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1.1

Thi truong, khach hang, dinh vi

MARKETING VA BAN HANG

-

LACA DENTAL

Minh bdn cho ai, ho dang lo gi, va vi sao ho nén chon minh thay vi ché Mirc 3/5
bén canh?
Lagi? Visao can?

O nay la bic tranh vé ngudi mua: ai la khdch chinh,
ho & ddu, cdn gi, s6 gi, chon ndi mua bdng tiéu chi
ndo. TU blrc tranh dé, doanh nghiép chon chd
diing clia minh (dinh vi): mét ly do rd rang, kiém
chiing dudc, dé khdch nhé va chon minh. Dinh vi
khong phdi mét cdu slogan hay. N6 1a I8i hira ma
cd d6i lam dugc méi ngay, 3 moi diém cham.

Ddu hiéu 6 nay dang néng

Khéng ré khdch la ai thi tién quéng cdo rdi cho tét
cd va khong trung ai. Khéng ¢ dinh vi thi khach
so bdng gid, va ngudi ré hon ludn thdng. O nay yéu
kéo theo cd1.2,1.3 v& 2.2: ndi dung viét khéng
trung, 18i tu van khéng cham dung néi lo, géi dich
vu lam ra khéng ai can. V&i mot chudi, dinh vi con
phéi giéng nhau & moi ca s3; néu khéng, thucng
hiéu lodng ngay ti co s3 thir hai.

e Hai“khdch chinh clia minh I& ai?” thi m&i ngudi trong d6i tré 18i mot ki€u, hodc trd 16i “ai cling la

khach”.

e Qudng cdo, bai ddng néi vé minh (mdy méc, kinh nghiém, khai trusng bao ndm) nhiéu hon néi vé néi

lo ctia khdch.

e Khdch hay mdc ¢4, so gid véi ché khdc; ly do chon minh chd yéu la “gén nha” hodic “quen ngudi

quen”.

e Website c6 cdu dinh vi dep nhung khéng ai do dugc minh cé Idm dung nhu cau dé khéng.

Lam thé nao?
Poc dirlidu khach dé cé

Xudit danh sdch khdch 12 thdng tif phdn mém bdn hang hodic quan ly: tudi, khu vue, dich vu dé

dung, gi& dén, s6 1an quay lai. Nhin s6 trudc, dodn sau.

Chia 2-4 nhéom khach chinh

Gom theo nhu céu v& hodn canh mua, khéng chi theo tudi. M&i nhém ghi bén dong: cén gi, sg gi,

chon bdng tiéu chi gi, hay nghe ai.

Nghe khdch néi béng I6i clia ho

Hoi chuyén ngdn 10-15 khdch that, doc ddnh gid Google va tin nhdn hdi ddp. Ghi nguyén vdn cdu
khdch hay néi; dé la chat liéu cho quéng cdo va I8i tu vén.

Nhin d6i thi trong ban kinh khdch di dugc

Liét ké 5-10 ché khdch hay dem ra so: ho hita gi, gid thé ndo, mé clra gid ndo. Tim khodng tréng

ma& minh lam t6t hon va khdch that su quan tam.

Viét dinh vi mét cau, kém tiéu chudn do dugc

Cau dinh vi trd I8i ba y: cho ai, gitip viéc gi, khdc & dau. M&i y di kém mot viéc lam cu thé va mot

con s& d€ kiém tra hdng thdng.
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a Dua dinh vi vao moi diém cham, xem lai m&i quy

Bién hiéu, I8i chdio clia 1€ tan, I8i tu van, ndi dung kénh cling néi mot y. M&i quy mé lai s8 liéu nhém
khdch &€ chinh, khéng dgi doanh thu tut méi xem.

Thang ch6|'m1—5 VIEN PAM = MUC CUA LACA DENTAL

- Khoéng biét khdch chinh 1 ai; bdn cho “moi ngudi”; khéng c¢é cau dinh vi; quédng cdo

theo cdm hing.

Chu hiéu khdch qua kinh nghiém, néi dugc nhung chua viét ra; méi nhdn vién hiéu
mét ki€u; dinh vi & mdt slogan chung chung.

