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bé xay dung mot gian héng hiéu qua dau tién chung ta phai quan
tam to1 sy hap dan va tién ich cua trang chu.

Vatgia.com Trang Chﬁ bf:) mzjt cua gian he‘lng

Trang chu c6 thé coi la by mat cuia gian hang bdi nd gidong ctra ra vao cua cura hang ngoai doi thuc. Khach
hang thudng s& to mo khi budc vao véoi nhitng cau hdi nhu “khong bict gian hang nay thé nao? C6 san pham
minh thich khong?”.

Luc d6 néu trong co vé hap dan thi ho s& budc vao, nhung néu khong hap dén thi c6 thé ho s& di mat Do vay
viéc thé hién dugc sy hap dan cua gian hang, sy cubn hut ctia san pham, sy tién nghi ctia mua sam, yén tam,
va vui thich khi mua hang, ngay & trang chii 1a mot viéc rat quan trong. Ban phai lam cho khi khach hang nhin
thiy trang chu ctia ban, ho ngay lap tire bi cudn hut va di vao kham pha. Bé lam dugc nhu vay thi trang chu
ctia gian hang phai dap ung duoc 3 yéu t6 co ban dé hiéu, than thién va d& mua hang. Hay ludn dit minh vao
vi tri ctia khach mua hang, suy nghi xem ho muén thy diéu gi dé thay ddi trang chii ciia minh cho phu hop.

Tao cho khach ¢6 cam giac than thién

Nguyén tic thir 2 trong 3 nguyén tic co ban d6 1a than thién. Pé tao duoc cam giac than thién cho trang san
pham, thi viéc sir dung nhitng “thong tin giai thich chil quan” s& tré' nén hiru hiéu. Vi du cira hang ban ban quan
40, thi nhitng thong tin giai thich cht quan c6 thé dwoc thé hién nhu sau: “Chét lidu vai cotton mém thdm md
hoi, thich hop cho tré em” hay “Rat thich hop dé mic di du dam cudi, party”... Thay vi chi c6 nhimng thong
tin co ban nhur gia ca, kich cd... viéc thém cac thong tin nhu vay s& khién khach hang thdy “gan giii” hon véi
san pham.

D61 khi c6 nhiing gian hang ¢ cac vung mién khéc nhau thi c6 thé sir dung tiéng dia phuong, di€u nay ciing
s€ tao ra cam giac khac biét. Hoi tho ciia vung mién ciing s€ lam tdng hung tht, sy quan tam t4i gian hang cua
ban.

V6i hinh thirc mua béan online, d6i khi chua chic gia ré da 1a yéu t6 quan trong nhat véi khach hang. Rat
nhiéu ngudi mua hang qua mang bi 4m anh bai lira dao qua mang nén lam sao dé chiém dwoc niém tin cia
khach hang 14 diéu ban nén nghi dén. Mot phuong phap don gian d6 1a hiy dua hinh anh cta chinh ban, nhan
vién cua ban hodc hinh anh ctra hang thuc cua ban Ién gian hang. Cach nay sé€ giup khach hang ctia ban xua di

cam gidc gian hang “d0” va khién gian hang cua ban tr¢ nén than thién hon.
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T:zam gia gian hang dam bao cua vatgia.com tw thang 1/2009 den nay, cong ty co phan thwong mai va du
lich Jetstartour da tro thanh mot trong nhitng gian hang co lwong khach truy cap moi ngay cao. Chung toi co
cugc phong van voi anh Truong — giam doc kinh doanh Jetstartour dong thoi la nguoi phu trach chinh viéc

cham soc gian hang cua cong ty.

O bit cir gian hang dwoc yéu thich nao,
ciing déu tirng phai trai qua nhirng
khoanh khic khé khin thoi diém ban
diu. Vay khé khin cia anh khi méi
tham gia gian hang la gi?

D6 1a viéc t6i chua thé tham gia viét bai,
khi d6 vatgia.com chwa cé tinh ning dé
cac chu gian hang ty viét bai nén c6 nhiing
thong tin ma t61 mudn tu chi dong cap nhat
1én thi van bi han ché vé mat thoi gian.

