THE TRUTH
ABOUT

NHUONG SUF THAT

EMAIL MARKETING

MARKETING

QUA EMAIL

Simms Jenkins

=

-
W YT
e i . . il D



Simms Jenkins

MARKETING QUA EMAIL

Ban quyén tiéng Viét © 2012 Cong ty Sach Alpha
Thuy Nguyét dich

NHA XUAT BAN LAO DONG - XA HOI

1
https://thuviensach.vn



Su thét vé nhirng nén tang thanh cong

Chung ta lun ty ddt ra cau hoi, lam thé no dé tranh duoc rii ro, that bai va lam thé nao dé thanh
cong cling nhu gianh chién thang cu01 cung? Co rat nhiéu nén tang céan thiét cho thanh cong nhung
chic chin bén canh nhiing yéu t6 can thiét nhu t6 chét, tri tug, tinh than dam mao hiém thi kién thuc,
k¥ ning 1a nhitng diéu khong thé bo qua.

Dugc luya chon tir b sach Nhitng Su that vé kién thirc, k¥ nang can thiét hd tro thanh cong cua cac ca
nhan, chung t6i xuat ban 5 cubn sach duoc danh gia 1a phu hop ciing nhu hitu ich nhat voi doc gia Viét
Nam hién nay: Su that vé nghé thuat dam phan, Su that vé ra quyét dinh thong minh, Sw that vé lam
giau tir mang xa hoi, S that vé marketing qua email va Sy that vé nhitng ky vong cua khach hang.
Muc tiéu ciia b sach 1a mang dén cho ban nhimg Su that co ban vé nén tang thanh cong, giup ban
hiéu b1et hon nhiing xu huong trong tuong lai, va khuyén khich ban suy nghi c6 chién lugc vé cach
thire t6t nhat ma ban co thé cung ¢d ciing nhu nang cao dong co va muc tiéu trong cong viée va cudc
song.

Mbi cudn séch bao gom khoang 50 Sur thét dién hinh, hitu ich, thyc té, dé doc va dé ap dung s& la cAm
nang khong thé thiéu d6i véi bat ky ai dang mudn phat trién cac k¥ ning nay. Ban s¢ tim thay nhimng
huéng dan cu thé, nhitng vi du tiéu biéu vé timg tinh huéng dam phan, ra quyet dinh, vé nhiing nén
tang co ban cua Internet, nhitng bién d6i va cac cong cuy, tinh nang tuyét voi nhét cta no. .. dé tir d6 tan
dung va mang lai thanh cong cho ban than. Va dac biét, néu ban 1a nha kinh doanh, ban & véo vi tri
nha quan 1y, hay ban 13 nhan vién ban hang... ban s& tim thay cu tra 10i tuyét voi cho ciu hoi “Khach
hang that sy mudn gi” tir cudn cim nang Su that vé nhimg diéu khach hang mong muén. Nhimmg Sy
that don gian trong bd sach chic chén sé& 1 nhitng diéu ma cac ban dang tim kiém.

Mot diéu dic biét nita, bo sach Su that duoc cac chuyén gia hang dau trong céc linh vuc, véi su trg
gitip, tham khao tir rit nhiéu nha 1anh dao, c¢6 van, huan luyén vién... chip but, vi thé s& 1a cong cu
hitu ich hd trg ban, du ban 1a “thyc tap vién” méi bt dau nhiing budc di déu tién hay da co nhiéu nam
kinh nghiém. Chung s& nang budc, gitp ban tién xa hon nita trén con dudng thanh cong trong ca cudc
song ca nhan 1an su nghiép kinh doanh.

Hy vong réng vo1 bd sach nay, ban s€ tim dugc cho minh con duong di diing dén, dat duoc thanh cong
va tranh xa “trang thai 16 nho ctia budi chiéu chang vang”.

Tran trong gidi thi¢u cung doc gia!
Ha Noi thang 6/2012

Cong ty Sach Alpha
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Loi noi dau

Hay nho cac chuyén gia thi trudng truc tuyén xép hang céc chién thuat marketing theo ROI (ty 1¢ loi
nhuén trén dau tu), tinh hidu qua — hay theo bat ky thudc do thanh cong nao khac — thi ban déu s& thay
rang marketing qua email thuong duoc xép hang dau, cao hon quang céo tryc tuyén tra phi (paid
search). Cac nghién ciru d chi ra ring doanh thu tir email marketing thuong phat trién nhanh hon
doanh thu tir bat ky hinh thirc marketing truc tiép nao khac.

Email thiuc ddy doanh s ban hang truc tuyen va ngoai tuyén cho cac nha ban 1¢, ddng thoi dem lai loi
thé cho cac chuyén gia thi truong. N6 cung c6 mbi quan hé véi khach hang, tao dung long trung thanh,
dem lai niém tin va ning cao nhén thirc. Va né thuc hién dugc tat ca nhimng viéc trén trong khi van tiét
kiém chi phi cho ban vi n6 st dung c6ng nghé dit liéu gitp ban diéu chinh cac théng diép toi ting ca
nhan nguoi nhén.

Email marketing 12 mdt thanh cong da qua kiém chung. Tuy vay, email van chua nhan duoc sy quan
tam hay ton trong ding muc tr gidi truyén thong marketing hay tir nhitng nguoi chiu trach nhi¢m quan
¥ nguon ngan sach danh cho marketing.

Mac du nguoi ta dy doan rang trong may nam tdi tai My, ngan sach cho email marketing s€ tang gan
gip d6i 1én toi trén 2 ty d6-la, song con s6 ndy van chua thdm thap vao dau so vai sb tién dau tu vao
céc chién lugc marketing khac véi két qua nghéo nan hon.

Email marketing gidng nhu mot dira con roi bi rudng bo vay.
Nhung tai sao n6 lai bi ddi xir nhur thé?

Xet 0 mot cép d6 nao d6, email 12 nan nhan trong thanh cong cua chinh no. Khong ai ¢6 thé phii nhan
rang email 12 mot phuong phap marketmg rat ré, va diéu nay da khién no bi han ché dau tu: “Email 1a
‘mién phi’; email khong can ngudn luc hd trg.”

Ngoai ra, email marketing da va dang mang lai thanh cong ma khong can quéa nhiéu nd luc. Tir trude
t61 nay, n6 van 1a “con ngwa thd” ctia giéi marketing truc tuyén, ling 18 lam viéc ma khong doi hoi
cham séc nhiéu. Thanh cong, nhung khéng may hip dan.

La mot nguoi tiep thi ban ron va chiu ap luc veé nguon luc, cd the ban s€ hoi tai sao ban phai mat cong
nghién ctru k¥ hon vé email trong khi n6 von da dang thyc hién mdt cong viéc twong xtirng (va ré mat)
r6i?

Tai sao nhi?

Email marketing ton tai yén on trong trang thai trong d6i don gian nhu hién nay mot phan 13 do t6i tan
gan déy, chiing ta van thiéu cac cong cu, k¥ ning, va kién thirc can thiét dé lam khéc di.

Ngay nay, ngay ca cac dich vu va phan mém email marketing c6 gid tri cling déu cho phép moi nguoi
tiép cén cac cong cu va dic tinh thong minh, gitp ching ta diéu chinh cac thong diép sao cho phu hop
v6&1 nguoi nhan. Két qua 1a mirc dJ phan Ung cua thi trudng cao hon, xét vé doanh so, ty 1€ tai ve, ty 1¢
dang ky...

Chung ta cling hi€u 0 hon vé cac van dé nhu thiét ké email, ban quyén email, muc tiéu va cac yéu to
quan trong khéc khi sir dung email marketing.

Keét hop lai, céc kién thirc va cong nghé moi nay dem lai cho ching ta co hoi tdn dung email marketing
nhi€u hon. Cac cudc di€u tra nghién ctru va cac nghién ctru dién hinh cho thay nhiing 1¢1 ich 16 rang vé
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ROI khi dau tu vao cac k¥ thuat st dung email phtc tap va sang tao hon.

Do do, chung ta s€ thay duoc loi the ro rang khi dau tu thoi gian, cong stre, va tién bac vao cac hoat
dong va cach stir dung email tan tién.

Twong tu, chung ta ciing thdy rd nhimg bat loi cia viéc tiép tuc ap dung cac cach 1am cil.

Nhiing ngudi nhan email ngdy cang trd nén kén chon va it kién nhan hon khi can nhéc email nao nén
doc. Tiéu chuan chat luong dit ra ngay cang cao. Nguoi nao dap ung dugc cac nhu cau clia ngudi sir
dung s& nhan vé nhiéu loi ich 16n, trong khi do, nhu:ng ai con tiép tuc phuong thirc email marketing cii
chic chin s& thay doanh thu cia minh syt giam dan.

Nhing nguoi sir dung danh sy cha y va hanh dong cho phuong thirc email marketing hiéu qua dong
thoi cling c6 thé “trimg phat” phuong phap email marketing tim thuong. Sy “trimg phat” nay cua ho
khong chi thé hién ¢ viéc ho phét 1o nhitng thong diép dugc giri téi, ma ho con danh diu cac email d6
1a thu rac (spam) chi boi ho khong mubn nhan chung nita.

Néu nhiéu nguoi cung lam vay, cudi cung ban s€ bi chan quyeén truy cap hang tri¢u hdp email.

Nhirng nguoi bao vé cac hop thu nay — cac dich vu webmail, nha cung cép dich vu internet, va cac
phong IT — cling ngay cang khat khe trong viéc chon loc nhiing email dugc phép chuyén tdi khach
hang va nguoi st dung cta ho.

Trong cudc “chay dua vil trang” chéng lai thu rac, cac email marketing nghiém chinh nhung khong ap
dung cac phuong thirc hi¢u qua ciing c6 thé chiu ton that ngoai du kién — bi chan ding bai cac cong
ngh¢ chong thu rac von dugc thiét ké dé sang loc nhitng email khong lanh manh.

Vié¢c thay ddi thoi quen doc email cling khién moi viéc trd nén phtc tap hon. Ch'fmg han, ban thir hinh
dung t6i su phat trién cta hinh thirc email qua dién thoai di dong ma xem. Ban phai lam gi dé thiét ké
cac email phu hop v&i man hinh nho, thu hiat duge su cht y cia cac 1anh dao cong ty va nguoi tiéu
dung ban ron, khong 1am viéce tai vin phong hay khong c6 diéu kién sir dung may tinh ca nhan?

Tiép nita la nhitng ddi méi trén thé gid1 mang: web 2.0, cac mang xa hoi, tin nhén nhanh, blog, feeds,
tur dién bach khoa wiki... Khong gi trong s6 d6 c6 thé thay thé dugce email, song tat ca déu co stic canh
tranh ngam véi email, hoac bo trg cho email, hodc dem lai co hdi st dung email tot hon. (Hoac ca ba).

Chuyén gia thi truong vé email ngay nay c6 trach nhiém tim hiéu tit ca nhiing diéu trén. Muyc dich cua
yéu cau nay la tan dung céc loi ich ma email marketing mang lai bang cach xay dung cac chién lugc
va ap dung cac chién thuat vira c6 thé khai thac tiém ning ciia truyén thong trong khi van dap tung
duoc cac thach thirc da vach ra tir trudc.

Néu ban théy day la mdt nhi€ém vu qua suc, thi ban dang doc ding sach roi déy.

Vi Su thdt vé marketing qua email, Simms Jenkins s€ ho trg ban thuc hién muc ti€u trén. Trong cuon
sach nay, ban s€ tim thay cac thong tin co ban va nhiing kién thirc sau sac can thiét, nho do c6 thé danh
gia dugc cac hoat dong email marketing hién tai ctia minh va cai thi¢n chung.

Phén 16n cac cong trinh viét vé email marketing déu chi tap trung vao nhing chi tlet thyc té nho 1¢.
Tuy Simms ciing d& cép phan nao t6i diéu do, song cudn sach ndy chua ¥ t6i hai yéu t6 trong email
marketing ma ban khé c6 thé tim thdy & noi khac.

Yéu t6 thir nhat 1a thong tin co ban vé chién lugc va té chiic, ma khéi dau 1a kién thirc vé nhimng loi ich
email marketing mang lai cho cong ty ban va nhing diéu ban c6 thé lam dé xay dung mot khung tham
chiéu dung dan gitp phat trién chuong trinh ctia minh.
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Yéu t6 thtr hai 1a 10 1y giai vé cac y tuong dang sau nhitng hé thong email marketing hi¢u qua. Trong
thé gidi truc tuyén nang dong, nhiing hudng dan cu thé vé viéc truyén tai email gi, & dau, va khi nao
chi c6 gia tri nhat thoi.

Simms “day ban cach cau c4” (thay vi dwa ban con c4) bang cach cung cp cho ban nhitng kién thirc
can thiét, qua dé ban co thé lién tuc danh gia va cai tién chién lugc, chién thuit va email ciia minh dua
trén nhitng nguyén tic bén viing trong khi van phai d6i mit voi nhiing thach thirc trong mot moi
truong truc tuyén va email von khong ngimg thay doi.

Cong ty ctia ban ciing ¢ thé c6 duoc rat nhiéu loi ich nho 4 ap dung cac phuong phap thyc hién email
marketing mgi me, da vuot qua nhimng thir thach cua thuce té. Sau khi doc xong cudn sach nay, t6i chac
rang ban s€ tién lai gan hon véi kha nang dat dugc cac muc ti€u trén.

Tién st MARK BROWNLOW
Email Marketing Reports

Théng 4/2008
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SU THAT 1

Email 1a mdt cong cu
Marketing dic luc

Toi1 ludn s¢ gap phai tinh huong nhiing nguoi ngoai nganh marketing hoac nhiing nguoi khong quen
vo1 email marketing hoi toi rang nghé nghi€p cua t61 la gi. Thuong thi ngay sau khi toi nhic t6i tir
email, ho lién tho dai roi 1én tiéng than phién vé thu rac, vé hop thu bi day, vé chuyén toi gop phan gay
ra rac r0i d6 ra sao. La nhitng chuyén gia thi truong cé trach nhiém, chiing ta biét rang nhimng gi ho noi
hoan toan sai su that.

Thudng thi t6i s& giai thich cho nhitng ngudi d6 cach hoat dong cuia email marketing von dugc xay
dung dua trén sy cho phép cua nguoi st dung, va roi ho nhan ra réng ho da dang ky nhan va tirng thich
doc it nhat mot loai thu bao thuong xuyén qua email ciia mot cong ty ma khong nhan thirc dugc rang
do6 chinh 1a “email marketing”. Té1 lac do, toi két thic cudc noi chuyén véi ho bﬁng mot nu cudl va
mot cam giac gidng nhu minh vira 1am thay doi chit it cai quan niém sai 1am rang tt ca email
marketing thuong mai déu 1a thu rac.

“Email la phuong tién truyén thong nhanh nhét, linh dong nhat, tiét kiém chi phi nhét, mang tinh ca
nhan nhat, va dinh huéng nhat trén thé gidi ngay nay.”

— Peppers & Rogers Group

Cau noi trén cua cong ty Peppers & Rogers Group da tom tt lai cac loi ich ctia email rnarketing Tuy
nhién, trong nhiing nam qua, email marketing throng mai dé bi lam dung. Méc du véy, n6 van la cong
cu marketing déc luc va tlet kiém chi phi nhat cho truyén thong ca nhan va xay dung cac mdi quan hé.
Trong khi nhiéu ngudi van dang ¢b ging tim hleu cac loi ich cua email marketing (ma c6 1€ day cling
1a 1y do tai sao ban lai doc cudn sach nay), thi rat nhiéu cong ty 16n nho khac deu da kham pha ra rang
n6 c6 thé tré thanh cong cu truyén thong v6 cung phu hop vdi ca khach hang tiém ning 1an khach hang
hién tai. Trén thuc té, nguoi ta du doan ring mirc d6 chi ding cho email marketing s& dat t6i 2,1 ty d6-
la vao nam 2012. Va véi ty 1€ 97% nguoi ti€u dung va 94% chuyén gia thi truong sir dung email nhu
hién nay, vi¢c dat dugc con s6 trén 1a chic chén.

C06 1& ban mudn biét diéu gi da khién email tro thanh kénh marketing tuyét voi nhu vay. Ching ta hiy
cung tim hiéu.

Nhiing gi ban nhan vé 16n hon nhiing gi ban da bo ra

Céc nghién ctru méi day di chi ra rang v6i mdi do-la dau tu vao email marketing, ban c6 thé thu vé
mot khoan doanh thu 14 46 d6-la. Néu diéu d6 van chwa gay an tuong véi ban, c6 thé thong tin sau day
s& khién ban quan tim: Email marketing dem lai ty 18 loi nhuan trén dau tu (ROI) cao nhat trong sd tat
ca cac phuong phap st dung marketing trén internet. Thém nira, nhu t61 da noi, email marketing rat
tiét kiém chi phi, vi thé ban khong can phai bo ra hang tram nghin do-la mdi co thé bat dau mot
chuong trinh email. Ban c6 thé bat dau voi mot ngudn luc nho, roi dan dan xay dung nén mot chuong
trinh email phtrc tap hon. Tham chi mot vi¢c lam don gidn nhu thuc hi¢n chuong trinh thu thong tin
(newsletter) qua email, von dugc sir dung dé xay dung mdi quan hé hon 1a nang cao doanh s6, ciing
duoc coi 1a mot hanh dong mang lai ty 16 ROI cao nhat ma ban c6 thé thyuc hién dé cai thién su hién
dién cua minh trén internet. Tur day, ban c6 vo sb lya chon dé di tiép.

Email c6 thé hitu ich d6i v6i bt ky ai
Mot loi ich tuyét voi khac cta email 1a su da dang chitc ning. Email doi hoi chi phi thap va co thé tiép
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can nhiéu nguoi, nhd d6 ma bat ky cong ty nao ciing ¢ thé sir dung nd. Toi thudng hinh dung rang né
san bang san choi cho moi doanh nghi¢p. Du ban la chi mét cong ty nho hay mot cong ty trong danh
sach Fortune 500, ban van hoan toan c6 thé tan hudng nhing 1¢i ich clia email. Mot s6 cong ty co thé
khong du tién dé dau tu vao nhiing chién dich quang céo 16n hodc cac chuong trinh doi hoi nguén kinh
phi 16n khac, nhung bat ky ai ciing c6 thé dau tu vao mot chuwong trinh email marketing hiéu qua, duoc
1én ké hoach can than.

Email gitp ban két ndi voi khach hang

Chung ta hiy ban vé sy trung thanh voi thuong hiéu. Ban dang 1am gi dé khién khach hang hién tai va
khéch hang tiém nang quan tam tdi thuong hi¢u, san pham hay dich vu cua minh? Nhitng viéc 1am dé
c6 hiéu qua khong? Ban c6 chac khong?

Email 1a mot cach tuyét voi gitip ban tao 1ap 1ong trung thanh véi thuong hiéu. Mot sai 14am ma céc
chuyén gia thi truong hay méc phai 13 ho khong cho riang email 1a mot cong cu quan hé. Néu ban ding
email dé guri thong diép di ddy d6 ma khong c6 chién lugc nao dang sau hanh dong do, thi né s& khong
hiéu qua va cting khong mang lai g1 ich ma t61 da dé cap tu trude. Loi ich thuc sy cua email la st
dung né dé dan dan xay dung cic mdi quan hé lau dai. Suy cho ciing, néu ban két giao v6i mot ngudi,
va chi thinh thoang gtri cho ho vai dong ma chang c6 gi phtt hop dé noéi, thi mdi quan hé nay sé& kéo dai
bao lau?

Vé khia canh nay, email cho phép ban tao ra va truyén dat nhiing ndi dung truyén thong cuy thé, phu
hop véi mdi quan tim ctia khach hang hién tai hay khach hang tiém ning clia ban. Ban c6 thé diéu
chinh cac thong di¢p phu hop cho tung ca nhan, roi truyén tai chung vao thoi diém va theo nhiing cach
ma mdi ca nhan mong mudn. Con kénh truyén thong nao khac co thé mang lai cho ban su lia chon
nay?

Co6 thé do luong duoc

Ban c6 mudn biét nhimng ai da nhin thay quang céo ctia ban dang trén t& tap chi ndi tiéng no thang qua
khong? Hay tham chi ban ¢6 mudn biét nhiing ngudi do co thyc hién bat ky hanh dong nao sau khi
xem quang cao d6 khong? Do email 13 thir c6 thé do ludng, nén ban c6 thé biét dugc nhitng diéu trén
tir cac chién dich email cia minh (néu ching duoc thyuc hién dang dén). Email dugc str dung phd bién
mot phan 13 vi cac chuyén gia thi truong c6 thé nhan biét dwoc nhiéu thong tin tir cac metric trong cac
chién dich cua ho, va st dung thong tin d6 dé thay doi duong hudng hay nang cap, cai tao.

C6 thé hudng t6i timg d6i twong cu thé

Néu ban thu thap duoc nhiing thong tin nhur gidi tinh, tudi hay s thich ciia nhitng nguoi dang ky nhan
email, ban sé& co trong tay moi thtr ban can thiét dé xdy dung nhiing chién dich marketing email cu thé
va phu hop. Ban c6 thé diéu chinh cac thong diép téi timg nhom doi tuong riéng biét va cung cap cho
ho nhiing ndi dung va dé nghi phu hop v6i ban than ho hon. Ket qua cudi cung la, nguoi dang ky nhan
email s& c6 duoc thor ma ho mudn, con ban s& hiéu rd hon vé phan g ciia timg phan khic ngudi st
dung, tir d6 tiép tuc diéu chinh va gtri nhimg email pht hop hon téi hom thu cta ho.

Ttre thoi va kha thi

Co 1€ ai trong chiing ta cling timg nghe t6i cau ndi: “Thoi gian la tat ca”. Con email lai 13 thir tic thoi
va kha thi. Pua thong tin khuyen mii qua email voi mot théng diép khuyén khich nguoi nhan thuc
hién hanh dong mua c6 thé tao ra hiéu qua kho tin v6i doanh thu cia cong ty ban. Khong c6 kénh
truyén thong nao khac cho phép ban tiép can khach hang truc tiép trong mot thoi gian ngan nhu vay.
Do tinh tirc thoi cua nd, email ¢6 thé 1am nén diéu ky di¢u khi ban mu6n nhanh chong giai quyét cac
van d¢ hodc ban hang ton kho trong nhiing tinh hudng doi hoi sy giao tiép kip thoi.
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Phéi hop tbt voi cac phuong tién marketing khac

Néu ban thiy cac loi ich noi tai cua email nhu trén van chua du, thi viéc két hop no véi cac kénh
marketing hay cac nd lyc marketing khac c6 thé dem lai higu qua tuyét voi. Ban hay thir dung email de
nang cao so luong nguoi truy cap vao website cia minh ma xem. Néu website cuia ban dang gi6i thiéu
mot cudn sach, ban c6 thé giri email téi khach hang dé gia tang luu luong truy cép vao website thay vi
mét thoi gian cho quang céo phat huy tac dung hay ngoi cho cac khach hang tiém nang vo tinh truy
cap vao website cua ban. Ban cling c6 thé gui email dé gia tang luong ngudi tham gia nhimg sy kién
dac biét (bao gdm ca nhirng su kién truc tuyén va phi tryc tuyén). Py méi chi 1a mot sb diéu ban co
thé 1am dé nang cao tinh hiéu quéa cta email. Hay thir tiép nhé.
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SU THAT 2

Email marketing dugc giri di véi su dong ¥ ctia nguoi str dung khong phai 1a thu rac

T6i xin khang dinh ngay rang nhiing email marketing dugc giri v6i sy dong y ciia ngudi nhan khong
phai 13 thu rac. Diém chung duy nhat giita hai loai hinh email 13 phuong phap giri, va ngay ca trong
truong hop do, van ¢ nhitng khac biét rd rang giita ching. Email thuong mai duoc gui di dé dap lai
mot yéu cau cu thé, ma theo dinh nghia, viéc ngudi sir dung cho phép ban guri email do lai khlen nd
khong tr¢ thanh thu rac. Thu rac la nhimg email khong duoc yéu cau, khong c6 ai mong mudn, va do
do, dugc gui di ma khong c6 duoc su dong y cua ngum nhan. Khi c6 nguoi quyét dinh dang ky nhan
email cua cong ty ban, diéu d6 co6 nghia ho néi rang: “Véng, t6i cho phép anh. Toi muon biét anh
mudn noi gi voi tdi va c¢6 san pham gi cho t6i.” Khong ngudi binh thuong nao mudn trao dic quyén tu
do nay cho cac dbi twong giri thu rac ca.

Nhiém vu ctia email 12 xay dung cac mbi quan hé. Khi c6 ngudi tin tudng ban va thuong hiéu cong ty
ban, trao cho ban dia chi cua ho va yéu cAu ban lién hé v6i ho, thi ban khong nén lam dung diéu do.
Email duoc su cho phép ctia ngudi nhan c6 thé nhanh chong bi chinh ho coi 1a thu rac néu ban khong
t6n trong niém tin ma ho giao pho.

Email marketing hop phap va duoc cho phép va thu rac bi gom chung vao mét nhoém vi hoat dong sur
dung email dang gia tang theo cap s nhan. Phan 16n nho tinh pho bién va mic chi phi thap ctia nhidu
chuong trinh phan mém email co ban ma nhimng nguoi giri thu rac nhanh chong 101 dung diéu nay dé
st dung email mot cach vo trach nhiém. Song d6 chi 1a “con sau lam rau ndi canh”. Hinh anh vé email
v6i vai tro mot kénh marketing da bi nhitng ké lam dung lam hoen 6, nhung nhu thé khong c6 nghia
n6 13 cong cu kém hiéu qua hodc tit ca cac email thwong mai déu x4u. Quan diém cho rang email
marketing 1a thu rac 1a mot sy khai quat hoa sai 1am. Pay ciing 1a diéu ma cac chuyén gia trong nganh
nhu t61 phai vuot qua hang ngay. Bang céach gio duc cho cac chuyén gia thi truong khac nhing su
that vé email marketing, chung t6i c6 thé phan biét dugc minh voi nhitng ngudi giri thu rac.

Néu ban tung st dung email lam mot kénh marketing, hén ban biét réng diéu duogc néi dén nhiéu nhét
trong linh vyc nay la céac chuan muc thuc hanh tt nhat. Chung duoc dua ra ban luan va duoc cac
chuyén gia thi truong co6 trach nhi¢m ca ngoi 1a nhitng biéu twong mau muc. Néu ban khong thuc hién
cac chuan muc trong email marketing dugc xay dung dua trén su cho phép ctiia ngudi nhan, thi email
s€ khong mang lai ich lgi gi cho ban. Cac chuyén gia thi truong da va dang thanh cong khi sir dung
email cling thyc hién cac chuong trinh email marketing tuén thu phap luat, va d'?lu tu thoi gian dé didu
chinh céac thong di€p sao cho phu hop voi timg d6i tuong nguoi s dung yéu cau duoc nhan email cua
ho. Can phai coi nhitng chuan myc nay (bao gdm ca nhung chuan muc duoc dé cap trong cudn sach
nay) nhu 1a danh muc di duoc kiém ching gitip ban ty kiém tra xem minh da di dung huéng chua.

Chung ta hay cung suy nghi vé mot s6 quan ni¢m pho bién doi vai thu rac va so sanh chung véi cac
chuong trinh email marketing da dang, dua trén sy cho phép cua ngudi nhan.

Ding ky nhan email? Thé nao 13 ding ky nhan email?

Nhimng nguoi giri thu rac khong quan tim t&i viée ban cd yéu cau nhan cac thong diép cia ho hay
khong. Nhu t6i da dé cap ¢ trén, cac chuyén gia email marketing gioi chi giri thong diép téi nhing
khach hang hién tai va khach hang tiém ning yéu cau nhan thong diép. Cac chuong trinh email
marketing déu phai c6 sin va duy tri mot quy trinh ddng ky nhan email va xac nhan yéu cau. Pay la
diém khéc biét quan trong nhat ciia mot chuong trinh email marketing hop phap, dugc xay dung dua
trén su cho phép cua nguoi s dung. Tot nhat 1a ban hay coi sy cho phep nay la mot dang hop ddng.
Hay nhé rang khi nguoi sir dung yéu ciu ngimg tiép nhan email, diéu d6 c6 nghia 1 ho khong cho
phép ban giri email cho ho nita, ciing tirc 1a ho da cham dut hop dong véi ban.
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Poan mo

Nhirng nguoi gui thu rac khong thyc su dé v t6i viéc ho co guri thong di€p toi cac dia chi email chinh
xac hay khong. Trén thuc té, ho thuong suy doan dia chi email bang cach ket hop moi thanh t6 co thé
ctia mot dia chi dua trén tén mién; va két qua 14 ho thudng gui email t6i rat nhiéu dia chi khong ton tai
hodc khong con hoat dong. Va ho lién tuc lap di lap lai sai lam nay boi vi danh sach cac email xac thuc
thuong thay doi theo thoi gian; trong khi d6, cac dia chi sai 1am nay s& bi loai di trong cac chuong
trinh email ¢6 su cho phép ctia nguodi nhan.

Khi ban bit tay vao thuc hién hay cai tién lai mot chuwong trinh email, hiy nhé danh wu tién hang dau
cho cong tac quan ly danh sach email. Cac chuyén gia email marketing gioi chi gtri thong diép téi
nhitng dia chi email xac thyc. Viéc s¢ hiru mot danh sach email cap nhat va duge duy tri tbt & dem lai
nhiéu loi ich quan trong. Lam nhu thé, ban khong chi bao dam rang thong diép ctia minh sé& toi duoc
tay nguoi cAn nhin ma con gat hai dugc nhiéu két qua tdt dep hon nira.

Ding ky ngung nhan email? Anh dua diy a?

That d& khi lién tuc giri email. Phan 16n cac théng diép trong thu rac déu khong cho ban co hdi dang
ky ngung nhan email, ma néu ching c¢é cho ban co hoi d6 di chang nira, thi han ban van thuong xuyén
nhan dugc nhimg thong diép khong mong mubn. 'Hay tuén thu nhiing chuén muyc va luat phéap trong
email marketing — gan nhu tit ca cac co quan qudc té déu yéu cau phai c6 muc ding ky ngung tiép
nhén email trong cic quy dinh lién quan t&i email. Trong Dao ludt CAN-SPAM cua Hoa Ky (xem Su
that 39), didu quan trong nhat 14 phai tao dugc sy dé dang cho ngudi nhan ding ky ngung nhan email —
va ban khong duogc giri email toi nhitng ngudi nay nira. Mot 1an nita, hdy nhd doc Su that 39 dé biét
thong tin vé tt ca nhirng khia canh trong Pao luat CAN-SPAM ma ban can tuén thu.

Noi dung? No6i dung gi?

Cac thong di€p cua thu rac thuong khong cé ndi dung phu hop, cau tur sai nglt phép hay khong co y
nghia. Trai lai, cac thong di€p cia email duoc gui thong qua su cho phép ctia ngudi nhan luon luon
mang lai diéu gi d6 c6 gia tri hodc thu vi cho ngudi nhan — song chiing khéng chao ban nhing san
pham gia ré toi mic kho tin.

Ti€u dé email va thong tin nguoi gui

Mot dic diém khac ban c6 thé nhan thay trong cac thu rac 1a phan Tiéu dé va phan Ngudi giri hoan
toan khong lién quan gi t6i y nghia thuc sy cua thong di€p hodc t¢i nguoi nhan. Trong mot nghién clru
do cong ty toi tién hanh, 30% thu rac co phan Tiéu dé sai lac va 80% ghi sai phan Ngudi giri. Lidu mot
chuyén gia thi truong ddy trach nhiém c6 dé diéu nay xay ra khong? Khong, dic biét 1a khi ho biét rd
sttc manh cta nhitng dong Tiéu dé c6 tén thuong hiéu xac thuc. Di nhién, néu ban timg doc thu rac
trong hop thu ctia minh, thi han ban ciing nhan thiy rang chung chira cac ndi dung, dudng din va
nhiing y dinh Itra ddo.

Muc tiéu duy nhat

Trong khi nhimg ngudi giri thu rac chi mudn thu dugc két qua tirc thoi tir mot thong diép email (d6 co
thé 14 thong tin ban Viagra, tiét 16 thong tin tai chinh ctia ban hay phét tan thu ric vao may tinh ciia
ban), thi véi tu cach 1a mot chuyén gia thi truong 6 trach nhiém, ban nén dat chién luoc email 13
gianh duoc 1ong trung thanh lau dai véi thuong hiéu cong ty minh thong qua nhiéu chién lugc email
khac nhau ma ngudi sir dung da dang ky nhan.

Trén day 1a mot so so sanh giup ban phan hoi khi c6 ngudi noi voi ban rang tat ca cac email marketing
déu la thu rac. D1 nhién thu rac van s€ 1a mgt van dé€ 16n khi noéi vé€ hinh anh email trong vai tro mot
kénh marketing. Theo mgt nghién clru gan day, 2/3 email ma cac doanh nghi¢p nhan duogc hién nay la
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thu rac. Tuy nhién, v6i su hd trg cta luat phap va khi cac chuyén gia thi truong da duoc trang bi day
du kién thuc vé nhitng cach thirc 1am viéc hi¢u qua nhat, ching ta cé thé thay déi dugc diéu d6. Moi
nam, sy khac biét gitra email c6 su cho phép va thu rdc ngay cang trd nén 1o rét hon.
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SU THAT 3

Email marketing v6 cing hiéu quéa vé chi phi, huéng dung ddi trong, va co thé do ludng duoc

T61 da chiing minh réng email 1a mdt cong cu déc luc, va toi cling xin nhan manh ré“mg ban ¢6 thé thuc
hién mot chuwong trinh email & bat ky cip do nao, véi bat ky cong ty 16n nhé nao, va véi bit ky ngudn
ngan sach nao. Khong khé dé hiéu tai sao nhiéu chuyén gia thi truong lai khong ngimg gia ting ngan
sach danh cho email mdi nam. Trong s tit ca nhimng loi ich ma email c6 thé mang lai cho mot chuong
trinh marketing, bdn 1o ich ma toi wa thich nhat déu nam & Su that sb 3 nay.

Email hiéu qua vé mit chi phi

Néu ban khong cé nguén ngan sach l6n nhung van mudn thye hién mot chuong trinh email, ban c6 thé
lam dugc didu d6. Néu ban c6 ngudn ngan sach 16n va mudn xay dung mot chuong trinh email hang
dau thé gidi, ban ciing co thé lam duoc diéu d6. Du ban bo ra 20 do-la hay 20.000 do-la mot thang cho
email, ban van sé& c6 kha ning tiép can cac khach hang hién tai va khach hang tiém ning dong thoi
danh gia duoc mirc dg thanh cong cia minh. D nhién, khi kién thic ctia ban vé email marketing phat
trién va khi hiéu qua thyc té ctia n6 cho thay no xumng dang nhan duoc ngudn ngan sach 16n hon, thi
viéc dau tu lién két v&i mot cong ty tu vin vé email co thé dem lai cho ban nhitng thong tin v6 clng
quy gia vé mit chién lugc, bao dam su thanh cong téi da cho cac chién dich ctia minh, va giup ban dua
moi thtr 1én mot tim cao méi. Tuy nhién, trudce khi dat téi giai doan do, thi viéc tdi vu héa cac chién
dich email c6 thé gitr & muc don gian (va ré) nhu kiém tra thong tin Nguoi giri va Chu dé email.

Co6 mdt sb cach don gian va tiét kiém dé ti da hoa hiéu qua st dung email cua ban, ché“ing han nhu
phan loai va tap trung khach hang dwa trén lich st giao dich ctia ho véi cong ty hay thong tin co ban vé
ho. Ban khong phai mat thém chi phi dé c6 thé sir dung mot cach thong minh cac dit liéu vé khach
hang va hoat dong. Bén canh do, hdy suy nghi vé cac hoat dong dau tu hién tai cia minh cho cac kénh
marketing khac, vi du nhu quang cdo tinh tién. Email ¢ thé bd tro cho nhiing chién dich tén kém hon
déng thoi dua ra mot thong diép hd trg ma khong khién ban phai dau tu thém. No6i cach khac, ban
khong can phai bo ra mot khoan tién 16n dé c6 thé co dugc nhing loi ich ciia marketing qua email.

Email c6 thé thyc hién dé dang

Tuy thudc vao quy mod cong ty, ban cod thé chon céch tu thuc hién chién dich email marketing hoac
thué ngoai. Du theo cach nao, thi viéc thyc hién cac chién dich nay trén thyc té ciing khong gay qua
nhiéu khé khan & hau hét moi cip do (tuy theo quy m6 va d¢ phurc tap cua chuong trinh email). Néu
ban khong c6 du ngén sach dé thué ngoai, thi van c6 rat nhiéu cong cu tién dung ma ban co thé ap
dung dé xay dung va trién khai cac chuong trinh email chuyén nghiép. Nhiing cong cu nay gitp ich
cho cac doanh nghiép vira va nho, khong c6 di ngudn luc hodc kién thic dé thiét ké va tao ma HTML
cho email hay quan Iy danh muc dja chi khach hang. Chung cung cip céac giao dién c6 sin, dé sir dung
va thuong dua ra nhiéu kha nang lua chon giup ban t6i da hoa cac chién dich cua minh. Néu ban chi
moi bat tay vao thyc hién email marketing hay danh sach khach hang ciia ban it (dudi 2.000 nguoi), thi
nhirng céng cu nhu thé nay 1a mot lya chon tuyét voi. Ngay ca khi danh sach khach hang ciing nhu
nhu ciu ciia ban tang dan, ban van co thé tiép tuc sir dung nhimng san pham, dich vu va cac cong ty
chuyén vé email trén thi truong dé tir do dua cac chién dich ctia ban 1én mot nac thang méi. Nganh
ema11 marketing dd phat trién va mo rong rt nhiéu trong ba nim vua qua, do do, trén thi truong ludn
sdn ¢ cc cong ty ciing nhur cac san pham co thé gitip ban giai quyét moi tinh hudng.

Email marketing hi¢u qua la marketing muc tiéu
Email marketing truc tiép thuc thu c6 nghia 1a thong diép marketing ctia ban duoc nhin nhéan va xir Iy

nhur 14 thong tin lién lac duy nhat danh cho nguoi str dung. Email marketing c6 thé hudng t6i nhidu d6i
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tuong khac nhau dya vao céc bién sb. Khi ban muén xay dung mot chuong trinh email nham dem lai
gia tri cho timg d6i tuwong tiép nhan email, thi cach thirc tiép can cd y nghia then chét. Diéu d6 nghia la
ban cung cép nhiing ndi dung phtt hgp do nguoi nhan lya chon, hay dua ra nhitng dé nghi riéng biét
dua trén lich sur giao dich hay dia diém cua nguoi nhan email. Piéu quan trong & day la véi email
marketing, ban c6 thé dé dang tiy chinh cac théng diép va do ludng cac thong diép d6 — diéu ma ban
khong thé tim thay & cac kénh marketing khac.

Email ¢6 thé do luong duoc

Khi méi trién khai sir dung email 1am cong cu marketing, c6 18 ban s& khong ngdi yén va lién tuc kiém
tra xem ai da doc email cua minh, ai da nhap chudt vao mot dudng dan hay ai da chuyén tiép email d6
cho ngudi khac. Khong gidng véi bat ky cong cu marketing nao khac, email gitip ban do luong hiéu
qua ngay lap tie. Ban s€ co thé thu thap thong tin vé mdi ca nhan khach hang hay thong tin tong quan.
Khi thiy ring email doi hoi it ngan sach nhu thé nao va ngudn thong tin ban thu thap dugc tir n6 rong
16n ra sao, gio' day han ban di thdy email vo gia t6i nhudng nao roi chi?

Email c6 thé cho ban biét tuong tan khach hang thich gi, diéu gi khién ho phan tng va ho khong thich
tiép nhan cai gi. Nghe that don gian. Nhung li¢u ban c6 chiu dau tu mot chat dé tim hiéu xem khach
hang phan g vai céi gi lién quan dén marketing khong?

Khoéng mot cong cu marketing nao khac cho phép ban do ludng duoc ngay diéu do, nhanh chong diéu
chinh phuong phap tiép can dé c6 két qua tot hon. Ban con co thé xem két qua dién bién theo thoi gian
dé theo ddi hanh vi ciia timg ngudi hay cua tit ca ngudi str dung, nhd vay ban s& nhén ra nhitng 16
héng trong phuong phap marketing cia minh qua d6 tim cach thay d6i dé cai thién nd. Ngoai ra, email
cling dem lai cho ban nhitng thong tin tai liéu rd rang. Ban c6 thé sir dung nhitng két qua nay dé lam
bang chimg khi xin thém kinh phi d4u tu, va thé hién cho cong ty biét nhitng dong gop cuia bd phan
minh vao doanh thu chung. Li€u con ¢ cong cu nao khac cho phép ban thuc hi¢n diéu nay voi sy
chinh x4c tuong tu ma lai doi hoi it cong stirc dén thé?
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SU THAT 4

Email manh mé& hon bao gio hét

Email van thuong bi lam dung, di 14 boi bao chi hay cac quan 1y cép cao (trong truong hop ho biét
rang cong ty minh hién cling dang thuc hién mét chuong trinh email). Hang ndm, mot s6 nha binh luan
lai du doén rang email s& chiu t6n that trude sy tan cong cua cong nghé web hay cong ngh¢ truyén
thong mai. Song didu do chua bao gid xay ra ca, boi 18 email khong ngimg tién hoa.

Mirc d6 chi dung cho email marketing tang timg nam, va gi6i phén tich nhan thdy rang xu huéng nay
con tiép tuc trong tuong lai. Duong nhu cac thi truong vbn ciling dong ¥ véi nhan dinh trén, vi cac vu
mua ban cac cong ty chuyén vé email voi gia tri 1én toi hang tram triéu do-la van tlep dién. Email
khong chét — n6 dang tién hoa. Email hién dang phat trién manh m& hon bao gio hét, va ban dung e
ngudi khac Ira mi minh: tuong lai ciia email rat xan lan. Mic du c6 thé ¢ nguoi néi rang email dang
sap hét thoi, nhung nhitng ngudi trong nganh nhu ching ta mai biét rd hon ca. Email marketing chwa
bao gid hip thy dugce ngudn sirc manh to 16n nhu hién nay.

Néu nhitng thong tin ma toi chia sé van chua di khién ban tin rang email di dat toi toc d phat trién t6i
da, thi ban hiy nhé rang cac nha phan tich xuit sic ctia nhitng cong ty nghién ciru nhu Forrester
Research ciing ting ho ¥ kién rang khi dugc thyuc hién diing, email c6 thé 1a mot kénh marketing muc
tiéu manh mé& nhat ma cac chuyén gia thi trudng mong doi.

Dudéi day la nguyén van trich doan cua Forrester Research:

“Mac du c6 nhiing lo ngai vé viéc email marketing s& dan bi that sung, song no van hoat dong rat tot.
Trén thyc té, nhitg nguoi hay ding email chinh 12 mét trong nhitng khach hang gié tri nhat cta cac
chuyén gia thi truong. Ho danh nhiéu thoi gian trén mang hon, ho mua hang theo y thich, ho tra tién dé
mua sy thuén tién, va ké cho ngudi khac nghe vé nhiing quang céo va email ma ho danh gia cao. Cac
chuyén gia thi truong nén bién khach hang ctia minh thanh nhiing nguoi thich dung email bang cach
diéu chinh cac chuong trinh email cho phu hop véi cac hanh vi cu thé ctia ho.”

Cac nhom nganh

Mot trong nhitng diém thé hién rd rang nhat stc phét trién va sirc manh cta email (ngoai trir nhitng
con s6 thong ké nhu thé nay: khach hang mua cac san pham dugc quang cao qua email thuong chi tiéu
nhiéu hon 138% so v&i nhiing ngudi khong mua qua email) la sy phat trién dang ké ctia nhiing nguoi
dung dau trong linh virc ndy. Gan day cac chuyén gia trong nganh tir mot s6 cong ty uy tin nhat trén
thé gi6i da tap hop nhau lai dé chia s¢ chuyén mon va trao ddi voi cac chuyén gia khac. Pay 1a Iy do
dong thoi ciing 1a cach thirc phét trién ciia email trong vai tro mot kénh marketing.

Mot trong nhirng nhom nganh tdi wa thich 1a Uy ban Kinh nghiém Email (EEC). La nhanh chuyén
trach vé email cua Hiép hoi Marketing Truc tiép, nhom nay tap hop cac chuyén gia toan cAu nham
thiic day viéc sir dung email marketing va cac hoat dong truyén thong. Noi thang ra, day chinh 1a diéu
ma gidi email dd mong doi tir [au — mot nhom riéng bi¢t van hanh boi cac chuyén gia email marketing
v6i muc tiéu giai quyét cac van dé lién quan toi email dong thoi giit vi tri vo dich trong kénh
marketing ndy. Su ra doi cling nhu céc tién b tiép theo d6 ctia nhém nay da gop phan dua email try
thanh mot nganh phat trién, va gio ddy no c6 thé tu bao vé cho minh bang nhitng muc tiéu két hop
song song voi cac nd luc gido duc. Cac ban co thé truy cap website ctia ho dé biét thém théng tin:
www.emailexperience.org.

Nghién ctru va thong tin
Bén canh do, cac nghién ctru sau cling dem lai nhitng bang chiing rd rang vé su phat trién cting nhu
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mdi quan tAm ngiy cang gia ting danh cho email. Tir nhiing bao cdo ty thuc hién ban dau, gio day
nganh nay da c6 duoc nhiing phan tich ¢6 y nghia hon ma gan nhu tat ca cac chuyén gia email — du ho
1a nguoi mua két qua phan tich hay 1a thanh vién ciia to chirc thyc hién nghién ciru — déu c6 thé st
dung dé phuc vu cho minh.

Ban s& thdy rang nhirng thong tin hitu dung vé email ludn c6 sin va thudng 1a mién phi. Trén internet
c6 nhiéu blog va website tuyét voi; chiing c6 thé gitp ban nhanh chong trd thanh mét chuyén gia email
marketing xuat sac. Vi the, hay tan dung ching. Dudi day 1a mdt so6 website/blog t6i ua thich:

« EmailStatCenter.com — Thi thuc 14 toi c6 tham gia vao website nay. Khi nhan thay rang c6 mot 16
héng trong nganh lién quan t6i viéc thu thap cac chuin do (metric) va diém chuan cho email, t6i da
phéi hop voi nhém EEC néi trén dé thanh 1ap website nay. Voi cac chuyén gia thi truong, website nay
1a mot ctra hang bach hoa, noi ho c6 thé mua bat ky thwr gi lién quan t6i chuan do cho email, dong thoi
no ciing cung cip hang trim théng ké cap nhat vé hon 40 hang muc, tir tan suit xem email cho t&i
dong tiéu dé. Nhitng thong tin nay co thé hd tro cho ban khi ban muébn tim cu tra 10i cho nhitng cau
hoi vé ngan sach danh cho email hay khi ban mudn thuyét phuc ban tai chinh rang ban can thém ngan
sach dé cung cb hay khdi dong chuong trinh email. Hay truy cip vao website
www.emailstatcenter.com dé biét thém chi tiét.

*RetailEmail.Blogspot — Nén coi ddy 1a website bt budc phai doc dbi véi bat ky ai hoat dong trong
nganh ban 1¢. Hay coi chi nhan cia website nay, cuu nha bao Chad White, 1a chuyén gia email nganh
béan 1é cta riéng ban. Anh iy thudng chia sé nhitng suy nghi thuong nhat ciia minh vé nhiéu chién dich
cling nhu xu huéng sir dung email trong nganh ban 1é. Va nhitng thong tin d6 déu duoc anh chia sé
mién phi. Ban hay thir truy cap website ndy xem sao: www.retailemail.blogspot.com.

*Be Relevant Blog — Toi thich blog nay vi né dugc viét bai mot chuyén gia thyc thu vé email
marketing va la nguoi ¢6 kinh nghiém thu:c té tir phia khach hang. Co thuong xuyén cp nhat bai viét
trén blog véi goc nhin mang tinh qudc té, ludn ludn bat nhip dugc cac van dé cling nhu co hoi mai lién
quan dén email. Dé biét thém thong tin, ban co thé truy cap vao website:
www.b2bemailmarketing.com.

*EmailMarketingReports.com — Day la mot trong nhiing website chuyén vé email uy tin nhat timg
ton tai; chu nhén cua n6 la mot Tién s, 6ng khong c6 san pham hay dich vu gi dé rao ban ca. Website
nay cung cap nhimg loi khuyén thyc té vé& email, thong tin vé cac dién bién trong linh virc ndy, va cac
bai bao viét vé email. Ban hiy truy cap trang www.email-marketing-reports.com dé tim thém thong
tin.

*TheTruthAboutEmailMarketing.com — Pay 13 website gi6i thiéu vé cudn sach nay, & day ban cd
the tim thay thém nhiéu thong tin cling nhu cdc nguon thong tin khac.

Viy la lan tdi, néu ban doc mot bai bao hay tro chuyén cung ai do6 vé chu dé cai chét ciia email, ban s€
c6 dugc goc nhin moi. Email dang phat trién dan cung voi thoi gian.

15
https://thuviensach.vn



SU THAT 5

Email gop phan giam cac chi phi khac, vi thé hiy dau tu vao nd

Néu da doc ti day roi, thi han ban da biét tai sao email lai tiét kiém chi phi hon so véi bat ky kénh
marketing nao khac. Nhung khong phai vi email it doi hoi chi phi ma ban khong can dau tu vao né.
N6i nhu thé khong c6 nghia 1a t6i khuyén ban phai danh ca hang nghin d6-la cho né. O trén toi da noi
rang email san bang san choi giita cic doanh nghiép nhd chi phi ré. Tuy nhién, tdi ciing muén nhan
manh 1a néu ban diu tu vao chuong trinh email — du 1a dau tu tién, chién lugc, hay ca hai — thi ban s€
c6 thé cat giam chi phi & cac khia canh khac ddy.

Dung email dé kiém tra thir thong diép giri di va nhimg cach tiép can marketing khac

Pau tu cac nguén luc ndi bo dé phat trién va thuc hién mét chién lugc (hay tdt hon 1a cat bot mot phﬁn
ngan sach dé danh cho email marketing) co thé khién ban bat ngo vi no dem lai nhiéu thong tin sdu ma
ban chua ting biét vé khach hang ctia minh. Pau tu vao email c6 thé gitip cit giam cac khoan chi phi
khac vi n6 gitup ban kiém tra nhanh xem cai gi hiéu qua va cai gi khong. Khi kiém tra cac chuan do
email ding cach, ban sé& biét dugc rang khach hang phan tng voi cai gi va ho bo qua cai gi. Ban ¢6 thé
biét ho thich hay khong thich thong diép va nhitng yéu té sang tao ndo, hay ho s& thich mua san pham
nao.

Néu ban chua tim duoc du 1y do dé chirng minh cho sy thich dang cta viéc danh mét khoan ngéan sach
16n cho email marketing (t61 s€ gitp ban di€u nay trong Su that 6), hdy su dung cac chuong trinh email
dang dugc ho trg dé tiét ki€ém chi phi cho cac kénh khac. Ban thir hinh dung tinh hudng sau nhé.

Ban muon gi6i thigu mt san phdm mdi, va ban da danh rat nhiéu thoi gian dé tim ra thong diép phu
hop. Cubi ciing, moi ngudi trong cong ty ciing di dén nhat tri, va ban da sén sang dua thong diép do ra
thi truong. Liéu ban ¢6 mudn kiém tra thir thong diép ctia minh qua mot chién dich email truée khi dau
tu hang nghin do-la vao mot chién dich quang cdo ma ban kho c¢6 thé biét né duoc cong chung don
nhén ra sao hay khong? D¢ 1a chua ké email cho phép ban nhanh chéng dwa ra nhimg thay doi.

Hay gia st ban c6 hai thong diép marketing cho mét san pham hozc dich vu méi. V&i email ban c6 thé
phan loai danh sach khach hang dé thir nghiém ca hai thong diép d6. Liéu con c6 kénh nao khac gitp
ban thuc hién nhirng cong viéc nay v6i mirc chi phi thdp nhu vay trong khi lai cho phép ban phan tich
ngay lap tirc xem lya chon nao 1a tdt hon? Chi riéng diéu nay thoi ciing c¢6 thé tiét kiém cho ban hang
nghin d6-la, va bao dam rang cac chién dich marketing khac da duoc kiém tra va danh gia mot cach
hop ly.

Truc tiép cit giam chi phi van hanh bang email

Khi néi vé cac chuong trinh email, ngudi ta thudng cha y nhat toi khia canh thuc ddy doanh thu va xay
dung cac mbi quan h¢; tuy nhién, mgt cong ty tri gid hang ty do-la, mot ddi tac thuc hién cac chuong
trinh cta chinh phu, da s dung email theo mt trong nhig cach thirc thong minh nhit ma toi timg
thay. Cong ty nay da thanh cong trong viéc dung kénh nay dé cat giam cac khoan chi phi khac — va toi
cho rang diéu nay ciing s& duoc nhiéu chuyén gia thi truong khac 4p dung trong nhitng nim toi.

La mot cong ty dam trach nhiéu chuong trinh nho cho chinh phu, ho danh ra nhiéu nguén lyc n6i bo
quy gia dé duy tri mot tong dai cung cp thong tin Ve tinh trang thanh to4n cho cac nha cung cép dich
vu y té trong chuong trinh Medicaid. V6i hy vong cit giam chi phi str dung cac nhan vién phyc vu
khach hang, cong ty nay quyét dinh thuc hién mot chuong trinh email c4 nhan hang tuan, trong d6 ho
gtri email thong bao tinh trang thanh toan t6i timg khach hang. Email d6 dugc giri déu dan vao mot
ngay gid c¢d dinh trong tun. Diéu nay giup bao dam ring cac nha cung cip d& dang va kip thoi co
dugc thong tin ho can, dong thoi gitip chinh cong ty va cac khach hang cua ho tiét kiém tién bac va
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ngudn Iyc khi khéng con phai goi dién hoi thong tin nita. Néu ban vira tiét kiém dugc ngudn lyc ndi bo
lai vira xay dung dugc mot chuong trinh email dé sir dung, ban sé& c6 duoc ca hai lgi thé: tiét kiém tién
bac va c6 mot nén tang nguoi sir dung thu thap nhiing thong tin ma ho muén. Ngay cang c6 thém
nhiéu cong ty tim dén email marketing dé cat giam cac khoan chi phi lién lac giao dich truyén thong
lién quan dén hoa don, chimg tir, va xac nhan thong tin ding ky.

