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TOM TAT:

Nim 2023, theo s6 liéu thong ké ctia Vnetwork, sd lugng ngudi dung Internet tai Viét Nam la

77 triéu ngudi, chi€m 79,1% dan s6 ca nudc. Mang xa hdi da trd thanh nhu ciu thi€t y&u trong

cudc sdng, 1a moi trudng ly twdng cho cdc hoat dong truc tuy&n. Bai vi€t nghién cidu cdc hinh
thitc marketing truyén miéng dién ti¥, tir &6 chi ra nhitng vu di€m, nhugc diém va dé xuit nhirng
gidi phdp nhim ning cao hiéu qua marketing truyén miéng dién ti.

T khéa: truyén miéng, truyén miéng dién tir, mang xa hoi.

1.bit van dé

Theo bdo cdo clia Nielsen, c6 92% ngudi tiéu
diing tin tudng vao truyén miéng tif nhitng ngudi
ma ho quen bi€t. C6 90% ngudi tiéu dung s& doc
ddnh gid trudc khi c6 y dinh mua va 72% s& quyét
dinh mua sau khi doc cdc ddnh gid tich cuc. Doanh
nghiép c6 thé xay dung chién luge kinh doanh
bing cdch thu thip cdc ddnh gid tich cuc tir khdch
hang mdt cidch nhanh chéng va ti€t kiém. Tuy
nhién, nhudc di€m clia marketing truyén miéng la
khdch hang c6 thé chon chia sé hoic khong,
nhitng khdch hang c6 trdi nghiém khong tot s& lan
truyén thong tin tiéu cuc, tao tAm 1y hoai nghi cho
khdch hang tiém ning khi ti€p can sdn pham. Do
d6, marketing truyén miéng dién ti tdic dong rat
16n dén quyét dinh mua ctia khdach hang. Vi vay,
bai vi€t nghién ctu “Céc hinh thic marketing
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truyén miéng dién tir va gidi phdp ning cao hiéu
qua marketing truyén miéng dién t&” nhim gitp
doanh nghiép ti€t kiém chi phi ti€p thi, ning cao
hiéu qua kinh doanh.

2. Tong quan Iy thuyét

2.1. Truyén miéng - Word of Mouth (WOM)

Theo dinh nghia cia Bansal (2000), WOM la

hinh thifc truyén thong gifta hai bén lién quan téi
viéc ddnh gid sin phdm, dich vu ma khdng c6 su
can thi€p ctia quang cdo. Nhitng 16i khuyén chan
thanh tr cdm nhan thyc t€ khi trdi nghiém sin
pham tr§ thanh ngudn thdng tin hitu ich va ddng tin
cdy hon bat cit hinh thiic quing c4o nao. Nhitng
chia sé tir nhitng cd nhan doc 1ap v6i san phaim va
khong nhiim muc dich thuong mai thic diy hanh vi
tieu dung. Tir d6 cho thdy, WOM c6 vai trd quan
trong trong viéc hinh thanh y dinh ctia khach hang.
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2.2. Truyén mié¢ng di¢n tii - electronic Word of
Mouth (eWOM)

Nhitng giao ti€p WOM dudc dua 1én mang truc
tuy€&n thong qua cdc nén tdng cong nghé hinh thanh
nén eWOM.

Su khac biét giita eWOM so v6i WOM 1la c6 sy
hién dién cia mang truc tuy&n. eWOM la hinh thitc
thitc giao ti€p gidn ti€p gitta khdch hang v6i khich
hang va giita cong ty vdi khach hang, thé hién qua
viéc ddnh gid va nhan xét trén internet gidp khich
hang c6 nhitng thdng tin phit hgp véi nhu ciu va
chon doanh nghiép théa man vé gid ca, chit lugng
va khd niang phuc vu sau ban hang. Truyén miéng
dién tir giip doanh nghiép tiép xic, gin két véi
khéach hang, d& dang trién khai cic hoat dong kinh
doanh. Nhitng nhan xét, ddnh gia tich cuc hay tiéu
cuc ctia khach hang vé sdn phadm, dich vu trén céc
thi€t bi dién ti c6 tinh chat k&t ndi toan cu gidp
doanh nghi&p hoan thién sidn pham va mé rong cic
ddi tugng khach hang ti€ém ning. Vivay, eWOM c6
dnh hudng rat16n tam Iy ca khach hang.

