong marketing truyén thong xa hoi.
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Bén canh d6, Nokia tiép tuc tan dung cdc coéng cu truyén thong xi hoi phd
bién khac nhoy Facebook, Twitter nhdm quang ba cho san pham N95 ctia minh, thu
hut dojoc su chu y cuia khach hang.
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Khong dung lai ¢ do, Nokia con su dung Paul Whitaker, mot chuyén gia vé
Nokia dé gian tiép quang ba cho N95 thong qua cac trang web truyén thong xa hoi.
Nhan vat nay da lién tuc xuét hién trén Youtube, Flickr - nhitng mang chia s¢ 16n c6
nhiéu thanh vién tham gia va trén cac trang blog dé viét va ké vé chuyén di quanh
nojdc My ciia ong véi cac bic anh hay doan phim ngan déu dojoc chup hay quay tir
chiéc dién thoai Nokia N95. Nhiing hoat dong nay da thu hit dojoc it nhiéu sy chi y
ctia dop luan noi chung va nhitng ngojdi quan tim t&i san pham N95 néi riéng trén

cac cong dong mang nay.

Nhoy vy, c6 thé thiy chién dich marketing truyén théng xa hoi ciia Nokia
cho san ph'?lm dién thoai Nokia N95 1a mot chién dich déng bo tir khi san phém
choja ra doi cho dén khi san phdm c6 mit trén thi trojong. Chién dich nay da sir
dung két hop nhiéu céng cu marketing truyén thong xa hoi nhop dién dan, blog,
mang x4 hoi, mang chia sé song song véi mot sb ¥ tojong marketing kha doc dao (y
tojong Jealousy Computer) va di dong gop mot phan khong nho cho su thanh cong
cua Nokia N95.

d) Panh gia hoat ddng marketing truyén thong xi hdi ciia hing Nokia

Nokia hién nay dojgc coi 1a mot trong nhiing thojong hiéu 16n trén thé gi6i da
stt dung tt marketing truyén thong x3 hoi. Viéc hiéu rd ban chit cua loai hinh
marketing nay da dem lai nhiéu thanh cong cho Nokia trong thyc té hoat dong

marketing ctia hing. Cuy thé :

Céc cong cu truyén thong xa hoi Nokia str dung vira 16n vé sd lojong vira da
dang vé thé loai cho phép hing c6 thé tiép can voi nhiéu dbi tojong khach hang khac
nhau trén nhiéu trang web truyén théng xa hoi cing mot lic. Nhoy da dé cap dén ¢
trén, Nokia hién s¢ hiru mot lojgng 16n cac tai khoan khac nhau trén cac mang xa
hoi, mang chia sé ciing nhoj xdy dung rit nhiéu blog va dién dan. M6t sé cong cu it
phd bién hon nhoy chudi cac tap thong tin ki thuat sé (Podcast) va tmg dung Widget

cling dojoc Nokia sur dung hiéu qua.

Bén canh nhiing oju diém dat dojoc, hoat dong marketing truyén thong xa hoi
ciia Nokia van con cé nhiing nhojge diém can khic phuc. Viéc s¢ hitu nhidu tai

khoan trén cic mang x3 hoi, mang chia sé va xay dung nhiéu blog va dién dan cing
Tham khao mién phi cac tai li€éu khac tai luanvantot.com
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mot lic vua 1a mot opu diém vira 1a mot nhojoc diém trong hoat dong marketing
truyén théng xa hoi ctia Nokia. Ly do 12 dau top nhiéu vao sb lojong tat yéu dan dén
su yéu kém vé chat lojong. Bén canh nhiing nhimg tai khoan trén Facebook, Twitter
hay blog, dién dan ctua Nokia hoat dong thanh cong van con tén tai mot sb trang
web loai nay hoat dong kém hi¢u qud, khong thu hat dojgc su tham gia cua khach

hang, gy lang phi thoi gian, tién bac cling nhoj nhan lyc van hanh va quén ly.

3. Thue trang hoat ddng marketing truyén thong xa hdi tai Viét Nam

3.1. Mt s6 danh gia chung vé kha niing ap dung marketing truyén thong xa

hoi tai Viét Nam

Viéc tién hanh danh gia chung vé kha ning 4p dung marketing truyén thong
xa hoi tai Viét Nam dojoc thuc hién dya vao thong tin tim kiém dojoc tur cac nguén
tai liéu khac nhau két hop vé6i két qua diéu tra khao sat thuc té. Ban khao sat tinh
hinh st dung cac cong dong mang truc tuyén va mot sd cong cu truyén thong xa hoi
khac tai Viét Nam dojoc thuc hién tir ngdy 5 dén ngay 18 thang 4 nam 2010 trén dia
ban thanh phd Ha Noi. Di tojong diéu tra 1a cac hoc sinh, sinh vién va can b, vién
chtic ¢6 do tudi dogéi 35. Tong sé mau diéu tra 13 100 ngojoi. Két qua ciia ban diéu

tra dojoc trinh bay cu thé trong phan phu luc ciia khod luan nay.

3.1.1. Nhirng diéu kién thuén loi

3.1.1.1. Nhu céu sir dung Internet va tham gia cic cong dong mang truc tuyén

ctia ngoyoi dén ting cao trong thoi gian gan day

Trong mot vai ndm trd lai day, chét lojong doi sdng ctia ngoydi dan Viét Nam
ngdy cang ting cao. Ngojoi dan c6 co hoi tiép xtic nhiéu hon véi cac xu thé phat
trién méi trén thé gidi, 1am nay sinh thém nhiéu nhu cau da dang, trong d6 c6 nhu
cau st dung Internet va tham gia cac cong dong mang truc tuyén nho; mang x3 hoi,
mang chia sé. Theo sé liéu théng ké ctia Trung tdm Internet Viét Nam (VNNIC)
thugc Bo Thong tin & Truyén thong, tinh dén thang 2/2010 & Viét Nam c6 khoang
hon 23 triéu ngopoi str dung Internet, chiém khoang 27.18% dan s6. So véi cung ki

nam 2008, con sb nay di ting khoang 4 triéu ngojoi va véi nam 2009 1a tang khoang
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2 tri€u ngo)o1 Y7 Biéu dd dojoi day da thé hién 16 xu hoyéng ting déu din qua cac

nam cua ty 1€ % s6 dan st dung Internet tai Viét Nam tir nam 2003 dén nam 2009.

Ty lé s6 dan st dung Intern i Viet Nam tir ndm 2 én nam
2009
30 26,55
25 24,4
21,05
20 17,67
15 12,9 Ty |& s dan
|
st? dung Internet (%)
10 7,69
5 3,8
Tl I
I T T T T T T
Nam Nam Nam Nam Nam Nam Nam
2003 2004 2005 2006 2007 2008 2009

Hinh 6 : Biéu do thé hién ty Ié so dén siv dung Internet tai Viét Nam
tir niim 2003 dén nim 2009 *,

Nhoj vy c6 thé thdy rd nhu cau sir dung Internet ngay cang ting cao tai Viét
Nam. Cung vé6i thuc té d6 13 sy bung nd cua hién tojong tham gia cac cong dong
truc tuyén, dac biét la cac mang xa hdi hay mang chia sé cua ngojoi1 dan. Hién tai
Viét Nam da ghi nhan sy c6 mdt cua nhiéu mang xa hdi “ngoai”, dién hinh 1a
Facebook, Twitter. Bén canh do cling xuét hién cac mang xa hoi “thuan Viét” nhoj
Zing Me, Yume, Caravat.com, Cyvee.com, Truongton.net,... cho dén cac mang chia
sé nhoy Clip.vn (chia sé video), Anhso.net, I-Pro (chia sé anh),... mang danh dau va

loju trit dojong link nhoj Linkhay.vn, Tag.vn,.... cac dién dan nhoj Trai Tim

Viét Nam, Hihi Hehe,... thé gidi ao nhoj Cyworld, YouSecond,.... Vi nhiéu lya
chon dit ra nhoj vdy, viéc tham gia mot cong dong mang truc tuyén di khong con
qua xa la voi nhiéu ngojoi dan Viét Nam nira. Theo két qua thu dojoc tir cude khao

sat thyc té néu trén, c6 tdi 87% s6 ngojodi dojoc hoi cho biét hién tai ho ¢6 tham gia
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47 Trung tam Internet Viét Nam (2010), http:/www.vnnic.vn/, 25/03/2010.

48 Bo Théng tin va Truyén thong (2009), http:/mic.gov.vn/, 25/03/2010.
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cac cong ddng mang truc tuyén. Tan sudt sir dung ciing khd cao.Cu thé, trong sb
nhing ngojoi tham gia cac mang truc tuyén néu trén thi co t6i 51% ding nhap vao
c4c mang nay hang ngdy va 37% dang nhap tir 3-5 lan/tudn. Dong thoi, thang 3 nam
2010 vira qua, cong ty nghién ctru thi trojong Cimigo Viét Nam d3 cong bd mot ban
bao cdo rat cong phu vé tinh hinh st dung va phat trién Internet tai Viét Nam. D6i
tojong diéu tra 13 2940 ngojoi str dung Internet dén tir 6 thanh phd ciia Viét Nam.
Theo d6, mot lojong khong nho trong s6 nay cho biét ho c6 tham gia cac hoat dong
trén cac trang web truyén thong xa hoi. Cu thé 46% cho biét ho da ting ghé tham
cac dién dan. Con s nay 1a 40% vé6i blog va 39% v&i mang xa hoi ».

Tom lai, nhu cau st dung Internet va tham gia cac cong dong truc tuyén nhoy
mang xa hdi, mang chia sé tang cao ¢ Viét Nam la yéu td vo cung thuan loi cho
marketing truyén thong xa hoi phat trién. Cac doanh nghiép trong va ngoai nojdc
hoat dong tai Viét Nam can phai nim dojoc loi thé nay nham tan dung tét cac cong
cu truyén thong xa hoi khic nhau trong hoat dong marketing ctia doanh nghiép

minh.

3.1.1.2. Viét Nam la dit nojéc c6 dan so tojong ddi tré so véi thé gidi

Trong thoi gian gﬁn day, da xuat hién mot sé nhan dinh cho rﬁng dan sb Viét
Nam dang gia dan di. Tuy nhién, so vdi cac quéc gia khéc trén thé gidi, dac bi¢t la
nhimng qudc gia phat trién nho; Nhat Ban hay cac nojdc Tay Au thi Viét Nam van 1a
mot qudc gia co dan sé tojong dbi tré. Nhin chung, dan s tré dojoc coi la didu kién
thuan loi dé phat trién marketing truyén thong xa hoi vi gi6i tré thojong c6 kha ning
thich ing nhanh véi cong nghé, c6 nhu cau giao tiép va két ndi cao ciing nhoy dé
dang tiép thu nhiing xu thé méi trén thé gisi. Cac s6 liéu thu nhan dojoc tir bao cdo
noi trén cua cong ty Cimigo Viét Nam ciing thé hién rd nhan dinh nay. Bao cdo da
khang dinh blog va mang xi hoi 1a hoat dong danh cho gidi tré. Cu thé, mot s6
lojong 16n ngoyoi sir dung Internet & do tudi dojdi 25 da timg viéng tham blog, dién
dan hay mang xa hoi, ty 1& sir dung 1a 50%, cao hon so véi tit ca cac nhom tudi 16n

hon. Su khac biét 16n nhit c6 thé nhin thfiy gilta cdc nhom tudi khac nhau 1a muac do

49C()ng ty Cimigo Viét Nam (2010), Bdo cdo NetCtizens Viét Nam — Tinh hinh sir dung va toc dé phat trién
Internet tgi Viét Nam, trang 17.
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dong gop tich cuc vé ndi dung trén Internet : sé lojong ngoyoi str dung dojéi 25 tudi
dang bai 1én blog va dién dan cao gap khoang 3 1an so v6i ngojoi st dung ¢ do tudi

tir 25 — 65 0.

C6 thé noi, sd lojgng ngojoi tré tudi nay & Viét Nam 1a déi tojong tiém ning
dé cac chuyén gia marketing nham téi trong cac chién dich marketing truyén thong
xa hoi cua minh.

3.1.2. Nhitng diéu kién khong thuin lgi
3.1.2.1. Tr& ngai phap 1y van con ton tai

Hé thong phap 1y tir 1au da ludn 1a mot trd ngai trong nhiéu hoat dong kinh té
x4 hoi tai Viét Nam. Truyén théng xa hoi néi chung va marketing truyén thong xa
hoi néi riéng 13 nhitng van dé con rat méi mé, khong chi v6i Viét Nam ma ngay ca
trén thé gi¢i. Chinh vi thé ma nhitng tré ngai dén tir mot hé thong phap 1y choja
hoan chinh va déng bo 1a mot didu kho tranh khoi. Pac biét, ban than truyén thong
xa hoi va marketing truyén thong xa hoi lai mang nhiéu dic diém nhay cam nén néu
doanh nghiép néi riéng va ngojoi dung nodi chung khong biét cach sir dung c6 thé
gip phai nhimg su c6 dang tiéc. Vi du, thong tin trong hoat dong truyén thong xa
hoi thojong kho kiém soat, mang tinh chat da ngudn tin va nghiép doj nhopng lai c6
sttc lan toa nhanh chong trong cong ddng mang. Vay xét vé khia canh phép luat,
doanh nghiép s& phai xir 1y ra sao néu xuét hién nhitng tin ddn that thiét vé minh
trong cac cong dong mang ? Loi giai cho cdu héi nay ¢ Viét Nam hién van con
choja 16 rang khién cho nhiéu doanh nghiép con than trong trong viéc sir dung

truyén thong x3 hoi trong hoat dong marketing ctia minh.

Ngoai ra, viéc cac mang xa hoi phat trién nd 10 tai Viét Nam trong thoi ki
vira qua da bi mot sd phan tir xau loi dung, doja 1én nhimng thong tin nhay cam vé
chinh tri - xa hoi. Vao thang 11 ndm 2009, mang Facebook da bi chan & Viét Nam.
Cho dén nay, viéc truy cdp vao mang xi hoi 16n nhat thé gisi nay da bit dau tro lai

binh thojong. Nguyén nhan cho hién tojgng Facebook bi chan khong dojoc doja ra rd

39 Cong ty Cimigo Vit Nam (2010), Bdo cdo NetCtizens Viét Nam — Tinh hinh sir dung va toc dé phat trién

Internet tgi Viét Nam, trang 23.
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rang va khong biét co lién quan dén 1y do chinh tri néu ra ¢ trén hay khong. Song
mot hé qua tat yéu xuét hién 12 n6 di gay ra tim 1y e dé cho ngojoi sir dung, trong

d6 c6 ddi tojong cac doanh nghiép.

3.1.2.2. Hé théng co sé ha ting va cong nghé thong tin choja dong bd va hién

dai

Mic du nhu cau sir dung Internet & Viét Nam dang ngay cang ting cao nho
da phan tich & trén song co s ha ting va cong nghé thong tin cta Viét Nam van con
yéu kém, nhat 14 khi so v&i thé gi6i va choja dap ung dy di nhu cau ciia ngojoi dan.
Trong ndm 2008, ty 1& sé dan st dung Internet & Viét Nam 13 22.47% cao hon mirc
trung binh tai Chau A (17.26%) va trén thé giéi (21.88%). Tuy nhién néu so vi mot
) nojéc trong khu vuc thi Viét Nam van con thua kém nhiéu. Cu thé, & Brunei ty 1€

nay la 55.64%, & Malaysia 1a 62.57% va Singapore 1a 72.94% o,

Ngoai ra hé thong co sé ha ting va cong nghé thong tin nay con khong dong
bo gitra mién xudi va mién ndi, ndng thon va thanh thi giy khé khin cho cac doanh
nghiép khi mudn tién hanh hoat dong marketing truyén théng xi hoi nhiam dén
nhiéu d6i tojong. Tai nhiéu khu virc viing sdu ving xa & nojde ta, ngay cé viéc tiép
can v6i mot chiée tivi con kho, choja ké dén viée sir dung may tinh. Pang lo hon khi
cac em nho & cac thanh phd 16n nho; Ha Noi, TP H6 Chi Minh c6 co héi tiép xiic
v6i cong nghé thong tin tir rat sém thi rt nhiéu em nhoé & cac ving qué xa lai khong

c6 dojoc co hoi nay, gay ra sy chénh 1éch trinh d§ 16mn vé sau.

3.2. Thuc trang hoat dong marketing truyén thong xa hoi tai Viét Nam

3.2.1. Thue trang hoat dong marketing truyén théng xa hdi néi chung ciia cac

doanh nghiép tai Viét Nam

So v&i thé gidi, hoat dong marketing truyén thong xa hdi ciia cac doanh
nghiép ¢ Viét Nam méi & giai doan chp chiing bat dau. Nguyén nhan chu yéu 1a do
mic du nhu cau sir dung cac cong cu truyén thong xa hoi néi chung va mang xa hoi
noi riéng tang cao song da so nhing khai niém nay van con rat méi mé ¢ Viét Nam

néu so sanh vai thé gidi. HE qua tat yéu la vi¢e sir dung marketing truyén thong xa
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51 Trung tdm Internet Viét Nam (2010), http:/www.vnnic.vn/, 25/03/2010.
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héi ciing theo d6 ma choja dojgc phd bién. Trong nim 2009 quang céo truc tuyén tai
Viét Nam chi chiém khoang 0,4% tong ngan sach quang cao 32 Con s6 0.4% nho bé
nay lai tiép tuc dojgc chia ra cho cac hinh thirc quang cao truc tuyén khac, dong
nghia vé6i viée sb tién doanh nghiép chi cho mét kénh quang cdo méi mé trén céc

mang x hoi nhoj Facebook con khiém t6n hon nita.

