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PHAN I: DAT VAN BE
1.1 Tinh cap thiét cta dé tai

V& s phat trién clia truyén thong xa hdi, Viét Nam khong hé dirng ngoai xu hwéng
chung cua toan cau, s6 lugng ngudi tham gia vao mang xa hoi dang tang Ién nhanh chong.
Theo Socialbakers & SocialTimes, dén thang 8/2013, tai Viét Nam da c6 19,6 triéu nguoi
dung Facebook, chiém 21,42% dan s6 va chiém t¢i 71,4% nguoi st dung internet. Ti€p
theo sau d6 la ZingMe véi khoang 8,4 triéu ngudi dung. Ngoai ra con c6 mot s6 trang
mang xa hoi khac nhu Youtube, Twitter... ‘

Tuy nhién, trong khi cac cong ty qudc té sir dung cac trang truyén, thiong xa hdi nhw
mot cong cu marketing tuyét voi thi tai Viét Nam, viéc van dung marketing truyén thong
x& hoi van dang con & giai doan rat so khai va vap phai nhiéu ykiéh tréi chiéu. Theo nhan
Xét clia cac chuyén gia thi cac doanh nghiép trong nuwéc chud thuc sty chi trong dau tw cho
viéc kinh doanh trén cac trang truyén thong xa hoi, mae.du chi‘phi dau tw trén khong qua
cao. Nguoc lai, theo y kién clia cac doanh nghiép trong nuéc thi ho khdng tan dung duoc
nhitng lgi thé cla truyén thong xa hoi vi nhiéu fy.do mhu: khach hang muc tiéu chua cé
thoi quen dung truyén théng xa hdi, khéngphu hop ddi twong khach hang la cac doanh
nghiép, khéng chic chan vé hiéu qua dat'duoc cd twong xing vai chi phi dau tv hay
khong... C6 y kién con cho rang, caéutredng hop tao hiéu (ng tét trén cac trang truyén
thong xa hoi réat it, thuong chi la’Cac cong ty da qudc gia, tap doan 16n nhr Coca-Cola,
Yamaha, Honda, Vinamilk...(Fhgi*bad kinh té Sai Gon, 2012).

Trudc nhitng y kién trdivchiéu nhw dé néu trén, dé phan nao hi€u ré hon vé hanh vi
st dung truyén thdng xa f0i ctia ngudi dan hién nay, qua d6 gop phan tim cau tra loi cho
nhi*rng van dé then.chotynhw marketing truyén thdng xa hoi sé thich hop véi linh vuc kinh
doanh nao, phém Khach hang nao va doanh nghiép nén c6 chién thuat hanh déng nhu thé
nao...la ly doxchiing toi thuc hién dé tai : “Khao sat hanh vi si dung truyén thong xa hoi
cla nguoi dan Thanh ph6 Hué va dé xuat 'ng dung marketing truyén thong xa hoi”

1.2 Muc tiéu nghién ctru
* Muc tiéu nghién ctru chung

Kham pha hanh vi str dung truyén théng xa hdi ctia ngudi dan Thanh phé Hué, tir

do dé xuat cac ng marketing truyén théng xa hdi cho cac doanh nghiép dang huwéng dén

ngudi tiéu dung hién dang sinh sdng trén dia ban thanh phé Hué.



* Muc tiéu nghién clru cu thé

1. M6 t& hanh vi st dung truyén thong xa hoi cla cong dong dan cv thanh pho

Hue:

- ty |& nguoi ding, cac trang truyén thong x& hoi pho bién, dac diém nhan khau
hoc clia cac nhém ddi twong nguoi dung
- anh hudng cla cac trang truyén thong xa hoi ph6 bién 1én hanh vi tim kiém

thong tin, quyét dinh mua sdm va hanh vi sau khi mua....

2. Bé xuat cac tng dung marketing truyén thong xa hoi cho cac deanh nghiép dang

nham dén nguoi tiéu ding & Thanh phd Hué.
1.3 Bdi tvong va pham vi nghién ctru
DBéi twong nghién ctru ,

Pé tai tap trung nghién ctru hanh vi st dung truyén_ thong xa hoi clia nguoi tiéu
dung va hoat ddng marketing truyén thdng xa hoi ctia doanh nghiép
Pham vi nghién ctru

- Pham vi ndi dung: tap trung nghién cttu Sau*hanh vi st dung hai phwong tién
truyén thong xa hoi pho bién la Facebook vavy outube.

- Pham vi khong gian: d6i tvongwkhdo sat la ngwoi dan dang sinh sdng trén dia ban
Thanh phd Hué.

- Pham vi thoi gian: s liéuythr cap trong khodng thoi gian 3 nam tré lai day, s
liéu so cdp duwoc thu thap tai mot thoi diém trong nam 2014.

1.4 Phrong phap nghién ctru

Pé dat dugc.Cac muc tiéu nghién clru dé ra, nhom tac gia lva chon phwong phap
nghién ciruhidn hop st dung ca nghién ctu dinh tinh va nghién ctu dinh lvong.

+ Nghién ctru dinh tinh: thao ludn nhédm tap trung (2 nhém). Thong tin thu thap tir
nghién ctu dinh tinh nham kham pha khai quat vé hanh vi st dung truyén thong xa hoi
clia nguoi dung. Muc dich ctia nghién ctvu dinh tinh la dé c6 co so thiét ké nghién ctu
dinh lvgng nhw thong tin gi can thu thap, 1én bang cau héi diéu tra...

+ Nghién cttu dinh lugng: Ap dung mé hinh nghién ctru mo ta



Quy md va phrong phap chon mau: Can déi gitra chi phi thu thap dir liéu va tinh
dai dién cla dir liéu cia mdt nghién ctu md ta, quy md mau an dinh ban dau tir khoang
250 dén 300 mau.

Phuong phap chon méau: phuvong phap chon mau han ngach theo do tui (phi xac
suat).

Phuwong phap thu thap dir liéu: bang cau hdi diéu tra

Phuong phap x& ly dii liéu: cac chi s6 thong ké mo ta, véi su trg gilp cla phan
mém x ly dit liéu SPSS



PHAN I1: NOI DUNG NGHIEN CUU

Chuwong 1: CO SO KHOA HOC VE VAN BE NGHIEN CUU

1.1. CO SO LY LUAN VE MARKETING QUA KENH TRUYEN THONG XA
HOI

1.1.1. Truyén thong xa hoi

1.1.1.1. Khai niém truyén thong xa hoi

Truyén thdong xa hoi dwoc dinh nghia la “mot tap hop cac (hg ddng internet duoc
xay dwng trén nén tang y twdng va ky thuat ctia Web 2.0,/cho phép tao ra va trao doi noi
dung do nguoi dung khai tao” (Kaplan & Haenlein, 2010).

Tuong tw, Gunelius (2011) dinh nghia truyén thong xa hoi la “nhitrng céng cu
truyén théng va coéng bd trirc tuyén, nhitng trang Web phat trién trén nén ting Web 2.0 ¢
dic tinh ndi bat 1a d6i thoai, gan két va tham dircda nguoi dung.”

Theo Safako va Brake (duoc,trich dan béi Mohammadian & Mohammadreza,
2012) truyén théng xa hdi la thuat-nglr chi nhitng hoat dong, thic hanh va hanh vi trong
cong dong nhitng nguoi tu tap=véi_nhau trén mang tric tuyén dé chia sé thong tin, kién
thiec va y kién bang cachysk duhg cac phwong tién truyén théng déi thoai. Trong do
phuong tién truyén thong doi thoai la nhitng (ng dung trén nén tang web gilp tao va
chuyén tai ndi dung dédang dudi dang tir ngir, hinh, phim va tiéng.

Blackshaw (trich dan bdi Xiang & Gretzel, 2010) cho rang, truyén thdng xa hoi cé
thé dwoc hiéthm@t cach khai quat 1a nhitng (ng dung dwa trén nén tang internet chira diwng
ndi dung do ngudi tiéu dung tao ra bao gom nhitng cdm twdng clia nguoi tiéu dung, dién
hinh la duéi dang kinh nghiém lién quan, dwoc lwu trik, va chia sé dé nhitng nguoi tiéu
ding dé bi anh hudng khac dé dang tiép can. Nhitng ndi dung dwoc tao ra bdi truyén
thong xa hoi bao gdbm nhiéu ngudn théng tin mang truec tuyén méi, ching duoc tao ra,
khdi xwdng, luan chuyén va st dung bdi nguoi tiéu dung vai y do gido duc nguoi khac vé

san pham, thvong hiéu, dich vu, hodc céac van deé.



1.1.1.2. Lich st phat trién cta truyén thong xa hoi

DE hiéu rd hon vé khai niém truyén thong xa hoi va phan biét véi cac khai niém cé
lién quan nhv Web 2.0 va ndi dung do ngui dung khdi tao, can thiét phai tim hiéu vé lich
sr xudt hién cla truyén thong xa héi (Kaplan & Haenlein).

Theo Gunelius, internet va cac trang world wide web la khéi dau clia (*ng dung
truyén thong xa hoi ngay nay, tuy nhién day la mét qua trinh mat nhiéu thoi gian. Ban dau
world wide web la mgt cong cu dinh hudng trén mang. Nguoi dung cé thé tim kiém thong
tin theo kiéu thong tin mot chiéu. Hau hét moi trang web chl yéu la chikva sir dung cac
chwong trinh thdé so dé thé hién thong tin dwdi dang khong khac gitbéo gidy. Trong thoi
ky dau, world wide web dwgc nhiéu nguoi quan tdm nhung chi_motso it thuc sy dung.
Thay d6i bat dau xudt hién khi cac trang web chuyén tir cﬁn'g eu dinh hwéng sang cong cu
giao dich. Tai thoi diém do, moi ngudi co thé mua bam, @at cat hdi, thu nhan phan hoi va
lam nhiéu tht khac qua internet. Cac trang web van 1a céng cu théng tin mot chiéu nhung
khach viéng tham trang c6 thé thuc hién mot s0 hanh dong, lam cho ho quan tam dén
internet nhiéu hon. Nhitng trang web nhy amazen.com tré nén pho bién nhanh chéng. Khi
két ndi internet qua cap véi toc dd caovdiree-ap dung thi ngudi dung internet thuc sy bung
nG. Tuy nhién truyén thdng xa hai van chua thé thanh hién thuc mai cho dén khi Web 2.0
xuat hién va két hop véi “ndi dung do nguoi dung khéi tao” (ma khéi dau la blogs- mot
cong cu gilp nguoi ding dangtdi‘nhat ky trwc tuyén va trao déi thong tin véi nguoi khac
theo kiéu d6i thoai hai chiéu). Do d6, theo Kaplan va Haenlein, dé hiéu dugc ban chat
clia truyén thong'Xashoi'can tim hiéu veé lich st phat trién va ranh gidi gitra hai khai niém
cd lién quan’la Web 2.0 va “n6i dung do nguoi dung khéi tao”.

Khéc v&i World Wide Web thoi ky dau, Web 2.0 la mot thuat ngtr duoc ding lan
dau tién vao nam 2004 dé mo td mot cach moi trong dé nguoi phat trién phan mém va
nguwdi st dung bat dau t6i wu hoa céac trang world wide web, nd chinh 1a nén tang ma & dé
ndi dung va (*ng dung khdng con duoc tao ra va xuat ban chi bdi cac ca nhan ma thay vao
d6 sé duoc tiép tuc chinh sra bdi tat ca nguoi dung. Web 2.0 ¢é thé duoc xem nhuw nén

tang clia cudc cach mang truyén thong xa hoi.



NEu nhuv Web 2.0 la nén tdng vé y twéng va cdng nghé thi “ndi dung do nguoi
dung khdi tao” co thé dwoc xem nhu la tdng hop tat ca cac cach thirc ma moi nguoi tan
dung mang xa hoi. Thuat ngtr “ndi dung do nguoi ding khdi tao” tré nén phd bién vao
2005, dwoc ap dung dé mod ta da dang cac ndi dung truyén théng duoc nguoi dung tao ra
va cdng khai rong rai. C6 3 tiéu chi dé duoc xép vao nhém ndi dung do nguoi ding khoi
tao. Thi nhat, ndi dung phai dwgc dang tai trén trang web ma moi ngudi déu ti€p can
duoc hodc dang tai trén mang xa hoi va co thé tiép can duoc bdi mot nhém thanh vién
chon loc, vi du ndi dung chia sé qua email s& khong duoc xép vao nhémmay. Thi hai, ni
dung phai thé hién duoc nb Iyc sang tao nhét dinh, vi du dang, tai ndi dung sao chép
nguyén van tir bao, tap chi, blog..khéng xép vao nhém nay.,Cudi,cling, ndi dung duwoc tao
ra khéng theo 16i thic hanh va cach lam chuyén nghiép, vf du théng tin quang cao hang
hoa khong dugc x€p vao nhoém nay. Lich sir clia ndi“dung @0 ngudi dung khoi tao bt
ngudn vao nam 1979, khi Tom Truscott va Jim Eliss dai hoc Duke tao ra Usenet, mot
dang hé thdng thao luan toan cau cho phép ngtoidung internet dang tai cac thong diép
mot cach dai ching. Do d6, ky nguyén clia, truyén thong xa hdi nhu chdng ta dwoc biét
ngay nay c6 Ié da khai dau tir 20 nam“trwée-khi Bruce va Susan Abelson thanh 1ap “Open
Diary” mot trang mang x& hoi cho phép nhitng nguoi viét nhat ky trén mang tu tap lai véi
nhau thanh mét cong dong. Thuat ngl “weblog” cling ra doi vao thoi diém dé. Nhu vay,
ndi dung do nguoi dung khai tad da xuat hién trwéc cad Web 2.0, nhung s két hop nhiéu
yéu t6 bao gobm cong nghé, kinh t€, va xa hdi da lam cho ndi dung do nguoi dung khéi
tao ngay nay khae Xawdi nhitng gi dd dwoc quan sat vao dau thap nién 1980. Sy pho bién
cla internet” tocyd® cao sau nay da dan dén sang tao ra cac trang mang x& hdi nhu
MySpace (2008) va Facebook (2004). Bay cling chinh la nhitng c6t 16i tao nén “truyén
thong xa hoi sau nay” cling nhu déng gop vao sw phd bién ap dao cla truyén thong xa hoi
ngay nay.

1.1.1.3. Phan loai phuong tién truyén thong xa hoi

TU dinh nghia chung, truyén thong xa hoi can dwoc phan loai ré hon. Kaplan va
Haenlein da phan loai cac phuwong tién truyén thong xa hoi theo hai nhém tiéu chi. Thi

nhat, dua trén ly thuyét vé su phong pha véi y tudng rang muc dich cia moi hoat dong



truyén thong la nham giam thiéu sy mo hd va thiéu chac chan, diéu nay phu thudc vao
lwvong thdng tin ma phuong tién truyén thong cho phép chuyén tai trong mot khoang thoi
gian nhat dinh, va do d6 mot phuong tién truyén thong sé hiéu qua hon phuwong tién khac
trong viéc giai quyét sy mo ho va thiéu chac chan. Vi vay cac phwong tién truyén thong
X& hoi sé duoc phan loai dwa trén dd phong pht cla thong tin chuyén tai va mirc do twong
tac xa hoi ma phuwong tién cho phép. Thi hai, vé khia canh tw thé hién clia nguoi st dung,
trong bat Ky kiéu twong tac xa hdi nao, con ngui déu c6 mong mudn kiém soat an twong
ma nguoi khac dinh hinh vé ho. Mot mat, diéu nay dwoc thuc hién véi muc tiéu tac dong
vao nguoi khac dé thu lai lgi ich, mat khac la dé thda man wéc mudh,tao ra hinh anh nhat
quan vai tinh cach ca nhan. Thong thwong su thé hién nay dwgthircvhién thong qua viéc
tw tiét 16 ban than, tic la y thirc hodc vo thic lién quan dé’h thdng tin ca nhan (suy ngh,
cam xuc, yéu thich, ghét bd...). Truyén thong xa hdi s€ duoc’phan chia dwa trén mic dod
tiét 16 ban than hodc kiéu thé hién clia ngudi dung'ma phuong tién truyén thong xa hoi
yéu cau hoac cho phép. Két hop hai tiéu chi vizasméi néu trén, cac phuong tién truyén
théng xa hoi duoc phan loai theo bang dudiday.

Bang 1: Phan loai truyén thong xa hoéi‘theesmtrc d6 phong phu cta théng tin (twong tac xa
hoi) va suxtw tietdo ban than ngudi dung

Mtrc dé twong tac xa hdi/ Sy phong phi ctia
thong tin
Thap Trung binh Cao
Xa hoi ao
Cao Blogs Mang xa hoi (Vi du Second
T thé hién/ Life)
tiét 16 ban ) | Codng dbng chia o
Du an hgp tac ) Tro choi ao
than sé ndi dung
Thap (vi du, ] (Vi du, World
o (Vidy,
Wikipedia) of War)
Youtube)

Nguon: Kaplan, A.L. & Heanlein, M. (2010). Users of the world, unite! The challengers

and opportunities of social media. Business Horizons, 53, p62.
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Ngoai cach phan loai khai quat néu trén, Guneline phan chia phwong tién truyén

théng xa héi dwdi géc do la cong cu marketing véi cac chirc nang tao ndi dung, chia sé

ndi dung, két ndi va xay dung cong dong, nhu trong bang dudi day:

Bang 2: Nhirng cong cu marketing truyén thong xa hoi pho bién

Tao ndi dung Chia sé ndi dung KEt noi Xay duwng cong
dong _¢

WordPress witter Facebook Ning

Blogger Plurk LinkedIn Google Groups

TypePad Jaiku Google Buzz Facebook pages

Movable Type Tumblr MySpace Facebook

LiveJournal Digg Bebo groups

YouTube Reddit Xanga LinkedIn groups

Dailymotion StumbleUpon foursquare Forum

blip.tv Yahoo! Buzz Jaiku

Viddler Delicious Orkut

Vimeo Propeller

TubeMogul.com Newsvine

Blubrry Fark

iTunes Slashdot

BlogTalkRadio SlideShare

Flickr

Picasa

E-books

Online seminars
Virtual conferences
Associated Content
EzineArticles.com
Squidoo

Epinions

Yelp

CitySearch

City Guide

Nguon: Gunelius, S. (2011). 30 — Minute Social Media Marketing, McGraw-Hill,

trang 58.

