QUAN TRI - DIEU HANH

CUOC CHIEN

gianh quyén kiém soat
théng tin khach hang

Gan day, viec tap doan san xudt hang  nham budc chan vao finh vic moéi ma
tieu dung khong 16 PSG thon tinh Cong ty hang van khang co nhieu thé manh.
Gillette chuyén san xudt dao cao rau, ban Nhung hon thé, dong thai nay thé hién
chai danh rang va pin tri gia hang ty USD magt khia canh khac, do Ia gianh quyan
dudng nhu la mot buoc di day toan tinh kiém soat thang tin khach hang.
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Tam quan trong

cuia nhiing thong tin khach hang

Véi cong nghé Piém ban hang (Point of Purchase- POP)
va kho hu trir théng tin, kha ning truy xudt va cong cu
phén tich manh nhu hign nay, vi¢c thu thap thong tin khéach
hang tr& nén dé dang hon rit nhiéu. Cong nghe POP da
cung cdp nhiing thong tin cho phép ngum ban kiém soat s6
luong hang ban ra va nhung dia diém bén hang c6 doanh
thu cao. Hiéu qua ciia cong nghe POPF s& dugc phat huy hon
nita néu dugc két hop véi cac phuong phap nhan dang
khach hang nhu thé khach hang trung thanh hay thong tin
dang nhap website. Su két hop nay cho phép ngudi lam thi
truomg c6 duoc thong tin chi tiét vé khich hang dudi gidc Ao
nhdn khiu hoc hay hanh vi mua sdm va c4c san phim ua
chudng. Véi cac thong tin nay, ngudi ban hang c6 co hoi dé
hiéu chinh cac hoat déng marketlng déi voi timg khach
hang don 1&.

Khong chi ¢ cac nha ban 1& mé&i nhan thay thm quan
trong cua théng tin khach hang Céc nha san xuat ciing cho
rang nhl.r_ng théng tin nay 1a yéu t6 quan trong tron thanh
cong cta san pham. Ho nhéan thic duoc rdng, diém then
chét 461 véi thanh cong clia sdn pham la phai hiéu sau sic
mong muon nthu cau, théi quen va bt o didu gi khac ho b
- thé biét vé khach hang Céac nha san xuat cang mudn nidm
duoc théng tin v& ngudi tidu dung cuéi cung nhu cac nha
ban I2. D6 1a chia khoa cho viéc phat trién san pham mm,
thiét ké cac chién dich quang céo, dinh gia vi nhidu quyét
dinh markeitng khac.

Théng tin la suc manh

Trudc day, cac cong ty san xuit hang tiéu dimng thu thap
théng tin ve khach hang qua phuong phap nghlen clru mar-
keting truyen thdng, ching han nhu cic cudce didu tra va tap
trung vao nhimg nhém khach hang nac dé. Chic chin Ia
thong tin thu nhin duoc tir phuong phap nghlen clu truyén
thong rat c6 gid trj nhung chi tap trung vao mot nhém chon
mau nho. Véi cong nghé POP, cac hing san xuat hang tiéu
© diing ¢ diéu kién thu thap théing tin khach hang rgng rai
i hon so véi céc phuong phap truyén thong

Ro rang 14 khi nhiéu ddi tugng clng tim cach thu lugm
théng tin vé khach hang thi nhung nha cung cap théng tin
chuyén nghiép dong mot vai trd hét stic quan trong. Khong
may cho P&G va cac nha phan phéi hang tiéu dung khac la
théng tin vé& khach hang ma ho tim kiém lai ndm trong tay
nhung nguoi khac. Tuy nhién, ho c6
thé mua lai thong tin nay ti cidc nha
ban 1é hodc tir cac cong ty nghién ciru
thi truomg, nhing ngudi da thu thap
thong tin mot cach chuyen nghlep

Ta co thé thay rang, cac nha san
xuat hang tiéu dung hay cac nha cung
cap dich vy rat vat va trong viéc thu
thap thong tin vé ngudi tiéu dung.
+ Nhu vy, ho s& gap nhiéu khé khin
khi trién khai cac chu'ong trinh xiic
tién ban hang. He cling s& gap khé
khan khi dam phan vi cae nha phan
ph01 bé&i bén ndm giit théng tin bao
gidr cling gianh dugc thé thuong
phong.

Gianh quyén kiém soat
théng tin

Xin trd lai thuong vy P&G mua lai
Gillette. Dé €6 dugc thong tin POP, céc
nha san xudt hang tiéu ding c6 thé
phai tlep tuc bd ra nhing khoan tién
lém dé mua co sér dit liéu khach hang,
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Tuy nhién, v6i nhimg thé manh ctia minh, ho c6 thé thuong
thuyét dé chia sé thong tin v6i cac nha diéu tra thi trucmg
chuyén nghlep VOl mot muc gia hop 1y. Véi P&G, the manh
chinh 1a cic thuong hi¢u lén ma ho dang s¢ hiru. Dé duy tri
méi quan hé ban hang lau dai v6i P&G, cic nha phan phéi
phéi chdp nhén chia sé thong tin khach hang Vi duy, hay
xem xét mot gla thuyét (gan nhu khéng thé xay ra) 1a: Bidu
gisé xay ra néu P&G quyét dinh khong sk dung kénh phéan
ph(n ciia Wal-Mart vi ho thiéu théng tin vé khach hang? R
rang, A hai bén déu chiu thiét hai ghé gém vi Wal-Mart tao
nén hon 13% doanh thu ciia P&G. Nguoc lai, Wal-Mart cling
bi thiét hai vi khach hang ctia ho s khong dugc mua nhung

san pham mang thuong hiéu néi tiéng clia P&G & tit ¢ cac -

cira hang clia Wal-Mart. Két qua 1a nhiéu khach hang trudc

day van coi Wal-Mart nhu mot dia chi ly t'uong & mua sdm

s Hm den céc noi khac dé thoa man nhu cdu cda ho.

Viéc bé sung thém nhimng thuong hiéu lén vao danh muc
san pham von di ndi tiéng cta minh s& glup P&G tiép cén
t3t hon véi nguon théng tin khach hang. Néu chién lugc nay
mang lai thanh cong cho P&G thi nhiu céng ty s& hoc theo
phuong phap nay. Nhu Vay, viéc P&G mua lai Glllette c6 thé
gay ra lan song sit nhap cda nhung nha cung c4p da nganh
hing muén gianh dugc quyén kiém soét thong tin vé khach
hang.

{Theo The Struggle for Control of Customer Information, Knowthis.com)
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