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HTTT trong cac t6 chuc kinh doanh theo ba murc:

Mrc trén: Hé théng quan ly tri thtec va hé thdng thong tin kinh doanh
chuyén nganh . QL chién lvoc

MUrc gilra: HT thong tin quan ly va Hé hd tro quyét dinh. QL chién thuat

Mrc dwoOi: Thwong mai dién ti, thwong mai khéng day (M-commerce:
Mobile-commerce) va cac hé thong doanh nghiép. QL chirc 2
nang (tac nghiép)




NOi dung

1. Gidithiéu vé thwong mai dién t&r va thwong mai di déng
2. Ung dung ctia thwong mai BT va TMDD

3. Cac moi de doa tir TMDT va TMDD

4. Dan luan: Cong ty Staples va Cy Tommy Hilfiger va
MoneyAisle.com dwa khach hang t&¢i mua hang

5. Chién lwoc dwa TMBT va TMDD t&i thanh cong

6. Hatang cdng nghé cho TMDT

7. Diéu khién trang thai khéng gian mang

8. TMBPT va TMDD ¢ Viét Nam
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1. Gi&i thiéu vé TMDT va TMDD

Bang 3.1. Loi tirc dau tuw TMPT va lgi tirc dau tir tong thé toan cau [UNCTADI5]

Value of
shipment

2002 Total 3921 4162 NA 3129 11211 NA

E-commerce 752 880 NA 45 1677 NA 15%
2003 Total 4015 4 367 NA 3263 11 646 NA

E-commerce 843 968 NA 57 1868 NA 16%
2004 Total 4 309 4 840 NA 3474 12 622 NA

E-commerce 996 1060 NA 72 2129 NA 17%
2005 Total 4742 5243 NA 3690 13675 NA

E-commerce 1344 1228 NA N 2663 NA 19%
2006 Total 5016 5534 NA 3874 14 473 NA

E-commerce 1567 1305 NA 113 2985 NA 21%
2007 Total 5338 5883 NA 3999 15 226 NA

E-commerce 1879 1395 NA 136 3410 NA 22%
2008 Total 5468 6136 NA 3946 15550 NA

E-commerce 21N 1422 NA 141 3734 NA 24%
2009 Total 4 420 5144 NA 3630 13193 NA

E-commerce 1892 1355 NA 145 339 NA 26%
2010 Total 4 905 5757 11164 3an 25 668

E-commerce 2350 1547 302 169 4 368 17% 28%
2011 Total 5481 6 451 11544 4133 27 610

E-commerce 2704 1696 338 198 4938 18% 29%
2012 Total 5756 6771 12 004 4344 28 B76

E-commerce 2989 1789 366 227 537 19% 30%

.
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Khai niem TMDT i

= Nhiéu néi dung, phu thudc vao qudc gia.

= OECD 2011: “viéc ban/mua hang hoéa/dich vu duwoc tién hanh qua mang
may tinh bang cac phuong phap thiét ké dac biét cho muc dich nhan/dat
hang. Cac hang hoa/dich vu dwoc dat hang bdi cac phwong phap noi
trén, con viéc thanh toan/giao hang cudi cung hang héa/dich vu khéng
can phéi duoc tién hanh truc tuyén. Giao dich TMPT la gitra cac doanh
nghiép/hd gia dinh/cé nhén/chinh quyén/té chirc céng/twr nhdn khéac.
Bao gébm céac don hang duoc lam trén web/extranet/trao déi div liéu dién
fte. TMDT duoc xac dinh theo moi phuwong thire dat don hang, loai trir
cac don hang duwoc thuc hién qua goi dién thoai, fax, hodc e-mail thu
cbng”

Tién hanh hoat déng kinh doanh (vi du, phan phdi, mua, ban, tiép thi va
phuc vu san pham/dich vu) bang dién t& trén mang may tinh nhw
Internet, Extranet, va mang doanh nghiép.

Mua/ban trén giay, ton thdi gian, bat tién cho KH 1am ndy sinh TM BT
Hoat dong dau tién tién téi TM BT 1a mua/ban

Hé thdng mua béan ciia CISCO: giam ' chu ky, tiét kiém 170 triéu US$




Covisint: Cung cap dich vu TMDT
. B2B

= 2003: >80% cbng ty My mua ban trwc tuyén
» Khu vwec TMBT I&n nhéat, thé hién trinh d6 TMDT

= Cung céap dich vu B2B: Covisint (hitp://www.covisint.com/): thang
7/2015, Covisint hd tro nhiéu nganh céng nghiép; khach hang da trién
khai nén tang tinh toan dam may B2B dé két ndi v&i hon 212.000 dbi tac
kinh doanh va khach hang cua ho - v&i giao dich vuwot qua mét nghin ty
46 la MV mdi nam
a " COVisint  Products Industries  Stories  Company  Partners Contact Us Support Login Languages

- W o |

Mission-critical.

Transform your

business in the cloud.

Our Platform Our Industries Our Company

- How we transform businesses in the cloud » Learn about our industry offerings » Discover how success begins with Covisint »




HoC
NGHE

B2C

TMBT doanh nghiép ban tric tiép hang hoa téi nguoi tiéu ding
Ban dau canh tranh v&i ban Ié truyén thdng

Vi du Amazon: 1995-2003 khdng co6 lgi nhuan; 2003: 1 webpage
ban 1& sach 1 ban mét loat san phadm & nhiéu nwéc; véi 97.000
nhan vién; 11 trang web B2C qudc gia va - “hén
hop”; hon hai triéu ngwoi ban hang bén th ba

Chiém 3,4% tdng doanh s6 ban 1&: Téc dd tang trwédng B2C: ba
lan so v&i toc dd tang trwdng tdng ban 1é

KH tim thay nhiéu hang hoéa/DV (cd phiéu, sach/bao, vé may
bay, phong KS...) gia ré hon khi mua truyén thong:

KH c6 thé so sanh dé dang cac san pham cung loai.

Ly do: loai bé nguwdi trung gian-méi gioi

Ep chi phi va yéu t6 khéng hiéu qua ra khai chubi cung tng

— loi nhudn cao hon cho Clty va gia ré nhat cho ngwdi dung.



B2C

Bang 3.2. Danh sdch cac muc hang trong y dinh mua hang truec tuyén 6 thang tiép cua
nam 2014 tai cdc khu viee trén thé gici [UNCTADIS5]
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Clothing, accessories and shoes

2|8
g

Electronic equipment 41 25

Tours and hotel reservations 53 33 35 32 43
Alrine tickets and reservations

Mobile phone 44 22 27 22
Event tickets

Computer hardware 36 25 20 29
Hardoopy books 22 24 31
Computer software 33 19 27 18 27
E-DOOKS 43 22 23 _
Sporting goods 42 19 20 19 21
Music (not downloaded) 33 19 21 19 30
Videos, DVDs and games 32 21 23 21 33
Cosmetics 43 21 19 20 21
Personal care 43 17 18 14 16
Groceries 41 14 15 n 14
Toys and dolis 40 16 18 17 24
Car, motorcycie and accessories 20 13 16 1 15
Pet-related products 26 15 14 1" 19
Baby supplies 29 12 18 1 12
Flowers 21 1n 16 10 21
Alcoholic drinks 25 9 1 8 10




c2c 3

e C2C

» Dang TMBDT ma nguwdi tiéu dung ban truc tiép HH/DV t&i nguoi
tieu dung

= eBay (Ra doi 1995 ): KH mua ban truc tiép 1an nhau ; (2007): 2,3
ty mat hang, 07/2015: trang web C2C I&n nhat thé gidi véi 25
triéu ngwei ban tich cwe, 157 ngwei mua tich cwe va tong sb
tién hang hda mua-ban trong nam 2014 1a 83 ty dé la My

= Nhiéu trang TMDT C2C nhw: Bidzcom, Craigslist, eBid, ePier,
Ibidfree, Ubid, and Tradus.