3. Cac hinh thifc marketing truyén miéng
dién t hién nay

Pé tao dugc niém tin cia khdch hang, doanh
nghiép phai thuc hién nhiéu chién dich truyén
thong, ton nhiéu thdi gian va chi phi. Trong khi do,
nhitng 15i tw vAn tif ngudi than, ban be, ddng nghiép
lai ¢6 kha ning thic diy tiéu ding manh liét. 6
chinh 12 tinh hip din cda truyén miéng. Truyén
miéng c6 thé thuc hién truc ti€p hodc gidn ti€p qua
dién thoai, mang xa hoi,... Tir d6, cac thong tin dugc
lan truyén nhanh chéng trong cong ddng. Doanh
nghiép thira hudng stiic manh nay d€ trién khai cac
hoat dong marketing.

3.1. Marketing bang tin don

Hinh thiic nay ¢6 nghia 13, tru6e khi sin pham
dugc dua ra thi thudng thi nhitng thong tin vé tinh
mdi la, ddc ddo clia sdn dugc miéu ta trén cic trang
tin tic, moi ngudi to mo, ban tdn vé san ph§m trén
céc phuong tién truyén thong. Ngudi tiéu ding ky
vong mot sin phdm hoan hdo hon cdc phién ban
clia n6 da kich thich nhu cAu thi trudng biing cich
truyén tai nhau vé tinh ning ting thém clia sin

pham cho ngudi than, ban bé... Doanh nghiép thanh
cdng nhat trong chién ludc ndy 1a Apple. Mdi sin
phdm méi clia Apple ra ddi déu dugc ngudi tiéu
dung hdo hdc trai nghiém.

3.2. Marketing lan truyén

Marketing lan truyén 1a cdch thic truyén ba
thong tin sdn phdm, dich vu biing cich chia sé qua
Internet hodc email nhim ting s& lugng ngudi ti€p
can. Cidc mang x4 hdi nhu: YouTube, Instagram,
Facebook, Google,... tao diéu kién cho marketing
lan truyén dat hiéu qua cao do c6 lugng truy cip
khdng 16. Marketing lan truyén gitp doanh nghiép
t6i wu hda chi phi, thu hiit duge su chi y ctia khach
hang trong thdi gian ngdn. Bén canh d6, marketing
lan truyén ciing d6i mit rii ro néu thdng tin truyén
di bi sai 1&ch, bi spam thuong hi€u s€ bi sa stt trong
1ong cong ching. Vi vay, thanh cong clia marketing
lan truyén khé do ludng lugng duge. Mit khic, hidu
quéa marketing qua kénh Facebook va Google dang
gidm din do iOS va Android quén 1y chit dit liéu
ngudi dung va Facebook chidn ngudi dung chay
quang cdo cdc tai khodn khong chinh thong.

3.3. Marketing cong dong

Marketing cong ddng la cich thiic quang b tai
cdc cau lac bo, dién dan, hodc hdi nhém ciing s
thich... Cdc thanh vién trong nhém chia sé thong tin
san phiam, dich vu va cdc hoat dong clia thuong
hiéu yéu thich. Marketing cong dong gitip doanh
nghiép ti€p can ding khdch hing muc tiéu.

3.4. Marketing binh din

Marketing binh dan 1a viéc khuyé&n khich nhitng
ngudi c¢6 cling niém dam mé va sy yéu thich dic
biét véi san phAm trd thanh ngudi tinh nguyén giGi
thiéu sdn phdm ctia doanh nghiép. Doanh nghiép
c6 thé xay dung doi ngii nay hiing hau. Nhitng tinh
nguyén vién sé& chia sé nhitng ki€n thic va kinh
nghiém khi trdi nghiém sdn phim mot cach chinh
xdc va nhiét tinh cho nhitng mdi quan hé xung
quanh ho. Chi phi cho hinh thic quang cdo nay it
t6n hon c4c hinh thitc khdc nhung hiéu qua dang tin
cdy, ngoai viéc gitip doanh nghi€p ting doanh thu
con gép phan ting cudng su gin két dic biét giira
doanh nghiép va khich hang.
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3.5. Marketing sdp ddt

Marketing sip dit 1a viéc doanh nghiép hdp tdc
v6i cdc nhan vat ndi ti€ng, nhan vat ¢6 dnh hudng
trén cong ddng mang d€ quing bd sin phim.
Nhitng nhan vat nay vi€t nhitng status khen nggi
san phim va khuyén diung, diéu d6 lam ting niém
tin clia khach hang va quyét dinh mua hang dudc
thuc hi€n nhanh.

3.6. Marketing trén trang cd nhdn

Marketing trén trang cd nhan la nhan vién,
khach hang, d6i tic... s€ vi€t nhitng bai vi€t trén
trang c4 nhan d€ chia sé vé ki€n thifc, trdi nghiém
cudc song c6 lién quan d&n san phdm clia doanh
nghiép. Qua d6, khoi gdi nhu cAu ngudi xem. Hinh
thic marketing nay dugc danh gid mang lai hi¢u
qud cao, vi ngudi viét bai thudng 12 nhitng ngudi c6
su hi€u biét nhat dinh vé sian phim, gitip khich
hang nhan ra nhu cau ctia minh.

