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Tém tit: Chién heoc truyén théng lay khdch hang lam trung tam la mét xu huéng dang quan tém trong
boi canh truyén théng hién dai. Theo cdc chuyén gia nhi Al Ramich va Jan-Erik Baars, viéc lay khéch
hang lam trung tam thiee sw 1a viéc dir dodn nhu cau va mong muén cua khéch hang, thay vi chi dap g
chiing. Mot t6 chike tdp trung vao khdch hang can can bang giita nhu cau cia khédch hang va yéu cau ciia
doanh nghiép, tir dé thiic ddy s phat trién bén viing. Chi s6 lay khdach hang lam trung tdm (Customer-
Centricity Score - CCS) la mét thude do dwoc phdt trién dé danh gid mire dg tdp trung vao khdach hang
clia t6 chike, dira trén cdce yéu t6 nhw lanh dao, hop tdc va thue thi. Bai viét ciing nghién ciru cdc truong
hop vmg dung chién hegc truyén thong lay khdch hang lam trung tém ciia mét s6 doanh nghiép Viét Nam
nhu Viettel va Vietnam Airlines cho thdy viéc dp dung chién leoc truyén théng nay thanh cong tai Viét
Nam, nhan manh tam quan trong cua trdi nghiém cd nhén héa, tich hop cong nghé va giao tiép da kénh
trong viéc xdy dung moi quan hé khdch hang bén vieng va trung thanh.

Tir khéa: truyén thong; truyén théng ldy khdch hang lam trung tam, thwong hiéu.

Abstract: Customer-centric communication strategies have emerged as a significant trend in the context
of modern communication. According to experts like Al Ramich and Jan-Erik Baars, customer centricity
involves anticipating customer needs and desires rather than merely responding to them. A customer-fo-
cused organization must balance customer needs with business requirements to promote sustainable
growth. The Customer-Centricity Score (CCS) is a metric developed to assess an organizationls! level of
customer focus, based on factors such as leadership, collaboration, and execution. The author also ex-
amines case studies of Viethamese businesses, including Viettel and Vietnam Airlines, which successfully
implemented customer-centric communication strategies. These examples highlight the importance of
personalized experiences, technological integration, and multichannel communication in fostering sus-
tainable and loyal customer relationships.

Keywords: communication; customer-centric communication, brand.

1. Khai niém va cac yéu t6 xac dinh chién lugc
truyén thong lay khach hang lam trung tim

Chién luoc ldy khach hang lam trung tim (Cus-
tomer Centricity) theo quan diém cua Al Ramich,
CEO Small Giants®", ng cho rang khach hang
phai 1 trung tAm ctia moi quyét dinh lién quan dén
viée cung cap san pham, dich vu va trai nghiém
nham tao ra su hai 10ng, 1ong trung thanh va sy ting

ho cta khach hang. Theo ong, 4y khach hang lam
trung tAm c6 nghia 14 [du doan mong mudn, nhu
cau va so thich giao tiép cua khach hang, va sau
do6 lam cho n6 ding! |

Dé 1am rd hon cach tiép can Iy khach hang
lam trung tam, Jan-Erik Baars® (2014) cho ring
cac doanh nghiép cb gang lam hai 10ng tat ca moi
ngudi bang bt cir gid ndo co thé tac dong tiéu cuc
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dén trai nghiém ctia khach hang. Céc doanh nghiép
thudng c6 xu hudng dap Gmg nhu cau ngay lap tuc
cua khach hang hon 1a g1a1 quyét cac nhu cau 4n
gidu (insights) cta ho, khién cho ho luén tap trung
vao hanh vi biéu hién hon 1a nang cép trai nghiém
khach hang mét cach thyc sy. biéu nay co thé dan
dén ty 18 rdi bo cao hon, long trung thanh b x6i
mon va khong thé gitt chan khach hang, t6i uu hda
doanh s6 ban hang va cac muyc tiéu tai chinh ngén
han. Trai lai, céc to chuc 1y khach hang 1am trung
tam tap trung toan dién va tat ca sy chl y cua ho
d6i v6i khach hang ma khong anh huong dén ban
sic ciia doanh nghiép. Céc t6 chirc lay khach hang
lam trung tdm khéng chi du doan nhu cau cia
khach hang ma con co thé thiét ké va cung cp trai
nghiém theo cdch ma tit ca nhan vién déu hiéu va
thuc hién theo cach phéi hop. D@)ng thoi, ho dat
duoc sy can bang lanh manh giira nhing gi khach
hang can va nhiing gi doanh nghiép cua ho yéu
cau, diéu chinh loi ich cta ca hai bén d¢ dat hi¢u
qua tot nhat. Diéu nay cho phép ho phat trién bén
viing va xay dung doanh nghi€p cua minh.

