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12 Chi S6 KPI Cho Phong Marketing

1. KPI vé hoat déng quan hé céng chiing
1.1. Hiéu qua bai PR, théng cao béo chi

Chi sb nay phan anh cac don vi truyén thong da dang tai noi dung thong diép co hiéu qua
hay khéng?

M&i bai pr ban liét ké ra cac ¥ quan trong ma ban mudn truyén thong va cho diém trong sé vi
tri quan trong clia y d6. Tdng trong sb la 10.

Ban danh gia xem bao nao da dang tai dung bao nhiéu vy, vi du 3 y thi ban céng cac diém lai.
Tiép d6 ban danh gia ndi dung thuyét phuc cta bai d6. Thang diém Ia 10.
Diém trung binh hiéu qua cla bao dé = (diém ndi dung + diém thuyét phuc) / 2.

Ban danh gia trong sé mrc d6 quan trong clia tat ca cac to bao ma ban tham gia, tdng trong
s 1a 10.

Nhan trong sé v&i diém hiéu qua va cong tat ca lai / 100.
1.2. Tham do dw luan

Muc dich la tién hanh tham do sw hiéu biét ding dan khach mei va céc dai ly, nha phan phbi
da doc thdng cao bao chi trén bao.

Viéc tim hiéu chia nén chia lam 2-3 ky, ly do la chwong trinh PR ¢6 tac déng lau dai, sé liéu
thu nhap chi mang tinh tam thoi.

1.3. Mirc do6 biét dén doanh nghiép thdng qua nhirng chwong trinh quan hé cong
chung da lam

bo luong kégqué trwée va sau khi thye hién chwong trinh PR ap dung cho nhirng cong viéc
co két qua dé do lvong.

1.4.  Mirc do biét dén san pham théng qua nhirng chwong trinh quan hé cong ching
da lam

bo luong kéEqué trwdc va sau khi thye hién chwong trinh PR ap dung cho nhirng cng viéc

co két qua dé do lvong.

1.5.  Nhan thiec ctia khach hang va cong ching vé hinh anh cta san pham va doanh
nghiép

bo luong kéEqué trwdc va sau khi thye hién chwong trinh PR ap dung cho nhirng cong viéc
co6 két qua dé do lvong.
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1.6. Phan hoi y kién cua déi twong

Cac dbi twong co thé viét bai ndi vé cdm nghi géi dén bao chi
Lwong ngwdi goi BT dén cong ty nham biét thém théng tin
Lwong khach hang phan nan vé théng tin cong ty

2. KPI vé quang céo

Chi phi quang céo trén 1000 khan gia muyc tiéu

e Ban nén tinh chi phi quang cao nay cho tirng kénh khac nhau dé xac dinh hiéu qua
cua twrng kénh.

e Ban c6 thé tinh trung binh cho t4t ca cac kénh va so sanh véi ddi thi canh tranh dé
so sanh hiéu qua.

Mrc d6 biét dén san pham: dwoc do lwdng trwde va sau quang céo

e Ty lé =sb ngwdi nhan ra s&n pham ctia ban/téng sé ngwdi thu thap.
e Ty lé nay dwoc do lwvong trwwde va sau khi quang cao.

Ty 1& phan tram nhiing nguoi nhan lai (nhé c6 tre gitp), nhé lai (nhe khdng can tro gitip)
nhirng chi tiét trong théng diép quang céo

DPanh gia cua khach hang vé cac théng diép quang céo (tinh gay an twong, kha nang tao
niém tin)

Mirc d6 wa thich ca khach hang déi véi théng diép va chwong trinh quang céao
S6 lwong nguwdi héi mua san phdm dwoc quang cao sau chwong trinh quang céo

Doanh thu ctia s&n phadm dwoc quang céo: dwoc do lwdng trwdc va sau chwong trinh quang
cao

e Ban can do ludng toan bd cdng ty va nhiéu kénh ban hang khac nhau.

e Ban c6 thé dung phwong phap céat cac thong diép quang céo khi dén mua hang giam
gia dé do lwong hiéu qua cla ting kénh.

e M0t cach theo déi va do lwong rét thuc té, hiéu qua ma ban dirng bé qua la hdi cac
khach hang, ho biét vé cong viéc kinh doanh clia ban tir nguén thong tin nao.

3. KPI vé Promotion

e Ty |& doanh sé thoi gian khuyén mai va trwde khi khuyén méi. Néu sé lwong khuyén
mai thp chirng té san pham ctia ban khéng hap dan hoac la hoat déng truyén théng
chwa duoc tot.

e Ty lé doanh thu sau khuyén mai va treoc khuyén mai. Sau thoi gian khuyén mai
thworng la doanh thu gidm xudng, do khach hang chwa dung hét san pham Do vay ty
|& doanh thu thap hon so véi trvéc khuyén méi cung khéng lam ban lo 1ang.
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e Ty lé doanh thu sau khuyén mai (mét thdi gian dai) / trwéc khi khuyén mai. Néu ty 1é
nay thap hon so véi truéc khi khuyén mai chirng té hiéu qua khuyén mai cta ban
chua tot.

e Ty sb chi phi khuyén mai (giai thwéng, quang céo cho khuyén mai, quan ly khuyén
mai) trén doanh thu.

4. KPI vé Internet Marketing
4.1. Ty lé ngwei truy nhap meéi

Ty 1& nay bang sb nguoi truy cap maéi / tdng sé ngudi truy cap.

Bang cach danh gia riéng ty 1& hoan chuyén nguai truy nhap mai, ban méi c6 thé nhin thay
ré hon hiéu lyc cta nhirng cong cu tim kiém hay cac chién dich quang cao cta cong ty.

4.2. Ty lé quay lai cua ngw®i truy nhap ci

Bang cach theo ddi ty 1& nay, ban c6 thé biét Website ctia ban cé dwoc nhiéu khach hang
guan tam hay khong, tr dé co6 chién lwgc doi véi ndi dung Website.

4.3. Sé trang xem/truy nhap
Ty 1& nay phan anh suw hap dan website dbi v&i ngwdi xem.

Viéc tang ty 1& trang xem/truy nhap chi ra néi dung cda ban dang dwo'c ngwdi doc quan tam
bang viéc ngudi xem danh thoi gian d& xem céac trang.

Tuy nhién mot ty 1& cao ciing co thé la do quy trinh thanh toan va xem san pham phurc tap
gua murc can thiét.

