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HIEU UNG CHIM MOI, TAP 1. Téc gia: Hao Nhién & Qudc Khéanh.
Xuat ban lan dau nam 2016 theo hop dong lién két ctia Cong ty
TNHH Ecoblader va Nha xudt ban Kinh t€ Tp. H6 Chi Minh.

T&t ca quyén co lién quan dugc bao lwu. Khong str dung bat ctt phan
nao ctia quyén sach nay dudi bat cit hinh thitc nao ma khong c6 sw
cho phép bing vin ban, trir truong hop trich dan ngan & céc bai phé
binh va danh gia.

Thong tin chi tiét vui long lién hé contact@ecoblader.com hodc

http://ecoblader.com.



Thén tang nhirng ngudi anh em khéng quen biét da liéu
minh lao vao thé gigi kinh doanh va dé lai nhirng bai hoc
that bai quy gia cho thé hé sau.



Tai sao ban nén doc quyén sach nay?
Bai vi:
- Hiéu tng chim moi c6 nhitng tng dung thuec tién duoc

duc két tir qua trinh kinh doanh thuc chién cua cac tac gia
(Thyc tién).

- Céc tng dung déu duoc suy ra tir cac ly thuyét tam ly
hoc vitng chac ma nhém tic gia dwgc hoc va nghién ctru

trong cac chwong trinh bac sau dai hoc (Ly thuyét).
Nhuw vay, day la ly do ban nén doc quyén sach nay:

Ly thuyét x Thyc tién = Hiéu &tng chim moi
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L&i N6i Dau

Nguoi ta hay coi ly thuyét va kinh nghiém thuc tién 1a
hai thit hoan toan d6i nghich nhau. Nguwoi di theo hudng ly
thuyét thuong coi kién thitc kinh nghiém 1a mét thé thi€u
bén ving va khong ph6 quat, con ké di theo hudng thuc
hanh thuwong goi sach vo la ly thuyét suéng, khong dung

duoc.

Thé nhung, k& tir nam 2014, sau khi bit dAu vira tham gia
nghién ctru ly thuyét bac sau dai hoc va viét cac cdng trinh
khoa hoc, vira tham gia ban hang thuc tién va nga sdp mat
khéng biét bao nhiéu Ian, chung toi phat hién ra ring ly
thuyét va thuc tién ludn song hanh, gin bé dén d6 khong
thé tach roi: Nguoi nam ly thuyét nhung khong thwc hanh
sé khong thé biét nhitng kién thitc cia minh liéu c6 thé tng
dung duoc trong thuc t&€ hay khong; nguoc lai, nguoi thiec
hanh nhung khong c6 ly thuyét chong lung sé khong thé
biét rang liéu thanh coéng ctia minh ¢4 co s hay khong, hay
chi 1a may man va khéng thé 4p dung cho Ién tiép theo.



Hiéu Ung chim moi (tap 1)

Do vay, quyén sach duoc cdu triuc thanh cac phan nhé véi
ly thuyét va tng dung dan xen. Mdi hién tuong hay ky
thuat ban hang déu duwoc giai thich bang 1y thuyét, va mdi ly
thuyét déu c6 cdc tng dung minh hoa, nham gitip cac ban
ddc gia 6 thé co6 kién thic viing chc va linh hoat. D€ thé
hién sy ton trong vdi cdc tac gia di trede, moi thong tin va
sd liéu 14y tir cdc nghién cttu ctia cac nha khoa hoc khac déu
dwoc trich dan cu thé, chinh xac va ghi ngu6n day du ¢
phéan Tai liéu tham khdo.

Mot s8 thu thuat tng dung 1a khdng chinh thdng va c6
thé khéng dung chuan muc vé dao ditc kinh doanh (thwong
goi 12 thu thuat “ta dao”). Tuy nhién, chting tdi van sé trinh
bay dé€ cac ban doc gia c6 thé né tranh khi gap phai—dudi

vai tro nguwoi mua hang.

Chiing tdi viét sach nay khong nham bién ban thanh gido
sw, ma nham kich thich su hting tha cta ban vdéi tam ly hoc,
mdt nganh khoa hoc ¢6 qua nhiéu t¢ng dung vao kinh
doanh. Do vay, cac kién thitc phuc tap, chi ti€t hon mang
tinh han 1am dwoc duwa vao cac phan phu luc d€ phuc vu cac
ban ¢é nhu cau tim hiéu d€ tng dung sau. Nho d¢, cac kién
thitc & phan ndi dung chinh sé van gitt duoc sy don gian, dé
hiéu va hap dan cua riéng minh.

Hi vong nhiing kién thtc ly thuyét tich liy trong qua
trinh nghién cttu han Iam cung vdi cdc tng dung tw suy tie

kinh nghiém tu doanh thuc chién cua nhom tac gia sé giup
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cho cong viéc ctia ban hiéu qua hon. Chtc ban cé nhiing

phut gidy thw gian c6 ich cung Hiéu itng chim moi!

Sai Gon, 16 thang 4 nam 2016

Nhom tdc gia
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Vai ghi chu vé cac thuat ngu

Quy doc gia sé thay trong sach sit dung nhiéu thuat ng.
Co phan thi goi la suy nghiém, c6 lic la thién kién, hiéu ieng,
hay thii thudt. O day, céc tac gia sé dién giai y nghia tung tur

va quan diém duoc st dung trong sach nay.

Suy nghiém, thién kién, hiéu Gng, thu thuat,
cbng cu, va hoc thuyét

Suy nghiém (heuristic) la cdc phuwong phap giai quyét
van dé nhanh, cho két qua t8t (nhung khéng han 1a t8i wu).
C6 thé xem suy nghiém la cac “16i tat” trong tu duy. Vi dy,
suy nghiém danh gia nd lyc (cai gi cang mat nhiéu thoi gian
dé€ hoan thanh thi cang c6 gia tri) thwong ding véi da s san
pham. Mot btec tranh vé trong 10 ngay thuong co gia tri hon
btec tranh vé nhanh trong 10 phut.

Suy nghiém thuong dung, nhung khong phai ltc nao
cling dung. N6 gitup giai quyét nhanh van d¢, nhung tao su

thién léch trong nhiéu trwong hop. Trong sach nay, nhiing
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danh gia thién léch duoc goi la thién kién (bias). Cac thién
kién phdi hop cung nhiéu yéu td tao ra cac hién tugng dac

biét, trong sach nay goi la hiéu &ng (effect).

(N6i thém: Suy nghiém c6 thé tao thién kién, tuy nhién,
no clng giup ra quyét dinh hop ly phan 16n thoi gian. Do
vdy, & mot s6 phan ta cling sé nghién cttu cach tng dung

suy nghiém dé€ ra quyét dinh.)

Tan dung hi€u biét vé cac suy nghiém, thién kién, hiéu
tng, két hop véi nhitng kién thirc nganh khac (dac biét la
trong linh vuc kinh doanh), cac tac gia chi ra cac tha thuat.
Mbi thu thuat thuong 1a két qua ctia sw phdi hop nhiéu hiéu
ung, va mdi hiéu tng thuong tao ra duoc nhiéu thu thuét

khéc nhau.

Dé€ ting dung, doi khi ta khong thé lam tht cong, ma phai
st dung mot s cdng cu d€ ting téc d va su chinh xac. Vi
dy, dé€ tinh lai suat mot khoan vay, ham Excel sé hiéu qua
hon rat nhiéu viéc nghién cttu cong thitc va bdm may tinh.
Khi néi vé cong cu, cac tac gia sé khong giai thich qua nhiéu
cach van hanh cua nd, chi tap trung trinh bay cach st dung
cong cu nhanh chéng va hiéu qua. Vi du, chung téi khong
giai thich cach Excel tinh lai sudt theo cdng thitc toan hoc,
chi huéng dan céch dién dtng va hiéu qua ham IRR dé doc
gia tng dung nhanh ma thoi.

Trong sach nay ciing xuat hién cac thuyét (theory). Cac
tac gia thuong st dung thuyét lam cong cu suy luan va giai

thich cac hién twong.
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Vi duy, hién twong con nguoi thuong bi thu hat béi tinh
duc cé nhiéu huwéng giai thich khac nhau. Tuy nhién, cac tac
gia da st dung thuyét tam ly hoc tién hoéa dé€ giai thich:
“Nhitng ddc diém tam ly con ton tai ngay nay chinh la két
qua cua qud trinh tién héa va chon loc ty nhién.” Nhitng
nguoi khong bi thu hat béi tinh duc da tuyét ching va
khéng truyén duoc von gene lai cho doi sau.

Dua trén cach ly luén nay, ta ciing c6 thé dién giai vé viéc
con nguoi thwong bi thu hut béi kich thudc hay thitc an, ti
d6 du doan dwoc nhitng yéu t6 khac bz‘?mg cach suy luan dua

trén nguyén ly bén trén.

Nhu vay, mdi hién twong cé nhiéu thuyét giai thich.
Trong pham vi sach nay, cac tac gia vu tién st dung thuyét

dé hi€u nhat d€ dién giai.

Cac thuat nglr da nganh

Tam ly va kinh doanh khong ton tai riéng biét, ma da
phan dan xen 14n nhau, va vé6i nhiéu linh vuc khac nira. Rat
nhiéu chiéu tro danh ltra trong kinh doanh xuat hién trong
mang thong ké; rat nhiéu chi s tai chinh 1a nham do lwong
tam ly thi treong; rat nhiéu cong thirc thong ké xuat hién dé
giai quyét cac van dé trong nghién ctu tam ly. Tham chi,
mot s6 nganh “lai” cling da xudt hién, nhu hanh vi t6 chte,
tai chinh hanh vi... va x6a mo ranh gidi gitta cac nganh. Do

d6, cac ban clng sé thdy mot s6 khdi niém khong thudc
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mang tam ly hay kinh doanh, nhung lai cé lién quan mat
thiét dén tam ly kinh doanh.

* % X

Do thuat ngt hién nay chua thong nhat, nén doc gia sé
thady mot s6 thuat ngr dung trong sach nay khong giéng vai
cac sach khac. Vi du, efficiency dwoc goi la hiéu sudt trong
sach nay, nhung noi khac lai goi la hiéu qua; heuristic trong
sach nay goi la suy nghi¢gm, nhung cé noi phién dm thang
thanh o-rit-tic. D6 1a diéu khong thé tranh khoi, do vay, dé
tranh hiu nham va tién tra ctru, cic tac gia déu cd gang ghi

chu thuat ng tiéng Anh.
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Hiéu Ung Chim Mo

Ban & co ké hoach

Khi ludt 1at trén mang, nhat la khi truy cap vao cac trang
bao hodc dich vu lwu trit (hosting) hay tén mién (domain),
cac ban sé bat gdp nhitng géi san pham duoc dinh gid rat...
“ngu.” C6 cam gidc nhu mua bat ky goi san phdm nao khéc
ciing ré hon, va anh ban hang chac dang chau ria méo mo vi

€ goi san pham duoc thiét ké thiéu can nhac ay.

Nhung thuc ra khong phai. Nguoi ban hang dy that su la
mot cao tha vé tam ly hoc va nghé thuat ban hang. Gdéi san
pham do6 khong phai d€ ban. N6 chi la “chim mo6i” ma thoi,
va duwoc sinh ra d€ thuwc hién mot sit ménh dic biét: N6 ra
doi dé... ban € Nguoi ban hang da van dung triét dé hiéu
tng chim mo6i dé€ “ha” khach hang khi ho con chwa kip hiéu
van de...

Vay hiéu tng chim mo6i la gi, va c6 thé ing dung nd vao

chuyén lam an nhu thé nao?
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Hiéu Ung chim moi

Hiéu t¢ng chim moi (Decoy effect), hay con goi la hiéu
tng vu thé bat can xing (Asymmetric dominance effect), la
mdt hiéu tng rat thuong duoc dan kinh doanh dung trong
dinh gia.

D€ don gian, ta c6 thé hiéu nhu sau: khi khach hang dang
khé quyét gitta 2 Iira chon A va B, viéc thém lua chon thi 3
la “chim m6i” cua B, giup ton vi thé ctia B 1én, sé lam khach
hang cam thdy nhu la B t6t hon han. Ban c6 thé xem phan
Phu luc 1 d€ hiéu vé hiéu tng chim mo6i mot cach logic hon.
O day, chang ta sé khong di sau vao phan tich khoa hoc, ma

sé tim hiéu thong qua céc vi du thuc chién dé hiéu.

Bao in hay bao mang?

Nam 2010, Dan Ariely, gido su tam ly hoc nguoi My goc
Israel trong mot thi nghiém tai truong dai hoc MIT da phat
hién vai chi tiét tha vi.! Ariely cho mot nhém 100 sinh vién
duoc quyén ddt mua bao cua to Economist véi mitc gia niém
yét nhu sau:

- Goi 1: An phdm bio mang (web) - 59 d6 la
- G6i 2: An phdm bao in - 125 db la

- G6i 3: An phdm bio mang va in - 125 d6 la

1 Thi nghiém nay da dugc Ariely trinh bay cu th€ hon trong quyén Phi Iy
tri. O day, nhom tac gia chi tom tit thi nghiém d&€ minh hoa cho hiéu tng
chim m6i ma théi.
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Géi 1 Géi 2 Géi 3
595 125% 125$
16 % 0% 843

11.444%

Néu la ban, ban sé chon goéi nao? Va ban c6 chon goéi 2

hay khong?

Két qua thu dwoc: tong doanh thu dat muc 11.444 d6 la.
Trong d6, 16 sinh vién lya chon an phdm web vdi gia 59 d6
la; 84 sinh vién mua an pham bdo web va in véi gia 125 d6
la; va khong c6 bat ct ai lwa chon phién ban bdo in vdi cung
mttc gia do. Thi cling dé hiéu thoi, dau ai lai di chi cung mot
s0 tién d€ nhan dwoc it &n pham hon chi!

Sau d6, d€ so sanh mc d6 anh hudng cua Goi 2 (chim
moi), Dan Ariely thuec hién mét thay ddi véi bang gia niém
yét bang c4ch g& di lwa chon tht hai (4n phdm bao in gia
125 d6 la) va th nghiém trén mot nhom sinh vién khéc ¢é
cung s6 leong voi nhém ban dau.

Lac nay day, doanh thu chi ditng & mtc 8.012 d6 la. Cu
thé, c6 68 sinh vién dat mua an phdm bdo web vdi gid 59 do
la va sd lugng sinh vién lwa chon &n phdm bdo web va in

125 d6 la giam con 32.

11



Hao Nhién - Qudc Khanh

Gabi 1 oi Go6i 3
595 125$
68 0% 32

8.012¢

Chi bé“mg mot sw thay d6i thém bt mot lwa chon, doanh
thu dat mua trong ca hai truong hop da c6 su chénh léch lén
dén 3.432 d6 la. N6i cach khac, néu dang ap dung 2 goi san
phdm (Géi 1 va Géi 3), bao Economist thém vao mot goi
chim m®i (Géi 2), thi doanh thu sé ting lén dén gan 43%!

Ung dung trong kinh doanh

Chinh ban than hiéu tng va ndi dung cac thi nghiém
minh hoa da cho thay cach thic tng dung chim moi trong
kinh doanh (cu thé€ 1a trong dinh gid). Néu muén hudng
khach hang tap trung lua chon mdt géi san pham nao do, ¢
thé thém vao danh sach lya chon mét goéi san pham “chim
moi” d€ “nang tim” go6i san phAm muc tiéu 1én.?

Tuyét chiéu nay dac biét hitu dung khi ban mudn huéng
khéach hang mua cac géi san pham dac biét (d€ gidi thiéu san

2 Luu v, do hiéu tmg chim moi chi xuat hién khi so sanh cac goi san pham,
nén chi 4p dung néu khach hang cé th€ thay cung Iuc cac géi san phdm.
Khéng ap dung néu khach chi co thé thay tirng gdi riéng 1é.
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phdm chu dao), cac goi san phdm ton kho nhiéu (dé€ giai
quyét ton kho), hodc cdc goi san phdm cao cdp hon (dé€ ting
doanh thu).

Ngoai ra, khi hoach dinh chién lwoc kinh doanh, viéc tap
trung rat nhiéu ngudn lec vao mot san pham thuong giup
cho san pham d6 co6 gia von ré hon (nho 10i thé do quy md),
dong nghia véi viéc lgi nhudn cao hon khi ban dwoc san
pham. Ap dung hiéu tng chim mbi nhdm toén vinh san
phdm chién lugc sé gitp ching ta tdi da héa doanh thu va

lgi nhuén khi ban dwoc that nhiéu san pham cha dao.

Boi méi nodi, “chim mo6i” = “ban € c6 ké hoach” la vi vay.
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Hiéu Ung Mo Neo

Vi sao dan so Viet Nam co thé am t3ng gid séch?

C6 thé ban chwa biét rang dau éc con ngudi thuong rat dé
bi anh huwéng bdi cac neo tu duy (va hién twong nay dwoc
goi la hiéu ting mo neo). Cac neo tu duy nay co thé tac dong
dén suy nghi ching ta trong tiém thitc thong qua nhitng thi
cuc ky khong lién quan. Tham chi, nhic dén dan sd Viét
Nam ciing c6 thé lam tdng s6 tién ma khach hang ra gia cho

san pham!

D€ c6 thé ting dung t6t hiéu tng mo neo, trudc tién, ta sé
tim hi€u d6i chut vé hiéu tng cuc doc nay.
Hiéu 'ng mé neo

Theo hiéu ting moé neo (Anchoring effect, con goi la hiéu
tng neo, hiéu tng neo tu duy...), moi nguwoi thuong dwa vao
thong tin xudt hién trude d€ so sanh cling nhu dua ra quyét

dinh. No6i don gian, néu tdi ndi cho ban biét chi phi d€ tao ra
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Hiéu tng chim moi (tap 1)

quyén tap chi A la 40 nghin r6i d6 ban chi phi cia quyén
sach B, ban sé dwa vao con s6 dau tién nay d€ so sanh va
wéc tinh chi phi san xuat B. Két qua la gia wdc tinh cua ban

sé xoay quanh con s0 40 nghin.3

Dé dé hiéu hon, ta sé ludt qua mot sd thi nghiém tam ly
hoc kha thu vi:

Gandhi bao nhiéu tudi?

Trong moét thi nghiém cta Strack va Mussweiler nam
1997, ho chia ngwoi tham gia thanh 2 nhém.
- Nhéom A dugc hoi: "Mahatma Gandhi mat trudc hay sau
nam 9 tudi?"
- Nhém B dugc hdi: "Mahatma Gandhi mét trudc hay sau
nam 140 tuoi?"

Day la cau hoi don gian, chic ai ai cling tra 1oi chinh xac.
Tuy nhién, qua cau hoéi nay, nhitng nguoi tham gia da bi
"neo" tw duy. Nhém A bi neo & con s6 9 va nhém B ¢ con sd
140.

Va bay gio mdi dén phan quan trong: Sau d6, ca hai
nhém cung dugc hoi: "Mahatma Gandhi mat ndm bao nhiéu

tuoi?”

3 Ban sé wdc tinh xoay quanh mttc nay, du rang gia thanh mot quyén sach
con phu thudc rat nhiéu yéu t6 khac nhu dé day, s6 mau, dinh luong gidy,
gia tdc quyén, chi phi xin phép xudt ban,... Va quan trong hon, A 1a tap chi
chtt khong phai la sach nhu B!
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Hao Nhién - Quoc Khanh

Do tac dong ctia hiéu ting mo neo, s6 tudi trung binh cua
nhém A dodn 1a 50, con nhom B la 67, mdt si chénh 1éch kha
16n!* N6i cach khac, nhém A da bam vao con s& 9 ¢ cau hdi
dau dé gia giam duw doan ctia minh, con nhom B thi bam vao
140 dé€ gia giam. Két qua la con s6 du doan chénh léch nhau

rat xa!

Tx2X3x4x5x6X7Xx8

Trudc d6, vao ndm 1974, hai chuyén gia ddu nganh
Tversky va Kahneman da cong bd mét nghién ctru vé chu dé
twong tw. Hai nha khoa hoc da chia nguoi tham gia thi
nghiém thanh hai nhém va yéu cau ho tra 10i cau hoi sau
trong 5 giay:

Nhédm A: “Hay tinh 1x2x3x4x5x6x7x8.”
Nhém B: “Hay tinh 8x7x6x5x4x3x2x1."

Ro6 rang khong can qua gioi toan, ban ciing nhan ra day
chi 14 hoan vi, va hai tich nay bfmg nhau. Tuy nhién, do
nguwoi tham gia thi nghiém khong c6 du thoi gian d€ tinh
nham (chi 5 gidy ma thoi) va cling chang c6 may tinh dé
bam, nén ho phai wdc luong. Nhém A da bi “neo” baéi con s6
xuat hién dau tién trong chudi (s 1), con nhém B bi “neo” &

con s0 8. Cudi cung, két qua wdc lwong cta hai nhéom nay

4 D1 nhién ca hai con s6 du doan nay déu khéng dung. Tuy nhién ta c6 thé
thay su chénh 1éch 16n giita hai nhém. Con vé tudi cua Gandhi, ban hay thi
ti doan rdi tim trén Google xem ban doan c6 dung khong nhé!
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Hiéu irng chim moi (tap 1)

l1éch nhau cuc 16n: nhém A thi doan la 512, con nhém B

doan tich nay tan 2.250!°

Di nhién ca hai con s6 nay déu sai (két qua chinh xac
béng bao nhiéu thi ban ty th® nha), nhung cha trach ho
dwgc, tinh nham chi 5 gidy thi cling khé. Ban c¢6 thé tu tién
hanh thi nghiém nay véi chinh minh va ban be xem cé diung
khong nhé (chia ban beé ra lam hai nhém, mdi nhém chi

dwoc thay mét cdu hoi ma thdi, roi yéu cau ho tinh nham).

Ung dung trong kinh doanh

1. St dung théong tin khong lién quan d€ neo tw duy: Vi
tam tri con nguoi thuong bi neo ¢ thong tin dau tién, tir do
ra quyét dinh mét cach v6 thic, nén khi viét ndi dung
quang cdo, ta c¢6 thé st dung mot s thdong tin khong lién
quan dé neo tw duy khach trude khi dua ra gia san pham. Vi
dy, trong mot bai quang cao trén Facebook cho san pham
sach Chu du vao tdm tri khdich hang, nguwoi viét quang cao cd
thé viét nhw sau:

"Né&u ban giéng phan I&n trong s6 90.000.000 dan Viét Nam,
ban sé rat thich kinh doanh. Lam kinh doanh ma khéng biét
vé marketing |a mot thi€u sot cuc ky 16n. Quyén sach Chu du
vao tam tri khdch hang sé cho ban kién thirc nén tang vé tam
ly hoc...”

5 Thuc ra, hai nha nghién ctru da 18y s8 trung vi (median) ctia mdi nhém
d€ tinh toan. Cac ban mudn tim hiéu sau cé thé€ tim doc tai liéu goc (da din o
phén Tai liéu tham khao).
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Hao Nhién - Quéc Khanh

Con s8 90.000.000 dan khong lién quan nhiéu dén gia
sach, nhung duwoc dat ¢ dau tién lam neo tw duy, tit d6 anh
huéng dén gid sach. Tac gia sach da thuc hién mot tha
nghiém khong chinh thong véi ndi dung nay® trén nhém
Cong dong iSocial tai Facebook,” va dy dodn ctia cac thanh
vién guri vé cao hon mtuc gid bia quyén sach.?

Di nhién, néu c6 thé st dung nhitng chi s6 tuong tu thi
hiéu qua sé rd rang hon, do ddi teong muc tiéu sé dua vao
‘théng tin twong tu d€ danh gid. Vi du, néu ldy gia quyén
sach Chu du vao tdm tri khdch hang phién ban tiéng Anh ban
trén Amazon (gid cao hon, trén 200 nghin d6ng) d€ lam neo
tw duy, khach hang gan nhu chéc chan sé dwa vao thong tin
nay dé€ du doan muic gid sach phién ban tiéng Viét.

2. Thay d6i don vi d€ neo tw duy: Janiszewski va Uy
(2008) da phat hién thém rang, khong chi bi neo tw duy béi

thong tin dau tién, con nguoi con bi neo vao don vi cua neo

6 Xem tai fb.com/groups/congdongisocial/permalink/581983678624075

7 Mot cong dong cua nhitng nguoi lam quang cao Facebook néi riéng va
kinh doanh trén mang néi chung.

8 Vao thoi diém d6, gia quyén sach nay ¢ lan xudt ban dau tién la 80.000
VND. Con s8 du doén trung binh ctia cac thanh vién giii vé sau khi doc thi
nghiém trén 1a 87.000 VND. Xin chti y, day la mét thi nghiém khéng chinh thirc
nén chua duoc kiém dinh véi tit ca quy chuan thi nghiém hoc thuat hién
hanh. Hon ntta, vi la vi du ngén nhdm muc dich minh hoa nén c4c con s8 neo
duoc viét khd “16” cho moi ngudi cung thdy —cach nay sé hiéu qua hon néu
céc ban gidu neo khéo léo hon mét chut, dirng d€ nguoi doc phat hién ra. Tuy
nhién, vé mit thuc tién cd thé tng dung duoc. Cac ban ¢ thé thit nghiém véi
chinh san phadm ctua minh d€ ty danh gia chinh xac mttc hiéu qua va tng
dung phu hop.
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Hiéu Ung chim moi (tap 1)

nira. N6i don gian, néu st dung neo la 1.000 USD, khach
hang s€ diéu chinh mttc gia du doan theo don vi nghin USD;
trong khi néu st dung neo la 995 USD, ho sé diéu chinh du
doén ctia minh theo don vi thap hon (chuc USD hoac USD

don vi).

Ta c6 thé tng dung nghién cttu nay vao viéc niém yét gia
san phdm. D€ neo tu duy khach hang vao mot mitc gia cd
dinh, khién ho diéu chinh it, thi thay vi niém yét gia tron (vi
du: 80.000 ddng), ta c6 thé thém mdt vai sd 1é (82.500 dong).
Khach hang sé diéu chinh con s6 hang nghin thay vi diéu

chinh mttc gia du doan theo con s6 hang chuc nghin!

3. Thay ddi cach sip xép cac san pham d€ neo tw duy:
Mot s6 quan an, quan ca phé thuong dung chiéu nay. Thay
vi x€p san pham theo gia tir thdp dén cao, ho lai dua san
pham dic trung, gia cao ctia quan lén trén dau thyc don.
Sau d6, khi khach hang nhin xudng dwdi, ho sé thay gia ctia
cac san pham khéc déu “c6 vé ré hon” (so véi san pham déc

trung kia).

Di nhién, tng dung th& 3 nay cé thé gap tac dong trai
chiéu néu khach chi nhin mén déau tién va “doi nguoc” do
giad qua cao. Néu st dung chiéu nay, ban nén bg tri sao cho
“mo neo” xuat hién dau tién nhung cé thé so sanh duoc dé
dang véi cac san pham gia ré hon khac.

4. Nhan manh gia téng truwdc khi gidm gid: Vi dy, khi
khéch hoi gia, gia st ban c¢6 san pham gia 100 ngan, chi phi

van chuyén thuong 4p dung la 20 ngan/don. Tuy nhién,
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Hao Nhién - Quoc Khanh

nhém khach hang nay dang dwoc huong chinh sach mién
phi van chuyén, thi thay vi noi:

"Cai nay 100 ngan, mién phi giao hang nha."

thi hay noi:
"C&i nay téng cong 120 ngan (sdn phdm 100, phi giao hang
20). Nhung hién anh dang dugc uu dai mién phi van chuyén
nén con 100 ngan thdi anh nhé."

Mot phan ban cho khach hang thdy ban da wu dai ho
nhiéu nhu thé nao (James Irving Holcomb trong quyén
Salesology ciing khuyén khich nén noéi cho khach hang biét
minh da wu dii ho chit ding im ling lam—sé chang cé ai
tran trong ta khi khong hé hay biét l1a ta da lam gi cho ho),
mot phan ciing nhic ho nhé va neo ho lai con sd 120 ngan
ma 1é ra ho phai tra, khién ho vui vé hon véi mtc gia 100
ngan. V6i ca hai cach noéi, khach déu phai tra 100 ngan,
nhung cach tht hai ho con thém cam giac vui vé, vay theo

ban nén chon cach néi nao?

5. Stt dung san pham kém d€ lam méc so sanh: Mot s
anh ban bat dong san cé st dung chiéu nay. D6i khi ho sé
dan khach dén c&n nha dau tién chat luong thdp, ma gia thi
trén may. Do da bi neo & can nha dau tién nay, nén nhiing
can tiép theo ludn cd vé 6n hon nhiéu.

Va di nhién, chiéu nay hoan toan cé thé ap dung ¢ nhiéu
nganh khac. Vi duy, nhiéu khach san, nha nghi hay c6 mot
phong khong hdp dan mdy. Sau khi xem xét thi chu khach
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Hiéu ng chim moi (tap 1)

san dan ban sang phong ké bén, véi gid “cao hon chut chut”
nhung that la rong, that la thoang, that 1a ung. Lé ty nhién,
ban sé chon phong thwt hai nay (tin tac gia di, tac gia dinh
may lan 6 Ving Tau roi...).

Cac ban lam thiét k& hodc hay di ‘pitching’ du an trong
agency cing thwong dung chiéu nay: Tuy da c6 san pham
hoan thién cuc xin, nhung rdt nhiéu nguoi chi cho khach
hang xem mot s6 ‘option” hoi kém mot chuat. Sau khi khach
dé xudt chinh stra xong, ho mdi bay san pham “chuan muyc”
ra. Cach nay khién san pham hoan thién trong “cé gia” hon,

mat khac cting han ché& khach stra di stra lai nhiéu Tan.

Tuyét chiéu nay thuwong duoc sit dung phéi hop thém véi
hiéu ttng chim mdi (vita nhac & phan trudc), higu ing hao
quang (sé dugc noéi dén & phan sau) va thién kién khdc biét
(dwoc noi cu thé & tap 2), tuy theo truong hop. Ban cang
phdi hop nhuan nhuyén dwoc nhiéu tuyét chiéu lai véi
nhau, sttc manh cang khung khiép. Giéi han tng dung duy
nhat chinh 1a stic sang tao ctia mdi nguoi.

%
£ %

Hay va nguy hiém 6 chd, cic tac gia chua thdy tai liéu
ndo giup tranh dwoc hodn toan sitc manh cua neo tw duy, tic
la nhitng chiéu thttc nay mot khi ap dung dang thi it nhiéu

sé co két qua, khong can biét muc tiéu cd phong thu kiéu gi.
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Hao Nhién - Quéc Khanh

Nhung cling nén nhé, khdng cé chiéu thtrc nao dung véi
moi truong hop, thé nén tot nhat la thit nghiém trudce khi ap
dung dai tra.

Va xin cac ban hay st dung nhitng chiéu thic nay that
can than va cé trach nhiém. Chiéu thitc c6 thé dua ban 1én
may, nhung dé€ bén viing thi san phdm phai thuc su tot, va

ngwoi ban phai thyec sy c6 tam.
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Hiéu ang chim moi (tap 1)

Hiéu Ung Hao Quang

Chién luoc soai ham

C6 thé ban chuwa d€ y, mdi t& chat t6t dep cua ban than
hay cua doanh nghiép cling c6 thé “téa hao quang” soi roi
tat ca nhirtng td chat chwa dwoc dep khéc. B¢ la ly do vi sao
ta ludn thay nhitng nguoi dep trai, dep gai dang tin, vui ve
va néi chuyén thuyét phuc hon (du trong thAm tdm ta van
ty nhdn nhu rdng minh phai tinh tao). D6 1a 1y do vi sao
dién vién hay 1an san sang lam ca si, con ngudi mau ciing
hay chuyén sang lam ngudi dan chwong trinh, du dién hay
va hat hay, xinh dep va néi tot, tat ca cha an nhap gi véi
nhau. D6 1a 1y do vi sao ta tin rang mot vi gido su toan ludn
gioi vé cdc moén can tinh toan, tuy rang hai viéc nay chua
chac lién quan dén nhau. Isaac Newton choi chiing khoan

van thua t6i mat day thoi!

Téat ca cac hién twong nay duoc cac nha khoa hoc goi
bang mot ci tén rat hinh twong: hiéu ting hao quang.
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Hao Nhién - Qudc Khanh

Hiéu ing hao quang

Theo hiéu tng hao quang (Halo effect), nguwoi ta thuwong
bi quan diém, thai d¢ chung vé mot sy vat (sw viéc, con
nguoi) lam anh hudng dén viéc danh gia mot tinh chat nao
do cua su vat d6. Nhu da néi o trén, ta thwong cé xu hudng
cho rang mdt gido su toan hoc sé giodi viéc quan ly truong
hoc hay lam chinh tri, du rang trén thuc t&, 6ng gido sw chi
gioi toan ma thdi. Viéc gioi toan cuia 6ng gido su da “toa hao
quang” va khién ta cho rang 6ng ciing gioéi nhitng van dé
khac. Y tuong nay nghe cé vé phi logic, nhung thuc sw d6 1a

cach ma chinh ban van suy nghi moi ngay!

Mot s6 nha tdm ly hoc ciing da tién hanh thi nghiém dé
kiém tra liéu c6 hiéu tng hao quang that hay khong. Va

dudi day 1a két qua:

Ai tot tinh hon ai?

Nim 1972, nhém ba nha khoa hoc gobm Dion, Berscheid
va Walster da tién hanh mét nghién ctu vé hiéu tng nay.
Ho cho 60 sinh vién Dai hoc Minnesota xem 3 birc anh, mé6t
btic cia mot nguoi rat dep, mot buc la ctia mot nguoi binh
thuong, biec con lai 1a ctia mdt ngudi cd nhan sac hoi han
ché. Sau d¢6, céc sinh vién dugc yéu cau danh gia tinh cach,

mitc d0 hanh phtc cling nhw vi thé xa hoi ctia tiing nguoi.

Két qua la 60 sinh vién cho rang, ngudi cang dep thi cang

c6 nhiéu tinh cach t8t, mic d¢ hanh phuc cting nhw vi thé xa
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Hiéu irng chim moi (tap 1)

hoi cao hon. R6 rang diéu nay la phi logic, khi ma sac dep
kho c6 thé anh hieong dén tinh cach! Thang gt nha tho Diec

Ba han phai budn lam khi xem nghién cttu nay!’

Ung dung trong kinh doanh

1. Chién lwgc soai ham —stt dung san pham/tinh ning
dai dién d€ “ning tAm” toan bo dong san pham: Do con
nguwoi thwong bi anh hudng boi dn twong tong quan khi
danh gid moi thit (cu thé la san phdm), nén ta c6 thé dwa san
pham t6t nhdt ctia cong ty 1én lam “guong mat dai dién.” Vi
du, cac treong hoc thuong t6 chite cac 16p chon, 16p chat
lwgng cao hay 16p tai ndng; thuwong to chirc cac doi tuyén thi
hoc sinh-sinh vién gidi. Viéc mot treong hoc dat duwgc danh
hiéu t5t (giai cao trong ky thi hoc sinh gioi chang han) sé tao
an tugng tot chung cho toan truong, tit d6 moi nguoi déu
cho rdng chét lwong day hoc ctia triedng nay cao hon han
(du r%mg chuyén day di thi hoc sinh gio6i va chuyén day hoc
sinh dai tra la hoan toan khac nhau). Tham chi, mot s6
treong thay vi tap trung vao day hoc c6 thé tap trung vao
cac hoat dong ngoai khoa (thé€ thao, van nghé...) dé€ tao hiéu
tng twong tw.

Trong marketing, ta thuong goi cac san pham di dau nay

la sodi ham (flagship). Nhu treong hop ¢ trén, t6p hoc sinh

gioi chinh la soai ham caa ca truong. Chién lugc sodi ham

® Mot hiéu ting ¢ nhiéu nét tuong dong voi hiéu tng hao quang la hiéu
1rng tién st Fox (xem tap 2).
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thuong thay & nhigu noi. Vi du, & mdi chudi quan &n-quan
ca phé trung va cao cap déu c6 mét quan duoc mo ¢ khu
trung tam, vi tri dac dia nhat nhi thanh phd dé lam soai
ham, nang tam cdc quan khac sau nay. Quan soai ham c6 thé
khong 10i, tham chi 15, nhung nho d6 ma cac quan khac
cung chudi cé thé mé & nhitng noi c6 dia diém khong t6t
bang ma van ban dwoc 6 mitc gid cao nho huéng loi tir “hao
quang” cuia soai ham.

Ban than Cht tich Nguyén Dtec Tai ctia Thé Gisi Di Dong
cing da ndi vé chién lugc nay. Sau thoi gian cho cac ctra
hang Bach Hoéa Xanh len 16i vao cac khu dan cu, cac truc
duong nho nhung khéng thanh cong, 6ng quyét dinh mo
cac cra hang Bach Héa Xanh ¢ céc truc dwong 16n, dé sau
khi ¢é thuong hiéu va d6 nhan dién cao thi mdi ti€p tuc len
vao cac truc duong nhé. DAy ching phai 1a cac clra hang
soai ham hay sao! Ban than cac cra hang ban dién thoai di
dong cua Thé Giéi Di Bong cling da di theo con duwong nay

d€ c6 thanh c6ng ngay hom nay!"?

Chién lugc nay c6 thé ap dung véi nhiéu san pham khac.
Vi du thuong thdy nhat la & cdc san pham dién thoai di
dong thong minh (smartphone) hodac mady tinh xach tay
(laptop). Rat nhiéu hang déu c6 nhitng dong flagship cta
riéng minh d€ nang tam thwong hiéu lén, trong khi d6, san
phdm mang lai doanh thu va loi nhuén chua yéu lai la nhiing

san pham tam thap hon.

10 Xem toan bd bai phdéng van tai http://ecoblader.com/mwg-soaiham
phong P g
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Hiéu Ung chim moi (tap 1)

Ma ciing khong can cao xa. Mot quan ca phé cé thé tap
trung phat trién mdt vai mon that ngon trong thuc don. Céc
moén nay lam “guong mat dai dién” va nang tam toan bo
thuc don cling nhu thwong hiéu quan. Cac ban sanh d6
udng chic chan ciing biét, nhac téi tra dao 1a phai nghi dén
ai, nhéc tdi tran chau trang phai nghi téi ai, nhic téi ca phé
dtra thi phai nghi téi ai, nhéc téi ca phé tring thi phai nghi
t6i ai... Nhu vay, néu ban lam thuc su t6t, mot ly ca phé sita

ngon cing cé thé lam soai ham d€ ca quan “téa hao quang!”

2. Tham gia m¢t s6 giai thwéng hoic chitng nhin dé toa
hao quang cho ca cong ty: Tuyét chiéu ma manh nay
thuwong dwoc nhiéu cdng ty san xudt st dung. Ho thuong
dang ky ching nhan ISO 9001 (danh cho hé théng quan ly
chat luwgng) cho mgt quy trinh trong cong ty (nhu ban cling
biét, mot cong ty cd bié€t bao nhiéu quy trinh!). Tuy nhién,
chinh chting nhén nay lai khién khach hang va d6i tac nghi
rang cong ty rat tot (!). ThAm chi mot s8 ngwdi con nham
twong ching nhan ISO 9001 la danh cho chdt lugong san
pham!!

Mot s6 cong ty ndng san ciing choi chiéu twong ty véi
VietGAP, GlobalGAP. Ho dang ky cho mét loai san phdm
(vi du nhu dua gang chang han) ma thoi, nhung khach hang

(du cho 1a da duoc thong béo rang chi ap dung cho san

1 Pung vay, trai voi suy nghi ctia nhiéu ngudi, ISO 9001 (tiéu chuin hé
thdng quan li chdt luong) khong hé lién quan dén chdt luong sén phdm, ban
c6 th€ xem thoéng tin chi tiét tai http://quacert.gov.vn/vi/iso-9001.is0226.html
va http://www.quacert.gov.vn/98/print-article.html
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pham dwa gang) van tin tudng cong ty c6 GAP hon han khi

mua san pham... dau tay.

D1 nhién, c6 mot sd cong ty cO tinh giau sy that nay dé
Itra dao nguoi dung (va xin lan nita khéng dinh, ltra dao la
sai trai), nhung du cho ban ¢é ndi rd cho khach, thi hiéu tng
hao quang tit mat hang c6 GAP van dam bao cho ban mét vi

tri cao hon trong mat ho roi.

Xin luu y, mét s t6 chirc biét nhiéu cong ty can nhiing
giai thuong hodc ching nhan kiéu nay d€ tan dung hiéu
tng hao quang, nén da tao ra nhiéu giai thwong tir trén troi
roi xudng (doanh nhan trién vong XYZ chang han), va dé
nghi cdc “doanh nhan trién vong” doéng tién dé duoc vinh
danh—cang nhiéu tién thi giai thuong cang to. Chang to6i
chi ¢6 mdt 101 duy nhét cho cac ban dang dinh dung chiéu
nay: DPUNG!

3. Tuyét chiéu hack thang: Tuyét chiéu nay da dwoc nhéc
toi trong Loi tit khon ngoan ctia Shane Snow: St dung uy tin
va danh tiéng ctia nganh nay dé “nang do6” va chién thang &
mot nganh khac. Shane Snow da 18y vi du rang, rat nhiéu
Tong thong My von khéng phai 1a chinh khach, ma da Gng
ctt bang uy tin ctia mdt nganh nghé khac khong hé lién
quan: Ronald Reagan vén 1a dién vién, sau d6 méi 1a théng
ddc roi téng thong. Gan day, ta cing c6 Donald Trump, von
la doanh nhan, sau d6 dung ngudn lgc cua minh thang ct
téng thong. O cdp d6 thap hon, ta c6 rat nhiu ngudi ¢ con

duong twong tu: Michael Bloomberg von 1a doanh nhan, da
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Hiéu irng chim moi (tap 1)

thzfmg c thi truong New York City; Théng d6c bang
California Arnold Schwarzenegger vén la dién vién ndi
tiéng (ban ¢ nhé nguoi may T-800 mau lanh cuc ngau trong

phim Terminator?).

Ma ching can néi dau xa, ngay tai Viét Nam minh ciing
c6 v6 s8 ca si héa dién vién, ngwdi mau héa MC, va ciing
nhiéu dién vién héa ca si dy thoi! Ngoai ra, cé rat nhiéu
quan an cua ca si 1ap ra va cuc ki ddong (du ca si va nau an
ngon c6 vé khong lién quan véi nhau cho 1am). T4t ca déu
st dung hao quang von c6 ¢ nganh nay d€ toa sang 6 mot

nganh khac day!
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Hieu Ung Chan LG Ao Tudng

Tai sa0 sy 13p lai co thé bién sai thanh dung?

Hf?mg ngay, trén bdo dai, ti vi, internet, ta ludn bt gap
nhitng nguwoi ct ldp di ldp lai nhitng thong diép quang
cdo... sai lé ra. Ho lam thé d€ lam gi, khi ma nhiéu thong
diép vira nghe vao da thay hoi vo6 ly (ki€u nhu “hang dau
Viét Nam” chéng han)? Tai sao ho lai chiu choi chiu chi bo
khéng it tién ra chi d€ ldp di ldp lai nhiing diéu c6 vé nhu
vO nghia nay?

Khong, khong cé gi la vo nghia ca. Khong mot chuyén gia
c6 thuc lyc nao lai d6 tién ra nhitng diéu vo ich khong c6 loi
cho ho. Thuc ra, nhitng nguoi hay 13p di 1ap lai dy la chuyén
gia st dung ky thuéat tuyén truyén véi nén tang tam ly hoc
cwc khung. Ho da st dung hiéu tng chan ly ao tuong dé
bién sai thanh dang theo cach c6 vé ngu ngdc nhung hiéu
qua vo cung.

Va gio day, ban cling sé duoc biét tuyét chiéu nay.
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Hiéu Ung chim moi (tap 1)

Hiéu ng chan ly ao tudng

Theo hiéu tng chan ly ao twéng (Illusory truth effect),
con nguoi sé tin mét thong tin nao do la dang chi don gian
vi... ho tiép xtc vdi thong tin d6 nhiéu hon!

No6i cach khac, néu mdi ngay ban déu nghe di nghe lai
thong tin nao d6 (ma ban chua kiém chiing hodc khong co
co hoi d€ kiém chung), thi ban sé ¢6 xu hudng tin r?mg
thong tin nay la ding hon la mgt thong tin ban chi méi nghe
lan dau.

D€ tim hi€u tuwong tan vé hiéu tng nay, ta sé di nguoc lai

mot thi nghiém dwoc tién hanh vao nam 1977:

Ai dung, ai sai? Ai sai, ai dung?

Vao nam 1977, nhém ba nha khoa hoc Hasher, Goldstein
va Toppino da tién hanh thi nghiém sau day. Nguwoi tham
gia duoc moi danh gid miec d6 chinh xéc ctia 60 cau khang
dinh nghe c6 vé ¢d ly (nhung rat kho d€ biét chinh xac), vi
du nhu:

“Bong ré thanh mon thi Olympics vao nam 1925."

Mot s0 cau khéng dinh la dung, mot s6 1a sai.

Nguoi tham gia thi nghiém thuc hién thi nghiém 3 Tan,
mdi [an cach nhau 2 tuan. 20 cau khang dinh trong s& nay

duwoc gitt nguyén, con lai déu duoc thay d6i & moi lan.
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Két qua la, cac khéng dinh xuat hién thuong xuyén hon
(ca khing dinh dting 1an khang dinh sai) déu dwoc danh gia

la “dang tin” hon cac khang dinh chi xu4t hién mot Ian!

Ung dung trong kinh doanh

K&t qua cua thi nghiém trén la rat dang so, boi né cho
thay kha nang diéu khién nhan thic dung sai cia con nguoi
chi b?ing cach 13p thong tin da nhiéu. Dang so hon, mét s
thi nghiém cua cac nha tam ly hoc khac tham chi con khéng
dinh rang: du ta c6 biét thong tin, thi trong vd thic, ta van
bi anh hwdéng bdi su lap lai! Cronley, Kardes va Hawkins
(2006) da nhan manh rf“mg cai ma su lap lai danh vao la
phéan vo thiee, chit khong phai la phan ly tri, cho nén viéc ¢
hiéu biét, c6 tw duy logic hay khong ciing khong thé ngan ta
bi dnh huong boi hiéu ving chin ly do tuong! Noi cach khac,
chiéu nay gan nhu da dung la hiéu qua, nan nhan du cé tai
gioi cach mdy ciing khong thé tranh duoc hoan toan, luén bi

anh huong it nhiéu.
Ta c6 thé tng dung nhu sau:

1. S&t dung nhiéu nguoi dé nhac di nhac lai mét thong
diép: Thu thuat nay thuvong duoc dan “seeding” st dung ¢
Facebook va cac dién dan mang. Ho st dung nhiéu tai
khoan cung nhéc di nhic lai mot thong diép, vi du nhu “san
phdm A rét tdt cho tré nho” chéng han. Ta c6 thé€ phan bac,
ta co thé thay vo ly, nhung sy thuc la trong thoi gian d6,

tam tri ta cling bi anh hudéng mot phan!
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Moét bién thé ctia chiéu nay la lap di lap lai mot vai 10i
khing dinh trong cac quang c4o ctia minh. Nhiéu nhéan
hang da st dung chiéu nay. Hay thtt tra 16i nhitng cau sau
day xem ban nha:

- May loc nudc hang dau Viét Nam la may nao?
- Nong trong ngudi thi ban uéng gi?

- Khi ban muén mua ti vi, may lanh, may giat thi ban dén
dau?

Tac gia tin chac rang sau khi doc xong cau hoéi, tw nhién
trong dau ban da bat ra ngay cau tra 1oi “cé vé dung” cua
riéng minh.

2. St dung nhiéu kénh tiép cin khac nhau dé truyén tai
cung mot thong diép: Rat nhiéu cong ty va to chiec da tng
dung thanh cdng hiéu tng nay. Vi du dién hinh la thong tin
“4n nhiéu ca r6t giup sang mat.” Do bi quan Dtic vay khon
vao ndm 1941, nuwdéc Anh 1dm vao canh khan hiém thuc
phdm. Mot trong nhitng thit con nhiéu va ty trong duoc bay
gio la... ca rot. Bao dai Anh qudc da lap di lap lai thong tin
“3n nhidu ca rdt gitp sang mat.” Tham chi trong to roi
hwéng dan nau an thoi chién caa B Thyee Pham (Ministry of
Food) Anh Qudc vao ndm 1943 thi an ca rdt con gitp ban ¢
kha nang “nhin t6t hon trong béng t6i.”!2 Thong tin dy dugc

nhai di nhai lai trén khap cac kénh d€ nguoi dan tiéu thu hét

12 D3y di nhién la hu ciu, vi ca rét chi giup bs sung carotene, tiic 1a tién
sinh t8 A, gitip tranh bénh vé mit, chit khong thé gitp mat nguoi chot c6 kha
nang nhin xuyén béng dém nhut mat meo!
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loai thuc phdm nay. Thong tin dugc lap di ldp lai nhiéu dén
ndi nhiéu nguoi ¢ khap thé giéi bay gio van tin hoan toan!
Xin nhic di nhic lai rang khéng c6 chiéu thitc nao la ac.
Tuy nhién, chiéu thttc cang hiéu qua, thi nguoi st dung
cang phai c6 trach nhiém. Hay ¢ng dung hiéu ttng chan ly
ao tudng cho nhitng muc dich t6t dep ban nhé! (Doc dén
day, ban c6 chot nhan ra thong diép “stt dung cé trach
nhiém” da duwoc ndi & dau do6 ¢ phan trude roi khong? Do la
chung t6i dang tng dung tuyét chiéu nay day, nhung cho
muc dich t&t. Va ban sé€ con gdp lai thong diép nay ¢ phan

sau ntra!)
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Tu Duy Phi Logic

Tai sao khong nén... dung tu "'khdng™?

Con nguoi thwong nghi minh tu duy logic, nhung thuc ra
ho ching logic chtit ndo ca. Ngudi ta tw duy theo dong tu
tudng, tic la o mdi thoi diém, cac y twdng xuat hién trong

dau ho, va viéc cua ta la lai ho vé y twdong mua hang.”®

M6bt vi du: Néu ban ¢6 con nho & nha, tredce khi roi khoi
con, duing bao gio ndi "Khong bo tay vao miéng nhé,” boi
khi ban di, n6 chdc chdn sé bo tay vao miéng. Ly do? Do con

ban thich cai 16i ban chang?

Thuc ra khéng phai dau. Con ngudi vé vo thitc (dé thdy
nhat & tré nho) chi ti€p nhan y tudng "bd tay vao miéng"
cht khong ti€p nhan y tuong phu dinh "khong bo tay vao

miéng." Kem theo tinh hay quén ctia con nit, n6 bé ludn tay

13 Xem cuy thé & sach Chu du vao tdm tri khdch hang — Harry Dexter Kitson
(NXB Kinh t& Tp. H6 Chi Minh, 2017), sach Khoa hoc diéu tri khién tim — Walter
Dill Scott (NXB Kinh t€ Tp. H6 Chi Minh, 2017) va Phu luc 2.
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vao miéng, vi chinh ban da goi y, da gieo y twong cho con
minh bd tay vao miéng! Khi con ngudi 16n 1én thi méi bat
dau c6 tu duy logic (khang dinh, phu dinh...), nhung tw duy
v thikc (¥ twdng) van manh hon!

Ta hay cung theo ddi cach dién giai ctia gido sw tam ly
hoc Kitson vé hién twong nay théng qua chién dich chdng

goi Coca-Cola la “coke” ttr... hon 100 nam truedc:

Coca-Cola khéng phai la “coke”

Nhitng ndm dau Thé ky XX, dan My thuong goi tat Coca-
Cola 1a “coke.” Coca-Cola khong thich diéu nay 1dm, boi
“coke” da hoéa thanh danh tir chung chi cac loai nuwdc udng
cola. Nhiéu diém ban hang loi dung diéu nay thuwong mang
nhan hiéu cola khac ra ban khi khach hoéi mua “coke.” Hon
nita, “coke” 1a tir 16ng chi cocaine. R4 rang, chang ai thich
san phdm ctia minh dugc goi bang tir mang nghia xau nhu

thé ca.

D€ ngan chin diéu nay, nam 1913, Coca-Cola cho chay
mot chién dich chdng goi “coke” d€ tach minh ra khdi ti
l6ng mang nghia xdu nay. Cau khdu hiéu cta chién dich nay
la: “Hay goi Coca-Cola bang tén day du.”* Tai sao ho lai
phai dung cau dai nhu vay, thay vi don gian la “Dung goi la

coke?”15

14 “ Ask for Coca-Cola by its full name.”
15 “Don’t say coke.”

36



Hiéu ing chim moi (tap 1)

Chinh hién tuwgng chung ta da phan tich o trén la ly do.
Theo gido su tdm ly hoc Kitson, thi trong v6 thitc khach
hang khong nhan thitc duoc y tuong logic trong cau khau
hiéu. Cai ho nhan thic dwoc la y twdng trong cau nay. Nhu
vay, trong mat khach hang, “Dluing goi la coke” cling twong

duong véi... “Goi la Coke!”

Hon nira, mdt s& khach hang khong biét dén tir “coke,”
sau khi nghe cau “Diing goi la coke” sé biét “coke” la Coca-
Cola!

Chién dich cua Coca-Cola chay dugc mot thoi gian,
nhung khong duoc nhu ky vong, sttc manh cua tit “coke”
qua 16n, no lan truyén qua nhanh va manh. Dén nam 1945,
Coca-Cola thay ddi cach ti€p can, va dang ky thuong hiéu
“Coke.” Dén ngay nay chung ta van hay dung tir nay khi
nhéic d&&n Coca-Cola.

Vi xtr ly qua tai

Mot s6 nha tam 1y hoc than kinh c¢é mot cach giai thich
khac cho hién tuong nay (di nhién day chi la mot trong
nhitng cach giai thich cho hién twong nay, cdc ban sé thdy
nhiéu cach giai thich khac, nhung cudi ciing hién twong van
giong nhau: y tudng phu dinh thuong bi bo qua): Dién giai
mot cach ndm na, hinh tueong va dé hiéu, cé thé xem bd nio
nguroi nhe mdt vi xt ly mdy tinh cuc ky phat trién. D€ van
hanh by mdy nay cling can ndng luong (hay “dién nao”).