Ly luan vé mo hinh d4nh gi4 chi s 1iy khach
hang lam trung tdm (Customer-Centricity Score -
CCScrore) duoc phat trién trong mot nghién ctru
thi diém tai Swisscom & Thuy Si vao nam 2013.
Céc nha nghién ctru da thiét ké mot bang cau hoi
dé do ludong mirc d6 1ay khach hang 1am trung tim
trong tat ca cac don vi to chirc. Nghién ciru thi
diém d3 x4c dinh cac dong luc chinh cua viée léy
khach hang lam trung tAm bang phuong phap phan
tich nhan td, trong d6 dugc phan thanh 3 nhom
nhén t6: Kha nang dan dit, lanh dao; Su hop tac
va Kha nang thuc thi. Ba hoc gia Jan-Erik Baars,
Andreas Brandenberg and Stephan Engl (2014)©®
da dua ra ma tran cac yéu td xac dinh chi s6 khach
hang lam trung tdm trong hoat dong cua doanh

nghiép nhu sau:
Trong d6, cac y€u to cu thé ciia ma tran dugc
phan tich:

Khd néng Dan dat (Leadership) duoc hiéu 1a
su 1anh dao tao ra nhitng dicu kién co ban, thuan
loi dé mat t6 chire tap trung toan di¢n vao khach

Khii ming Diin dit (Leadership) }_‘i Sy Hop tiic (Colluboration) r“‘ Khi niing Thire thi (Tmplementation)
Ll ddi - Incentives ‘ Lién két - Alignment 11 Phcin i cd mhdn - Personal Responsiveness
= 1
Sircam kéf - Commitment ‘ D rhitém — Cross finctionaiity ! Tich hyp = Infergration
: ?mqum - Enabling | ‘ S kidn dink - Persistence | Xl MFJ J«i‘ irdi aghigm - Customer Design |

S ot m - Openness

\ Sue bhoan dung - Tolerance ‘ H thing b try - System Support

Sor aru ticn - Priovitisation

Bang 1: ma trdn cdc yéu t6 xdc dinh chi s khdch hang lam
trung tam trong hoat dong cia doanh nghiép

hang, 14 nén tang gitip t6 chirc tao dung méi truong
cho phép cac nhan vién va phong ban tap trung vao
khach hang trong moi hoat dong. Trong d6, mirc
d6 lay khach hang 1am trung tim dugc do luong
trén cac chi s6 nho hon nhur:

Uu ddi - Incentives: Doi ngii quan 1y uu tién
cac muc tiéu vé sy hai long cia khach hang ciing
nhu cac muc tiéu tai chinh hodc k¥ thuat (muc tiéu
ban hang, thoi gian dua ra thi truong, phat hanh,
v.v.). Bé dat duoc diéu nay, to chirc can thiét 1ap
cac phan thuong va co ché khuyén khich ma
khong dat nang loi ich ngén han hodc cac chi ti€u
doanh thu ma quén di muc ti€u dai han la gilr chan
khach hang.

Sur cam két - Commitment: Doi ngii quan Iy tng
ho cach tiép can tap trung vao khach hang bang
hanh dong.