Hién nhimg doanh nghiép di va dang str dung marketing truyén thong xa hoi
tai Viét Nam thudc nhiéu ddi tojong da dang : tir nhimg doanh nghiép 16n trong va
ngoai nojéc cho dén cac doanh nghiép vira va nho. Nhic dén cac doanh nghiép 16n
co thé ké dén cac tén tudi nho] Honda, Nokia, Nescafé, Omo, Olay, Close Up,
Vfresh, Vinamilk café, sita XO, Friso, ABBank,.... Xét vé cac chién dich cu thé co

thé diém mit chién dich Be U-nik ciia Honda véi cudc thi Am nhac va Vil dao,
Chyp anh va Thiét ké. Cudc thi da 1ap nén mot dién dan riéng va sau 4 tudn trién
khai, s6 lojgng chu dé dojoc tranh luan trén dién dan da 1én dén 84 chu dé, voi 1,133
bai viét va phan hoi, 18,917 lojot xem cac cudc tranh ludn 33, Hay chién dich “Giai
ctru Mai Phojong Thuy” ctia Nokia quang céo cho chiéc dién thoai N97 cuia hing
thong qua cong cu 1a mdt microsite va 1ap nhoém (group) trén Facebook. Ngoai ra
con co thé ké dén dién dan Cung trd chuyén ctia Nescafé hay “Thur tai me siéu
pham” v&i Omo Matic quang ba cho san pham méi Omo Matic dam dic 2X. Chién
dich nay da st dung cong cu Fan Page va 1ap Quizz (mdt hinh thirc tro choi dd vui)
ctia Facebook ddng thoi tién hanh lan truyén video clip trén cac mang chia sé video

nho] Youtube, Clip.vn, Bamboo.com,...

Ngoai ra, c6 khong it cac doanh nghiép vira va nho ciing bat dau thir strc véi
marketing truyén thong x3 hoi. Vi du, hién nay trén Facebook c6 thé bat gip khong
it cic mau quang céo hay céc trang Fan Page cta cac doanh nghiép loai nay, chu
yéu 1a cac quan phuc vu ca phé, do dn ubng danh cho tang 16p thanh thiéu nién hay
cac hang du lich, trung tam dao tao , tq van du hoc,....Vi du trang Fan Page cua

quén ca phé Le Petit, quan Tzo, ctra hang banh Doco,...

52TNS, trich dén bdi Phojong Khanh (2009), Tap chi marketing Viét Nam sé 61, Nha may in Quan Di 2,

Qudng cdo dd thay doi, , trang 41.
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33Cong ty Notch JSC, trich din boi Chandler Nguydn (2009), Tap chi marketing Viét Nam sé 60, Nha may
in Quan Boi 2, Do luong hiéu qua trén Social Media : Co can khong? , trang 39.
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Nhin chung, trong sd cac doanh nghiép Viét Nam hién nay choja c6 mét tén tudi
nao that su ndi bat trong “san choi” marketing truyén thong xa hoi. Theo két qua khao
sat thuc té, mac do hai long ciia khach hang danh cho nhiing hoat dong cta doanh
nghiép trén cac cong dong mang truc tuyén con choja that cao. Chi ¢6 22% sb ngodi
dojoc hoi cho biét ho hai 1ong hodc rat hai long véi cac hoat dong nay cua doanh

nghiép, trong khi da s6 (71%) danh gia mutc d6 hai 1ong cua ho chi nam

omuc trung binh. Hoat dong marketing truyén thong xa hoi cta cac nhin hang 16n

moi chi dimg lai & quy mo khiém ton, chii yéu nhoj mét hinh thirc bo sung thém cho

cac chién dich 16n. Hay noi cach khac, choja mot doanh nghiép nao trong sé nay
tién hanh dau to] cho mot chién dich marketing truyén thong x4 hoi dai hoi va hoan

thién ca.

Trong khi do6, véi cac doanh nghiép nho, hoat dong marketing truyén thong
xa hoi méi chi dimg ¢ mirc co ban. Nhiéu doanh nghiép chi ¥ thirc dojgc viéc phai
tao cho minh mot tai khoan trén Facebook hay Twitter ma khong hiéu dojoc rang dé
chi 14 cong cy, khong hiéu rd ban chit ctia marketing truyén thong xa hoi, dan dén

viéc sir dung kém hiéu qua céc cong cuy nay.

Ngoai ra, cic cong cu st dung trong hoat dong marketing truyén thong xa hoi
& Viét Nam ciing choja da dang, chu yéu 13 cac mang xa hoi, blog va dién dan. Cac
cong cu nhoy tmg dung Widget, chudi cac tap thong tin ki thuét sb (Podcast), thé
gidi o (Virtual World), webiste mo (Wiki) hay tham chi cac mang danh dau va loju
trlr dojong link (Social Bookmarking Site) khong dojoc cac doanh nghi¢p oju tién sur
dung. Hién tojong ndy xuét phat tir nguyén nhan khach quan 13 cac cong cu néu trén
hién van con rat xa la v6i da s ngodi Viét Nam. Théng ké tir cude khao sat thuc té
cho thay chi ¢6 13% s6 ngojoi dojoc hoi timg sir dung tmg dung Widget, 10% hién
dang tham gia cac mang danh dau va loju trit dojong link nhoj Delicious, Linkhay.vn
va Tag.vn. Con s nay dbi voi chudi cac tap thong tin ki thuét sb (Podcast) ciing chi

1a 10%.
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thue té 13 viéc sit dung truyén thong x3 hoi trong hoat dong marketing dang ngay

cang pho bién trén thé gisi va Viét Nam khong thé dimg ngoai xu hoéng d6. Cac
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doanh nghiép tai Viét Nam, du 16n hay nho, trong nojéc hay ngoai nudc, néu du
nhanh nhay va hiéu biét siu sic vé truyén thong xa hoi ciing nhoj thi trojong Viét
Nam thi hoan toan c6 thé thanh cong trong viéc ap dung loai hinh marketing méi

mé nay vao thuc tién hoat dong kinh doanh ctia minh.

3.2.2. Tim hiéu hoat dong marketing truyén théng xi hgi ciia mgt s6 nhan hang

tai Viét Nam

3.2.2.1. Hoat dong marketing truyén thong xi hdi ciia nhin hang my phim

Olay cho san phim Olay Natural White Cream tai Viét Nam

a) Gi6i thi¢u chung vé nhin hang my phim Olay va sin pham Olay Natural
White Cream

Olay 1a mot trong nhitng nhin hang my pham thudc tip doan da qudc gia
Procter & Gamble (P&G) c6 mat tai Viét Nam tor nam 1995. Olay nhdm dén su tan
dojong “vé dep tiém 4n trong mdi ngudi phu nit”, qua khau hiéu “Hay luon yéu quy lan
da ctia ban”. Nhin hang Olay tap trung vao cac san pham kem dojdng da bdi mat da
xuat hién ¢ nhiéu quéc gia trén thé gisi va thong tri thi trojong ctia nhiéu qubc gia do,

vi du nhoj My, Anh, Trung Quéc,....Cac dong san pham ciia Olay rat da dang,

bao gébm Complete, Total Effects, Professional, Regenerist, Quench (Bic MY),
White Radiance (Chau A) and Olay Vitamins (M§). Kem dojdng tring da Olay
Natural White Cream ciing ndm trong sd cac dong san pham trén, dojoc gidi thiéu

vao thi trojong Viét Nam vao khoang cudi nim 2009 4,

b) Hoat dong marketing truyén thong xa hdi ciia nhin hang my pham Olay

cho san pham Olay Natural White Cream tai Viét Nam

e Cac cong cu dojoc sir dung

Trong hoat dong marketing truyén thong xa hdi cho san pham Olay Natural
White Cream, Olay chi stt dung mot cong cu duy nhat d6 13 mang xa hoi Facebook.
Tuy nhién diéu dang loju ¥ 1a Olay d3 biét tan dung gan nho] moi tinh ning va (mg
dung cua Facebook dé khai thac triét dé loi thé cua mang xa hoi nay, phuc vu cho

hoat dong marketing truyén thong xa hoi ctia minh. Cy thé nhoj sau :
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54 Wikipedia (2010), http://en.wikipedia.org/wiki/Olay. 16/04/2010.
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Trén Facebook, Olay da 1ap mot trang Fan Page : Olay Natural White Fan

Page http://www.facebook.com/olaynaturalwhite/. Pay 1 tmg dung phd bién cia

Facebook dojgc nhiéu doanh nghiép lya chon trong cac chién dich marketing truyén
thong x4 hoi cta minh. Cu thé, hoat dong marketing truyén thong xa hoi cua Olay

Natural White Cream thong qua trang Fan Page cua minh dojoc thuc hién nhoj sau :

(1)  Théng qua chtrc ning Wall - mot hinh thirc dé cap nhat thong tin cho

ban be trén Facebook, Olay da tich cuc ddi thoai vé6i khach hang cua minh. Nim bt

dojoc ddi tojong khach hang cta dong san pham Olay Natural White Cream 14 cac
phu nit tré nén ndi dung cac cude déi thoai ciia Olay ciing rat da dang va phong phu.
Theo do, trén trang Fan Page cia minh Olay thojong xuyén cip nhat thong tin
(update status) vé phim anh, Am nhac, thoi trang hay dic biét 1 cac meo trang diém,
chdm séc da cho khach hang. Ngoai ra, chic nang Wall nay cling dojoc Olay tan
dung kha t6t nhoj mét hinh thirc giai dap thac mac véi khach hang. R4t nhiéu ban nit
ban khoan vé san pham da tim dén trang Fan Page cta Olay, doja ra ciu hoi va dojgc
Olay tan tinh tra 161. Tham chi, Olay con cap nhat nhiing thong tin rat don gian,
mang hinh thirc nhop mot cudc tan giu voi khach hang hay doja ra cac ciu d6 vui vé
san pham, thojong hiéu va trao qua cho ngodi dau tién tra 161 ding trén Facebook.
Bang viéc ndy, Olay bojéc dau di xay dung dojoc nhing cudc ddi thoai dojoc khach

hang kh4 quan tdm, tao nén tinh tojong tac 2 chiéu giita thojong hiéu va khach hang.

(2)  Ngoai ra, Olay ciing tan dung chirc nang viét note (mot hinh thirc gan
nhoy viét blog trén Facebook) dé dang tai cac bai viét ndi dung tojong tu nhoj trén

song c6 dd dai hon so vdi cac thong tin cdp nhat qua chirc nang wall.

(3)  Cac video gidi thiéu san pham, cac dojong link hay, cac birc anh vé san
pham va cudc sdng thodong ngay déu dojoc Olay déu din ding tai 1én trang Fan Page
nham khuyén khich khach hang tojong tac thong qua viéc nhan xét (comment), bay
to su yéu thich (/ike) hay chia sé (share) vdi ban be cia ho trén Facebook.

(4)  Khéng chi dimg lai & viéc sir dung nhitng img dung co ban nhat trén
trang Fan Page cua Facebook, Olay da tich cuc tojong tac voi khach hang thong qua

cac hinh thirc khac nhoj tao quizz. Quizz 13 g dung c6 hinh thirc nhoj tric nghiém
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vui, mang tinh giai tri cao trén Facebook. Cac quizz Olay tao ra da s6 c6 ndi dung
phuc vu chi em phu nif tré tudi - ddi tojong khach hang chinh cta san pham. C6 thé
ké mot sO quizz nhop : “Ban c6 xem trong ngoai hinh?”; “Ban c6 tu tin vao nhan sac

cua minh khong?”, “Mau sdac nao phan anh ding tinh cach cua ban?”,...

(5)  Bén canh d6, chirc nang Poll — 1a nhiing cau héi diéu tra ngan co thé
gdp trén Facebook hay trén cic blog/microblog,... cling dojoc Olay sir dung nhoj

mot

cong cu diéu tra khach hang.

e Chién dich marketing tiéu biéu sir dung truyén thong xa hdi ciia Olay

cho san pham Olay Natural White Cream

Thang 12 nam 2009 vira qua, Olay da to chirc cudc thi anh “Tring hong vai
Olay Natural White”. Cu thé, Olay x4y dung mdt ing dung trén Facebook cho phép
ngooi thi (& day 1a cic ban nir tir 14 tudi tré 1én, quéc tich Viét Nam) ding tai
(upload) anh tryc tiép kém theo cac thong tin c4 nhan cin thiét 1én trang Gmg dung
nay cta Facebook. Pay 1a nhitng birc anh chup cic ban nit s¢ hiru mot 1an da tring
dep. Khan gia sé& dang nhap vao Facebook dé binh chon, chim diém, nhan xét cac
btc anh. Buc anh nao diém s cao nhat s& gianh giai nhat 1a mot chiéc Sony
Walkman NWZ-W202 (2GB) (tri gia khoang 1,600,000 VND) va 1 bd 5 san phim
lam dep Olay Natural White. Trong 1 thang dién ra, cudc thi di thu hat dojoc 142

buc anh cung mot s6 lojong dang ké cac ban tré tham gia binh chon 33

Viéce quang ba cho cudc thi dojgc tién hanh chu yéu qua trang Fan Page cia
Olay Natural White Cream di nhic dén & trén va trén mot s6 dién dan nhoj

Gamevui.com, Lamchame.com, Ketnoi247.com,.....

c) Panh gia hoat dong marketing truyén thong xa hoi ciia nhan hang my

pham Olay cho sin pham Olay Natural White Cream tai Viét Nam

Nhin chung, hoat dong marketing truyén thong xa hoi cho san pham Olay

Natural White Cream d4 dat dojoc nhitng thanh qua nhat dinh. Tinh dén ngay
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23/04/2010, trang Fan Page ctua Olay Natural White Cream trén Facebook da thu
huat dojoc 7,616 ngopoi “thich” (like) hay hAm mo san pham nay %, Ung dung dé

55 Facebook (2010), http://apps.facebook.com/olaynaturalwhite/, 27/03/2010.
56 Facebook (2010), http://www.facebook.com/home.php?#!/olaynaturalwhite?ref=ts, 23/04/2010.
58

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://apps.facebook.com/olaynaturalwhite/
http://www.facebook.com/home.php?#!/olaynaturalwhite?ref=ts
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong PH Ngoai Thojong

dang tai anh 1én cho cudc thi “Trang hong cung Olay Natural White” dojoc ngojoi

dung trén Facebook danh gia 4.5/5 diém >,

Olay ciing dd kha thanh cong trong viéc dbi thoai voi khach hang thong qua
trang Fan Page ctiia minh khi thojong xuyén cap nhat va chia sé thong tin da dang va
tha vi, phan hoi khach hang mot cach kip thoi va nhanh chong. Ngon ngir lua chon
dé sir dung trén trang Fan Page cling mang tinh tré trung, nhi nhanh pht hop véi doi
tojong khach hang tré tudi. Pic biét thong tin trén trang Fan Page ndy nhiéu va da
dang nhopng khong quang cao 16 1idu cho san pham. Céc thong tin vé san pham chu
yéu dojoc 10ng vao mot cach hop 1y theo nhiéu hojong khac nhau. Hinh 7 dojéi day
la mot phan giao dién trang Fan Page ciia Olay véi nhimng 16i héi thim va chiic
mimg Olay danh cho cac khach hang nir ciia minh nhan ngay Qudc té Phu nir 8-3.

oo G Olay MNatural White 8-3 ma irdi ndng wa ah. cac ban nd cd nhan dudc nhiu wa va
T

& chic coa cac ban nam hok?
March & at 3:03pm

£ 2 people like this,

1 Tinh Yé&u Cudi Cling 07 nhién & phai nhigu i,
s March & at 3:50pm * Repork

Tuan L& Sang gi&r chidc meék nghi
March 8 ak 6;31pm ' Report

i Dlay Matural White Chic t3t ca cac ban n mat ngay 843 that vui, nhigu hoa, qua
" %4 vanhihg I3 chic, Khing chirigng hom nay, ma &t ca 364 con lai & that hanh
phic, ¥ nghia vdi moi nguidi, Olay Matural White xin cd mdt mon qua nho nhd danh
tang cac ban, nhu' mdt 130 cam dh b0 moi ngudi vi nhiing tinh cam d3 danh cho Olay

March 8 at 8:27am © Share
£ 7 peopls like this,
L] Wiew all 7 comments

H Tinh Yéu Cudi Clhng Td clng chua dugc xem né....!
L March & at 3:52pm * Report

Hinh 7 : Mt phan giao dién trang Fan Page ciia Olay Natural White trén

F aceb00k57.
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Mot diém thanh cong nita ciia Olay 1a viéc sir dung hinh anh ngojdi ni tiéng
quang ba gian tiép cho thojong hiéu thong qua Facebook. Olay di lua chon Pai st
cho san pham Olay Natural White 14 ca si - dién vién Bao Thy dojoc nhiéu ban tré
do tudi teen Viét Nam yéu thich. Néu ghé qua trang Fan Page ctia Olay Natural
White s& thdy su xuat hién ctia Bao Thy quang ba “khéo 1é0” cho san pham. Hinh 8
la mot phan giao dién trang Fan Page cua Olay Natural White trén Facebook véi
nhitng 101 binh luan, nhén xét vé san phém cua Bao Thy.

I BaoThy Tran Him nay da Thy trang hing han ra sau 1 thdi gian s dung Olay
Matural white.... mac di cdng vigc St ban ron va thigu ngd tram trong...nhuign

A dudng nbur lan da cla Thy wan khing he thigu phong da.. . hiki....ca nha cong Thy

rai nghigm nhe! chut chut...

Wed at 12:39pm * Report

£ 10 people like this,

Bogie Chou e cung dang dung ne! Ca sang hon han 3 1 love
3 alay 1)
- Today ak 11:53am ' Report

Hinh 8 : Sw xudt hi¢n ciia Bio Thy trén trang Fan Page ciia

Olay Natural White 3,

Ngoai ra, Olay ciing ndm bat dojgc tdm 1y ctia ngojoi Viét Nam khi st dung
cac mang xi hoi, cu thé ¢ day 1a Facebook, rat thich cic ing dung mang tinh giai tri
cao nho] 1am quizz, tra 16i cau hoi dang poll,...nén da nd lyc mang dén nhiéu ung

dung loai nay cho ngojoi str dung trén Fan Page cua minh.

Bén canh nhitng diém dojoc, hoat dong marketing truyén thong xa hoi cta

Olay Natural White Cream van con nhiéu nhojoc diém can khic phuc.