. C6 tai liéu nhédm khdch va cau dinh vi viét ra, déi dé doc; ndi dung va tu van bdm T
theo; nhung chua cé s6 chiing minh va chi vdn phdi nhédc.

Biét ty trong khdch va doanh thu cla tiing nhém, khdch méi theo nhém; méi y dinh
vi ¢6 chi s6 do hdng thdng; d6i marketing va tu vdn tu dung, chii chi xem bdng sé.

. Nhém khdch va dinh vi duge cap nhat theo dif liéu m&i quy ma khong can chi; co s

mdi dp dung y nguyén va dat ciing tiéu chudn; khdch tu néi lai ding ly do chon minh.

Tu kiém tra nhanh

) Banhan vién bat ky cé trd I8i giéng nhau cau “khdch chinh cia minh |& ai” khéng?

() Anh chi cé biét nhém khdch naio mang lai nhiéu doanh thu nhdt trong 12 thdng qua, bdng sé chur

)

khéng bdng cém gidc, khong?

Cé tai liéu ghi ndi lo val ly do chon clia titng nhém khdch, viét béing I8i ctia chinh khdch, khong?

(J Cau dinh vi c6 di kém it nhdt mot tiéu chudn kiém tra dudc hdng thang khong?

O

Khi 1€ tan hdi “vi sao anh chi chon bén em”, phdn I8n khdch méi cé néi ding ly do minh muén dudc
chon khéng?

Vidu

-

LACA Dental (case méau)

LACA cham muc 3. B&n ké& hoach dé viét rd 3 nhém khdch: A la gia dinh tré, ngugi dilam 25-45
tudi; B I ngudi 40-70 tudi can phuc hinh, diéu tri mdt rdng; C 1& ngudi tré 18-30 tudi quan tam
chinh nha, thdm my. C6 ba chén dung vat mét nhdn dinh rat that: khdch cdn yén tam trudc khi giao
stc khoé cho nha khoa. USP “Ré tinh trang. R& phuang dn. R& chi phi. Déng hanh [au dai.” dé cé 5
tiéu chudn di kém. Dir liéu phdn mém ciing cho thdy nhédm dang 18n: khdch nhi téng tir 70 1én 159 bé,
nha chu tir 62 [&n 119 ngudi, vl clr 4 khdch mdi thi 1 ngudi dén sau 6 gid ti. Chua lén mic 4 vi chua
biét mSi nhédm A/B/C chiém bao nhiéu khdch, bao nhiéu doanh thu, véi USP chua cé con sé ndo
ching minh.
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Vi du minh hoa: qudn com véan phong

M6t qudn com trua gan khu vén phong (gid dinh) bdn cho “moi ngusi” va dua gid véi 6 qudn xung
quanh. Xem Iai 300 dan gdn nhat, chl thdy khodng 70% la don Zalo tir 3 tod nhd, dén véio 11:15-
11:45 (s6 minh hoa). Qudn dinh vi lgi: “Com nhda cho dén vén phong, giao téi ban trudce 12 gid”, do
bdng ty 1& don giao trudc 12:00. Khdch théi so gid vi thi ho mua ld su dung gid.

Trang 2/5



Vi du minh hoa: trung tam tiéng Anh thiéu nhi

M6t trung tdm tiéng Anh thiéu nhi (gid dinh) quéng cdo “gido vién gidi, phusng phdp hién dai” nhu
moi nai. Hdi chuyén 15 phu huynh, chi nghe méi mét néi lo: hoc mdy n&dm mé con van khéng ddm néi.
Trung t&m dinh vi lai quanh viéc luyén néi mé&i budi, kém tiéu chudn: cudi ky méi bé cé video tu gidi
thiéu 1 phat gii phu huynh. L&i hita cé cdch kiém tra nén phu huynh tin.

LACA Dental - 90 ngay & 6 nay

s

HIEN TRANG

Bén k& hoach dd cé 3 nhém khdch A/B/C, 3 chan dung, nhan dinh trung tdm vé nhu cdu “yén tam”
va USP kém 5 tiéu chudn; bd nhan dién “Nha khoa LACA” va website lacadental.com dé lam. Dir liéu
phdn mém cho thdy khdch nhi, nha chu, onlay/inlay dang téng, boc st - lam cau gidm tir 112 xuéng
54 ngudi, vai 1/4 khdch méi dén sau 6 gid toi.