Cit giam cac chi phi marketing khac

Ban c6 thé tiét kiém hon nira béng cach giam hodc loai bo hén cac cubn sach gidi thi¢u san phém dét
do, thay vao d6, ban c6 thé guri email téi nguoi st dung va cho ho duong dan t6i noi luu phién ban sb
ctia cudn sach d6. Ban cling ¢ thé ap dung diéu tuong tu véi thu truc tiép, mot phuong phap
marketing dit d6 khéc. Email 1a mot su bd sung hoac thay thé tu nhién cho céc phuong tién lién lac
marketing qua buu dién trudce day.

Pay 1a mot vi du tuyét voi cho thdy ban co thé giao phé cong viéc cho email dé qua d6 cat giam chi
phi, dong thoi mang lai cho khach hang nhi€u sy lga chon hon, cling nhu kiém soat dugc cach ho tiép
nhan nhitng thong tin lién lac thiét yéu. V&1 email, céac loi ich vé mat moi trudong cting khong hé nho.
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SU THAT 6

Dung Loi nhuén trén dau tu (ROI) ctia email dé phan bd ngan sach

Tir lau email van 1a dira con roi ciia cac khoan ngan sach danh cho marketing. Do chi phi lién quan dén
loi nhuén ciia email thap, nén nhiéu cong ty c6 suy nghi sai 1am rang khong nén danh mot khoan 16n
trong ngan sach marketing cho né — mic du sy that 13 email c¢6 thé dem lai nhiéu hon nhitng gi n6 doi
hoi. Email tham chi con co thé hiéu qua téi ndi né thudng trd thanh nan nhan trong thanh cong cta
minh. Mot nha phén tich uy tin phat biéu ring email hiéu qué téi mirc nhirng thanh qua tuyét voi cia
n6 c6 thé gy hai cho viéc phan bo ngan sach.

*Khi doc cac théng ké sau day, ban s¢€ théy khoé hiéu 13 tai sao email lai chi chiém mot phﬁn nho nhoi
deén thé trong ngan sach.

*V6i mbi do-la bo ra cho email marketing, cac chuyén gia thi truong ¢ thé thu vé 46 do-la loi nhuan.
«Chi s6 ROI cuia email cao hon 70% so véi bat ky phuong tién marketing phan tng truc tiép nao khac.

60% céc lanh dao doanh nghiép ndi rang Internet va email 1a hai cach t6t nhat dé cac cong ty quang
cdo cd thé tiép can ho.

*Email dem lai doanh thu véi ty 1¢ chi phi cho mdi don dit hang 1a dudi 7 d6-la; con $6 nay la 71,89
d6-la cho quang cao trén banner, 26,75 do-la cho quang cdo tinh phi, va 17,47 d6-la cho cac chuong
trinh lién két.

That khé ma tin ring, trude nhirng dit liéu nganh nhu trén, ngan sach danh cho email vin qua khiém
tdn so vé4i viée chi tidu cho cac kénh khac. Tuy vay, cai hay ciia email 1a & chd, khi ban mudn mé rong
ngan sach, ban co thé dé dang tim dir liéu minh chiing cho quyét dinh ctia minh. Chi can su dung mot
s6 chuan do va cac dir liéu thu duge tir cac chién dich email marketing trong ca nam la ban c6 thé dua
ra nhimng dy doan chinh xéc, gitp ban khang dinh dwoc rang cin phai gia ting ngan sach cho email
marketing trong nhitng nim sap t4i.

To1 khuyén khich ban thuc hién cac budc sau day dé mo rong ngan sach cho email dya vao chi s6 loi
nhuan trén dau tu (ROI).

1. Budc dau tién 1 vach trude muyc tiéu. Hiy xac dinh ban mudn thu duogc gi tir chuwong trinh email
marketing, x¢t ca vé cap do chién dich va tong thé. Ban c6 thé can nhic nhimg khia canh nhu s6 doanh
thu mong mudn, luong khan gia truy cép, lugng khach hang vao cira hang, s6 nguoi chuyén sang sir
dung kénh khéc, s6 nguoi tiép tuc str dung kénh hién co, nhiing san pham tao nhiéu doanh thu nhét, sd
ngudi dang ky nhan email, cac mdi quan hé cong chung, khuyén mai chéo... Danh sach nay co thé kéo
dai tly thich. Ban c6 trach nhiém xac dinh cac muc tiéu pht hop nhit véi nhitng muc tiéu marketing
va kinh doanh cua cong ty minh. That ngac nhién 1a nhiéu nguoi t6i gap khong hé biét cac muc tiéu
chung ciing nhu muc tiéu d6i voi chuong trinh email ctia cong ty ho, d6 1a chua ké dén nhirng muc tiéu
chién dich it cu thé hon.

2. Sau khi x4c dinh duoc myc tiéu, hiy 1am mot bang diém hang thang. (Xem bang diém & nhiing
trang sau dé tham khao st dung cho chwong trinh ctia ban). Piéu nay cho phép ban va nhom marketing
ctia minh giam sat cac chi s6 hoat dong chinh ciia email trong bdi canh chung 1a muc tiéu ctia cong ty
(lién quan va khong lién quan t&i email) va cac chuan myc trong nganh. Vi cac chién dich email hay
thay d6i, ban can lién tuc danh gia va diéu chinh cc muc tiéu trong bang diém ctia minh. Diéu nay s&
gitip loai bo nhing yéu té bat ngd va bao dam rang nhoém marketing hay nhom email Itc nao ciing biét
dugc diém sb. Bang diém nay c6 thé dinh hudng cho ban nén dau tu nguén lyc vao dau (tirc 1a nhiing
chuan do cu thé can phai/co thé cai thién dé dat duoc cac muc tiéu hay gia tang ty 1¢ ROI hoac doanh
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thu). Suy cho cting thi cac chudn do email 1am sao phat huy duoc tac dung néu ching dimg mot minh?

3. X4c dinh diém chuén so v6i nganh. Viée so sanh cac con s6 thong ké ndi bd vai cac chuan do twong
ng trong nganh c6 thé mang lai gié tri song cling co thé 1a mot hoat dong vo ich. Tuy nhién, hay nho
rang chia khoa & ddy chinh 13 bbi canh. Ban can bao dam rang cong ty minh cling & mirc dJ tuong tu
nhu cac cong ty khac trong nganh & mot s6 chuan do cu thé nhu ty 18 phan phat email, ty 16 ngudi mo
email, nhung dung voi tao ra nhiing thay 601 16n trong cac chién dich duya trén mot bao cdo nghién ctru
khi bao c4o ndy néi rang thir Ba 1 ngay tot nhat trong tuan dé giri email.

4. Tap trung vao mot s dit liéu ROI chinh. Thuong thi cac chuyén gia thi trudng chi tap trung vao ty
1€ mo email va ty 1¢ nhip chudt vao dudng din trong email. Song liéu nhitng s6 liéu d6 ¢6 con quan
trong khong néu tit ca moi ngudi trong chién dich email marketing cia ban déu m& email nhung lai
khong tao ra doanh sé ban hang? Hay gin két cac dir liéu va két qua cta chuong trinh email marketing
v6i cac muc tiéu ban d3 dit ra & budce 1. Néu muc tiéu cua ban la tang doanh thu 1én 15%, hay bao
dam réng cac chuén do cua ban phai thé hién duoc sy tién trién trong khia canh nay.

Gan day chung t6i ¢6 thuc hién mot s6 nghién ciru trén trang EmailStatCenter.com va nhan thiy phan
16n cac chuyén gia thi truong dugc phong van déu cho biét ngan sach hang nim cta ho danh cho email
marketing la & mac dudi 50.000 do-la. Mot chi tiét tha vi 1a hon 20% nguoi duge hoi tham chi con
khong biét ngan sach danh cho email 12 bao nhiéu. Bit dau mot chuong trinh email marketing voi mot
ngan sach han ché 13 diéu c6 thé chép nhan dugc, nhung khong hd tro chuong trinh d6 va khong sir
dung cac dit liéu thu dugc tir 46 dé gitp nang cao ty 1¢ phan bd ngan sach cho né trong twong lai lai
khong thé chap nhan dugc. Du ban mai bat dau chuong trinh email hay d tin hudng cac loi ich cua
n6 nhiéu nam roi, ban van c6 thé thuc hién cac budc trén day dé gia ting ngan sach cho email trong
nam tdi. Tai sao lai khong rot thém tién vao kénh c6 thé mang lai cho ban nguén loi nhuén 16n nhét
nhi?
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SU THAT 7

Hay duy tri chuong trinh email ngay ca khi ngan sach bi cit giam

Gia su ban da 1am moi viée co thé dé yéu cau mot khoan ngan sach 16n hon cho email, nhung s0 tién
ban can lai khéng dugc dap ung. Ngan sach thay doi hang nam. Va tuy moi nguoi déu ndi rang ngan
sach danh cho quang céo va marketing s& bi cit giam dau tién trong bat ky cudc suy thoai kinh té nao,
song ban van co thé duy tri chuong trinh email marketing. Ban thic mic tai sao diéu d6 lai xay ra va
xay ra nhu thé nao u?

Hay nh¢ rang khach hang ciia ban mudn lién lac bang email (ho da cho phép ban giri email, ding
khong nao?) va phu thudc vao diéu d6. Ban da mat thoi gian dé dau tu vao email marketing, vi thé bo
cudc giita chimg s& phan tac dung. Day 1a kénh duy nhit dem lai cho ban mét dién dan lién lac c4 nhan
thudng xuyén, khong ton kém (tuy nhién, t6i lai hy vong ban khong giri email qua thuong xuyén).

*Email 13 kénh b6 sung hoan hiao — Khong nén thuc hién chuwong trinh email mét cach riéng biét.
Khong chi nén tap trung hoa cac chuong trinh email, chiing ta con can phai sir dung chiing cting voi
cac nd luc marketing rong hon. Email dem lai hiéu qua tdt nhat khi dugc tich hop véi cac nd luc
marketing va thuong hiéu chung. Khi tiét giam cac nd luc email, ban s& 1am giam di gia tri cia mot
trong nhitng phuong phap mang tinh c4 nhan va truc tiép nhat dé dat toi cac myc tiéu marketing mtrc
cao.

*Ciac ké hoach marketing va cac chién lwgc kinh doanh ludn thay doi — Khong ¢6 cach nao nhanh
chong va dé dang hon dé lién lac voi nhiing ngudi quan tam tdi cong ty ban bang cach giri email cho
nhirng nguoi dang ky nhan email thong bao vé cac tin tirc va dién bién trong cong ty ban. Khi thoi
gian 13 yéu t6 quan trong, thi email 1a giai phép.

*Ban con ¢o thé kiém tra cac y tudéng xay dung chién dich, nhirng sw sang tao va cac dé nghij ¢
noi nao khac? — Nhu t6i di dé cap o trén, email dem lai mot co hoi doc nhat v nhi gitip ban kiém tra
cac thay d6i sang tao, cac phién ban va cac dé nghi cu thé dong thoi van tiép tuc diéu chinh cac y
tuong va gia tri chung trude khi thyc hién ching trén cac kénh khac dat tién hon.

*Email cung cip cac dir liéu cin thiét quyét dinh thanh cong — Phan 16n cac chuyén gia thi truong
déu co thé danh gia duoc mirc do thanh coéng cua cac chién dich ciia minh trong vong 24 gid va thuc
hién nhitng diéu chinh can thiét. Email khong phai 1a phuong phéap do luong khién ban mét thoi gian
cho doi nhu cac kénh marketing khac.

*Email 12 cong cu xay dung va phat trién thwong hiéu — Tuy c6 nhiéu quan diém khac nhau, song
dung 1a email khong ngimg dem lai nhitng 4n tugng vé hinh anh cong ty va né c¢6 thé tac dong téi mirc
d6 nhan thirc thuong hiéu ciing nhu sy noi tiéng ctia thuong hiéu (ca tich cuc 1an tiéu cuc). Khong nén
xem nhe vai trd cong cu xdy dung va phat trién thuong hiéu cua email; va xét & goc do tiéu cuc, ching
ta cling khong nén xem nhe trach nhiém ciia n6 khi cac chién dich email dem lai hiéu qua x4u.

*Email cit giam cac khoan chi phi khac — Email chu yéu duoc nhin nhan nhu mét cong cu xay dung
mbi quan h¢ va tao doanh thu. Tuy nhién, mét trong nhitng khia canh chua duoc tan dung triét dé cua
email 14 lam giam cac khoan chi phi khac. T6i timg 1am viéc voi nhiéu cong ty trong d6 email
marketing 14 tim diém ctia cac nd luc cit giam chi phi 16n. Ban thir hinh dung ma xem, email co thé
giam thiéu chi phi in 4n, duy tri tong dai, va giri thu truc tiép khi ban dung n6 dé thay thé cho nhimng
bire thu tin tire ndi bd hay cac tim buu thiép giri truc tiép qua duong buu dién vén tén kém, va cho
phép né chi dong cung cap cac thong tin can thiét thay vi duy tri mot tong dai dich vu khach hang.

Email c6 strc lan truyén
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Mot thong diép email hiéu qua c6 thé khién ngudi nhan chuyén tiép email d6 cho nhiing nguoi khac,
va do dé, hd tro cho cac nd lyc marketing ctia ban. Sttc manh ctia marketing lan truyen that dang né,
khi gia tri cua chién dich marketing tang theo ham mii. Mot théng diép s& dugc chuyén tiép khi né doc
d4o, hap dan va co gia tri.

Lap luan vé ROI

Nhu toi da dé cap 6 trén, ty 1¢ loi nhuan trén dau tu cao ngat nguong clia email 1a 1y do chinh dang dé
ban tiép tuc sir dung email marketing, bt ké tinh hinh kinh té va tinh trang cong ty ra sao. Gia sir cac
chién dich email caa ban dugc thuc hién dﬁy du va chung dem lai mdt khoan tién dang ké, thi chi riéng
1y do d6 thoi da du dé khién nd c6 mot vi tri bat bién trong ma tran marketing roi.

C6 nhiéu cach khac nira gitip ban gia ting ngan sach cho email, nhung bay gid 13 luc ban phai bao vé
nhiing tai san ctia email trong cong ty va tang thém gia tri cua chuong trinh cho tat ca nhitng nguoi
lién quan.
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SU THAT 8

Thué ngoai hay tu thuc hién

Khi bt tay vao phan bd ngan sach, hoic khi da c6 ngan sach xac dinh va ban biét minh c6 thé dau tu
nhitng gi vao email, ban s€ phai can nhac nhic¢u lya chon lién quan t61 nhi€ém vu thué ngoai nhiing viéc
nhu cac yéu t6 sang tao, chién lugc va thuc hién, hay tu té6 chirc thuc hi¢n nhitng cong viéc dé cung
cac cong viéc quan trong khac trong chuong trinh email.

Sau day 1a mot s6 viée ma cac chuyén gia email bén ngoai cong ty ban c6 thé hd tro ban:

*Chién lugc va cach hoat dong hi¢u qua nhét

«Quan ly/chuyén giao chién dich

*Céc dich vy sang tao

*Tuan thu dao luat CAN-SPAM (dao luat chdng giri hang loat thu rac v6i cac mirc phat cao)/cac van
de lién quan téi quyén riéng tu

*T6i wu hoa hop thur va phat trién danh sach nguoi dang ky nhan email
*Phén tich chuong trinh va lap chuan

*Guri thong diép/dién dan cong nghé

*Thiét ké email, ban quyén va phat trién nodi dung

«Tuan thu phap ludt/cac van dé lién quan toi quyén riéng tu

Trude khi ra quyét dinh thué ngoai, ban c6 mot sb viéc phai lam. Day co thé 1a mot trong nhirng quyét
dinh c6 y nghia nhat ma ban thyc hién voi tuong lai chwong trinh email cua minh. M6t s6 cau hoi dudi
day s& gitp ban tim hiéu xem liéu ban di sin sang tim kiém mot ddi tac chién luoc dé bb trg cho
chuong trinh email chua, hay ban nén huy dong ngudn luc trong cong ty.

1. C6 phai email dang ngay cang tré thanh mot phan quan trong trong viéc lién lac voi khach hang
hién tai va tiém nang cua ban hay khong?

2. Ban c6 can t6i email dé thiic ddy doanh sb va cap nhat cho khach hang nhirng thong tin méi, cac
dich vu va chuong trinh khuyén mai khong?

3. Ban va nhém lam viéc ctia minh c6 kinh nghiém, kién thirc chuyén mén, thoi gian ciing nhu mong
muon 1€n ké hoach, thuc hi¢én, phan tich va to61 uu hoa chuong trinh email khong?

4. Email marketing c6 y nghia trong tdm d6i vi mo hinh kinh doanh va céc hoat dong thudong nhat
cua cong ty ban khong?

5. Ban c6 thué ngoai thuc hién céc linh virc khéc trong kinh doanh nhu phap 1y, ké toan va quang céo
khong?

6. Ban c6 Qét tay v&i cac hiang marketing khac dé thuc hién cac chuong trinh khic ma ban khéng c6 du
nang luc dé thuc hién hay bao damty I¢ ROI cao khi tu thyc hién khong?

Sau day la cac lya chon danh cho ban lién quan téi cach thuc gui email:
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X4y dung va quan Iy cac hé thong cong nghé noi bo.

*Mua (hodc thué thong qua phan mém mé hinh cung cap dich vu/ting dung) mét céng ty cung cap dién
dan dé gtri cac chién dich cua ban.

*Bat tay voi mot doi tac c¢o trach nhi€ém quan 1y phan dau va cuodi trong cac chieén dich cta ban.

Phan 16n cac cong ty st dung nha cung cip dich vu email (ESP) hay cac cong ty dich vu dé phat tan
cac chién dich email ctia minh thay vi duy tri mang cong nghé noi bo. Viée phat trién va quéan ly giai
doan dau cta chién dich thay ddi theo timg cong ty. Nhiéu cong ty thich hop tac voi nha cung cip dich
vu email, mot s6 khac lai muén tu thuc hién moi viéc.

Mot s6 nha cung cap dich vu email cung cip cac dich vu chuyén nghiép cling cac cong cu thuc hién
chlen dich. Nhiéu cong ty sir dung ca hai phuong phap nay. Khong c6 cong thirc chung nao ca, vi thé
quyét dinh dung ddn s& phy thudc vao ngudn luc, muc tiéu va nhu cau cia cong ty ban.

Van c6 nhimg cong ty thuc hién email marketing khong theo cach thirc thong thuong. Mot sb cong ty
xdy dung nén mét ndi dung ngheo nan, chén mot hinh anh vao file ri dua toan bo danh sach khach
hang vao phan BBC (d6ng kinh giri) trong hop thu cua vi quan ly marketing — ho coi hop thu nay la
cong cu trién khai chuong trinh. Mot sd cong ty khac tham chi con don gian hon: ho dua toan bo danh
sach email khach hang ctia cong ty vao phan ngudi nhan rdi giri thang thu di, va nhu thé, ho vo tinh dé
16 hang nghin dia chi email cho nhirg nguoi gui thu rac, nhitng nguoi ban hang va nhiing ngudi hiéu
ky. Di nhién, ca hai phuong phap lam viéc cau tha trén déu khong dem lai ngudn thong tin quy gia
tiém ning ma email marketing mang lai. (Luu y ring thong bao “da doc email” khéng dugc tinh 14
thong tin.)

Cac chuyén gia noi gi...

Hau hét cac chuyén gia email marketing déu s& néi rang ban nén thué ngoai thyc hién it nhét 1a mot vai
phan trong chuong trinh email cua minh. Nhleu ngudi ¢ quan niém sai 1am rang néu ty thuce hién thi
ho s& tiét kiém duoc chi phi, str dung ngudn luc ndi bd hiéu qua hon va nang cao doanh s6. Nhung khi
chuong trinh email phat trién 1én, cac cong ty nay ciing lai nhan ra ring mot bd phan kho c6 thé dam
trach dugc hét cac cong viéc nhu theo doi dir li¢u, thong tin nguoi st dung, su tudn thua va chién lugc.

Hay nhé rang céac chién dich hiéu qua déu can dén ngudn luc. Cac cong ty — du 16n hay nho — déu nén
thué ngoai thyuc hién cac chién dich marketing, trir truong hop ho da c6 trong tay mot doi ngii cac
chuyén gia dugc dao tao bai ban, chuyén trach, c6 thé quan 1y luong cong viéc can thiét dé xay dung
mot chién dich email marketing thanh cong. Mot nhém lam viéc hiéu qua s& phai c6 nhiéu k¥ ning
khac nhau, bao gdm k¥ ning thiét ké sang tao, quan Iy noi dung, tac quyén, ma hoa, quan 1y danh sach
khach hang, chién lugc va phén tich.

Can phai c6 thoi gian dé xay dung mot doi ngii chuyén mon

Néu van nghi ngd, ban hiy thir nghi thé nay nhé: C6 bao nhiéu cong ty tu quay phim quang cao thay vi
thué mot cong ty quang cao hay cong ty san xuat thuc hién cong viéc d6? Néu khong phai 13 chuyén
gia trong mot linh vuc nao do, ban c¢o6 hai lya chon: tré thanh chuyén gia hoac thué mét chuyén gia.
Néu ban mudn duy tri sy tinh tao va phan tng nhanh nhay ddi véi cc nhu cau cta thi truong, thi viée
thué chuyén gia s& 1a lya chon tét nhat.

Du ban chon cach thué ngoai hay tu thuc hién email marketing, ban cling khong nén chi dat muc ti€u
hap thu kién thirc vé k¥ thuat va chuyén mén — ban con phai xay dung cac chinh sach, quy trinh va
chuan hoat dong t6t nhat dé bao dam rang chuong trinh duoc quan 1y dang dan. Pic biét dbi voi cac
cong ty phat trién nhanh, viéc thué ngoai thyc hién chuong trinh email marketing s& cho phép ho tap
trung vao cac ké hoach phat trién va cac van dé khac quan trong hon ma khong 1am xao ling ngudn
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luc cua minh.

Ca tién bac va ngudn luc déu khong thé tu dong xur ly tat ca cac yéu cau cia mot chuong trinh email
marketing dang phat trién. Dé xdy dung duoc cac moi quan hé c6 ¥ nghia voi khach hang doi hoi phai
c6 thoi gian, sy dau tu va cam két 1au dai. Vi khach hang chinh 1a lgi nhuén cua ban, nén ho ximg
dang nhan dugc nhitng thir d6. La phwong phép tét nhat dé tiép can khach hang, cac chuong trinh
email marketing xtmg déng c6 duoc kién thirc img dung chuyén mén cua cac chuyén gia. Nhu toi da
no6i & trén, email khong dit tién, nhung néu ban cang dau tu vao né bao nhiéu thi ban cang git hai
duoc thanh qua tir nd nhiéu bay nhiéu. Néu ban di c6 ngan sach, thi viéc thué ngoai thyc hién chuong
trinh email — hay chi it 14 thué ngoai vach ra chién luoc email — c6 thé mang lai nhitng loi ich 16n lao
cho ban.
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SU THAT 9

Tim dbi tac phu hop

Néu da quyét dinh can t&i su hd tro cua chuyén gia, ban can phai xac dinh xem su hd tro d6 1a nhu thé
nao va tai sao. Thué nguoi khac tién hanh mot cudc kiém tra téng thé d6i v6i toan bo chuong trinh
email s& c6 mot quy md khac véi viée thué ho phan tich cac chuin do, nng caoty 1é phan mg hay
danh gia mau email.

Néu ban khong | blet chic nén bit dau tir dau, thi budc dau tién nén thuc hién khi lya chon dbi tac 1a tap
trung vao yéu t6 nén tang trong bat ky chuong trinh email marketing nao: chién luge. Chién luge email
thuong bi bé qua, nhung lam viéc vdi mot ddi tac co thé dem lai cho ban mdt cai nhin m&i mé. Dé ¢
duoc mot chién luge email dang dén, ban can phai thoat khdi nhiing kho khan thuong nhat cua qua
trinh thyc hién email va tim ra mot goc nhin toan dién vé toan bo chuong trinh email. Trong khi nhiéu
nha quan 1y marketing hay email hiém khi c4t dau ra khoi hop thu ciia minh, mot déi tac xay dung
chién lugc email bén ngoai ddi khi lai can thiét ¢é dwa cac chuong trinh email 1én mot cip do phu hop
v6i cac chuan muc trong nganh, dong thdi bao dam su t6i wu hoa ctia cac nd luc bén trong va bén
ngoai. Bén canh do, co ai mudn bi ddi tha bo roi lai d?mg sau dau nao?

Viée thué mot 601 tac email tw than no ciing c6 thé 1a mot qua trinh phure tap 101, vi thé hiy can nhéc
t6i nhitng yéu to ‘quan trong sau day khi ban danh gia cac d6i tac tlem nang. Chung s¢& gitip ban xac
dinh xem ai 1a d6i tac phu hop cho bét ky k¥ ning email nao ban can thué ngoai (nhu su tuan thu hay
phat tan email), tuy nhién, toi s& tap trung vio chién luoc boi vi d6 1a nén tang cho tat ca moi chuong
trinh email.

Tim hi€u sau ndi bd cong ty va xac dinh diéu ban mong muon

Hay bat dau bang viéc tim ra nhitng diém manh va yéu trong chuong trinh email ctia ban. Téi hy vong
1a ban d4 xac dinh dugc cac muc tiéu cho chuong trinh ctia minh; néu chua, ban can thyc hién diéu d6
ngay. Hay dit ra cac muc tiéu 16n hon 1a “dat duoc X%ty 16 mé email”, ddng thoi dua vao nhiing
chudn do ludng thanh cong nhu “tao ra Y doanh thu” hay “gia ting Z% luu lugng truy cap website”.
Khi t61 1am vi¢c vdi khach hang, qua trinh nay con chia nho hon nita thanh phan loai cdc muc ti€u
email. T6i di gip khong it vi quan 1y email khong thé chi ra dau 13 muc tiéu cudi ciing cta cac chién
dich email ma ho quan 1y. Néu ban hay nhom lam viéc cta ban khong thé néu duoc muc tiéu 16n trong
chuong trinh email ctia minh, thi d6 12 ddu hiéu cho thay ban dang can dugc giup da.

Céc giai doan ban dau cta qua trinh xay dung chién lugc cho email ¢6 18 1a phan quan trong nhat, va
n6 s& xac dinh dau 1a d6i tac ban can chon. Néu ban khong biét minh doi hoi diéu gi, hiy chuan bj tinh
than d6i mat véi su that vong. Ban cang xdc dinh duoc cac diém cu thé can nghién ciru (chang han nhu
b cuc 14 thu tin tic, quy dinh vé tuan sut, cic chinh sach noi bo va cac quy trinh), ban cang thu vé
nhiéu két qua tich cyec. Diéu nay s& gitip ban hinh thanh mot yéu cau dé cac ddi tic tiém ning xay
dung dé xuat.

Chon dbi tac theo su gidi thiéu ctia nguoi khac va danh tiéng cong ty

Ciing gidng nhu khi lwa chon bac si, luat su hay ké toan,  nhiing 161 gidi thiu cua cac khach hang hay
ngudi quen la mot yéu td quan trong khong kém danh tiéng cta ho trong nganh. Ban hiy lién hé voi
mot sd nguoi da gisi thiéu cong ty ban dang tim hiéu, qua d6 ban khéng chi danh gia duoc mirc do hai
16ng cua ho ma con c6 thém mot s6 thong tin vé cac linh vuc chinh khac, chang han nhu cong ty d6
can thiét 1ap mdi quan hé nhu thé ndo, va liéu ho c¢6 bién mat hat sau khi ban giao nhiing gi ho can ban
giao khong. Cau hoi phu hop nhat ¢ ddy 1a: Ho c6 thuc hién mot s6 dé xuit khong, va ho c6 thanh
cong khong? Cau hoi nay thudng s& cho ban biét liéu s tién ban bo ra ¢ thu duoc két qua tot dep hay
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khong.
Tranh cac mau thuan loi ich

Hay hoi cac cong ty dugc chon vao danh sach can nhic sau ciing xem ho c6 lién két voi mot cong ty
cong nghé nao khong, hay ho c6 phai 1a mot nhanh cia mot cong ty me nao khac cung cip cac dich vu
hay san pham khac nita khong. Tuy day khong nhat thiét 1a Iy do dé ban gach tén mot ddi tac tiém
nang, song ban can phai chuén bi tinh than 13 ho c6 thé mdi chao ban mua thém san phém hay dich vu
khac, va ban phai nhanh chéng nhén ra nhitng mau thuin vé loi ich.

Chéng han, néu mot trong nhirng linh vuc chu chdt ma ban tap trung vao la phat trién danh sach email,
mot cong ty co lién két voi mot cong ty chuyén vé co sd dit liéu c6 thé ép ban thué dung danh sach
email cua ho, hodc ép ban lam diéu gi khac co thé dem lai loi nhuén thém cho ho. Hay tim nhiing cong
ty doc lap, nho do ho chi tap trung phuc vu céc 1¢1 ich ctia ban va khong c6 muc tiéu 4n nao khac.

V61 mdt du an chuyén biét, hdy sir dung mot cong ty chuyén biét

Nhin chung, mét cong ty c6 kinh nghiém Ve email s& 12 lya chon t6t nhat cua ban. Cac cong ty
marketing truc tlep truyén théng c6 mot s6 bo phan chuyén trach hay dau mdi lién lac tu van khach
hang, nhung c6 thé ho lai khong quen xir 1y nhitng van dé nhu giri email hodc khong biét nhing
phuong phap thyc hanh sang tao t6t nhét Céc ctra hang tryc tuyén 16n cling vay. Phan 16n déu c6 cac
chuyén gia da nganh, c6 thé hd trg ban vé thiét ké email hay quan ly chlen dich, song ho lai han ché vé
kién thtrc chuyén nganh email. Du ban chon cong ty nao, hiy chac chan rang cong ty d6 hiéu rd va tap
trung vao email marketing. T61 dé gap nhiéu ctra hang tryc tuyén xuat sic ma toi sdn sang gidi thiéu
ho v&i bat ky khach hang nao mudn xay dung mot website nho, nhung kién thirc ctia ho vé email
marketing thi that tham hai. Ciing trong tu nhu bat ky cong viéc nao khac, hay nghién ctru that ki
ludng dé tim ra mot ddi tac tuyét voi, chir khong chi don thuan 13 mot cong ty phu hop.

T6i ting ¢6 1an hoi 1anh dao mot website truc tuyén rang ong s& gidi thiéu déi tac email nao cho cac
chuyén gia thi truong. Klaus Werner, giam doc thuong mai dién tir ciia hang Lowe’s, da thué mot so
cong ty ho trg vé email marketing, va day la nhitng gi 6ng chia sé:

“Mot trong nhirng bai hoc 1om nhét ma t6i hoc dugce tir viéc thué mot nhém tu van vé email marketing
1a ho co kha nang giup ching toi tap trung vao dung viéc, sap Xép cac thir ty wu tién, mang lai rat
nhiéu y tudng hang dau ciing nhu cac kién thirc chuyén mén. Néu khong c6 cac nha tu van dé, han
chung t6i s& mat hang nam trdi dé xay dung dugc mot chién luoc email marketing toan dién.

Ciing twong tu nhu hau hét cac cong ty khac, nhan vién cia chiing toi tip trung 90% thoi gian cia ho
vao lam viée, 10% thoi gian con lai danh dé nghién ctru chién luge va cac phuong phap thuc hanh tot
nhat trong nganh. Mot cach nhanh chéng dé duy tri loi thé canh tranh va cap nhét cac cong nghé va
thong 18 méi 1a thué mot doi chuyén biét co di ngudn luc dé thyuc hién nhitng diéu tra ban dau, tién
hanh danh gia, gitp céi thién cac thdi quen hoat dong kém hi€u qua, va gitp chiing toi c6 dugc su
chuan bj tt hon dé xir 1y nhitng tinh hudng trong tuong lai.”

Ban s& khong thé biét didu gi 1a tot nhat cho cong ty minh néu khong xac dinh dugce minh can cai gi.
V61 nhitng budce di dung dan, viée tim dugce ding doi tac co6 thé tdc dong hi€u qua tdi toan bd qua trinh
email cta ban.
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SU THAT 10

Khong ngung thuc day cong viéc voi cac doi tac email marketing

Sau khi da lua chon dugc mot ddi tac dé gitp dua chuong trinh email cua ban 1én mot tam cao moi,
ban s& phai kich hoat chuwong trinh trong ndi bo cong ty, ddng thoi dam bao ring cong ty ban vira lua
chon s& gitip ban dat dugc cac muc ti€u cia minh. Nhu da dé cap ¢ su that trudce, to1 s€ tap trung néu
vi du vé viéc hop tac véi mot cong ty tu van dé danh gia, xay dung va thuc hién chién luge; cac budce
nay duoc ap dung khi hop tac véi bat ky chuyén gia email bén ngoai dudi bat ky hinh thirc hop tac niao
(hop tac dai han hay hop tac theo dy an).

Su that mat long

Hay luu y rang ban co thé phai — hodc tot hon 12 nén — dén nhan mot sé thong tin khong méy t6t dep,
rang chuong trinh email cua ban s€ khong dat dugc nhiéu muc tiéu nhu ban nghi. Hay chuén bj tinh
than dé don nhan mot “tinh yéu” khic nghiét, va chap nhan nhiing 10i chi trich mang tinh xay dung.
Néu dbi tac chién luge méi cua ban khong thyc hién diéu d6, hodc nhoém 1am viée cua ban khong san
sang tiép nhan diéu d6 — thi tot hon hét 1a ban hay dung tién dau tu vao viéc khac.

Biét soO tién cua ban s€ di dau vé dau

O giai doan bat dau hop tac, ca hai bén nén x4c dinh rd nhimg gi can ban giao ciing nhu thoi han cho
tat ca cac du an. Céc du an chién luoc email khac nhau vé mat thoi gian, thuong phu thude vao quy
mo va sy sdn co cta cac ngudn lyc khach hang (dé phong van diéu tra va tap hop tai liéu). Thong
thuong, mdi du an chién lugc email khong nén chay qua ba thang, trir trudng hop khéi lugng cac tai
lidu ban giao va cac hop phan trong chuong trinh email can phai kiém tra 13 qua 16n.

Giéa ca thuong duoc xac dinh dua trén s6 gio lam vi¢e, s6 tien tng trudc hay mot khoan phi ¢6 dinh
duoc tinh todn dua vao thoi gian dy dn va céc tai liéu ban giao ma hai bén da thong nhat tur trude.

Thuc hién

Sau khi ky két hop déng, khong nén dé déi tic moi “im thin thit, lin mét tim” dé roi vai thang sau
quay tr6 lai voi mot d6ng tai liéu khong 10. Mot trong nhimg trach nhiém cua d6i tac 1a cho phép ban
tiép can véi cac nhan sy va di liéu quan trong gitip ban hleu chuong trinh email nay dang dugc thuc
hién ra sao. Mot cudc goi hay mot bao cdo dinh ky hang tudn vé tién do cong viéc s€ giup ban tranh
dugc nhitng bt ngd. Du cong ty ban gioéi hay khong, thi n6 van phai quan 1y dy 4n, va ban phai d6i
mit vai thuc té nay dé qua do c6 thé tan dung tdi da cac két qua ciing nhu nhitng bai hoc rat ra dugc tir
su hop tac nay.

Gi4o duc va thuyét phuc dong nghiép trong cong ty

Mot diém quan trong khi hop tac thuc hién chién lugc email 1a c6 dugc niém tin ctia nhitng nguoi
trong cong ty ban. Chuong trinh cua ban s€ chiu thiét hai nang né néu ban khong giai thich dugc cho
tat ca cac bén lién quan vé ly do tai sao lai c6 mot bén thir ba kiém tra cach thirc sir dung email trong
cong ty minh. Hay tran an nhung ngudi c6 trach nhiém rang khong phai 12 ban that vong véi nhoém lam
viéc, hay thira nhan ngam rang ai d6 khong lam tron trach nhiém cta minh; ma déy chi 1a mét sy danh
gia trung 1ap dé tim ra cach cai tién chuong trinh. Ban can phai 1y duoc long tin ciia ho, tir 46 méi c6
thé chic chan rang cac phat hién thu dugc s& duge don nhan hoic duoc thyc thi thanh cong. Ping
quén dé cap toi nhitng bd phan khong truc tiép lién quan t&i cac hoat dong email hang ngay cua ban,
chang han nhu bd phan cong nghé thong tin hay bd phan ban hang.

Hop 1y hdéa moi chuyén
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Sau khi xac dinh chién lugc, hily moi cong ty d6i tic dén va trinh bay vé chién lugc d6 cho tat ca cac
nhém va ca nhan st dung email. Diéu ndy bao dam rang tat ca moi ngudi déu c6 thong tin vé viée ap
dung cac dé xuit va thuc hién thay doi. Su c6 mat cia mot vai lanh dao cép cao trong budi hop nay sé
g6p phan khang dinh quyét tAm thyc hién chién dich email marketing ctia cong ty. Ban khong nén coi
day 1a budi thuyét trinh mot chiéu, vi the hay khuyen khich moi nguoi cung tham gia thao luan. Hay
chuan bi that chu d4o va dat cau hoi vé moi véan dé.

Theo doi sat sao

Tot nhét cong ty ban nén trng trudc mdt khoan tién — du nho — dé gilt chan ddi tac thuc hién chién lugc
email trong mot vai thang sau khi du an dau tién hoan thanh. Mic du phan 16n cac cong ty tu van va
cung cap dich vu email déu co thé 1am rd bat ky thong tin nao ho thu thap duoc sau khi dy an hoan
thanh, song cong ty thué ho van sé nghi rang can co sy gidm sat sao hon. Vi du, néu mot phan trong dy
an hién tai dé xuat mot sd hoat dong dé nang cao ty ¢ nguoi doc email, ban nén Ung trudc tién dé gitr
chan cong ty tu van. Ho c6 thé gitp ban thyc hién cac bai kiém tra dong thoi bao dam rang nhiing phat
hién rat ra dugc tir d6 déu duoc dua vao thuc té.

Ngoai ra, ban cling nén chuén bj s&n tinh than lap lai qué trinh d6 sau nay. Kinh doanh doi hoi thay
do61, va boi canh email marketing cling vay. Vi the, ban can phai danh gia lai cac dé xuat theo dinh ky
nham bao dam rang cac hoat dong d€u dugc cap nhat va phan anh thyc t€ moi.

Hanh dong

Dimg dé mot tai liu trinh bay chién lugc dai 100 trang nam chét di trong ta hd so. Ban dd bo ra ca
dbng tién dé thué nguoi nghién ctru vé chuong trinh email ctia minh, do d6 ban sé& phai c6 trach nhiém
dua né vao thuc té. Ngay ca khi tai li¢u do chi ra réng chuong trinh cua ban c6 mot s6 sai sot, ban
cling van phai hanh dong va sir dung thong tin d6 dé khién chwong trinh email trd nén hiéu qué hon.

Lynn Moss, hién dang lam viéc cho cong ty Definition 6, 1a mot chuyén gia ky cyu vé marketing
tuong tac. Ba c6 kinh nghiém tir phia cong ty tu van lan khach hang. Lo1 khuyén cia ba 1ién quan dén
viéc quan 1y du an chién lugc email:

“Néu ban 1 khach hang, hdy sin long chia sé thong tin vé cach ban thuong tim kiém dia chi email, vé
nhing thong tin cua khach hang (hién tai va tiém ning) ma ban luu gitr, vé cac chuén do d6i voi cac
chién dich email cua ban; va vé cac hoat dong marketing ngoai tuyén. Dbi tac thuc hién chién luge
email c6 thé dé xuat ban thay d6i dién mao, cam quan chung ctia email, sir dung ngdn ngit méi, hay
bat ky cach nao khac dé tiép can ngudi sir dung. Hay thir nghiém nhimng dé xuit d6 nham tbi wu hoa
cc chién dich email.

Néu ban 1 cong ty tu van, c6 thé ban s& thiy kho ma thuyét phuc noi ban ldnh dao cip cao cta cong ty
khach hang rang ho nén ch y t61 chién lugc email marketing nhi€éu nhu doi voi chién lugc marketing.
Can phai danh cho chién lugc ndy nhiing nguon luc riéng biét, va khong ngung céi tién nd”.
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SU THAT 11

Diéu gi 1am nén mét quan 1y email marketing gioi?

Vay nhitng ngudi thyc sy quan 1y cac chuong trinh email marketing trong nhu thé nao va hanh dong ra
sao? Phai chang ho la cac chuyén gia dir liéu hay 1a ngudi thong thao du cac “ngdn nghé” marketing?
Ho c6 an nat “Gui” hay dua ra chién lugc truyén thong toan dién khong? Cau tra 101 1a co.

Gidng nhu bat ky ban mé ta cong viée ndo, vai trd ctia nguoi quan 1y email marketing khac nhau theo
tung cong ty va theo thoi gian. Tuong tu nhu phan 16n cac chuyén gia truyén thong maéi, ho so 1y lich
cua ho rat khac nhau, va khac véi gidi ké toan hay luat su, & day khong c6 ho so 1y lich nao 1a “hoan
hao” ca.

Rét nhiéu chuyén gia email marketing ma t6i timg lam viéc cting c¢6 xuét phat diém 1a marketing

truyén thong, va ho hoc hoi Vé email va marketing tuong tac thong qua cong viéc. Phén 16n déu la

nhiing chuyén gia lao lang vé marketing, ¢6 kinh nghiém dan dit cac chuong trinh quang ba va thuong

hiéu. Mot s6 trong s6 ho khong cha dong tim kiém cac cong viée lién quan dén email. Email tim dén
v6i1 ho, va ho gan bo véi no.

Mot s6 pham chat can c6 & mdt nha quan ly email marketing gidi:

*Kinh nghiém — Email marketing 1a 4n twong thuong hiéu cta chinh né, va khong nén coi nhe no.
Danh tiéng va thuong hi¢u ciia mot cong ty chiu tac dong 16n tir email, do d6 hay bao dam rang ban c6
thé thé hién rang ban biét viéc minh dang lam la gi.

*Linh dong — Du triét ly cua cong ty l1a gi, thi nhiing ai phu hop v6i cong viée hanh chinh 8 gio déu
dan moi ngay han s& thdy rang email marketing 1a mot cong viéc bap bénh va kém hap dan béi né hoat
dong voi tbe do nhanh trong mot moi trudng thudng xuyén hdn loan.

*Phéi hop tot voi ngudi khac — Tiy thude vao quy mo cong ty, doi ngii nhan sy dam trach email
marketing thudng bao gdm nhiéu nhém nhé. Dudng nhu su phdi hop 1a yéu té then chdt ¢ dy. Du
cong ty quan 1y chiu trach nhiém thiét ké va trién khai cong viéc hay phdi hop véi bo phén sip dat
hang hoa sao cho san pham can duoc nhan manh s& dwoc nhan manh, email marketing van 1 trong
tam — du rang n6 hoat dong & mot “phao dai” riéng ré. Email thuong lién quan t6i nhimg linh vyc chu
chét trong marketing nhu thuong hi€u, quang ba va quan Iy moéi quan h¢ khach hang. Viéc hoc cach
chung s6ng gan bo voi nhitng nhoém lam viée khac nhau nay la mét yéu cau thiét yéu. Cho du email
marketing mang chuce nang ban hang, marketing, san pham hay cong nghe bat ky ai quan 1y email

cling phai chuan bi tinh than rang trén cwong vi ctia minh, ho s& phai tiép xtc véi tit ca cac khia canh
khéc.

*Cai toi cao qua s& khong phat huy hiéu qua — Vi email hiém khi duoc chu trong, va cac chuong trinh
email tt cling hiém khi nhan dugc danh tiéng ximg tam, ban dimg hy vong minh s& dugc anh dén san
khiu roi vao. Néu ban cam thay thoai mai véi viéc “nip bong” nhiing chuong trinh marketing hép dan
va hao nhoang hon, mic du trong thim tdm ban biét rang chuong trinh email ctia minh s& mang lai
nhiéu gi tri hon, c6 18 ban 1a ngudi phi hop véi cong viée nay.

«C6 tinh than mao hiém — Trong gidi email, cac chién dich khong bao gio chdm dirt, va viée kiém
nghiém, danh gia cac chién dich 1a diéu quan trong, song viéc nay thuong cling dé di vao ngd cut. Cac
nha quan ly email marketing can phai c6 tinh than x6ng pha mao hiém va sin sang dau tu thém cong
strc. C6 thé ban s& phai lam thém viéc, nhung ban s& thay hao himg vdi viéc tim hiéu xem phuong
phap nao hiéu qua, va 1am thé nao dé diéu chinh nhitng phuong phap kém hiéu qua.

*Séng vi két qua — Véi email, nha quan 1y khong thé trén tranh dang sau nhitng hinh anh hoa hoe hoa
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sO1 nhu cac dong nghiép marketing khac. Con s6 khong biét n6i doi, va céc so li€u do luong, cac danh
gia, dieéu chinh 1a y€u t6 can phai cd. Kién thuc vé cac nguyén tac phan tich va thong ké ciing 1a nhiing
tai san gia tri.

-Biét nhin xa trong rong va cha y t6i chi tiét — Ban c6 kha ning hoa nhip v6i cac myc tiéu marketing
tong thé (nhu nang cao ty 1¢ nhan biét thwong hiéu, gia tang doanh so...) nhung ddng thoi van theo doi
sat sao nhitng nhu cau nho nhit hang ngay nhu thiét ké lai cac trang dang ky nhan email sao cho ty 1¢
ngudi dang ky ting gap doi va kéo cac muc tiéu 16n kia vao trong tim tay khong?

*Sin sang kiém soat cac van dé — Email marketing thay d6i rat nhanh, va mot nha quan 1y email
marketing can phai lién tuc theo sat dé phan ing lai moéi truong email marketing ndng dong d6. Boi
néu chi dig yén mot cho dong nghia véi viéc ban dang thut lui!

Mot so lo1 khuyén tir “chién hao”

Pén day thi ban da thdy rang minh can phai thué hay tré thanh mot chuyén gia email marketing roi
chu? Cho voi vang! Hay doc nhiing 161 khuyén dudi day trudce khi tim viéc hay tham dy cac sy kién
ma& rong quan hé va cac phong nhan su.

*Gareth Morgan, gidm dde, bod phén quan 1y san phém hd trg mbi quan h¢, Tap doan khach san
InterContinental, noi: “Hay dé cudn so tay cong viéc ctia ban & nha. Méi trudng nay doi hoi ban phai
vira chay vira suy nghi va ra quyét dinh. Hay dé niém kiéu hanh cta ban ¢ nha. Email 1a dé ca thé gioi
xem va binh ludn. Khac véi mot trang web, mdt khi dugce gui di, email sé khong quay trd lai. Ban
khong thé stra chita sai s6t ciia minh duoc nita dau. Hodc la ban phai chung séng vO1 no, hodc la ban
phai ra quyét dinh dé c6 bién phap sira chita tot nhat”.

eJamie DiCarro, quan Iy marketing, Heavenly Ham, n6i: “Héy tham gia cac cudc hoi thao truc tuyén,
cac cudc hoi thao va cac hoi nghi dé hoc tap ciing nhu chia sé Vdi ddng nghiép. Rat nhiéu ngu(‘yi SQ
nho nguoi khac giup do, song ban s€ phai ngac nhién khi thay rang ching ta hoc héi dugc nhleu nhu
thé nao tir nguoi khac, va c6 nhiéu nguoi sin 1ong chia sé vé cac trai nghiém cua ho ra sao”

*Va dung bo qua nhing 161 ndi thong thai nay tir mot nha tuyen dung (dong thoi cling 1a cyu chuyén
gia marketing truc tiép), ngudi di gitp nhiéu céng ty tim kiém nhitng anh tai ndi tiéng trong gidi
marketing. Wendy Weber, chu tich Tap doan Crandall Associates, n6i: “Cac cong ty dang san don cac
chuyén gia email marketing c6 thanh tich tan dung email dé gia ting luong khach hang méi, dong thoi
duy tri dugc co s¢ khach hang hién tai va nang cao doanh s6 cho cong ty ho. Néu ban mudn 1am viéc
trong linh vuc email marketing, thi ¢ cap do ‘nhap mén’, t6i khuyén ban tham gia mot khoa hoc hay
mot chuong trinh chuyén vé marketing tuong tac. Dbi v6i nhitng nguoi dang lam marketing tryuc tiép
thi cach hoc email marketing hiéu qua nhat 13 vira lam vira hoc ngay tai cong ty ho dang lam viéc, sau
d6 moi nghi dén viée tim kiém mot vi tri chuyén trach vé email marketing & cong ty khac”.
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SU THAT 12

Lam thé nao dé tré thanh ngudi phu hop?

Diéu gi s& xay ra néu ban dinh doc cudn sach nay dé tim kiém nhing thong tin gia tri vé email
marketing nhung rét cudc ban lai thdy n6 chi chira toan nhimng thong tin vu lgi va quang cao cho cong
ty t6i? Chac ban s& dep n6 sang mot bén, ma han nhién 1a vay rdi. Viéc giri cac thong diép email
khong phi hop t6i khach hang ciing s& mang lai két qua tuong ty. Toi cam doan day!

Dimng qua tham lam. Nhiing két qua thu vé tir viéc giri dung loai email vao ding thoi diém c6 thé
khién mot s6 chuyén gia thi truong trd nén “tham lam” va gtri qua nhiéu email (phan 16n trong sé do
khong phi hop v6i nguoi sir dung) véi hy vong s& thu duge nhiéu loi ich hon nita. Nhung rt nhanh
sau d6, ban c6 thé 1am mat cam tinh & nguoi nhén, déng thoi pha huy strc manh cua email. Néu c6 mot
bai hoc duoc rit ra tir cudn sach nay, thi né chinh la: néu ban giri nhitng thong diép hau nhu khong cd
gia tri cho nguoi nhén, thi moi chlen lugc, chién thuat hay phuong thirc 1am viéc hiéu qua khac ma ban
dau tr vao déu s& trd thanh cong cdc.

Thé nao 1a Phu hop?

Khi néi dén hai chit phu hop, t6i khong chi dimg lai & viéc khuyén ban nén ghi tén riéng ctia ngudi
nhan vao dé email ctia ban mang tinh chat ca nhan hon, boi vi du sao d6 ciing la viéc ban nén lam. Y
t6i mubn noi dén & day 1a ban phai tan dung nhiing gi minh biét vé nguoi nhan va hiy dé nhiing thong
tin d6 giip ban xac dinh thoi diém nao guri email 13 hop 1y nhat. Thong thuong, mot email phu hop s&
chtra diéu gi do co gia tri dbi vai nguoi nhan (chang han, mgt thong tin khuyen mai hay mot 101
khuyén hitu ich) va thé hién dugc rang ban biét vé d6i twong d6 (chang han, ndi dung va thoi gian
hudng t6i cac nhu cau cia ngudi nhan).

Theo JupiterResearch, sau cic yéu td vé gia ca, yéu t6 co anh hudong nhit téi hanh vi mua sim 13 sy
pht hop. Pua cho ngudi st dung xem mot san phdm ho timg cin nhéc s& khién ty 18 ngudi quyét dinh
mua san pham ngay 1ap tirc ting 1én t6i 60% va ty 18 nguoi s& mua sau d6 13 58%. Viéc dé tén riéng
ctia nguoi nhan ¢ dong tiéu dé email chi khién 9% ngudi sir dung mua san pham ngay lap tuc, va ty 18
nguoi mua sau do 1a 8%.

Su phu hop bao gdm nhiéu khia canh, trong d6 ndi dung va gia tri 1a khia canh quan trong nhat. Day la
cach thuc va cling 1a 1y do tai sao ban lai quyét dinh dép lai email minh vira nhan, du phan tmg do l1a
an vao mot dudng dan, goi toi mot sé dién thoai dugc cung cap hay tdi mot ctra hang. Néu ban khong
cung cip ndi dung gia tri hay muc dich 5 rang, cac thong diép ctia ban chic chin s& bi coi 1a khong
phul hop v&i ngudi nhan. Sy phil hop ciing bao ham ¥ nghia thoi diém giri email, cac dé nghi doc dao,
va lam moi viéc c6 thé dé biét diéu gi thu hut ngudi nhan hay khién ho ra quyét dinh mua sam. Vi thé,
hay stir dung that hi€u qua cac dir li¢u ma ban c6. Nhirng nguoi da dang ky nhan email tir ban da thuc
hién budc di khai dong rdi ddy. Bay gid thi t6i luot ban.

Sau day 1a mot s6 diém ma sy pht hop c6 thé mang lai cho chuong trinh email ctia ban:

«Cung c6 1ong trung thanh — Néu ban giri email khac vé ndi dung (va bdi canh) so véi nhirng gi ngudi
nhan da dang ky, ho s& mét hing thi v6i email cua ban. Mat khac, sir dung email dé guri cac thong
diép truyén thong muc tiéu co thé giup gia ting muirc d6 trung thanh cta ho dbi véi thuong hiéu cong ty
ban.

*Téac dong t&1 kha nang phat tan ctia email — Su phu hgp khong chi tdc dong tdi long trung thanh cua
khach hang ma con tac dong t6i kha ning phat tan cta cac thong diép. Néu khach hang dang ky
chuong trinh email ctia ban véi hy vong rang ho s& nhan duoc thong tin vé cac nghién ciru dién hinh,
phiéu khuyén mai hay mot s6 loi ich khac ma ban dé cap dén, nhung 161 ho lai nhan dugc nodi dung
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khéc han, thi c6 thé ho s€ cho email ctia ban vao muc thu rac. Néu nhi€u ngudi cung lam nhu thé, cé
thé nhirng email vé sau ctia ban s€ bi cac nha cung cap dich vu internet chan dung.

«Cai thién két qua va mo rong co s6 nguoi dang ky — Neu ban gui thong di€p c6 gia tri voi nguoi nhan,
kha nang ho s& thuc hién hanh dong nhu ban mong mudn (vi dy, mua san phidm nao do) hodc chuyén
tiép thong diép cho ngudi khac sé cao hon. Hiy dé nhiing nguoi ding ky nhan email hd tro ban trong
cac nd lyc marketing muc tiéu ctia ban. Didu nay gitp nang cao tinh pht hop bai vi néu nguoi diang ky
chuyén tiép email cho ban bé hodc dong nghiép ctia minh, thi hin email d6 sé& tré nén phu hop hon dbi
v6i ngudi nhan thong diép chuyén tiép.