Con bay gio thi sao?

G106 thi viéc cham soc gian hang noi riéng
va “di dao” trén vatgia.com da tr¢ thanh
tho1 quen hang ngay cua toi va n6 thoai mai
hon nhiéu. T6i thuong online tir 8h sang
tGi 22h t6i va toi yéu thich cong viéc nay.
To1 chiu trach nhiém marketing & cong ty
ctia minh, di lai cling nhiéu nhung t6i van
thich danh nhiéu thoi gian trén mang véi
gian hang cua cong ty.

Viéc nay c6 y nghia nhw theé nao?

T6i danh 50% thoi gian hang ngay dé cham
soc gian hang cua minh, dang tin, sua
thong tin, doc thong tin tir cac gian hang
khac dé rat ra nhitng kinh nghiém quy bau.
To1 tam niém la gian hang cua minh phai
ludn “chuyén dong”, dap ung moi nhu cau
va thac méic cua khach hang, dé khach thay
tin tudng va thoa man khi vao gian hang
minh. Va nhu vy thi ho s€ nh¢d to1 gian
hang minh mdi khi can mua vé may bay,
dat tour du lich hay phong khach san.

Pé khong bo 15
bat ky mot khach
vhang nao thi
ching t61 cling
thiét 1ap mot hé
théng hd tro truc
tuyén trong gian
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Chung t6i nhan ra rang chang ai c6 thé hiéu va
cham soc khach hang ciia minh t6t bang chinh
chung t6i. Nhiéu khi ho c6 nhiing than phién,
thac mac ma d6i ngii nhan vién cham soc khach
hang cta vatgia.com khong thé giai dap hét duoc.
Chi khi nao chiing toi truc tiép giai quyét nhimng
thac mac d6 thi ho méi hai long.

“Toi tam niém la gian hang

cua minh phai ludn chuyén
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Anh nhén thiy hiéu qua tir viéc
thwong xuyén cham séc gian hang
cua minh?

Pung thé, ngay tir dau chung toi di xac
dinh Internet 12 mot kénh ban hang da
dung, mot kénh truyén thong hiéu qua
cao va toi thay viéc khach hang nam rd
nhitng thong tin vé san phém, dich vu
ctia minh qua internet thi s6 khdch mua
hang ctia minh ciing ting 1én dang ké.

Quan diém cua anh vé viéc ban
hang theo mo6 hinh gian hang dim
bao trén vatgia.com?

To6i da tham gia rat nhiéu kénh ban
hang trén mang khac nhau va nhan
thdy rang vatgia.com 13 noi c6 nhiéu
tién ich thong minh nhat. Quan diém
ban hang cua t6i 1a c6 duoc that nhiéu
khach hang trung thanh, minh phai
lam sao dé khach mua hang ciia minh
lan dau sé& phai quay lai v6i gian hang
ciia minh nhiing lan tiép theo. Toi
thuong thong ké xem minh cé bao
nhiéu khach hang cii, sau do tinh ti
1¢ khach hang moi quay lai co bang
so voi cung ky thang hodc quy trudc
hay khong. Lam thé dé biét dugc hiéu
qua ban hang cho khach hang moi va
giit chan ho ra sao. Va mot diéu quan
trong nita 12 md hinh gian hang dam
bao gitp ching toi tao dung niém tin
noi khach hang rat tot.

Lam thé nao dé khach hang tin twéng khi dit
mua hang trong gian hang cua anh?

Pé khach hang tin tuong thi khi ho héi vé san
pham hay c6 bat ky thic mic nao ching t6i ciing
ludn tra 10i thang vao van dé, rd rang ting chi
tiét mot cach trung thuc nhat. Co nguoi tham gia
vatgia.com dung nick 4o, gid mao la cong ty toi
dé dang gia may bay ré hon gia chung t6i ding rat
nhiéu. Vi vay khi khach hang goi téi cho ching
t6i hoi vé muc gia ao d6 thi chiing t6i ciing phai
giai thich rd cho hg. Chung t6i luén cho khach
hang cam nhan rang ddy 1a noi ban c6 thé an tim
dé mua hang.