Trao quyén - Enabling: Doi ngii quan 1y cung
cap cho nhan vién nhitng cong cu can thiét dé thuc
hién nhi¢m vu tdp trung vao khach hang trong
cdng viéc cua ho.

Sir coi mé - Openness: Vian hoa cong ty khuyén
khich nhan vién sang tao va doc 1ap dua ra céac giai
phap, ¥ tudng mai.

Suwr wu tién - Prioritisation: Cac nhan vién nhan
thirc dugc rang dinh hudng khach hang 1 quan
trong dbi voi cong ty. Pinh hudng khach hang
duoc coi 1a wu tién hang dau trong cong ty.

Sit hop tac - Collaboration.: La yéu tb do ludng
cach 1am viéc thé hién tinh phan anh, c6i mé va
khoan dung trong tit ca cac co cdu to chiic cho
phép su hop tac lay khach hang 1am trung tam.
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Trong d6, cac thanh t6 cu thé dé do ludng mirc
d6 i mé ctia to chirc dugc thé hién qua:

Gan két - Alignment: Tt ca cac bd phan kinh
doanh gan két thuong xuyén véi cac diém cham
cta khach hang.

Da nhiém - Cross functionality: Cac nhém lam
viéc trach nhiém, khach quan, c6 tinh hé théng
xuyén su6t va da chiéu dé thyc thi nhiém vu ciia
t6 chirc v6i khach hang.

Su kién dinh, nhat quan - Persistence: Muc do
thyc thi cac quyét dinh da duoc thong qua

Van hoa hoc tap - Learning Culture: Cong ty
khong ngimg phat trién san pham cta minh. Phan
hoi ctia khach hang va nhéan vién dugc tich hop
thong qua hé thong cai tién lién tuc.

Su khoan dung - Tolerance: Nhan vién c6 thé
tir do bay t6 ¥ kién ctia minh va duoc khuyén khich
thtr nhitng diéu méi ma khong phai lo ling.

Khd néng thiee thi - Implementation: yéu t6 do
luong théng qua viée trién khai c6 cha y cac quy
trinh va hé thong liy khach hang lam trung tam,
6 thé mang lai trai nghiém khach hang thuc sy
phu hop va toan dién.

Phan hoi cd nhén - Personal Responsiveness:
Nhan vién c6 thé phan hoi khach hang theo thoi
gian thyc bang cac giai phap cu thé nhu mé hinh,
ung dung cong nghé.

Tich hop - Intergration: Y kién déng gop cua
khéch hang duoc tich hop vao qua trinh phat trién
cac san pham va giai phap dich vu méi.

Thiét ké trai nghiém - Customer Design: Trai
nghi¢m khach hang dugc xac dinh rd rang theo
tung diém cham, moi nguoi déu biét vai tro cua
minh trong chudi trai nghiém khach hang.

Théiu hiéu khéch hang - Customer Insight: Nhan
vién thyc sy thdu hiéu nhu cau ctia khach hang, nim
duoc [huyét tim 1y ctia khach hang. Thong tin vé
khach hang va su thau hiéu 13 tai san vo gid cua
cong ty.

Hé thong hé tro - System Support: Tét ca cc
hé théng, quy trinh va kénh chim séc khach hang
duoc thiét k& 1a cong cu hd tro cong ty dat duoc
su hai 1ong cta khach hang.

Phuong thire danh gia ctia chi s nay 1a tao ra
gid tri tir -100 (tit ca cac cAu tra 101 tiéu cuc) dén
+100 (tat ca cac cau tra 10i tich cuc). Diém tong
thé duoc tinh béng cach trir di diém tich cuc tir cac
cAu tra 101 tiéu cuc cho tat ca cac cau hoi.

-100 o 100

The CCScore Indicator

Biéu do 1: Chi bao CCScore

Sau 6, diém s6 dugc hién thi dudi dang Chi
bao lay khach hang lam trung tdm: diém +100
tuong ung voi khu vuc dugc to bong hoan toan,
tir 0 dén khu vue duoc t6 bong mot nira va -100
twong tmg voi khu vue khong c6 bong. Phan nay
md ta diém s6 mot cach rd rang, gitp ban dé hiéu,
d& so sanh va danh gia cac diém phu khac nhau.