D doanh nghiép 16n hay nhd thi marketing
truyén miéng déu mang dén hiéu qui nhu nhau.
Marketing truyén miéng gitip doanh nghiép xay
dung 1dong tin v6i khach hang, hiéu qua truyén
thong cao véi chi phi thip. Bén canh do6, néu 4p
dung sai cdch, marketing truyén miéng giy ra
nhitng hiu qué nghiém trong. Vi vy, doanh nghiép
cAn danh gid k§ trudc khi thyc hién chién dich
truyén thong.

4. Uu diém va nhugc di€m cta hinh thifc
marketing truyén miéng dién ti

Hién nay, hoat dong thuong mai dién t& phat
trién nhanh, khdch hang cé xu huéng mua sim truc
tuy€n ngay cang nhiéu nén cic phuong thifc quiang
cdo ciing phai thay d6i theo. Bén canh nhitng wu
diém, truyén miéng dién ti¥ ciing ton tai nhiéu
nhugc diém, doanh nghiép cin am hiéu diéu nay dé
chon cich thitc dau tu quing b4 thuong hiéu nhim
mang lai hi€u ¢ng cao.

* Un diém

Nguti Viét Nam dic biét 1a gidi tré, nhitng con
ngudi nang dong, dam mé sy sdng tao va sin sang
chi trd. Cong viéc ban ron, e ngai su dich chuyén
nén ngudi tiéu ding c¢6 xu huéng mua sim qua
mang x4 hdi ngay cang nhiéu. Do dé, cdc thuin Igi
doanh nghiép c6 thé nhan dudc tir marketing truyén
miéng dién t 1a:
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Thit nhdt, mdt trong nhitng wu diém diu tién va
quan trong nhat d6 1a gidp doanh nghiép ti€t kiém
chi phi. P& gia ting su hién dién doanh nghiép c6
thé tra phi d€ chay quang cdo trén cdc nén tdng nhu
Facebook; Twitter; Instagram; TikTok... Chi phi
linh hoat nén d& dang ki€m soat dudc ngin sich
cho hoat dong nay.

Thit hai, ti€p cin ding khich hang tiém ning,
cdc nén tang cung cAp cho doanh nghiép tinh ning
nhim ding nhém ddi tugng muc tiéu 132 nhitng
ngudi dang quan tim dén sin pham, dich vu cida
doanh nghiép d€ tranh ling phi.

Thit ba, xay dung mdi quan hé v6i nhitng khach
hang bing cich chia sé nhitng ndi dung c6 gid tri
nhiim ting sy tuong tic trong phan binh luan. Pay
la cach thic gidp doanh nghi€p nang cao nhan thic
vé thuong hiéu, k&t ndi sy twong quan cta khich
hang trung thanh véi khdch hang tiém ning.

Thit tu, dudc quing cdo mién phi. Nhiéu ngudi
st dung mang xa hoi dé chia sé nhitng san phim
hoic dich vu ma ho cdm thay thid vi. Piéu nay tao
dugc sy quan tdm déc biét cho ban be va gia dinh.
Lgi ich tuyét vdi clia truyén thong 1a cAp quyén cho
doanh nghi€p truy cip vao ndi dung dugc khich
hang quing cdo mi&n phi d€ nim bit dugc sd thich
cla khach hang, tir @6 doanh nghiép hoan thién sdn
pham, dich vu ctia minh.

Thit niim, nén tdng mang xa hoi cho phép theo
do6i mitc do tuong tac, lugt chia sé nhitng ndi dung
dugc khach hang chi y. Tir d6, doanh nghiép c6 thé
diéu chinh chi&n lugc phit hgp nhim xay dung niém
tin vao thuong hiéu.

*Nhugc diém

Bén canh nhitng thuan Igi mang xa hdi c6 mot
s6 han ché nhu'sau:

Mot I, doanh nghiép can phdi c6 thdi gian dé
theo ddi tiAn sudt xuadt hién va sy tuong tic clia
khach hang.

Hai la, can c6 ki€n thic d€ siang tao ndi dung
(content) phit hdp v6i sdn pham clia doanh nghiép
dé ding, bi€t khach hang dang quan tim diéu gi va
cdi gi c6 thé thu hiit ho.

Ba la, mot trong nhitng nhuge diém 16n nhat
clia mang xd hoi 12 doanh nghiép c6 thé nhin
nhitng d4nh gi4 toi té va né lan truyén rit nhanh.
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B0 phan chuyén trach can 1én k& hoach gidm sit
va ki€m sodt d€ khong lam mat uy tin hinh 4nh
doanh nghiép.