Chién thuit ban hang ciia anh la gi?

T61 nghién ctru tirng tinh mot xem tinh nao khach
goi dién dat tour du lich nhiéu thi sé tap trung
vao thyc hién céc tour & d6 nhiéu. Chung t6i ciing
xéac dinh dau 13 san pham chu luc cta minh, minh
manh vé vé may bay va tour thi minh phat trién
mot cach tap trung nhat vao do.

Cam on anh veé buoi noéi chuyén va chic gian hang
ngay cang thanh cong trén vatgia.com!
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Website vatgia.com la mgt trong cdc san
thwong mai dién tiv B2C hang ddu Viét Nam
v6i khodng 600.000 lwet nguwoi truy cdp moi
ngay. Néu nhw ngodi doi thwe cé cdc trung
tdm thwong mai néi tiéng nhw Vincom, Park-
son, Diamond Plaza... thi vatgia.com ciing
thwe sw dwoc coi la mét trung tém mua sim
trén mang voi khoang 7000 gian hang (trong
dé c6 khodng 1000 gian hang dim bdo). Sé
lwong thanh vién, so6 lwong sin phim mdi
ciing ting véi toc dp cao.

Viy ddu la nhitng bi quyét tao nén thanh
cong trong cong vigc? Ong Nguyén Ngoc
Diép, giam doc cong ty cé phan Vit gid, don
vi chii qudn website vatgia.com cé mét sé
nhitng chia sé vé bi quyét tao nén thanh céng
cua minh.

“Living Internet”

Chéc hin cac ban da timg nghe toi slogan cua
cong ty co phan Vat Gia d6 1a “Living Inter-
net”. Pay chinh 14 slogan 1am viéc cua toan thé
nhan vién trong cong ty. Néu truc dich 2 tir nay
c6 nghia 1a “Internet Song”. Nhung néu suy
nghi rong hon ban ¢ thé cam nhan rat nhiéu
y nghia ctuia n6: “Chung ta can séng, lam viéc,
suy nghi moi thir tap trung vao Internet. Tao ra
nhirng san phém dich vu phuc vu khach hang
thong qua Internet, bién no trd thanh mot diéu
tat yéu trong cudc sdng va phat trién ciing con
ngudi”. Chung t0i s& nd luc khong nging dé

cung cap duoc toan bd san pham dich vu cho
con ngudi théng qua Internet giéng nhu ¢ ngoai
doi thuc. Boi Internet 1a mot linh viuc moi day
tiém nang ma chua dugc khai thac, c6 rat nhiéu
co hdi cho nhiing nguoi tré tudi ning dong.

Quy luat 70%

To1 giao viée quan 1y nhan vién cho cac trudng
phong, tredng nhém va minh di€u hanh chung,
nhic nh& ho thudng xuyén. Té6i chi dio tao
nhirng nguwdi da gén b6 véi cong ty tir 1au 1én 1am

quan ly, hodc
70”

néu lanhan vién
khing dong ¥

moi vao, mudn
1€n lam quan ly
ho s& phai bit
dau tw nhirng vi
tri thA'p nha't d€
ho thAm nhuan
van hdéa cua
cong ty, d& hieu
dwoc cong ty da
hinh thanh va phat trién thé€ nao. N€u ho chirng
minh dwoc ning lwc bing nhitng thanh tich,
tao ra mOi quan hé tot dep v&i cdc thanh vién
khdc va nhian dwoc sy ing hd cua moi nguoi
xung quanh thi ho m&i ¢6 the’trd thanh quén 1y.
Trong cong ty c¢6 quy luit 70% d6 1a n€u 70%
nhitng nguwdi xung quanh khéng tng hd ban thi
ban khong dwgc 1én 1am 1anh dao. Vi mudn lanh
dao ban can phai ¢6 dwoc sw cadm phuc cua moi
nguwoi. Co nhw vay thi moi cong viéc mdi bén

“Cong ty chi ¢c6 mot ong chu
duy nhat do 1a khach hang”

virng, va nhéan vién sé toan tdm toan y theo
ban d€ thwc hién muc tiéu chung. K€ twr khi
quy€t tim thwe hién chinh sdch nay, tdi cam
nhan dwoec khong khi phdn dau trong cong
ty ting 1én rod rét, moi ngwoi d€u cam nhan
minh ¢6 co hoi, n€u ¢§ ging s& dwoc dio
tao, va trd thanh 1anh dao. Va thuce t€ da cé
nhi€u quén 1y tré di 1én tw vi tri nhan vién sau
mot thoi gian nd Iwc phan dau.