CCScore: Swisscom 2013°

- O

Visualisation of score for organisationel wnits

Hinh 1: Minh hoga chi sé CCScore

Dé tmg dung chién luoc 1dy khach hang lam
trung tim vao chién luoc truyén thong thuong
hiéu, doi hoi doanh nghiép khong nhiig dau tu
vao trai nghiém khach hang ma con phai thiét ké
mot chién luoc thuong hi¢u véi cac 10 trinh truyén
thong phu hop. Theo David A. Aaker, mot trong
nhiing chuyén gia vé quan Iy thuong hiéu: [Truyén
thong thuong hiéu 13 mot phan quan trong trong
vi¢c xay dung va duy tri gia tri ctia thuong hi¢u.
No gitip tao ra nhan thure, su tin twong va tao dung
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tinh cam tich cyc tir phia khach hang déi voi
thuong hi¢u[®.

Mo hinh truyén thong va truyén thong thuong
hiéu lién tuc duoc nghién ctru va phat trién theo timg
giai doan. Pén nam 1964, hoc gia Dean C. Barnlund
cho rang truyén théng 13 qua trinh lién tuc nham
giam do khong rd rang dé c¢6 hanh vi hiéu qua hon.

Dinh nghia cia Barnlund cho ring truyén thong
khong phai 1a mot qua trinh tuyén tinh, mot chiéu
ma nd la qua trinh lién tuc, nhén manh vao tinh lap
tirc va xoay vong ctia phan hoi. Trong mé hinh
truyén thong twong giao ctia Barnlund thi ngudn
phat va ngudn nhan thay doi vai trd cho nhau.

Ngoai ra, md hinh ctia Barnlund con chi ra cac
tin hiéu anh huong dén qua trinh trao doi, tiép nhan
thong tin: tin hi€u cong khai (public cues) nhu cac
yéu t6 vé ngir canh, méi trudng va tin hidu ca nhan
(private cues) 14 nhitng suy nghi, nén tang ca nhan
vatin hi¢u hanh vi (nonverbal behavioral cues) 1a cac
phén tmg lién quan dén thai do, ngon ngir co thé.
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Biéu do 2: M6 hinh truyén théng Barlund

Mo hinh truyén thong tuong giao ctia Barnlund
¢6 anh huéng sau rong ddi véi truyén thong
thuong hi¢u nhu sau:

- Tao sy twong tac hai chiéu: M hinh nay thuc
day twong tac hai chiéu gitta nguoi giri va nguoi
nhén théng diép, khong chi 1a mot chiéu thong béo.
Diéu nay ¢ thé thiic day su trong tac tich cuc gitta
thuong hi€u va khach hang, tao ra mdt cong déng
tong tac va tao su gan két viing chic giita thuong
hi¢u va khach hang.

- Tang cudng su hiéu biét va dong cam: M
hinh nay khuyén khich viéc tao ra su hiéu biét va
ddng cam giita nguoi guri va ngudi nhan théng

diép. Diéu nay co thé gitp thuong hiéu xay dung
mdi quan hé chit ché hon vé6i khach hang thong
qua viéc hiéu 15 hon vé nhu cau, y dinh va quan
diém cua ho.

- Tao sy linh hoat va da dang trong truyén
théng: M6 hinh nay khuyén khich sy linh hoat va
da dang trong viéc truyén thong, cho phép su
twong tac trén nhiéu nén tang vakénh truyén thong
khac nhau. Viéc tin dung nhiéu phuong tién truyén
thong va co hoi tuong tac co thé tang cudng hidu
qua cua chién lugc truyén théng thuong hiéu.