4.4, S6 hang/dat hang

Ban nén c6 mét cdng cu theo déi bao nhiéu hang dwoc xem trén mét lan dat hang. Diéu nay
gitip ban tim hiéu dwoc hanh vi cia ngwdi mua hang dé tir d6 dwa ra chién lwoc marketing
va ban hang phu hop hon.

4.5. Giatri dat hang trung binh

Tuy theo tlrng linh vire kinh doanh ma gia tri dat hang trung binh s€ khac nhau, chinh vi vay
muc tiéu vé gia tri trung binh cta ban ciing khac nhau. Tuy nhién néu ban do lwdng gia tri
nay thudng xuyén, ban sé cé thong so gilra cac nam, diéu nay hé tro cho marketing rat
nhiéu.

4.6. Tylébdé Web ngay khi truy nhap

Sw kién nay xay ra khi mot ngwoi truy nhap mét trang trén site cta ban va cling ngay lap tirc
ho nhan chudt roi bé Web site ra khong quay tré lai.

Ty 18 b Web cao c6 thé do nhiéu yéu t6 trong d6 co cac yéu tb thoi gian tai Web cham, ndi
dung khéng phu hop véi ngudi truy nhap, thiét ké giao dién khdng cudn hat, ...
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Ban nén theo dai lién tuc ty I& bd Web nay trong cac trang Web quan trong bao gém trang
chu va nhirng trang c6 SEO hoac PPC.

4.7. Theigian tai trang Web

Thoi gian tai trang Web cham c6 thé 1a mét trong nhivng nguyén nhan chinh dan dén ty & bd
Web ngay khi truy nhép cao.

Ban nén kiém tra thoi gian tai trang Web véi nhiéu tbc d6 két ndi hodc véi cac cong cu kiém
tra tryec tuyén.

4.8. Nguén truy nhap vao Website ctia ban

Vi cong cu Google Analytics cho phép ban theo doi ngubn truy nhap theo 3 danh muc: Truy
nhap tryec tlep (bang cach go truc tiép URL Website cta ban), Truy nhap tir két qua tim kiém
(ket qua trd vé bao gébm ca SEO va PPC), cubi cuing |a tr c4c site tham chiéu (tir b4t cw site
nao lién két dén Website ctia ban).

Tuy theo méi site ma ty |& truy nhap c6 khac nhau, tuy nhién néu sé lvong nguoi truy nhap
trwc tiép tang 1én, diéu nay ddng nghia véi thwong hiéu cta ban dang dwoc nhiéu nguoi
quan tam.

4.9. S6 lwong dat hang trén méi khach hang trong mét nam

Con s6 nay cho ban biét mét nguoi khach hang dat hang bao nhiéu 1an trong mét khoang
thoi gian. Day la mét cdng cu tot cho phép ban xac dinh ban nén chi bao nhiéu tién cho
marketing hoac lam marketing lai.

4.10. Ty lé huy bé thanh toan/gié hang

Ban nén do lwdng ty 1& phan trdm sé khach hang roi bd thanh toan/ gidé hang trong ting
bwd&c thanh toan.

Chang han: bao nhiéu phan tram khach hang roi bé sau khi dwa san pham vao gié hang?
Sau khi nhap théng tin hoa don, van chuyén?

Sau khi nhap théng tin thé tin dung? Ty & roi b6 qua cao la dau hiéu ctia quy trinh thanh
toan khong tot.

4.11. Mét sé ty |é khac
e Sb lvong bd Web ngay khi truy nhap/Sé lwong truy nhap trang cha
e Sb lwong bd trang mét san phadm ngay khi truy nhap/Sé lwong truy nhap trang san
pham do
e SO lwong bé trang san pham ngay khi truy nhap (ngudi mei)/So lwgng nguoi méi
Sé lwong bd trang san pham ngay khi truy nhap (nguoi cii)/Sé lveng ngudi ci
5. KPI vé Social Marketing

Mang x& hdi la kénh ban hang va quang ba thwong hiéu vo cling hiéu qua hién nay dac biét
doi v&i cac mat hang ve tiéu dung, cong nghé, thoi trang,...

eLib.vn: Thu vién tryc tuy&n mién phi n


http://www.elib.vn/

Website: www.eLib.vn | Facebook: eLib.vn

Vay nhirng chi s6 nao danh gia chién dich truyén théng mang xa héi cia ban da dat hiéu qua
nhw mong muon.

5.1. Mang x& héi Facebook.

Facebook la kénh ban hang, quang ba thwong hiéu va cham so6c khach hang tuyét voi. pé
phat huy hiéu qua cao nhét cla mang xa hoi Facebook, trwdc tién 1a yéu cau thAm my cha
hinh anh avatar va hinh anh cover cla tai khoan ca nhan cling nhw Fanpage facebook. Ngoai
ra ban can chud y cac chi sé sau:

e Tbc do tang fan (Ilwong like) bao nhiéu/ngay/thang.

e Dbi twong fan cé thudc nhém dbi twong khach hang muc tiéu cia doanh nghiép (gidi
tinh, d6 tudi, vi tri, ngén ngi,...)

e Murc d6 twong tac clia Fanpage (thay, click doc, like, comment, share cac thong diép
trén fanpage) nhw thé nao.

e CAac su kién trén Fanpage c6 bao nhiéu ngudi biét dén, bao nhiéu ngudi dwoc moi,
bao nhiéu nguwoi tham gia.

e S6 lwong dat hang truc tiép tir fanpage 1a bao nhiéu/ngay/thang.

e Lwong truy cap website dén tir Facebook la bao nhiéu/ngay/thang.

e Lwong truy cap chuyén di thanh khach hang la bao nhiéu/ngay/thang.

5.2. Mang x& héi YouTube

YouTube la kénh quang ba thuong hiéu tuyét voi thong qua cac video clip vi né co mét loi
thé ma nhirng kénh khac khéng thé cé dwoe do 14 tinh trwe quan, sinh déng va thu hut.