Trojoc tién, viéc chi chon mdt mang xa hdi Facebook dé thuc hién cac hoat
dong marketing truyén thong xa hoi 1a qua it 6i. O Viét Nam thoi quen sir dung
mang xa hoi kha da dang. Ngojoi dan khong chi dung Facebook ma ho dung ca
Zingme, Yahoo!Plus,....Néu Olay mudn thanh cong hon nita thi nén xuét hién thém

trén mot s6 mang xa hoi pho bién khac & Viét Nam.
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Tht hai, ndi dung cua cac tmg dung Olay sir dung trén Facebook van choja
that dic sic dé thu hut mot lojong 16n ngojdi tham gia. Co nhitng cau hoi dang poll
Olay doja ra nhojng khong nhan dojoc cau tra 1oi nao tir phia khach hang. S6 lojong
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hon 7,600 ngojo1 hdim m¢ cua Olay Natural White trén Facebook ciing khong c6 gi
qua an tojong, dic biét véi mot san pham thudc mot nhan hang ndi tiéng nhop Olay.
C6 thé 1am rd diéu nay hon khi so sanh trang Fan Page ctia Olay v&i trang Fan Page
ciia OMIO - mét hing my pham khac khd phd bién ¢ Viét Nam - ¢ lojong ngojdi

ham mo 1én t&i hon 14,111 ngoyoi, tire 1a gap Olay Natural White gan 2 1an ¥

Nhin chung, tai Viét Nam hién nay, Olay da la mot trong s6 nhitng nhan hang
nhanh nhay trong viéc sir dung marketing truyén thong xa hoi véi nhimng nd lyuc va
thanh cong nhit dinh. Song dé that sy thu dojoc hiéu qua Olay phai dau toj nhiéu

hon nira thot gian va cong strc vao loai hinh marketing nay.

3.2.2.2. Hoat dong marketing truyén thong xa hdi cho nhan hang Nestcafé ciia
cong ty Nestlé tai Viét Nam
a) Gi6i thiéu chung vé cong ty Nestlé Viét Nam va nhiin hang Nestcafé

Nestlé 1a cong ty hang dau thé gidi vé thuc pham dinh doidng. Vao nim
1995, Cong ty TNHH Nestlé Viét Nam (100% von dau to] nojéc ngoai) dojoc thanh
lap, truc thudc tap doan Nestlé S.A. Ciing vao nim 1995, Nestlé dojoc cap gidy
phép thanh 1ap Nha may Dong Nai, chuyén san xut ca phé hoa tan Nescafé, tra hoa
tan Nestea va dong goi thirc ubng Milo, bot ngii cdc dinh dojdng Nestlé, bot ném va
nojéc cham Maggi, bot kem Coffee-Mate. Cong ty Nestlé Viét Nam c6 tru so chinh
tai TP. HO Chi Minh va van phong kinh doanh tai Ha Noi. Nestlé ¢6 nha may Dong
Nai tai phia Nam. Hién nay tong s6 nhan vién cta Nestlé Viét Nam 1én dén 1000

ngojoi.

Cac san phém ctia Nestlé rat da dang, tir sira, tra cho dén ca phé va danh cho
nhiéu loai dbi tojong & nhiéu d6 tudi khac nhau. Trong s6 d6 co san phém ca phé
Nestcafé. Day 1a nhin hiéu ca phé hoa tan hang dau trén thé gidi véi bé day lich sir

70 nam va dojoc nhiéu ngojoi Viét Nam yéu thich 59,

58 Facebook (2010), http://www.facebook.com/home.php?#!/omiocosmetic?ref=ts. 23/04/2010.
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59 Nestlé Viét Nam (2010), http://www.nestle.com.vn/, 28/03/2010.
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b) Hoat ddng marketing truyén thong xa hdi cho nhin hang Nestcafé ciia cong

ty Nestlé Viét Nam

Hoat dong marketing truyén thong xa hoi ctia Nestcafé hién nay chu yéu chi
tap trung vao chién dich xay dung dién dan Cung Tro Chuyén - mot dién dan cha
yéu danh cho cic ban tré ban luan, bay to to tojong ca nhan vé cac van dé nhoj hon

nhan, tinh yéu, giai tri, xa hdi,...

C6 thé nhan thiy ngay tir tén goi cua cua chién dich, céng cu truyén théng
x4 hoi chinh ma Nestcafé sir dung d6 1a dién dan (forum) — mot ing dung cong nghé
tuy khong mang tinh két nbi va tojong tac cao nhoj cac mang cong dong song van
kha pho bién hién nay. Dién dan Cung trd chuyén do Nestcafé xay dung bat dau di
vao hoat dong tir thang 8 nam 2009. Cung Tro Chuyén dojoc xay dung véi muc dich
tao nén mot dién dan, san choi lanh manh va sang tao cho tat ca moi ngojoi Viét
Nam trong va ngoai nojdc. Nestcafé ¢ tham vong bién Cung Trd Chuyén thanh mot
cong ddng chung noi moi ngoyoi c6 thé ban luan, chia sé moi suy nghi, quan diém
vé cudc sdng, con ngodi nham giup mdi ca nhan md rong hiéu biét, co didu kién
giao loju, két ndi va cing nhau xay dung cudc séng, cong dong ngay cang tot dep
hon. Cac chuyén muc chinh trén dién dan Cung Tro Chuyén la vé Ban be, Tinh yéu,
Cong s0, Nghé nghiép, Hoc van, Hon nhan — Gia dinh, Giai tri, X3 hoi va chu dé
méi dojoc bd sung 1a Ha Noi 1000 nam. Ngoai ra, dén voi dién dan, cac thanh vién
con cb co hdi tro chuyén, thao luan, giao loju truc tuyén cung voi mot sb6 nhan vat
ndi tiéng nhoj Hd Hoai Anh, Hién Thuc cung 1 s6 Hot Bloggers hién nay ¢ Viét
Nam nhoj Méi Do, Giﬁy Do, Dementor, Trang Ha, Yén biéu....

Nhin chung, céc tinh nang cia Cung Tro Chuyén ciing khong khac biét so
v6i cac dién dan khac. Dé tham gia dién dan, thanh vién can tién hanh dang ki cung
cap mot so thong tin co ban. Sau khi dang ki, thanh vién da trg thanh mot phan cia
cong dong Cung Trd Chuyén. Ho cb thé tham gia bay té suy nghi, binh chon cho
chu d& minh yéu thich hay thdm chi ti tao l4p cac chi ¢& ma ho quan tAm. Ngoai ra,
trén dién dan, thanh vién ciing c6 thé tham gia vao cac cudc khao sat y kién nho
dang poll tojong tu nhoj hinh thirc di dé cap dén trong vi du vé hoat dong marketing

truyén thong x hoi cho san pham Olay Natural White Cream & trén.

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

62

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong PH Ngoai Thojong

Pé hd tro thém cho dién dan nay, Nestcafé con st dung thém Facebook, 1ap
ra mot nhom (group) trén mang xa hoi nay ciing lay tén goi 1a Cung Tro Chuyén.
Ngojoi str dung Facebook tham gia nhom nay ciing c6 thé thao luan vé cac chu dé
tojong ty nhoj trén dién dan. Thyc chat, nhom nay dojoc lap ra trén Facebook chi
yéu dé quang ba thém vé dién dan Cung Tro Chuyén cua Nestcafé cho cong dong

ngo)o1 st dung Facebook.

¢) Panh gia hoat ddng marketing truyén thong xi hdi cho nhin hang Nestcafé

ciia cong ty Nestlé Viét Nam

Nhin chung, dién dan Cung Tro Chuyén véi nhitng oju diém nhét dinh da ghi
nhan nd luc ciia Nestcafe trong viéc tiép can khach hang cua minh, cu thé ¢ day la

dbi tojong khach hang tré tuoi.

Trojdc tién, ndi dung cua dién dan boide dau thu hat dojgc su tham gia cua
céc thanh vién. Nhitng chii dé hot nhét c6 dén hang nghin lojot xem va ban luan. Vi
du, chii dé s6i ndi nhét trén dién dan 13 “Pai hoc 1 con dojong duy nhat dé thanh

cong?” thu hut dojoc dén 15,366 lojot xem va 1,090 lojot ban luan 60

Giao dién cua dién dan ciing 13 oju diém dojgc nhiéu ban tré cong nhan. Cling
Tro Chuyén dojoc xdy dung voi giao dién mang mau do chu dao cua Nestcafe rat

noi bat va bat mat.

Dic biét, Nestcafe con tién hanh hop tac vdi cac “sao Viét” nhoy da dé cap &

trén. Day cling 13 mot loi thé rat 16n thu hit ngojoi tham gia dién dan.

Mot opu diém nita ciia Cung Trd Chuyén 1a dién dan di t6 chac nhiéu hoat
dong thuc té (offline) nham gop phan doja cac hoat dong marketing truyén thong xa
héi tir mang tryuc tuyén (online) vao cudc séng that. Vi du cudc thi viét “Cung trd
chuyén voi Nestcafé”, cac budi néi chuyén véi cac nhan vat noi tiéng nhoy: ¢b van
tam 1y Pinh Poan, Nguyén Cong Vinh, Ly Thi Mai, nha thiét ké Ha Linh Thoj va
Ngb Thai Uyén, ... Cac budi néi chuyén dojoc to chire 1an lojot tai cac trojong dai
hoc, khu cong nghi€p va nha van hoéa trén toa quéc da tao ra cho cac ban tré mot san

choi bo ich va co hoi giao loju cung cac nhan vat ndi tiéng.
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60 Cung tro chuyén (2010), http://www.cungtrochuyen.com/, 23/04/2010.
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Véi nhitng opu diém trén, két qua 13 sau gan 8 thang hoat dong, tinh dén ngay
23/04/2010, dién dan da thu hat dojgc 14,332 thanh vién, trong d6 c6 13,861 thanh
vién hoat dong chiém khoang 97%. Vi 9 chuyén dé ¢ dinh, hién di c6 28,165 chu
dé nhé dojoc tao boi ban quan 1y ciing nhoj thanh vién tham gia. Nhoj vay, tir ngay
dau di vao hoat dong 1a thang 8 nam 2009, tinh trung binh, mot ngay dién dan co
thém khoang 60 thanh vién méi va 117 chi dé méi dojoc khéi tao. Pay 1a nhiing
con s6 thong ké dang khich 1¢ di v6i Cung Tro Chuyén 60
Bén canh nhitng oju diém di dat dojoc, dién dan Cung Tro Chuyén cta

Nestcafé hién van con ton tai nhieu yéu diém. Cu thé nhoj sau :

Trojdc tién, ¢ vi tri nhop mot dién dan truc tuyén danh cho gidi tré, Cung Tro
Chuyén theo thoi gian c¢6 nguy co bi nham chan vé mit ndi dung. Mot s cha dé
trén dién dan hién nay bj coi 13 lodng va nhat, tham chi kha v6 b6 nhoy “C6 nén yéu
ban cua ban than?”; “Co6 nén yéu chi cua ban than?” 101 “Theo ban ¢6 don va c6 doc
c6 gidng nhau khong?”... Xét vé mat ngin han, nhirg ndi dung nhoy trén van c6 thé
thu hut dojoc su ch ¥ ciia mot lojong thanh vién nhat dinh, nhopng néu vé mat dai
han, dién dan van chi tran ngap nhimng ndi dung nhoy vay thi Ciing Tro Chuyén rat

c6 kha nang bi quén lang.

Thoi gian gan ddy con xut hién nhing binh luan chi trich chinh dién dan véi
ngodn ngit, 16 18 khong diing véi thuan phong my tuc clia ngodi Viét Nam hoic viée
mot s6 thanh vién loi dung dién dan dé quang cdo san pham, dich vu ma minh kinh

doanh. Nhirng hién tojong nay da gy khong it phan cam cho nhiéu thanh vién.

Ngoai ra, xét vé miat cong nghé, Cung Tro Chuyén méi chi dimg & mirc do
qué don gian. Tinh tojong tac gilta cac thanh vién chi dung lai trong pham vi ndi bg
dién dan. Trong khi d6, mét trong nhirng oju diém 16n cta cac cong cu truyén thong
x4 hoi 1a tinh tojong tac cao gitta ngoyoi st dung, nhiéu khi khong chi trong mot
cong dong tryc tuyén ma la giita nhidu cong dong truc tuyén khac nhau. Nestcafé
1ap mot nhém (Group) trén Facebook dé hd tro cho Cung Trd Chuyén song ban than

trén dién dan lai khong c6 dojong link ndo lién két voi nhom nay.

Dé thay r& hon nhimg diém yéu trén, c6 thé so sanh Cung Trd Chuyén véi
Pepsi We Inspire - mot cong dong mang truc tuyén do hing Pepsi méi thanh lap va
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doja vao hoat dong trong nam 2010 va c6 kha nhiéu diém tojong dong voi Ciing Tro
Chuyén. Pepsi We Inspire 13 noi dé cac phu nit gbc Phi chia sé nhitng cau chuyén da
truyén cam himg cho ho trong cudc séng. Mic du chi nhim dén mot phan doan
khach hang nho song Pepsi dd xay dung cong ddng mang nay rat can than, ni dung
sdu sac, dé dang sir dung va kha ning két ndi cao véi Facebook. Ngooi dung chi
can c6 tai khoan Facebook 1a c6 thé st dung dojoc Pepsi We Inspire. Pé quang ba
cho trang web nay, cac chuyén gia marketing ctia Pepsi con 1ap thém céc tai khoan
trén Facebook, Twitter & Youtube doj6i tén Pepsi We Inspire. Pdy déu 1a nhiing
kinh nghiém ma Nestlé Viét Nam cin hoc tip tir Pepsi néu muén Cung Trdo Chuyén

thanh cong hon nira.
%k

Su xuét hién cua cong nghé web 2.0 va cac cong cu hién dai c6 kha nang két
nbi Internet khong dy ciing nhoj sy tin tojong vao hinh thirc marketing truyén
miéng va nhu ciu két ndi, chia sé théng tin trong cong dong ciia ngoyoi tiéu dung
chinh 1 co s hinh thanh va phat trién ciia marketing truyén thong xa hoi. Hién nay,
ngay cang c6 nhiéu chuyén gia tin tojong lua chon loai hinh marketing nay hon. Do
do, co thé tim théy rat nhiéu cac vi du tha vi vé viée st dung truyén thong xa hoi

trong hoat dong marketing trén thé gigi.

Tai Viét Nam, marketing truyén thong xa hoi moéi dojgc du nhap vao mot thoi
gian ngin. Bén canh nhiing kho khin gip phai tir hé thong phap 1y va co so ha ting va
cong nghé thong tin, nhin chung loai hinh marketing nay dang dan tim dojoc chd dimg
cho minh. Nhitng yéu t6 nhoj nhu cau s dung Internet va tham gia cac cong dong
mang truc tuyén ctia ngojoi dan tang cao ciing nhoy co cdu dan sb tré da dem lai nhiéu

thuan loi cho sy phat trién cia marketing truyén thong xa hoi tai Viét Nam.
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CHQ]ONG III : MOT SO GIAI PHAP PHAT TRIEN HOAT
PONG MARKETING TRUYEN THONG XA HOI TAI VIET
NAM

1. Cic yéu to tac dong dén hoat dong truyén thong xa hoi va marketing
truyén thong xi hdi tai Viét Nam trong tojong lai

1.1. Xu hojéng tin tojéng vao hinh thirc marketing truyén miéng tiép tuc ting

cao

Tu khoang dau nhirng ndm 90 khi quang cdo ma&i xuét hién tai Viét Nam cho
dén tan vai nam tro lai day, co 18 khong sai khi néi rang ngopdi Viét Nam van tin
tudng “nhoj dinh déng cot” vao nhimng gi xuat hién trén quang cao. Tham chi nhiéu
ngojoi con thich tha chd don xem quang cdo. Tuy nhién, cung véi thoi gian, cudc
song ctia ngojoi dan ngdy cang phat trién, co hoi tiép can véi cac phojong tién thong
tin dai ching ciing tang 1én. Hién tojong quang cdo xuét hién véi tan sé ngdy cang
nhiéu tir trén béao chi, truyén hinh cho dén cac banner, poster, to roi ngap tran dojong
phd d6i khi lai gy 4c cam cho ngojoi tiéu dung. Trong khi d6 nhitng 101 gidi thiéu
tur gia dinh, ban bé, ngooi quen lai thojong dojoc ngojoi ti€u dung danh gia cao
trong thoi gian gan day va hién tojong nay van cé xu hojéng phét trién trong tojong
lai. Ngoai ra, ciing phai nhic dén mét dic diém quan trong trong tinh cach ngojdi
Viét Nam d6 1a tdm 1y dam dong. Khi mua sim va tiéu dung, ngopoi Viét thojong dé
bi tac dong boi suy nghi : “Ban bé ding, dong nghiép ding thi minh ciing ding”.
Lbi suy nghi nay di ton tai tir 14u va trong thoi gian t6i ciing khong c6 xu hoéng
thay doi. Két qua tir ban khao sat thuc té 13 minh chimg 3 rang cho cac nhén dinh
trén. Cu thé, trong sd cac ddi tojong khao sat tra 101 1 ¢6 tham gia cac cong dong
mang truc tuyén, da sb (76%) cho biét ho da timg nhan dojoc nhitng thong tin chia
sé vé cac san pham dich vu tir ban bé va ngojoi quen ciia minh thong qua cac cong
ddng mang ndy, 55% cho biét cac quyét dinh mua sim ctia ho c6 bi anh hojong bai

cac thong tin chia sé no6i trén.
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Nhoj vy, 16 rang trong tojong lai, hinh thirc marketing truyén miéng ddi véi
cac doanh nghiép tai Viét Nam van c6 dojoc mdt chd ding ving chic, trong do vi¢c
stt dung truyén thong xa hoi dé tan dung hiéu qua truyén miéng trong hoat dong

marketing dang ngay cang chung to 1a mdt lya chon hop 1y.