= C2C gidm thiéu (i) dung trang rao vat dé quang cao va (ii) ban
hang ca nhan

= C2C phd bién sinh vién dai hoc : Trwdng PH lap trang web
TMDT cho sinh vién ban SGK va cac mat hang khac.



E-government f

o Khai niém
= S dung ICT dé don gian hoa viéc chia sé thong tin, tang tdc qua trinh

truyén thdng, cai thién moi quan hé gitra cong dan va chinh quyén.
= G2C, G2B, G2G

e G2C

= khai thué trwc tuyén bang va lién bang, gia han gidy phép tw déng, ap
dung cho cac khoan vay sinh vién, va tao déong gop cua van déng.
= 2008: hon 130 triéu ndp thué ca nhan, giam gia gui.

« G2B

= H6 tro co quan chinh quyén (CQ) tra tién mua vat liéu va DV tir cong ty
tw nhan
= Giup cdng ty chao gid hop dong thau chinh quyén

e G2G

= Cai thién truyén théng gitra cac cap chinh quyén.
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M6 hinh TM DT da ting

[ Cung ting truyén théng Nguoi mD

4 _~~ Cung

o TN -

o7 7 Gngdien

A 4

1. Tim kiém va
nhéan dang l

5. Dich vu sau
ban hang

l 2. Lwa chon va
4. Cungcap .
hang hdava
dich vu

t 3. Thanh toan [*

e vau ually

= Tim kiém va nhan dang

= Lwa chon va dam phan

= Thanh toan

= Cung cap san phdm va dich vu
= Dich vu sau ban hang (hau mai)

1



Cac thanh phan TMPT

=i

# Nha cung cap

/
§

Co quan
cap giay -
chrng nhan 1

"Quan tri thwrong mai

Trung tam phan phdi
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FedEx: thi hanh lIénh mua hang

Mang,
pat hang Internet

A ona bao 16 hA0g.. :)

Khach hang

CosG
phan phdi

Fed Ex

cua FedEx

e Lénh dat mua may tin HP

= Dong san phdm va dong théng tin
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Quan ly chudi cung trng va quan hé KH i

« Quan ly chudi cung trng

= C6 nhiéu nha c/cap: trao dbi Internet dam phan gia ca &DV canh tranh.

= SCM Ia van dé toan cau

= Aviall (My, con Boeing): 1anh dao toan cau vé ban bé phan may bay qua
dich vu KH dang cép thé gi®i cho moi KH, moi lic. Cung cép dich vu
SCM hau mai. Tiép thi va phan phdi SP hon 225 nha may, xap xi 1 triéu
muc , 39 qubc gia. Thanh phan Inventory Locator Service (ILS) cho
phép ngudi ban-ngwdi mua truy nhap trwe tiép 24/7. Hon 3500 16 hang
dwoc tao hang ngay.

e Quan ly quan hé KH

= Moi khia canh twong tac B2C: Tiép thi, quéng céo, ban hang, DV KH ,
chwong trinh “gitr chan KH”
= Nhan thdng tin phan hoi dé thiét k& mai hodc nang cap SP&DV.
Khic jmsm 5%

Website thiét ké chua chuyén nghiép

Dich vu vén chuyén va giao nhan 51%
Mt hong tin ca nhan bi tict 16

Cach thire dat hang tryre tuyeén qua rac roi

San pham kém chit lugng so véi quang cao 81%
Giaca 46%

Hinh 3.4. Tro ngai khi mua sam truec tuyén tai Viét Nam [BCTMPT2014]
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Thach thieec TMDT ﬁ

o Ba ndi dung chinh e
= 1) xac dinh mét md hinh va chién lwgc TMDT hiéu | Ndi dung
qua, g .
= 2) dbi phé véi van dé rieng tw cla nguoi tiéu dung, ;:gﬁ%?]gtggh'ep
e . e | Giacdphidu
= 3) khac phuc hién twong thiéu Iong tin cua nguwoi

tieu dung.
« Xac dinh md hinh va chién lvoc

= M6 hinh dién hinh gdm ba thanh phan: céng déng,
ndi dung va kinh doanh.

= Coéng doéng: Dung bang tin va phong chat xay dwng
céng dong trung thanh (quan tdm-nhiét tinh v&i cong
ty va SP&DV)

= Cung cap céc nbi dung tin céng nghiép va kinh té
hiru ich, chinh xac va kip thoi 16i cudn trd lai trang Bang t
web Phong chat

» Thwong mai: Mua — Ban clua Khach hang Vi |l——
Céng/ty: Khach hang va cong ty tra tién.

Thwong mai

Khach hang,
doanh nghiép
mua va ban

Cong dong
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Thach thire TMDT: Tinh riéng tw 3

e Tinhriéng tw
= 1/3 nguoi trvdng thanh khéng mua bat ky hang triee tuyén
= Quan tdm riéng tw va khéng tin doanh nhan tryc tuyén
= — md hinh hiéu qué + quyét quyét can than tinh riéng tw cia NTD
= Motsdvidu:
0 sb lwong hd so chiva théng tin nhay cdm vi pham tinh riéng tw
(01/2005-3/2008) I&n t&i 224 tridu ngudi
0 Mot CSDL TD Ameritrade: tham nhap (hack) danh cap dia chi e -mail,
s6 dién thoai, dia chi nha cla hon 6.3 triéu khach hang
0 Cac trang web ban 1é truc tuyén cliia Geeks.com: xam nhap tén khach
hang, dia chi, s6 dién thoai, sb thé tin dung
0 Ngan hang OmniAmerican: Tan cdng hé so may tinh danh cap so tai
khodn, tao ma PIN mdi, ché tao thé ghi no, va rat tién tr cac may ATM
trén toan thé gioi
0 Trang web MLSgear.com Major League Soccer: mot nha cung cép dich
vu bén thir ba xam nhap tén, dia chi, d liéu thé tin dung, dir liéu thée
ghi no, va mat khau cda ngwdi mua sam
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Nhu cau dam bao riéng tw i

Hau hét nguwdi st dung web quan tdm béo vé tinh riéng tw
Theo thong ké
17% tuyét déi khédng cung cap théng tin riéng tw
56% cung cap théng tin riéng tw néu co bién phap bao vé
27% san sang cung cap théng tin riéng tw
va
86% cho rang cung cap thdng tin ca nhan dé nhan mét loi ich nao
do la sw lwa chon ca nhan
82% coi trong chinh sach bao vé tinh riéng tw trong hé thong
Mdrc dbé bao rpét cac thudc tinh riéng tw khac nhau (ho _tén, nghé
nghiép, [ra tudi, s¢ thich, noi cw tru, vi tri hién tai...) Ia khac nhau

[AS00] Rakesh Agrawal, Ramakrishnan Srikant (2000). Privacy-Preserving Data
Mining, SIGMOD Conference 2000: 439-450

(525 chi dan — ACM Digital Labrary , 1910 chi dan- Google Scholar)



Vi pham tinh riéng tw: Vi du i

o Gregory Piatetsky-Shapiro [Shap95]

Phat hién mau mua hang = g quang cao qua murc t&i khach hang =
phién toai cho khach hang

Hang Lotus: K& hoach ban dia CD-ROM chira di¥ liéu 100 triéu hd gia
dinh (120 triéu khach hang) tao ra bao phan dbi.

e A. Divanis & V. S. Verykios [DV09], D. O’Leary [Leary995]

Danh tinh ca nhan dwoc chi dan tir di liéu hodc tri thirc lién quan to
ca nhan bj tiét 16 cho bén thtr ba khong tin cay. Vi du, tri thirc vé nhom
nguo’l cd nguy co cao vé bénh tat co thé dan toi tinh huong Nnguoi
quan ly c6 hanh dong budc thoi viec mét nhan vién cé kha nang thudc
nhom twong rng v&i mau noi trén

Bi méat thwong mai nhay cam cua doanh nghiép bi tiét 10 tv dir_liéu
hodc tri thirc tao loi thé cho dbi tha canh tranh

[Shap95] Gregory Piatetsky-Shapiro (1995). Guidelines for Eating of the Tree of Knowledge,
or Knowledge Discovery in Databases vs. Personal Privacy, Experts Annual
Index, 10(2): 46-47.