«Gilip ban nodi bat giita dam dong — Néu c6 nguoi dang ky chuong trinh email ctia ban dé mong nhén
duogc gia hoi nhat khi mua san pham, va mot di thi ciia cong ty ban ciing thyc hién chuwong trinh
truyén thong twong ty, thi han 1a ngudi d6 s& dang ky nhan ca hai chuong trinh email trén. Va néu ban
gfI,i thong di€p phu hop hon, tép trung vao c4 nhan ngudi nhian hon vao ding thoi diém, ban s& chién
thang.

Ap dung vao thyc té

Ban nhé doc k¥ céac Sy that lién quan téi tan suat (Su that 23), Dong tiéu dé email (Su that 26), ca
nhan hoa email (Su that 24), va phan doan khéach hang (Su that 25), va cac Sy that khac, bdi vi chung
cung cép cho ban nhirng budc di chién thuat nhim soan thao mot email phu hop, dugc nguoi st dung
cha y doc va nang cao ty 18 phan hoi. Mot chudn do t6t dé xac dinh tinh phi hop ctia chuong trinh
email 13 luong ngudi ding ky nhan email vi sy phit hop nhat quan chinh 14 nhimng gi ban hira giri cho
nguoi nhan khi ho dang ky nhan email ctia ban. Sy that tiép theo s& cho ban biét 1am thé nao dé bao
quat tat ca co so khach hang va duy tri ddi twong muc tiéu cia minh.
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SU THAT 13

Tao an tugng dau tién

Trudce khi di sau vao viéc thiét 1ap mot danh sach email, t61 muén dé cap té1i mot ) quy tac don gian
nham bao dam rang qua trinh dang ky email cua ban khong chi thu hat khach hang ti€ém nang ma con
gilr chan dugc nhitng ngud da dang ky va khién ho hai long.

Diéu phan nan 16n nhét ciia t6i voi cac chuyén gia thi trudng dam trach mang email 13 ho thiét ké va
quan ly cac chuong trinh dya trén cac muc tiéu marketing va muc ti€u ndi bo chur khong dua trén
nhing ngudi ma ho hy vong sé dang ky nhan email va quan tim t6i thuong hiéu cong ty. Mot thyc té
chung ta phai thtra nhan d6 la: Cac chuong trinh email dugc tao ra vi loi ich riéng biét cia nguoi dang
ky nhan email 14 rat hiém hoi. Khi ban bét tay vao phat trién danh sach nguoi dang ky, hiy suy nghi
that k¥ vé gia tri tong thé ma chwong trinh email ciia ban mang lai cho ho.

An tuong dau tién cua chuong trinh email (va thudng cling 14 an tuong dau tién cua thuong hiéu) la
dem lai gia tri cho nhimg ngudi truy cap website (hay nhitng nguoi truy cép vao danh muc san pham
hogc cra hang tryc tuyén trong truong hop ban la mot nha ban I¢ nhanh nhay, thu thap dia chi email
qua tong dai hodc ctra hang). T61 dé noi didu nay roi, va tiép tuc nhic lai né ¢ day: Hay guri thong diép
phil hop va cung cép nhiing thong tin trung thuc, ¢6 gia tri va doc dao. Hiy dua ra diéu gi d6 da hap
dan dé nguoi st dung c6 1y do dé doc, phan hoi va dang ky nhan email.

Van sy déu khoi dau tir qué trinh dang ky, tic 1a hop dong cta ban véi nhirng nguoi dang ky. V& ban
chat, /day chinh 1a mot hop dong, va cling twong ty nhu bat ky hop dong nao khac, néu ban vi pham n6
tai bat ky thoi dlem nao trong sudt qua trinh thuc hién email marketing, ban s€ bi phat. Hinh phat d6
c6 thé 1a sy mét himng thu & nguoi nhan (hay mot s6 ngudi goi day 1a sy dang ky khong c6 cam xuc),
ngu’0’1 nhan dang ky ngung tiép nhan email ctia ban, hay email ctia ban bi dan nhan “thu rac” du 14 ban
van khong bi tudc quyén gui email cho ho.

Hay dit ra nhirg cdu hoi sau day dé tim hiéu xem hinh thtc dang ky email ctia ban ¢6 mang lai hiéu
qua cho ca ban va khach hang khong.

*Ban d4 noi ban sé& 1am gi? — Hay thé hién rd rang ndi dung email. Néu ban dinh cung cip chwong trinh
giam gia dic biét hang thang, hiy théng bao cho nhiing nguoi ding ky. Néu ban mudn ap dung nhitng
cach thirc 1am viéc hiéu qua nhat, hiy thé hién diéu d6 that 16 rang. Khi n6i dén email, chang ai thich
yéu tb bat ngd ca. Pung chi néi vén ven mot cau: “Hiy dang ky nhén thu tin tic ctia chung t6i”. Cau
n6i d6 khong thé hién diéu gi v6i khach hang tiém ning cia ban ca. Hiy dua ra nhiing loi ich va théng
tin tdng quan vé nhitng gi ho s€ dugc nhan.

Anh c6 thé chi cho ti biét anh dang noi vé cai gi duge khong? — San phadm mau, ciing glong nhu mén
an nhe tai cac nha hang phuc vu ngudi sanh an, c6 thé gitp gia tang ty 16 nguoi mua va chuyén nguoi
xem website thanh nguoi mua hang cia website d6. Trong email, né ¢6 thé gitip ngudi st dung di dén
quyet dinh ding ky tiép nhan email, hodc x6a di nhing lo lang ctia ngudi ding ky tiém ning rang c6
thé ho s& chi nhan duoc “mot dong email” vo bd. Hoi dong Trai nghiém email cua

RetailEmail. Blogspot phat hién ra rang chi c6 12% cac nha ban 1¢ tryc tuyén 16n cung cap mau thur tin
tic trong qua trinh diang ky email. Ban cin phai ty tin vé nhiing gia tri ma thu tin trc hodc cac loai
email truyén thong khac cia minh mang lai, vi thé hiy thé hién no ra, tir 46 khach hang méi c6 thé can
nhéc lwa chon no.

*Chung t61 s€ lién lac voi tan suat nhu thé nao? — Hiy néu ro nguoi dang ky s€ nhan dugc email bao
lau mot lan. Cheé d6 gui email hang ngay hay hang thang co the tac dong lon dén viéc nguoi sir dung
c6 quyét dinh dang ky hay khong. BPung danh lac hudng ho. Néu ho dang ky nhén thu tin tirc hang
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thang dé rdi nhan email ba 1an mdi tuan, thi d6 c6 thé coi la mot su vi pham long tin, va — trong trudng
hop nay — vi pham hop dong dang ky. Pa phan cac cong ty déu khong lam tdt & khia canh nay, dic
biét 1a cac nha ban 1¢. Cac phat hién ciia RetailEmail. Blogspot da chi ra rang chua dén 7% nha ban 1¢
cho ngudi dang ky biét ho s& nhan duoc bao nhiéu email.

*Tham gia c6 loi ich gi cho t6i? — Mot phan thuong hip din c6 thé gitip xdy dung mbi quan hé qua
email va khién nhiéu nguoi dang ky nhan email hon. Phan thuong nay phai phii hop véi so thich hay
dem lai gia tri riéng biét cho riéng dbi tugng ma ban hudng téi. Néu khong, ban sé& thiy nhidu ngudi
dang ky chi vi phén thuong do ma khong hé quan tam toi email cua ban. Mot loi dé nghi hay phan
thudng ban dau hap dan va phi hop ciing 1 ddu hiéu gitp ngudi st ‘dung thdy rang néu ding ky nhan
email cua ban, ho s& nhan duoc nhimg gia tri thyc sy. Hay nhd 1a bat ky ai ciing co thé truy cap
website clia ban néu tat ca nhitng gi ban lam 14 sao chép dia chi trang cha (Homepage) ctia minh rdi
dua n6 vao email mau.

*Tbi c6 thé dua ra dé xuét dugc khong? — Hiy dé nhitng nguoi méi ding ky tu chon mot s6 ndi dung
va cho ho quyén kiém so4t cach tiép nhan email, chang han hinh thirc viét email 1a HTML hay van
ban, tan suat nhan email, ngdn ngit sir dung trong email hay chi don gian 1a mot danh sach cac loai thu
tin ttrc va email ma ban cung cp.

*Anh mudn tim hiéu t6i & mirc 46 nao? Khdi lwong thong tin ban doi hoi thudng s& laly do khién
nguoi ta dang ky (hay khong dang ky) chwong trinh email cua ban. Thong thuong, néu ban dua ra
nhiéu hon 4 hoic 5 trudng thong tin, lvong ngudi dang ky tiém ning cua ban s& bt dau giam xudng.
Néu ban khong c6 ¥ dinh sir dung thong tin ctia ho dé phan nhém khach hang, chi can hoi tén riéng va
dia chi email 1a du. Mot phuong phap khac ma t6i nhan thiy ciing kha thanh cong 1a hoi dia chi email
cua ho dau tién, sau d6 hoi thém céc thong tin chi tiét hon & bude thi hai. Lam vay, ban s¢€ thu thap
duoc dia chi email ctia khach hang dé dang hon, va néu ho cung cép thém thong tin & budc thur hai,
hay coi nhu d6 1a mot phan thuong.

*Tai sao toi phai tin anh? — Moi cOng ty déu can c6 chinh sach bao mat. Hay tao diéu kién thuan loi
cho nhitng ngudi ding ky trong twong lai c¢6 thé truy cap vao dé dé xem chi sau mot ct nhap chudt don
gian, bai vi viée 1am d6 s& gop phan khang dinh cong ty ban 1a mot cong ty hop phap, nghiém tac ap
dung céc chinh sach biao mat. Nghién ciru ciia RetailEmail. Blogspot di chi ra rang gan 50% céc nha
bén 1¢ tryc tuyén 16n déu giai quyét nhitng ban khodn vé quyén riéng tu trong qua trinh dang ky nhan
email.

*Qua trinh ding ky c6 d& dang khong? DE dang tim thiy noi ding ky nhan email va dugc bao dam
rang qua trinh dang ky khong hé phtc tap 14 chia khoa tao nén 4n tuong tét dep ban dau, dong thoi
cling 1a dau hiéu cho thiy nguoi dang ky c6 thé nhan dugc nhitng gi. Hay dit don ding ky email (phan
16n ndi dung trong d6 da dugc hoan thanh) ¢ trang chu trén website cia ban. Mot nghién ctru do nha
cung cap dich vu email Silverpop da phat hién ra rang 80% céc cong ty dé phan dang ky nhan email
trén trang chu cua ho.

*Anh c6 thé xac nhan gitp t6i dugc khong? — Khach hang s& cam thay buc minh néu sau khi ho ding
ky nhéan email ma lai khong nhan dugc thong bao xac nhan trén website hodc qua email — hay t¢ hon,
khong nhan dugc email nao trong ca mot thoi gian dai sau do. Viéc gui email hay dang thong tin xac
nhan khach hang da dang ky thanh cong trén website s& gitip ban “ghi diém”, dong thoi thu hut dugc
ngudi thué bao méi ngay 1ap tic. 27% céc cong ty tham gia cudc diéu tra cua Silverpop khong hé gui
email cho ngudi méi dang ky dé xac nhan rang ho di dang ky thanh cong. Pay c6 thé 1a mot tham hoa
trong mdi quan hé qua email nhu thé nay.
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SU THAT 14

Xin tha thir qua email khong dé dang hon chit nao

Ban biét moi chuyén ra sao 10l déy. Ban vura ngéi vao ban chuén bi cho mot bita tdi vui vé bén gia
dinh, hay vira méi bat ti vi dé xem budi chung két ctia mot chuong trinh truyén hinh yéu thich, thi dot
nhién chudng dién thoai reo. D6 1a mot cude goi tiép thi san phadm. Mic di ngudi ban hang mubn gidi
thiéu vé mot thir ma ban co thé rat quan tdm, song co 1€ ban s€ cam théy buc minh vi bi lam phién, vi
ban chwa hé cung cip cho ho s dién thoai ciia minh. Trén khia canh nay, email marketing ciing khong
phai ngoai 1&. Giri email cho nhitng ngudi nhan bét dac di ¢ thé cling khién cho mét vai ngudi trong
s6 ho dang ky nhan email, nhung n6 sé déy ban vao “danh sach den” cia cac nha cung cép dich vu
internet, pha huy cac mdi quan hé 1au dai va anh hudng téi uy tin cta ban.

Email marketing dién ra khi nguoi nhan chu dong yéu cau ban bo sung ho vao danh sach dia chi email.
Chéng han, nha hang ma ban ua thich g céc thong di€p email marketing dugc chép nhan cho ban sau
khi ban cho ho dia chi email cia minh. Trong truong hop ndy, ndi dung email ciia nha hang c¢é thé bao
gém cac thong tin vé thuc don, cac mén dic biét, hay nhirng 161 dé nghi danh riéng cho ban.

Su cho phep ctia ngudi nhan 13 nén tang tao nén moét chuong trinh email hiéu qua. Nhu t61 da deé cap
rat nhidu lan, email chinh 1a viéc xay dung mot mi quan he nham ning cao gia tri thuong hiéu va day
manh doanh thu. Gui email cho khach hang hién tai hay tiém nang khi chua dugc sy cho phép cua ho
s& khong gitp dua ban tién xa hon 13 bao. Néu ban nghi rang viéc xin phép gui email cho ngudi nao do
1a didu ban c6 thé lya chon 1am hodc khong, thi hdy suy nghi lai di.

Danh dau va cac 6 trong

bang k}'l tham gia thyc su ¢6 nghia la nguoi dang ky nhan email cta ban tu lwa chon va danh déu vao
cac 0 trong theo ¥ cia minh. Neu trong danh sach email cua ban c6 ai d6 chwa dang ky ngung nhén
email, ban cling dirng voi cho rang nhu thé ¢ nghia 1a ho vAn con mudn tiép nhan email ctia minh.
Hay néi cach khac, khong dang ky thoat hay khong tich vao 6 Bung Gtri Email Cho T61 khong ¢ cung
cép d6 cho phép giéng nhu ngudi chi dong dién vao 6 Pang Ky hodc Gui Email Cho Toi.

Néu ban mudn c6 dugc sy cho phép giri email cia khach hang hién tai hay tiém nang, thi 16i khuyén
dau tién cta toi 1a dirng bao gid danh dau trude cac lya chon thay ho. Gia st ban truy cdp vao website
clia mdt cong ty ban cac thiét bi nho. Ban mudn ngudi ctia cong ty d6 goi cho ban dé giai thich vé cac
san pham cua ho, vi vay ban hoan thién miu cung cap thong tin lién lac trén website d6. Khi chuan bj
nhén nat G, chot ban cha y théy réng & cudi mau thu c6 mot 6 tréng da duoc danh dau sin, voi ndi
dung 14 ban mudn ding ky nhan chwong trinh email thong bao cac chuong trinh khuyén mii cua ho.

Thudng thi nhitg khach hang truy cap vao cac website khong nhan thay rang 6 tréng kiéu nay da
duoc danh diu sin, va ho trd thanh nguoi ding ky bat dac di. Day khong phai 1a cach thuc hién mot
chuong trinh email ¢ trach nhiém. Vé nhiing gi lién quan tdi email, ban can phai dat ddi tuong dang
ky tiém ning vao vi tri ciia nguoi 1ai xe. Néu ho mudn duy tri lién lac qua email véi ban, thi viéc ton
cong xoa dau tich sin & mot 6 trong — hay té hon, dang ky ngung nhan email — s& khong c6 ich loi gi
cho ca ban than ho 13n ban. Ban c6 thé c6 mot danh sach dia chi email dai hon, nhung khong t6t hon.
Néu ban vin mubn tip trung phat trién danh sach email bang moi gia, ban co thé bo qua phan nay va
chuyén sang doc Sy that 17, phan no6i vé nhimng gi CBS Sportsline da lam dé bao dam rang ho c6 mot
danh sach gdm toan nhitng nguoi dang ky ning no.

Thu tuc dang ky mot bude

Ban c6 thé thuc hién xin phép nguoi ding ky theo nhiéu cach va & nhiéu dia diém khac nhau. Piéu
quan trong can nhd la tat cad nhitng nguoi dang ky trong danh sach cia ban déu phai c6 hanh dong nao
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d6 dé thé hién rang ho mudn cong ty ban duy tri lién lac v6i ho qua email. Thi tuc dang ky mot bude
s& gitip ban dat duoc muc tiéu ndy, v6i didu kién thong tin ding ky cta ban di duoc giai thich rd rang,
va ngudi dang ky c6 thé dé dang hiéu dugc ho s& nhan duoc nhimng gi va vao khi ndao. Thu tuc dang ky
mot bude tire 1a sau khi nguoi st dung cung cap dia chi email, ho s& duoc tu dong chuyén thanh ngudi
dang ky moi. Trong qua trinh nay, ho khong bi yéu cau phai thyc hién budc xac nhan hay budc thi hai
nao ca. Cach tot nhét dé thyc hién thu tuc dang ky mot budc nay la ngay khi ngudi st dung cung cap
dia chi email, ban hay guri ngay mét thong diép chao mung toi ho. Bleu ndy cho phép ban ngay lap tirc
phat hién ra dia chi email gia mao, ddng thoi tao co hoi cho nguoi tiép nhén thdy rang chuong trinh
email ctia ban dang hoat dong trong lic tAm tri ho van dang suy nghi vé cong ty cua ban.

Thu tuc dang ky hai budc

C6 1& ban dang ban khodn vé thi tuc ding ky hai budc. Kiéu ding ky nay doi hoi nguoi st dung dang
ky nhén email, roi sau do gui email yéu cAu ho x4c nhan lai quyét dinh do, thuong la bfmg cach nhép
chudt vao duong dan xac nhan kém trong email. Mic du kiéu dang ky nay kha phd bién nhidu nim
trude, song nhitng van dé gap phai khi guri email xac nhan va dé ngudi dang ky 4n vao duong dan giri
kém da va dang dan khién cho cac cong ty nglmg ap dung hinh thirc nay. Trén thuc té, chi c6 3% céc
nha ban 1€ truc tuyén 16n hién nay st dung hinh thtrc ding ky hai bude.

Nhiéu cong ty khi ap dung kiéu dang ky hai budc da bi that thoat dit liéu cua nhimg ngudi khéng hoan
thanh budc tht hai trong qua trinh dang ky nay. Tirc 13, s& co nhitng ngudi dang ky tiém ning, vi 1y do
nay ng, khong hoan thanh dugc budc thir hai. Do d6, ho khong lot duge vao co s¢ dit li€u cua cong ty
va ho ciing khong hé nhan biét duoc diéu d6. Hay bao dam rang ban c6 thé xac dinh dugc nhitng
“ngudi ding ky bi lang quén” d6 nam & dau, va nhé 1am cho budc thtr hai dién ra thuan tién.

C6 mdi quan hé nhung khéng dang ky

Néu dang duy tri lién lac v6i khach hang hién tai hay tiém nang, ban c6 thé giri email moi ho tham gia
vao danh sach email cua mmh Sau khi c6 dugc su cho phép cua ho, ban s&co thé tiép tuc gui email
cho ho; nhung hay luu y rang mdi quan hé ngoai tuyén khong c6 nghia rang ban dugc quyén giri email
cho ho. Vi thé, hay xin phép ho trude khi bo sung ho vao co s¢ dir li¢u email cua ban.

Mot danh sach cli

Néu ban c6 trong tay mot danh sach di bo quén lau ngy, va vira méi quyét dinh sé kich hoat chuong
trinh email cil, thi hiy nh¢ yéu cau ngudi dang ky tai xac nhan ¥ dinh dang ky hodc ding ky thoat khoi
chuong trinh cua ban. Viéc thu hit ho mdt 14n nita ra sao 1a tuy vao ban, nhung sy trung thuc va théng
thin trong cac y dinh ciia ban s& 1a budc di thong minh dau tién. Hanh dong nay ciing thuong gitp ban
cap nhat co s ngudi sir dung. Ban c6 thé trinh bay nhu sau: “Chuing t61 biét rang da lau chung toi
khong lién lac vo1 ban, nhung ching toi rat han hanh dugc thong béo ring chung toi vira cai tién
chuong trinh thu tin tirc, va mudn chia sé chuong trinh ndy véi ban. Ban da timg ding ky roi, nhung vi
nhimg gian doan vira qua, ching t6i mudn xin phép gui email thong bao cho ban vé nhitng chuong
trinh khuyén mai hay tin tic tuyét voi ciia minh. Néu ban mudn tiép tuc nhan dugc nhitng email théng
bao, vui 1ong 4n vao diy dé cap nhat thong tin méi.”

Hay nhic nho khach hang

Ngoai viéc ludn ludn tao mot “duong thoat” dé dang (trong mdi email ban giri di) dé ngudi nhan co
thé dang ky thoat khdi chuong trinh email cua minh, ban hay dat dong nhéc nh& & dau hodc cubi
email, chang han nhu: “Ban d3 dang ky nhan chuong trinh thu tin tirc ndy trén website hay tai cira
hang cta chung t6i. Néu ban mudn ngirng tiép nhan, hiy nhip chudt vao day”.
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SU THAT 15

Cach thure tao duoc mot danh sach email

Thiét 1ap danh sach email 1a mot trong nhitng budc di déu tién va quan trong nhét dé thuc hién mot
chuong trinh email thanh cong. Ban c6 thé ap dung nhiéu cach khac nhau — nhung mot s cach s€ hiéu
qua hon.

T6i khuyén ban nén xay dung mot danh sach tir con s 0, hay nhu nhiéu nguoi goi 1a “phat trién danh
sach hiru co”. Dé bat dau, ban co6 thé dua ra dé nghi dang ky nhén chuong trinh email tai moi diém lién
lac hién c6. Hay lam sao d€ 1am noi bat chuong trinh email cia ban va lam cho n6 de hiéu. B¢ lam
dugc di€u nay, co thé ban s phai dau tu mot chit d€ thong tin dang ky cua ban ¢6 mat ¢ nhiing noi
can c6. Sau day 1a mot sO vi tri d€ ban can nhac khi tim noi dat thong bao dang ky:

*Website (trén tat ca cac trang ctia website chtr khong chi ¢ phan trang chu)

*Blog

«Cic diém ban 1¢, ddc biét 1a noi ban hang

eDanh thiép va phan chit ky ¢ email

*Tét ca thu truc tiép, danh myc san pham, va cac chuong trinh quang co truyén thong

*Dich vu téng dai phuc vu khach hang

*Gian trung bay san pham ctia cong ty ban tai cac hdi cho va sy kién thuong mai

«Slide cudi trong cac bai thuyét trinh ctia ban

«Céc phuong tién truyén thong marketing, cac hoa don, cac n pham thuong mai

*Duong din chuyén-tiép-cho-ban-bé trong thu tin tirc hodc thu khuyén mai

Con day 1a mot s6 théng tin nén co trong mau diang ky:

«Céc loi ich khi dang ky: nguoi dang ky s& nhan dugc gi, voi tan suat nhu thé nao

*Dudng dan téi ndi dung email mau hodc noi luu giit cac email trude

*Théng tin bao dam vé quyén riéng tu va dudng dan téi noi ghi chinh sach bao vé quyén riéng tu

Ban phai that can trong khi lién hé voi cac khach hang cii va nhitng ngudi da ¢6 mdi quan hé 1au dai
v6i ban nhung chua cho phép ban gui email. Ban c6 thé guri mdt email moi ho tham gia vao danh sach
cua minh, nhung ban khong dugc phép tiép tuc gui email cho ho nira néu ho chua dang ky va chua cho
phép ban. Ban khong thé ctr thé bd sung ho vao danh sach email cua minh duogc.

Sau khi cho thong tin dang ky xuét hién ¢ nhitng vi tri toi vira dé cap, ban c6 thé chuyén sang cac hinh
thirc khac nhu cac chién dich marketing lan truyén, quang céo tra ti€n va cac chién thuat khac giap gia
tang luong nguoi dang ky.

Phat trién danh sach bang cac phu luc

Neéu ban da bé ra rat nhi€u cong suc dé xay dung mot co s¢ dir liéu phuc vu marketing nhung lai
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khong c6 dia chi email ciia nhitng nguoi trong danh sach do, hay nho cong ty ban dia chi email chay
mot email kém phu luc. Cong ty nay s& 1y danh sach tén khach hang ctia ban, r6i khép chung voi cac
dia chi email. Tiép theo, cong ty niy s& thay mit ban giri email cho ho dé xin phép ho dua trén modi
quan hé hién tai cua ho vi cong ty ban. biéu nay khac vdi viée ban thué mét danh sach roi truc tiép
guri email xin phép ho. Hay nhé: Khi dinh kém phu luc c6 nghia 12 ban di c6 méi quan hé tir trude voi
nhom khéach hang nay, nhung ban chua dugc ho cho phép lién lac qua email, vi thé ban guri thu moi ho
dang ky nhan chuong trinh email cua ban.

Tuy thudc vao do dai ngin cua danh sach email, day c6 thé 1a mot chién thuat phat trién co so dir lidu
kha hiéu qua vé mit chi phi. Tuy nhién, né c¢é thé 13y di ctia ban nhiéu thir hon 1a tién bac. Véi phuong
phap nay, ban phai thyc hién cAn than va nhé tim kiém nha cung cép dia chi email c6 uy tin. Chét
luong cua danh sach do cac nha cung cap dua ra c6 thé khac nhau rat nhiéu, va mot phu luc thiéu rd
rang vé thong diép, muc dich va moi quan hé co thé hay hoai hinh anh thuong hiéu cua cong ty ban
cting nhu pha hong cac mdi quan hé hién c6. Néu ban mudn thuc hién bién phap nay, hiy yéu cau nha
cung cap ching thuc uy tin ciia minh va nghién ciru loai hinh cong ty trong danh sach khach hang ciia
ting nha cung cip.

Du¢i day 1a mot s6 meo nho gitp ban thyc hi¢n hinh thirc email kém phu luc:

*Kiém tra cic chinh sach lién quan téi van dé bao vé quyén riéng tu va danh sach khach hang cua bat
ky nha cung cap nao ban hop tac cung. Néu c6 diém gi do khac la hodc phi 1y, hay dung hop tac véi
ho.

Dung st dung ciing mot dia chi giao thirc truyén internet (IP) ma ban hodc d6i tac cung cip email cia
ban stir dung khi guri email kém phu luc.

*Kiém tra ty 1& phan phat va phan hoi trudc khi giri phu luc cho nhiéu nguoi hon.

*Thong bao voi nguoi quan ly cua cac nha cung cap dich vu internet rang ban sip giri email kém phu
luc. Diéu nay co thé giip glam tai cho ban mdt s6 nguy co, va day cling la cach thirc chu dong giap
ban ¥ thirc dugc nhing ric réi ma ban co thé rit kinh nghiém tir do.

Thué hay mua danh sach email

Mic du thué hay mua danh sach c6 thé 1a mot lira chon nhanh gon gitp ban ngay 1ap tirc giai quyét
dugc nhu ciu phat trién danh sach, nhung t6i khuyén ban khong nén ap dung cach thirc nay trong
nhiéu trudng hop. Nhin chung, thué danh sach email 1a mot hoat dong hop phép va phd bién, nhung
viéc mua ching thi nguoc lai. Cac danh sach email dugc rao ban hau nhu déu 1a danh sach gui thu rac,
dugc thu thap khong phép hay thu thdp ma chu dia chi email khong hé biét. Ban hiy tranh nhimng
truong hop nay bang moi gia.

Thué danh séach lai thuong hoat dong theo hinh thirc nguoi chu danh sach thay mat ban gui email (ban
khong dugc thdy cac dia chi email d6). Nhiéu cong ty c6 uy tin c6 thé gitip ban thuc hién didu nay,
nhung su cho phép clia chil email van la diém then chdt & day. Co thé ban khong du kinh phi dé thué
danh sach email cua cic cong ty danh tiéng, va thudng thi két qua cta viée 1am nay cung khong xtng
dang so voi mirc chi phi thué ma ban phai bo ra. Té1 day ching ta lai quay tro vé voi yu t6 phu hop.
Céc danh sach email cho thué gdm nhirg ngudi cung cp dia chi email va dong ¥ tiép nhan “chuong
trinh cua bén tha ba”. Phan 16n ho déu khong mudn nhan chuong trinh cua ban, béi néu khong ho da
truc tiép dang ky.

Day co thé 1a mot cach tiép can hiu qua véi cac khach hang doanh nghiép, dic biét trong cac thi
truong cong nghé. Tuy nhién, diéu quan trong & ddy 1 ban phai sir dung danh sach thué dé thu hut ho
dang ky vao danh sach ctia minh, vi thé ban s& khong phai lién tuc méat phi thué danh sach dé tiép can
cing mot doi twong.
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Co6 thé ban khong c6 méi quan hé tir trude voi nhitng ngudi trong danh sach ban mua, va ho ciing chua
tung yéu cau duoc lién lac voi ban. Mua danh sach 1a di nguoc lai véi y nghia thuc sy cua email — xay
dung céc mbi quan hé trung thanh véi thuong hiéu. Nhitng 1o1 ich ngén han ban thu dugc c6 thé lai bi
huy hoai boi nhiing ton that giy nén cho thwong hi¢u va uy tin ctia cong ty ban, boi vi phan 16n nhing
ngudi tiép nhan email déu s& nghi ngd rang ban dang gui thu rac, cho du ho ¢6 dang ky nhan thong tin
cta bén thtr ba hay khong.

Dong dang ky

Pong dang ky 1a khi nhiing nguoi sir dung dang ky nhan thu tin tirc tai mot dia chi cy thé, va trong
hoac sau khi qua trinh dang ky két thiic, ho duoc moi tlep tuc dang ky chuong trinh email cua di tac
cua cong ty. Podng ding ky 1a mot chién thuat phat trién danh sach duoc sir dung phd bién trong nhimng
nam cuoi thap ky 1990, giai doan bung nd/tan v& cia cac cong ty dot.com; tuy nhién, bién phap nay
hién van c6 thé phat huy hiéu qua néu ban tim dung ddi tic va chiu dugc mirc chi phi c6 thé s& rat cao
khi thu thap nguoi dang ky moi. Gia st d6i tac ciia ban 1a mot cong ty c6 chung nhém khach hang voi
ban, thi ban can phai kiém tra (midc du ¢6 vé nhu da phan cac chuong trinh email déu nghiéng vé sd
lugng hon chét luong). Xay dung danh sach email khong phai 1a viéc c6 thé thuc hién trong mQt so6m
mot chiéu. Pung di duong tat, vi roi ban s& phai tra gia cho viéc d6. Email 1a mot cong cy tuyét voi
gitip duy tri su hing thi ddi v6i cac san pham hay dich vu cia ban ¢ nhitng ngudi chua sin sang mua
chung. Hiy chii trong vao viéc xdy dung danh sach email — roi ban s& nhan vé “nhiing trai ngot” ciia
no6 qua ty 1& nhan biét thwong hiéu, 1ong trung thanh, va doanh thu ban hang.

40
https://thuviensach.vn



SU THAT 16

Ap dung chién thuat tao nhan mdi (lead-generation) dé x4y dung danh sach email

Tao ra nhitng nhan mdi c6 chat lugng ludn 1a mot trong nhing wu tién hang dau ciia phan 16n cac
chuyén gia thi truong, dac biét 1a voi cac cong ty kinh doanh theo m6 hinh cong ty — cong ty (B2B),
trong d6 mot su chuyén d6i tir nhan mbi sang khach hang thuc su c¢6 thé dem lai du kinh phi dé can
bang ngén sach cho toan bd chuong trinh marketing trong mot nim. Néu ban hoat dong trong linh vuc
nay, chic hin chit lugng cong viéc cua ban s€ dugc danh gia dua trén kha nang tao ra mot $6 luong
nhan mbi c6 chat lwong nhat dinh trong khu6én khé mot mirc ngén sach nao d6. Co 1& cap trén ciing ky
vong ban sé& bién céac hoat dong lién quan t61 email trg thanh mdt chuong trinh toan dién va co loi
nhuan. Vay tai sao ban lai khong nham t6i hai cai dich cho mot 1an givong cung?

Céc chién dich tao nhan mdi truc tuyén thuong thu thap dia chi email ctua khach hang tiém nang ma
cong ty biét rang ho quan tdm bdi vi ho d c6 phan Gmg sau mot chuong trinh quang cao, tai xuong
mdt bdo cdo, hay thue hién hanh dong nao do phu hop voi ky vong cua cong ty. Néu ban cung cap
diéu gi 46 ¢6 gia tri nhu bao cao, hoi thao tryc tuyen hay két qua nghién ciru, hay yéu cau ngudi st
dung cung cap dia chi email cta ho nhu mot sy dén bu. Ban da biét rang nhitng nguoi dang ky tiém
nang quan tam toi nhiing gi ban dang ban hay phuc vy, vay thi tai sao lai khong str dung email
marketing dé duy tri su quan tdm cta ho cho toi khi ho san sang mo hau bao? Nguoi dang ky s€ nhan
duoc nhiing thong tin tuyét voi gitp ho ra quyét dinh hay giai quyét mot van dé, con ban s& ¢ duge
nhitng nhan mdi c6 chit lugng. Day 1a mot hanh dong cé 1oi cho cé hai phia.

Gia su ban da xac dinh duoc d6i twong muyc tiéu cia minh (néu chua, ban s& gap nhiéu kho khin hon
1a tao nhan méi va thuc hién mot chuong trinh email day) ban nén tién hanh cac chuong trinh quang
c40 qua cac mang tim kiém truc tuyén, website va cac an pham phuc vu ca nganh nghe va nhom dbi
tuong muc tiéu cua ban. T61 dang noéi dén nhitng quang cdo duogc dit dung chd, co bdi canh phu hop,
dem lai diéu gi d6 cho khan gia (nguoi ding ky tiém ning) va khich 18 ho hanh dong.

V6i nhimg cong ty tap trung vao thi truong tiéu dung, cac chuong trinh rat tham trang thuong va
khuyén mii ciing c6 thé gép phan mo rong dang ké danh sach néu chung dugc thyc hién ding dan.
Thu’O'ng thi cac chuyén gia thi trudng méc vao “cai bay” cia y tudng xay dung mot website 16n hap
dan mang tinh tam thoi ma khong nghi téi nhiing loi ich 1au dai ctia cac chuong trinh khuyén mai quy
mo 16n.

Budc ddu tién — va ciing 1 bude thudng bi bo qua nhat — khi xay dung danh sach email 1a gui cho
ngudi tham gia mot email xac nhan/cam on ngay sau khi ho ding ky chuong trinh. Ngoai mot thiét ké
hap dén, céac chi tiét trong email nay ciing rit quan trong va khong nén duogc thuc hién qua loa dai
khai. Hay can nhic ndi dung hop 1y cho phan Nguoi giri, Chu d€, phan dau va cudi email, dé ngudi
nhan c6 thé thay 16 email nay do ai guri, c6 ndi dung gi. Cudi cling, hdy thir kiém tra xem email d6
trong ra sao néu khong kém hinh anh. Nhiéu email cta khach hang c6 ché d6 mic dinh ngin chin hinh
anh. Thiét ké bong bay liéu con ich gi néu ngudi ta khong mé duge hinh anh hay chi thiy nhiing chir
X @6 chéi & noi ma 18 ra logo cong ty ban phai xuat hién?

Brent Rosengren, dong nghiép cua toi va ciing 13 giam ddc bo phan dich vu khach hang, timg chi dao
mot chién dich hd tro tie thoi cho cac chuong trinh rat tham trang thuong cua mot cong ty truyen
thong 16n nham gia tang lugng nhan moi email cho mot thuong hiéu 6 t6 toan cau. Ong dan dau hoat
dong t6i wru héa viéc thu thap dir liéu cia cong ty nham dem lai két qua tot dep cho tat ca cac bén lién
quan, dong thoi bao dam rang ho thu thap dugc mot co so dit liéu du 16n dé bu dép cho chuong trinh
khuyén mai 16n nay.

To61 nho Brent vach ra nhiing nét chinh trong phuong phép cling nhu cach 1am cua minh, trong dé ong
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khong dé lot bat ky mot nhan mbi nao dong thoi dem lai mot trai nghiém tuyét voi cho khach hang.
Sau day la nhiing gi 6ng chia sé:

1. Yéu cau sy tham gia ciia tat ca cac bén, ké ca bén thir ba, trong qua trinh chuan bi chuong trinh va
thyc hién myc tiéu cua chuong trinh — Trude khi bt tay vao thiét ké website hay tai liéu quang ba va
b6 tién thué truyén thong dé gia ting luu luong truy cap website, ban hily bao dam chic chin rang cac
muc tiéu chinh cia du an déu di duoc x4c dinh 16 rang. Néu muc tiéu la xay dung hodc phat trién mot
co s& dit lidu email marketing, thi toan bo chién lugc d6 phai huéng téi nhiém vu thu thap dia chi
email va don gian hoa qua trinh dang ky cho nguoi sir dung. Sau d6, ban phai chi rd cho ngudi st
dung va nhom marketing ctia minh diéu gi s& dién ra tiép theo.

2. Lya chon phuong phap thu thap thong tin ca nhan hop ly — Thong bao rd rang cho ngudi st dung
biét diéu gi s& xay ra voi thong tin ca nhan cua ho sau khi ho an nt Gui. Dudi day la bbn phuong
phap thuong duoc sir dung dé thu thap dia chi email trong cac chuong trinh quang ba truc tuyén.

«Ding ky nhan — Mot 6 trong chua danh dau, bén canh c6 giai thich 15 rang khi danh dau vao 6 trong
nay thi di€u gi s€ xay ra.

Ding ky thoat — Mot 6 trdng da danh diu sdn, bén canh co giai thich 18 rang khi 4n vao do.

«O tréng khong danh déu: thong tin 1 rang — Nguoi sir dung phai cung cép dia chi email dé tham gia
vao mot chuong trinh truc tuyén, nhung phai c6 phan giai thich 1 rang ho s& dugc lién lac trong tuong
lai, va ho c6 thé dang ky thoat bat ky liic ndo. Phuong phap nay thuong dugc st dung khi nguoi tham
gia dugc nhan thir gi do co gia tri.

*O trong khong danh dau: khong c6 thong tin (dm chi sy ddng y) — Ngudi sir dung phai cung cap dia
chi email dé tham gia vao mot chuong trinh tryc tuyén, nhung ban khong giai thich email ctia ho s€
dugc sir dung nhu thé nao. Day la cach lam it bj phan d6i nhat, nhung lai khong phai 1a cach lam hay
nhat, boi vi nhu thé ¢ nghia 1a ngudi sir dung van chua cho phép ban giri email cho ho. Ban khong
nén cho réng ban than ho phai biét 14 ho s& nhan dugc email cua ban trong tuong lai chi vi mét ly do
don gian 1 ho da cung cap dia chi email trong mot chuong trinh quang ba hay rit thim tring thuong.

3. Bé cap t6i co so phap 1y — Nhiéu cong ty van dé nguyén chinh sach bao mat da qua han ctia minh
trén website, khong dé cap t6i chuyén thu thap dit liéu hay email marketing. Néu ban mudn thu thap
bat ky loai thong tin c4 nhan nao trén mang va c6 y dinh sir dung chung dudi bt ky hinh thirc nao,
trong ndi bd cong ty hay véi bén thir ba — dac biét trong truong hop céc dia chi email — thi ban cling
nén giai thich rd diéu nay trong phan chinh sach bao mat.

Ngoai chinh sach bao mat, ban ciing nén dé cap t6i viéc st dung cac thong tin ca nhan trong tuong lai
theo cac diéu kién va diéu khoan cu thé ctia mot chuong trinh hay chuong trinh rit tham tring thuong,
nhéat 1a khi ban ap dung phuong phap am chi sy dong y. Nhitng tac dong tiéu cuc cua phuong phap am
chi sy dong y khong hé dugc giam nhe di chut nao néu ban mdi chi dé cap toi van dé cac dia chi email
s& dugc sir dung ra sao trong phan diéu kién va diéu khoan néi chung.

Khi nguoi tham gia biét rd ngay tir dau ban c6 y dinh st dung thong tin cua ho ra sao va ho tin tuong
vao thuong hi¢u cua ban, thi ban s& xay dung dugc mot mbi quan hé ngay cang chic chin va co gia tri
v6i nhitng khach hang do.

4. Xéac dinh tt ca cac diém lién lac c6 thé st dung — Khi ban mubn gia tang luu lugng cho website,
hay lam sao dé tan dung dugc t6i da su dau tu cua minh cling nhu thoi gian ciia nguoi tham gia.

Chuyén tat ca cac trang va hinh thic trén website thanh nhitng trang don 1¢; cira s6 (pop-up) thuong
khong c6 tac dung.
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*Dit phan muc tiéu marketing va cac thong diép marketing & vi tri pht hop va & nguyén trong mot
trang, duoc thé hién rd rang dé ngudi doc c6 thé thiy ngay. Dong thoi, dua ra cac lwa chon thay thé
(nhép chudt) cho nguoi doc trong trudng hop ho chua san sang tham gia vao phan tao nhan mdi cua
chuong trinh. Trong khi cac théng diép marketing don lé phat huy tac dung ngoai doi song thuc, thi
thé gidi truc tuyén lai dem dén co hoi c6 mot khong hai giup ban co thé khai thac duoc hét chuong
trinh théng qua nhiéu ndi dung khac nhau. Vi thé, hay sir dung nhiing thong diép quang béa chéo, hd trg
ngudi doc tham quan website clia minh, va cung cap cac duong dan hitu ich khac cho ngudi st dung.
Tuy nhién, ban hiy can than, dimg lam xao lang tAm tri doc gia va 1am loang thong diép cia minh
bang nhiéu nodi dung v6 bé.

*Néu ban thu thap dia chi email, hiy nhé giri email cho nguoi dang ky nhan trong mot khoang thoi
gian hop Iy. Nhiéu cong ty xtr Iy nhirng dir liéu thu thap duoc trong vai thang — diéu nay c6 thé khién
khach hang ban khoan: Rt cudc, ¢ ai nhé 1a ho dd ding ky vao mot chuwong trinh khuyén mai dién ra
cach day 6 thang hay khong?

5. Kiém tra kha ning lan truyén ctia chuong trinh — Diém quan trong nhit ctia web 2.0 1a st dung céac
khia canh xa hoi ctia web dé mang lai loi ich cho ban. Con gi gia tri hon khi ¢6 ngudi tham gia giGi
thiéu chuong trinh ctia ban v6i ban bé ctia ho thong qua tinh ning chuyén tiép cho ban bé & email?
Mot 1an nita, hiy kiém tra tinh ning phat tin nham bao dam rang n6 tdi da hoa tac dung ciia marketing
xd hoi thay vi lam anh huong dén cac nd lyc cua ban. Hay khang dinh rang viéc lan truyén thong diép
cling dugc ca nhan hoa t6i da tir nguoi tham gia t6i ban bé ciia ho. Hay thong bao rd rang voi nhiing
ngudi ban d6 rang thong tin cta ho s& khong dugc st dung trong cac email vé sau, nhung hay cho ho
co hoi dang ky tham gia. D4y 13 nhimng loi ich mién phi ctia truyén thong ma ban khong nén bo qua.
Khong chi thé, ban ciing can phai can nhic k¥ ludng dén phan Nguoi giri, dong Tiéu dé email cling
céc thong diép marketing khac. Cubi cing, dimg quén cac quy dinh vé viéc tuan thu dao luat CAN-
SPAM (xem Su that 39) vé tit ca cac khia canh lién quan dén chuong trinh email cta ban, trong d6 c6
ca cac email chuyén tiép.

6. Bao dam ré“mg nguoi su dung s€ c6 mot trai nghiém thu vi — Trude khi thuc hi¢n chuong trinh, hay
thir nghiém dé chic chin ring moi khia canh lién quan dén trai nghiém cta nguoi st dung déu cho két
qua tot dep. Lam vay giup nhém lam viée cta ban sé& xac dinh duoc dau 14 nhitng tinh ning can phai
cai thién trude khi khoi dong chuong trinh. Mt trai nghiém ti€u cuc co thé c6 tac dong X4u khong chi
téd1 mot chuong trinh don 1é ma con anh hudng toi ca thuong hi€u cong ty.

7. Téi wu hoa — Ciing nhu bat ky chuong trinh tryc tuyén nao khac, kha nang thay ddi, chinh sira va bo
sung cac yeu t6 moi ¢ day ciing dugc thyc hién dé dang va nhanh chéng hon so vé&i cac chuong trinh
ngoai tuyén. Ping mic nhién suy nghi ring sau khi thyc hién chuong trinh 13 ban ctr dé n6 nhu vay,
ké ca khi nd khéng hiéu qua. Hay lién tyc phan tich va diéu chinh chuong trinh cling nhu cac chuan do
va cac phan hoi cia ngudi st dung. Néu khong thay an tuong v4i s6 luong nguoi truy cip vao website
ctia minh, ban c6 thé d& dang gia tang luu hrong bang cach nhanh chong thue hién cac chién lugce tim
kiém SEM (ngudi st dung duoc tra tién néu nhap chudt vao dudng din cho sin) dé gia ting s6 ngudi
truy cap vao website thuc hién chuong trinh ctia minh.

Khi ap dung 7 budc trén, cac nd luc tao nhan mdi truc tuyén ciia ban s& nhan duoc sy chu ¥ dung muc
ma chiing xtng dang duoc nhén, va ban cling c6 thé giam thiéu cic rui ro cling nhu thu hut dugc cang
nhiéu khach hang tiém ning cang tot.

bung quén muc tiéu chinh cua chwong trinh nay la tao nhan méi. Nhung dong thoi, ban ciing dimg
xem nhe trai nghiém cua nguoi sir dung va nhiéu khia canh khac boi mot chuwong trinh duge thuc hién
kém co thé gy ra nhiéu ton that cing nhu pha hong tham vong cua chuong trinh. Thi truong truc
tuyen nhanh nhay hon cac kénh truyén thong truyén thong, vi thé ban dimg ling phi cac co hoi dang
hién hién ngay trudc mat.

Néu ban dau tu rat nhiéu thoi gian, tién bac dé thuc hién mot chuong trinh khuyén mai hay rat thim
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trang thuéng quy md 16n, hdy bao dam rang chuong trinh d6 duoc thyc hién tot va c6 co sé chién luoc
vitng chic. Néu ban muén tao dung nhan méi — trong truong hop nay 13 tim kiém dia chi email — hiy
lam sao dé ndi dung va phan thudng cua chuong trinh phu hop véi d6i tuong ban hudng toi, tir d6 ho
s€ quan tam t61 nhimg gi ban cung cap va cho ban dia chi email. Khong nén dé lac huong myc tiéu dé
r0i nhan vé nhimg nhan moi “trdi 0i” — nhitng nguoi chi mudn nhan cac san pham mién phi cua ban
ma khong hé quan tdm t6i cac chién dich email sau nay ban cung cép ciing nhu téi thwong hiéu ctia
ban.
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SU THAT 17

Phat trién danh sach email bang con dudng tim kiém

Tim kiém d3 tr¢ thanh canh tay phai déc luc ctia email marketing trong viéc tao nhan méi muc tiéu va
gla tang lugng ngum dang ky. Theo Datran Media, 72% cac chuyén gia thi trudng tin ring marketing
bang cong cu tim kiém 13 kénh bd trg tuyét voi cho email marketing.

Néu ban hién dang dau tu vao tim kiém nhung khong sir dung n6 kém véi email marketing, thi c6 thé
ban s& bo 15 nhiéu thir ddy. Hién nhién hai trong sé hinh thirc marketing c6 ty 1& hoan vén dau tu ROI
16n nhat hién nay nay s& két hop &n y voi nhau. Marketing tim kiém tra phi (hay tim kiém theo tir
khoa) di va dang 1a mot trong nhitng yéu t6 tao nhan mdi tot nhat cua cong ty t0i, va voi tu cach la
mot cong ty co tinh chuyén mén hoa cao, ching t6i chi mubn tiép thi téi dang ddi twong muc tidu. Cac
chuong trinh tim klem ctia chiing t6i khong chi gop phan xay dung co so dit liéu email va khai thong
dong chay nhan mi, ma con nhan duge nhiéu co hoi kinh doanh tir kénh nay.

Céc ban hay thir hinh dung tinh huéng sau nhé.

Ban c6 mdt phén ngan sach cho hoat dong hdi thao truc tuyén. Ban dugc giao nhiém vu t6 chirc hoi
thdo truc tuyén it nhat mgt 1an moi quy, va ban da biet tén mot s6 cong ty nhung lai chua thuc su chac
chan minh nén lién lac v6i ai hay can phai tim kiém gi @ mdt cong ty.

Va thé 14 ban bit tay vao tim kiém thong tin. Sau khi 4n vao mot sé duong dan tai trg va tim hiéu so
qua mot s6 két quad ma cong cuy tim kiém cung cép, ban c6 dugc mot khai niém chung chung vé nhirng
gi minh can va ghi chép lai dé doi chia sé cac thong tin d6 cho nhom lam viéc ciia minh. Téi thoi diém
nay, cac cong ty du tu vao cong cu tim kiém tra phi da dé mat co hoi thu hat sy cha ¥ cta ban. Tién
thi ho d tiéu, va ban thi lai di mét rdi.

Thay vao d6, diéu gi s& xay ra néu ban an vao mot duong dan va duoc chuyén hudng tryuc tiép toi mot
website ty nguyén cung cép mot bai viét noi vé <10 cach tot nhat dé tao nhan mdi qua hoi thao truc
tuyén” chi dé ddi 1iy dia chi email ctia ban? Chic chin ban s& cung cip dia chi email dé doi 14y thir gi
d6 hitu ich cho qua trinh ra quyét dinh ctia minh. Va diéu gi s& xay ra néu cong ty d6 cho ban co hoi
dang ky chuong trinh thu tin tc hang thang ma qua d6, ho s& déu dan giri toi ban cac meo hay va céc
201 ¥ t6 chire hoi thao truc tuyén hiéu qua? Liéu ban c6 ding ky khong? C6 thé 1dm chu!

Diém méu chét ¢ ddy 13 c6 thé ban s& pham sai 1am dau tu néu ban khong lam moi viée ¢6 thé dé tan
dung sy quan tam cua nhung khach hang tiém nang ma cong cy tim kiém mang lai cho ban. Khi co
ngudi an vao mot dudng dan, tirc 1a ho dang muon noi: “T61 quan tam”. Ban dinh dap 161 ho nhu thé
nao? Chang 18 ban khong mudn néi rong co hoi truyén thong nay thém mot chat? Néu khong 13y duoc
dia chi email cta ho, ban s& dé 15 co hoi duy tri cudc ddi thoai d6. Va thé 1a dot nhién, chi phi 2,5 d6-
la ma ban phai tra cho mt ¢t nhap chudt cia ngudi d6 trd nén lang phi. Nguoc lai, néu ban c6 thé lay
duoc dia chi email cua ho, thi sb tién 2,5 d6-la d6 dot nhién lai tré thanh mot co hoi marketing!

Twong tw nhu ¢ vi du trude, phan 16n nhiing nguoi tim thdy cong ty ban thong qua cong cy tim kiém
c6 1& déu dang & trong giai doan tim hiéu thong tin trong chu ky mua sim. Ho thudng chua sin sang
tam ly mua ngay 1ap tirc, nhung ho dang thir nghiém, tim hiéu thong tin va so sanh. Néu tim kiém 1a
budc dau tien dé khach hang tiém nang nhan biét vé cong ty ban, thi tai sao email marketing lai khong
phai la bu0’c hop 1y tiép theo dé duy tri su quan tAm cua ho ciing nhu dé cap nhat thong tin cho ho cho
t6i khi ho san sang ra quyét dinh mua sam?

Ban hay 1ui lai mot chat trong qua trinh thuyét phuc khach hang mua san pham sau budc tim kiém.
bung voi va chao ban hang ngay. Hay coi do 1a co hdi dé cham soc khach hang tiém nang va dan ho di
trén cung duong mua sam. Pua khach hang tiém néng tir noi tim kiém téi trang dich dén (landing
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page), noi ban cé thé trao cho ho diéu gi d6 c6 gia tri dé doi lay dia chi email cua ho. Day la mét cach
lam vtra giup ban mé rong dau tu cho cong cu tim kiém lai vira gitip ban phat trlen danh sach email
ctia minh. Khi khach hang tiém ning tién dan timg budc trén cung dudng mua sam, ban s& co thé giri
cho ho nhiing thong tin lién quan qua email, hd tro ho trong qua trinh ra quyét dinh, va duy tri hinh
anh cong ty ban trong tam tri ho.

Néu chuong trinh quang céo tim kiém ciia ban dua nguoi truy cap toi mot trang dich dén c6 muc dich
chinh la thuc hién giao dich nhanh hay liét ké cac san pham duoc d& cép trong muc quang céo, thi hiy
lwu y thyc hién thém ké hoach B (ké hoach A 14 ban hang): thu thap dia chi email. Hay nho: nhiéu
cudc giao dich doi hoi nguoi sir dung phai truy cap vao website vai 1an trude khi hoan tat giao dich, du
d6 1a giao dich ban DVD gia ré hay video dit tién.

Mot trong s6 cac khach hang cta cong ty t6i di sir dung cong cu tim kiém tra phi dé gia ting dang ké
sé luong dia chi email thu thap dugc. Ho ¢6 ly do ding dn dé 1am viéc d6 — chiing ta bd mot lugng
tién 16n ra dé dau tu vao marketing tim klem tra phi nham thu hut sy chd ¥ coa nguoi su dung, va
chung ta str dung email dé xdy dung mdi quan hé véi hy vong diéu d6 s& giup bién nguoi ding ky
thanh khach hang. V&i chién luge nay, email va cong cu tim kiém tro thanh cong cu thu thap khach
hang va cong cu thyc hién marketing méi quan hé, va chiing chiém khoang gan 1/4 luu luong truy cap
website.
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SU THAT 18

Hay duy tri mgt danh séach rd rang

Céc doi marketing phai dau tu mot lwong 16n thoi gian va cong strc dé tim kiém thong tin vé khach
hang, chinh vi thé ma toi léy 1am ngac nhién 12 tai sao ho lai khong bo ra chit thoi gian dé giit cho
danh séch khach hang cia minh tr¢ nén rd rang va sach s€, hay con goi la “v¢€ sinh danh sach”. Khi st
dung cac danh sach email dé 1am marketing, néu ban khong c6 co s¢ dir liéu chinh x4c, diéu do sé
khong chi 1am lang phi ngudn lyc ma con anh hudng xau ti uy tin ciia ban ciing nhu toi kha nang
phan phat email. Khi giit gin di liéu can than, ban s& c6 thé:

*Tiét kiém chi phi— Néu gui téi it dia chi hon, céc khodn chi phi cua ban s€ gidam Xuéng (dac biét
trong trudong hop ban dang lam viéc voi mot nha cung cap dich vu email va phai trd phi cho moi email
gui di).