1.2. Xu hojéng sir dung mang Internet néi chung va cic cong dong trwe tuyén

nho] mang xi hdi, mang chia sé ciia ngoyoi din tiép tuc phat trién

Theo thong ké ciia cong ty nghién ctru thi trojong TNS, néu nhoj trong nim
2006, mdi ngay ngopoi Viét Nam danh 295 phut dé xem tivi va 22 phiit doc bao trén
mang thi dén nam 2009, thoi lojong xem tivi cia ngojoi Viét da giam dén 1 tiéng
xubng con 233 phit/ngay trong khi thoi lojong doc bao mang lai ting 1én dén 43
phut/ngay 61 Con theo bidu dd thong ké ty 1é ting trojong Internet ciia mot s6 quoc
gia va vung lanh tho tai Chau A tir nam 2000 dén nam 2009 cua trang web Internet
World Stats trong hinh 9 dojéi day, Viét Nam 1a mét trong nhitng qudc gia c6 ty 18
tang trojéng Internet ngoan muc (10,882%) 62 Thtca nhitng con sb thdng ké nay 1a
minh chimg cho xu hojéng stir dung Internet ngay cang tang cao ctiia ngojoi dan Vit

Nam trong tojong lai.

Ty 1é ting trwéng Internet cia mét sé quéc gia va ving
ldnh thd tai Chau A tir ndm 2000 dén nam 2009
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Hinh 9 : Biéu do ting trwéng Internet tai mot sé6 nwéc Chau A (2000 — 2009) 62
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Ciing khong qua kho khan trong viéc ly gidi xu hojong nay khi ma Internet
ngay nay di len 16i vao gin nhoj moi ngdc ngach cua cude séng thojong ngay. Pic
biét tai cac thanh phd 16n nhop Ha Noi hay TP HO Chi Minh, véi chét lojong cudc
sdng ngay cang ting cao, ngooi dan khong chi truy cap Internet qua nhiing chiéc
may tinh dé ban ma con qua may tinh xach tay laptop hay qua céc loai dién thoai

thong minh nhoj iPhone, Blackberry,...

Cung véi xu hoiong sur dung Internet tang cao 1a xu hojéng tham gia cac cong
dong tryc tuyén nhoj mang xa hoi, mang chia sé clia ngojdi dan ciing phat trién theo.
Trong thoi gian gan day, sy xuat hién 6 at ctia cic mang x4 hdi da ching to nhu cau
dojoc chia sé, dojoc két ndi ciia ngopoi dan Viét Nam qua cic cong dong mang truc
tuyén ngdy cang ting cao. Theo két qua khao sat thuc té, trong sb cac ddi tojong
hién khong tham gia cong ddng mang truc tuyén nao thi co tdi 92% cho biét ho co
du dinh tham gia trong thoi gian téi. Pac biét, ngojoi dan Viét Nam hi¢n cling bét
dau c6 xu hojong tham khao cac théng tin mua sam thong qua cac cong dong mang
truc tuyén nay. Cu thé, cling theo két qua khao sat thuc té, trong khi hién tai chi c6
45% sb ngooi dojgc hoi cho biét mot trong nhitng muc dich ho tham gia mang xa
hoi 1a dé tim hiéu vé san pham va dich vu thi c6 t&i 71% tra 15 1a trong thoi gian t6i
c6 du dinh tham khao thong tin tir cac cong déng mang truc tuyén khi doja ra cac

quyét dinh mua sam.

Tom lai, hai xu hojdng phén tich & trén dojgc danh gia 1a nhimg loi thé cho viéc
phat trién marketing truyén thong xa hoi tai Viét Nam. Trong tojong lai, cac doanh
nghiép tai Viét Nam néu mudn thir sitc voi marketing truyén thong xa hoi thi can nhan
thire 16 dojoc anh hojong cta cac xu hoiéng trén doi véi loai hinh marketing nay va lam
thé nao dé tan dung chung trong cac chién dich cu thé ciing nho trong chién lojoc

marketing truyén thong xa hoi dai han ctia doanh nghiép minh.

2. Mot s6 gidi phap chii yéu phat trién hoat ddng marketing truyén thong
xa hi tai Viét Nam

2.1. Gidi phap tir phia doanh nghiép

Viéc sir dung marketing truyén thong xa hoi trong thyc tién kinh doanh doi hoi

su hiéu biét sau sdc cling nhoy kha nang hoc hoi nhanh nhay cta doanh nghiép dé
Tham khao mién phi cac tai liéu khac tai luanvantot.com
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c6 thé vira tan dung dojoc nhimg ou diém vira khic phuc dojoc nhitng nhojoc diém
cua loai hinh marketing nay. Pén Viét Nam, thach thire dit ra con 16n hon nita khi
da sb cac doanh nghiép con rit bd ngd v6i khai niém marketing truyén thong xa hoi.
Dé vojot qua dojoc thach thirc nay, cac doanh nghiép Viét Nam phai vira tién hanh
nghién ctru, tim hiéu dojgc nhitng kién thirc chung nhat, co ban nhat clia marketing
truyén théng xa hoi vira co dojoc nhitng hiéu biét sau sac vé thi trojong Viét Nam dé
4p dung thanh cong loai hinh marketing ndy trong thuc tién kinh doanh. Noi cach
khac, cac giai phap chu yéu phat trién hoat dong marketing truyén thong xa hoi tai
Viét Nam phai dam bao hojéng dén viéc giai quyét cac van dé chung giap phai khi
ap dung loai hinh marketing nay trén thé gigi dong thoi giai quyét cic van dé mang

tinh dic thu, chi co tai thi trojdng Viét Nam. Cu thé nhoj sau :

2.1.1. Tim hiéu va hoc tip kinh nghiém thé gi6i trong viéc sir dung truyén

thong xa hgi vao hoat dong marketing ciia doanh nghiép

Hién nay di c6 rat nhiéu doanh nghiép trén thé gidi 4p dung thanh cong
marketing truyén thong xa hoi trong hoat dong kinh doanh ctia minh. So véi cac
doanh nghiép Viét Nam, cac doanh nghiép nay ré rang c6 nhiéu kinh nghiém hon vé
marketing n6i chung va marketing truyén théng xa hoi néi riéng. Do dé, cac doanh
nghiép Viét Nam can phai biét cach hoc tip va nghién ctru ki cang kinh nghiém cta

ban bé thé gidi thong qua cac vi du cu thé.

Viéc tim hiéu va hoc tp ¢ day bao gdm qua trinh nghién ctru ciing nhoy cap
nhat thong tin mot cach kip thoi. Cac doanh nghiép Viét Nam trojée tién can trang
bi cho minh nhiing kién thirc co ban vé marketing truyén thong xa hoi : dinh nghia,
dic diém va céc cong cu st dung. Ngoai ra khi nghién ctru cac vi du thuc té trén thé
gidi cac doanh nghiép nay ciing phai biét dit ra nhiing cau hoi hop 1y nhoj : Doanh
nghiép minh dang nghién ctru da thanh cong hay that bai nhoj thé nio trong hoat
dong marketing truyén thong xa hoi cua ho ? Ho da st dung nhing cong cu gi, da
do lojong hi¢u qua chién dich ra sao ? ..v..v.. Dic biét, hoat dong marketing truyén
thong xa hoi phu thudc rat 16n vao cong nghé web 2.0 hién dai, ma cong ngh¢ lai
thay d6i lién tuc timg ngay timg gio, do d6 qua trinh nghién ctru, hoc tap cua cac

doanh nghi€p Viét Nam doi héi viéc nhanh nhay cap nhat thong tin vé hoat dong
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marketing truyén thong xa hoi trén thé giéi dé kip thoi nim bét dojoc nhitng kinh

nghiém can co.

Ngoai ra, trong qua trinh hoc tap ciing can ¢ su chon loc cho phi hop voi
ban than doanh nghiép trong bdi canh kinh té Viét Nam. Viéc st dung marketing
truyén thong xa hoi ra sao con phu thudc vao loai hinh doanh nghiép 1a B2B hay
B2C, quy m6 doanh nghiép 16n hay nho, san pham hay dich vu ma doanh nghiép
cung cip 1a gi,.... Vi du, khach hang cua cac doanh nghiép B2B (busines-to-

business) la cac doanh nghiép khac trong khi khach hang cua cac doanh nghié¢p B2C
(business-to- customer) 1a ngojoi tiéu dung ca nhan hay ho gia dinh. Sy khac nhau
co ban nay giita 2 loai hinh doanh nghiép din dén nhimg khac biét khac trong hoat
dong marketing truyén théng xi hoi cua timg loai. Cu thé, khi st dung cong cu
mang xa hoi, cdc doanh nghi¢p B2B thojong Iya chon nhitng mang thu ht sy tham
gia dong dao cua nhiéu doanh nhan khac, nham dé dang tiép can hon ddi tojong
khach hang muc tiéu cia minh, vi du mang LinkedIn. Nhitng mang xa hdi mang
tinh chét c4 nhan va riéng to] nhoy Facebook thojong khéng dojoc coi 1a oju tién lua
chon hang dau. Trong khi d6, tai Viét Nam nhimg mang xa hoi dinh hojong kinh
doanh nhoy LinkedIn con choja phd bién, gy kho khin cho cac doanh nghiép B2B
trong viéc tao dung cac mdi quan hé cong viéc thong qua mang xa hoi. Giai phap tot
nhit cho cac doanh nghiép Viét Nam trong van dé nay 1a ty ban than doanh nghiép
phai thay doi nhan thirc ctia minh, nhin nhan viéc tham gia va két ndi véi ddi tac
kinh doanh qua cdc mang nay 13 mét viéc 1am chuyén nghiép. Cang nhiéu doanh
nghiép thay doi nhan thirc va tham gia thi cong ddng doanh nhén trén nhitng mang
nay s& ngdy cang dong dao, co hoi gip g, tim hiéu vé nhau sé ting 1én giita cac
doanh nghiép. Gan day, tai Viét Nam xuat hién mang xa hoi Caravat.com danh cho
gi61 doanh nhan, 1anh dao va cac chuyén gia hay Cyvee.com danh cho gidi tri thirc,
chu yéu 1a nhan vién vin phong. Pay ciing c¢6 thé 1 nhitng Iya chon t6t bén canh
LikedIn. Ngoai ra, doanh nghiép Viét Nam ciing nén dong vién, khuyén khich cac
nhan vién cia minh tham gia cdc mang xa hdi loai nay dojdi to] cdch ¢4 nhan béi
thanh cong trong marketing truyén thong xa hoi khong chi doi hoi nd lyc chung cua

toan doanh nghi¢p ma con cua riéng moi nhan vién trong do. Tai cac doanh nghiép
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dnhiing nén kinh té phat trién nho; My va Chau Au, viéc cac nhan vién, bat ké chirc
VU cao thép, 1ap tai khoan riéng trén cac mang xa hdi nhoj LinkedIn la rat phé bién,
tao nén mot mang loj6i doanh nhan day dic trén cong dong mang. Mang lojdi nay
cho phép doanh nghiép c6 thé tim kiém dojoc dé dang hon cac d6i tac cling nhoj tin
dung dojgc hiéu qua cia tinh tojong tac va lién két cao trén cac trang web truyén

thong xa hdi nay.

Tom lai, khi tim hiéu va hoc tap kinh nghiém thé gidi, doanh nghiép Viét
Nam nén tién hanh nghién ctru hoat dong marketing truyén thong xa hoi ciia nhiing
doanh nghiép nojdc ngoai co nhiéu diém tojong dong véi minh trojde rdi méi dén

cac doanh nghiép thudc loai hinh khéc.

2.1.2. Xay duwng mét chién lojo.c marketing truyén thong xa hdi dai han cho

doanh nghiép

Nhoj da dé cap qua trong phan 3.2.1 caa chojong II, hién nay, nhiéu doanh
nghiép Viét Nam, dic biét 1a cac doanh nghiép nho van con cé cai nhin phién dién
va choja sdu sac vé marketing truyén thong xa hoi. Cac doanh nghiép nay thojong c6
xu hojéng danh dong loai hinh marketing ndy véi cac cong cu ma né sir dung dan
dén cai nhin thiéu ban chat. Thyc té nay da khién hoat dong marketing truyén théng
x4 hoi cua nhiéu doanh nghiép Viét Nam con choja hiéu qua. Giai phap chung cho
van dé nay chinh 13 mot chién lojoc marketing truyén théng xi hoi dai han cho

doanh nghiép.

Cu thé, trong chién lojoc nay, doanh nghiép can xac dinh & muc dich ciing
nhoy két qua ho mong doi dat dojoc tir viéc sir dung marketing truyén thong xa hoi.
Viéce xay dung chién lojgc yéu cu doanh nghiép phai tién hanh nghién ciru 3 loai
dbi tojong : khach hang, ddi thii canh tranh va cac nhan vat c6 kha niang giy anh

hojong dén hanh vi mua sim ctia khach hang.

Th nhit, nghién ctru khach hang & day chinh 13 nghién ctru thoi quen sir
dung cac cong cu truyén thong xa hoi ctia ho. Nghién ciru ndy phai tra 151 dojoc cac

cau hoi nhop : Khach hang c6 dang str dung cong cu truyén thong xi hoi nao khong,
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mot kénh tim hiéu va doja ra quyét dinh mua sim hay khong ? Néu choja thi 1y do
tai sao va liéu trong tojong lai, khach hang c6 nhu cau sir dung khong ? Viéc nghién
clru ndy gitip doanh nghiép dé ra dojoc hoéng di trong chién lojgc cia minh, cho
biét ho phai hojong hoat dong marketing truyén thong xa hoi cia minh dén cac
mang x4 hoi, blog, dién dan hay sir dung cic cong cu nho] widget, podcast,...dé co
thé nham tring ddi tojong khach hang myc tiéu cia minh. Nhin chung, cic doanh
nghi¢p Viét Nam co thé tu tién hanh nghién ctru khach hang cua minh hodc thué cac
cong ty nghién ctru thi trojong chuyén nghi¢p. Du luya chon hinh thirc gi thi qua trinh
nghién ctru ctia doanh nghiép phai dam bao nim bit dojgc nhimg dic diém tam 1y
va thoi quen dic thu cta ngooi Viét Nam noéi chung va ddi tojong khach hang muc

tiéu noi riéng khi st dung cac cong cu truyén thong xa hai.

Thr hai, d¢ xay dung mot chién lojoc marketing truyén théng xa hoi hiéu
qua, cac doanh nghiép Viét Nam ciing phai tién hanh nghién ctru ki cac dbi thi canh
tranh ctia minh. Muc tiéu cua qué trinh nghién ctru nay la doanh nghiép phai tim
hiéu dojoc d6i thu ctia minh c6 sir dung marketing truyén thong xa hoi khong va néu
c6 thi dang sir dung nho thé nao. Vi du doanh nghiép can biét dbi thi dang c6 mit
trén nhitng mang x3 hoi nao ? Mirc d6 gin bé va tojong tac voi khach hang thong

qua cac mang xa hoi nay cua doi thirasao ? ....

Thir ba, doanh nghiép Viét Nam ciing can tién hanh nghién ciru vé nhiing ca
nhan, t6 chitc c6 anh hojong dén khach hang muc tiéu ctia doanh nghiép trong moi
trojong mang. Day thoiong 13 nhitng ngodi ndi tiéng trong cac linh vuc ca nhac,
dién anh hay cac “hot blogger” hién nay. Thuat ngit tiéng Anh goi nhiing nhan vat
nay la cac “influencer”. Nhiing “influencer” nay c6 kha ning tac dong dén hanh vi
mua sam ctia ngojoi tiéu dung theo nhiéu hinh thirc khac nhau, trong d6 viéc ho xuét
hién trén cac mang xd hoi hay blog gian tiép quang ba cho mot san pham dojoc coi
12 mot “chiéu” marketing rat hiéu qua. Néu doanh nghiép c6 ¥ dinh st dung nhimng
“influencer” nay trong chién lojgc dai han ctia minh thi ciing can c6 su dau to|
nghién ciru can than nhiing déi tojong nay : Muc d6 anh hojéng ciia ho dén ngojoi
tiéu dung qua cac phojong tién truyén thong xa hoi c6 16n khong ? Néu co thi nén sir

dung ho nhoj thé nao cho hiéu qua ?...
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Noéi chung, hoat dong marketing truyén thong xa hoi doi hoi mot su dau to]
dang ké thoi gian va cong strc. Cac doanh nghiép Viét Nam, du quy mé 16n hay nho,
chi ¢6 thé thanh cong néu xay dung dojoc mot chién lojoc “dai hoi” voi muc dich va
hoiong di rd rang trojée khi bat tay vao cac cong viéc cu thé hon. Viéce tién hanh
nghién ctru khach hang, d6i thi canh tranh va nhan vat c6 kha ning gy anh hojong
ké trén s& mang dén cho doanh nghiép cai nhin toan dién vé nhiing ddi tojong lién
quan dén hoat dong marketing truyén thong xa hoi cuia minh, tir d6 gitp doanh

nghiép hoach dinh chién lojoc hiéu qua hon.

2.1.3. Sang tao trong viéc sir dung cic cdng cu ciia marketing truyén thong xi

héi

Trong marketing truyén thong xa hoi, cic chuyén gia marketing c6 thé lya
chon rat nhiéu cong cu dé sir dung. Vi¢c lya chon ra dojoc nhitng cong cu thich hop
cho timg chién dich cy thé phu thudc vao két qua nghién ctru khach hang, dbi thu
canh tranh hay nhan vat c6 kha nang giy anh hojéng da trinh bay ¢ trén. Ngoai ra,
dé thu dojoc hiéu qua cao hon, cac chuyén gia marketing cling can sang tao trong
viée str dung nhitng cong cu nay. Trén thuc té, yéu td sang tao la can thiét trong moi
loai hinh marketing, khong riéng gi marketing truyén thong xa hoi. Dé cap dén van
dé nay, to chirc marketing chuyén nghiép PepperGroup ctua My d3 timg dung hinh
anh so sanh cac cong cu truyén thong xa hoi nhoj nhing chiéc but chi mau. Diéu
quan trong nhat khong phai 1a sé lojong hay tan suat nhitng chiéc but chi mau nay
dojoc sir dung ma 13 cac chuyén gia marketing c6 thé sir dung chung nhoj thé nao dé
tao nén birc tranh dep va an tojong 03, Trojong hop hing dd ndi that IKEA tan dung
chirc ning tag anh trén Facebook di phan tich & chojong I 1a mot vi du dién hinh.
IKEA di thu dojoc thanh cong 16n trong chién dich tag anh nay chi dya trén mot y

tojong don gian ma sang tao trong marketing truyén thong xa hoi.