[DV09] Aris Gkoulalas-Divanis, Vassilios S. Verykios (2009). An overview of privacy
preserving data mining. ACM Crossroads 15(4) (2009)

[Leary95] Daniel O'Leary (1995). Some Privacy Issues in Knowledge Discovery: OECD
Perconal Privacv Guidelines Fxpnerts Annual Index 10(2): 48-52



Thach thire TMDT: Tinh riéng tw 3

o Trom cap dinh danh

= Thda hiép di¥ liéu ca nhan — trén cap dinh danh

= Hanh ddng st dung théng tin ca nhan (t&n | s6 CMT | sb thé tai
khoan) khong dwoc phép dé cam két gian 1an hay pham phap
khac.

= CarderMaket: thé tin dung bi mat dwoc mua ban nhw h/héa—
nguwdi chay CarderMaket c6 thé tu 40 ndm va phat 1,5 triéu US$

o Dam bao tinh riéng tw

» Pau tw dang ké cho bdo vé di¥ liéu ca nhan ngwdi dung (néu
khédng mat khach hang va vwéng phap ly)

= COng nghé bdo mat m&i nhat va chuyén vién an ninh dao tao
chuyén nghiép bao vé dir liéu khach hang

19



Khach hang thiéu long tin vao ban hang ﬁ
trwc tuyéen
o Gidi thiéu
= Khéng sdn sang: thiéu long tin ngwdi ban hang hop phap | san

phém/@ich vu nhan duoc: khéng dung moé ta, sai kich thuwdc, sai
mau sac, bi hw héng, khong hoat ddng nhw quang cao

e Tang cwong long tin khach hang

= Xay dwng chién lwgc cu thé tao Idng tin lAu dai cha khach hang
= Phan tich khach hang, san pham, dich vu
= M6t sb giai phap
= Thé hién manh mé mong mudn xay dwng mdi quan hé lién tuc voi
khach hang: gia ca wu tién, chwong trinh Iong trung thanh, goi y/chia
sé théng tin phan hoi
= Minh ching cong ty kinh doanh thoi gian dai
= Lam twéng minh dau tw dang ké cho trang web
= Cung cp sv Ung hd thwong hiéu tlr cac chuyén gia ndi tiéng, ca
nhan co uy tin
= Thé hién sy tham gia cac chwong trinh phap ly va hiép hoi
= Man hinh ching nhan céc té chirc 20




Loi khuyén t&i khach hang i
NGHE

= Chi mua t&r mét trang web ndi tiéng, tin twéng
0 quéng cdo trén phwong tién truyén théng quoc gia,
0 khuyén khich t& ban,
0 nhan dwoc xép hang manh trong cac phuwong tién truyén thong.
0 Tim thy con d4u chép thuan cla céac tb6 chirc xac thuc

= Xem xét chinh sach bao mat cla website dé chac chan véi diéu
kién trwde khi cung cap théng tin ca nhan.

= Xac dinh nhirng chinh sach vé tra lai san pham da mua

= Canh giac néu phai nhap thdng tin ca nhan ngoai nhirng gi can
thiét dé hoan tat viéc mua (s thé tin dung, dia chi, va s dién
thoai).

= Trong moi diéu kién, khéng bao gi& C/cap TT riéng tw nhw SBT
an sinh xa héi, STK ngan hang, hoac tén thoi con gai cua me...

= Khi nhap TT thé tin dung | DLca nhan khac, chac chan dia chi
web https va b/twong 6 khoa & thanh dia chi va thanh trang thai

= Xem xét viéc st dung thé tin dung a0, ma hét han sau khi st
dung thwc hién kinh doanh.

= Trwdce khi tai nhac, cai dat nang cao cla trinh duyét dé vo hiéu
hoa truy cap vao moi khu vwec co chira thong tin ca nhan.
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Gi¢i thieu TMDD i
« Nhan thirc vé TMDD

» Tay Au, Nhat Ban di trwéc Bac My
= Tay Au: giao tiép khéng day Ia phé bién, sdn sang dung TMDD
= Nhat Ban: nhiét tinh cdng nghé méi, c6é nang lwc mua hang TMDD
= MYy: 500 triéu US$ (2008), 2 ty US$ ,(2010) << TMBT 100 ty US$
(2006). Khoang 40% cbéng ty doanh sb 50 triéu US$ c6 TMDD
o Website TMDD

= M6t sb trang TMDD xuat hién

= FlowerShopMobile.com cua FlowerShop.com

= TAn diina loi thé vao cac naav miia sam trona nam: nhir VValentine
Ty & giao dich di dong trong tong s giao dich TMIDET

:

Nhat Ban
Hamn Qudc
Aanh

-

f—

- - <
= 3am =
¥ Nnha z - &
MY - B

Erc —
Ha Lan  —— =
Y 4 P = —— =
Phap © » =
Naa g

0

Braz=i
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2. ng dung ciia TMDT va TMDD ﬁ
o Banlé va ban bubn

» bén I8 dién t (e-tailing) : Ban truc tiép tir doanh nghiép dén ngudi tiéu
dung thdng qua cac ctra hang dién t&r, thwdng dworc thiét ké theo hudng
m&t md hinh thw muc dién tr va gidé mua hang..

» cybermall : Mot trang web duy nhéat cung cAp nhiéu san pham va dich vu
tai mot dia diém Internet ho tro ban 1& dién ter.

= Amazon.com hang dau; tbc dd tang
trwdng nhanh

« Khu vuc quan trong cia TMDT: san xuat, sra chira va thao tac
(manufacturing, repair, and operations: MRO) san pham/dich vu. MRO
16i thei: % cao thdi gian san xuéat chét do khéng dwoc cung cap ding bd
phan, dung luc, dung noi.

= TMBT cho kha nang tim kiém, so sanh manh xac dinh cac muc twong
dwong chc nang, nhan ra co hdi mua sém két hop dé tiét kiém chi phi.
(v&i cac nha cung cap ré hon, dan dén chi phi giam)
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Ung dung trong san xuat ﬁ
e San xuat —

= Trao déi dién tr (electronic exchange): Dién dan dién tt, noi cac
nha san xuat, nha cung cap va doi thi canh tranh mua va ban
hang hoa, théng tin thi trwdng thwong mai, va thwc hién tac
nghiép sau van phong (back-office)

= Di chuyén chudi cung &ng |&n Internet: ddy nhanh chuyén déng
nguyén vat liéu/thanh phdm — gidm lwong tén kho

» Trao dbi dwoc hanh b&i nhém céng nghiép

= Chién lwgc va canh tranh trong trao dbi: mat bi mat thwong mai.
Trao dbi dién t&r khong BT canh tranh: http://www.walmart.com/
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Tiép thi nhe TMDT va TMDD ﬁ
« Tiép thi

= Trang web TMBDT thu thap nhiéu théng tin vé hanh vi khach hang

= khéach hang tiém nang vao cac phan nhom (dac diém nhan khau
hoc: tudi, gidi tinh, tinh trang hdn nhan, mic thu nhap va vi tri
dia ly) hodc theo tiép can hé tw van.

= Hé tw van: loc ndi dung, loc codng tac

= phan khuc thi trirong (market segmentation): Xac dinh cac thi
trwdng cu thé dinh hwéng cho cac théng diép quang céo.

. Alex Blyth [Blyth11]

= Cong ty khéng con kiém soat dwoc moi thir (thédng tin chinh vé
san pham/dich vu, tiép thi t&i khach hang) nhw trwéc day niva;

= Viéc dau tw xay dwng ndi dung trwc tuyén cod chat lwong luén
dwoc dén dap xirng dang. Chung téi xin lwu y khuyén cao nay
cla tac gia la dé cap t¢i dau tw cho "ndi dung trwc tuyén” ma
khéng phai la dau tw cho hinh thirc;

= Phai lién tuc cai tién phwong thirc chuyén tai thong diép.

= Can tan dung tdi da phwong tién xa hoi va cong cu tim kiém. 26

= Kh&ng nén trién khai tiép thi trwec tuvén mét cach riéng 8.