Mbi Jan xt ly mot thong tin nao do, bd nao sé tiéu hao mot it

37



Hao Nhién - Quéc Khanh

“dién.” Do luong nang lwong la ¢6 han, nén lwong thong tin
ta xtr ly duoc cling c6 han (c6 thé thay, mdi khi dau 6c cang
thang qua mtc, ta thuwong... bi do va khong con nghi dwoc
gl nita). ‘

Vi kién thie vé khoa hoc mdy tinh va ma hoéa phd thong,
cac ban ciing biét rang cac thong tin phu dinh can nhiéu
dung lwgng d€ ma hoa hon, tir d6 xtt ly “ton dién” hon. No6i
cach khac, thong tin “khong bod tay vao miéng” tuong
dwong véi “khong” va “bd tay vao miéng.” Va di nhién, cai
gl c6 thé tach ra dwoc sé bi tach ra. Do “ton dién” nén bod
nao con nguoi cdé xu hudédng bé qua (hoac don gian la quén)
thong tin phu dinh khi x& ly, nhat la khi phai x& ly cac
théng tin khong quan trong (nhw khi xem quang cdo chang
han) d€ “tiét kiém dién.”

Két qua nhu ta da thdy: Khi xem quang cdo, nguoi ta it
quan tdm dén logic phu dinh, ma chi nhé y twdng cha chot
ma thoi.

Cach giai thich nay cé hoi don gian héa qua muc, tuy
nhién vé y twéng chung 1a dé nhé, c6 thé chdp nhan va tng

dung duoc cho cac hién teong thuwong gap quanh ta.

Ung dung trong kinh doanh

Tranh dung tir “khéng” dé& nhic dén mdt tinh chat cua
san pham khi khong dwoc hoi, tranh goi y y tuong tiéu cuc
cho khach hang:
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Vi dy, khi ban ban 4o, néu ban néi "Ao nay vai xin, khong

so nong" thi dong tu duy khach c6 thé thay doi nhu sau:

TRUOC: "Mua khéng ta? Ch&c mua thir xem."

SAU: "Mua 4o nay khoéng ta? Néng a? O c6 khi vai néng. N6
néi vay chac gi khdng néng. Thoi chac dé nghién clru ki xem
sao da."

Nhuw vay, c6 thé luc dau khach chuwa hé nghi téi vu vai
nong, nhung sau khi ban thém "khong s¢ néng," ban da gieo
y twong "néng" vao dau ho, lam ho ti€p tuc suy nghi khong
quyét. Thay vi vay, hay néi "Ao nay vai xin, rat mat." Luc
nay, y teong gieo vao dau ho la "mat" chit khong phai néng.
Ma ndi chung khong ai hoi thi t6t nhat 1a ditng noi!

Pung bat khach suy nghi logic kiéu phtu dinh ctaa phu
dinh cta phu dinh... vi ho lwoi nghi 14m, ho chi nhé y teong
chu ch6t ma thoi!

Vay sau nay, néu ban dang viét bai quang cao banh thi
dling néi "banh khéng ngot gat." Ding nhac dén 1a t8t nhat.
Néu can ndi thi hay néi "banh ngot diu." Néu viét bai cho
quan legging thi ding néi "khong s¢ chat." Pirng nhéac dén
la tot nhat. Néu can ndi thi hay néi "vira véi moi dang
nguoi." Cudc séng nay da qué kho khan réi, goi nhac ndi
budn 1én chi vay!

Noi chung, dirng viét qua nhiéu y tuwdong dé€ thuyét phuc.
Viét cang nhiéu khach cang phai suy nghi. Ma suy nghi
nghia la khong dat hang.
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Hay nhé rang, mudn tranh luén thi dung logic. Mudn

thuyét phuc phai dung thuat goi y-am thi!

Mot chat ngoai [é: Quay tré vé cau chuyén dau chuong,
mdi khi ban din tré nhé dung lam diéu g1, bé sé cb thw diéu
ay. Thé nén, hay chi dan bé thit ma bé nén lam ma thoi, va
t8t nhat 1a st dung can tré vat 1i d€ chac chan bé khong thé

lam diéu khong nén lam.

Vi dy, thay vi dan “Con dung dut tay vao 6 dién” thi hay
dan bé choi xa khu vuc ¢ 6 dién ra, va diing cho bé xem bat
ct video-clip nao c¢6 nhan vat nghich dai dut tay vao & dién
(trdnh gieo y tuwdng nay vao dau con tré). Nhung tot hon hét
la chinh 6 dién trén cao va dung nép nhuwa bit lai—d6 la cac

can trd vat li, va thuong la cach tdi uu.
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Suy Nghiém Banh Gia N6 Luc

Tai sao nén “lam kho" khach hang mot chat?

~ Ta thwong thdy nhiéu quang cdo mo ta cach thirc san xuat

ra san pham cuyc ky chi tiét va phtc tap. Ky la thay, sau khi

biét dwoc réng san pham dugc san xudt khé khan vay, ky

cong vay, ta lai tw “nang tam” san phdm va nhin n6 véi mot
con mét khéc. Vi sao lai nhw vay?

Téat ca la vi ban, t6i, ciing nhu nhitng con ngwoi khac, déu

bi anh huong boi suy nghiém'® ddnh gia nd lwc, mot hién

twong vo cung phd bién trong thé gidi loai nguoi.

16 Suy nghiém (heuristic) trong tam ly hoc la phuwong phap giai quyét van
dé theo duong tat dé€ “giam tai” cho dau 6c. Cac phuong phéap nay duoc suy
ra tir trai nghiém thuc t€, va c6 thé khong phai 1a phuong phép giai quyét t6i
wu. Vi du nhu trong suy nghiém danh gia nd luc, viéc danh gia gia tri san
phém dua trén thoi gian hoan thanh c6 thé dugc suy ra tit viéc da s6 san
phdm tén cong thuong co gié tri. Cach danh gia nay khong han la chinh xac,
nhung gitip dau 6c giam luong thong tin can xir ly mdi lan phai dinh gid mot
san pham.
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Suy nghiém danh gia né luc

Suy nghiém danh gia nd luc (Effort heuristic) 1a mot hién
tuong thuong thdy va rat dé quan séat trong thuc t&. Theo
suy nghiém danh gia nd luc, thi con nguodi thuong dinh gia
moi thtt dua vao thoi gian (nd lyc) da bd ra d€ c¢6 duoc thir
dy. Vi dy, ai cling nghi rang mot chiéc vi da khau tay sé c6
gia hon vi khau cong nghiép, du rz?mg chét liéu cang nhw do
bén va gia tri st dung ctua hai chiéc vi nay khéng chénh
nhau mdy (déu dung dung tién dwoc tt), vi khau tay trong

cé vé cuc hon nhiéu.

Ta sé tim hiéu rd hon théng qua thi nghiém sau:

Nghé thuat la vo gia

N&m 2004, bén nha khoa hoc Kruger, Wirtz, Van Boven
va Altermatt da tién hanh mot thi nghiém rat thu vi. Ho cho
nguoi tham gia thi nghiém lan lwot danh gia chat luong
cing nhu dinh gid cac cdp tac pham nghé thuat co chat
legng xap xi nhu nhau, gom:

- Cung Mot bai tho, nhung moét nhém thi dugc bao tac gid
méat 4 giy dé€ viét, nhém con lai duge bao la tac gid mat dén
18 gid rong ra.

- 2 blrc tranh cda cung mot hoa si vé nén, nhung buc thi
duoc bdo 1a mat 4 gid dé v, bl con lai mat 26 gio.

- Mot s6 4o giap Trung C8, mot nhom thi dugc bdo mat 15
gid, mdt nhém thi mat 110 gid dé san xuat.
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Két qua rat dang kinh ngac: du nguoi tham gia thi
nghiém c6 la nguoi thuong hay chuyén gia trong nganh, thi
ho déu danh gia cao cac tdc pham tiéu ton nhiéu thoi gian
hoan thanh hon (du nhu da ndi, thuc ra thi ca hai tac pham
trong moi cip so sanh déu twong dwong nhau)! R rang su

ki cong that c6 gia tri trong mat moi ngudi!

Ung dung trong kinh doanh

1. M6 ta chi tiét qua trinh hoan thanh san phdm: Do
khach hang sé danh gia cao cac san pham phai mat nhiéu
thoi gian va cong stic d€ hoan thanh hon, nén néu ta moé ta
chi tiét qud trinh san xuat, ta c6 thé tao cam giac rang d€ cé
duoc san pham phai rat ki cong. Claude C. Hopkins da tng
dung tuyét chiéu nay vdéi thuwong hiéu bia Schlitz, khi 6ng
md ta ting budc chung cat bia phuc tap.”” Do sy hiéu qua
cua viéc mo ta chi tiét, cu thé vé san pham, dng tham chi da
danh han mot chwong viét vé diéu nay trong quyén sach néi
tiéng Phong thi nghiém ctia nha quang cdo cua minh. Vinacafe
véi Tinh tiy vi thoi gian® cling tan dung y nay khi mo ta qua
trinh lam ca phe.

“Tuyét chiéu” nay c6 thé tng dung 6 hau hét moi nganh
nghé, moi loai san phdm, tir banh (mo6 ta qua trinh lam

banh), d6 thu cdng my nghé, cho dén cac dich vu nhw day

17 Xem thém & sach Doi quing cdo ~Claude C. Hopkins (NXB Kinh t& Tp.
H6 Chi Minh, 2015, tai ban nam 2019).
18 Xem thém tai https://www.youtube.com/watch?v=gX7b8fiX9C0
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hoc (md ta qua trinh chuan bi va su tinh t€ khi day hoc) hay

vé sinh toa nha...

2. Mot bién thé khdc cuia ¢ng dung nay la moi khach
hang ty san xuit san phdm. M{t s6 nha san xudt do thu
cong thuwong cho khach hang ty lam mot san phdm cho
riéng minh d€ thdy duoc d phuc tap ctia qua trinh san xuat
(dl rdng d6i khi diéu kién san xudt ctia cong ty —véi day du
dd nghé va meo—sé khac véi diéu kién san xuat cua khach).
Sau khi toat mo héi hot dé khau dwoc mot chiéc vi, lam
dwoc mot chi€c banh, khach hang sé ty nhd, a thi ra cing
kho ch khong phai dé &n, tir d6 ddnh gia cao cong strc cua
nguoi lam d6 thu cong. Hay & chd, ho ciing sé tra gia rat cao
cho tac pham thu cong tu tay ho lam ra (xem thém Hiéu itng
IKEA o tip 2).

3. Yéu cau khach nd lwc d€ c¢6 dugc san pham: C6 doi
khi, ta can phat mau dung thtt cho khach hang d€ gidi thiéu
san phdm. Néu phat mién phi khong yéu cau diéu kién gi,
thi theo nhuw suy nghiém danh gid nd luc, khach hang sé
khong danh gid cao san pham cua ta. Thay vi vay, khi phat
san pham cho ho, hay yéu cau ho thuc hién mot s hanh
ddng khong qud phtc tap (tuy vao gia tri san pham). Vi du,
mot sG t6 chirc truede khi chia sé mdt quyén ebook mién phi
thuong yéu cau khach bam nut “Like,” “Share,” hay
“Comment” va mét s6 hanh dong khac. Ngoai muc dich thu
thap thong tin (lead), thi yéu cau nay cing khién quyén
ebook hap dan va cé gia hon trong mat ngudi doc. Thién tai

44



Hiéu irng chim moi (tap 1)

quang cdo Claude C. Hopkins cing rdt déng tinh véi y
twong nay. Ong khong bao gid cho khong mau thtr san
pham; 6ng ludn bit khach hang phai chiu khé thuc hién mot
s6 hanh dong trudc khi dwoc cam san pham veé.

Khong biét c6 phai vi ly do nay ma vao giai doan cua
cam, cac c6 gai hinh nhu luén lam khé cac chang trai toi

nghiép khong ntra...
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Hiéu Ung M3c Binh

Ly 16n nha anh?”

Ban c6 bao gid qua lam biéng dén ndi khong them thay
d6i lwa chon cta minh khi da dwoc chon san? Kiéu nhu, néu
c6 bé ban hang hoi: “Ly 16n nha anh?” thi ban sé gat dau
ludn du trong tham tdm mudén udng ly nho chét di dwoc?
Hay kiéu nhu khi déng ky tin chi, ban lwdi dén ndi khong
them thay déi lich hoc, du cdi lich hoc nay ban khong thich

cho lam?

Pung lo, khong phai do ban lwdi dau. Chang qua ban bi

hiéu tng mac dinh tdc dong do thoi...

Hiéu ing mac dinh

Hiéu ¢tng mac dinh (Default effect) la hién twong, khi con
nguoi dang mu mo chwa thé quyét dinh r6 rang nén chon
phuong an nao, ho sé chon phuwong an méac dinh. Néi cach

khéc dé hiéu hon, néu ban dwoc cho chon 3 phuong an A, B,
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C, trong d6 A da dwoc chon san, thi nhiéu kha nang 1a ban

sé gitt nguyén khong thay d8i (di van hoan toan cé thé).

Hiéu tng nay da dwoc quan sat ¢ nhiéu noi:

Hién tang & chau Au

Hién tang sau khi qua doi la mot viéc lam can thiét cho
nganh y khoa, mot phan gitp b sung tang ghép, moét phan
hd tro nghién citu khoa hoc. Day la moét linh vuc kha ly
twong ma cac nha tam 1y hoc cé thé nghién cttu hi¢u ting
mic dinh, boi cac nwéc 6 chau Au (hau nhu teong dong vé
van hoa) lai c6 cac chinh sach dang ky hién tang khac nhau:

- Mot s6 nudc (Anh, Buc, Pan Mach) thi quy dinh hién tang

bang cach dang ki. Néi cach khac, n€u ban mudn hién tang,
ban s& dang ki. Nhu vay, mac dinh la ban khéng hién tang.

- M6t s6 nudc khac (Phap, Bi, Thuy Dién) thi quy dinh rang
ban c6 thé dang ky khong hién tang. No6i cach khac, néu ban
khong muén hién tang, ban sé dang ky hdy. Nhu vay, mac
dinh la ban sé hién tang.

Hai nha khoa hoc Johnson va Goldstein vao nam 2004 da
lién hé vdi cac nudc nay dé thong ké ti 1€ hién tang cta ting
nudc. Hiéu tng mdc dinh 16 r6 ngay: mdc du hién tang la
mot viéc kho quyét nhung cuc ky hé trong, thi da s6 nguoi
dan déu chon phuong an méac dinh: Cac nuwdéc mac dinh
khong hién tang c6 ti 1é nguoi dang ky hién tang chi ti
khoang 5% dén dwdi 30%; con cac nwdc mac dinh hién tang
co ti 1é dang ky gan nhu tuyét doi!
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Ung dung trong kinh doanh

1. Chon san tiy chon hodc goi san phdm c6 loi nhit thay
vi d€ khach hang tu chon. Nhiéu don vi kinh doanh hay &p
dung chiéu tro nay. Nha ban hang dai tai Elmer Wheeler da
ting hudng dan nhan vién cdc ctta hiéu KFC thay déi cach
hoi khach tt “Ly 1on hay ly nho a?” sang “Ly l6n phai
khéng a?” va lam tang ti 1é khach chon ly 16n. Nhiéu cong ty
cung cap dich vu mang (may chu, tén mién...) ciing thuong

chon s&n cho ngwoi dung cic goi san pham di kem.

Nhu vay, néu ¢ y mudn ban combo (géi gom nhiéu san
pham ban cung), thi thay vi gidi thiéu combo va titng san
pham riéng 1é r6i doi khach Iwa chon, thi hdy mdc dinh
khéch sé mua combo va diéu chinh sau néu thay khach cé y

mudn mua san pham riéng lé.

Cac hang hang khong rat thuong dung “tuyét chiéu” nay.
Nhiéu hang thwong madc dinh la ban sé mua ky g 20kg
hanh ly, cong thém goéi bao hiém mdc dinh. D€ t&r chdi, ban
phai bo ting lwa chon. Trir khi ban rat tinh tdo hodc c6 kinh
nghiém di may bay thwong xuyén, con khong thi triedc khi

kip nhén ra, ban da thanh toan mat roi...

Céc ban hay mua cac goi san pham theo ki trén mang
(phan mém theo nam, tén mién, may chd...) ciing thuwong sé
gdp chiéu nay. Da s6 cac hang sé mac dinh tye dang ki ndm
" sau (auto-renew), va ban khong mudn dung thi phai tu bo

tieng lwa chon. Tham chi ¢6 noi con... thanh toan tredce gitim
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ban, va mudn hay thi phai goi dién lén dé nghi huy. Chinh
tac gia du biét nhung ciing bi mat phi vai lan vi sttc 1 qua
16n (néi mot cach dan da la do 1am biéng hay). Mudn khong

mua hang ciing that la mat cong!

2. Chon san cho déi tac, sau dé thém vao ciu “sau xxx
ngay, néu khong phan hoi, coi nhw déng y:” Day la tuyét
chiéu cyc hiéu qua cho nhitng ban phai lam viéc v6i nhiing
do6i tac hay cham chap trong viéc duyét phwong an. Thong
thuong, nguoi duyét sé rdt “day thun” va sé hay doi thay
ddi khong can thiét. Ap dung chiéu nay, néu ho nhé duyét
thi ban sé khéng phai héi thuc; néu ho khong nhd, thi ban sé
khéng can phai chinh stta phién phtic khong can thiét, ma
c6 thé thanh thoi tiép tuc thywc hién cac budc ti€p theo ludn.

Béat mi véi cac ban, ban than nhém tac gia cling ap dung
chiéu nay khi dam phan hop dong tac quyén véi nha xudt
ban nuwdc ngoai, va lan nao chiéu nay ciing cuc ky hiéu qua.

*

Phuong thitc nay sé giup ban diéu hudéng sao cho san
pham khong bi ton kho, khong xay ra tinh trang san phdm
nay thi dit nhu tdm twoi, san pham kia thi & dai dai, chi can
uyén chuyén diéu chinh phan médc dinh tuy theo muc tiéu la
duoc.

Va dic biét, néu ban nao mdi lan hoi nguoi yéu mudn an

gl ma nang hay tra loi “Gi ciing dwoc,” thi hiéu tng mac
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dinh sé la mot sy giai thoat cho ban: Bung bao gio hoi “Em
muén &n gi?” ma hay méc dinh ludén: “Gio minh di an ban
bo nha!”

Néi gi thi gi, ban gai ban ciing bi tac dong boi hiéu tng

mdc dinh nhu ai, nén nhiéu kha ndng la nang sé gat dau...””

19 V@ sau, tac gia da hoc dwgc mét chiéu cao thu hon: Hay héi nang: “D§
em anh dinh chd em di an moén gi?” Nang tra 16i mén nao, thi ban hay gia vo
ngac nhién vi nang da doc dwgc suy nghi cua ban, réi ché ludn nang di an
mén ddy. Déi lac, hiy dé khach hang tw chon san phim wa thich caa ho!
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Quy Luat Hiéu Ung

..va con bd cau ty huyén

Quy luét hiéu tng (Law of effect) duoc nha tam ly hoc
hanh vi Edward Thorndike nghién cttu va phat biéu tir nam
1898 dwa trén nhiéu thi nghiém trén dong vat, tiéu biéu la
cac thi nghiém quan sat cach meo thoat khoi ctii.? Noi dung
ctua quy luat nay ciing rat don gian: cac hanh vi tao ra két
qua tdt sé ¢6 nhiéu kha nang dwoc 1dp lai Ian sau, con cac

hanh vi tao ra két qua xau thi nguoc lai.

2 Trong thi nghiém nay, Thorndike nhét méo vao mét céi 16ng. O bén
ngoai la thikc an. Sau d6, dng do thoi gian con meo thoat ra khoi ctii. Dan déan,
con meo dap triing cai iy mo 16ng. Sau khi thoét ra, con meo tiép tuc dugc
nhot lai vao ciii. Thorndike quan sat thay, k€ tir khi thanh c6ng béng cach dap
cai léy, vé sau con meo tiép tuc dap 15y dé€ thoat ra. Né6i cach khac, hanh vi
dap lay da duoc “twdng thuong” bang viéc mo ctra 16ng, nén con meéo tiép
tuc dap 1ay trong nhiing lan sau triedc khi thir nghiém cac phuong an khac.
Ong 13p lai thi nghiém véi nhigu ca thé méo ciing nhw véi cac loai dong vat
khac (ché va ga) trong nhiéu thiét ké Iong khac nhau. Thi nghiém nay tuwong
tw phan dau tién trong thi nghiém Con b cdu tw huyén cta Skinner.
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No6i don gian hon, con nguoi ta sé cung cd va tiép tuc
thuc hién hanh vi néu hanh vi d6 tao ra két qua tét. Cing co
thé hiéu rang cac hinh thitc thedng phat c6 tac dong rat 16n
dén hanh vi con nguoi: néu dugc thuong vi lam mét viéc gi
do, ho sé tiép tuc lam; va nguoc lai. (Chéng can nha khoa
hoc lam thi nghiém cho cao xa, chic céc bac cha me déu da
tng dung tuyét chiéu thuwdng/phat thuong xuyén vdi con
minh roi!)

Ta c6 thé xem xét anh huwong ctia quy luat nay trong thi

nghiém dudi day ctia nha tam ly hoc B. F. Skinner:

Con b6 céu tu huyén (phan 1)

Nam 1948, mot nha tdm ly hoc hanh vi kha ndi tiéng khac
1a Burrhus Frederic Skinner nh&t mdt con b6 cau bi ddi vao
mdt cdi Iong. Chiéc 16ng hoan toan kin, ngoai trit mot ctra sO
nho dugc déng lai. O bén ngoai ctra s& nay la khay thic an.
Bén trong I6ng c6 mdt cai ntit bAm. Mdi khi con bd cau md
vao nut nay, ctra sd sé mo cho bo cau tho dau ra ngoai mot
lic d€ an thirc an. Sau vai [an mo cira thanh cong, con bo
cAu da hoc dwoc cach md vao nat bAm mdi khi mudn mod
ctra s6. Nhu vy, hanh vi m6 vao nut bam da duoc cung cd

bang nhiing [an duoc “thudng” bang thirc &n bén ngoai.

Ung dung trong kinh doanh

1. Chia nhé “phan thwéng” trong sudt qua trinh s

dung san phim: Ung dung nay kha hitu hié¢u trong cc san
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phdm khé st dung (phan mém ké toan, tng dung dat
hang...) hodc cac dich vu gido duc (day hoc tiéng Anh). D6i
véi cdc san phdm nay, “phén thuong” thuong la viéc hoan
thanh mot muc tiéu nao d6. Vi dy, d6i véi khoa hoc tiéng
Anh cho nguoi méi hoc, thay vi bat ho hoc va dén cudi khoa
méi thdy hiéu qua (rat dé nan), thi nguoi thi€t k& khoa hoc
thuong td chitc cac budi kiém tra dinh ky nho d€ nguroi hoc
cam thay viéc hoc ctia minh da cé két qua t6t. Tham chi mot
s6 noi con ap dung triét d€ hon: sau mdi bai hoc 1a mdt bai
tap thuc hanh thyc t€ (nhu chao mot nguwoi ban nudc ngoai
bang tiéng Anh, viét thu cho mot nguodi nwdc ngoai...), khién
cho nguoi hoc thdy thanh qua ngay ttc thi (O, méi hoc vai
bita ma minh viét duoc thu bang tiéng Anh nay! Sap thanh
tai roi! Hoc ti€p thoi!).

Mot sO noi, thay vi gom cdc gido trinh va bai tap lai thanh
mot quyén cho gon, ho thuong chia nhé thanh nhiéu tap.
Cach nay moét phan giap tang doanh thu, phan nita giup
nguwoi hoc thdy duoc két qua tdt nhiéu lan trong ca qua
trinh, tt d6 cung ¢4 hanh vi hoc tdp cta ho. Thtt nh¢ lai
xem, mdi Ian hoc xong mot quyén sach, hay hoan thanh mét

cdp 16p, ban vui ming va ty hao dén ¢d nao!

2. “Thwong” cho cic hanh vi tot caa khach hang: Vi duy,
giai doan dau nam 2016, céng ty chuyén phat Giao Hang
Nhanh c¢6 giam gia (5 nghin dong) cho nhting khach tw dan
thong tin don hang va mang dén tan noi (thay vi ngdi nha

doi Giao Hang Nhanh dén 1dy nhu trudc kia). Viéc giam gia
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déng vai tro nhu “phan thuwong” khuyén khich hanh vi t6t
(tw dan thoéng tin don hang va mang dén tan noi). Dan dan,
khi khach da quen véi hanh vi tot (va da tao mot hé thong
mang hang dén tan noi), Giao Hang Nhanh c¢6 thé thay d6i
chinh sach phu hgp hon ma van gitt lai dwoc thoéi quen nay

ctia khach.2

Con bd cdu tu huyén (phan 2)

Gio ta hay quay lai thi nghiém ctia Skinner. Sau khi cho
b6 cAu md vao nuat va khéng dinh hiéu biét vé quy luat hiéu
ung la dung roi, nha khoa hoc Skinner ctia chung ta quyét
dinh “choi x6” mdy chu chim mét chat. O modt chiée Iong
khac, nguoi ta thay d6i cach thitc mo ctra s6. Thay vi lién két
véi nut badm, ctra s6 nay tu déng mo 20 gidy moét lan. Diéu
thu vi 13, 6 nhitng [an dau tién, néu trung hop cta mé ngay
ltc con b6 cau thye hién mot hanh dong nao d6—vi du nhw
vd canh —thi né sé tw huyén hodc 13 mdi Tan vO canh thi cra
m¢d. Hanh vi nay dwoc cung ¢d dan, vi b6 cau da xem nhu
dé la cong thiec thanh cong ctua chinh né r6i. Hién tuong
nay dwoc goi la “su tu huyén hodc ctia chim b6 cau” (pigeon

superstition).

21 Sau mdt ndm k€ tir khi viét nhiing dong nay, tac gia da cap nhat lai (vao
thang 5/2018) va biét nhw sau: Giao Hang Nhanh giam mttc khuyén mai khi
mang ra diém gui hang chi con 2 nghin d6ng, va da s& nhitng nguoi da ting
mang hang ra diém gui truede kia ma tac gia quan sat duoc déu van tiép tuc
mang hang ra diém giri (dit mikc giam khong dwgc nhu xuwra). Tuy vay, nhitng
khéch nay da tir bo hanh vi dan triede thong tin don hang, c6 1€ 1a do khong
con sy khac biét vé miurc giam gid gitta hanh vi dan va khong dén.
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Bai hoc can trong trong kinh doanh

Phan hai trong thi nghiém cta Skinner cho nguwoi kinh
doanh thdy mot bai hoc cyc ky nguy hiém va khé nhin: do6i
khi ta tw suy rgmg mot vai viéc lam nao d6 mang lai cho ta
két qua mong doi, du viéc lam va két qua khong hé lién
quan (nhu viéc dap canh khong lién quan dén viéc cira md).
Suw tw huyén hodc nay khién ta thuc hién nhiing viéc vd

nghia ma khong biét.

Néi cach khac, d6i khi moét s6 hoat dong nhu chay quang
c4o trén kénh Facebook, Google,... mua phan mém k€ toan,
quan ly,... lai tinh co trung véi luc tinh hinh cai thién, khién
ta tin rang chinh quyét dinh chay quang cido hay mua phén
mém giup ta thanh cdng (du khong phai!). Két qua la tir d6
ta 13p lai viéc st dung quang cao, st dung phan mém. Néu
that bai, ta sé cho rang minh da lam diéu gi d6 khac véi lan

dau, va tiép tuc thir nghiém trong hy vong!

Vi dy, mét ngudi mo quan. Ngay no, dng quyét dinh moi
ban nhac vé choi. Tinh co ngay hom d6 c¢6 moét nhém ban
kha dong ghé ngang qua quan. Ong chu cé thé “ty suy”
réng nho ban nhac ma quan dong, va tiép tuc duy tri ban
nhac trong nhitng ngay sau va chiu chi phi khong dang cd!

Nhuw vay, moi yéu t6 trong kinh doanh déu nén dwgc do
luong cu thé. Moi thay d6i hay sy dau tw déu nén dwoc kiém
nghiém trude khi tng dung. Moi kénh quang cao déu phai
c6 ddu hiéu dé theo doi, tir dé xac dinh dwoc don hang dén
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tit kénh nao. Pung tw huyén hodc ban thdn minh dé€ roi sa
lay vao nhitng quyét dinh dau tu sai Jam!

Hay cén trong, boi nhiing nguoi ban giai phap c6 thé cd
tinh lién hé su thanh cong cuia ban vdi giai phap ma ho da

ban cho ban! Pling mat tién oan vi tu huyén!
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Quy Luat 100

Gidm gia? Phan trdm hay con s6?

Quy luat 100 la mot quy ludt tam ly “duong phd.” No
duoc ing dung rdt nhiéu va méc nhién duoc xem la dung
du c6 rat it nha khoa hoc nghién ctitu vé chu dé nay (c6 1€ do
qué don gian chang?). Mot s6 tac gia da noi vé quy luat 100,
tiéu biéu la gido su Berger nam 2013.

Quy luat nay rat don gian:

Khi &4p dung chuong trinh giam gi4, thi:

- Nén niém yét chinh sach gidm gid dudi dang % néu gia san
phdm nhdé hon 100 (& Viét Nam 1a nhd hon 100 nghin, hoic
100 triéu... tiy don vi thudng dung).

- Nén niém yét chinh sach gidam gid dudi dang tién cuy thé
néu gia san pham Ién haon 100.

Ly do ciing dé hi€u thdi: néu lam theo quy tac nay, thi

muc gid giam sé trong an twong hon.

Vi du:
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- Mot quyén sach gia 70 nghin. Chinh sach giam gia la 30%
s& an tugng hon la gidm 21 nghin déng, du hai con s6 nay la
tuong duong.

- MOt cai may tinh gia 10 triéu ddng. Chinh sach gidm gia la
1 triéu 300 nghin dong sé an tugng hon la gidm 13%, du ré
rang ca hai bang nhau.

R6 rang con nguoi thwong it khi d€ y t6i don vi va chi
chu y vao con s6. Hién tugng nay c6 thé la do nhiing con s&
giam gid qua kho tinh toan (twdng twong xem, san pham 77
nghin, giam gid 12% chang han, c6 khi ¢& tinh tinh nham
van khong ra), va bo 6c ludi biéng ctia chung ta thdng nhat
bd qua ludn cong viéc phirc tap nay roi lay con s6 phan tram

lam can ctt so sanh ludn!

Néu quan sat xung quanh minh, ban sé thady rat nhiéu
cong ty dang tng dung triét d&€ quy luat 100. Cac san pham
gia thap (nhw sach vo hay d6 udng chang han) hau nhu luén
giam theo phén tram, con cac san pham gia cao (nhu laptop,
xe may...) thi lai tdp trung vao s tién thuc giam (thuwong
thdy nhat ¢ banner quang cao). Cac ban ban bat dong san
tham chi con choi sang ting han cdy vang khi mua sém,
nghe hoi bi ngau (du rang tinh theo ti 1& thi 1 cay vang
chang dwoc bao nhiéu phan trdm can nha ca).

Di nhién, quy luat nay phat huy hiéu qua manh nhat ¢
giai doan thu hit sy cht y ban dau ctia khach hang, va ¢ cac
san phdm c6 muc d¢ tham gia thap, tic la khach hang it
phai suy nghi ma c6 thé ra quyét dinh ngay (vi du nhw hang

58



Hiéu &rng chim moi (tap 1)

tiéu dung gia thap).2 Ddi véi cac san phdm ma khach hang
qué quan trong vé gia, 6m may tinh tinh di tinh lai nhiéu
lan, thi quy luat 100 khong c6 tac dung cho 1dm. Quy ban
doc néu la khach hang thi nén chu y d€ tinh tao mua hang,
con néu la ngurdi ban hang thi nén nam ban chat @€ tuy co

ma tng bién.

2 Mitc d6 tham gia san phdm (product involvement) 1a mét thuat ngte
trong nghién ctru hanh vi nguoi tiéu dung, né chi mitc d6 quan trong ctia san
pham trong doi sdng cua khach hang, néi cach khéc, san phdm 6 mic do
tham gia cang cao thi cang tham gia nhiéu vao doi séng khach hang. Vi duy,
mot can nha sé c6 mitc 4§ tham gia vao doi séng khach hang 16n hon mot cay
but bi, quyét dinh mua nha quan trong hon, va nguoi ta sé suy nghi nhiéu
hon khi ra quyét dinh mua nha.
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Suy Nghiém Keats

Tai sao chan I phai di vai van?

Ban 6 bao gio thic méc vi sao nhitng tay lam quang cdo
ct ludbn vo dau but tai ¢d nghi cho ra mét cau ¢d van c6 diéu
hay khéng? Ban c6 bao gio thac mic vi sao nhitng cau tuc
ngtt, thanh ngi, ca dao con luu truyén dén ngay nay déu co
van c6 diéu, vi diéu vo cung? Liéu hiéu qua cua van diéu co
dang cong sttc bo ra?

That khong phai ty nhién ma cha 6ng ta lai mat cong
nghi ra van diéu. Ho khong lam thé d€ giai tri. C6 1i do khoa
hoc hét day! Ho lam vay la d€ thong diép duoc luu truyén

tot hon.

Vay thi liéu van diéu cé thuc sy lam thong diép dwoc luu
truyén tdt hon, gitup thuyét phuc nguoi nghe hon hay
khong? Tam li hoc ngay nay cé ndi vé hién tuong nay hay
khong? Suy nghiém Keats sé giai thich rd tat ca nhitng cau

hoi nay.
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Suy nghiém Keats

Suy nghiém Keats (Keats heuristic) la mét suy nghiém
dat theo tén nha tho John Keats.? N6i dung cuia suy nghiém
Keats nhu sau: mitc 40 dang tin cua mot thong diép duoc
danh gia dua trén d6 thdm my cua thong diép d6. Noi cach
khéc, thong diép duoc truyeén tai cang hay thi cang dang tin.

Nghe thi ciing c¢6 li, nhung liéu né c6 thuc sy hiéu qua
hay khong? D€ kiém dinh lai suy nghiém Keats, cdc nha
khoa hoc da lam thi nghiém:

Su vi diéu clia van diéu

Nam 1999, McGlone va Tofighbakhsh da moi 80 sinh vién
tham gia thi nghiém danh gia mic d§ dang tin ctia cac cau
noi ¢é van diéu. 20 sinh vién dugc moi tham gia danh gid
céac cau ndi trude d€ chon ra 30-50 cau ¢ van diéu xa la. Cac
cau noéi nay duogc chon lya sao cho nhitng nguoi tham gia
thi nghiém sau d6 c6 thé danh gia mic do dang tin mot cach
khach quan nhat.

Cac cau ndi sau d6 dugc nhom nghién ctiru diéu chinh lai,
sao cho y nghia cau ndi khong dodi, nhung mat di van diéu.

Tiép theo, 60 sinh vién con lai duwgc moi danh gia mic do
déang tin ctia cac cAu noéi gdc (c6 van diéu) 1an cau ndi duoc

diéu chinh (khong c6 van diéu).

2 John Keats (1795 - 1821), nha tho tiéu biéu truong phai lang man Anh
dau Thé ky XIX.
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Két qua that bat ngo: nhitng nguoi tham gia thi nghiém
cho rang thong diép trong cau néi cé van diéu dang tin hon
trong cac cau khong cé van diéu, du rang cac cau nay déu...

cung y nghia!

Ung dung trong kinh doanh

Céc thong diép truyén tai nén c6 van diéu, “dep” nhu
tho nhac (va néu la tho nhac luén thi cang t6t). Bai hoc nay
vén da duoc cha éng ta tng dung tir 1au. Khong phai ngau
nhién ma hau hét cac cau tuc ngtt, thanh ngir, ca dao déu cd
van diéu.

Ung dung & day da qud rd rang: ding bao gio bé quén
tinh tho, tinh nhac khi truyén tai thong diép. Vi tiéng Viét la
mot ngdn ngit c6 nhigu thanh sic, nén diéu nay cang phai
dwoc cha y. Khong phai la khong c6 1y do ma nhiéu cong ty
da phai chi hang tan tién dé€ mua mot cau nga“’m vai ba chty,
hay tham chi cuc cong bién bai quang cao ctia minh thanh ca

mot ban nhac ngé'm. (Ban mudn mua ti vi?...)
B&i médi noi:
DE& long khach khoi hoai nghi

Plung quén chan ly phai di vagi van...

62



Hiéu tng chim moi (tap 1)

Tam L{ Hoc Tién Hoa

Suc hat kha cudng cua thuc 8n va tinh duc

Ban c6 bao gio quyét tdm nhin dn d€ giam eo, nhung roi
cudi cung van bi quang cdo ly tra sita hdp dan va phai dau
hang méc vi tich m& cho vong 2? Ban c6 bao gio 8 gang lam
lo, nhung roi van bi stec hut kho cudng cua co bé ban hang

lam tay ty dong méc hau bao?

Duing lo, ban khong bi gi ca dau. Y chi ctia ban van tot
ddy thoi. Chi cé diéu, triéu nam tién hda cua to tién loai
nguwoi da dé€ lai cho ban nhiing di san khong thé chdi bo: ta
sé luén bi mé hodc boi thitc &n va tinh duc. Tat ca déu da

dugc cac nha tam ly hoc tién hoéa giai thich rd rang.

Tam ly hoc tién héa

Tam ly hoc tién héa (Evolutionary psychology) la mot
trong nhitng hoc thuyét/quan diém tam ly hoc. Cac nha tam

ly hoc tién hoa cho rang, tdm ly con nguoi la két qua cta
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qua trinh tién hoa va chon loc tw nhién. N6i cach khéc, toan
bd dic di€ém tam ly cua chiang ta c6 hién nay déu da thanh
codng trong viéc gitp td tién loai nguoi ton tai duoc trong
thé gidi t6i c6 (ch khong phai thé gidi hién dai—day cing
la mdu chét giup nguwoi kinh doanh cé thé ung dung).
Nguoc lai, cac dac diém tam ly khong giup sinh ton déu
da... chét tir lau cung nhiing ca thé xau sd roi.

Vi du, con ngwoi ludn dé chu y nhitng vat chuyén dong.
Ly do la trong moi treong sdng tdi c6, con nguoi thuong
xuyén phai d6i mdt v6i cac moi hi€m hoa. Do vay, kha nang
chu y vat chuyén dong chinh la tht giup loai nguoi séng
sot. Gia st ¢c6 mot ca thé nguoi tdi c6 dédc biét cht y nhiéu
dén vat thé dung yén hon la vat chuyén dong. Ca thé nay
chic chin sé song khong tho, do kha nang bi rdn cin, hd vo
trong khi chdm chdm nhin cai géc cay rat cao. Cing vi vay,
ca thé nay kho c6 thé sdng du tho d€ c¢6 kha nang sinh san
va duy tri ma gene chtta “kha nang” khong cha y vat
chuyén dong cho thé€ hé sau (ma tham chi, du khong chét vi
bi hd vo, thi ca thé nay ciing it cht y hon tdi cac c chi va
hanh dong “bat den xanh” ctia ban tinh tiém nang, va do d6
kha ndng € radt cao). Két qua la con nguoi hién dai ngay nay
déu la con chdu ctia nhitng ca thé nguoi biét cha y dén su
chuyén dong (dong nghia véi viéc loai nguoi hién dai déu

chu y dén vat chuyén dong nhiéu hon vat tinh).2

2 Xem thém Sikc manh ciia chuyén ddng ria & tap 2.
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Gidm eo ludn kho

Dua vao phuong phap giai thich ctia tam ly hoc tién hoa,
ta c6 thé dé dang ly giai vi sao thitc an ludn c6 sttc hut ma

mi dén vay.

Trong moi tredong tw nhién khac nghiét ngay trudce, cac ca
thé nguoi khéng cé ngudn thirc dn doi dao nhu con nguoi
hién dai. Do d6, mudn ton tai, ho phai c6 kha nang phat
hién va chiém hiru thitc an bat ¢t ltic nao c6 co hoi.

Gia st c6 mot thanh nién clng ngwoi t6i c6 nao d6 c6 tam
ly dac biét hitu dung cho viéc giam can: anh khong bao gio
bi kich thich khi nhin thtec dn, tham chi con khong thé phat
hién va chay nuwdc miéng khi nhin thdy miéng thit bo trudc
mit. Do mdi truong séng khac nghiét, nguoi t8i 8 khong
phai ltc nao cling ¢6 leong thitc dn dn dinh, nén anh nguoi
t0i cO cuia chung ta sé nhanh chong chét déi do thich git eo.
Két qua la anh khong thé sinh con dé cai va duy tri gene
“giam eo” cho con nguoi hién dai. Cac hau bdi loai nguoi
ngay nay déu thira hudng von gene “ham an” ctia ban be
thanh nién tdi cO ké trén. Thé'la da rd, ngay nay du c6 mudn
gitt dang, cac quy co cling kho tranh khoi sttc hat khé cudng

cta ly stta twoi tran chau duong den béo bui tredc mat!

S.EX

Tuong tu, tinh duc cling la m6t tht ma con nguoi hién

dai du mu6n ciing kho c6 thé chdi tir.
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Al ciing hiéu, nhiém vu chinh cta tinh duc doi véi ca
gidng loai la duy tri su ton tai ctia ca loai, cht khong phai
d¢€ giai tri. Nhitng c4 thé nao khong bi hdp dan boi tinh duc
khéc gidi thuong sé khé c6 kha nang quan hé va sinh ra thé
hé sau (boi néu khéng nhay vai tinh duc, cd thé d6 sé khong
c6 cac phan tng co thé kich thich, quyén ra d6i twong—nai
cach khéc, ca thé d6 khong biét... “tha thinh” mo6i chai va sé
c6 don ca cudc doi). Két qua la ching ta ngay nay da sé déu
bi quyén rit boi nguoi khac gidi va cac hinh anh goi duc, du
muén hay khéng (trong da sé truong hop la muén, di
nhién).

Nhu vay, néi chung la ching ta khéng ham mé séc duc,
chi la ching ta dang ton trong va nghiém tuc tuan theo von

gene tién hda ctia loai nguroi ma thoi!

Ung dung trong kinh doanh

1. Nén st dung cac hinh anh thic dn thanh phidm hon la
hinh anh nguyén vat liéu: Vi dy, néu c6 co hoi, hay s
dung hinh anh quang cao la mot li ca phé bdc khoi, thay vi
stt dung hinh anh hat ca phé. Li ca phé bdc khéi la thitc &n,
c6 thé an udng duoc, la hinh anh c¢é thé kich thich truc tiép
dén tam ly thich @n uéng ma con nguwoi thira hudng. Nguoc
lai, hat ca phé chi la hat ca phé. Khong ai an hat ca phe,
tham chi c6 nhiéu nguoi chua bao gio nhin thdy hat ca phé
nira; ¢6 nghia la s& nguoi bi kich thich boi hat ca phé rat it.
Néu co bi kich thich, cling la bi kich thich thong qua hinh
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anh li ca phé ma ho dad tng udng ma thoéi. Vay nén, xin
diing nhét qua nhiéu hinh anh hat ca phé, va dac biéet la trai

ca phé khip quén ctia ban. Khong hiéu qua lam dau!

Tuwong tu, nguoi ta thuong quang cdo miéng thit bo da
ndu chin chit khong ai quang cdo miéng thit song do twoi
mau hay nguyén ca con bo; nguoi ta quang cdo giot mat
ong, chit khong quang cdo t6 day ong; nguoi ta quang cao
cai dui ga da nau chin cht it ai quang cdo con ga con
nguyén long ca!

2. Nén st dung hinh anh nguoi khac gidi trong quang
cao, dic biét 1a sit dung hinh anh n#& trong quang cao san
phidm danh cho nam: Do dic di€m sinh ly, cac ca thé nam
thuong bi kich thich véi cac yéu td tinh duc hon ca thé nit
(do trong qué khtt, mdt ca thé nam cd thé€ ¢ con véi nhiéu
céa thé nit trong bay cung lic; néu kha nang tinh duc kém thi
trong bay sé nhanh chdng bi ap dao bodi con cua ca thé duc
khéc). Nhw vay, trong cac quang cdo san phdm, cd thé tng
dung yéu t6 kich thich vé tinh duc d€ thu hut sy cha y cua
khach hang.

Chuyén gia John B. Watson® da titng ng dung tinh duc

vao quang cao rat hiéu qua. Trong quang cao cho kem danh

% John Broadus Watson (1878 — 1958), nha tién phong trong tam ly hoc
hanh vi, Cha tich thtt 24 cua Hiép hoéi Tam ly hoc My (American
Psychological Association). Ong tirng 1am viéc & JWT véi nhiéu tng dung tht
vi trong tam ly hoc vao cac chién dich quang cdo tai day. Ong ciing la nguoi
thuee hién thi nghiém “Little Albert” gy r4t nhiéu tranh cai trong giéi nghién
cttu tdm ly hoc hanh vi.
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rang Pebeco, 6ng dung hinh anh mot ¢ gai an mac goi cam.
Loi dan cta quang c4o nay khuyén khich phu nit hut thudc,
mién 1a hat xong thi dung kem danh rang Pebeco 1a dwoc.
Watson giai thich, & day, khach hang khong chi mua tinh
nang thom miéng, cé loi cho sttc khoe ctia kem danh rang
Pebeco, ma con v6 thiec mua ca si goi tinh ctia ngwdi mau

trong quang cdo ntra!

Di nhién, tng dung can tinh t€ va khong qua di nguoc lai

quy chudn dao dtec xa hai.

Vay thi néu ban dang ban san pham cho nam, dirng tiéc
tién thué nguoi mAu va nhan vién phuc vu nt nhé. Tham
chi & mot s6 quén, nhéan vién xinh dep nhét con dugc phan
ra ding ngoai ctra d€ cudn hat khach vao. Con ngwoi nho
d6 ma ton tai, ho sé chang chdi tlr sttc hit ctia ngudi khéc
gioi dau!

Va c6 vé nhu, mot sd nha dai binh luan béng da ciing da

ap dung qua triét d€ tuyét chiéu nay roi!

3. Uu dai cho d6i twgng nay dé€ thu hut ddi twong khac:
Vi gidi tinh c¢6 stic thu hat dédc biét, nén ta c6 thé thu hat
khach nam bz?mg cach... wu dai cyc 16n cho khach n (va
nguoc lai).

Vi dy, mot quan bar c¢6 thé cé cac chwong trinh wu dai (vi
du nhw nudc udng mién phi) cho khach nit (ladies’ night),
tir d6 str dung strc huat gidi tinh kéo khach nam dén dong

hon. Mot vi du khac, mot quan ca phé da c6 chwong trinh

68



Hiéu irng chim moi (tap 1)
mién giam gid cho c4c khach nit... khong mic 4o nguc. RS
rang, thong tin nay sé khién cho nhém khach nam tré nén
hiing tht hon hén.

St dung sttc hut ciia khach hang dé€ hat khach hang khac
dén la mot trong nhitng dinh cao ciia nghé thuat kinh doanh

bang tam ly!
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Thuyét So Sanh X3 Hoi

Tai sao nén gidu 6 dién m3 khuyén mai?

Thong thuong, khi mua hang & mot so trang thwong mai
dién ti, ta thuong rat kho phat hién 6 dién ma khuyén mai
trong qua trinh mua hang. Tham chi, ¢ trang chuyén ban cac
san phdm tén mién, may chu GoDaddy, noi dién ma khuyén
mai dwoc “nguy trang” chi bang dong chit nho nho “Have a
promo code?” (Ban c6 ma khuyén mai phai khong?) Chi khi
ban tinh y nhan ra dong chit nay, nhdp vao d¢, thi 6 dién ma

khuyén mai thuc sy méi hién ra.

Promo code

Have a promo code?

X v

Tai sao GoDaddy phai lam nhu vay cho phitc tap, khi ma

ho ludn cé cac chwong trinh khuyén mai hang tuan, tham
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chi con gtri thang chwong trinh khuyén mai vao email nhiéu
khach hang?

Thuyét so sanh xa hoi (Social comparison theory) cua
Festinger (1954) va nghién cttu vé cong bang gid cia nhém
tac gia Xia, Monroe va Cox (2004) nhiéu kha nang chinh la

nguyén nhan cta chinh sach nay.

Thuyét so sanh xa hoi

Theo cac nha tam ly hoc trén, con nguwodi luén cé xu
hudng so sanh ban than minh véi nguoi khac, trong treong
hop nay la so sanh gid minh phai tra vdi cac khach hang
khac. Theo nhém nghién cttu cta Xia, ngoai viéc xem xét
mdi than tinh gitta minh va cong ty, cling nhu tinh toan mttc
chi phi thuc ctia san pham, thi nguoi tiéu dung con tw suy
doan xem liéu mtc gid minh phai tra so véi nhitng nguoi
khac c6 cong bang hay khong. Néu cho rang minh phai tra
muc gid bat cong, ho c6 thé ngirng mua hodc tham chi tién

téi mitc cyce doan 1a noi xdu céng ty véi ban be!

Nhitng van dé trén c6 thé dwoc nha kinh doanh quan sat
thay trong thuc t€. Vay né anh hudng gi dén viéc gidu 6

dién ma khuyén mai, va tng dung ra sao?
Giam gia tén mién, mat khach may chd!
Nhu da trinh bay ¢ trén, khach hang luén so sanh mitc

gia ban than minh phai tra véi nguoi khdc. Mot trong nhitng

co sO d€ ho 18y thong tin chinh la 6 dién ma giam gia.
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Khi thdy 6 dién ma giam gi4, khach hang sé nhan ra rang
hién dang cé chinh sach giam gid va hoac la minh khong
biét, hodc la minh khong ndm trong nhém duogc gidm gia.
biéu nay khién ho (1) ngung mua va quay lai tim thong tin
giam gia, va/hodc (2) ngung mua va tim thong tin vé doi
teong dugc gidm gia. Néu phat hién ra rang minh khéng
duoc giam (hodc té hon la vita méi c6 chuong trinh giam gia
xong), ho han sé chéng vui! Ma du chuyén gi cé xay ra, thi
ta cling da khién ho di 1éch khoéi diéu ma ho vén da dinh

lam: dat hang!

Nhu vay, cho khach hang dé thdy 6 dién ma khuyén mai
dong nghia véi viéc kich thich théi quen so sanh ctia khach

hang trong lic ma 1é ra ho da dit hang xong roi!

Ung dung trong kinh doanh

1. Han ché hoic gidu cic thi goi nhic lén su so sanh, vi
du nhu 6 dién ma khuyén mai (dic biét 1a trong thwong
mai dién t&): Khich dén mua vi khuyén mai han da c6 y
thirc tim kiém 6 dién ma khuyén mai tir dau. Do d6, viéc
“nguy trang” 6 dién ma khuyén mai khong lam anh hudng
nhiéu t6i ho: ho ¢§ y tim, nén r6i cling sé tim ra ma thoi.
Néu c¢6 tinh d€ 6 nay qua 16 thién, d6i khi 6 giam gia von
danh cho chuwong trinh giam gia dich vu tén mién lai kich

thich tam ly so sanh gia ciia khach mua dich vu may cha!

2. Thiét ké va dat tén cac goi dich vu khac biét: Thuyét

so sanh xa hdi cling nhu céng bang gid c6 nhdn manh rang,

72



Hiéu rng chim moi (tap 1)

hai nguoi (hoac san phdm) cang khéc nhau, thi khach cang
kho so sanh.

Do vay, néu dang phai d6i mat véi cac d6i thu tap trung

A s

vao gia thap, ta c6 thé “né don” bang cach thém vao mot vai
dich vu khac biét (du c6 thé dich vu nay khong quan trong
va tham chi it nguoi st dung). Muc tiéu cudi cung la lam
khach hang khé so sanh. Mot s8 cdch dé dang nhat 1a: thém

ma sd, thém ngudn goc, thém cap chat lugng.

Gio d6 ban moét cau: HP EliteBook 820 G3 hay HP
Elitebook 2540p sé t6t hon? Néu ban mua HP EliteBook 820
G3 véi gia 15 triéu, con t6i mua HP EliteBook 2540p véi gia
10 triéu, liéu ban c6 thady bat cong khong? Néu khong ranh
vé laptop, hin ban sé khong thé tra 10i, boi con s6 6 phia sau
da lam hai san pham nay qua khac biét d€ so sanh véi nhau!
(Thé nhung, néu la so sanh iPhone 5 va iPhone 7, cau
chuyén sé hoan toan khac: Ban dé dang xac dinh loai nao xin

va gia cao hon.)

3. C4n than khi 1én chwong trinh khuyén mai giam gia:
Nhiéu nha ban hang khoéng can trong thuwong lién tuc tung
nhiéu chuong trinh giam gia cho khach hang. Tuy nhién,
mot sO chuong trinh lai khién nguoi mua trudc va mua
nhiéu hon cam thay bat cong va thua thiét so véi nguoi mua
sau va mua it hon. Vi du, ngay 15/5 ban tung chwong trinh
giam gia 15% tri an khach hang, nhung sau d6 vao ngay
20/5—tc chi 5 ngay sau—ban c6 ngay chuwong trinh giam

gia 20% murng sinh nhat cong ty. Diéu nay khién khach hang
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cam thady hut hgng cuc ki (O tai sao minh mua cho nhanh roéi

phai tra nhiéu tién hon...).

Do vay, hay nh¢ téi thuyét so sanh xa hoi va nghién ctru
vé cong bang gid moi khi 1én chwong trinh khuyén mai ban

nhé.

Mot bi quyét nho cho ban: Néu dinh giam gia cao hon lan
khuyén mai trudc, thi hodc 1a hay cho mot thoi gian cho cac
dot khuyén mai cach xa nhau ra, hodc l1a hdy khuyén mai
riéng cho tirng nhém (qua email hay tin nhén). Véi cac
chuwong trinh khuyén mai dai tra, ding bao gio dé khach

hang cam thdy bi thua thiét so véi nguroi dén sau.

74



Hiéu (ng chim mai (tap 1)

Hiéu Ung Trung Hoa

Vi sao 3 san pham lai tot hon 27

Néu ban hay di lang thang & cac quan ca phé, ddc biét la
cac quan “sang chanh” cé may lanh véi gia khoang 35 nghin
dbng tro 1én, ban sé thdy véi mbi thirc uéng, quan déu cé 3
mtuc gia: nho, vira, 1on (hay S, M, L). Khi d6i dién vdi 3 lwa
chon nay, chac han da s3 trong ching ta déu chon ly loai
vita—vira khdng qua it khién ta c6 vé ki bo, vira khong qua
méc khién ta ton qua nhiéu tién ma lai con tréng cé ve...

ham an.

Vay tai sao cac quan lai ctt st dung hé théng 3 lua chon
nhu vay? Tai sao khong ban han luén li 16n cho r6i? C6 gi
dac biét chang?

Diéu nay rat dé hi€u, cac quan thuong st dung chiéu nay
bdi con ngwoi ludén bi hiéu ttng trung hoa chi phdi, va ky
thuat dinh gid khung thi da duoc cht quan luyén di luyén

lai qua thanh thuc roi...
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Thé thi, hiéu tng trung hoa va ky thuat dinh gia khung la
gl vay?

