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Bén canh chién lugc vé gia va thuong hiéu, nén dua vao yéu té nao dé xay dung

NANG LUC CANH TRANH TRONG THOI Al SO?

Shopee



CUSTOMER EXPERIENCE

Shopee



Nén tang quan trong dé€ mang lai

trai nghiém khach hang vuot tréi?

Shopee



Thau hiéu

HANH TRINH KHACH HANG

Shopee



MUC LUC

Tong quan vé Hanh trinh khach hang
Xay dung Hanh trinh khach hang
Chén dung khach hang
Ban do6 hanh trinh khach hang




TONG QUAN VE
HANH TRINH KHACH HANG



I TONG QUAN VE
HANH TRINH KHACH HANG

Ban d6 Hanh trinh khach hang

Ban do6 hanh trinh khach hang la mot so do giai thich toan bo cau chuyén tir géc nhin cta khach hang

vé madi quan hé véi Shop hay mot san pham theo thai gian va xuyén sudt cac kénh tiép xuc.
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I TONG QUAN VE
HANH TRINH KHACH HANG

Lai ich khi xay dung Hanh trinh khach hang

TANG TY LE CHUYEN DOI TANG SU HAI LONG TANG LONG TRUNG THANH
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XAY DUNG
HANH TRINH KHACH HANG
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1. CHAN DUNG KHACH HANG



I CHAN DUNG KHACH HANG

Xac dinh Khach hang muc tieu

h’.Ml‘

n.

Khach hang cua Shop la ai?

.
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I CHAN DUNG KHACH HANG

Xay dung Chan dung khach hang

...................................................................................................................................................................................

Thong tin chung Thong tin chi tiét

Tén khach hang S& thich & phong cach lién quan

Hinh anh khach hang Mong muon khi mua hang

Pong luc khi mua hang

Noi dau/tré ngai khi mua hang

Mo ta khach hang
- Gidi tinh
- PO tuoi

- Cong viéc
- Mtrc thu nhéap (néu co)

Kénh truyén thong yéu thich
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Vi du Chan dung khach hang muc tieu

Nguyén Thanh Linh

"T6i luén muén mang lai nhiing diéu tét dep nhat cho

con gai cua minh."

Nhan vién van phong

Thu nhép &n dinh

Sinh s8ng tai HS Chi Minh cling chdng & con gai 2 tudi
Thudng xuyén mua hang online

Yéu gia dinh Cham lo sitc khoe

Kénh truyén thong yéu thich

Facebook

YouTube

|
Ngudi c6 stic anh hudng

Thuong hiéu yéu thich

PHILIPS o

LOCK&LOCK

SHARP

Hanh vi mua hang trén Shopee

Thudng xuyén dao Shopee khi ¢6 thdi gian ranh. Bat dau cé
théi quen mua hang trén Shopee nhigu hon ké tir khi gian cach
vi dich COVID-19. Quen vdi viéc mua moi thir trén Shopee tir
ta hodc sita cho con géi dén nhitng thiét bj dién tr nhu tivi, loa
bluetooth, v/v..

Khi mua hang thudng s& xem xét Iura chon rét ky gilta cac
Shop, thuong hiéu va san pham. Hay xem video review trén
YouTube hodc vao cac hdi nhém trén Facebook dé héi y kién
cdng ddng mang. Thudng xuyén chia sé vdi dong nghiép dé cé
thém nhiéu ggi y mua san pham pht hgp nhét.

C6 théi quen tan dung muia sale khuy&n mai ngay déi dé mua
hang hodc uu tién mua nhitng Shop dugc giam/mién phi van
chuyén.

Hay xem dénh gié tir khach khac & nhan tin d& Shop tu van

trude khi quyét dinh mua. Hoi rét ky vé ché do ddi tra & bao
hanh ctia Shop. Sé &n tugng t6t han néu Shop nhiét tinh tu

van.

N&u Shop giao diing san pham va san pham chéat lugng tét,
khong ngai quay video va dénh gia 5 sao.