*Tranh lam sai 1éch thong tin théng ké — Khi loai bd céac dia chi khong con hoat dong, cac dia chi tra
lai email, cling nhu dia chi ctia cac doi ti€p thi (nhu sales@ hay news@), ban s€ gui it email hon ma
van ¢6 duogc ty I¢ mo email tuong tu, va do do, ty 1¢ mo thu ctia ban s€ cao hon va phan anh dang thuc
té hon.

*Nang cao kha nang phan phat email — Thanh loc danh sach s€ loai bo nghi ngo thu rac tir cac nha
cung cap dich vu internet. Hon nira, ban s€ khong phai giri email cho nhitng nguoi khong quan tam,
ma day lai 1a nhiing nguoi rat c6 kha nang sé thong bao email cua ban 1a thu réc.

1. X4c dinh cac dia chi can loai bo ngay lap tic

Thanh loc danh sach gitp ban tim kiém va diéu chinh danh sach ctia minh, déng thoi van bao dam
duoc do tin cay cua nd. Céac dia chi email ban can loai bo la:

*Dia chi tra lai email

Dia chi ¢ 16i chinh ta

*Dja chi khong c6 ddu @

*Dia chi c6 chit www sau ky hi¢u @

Ban ciing c6 thé ngin chin duoc nhiéu dia chi sai ndy bang cach sta dia chi ngay tai thoi diém ding
ky. Mot trong nhitng cach lam hi¢u qua nhat 1a ¢6 hai 6 dang ky email két hop véi mot phuong phap
hay thiét bi nao do c6 thé nhan dién dugc khi nao thi hai dia chi email dugc cung cap khong khop voi
nhau.

Dia chi tra lai email tirc 1a email ctia ban khong dugc gui téi dia chi do, va bi tra vé véi nguoi gui. Cac
truong hop email bi tra lai c6 thé xdy ra vi nhiéu 1y do khac nhau, va thudng dugc chia ra lam hai loai
cing va mém. Tra lai email cig c6 nghia la dia chi email d6 khong dung hoac khong con ton tai nira.
Ban hay loai bo nhiing dia chi nay khoi danh sach gui thu cua minh, boi néu van tiép tuc gui téi cac
dia chi d6, ban s& bi lot vao “tam ngam cua cic nha cung cap dich vu internet.

Tra lai email mém nghia 13 email cta ban bi tir chdi vi mot ric rdi tam thoi nao d6 trong khau giri nhan
email. C6 nhiéu 1y do din dén tinh trang nay, bao gdm: hop thu ctia ngudi nhan bi day, may chu gap
su ¢6, hay chi don gian 1a email cta ban qua 16n. Trong truong hop nay, ban ¢ thé thir giri lai email,
nhung nén nghi t§i chuyén loai bé dia chi d6 khoi danh sach sau vai 1an giri khong thanh cong. Néu
gri email dinh ky hang thang, ban nén loai bo dia chi nay sau hai lan giri khéng thanh. Néu ban guri
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vGi tan sudt cao hon, chang han hang tuan hay hang ngay, ban nén loai bo dia chi nay sau 5 hoic hodc
hon 5 1an that bai. Néu ban lién tuc nhan dugc email tra lai dang mém, chac han phai c6 1y do nao do.

Neu khong loai b nhiing dia chi tra lai email cimg hodc mém khoi danh séch giri email, cac nha cung
cap dich vu internet c6 thé s& ngan chin email cua ban. Boi vi nhiing d6i twong giri thu rac thuong cb
gang gui email ti cang nhiéu dia chi cang t6t, va ho thudng “doan mo” hoic tao ra dia chi email chi
nham giri di thong diép ciia minh, nén ho thudng giri email sai dia chi hay mac phai cac bay thu rac
(tirc 12 nhimg dia chi do cac nha cung cip dich vu internet ¢ tinh tao ra dé nhan dang dia chi gui thu
rac). Khi email ctia ban da bi chén lai, ban phai rat vat va méi c6 thé thoat ra khoi danh sach den cua
cac nha cung cip.

Mot tac hai khac cua viéc khong loai bo cac dia chi tra lai email 1a n6 s€ 1am sai 1éch cac con s6 do
ludng chung. C6 thé néu gitr nguyén céac dia chi do, ban s& c6 mot danh sach email dai véi tong s6
email guri di 16n, nhung ddi lai ban s& 1am sai l1éch cac chuén do khac, va ban s& khong c6 duge mot
két qua xéc thuc vé thanh cong (hay that bai) ciia minh.

2. Kiém tra dia chi email khéng hoat dong

Néu ban  dang chay mét chuong trinh email marketing, han ban s& mudn theo doi két qua theo thoi
glan Diéu nay s& mang lai cho ban mot ngudn thong tin hitu ich, qua d6 ban co thé biét khach hang
tiém nang thich gi hay khong thich gi, va dau 1a nhiing ngudi phan mg lai hay khong phan tng lai cac
thong diép email ctia ban. Néu nhan thay mot s6 nguoi khong hé ¢é phan ing voi mot trong nhimng
thong di€p cua minh, c6 thé day la thoi diém dé ban tai thu hat sy quan tdm cta ho hodc loai bo ho
khoi danh sach giri email. Trude khi 1am nhu vay, hay kiém tra bao cdo theo thoi gian; ding loai bo
dja chi email ndo d6 chi boi vi chii email khong quan tAm dén 2 trong sé 10 email thu tin gan day cua
ban. Khong c6 quy tic chinh x4c niao quy dinh néu nguoi dang ky khong hoat dong trong bao nhiéu
1au thi ban c6 thé loai ho khoi danh sach giri email. TAt ca déu phu thudc vao ndi dung va ban chit cta
su quan tAm ddi v6i chuong trinh ctia ban. Ban ciing can phai cAn nhic t6i cac yéu tb tac dong vé mit
thoi vu. Khong nén loai bo nguoi ding ky khong phan g véi cac email gan day néu san pham ban
bén chi thich hop cho mét vai thoi diém nao d6 trong nam.

3. Téi kich hoat cac email khong hoat dong

Sau khi da biét dugc nguoi nao “ngt gat” & hop thur, thi viée loai bo email cua ho ¢6 thé giup ban gia
tang ty 1& phan ing cua nguoi nhén; tuy nhién, diéu d6 chi xay ra néu ban lam ding nguyén tic. Co
mot sO cach giup ban “tai kich hoat” nhimg nguoi nay. Phuong an dau tién 1a guri email thong bao rang
ho thiéu su tuong tac voi nhitng email trude do cua ban, dong thoi cho biét y v dinh loai bo ho khdi danh
sach néu ho khong ding ky lai. Dé dat hiéu qua cao nhat, hiy sir dung thong diép nay dé tim hiéu 1y do
tai sao ho khong doc cac email cia ban, dua ra mot vai hinh thirc phén thudng nao do, hoac cung cép
n6i dung phi hop hon nham khién ho tiép tuc dang ky. Hay hanh dong dé giit ho lai trong danh sach
va khién ho tham gia vao chuong trinh email ctia ban. Néu ho khong c6 phan g nao véi thong diép
nay, c6 kha nang la ban da mét ho.

Mot phuong an khac it duoc khuyén khich hon 13 giri email t6i nhiing dia chi khéng hoat dong nay va
thong bao rang ho s& bi loai bo khoi danh sach ciia ban néu ho khong tién hanh ding ky lai. Phuong
phap nay co hiéu qua néu ban chi mudn loai bo nhitng dbi twong nguoi nhan khong hoat dong chir
khong mudn mét thoi gian tim hiéu 1y do tai sao hay trao ddi thir gi d6 c6 gié tri v6i ho dé giit chan ho.

Website noi tiéng CBS SportsLine quyét dinh thu hep danh sach email va loai bo nhitng ngudi dang ky
khong hoat dong nhdm nang cao chat luong va giam s luong. Website chuyén vé thé thao nay gui
thong diép téi nhitng nguoi nay thong bao rang ho s& khong nhan duge cac email ciia website nira néu
ho khong tai dang ky trong mot khoang thoi gian nhat dinh. Theo nhiing gi duoc bao cdo lai, lugng
email trong danh sach ctia website nay dd giam tir 7 xuéng con 6 con sb.
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Tuy khong phai la voi khach hang nao t61 cling khuyén ho loai bo hoan toan nhiing nguoi dang ky
khong hoat dong, nhung hi¢u qua nam & chit luong cua danh sach chir khong phai ¢ s6 luong. La mot
website hoat dong chu yéu nho quéang cao, CBS SportsLine bay gio da co thé yéu cdu mot khoan phi
trdi cao hon nhleu so voi nhitng ai mudn tiép can nhitng nguoi dang ky email cua ho. Piéu nay xuat
phat tir co so rang day la nhitng nguoi dang ky hoat dong tich cuc, va ho déu la nhiing ngudi st dung
c6 quan tam, boi tit ca nhitng nguoi khong phan tmg lai truée nhimg email gan day déu da bi loai khoi
danh sach. Bai hoc rit ra tir cau chuyén nay 1a mot kho 10.000 dia chi email gdm nhitng nguoi c6 quan
tam va tuong tac voi chuong trinh email ctia ban con t6t hon mot danh sach 100.000 nguoi trong dé
chi c6 mot vai ngudi hoat dong.
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SU THAT 19

Nhirng loi ich cia mét trung tam lya chon

Ciing gidng nhu mot sanh chd hap din ¢ khach san, qua trinh dang ky email ciia ban phai thé hién
duoc su trong thi va la dAu hiéu cho mot trai nghiém tich cuc sép t6i. Néu c6 diéu gi d6 ban co thé 1am
duoc dé giam kha nang nguoi st dung ding ky thoat khoi chuong trinh email cia minh, ban c6 1am
khong? Suy cho cung thi viéc thu hut ho tr¢ lai con kho khan gap nhiéu 1an viéc thu hut ho dang ky lan
dau tién.

Tin vui 12 ban ¢6 thé 1am duoc mot s viéc; nhung that ngac nhién, rat nhidu chuyén gia thi truong lai
khong 1am nhu thé. Viéc d6 goi 1a trung tam lya chon. Thay vi néi: “Ban c6 muon dang ky tham gia
chuong trinh email cta chiing t6i khéng?”, ban nén can nhéc viéc hoi nhimng cau nhu: “Ban mudn dang
ky chuong trinh thu tin tic hay thu thong bao chuwong trinh giam gia hang tuan?” Pua ra mot vai
phuong an dé nguoi dang ky lua chon cach thire ban lién lac véi ho 1a cach lam 1gi ca doi duong.

Nhung loi ich ctia n6 khong chi ding lai & day. Cung cép lua chon cho ngudi st dung khi ho ding ky
dem lai nhiéu gia tri to 16n, nhung dua ra Iya chon cho ngudi ding ky dang c6 y dinh thoat khoi
chuong trinh ciing 12 mot cach giup gitt chan ho. Trung tim lya chon email trén website 13 noi ban tiép
nhan thém nguoi ding ky va ngin chin ngudi mudn bo cude, dong thoi van bao dam tuan tha dao lut
CAN-SPAM vé van dé dang ky ngimg tham gia chuong trinh email. Chéng han, 1y do moi nguoi
quyét dinh ngimg tham gia c6 thé khong lién quan t6i ndi dung thong diép trong email cua ban ma lai
1a do ban giri email qua thuong xuyén. Cho ho co hoi ty xac dinh hodc thay d6i tan suét giri email
(thay vi dang ky thoat hoan toan) c6 thé khién ho thay doi ¥ dinh.

Forrester Research nhan thay mot cong ty trung binh méi nim dé mét khoang 30% nguoi dang ky
nhan email. Tuy nguyén nhan cta hién tugng nay kha da dang, tir nguoi dang ky khong con quan tam,
t6i chat lugng phan phat email, va cac van dé lién quan dén thanh loc danh sach email, nhung cac cong
ty thudong dé nguoi sir dung ding ky thoat ma khong hé dua cho ho giai phap thay thé nao.

Nha cung cip dich vu email Silverpop nhan thiy 12% cong ty tao co hdi cho khach hang diéu chinh
cac lya chon cua minh bén canh viéc dang ky thoat hoan toan. Tuy nhién, diéu nay ciling c6 nghia 1a co
to1 88% nhimg cong ty duoc khao sat dé nguoi str dung roi khoi chuong trinh gitr chén khach hang chi
phi thap, kha ning tiép cin cao ma khong hé cho ho phuwong an thay thé nao!

Trung tam lya chon email phuc vu nhiéu muc dich khac nhau, nhung chu yéu né mang lai cho nguoi
str dung mot “thyc don” don gian dé ho ding ky nhan hodc ding ky thoat khoi chuong trinh email.
Duéi ddy 1a nhitng thanh phan 1am nén mét trung tam lya chon “khoai khau”. Va, ciing giéng nhu mot
mon sip ngon miéng, ban nhé khudy that déu va ném gia vi dya vao nhimg yéu té ndo c6 hiéu qua hay
khong hi¢u qua trong truong hop cua ban.

Mo ta toan dién vé ndi dung email — Noi dung mo ta bao gdm tua dé email, ndi dung email va tan suét
email nhén dugc. Clng nén hién thi cac thong tin dang ky hién thoi cia nguoi st dung. Day chinh la
xuong séng cua bat ky trung tim lira chon nao, vi thé hiy lam sao dé n0i dung thyc sy r6 rang va ngin
gon, va dung lam nguoi sir dung “ngop” vi qua nhiéu thong tin chi tiét, hay ciing dimg quén dua thong
tin tong quan vé 1y do tai sao ho nén dang ky céc loai thu tin tirc khac, va d6 1a nhiing loai thu tin tic

gi.

«Céc phuong 4n nhan email — Nguoi ding ky nén ¢ quyén lya chon nhan email dudi dang HTML hay
van ban (hodc qua dién thoai di dong, néu ban c6 lva chon nay). Ngoai ra, ban cling nén dung phan
nay dé nhéc ho bo sung dia chi email hay tén mlen ctia ban vao danh sach chip nhan email c4 nhan khi
mdi quan tdm ctia ho danh cho email ciia ban van dang ¢ mirc d6 cao nhat.
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«Thu mau — Trung tam lya chon phai kich thich dugc nhiing dbi twong dang ky tiém nang. Hay cho ho
co hoi nhin thay thu mau, c6 thé 1a bang mot cira s6 pop-up nho, hodc bang mdt ctra s6 16n hon.

«Thay d6i thong tin ca nhan/dia chi email — Cho phép ngudi diang ky nhanh chong bo sung hoic didu
chinh thong tin ca nhan cua ho — tic 1a dia chi email va cac dir liéu khac ma ban thu thdp — ngay ca khi
ban khong yéu cau cac thong tin d6 trong qua trinh dang ky. Diéu nay cling giup ban phan loai co so
khach hang dé cung cap noi dung phi hop hon va c¢6 co hdi quang céo tot hon. Néu ban cho phép
ngudi sir dung bo sung thém thong tin c4 nhan sau khi ding ky, ho s& cung cip thém cho ban nhiéu
thong tin ddy.

*Dang ky thoat khoi tat ca cac chuong trinh email/ding ky thoat khoi timg chuong trinh email — Ngoai
viéc hién thi phan dang ky thoat, hdy cho phép nguoi sir dung cap nhat ndi dung wa thich khi nhu cau
ctia ho thay d6i. Chang han, néu mot nguoi nhan thong tin veé 6 t6 tir mot website, nhung r0i anh ta lai
mua 6 t6 m&i; lac ndy, anh ta c6 thé mudn diang ky thoat khoi chuong trinh thu tin tirc vé 6 t6, nhung
van mudn nhan cac thu tin tirc vé thé thao va kinh doanh. O phan dang ky thoat, hay hoi rd nguoi sir
dung mudn thoat khoi mot hay tit ca cac chuong trinh email ctia cong ty ban.

«Khuyén mai — Khi dé nghi cung cdp mot san pham hay dich vu mién phi trong qué trinh ding ky
email, ban s& thu hiit khach hang tham gia chwong trinh, dong thoi khién ho cha y hon trong 1an dau
tién ban guri email cho ho. Pay 1a cach lam dac bi¢t hi¢u qua trong truong hop ban phai xay dung co
s& khach hang dang ky email tir ddu. Hay tinh y Iya chon nhimng tht ban c6 thé khuyén mai chéo, va
suy nghi cach thyc hién diéu do.

*Thanh phan lan truyén email — Hay tao co hoi cho nguoi dang ky moi chuyén tiép email hay thong tin
vé chuong trinh email cua ban t6i ban be, gia dinh va dong nghiép. Ai cling mu6n minh la nguoi tién
phong, vi thé hay khién nguoi dang ky cam thay nhu ho 12 mot phan cdt yéu trong cong ddng clia ban
bang cach khuyén khich ho chung tay phét trién né. Ban c6 thé trao phan thudng cho nhitng ngudi
dang ky moi nang dong nay va cam on ho vi da 1a nhirng thanh vién gia tri, hodc la nhitng nguoi phat
tan thong tin vé cong ty, thwong hiéu, san pham hay dich vu ctia ban.

«Chinh sach bao mat — Ludn ludn hién thi dudng dan t6i phan ghi chinh sich bio mat & ciing trang noi
ngudi str dung diang ky nhan email, bd sung/diéu chinh thong tin ca nhan... Day 13 mot viéc lam hitu
ich, boi no tao co hoi cho ho doc cac huéng dan nghiém ngit (hodc khong nghiém ngit) cua ban vé
thong tin ca nhan va cach ban thyc hién email marketing dya trén cong tac bao mat.

*Dich vu khach hang/Lién hé voi chiing t6i — Phan nay ciing quan trong khong kém phan chinh sach
bao vé quyén riéng tu. Chirc ning Lién hé v6i chung t6i 1a mot chirc nang bét budc phai co, vi no
khong chi gitip nang cao sy hai long cua khach hang, ma con giap ban nhan biét duoc nhitng van dé
hay truc tric co thé xay ra trong qua trinh dang ky. Nhiéu website va mau thu khong hoat dong, trong
khi cht website lai khong hé hay biét. Di nhién, ban nén kiém tra tit ca cac khia canh lién quan dén
website va trung tAim Iya chon email, nhung ban van nén tao ra cho nguoi ding ky mot phuong phap
nhanh chéng va dé& dang dé lién hé véi ban.

*Nguoi ding ky thoat khoi chuong trinh/co hoi cudi cing/16i dé nghi ¢ lai — Pudng dan dang ky thoat
phai dé dang va hoat dong tot nhung nhu thé khong c6 nghia 1a ban khong thé dua ra “ca ca rét” dé
khuyén khich nhimg ngudi sip ra di tlep tuc ¢ lai hoac dang ky vao mot chuong trinh thu tin tirc hay
dich vu khéac. Tham chi, ban c6 thé hién thi mot mau thu don gian héi 1y do tai sao ho lai mudn thoat
khoi chuong trinh trude khi ho nhap chudt va roi khoi ban mai mai. Nhirng thong tin phan hoi cta ho
c6 thé giup ban diéu chinh va cai tién chuong trinh email cia minh.
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SU THAT 20

Tan dung hon nira danh sach email

Dong tién di lién khuc rudt. Tuy nhién, phan 16n cac chuyén gia email marketing lai khong tuén thi
nguyén tic d6 sau khi da déu tu ngudn luc dang ké dé thu hit khach hang méi. Thu hut mot khach
hang mdi qua email ton kém g'?ip 5-10 14n so véi viéc duy tri mdt khach hang hién tai. Vay thi tai sao
nhiéu cong ty lai dau dau v6i nhiém vy thu hit khach hang méi vén day gian nan (va ca tén kém nita)
trong khi chi giri nhiing email co ban va chung chung cho khéach hang hién tai cia minh?

Co6 1& diéu d6 lién quan dén cac muc tiéu cua cong ty hay ndi that vong tir viée van hanh cac chién dich
gilr chan khéach hang. Phan 16n cac nha quan Iy marketing déu biét, khach hang t6t nhat ma ho co
chinh la nhitng nguoi da nam trong co s dir liéu cua ho va da mua san pham/dlch vu cua hg. Tuy rd
rang day khong phai la véan dé chi riéng cac chuyén gia thi truong truc tuyén méi gip phai, song that
ngac nhién 1a nhidu cong ty lai di theo xu hudng nay. Ban da vuot qua mot nira cude chién roi, vi thé
hay tim cach cung ¢b mdi quan hé qua email, chir khong phai 13 1am loing mdi quan hé do di.

Amazon.com la cong ty tién phong thuc hién cac chién dich theo sat khach hang qua email dya trén
thong tin cta 14n mua trudce; va ho da c¢6 duge thém mot khoan doanh thu tir cic email cu thé va ca
nhan hoa dugc thiét ké tir hanh vi va thong tin ca nhan ciia nguoi st dung. Ngay nay, nhiéu cong ty
cling dua thong tin vé bdi canh dit san pham trong cac thu tin tirc va giri email thong bao chuong trinh
khuyén mai, nhung phan 16n déu khong tham chiéu thong tin ca nhan hay lich sir mua hang (hay lich
str truy cép) khi thiét ké thong diép cuia email.

Mot vi du vé cong ty thuc hién xuat sic viéc tai marketing (Su that 38) 1a Overstock.com. Website nay
viét email gi6i thiéu chuwong trinh khuyén mai vé sau dua trén lich st mua hang gan day va diéu chinh
n6i dung email phi hop véi sé thich cua timg dbi twong ngudi nhan. Cac email cia ho dudng nhu chi
duoc viét ra dé danh riéng cho t6i (chic han 13 do ho str dung mot chuong trinh phan tich phic tap), 6
khong phai 13 nhitng email quang ba théng thuong von chi nhim quang cdo cho nhiing tht khéng an
nhap gi vdi sé thich cua toi.

Overstock.com tham chi con 1am diéu khién t6i thay ngac nhién rang tai sao phan 16n cac ~cong ty khac
lai khong 1am nhu thé. Ho guri email dua ra 161 dé nghi dic biét cho cac gio hang truc tuyen ma to1 bo
lai, tirc 13 toi s& “hoi” néu hoan thanh don ding ky mua hang trudc d6. Di nhién, mot s6 nha ban 1é
khong mudn ap dung chién luoc giam gia nay, nhung néu nd pht hop véi thuong higu va gia tri cia
ho, tai sao ho lai khong guri email lién hé véi nhitng khach hang da dang ky mua hang nhung sau do lai
th6i? Duy tri tdt lién lac nham muc dich xay dung mdi quan hé chir khong phai 1a dé ban dugc hang
qua mot dot email duy nhat.

Nhiéu doanh nghiép nho va cong ty dich vu ciing bo 16 co hoi nay. Trong khi lyc luong ban hang va
cac chuong trinh ngoai tuyen cling nhu tryc tuyén khac (nhu tim kiém, guri thu tryc tiép...) dang phai
thyc hién nhiém vy khong may thu vi 1a tao nhén mdi va thu hit khach hang, nhiéu chuong trinh
truyén thong qua email lai dung lai khi ngudi str dung tré thanh khach hang.

Ban hay thur hinh dung tinh huéng ciia mdt cong ty nho chuyén cung cép cac dich vu lam vuon. (Tuy
nhién, tinh hudng nay c6 thé 4 ap dung cho nhiéu doanh nghiép thudc nhiéu quy mé khac nhau.) Cong ty

nay c6 co hoi thyc hién cac chién dich theo sat khach hang bén canh viéc gtri email hang quy néi vé
thoi diém tt nhat dé nhé cac byi hoa tudng vi.

Thay vao d6, ho ¢ thé phéan loai khach hang dya vao céc tiéu chi sau:
Khach hang gan day nhat
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*Gia tri hoa don trung binh

*Khach hang da thuc hién xay dung vuon, nhung chua dang ky cham so6c vuon
*Khach hang dang ky chdam so6c vuon, nhung khong thuc hién xay dung vuon
Khach hang tiém ning

*Khach hang 16n

*Khéch hang cii chua ting dang ky dich vu trong 3, 6 va 12 thang tr¢ lai day

Cong ty nay c6 thé thiét ké va diéu chinh ndi dung email phu hop véi tirng nhém khach hang. Mot cip
vo chong moi chuyén dén sdng & mot ngdi nha méi, va ho da bo ra 25.000 do-la dé thiét ké quang
canh xung quanh nha; ho c6 thé khong quan tdm (hay tham chi cam théy tuc gian) khi nhan dugc 161
dé nghi giam gia 10% chi phi xay dung. Tuy nhién, mot ngudi bd ra 250 do-la mdi thang dé chiam soc
vuon co thé sir dung 161 dé nghi d6 lam da thuc hién mot du 4n lam vuon ma ho da ap u tir lau.

Diém mau chét ¢ day 1a nguoi sir dung ¢6 nhidu nhu cau khac nhau, nhung c6 thé nhom ho vao chung
mdt nhém dua trén lich st mua sam hay y dinh mua sam trong tuong lai. Pay 1a nhiing thong tin
chung ta da co trong tay, vay thi tai sao lai khong st dung chung?

Sau khi xay dung chién luoc phén loai khach hang, mét trong nhimng cach ban co thé thyc hién 1a st
dung cac chuan do ciia chién lugc dé thu thap nhiing thong tin gia tri vé mirc d6 quan tdm ciia ngudi
sir dung email. Tuong tu nhu voi cac cude goi ban hang, nguoi nhan c6 thé dugc chia nhom theo tinh
trang mua sam. Van véi vi du vé cong ty dich vu lam vuon ké trén, day 13 mot s6 goi ¥ hanh dong ma
ban c6 thé thyc hién tiy theo tinh trang mua sim ctia khach hang tiém ning.
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Tinh trang mua sam

Hanh ddng

Ho mua hang.

Ho sap mua hang.

Bat lich hen.

Theo sat ca nhan khach hang nay. (Xac
dinh khach hang sap mua théng gua viec
ho d3 &n vao duSng dan GO yéu cau
nhutg chida hoan thién mau dit hang hay
chura mua hang.)

Ho ¢d guan tam.

Gui mot email theg-sat, trong dé dua ra 18
dé nghi giam gia 10% trong:-vong 1 tudn,
(Xdc dinh nhom khach hang nay théng qua
viec ho d3 dn vao mét duding dan nhung
khong dat lich hen hay khong dn vao
dudng dan Mua Ngay.)

' Ho cd kha nang
quan tam.

Ho khong co phan
g gi.

Tai tiép thi sau 2 tuan. (Xac dinh nhom
khach hang nay thong qua viec ho da ma
email nhung khong an vao duéng dan d3
cung cap trong email.)

Gui mot email vai ndi dung khac hoan toan
sau 4 budn,

Tuy mdi chién dich va mdi cong ty lai co co che hoat dong, diém manh va diém yéu riéng, nhung ban
nén thue hién mot cudce kiém tra co ban trén tat ca cac chlen dich d6i véi tai san quan trong nhat cta
minh: khéch hang. Cho du ban d4 va dang sir dung xuat sic cac chién thuat email marketing theo sat
nay, nhung khong bao gio 1a thira khi ban dau tu thoi gian dé tan dung tdi da email trong céc hoat
dong lién lac voi khach hang. Pay 1a mot viéc 1am co gia tri dai lau, xét ca vé mit gia ting doanh thu
1an nang cao long trung thanh ctia khach hang.
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SU THAT 21

bJ dai email va hanh dong

Khi n6i chuyén véi khach hang, ho thuong héi toi diéu gi 1a tot nhat cho email marketing. Nhiing gi
hi€u qua véi nguoi khac chua chac da hiéu qua véi ban. Tuy nhién, c6 mot nguyén tac chung cé theé ap
dung vo1 gan nhu tat ca cac chién dich email marketing: Hay thiét ké mot email c6 dong va di thang
vao van de.

Ban gip phai rat nhiéu su canh tranh — tir trong hop thu ciia ngudi sir dung, trén mang, cho téi nhiéu
noi khac — vi thé ban chi c6 mot co hoi han ché dé thu hit va duy tri sy cht y cua ho.

Khach hang thudng nho t6i nhan xét xem email ctia ho ¢6 dai qua, va ndi dung co nhiéu quéa khong.
Duéi déy, t6i xin dhai vi du dé cac ban thiy & d6 dai va yéu cau hanh dong 13 rang trong ndi dung
email ¢ vai trd quan trong nhu thé nao trong viéc quyét dinh co hoi thanh cong cua thong diép email
ctia ban. Ca hai truong hop déu 1a email quang cao, nhung cac quy tac chung rat ra co thé ap dung cho
bét ky muyc dich email nao. Chung ta hay gia s rang ca hai email d6 déu c6 chung mét myc dich
nhung khac nhau vé do dai va théng diép hanh dong.

Mot nha xudt ban ndi tiéng chudn bi t6 chirc mot su kién nham tap hop hang nghin nha xudt ban, doc
gia va nhimg ngudi ¢o tu tuong di dau trong nganh. bay la sy kién lon nhét trong nam cua nha Xudt
ban nay, va né dem lai mot khoan doanh thu dang ké. Nhom marketing chiu ap luc rat 16n: ho phai gia
tang lwong ngudi ding ky tham gia, va email 13 chién lugc ho sir dung dé tiép can nhitng ngudi ding
ky tiém nang. Ca nhom quyét dinh giri hai email khac nhau va xem email nao hiéu qua hon. Chiing ta
hdy cung so sanh hai email do.

Email 1: N6i dung dai

Trong email thir nhat, nhém marketing quyét dinh dua vao mot ndi dung dai. Ho c6 rat nhiéu thong tin
dé chia sé v6i ngudi tham du tiém ning, va ho ciing mudn bao quat ca nhitng diém chinh cua sy kién
nhu muc dich td chue, dia diém, dién gia, hoi thao va thoi gian. V6i hy vong tan dung su cha y cia
nhitng nguoi ¢ mé email, nhom marketing quyét dinh dwa moi thong tin lién quan dén sy kién d6 vao
phan noi dung chinh ctia email. Véi cach 1am nay, ngudi nhan mudn dang ky hay mudn tim hiéu thém
s& khong phai mat nhiéu cong stc. Email cling c6 mot hinh anh dé khi an vao dé, ngudi nhan sé duoc
chuyén hudng truc tiép t6i phan ding ky.

Két qua:

T6i hy vong ban khong hoang so khi doc diéu nay. Toi da run 1ap cap khi viét n6 ra. Van dé voi email
nay 14 ndi dung ctia né qua dai, téi ndi ngudi nhan bi “lac dudong”, va ho khong biét muc dich ctia
email ndy 14 gi. N luc cung cip qua nhiéu théng tin cho ngudi nhan da phan tac dung. Hon nita, phan
kéu goi hanh dong (tirc dudng dan dang ky) bi vii sau trong email d6. Khong chi c6 thé, vi duong dan
lai 14 mot hinh anh, nén c6 thé nhiéu nguoi nhan khong xem dugce hinh anh d6 vi b loc email cua ho
¢6 ché d6 ngan chin hinh anh.

Email 2: No6i dung ngin

Email thir hai ma nhom marketing thir nghiém c6 néi dung ngan hon rat nhiéu. Nguoi nhan duoc phan
loai theo quy m6 cong ty, va mo6i nhom dugc g riéng mot ndi dung. O trang dau tién 1 cac thong tin
chinh vé su kién nay va mot duong dan toi mot website ding ky tham gia. Loi kéu goi hanh dong va
muc dich ctia email ciing duoc thé hién rd rang ngay ¢ trang dau. Ngoai ra, nhom marketing con dit
101 kéu goi & mot s6 noi khac nhau trong email v6i hy vong rang diéu d6 sé tang kha nang thu hat sy
cha y ctia nguoi nhan.
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Két qua:

Hién nhién, email tht hai 13 sy lira chon thong minh hon. Khi thiét ké email véi ndi dung don gian,
trinh bay r6 rang muc dich cua email, dua ra nhiéu dudng dan kéu goi hanh dong va — quan trong nhit
— phan loai khach hang dé cung cp ndi dung phti hop hon, nhoém marketing da nang cao dugc s6
luong nguoi dang ky cling nhu gia tang doanh thu cho cong ty.

Mot s6 bai hoc danh cho ban:
«Hay viét email that ngin gon, va thong diép email tap trung hudng dén di twong nhan.

*Néu ban c6 nhi€u thong tin muon chia sé, hay dang tai chiing 1én website rdi chia s¢ duong dan trong
email.

Néu sb luong ngudi nhan han ché, hiy thiét ké email sao cho phu hop.

eKhich 1& nguoi nhan an vao dudng dan ban cung cép, vi du nhu thong qua mot 10 kéu goi hanh dong
sang tao thay vi cach dién dat thong thuong 14 “Nhan vao ddy”. Chang han, khi giri email trong ky 18
tét: “Hay nhan lay 10i chiic mimg Giang sinh cta ban & day (chua ké dén viéc ching toi nhan giao
hang mién phi)”. Chang phai cdu d6 s& ndi bat va thuc day ban hanh dong hon 13 mot nut ghi Nhan vao
day hay sao?

eXac dinh rd muc ti€u cua ban. (N &u muc tiéu do 12‘1~d0anh thu, hay x4c dinh xem dau l1a duong dan
chinh gitp gia tang doanh thu va luu y dat duong dan d6 & vi tri phu hop.)

*Trinh bay b cuc cua email sao cho ngudi nhin c6 thé d& dang thao tac.
*Tao ra mot dong Tiéu dé hép dan, c6 thé hé 16 cho nguoi nhan biét muc dich cta email 1a gi.

*Hay xac dinh dau la nhiing thong tin can dua Ién trang dau. Néu ngudi nhan chi xem email cia ban
trong ctra sO & ché do xem trude, liéu ho c6 thiy dugc 16 kéu goi hanh dong ciia ban khong?

*Du ban guri thu tin tirc hay email quang ba, hady ctr thu nghiém nd véi mot s6 nguoi khong thudc
nhoém doi tugng muyc tiéu ciia minh d€ xem ho nghi gi va phan ing ra sao vdi email do.

*Dit dudng din kéu goi hanh dong & nhiéu vi tri khac nhau trong email (chit va hinh anh).

«Tranh lam ngop email bang nhiing ndi dung khong can thiét bang cach giam | thiéu cac yéu t6 gay
phan tim (hinh anh, marketing cho cong ty...) von khong hé gitip ban cting c6 muc dich giri email cua
minh.

*Hay do ludong va so sanh két qua. Ding mai tap trung vao cac con sd thong ké tong thé (lugng nguoi
mo email va luong ngudi nhap vao dudng din), ma hiy xem ngudi nhan nhép vao dudng din nao. Khi
phan tich dir liéu, hdy str dung thong tin d6 cho chién dich lan sau. Diéu ndy c6 nghia 1a néu phan 16n
ngudi nhan déu nhap vao mot hinh dnh quang cao cho mot san pham/dich vu khac vén khong phai 1a
n6i dung chinh cua email, thi ¢6 thé xay ra hai truong hop sau: 1) 101 kéu goi hanh dong cua ban khong
10 rang, va 2) néu nhiéu nguoi 4n vao duong dan phu quang ba cho mot san pham/dich vu khéc, ban
nén thiét ké mot email riéng dé tap trung vao san pham/dich vu do.
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SU THAT 22

Tao ra mdt email tin tirc

Mic di email tin tirc duong nhu 1a mot diéu bat bude gay khé chiu véi cac nhom marketing tao ra
ching, song chiing lai 1a mot cach tuyét voi dé chia sé cac thong tin phi hop v6i nguoi dang ky, dong
thoi cho phép ban long ghép vao d6 mot chut ndi dung quang ba. So voi cac email quang ba mang yéu
t6 phan mg truc tiép hon, email tin tic s& c6 tic dung mudn hon. Ngoai ra, ciing kho tinh dugc ty 16
ROI cua email tin tirc, bdi vi muc ti€u cua n6 khong phai 1a gia tdng doanh thu ngay lap tirc. Thu tin
tirc 1a mot cong cu xay dung mbi quan h¢, tirc 1a no6 c6 tao ra doanh thu, chi 1a d6 khong phai 1a loai
doanh thu tryc tiép ma cac email quang ba thuong dem lai.

Email tin tirc thudng cung cip ndi dung cu thé va khac biét véi cac loai email quang ba & chd chung
khong “chao ban” gi ca. V& mat tai chinh, email tin tirc c6 thé “ty nudi song ban than” bang cac quang
céo hay chuyén hudng ngudi doc tdi website diang tai quang cdo. Mot vi dy vé hinh thirc email nay 1a
email tin tirc hang ngdy cua td bao dia phuong hay ctia mot cong ty truyén thong, trong dé néu bat
nhirng thong tin hang dau trong ngay.

Tuy nhién, ngudi nhan lai thudong vu ai email tin tirc hon, béi tan suit xuét hién cta chung it hon va
noi dung gi tri hon. Cac cong ty chuyén cung cip noi dung tir lau da vu ai email tin tirc, va ho thu loi
tir loai hinh nay theo nhiéu cach khéc nhau. Nhung nhleu cong ty chu yéu dung email 1am cong cu tao
doanh thu. Tic 13, cac nha béan 1é truc tuyén va truyén thong van thudng bo qua hinh thire thu tin tirc
va chi trung thanh véi viéc gui cac email quang ba.

Cong ty Nielsen Norman Group ¢6 1an cho hay, so voi website, thu tin tirc c6 kha nang tao mbi quan
hé cam xtc nhiéu hon gitra nguoi st dung va doanh nghlep Bén canh chuong trinh tong thé, viéc thuc
hién chuong trinh thu tin tirc ¢6 thé dem lai mot s6 két qua tich cuec.

X4y dung mbi quan hé, dimg 1am hong n6é — Muc dich chinh cua thu tin tirc phai 14 cing ¢d méi quan
hé hién c6 voi khach hang va khach hang tiém ning. Pay s& 1a mot yéu cau kho khi ban phai ganh
trach nhiém tao doanh thu va sir dung email lam kénh ban hang chinh. Tuy nhién, ban phai cho nguoi
str dung mot Iy do dé ho tiép tuc ding ky nhan chuong trinh email ciia minh ciing nhu dé ho tin tuong
réng viéc ho cho phép ban guri email lién lac 1a mdt viéc lam c6 gia tri.

Dem lai gi tri doc nhat khi dang ky chwong trinh — Tuy céc phiéu giam gia ddc biét “chi danh cho
email” da chung to duoc ich lgi ciia minh (dac biét hitu dung trong truedng hop thu hit nguoi dang ky
m6i), nhung viée duy tri mbi quan tim va mdi quan h¢ qua email v6i nguoi dang ky lai la mot thach
thirc hoan toan khac. Thu tin tirc c¢6 thé nhic ho nhé tam quan trong cua viée trd thanh ngu:(n dang ky.
Hay nhé rang — nhét 14 v&i cac nha ban 1é — sau khi mua hang, ¢6 thé khach hang sé& khong can tdi cac
email cua ban nita, nhat 1a cic email quang ba. Tuy nhién, mot burc thu tin tirc cung cap cac meo st
dung san pham/dich vu, cac thong tin, cac cudc diéu tra va cac ndi dung chung khac s& gitp ban gitr
chan khach hang trong danh sach giri email cho téi khi ho quay tr lai trang thai mua sam lan nita.

*Hiy ban hang mot cach nhe nhang — Han ban khong mudn “ddi bom” vao mét trong nhirng tai san gia
tri nhat cia minh (danh sach email) bang hang loat nhiing 16i dé nghi téi tip, nhitng “tin tirc” va nhiing
chién dich ban hang khong lién quan. Ban hang mém mong 1a cach truyén tai nhiéu thong diép khac
nhau ma khong mang hoi huéng thuong mai thai qua.

*Quang ba chéo — Néu duogc thiét ké phii hop, email tin tirc ¢6 thé 1a noi dic dung dé quang ba chéo
cac san pham, ban thém san phdm cho ngudi mua, gidi thiéu thém vé cac san pham va dich vu khéc
ctia cong ty ciing nhu quang ba cho cac thuong hiéu va dbi tac lién két. Ban c6 thé thuc hién viée nay
theo nhiéu cach, du 13 qua chit viét hay hinh dnh. Néu biét sir dung bd cuc va thiét ké thong diép phu
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hop, ban s€ dat dugc cac muc ti€u quang ba chéo. Tham chi ban con co thé dinh luong cac két qua nay
va cai thién email trong cac lan gui sau. Thong diép tinh té lam nén mong cho gan nhu tat ca cac loai
hinh thu tin tirc phai la: “San pham/dich vu cia ching to1 rat tuyét voi — hdy mua chung di”.

«Giam tan suat (nhung khéng giam cac thong diép marketing) — Khi ban str dung cac phuong phap
hiéu qua dugc dé cap trong cudn sach nay va tap hop duogc sy tham gia cta nhleu phong ban trong
cong ty, mot trong nhing loi ich ma email tin tirc mang lai 1a n6 1am giam nhu cau thiét ké email riéng
tir mdi phong ban khac nhau. Tuy viéc mua sim qua email tin tirc kha kho khan, song khach hang ciia
ban s& duoc lgi vi ho nhan email véi tin suét it hon ma ndi dung lai gia tri hon. Hay nhd: Nhom ban
hang va marketing ctia ban c6 thé khong suy nghi nhu thé, nhung ngudi st dung s& cam on ban bing
cach tiép tuc sir dung chuong trinh cia ban. Mot khach hang tham chi con ldy day 1a 1y do dé truyén
dat y tuong cua minh cho lanh dao cong ty. Ho so rang nhitng “nguoi st dung email” trong ndi bo
cong ty s€ “doi bom” vao nguoi dang ky bang nhiing thong diép riéng ré dbi 1ap v6i nhau. Vi thé, cong
ty nay da thiét ké mot san pham email méi két hop nh1eu noi dung va thong diép khac nhau vao mot
mau thu tin tirc hang thang; mau thu nay da dat dugc tat ca cac muc tiéu tong thé ctia cong ty ciing nhu
cac myc tiéu cu thé ctia tirng nhém, dong thoi nd van bao dam dit nhu ciu cia ngudi ding ky 1én hang
dau.

*Hay kiém tién tir email tin tirc — Sau khi ban di xay dung dugc mot danh sach ngudi dang ky, mot
kho ni dung phong phu va mdt s6 chuan do dic luc dé hd tro thanh cong cua minh, doanh thu tur
quang cdo va tai trg cho email tin tirc co thé 1a mot ngué)n thu nhép phu. Nhiéu loai thu tin tirc chi tdn
tai vi Iy do duy nhat nay, nhung ngudi ding ky lai khong hé hay biét diéu d6 (néu ban thyc hién mot
cach khéo 1¢o). Déc biét trong truong hop thur tin tirc khu biét thu hut duoc mot lugng doc gia trung
thanh, nha quang cdo co thé quan tAm t6i nhom khach hang d6 va ho ciing nhén thay tinh kinh té cua
viéc tiép can khach hang cta ban. Néu hoat dong tai trg/quang cdo email tin tirc tudn thi theo Pao luat
CAN-SPAM va duoc thuc hién véi tinh than trach nhiém cao, ngu:m dang ky c6 thé nhén thay ich loi
ctia loai hinh email nay, trong khi d6, sy dau tu ctia ban ciing bat dau két trai ngot.

Nghién ctru ciia cong ty Nielsen Norman Group di chi ra rang nhiing email tin tirc chtra dung nhiéu
thong tin, thudn tién, giri ding thoi gian thudng duge yéu thich hon so voi cac loai hinh truyén thong
khac. Tuy nhién, nghién ctru nay ciing cho hay chi c6 11% thu tin tirc dugc doc ky, vi thé chia khoa
thanh cong ¢ day la xay dung bd cuc phu hop. Thu tin trc phai dugc thiét ké sao cho nguoi doc co the
doc luét dé lay thong tin. D1 nhién, trudc tién ban can phai dau tu thém thoi gian cho thiét ké, ma hoa,
thir nghiém roi diéu chinh email dé tim hiéu xem ngudi st dung thich kiéu gi hon. Hiy nhé, day khong
phai 13 phién ban email cta bao cdo thudng nién ma 13 mot phién ban nhan manh sy ¢6 dong trong noi
dung cung mot bd cuc bt mat, d& doc.

+Tim kiém céc bai bao va giri dudong dan dén website cuia ban, du ban 1 cong ty chuyén vé ndi dung
hay ban 1¢.

Dong tiéu dé rat quan trong. Hay thir nghiém mot s phién ban trén Google AdWords hay thong qua
mot bai thtr nghiém nho trén danh sach email cta ban.

*Theo doi s6 li¢u thong ké dé xem nhitng phan nao duoc doc gia truy cdp nhi€u nhat, va xu huéng dé
la nhu thé nao so véi cac chién dich email tap trung vao ban hang cta ban.

*Thu nghiém nhiéu dong Tiéu dé email khac nhau, b6 cuc va tham chi 1a thir trinh bay email theo dang
chir viét de so sanh véi dang HTML.

*Xac dinh tan suit giri email. DU ban giri hang thang hay hang ngay, hay thong bao dé nguoi dang ky
dugc biét rang ho s& nhan duoc email tin tirc ciia ban véi tan suat bao nhiéu, va nhé ding thay doi ké
hoach guri email lién tuc.

*Hiy cho nguoi ding ky biét ho s& nhan dugc nhitng gi. Mau ding ky nén trinh bay rd ndi dung email

59
https://thuviensach.vn



bao gdbm nhiing gi, va email s€ dugc gui vdi tan suat nhu thé nao.
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SU THAT 23

Xéc dinh tan suit giri email phu hop

Mot trong nhirng cau hoi 61 thuong xuyén nhan dugc la: “Chung toi nén gui email bao lau mot 1an?”
Don gian la khong c6 cau tra loi don gian va bao quat nao d6i voi cau hoi tuong chung nhu rat dé
dang nhung thuc té lai rat phuec tap (va kho khan) do. Tuy vay, van c6 mot s6 nguyén tic giup ban ra
quyét dinh lién quan dén tan suét giri email trong ké hoach trién khai chuong trinh email marketing
cta minh.

Khong qua nhiéu va khong qua it

C6 thé ban nghi toi noi choi. Tuy xac dinh tin suat gui email t6i da (Vi dyu: khong duoc phép gt qua 2
email mot thang cho mot nguoi st dung) 1a mot viée bét budc phai 1am, nhung ban ciing nén can nhic
tGi cac tiéu chuan tdi thiéu. DU danh sach ctia ban ¢ 500 hay 500.000 ngudi, ban van nén giri email
cho ho it nhat mét thang mot lan. Néu khong dat dugc ngudng tdi thiéu nay, ban s€ c6 thé lam giam
gia tri cua sy cho phép ma nguoi dang ky trao cho minh.

Hay nghi xem: c6 thé ban dang ky dé nhan nhiéu tin tirc, thong tin cip nhat cling nhu cac thong tin
nhic nho khéc tir cac website va cong ty ban tin tuong, nhung néu sau d6 ban khong hé “nghe ngong”
dugc gi tir phia ho trong 5 thang lién, hin ban s& dan mét di sy hing tha hodc té hon, ban quén rang
minh d3 cho phép ho giri email lién lac. Tan suét giri khong déu dan c6 thé khién gia ting luong ngudi
dang ky thoat cling nhu luong ngudi bdo cédo email cua ban 1a thu rac.

Khi d3 cam két s& giri email voi mot tin suat nhat dinh, hiy 1am sao dé ban c6 thé giri nhitng email
hiru ich, gia tri va hap dan theo dung lich trinh nay. Pi€u quan trong & day 1a vira bao dam sy phu hop
cua ndi dung lai vira bao dam du nguodn luc ndi bd dé thuc hién nhiém vu nay.

Khong dugc giri qua mot 1an trong 48 tiéng

Nguyén tic nay khong ap dung trong truong hop email duoc gui dé thong bao nhiing tin tirc nong hoi
(chang han nhu myc Tin ma6i nhan — Breaking News cua dai CNN) hodc nhimg ndi dung khac hop 1y
ve mat thoi gian. Tuy nhlen néu ban giri mot thu tin tirc chung chung hodc mot thu quang ba, néu
khong tuan theo nguyén tic nay, ban s& c6 nguy co 1am gia ting luong ngudi ding ky thoat va lam
giam ty 1¢ phan ing cua nguoi nhan.

Néu khong nhan dugc két qua nhu mong muon vao hom thir Ba, ban c6 thé tranh dugc sy thic giuc
cua cap trén bang cach di¢u chinh email va gui lai vao ngady hom sau, nhung diéu do6 s€ khong lam
thay doi quan diém cua nguoi nhan vé email cia ban dau.

T6i xin dan ra ddy mot vi du thyc té, tuy nhién, t6i xin phép dugc gidu tén nhitng nguoi lién quan. Gan
day, t0i dang ky vao danh sach email ciia mot nha ban 1é tim c& trong khu vuc. Ho giri cho toi 2 email
lién tiép trong 2 ngay. (M6t danh cho dip dic biét ctia phu nit, nhung d6 lai 1a mot cau chuyén khéc).
Ngay lap tire t61 dang ky thoat voi hy vong s& khong bao gio phai nhin thdy email nao tir nha ban 1é
nay nira. Moi quan hé (truc tuyén va ngoai tuyén) ma ho xay dung dugc voi t6i dé bi pha huy boi tan
suat giri email qua thudng xuyén. Pay 1a kich ban toi té nhat cia moi nha quan 1y email marketing.

Phan doan tan suat

Nhiéu cong ty di rat khon ngoan khi sir dung phan doan danh sach dé xac dinh ndi dung va hinh thirc
dé nghij phu hop. dé giri cac thong diép email riéng biét cho tung nhom khach hang. Ban ciing c6 thé ap
dung meo nay dé xac dinh tan suat giri email t01 uu. Trong khi mdt nhém khéach hang c6 the coty 18
phan mg cao hon néu nhan dugc email hang tudn, mot nhom khac lai ¢6 ty 1é phan tng tot hon néu
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nhan email hang thang. Vi vay, ban hiy thir can nhic diéu chinh tan suat giri email cho cic nhém
khach hang khéac nhau dua vao cac két qua thu dugc tir s6 li€u thong ké cac chuan do va cac thong tin
thu thap duoc tir cac phan tich ty I¢ phan Gmg cua nguoi nhan.

Hoic tbt hon 13, ban ding doan nita ma hiy hoi thang khach hang xem ho mudn nhan dugc email cia
ban véi tAn suét nhu thé nao. Pidu nay s€ giup ban tiét kiém dugce chi phi thyc hién nghién ctru thi
truong va phan doan khach hang, dong thoi van bao dam dugc rang khach hang ciia ban nhéan dugc
dung diéu ma ho yéu cau.

Str dung cac chuan do

Tan suat khong phai 1a mot 10i khang dinh don gian nhu: “Chiing t6i khéng giri email cho khach hang
qué hai 1an mdi thang”. Cung nhu voi bat ky chuong trinh marketing hay ban hang khac, cac chién
dich email marketing ciing can phai duoc diéu chinh dya trén ty 1& phan © ung dbi voi timg chuong
trinh. Email mang lai cho cac chuyén gia thi truong nhiéu thong tin hon hau het cac phuong ti¢n
marketing nao khac. Nén st dung cac dir liéu nay dé danh  gia va tim ra tan sudt giri email phu hop.
Ching han, néu 14% ngudi nhan nhap chudt vao duong dan Mua trong email, nhung chi c6 10% trong
s6 d6 hoan tat giao dich, chang 1& ban lai khong coi nhitng ngudi da nhap chudt vao dudng din nhung
khong mua hang 13 nhitng nhan mdi quan trong ctia minh? Trong thé gidi kinh doanh ngoai tuyén, han
ban sé& tap trung luc lwong ban hang dé chuyén ty 18 4% nay thanh khach hang thuc sy ctia minh.

Vé6i email, moi viéc trd nén dé dang hon. Hay thyc hién riéng mot chién dich  hudng vao nhirng nguoi
da thé hién sy quan tam d6i v6i san pham/dich vu ctia ban, thir nghiém cac yeu t6 séng tao, cac dé nghi
cu thé hay cac ché d6 khuyén mai, va giri email cho ho trong vong khoang 1 tun sau khi ho nhap
chudt vao dudng dan. Hay theo ddi sat sao cac phan tmg cta ho. Ban c6 nén giri tiép email trong
khoang thoi gian ngan nhu vay cho nhitng ngudi con lai trong danh sach khong? Khong. Van dé ¢ day
1a hay str dung cac chuan do, coi d6 1a tAm ban do giup ban diéu chinh ké hoach tin céng cia minh dé
thu vé nhirng trai ngot trong tim véi.

Céc nguyén tic 1a dé hudng dan chir khong phai dé han ché ban

Ciing glong nhu bét ky khia canh nao khéc lién quan téi email marketlng, chia khoa glup ban xéac dinh
duoc tan sudt giri email phu hop 1a lap ké hoach, thir nghiém, diéu chinh, phan tich va diéu chinh. Mdi
chuyén gia thi truong s& nhéan thiy rang cac nguyén tac khac nhau 4 ap dung cho cac d6i tuong khach
hang khac nhau. Néu ban 16p xe can tuyet ban can phai linh déng vé mat tan suat giri email va dua ra
nhirng thay doi tiy theo mua; ban c6 thé giri email nhiéu hon vao thoi diém trudc mua dong va gui.
email it hon vao mua xuén. Néu truong hop nay dung voi cong ty ban, ban can thong bao rd rang ve
cac tin suat khac nhau, va cho ngudi dang ky biét rang tan suit giri email co thé thay doi tiy theo mua
hoic cac yéu td khac. Néu khong, s& khong co su an khép gitra ky vong ctia nguoi ding ky va nhitng
gi ho nhén dugc, va ho c6 thé nhan dugc email nhiéu hon hay it hon so v6i mong dgi ban dau — va
diéu nay c6 thé khién ho cho rang email ctia ban 14 thu rac hay gay ra nhiing ran nit trong méi quan hé
gitra hai bén.