Hiéu Ung trung hoa

Hiéu ¢ng trung hoa (Compromise effect) la mot trong
nhitng hiéu Ung duoc tng dung nhiéu nhdt trong kinh
doanh, thuwong thdy nhat trong ky thuat dinh gia khung
(price bracketing). Noi dung hiéu tng nay nhu sau: nguoi ta
c6 xu hudng lua chon giai phap nam gitra hai giai phap cuc
doan hon. Noi cach khéc, néu dugc lya chon gitta mot nguoi
cwe dep nhung xdu nét va cuc ngoan nhung xau nguoi, ho
sé tim cach chon nguoi tht ba: ngoan vira phai va dep vira
phai.?

D€ tim hiéu rd hon, ta ¢ thé xem thi nghiém sau ctia nha

tam ly hoc Simonson nam 1989.

Thué can hd nao day?

N&m 1989, Simonson da chia nguoi tham gia thi nghiém
(1a sinh vién) lam hai nhém:

Nhom A dugc moi lga chon 1 trong 2 can ho:

- X: chat lugng cao, cach truong 11 dam.

-Y: chéat lugng trung binh, cach truong 6 dam.

26 D¢ hiéu sau hon hiéu tng trung hoa va phan biét né véi hiéu tng chim
..
moi, xem Phu luc 1.
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fa
X Y
11dam 6 dam

Nhém B dwge moi lya chon 1 trong 3 can ho:

- X: chat lugng cao, cach truong 11 dam.

-Y: chat lugng trung binh, cach trudng 6 dam.

- Z: chat lugng thap, cach truong 1 dam.

(1)

-

7

X VA
da

11dam

o
g <

m 1dam

Co6 thé thdy, 6 nhom B, can ho Y 1a giai phap trung hoa

cua X va Z vé chét luong va khoang cach dén truong.

Két qua la, nhom A phan ntra chon X, phan ntta chon Y.

Vay ti 1é chon Y la 50%. Trong khi d6, nhém B chon Y dén
66%. Nhu vay, nho thém Z vao, Y tro thanh lwa chon trung

hoa va tro nén hap dan hon ca!

Ung dung trong kinh doanh

Nhu da néi ¢ trén, hiéu tng trung hoa thuong duwoc tng

dung trong ky thuat dinh gia khung (price bracketing). Tuy

77



Hao Nhién - Quoc Khanh

vao muc dich ma ta c6 thé tng dung ky thuat nay va diéu
hudng cho khach hang chon loai san phdm mong mudn.

Vi du, ta c6 hai loai nwéc udng M va N véi mire gia lan
lwot 12 30 va 40 nghin dong (sau day ta sé viét tat 1a 30k va
40k cho gon).

0 §
W e
M N
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Bay gio, néu ta mudn nham vao ban loai thttc udng ré
tién hon 1a M, ban nghi ta nén lam gi? Dung ro6i, phai thém
vao mot loai thirc uéng ré hon, d¢€ M hoéa thanh san pham
trung hoa. Ta goi th thitc uéng ré hon la L, véi muirc gia
20k.

-
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Nguoc lai, néu ban mudn khach lwa chon N hon thi sao?
Chinh xac, ta cling ap dung tuyét chiéu tuwong tu: thém vao

loai thttc udng P v6i gia 50k va bién N thanh lwya chon trung

hoa.
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Nhu vay, tuy theo muc tiéu, ta cé th€ thém vao mot s6
lga chon phia trén hodc phia dudi san phdm chu lyc, bién
san pham chu lyc thanh luwa chon trung hoa. Khi d6, ta ¢

thé thanh thoi nhin hiéu tng trung hoa phat huy tac dung!
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Hieu Ung Sai Lam

Suc manh cua sy khong hoan hao

Iain Banks? 1a mét trong nhiing tac gia ndi tiéng nhat tai
vuong qudc Anh. Lé thuong tinh, la mot cay but danh tiéng,
quyén sach dau tay phai duoc chdam chat nhat c6 thé. Thé
nhung, trdi nguoc thay, theo 10i k€ cuia Shotton (2015), ti€u
thuyét dau tién cua ong (The Wasp Factory, 1984) lai danh
hén 3 trang dau tién—vdn thuwong 1a noi ghi lai nhitng 10i
khen tdng tir nhitng nguoi ndi tiéng—de... ghi nhing loi
binh luén tiéu cye tir rdt nhiéu nha phé binh hang dau. Két
qua la, that ky la, The Wasp Factory... bién thanh mét trong
nhitng quyén sdch ban chay nhat ngay tir khi vira ra mat!

Tai sao 6ng lai tu vach 4o cho nguoi xem lung nhuw vay?
Va tai sao quyén sach lai thanh céng? Thuc su thi chuyén gi

da xay ra?

7 Tain Banks (1954 —2013), tac gia nguoi Scotland, dwoc to The Times bau
chon la 1 trong 50 nha van ngwoi Anh vi dai nhat sau nam 1945.
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Thuc ra, d6 1a mot trong nhitng vi du thuc t&€ nhat ctaa
hiéu tng sai lam, khi ma sy khong hoan hao lai chinh la

nhan td bién moi thit tré nén hoan hao!
Hiéu irng sai lam
Noi dung co ban cua hiéu tng sai lam (Pratfall effect)
nhu sau:
(1) N&u mét ngudi (hay té chirc, san pham...) dugc moi ngudi

danh gia tot, thi ngudi d6 pham sai lam, ho sé... cang dugc
danh gia tot hon.

(2) Ngugc lai, néu mot ngudi bi danh gid khong t6t, thi khi
pham sai lam, ho sé& cang bi danh gia kém.

bung 1a yéu nhau thi cu du cling tron, ma tham chi con

tron hon ca tron nira kia! Qua that la bat cong!

Nhiéu nha khoa hoc ¢ gang kiém chiing thtr xem ndi
dung trén c6 ding khong, va da thu duoc nhitng két qua bat
ngo:

Sai lam cua Ung vién sang gia

Nam 1966, nha tam ly hoc Aronson cung hai cdng su la
Willerman va Floyd tién hanh mot thi nghiém. Nguwoi tham
gia duoc nghe bang ghi lai qua trinh thi tra 10i cau hoi cua
hai ttng vién (l1a dién vién duoc Aronson thué). Mot tng
vién thi ddu rat tot (tra 101 dung 92%) va co thanh tich tét o

truong. Ung vién con lai thi kém hon (tra 1oi ding 30%) va
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hoc hanh binh binh. Cuéi phan thi ddu va phong van, cac
tng vién gia vo 16 tay lam d6 ca phé 1én nguoi.

Nguoi tham gia thi nghiém dwoc moi danh gida xem ho
thich ai nhat. Két qua cudi cung that dang ngac nhién: trong
truong hgp tng vién sang gid lam d6 ca phé, nguwoi tham
gia thi nghiém... cam thdy yéu mén ho hon; nguoc lai, néu
anh chang tam thuong lam d6 ca phé, nguoi tham gia thi

nghiém... ghét anh ta thém!

C6 nhiéu cach giai thich cho hién twong nay, nhung cach
giai thich don gian nhat la: sai lam khién nguoi tot tro nén
“nguwdi” hon, gan giii hon trong mat nguodi xung quanh.
Coéng chung yéu nhitng nguoi nhu thé hon nhing nguoi
hoan hao va xa la.

Nguoc lai, néu ta da kém coi roi, thi viéc méc sai [Am chi
cung ¢ y tuong ta la nguoi kém coi. Thé nén, néu da kém

thi phai c¢6 ma lam cho t6t!%

Ung dung trong kinh doanh

Sttc manh cua scandal: Trong gidi nghé si, van dé tao
scandal luén dugc cong ludn quan tam va to mo. Nhitng
chiéu tro quang b4 ban than bang scandal vén di la mot bai
ctt nhung van ludn dat hiéu qua mdi khi thuc hién. Nguoi

ham mo thuwong ddt cau hai tai sao nhitng nghé si minh yéu

28 Chic cac ban thanh nién cling da trai nghiém tinh trang nay: Khi da
yéu, thl moi kiéu lanh lung déu ngéu loi; con da khong yéu, thi moi sy quan
tam déu la phién nhiéu. T4t ca la do hiéu tmg sai [am ddy cac ban a!
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thich ct vO tinh (trong mét sd truong hop thuce ra la ¢d y)
dinh vao nhitng sy viéc ton nhiéu gidy muc ctia du luan lam
chi. Dau biét tro choi scandal 13 con dao hai lwdi, nhung
mtc d¢ hiéu qua khi thanh cong ctia né qua 16n, lai con
dwoc kiém dinh qua thoi gian, nén tuyét chiéu nay van duoc
st dung rong rai cho dén ngay nay. Do day la mot chiéu “ta
dao” nén chung ta sé khong di sau hon vao phuong phap cu
thée.»

Tuy scandal hiéu qua nhat d6i véi viéc xay dung hinh
anh cd nhan, nhung ciing c6 thé 4p dung chiéu thtec tuong
te d6i véi san pham/thwong hiéu. Du vay, ap dung c6 hiéu
qua hay khong thi con tuy. D6i véi nhitng thwong hiéu maéi
ndi con it nguwoi biét dén, dinh dén scandal d6i lac chinh la
ddu chd@m hét cho thwong hiéu, vi don gian trudc d6 ho
chua tao ra du sy “thién cam” cho khach hang. Va nhu da
nodi 6 trén, mot khi nguoi ta chua thich ban du d€ cam nhéan

duoc 16i [Am ctia ban thi lai cang ghét ban thém.

Tré tréu thay, da sd thuong hiéu phai choi tro “ta dao”
thuong chua di manh (cing vi chwa dt manh nén ho phai
vién dan dén chiéu nay!) Nguoc lai, nhitng thuwong hiéu du

manh thi lai... it khi dung, co ban vi nhitng nguoi xay dung

» Harry Reichenbach, bac thay truyén thong trong nganh cong nghiép
dién anh thuo so khai, 1a mot trong nhitng nguoi thuong xuyén st dung
scandal d€ ling xé cac dién vién cua minh 1én. Ong da timg lam cho bitc
tranh ctia minh bi chinh quyén cdm, va bién né tré thanh san pham duoc san
lung s6 mot trén toan qudc. Ban doc c6 thé xem chi tiét cac chiéu tro tao
scandal cua éng tai quyén sach Béng ma danh vong cua ong.
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thuong hiéu gdp phai van dé vé nguoi dai dién (agency
problem):** Néu scandal thanh cong thi khong sao, nhung
néu scandal that bai, nguoi ra di dau tién la lanh dao va
agency thuc hién chién dich. Khé ndi, khong phai ltc nao
hiéu qua cua scandal cling xuat hién kip truedc khi dai dién

bi dudi viéc.

% Van dé vé nguoi dai dién xudt hién khi loi ich ctia cong ty di thué
(khach hang) va cong ty thuc thi (dai dién) khéng dong nhat.
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Hieu Ung Sai Ldm (Tiép Theo)

Khong co ba 3n nao 13 mign phi

Khoéng chi ing dung vao xay dung hinh anh, hiéu tng sai
[Am con dugc stt dung trong kinh doanh san pham thuc t€
(khi dua vao kinh doanh, hiéu tng nay thuong duwoc “dan

trong nghé” phuong Tay goi la Blemishing effect).

Ta s& xem xét mot thi nghiém thuc té:

Thanh s6 ¢6 la vira ré vira ngon

Nam 2011, nhém nghién cttu cta Ein-gar, Shive va
Tormala d3 thtt... ban s6 ¢6 la cho 235 sinh vién. S6 ¢6 la ho
ban 1a loai duoc cdc sinh vién wa thich, va duoc d€ lanh
dang hoang (tranh bi chay nudc). No6i chung la san pham
chudn muc. Nhom nghién cttu moi sinh vién mua véi muc
gia giam khoang phan ntra.

D61 voi mot s6 sinh vién, nhém nghién cttu chi moi chao

binh thuong thoi; véi mét s6 sinh vién con lai, nhém nghién

85



Hao Nhién - Qudc Khanh

ctu ¢6 néi rang thanh sd co6 la nay trong qua trinh van
chuyén va luu kho da bi v& nén ho méi giam gia. Két qua la
ti 1& sinh vién mua sb ¢6 la giam gia ting lén khi ho biét
rang thanh s6 c6 la nay bi vé.

Tai sao lai xay ra hién twong nay? D6 la vi da s6 khach
hang ai cling biét rang khong c6 cai gi 1a mién phi ca. D& cé
gia re, 4t han san phdm phai ¢ chat van dé; nguoc lai, néu
san pham t&t, &4t han van dé ctia né la gid mac. Khi ta khong
noi rd van dé cuaa thanh so ¢6 la, nguoi duoc moi chao budc
phai ty tuwong twong ra moi van dé: a ¢6 thé mdy tay nay
dang ban s6 ¢6 la dom, hay c6 thé 1a hang an cap, c6 thé né
bi huw, a hay la né c6 qua nhiéu dwong... Nhing van dé
twéng twong nay sé bi loai bo khi ta néi cho ho biét thanh so6
c6 la dugc ban ré chi don gian vi bi vo! (A hoéa ra né chi bi
v thdi, véi minh thi vao bung thi keo v cing nhu keo con

nguyeén thoi ma!)

Su trdi day cla cac hang hang khéng gia ré

M6 hinh hang khong gia ré xudt hién 6 phuong Tay giai
doan nhitng nam 1970. Bén khoang dau nhitng nam 1990 thi
tréd thanh mot mé hinh manh mé, de doa dén cac hang hang
khéng truyén thong. Khac vdi loai hinh hang khong théng
thuwong von day dua cac dich vu kem theo, cdc hang hang
khong gid ré manh dan loai bé hau hét cac khoan muc di
kém va khong ngai cong bd cho khach hang biét nhitng diéu
d6. O Viét Nam thi Vietjet 1a mot dai dién tiéu biéu. Chi
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trong vong chua ddy 10 nam, tit khong cd gi trong tay, ho da
tro thanh hang hang khong dung dau vé thi phan tai Viét
Nam.

Thay vi gidu gidu giém gi€ém bi quyét ha gia ciia minh—
diéu ma dé lam cho khach hang suy doan lung tung rang do
an toan cua chuyén bay thdp hay nhitng tinh tié€t khé chap
nhan teong tu—cac hang hang khong nay manh dan cong

bd nhitng bat tién néu mudn st dung dich vu gia ré cua ho:

- Khong phuc vy an udng.

- Khéi lugng hanh ly mang theo théap.

- Thai gian chd 1au hon vi cac may bay dugc tan dung triét
dé dé xoay chuyén lién tuc.

- Cac vé ré nhat khéng dugc hdy vé, khong dugc sang tén,
hodc khéng dugc chon chd ngdi, doi khi gid bay la gid tréo
ngoe (nhu dén noi vao gitra dém gan sang chang han).

Nhitng ai mudn st dung thém cac dich vu khac cé thé tra
thém tién. Vi hau hét moi nguoi déu hifu rang cac bat tién
trén duoc bu ddp hoan toan bang gia, khong ai c6 thé phan
nan gi thém. Doanh thu ctia cadc hang hang khong gia ré lién
tuc tang trwong va nhiéu hang hang khong truyén thong
cling budc phai cit giam mot s§ dich vu d& c6 thé canh
tranh. Mot s6 hang ky cuu khac budc phai thanh 1ap thém
mot cong ty hang khong gia ré khac dé chan da phat trién
ctia cac hang mdi nay, tiéu bi€u la thuong hiéu hang khong
gia ré Germanwings, von dugc hang hang khéng truyén
thong Lufthansa lap nén.
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Ung dung trong kinh doanh

1. Nhu vay, ung dung dau tién cua hiéu tng sai lam
trong kinh doanh la... néi ra cic nhrgc di€ém cta san phim
mot cach tinh t€ Mot phan thé hién su ty tin déi véi san
pham, mot phan giup thu hat sy chu y cta khach hang,
phan nita gitp khach hang tim ra dap 4n “dé thuwong” nhat

cho cau hoi: “San phdm nay bi cai gi ma né ban ré vay ta?”

John Emory Powers (1837-1919), copywriter (chuyén gia
viét ndi dung) toan thoi gian dau tién trén thé gidi da rat noi
tiéng véi chiéu nay. V6i vai dong noi that, Powers da khién
ctra hang thanh toan sach s6 4o khoac twong nhw khong con
duong nao ctru chira:

“Chuing toi ¢ 1.200 céi &0 khodac da bi hu. Tuy bi 16i nhung

ban van c6 thé dung dugc. Hay dén xem thl, néu ban thay
murc gid phi hgp thi hdy Gng ho ching t6i."*

Tuy nhién, nén nhé khach hang phai hiéu rang san pham
c6 nhitng diém yéu nhu vay chinh vi c6 nhitng thé€ manh
khac bu dap. Ditng bao gio chi chdm chd phd diém yéu ma

quén di€m manh dé€ roi ty giét minh!

Ghi cha: Mot sO cong ty da ung dung chiéu nay rat tot
qua cac slogan, vi du nhw hang bia Stella Artois véi “Dit x4t

31 Xem thém Suy nghi¢m tong bang khong & sach Higu trng chim mbi, tap 2.
3 Chuyén dugc Claude C. Hopkins k€ lai trong quyén Doi quing cdo. Tac
gia dang thtr nghiém cach nay 6 trang sach cii ecoblader.com/sachcu
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ra miéng”? hay banh kem Lyons véi “C6 hai nhung ngon.”3
(Shotton, 2015)

2. Thay d6i ciu tric chi phi-gia tri d€ canh tranh: Nhu
da phan tich o trén, moi thw déu cod su danh d6i. Khi san
pham tét, At han gia thanh phai cao; va nguoc lai. Nhu vay,
néu phai d6i dién voi mot doi thu ban gia ré hon, c6 thé
ting gid va ting gia tri cung cdp cho khach hang roéi nhan
manh vao gia tri tang thém nay. Vi duy, néu ddi thu tung ra
san pham 4o thun gia cuc ré (50 nghin/cai chéng han), thi ho
sé khong thé chon vai tot, khong thé giao hang nhanh hay
chdp nhéan doi tra... D6 chinh la nhitng gia tri tang thém ta
c6 thé cung cap cho khach hang, dong thoi tang gia va tranh
khoi cudc chién vé gia ddm mau phia trudc.

No6i ngan gon, moi san phdm déu c6 nhwoc diém: néu dai
thti giao hang nhanh, han ho khong thé ¢6 chi phi thdp; néu
chi phi ho thap, han ho khong thé 1am san pham chat luong
cao... Chiu khé nghién cttu cdu truc chi phi-gia tri ctia ho,
roi ct... lam nguwoc lai d6i thu, ban sé c6 thé tach minh khoi

s deo bam cua ho ma thoi.

3. “Tu phé vo cong”: Mot s6 cong ty gdp 16 san pham ton
kho da “tu ph€ v6 cdng” san pham cua minh dé€ day hang
di: Néu san pham dep nhw méi te dung ban ré, khach hang
s& nghi ngo, thé nén ho bat dau... cha san pham cho cii bst
di va ban dudi dang san pham cii, dong thoi giam gia manh.

3 “Reassuringly expensive.”
3 “Naughty but nice.”
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Mot s cong ty khac thi néu ra mét li do dac biét nao do6 giai
thich cho viéc giam gia xa kho cta minh, mot trong nhitng 1i
do thuong gip nhat 1a tra mit bang, “nay ban, mai nghi,
mdt dzé My ludn oi...”

Dang cap tdi thwong cta tuyét chiéu nay: Nhém tic gia
da ting thdy mot cong ty tinh ranh sau khi tuyén bd tra mat
bang dé xa kho, sau vai bita thi déng ctta mat bang d6 that,
va... mo clra hang mdi & sat bén ctra hang cii... Qud gat luon!
(Nhung dting bat chudc ban nhal)

Lai noi vé thanh s6 ¢O la

Quay lai thi nghiém vé thanh s6 c6 la, nhém nghién cttu
mudn nghién cttu sau hon nén da chia ngwoi tham gia thi
nghiém thanh 2 nhém: mét nhém dwoc moi khi chudn bi di
thi (nén dau 6c toan nghi vé bai, it ¢d thoi gian nghi vé
thanh sd c6 la), mot nhom thi dwgc moi khi dang di rong

choi ngay he (nén ho cé thé nghi vé thanh s6 ¢6 la khi mua).
Két qua la:
(1) V&i nhédm chudn bij di thi: Ti |é sinh vién mua sb cb la
giam gia tang 1én khi ho biét rang thanh s6 cd la nay bj v&
nhu ta da biét & trén.
(2) V&i nhom dang di choi: Ti 1& sinh vién mua sb c6 la gidm
gia gidm xudéng khi ho biét rang thanh s6 ¢ la nay bi v&.
Nhw vay, néu nguoi mua cé du thoi gian xem xét, tinh
toan, ho sé phat hién ra réng thanh s6 ¢6 la khong bi vd sé

tot hon thanh bi v& v6i cung mitc gia (vi cac yéu t6 khac sau
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khi duoc xem xét can than déu gidng nhau). N6i cach khac,
néu san pham cua ban thwong dwgc khach hang sam soi,
nghién cttu ky ludng (nhét la véi cac san phdm ban cho
doanh nghiép) thi viéc dua ra cac di€ém yéu sé khong ich gi.
Moi diém yéu déu da duoc khach hang xem xét. Luc nay,
moi chiéu tro déu vo nghia. Cach t6t nhat 1a ¢6 hét minh dé€

nang cao chét lugng san pham ma thoi.
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Nhu Cau X3 Hoi

Xin chao anh em iSocial!

Theo Abraham Maslow, nhu cdu xa hdi (nhu cau dwoc
yéu thuong va thudc vé mot nhom nao do6) la mot trong
nhitng nhu cau quan trong, chi phéi hanh vi con ngwoi. No6i
mot cach don gian, mdi con nguodi ludn mudn duoc trd
thanh mot phan cua mot nhém nao dé. Hon nita, theo nha
tam 1y hoc Harry Dexter Kitson, ho y thttc dwoc rang minh
thudc nhom, thuong tw hao vi minh dwoc x€p vao nhém 4y,
va tham chi con diéu chinh suy nghi ctia minh cho phu hop
v6i nhém nita.

Vi du, mdi ngudi trong ching ta ludn cam thay vui va tu
hao khi ndi minh 1a sinh vién Dai hoc Kinh t€, 1a sinh vién
thudc khoa Marketing, hay la nguwoi ham md doi bong
Manchester United Chéng han. Ta biét minh thudc nhom, ta
mudn minh thudéc nhém, va ta cha y, wu ai nhitng nguoi
cing nhém hon. O mttc cuc doan hon, cé thé sinh vién Dai

hoc Kinh té (dwgc cho la nang dong) s€ tich cyc tham gia

92



Hiéu ang chim moi (tap 1)

vao cac hoat dong xa hoi hon, vi ho mudn ban than minh

cang giong hinh anh chung ctia nhém cang t6t.%

Véan dé nay cé vé don gian, tuy nhién t¢ng dung la vo
van. Vay ta c6 thé€ tng dung hiéu biét vé nhu cau xa hdi vao
kinh doanh nhw thé nao? Cau tra 1oi la rat nhiéu. Dudi day
la vai vi du don gian:

1. Tao mot nhém st dung (hay him m¢) san pham va
dat mot cai tén cho nhom nay: Tuong ty nhu trong cac
chuong trinh tro choi d6i nhém, nhitng nguoi chung nhom
ludn can mot cai tén. Trong kinh doanh cling vay, ta c6 thé
tao nén mot nhdém véi cai tén déc trung, d€ nhitng nguoi da
st dung san phdm c6 nhu cau la mot thanh vién cua nhém
nay. Ung dung nay thuong duwoc cac nhém nhac va nhiing
thwong hiéu cao cap sit dung: ngroi ham mo Son Tung MTP
goi la SKY, nguwoi ham m¢ nhém EXO goi la EXO-L (hay
Exotic), nguoi ham m¢ Manchester United ¢ Viét Nam hay
goi la Manucian (?),%* nguoi hay dung san phdm Apple
thuwong tw goi la iFan,... Nhu vdy, néu ban dang c6 mot

thuong hiéu hdp dan, hdy lam né hdp dan hon bang cich

% Pay la di€m khién “nhém” theo quan diém Kitson khac véi “phéan khic
khach hang” ma ta thuong biét. Vi nhém cta Kitson, thanh vién nhém y
thitc 16 minh thuéc nhém, ho mudn minh thudc nhém dé va diéu chinh tam
tri 1dn hanh vi ctia minh cho pht hop véi nhém; trong khi phan khiic khach
hang la san phdm phén tich ctia nguoi ban, va khach hang c6 thé khong y
thtec rang minh duoc phan vao phan khic nay

% Manucian thuc ra la mot tir vO nghia, va chi xudt hién & Viét Nam
(khéng biét do dau ma cd). Tt gan giéng duy nhat la Mancunian (ngudi séng
¢ vung Manchester & Anh), hoan toan khong lién quan dén thé thao.
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tao mot “fan club” véi khoi dau la mot cai tén doc ddo ma ai
ai ciing tu hao khi dwoc trd thanh thanh vién. Cac cong ty
quan li than twong—déc biét la 6 Han Qudc—su dung rat
thanh thuc chiéu nay: Hau nhu ca si hay nhém nhac nao

cling ¢6 moét fan club vdi céi tén vo cung ddc trung.

Va gan day, sau chién thing cta d6i tuyén béng da U23
Viét Nam tai giai U23 chau A dau nam 2018, chic ching ta
ai ciing biét, c6 mot nhém ham mo ra doi, véi mot cai tén
“fanclub” cuwc doc: Owker (Au Co, hoi nhitng nguoi mé cac
cau thu U23 dep trai). Qua la sttc sang tao vo bién! (Chi co6
diéu, hoi Owker nay chuyén kha nhiéu d6i twong, vao
World Cup 2018, ca hoi quay sang ung hd... ddi tuyén Drc,

cling vi dep trai.)

2. Ky thuat goi tén nhom khach hang muc tiéu: Day la
mét ky thuat cuc doc néu ban dang lam ¢ kénh quang cédo
Facebook. Thong thuong, trong mot tép khach hang, khong
thé nao dam bao va loc ra cac khach trong nhém muc tiéu
(ndi cach khéc, tép khach hang ludn co 1an “san”). tfng
dung hiéu biét vé nhu cau xa hoi, nguoi chay quang céo co
thé goi tén nhém khach hang ctia minh c nhu la da biét rd
khach la ai.

Vi dy, nfu mudn quang cdo sach nay dén véi nhiing
ngudi lam quang cao Facebook thudc Cong dong iSocial,
nhung chi c6 mot tép gém nhitng nguoi yéu thich marketing
va dang lam kinh doanh ma thdi (nghia la mot tép khach

hang 16n hon tép muc tiéu), tac gia cé thé viét nhu sau:
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”

“Xin chao anh em iSocial!...

Sé ¢6 2 truong hop xay ra:
(1) Ngudi doc quang cdo khong thudéc nhém Codng dong
iSocial: Khi d6, ho sé& bd qua quang cdo, do khong lién quan
gi dén ho.
(2) Nguoi doc quang cdo thuéc nhém Codng dong iSocial: Ho
bat ngd khi dugc goi ding nhém cda minh (mét nhém ma
ho tu hao), va sé tuong tac tich cuc véi quang céo.

Két qua la sau mot thoi gian, ta sé tap trung duwoc nhom
khach hang muc tiéu tt mot tép khach hang qua rong lon

ban dau.¥”

3. Tan dung cac nhém c6 san: T y twong vé hoi Owker
k€ trén (xuat hién sau thanh cong cta U23 Viét Nam, ung ho
cau thu dep trai, sau d6 quay sang ung ho d6i Dtc cling vi
dep trai), ta c6 thé phat trién mot chiéu méi: Néu khong du
lgc tao nhém, hodc mudn mé rdong nhanh, ban c6 thé tan
dung cdc nhém khach hang c6 sén, tim hiéu cac dic diém, y
twdng chung cua nhém va lién két véi san phdm ctia minh.
Theo nhuw hiéu biét vé Owker, néu ban ¢é y dinh thanh lap
mot cau lac bo béng d4, hay tuyén nhitng chang cau thu dep

trai, tw khac nguwoi ham mo 1a luot kéo vé.

% Nhom tac gia da chay quang cao d€ kiém nghiém chiéu nay va dat hiéu
qua ngoai mong doi. Nhiéu thanh vién iSocial cam thdy dic biét hiing thu voi
quang cao nay vi thdy chinh xac ban than minh trong dé. Cac ban c¢6 thé xem
két qua tai ecoblader.com/nhucauxahoi
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Vi dy, nguoi dan qué ¢ thanh phd Rach Gia (Kién Giang)
déu rét xem trong hinh anh cong Tam Quan, thich d@n bun ca
Kién Giang va yéu bién (tin chung t6i di, mot trong cac tac
gia la nguoi Rach Gid chinh hiéu day). Néu c6 thé lién két
san pham ctia minh véi nhitng hinh anh va y twong chung
nay (vi du quan an cua ban dang ban com, va phuc vu thém
moén bun cd Kién Giang, sau d6 ban tap trung quang cdo ve
moén nay trong cac nhém d6i twong qué & Rach Gid chang
han), ban sé thuyét phuc duwgc nhdm nguoi qué Rach Gia
dén véi minh. Mot khi da chen chan dwoc vao nhom, mai
lién két chit ctia nhém sé& giup san phdm cta ban c6 chd

dtng vitng chac trong mot thoi gian dai.

Nhu vi du ¢ trén, hoi dong huwong la cac y tuong tim
nhém cé san rat hiru hiéu. Mot s& loai nhém thuong thay
khac la nhom so thich (da bong, co twdng, ca mua nhac...),

ban hoc cung truong, cdc hoi ham md than tuong...

Céc quan ca phé st dung chiéu nay rat nhiéu. Ban sé bat
gap quan ca phé Manchester United, quan ca pheé

boardgame...

Va gan day, cac tac gia c6 thdy ca quan ca phé... GrabBike

ntra!

4. Gieo cac y twong, hinh anh, suy nghi va hanh dong
chung dai dién cho nhom: ﬁng dung dac diém cua nhéom
theo quan diém Kitson, ta c6 thé gieo cac y twdng, hinh anh,
suy nghi hay hanh dong c6 loi cho ta, khién né dai dién cho
nhém. Nhw vi du da néi 6 trén, khong biét tir dau sinh vién
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Pai hoc Kinh t€ dwgc mac dinh la nhiing con nguwoi nang
ddng, thé nén rat nhiéu sinh vién tu thay dodi minh dé nang
dong nhu hinh anh dugc gieo. Day la mot hinh anh tich cuec,
va khi cdc sinh vién thuéc nhém déu lam theo, thi mang lai

hiéu qua rat tich cwc cho moi nguwoi.

Tuy nhién, tuyét chiéu nay sé rdt nguy hiém néu hinh anh
dwoc gieo 1a tiéu cuc. Vi du, néu cho rang cac gidm ddc, dan
kinh doanh déu phai biét nhiu, cang nhau nhiéu cang hay,
thi cdc thanh vién non tré ctia nhém nay sé ¢6 gang tap nhau
dén khi 16t vé nha thi thoi, vo cung ¢é hai.

Vay nén, hay gitr cdi tam sang khi ttng dung tuyeét chiéu

\

nay.

97



Hao Nhién - Quéc Khanh

Higu Ung S& Hiu

Cla ban, cua tdi

Mbi khi budc chan vao cic trung tam thwong mai hay
siéu thi, ta thuong dwoc moi goi ngoéi thir ghé€ massage.
Dénh dang tam ly thich mién phi va dang mét moi cta
nhiéu khach hang, cdc hang ban san pham nay thuong té ra
hao phéng va nhiét tinh trong viéc dé nghi khach ngoi th
trong mot khoang thoi gian. Thit nghi xem, nhitng chiéc ghé
massage chac chan sé ching hé nam trong bat ky du tinh
mua hang nao khi ta budc chan vao trung tam thuwong mai.
Thé nhung, cling chinh nhitng khoanh khic ngan ngui d6 la
co hdi vang d€ nhiing tay ban hang cy phach xoay chuyén

cuc dién.

Ngoai viéc lién tuc tung ra nhitng 1oi dwdng mat véi vién
canh hanh phtc ctia ca gia dinh khi mang may vé, ngoai
viéc khong ngai ngung cho khach hudéng thu nhitng tinh
nang doc dao va ém diu nhat ctia chiéc ghé massage, thi

nhiing tay ban hang con khién khach cam thdy chi€c ghé
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nhu... da la cta minh réi! Va d6 la luc hiéu tng sé hitu
khién khach hang mudn git chi€c ghé€ “cua minh” dén do
s&n 1ong chi kha khé tién cho mot thit hoan toan ndm ngoai
du tinh.

Vay thi, hiéu ting s6 hitu la gi?
Hiéu Ung sd& hitu

Cac nha khoa hoc da tim ra rang, con ngudi thuwong cé xu
huéng danh gia cao gia tri cia mot thit minh ting duoc “sd
httu” qua. Hon nita, mét khi da tirng trai nghiém qua san
pham, chiing ta sdn sang mua hodc ban né véi cdi gia cao
hon. Nguoi ta goi d6 la hiéu tng so httu (Endowment
effect).

Nghe c¢6 vé han 1am, nhung moi tht rat dé hiéu. Ta sé
di€m qua vi du minh hoa d€ thiy sttc manh cua hiéu tng so

htru.

S6 ¢b la hay coc ca phé?

Nha tam ly hoc Jack L. Knetsch vao nam 1989 da thuc
hién mét thi nghiém v6 cung thu vi:

O Dai hoc Victoria, sinh vién dugc yéu cau thuc hién mot
bai khao sat. Sinh vién dugc chia thanh 3 16p, cu thé:

-0 I&p hoc th nhat (76 sinh vién), sinh vién dugc biét trudc
phan thudng cla ho sau khi hoan thanh bai khado sat la moét
c6c ca phé. Tai dong cudi cung cda bai khao sat, sinh vién sé
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thdy mot Iya chon d&i c8c ca phé cla ho 1ay mot thanh sb cd
la Thuy ST.%®

-0 I&p th& hai (87 sinh vién), moi chuyén dién ra ngugc lai,
sinh vién dugc biét phan thudng la thanh s6 c6 la va sau d6
vao cubi bai khao sat thi dugc dé nghj déi thanh céc ca phé.
- O 18p hoc th& ba (55 sinh vién), sinh vién dugc tv do lya
chon mot trong hai phan thudng. Nhém nay chi yéu dung
dé danh gia xem liéu sinh vién binh thudng cé xem c6c ca
phé hay sé c6 la la hdp dan hon hay khéng (nhém d6i
ching).

Két qua nhan duwoc 6 16p thit ba cho thdy sinh vién danh
gid 2 phan thuong nay hap dan xap xi nhau (56% chon cdc
ca phé, 44% chon thanh s6 c6 la—tdng sd chi la 55 sinh vién

tham gia 16p 3 nén chénh 1éch la rat nho).

Lop So sinh viéen Cé&ccaphé Thanh sé ¢ la
Thit nhét 76 89% 11%
Tha hai 87 10% 90%
Thtt ba 55 56% 44%

Ghi chu: Mon qua tang ban diu dwoc t6 ddm — gach duoi.

38 Knetsch sau nay c6 k€ lai, ong mua mdi c&i cdc mat 4.95 d6 la, con mua
mdi thanh keo hét khoang 6 d6 la. Lam khoa hoc thét... ton tién!
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Tuy nhién, tinh hinh rat khac biét ¢ hai 16p con lai khi da
duoc “hita hen” truede: 89% sinh vién 16p thit nhat mudn git
lai cai c6c “cua minh;” ngugc lai, 90% sinh vién ¢ 16p tht

hai cling wa thanh s6 ¢6 la “ctia minh” hon 1a cai c6c xa la!

Ung dung trong kinh doanh

1. Cho khach hang dung thw: Co ban, nhung httu dung.
Nhiéu noi rat sdn long cho khach doc tht sich, mic thi
quan 4o la vi vay. Hiéu tng sé hitu luén phat huy tac dung.
Hién twgng nay co6 thé duwoc quan sat thdy ¢ bat ctt noi dau,
nén 0 day chung toi sé khong ndi sau thém.

Mot bién thé khac cta viéc cho khach dung thw 1a cac
chwong trinh/su kién dung thtt, thuong thay o cac san pham
nhu xe mdy, 0 t6, bd karaoke... Mot khi khach hao hing
tham gia chay tht vai vong, hat thit vai bai, thi ho da dinh
bay ma khong biét!

Boi, sau nay thdy ban be c6 cai gi hay hay thi ditng muon
xai tht. Thich thi théi coi nhu xong, dang nao ciing phai

mua. Hao tai lam!

2. Chidp nhin bio hanh déi trd sin phdm that hao
phong: Nhiéu cong ty rat so khach doi tra. Thé nhung,
khong can qud lo, hiéu ting sd hitu sé phat huy tac dung.
Nhiéu nghién cttu thuc t€ chi ra rz‘?mg, mot khi thoi gian cho
phép ddi tra hang cang lau (tham chi la su6t doi d6i véi vai
cong ty) thi khach hang cang it di doi!
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Vén dé la, khi han d6i tra rat gan, con nguoi thuwong nhé
va “canh me” ch¢ dén han; nhung khi han d6i tra rat xa, ho
lai... quén bgng di. Tham chi khi ho chot nhé ra, thi san
phdm da qua ddi than thudc va gid tri dén do ho khong
mudn roi xa no niral

Nhu vay, thay vi lo s¢ ra nhiéu chinh sach gay kho khan
khi d6i tra, d€ roi tai mit mdi khi khach doi tra hang, thi
hay that hao phong khi gidi thiéu chinh sach ban dau: vira

ban dwoc hang, vira giam nguy co d6i tra!

3. Mac dinh san pham la “ctia” khach hang khi thuyét
phuc: Trong ngodn tit, nén mdc dinh la khach da sé hitu san
pham ro6i. Vi duy, khi gidi thiéu chiéc banh, hay néi: “Banh
cua ban c6 16p s6t bach thao phu bé mat,” chit ding noi
“Banh cua chung tdi...” Pay la m¢t diém tuy nho, nhung
néu tich 1y sé tao duoc &n tugng tot, tao diéu kién cho hiéu
tng s& hitu phat huy tac dung vao thoi di€ém ta “chét ha”
moi khach mua hang. R4t la la nhiéu doanh nghiép thuong
quén van dé nay, va van c hay néi “cua chung t6i!” C6 1é
chinh ho ciing dang bi dinh tdc dung cua hiéu tng s hitu

chang?
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Phu Luc 1

Tim hiéu sdu Hiéu Gng chim moi

O phan nay, chting ta sé& tim hiéu sau hon (ttc 1a “sic mui
khoa hoc” hon) vé hiéu ting chim mo6i thong qua mdt cong
cu “nguy hiém” la bi€u do6, tir d6 lam ré mot s6 hi€u [am vé
hiéu &ng nay.

Hiéu (rng chim moi & dang biéu do

Nhu da trinh bay, néi dung chu yé&u cua hiéu tng chim
mbi c6 thé duoc tom tit nhw sau: Gitra hai lwa chon ban dau
rat khé quyét, khach hang sé c¢6 xu hudng thay ddi quan
diém lya chon ctia minh khi c6 thém moét lia chon kém wu
thé bat can xang (tic la lya chon th& ba thua kém rd rét
toan dién so véi mét trong hai lwa chon ban dau). Dua vao
hiéu bi€t nay, nguoi ban hang cé thé thiét ké cac gdi san
pham sao cho khach hang chon diang cac géi san phdm ma

nguwoi ban mudn ban.
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D€ hiéu don gian, ta c6 thé xét vi du sau: Gia st ta c6 2
goi san pham A (gia 100, chat lwong trung binh) va B (gia
200, chat luong t6t). RO rang, rat kho luwa chon gitta A va B,
vi moi bén c6 wu thé riéng: A wu thé vé gid, con B wu thé veé
chat luong. Khach hang thich ré thi mua A, thich dung d6
tot thi mua B.

Bay gio, vi moét 1i do nao dd, c6 thé la vi mudn day bot
ton kho, nguwoi ban mudn hudng cho khach vao mua san
phdm B cang nhiéu cang t6t. Anh ban hang c6 thé st dung
“chim mo6i” C (gia 250, chat luong kha).

Khi dé:
- Xét vé chat lugng: B tot hon C t6t han A.

- Xét vé gia: A tot hon B t6t hon C.

Vay xét ca vé gia lan chat luong, ta c6 thé thdy B hoan
toan tot hon C, trong khi chua thé khéng dinh C hay A la t6t
hon. Né6i cach khac, ta hoan toan c6 thé khang dinh ngon
lanh ring B > C, nhung chura chac A > C. Diéu nay lam ta c6
cam giac B la t6t nhat.

Biéu d6 1 dién ta rd hon y nay: C6 thé thdy, rat kho xac
dinh A hay C la tot hon (t6t hon nghia la gan géc toa d6 O
hon), nhung dé dang xac dinh B t6t hon “chim m6i” C. Ao
giac nay khién ta cho rang B la lga chon t3t nhat trong ca ba
Iwa chon (du thuc ra chwa thé khéng dinh B tot hon A, vi
con phu thudc vao viéc khach hang thich gia ré hay chat
lugng t6t hon)!
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Gia 4
T
250 \’_‘
200 H
100 Fr
o T6t Kha Trung binh

Chat lwong
Biéu do 1: Hiéu png chim moi%

Hiéu Ung chim mo6i hay Hiéu irng trung hoa?

Véi muc tiéu ci (hudng cho ngwoi dung mua B), hiéu
tng trung hoa c6 cach ti€p can khac: thay vi tao ra chim moi
C va khién khéch c6 ao gidc rang B t6t hon C nén t8t hon tat
c4, thi ta lai thém D, khién cho B thanh lya chon “nam gitta”

0 moi tiéu chi so sanh:

¥ Xin cht y, trén biéu d6, cang gan gbc O thi cang nhiéu gi4 tri: gia cang
thap (gan O) cang t6t; chit luong cang vé gdoc O thi cang tot. DE biét rd lwa
chon nao t6t hon, phai so sanh khoang cach gitta lya chon d6 véi gdc O,
khoang cach cang ngén thi Iya chon cang tot. O la diém li twong: vira chit
luong tuyén hao, vira mién phi (gid bang 0).
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- Xét vé chat lugng: A kém hon B kém hon D.

- Xét vé gia: D kém hon B kém hon A.

Gia 4

250 ——D

200 B

100 A

P
>

Xudt sic Tét Trung binh Ch’a"t luo’ng

Biéu d6 2: Hiéu 1tng trung hoa

Do con ngudi ludn mudn dwoc ca cai nay 1an céi kia, ho
sé chon B: vira duwgc chat lugng tam tam, vira dugc gia tam
tam. D6 chinh la hiéu tng trung hoa ma ta da ndi ¢ nhitng
phan trén.

Nhuw vay, khi dua vao biéu d6 (Bi€éu do 2), ta c6 thé thay
s khéc biét rd rang gitra hiéu tng chim mo6i (dwa thém mot
lwa chon kém hoan toan so véi lga chon muc tiéu) va hiéu
tng trung hoa (dua thém mot lwa chon d€ lya chon muc tiéu

nam ¢ vi tri trung hoa caa ca hai lya chon con lai).
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Nham |an vé Hiéu irng chim moi

Mobt s tai liéu cho rf?mg thém mot lwa chon (tam goi la E,
gia 190 va chat luong trung binh kha) véi mitc gia hoi thap
hon B nhung chét lwong kém xa B la chim mdi cua B (xem

Bicu db 3).

Gia 4

250

200 B

100

P

Xudtsic Tt Trungbinh - Chat lwgng

Biéu do 3: E khong phdi la “chim moi” trong truyén thuyét!

Thuc té€ diéu nay la khong dung, va tham chi ¢6 kha nang
sé khong hiéu qua, boi vi khi d6 E van “nam giita” A va B.
Thém E vao khong lam B dwoc “nang tam” hon!

Ro rang, E khong kém wu thé€ hoan toan so véi bat ky lua

chon nao ca! So gitta E va A thi cling chwa chac ai hon ai; ma
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so gifta E va B cling khong chac lwa chon nao tét. Lic nay, E
gan giong luwa chon trung hoa hon (du c6 thé thdy ré ngay
rang lya chon trung hoa nay khong cé 1oi, va hiéu tng trung
hoa khé c6 thé phat huy tac dung). Thém E vao lac nay chi
lam cho khach hang r6i tri ma thoi: Thay vi danh gia va so
sanh hai phwong an, gio nguoi tiéu dung phai danh gia va
so sanh tdi ba phwrong an!

Xin ndi thém la cé rat nhiéu chiéu tro giup tac dong dén
quyét dinh cta nguoi mua, trong s6 d6 c6 nhiéu chiéu ciing
tdn cong luc khach hang so sanh cac goi san pham, va do dé
rat giong Hiéu tng chim moi (vi du nhw Thién kién khdc biét
dugc trinh bay 6 tdp 2 hodc mét s6 thu thuat nhu khuyén
mai upsize nwdc voi muc ting gid thadp chi 2 nghin dong
chang han...). Tuy nhién, vé mit ly thuyét ma ndi chinh x4c
thi d6 khong phai la Hiéu ¢tng chim moi.

Di nhién, néu ban chi quan tdm dén mat thyc chién ctua
cac hiéu tng tam ly, thi c& yén tam, cac chiéu thitc nay néu
chiu kho tu duy déu cé thé ap dung rat thanh cong cho

chuyén lam an cta ban!
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Phu Luc 2

Daong tu tuong

Dong tu twdng la mot trong nhitng ndi dung chinh trong
quyén Chu du vao tdm tri khich hang cua gido su tam ly hoc
Harry Dexter Kitson, va la mdt trong nhitng ndi dung dong

vai tro nén tang trong hé thong li luan ctia nhém tac gia.

Theo Kitson, sy cht y ctia con nguoi la mot dong chay
theo thoi gian. Vi du, mét ngwoi choi Facebook trong mot

khoang thoi gian ngan sé cht y nhiing thi sau:

con méo séch tin nhan con ché
bdn SIM

C6 thé thdy suw chu y thay d6i lién tuc néu khong bi diéu
huwéng. Hon nita, mic d0 tap trung, ré nét ctia titng y tudng

ciing khong déng nhat.
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Cong viéc cta ta la diéu khién ludéng cha y ctia d6i tuong
vé nhitng th phuc vu muc dich ctia minh. Vi dy, trong qua
trinh ludt Facebook, nho quang céo, hinh anh vé quyén sach
ma ta mudn ban hién ra, va d6i teong bat dau chu y. Khi d6,
ta phai lam moi cach diéu sy chu y nay khong léch khoi
quyén sach, va cang tién gan vé y tuwong “mua sach” cang
tot.

W - W, W=D
tin nhéan con ché sdch mua sdch
bdn SIM

Tuy nhién moi thit khong don gian nhu vay. Nguoi dung
c6 thé€ bi hang ngan hang van y tuong khac ham he khién
dong chay chu y bi ré nhanh va khong dén duwoc dich can
dén. Vi du:

déi bung

bai tdp dién thoai reo

Néu chi c¢6 hinh anh bat su chti y ban dau ma khong cé gi

neo lai, khé ma diéu dong chay vé véi diém “mua sach.” Do
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vdy, ta phai viét caption (phan chit dién giai), gidi thiéu
thém vé quyén sach d€ khdch khong c6 co héi bi xao nhang
(hodc it nhat la giam thi€u ti 1€ khach xao nhang). Gia st

anh ban sich viét nhu sau:

“Chu Du Vao Tam Tri Khach Hang 1a mot quyén sach dugc
moi chuyén gia trén thé gidi khuyén doc [...]. Hay dat mua
bang cach [..]. Tuy day l1a mdt quyén sach han lam, nhung
ban sé& khéng that vong!”

D& biét 16i dan nay hiéu qua dén dau, ta sé phan tich thi
xem né c6 giup diéu hudéng dong chay dén dich hay khong;
va trong quad trinh doc, liéu ddi twong c6 can phai suy nghi
va lam xudt hién cdc dong chay ré nhanh hay khong.

Ta s€ tach titng cau ra d€ tim hi€u chi tiét:

1. “Chu Du Vo Tam Tri Khdch Hang la mét quyén sdch dugc
moi chuyén gia trén thé gidi khuyén doc.” Y tudng dau tién vé
“sach” da dan chdy sang y tudng “sach nén doc.” Hau nhu
khong c6 dong chdy chi y nao bi ré nhanh.

2. “Héy ddt mua bdng cdch [...].” Sy chi y dugc chuyén rat
nhe nhang sang y tudng “mua sach” rdi! Cé vé nhu da dat
dugc muc dich.

3. “Tuy day ld mdt quyén sdach han lam, nhung ban sé khéng
thdt vong!” Sai lam xudt hién tai day! Cau nay gieo hai y
tudng mai: “sach han 1am” va “that vong.” Hai y tudng nay
lam do6i tugng phai suy nght (“Sach han 1dm a, minh ¢6 bao
gio doc thé loai nay dau, nghe cl nhu gido trinh;” “Th&t vong
a, & c6 khi nao doc quyén nay that vong khéng ta...”), va
chédc chdn mbi khi ho bat dau phai suy nghi thi s& xudt hién
dong chay ré nhanh trong tam tri ho.
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Mbi mot sy ré nhanh dong nghia véi viéc mot nhom
khéach hang 1éch khoi dich “mua sach” ban dau, ttc la cang
lam lang phi chi phi quang cao! (Pung vay, trong kinh
doanh, tat ca déu phai “quy ra thoc” dé€ danh gid.)

nri khdch iy

641 dhy vy ghi khé hiéu
- sdch

han lam

- —_—
tiép tuc
mua séch

séch sdch hay mua sdch
nén doc

that vong

Nhiéu nguoi viét quang cdo thuwong thi€u can than voéi
tirng cau chit, va hay gieo vao dau khach nhitng y tudng
lam chinh dong cha y ctia khach bi 1éch khoi muc dich cudi
cung. D6 la ly do vi sao nhiéu quang cdo rat hay nhung
khong bao gid c6 nguoi dit mua hang. Tét nhat la c¢ moi
dong viét ra, nén ty hoi khach hang dang nghi gi, va tinh
toan xem cé bao nhiéu dong chay léch lac trong tw duy ho
lac Ay, dé roi tim cach cat got cau chit, han ché dén muc t&i

da nhitng kha ndng lac trdi trong tw duy cua ho.
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Tai Lieu Tham Khao
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Tai Lieu Doc Thém

Theo yéu cau ctua nhiéu doc gia, chung toi xin gidi thiéu
mot sd tdc pham khac vé cung cha dé tam ly hoc ttng dung
trong kinh doanh va doi song dé€ quy ban doc cé thé tim

hiéu thém.

* *

Ariely, D. (2010). Predictably Irrational: The hidden forces that
shape our decisions. New York: HarperCollins. (Phi ly tri)

Duhigg, C. (2012). The Power of Habit: Why We Do What We Do in
Life and Business. New York: RandomHouse. (Sitc manh ctia
théi quen)

Kahneman, D. (2013). Thinking, fast and slow. New York: Farrar,
Straus and Giroux. (Tw duy nhanh va chim)

Lindstrom, M. (2010). Buyology: Truth and lies about why we buy.
New York: Crown Business. (Diéu gi khién khdch hang chi
tién?)

Schwartz, B. (2005). The paradox of choice: Why more is less. New
York: HarperCollins. (Nghich 1 ctia si lyra chon)
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Thaler, R., & Sunstein, C. R. (2009). Nudge: Improving decisions
about health, wealth, and happiness. New York: Penguin. (Cu
hich)

SACH TAM LY ECOBLADER

D4 xuat ban
1. CHO SUA NHAM CAY (Eric Barker): Cac nghién ctru tam 1y hé
16 su that bat ngo vé con duong dan dén thanh cong: khong phai
ltc nao kién tri hay thanh that cting mang dén két thuc ¢ hau,
nhung qua dé bé cudc hay déi trd ciing khong chac mang lai chién
thang.
2. CHU DU VAO TAM TRi KHACH HANG (Harry Dexter
Kitson): St dung hiéu biét vé dong tw tudng dé thiét ké quang cao
hiéu qua.
3. KHOA HOC PIEU TRI KHIEN TAM (Walter Dill Scott): Ung
dung hai phuwong phap thuyét phuc (lap ludn va gieo y tuong)
trong kinh doanh.

4. MOI NGUOI BEU NOI DOI (Seth Stephens-Davidowitz): Khoa
hoc di liéu hé 16 nhiing gdéc khudt tam ly, nhiing diéu moi nguoi
thuee sie nghi ma khong phai ai cing chiu thira nhan.

5. TU DUY TAN DUNG (Scott Sonenshein): Pha v& nhitng 16i
mon tw duy d€ tan dung t6i da nguon luc quanh minh.
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6. SO1 DOI LOT CUU (George K. Simon): Lot tran bo mat than ctia
14 s6i doi 16t clru—nhiing nguoi bé ngoai hién lanh nhung bén
trong lai la mot ké thao ting chuyén nghiép.

7. TRAM LANG - SUC MANH TIEM AN CUA NGUOI HUONG
NOQI (Susan Cain): Hidu va khai phé sttc manh ctia nhitng ngudi

hudng ndi von bi xem la qua tram ldng va it giao ti€p xa hoi.

Sap xuat ban
1. HOW TO CHANGE (Katy Milkman): Hiéu nhitng chudéng ngai
trén con duong thay doi théi quen, tir d6 thiét ké nhitng phuwong
phép hiéu qua d€ tro thanh con nguoi tdt hon va hanh phuc hon.
2. FALL DOWN 7 TIMES GET UP 8: A YOUNG MAN'S VOICE
FROM THE SILENCE OF AUTISM (Naoki Higashida): Tw truyén
va cac ghi chép chan thye nhat cia mot nguoi bi tur ki bAm sinh—

goc nhin thuc su ciia nguoi trong cudc.

SACH MARKETING - BAN HANG

1. THAN CHU XEO XEO 2 tap (Elmer Wheeler): Phuwong phap
ban hang thitc dung va hiéu qua cao cua nguroi duwgc ménh danh
la Mr. Sizzle.

2. POl QUANG CAO va PHONG THI NGHIEM CUA NHA
QUANG CAO (Claude C. Hopkins): Phuong phap lam quang céo
cua cha dé nganh quang cao hién dai. Mot trong nhitng quyén
sach ma David Ogilvy khuyén doc.
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ChiMuc Tu

Huéng dan s dung chi muc tlr

Chi muc tit (index) 1a phan nam trong cdc sach khoa hoc,
giup ban cd thé tra cttu cac chu d¢, nhan vat, ndi dung ban
mudn mot cach nhanh chéng, rét tién néu ban mudn xem lai
mot ndi dung nao dé vé sau. Vi dy, khi ban dang tim hiéu
vé Coca-Cola va mudn tim thong tin vé thwong hiéu nay,
ban chi can tra muc tir “Coca-Cola” sau mdi quyén sach la

tim ngay dwoc phan noi vé Coca-Cola.