Muc tiéu

Cham sdc strc khoe gia dinh va
con cai

Sa hitu can bép hién dai gitip
nhanh chéng chuén bi bita &n
thudng ngay

Mua NCKD chét lugng va uy tin
N&u nhidu mén ngon, la va bd
dudng tir NCKD cho con géi

Pong luvc mua hang

Chét lugng

Gié phai chang

r-“I

hé& do bao hanh

D2 lau chtii

Bugc nhigu ngudi khen va
khuy&n nghi

Tré ngai thudng gap

San pham khong giéng mé ta
« Khéng dugc déi tra/bao hanh
khi g&p vén dé vé san pham
Khdng dudgc tu véan rd rang vé
san pham pht hop

Khéng tim dugc Shop uy tin
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2. BAN PO HANH TRiINH KHACH HANG



BAN DO
Ban d6 Hanh trinh khach hang i HANH TRINH KHACH HANG

g (WY *&é

- e /‘ a ‘ ks

DE xay dung ban d6 hanh trinh khach hang, can lam ro:
e Giai doan & di€m cham trong hanh trinh; va

e Nhitng yéu 1o lién quan dén khach hang (suy nghi, hanh déng, cdm xuc, déng luc, trd ngai)
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I BAN PO
HANH TRINH KHACH HANG

Giai doan va diém cham

m Ung hd/Trung thanh
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I BAN PO
HANH TRINH KHACH HANG

Giai doan va diém cham

Quang céo Chuong trinh
] . . khéch hang than thiét
o Thao luan trén Uu dai/khuyén mai °
Mang Xa hoi o
([

@ Tiép thjlién két

Nhan biét Ung ho/Trung thanh
@® Google
Mang xa hdi @ 2::2 r?é’?n ® Hau mai & CSKH
Mién phi
@ Trang shop/ van chuyén
N trang san pham
Truyenmieng @ trén Shopee
)
Dbdng goi, bao bi
Tu van &qua tang
tr Shop
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I BAN PO
HANH TRINH KHACH HANG

Suy nghi - "T6i c6 nhu c&u/T6i bj thu hit béi.."

Hanh d6 - - Nhan biét nhu cau/sd thich ban than
anh dong - -boc nhirng chd dé lién quan vé nhu cau/sd thich cia ban than

piém ch - - Tryc tiép: Sy kién cudc song/xa hoi, thdéi quen, sé thich, nhu cau, v/v..
lem cham - - Giéan tiép: Quang cdo, tiép thi lién két, Shopee LIVE/Feed, truyén miéng, v/v..

Camxic = Tomova hao himng vé san pham/thuong hiéu

20
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I BAN PO
. , , . . , . HANH TRINH KHACH HANG
Diém cham kich thich hanh vi khach hang

Su kién cudc séng San pham hu hong

San pham bi hu hai, 16i can stra chira hoac
thay thé mdi hoan toan

Trudng thanh, két hon, sinh con, v/v..

Su kién xa hoi Puogc gidi thieu

An t6i v&i ban bé, sinh nhat,
giang sinh, nam mdi, v/v..

Puagc gidi thiéu tur ngudi than hoac tr
nhiing nguai dé trai nghiém va st dung
san pham, v/v..

Hoat dong va théi quen Quang cao

An, ngui nghi, giao ti€p, tam rira, Quang cao qua ti vi, bao dai, radio,
giai tri, lam viéc, v/v.. poster, trang web, mang xa hoi,
ung dung dién thoai, v/v..
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I BAN PO
. HANH TRINH KHACH HANG
Tim hieu

Suy nghi - "T6i mudhn tim kiém gidi phap pht hop cho nhu cdu cta minh.”

- - Tim hiéu thong tin lién quan vé sén pham
Hanh dong - Tim kiém goi y tr nhirng nguai xung quanh
- Nhan ra ho&c/va nhé dén nhirng san pham/thuong hiéu quen thuéc

- Shopee (trang chi/trang két qua tim kiém/trang san pham)
- Cong cu tim kiém Google

biem cham - Mang xa hdi (YouTube, TikTok, Facebook, Instagram, v/v..)
- Nhirng ngudi xung quanh (ban bé&, cong déng mang, KOL/KOC)
Cam xuc Thac méc, bai roi vi khong tim dugc hodc choang ngop bai thong tin
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I BAN PO
- - HANH TRINH KHACH HANG
Can nhac

Suy nghi "T6i mudn lua chon san phdm pht hop nhat véi minh."

