MOT SO MUC TIEU TRUYEN THONG THUGNG GAP DUA TREN PHEU TRUYEN THONG TIEP THI DICH VU

Giai doan sir dung dich vu

Muc tiéu Truyén thong phé bién theo

Phéu Truyén thong Tiép thi dich vu

Cac khai niém, thuat ngir va ly thuyét vé
hanh vi tiéu dung chinh
(doc va tim hiéu thém dé tham khéo)

Giai doan Trudc khi sir dung dich vu

Hiéu vé nhu céau

*Tra cuu théng tin

*Lam ré nhu cau

*Tim kiém giai phap

* Xac dinh nhiing s&n phdm dich vu pht hop

Danh gia va so sanh

* Xem xét thong tin vé nha cung cép (théng
qua quang cao, website,..)

* Xem xét thong tin t bén tha ba(VD: bai
review, ratings, bao chi,..)

* Tham khao y kién, tu van tir ngusi c6 van
ho&c t6 chic thirba

* Ra quyét dinh mua va st dung dich vu

Giai doan Trong khi sir dung dich vu
* Pua ra cac yéu cau dich vu déi véi nha

cung cap hodc tai diém tu phuc vu
* Trai nghiém san phdm dich vu

Giai doan sau khi str dung dich vu

* Panh gia chat lugng dich vu
* Suy nghivé nhu cau, du dinh tuong lai
* Lya chon hanh vi tuong lai

*Trich sdch "71968_Wirtz, Jochen_Lovelock, Christopher H - Essentials of Services Marketing_ Wirtz Essentials of Services Marketing, Global Edition 3-Pearson (2017_2018)" - Dich: Linh Chi Hoang

Thu hat khach hang

* Chuyén déi khach hang theo céc giai doan cla hanh trinh ban hang
* Xay dung nhan thuc, kién thic va su quan tam, thich thu vé sa&n phdm dich vu hodc thucong hiéu
- Khuyén khich tim hiéu website hay cac kénh truyén théng mang xa hoi (fanpage)
- Bang ky nhan newsletter online, cac thong tin cap nhat hay kénh Youtube
* Gia tang su yéu thich, tin tudng va thuyét phuc khach hang s dung dich vu hoac thuong hiéu cla
minh
- So sanh v6i doi tht canh tranh
- Thuyé&t phuc vé su vuct troi, khac biét cia thuong hiéu trén thi trusng
* Khuyén khich khach hang ra quyét dinh mua va st dung dich vu:
- Gidm thiéu nhiing cdm nhan rti ro bang cach cung cap théng tin hodc cam két bdo hanh, bdo dam
- Khuyén khich duing thir thong qua cac chuong trinh khuyén mai.
* Tao ra nhiing hinh &nh dang nh¢ vé dich vu hay thuong hiéu
* Kich thich va dich chuyén nhu ciu phu hop véi cong suét hién co.

Quan ly trai nghiém dich vu

* Gitp khach hang lam quen truéc véi nhiing quy trinh dich vu (VD: can chuén bj va biét trusc
nhing diéu gi?)

*Huéng dan khach hang cu thé ting buéc trong quy trinh khi trai nghiém san pham dich vu
*Quan ly nhan thic va hanh vi ctia khach hang trong qua trinh trai nghiém dé khach hang
khong bj bat ngd hay co nhiing cam xtc khéac la

*Quan ly nhan thuc vé cdm nhan chat lugng

*Tiép tuc tu van cac san pham khac b6 trg hodc hudéng téi cac san pham co gid tri cao hon
(Cross sale & upsale)

Tao méi quan hé gan két véi khach hang

*Quan ly su hai long

*Quan ly nhan thuc vé chat lugng dich vu

*Xay dung long trung thanh

* Khuyén khich truyén miéng (online va offline)
* Khuyén khich gi6i thiéu st dung dich vu

* Xay dung cong déng thuong hiéu

Giai doan trudc khi sir dung dich vu

*Thuc ddy nhu cau (need arousal)

* Chudi ggi nhac (evoked set)

* Chudi can nhac (consideration set)

* M6 hinh lua chon da thudc tinh (multi-
attribute choice model)

*Thuoc tinh tim ki€m, trai nghiém va do tin
cay (Search, experience, and

credence attributes)

* Cadm nhan rui ro (perceived risk)

* C&u thanh ky vong (Formation of
expectations)

* Quyét dinh mua hang (Purchase decision)

Giai doan trong khi s dung dich vu

*Khodnh khac su that (moment of truth)

* Gap gd dich vu (Service encounter)

*Hé thong dich vu (Servuction system)
*Phép an du (Theater as metaphor)

* Ly thuyét vai tro va kich ban (Role & script
theories)

* Thuyét kiém soat nhan thic (perceived
control theory)

Giai doan sau khi st dung dich vu

*Xac nhan muc doé ky vong
(confirmation/disconfirmation of
expectations)

* Khong hai long, hai long va thich tha
(dissatisfaction, satisfaction and delight)
* Chat lugng dich vu (service quality)

* Truyén miéng va gidi thiéu (WOM and
refferals)

* Banh gia online (online reviews)

* Mua lai (repurchase)

*Khach hang trung thanh (customer loyalty)