Ngoai nhirng yéu cau vé tham my clia viéc thiét thé giao dién kénh YouTube, chét lvgng cac
video clip dwoc tai Ién thi ban can quan tdm den nhirng chi s sau:

e (Co6 bao nhiéu ngudi dang ky theo ddi kénh YouTube.
e Kénh YouTube c6 duwoc lién két véi bao nhiéu mang xa héi khac
e Mulrc d6 twong tac mbi video trén kénh YouTube nhw thé nao (sé ngudi xem, like,
comment, share video la bao nhiéu).
e Lwong truy cap website tir kénh YouTube la bao nhiéu/ngay/thang.
5.3. Twong tac (Engagement)

La mét trong nhivng KPI quan trong nhat can theo déi trong trong Social. Moi nguwdi cé thich
bai viét hay binh luan trén trang fanpage Facebook. Cé nhiéu cach dé theo déi twong tac
trén Social. Nhwng quan trong nhat van 1a dam bdo nguwdi dung thay dwoc théng diép va
twong tac voi thuwong hiéu.

Dai khi két qua khong duoc nhu mong doi thi divng nan. Hay thi thay déi ndi dung khac va
theo d&i phan hoi.

Quan sat déi tha trén Social cling la mét phan cong viéc. ho dang lam gi, lam nhw thé nao
va ho ¢6 nhan dwoc lvong twong tac tich cuc khdng ? Néu c6 hay danh thei gian, phan tich
va so sanh dé thay ddi ndi dung cho fanpage Facebook. Biét dau sy thay dbi d6 sé tang
lwong twong tac.

5.4. Do tiép can (Reach)
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o Mot bai viét co trén Social c6 bao nhiéu déi twong thay néi dung cia ban?
e Ty lé tang - giam va&i toc dd nhw thé nao?

Day |a nhirng cau héi quan trong can xem xét khi theo ddi tdng s lwong ngudi tiép can trén
Social.

5.5. Referral traffic

La mot KPI Marketing quan trong khi lam Social Media. Sy twong tac 6n dinh sé tao nén
lwong khach hang truy cap cho website, fanpage Facebook. Ngoai ra, Google cling cung cap
cdng cu google Analytics cho viéc theo déi va phan tich lwgng referral traffic.

5.6. Influence (TAm anh hwéng)

La mot thwde do quan trong can theo di khi Social cd lwong follower I&n. Influence cho phép
ban xem nhanh tinh hinh ctia Social nhw thé nao so véi déi tht canh tranh.

6. KPI vé Marketing Online
6.1. Chisb Clicks

KPI nay la chi s vé sé nhap chudt ma chién dich/nhém quéng céo/tlr khoa ctia ban da nhan
duwoc.

6.2. Chisé Impressions

La s6 lan hién thi quang céo hoac tlr khoa clia ban dén khach hang, khong ké quang céo
hay tir khéa nay da xuat hién trwwéc dé hay chuwa.

6.3. Chi s Click-through-rate (CTR)

La ty 1& nhap chudt clia quang cao hoac tir khda. KPI nay sé cho ban biét phan tram so lan
hién thi chuyén dbi thanh sé 1an nh&p chuét. Dé tinh dwoc CTR ban chi can:

CTR = Sé lan nhép chudt (Clicks) / sb 1an hién thi (Impressions)
6.4. Chisd Cost-per-click (CPC)

La chi phi cho méi lan nhap chuét. Théng qua chi s6 nay ban sé biét sb tién ma doanh nghiép
can phai tra dé co duwgc mot lwvgt ghé tham website, landing pages...

6.5. Chisé Cost
La tong so tién trong mét khung thoi gian nhat dinh ma ban da chi cho tai khoan, chién dich,
quang céo hoac tlr khéa dang de cap den. Pay la chi s6 can dwgc theo dbi can than de

khéng lam vwrot ngan sach quang céo.

6.6. Chisd Positioning
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Pay la chi s6 dwoc st dung dé danh gia thtr tw xuat hién quang cao clia ban trong Adword.
TOi wu vi tri quang cao sé giup tang ty 1€ click vao website cia ban nhung ciing doi hoi doanh
nghiép sé can dau tw thém th&i gian va ngan sach quang cao.

6.7. Chisé Conversions

La sb chuyén dbi. Theo ddi sb lwgng chuyén dbi la mét viéc lam quan trong dé doanh nghiép
cua ban bam sat v&i muc tiéu cua chién dich quang cao de ra.

6.8. Chisd Conversion Rate (CR)

La ty lé gitra tong traffic clia website trén mot muc tiéu cta chién dich quang cdo Doanh
nghiép dat ra.

Day la mot KPI quan trong khi theo déi s6 chuyén dbi.

Ty I&é CR cao c6 nghia la cac hoat dong marketing cua doanh nghiép dang di dung hwéng,
dén dung ngudi can, dung noi can va dang lac ho can.

Ngwoc lai néu ty 1& CR thap, diéu do twong dwong vai viéc doanh nghiép dang lang phi tién
cua cho cac hoat dong Marketing Online khong dung doi twong.

6.9. Chisé Cost Per Action (CPA)

La hinh thi/e quang cao ma & dé doanh nghiép phai tra tién cho méi hanh dong hoac sw
chuyén doi du diéu kién, nhw hoan thanh mau dang ky, tham gia sy kién, tai phan mém &ng
dung... sau khi click mét banner dwgc dat tai trang lién két.

6.10. Chi sé Quality score (QS)

Ciling gibng nhw positioning, Quality Score — Qs (Diém chat lwgng) 1a mét chi sé dung dé
danh gia hiéu qua cta Adword. D6 la thué’c do mirc dé phu ho’p clia mau quang cao, tw
khoa va trang dich véi nguoi dang xem mau quang c&o cla ban. Diém chat lwong cao nghia
la hé thdng cta Google thdy mau quang cao, ttr khoa va trang dich cua doanh nghiép phu
hop va hiru ich cho ngwoi dang xem mau quang cdo. Nguwoc lai, diém chat lwong thap nghia
la mau quéng céo, tir khdéa va trang dich ctia doanh nghiép ban c6 thé khéng phu hop va
hiru ich cho ngwdi dang xem méau quang céo.

QS duoc sap xép theo thir hang tir s6 1-10 va dugc gan cho méi tir khoa cia ban dwa trén
hiéu suat cta tirng ky trong mét s6 danh muc:

e CTR du kién, mi&rc d6 lién quan clia quang c&o va trai nghiém trang dich.
e QS cula tr khoa dwgc nhan voi gia thau CPC sé cho ban gia trong dau gia triec tiep.