T4t nhién khong dé dang gi dé c6 thé doja ra ngay mot y tojdng sang tao va co
tinh kha thi. Pé 1am dojoc diéu do, cac doanh nghiép Viét Nam phai hiéu rd nhiing

cong cu truyén théng xa hoi ma minh dang st dung, nam dojoc nhitng chirc ning, opu

63 Documents for Small Business & Professionals (2010), http://www.docstoc.com/, 10/04/2010.
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diém, nhojoc diém cua cac cong cu d6. Chi khi dwa trén mot nén tang virng chic
nhimg kién thirc co ban thi doanh nghiép méi c¢6 kha niang doja ra dojoc nhing y
tojong méi mé, sang tao va that sy cd gia tri trong thuc tién hoat dong marketing

truyén thong x4 hoi.

2.1.4. Két hop hoat dong marketing truyén thong xi hdi trong mdi trojong

mang va mdi trojong thuc té

Mic di marketing truyén théng xa hoi phu thudc rat 16n vao cong nghé web
2.0 song khong thé vi thé ma tach roi hoat dong nay ra khoi méi trojong thue té. Tét
ca cac modi quan hé doanh nghiép xdy dung voi khach hang thong qua cac cong
ddng truc tuyén déu co xudt phat diém tir nhimg quan hé that va nham dén nhimng
muc tiéu cu thé trong thuc tién hoat dong marketing ndéi riéng va kinh doanh noi
chung. Chinh vi nhiing 1y do d6, doanh nghiép can thiét phai két hop dojoc hoat
dong marketing truyén thong xa hoi trong méi trojong mang va méi trojong thuc té.

Mot s6 bién phap cu thé dé thuc hién dojoc diéu nay la :

Doanh nghiép nén tién hanh t6 chuc cac su kién khach hang, cic chojong
trinh to] van,... trong thuc t& va quang ba thong qua cac cong cu truyén théng xi
hoi. Ngoai muc dich quang ba, nhitng céng cu nay con co thé sir dung dé thu thip y
kién dong gop ciing nhop cam nhan cua khach hang trojdc va sau cac chojong trinh
hay su kién dojoc t6 chirc. Doanh nghiép ciing nén moi cac nhan vat c6 kha ning
gdy anh hojong trong cac cong dong mang truc tuyén toi tham gia cac chojong trinh,
su kién d6 dé théng qua ho tac dong gian tiép dén ddi tojong khach hang cia minh.
Trong tiéng Anh, bién phap niy dojoc goi bang thuat ngit “Social Media Meetup”.
Nhin chung, “Social Media Meetup” di dojoc nhiéu doanh nghiép nojdc ngoai sir

dung va hoan toan c6 thé ap dung tai Viét Nam.

Ngoai ra, théng qua qua trinh ling nghe va d6i thoai v6i khach hang trén cac
cong dong mang truc tuyén, doanh nghiép c6 thé thu thap dojoc rat nhiéu y kién
phan hoi ciia khach hang mong mudn dojgc cung cap nhiing san pham hay dich vu
t6t hon, hoan hao hon. Nhiém vu cta doanh nghiép 1a phai nhin nhan nhitng ¥ kién
nay mot cach nghiém tac, tir d6 nhanh chong doja ra nhitng bién phap cu thé nhim
dap g nhu cau khach hang. Thyc té hoat dong marketing truyén thong xa hoi ciia
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nhirng thojong hiéu 16n trén thé gidi nhoj Starbucks, Nokia (trinh bay trong chojong

IT) d3 ching minh rang dé git hai dojoc thanh cong vé6i loai hinh marketing nay
thi viéc doanh nghiép chi ling nghe va tojong tac voi khach hang thong qua méi
trojong mang thoéi 1a choja du. Pidu quan trong 13 doanh nghiép phai thé hién dojoc
tinh cam két va nghiém tic clia minh trong mdi quan hé véi khach hang thong qua

cac hanh

dong cu thé trong mdi trojong thuc té.
2.1.5. Thuc hién cac bién phap do lojong hiéu qua khi sir dung marketing
truyén thong xa hji

Do loong hiéu qua cta mot chién dich marketing 13 viéc 1am téi quan trong
ma khong doanh nghiép niao co thé bo qua dojge. Trong khi d6, cac chién dich
marketing truyén thong xa hoi lai rat khé do lojong hiéu qua. Pay 1a van dé chung
dbi véi cac doanh nghiép trén thé gidi, trong d6 c6 Viét Nam. Dé khic phuc van dé
nay, doanh nghiép can thyc hién cic bién phap do lojong hiéu qua khi st dung

marketing truyén thong xa hoi. Cy thé nhoj sau :

Dau tién, cac doanh nghiép Viét Nam cin nim rd dojoc cac thong sb thojong
dojoc str dung dé do lojong hiéu qua cua marketing truyén thong xa hoi. Dya vao

ban chit cua cac thong sd ndy c6 thé phan ching thanh 2 loai 16n

Thir nhét 13 cac thong sb truyén thong (media metrics). Po dac cac thong s6
loai nay gitp cac chuyén gia marketing danh gia dojoc cong cu truyén thong xa hoi
ma ho dang st dung c6 thu hat dojoc sy quan tdm cua khach hang trén cac cong
ddng mang hay khong. C6 rat nhiéu thong sb truyén thong khac nhau song tuu

chung lai c6 thé phan thanh cac nhom 16n sau :

(1) Thong s6 do lojong vé lojong truy cap (Traffic)

Pién hinh trong cac thong sb loai nay 1a 13 sb lojong ngojoi truy cap (unique
view), s6 lan trang web dojoc xem (page view), & day la trang mang xa hoi, mang
chia s¢, blog hay dién dan cua doanh nghiép. Pay 1a nhiing thong s6 co ban nhét.
V&i mdi trang web truyén théng xa hoi khac nhau co thé lai co nhitng thong sb do
lojong vé lojong truy cap cu thé khac. Vi du, néu mot doanh nghiép mudn do lojong
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View) va tong sd lojot xem cac video ma doanh nghiép da ding tai 1én Youtube
(Total Upload View). Cac doanh nghiép Viét Nam néu sir dung mang chia sé video

Clip.vn ciing c6 thé st dung thong sb “Sé lojot xem” dé biét vé lojong truy cép.

(2) Thong so do lojong vé mitc d6 gan bé ciia ngojoi xem (Return On

Engagement - ROE)

Cac thong s6 thuoc loai nay rat da dang. Co thé ké ra mot sd vi du nhoy : thot
gian ngo)di xem loju lai trén trang web truyén thong xa hoi ciia doanh nghiép, lojong
ngodi click vao bai viét dang tai trén blog, lojong ngodi phan hoi lai théng tin cap
nhat (tweet) ciia doanh nghiép trén Twitter bang hinh thirc hdi dap (reply), lojong
ngojdi nhan xét (comment) hay thé hién su thich thu (like) trén Facebook, lojong
ngodi tai xudng cac ung dung Widget hay chudi cac tip thong tin ki thuat sd

(Podcast),....

Mic du c6 thé mang cac tén goi va hinh thirc khac nhau tiy thudc vao timg
cong cu cu thé nhong nhin chung cac thong sé loai nay rit quan trong. Ching cho
biét mirc do tojong tic va gin bo ciia khach hang voi doanh nghiép théng qua céc
cong cu truyén théng xa hoi doanh nghiép dang st dung. Pic biét, khi do lojong
mot s6 thong sb loai nay, doanh nghiép phai chu ¥ dén khong chi mat “dinh lojong”
ma ca mit “dinh tinh” ciia thong sd d6. Vi du, chi do lojong lojong ngojoi tham gia
nhan xét, thao ludn cac thong tin doanh nghiép cung cip trén mang xi hoi 1a choja
du, doanh nghiép con phai phan tich xem bao nhiéu phan trim trong sd cac nhan xét

do 1a tich cuc, bao nhiéu phan tram la ti€u cuc.

(3) Thong s6 do lojong vé mitc d6 dé xoiéng (Recommandation)

Cac thong sd chu yéu thudc loai ndy 1a lojong ngojdi cap nhat lai thong tin
(retweet) trén Twitter, lojong ngojo1i chia sé (share) cac thong tin hay cac dojong link
doanh nghiép cung cip théng qua cic mang quan 1y va chia sé¢ doong link
(bookmark).

(4) Théng s6 do lojong vé kha nang lién két (Connection)
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C6 thé ké tén mot s6 thong s loai nay nhoj lojong ngojdi ham mo (fan) trén
cac trang Fan Page cua Facebook, lojong ngojoi theo sau (follower) trén Twitter,

lojong ngooi két ndi (connection) trén LinkedIn, ...
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(5) Mot s6 thong sé khac

- Tojong quan truyén thong (Share of Voice) : gitup so sanh tat ca cac bai bao,
bai viét, tin nhin, hinh anh, video,... ndi vé doanh nghiép trén cac trang web truyén

thong xa hdi vdi cac dbi tha canh tranh.

- Tojong quan hoi thoai (Share of Conversation) : giup so sanh tat ca cac bai

bdo, bai viét, tin nhan, hinh anh, video,... n6i vé sdn pham hay dich vu cua doanh

nghiép vdi tong so cac trén bai bdo, bai vié€t, tin nhan, hinh anh, video khac ciing noéi

vé€ san pham, dich cu loai d6 trén cac trang web truyén thong xa hoi.

C6 thé hinh dung vé tojong quan hoi thoai théng qua vi du vé thojong hiéu
kem dojong da X danh cho da kho nhoj sau:

Tojong quan hdi thoai cta thojong hiéu X = Tong s6 cac bai bao, bai viét, tin
nhan, hinh anh, video,... n6i vé thojong hiéu kem dojong da X / Tong sb cac bai béo,
bai viét, tin nhin, hinh anh, video,... ndi vé tat ca cac san pham kem dojdng da danh

cho da kho ¢,

Thir hai 14 cac thong sb kinh té thong thojong (business metrics) nhoy loi
nhuan, doanh thu ban hang, sb lojong giao dich,...va quan trong nhét 1a ty 1¢ hoan

v6n dau to] ROIL.

Viée do lojong 2 loai thong s6 nay déu kha thi tuy nhién d6 méi 13 bojdc dau
trong viéc do lojong hiéu qua cua marketing truyén thong xa hoi. Bojde tiép theo ma
mdi doanh nghiép can thuc hién 1a tim ra sy lién hé gitta hai loai thong ) nay, co
nho| vy méi khang dinh dojoc chinh xac 13 hoat dong marketing truyén thong x3
hoéi ctia doanh nghiép minh c6 hiéu qua hay khéng. Vi du, néu trang Fan Page cia
doanh nghiép c6 hang triéu ngojdi hAm mo ma lgi nhuan sau 6 thang, 1 nim van
khong ting thi viéc dit cau hoi cho tinh hiéu qua cac chién dich marketing truyén

thong x4 hoi ctia doanh nghiép d6 1a can thiét.

Dé giai quyét van dé nay doanh nghiép Viét Nam c6 thé tién hanh do lojong

ki cac thong so kinh té & cac moc cu thé : trojoc va sau mdt thoi gian st dung
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%Ha Minh (2009), Tap chi marketing Viét Nam 56 60, Nha may in Quan Doi 2, 10 budc xay dung chién
lwoc Social Media, trang 33.
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marketing truyén thong x3 hoi va quan sat su thay ddi cua cac thong sé kinh té nay
qua cac mdc cu thé d6. Tir nhitng thay ddi ghi nhan dojoc, doanh nghiép tién hanh
phan tich mdi lién hé gitra 2 loai théng sd. Mot loju ¥ khi str dung phojong phéap nay
1a doanh nghiép phai xac dinh trojdc rang marketing truyén thong xa hoi can c6 thoi
gian dé phat huy hiéu qua. S6 lojgng ngojoi xem, thoi gian khach loju lai trén trang
web c6 thé thay doi timg ngay song lgi nhuén ciia doanh nghiép thi can c6 thoi gian

dé quan sat dojoc rd rét xu hojong ting hay giam.

Dic biét, hién ¢ rat nhiéu cong cu déc luc hd tro viée do lojong céac thong )
truyén théng. Do 1a cac trang web chuyén nghiép danh cho viéc do lojong hiéu qua
khi str dung marketing truyén thong xa hoi (c6 thé phai tra phi hoic dojoc sir dung
mién phi) hodc 13 cac dich vu do lojong thong sé bo sung do cac mang xa hoi 1on
cung cip cho khach hang cia minh. Bién phap nay da dojoc rat nhidu doanh nghiép

nojdc ngoai st dung va hoan toan co thé ap dung tai Viét Nam.

Mot loju y nhd 1a tai Viét Nam néu doanh nghiép lua chon cong cu la cac
mang x3 hoi hay mang chia sé “thuan Viét” thi viéc do lojong cac thong sb truyén
thong c6 kho khin hon do cac mang nay déu choja cung cap dojoc cac dich vu do
lojong thong sd bd sung nhoj Facebook hay Twitter. Giai phap ddi véi cac doanh
nghiép Viét Nam 13 opu tién sir dung nhiing trang web doc 1ap va phd bién khac nhay

www.google.com/alerts; www.google.com/analytics; www.socialmeter.com;
http://bit.ly dé thyc hién viéc do lojong ctia minh.

Bén canh do, trojde khi tién hanh do lojong hiéu qua, cac doanh nghiép Viét
Nam can x4c dinh 16 myc dich cy thé ciia chién dich marketing truyén thong xa hoi
ma minh dang thyc hién. Cac muc dich niy cé thé 1a ting doanh s ban hang, nang
cao nhan thirc thojong hiéu,... Véi mdi muc dich khac nhau s& c6 nhitng tip trung
khéc nhau vao mét sb thong s6 nhat dinh. Vi du néu muc dich cia doanh nghiép la
nang cao nhan thic thojong hiéu thi viéc do lojong nhitng thong sb truyén thong vé

murc do gin bo hay dé xojong cua khach hang 1a quan trong hon ca.

Dojéi day 1a bang gidi thiéu mot sd trang web chuyén nghiép do lojong hidu

qua ctia marketing truyén thong xa hoi.
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Trojong DH Ngoai Thojong

M@t sé trang web chuyén do lwong higu qud ciia

marketing truyén thong xa héi 65
Cong cu )
truyén Thong s6 do lojong Cong cu do logjong
thong xa
hoi
S6 lojong ban be, ngopdi ham md, | www.buddymedia.com
ngo10i dang ki nhan thong bao qua http://analytics.postrank.com
Mang xi |email, s6 lojong 16i  binh | www.facebook.com/lexicon
hoi ludn/ngay/tuan/thang, s6 lojong cudc | http:/bit.ly
thao luan dojoc 14p ra, sb lojong thong | http://tweetstats.com
tin dojgc cap nhat lai bo1 khach hang | www.buddymedia.com
(retweet), s lojong ngojodi theo sau, ..
Blog S6 lojong 16i binh luan, s lojong | www.socialmeter.com
ngojoi dang nhap, thoi gian ho doc WWwWw.cocomment.com
bai viét, sb lojong link ma bai viét www.google.com/analytics.
dojoc dan dén,...
Dién dan | S6 lojong thanh vién mai, thanh vién | http://boardreader.com
tich cuc, s6 lojong bai viét, chu dé WWwWw.cocoment.com
thao luan mdi ngay/tuan, www.google.com/alerts
Mang chia | S& lojong lojot xem, s6 lojong 101 binh| www.google.com/analytics
sé luan, xép hang, so6 lojong ngojoi dang [ www.feedky.com
nhap/ban be,... www.linuxinside.org/flickr
Mang danh S lojong ngooi loju gitr dojong link | www.socialmeter.com
dau va loju | minh yéu thich, s6 lojong ngojoi chia | http://bit/ly
trit dojong | sé nhitng dojong link nay véi ban bé | Cong cu riéng cung cip boi
link cua minh, ... chinh cac mang nay.

55 Chandler Nguyén (2009), Tap chi marketing Viét Nam 56 60, Nha may in Quéan Doi 2, Po leong hiéu qua
trén Social Media, c6 can khong?, trang 40.

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
http://www.buddymedia.com/
http://analytics.postrank.com/
http://www.facebook.com/lexicon
http://bit.ly/
http://tweetstats.com/
http://www.buddymedia.com/
http://www.socialmeter.com/
http://www.cocomment.com/
http://www.google.com/analytics
http://boardreader.com/
http://www.cocoment.com/
http://www.google.com/alerts
http://www.google.com/analytics
http://www.feedky.com/
http://www.linuxinside.org/flickr
http://www.socialmeter.com/
http://bit/ly
https://luanvantot.com/

Dich vu viét luin vin tron géi website: luanvantot.com Zalo/tele 0934573149

79

Tham khéio mién phi céc tai liéu khéc tai luanvantot.com



https://luanvantot.com/
https://luanvantot.com/

Dich vu viét ludn vin tron goi website: luanvantot.com Zalo/tele 0934573149

Khoa kinh té & kinh doanh qudc té Trojong PH Ngoai Thojong

2.1.6. Chuén bj cac bién phap phong tranh va xir Iy khiing hoang trong

marketing truyén thong xa hoi

Thong tin trong truyén thong xa hdi rat kho kiém soat va c6 kha niang lay lan

rat nhanh trong mdi trojong mang, ké ca cac thong tin tich cuc ciing nhoy tiéu cuc.

Chinh vi 1& d6, khing hoang 1 diéu ma moi doanh nghiép sir dung marketing

truyén thong xa hoi phai ludn sin sang d6i mit.