Blog: Trang web bao gobm cac bai viét duvoc cap nhat thwdng xuyén, dang tai mai

nhat sé xudt hién trén cung cla trang va c6 bd tri phan néu y kién la noi ma ngudi xem c6

thé dang tai y kién vé ndi dung doc duoc.
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Digg: mot trong nhitng trang danh dau pho bién nhat

Facebook: trang mang x& hdi pho bién nhat

Flickr: mot trang web phd bién cho viéc tai 1én va chia sé anh va céc kiéu file hinh
anh khac

Google Buzz: mét cdng cu mang xa hoi danh cho nguei dung Google mail

LinkedIn: mét trang mang xa hoi cho gi¢i doanh nhan

Microblogging: viét va dang tai nhitng bai viét ngan (dudi 140 tir) trén mang xa
hoi nhu Twitter, Plurk va Jaiku

MySpace: mot trong nhitng trang mang xa hoi hién dai xuét hién sém nhat, van
con pho bién nhwng da bi qua mat bdi Facebook

SlideShare: mét trang dang tai va chia sé cac bai béo'céo

Social bookmarking: mot phwong phap lwu trir«<€de trang web vao mét dia chi truc
tuyén dé st dung trong tuvong lai hodc dé chia sé w¢i nhitng nguoi dung internet khéc.
Nhitng trang nhv Digg, StumbleUpon, Reddit, va Y:ahoo!Buzz déu c6 kha nang danh dau
trang

Social networking: mang xa hdi, treestuyén xuat hién qua hang loat cac trang web
cho phép nguoi dung chia sé ndi dung, twong tac, va phat trién cong dong gitra nhirng
nguoi cd cung chung s& thich. Wi“du, Facebook, Linkedln, MySpace, Google Buzz, va
Ning.

Social Web: thé hexth( hai cda trang World Wide Web (Web 2.0), cho phép tap
trung chi yéu vao hdi.dting do nguoi dung tao ra, cdng dong, twong tac xa hoi.

StumbleUpon: mot trong nhitng trang danh ddu mang xa hoi pho bién

Twitter*trang microblogging phd bién nhat

Youtube: trang dang tai va chia sé video pho bién nhat.
1.1.2. M6t s6 hanh vi clia ngudi dung truyén thong xa hoi cé y nghia véi hoat dong
marketing cia doanh nghiép

Evan va McKee (2010) da phan tich mot s6 dac diém hanh vi ndi bat clia nguoi
dung truyén théng xa hoi c6 y nghia véi hoat dong marketing ctia doanh nghiép bao gébm

tuong tac x& hoi va su gan két.
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1.1.2.1. Twong tac xa hdi va két ban

Thuat ngl “tinh xa hoi” trong “social web” khong chi vé viéc cai gi duoc chia sé
ma la nhu thé nao, tai sao va gitta nhitng ai, diéu nay giup phan biét trang web xa hoi véi
nhirtng céng nghé giao dich truc tuyén trwdc do. Thuat nglr “tinh xa hdi” c6 nghia la
nhi*ng cach thic con ngudi két ndi voi ban be, doi héi m6i quan hé ma trong do6 hai bén
déu biét nhau.

Cac mdi quan hé va twong tac gilra cac thanh vién tao nén sv két ndi gilta cac
thanh vién trong cong dong va xac dinh chan dung xa hoi, gém cac khia.canh: ban la ai
(thdng tin trén ho so tai khoan nguoi dung), ban két ndi voi ai (ban bé va nhirng nguoi
theo ddi), va ban dang lam gi (cap nhat dong trang thai). Chan‘dung%& héi véi muc dich
xay dung cac mdi quan hé dang tao ra mot mang ludi théng tin. Néu khong c6 chan dung
x& hoi nhu théng tin ho so, ban bé, nguoi theo dbi, ca¢ moi qlan hé gilra cac thanh vién,
cong dong xa hoi truc tuyén sé chi con la cong cu mang tinh chét tac nghiép va tv phuc vu
nhu nhirng trang web co ban.

KEt ban: gidng nhw trong doi that, Cac moi quan hé da dang gilra nhirng nguoi trén
truyén thdng xa hoi thwong am chi nhitng-khia canh twong tac tw nhién hodc mong doi va
bbi canh cla ngudi dung. Nguoi dung_tao ra cac mdi quan hé dé trao doi gia tri véi nhitng
nguei khac.

Trong b6i canh kinh.doarh; viéc két ban trén truyén thong xa hoi dan dén viéc sang
tao va diéu chinh kién thite b&i vi n6 két ndi moi nguoi va tao diéu kién lam viéc cung
nhau. Hanh vi tap thé.xuat hién trong nhdm ban bé két ndi nhi mot sv thira nhan hop tac
hodc chia s& kétigud. Nai cach khac, nhitng hoat dong c6 tinh chat ca nhan trén trang xa
hoi nhw két ban, s& dan dén su hop tac gitta ngwdi tiéu ding khi ho nhan thdy rang viéc

chia sé kinh nghiém giGp cung nhau lam cho viéc ra quyét dinh mua hiéu qua hon.
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1.1.2.2. Gan két

Su gan két duoc xac dinh bdi nguoi tiéu ding khi ho hoat déng trong madi trudng
xd hdi mé va co tinh chat tham du. Diéu nay rat khac véi moi truong chi cho phép doc
cla cac phuong tién truyén thong truyén théng khac.

Tién trinh gan két dwoc miéu ta qua hinh dudi day

A
Sw Cong'tae
gan
két Sang tao
Phan tich,
X0 ly danh gia

Hinh 1:Tién trinh gan két

Xt ly trong béi canh truyén thong.xahoi=eo nghia la tai vé, doc, xem hoic lang
nghe nhirng ndi dung dudi dang k¥ thuat s6. X ly la diém khéi dau co ban cla gan nhu
moi hoat dong trwc tuyén, dic biét-la hoat dong x& hoi. V& mat nguyén tic, sé khong thé
chia sé ndi dung néu nhu khong %t Iy hay doc ndi dung dé trwéc. Mat khac, moi nguoi
thuong sang loc thong tin,«ahiéng/gi dwoc chia sé thuong chi la mot phan cla nhitng gi ho
doc duoc.

Phan tich.danhhgia 1a hoat dong sap xép, sang loc, danh gia, xem xét, binh luén,
két ndi hodcmé,ta’ndi dung. Phan tich, danh gia la cho ndi dung tr& nén hiru ich hon cho
ngudi khac. ¥ du, mot ngudi viét 10 dan nhan xét cho mot cudn sach véi hy vong rang
I0i nhan xét do6 sé giup ich cho viéc ra quyét dinh mua clia ngudi khac. Nhirng 1&i nhan
xét chi thuyc sy gia tri khi dwgc dat vao dang bdi canh, méi quan tam va gia tri déi véi
nguoi doc.

Bang cach khong chi nhin vao nhitng 101 nhan xét ma con nhan xét vé nhitng nguoi

dwa ra nhan xét hodc nhitng théng tin khac lién quan dén nguoi viét nhan xét, cac khach
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hang tiém nang dirng vao mot vi tri thuan lgi dé danh gia tinh (ng dung ctia cac nhan xét
dw&i goc do nhu cau va quan tdm ca nhan.

Sang tao: tién xa hon viéc phan tich, danh gia, do la viéc sang tao ndi dung. Khéng
gidng vai viéc phan tich danh gia, gan nhu chi la dap ng lai véi mot sy kién theo kiéu
dua ra biéu hién thich hodc khong thich, sang tao ndi dung doi hoi thanh vién trong cong
dong phai that sv cung cép thi gi d6 ma ho tw lam ra.

Pé khuyén khich dwoc nguoi dung sang tao ndi dung, cac doanh nghiép can cung
cdp cong cu, ho tro, tre gidp, dinh dang, mau...va nhiéu yéu t6 k¥ thuat’kbéc.,Bai vi moi
nguai thich chia sé nhirng gi ho lam, n6i hoac dang tai vé nhirng ginlamho thich thd, va
nhin chung dwgc cong nhan béi si dong gop cua ho trong, cong.dong Ion. Viéc quan ly
danh tiéng, yéu td quan trong dé khuyén khich twong téc'xé hdi, co ban la dva trén s6
lvgng va chat lvgng clia ndi dung duoc tao ra va chia sé'ella 6ac ca nhan tham gia. Su két
hop cla viéc dé ding tai, cong bd, danh gia, va danhytiéng 1a nhitng yéu td cdt 18i tao nén
mot cong dong manh.

Cong tac la diém phan anh quan trong,shién thic hda strc lan téa clia cong dong.
Viéc sir dung két hop cac hanh dong Ahw-xép hang, xt ly, phan tich, danh gia va sang tao
ndi dung co thé phan 16n la hoat dong_ca nhan. Mot ngudi nao dé cé thé xem mot sd doan
video, cho diém, va dang ta mot 6 ndi dung. Diéu nay tao ra chuyén tai dir liéu, xay
dwng ndi dung, tao ra sO lugagngrdi xem va nhitng mat quan trong ctia mot phwong tién
truy@n thong, nhungatét camhirng digu d6 van chwa di dé tao ra hanh vi mang tinh chat x&
hoi néu nhw khongsed, s cong tac. Sy cong tac xuat hién tw nhién gilta cac thanh vién
trong congdong'khi co co hdi. Vi du, khi theo ddi mot trang nhat ky dién tir, ching ta tim
thdy nhiu dang tai, hodc dién dat lai b&i ngudi doc théng qua nhitng 101 binh luan, kéo
theo nhitng ddi thoai gilra nguoi viét blog va ngudi doc. Nhitng nguoi viét blog thuong
diéu chinh san phdm dua trén nhirtng nguyén liéu do doc gia cung cap. Trong bdi canh
kinh doanh, doanh nghiép cé van dung yéu t6 cong tac vao ndi bd doanh nghiép. Diéu nay
c6 kha nang (ng dung dé thiét ké san pham, duy tri dich vu, va quan hé khach hang. Bang

cach két ndi khach hang va nguoi lao dong, két néi bd phan sang ché va nguoi thiét ké
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bao bi...doanh nghiép c6 thé tao ra nhitng budc tién hon han di tha canh tranh va sw wu
ai clia gidi truyén thong xa hoi.

1.1.3. Anh huéng ctia truyén théng xa hoi dén hoat ddng marketing clia doanh
nghiép

Theo Evan va McKee (2010), anh huéng cua truyén théng xa hdi dén hoat dong
marketing clia doanh nghiép thé hién trén hai di€ém chinh. Thi nhat, truyén thong xa hoi
dang tré thanh ngudn thdng tin &nh hwdng dén quyét dinh mua cla nguai tiéu dung, thi
hai, truyén thong xa hdi tao ra nguon théng tin dau vao cho cac quyét dinh/marketing ctia
doanh nghiép.

1.1.3.1. Truyén thong xa hdi &nh huéng dén hoat dongytriyén thong cltia doanh
nghiép '

Khi Web 2.0 xuét hién, ngudi ding dé dang tag va chia sé ndi dung, y twdng, bay
to si Gng hd va dwa ra gop y vé nhitng thér nguoi khac dang tai. Thong tin tir hoat dong
truyén théng va quang cao cla doanh nghiép knéngwcon la ngudn duy nhat dé tim hiéu vé
san pham, dich vu m&i, nguoi tiéu ding_bat,dau sir dung cac trang web x& hoi dé chia sé
voi nhau vé kinh nghiém thuc cla chinhhe=lien quan dén thuong hiéu, san pham va dich
vu. Bong thoi, nguoi tiéu dung ciing tan dung kinh nghiém cla nguoi khac trudc khi thuc
sy dua ra quyét dinh mua. Dieu haytat yéu anh hwdng dang ké va tao ap lwc budc nhirng

hoat dong truyén thong, marketing clia doanh nghiép phai thay doi.

Hinh 2 m@.ta tién trinh mua truyén théng dudi sy anh hudng cla céac trang web xa
hdi thong qua=tin'thong tin truyén miéng cua thoi dai ky thuat sd (digital word — of —
mouth/ aka secial media). Tién trinh tir ky vong dén dung thir dén danh gia va chia sé
kinh nghiém tiéu ding hién dién trong hau hét moi 1an mua sdm. Trong moi trwdng hop tir
mua hang tiéu dung, mua hang tu liéu sdn xuat, véi muc dich lgi nhuan hodc phi loi
nhuan, nguoi mua dya vao nhirng nguoi giéng nhu ho dé cd dugc thong tin can thiét
nham c6 duoc si lwa chon khon ngoan. Ngudn thong tin méi nay dang dwoc ngudi tiéu
dung tim kiém bén canh cac phwong tién truyén thong dai ching truyén théng, quang cao

va truyén thong truyén théng clia doanh nghiép. Tac dong cla diéu nay vira mang tinh
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tich cuc vira tiéu cuc d6i vai cac nd lvc cia doanh nghiép mong mudn phat trién thi
treong.

Ciing can lvu y rang, khach hang ctia doanh nghiép thé bao gom tét ca nhitng ddi
tac cla doanh nghiép trong giao dich, cé thé ddi tac ban 18, khach hang doanh nghiép, t6
chtre phi loi nhuén, hodc tham chi 1a ct tri. Vi sw hién dién cla truyén thdng x& hodi, moi
d6i twong khach hang néu trén déu dé dang tiép can vai thong tin vé hoat dong clia doanh
nghiép bén canh nhitng thdng tin ma doanh nghiép chi déng dwa vao thi trvong, va déu
c6 thé ting hd hodc chdi tlr nhirng théng diép ma doanh nghiép da tiéu ton tien.bac va thoi
gian dé tao ra.

Ndi dung do NOi dung da nguai
marketing tao ra dung tao ra

E‘“x%ﬁ*- % six apa @ ':I"“\.

MYV SN 88 T ge
thl_'j’(_‘, ¢ em xet i
= b
= N &

Hinh 2: Tién trinh quyét dinh mua cla nguoi tiéu dung dugi tadc dong clia truyén
thong xa hoi

Nguon: Evan, D. & McKee, J. (2010). Social Media Marketing The Next
Generation of Business Engagement, Wiley. p5.
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1.2.3.2. Truyén thong xa hoi tao ra ngudn thong tin lam co s¢ dé hoach dinh chién lwgc
marketing
Khi nguoi tiéu dung da thuc su twvong tac va cé kinh nghiém véi thuong hiéu, san

pham dich vu, ho c6 thé cung cdp nhitng y twdng dé doanh nghiép c6 thé phuc vu tét hon
trong twong lai. Truyén thong xa hoi tao diéu kién dé doanh nghiép cd thé ti€p can voi
nhitng y twdng nay clia khach hang nhu nhirng goi y dé cai tién va sang tao san pham dich
vu mai. Diéu nay xuat phat tir ché truyén thong xa héi 1a mai trwong thuan loi gidp nguoi
tiéu dung c6 thé tham gia va gan két nhiéu hon vao qua trinh mua sam. Se.v6i cac phuong
tién truyén thong truyén théng chi cho phép doc va ti€p nhan thofg tinymot chiéu, moi
treong truyén thong xa hoi co tinh chat mé va tham dv cao, & @oKhach hang, cong dong
va doi tac cua doanh nghiép tré thanh thanh vién chi khéng chi la khach viéng tham. V6i
mai tredng truyén thong x& hoi, khach hang san sang ho théi gian va cong stic dé doi
thoai v&i nguoi cung cdp san pham dich vu, cling nhi ban luan vé nha cung cap san pham
dich vu. Cu thé, mot sd thong tin va phan hoi tthkhéch hang va déi tac ma doanh nghiép
c6 thé thu thap qua cac kénh truyén thong x& héi bao gom:

Y twdng dé sang tao san pham dich-vu

Canh bao sém vé nguy cothoac,co hdi thi trong

Ho tro vé nhan thic

M@ rong thi truong (Atrong vé cach st dung maéi cho san pham)

Bi quyét sir dimg san pham, dich vu duoc khach hang truyén dat tir ngwoi ding nay

dén nguoi dungrkhac

Phamiing cla cong dong vé cac hanh vi phap ly clia doanh nghiép

Céc de doa mang tinh canh tranh hodc cac diém yéu

Tom lai, thdng qua nhitng hoat dong chia sé y kién, kinh nghiém va ddi thoai
khong nglrng, truyén thong xa hoi cung cap lwgng thdng tin giau cé ma doanh nghiép co6
thé tan dung dé dua ra hang loat quyét dinh marketing quan trong tlr thiét ké san pham,

dinh gia, dich vu khéach hang, bao hanh, duy tri quan hé khach hang...
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1.1.4. Marketing qua kénh truyén théng xa hoi

1.1.4.1. Khai niém marketing qua kénh truyén thdng xa hoi

Theo Gunelius, marketing qua kénh truyén théng xa hdi dwgc dinh nghia nhu sau:
“ la bat ky dang thirc marketing truc ti€p hodc gian ti€p dwoc str dung dé xay dung kién
thirc, nhan biét, goi nhé va thic day hanh dong hwdng dén mot thwong hiéu, doanh
nghiép, sdn pham, con ngudi hodc nhitng ddi twong khac thdng qua st dung cac cong cu
web xa hoi nhu cac trang blog, siéu blog, mang xa hoi, trang danh dau cong dong va chia
sé ndi dung”.

Evan va McKee ciing dua ra dinh nghia: “marketing qua kénh, truyén thong xa hoi
la nhitng hoat dong tim kiém sw gan két voi khach hang trén céc/trang mang truc tuyén
noi khach hang dang tiéu tén thoi gian”. Nhdm tac gia cha féng, chirc san xuét ctia doanh
nghiép v&i nhiém vu thiét ké san pham, san xuét, thue hién dich vu khach hang, dich vu
bao hanh va nhiéu hoat déng ho tro khach hang khacs.. c6 méi quan hé chic ché vai chirc
nang marketing. Chirc nang marketing chiu traech mhiém nhan dang va tao nén ky vong
clia khach hang, sau dé chirc niang san xUét $& két hop nod luc cla cac ngudn luc trong
doanh nghiép dé tao ra, phan phdi sah,pham, dich vu va trai nghiém thuc sy dén khach
hang. Su két néi gitra chirc nang marketing, san xuét va truyén théng xa hdi nam & cac
cudc ddi thoai, danh gia, hinkanh, Va nhiéu dang thdng tin khac dang dwoc lan truyén trén
cac trang web x& hoi. Hau hetcac cudc doi thoai lién quan dén thwong hiéu, san pham,
dich vu 1a bat ngubmiir sukhéc biét gilra ky vong va nhitng gi thwc sw nhan dwoc hay trai
nghiém thuc su. Nhfing cudc doi thoai trén cac trang web xa hoi la nhitng phan anh thuc
vé san pham, clia®mot doi twong nguoi dung nao dé nhuw mot blogger, mot khach
hang...nhirng @0i twong nay thuong khong cé y dinh thong tin truc tiép dén doanh nghiép
hodc khong mong mudn bi doanh nghiép kiém soét. Do dd, thay vi tim cach kiém soat cac
cudc doi thoai trén web xa hoi, nén thay doi thiét ké san pham, chinh sach dich vu...dé
trai nghiém cua khach hang theo kip v&i mong doi, dam bao lam khach hang hai long véi

san pham, dich vu.
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1.1.4.2. Muc dich cta marketing qua kénh truyén thong xa hoi

Theo Gunelius, doanh nghiép ap dung marketing truyén thdng xa hoi véi nam muc
dich chinh:

Xay dung quan hé: lgi ich co ban cla truyén thdng xa hoi la khd nang xay dung
quan hé v&i nhom khéach hang quan tam va chd dong, nhirtng ngudi anh hudng trén mang
tric tuyén, dong nghiép va nhitng doi twgng khac.

Xay dung thuvong hiéu: Dai thoai trén truyén thong xa hoi la cach thic ly tudng dé
tang cuong nhan thic thwong hiéu, tang kha nang nhan dién va goi nh@, thweng hiéu, nang
cao long trung thanh véi thwong hiéu.