Tiép thi nh& TMDT va TMDD

e Quan ly quan hé nh& cdng nghé

= Quan ly quan hé nho kich hoat céng nghé (technology-enabled
relationship management): chi tiét héa théng tin hanh vi/sé thich/
nhu cau/mau mua cla khach hang; st dung théng tin dé dé dinh
gia, thwong lwong, diéu chinh chwong trinh khuyén mai, bd sung
chirc ndng san pham, va tuy chinh khac toan bé méi QH véi KH.

Bang 3.3. Bay chiéu phdn biét CRM va CRM dwa theo céng nghé

Chiéu

Quan Iy quan hé khach hang dwa
theo cong ngheé

Quan hé truyvén thong voi
khach hang

Quang cao

Cung cap thoéng tin dap ung yéu
cau cua khach hang cu thé

Mot thong diép "day va ban”
chung cho moi khach hang

Hudéng muc tiéu

Xac dinh va dap ang cac hanh vi
va s¢ thich cua khach hang cu thé

Phan khtc thi truong

Khuyén mii va | “May do” ca nhan téi khiach hang | Nhu nhau véi moi khach
giam gia chao ban hang
Cac kénh phan phoi | Truc tieép hodac théong qua trung | Qua trung gian dugc lua

gian; su lua chon cua khach hang

chon bé1 ngudi ban

Gia cua san pham
hoac dich vu

DPam phan véi tirng khach hang

Thiét lap béi ngudi ban cho
moi khach hang

Dac trung san pham
maoi

DPugc tao ra dé dap ung véi nhu
cau cua khach hang

DPugc xac dinh bé1 ngudi ban
dua trén nghién ciru va phat
trién

Cac phép do duoc
dung dé quan 1y cac
mébi quan hé khach
hang

Duy tri khach hang:
Tong gia tri1 cac moi1 quan hé khach
hang ca nhan

Thi phan;
Lo1 nhuan




Hé thong tw van: loc ndi dung

Théng tin san phdm

l chon dac trueng

Mau: dé

. - 3 Hinh: tron, tam giac

thich

S0 sanh

San pham tuong tw Ho so ngudi dung

Lay n6i dung thudc tinh cac san pham ngudi dung da wa
thich dé duw doan san pham wa thich tiép theo
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Hé thong tw van: loc cdng tac i

h b Lol
U, Du doan
Item j cho
U, :
e Du Doan :'> User a

. :> — Danh sach
G101 thigu : > Item cho

User a

U

m

Ma tran dit liéu Loc cong tac Ket qua

Quan hé nguwdi dung — san pham: nhém nguwoi dung
“twong tw nhau” va khi c6 mot ngwoi dung trong “thich”
thi cac ngwoi khac cling “thich” twong tw 29



Pau tw va tai chinh ﬁ
« Dau tw va tai chinh

= Internet cach mang hoa thé gi®i dau tw va tai chinh.

= Kinh doanh méi gi¢i thich nghi v&i Internet nhanh hon bat ky nganh tai
chinh khac

= Giao dich trwc tuyén cho phép nghién ctu nhanh chong, ky luéng va
mua cb phan cdng ty bat ky trong vai giay

= Loithé di¥ lieu va cdng cu co san trén Internet: nha dau tw tinh vi hon

= Khach hang ngan hang truc tuyén kiém tra s6 dw tién tiét kiém, kiém tra
cac tai khoadn cho vay, viéc chuyén tién gitra cac tai khodn va cac hoa
don chi tra.

= xult trinh héa don dién tl: (electronic bill presentment): Mét phwong
thirc thanh toan, theo d6 nha dwa hinh anh cua ngwdi mua trén Internet
va théng bao bang e-mail 1a héa don thanh toan da dén.

= Ngan hang Internet tai chau A, chau Au va Nhat Ban 1a tang dang ké so
vOi Hoa Ky
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Mot s6 trng dung khac ﬁ
« Dich vu bat ddng san truc tuyén

= cung cap kha nang tim kiém ngdi nha dwa trén vij tri dia ly, pham vi gia,
s6 lwong phong ngl/phdong tam, va cac tinh nang dac biét nhw hd
boi/bdn tam noéng.

= Dich vu tim kiém nha Zillow ( )
= Hé thdng tim kiém thwc thé nha Cazoodle Chang Chuan Kevin(*)
= (Cong ty Redfin ( ) v&i cac dai ly

o Cutra hang dién tw
= Triét ly dich vu khach hang cao cép va quan hé khach hang cé nhén

manh mé.

= tw van mua sam ca nhan cho ngwdi mua sam quan o cao cap, hién dai
° Déu glé

= eBay: dau gia trwc tuyén cho ngwdi ban tw nhan va cac cdng ty nhd.

= T6i pham Igi dung dé d& bd, chuyén dd bi danh cép, sdn pham gia mao

= Pai dién khéng chinh xac va khéng day da cho vat ban hang

= PAu giéa tién (Anh, doi véi nguwdi mua) & dau gia Ibi (Ha Lan, nguwdi ban)

= Pau gia lui B2B

= http://www.blairauction.com/
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Dich vu tim kiém nha cta Cazoodle

B Cazoodle - Search, Integrate, and Organi...

Search Engines v Data Factory

Cazoodle builds new search engines
---by transforming Web content into databases.

Search Engines for End Users

Also, visit our labs

space for

products under
Place of Mine Apartment Search Grant Forward development »

Data Factory for Enterprise Partners &pricegrabber

Helping organizations quickly gather data from the Web.

Improving the experience of partners and
P Place of Mine | Apartments, Houses for ... | +

place Of MINE€ by cazoodle Sign in ~ ‘ Favorites | List your property ' FAQ | .

One search, All rentals, Peace of Mind!

place of mine
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KTLab: Tim kiém thwc thé

%> WebHome = Connections/VNUSISLab = TWiki - Moxzilla Firefox = =]

Eile Edit wiew History Bookmarks Tools Help

- >< ‘ar (A | htep:jffalconz.cs.uiuc. edu: S0S0/Ewiki/binfview/Connections/VNUSISLabfWwebHome B -] [E- &
L&) Most visited M Getting Started
| “A webHome < Connections/¥NUSL .. 3 | . wWebHome < Main < Twiki | | @& HowTo-UsingConnectionsTwiki < Conn... = =
- arcr
— —
Edit | WYSIM/YG | Attach | Printable
¥ou are here: TWiki > m Connections A/NUSISLab YWeb > VWebHome F10- 16 Sep 2008 - 02:26:03 - KevinChang

Connections: VNU SiISLab + UIUC Forvward Group

Meeting Summaries

i
Sandbox d
TViki = =

@ Create 8 Search Meeting Summaries
ThuyHa
200809 [Rkodlk 4

Done

%D webHome < Connect.. = Mozilla Firefox Start P... S E R T @R % = ez am

Real estate arch

Apartments for Rent: 229 C5 Dai Kim - 8al3e5ed
- Location: 229 C5 New Urban Dai Kim. Hoang Mai District, Ha Noi. Property type: Villas Price- 15,000,000
Propertv Type VND Bedrooms: 8 Bathrooms: 5 Area 320m2 .