5. Giai phap nang cao hiéu qua marketing
truyén miéng dién ti

Tir nhitng nhugc di€m trén, tac gid rit ra mot s&
giai phap dinh huéng nang cao hiéu qué hoat dong
marketing truyén miéng dién ti:

Thit nhat, ting tdn sudt xudt hién va su tuong
tdc voi khdch hang.

Mot s6 marketing s6 mdi xudt hién gin day,
nhu: ti€p thi lién k&t (Affiliate Marketing); ti€p thi
qua cdc san thuong mai dién tr. Trong d6, Tiktok
shop, Lazada, Shopee,... dugc nhiéu doanh nghiép
lIva chon. Theo nghién citu cia Hiép hoi Thuong
mai dién t& Viét Nam, hién cé trén 2.000 doanh
nghiép Viét Nam dang st dung, mot s& don vi danh
hon 50% ngan séch cho ti€p thi qua cdc kénh nay.
Hinh thiic nay chi phi thip, gi4 thiu &n dinh theo
thdi gian gidp doanh nghiép ting tin suit xuat hién
va su tuong tac v4i khach hang hiéu qua.

Thit hai, sang tao nji dung (content) thu hiit
khdch hang.

Thudng cidc doanh nghiép 16n c6 bo Marketing
Agency, quy tu cdc chuyén gia véi k§ ning va
kinh nghiém trong linh vuc ti€p thi ky thuat so,
sdng tao ndi dung, quing cdo truyén thong... gitip
doanh nghiép thuc hién viéc nay dé dang. Pdi véi
doanh nghiép vira va nhd c6 thé thué mot ngudi
tao sdng tao ndi dung (Content Creator) dé tiét
kiém chi phi, thGi gian va cong stic. Content
Creator linh hoat, ddp &ng cdc yéu cau clia doanh
nghiép. Content Creator s€ sdng tao ndi dung dua
trén phan hdi va dit liéu méi nhat d€ dam bio
hiéu qua truyén thong.

TAILIEU THAM KHA O:

Thit ba, doanh nghiép cin xit Iy nhiing thong
tin tiéu cuc.

Doanh nghiép nén c6 mdt phong ban/mdt nhém
chuyén xtr 1y nhitng thong tin tiéu cyc. Nhém nay
c6 nhiém vu, quan 1y, diéu hanh va gidm sét cdc
phdn @ng trong sudt qué trinh x{ 1. Bén canh viéc
st dung cdc phan mém d€ loc tin x4y, doanh nghiép
cin xdy dung m&i quan hé tt vdi truyén thong dé
ddm bédo thong tin dugc chia sé ding va chinh xdc.
Khi c6 cdc thdng tin tiéu cuc can dua ra phit ngdn
chinh thic trén c4dc kénh mang x4 hoi chinh thong
s6m nhat, tranh lan rong mat ki€m soat.

Theo 6ng Nguyén Ngoc Diing - Chii tich Hiép
hoi Thuong mai dién t& Viét Nam: “Qua 2 nim
dich, hanh vi mua hang clia ngudi tiéu dung da
hoan toan thay d6i. Su dich chuyén mua sim 1én
tric tuy€n ting nhanh gip 3 1an so véi trudc do.
Doanh nghiép d6i mit véi tinh hudng bit budc phdi
thay ddi dé ti€p cin nhém khach hang di thay d6i
hanh vi ndy, dic biét can cAp nhat xu huéng ti€p thi
trong thdi dai méi”. Vi vay, doanh nghiép diu tu
chi phi cho marketing dién it 12 can thiét.

6. K&t luan

Truyén miéng dién tir gidp doanh nghiép tao
dugc hiéu tng cao, vi diy dudc xem I ngudn thong
tin da dang tic dong truc ti€p dén khach hang. Qua
mang truic tuy€n, khach hang tim hi€u vé sin phim
clia doanh nghiép trudc khi quyét dinh mua. Hinh
thitc nay gidp doanh nghiép tdi wu chi phi, gdn két
khich hang trung thanh, ti€p cin lugng 16n khich
hang tiém ning va ting cudng su nhan dién thuong
hiéu trong tam tri ngudi dung. Bén canh nhitng co
hdi, truyén miéng dién t¥ ciing ton tai nhiéu rdi ro,
doanh nghiép cin c6 k€& hoach chi ti€t, than trong khi
khdi dong bat ky hinh thitc marketing dién tirnao
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ABSTRACT:

Vnetwork’s statistics show that the number of Internet users in Vietnam was 77 million in
2023, accounting for 79.1% of the country's population. Social networks have become an
essential need in life and an ideal environment for online activities. This paper explored different
types of electronic word-of-mouth marketing and pointed out the advantages and disadvantages
of each type. Based on the paper’s findings, some solutions were proposed to improve the
effectiveness of electronic word-of-mouth marketing.
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