Quan hé cong ching: marketing truyén thong xa hdi cungy\cép nhitng diém tiép xuc
noi doanh nghiép cé thé chia sé nhirng thong tin quan trong va diéu chinh nhan thiec tiéu
cue

Xdc tién: thong qua marketing truyén thdng Xa hoi, doanh nghiép cung cép nhirng
khoadng gidm gia va co hoi doc dao cho khach hangs, lam cho khach hang cam thay gia tri
va dic biét, cling nhu dat dwoc nhitng myctiéusmarketing ngan han.

Nghién ctru marketing: doanh Aghiéps-sr dung cac trang web xa hoi dé tim hiéu vé
khach hang, tao ra hd so nhan khau hoc va hanh vi clia khach hang, tim kiém nhitng thi
treong “nich”, tim hiéu vé nHu cauva mong mudn ctia khach hang, cting nhw tim hiéu vé
doi tha canh tranh.

Marketing truyén théng xa hoi nén dwgc xem xét nhuw la mot chién lwgc marketing
dai han nhung doanh-nghiép cé thé dung n6 dé dat dwgc nhitng muc tiéu thi trwvong trong
ngan han nhkitr hoat'ddng xuc tién. Tuy nhién, ludn nh¢ rang, doanh nghiép can xay dung
dwgc moi quan’hé va ngudi xem trén cac trang web xa hoi trwdc thi cadc chuong trinh xic
tién ngan han mai dat dugc két qua tich cwc nhu mong doi. N6i cach khac, marketing qua
truyén thong xa hoi la mot tién trinh gém nhiéu buéec.

1.1.4.3. B6n nguyén téc thuwc hanh marketing truyén thong xa hoi

Theo Gunelius, cong cu web x& hoi tao ra co héi doc dao cho doanh nghiép nhung
nd chi méi xuat hién trong mot thap ky gan day. Manh dat mau m& cho hoat dong

marketing van dang tiép tuc hinh thanh va ching ta chi méi khai dau ciu chuyén vé

20



marketing truyén thong xa hoi. Thoi diém nay la thoi diém rat hao hing cho cac nha
marketing nhwng cting la thoi diém nhay cdm va thach thic, don gian la bdi vi con dwong
thanh céng trong marketing truyén thong xa hoi van chua duoc vach rd cho tit ca moi
ngudi dé huwdng theo. Moi nganh kinh doanh phai thir nghiém va diéu chinh cac chién
thuat marketing truyén théng x& hdi dé tim ra cac phdi hop t6t nhat nham dat muc dich.
Gunelius dé xuét 4 nguyén ly nong c6t trong thic hanh marketing truyén théng xa hoi bao
gom: doc, sang tao, chia sé, va thdo luan.

Nguyeén ly th* nhéat: doc

K€ hoach marketing qua kénh truyén thdng xa hoi thanh cong\khéi dau voi nghién
clru, va viéc nghién ctru phai ludn dwoc ti€p tuc. N6i mot cachhvden'gian, marketing qua
kénh truyén thong xa hoi doi hoi doc rat nhiéu. Nguoi Iam' marketing khoéng chi can biét
vé nhitng gi dang dién ra trong nganh ma con phai biét/&nhirrig hoi thoai truc tuyén dang
dién ra lién quan dén toan nganh, linh vuc kinh doanh, san pham, dich vu, khach hang va
ddi tha canh tranh. Nguoi lam marketing can x& ly cang nhiéu thong tin lién quan dén
hoat dong kinh doanh hang ngay cang cé'thégiao ti€p véi khach hang hiéu qua, trung
thwc va théng minh.

Nguyén ly tht hai: sang tad

Hau hét cac chuyén gia vé trayén thong xa hoi déu khuyén rang tao ra ndi dung
hay la phan quan trong, nhat,ctid bat ky mot ké hoach marketing xa hoi nao. N6 luc cia
doanh nghiép trong marketing truy@n thdng xa hdi s& chang thu dwoc gi néu doanh nghiép
khong tao ra va congho nhitng ndi dung hitu ich va c6 y nghia trén mang truc tuyén.

Thanh cong'trong marketing qua kénh truyén thong xa hoi dén tlr viéc phéat trién
cac cudc tro chlyén thao luan vé doanh nghiép, thuong hiéu, san pham va xuc tién. Sé rat
khé khan dé khéi dau nhirng cudc hoi thoai nay, duy tri ching, va tao dong luc cho doc
gid muc tiéu. Phai luén ghi nhé rang: tao ra ndi dung gay ngac nhién, hing thu sé tac
dong sau sac hon la chia sé nhitng kich thich hitu ich nho nhd nhu ma giam gia, chiét
khau. NOi dung gay ngac nhién thuc si cong thém gia tri cho doc gia va cac cudc hoi
thoai trén mang truc tuyén.

Nguyén ly thi 3: chia sé
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M@t trong nhitng khia canh doc dao ctia marketing qua kénh truyén thong xa hoi la
chia sé ndi dung nhu la mét phwong thirc marketing gian tiép cho mot hoat dong kinh
doanh. Khi nghi dén marketing, moi nguoi thudng nghi dén quang céo, va xuc tién, tuy
nhién, marketing qua kénh truyén thong xa hdi cong thém mot nhan t6 méi cho marketing
hon hop dua trén hanh vi chia sé. Trong mot thé gidi day ap cac quang céo thiéu tin cay,
ngudi tiéu dung dang tré nén phu thudc hon vao cac mdi quan hé, danh gia, khuyén céo,
va hoi thoai. Doanh nghiép cé thé thiic ddy ham mudn chia sé théng tin béng cach chia sé
cac ndi dung tric tuyén. V& mat nguyén ly, cac trang web xa hoi da thuéddy xac dinh thi
trueong muc tiéu theo hanh vi trong cac chién lvoc marketing sau rthiéu thap ky dua trén
yéu t0 nhan khau hoc.

Chia sé ndi dung c6 thé dén tlir hai dang co ban. Thl]; nhat, chia sé nhitng ndi dung
thi vi va hitru ich ma doanh nghiép tim thay trén mang tuc tdyén. Cho du doanh nghiép
tim thdy mot trang blog rat hay véi nhiéu meo gilp khéach hang st dung san pham giong
nhu san pham dang ban hay mét bai bao thao Iudnvé nhitng thay doi trong nganh, doanh
nghiép c6 thé chia sé ndi dung doé trén mang, va,gian tiép thic day sw hién dién cla doanh
nghiép trén truyén thong xa hoi, tir déygian=ti€p lam marketing cho minh. Doanh nghiép
co thé chia sé ndi dung vaéi khach hang, dong nghiép, chuyén gia trong nganh. N6i cach
khac, doanh nghiép chia sé nhietl6ai ndi dung véi nhiéu doéi twong. Gidng voi viéc dung
nhiéu chién thuat marketing, Va thong diép khac nhau tvong (*ng véi cac phan doan thi
trwong khac nhau, deanh nghiép nén chia sé nhitng ndi dung khac nhau phu hgp voi tirng
phan doan doc gia true, tuyén ctia doanh nghiép.

Bén«anhydeé, doanh nghiép co6 thé chia sé ndi dung doanh nghiép tao ra. Vi du,
doanh nghiép €0 thé tai bai trinh bay 1én Slide Share, videos trén Youtube, hinh anh Ién
Flickr. Doanh nghiép c6 thé chia sé ndi dung ma doanh nghiép tao ra va cong b6 thong
qua cac cong cu truyén théng xa hoi khac nhau. Néu doanh nghiép da dang tai mot noi
dung httu ich trén trang blog, doanh nghiép c6 thé chia sé n6é qua Twitter, qua cac trang
danh dau social bookmarking, mang xa hoi...Muc dich la dé lan truyén ndi dung dé dén
V@i doc gia rong 1én hon.

Nguyén ly the tu: thao luén
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Khi doanh nghiép tao ra va chia sé cang nhiéu ndi dung dang chud y, doc gia truc
tuyén sé tang 1én mot cach tw nhién. Dén thoi diém, nhiéu thanh vién sé tré thanh doc gia
trung thanh. Doanh nghiép cang gan bd v&i ho bang céach tao ra va chia sé nhiéu ndi dung
hay, nhirng doc gia nay sé cang bdc 10 su ton trong, suy nghi va y kién (ca tich cuc va tiéu
cuc). Nguyén ly thiv tv trong marketing qua kénh truyén thong xa hoi la thao luan. Khi
doc gia tvong tac véi doanh nghiép bang cach dé lai gop y trén mot trong nhitng bai ding
tdi clia doanh nghiép, chia sé ndi dung, két n6i doanh nghiép qua cag trang mang xa
hoi...nguyén tac co ban la doanh nghiép phan hoi lai ho. Khong ai mudribitir chdi ma tat
ca ca déu mudn biét dén mot cach tich cuec.

Noi cach khac, doanh nghiép can cho doc gia thdy doanfnghiép tran trong ho, ton
trong y kién cla ho va mudn xay dwng moi quan hé voi hox :

Stic manh ctia marketing qua kénh truyén thong'xa hoivdén tir doc gid trung thanh,
ngudi ludn tré thanh ngudi ung ho thuong hiéu cong, khai va la ngudi dua tin vé thuwong
hiéu. Tiéng ndi tap thé cla ho cd thé gilp thuongshiéu va thong diép cla doanh nghiép
chién thang thong qua viéc chia sé ndi dufig.ctia doanh nghiép trén cac trang web xa hoi,
dong thoi co thé bao vé thvong hiéu bang-each phat biéu chdng lai cac thdng tin sai léch
va tiéu cuc. Day chinh la sirc manh lam cho internet phat trién tir dinh hwéng la giao dich
va dinh vi dén dinh hwéng/tapitrung vao doc gia va cung cap co hdi cho hoat dong
marketing thdng qua tin doprriyen miéng.

R4t nhigu chuyén gia khuyén céo rang sw thanh cong ctia marketing truyén thong
xa hoi co ban la ph&ixay dung doc gia trung thanh. Diéu nay khéi dau bdi tao ra ndi dung
hay nhungdé, phat trién dwoc doc gia trung thanh thi doanh nghiép phai hoi dap tat ca
nhi*tng y kién trén trang blogs, trén mang twong tac mang xa hoi, tra loi email va lam cho
doc gia dé dang tiép can dwoc vai doanh nghiép.

Tom lai, viéc thdo luan v6i khach hang trén phuong tién truyén thong xa hoi khéng
lam doanh nghiép tiéu ton tién bac nhwng rat mat thoi gian, dac biét 1a khi sy xuat hién
cta doanh nghiép trén mang truc tuyén ngay cang nhiéu. Tuy nhién, két qua thu dwogc sé

hoan toan x(rng dang so v&i nhiéu hoat dong marketing tén kém khac.

23



1.1.4.4. NGi dung cta marketing qua kénh truyén thong xa hoi trong doanh nghiép
Theo Gunelius, cac hoat dong marketing qua kénh truyén théng xa hoi rat phong
pha, da dang, doanh nghiép can thuc hién cac hoat dong nay véi ké hoach rd rang, khéi
dau bang viéc nam bét dic diém va chirc nang cla tirng cong cu truyén thdng x& hoi, sau
do6 trién khai thwc hién céc chién thuét cu thé va két thic bang viéc do luong, kiém tra,
danh gia két qua thuc hién. Gunelius vach ra nhirng ndi dung clia hoat dong marketing
qua kénh truyén thong xa hoi tuan tv nhu sau:
= Nam bat cac cong cu truyén thong xa hoi
= S dung truyén thong xa hoi dé lam marketing dai han
= S{r dung truyén thong xa hoi dé xay dung thrgng higu
» S{r dung truyén thong xa hoi dé phat trién quah hé va cong dong
= S{r dung truyén thong xa hoi dé thuc hién"marketing truyén miéng
» S{r dung truyén thong xa hoi dé mé rong, thi truong va cling ¢d dinh vi
= S dung truyén thong xa hoi dé xue,tién ban va khuyén mai
= Phoi hop truyén thong xa hoi'vgithoat ddng marketing truyén théng
= Thiét 1ap céc qui chudn ého-heat dong marketing truyén thong xa hoi
* Po lvong danh gia €ac hoat ddng marketing qua kénh truyén théng xa hoi
1.2. Co s& thuc tién ctia van dé nghién ctu
Su xudt hién clia képh tradyén thong xa hoi da lam cho viéc giao ti€p truyén thong
thay d6i. V&i phuong tiénstruyén thong theo ki€u truyén thong nhu truyén hinh, truyén
thanh, bao, tap chf;ypano, ap-phich... chl thé gli thong diép cho nhiéu nguoi va thuong
khong dinh{liu ‘vao bat ky phan hoi nao vé théng diép dwoc truyén di. Nhitng dang
phuong tién triyén thong méi nhu trang nhat ky dién t& (blogs), tir dién truc tuyén (wikis)
va cong dong truc tuyén (online communities) cho phép nguoi nhan théng diép twong tac
tirc thoi véi khong chi tac gia ma con véi cac ca nhan khac trong cong dong. Ngay nay,
nhiéu nguoi trén toan cau dang tham gia vao cac kénh truyén thong xa hoi va qua doé gay
anh huéng dén sv wa chudng va quyét dinh mua clia nhitng nguoi tiéu dung khac, tin don
truyén miéng (word of mouth) cling dang ngay cang gia tang tam quan trong cla n6 trong

cbng viéc clia ngudi lam marketing (Deepa, et al, 2013).
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D& cd mot sO cong trinh nghién ctru téng hop vé mat ly thuyét cling nhu danh gia
vé kha nang thuc té cla viéc 4p dung marketing qua kénh truyén théng xa hoi. Dave va
Jake (2010), cho rang thoi co 4p dung marketing qua kénh truyén thong xa hoi da chin
muoi va da hé théng héa cac kién thirc nén tang vé cach st dung kénh truyén thong xa hoi
dé xay dung long trung thanh ctia khach hang, nguoi lao dong, ddi tac va nha cung cap.
Nhom tac gia nhdn manh vao viéc thic hién cac nd luc mdt cach co hé théng va dai han
tir viéc st dung thanh cong cac cong cu khac nhau, bdo dam su gan bdyvéi khach hang
cao d9, dat dwoc sy hiéu biét va thong tin co6 duoc tir cac nd lwc marketing qua kénh
truyén thong xa hoi ban dau cho dén viéc két ndi chiing trong toan B& doanh nghiép tir bd
phan quan tri nhan luc cho dén quan tri san pham va kénh phan'phdi.\Twong tw, Deepa va
nhom tac gia (2013) cho rang, mot chién lwoc marketing dua kénh truyén thong x& hoi
hiéu qua nén xac dinh r6 muc tiéu marketing, danh gié eo coi’va chon ding kénh truyén
thong xa hoi dé giao ti€ép. Nhom tac gia goi y phwong phap phat trién va thwc hién gom 7
buéc, tir bwéc dau tién la nhan dién tam anh hudng cla ngudi dung trén mot mang xa
hdi, cho dén dw doan kha nang tao ra su, phat tan thong tin cla ngudi do. Trén co s6 do,
cac doanh nghiép cd thé nhan dién @dng=eac nhan co thé gilp thuwc hién cac cudc tro
chuyén trén phwong tién truyénfthong xa hoi dé quang ba cho san pham (tao tin don
truyén miéng).

Nhirng nghién ctu thyecnighiém cling d& dugc thyc hién rdi rac trén cac goc doé va
cho mot s6 Iinh vircekhac hhau. Nghién cru “vé tac dong cltia marketing qua kénh truyén
thong xa hoi dén‘hamh, Vi clia khach hang tiéu dung” do Vinerean va nhom tac gia (2013)
thwe hién chio thay® nguoi st dung mang xa hdi c6 thé duoc phan héa thanh nhiéu nhém
khac nhau, cung cap nén tang co ban cho viéc phan doan thi truong ngudi st dung mang
x& hoi theo tiéu chi tdm ly dan s6 hoc. Dong thoi nghién ctru cling kiém tra nhitng bién s6
quan trong dé phat trién phan (rng tich cwc ctia nguoi tiéu dung voi quang cao tric tuyén.
Nghién cru Vvé vai tro cla truyén thong xa hoi trong Iinh viec marketing ngan hang cho
thay, ly do co ban cho viéc chan chir viéc ap dung truyén thdng xa hoi la khach hang it cé
nhu cau tuong tac v&i ngan hang qua kénh nay, lo ngai vé tinh an toan cta trang web 2.0

trong Iinh virc ngan hang, va thiéu sy dong diéu véi chién lvge quan hé khach hang hién
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tai. Tuy nhién, truyén thdng xa hoi thuc su thich hgp hon cho nhitng ngan hang nhé va
mai trong viéc tim kiém nhitng céach thirc sang tao dé tao dwng thi phan (Miljanava
Alexandos, 2012). Nghién ctru trong Iinh vuc thwong hiéu thoi trang cao cép cho thay cac
hoat ddng marketing qua kénh truyén théng xa hoi cé tac dong dén tai san thwong hiéu
(Agella J, 2012).

Marketing qua kénh truyén thdng xa hoi la chién lvgc marketing ma nhitng doanh
nghiép thdng minh dang st dung dé trd thanh mot phan trong mang lugiscla ngudi ding
truc tuyén, nhitng ngwdi von dwa vao nhitng nguoi ban trén mang truc tuyén dé co duoc
101 khuyén, chia sé va giao lvu xa hdi.. Nhitng trang mang xa héi ‘ahw nhirng trung tam
trén mang noi ma nhitng nhém déng ddo cé chung sv hirng thd,«Cung nhau quan tu lai.
Triét ly vé marketing qua kénh truyén thong xa hdi rat don'gién: hay xudt hién & noi nao
ma thinh gid muc tiéu cla ching ta dang tiéu ton thoi gian.& dé.

Céc phuong tién truyén thong méi da thuc su'thay doi cach thirc ma con nguoi lién
lac va twong tac vai nhau bang cach cho phép‘eachdoanh nghiép trao doi ddi thoai theo
phuong dién ca nhan hodc céng khai vgi ‘nhirng cach thirc méi mé va hao hing. C6 rat
nhiéu céng cu truyén thong véi dic di8m&hoi, muc tiéu va nhom thinh gia. Moi cong ty
c6 thé nhay ngay vao linh vuc marketing qua truyén thong xa hdi, tuy nhién ho nén cé
chién lvgc va ké hoach dé thu lai thanh cong. Khi dwgc thwc hién mot cach chién luoc,
mot doanh nghiép co thé thady dfoc thanh cong to Ién bdi cé thé dat dwoc nhiéu méi quan
hé ca nhan vai nhitng ngtedi c6 hirng tha voi doanh nghiép va nhitng gi doanh nghiép
cung ung.