Do quyén sach nay phuc vu cht yéu cho cac ban dang
kinh doanh, nén céc tac gia da gom nhoém cac san pham vao
cung muc tir “san phdm” d€ cac ban tién tim hi€u. Vi dy,
néu ban dang ban kem danh rang, chi can vao muc tir “san
phdm” va tra “kem danh rang” thi sé thdy cac van dé lién
quan t6i san phdm nay.

Chuc cac ban nghién cttu va tng dung hiéu qua!
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100 (quy luat) xem quy luat 100
Apple, 94
auto-renew (chinh sach), 49
Banks, Iain, 80
ca dao, 60
ca rot, 34
cau truc chi phi-gia tri, 89
chan ly 4o tudng, xem hiéu ttng chan
ly 4o tudng
chét luvong san pham, 27
chién lugc soai ham, 25-7
chim moi, xem hiéu tng chim méi
chon loc ty nhién, xem thuyét tam ly
hoc tién hoa
Chu du vao tam tri khach hang, 17-8,
35-40, 109-13
chuyén dong, 64
Coca-Cola, 35-40
Coke, 35-40
combo, 48
copywriting, 30-34, 36-40, 43-4, 60-2,
88-9, 102
va quang cao Facebook, 39-40,
102
slogan, , 36-7, 89
va suy nghiém Keats, xem suy
nghiém Keats
Cong d6ng iSocial, 18, 92-5
dan s6 Viét Nam, 18
dong tu tuéng, 35-40, 109-13
ding thtt, 44-5, 101
Dr. Thanh, 33
déanh gia nd luc, xem suy nghiém danh
gid nd luc
Dién May Xanh, 33
diéu huéng, xem ky thuat diéu hudéng

Hiéu rng chim moi (tap 1)

dinh gia khung, xem ky thuat dinh gia
khung
doi tra (chinh sach), 89, 102
Economist (bao) 10-2
EXO, 93
EXO-L, 93
Exotic, xem EXO-L
flagship, xem chién lugc sodi ham
gia, 10-2, 15, 17-8, 19, 20-1, 45, 53-4, 57-
9, 70-3, 75-9, 86, 90
vi céng bang, 70, 72
dinh gid khung xem ky thuat
dinh gia khung
va don vi gid, 19
vd hiéu ting chim moi, 10-2
va hiéu tng mé neo, 15, 17-8, 20-1
giam gia, 20, 53-4, 57-9, 71, 86, 90
ma khuyén mai 70-3
mién phi, 45
va quy luat 100, xem quy luat 101
Giao Hang Nhanh, 53-4
gieo y tudng, xem dong tu tuwong
GlobalGAP, 28-9
GoDaddy, 70-1
goi san pham, 9, 12-3, 104
goi tén nhém, xem ky thuat goi tén
nhom
GrabBike, 96
guong mat dai dién, 22, 27
hao quang, xem hiéu ting hao quang
hién tang, 47-8
hiéu tng (quy luat), xem quy luat hiéu
tmg
hiéu ng chan ly ao twong, 30-4
hiéu ¢ng chim moi, 9-13, 103-8
hiéu tng hao quang, 23-8
hiéu ting méc dinh, 46-50
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hiéu ttng mé neo, 14-22

hiéu ting sai [am, 80-90

hiéu ting s6 hitu, 98-102

hiéu tng trung hoa, 75-9, 105-8

hiéu ting vu thé bat can xting, xem
hiéu tng chim mbi

Holcomb, James 1., 20

Hopkins, Claude C., 43, 45, 88

iFan, 94

1SO 9001, 27

Kangaroo (thwrong hiéu), 33

Keats, John, 61

Keats (suy nghiém), xem suy nghiém
Keats

KFC, 48

Kinh Té€ (dai hoc), 91-2

Kitson, Harry Dexter, 17-8, 35-40, 96,
109-13

ky thuét diéu huong, 13, 49, 78

ky thuat dinh gia khung, 75-9

ky thuat goi tén nhém, 94-5

ladies’ night, 69

loi thé do quy md, 13

Lyons (thuong hiéu), 89

Manchester United, 94

Manucian, 94

Maslow, Abraham, 92

mac dinh, xem hiéu ttng mac dinh

Ministry of Food (Anh), 34

mé neo, xem hiéu tng mé neo

muttc d6 tham gia san phdm, 59

nguoi dai dién (van dé), 84

nhdém, xem nhu cau xa hoi

nhu cau xa hoi, 92-7

Owker, 94-5

Pebeco, 68
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Phong thi nghiém ctia nha quang céo,
43
phu dinh, 35-40
Powers, John Emory, 88
quang cao Facebook, 20, 39-40, 45, 55,
94, 102
va copywriting, xem copywriting
va quang cao Facebook
lead, 45
va tép muc tiéu, 94
tra 10i khach hang, 20
va seeding, xem seeding
quy luat 100, 55-9
quy ludt hiéu tng, 51-6
Rach Gi4, 95
Reichenbach, Harry, 83
sai lam, xem hiéu ting sai [am
Salesology (sach), 20
san pham
ao khoac, 88
4o thun, 39, 89
banh, 40, 44, 102
bao, 10-2
bia, 43
ca phé, 67
can hg, 21, 76-7
cOc ca phé, 99-101
dich vy chuyén phat, 53-4
dich vu hang khéng, 48-9, 86-7
dich vu khach san, 21
dich vu Irtu trit (hosting) va tén
mién (domain), 49, 70, 72
dich vu vé sinh toa nha, 44
ghé& massage, 98-9
giap, 43
kem danh rang, 68
khéa hoc tiéng Anh, 53



laptop, 26, 73-4
may hat karaoke, 101
may loc nueéc, 33
ndng san, 27-8
nudc giai khat, 48, 78-9
phéan mém ké toan, 52-3
quan an, 26
quén bar, 69
quan ca phé, 26, 55, 75, 96
quan legging, 40
sach, 15, 17-8, 45, 53, 80, 109-13
smartphone, 26
s6 ¢b la, 85-6, 90, 99-101
tho, 42-3
thi1 cong my nghé, 44
tivi, 33
tranh, 42-3
truong, 26-7
tng dung dat hang, 52-3
xe may, 101
xe 0 t0, 101
vida, 42
scandal, 82-4
Schlitz, 43
seeding, 33
sinh vién, 97
SKY, 93
slogan, xem copywriting slogan
so sanh xa hoi, xem thuyét so sanh xa
hoi
s0di ham, xem chién leoc soai ham
sO hitu, xem hiéu ting s hitu
Son Tung MTP, 93

Hiéu irng chim moi (tap 1)

Stella Artois, 89
suy nghiém dénh gié nd luc, 41-5
suy nghiém Keats, 60-2
tdm ly hoc tién héa, 63-9
va chuyén dong, xem chuyén
dong
va thirc an, 65-6
tién hoa va chon loc tie nhién, 64
va tinh duc, xem tinh duc
The Wasp Factory, 80
Thé chién 11, 33-4
Thorndike, Edward, 51
thuyét so sanh xa hoi, 70-4
thuwce don, 19, 26-27
tién hoa, xem thuyét tim ly hoc tién
héa
Tinh tiiy vj thoi gian (chién dich
marketing), 45
tinh duc, 66, 68
trung hoa, xem hiéu tng trung hoa
trung tdm thwong mai, 98
tuyén truyén, 30
tw huyén hodc ctia chim bd cau, 52, 54-
6
upsize, 108
uu thé bat can xting, xem hiéu tng
chim moi
van diéu, xem suy nghiém Keats
VietGAP, 27-8
Vietjet, 86
Vinacafe, 45
Watson, John B., 68
Wheeler, Elmer, 48
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B§ sich HIEU UNG CHIM MO hi¢n di c6 tép 2 va tip 3
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Toan bd hinh anh caa chuong 1 va chuong 13 duoc stt dung theo diéu
khoan ctia Graphic Resources LLC tai freepik.com/terms_of_use.

Hinh anh bia 1 dwgc st dung theo don hang mua hinh anh ctia Hao
Nhién tai dia chi http://vn.123rf.com/photo_34392618_vector-
illustration-with-owl-head-tattoo-sketch.html

Hinh anh nhéan vat ¢ tay gdp bia 1 duoc vé boi Nhu Nhu.



HIEU UNG CHIM MOI
' TAP 1

Tac gia
Hao Nhién — Quéc Khanh

Chiu trach nhiém xuét ban
PGS.TS. Nguyén Ngoc Dinh

Bién tap
Nguyén Ngoc Pinh

Trinh bay bia
Hao Nhién

Stra ban in
Thu Nga

M3 s6 ISBN
978-604-922-943-5

Pon vi lién két xuat ban
Céng ty TNHH Ecoblader
Dia chi: 168G Luvu Hitu Phudc, Phuong 15, Quan 8, TP. HCM
SDT: 0868612291 - Email: contact@ecoblader.com

Nha xuat ban Kinh t€ TP. H6 Chi Minh
S& 279 Nguyén Tri Phuong, Phuong 5, Quan 10, TP. H6 Chi Minh.
Website: www.nxb.ueh.edu.vn — Email: nxb@ueh.edu.vn
Dién thoai: (08) 38.575.466 — Fax: 38.550.783

In 5.000 cudn, khd 14.5 x 20.5 cm tai Cong ty C6 Phan In Khuyén hoc
phia Nam. (Dja chi: L6 B5-8, dwong D4, khu cong nghiép Tan Phii Trung, Cil
Chi, Thanh phé’ H6 Chi Minh.) SO xac nhan dang ky xuat ban: 838-2021/
CXBIPH/02-09/KTTPHCM. S& QDXB: 16/QD-NXBKTTPHCM cdp ngay
17/3/2021. In xong va ndp luu chiéu Quy I1/2021.
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Hao Nhién — Qudc Khanh

HIEU UNG CHIM MO

Tap 2 - Téi ban lan thir tu

NXB Kinh té Tp. H6 Chi Minh



HIEU UNG CHIM MOI, TAP 2. Téc gia: Hao Nhién & Quéc Khanh. Xut
ban [an d4u nam 2016 theo hop dong lién két cua Céng ty TNHH Ecoblader
va Nha xudt ban Kinh t&€ Tp. H6 Chi Minh.

T4t ca quyén c6 lién quan dwoc bao lru. Khéng st dung bat cit phan nao cia
quyén sach nay duwdi bat cit hinh thizc nao ma khéng c6 sw cho phép bang
vén ban, trir tredng hop trich dan ngén & cic bai phé binh va danh gid.

Chi tiét vui long lién hé contact@ecoblader.com hoéc http://ecoblader.com.

Toan bd hinh anh trong cic cau hoi thi nghiém dwgc st dung theo diéu
khoan cua Patchariyavector / Freepik, Graphic Resources LLC tai
http://www.freepik.com/terms_of_use.

Hinh anh bia 1 dugc st dung theo don hang mua hinh anh ctia Hao Nhién tai
dia chi http://vn.123rf.com/photo_34392618_vector-illustration-with-owl-
head-tattoo-sketch.html

Hinh anh nhén vét & tay gdp bia 1 va ¢ phan Hiéu tng 4o tudng hoan thanh
duoc vé boi Nhu Nhuw.



Than tang nhitng ngudi anh em khong quen biét @3 lidu
minh lao vao thé gidi kinh doanh va dé lai nhirng bai hoc
that bai quy gia cho thé hé sau.



L& N6i Bau Cuia BO Sach

Nguoi ta hay coi 1y thuyét va kinh nghiém thuc tién la
hai thtt hoan toan d6i nghich nhau. Nguoi di theo hudng ly
thuyét thuong coi kién thitc kinh nghiém la mét thi thi€u
bén virng va khong phd quat, con ké di theo hudng thuc
hanh thuong goi sach vd la ly thuyét sudng, khéng dung

duoc.

Thé nhung, sau khi bat dau vira tham gia nghién cttu ly
thuyét bac sau dai hoc, vira tham gia ban hang thuc tién va
nga sdp mat khong biét bao nhiéu lan,! chung tbi phat hién
ra rang ly thuyét va thuc tién ludn song hanh, gén b6 dén 6
khong thé tach roi: Nguoi ndm ly thuyét nhung khong thuee
hanh sé khong thé biét nhiing kién thitc ctia minh liéu co thé

! Nhién t6t nghiép thac si ndm 2016 tai ISB (Dai hoc Kinh t€ TPHCM).
Trong thoi gian nay, Khanh quan ly Céng ty dinh c6ng nghiép Kim Hoang
clia minh, chuyén san xudt va kinh doanh céc loai dinh va sung bin dinh
cong nghiép. Cung thoi diém d6, Nhién va Khanh cung cic ban tham gia
kinh doanh nhiéu san phdm—tit 40 thun, vi da, huy hiéu, dén ca tiém banh
mi—rdi lap Céng ty Ecoblader.
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tng dung duwoc trong thuc té€ hay khong; nguwoc lai, nguroi
thyc hanh nhung khong c6 ly thuyét chong lung sé khong
thé biét rang liéu thanh coéng ctia minh c6 co s& hay khong,

hay chi la may man va khong thé 4p dung cho Ian tiép theo.

Do vay, quyén sach dwgc cdu tric thanh cdc phan nho véi
ly thuyét va tng dung dan xen. Mdi hién twong hay k¥
thuat ban hang déu dwoc giai thich bang 1y thuyét, va mdi ly
thuyét déu c6 cac tng dung minh hea, nhdm gitup cac ban
doc gia c6 thé c6 kién thiec vitng chac va linh hoat. D& thé
hién sy ton trong vdi cac tac gia di trede, ciing nhu d€ quy
doc gia dé dang kiém ching va tim hi€u thém, moi thong tin
va sO liéu 1ay tir cdc nghién cttu ctia cdc nha khoa hoc khac
déu duoc trich dan cu thé, chinh xac va ghi ngudn day du
theo chuédn APA 6% edition ¢ phan Tai liéu tham khao.

Mot s6 thu thuat tng dung la khong chinh théng va cé
thé khéng dung chuan muyc vé dao dtec kinh doanh (“giang
h6” thwong goi la thu thudt “ta dao”). Tuy nhién, chung t6i
van sé trinh bay d€ cac ban doc gia c6 thé né tranh khi gap

phai—trong vai tro nguoi mua hang.

Chung t6i viét sach nay nham kich thich sy httng thu cta
ban doc v6i tam 1y hoc, mot nganh khoa hoc c6 rat nhiéu
tng dung vao kinh doanh. Trén tinh than d6, cac kién thtc
phtic tap, chi tiét, mang tinh han l1am duwoc dwa vao cac phan
phu luc d€ phuc vu cac ban ¢6 nhu cau tim hi€u d€ tng
dung sau. Nho d6, cac kién thic ¢ phan ndi dung chinh sé



Hiéu irng chim moi (tap 2)

van gitt duwgc sw don gian, dé hiéu va hdp dan cuta riéng

minh.

Hi vong nhitng kién thtc ly thuyét tich ldy trong qua
trinh nghién cttu han lam cung véi cac tng dung tu suy tw
kinh nghiém tw doanh thuec chién cua nhém tac gia sé giup
cho cong viéc cua ban hiéu qua hon. Chuc ban c6 nhiing

phut giay thw gian c6 ich cung Hiéu ttng chim moi!

Sai Gon, 16 thdng 4 nam 2016

Nhém téc gia



GiGi Thieu Tap 2

K& tir khi xudt ban Hiéu itng chim mboi, tdp 1, nhom téc gia
da nhan dugc sy ung ho tir quy doc gia trén toan qudc. Dua
trén nén tang d6, nhom xin gidi thiéu vdi cac ban Hidu ikng
chim moi, tdp 2.

Trong tap nay, ching ta sé ti€p tuc tim hi€u cac hiéu tng
tam ly doc ddo cung nhitng ttng dung tuyét voi ctia cadc hiéu
tng nay trong kinh doanh cling nhuw doi s6ng hang ngay.
Ngoai ra, trong tap nay, tam ly hoc ciing sé duwoc phdi hop
véi cac nganh khoa hoc khdc nhu toan hoc hay thiét k&, dé
nang cao mitc do hiéu qua va tinh tng dung cta tirng hiéu
tng tam ly. Xin chd y rang, cac hiéu tng tam ly sé ludn hiéu
qua hon néu dwgc phoi hop lai v6i nhau hodc v6i cdc hiéu biét ciia
nganh khdc (nhw ching t6i da lam véi cac chiéu tro dinh gia
khuyén mai—mot sy két hop gitta toan hoc, thu thuat ban
hang va tam ly —sé duoc trinh bay 6 nhitng phan sau trong
sach nay). Hy vong nhitng si phdi hop ban dau dwgc minh

hoa trong Hiéu ttng chim moi sé tao cam huing cho quy ban
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doc nghién cttu két hgp nhuan nhuyén cac hiéu tng tam ly
v6i nhau, véi hi€u biét kinh doanh va véi nganh riéng cua
minh.

Mot sO hiéu tng tam ly duoc trinh bay trong tap nay co
mitc dd hiéu qua cuc ky cao, do d6 rat nguy hiém néu
khong st dung cho muc dich chinh ddng (n6i mgt cach binh
déan thi d6 la nhitng hiéu tng va tng dung “ta dao”). Sau
khi cin nhédc k§ ludng, nhém tac gia quyét dinh van trinh
bay nhitng hiéu tng nay, phan la d€ doc gia biét, hiéu va
tranh; phéan la d€ cac ban c6 th€ tng dung vao nhitng muc
dich t8t. Chuing toi tin rang, khong cé vii khi t8t hay xdu, su
tot xdu chi tuy thudc vao nguoi st dung. Sttc manh dang
gom cua cac hiéu tng ciing la li do vi sao ban sé thay ching
tdi ct nhic di nhic lai quy ddc gia hdy nén tinh tdo va thién
tam dé€ st dung cac chiéu thuc ay.

Khong dong dai nita, xin moi quy ddc gia budc vao thé
gidi cua tam ly hoc tng dung va kham pha sy vo ly cta tri

nao con NGuoi...



Vai ghi chi ve cac thudt ngU

Quy doc gia sé thay trong sach sit dung nhiéu thuat ngi.
C6 phan thi goi 1a suy nghiém, c6 luc la thién kién, hiéu tng,
hay thi thugt. O day, cac tac gia sé dién giai y nghia ting ti

va quan diém duoc st dung trong sach nay.

Suy nghiém, thién kién, hiéu (ng, thu thuat,
céng cuy, va hoc thuyét

Suy nghiém (heuristic) la cac phuong phap giai quyét
van dé nhanh, cho két qua tt (nhung khong han 1a t&i wu).
C6 thé xem suy nghiém la cac “18i tat” trong tw duy. Vi dy,
suy nghiém danh gid nd luc (cdi gi cang mat nhiéu thoi gian
d€ hoan thanh thi cang c6 gia tri) thuong dung véi da s6 san
phdm. Mot bic tranh vé trong 10 ngay thuong c6 gid tri hon
btc tranh vé nhanh trong 10 pht.

Suy nghiém thuwong dung, nhung khong phai lic nao
ciing dung. N6 giup giai quyét nhanh van d¢, nhung tao su
thién 1éch trong nhiéu truong hop. Trong sach nay, nhing

danh gia thién 1éch duoc goi la thién kién (bias). Céc thién
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kién phoi hop cung nhiéu yéu td tao ra cac hién tuong ddc

biét, trong sach nay goi la hiéu tng (effect).

(N6i thém: Suy nghiém cé thé tao thién kién, tuy nhién,
no cling giup ra quyét dinh hop ly phan 16n thoi gian. Do
vay, 0 mot sd phan ta cling sé nghién cttu cach ting dung
suy nghiém dé€ ra quyét dinh.)

Tan dung hiéu biét vé cic suy nghiém, thién kién, hiéu
tng, két hop voi nhitng kién thiec nganh khéc (ddc biét la
trong linh vitc kinh doanh), cac tac gia chi ra cac tha thuat.
MBbi thu thuat thwong 1a két qua cta sy phdi hop nhiéu hiéu
tng, va mdi hiéu tng thwong tao ra dugc nhiéu thu thuat
khac nhau.

D€ ting dung, d6i khi ta khong thé lam thu cong, ma phai
st dung mot s6 cong cu d€ ting téc do va su chinh xac. Vi
dy, d€ tinh lai sudt mot khoan vay, ham Excel sé hiéu qua
hon rdt nhiéu viéc nghién cttu céng thitc va bam may tinh.
Khi néi vé cong cy, cac tac gia sé khong giai thich qua nhiéu
cach van hanh ctia no, chi tap trung trinh bay cach st dung
cong cu nhanh chéng va hiéu qua. Vi dy, chung t6i khong
giai thich cach Excel tinh 1ai sudt theo cong thitc toan hoc,
chi huwéng dan céch dién dtng va hiéu qua ham IRR d& doc
gia tng dung nhanh ma thoi.

Trong sich nay cling xuét hién cac thuyét (theory). Céc
tac gia thuwong st dung thuyét lam cong cu suy luan va giai
thich cac hién tuong.



Hiéu ing chim moi (tap 2)

Vi dy, hién tuong con nguoi thuong bi thu hat bdi tinh
duc c6 nhiéu hudng giai thich khac nhau. Tuy nhién, cac téic
gia da st dung thuyét tam ly hoc tién hda dé giai thich:
“Nhiing ddc diém tam ly con ton tai ngay nay chinh la két
qua cua qua trinh tién héa va chon loc ty nhién.” Nhiing
nguoi khong bi thu hut béi tinh duc da tuyét chung va

khong truyén duoc von gene lai cho doi sau.

Dua trén cach ly ludn nay, ta ciing c6 thé dién giai vé viéc
con nguoi thwong bi thu hut béi kich thudce hay thic an, tw
d6 du dodn duwgc nhitng yéu td khac bang cach suy luan duya

trén nguyen ly bén trén.

Nhu vay, mdi hién twong c6 nhiéu thuyét giai thich.
Trong pham vi sach nay, céc tdc gia wu tién st dung thuyét

d& hidu nhat & didn giai.

Cac thuat nglr da nganh

Tam ly va kinh doanh khéng ton tai riéng biét, ma da
phan dan xen 14n nhau, va véi nhiéu linh vic khac nira. R4t
nhiéu chiéu tro danh ltra trong kinh doanh xuéat hién trong
mang thdng ké; rat nhiéu chi s& tai chinh 12 nham do luong
tam ly thi treong; rat nhiéu cong thirc thong ké xult hién dé
giai quyét cac van dé trong nghién cttu tdm ly. Tham chi,
mot s6 nganh “lai” cling da xuét hién, nhu hanh vi t6 chtc,
tai chinh hanh vi... va x6a mo ranh gidi gitta cac nganh. Do
d6, cac ban ciling sé thdy mot s6 khai niém khong thudc
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mang tam ly hay kinh doanh, nhung lai c6 lién quan mat
thiét dén tam ly kinh doanh.

* % %

Do thuét ngit hién nay chua thdng nhat, nén doc gia sé
thdy mot s6 thudt ngt dung trong sach nay khong giong voi
cac sach khéc. Vi du, efficiency dwoc goi la hiéu suit trong
sach nay, nhung noi khac lai goi 1a hiéu qud; heuristic trong
sach nay goi 1a suy nghiém, nhung c6 noi phién am thing
thanh o-rit-tic. D6 1a diéu khong thé tranh khoi, do vay, d€
tranh hiéu nham va tién tra ctru, cac tac gia déu c§ gang ghi

cht thudt ng tiéng Anh.
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NhGng vi khach hang thao vat

Da bao gio ban bo that nhiéu cong sttc va thoi gian lam
mot cai gi d6 va cam thdy minh sao ma gidi qud sttc chiu
dung chua? Kiéu nhu, ban hi huc lan vao bép va cho ra mét
tuyét tac, du moi nguoi ¢ ché bai kiéu gi di nita, ban an van
thdy n6 ngon sao ma ngon ay? Kiéu nhu, ban ty tay siét
tltng con dc vao gd, bo ca ngay hi hui lam mot cdi ké sach
lép rap cuc ki hoanh trang, du ré“mg trén thuc té€ thi né la ké
duoc nguoi ta thiét k& d€ khach hang tw 1ap, va ai gan nhu
ciing 14p dwoc. Thé rdi, gat md hdi trdn, ban lui ra xa nhin
tdc phdm cta minh, sudng tdi tan 6c, dau gat gu, long tham
nghi: “U thi minh déng ké sach coi cling dwgc d6 chd!”

Néu ban da tirng nhu thé, thi xin chtic mung, ban da gia
nhap danh sich nhitng nguoi bi anh hudéng bdi mot hién

tuong tam ly doc dao goi 1a Hiéu tng IKEA.

Vay Hiéu tng IKEA la gi? C6 hiéu qua, c6 nguy hiém gi
khong?
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Hiéu ung IKEA

IKEA v&n la mot doanh nghiép Thuy Dién noéi tiéng trong
nganh noi that. Piéu lam cho IKEA tré nén ddc ddo so voi
cac cong ty con lai ndm & chd cc dong san phdm cta cong
ty déu yéu ciu nguodi dung phai tham gia lap dit d€ hoan
thién (do-it-yourself). San phdm dén tay khach hang thuwong
chi 1a bg kit bao gom cac bd phan va linh kién can thiét, va
phai m4t thém vai gio mdéi trd thanh san pham hoan chinh
nho ban tay cua khach hang. Mac du chiu vat va nhu vay dé
“mua” dwgc mot san pham ndi that, khach hang van cam
thay hai long (néu khéng mudn noi la siéu hai long). Chinh
sdch nay da gép phan dwa IKEA tré thanh 6ng trum noi that
hang dau thé gidi.

Do su ndi tiéng va cach thiét k&€ san pham doc dao nay,
cac nha tam ly hoc da 1dy tén cong ty dat cho hiéu tng, goi
la Hiéu tng IKEA (IKEA effect). Theo hiéu ttng IKEA, nguoi
ta s& ddnh gid cao moét san phdm ma ho ty tay lam 14y (hoac
ho nghi 1a minh da tw lam) hon cac san phdm binh thuong
da duoc 1am sén. Chac ban ciing thdy hiéu ting IKEA nhiéu
roi, nhung cac nha tam ly hoc van mudn kiém tra xem hiéu
tng nay liéu cd that, hay chi do nguoi ta tuong twong ra.

Thé nén, ho da lam thi nghiém.
Do ndi that va origami

Nam 2011, ba nha tam ly hoc Norton, Mochon, va Ariely

da tién hanh mot thuece nghiém thu vi:
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Nhitng ngwoi tham gia thi nghiém duwoc cho xem mot san
pham IKEA hoan chinh va mo6t san pham chua ldp rap (va
ngroi tham gia thi nghiém phai hi hui te lép rap bd san
phdm chwa hoan chinh nay). Sau d6, ho duogc dé nghi dua ra
mot mirc gid d€ mua san pham. Néu muec gia dua ra 16n hon
mot murc gia ngﬁu nhién do nha khoa hoc duwa ra, nguoi
tham gia sé tra phan tién chénh 1éch gitta con s6 ho dua ra
va con s6 cua nha khoa hoc dé€ dugc sé hitru san phdm.
Trong truwong hgop nguoc lai, néu muc gia dwa ra thap hon
con s§ ngau nhién, ngudi tham gia sé ra vé tay khong.!
Ngoai ra, nguoi tham gia con dwoc yéu cau ty danh gia san

pham tu 14p rép ctia minh.

Két qua nhu sau: trung binh nguoi tham gia thi nghiém
tra cho san pham tw minh ldp rdp mttc gid cao hon khoang
62% so véi san phdm lam s&n, va ho ciing thich san pham
ma ho tir tay lam hon!

Khdéng muén chi ditng lai & san pham d6 gb lap rap cua
IKEA, cac nha khoa hoc ctia chiing ta con di xa hon: ho thay
d6 IKEA bang mot san pham khé lam hon: &6 gap gidy

origami.? Trong trieong hop nay, nguoi tham gia tra cho san

1 Vi dy, néu anh A tham gia thi nghiém chét gia 100 USD cho san pham,
va mikc gid ma nha khoa hoc dinh trude cho san phdm d6 1a 99 USD, anh A sé
tra 1 USD va mang d6 vé. Trong khi d6, néu anh A ra gid 98 USD, anh sé
khéng dugc mang san phdm vé. Dy la ludt choi ma nha khoa hoc dwa ra dé
ép budc nguoi tham gia phai ra gia that long minh.

2 D€ moi nguoi déu c6 thé hoan thanh, cac nha khoa hoc da chon nhing
hinh dé gdp (gdp hac va éch).
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phadm do chinh tay ho lam cao hon tan 460% so véi san
phdm duoc cdc nghé nhan lam sdn. Ho cing nghi réng
nguoi khac cling thay san pham do ho lam la dep, trong khi
ho thdy san phdm cua nhitng nguoi cung tham gia thi
nghiém lai... xdu xau thé€ nao dy, du trinh d6 cua moi nguoi

thiec ra cing ngang ngtta thoi.

San pham Hinh thirc hoan thanh Panh gia
L. Ty lam ©
Do go IKEA i sEn @
Tu lam ©
Origami Nghé nhan lam sén ®
Ngudi khac lam A

RO rang la ngueoi ta thich dwoc tu tay lam, va hay te danh
gia qua cao kha nang cua minh!* (Va day cling la ly do vi sao
ngudi viét hay cé co hoi sam d6 méi: Mbi Ian ¢6 céi gi d6—
binh dun nuwdc hay laptop chang han—bi hu, tdi thwong thé
hién su thdo vat, ludn th ti stra truede khi dem ra tiém. Ma
thwong thi sau khi ty “stta” xong, thé nao cling mat—hodc
du—vai ba con &c vit hay dut vai s¢i day. Khi d6 thi dén
ong tho lanh nghé nhdt ciing phai bo tay vi qua nat roi. Doi

khi t6i tw hoi, liéu cd phai chinh cac nha san xudt da dang

1 Van dé nay da dugc nhic dén trong chinh quyén sach ctia Dan Ariely
(The upside of irrationality). Ban doc c6 thé€ tim doc thém d€ hiéu quan diém
cua tac gia.
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cac huéng dan tu stra chita d6 dung l1én YouTube dé no...

nhanh bi phd hong hay khong nita...)

Ung dung trong kinh doanh

Cho khach hang tham gia vao qua trinh hinh thanh san
pham: C6 1& cac nha thiét ké 1a hay gdp phai tinh trang nay
nh4t, va dit ¢6 mudn hay khong thi ho van phai cho khéach
hang dugc “ty lam” mot cai gi d6 trong qua trinh hinh
thanh san phdm cua minh. D6 la 1i do vi sao khach hang
(client) hay sép ctuia ban luén phai ng6i chinh di chinh lai
thiét k€ ctia ban chut xiu réi méi chiu gat dau hai long, du
cac gbép y cua khach hang va sép d6i khi... sai qua sai! Mau
chSt 1a chd nay: Qua trinh chinh di chinh lai khién cho
khach hang va sép cam giac nhu minh cling da gép phan
vao qua trinh hoan thanh “kiét tac” ctia ban. Do dé ho dong
y, danh gia cao, va quan trong nhét la tra gia cao hon cho
san phdm cudi cung. Vay nén, du khé chiu dén mdy, hay
hiéu rang viéc cho khach hang hay sép tham gia vao qua
trinh chinh stta sé giup ban dwoc danh gia cao hon, va cong

viéc ctia ban sé nhe nhang hon rat nhiéu!

Tuyét chiéu cho khach hang tw tay lam hién dién rat
nhiéu trong cudc séng, tlt cac quan cho khach tu nudéng (du
khét let nhung van thay ngon), cho dén cac tiém ca phé cho
khéch ty nwéng banh (du cting nhung van ngon nhé). Ung
dung 1a v6 van. N6i chung, néu khong biét khach hang thich
gi, hdy dé€ ho tw lam r6i tra tién cho ban. Du ban lam hay,
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lam ngon dén may vin sé khong thé' hay va ngon bang chinh tay

ho lam.

Trong nganh sach cling cé rdt nhiéu cdng ty tng dung
chiéu nay thong qua nhitng cudc binh chon bia sach, hay
binh chon tén dédt cho quyén sach mdi. Gan day (2018), hang
xe VinFast co 1€ cling ttng dung chiéu nay khi cho moi nguoi
binh chon mau xe dién ma ho yéu thich nhét trén trang cua

cong ty (tai www.binhchonmauxe.vinfast.vn).

8583 o

OK, vdy nén sau nay néu vo hay nguoi yéu cta ban cé
hoi: “Em n&u ¢ ngon khong,” thi ban biét rang khong phai
nang nghi minh n&u do va cho ban an ui dau. Nang thuc sy
nghi minh ndu ngon, tham chi chuyén hén sang lam dau bép
nha hang lu6n cling dwoc. Liéu liéu ma tra 1oi cho chinh xéc

va chan thanh nhé. Chic ban may man va an toan!
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Hiéu &rng chim moi (tap 2)

Thinghiém 1

Pay la mot thi nghiém tam ly. Hay nhin ki bang phia
duwdi trong 5 giay roi lat sang trang 19 dé€ tra 101 cau hoi ¢
hang dudi cung (nho la 5 gidy thoi, nha khoa hoc ma, nén
thanh that nhé):

San pham A San pham B

Gia goc 93 USD 89 USD

Gia khuyén mai 79 USD 75 USD

17



Su Vi Dieu Cua Toan Hoc

Ai thdng minh hon hoc sinh I6p 57

Hoc hét 16p 5, ta coi nhw da nam vitng dwoc hét cac phép
todn co ban nhw cdng, trir, nhan, chia, tinh todn phan tram
cac kiéu. Tuy nhién, sau khi lan 1n thwong treong vai nam,
nguodi viét sich nay méi phat hién ra rang minh khong gioi
cong trit nhan chia nhw van tuéng, va 1& ra minh can phai
hoc hanh dang hoang hon & cédp ti€u hoc méi phai.

Dan kinh doanh la nhitng ngwoi vo cung gidi voi nhiing
con s8, nhat 12 khi nhitng con s& ay gan lién véi tai tién cta
ho. Ho sé cang nguy hiém hon néu hiéu cach dau 6c cta
khach hang van hanh khi tinh toan va tim céch tan dung
hiéu biét nay. D€ thay cach van dung va két hgp linh hoat
gitta tam ly va toan hoc cia dan kinh doanh, ta sé ty thw
thach ban than minh bang vai vi du cac chinh sach giam gia
khuyén mai thuong gdp. Ban thit tra 10oi mdy bai toan dwdi
day trude khi xem dap an, va hay chuan bi tinh than that ky

truede khi tra 1oi nhé!
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Hiéu irng chim moi (tap 2)

Dich vu van chuyén & phan tram khuyén mai

D€ chuyén quyén sach nay dén tan tay ban, cac tac gia
thuwong phai st dung cac dich vu van chuyén. Cac don vi
van chuyén nay rdt dong, va thuwong c6 chinh sach khuyén
mai dé€ 16i kéo khach hang vé véi ho. D€ t6i thi€u hoa chi
phi, cac tac gia thuwong phai tinh toan cuc ki can than dé
chon ra don vi tot nhét va c6 gia wu dai nhat.!

Gia s c6 hai don vj giao hang (A va B) lién hé nhém tac
gia, vdi cac diéu kién khuyén méi nhu sau:

- bon vi giao hang A: CU chi 10 triéu/thang trd 1én, anh
sé dugc giam 10% gia cudc.

- bon vi giao hang B: C chi 9 triéu/thang tr& Ién, anh sé
dugc tang thém 10% gia tri nap vao tai khoan khuyén
mai dé st dung tiép cho cac don hang sau.

Biét rang chi phi giao sach hang thang cta cac tac gia
da diéu kién tham gia khuyén mai & ca hai bén, va biét
rang chat lugng dich vu cda ho tuong duong nhau. Dé
dé tinh, ta gid s&r mbi don hang ta phai chi déng gia 20
nghin déng.

Do chi phi giao hang rat 16n, nén chi can mét vu diém
nho thoéi cling da tiét kiém dwoc rat nhiéu tién trong dai han
r6i. Néu ban la quan ly giao hang cua cac tac gia, ban sé
chon don vi nao? Chung tdi dat tron niém tin vao ban ddy

nhé!

! Cau hoi ctia Thi nghiém 1 6 trang 17: Ding xem lai phan trudc va tra 1oi:
Ban hay cho biét, A hay B giam gid nhiéu hon?

19



Hao Nhién - Quoc Khanh

Khuyén mai tha ga, di ra sach tui

thi thuong c¢6 nhiéu chinh sach giam gia cwc ky hap dan. O
mot s8 trang, tham chi ho con phdi hop cac chuwong trinh,
vita khuyén mai 1€ tét, vira khuyén mai cho cac khach hang

dung thé va tham chi c6 nhiéu chinh sach khuyén mai danh

Thong thuwong thi cac trang ban hang, cling nhu cac siéu

cho s8 luong nita, nhin ma hoa ca mat.

toan, ban phai chon duogc chwong trinh khuyén mai ¢6 loi

La mot nguoi tiéu dung thong minh, dong thoi lai rat gioi

nhéat cho minh. Vay bay gio moi ban chon thtt nha:

20

Gid str cé 2 trang ban sach chat lugng tuong duong cé
chuong trinh khuyén mai nhu sau:

- Trang ban sach X: Nhan dip 2/9, t&r ngay 1/9 dén 3/9,
khuyé&n mai gidm 30% cho tat ca cac sach. Uu dai gidm
cho khach hang c6 thé thanh vién 10% héa don. Nhan
dip nay, trang ban sach X cling giam gid thém 10% khi
mua 100 nghin tr& |1&én trong dung ngay 2/9. Khach hang
c6 thé s dung két hogp cung luc cac chuong trinh
khuyén mai.

- Trang ban sach Y: Nhan dip 2/9, khuyén mai giam 45%
cho tat ca cac loai sach.

Bi€t rang ban da thich mua séach tir lau, nén ban du tinh
chi vao khoang 200 nghin vao ngay 2/9. Va di nhién gia
bia sach thi & dau cling nhu nhau ca.

Ban sé mua o trang X hay trang Y?



Hiéu rng chim moi (tap 2)

Su that phoi bay
(a) Bai toan giao hang & khuyén mai tang thém

Ban chon B ding khong? Vi ca hai bén déu khuyén mai
10%, ma diéu kién cta bén B lai thdp hon bén A (B chi can 9
triéu la da duoc 10%, trong khi A thi phai 10 triéu médi giam
10%). Khi ca hai bén déu twong dong, thi chon ngudng 9

triéu sé tot hon.

Vay la ban chon B dung khong? Xin chia bu6n véi ban.
Ban da lam chang ta mat tién, oa oOa...
Minh cung tinh lai nhé:
- Néu chon A, ta giao dugc 500 don (10.000.000/20.000).
Ta dugc gidm 10% nén chi phai trd 9 triéu déng chan.

- N&u chon B, ta nap 9 triéu va trong tai khodn cla ta cé
9,9 triéu (9 triéu nap vao va 900 nghin tang thém). Vd4i
s6 tién nay, ta giao dugc 495 don hang
(9.900.000/20.000).

Tom lai, & ca hai truong hop, so tién thuc tra cho don vi
giao hang déu la 9 triéu. Tuy nhién, véi A, ta giao 500 don
hang, nhung véi B, ta chi giao dwoc 495 don hang!

Sao ma ky vay?

Thuc ra, B khong giam 10%. Ho tdng thém 10%. Va do la
miu chdt vdn dé. D& hiéu ban chit va dé so sanh, ta phai
quy vé mot cach tinh: Khi ta chi 9 triéu, va duoc tang thém
900 nghin (10%), dong nghia vdi viéc ta chi 9,9 triéu va duoc
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Hao Nhién - Quoc Khanh

giam 900 nghin. N6i cach khéc, diéu kién thuc sy cua B la

chi 9,9 triéu va duogc giam 9,09%.

Nhu vay, nguong duoc khuyén mai cta hai bén la xap xi
nhu nhau, nhung ty 1¢ dugc giam lai chénh nhau mét cach
bat ngd. Mau chdt déu bat ngudn tir sy khac biét giita
khuyén mai bang cdch gidm di va khuyén mai bing cach
ting thém! (Ngan gon thi tdng thém sé cho ao giac 1a nhiéu
hon giam di.)

Ban van con thay c6 gi d6 ky ky? Hay thit mot bai toan dé
hon nhé: Mua 1 tang 1 (tang 100%) sé twong dwong mua 2
va gidm gid 50%, dung khoéng? Gia st mdi san pham 10
nghin dong, thi ¢ ca hai treong hop, ban déu chi 10 nghin va
nhdn 2 sdn phdm, du cich mua 1 ting 1 nghe c6 vé nhiéu

hon cach giam gia 50%.

D& lam khich hang xodn ndo va khong thé tinh toan
duoc, dan ban hang thuong tdng thém nhiing con sé’ 1é. Vi
dy, nap 100 nghin tang 75% chéng han. Khach hang da s6
khong thé tinh ngay duoc con s& nay thue chat la giam bao

nhiéu phan trdm gid cudc (ban tinh nham th xem).

Tuyét chiéu nay phat huy hiéu qua manh nhat néu luong
ting thém la cdc don vi tinh bang tién. Vi dy, mua 5 géi mi
ting 1 goi mi sé khong cé tadc dung bang nap 100 nghin ting
20 nghin vao tai khoan, bdi don vi khuyén mai “nghin
dong” sé dugc nhanh chdng so sanh va 1an 16n véi tién mit
(va quén di rang 20 nghin phi cudc trong tai khoan khuyén
mai khong cé gid tri nhw 20 nghin dong tién mdt).

22



Hiéu irng chim moi (tap 2)

Vay thi gio ban da biét, khi cac hang mang di dong
khuyén mai tgng 50% vao tai khoan thi thyc ra ho giam gia

cudce dién thoai bao nhiéu phan tram roi nhé!!
(b) Bai todn mua sach & khuyén mai da tang

Co 1é ban da cin than hon va tinh lai. Néu vay thi chic
ban da phat hién ra rang, trang X bdn mdc hon trang Y, va
giang ho that la hiém 4c.

Khi mdi nhin, tdng cac chuong trinh cua X la
30%+10%+10%=50%. Tuy nhién, cach tinh ban ndng nay la
khéng chinh xac.

Dé dé twong tuong, ta gia st ban mua 200 nghin gié bia.
Khi d6, mua & X, ban sé duoc:
- Gidm 30% giad bia theo chinh sach chung, con 140
nghin.
- S dung ma khuyé&n mai, gidm 10% sé tién da chi ra,
tic la gidm 14 nghin (10% cla 140 nghin), con 126
nghin.

- SUr dung thé thanh vién, gidam 10% hoéa don, tic la 12,6
nghin (10% cda 126 nghin), con 113,4 nghin déng.

Nhu vay, tong giam gid thuc cua ban la 86,6 nghin dong,
tiec la... 43,3% so véi gia bia, chit khong phai 50%! Noi cach
khéc, chinh sach giam 45% gid bia cua Y vé thuc chat hap

1 Goi y ne, tang 50% titc la mua 2 tang 1 do; hay noéi cach khac la mua 3 va
trd tién 2.
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Hao Nhién - Qudc Khanh

dan hon chinh sach gidm gid da ting cua X (nhung thoat
nhin Y khong hdp dan bing).

Vén dé la, trong truong hop giam gia nhiéu tang nhu thé
nay, cach tinh ding phai la tinh nhan. Véi X, cong thic tinh
s6 lwong giam gia thuec sé la:

100% - (100%-30%)*(100%-10%)*(100%-10%) = 43,3%

(Giam bao nhiéu tang thi ta lai nhan thém bdy nhiéu. Vi
duy, néu bai toan lai giam tang th tw x%, thi ta nhan thém
con s0 thit tw 1a 100%—x%.)

Ban da chéng mat chua?

Mot vi du khac cho ban hiéu cong thire: Gia st chinh sach
giam gia ctia cong ty no cd 4 tang, lan lwot la giam 40%,
30%, 20%, 10% hoa don, khach hang c6 thé ap dung dong
thoi ca 4 chinh sach (cong lai ra 100% ludn, qua ngau!). Con
s0 thuc giam theo cong thiec la:

100%-(100%-40%)*(100%-30%)*(100%-20%)*(100%-10%) = 69,76%

RO rang, khong phai vi khach hang nao ciing dua tinh tdo
va du thoi gian dé tinh toan phttc tap nhuw thé nay.

Tuy vai phan tram c6 vé khong dang khi mua nhitng mat
hang thong thuong, nhung néu ap vao cac mat hang gia tri
16n (nha ctra, xe hoi, 1ai sudt giri ngan hang, hoac lai vay tra
gop...), thi nhitng chénh léch vai phan tram nay khong nho

chiit nao!
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Hiéu Ung chim moi (tap 2)

Cing nhuw bai toan giao hang ¢ trén, tuyét chiéu nay sé
httu hiéu hon khi con sd giam gid la con s6 1é (d€ khach
hang kho tinh todn nham, vi du nhu cac mutc giam la 12% ki
niém 12 thang thanh 1ap ctra hang, giam thém 20% cho
khach hang stt dung thé wu dai... néi chung la c6 mudn van
ly do d€ khuyén mai 1é phan tram). Va di nhién, chiéu nay
sé lai cang hiéu qua hon néu ap dung kem tuyét chiéu
khuyén mai tdng thém nhu da trinh bay ¢ trén. Néu ban con
tdng thém bang “tién” nita thi coi nhu khach hang khéi tinh
toan ludn. (Ki€u nhu “ban sé duoc tich liy 2% hoa don vao
thé thanh vién siéu thi...” chéng han, v4i hiéu biét tir chiéu
khuyén mai tang thém va chiéu khuyén mai da tang, d6 ban
tinh dwoc con s6 2% nay thuc t€ 1a gidm bao nhiéu phan

tram ddy.)

Vay lan sau, néu ban c6 gdp cac chuong trinh khuyén mdi
gidam gid da ting, kém khuyén mdi tdng thém va khuyén mai
s0" Ié nhu thé nay thi hdy cdn than, n6 giam khéng nhiéu
nhu ban twong dau. T6t nhat 1a ctt thu sdn cong thike trong
tay, khi gdp cac chiéu khuyén mai nay thi rat ra tinh ngay
cho giang ho ho né.
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Suy Nghiém Téng Bang Khéng

M6t nghé cho chin con han chin nghé

Dan marketing—du chuyén hay khong chuyén—ngay
nay chic cling déu da nghe qua céi goi la chién lwoc dinh vi.
Pai y nén tang ly luan cta dinh vi la mdi thuong hiéu/san
phdm chi nén (va chi c6 thé) chi€m mot ddc tinh nao do
trong dau khach hang. Thuwong hiéu nay thi chiém hitu dac
tinh nhanh, chd khéac thi ré, chd khéac nita thi gitip trang
rang, ké thi thom miéng... Rat kh6 cé thuong hiéu nao

chiém linh dwogc nhiéu dac tinh cung mot lac.

Tuy nhién, mdt s6 nguoi van khong tin vao y tudng nay
(hodc ¢6 thé don gian vi ho so m4t va mudn duoc tat), va
dinh vi réng san pham cta minh... chuyén tat ca moi thu:
vlra ngon, vita bg, vira ré, vira thom miéng, vira tréng rang,
vita ngin sau ring, vira lam rang chic khoe... Vay liéu rang,
c6 bang chitng khoa hoc nao cho thdy tap trung vao mdt vu
diém duy nhat sé c6 tac dung hon cach lam tat-ca-trong-mot

hay khong?
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Hiéu &ng chim moi (tap 2)

Thuec ra la c¢6. Khoa hoc tam ly goi phat hién nay la Suy
nghiém tdng bang khong.

Suy nghiém téng bang khéng

Trudc khi ndi vé suy nghiém! tdng bang khong (zero-sum
heuristics), ta phai bi€t nguén goc cai tén cua nd da. Tén cua
suy nghiém tong bang khong bat ngudn tr thuat ngir tong
bang khong tlr ly thuyét tro choi. Noi dung co ban nhu sau:

Mét trd choi dugc goi la trd choi téng bang khéng (zero-
sum game), néu téng dugc va méat cha nhirng ngudi
chai cdng lai bang 0 (tdrc la ngudi nay dugc thi ngudi kia
s& mat). N6i cach khac, khong thé xay ra truong hgp hai
ngudi cung thang (dugc) hoac cung thua (mat). Nhirng
tro chaoi khéng c6 dac tinh nay goi la tro choi téng khac
khéng (non-zero-sum game).

Mot s8 vi du vé tro choi tong bang khong:
- Banh cd: ngudi nay thang thi ngudi con lai chac chan
thua, hodc ca hai hoa va khéng ai dugc thém gi.
- Ca d6: tién thang cugc clia ngudi nay la tién thua cugc
chia ngudi kia.

! Nhu da ting chu thich 6 Hiéu 1tng chim moi (tdp 1), thi “Suy nghiém
(heuristic) trong tam ly hoc la phirong phap giai quyét van dé theo duong tit
d€ “giam tai” cho dau 6c. Cac phuong phap nay duwgce suy ra tir trai nghiém
thuee t&, va cd thé’ khdng phdi la phirong phép gidi quyét t6i wu. Vi du nhu trong
suy nghiém dénh gid nd luc, viéc danh gia gia tri san pham dua trén thoi gian
hoan thanh c¢6 thé duoc suy ra tir viéc da s6 san phdm tdn céng thwong c6 gia
tri. Cach danh gid nay khong hén la chinh xac, nhung gitp dau éc giam
luong théng tin can xt ly mdi [an phai dinh gia mét san pham.”
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Hao Nhién - Quéc Khanh

Mot s8 vi du vé tro choi tong khac khong:
- Ky hop déng hgp tac: néu hgp dong dugc ky két, ca
hai bén déu cé lgi.
- Mua theo nhém truyén théng: néu so6 lugng mua theo

nhém dat chi tiéu, tat cd nhirng ngudi mua sé dugc
chiét khau cao hon, ngudi ban thi ban dugc hang.

Bay gio ta sé quay lai chu dé chinh: suy nghiém tong
bang khéng. Suy nghiém tdng bang khéng cho rang, con
nguedi ludn c6 xu hwéng nghi ring moi thik déu cé dinh doi, dwoc
cai nay thi mat cai kia, ndi cach khac la khi cong cai duoc va
cai mat cua mdt quyét dinh thi ta sé duoc tong la 0. Néu san
pham ngon, b3, thi chic né khdng ré; néu ngon, ré thi chic
no6 khong bd; con néu nod bg, ré, thi khong ngon dau. Puoc
cai nay thi mat cai kia!

Xin cht y rang, vdn cé truong hop mot quyét dinh khong c6
téng bang khong, vi du nhw van c6 san phdm thuc sy vira
ngon, vira bd, vira ré; hay vira chic rang, vira thom miéng,
nhung trong dau chtng ta van khéng tin diéu nay. Nhing
treong hop ta c khing khing la tong bang khong, trong
khi thic ra né khac khong, goi la thién kién! tong bang

khong (zero-sum bias).

1 Thién kién (bias) 1a mot 16i mon (hay hé théng, khudn mau) tw duy danh
giad giai quyét van dé, nhung lai 1éch lac so voéi thuc t€. Vi du & thién kién
téng bang khong, thi cach dénh gia 16i mon rang céi gi cling c6 cai gia danh
déi sé lam sai léch sy thuc ré“mg ¢6 nhitng quyét dinh (hay su vat, san
pham...) thuee sy t6t & nhiéu khia canh.
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Hiéu &rng chim moi (tap 2)

Thi nghiém kem cao rau

Nam 2007, nha tam ly hoc Chernev da thyc hién mot thi
nghiém dé kiém tra xem liéu suy nghiém tong bang khong
6 ton tai trong thuc t& hay khong. Ong moi 227 sinh vién
treong Dai hoc Northwestern tham gia danh gia 5 loai san
ph&m khéc nhau, véi 3 cach quang cdo khac biét. Cu the:

- Cach A: chi tap trung vao mét dac tinh (loai kem cao
rau nay giap gitr am da).

- Cach B: chi tap trung vao mét ddc tinh khac (loai kem
cao rau nay gilp bao vé da).

- Cach C: quang cdo dong thai ca hai dac tinh (loai kem
cao rau nay vira gitip gir &m da, vira gitp bao vé da).

Sau qua trinh phan nhém dé danh gia cho chinh xac (kha
phtic tap nén ching ta sé khong nhac dén & day, cac ban
quan tam c6 thé xem tai liéu gdc dwoc dan & phan Tai liéu
tham khao), Chernev phat hién ra rang, khach hang nghi san
phdm nhém C sé khong vuot troi 6 bat ky dac tinh nao: Néu
can gitt am da, ho s€ chon A; néu can bao vé da, ho sé chon
B. Ho ciing nghi rdng C han phai c6 mtc giad ban cao hon A
va B (néi cach khac, ho nghi néu C hiéu qua dén vay, thi At
la né khong ré roi!).

Két qua tuwong tuw cling xay ra voi cac san pham khac nhu

kem dénh rang, bot giat...

Nhu vay, chuyén tdp trung tan cong va chiém linh mot

dac tinh duy nhat thuc sw ¢6 hiéu qua.
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Hao Nhién - Qudc Khanh

Mot s8 nha nghién cttu cho rang, con ngudi 6 cach suy
nghi ki€u tong bang khong don gian 1a do moi truong sdng:
Ho phai ti€p xtc véi qua nhiéu nhitng quang cdo, nhing
cong ty ltra d6i. Hon nita, viéc mot san pham c6 qud nhiéu
dac tinh tot (ma gia lai ré) thuwong khong c6 that. Do d6, ho

bat dau phong ngtra va s& hitu cach tu duy nhu trén.!

Tuy nhién, tam ly hoc tién hoda lai c6 mot cach giai thich
khac...
Cach giai thich khac tr tam ly hoc tién héa

Trudc day, mot s6 tac gia da phat hién ra suy nghiém
tdng bang khong, va rdt nhiéu nguodi da tim cach ly giai cach
te duy nay. Mot trong s6 nhitng cach giai thich dé hidu nhat
dua trén tam ly hoc tién hda.? Theo Meegan (2010), con
nguoi von song trong mot moi treong ma ngudn luc (thie
an, nudc udng, ban tinh...) luén cé gidi han, nén viéc mot
nguoi khac c6 dugc mot thi gi d6, dong nghia voi viéc ta da
mat di chinh thit d6 (trd choi tong bang khong). Vi du, néu

! Harry Dexter Kitson trong sach Chu du vao tam tri khdch hang (NXB Thoi
dai, 2015) da thong ké rang quang cdo néi ddi (tirc nhitng quang 4o hay dung
tit “nhdt” —vi du nhu “t6t nh4t” hay “ngon nhit”) né rd ngay tir nhitng nim
1900. Theo &ng, ban dau thi con nguoi ¢6 “sy ca tin nguyén thuy,” tic la tin
vao nhitng gi ho dwoc nghe. Tuy nhién, qua thoi gian, khi thuce t€ trdi nguoc
véi si ca tin nguyén thay, ho sé dan dé phong va diéu chinh lai niém tin ctia
minh.