Vi du, néu cum tlr khéa ctia ban c6 QS la 10 véi gia thau la 1 dé la, mét dbi tha canh tranh
véi doanh nghiép clia ban c6 QS 1a 1 sé can phai chao gia 10 dé la dé& canh tranh v&i ban
trong cudc dau gia. Gitr nhirng mrc cao nay sé ddm bao rang cac chién dich cta ban hoat
dong & mdrc hiéu qua.
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7. KPI vé Email Marketing
7.1. Tylé gwi email (Delivery Rate)

Xac dinh c6 bao nhiéu email ctia ban da dén dwoc hop thw cla nguwdi dang ky sé cho ban
nhan thirc thyc té va rd rang vé cach email ciia ban dang hoat dong. Diéu nay ly gii vi sao
ty 18 gvi email 1a mdt KPI quan trong ctia email marketing. Khdng phai tt ca email ban gui
di s& dén dwoc hdp thw clia ngudi nhan. D6 cé thé vi dia chi email khong hoat dong/ khong
ton tai hodc tham chi vi diém danh tiéng ctia nguoi glri qua thap.

Mot nghién ctru dwoc thiee hién boi Return Path cho thay ty 1& glri mail tang khi diém cuda
nguwoi gui tang. Nhibng ngudi co diém tr 91-100 co ty 1€ gvi mail trung binh & 91%. Nhwng
nguwoi glri c6 diem tir 21-40 chi c6 ty I€ gtvi mail la 8%.

Vi vay, néu ban mudn tan dung tbi da cac chién dich tiép thj email ctia minh, ban can dam
b&o rang email ctia ban thuc sy dén dwoc hdp thw dén ctia ngudi nhan. Ban cé thé st dung
coéng cu Return Path Sender Score dé& danh gia diém nguwoi glvi ctia ban va nhan dé xuat vé
cach cai thién no.

7.2. Ty lé email bi ttr chéi (Bounce Rate)

Dé c6 mot birc tranh toan canh hon vé kha nang gl mail di cta ban, ty 1& email bi 16i (bounce
rate) cling la mot trong s6 nhirng thong so KPI hang dau ban can quan tam. Bounce rate |a
ty 1& phan trdm sé email glvi di khéng thé chuyén dén dwoc hop thw dén cla ngudi nhan.

C6 2 loai 16i ban can xem xét: 16i ctrng va 16i mém (“hard” bounce va “soft” bounce). L&i mém
lién quan dén van d& mang tinh tam th&i véi mét email hop 18, vi du nhw hdp thw day hoac
van dé véi may chi ngwdi nhan. May chd ngwdi nhan co thé gitr cac email nay va chuyén di
ngay sau khi van dé dwoc khac phuc, hodc ban co thé thr gl lai théng diép téi cac soft
bounce.

L&i cirng lién quan dén céc dia chi email khéng hop 18, da khéa hodc khong tdn tai va nhirng
email nay sé khéng bao gi& dwgc gt thanh céng. Trong trwdng hop nay ban nén loc lai
email list cia minh.

7.3. Ty lé email dwoc mé& (Unique Open Rate)

Ty & m& la chi sb quan trong cac marketer thwdng str dung dé do lworng s thanh cong clia
chién dich. Ty & nay sé cho ban biét bao nhiéu nguwdi nhan mail hirng thi mé mail va quan
tdm den ndi dung ban gti di.

M6t diéu quan trong nia la ban phai c6 hiéu biét thic té vé viéc danh gia thé nao la mét ty
lé “dwgc md” tot, tr d6 ban méi c6 thé dat ra cac KPls dung cho chién dich cia minh.

Ban’khéng thé ky vong open rate [a 100% hoac tham chi la 50%. Theo bao cao di liéu lam
chuan cta Mailchimp Nhiéu ngwoi con khéng co dwoc 25% ty 1€ email dwgc mé. Ty 1€ mail
dwoc mé trung binh cua tat ca cac nganh hang la 20.81%.

Con s6 nay c6 phan cao hon mét chit so véi thong ké clia ConstantContact analysis. Théng
ké nay da chi ra rang ty Ié open rate trung binh cta cac nganh hang néi chung la 16.74%.
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Campaign Monitor tham chi con chi ra rang ty 1& email dugc mo thay déi theo tirng ngay
trong tuan. Vi _vay hay xem xét t4t c& cac yéu td nay va nganh clha ban dé biét ban dang
dirng & dau vé open rate.

| uowoar J| tutsoar Qwiontsoarll ruunsoar | cmioar J satusoar Jf sunoar |
OPEN RATE

M T WTh F S Su
Advertising & Marketing Agencies 19.3% 18.8% 18.7% 18.6% 18.5% 1B% 179%
Agriculture, Forestry, Fishing & Hunting 1% 18/6% 6% 20.6% 201% 23.0% 14.5%
Automothee & Asrospace 161% 177% 17.3% 19.7% 16.8% 16.8% 15.0%
Construction, Contracting, & Manufscturing 18.2% 18,5% 18.4% 18.7% 19.2% 18.9% 19.0%
Consumer Packaged Goods 12.9% 15.0% 14.T% 15.0% 14.8% ua% 1n.8%
Education % 18.0% A3 B.0% 0 18.0% 7%
Engineering, Architecture & Design 17.5% 18.4% 18.0% B7% 18.5% 176% 18.5%
Financial Services 17.5% 18.1% 18.1% 18.7% 18.4% 18.8% 16.6%
Food & Beverage 19.3% 14.0% 18.8% 15.0% 18.0% 12.6% 175%
Governmsnt 17.8% 18.6% 2L.4% 2000% 20.3% 0% 20.9%
Healthcare Services 208% 18.3% H\I% H0% 201% 18.8% 18.6%
IT f Tech [ Software Services 16.0% 17.6% w\I% mr% 18.0% 18.7% 177%
Logistics & Wholesale 16.65% 18.5% 18.4% 1B.3% 17.9% 10T 16.5%
Madia, Entertainmant, & Publishing 18.1% 17.9% T Bi% 7% 17.8% 15.8%
Monprofit 22.5% 20.4% 20,0% 20.1% 20.7% 20.4% I29%
Othsr 20.3% 18.4% BT 19.I% 18.1% 18.5% 6. 7%
Professional Services 16.4% 18.0% 18.2% 18.7% 18.2% 18.7% 16.4%
Real Estate Agents & Brokers 17.5% 22.4% 7% 24.0% 14.0% 15.2% 16.3%
Real Estate, Design & Construction Activities 206% 18.5% 19.0% 19.3% 18.6% 8% 177r%
Fretail 14.8% 14,8% 15.1% 15.9% 14.8% 15.1% 14.8%
Travel, Hospitakity, & Leisure 15.2% 16.7% 7.0% 7% 16.8% 16.7% 15.7%
Unkrswn 176% 18,0% 18.1% 178% 181% 181% 17.3%
All Industries (nverage) 17.5% 18.0% 18.3% 18.6% 18.0% 17.9% 171%