Nhirdg ,nghién‘ciru m@i nén st dung nhitng mau rong hon bao gém ngudi ding
kénh truyén theng xa hoi tlr thé hé Y dén thé hé X va nhing thé hé tré hon, nham cé s so
sanh rd rang vé cac hoat dong ctia cac nhém va dé xac dinh rd thinh gid muc tiéu cla
marketing qua kénh truyén thdng x& hoi. Mau nghién cttu cing nén phan b can déi gitra
cac nhdm gidi tinh nam va nir dé hi€u s khéc biét vé mdi quan tdm dén marketing qua
kénh truyén thong xa hdi gitra cac nhom nay.

Nhin chung, marketing qua kénh truyén théng xa hoi van con 1a chd dé twvong doi

m&i trong kinh doanh va marketing. Chi mé&i c6 mot vai bai bao vé van dé nay dwoc cong
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bd. Nhirng nghién clru méi trong twong lai rat cé thé sé phat hién ra nhiéu thong tin hon
khi marketing qua kénh truyén thong xa hoi trd nén phdé bién hon déi vai gidi thic hanh

marketing va hoc thuat (Deepa, et al, 2013).
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CHUONG 2: KHAO SAT HANH VI SU DUNG PHUONG TIEN TRUYEN
THONG XA HOI CUA NGUO'I DAN TREN BIA BAN THANH PHO HUE
2.1. Két qua khao sat vé mirc dd phd bién cla cac phuong tién truyén thong xa hoi
trong cong dong
2.1.1. Bac diém co ban clia mau khao sat

Phuong phap chon mau trong thiét ké nghién ctu 1a chon mau theo han ngach véi
50 mau khao sat cho moi nhom tubi. Tuy nhién sau khi phat ra 270 phiéu, chi c6 188
phiéu thu vé hop 1&. Do sd phiéu clia nhdm tudi trén 40 chi duoc 16 phi€éu'nén nhém nay
duoc tiép tuc diéu tra bd sung cho di sd phiéu la 30. K&t qua mau diéu tra thuc té duoc
thé hién trong bang 3.

Bang 3: Dac diém co ban ctia maukhéo sat

Pic diém Tan son, Ty trong
(%)
Tubi
15-17 45 22,3
18-23 50 24,8
24-30 40 19,8
31-40 37 18,3
Trén 40 30 14,9
Gigi tinh
Nam 98 48,5
N 104 51,5
Nghé nghiép
Quan ly, chuyén vién 84 41,6
Cong nhén, lao dong tv do 13 6,4
NOi tro 8 4,0
Hoc sinh, sinh vién 97 48,0
Thu nhép hang thang
Chua c6 thu nhap 83 41,1
Duéi 4 triéu 35 17,3
4- 5,499 triéu 48 23,8
5,5-7,499 triéu 21 10,4
7,5-10triéu 11 54
Trén 10 triéu 4 2,0
T6ng mau khao sat 202 100,0
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V& co cdu theo nhom tudi: mic du ty trong cta cac nhom tudi khéng ngang bang
nhau nhu trong ké hoach nghién ctru nhung ciing khéng chénh Iéch nhau qua Ién, ngoai

trlr nhém tuoi trén 40 chi chiém 14,9% trong tong 202 phan t&r khao sat.

22.28%

D6 tudi
[115-17 V413773 []24-30 = 31-40 M Tren 40

Bifu.@0 17 Co cdu dd tudi trong mau khao sat

Ve gi6i tinh, ty trong nam ni¥ tvong d6i déng déu, trong do6 cé 51% db6i twong khao
sat la nir. Vé-nghé nghiép, nhém hoc sinh sinh vién va nhém ngudi lam cong tac chuyén
mon la hai nhdp chiém ty trong cao trong mau véi ty trong trén 40% moi nhom. Do mau
kh&o sat c6 nhiéu hoc sinh, sinh vién nén nhém chwa c6 thu nhap chiém ty trong cao nhat,
ti€ép dén la nhém thu nhap trong khoang 4 dén 5 triéu rudi (23,8%), va nhém thu nhap trén
10 triéu c6 ty trong rat nho, chi 2%.

2.1.2. MUrc @0 pho bién cua internet va truyén thong xa hoi
Bang 4 trinh bay s6 liéu vé ty Ié sir dung internet va cac phuong tién truyén théng

x& hoi cla tdng mau khéao sat va cta cac nhom tubi khac nhau. Ty 1& st dung internet
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trong mau rét cao, dic biét nhom 24-30 tudi va nhom 31-40 tudi cd ty 1é sir dung internet
100%, nhom tudi trén 40 c6 ty & st dung internet thap nhat véi 56,7%. V& tinh pho bién
clia cac phuong tién truyén thong x& hoi, cé thé thdy rang nhitng ngudi dang st dung
internet déu dang st dung it nhat mot kénh truyén théng xa hoi. Cling giéng nhuv internet,
nhém tubi 24-30 va nhom tudi 31-40 cé ty Ié si dung truyén thong xa hoi la 100%, va
nhom tudi trén 40 cé ty 1é st dung truyén thong xa hoi thdp nhat voi 56,7%. Tinh trung
binh, mdi ngudi trong mau khéo sat dang st dung trén hai phuwong tiéntruyén thong xa
hdi dong thoi. Bac biét, nhém 18-23 tubi cd sd phuwong tién truyén thdngssi¥dung da dang

nhat, trung binh trén 3 trang truyén thdng xa hoi.

Bang 4: Tinh hinh str dung internet va cac phuong tién truyép thong xa hoi trong cac nhom

tuoi
Do tudi
2Q2
Internet va phuong tién truyén  mau 1517, 18-23 24-30 31-40 Trén40
thong x& hoi khao sat (n=45) (n=50) (n=40) (n=37) (n=30)
%/trung binh
St dung internet 91,6 93,3 98,0 100,0 100,0 56,7
St dung truyén thong xa hoi 01,6 93,3 98,0 100,0 100,0 56,7
33:53”9 truyenthong XaMIsess 559 571 304 272 268 140

2.1.3. Ty lé strdung cla cac trang truyén thong xa hdi pho bién

Bang\5-thé hién ty Ié st dung cac phuong tién truyén thdng xa hoi khac nhau cla
t6ng mau diéu tra va clia tirng nhoém tudi. Nhin chung, facebook, Youtube va Zingme l1a 3
trang truyén thong xa hoi ¢ ty 1& ngudi dung cao nhét trong toan mau khéo sat va & tat ca
cac nhdm tudi. Tuy nhién gira cdc nhdm tudi cling c6 s khac biét nhd, dac biét & nhom
tudi 24-30, youtube la trang truyén thong xa hoi cé ty 1é nguoi dung cao nhat, hon ca
Facebook, con Zingme thi ty I1&é nguoi dung thap hon nhiéu so véi cac nhém tudi khac.

Google Plus khéng phé bién trong mau khao sat, nhung ciing c6 ty 1& ngudi dung dang
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chi y trong nhém tudi 15-17, va dac biét & nhém tudi 18-23 ty 1é nguoi dung Ién dén
30%.

Bang 5: Ty lé st dung cla cac phuwong tién truyén thong xa hoi pho bién

Do tudi
202
Phuong tién truyén thong xa mau 15-17 18-23 24-30 31-40 Trén40
hoi khadosat (n=45) (n=50) (n=40) (n=37) (n=30)
%/trung binh

St dung Facebook 84,7 88,9 98,0 82,5 97,3 43,3
St dung Youtube 76,2 77,8 88,0 925 78,4 30,0
St dung Zing me 42,1 51,1 54,0 25,0 43,2 30,0
St dung Google Plus 24,3 26,7 30,0¢. 20,0 18,9 23,3
St dung Twitter 11,4 6,7 16,0 15,0 5,4 13,3
St dung Instagram 7,4 131 8,0 10,0 5,4 0
St dung SlideShare 5,0 0 2,0 7,5 16,2 0
St dung Blogger,com 2,0 4.4 2,0 2,5 0 0
St dung Wordpress.com 2.0 2.2 0 5,0 2,7 0
St dung Yume.vn 1,0 2,2 2,0 0 0 0
St dung LinkedIn.com 0 0 0 0 0 0

2.2. Két qua khao sat hanh vi str dung Facebook c6 y nghia véi hoat ddong marketing
ctia doanh nghiép

2.2.1. Nhirng déc diém co ban trong hanh vi sir dung Facebook

a. Muc dich st*dung Facebook

Muc dich s dung Facebook clia ngudi dung dwoc trinh bay trong bang 6. Nhin
chung, gitr lién lac v&i ban be, nguoi than quen, 1a muc dich co ban va pho bién nhat voi
ty trong nguoi thira nhan rét cao, 1én dén 100% & hau hét cac nhém tudi va 98,8% trong
tong 171 nguoi dung Facebook. Tiép dén la muc dich cap nhét thong tin va giai tri. Ngoai
ra, muc dich két ban, m& rong quan hé cé ty Ié cao ndi bat & nhém 18-23 (v6i 69,4%

nguoi thira nhan c6 muc dich nay), va & nhdm 15-17 tudi(véi 60% nguoi thira nhan).
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Riéng v&i muc dich mua sam hang hoéa, ty 1& ngudi dwgc hoi thira nhan ¢6 muc dich nay

cao nhat @ nhom 18-23 tudi véi 30,6% va & nhdm 24-30 tubi vai 27,3%.

Bang 6: Muc dich str dung Facebook clia nguoi diing theo nhém tudi

Do tudi
171 mau Trén
o s 15-17 18-23 24-30 31-40

Muc dich st&r dung facebook khao séat (n=40) (n=49) N=33) (n=36) 4_10

(n=13)

%

Gitr lién lac voi ban be, nguot  gq g 100 100 939<100 100
than, nguoi quen
Cap nhat théng tin 66,1 67,5 755 69,7 47,2 69,2
Giai tri 59,6 70 714 . 424 44,4 69,2
Két ban, mé rong quan hé 48 60 69,4 27,3 25 46,2
GIfYI th_leu ban than, chia sé 38 o5 51 , 212 38.9 69.2
thong tin
Phuc vu cong viéc 36,3 32,5 408 364 27,8 53,8
Mua sam hang hoa 22,8 22,5 306 27,3 11,1 15,4
Choi game 22,8 30 26,5 18,2 22,2 0
Theo d6i thdng tin nguei noi 211 35 245 182 111 0

tiéng

120

MUc dich'str dung facebook

98.8
100 A

80 A

6641

59.6
60
48

Ty lé ngwoi dung (%)

S0 38 363

228 228 911
20

Gitr Cap Giaitri K&t Gi¢i Phuc Mua Choi Theo
lien nhat ban, thiéu wu sdm game  doi
lac v&i thdng mo badn cobng hang théng

ban tin rong than, viéc héa tin

be, quan chia nguoi
nguoi hé sé ndi
than, théng tiéng
nguoi tin

quen

Biéu do 2: Muc dich sr dung Facebook

b. Thoi gian va thoi diém st dung Facebook moi ngay
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Két qua khao sat vé thoi gian va thoi diém truy cap Facebook clia 171 nguoi dung
duoc thé hién qua biéu dd 3. Trong d6, thoi lwong ngudi ding tiéu tén mdi ngay cho
Facebook kha da dang cé thé chia thanh 4 mdc chi yéu véi ty trong khong qua chénh
léch. K&t qua cho thdy phd bién nhét 1a & mac 30 phat dén 1 gitr vai ty 18 28% mau khao
sat, tiép dén la it hon 30 phat voi ty 16 25% va thap nhét la thoi lugng trén 3 gio (chi
chiém 9,9%).

—— Thirldome s
idunez '3 méi
g ngiy

x“,\ Wt Mo 30 phut
h"x' Tl;i.iﬁ plnd den
25| 5% ' oyTu L gio den 2
Vo zio _
\ER L0 2 den 4 gio
IMT'r'ml 3w

Biéu do 3: Thoi lwong st dung Facebook moi ngay
Ve thoi diém truy cap Facebook trong ngay, nhin vao biéu do 4 thoi diém tlr 8h toi
dén 10h toi la thoi diém c6 nhiéu ngwoi diung Facebook truy cap nhat vai ty 1&é 66%, tiép
dén la 11h trva dén 2h chiéu nhung ty trong ciing chi dat 29,8% thap hon nhiéu so vé&i

bubi toi.
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70.0
60.0 - 66.1
50.0 A
40.0 A
30.0 A

20.0 -

Ty 1€ truy céap (%)

10.0 A

0.0 T — T

7hsang - 9h 9h sang-11 1lhtrua-2h 2hchieu- 4hchieu-8h 8h toi -d0hy" thoi gian
sang h trua chieu 4h chieu toi toi khac

Biéu do 4: Thoi diém truy cap Facebook trong'igay

c. Phuong tién truy cap Facebook

Biéu do 5 thé hién ty trong nguoi dung clia cas\phwong tién khac nhau dé truy cap
Facebook xét trén hai goc do co6 st dung phwgng, tién va st dung phuwong tién dé nhiéu
nhat. Két qua cho thdy ca ba phuong tién may tinh, dién thoai di dong va may tinh bang
déu duoc st dung dé truy cap Facebooks.nhirng may tinh va dién thoai di dong dwoc dung
phd bién nhét va gan bang nhaulveé ty trong nguoi dung (92,4% ngudi dung co st dung

may tinh dé truy cap so vai 83% nguoi ding cé st dung dién thoai di dong dé truy cap)

100.0
90.0 A 83.6
80.0 7
70.0)
60.0
0.0 48.5 45.0 B Phuong tién truy cap FB
40.0 1
30.0 - 25.1

20.0 ~

10.0 - 5.8
0.0

©
N
jS

O P/tién truy cap FB nhiéu nhat

Ty Ié nguoi dung (%)

may tinh dé ban,  dién thoai di dong may tinh bang
xach tay

Biéu do 5: Phuwong tién dung dé truy cap Facebook
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d. M6t sd dac diém vé viéc két ban trén Facebook

Khao sat vé s6 lwgng thanh vién hién cé trong friendlist cho thdy sé ban bé trung
binh clia mbi ngudi ding trong toan mau Ia 340 nguoi, tuy nhién nhom tudi 18-23 va
nhém 15-17 tudi c6 khuynh hwéng cé nhiéu ban be trong frienlist hon ca. Nhém trén 40
tudi co it ban be trong frendlist nhat vai so lvgng trung binh 104 ban. (xem bang 7))

Khi khdo sat dbi twgng nao trong cac doi twong gdm ban hoc, déng nghiép, nguoi
than va nguoi khong quen biét Ia nhiéu nhat trong frenlist, két qua tim dwoc nhuv sau: (1)
doi vai nhém 15-17 tubi va nhdm 18-23 thi ban hoc la doi twong chu yéthnHat véi khoang
80% nguoi trong nhdm nay thira nhan nhu vay, cac nhdm tudi nay,cling cé khuynh huéng
két ban v&i nguoi khong quen biét nhigu hon so véi cac nhém tadiskkhéc; (2) doi véi nhom
tuBi 24-30 , ban bé van Ia d6i twong chi yéu d6i vai nhiéu hguﬁri nhwng déng nghiép cling
la d6i twong chi yéu ctia khodng 30% nguoi trong nhdmtudi may; (3) Nhom tudi 31-40 co
sk can doi gilra d6i twong dong nghiép va ban hoc,3ahém nay ciing it c6 khuynh huéng
két ban véi nguoi la; (4) Riéng d6i véi nhom trén“40 tudi, c6 dén 69% nguoi dung thira
nhan dong nghiép la déi twong nhiéu nhat'trong frend list, cao hon so véi cac nhém tudi
Khac.

Bang 7: Dac diém vé yiéc két ban trén Facebook clia cac nhém tudi

x Do tudi
Dic diém ve viec két ban %1 ma}: .
trén facebook sat 1017 1893 24-30 31-40 'FEN

(n=40) (n=49) N=33) (n=36) (ni(if%)

Trung binh/ %

S6 lvgng thanh vién trong

. 340 383 435 339 277 104
frendlist

Ban hoc cac cap chiem 63.0 800 787 515 414 308
nhiéu nhat

Er?aqg nghiép chiém nhigu 227 25 83 303 448 692
Nguoi than trong gia dinh 11,5 05 83 182 194 154
nhiéu nhat

Nguoi khong quen biét 9.3 150 106 6.1 0.0 154

chiém nhiéu nhét
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2.2.2. Hanh vi str dung Facebook nhu kénh thong tin trong quyét dinh mua

2.2.2.1. Hanh vi tiép nhan théng tin quang cao cla nguoi dung Facebook

Nghién clru da tién hanh khao sat trén nhiéu khia canh cta viéc ti€p nhan théng tin

quang cao clia nguoi dung, bao gom: ty 1é doc quang cao, mat hang thudng doc théng tin

quang céo, nhan thirc vé qui md va danh tiéng clia ngudn dang tai quang cao, va tac dong

cla quang cao dén nhan thirc va nhu cau cla nguoi dung facebook.

a. Hanh vi doc quang céao trén facebook clia nguoi dung

Ty 1€ ngudi dung facebook doc quang céo dugc dang tai

Bang 8: Ty Ié nguwoi dung doc quang céo dang tai trén Facebook trérnténg mau khao sat va

theo nhém tudi

) Do tudi
171 mau Trén
khao séat 15-1%,  18-23 24-30 31-40 40
(n=40) (n=49) N=33) (n=36) (n=13)
%
DBoc théng tin quang céo 58,6 59,0 63,3 72,7 37,1 61,5

dang tai trén FB

80.0 -
70.0 A

Ty lIé nguwoi dung (%)

60.0 -
50.0 A
40.0 A
30.0 A
20.0 ~
10.0 ~

0.0 A

Bec thong tin quang cao dang tai trén FB
72.7

71
ngum
dung

15-17
(n=40)

18-23
(n=49)

24-30
(n=33)

31-40 Trén 40
(n=36) (n=13)

Biéu db 6: Ty Ié nguoi dung doc thong tin quang cao ding tai trén FB trong mau khao sat

va theo nhém tudi
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Nhin vao bang s6 liéu 8 va biéu do 6, ty 1é nguoi cé doc quang cao trong tong s6
171 dung Facebook chiém 58,6%. Xem xét k§ hon & cac nhom tudi, ty 1é nguwoi ding co
doc quang céo cao nhét la & nhom tudi 24-30 v6i 72,7%, va thap nhat la @ nhom tudi 31-
40 v6i ty 1& nguoi doc 37%. Riéng d6i voi nhom tudi trén 40, vi s6 mau khao sét tuong
ddi nhoé nén két qua chi mang tinh tham khao.