Vi du, & Viét Nam, chién dich “Giai ctru Mai Phojong Thuy” trén Facebook

ctia Nokia dojoc coi 1a mot that bai vé marketing truyén thong xa hoi. Nhom (group)

ma Nokia l4p ra trén Facebook cho chién dich nay chi thu hat dojoc hon 1000

ngojoi tham gia dong thoi xuat hién mot lojong khong nho nhiing binh ludn tiéu cuc

tir phia khach hang. Doj6i day 1a hinh anh mot phan giao dién ciia nhom nay trén

Facebook vo61 nhitng nhan xét tiéu cuc néu trén.

=3

Phurong #L U2 minh ghet MPT! dang | ko xiing dc Mokia mdi cdl
February 22 at Z:05pm * Report

Y¥an Hoang Morris nham nham nham oi la nham!!!ichang giong ai ca...ranh hai
ghe-™,.tuong gi hay lam...day |a quang cao te nhat W truoc den nay frong cai quang
Cao te

January 16 ak 9:44pm * Report

Mhin Cai Gi nham nhi het siic, mai phudng thay 13 ai ma S05
December 2, 2009 at &:20pm * Report

Ly Bau ¥an Mokia dang dan oy gigt minh do ma, kkaka
Dchober 4, 2009 at 1:04pm * Report

Y Phudng #L - #- likes this.

Richard Le Facebook 13 mang 3 hdi danh cho moi nguidi giao tigp, dau cd danh
cho quang cao dién thoai 7.
September 17, 2009 at 7:1%am * Repark

Hinh 10: Nhiing phdn vwng tiéu cuwc tir phia khach hang trén Facebook danh cho

chién dich “Gidi ciru Mai Phwong Thuy” ciia Nokia .
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Nhoj vay, khiing hoang trong marketing truyén thong xa hoi mot khi da xay
ra c6 kha ning gay nhimg ton hai to 16n dén danh tiéng cta doanh nghiép do tinh

lay lan nhanh chéng cta né trong cong dong mang.

66 Facebook (2009), http://www.facebook.com/home.php#!/group.php?gid=99958676956, 15/04/2010.
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Trojdc van dé nay, cac doanh nghiép Viét Nam can tinh tdo 4p dung day du
cac bién phap phong va tranh khiing hoang trong marketing truyén thong xa hoi. Cu

thé nhoj sau :

(1)  Vach 15 cac bién phap phong tranh ciing nhoj khic phuc khiing hoang

ngay tir khi 14p ra chién lojoc marketing truyén thong xa hoi ctia minh.

(2)  Xay dung mot bo phan chuyén trach ndm bit tinh hinh céc tin xau hay

nhirng phan héi tiéu cuc ctia khach hang d6i voi doanh nghiép trén cac trang web

truyén thong x4 hoi.

(3) Str dung cac dich vu quan ly thong tin trén mang.

Nhitng dich vu loai nay cho phép doanh nghiép c6 thé tim kiém cac thong tin
vé minh dojoc ding tai trén cac trang web khac nhau trong d6 dién hinh 1a mang xa
hoi, mang chia s¢, blog, dién dan va mang danh dau va loqu trir dojong link. Thong
thojong dich vu quan 1y théng tin loai nay do cac cong ty chuyén nghiép cung cép.
Doanh nghiép mudn st dung phai tra mot khoan phi nhat dinh. Bén canh d6 ciing co

mot s6 dich vu mién phi. C6 thé ké ra nhiing tén tudi quen thudc nhoy :

- Trackur : Cong cu nay cho phép doanh nghiép nhap mot hay nhiéu tir khoa
lién quan dén san pham, dich vu cta minh, tir d6 Trackur s& gitip doanh nghiép tim
kiém, sang loc theo ¥ mudn cac thong tin chira tir khéa d6 trén mang Internet. Cac

trang web chinh ma trén do Trackur tién hanh tim kiém 1a blog, mang xa hgi. Dé str

dung Trackur, doanh nghié¢p phai dong phi st dung hang thang.

- Google Alert : Khac v&i Trackur, Google Alert 1a mot cong cu mién phi
dojoc cung cap boi Google. Cong cu nay ciing cho phép doanh nghiép tim kiém tir

kho4 lién quan dén minh. Cac két qua tim kiém c6 thé dojoc giri thojong xuyén cho

doanh nghiép ngay khi c6 thong tin méi hay giri dinh ki theo ngay, theo tuan.

- Technorati : Cong cu quan ly thong tin online nay lai cho phép doanh

I4
A,

nghiép “theo ddu” cac thong tin lién quan dén minh dojoc ding tai trén cac blog.
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Ngoai 3 vi du ké trén con cé rat nhiu cic cong cu tojong ty nhoj Rapleaf,
Keotag, MonitorThis, Naymz,... Cac doanh nghiép Viét Nam, dac biét 1a cac doanh
nghiép vira va nho néu mudn st dung cac cong cu nay thi can nghién ctru ki cang

oju va nhojgc di€m cua moi loai. Néu kinh phi khong nhiéu thi vié¢c Iya chon cac
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cong cu mién phi nhoj Google Alert hay Technorati dojoc coi 1a mot giai phap hop
1y. Ngojoc lai, néu doanh nghiép c6 du kha ning c6 thé chon cac cong cu khac nho
Trackur. Hién tai goi cojde ti thiéu cho viéc sir dung cong cu quan 1y thong tin
online Trackur 1a 88USD/1 thang ddi véi ddi tojong doanh nghiép, tic 1a khoang
hon 1,700,000 VNB — mot con s6 ¢ thé chip nhan dojoc voi nhiéu doanh nghiép

Viét Nam hién nay *'.

(4)  Trong trojong hop khing hoang xay ra, doanh nghiép can binh tinh
giai quyét va khong bao gio dojoc né tranh van dé. Né tranh van dé c6 thé néi la
hanh vi tdi ki trong viéc giai quyét khing hoang. Doanh nghiép cang im ling thi
ngopoi tiéu dung cang c6 bang chung tin rang nhiing thong tin tiéu cuc vé doanh

nghi¢p ma ho biét 1a co6 co so.

Gan day, Nestlé 14 mot vi du thit bai dién hinh trong viéc giai quyét khing
hoang truyén thong xa hoi. Vu viéc bat dau tir khoang cudi thang 3 ndm 2010 khi t&
chtrc Hoa Binh Xanh “Green Peace” 1én tiéng chi trich Nestlé khi hing nay van tiép tuc
thu mua dau co (nguyén li€u san xuét loai keo Kit Kat cta hang) tr Sinar Mas — mot
cong ty Indonesia di bi cao budc vé toi chat pha ring bat hop phap. Vu viéc da nhan
dojoc sy hojong tng nhiét tinh ctia nhidu ngojoi théng qua cac trang web truyén thong
xd hoi voi cac doan bang video, hinh anh, khau ngir chéng ddi Nestlé xuat hién khip
noi noi tir Facebook cho dén Twitter. Tuy nhién trong sudt mot khoang thoi gian kha
dai, thay vi 1én tiéng trin an doj luan thi Nestlé lai chon cach giit im ling. Két qua la
van dé khong nhimg khong dojoc giai quyét ma Nestlé lai phai tiép tuc himng chiu thém

nhiéu 10i chi trich ctia khach hang hon nita. Hinh anh logo cua

loai keo nay véi cai tén “Kit Kat” da bi ddi thanh “Killer” trc “Ké sat nhan”, am chi
viéc Nestlé gian tiép pha hoai méi trojong sdng ctia nhiéu loai dong vat quy hiém tai
Indonesia hién nay. Trong sudt thoi gian khing hoang xay ra, logo “cai bién” véi
dong chir “Killer” nay da xuat hién trén vo sb cac cong dong mang truc tuyén, dat
Nestlé vao mot tinh hudng vé cing kho khan. Hinh 11 trang bén 1a so sanh tojong

quan 2 logo : logo chinh thtrc va logo chéng ddi Nestlé.

67 Trackur (2010), http://www.trackur.com/, 17/04/2010.
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To find out why visit:
greenpeace.org/kitkat

Hinh 11 : Logo chinh thirc ciia sin pham keo Kit Kat va
logo chéng déi san phdm xudt hign trén cdc trang web

truyén théng xa hoi 6869,

(5) Ngoai ra, mot khi khing hoang xay ra, bd phan marketing truyén
thong xa hoi phai lam viéc v6i bo phan PR dé cung nhau giai quyét hau qua. Su
phéi hop dong bo giita 2 bd phan nay sé gitp khing hoang dojoc giai quyét nhanh

choéng va hi¢u qua hon.

2.1.7. Nam virng kién thirc phap luét c6 lién quan dén hoat dong marketing

truyén thong xi hoi

Mot nén tang kién thtrc phap luat vimg chic s& co kha ning hd trg doanh
nghiép rat nhiéu trong viéc tién hanh hoat dong marketing truyén thong xa hoi néi

chung va trong viéc giai quyét khung hoang ndi riéng.

Ban than doanh nghiép khi ding tai cac thong tin 1én cac trang web truyén
thong xa hoi nham tiép can khach hang phai dam bao tuan thii day du cac quy dinh
ctia phap luat vé viéc 1am nay. Cu thé, khoan 1 diéu 19 Nghi dinh 97/2008/ND-CP
ctia Chinh pha ban hanh ngay 28/08/2008 vé viéc quan 1y, cung cip va sir dung dich
vu Internet va thong tin dién tir trén Internet di quy dinh 1 : “Viée thiét ldp trang
théng tin dién tir, viéc cung cdp, truyén dwa, lwu trit, sir dung thong tin dién tir trén
Internet phdi tudn thi cdc quy dinh ciia phdp ludt vé cong nghé thong tin, phdp ludt
vé s6 hitu tri tué, phdp ludt vé bdo chi, phdp ludt vé xudt ban, phdp ludt vé bdo vé bi
mdt nha mede, phap ludt vé ban quyén, phdp ludt vé quang cdo va cac quy dinh
quan 1y théng tin dién tir trén Internet. ” Nhoy vy, nham dam bao viéc cung cap va
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68 Seek Logo, http://www.seeklogo.com/, 19/04/2010.
69 Green Peace UK, http:/www.greenpeace.org.uk/groups/portsmouth, 19/04/2010.
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sir dung thong tin trén mang Internet trong hoat dong marketing truyén thong xa hoi
ctia doanh nghiép dojoc thuc hién dung phap luat thi doanh nghiép phai nim rd dojoc
Hién phap, Luat Doanh nghiép, Luat Thojong mai, Luat Dan sy, Luat Cong nghé thong

tin, Luat So hiru tri tu¢, Luat Béo chi,.... sau do6 1a cac van ban dojoi luat nhoj

Thong to], Nghi dinh va vin ban phap luat khac diéu chinh viéc sir dung mang
Internet ciing nhoj hoat dong truyén thong va quang cdo. C6 thé ké tén mot sé vin
ban doygi Luat d6 nhop Nghi dinh s6 97/2008/ND-CP ngay 28/08/2008 cua Chinh
phu vé quan 1y, cung cip, st dung dich vu Internet va thong tin dién tir trén Internet;
Thong top s6 05/2008/TT-BTTTT ngay 12/11/2008 ctia B6 TT&TT vé hojdong dan
mot s6 diéu ctia Nghi dinh s 97/2008/NDP-CP ngay 28/08/2008 cua Chinh phu;
Nghi dinh s6 28/2009/ND-CP ngay 20/03/2009 ctia Chinh phu vé Quy dinh xir phat

Vi pham hanh chinh trong quan ly, cung cép, st dung dich vu Internet va thong

tin dién ti trén Internet.

Nhin chung, nhirng kién thitc vé phap luit nay s& cuc ki hitu ich d6i voi
doanh nghiép néu khong may khung hoang xay ra. Véi nhirng kién thirc nay, doanh
nghiép c6 thé ty bao vé va bién ho cho minh trong nhiing trojong hop 14 nan nhan
clia cac tin don that thiét — hién tojong dang ngdy cang phd bién hién nay trén cac

trang web truyén thong xa hoi.

2.1.8. Xdy dung ngudn nhén luc cho hoat ddng marketing truyén thong xa hi

cuia doanh nghié¢p

Nhin chung hién nay trén ca thé gidi 1an Viét Nam néu mot doanh nghiép mudn
tién hanh hoat dong marketing truyén thong xa hoi thi c6 2 Iya chon trong tay. Thir nhat
1a ty doanh nghiép thuc hién va thir hai 1a di thué cic agency chuyén nghiép vé lap va
thue hién ké hoach cho minh. Néu nhoj doanh nghiép tam thoi choja ¢6 du ngudn nhan
lyc thi lya chon tht hai to ra 1a mdt lya chon hop 1y. Tuy nhién, hoat dong marketing
truyén thong xa hdi lai tén nhiéu cong strc thyc hién cling nhoj viéc thu nhan dojoc két
qua rd rét doi hoi mot khoang thoi gian nhét dinh. Do vay doanh nghiép khong thé hét

niam nay dén nam khéc di thué agency cho minh dojoc.
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Do d6, mdt yéu cau dit ra dbi v6i doanh nghiép 1a tién hanh xay dung, dao

tao ngudn nhén luc cho hoat ddng marketing truyén thong x4 hoi cia minh. Néu
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nhoy hiéu muc dich ctia marekting truyén thong xa hoi 1a xay dung, phat trién va duy
tri d6i thoai v&i khach hang, tang thém 1ong trung thanh ciia dbi tojong nay déi véi
san phim hay dich vu ma doanh nghiép kinh doanh thi r3 rang viéc sir dung chinh
ngudn nhén lyc trong ndi bd cong ty ¢ nhidu loi thé to 16n do ho di co sin kién

thirc vé doanh nghiép minh, vé déi tojong khach hang ma minh phuc vu.

N6i dén ngudn nhan lyc cho hoat dong marketing truyén thong xa hoi & day
cling phai nhic dén hai khia canh. Thr nht 13 d6i ngii nhan luc chuyén nghiép. Do
1a nhimng chuyén gia marketing ctia doanh nghiép truc tiép tham gia 1ap va trién khai
céc chién dich marketing truyén thong xa hoi. Th hai 13 toan thé doi ngii nhan lyc
cua doanh nghiép néi chung. Pay chinh 1a mét trong nhirng khéc biét cia marketing
truyén thong xa hoi véi cac loai hinh marketing khac. Néu nhoj nhiing hinh thirc
marketing truyén théng nho; email marketing, dit quang cdo trén tivi, dai phat
thanh,... chi do nhimg nhan vién phong marketing dam nhiém thi ngay nay, bat ki
nhan vién nao, khéng quan trong phong ban ciing c6 thé lap blog, c6 thé co tai
khoan trén cac dién dan hay mang x3 hoi do d6 ho c6 thé dong gop rat nhiéu vao
hoat dong marketing truyén thong xa hoi ctia doanh nghiép minh trén cong dong
mang ma ho tham gia. Hing may tinh IBM la mdét trong nhiing vi du thanh cong
dién hinh trong viéc kéu goi nhan vién ctia minh tham gia vao viéc str dung truyén
thong x3 hoi dé tojong tic v6i nhau trong ndi bd va véi khach hang. Hién nay, IBM
¢6 dén hon 100 blog do chinh cac nhan vién cua hing (goi la cac IBMer) lap nén.
Trén cac blog nay, vi¢c nhitng IBMer ké vé moi khia canh trong cudc séng, bao
gdm ca cong viée cua ho tai IBM da gop phan dem lai mot goc nhin méi hon, chin

thyc hon tir phia khach hang danh cho mot thojong hiéu.

Bén canh do, tai Viét Nam, mat bé“mg kinh nghiém cling nhoj hiéu biét noéi
chung vé marketing truyén théng xa hoi cia ca cac chuyén gia marketing hay cac
nhan vién binh thojong déu khong dojoc cao nhoj nhidu nojde khac. Chinh vi thé cac
doanh nghi¢p can cha dong trong viéc dao tao, boi dojong céan bd, nhan vién cua
minh nhitng kién thirc can cé ciing nhoy xdy duyng mét nhan thirc dy do vé tam
quan trong va xu thé phat trién manh mé cua hoat dong marketing truyén thong x4

hdi trong tojong lai.
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Ngoai ra, néu doanh nghi¢p Viét Nam c6 du dinh tan dung moi nguén nhan
luc cta minh, khong chi nhan sy tir phong marketing tham gia hd trg hoat dong
marketing truyén théng xa hoi thi yéu cau dit ra 13 doanh nghiép phai co dojoc
nhitng bién phép cu thé dam bao dong vién, khuyén khich dojoc nhan vién. Vi du,
doanh nghiép c6 thé c6 hinh thirc khen thojong dinh ki hang thang cho nhitng nhan
vién c6 dong gop tich cuc trén mang xa hoi, dién dan hay blog ctia doanh nghiép.
bac biét, viéc thanh 1ap cac chinh sach quy dinh chit ché vé viée sir dung truyén
thong x4 hoi cta nhan vién ciing hét stirc quan trong. Cac nhan vién cua hing may
tinh IBM trong vi du ké trén khi l4p blog dojdi danh nghia 1a mot IBMer déu phai
nam 1 chinh sach cua hang vé viéc 1ap va quan ly blog. Mot trong s6 cac quy dinh
nghiém ngit ctia chinh sach d6 1a cac nhan vién IBM khong dojgc phép tiét 16 bat cir
thong tin nhay cam nao vé hang trén blog cia minh. Nhin chung mét chinh sach
truyén théng xa hoi rd rang tir phia lanh dao doanh nghiép s& gitip cic nhan vién co
dinh hojong t6t hon trong viéc ho tham gia hd trg hoat dong marketing truyén thong
xd hoi cua doanh nghiép minh va phong tranh dojgc nhimg su cd dang tiéc co thé

xdy ra vi du nhop ro ri thong tin.