7.4. Tylé click vao quang cao trong mail (Click Through Rate - CTR)

Liéu moi ngwdi chi mé email va dé nd & d6? Hay ho doc Iwét qua va bi thuyét phuc click vao
link dan t¢i trang cta ban? Chi so CTR sé gitp ban danh gia dwoc ndi dung cua ban da du
h&p dan va thuyét phuc khach hang dé ho twong tac véi email cta ban sau khi mé ra hay
khong.

Ciing giéng nhu cac KPIs trudc, ban nén co hiéu biét thyc té vé cai goi la mot ty 1&é CTR tét.

Nghién ctu cGa Mailchimp chi ra rang CTR trung binh thay déi qua cac ngay trong tuan.
Nhwng né khéng bao gio vuot qua 3% tai bat cir thoi diém nao trong tuan.
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CLICK-THROUGH
RATE

Advertising & Marketing Agencies 270% 2.565% 267% 28T% 265% 2.66% 24T%
Agriculture, Forestry, Fishing & Hunting 272% 3.0T% 116% AT 1.25% 5.59% 247%
Automotive & ATospace 1.47% 218% 207% 270% 227% 1.86% 2.20%
Construction, Contracting. & Manulscturing 223% 27m% 258% 293% 283% 281% anx

Consumer Packaged Goods 1.53% 1.95% 176% 2.00% 192% 193% L33%

Education 26B% 273% 3.05% 2.76% 2.81% 2.80% 2.49%
Engineering. Architecture & Design 2.35% 3.07% 2.54% 287% 291% 26T% 24T%
Financial Services 241% 2.60% 1.73% 7% 2T5% 283% 2.5T%
Food & Beverage 2.06% 1L33% 2.23% 173% 203% 13T 2.06%
Government 1.96% 275% 3.50% 3.24% 3% 279% 256%
Healthcare Services 257T% 255% 254% 27TT% 291% 291% 237%
IT / Tech | Software Services 2.55% 2,59% 27% 2T1% 272% 27T% 2.76%
Logistics & Wholesale 2% 2.84% 2.56% 284% 2.50% JB5% 2.45%
Madia, Entertainment. & Publishing 3.07% A= 3.06% 3.07% 294% 2.98% 279%
MNonprofit 2.35% 2.70% 2.659% 287% 266% 270% 26T%
Othesr 244% 2.74% 2.46% 245% 263% 2.58% 248%
Professional Services 1.7 2.38% 24T% 2.36% 24T% 2.30% 1A%

Real Estate Agents & Brokers 205% 246% 207T% 278% LA0% 1ET% 2.84%
Real Estate, Design & Construction Activities 4.51% 287% 297T% J49% 290% 279% 2.84%
Retail 2.20% 2.20% 2.3T% 2.26% 237% 217% 204%

Travel, Hospitality. & Letsure 1L.B5% 2.27% 2.20% 2IE% 200% 215% LETS

Unkricwn 290% 2.8T% 2.7T% 2T4% 279% 283% 28
All Industries (average) 266% 273% 2.7% 270% 2.70% 2% 2.50%

7.5. Lwong truy cap trang (Site Traffic)

Lwong truy cap trang la mét chi sb quan trong dé danh gia sy thanh cong cua chién dich
email marketing cla ban. Ban can phai biet dwoc chinh xac bao nhiéu traffic vao trang hoac
landing page dén ttr chién dich email marketing ctia ban.

Tuy nhién néu ban dang chay nhiéu chién dich marketing mét Iiic hoac dang test nhiéu email
khac nhau, ban hién nhién sé phai st dung cac tham sé UTM dé theo ddi hiéu suat riéng cla
ttrng email va chién dich cua ban.

Ban c6 thé st dung cong cu UTM.io dé t6 chirc hop ly va logic céc lién két dwgc gan thé ban
da tao. T d6 ban c6 thé dé dang theo dbi lién két nao thudc vé email nao.

7.6. Thei gian truy cap website (Time on Site)

Khong phai tat ca traffic vao trang cla ban sé & lai du lau dé hing tha va tim hiéu sau hon
vé san pham cua ban, chwa néi gi déen viéc chuyén doi.

bo la ly do vi sao thoi gian truy cap trang lai la mot trong nhixng KPIs quan trong dé danh
gia mtre do hiéu qua cua email ban gii. Chi s6 nay cho ban biét moi ngudi str dung bao
nhiéu thoi gian dé twong tac véi ndi dung trén website cua ban sau khi click vao email.

7.7. Tylé chuyén déi (Conversion Rate)

Chién dich email marketing ctia ban thic sy tao ra bao nhiéu chuyén d6i? Ban can xem xét
ky lwdng chi s nay nhw mot KPIs quan trong cia email marketing b&i dwa vao day ban sé
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biét dwoc muc tiéu cta minh cé dat dwoc hay khéng. N6 do lwong ty 18 phan trém nhrng
ngudi da truy cap landing page théng qua email va hoan thanh mét hanh déng mong muon.

7.8. Ty lé tang trwwéng danh séch (List growth rate)

Thong s6 do luong s phét trién clia danh sach email tinh bang s6 nguoi dang ky méi tri di
sO nguoi huy dang ky va so lan I6i cirng trong mot thang nhat dinh, sau do chia cho khoi
lwong danh sach ban dau.

Moi chién dich email marketing déu can mét danh sach mail chat lwgng, luén dwoc lam twoi
m&i dé c6 thé thanh céng. B&i vay sw téng trwéng trong danh sach mail ctia ban la mét tin
hiéu tich cwe thé hién chién dich ctia ban dang thuc hién tbt. Nhwng néu ban méat ngudi déng
ky thi d6 la mot d4u hiéu chac chan rang da cé diéu gi d6 khoéng dung véi cach tiép can clia
ban.