Location hoang mai

www metvuong com - Original - Cached

Price min 10000000 max 1000000000
g Housc for Salc. Housc for Rent. Villas. Apartments. ...
Bedrooms min 2 max 9 . Location: 25 Tan Maz, Tan Mai 25 Tan Mai, Hoang Mai District, Ha Noi. Property type: Apartments, Buildng
Bathrooms min max Price: 1,000,000,000 VND . Built vear: 1996 2 bedrooms 2, batlrooms. Arca: 88.00 m2. Garage...
www.nhadat.com - Original - Cached
Area min max

Cccca Nha Dana Van Phong Khac

= -..$'m2 rent huxury apartments Hoang Mai Ha Noi. Category: ...-Thanh 3uan. Ha Noi Price: 16,200,000 vad /
Search Clear m2 Virhual Office in district Details: Apartment 89 m2 with 2 bedrooms clear designed system

www vanphonstrongoi com - Onginal - Cached

Tran Nam Khanh, Pham Kim Cuong, Nguyen Thu Trang, Ha Quang Thuy (2009). Finding
object-oriented information in unstructured data and adapting to Viethamese real estate domain,
2009 National Conference on ICT, Dong Nai, Vietham, August, 2009



Wng dung moi lic, moi nei cia TMDD i
= M6t ngwdi dung: Théng tin ca nhan, huwéng ngwdi ding cu thé
o Ngan hang di dong

= Moi luc moi noi truy cap theo cac dich vu tai chinh
= Xem sb dw tai khoan (kiém tra, lwu, Money Market va thé thanh toan)
= Chuyén tién gilra cac tai khoan
= Xem va thanh toan hoa don
= Xem lai lich st giao dich tai khoan

= NHDD cia AT&T

e S0 sanh gia di dong

= Khuyén khich ngw®i mua so sanh gia dwa trén web

= dan dat ngwdi mua san sang mua hang ttr mot nha ban 1& khac
dwa trén so sanh gia ca va san pham

= AbeBooks.com
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Quang céo di déng va phiéu giam gia DD f
e Quang cao di déng
= 58 triéu thué bao khéng day My xem quang cao trén dién thoai di
dong trong thang Hai nam 2008
= Chan cac tap tin Cookie
= Van dé diém danh gia quang cao DD
« Phiéu gidm gia gia di dong
= 2% chu thué bao di ddng st dung phiéu gidm gia di ddng
» Khach hang trung thanh von c6 va tiém nang
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U'u the cua TMDT va TMDD
o Giam chi phi
= nhiéu vu mua ban hon dwoc hoan thanh v&i dé chinh xac tang
= gidm ton kho
« Tang tdc dong hang héa va thong tin
= két ndi dién tr:
= théng tin lwu théng dé dang, trwe tiép va nhanh chong
e Tang dj chinh xac
= Ngu®i mua trie tiép nhap théng tin sdn phdm va don dat hang
= Loai bé nhap sai di¥ liéu cia nhan vién
Cai thién dich vu khach hang

= Théng tin cang tang va cang chi tiét hoa tang long trung thanh KH
= Nhat quan tang Idng tin cla khach hang
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Thach thirc toan ciu héa TMDT va TMDD

« Thach th&rc vé van hoa
= Pa dang van hoa, phong tuc
= Trang web thiét ké can than do ngwdi xem & moi van hoa.
= Hap dan, dé st dung, vé hai v&i moi nguwdi khac.
« Thach th&rc vé ngén nglr
= Thach thirc ngébn nglr: Hang rao ngdn ngilr
= Phwong an luan phién: Can phu hop véi khach hang
= Thoi quen dbi véi méi loai ngdn ngir
= Pon vi do lwong (km/dam, ...)
« Thach thirc vé khdng gian — thdi gian
= Khong gian xa, thdi gian 1&ch: giao tiép truc tiép
= N&n c6 hé thong cho phép khach hang theo ddi hang xuat xwéng
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Théch thirc toan ciu héa TMDT va TMDD

« Thach thrc vé céng nghé ha tang
= Pa dang trinh duyét: chinh xac cho moi trinh duyét
= [nternet Explorer, Firefox, Safari, Opera, Netscape, Mozilla
= HO tro truy cap tr moi loai may tinh
o Thach thirc vé tién té
= Phai ghi rd tién té
« Thach thirc vé san pham/dich vu
= Can hoat ddng tin cay v&i sdn pham truyén thong
« Thach thirc vé luat chinh quyén,
= M®&i cap c6 bd luat diéu chinh giao dich thwong mai dién tdr
» Theo d&i cac luat va dwa vao trang web: doi hdi nhiéu thoi gian,
cbng surc ’
= Chuyén gia tw van phap ly
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3. Moi de doa tr TMDT va TMDD ﬁ

e An ninh

= Chuan an ninh céng nghiép thé thanh toan: Payment Card Industry
(PCI) Data Security Standard (DSS)
= Chuan PCI DSS: cac bién phap va tha tuc an ninh dé bao vé t6
chirc phat hanh thé, chu thé, doanh nhan
0 Caidat va duy tri twong I0va kiém soat truy cap may tinh va dir liéu
0 khong bao gi¢' st dung méc dinh nha cung cap phan meém / phan ctrng
cac mat khau hé thong
0 yéu cau doanh nhan bdo vé di¥ liéu lwu trir, ma hoa truyén tai théng tin
chu thé trén mang cong cong, str dung/thwong xuyén cap nhat phan
mém chong virus, han ché quyén truy cap can-biét (need-to-know) vao
di liéu nhay cam.
= Cac bién phap bd sung dé tang cwdéng bao mat dung thé tai thoi
diém thanh toan
0 Hé thdng xac nhan dia chi (Address Verification Sy§tem) so sanh dia
chi trong file v&i dia chi thanh toan do chu thé cung cap
0 Ky thuat s6 xac nhan thé (Card Verification Number) kiém tra cac chir
s bd sung phia sau thé
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PCI DSS tai Viet Nam: VPBank

e Thong tin
= VPBank: céng ty Control Case cip chirng nhan PCI DSS - chuén an ninh,
dam bao an toan cho cac giao dich thé.
= http://dantri.com.vn/kinh-doanh/ngan-hang-dau-tien-tai-viet-nam-dat-chung
-nhan-bao-mat-ve-an-ninh-793065.htm
o COng ty Control Case

»  http://controlcase.com/

3:... Cootrol ===

Managed Compliance

& .1.703. 483.6383

Certifications - CaasS - Industries - News F Events - About Us - Careers

certification

—

Software Services Compliance as a Service Certifications

Small, Medium and Large Professional and Consulting MNo-hassle fully managed Payment Card Industry
Enterprises - we have a Services - we work onsite and service - hardware, software, Certifications, for Security
solution for all of yvou remotely services and Applications
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Moi de doa an ninh ﬁ
o Bién phap b sung cua Visa i

= Visa bd sung Xac nhan nang cao (Advanced Authorization) danh
gia tire thdi tiém nang giao dich Ilra dao t&i té chirc phat hanh thé.

= T4 chirc phat hanh thé théng bao cha thé

= Visa wéc tinh giam 40% chi phi gian lan thé tin dung

« Xac thyc da yéu to

= Uy ban sat hach té chirc tai chinh lién bang My

= "Xac thyc trong moét mai tredng Internet Banking®

= Xac thwe hai yéu td
0 Heé thong mat khau

0 Nhan dang bd sung: sinh trdc hoc, mat khdu mét lan, thé cing cdm

USB
= Trong thé thanh toan: Yéu t6 sinh trac hoc rat kiém

[0 Chi phi: Trang bi may quét sinh hoc

0 Riéng tw: Kho thuyét phuc ngwdi dung cung cap yéu to riéng tw phan
biét nhw van tay

0 Mét sb6 cong ty (Citibank, Perdue Employees Federal Credit Union)
dang xem xét bd sung yéu té sinh trac hoc
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TMDT va TMDD: Trom cap tai san tri tué

= Tai san tri tué (intellectual property): tac pham tri tué nhw séch,
phim anh, am nhac, quy trinh, va cac phan mém ma cd sw khac
biét theo cach nao dé va dang dwoc s& hiru va’hoac dwoc tao ra
b&i mot thwe thé duy nhat
= Chu s& hiru tai san tri tué dwoc hwdng quyén lién quan dén dbi
twong tai san tri tué
0 Luéat ban quyen tac gid: chong sao chép trai phép sach, phim, hinh
anh, nhac, va phan mém
0 Bang sang ché: bao vé phan mém, qué trinh kinh doanh, céng thirc,
hop chat, va phat minh
0 Ba&o vé bi mat thwong mai: théng tin cé gia tri dang ké clha cong ty
» Quan Iy quyén ky thudt sé (DRM: digital rights management):
viéc st dung cdng nghé bat ky dé thi hanh chinh sach kiém soat
truy cap phwong tién truyén thong sé6 nhw phim anh, &m nhac va
phan mém
0 ngén chan that thu do nhan ban bat hgp phap ndi dung so c6 ban
quyén. Vi pham ban quyén lam that thu sang tao ndi dung so
0 mat mat quyén clia ngudi st dung do DRM cirng nhac.
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TMDT va TMDD: Gian lan

» [ (ra ddo (phishing): Thi doan g&i tin nhan mao nhan t&»r mot t6
chirc hop phap dé do tim thdng tin ca nhan cta khach hang
bang cach thuyét phuc ho di dén mét trang web “Ilra dao"

0 Cau clru giup d& tir hoan nan: r&i khéi vang chién tranh, thdm hoa
thiép nhién‘..., DPoéng gép cho td ch}'fc twr thién’, e-mail gia mao tq’ Cuc
thué yéu cau thong tin ca nhan dé xw ly thué nhanh, giam thué kich
thich kinh té...