Ty I€ doc thdng tin quang cao cla cac mat hang

Mat hang duwoc quang cao trén Facebook phong phi va da dang, 66 thé duoc chia
theo 7 nhdém mat hang nhu trong bi€u do 7. Két qua khao sat 171 ngudi.dung facebook
thé hién trong biéu do cho thay: quang cao clia cac mat hang déu coity 18 nguoi doc cao,
nhung dac biét cao la hang thoi trang va hang dién ti voi 'tS/ [&\nguGi cd doc tvong tng

lén dén 96% va 87,9%. Nhung dac biét co dén 64% ngudildoe thira nhan rang quang cao

120.0

hang thoi trang la quang cao ho doc nhiéu nhat so véi €acymat*hang khac.
100.0 . 96-0

87.9
82.8 8148 8 79.8 78.8
80.0 ~
64.6

—_

60.0 - oo
O doc nhiéu nhat

40.0 ~

00 h T T T ' ' I

quang quang quang quang quang quang quang
cdohang cédo hang cao hang cao hang cao hang cao dich cao hang
thoi trang  diénté  lwu niém my phdm tiéu dung vu gia dung
qua tang nhanh

0.8

Ty 1é nguoi dung (%)

Biéu do 7: Ty Ié nguoi doc quang céo clia cac mat hang

Quang cao mdt hang thuong doc clia cac nhom tudi
Dé tim hiéu k¥ hon vé hanh vi doc quang cao cla cac nhém tudi, ty Ié nguoi doc
quang céo clia cac mat hang theo tlrng nhém tudi dwgc tong két trong bang 9. Nhin chung

hang thoi trang la mét hang ludn cé ty 1é doc cao nhét trong tat ca cac nhém tudi. Hang
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dién t& dwoc nhigéu nguoi doc nhat & nhdm tudi 18-23, 24-30, 31-40. Quang cao hang luu
niém qua tang coé ty 1é doc cao & cac nhom 15-17 va 18-23, trong khi d6 quang cao my
pham lai c6 ty 1é nguoi doc cao & nhdm tudi 15-17 va 24-30. Riéng nhém 31-40 tudi cé ty

I& doc quang céo cao nhuv nhau cho moi mét hang.

Bang 9: Ty lé nguoi doc quang cao clia cac mat hang theo nhém tudi

Do tubi
99 Trén
o \ nguoi  15-17  18-23  24-30  31°40 10
Quang cao thwongdoc  dung (n=23) (n=31) (n=24) (n=23) (n=8)
%

QC hang thoi trang 96,0 1000 96,8 95,8 100,0 75,0
QC hang dién t& 87,9 82,6 90,3 g€/5 1000 75,0
gﬁghang lbuniémaua g5 913 839 N750 1000 50,0
QC hang m§ pham 81,8 87,0 17,4 83,3 100,0 50,0
QC hang tiéu dung nhanh 80,8 78,3 80:6 750  100,0 75,0
Qc hang dich vu 79,8 739 17,4 79,2 100,0 75,0
QC hang gia dung 78,8 69,6 71,0 79,2 100,0 100,0

Quang cao mat hang thuorg doc cua nam va ni

Bang 10 trinh bay ty Ié ngudi doc thira nhan quang cdo mat hang cu thé nao doé la
quang cao ho doc nhiéu nhét, s6 fiéu trong bang dwgc chia thanh hai nhém nguoi diung
nam va nit. Két qua-eho thay: Nam gi¢i chi y doc quang cao clia ba mat hang theo thi tw
hang dién t&r, hang“thot trang va dich vu, trong khi d6 nit gi¢i chd y doc nhiéu nhéat la

hang thoi tréng, ti€p dén la hang tiéu diing va my pham.
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Bang 10: Gi¢i tinh va quang cao mat hang doc nhiéu nhat

Gidi tinh

Quang cdo doc nhidu nhat  Nam  N&
(n=39) (n=60)

(%)
Quang céo dich vu 23,1 8,3
Quang cao hang dién tl 43,6 0,0
Quang cao hang thoi trang 33,3 85,0
Quang cao my pham 0,0 6,7
Quéng cao hang tiéu dung 0,0 8,3
Quéng cao hang gia dung 2,6 50

Quang qua tang, do luvu niém 0,0 3,3

90.0+
80.0+
70.0+
60.0+
50.0+1
40.01
30.01
20.01
10.0

0.0+

Tyle (%

Nam (n=39) Nr(n=60)

O Quangrcao‘hang dién tlr B Quang cao hang thditrang 0O Quang céo dich vu
O Quang.€ao hang tiéu dung B Quang cao my pham O Quang qua tang, doé Iwu niém
B Quang cao hang gia dung

Biéu do 8: Quang cao doc nhiéu nhat ciia nam va ni
b. Ve ngudn dang tai quang cao trén Facebook theo phan anh ctia nguoi dung
Nghién cru nay phan ngudn dang tai quang cao theo qui mé va danh tiéng thanh

ba nhém gom: cac ca nhan bubn ban nhé, cong ty thwong hiéu danh ti€éng va cac doanh
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nghiép nhd. Két qua khao sat 171 ngudi dung vé mirc d6 phd bién clia cac ngudn dang tai
cho thdy quang céo cla ca nhan budn ban nhd pho bién nhat véi 77% nguoi dung nhin
thdy trén Facebook, quang céo tir cong ty, thwong hiéu danh tiéng va clta doanh nghiép
nhd c6 mic pho bién thap hon nhiéu va gan nhu tvong dwong nhau véi ty 1é ngudi ding
nhin thdy khoang trén 30%. (Xem biéu do 9)

90.0
80.0 A
70.0 A
60.0 -
50.0 -
40.0 A
30.0 A
20.0 A
10.0 A

0.0 -

77.2

Ty Ié nguoi dung (%)

Quéang céo clia ca nhan Quéang c4o cua ¢céng ty, Quéang céo clia doanh
budn ban nho thuwong hiéu danh tiéng nghiép nhé, it danh tiéng

Biéu do6 9: Nhan thirc clia clia nguoi duing Facebook vé qui md va danh tiéng ctia ngudn
dang tai.thdngtin quang céo trén Facebook
C. DBanh gia veé thong-tin quang cao trén Facebook

Bang 41 vasbiéu do 10 tong hop y kién danh gia cla 171 nguoi ding
Facebook vé thofgetin quang céo duoc dang tai. KEt qua cu thé nhw sau: trén 50% nguoi
dung céng phanwadi dung quang cao dwoc cap nhat va quang cao trén Facebook hitu ich vi
gilp cap nhat'thong tin mua sam thuén tién va chi khoang 25% cho rang quang cao trén
Facebook gay phién toai. Tuy nhién, nhitng tiéu chi con lai nhu tinh tha vi cla quang céo,
lam nay sinh nhu cdu mua sam va quang céo sat v&i nhu cau thi co6 ty 1& céng nhan thap
hon, dwdi 50% tham chi chi khoang 30%.
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Bang 11: Banh gia clia nguoi dung vé thdng tin quang cao trén Facebook

Murc danh gia
A e . Gia tri
Tiéu chi danh gia 1 2 3 4 5 trung binh
(%)

San pham/dich vuduoc quang cao co 6,5 24,7 388 253 47 2,97
quan tdm hoac cé nhu cau

Ndi dung cép nhét 1,2 59 282 571 76 3,64
Tha vi va thu hat 54 22,6 38,1 29,2, 48 3,05
Lam nay sinh nhu cau mua sam 7,6 24,1 28,8 3477 v4,7 3,05
Cam thay phién toai 12 235442 229 1172 3,19

H{ru ich vi gilp ti€p can thong tin san

oham dich vu thuan tién 0,6 406 388 435 6,5 3,45

Ghi chii 1: Hoan toan khong dong y, 5: Hoafiiteamdong y

HCku ich vi gidp ti€p can théng tin san pham |
dich vu thué@mtien | | |

camthdy phién todi

lam ndy, sinh nhu cau mua sam

Tha viva thu hat

NOi dung cap nhat

V& san pham dang quan tam/cé nhu cau

I T f f T
0% 20% 40% 60% 80% 100%

O Hoan toan khong dong y B Khong dong y O Trung lap O Dong y B Hoan toan dong y

Biéu do 10: Banh gia cta nguoi dung vé ngudn théng tin quang cao trén Facebook



2.2.2.2. Tac dong clia thong tin chia sé kinh nghiém mua sam trén facebook dén nguoi
dung

Bang 12 va biéu do 11 thé hién két qua khao sat vé tac dong cla thong tin chia sé
kinh nghiém mua sam ctia ban bé trén Facebook tac dong nhu thé nao dén nguoi ding. S6
liu cho thdy gan 50% ngudi dung cho rang ho thuong doc cac chia sé cla ban bé lién
quan dén kinh nghiém mua s&m va cling gan 50% clia mau khao sét cho rang ngudn théng
tin nay dang tin cady hon so véi quang céo tir doanh nghiép, va khoang 40% nguoi dung
Facebook ddng y rang ngudn thdng tin nay c6 tac dong dén hanh vi mua'sam’cda ho.

Bang 12: Tac dong clia thong tin do ban bé chia sé vé kinh nghiém mua $&m trén Facebook
dén nguoi dung

Mtc'danh, gia L
a . 4z . Giatri
Tiéu chi danh gia 1 2 3 4 5 trung binh
(%)
Thwong doc chia sé clia ban bé vé kinh 3,6%19,8 26,9 425 7.2 3,30

nghiém mua sam, tiéu ding

So v&i quang céo, thong tin do ban bé chias, 42 156 32,3 34,1 13,8 3,38
sé trén FB dang tin cay

Thong tin do ban bé chiasétrén EBcdétac 4,8 23,4 329 34,7 42 3,10
ddng dén hanh vi mua

Ghi chi 1: Hoan toan khéng/ong ¥,"5: Hoan toan dong y

Thongttin do ban bé chia sé trén FB c6 tac dong 32.9 | 34.7 '
dén hanh vi mua
So v&i'thong tin quang céo, théng tin do ban be 323 | 341 -

chia sé trén FB dang tin cay

Poc thong tin chia sé& clia ban bé vé kinh nghiém 26.9 | 425 -
mua sam, tiéu ding

0% 20% 40% 60% 80% 100%

||:| Hoan toan khong dong y B Khdng dong y O Trung lap O D6ng y B Hoan toan déng y |

Bifu db 11: Tac dong ctia thong tin do ban bé chia sé vé kinh nghiém mua sdm trén
Facebook dén nguoi dung
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2.2.2.3. Hanh vi mua qua Facebook
a. Ty lé ngui ding dd mua hang qua Facebook

Ty 1é nguoi dung da mua hang qua Facebook cla 171 ngudi dung va cua tirng
nhom tudi dwoc thé hién trong bang 13 va biéu do 12. Trong do, sO nguoi da trng mua
qua Facebook trung binh chiém 49% (twong (rng v&i 84 nguoi). Ty Ié da tirng mua cao
nhat & nhom tudi 24-30 v&i 63%, thap nhat & nhdm tudi 31-40 véi 22%. Cac nhém tudi
khac trir nhom tudi trén 40 déu cd trén 50% nguoi dung da mua hang’qua Facebook.

Ngoai ra c6 12,3 % nguoi dung |Facebook dd mua hang qua phuong tién nay tir 3 lan tré

Ién.
Bang 13: Ty |é ngui dung da tirng mua hang gtia_ Facebook
Do tubi
171 Trén
nguwoi  15-1%, \18-23 24-30 31-40 40
dung [(nN=40)=>(n=49) (n=33) (n=36) (n=13)
%
Mua hang qua FB 49,1 52,5 57,1 63,6 22,2 46,2
mua hang qua FB
70.0 636
3 6001 o % 5 57.1
2 50.0 1 ' 46.2
=]
T 40.0 -
5 B mua hang qua FB
3 30.0 22.2
c
@ 20.0 1
2 10.0 - I
0.0 T T T T T
171 nguoi  15-17 18-23 24-30 31-40 Trén 40
diing (n=40) (n=49) (n=33) (n=36) (n=13)

Biéu db 12: ty 1&é dd mua hang qua Facebook clia 171 ngudi diing va clia cac nhom tubi
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b. Ly do khéng mua hang qua Facebook

Khéo sat vé ly do tai sao chwa tirng thtr mua hang qua Facebook clia 87 khach hang
con lai dem lai két qua thé hién trong biéu d6 13 . C6 nhiéu ly do gay can tré viéc mua
thir, nhing pho bién nhét la khong tin twdng vé chat lwgng véi ty 1é 53% s6 nguoi duoc
hdi, tiép dén la thong tin sdn pham khong chi tiét vai 32,6% va khong thuan tién trong

qua trinh mua.

60.07"|

50.04

53.5

40.04

Ty Ié (%) trong t6ng
s6 nguoi dung  30.04
khéng mua qua FB

20.04

10.04

0.0+

Khéng,Thong Khéng Qui Nguwoi Phai Giacad Lydo Khéng
tin\\ tin sdn thuan trinh  ban cho doi khdng khac cé nhu

tw@ng phadm tién mua khéng giao canh cau
chat khong trong phiéc tuwvan, hang tranh mua
lwgng chitiét qua tap huéng
san trinh dan
pham mua chu

dao

Biéu do 13: Ly do khéng mua hang qua Facebook

c. Cac mat hang duoc mua qua Facebook

Biéu do 14 thé hién cac ty & (%) trong téng s6 84 nguoi da trng mua hang qua
Facebook da chon mua mot mat hang cu thé trong 7 mat hang duoc liét ké. Nhin vao biéu
do, nhém mat hang thoi trang (4o quan, giay dép, phu kién) la mét hang dwgc mua phd

bién nhat v&i 70,2% s6 ngudi tirng mua hang qua Facebook la mua méat hang nay, ti€p dén

44



la hang lwu niém va do dién ti nhung ty |é thap hon rat nhiéu dw6i 30% nguoi mua da

chon mua cac mat hang nay.

Tinh trang mua cac mat hang qua FB

80.0
70.0
60.0
50.0
40.0
30.0 1 22.6

22.6
20.0 1 10.7 11.9
OO I T T T T T - T

Dich vu Hang dién  Hang thoi Hang my Hangstiéu Hang gia Hang lwu

70.2

26.2

Ty Ié ngudi mua (%)

tl trang (ao pham dung hhanh dung niém, qua
quan, giay (thwe pham, tang
dép, phu de,uéng
kién,...)

Biéu do 14: Ty Ié nguoi mua hang cla,cac mat hang trén Facebook

Bang 14 va biéu do 15 trinh bay §6 liéu Vé cac mat hang dwgc mua qua Facebook
cho nhém nguoi dung nam va nit. S6 liéu cho thdy: nhém nir gi¢i da s6 mua hang thoi
trang 4o quan, c6 dén 78,4% nguoi frong nhom da mua mat hang nay, tiép dén la my
pham va qua lu niém nhung tylé thdp hon nhiéu so véi mét hang thoi trang. D0 voi
nhom nguoi dung nam*giéi, ea hang dién tl va hang thoi trang déu c6 ty Ié nguwoi mua
sam twong dwong nhaw voi hon 50% da tirng mua cac mat hang nay, tiép dén l1a hang luu
niém qua tang véity [€ ngudi mua 33%.
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80.0-
70.0;
60.01
50.01
Ty 18 (%) 40.01
30.01
20.01
10.01
0.04

Nam (n=33) N@ (n=51)

@ Dich wi B Hang dién t&r

O Hang thoi trang (4o quan, giay dép, phu kién,...) OHang my pham

B Hang tiéu dung nhanh (thyc pham, d6 uéng O Hang gia dung

B Hang Iwu niém, qua tang O Da mua nhung thu khac qua FB

Biéu do 15: Cac mat hang dwoc mua qua Facebook trong (rng woiede.nhdém ngudi dung
nam va nir .

Bang 14: Cac mat hang duwgc mua qua Facebook tuong #ng v@i.€ac nhom nguwdi dung nam

va niy
Gidi tinh
Mat hang mua qua FB
Nam (n=33) N (n=51)
(%)

Dich vu 12,1 9,8
Hang dién tir 54,5 2,0
Hang thoi trang (ao.quan, giay dép, phu kién...) 57,6 78,4
Hang my pham 9,1 31,4
Hang tiéu dufg nhanh (thuc pham, d6 udng 9,1 13,7
Hang gia dung 6,1 7,8
Hang Jeu niém, qua tang 33,3 21,6
Da mua nhung thu khac qua FB 9,1 3,9

d. Qui m6 don hang mua qua Facebook
Khdo sat vé muic chi binh quan cho don hang mua cho thdy mdc chi trong khoang
100 dén 300 ngan dong la pho bién nhat vai 44% trueong hop da mua, ti€p dén la mirc 300
dén 500 ngan chiém khoang 23% trudng hop, don hang trén 500.000 chiém khodng 18%.
(Xem biéu do 16)
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18% 15%

23%

O < 100 ngan déng B 101-300 ngan déng O 301-500 ngan dong O > 500 ngan.dong

Biéu dd 16: Mc chi binh quan cho mbi don hang mda qua Facebook
e. Dia diém clia nguoi ban
Biéu do 17 thé hién két qua khao sat vé dia diém cta ngudi ban clia 84 truong hop
da mua hang qua Facebook. So liéu cho thay: nguoi ban & Hué la phé bién nhat, c6 dén
78,6% nguoi dd mua hang qua Facebook: la‘'mua tir nguoi ban & Hué, ti€p dén la tr Thanh

phd H6 Chi Minh nhung ty I& ngudi mua thap hon rat nhiéu chi 26%.

Tinh hinh mda hang qua FB theo dia diém ctia ngudi ban

90.0
80.0 A
70.0 4
60.0 A
50.0 ~
40.0 -
30.0 ~
20.0 ~
10.0 A

0.0 -

78.6

& nguwoi mua(%)

ty

Ngudi ban & HUE  Nguoi ban & Tp HCM  Nguwdi ban & Ha Noi Nguoi ban & dia
phwong khéac

Biéu do 17: Dia diém clia nguoi ban
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f. Banh gia clia ngudi mua vé viéc mua hang qua Facebook
Nghién clru da thu thap y kién danh gia cla 84 nguoi dad tirng mua hang qua
Facebook v@i nhiéu tiéu chi khac nhau. Két qua dugc thé hién trong bang 15. Nhin chung
tdt ca cac tiéu chi déu chua dat mic 4 cla thang diém 5. Trong do, cac tiéu chi vé dat
hang thuan tién, thoi gian giao hang ding cam két va thanh toan thuan tién dwgc danh gia
cao nhat. Cac tiéu chi vé chat lwgng hang hoa, gia ré, va tv van dwgc danh gia thap hon
nhwng van trén mic trung binh. V& mirc do hai 1ong véi viéc mua hang qua Facebook, c6

trén 50% trrong hop khao sat hai long va 4,9 % rat hai long.