2 Céc nha tam ly hoc tién hoa cho rz‘?mg, tam ly con nguoi la két qua cua
qua trinh tién hda va chon loc tw nhién. Xem cu th€ ¢ Chuwong 11, Higu ing
chim mdi, tdp 1 (NXB Kinh t& Tp. H6 Chi Minh, 2016).
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Hiéu &rng chim moi (tap 2)

anh nguoi tdi ¢ A vira lam chi X mang bau, thi anh B da
mat di mot ban tinh tiém nang. Néu khong cha y diém nay,
anh B nhiéu kha ndng sé mat canh gidc va mat hét sach ban
tinh. Do vay, qud trinh chon loc tw nhién chi con chtra lai
nhitng cd thé biét nhan ra ré“mg mot cai duwoc ludn di kem
voi mot cai mat, va néu moi nguoi déu dugc va khong mat
g1, thi ban than minh chinh la ngwoi mat.! B6 chinh la suy
nghiém tong bang khong ma mdi nguoi ching ta déu so
httu ngay nay, va do6i khi dwoc thé hién ra bz‘“mg su ghen ti,
theo nhu Hill va Buss (2008). Boi mdi noi, dieng trach cac ba
cac chi hay ghen, chang qua la do ban ning sinh ton ma
thoi!

Ung dung trong kinh doanh

1. Nhu da trinh bay ¢ thi nghiém kem cao rau, khi quang
ba san pham, nén chti ¥ ring nhitng san phim tip trung
vao mot dic tinh duy nhit sé dwgc danh gia cao hon vé dic
tinh d6 (so véi nhitng san phdm ki€u “cai gi cling tot”). Vay
thi hay tim trong s6 nhitng vu di€m cua san phdm minh mot
dac tinh ndi trdi nhat, dwoc danh gia 1a quan trong nhat doi
véi ting nhém khach hang, roi tap trung truyén tai théng

tin chi vé dac tinh nay. Hay nghi xem, liéu ban c¢6 tin va moi

1 Do thoi truede, con nguoi phai sdng trong diéu kién hoang da, thi€u thén
ngudn lyc, nén tro choi tong b?mg khong (nguoi nay dugc thl ngudi kia mat)
la qua phd bién. Tuy thoi nay mét s6 ngudn lwe da khong con it 6i nhu trude,
cudc sdng da day du hon, nhung suy nghiém tdng bang khong van ton tai
(nhu da néi & trén, thuong bicu hién bang s ghen ti).
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vé cdng ty cia minh mét chuyén gia tw van chuyén vé nghé
thuat lanh dao, dong thoi ciing chuyén vé nghé thuat khoi
nghiép, nghé thuat marketing, nghé thuat dau tu tai chinh,
nghé thuat dau tu bat dong san, nghé thudt quan ly khung
hoang, nghé thuat quan tri chudi cung ung lan nghé thuat
giai quyét xung dot hay khong? O, tham chi Albert Einstein

cting khong chuyén nhiéu thit cung lac dén vay!

2. Do anh huéng ctia suy nghiém tdng bang khong, mdi
khi nghe vé mét san phdm cung nhitng wu diém cta né,
ngwoi tiéu dung ludn vo thire tim ki€m nhing nhuwoc diém,
hay noi cach khac, ho ludén ¢d xac dinh thit phai danh doéi dé
c6 nhitng dac tinh tot nay, va thuwong thi nhuoc di€m cing
phai xap xi uvu diém. Khd mot ndi, mot khi ta da &€ cho ho
tu suy dién vé nhiing diém tiéu cuc, thi moi th déu c6 thé

xay ra: ho sé nghi dén nhitng thit tiéu cwec nhat.

Dé ngén diéu nay, ta c6 thé giup ho tim diém tiéu cyc d€
danh déi véi san phdm. Vi du, néu ban ban mot chi€éc dong
h6 Michael Kors, ban phai chi ra rang gid ctia né khong he
ré (néu khong khach sé nghi ngo rang... cé khi nao day la
dong ho gia?). Néu ban nhap hang chinh hang va gid ca phai
chang, hay chi ra rafmg khach hang s€ phai doi lau mot chut,

do ban chi doi khach dat hang r6i mdi nhap hang vé...!

3. Mét phuwong phap khac ciing hay duwoc nhiéu nguoi st
dung, d6 la chi ra rang ban than di bi roi vao tinh thé bat

1 Xem thém Hiéu tng sai lam (Chuong 14 va 15), Higu itng chim mdi tép 1.
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budc nén méi phéi ban san phim ngon bé ré cho nguwoi
khac. Vi duy, néu 1én cdc trang sang quan ca phé, ban sé hay
thdy nguoi ban “ké kh§” rang minh dang lam &n ngon thi
phai di du hoc, rang quan dang ban t6t thi phai chuyén cong
tac... Nhu vay, nhitng vu di€m cta san phadm da dwoc can
bang bang th& khé ctia chinh nguoi ban. Tuy nhién, tuyét
chiéu nay da bi lam dung qua nhiéu, nén ¢ mét s6 nganh sé

khong con hiéu qua nira.

Néu ban la nguwoi mua va gép tinh trang k& kh8 nhuw trén,
thi cling can tinh tdo va danh gia san phdm mot cach can
than, ditng quan tam dén nhitng “canh doi khé cuc” ma
nguoi ban “ché bién” vao: Ban dau ¢ mua canh khd cta ho

ma quan tam!
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Suc Manh Cua Su Ghen Ti

S6ng don gidn cho doi thanh than

Nhu di néi ngay & chuong trudc (Suy nghiém tdng bang
khéng),! d€ ton tai, con nguoi budc phai y thiec duoc rang
nguon luc la ¢6 han, va viéc mot nguoi nao d6 khéac cé duoc
moét thte gi d6, ddng nghia voi viéc ban than ta da mat di
mot tht twong tu. Trong mot quan thé nguwoi xwa, néu anh
duoc miéng thit, thi dong nghia véi viéc to6i mat di mot
miéng thit va c6 thé chét d6i néu khong dé€ y chuyén nay.
Toi ghen ti vi anh c6 thit, mau néng bdc 1én. Hién thi t6i tw
nht [an sau phai canh gianh vé cho minh phén hon, di thi
toi di tim cai chay dén gia cho anh mét tran. Trong cai xa
hoi khoé khan thoi d6, néu toi khong biét ghen ti (anh tdi 1ay
thit, t6i moi; anh tdi xin vg t0i, toi cling vui vé cho), t6i sé

khong thé€ ton tai va duy tri v6én gene ctia minh cho cac thé

! Chuwong nay ciing c6 nhiéu y tirdng dwa trén Thuyét so sanh xa hoi & tap
trie6e (Chwong 12, Higu itng chim mbi, tdp 1). C6 thé xem day la phan tiép ndi
ctia Thuyét so sanh xa hi.
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hé sau. Noi cach khac, chi c6 cac ca thé biét ghen ti mdi ¢
thé c6 con chau (la chung ta ngay nay day!). Gidng nguoi
khong biét ghen ti da tuyét diét lau roi.

Thé nhung, trong thoi dai ngay nay, khi ma nguon luc
d6i khi du thtra, thi viéc ghen ti lai lam doi séng con ngwoi
khong hanh phuc nhu truede. Toi thdy anh mua xe, t6i ghen
ti va nghi t6i chuyén mua xe (du to6i khong can); t6i thay anh
cwdi vo dep, tdi cling ghen ti va bat d4u mudn tim vo dep
hon (du1 ¢6 vé vo t6i khong thich céi y tudng nay cho 1am).
Tat ca nhitng viéc lam d€ théoa man nhitng nhu cau khong hé
c6 that (tac gia tam goi la nhu cau ao0) nay thuong sé khién

ta di dén sai [Am.

Va moi chuyén sé con sai hon ca sai néu nhiing tay ban
hang tinh ranh biét tan dung suw ghen ti cua khach hang...

Loi khen clia g& ban hang
Hai nha khoa hoc dén tir Hong Kong, Chan va Sengupta
(2013), da lam thi nghiém d€ kiém tra xem 101 khen ngoi cé
tac dong nhu thé nao ddi véi nguoi quan sat (khong duoc
khen). Ngwoi tham gia thi nghiém dwoc moi danh gid mot
tinh huéng nhu sau:
Khi dang mua sdm trong mot ctra hang thoi trang,

mot anh ban hang (tam goi la Joey) dén va khen mot
khach hang ¢ gan d6 la mdc d6 rét dep, rat c6 gu.
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Néu 1a ban, ban nghi rdng minh s& cam thay va phan ting

ra sao?

K&t qua nhu thé nay, Chan va Sengupta thay rang, du
ngwoi khong dwoc khen c¢é danh gia 10i khen cta Joey cé
phai la that long hay khong, thi ho van cam thdy cé sw ghen
ti nhen nhém trong long. Sy ghen ti nay thoéi thic ho cé
nhiing hanh dong d€ giam bt sy ghen ti (mua quén ao, vay
dam d€ thdy minh cling cé gu khong kém ai kia), va do6 sé la
tht quyét dinh viéc mua hang ctia ho. Sau mot khoang thoi
gian (trong thi nghiém la 30 phut sau khi ching kién loi
khen cua Joey), thi tdt ca nhitng danh gia vé 10i khen cua
Joey tan bién bét, chi chira lai... sg ghen ti va nhu cdu mudn
giam bét su ghen ti (ttkc la sy théi thic mudn mua hang).
Thuc t€ la nhitng nguoi khong duoc khen (va phai nhin
nguoi khac duoc khen) sau mot khoang thoi gian ngan sé
wu 4i va ¢6 xu huéng mua nhitng mau “phong cach” hon
(va di nhién dat tién hon) 1a nhitng nguoi khoéng ching kién
10i khen.

MOt nhan cach tot

Trong cung bai bdo, Chan va Sengupta cling lam mét thi
nghiém nho khac. Céac sinh vién Dai hoc Khoa hoc Ky thuat
Hoéng Kong duoc cho lam mét bai danh gia tinh cach, sau d6
duoc cho doc bai lam ctia mot sinh vién khac (véi két qua
rat tot). Mot nita s6 sinh vién tham gia thi nghiém dwoc bao

rang, sinh vién khac nay la ban cung trueong, cung chuong
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trinh; ntra con lai dwoc bao rang day la két qua ctia mot du

hoc sinh tir chau Au sang hoc.

Két qua 1a, su ghen ti cia ngwoi tham gia thi nghiém d6i
véi ban ctia minh ting cao hon ca khi biét rang ga nay hoc
cung truong, cung chwong trinh véi minh (tic la c6 nhiéu
diém twong dong). No6i cach khac, su twong dong cang cao,

thi mtc d6 ghen ti cang 16n (ciing dé hiéu!).

Ung dung trong kinh doanh

1. S dung 10i khen cho m¢t khach hang khi ho ¢ cung
nhitng khach hang khac. Nhu da trinh bay ¢ trén, 10i khen
c6 tdc dong manh liét véi nhoém khéach hang hay ghen ti. Bo
la 1y do vi sao mot s6 tay ban hang ma manh thwong chi tap
trung vao khen mot khach hang (d6i khi khach hang nay la
“chim xanh” ctia chinh ctta hang cai vao) du xung quanh c6
rat nhiéu nguoi. Mot sd khac thuwong hay déang anh va khen
khach hang, hoc vién ctia minh 1én mang xa hgi. Cé nguoi
(ban bat dong san chang han) thudng moi vai ba khach dén
xem san pham cung ltc d€ kich thich sy ganh dua lan nhau

gitta ho.

Day la mot chiéu wa dung ctia dan ban hang, va khong
may cho ngwoi mua la né vo cung hiéu qua. Cach duy nhat
d€ tranh 1a luyén cho minh moét tw duy thuan ly tri (chi tw
duy bang con s8, dua trén nhu cau thuc sw) va mot 16i séng
don gian khong so do véi ai. Biét la rat kho, nhung danh

phai tht chit biét lam sao!
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2. Pua ra thanh twu ctia nguoi quen biét xung quanh d¢€
kich thich d6i twong thuwc hién theo y d6. Trong mdt bai dién
thuyét TED,! Alex Lasley da ké rang, 6ng cung cac dong su
da rat vat va tim moi cach d€ thuyét phuc nguwoi dan tiét
kiém dién nhung khong dwoc. Cudi cung, ho da tim ra mot
cach. Ho néi: “77% hang xém ciia ban da tit may lanh va ding
quat.” Pugc nghe rang minh dang lang phi hon ba con chdom

x6m, hau hét moi nguoi déu ty dong tiét kiém dién hon.

Sau thanh cdng ctia chuong trinh trén, Alex Lasley cung
dong sy Dan Yates da mo cong ty Opower (ma ching khoan
OPWR), chuyén nghién cttu va cho két qua lueong dién tiéu
thu cta mbi nguoi va so sanh voi lwong dién tiéu thu cua
nhitng nha khac tuong tu. Theo thong cao bao chi nam 2016,
Opower da gitp thé gidi ti€t kiém duoc dén 11 TWh (tic la
11 ty kWh)! Xin thong tin thém cho ban doc: Ngay 2/5/2016,
Oracle mua lai Opower véi mttc gid 532 trieu USD, mot cai

két ¢ hau cho cac chuyén gia tiét kiém dién.

N6i chuyén ¢ troi Tay c6 vé xa voi. Thuc ra ngay o Viét
Nam, cac chuyén gia cling da tng dung chiéu nay cuc ki
thuan thuc. Hay nhin xung quanh xem, cac 16p hoc tiéng
Anh déu trung ra két qua thi t6t lanh cta hoc vién (nay thi
TOEIC 990, nay thi IELTS 8.0), cac 16p hoc quang cdo déu
trung ra doanh thu cua hoc vién sau khi hoc bao nhiéu dé

! Moi ban xem day du bai dién thuyét ctia Alex Lasley tai day:
https://www.ted.com/talks/alex_laskey_how_behavioral_science_can_lower_
your_energy_bill
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thang (mdi thang nghin don chang han), tat ca la d€ kich
thich s so sanh va su ghen ti trong 1ong mdi nguwdi ma thoi.
Di nhién, nhitng hoc vién nay sé dugc thay gido cung trung
tam tang thém nhitng 10i khen c6 canh (theo nhu tng dung
1), khién cho nhitng nguwoi xung quanh khong thé khong
cam thay ghen ti d6i phan.

3. Tang hoic giam gid manh sin phim cho mét vdi
nguoi trong cong dong. Day 1a mot chiéu vo cung hiéu qua,
nhung theo y kién chu quan cua nguoi viét thi c¢6 phan hoi

" x4

aC 77

Nhu da ndi, nhitng nguoi cang c¢6 nhiéu diém giong nhau
thi sy so sdnh va ghen ti cang c6 tac dong manh. Hon nita, 6
cac cong dong hay tap thé c6 sy gan két va lién lac thuong
xuyén, thi kha nang thanh vién cdng dong cé thé thdy va
ghen ti cling 16n hon nhiéu (dac biét la & vung nong thon).
Mot s6 cong ty da tang hodc giam gia manh cho mot vai
thanh vién céng dong, gieo san phdm vao cdng dong nay, tir
d6 tao sw mat can bang va nhen 1én Itra ghen ti trong long

nhitng nguoi chua sd hitu san pham.

Céc ban doc c6 dip 6 hay tham cac vung nong thon sé
thuong thady cac cudc “chay dua va trang,” & d6 cac san
pham nhw ti vi, xe mdy... xuadt hién & bat ky nha nao sé
nhanh chéng phu séng toan b lang trén xém dudi. Chinh
tdc gia da duwgc ching kién mot cudc chay dua sam xe may
dién cho cac tré 16p 8, 16p 9, manh dén ndi nha truong phai

tich thu xe va yéu cau phu huynh 1én lam cam két méi dwoc
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1ay vé (that budn khi thdy nhitng gia dinh thu nhép rat thap

van chét chiu titng d6ng mua cho con bang ban bang be!).

Nhu da nhéc lai nhiéu 1an, sy ghen ti 1a mot vii khi cuc
manh, cac ban xem xét st dung sao cho ditng trai vdi lwong

tdm cuia chinh minh.

4. Tao ra cic san phidm gitp so sanh lan nhau (tuyét
chiéu “gwong thian”). Con nguoi that ky la, du biét sé ghen
ti, nhung ho vin mudn biét nhitng “chi s6” ctia ngudi khéc
d€ c6 thé so sanh (lai mdt anh huwong nira cua chon loc tw
nhién ching?). D6 la ly do vi sao nhitng san phdm giup so
sanh nhu Alexa (so sanh thit hang website), hay cac bai
danh gia tinh cach, nang luc... hay tham chi cac chi sd so
sanh qudc gia (chi s6 hanh phtc, chi s6... tiéu thu bia) luén
c6 dat s6ng, va sdng tot nira kia! Do vay, néu ban nghi duoc
mot chi s6 nao dé c6 thé can dong do dém dugc va cd thé
kich cho moi nguoi ghen ti 1an nhau, ban c6 thé 1am giau twr
né! (Xin chi y rang cac tac gia khong khuyén khich viéc
budn ban cac chi s6 phi khoa hoc khéng cé gia tri. Hon nita,
van c6 nhitng chi s8 cuc ky déng tin ciy. Tuy nhién, day la
cach “lam giau” ma nhiéu nguoi da va dang lam, do d¢,
chting t6i van phai viét ra & moi nguedi hi€u va phong tranh
khi can.)

Trong quyén Béng ma danh vong, Harry Reichenbach da
ké lai mot cau chuyén cé thé lam hinh mau cho tng dung
nay: Ong cting Heinrich Von Tietjen t8 chttc mét cudc thi

hoa hau dia phuong ¢ Ronceverte, West Virginia. Nguoi
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binh chon phai mua phiéu d€ bau, va nguoi dwoc nhiéu
phiéu nhat sé thanh hoa hau. C)ng con cd tinh nhét thém mot
cd gai ngheo khd vao “top 1”7 bang tong sip tam thoi, khién
cho mau ghen ti ctia nhitng c6 ti€u thu dai cac bdc 1én cao.
Két qua cubi cung la mot “cudc chay dua vii trang” lam giau
cho ban t8 chitc. (Thay “phiéu bau” bing “tin nhin tong
dai” rdi ngdm lai cudc séng quanh minh, ban sé chot thay
nhiéu thit hay ho!)

bkt ot ok
“"Guong kia ngu & trén tudng! Thé gian ai dep dugc
dudng nhu ta?”

“Thua hoang hau, ¢ day ngudi dep tuyét tran! Nhung
ngudi rét xuéng hang nhi rdi. Bach Tuyét vira méi huy
déng 7 chd lun nhén tin hang loat Ién tdng dai xong!”

41



Hai Quy Tac Gieo Y Tuong

Don dudng cho § tudng khai nguon

Trong tac pham Khoa hoc diéu tri khién tdm (NXB Kinh t&
Tp. H6 Chi Minh, 2016), nha tam ly hoc Walter Dill Scott da
néu ra hai quy tic hoat ddng cta y twdng, cu thé la:

(1) Moi y tudng vé mdt hanh déng sé dan dén hanh
dong, trir khi bi ngan cdn bdi mot y tudng hodc tac
dong vat ly d6i nghich.’

(2) Moi y tudng hay két luan, mét khi d& xam nhép vao
tam tri, sé dugc mac dinh la ddng cho tdi khi xuat hién
y twdng d6i nghich.

Hai quy tac nay c6 vé don gian va dé hiéu, nhung no6 cé
sttc manh vo cung to 16n. Giai thich don gian, néu toi bao

ban rang “sach ctia Ecoblader rat hay, ban phai mua sach

1 T4c ddng vat ly déi nghich & day la nhitng vat thé ngan can hanh déng.
Vi dy, mdt em bé dugc gieo y tuong bo tay vao miéng ngam sé khong thé
thic hién hanh dong néu nhu dang dugc me deo khau trang. Chiéc khau
trang ¢ day la tdc déng vat ly d6i nghich (véi y twong bo tay vao miéng).
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Ecoblader” thi trit khi trong dau ban xudt hién cac y tuong
d6i nghich (vi du nhu ban da ting doc sach Ecoblader va
khong thdy hay chang han, hay trudc day ban ting bi lira
bang cau ndéi trén), thi y twdng ma toi gieo vao dau ban
(sach Ecoblader hay, phai mua sach Ecoblader) sé dwoc mdc
dinh la dung va sé dwoc thwc thi khi ban gap co hdi mua va

doc sach Ecoblader sau nay.!

Can chu y diém nay: cdc y twong ban tiép nhin lin diu sé
dwgc mdc dinh la diing, chit khong phadi mdc dinh la sai. N6i cach
khac, néu ban c6 thé gieo mot y twong khoi nguén vao dau
khéach hang (hay d6i tac, hay vo ban...), va tim dwogc cach
“don dep” hét cac y twong d6i nghich, thi y twong khai
ngudn nay sé rat tw nhién ndy mam va séng tot trong tam tri
khach hang. Nhuw vay, khong cin 1y ludn diing vé y twong tich
cwc nhiéu, chi cin khong dé khich hang cé co hdi nghi dén y
twong doi nghich (tiéu cwc) la du. Day cling la nguyén ly co

ban caa thuat théi mién.

Ung dung trong kinh doanh

1. Loai bé ngay lap tikc bit ky y twdng ddi nghich nao:

Dua vao hai quy tac hoat dong ctia y twong, co thé thiy

1 Diéu nay ddc biét ding néu y twong duoc gieo qua moi mé va chua cd y
twdng d6i nghich. Vi dy, néu t6i néi réng “Yamashita Cola (ILFI—3) la
mot thit nude giai khat ¢ ga vi cay nong xudt xi tir Nhat Ban,” thi dau tién
ban sé cho né la ding, vi ban chua bao gi¢ nghe dén Yamashita Cola ca (va
do d6 chua bao gid ¢6 y tudng d6i nghich). Ban ty héi vi sao tdi biét chic
chén 1a ban chua titng nghe? La vi &6 1a mot thuong hiéu giai khat khong c6
that, toi vira ché ra thoi.

43



Hao Nhién - Quoc Khanh

ngay tng dung: tim moi cach loai bo moi y twong doi

nghich tiém nang.! C6 thé 1dy vai vi du don gian:

- T4t ca nhitng nguoi quan ly fanpage chuyén nghiép déu
loai bo (xba, an) cac 101 binh luan cé kha nang lam nay sinh
y tudng d6i nghich. Tham chi mot s fanpage con chén lu6n
tir trizng nudc kha nang phat sinh y twéng d8i nghich bang
cach cdm binh luan. Ho biét rang, du y twong ddi nghich c6
vd ly dén dau, thi viéc d€ né xuat hién trudc mét khach
hang sé lam con dudng nay mam cta y twdng khoi nguén
kho khan hon. Do vay, xdéa binh luén tiéu cyc van t8t hon 1a
tim cach tranh ludn “cho ra nhé” véi nhitng binh luan nay
(di nhién la sau d6 phai tim cach giai quyét tan géc cac van
dé, x6a chi 1a mot hanh dong tic thoi ngan khong cho rac
roi tién xa hon ma thoi).

- Khong bao gid nhic dén nhitng y tudng tiéu cwc khi
quang ba san pham. Nén nhé rang khi thém mot y twéng
(du tich cyc hay tiéu cuc) vao quang cdo, ban sé phai tra tién
cho né (vi lam tang d6 dai va khong gian quang cdo bao;
hodc tdng thoi luwong phat séng cua TVC, lam gidm khong
gian va thoi lwong cho cac y tuong khac...), va thuong thi y
twdng tiéu cwec khong cé hiéu qua, nghia 1a ban da phi tién.
Thé nhung, nhiéu ngudi viét quang cao van cé théi quen

néu ra mot s6 y tuwdng tiéu cuc roi hy vong c6 thé dung kha

1Y tudng nay ciing dwoc nhic dén trong quyén Chu du vao tam tri khich
hang va Hiéu itng chim mdi, tdp 1. C6 thé thay, hau hét cac nha tam ly hoc déu
dbng tinh v6i quan diém nay.

44



Hiéu &rng chim moi (tap 2)

nang ly ludn cua minh d€ dédp tan cac y tudng tiéu cuc nay.
Vi du gan day, nguoi viét c¢6 thdy mot thuong hiéu quang
cdo trén fanpage cuia ho nhw sau:

Shop thu tién tan nagi khi giao hang va chdp nhan dai

tra, nén ban khong phai lo hang kém chat lugng hay Itra
dao.

Thuc sy khéng dinh nhu trén 1a tot, nhung sé t6t hon nita
néu nguoi viét quang cdo loai bo di y twong d6i nghich (kha
nang hang kém chat lugng, kha nang bi lira) ngay tit trong
triing nuwedc. LE ra ho nén viét nhu sau la du:

Shop thu tién tan noi khi giao hang va chdp nhan doi
tra.

Vira ngan gon, vita hiéu qua hon, lai khong bi tac dung

phu!t

2. Néu ban dang lam trong mot nganh méi, cd it tai tiéng,
thi ban khong can chi nhiéu tién d€ néi vé cac y tudng tich
cyc, ma chi can ngin y tudng tiéu cwc dén tai nguwoi diung
ma thoi. S€ tiét kiém mot lwong chi phi kha kha!

Mot vi du dé thdy nhat 1a qud trinh gieo y tudéng trong
dau cac sinh vién nam nhat vira nhap hoc (nhét 1a sinh vién
0 tinh dén mot thanh ph6 khac d€ hoc). Moi san phdm (&
day la cau lac b9, déi nhom, hinh thitc kinh doanh, cong

ty...) ddi voi ho déu qua méi mé, nén da sd sé khong cé san

! Céch néi nay ciing gitp tranh dong tu twdng bi ré nhanh. Xem Phu luc 2
cta Hiéu teng chim mbi tip 1.
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Hao Nhién - Quéc Khanh

y twdng d6i nghich voi cac san pham nay. Do d6, cac san
pham tiép can ho dau tién déu dé dang gieo vao dau ho y
twong khoi ngudn dan téi hanh dong (hdy tham gia cau lac
bd XYZ, hay tht hinh thitc kinh doanh ABC...). Chinh quy
ddc gia c6 thé ty quan sat va thay rang nhitng nguoi tiép
can va gieo y tuwdng dau tién sé c¢d nhiéu kha nang diéu
khién hanh dong (tham gia, ddng ky, dung thtt...) cua sinh
vién ndm nhét. Ho khong can ndi nhiéu, viéc duy nhat ho
phai lam la nhanh chéng gieo y tudng trudc khi cac y twong
d6i nghich kip xudt hién (tr trdi nghiém cua sinh vién, hay
ttr bdo dai...). D4y ro rang la mét thoi di€m rdt quan trong,
va rat nguy hiém néu nguoi gieo y twdng st dung hi€u biét

nay d€ lam nhitng diéu xdu.
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Hiéu ng chim moi (tap 2)

Thi nghiém 2a

Day la mét thi nghiém tam ly. Hay nhin san pham phia
dudi va gia tién trong 3 gidy roi 1at sang trang 49 dé tra 1oi
cau hoi cudi trang (nhé 1a 3 gidy thoi, nha khoa hoc ma, nén
thanh that nhé):

_

$211
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Sdc Manh Cuia Chuyén Bong Ria

Su kg diéu cua nhing ch meo goi khach

Chic ban ciing biét, nhitng quang cido c6 chuyén dong
ludn thu hat sy chu y t6t hon nhitng quang cdo tinh. Nhitng
ctta hiéu xung quanh ban luén c6 gé’mg lam bién hiéu nhéap
nhdy thay vi gitt nguyén, va khi 1én mang, cac quang cao
cling thay doi lién tuc. Thé nhung, ban c6 biét tai sao ban
than minh va nhitng ngwoi xung quanh déu chiu anh hudng

manh cta s chuyén dong dén nhu vay?

M4u chét nam & hang triéu ndm vé trudc...
Cudc chién sinh ton cla té tién loai nguoi

Hang triéu nam trudc, t6 tién con nguoi ludén phai ddi
madt véi nhitng mdi hoa quanh minh. Qu4 trinh chon loc tw
nhién bat dau. Céc ca thé nhay véi chuyén déng, cé thé phat
hién ra nhitng s dich chuyén nho nhét dé€ chay thoat than.

Nguoc lai, cac ca thé kém nhay hon sé chét duwéi nanh vuét

cua tht san moi, nhitng hon d4 roi va nhitng canh cay gay.
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Hiéu &ng chim moi (tap 2)

Sau hang loat cac bién c6, chi nhitng ca thé c6 gene nhay
cam véi chuyén dong méi ton tai dén lac trudng thanh va
sinh con dé cai. Thé la t&t tit, gene nhay cam vdi chuyén
dong tré thanh th mic dinh & nhitng thé hé sau. Trai qua
hang triéu ndm, tuy khéng con phai sudt ngay dé phong cac
hiém hoa chét ngwoi rinh rap (& thi, trt dung xe va nha do),
con ngudi hién dai van gitt gene “default” d6 va ludn cha y

voi nhitng tht hay dich chuyén xung quanh minh.!

Biét dugc dédc diém nhay vdi chuyén dong cua loai nguoi,
nhiéu nha quang cao bat dau cho thém su chuyén dong vao

quang cado, nhung...

Diém quan trong bat dau tir day. Nhu vay, tuy chuyén
con nguoi nhay cam véi chuyén dong la qua hién nhién,
nhung sau khi hiéu dugc ngudn gdc ctia ban tinh nay, ta
phat hién ra rang, con ngudi khong nhat thiét chi nhay cam
v6i nhitng th ndm & trung tim sy cha y. Cac bién hiéu
nhdp nhdy, cac banner quang cdo chay lién tuc trén cédc
trang web hay 0 cac ctta hiéu c6 thé thu hut sy chu y, nhung
lai khién quang cdo trd nén kém tinh t€, va c6 thé gy tac
dung phu. RG rang, néu chi thu hut sy cht y nhung lai kém

theo cam gidc tiéu cyc thi chang hay chat nao.

1 Pay la cach giai thich cta trieong phai tam ly hoc tién héa da dwoc trinh
bay trong Hiéu ttng chim moi, tdp 1 va Chu du vao tém tri khich hang.

2 Cau héi cua Thi nghiém 2a: Khéng dung cong cu tinh toan, khong lat lai
trang truedc, hay tra 10i trong 5 gidy cau hoi sau ddy: Theo ban, chiéc tu ¢
guong trang diém ¢ hinh truedc giam bao nhiéu phan trdm?
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Hao Nhién - Qudc Khanh

Céi hay nam & su van dong nam ngoai ria sy chu y
(chuyén dong ria, hay nhitng chuyén dong ma ban than ta
cting khéng d€ y dén). Nhin lai qua trinh chon loc tw nhién,
si nhay cam khong chi 4p dung véi nhitng tht nam ngay
triedc mat, ma con & nhitng thw nam O ria fAm mat nira. Mot
con vuon ngurdi mudn ton tai dwoc thi khong chi phai nhay
voi nhitng su chuyén déng nam ngay tredc mit né, ma con
phai rdt nhay véi nhiing chuyén déng cuc nho, nhue mot cai

rung cdy, mét ngon gi6é nhe twdéng ching vo6 hai.!

Va chinh dic diém nay dan ta dén ly do vi sao nhiéu

quan hay c6é nhitng cht meo goi khach...

Ung dung trong kinh doanh

Nhitng nha marketing dai tai thwong hay tng dung su
chuyén dong ria. Ho khong truc tiép dap thang banner nhap
nhdy vao mit khach hang. Ho chi cho mét it chuyén dong
nhe, nhung du stitc thu hut sy cha y theo cach vo cung tuw
nhién ma chinh khach hang ciing khong nhan ra dwogc. Vi
du, 6 moét s cira hang thoi trang, thay vi cho bién hiéu nhdp
nhdy, ho chi don gian cho gi6 thoi lam chiéc vay trén ma-
no-canh bay nhe nhe. O mot sb quéan an, ddc biét la quan
nuong, chu quan thuong cho khoi thitec an bay bay. Va day
ciing la li do nhitng chi meo du khéach ¢ nhiéu quan lai hitu

dung bat ngo. Cudi cung, khach hang thuong budc vao

1 P& tim hiéu sdu hon vé chuyén déng ria (va thi gidc ngoai vi), cac ban c6
thé xem phéan Phu lyc.
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Hiéu rng chim moi (tap 2)

nhitng tiém nay ma ciing chang dé¢ y dén nhitng th nho
nhat kia!

Gan day, mdt s6 quan con ung dung két hop nhiéu hiéu
biét tir tdm ly hoc tién hoda lai véi nhau, trong treong hop
nay la chuyén dong va S.E.X. Ho cho dung mét s ma-no-
canh hinh ¢6 gai déang chuan, mic vdy ngan va cam tidm
bang dua qua dua lai lién héi. Tam bang ghi: “Trai cay nhap
khau, chi xxx dong...” (Cac ban & Thanh phd H6 Chi Minh,
di ngang qua duong Nguyén Thi Thap hodc duong Khanh
Hoi ¢6 thé da thdy co gai nay).

Boi mai ndi, quan sat dwoc hién twong tir kinh nghiém la
tot, nhung d€ van dung chinh xac, marketer budc phai hiéu
ban chat khoa hoc cua hién twong. Nhitng nguoi theo chu
nghia kinh nghiém thuwong chi tap trung vao sy chuyén
dong trung tdm va chiu nhiéu ton that khong dang co.
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Hieu Ung Ao Tudng Hoan Thanh

Chi ¢an tudng tuong théi anh cling thdy vui roil

Cé ban nao da tirng cung nhém ban hitu ctia minh ngbi &
mot quan ca phé cdc, r6i nhin quanh va bt dau ban luan vé
chuyén lam an cta chinh cai quan nay chwa? Sau mot hoi
dam dao thi ca bon gat gu nghi, 6 tui minh tinh toan hay
qua, hay la gio anh chi em gop tién gop stec lai khoi nghiép
ludn mét quan ca phé cho vii tru nay biét danh biét tiéng!
Cau chuyén ngay cang di sau vao chi tiét, tham chi tdi viéc
thdng A sé& lo tim ngudn ca phé, ciu B sé lo kiém mit bang,
con cht C thi im nhan sw nhé, ¢ nhw 1a sip mé quan that
dén noi roi dy. R6i sau khi ban xong, ca bon giai tan, long
dira nao dira ndy ngat ngdy vi sap thanh dan khéi nghiép ca
phé, sap ndi tiéng nhu Starbucks téi noi roi. Mbi dira long
vui dén ndi 1én giwong r6i van thdy hiing thi, d€ roi sang
mai day thi lai ltr dir ndm nuwdng, con cai quan ay thi chang
biét bao gio mdi thanh hinh.

Hay c6 nam nao ma ban lai khong tw hita nhu sau:
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Hiéu ng chim moi (tap 2)

Nam méi minh s& tdp thé duc,
hoc ngoai ngit, séng diéu dé va

lam viéc that chdm chi.

... d€ r6i cudi nam, 10i hira chi 1a 16i hira.

C6 1&8 mdi nguoi trong chiing ta da ting c6 nhitng gidy
phut nhu vay, khong phai la mé quén ca phé thi ciing la hoc
ngoai ngit, tap thé€ duc gidm can... Tat ca déu co6 cung mot
dién bién va két thuc: ban rat hing, moi ngwoi rat vui, va
khong ai lam gi ca.

Bling thay budn vi diéu nay ban nhé. Ai cing vay thoi, vi
d6 la cach van hanh cta tam ly con nguoi r6i. Nhitng luc

nay, ching ta da bi hiéu tng do tuwdong hoan thanh chi phai.

Vay hiéu ttng 4o tuwdng hoan thanh la gi? N6 day:

Hiéu Ung ao tudng hoan thanh

Theo hiéu tng 4o tuong hoan thanh (Vicarious goal

fulfillment effect, con goi la Vicarious goal satiation —thda man
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Hao Nhién - Qudc Khanh

hoan thanh 4o tudng), chi can nghi vé viéc hoan thanh muc
tiéu hodc nghe vé viéc mot nguoi nao dé hoan thanh muc
tiéu la con nguoi ta da ¢6 cam giac y nhu la... minh da hoan
thanh xong muc tiéu r6i! N6i don gian, vi du ban can phai
giam can, thi chi can nghi dén viéc giam can (va néu duoc
“hd tro” bang hinh anh rau cu qua trong hinh anh thtc &n),
ban sé c¢6 cam giac swéng va ty hao nhu thé minh da an
kiéng r6i. Hodc vi du nhu ban can mo mot quan ca phé,
nhung chi can nghi dén con dwong lap quan ca phé hay
nghe vé chuyén mot nguwoi nao dé da khoi nghiép véi ca
phé thanh cong la ban da... thoa man nhw chinh minh da cé
mot quan ca phé trong tay vay. Va di nhién, khi da théa man
roi thi thdi, bat tay vao lam lam chi cho mét!
Ao tudng tiét kiém

Nam 2011, ba nha tam ly hoc Laran, Dalton va Andrade
da thyc hién mot thi nghiém vo cung tha vi vé hiéu tng ao
tong hoan thanh. Ho phét hién ra rang: Viéc thém y tudng
tiét kiém vao slogan s€ khién khach hang... chi bao hon! Cu
thé, trong s6 cac ung vién tham gia thi nghiém, nhing
nguoi da tiép xuc hay goi nhd vé cac slogan ¢ yéu to tiét
kiém tién, khi di mua sidm sé chi tan 184 USD, trong khi
nhitng nguoi khac chi chi 94 USD.

Hién twgng nay xudt hién la do anh hudng cta hiéu tng
ao tudng hoan thanh: Chi can nghi téi nghi lui dén chuyén
tiét kiém tién, nguoi ta da qud hai long voi “tinh than tiét
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Hiéu rng chim moi (tap 2)

kiém” hiém c6 ctia minh va... “tg thuong” bang gio hang

day u.

Ung dung trong kinh doanh

Hiéu tng ao twdng hoan thanh da dwoc &ng dung trong
cac nganh “néng h6i” hién nay nhu khéa hoc khéi nghiép,
dién thuyét 1am giau, viét sach tw luc (self-help) rat nhiéu:
Nhu da nodi, chi can suy nghi vé viéc minh sé€ lam, nguoi ta
sé ¢6 cam giac “sudng” khong khéac gi minh da lam r6i. Do
d6, cac san pham vira k€ trén cung cap cho khach hang ao
gidc ay. Chi viéc tham gia khéa hoc khoi nghiép, tudng
twong ban than khd cuc kinh doanh tit hai ban tay trang,
con nguoi ta da co thé trai nghiém hét moi cung bac cam xtc
ma 16 ra ho phai lam thuc sg thi méi c6 dugc. Cam giac
“phé&” nay chi tén vai chuc, hay cling 1dm vai triéu, toi gi
khong thi!!

Va hdp dan hon, khach hang sé quay lai thuong xuyén.
b6 1a ly do nhiéu nguoi ludn tham gia nhitng khoéa hoc hay
doc nhitng quyén sach twong tu cai minh da tirng mua roi!

Cang kho khén, ho lai cang mua nhiéu.?

1 Di nhién trong cac chti dé k& trén van t6n tai nhitng khoa hoc, nhitng
quyén sach t6t. Tuy nhién, khéng it nhitng san phdm kém chat lvong da tan
dung hiéu ting 4o twdng hoan thanh, va day la diém ma moi ngudi nén luu y.

2Pay 6 th€la ly do truyén cd tich véi cai két dep co thé ton tai qua thoi
gian: N¢ la liéu thudc tao hiéu tng ao tudng hoan thanh cho nhitng con
nguoi thdng khé trong cudc sdng thuc, ho ¢é thé trai nghiém cudc doi dep
ctia nhan vat va ¢6 da cung bac cdm xtc ma doi that ho khé ma dat duoc.
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Hao Nhién - Quoc Khanh
Con vé bi quyét dé€ dat duoc wdc mo, thi thuce ra cach tot

nhat d€ hoan thanh mdt cdng viéc hay mo wdc la bt nghi vé

né va bét tay vao lam ngay. Chi vay thoi.
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Hiéu ing chim moi (tap 2)

Thi nghiém 2b

Day la moét thi nghiém tam ly. Hay nhin san pham phia
dudi va gia tién trong 3 gidy roi 1at sang trang 59 dé€ tra 1oi
cau hoi (nhd¢ 1a 3 giay thoi, nha khoa hoc ma, nén thanh that
nhé):

d|

$ 177
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Hieu Ung Tien ST Fox
Tréy thanh “thdy” ma khong can kién thic

Nguoi ta thuong cho rang, mudn tro thanh thay gido hay
dién gia gidi, nhitng ngudi nay nhat thiét phai c6 mot trinh
d0 kién thiec dang ngudng mo. Du gi di nita, mudn day mot
cai gi d6 cho nguroi khac—cho du nguoi hoc c6 chuyén mon
hay khong—thi it nhat nhitng nguoi ding lop du it du

nhiéu phai hi€u vé cai minh dang day.

Thé nhung, su that khdng phai nhu vay. Viéc danh gia
cao trinh d§ nguwoi thay ding 16p bi tac dong bdi mot hién
twong tam ly goi 1a hiéu tng tién si Fox. Khi tim hi€u hiéu
tng nay, ban sé khong thé ngo khi biét rang, nhitng nguoi
khong biét gi ¢ thé dung 16p va giang cho cac chuyén gia,
va cac chuyén gia ng6i dudi van khong thé phat hién ra rang
minh dang nghe nhitng thit rdng tuéch. Tham chi nguoi
nghe con nghi rang minh da hoc dwoc rat nhiéu diéu!

M

Va tiép theo day la cach ban c6 thé€ tro thanh “thay” ma

khéng can kién thic:
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Hiéu Ung chim mai (tap 2)

Hiéu (rng tién si Fox

Nhuw da trinh bay & trén, noi dung chu dao cua hiéu tng
tién si Fox (Dr. Fox effect) nhu sau: Nguoi nghe c6 thé bi
danh ltra vé trinh d9, kién thiic cta nguroi giang—nhat la
khi nguoi giang st dung cac tha thuat dién thuyét (a4n dy,
k€ chuyén, ngdn ngit co thé...) lam cho bai giang ctia minh

c6 vé hay ho.

Hiéu tng nay c6 tén nhu trén bat ngudn tir ndi dung thi
nghiém cta ba nha tam ly gido duc hoc Naftulin, Ware va
Donnelly vao ndm 1973. Trong thi nghiém thu vi &y, ba nha
tam ly hoc cta chung ta da cho mdt nhom cac bac si, nha
tam ly, nha hoat dong xa hoi, nha quan ly gido duc... (ndi
chung 1a toan “thtt dt” ch khong phai nguoi thiéu hiéu
biét) ngdi nghe mot bai giang vé cha dé “Ly thuyét tro choi
todn va 1wng dung vao gidng day y hoc” (“Mathematical game
theory and its application to physician education”). Bai
giang nay dwoc giang boi “Tién si Myron L. Fox, dén tie Dai
hoc Y dwgc Albert Einstein, la hoc tro cua von Neumann,? chuyén
wng dung todn hoc vao hanh vi con nguwoi, la tic gid cua hai

én sdch va nhiéu bai bdo vé chii dé nay.”® Thuc ra, tién si Fox

1 Cau hoi cua Thi nghiém 2b: Khong dung cong cu tinh toan, khong 14t lai
trang trudc, hay tra 1oi trong 5 gidy cau hdi sau day: Theo ban, chiéc ti cb
guong trang di€ém 6 hinh trude giam bao nhiéu phan tram?

2 John von Neumann (1903 — 1957), nha todn hoc néi tiéng nguoi My-
Hungary, 1a mét trong nhitng nguoi di dau vé ly thuyét tro choi.

3 Trich nguyén van phéan gidi thiéu Tién si Fox trong thi nghiém, Naftulin
va cdng su, trang 630. Di nhién, tit ca nhiing théng tin nay déu la... hu cau!
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Hao Nhién - Quéc Khanh

chi la mot anh dién vién duoc ba nha tdm Iy hoc néi trén
thué vé. Anh chang chi dugc “mém” cho mot s6 van dé co
ban vé ly thuyét tro choi, con lai bai giang chu yéu la cac
chiéu trd dién thuyét. Theo nhu chinh tic gia cua thi
nghiém, thi bai giang day nhitng cau ndi nudc ddi, thuat
nglt moi (hay thuat ngtr “ché”) va 16i lap luan cuc ky phi
logic, nhung quan trong la duwoc chém vao nhiéu doan gay

hai va thu htt sy chti y kha ding chd.

Két qua la, tuy nguoi ngoi dudi toan cac chuyén gia, va
tham chi nhiéu nguoi ¢é trinh d6 hiéu biét vé ly thuyét tro
choi con cao hon ca anh dién vién, nhung moi ngudi & dudi
déu danh gia rat cao tién si Fox: Ai cling nghi rang tién si
Fox giang hay (!), hi€u biét sau rong (!!), va ho da hoc duoc
rat nhiéu diéu tir bai giang cua ong (!!!)! C6 vé nhu ly thuyét
tro choi toan tng dung trong giang day y hoc la mot nganh
dé nudt, téi ndi mot anh dién vién cting c6 thé du trinh d6

day hang loat gido su tién si!

Nghe thi c6 vé bu6n cuoi vay, nhung hiéu ting tién si Fox
khong chi xuat hién 6 moi thi nghiém trén, hay chi ¢ cac bai

giang bang 10i néi—nd con xuat hién ¢ cac hinh thitc khac...

Cong trinh khoa hoc clia Hakes

David R. Hakes, giang vién kinh t€ hoc cta Dai hoc
Northern Iowa, da c6 mot trai nghiém do khoc do cuoi, va
ong da ké lai mot cau chuyén trong bai bao ndm 2009 cua

minh (xem cu thé & phan Tai liéu tham khio):
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Hiéu Ung chim moi (tap 2)

Chuyén la Hakes va mdt cong s¢ ciia minh cé mot cong
trinh nghién ctu vé bdo hanh-bao hiém. D& nguodi doc dé
hiéu, hai 6ng da do hét cong strc ngoi rut gon tac phdm cua
minh chi con 6 déng thitc. Co ban ma ndi, bai bao luc nay
gan nhu ai trong nganh doc cling sé hi€u (that la nhiing nha
nghién ctu c6 tam!). Sau thoi gian day cong viét lach va rat
gon, thay da hai long, hai ong quyét dinh ndp 1én cac to bao
khoa hoc cho ho doc duyét va dang. Tuy nhién, cac bdo tra
vé, tir ch6i dang. Ra la vi bai bao qua... dé hiéu, nén cac bién
tap nghi rang n6 khong xtng dang duwgc dang!

Vita budn vira e, hai tdc gia cua chung ta quyét dinh...
lam cho bai bao khé hiéu hon. Hai dng diéu chinh cho chinh
tac pham d6é—vdi cung ndi dung d6—trd thanh mot bai bao
c6 “15 dang thitc, 2 ménh dé va minh chitng, 12 biéu thitc
toan hoc khac dé giai thich, 1 phu luc gobm 19 dang thitc va

biéu thttc toan hoc phu thém khac.”

Bai bdo méi nay duoc ding ngay tap ly, du rang chinh
Hakes gio day cling... khong hiéu n6i minh da viét gi.

“T&t gb hon t&t nweéc son” déi khi khong con dung nita.!

Ung dung trong kinh doanh

St dung nhitng tir ngit mo6i nghe cé vé chuyén gia, cac
ciu chuyén an du hdp din ciing nhw nhitng phan tich han

1 Cac ban néu da doc vé hiéu ting hao quang (halo effect) va suy nghiém
Keats (Keats heuristic) & Higu 1¢ng chim mbi, tdp 1 chic sé hiéu hon vi sao lai c6
hiéu tng tién si Fox.
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Hao Nhién - Quoc Khanh

1dm, kém thém nhitng doan giy hai (du khong ding chg,
khong phuc vu bai gidng), nhét thém vai cong thitc toan
hoc, néu cong thitc d6 dung ki tw Hy Lap thi cang tot: Nhuw
da trinh bay & trén, ngudi ta thuwong nghi rang nguoi dién
thuyét gidi, cling nhu rang minh da hoc duwoc diéu gi d6 néu
bai dién thuyét (bai viét) hdp dan (ma khong nhat thiét phai
c6 ndi dung). Vi ly do d6, nhiéu dién gid dém chuyén kinh
doanh nudc bot da tng dung chiéu tro nay, st dung nhiéu
tir ngl* hao nhoang va cau chuyén hay ho dé€ ltra khach
hang. Day la chiéu tro rat hay duoc st dung trong viéc ban
khéa hoc, viét quang cao, viét sach, hay xay dung thuwong
hiéu ca nhan.

Xin nh&n manh rang céc tac gia Higu itng chim mbi khong
hé khuyén khich ban ting dung chiéu tro nay, chung toi chi
mudn nhic nho d€ moi nguoi can trong hon khi danh gia
mdt khoéa hoc hay chuyén gia nao d6. T8t nhat 1a mdi khi
nghe giang/doc sach, ban nén ghi chu lai nhitng thtt minh
tiép thu dwoc, ki€m tra ki cac con s6 hay bai bao dugc nhic
dén, sau d6 c8 gang danh gia lai theo cach khach quan nhat

6 thé.
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Chui Thé La Ca Mot Nghé Thuat

Chui thé dek don gidn daul

Nhuw di trinh bay & phan Hi¢u itng tién si Fox, néu dién
gia c6 phong thai trinh bay hap dan, thi du ni dung trong
rudt 6 rdng tuéch, nguodi nghe van thdy hdp dan 1dm, dang
tin 1dm, va nhiéu kién thtec 1am. Tuy nhién, néi thé ndo cho
hap dan la ca mot van dé.

O churong nay, chiing ta sé tim hiéu mot cong cu cuc ky
céng hiéu dé c6 thé trinh bay van dé that hdp dan: chti the.
Dac biét hon, nhitng nha dién thuyét trinh trong nhu cac
gido su lai rat kho dung cong cu nay, phai chang d6 la li do
vi sao ngoi nghe vlog cua cac hot-vlogger va nhiéu chuyén
gia ntra mla véi day ray cac tir dém lai hdp dan hon ching?

Chri thé dek phai bat lich su!

Theo Fine va Johnson (1984), nhiéu nguoi chtti thé khong
nhdm muc dich xtc pham ngudi d6i dién, ma da phan 1a d€

bay t6 cam xic manh. Vi dy, néu mot nguoi thot 1én: “Me
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kiép! Tré mdy bay roi
rat buc bdi hodc that vong tran tré cht khong hé c6 y xuc

pham bat ky ai ca. Cum tr chtti thé dém & phia trueée giap

'II

thé hién r6 cam xuc ctia ngwoi nay.

thé. Do chtri thé nhan manh cam xtc cua ngwoi ndi, nén nd
tac dong manh dén nguoi nghe. Khi nghe, ta khong chi cha
y dén noi dung 10i ndi, ma con rit cha y dén cach ndi, dén

cai cam xuc dugc truyén tai trong 10i ndi nita. Loi chui thé

Pay ciing chinh 1a nén tang ly luén cua nghé thuat chui

gitp nhan manh cam xuc, va tao ra may loi ich sau:

64

- Th& nhat, do moi ndi dung clia cadu néi déu gan lién
v@i cdm xuc cla cau nédi, nén khi ngudi nghe chd y dén
cadm xuc, ho sé nhd ndi dung gan lién v&i cam xuc ay.

- Th hai, khi chii thé, cdm xtc dugc nhdn manh, nén
ngudi nghe sé& chd y nhiéu hon dén phan cam xic, ma
quén di viéc tu duy va ty phan bién vé ndi dung 15i néi.

- Thi ba, 161 chtri thé tao ra cdm xuc, va khién ngudi noi
trong cé vé “nguai” hon, gan glii hon, nén ngudi nghe
sé mat di déng lyc phong thi trong tam tri, va quén di
viéc phan bién ndi dung.

Vi dy, gitta hai cau ndi sau day:

- Néu khong c6 gang dén cling, ban sé khéng bao gi c6
thé khé&i nghiép thanh céng!

- Néu dek c6 gang dén cling, ban sé dek bao gid c6 thé
khé&i nghiép thanh céng!

ta c6 thé hi€u rang nguroi nay dang



Hiéu Ung chim mai (tap 2)

thi rd rang cau noi tht hai véi cac tit dém tuc sé manh mé,

an tugng va thuyét phuc hon nhiéu.

“Damn it!”

Dé kiém nghiém thit xem c6 dung la chri thé giup bai néi
nghe thuyét phuc hon hay khong, Scherer va Sagarin (2006)
da lam thi nghiém nhu sau: Ho cho 88 sinh vién tam ly nghe
bai néi vé viéc giam hoc phi cho sinh vién mét s6 truong
khac (chu dé khong lién quan truc tiép dén ho dé€ ho danh
gia khach quan hon). Bai néi nay c6 ba phién ban: mot bai
khong hé chtri thé, mét bai c6 chiri thé & doan dau, mot bai
0 doan cudi. Tt dém trong bai la “damn it” (mot tir kha nhe,
thwong duoc dung trong 16i n6i ngay thuwong, twong dwong
véi “me né chi,” cé sac thai gan gidng nhu tir “dek” trong
bai viét nay, khong hé mang y nghia xtic pham nguoi nghe).
Ca ba bai nay déu cung mot doan noéi, chi khac nhau & viéc
c6 hay khong cé cum tit “damn it” ma thoi.

Két qua cua bai thi nghiém nay da qua rd rang: Bai néi ¢
xudt hién cum tir “damn it” thuyét phuc hon han bai noéi
khong cé xudt hién cum tir nay: nguwoi tham gia thi nghiém
khi nghe bai néi c6 cum tir “damn it” c6 xu hudéng dong y
rang nén giam hoc phi hon nhém nghe bai khong c6 cum tte

“damn it.”

Xin cht y rang, cum tir “damn it” chi giup nhan manh
cam xdc cht khéng mang y nghia xtic pham nguoi d6i dién.

Cac nha tam ly ngon ngit hoc trén cting nhac nho rang, néu
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tir dém qua tuc tiu hay khdng pht hgp, n6 sé tac dong manh
dén hinh anh va sy tin cdy ctia nguoi noi, khién cho tac

ddng tiéu cuc 14n at tac dong tich circ ma né mang lai.