Bén canh d6, mét diéu tw nhién 1 ban s&é mat s6 ngwoi dang ky qua nhiéu nam va ban can
phai thay thé ho. Theo doi chat ché toc do tang trwdng danh sach cua ban la mét dieu can
thiet néu ban muon tiep tuc thwc hién cac chien dich email marketing thanh céng.

7.9. Ty lé hay dang ky nhan email (Unsubscribe rate)

Ty 1& hdy d&ng ky nhan email 1A mét KPI quan trong khéng kém téc d6 ting trwdng danh
sach ctia ban. N6 la chi sb rd rang nhat biéu hién bao nhiéu ngudi thay email ctia ban phién
phtrc hodc khodng lién quan. Ban c6 thé dinh kém mét form khao sat ngan dé tim hiéu tai sao
moi ngwdi lai hily d&ng ky khoi danh sach cla ban. Nhw vay ban sé biét chinh xac ban can
lam gi dé cai thién diéu nay.

Ty 18 hay dang ky thuwong khong qua cao ddi voi hau hét cac doanh nghiép va nhin chung
khéng vwot qua 1%. Ty |1€é hdy dang ky trung binh cho tat ca cac nganh dirng & mirc 0,02%,
theo nghién clru cua Constant Contact.

Nhwng cé mét sy nhinh hon la 0,17% & ty |&€ nay theo nghién ctru cia Campaign Monitor.
Ban nén so sanh ty I1& unsubcribe cdu minh vé&i mirc trung binh ctia nganh dé xem ban dang
ding ¢ dau.
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A . o
INDUSTRY €
AVERAGES M v O w [=d

oL ALK THICUCH a1 [T TN LA TO-0PEM BATE BCINCE Ea7T AN AT
Advertising & Marketing Agencies 14.65% A (k- % 4% 1.26% QO
Ageiculture. Fesastry, Flghing & Hunting 2007% FHEL uE% 18.03% 119% 0.00%
Auspmotive & Asrospace 1735% TR 02T 12205 1L20% QD
Conitruchion, Contracting. L Manufactunng TR74% 3 B0 D9 AT 15 0o
Consumer Packaged Goods 14,53% 1.80% 1% 1226% QET% QD0%
Education 18.00% 28 o™ M0 1.35% 0.00%
Engineering. Architecturs & Design 18.25% 270% g% TN 130% Q00%
Funancaal Seivcas T 277% DIE% TR 130 DLO%
Food & Beverage 15.48% 1.85% DIE% T0E QE% QD0%
Gemrernenant 19.79% F04% o™ 1507% 1.08% QD0%
Healthcare Services 1% 27% o™ HWors 1L21% QD0
IT | Tech | Sofrware Services 1796% i s 1507% 1 Q00%
Logistics & Whologaka 18.50% 2 7E% 0.20% FT T 140% [iTi18
Maocka Entertanmaent, & Publisheng 1758% 107% o TS% OBE% Q0%
Menpratit 20.30% 3 BEY o 12.00% 100% Q.D0%
Other 18.84% 258% o 13.26% 139% 000%
Prolessional Servony A% 2 30% 0T 1200% 110% OuB0%
Feal Extote Agents & Brokersy T806% 200% 02 5 11E% Q.0
Real Estate, Design & Construction Activities 18.B8% I06% QIE% 1B.ATE 108% 0.D0%
Retal 14.58% 3955 (ke t 14.82% QET% QLDO%
Travel, Hospetality, & Leisure 16.67% 214% % 1256% 0.90% 0.00%
Unionawn 1795% 281% % 1557% 1.24% 0.00%

7.10. Ty lé khiéu nai thw rac (Spam Complaint Rate)

Bay 1a mot trong nhirng chi s6 dang so' nhat clia email marketing. N6 khong chi anh hwéng
deén hiéu suat email marketing hién tai cta ban ma con co thé gay ra &nh hwéng dai han cho
cac chien dich trong twong lai.

Ty l& b4o cao lam dung, danh dau thw nhan dwoc la thw rac cao chac chan gidm kha nang
gli email ctia ban vi cac nha cung cép dich vu email sé bat ddu gan c& email cGia ban la thw
rac néu cé qué nhiéu khiéu nai vé thw rac. Phan I1&6n cac nganh déu co ty 1& khiéu nai thw rac
la 0,01%. Vi vay, néu chi sé cia ban cao hon mirc nay thi d6 1a tin hiéu day bao déng. ba
dén ltc ban phai téi wu hda email dé gia tang sw tin twéng.

Thong thwong ban sé can phai viét dong tiéu dé mail tot hon va tranh nhirng tir spam. Ban
tham chi co thé xem xét thay d6i tAn suat email ctia minh va xem liéu ban c6 thé gidm ty &
khiéu nai bang cach gti email it thwong xuyén hon khéng.

7.11. Ty lé chia sé email (Email Sharing Rate)

Ty I& chia sé email la chi sb cho biét c6 bao nhiéu nguwdi cdm thay nédi dung cia ban hivu ich
va quyét dinh chia sé n6 véi ban bée cta ho. Cang nhieu nguwdi forward email ctia ban cho
ban be cua ho, co s& di liéu (database) cua ban cang phat trién.

Theo ddi KPI email marketing nay c6 t!]é’gil]p ban hiéu loai ni dung email nao dwgc moi
nguwoi yéu thich nhat. Twr d6, ban c6 thé toi wu héa chién lwgc email marketing cuia ban cho
phu hop.
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8. KPI vé Marketing Digital
8.1. Quang cao Google Adword

Ban chét clia quang céo Google Adword la tinh chi phi theo lwgng click vao quang cao, va
khach hang chi phai tra tien cho nhirng quang cao hop I€. Tuy nhién chi phi trén 1 click la
cao hay thap thi lai tuy thudc vao kinh nghiém ciing nhw nghé thuat ctia ngwdi chay quang
cao.

Vi vay cho du ban tw minh chay quang céo hay thué mét don vi cung cap dich vu quang cao
Google Adword thi ban can phai chi y t&i cac chi s6 do lwéng hiéu qua cla chién dich sau:

Lwong tim kiém cua tir khoa chay quang céo 1a bao nhiéu/thang

Gia thau (chi phi) cho 1 click la bao nhiéu

S 1an hién thi va sb lan click vao quang céo la bao nhiéu/ngay.