Bang 15: Banh gia clia ngudi mua vé viéc mua hang qualkacebook

Tiéu chi danh gia Mrc dank gia Gia tri
1 24 3/ 4 5 trung
(%) binh
bat hang thuan tién 00 49 17,1 695 85 3,82
Thoi gian giao hang ding cam két L2 134 20,7 59,8 49 354
Thanh toan thuén tién 0,0 12,2 28,0 56,1 3,7 3,51
Giao nhén hang thuén tién 1,2 146 256 549 3,7 345
Nhan vién than thién, chu dao 1,2 6,1 439 451 3,7 3,44
Nhan vién tv van hiéu qua 1,2 11,0 46,3 415 0,0 3,28
Gia ré hon so voi & clra hang 1,2 20,7 354 36,6 6,1 3,26
Chét lvgng san pham/dich vu dap tng mong 1,2 14,5 458 37,3 1,2 3,23
Hai long v6i viee.muiqua FB 12 49 390 500 4,9 352
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Hai long véi viec mua qua FB 1[7Ke 39.0 | 50.0 Eﬂ

Chét lwvgng san pham/dich vu dap trng mong doii i 14.5 45.8 I 37.3
Gia ré hon so v&i & clra hang i 20.7 35.4 [ 36.6
Nhan vién tw van mua hang hiéu qua i 11.0 46.3 [ 415
Nhan vién than thién, chu dao i 43.9 [

Giao nhan hang thuan tién 1| ZEVN 25.6 [

Thanh toan thuan tién Q|G 28.0 |

Thoi gian giao hang ding cam két {BFEFE  20.7 |

«
DathangthuantiénoFE 171 | 695

0% 10% 20% 30% 40%, 50% ©0% 70% 80% 90% 100
%

||:| Hoan toan khdng dong y B Khong dong y O Trung lap O Pongd BHoan toan dong y|

Biéu do 18: Banh gia vé viéc mua hang qua,Facebook clia nguoi ding

g. Ty Ié tiép tuc mua hang qua facebookya lyndo khong tiép tuc mua
Khao sat vé khuynh hwéng ti€p tu¢ mua hang qua Facebook trong twong lai trén 84
ngwdi da tirng mua hang cho thdy c6 dén 86% twong ¢ng voi 71 ngudi déng y rang ho sé

tiép tuc mua qua kénh nay.

14%

86%

|lT|ép tuc mua qua FB O Khdng mua nfra|

Biéu do6 19: Ty Ié tiép tuc mua hang qua Facebook

Nghién clru cling da khao sat ly do khong tiép tuc mua hang va két qua duoc thé

hién trong biéu do 20. Trong d6 hang héa khéng nhv mong doi la ly do pho bién nhét voi

49



ty 1& nguoi thira nhan Ién dén 81%, ly do phd bién thit hai la rli ro cao véi 45% nguoi
khong mua da néu ra ly do nay. Dich vu giao hang, thai dé cia ngudi ban khdng phai la ly

do phé bién véi ty 18 dudi 10%

90.07
80.0+
70.0+
60.0+

> 14 (0 «
Ty 1é (%) trong sb 50.0-

ngudi dung khéng

tiép tuc mua ;"88
20.01
10.0+
0.0+
Hang héa Dich wigiao RUiro cao Thai d&elia Ly'do khac
khéng nhv  hang kém nguwQi ban
mong doi kém

Ghi chd : S6 liéu cta 12 nguoi khong tiép tuc mua hang qua £B

Biéu do 20: Ly do khong tiépstue.mua hang qua Facebook

2.2.2.3. Hanh vi chia sé thdng tin ya twong tac véi doanh nghiép qua chirc néng
fanpage
a. Hanh vi twong tac va chiassé, thong tin vé kinh nghiém mua sam véi nguoi khac qua
Facebook

Két qua khao sat Ve hanh vi chia sé thong tin clia nguoi dung Facebook nhi mot
kénh thong tin truy€n miéng vé kinh nghiém mua sdm tiéu ding san phdm duoc thé hién
trong biéu d6-24. Trong do, hinh thirc chia sé thong tin phé bién nhét la nhan like cho cac
trang web ctia,san pham yéu thich v&i 73% trong s6 171 nguoi dung Facebook da tirng
lam diéu nay, ti€p dén la chia sé voi ban bé vé cac trang nay véi ty 1é 26,5% nguoi dung
da tirng thue hién. S liéu cling cho thay, viéc dang tai phan nan hay hai long vé san pham
Ién dong trang thai khdng phd bién trong cong dong nguoi dung Facebook chi cé khoang
10% nguoi dung da lam viéc nay. Viéc phan nan trén trang cla thwong hiéu cang it pho

bién hon véi khodng 5%
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80.0+

735

70.0
60.0

50.0+

Ty 1& (%) trong tong

s6 ngu¢i dung FB 4004

30.0+
20.0

10.04

0.0

Bam Like Chiasécac Dang tai Pang tai bang tai
cho nhitng trang web thongtin vé ghansmanvé phannan
trang ban ban hang yéu san phdm’ sé&n ph@m tréntrang FB

hang yéu thich hai long'lény, dichw  clathuwong
thich dong trang “khong hai hiéu
thai long 1én
dong trang
thai

Biéu do 21: Hanh vi chiassé thong tin cia nguoi dung Facebook

b. Hanh vi tham gia fanpage

Trong s6 171 nguai ‘dung Facebook, c6 khoang 35% hién dang la fanpage cla
doanh nghiép nhung chiztheo*ddi va doc tin tirc, s6 lwgng ngudi dung tham gia fanpage
co twong tac véi doanh,nghiép cang it hon chi chiém 8% trong so nguoi dung. Xem biéu
a6 22 . Xét trén téng thé 171 mau khao sat, ty 1é tham gia fanpage la 42%, nhung ty 1&
tham gia caoihat 1a & nhém tubi 18-23 véi 51% va nhom tudi co ty 1é tham gia it nhét la
31-40 v6i 36%. Xem biéu do 23
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8%

35%
57%

||:| Chua tirng la fanpage B La fanpage nhitng chi theo déi doc tin t(rc O La fanpage va coituong tac |

Biéu do6 22: Tinh hinh tham gia fanpage cua nguoi donpg Facebook

La fanpage cua thuong hiéu

60.0

dung

50.0 A

40.0
30.0 - |l La fanpage clia thuong hiéu
20.0 A
100 l
0.0 -

156-17 18-23 24-30 31-40 Trén 40

6ng sb nguoi

Ty 18 (%) t

ngucyl
dung FB

Biéu do 23: Ty lé tham gia fanpage ctia cac nhoém tudi

Khao sat vé ly do tham gia fanpage dugc thé hién trong biéu do 24. Trong d6, noi
dung httu ich va tha vi la ly do phd bién nhat dé ngudi ding tham gia, c6 dén 60% trong
tong sO 73 nguoi hién dang la fanpage néu Ién ly do nay. Ly do xem va trao doi thong tin
voi khach hang khéc cé ty Ié nguai dung cong nhan la 44,3% , tiép dén la dé tham gia cac

chuwong trinh khuyén méi véi 31%.
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60.0+
50.0+

40.0+
Ty 1& (%) trong
téng s6 ngudi  30.0
tham gia fanpage
20.01

10.01

0.0

NGi dung clla Xem vatrao Tham gia DE& phan’nan Tham gia cac
trang thi vi/  d6i thong tin chwong trink »va trag,d6i  cude thi, tro
hiru ich Vv&i khach  khuyén mail théng tin Woi  choi do
hang khéac chu'thwong thuong hiéu

hiéu td chire

Biéu do 24: Ly do tham gia fanpage,clia ngwoi duing Facebook

2.3. Két qua khao vé hanh vi sir dung Youtube c6 y nghia véi hoat dong marketing
ctia doanh nghiép
2.3.1. Nhirng déc diém co ban trong/hanh vi st dung Youtube
a. Mtrc do thwong xuyén truy.cap Youtube

Biéu do 25 thé hiénty trong cla cac mirc do truy cap Youtube clia 161 ngudi co st
dung phuong tién nayy(str dung theo nghia la cé truy cap vao trang dé xem chiv khong yéu
cau phai c6 tai_khedn). S6 liéu cho thdy, c6 dén 56% s6 nguoi st dung Youtube truy cap
hang ngay, ti€p dén la mirc do truy cap 3-4 lan mdt tuan voi 33% s6 ngudi trong mau

khao sat
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9% 2%

33% 56%

||:| Hang ngay B 3-4 lan/tuan O 1 lan/tuan O 1 lan / thang |

Biéu do 25: Mtrc do thwong xuyén truy cap Youtube tda’ngwoi ding

b. Muc dich truy cap Youtube

Muc dich truy cap Youtube clia 161 nguoi dung duoc trinh bay trong bi€u do 26 .
C6 thé thdy rang 3 muc dich mang tinh giai trisoag’ gdm xem va nghe nhac, xem clip hai
hudc, thi vi, va xem phim la nhitng muc dich pho bién nhat vai ty 1é nguoi dung tra loi
c6 cao nhét. Bac biét muc dich xem va nghe nhac cé gan 84% nguoi st dung Youtube véi

muc dich nay.

9010 83.9

Ty & (%) trong tong
sO ngwoi truy cap
Youtube

Xem va Xem cac  Xem phim Hocky  Tim théng Khéac
nghe nhac video hai nang tin phuc w
huwéc/tha vi cong viéc

Biéu do 26: Muc dich truy cap Youtube
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2.3.2. Hanh vi ngudi dung Youtube duwéi goc do kénh théng tin mua sam
a. Ty 1é xem phim quang céo ctia doanh nghiép trén Youtube trong 3 thang gan day

Khi duoc héi vé nhitng hanh dong dwoc thuc hién trong 3 thang gan day trén trang
Youtube, da s& khach hang (gan 84%) cho rang ho xem cac doan video tha vi hodc hai
huoc, khoang 44% chia sé lai cac doan video nay va khoang 25% s6 nguoi duoc khao sat

da xem phim quang céo cta doanh nghiép trén Youtube.

Ty lé (%) trong tGng
s nguoi truy cap
Youtube

Xemclipthavi/  Chiasécéacclip  Xemclip quang
hai huéc tha vitimthay trén  céo cla doanh
youtube nghiép

Biéu do6 27: Ty«l& xem phim quang céo clia doanh nghiép so v&i nhitng hoat dong
khac

b. Banh gia cia’/ngudi dung vé cac hinh thirc quang cao trén Youtube

Nghién cru nay da khao sat danh gia cla nguodi dung Youtube vé quang cao ho
thuong nhin thay hodc tiép xdc qua kénh nay. Cac khia canh khao sat bao gdm: danh gia
chung Vvé tinh hitu ich clia quang céo trén youtube, danh gia vé hiéu qua cla banner quang
cao xuat hién gan két qua tim kiém, danh gia vé phim quang cao doanh nghiép dang tai
trén Youtube, va hinh thirc quang céo dinh kem vao cac doan video ma ngudi dung xem.

K&t qua duoc thé hién chi tiét trong bang 16
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DPanh gia clia nguoi dung vé tinh hiru ich cla quang cao trén Youtube
Tinh hitu ich cta quang cdo duoc danh gia qua hai tiéu chi, thi nhat nhitng san
pham dich vu dwoc quang céo co lién quan dén nhu cau hodc mong mudn ctia nguei nhin
thdy chang khong. Thi hai la ngudi dung c6 cdm thay bi lam phién béi su hién dién cla
cac quang cao nay hay khong. Két qua trong biéu do 28 cho thay khoang 15% trong tong
s6 161 nguoi ding dong y rang san pham dwoc quang cdo co lién quan dén nhu cau va

mong mudn ctia ho, va ¢ dén hon 50% cho rang bi 1am phién bai cac quang céo nay.

Nhirng san phdm dugc -~ G
quang céo khong lién ’ ’

quan dén nhu cau

LY 4
22.2 42.4 16.5

Cam thay bi lam phién

0.0 10.0 200 30.0 40.0 500, 600 700 80.0 90.0 100.0
Ty 184%)

||:| Hoan toan khéng dong y @ Khéng dong y O Trung lapid Bong y @ Hoan toan dong y |

Biéu do 28: Banh gia vé tinhshfu.ich cia quang céo trén Youtube
Panh gia kha nang thu_hit ngwdi dung clia banner xuéat hién gan két qua tim
ki€ém
Két qua & biéu do 29 eho thdy, c6 khoang 30% trong tong s6 161 ngu¢i dung thira
nhan ho bi thu hut va chtiy vao banner quang céo trén Youtube, nhung chi c6 khoan 12%

dong y rang ho throngielick vao xem cac banner quang cao nay.

22.8 12.0 g

0% 20% 40% 60% 80% 100%

Thirong click vao banner
quang céo

Cha 'y dén banner quang
cdo canh két qua tim
ki€ém

Ty lé (%)

||:| Hoan toan khong dong y @ Khdng dong y O Trung |ap O Bodng y @ Hoan toan dong y |

Biéu do 29: Banh gia vé kha nang thu hat nguoi dung clia banner quang cao xuat hién gan
két qud tim kiém trén Youtube
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DBanh gia vé phim quang céo cla doanh nghiép dang tai trén Youtube
Phim quang céo cla doanh nghiép dang tai trén Youtube duoc danh gia trén cac
khia canh bao gom (1) ndi dung an tugng, (2) kich thich ngudi xem tham gia twong tac
binh luén,(3) chia sé v&i ngudi khac. Nhin vao biéu dd 30 c6 thé thdy rang khoang 45%
nguoi dung danh gia tich cuc vé tinh an twgng cla phim quang cao, khoang 50% nguoi
dung ddng y rang ho c6 chia sé hodc nhan duoc chia sé clia ban bé cac phim quang céo
hay. Tuy nhién ty I& tham gia binh luan phim quang céo thi thdp hon phiéu, du¢i 10%

trong tong sO ngu i ding Youtube.

Thuong dwoc ban be
chia sé& nhirng clip
quang céo hay

Chia sé céac clip quang
céo hay

Thuong tham gia binh
luan sau khi xem clip
quéng cdo

Clip quang®éaoela
doanh nghiép dang tai
trén Youtubedhwong rat
an twohg

1 T T T T T
0.0 20.0 40.0 60.0 80.0 100.0

Tylé (%)

|N Hoan toan khéng dong y B Khong dong y O Trung lap O Hong y @ Hoan toan dong )’/|

Biéu do 30: Banh gia vé phim quang cio doanh nghiép dang tai trén Youtube

DBanh gia vé quang cao dinh kém trong cac doan video dang tai trén Youtube
Biéu do 31 thé hién két qua khao sat nguoi xem Youtube vé hinh thirc quang cao
dinh kém theo cac doan video trén nhiéu tiéu chi khac nhau. Trong dé, khoang 70% nguoi
dung cho rang cac doan video ho xem trén Youtube thuong cé dinh kém quang céo,

khoang 20 % nguoi dung cé cha y doc thdng tin quang cao, khodng 60% luén nhan bé
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qua quang cao. Khoang 40% ngudi xem cho rang ho van nhd dwoc tén thwong hiéu sau
khi xem quang céo nhwng chi c6 khoang 15% cho rang ho c6 nh¢ dwoc ndi dung quang

cao sau khi xem.

Thudng khdng nhé tén —
thwong hiéu dwoc 30.8 2710 :
guang cao
A W4
thwong khéng nhd ndi 48 11.9
dung quang cao
X w7
Ludn nhén skip ad néu 8 26.6
co
Poc thdng tin quang cao 25.8 18.9
hién trén man hinh
Pa s6 céc clip da xem
déu c6 dinh kém thong 48.7 24.7
tin quang cao
I | | | |
0.0 20.0 40.0 60.0 80.0 100.0
ty 1€ (%)
O Hoamtean khang déng y @ Khong dong y O Trung lap O Bong y B Hoan toan dong y

Biéu do6 31: Banh gia vé hinh thirc quang cao dinh kem vao cac doan video dang tai trén
Youtube
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Bang 16: Banh gia clia nguoi dung vé cac hinh thirc quang cao trén kénh Youtube

Murc danh gia
Giatri
Tiéu chi danh gia 1 2 3 4 5 trung
binh
(%)
Cam thay bi lam phién 38 152 222 42,4 16,5 4
Nhungxsan phaEn duoc quang cdo khong lién 13 133 354%05) 95 3
quan dén nhu cau
Chu y dén banner quang cao canh két qua tim 70 3802 2425268 38 3
Kiém
Thuong click vao banner quang cao 15,2 48y 22,8 120 1,3 2
C!lp quang cao cla dozimh nghiép dang tai 42 "138 365 403 50 3
trén Youtube thwong rat an tugng
Th’ucmg,tham gia binh luén sau khi xem.clip 165 557 177 7.6 25 9
quang céo
Chia sé céc clip quang céao hay 12,6 16,4 239 409 6,3 3
Thuzcmg duoc ban bé chia sé nhitng clip quang 44 158 272 443 82 3
cao hay
E_)a 50 cac C!Ip da xem dét co dinh kem thong 38 133 05 487 247 4
tin quang céo
DBoc théng tin guéng céo hién trén man hinh 88 415 258 189 50 3
Ludn nhan skip ad néu c6 1,3 17,7 19,6 34,8 26,6 4
Thuong khéng nhé ndi dung quang cao 0,0 151 245 484 119 4
Thuong khéng nhé tén thuvong hiéu duoc 94 302 308 270 25 3

quang cao

59



CHUONG 3: BAN LUAN VE KET QUA KHAO SAT VA BE XUAT
PHUONG AN NG DUNG MARKETING QUA KENH TRUYEN
THONG XA HOI

3.1. Ban luan vé két qua khao sat
3.1.1. V& mrc dd pho bién clia nguoi dung internet va phuong tién truyén thong xa
hoi trén dia ban Thanh ph6 Hué

So voi so liéu toan quéc vé mirc d6 xam nhap cua internet va truyén‘'thdng xa hoi,
thi két qua khao sat 202 nguoi dung trén dia ban Thanh phé Hué cac*hon rat nhiéu (khoan
91% so v6&i 31%). Didu nay khdng c6 gi mau thudn khi phaf vi nghién ctu chi tap trung
vao khu vue thanh ph6 Hué la khu virc do thi, co dichau kétwnbi internet da phat trién va
trinh do dan tri kha cao.

Két qua khao sét cling cho thay hau nhuahitng nguoi trong khoang 15 dén 40 tuoi
& Thanh Ph6 Hué cé str dung internet déu dang,tham gia vao mot trang web xa hoi, chirng
td si phd bién va vai tro quan trong ctia kénh truyén thdng twong tac mai nay trong cong
dong. Mac du s luvgng cac trangaveb truyén thong xa hoi hét sirc da dang, nhung doi voi
ngudi dung trén dia ban ThaniwPhé Hué thi Facebook, va Youtube la hai trang truyén
thong xa hoi phd bién nhatshiéa-nay vai ty I&é nguoi ding rat cao. Két qua nay dong nhat
vOi cac khao sat khac ve truyén thong xa hoi trén dia ban toan qudc. B0i véi nhdm tudi
trén 40, nhom tui=co nhu cau mua sdm va kha nang chi tra cao nhung do kha nang tiép
can véi internétyhan ché nén viéc st dung truyén théng xa hdi cling it phd bién trong
nhom tudi nay’Két qua nay hop ly khi doi chi€u voi di liéu thong ké vé nguoi ding
Facebook cdng bd vao thang 4/2014. Theo s0 liéu nay thi nhém nguoi dung tir 31-44 chi
chiém 12,5% tong s6 ngudi dung Facebook, va nhom trén 44 tudi chi chiém co 2,5%.
3.1.2. V& hanh vi str dung Facebook

Két qua khdo vé muc dich str dung, phwong tién truy cap va hanh vi két ban da tim
ra nhitng déc diém ndi bat sau. Thit nhat, muc dich st dung Facebook pho bién nhét trong

mau khéo sat la dé gil lién lac vai ngudi khac, cap nhat thong tin va giai tri cht khong
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phai dé mua sam. Piéu nay hoan toan phu hop voi chirc nang ban dau cla céac trang web
x& hoi la tvong tac va trao doi thong tin trong cong déng nguoi dung. Tuy nhién két qua
kh&o séat cling cho thdy tiém nang clia facebook nhi mét kénh marketing va ban hang khi
c6 mdt nhom nhé ngudi ding cong nhan da st dung n6 véi muc dich mua sém hang hoa.
Thi hai, viéc truy cap Facebook qua thiét bi di dong rat ph6 bién gan nhu tvong duong
voi thiét bi may tinh. Biéu nay sé c6 anh hudng quan trong dén hiéu qua cla cac hinh
thirc quang céo khac nhau trén Facebook. Thit ba, mgt trong nhitng dac_di€ém quan trong
cta nguoi dung Facebook la hanh vi két ban, theo két qua khao sat cho'thdy tuy theo do
tudi ma nhom ban la dong nghiép sé co ty trong cao hon bén canh nhdm ban hoc va nguoi
than quen.