Ung dung trong kinh doanh

Ung dung & phan nay dé thay: c6 thé skt dung tir dém
trong nhitng bai néi hay bai viét thong thuwong. Cac truong
hop khong trinh trong thi tit dém nhe nhang (dek, vdi...) sé
c6 tac dong rat tich cwc. Mot s6 tac gia tham chi st dung
chiéu nay triét d€, duwa ca vao sach, vi du nhue Mark Manson
(voi quyén The subtle art of not giving a f*ck) hay Justin
Halpern (véi quyén Sh!t my dad says). Nhiéu “me bim sta” o
Webtretho hay tac gia dién dan cling rat hay st dung tu
dém. Nguoi viét tin rang ban ciing c6 thé nghi ra ngay mot

s6 dién gia chuyén st dung tit dém trong bai néi caa minh.

Tuy nhién, néu ban dang dai dién cho mét thwong hiéu
trinh trong (vi du nhu ban dang la thay giao, giang vién,
thwong hiéu gido duc tré em...) thi di nhién la nén han ché&
t6i da. M6t bai noéi, bai viét néu c¢6 da stec manh ¢ ndi dung
thi chac chan khong can stt dung qua nhiéu chiéu tro d€ dat
dwgc muc dich thuyét phuc cudi cung. Obama khong can
chtri thé d€ thuyét phuc, va ching toi tin rang ban ciing vay.

%%

Nhu vay, combo gom nhitng tir ngit dao to bua 16n nhung
sao rong, nhitng cau chuyén an duy, vai doan hai hai va vai

tlt dém sé gitip ban tré thanh chuyén gia dién thuyét mot
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cach nhanh chong. Di nhién thanh cong nhanh chéng la ddc
trung cua phuwong phap ta dao. Cac tac gia chi trinh bay mét
cach khéach quan, con luyén theo va dung hay khong thi tuy

o ban.
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Gid Tron Hay Gia Le?
Lieu dat gid 9.900 VND co hiéu qud hon 10.000 VND?

Cudc tranh luan vé sy hiéu qua caa viéc dat gia 1é (9.900
VND chéng han) la moét cudc tranh luan kéo dai va chua co
hoi két. Nhiéu hoc gia cling nhu nha kinh doanh tin rang
viéc dat gia 1é khién cho khach hang cam thay gia ré hon, va
neo tu duy khach hang d€ ho chi diéu chinh ¢ don vi thap
hon.! Tuy nhién, ciing khong it ngwoi sau khi ap dung mutc
gia 1é mot thoi gian lai thdy doanh thu khéng tang lén duoc
bao nhiéu, tham chi con gap vai réc r6i nho khi khong co
tién 1é thdi cho khach hang.

! Trong quyén Higu itng chim mdi, tdp 1, ching t6i da trinh bay van dé nay
0 Chuong 2 (Hiéu ttng mo neo) nhu sau: “Janiszewski va Uy (2008) di phdt hién
thém ring, khong chi bi neo tw duy boi thong tin ddu tién, con nguwoi con bi neo vao
don vi cua neo nita. N6i don gidn, néi st dung neo la 1.000 USD, khich hang sé
diéu chinh mitc gid dw dodn theo don vi nghin USD; trong khi néi sir dung neo la
995 USD, ho sé diéu chinh dw dodn cua minh theo don vi thap hon (chuc USD hodc
USD don vi).” O phan nay, ching ta sé di sdu hon: Trong truong hop nao thi
cac tac ddng co loi trong viéc dat gia 1é sé phat huy tac dung, va trong truong
hop nao thi gia tron c6 ich hon?
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Cudi Cﬁng thi cac nha khoa hoc ciing phét hién ra rang
hiéu qua cta viéc ddt gia tron hay gia 1é phu thudc vao dong
co va myc dich mua hang ctia khdch: Néu khach mua san
pham vi cong nang (ttec 1a vi cac chitc nang ctia san pham, vi
du nhuv mua chao vi chttc nang chién xao, mua xe d€ di
chuyén...) thi ho sé c¢6 xu huéng mua néu san phadm co gia
1é; trong khi khach mua vi cam xtc (tiec la vi san phdm thoa
man mot cam xuc nao do6, vi du nhu mua xe mdy dé€ khach
cam thdy minh sang trong chang han) thi ho lai c6 xu huwéng

mua san pham gia tron.

Chiéc camera va nghé thuat dinh gia

Dé lam ro vdn dé nay, Wadhwa va Zhang (2015) da tién
hanh mét nghién cttu d€ lam cho ra 1é: khi nao thi nguwoi ban
nén dat gia tron (ki€u nhu 10.000 VND) va khi nao thi nén
dat gia lé (ki€u nhw 9.900 VND hay 10.100 VND).

Ho chia nguoi tham gia thi nghiém lam hai nhém: mét
nhom mua camera dé€ dung khi gia dinh di du lich (san
phdm mua vi muc dich cdm xtic—géan két gia dinh...), nhém
con lai mua d€ phuc vu cho 16p nhiép anh quay phim (mua
vi muc dich cong nang). Ca hai nhdm déu dwgc xem hinh
chup mau cua hai loai camera nay (thwc ra la chat lugng
nhu nhau). Gid cua camera thi luan phién xuét hién ngau
nhién: hodc 200 USD (gia tron) hoac 203,96 USD (gia 1é).

Két qua la, nhitng nguoi mua camera vi muc dich cong

nang (d€ di hoc) wu ai muc gia 203.96 USD, trong khi nhém
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mua vi muc dich cam xtc (d€ du lich) thi cé vé thich muc
gia 200 USD.

O day c6 moét diém tha vi: ngoai viéc anh hudng téi
quyét dinh mua hang, mittc gid tron hay lé cling anh huong
téi danh gia vé chat lwong anh mau nira! Nhém mua vi cong
nang danh gid chét lwong anh cua chi€c may anh 203,96
USD cao hon chiéc 200 USD, va nguoc lai.

(Kha hap dan, xin nhan manh lai chinh viéc dit gia tron
hay gia 1é anh hudng t6i danh gia vé chat luong san pham!
Noi cach khac, néu ban chon ding gia, nguoi dung sé nghi

rang san phdm ctia ban chat lugng hon!)

C6 thé tém tat két qua vao bang sau:

Tiéu chi

Mua dé du lich

Mua dé hoc

Gia

Tron (200 USD)

Lé (203,96 USD)

Chat lugng anh mau

May 200 USD chup
tét hon

May 203,96 USD chup
tét hon

Theo giai thich ctia hai nha khoa hoc ctia chung ta, thi
nhitng con s8 chén (tron) s& dé cho ndo x ly thong tin hon,

thé nén ciing de tac dong vao cam xuc hon la cac con sd 1é.

Ung dung trong kinh doanh

Dua vao két qua cua thi nghiém vé chi€c camera, ta c6 thé
rat ra dugc ngay bai hoc tng dung trong kinh doanh: Hay
dwa vao dic diém san phdm va ciach marketing san phdm
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d€ quyét dinh nén niém yét gia tron hay gia 1é. Mot s6 vi

du:
- Sa&n pham la kem lam trang da, dugc quang ba nhu 1a
mot gidi phap lam dep (tdp trung vao cdm xuc, khach
hang nght t&i niém vui khi nhan sac [én ddi): Nén niém
yét gia tron (500.000 VND thay vi 499.000 VND). Tuong
tu 12 mot s6 san phdm cdm xdc dién hinh nhu tap tha,
gbi tap thé duc, tua du lich, vay 4o thoi trang, vi da
dugc nhdn manh vao thuong hiéu hay mau ma...
- San pham la hé théng k& toan cho cac ban ban hang
ca nhan, dugc quang ba tap trung vao chlrc nang quan
ly (sdn pham céng nang): Nén niém yét gia 1& (99.000
VND/thang thay vi 100.000 VND/thang). Tuong tu la mot
s6 sdn pham c6ng nang di€n hinh nhu mi goéi, dép
mang & nha, kem danh rang, vi da dugc nhan manh vao
chirc ndng dung tién...

Chu y rang, viéc quyét dinh gia tron hay gia 1é ngoai viéc
phu thudc vao san pham con phu thudc vao phuong an
marketing san phadm ntta. Néu marketing san pham tap
trung vao cdng nang nhung lai niém yét gia tron, thi do la
mot sai Jam. Tuong tw, khi ban san phdm lam dep, ban tap
trung quang ba cho cam xtic ma lai qua nhdn manh vao gia
(mua 2 hép kem thi mdi hop 399.000 VND Chéng han), ban
cting dang tui hai minh.

Di nhién, viéc yét gid “tam ly” nay sé it ¢6 hiéu qua vdi
nhiing khach hang tu duy “thuan ly tri” nhu cac khach hang
doanh nghiép hay mua hang thong qua ddu thau. Vi mot
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cong ty nhiéu cdp bac duyét, thi chiéu tro tam ly s€ bi quy

trinh de nén, va du c¢é dung duoc thi cling sé kho khan hon.
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Thi nghiém 2c

Pay la moét thi nghiém tam ly. Hay nhin san pham phia
duwdi va gid tién trong 3 gidy roi lat sang trang 75 d€ tra 1oi
cau héi (nho la 3 giay thoi, nha khoa hoc ma, nén thanh that
nhé):

$222 $ 188
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Ch(r S6 Trai — Ch S6 Phai
Binh gia - khoa hoc va nghé thuat

Tt trudc dén nay, tro choi dinh giad ludén la mét chién
truong tam ly gitta ngwoi ban va nguoi mua. Dan gian xwa
nay c6 cau noéi truyén miéng nhau: “Nguwoi mua [am chi
ngwoi ban khong [Am bao gid.” Vay nén, médi khi ban cam
thdy minh vita mua dwoc mot san pham hoi thi hay binh
tam xem xét lai: cé thé ban vira tré thanh nan nhan mdi nhat
cta tro choi dinh gia nao d6. Khac voéi nhitng nghé thuat doi
hoi ki nang va luyén tap gian kh6 khéac, hau hét nguoi ban
hang déu c6 thé tro thanh “chuyén gia” bang cach nam bt
nhitng tha thuat dinh gia trai-phai da duwoc cac nha tam ly

hoc stt dung thitc nghiém khoa hoc chitng minh.

Khong ai mua hang ma cam sdn cai may tinh, dic biét 1a
khi di mua sdm chi vai san pham. Hau hét moi nguoi dua
vao thit goi la cam nhén d€ danh gid mtc gia cua san phdm
la cao hay thdp. Trong mot day hang hda ngap tran trén ké

siéu thi, gitta mot ma trdn san pham trén cac trang ban
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hang, radt kho d€ nguoi mua tinh tao so sanh muc d6 thiét
hon ctia ting san phdm. Nim bat tdm ly nay, nguoi ban
hang c6 thé khéo léo 16ng ghép nhitng con sd tao cam giac ré
nham thu hat sy cht ¥ va quyét dinh ctia ngudi mua.!
Hiéu Ung chit s trai

Nam 1979, nha khoa hoc Monroe da trinh bay mot thi
nghiém so sanh vé mttc do cam nhéan cta khach hang gitra
hai san phdm dwoc khuyén mai. San pham A duwoc niém yét
gia 79 USD duoc khuyén mai tix gid géc 93 USD. Bén canh
d6, san pham B twong tu duoc dan gid 75 USD khi duoc ha
tir gia goc 89 USD.

San phdm A San phdm B

Gia géc 93 USD 89 USD

Gia khuyén mai 79 USD 75 USD

Ban c6 thay quen khong? Dung rdi, 1a Thi nghiém 1 day!
Ban da chon san pham nao giam gia nhiéu hon, A hay B?

Thoat trong, phan 16n nguoi tham gia lwa chon san pham
A mic dit san pham A dat hon san phdm B. Ly giai cho hanh
dong nay, ho cho réng khi nhin qua hai san phdm, ho thiy

rang san phdm A giam tit con s 9 hang chuc xudng 7, trong

! Cau hoi cia Thi nghiém 2c: Khong dung cong cu tinh toan, khong 14t lai
trang truede, hay tra 10i trong 5 gidy cau hoi sau day: Theo ban, chiéc ghé dai
(san pham A) hay chiéc ghé xoay (san pham B) giam nhiéu phén trdm hon?
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khi san phdn B chi gidm tit 8 xuéng 7, c6 nghia la A giam

7”7

“nhiéu” hon. Piém thi vi nam & chd, mic giam cua ca hai
san pham nay thuc sy nhu nhau (bang 14 USD). Xét vé ty 1&
giam gia, thi A giam 15,05%, trong khi B giam tan 15,73%!
Tham chi, cam gidc cach biét ao van ton tai ngay ca khi
nguoi tham gia thi nghiém dugc chi rd sy twong dong cua

hai mttc khuyén mai sau do.

Nhitng nghién cttu khoa hoc b8 sung vé sau da phat hién
rang, nguyén nhan chinh lam cho nguwdi mua cam thay “ré”
nam & nhan thitc. Thong thuong, nhitng khuyén mai ban
hang hay chi rd con s6 giam gia hodc gia tri phan tram chiét
khdu. Thé nhung, trong truong hop khong c6é nhitng thong
tin nay, ndo b con nguoi sé lap titc thiec hién mot phép tinh
cam nhan dé tranh phai thize hién mot phép tinh bang méy
tinh. N6i dé hiéu hon, thay vi phai 14y mdy tinh ra bam tirng
phép giam gia, ching ta ctt nhin va uéc chiing cho xong.
Chinh phép wéc chiing nay ciing c6 nhitng quy luat nhat
dinh, con nguoi ¢6 xu huwdéng so sdnh con s6 dua trén chit sé
ddu tién bén trdi (9 va 7 nhu trong vi du ¢ trén). Néu co su
khac biét tir ngay chit s6 trai quyét dinh gia tri 16n nhét, ta
lap tc dua ra két luan ngay khong can xem xét nhiéu dén
cac con s0 ti€p theo. Hién tuong nay dugc goi la hiéu tng
chir s6 trdi (Left-digit effect).

Tuy nhién, mot cau hdi dugc dit ra la, néu céc chir s6 trai
trudc va sau giam gia giong nhau thi sao? Néu gép truong
hop d9, ta s€ so sanh ti€p chit s ndm tan cung bén phai...
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Hiéu ing ch{r s6 phai
Trong truong hop chit s3 bén trai bang nhau, thi chit s&
tiép theo ddéng vai tro cha dao trong qua trinh so sanh la
chit s6 tan cung bén phai (nguoc lai vdi logic thong thuong
la phai so sanh tié€p cac chit sd hang 16n hon). Hién tuwong
nay da dwoc nhac dén trong sich ctia tac gia Plous vao ndm
1993 (xem phan Tai liéu tham khdo). Luc nay, hiéu tng chit s6
phai (Right-digit effect) sé xay ra: san pham giam gia néu c6
chit s§ phai 16n hon 5 sé bi danh gia la giam gia it; san pham
giam gia néu c6 chit sd phai nho hon 5 sé duoc danh gid la
giam gia nhiéu hon. Vi dy, san pham A c6 gia 19 USD giam
xudng 17 USD sé bi xem la giam it hon san phdm B c¢6 gia 24
USD giam xudng 22 USD, du mtc giam gia la nhuw nhau (va
vé ty 1€, thi san phdm A giam ty 1é tham chi con nhiéu hon
san pham B).

D¢ khing dinh chac chan xem liéu hiéu tng chir s phai
c6 thuc su ton tai va tac dong manh hay khong, hai nha
khoa hoc Keith Coulter va Robin Coulter da thwc hién mot
thi nghiém vao nam 2007. Cac nha khoa hoc ctia chung ta
cho nguoi tham gia thi nghiém xem cac san phadm voéi gia
goc va gia giam lan luot 1a cac cdp sd co chit sd bén trai
giéng nhau va hai chit s6 bén phai khac nhau. Cac cdp nay
chia lam hai nhém: nhém ch@ s6 bén phai nho hon 5 va
nhém chit s6 bén phai 16n hon 5. Nguoi tham gia dwoc yéu
cau dodn bang cam tinh xem mbi san phadm giam bao nhiéu

phéan tram.
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Céc cap gia d6 nhu sau:

Giagoc Giagiam Ty lé giam (%)

o e 244 233 4,51%

Céc sd bén phai nho
; 233 222 4,72%

(<5 -nhém A)
222 211 4,95%
o 199 188 5,52%
Cac s6 bén phai l&n (>5
. 188 177 5,85%
- nhém B)

177 166 6,21%

Mot lan nita, ban c6 thdy quen quen khong? Pung roi, la
Thi nghiém 2 ddy! Hay tht so sanh xem ty 1é giam ban da

doan c6 dung khong nhé!

Trong thi nghiém thuc t€ ctia hai nha tam ly hoc Keith
Coulter va Robin Coulter, nguwoi tham gia thi nghiém cé xu
hudng danh gia cao ty lé giam cua nhém A (hon khoang
11% so véi ty 1é giam gia that); dong thoi ho cé xu hudng
danh gia thap ty 1é giam ctia nhém B (thdp hon khoang 35%
so voi ty 1€ that).

Do d6i v6i nguoi tham gia, nhitng con s6 hang tram “xem
nhu” la giong nhau, nén ho chuyén ngay sang danh gia ch
s0 phai ludn. Nhitng con s8 cé cac chit s6 bén phai nho tao
cho khach hang cam nhan mitc d6 giam gia 16n hon so véi
thuc t€. Trong khi d6, 6 chiéu hudéng nguoc lai, nhitng san
phdm thuc t&€ giam gia nhiéu hon nhung cé chit s6 bén phai
I6n thi lai tao cho khach hang cam gidc giam gia it hon
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nhiéu.! Cé thé giai thich rang, nguoi mua hang bi neo tu
duy? vao ty 1& giam cua con sd hang don vi, tit d6 dung ty 1é
nay danh gia ludn ty 1é giam gia ctua tong thé.

Hai nha khoa hoc ctia chung ta con dat thém mot s cau
hoi nita, va phéat hién ra rang nhitng ngwoi tham gia thi
nghiém thyc sy c6 xu hudéng mua san phdm thudc nhom A
nhiéu hon nhém B. Rd rang, hiéu tng chir sd phai khong

phai dang vira dau!

Nghich ly nay d6i khi lam cho nguwoi ban hang tinh ngay
ly gian. RS rang ho ¢6 nha y giam gia wu dai nhiéu, nhung
khach hang lai hiéu lam do giac quan thw sau lén tiéng. C6
khi bay gio di mua sdm phai tht sdn cai may tinh, khong

thtra chut nao.

! Phat hién nay dwoc cung cd boi quy luat Weber-Fechner (Weber-Fechner
law), khi so sanh hai con s6, nguoi ta ¢6 xu hudng so sanh mitc d6 ty 1é hon
Ia gia tri tuyét ddi. Chiing ta dé dang thay rang, nhitng con s& nho sé tao
ra s chénh léch phan tram cwc 16n trong khi gid tri tuyét doi lai khac
biét khong dang k€.

2 An tuong tao béi ty 1é giam gia ctia s8 hang don vi sé trd thanh neo (xem
hiéu ¢ng mo neo & Higu itng chim moi tdp 1). Khi dwoc hoi vé ty 1€ giam gia
clia san pham, nguoi ta “gia giam” duya trén con s6 ma ho tinh dwgc dau tién
(ty 1é giam gia ctia hang don vi). Vi dy, khi duoc hoi (hodc tham chi ty ho
tinh khong c6 dp lwc) ty 1€ giam gia tir 233 USD xudng 222 USD, tam tri con
nguodi chi kip nghi nhw sau: “Hang trim déu la 2 nhu nhau r6i. O day 3 giam
xuéng 2 la khoang 33%. Vay nhin chung giam bao nhiéu nhi? S8 16n chic
giam bét chut...” Thé la ta 1dy 33% trir b6t mot khoang nao dé ta cho la “hop
ly” (ban nghi gidm bao nhiéu phan tram thi hop 1y?) va ra két qua cudi cung.
Két qua thuong la ty 1é gia giam khong du d€ dat con s6 thure t& d6i véi nhom
A; nguoc lai, ty 1€ nay lai bi gia giam qua tay 6 nhém B.
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Ung dung trong kinh doanh

1. Cha y cdc mdc gidm gia dé t6i wu cam nhédn khach
hang: Nhu da ndéi, khi giam gia, néu cé thé, hdy c6 ging
giam sao cho: (a) chir 6" trdi ¢ sw thay doi gidm, (b) cd ging
lam cho chir s6"phai cang nho cang tot, tot nhit la dwéi méc 5. Vi
duy, néu san pham cta ban la 98 nghin déng va ban dinh
giam xudng con 76 nghin dong, hay xem xét viéc giam thém
mdt it con 73 nghin d6ng chang han. Mtic giam thém tuy
khong nhé nhung sé tao cam gidc ré manh hon trong tam tri
khach hang. Di nhién, nén thir nghiém bang A/B test! trudc
khi 4p dung dai tra.

2. Khong tinh h¢ khach hang (va nguoc lai, tinh hg khi
can tranh treong hop tiéu cwc): Chi mot thay ddi nho trong
cach niém yét gia sé gitip nguwoi ban tao ra “cam giac ré” cho
khach hang. Néu ban roi vao tinh hudng tich cyc (giam ti
200 nghin xuéng 189 nghin, hay t&t 377 nghin xudng 333
nghin chang han), thi thay vi thé hién rd giam gia theo ty 1é
bao nhiéu phan trdm, don gian c ghi mtc gid trude khi
giam, sau khi gidm cho khach hang tu cam nhan. Su thay
d6i nay gitip cho nguoi ban dé dang ap dung nghé thuat

dinh gia trai-phai nhe mong muén. O chiéu nguoc lai, néu

! Mot phuong phap tht nghiém, trong dé nguoi lam thi nghiém chia
khéach hang ra lam 2 nhém, va mdi nhom sé ti€p can v6i mot chinh sdch hodc
mét phién ban san phdm, tir d6 nguoi lam thi nghiém c6 thé danh gid xem
chinh sach/phién ban nao hiéu qua hon. Vi du ¢ day, ban c6 thé phan lam 2
nhém: mét nhém duoc giam con 76 nghin, mét nhém duoc giam con 73
nghin va danh gid xem mittc gid giam nao hiéu qua hon (va hon bao nhiéu).
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chéng may ban roi vao tinh thé tiéu cyc (vi du nhw ban dang
giam tr 19 d6ng xudng 18 dong chang han), thi t6t nhat nén
tinh ky luong giap khach hang thay vi d€ ho tw cam nhan
muc giam.

Con di nhién, néu la khach hang thi t6t nhat nén tinh
toan ky truedc khi mua vi “co6 vé ré.” Lam khach hang, chi
chi tién thoi cling khong phai don gian dau!
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M6 Hinh Bieu Hudng Muc Tiéu
Thu Bong (PGG)

MOt budc sa chan, ca doi 6m han

Mbi Ian vao siéu thi, cac ban thuong thdy mot s6 nhan
hang cho cac ban dung thk, nhat la cac nhan hang thuc
phdm &n choi (cac loai thuc pham khong tdt cho strc khoe
nhung an ngon vo6 cung, vi du nhu banh keo, khoai tay
chién, s6 c6 la, nedc ngot...). Trong long cling thoai mai,
kém theo cd ban hang ciing don da, xinh xan va chuyén
nghiép qua, ban vui miéng &n vai miéng. Va roi ban ra vé
voi mot gio toan d6 an vé van chi béo chit khong hé bé.

Ban co6 thdy quen khong?

Xin chia bu6n véi ban, ban la nan nhéan cua viéc loi dung
md hinh diéu huwéng muc tiéu thu dong (Passive Goal
Guidance) ma thoi. Nhitng ngwoi ban hang da biét r6 mo
hinh nay, va da kich hoat hanh vi sa nga ctia ban chi bing

vai miéng &n choi trude d6.
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M6 hinh diéu hudng muc tiéu thu déng (PGG)

M6 hinh PGG duogc Laran va Janiszewski dé xuat trong
mot bai bao khoa hoc viét ndm 2008 (dang nam 2009). D6 la
mot cong trinh kha nhiéu ndi dung, va & day ta sé chi tim
hiéu mot phan mo hinh PGG theo cach giai thich binh dan.

Theo cac tac gia, khi nguoi ta dang dén do giita hai muc
tiéu trdi nhau (vi du nhuw hoc bai hodc choi game) thi:

- Khi gap m6t tac nhan kich hoat muc tiéu, ngudi ta sé
ti€p tuc tap trung vao cac hanh vi hoan thanh muc tiéu
da duogc kich hoat d6. Vi du, khi dugc ban bé ri choi
game 5 phut théi, ta bat dau choi (kich hoat muc tiéu
chai game) va sé c6 xu hudng ti€p tuc choi cho dén khi
hoan thanh (thang game hay di hét cdc man chang
han). Hién tugng nay chac cac ban cudng cay phim Han
ban dém s& hiéu: du da tu nhd chi mét tap nita théi,
nhung khéng thé budng cho tdi khi xem td&i tap cubi
cung.

- Khi muc tiéu da dugc hoan thanh, ngudi ta sé chuyén
nguagc lai thuc hién muc tiéu bi chén ép trudc d6. Vi dy,
khi ta bat dau choi game, thi muc tiéu hoc bai da bj
chén ép. Néu ta d3 hoan thanh game, khi d6 ta sé& bat
dau chd tam tdi viéc hoc bai hon la chai game (nhung
thoi thudng thita hay di ngd vi da qua kiét sirc roi).

Noi tom lai, gia s&t c6 hai muc tiéu A va B, néu ta duoc
kich hoat hanh vi nao d6 thudc A, ta sé tiép tuc tdp trung
hoan thanh A cho téi khi xong viéc. Sau d6 ta méi bat dau

quan tdm dén viéc hoan thanh B hon la tiép tuc A.
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D€ chiing minh cho m6 hinh ctia minh, hai nha khoa hoc
cua chung ta da lam dén 8 thi nghiém. O day, ta sé chi xem

xét thi nghiém h&p dan nhat:

Vién sb cb la sa nga

Hai nha khoa hoc ctia chiing ta moi 164 nguoi tham gia
thi nghiém va chia thanh 3 nhom:

- Nhém A (nhém kich hoat): nhém nay dugc mdi vao
phong, mai an 1 vién s6 cd la, sau mot vai thi nghiém
gid (dé ho khoéng biét muc dich that cda budi thi
nghiém), thi ho dugc “cdm on” bang mot trong hai loai
d6 an vat: mot loai tot cho sirc khde, mot loai thi hoi...
“sa ngd” (turc la khong dugc tét cho 1am, nhung dugc céi
ngon).

- Nhém B (nhém hoan thanh): nhédm nay tuong tu,
nhung thay vi madi an 1 vién, ho dugc cho phép an bao
nhiéu tuy thich.

- Nhém C (nhém so sanh): nhém nay khéng dugc mai
an sob cb la.

Két qua 1a nhom A it chon mén qua t6t cho sttc khoe hon
nhém C (chi 38,7% nguoi thudéc nhém A chon, trong khi co
dén 51,7% nguoi 6 nhom C chon), va nhém wu ai mén qua
tot cho sttc khoe nhét la B (70,5% nguoi thudc nhoém nay

chon mén t6t cho stic khoe).

Nhu vay, c6 thé thdy, 1 vién s6 ¢d la nhem them ma
nhom A dwoc an luc dau dong vai tro kich hoat muc tiéu

“nudng chiéu ban than,” trong khi B thi da hoan thanh muc
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Hiéu &rng chim moi (tap 2)

tiéu nay (do da duwoc an thoa thich). Do d6, A tiép tuc tim
cdch hoan thanh muc tiéu “nudéng chiéu ban than” béang
cach chon ti€p moén qua vat béo nhung khong bo, trong khi
B bit dau quay lai muc tiéu da bi dé nén trudc do la “git

sttc khde” va chon mon tot hon.

M®6i Ilra ciia Gollwitzer

Peter Gollwitzer la chuyén gia vé khoa hoc hanh vi, la
nguoi dang dau tai Motivation Lab thudc Dai hoc New
York. Tac gia quyén Sw ldy lan ky la (Strange Contagion) Lee
Daniel Kravetz da c6 Ian gap Gollwitzer va duoc dng ké lai

mot thi nghiém nhu sau:

Nguoi tham gia thi nghiém duoc nghe k€ vé cau chuyén
cta anh néng dan. Nhém 1 thi chi nghe cau chuyén thoi; con
nhom 2 thi dugc nghe cau chuyén trong dé c6 I6ng thém vai
thong tin vé cong viéc cua anh nay ¢ trang trai, cling nhu
muc tiéu ki€m tién ctia anh (du chi kha mo hé théi). Sau do,
ca hai nhom dugc giao cho thuwc hién mét nhiém vy nho, vdi
10i htta la néu hoan thanh nhiém vu nay, ho sé c6 co hoi

kiém tién ¢ nhiém vu tié€p theo.

Két qua la, nhitng nguwoi ¢ nhom 2, sau khi duoc nghe
nhing chi tiét 16ng ghép 4dn vé viéc kiém tién trong cau
chuyén, da nd luc va hoan thanh nhiém vu dwoc giao nhanh
hon hin nhém 1. Cé thé néi, nhém 2 da bi kich cho lao theo
muc tiéu kiém tién chi bang mot vai chi tiét nho bang quo

an trong cau chuyén da dwoc nghe trudc do!
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Hao Nhién - Quéc Khanh

Va Gollwitzer goi nhitng chi tiét 16ng ghép an it nguoi

cht y nay la moi lira (prime).

Ung dung trong kinh doanh

1. Moi khach dung the dé€ kich hoat muc tiéu theo
huong st dung thém san pham: Day 1a chiéu da dugc dung
nhiéu. Nhu da ndi & dau bai, mot ly nudc ngot dung thir sé
khién ban kich hoat muc tiéu “nuéng chiéu ban than” va bt
dau mua tam bay. Mot vai miéng d6 chién an thtr sé khién
ban mua ca 16 vé nha. Ba nha khoa hoc Gilbride, Inman,
Stilley ciing da nghién cttu lai van dé nay (nam 2015) va
phat hién ra rfang, khi di siéu thi, néu ban mua mét thi d6
nam ngoai dw dinh (thuong la san pham khoéng t6t cho ban,
kich hoat muc tiéu nudng chiéu ban than), thi mon tiép theo
nhiéu kha nang lai la mot mon ngoai duw dinh. D6 la ly do vi sao
sau mot thoi gian mua bay ba, khach hang sé cé nhiéu kha
nang mua vai vién keo hay vai thanh s6 ¢ la ¢ quay tinh
tién. Ban tht nhd lai xem, c¢6 dung la & quay tinh tién
thuong bay ban keo hay khong?

Nhitng chiéu nay sé€ cang nguy hiém hon khi hi€u vé mdi
ltra cua Gollwitzer: khéng cdn lam tryc dién, chi can tiém an
va am i ma thoi. Gia st ban ban thitc udng (tra sita chang
han) hay dang ddt quay dung thi, va khach hang tiém nang
chi di ngang cht khong ghé vao, thi cai hay la nhiéu kha
nang ho ciing da dinh mét it y twong udng tra stta réi. Moi

lItra 6 thuong sé tiém an trong ho, chi cho co héi bung chay.
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Va trong mdi treong cdng sd, chi can trong ca van phong cé
mdt nguoi bi moi lra tac ddng va 1én tiéng, “Tra sita khong
ba con?” thi cdi y nghi “tra sita tra sita tra sita sita sita...” sé&
ngay lap ttc bat séng va lan nhanh nhw ddm chay ring. (Co
khi sau khi doc nhitng dong nay, ban cing da bi dinh “moéi
Itra” tra stra r6i khong chung...)

2. Loi dung cac san phdm cé cung muc tiéu: Trong bai
bao ké trén, Laran va Janiszewski cling c6 lam thém mot thi
nghiém, trong d6 nguoi tham gia van dwogc &n d6 thic day
sw “sa nga,” nhung thay vi chon qua dem vé, nguoi tham
gia duoc yéu cau suy nghi vé viéc mua mot s6 d6 xa xi
(laptop Apple, hay dong ho deo tay thuwong hang...). Két qua
khong khac gi ¢ trén, nhitng mén d6 béo nhung khoéng bo
kich hoat muc tiéu “nudng chiéu ban than” va khién ho cé

xu hudng mua nhitng d6 xa xi trén nhiéu hon binh thuong.

Twong tu, ban ciing c6 thé loi dung hiéu biét nay dé€ ban
hang vao nhitng thoi di€ém pht hop, khi khdch hang da kich
hoat muc tiéu nho nhiing san phdm khéc roi. Chic ban cling
da thdy, nhitng san phdm dat tién thuong duwoc ban kem o
nhitng khu vui choi va du lich. Tham chi nwéc su6i & nhing
noi nay ciing dat hon nita. Nhung khach hang khéng quan
tam, vi ho dang ¢ trong trang thai “xa lang” san roi! Trong
truong hop khach hang chua kich hoat muc tiéu, mot so
cong ty thuong tao san phdm “méi” dé€ kich hoat muc tiéu
gitp ho, sau d6 tim lgi nhuén ¢ nhitng san pham khac kém

theo sau. Vi dy, nhiéu don vi cung cdp tour gid ré, d4é’r6i in 1oi
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tir hang lwu niém va nhitng thir mang tinh chdt vui choi trong
tour du lich d6. Ma di du lich thi ban biét r6i, ta thuong vung
tay tha ctra (dang di choi ma, tinh todn gi, xa lang thoi!).
Con di nhién, néu ban la ngwoi mua hang, thi hdy can
than. Pling nudng chiéu ban than nhtng gidy phut ¢ ctta
hang. Su sa nga cd sttc manh vo6 bién. Dling thit, dut chi mot

Ian.
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Thu Thudt RGt Rudt Trong Viét
NGi Dung Ké Chuyén

Y tai ngdn ngoai - { tudng khong ndm trong cau chi

Thoi nay, khi viét ndi dung (ca ban hang, content
marketing thu hat khach hang, hay chi don thuan dé€ giai tri
va “tha thinh”), cach viét k€ chuyén dang rat duoc ua
chufng. RS rang, gitta mot rieng ndi dung phong pha, thi
viéc k€ duwgc mot cau chuyén ndi bat sé giup thu hat sy chu
y ctia khach hang dang bi bdi thyc ndi dung, ngoai ra con
gitip ho d& nhé ndi dung dwgce truyén tai nita. O phong cach
nay, nguoi viét thuong khong di ngay vao gidi thiéu san
pham ngay, ma bat dau bang mot cau chuyén c6 lién quan
dén san pham, hodc tham chi 16ng ghép san pham vao cau
chuyén. Viét k€ chuyén thuong dwoc st dung trong rat

nhiéu loai hinh: Facebook marketing, email marketing...

D€ ké duoc mot cau chuyén hay, nguoi viét budc phai

nam réo mot s thu thuat. Trong phan nay, cac tac gia xin
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gidi thiéu vdi cac ban mot tha thudt ké chuyén vo cung hiéu
qua (nhat la d6i voi chuyén vui vé, hai hedc) ma chung toi
hay goi la thu thuat rat rudt.

Vay tha thuat rat rudt la gi?

Tha thuat rat rudt

Noi dung co ban cua thu thuat nay nhu sau: Trong méot
cau chuyén k&, ludn c6 mdt chudi cac sy kién ndi tiép nhau.
Trong chudi nay, ludn cé nhitng mat xich lién két chat (xudt
hién qua nhiéu, nguoi doc qua quen thudc va cé thé tu suy
ra dién bién duoc, vi du néu xe hét xidng thi chic chén sy
kién sau d6 sé la ta phai dat bo—d6 la chudi mét xich su
kién nhan-qua lién két chdt vdi nhau, ai cing cé thé doan
duoc). Khi @6, ta c¢6 th€ loai bé mot phan nhitng mat xich
nay di, khién cho cau chuyén ngan gon hon ma nguoi doc
van cé thé ti suy va hiéu toan bo chudi su kién chwa bi cat
bét. Tha thuat nay duwoc chuing t6i goi la thu thuat rat rudt.

Dé dé hiéu, ta sé& 14y mot vi du don gidn: Tac gia vira bi
mat mi bao hiém va sé k€ cau chuyén nay trén Facebook ca
nhan. Theo cach ké thong thwong, thi chudi céc sy kién dién
ra nhu sau:

Treo mi bdo hi€m trén xe khong 18y vao (a) ~ Bi 1dy mat
(b) ~ Phat hién 1a bi mat md bao hiém (c) ~ Mua mi bao
hiém mdi (d)
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Céach ké chuyén binh thuong véi chudi sy kién nay cé thé
nhu sau:
H6m qua, treo ml bdo hiém trén xe khéng |dy vao nén

bi 18y mat. Khi ra |dy xe thi phat hién la bi mat md bao
hiém nén gi& phai mua md bao hiém mdéi.

kém theo d6 cé thé€ la hinh anh chiéc m mdi mua.

Co6 thé thay, dién bién cau chuyén nay qua binh thuong
va khong c6 gi n6i bat. Ta sé 4p dung tha thuat rat rudt vao
day. Dau tién, ta xdc dinh chudi sy kién gan lién véi nhau
ma nguoi doc cd thé ty suy ra dugc. O day, chubi (a)-(b)-(c)-
(d) cé6 mitc d6 gan két cao sdn (vi chuyén treo mii bao hiém
trén xe va mat la qua thuong gap nén nguoi doc cd thé ty
suy ra dugc).

Nhu vay, ta sé “rat rudt” cadc méat xich gitta cia chudi
nay, titc l1a (b) va (c). Ta con (a)-(d). Cau chuyén cé thé k€ lai
nhu sau:

Hém qua, treo ml bdo hiém trén xe khong 1dy vao.
Va day la ma bado hiém mai.
kem theo la hinh anh chi€c ma bao hiém mdi mua.

Véi cau chuyén da bi rat rudt, cac mat xich (b) va (c) sé
dwoc nguoi doc ty tao ra gitra (a) va (d).

D6i khi ta c6 thé cat bo nhitng mat xich khac, khong nhat
thiét la giw lai mét xich dau va cudi. Vi du: Trong mot cude

thi trén mang, nguwoi tham gia duoc yéu cau ké mot cau
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chuyén budn véi chi 6 chit (tiéng Anh). Mot trong sd nhitng
cau chuyén hay nhat la:
Sorry, soldier. Shoes (are) sold in pairs.1

(R&t tiéc, thua anh linh. Giay & day ban theo d6i.)

Chudi mét xich thuec su la:

Anh thanh nién di linh (a) ~ Mat mét chan (b) ~ Anh linh
tr@ vé qué (c) ~ Anh linh di mua giay (d) ~ Anh linh
mudén mua moét chiéc giay cho chan con lai (e) ~ Ngudi
ban hang tlr chi bdn mot chiéc giay (f)

Chudi mit xich da bi “rat rudt” bét va chi con chura lai
mdi mét xich (f). Cao thu chinh la day!

Vi chi mot mét xich (f), nguoi doc c6 thé tw suy ra tat ca
cac mét xich trudc, va cam giac dong cam voi ndi dau cta
anh linh (d6ng thoi budn, gian va that vong nguoi ban hang
vO tam) dugc chinh nguoi doc tao ra va cam nhan hoan
toan. Cam xuc nay khé c6 thé manh nhuv vay néu cau
chuyén dugc k€ theo trinh ty day du véi (a)-(b)-(c)-(d)-(e)-
(f).

Tai sao nén dung thd thuat rat rudt?

Thu thudt rat rudt c6 cac wu diém sau:

1 Khong rd tac gia ctia cu chuyén nay la ai. Mot trong nhitng nguén dang
tin nhat cho ring, cau chuyén 1a ctia nick Independent, da dang & Reddit.
(reddit.com/r/sixwordstories/comments/1e2ijf/sorry_soldier_shoes_sold_in_p
airs/)
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(1) Cau chuy@&n ngin gon hon nhung van truyén dat
dd ndi dung va su kién. Nhitng su kién bj bd bot sé
khong mat di, ma s& dugc ngudi doc ty suy va thém
vao. Uu diém nay rat quan trong néu khéng gian hodc
s6 chir clia ban bij gidi han.

(2) Giap thu hat suw cha y va khién ngudi doc hoa
vao cau chuyén hon. Do ngudi doc phai tu suy (du qua
trinh ty suy dién ra rat nhanh, gan nhu trong chép mat)
mot phan dién bién cau chuyén, nén ho sé cam thay
cdu chuyén nhu dang xady ra vdi chinh minh. Thay vi
“nghe” chuyén clia ngudi khac, ho dang ty trdi nghiém
va ké cau chuyén cho chinh minh.

(3) Gidam bét nhirng md ta cam xic khdng can thiét.
Vi cac sy kién (b) va (c) xay ra qua thudng xuyén, ngudi
doc qua quen thudc, nén viéc md td cdm xuc & nhirng
su kién nay la khdng can thiét, doi khi tao tac dung tiéu
cuc (tuy vay, rat nhigu ngudi hay sa da vao chd nay). Do
sau khi rut rudt, ngudi doc “tu k&” cho ho nghe (b) va
(c), nén toan bd cdm xuc (ngd ngang, uat e khi bi chdom
md...) sé dugc ho tv cdm nhan mét cach vo cung chan
thuc ma khong can con chit nao.

Nén nhé rang, nhitng diéu ma ta tw suy ra ludn duoc
danh gia cao hon va c6 tac dung manh hon.! Dau 6c con
nguoi lai rat gidi tw suy dién. Thé thi tai sao khong tan dung

co chw?

1 Xem thém céac hiéu Gng tuong tw (Hiéu tng IKEA, va Hiéu itng sé hitu &
tap 1), cung cac tai liéu viét vé sy lién tudng. Mot sG sach tham khao vé stic
manh cta sy lién twdng ty suy ma Ecoblader da xudt ban: Chu du vao tim tri
khich hang (chwong 12), Khoa hoc diéu tri khién tim (chuong 6).
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Cach thuc hanh thd thuat rat rudt

Ciang nhu da trinh bay & phéan trén, cach thwc hanh rut
rudt vd cung don gian:
(1) V& chudi mat xich sy kién day du.

(2) Xac dinh cac chubi mat xich lién két cao (chuyén xay
ra qua quen thudc, va ngudi doc cé thé tu suy ra dugc).

(3) Loai bd cac mat xich nam gitta, chi dé lai mat xich
dau va cudi (hodc loai bd tuy theo sy sang tao khi ban
da thanh thuc).

(4) Viét lai cadu chuyén theo chudi mat xich d3 rat rudt.

biéu quan trong nhét d€ thanh thao 1a thuc hanh thuong

xuyén!

Hay ctt thit luyén rat rudt cau chuyén cta ban, mot thoi
gian ngan ban sé thanh thao thdi. Chtic ban thanh cong!
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Nghé Thuat Boc Thong Bao
Mién Trir Trach Nhiém
Samelatdtnhatchotrésosinhvatrénhol

Hing ngay, ngdi tredc man hinh ti vi, chic ai ciing nghe
nhitng nha quang cao phai doc nhitng thong b4do mién trir
trach nhiém (disclaimer), titc la nhitng thong tin tiéu cyec d6i
vdi ho, ho khong muén nhung bi budc phai néi ra. Vi duy,
hang sira bot phai ndi: “Sira me la t6t nhat cho tré so sinh va
tré nho,” hay hang duwoc phai néi: “Khong danh cho nhiing
nguoi di tng véi bat ky thanh phan nao cta thuéc.” (Twong
te la “Hut thudc 1a ¢6 hai cho stic khoe” ctia cac hang thudc
la phai in trén bao bi.) Khong biét vi mudn tiét kiém thoi
leong quang cdo, hay vi ly do gi khac, nguoi doc quang cao
doc doan thong bao mién trir trach nhiém rat nhanh.

C6 mot diéu ho khong biét: Poc phan mién trir trach
nhiém khong phai ctt nhanh la t6t, ma con phai c6 nghé
thuét, tuy treong hop ma diéu tiét.
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Hao Nhién - Quoc Khanh
Tai sao lai néi nhu vay?

Cong ty thiét bi khéng day Apollo

N&dm 2011, nhém bén nha khoa hoc gobm Herbst, Finkel,
Allan va Fitzsimons da tién hanh mot thi nghiém d€ kiém
tra xem, liéu t6c d6 doc phan mién trt trdch nhiém cé anh
huong dén y dinh mua hang hay khong. Ho tao ra mét cong
ty gia tén la Apollo chuyén ban thiét bi khong day, viét mot
doan quang cdo cing mot doan mién trir trdch nhiém vé cac

tuyén bd trong quang cao.

73 nguoi tham gia thi nghiém dwoc nghe doan quang cao
va mién trir trach nhiém cua Apollo, chia thanh cac nhém
khac nhau:

- V& t8c dd doc mién trir trdch nhiém: (x) mot sé thi
dugc nghe doc téc d6 cao (4 gidy), (y) mot so thi nghe
doc téc d6 thap (7 giay).

- V& d6 tin cdy cla Apollo: ngudi tham gia dugc chia
thanh 3 nhém: (a) 1 nhém dugc biét la Apollo rat dang
tin, (b) 1 nhém dugc biét la Apollo khong dang tin, (c) 1
nhém khéng dugc cung cdp thong tin vé do tin cay clia
Apollo.

Nhu vay, ta c6 6 nhom két qua: xa, xb, xc, ya, yb, yc. Sau
khi nghe xong, moi nguoi sé ddnh gia xem minh c¢6 mua san
phdm cua Apollo hay khong.

Két qua 1a, v6i cac nhém b (Apollo khong dang tin) va ¢
(khong cé thong tin), thi téc do doc mién trit trach nhiém
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Hiéu Ung chim mai (tap 2)

cao sé khién cho khach hang bé y dinh mua hang cua Apollo
di.

C6 thé giai thich nhuw sau: T8c d6 doc mién trir trach
nhiém qua cao sé khién cho nguoi nghe cé cam giac nguoi
quang cédo dang mudn che gidu van dé nay. Khi cam giac
nay két hop véi thong tin ti€éu cuc vé thuong hiéu (hodc sy
mu mo vé thwong hiéu), né sé phat tac, va khién cho khach
hang tiém nang c6 cdi nhin khong dwgc tot ddi vdi thuwong
hiéu. Chi khi thwong hiéu da duoc danh gia la dang tin cay
ti truede, thi téc dd doc nay mdi khong anh huong nhiéu, va
nguwodi nghe sé bd qua, xem nhw thit budc phai cé & mdi

quang cao.

Néu nhin lai thyc t€ xung quanh, ban ciing sé phat hién
ra nhitng hién tuong gan giong nhw vay vé tdc dd noi:
Nhitng nguwoi ban hang hay thuyét phuc néi qua nhanh sé
khién nguoi nghe dé phong: Ho c6 cam giac la d6i phuong
dang mudn che gidu hay thao tung diéu gi d6, va hé thong
phong thu trong dau ho tw dong kich hoat.

Ung dung trong kinh doanh

1. RS rang, tng dung dau tién ndm ngay & thi nghiém
trén: Khi quang cao, khong c6 gang luét qua qua nhanh
cac thong tin tiéu cwc budc phai noi ra. Hay trinh bay mot
cach ro rang, minh bach va ty tin. Chi nhitng nguoi mo am
mdi can che gidu, mot khi da lam &n dang hoang, khong

viéc gi phai lo so.
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Hao Nhién - Quoc Khanh

2. M6t ing dung khac duoc suy rong ra tir két qua ¢ trén:
Khi ban hang hay thuyét phuc, tranh néi qua nhanh. Nhu
da trinh bay, viéc ndi qua nhanh sé kich hoat hé thong
phong thu cuia nguoi d6i dién. Mot s6 nguroi néi nhanh nhu
la mot thoi quen, chit khong phai vi mudn che gidu hay ap
dao, nhung diéu nay vo hinh trung lam hai cho luan diém.
Hay luyén tap néi cham ma chéc, phong thai ung dung sé c6

strc thuyét phuc manh gép nhiéu lan t6c d6 trong 10i noi.

Tom lai, néu da khong c6 gi phai che gidu, ci tir ton,
duong duong chinh chinh ma noi, ba khi sé tu boc phat, stkc

thuyét phuc sé cao hon nhiéu!
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Hiéu Ung chim moi (tap 2)

Thi nghiém 3

Day la mot thi nghiém tam ly. Moi ban vé mét tach ca

phé (hoac tach tra), c6 quai (ban c6 thé vé vao 6 dudi day):
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Goc Nhin Xéo
Ban sé& vé tach ca phé nhu thé ndo?
Ban da thyc hién thi nghiém 3 nhu thé nao? Ban da vé
theo géc nhin ngang nhu Hinh 1, hay theo géc nhin thang

ding t&r trén xudng (hodc cd thé la cai tach tra lat ap) nhuw
Hinh 2?

O

Hinh 1 Hinh 2

N

Hinh 3

Néu ban khong phai la nguoi “qua sang tao,” nhiéu kha

nang ban sé vé nhu Hinh 3, v6i goc nhin xéo xéo tir trén
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xubng. Thuc ra, géc nhin xéo (Canonical Perspective, hay
Canonical View) nay la géc nhin chiém wu thé trong tri
tudng twong ctia hau hét moi nguwoi. Nhiéu nha tam ly hoc
thdm my da tim cach ching minh diéu nay, ma mét trong

nhitng nguoi tién phong la Stephen Palmer.

Tach ca phé cta Palmer

Thi nghiém 3 ma ban vira thuc hién cing twong ti véi thi
nghiém ma Palmer cung hai cong sy la Rosch va Chase da
thuec hién nam 1981. Ho dé nghi nhiing nguoi tham gia thi
nghiém vé mot tach ca phé roi cho nguoi tham gia tuy y vé
theo tri twdng twong ctiia minh. Két qua la tuy rang xau dep
khac nhau, nhung hau hét moi nguwoi déu vé theo gdéc nhin
xéo nhu Hinh 3.

Mot s6 nguoi giai thich két qua thi nghiém vé gbc nhin
xéo nhu sau: Trong cudc sdng thuong ngay, ching ta hay
nhin mot chi€c tach ca phé dat trén ban theo géc xéo nay
(néu bén canh ban c6 mét céi ly hay tach tra, ban tht nhin
lai xem cé dung khong nhé), do d6, khi dugc yéu cau tudng
twong va vé chi€c tach, hinh anh déu tién quen thudc nhét
xudt hién ciing theo goc nhin dy. N6i cach khéc, theo quan
di€m nay, ta s€ tuong tuong (va vé) su vat theo gbc nhin ma
ta quen thudc nhit. D6 la ly do vi sao ta thuong tudng
twong con than lan (thach sting) theo géc nhin thdng ding
tlr trén xudng lung né (do ta ludn thay thin lin bo trén

teong, va géc nhin thing xudng lung né la géc nhin quen
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Hao Nhién - Qudc Khanh

thudc nhat). Twong tw, khi dugc yéu cau vé xe 6 to hay xe
tai, nhiéu nguoi vé nd theo géc nhin ngang, do ho thuong
quan sat nhitng vat thé nay theo géc nhin ay (di nhién van
c6 ngudi vé theo goc nhin xéo, vi ta van cé thé quan sat

nhiéu chiéc xe xéo tir trén xudng).

El\ =D
L@-——-——fo\——@— @

Nhitng nguoi c6 quan diém gdéc nhin vu thé€ nhat 1a goc

nhin ty nhién ma ta thuong quan sat sy vat trong thuc t€ ta

sé tam goi la nhom “gdc nhin tu nhién.”

Tuy nhién, mot s6 khéc (tam goi 1a phe goc nhin xéo) lai
khong dong y. Ho cho rang khi duogc yéu cau vé mot toa cao
8c, hay mot cdi cay to, ngudi ta van vé nhitng vat thé nay
theo géc nhin xéo, du rang trong thuc t& da s§ quan sét
nhitng sy vat nay theo goc nhin tit duwdi 1én trén. Nhu vay,
goc nhin xéo la thit luén chi€ém wu thé du véi bat ky vat thé
nao. Phe “géc nhin ty nhién” khong déng y quan diém nay,
va cho rang cac vat thé du cao to hay v6 cung nhé bé déu c6
thé quan sat theo goc nhin xéo trong thuc t&, vi du nhu ta
thueong quan sat cay xanh va nhitng toa nha khac khi ding
trén Tau cao, va d6 1a goc nhin xéo thuwong thay. Noi cach
khéc, tat cad van bt ngudn tir géc nhin ty nhién ma ta

thuong quan sat thay vat thé.
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Hiéu irng chim moi (tap 2)

Ung dung trong kinh doanh

1. Nhu vay, bai hoc 16n nhét rut ra & day la goc nhin ty
nhién ma ta thwong quan sét vat thé trong thwc té chinh 1a
goc nhin tot nhat d€ thé hién vat thé trong cac tic pham (va
trong quang cdo).

- D6i véi da s6 san pham, goéc nhin t6t nhat 14 géc nhin
xéo0.

- M&t s6 sdn pham dac biét c6 goc nhin thang ding tir
trén xudng (nhu da ndi, dla mém chang han), hoac géc
nhin ngang (nhu mdt trudc hay mat sau 4o thun, vi ta
rat hay nhin do trén ngudi ngudi khac theo géc nhin
ngang, it ai lai quang cdo bang goéc nhin xéo).

2. Mot bai hoc c6 thé suy ra tir day: Hay chu y dén goc
nhin ma nguoi xem nhin san pham hodc quang c4o cua ban,
va ¢ gang lam sao cho ho c6 thé nhin sian phim hoic
quang cao ctia ban mdt cach ty nhién nhat.

Nhiéu nha thiét ké quang cao ngoai troi hay gap van dé
nay. Thuong thi ho thiét ké banner ¢ trén may tinh (v6i goc
nhin la tit trén xuéng nhu ban thwong hay nhin man hinh),
nhung tac pham cua ho lai dugc treo ngoai troi, & trén cao!
Két qua la tac phdm quang cdo cta ho chi duwgc xem tir dudi
nguoc lén trén, rat kho chiu. (Di nhién, d6i khi nguoi thiét
ké& khong thé kiém soat hét vdn dé nay, vi mot banner c6 thé
duoc treo ¢ rdt nhiéu noi khac nhau. Nhung du sao thi, c6

biét dén rac rbi dy d€ han ché tdi da van hon.)
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Hao Nhién - Quéc Khanh
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Mot bi quyét nho trong nganh sach: Dong chit 6 gay néu
duoc thiét k& doc, thi luén hudéng vé phia bia 1 cua quyén
sach. Ban c6 thé€ doan duoc vi sao hay khong?