Ong cha thwe sw 1a khach hang

Trong cong ty chi c6 mdt dng chu duy nha't
d6 1a khach hang, khach hang c6 the’ dudi
viéc batky ai ttr gidm ddc dén nhan vién chi
bang 1 hanh dong don gidn: mua hang cla
cong ty khéc vi th€ nhan vién phai h&t sitc nd
lwc lam viéc d€'thda méan khach hang. Khach
hang dem t&i 1ol nhuin cho cong ty va loi
nhuin 12 mdt ngu On lwc quan trong cin thiét
d€ gidp ching ta quan tdm d&n nhan sy tot
hon, tdi ddu tw d€ ti€p tuc phat trieh, cung
cdp nhirng san pham dich vu ¢6 chd't lwgng
phuc vu khdch hang tdt hon. D€ quan tim
dé&n khéach hang mot cdch tdt nha't, ban phai
dat minh vao dia vi cia ho, va phat trién cac
san pham d4p Gng thda min siu sdc cdc nhu
cau sin c6 va nhu ciu chwa cé cua ho.
(Con ntra...)
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Trén internet khach hang khong thé cAm hang héa trong tay dé xem, do vay viéc truyén dat thong tin bang hinh anh cu thé ré rang 1a vé ciing quan
trong va lugng thong tin truyén taii téi khach hang cang nhiéu va cu thé bao nhiéu thi cang tot bay nhiéu.

Chung ta hay cung tuwéng twong viéc di mua do ¢ ngoai doi thue, khach téi mot ctra hang chon do c6 co hoi ngam nghia san pham mot cach ki cang,
thir sin pham bang nhi€u cach nhu: an, ngiri, nghe, mic, cam, nan...v.v... Con viéc mua hang trén mang, ho chi cé thé cim nhin san pham bang hai
giac quan la thi giac va thinh giac, chi yeu la thi giac. Vi vay viéc de khach hang chi nhin théi d2 muon mua hang ciia ban la ca m¢t nghé thuat. Bai

viet nay khong ban ve chuyén gia ca, uy tin, thong tin sin pham... ma s€ ban vé anh ciia san pham.

Chup ré tirng chi tiét ciia sin pham

Dau tién 1a viéc chyup anh san pham sao
cho that 4n tuong ma day du thong tin. Vi
du nhu tao mot gian hang ban do khoac,
ban phai chup anh chinh dién chiéc 4o tir
phia trudce, lung 4o, anh phong to khuy
40, tay 40, cO 4o dé khach thay su tinh té
& ting chi tiét ctia chiée 4o.

Mot gian hang ban thi xach truc tuyén &
Nhat da lam nhu sau.

http://item.rakuten.co.jp/nadesiko/comolto/

Ho chup 1 nét timg chi tiét cua san pham, bé
mat da cua chiéc thi, hay

tham chi 1a ca nhitng buc anh dac ta duong chi may
ctia tii...Nguoi cha cira hang ndy da nam bat dugc
nhu cau thoa man thong tin vé cong dung cua san
pham khi chup anh chiéc tai véi nhiéu d6 dac nhu
) ghi chép, dién thoai, chai nudc, tap chi, vi tien,. ..
v.v... R3 rang nguoi cha gian hang da lam rat tot
khi thong qua nhiing birc anh dé chi cho khach thay
san pham ctia minh c6 chat lugng cao va tién dung
thé nao. [

d6 day va dan hoi cua
trimg san xuat tir trang
trai cua ong. Ngoai ra
la anh chup qua trinh
dong goi va van chuyén
tring ga. Qua thuc voi
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Chup 4nh qua trinh tao ra san pham