- Xay dung mdi quan hé lau dai: Bang cach tao
ra su tuong tac va tuong giao dang tin cdy gitra
thuong hiéu va khach hang, mé hinh nay c6 thé gitp
xay dung mdi quan hé lau dai va bén viing. Diéu
ndy c6 thé tao ra sy trung thanh va tuong tic tich
cuc cua khach hang véi thuong higu qua thoi gian.

Chién luoc truyén thong lay khach hang lam
trung tim duoc hiéu 14 viée st dung cac phuong
thirc truyén thong chién lugc tap trung vao khach
hang, hudng t6i dat dwoc su hiéu biét, va ting
cudng chi sb yéu mén thuong hiéu thong qua trai
nghiém va tuong tac & cac diém cham tiép xuic voi
khach hang. Chién lugc truyén thong lay khach
hang lam trung tam la mot trong nhirng xu huéng
truyén thong quan trong trong thoi dai ky thuat s6
nhu hién nay.

2. Mot s6 trwong hop tng dung truyén
thong ldy khich hang 1am trung tAim véi cic
doanh nghiép Viét Nam

Viettel va chién lwoc truyén thong tdp trung
chuyén doi s6, ldy khdch hang lam trung tam

Tap doan cong nghiép vién thong quan doi (Vi-
ettel) 1a mot trong nhitng tap doan vién thong 16n
nhat Viét Nam, véi mot hé sinh théi dich vu da
dang tir vién thong dén cong nghé s0, tai chinh sb,
va nhiéu linh vyc khéc. Theo bao cdo nghién ciru
ciia KPMG vé Trai nghiém khach hang tai Viét
nam cong bd nam 2023, Viettel dimg bang xép
hang thir hai trong s6 top 10 cac doanh nghiép tai
Viét Nam c6 trai nghiém khéach hang tt nhét.
Trong bdi canh canh tranh khc liét trén thi truong
vién thong, yéu t6 quan trong gitp doanh nghiép
nhu Viettel ¢6 thé giir chan khach hang, gia ting
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chi s6 hai 10ng thuong hiéu thong qua chién lugc
truyén thong lay khach hang 1am trung tam, nham
gia tang sy gin bo cua khach hang va xay dung
long trung thanh cta khach hang vé1 thuong hicu.

Céc yéu t chinh trong chién luoc truyén thong
cta Viettel hudng t6i khach hang bao gdm:

Ca nhan hoa trai nghiém khach hang va vmg
dung céng nghé vao truyén thong

Viettel cha trong vao viéc cd nhan hoa trai
nghiém khach hang thong qua viéc st dung cong
nghé big data va trf tué nhén tao (AI). Cu thé, v6i hé
théng phén tich dit liéu vé& hanh vi st dung dich vu
cua timg khach hang, cac chién luoc san pham da
duoc nghién ciru va ra doi dé dap tmg nhu cau, so
thich ctia ttrng nhom khach hang nhur tao ra cac dich
vu dac biét cho cdc nhdém khéach hang tré c6 nhu ciu
ding mang x3 hoi, hay cac chuong trinh thiét ké
riéng cho nhimg ngudi yéu thé thao tai Viét Nam.
Diéu nay khong chi ting cudng trai nghiém ma con
tao sy gin két chit ché giita khach hang va thuong
hiéu. Chién dich truyén thong Tét str dung Al dé
tang qua cho khach hang cta Viettel nam 2024 da
dat ty 1¢ ghi nhé quang céo cao hon 30% trong khu
vuc va cao hon trung binh nganh: Pat 392 tri¢u luot
xem, tiép can 55 tri¢u khach hang, 28,3 triéu luot
tuong tac trén Facebook; 682 tricu lugt xem trén
Tiktok, tiép can 23 triéu khach hang trén kénh nay.
Dic biét, ¢ t6i 2,7 triéu khach hang nhén tin tham
gia chuong trinh, giup tang trudng 20% doanh thu
ban goi cude qua kénh AI®. Diéu nay ciing cho thiy
két qua ctia cac chién dich tap trung vao trai nghiém
khach hang dat hiéu qua cao hon so vé6i chién dich
thong thuong.