Vi tri clia quang c&o nam & dau méi lan hién thi

Diém chat lwgng quéng céo |a bao nhiéu

Ty 1& chuyén dbi, chuyén di mua hang ti click vao quang céo la bao nhiéu.
8.2. Quang cao Facebook

Quang cao qua facebook la mét kénh kha hiéu qua véi chi phi thap. Ban can kiém soat hiéu
qua chién dich quang cao Facebook théng qua cac chi s sau:

Ngéan sach/ngay cho quang cao la bao nhiéu

Mrc d6 hién thj quang cao/ngay la bao nhiéu

Tbc d6 tang like/tdng sb 1an hién thi/ngay |a bao nhiéu

Mirc d6 twong tac/thong diép quang céo la bao nhiéu (néu 1a quang céo tang twong
tac).

9. KPI vé SEO

9.1. Rank tr khoa

Céac KP1 & muc nay bao gbm:

Sé lwong twr khoa,

Top tr khoéa: top 3, top 10

Méc thoi gian dé [én top tir khoa
Sé luwong tir khéa Tang - Giam
9.2. Ty lé website leads

Trong nhirng khach hang truy cap vao website thi liéu cé bao nhiéu nguoi chuyén déi va tr&
thanh leads. Chi so KPI nay giup do 2 chi so6:

e Chét lwong cua traffic website
e Luwu lwong truy cap (traffic website)

Chi s6 nay sé danh gia va phan ludng dwoc luu lugng truy cap website dén tir dau. Tir do
¢6 nhirng dieu chinh phu hop.

Trong chi sé nay, KPI thuong la:
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Thoi gian truy cap that,

Truy cap theo ngay/thang,

Ty |é trung binh trén website,

Ty |é quay lai cua ngwoi vao website
9.3. Ty lé chuyén déi (Conversion Rate)

bay duoc xem la mét KPI quan trong trong SEO.
Céch tinh chi s CR = Téng sé muc tiéu dat dwoc / Tdng sb truy cap vao website.

Nhuw vay, muén tang KPI nay can tbi wu lai bb cuc, ndi dung website, diéu chinh cach chuong
trinh tiép thj d4c biét d& tang ty 18 chuyén déi.

9.4. Loi nhuan rong trén dau tw (ROI)

Buoc xem la chi sb KPI Marketing quan trong nhét. B&i lgi nhuan thu vé khong tuvong xing
v&i mirc dau tw ban dau thi dwoc xem nhw dy an khéng thanh céng.

ROI = Loi nhuan thu dwoc / Téng chi phi dw an SEO.
9.5. Noéi dung
La KPI bao gém céc chi sé nhu:
Bai viét/Ngay,
Twong tac/Bai,
Sé tir khéa/Bai,

Ty |& chuyén d6i/Bai.
9.6. Twong tac

Yéu té danh gia mirc dd xac thue va phd cap cua website. Cac KPI twong tac gém:

e S6 lwot yéu thich,

e Sb lwot chia sé,

e Ty Ié khach hang quay lai website
9.7. Mirc d6 lién két

Céc yéu td danh gia hiéu qua lién két cia mot website bao gébm:

e S6 Backlink di di&n dan/Ngay
e S0 backlink index méi ngay/Web
10. KPI ve Marketing Automation
10.1. Théng sé hoat déng
e S6 lwong email marketing dwoc giri: di nhién ngoai viéc 4p dung email marketing
c6 nhiéu cach dé thyc hién Marketing Automation hiéu qua. Tuy nhién dé |a cach
don gian nhéat dé check diéu nay.
e Thiét 1ap trinh kich hoat hanh vi chat lweng: cac chién dich khuyén mai cta ban
phai dwoc kich hoat dwa trén thdng tin chi tiét dwoc ca nhan hda thdng qua hanh vi
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10.3.

10.4.

cta khach hang trén website cta ban (ho&c ciing cé thé dwa trén hanh vi tr bén
ngoai). Néu ban c6 thé xac minh ca khéi lvong g email va trinh kich hoat email chét
lvong den ttr giai phap Marketing Automation cta minh, hay chuyén sang phan tich
ba chi sb tiép theo.

Chi sé phan héi

Ty |&@ mé& va click chuét vao dwérng link trong email: Cac chi sb nay rat quan trong
vi chiing cho biét email ctia ban dang twong thich véi ngudi ding. Néu ban cdm thay
ty 1€ nhap chudt va & lai trang web kém, hay thir email A/B testing dé cai thién cac chi
sb nay.

Lwu lweng truy cap website (website traffic): Néu email ciia ban dang thuc day
chuyén dbi (conversion), ban ciing sé thay lwu lwong truy cap website tang 1&n. Hay
kiém tra xem nguén lwu lwong truy cap website cGa ban dén tir dau va xem lwu lwong
truy cap duoc tr email marketing dwoc bao nhiéu trwéc khi ban trién khai gidi phap
Marketing Automation ctia minh.

Tai chuyén déi (Reconversions): Cang nhiéu lan khach hang tiém néng cta ban
chuyén ddi, ban cang c6 nhiéu co hoéi d& xac nhan thdng tin khach hang tiém nang
ban da c6 va bd sung thém vao danh sach d6. Tac dung chinh cha Marketing
Automation nam & van dé nay. Néu khach hang tiém nang khéng cé sw chuyén dbi,
ban nén xem xét lai cai dat va néi dung email cua minh.

Ty lé hay subscribe: Danh sach cta ban c6 thé (va néu ban dang thwe hanh loc danh
sach email chat lwong) s& mat gia vi nhirtng ly do khdng lién quan dén Marketing
Automation. Nhwng ty 1& hdly dang ky ctia ban |a mét dau hiéu tét cho thdy ngwdi nhan
cta ban cé phan héi tét véi chién lwoc Marketing Automation cGa ban hay khéng. Ty
|& unsubscribe phai ludn dudi 1%. Néu ty I& unsubscribe cta ban cao hon 1% hodc
cao hon truéc khi ban trién khai gidi phap Marketing Automation thi dé 1a dau hiéu
cho thay néi dung ban dang gtri khéng lién quan va ban c6 thé can phai loc danh sach
email khach hang tét hon.