Chuyp anh miéu ta timg khau dé tao nén san pham
cling 1a mot cach lam dang hoc héi. Truong hgp nay
c6 thé ké dén mot gian hang ban trimg ga véi cach
]am nhu sau.Trong nhitng birc anh vé trang trai ga
cua minh, 6ng chup hinh tir nhitng chti ga con ma1
nd cho dén dan ga me. Ong ciing chup ca ngoai canh
dé khach thiy duoc dia diém, quy mé cia trang trai
ra sao ... Va thl vi nhat 1a hinh anh vé d¢ dan hoi
v6i ca tram chiéc tim xién vao long do tring ma
1ong @6 trimg khong hé bi va.Do dan hoi ca long
do tring con dugc thé hién mot cach hét sic thuyét
phuc qua btrc anh chup ong cam long d6 1én ma
n6 khong hé bi v& hay nhu hinh anh chup anh qua
tring cua cira hang sau khi dap ra nam bén canh qua
trirng mua tai siéu thi, dé khach thay sy vuot troi vé

nhitng hinh anh chi tiét
dén vay thi khach hang
kho c6 thé tir chéi viéc
mua hang.

http://www.rakuten.ne.jp/gold/sagamikko/

Chup anh sin pham v6i minh hoa sir dung

Pé tao duoc cam giac mong mubn mua san pham
thi ¢6 nhiéu cach, nhung cach tao hiéu qua cao la dé
khach hang xem nhiing btrc anh c6 nguoi str dung,
xem cam giac thoa man cua ho ra sao khi st dung
san pham.

Néu ban ban do an ma chi dang mdi anh cta san
pham thi s& kho long tao cam giac thém an cho
khach hang. Hay xem mot cira hang ban cua bién &
Nhat Ban co6 luong khach ddt mua hang trén mang
rat cao da lam nhu thé nao.Néu ban 1a khach hang
va nhin thay nhiing hinh anh san pham dang duoc
thuong thire hap dan nhu vay thi tin chic ring ban
s& kho 10ng tir chdi viéc dit hang dé co thé kham
pha huong vi san pham.

http://item.rakuten.co.jp/
sanintoretatehonpo/maru-beni-boil-a/.

DPurng quén nhirng 1oi chu thich,
binh luan

Hay suy nghi t&1 tdm 1y cua nhitng
khach hang khi ho chon mua san
phém. Vi du: khi mua mot mon dd
stt, ban chic s& xem mit trén, mat
dudi, xem tirng duong nét hoa van
ciia san pham... tir d6 hdy nghi
cach chup anh san pham sao ding
theo nhitng dién bién tam 1y duoc
tudng tuong ra. Didu nay da khic
phuc duogc diém yéu cua internet
1a khong so vao dugc san pham dé
xem. Hay chup anh san pham that
sic nét, dudi anh sang tu nhién,
lam cho khach hang c6 thé phan
biét duoc cac loai mau sic nhu
mau tring nga, mau trang khac
nhau thé nao. Roi anh chén thém
nhitng 101 binh, cam tudéng cua
minh vao san pham tao cho khach
hang c¢6 cam giac duogc giai thich
rat can k& ti mi, am hiéu thém vé
san pham.

Néu lam tét dugc nhiing yéu td
trén, tin rang s& c6 ngay cang nhiéu
khach hang quan tam va mua san
pham trén gian hang cta ban.
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, ddc diém tuyét voi ciia mua sam online dé chinh la tinh ndng danh gid, phan hoéi danh
cho khdch hang. Khédch hang ngay nay ngay cang khé tinh va cé nhitng doi héi khat khe voi
san pham, dich vu ciia ban. Diéu d6 dong nghia véi viéc khi tham gia ban hang trén mang
ban sé phdi déi mdt véi nhitng phan nan cia khdach hang. Tuy nhién, gidi quyét nhitng phan
nan nay ra sao dé lam vira long cdc thwong dé khéng phai chuyén don gidn.