Dung r6i, vi nhiéu nguoi hay d€ sach nam trén ban, ma
thuong thi bia 1 sé hudng 1én trén. Khi d6, dong chr 6 gay
sé ndm dung chiéu, cht khong bi 16n ngugc 180 do. Dau ai
doc dugc dong chit & chdng sach néu thiét ké nhu hinh dudi

day dang khong?
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Hiéu &ng chim moi (tap 2)

Trudce khi két thic chuwong nay, cac tac gia xin dd ban
mot cau vui vé: Hinh dwdi day vé gi? (Néu doan khong ra

moi ban xem dap an ¢ trang dau phan Tai li¢u tham khao.)
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Thien Kien Khac Biét
Thém 4 ngan dé ddi lén ly I6n nha anh? Thoi, cam onl

Gia st ban vura lap gia dinh, lai an nén lam ra, nén bt
dau tim mua nha chung cu dé 6. N6i gi thi ndi, an cu lap
nghiép ma.

Sau mot thoi gian lién hé, ban duoc anh co nha dat gioi
thiéu hai can trong cung moét khu chung cw véi mutc gid
giong nhau. Mot can 0 ngay tang 1, rong 60 m?; can con lai o
tang 10, rong 75 m2 Van dé duy nhat la khu chung cu nay
kha ddng, nén thang may co ltc sé qua tai, va nguoi ¢ tang
10 thuwong phai cho thang may lau hon nguoi ¢ tang 1
(nguodi & tang 1 c¢6 thé di cau thang bd xudng dat ludn,

khong phai cho). Cac yéu t6 con lai ngang ngtra.
Néu la ban, ban sé mua can nao?

Trong trueong hop binh thuong, nhiéu kha nang la ban sé

chon mua can ho khién ban phai h6i han vé sau. T4t ca la do
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Hiéu &rng chim moi (tap 2)

moét hién twong tam ly goi la thién kién khac biét

(distinction bias).

Vay thién kién khac biét la gi? Trwde khi tim hiéu vé nd,
ta phai lu6t qua mét vai khai niém co ban quan trong khac:
Panh gia so sanh va danh gia riéng biét

Hai khéi niém nay la hai khdi niém kha can ban trong
khoa hoc ra quyét dinh. Chinh tén goi ctia khai niém ciling
da giai thich phan nao. D€ hiéu ro hon, ta sé xét lai vi du
chung cu ¢ trén:

- Khi xem xét mua mot trong hai can chung cu, ta thuong
so sanh gitta hai can, vu nhuoc diém cua no, can do dong
dém ro6i chon cdn nhinh hon. P6 chinh 1a danh gia so sanh
(joint evaluation), tttc la danh gia san phdm khi dang so
sanh voi mot san phdm khac. Suy nghi danh gia so sanh sé
thuong la “cai nay tot hon cai kia” hodc la “san pham nay
mac hon san pham kia.”

- Khi da mua va don vé ¢ roi, thi ban chi danh gia can
chung ce ma ban dang 6 ma thoi, da phan la khong so sanh
voi nhitng can chung cu khac. Luc nay, ban khong mudn
biét cdn ciia minh hon hay thua cdn ma ban khong chon, ma
chi danh gia dé tim ra xem ban thich (hay khéng thich) cin
chung cu cua minh dén dau ma théi. D6 la danh gia riéng
biét (separate evaluation). Suy nghi danh gia riéng biét sé
thuong la “cai nay nghe cling hay d6” hay “san phdm nay

khong 6n lam.”
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Hao Nhién - Qudc Khanh

Thuwong thi khi mua hang, ban sé danh gid so sanh,
nhung khi trai nghiém san pham mua vé ban lai danh gia

riéng biét. Sy 1éch pha nay la mét trong nhitng mam mong

tao nén thién kién khéc biét.

Tuy nhién, ta can mdt manh ghép nita d€ tién t6i phan
tich thién kién khéc biét. Tiép theo ta sé tim hiéu dén cdp

khai niém “sdc mui triét hoc” hon mot chut:

Khéac biét vé lugng va khac biét vé chat

Hoc may ndm triét hoc, chac ban ciing da tiing nghe qua
khéi niém leong va chat. O tim Iy hay kinh doanh ciing vay,
c6 hai loai khac biét, do6 la khac biét vé lugng (quantitative

difference) va khac biét vé chdt (qualitative difference):
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- Khac biét vé lugng: Su khac biét gitra hai san pham (su
vat, hién tugng...) khéng lam thay déi tinh chat cda nd
(va cling khong lam thay d6i dang ké cam nhan cla ta
v@i nd). Vi duy, tring s6 Mega 6/45 12 ty va 13 ty thi vdi
mét ngudi binh thuong nhu tac gid day, cd hai déu
dugc liét vao mirc do vui dén ding tim: gig day minh da
thanh ty phu!

- Khac biét vé chat: Su khac biét Iic nay khong chi lam
thay déi vé lugng, ma con lam thay déi ca tinh chat cua
san pham (sy vat, hién tugng...) nlra. Vi dy, nhat dugc
10 nghin déng va rét mat 10 nghin déng sé khac nhau
vé chat: mot bén mat tién, mot bén duogc tién; mot bén
vui sudng clng cuc, mot bén dau kho trigén mién. T4t ca
chi cach nhau méi 20 nghin ddong xét vé lugng.



Hiéu irng chim moi (tap 2)

Vi dy, hinh duéi day thé hién cac khoang dong chat (cac
khoang ma tinh chdt khong khac biét) cua tac gia: Nhat
dwgc 50 nghin hay 70 nghin thi niém vui nho nho cling
tuong ty nhau (mién nhit dwoc duwdi 100 nghin 1a vui nhuw
nhau tat); trung s8 2 ty hay 5 ty thi cling chét ngdt nhu
nhau. Tuy nhién, chi can rét 10 nghin dong la tinh chat da

hoan toan khac véi viéc nhat duoc 10 nghin déng.

-100 nghin 0 +100 nghin 1ti

h
-

L 3

Nhu vay, khac biét vé lugng khong ti 1€ rd rang véi khac
biét vé chat. Gitra —10 nghin va +10 nghin (cach nhau 20
nghin vé luong) 1a mot chan troi khac biét vé niém vui; tuy
nhién gitta +12 ty va +13 ty (cach nhau 1 ty vé luong) thi
niém vui khong gia ting nhiéu 1lam. Lai mot sy léch pha

ntta.

Va lé di nhién, hai sy léch pha sé tao nén nhitng hién
tuong ky di:
Thién ki€n khac biét

Thién kién khéac biét duwoc hai nha khoa hoc Hsee va
Zhang trinh bay trong mét bai bao khoa hoc viét nam 2004.
Theo ho, khi danh gia so sanh, thi cac khac biét vé luong sé
nodi bat 1én, du 1€ ra khi danh gia riéng biét thi nguoi danh
gia sé khong phan biét duwgc do khong c6 khac biét vé chat.
Noi cach khiac, ta khong thé phan biét dwoc sw chénh léch
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vi su chénh léch nay khéng da nhiéu d€ nhan biét khi san

phdm ding mo6t minh.

Vi du, gitra hai cai loa am thanh tét, thi chi khi so séanh ta
moi thay 1a cai loa A 4&m thanh t6t hon loa B. Néu chi nghe
riéng 1é, nhitng nguodi binh thuong chic chin khong phat
hién dwoc sy khac biét vé chat lwong am thanh. Tuong tu,
chi khi cung khoi dong, ta mdi phat hién ra chiéc laptop A
khoi dong cham hon chiéc laptop B; chtt néu khoi dong
riéng, ta s€ khong phat hién duoc do ca hai déu khoi dong
chi trong may gidy dong hd. Thé 13, ta sdn sang tra thém mot
khoan tién dé€ c6 cai loa nghe ém hon va chiéc laptop khoi
dong nhanh hon, du réng néu dé riéng ta khong thé phan

biét duoc sy ém va sy nhanh dé.

Déang ¢ chd, nhu da ndi, khi quyét dinh mua hang, ta thieong
ddanh gid so sinh; nhung khi khién sdn phdm vé nha roi, thi ta
thwong chi danh gid riéng bi¢t (do dau con gi d€ so sanh ntra).
Ma khi danh gia riéng biét, thi sw khac biét vé lugong lai

khong con ndi bat nira.

Nhu vay, cé thé néi mot cach binh dan la khi so sanh, ta
¢t nghi rdng hai san phdm minh dang trai nghiém cé sy
khac biét, nhung khi mang vé nha ta méi biét la... minh
khong da kha nang va nhu cau nhan biét sy khac biét dé.
Nghiét & chd, chénh léch gid tién phai tra thi ta lai dé nhan

ra va nhé nhuw in!

Quay lai cau hoi ¢ dau bai, thuong thi suw chénh léch vé

dién tich gitta 60 m? va 75 m?, tuy noi thi c¢6 vé léch nhiéu,
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nhung vé6i da s6 moi nguoi thi né lai ndm cing moét vung
dong chat (déu thudc dang can ho rong cho gia dinh khoang
3 ngudi 6).! Tuy nhién, chuyén phai cho thang may 6 tang
10 mdi ngay lai khéc hoan toan vé tinh chat so véi chuyén cé

thé thoai mai bude tiing budc xudng tir ngay tang 1.

Ma khoan, khong phai ban da chon can ho tang 10 d6

chu??

Ung dung trong kinh doanh

1. Nhu vay, ban da biét réng khi dua vao so sanh, nhitng
sw chénh 1éch vé luwong sé noi bat 1én. Ta c6 thé tng dung dé
so sanh lam ndi bat dic tinh caa sdn phdm minh 1én (du
ring khi st dung riéng thi khach hang thuong ching dé y).
Khi két hop chiéu nay véi hiéu tng chim moi va hiéu tng
trung hoa d€ upsell (ban san pham loai tot hon véi gia cao
hon mitc ban dau ma khach dinh mua),®> sttc manh la vo

cung khung khié€p. Khong biét bao nhiéu lan nguoi viét sach

1 Di nhién, su khac biét vé chidt ma mdi nguoi cam nhan la khdc nhau. O
day céc tac gia chi ndi theo cam nhédn cta s§ dong. Thuc t€ la da s6 moi
nguoi—nhat 1a nhiing nguoi khong ranh vé bat dong san—khi buwdc vao mot
cdn 60 m2 (vi dy, 6x10m) rdi sau d6 budc vao mot can 75 m? (vi dy, 6.8x11m)
cting kho ¢6 thé nhan thiy su khéc biét, nhat 1a khi dién tich méo mé do dwoc
chia ra nhiéu phong khong vudng vic.

2 Khi dang doc duyét lai sach nay trudc khi in tai ban, thang mdy cta
chung cu nha tac gia cling dang trong trang thai “bao tri” duoc 3 ngay nay
roi. Nghi lai, tac gia thdy, chuyén chon can ¢ tang 1 truwde kia cua minh qua
that 1a quyét dinh sang sudt, nhét 1a khi nhin nhiing hang x6m tang 10 ctia
minh dang chuén bi buéc 1én thang b d€ vé nha.

3 Xem Hiéu ttng chim moi, tdp 1.
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nay da chdp nhan upsize, mua ly nudc ngot 16n thay vi ly
vlta, trong khi xét dang ra, thi “si¢ sung swdéng” khi mua ly
16n hay ly vira cling twong dwong nhau: Khi da hét khat roi

thi thém 100 ml nwdc ngot cling dau ¢ lam thay doi diéu gi!

2. Nguoc lai, khi sdn phdm ditng riéng 1¢, thi ta c6 thé
diéu chinh lwgng, mién sao chit khéng thay d6i. Gan day,
mot hang nudc giai khat da thay d6i dung tich chai ttr 500
ml xuéng chi con 350 ml (d6 ban hang nao?), nhung rat
nhiéu khach khong hé d€ y va van nghi chai niéc ctia minh

khong c6 gi thay doi.

3. Néu ban c6 gia tdng vé luong cho san phdm, nhung
khong du stec 1am chat ctia san pham thay d6i, hay c6 gang
so sanh hodc dwa con s8 vao dé khach hang chu y vao su
thay d6i vé luong. Vi du, néu san phdm ca phé cua ban
nhiéu hon d6i thu 10% vé lugng ca phé, thi lwgng tang nay
khé ma cam nhan duoc (twong tuong xem, mot goi ca phé
20 g va mot goi 22 g c6 khac gi nhau hay khong). Nhu vay,
mudn lam néi bat 10% cua ban, khong cach gi hon la lam cac
chwong trinh hodc quang cdo mang tinh chéat so sanh (kiéu
nhu “day la ly ca phé cua chung t6i, cac ban nhin th xem,
nhiéu hon ly kia ctia loai ca phé khéc...” hay “ly ca phé cta
ching t6i dam da hon loai ca phé khac...”). Néu khong du
sttc Iong hoa va so sanh, thi dirng gia ting vé luong ngay
tit dau. Nhw da néi, nguoi binh thuwong rat khé phéan biét
mot loai ca phé manh va mot loai ca phé manh hon néu

khong udng hai ly cing ltc.
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4. Sy gia ting vé lwgng nhung khong lam thay déi chat
1a mot cai bay. Néu la nha kinh doanh, nén can trong voi
nhitng c4i by nhu thé nay. Ngubdn lwc 1a cé gidi han, nén
néu ban bd cong dau tu nang cdp chitc ndng ma nguoi tiéu
dung khong cadm nhan duoc, thi ban da lang phi co hdi cta
nhiing chttc nang khac. Vi dy, ban c6 thé phai bo gdp d6i chi
phi hosting d€ lam website minh tai nhanh hon (tir 4 giay
con 3 giay), nhung néu su khac nhau dé khach luwdét web
khong cam nhan dugc, thi ban da dau tv phi pham. Nhiéu
nha khoi nghiép da chay dua theo hudng lam t6t hon nguoi
t6t nhat nhu thé, nhung ho khong hiéu rz?mg, sy t6t hon &y
khong quan trong trong mit khach hang! Hay thtt nghiém,
thtt nghiém, va thir nghiém trudc khi thuc hién!

5. Déi v6i nguoi mua hang, do khi st dung, chu yéu ban
sé chi danh gia cling nhu trai nghiém riéng biét, thé€ nén sé
rat ¢ ich néu nhu ban c¢6 thé€ tinh tdm suy nghi xem cam
nhan tdng quan vé mdi san pham minh dang phén van la
nhu thé nao, roi dinh gia duwa trén cai tong quan dy. Vi dy,
khi bwdc vao can ho 75 m? ban danh gid chung cam nhan
ctia minh vé cdn hd; sau d6 budc qua can 60 m?, ban lai danh
gia chung vé can hd nay ma khong so sanh ting chi tiét,
ting chitc ndng gitta hai can hd. Cudi cung, diém danh gia
tong quan mdi la tht can dua vao d€ dua ra quyét dinh. Cai
suy nghi “rong hon 15 m? d€ bu lai thang may ket” da phan
sé dwa ban dén lwa chon sai [am.
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N6i cach khéc, cau hoi khi so sanh phai la: “Mot cach
tong quan, trén thang di€m 10, thi minh thich san phdam A
bao nhiéu; san pham B bao nhiéu?” Ding nghi theo kiéu: “A
nhinh hon B cdi nay, bu lai B nhinh hon A cdi nay, chon cai
nao day?” Sai lam day!

Nguyén tac nay cling 4p dung dwoc vao nhiéu van dé
khéac trong cudc séng cua ban, tir chon trueong, chon viéc,
dén chon nguoi yéu. Cac danh gia phai la danh gia riéng
biét, boi ban dau cd hoc hai treong moét lan, lam hai viéc
mdt [an, va yéu hai ngwoi mét [an (thuwc ra thi cai nay co,
nhung dung cé dai dot nha!) d€ ma cam nhan dwoc sy khac

nhau ¢ tirng chi tiét va so sanh!
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M3t Phai Cla Banh Gig Trai Chiéu
Chin nguoi mudi g

Ky nguyén internet bung né da mang dén cho con nguoi
nhitng tién bd to 16n. Cung véi d6, nhitng thdi quen von da
an sau vao trong tam thirc cling dan bi thay doéi theo thoi

gian.

Ngay trudc, quyét dinh mua sam ludn bi anh huong béi
nhitng nguoi ta quen biét. Truyén miéng ting la mot
phuong phép doc ton mdi khi ngudi ta can héi y kién nhau
vé chat lugng mot san pham. Thoi thé thé thoi d6i khac,
gudng quay xa hdi tang téc nhanh chéng cliing nhu sy phd
bién cta théi quen “online” hda da md ra mdt kénh tham
khao v6 cung manh mé. Ngay nay, néu can mua mot san
pham nao d6, Google va cac danh gia cta nhitng nguoi ting
mua (review) da chen vao gitta qua trinh ra quyét dinh, lam
thay d6i cach thitc mua hang. Tuy nhién, cac danh gia nay
anh huwong dén qua trinh ra quyét dinh nhu thé nao thi

khéng phai ai cling ddm chac.
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Mic dinh trong d4u ta thuong nghi rang nhitng san
phdm duoc danh gia cao boi hau hét nguroi mua di nhién c6
wu thé. O chitu hudéng nguoc lai, nhitng san phdm nhéan
nhiéu danh gia tiéu cyc sé ha thdp kha nang lwa chon. Thé
nhung, c6 that nhitng quan niém nay luén dung? Liéu cé
treong hgp nao cac san pham bi ném da toi ta lai tiéu thu
tot hon? Nhitng nghi van khong rd rang nay da thoi thuc cac
nha khoa hoc tam ly vao cudc.

MUrc d0 phan tan va sy dong nhat vé sé thich

Tong hop va phat trién tit rdt nhiéu nghién cttu trude do,
nam 2015, nha khoa hoc He, dwdi sy huéng dan cua Bond,
da tién hanh moét céng trinh nghién cttu céng phu vé tac
dong cua cac danh gia trén mang déi véi quyét dinh mua
hang ctia ngwoi tiéu dung.

Trude khi di vao thi nghiém, ta sé tém tat van dé cling
nhu quan diém cua hai nha khoa hoc nay.

Déi v6i danh gia san phdm, ngoai tiéu chi di€m trung
binh la quan trong va phd bién nhét, thi con mot s8 tiéu chi
khac ciing dang luu y khong kém, trong s6 d6 la:

- Mirc d6 phan tan (dung hon & day la mic do phan
cuc, chia lam hai phe khen ché). Vi dy, trong hinh tiép
theo day, danh giad sdn phdm A dudi day (nhiéu nguoi
khen, déng thai nhiéu ngudi ché) cé6 mirc d6 phan cuc

cao hon san pham B (danh gid hoi tu, hay noi cach khac
la tap trung quanh muc diém 4).
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A B

- Loai san pham. B&i vdi loai sdn pham, ta c6 thé phan
thanh (a) san pham ddng nhat vé s& thich (thudong 1a
san phdm mang tinh cdng nang nhu quat may, td lanh...
tlrc 1a nhirng sdn pham ma sd thich khdng dong vai trod
chi dao) va (b) san pham khéng déng nhat vé sd thich
(vi du nhu phim anh, sach truyén, am nhac hay tranh
v&, ngudi nay khen ngudi kia ché Ia binh thudng). Dé
ngan gon, ta s& goi la nhém dong nhat va nhém khong
dong nhat.

Theo He va Bond, d&i véi san phdm ddng nhat vé so
thich, thi danh giad ctia nguoi dung cang hdi tu cang tot.
Nguoc lai, d6i véi cac san phdm khéng dong nhéat, chin
ngudi mwdi y, moi ngudi mot treong phai, thi viéc danh gia
nguoi dung ¢ mitc 4§ phan cuc I6n lai... kich thich hon.

Di nhién, chi suy doan la chwa du. Hai nha khoa hoc caa

chting ta bat tay vao lam thi nghiém:

Blrc tranh va chiéc déen ban

O day, d€ don gian, ching ta sé chi xét mot phan thi
nghiém (va da rut gon bdt cho don gian) cua hai nha khoa
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hoc He va Bond. Cac ban mu6n tim hiéu sdu hon cé thé xem
tai liéu g6c da dan & phan Tai liu tham khdo.

Hai nha khoa hoc ctia ching ta chon ra 2 san phdm dai
dién cho 2 loai san phdm dong nhat va khong dong nhat,
trong d6 nhom dong nhat la dén ban va & dia flash; nhom

khong dong nhat la btec tranh va album nhac.

Véi mdi san phdm, ngwoi tham gia thi nghiém dwoc thdy
bang danh gia 2 san phdm—mot bén phan cuc, bén con lai
thi hoi tu—r6i sau dé chon mot trong hai san pham.! (Tuong
tw nhu hinh minh hoa danh gia san pham A va B bén trén.)

Két qua nhu dy doan: D6i véi san pham c6 sé thich dong
nhat (den ban va dia flash), thi san phdm c6 danh gia hoéi tu
dwoc chon mua nhiéu hon; nguwoc lai, d6i véi san pham c6
sO thich khac biét (tranh va album nhac), thi san pham dugc

danh gia phan cuec, trai chiéu sé dwoc vu ai hon.?

10 day chung tdi da tom luoc lai thi nghiém cta hai nha khoa hoc. Thuc
ra, ho con lam céc thi nghiém trudc d6 d€ chon ra san pham dai dién, s6 diém
danh gid trung binh tdi thiéu (diém trung binh phai it nhat 5,07/10 thi nguoi
tham gia thi nghiém mdi nghi 1a san phdm dang xem xét va chon mua, néi
cach khéac, néu diém trung binh qud thdp thi lam gi cling v6 ich), ciing nhu
chia lam cac truong hop nho hon (danh gia phan cuc ¢é diém trung binh cao
hon, thap hon, va béng danh gia hoi ty).

2 Mot diém dang chti y: Ciing trong thi nghiém nay, tuy réng sw phan cuc
6 tac dong t6i viéc chon mua, nhung thue sy diém trung binh cuia san pham
van la yéu t8 quan trong hon. Néi cach khac, néu diém trung binh san phdm
ctia ban qua thdp so véi diém t6i thiéu (khoang 5,07/10 nhu da néi) hodc qua
thap so v6i déi thu (6/10 so voi 8/10 chéng han), thi du1 ¢6 phan cuc hay hdi tu
¢§ nao cting v ich. Bai hoc rut ra: mudn choi chiéu thi it nhét phai dat tiéu
chuén t6i thiéu cai da.
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Liéu két qua nghién cttu nay cdé thién léch so véi thyc t&€
khong? Biét dau trong phong thi nghiém khac, ngoai thuc t€
no lai khac thi sao. Chang ta sé tim hiéu thém mot cude

khao st thuec té tai trang web reevoo.com dé chac chan hon:

Cubc khéo sat ciia Reevoo

Nam 2012, mang xa hdi ddnh gid san pham reevoo.com
da tién hanh mot nghién ctu ddi véi dit liéu nguoi dung cta
minh. Trong d6, c6 mot sd s6 liéu dang luu y nhu sau (trich
tir bai viét cia Reevoo):

- 68% cam thdy tin tudng khi nhin thdy cd danh gia tot
va xdu cung xudt hién trén mot san pham.

- 30% cho rang khi khéng thdy danh gia ché san pham
nao, thi c6 vé la cé mui khéng trung thuec.

- Nhédm khach hang uu tién doc danh gia tiéu cuc trudc
¢6 ti 1&é mua hang tang dén 67% so v&i ngudi binh
thuong. Nhiéu kha nang chuyén nay xdy ra la vi nhirng
khach hang that su quan tam dén san pham sé& nghiém
tdc can nhac mat han ché trude khi mua.

Theo 10i ctia Richard Anson (trong tai liéu da dan & trén),
sang lap vién va CEO cua Reevoo, thi “ndi dung tiéu cuc ma
nguroi dung tu tao la mot trong nhing cdng cu chuyén doi

”1

hiéu qua nhat.

1 “[...] negative user-generated content is actually one of the most
effective conversion tools.”
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Con ngudi: td mo nhung sg sai

T4t ca nhitng hién twong da néu & trén suy cho cung bat
ngudn tir ban tinh con ngwoi: to mod nhung so sai. Mot bén
mudn thitr nghiém céi mdi, nhung dong thoi mot bén mudn
gitr 1y céi On dinh. Cudc chién gitta hai thai cic nay chi nga
ngi khi c6 mot yéu t6 thi ba: so thich.

O nhitng san pham c6 sé thich khéng déng nhat (nghia
12 sp khen ché tuy & mdi ngudi, rui ro chon sai khong cao,
s tO mo théng thé) nhu sach, phim anh, &am nhac, mén an,
thoi trang... thi ai cling hiéu rang chdc chin sé khong bao gio
c6 mot sy dong thudn tuyét doi. Mot vi du don gidn: mén an
ba mién Bac-Trung-Nam cta Viét Nam ludn c6 khéi niém
“ngon” khac nhau. Hay nhw siu riéng chang han, nguoi
khen thom, nguoi ché théi la binh thwong. Nhitng san pham
khéac nhu sach, phim hay am nhac ciing c6 gu riéng cta tiing
ngroi. Hai nha khoa hoc He va Bond cho réng, chinh sy
phan héa nay la ddu hiéu mang lai cho khach hang cam
nhan tin cdy va thyc t€. (Ban c6 thdy quen quen khong?
Dung rdi, chinh 12 suy nghiém tong bang khong: ta cho rang
dwgc cai nay phai mat cai kia thi méi la thuc t€.)

M3t khac, kha ndng dit hang déi véi nhitng san pham co
nhiéu y kién da dang sé t6t hon so v6i nhitng san phdm mét
chiéu (toan khen hay toan ché). O mot khia canh nao d6,
viéc c6 nhiéu nhén xét trdi chiéu gay cho nguwoi mua mot su
td mo nhat dinh. Cam gidc to mo, vira kich thich vira khé

chiu, thoi thic ngudi mua tim cach “thtt mot Ian cho biét.”
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Dai véi san pham khong cé nhiéu khac biét vé sé thich
(san pham dong nhat), thi sy 6n dinh lai la tiéu chi quan trong
nhdt (vi néu s thich da giong nhau, thi néu anh khong
thich, nhiéu kha nédng t6i cling sé khong thich). Khi do6,
khach hang sé xem xét chitc ndng co ban ctia san pham
truedce tién va néu né khong 6n dinh, nhitng tht khac khéng
cach nao cttu van duoc. Nguoi ta sé quan tam cai mdy hut
bui c6 manh va hut dwoc bui hay khong réi méi xét dén tinh
thoi trang cua nd. Chiéc ti vi c6 nhiéu chitc nang online sé
t6t d6, nhung néu hinh anh xdu, am thanh tiéng duoc tiéng
mat thi théi, quén di. Th€ cho nén, néu c& 50 ngwoi déu than
phién vé chdt lwong hinh anh chiéc ti vi, thi chuyén nguoi
tiéu dung hoang mang cting kho trach. Danh gia tiéu cuc
qua nhiéu sé ddy dua nguoi tiéu dung dén quyét dinh “hay
la thoi, khéi mua cho chéc.” Toi gi mua vé d¢ lai rude buc

vao nguoi!

Ung dung trong kinh doanh

1. Ky nghé seeding: Seeding (dung tai khoan tu goi chu
dé, danh gia hay mua chinh san phdm cua minh) tir 1au da
dwoc ap dung phd bién trén cac kénh mua sam. Hinh thtc
seeding thi mu6n hinh van trang, nhung muc tiéu chinh la
goi y, dong thoi tao uy tin va tdm ly an tam cho khach hang

khi ra quyét dinh mua (nhiéu nguodi mua chic né tét).

Mot thuc t€ la hau hét nguoi ban ap dung seeding déu
toan d€ lai 10i khen va mua hang. Két qua nghién ctru trén
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day mo ra cho chung ta mot phuwong phédp thuc hién khoa
hoc va hiéu qua hon. Cu thé, d6i voi nhitng san pham dga
theo gu cam nhan nhu sach van hoc, moén an, phim anh,
quan ao theo phong cach riéng... thi bén canh nhitng danh
gia khen thong thuwong cin 6 thém ludng y kién trdi chiéu.
Tham chi, su tranh cai néu c6 dién ra gitta hai phe d6i khi
tao ra hiéu tng v6 cung tich cyc. Phim Tdm Cdm — Chuyén

chwa ké'la mot vi du dién hinh.

Di nhién, 101 ché ciing can nghé thuat. Trong chinh danh
gid ché ciing nén kém thém loi nhan xét “gé gac” véi vai
diém tét thye sw. Mot khung ddnh gia ddi vdi cdc san phdm
thuwdng thire theo gu ki€u vay s€ tao ra tam ly “that” va hiéu
tng dam dong tich cuc hon hin so véi chi tung ho mot

chiéu nham chan.

O khia canh con lai, nhitng sdn phim thong thwong (it
mang tinh s thich, vi du nhwe USB, tu lanh, n6i com dién...)
doi hoi sy kiém soat seeding 1an danh gia that cua khach
mot cach cin trong.! Nhitng phan hoi tiéu cyc cua khach
hang can dugc lang nghe va nghiém tdc cai thién (va “x ly”
mot cach tinh t€ cang nhanh cang tdt). Sw 1ap liém kiéu xda
danh gia hay thong dong cho qua chi c¢6 thé 4p dung nhat
thoi, khong ai c6 thé xéa mai néu 100% khach hang déu
khong hai long. D6i véi san pham loai nay, tinh 6n dinh va

cac tinh nadng co ban can duwoc gitr vitng trong dai han. Moi

1 Xem thém van dé nay ¢ phan viét vé dong tw twdng & Higu itng chim mbi,
tdp 1 va phan Hai quy tic gieo i twéng & chinh tap nay.
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chiéu tro sé khong thé bén vitng néu khéng cé chat luong di

kém.

2. Xoay sau/tao ra sy phan cwc. Néu san pham cua ban
thudc loai phan tan vé s¢ thich (phim anh, sich truyén,
tranh vé, &n udng...), thay vi c¢8 gang khién tat cd moi nguoi
déu thich san pham caa ban (khong thé, chic chin 1a khong
thé), thi nhiéu nguoi lai ¢d tinh xody sau vao cudc chién
khong hoéi két vé gu thuong thic d€ ting muc do trung
thanh cta nhéom dng hd, dong thoi tdn dung dé€ truyén

thong.

Nhiéu nhém nhac, ca si thAm chi con tao mot nhom anti-
fan, chuyén duwa ra nhiing danh gia tiéu cec d€ tao sw phan
cuc, ttr d6 khién nhém hdm md thém gé"m két, dong thoi
thong tin vé nhém nhac, ca si 4y dugc 1én bdo va mang xa
hoi nhiéu hon. D6i khi chinh anti-fan lai la nguwoi mua nhiéu
vé hon ca. Huyén thoai truyén thong Harry Reichenbach da
tee thué nguoi “ném d4” buc tranh Binh minh thing Chin dé
khién btec tranh (v&n & 4m, ndm & nha kho) tré thanh tam
diém cha y caa truyén thong My.

Tuy nhién, chiéu tro nay can sy hau thuan cua mot san
pham t6t, cong voi cach thyc thi tinh t€. Xin trich 10i cua
Harry Reichenbach trong quyén sach viét nam 1931 cta 6ng
thay cho loi két:

Nhiéu ngudi sau nay hoang tudng rang chi can cé san

phdm gi d6 bi cdm doan hay bi ngudi ta chi trich 1& du
dé thanh c6ng. Ho dung chiéu nay nhu bai td, xui thay
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c6 nhiéu san pham kém that, xirng dang bi cdm that, va
thé 13 ho phai tiu nghiu nhin ca xa héi tdy chay né.

Hay can thén, boi day la con dao hai ludi.

XX

Vay ban cé thich b sach Hiéu ttng chim mdi hay khong?

Review nhé!
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Phu Luc

Thi gidc ngoai vi — sy that vé chuyén dong ria

Xét modt cach khoa hoc, thi viéc chuyén dong ria thu huat
s cht y cta ching ta 1a do cdu tric ctia mét. O day, chiing
ta s& khong di sdu vao phéan tich ting bd phan cdu thanh
mét theo y hoc, ma chi tip trung vao nhitng phan co ban ¢é
lién quan dén thi giac ngoai vi (peripheral vision) va chuyén
ddng ria d€ bo tro cho nhitng gi da ndi bén trén ma thoi.
Nhiing phan dudi ddy duoc viét theo cach gian don, d€ tim
hiéu rd hon cac ban nén tham khao thém cac tai liéu chuyén

A A g
sau ve mat.

Co ban vé vong mac

Co ban, phan nhéan hinh anh chiéu vao mit 1a vOong mac.
O vong mac, c6 hai loai t€ bao thu cam, bao géom t€ bao nén
(giup nhin dwoc hinh anh sic nét, do phan giai cao, cling
gitp phan biét mau sic) va t& bao que (nguoc lai véi t& bao

noén).
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Ta c6 thé chia véng mac ra lam hai phan. O ngay tai
trung tam la hoang diém (di€ém vang) véi ho thi giac tap
trung rat nhiéu té bao nén (tam goi la thi gidc trung tam).
Phan con lai 1a phan thi giac ngoai vi c¢6 it t&€ bao nén va
nhiéu t€ bao que hon. Ciing vi vay, chi ¢é phéan trung tam &
hé thi giac la ¢6 kha nang nhin hinh anh mdt cach sic nét,
do phan giai cao va mau sic chan thuc; con phan ngoai vi
thi chi nhin thy hinh anh 16 mo (twong tw nhu tro choi dién
tie hoi xwa, hinh anh ¢6 cac pixel to c@ nhu hot dau). C6 thé
lién twong thi gidc ctia con nguodi tita nhu mét voi phun
nudc: ciec ky tap trung ¢ chinh gitra, va téa nhitng tia nho li
ti ¢ ria.

Nhu vay 13, 6 mdi thoi diém, ddi mat ching ta thuc ra chi
c6 thé nhin r6 véi do phan giai cao mét vai di€ém, con phia
bén ngoai hoan toan mo. Ban hay thit d€ y xem, trong khi
dang doc nhitng dong chit nay, ban c6 nhin r6 nhitng th
bén canh sic nét nhw man hinh xin chudn HD hay khong,
hay chi 16 mo khong r6 rang? Pung vay, moi tht ¢ ria 1o
mo, va chi tré nén rd hon khi ban huéng mat nhin tap trung
vao no.

Nhung... nhitng diéu ching toi vira viét trén day, xét vdi
phén viét vé chuyén dong ria thi c¢é vé nghich ly: Néu nhu
thi giac ngoai vi khong c6 d6 phan giai cao, hinh anh ta thay
chi 10 mo, thi lam thé€ nao chuyén dong ria lai c6 hiéu qua
cho duwoc?

Ly do la day:
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Vai tro cla thi giac ngoai vi

Do ta chi c¢6 kha nang nhin tap trung va bo nao cting chi
c6 thé xir ly thong tin quan trong ¢ mot di€m nhin, nén cé
thé hifu vi sao nhitng hinh anh ngoai ria khong can d6 sac
nét cao. Thi gidc ngoai vi khong lam nhiém vu tap trung
phan tich, né c6 mot vai tro khac: lam nguoi canh bao vé

chuyén dong.

Mit nguoi chi c6 thé tap trung tai mot di€m, nhung néu
no chi tap trung tai mot di€m, thi lam sao ta ¢ thé nhan biét
duoc nén tap trung vao di€m nao? Do chinh la vai tro cta
thi gidc ngoai vi. Thi gidc ngoai vi xac dinh cac chuyén dong
trong tam nhin cua con nguoi, sau dé ra tin hiéu canh bdo
d€ thi giac trung tam huéng su chu y dén chuyén dong nay.
Vi du, khi mét anh nguoi ring dang di san trong ring, thi
giac trung tam tap trung vao bui cé triedc mat, bdng dung cé
lay déng ¢ bui co ké bén, thi thi gidc ngoai vi sé lam nhiém
vu canh bdo, hudng thi giac trung tdam ctia anh nguoi ring
sang bui cé bén canh (c6 thé df?mg do6 co6 thu san!). Noi cach
khéc, thi giac ngoai vi déng vai tro nhu anh linh géc cong,
hwéng sy chu y cta ca toa thanh dén nhitng noi ¢é chuyén
dong la.

V6i nhitng hiéu biét nay, ta c6 thé quay lai giai thich
chuyén dong ria moét lan nita, vi sao nhiing quang cdo
chuyén dong ria lai ¢6 hiéu qua hon quang cao véi den hiéu

nhap nhay lién hoi.
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Lai n6i vé chi méo goi khach

Khi buéc vao mot quan an, quan tra sita, hay vao méot
website, tht ma ta chu y mot cach c6 y thic dau tién la
nhitng tht nhdp nhay day mau séc va chuyén dong lién tuc.
Thi gidc trung tam ngay lap titc hudng vé cac chuyén dong
manh nay, va cac chuyén doéng con lai dwoc xi ly béi thi
gidc ngoai vi.

Nhu vdy, c6 thé néi, nhitng chuyén dong ria la nhiing
chuyén dong khong quan trong, khong dang chu y (da bi
chung ta bé qua vao thoi di€m ban d4u). Khi thi giac ngoai
vi phat hién va canh bao vé chuyén dong ria nao d6 (vi du
cdi ngodc tay cta chu meéo goi khach), trong tich tic ta
chuyén mat nhin vao chuyén dong nay. Tuy nhién, do d6 la
nhitng chuyén déng khong quan trong, nén chi tich tic sau,
ta lai bé qua va hudng su cht y dén cac chuyén déng khac

quan trong hon.

Mau chét ndm & chd nay: Chi trong mot thoi diém ngan
ngui, nhitng chuyén dong ria da thu hut sy chu y va roi sau
d6 danh mat sy chu y, nén sy chu y d6 gan nhu vo thig, ta
khong nhan biét duoc rang minh da cha y dén ci ngodc tay
ctia cht meo. Va cling vi vay, nhitng chuyén ddng ria dy thu
hut ta, khong gy ac cdm nhw nhitng chuyén dong dap am
am ki€u banner nhdp nhay (dwoc ti€p nhan mot cach cd y
thitc, ta tap trung phan tich va nhiéu kha ning sé khang cy
néu khong thich).
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No6i cach khéac, khach hang xt ly va phan xét cac quang
cao ¢6 chuyén dong 1é6n manh mét cach cé y thirc, nhung xt
ly cac chuyén dong ria gan nhu v thirc. Khach hang bi thu
hat boi chuyén dong ria chi trong chép mat. Qua la mot
cach hut khach tinh t& va hiéu qua!
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ChiMuc Tu

Chi muc tit (index) 1a phan ndm trong cac sach khoa hoc,
giup ban cé thé tra cttu cac chu dé, nhan vat, ndi dung ban
mudn moét cach nhanh choéng, rat tién néu ban mudn xem lai
mot ndi dung nao d6 vé sau. Vi dy, khi ban dang tim hiéu
vé Coca-Cola va mudn tim thong tin vé thwong hiéu nay,
ban chi can tra muc tir “Coca-Cola” sau mdi quyén sach la

tim ngay dugc phan ndi vé Coca-Cola.

Do quyén sach nay phuc vu cht yéu cho cac ban dang
kinh doanh, nén cac tac gia da gom nhom cac san phadm vao
cung muc tir “san phdm” d€ cac ban tién tim hiéu. Vi dy,
néu ban dang ban kem danh rang, chi can vao muc tir “san
phdm” va tra “kem danh rang” thi sé thay cac vdn dé lién
quan téi san pham nay.

Mot s6 tir xudt hién trong ca moét doan dai vai trang sach,

nén cac ban nhé xem ca cac trang ¢ gan d6 nira nhé!

Chtc cac ban nghién cttu va ttng dung hiéu qua!
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tudng hoan thanh
Apollo (cong ty gia tudng), 96
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Binh minh thdng Chin (tranh), 123
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ria
va thi gidc ngoai vi, xem mét va thi
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(sw) ghen ti, 31-41
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hoc tién hoa va (su) ghen ti
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gia tron va gia 1é, 68-72
va hiéu tng chit s§ phai, xem hiéu
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hiéu ting chit s6 tréi, 74-6, 80-1
hiéu ung IKEA, 11-6
hiéu ting tién si Fox, 58-61
hoang diém, 126
hé thi giac, 126
IKEA (cong ty), 12
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IKEA (hiéu ttng), xem hiéu tng IKEA
khoi nghiép, 32, 52-5, 64, 113
khuyén mai da tang, 23-5
khuyén mai tang thém, 21, 25
Lasley, Alex, 38
Manson, Mark, 66
rnét, 20, 44, 50, 90-4, 113, 125-9
va chuyén dong ria, xem chuyén
dong ria
va tam ly hoc tién hda, xem tam ly
hoc tién héa
té€ bao ndn, 125-6
tébao que, 125-6
va thi giac ngoai vi, 125-9
vong mac, 125-6
meo du khach, 50, 125-9
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vi goc nhin xéo, 103-4
va ndi dung k€ chuyén, xem thu
thuat rat rudt
vi seeding, xem seeding
Reevoo, 119
Reichenbach, Harry, 40, 123
san pham
4o thun, 103
binh dun nwéc, 14
camera, 69-70
ca phé, 15, 33, 52-4, 99-101, 112
can hd chung cw, 106, 110-3
bat dong san, 32, 37, 111
dich vu van chuyén, 19
den ban, 117-8
dia flash, 103, 118



dong ho, 32, 87
hé thong ké toan, 71
kem cao rau, 29-31
kem trz“ing da, 71
khoéa hoc lam giau, 55
khéa hoc tiéng Anh, 38
laptop, 14, 87, 110
loa, 110
may hut bui, 121
nhac, 120, 123
ndi com dién, 122
ndi that, 12
origami, 12-3
sach, 42-3, 55, 62, 66, 104, 117, 120,
122-3
s0 ¢O la, 82, 84, 86
tivi, 39, 95, 121
tra sira, 86, 128
tranh, 117, 123
ta lanh, 117, 122
tua du lich, 71
USB, 122
vay, 36,50, 71
vida, 71
xe may dién, 39-40
seeding, 121-2
Shlt my dad says, 66
sé thich, 116-23
phén tan va dong nhat, 116-23
subtle art of not giving a fck, The, 66
suy nghiém t6ng bang khoéng, 27-32, 120
va tdm ly hoc tién héa, xem tam ly
hoc tién hoa va suy nghiém
téng bang khéng

Hiéu irng chim moi (tap 2)

tam ly hoc tién hoa, 31-2, 34-5, 48-50, 127
vi chuyén dong ria, 48-50
va (sw) ghen ti, 34-5
va mit, 127
va suy nghiém t6ng bang khéng, 31-
2
Tam Cim — Chuyén chuea ké, 122
t& bao nén, xem mit
t& bao que, xem méat
thi gidc ngoai vi, xem mat
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t8ng béng khéng (trd choi), xem trd choi
t6ng bang khong
tro choi t8ng bang khéng, 27, 30-1
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YouTube, 15
¥ tudng, 42-5
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Tai sao ban nén doc quyén sdach nay?

Béi vi:

- Hiéu trng chim mai c6 nhitng (rng dung thuc tién dwoc duc két tir
qua trinh kinh doanh thwc chién ctia cic tac gia (Thwec tién).

- Cac tng dung déu dworc suy ra tlr cac ly thuyét tdm Iy hoc virng chac
ma nhom tac gia dwoc hoc va nghién ctru trong cac chwong trinh bac
sau dai hoc (Ly thuyét).

Nhuw vay, day 1a Iy do ban nén doc quyén sach nay:

1y thuvet x Thuc tién — Hieu ung chim moi

9 )786049 228551

Gia: 100.000 VND




Hao Nhién — Qudc Khanh

HIEU UNG CHIM MO

Tap 3

NXB Kinh té Tp. H6 Chi Minh



HIEU UNG CHIM MOI, TAP 3. T4c gia: Hao Nhién & Qudc Khanh. Xuét
ban 1an dau ndm 2020 theo hgp ddng lién két cua Cong ty TNHH Ecoblader
va Nha xuét ban Kinh t& Tp. H6 Chi Minh.

T4t ca quyén co lién quan dugc bao luu. Khong stt dung bat cit phan nao ctia
quyén séch nay dudi bat ct hinh thitc nao ma khéng c6 sw cho phép bang
vin ban, trir treong hop trich dan ngén & cac bai phé binh va danh gia.

Chi tiét vui long lién hé contact@ecoblader.com hoéc http://ecoblader.com.



Than tang nhirng ngudi anh em khéng quen biét da liéu
minh lao vao thé gidi kinh doanh va dé lai nhirng bai hoc
that bai quy gia cho thé hé sau.



LOi nGi dau cua bo sach

Ngudi ta hay coi li thuyét va kinh nghiém thuc tién la
hai tht hoan toan d6i nghich nhau. Nguoi theo hudng li
thuyét thuong coi kién thitc kinh nghiém la thiéu bén viing
va khéng phé quat, con nguwoi theo huodng thuc hanh

thuong goi sach vé 1a li thuyét suéng, khong dung duoc.

Thé nhung, sau khi vira tham gia nghién cttu li thuyét
bac sau dai hoc, vira tham gia ban hang thuc tién, chung toi
phat hién ra rang li thuyét va thuc tién ludn song hanh, gan
b6 dén d6 khong thé tach roi: Nguodi nam 1i thuyét nhung
khong thuc hanh sé khong thé€ biét nhitng kién thitc cua
minh ¢ tng dung duoc trong thuee t€ hay khong. Nguoc lai,
nguwoi thue hanh nhung khong c6 1i thuyét chong lung sé
khong thé biét thanh cong ctia minh la c6 co sé, hay chi la

may man va khong thé 4p dung cho Ian tiép theo.

Do vay, quyén sach dwgc cdu triac thanh cac phan nho
véi li thuyét va ing dung dan xen. Mdi hién tuong hay ki
thuat ban hang déu duoc giai thich bang 1i thuyét, va mdi li
thuyét déu cé cac tng dung minh hoa, nham gitp ban doc
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linh hoi kién thitc mot cach vitng chac va linh hoat. D& thé
hién sy ton trong véi cac tac gia di trude, cing nhue dé€ ban
doc dé& dang kiém chiing va tim hiéu thém, moi thong tin va
s0 liéu 1dy tir nghién ctu ctia cac nha khoa hoc khac déu
dwoc trich dan cu thé, chinh xac va ghi nguon day du theo
chudn APA 6% edition ¢ phan Tai ligu tham khdo.

Mot s6 thu thuat tng dung la khong chinh théng va cé
thé khong dung chudn muc vé dao dtc kinh doanh (“giang
h6” thuong goi la thu thuat “ta dao”). Tuy nhién, chung to6i
van sé trinh bay dé ban doc cé thé né tranh khi gap phai—

trong vai tro ngwoi mua hang.

Chung toi viét sach nay nham khoi goi su hting tht ctia
ban doc véi tam li hoc, mdt nganh khoa hoc ¢é nhiéu tng
dung trong kinh doanh. Trén tinh than dd, cac kién thuic
phtc tap, chi tiét, mang tinh han lam duoc dua vao phan
phu luc d€ phuc vu cac ban ¢6 nhu cau tim hiéu dé tng
dung sau hon. Kién thitc & phan ndi dung chinh sé van gifr
su don gian, dé hiéu va hdp dan cua riéng minh.

Hi vong nhitng kién thtrc 1i thuyét tich lay trong qua
trinh nghién ctu han 1am cling véi cac tng dung chat loc
dwgc tir kinh nghiém ty doanh thyc chién cua nhom tac gia
sé gitp ban lam viéc hiéu qua hon. Chuc ban cé nhitng phut

gidy thu gian httu ich cung Hiéu ttng chim moi!

Sai Gon, 16 thdang 4 nim 2016

Cdc tic gia



Gidi thieu Bp 3

Trong Tiéu nggo giang ho, c6 doan Lénh H6 Xung gap
Phong Thanh Duong va dugc chi di€m Doc C6 Ciru Kiém.
Trong qué trinh nay, khi nhac dén cdc hau bdi duong thoi
trong Ngii nhac kiém phai, Phong Thanh Dwong nhan xét:

Chang cho rang c& hoc nhirng chiéu kiém tinh thuc cda
su phu truyén cho la trd thanh cao thid. HU! Hoc thudc
long 300 bai tho Budng thi ké khong biét lam tho cling
ngam dugc that. Nhung chi thudc tho ngudi ta, thi minh
c6 lam tha cling chdng ra hon. Néu ty minh khdng cé 6c
sang tac liéu cé thanh dai thi gia dugc khdng?

Von di cac chiéu thuc trong cac b ki€m phé chi la
nhitng thanh t& cin ban, luyén cho nhuan nhuyén nhap tim
d€ roi quén di. D€ c6 thé bién thanh nhiing don danh c6 gia
tri, can van dung sang tao cac chiéu thic, tuy co tGng bién.
Giao ddu vo cdng khong phai la ho to tén ting chiéu thic
roi ra don nhu trong truyén tranh Nhat Ban; giao dau vo
cong la tung ra nhitng don danh tdi wu phéi hop vo6 sd chiéu
thirc @€ triét ha doi tha. Dén nguoi ra don ciing khong phan

biét r& minh dang st dung chiéu thttc nay hay chiéu thirc
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kia. Ciing vi d6, d6i thu khong thé tra bat ki sach vé nao dé
hoéa giai.

Cau chuyén tng dung tam li hoc va cdc mon khoa hoc
khac trong kinh doanh ciing vay. Biét tén cua tirng chiéu
thirc—hay hiéu itng—chi la budc dau tién. Van dung nhuan
nhuyén két hop cac hiéu ting véi nhau va vdi cac chiéu thirc
khéc bén ngoai linh vuc tam 1i hoc d€ gia tang hiéu qua kinh
doanh méi thuc sw la muc dich cudi cung. Tap 1 va 2 Hiéu
thng chim moi trinh bay cac hiéu tng don 1é d€ doc gia c6 thé
hi€u sdu ting hiéu tng, nhung bdy nhiéu do6 la chua du d€
khai thac toi da cdc hiéu tng tam li trong kinh doanh.
Nhiéu ban doc khi 4p dung mdt sd hiéu tng don lé chic
cling thay rang, d6i khi hiéu tng dy da qua phd bién, hau
nhu ai ciing biét ban dang ap dung chiéu nao, nén muic 46
hiéu qua giam di khong it.

Nén nhd, néu moi nguoi biét ta dang ap dung hiéu tng
nay hay hiéu tng kia, thi diéu d6 khong c6 nghia la ta da ap
dung hiéu tng tam 1i “dung bai” —diéu dé chi c6 nghia la
muttc 6 van dung hiéu tng tam li cua ta chwa duwgc nhuan
nhuyén, don danh dang qua 19 liéu & mtc d6 “thudc bai”!
Mot khi cac chiéu thic trong Hiéu 1#ng chim moi ngay cang
phd bién, viéc tng dung may moéc chi nhitng hiéu t¢ng don

1é chac chan sé ngay cang mat di hiéu qua.
Va dé la li do Hiéu teng chim méi (Tdp 3) ra doi.

* % %



Hiéu Ung chim moi (Tap 3)

Vay Hiéu itng chim moi (Tdp 3) c6 gi moi?
Th nhat, la hiéu @ng tam li méi—hay “chiéu thkc”
moi—chua dugc trinh bay trong 2 tdp trudc. Céc hiéu ting

nay sé bd sung nhitng hi€u biét méi d€ ban phdi hop ting

dung vao cong viéc kinh doanh ctia minh.

Thit hai, 1a chiéu thic tit nhitng nganh khoa hoc khac
c6 lién quan dén tim li kinh doanh—hay c6 thé goi la
“treong phai” méi. O trong tap 2, han cdc ban da chd y
thdy mot s6 chiéu thiee thude linh viee toan hoc (Sw vi diéu
ctia todn hoc) hay van hoc (Thu thudt rut rudt trong viét noi
dung ké chuyén). Trong tap 3 nay, mot s6 chiéu thirc cua cac
nganh khac cling sé dugc bd sung, gitip qua trinh van dung
duoc linh hoat va da dang hon.

Thtt ba, 1a tw duy méi—tw duy mé réng va phdi hop.
Trong tap nay, sé c6 nhitng phan tdp trung vao viéc mod
rong hiéu tng sang cdc bdi canh mdi, hoac phdi hop hai
hodc nhiéu hiéu tng lai véi nhau. Cach lam nay cé 2 loi ich
16n: (1) khién cho chiéu thirc ctia ban khé bi nguwoi ngoai phat
hién hon, tie 46 hiéu qud hon; va (2) gia tang dot bién so lwong
“combo” chiéu thirc ban cd thé st dung. S&€ c6 nhiéu vi du minh

hoa thuc tién theo tw duy nay.

Tht tw, 12 cong cu méi. O day, chung tdi sé cung cip
mot s6 hudng ting dung cac cong cu don gian (ma cé thé
ban da quen thudc) theo nhitng cach moi, gitp ban tim
phuong huwdng tng dung cdc hiéu tng mot cach hiéu qua
va do ton thoi gian hon.
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Tht nam, la vi du méi. Tt khi Téap 1 ra doi dén nay da
4 nam. Trong qua trinh nay, nhiéu chuyén da xay ra, mang
dén cho chung t6i nhitng trai nghiém moi. Nho d6, kinh
nghiém ctia cac tac gia duoc gia tang vé s6 luong va chat
lwgng trong nhiéu linh vuc mdi. Cac hiéu ung cling cé
nhiéu co hoi tht nghiém trong thuc tién hon. Trong Tap 3,
cac ban sé thdy nhiéu vi du thuc té€ trong cac mang dn udng,

ban 1é... dua trén cac kinh nghiém nay.

* o %

Hy vong, véi nhitng chiéu thittc mdi, truong phai mai,
te duy moi, cong cu moéi, va vi du méi, Hiéu tng chim moi
(Tdp 3) sé giup ban ting dung tot hon tat ca nhiing ndi dung
trong chudi sdch Hi¢u tng chim mdi, d€ cong viéc kinh

doanh cuia ban hiéu qua hon bdi phan.

Moi tht da c6 sdn trong tay, tat ca chi con phu thudc

vao chinh ban!
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Hiéu irng chim moi (Tap 3)

Vai ghi chd ve cac thudt ngl

Ban doc sé thdy sdch c6 sit dung mot s6 thuat ngit. O
day, cac tac gia sé dién giai y nghia ting thuét ngi va quan

diém dugc st dung trong sach nay.

Suy nghiém, thién ki€n, hiéu Ung, thd thuat, cdng cy, va
hoc thuyét

Suy nghiém (heuristic) 1a cac phwong phap giai quyét
van dé nhanh, cho két qua tSt (nhung khong han 1a t6i wu).
C6 thé xem suy nghiém la cac “16i tat” trong tw duy. Vi du,
suy nghiém danh gid nd luc (cai gi cang mat nhiéu thoi gian
dé€ hoan thanh thi cang c6 gid tri) thuong diang voi da sd san
pham. Mot bttc tranh vé trong 10 ngay thuong co gia tri hon
btrc tranh v€ nhanh trong 10 phut.