- Str dung quan diém céa nhan, kinh nghiém va trai nghiém trudc dé
- -Poc thong tin san pham, danh gid va nhan xét
Hanh dong - So sanh cong dung, lgi ich, thong sé ky thuat, chinh sach bao hanh, v/v..
- Tham khao va so sanh gid, thoi gian & chi phi van chuyén
- “Chot” danh séch san pham/thuong hiéu uu tién

- Shopee
e - Cong cu tim kiém Google
Pbiém cham LA
- Mang xa hoi
- Tu van tr Shop
- Théng tin san pham day dd, lién quan va chat luong
bong luc

- Danh gid/nhan xét tot tir nhitng ngudi xung quanh
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Shopee
® ndichién khong dau ré @ ndi chién khong dau tot nhat .
9 g + Add comparison
Search term Search term
Vietnam ~ Past 12 months ¥ All categories ¥ Web Search ¥
Interest over time (. oL

ml A

Average Jan 3 May 2 Aug 29 Dec.

Khach hang quan tam vé gia hay chat luong?



I BAN PO
HANH TRINH KHACH HANG

Suy nghi - "TGi d tim thay san phdm phi hop vdi minh. Bay gid t6i sé bat ddu mua hang."

- Kiém tra thong tin san pham

- Kiém tra thoi gian va chi phi giao hang
- S&r dung voucher/ma giam gia (néu co)
- bat hang va thanh toan

Piém cham : Shopee

- Chuong trinh khuyén mai tir Shopee
- - Chuong trinh khuyén mai tir Shop: ma giam gia,
Pong luc mua kém deal soc, flash sale, combo khuyén mai, v/v..
- Freeship Xtra/Hoan xu Xtra
- Giao hang hda t6c

& W BUYNOW
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I BAN PO
HANH TRINH KHACH HANG

6 dinh kién tac dong dén quyét dinh mua hang

1.  Category heuristics (quy tac “ngdn tay cai”)
Dua ra quyét dinh nhanh chong khi lia chon san phdm dua trén mét dac tinh
nhat dinh (vi du: bén, gia ré, chat lugng, dep, v/v..)

@ 2. Power of now (su nhanh chéng)

Mong muén nhan dugc san phadm trong thdi gian s6m nhét
Category Power of Social 3. Social proof (hiéu tng lan truyén)
heuristics now proof Dua vao hanh vi/hanh dong cla nguoi khac khi phén van gitra nhiéu san pham
4.  Scarcity bias (su khan hiém)
Khan hiém vé s6 lugng san pham, vé gidi han thai gian, va vé su doc quyén cua
san pham
‘ 5.  Authority bias
Scarcity Authority Power of Xu huéng bi anh huéng béi y kién/hanh vi ctia nhitng ngudi cé tam anh hudng
bias bias free

6.  Power of free (strc manh clia mién phi)
Xu hudéng thich dugc tang thém
Nguon: Think with Google (2020)
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https://www.thinkwithgoogle.com/intl/en-apac/consumer-insights/consumer-journey/navigating-purchase-behavior-and-decision-making/

BANDO S
. - s HANH TRINH KHACH HANG
Ung ho/Trung thanh

Suynghi = 'T6i d& sur dung hét cac chic ndng cua san phdm. Téi mudn chia sé trai nghiém cia minh."

- Str dung/trai nghiém san pham va céc dich vu hau mai
- Tim kiém sur trg gidp tir thuong hiéu (néu cd)

- Danh gia san pham va trai nghiém véi thuong hiéu

- Phat sinh cam giac trung thanh

- Chinh sach hau mai & hé théng cham séc khach hang
- Bao bi, dong géi san pham

- Nhan dugc san pham chét luong t6t

- Shop giao dung san pham, déng géi ky cang,
bao gom thu cam on, qua tdng kém phu hop

- Shop tré |Gi tin nhan nhanh va ho tro nhiét tinh
- Chuong trinh hau mai hap dan

- Chinh sach khach hang than thiét
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L& Na » Review D5 An €6 Tam
17 thing 9,2021- @
TONG HOP 1001+ MON NGON CHE BIEN BANG NOI CHIEN KHONG
DAU &
Tét thn tat cng thic déu sif dung loai ndi nay né
& hitpsy//eyep blog/divbotiT

Ngudn: Trang Tura

Xem thém

Q21K

1,8K binh lugn 12K luot chia &

Khach hang vo tinh nhin thay
théng tin lién quan vé san pham
va bat dau phat sinh nhu cau
tim mua san pham