Lang nghe khich hang ciing 13 mot trong
nhiing chién lugc thé hién yéu t6 lay khach hang
lam trung tam. Trong cac chi s6 danh gia mirc do
trai nghiém, yeu to ‘tuong tac va phan hoil 1d mot
trong nhimg yéu t6 quan trong dé tiép can va twong
tac voi khach hang mét cach hi¢u qua. Cu thé, Viet-
tel da tan dung sirc manh ctia cac nén tang sd nhu
mang xa hoi, website, va cac tmg dung di dong dé
tiép can va tuong tic voi khach hang, trong do, ti 16
phan hdi trén cac kénh mang xa hoi ludn ¢ murc cao.
Bén canh d9, cac giai phap cong nghé nhu Al Chat

bot hay robot cham soc khach hang cling da dugc
{mg dung trén cac nén tang sé nhu My Viettel.

Bai hoc tir chién luoc truyén thong lay khach
hang lam trung tam cua Viettel da va dang mang
lai nhiéu thanh cong trong viéc gia ting sy hai 1ong
va long trung thanh cua khach hang. Vi¢c st dung
cong nghe dé ca nhan hoa trai nghlem tap trung
vao chit luong dich vu, tmg dung cac nén tang s,
va xdy dung cong dong khach hang trung thanh da
gitp Viettel khong chi giit viing vi thé hang dau
trén thi trudng ma con tao ra mot nén tang ving
chic cho sy phat trién bén vimg trong twong lai.

Vietnam Airlines va chién liroc truyén thong da
diém cham huwéng t6i khdach hang

Vietnam Airlines 14 hing hang khéng quéc gia
cua Viét Nam, véi sit ménh cung cép dich vu van
chuyén hang khong chat luong cao va thuc day
hinh anh quéc gia trén thi truong qudc té. Trong
mot nganh cong nghi¢p doi hoi sy canh tranh cao,
Vietnam Airlines d ap dung chién lugc truyén
thong lay khach hang lam trung tam, nhim xay
dung va cung ¢b trai nghiém khach hang, dong
thoi cai thién chit luong dich vu.

Céc yéu t chinh trong chién luoc truyén thong
cta Vietnam Airlines xoay quanh diém cham voi
khach hang cu thé nhu sau®:

Xay dung trai nghiém khach hang toan dién

Vietnam Airlines tap trung vao viéc cung cip
mot trai nghiém khach hang toan dién, ttr khi khach
hang dat vé, lam thu tuc tai san bay, dén khi 1én
may bay va ha canh. Hang khong chi cai thién dich
vu trén khéng ma con chu trong dén cac dich vu
mit dat, dam bao mdi giai doan cua hanh trinh déu
mang lai sy hai long i da cho khach hang. Theo
khao sat cua NIQ, 2023, muc do hai long cua
khach hang vai cac dich vu cuia Vietnam Airlines &
muc 4.19/5, cao hon trung binh murc d¢ hai long cta
nganh hang khong. Trong d6, cac yéu t6 duoc khach
hang danh gid cao bao gom: (1) Sy an toan, tin cdy,
(2) Gio bay dep, hop 1y (3) Khoi hanh, ha canh ding
gio (4) Dich vy tan tdm, chuyén nghiép?.

Dich vu khéch hang truc tuyén: Vietnam Airlines
da phat trién cac nén tang s6 nhu ing dung di dong
va website voi cac tinh nang ti¢n lgi nhu dat vé,
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check-in truc tuyén, va cap nhat tinh trang chuyén
bay. Viéc nay gitip khach hang c6 thé quan Iy hanh
trinh ctia minh mot cach dé dang va nhanh chong.

Sit dung céng nghé dé tang cuong két noi
khach hang

S& hitu dir li¢u 16n cua hang tri¢u khach hang,
chién lugc chuyén doi s6 nang cao trai nghiém
khach hang ctua Vietnam Airlines da dugc thuc
hién tr ndm 2020 v&i sy ra mit cia Ban chuyén
d6i s6 duoc lanh dao truc tiép boi doi ngii diéu
hanh cp cao ctia doanh nghiép.