Mic du nhitng huéng dan toi vira dé cap toi s& gitp ban tao dugc cac nguyén tac ap dung riéng cho
cong ty minh, nhung diém mau chét can nhé & day la lu6n phai linh dong tuy theo mong mudn va so
thich cta khach hang, va phai nhanh chong thay d6i theo cac yéu tb do.
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C4a nhan hoa email

Long ghép yéu td ca nhéan, hay bo sung ndi dung dé tao cam giac thong diép email duoc thiét ké danh
riéng cho mot ca nhan nguoi nhan, 1a mot cach tuyét voi dé duy tri mébi lién hé véi nguoi nhén, duy tri
su hung thi cua ho, va (hy vong rang) diéu d6 s& dan mang lai nhimg két qua tét dep. C6 nhiéu cach
ca nhan héa ndi dung email, nhung cai thoi “ddi bom™ cung mdt ndi dung email téi toan by danh sach
khach hang di tré thanh di ving. Gid day chung ta biét nhiéu didu tét dep hon thé. Va ching ta ciing
biét rang khach hang mudn nhan duoc nhitng email phu hop vdi riéng ho. Néu khong cung cip cho ho
nhitng gi ho can, ban cling co6 thé bi dao thai.

Bét ké cach thirc tiép can cua ban la gi, vi€c ¢4 nhan hoa céch thic tiép can do cling co6 thé mang lai lgi
ich cho ca ban va nguoi dang ky. Néu ban da c6 san dir li¢u phu hop, diéu dé co the twong doi de thuc
hién.

Khi quyét dinh bét tay vao thyc hién diéu nay, ban dimg qua lo lang tim kiém nhiing thong tin minh
khong c6. Thay vao do, trudce tién hay nghién ctru nhing dir liéu dé co san trong tay va cac chuan do,
tir d6 xac dinh xem 10ng ghép yéu t6 ca nhan ¢ dau thi phu hop, va tién gan hon t6i muc tiéu cudi cing
ctia minh. C6 thé ban sé& ngac nhién khi thay minh d3 ¢6 sdn nhiéu céch thirc lam viée hiéu qua. Sau
d6, khi d3 nhan thdy gia trj cta viéc bd sung yéu t6 ca nhan, ban nén nghi téi viéc thu thap hoic kiém
tra mot s6 loai dit liéu khac.

Theo mét nghién ciru cua Responsys, 40% cac chuyén gia thi truong chi gioi han cac nd lyc ca nhan
hoa email cia minh & phan chao hoi. Tuy riang phan nay 1a xuat phat diém tét, song ¢6 vO van cach
thirc khac nhau gitup ban ca nhan hoa email ctia minh. Chiing ta hiy cung tim hiéu vé ching.

Dong Tiéu dé email

C4 nhan hoéa dong Tiéu d¢ 1a diéu ma cac chuyén gia thi truong da va dang ap dung. Tuy nhién, dan
dan nhimg d6i twong gui thu réc cling bat dau sir dung tén riéng & phan Tiéu dé email nham thu hat sy
cht ¥ ctia ngudi nhan va thuyét phuc ho doc email. Di nhién 14 hiéu qua cta cach 1am nay da giam
dan, nhung dau sao né van la mét viéc dang lam.

Bén canh viéc dé tén riéng cua nguoi nhan, ban nén tim kiém nhiéu cach khac dé ca nhan hoa dong
Tiéu dé, boi day thuong 1a yéu té chinh thu hat ngudi nhan doc email. Chang han, Amazon.com c6 thé
gri email quang ba vé mot dot giam gia sach, nhung ho c6 thé ¢4 nhan hoa email d6 cho ngudi nhan
tirng thé hién quan tAm tim hiéu sach lich sir bang cach thiét ké mot dong Tiéu dé véi ndi dung: “Giam
gia dac biét cho cac sach lich st ban chay nhat cua chung t61”. Hay nghién cutru that k¥ cac dir liéu ban
dang c6 va tim ra mot cach thirc doc dao dé ca nhan hoa dong Tiéu dé. Téi cling ting thuc hién mot
chién dich cho mét cong ty kinh doanh 6 to 16n, trong d6 dong Tiéu dé ghi tén nhan hiéu xe cua ngudi
nhan. Piéu nay d thu hit duoc sy chil ¥ cia ngudi nhan, va day 1a bude dau tién trong bat ky thong
diép email nao.

Chao hoi

Ngay nay gan nhu chuyén gia thi truong nao ciing thyuc hién ca nhan héa phan chao hoi trong cac
email. Tén riéng 1a truong dir liéu ma chac chin ban sé c6 duoc trong qua trinh khach hang dang ky
tham gia chuong trinh email cia minh, vi vy néu chua st dung dir liéu d6, thi bay gio ban hiy bat dau
tan dung no di.

Tuy day 1a mot hanh dong don gian, nhung hay kiém tra truéc khi giri dé chac chan rang né hoat dong
tot. To1 nhac ban di€u nay dua trén kinh nghi¢m ban than. Email dau tién ma website
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EmailStatCenter.com giri di c6 phan ca nhan héa do dang. Thay vi nhin thdy dong chit: “Xin chao
John”, mdi nguoi nhan email lai doc théy: “Xin chao <tén riéng>". Pay la mot bai hoc dau don dugc
rat ra sau khi 800 chuyén gia email marketing da nhan dugc email trén. Ngay ca nhitng chuyén gia
email marketing ky cyu nhat cling mac sai lam; tuy vy, viée thir nghiém c6 thé gitp ban tranh dugc
vét xe d6 d6. Ciing nén luu y rang co thé mot s6 nguoi trong danh sach khach hang cua ban bo khuyét
phan tén riéng. Hay nh¢ dit ché do chao hoéi mic dinh (nhu: ban hay khach hang quy gi4) cho nhimng
truong hop nhu thé nay.

Thong tin nhan khau hoc

C6 thé ban thu thap duoc mot sb thong tin nhan khau hoc ciia ngudi dang ky. Py 1a nhiing trudng
thong tin nhu tuoi, dia diém sinh song, gidi tinh... va chiing chinh la cdng cu gitip ban phan doan va ca
nhan héa email nham dat dugc cac muc ti€u phu hgp voi cong viéc ciia minh.

Chang han, ngudi dang ky c¢6 thé cung cép dia chi nhan buu pham hay dia ban sinh séng ctia minh khi
ho dang ky nhan email lién lac tir ban. Nhu vay, ban c6 thé d& dang phan doan khach hang va ca nhan
hoa n6i dung email theo khu vyc dia ly. Mot cong ty it hanh c6 thé guri thong tin vé cac chuyen du
lich t6i viing bién Caribe cho nhitng nguoi sinh séng 0 noi co khi hau lanh, hay cac chuyén bay khac
phut hop hon véi nhitng ngudi & cac ving ¢ khi hau am hon. Téi ¢4 1 cac cong ty 1ir hanh s& gip may
man khi giri thong tin vé chuyén du lich téi Caribe cho mot nguoi sdng & ving thuong New York vao
thang Mudi hai hon 13 cho ai d6 séng & Mexico. Pay 1a mot vi du tuyét voi chimg minh cho hiéu qua
ctia viéc sir dung dit liéu nhan khau hoc vao dung thoi diém trong ndm dé nang cao tinh phu hop ciia
nd1 dung email v61 nguoi nhan.

Dung thong tin nhan khau hoc dé dua tinh c4 nhan vao thong diép email c6 thé 1a mot viée lam don
gian; tuy nhién, ban hay thur suy nghi rdng hon, dung dung lai & nhiing truong dir liéu co ban, qua do
phat hién ra nhitng phuong thirc doc dao dé gan két minh véi ngudi nhan, va dat duogc cac muc tidu
cudi cung cta minh.

Lich sir mua sam

Néu cac dir liéu cta ban di do sau dé co thé xac dinh rd ddi tugng muc tidu va cac phan doan khach
hang dua trén lich str mua sdm cta ho, hdy st dung dit liéu d6. Diéu nay khong chi cho phép ban ca
nhén hoa dé nghi ciia minh ma con dem lai cho ban co hdi tang thudng cho nhiing khach hang trung
thanh va khich 1é khach hang tiép tuc mua san pham/dich vu ctia minh. iTunes 13 mot dan ching tuyét
voi cho viéc sur dung dir li¢u dé khuyén khich khach hang mua thém. Ho gi6i thi€u cac ban nhac méi
dua trén cac ban nhac cii ma timg khach hang da mua. Néu dua loai thong tin nay kém véi dé xuét
giam gia trong email, chic chan ban s& nang cao dugc kha ning ban hang.

Phan kéu goi hanh dong

Ban hay 10ng tinh c4 nhéan vao 10i kéu goi hanh dong nay dé khuyén khich nguoi diang ky gisi thidu
ban v&i ban bé ctia minh. Chang han, néu ban dang ban cac san pham kim cuong va ban guri email t&i
nhimg nguoi dang ky 1a nr gioi, hay lam diéu gi d6 that khac biét thay vi chi (dung lai ¢ cau thic giuc
don gian: “Chuyén tiép email nay cho ban be C6 thé hiéu qua s& cao hon néu n01 “Jane, phai chang
cén dung email nay dé nhac nhd chong ban vé ngay L& Tinh nhan? Hay chuyén tiép email nay cho anh
ay nhé!”.

Noi dung

T6i s& dé cap nhiéu hon dén khia canh ndy & Su that sau, nhung néu su phan doan ctia ban cang dién ra
¢6 chiéu siu bao nhiéu, ban cang c6 nhiéu cach dé 16ng ghép tinh ca nhan vao ndi dung chung cta cac
thong di€p email béy nhiéu. Chéng han, mot nha ban 1é 16n mudn gui email thong bao vé mot loai
khin len méi; trong truong hop ndy, ho c6 thé chi can giri email cho nhimng phu nit ¢é tén trong danh
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sach. Ho ciing ¢ thé phan nhém céac phu nit ndy dua vao thong tin nhitng ai dang sinh séng & ving c6
khi hau lanh. Thém mét budc xa hon nita, nha ban 1é c¢6 thé nghién ctru lich str mua sdm cua ho dé gui
kém nhitng san pham trong tyr ma ho c6 thé sé mua. Cac phuong 4n ca nhan hoa noi dung email 12 vo
cung tan, va chung co thé twong ddi phirc tap; tuy nhién, néu lam dung, ban s& khién khach hang hai
1ong va nang cao doanh sb.
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SU THAT 25

Phan doan danh sach dé xay dung cac email muc tiéu hon

Khach hang hién tai va khach hang tiém ning c¢6 cic nhu cau va mong mudn khac nhau. Ho ciing &
nhiéu giai doan khac nhau trong qué trinh mua sim. Cé ngudi 1a khach hang cii, c6 ngudi 1a khach
hang mai. Cé nguoi chi ngd nghiéng tim kiém rdi cudi ciing lai mua mot san pham ma chinh ho ciing
khong biét 1a minh can t6i no. Ban khong nén 4p dung cach marketing tuong ty nhau cho nhitng nhom
khéch hang khac nhau nhu vay. Viéc phan loai danh sach dya vao Kkét qua mong mubn dat duge cta
chién dich, hanh dong ctia nguoi nhan va cac nhan t6 khéac sé khién cho céc thong diép truyén thong
cua ban tré nén phu hop va hiéu qua hon.

Phén nhom danh sach nghia 14 ban chia tach doc gia thanh hai hay nhiéu nhom, va giri riéng email cho
trng nhom. Diéu nay c6 thé co tac dong tich cuc to1 ty 1€ xem email cua ban.

Theo nghién ciru cta nha phan tich David Daniels ctia cong ty JupiterResearch, nhitng email truyén
thong khong c6 di trong muc tiéu, khong duoc ca nhan hoa hay khong duoc phan nhom cé ty 16 mo
email trung binh 1 20%, ty 1& nhip chudt vao duong dan giri kém trong email 13 9,5%, va ty 1é mua
hang 1a 1,1%. Nguoc lai, cac chién dich ¢6 luu dit liéu lich st duyét web danh cho céac débi tugng muc
tiéu lai c6 két qua t6t hon han véi cac con sb ty 18 trung binh 4n twong, trong d6 ty 16 md email 13 33%,
ty 1 nhap chudt vao dudng dan 1a 14%, va ty 1é mua hang 1a 3,9%.

Viéc phan nhom email sé dem lai nhitng loi ich sau:

*Diéu chinh thong diép marketing phu hop vi thong tin hién tai vé ngudi nhan va hanh vi trong qua
khir ctia ho.

*Cho phép ban kiém tra cac théng diép marketing va cac dé xuit giita cac nhom khac nhau, tir d6 gitp
ban hi€u hon vé khéach hang; hon nira, ban con dat dugc cadc muc ti€u dé ra cho chién dich cua minh.

*Gui dung nd1 dung vao dung thoi diém giup dua khach hang tiém nédng téi giai doan cudi cung cua
qué trinh mua sam.

*Nang cao do phi hop, tir d6 gia ting ty 1 md email va an vao duong dan.
*Go6p phan giam thiéu ty 1é dang ky thoat khoi chuwong trinh.
*Dem lai loi ich sir dung cho cac dir li¢u email va dir li¢u phan tich web ma ban sé hiru.

Dua ban tién gﬁn td1 dich thuc hién mot chuong trinh email ca nhan hda va tranh xa khoi cac chuong
trinh trién khai ki€u dai tra.

Phén nhom khéng phai lic nao ciing d& dang. Ban c6 thé chon cach 1am phtrc tap; cach 1am nay c6 thé
khé khin va ton kém, nhung ty 16 ROI ma n6 mang lai s& rat cao. Hodc ban c6 thé bt ¢au bang cach

phan nhém don gian & cp do thip (nhu phan nhom theo gidi tinh) — phuong phéap nay ciing c6 nhiing
loi ich riéng, va né 1a mot img dung sén c6 & hau hét moi cong cu email. Cang tap trung vao viéc phan
nhom, ban cang thu dugc nhiéu loi ich; tuy nhién, ban c6 thé bat dau bé'mg mot phuong phép don gian.

Luc Vezina cta cong ty Campaigner chia sé meo nay cho nhitng ngudi méi bat dau tap phan nhom:
“Néu khong co nhiéu dit liéu, ban c6 thé bat dau bé‘mg mot dit liéu don gidn nhu sb thdng ma mot
ngudi da dang ky chuong trinh ctia ban. Didu quan trong & ddy 1a cdc nhém trong danh sach phai phu
hop v6i muc tiéu email marketing tong thé”.
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Néu ban khong chac chan minh nén bat dau tir dau va cam thay “ngop” khi nghi t6i chuyén phai dao
sau vao danh sach email cia minh dé tim cach phan nhom hop 1y, hay bat dau bang diéu gi d6 don
gian. Sau day la mot so tiéu chi ban c6 the sir dung dé phan nhom:

Khach hang hién tai va khach hang tiém ning

Khach hang lau dai, trung thanh va ngudi mua mot 1an
*Dia diém va nganh nghé

*Gi6i tinh va chirc danh

*Nguoi st dung mé email hodac an vao dudng dan trong email va nguoi khong thuc hién céc thao tac
do.

Khi da cam théy thong thudc hon, ban co6 thé dua trén nhiing gi minh da hoc hoi duoc dé phan nhom
dua theo nhitng ti€u chi cao hon. Tuy nhién, dé thuc hién mot sb phuong an duoc dé cap ¢ day, ban s&
phai tich hgp co s¢ dit liu email véi cac phan tich website hay vdi ting dung Quan ly Quan hé Khach
hang (CRM).

Lich stir mua sam

Nghién ciru lich sir mua sdm ctia ngudi diang ky c6 thé hé 16 cho ban biét nhiéu didu vé s thich cua
ho, déng thoi chi ra cho ban nhiéu co hoi ban hang tiép hodc gidi thiéu céc san phém bd sung cho ho.
Néu ban biét c6 nguoi d3 mua mot chiée may in mau tir cong ty minh trong thang trude, viée gui email
dé xuat giam 20% gia mua hop muc vao thang nay cho nguoi d6 han khong phai 1a mot ¥ tuong tO1.
Néu cong ty ban 1am viéc voi khach hang 14 cac cong ty khac (md hinh B2B), ban c6 thé tim kiém
nhing ngudi dang ky da timg mua san pham/dich vu cua céng ty minh nhung rdi ho ngimng lién lac sau
khi hop dong mua ban d6 két thiic, hoic ho chua mua thém san pham méi nao trong mot thoi gian nhat
dinh.

Nhung hay canh giac kéo ban lai tao cho khach hang thoi quen chi mua hang khi c6 khuyén mai hoic
giam gia. Sir dung lich str giao dich khong c6 nghia la ban phai gui phiéu khuyén mai. Trong email,
ban c6 thé giGi thidu vé cac san pham hodc dich vu méi, hay tham chi no6i vé cong ty ban. Viéc duy tri
lién lac v6i ho c6 thé hiéu qua khi email gop phan xay dung va ciing ¢ mbi quan hé giita ban véi
khach hang.

S thich hay thi hiéu

Néu ban d thiét ké mot trung tAm lua chon (xem Su that 19), viéc phan nhém danh sach dwa vao so
thich cta ngudi str dung s& dé dang hon. Chang han, mot nha ban 1é nhac truc tuyén c6 thé giri email
thong bdo cho nhitng nguoi yéu thich nhac jazz khi c6 CD mdai phat hanh. Thanh 1ap mét trung tam
Iira chon 12 mét cach lam chéc chan giup ban xdy dung thong diép va dé xuat cho cic nhom ddi tuong
muc ti€u. No c6 ich vdi nguoi dang ky bdi nod cho phép ho lya chon ndi dung wa thich. N6 cling dem
lai cho ban mot mo vang dir li¢u dé ban tién hanh phan nhém khach hang.

Hanh vi

Ban 1¢ 1 nganh di tién phong trong viéc phan chia muc tiéu theo hanh vi — diéu nay c6 thé dan t6i
nhimg phan doan khach hang tha vi. Bang cach phan chia nguoi sir dung dua trén nhitng hanh vi ho da
thuc hién (hodc khong) — chang han nhu nhimg ngudi dat mua nhung lai khong mua — nha ban 1€ ¢6
thé tim lai duoc co hdi ban hang néu tiép tuc giri mot email dé xuat nham thu hit ngudi sir dung.

Bt ky loai hinh kinh doanh nao ciing c6 thé phan khuc khach hang dya vao hanh vi muc tiéu. Vi dy,
cac cong ty B2B c6 thé chu y téi nhitng nguoi da dang ky nhan mét bao cao nhung roi lai khong mé
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email giri bao cao d6. Cac cong ty nén khai thac théng tin vé nhitng duong dan ma ngudi sir dung da
nhan vao dé phan loai nhom khach hang. Néu biét khach hang tiém ning truy cip vao website cia
minh, ban c6 mudn gtri cho ho mot email phu hop dé khuyén khich hg mua hang hay khong? Céc
chién dich tap trung vao nhitng ngudi di truy cap vao dudng din dé xuit c6 kha ning tao doanh thu
gap 4 1an so v6i nhitng chién dich truyén thong dai tra.

Phan 16n cic chuyén gia thi truong déu khong phan khuic hidu qua cac chién dich email ctia minh vi ho
phai dau tu thém thoi gian cho nd. Pa s6 ching ta déu dau tu thoi gian va ngudn luc dé xay dung co so
dir 1iéu khach hang — tai san 16n nhat cia marketing — nhung r6i lai khong tan dung dugc hét gia tri cua
no.

68
https://thuviensach.vn



SU THAT 26
Dong tiéu dé hay gitp gia tang ty 1& phan tng

Dong tiéu dé 1a mot phan rat co ban ctia mot email, dong thoi ciing 1 phan c¢6 anh huéng 16n nhét
trong viéc thuyét phuc ngudi sir dung mé va doc email. Nhung d6 chua phai 14 tat ca. Ctr 10 nguoi sir
dung Internet tai My thi c6 7 ngudi ndi rang ho doc dong Ngudi giri va Tiéu dé dé quyét dinh xem co
nén bio cdo mdt email 1a thu rac hay khong.

Theo kinh nghiém ctia ban than, t6i thiy ring phan 16n cac cong ty déu chua cha y dung mirc ti viée
tao dong Tiéu d& higu qua. Cac dong Tiéu dé thuong dugc viét ngay trude khi trién khai email va
chung khong dugce thir nghiém dé do murc d6 thanh cong; va chung cting khong dugc cén nhic nhiéu
xeét vé mat chién lugc. That kho tin rang dong Tiéu dé cia mot email lai 1a diéu ma nhidu ngudi trong
s6 chung ta dung dé quyét dinh nén doc email d6 hay 13 x6a né di. Forrester Research phat hién ra rang
52% s6 email dugc nghién ciru sir dung dong Tiéu dé dé mo ta vé ndi dung email, tuy nhién no lai
khong thé hién duoc nhitng lgi ich ma ngudi nhan s€ nhan duoc néu ho mé céac email d6 ra. RS rang la
tat ca chung ta déu c6 thé cai thién ¢ khia canh nay.

Trong phan tiép theo, toi s& dé cap toi nhidu khia canh khac nhau lién quan téi dong Tiéu d&, nhung
ban hay nh¢ rang su nhan blet (ngudi nhan nhan ra dugc ban va cong ty ban) va ndi dung (gia tri ham
chira trong email) 14 hai yéu t6 quan trong nhét khién nguoi khac mé mot thong diép cua ban.

Sau day 1a mot s6 meo hay dé thiét ké mot dong Tiéu dé hiéu qua:

D0 dai — Cac dong Tiéu dé ngin gon va ngot ngao ludn mang dén hiéu qua tét nhat. Nghién ciru ciia
chung t6i cho thiy dong Tiéu dé nén c6 d6 dai dudi 50 ky tu, va dudng nhu con s6 ndy ngdy cang trd
nén it hon. Cac cong ty B2B nén st dung dudi 20 ky tu, bai nhiéu nguoi doc email cta ho trén PDA
hay dién thoai di dong. Thyc ra, mot nghién ctru ma6i ddy da chi ra rang nhiéu doanh nhan bén ron
kiém tra email trén dién thoai di dong, va ho thuong x6a bo tat ca cac email co vé khong may quan
trong. Diéu nay cang tao thém ap luc cho dong Tiéu dé béi né co trach nhiém ban hang ban dau va
ngan khong cho ngudi str dung x6a bo email trén dién thoai di dong. Ban hay dé y toi phuong phép
ngudi nhan doc email dé tir 46 can nhéc luong ky tu phu hop cho dong Ticu dé khi xay dung cac chinh
sach mai cho chuwong trinh email cia minh. Ban sé& lam diéu do ngay sau khi doc xong cudn sach nay
chr? No thuc su tao nén su khac biét day, dua vao thong tin vé khach hang, chiing ta c6 thé dua ra
nhiing quy dinh nhu vay.

*Thuong hiéu — Sy nhan biét thuong hi¢u 1a nhan td chinh quyét dinh co hdi mé email cua ban, va mot
thuong hi¢u manh thuong s€ giip nang cao ty 1¢ mé email cho ban. Tuy vay, dirng xem nhe tai san
nay khi ctr mic dinh rang né ludn hiéu qua. Hay kiém tra mirc d6 nhan biét thuong hi€u trong dong
Tiéu dé dé xem diéu d6 c6 nang cao ty 1¢ phan ung khong. Néu cong ty ban co nhiéu phong ban hay ca
nhan cung gui email, cac dong Tiéu dé s& khac nhau. Néu c6 thé, hiy ¢ ging thdng nhat moi ngudi dé
tao nén hinh anh nhat quan vé thuong hiéu cong ty.

No6i dung — Nhitng 161 dé nghi hdp din va mot vai tiét 16 vé ndi dung hiru ich ma nguoi ding ky s&
nhén dugc trong email thuong s€ dem lai hi¢u qua tich cyc. Nhitng dong Ti€u dé binh thuong nhu
“Thu tin tirc hang thang” thuong khong thé hién duoc ndi dung dé cap trong email, va chiing ciing
khong dua ra mot 1y do nao hop 1y dé thuyét phuc ngudi nhan mé va doc email. Nguoi sir dung email
da nhan thiy mot s6 gia tri tu than cta viée tré thanh ngudi dang ky chuong trinh email cua ban, do d6
hay khoi day su htng tha cta ho bang cach nhdn manh dén loi ich 16n nhat cta ting email trong dong
Tiéu dé. Tuy khong co tir cAm nao ban khong duogc str dung dé tranh bi nghi ngo 1a thu rac, song
thuong thi ban nén tranh dung chir viét hoa, dau cam than va cum tr “Mién phi”. Nhin chung, b¢ loc
thu rac ctia ngudi nhan thudng coi nhitng dong Tiéu dé nhu vay 1a thu rac.
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*Loi kéu goi hanh dong — Trong cac email quang ba, ngudi dang ky thuong ky vong rang s& c6 mot dé
xuét doc dao hay co gid tri ndo do, vi thé hiy gidi thiéu dé xuat d6 kém 101 kéu goi hanh dong vao
dong Tiéu d¢. Chang han, néu ban dang quang ba cho mot churong trinh ban qua ting dic biét nhan dip
ngay L& Tinh Nhan, va chuong trinh d6 sé& két thuc vao ngay hom nay, ban c6 thé thiét ké mot dong
Tiéu dé nhu: “Co hoi cudi — Chuong trinh dic biét ngay L& Tinh Nhan két thiic hom nay”.

C4 nhan hoa — Nhu toi da dé cap ¢ Su that 24, vi¢c dua yéu t6 c4 nhan vao dong Tiéu dé c6 thé phat
huy hiéu qua. Ty 1¢ phan tmg con cao hon nita néu ban st dung cac dit liéu c4 nhan khac, ching han
nhu qué quan hay ngay sinh nhét ciia nguoi nhan. Mot nha hang c6 quy md hoat dong trén toan quoc
da lam tang ty I¢ m& email khi hg dua tén riéng ctia nguoi dang ky vao email chiic mung sinh nhét ho.
Hay thtr &p dung cach 1am nay nhé!

«Thir nghiém — Dong Tiéu dé khi dugc phac thao trén file word nghe c6 vé hap dan, nhung khi dua nd
vao phﬁn Tiéu dé trong email thi co thé moi viéc lai khac han. Khi thuc hién mét chuong trinh quang
ba 16n, ban hay thir nghiém véi 2 dong Tiéu d&, chtr ding voi tin tudng vao truc gidc ciia minh hay sir
dung ndi dung Tiéu dé dau tién xuat hién trong dau. Vi dong Tiéu dé co sirc anh hudng ti su thanh
cong cua chién dich, nén ban hay thtr nghiém tat ca. Liéu ban c6 muén lang phi mét chién dich 16m
béng cach giri email cho toan bd danh sach ctia minh ma khong qua khau thir nghiém mirc d6 hiéu qua
ctia hai dong Tiéu dé khac nhau ddi v6i cac nhom khach hang khac nhau?

*Trung thuc — Hiy bao dam rang dong Tiéu dé phan anh chinh xac ndi dung email. Dong Tiéu dé
khong dung vai thuc t€ khong chi khién ngudi nhan cam thay tirc gian ma con 1a mdt su vi pham céac
dao luat chong thu rac.

*Canh giac voi nhitng tré ngai khi tinh toan ty 16 mé email — ty 16 md email 13 dau hiéu manh mé giup
do luong mue do hiéu qua cua dong Tiéu de. Tuy nhién, day ciing la mot chuin do chwa hoan chinh vi
mot s6 nguoi cho hién thi ndi dung email & cira s6 xem trudc, va nhu thé c6 nghia rang ho khong nhat
thiét phai nhap chudt vao email méi c6 thé xem duoc ndi dung bén trong. Xem email & ché d6 xem
truge cling dugce tinh 1a mot 1an mo email, ngay ca trong truong hop nguoi nhan khong doc email. Di
nhién, diéu nay c6 thé 1am sai 1éch két qua théng ké. Tuong tu, mot s6 ngudi chon ché 6 khong hién
thi hinh anh trong email (hodc ché d¢ cai dit mic dinh cua ho 1a ngan chan hinh anh); nhu vay, ngay
ca néu nhirng nguoi nay mo email ciia ban hodc xem nd & cira s6 xem trudc, nhiing lan xem nay van
khong dugc tinh la lan mé email do cac hinh anh trong email khong duoc hién thi. Ai cling muén néi
vé ty 1€ mo email, tuy nhién, néu ban dat duoc ty 1€ md email 1a 50% nhung khong tao ra dugc doanh
thu thi con s6 kia cling vd nghia ma théi. Nguoc lai, néu chi c6 10% nguoi nhdn m¢ email nhung ty 1€
ngudi mua cao thi c6 thé coi day 1a mot thang loi.
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SU THAT 27

Hay suy nghi vé dong ngudi giri

V6i bét ky hinh thirc lién lac tryc tiép nao, mdi quan hé giita ban véi nguoi & dau diy bén kia dién
thoai, voi ngudi & phan “dia chi tra lai thu néu khong giri dugc” trén phong bi, hay v6i nguoi c6 tén &
dong Nguoi gui trong email co anh huong lon to1 ty 1é mo email cting nhu toi thanh cong sau cung cua
chién dich lién lac d6. Trudc khi mé email, ngudi nhan thuong suy nghi xem ho co biét vé ca nhan hay
cong ty guri email 6 hay khong. Trén thuc té, 56% ngudi nhan email dugce diéu tra da tra 10i rang yéu
t6 quyét dinh viéc ho c6 mé email hay khong 13 ho biét va tin tudng vao nguoi gui.

Céc chién dich email thuong mai c6 thé phan anh bat ky diéu gi sau ddy ¢ phan Nguoi giri:
*Tén mat thanh vién trong cong ty (CEO)

*Tén mot phong ban trong cong ty (phong dich vu khach hang)

*Tén cong ty/thuong hi¢u

Mot tén mo ta (tén ciia chinh email d6 néu n6 doc dao va hap dan)

*Tén cua san pham (vi du: Palm Treo)

Trong khi cac cong ty co nhitng ca nhan noi tiéng (thuong 14 trong gidi kinh doanh theo mé hinh B2B)
dat duoc thanh cong trong chién dich email nho vao viée ghi tén ca nhan ndi tiéng d6 vao dong Ngudi
guri, cac cong ty chuyén vé phuc vu khach hang ciing nén tan dung tén tudi ciia minh dé dwa vao dong
Nguoi gui va thuce hién nhat quan diéu nay. Néu cong ty cta ban 1a mot cong ty thuong hiéu gia dinh,
ban khong nén dé cap t6i didu gi khac ngoai diéu d6 & dong Ngudi gui.

Luya chon dong Ngudi giri 1a mot bai tap trong d6 ban phai tim hiéu vé mdi quan hé ctia minh véi
ngudi nhan. Hay suy nghi xem khia canh nao trong hoat dong kinh doanh ctia ban dugc ngudi nhan dé
dang nhan ra nhét. Di nhién, ban mudn ho chi ¥ t6i ca nhan hay thuong hi¢u d& cap & dong Nguoi giri
dé thuc giuc ho md email; nhung dong thoi, han ban ciing mudn bao dam rang ho khong béo cdo email
ctia minh 1a thu rac. Trén thyc té, theo thong tin tir Hiép hoi nhitng nguoi giri va cung cap email, 73%
ngudi nhan di dén quyét dinh bao cao thu rac dwa vao dong Ngudi gui.

Néu ap dung cac meo nho cia toi danh cho dong Nguoi giri, ban s& thiét ké dugc mot trong nhimng
phan khong thé tach roi ciia mot chién dich email marketing thanh cong.

Hay dé dong Tiéu dé chia sé mot phan cong viéc. Nhu t6i da noi & Sy that 26, dong Tiéu dé c6 thé va
nén lam nhiém vu phan anh ndi dung va muc dich ctia email. Nhu vay c6 nghia dong Nguoi guri chi
nén thé hién ai 1a nguoi giri email. Khi nghi phan Ngudi giri, ban nhé luu ¥ dén dong Tiéu dé va hay
lam sao dé hai phan nay b6 tro 1dn nhau.

*Dung quén dja chi email ctia nguoi gui. Toi khong néi dén phan tén hién thi. Pia chi email ctia ngudi
guri 1a mot yéu té quan trong vi email ctiia mot s6 khach hang chi thé hién dia chi email nay ma khong
thé hién tén hién thi. Ngoai ra, mot ) ngudi con kiém tra ca dia chi email va tén hién thi trude khi
quyét dinh mo xem email. Viéc thé hién dia chi email ciing gop phan 1am ting ty 16 mé email; vi thé,
durng thay d6i n6 boi ngudi nhan thuong bd sung dia chi email ctia ngudi giri vao danh sach chap nhan
email.

«Di nhién, hiy bao dam rang tén mién cta cong ty ban duoc liét ké trong phan dia chi Nguoi gui cht
khong phai dia chi email cia nha cung cap email, cong ty quang cdo, nha thau tu do hay tai khoan ca
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nhan cta mot thanh vién trong nhém tai AOL. C6 thé ban nghi day 1a mot 101 khuyén ky quic, nhung
nhiéu dia chi email trong phan dia chi Nguoi giri khong hé lién quan gi dén cong ty/nguoi gui thuce su.
Vi nhiing ké giri thu rac va nhitng ké 1én ké hoach danh cip thong tin ca nhan thudng sir dung phuong
phép nay, dung lam nhu ho.

*Trong mot sO truong hop, néu ban dang hop tac voi moét nha cung cap dich vu email va sir dung tén
mién ctia ho dé giri email, tén cong ty cua ho co thé xuat hién ¢ phan dia chi Nguoi gui, va ban kho ¢6
thé thay ddi duoc didu nay. Néu truong hop nay xay ra, it nhit hiy bao dam ring tén cong ty hay
thuong hiéu cua ban xuat hién trude phan @ 6 phan dia chi Nguoi gui. Py 1a mot yéu cau quan trong
can phai dugc dat ra trude khi ban bat tay lam viéc v&i mot cong ty thuc hién nhiém vu giri email thay
mat ban.

Hay nhé céc email giao dich

Cac email giao dich nhu email xac nhan don dat hang hogc thong bao vé viéc van chuyén hang (xem
Sy that 29) ciing nén 4p dung nhimng quy tic dd néu ra & day cho phan Nguoi gui. Cac phong cong
ngh¢ thong tin thuong chiu trach nhiém thiét ké email giao dich, va diéu nay co6 thé gay kho khan cho
cac chuyén gia thi truong mudn tao duge sy nhat quan ciing nhu co hdi giri thong diép ban chéo san
pham. Hay nh¢ ap dung bat ky thay doi nio ban thyc hién ddi voi cac chién dich marketing, thu tin tirc
vao cac email giao dich nhu thé nay.
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SU THAT 28

Thtr nghiém, thir nghiém, thtr nghi¢m

Trong sd tat ca cac phuong phap marketing hién nay, khong phuong phéap nao dem lai lgi thé thir
nghiém nhu email. Téi khong ngac nhién khi phan 16n cac chuyén gia email lai khong tan dung duoc
t6i da nhing loi ich ma viéc thir nghiém email thudng xuyén dem lai. Ho cho rang diéu d6 mat qua
nhiéu thoi gian. Tuy nhién, thdm chi chi mot su dau tu nho vao viéc thu nghiém cling c6 thé nang cao
két qua ciia chuong trinh.

Trong mot nghién ctru cua JupiterResearch, cac chuyén gia thi truong thur nghiém chién dich email ¢6
kha nang dat dugc ty 1€ chuyén doi tb nguoi dang ky thanh ngudi mua hang hon 3%. Nhitng nguoi
nay ciing dat dugc ty 1¢ ROI hon 68% so v&i nhitng ngudi khong thir nghiém.

Viy chic ban dang ban khoan khong 1 thir nghiém cai gi. Co bao nhiéu cach thir nghiém email thi
cling c6 bay nhi€u lgi ich cua viéc 1am nay. N6i don gian, néu thir nghiém c6 thé tac dong dén ty 1¢
phéan rng va cai thi¢n trai nghi€ém cua nguodi nhan, thi ban c6 thé — va nén — thir nghi¢m.

Thtr nghiém la léy mot lugng mau nho trong danh sach ctia ban va chia luong mau d6 thanh hai nhom,
got 1a Phan nhém thtr nghiém A/B. Chfmg han, néu danh sach cta ban ¢6 9.000 nguoi, ban co thé léy
mau ngiu nhién 900 ngudi va chia s6 d6 thanh hai nhém. Sau d6, ban giri cac phién ban email khac
nhau t6i timg nhom dé danh gia xem phién ban nao c6 két qua t6t nhat. Khi biét dugc diéu nay, ban s&
c6 thé giri di thong diép email hiéu qua nhét t6i toan bo nhitng ngudi con lai trong danh sach. Khong
c6 cong thure nao dung dé tinh toan ty 1€ co mau can thiét cho mdi danh sach; tuy vay, c6 mot nguyén
tac kha hiéu qua 1a chon mot lugng mau tdi thiéu 1a 1.000 ngudi; nhung di nhién, ¢& mau linh dong
phu thudc vao khdi lvong danh sach trong tay ban.

Hay thtr can nhac viéc thir nghiém mot so yéu to sau day:

Dong Tiéu dé — Tdi vira méi noi rang dong Tiéu dé co anh hudng 16n téi cac chuan do email. Tuy
nhién, viéc thir nghiém ngau nhién s& khong mang lai cho ban nhiing thong tin c6 kha ning thay dbi
tinh hinh nhu ban ky vong. Dé c6 duoc cai nhin tong thé, hiy thudng xuyén thir nghiém dong Tiéu dé,
nhat 13 khi ban mudn nang cao ty 16 md email. Néu co thé, ban nén thir nghiém dong Tiéu dé trong
tirng chién dich, du d6 1a thir nghiém cac k¥ thuét thiét ké dong Tiéu dé (chang han nhu sb lwong ky tu
dai ngan khac nhau) hay thir nghiém hai phién ban Tiéu dé khac nhau.

*Thiét ké email sang tao — Viéc cd ging bat kip tat ca loai hinh email mdi nhat ciing nhu nhimg quy
tac thanh loc email cta chiing c6 thé giy kho khin cho viéce thiét ké email méi. Khi c6 mét y tuong
sang tao maoi, ban nén thir nghiém dé bao dam rﬁng n6 dugc hién thi phu hop va dugc chao don. Thu
nghiém hinh thirc email méi va cic ¥ tudng sang tao 1a mot phuong phap tiét kiém nham danh gia mirc
d6 ua thich ctia ngudi nhan trude khi dua ¥ twong d6 vao thanh mét chién dich. Thir nghiém ¥ tudng
marketing méi 14 viéc 1am khong chi 4p dung cho céc chién dich marketing truc tuyén ma con duoc str
dung véi cac chién dich quang céo truyén thong. Toi da hoc duoc diéu nay khi con lam viée tai Cox.
Luc d6, trudng phong marketing cua ching toi dd nay ra mot sang kién tuyét voi 1a thir nghiém tat ca
cac thong diép sang tao — tir bang hiéu ngoai trdi toi cac hinh anh quang cdo — trong cac chién dich
email trudc khi dua vao trién khai. Tuy day khong phai la mot hinh anh so sanh hop 1y, song ban c6
thé dung email dé kiém tra kha ning phan Gmg ddi v6i nhitng ¥ tuong khac nhau, sau d6 ap dung céac
bai hoc rit ra ¢ day cho cac kénh khéc trude khi qua mudn. (Ban da bao gio phai do béd mdt bang hi¢u
quang c4o 16n ngoai troi sau khi treo no dugc 12 tiéng chua? Day khong phai 1 mot nhiém vy dé dang
dau.)

*Phat tan 151 kéu goi hanh dong — Phéan 16n cac chuyén gia email marketing déu chua sir dung hét sirc
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manh ctia email marketing lan truyén va thuong chi sir dung niit “thong bao cho mot ngudi ban” 6
san trong cong cu email ciia minh. Ban thir so sanh diéu do véi mot phién ban khac hap dan hon véi
161 kéu goi hanh dong nhu: “Chia sé nhiing gi ban mudn c6 trong dip Giang sinh véi gia dinh.”

*Tan suat — Ban lo s¢ rang c6 thé minh s€ guri qué nhiéu email? Hay so sdnh cdc nhém nhan duogc
email v&i tan suat cao va thap khac nhau dé tim hi€éu xem tan suat nao lam tang/giam ty 1€ phan tng.

*Thoi diém (ngay — gio) gii email — Cac nghién ctru vé thoi diém giri email phi hop khac nhau theo
timg nganh nghé, va chiing ‘thuong khong may lién quan véi nhau. Vay thi tai sao ban khong tu thuc
hién mot nghién ctru nho dé xac dinh xem thoi diém nao c6 kha ning tao ra ty 1é phan ing cao nhat
ddi véi céac chién dich ctia minh?

*Kiéu nguoi nhan — Néu danh sach cua ban c6 nhiéu kiéu nguoi ding ky khac nhau, hdy phan nhém ho
dua vao thong tin nhan khau hoc cua hg. Chang han, mét cach lam dé dang la phan nhom theo dia chi
“nha riéng” (chdng han nhu Aol.com) va dia chi “co quan” (nhu @company.com).

*Qua trinh ddng ky/qué trinh ding ky day du — Bat ky ai c6 mau ding ky email ciing nén thuc hién mot
cudc thir nghiém hang thang dé dam bao tit ca cac dudng dan Pang ky, Pang ky thoat, va Lién hé véi
chung t61 hoat dong on dinh. Hay danh thoi gian (hoac giao nhiém vu nay cho thyc tap sinh tai cong
ty!) dé dong vai mot ngudi ding ky chwong trinh email va bao dam rang moi thir déu hoat dong tbt.

*B6 sung cac hoat dong tim kiém tra phi — Sir dung Google Ad Words 1a mot cach 1am nhanh chéng va
dé dang d¢é kiém tra dong Tiéu dé. Vi cac cong cu quang ba cho mot chién dich email, nén kiém tra
hai nhom tim kiém quang cio vé cac tir khéa lién quan dén cong cu d6 cing v6i mot phién ban quang
c40 khac phan anh cac dong Tiéu dé néu ra. D nhém nio duoc nhiéu ngudi truy cap hon trén Google
thi d6 cling 1a mot dAu hiéu chic chin dam béo s& thu vé ty 1€ mé email cao hon. N6 cé thé hoat dong
hai chiéu, trong d6 cac dong Tiéu dé thudng trd thanh nhimg tir khoa tim kiém quang cao hip dan.

Ban con cho gi nira?

Nhu t6i d3 néi tir trude, cac chuyén gia thi trudng doi khi bé qua viée thir nghiém nhitng yéu t6 don
gian nhung lai hét sirc quan trong trong email, chang han nhu dong Tiéu dé. Ly do thuong 1a vi viéc
1ap thoi gian biéu kém hodc thiéu ngudn luc. Nhung ciing ding lo lang néu ban c6 thoi gian tha
nghiém nhung khong c6 thoi gian ap dung nhitng phat hién cia minh sau thir nghiém d6. Néu danh
sdch email cia ban qua it dé c6 thé chia nhom thu nghiém, hay tim kiém cac xu hudéng boc 16 1 dan
theo thoi gian. Két qua hoat dong ctia chuong trinh dot ngot tang cao co thé 1a do mot dé xuat dic biét
nao do hay do ndi dung dong Tiéu dé. Thir nghiém 13 budc dau tién. Kién thirc ban thu thap duoc sau
d6 co thé gitip ban tdi wu hoa cac thong diép email trong twong lai.
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SU THAT 29

Tbi wu hoa cac email tu dong do hé théng taora

Phan 16n cac chuyén gia email marketing déu ban ron véi nhitng nhiém vy hang ngay ciia chién dich,
vi thé ho hiém khi c6 thoi gian kiém tra cac thanh t6 nho trong email. Tuy nhién, nhimg email tu dong
— nhirng email xac nhan do hé thng tao ra hay nhitng email tra 10i ty dong ma nhom IT kiém soat —
cling can dugc kiém tra.

C6 mdt s6 cach 1am don gian dé t6i wu hoa cac email ndy nham gia ting ty 16 phan tng, kha ning phan
phat email hoac thong di¢p marketing chung. Trudc tié€n, c6 mdt s6 loai email dugc liét vao nhom
email tu dong:

*Email xac nhén dang ky thanh cong/email chao mung

*Email x4c nhan khach hang trang thuéng/duoc khuyén mai

Email xac nhan don hang va theo ddi/email thong bao tinh hinh van chuyén hang

*Email trd 101 ty dong cua bd phan dich vu khach hang

*Email x4c nhan nhiing thay ddi trong thong tin dang ky hay thong tin thanh vién/thong tin vé website
*Email chtra tén dang nhap hoac mat khau do nguoi st dung yéu cau

*Cac nghién ctru khach hang tu dong

*Email duoc gri qua cong cu chuyén tiép cho ban beé.

C6 thé ban cho rang nhirng email nay khong nham muc dich marketing, chira cac théng tin té nhat, va
khong lién quan gi dén céc chién dich email. Nhung chung lai thudng co6 ty 1¢ mo cao hon va thu hat
duoc su chu ¥ nhiéu hon. Néu duoc chu dang murc vé mat chién lugc, chung ¢ thé an chira nhiéu
stc manh hon ban tudéng. Sau day 1a mot so dac diém va cach lam hiéu qua ma ban nén can nhéc trong
nhitng email von van bi danh gia thap nay:

*Thir nghiém va giri email tw dong dang HTML. Dung gui email tu dong dudi dang van ban, boi vi
email tr dong HTML ¢6 thé gitip ban thong nhat hinh anh thuong hiéu. Néu ban chua 16 phién ban
email tu dong dang HTML trong nhu theé nao hay hoat dong ra sao, ban hay thir nghiém di.

*Kha nang phan phat email la quan trong - 6 moi noi. Trong mot s6 truong hop, thong diép chao mimng
tu dong (neu ban giri email d6) c6 thé 1a email dau tién ma ngudi dang ky moi nhén dugce tuor ban. Hay
bao dam rang ho c6 du moi thong tin dé chic chan day 1a email an toan, boi néu khong, c6 thé day
cling 1a email cudi cting ma ban giri duoc cho ho.

*Cung cap théng tin co ban ¢ dau va cudi email.

«C4 nhan hoa email néu c6 du dir liéu. Néu co thé, it nhét cling nén sir dung tén riéng ctia ngudi ding
ky trong cac email ty dong. Mot diéu dic biét quan trong 1a hiy sir dung cac théng tin c4 nhan hoa
trong tat ca cac email xac nhdn mua ban, boi ban hoan toan c6 thé truy cap nhimg dit liéu nay.

«T4n dung cac nd luc quang ba chéo. Cac cong ty nén dua thong tin vé cac chuong trinh khuyén mai
va qua ting vao ndi dung cua email ty dong. Nén kiém tra va xoay vong str dung cic ndi dung nay
thudng xuyén, va ching ciing phai nhat quan v6i phan ngdn ngir con lai trong email dé tranh cam giac
ghép dan guong gao. C6 nhidu dao luat khac nhau lién quan t6i email giao dich va email marketing
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(nhét 12 & M¥), vi thé néu ban mudn ban hang chéo, hiy nhd tuan thu dang muc dich giao dich co ban
cua email.

*Kiém soat dong Tiéu dé va Nguoi gui. T6i da tung nhin thy nhiing dong Tiéu de gom mot hang dai
cac con s va nhitng dong Tiéu dé trong tron. Dong Ngudi g 13 yéu t6 then chdt quyét dinh viée
ngudi nhan c¢6 doc email hay khong. Hiy hién thi tén thuong hiéu ctia ban ¢ dong Ngudi giri trong
email tu dong ngay ca trong truong hop dia chi email & dong Nguoi giri khac véi dia chi email cla cac
chién dich email khéc cta ban.

*Théng tin lién lac v6i bo phan chim soc khach hang rat quan trong. Hay dat duong dan toi cac
website lién quan toi cham soc khach hang trong cac email tw dong. Hay cung cap email va s6 dién
thoai cua bd phan cham s6c khach hang trong cac email nay dé tao diéu kién thuan tién cho nguoi
dang ky.

*Tranh str dyng nhiing ngdén ngir yéu cau ngudi nhan khong tra 161 email tw dong. Nhimg cau nhu “Dia
chi email nay khong tiép nhan email hoi dap” c6 thé tao khoang cach gitta ban voi khach hang, du 1a
khach hang hién tai hay tiém ning. Ban nén c6 mot dia chi email diéu huéng danh cho nhiing phan hoi
ddi voi cac email ty dong.

*Theo ddi cac email phan hdi email tu dong. Kiém tra k§ dé chic chin rang cac email nay déu dugc
doc va chuyén tiép cho cac bd phan lién quan. Mot sé nguoi dang ky sir dung chire ning Phan hoi Téi
dé dang ky thoat khoi chuong trinh hodc ding ky mua san pham. Hiy lam sao dé cac nhém phuc vu
khach hang chiu trach nhiém xir Iy nhiing thong tin phan hdi nay phai chuyén tiép ching téi cac bo
phan lién quan dé xur 1y tiép.

*Sur dung dia chi IP riéng. Mot cach lam hi€u qua 1a gui email tuy dong tr mét nhém dia chi IP riéng,
khac voi nhitng dia chi dung dé giri email marketing. Néu c¢6 van d& véi viéc phan phéat email, c6 nhiéu
kha ning van dé d6 lién quan t6i khia canh marketing do s6 lwong email 16n, danh sach nhiéu va noi
dung quang ba. Viéc phan tach hai loai email d6 giup ban c6 1ap cac van dé phat sinh trong qua trinh
phan phat email dong thoi tranh cho cac email ty dong khoi bi anh huong.

*Gri kém duong dan t6i phan dang ky chuong trinh email/trung tAm lia chon va ndi dung lién quan
dén thué bao email. Nguoi nhan cé thé khong hay biét 1a ban con nhitng chuong trinh dang ky email
khéc.

*Hién thi thanh site Navigation trong tt ca cac email tu dong (trong trudng hop ban mudn ngudi ding
ky truy cap website cua minh).

Dua 6 tim kiém vao email ty dong. Diéu nay co thé gia ting dang ké luu lugng truy cap website cua
ban.

*Gri kém bat ky duong dan nao lién quan dén thong diép giri tw dong. Chang han, dung ding lai ¢
thong tin rang san pham khach hang dit mua da dugc van chuyén, hay giri kém duong dan theo doi
qua trinh van chuyén cua san pham.

Dung chi dya vao hinh anh dé truyén tai thong diép. Hiy bao dam rang cac thong tin quan trong —
trong d6 bao gom 10i kéu goi hanh dong va duong dan téi phan dang ky thoat — khong chi duoc lién
két v6i cac hinh anh. Viéc nén hinh anh c6 thé khién email ctia ban trd nén vo gia tri va co nguy co trd
thanh email bat hop phap (néu né khong hién thi dudng dan toi phan ding ky thoat).

*Hay cén trong va bao dam ring tat ca cac email ty dong déu tudn thu theo dao luat CAN-SPAM, va
bao gom thong tin vé thi tuc dang ky thoat va dia chi thuc té. Email ctia ban s& hoan toan hop 18 néu
ban bd sung nhitng yéu cau nay.

76
https://thuviensach.vn



*Hay sang tao. LinkedIn da rat xuat sac khi thiét ké cac thong diép gui tu dong (chang han, khi c6
ngudi giri ban yéu cau trén LinkedIn). Ho dwa ra cac con sb thong ké ngdu nhién ¢ phan dudi email.

Mic du email tu dong thudng nam cudi danh sach cac viéc can lam ciia chuyén gia thi truong, song
ching c6 thé tac dong 16n khong nhitng dén kha nang phan hdi ma con téi mirc d trung thanh cta
ngudi dang ky. Ping dé nhitng thong diép tu dong ndy anh hudng tiéu cuc dén cac nd luc email
marketing khic ma ban da va dang vét va thuc hién.
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SU THAT 30

Str dung dong chir ky

D6i véi toi, su thanh cong clia email marketing luén nam & nhimng diéu nho nhit — mot dong chan
trang duoc nghién ngdm k§, mot thong diép quang ba chéo duoc dat ding chd, hay mot dong Tiéu dé
day tinh thuyét phuc di duoc thir nghiém dé ching to ring né da san sang. Vi thé khéng c6 gi ngac
nhién khi lic nao t6i ciing mat thoi gian can nhic xem phan chit ky cia minh di hop 1y chua, dong
thoi phan tich dong chir ky cua nhitng ngudi da gui email vao hop thu cuia toi.

Phan chit ky dugc dat dudi phan noi dung cua bat ky email ca nhan nao, va nguoi str dung c6 thé tir
tao ra phan nay dé s dung trong hau hét tit ca cac ing dung giri nhan email. Ban dau, muc dich st
dung chinh cua né 1a cung cap thong tin lién lac co ban, nhung cling nhu email marketing, né dan dan
bién d6i tro thanh mot thong diép marketing truc tiép tinh té hon. Chit ky & email khac nhau tily theo
mdi ngudi, mdi cong ty va mdi vi tri 1am viée. Tuy nhién, thudng thi trong nhimg phan chit ky email
giao dich, chung ta déu bo 15 nhing co hoi danh bong thuong hiéu va khuyén khich ngudi nhan co
phan g truc tiép.

Chung ta hay cung nghién ciru cach nang cép chir ky email ctia minh tré thanh mot thong diép
marketmg bd sung gi4 tri ma bét ky ai nhan duoc email ctia ban ciing c6 thé nhan thiy (khong dé nham
13n v6i cac chién dich email cta cong ty).

Thong tin lién lac

Day 1 phan phd bién nhit trong cac chit ky email giao dich, va ¢ day ban can cung cap nhiing thong
tin co ban vé cach nguoi nhan co thé lién hé véi ban trong tuong lai, chirc danh/vi tri ctia ban trong
cong ty, va duong dan URL t&i website ctia ban. Tuy rang dia chi email ctia nguoi guri cling ¢6 thé
dugc hién thi & phan Ngudi gir, song nhiéu ngum van mudn truc t1ep bd sung dia chi email cua ban
vao danh séach lién lac cta ho; vi thé, hiy tao diéu kién thuan loi dé ho co thé trich xudt, hay cat dan tat
ca cac thong tin lién lac cuia ban vao ctra s6 Outlook. bay la mdt chi tiét dac biét quan trong ddi véi
nhitng nguoi lam kinh doanh. Mgt email lién h¢ li¢u c6 ich gi khi n6 tip trung vao nhi€ém vu kinh
doanh (té nhi hodc cong khai) nhung nguoi nhan lai kho c6 thé tim thdy thong tin lién hé hodc phan
thong tin nay khong dugc dé cap dén?