Biet cAm on nhitng 51 phan nan cita khdch hang o

Khs nhidu gian hang cam
thay ning né, kho chiu khi
nghi dén nhitng 101 phan nan
tu phia khach hang. Trén thuc
té, diéu nay hoan toan khong
nén. Thay vi kho chiu, buc
bd1, ban nén chao don, tham
chi dong vién, khuyén khich
dé khach hang dua ra nhiing
nhian xét mang tinh chat
xay dung. Pon gian la mot
khach hang hay phan nan sé
dem lai cho cong ty nhiing
161 khuyén vo gia. Trén mot
phuong dién nao do, 161 phan
nan chinh 13 nhitng phan hoi
cO gia tri, dua ra nhirng thong
tin kiém soat chat lugng san
pham dich vu va glan hang s¢
co dugc co h01 dé giai quyet
t6t nhitng van dé con ton tai
cua ban than minh.

Anh Truong, nguoi phu trach
gian hang jetstartour trén vatgia.
com tiét 16: “P6i véi gian hang
cua ching t61 khi ¢c6 nguoi nao
phan nan, thi nhan vién chung t61
déu rat vui vi ho c6 co hdi phuc
vu t6t hon. Thudng nhitng khach
hang ho phan nan, néu ching
ta cu xtr ding cach, dap ng tot
nhitng yéu cau cta ho thi ho sé
tr¢ thanh “nguoi ham mo” gian
hang cua ching ta”.

Qua that khi dich vu ctia chiing ta
khong vuot qua dugc mire do ky
vong cua ho thi ho s€ phan nan,
va ho s& danh gi4 thap gian hang
cua chung ta. Mtrc do ky vong
ctia ho s& giam xudng, thi lic nay
1a thoi diém tot nhat dé 1at nguoc
tinh thé, léy lai cam tinh cta ho
bang nhiing dich vu tot.

" hach hang phan nan €

0
/w ( tuyét voi J¢ bin /lang “

{Lach giai quyet o—

Phén 16n nhiing 101 phan nan cua khach hang la Xac dang Vi Vay, ban
hay cu xtr v6i khach hang that lich sy, nha nhin réi tim hiéu va diéu tra
ky ludng nhitng 161 phan nan cua khach hang. Hay thuc hi¢én cong viéc
nay mot cach nhanh chong. Néu viéc diéu tra kéo dai, ban nén thong bao
rd cho khach hang biét. Ban nén néi véi khach hang rang nhirng gi ban
dang thuc hién 1a nhiam tranh cac trudng hop twong tu xay ra trong tuong
lai. Pam bao vé&i khach hang rang ho s& khong gap phai nhitng sai sét nhu
vay nira va ban thuc su quan tam dén chét luong san phém dich vu dang
cung cap cho khach hang

C6 2 diéu toi ky sau didy ma ban khong dwoc phép pham phdi

- X0a loi phan nan

Khi ban x6a loi phan nan thi ngwoi khdch viét 1oi phan nan
dé sé coi gian hang cé y che gidu khuyét diém, 16i lam va
ho sé viét nhitng 167 phan nan toi té hon, nhw do thém dau
vdo lira. Ban nén dé nguyén 16i phan nan va tra loi ho mét
cdac thanh thuc. Tuy lam nguwoi khac nhin vao ho sé cam

gian hang ban lam an co uy tin.

- Bo mac 1oi phan nan

DPoi véi nhitng khdch hang viét 1oi phan nan, ban ¢ thé

goi dién hay giri email dé gidi quyét xong thi ban ciing
khong nén bo mac do ma khong tra loi quan tam. Vi co &

nhiéu khach hang ho tham gia dién dan ho sé nghi ban f =

khong quan tam den khdch hang, ban nén tra 16i chi tiet, |"

hodc ghi “chung toi da tra loi ban qua dién thoai roi mong | .

ban hai long”’ dé lam nguoi khéc nhin vao ho sé cam thdy Q iDon't care

gian hang ban lam an co uy tin.

C6 thé néi, moi quan hé tin tudng gitta ban va khdach hang
sé nay sinh twr chinh nhwng loi phan nan ma thoat nghe
co vé nhu’ rat “khé chiu”. Hay lang nghe nhitng 16i phan nan cua khach hang va
gidi quyét chiing mot cach hiéu quad. D6 chinh la bi quyét thanh cong trong dich
vu khach hang.
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