0 Nguwdi ca tin cung cap théng tin ca nhan/tai khoan ngan hang... Ké
Ilra dao dat muc dich.

= gian l4n kich chuédt (click fraud): van dé phét sinh trong méi
trwdng quang cdo trwc tuyén tra-tién-theo-lan-kich-chuét trong
do kich chuét gid mao thay cho t&r ngudi st dung thuc té, hop
phap. SEM (Search Engine Marketing)
quéng cdo tra tién: ngwdi dung kich vao biéu twong dé truy cap web
Gian lan theo kich ban tw dong |[phwong tién khac nao dé
Tao doanh thu cho mang quang cao nhw Google hay Yahoo!. Nam
2006: Yahoo tra 4,5 trieu US$, Google tra 90 triéu US$ vi khéng ngan
ngtra gian lap kich chudt

= gian I4n dau qia truc tuyén: ngudn khiéu nai chinh
Van dé chuyén diu gia ngudi-qua- nguoi 43
Hang gia




TMBDT va TMDD: xam pham riéng tw f
o Xam pham riéng tw ngwoi tiéu dung

» di¥ liéu dong kich chuét (clickstream data): di liéu thu dwoc vé
day trang web ngw¢i dung truy cap va cac muc ma nguwoi dung
kich chubt.

0 Ky thuat cia nha quang cao Web ghi lai hanh vi trwc tuyén véi muc
dich san xuat quang cao hwéng muc tiéu

[ Leiich cho khach hang la ca nhan hoa dich vu, hiéu qua hon

0 Loi ich gia tang cho nha cung cap (doanh nghiép) xuat phat tlr viéc
xay dwng mdi quan hé, khuyén khich khach hang quay lai mua hang

0 ho so trwe tuyén (nguy co cho nguoi tiéu dung): quang céo co lién
quan cua mét nguwdi co thé bi ngudi khac xem nhw mot ky thuat tiép
thi 16i cudn va cd kha nang gay hai
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Mé&i de doa tir TMDT va TMDD ﬁ

« Truy nhap Internet han ché

= R&o cén khoang céch so (digital divide): khac biét ICT chat lwong cao,
hién dai gitra cac nwdc trén thé gidi — han ché phd cap TMPT
= Thanh thj <> Néng thén; Gitra cac tang I&p trong xa hoi

o Thu hodi von

= Pau tw B2B|B2C cla mét cong ty I&n 1én t&i hang triéu USS.
= X&c dinh loi nhuan dam bao hap dan kinh té 1a khé khan

o Phap luat

= Khoéng vi pham phap luat nudcltinh sé tai.
= Vi pham céac luat vé han ché ban hang hoéa (tudi / thubc 1a).

° ThUé

= Tranh roi vao tinh trang trén ndp thué
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4. Staples My nang cap HT TMPT

« Gi®i thiéu vé Staples

hitp://www.staples.com/. Cung cap van phong.

1986: Siéu thj dau tién , hién: 2000 ctra hang 22 qudc gia

Danh tiéng trong st dung céng nghé va HTTT, ctra hang & Internet
Ban Ie Internet thw ha| (sau Amazon): 5 ty US$, gan 1/3 tong doanh sb
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Hé thong TM PT cua Staples i
« Hai hé thong ban hang trwc tuyén

= Cung cap hai trang web cho hai loai khach hang

= Nguwoi tiéu dung 1é B2C; Doanh nghiép véi s6 lwong Ién C2C.

= Hop tac voi IBM phéat trién hai hé thong

= C34 2 kénh TMDT: ndi bat cia Staples cho C/lwgc P/trién dai han

« Nang cap trang B2C

= HO tro tot hon Cllwoc K.doanh |tnhanh: Staples I/dao thj trwdng

= “dong 10" khach hang ma khéng gidm hiéu suat

= d6 tin cay va hiéu suat

= Thi hanh sang kién kinh doanh trwc tuyén -> Igi thé canh tranh

= |IBM tw van nang cap p/clrng (may chii manh), p/mém va HTTT,

* Phan mém IBM Web- Sphere Commerce Ia then ch6t hé TM BT

= Coi HT TMDT la “nén tang P/phap mé&i twong tac khach hang”

= Nghién ctru ky thi tridng tim khach hang thich/khéng thich dich vu
Website -> phat trién dich vu ma&i “Easy Rgorder” phan tich !ich Str
don hang cua khach hang, phat hién mau, danh sach kiém ké.
Dich vu “Easy Rebate” don gidm héa qua trinh céng bd gidm gia




Hé thong cua Staples va bai hoc ﬁ

« Kétqua

» Loi nhuan dang ké.

= Ty |& chuyén déi (ty 1& ngwdi mua sam trwc tuyén t nhap toi
mua) tang 60% va 6n dinh.

= Co6 ngay 9000 don dat hang.gi®» van hoat dong binh thwdng

= Ban hang truwc tuyén: kénh ban hang chinh cé thé tao ra / pha v&
kinh doanh

= L& chién lwoc va chién thuat cho muc dich va muc tiéu cla cong
ty

= Cudc chién TM BT dat duy tri th& hang céng ty

o Dat Vén d‘é

» TM BT va TM DD tao loi thé gi cho ngwdi ban va ngudi mua hon
mua sam truyén théng ?

= TM BT va TM DB ¢6 han ché gi ? Nhirtng gi khéng ban tét bang
TM DT va vi sao mot sé nguwdi mua ban khéng thoai mai dung
TMDT ?

» Tai sao tim hiéu vé TM BT va TM DB?
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MoneyAisle thu hut khach hang i
e NOI dung
= Quyeén cla khach hang.
= MoneyAisle.com cung cap dich vu dat ngwdi tiéu dung chiju trach nhiém.
= Cung cap hang ngan bao gia co san trwc tuyén
= Hon 100 ngan hang co uy tin canh tranh: Ngan hang thwc sy lam viéc
dé tra gia cao hon cho doanh nghiép
e« Cau hoi
= Lam thé nao dé& MoneyAisle.com bién qua trinh dau tw nguoc ?

= Ai duwec lgi tr cac dich vu dwgc MoneyAisle.com cung cap? Ai bj anh
hwédng tiéu cuc ?
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5. Chién lwgc TMDT&TMDD thanh cong ({9

o Trang web TMBPT dé st dung va hoan thanh muc dich
ma an toan, bao mat v&i gia phai chang dé tao & duy tri
o Xac dinh chirc nang cua trang web

= Cung cap dwoc cac thdng tin chung vé cdng ty.

= Cung cap dwoc théng tin tai chinh hé tro quyét dinh dau tw.