2.2. Gidi phap tir phia Nha nojéc

Bén canh mét sb giai phap tir phia cic doanh nghiép, dé phat trién hoat dong
marketing truyén thong xi hoi trong tojong lai, cic giai phap doja ra tir phia Nha
nojdc ciing déng mot vai trd vo cling quan trong. Day chu yéu 1 nhiing giai phap vi
mo mang tam chién lojoc dojoc hoach dinh cho mot khoang thoi gian dai. Cu thé

nhoj sau:

2.2.1. Hoan thi¢n h¢ théng phap ly

Hién tai & Viét Nam van choja tdn tai mot bd Luat cu thé nao diéu chinh hoat
dong marketing trén mang Internet néi chung, choja néi dén hoat dong marketing
truyén thong xa hoi néi riéng. Trong khi d6, mot hé thong phap 1y dong bd va hoan
chinh s& c6 tac dong tich cuc dén cac doanh nghiép trong viéc hoc tip, 4p dung
nhitng xu thé moi trén thé gi6i vao thuc tién hoat dong kinh doanh ctia minh. Hé
thdng phap 1y dojoc xay dung cang chit ché va hoan thién thi cang tao dojgc tim 1y

yén tdm cho cac doanh nghiép. Chinh vi thé v6i mot hoat ddong méi mé nhoy truyén
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thong x4 hoi va marketing truyén thong xa hoi, Nha nojdc can nhanh chong xay
dung dojgc mot h¢ théng luat cu thé diéu chinh cac hoat dong nay nham tao mot
hanh lang phép 1y thuén lgi cho doanh nghiép trong qua trinh kinh doanh. Cu thé

nhoj sau :

(1) Do ban than marketing truyén thong xa hoi lién quan dén nhiéu khai niém
khac nhau va mang nhiéu dic diém da dang nén dé co thé xdy dung dojoc nhimng
quy dinh phap ludt chit ché va hop 1y, cac nha 1ap phap ¢ Viét Nam can nghién ctru
ki cling nhoy doja ra nhitng quy chuan phap 1y phi hop cho nhitng khai niém lién
quan dé, trong d6 quan trong nhat 13 khai niém truyén thong xa hoi va cac cong cu
nho; mang x3 hdi, mang chia s¢, blog va dién dan. Hién tai mdi chi c6 Nghi dinh )
97/2008/ND-CP ban hanh ngay 28/08/2008 cta Chinh phu vé quan 1y, cung cép, sir
dung dich vu Internet va thong tin dién tir trén Internet co dé cap dén khai niém
“dich vu mang xa hoi truc tuyén”. Theo d6, diéu 3 khoan 12 cua Nghi dinh da quy
dinh : “Dich vu mang xa hoi truc tuyén la dich vu cung cdp cho cong do”‘ng rong rdi
nguoi sie dung khd ndng twong tdc, chia sé, heu trit va trao doi théng tin véi nhau
trén méi truong Internet, bao gom dich vu tao blog, dién dan (forum), tro chuyén
triec tuyén (chat) va cac hinh thirc twong tw khdc.” Viéc bd sung thém cac diéu
khoan c6 ndi dung vé dich vu mang xa hoi truc tuyén 1a mot diém moi cua Nghi
dinh 97 so voi Nghi dinh 55/2001/ND-CP ban hanh ngay 23/08/2001 ciing vé viéc
quan 1y, cung cip va st dung dich vu Internet. Tuy nhién, nhin chung khai niém trén
van choja thé hién ding va toan dién céc khia canh lién quan dén dich vu mang xa
hoi truc tuyén. Viéc gop cac dich vu tao blog, dién dan va tro chuyén truc tuyén vao

khéi niém “dich vu mang xa hdi truc tuyén ” nhop trén 1a choja théa dang va hop 1y.

(2)  Vigc xay dung mot ché tai xu phat nghiém minh cac hinh thtc t6i
pham trén mang Internet ndi chung va trén cac trang web truyén thong xa hoi noi

riéng

cling rat quan trong trong qua trinh hoan thién hé thdng phap luat vé van dé nay.
Hién nay, ché tai cho cac loai t6i pham nay con dojoc quy dinh so sai va choja cu

thé. Vidu :
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- Piéu 6 khoan 5 muc b Nghi dinh 63/2007/ND-CP vé quy dinh xtr phat hanh
chinh trong linh vuc cong nghé thong tin do Chinh Phu ban hanh ngay 10/04/2007
quy dinh phat tién tir 10,000,000 dong dén 20,000,000 dong d6i voi hanh vi “cung

cdp, trao doi, truyén dwa hodc luu triv, su dung thong tin so nham xuyén tac, vu

khéng, xiic pham uy tin cua té chirc, danh dw, nhdn pham, uy tin ciia nguoi khéc.”

- Piéu 19 Nghi dinh 28/2009/ND-CP vé quy dinh xur phat vi pham hanh

chinh trong quan 1y, cung cép, sir dung dich vu Internet va thong tin dién tir trén

Internet do Chinh pha ban hanh ngay 20/03/2009 quy dinh murc phat t6i da vé viéc
cung cép dich vu mang xa hoi truc tuyén la 50,000,000 déng dén 70,000,000 déng

do1 vé1 hanh vi “khong thuc hién viéc ngan chan va loai bo cac noi dung thong tin

vi pham cdc hanh vi bi nghiém cam trong Nghi dinh qudn Iy, cung cdp, sir dung

dich vu Internet va thong tin dién tir trén Internet theo yéu cau ciia co quan qudn Iy

nha nwde ¢o tham quyén.”
Thuc té nay dit ra yéu cau Nha nojéc can bat tay ngay vao viéc xay dung
mot ché tai xir phat hop 1y, dam bao tinh rin de can thiét trong hoat dong marketing

truyén thong x hoi.

(3) Ngoai ra, khi xay dung, hoan thi¢n cac quy dinh phap luat c6 lién quan, Nha
nojée phai dam bao dojoc cac quy dinh ndy da nhim dén day du cac d6i tojong lién
quan trong hoat dong marketing truyén thong xa hoi, bao gém : (a) doanh nghiép cung
cip cac cong cu truyén thong x3 hoi cho dbi tojong khac sir dung (chinh 14 cac nha cung
cap nhitng dich vu nhoj mang xa hoi, mang chia sé, mang danh dau va lopu trir dojong
link,..), (b) doanh nghiép sir dung truc tiép cac cong cu truyén thong xa hoi trong hoat
dong marketing cua minh (c) cac dbi tojong ca nhan, t6 chirc khac ciing tham gia st

dung cac cong cy truyén thong xa hoi dojge cung cip.

(4)  Cudi cung, Nha nojdc can loju tim dén sy théng nhit gitra tat ca cac
van ban phap lut c6 lién quan dén truyén thong xi hoi ndi chung va marketing

truyén thong xa hoi néi riéng nhoj cac van ban phap luat vé van dé truyén thong,
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2.2.2. Hoan thién co sé ha ting, cong nghé thong tin

Nhoj da sd cac nojdc dang phat trién khac, hé théng co sé ha ting va cong
nghé thong tin cua Viét Nam hién nay con choja dojoc hoan thién, chét lojong choja
cao. Mot ty 1¢ khong nho cac cong trinh hay hé thong cong nghé thong tin phuc vu
viéc san xudt kinh doanh hay doi s6ng xa hoi ¢ nojde ta con lac hau nhiéu so véi thé
gidi. Poi v6i mot doanh nghiép, didu nay di gy ra khong it kho khin cho nhiéu
hoat dong, trong dé c6 viéc st dung marketing truyén thong xa hoi. Loai hinh
marketing ndy s& khong thé phat huy hiéu qua dojoc néu thiéu ving su hd tro cia
cong nghé thong tin. N6i mot cach khac, trong bdi canh hién nay khi ma marketing
truyén thong xa hdi dang ngay cang tré' nén pho bién trén thé gi6i thi viéc Nha nojdc
dau to] nang cap hé thong co sé ha ting c6 ¥ nghia to 10n voi cac doanh nghiép Viét
Nam, gitp cac doanh nghiép bat nhip dojgc véi nhing xu thé méi trén thé gidi va co
dojoc nhitng thuan loi mang tinh chat nén tang trong viéc bojde dau ap dung loai
hinh marketing nay. Cu thé hon, viéc hoan thién co s& ha tang, cong nghé thong tin
c6 thé tac dong tich cuc dén su phat trién cua marketing truyén thong xa hdi tai Viét

Nam theo hai hojong.

Thir nhét 13 nhiing tac dong truc tiép dén doanh nghiép. Tac dong nay co thé
dé dang nhén thiy boi mot hé thdng co sé ha tang, cong nghé thong tin dong bd va
hién dai s€ c6 kha nang dem lai cho doanh nghi¢p Viét Nam nhitng co hoi dojoc tiép
can va su dung nhiing cong cu truyén thong xd hoi méi nhat trong hoat dong

marketing cua minh.

Thi hai 14 nhitng tac dong gian tiép dén doanh nghiép thong qua khach hang.
Tac dong nay dién ra cu thé nhoj sau : viéc dau to] vao co so ha ting, cong nghé
thong tin ctia Nha nojdc da gitip ngojoi dan cé co hoi tiép xtic nhiéu hon véi cac mg
dung cong nghé thong tin, cu thé & day 1a cac cong cu truyén thong xa hoi. Mot bo
phan trong s nhitng ngodi dan nay lai dong vai tro 1a khach hang tiém nang cua
cac doanh nghiép. Thuc t& nay dem lai cho doanh nghiép nhiéu co hoi hon trong
viée str dung marketing truyén thong xa hoi do ban than dbi tojong khach hang tiém
ning ctia ho lac nay ciing c6 mit nhiéu hon trén cic mang xd hoi, mang chia sé,

blog, dién dan,...
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Bén canh do, do trinh d6 rng dung cong nghé thong tin ctia nojde ta con kém
nhiéu so voi thé gidi nén mot mit Nha nojde can tién hanh dau to] ning cip nhiing
yéu t6 nén tang nhoj hé théng may tinh, dojong truyén Internet,...mot mit can
khong ngirng hoc hdi kinh nghiém, nhay bén trong viéc 4p dung cong nghé méi tur
cac nojoc ban, dic bi¢t 1a cac nojdc phat trién dé nhanh chéng rit ngén khoang cach
cong nghé, tranh tinh trang toc do phat trién qua cac nam van ting déu trong khi
thuc té so vai thé gi61 Viét Nam lai van bj tut hau. Viéc cong nghé 3G xuat hién tai
Viét Nam véi cot mbe quan trong khi Vinaphone chinh thirc tré thanh nha cung cip
dich vu ndy dau tién vao ngay 12/10/2009 vira qua la mot tin hiéu dang mirng cho
nhimg nd luc ciia Viét Nam trong tién trinh bat nhip cting da phat trién cong nghé
thong tin manh mé trén toan thé giéi hién nay . Cong nghé 3G la cong nghé di dong
bang rong da phojong tién, cho phép cung cap nhiéu dich vu tién ich véi toe do cao,
chét lojong tot, trong d6 ndi bat 1a dich vu dién thoai truyén hinh va Internet di dong
dojoc danh gia 1a c6 nhiéu trién vong phat trién tai thi trojong Viét Nam. Riéng ddi
v6i cac hoat dong marketing truyén thong xa hoi, cong nghé 3G s& déng vai tro 1a
mét tro thi déc luc c6 kha ning hd trg cao cho hoat dong nay xét & khia canh cong

ngh¢ thong tin.

Viéc hoan thién co s& ha téng, cong nghé thong tin ¢ Viét Nam cling can
dojoc thuc hién sao cho déng déu giita cac viung mién, khu virc. Nha nojde cé thé
tién hanh opu tién dau to] nhiéu hon vao nhitng khu vurc ma trinh d6 cong nghé thong
tin con han ché bao gSm nong thon, mién nai, hai dao, vi du nhoj khu vuc mién nui

phia Bic, khu vuc Tay Nguyén,....

Ngodi ra, can tranh tinh trang dau to] cho co so ha ting, cong nghé thong tin
mot cach tran lan gy lang phi clia cong. Hién nay da c6 nhiéu trojong hop cac thon,
ban ¢ ving siu, ving xa dojoc dau to] mua sam, nang cip hé théng may tinh, cong
nghé thong tin song do qua trinh dau toj thiéu tinh quy hoach, t6 chirc ma hiéu qua
dat dojoc van khong cao. Néi mot cach khac, viéc dau to] mot lojong von 16m cho co
so ha ting cong nghé thong tin rd rang 13 quan trong nhopng quan trong hon thé 13
phai dau to] 1am sao dé ngudn vdn d6 phat huy dojoc hiéu qua & ca mat “chat” va

mat “101(')'ng”_
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Tém lai, dé c6 thé hoan thién co s& ha tﬁng, cong nghé thong tin & Viét Nam
nham phat trién kinh té - xd hoi ndi chung ciing nhoj hd tro cho nhiéu hoat dong
kinh doanh cu thé khac trong d6 c6 hoat dong marketing truyén thong xa hoi noi
riéng, Nha nojéc can co su dau toy 16n véi nhitng dinh hoiéng ré rang. Hién nay,
dinh hojéng phat trién cong nghé thong tin va truyén thong Viét Nam dojgc thé hién
& “Chién hegc phat trién Cong nghé Théng tin va Truyén théng Viét Nam giai doan
2011 — 20207 ( goi tat 1a “Chién heoc cat canh” ). Chién lojoc da thé hién rd 3 quan

diém co ban :

(1)  Chuyén manh tir phat trién chiéu rong sang chiéu sau; tir s6 lojong

sang chat lojong; ting coong hiéu qua, ning suit.

(2)  Tan dung hiéu qua ngoai lyc dé ting cojong ndi luc. Noi luc phai trd

thanh nong cot va chu yéu, ngoai lyc gilr vai tro quan trong.

(3)  Phat huy tinh chu dong va sang tao trong moi hoat dong kinh doanh
theo co ché thi trojong dinh hojong xa hoi chu nghia, ning cao ning luc canh tranh

toan

nganh.
V61 nhitng ndi dung dinh hoiong nhoj trén, hy vong trong thoi gian téi hé
théng co s¢ ha ting — cong nghé thong tin ¢ Viét Nam sé& dojoc nang cip tré nén

ddng bo hon, hién dai hon dung nhoj cac ké hoach, chi tiéu da dé ra.

2.2.3. Tang cojong diam bao an ninh thong tin trén mang Internet

Bén canh sy phat trién manh mé& cta mang x3 hoi, mang chia sé, blog, dién dan
cling nhoj cic trang web truyén thong x4 hoi khac, tai Viét Nam trong thoi gian gan day
bat dau xuat hién nhitng lo ngai vé van d& xam pham ty do ca nhan qua cac trang web
nay. Nhiéu trojong hop ngojoi st dung da bi danh cép thong tin ca nhan hay 1a nan nhan
clia cac 101 don dai vo can cir. Thuc té nay da gy tam 1y e ngai cho khong it ddi tojong
trong d6 co cac doanh nghiép va anh hojong dén sy phat trién cua marketing truyén
thong xa hoi tai Viét Nam hién nay. Chinh vi 1& d6, Nha nojdc can thiét phai tién hanh

cac bién phap tdng coong dam bao an ninh thong tin trén mang Internet. Hién cac co
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VNNIC cung cac don vi, cac s¢ truc thudec Bo Boju chinh Vién thong. Cu thé,

nhiém vy cta timg co quan cu thé nay 13 nhoj sau : 70

(1)  Trung tim VNCERT nhanh chéng trién khai hé théng thu thap thong
tin va to] van qua mang Internet; chu tri phdi hop véi cac co quan lién quan xay
dung va trién khai ké hoach dao tao bdi dojdng nghiép vu an toan thong tin dap tng
nhu ciu thyc tién cla cic co quan, to chitc va doanh nghiép; ting coong cong tac
tuyén truyén ning cao nhdn thirc ciia cong dong vé trach nhiém dam bao an ninh

thong tin trong cac hoat dong vién thong va Internet.

(2)  Trung tam VNNIC c6 trach nhiém ting copong quan Iy tén mién quéc
gia “.vn”, dia chi IP theo quy dinh; tdng cojong bao ddm an toan an ninh cho hé
théng may chu tén mién qudc gia; phdi hop véi cac don vi chirc ning cung cip céac

thong tin v€ tén mién dia chi theo yéu cau

(3)  Céac don vi tryc thuoc Bo Bo Boju chinh Vién thong theo chirc ning
va nhiém vu c6 trach nhi€ém ctr can bd cd nang luc ph6i hop véi VNCERT trong
viéc d4u tranh phong chéng tan cong trén mang; tién hanh huan luyén nghiép vu,
dao tao cap nhat vé an ninh thong tin cho cic co quan, to chirc va ca nhan c6 nhu

cau.

(4)  Céc S& Boju chinh Vién thong ting cojong cong tac quan 1y nha nojéc
vé dam bao an ninh thong tin trong hoat dong Internet theo tham quyén dojoc giao;
hoéng dan cac doanh nghiép vién thong va internet, cac dai ly internet trén dia ban
thue hién nghiém chinh cac quy dinh cua phap luat vé Bopu chinh Vién thong va
internet; ¢y manh cong tac thanh tra, kiém tra va xir Iy kip thoi, kién quyét cac vi
pham vé an ninh thong tin; kién toan t6 chirc, ning cao ning luc can bd dap g yéu

cau thuc hién

2.2.4. Xay dwng va nang cao chit lojong ngudn nhan lue

Nguén nhan luc ludn 12 mét trong nhitng yéu t6 hang dau quyét dinh dén qua
trinh phat trién cia mot dit nojdc. Trong khi d6 & Viét Nam hién nay, chit lojong
ngudn nhan lyc nhin chung con choja cao. Thuce té nay di gy ra khong it kho khin

cho viéc ndm bét va ung dung céc thanh tuu, xu thé méi trén thé gidi vao thuc tién
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hoat dong san xuit — kinh doanh & nojéc ta. Marketing truyén thong xa hoi ciling
khong phai 1a mot ngoai 18. Dé sir dung thanh cong loai hinh marketing nay, doi hoi
d6i ngil nhan luc tham gia phai c6 mot kién thirc viing chic, troide tién 1a vé
marketing n6i chung, sau d6 méi dén marketing truyén thong xa hoi. Ngoai ra, trinh
d6 vé cong nghé thong tin ciing 1a mot trong nhitng yéu cau can ¢ clia ngojoi lam
trong linh vuc marketing truyén thong xa hoi. Trong khi d6, nhiéu chuyén gia
marketing & nojoc ta hién nay van con to ra la 1am véi khai niém nay hay ton tai
nhirng cach hiéu sai 1éch vé marketing truyén thong xa hoi. Kha ning vé cong nghé
thong tin ctia mot sd khong nho trong doi ngii nhan lwc Viét Nam cling méi chi

dung lai & murc han ché.