Nhit quan

That ngac nhién khi nhan email tir cac cd nhén khac nhau trong cung mot cong ty nhung phan chir ky
ctia ho lai str dung mau sic khac nhau, thong tin khac nhau vé cong ty, va kiéu trinh bay khéac nhau.
Mic du that kho ma ap dit cac tiéu chuan chung cho toan cong ty (it nhét 1a cac cong ty 16n) voi
nhimg thir von duoc coi 13 ¢4 nhan nhu phan chit k¥ email, nhung van nén khuyén khich su nhat quan
khi thiét ké phan nay. Suy cho cing, ban khéng mudn nhin thiy céc thong diép marketing khac nhau
mdi 1an ¢6 ai d6 trong cong ty lién hé véi mot khach hang tiém ning.

Font chit va mau chit & phan chit ky email ¢6 vé chi 1a nhiing thi nho nhit, nhung chiing lai phan anh
hinh anh cta cong ty ban trong cac lién lac qua email. Hon nira, mot s6 hinh anh, font chit va mau chir
c6 thé bi chan va chiing trong that gém ghlec trong hop thu ctia ngudi nhan — va mang lai mot an
tugng manh mé ma ban khong hé mong muén.

Thong tin vé cong ty/vi tri thuong hiéu/khau hiéu (tagline)
T6i thuong ldy 1am ngac nhién mdi khi nhan dugc email tir ngudi ¢6 vi tri cao tai nhitng cong ty ndi
tieng the gidi ma phan chir ky email cua ho lai khong hé ¢ tir nao noi vé cong ty cua ho. Méac du dicu

nay co thé cho thiy ring ca nhan d6 hodc cong ty dé co dic tinh khiém nhudng, nhung t6i lai cho rang
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day la mot co hoi bi bo 13, néu xét vé khoan tién ma cac thuong hiéu lon bo ra dé nang cao sy nhan
biét thuong hiéu ctia minh. M6t thong tin tong quan ngan gon vé cong ty voi mot dong tagline hay mot
su dinh vi gié tri thuong hi¢u 14 diéu can phai cé trong bat ky chir ky email giao dich nio.

Trong tim marketing/phan thudng

Cac chuyén gia thi truong xuét sic van thuong luan phién thay dbi cac thong diép quang ba chéo va
quéang céo trong cac chién dich ngoai tuyén, email va tim kiém ctia minh. Vay tai sao ban khong thuc
hién diéu nay voi phan chir ky email cia minh nira nhi? Néu mot cong ty hay mot san pham méi nhan
duoc mot phan thuong hoac hi¢n dang td chire mot chuong trinh khuyen mai 16n, viéc dua kém mot
duong dan don gian & day c6 thé rat hop 1y. Didu nay ciing c6 thé gian tiép tao ra sy hing thu & ngudi
nhan.

Thu tin tac/blog/su kién

Gan nhu tat ca cic cong ty ngay nay déu c6 thu tin tirc va blog (¢ mure do it pho cap hon). Hay dua
duong dan toi nhitng cong cu xay dung mdi quan hé nay. Tuy nhién, t6t nhit ban khong nén quang ba
cho mot blog khong phai ctia cong ty minh trong phan chit ky email, trir trudng hop blog d6 chuyén vé
linh vuc hoat dong cua cong ty.

Mot khach hang ciia chiing t6i c6 mot cach 1am tuyét voi 1a ho dua thong tin vé nhimg sy kién sap xay
ra vao phan chir ky cia moi ca nhan. Néu ngudn doanh thu 16n cia cong ty ban phu thudc vao mot sy
kién nhu vay, thi con gi hiéu qua hon 1a dua nhiing thong tin nhu vay vao cac diém lién hé vdi khach
hang?

Tuan thu phap luat

Websurveyor thuc hién mot cudc diéu tra v&i 1.082 cong ty va td chirc khac nhau; theo do, gén 84%
noi rang cong ty/td chirc cua ho khong hé dao tao hay cung cap thong tin nao vé Dao luat CAN-SPAM
cia My (xem Sy that 39). Tir kinh nghiém cé nhén, toi nhan thiy gan 99% céc thong diép quang ba
trong email c4 nhan khong dé cap dén viéc ding ky thoat khoi chuong trinh.

DPao luat nay khong chi 1a nén tang cua cac “chién dich” email 16n, ma con 1a nén tang hoat dong cho
mdi c4 nhan 1am viéc trong mang kinh doanh khi ho giri email tryc tiép toi timg di tugng nguoi nhan
(email chinh 13 phién ban khac cua cac cudc goi dién lién hé ban hang v6i ngudi ma ban khong hé
quen biét). Bat ky ai dung email dé tim kiém co hoi kinh doanh méi déu nén dwa nhimng thong tin co
ban vé cach diang ky thoat khoi cac email ctia cong ty ho trong tuwong lai vao trong hodc bén dudi phan
chit ky. Viéc loai bo timg ca nhan khoi luc lwong ban hang khong phai 1a mot diéu dé dang, nhung day
1a diéu ma cac cong ty c6 luc luong ban hang phai gidm sat chit chg.

Du ban 1a nguoi lién hé voi khach hang, 1anh dao khdi ban hang hay dai di¢n cham s6c¢ khach hang,
ban ciing nén suy nghi lai vé cach minh lién hé voi tat ca moi nguoi trong nhiing email hang ngay ban
gui di. Va ban c6 the bat dau can nhac lai tir phan chit ky email.
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SU THAT 31

Nhiing 161 khuyén cho phan dau va chan email dé thiét ké email hiéu qua hon

Khoé khian 13 ¢ tiéu tiét — diéu nay ciing ding ca v6i email marketing nita. Trong khi nhiing dé tai rong
nhu thir nghiém, kha nang phan phat va thiét ké thuong duogc cac chuyén gia thi truong ban luan nhiéu
hon, thi viéc st dung phan dau va chan trang trong timg email — von van it dugc dé y — lai 13 nhan t6
thiét yéu trong cac chién dich ctia ban. Do d6, ban nén danh thoi gian dé dinh ky dénh gia cach st
dung nhiing phan nay.

Chuing ta hay dé cap dén cac yéu t6 tao nén phan dau va chan trang hiéu qua ciing nhu cach danh gia
va to1 uu hoa ching. T6i khuyén ban nén can nhac nhirng muc nay, nhung ban khong nén vi thé ma
lam ddc gia xao lang khdi thong di€¢p chinh.

Ding ky thoat/thay d6i thong tin dang ky/trung tAm lia chon — Hay bat dau véi nhitng gi 16n lao
trude. Trén thé gidi nay kho c6 thé tim duge mot dao ludt chong thu rac khong yéu cau ban giri kém
duong dan Ping ky thoat trong cac email thwong mai. Phan nay thuong duoc dit & cudi email, boi
khong ai mudn nd 1a didu dau tién dap vao mét nguoi dang ky ca. Két hop véi yéu cau nay, cac chuyén
gia thi trudng ciing nén tao cho ngudi sir dung co hdi thay doi hinh thirc email ttr dang vén ban sang
dang HTML (hodc nguoc lai), dang ky nhén cac thu tin tirc khac, hay thay d6i tan suat nhan email.
DPong thoi, ciing nén luu y rang c6 thé s& c6 ngudi dugc chuyén tiép email cua ban, do d6 hiy tao diéu
kién dé ho ciing dé dang dang ky.

«Phat tan/Chuyén tiép — Phan “Chuyén tiép cho ban bé” khong nhat thiét phai nim cb dinh & dau hay
cubi email, nhung ddy chinh 13 noi dé dang va théng nhat dé tiép nhan marketing truyén miéng tur
nhiing nguoi dang ky. Ban ciing nén dua no vao phan than email va suy nghi linh hoat vé cach st
dung. Chang han, muc “Chuyén tiép cho ban bé” c6 thé s& khong phu hop trong mot email lién lac
giita hai cong ty ma ndi dung ctia email d6 1a gi6i thiéu mot 16i dé nghi danh riéng cho ddi tac.

eDanh sach tring — Chién dich email du c¢6 xuat sdc toi ddu ciing tré thanh v6 nghia néu khong c6
nguoi tiép nhan. Mot cach giup ban bado dam rang nguoi dang ky s€ tiép tuc nhén email cua ban 1a yéu
cau ho dua ban vao so6 dia chi hay danh séach trang ca nhan. Sau day 1a mot mau d€ nghi nhu the:

Dé bao dam ring ban ludn ludén nhan duogc cac thu tin tic cla cong ty t6i, hiy bd sung dia chi email
newsletter@company.com vao so dia chi hay danh sach trang c nhan cta ban.

«Ché d6 xem nhu trang web/phién ban c¢6 thé in duge — Véi cac nguy co nhu hinh anh bi chin, duong
dan bj pha v& va cac van dé khac anh huong dén email, phan ddu va chin email 13 noi gitip nguoi nhan
doc email ctia ban nhu mot trang web hay 13 noi hién thi mot phién ban c6 thé in duoc. Phién ban in
nghe c6 vé 15i thoi, song nhiéu ngudi van thich luu mot ban thu tin tirc hay mot 101 dé nghi dic biét
nao d6 dé tham khao sau nay. Vay tai sao lai khong tién thém mot bude? Sau day 1a mot vi du minh
hoa:

Vui long an vao dudng dan nay dé xem phién ban co thé in dugc.

*Quang ba chéo — Quang ba chéo cho cac chuong trinh thu tin tirc, san pham hay dich vu khéc 1a diéu
bat budc doi véi hau hét moi chién dich email; nhung mot cach lam té nhi va hiéu qua dé thuc hién
nhi¢m vu trén 1a st dung phan dau hoac chan email.

*Dich vu khach hang/thong tin lién lac — Hay lam cho cac chién dich email cia ban tré nén hiéu qua
hon ve mat chi phi bang cach dé ngudi sir dung blet duoc cach lién hé voi ban qua email (thay vi cung
cAp mot tong dai goi mién phi ma ban phai tiéu tén tién bac dé duy tri n6); hay t6t hon, hdy cung cap
cho ho phan FAQ (céc cau hoi thuong gip) co dudng dan tir phan chan email. Theo quy dinh cia hau
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hét cac dao luat chng thu ric, ban ciing phai cung cap mot dia chi that nita.

*B6 nhd — Mot s6 ngudi st dung co thé mong mudn tim hiéu thém théng tin tir ban va nhitng email
ctia ban, vi thé héy cung cap mot duong dan dé tim dé truy cap vao muyc luu trif cac email va thu tin
tirc ban da gui. Diéu nay ciing gop phan nang cao lwu lwong truy cip website dong thoi thu thap thém
nhiéu nhan méi trong méi trudng kinh doanh theo kiéu cong ty-cong ty.

*Tim kiém — Véi nhiing nguoi mong mudn tim hiéu thém thong tin vé san pham ctia cong ty ban, hay
dé ho tim kiém dung tht ho can. Ban c¢6 thé bd sung mot 6 tim kiém & phan chén email — diéu nay co
thé duy tri toan ven sy lién lac c4 nhan giita ban va nguoi nhan ma khong dé mét ho vao tay Google.

*Thanh di chuyén trén trang web — Muc dich duy nhit ctia nhiéu chién dich email 1a gia tang luu luong
truy cap website. Vi viy, mot (hodc toan bd) phan dau hodc chan email phai ¢6 phan tim hiéu vé
website (du day khong phai 1a muc dich cta ban).

*Quang c4o trong thur tin tirc — Mot s6 thu tin tirc 1a cong cu hai ra tién (nhu DailyCandy chang han).
Ngay ca khi ban dang khong dat dugc doanh thu nhung van muon thuc hién di€u do, vay tai sao lai
khong tao sy dé dang cho nguoi khac khi ho muon tai trg cho chuong trinh thu tin tire cua ban?

*Chinh sach bao v¢ quyén riéng tw/cac van dé phap 1y — Pay khong phai 1a viée gi tha vi, nhung lai hét
strc can thiét. Chinh sach bao vé quyén riéng tu (ban dung quén dwa vao ca nhiing chinh sach lién quan
dén email nira) thuong gitp tran an ngudi str dung rang cac thong tin cua ho dang duoc guri gam O noi
dang tin cdy. C6 thé ho tham chi con khong doc noi dung phan nay, nhung viéc dé duong dan téi do &
trong email ctia ban s& gay dung dugc niém tin & ngudi sir dung, dong thoi d6 ciing 1a mot hanh dong
co trach nhiém.

*Théng tin vé ban quyén — Mic du khia canh nay khong dugc ap dung nhiéu, song nhiing thiét ké dep
va ndi dung dem lai nhiéu thong tin ctia ban xtirng dang nhan duogc su ddi xu tuong tu nhu website.
Nhimng luu ¥ vé ban quyén c6 thé khién mot blogger nao dé ngimg ngay y dinh an cap ndi dung hay
thiét ké cua ban dé sir dung nhu chinh san pham ctia minh.

«Thong tin ddi tic — Mot sb cong ty thiét ké hay cong ty email dé nghi (nhung dimg dé ho 1a nguoi chi
huy) giam chi phi dich vu cho ban néu céc chién dich email ctia ban ciing dong thoi quang ba cho cac
dich vy email cua ho. Dong chir “Powered By” (dugc trinh bay boi) gan phan chan email thuong la
mot cach hay glup chuyén gia thi truong tiét kiém duoc mot sé khoan chi phi bang cach hién thi tén
cong ty thiét ké hay cong ty trién khai chién dich email.

Toém lai, viéc “choi dua” véi cac phan dau va chan email s& khong ngay lap tirc dem lai thay dbi dang
ké nao cho cac chién dich email ctia ban, nhung né s& cung cp nhiéu thong tin hiru ich cho ngudi
nhan, d6ng thoi bao quat thém nhiéu khia canh thong tin cho ban. Pung bo qua nhiing khia canh nén
tang nay néu ban thuc hién mot chuong trinh email marketing 16n, va nhé thudng xuyén kiém tra
chung.
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SU THAT 32

Kiém tra chuwong trinh email hang nim

C6 thé ban s& nhanh chéng bi bao vay giita mot rimg nhiing chuan do ciia chién dich hay khi nghién
ctru ty 1€ mua hang chia theo ting phan khuc trong co s¢ dit li€u email ctia ban, nhung ban ciing nén
thudng xuyén luu tim t6i “bire tranh 16n”. Thuc hién mot cude ra soat nhanh chong ddi véi cac chuan
do, phuong phap thyc hién chuong trinh, cting nhu cac chién luoc s& gitip ban phat hién ra cac 16
héng, qua d6 cing cb lai ching va dua ra nhitng budc cai thién. Theo toi, hang nim ban nén klem tra
va danh gi4 nhitng thanh cong va that bai ciia minh. Do viéc nay c6 thé ton thoi gian (nhung rat déng
dau tu), to1 da vach ra mot s6 diém co ban dé ban luu y trong ph?m dudi day.

Viéc quyét dinh xem nén kiém tra céi gi c6 thé kha kho khan, nhung d6 1a budc di dau tién can thiét.
To1 khuyén ban hay can nhac vé nhitng yéu to sau:

*Tinh hitu dung — Pay 13 mot diém thudng bi bo qua trong cac thong diép email marketing. Khi ra soat
lai tAt ca cac thanh phén trong email tir goc do ngudi st dung, ban sé co thé danh gia dugc mot cach co
ban vé nhiing gi hiéu qua (va nguoc lai) xét tir khia canh tinh nang. Hay nhin cac thong diép ctia ban
va dat minh vao vi tri ciia ngudi tiép nhan ching. Hay dit ra nhitng cau hoi nhu:

- Céc thong diép ctia minh c6 dé theo ddi khong?
- Lo1 kéu goi hanh dong c6 rd rang, ranh mach khong?
- N6 ¢6 qua nhiéu chit va khién ngudi doc phan tim khong?

- Céc thong diép cua minh c6 nang vé phan hinh dnh khong? (Hay nhé: Mot s phan mém giri nhan
email tat tinh nang hién thi hinh anh.)

- Minh c6 thé hién rd rang muc dich cta tirng email & phan Tiéu dé khong?

- Phai ching minh dang cb nhét tat ca moi thir vao trong email? Hay 1a minh giri kém vao d6 duong
dan t61 website cia cong ty?

- N6i dung email c6 phu hop khdng? (Minh cé phan nhom khach hang khong?)

«Tuan thu dao luat chong thu rac — Mot trong nhing cau hoi chiing t6i thudng xuyén nhan duge nhat
tir cac khach hang hoat dong tai My la: “Cac anh c6 bao dam tuén thu ding theo dao luat CAN-SPAM
khong?” Cac diém co ban dung dé kiém tra sy tuén tha phap luat déu twong ddi dé dang, va can phai
thuong xuyén ra soatchung, nhat 1a trong bdi canh dao luat thay doi lién tyc nhu hién nay. Néu ban
chua thyc hién thao tac thiét yéu nay, hiy (dung tai khoan email ca nhan dé dang ky vao mot trong sO
cac chuong trinh email cua cong ty ban, r6i dong vai mot ngudi nhén email thong thuong dé kiém tra
xem ban c6 dang thyc sy tuan thu dao luat chong thu rac hay khong.

+Chinh sach bao vé quyén riéng tu — Dy chua bao gid 1a mot chi dé hip dan ca, nhung c6 thé nhimg
hé qua ctia n6 khong chi dung lai & email marketing. Mac du to61 khuyén ban dua n6 vao hoat dong
kiém tra hiang niam, nhung ban ciing nén c6 ké hoach kiém tra sudt ca nam. Chinh sach bao vé quyén
riéng tu cua ban phai lam dugc nhitng viéc nhu sau:

- Tao su dé dang cho nguoi sir dung

- Trinh bay 0 rang y dinh st dung thong tin cd nhin cua khach hang
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- Tuan thu luat phap
- C6 duong dan t6i nhitng website trung 1ap nhu TRUSTe
- Huéng dan cach lién hé v6i ban khi c6 van dé vé quyén riéng tu

«Thong tin vé chién dich — “Tinh yéu khit khe” ciing 1a diéu c6 thé xay ra véi email marketing. Mot
cudc ddi thoai thuong it duoc dé cap dén giira cac chuyén gia email marketing 1a: “Chung ta ¢ nén bo
email nay di khong, hay tai sao chiing ta lai khong loai bé email kém hiéu qua nay, khi ma né khong
gitp ich gi cho cac myc tiéu chién luge ca?”. Mit khac, co thé da dén liic nghi t6i viéc thém thu tin tic
moi, chuong trinh khuyén mai, hodc chi don gian 13 nhing chién dich email méi sang tao hon. Néu
ban khong biét chic chin rang mot loai email nao d6 (chéng han nhu email tin tirc) mang lai gié tri cho
nguoi dang ky hay khong, hay hoi y kién ho. Mot cudc diéu tra danh cho ngudi nhan email ¢6 thé hd
trg ban rat nhiéu trong viéc ra quyét dinh nén loai bo email nao, gitr lai email nao va diéu chinh email
nao.

«Séng tao — Email ctia ban trong nhu thé nao? Chung c6 phai 1a nhing san pham dep vi duoc ky cong
trau chudt hay chi 1a nhitng mau cat dan xau xi? Mot mau thiét ké email hap dan thoi chua du. Hay
kiém tra xem chung c6 cac yéu t6 sang tao nao khong, bai diéu nay khong chi giup lam dep email ma
con dong gop vao thanh cong cua ban nira.

*Khi kiém tra tinh sang tao ctia email, hay can nhac nhirng diém sau:

- Lo1 kéu goi hanh dong hay gia tri thuong hi€u cua ban c6 dugc hién thi & trang nhét trong thanh xem
trude khong (va dudi trang nhat)?

- Ty 18 hinh anh va chit viét c6 chénh 1éch nhau qua khéng? Noi cach khac, ban c6 sir dung qua nhiéu
hinh anh khong, hay email cta ban li¢u da du hap dan vé mat hinh anh chua?

- Ban ¢6 hién thj va st dung thuong hi¢u cong ty mot cach hop 1y va nhat quén khong?

- Ban ¢6 san nhiéu mau email dé bao dam rang email giri di cta bat ky ai trong cong ty déu trung thanh
va nhat quan véi thuong hi¢u va hinh anh chung cua cong ty hay khong?

*Tich hgp email — Néu nhom thyc hién email marketing ctia ban khong c¢6 su phdi hop chit ché voi
nhom marketing truyén thong, diéu d6 1a tot hay khong t6t? Cau tra 10i con tity thudc vao timg hoan
canh, nhung ban khong thé bo qua tAm quan trong cta viéc bao dam tinh nhét quan giira cac hoat dong
email va cac chuong trinh thwong hiéu va marketing tong thé. Email chi 1a mot khia canh lién lac gitra
khach hang va thuong hiéu cua ban. Hang nam, ban hdy danh gia lai email trong vai tro 1a mot phan
clia birc tranh 16n dé dam bao tinh nhat quan xuyén sudt.

*Thu nghiém — Ban c6 thir nghiém cac hoat dong email dé qua do diéu chinh chung cho t5t hon
khong? Tai sao lai khong thir nghiém mot chién dich email ciing nhiéu hop phan trong d6 trudc khi
nhiam mét nhan nut gui cho toan bo danh sach khach hang? Bén canh viéc thir nghiém thong thuong vé
ndi dung dong Tiéu dé, viéc thir nghlem cac y tuong email mdi cling 1a mot cach tuyét voi dé thu nhan
phan hdi ciing nhu cac dit liéu vé phan tng thuc sy cia ngudi sir dung trude khi dau tu thém ngudn
luc thuc hién cac ¥ tudng méi. Ngoai ra, trinh bay nhitng két qua kiém nghiém thuc té thay vi chi néu
1én nhimg suy nghi tryc giac ciing 1a cach tt nhat dé thuyét phuc lanh dao.

*Su phu hop — Kha nang dem lai nhitng thong diép marketing phu hop va huéng diung dbi twong chinh
1a diéu tao nén su hip din cua email. Hay kiém tra cic chuén do dé biét xem ban c6 dat duoc tiéu chi
phu hgp hay khong Nguoi nhan c6 phan tng trude cac thong di¢p cia ban khong, va ho c6 hanh dong
theo mong muon cia ban hay khong? Ban c¢6 dua cho ho nhig lwa chon, nho d6 ban c6 thé diéu
chinh ndi dung cho phu hop véi so thich cta ho khong? C6 rat nhiéu cach khién email cta ban trd nén
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phu hop véi ngudi nhan.

*Bét diu méi — Tuong tu nhu hau hét cac khia canh chinh khac trong cong viéc cua ban, moi thir s€
hiéu qua hon néu ban trung thuc véi ban than va kiém nghiém xem diéu gi dem lai két qua tt, didu gi
can cai thién. Email marketing thay d6i khong ngimg, vy tai sao ban lai khong kiém tra dé danh gia
cac hoat dong chién lugc va chién thuét cua cac chuong trinh email marketing? Néu ban doc cudn sach
nay, tirc 1a ban c6 mong mudn cai thién chuong trinh ctia minh, vi vy thyc hién thém mdt bude nay
cling ddu phai 1a didu gi qua kho khan.

84
https://thuviensach.vn



SU THAT 33

Cac diém co ban ve sy phan phat email

Kha nang phan phat, chuan do kha ning thanh cong cua ban trong viéc dua email t6i tay ngudi nhan
cu01 cung, tir 1au da trd thanh mot thanh t6 quan trong trong email marketing va ddy ciing la khia canh
can duoc danh gia va diéu chinh thuong xuyén. Trude nhimg tac dong tiém tang vé mit tai chinh va
phap luat cta thu rac, cic nha cung cp dich vu internet cling nhu cac doanh nghiép déu khong ngimg
tim nhirng bi¢n phap bao v¢ nguoi st dung cua minh. That khong may, trong khi lam nhu vay, ho
cling vo tinh ngin chin va loc bo nhimng thong diép email thuong mai hop phap (con goi 1a yéu td tich
cuc gia).

Néu ban nghi minh khong can ban tim t&i kha nang phan phat ctia email, hiy can nhic vé thuc té 1a
chi ¢6 khoang 75% email duoc giri voi sy cho phép ctia nguoi nhan 13 dén duoc hop thu cua ho. Pidu
can rit ra & day 1a tinh trung binh, khach hang cta ban khong nhan dugc 1/4 lugng email ma ban giri
di. Mot s6 luong co hoi 16n da tudt khoi tay ban, va n6 xing dang dugc ban luu tam. Hay ty hoéi: Minh
s& gap nhirng rui ro gi khi bé qua cac van dé lién quan téi kha ning phan phat email; hay cau hoi hay
hon 1a: Minh ¢6 thé bo 1& nhitng thanh qua nao?

Hay thyc hi¢n nhiing vi¢c sau dé bao dam rang email cua ban téi dugc tay ngudi nhan:

*Bao dam rang cac chuong trinh truyén thong 16n ciia ban déu duge nhitng doc gia gia tri nhat cta ban
— tlrc 1a nhitng ngudi da cho phép ban quyén dugc ti€p thi vai ho — tiép nhan.

*Ap dung cac phuong phap guri email t6t nhat — diéu nay sé& khién nhiing ngudi “canh cong” ciia cac
nha cung cip dich vu internet cha ¥; va co thé ho s& ting thuong cho ban bang cach gitip dua email
cua ban tdi tan hop thu cuia nguoi s dung.

*Hay biét r cac email ciia ban bi chin lai khi nio, & dau va tai sao chiing lai bi chan, tir d6 c¢6 thé diéu
chinh cac chién dich trong twong lai.

Khéng c6 mot mon khoa hoc chinh xac ndo vé kha ning phan phat email. Ban khong thé sir dung danh
sach nhimg viéc can lam hay mot tién duoc nao dé dam bao ty 18 phan phat hoan hao, nhung ban cang
biét nhiéu thi cang tét. Tuy nhién, c6 mot sb 1y do giai thich cho cau hoi tai sao mot nha cung cép dich
vu internet hay mét bo loc email cua doanh nghiép lai chan thong di¢p cua ban.

«Danh tiéng ctia ban thap. (Dia chi IP ctia ngudi giri timg gy an tuong x4u vi nhitng hoat dong gt
email khong tot.)

*N0i dung cua ban bi cho la khong phu hop — diéu nay thuong dan dén nhiing 16i phan nan/khiéu nai
vé cac thong diép ciia ban. (C6 ngudi di 4n nut bao cdo email cta ban 1 thu rac.)

*Ban lién tuc giri email tdi cac dia chi trd lai email trong danh sach cua minh.
*Cac thong diép cua ban chira dung nodi dung gidng thu rac.

Ban c6 thé tham khao mot s6 viéc lam dudi day dé cai thién dong thoi bao dam ty 1é phan phép email
cao.

Biét minh dang dtmg ¢ dau
Budc dau tién 1a tim hiéu xem cac email cta ban ¢6 t6i duwoc hop thu ciia ngudi nhan hay khong. Day

1a lac ban tim hiéu phan thong tin vé cac email bi tra lai trong phan cac chuan do, sir dung kién thirc
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cling nhu cac dau mai lién h¢ cta doi tac chuong trinh email cia ban.

C6 mot sd dich vy giam sat kha nang phan phat email, trong do6 ho cai cac dia chi email vao tat ca cac
nha cung cép dich vu giri nhan email 16n, nhd vay ban c6 thé biét rd email ciia minh c6 téi dugc hop
thu cua nguoi nhén hay khong. Bung qua phy thuge vao chuan do “da giri email” trong céc béo cao ve
chién dich ma ban nhan duoc tir nha cung cap dich vu hay phan mém email marketing. Con s6 bao céo
¢ day khong tinh dén nhitng email bi lgc ra hay bi chdn lai. Ban c6 thé biét mot sb thong tin bfmg cach
nhin vao phan mé email theo timg mién. Néu ty 1é md email trung binh ctia ban 14 30% trong khi ty 1&
d6 & phan cac dia chi Hotmail lai 1 0%, rd rang 13 tinh hinh phan phat email ctia ban dang gip van dé!

Hay can nhac nhitng cach lam hi¢u qua sau

Kha nang phan phat email c6 thé 1a mot chu dé phuc tap, nhung hiy nhé ring diéﬁ:u quan trong nhat ma
ban c6 thé lam 1a thyc hién nhiing phuong phép email marketing hi¢u qua. Cu thé hon, hdy lam nhiing
viéc sau day:

*Dam bao rang danh sach email ciia ban duoc quan 1y t6t va sach s&. Loai bé nhing dia chi tra lai
email cung khoi co s¢ dir lidu.

«Chi gri email cho nhitng ngudi yéu cau ban giri va cho ho biét vé qua trinh ding ky thoat.
«Tuan thu tit ca cac quy dinh lién quan vé chong thu rac.

*Gri email ¢6 ndi dung pht hop véi tan suét hop 1y.

Xac thuc

Mot cach ma nhimng chuyén gia trong linh vuc email dang ap dung dé giai quyét van dé thu rac, dong
thot gitp cac thong diép hgp phéap té1 duge hop thu ciia nguoi nhan 1a tinh x4c thuc cua email. Su xéac
thuc o dﬁy la danh tinh cua nguoi gﬁ:i Muc dich cta né 1a két ndi va xac nhan ngudi giri email v6i nha
cung cip dich vy internet — ngudi ndm gitr “chia khéa” vao nha ngudi str dung email. Tam quan trong
cua hoat dong xac thuc email ngay mot gia tang va n6 ngay cang dugc dua vao ap dung rong rai. Muc
tiéu cda no la:

«Cho phép ngudi nhan xéac dinh va tir chbi nhitng email trong d6 ngudi giri mao danh ngudi khac,
dong thoi ngan nhitng ké gia danh chuyén gia thi truong cua céc thuong hiéu hop phap gui thu rac
hoac khai thac thong tin nguoi sit dung nham muc dich xau.

*Cho phép nguoi su dung email tin tudng hon vao tinh hop phap cta cac email ho nhén duogc.

Pé xac thuc email, ban ¢ thé s& can dén su hd trg ctia bo phan cong nghé thong tin hodc ddi tac thuc
hién email marketing. Tuy nhién, ddy ciing 1a mot viéc nén lam bai cac nha cung cép dich vu internet
ngay cang coi email dugc xac thyc 1a mot déu hiéu tich cuc, va ho s& co kha nang phan phat email cua
ban nhiéu hon so véi khi ban khéng xac thuc.

Ra soat lai ngi dung va ngan chan nhitng bao cao thu rac

Néu email cta ban c6 dic diém gi d6 chung véi thu rac, né s€ c6 nguy co bi loc hoac chan lai giéng
thu rac. Nhung lam sao ban biét email ctia minh trong c6 vé giéng thu rac? Pdi tac thuc hién hay cung
cap dich vu email marketing cua ban nén dua ra nhitng c6ng cu c6 chirc nang canh bao néu co bat ky
tir, cum tir hay mé so nao tiém an rai ro trong email. Néu khong, hiy tim trén mang nhing nha cung
cap dich vu twong ty v&i muc phi twong déi hop 1y.

Duy tri ma ngudn an toan
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Céc email giri theo sy cho phép ctia ngudi nhan thudng bi bd loc thu rac chin lai vi ma nguon HTML
kém so v61 ndi dung thuc té. Do do, chat luong ma nguén email va su tudn thi cac chuidn ma HTML
tuong tmg ¢ vai tro rat quan trong va ching can duoc kiém tra thuong xuyén dé tranh nhiing van dé
khi phan phat email.

Thudng xuyén dénh gia va ap dung nhitng phuong phéap thuc hién tot nhat ddi v6i email

Kha niang phan phat email c6 thé la mot chu dé phirc tap. Hay nho rang dleu quan trong nhét ban co
thé 1am 1a thuc hién va thé hién ring minh 4p dung nhing phuong phap t6t nhat. Hay bao dam rang
ban giir gin mdt danh sach khach hang sach s&, loai bo nhitng dia chi tra lai email cing, huéng dan thu
tuc dang ky thoat, tuan thii cac dao luat chdng thu rac va giri email v6i tin suét hop 1y.
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Su nhét quan

Sau khi thong di€p cua ban tiép can dugc hop thu cua ngudi nhén, ban con mét thach thirc nira phai
vuot qua — do 1a sy nhat quan. Nhat quan ¢ day dugc hicu la email dugc hién thi theo dung y dinh cua
ban & tat ca cac nha cung cap dich vu giri nhan email va céc giao di¢n webmail khac nhau.

Hau nhu tit ca cic chuyén gia thi truong déu thich giri email HTML vi hinh anh trong d6 khién thong
diép email trod nén hip din hon ddng thoi cing ¢ thém cho thuong hiéu cta ban. Pay 1a mot loi ich
16n cua viéc giri email cho timg c4 nhan. Tuy nhién, nhiéu nha cung cap dich vu email (hay hop thw)
ndi tiéng nhu Gmail, Outlook va Hotmail lai c6 ché d6 mac dinh nén hinh anh trong email HTML.
Diéu nay c6 nghia 1a thay vi hinh anh ma ban ky vong ngudi nhén s€ nhin théy, ho lai chi nhin théy
mot chit “X” mau do hodc ddu hiéu nao d6 twong tu thé hién rang hinh anh ban gui di da bi nén lai.
Néu ban dat 1o kéu goi hanh dong hodc phén 16n nhitng thong di€p xay dung thuong hi€u vao hinh
anh, ngudi nhan cé thé s& khong théy duoc nd. Vi thé, diéu dic biét quan trong 1a tim hiéu xem cac
thong diép email cia ban trong nhu thé nao khi chiing t6i tay ngudi nhén.

Phan 1én cac nha cung cép dich vu email déu cho nguoi st dung quyén lya chon thay ddi ché do hién
thi hinh anh d6i v&i mot sb hodc tat ca nguoi gl email dén. Do d6, néu ban c6 mbi quan hé tt véi
ngudi nhan va ho cling mudn nhén cac thong di€p email cua ban, ban c6 thé tit ché d6 nén hinh anh.
Tuy nhién, ngay ca khi ngudi nhan s& lam nhu thé, con dudng ban di van chua thé quang dang boi ban
khong thé hoan toan chéc chin rﬁng trén thuc té ho s& thay ddi cac lua chon trong email nham cho
phép hién thi hinh anh trong email. C6 mot s6 viéc ban c6 thé lam dé bao dam rang cac email HTML
ctia ban s& dugce hién thi gﬁn vO1 mong muén ctia ban nhat, bt ké nguoi nhan st dung nha cung cép
dich vu email nao hay ché d¢ hién thi hinh dnh c6 duogc bat hay khong.

Cac van dé vé tinh nhat quan khong chi dirng lai & viéc hinh anh bi chin, ma chiing con anh huéng t6i
cac dac tinh riéng biét khac ctia cac nha cung cép dich vu email va cac giao di€n webmail khac nhau.
C6 rét nhiéu khia canh nho 1 trong qua trinh thiét ké va ma héa email tic dong téi cach hién thi email
ctia ban. Day 1a mét trong sb nhiéu Iy do tai sao phan 16n cac nha thiét ké noi chung déu khong thich
thiét ké email.

Hiéu dicu gi dang xay ra va kiém tra thau déo

Hay bét ddu bang cach danh gia danh sach ding ky email that k§ cang dé tim hiéu xem ho str dung cac
mién email ndo. Chang han, c6 thé 25% s nguoi dang ky dung Yahoo! Mail va 20% dung Gmail.
Thong tin nay s& gitip ban biét dugc minh can phai thir nghiém doi twong va ai can dugc chu y dac
biét.

Phan 16n cac nghién ctru déu cho thay nguoi tiéu dung st dung nhiéu nha cung cip email khac nhau.
Tat nhién, nhitng ngudi trong danh sach cua ban cling vay, nhung hau hét cac bao cdo déu cho thay
bon nha cung cap email hang dau 1a Yahoo, MSN, Gmail va AOL (theo thur ty).

Tbi doan chéc réng ban da tung tai mot phﬁn mém email trén mang, vi vay han ban d3 biét viéc 1ap tai
khoan thir nghiém véi timg nha cung cap 1a rat d& dang. Néu 1a chuyén gia thi trudong theo md hinh
B2B, ¢6 1& ban sé& giri email cho nhitng nguoi str dung Outlook hay Lotus Notes nhiéu hon; vi thé, hiy
cai cac chuong trinh nay vao may tinh dé thir nghiém hodc st dung dich vu phan phat email. Tir do,
ban nén thir nghiém thong diép ¢ timg nha cung cap dich vu email, diéu chinh cho phii hop, rdi thir
nghiém lai cho t6i khi cam thay yén tam.

Biét can phai lam gi khi chirc ning hién thi hinh anh bj tat
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Trung binh ctr 5 email lai c6 1 email khong dugc hién thi va khong hi¢u qua vi ché do chan hinh anh.

Vi khong thé chic chin duoc rang ngudi nhan email HTML c6 xem duogc hinh anh hay khong, ban can
thyc hién nhitng budc can trong dé dam bao sy toan ven cia thong diép khi hinh anh khong duoc hién
thi. Nhiéu chuyén gia thi trudng cho rﬁng néu mot nha cung cip dich vu email ndo ngan chan hinh anh,
thong diép cua ho s¢ duoc ty dong chuyén sang dang van ban. Tuy nhién, suy nghi nay la khong dung.
Khi ché d6 xem hinh anh bi tat, nha cung cap dich vy email chi hién thi phan con lai khéng ¢6 hinh
anh cuia HTML, va diéu nay c6 thé dan dén nhiéu vin d& lién quan dén tinh nhét quan cua email.

Néu toan bo thong di€p cua ban 1a mdt hinh anh, ngudi nhan dat ché do chin hinh anh s& khong nhin
thay gi ngoai mdt dau hi¢u the hién rang hinh anh da bi chén lai.

Hay bao dam rang phan vin ban trong thong diép email HTML cta ban dé cép toi ca thwong hiéu va y
dinh cta ban ma khong can su hd trg cua hinh anh. Cy thé hon, bao dam ring cac dong tua dé va
duong dan ciing dugc hién thi ¢ dang chir viét thuan tay. Hay dau tu nhiéu thoi gian hon dé tao ra
nhiing van ban hap dan, mang lai hiéu qua ngay ca khi n6 két hop va khong két hop cung hinh anh.
Nhitng ngudi c6 dau oc sang tao thuong huong sy ch y cua ngudi nhan dén khia canh hinh anh cua
thong diép thay vi dén phan vin ban.

Mot 1an nita, thir nghiém sé& gitip ban tim dugc cach khic phuc van dé nay.
Pua ra moét lya chon thay thé

Néu ban guri kém duong dan doc email nhu mot trang web, ngudi nhan sé& co thém mot co hoi doc
email ding nhu y mu6n cua ban ¢ bén ngoai hop thu cua ho. Bing trude thuce té s6 lwong hinh anh bi
chan va s6 luong email dinh dang HTML bi pha hong ngay cang nhiéu hon theo thoi gian, nhiéu
chuyén gia thi truong da bat dau cung cap thém lya chon nay cho ngudi nhan. Nghién ctru gan day cho
thdy 78% cac cong ty dugc diéu tra giri kém duong din ma ngudi nhan co thé st dung dé doc thong
di€p nhu mdt trang web; trong khi do, ty 1€ nay nam 2005 chi 1a 59%.

Str dung ctra s6 xem trudc

Theo MarketingSherpa, khi dugc cung cip cira s6 xem trudc, 64% ngudi nhan sé s dung nd & ché do
mac dinh. Tur hop thu cua minh, ¢6 18 ban cting da biét duoc tim quan trong cua viéc dat nhimg phan
quan trong nhat trong email (vi du nhu 161 kéu goi hanh dong) 6 trén phan chuyen sang trang thur hai,
nh¢ d6 ma chiing duoc hién thi & ctra s6 xem trude. Ngudi nhan thudng quyét dinh xem minh s& lam
gi dya vao nhitng gi ho nhin thiy & 6 xem trudc.

Bén canh d0, 26,6% khach hang truc tuyén trong mgt cudc diéu tra cho biét ho st dung 6 xem trudc
nhiéu hon la xem toan by email.
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SU THAT 35

Thiét ké nhiing chién dich email trén dién thoai di dong

64% cac 1anh dao kinh doanh trong mét cude diéu tra cho biét ho thuong xuyén xem email qua di¢n
thoai di dong. Tuy nhién, vdi su phé cap cua iPhone va céc thiét bi dién thoai thong minh nhu
BlackBerry va Treo, viéc str dung email trén dién thoai di dong gio day khong chi danh cho nhitng
lanh dao ban ron nira. Chi phi ré va mong mudn bit kip xu thé thoi dai da va dang m¢ rong ddi tuong
st dung dién thoai di ddng, tir sinh vién cho tdi cac ba ndi trg. Ngay nay, chan dung thong thuong cua
mot nguoi dung dién thoai thong minh la:

*Trong do tudi 18-44

*Tu lam viéc hodc lam thué cho cong ty/té chirc khac
*Giau c6

*Trinh d6 hoc van cao

Mic dii c6 thé ban khéng may ngac nhién trudce thong tin nay, nhung nguoi sir dung dién thoai thong
minh trong twong lai c¢6 thé lai khac hoan toan. Trén thuc té, mot nghién ciru ciia Exact Target cho
théy ty 1€ nhiing nguoi vé huu, ndi tro va sinh vién c6 y dinh mua dién thoai thong minh cao hon
nhitng nguoi trong nhom st dung dién thoai thong minh hién nay.

Néu ban dung di¢n thoai thong minh, c6 1€ ban cling sir dung n6 nhu moi nguoi khac. Phan 16n nhom
nay déu kiém tra email qua dién thoai dé duy tri li€n lac va cap nhat hdp thu. Ho thuong doc cac email
¢6 nodi dung quan trong hon 1a doc k¥ cac email théng bao chwong trinh khuyén mai déc biét ctia nha
bén 1¢ wa thich. Theo JupiterResearch, 18% nguoi str dung email dung dién thoai di dong dé loc email.

Thoi quen nay goi 1a sang loc email, tirc 1 phan 16n nguoi st dung x6a bo cac email khong can thiét
va danh dau nhiing email can tra 161 khi ho m¢ may tinh. Vi thé, ban nén dit muyc tiéu vuot qua chiéc
luoi di dong nay voi hy vong rang email ciia minh s& nhan dugc nhitng phan tng vé sau. Tuy nhién,
ban can luu y rang vi dbi twong nguoi str dung dién thoai di dong ngay cang mé rong, théi quen cia ho
ciing sé& thay dbi theo.

That khong may, khong c6 tiéu chudn nao dugc Gng dung rong rai trong hoat dong email marketing
trén di¢n thoai di dong. C6 mot s6 ludong quan di€ém khac nhau trong viéc thiét ké email dé co6 dugc ché
dd hién thi tot nhat c6 thé trén cac thiét bi nay.

Chi st dung chir viét

Mot sb chuyén gia cho rang chi nén sir dung nhirng thong diép bang van ban. Ho cling 1ap luan rang
tinh trung binh, cac thong diép dang van ban c6 ty 1& nguoi nhap chudt vao dudng dan nhiéu hon cac
thong diép HTML. Loi ich clia phuong phap nay 1a ban biét rd rang du email duoc mé qua dién thoai
thong minh hay may tinh, n6 van bao dam duogc sy nhat quan, va cac duong dan van hoat dong nhu
mong mudn. Tuy nhién, nhidu ngudi khong dong tinh v6i phuong phap nay vi giri nhitng théng diép
chi toan chir 1a mot han ché déi véi cac chuyén gia thi truong. Vi phuong phap ndy, ban co thé dat
nhirng ky vong thip hon cho cac con sb thdng ké (hdy nh¢: chi cac email HTML méi ¢6 di liéu mo
email), cdc co hoi xay dung thuong hi¢u va thiét ké.

Thir nghiém 1a di€éu ma t6i thuong xuyén de cép tdi trong cuon sach nay, va né ciing 1a chu dé¢ xuyén
sudt trong céac chién dich email. D€ hiéu doi tugng nhan email cia minh 1a ai, ban phai thir nghiém dé
bict cach lam nao hiéu qua nhat.
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Giao thuc tong hop MIME

Mot phuong phap khac 1a giri théng diép theo giao thirc tong hop MIME. Day 1a sy két hop giita vin
ban va HTML, cho phép nha cung cip dich vu email lya chon phién ban giri ti hop thu ctia nguoi
nhan. Van dé v6i phuong phap nay 1a mot sb thiét bi di dong du khong thé truyén tai email dinh dang
HTML van c6 thé lam diéu do; két qua la nguoi st dung s€ nhan dugc mot phién ban email bi bién
dang. Tuy nhién, kha nang truyén tai email dinh dang HTML ciia cac thiét bi di dong dang duoc cai
thién nhanh chong. San phiam iPhone ctia Apple d thiét 1ap ra nhimg tiéu chuan di va dang dugc
nhiéu hang khac ap dung chit ché. Cac nha san xuat thiét bi dién thoai thong minh/email cho doanh
nghiép BlackBerry ciing dd cong bd san pham cta ho c¢6 du kha ning truyén tai email dinh dang
HTML.

Vi hai sy lya chon trén, ban phai can nhéic gitta mot bén 1a loi ich cua viéc gui thong diép kiéu van
ban truyén théng va biét chic ra‘ing nguoi nhan s€ doc duoc hét noi dung email, va mot bén la lgi ich
clia viéc giri email theo ding thiét ké mong mudn ciia ban danh cho may tinh véi rui ro rang c6 thé
hinh anh hién thi cta né trén dién thoai di dong s& khong dep. T4t nhién 14 ban ciing nén cin nhéc ap
dung mat s6 meo hay trong qua trinh thuc hién.

*Don gian — nhitng ngudi doc email trén dién thoai di dong nhiéu 1im cling chi danh cho ban mdt nira
su chu ¥ ctia ho. Hiy nhanh chéng “vao d&” va bao dam rang thuong hiéu cua ban dé nhan dang.
Trudc tién hay trinh bay thong diép va 161 kéu goi hanh dong, thiét ké phan Tiéu dé email that ngan
gon va 16 rang. Do ¢6 thé 1a co hoi duy nhét ban c6 dé thu hiit dwoc nguoi dang ky sir dung dién thoai
di dong.

Luu y vé kich ¢& man hinh — Hiy 4p dung quy tic “trén trang nhat” ma ban st dung cho hop thu.
Man hinh dién thoai di dong thuong cé kich thudce nho, va vi ban lam viéc trong mot khong gian hep
vo1 mot lugng thot gian it 61 dé thu hut sy chu y ciia nguoi nhan nhu vay, ban nén tan dung tdi da
khong gian do.

*Hiéu rd doc gia ctia minh — Ban nén biét c6 bao nhiéu phan trim sé ngudi nhan trong danh séch ciia
ban doc email trén dién thoai di dong. Thong tin nay s€ giup ban dua ra quyét dinh vé cach tiép can
ctia email v6i ngudi sir dung dién thoai di dong. Ban s& c6 thé phan nhom ho va hanh dong phu hop.
Néu ban khong c6 thong tin ndy, hay nghi t&i chuyén thuc hién mot cudc diéu tra (ngén). Néu ban chi
vira méi bat tay vao xdy dung danh sach email, hoac néu ban co mot trung tam lya chon, hay hoi
nguoi str dung khi ho dang ky. Vi so lwong ngudi ding ky s& con tiép tuc ting, viéc 1am ndy s& gitp
ban tiét kiém duoc thoi gian xét vé 1au dai. Hay coi d6 1a mot khoan dau tur cho tuong lai. Mot cach
nita dé xac dinh dugc nhitng ai doc email trén dién thoai di dong 14 trong phan trung tim lya chon, hiy
hoéi ho xem ho thudng doc email & dau. Ban c6 thé cung cip nhimg phuong an lya chon nay, va chung
6 thé dem lai cho ban mot kho thong tin khéng 16: nguoi nhan doc email & nha, ¢ noi lam viéc va trén
dién thoai di dong.

*Nhan thirc r6 rang dé thiét ké email cho nhimg nguoi sir dung dién thoai di dong, ban phai hy sinh
mot s6 thir — Pay s& 1a mot viée 1am vo ich néu ban khong chac chan minh hiéu rd vé doc gia. Néu
khong, ban s& roi vao trudng hop giri email dugc thiét ké riéng dé doc trén dién thoai di dong cho
nhitng nguoi dung may tinh.

*Gri kém duong dan xem email trén trang web — Tuong tw nhu véi cdc phuong phép giri email hidu
qua khac, hay giri kém dudng dan toi dia chi hién thi email trén website cling nhu trén mot website
duoc thiét ké riéng dé doc trén dién thoai di dong. Ban co thé dung thong di€p nhu “Nhép chuot vao
day néu ban dang doc email trén dién thoai di dong”. Néu sau khi phan tich danh sach ctia minh, ban
nhan thy ring mot s0 luong 16n doc gia doc email trén thiét bi khong day, chic chin day s& 1a mot
phuong 4n ma ban can can nhic.
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SU THAT 36

Hiéu 16 cac chuan do email
(Phan I)

Dit liéu bao cao email xudt phat tir cong cu phdn mém email cia ban hodc dbi tac quan 1y chién dich.
Cac dit liéu nay co thé rat do so vé mat khdi lugng, va nhiéu chuyén gia thi trudng nhin vao d6 nhu
nhin vao mot mé cung. Do cac chuan do email marketing co thé sin sang bat ky khi ndo ban can va
ban c6 thé tong hop dit liéu lai dé quan sat két qua hoat dong theo thoi gian, nén déy 1a dir liéu phan
tich marketing tot nhat trén thi truong hién nay.

Mic du khong c6 con s théng ké truc tlep nao dé danh gia tim anh hudng cua email marketing d6i
voi viée xdy dung thuong hiéu hay cung c6 mdi quan hé giita ban va khach hang, nhung lai c6 chuin
do cho hau hét tat ca moi khia canh khac. Chiing ta hiy cung xem xét mot sb yéu t6 chinh can can
nhéc khi phan tich va str dung céc chuéan do trong chién dich cua ban. (Néu c6 thudt ngtr nao ban chua
15, hdy xem phan tir vung trén website giGi thidu vé cudn sach nay.)

*Muc tiéu — Nhiéu chuyén gia email marketing khong tim kiém dung thong tin. Viée thiét l1ap cac muc
tiéu ngay tir dau s& gip ban tap trung vao nhimng chuan do gia tri nhat. Chang han, néu céc chién dich
email ctia ban chi yéu gom email tin tic, c6 1& muc tiéu ctia ban s& 14 lam gia ting ty 18 nhap chudt
vao duong dan giri kém trong email nham gia ting luu lugng truy cap vao website ctia ban dong thoi
cung ¢ gia tri cho nha quang cdo. Khi ban gui cac théng diép email quang ba, myc tiéu cia hanh dong
nay co thé 1a mot con s6 doanh thu hodc loi nhuén cu thé duoc do luong tir moi lan nguoi st dung
nhap chudt vao dudng dan. Mbi dit liéu bdo cao ma ban phan tich déu can phai duoc danh gia dua trén
nhitng muc tiéu ban dau nay. Sau do, ban co thé dao sau hon vao béo céo cu thé cho chién dich. Sau
khi da dit ra muc tiéu, ban can thiét ké mot bang diém hang thang dé duy tri giam st chat ché. Bang
diém nay dem lai cho d6i thuc hién email marketing cua ban co hdi giam sat nhiing chi sb hoat dong
chinh, xét trong bdi canh 1a cac muc tiéu chung cta cong ty (lién quan va khong lién quan toi email)
cling nhu céc murc diém chuan trong nganh. Do céc chién dich email hay thay d6i, cac muc tiéu trong
bang dlem clia ban can phai dugc danh gia va diéu chinh thuong xuyén. No s€ giip lam giam nhing
yéu tb bat ngd va giup ban biét duoc lidu c6 pha1 nhing thay doi thuc hién d6i voi mot sé hinh thirc
giri email khac nhau da va dang dem lai nhiéu tac dong hay khong. Néu ban dua vao mot thay d6i sang
tao trong chuong trinh email Quy 1, nhung ty 1€ truy cap vao dudng dan giri kém gidm xudng trong
mot hodc hai quy tlep theo, c6 1€ 1a ban dang gap truc trac dau do.

*Ty 1€ loi nhuén trén vbn dau tu ROI — Email marketing co thé dem lai nhiéu thanh cong khéc nhau, va
chuyén gia thi truong can phai biét ho nén trong chd vao diéu gi trude khi co thé danh gia dugce mirc
d6 thanh coéng cua minh. Bén canh viéc danh gia cac chuan do cu thé lién quan toi phan tmg cua ngudi
nhén, su danh gia cudi cung dbi v&i mot chién dich thuong lai 1a nhitng chuén do nhu doanh thu theo
ting 1an an chudt, gia tri cia timg dia chi email, doanh thu theo ting chién dich hay loi nhuén theo
ting email. Hay quan sat khach quan nhiing chuin do ROI nay.

«So sanh véi chuan nganh — Nhiéu chuyén gia email marketing khong biét cac chudn do cua ho ding &
déu so v6i muc trung binh trong nganh. Tuy khong nhat thiét phai qua chi trong vao khia canh nay,
song moi nhom thuc hién email marketing déu nén hiéu ho s0 v6i cac nhom email marketing khac
trong cling nganh ra sao. Trang web EmailStatCenter.com tong hop nhiéu bao cao va dif liéu khac
nhau dé dé dang theo ddi hon. Ngoai ra, phan 16n cac nha cung cip dich vu email déu cung cip céc
mutrc chuén nganh cho khach hang ctia minh. Ai cling mudn xem céc con sb thong ké ctia minh c6 chét
luong nhur thé nao; thong tin d4 sin 6 1di, vay ban hay sir dung né di. Nhung ban ciing dung nén qua
tap trung vao bat ky bao cdo nao, boi nhu thé 1a so sanh khép khleng Cu thé hon, hiy tim kiém cac
murc chudn cang phi hop véi cong ty ban cang tot. Chang han, néu ban lam viéc trong nganh tai chinh,
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hdy chi y vao ty 1¢ truy cap duong dan cho nganh do chir dung ban tam nhiéu t&i ty 1¢ truy cép dudng
dan cho tat ca cac nganh nghé. Theo cach nay, bat ky sai 1éch nao so v6i mirc chuan trung binh déu sé
1a ddu hiéu giup ban nhan dién nhimng vén dé tiém an.