» Tim dwoce vj thé (danh tiéng) clia céng ty trong cac van dé xa hoi

= Tim dwoc cac san pham/dich vu ma céng ty cung cap

= Mua dwoc san pham/dich vu ma céng ty cung cap

= Kiém tra trang thai mét don hang

= Nhan duwoc 1o tw van hay giup d& st dung hiéu qua san pham

» DPang ky dwoc don khiéu nai vé sdn pham

= DPang ky don khiéu nai vé vij thé cla té chirc trong xa hoi

= Cung cap xac thwe sadn pham vé y twéng cai tién/sdn pham maoi

= Cung cap thdng tin vé chinh sach bao hanh, dich vu va slra chiva
san pham

= Cung cap thdng tin vé ca nhan va bd phan lién hé
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Chién lwoc trang web f
« Chién lwoc phat trién

= Xac dinh xong muc dich va chirc nang — thwc thi phat trién

= Khi nguwdi mua tang, thoai mai hon trong chon Iwa va thanh toan
— xac dinh lai mé hinh kinh doanh cua trang web

= M6t s6 cdng ty: ttr chi cung cap vé may bay du lich — cung céap
day da san phdm du lich

= Expedia, Travelocity, CheapTickets, Orbitz, va Priceline

= Expedia phat trién quan hé nhiéu dbi tac khach san dé giam chi
phi va giup gia tri an toan I&n cho du khach

= Orbitz dwa ra mét chwong trinh dich vu day dua dac biét cho du
khach cua cbng ty
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Thiét 1ap trang web

o Xay dwng trang web

» Ty phéat trién: Doi ngli CNTT chuyén nghiép di manh

= Nhiéu cdng ty: thué ngoai xay dwng trang web — trang web
nhanh hon, gia thanh ré hon

= MO& hinh cho thué trang web TMBT (HostWay va BroadSpire)

HostWay Customers BroadSpire Customers
Sony BMG Music British Petroleum
Coca-Ceola Company CNBC

McGraw-Hill Sheraton

Bank of Montreal Kmart

Hershey's Food Symantec

Campbell Soup Company Pardee Homes

Walt Disney Company BrightHand

Infinity Broadcasting CDOWarehouse

FOX News GWI| Electric
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Thiét l1ap trang web i

o Xay dwng trang web

= M6 hinh mdi giéi ctra hang

= MG gidi clra hang (storefront broker): M6t céng ty hoat ddng nhuw
mét trung gian gitra trang web va thwong nhan truc tuyén cé san
pham thwc va chuyén ban 1é.

= M@i gidi cra hang twong tw nhw méi gidi chuan song chi di
chuyén di liéu dién to.

= San pham di chuyén bang cac thwong nhan
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Xay dwng giao van ﬁ

o Xay dwng giao van toi trang web

= Thu hut khach toi trang web.
= (1) Tén mién nén goi nghia:
www.soccerstuff4u.com,
. Cang cu thé cang tot.
= (2) Tang than thién trang web v&i cac cdng cu tim kiém — tang
thr hang (SEO: Search engine optimization).
= Pat cac thé meta trong trang web: khdng hién thi, chira cac tir khoa
tr trang web ma lai rat quan trong doi v&i céng cu tim kiém
= Dung phdn mém phan tich di¥ liéu giao van Web site d& nhan dwoc
cac thong tin hvu ich: URL truy nhap dén, cac may tim kiém, t&v khoa
tim trang web va théng tin khac — xac dinh may TK tiép thi trang web
= Cung cap ndi dung chat lwong, tir khoa giau
= Thuwéng xuyén lam mai ndi dung trang web : hap dan con nguwdi va
cac cdng cu tim kiém.
= Nhan lién két dén tir cac trang web khac co uy tin phd bién va thuc
sw lién quan dén trang web. Tranh dung lién két chat lwong thap
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Duy tri va nang cap trang web f

o Duy tri trang web

= Lién tuc theo dai lwgng truy nhap trang web va thoi gian dap ng
cac khach tham: Nguwoi tiéu dung mong doi dich vu tot hon hoac
bang kinh nghiém mua trong ctva hang

= Cai tién cong nghé, tan dung thoi co, trong d6 xu hwdng trang
web tuy chinh

= Ca nhan hda: Qua trinh thiét ké trang web hwéng dich nguoi ca
nhan nguwoi tiéu dung.

= dap ng nhu cau ctia KH hiéu qua hon, twong tac nhanh hon va
dé dang hon — tang sw hai long va kha nang truy cép lai cia KH

= Khai thac s& thich khach hang

« Ky thuat ca nhan hoa va xay dwng hd so khach hang

= Hai k¥ thuat ca nhan hoéa thu di liéu va xay dwng hd so KH

» Ky thuét cd nhan &an : di¥ liéu phién khach hang - tir logfile. Khai
pha st dung web

= Ky thudt ca nhan hién : div liéu tlr thong tin bao hanh, khao sat

= Cac thuat toan phan tich DL KH manh 55




6. Ha tang cong nghé cho TMPT&TMDD i
thanh cong

/\

NMang Internet
NMang gia tri gia tang
Mang riéng ao

NMang k&t Nndi
tSoc Ao cao

i

Phan maem
therrong mal dien tor

Phanmn mem phuc vu

He dieu hamh phuc vu

Phan cdisng phuc vu Web

« Kién tric chung

= Phan ciyng may phuc vu web.

= Hé diéu hanh may phuc vu

= Phan mém phuc vu.

= Phan mém TMBDT

= Mang két ndi toc dd cao %



Phan cirng cho TMBDT f
INGHE
o Gidithiéu
= TMBT.thanh céng: (i) thay dbi dang ghi nhan qua trinh kinh doanh hién
c6; (i) dau tw dang ké cong nghé HTTT
= Thanh phén cong nghé: Iwa chon can than va dwoc tich hop.

= hiéu suéat trang web nghéo: th&i gian phan ting cham, hd tro khach hang

khéng day dua, va don hang bi mét...
« Phéan clrng

= nén tdng phan cing hoan chinh + phan mém thich hop: thanh phan ha
tang TMDT quan trong

= phan mém trén may chd va khdi lwong giao dich TMDT can dwoc x& ly

= kha ndng mé& rédng nang cap dap &ng lwu lwong ngudi dung bat ngd

= Chon nguoi lwu trir trang web: ty lam hay bén thir ba. Phwong an Iwa

chon t6t Ia bén th& ba
= Giam chi phi cho TMDT khéi dong
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Phan mém phuc vu web f

« Phan mém phuc vu web

= Thi hanh cac dich vu co ban

= Apache HTTP Server va Microsoft Internet Information Services

= Bao mat va nhan dang; truy hoi va glri trang web; theo déi website; phat
trién website; phat trién trang web.

» Bdo méat va nhan dang: ban chéat cho phuc vu web

= Truy hoi va g trang web: x& ly va dap (rng yéu cau cta khach hang
theo HTTP. Dat va lay céac trang web phu hop, tao ra mdt HTTP header,
va gan thém céc tai liéu

» Theo déi website: ghi vao logfile cia may cha, dé phan tich tiép

= Phat trién website: B6 cdng cu dwgc ding dé phat trién mot Website,
bao gdm bd bién tap HTML/trang web trwc quan va b tién ich phat trién
phan mém va trang web hd tro tai 1én.

= Phat trién trang web: Phan mém st dung bd bién tap web va mé& rong
sinh ra ca trang Web tinh va déng. Microsoft Expression Web, Adobe
Dreamweaver, NetStudio Easy Web Graphics, SoftQuad HoTMetalL Pro

= Tinh: trang web luén luén chtra cung cac thong tin.

» Trang web tinh: Phan mém st dung bd bién tap web va mé rong sinh ra
ca trang Web tinh va déng.

= Trang web déng chtra thdng tin bién ddi dwoc xay dwng dé dap tng ™
yéu cau clia ngudi truy cap Web riéng.




Phan mem TMBPT va TMDD i

= ndm nhiém vu cbét 16i : quan ly danh muc, ciu hinh san pham, gid mua
hang, x& ly giao dich TMBT, va phan tich di¥ liéu truy nhap web.
= Phu thudc vao giao dich B2B hay B2C

e Quan ly danh muc

= Can danh muc twong tac thoi gian thwe cung cap ndi dung tly bién ->
man hinh khach hang.

= DPinh dang chuéan théng nhét.