BAN PO
HANH TRINH KHACH HANG

Tim hiéu

x| & Q

nén mua ndi chién khong dau cla hang nao

review noi chién khong dau

i chién khang ddu

6 Crvn Kndng DA Phis Dy Nguln Min e Wit Kinh Kidu Trang  Kem ChdngNing N G Kiing D& Balo DinLed Trang T

Mé Freeship tai day
Freeship 09 - Hing hidu -50% - Co h tring xe ho

Shop lién quan aén "ndi chién khéng déu

@ GAABOR | DO DUNG NHA BEP CHINH HANG
T o

@ Két qua tim kiém cho tir khod 'ndi chién khong déu’

¥ BOLOC TiM KIEM
Theo Danh Muc
Bép chién khéng khi
@3k

Nh3 Cia & D3I Séng
=)

Thém Két Qui >

i3t Gill & Cham Séc Nha
Cua (762)

trong vai gié
96 gia dung nhd bép (447) g1 G P

Thém -

NoiBan

TP HB Chi Minh

sipxiomeo LT Mot mincay i ~ 1100 >

Ha NG
“Thi Nguyén
Vinh Phiic

Thém

©0n Vi Vén Chuyén
HaTéc

Nhanh

Tiétkgm
£579.000 - £729.000 &
Thuong Hiéu > ssoan 22
Camel
SuNHOUSE
Bluestone
Kaite

Thém

Khoing Gid

APDUNG

mXx Q ¢

Khach hang tim hi€u thém thong
tin lién quan vé san phadm trén
MXH va trén Shopee
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BAN PO
HANH TRINH KHACH HANG

Can nhac

so sanh nodi chién khong dau philips va lock&lock Em X Q 4

Nbi chién khong du Lock&Lock 12 Lit két hop I nuréng cho gia DANH GIA SAN PHAM
dinh 4-6 ngudi c&m tng da chirc nang - HAPOS

49%kkkk | 5690ihGia | 1,3kDaBén

4 9ens SSw(s0)  4Sw0(8) 35w 25 153006
/ s409000-25850006 43,159 000 - 43.259.000 =x=m ok kkk CoBinh Ludn (309)  C6 Hinh Anh / Video (274)
b naing X

[ Jevon

o i bfigg 3

M3 Gidm Gia .
: Gidm £70k : :
Cia Shop Hang chit luong shop nhiét tinh than thién,
S& tiép tuc mua hang shop nira
Deal Séc Mua Kém Deal Séc

\
0%TRAGOP  12thng x £263 250 (L3 sudt 0%)  Xem Thém » [ i !
B ol b -

VinChuyén G VénChuyén Tsi  HuyénBaViv
Phi Vin Chuyén  Khéng h tro v/

Phin Héi Cia Ngudi Bén

— Model EJF6O6BLK  EJFEI9SLV. e 0 o8 2 bgn- Ching ¥ it v e irait i [reng e ac;“g\ A3 shop. Ching kol
—l | S e SbLuong T 1 [+] esssapnhcssln

10000 Gt o=

kR
Phin loai hang

Cm on shop . bin hing rét ung - giao nhanh - chu 3o
Khoaitay chién thé nay c6 céi gién ci ko
C5 the 1 cét méng hon s& gion .M ko diing du phi Ién Knoai

EEe

Khéch hang can nhac gitra nhiéu sy lua chon dé tim s i

ién May 4m on danh gia cia ban. Chiing t6i 1 vi vi g si dung s
o : o

ra san pham phu hop nhat véi nhu cau cta minh

O Shopee Dim Bio 3 Hgay Trd Hing  Hoin Tibn

ing h§ Shop trong.
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BAN PO
HANH TRINH KHACH HANG

Mua hang

ﬁ Shopee

ndi chién khdng dau lock&lock 121 n

Déy Nguda Man Hinh  Ndi Chién Khdng D3u Philips Mt Kinh KhduTrang Kem Chéng Ndng N&i Chién Khdng D3u  Balo  Dén Led Trang Tri

% BOLOC TM Kitw

N&i chién khéng diu
Lock&Lock 12 Lit két hop 16...

POS | grapmmpg 41%

res 3 T

BT

TaiTro

Noi chién khdng diu dién t
Lock&Lock cdm Ung dung ti...