Trong qué trinh sir dung cong nghé dé t6i uu hoa
trai nghiém khéach hang, mot trong nhitng budc di
dau tién clia Vietnam Airlines d6 1a ¢4 nhan hoa trai
nghiém thong qua phan tich dit liéu khach hang. Cu
thé, thong tin vé lich st chuyén bay, thoi gian, dich
vu hanh Iy déu duoc giri ¢4 nhan hod trén tmg dung
d1 dong va kénh mang xa hoi (Zalo), tao cam gidc
gan gili va coi mo trong cac hoat dong giao tiép bén
canh kénh chinh théng nhu quay giao dich, website.

Giao tiép da kénh c6 su két ndi (Ominichanel):
Vietnam Airlines ciing mé rong cac kénh giao tiép
v6i khach hang, tir cac trang mang xa hoi, email,
dén cac tmg dung nhan tin, nhdm dam bao rang
moi thong tin va hd tr déu dén tay khach hang
mdt cach nhanh chéng va chinh xac. Ciing theo
bdo cdo ctia NIQ, nén tang mang xa hoi va cac
kénh online chiém 80% twong tac trong tong sb
cac kénh truyén thong ctia Vietnam Airlines.

Bén canh d6, Van hoa sd duge xac dinh 1a mot
trong 5 tru c¢Ot van hoa quan trong trong van hoa
doanh nghi€p ctia Vietnam Airlines bén canh tru
cOt khac la: Van héa an toan, Van hoa chinh truc,
Van hoa nang tam dich vu, Van hoa hoc tap. Trong
$6 tay van hoal] trai nghiém khach hang 1a mot
trong nhimng yéu t6 tién quyét dau tién dé quy
chuén hanh vi d6 1a: Vietnam Airlines d3t khach
hang ¢ trung tam trong moi suy nghi va hoat dong,
chu trong s hoa thong tin va phan tich dir liéu
khach hang dé nang tam dich vu bang cac trai
nghiém ca nhan hoa, nham nudi dudng long trung
thanh cua khach hang, tir 46 mang lai hiéu qua kinh
doanh cho Vietnam Airlines.

Nhu vay c6 thé thay, khong chi dimg lai &

truyén thong thuong hiéu, yéu t6 lay khach hang
lam trung tdm con dugc biéu hién trong van hoa
doanh nghiép, dong vai trd then chdt trong viée xac
lap va duy tri mbi quan hé bén viing giita doanh
nghi€p va khach hang. Trong moi truong kinh
doanh ngay cang canh tranh va bién dong, chién
lugc nay khong chi giap doanh nghiép thu hut va
gilr chan khach hang ma con tao nén su khac biét
s0 v6i doi thu.

Céc yéu t6 c6t 16i nhur ca nhan hoa trai nghiém,
tap trung vao chat luong dich vu, va st dung cong
nghé dé hiéu rd nhu cau khach hang déu gop phan
xay dung mot hinh anh thuong hiéu manh mé va
dang tin cay. Truyén thong lay khach hang lam
trung tdm khong chi cai thién trai nghiém cua
khach hang ma con thuc day 10ng trung thanh va
gia tang gia tri dai han cho doanh nghiép.

Hon nita, trong bdi canh khach hang ngay cang
¢6 tiéng noi va quyén luc 16n hon trong qué trinh
quyét dinh mua sam, viéc ling nghe va dap tng
nhu cau cta ho trd thanh mot diéu kién tién quyét
dé doanh nghiép ton tai va phat trién bén vimng.
Nhimg doanh nghiép ap dung thanh cong chién
lugc nay s€ khong chi tao ra loi thé canh tranh vuot
trdi ma con xay dung dugc mot cong déng khach
hang trung thanh, tir 6 thuc diy ting trudng kinh
doanh bén viing va lau dai./.
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