Chi sé hiéu qua

Chi phi cho méi khach hang (Cost Per Customer): Néu khoéng c6 hé théng
Marketing Automation tét, Sales va Marketing c6 thé thay rang ho cé phan dau phéu
chuyén dbi (funnel) qua nhiéu khach hang tiém ndng, nhwng hau hét khéng bao gi®
dwoc cham séc dé c6 thé chuyén dbi thanh khach hang. Nhung néu ban dang st
dung Marketing Automation mét cach hiéu qua - bang cach chdm séc khach hang tiém
nang dwa trén hanh vi trén website va cac yéu td bén ngoai ctia khach hang - ban nén
bat dau thay chi phi méi khach hang (Cost Per Customer) thap hon vi ban khéng bi
mat qué nhiéu leads (khach hang tiém ndng) & phan dau phéu ma déi ngi ban hang
(sales) sau d6 co thé chuyén dbi ho thanh khach hang.

MQL (sé lwong khach hang tiém nang c6 dworc tir cac hoat dong marketing)
dworc tao ra nho viéc cham séc tét khach hang tiém nang: Néu ban da cham séc
va phat trién hiéu qua cac danh sach khach hang tiém ndng thdng qua Marketing
Automation, sé lwong MQL cla ban sé tang lén.

Sales-Accepted Leads (théng tin khach hang da dwoc sales kiém dinh): Cang
nhiéu tai chuyén ddi (reconversion), cang nhiéu thong tin lead (khach hang tiém nang)
giup sales co thé dinh hinh lead ttr dau phéu tiép thi. Tw do cling giup tao ra thém
nhiéu lead da biét den san pham hoéc dich vy ban cung cap dé chuyén dbi dan toi
phan day phéu. Néu sé lwong Sales-Accepted Leads cla ban ngay cang tang, thi d6
la dau hiéu tt cho thdy marketing automation ctia ban gitp ban hiéu qua hon. Tuy
nhién, néu SAL hodc MQL cta ban thap, ban c6 thé gap van dé vé khach hang tiém
nang hoéc lién két SMarketing khéng tét.

Chi sé gia tri
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Doanh thu dworc tao ra: Tat nhién day |a diéu ma tat ca cac doanh nghiép déu quan
tam v&i méi khau Marketing cGia nhan vién minh. Khi xem xét tang trwdng doanh thu
cla ban, ban nén theo déi liéu cé tao ra dwoc nhiéu deals hon khong va gia ban trung
binh cé déng thdi tang hay khéng.

Chi phi dau tw so vé&i doanh thu dwerc tao ra: Sau khi biét ban c6 dwoc bao nhiéu
doanh thu qua Marketing Automation, hdy so sanh phan doanh thu d6 véi téng chi phi
s& hiru. Ban c6 thé tao ra nhiéu doanh thu hon véi Marketing Automation - nhwng véi
chi phi nao? Chi phi ctia phan mém va thué nhan vién chay phan mém dé khéng dwoc
vuot qui doanh thu ma ban nhan dwoc tir Marketing Automation.

Ty 1é chét khach hang tiém nang tr marketing (Close Rate on Marketing-
Sourced Leads): Cac marketers lién tuc tim cach chirng minh gia tri ciia ho trong viéc
dem lai doanh thu cho doanh nghiép. Nghién ciru Gleansight bao céo rang 71% nguoi
lam t6t nhét cling s dung ty 1& chdt khach hang tiém nang t marketing nhw mot
thwéc do dé thu thap gia tri chién lwoc Marketing Automation cta ho. Néu ban thay
rang khach hang tiém nang ban cung cap cho nhan vién sales dang chét dwoc & mirc
cao hon tw ldc trién khai Marketing Automation, diéu dé chirng t& doanh nghiép cla
ban c6 mbi quan hé SMarketing tuyét voi.

11. KPI Giam déc Marketing
MUC TIEU KPI THUOC PO
Tang trwdng doanh thu Ty |é chi phi Marketing / doanh thu Chi tiéu doanh
sO
Ty |é tang chi phi Marketing / ty 1é tang doanh | Chi tiéu doanh
thu sO
Chién lwoc phat trién | Sé lwong nhivng chwong trinh Marketing cta Lan
Marketing doanh nghiép
Phét trién hinh &nh Hinh anh cda doanh nghiép theo danh gia Lan
doanh nghiép cua khach hang
Y kién phan héi ctia khach hang va déi tac vé Lan
cac chuwong trinh quang cao, PR
Mtrc d6 hai long cta nhan vién ban hang vé %
hiéu qua hoat déng Marketing
Mtrc d6 hai long cia cac dai ly vé hiéu qua %
hoat déng Marketing
Thu hat khach hang S6 lwgng khach hang hoi mua va tim hiéu vé Lan
san pham, dich vu sau quang cao
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Sé lwong data khach hang tiém nang Khéach hang
Ty 1& khach hang mua hang / s6 lwgng data %
khach hang tiem nang do marketing mang vée
Chi phi Marketing S6 lwgng chwong trinh khuyén mai, ty 16 tang Lan
doanh thu trong giai doan khuyén mai
Chi phi khuyén mai / 13i gop t&ng thém sau %
chwong trinh
Quan ly & phat trién CAc chi s6 vé phat trién nhan lwc Marketing Nguoi
nhan lwc
Céc chi sb vé quy trinh quan tri Marketing, PVQT
cac cong cu Marketing
12. KPI Trwéng phong Marketing
MUC TIEU KPI THUOC PO
Xay dwng mdi quan hé Xay dwng mdi quan hé véi khach hang Khéch hang
v&i khach hang
Xay dwng mdi quan hé véi dai ly Pai ly

Phét trién thj trudng

Xay dwng chién lwoc Marketing, chwong trinh

Chuwong trinh

guang cao
Xay dwng chinh sach khuyén mai, chdm séc | Dot khuyén
khach hang mai
Phét trién sa&n pham Tao ra dwoc sy khac biét véi cac san pham Lan

khac trén thi trwdng

San pham dwoc nhiéu ngudi biét dén, do hai

Chi tiéu,doanh

long ctia khach hang tét sb
Phat trién nang luc lanh Mtrc dO hai Iong cua nhan vién
dao
Nhan vién trong phong doan két, lam viéc Nguoi

hiéu qua,nhanh chéng, khéng c6 mau thuan
trong phong
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Phan bé cong viéc hop ly cho nhan vién Lan

Phat trién nhan lwc phong ban Nguoi
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