*Ty 1€ m& email — Ty 1€ md email dugc xac dinh boi mot ma nho trong cac email HTML, n6 giup theo
ddi email khi hinh anh ctia ban xuét hién trong hop thu ctia ngudi nhan. Cac chuyén gia thi trudng déu
yéu thich chuan do nay; tuy nhién, ban khong nén tin tuéng hoan toan vao con sb théng ké thuong dan
dén nhiéu sai 1éch nay, boi n6 khong ap dung dwoc voi cac thong diép viét bang van ban. Toi thudng
khuyén khach hang tiép nhan dit liéu ndy voi mot chit nghi ngd — mot 1an mo email khong c6 nghia 1a
phai c6 mot nguoi “doc” email. N6 ¢6 thé xuét hién trong 6 xem trudce ctia ngudi nhan trong mot vai
gidy rdi sau do6 bi x6a di. Nhimg kho khin khac trong viéc x4c dinh dung ty 16 mé email (ching han,
ché d6 mic dinh cua Gmail va Outlook 13 vo hiéu héa hinh anh trong cac email dinh dang HTML)
cang khién cho chuan théng ké nay thém phan kho tin. Ty 1é mé email giam trong nhitng nim qua
cling gop phan cing c6 thém nhan dinh ndy. Tuy nhién ban ciling nén canh giac voi viéc chu y qua
nhiéu vao ty 16 mé email, boi chiing chi thé hién rang ngudi nhan c¢6 kha ning quan tdm toi email hay
cong ty ban. Mot 1an mod email khong c6 nghia 13 ngudi nhan da doc k§ thong diép cia ban, hay quan
trong hon, khong c6 nghia 1a ho da hanh dong sau khi doc né. Con $6 ty 1€ mo email tuyét ddi co thé it
¢6 ¥ nghia, nhung nhing thay ddi trong ty 1& ndy theo thdi gian hay nhitng so sanh vé ty 1é mé email
giita hai phién ban email khac nhau s& c6 thé néi 1én nhiéu diéu va rat hitu ich. Ty 1é m& email cao
nhung ty 18 4n vao dudng din giri kém thap c6 thé 1 dau hiéu bao hiéu ring chién dich cta ban can
duoc hd trg thém. Co thé nguoi nhan email quan tam té1 thuong hi¢u, san phém hay dich vu cta ban,
nhung ty 1& 4n vao dudng din thap lai thé hién riang thong diép ban giri khong thuc sy hap dan.

«Céc ct nhap chudt — Day co thé 1a mot 1an hay tong sd cac 1an 4n chudt. Ching ¢ nhiing vai trd quan
trong va ¢ ¥ nghia riéng. Mot 1an nhap chudt cho ban biét c6 bao nhiéu ngudi nhip vao mot duong
dan guri kém trong email ctia ban, con téng sb cc 1an nhap chudt c6 thé cho biét ho nhap vao bao
nhiéu duong dan hay ho twong tac v6i email clia ban nhiéu hon mét 1an.

*Ty 18 nhap chudt ctia cac 1an md email — Chuan do nay co6 thé dem lai nhiéu thong tin, nhung vi
nhirng su thiéu chinh x4c cta ty 16 mé email nén chung ta van chua thé két luan rang ngudi nhan quan
tam. Trong s tit ca nhitng nguoi di mé email ctia ban (diéu d6 khong c6 nghia 14 ho da doc no), c6
bao nhiéu ngudi nhip vao mot duong dan gui kem? Pay co thé 1a mot dau hiéu cho thdy c6 nhing
ngudi quan tim téi email (ty 16 mé email) va sau d6 nhap vao mot dudng dan. Do vdy, chuan do nay
c6 thé cho ban biét thong diép chung ciia ban hiéu qua va hip dan ra sao, vi ty 1 mo email thuong
phan anh chinh xac gia tri thuong hiéu va dong Tiéu dé email ctia ban hon.

*Email bj tra lai va ty 1é dang ky thoat — Tuy day khong phai 13 nhitng chuan do mang tinh tich cuc ma
cac chuyén gia thi truong mudn nhan manh, song chiing co vai trd quan trong trong viéc theo ddi
nhiing 151 phan nan va cac van dé lién quan t6i danh sach email. Chuan do vé ty 1¢ email bi tra lai c6 ¥
nghia mat thiét ddi véi viée xac dinh nhirng van dé vé chat luong danh sach, con chuan do vé ty 1€
ngudi dang ky thoat co thé lién quan téi tin suat trién khai email, nhiing thay d6i vé ndi dung hay chii
dé, hodc co thé phan anh tinh chat thoi vu hay chu ky kinh doanh cta ban. Tom lai, khi ngudi sir dung
dang ky thoat khoi chuong trinh, tirc 13 ho dang mudn két thiic mdi quan hé tuwong tac ca nhan véi
cong ty ban, va ban can phai nhan ra xu thé nay trudc khi né tré thanh mot van dé 16n trong kinh
doanh.
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SU THAT 37

Hiéu cac chuin do email
(Phan 11)

Trong phan dau cua Sy that ndy, chung ta da dé cap t6i viéc can phai kiém tra nhiing chuan do nao, va
ly do tai sao phai lam vay. Khién nhimng chuan do nay hoat dong cting quan trong khong kem viée biét
minh can theo ddi nhiing gi. O phan 2 nay, chiing ta s& tim hiéu xem lam thé nao d¢é sir dung ching
mot cach ¢o6 1gi cho minh.

*Thuong xuyén do luong thanh cong — Cac chién dich email thuong c6 két qua vé ty 16 phan tmg cua
ngudi nhan trong vong 72 gid dau tién, nhung do tinh tire thoi cua cac chuan do, ban nén c6 thoi quen
giam sat va thu thap dir liéu thuong xuyén. Mot quy tac don gian 14 kiém tra mot 1an trong vong 24
gio, kiém tra lai trong 7-10 ngay sau d6, va cudi cung, kiém tra hang quy/hang nam khi so sanh cac
chién dich khac nhau. Theo mot nghién ctru cua EmailStatCenter.com dugc thuc hién cudi nam 2007,
hon 95% nhiing ngudi dugc hoi cho biét ho ¢6 do luong két qua cac chién dich email. Khi dugc hoi vé
tan suat thuc hién viéc d6, 57% cho hay ho dénh gia két qua trong vong 24-48 gid sau khi trién khai.
Tuy nhién, chi c6 18% noi ho kiém tra két qua hang nam.

*Tai marketing/chit lugng ban hang — Day 1a mot trong nhimg khia canh quan trong nhét nhung lai it
dugc st dung nhat trong phan thong ké email. Céac cong ty bo ra hang nghin d6-la (con sO nay trén
thue té con nhiéu hon thé) dé sir dung cac dit liéu tao nhan mbi tir cac linh vuc nhu marketing qua dién
thoai, gui thu truc tiép va marketing tim kiém; nhung d01 voi email marketing thi nhiing dir liéu nay
lai chi nam bat dong trén cac ho so dir liéu. Vi gan nhu tat ca cac co sO ghi lai dir liéu trién khai email
déu cung cip dia chi email (hodc nhiéu hon thé) cua nhimg ngudi di an vao duong dan gii kém, ban
phai str dung thong tin nay cho cac hoat dong marketing trong twong lai (gom ca céc chién dich email).
bay la nhitng nhan mbi quan trong cua ban, va ban can dua ho vao danh sach thuc hién chién lugc
email tiép sau néu ho chua hoan thanh duoc hanh vi mong mudn ctia minh. Ping quén sirc manh ban
hang ctia email bén canh kha ning marketing mdi quan hé ctia né.

*Kiém tra tirng dudng dan cu thé — Cac chuan do vé cac 1an nhip chudt tong hop c6 thé dung dé phuc
vu cho mdt muc dich, nhung lo1i ich thyuc sy cua dir liéu co thé lai & chd nd cho théy duodng dan nao
thanh cong, va duong dan nao khong thanh cong. Céc dir liéu nhap chudt cu thé co thé cung cap nhidu
thong tin vé vi tri hop 1y dé dat - duong dan, va su thanh cong cua timg loai duong dan (ban hang/quang
ba chéo/chinh sach bao vé quyén riéng tu). Thong tin nay c6 thé giup ban diéu chinh b cuc va cau
trac dudng dan cua thong diép; vi thé, hay lién tuc cap nhat voi nhom sang tao ciia ban vé nhiing két
qua nay.

*Giam sat cac vin dé ndi bo va bén ngoai — Cac chuan do co thé gdp phan chi ra nhitng van dé lién
quan dén tin suat giri email (ty 1 phan ing giam c6 thé cho thdy ban giri email qua thuong xuyén), ndi
dung khéng phi hop (néu sé nguoi dang ky thoét ting cao), va phan hdi ctia ngudi str dung (khi kiém
tra phan ty 18 phan hoi). Hay sir dung nhitng dir liéu nay dé xac dinh mot van dé dang phat sinh trude
khi n6 phat trién thanh mot van dé 16n.

Chuyén tiép/marketing lan truyén — Email ctia ban c6 duoc ngudi tiéu dung ban tan nhiéu khong
(buzz factor)? Mot phwong phap do luong buzz factor cho email 14 kiém tra sé lwong ngudi str dung
tinh nang chuyén tiép cho-ban-b¢. Tuy ngudi chuyén tiép sé si dung nha cung cép dich vu email cua
ho va trong phan thong ké ty 1& phat tan email cia ban s€ khong hién thi dudong dan chuyén tiép, song
ban van nén chd y sat sao toi bat ky sy gia ting ndo trong chuan do quan trong nay. Ty 1& nay ting c
nghia 1a ban dang di dung hudng, va ban nén xay dung cac chién dich khac theo mé hinh ciia tinh nang
phat tan da dugc nguoi st dung quan tam.
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«Thu hiit ngudi dang ky méi — Phan nay lién quan téi phan marketing lan truyén trude, va bai hoc rat
ra ¢ day la: Email nay co6 tao ra sy hirng thtt moi va thu hat thém nguoi dang ky maéi khong? Poc gia
cua ban (va di nhién la ca thong di€p cta ban nita) co gop phan thu hut thué bao méi cho chuong trinh
email ctia ban khong? Ping quén bo sung duong dan bang ky vao cac email, cho du ban dang gui
email cho nhiing nguoi da dang ky. Mot s6 nha cung cap dich vu email marketing c6 chuén do c6 thé
xac dinh so lugng thué bao mdi sau mét chién dich email cu thé; tuy nhién, ban cting dung nén lo lang
quéa néu khong co tinh ning nay. Hay kiém tra xem lidu c6 su gia ting nao trong ty 1& nguoi diang ky
moi hang ngdy, vi thong tin nay c6 thé lién quan dén chat luong trién khai chuong trinh ctia ban. Ban
hay can nhic viéc thiét ké ma cho trang dich dén tai phan duong dan diang ky, qua d6 biét dugc rang
ngudi dang ky méi nho email ciia ban hay tir 101 gi6i thiéu ciia ban beé. Co thé khi kiém tra timg dot
trién khai email, con s ban thu vé s& twong d6i nho, nhung chiing s& ting dan 1én, va khong khién ban
mat nhiéu chi phi nhu cac hoat dong marketing tao ngudi ding ky khéc.

*Thir nghiém — D¢ séu va tinh tirc thoi cua cac bao cao email cho phép chuyén gia thi truong dé dang
¢ duoc cac dir liéu bat ky khi nao ho mudn. Hiy str dung nhimg di liéu nay dé xac dinh cach thiét ké
dong Tiéu d& va dong Ngudi gui t6t nhat ciing nhu duong dan chuyén tlep hop 1y nhat; bén canh do,
ban ciing c¢6 thé ding chiing dé thir nghiém cac dé xuat sang tao va cu thé.

Hanh dong nhanh chong — Pa phan cac chuyén gia thi truong déu khong tan dung dugc day du loi ich
cua cac bao cao email, va do chiéu siu ciia cac chudn do email ma chung thudng bi bo lai, dong thot
nhiéu con sd trong 6 khong duoc ngéd ngang téi. Khi nghién ctru dung thong tin trong bao cao vé mot
chién dich va diéu chinh cac lan giri email tiép sau dwa vao nhitng dir liéu nay, ban c6 thé c6 duoc
nhitng budc cai thién tirc thi dbi voi cac nd lyc email marketing ctia minh.
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SU THAT 38

Tai marketing cho cac két qua

Amazon.com la vi du dién hinh cho viéc str dung cac chuén do dé déy manh doanh thu. Ho lién tuc sur
dung cac dir liéu thu thap duoc vé nguoi st dung dé c4 nhan hoa cac dé nghi cia minh, déng thot
khién ndi dung email trd nén phi hgp hon. Chung ta déu c6 hoc hoi duoc it nhidu tir Amazon.com.
Néu ban dang thu thap cac chuan do vé website va cac chién dich email marketing cia minh nhung lai
khong sur dung cac dir liéu do dé tai marketing cho dbi tuong tiép nhan, ban c6 thé s& bo 16 nhiéu co
hoi 1on ddy.

T6i thich hinh dung tdi marketing nhu mét trai ngot moc trén canh thap, béi vi qua nhiéu chuyén gia
thi truong khong lam duoc viée do, trong khi thyce hién n6 lai khong phai viée qua kho khan. Hay “ri
bui” ¢ cac thong so thong ké website cling nhu cac két qua ctia chuong trinh email va t6i s& chi cho
ban mot kho vang an gidu.

Ca nhan t6i thuong xuyén nhan dugc email, cam thiy thich thii v6i email d6, quyét dinh an vao duong
dan giri kém va c6 thé dit mua hang sau d6. Nhung thuong thi t61 bo do qua trinh mua d6 vao phut
cudi cung vi nhiéu Iy do khac nhau: ty dung t6i khong chic liéu minh co can san pham do nira khong,
c6 nguoi go cira, t6i lam d6 ca phé vao ddng tai liéu quan trong — va chuyén gi xdy ra tiép theo thi ban
biét roi day.

Diéu quan trong ¢ ddy 1 néu ban 1a chuyén gia thi truong di giri email d& nghi mua hang cho t6i, con
t6i thi dd c6 nhing budc di dau tién huéng t6i hanh dong mua nhu ban mong mudn, nhung roi lai
khong di tiép, vay chang phai moi chuyén sé& that tuyét voi néu sau d6 ban tiép tuc tiép thi voi téi bang
cach giri mot dé nghi khac t6t hon hay sao?

Ngay ca néu ban khong theo ddi cac phan tich website va khong biét nhitng nguoi dang ky email dang
lam gi trén website ctia minh, ban van co6 thé tan dung duogc hoat dong tai marketing. Hay nghién ctru
cach ngudi nhin email trong tac v6i cac thong diép cta ban va rdi sir dung théng tin d6 dan ho bude
vao qua trinh chuyén d6i tir nguoi dang ky sang khach hang thyc sy. Sau ddy t6i xin trinh bay mot vi
du.

Gan day, toi lam viéc voi mot khach hang lau nam, CoreNet Global, hi¢p héi nghé nghi¢p hang dau
danh cho nhiing ngudi lam trong linh vyc bat dong san va cho thué vian phong. D6 khong phai 1a mot
chién dich hap dan, nhung no6 duoc Hi¢p hoi Marketing My va Hiép hoi Marketing Truc tiép danh gia
1a chién dich email t6t nhat; nhu vAy c6 nghia 1 n6 du strc hip dan dé nhan duoc mot glal thuong gia
tri cta hai hiép hoi uy tin. Muc dich ctia CoreNet Global twong d6i don gian; ho chi mudn gia ting
luong nguoi tham dy cude hoi thao thuong nién cua cong ty & Atlanta, Georgia. Cude hoi thao nay 1a
ngudn sinh tao doanh thu 16n, vi thé ho tim dén chung t6i dé xin tu van vé cach nang cao ty 1& ngudi
dang ky tham gia trong danh sdch ma trude do ho da giri email nhung khong nhan dugc phan tmg nao
nhu mong mudn.

Chung t6i bat dau bang cach nghién ctru cac chuan do tir chién dich email trude d6 ma CoreNet Global
giri di dé quang ba vé su kién nay; sau d6 ching t6i nhom ngudi nhan thanh nhitng nhom khéac nhau
dua vao phan tng thyc té ctiia ho di v6i email d6. Chung t6i phan chia cac nhom khach hang tiém
ning, va trong mdi nhom 16n dé, chiing toi chia ra ba nhom nho khac:

*Nhiing nguoi da nhip chudt vao bat ky dudng dan nao giri kém trong email nhung khong ding ky
(nhitng nguoi phan ung).

Nhitng ngudi khong mé email hodc khong nhip chudt vao dudng din nao (nhitng nguoi khong phan
ung).
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Nhiing nguoi da dang ky trong chién dich email dau tién.

Tir diém nay, ching t6i tam thoi loai tit ca nhitng nhom nay ra khoi cac chuong trinh lién lac qua
email khac ciia khach hang va bit tay vao thuc hién mot chién dich tai marketing. Nhiing ngudi phan
g (nhitng ngudi di nhip chudt vao duong dan nhung khong diang ky) nhan duoc thong diép riéng
chi tap trung vao muc dich chuyén ho thanh nguoi dang ky. Hon nira, nhirng nguoi da dang ky déu
nhan duge mot email cam on trong d6 cung cap nhiéu thong tin hiru ich vé cach di toi Atlanta, lich
trinh hoi théo, noi an chén 6...

Thong digp chinh gan lién véi cac chién dich tai marketing va cac email cam on. Cac email nay dugc
thiét ké dé gia tang sd luong email chuyén tiép, va ngudi sir dung s& nhan duoc nhitng phan thudong
dac biét 1a cac mtrc gidm chi phi dang ky ma chi kénh marketing qua email méi cé.

Chuong trinh nay da dat hi€u qua tich cuc. Cac chién dich tai marketing qua email da dat ty 1€ m&
email 14 40%, va ty 1& an vao dudng dan 1a 21%, tirc 1a ting hon 78% va 250% so véi cac thong diép
email trudce khi dang ky hoi thao ma khach hang cia chung t61 da gui vao cung ky nam ngoai. Tinh
tong cong, viée t6i wu hoa mot cach sang tao cac mau email hién co va chién luoc email vach ra da
mang vé cho khach hang ciia chung t6i 133 don diang ky truc tuyén. Vi mirc phi dang ky trung binh 1a
899 d6-la, doanh thu ho mang lai chi dudi 120.000 do-la. Xét vé cac khoan chi phi phat sinh khi tai
thiét k& va thyc hién chién dich tai marketing, CoreNet Global da thu loi nhudn 38 d6-la cho mdi do-la
ho bo ra, twong dwong voi ty 1¢ ROI cao ngit nguong: 3,886%. Bay gio, ban thir hinh dung moi
chuyén s€ nhu thé nao néu ho khong coi m¢ ap dung phuong phap moi? Diéu gi s& xay ra néu ho
khong tdi da hoa loi ich cta cac dir liéu sin co?

Tai marketing 13 diéu ma bt ky chuyén gia email marketing nio ciing c6 thé thuc hién. Néu ban dang
thuc hién mot chuong trinh email va theo doi sat sao cac chuan do, chac chan ban dang ndm trong tay
co hdi dat dugc nhirng két qua tich cuc hon.
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Tim hiéu dao luadt CAN-SPAM

Dao luat CAN-SPAM 1a mét dao luat ctia My dé cap téi nhitng quy dinh phap 1y 4p dung vé6i nhimng
ngudi giri email thuong mai. Uy ban Thuong mai Lién bang My (FTC) 1a co quan c¢6 trach nhiém thi
hanh dao luét nay. Ngac nhién la mét nghién ctru lai cho théy 81% cac chuyén gia thi truong khong hé
hay biét vé dao luat nay. Thuc té nay khong nhiing gay bat ngd, ma nd con rat dang s, boi vi nhiing
hanh dong vi pham dao luat ¢ thé bi phat ning vé mit kinh té, va c6 thé din dén an tu.

Vi pham CAN-SPAM c6 thé xay ra ddi v6i cac cong ty & bat ky quy mé nao, tir mot doanh nghiép nho
cho t&1 mot cong ty thudc danh sach Fortune 500. Néu ban thue hién cac chién dich email, viéc tuin
thi Pao luat CAN-SPAM la mdt yéu cau bit budc — t6i khong noi qua 1én ddu. Ngay nay chung ta co
thé thiy rd rang nhitng hanh dong vi pham CAN-SPAM khong chi xay ra v6i nhitng cong ty nho ma
con ca cac cong ty 16n nita. Néu ban nghi FTC chi san dudi nhimng ké guri thu réc cap do thap, hiy nghi
lai di. Kodak Imaging Network, trudc day la Ofoto, bi phat gidc va chiu muc phat trén 25.000 do-la
(bang 100% doanh thu thu duoc tir chién dich vi pham). Ho d3 lam gi sai?

*Khong dua vao email phan dang ky thoat.

*Khong thong bao trong thong diép rang ngudi tiéu ding co quyén ding ky ngung tiép nhan cac email
trong tuong lai.

*Khong cung cap dia chi ngoai doi thuc theo ding quy dinh cia phéap luat
Hay nhé: CAN-SPAM 4p dung cac mirc phat 1én t&i 250 d6-la cho mdi thu rac, véi mirc phat 2 triéu

d6-1a (co thé ting gip ba) cho nhimg hanh dong vi pham nghiém trong. Liéu c6 ai mudn ngan sach
marketing (hay khoan tién thuong cé nhan) ctia minh roi vao tay FTC khong?

Tuén thii dao luat 1a mot van dé phap 1y, vi vy, hiy luon hoi ¥ kién tu van cta luat gia ¢é dam bao
chic chin rang ban tuan thi nghiém chinh luat phap. CAN-SPAM c6 rat nhiéu quy dinh khac nhau, va
to1 khuyén cac chuyén gia thi truong nén danh thoi gian doc nhiing quy dinh nay. Tuy nhién, xét &
khia canh cu thé, mdi chién dich email marketing phai thuc hién dugc nhiing viéc sau day:

*Sir dung dong Tiéu dé va dong Ngudi giri phi hop, chinh x4c. Khéng duogc st dung thong tin sai 1éch
duéi bat ky hinh thirc ndo. Nhitng ké guri thu rac ludn st dung manh khoe nay. Dong Nguoi gui t6t
nhét va tryc tiép nhat chinh 14 tén thuong hiéu ctia ban. Dong Tiéu dé nén cung cép thong tin chinh xac
hodc mé ta vé nodi dung s& dé cap dén trong email. Dong Tiéu dé va thong diép phai dn khép v6i nhau.

Dua thong tin vé dia chi thyuc té ctia ngudi giri. Ban nén coi ddy 1a ndi dung tiéu chuan trong tat ca cac
phan chan email. Néu khong thé lam dugc viéc ndy, ban khong the guri di cac email thuong mai.

*Néu phu hop, hay thong bao rang email cua ban nham muc dich quang ba hay ban hang ¢ phan than
email. Néu muc dich cua ban vira nham quang ba lai vira nham cung cap thong tin (giao dich), hay ap
dung phuong phap an toan la gui kem thong bao rang day la email thuong mai.

*Quan trong nhét, ban phai cung cap mot dudng din ding ky thoat rd rang. Phan dang ky thoét phai
van hanh tu dong, hodc cac yéu cau ding ky thoat phai duoc doi ngii nhan su xt 1y trong vong 10
ngdy. Ban ciing phai cung cap cac hudng dan don gian vé cach rat khoi danh sach giri email trong
tuong lai chir khong chi don thuan dua ra mot dia chi URL. Hay nhé: sau khi nguoi sir dung dang ky
thoat, ban khong dugc phép gui email cho ho nira.
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Piéu cdt yéu ¢ day 1a phai nhanh chong xtr 1y nhiing yéu cau ding ky thoat. Dé bao dam quy trinh
dang ky thoat ctia ban hoat dong tbt, hay thudng xuyén thir nghiém, kiém tra va xac nhan yéu cau qua
mot tai khoan c4 nhan. Day chic chan 1a mot trong nhiing khia canh quan trong nhét trong chuong
trinh email can phai x4c thuc va hoat dong tot — khong duoc dé xay ra bat ky sai sot nio.

CAN-SPAM va luat phap quc té

Mot diéu quan trong can luu v 1a su khac biét gitra Dao luat CAN-SPAM ctua My véi céc diéu luat
qudc té khac lién quan dén thu rac: sy cho phép. Luat phap My, do cyu tong théng George W. Bush
ky, khéng yéu cau ban phai c6 dugc sy cho phép cua ngudi nhan trude khi giri email cho ho. Diéu nay
c¢6 nghia 12 ban ¢ thé nhan dugc thu rac tir hang trim cong ty ma ban khong hé quen biét; nhung chi
can ho tuan thu cac yéu tb phap ly (nhu dé trinh bay ¢ trén), thi didu d6 c6 nghia 14 ho van chua vi
pham dao luat. Ho s€ khong nam trong danh sach cac cong ty ap dung cac phuong phap email
marketing tot nhét, nhung vé mat phap 1y, ho khong c6 gi sai pham ca. Piéu quan trong cn ghi nho 1a
Pao luat CAN-SPAM chi dé cap dén dinh nghia phép 1y vé thu rac tir gbc nhin cuia cac co quan tham
quyén lién bang. N6 khong 1am thay ddi cach dinh nghia hay cach ddi xir ctia nhitng nguoi str dung,
cac dich vu webmail va cac nhom khac dbi voi nhiing email ma ho cho la thu rac. Néu ban chi quan
tam t61 viéc tuan thu Dao luat, ban s& gap rac 101 6 cac khia canh khac. Chang han, mot s6 nha cung
cap dich vu internet xac dinh thu rac bang tan suat gii email va ndi dung khong phi hop.

Bén canh nhitng muc tuong tu nhu dao luat cua My, phﬁn 16n cac dao luat quéc té lién quan toi email
marketing déu doi hoi phai c¢6 su cho phép cua nguoi nhén, chu yéu tap trung vao van dé dang ky
thoat. Bay khong phai la mot hé thng hoan hao dé chdng thu rac, nhung it nhat no ciing dua ra dugc
mot sb quy tic bt bude vé su cho phép dé cac chuyén gia thi truong lam viée dya trén do.
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Mot cai nhin gan hon vé thu rac

Thu rac 1a mot trong nhimg van nan 16n nhét trong thé giGi Web 2.0 ngay nay. N6 giy rac rdi cho
nguoi tiéu dung, cac cong ty, va cac chuyén gia thi trudng hop phép st dung email marketing véi su
cho phép cuia nguoi dang ky dé lién lac v6i khach hang. Tat nhién, dé bao dam réng cac thong diép
dugc cho phép cua ban duoc nguoi nhan nhan dang la email phu hop, ban phai biét nhitng ké giri thu
réac thuong 1am gi. Suy cho cing, ban khéng mudn cac thong diép cia minh ciing bi nhin bang cip mét
danh cho thu rac ding khong nao?

Vay thu rac ngay nay trong nhu thé nao? Tbi xin muon 10i ctia Potter Steward, tham phan Toa 4n Téi
cao, khi n6i vé cac 4n pham doi truy: “Nhin la biét ngay th6i”. That may man, thu réc it nhit ciing co
nhing quy dinh nao d6, nhung phan 16n chung ta déu van cé thé nhan dién chung khi ching lot vao
hom thu cua minh.

FTC dinh nghia thu rac la “thu thwong mai khong mong muén”. Pao luat CAN-SPAM con dua ra dinh
nghia chi tiét hon va lam rd dau 1 nhitng yéu t6 khién mot email trd nén pham luat. (Tuy rang mot s6
thu rac kh6ng vi pham phép luat vé mat 1y thuyét — néu ban khong rd vé Dao luat CAN-SPAM va
nhitng yéu t6 vi pham phép luat cua thu rac, xem Su that 39). Hiy nhé rang ¢6 thu rac dugc dinh nghia
boi luat phap, va ciing ¢6 nhimg thu rac dugc dinh nghia boi nha cung cap dich vu internet. Tt hon
hét 1a tuan tha dang ludt choi phai khong nao? Ciing giong nhu cac chuyén gia email marketing,
nhitng ké giri thu rac ngay cang tré nén tinh vi hon, vdi rat nhidéu muu meo.

Gan day, khi don dep hop thu, vo t6i hoi t6i vé muc dich cia mot sb thu rac ma co Ay tim thay. Kiém
tra k¥ hon, toi van khong khoi lang tung. Mot sb thu rac khong hé giri kém duong dan nao ca, khong
hira s& gitip ban ting cudng sinh luc, cling nhu khong cam két s& gitp vo t6i 1am viéc & nha ma van c6
thé tang thu nhap gip ba 1an. Nhiéu thong diép thu rac trong nhu nhitng kho tho ky quic, khong co y
nghia, va chiing ciing khong chao ban san pham nao ca.

Vi thé, chiing t6i quyet dinh phén loai va phan tich thu rac trong mot tudn dé tim hiéu xem nhiing ké
gui thu rac thyc sy mudn nhiam t&i diéu gi. Chung t6i kiém tra nhitng thu rac gti dén dia chi email noi
lam viéc, céac tai khoan email ctia chiing t61 & Hotmail, Yahoo! Mail va Gmail. Nhitng gi ching t61
phat hién ra s€ khong loai bo dugc thu rac, nhung that thu vi khi so sanh chung véi nhitng phuong
phap hiéu qua nhat ma cic chuyén gia email marketing hoat dong c6 phép ctia nguoi nhan ap dung.

Mot s6 thu rac duong nhu 13 email tir mot ca nhan giri cho mot ca nhan khac (tirc nhitng email c6 dang
nhu: “Thua 6ng_ , t6i can 6ng gitip d& hoan thanh mot giao dich), mot sb khac lai 14 nhitng thong
diép thu rac ¢ 16n quang ba cho san pham nao d6. Tuy nhién, ciing c6 nhimng thu rac nhu ti vira néu;
chung chira dung ndi dung vé nghia, khong c6 dudng dan va duong nhu ciing chang c6 muc dich gi
ca. Mot sb email bat dau béng mot 1o dé nghi (ban mot san phém thé thao hay dugc phém nao do),
nhung téi nira sau cua email ho lai dua vao nhimg van tho kho hiéu va dang so, nhu thé bai tho dé
duoc viét boi mot ke giét nguoi hang loat ¢ thé ky XIII vay. Nhiéu thu rac cling dua vao phan ndi
dung nhitng mau tin tirc vé& nhiing sy kién chinh x4c va méi xay ra.

Nhiing ké giri thu rac da tién mot budc dai

T6i va nhom 1am viée da nghién ctru két qua tong hop dimg tir goc do so sanh thu rac véi thu lién lac
thong thuong cua cac cong ty 16n (cac cong ty nay thuong ap dung nhiing chuan myc lam viéc hi¢u
qua nhat) va phan tich thu rac dya trén nhirng khia canh sau:

*No6 c6 y nghia gi khong?
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N6 ¢6 101 kéu goi hanh dong khong (An vao day, Goi sb nay)?

N6 c6 guri kém cac duong dan khong?

N6 co giri kém duong dan ding ky thoat hay thong tin 1ién hé khong?

«Dong Tiéu dé hay dong Ngudi giri ¢6 ghi thong tin sai 1éch khong?

N6 ¢6 d0i hoi ban dwa tién hay nhd ban giup thuc hién giao dich khong?

N6 c6 phai 1a mot phan trong 4m muu thu thap thong tin c4 nhan bat hop phap khong?

Cudc nghién ctru khong chinh thirc nay cia chiing t6i da cho thdy nhirng phat hién thu vi:

*32% duong nhu khong c6 y nghia gi ca

*71% c6 101 kéu goi hanh dong rd rang

*77% c6 duong dan

*43% c6 dudng din ding ky thoat hodc cung cip thong tin lién lac

*30% c6 dong Tiéu dé sai 1éch va 80% c6 phan Ngudi giri ghi thong tin sai.

*3% yéu cau ban gui tién hodc nhd ban gitp hoan thién mdt giao dich tai chinh

Chung t61 khong nhan dugc email khai thac thong tin trai phép nao.

Chung t6i ngac nhién khi thdy co rat nhiéu (32%) thong diép thu rac khong c6 ndi dung cu thé va
khong c6 y nghia. Va chiing t61 cling ngac nhién khong kém khi thay nhiéu thu rac khong chira duong
dan hay 101 kéu goi hanh dong nao.

Gan mot nira c6 duong dan ding ky thoat hodc cung cap th6ng~tin lién lac theo dung yéu cau cia Dao
luat CAN-SPAM. Chuing t61 khong khang dinh la cac duong dan nay c6 hoat dong hay khong (diém
quan trong trong CAN-SPAM), nhung duong nhu c6 nhiing loai duong dan lira ddo khac. Nhiéu thong

diép thu rac cling cung cap thong tin lién lac nhung lai ghi phan san pham va phan Nguoi gui khac.
Diéu nay c6 nghia mot ngudi giri thu rac 1am viée cho nhidu khach hang cing mot lic.

Chung t6i ciing ngac nhién khi thay dong Tiéu dé twong dbi rd rang, nhung chiing toi lai thay kha binh
thuong khi ty 1€ dong Nguoi gui dang ngo lai kha cao. Tén gia thdm chi con khong an nhép gi voi dia
chi gia (chang han, Martin Smith [glenn_rollans@holiway.net]).

Theo nhimng gi chiing t6i xac dinh duoc, cac nganh hay bj nhitng ké guri thu rac mao danh nhét la:
«Dugc pham — (Dung Hoodia dé bao vé suc khoe!) — 17%

*Thé chap — (Ty 1¢ hoan vén dic biét!) — 8%

*Gido duc — (Liy bang ngay hom nay!) — 8%

*Viéc 1am — (Tang gap d6i thu nhap — Lam viéc tai nha!) — 6%

*Thi truong chimg khoan — (Cac meo mdi nhat!) — 5%

Vi thé, hdi cac chuyén gia email marketing hop phap, hay tiép tuc con duong minh dang di, va dung
dé nhitng ké giri thu rac di truée mot bude bang nhitng thong diép gy mat tap trung va kho hiéu vén
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Céc cip d6 cho phép

Céc chuyén gia thi truong hop phap, ¢6 kinh nghiém nhét thyc hién email marketing déu s& cho ban
biét rang ho van hanh chién dich email marketing dua vao su cho phép ctia ngudi sir dung. Ai lai mudn
1am “cé mé mot lra” voi nhitng ké gri thu rac réu rao vé nhitng than dugc chita bach bénh hay nho
ban hd trg ho thuc hién mot giao dich tai chinh?

Tuy vdy, trén thuc té, c6 nhiéu thuong hiéu 16n dinh nghia vé& “su cho phép” nay theo mong mudn cua
ho thay vi ¥ dinh ctia ngudi nhan, nhung chinh ngudi nhan méi c6 quyén quyét dinh xem ho s& nhan
email cua ai.

Gan day toi c6 mua 6 to qua mang, va trai nghiém nay da dem lai cho t6i nhiéu thong tin vé viéc nhiéu
cong ty nhin nhan email marketing ra sao, va ho c¢6 “quyén” 1am diéu d6 nhu thé nao, bat ké mbi quan
hé giita ho v&i ban 1a gi. Sau khi giri email yéu ciu t6i nhidu dai 1y khac nhau, toi phat hién ra rang
minh d dugc bd sung vio danh sach guri “thu tin tic” ciia ho, dui rang t6i khong hé ¢6 thém lién lac
nao voi ho ngoai trir email dau tién t6i guri di. Pay 1a nhimng chién dich email duoc thyc hién kém,
nhung van dé quan trong hon 1a su dién giai ctia ho vé su cho phép. T6i khong hé cho phép ho, va
ciing khong hé thé hién ring minh cho phép ho. Té hon, quy trinh dang ky thoat (giri email toi mot dia
chi khéc) lai khong hoat dong. Vi thé, vé mit Iy thuyét, nhimng dai 1y nay khong chi khong ap dung
nhitng cach hoat dong email marketing tdt nhat ma con vi pham Pao luat CAN-SPAM.

Theo dinh nghia cua tir dién Merriam-Webster, su cho phép nghia 1 hanh dong dong y va chap nhan
chinh thue. Piéu nay ciing dung v6i email marketing, mic du khai niém V& su cho phep hién nhién &
day da tién thém mot bude xa hon, va do ciing 1a tiéu chudn hoat dong tot nhit trong thé gii email
marketing c6 phép. Cach rd rang va minh bach nhat dé thyc hién marketing c6 phép 1a xin phép mot
cach chinh thirc va ro rang. Tuy nhién, nhiéu chuyén gia thi truong lai tw dong mo rong khai niém nay
dbi voi ca nhiing moi _quan hé m¢ va chua rd rang. Moi chuyén gia email marketing déu nén nhan thirc
dugc nhitng bat loi tiém tang cua chién lugc nay, bao gom (nhung khong bi gioi han boi): khlen khach
hang tranh xa, giét chét mdi quan hé v6i khach hang tiém ning, gip ric rdi voi cac nha cung cap dich
VU...

Thoi diém thich hop dé giri email
Du6i day 1a mot s6 tinh hudng phu hop dé xin phép nguoi st dung:
*Mau ding ky tham gia trén website ctia ban.

*Mau ding ky tham gia trong cira hang ctia ban hodc tai cac sy kién. (Nh¢ cung cap san thong tin vé
chinh sach bao v¢ quyén riéng tu, tuong ty nhu ban lam trén website.)

*Mau ding ky trén website cua dbi tac. Pang ky gheép s€ co hiéu qua néu nguoi st dung biét 15 ho
dang dang ky dé nhan dugc cai gi. Cac website dbi tac cung cap thong tin sai léch s& day ca hai Pphia
dbi tac vao thé thua cudc. Ban phai tra phi khi ngudi sir dung ding ky chuong trinh cta minh, roi sau
do6 nguoi nhan lai dang ky thoat hodc khong tuong tac véi cac email ban gui.

Vi thé, bang cach tudn thii cc tidu chuan khong qué phic tap nay, ban s€ ¢ vao thé thuan loi, vira theo
kip trao Iuu cua dong nghiép lai vira 4p dung dung cac tiéu chuan trong nganh. Hiy nhd rang cong
viéc ctia ban chua thé goi l1a hoan thanh khi ban xin dugc su cho phép ctia nguoi st dung va luu trit dir
liéu mot cach hop ly. Ban con phai tuén thu theo ding Dao ludt CAN-SPAM nira.
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Email marketing c6 phép s& hoat dong t6t nhat khi ngudi sir dung thue sy cho phép ban giri email cho
ho, va khong con cho cho nhirng tranh cai vé vi¢c khi nao/bang cach nao thi c6 duoc su cho phép.

Co vung xam nao khong?

Liéu c¢6 chip nhan dugc viée giri email cho nhimg khach hang hodc khach hang tiém ning chua cho
phép ban giri email cho ho? Hay nhé rang email marketing gidng nhu chuyén hen ho vay; néu ban
timg gap mot nguoi trude dé hoac duoc mot nguoi ban khac gioi thiéu, nhiéu kha ning 14 ban sé& xay
dung dugc mbi quan hé tét dep voi nguoi do.

Bang dudi day trinh bay vé ba tinh hubng c6 thé phat sinh va khién mot chuyén gia thi trudng co y
muon guri email mac du ngudi nhan chua thyc su cho phép anh ta [am nhu vay.

Tai sao ban phai dit tit ca nhitng nd luc gian kho ciia minh vao thé rai ro dé doi 1dy mot 16i di tat chua
chac bao dam thanh cong? Danh sach nguoi dang ky chuong trinh email ctia ban s€ gom nhiing doc
gia hiéu qua nhat. Vi the, hay gan bo véi ho.

Céc nguon luc bo sung

Néu ban khong hiéu rd cac chién dich email marketing ctia minh dang démg & vi tri ndo trong linh vuc
nay, ban cé thé thuc hién mot cudc kiém tra toan dién va tap trung vao cac hoat dong email marketing
¢6 phép va vé mirc d6 tuan thi Pao luat CAN- SPAM. Nguoi ngoai cudc thuong phat hién ra nhiéu
diéu hon ngudi trong cugc. Mot cong ty cung cap dich vu email 14 Iyra chon tét nhat gitip ban quan sat
day dii nhitng yéu té va yéu cau thiét yéu nay ddi voi cac hoat dong email marketing.
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Chinh sach bao vé quyén riéng tu cin bao quat nhiing gi

Chinh sach bao mat tryc tuyén 1a diéu ma phéan 16n cac nha quan ly marketing khong méy hung thy,
hoac thdm chi t€ hon, ho bo qua phan do. Nhung n6 lai ¢6 vai tro thiét yéu trén nh1eu phuong dién.
Ciing gidng nhu khi mua nha voi hang ddng gidy to chong chét, va ai ai cling muén chuyen sang phan
thi vi hon cua qua trinh mua ban nay. Nhung mét website khong co chinh sach bao vé quyén riéng tu
s& rat nguy hiém.

Ngay ca khi website ctia ban c6 chinh sach bao mat, liéu n6 c6 bao quat hét nhimg diém chinh lién
quan t6i cac hoat dong email lién lac cia ban hay khong? Nhiéu website khong co nhirng thong tin vé
quyén riéng tu lién quan dén khia canh quan trong nay khi lién lac voi khach hang. Day 1a mot huéng
di nguy hiém néu ban muén bao dam rang cong ty minh tuan thi cac phuong thice t6t nhat doi véi
email va cc van dé vé quyen riéng tu. No ciling quan trong vi mot duong dan téi muc chinh sach bao
mat hodc myc bao dam veé su tudn thu quyén riéng tu la mot nhan to chinh trong mau ding ky email.
N6 x4y dung niém tin va lam cho moi nguoi cam thay an tim khi cung cap cho ban dia chi email.

Dudi day 1a mot s6 khia canh chinh can can nhac khi xay dung va danh gia chinh sach bao vé quyén
riéng tu va cac chuong trinh email marketing.

*Trinh bay co s& phéap 1y — Vi sy ra doi ctia Pao luat CAN-SPAM va cac luat phap quéc té lién quan
dén thu rac, tot hon hét 1a ban nén gitr minh & thé an toan dé khoi phai hoi han vé sau. T6i danh gia
cao nhiing cong ty khang dinh 13 rang ho tuan thu theo Pao ludt CAN-SPAM (va cac luat quoc té khac
vé thu rac).

*Trinh bay thu tuc dang ky thoat — Giai thich rd rang thu tuc dang ky thoat va sy khac bié¢t gitra email
quang ba va email giao dich trong trudng hop cong ty ban c6 nhiéu loai email phuc vu khach hang
(ching han nhu email thanh toan cudc va email gia han hop ddng), ddng thoi giai thich 16 1y do tai sao
nhitng email d6 van duoc giri di ngay ca trong truong hop ngudi sir dung diang ky thoat khoi cac
chuong trinh lién lac qua email khac.

*Dung lam giam di hiéu qua cua chinh sach bao v¢ quyén riéng tu bang nhitng thuat ngit phap 1y ric
roi — Tét nhién, khong phai chuyén gia thi truong nao ciing c6 thé nhd duoc lut su giup d&, nhung
mot yéu cau bt budc 1a chinh sach bao vé quyén riéng tu cua ban phai 13 rang, t6i mirc mot nguoi gia
hay mot nguoi moi lam quen voi internet cling c6 thé hiéu dugc. That vo nghia khi 1am cho n6i dung
chinh sach trd nén kho hiéu trong khi muyc ti€u cua ban la minh bach hoa no. Néu chinh sach nay
khong d& hiéu, ban s& gip ric roi ddy.

*Tryc tiép xir 1y nhitng ké hoach mao danh bat hop phap hodc cac ké hoach lra dao khac qua email —
bic biét trong truong hop cong ty ban la mét tén tudi 16n hodc 1a d6i twong tiém nang cho cac am muu
mao danh, tot nhat hdy giai quyét van dé nay ngay trong phan chinh sach bao v€ quyén riéng tu va co
mot phan riéng dé nguoi tiéu dung nghién ctru, qua d6 ho s& yén tam rang thong tin c4 nhan ciia ho s&
an toan trong tay ban. Phian ndy nén bao gom dinh nghia vé hinh thirc mao danh va cach thirc dé phan
biét email that v4i email mao danh. H¢ qua tiém 4an khi ban khong thyc hién diéu nay la nguoi nhan sé
ngimg mé email hodc nglng tuong tic véi email cta ban vi ho khong chic liéu chung c6 phai 1 email
hop phap hay khong.

bé cap to1 Dao luat Bao vé Quyén riéng tu Trén mang cho Tré em (COPPA) — Dao luat nay yéu cau
ban phai c6 dugc sy dong y cua phu huynh hodc nguoi dé dau khi thu thap cac thong tin ca nhan cta
tré em dudi 13 tudi. Ban cling nén chu dong giai quyét van dé nhay cam nay.

bé cap t6i duong dan téi cac website khac — Nhiéu email lién lac, dic biét 1a thu tin tuc, cung cép
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duong dan toi nhitng website khong phai ctia ho. Ban nén chii dong dé cap rang néu ngudi sir dung 4n
vao duong dan téi website khac, chinh sach bao mat ctia ban s& khong 4p dung duoc cho cac website
d6. Mic du diéu nay nghe c6 vé hién nhién, nhung ban van can phai thong béo 16 rang. Mot diém quan
trong nita 1 ban phai thong bo rang minh khong chiu trach nhiém vé ndi dung ding tai trén cac
website khac. O Puc, ban s& phai chiu trach nhiém lién d6i vi ndi dung ma ban dan nguoi doc truy cap
vao, trir trudng hop ban thong bao 16 vé pham vi trach nhiém ciia minh.

*Thong bao cach thu thap va xur Iy dir liéu — Phan nay c6 thé lién quan t61 nhimg cong ty quan ly danh
sach email hodc quan 1y cac chién dich email. B&i vi hau nhu tt ca — néu khong mu6n néi 1a tat ca —
cac cong ty deu dang st dung nhiing chuan do trong béo cao dé phan tich vé chién dich cia minh, do
do ban cling can chia sé diéu ndy voi ngudi sir dung. Moi ngudi ciing yén tim hon néu ban luu y véi
ho rang ban s& khong bao gid chia sé dia chi email ctia ho v6i cac bén thir ba.

«Chi cung cép duong dan tdi cac bén thi ba trung lap va dang tin cay — Giri kém duong déan t6i FTC,
Uy ban Kinh doanh Tién b6, hodc website TRUSTe dé nguoi dang ky tim hiéu thém thong tin, dic biét
trong trudng hop ban dugc ho Gy quyén. Chinh sach bao v€ quyén riéng tu hoat dong theo hai chiéu —
bao vé ban than ban va ngudi st dung. Cung cap thong tin clia bén thir ba s& 1a mot tim guong phan
chiéu, thé hién rang ban theo kip trao luu trong nganh va ban ap dung cic cach thirc kinh doanh dugc
x4 hoi chap nhan.

«Cung cép thong tin lién hé khi co Van dé lién quan t6i chinh sach bao vé quyen riéng tu hodc khiéu
nai — Hay dé khach hang cam thay rang ban luén & bén canh ho. Hay cung cap moét dia ch1 email hodc
s6 dién thoai trén website ctia ban. [t nhét thi thong tin ndy ciing giup ngudi str dung biét rang day
khong chi la 161 n6i suong ma con la mot nguén hd tro phuc vu cho loi ich cua ho, bén canh 1¢i ich cua
cong ty ban.

*Yéu cau cac nhom phap 1y va marketing trong cong ty danh gia lai chinh sach nay it nhét hai 1an mot
nim — Cong ty ban cling nén thué mot cong ty ngoai nham c6 dugc cai nhin khach quan dé xac dinh
nhitng 16 hong trong chinh sach ciia minh. T6i thudng xuyén gip phai nhimng chinh sach bao mat dé
cap toi nhirng thoi diém cach thoi diém hién tai hang nim troi — ciing tire 13 cac chinh sach va tuyén bd
ctia ho di lac hau 1au roi. bay la mdt viéc lam nguy hiém trong mot nganh co tde do chuyén bién
nhanh.

«Lén ké hoach cho tinh huéng x4u nhat — Lap ké hoach hanh dong trong trudng hop co bat ky cao
budc nao néi rang ban vi pham chinh sach bao vé quyen riéng tu. Ban hay cu hy vong rang diéu nay s&
khong bao gio xdy ra; tuy nhién, ban s€ gianh lgi diém néu chuan bi sin nhiing ké hoach hanh dong
trong tinh hudng khan cip. Va, trong cudn sach nay cua toi, su kién mot khach hang cao budc ban vi
pham chinh sach bao mat s& duogc coi 1a mot tinh hudng khan cip, du rang 16i cdo budc dé 1a ding hay
sai.

Theo mot hop dong ky két véi khach hang, cac ddng nghiép cua toi & BrightWave Marketing thuc
hién danh gia cac chinh sach bao vé quyen riéng tu ctia cac cong ty hoat dong trong mét nganh lon.
Chung t61 da rat ngac nhién khi thay nhiéu cong ty ndi tiéng khong bao quét dugc nhimng diém co ban,
trong d6 bao gdm ca viéc ho khong thiét ké dugc mot chinh sach bao vé quyén riéng tu dé hiéu va dé
tim kiém. Mot lugng 16n cong ty tham chi con khong da dong gi dén cac van dé lién quan dén chinh
sach bao mat ciia kénh email marketing, dui rang tat ca déu lay email lam kénh lién hé chinh véi khach
hang.

Muc tiéu & day khong phai 13 hoang so hay khién cép trén hodc khach hang cta ban hoang sg. Thay
vao d6, hiy dat myc tidu 1a danh gia tét hon nhitg muc nay, va suy nghi vé cach chinh stra chinh sach
bao mat dé dua vao hop nhat véi cac nd luc email marketing cta ban. Do ban da dau tu rat nhiéu thoi
gian, cong strc va ngudn luc vao email marketing cling nhu xay dung thuong hiéu, vy tai sao lai
khong danh sy chii ¥ tuong tu cho phan kém hap din nay ctia cong ty ban trong thé gidi truc tuyén?
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Ban sé& thd phao khi giai quyét dugc chinh sach bao vé quyén riéng tu — bdi vi sau d6 ban c6 thé
chuyén sang nhitng phan thu vi hon trong hoat dong doéi thoai truc tuyén.
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SU THAT 43

Thiét ké thong diép chao mimg c6 ¥ nghia

Email x4c nhan, hay con goi la thong diép chao mimg, 1 mot trong nhiing phéan ty dong trong chuwong
trinh email, va 1a phan thuong bi bo qua. Diéu ngac nhién 1a t6i con phat hién ra rang nhiéu chuyén gia
thi truong tham chi con khong giri nhitng email ndy, va trong s6 nhitng ngudi giri, c6 nguoi con lam
diéu d6 vai tuan sau khi nguoi st dung ding ky. Pang tiéc 14 nhitng cong ty nay dang bo 15 co hdi 16n
dé thé hién murc d6 cham soc khach hang ctia minh, dong thoi ciing 13 co hoi tan dung thoi gian ma tén
ctia ho van thudc hang dau trong nhan thirc cta nguoi dang ky.

Khong kho dé tao ra cac thong diép chao mung, va néu dugc thiét ké ciing nhu thyc hién mot cach
dung din, chung con tao ra mot moi lién hé ca nhén sau bude dang ky mang day tinh k¥ thuat. Nguoi
dang ky mudn biét xem qua trinh dang ky c6 hoat dong t6t khong, va ciing giébng nhu viéc mang qua
tang hang x6m mai, ho mudn cam thiy minh duoc chao dén.

Céc thong diép chao mimg can dap tmg dugc nhitng diém sau day:

«Nhanh chong — Dé tan dung tdi da théng diép chao mung, dimg doi t6i qua 48 gid sau khi nguoi st
dung ding ky méi giri email. Trén thyc té, khong c6 1y do gi dé doi chd khi cong nghé ty dong giri
nhirng thong diép ludn san c6. Hiy nhd: mdi phit troi qua trude khi ban giri thong diép chao ming 1a
mdi phut ddy ban ra xa khoi tri nhé ctia ngudi dang ky.

*Xac nhén thong tin dang ky — Tan dung thong diép xac nhan dé khang dinh lai nhing loi ich ma
ngudi sir dung s& ¢ duoc, dong thoi cam on ho vi da ding ky chuong trinh cua ban. Néu nguoi st
dung ding ky chuong trinh thu tin tire, hiy gui ho dudng din dé xem thu tin tirc méi nhat dé ho co thé
hinh dung dugc nhitng gi sap t6i.

«Trao mdt phan qua — Hay nhé 1am cong tac tiép thi mot cach té nhi, trong d6 ban dua ra mot 1oi dé
nghi ngay tirc thi hoic mot phan qua nham tao cho ngudi dang ky moi cam giac vé gia tri va sy tri an
danh cho ho khi ho tham gia vao chuong trinh cta cong ty ban. Dic biét ddi v6i cac nha ban 1¢, khi
dua dé nghi giam gia hodc chuong trinh déc biét danh cho khach hang vao thong diép ndy, nguoi nhan
thudng s& c6 ¥ mudn mua cac san pham cia cong ty. Hiy tan dung thoi diém nay, khi nguoi nhan van
con hing thi. Thuong thi nhitng nguoi mua hang co6 kinh nghiém s€ dang ky cac chuong trinh email
v6i1 hy vong nhan dugce khuyén mai dac bi¢t nao do gitp ho mua dugc san phém. Néu ban khong lam
viéc trong nganh ban 1é, ban co thé cung cap cho ho mét ban bao céo hodc dudng din ti cac thong tin
hiru ich. Pung bo phi co hdi vang nay.

*Tuan thi Pao luat CAN-SPAM — Day 1a co hoi dé ban chu dong thé hién cho nguoi dang ky thay
rang ban nghiém chinh chap hanh dao luat CAN-SPAM va nhiing thong tin ca nhan ctia ho. Noi dung
thong diép nén bao gdm dia chi thuc té, dudong din ding ky thoat (trong truong hop ngudi sir dung
dang ky nham), dudng din t6i trung tAm lya chon (néu co), va tit nhién 1a ca dudng dan tGi phan trinh
bay chinh sach bao mat ctia ban. Cac email giao dich ndm ngoai pham vi ap dung cta Pao ludt CAN-
SPAM; nhung t6i van khuyén ban nén tuan tha diy da dao luat ndy dé c6 thé hoan toan nim ngoai bt
ky viing xam ndo lién quan dén phap luat. Phai c6 mot nhan thirc kinh doanh co ban dé bao dam rang
toan bo chuong trinh email ctia ban — chir khong riéng bd phan nao — déu tuén tha theo CAN-SPAM.
Tat nhién, hay hoi y kién ctia nhom tu van phép 1.

