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CHAN DUNG KHACH HANG



Phan khuc khach hang la gi?

La tap hop nhom khach hang thuc hoic khach hang tiém niang cho mot
loai san pham hodc dich vy, 1a nhitng ngwoi co6 cing nhu cau va
mong mudn, nhitng nguoi s& tham chiéu 1an nhau khi dua ra quyét

dinh mua hang.



Phan khuc khach hang

« Phan khuc khach hang cang nho, cang chi tiét thi cang dé
xac dinh va hiéu vé ho



Main Bases of Segmentation

E.g. “Customers

within 10 miles of
the M25"
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E.g. “Customers
wanting a value

for money
impulse buy”
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Loyalty status
Readiness to
purchase

Geographic Demographic Behavioural Psychographic

E.g. “Customers
who prefer to buy

organic food”
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Tao ban mO ta chan dung khach hang




Céac cau hoéi tham chiéu...

° Ho dang c6 nhiing noi dau gi (pain points)?

° .-Qua trinh mua hang cua ho ra sao?

| Hq lang nghe ai?

] thuong tap trung & dau?

) thudng doc nhimg ndi dung gi?

o mong muodn san pham nhu thé nao?

am thé nao chiing ta cé thé tim va tiép can ho?

...Segments have all or most of these in common.
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Team Name:

CUSTOMER PERSONA
LEANSTUDIO L et

Pain Points

VWhat specific pains is your ta : - ncing? (“| feel x

Observable Behaviors Goals

tions does your target customer take to solve his problems?




Piém chinh cua ban mo ta nay la gi?

DPay la cOng cu truc quan

Gilp moi ngudi trong team hiéu van dé (khach hang) tot hon
Gilp thau cam nhu cau ctia khach hang

Dé dang 1am lai va thay thé theo thoi gian

Khong co cong cu nao chinh xac 100%



o Viéttay
e Phac hoa
e Nhanh

MO ta ct

BEHAVTORS

Gets SMS From kids ~ Pick me up.l..

Yas a /mSe(’ee,oer once a week
Complans " I feel overwhelmed”
Orders take-ced 3 ng/its/ ok

Calls Yo reswnd husband for errands

DEMOGRAPHICS

Married y 2 fld&

/Jc:réug =

Yousehold income 15 Lisof / yedr
34 vears old

Lives in talnet Creek,
works in San Jose

NEEDS & GOALS

Welp coordinating errands, manage
bids, Keep Lhungs runmng

Yave Cime for herself
Feel like she has Iife under comtrol

P
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“Zo clone herself”




o \Viéttay
e Phac hoa
e Nhanh

s Pt




Vi du thuc hanh

. Tao ban mo ta chan dung nhitng khach hang dau tién cua
“Facebook”

. Thao luan nhom va “dot vote”

. Tao ban m0 ta chung
facebook



Team Name:

CUSTOMER PERSONA
LEANSTUDIO L et

Pain Points

VWhat specific pains is your ta : - ncing? (“| feel x

Observable Behaviors Goals

tions does your target customer take to solve his problems?




ERRRCOR SR,

Ban mo ta chan dung khach hang Facebook

Hinh dung khach hang Facebook
Cho anh/chi ay mét tén

“Cai toi thuc su can tim 1a...”
PHAC HOA khach hang

facebook




Xac dinh (5 phut)

 Liét ké nhitng dac tinh quan trong cua FACTS...
a. Tinh trang hon nhan (doc than vs lap gia dinh)?

b. Nghé nghiép, mtc thu nhap?

c. Noi cu ngu (thanh thi/ndng thén...)? §
d. Cob con hay chua? 9
e. Bao nhiéu tudi, gi6i tinh la gi? ,

« MUC TIEU: Viét 5-7 diém FACTS



Xac dinh (5 phut)

e “TOi cam thay chan ngay[...]”

e “TOicam théy buc minh [...]”

e “T0i cam thay khong cong bang [...]”
e “T0i khong biét minh s& di dau [...]” nfj§
e “Toi khong tim thay con duong ctia minh [...]”

« MUC TIEU: X&c dinh 5 ndi dau 16n nhat va sap theo tht tu vu tién . ,



Xac dinh (5 phut)

e Chung ta da quan sat khach hang da lam gi hoac
hanh dong gi thuc té trong qué khir?

Ho tim kiém gi? §
Ho da str dung san pham hoic dich vu gi? 9
« GOAL: Xé&c dinh 5 hanh vi va sap theo thi tu uu ,

tién



Xac dinh (5 phut)

e Ho mong muén dat duoc gi?

e Ho c0 thé tao ra cai gi?
e Ho da trai nghiém ra sao?
e Ho cam nhan san pham/dich vu nay nhu thé nao? (‘/‘§

e Hiéu suat hay hiéu qua?

« MUC TIEU: Viét 3-4 muc tiéu va sap theo tht tu uvu tién.



Thao Iuan nhom (10 phat)

CUSTH

OMER PERSON, "”
'WORKSHEET -

Dan trén tuong

Xem cac ban chan dung khac
biém thich? Khong thich?
Thém? Bo?

Panh 5 — 7 dau vao ché minh
thich nhat




e Tong hop nhiing
diém chung vao mot
ban mai

e Thao luan va dua ra
ban MO ta mai

I N
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Dan ban mo ta maéi lén tuong

CoOng cu tuong tac hinh anh cho cac thanh vién trong team

Tat ca moi ngudi déu duoc nhic nhé vé nhu cau cua khach hang
Minh bach va thong suat

Cap nhat sau mdi lan phong van khach hang
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THANK YOU