Dai v6i hanh vi st dung Facebook nhi mét kénh th@ng tin anh hwdng dén quyét
dinh mua. Cé 3 khia canh can phan tich gobm: hanh«indoc¥quang céo, anh huéng cla
quang cao dén hanh vi mua clia nguoi dung, va anh hwéng cda thong tin chia sé kinh
nghiém mua sam cla ban bé. Truwdc hét, két qua.khao sat cho thdy trén 50% nguoi ding
Facebook ¢6 vao doc ndi dung quang cao, ty [&.cé doc quang céo cao nhat 1a & nhém tudi
24-30, va mat hang quang céo co6 ty lé'agudi-doc nhiéu nhat la vé hang thoi trang, do dién
tlr va hang qua tang. Cé su khac biét kha ro gitta nhom nam va nit ddi véi viéc chon théng
tin quang cao thuong doc. THU hal,"@anh gia cla nguoi dung Facebook déi véi quang cao
dwoc dang tai cho thdy day la mot kénh marketing cho doanh nghiép kha tiém nang vi c6
dén gan 50% ngudi«ding van cho rang quang cao trén Facebook la hitu ich va gilp cap
nhat thong tin muassam thuan tién, khoang 40% cho rang nhitng quang cdo nay lam ho
nay sinh nhd cau mua sam. Tuy nhién, cac tiéu chi vé san phdm duoc quang céo séat voi
nhu ciu, va kh& ning thu hat clia quang cao thi van chwa that sw thuyét phuc. Thi ba, vé
tac dong cua thong tin chia sé kinh nghiém mua sdm tir ban bé dén ngudi dung Facebook,
két qua khao sat cho thdy day la mot ngudn tac dong dang dwoc lwvu y 1én hanh vi mua
sdm clia nguoi tiéu ding, bdi khoang 50% ngudi ding Facebook cé doc kinh nghiém mua
sam clia ban bé, va cho rang né la ngudn théng tin dang tin cay hon so véi quang céo, bén
canh d6 cd khoang 40% ngui dung thira nhan ho bi tdc dong béi nhitng chia sé nay trong

quyét dinh mua sam.
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DBai véi hanh vi mua hang qua Facebook, can lvu y mot s6 két qua sau. Thir nhat ty
Ié nguoi dung dd mua hang qua Facebook kha cao, dac biét & nhoém tudi 24-30 ty 1é nay
Ién dén hon 60%. Thir hai cac mat hang duoc mua phd bién ap ddo hon ca la hang thoi
trang. Diéu nay c6 thé duoc gidi thich bdi nhu cau vé mat hang thoi trang von da cao
trong cOng dong, dac biét la gidi tré. Vi hang thoi trang nguoi mua khoéng can phai qua
can nhac dén hau qua cla quyét dinh mua, dong thoi voi tinh chét da dang, hinh thirc bat
mat, su hién dién clia mat hang nay trén Facebook thu hit sy quan tam theo ddi clia ngudi
dung nhu mot hoat dong doc, xem gidi tri. Nhitng Iy do nay khién hang’thoi trang tré
thanh mat hang mua qua Facebook rat ph6 bién. Ngoai ra can lvu . vé sv khac biét cla
hai nhém nguoi dung nam va ni* déi véi mat hang da mua. Ngodi mat hang thoi trang,
nam gi¢i con mua hang dién t&r va d6 lwu niém, nir gioi C(‘)h mua hang m§ pham. Thi ba,
da s6 cac trvong hop mua hang cé ngudi ban & trong dia‘han Fhanh pho Hué. Biéu nay cé
thé lién quan dén viéc ban hang qua Facebook con phu thudc vao nhiéu van dé nhu dich
vu giao hang, thanh toan, dich vu d6i tra hangs.nén da s6 nguoi dung van chi mua ti
nhirng ngudi ban trong thanh phd. Thi tipnghi ngai vé chat lwvong hang hoa la can tré
ph6 bién nhat ngan can viéc mua qua‘Faeebook, bén canh do la yéu t6 khong thuan tién
trong qua trinh mua. Thir ndm, /theo_két qua khao sat, hiva hen tiép tuc mua sam qua
Facebook clia nguoi dung khé cae Va'ty 1é khach hang hai long véi viéc mua 1én dén 50%.
Con ddi voi nguoi khong tiép tuc ‘mua qua Facebook thi ly do chi yéu nhat la chat lwvgng
hang hoa khong nhusmongdoi.

V& khia cantyehia sé kinh nghiém mua sam véi ban bé trén Facebook va tuvong tac
voi doanh nghiép c6 mot s6 dac diém ndi bat nhw sau. Thir nhét viéc dang tai kinh nghiém
mua sam Ién ddng trang thai it khi dwoc ngudi ding thre hién, nhung ho lai rat hay nhan
nut like cho trang ctia sdn pham ho yéu thich va chia sé trang 1én Facebook. Thit hai, ty 1&
ngudi dung c6 phan nan truc ti€p Ién trang ctia doanh nghiép hodc twong tac truc ti€p voi
doanh nghiép qua hinh thtc fanpage van rét it. Diéu nay sé gay can trd cho viéc tiép thu
phan hoi thong tin tir khach hang va han ché kha nang phan (rng nhanh ctia doanh nghiép.
3.1.3. V& hanh vi str dung Youtube
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Két qua khao sat cho thay ty 1é nguoi dung truy cap Youtube hang ngay kha cao,
do d6 day sé la kénh dang tai quang céo tiém nang. Ciling giéng nhv Facebook, muc dich
str dung Youtube phé bién nhét van la giai tri, dic biét 1a thudng thirc am nhac, va xem
cac doan phim tha vi, hai huoc.

Dudi goc do la kénh thong tin marketing, can lvu y mot so dac diém ndi bat sau
trong két qua khao sat. Thir nhat, danh gia chung vé quang cao trén Youtube it tich cuwc vi
rat it ngudi dung cho rang cac quang céo nay la vé nhitng san phdm hg dang quan tam
ho3c c6 nhu cau, trén 50% cho rang ho cam thdy bi Iam phién bdi quarig.eéo, Tuy nhién
danh gia vé phim quang céo do doanh nghiép ding tai trén Youtub&yan icho thdy mot ty
1& ngudi dung dang ké van thira nhan tinh &n tvong clia ndi dung/phim quang céo va ho
van thuedng chia sé hodc dwoc chia sé mot s6 phim quéng' cao hay, ngoai ra c6 khoang
25% nguoi dung da xem cac phim quang cdo clia deanh nghiép trén Youtube trong ba
thang gan day. Thit ba, khoang 30% nguoi ding van bi thu hat chd y béi banner quang
c4o gan két qua tim kiém trén Youtube. Cudi eung, hinh thirc quang cdo dinh kém vao
doan phim t6 ra kém hiéu qua nhat, béi vindassd nguoi dung khéng chi y dén théng tin
quang céo trén man hinh va san sang rihdn=nat skipads néu cd, khoang 30% ngudi ding cé
thé nhé duoc tén thwong hiéu dibgc quang cao nhwng phan I6n trong s6 ho khdng nhé
dwoc nbi dung quang céo.

3.2. D& xudt mot sd (¢ng Bung marketing qua kénh truyén théng xa hoi nham dén
nguwoi tiéu dung trén dia ban Thanh Phé Hué

3.2.1. Doanh nghiép«a ca nhan budn ban nhé trén dia ban Thanh Phd Hué c6 thé st
dung Facelook nhu mot kénh tiép xdc khach hang va ban hang hiéu qua

Cac doanh nghiép va ca nhan buén ban nhé trén dia ban thanh phd Hué dang kinh
doanh cac mat hang tiéu dung cé thé tao tai khoan trén Facebook dé ti€p xic khach hang
muc tiéu va ban hang hoéa. Do khéng qua xa noi sinh sdng cta khach hang nén trang cla
doanh nghiép trén Facebook dong vai tro nhi mot gian hang ao, khach hang cé thé xem
thong tin sau dé dén ctra hang dé mua hodc dung dich vu giao hang. Thuc té cho thay hau
hét cac khach hang mua san phdm qua Facebook trong mau khao sat chii yéu Ia tir nhitng

ngudi ban & ngay trong thanh phd Hué.
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Nhirng Ivu y khi ban hang qua Facebook:

V& doi twong khach hang muc tiéu: thich hop cho cac nhém tudi tir 15 dén 40

Vé mat hang kinh doanh: hang th&i trang, do dién t& va qua lvu niém la nhirng mat
hang dang duoc nhiéu ngudi quan tam va mua nhat.

Ve chét lvgng hang héa: Chéat lvgng hang héa can dugc chi trong va phai canh
tranh dwoc voi nhirtng nguon hang khac. Két qua khao sat cho thay yéu t6 chat lwvgng hang
héa la ly do Ién nhét can tré viéc mua qua Facebook dong thoi cling la Iy do chd yéu lam
ngudi dung khéng tiép tuc mua hang.

V& thong tin dang tai trén trang Facebook: thdng tin vé san phdm dich vu can duwoc
ddng tai hdp dan, nhwng phai chi tiét, rd rang va trung thuc dé thudvsy cha y cta khach
hang. lam cho ho tu tin ra quyét dinh mua nhung khéng du;c_yc gay ra ky vong qua cao vé
mon hang.

Tom lai nén hiéu ding vai tro clia Facebook 1a tao ra co hdi ti€p xic va ban hang
tot hon cho doanh nghiép, nhing dé tan dung dwoe kénh nay can phai dam bao cac yéu
khac trong hon hop marketing ctia doanh“nghiép nhw chét lwvgng san phdm, gia ca canh
tranh, va dich vu thuan tién.

3.2.2. Ung dung marketing qud kénh truyén thong xa hoi déi véi cac doanh nghiép
khac dang huéng dén nguai tieu ding Thanh Phé Hué
a. Quang cao va xay dung binhanh thvong hiéu qua kénh Facebook

Hién tai c6 ragnhietvhinh thirc quang céo qua Facebook bao gom:

Facebook\Ads:, Facebook Ads hay con duwgc goi la Sponsored Ads (quang cao
duoc tai trg) la'cac quang cdo dwgc hién thi tai cac vi tri dat quang cao cd dinh trén
website. Facebook nam gitr mot lwvong 16n thdng tin vé dac diém cla ngwdi ding vé dia
ban sinh song, gidi tinh, nghé nghiép, tinh trang hon nhan...cho nén cho phép hién thi
quang cdo cho dén ding doi twong khach hang muc tiéu ma doanh nghiép thué banner
quang cao yéu cau. Tuy nhién van dé la chi khi nao doanh nghiép thuc sy xac dinh duoc
doi twong khach hang muc tiéu cGa minh la ai theo cac thong s6 néu trén thi quang cao
trén banner méi danh trang nhom khach hang muc tiéu. Bay la yéu t6 quan trong vi két

qua khao sat ciing cho thdy da s6 nguoi dung hién nay van khéng cho rang cac san pham
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dich vu dugc quang céo trén Facebook la sat v&i nhu cu hodc quan tam mua sdm cua ho.
Mat khac, vai ty 1é nguoi dung Facebook qua dién thoai di dong ph6 bién nhu hién nay
thi quang céo nay cé thé bi gidam hiéu qua do nguoi dung khong nhin thdy no trén dién
thoai di dong.

Facebook Promote: La hinh thirc quang ba cac thdng tin dwoc cap nhat tir fanpage
téi mot s6 lvong ngudi dung nhat dinh dd “Like” page trudc d6. Bdi trén thuc t€, néu
nguoi dung da Like page nhung khéng tham gia twong tac véi page, timeline Facebook
(man hinh hién thi n6i dung cap nhat tir ban be) ctia ho sé khong hién‘ca¢ cap nhat cua
page. Khi nguoi quan tri page dong y chi trd mot s6 tién nhat dinh @€ quang ba ndi dung
vlra cap nhat tlr page, Facebook sé dam bao viéc ndi dung ‘dd/sévdwoc hién thi trén
timeline cta nhirng ngudi ding da Like page bat ké c6 thém gia twong tac voi page hay
khéng. Va thong thuwong, s6 lvgng view tong cong sé4oh hon'sd lvong view doc nhat do
ndi dung duoc quang ba nay sé hién thi nhiéu lan trép timeline cta fan. Nhw vay doi voi
loai quang céo nay tinh nham tring khach hang mue,tiéu cé thé cao hon do quang céo nay
két nGi v&i nhirng nguoi cé like page va cotwong tac trén trang fanpage ctia doanh nghiép
va dugc lan truyén trong nhom ban clia he=lLoai quang cao nay cling sé dwgc nhin thay
trén dién thoai di dong vi no hién lén trong phan newfeeds clia nguodi ding. DE st dung
duoc loai quang cao nay hiéd qua thi viéc tao ra ndi dung trén fanpage nhuw thé nao dé cé
nhiéu nguoi dung like page ratquan trong.

b. Ban hang qua Faegbook

Nhitng doanh=nghiép & dia phwong khac mudn ban hang dén nguoi tiéu dung &
Hué cé théddung Facebook dé ti€p can khach hang tiém nang. Tuy nhién dé ban duoc
hang hoa thi can hoan thién dong bd nhiéu chinh sach marketing hon hop khac bao gdbm
san pham, gia ca, dich vu thanh toan, giao nhan, doi tra hang hda...

Dai véi nhirng doanh nghiép ban Ié hang héa truc tuyén da cé trang ban hang riéng
s& thuan lgi hon rét nhiu vi nhitng nén tang dé ban hang da co san, Facebook chi la thém
mot dau mdi ti€p xdc nhanh chéng va cap nhat hon cho khach hang ma théi.

c. Thu thap thong tin ngudi dung qua Facebook dé hoan thién hoat déng marketing cla

doanh nghiép
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Vai tro la kho di¥ liéu khach hang phong pht khéng thé phl nhan clia Facebook da
duoc chirng minh. Van dé dat ra cho cac doanh nghiép hién nay la lam thé nao dé thu
thap, sang loc thdng tin va bién nd thanh ngudn nguyén liéu dau vao dé thiét ké san pham
dich vu, phuc vu khach hang t6t hon. D€ lam dwoc diéu nay can cé cac thao tac sau:
Tao dung ndi dung cua trang fanpage hdp dan va thu hat dé cé nhiéu nguoi
dung tham gia tuwong tac
B6 thoi gian va cong strc dé€ phan hoi y kién cla khach hang
Theo ddi thong tin clia cdng dong va ngudi dung Facebook vé déanh nghiép va
san pham dich vu
Hinh thanh co ché dé chuyén tai thong tin thu thap tintlrong tac xa hoi dén bd
phan san xudt, bd phan cung cép dich vu, markéting va toan thé doanh nghiép
tlr d6 dam bao doanh nghiép c6 thé phan ¢ng kip thoi, linh hoat v&i yéu cau va
ky vong ctla khach hang muc tiéu cling nhihcdng dong.

d. Si dung Youtube nhr mét kénh quang béa hiéu'qua

Theo két qua khao sat cho thay, Youtube la mot kénh giai tri dugc nhiéu nguoi
dung st dung va ciing c6 kha nang nhan“dién khach hang muc tiéu kha cao dua trén noi
dung duoc xem. DE tan dung dwgc kénh nay nhr mot kénh quang bé va xay dung thwong
hiéu, doanh nghiép can:

Xac dinh noi«dung khach hang muc tiéu dang xem trén Youtube

Cén xac dinhtding ndi dung khach hang muc tiéu thuong xem trén Youtube dé
hién thi quang cao_cla doanh nghiép theo ndi dung tim kiém cta khach hang hoac 16ng
ghép thong‘tin quang cao vao cac doan video. Diéu nay rat quan trong vi chi khi quang
cao hién thi ding vai doi twvong khach hang muc tiéu thi kha nang duogc chi y va theo ddi
m&i cao, ngwoc lai sé mat chi phi quang cao ma khong c6 hiéu qua véi ngudi tiéu dung.
Am nhac va cac video hai hwéc tha vi 1a nhitng ndi dung ma ngudi dung trén dia ban
thanh pho Hué thwong xem trén Youtube, day cling la mot dau méi thong tin ban dau dé
doanh nghiép nghién ctru thém.

Tao ra nhitng doan phim quang céo thu vi, thu hat va doc dao
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Khac voi quang cao truyén hinh, nguoi tiéu dung bi budc phai xem doan phim
quang céo, con trén Youtube nguoi tiéu dung cé quyén chli ddong xem hodc boé qua quang
cao, do d6 néu mot doan phim quang cao khdéng du tha vi va khéng cé strc thu hat thi sé
kh6 dwgc nguoi tiéu dung chon xem. Ngoai ra, mot doan clip quang cao doc dao tha vi
khong chi gilp tao an twgng vé thudng hiéu cho ngudi xem ma con tao ra lan séng chia sé

lan truyén nhanh chéng trong cong dong.
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PHAN I11: KET LUAN

Theo két qua nghién ctu, truyén thdng xa hoi da tré nén rat phd bién véi nguoi
tiéu dung trong do tudi tir 15 dén 40 sinh sdng trén dia ban Thanh pho Hué. Trong dé
Facebook va Youtbe la hai phrong tién truyén thdng cé ty 1€ nguoi dung cao nhat & cac
nhom tubi khac nhau. Khao sat sau vé hanh vi str dung clia ngudi dan trén dia ban doi voi
hai kénh truyén thong xa hodi nay da tim thdy nhitng két qua chinh sau day. Th nhat,
Facebook ban dau duoc nguoi dung str dung voi muc dich chinh la gilrHén lac, cap nhat
thong tin va giai tri nhung dén thoi diém hién nay da thuc su la mot kénhdnarketing tiém
ning ctia doanh nghiép do mdt bd phan ngudi dung d4 bat dau ding no dé mua sam hang
héa. V&i gan 50% nguoi dung da mua tirng mua hang héasqua Facebook (mac du ngudn
hang da s6 & Hué) van chirng to rang Facebook la mot kénhAiép xuc khach hang va ban
hang hiéu qua d6i vai cac nha kinh doanh nhé trén dia’ban, Bén canh d, viéc chia sé kinh
nghiém mua sam va tiép nhan kinh nghiém cla ngtdi khac qua Facebook dudi nhing
hinh thirc khac nhau clia ngudi dung cling danghdat ra yéu cau thay ddi cach thic hanh
marketing clia cac doanh nghiép trén thi truting»Khao sat cling cho thdy, hoat dong quang
cao cua doanh nghiép qua Facebook tde déng dén ngudi dung & mirc dd dang ghi nhan.
Diéu nay thé hién qua ty 1é ngudi dog, xem quang cao, ty l1é cong nhan tac dong clia cac
quang céo dén nay sinh nhu €au mua sam va tinh hitu ich clia quang cdo. Thir hai, d6i véi
Youtube, khao sat cho thay day ciing la mot kénh quang céo tiém nang clia doanh nghiép
do ty 1é nguoi dan st,dung kha cao va tan suat s dung kha thuwong xuyén. Nguoi dung
Youtube trong khao Sat da s6 thich xem va chia sé cac doan phim hai hwéc tha vi va
khoang 25%,ngudi ding van xem céac doan phim quang cao ma ho yéu thich.