*Thé hién thuong hi¢u ctia ban — Thong thuong, thong diép chao mimg s€ do cac bo phan khac gui di,
chir khong phai by phan marketing. Mot viéc phy thudc vao quy mé va ciu triic cta ting cong ty. Hay
bao dam rang doi ngii marketing co tiéng noi trong phan noi dung cua nhiing thong di€p nay, va lam
sao dé thwong hiéu ciia ban dugc phan anh tot va thong nhat tir dau toi cudi.
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«Long ghép yeu t6 c4 nhan — Hay cho nguoi dang ky biét rang ban muén gianh duoc 1ong trung thanh
cua ho, va muon xay dung mot moi quan h¢ lau dai v6i ho bang cach dau tu thoi gian dé dua cac yéu
t6 ca nhan vao email nay. Tuy trong mat cac chuyén gia thi truong, day c6 vé nhu chi 1a mot diém nho
nhit, nhung chi bang mot hanh dong don gian nhu dua tén riéng ctia nguoi ding ky vao thong diép,
ban c6 thé tao 1ap duoc tinh than chung trong mdi quan hé va tac dong dén quan diém cua nguoi ding
ky d6i voi cong ty minh. Néu ban thu thap dugc cac thong tin khac trong qua trinh dang ky, hy can
nhic viéc str dung chung dé tiry chinh thong diép chao mimg sao cho phii hop véi timg ngudi.

*Néng cao ty 1¢ phan phat email — Email xac nhén c6 :[hé dem lai cho ban co hoi cung ¢6 kha ning ’
phan phat email. Hay dung nhiing email nay d€ yéu cau nguoi dang ky bo sung ban vao danh sach tiép
nhan email trong hop thu cta khach hang.

*Dugc tho nghiém va kiém tra thuong xuyén — To1 biét minh da dé cap t6i thm quan trong cta viéc thir
nghiém tat ca cac thong diép; vi thé, t6i chi néi ngin gon the nay: Dung quén thir nghiém va klem tra
cac email chao mumng, béi chung ciing quan trong nhu — néu khong mudn noi 13 hon — cac yéu té khac
trong chuwong trinh email cta ban. Vi day 1a thong diép dau tién ma nguoi ding ky nhan dugc tir ban,
né can phai ding trong tdm. Ban s€ khong bao gid c6 dugc co hdi thir hai dé tao nén 4n tugng ban dau.

*C6 hanh dong xtr 1y trude cac tinh hudng — Néu ban giri email x4c nhdn t6i mot dia chi va roi email bi
tra lai, hiy loai bo dia chi d6 khoi danh sach ciia ban. Néu khong lam thé, chic chan ban s& gop phan
lam giam kha nang phan phat email. Tuong tw, néu cé ai d6 dang ky thoat biang cach nhap chudt vao
duong dan trong thong diép xac nhan, hdly nhanh chéng loai ngudi d6 khoi danh sach.

Néu ban chua timg gti email xac nhan t6i ngudi dang ky, bay gio chinh la thoi diém thich hop dé bat
dau. Hay 4 ap dung nhiing 161 khuyen trén. Nguoc lai, néu ban da thuc hién viée nay, hay ra soat lai dé
bao dam rang ban dang tan dung t6i da tiém ning cia nhitng thong diép email vn van thuong bi bo
qua nay. Chang han, hiy thtr giri mot loat cac thong diép chao mung trude khi bd sung nguoi dang ky
moi vao danh sach. Nhitng ngu’(‘wi de“mg ky méi gﬁn nhu ludén luén l1a nhirng ngudi cé kha nang tuong
tac voi email cua ban cao nhat vi thé ban c6 thé tan dung didu d6 bang cach guri cho ho nhiing dé nghi
t6t nhat cia minh véi tan sudt cao hon trong giai doan dau, sau d6 quay tré lai cac nguyén tic giri
email thong thuong.
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SU THAT 44

Thiét 1ap quy trinh ding ky thoat

T61 khong thich phai tra lai hang da mua cho ctra hang. Tuy nhién, khi ban ¢6 mét trai nghiém mua
sam tuyét voi (tit ca cac trai nghiém déu nén nhu thé), ban s& c6 mot an tuong tich cuc va lau dai ké ca
khi co gip phai mot trai nghiém khong hay. Ban tham chi con ¢6 thé tiép tuc mua hang & d6 nita. Theo
do, viéc dang ky thoat khéi cac chuong trinh email tin tirc hay chuong trinh quang ba ciing nén dugc
nhin nhan tir géc dJ nay.

Mot quy trinh dang ky thoat hiéu qua va dé thuc hién la chia khoa duy tri uy tin cua cong ty ban trudce
cac nha cung cip dich vu internet, cac khach hang tiém nang va khach hang hién tai. Néu ban bat
ngudi dang ky phai nhoc nhan thyc hién nhidu budc méi c6 thé thoat khoi danh sach giri email cia
minh, thi hodc 14 ban s& khién ho 4n nit bao cdo thu rac, hodc 1a ho budc phai tiép tuc hoan thién qua
trinh dang ky nhung an twong luu lai trong ho lai 13 hinh anh khong miy tot dep vé cong ty va thuong
hiéu cua ban.

Loi khuyén dau tién cta toi danh cho ban 13 1am sao dé qua trinh ding ky thoat cang don gian cang tot.
Mot qua trinh phurce tap, kho khan sé khong dem lai lgi ich gi cho ban.

Khéng c6 1y do gi gay kho d& cho qua trinh ding ky thoat; va voi nhimg bd sung méi trong CAN-
SPAM, chuyén gia tu vin phap lut ctia ban han ciing phai dong ¥ véi nhan dinh nay. Hay lam cho qua
trinh dang ky thoat tré' nén dé tim kiém va d& hoan thanh thong qua mot mau ding ky thoat don gian
trén mang hodc qua mot email phan hoi email ctia ban. bimg yéu cau nguoi sir dung dang nhap hoac
cung cap thong tin ca nhan dé thoat khoi chuong trinh. Piéu nay chi khién ho cam thiy buc minh va
Iru lai 4n tugng xau. C6 thé van dé chi don gian 13 ho da thay doi nghé nghiép hoic khong con himg
thi v6i chi dé lién quan nita. Sy thiéu quan tAm nay ¢ ho c6 thé chi mang tinh chét tam thoi, vi thé
dung dé ho phai tranh xa ban.

Hai cach dang ky thoat don gian nhit 1a cung cap mot duong dan An Vao bay (Click Here) hoac nut
Ding thoat, hodc yéu cau nguoi nhan phan hoi email ciia ban v6i dong Tiéu dé hodc ndi dung email
ghi 12 “Pang ky thoat khoi chuong trinh”. Ca hai cach déu hiéu qua, va ca hai déu khong doi héi nhiéu
cong suc tur phia ngudi dang ky. Tuy nhién, hiy lwu ¥ 13 néu ban ty dong loai ngudi sir dung khi ho an
vao du:ong dan Dang ky thoat trong emall ctia ban, moi viéc s& dé dang d6i véi ho nhung c6 the ban lai
gip mot sb ric rdi. Poi khi ho vo tinh 4n nham vao do, hoic phan mém chdng thu rac tu dong an vao
d6. Trong truong hop nay, ban s& khong ¢ co hdi tim hiéu van dé thuc su cua ngudi dang ky va giir
chan ho bang nhing lya chon khac ngoai mot lya chon duy nhét 1a dang ky thoat.

Bén canh d6, ban ¢6 thé cung cip cho ngudi str dung lua chon ding ky thoat va mot duong dan téi mot
website ma tai do, ban tao cho ho nhirng lya chon thay thé néu ho thay ddi y dinh. Chéng han, website
nay c6 thé cho phép ngudi dang ky giam tan suit email nhan dugc hoic dang ky thoat khoi mot 50 loai
hinh thong diép khac nhau cua cong ty ban thay vi dang ky thoat hoan toan khoi tat ca cac chuong
trinh. Du cung cap lwra chon gi, ban ciing nén chi yéu cau nguoi dang ky thuc hién thém mot ca nhip
chudt dé hoan tit qua trinh dang ky thoat.

Bay gi0, 101 khuyén thir hai toi danh cho ban la hay bao dam rang qua trinh dang ky thoat hoat dong
t6t. Ban nén thudng xuyén kiém tra timg tinh hudng c6 thé xay ra dé chic chan rang qua trinh nay vira
hiéu qua vira tién loi cho nguoi sir dung. Dong thoi, hdy giri thong tin x4c nhan véi ho rang ho da bi
loai ra khéi danh séch giri email ciia ban. Hay suy nghi vé chinh trai nghiém ctia minh — chang 1& ban
lai khong mudn biét rang qua trinh ding ky thoat da c6 hiéu qua? Pay c6 thé 1a mot thong tin xac nhan
trén website rﬁng nguoi dang ky s€ khong con nhan dugc cac thong di€p cua cong ty ban, hoac 1a mot
thong bao rang s& mat 10 ngay dé loai bo tén ho khoi danh sach, rang ban rat tiéc khi ho ra di, va rang
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ban hy vong ho s quay lai.

Loi khuyén cudi cing ¢ vé nhu dd qua hién nhién, t&i ndi 18 ra t6i khong can dé cap téi no; nhung ban
chic s& ngac nhién 1im néu biét t6i van thudng xuyén nhan dugc email cua nhiing cong ty t6i da dang
ky thoat khoi cac chuong trinh cia ho — tham chi la email tir nhitng nha béan 1¢ yéu thich. Sau khi
khach hang dé dang ky thoat khoi danh sach cua ban, dung guri email cho ho nira. Toi blet 1a phai mat
mot thoi gian (rét ngén) dé qua trinh dang ky thoat phat huy tac dung, nhung néu ctr tiép tuc giri email
cho ho, ban s& khong nhitng khién ho tirc gian, gy anh huong khong t6t dén uy tin ciia ban, ma day
con 13 mot hanh dong vi pham Pao luat CAN-SPAM nita déy.

Luat phap My (va gan nhu tat ca cac dao luat chong thu réc tai cac qudc gia khéac trén thé gisi) quy
dinh rang ban phai ngung gui cac thong diép email trong vong 10 ngay sau khi nhén duoc yéu cau
dang ky thoat. Hay nhd ring ddy méi chi 1a yéu cau phap ly; cach lam t6t nhat 1a ngay lap tirc loai bo
email cia nguoi dang ky. Sau khi ho khong con muon nhan email cta ban nita, viéc giri thém email
cho ho chi cang khién ho di dén quyét dinh bdo cdo email cta ban 1a thu rac, ngay cé trong truong hop
ban van gui nhiing email nay mot cach ding luat.

Tbi rat buc minh khi nhan duogc nhitng email vi pham phap luat ma to61 tiép tuc nhan dugc tir cac cong
ty to1 da dang ky thoat. Mot chuoi cua hang 16n van thudong xuyén guri email cho t6i médc du to1 da
khong it 1an gtri ho nhitng yéu cau loai tén t61 ra khoi danh sach email ctia ho. T61 khong cho rang ho
c6 y dinh xau gi, nhung 1o rang ho da mac sai lam 16n & day.

Duéi day 1a mot s6 11 khuyén khac gitp ban thiét ké mot quy trinh ding ky thoat hoan hao:

*Hién thi duong din dang ky thoat & phan chan email.

*Biao dam rang moi thong diép email déu c6 duong dan dang ky thoat.

«Luu gitt mot danh sach cua tat ca nhitng nguoi dang ky thoat (va dimg thoa hiép gi o day).

*Bao dam réng nhém thyc hién email marketing cta ban biét dugce danh sach email bi loai nay, va ap
dung no cho tat ca nhirng dot giri email.

«Giit mot ban danh sach du phong vé nhiing ngudi dang ky thoat.

Dimg dat duong dan dang ky thoat 1a mot hinh anh, béi vi nhiéu nha cung cap dich vy email c6 ché
d0 nén hinh anh.

*Thé hién cho ngudi ding ky thdy rang ban ton trong quyén duoc ding ky thoét ciia ho théng qua qua
trinh dang ky ngan gon nay.

*Sin sang xir 1y nhitng yéu cau ding ky thoat tir cac email phan hdi lai théng diép cua ban.

*Phdi hop véi cong ty ddi tac ctia ban dé thong nhit cach xir 1y cac trudng hop ding ky thoat.
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SU THAT 45

Céc cach 1am dtng (va sai) khi giam sat théng tin phan héi vé céc chién dich email

Trong céc bai phét biéu va cac 1an gip gd khach hang, toi thuong néi rang email phai cho di nhiéu hon
12 nhan v&. Diéu d6 ¢o nghia chuyén gia thi truong khong dugc chi dung lai ¢ viéc st dung email dé
dat con sb muc tiéu hay quang ba cho san pham va dich vu cia minh. Hiy bién email trg thanh diéu gi
do co y nghia, doc déo, va trén hét, phit hop v6i ngudi nhan. Nhing thanh phan chua chét nay phai 1a
mot phan trong cong thirc mdi quan h¢ khach hang hoan hao. Pung vay, tat ca chi 1a sdo ngit, nhung
chinh chiing s& dinh huéng cho tit ca cac khia canh xung quanh chuong trinh email cta ban.

Gan day t6i c6 kiém tra mot thanh phan it khi dugc nhac t6i nhung lai ¢6 vai tro chu chét trong “ma
tran email ding” — phan phan hoi trong cac chién dich email truyén théng va c6 muc dich. Muyc tiéu
cua toi la tim hleu xem diéu gi s€ xay ra khi t61 phan hdi cac email duoc cho phép ciia nhiéu cong ty
khac nhau; ho van thuong téi tap gui téi hop thu cua toi nhirng 161 dé nghi déc biét, cac dich vu dinh
hudng kinh doanh, thong tin xac nhan mua hang, va cac thu tin tirc vé nhing sy kién dién ra trong linh
vuc to1 quan tam.

Sau mot tudn guri email phan hdi cac thong di€p email thuong mai, t61 da biét duge rat nhiéu vé cach
dbi xtr cua cac cong ty voi nhitng nguoi ding ky chuong trinh cta ho. Trong sudt tuan thir nghiém do,
t61 nhan dugc hon 40 email dang ky tir mot loat cac cong ty 16n nhé khéc nhau. D6 1a cac email danh
cho mé hinh kinh doanh B2B (tir doanh nghiép dén doanh nghiép), cac thu tin tirc vé tinh hinh trong
nganh, cic email quang ba danh cho ngudi tiéu dung va tham chi 1a ca mot email thong bao vé chién
dich tranh cir cia mot ing vién téng thong.

Két qua thu duoc rat dang ngac nhién. C6 1& quan niém rang email 13 mot cong cu lién lac dé dang va
mang tinh ca nhan cao khong ding, boi vi hiu nhu tat ca cac cong ty toi kiém tra déu khong thé hoan
thién quy trinh lién lac, khong thé nhan duoc email phan hoi tir ngudi dang ky, d6 1a chua ké viéc ho
coO gui email trd 101 lai hay khong.

Duéi ddy 1a mot s6 diém noi bat trong tuan thir nghiém cia toi:

*Chi ¢6 6 email dap lai tr soan (khong phai email tu dong) trong tong s6 40 email phan hoi giri t6i cac
dia chi email ma t6i1 da dang ky. T61 nhan dugc cac email nay trong vong 24 gido dong ho va chung tra
161 day du céc thac mac cua toi. Toi s€ khong tiet 10 danh tinh nhitng cong ty khong phan hoi to1,
nhung lai ca tung nhitng cong ty da 1am nhu vay, vi ho 1a nhitng do6i tugng dac biét, phan anh dung
ban chat cua nhiing email ma t61 da giri phan hoi.

- Sam’s Club — B9 phan kho hang khong 16 ctia Wal-Mart.

- Slatin Report — Hé thdng thu tin tirc thuong mai vé bat dong san.

- Thin Data — Nha cung cp dich vu email. (Xin luu y ring toi ciing guri email phan hoi cho chuong
trinh thu tin trc cia cac nha cung cap dich vu email khac nira, nhung ho khong dap lai email cua t6i.)

- Thrillist — Chuong trinh email hang ngay phuc vy nam gioi. (Can luu y & dy 1a t6i khong chi nhanh
chéng nhan dugc cau tra 161, ma cau tra 161 d6 con dén tr CEO cua ho.)

- Zoo Atlanta — Mot trong nhitng vuon tha hang dau tai My. (T6 chire nay ximg dang dugc trao giai
thuong cong ty c¢6 toc dd phan hoi nhanh nhat, béi 1€ t61 nhan dugce cau tra 101 cua ho chi trong vong 6

phut sau khi t6i giri email phan hoi téi chwong trinh thu tin tirc cta ho.)

- Upromise — Mang ludi tiét kiém gilp céac bac phy huynh tiét kiém tién cho con cai theo hoc dai hoc.
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(Cong ty nay ngay lap tirc giri mot email ty dong thong bao rang ho sé tra 1oi trong vong 24 gid — va
ho da lam nhu vay.)

*Ba email tra 1oi 1a cac thong di€p gui tu dong; hai trong s6 d6 thong bao rang dia chi emai nguoi guri
khong tiép nhan email phan hoi, va mot noi rang ho s& co cau tra 10i trong vong 24 gid (va thuc té
ding 1a nhu vay).

*6 email tra 101 ngay lap tirc bi tra lai. T6i dat nhiing cau hoi tryc tiép vé viéc nhan email va nhiing cau
hoi lién quan dén hanh dong mong mudn/muc dich cia email. Chéng han, mot email dén tir mot hang
hang khong 16n nham xac nhan mot giao dich, dong thoi nhdn manh dén nhimng khach san va 6 t6 cho
thué. Email phan hdi cua toi hoi vé 6 to cho thué, va né bi tra lai ngay 1ap tirc. RS rang ddy khong phai
la cach quang ba chéo hi¢u qua.

*T6i khong nhan dugc bat ky hinh thirc phiic dap nao tir 25 dja chi email con lai trong danh sach giri
email cua t6i. Diéu tha vi 14, mot sd dia chi email duoc hién thi khi t6i 4n vao nt Phan hoi, tuy nhién
trong phan ndi dung email lai khong c6 mot dong nao dé cap téi viée cac email phan hdi s& khong
dugc tra 10i. Pay 1a nhimng dia chi kiéu nhu notread@companyx.com va nonhuman@companyz.com.
Ngoai ra, mot dia chi email phan hdi ¢o dang email.service@companyz.com, nhung t6i phat hién ra
rang dia chi nay chi ton tai trén danh nghia, vi t6i khong hé nhan dugc tin phiic dap nao.

Tranh nhitng sai 1am “phan hdi” pho bién

Diém bt dau trudce tién 13 xac dinh xem cac email phan hdi di vé dau, va kiém tra quy trinh nay tur
phia nguoi dang ky. Da phan cac nha quan ly email déu khong thé tra 10i ban rang diéu gi Xdy ra trong
qua trinh phan hoi, va duong nhu day 1a mot van dé 16n. Tir nhitng hop tac chlen lugc, toi biét rang
day 1a mot hién twong phd bién vi nhiéu cudc ra soat k§ ludng di cho thiy c6 ton tai mot “diém den”
thong tin lién quan tdi van dé cac email phan hoi cia nguoi dang ky di vé dau, va ai 1a nguoi xir 1y
ching.

bicu gi c6 thé xay ra?

Trudc tién va quan trong nhét, cac yéu cau dang ky thoat co thé thudc s nhiing email phan hoi ma cac
chién dich email nhan dugc. Néu nhing y€u cau nay bi tra lai, hoac khong dugc tiép nhan va xur 1y, co
thé ban s& vi pham luat phap ddy. Diéu mia mai la mot chuong trinh thu tin tirc ma t6i gui yéu cau
dang ky thoat lai chuyén guri nhitng ndi dung vé cac phuong phap thyc hién email marketing t6t nhat.

Diéu thu hit duoc su chu ¥ ctia nhiéu chuyén gia thi truong hon la nhimg co hdi ban hang bi bo 15 xay
ra khi cac email phan hoi dugc guri di ma khong co ho6i dép. Hon 25% email phan hoi cta toi yéu cau
cung cip thém thong tin vé mot san pham hay dich vu nao d6; nhung chiing khong nhan dugc email
phuc dap nio ca. Khong phai ai cling hanh dong nhu ban mong muén — chang han nhu 4n vao duong
dan Mua Ngay — vi 1& d6, khong phuc dap 1a mot cach dé mat doanh thu khong thé bao bién dugc. Van
dé ¢ day khong chi 1a dé 15 co hoi ban hang, ma ban con mét di co hoi d6i thoai voi ngudi dang ky.
Email chinh 13 co hdi giao tiép hai chiéu ciia ban, nhung diéu d6 s& khong xay ra néu dia chi tiép nhan
phan hdi cua ban khong hoat dong. Ban c6 thé dé 15 nhirng thr nhu sy ching thuc cua nguoi nhan,
thong tin canh bao vé nhiing sai sot, phan hdi vé ndi dung, hodc cac dé xuat cai thién chuong trinh.

Néu mudn email ¢é vi tri trong chuong trinh marketing ctia cip trén, cac chuyén gia thi truong can
phai bao dam rang cac chién dich ciia ho dugc thiét ké va thuc hién hop 1y tir phia ngudi dang ky; ho
phai 1am nhiéu viéc hon nita chtr khong chi dimg lai & viéc an nat Guri, dong thoi phai vuot ra khoi
pham vi chat hep ctia quan diém ban hang va marketing.
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SU THAT 46

Thuec hién cac chién dich email cong ty-cong ty (B2B)

Muc tiéu cua phﬁn 16n cac email B2B la dé thu thap nhan moi, nhung phén 16n lai khong dat duge muc
tiéu do, va chung thuong gay hoa nhi€u hon.

Nhin chung, d6i véi t6i, cac chién dich email B2B trong déu nhu nhau. R4t nhidu email trong giong
nhu nhitng email moi chai dong dai, nhidu chit. Mot s6 khéc lai trwong hinh anh khong 16 v6i nhiing
thuat ngit marketing. Phan 16n déu khong hiéu diéu gi c6 thé thu hut duge ngudi mua thyc sy, va lam
thé nao dé dem lai gia tri cling nhu su pht hop dén vé6i hop thu cia ngudi nhan.

Muc tiéu cta phan I(m cac chién dich email B2B 1a thu thap nhan m01 thuong 1a thong qua mot bao
c4o, hoi thao truc tuyén hay nghién ctru dién hinh — tt ca déu yéu ciu ngudi quan tim phai dang ky.
Do d6, hiy tao duong dan dé dang téi website ding ky trén email.

Dbi voi mot s6 chién dich email cép cao va tap trung vao doanh nghiép, muc tiéu cia chung khong
phai 13 thu dugc nhan mdi hay khlen nguoi nhan an vao dudng dan ngay ttrc thi, ma 1a phai lam sao dé
nguoi nhan doc dugc email do va 10i chuyen tiép cho ngudi can doc né. Hay thir hinh dung ban dang
ban mot phan mém gia cao hodc mot thiét bi cong nghé nao d6. Rat hiém ngudi sin 1ong bo tién ra
mua mot thiét bi tri gia 200.000 do-la chi sau mot thong di¢p email. Nhung néu dugc thuc hién ding
dén, cac chién dich cua ban c6 thé duoc nhimg nguoi co thAm quyén ra quyét dinh chu ¥ t6i, va luc dé
qua trinh ddi thoai ca nhan thuc sy s& ¢6 thé bit dau.

Pé email cua ban duogc chu y va dugc doc, ban s€ phai thé hién su quan tam tdi cai toi cia ngudi nhan,
dac biét khi hudng td1 cac doi tugng quan ly cap cao. Hay nhan thire dugc tam quan trong (trén thyuc té
hoac theo quan ni¢m bén ngoai) ctia ngudi nhan cling nhu thoi gian cua ho.

Sau day la mot s6 10i khuyén déc dung cho hoat dong email marketing B2B:

*Hiéu 16 doc gia — Néu ban guri email cho nhitng nguoi quan tri mang ludi cong nghé thong tin, c6 18
mot email tin tre nang vé hinh anh s& khong duoc chao don ndng nhiét cho ldm. Thay vao do, hdy gui
mot théng diép bang chir viét. Hay lam theo nhiing gi doc gia cuia ban thich, dimg ap dung mot cach
tiép can cho tat ca cac ddi tuong.

eSang loc email trén dién thoai di dong — Hay vuot qua chiéc ludi sang loc email trén di¢n thoai di
dong. Ngay cang c6 nhidu doanh nhén sir dung céc thiét bi dién thoai di dong/may tinh bang dé sang
loc email. Piéu d6 c6 nghia 1 néu thong diép cua ban yéu hodc email ctia ban kém phan hap dan hoic
khong dem lai gia tri tirc thoi, vi doanh nhan ban ron kia co thé s& nhanh chéng xo6a bé email ctia ban
khi anh ta dang ngdi trong phong hop va tranh thi kiém tra hop thu. Nguoc lai, mot email doc déo véi
muc dich phi hop ¢6 thé dugc ho giir lai dé doc sau, khi ho quay tré lai van phong lam viéc.

*Tao sy dé dang cho nhitng ngudi sir dung dién thoai di dong — Hay dua vao mot lya chon nhu: “An
vao day dé doc email trén dién thoai di dong”. Phuong phap nay ngay cang duoc sir dung rong rai
trong cac email B2B, va ching c6 thé gitp ban thoat khéi chiéc ludi loc email trén dién thoai di dong.

Dung danh gia thip dong Nguoi guri va Tiéu dé — Email tir mot CEO giri cho mot ngudi dong cip
thuong s€ tao dugc hiéu ung. Hay két hop di€u nay véi mot dong Tiéu dé du noi bat gitra céc loai
email khac nhau, dong thoi the hién 1y do tai sao ngudi nhan nén doc email nay.

*Thiét ké email mot cach ngin gon va hip din — Du ban doc email trén iPhone hay laptop, hiy cha y
to1 thong di€p; bao dam rang nguoi nhan s€ doc email cua ban. Nguoi dang ky s€ bo qua va xoa bo
nhiing email dai dong, khong c6 101 kéu goi hanh dong rd rang. Hay thé hién rd rang gia tri cua ban doi
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v6i nhiing nguoi chi doc ludt cac email dé tim 1y do tai sao ho nén doc (hodc xd6a bd) cac email nhan
duoc.

*Ding khoa truong — Qua nhiéu 10i htra hen, qua nhiéu 10i n6i dong dai, hay qua nhiéu thong tin vé gia
ca c6 thé “lam ngop” doc gia cua ban, tir d6 pha hong co hoi khién ngudi nhan nhip chudt vao dudng
dan cung cip nhitng thong tin chi tiét vé nhitng gi ban dé nghi.

«Cung cip gia tri — Hay nh¢ rang ban dang huong dén mot thang loi lau dai chtr khong chi nh'firn khién
ngudi nhan nhip chudt vao dudng dan mot lan r0i thoi. Vi xdy dung mbi quan hé 13 mot yeu t6 quan
trong trong cac email B2B, ban phai cung cap diéu gi co gia tri va giri email nham dwa mbi quan h¢ do
phat trién l1én nhiing nac thang méi. Piéu d6 co6 thé don gian nhu viée tong hop nhitng dudng din cung
cap thong tin vé linh vyc lién quan va bd sung ho vao danh sach giri thu tin tirc cua ban.

*Ton trong thot gian ciia doc gia — Tan suat giri email 1a mot van dé quan trong doi vaéi tat ca cac
chuong trinh email, nhung néu mdt nguoi dang ky khong phan ung lai véi hai email ban dau cia ban,
di€u d6 khong c6 nghia l1a ban nén gui email cho ho thudng xuyén hon nira.

«Thir nghiém — Chi tinh riéng trong budi sang khi viét den nhiing dong nay, t6i da nhan duoc 7 email
khac nhau trong vong 5 phut tr mét cong ty tao nhan mdi. Cac email ndy déu chira nhitng thong diép
hay va c6 dudng dan t6i it nhat mot nghién ciru dién hinh. Hiy thir nghiém, kiém tra, danh gia k§
ludng trude khi gui email, vi nhitng chién dich nay thuong la loi bat cap hai.

*Cung cap diéu gi d6 doc dao — Ban c6 thé cung cap cho ngudi nhén cac két qua bao cdo, tuy nhién
day 1a diéu da qua pho bién. Thay vao dé, hiy tang quyén truy cap va cac vi tri quan trong cho nhiing
doc gia cao cip. Chang han, mot khach hang mudn dang ky cho cac 1anh dao tham gia mot sy kién
thudng nién, va ho mudn kiém tra mirc gia chiét khu khi dang ky nhiéu ngudi so voi mire gia khi
tham gia mot su kién danh cho nhiing nhan vat quan trong. Hay nh¢: nhiitng doc gia B2B thuong
khong sir dung tién thi ctia ho dau.

*Tai marketing Gan day t61 da dat duoc thanh cong 16n khi phéi hop voi mot khach hang dé xay
dung céc chién dich email tiép theo dya vao cach phan tmg (hodc khong phan mg) cua ho trude chién
dich ban dau. Céc chuan do c6 thé hd tro ban xay dung mot chién luge tot va phii hop hon.

Chién dich email B2B khac véi chién dich email hudng téi nguoi tiéu dung. Hiy cing nhin vao ba su
khac biét 1on:

*Ngit digu — Dimg mat thoi gian viét ra nhing tir ngit hoa hoe hoa s6i. Thay vao do, hdy dau tu thoi
gian thir nghiém dé tim ra bo ba thiét ké - thong diép - 101 kéu goi hanh dong hop ly nhat Ngtr diéu
ban dung cting nén gidng véi ngtt diéu sir dyung khi tiép xuc tryce tiép v6i khach hang tiém nang: truc
tiép, chuyén nghiép va lam sao dé khién ngudi nhan mudn hop tac véi ban. Pung lang phi thoi gian
nghi cach quang cédo. Hay noi rd tai sao ban lai giri thong di¢p nay, va nguoi nhan sé thu duoc loi ich
gi tu do.

«Thong diép — Thong diép email phai thé hién dugc 16 rang muc dich va gia tri ma nguoi dang ky nhan
duoc, ddng thoi 1am sao dé ho c6 thé d& dang tim thiy va hanh dong theo 101 kéu goi hanh dong. Ping
1am ho chan nan véi qua nhiéu théng diép quang ba chéo hay marketing thir cap. Hay dé ho doc ludt
qua email va tim hiéu xem ho ¢6 loi ich gi trong do.

*Do luong — Noi dung phan tich chinh cua ban khong nén tap trung vao ty 1¢ mo email hay ty 16 nhap
chudt vao duong dan guri kém, ma hay tap trung vao sd lwong nhan mbi duoc tao ra. Can dic biét cha
¥ t&1 nhitng email dugc chuyen tiép va sb luong dang ky chuong trinh tang 1én sau khi thyc hién chién
dich. Ty 1¢ m& email va nhap chudt vao dudng din giri kém cao nhung sé lwong nhan méi thap cé thé
phan anh rang ban dit ra qua nhiéu trd ngai cho qua trinh thu thdp nhan méi. Ban hiy 1am sao dé trang
dich dén va cac trang cong vao (chang han nhu trang dang ky nhan bao céo) d& dang tim kiém va sir
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dung. Dé 1am dugc diéu nay, c6 thé ban sé& phai thuc hién cong tac diéu phdi voi nha quan 1y email.

Céc chién dich email B2B can dugc kiém tra va diéu chinh thudng xuyén. Néu ty 16 mé email va nhap
chudt vao duong dan guri kém cao nhung ) lugng nhan mbi thu thap duoc lai thép, ban can phai kiém
tra céc trang dich dén ctia minh dé tim hiéu xem c6 rao can nao khién nguoi dang ky kho thyc hién
hanh dong nhu ban mong mudn hay khong.
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Cac phuong phap hiéu qua nhét cho cac hoat dong email quc té

Ban dang nghi ti chuyén dua chuwong trinh email ciia minh téi qudc gia khac? Néu ban dinh chia sé
cac thong diép email v6i khan gia qudc té, c6 mot s6 101 khuyén danh cho ban. Mot s phuong phép rd
rang va cu thé, mot s6 khac kém rd rang hon, nhung ban c6 thé s& ngac nhién khi thay nhitng su khac
biét ma d6i khi ban chua ting nghi dén.

Ngbn ngit va chuyén ngi

Chéc chin ngon ngir 1a diéu dau tién xuét hién trong dau ban khi can nhéc to1 chuyén lam marketing
v6i khach hang qudc té. Tuy nhién, moi viéc khong chi don thudn 1a Vlet email bang ngon ngir tho dia
hoac thué nguoi dich thong diép cua ban sang ngdn ngir khac. Ban can phai hiéu ring mot s qudc gia
va khu vuc c6 thé c6 nhiéu hon mot ngdn ngir phd dung. Dong thoi, mot ngoén ngir chinh thirc cting ¢6
thé c6 nhleu net di biét gilta cac vung trong cung mot quoc gia hay nhiéu qudc gia khac nhau. Chang
han, tiéng Phap & Canada sé& khac véi tiéng Phap ¢ Phap. Hay bao quét cc liwa chon vé dia diém va
ngdn ngit trong qua trinh dang ky dé tranh cac rao can ngdn ngir.

Mark Brownlow, quan ly trang EmailMarketingReport.com danh cho mot nhom déc gia qudc té dén tir
Ao, di chia sé nhitng 101 khuyén vé van dé chuyén ngit. Neu ban mudn sir dung mot chién dich va dich
no sang cac ngon nglr khac, hdy can nhéc xem ban c6 muén thue hién mét chién dich riéng cho quoc
gia d6 khong, hay chi don thuan 1a dich mot chién dich sin co6 dé st dung & mot quéc gia khac.

Néu ban Iya chon phuong an chuyén ngir, hiy luu y nhimg diém sau:

«Dich hay khong phai 1a dé. Hay nho cac dich gia chuyén nghi¢p, dung nh¢ ai d6 trong cong ty lam
viéc nay chi boi vi ngudi d6 tinh cd nodi duoc ca tiéng Anh va tiéng nude ngoai.

*Ban can c6 mdt dich gia 1a nguoi ban dia & quoc gia ban thuc hién chién dich, va quen thudc voi chu
de lién quan cling nhu v61 nén van hoa cua thi truong ban hudng toi.

*Néu ban khong thé tim dugc mot ngudi dap ing duogc ca hai diéu kién trén (rat kho), hay nhd nguoi
trong nganh c6 chuyén moén danh gia va hiéu dinh ban dich dé bao dam su chinh x4c vé cac thuét ngi,
va nhd ngudi ¢ kinh nghiém marketing tai qudc gia d6 xem lai ban dich dé tim ra nhiing khac biét
nho trong van héa marketing gitra hai nudc.

Ngon ngit ciing c¢6 anh hudng trong nude. Chang han, néu ban dich thong diép ctia minh sang tiéng
Dbuc, hay kiém tra lai mdt 1an nira trudce khi st dung thong di€p dé ¢ Ao hay Thuy S¥.

Bai hoc tir nudc ngoai

Trong s nhiing chuyén gia email marketing quoc té t6i timg gip, Denis Cox 1& mot trong nhiing nguoi
c¢6 quan diém doc dao nhat. La nguoi My chinh gdc, Cox hién 13 chuyén gia email marketing ky cuu
ctia nha cung cap dich vu email chau Au Newsweaver. C 13 chuyén gia marketing bam sinh, va hién
dang lam viéc tai Ai-len. Cox di chia sé véi toi nhitng cach lam viéc hi¢u qua nhit va nhimg meo hay
o thuong ap dung cho céc chién dich qudc té:

*Thach thirc 16n nhit ddi véi cac chuyén gia thi truong la tiép can marketing toan cau, dic biét 1a tai
chau Au, véi quan diém ré'mg khong c6 mot ca thé vung duy nhét nao. Chéng han, méac du ¢6 co quan
hop nhat cac quoc gia chau Au — Lién minh chiau Au (EU) — nhung ban van can phai tiép cin timg
quoc gia trong khéi Lién minh do theo tung phong tuc tdp quan, ngdn ngir va thoi quen mua sam cua
ho. Piéu nay ap dung v6i moi qubc gia trén thé gidi. N6 ciing ding véi cac nude noi tiéng Anh — ho
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khac nhau vé ngon ngir va phong tuc tap quén.
*Phan 16n cac doc gia qudc té déu da thuc hién email marketing.
*54% nguoi dan trong khdi EU c6 thé sir dung internet.

Mot nghién ciru méi day cta JupiterResearch da néu ra mot s6 diém tuong dong va khac biét giira cac
thi truong email cua My va EU (truy cép theo dia chi
www.jupiterresearch.com/bin/item.pl/research:concept/1103/id=99795/Findings included). Mdc du
nhin chung thi giéng nhau, nhung viéc sir dung nhiing chién thuat nhu phan nhom thi & chau Au van
c6 ty 1& thap hon. Cac chuyén gia thi truong & Anh va EU ¢6 danh sach khach hang it hon han so voi
cac déng nghiép cua ho tai My, va cac chuyén gia thi truong chau Au phu thude nhiéu hon vao céc dit
lidu vé dia ly.

*Email di tro thanh mot phan quan trong trong cac hoat dong marketing cta gi¢i marketing chau Au.
Mot nghién ctru gan day cta Forrester cho hay trong ndm 2007, cic cong ty chau Au dau tu 1,5 ty euro
cho hoat dong email marketing — va du kién ngudn ngan sach danh cho no6 s& ting 1én téi 2,3 ty euro
vao nam 2012. Tuong ty nhu & My, xu hudng sir dung email 1a dé giit chan khach hang (52%) hon 1a
dé thu thap khach hang méi (26%).

Luat phap

Thang 10 nam 2003, Chi thi chau Au vé Quyén riéng tu va Cac hoat dong lién lac dién tir
(2002/58/EC) bat dau c6 hiéu lyc. Vi chi thi nay, hoat dong gui cac thong tin lién lac khong mong
mubn qua email di duoc quy dinh chit ché hon tai tat ca cac qudc gia trong khéi EU. Céc nguyén tic
co ban la cach dang ky: cac doanh nghiép phai c6 dugc su chép thuan tir truée cta nguoi nhan trude
khi giri email phuc vu cho marketing tryc tiép. Su chip thuin nay phai dlIO’C trinh bay ro rang, ngoai
tru truong hop doanh nghiép c6 quan hé véi khach hang. Chi thi nay ciing cAm viéc mao danh hay che
glau danh tinh cua nguoi gui, dong thoi yéu cau cac doanh nghiép ap dung mét quy trinh diang ky thoat
dé str dung va khong mét phi.

Mdi qudc gia chau Au lai c6 mot cach dién giai riéng vé dang ky va ding ky thoat. Chiang han, Vuong
qudc Anh va Ai-len phan tach rd rang sy khac biét giita dia chi email doanh nghiép va dia chi email ca
nhan, trong d6 bao gdm cac ddi tac va doanh nhan don 1¢. Pia chi doanh nghiép c6 thé duoc giri nhitng
thong diép lién quan t&i qua trinh ding ky thoat, con cac dia chi email ca nhan co thé dugc giri nhimg
thong diép lién quan t6i quy trinh dang ky, trir khi c6 mbi quan hé tir trude voi ngudi nhan. Tai Ao,
chinh sach dang ky chung twong dbi nghiém ngjt.

Ban hay suy nghi ¢ tam qudc té va dit ra nhiing ké hoach phé cap céc san pham va dich vu cua minh ¢
cap do quoc té. Nhung khi phéi hop cac chién dich ctia minh, ban sé& thay rang minh nén suy nghi &
quy m6 quoc gia, phan nhém va ca nhan hoa cac email marketing sao cho phu hop v6i khu vire ban
dang trién khai. Theo cach d6, ban sé& thu duoc nhitng két qua tot dep hon.

Con nguoi ludn giong nhau du ho ¢ dau

R rang 13 hop thu cia ngudi chau Au ciing “ban ron” nhu hop thu cua ngudi My. Khong ai mubn
nhén thu rac. Ban s€ phai lam viéc vat va hon dé thu hut doc gia muc tiéu bat ké ho dang sinh song &
dau.

Nguoi chau Au ciing yéu thich email nhu nguoi My vdy. Ho thich nhimng email hudng t6i ho, dugc giri
nhanh chéng va phu hop. Dic biét, nguoi chau Au dé cao su riéng tu, vi thé can phai thyc hién cac
hoat dong email marketing can than dé khong xAm pham vao lanh tho riéng ctia ho. Moi ngudi trén thé
gidi déu thich nhan nhitng email ma ho da cho phép nguoi gui g téi ho, nhitng email hiru ich hay
duoc gui tr mot cong ty hoac thuong hi¢u ma ho tin tudng.
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Hay bao dam rang ban theo kip dugc nhiing khac biét va ap dung nhimg phuong phap lam viéc hiéu
qua nhét tai timg qudc gia. Poc gia chic chin s& cam on ban vi sy quan tAm cta ban déy.
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SU THAT 48

Tac dong cua truyén thong xa hoi doi v6i email
“Truyén thong xa hoi dang giét chét email.”
“Email tr& thanh con mdi ciia Web 2.0.”

C6 18 ban da nghe dén nhirng phat ngdn nhu thé nay, hodc da doc nhitng bai bao néi vé viéc email
dang bi ddy ra ngoai cudc choi boi nhitng trang mang xa hoi nhu MySpace, Facebook hay LinkedIn.
Dung 1a nhitng website nay ngay cang trd nén phd bién trong nhimg nam gan day. Nhung néu ban chu
¥ va tu hoi: “Minh sé& lam gi day khi email khong ton tai nira?”, chiing ta hiy dtng lui lai mot chut sau
dam dong va thu gidn dau oc.

T6i van nhé thoi diém khi dinh dang tin kiéu RSS bit ddu phat trién va ngay cang duoc phd rong.
Trong linh vic email xudt hién nhiing tiéng la 6, va toi cling thdy nhitng dong tit trong tu trong cac
muc tin tire. CO vo sb nhitng bai viét v6i tua dé nhu: “RSS giét chét Email”, hay “Tam biét Email”.
Nhung trén thuc té, email khong hé bi RSS thé chan, va ngay nay ching ta lai dang dung trudc mot
tinh hudng twong ty voi truyén thong xa hoi.

Email marketing van thuong duogc coi 1a cong cu két ndi xa hoi dau tién — va toi hoan toan dong y véi
nhén dinh nay. Email dong mét vai tro 16n trong cdc mang xa hoi noéi chung. Chéng han, LinkedIn phy
thudc rat nhiéu vao email dé duy tri sy lién lac cho cac thanh vién cua minh. Thyec ra, cac céng thong
tin 16n (cung cap dia chi email cho hang triéu nguoi) cling dang bién chuyén thanh cac mang x4 hoi, va
trong tam cua ching chinh 1a email.

Pung 13 truyén thong xa hoi di va dang ngay cang phat trién trong viéc thu hut s cht ¥ ctia ngudi sir
dung internet khip noi trén thé giéi. Tuy vdy, c6 mot bai hoc can rit ra & ddy. Thay vi nghi ring email
d3 bi loai trir, ban hiy thir nghi t6i vai trd ma né c6 thé dam nhi¢ém trong nhimg dién dan marketing
moi nay. Khi cac phuong phap va cac kénh marketing moi xudt hién, chiing ta nén nghién ctru nhimg
phuong phap moi dé két hop va tan dung email. Marketing s¢ khong ngung cai tién, va cong viée cua
chung ta 13 thay d6i quan diém ctia minh vé viéc email s& nam & dau trong nhiing cong cudc cai tién
do.

Cac nghién ctru da chi ra réng thé hé tré thich lién lac qua cac trang mang xa hdi, va c¢d 1€ ho st dung
email it hon truéc. Nhung tir kinh nghiém ciia chinh minh, chiing ta déu biét rang so thich lién lac thay
d6i theo tudi tac, va c6 thé thé hé tré s& sir dung email nhiéu hon khi ho kiém dugc cong an viéc lam.
Hay suy nghi theo huéng nay: Cac mang xa hoi giéng nhu cac hon déo, chung yéu cau ban phai ding
ky thanh vién méi duoc phép truy cap. Email 14 diéu phd cap. Nhimg ngudi ban quen déu c6 dia chi
email, nhung khong phai tat ca déu c6 tai khoan Facebook. D6 chinh 14 loi thé 16n cua email.

Du theo cach nao, cac phuong phap lién lac méi xuat hién déu doi hoi ching ta phai phat trién theo va
khong dugc tu duy theo 16i mon. Cu thé, hiy tim hiéu xem nhom khach hang nao ctia ban c6 kha ning
tiép nhan chién luoc marketing thong qua mang xa hoi hon, tir 46 dua ra nhiing hoat dong trong tam
phu hop; diéu d6 ciing trong tw nhu viée ban khong cb cong dung email dé t1ep can nhirng nguoi
khong sir dung internet vay. Duéi day 1a mot s6 cach ban c6 thé sir dung truyén thong xa hoi va két
hop email vao trong do.

*Néu cong ty ban co tai khoan Facebook, hay thu thip cac dia chi email trén do.
*Gi6i thiéu vé chuong trinh thu tin tirc va cac loi ich trong cac chién dich email trén tai khoan

LinkedIn cuda ban.
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«Sir dung nhitng website ndy dé truyén tai nhiing tin tirc it mang tinh cap bach hodc it thuong xuyén
hon.

*Thir nghiém cac thong di€p marketing, 161 kéu goi hanh dong va cac yéu td sang tao clia ban trén cac
website mang xa hoi. T6i dd lam nhu vay khi quang ba cho cudn sach nay, va nhan thiy viéc lam do
d3 mang lai nhiéu gia tri cho minh.

*Str dung email dé gia tang luu lugng truy cap vao cac website mang xa hgi mai hodc cac website va
tinh nang két noi xa hoi hién co6. (Pi€u nay sé cho ban co hdi danh gid dugc hi€u qua ctia no luc
chung.)
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Tuong lai cua email marketing

Khi doc cudn sach nay, hén ban cling da rut ra duoc két luan réng email van 1a “con ngua thd” cua
nganh marketing twong tac, va toi du doan rang n6 tham chi con duge cht ¥ va danh gia cao hon nira
trong nhitng nam tiép theo. Sau day 1a mot sb suy nghi ngu nhién cta toi vé twong lai ctia email
marketing va vé nhitng gi chiing ta s& dugc chimg kién.

Email va marketing truc tuyén van tiép tuc 1a nhitng hop phan co ban trong bit ky chién dich
marketing turong tic nao. Néu khong st dung hop 1y cac kénh muc tiéu va c6 kha ning do ludng nay,
cac san phém va dich vu truc tuyén s€ khong thé ¢6 co hoi canh tranh trude nhitng ddi thu hiéu théng
va nhanh nhay hon. Ngan sach danh cho hoat dong nay s& ting dé phan 4anh su phu thudc cua cac cong
ty vao email dé ban hang va thuc hién marketing.

ROI cta email mang lai thanh qua

Khi cac chuyén gia thi truong nghién ctru sdu hon cac phan tich va phuong phap phan nhém khach
hang dé c6 géng tan dung hon nita email, két qua thu vé 14 cac nha quan 1y chuong trinh email s& duoc
phan bd ngudn ngan sach 16n hon, dugc trong vong hon, va c6 thé duoc thang chirc hay tang luong.
T6i cling dy doan rang cac doi thyuc hién chuong trinh email s& phat trién ca vé quy md va vi thé. Cac
cong ty lon, dac biét 1a nhiing cong ty thudc danh sach Fortune 500, s¢ khong thé quan 1y thanh cong
céc chién dich email phirc tap voi mot nhom tir 1-3 ngudi ma t6i van thudng gap.

Kiém tra tai san

T6i cho rang phan 16n cic nhom marketing déu khong nhén ra rang ho dang c6 trong danh sach email
nguoi dang ky tham gia chuong trinh ctia minh mot tai san quy gia cia cong ty. Danh myc ctia nha ban
1¢ va cac nhom marketing truc tiép coi danh sach cia minh nhu nhiing nguén lyc kinh doanh quy gia
mang nhiéu ¥ nghia tai chinh, va trong cac danh sach nay khong thiéu dia chi nhitng ngudi chua timg
cho phép ho lién lac. Hay coi chuong trinh email 1a mot hoat dong riéng, va ton trong nhiing gi ban c6
(co s& nguoi dang ky ctia ban). Chuong trinh email ctia ban ¢ thé ¢6 gia tri 16n hon ban tuéng diy.

Ping hiéu nham ¥ t6i. Tat nhién, t6i khong am chi xa x6i rang ban nén cho thué hodc ban di nhing tai
san nay; nhung trong luc xay dung gia tri, muc ti€u va tiéu chuan cho nhom lam viéc ctia minh, hay
dat mot gia tri tai chinh cho nhitng dia chi dang ky tham gia chuong trinh cta ban.

Su chuyén giao

Viéc thiét ké email cubi cung r6i ciing s& duoc chuyén giao cho cac nha thiét ké trong noi bo cong ty,
nhiing ngudi c6 kinh nghiém xay dung cac email hi€u qua hodc tirng lam viéc tai cac cong ty dich vu
email, thay vi nhitng chuyén gia thiét ké tong hop hodc cac cong ty cung cip dich vu tuong tac von
khong c6 khat vong hay kinh nghiém gi vé email. Nhitng gi phat huy hiéu qua dbi voi phan mém flash
hay véi cic website quy mo nho (microsite) c6 thé khong 6 tac dung véi email. Cac chuyén gia thi
truong sé dua ra nhitng quyét dinh hop 1y hon vé viéc can thué ddi tac bén ngoai thuc hién phan viéc
nao trong chuong trinh email, khi ndi bd ho khong ¢ cac ngudn luc hay kinh nghiém twong tmg.

Tam biét nhiing dot “tong tan cong”

Cubi cung, twong lai ciing ching kién sy ra di cua nhiing chuyén gia thi truong guri nhitng email hang
loat. Khi email ngay mot tré nén phd dung hon, cac chuyén gia email marketing hoat dong dua trén sy
cho phép cia nguoi nhan s& khong con 1y do gi dé bao bién cho viéc ho khong str dung (hay chi it 1a
khong tim cach st dung) cac danh sach phan nhom, hay thay doi quan diém vé viéc gui 12 thu tin tirc
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hang thang cho cting mot danh sach vao mdi 1an giri. D ban dang bo ra 20 d6-la hay 20.000 d6-la mdi
thang, co hoi danh cho ban la twong duong nhau khi ban chuyén sang ap dung nhiing chién dich nang
dong va nhay bén hon, va cung cap gia tri doc déo tdi hop thu cua ngudi nhan.

Sy két hop phd bién khip moi noi

Cac chuyén gia thi trudng di va dang dat nhiéu tién b trong viéc két hop cac kénh marketing, nhung
cang ngdy email va cac hinh thirc marketing khéc cang tré nén gin bo véi nhau hon. Trong twong lai,
email s& duoc két hop sir dung nhiéu hon kém véi cac kénh marketing truc tiép — chang han, khi mé
mot email, ban s€ nhan dugc cudc goi tir ddi ban hang, hodc ngudi ti€u dung co thé nhan dugc mot
email truc tiép c6 duong dan dua ho t6i mot website cung cép chuong trinh ddc biét danh cho ho néu
ho ding ky tham gia chién dich marketing.

To1 cling hy vong rang nganh quang cao truyén thong s€ thirc tinh va nhan ra rang day manh luu lugng
nguoi truy cap vao cac website va vao ca cac trung tdm lga chon sé€ 1a mdt viéc lam vura thong minh
vura hi¢u qua.

Str dung di¢n thoai di dong?

Céc chién dich email qua di¢n thoai di dong s€ ngay cang phat trién, va ban nén coi day la mot chién
lugc; vi thé, hiy tim hiéu xem minh c6 hoa nhap dugc véi méi truong dién thoai di dong hay khong.
Dé tai vé dién thoai di dong ngay cang dugc dua ra ban luan nhiéu hon, nhung t6i van chua thay nhiéu
chuyén gia email marketing truyén thong ap dung cac chién luoc cho dién thoai di dong. Tuy vay, t6i
cho rang diéu d6 s& thay d6i trong nhiing nam sap tdi. T61i hy vong rang s& c¢6 thém nhidu chuyén gia
thi trudng thtr nghiém tim hiéu hiéu qua ctia dién thoai di dong va vai trd cta né trong chién luoc téng
thé.

RSS thi sao?

RSS van 1a mot phuong tién truyén tai tin torc va nd1 dung déc luc cho mot nhom doc gid riéng bi¢t va
tién bo. N6 van sé& 1a ngudi ban dong hanh tham ling véi email va 13 mot kénh giao tiép hiéu qua voi
cac ddi tuong phu hgp. Toéi khong cho réng RSS s€ tré thanh mot hi¢n twong nhu cdc mang xa hoi va
blog, nhung nhiing nguoi dang sir dung n6 van sé tiép tuc st dung, va n6 s€ thu hat dugce sy chti y cuia
mot lugng nhd nguodi dung mai.

Video va am thanh

Mic du van chua pho bién trong thoi diém hién tai do ché do loc 4m thanh va hinh anh, nhung dan dan
cac email co tinh ning xem video va nghe 4m thanh sé& tim duoc dudng dén v6i hop thu cua ngudi
nhan thudng xuyén hon. Thi trudng rat c6 nhu cau d6i v6i hinh thirc nay, tuy nhién, cong nghé van
chua thé bat kip nhu cau do nhitng khé khin vé kha nang phan phat email.

Cac moi quan h¢ va cau tra 101 truc tiép

Email tao dung mdi quan hé véi ndi dung quang ba chéo s& dugc chi y hon cac email huéng vao phan
ung truc tiep; di€u nay s€ gdp phan giai quyet nhitng kho khan vé kha nang phan phat email dong thoi
tan dung t61 da nhiing loi thé cuia email.

Dao sau vao chi tiét

Céc nhém tuong tac sé budc phai chii ¥ nhidu hon t6i cac chi tiét trong chuong trinh email marketing
ctia minh. Tiéu chuan chat lugng luon khong nging dugc nang cao, xét ca vé khia canh canh tranh tir
cac email khac, nhitng kho khéan khi phan phat email va cdc phuong tién marketing khac. Nhitng nguoi
ngu quén trén vong nguyét qué sé bi vuot qua.

125
https://thuviensach.vn



Va cuoi cung...

Mic du thé gi6i truc tuyén khong ngimg dua ra nhitng sang kién méi mé va tuyét voi, cac chuyén gia
tuong tac s€ khong bao gio bé quén email marketing va ba loi ich ma n6é mang lai: Gitt chan khach
hang, Tao dyng mbi quan hé va Doanh thu. Khi ching ta hudng téi nhitng co hdi va thach thic phia
trude, t6i du doan rang cang ngay s& cang c6 nhiéu ngudi biét vé nhitng su that vé email marketing,
chir khong chi khoanh gon & nhitng ngudi sdng va thd cting voi nd nhu chung ta.

Ebook thyc hién danh cho nhitng ban chua c6 diéu kién mua séach.

Néu ban c6 kha niing hiy mua sach géc dé iing hd tac gia, ngudi dich va Nha Xuét Bén
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