=  Kho lwu trir trung tam

= Théng tin h6 trg & may tinh khac

« Cau hinh san pham
= Cong cu hd tro khach hang tw cu hinhd san pham.
= Vi du may tinh

e Dich vu web

= Module phan mém hd tro qua trinh kinh doanh dac biét ma nguoi dung
cé thé twong tac qua mang (chang han nhw Internet) theo co s& méi
khi-can
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Phan mem TMDT va TMDD
o Gid6 mua hang
= Xem hinh vé
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Quan ly danh tiéng ﬁ
« Web: nén giam sat dw luan (social opinion) 2
= Cac phuong tién xa hdi (social media): thé 16 suy nght vé moi van dé
= M6t so trang web (complaints.cgm, Ripoff Report , v.v.) cung cap phuong
thirc bay té sw khéng hai Idbng vé san pham/dich vu
= Cac doanh nghiép: kiém soat hinh &nh, quan ly danh tiéng
= Nhan vién bat man, khach hang phan nan, dbi tha gieo bat man...
= Theo ddi tinh trang trén mang (cyber-status) la quan trong

e Vidu: Cong ty Kryptonite

= Kryptonite c6 danh tiéng vé san xuat khoda xe cao cap

= mét blogger ndi bi mat dung but bi bé khoa Kryptonite dat tién chi vai giay

= Chi vai ngay : tin tirc lan truyén hang nghin nguwdi dung va kinh doanh cla
Kryptonite t&i nguy hiém

= Kryptonite thi hanh chwong trinh mién phi thay 400000 khéa & 21 qudc
gia. Dung 10 thang thiét ké lai dé ctru lai danh tiéng 9 ndm

« Quan ly danh tiéng truc tuyén

= Doanh nghiép giam sat tinh trang trén mang cua minh
= quén ly danh tiéng trwc tuyén: Online Reputation Management
= TOi wu hda may tim kiém: Search Engine Optimization (SEO)
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MAY TIM KIEM: THI TRUONG SEM, SEO i

Nam 2015 (2012, 2010): Larry Page 13 (13, 11) 29,2 (20,3; 15) ty US$ va
Sergey Brin 15 (13, 11) 28,7 ty US$
http://www.forbes.com/forbes-400/

B&o céo Hién trang thi trurong may tim kiém thuong nién lan thir sdu cia SEMPO
(Search Engine Marketing Professional Organization) thi trwdng cong nghiép tiép
thi may tim kiém khu vwe Bac My nam 2012 (2010) tang truéng 19%(14%) tir
19,3 (14,6) ty dé la My nam 2011 (2009) 1én 23 (16,6) ty d6 la My nam 2012
(2010)

http://www.sempo.org/resource/resmgr/members_only/SEMPO_ 2012_State Of
Search_M.pdf

Dy bao: 22,9 ty US$ (2012) va 26,8 ty US$ nam 2013 (Mait McGee on
September 13, 2012 at 6:50 pm)

http://searchengineland.com/gooqle-algorithm-changes-mobile-internet-have-mos
t-significant-impact-on-search-marketers-sempo-133181
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MAY TiM KIEM: THI TRUONG

Value of the North American Search Industry 2004 - 2013
30 (in billions of US dollars)
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Nam 2013: Gia tri cong nghiép tim kiem Bac My

Search engine optimization (SEO): nang cao kha nang hién thj trén may tim kiém theo két
qua tim kiém, mé rong giai phap tiép thi

Search engine marketing (SEM): dwgc dwa vao danh sach wu tién do cé tra phi 63




JTIEP THI PHUONG TIEN XA HOI: Théng dung cuia SEC

43% T
< K () ::s
40% 39% SEMPQO::
o —
32%
20%
26%
20% o
18%- o
13% 13%
12%
10%

10% 9% 9% -
5% I
2%
0% — . __ - '

6%
3%3%

o,
_ l,i_-

4% 24

o O O O O <
v AP* & <§° QQ 6‘ <~\ &
S N % A N > >
N Q\’ 'GS, 'Gs 'Ga ) S Sg
N N N N7 ' o
= o> S S S SN & Sl
ssq/ ,\Q) D O_)Q 3 %Q S ) 6\\ @
< &N SV &> BN QS

Chi phl’ cua cbng ty (bao gém ca co quan, nhan vién va chi phi céng nghé)
dé téi wu hda cdng cu tim kiém (tim kiém hiru co)
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I'IEP THI PHUONG TIEN XA HOI: Théng dung ctia SEC

Figure q0: Which social media sites do you use to promote your brand / company?

Facebook
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YouTube
Google Plus
Google Places
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Wikipedia
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MySpace
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8. TMDT va TMDD & Viét Nam ﬁ

o Van ban phap luat

» Luat Giao dich dién t& sb 51/2005/QH11 ngay 29/11/2005

= Nghi dinh vé& TMDT: Nghj dinh s6 57/ND-CP ngay 09/06/2006 va Nghi
dinh s6 52/2013/ND-CP ngay 16/05/2013

= Nghi dinh 52/2013/ND-CP cta Chinh pht vé TMDT

= K& hoach phat trién Thwong mai dién t& qudc gia: Quyét dinh sb
222/2005/QD-TTg ngay 15/09/2005 giai doan 2006-2010, Quyét dinh
s6 1073/QD-TTg ngay 12/07/2010 giai doan 2011-2015, Quyét dinh s
689/QD-TTg ngay 11/05/2014 giai doan 2014-2020.

» Théng tw sb 47/2014/TT-BCT ngay 05/12/2014 Bd6 Céng thwong quy
dinh vé quan ly website TMDT thi hanh Nghj dinh 52/2013/ND-CP.

« Co quan quan ly Nha nwéc va nghé nghiép

= Cuc TMDT&CNTT, B6 Céng thuong:

= Hiép hdi Thwong mai dién ter Viét Nam (Vitenam E-commerce
Association):

= Bao cao TMDT Viét Nam hang nam:

_cO6 sy dung trang eMarketer :
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TMDT va TMDD & Viét Nam
L e i
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m31/12/2013 = 18/12/2014 207

Tai khoan doanh nghiép Tai khoan ca nhan Website dang kv Website thong bao

Hinh 3.15. Thii tuc théng bdo, dang ky, cap phép véi Bé Cong thirong va lwong ho so thong
bao, ding ky website TMPT trén Cong thong tin quan Iy hoat dong TMDT nam 7
2014 [BCTMDT2014]




TMDT va TMDD ¢& Viét Nam
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Hinh 3.16. Thi phan tép 10 website san giao dich dién tir dan dau nam 2014.

Chi sb va sb lieu khao sat

Bang chi s6 B2C UNCTAD: Viét Nam 89/130, 5/7 qudc gia ASEAN

Tang doét bién ho so théng bao, dang ky website TMDT4

Gia tri mua hang trwc tuyén binh quan nam: 145 dé-la My va doanh s thu
tr TMDT B2C dat khodng 2,97 ty dé-la My, chiém 2,12% téng mlc ban 1&
hang hoa trong nwoc. Cac san pham Ia CN va dién t&r (60%), thdi trang, my
pham (60%), d6 gia dung (34%), sach, van phong pham (31%)

Hinh thirc thanh toan phd bién la tién méat chiém 64% (74% nam 2013)
Téng doanh thu nhém san giao dich TMPT (ndm 2014) dat 1.662 ty VND

Téng doanh thu nhom website khuyén mai truwc tuyén qua khao sat nam
2014 dat 960 ty VND ddng (810 tJ VND nam 2013). Hotdeal.vn chiém 60%
thi phan, muachung.vn chiém 27% thi phan. .

con rét it website dau gia trwc tuyén (ebay.vn, kiemthem.vn, sohot.vn...)



Xay dwng trang TMDT dwa tren Magento i

User clicks on a ink which
Sends a request 10 your Server.

Once all the processing & done, Apache
sands back the complated page 1o the customes.

Apache sends pages with PHP code
through the PHP proosssor and
recsives the completed results.

The Magento files contain PHP code
that directs which files are to be used <l

o build the final debvered page. MySQL
>
Database

PHP code may contan requests 1o retrieve,
add, or delete dat in the MySQL database

[ )

[ — e ——_——————
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