KHOANG TRONG

Nhém khdch va USP méi ndm trén gidy, chua gdn s6: chua biét ty trong khdch, doanh thu theo
nhém; chua do dugc “ré chi phi” hay “déng hanh 1au dai” bding chi sé ndo. Tén LACA/LAKA chua
chét nén dinh vi chua thé in déng loat 1én moi diém cham.

VIEC TRONG 90 NGAY

e L& tan trudng xudt danh sdch khdach 12 thang tir phdn mém, gén méi khdch véio nhém A/B/C
hodc “khdc”, kém tudi, khu vuc, dich vu, gid dén — xong trudc 10/11/2026 (ngay 30).

e Chi phong khdm cung mét bdc si hdi chuyén ngdn 15 khdch (5 ngudi méi nhém): vi sao chon
LACA, trudc khi dén lo diéu gi; ghi nguyén véan, khéng ghi théng tin nhan dién — xong trudc
30/11/2026.

e GAanmdiy clia USP v8i mot chisé: “Ré chi phi” = ty 1& ca cé bdo gid viét trude khi diéu tri; “Ddng
hanh 1au ddi” = ty 1& dén ding lich tdi khdm; dua vaio béng sé tuan tir10/12/2026 (ngdy 60).

e Chét cdch viét tén thuong hiéu (Ilam cung 6 6.3) réi mdi in lqi tai liéu dinh vi mot trang cho 1€ tan,
bdc si va nguai lam kénh.

e Lam bdng so sdnh 5-7 nha khoa trong bdn kinh khdch hay di: gid ma budi t&i, cudi tuan, céch
bdo gid, cdch ndi vé minh — xong trudc 09/01/2027 (ngdy 90).

Giir mirc 3 nhung cé s6: biét ty trong khach cla tiing nhém A/B/C (va ty trong doanh thu khi 6
4.1c6 s0 that), mbi y clia USP cé mot chi so theo ddi hdng tudn, 1€ tan va bdc si néi cing mot

cau dinh vi. Day la nén dé 1én miic 4 trong quy 1/2027.
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Checklist trién khai

O
O
O
O
O
O
O
O
Chi sé do
cHi sO

Ty trong khdch theo nhém
Ty trong doanh thu theo nhém
Khdch néi diing ly do chon

Chi sé cua timng y dinh vi

Al va tu dong hoa
VIEC

Phan tich danh sach khach
xudt tif phdn mém

Téng hgp tiéng néi clia
khach

Thit céu dinh vi véi “khach
mé phéng”

Ra I3i dinh vi trudc khi ddang

MGi y trong cdu dinh vi cé 1 chi s6 kiém tra dudc

CACH PO

Xudt dugc danh sdch khdch 12 thang cé tudi, khu vuc, dich vu, nguén
Chia xong 2-4 nhédm khdch, m&i nhém c6 tén goi chung trong doi
M&i nhém cé 1trang: cdn gi, s3 gi, chon bdng gi, nghe ai

C6 béng so sdnh 5-10 déi tha trong khu vuc, cap nhat trong quy

Cau dinh vi viét ra, dudi 20 chil, ca dbi ndi lai dugc

L&i chdo |€ tan, website, trang kénh dung cung théng diép

Da rd cau dinh vi theo danh sdch tir khéng dung trong quéng cdo y té

THE NAO LA TOT

S6 khdach méi nhém + téng khdch trong C6 s6 déu méi thdng; nhom chién

thdng, 1ay tir phdn mém

lugc t&ing ddn

Doanh thu m&i nhém + téng doanh thuthdng  Nhém chién luge chiém phdn 16n va
(cdn sé doanh thu that 8 6 4.1) dilén; tu d&t ngudng tir sé ddu tién

L& tén hdi khdch méi“vi sao chon bén em”, Tdng ddn qua ting quy
dém cdu trd I8i trung véi dinh vi

Vidu: % ca cé bdo gid viét trudc diéu tri; % Tiéu chudn c4t 16i gén 100%; tiéu

dén dung lich tdi khdm

cONG CU

Google Sheets + Claude
hodc ChatGPT

Claude

Claude

Claude + danh sdach tur
khong diing
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chudn con lai tdng ddn

AI LAM - NGUOI LAM

Al gom nhém theo tudi, dich vu, gid dén va chira nhém
dang téng; ngudi kiém lai s6 géc va quyét dinh nhém nao
l& chién lugc. Chi dua vao Al dirliéu dé bé tén, sé dién
thoai.