Can clr vao két qua khado sat, ching téi da dé xuat modt sé goi y ng dung
marketing truyén thong xa hodi cho cac doanh nghiép dang huéng dén khach hang muc
tiéu la nguwdi tiéu dung trén dia ban thanh phé Hué. Bé xuét dwgc chia lam hai nhém. Thi
nhat d6i véi cac nha kinh doanh nho trén dia ban, huéng goi y la s dung Facebook nhuw
mot kénh tiép xic khach hang muc tiéu va ban hang. Thi hai, ddi véi cac doanh nghiép

khac, hudng goi y rong hon véi 3 ndi dung co ban, bao gom: quang cdo-xay dung thuong
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hiéu qua Facebook va Youtube, ban hang qua Facebook va khai thac di¥ liéu khach hang

lam co s& cho hoat ddng marketing ctia doanh nghiép.
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PHU LUC
PHU LUC A: PHONG VAN NHOM
NOi dung thao luén
Chu dé thao luan 1: Ai tham gia vao truyén thong x& hdi? Nhitng trang truyén
thong xa hoi pho bién?
Profile clia ban c6 thong tin gi? Ché do xem thdng tin ca nhan
Danh sach ban be ? S6 luvong, thanh phan
Cha dé thao luan 2: Phuong tién truy cap
Dia diém truy cap
Lam gi v@i cac trang truyén thong xa hoi, thei gian bao lau

Chu dé thao luan 3: Hanh vi lién quan dén marketing
= Nay sinh nhu cau /
= Tim kiém thong tin:
* Quang cdo san pham dich vu trén facebeok: ai quang cdo? Thai do va
niém tin ctia anh/chi vé quang cao trén facebook?
= CO doc, xem hay khéng?
= Chia sé& cla ban bé vé san.phdm dich vu ho mua sam: c6 doc xem,
comment hay khéng? [Co tin ‘twédng vao nhiing thdng tin chia sé doé
khong? C6 bi tac dong,démhanh vi mua ctia anh chi khong?
» Mua hang: loai hang héa, gia tri, s& thich....cach mua thé nao?
= Chia s& thong tinva'kinh nghiém mua s&m trén facebook khong?
= Fan page: cO,tham gia fanpage khong? Co theo ddi, doc, chia sé thdng tin va
twong tac khong?

Doi tvgngthamigia thao luan nhéom
*. Sinh vién lép tin chi nghién ctu marketing khéa 46
= Sinh vién 1&p Quan tri kinh doanh khoa 46 bang 1 A va B
= Sinh vién I6p Quan tri kinh doanh khoa 47 bang 2
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PHU LUC B: PHIEU PHONG VAN
HANH VI SU DUNG TRUYEN THONG XA HOI CUA NGUOI TIEU
DUNG

Chao céac anh/chi va cac ban!

Chuing t6i l1a nhém nghién ctu dén tir Pai hoc kinh t€ - Dai hoc Hué, dang thuc
hién khao sat vé “Hanh vi st¢r dung phuong tién truyén thong xa hoi cta nguoi tiéu
dung”. Quy vi hdy vui long danh it thoi gian dé tra 16i phiéu phong van cla ching toi.
Moi cau tra 101 déu dang dwgc ghi nhan, khdng cé cau tra 101 ding hay sai, tat ca déu dem
lai y nghta thiét thuc cho chiing t6i. Ching t6i cam két thong tin quy vi.eung cap chi st
dung cho muc dich nghién ctru. M6t Ian nira xin cdm on sy cOng tac clia quy Vil
Truwéc hét, xin vui long cho biét do tudi ctia anh/ chi?

15-17 tuoi
18-23

24- 30
31-40
Trén 40

PHAN A: TINH TRANG SU DUNG INTERNET VA PHUONG TIEN TRUYEN
THONG XA HOI NOI CHUNG

Cau 1: Anh (chi) c6 sir dungsinternet khong?
Co Khong (CHUYEN SANG THONG TIN CA NHAN)

Cau 2: Anh (chi) co'slr dung nhirng phuong tién truyén théng xa hoi nao sau day?
(nhiéu lya chon):

Instegram Facebook Blogger.com
Youtube Twitter Google Plus
Yume.vn Linkeln.com Wordpress.com
SlideShare Zing me Khac......

Néu c6 Facebook CHUYEN SANG PHAN B
Néu khong st dung Facebook nhwng c6 ding YOUTUBE, CHUYEN SANG PHAN C

71



Néu khong st dung ca hai phuong tién Facebook va Youtube CHUYEN SANG THONG
TIN CA NHAN.

PHAN B: FACEBOOK
B1: Théng tin chung
Cau 3: Nhirng ly do chtl yéu cho viéc str dung facebook ctia anh/chi ?

Gitr lién lac v&i ban be, nguoi quen Choi game

Theo ddi thong tin nhirng nguoi noi ti€ng Két ban, mé& rong méi quan hé
Cép nhat thong tin Phuc vu cbng viéc

Gi@i thiéu ban than, chia sé thong tin Giai tri

Mua s&m hang hoa Khac

Cau 4: Anh (chi) thwong str dung facebook khoang bao nhiéu'gio/ ngay?

it hon 30 phut TU 1 gio dén 2 gioy Trén 3 gio
TU 30 phat dén 1gio TU 2 gio dén 3gio

Céau 5: Anh (chi) thwong truy cap facebook vao/nhirng khoang thoi gian nao trong
ngay?

7h sang- 9h sang 2h chiéu- 4h ¢hiéu KRAC ...,
9h sang -11 h trua 4h chiéu - 8h téi
11h trva- 2h chiéu 8h tdi# 10h toi

Cau 6 : Anh chi truy cap'facebook bang phuong tién nao dwdi day, XEP THU Ty: 1
LA NHIEU NHAT... 3 RATT™NHAT, NEU KHONG SU DUNG THI GHI 0

May tinh dé ban/ may tinh xachtay  .........
biénthoaididong ..l
May tinhbang L

Cau 7: S0 luwong thanh vién trong frendlist cla ban hién nay khoang

Cau 8: Hay xé’g thir ty cac ddi twong trong frendlist cta ban theo s6 lwgng, VOl 1
LA NHIEU NHAT...4 LA IT NHAT

Banhoccaccdgp ...
bong nghiecp .
Nguei than trong giadinh - ..........
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Nhirng nguoi khdng quen biét ..........

B2. Thong tin lién quan dén hanh vi mua sdm qua mang x& hoi facebook

Cau 9: Anh, chi c6 VAO POC thong tin quang cao duoc ngudi ban ding tai trén
facebook ?

C6 (TIEP TUC CAU 10) Khong (CHUYEN SANG CAU 11)
Cau 10: Hay xép tht tv nhirng mat hang ma anh/chi thvong vag doc thong tin
quang céo khi nhin thdy trén facebook (1 THUONG BOC NHAT(#7 LA IT BDOC
NHAT, NEU KHONG BOC GHI 0)

Dichvuw LN
Hang diént =~ SN/ N
Hang thoi trang (40 quan, giay dép, phu Kién..) ~.........
My phdm L NS
Hang tiéu dung nhanh (thwc pham, do udng,...) .........
Hang gia dung (d6 ndi tro, cham séCmhaclra...) .........
Do lvu niém, quatang . N Y L.

Cau 11: Nhirng thoéng tin quang cacanti’chi nhin thay trén facebook thwong do doi
twong nao sau day dang tai?

Cac ca fthan,budn ban nho
Cac cong ty Ién/ thwong hiéu danh tiéng

€ac doanh nghiép vira va nhé, it danh tiéng

Cau 12: Haycho biét y kién ctia anh chi vé8 QUANG CAO ma anh chi nhin thay trén
facebook?

Hoan Khdéng Trung Boéng Hoan

toan dong y A y toan
khéng Lap dong
dong y y

Quang cao trén facebook thwdng la vé nhiing
san pham dich vu anh/chi c6 quan tdm, hoac 1 2 3 4 5
dang c6 nhu cau.

No6i dung quang céo thuong cap nhat, thay doi 1 2 3 4 5
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lién tuc

Anh, chi cam thay tha vi va bi thu hit béi cac

quang céo trén facebook 1 2 3 4 5

© Quang cdo trén facebook lam cac anh chinay
sinh nhu cau mua sém 1 2 3 4 5

~ Quang céo trén facebook lam anh chi thay
1 2 3 4 5

phién toai

Céc tin quang cao trén facebook la hitu ich vi :
gilip anh chi tiép can thong tin vé san phdam 1 2 3 4 5
dich vu thuan tién hon

Cau 13: Hay cho biét y kién vé viéc chia sé kinh nghiém mua sdm fiéu dung CUA
BAN BE trén facebook?

Hoan (_Khoéngsy Trung Hoéng Hoan

toan dong y Lap y toan
khong dong
dong y y

Anh chi thwong doc nhirng thong tin do ban
be chia sé trén facebook vé kinh nghiém 1 2 3 4 5
mua sam, tiéu dung cda ho

So v@i théng tin quang céo, thi thong tindo
ban bé chia sé trén facehotk vé*kinh
nghiém mua sam, tiéu ding ‘cta_ thinh ho
thuwong la dang tin cay

Nhitng thdng tin de,Janvbé chia sé trén

facebook c6 tdc«ong @én quyét dinh mua 1 2 3 4 5
sam cla anh/chi

Cau 14: Xifi yui long cho biét SO LAN MUA san pham dich vu qua facebook clia
anh/chi?

Chua tirng mua (CHUYEN SANG CAU 21)
1-2 lan
Tw 3 1an trd 1én

Céu 15: Anh, chi da mua hang hoa gi dwéi day qua facebook ?

Dich vu
Hang dién tir
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Hang thoi trang (4o quan, giay dép, phu kién...)

MY pham

Hang tiéu dung nhanh (thwc pham, d6 uéng,...)

Hang gia dung (d6 ndi tro, chdam séc nha cira...)
D6 lwu niém, qua tang

Cau 16: Nguei ban hang cho anh chi & dau?
Trong thanh phé anh/chi sinh séng
O Tp HB Chi Minh
O Ha Noi

CAu 17: Panh gia ctia anh/ chi vé nhitrng lan mua safmgua facebook?

hoan “»khong trung dongy hoan

teamd dongy lap toan
khong dongy
dong y
Chat lvgng san pham, dich vu dap &ng
T X 1 2 3 4 5
___Guwgcmong dgictaanhchi " "
N\han vien tu: van va huong @an mua 1 5 3 4 5
,,,,, hang hieuqua ™ -~ -~ - 7
___Nhanviénthan thién, vachudso 1 2 3. 4 5
GlAa ca ré h0r1 S0 vQi_mua theo cach 1 5 3 4 5
~_ thongthwongoctrahamg -~~~ 7
____Thoi gian giag hang dung voi cam két 1 2. 34 5 .
___Viécdathangthugntien 1 2. 3. 4 ! 5
____Viécthanhteanthuantien 1 2 ... 3.4 ] 5 ..
____Viéc giaohhan hang hoa thuan tien 1. N R S S .
Anh chi hai long véi viéc mua sam 1 9 3 4 5
qua facebook

Céau 18: Gia tri tong don hang binh quan trong mot 1an mua hang la bao nhiéu?
it hon 100 nghin dong
Tl 101-300 nghin dong
T 301-500 nghin dong
Nhiéu hon 500 nghin déng
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Cau 19: Trong twong lai, anh chi c6 tiép tuc mua cac hang héa duoc chao ban trén
facebook khong?

Co (CHUYEN SANG CAU 22)
Khong (TIEP TUC CAU 20)

Cau 20: Ly do anh chi khong tiép tuc mua qua facebook?

Hang hoa, dich vu khdng nhu mong doi
Dich vu giao hang kém

RUi ro cao

Théai do nguoi ban hang kém

(BO QUA CAU 21, CHUYEN SANGICAURQ2)

Céu 21: Ly do chua tirng mua hang héa, dich vu gua facebook?

Khong c6 nhu cau vé cac san pham duge.chao ban

Quy trinh mua phtrc tap

Thong tin vé san phadm khong chittiét

Ngudi ban khong tv van vathudng dan mua hang chu dao
Khong tin twdng vé chat lwvang san pham, dich vu

Gia ca khong canh tranh

Phai cho doi dé duoeigiao hang

Khong thuditién trong qua trinh mua sam (d4t hang, giao hang,
thanh toén..%)

Khac (QhirB)... ...

Cau 22: Vui long cho biét ANH/CH| d4 tirng CHIA SE thong tin nao dudi day trén

facebook?

DBang Ién status nhirng phan nan vé nhitng san phéim, dich vu
lam anh chi khéng hai long trong qua trinh mua sam, tiéu dung
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Pang Ién status nhirng théng tin vé nhrng san pham, dich vu
lam anh chi hai long trong qua trinh mua sam, tiéu dung

Vao trang cua thwong hiéu dé phan nan vé san pham dich vu
do khéng hai long

Chia sé nhitng trang web ban san pham dich vu anh chi yéu
thich

Bam nut like cho nhi*ng trang ban san pham dich vu anh/chi yéu
thich

khac

Cau 23: Lién quan dén FANGAGE, anh chi thudc déi twgng naodudiiday?

Chua tirng la fanpage cla doanh nghiép nao
ca

La fanpage cua doanh nghiép nhung chi theo
ddi, doc tin tic

La fanpage cuia doanh nghiép va cé tham gia
binh luén, gop y, twong tac vai doanh nghiép
trén trang clia ho

(CHUYEN SANG PHAN C)

Cau 24: Ly do anh/chi tr& thanh fanpage etiaamét thuvong hiéu?

Vi nbi dung dang tai trén trang mang xd héi cla thuong
hiéu rat tha vi hoac hitu ich

Vi anh/chi mudn tham dy ¢écehweng trinh khuyén mai

Vi anh/chi muén tham gia“eac.cudc thi, hodc tro choi do
thwong hiéu to chirc che’khach hang

Vi mudn xem va trao doi théng tin véi nhitng khach hang
khéc vé san phandich vu

Vi ¢6 tha méc ‘hodc phan nan mudén trao ddi voi thuong
hiéu

PHAN C: YOUTUBE

Cau 25: Ngoai facebook, xin vui long cho biét MUC BO TRUY CAP vao YOUTUBE
ctia anh/chi nhu thé nao?

hang ngay
3-4 lan/ tuan
1 lan/tuan
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1 lan/thang
hau nhu khéng xem (CHUYEN SANG THONG TIN CA NHAN)

Cau 26: Muc dich cta anh/chi khi truy cap vao youtube

Xem va nghe nhac

xem phim

xem cac video hai hwédc/ tha vi

tim thdng tin lién quan dén cong viéc

hoc k¥ nang (stra chita do dac, st dung may moc, thé duc, khiguv;
trang diém...)

KRAC. ...

Cau 27: Trong 3 thang gan day anh/chi cé lam nhirng Vié¢ gi-sau day?

Xem video quang cao cua doanh nghiép dang tai tric tiép trén youtube
Xem céc videoclip tha vi trén youtube do ban be ¢hia sé dudng link
Chia sé cac sé videoclip tha vi ban tim thdy trén*youtube cho ban bé, ngudi quen

Cau 28: Hay nght vé van dé QUANG CAO trén YOUTUBE, va cho biét mic dd dong
y cla anh/chi véi cac phat biéu sau day?

hoan khong trung dong hoan
toan dongy lap % toan
khong dong
dong y y
Pa s cac doan videe.ma anh/chi da xem trén
youtube déu,cékem thong tin quang cao 1 2 3 4 5

Nhirng théngatin quang cdo ma anh/chi nhin

thdy trén youtube thuong la vé nhiing san

pham/dich vu anh/chi chdng hé quan tam hoic 1 2 3 4 5
c6 nhu cau mua sam

Anh/chi cdm thdy bi lam phién b&i cac quang

cao trén youtube 1 2 3 4 5

' CAc banner quang céo & bén canh két qua tm
ki€ém trén youtube thwong thu hit sy chi y cla 1 2 3 4 5
anh/chi



Anh/chi thuong hay click vao cac banner quang
cédo duoc dang bén canh két qua tim kiém trén 1 2 3 4 5
youtube

Nhitng doan phim quang céo cua cac hadng kinh
doanh tao ra va dang tai truc tiép trén youtube 1 2 3 4 5
thuong rat an tuong

Anh/chi thwong tham gia binh luan, gop y sau
khi xem video quang cao cla doanh nghiép 1 2 3 4 5
dang tai truyc ti€p trén youtube

Anh/chi thinh thoang van chia sé v&i ban bé

cac doan phim quang céo thu vi da xem dugc 1 2 3 4 5
“Anh/chi thinh thoang dugc ban bé chia s¢ W
nhi*rng video quang cao réat hay 1 , 2 3 4 5

Anh/chi thwong chd y va doc cac théng tin
quang cao hién Ién trén man hinh cla doan 1 ) 3 4 5
video ma anh/chi xem trén youtube

Anh/chi luén nhan nat skip ad néu trén doan
video dang xem c6 kem theo quang céo

Anh/chi thwong khong nhé gi vé ndi dung
quang cao dinh kém vao doan video ma anh/chi 1 2 3 4 5
xem trén youtube

Anh/chi thuong nhé tén thwong hiéu duwgc
quang cao kém trong doan video'sati'khi xem 1 2 3 4 5

PHAN D: THONG TIN.CANHAN
Cau 29: Cho biét gioitinh clia anh, chi:

Nam
N
Cau 30: Nghé nghiép ctia anh, chi la:

Quan ly/ cha doanh nghiép

Chuyén vién (bac sT, luat su, giao
vién, nhan vién van phong...)

Cong nhan truc tiép/lao dong tu
do

NOIi tro
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Hoc sinh, sinh vién
Khac
Cau 31: Thu nhép hang thang ctia anh, chi?

Chua c0 thu nhép
dudi 4 triéu

Tw 4 -5,499 triéu
Tw 5,5 -6,499 triéu
Tw 6,5 7,499 triéu
tlr 7,5 dén 10 triéu
trén 10 triéu

Cau 32: Trinh do6 hoc van ctia anh/chi?
Cép 2
Céap 3
Cao Bang
Pai hoc

Trén dai hoc (thac'si, tién si...)

Cau 33: S0 dién thoai lién ldc:

HET
MOTWLAN NOA XIN CHAN THANH CAM ON!
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