Trojéc tinh hinh d6, Nha ngj6c, véi vai tro quan 1y vi mo ciia minh phai co6
nhiém vu phai xay dung va ning cao chét lojong ngudn nhan lwc néi chung va trong
hoat dong marketing truyén thong xa hoi noi riéng. Pay s& 1a doi ngii lao dong di
tién phong trong viéc dén nhin cai méi trén thé giéi va ap dung vao thuc tién Viét

Nam.

Tat nhién can nhin nhan ring marketing truyén thong xa hoi ciing chi 1a mot
ndi dung nho trong marketing nén viéc xay dung mot chojong trinh dao tao vé loai
hinh nay dé doja vao giang day tai cac trojong Pai hoc 1a khong kha thi va choja can
thiét. Nhin chung, Nha nojdc c6 thé ap dung cic bién phap chu yéu sau dé nang cao
chét lojong nguén nhan luc & Viét Nam & tam vi mé: da dang hoa céc hinh thic dao
tao, nang cao trinh d¢ ngoai nglr va tin hoc, cai cach chojong trinh gido duc & cac
bac hoc khac nhau hay théng qua cac bd ban nganh c6 lién quan, tién hanh t6 churc
cac budi hoi thao, 16p chuyén dé cho moi ting 16p, dic biét 1a d6i ngii doanh nghiép,
tao diéu kién cho chinh nhitng doanh nghiép nay dao tao ngudn nhan lyc cia riéng

minh,...

Ciing gidng nhoj viéc hoan thién co s ha ting va cong nghé thong tin, viéc
dau to] dé xay dung va ning cao chat lojong ngudn nhan luc cling phai dam bao ca
mit chit va mit lojong, dam bao ngudn nhan luc dojoc phat trién ¢ ca chiéu rong va

chiéu sau.
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Nhoj vay, viéc xay dung va nang cao trinh do cua doi ngii nhan luc ¢ Vigt
Nam hién nay cho c6 chat lojong va dap ung cac nhu cau cua thi trojong 1a mot doi
hoi cip bach. Nha nojdc véi vai tro xdy dung chinh sach, vach ra phojong hojéng
hoat dong c6 mot tdc dong manh me dén viéc tao dung va phat trién nguén nhan luc

nay.
%

Trong tojong lai, xu hojdng tin tojdng vao hinh thirc marketing truyén miéng
cling nhoj xu hojéng st dung mang Internet n6i chung va cac cong déng truc tuyén
nho] mang x3 hoi, mang chia sé clia ngojdi dan van tiép tuc phat trién, tao diéu kién

thuan loi cho hoat dong marketing truyén thong xa hdi tai Viét Nam.

Bén canh do, hién nay do doanh nghi¢p Viét Nam con it kinh nghiém trong
linh vuc ndy nén dé marketing truyén thong xa hoi c6 thé ap dung thanh cong tai
Viét Nam doi hoi cac doanh nghiép phai biét doja ra nhiing giai phap cu thé cho
ting van dé va thuc hién nghiém tac trong thuc té. Ngoai ra, Nha nojde ciing can hd
trg cac doanh nghiép bang viéc doja ra va thuc hién cac giai phap mang tinh vi mo.
Chi khi c6 su két hop an ¥ tir phia Nha nojéc va tir phia doanh nghiép thi marketing

truyén thong xa hoi méi co thé that sy phat trién tai Viét Nam.,
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KET LUAN

Ngay tir khi xudt hién, marketing truyén théng xa hoi da thu hut dojoc rat
nhiéu sy chd ¥, quan tim cta nhiing ngojoi am hiéu va lam viéc trong linh vuc
marketing. Thuc té cho thdy nhiéu tranh cii van con xoay quanh sy né 1o cta loai
hinh marketing nay trong nhitng nim gan day. Nhiéu chuyén gia marketing theo
quan diém cii cho ring marketing truyén thong x3 hoi chi 12 mot xu hojéng nhét thoi
xuat hién dinh dam nhojng ciing c6 nhiéu kha ning lui tan sém cung véi cac mang
xa hoi hay mang chia sé thinh hanh hi¢n nay, von 1a cong cu chu yéu cua loai hinh
marketing nay. Pong thoi cic chuyén gia nay con cho rang marketing truyén thong
x4 hoi thuc chét ciing khéng hé ré nhop nhiéu ngojoi 1am tojong, do cong stc bo ra
dé thojong xuyén cap nhat thong tin, cham séc khach hang trén cic mang xa hoi la
rat 10n. Mic du vay, nhitng ngojoi lac quan thi lai tin tojong ring marketing truyén
thong xa hoi thuc sy dd mé ra mot chojong mai cho tojong lai cua marketing, 1a mot
xu thé khong mot doanh nghiép nao cé thé ding ngoai. Tranh cdi nay chic chan van
con tiép tuc trong thoi gian t&i va chi ¢6 thyc té mdi 1a cau tra 10i chinh xac nhat.
Piéu quan trong 1 hién nay, vin dang c6 ngay cang nhiéu doanh nghiép tim dén véi
marketing truyén thong xa hoi. Nhin chung, dé c6 thé thanh cong vdi loai hinh

marketing mo1 mé nay, cac doanh nghiép can chu y cac van dé sau :

Thir nhét, can hiéu rd ban chat cua marketing truyén thong xa hoi trojée khi
tién hanh bat dau. Do chinh 13 tao dung dojoc cac cudc ddi thoai vé6i khach hang dé
qua d6 xay dung mot moi quan hé khach hang bén viing. Cong cu dé thyc hién diéu
nay 13 cdc mang x3 hoi, mang chia sé, blog, dién dan,...Viéc st dung don thuan
nhimg cong cu nay s& khong hiéu qua néu qua d6 doanh nghiép khong tich cuc ling

nghe hay tojong tac v4i khach hang ctia minh.

Tht hai, cac doanh nghiép can y thirc dojoc ca oju nhojoc diém cua viée sir
dung truyén thong xa hoi trong marketing, ciing nhoj xac dinh dojoc ring truyén
thong xa hoi c6 thé trao cho khach hang mot quyén luc rat 16n di véi cac thong tin
doanh nghiép doja ra. Chi khi nao doanh nghiép hiéu rd vin dé nay, chip nhan

nhiing rui ro, khing hoang c6 kha nang xdy ra va san sang tham gia vao san choi
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truyén théng xa hoi thi khi d6 nhimg nd luc ctua doanh nghiép trong hoat dong nay

m&i dem lai két qua.

Thir ba, dé dat dojgc thanh cong trong marketing truyén thong xa hdi, con doi
héi cac doanh nghiép phai cé tinh kién nhan va sy sang tao. Hoat dong marketing
truyén thong xa hoi 1a mot qua trinh can sy dau to] cong sirc va thoi gian rat 16n tir
phia doanh nghiép. Loi ich thu dojoc khong thé mong doi trong thiy rd rang trong
mot sém mot chiéu nén cac doanh nghiép phai biét kién nhan, tranh quan diém noéng
voi. Dong thoi, su sang tao ciing 1a mot trong nhimg nhan t6 dem lai thanh cong
trong hoat dong marketing truyén thong xa hoi. Su sang tao & ddy nam trong cach
doanh nghiép st dung cac cong cu cling nho] doja ra cac chién dich marketing
truyén théng x4 hdi méi mé va doc ddo nham tiép can khach hang, gianh lay loi thé

canh tranh so voi doi thu va dat dojgc cac muc tiéu dé ra.

Thir to], du c6 nhiéu oju diém song marketing truyén thong xa hoi khong thé
thay thé dojoc tat ca céc loai hinh marketing khac. Trén thyc té, hoat dong marketing
ctia doanh nghiép doi hoi sy két hop nhuan nhuyén va hd trg 13n nhau gitta nhiéu loai
hinh marketing cung mot ltic. Cac doanh nghiép can tranh viée phu thudc hoan toan
vao marketing truyén thong xa hoi, chi nén coi day 1a mot phan trong nhitng nd luc

marketing mang tinh tong thé va dai han ctia doanh nghiép minh.

Philip Kotler di ting nhin manh rat nhiéu 1an trong cudn sach kinh dién
“The principles of marketing” ctia minh rang diéu quan trong khong phai 13 thu
dojoc loi ich ngin han trong nhitng giao dich don 1¢ v6i khach hang ma 1a xay dung
dojoc mét mbi quan hé dai han véi khach hang, dé ho tré nén gén b6 va trung thanh
v6i thojong hiéu san pham. Marketing truyén thong xa hoi ra doi trong mot ky
nguyén méi - ky nguyén cia nhiing tmg dung hién dai trong d6 c6 su xuit hién
cong nghé web 2.0 da dem lai co hdi 16n cho cic chuyén gia marketing thuc hién

diéu nay, dojoc thir strc minh trong cong cudc chinh phuc trai tim khach hang.
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PHU LUC

TONG HQP CUQC KHAO SAT
TINH HINH SU DUNG CAC CONG PONG MANG TRUC TUYEN VA
MOT SO CONG CU TRUYEN THONG XA HOI KHAC
TAI VIET NAM.

1. Théng tin chung vé cudc khio sat
Cudc khao sat dojoc tién hanh véi muc dich tim hiéu va thu thap cac s6 liéu

thuc té phuc vu cho qua trinh viét khoa luan. Céac s6 liéu nay dojoc két hop voi
nhitng thong tin tim kiém dojoc tir mot sé ngudn tai liéu khac va st dung trong
chojong II va chojong III ciia khod luan. Thong qua két qua diu tra khao sat, ngopoi
viét mong mudn doja ra dojoc nhitng danh gia toan dién va cap nhat nhit co thé vé
thuc trang cling nhop xu hojéng st dung cac cong ddong mang truc tuyén va mot sb
cong cu truyén thong xa hoi khac tai Viét Nam. Nhirng danh gia ndy 1a co sé cho
viéc tim hiéu vé thuc trang va viéc nghién ctru mot sb gidi phap cho hoat dong

marketing truyén thong x hoi tai Viét Nam trong tojong lai.

Cudc khao sat dojoc thyuc hién trong 2 tudn, tir ngdy 5 dén ngay 18 thang 4
nam 2010 trén dia ban thanh phé Ha Noi. bbi tojong diéu tra 1a cac hoc sinh, sinh
vién va can b, vién chirc c6 d6 tudi dojdi 35. Toéng s6 mau diéu tra 1a 100 ngojoi.

2. Phojong phap khio sat va chon mau

Phojong phap khéo sat 1a phong van truc tiép ddi tojong diéu tra thong qua
bang hoi.

Phojong phap chon mau 13 phojong phap xac dinh. Mau diéu tra dojoc gidi
han trong s6 nhitng ngoyoi tré tudi (d6 tudi dopdi 35) hién dang hoc tap va cong tac

tai Ha Noi (cu thé 13 tai trojdong PTTH Nguyén Binh Khiém, Hoc vién Can bo quan
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1y, trojong PH Ngoai Thojong va ngin hang BIDV). Pay 1a ddi tojong hay sir dung

Internet va cac cong cu truyén thong xa hdi nén da dojgc chon dé khao sat
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3. Két qua cu thé

3.1. Théng tin nhian khiu

G161 tinh
: Nam :

51%
N:49%

Do tudi : <18 tudi : 36%

18 — 25 tudi : 44%
> 35 tudi : 20%
3.2. Théi quen sir dung cac cong dong mang tryc tuyén
Cau 1 : Xin vui long cho biét hién tai ban c6 tham gia cong déng mang tryuc
tuyén nao khong ? (Cong dong mang tryc tuyén & ddy bao gom mang xa hoi, mang
chia s¢, blog/microblog, dién dan, mang d4nh dau va loju trit dojong link )
Két qua : 87% co, 13% khong.
Céu 2 : Cong ddng mang truc tuyén ban tham gia 1 cong ddng nao ? (C6 thé

chon nhiéu dép dn)

Két qua :

< . C | Mang khac
Ty|lé tham gia mot s6 cong dong mang |
trwc tuyén (%)  E!Linkhayvn

| | | 22 H | Tag.vn

5 E | Delicious

2 16 B | Trai tim Viét Nam

B | Hihi Hehe

l ||Flickr

Tham ki
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Yume.vn
H | Youtube
16 72 H | Yahoo! 360 Plus I | Truongton.net
B | ZingMe
|5
13
6 C | Linkedin
C1 hi5
0 10 20 30 40 B Twitter E | Facebook
50 60 70 80
2
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Céu 3 : Ban tham gia cong dong mang tryc tuyén ndy véi muc dich gi ? (C6

thé chon nhiéu dép dn)

Két qua :

Muc dich tham gia cac cdng dong mang trwc tuyén (%)
B | Muc dich khac

= | Tim hiéu vé san phdm va dich vu

m | Chia sé tranh anh, video cting
nhw cac van dée quan tdm khac.

95 C | Giai tri, vi du : choi game,
nghe nhac, xem video,..

C | Tim kiém va tao méi quan hé
v&i nhirng nguwdi ban maoi.

B | Gilr lién lac v&i gia dinh va ban be.

100 | =1 Thé hién ban than.

Céu 4 :Xin vui 10ng cho biét tan suat ban st dung cac mang truc tuyén nay ?

Két qua :

Tan suéat sir dung mang trwe tuyén (%)

C | Vai thang 1 lan

Ciu 5 : Ban d3 bao gio nhan dojoc nhitng thong tin chia sé vé san pham, dich

vu tir ban bé & ngojoi quen clia minh trén cac cong ddng mang truc tuyén choja ?
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Két qua : 76% di timg, 24% choja ting.

Cau 6 : Cac quyét dinh mua sdm ctia ban c6 bao gid bi anh hojong boi cac

thong tin chia sé néi trén khong ?

Két qua : 55% c6, 45% khong.
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Céu 7 : Ban di timg két nbi voi mot doanh nghiép nao d6 trén cac cong dong
mang tryc tuyén choja ? (Vi du : thém vao danh sach ban bé (Add to friends list), két
ndi v6i cac trang Fan Page ciia doanh nghiép trén Facebook, két ndi véi blog hay

dién dan doanh nghiép 1ap ra hoic theo sau (Follow) trén Twitter,... )

Két qua : 43% di timg, 57% choja ting.

Cau 8 : Xin vui 1ong cho biét 1y do ban két ndi voi doanh nghiép do trén cac

cong dong mang truc tuyén ? (C6 thé chon nhiéu déap dn)

Ly do ngwoi str dung két néi véi doanh nghiép trén cac céong dong

mang trere tuyen (%
| Ly do khac

5 C | D& dwa ralcad thac mac vé& san pham, dich vu
a doanh nghiép dé.

Dé dwoc cdp nhat cac thong tin vé sénlphém, dich
1 u m&i cling hhw cac chwong trinh khuyén mai.

£ | Vi yéu thich doanh nghiép do.

80 100

Cau 9 : Xin vui long danh gid mrc d§ hai long ctia ban vdi cac hoat dong

trén cac cong dong mang truc tuyén ctia nhiing doanh nghi¢p ma ban két nd1 voi?

Mdrc do hai long cua ngwei sir dung véi hoat dong trén cac cong

dong mang trwec tuyén ctia cac doanh nghiép

E | RAt hai long

B | Hailong

C | Binh thwong

C | Chwa hai long
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B | R4t chua hai long

73

Cau 10 : Trong thoi gian tdi ban ¢6 dy dinh tham khao thong tin tir cac cong

ddng mang truc tuyén khi doja ra cac quyét dinh mua sam khong ?

Két qua : 71% co, 29% khong.
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Cau 11 (Cau héi danh riéng cho cac d6i tojong hién choja tham gia cong
ddng mang trwc tuyén nao) : Xin vui 1ong cho biét Iy do ban khong tham gia cac
cong dong mang truc tuyén ? (C6 thé chon nhiéu dép dn)

Két qua :

Ly do khéng tham gia cac cong déong mang trwec tuyén
23
1 Ly do khac.
62
C | Khéng c6 hidu b|ét v& van dé
1 nay.
38 |
B Khdéng cé nhu cap.
Z | Khdng co thoi glan.
0 10 20 30 40 50 60 70

Cau 12 (Cau héi danh riéng cho cic ddi tojong hién choja tham gia cong dong
mang triee tuyén nao) :Trong thoi gian téi ban c6 du dinh tham gia cong ddng mang truc
tuyén nao khong ?

Két qua : 92% co, 8% khong.

3.3. Théi quen sir dung mdt sé cong cu truyén thong xi hoi khac
Céu 13 : Xin vui 10ng cho biét, trong sb cac cong cu trén mang Internet sau,

ban da timg str dung nhitng cong cu nao ? (C6 thé chon nhiéu déap an)

Két qua :

Ty lé str dung mét sé cong cu truyén théng xa hoi (%)

27
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I 1 Khdng mét cdng cu nao C | Thé gi&i do (Virtual World)

B | Chudi cac tap théng tin ki thuat sé (Podcast) H | Website mé& Wiki

C | Ung dung Widget I | Website tbng hop tin tr mang xa hdi (Social

Network Aggregator)
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Cau 14 : Trong thoi gian t6i ban ¢6 du dinh sir dung thém hay tim hiéu thém
thong tin vé nhimng cong cu ké trén khong ?

Két qua : 80% co, 20% khong
4. Két luén :

Cac két qua thu nhan dojoc tir cudc khao sat da thé hién chinh xac nhirng

nhan dinh néu ra trong khod luan. Pac biét, co thé nhan théy thong qua cac con )
thong ké, xu hojéng sir dung cac cong dong mang truc tuyén ciing nhoj cic cong cu
truyén thong xa hoi khac ciia ngoyoi dan Viét Nam sé tiép tuc gia ting. Day 1a co hoi
t6t cho cac doanh nghiép Viét Nam tién hanh hoat dong marketing truyén thong xa

hoi nham t61 khach hang muc ti€u ctia minh.
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