Al doc ddnh gid Google, binh ludn, ghi chd hdi chuyén da
dn danh, xép thanh ndilo - mong muén - ly do chon, kém
c@u nguyén van; ngudi chon cdu ndo dung cho ndi dung
va I8i tu van.

Al déng vai titng nhém khdch (vd ngudi 55 tudi mdt réng,
lo chi phi) dé phan bién cdu dinh vi; ngusdi coi day la ggi y
ban ddu va kiém lai bdng khdch that.

Al ddnh ddu chif hita hen tuyét ddi nhu“tdt nhét”, “100%”;
ngudi phu trdch chuyén moén va phdp ly duyét 1dn cudi.
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Sai lam hay géap

e Chon khdch theo mong muén thay vi theo s6 — mé dir liéu 12 thdng trudc khi viét chan dung khdéch.

e Dinh vi bding thir khdach khong quan tdm nhu mdy méc ddi méi hay s ndm thanh 1&p — héi khach that

ho chon bdng tiéu chi gi.

e Hia mét diéu khong do dugc — méi 18i hira phdi cé mdt chi s6 va mdt ngusi chiu tradch nhiém.

e Ngdnhy té& lay két qué diéu tri lam dinh vi (“t6t nhéat”, “khdng dau”) — vira sai quy dinh quéng cdo via
mdt long tin; hay dinh vi bdng cdch lam nhu minh bach, gidi thich rd, va kiém tra quy dinh hién hanh
hodc héi ludt su trudc khi ddng.

Khai niém 96'0 TRUY VE NGUON NGUYEN BAN

KHAT NIEM

Pinh vi (positioning)
CO NGUON

Phan khtc thi trudng
CO NGUON

Viéc khach cén lam (Jobs to
Be Done)
CO NGUON

Thang miic 1-5 cta 6 1.1va
quy tdc “méi y dinh vi mét
chisé”

O lién quan

NGUON GOC

Al Ries & Jack Trout - “Positioning: The

Battle for Your Mind” (sdch, Warner Books)

-1981; y tudng xudt hién trudc dé trong
loat bai trén Advertising Age ndm 1972

Wendell R. Smith - “Product Differentiation

and Market Segmentation as Alternative

Marketing Strategies”, Journal of Marketing

21(1): 3-8 - 1956

Clayton M. Christensen, Taddy Hall, Karen
Dillon, David S. Duncan - “Know Your
Customers’ ‘Jobs to Be Done’”, Harvard
Business Review - 09/2016

CAS Automation phéng tdc theo tinh thdn
cdc thang trudng thanh néng luc

CAS DUNG THE NAO

CAS dliing y “chiém mét ché ré raing
trong déu khdch”, réi thém yéu cau méi
y dinh vi phdi cé viéc lam va chi s6 di
kém.

Cd sd cho budc chia 2-4 nhém khdch
theo nhu céu, thay vi ban cho “moi
nguai”.

CAS dung dé hdi khach “anh chi dang
can gidi quyét chuyén gi” va ghi 15
nguyén vdn, thay vi chi mé ta tudi, thu
nhap.

Gilip cht doanh nghiép tu chdm bdng
dédu hiéu nhin thdy dudc, khéng can
chuyén gia.

1.2 Tao khdch tiém néing - 1.3 Bdn hang va chuyén déi - 2.1 Danh muc san phdm - 2. 2 Offer, gid, mdé
hinh doanh thu - 2.3 Chat lugng, trdi nghiém, khdc biét - 6.3 Nhan hiéu - 6.5 Quang cdo, ngudi tiéu dung

Tai liéu & ggi y qudn tri, khdng phdi tu véin phdp ly, thué hay y khoa. Sé liéu minh hoa dé dudc ghi ré. Trudc khi dp dung cdc nédi dung vé
phdp ly, thué, quéng cdo dich vuy t&, héy déi chiéu van bdn hién hanh va héi luat su, ké todn.
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