 Giaem 0705 J L ]

[Fs R Besi 552 )

£3.159.000-<3.25... &%
v D3 ban 1.3k
TP. Hé Chi Minh

[LOCKELOCK CHINH HANG]
NGi chién khang k...

$2.092.300
o

Ha N

B HOC VIEN SHOPEE -

EEEXslock  Q ki

£4:868-... 42.379.000 8%
v D3 ban 288

TP Ho Chi Minh

pa——

& it s shos

& e g

0 sl
L s

.
Bl T e

N&i Chién Knhéng Dau 12L
chinh hdng Lock&Lock -..

23.099.000
o D3 ban 17
TP Ho Chi Minh

SHOPEE UNI

N&i chién khdng ddu
Lock&Lock Visible Stirring Ai...

45555808 33 617.000

v D3 ban 1.4%

TP. Hé Chi Minh

N&i Chién Khéng Déu

Daichipro DCP12A - 12L-...
=0

23.790.000

V) D3 bin 4.4k

Ha N&i

| e

N&i chién kndng khi
Lock&Lock 12U EJFEOSBLK ...
45-668-609 42.990.000
< D30dn g
Ha N&i

181 ranc e g T =

LO NUONG/ NOI CHIEN
KHONG DAU 12L

 Giam g0k { 3 Keruong
£5-566-666 ¢3.150.000
o 93 ban 218

TR Ho Chi Minh

NOI CHIEN-NOI CHIEN
KHONG DAU CAMEL 6-6.5-..

50.000 -1.200.000

5
© Dibin 472
H3 Noi

— 43%

Noi Chién Khdng Dau dung
tich 12L hing Lock&Lock .
£5-458-.. 43.099.000 5%
< Ddban3

Ha Noi

Khach hang str dung b loc tim kiém cta Shopee dé
dé dang tim mua san pham theo nhiing tiéu chi minh




BAN PO
HANH TRINH KHACH HANG
Ung ho/trung thanh

DANH GIA SAN PHAM

4 9tens

L 2 0 6 0 ¢ Cé Binh Ludn (309)  Cé Hinh Anh / Video (274)

55a0(540) 4 5a0(16) 3Sa0(6) 25a0 (1) 15a0(6)

Hang cht luong, shop nhiét tinh than thién
Sé tiép tuc mua hang shop niva

A ‘
{ W | |
o 014 3

IS 123

Dién May HP xin cam on danh gia cia ban. Ching 15i rét vui vi duoc ban trakt tin tuéng st dung san pham ciia shop. Chiing tai
ludn hy vong mang lai s hai lng cho Quyj khach hang, chdc ban ludn vui vé va mong ban tiép tuc dng hd Shop trong lan tréi
nghiém mua hang tiép theo nhé!

Phan Héi Cia Ngudi Ban

mickey5108
Hok ok ok ok

Phén loai hang

Cam on shop . ban hang rat ung ¥ - giao nhanh - chu dao
Khoai tiy chién thé nay cé cai gion céi ko
Cé the Ia cit méng hon s& gidn . M ko diing dau phi Ién khoai

Phan Héi Cia Ngudi Ban

Dién P xin cam on danh gia clia ban. Ching 16i rat vui vi duoc ban mickey5108 tin tuéng st dung san phdm ciia shop.

ludn hy vong mang lai sy hai Ing cho Quj khich hang, chiic ban ludn vui vé va mong ban tiép tuc Gng hé Shop trong Khach héng danh glé 5 sao khi hai |bng voi Sén ph§m
va trai nghiém tlr Shop
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Shopee

Tong Két l

[ Xay dung chan dung khach hang muc tiéu

4 N\

Xac dinh nhirng giai doan trong hanh trinh

Téng hap nhirng diém cham vaéi khach hang
G J

RN CONN R

p
Phan tich suy nghi, hanh dong va cam xuc
X cua khach hang trong tirng giai doan va diém cham




“Khach hang khéng trung thanh vai thuong hiéy,

ho trung thanh vai trai nghiém ma thuong hiéu tao ra.”

- Digital Experience Benchmark Report (2021)

Shopee


https://contentsquare.com/insights/digital-analytics-benchmarks/

Shopee

Cam on

Xem thém hudng dan ban hang trén Shopee

Xa/ HOC VIEN SHOPEE — SHOPEE UNI

G SHOPEE UNI VIETNAM
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https://banhang.shopee.vn/edu
https://bit.ly/ShopeeUniYoutube

