Gan két khach hang véi website ban hang truc tuyén

Lam thé& nao dé trang web ban hang thu hat khach hang va khién ho gén bé hon?
MOt s6 nha quan ly kinh doanh cho rang khach hang truc tuyén khéng trung thanh
va chdng muén tiéu tién.

Vi vdy, trén trang web ho chi cung cép thong tin tdi thi€u vé san phdm hodc dich vu
ho mudn ban vdi suy nghi: “Néu cung cap qua nhiéu thong tin, khach hang sé rdi tri
va khong tap trung vao viéc mua hang”.

Liéu do cé phai la cach lam dung? Tai sao khach hang mua rugu vang Phap cling
mudn tim hiéu thém vé xudt xU, loai nho, cach pha ché, cach udng, cac thifc an nao
nén dung chung vdi loai vang nao?

Khach hang mua quan &o Versace cling muén bié€t thém vé phu kién mac kem sao
cho hgp mot, hodc ca su kién vé nghé thuat lan kinh doanh?

DE tra I8i cau hdi nay, Andreas B. Eisingerich va Tobias Kretschmer nghién cu 1.700
trang web thudng mai dién tl, phdng van 238 khach hang truc tuyén va 112 nha
quan ly tai My, chau Au va chau A trong vong bén nam.

KEt qua cho thdy cd dén 57% nha quan ly khdong hai long vdi ty 1€ tang trudng ban
hang truc tuyé&n, nhung chi cé 17% c6 k& hoach thay ddi trang web dé cai tién viéc
ban hang.

Hau hét cac nha quan ly déu khéng biét nén thay d6i trang web nhu thé nao dé 16i
kéo khach hang nhiéu haon; ho chi nghi giam gia la cach quan trong duy nhéat dé thu
hut khach hang truc tuyén.

Sau day la nam yéu td quan trong gitp khach hang truc tuyén gan bé hon vdi trang
web ban hang cla ban.

Ca nhan hoéa viéc mua hang

Amazon.com la bac thdy cla viéc ghi nhan va ca nhan héa viéc mua hang dua trén
hanh vi mua sdm cla khach hang. Néu ban 1a mét khach hang dang s6ng 6 Phap,
trang web sé hién 1én véi giao dién ti€ng Phap thay vi ti€ng Anh. Amazon sé gidi
thiéu mo6t s6 mén hang ma ban “nén” mua dua trén lich s mua hang trudc doé cua
ban, hoac nhitng moén hang lién quan dén mén hang ma ban dang xem hoac dang
chon mua.

Tuong tu, trang web Pandora, Rhapsody hay tinh nang Genious clia i'ng dung ltunes
8 cO thé suy ra kha chinh xac loai am nhac khach hang nén nghe dua trén lich st
mua hang va phan tich dac tinh cua cac bai hat. Vi du: néu ban thich Britney Spears,



ban cling nén nghe thém Katty Perry hodac nhitng bai hat mdi nhu Hung up cua
Madonna.

Phan loai hang hda r6 rang

NéEu ai da tung s dung eBay.com, ubid.com, hodc etsy.com sé cam thdy rat thoai
mai khi duyét qua hang chuc danh muc phan loai sdn phdm cla hang ngan san
pham rao ban. Tuong tu, trang web cling phai cé tinh ndng tim kiém manh, dé thao
tac, hay toan bd trang web c6 cau tric chi'c nang (navigation) ddn gian va tién Igi.

Emirates.com, trang web dat giai trang web hang khong toan cau tét nhat nam 2008
clua WebAwards, cuc ky dé thao tac véi chi nam khGi chifc nang chinh.

eBay da tirng c6 hang chuc nhan vién chi don thuan xu ly va téi uu hda cac tu khoa
(keywords) tim kiém hang héa sao cho khach hang that dé& dang tim ra mén hang ho
can mua. Diéu nay cé vé nhu nha quan tri trang web nao cling biét, nhung kha nhiéu
trang web khéng trién khai thanh cong.

Dé dang theo d&i don hang

Né&u ban chi mua 1-2 don hang mdi ndm thi chuyén can theo d&i don hang sé& chang
phai la van dé. Tuy nhién, khoang 20% khach hang quan trong sé déng gép gan
80% doanh thu cua mot trang web, va nhirng khach hang loai nay sé hitu rat nhiéu
don hang (mua lan ban) hing thang.

C6 nhiing thanh vién cla eBay hodc 5giay chl yéu kiém sdng bang viéc mua di ban
lai hang hoéa truc tuyén. FedEx da lam moét cudc dot pha trong nganh giao nhan khi
cho khach hang theo déi 10 trinh va trang thai cia géi hang trén trang web cua ho.
MOt khi cung cdp dudc cach thic dé dang nhat cho khach hang theo ddi don hang,
trang web s& dem lai su’ thoadi mai nhat cho ho khi mua sadm.

Théng tin phong pha vé san phd@m hodc dich vu

Viéc cung cap thém thong tin khi€n khach hang nhan thiric ré rang nhirng Igi ich ma
san phdm hay dich vu mua dudc c6 thé dem lai cho ban than ho.

Vertu khong don thuén la chiéc dién thoai nhu nhitng dién thoai théng dung khac.
Vertu thé hién ddng cép clia ngudi st dung.

Ngugi sir dung dién thoai Vertu cdn dudc hi€u ré vé tinh sang trong bac nhéit cla
chiéc dién thoai ho dang s dung, chang han vét liéu quy tao nén chiéc vo siéu bén,
hay tong s6 gid lao ddng ma mot ngudi thg danh dé danh bong mat da.

Thé hién rd dac tinh ban hang doc nhat (1) (USP — unique selling proposition) va dac
tinh gia tri cdng thém (EVP — extra value proposition) la nhitng bugc dé chiém linh tri
Oc va trai tim clia ngudi mua hang.

Théng tin vé cac san pham va dich vu lién quan

Ban da tiing noi chuyén vGi ngudi mé xe hai? Ho cé thé gii thich cho ban hang gid
vé cac loai xe (cUia hdng xe ma ho thich), mau sac nao la thdi trang cia nam nay,

hoac tang cudng hé,thc”)ng loa nhu thé nao, 1&p thém dudi ca sao cho dep, kinh chéng
nhiét loai nao cé thé gitp cho tai x€ van nhin ré vao ban dém, AMG “do” dong cd ra



sao...

Tai sao khach hang “td mo” dén nhu vay (ngay ca khi ho chua da tién d€ sdm mot
chiéc xe hai)? B&i ho mudn thé hién ban linh, muén dung kién thirc clia minh gay
anh hudng lIén ngudi khac, mudn “thudc vé” (belonging) mét nhém (2), hay mot san
pham “huyén thoai” (3). Vi vdy trang web can cap nhét thong tin lién quan dén san
pham va dich vu cho khéach hang.
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