Suy nghiém thuong dung, nhung khong phai liuc nao
cling dung. N¢ giup giai quyét nhanh van dé, nhung tao sw
thién 1éch trong nhiéu truong hop. Trong sach nay, nhiing
danh gia thién 1éch duoc goi la thién kién (bias). Cac thién
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kién phoi hop cung nhiéu yéu t6 tao ra cac hién twong dic

biét, trong sach nay goi la hiéu tng (effect).

No6i thém: Suy nghiém c6 thé tao thién kién, nhung né
cling gitp ra quyét dinh hop li phéan 16n thoi gian. Do vay,
0 mot s6 phan ta cling sé nghién cttu cach tng dung suy

nghiém dé€ ra quyét dinh nhanh.

Tan dung hiéu biét vé cac suy nghiém, thién kién, hiéu
ung, két hop véi nhitng kién thirc nganh khac, cac tac gia
chi ra cac tha thuat. M6i thu thuat thuong la két qua cua sy
ph6i hop nhiéu hiéu tng, va mdi hiéu tng thuong gép phan
tao ra nhiéu thu thuat khac nhau.

D€ tng dung, doi khi ta khong thé lam thu cong, ma
phai stt dung céng cu dé€ tang tdc d0 va sy chinh xac. Vi dy,
d€ tinh 1ai sudt mot khoan vay, ham Excel sé hiéu qua hon
rat nhiéu viéc nghién cttu céng thirc va bdm may tinh. Khi
ndi vé cong cy, cac tic gia sé khong giai thich qua nhiéu
cach van hanh ctia no, chi tap trung trinh bay cach st dung
cong cy nhanh chéng va hiéu qua. Vi dy, chung t6i khong
giai thich cach Excel tinh 1ai sudt theo cdng thitc toan hoc,
chi huéng dan cach dién dtng va hiéu qua ham IRR &€ doc

gia itng dung nhanh ma thoi.

Hoc thuyét

Trong sach nay cting xu4t hién cac thuyét (theory). Céc
tac gia thwong sit dung thuyét lam cdng cu suy luén va giai

thich cac hién twong.
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Hiéu rng chim moi (Tap 3)

Vi dy, hién tuong con nguoi thueong bi thu hut boi tinh
duc c6 nhiéu huéng giai thich khac nhau. Tuy nhién, cac tac
gia da sit dung thuyét tam li hoc tién hoa dé giai thich:
“Nhitng dac diém tam li con ton tai ngay nay chinh la két
qua cuia qua trinh tién héa va chon loc ti nhién.” Nhitng
ngroi khong bi thu hut béi tinh duc da tuyét chung va

khéng truyén dugc von gene lai cho doi sau.

Dua trén cach 1 luan nay, ta ciing c¢6 thé dién giai vé
viéc con nguoi thuwong bi thu hat béi kich thudc hay thic
an, tir d6 duy doan dugc nhitng yéu t6 khac bz‘?mg cach suy

luan dya trén nguyén li noi trén.

Nhu vdy, mdi hién tuong cé nhiéu thuyét giai thich.
Trong pham vi sach nay, cac tac gia wu tién sit dung thuyét

dé hiéu nhat ¢ dién giai.
Cac thuat nglr da nganh

Tam li va kinh doanh khong ton tai riéng biét, ma da
phan dan xen 14n nhau, va vdi nhiéu linh vuc khéac nita. Rat
nhiéu chiéu tro danh ltra trong kinh doanh xuat hién trong
mang thong ké; rat nhiéu chi s8 tai chinh la nham do lueong
tam li thi treong; rat nhiéu cong thirc thong ké xudt hién dé
giai quyét cac van dé trong nghién ctu tam li. Tham chi,
mot s6 nganh “lai” ciing da xudt hién, nhu hanh vi t6 chug,
tai chinh hanh vi... va x6a mo ranh gidi gitta cac nganh. Do
dé, ban ciing sé thdy mot s khéi niém khong thudéc mang
tam li hay kinh doanh, nhung lai c6 lién quan mat thi€t dén

tam li kinh doanh.
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% %

Do thuat ngit hién nay chua théng nhat, nén ban sé thay
mot s6 thuadt nglt dung trong sach nay khoéng gidng voi cac
sach khac. Vi du, efficiency dwoc goi la hiéu sudt trong sach
nay, nhung c6 thé noi khdc lai goi la hiéu qud; heuristic trong
sach nay goi 1a suy nghi¢gm, nhung cé noi phién am thang
thanh o-rit-tic. Do vay, d€ tranh hi€u nham va tién tra ctu,

céc tac gia déu co6 ghi cht kem theo thuat ngh tiéng Anh.
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Hiéu Ung ft-ma-chat

Nh{ng can phong tréng trai co thé day ching ta digu gi?

Cé 1é ban cling da thay hién tuong nay trong thuc té:
Khi t& chitc hop hanh cho 50 nguoi, néu thué nham phong
hop quéa to—danh cho 200 ngudi chang han—moi ngudi sé
c6 cam gidc budi hop qua vang, s6 nguodi dw hop qua it.
Nguoc lai, néu t6 chitc budi hop ady trong phong danh cho
50 ngwoi (hodc tham chi 45 ngwoi), cam giadc chung la “budi

hop dong du, phong chat kin ngwoi, thanh cong tot dep.”

Christopher K. Hsee, nha nghién cttu dau nganh linh
viee hanh vi, cling chu y thdy hién tuwgng nay. Thé l1a 6ng lao
vao nghién cttu, vira d€ xac nhan hién tuwong nay la cé that,

vira d€ xem né c6 thé ing dung da dang dén dau.

NHUNG LY KEM GAY AO GIAC
Trong nghién cttu nam 1998 cta minh, tién s§ Hsee thuc
hién nhiéu thi nghiém vdi nhiéu san pham va boi canh khac

nhau (bd mudng nia, khan choang lam qua ting...). O day,
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chtng ta sé chi xem xét thi nghiém dién hinh va co ban nhat
cta ong: thi nghiém véi nhing ly kem.

Nhitng nguoi tham gia thi nghiém dwoc ngau nhién
chia thanh 3 nhém, duoc gia dinh tiép cén 1 trong 2 ¢ ban

kem Haagen Dazs khac nhau:

- Nhém th& nhat gap H. C6 nay ban mbi phan kem 8 oz
(236,6 ml), va dung trong ly dung tich 10 oz (295,7 ml).

- Nhém th( hai gap L. C6 nay ban mdi phan kem 7 oz
(207 ml), va dung trong ly dung tich 5 0z (147,8 ml).

- Nhém thi ba gap ca hai ngudi, tlrc la c6 thé so sanh.

Sau d6, ca 3 nhém dwoc hoi vé mike gia sdn long tra cho

ly kem. Két qua nhu sau:

Nha ban H Nha ban L
Nhém 1 $1,66
Nhom 2 $2,26
Nhém 3 $1,85 $1,56

Cé thé€ thay, nha ban L (it kem nhung dung trong ly
nhd hon, ddy vun 1én) khi ti€p can khach hang mot cach
riéng 1é sé dwoc danh gid cao hon nha ban H. Tuy nhién,
hién tuwong nay sé khong xuat hién néu khach hang c6 thé so
sanh ca hai nha ban cung lac (nhém 3). Khi d6, khach hang
thay ro réng H ban nhiéu kem hon, va sé tra nhiéu tién hon

cho phéan kem ctia H.



Hiéu Ung chim moi (Tap 3)

HIEU UNG IT-MA-CHAT

Hsee goi hién twong trén la Hiéu 1tng it-ma-chdt (Less-is-

better effect). Noi dung hiéu ttng nhu sau:

Khi danh gia riéng |é, ngudi ta quan tam dén ti Ié
gitra lugng gia tri (& day la lugng kem) va yéu t6
tham chiéu (& day la céi ly) hon la lugng gia tri
tuyét ddi. Tuy nhién, khi dugc mang ra so sanh,
thi hiéu Ung nay khdng con.

No6i cach khéc, néu nhin 50 nguwoi ng6i trong can phong
sttc chtra 200 nguoi, ta cam thay vang hon thyc t&. Néu nhin
42 nguoi ngoi trong can phong sttc chita 40 nguwoi, ta cam
thdy dong hon thuc té. Tuy nhién, néu co6 thé so sanh 2 can
phong cung ldc, ta van biét 1a 50 ngwdi déng hon 42 nguoi.

Co6 thé thdy 3 van dé can quan tam khi G¢ng dung hiéu
tng nay:

(1) Liéu danh gia c6 phai la riéng 1é hay khong?
(2) Lugng gia tri ma khach hang quan tam la gi?

(3) Ho thuong tham chiéu lugng gié tri v&i yéu td nao?
UNG DUNG TRONG KINH DOANH

1. Thiét k& bao bi vira van hodc cho san pham day
“dung nap.”

Mot s6 cdng ty thwee phdm dong gdi rat ranh chiéu nay.
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Cac gbi mi, banh keo... thwong duoc kem thém mot khay
nhua dwoc thiét k& dé€ khién san phdm c6 vé to hon. Tuy

nhién, cach nay kha 1 liéu va gay tac dung nguoc.

Van dé nay kha don gian, nén ta sé khong ndi sau hon.
Hién nay, nhiéu cdng ty rat cha trong phan bao bi, va thiét
k& hau hét déu da dat chudn tao hiéu ttng manh mé nhat.

2. Tang qua tha it ma chat—chon san pham gia thap
loai t6t thay vi sdn pham gid cao nhung tam thudng.

Yéu t& tham chiéu khong phai lic nao ciing la bao b,
ma co thé la hang muc chung (category, hay chuing loai) cta
san pham. Trong nghién cttu ctia Hsee, dng c6 thi nghiém so
sanh 2 moén qua: (1) 4o khoac long tri gia $55, va (2) khan
choang 16ng tri gia $45. Khi nhan duoc 1 trong 2 mén qua,
nguoi duoc tang thich chi€c khan hon han. Trong mét ho,
chiéc 4o $55 thudc loai ré trong hang muc do khoac 16ng,
trong khi chiéc khan $45 lai thudc loai cé gia tri trong hang
muc khan choang. Yéu t0 tham chiéu ¢ day la hang muc cta
san phdm, nd diéu khién cam giac ctia ngwodi nhan, du r?mg

rd rang chiéc 40 van c6 gia tri hon chiéc khan nhiéu!

Vay ta nén ap dung thé nao? Véi nhitng san pham ting
kém, hay tap trung vao chat lugng cia mén qua. Véi cung
mot ngan sach, hdy chon san pham gia thdp nhung chat
lwong, thay vi ¢8 tim san pham dat tién dé roi chi c6 thé

dem vé loai thuong.



Hiéu (rng chim moi (Tap 3)

Vi dy, gia sit ban ban quan dn va mudn tang d6 udng
cho thuc khach. Thay vi tang moét ly nuedc ép trai cay nhung
pha loang, hay tang mot ly tra ngon. Ly nuéc ép thuong bi
tham chiéu véi cac ly nwdc ép khac; con ly tra ngon dwoc
tham chiéu véi nhiing ly tra da thong thuwong. Khéi phai
noi, ly tra ré hon nhung sé duoc danh gia cao hon nhiéu!

Diéu tuong ty cing ap dung voéi rdt nhiéu linh vuc
khéac. Rat nhiéu hang d6 gia dung, ngan hang, hay hang tiéu
dung nhanh thuong tdng kém cac bd chén hay hop thuy
tinh dung thitc &n. Tuy nhién, da s6 déu rat nhanh hong,
chat lvgng tam thuwong. Thay vi tdng ca b, hang cé thé tang
mot cdp hop thuy tinh chat lwong—gia ré hon nhung lai
duogc khach hang tran trong va sit dung nhiéu hon han.



Thu thuat danh lac hutng

B&i thuc lua chon va tuyét chiéu dat gia léch

Mbi khi gan dén bita trwa, cdc nhan vién trong khu van
phong lai bat dau thuc hién mot trong nhing quyét dinh
quan trong nhat trong ngay: Trwa nay dn gi?

Quyét dinh nay thwong kho di dén hoi két, khi cac quan
an luan phién cai tién mén cua minh. Ngay cang nhiéu su
lya chon c6 chat lwgng twong duong, khién moi nguwoi cang

khé dwa ra lya chon cudi cung.

Néu da doc The Paradox of Choice cta Barry Schwartz,
hén ban ciing biét rang cang nhiéu lwa chon twong dwong,
thi sau khi chon xong, ban sé cang kém vui, lira chon cang
dau don.

Tuy nhién, ¢ day ta sé cha y dén mot phuong dién khac
cia qua trinh ra quyét dinh—mot hién twong dwoc goi la
Nghich Ii Fredkin (Fredkin’s paradox).



Hiéu (rng chim moi (Tap 3)

NGHICH Li FREDKIN

Nghich li nay dugc gido su Edward Fredkin quan sat va
phat biéu. Noi dung co ban nhu sau:

Hai phuong an c6 d6 hap dan cang tuong duong
(khac biét cang nho) thi cang khé Iua chon. Thé
nhung, vi hai phuong an &y gan tuong duong
nhau, nén chuyén chon phuang an nao lai cang it
quan trong. No6i cach khac, quyét dinh cang it cé
y nghia, ta lai cang tiéu hao nhiéu thoi gian va

tam surc dé ra quyét dinh.

Néu com suon bi hay com suon cha ciing déu ngon, thi
dn mon nao ta cling sé vui vé nhu nhau. Thé nhung, thay vi
chon dai mot mon, nguoi ta thwong cau may nhan tran dé
phan tich thiét hon. Két qua la hao nang lwong, an tré, mat
thoi gian, cha d€ lam gi. Va ddc biét, sO phuong an tuong
duwong cang cao, ta lai cang hao ton cong sttc d€ phan tich
thiét hon.

Gia st mon com suon bl duoc ban danh gid 80 diém
thoa man; com suwon cha 80 diém; trong khi chi an com swon
dat 60 diém. Ban sé nhanh chéng loai bé mén com swon
trong chép mat va ting do thoa man it nhat 20 diém. Tuy
nhién, ban s& ngdi dan do suy nghi kha lau nén chon swon
bi hay suon cha, chi d€ tang... 0 diém thdéa man cho ban

than minh.



Hao Nhién - Qudc Khanh

QUY LUAT NHO NHAT HOA CUA PARKINSON

Mot hién tuong twong tu trong t6 chiic ciing duoc Giao
st C. Northcote Parkinson phat biéu vao nam 1957. Noi
dung tém tat ctia hién twong nay dwoc 6ng trinh bay qua

mot vi du nho:

Mot cudc hop hdi dong no can thao luan 3 van de:

(1) Ki hgp d@6ng 16 phan ng tri gia 10 triéu bang.

(2) Duyét xay dung nha dé xe dap, tri gia 350 bang.

(3) Thay thé mot s6 vat tu van phong, tri gia chi 21 bang/nam.

Va day la chuyén da xay ra:

Hgp dong 10 phan Ung qua phuc tap va I6n lao, khong phai ai
cling hiéu dé goép y hay tranh luan, nén né nhanh chéng dugc
théng qua nguyén trang. Da s6 moi ngudi tap trung thdo luan
vé nha dé xe dap, bdi ai cling biét chut chat vé van dé nay.

Tuy vay, van dé nha dé xe van con hoi phic tap déi véi mot s6
nguoi, nén nhém nay tap trung vao thao luan vé vat tu van
phong, ddc biét la vé loai ca phé nén mua. Pay la van dé ai
cling biét, va ai cling c6 quan diém riéng, nén thdi gian d6 vao
viéc thdo luan veé loai ca phé rit Ion. Cudi cung, do chua thé di
dén théng nhat, cad hoi déng quyét dinh sé tiép tuc thdo luan
hang muc (3) trong cudc hop tiép theo.

Nhuw vy, cac van dé quan trong va to 16n nhat thuong
bi bd qua, trong khi da s6 moi nguwoi sé tap trung tranh luan
vé nhitng thit nho nhdt khdng tao nhiéu gia tri cho td chuic.



Hiéu rng chim moi (Tap 3)

Ta goi day la Quy ludt nho nhdt héa (Law of triviality).

No6i thém: C6 mot thién kién twong tw vé van dé nay:
Thién kién Thong tin chung (Shared information bias). Nguoi
ta c6 xu huwéng bo nhiéu thoi gian ban luan va trao doi
nhitng thong tin ph& bién nhiéu nguoi da biét, thay vi ban
vé cac thong tin ma chi mot nhém nho biét (du rang chia sé
thong tin it nguwoi biét la viéc lam ¢ gia tri hon, vi giup
taing muc d6 hi€u biét cua moi nguwoi). Két cuc la sau khi
ban, tdt cA moi nguoi hau nhw chang ndm thém théng tin

nao htru ich.

Quan sat thir cac cudc tranh luédn trén mang, ban sé thdy
cac chu dé nhu béng da thu hut tranh luén rat ge“'it, trong khi
cac van dé vé tai chinh lai it hon hén. Béng d4 1a thit ma hau
nhu anh chang nao ciing biét mot chut, con tai chinh khong
phai ai ciing gidi. D6 la mét bién thé thuc t€ cua cac quy

ludt dwoc ndi dén ¢ phan nay.

TUYET CHIEU PAT GIA LECH

RO rang la cang nhiéu lya chon twong dong, ta cang gap
nhiéu khé khan. Tinh trang bgi thuc lwa chon (overchoice)
khong chi khién khach hang mét moéi, ndé con lam ta mat
doanh thu nitta. Nha khoa hoc Ravi Dhar da thwc hién mot
s6 nghién cttu ndm 1997 va phat hién ra rang, khi cac lya
chon twong dwong xudt hién qua nhiéu, nguoi ta c6 xu

huong... khong chon phwong an nao.

Dua trén hiéu biét nay, cac nha khoa hoc Jongmin Kim,



Hao Nhién - Qudc Khanh

Nathan Novemsky, va Ravi Dhar chot ndy ra mot y tudng:
Sé ra sao néu ta tao sy khac biét cho san phdm tuong dwong

bang cach... dt gia léch nhau?
La nha khoa hoc, ho bt tay vao lam thi nghiém.

Nam 2012, thi nghiém dién ra tai mot treong dai hoc
Han Qudc. 78 sinh vién chia lam 2 nhém va duwgc moi chon
mua 1 trong 2 loai keo cao su twong ty nhau. Tuy nhién,

cach dinh gia keo ¢ 2 nhém khéac nhau:

- Nhém A (nhém doéng gid) dugc mdi mua 2 loai keo ¢6
giad bang nhau (630 won).

- Nhém B (nhdm léch gid) cling dugc mdi mua 2 loai keo
nay, nhung 1 loai cé gia 620 won, con loai kia 640 won.

Két qua thu dwoc rat an tuong:

- V@i trugng hgp dong gid, chi c6 46% khach hang mua
keo. Trong khi dé, & truaong hop léch gia, c6 dén 77%
khach hang quyét dinh mua 1 trong 2 loai keo.

- Dac biét, trong truong hgp Iéch gia, khach hang chon
mua cd 2 loai keo véi ti 1& gan nhu nhau.

Néi cach khac, khong phai vi nhom B dwoc moi mua
keo ré hon (620 won) ma ho mua nhiéu hon. Ho mua nhiéu
la do su chénh léch vé gid gitip ho dé ra quyét dinh hon.
Tuyét chiéu dat gia 1éch cho san phdm twong dwong thuc
su phéat huy hiéu qua va gitp ting doanh sd keo ban ra hon
60%!
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Hiéu rng chim moi (Tap 3)
UNG DUNG TRONG KINH DOANH

1. Giam bét lua chon va dat gia [éch.

Néu ban ban nhitng san pham c6 nhiéu bién thé twong
duong nhau, hay c§ gang giam bét s6 phwong an lwa chon
d€ gioi thiéu v6i khach hang. Sau d6, thw dit gia léch cho
cac phuong an nay dé€ kich thich khach hang ra quyét dinh
mua thay vi rat lui vi boi thuc lya chon. Thay vi phai tu tim
kiém va danh giad diém khac nhau, khach hang nay da cé su
khac biét vé gia lam tiéu chi phan xét.

Chu ¥ rang ban van cé thé cé nhiéu phuwong an cho
khach. Tuy nhién, khoan trung cac phuwong an nay ra ngay
tir ddu ma chi giodi thiéu ki hon khi khach hoi. Pva ra qua
nhiéu lwa chon chi lam kéo dai thoi gian chon lwa cua

khach, ma lai khién khach kém vui ntta!

Nhiéu quan ca phé/tra sita thuong trung ra toan b cac
moén cua minh, trong dé c6 nhiéu mén gan giéng nhau.
biéu nay chi khién khach hang dtng lau hon trudc quay.
Thay vi vay, mot s6 noi chi dwa ra danh sach cdc mén “chon
loc” cho khach chon, dong thoi dat gia léch mét it ¢ cac lya
chon dé€ kich thich khach quyét dinh nhanh hon. (Di nhién,
ho van phuc vu cdc mén khac, nhung khong trung hét ra

trong thuec don.)

Va phan gia léch 4y cling sé gitp ting mot chit doanh

thu cho ctta hang nita!

11



Hao Nhién - Qudc Khanh

2. Panh lac hudng: Tao ra nhirng thd nho nhat dé
khdch hang tranh luén, giip nhirng van dé quan trong
duogc thong qua sém.

Ung dung nay dua trén quy luat nhé nhat hoa. D€ tranh
bi thay 1én d6i xudéng cdc dé xudt va k& hoach, nhiéu nguoi
thueong tao ra mot hang muc nho khéng quan trong ma ai
cling biét chut chat, roi tap trung hudng cho khach hang

thao luan phan nay.

Vi dy, mot ban ké hoach teambuilding cta agency no
duoc ¢d tinh trinh bay xody sdu vao 1 van dé nhé: dat 4o
cho ca cong ty nhu nhau, hay mbi phong mot mau riéng.
Khi ti€p nhan k& hoach, mét lwgng 1on thoi gian duoc do
vao viéc quyét dinh mau ao, trong khi cac van dé quan
trong vé budi teambuilding khong bi m6 xé nhiéu. Agency
nhanh chéng duwoc thong qua ké hoach chinh r6i chuan bi

truede, va chi don gian dit do khi khach da chét xong mau.

3. P4t ra cac tiéu chi, va néu khong thé lua chon, hay
tung dong xu.

Trong kinh doanh cling nhu trong cudc séng, khi can
dua ra lwa chon, hay dét cac tiéu chi. Sau khi sang loc, néu
cac phuong 4n ndng can twong tu nhau, hdy tung dong xu
va chon dai mét phuwong an. Néu da khé quyét, thi nhiéu
kha ning phuong an nao clng tdt (hodc xdu) nhw nhau.

Pttng phi thoi gian vo ich!
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Hiéu ng chim moi (Tap 3)

M6t phuong phap ra quyét dinh thuan logic—Phuong phdp
Benjamin Franklin—c6 thé sé hiéu qua trong nhirng trudng hop
can su chinh xac cao. N6i dung clia phuong phép nhu sau:

(1) Liét ké uu nhugc diém cla tirng phuong an.

(2) Sau khi viét hét cac y, bat dau cho di€m ciling nhu trong sé
cla tirng y. (Uu diém diu céng, nhugc diém dau trir.)

(3) Tinh tong diém va so sanh cac phuong &n. Chon phuong an
c6 diém cao nhat.

(Phuong phap dugc trinh bay & day cé chidt bién tau va rat gon
so v&i phuong phap goc. Chi tiét xem & quyén Khoa hoc diéu tri
khién tdm ctia Walter Dill Scott.)

Néu bd thém thoi gian c6 thé giup ban c6 thém thong
tin can thiét, hay ctt danh cho minh du thoi gian. Tuy nhién,
nhiéu lya chon trong cudc sdng khong mang tinh chét nay,
ma chu yéu phu thudc vao danh gia cam quan, khong quan
trong, hodc can ra quyét dinh sém. Luc nay, cit chon dai
moét phuong an. Néu mic vay trang ciing xinh nhu vay

hong, thi mac bd nao ciing duogc, din do thém chéng ich gi.

Mot meo nho cho cac anh chong khi vo hoi nén mac vay
trang hay vay hong dé di choi: Diing bao gio ndi: “Anh thay
ca hai déu xinh nhw nhau.” Céch d6 chi lam lwa chon caa vo
ban thém kho khan, thoi gian ra quyét dinh cang kéo dai.
Néu thiee sy nghi ca hai chiéc vay déu xinh nhu nhau, hay
quyét doan chon chiéc vay mau tring. Vo ban sé quyét dinh
nhanh hon, ty thdy minh xinh hon, con ban sé dwgc di choi

som hon. Bai hoc xwong mau day!
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Hiéu Ung tién trién 3o
Phiéu tich diém quyén luc

Ban ¢ mot quan ca phé, va dang mudén mo chuong
trinh tich diém d6i qua. Sau khi ban bac ki lwdng véi ca doi,
ban quyét dinh chinh sach: Tich liy da 8 tem (twong dwong
8 ly ca phé) sé& duoc ting 1 ly mién phi.

BSng nhién, mdt nguoi trong doi chot thic méc: Sé ra
sao néu minh gia tang s6 lwong tem can tich liy 1én 10 tem,
nhung ting trudc cho khach 2 tem? 2 tem tang trudc khién
khach hang cam thdy cong stc ctia minh d3 ndm trong
phiéu ting. Ca doi da doc Hiéu teng chim moi cac tap tredc
va biét rang, theo hiéu tng s& hitu, mot khi khach da xem
phiéu tang la cua minh, ho sé quy hon, it c6 kha nang vt

phi€u di hon.
Nhung liéu chiéu nay co6 thyec sy hieéu qua?

Nhiéu nha tam 1i hoc ciing thac mac vé y tudng nay, va

ho da thuc hién thi nghiém.
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Hiéu irng chim moi (Tap 3)

THI NGHIEM PHIEU RUA XE
Trong bai bao dang nam 2006, hai nha khoa hoc Nunes

va Dréze da mo ta thi nghiém véi 2 phuong an trén, nhung
ap dung cho mét tiém rira xe. Vao thang 4/2004, ho két hop
voi mot tiém rita xe chuyén nghiép néi thanh va phat ra 300
phi€u. Phan ntta phiéu géom 8 6 tich diém d€ trong (phiéu
loai 1); phan ntra con lai la 10 6 tich diém nhung c6 2 6 da

dwoc tich sdn (phiéu loai 2).

OO0O00 o000
OO0 0O| 100000

Sau 3 thang cho doi, két qua thong ké da day du:

- Phiéu loai 1 c6 ti 18 d8i phiéu Iy qua 1a 19%. Trong khi
do, phiéu loai 2 ¢ ti 1& d6i phi€u dén 34%!

- Thoi gian gitra cac 1an tich diém cla phiéu loai 2 cling
ngan hon phiéu loai 1 dén 2,9 ngay. No6i cach khac,
ngudi dugc nhan phiéu loai 2 thuong xuyén dén rira xe
haon, va cling sé& dgi phi€u sém hon.

Nhuw vay, phuong an “tang truwdc” 2 lan tich diém hiéu
qua vuot trdi so véi phiéu tich diém trang binh thuong. 2
[an tich diém tang trude tao 4o gidc cho khdch hang, khién
ho xem day la mot nhiém vu “dang duoc thyc hién va dang
tién trién” chi khong phai 1a mdt nhiém vu ho chuwa bit

15



Hao Nhién - Quéc Khanh

dau. Hién tuwong nay goi la Hidu 1tng tién trién do (Illusionary

Goal Progress Effect, hay Endowed Progress Effect).

Ngoai ra, Nunes va Dreze cling phat hién ra rf“mg, néu
tng dung hiéu tng tién trién do, d6 hap dan caa chuwong
trinh tang, kha nang khach hang tham gia va hoan thanh
chuong trinh cling tang theo. Qua la loi nhiéu duong!

Nhom céc nha khoa hoc Kivetz, Urminsky, va Zheng
ciing da thuc hién cac thi nghiém twong te vao nam 2006.
Ho thi nghiém véi phiéu tich di€m 6 mdt quan ca phé. Lan
nay, phuong an 1 1a 10 6 trdng; phuong 4n 2 1a 12 & trang
(v6i 2 6 da dwoc tich sdn). K&t qua nhan duwoc cling twong tw
nhom cua Nunes va Dréze. Nhw vdy, hiéu tng tién trién ao
c6 thé duoc 4p dung rat nhiéu noi va nhiéu nganh nghé

khéc nhau.

UNG DUNG TRONG KINH DOANH

1. Tich sdn mot s& tem trong phiéu tich diém cda
khach, tranh dé phiéu trang.

Ung dung nay c6 1é dd qua 16 rang sau thi nghiém ta da
nghién ctru bén trén. Hiéu tng tién trién ao vira giup khach
tich du phi€u nhiéu hon, vira kich thich ho quay lai sém
hon. Loi da duong!

Nghién cttu cia Nunes va Dreze néi trén cling phat
hién ra rang, hiéu tng tién trién do sé hiéu qua hon néu ban

0 1i do tang lan tich diém cho khach hang.
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Hiéu Ung chim moi (Tap 3)

Mot cach thiec hién chiéu nay tinh té€, khong tao sw nghi
ngo chinh 1a tich san pham ho dang mua vao luén, thay vi
doi dén lan tiép theo. Vi dy, néu khach mua 1 ly ca phé, ban
gidi thiéu chuwong trinh va tich 1 6. Khach khac mua 2 ly,

ban sé tich 2 6... Day 1a cach hop li va te nhién nhat.

Ngoai ra, ban c¢6 thé dung cac lan tich di€ém nay lam
chuwong trinh d€ quang ba: “Tdng 2 Ian tich diém cho cac
ban mua tit ngay A dén ngay B.” M6t cong do6i chuyén.

2. Tich hgp cac budc da thuc hién vao tién trinh
Thay vi bit dau hién thi t dau, nhiéu phan mém va
tng dung thwong tinh luén ca nhitng budc ban da thuc hién

trede d6 vao tién trinh.

Vi duy, sau khi khach hang da tai ¢ng dung, d€ hudng
dan khach hang choi, thay vi...

(1) Pédng ki tai khoan.
(2) Chon server.

(3) Chon tran dau dang mé& va choi.

.. ta nén hién thi:

(1) AL i
(2) Dang ki tai khoan.
(3) Chon server.

(4) Chon tran dau dang mé va choi.
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Hao Nhién - Quéc Khanh

Ban c¢é thé ap dung tuong tu véi cac khao sat (gop luén
phan gi6i thiéu vao tién trinh lam khao sat) hodc cac
chuwong trinh hoc (gép luén phan gidi thiéu/lam quen, hoac
céac bai da hoc trude d6 vao chuwong trinh) d€ nang cao ti lé

hoan thanh cho san pham ctia minh.

Vi dy, mét khda hoc van bang 2 ¢é céc tin chi:

(1) Kinh té vi mo.
(2) Kinh té vi mo.
(3) Quan tri hoc.
(4) ...

Dé ting mrc d6 hap dan, ¢6 thé thém vao mot sd tin chi

ma bat ki hoc vién nao cling da cd, khong can phai hoc nita:

1) NhC Ao il e A e B ok ke A
2} NAG W BT MAeLanin .
(3) Kinh té vi mo.

(4) Kinh té vi mo.

(5) Quan tri hoc.

(6)...

Vao xem chuwong trinh hoc, ban thdy minh duwoc mién 2

hoc phan dau. Sudng that!
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Hiéu Ung khan hiém

Hiém thi m&i qud.. nhung cé phai 1ic ndo cling vay?

Hiéu 1tng khan hiém (Scarcity effect) la mot trong nhitng
hiéu tng tam li pho bién va thong dung nhat. Hiéu Gng nay

cho rang, cang hiém thi cang quy.

Khong can nghién cttu nhiéu vé tam li, ta cling c6 thé
quan sat thdy hién twong dy trong thuc t€. Mot s6 nguoi con
cho ring, hiéu ting khan hiém manh dén ndi c6 thé khién ta
ta vao mua mot san phdm c6 vé hiém, du rfing ban than ta

chua han da thich san pham nay.

Nhung liéu diéu d6 cé6 diang khong? Liéu hiéu tng
khan hiém c6 than ki dén thé? Va su khan hiém sé cé tac
dung manh nhét khi nao? Lam cich nao dé€ tao hiéu tng

khan hi€m hiéu qua nhat?

Khong thé dung suy dodn va tri twong tuong bay bong
dé giai quyét cdc van dé trén. Mudn biét dugc sy that, ta can

lam thi nghiém.
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Hao Nhién - Quéc Khanh

THI NGHIEM 2 CHIEC BANH QUY

Mot trong nhiing thi nghiém noi tiéng nhat la thi
nghiém banh quy ctia nhém nha khoa hoc Worchel, Lee, va
Adewole thuc hién tir nam 1975.

Trong thi nghiém nay, nguoi tham gia duoc yéu cau
dung tht va danh gia moét s6 san pham tiéu dung. San
pham duoc mang ra thi nghiém la banh quy.

Ho duwoc chia nggu nhién thanh 4 nhom:

- Nhém A: Ngudi tham gia ngbi @ mot can phong cé lo
dung 10 chiéc banh quy. Mgt nha khoa hoc t&r phong
bén canh budc vao vai lo dung chi 2 chiéc banh. Anh
gidi thich la nhirng ngudi tham gia & phong clia anh da
&n hoi nhigéu banh hon du kién va sang dé xin nha khoa
hoc & phong nay thém it banh. Ho d&i lo. Bdy gid,
phong clia ngudi tham gia chi con 2 chiéc banh quy ma
théi. Ta goi nhom nay la nhém trudc-nhiéu-sau-it (néi
gon la nhém nhiéu-it).

- Nhém B: Phong ban dau c6 2 chiéc banh. Nha khoa
hoc phong bén canh budc vao, hdi xem c6 can thém
banh khéng, rdi r&i di ma khong thém bét gi. Phong van
c6 lo v@i 2 chiéc banh. (nhém it-it)

- Nhém C: Phong ban dau c6 2 chiéc banh. Nha khoa
hoc phong bén canh budc vao noi rang phong cta anh
khéng &n nhiéu, va sang dé cho thém banh. Nhu vay,
cudi cing, phong cé 10 chiéc banh. (it-nhiéu)

- Nhém D: Phong ban dau cé 10 chiéc banh. Nha khoa
hoc & phong bén canh budc vao va khong thay déi sé
banh. (nhiéu-nhiéu)

20



Hiéu rng chim maoi (Tap 3)

Nhém Trudc Sau
A (nhiéu-it) 10 2
B (it-it) 2 2
C (it-nhiéu) 2 10
D (nhiéu-nhiéu) 10 10

V6i cach xép dat thi nghiém nay, cadc nha khoa hoc
khong chi ki€m tra dwgc hiéu tng khan hiém tuyét d6i
(trwong hop it-it), ma con kiém tra duoc hiéu tng khan
hi€m twong ddi (trwong hop nhiéu-it) va hiéu tng doi dao
twong ddi (it-nhiéu). No6i cach khac, ta ¢ thé biét 3 diéu sau
thi nghiém nay:

(1) Liéu sdn phdm khan hiém cé hdp dan hon doéi dao?
(2) Liéu san pham vén khéng khan hiém nhung ngay
cang khan hiém c6 hdp dan han la sdn pham khan hiém
sén? NG6i cach khac, liéu ngudi ta cé bj kich thich hon
khi thay lugng hang ngay cang giam?

(3) Liéu sa&n phdm vén khan hiém nhung ngay cang doi
dao c6 kém hdp dan hon 1a sadn phdm ddi dao san?

Sau khi dn xong banh quy, nguoi tham gia duoc yéu
cau dénh gia mic d6 wa thich ciing nhu dodn gia banh. Két
qua thi nghiém nhw sau:

(1) Ngudi tham gia thich va doan gia chiéc banh cao hon

trong trudng hgp khan hiém. Néi cach khac, sdn phdm
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Hao Nhién - Quéc Khanh

cang hiém thi cang hap dan (hiéu Ung khan hiém
tuyét doi).

(2) Khi bdng dung lugng banh tir 10 gidm con 2 do céc
vi khach & phong bén an qué nhiéu, ngudi tham gia
thich va doan gia chiéc banh cao hon han. Nhu vy,
nguén cung gidm dan thi cang hap dan (hiéu Ung
khan hiém tuong déi).

(3) Khi bong dung Iugng banh tir 2 ting 1én 10 do céc vi
khach & phong bén ché, ngudi tham gia bot thich va
doan gid chiéc banh thdp hon. Nhu vay, ngudén cung
ting dan thi cang kém hap dan (hiéu Ung doéi dao
tuong doi).

Nhu vay, cang hiém thi cang quy. Tuy nhién, hiéu tng
khan hiém sé manh mé hon néu ta cho moi nguoi thay
legng hang ngay cang sut giam, thay vi chi don gian ndi
rang né hiém.

Thé nhung, néu chi dé€ biét nhitng diéu trén thi cac nha
khoa hoc da chang can lam thi nghiém. Ban ciing cé thé
doan duoc, dang khong?

Vang, thi nghiém banh quy chwa két thuic. N6 con mot

cu ngoat...

THi NGHIEM 2 CHIEC BANH QUY (PHAN 2)

Phan 2 cta thi nghiém nay ciing dién ra twong tu nhuw
phan 1, nhung nguwoi tham gia dwoc phan nhém ki hon
bang cac cau hoi khao sat. Cudi cling, nguoi tham gia dwoc

chia lam 2 nhém: nhém biét cac nha khoa hoc dang “choi

22
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chiéu” (ta tam goi la nhom “biét tong”), va nhém con lai
khong hé bi€t (nhom “ngay tho”).

Phéan tich riéng biét két qua ctia 2 nhém nay, cac nha
khoa hoc thady mdt hién twgng: Hiéu tng khan hiém phan
tdc dung khi nguoi tham gia biét minh dang bi “choi

chiéu” —cu thé:

- Khi lugng banh t&r 10 gidm con 2 (nhiéu-it), nhém "biét
tdng” doan gid banh thap hon so vdi trudng hop it-it.

- Khi lugng banh tlr 2 tang 1én 10 (it-nhiéu), nhém “biét
tdng” doan gid banh cao hon so v&i truong hgp nhiéu-
nhiéu.

No6i cach khéc, néu khach hang nghi su khan hiém
twong doi la thi€u cin ct hodc gia tao, hiéu tng khan hiém
sé bi phan tac dung. Chang ai thich minh bi dat miii ca, nén
néu van dung chiéu tro khong khéo thi tha dttng dung. Day

la mot diém khé quan trong, nhung nhiéu nguoi lai bo qua.
UNG DUNG TRONG KINH DOANH

1. Thé hién ré lugng hang tén kho khan hiém cung vdi
s6 san pham da ban ra.

Hai nha khoa hoc Yongfu He va Harmen Oppewal da
thwc hién mot thi nghiém d€ kiém tra ¢ng dung nay vao
nam 2018. Ho cho bay ban 2 quyén sach thong ké c6 gid nhu
nhau (va déu khong phai la sach noi tiéng dé€ tranh thién
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léch), tam goi la A va B. Ho dan thay ddi diéu kién thi

nghiém va thu dwoc két qua nhu sau:

- Khi khéng cé thém thong tin vé s6 sadn pham da ban
(doanh s8) va s6 sadn pham con lai (tén kho), ca hai
quyén déu dugc chon ngiu nhién, xdp xi ngang nhau
(50%).

- Khi trang web thé hién ca hai théng tin: doanh sé A
cao hon B va tén kho cta A thap hon B, thi trong téng
s& quyén dugc ban ra, A chiém 84%, B chiém 16%.

Nhu vay, rdé rang thé hién doanh sd va ton kho c6 tac
dong dén nguoi tiéu dung.! Pay ciing la chiéu thuong dwgc
stt dung. Nhitng ngudi ban hang hay quang bé rang “chi
con xxx san pham” dé€ tao cam giac khan hiém. Chiéu nay
ddc biét hiéu qua & mdi treong mang. Tuy nhién, cac ctra
hang vat 1i (offline) ciing c6 thé€ ap dung. Vi dy, ta c6 thé
trung bay chi 2 san pham trén ké hang von dung d€ trung 5

san pham, tao cam giac san phdm dang bi hut hang.

Pac biét, cam giac khan hi€m sé dwoc day 1én mitc cao

hon néu con s6 ton kho lién tuc giam theo thoi gian thuec.

! Trong thi nghiém trén, théng tin vé doanh s6 béan ra c6 tic dong manh
mé hon luong hang ton kho. Diéu nay c6 thé vi hang ton kho it khong hén la
do ¢ nhiéu nguodi mua (cé thé la do sach in ra it), va doanh s& la chi bdo
chinh x4c hon. Ta c6 thé tng dung tity hoan canh: Doanh s6 ban ra dé duoc
thé hién & mdi treong mang, con s8 san pham con lai thi dé thé hién ra & cac
ctra hang hon (ké hang chi ¢6 1 trai dua sé thuyét phuc va tie nhién hon dong
chit “Pa ban 100 trai dua” & bén canh).
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Nhw da biét, van dé khong hin 1a cho khach thay ton kho
con it, van dé 1a tén kho dang it dan.

O day, ta c6 thé két hgp hiéu ung khan hiém va mot
phan ctia hiéu tng tién trién ao: Thay vi thé hién “chi con
5/10 san pham,” hay thé€ hién “chi con 5/100 san pham” d¢€
tao an twong manh hon. Hodc ban ciing cé thé dung thanh
chay nhw dwdi day, vira giup thé hién lwong hang con lai,

vira cho thdy dwoc doanh s da ban ra:

D3 ban 95/100 san pham Két thdc sau 00:05:39

C6 mot chiéu cac nha hang va quan ca phé hay dung;:
Né&u quan qua tréng va it khach, ho d€ vai bién hiéu “DAT
TRUOC” 1én mot s§ ban. Sau khi khach da 18p day nhiing
chd khdc, ho rat bdt cac bién hiéu ay di. Cach nay tao cam
giac nha hang luén ddng khach, lai c6 ca khach dat trudc,

rét sang!

2. Thuong xuyén két thuc chuong trinh khuyén mai
trudc han chot.

Mot s6 vi dién tir gan day thuong xuyén dung chiéu
nay. Sau khi phat mot s§ ma khuyén mai mua hang mién
phi tai cac siéu thi (véi dong ghi chu s6 luong ma dwoc
phan phdi & mdi dot va han chét 4p dung), ho thuong
xuyén két thuc chwong trinh trudc han vi “s6 ma khuyén
mai da dwoc dung hét.” S6 luong ma khuyén mai thuwong
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trong phan REWARD ctia ban. N6 ¢4 tac dung goi nhé vé
st khan hiém va thtc ban nhanh tay hon ¢ Ian sau. Chiéu

ca day!

4. Dat gidi han s6 lugng san pham dugc phép mua.

Gidi han s8 lwgng san phdm tao sy khan hi€m, né6 kich
thich khach hang dung hét giéi han ctia minh. Mdc gidi han
cling déng vai tro neo: Khach hang sé dwa vao d6 ma can

chinh lwong hang minh sé mua.

Siéu thi mién thué ¢ cac cra khau thuong dat gidi han
s tién moi ngudi duoc mua t8i da moi ngay. Chinh con sd
d6 kich thich céc khéch von khéng cé nhu cau ¢6 gang chi

cho hét “quota” cta minh.

Néu mudn mua bao nhiéu thi mua, c6 thé ban sé khong
mua. Thé nhung, néu méi nguoi chi duwgc mua t6i da 3 san
pham, nhiéu kha nidng ban sé c6 mua cho dit 3 san pham

mang vé. “Quyén lgi” ctia minh ma!

5. Tao su khan hiém mot cach hgp li va kién dinh.

Khi st dung chiéu tao sy khan hiém, quan trong la no
phai hop 1i, va khach hang khong nghi ban dang choi chiéu
tro. Vi vy, mot khi da thé hién s6 san pham dang dan hét,
phai kién dinh khéng nhéap thém san pham ngay. Twa nhuw
cau chuyén cau bé chan cltu, néu moi ngwoi cam thdy ban
tao sy khan hiém gia tao qua nhiéu lan, chiéu tro nay sé

khoéng con hiéu qua nira.
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S¢c manh cua don vi tinh

Thay vi bdn cubn thi ta ban ki

Véi mdi thit hang hda, chiing ta déu quen st dung mot
s6 don vi théng dung d€ tinh. Gia tién thi tinh bang VND.
Sach thi tinh theo quyén. Banh keo thi tinh theo cai hoac
theo bao. Thué bao thi tinh theo thang hoac theo dung
lwong st dung.

Cac don vi tinh nay gitp chung ta tinh todn nhanh, dé
so sanh dat ré véi cdc san phadm twong duwong khac. Tuy
nhién, cling vi th€, mot khi bat chot d6i don vi tinh, tat ca
ching ta déu bdi rdi khong con méc d€ so sanh va mat di
khai niém dat re.

Va dé la chiéu ma dan kinh doanh hay dung.

BAN SACH THEO... Ki

Thong thwong, khi mua sach, tat ca moi nguwoi déu mua
theo quyén, va dya trén gid bia d€ danh gia dat ré. Quyén

nay day nhw vay ban 100 ngan la ré. Quyén kia mong ma
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Hiéu irng chim mai (Tap 3)

250 ngan thi mac. Quyén nay cii giam 50% gid bia la On,
mua dwgc. Mua 3 quyén giam 10%, mua 4 quyén giam
15%...

T4t ca moi thix déu dé& danh gia cho t6i khi nguoi ta bat
dau ban sach theo... ki 16.

D€ thu hat nguoi dén, mét s6 hoi sach thuong lap ra
mot khu ban sach (thwong la sach ci) theo ki (xem thém Thi

thudt nhir moi).

Mot nguoi doc sach, khi cAm quyén sach 1én, sé rat kho
biét quyén sach dy nang bao nhiéu. Ndi cach khac, sau khi
d6i don vi tinh, toan by khai niém vé gia ban bi loai bo. Gia
bia va ti 1é giam khong con quan trong ntra.

Ngoai ra, chung ta thuong danh dong kich thudc va
khéi lwong: Vat cang 16n, ta sé nghi n6 cang nang. Mot s
quyén sach st dung loai gidy nang hon binh thwong. Do d6,
mot quyén trong nho hoan toan cé thé nang hon mét quyén
to day. Ta kho xdc dinh duoc sy chénh léch nho vé trong
legng, ciing khé biét chinh xdc mdi quyén dang dwoc ban
voi gia bao nhiéu cho téi khi mang di can. Phuwong phap nay
tién cho ngudi ban, nhung dé lam ngudi mua mat phuong

hudng.

Di nhién, cac hoi sach ki 16 vAn kha thu vi néu ban
mudn trai nghiém cam giac tim duoc kho bau gitta mét bién
sach cfi, hay mudn th® van may phat hién mét quyén sach
hay da ngiting tai ban tix lau. Néu c6 thoi gian, hay thu di

mot [an d€ trai nghiém thuc t€ xem sao!

29



Hao Nhién - Quéc Khanh

TICH BIEM THAY Vi TIEN
Mot trong nhitng phuong phap nhe nhang nhat d€ thay

do6i don vi tinh va dap tan kha ning so sanh gia cua khach
hang 1a quy vé diém. Thay vi thuong X dong mdi khi khach
hang chi tiéu Y dong, cdc hang c6 thé thuéng A diém mobi
khi khach chi tiéu Y dong. Sau d6, mdi diém thuong cé thé
doi dwoc nhitng gi thi tuy hang quy dinh.

Hay thtr xét mét vi du thuee t€ xem ban ¢é tinh ra minh

dang duwoc khuyén mai bao nhiéu phéan tram khéng nhé:

Mot ing dung no c6 chuong trinh nhu sau:

- Chi 10.000 ddng tich dugc 3 diém.

- Ban c6 thé d6i 1.150 diém ldy 50.000 dong. D& don gian, ta c
xem nhu déy la 50.000 dong tién mat.

Hoi, ti Ié khuyén mai tich 0y 1a bao nhiéu % trén téng s6 tién
da chi ra?

Trtr khi ban la thién tai todn hoc, con khong thi hin ban
da phai bAm may tinh va tinh ra dwoc rang: D& ¢ 1.150
diém (twong duong 50.000 dong), ban phai chi khoang
3.833.333 dong (thwong la hon, vi s8 1é nhu 1.000 dong sé
khong duoc tich diém). Vay ti 1é giam gia la khoang
50.000/3.833.333 ~ 1,3% trén tong so tién da chi.

Néu chinh sach 1a chiét khdu 1,3%, chac khé c6 ai hao
hiing. Tuy nhién, tich diém roi dung diém ddi qua thi lai
khéc! RS 1a thay don vi, d6i quan diém!
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PINH GIA DIEM BANG SAN PHAM

O vi du trén, moi th van con don gian. Ban dau ta doi
tien chi cho san pham thanh diém, sau d6 d6i diém lai
thanh tién. Diém luc nay dwoc tinh todn gid tri dwa trén

tién, nén ta van con co thé tinh ra.

Tuy nhién, moi thit sé€ phttc tap hon néu ta chi cho phép
d6i diém thanh san pham. Luc nay, gid tri cta diém duoc
tinh dya theo gia san phdm. Ma di nhién, gia san pham la
do hang dinh ra, va gia ban lé lai con cao hon gia thanh ma

hang phai mua vao.

Vi dy, ta thay d6i chinh sach ¢ vi du trén mot chut:

- Chi 10.000 d6ng tich dugc 3 diém.

- Ban c6 thé ddi 1.150 diém |8y coupon mua hang cla
hang, tri gia 50.000 dong.

O phan trén, ta con c6 co sé dé tinh 1.150 diém = 50.000
dong tién mit (1 diém ~ 43 dong). O phan nay, 1.150 diém =
mot lwong san pham. Gia tri cua diém 1an san pham, di

nhién, déu la cac dai luong do hiang quy dinh.!

O day, san phdm con c6 mitc gid dé ta neo vao (khoang
50.000 dong), nén moi tht van con ¢ thé tinh duoc. Nhung

sé ra sao néu san phdm khong ¢ mot mirc gia chinh xac?

Y twong nay dan ta dén cap dd cao hon cua chiéu nay.

1 C4c ban tinh y c6 thé nhén ra rang, day la tuyét chiéu khuyén mai bang
cach ting thém (xem Hiéu 1tng chim mbi, Tap 2).
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pOI TIEN LAY CO PHIEU, NHAN LAl BANG CO PHIEU

- Mét chuyén gia no bo 1 ti déng tién mat lap Cong ty XXX.

- Cong ty XXX dugc chia lam 100.000 c6 phiéu.

- Chuyén gia ding ra kéu goi moi ngudi mua c6 phiéu XXX vdi
gia 10.000 déng/cé phiéu.

- Chuyén gia cam két clr sau 1 thang, XXX sé trd |di 50% cho nha
dau tu. Tuy nhién, |13i s& tra bang c8 phiéu. N6i cach khac, ban
mua 10 ¢6 phiéu thi sau 1 thang sé& c6 thém 5 ¢ phiéu mai.

Ban sé dau tu cha?

Chic ban cling nhan ra rﬁ“mg, “c6 phi€éu” la mot don vi
tinh thay d6i gia trj theo thoi gian. Gia st ban dau ban mua
hét 100.000 ¢ phiéu, thi ban so hitu toan b Cong ty XXX,
twong duong 1 ti dong. Vay 1 ¢6 phiéu = 10.000 doéng (lay 1
ti dong chia cho 100.000 cd phiéu).

Sau 1 thang, ban duoc tra thém 50% luong ¢ phiéu.
Luc nay, ban ¢é 150.000 c6 phiéu, chiém toan bd Cong ty
XXX, tc 1a van tuwong duong... 1 i dong. C6 phi€u Cong ty
XXX bdy gio c6 gia khoang... 6.667 dong (1dy 1 ti dong chia
cho 150.000 c& phiéu), giam /s gia tri.

No6i cach khac, cd phiéu la don vi tinh c6 gia tri thay
d6i, ma 1ai suat cam két lai tinh dya trén don vi tinh thay
d6i nay, nén n6 khong cé y nghia. Du 1ai sudt ¢ la 50% hay
100% thi ciing vay thdi, néu tra bang cd phiéu. Ban sé van sé
httu Céng ty XXX trj gia 1 ti d6ng, du n6 duoc chia ra lam
100.000 phian, 150.000 phan, hay 1 ti ti phan bang nhau.
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Vi du nay qua don gian, dung khong? Vay hay nang
cdp né 1én: Ta sé thay c8 phiéu bang don vi tién té mdi.

pOI TIEN LAY TIEN, NHAN LAI BANG TIEN

D€ thém phan thuec t€, hay diéu chinh vi du mot chut:

- Mét chuyén gia no Ung dung blockchain dé tao ra dong XXX
va lay 1 ti dong tién mat ddm bdo cho dong XXX.

- Chuyén gia tuyén b6 phat hanh déng coin XXX vdi ti gia 1 XXX
= 10.000 VND cho nha dau tu.

- Chuyén gia cam két cr sau 1 thang, nha dau tu sé dugc nhan
18i 50%, tra bang dong XXX. Vi dy, ban dau ban dau tu 10 XXX =
100.000 VND, thi cu6i thdng ban sé& cé 15 XXX = 150.000 VND!

Ban sé dau tu cha?

Han ban da phét hién rang gia XXX thay d6i theo thoi
gian chit khdng mai bang 10.000 VND. Duya theo céach tinh
teong tu phan trudc, c6 thé tinh ra sau 1 thang, dong XXX
sé hut mat /3 gia tri. (1 XXX ~ 6.667 VND). Néu moi tht
khéc khéng d6i trong khi s6 lwong dong XXX ct tang gap
rudi (va gidm !/s gid tri) sau mbi thang nhu trén, thi sau 1
ndm (12 thang), ti gid thuc sw sé chi con... 1 XXX ~ 77 VND.

Tuy nhién, do thuong quen vdi ti gia ¢d dinh hodc thay
d6i chit it, nhidu nguoi van nghi 1 XXX = 10.000 VND!

Nhung chua hét, ddy méi la ct bé 1ai git nhat: Chac gi
ban dau 1 XXX = 10.000 VND 1a duang!? D6 chi 1a con sd

chuyén gia ty dwa ra, vay ma ban da voi tin sao???
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Thién kién dong tinh
Ga khong gay thi mat troi van moc

Ban mua mot chiéc va-li ¢ 6 khoa s6. Ban dat ma la
277. D€ kiém tra thit chiéc khoa chay t6t hay khong, ban
khda lai, ro6i duwa 6 vé s6 277 va thit md ra. Néu mé duoc, 6

khda t&t; néu mo khdng dugc, 6 khoa bi hu roi.

Da s8 moi nguoi thuong ding lai ¢ day va quén mat
rang con phai thit mot s8 kiéu khéc: Liéu mo khéa bang ma
khac—011 ching han—thi & khéa ¢6 m¢ hay khong. Di
nhién, néu 011 cling m& dwgc, thi 6 khda nay vd dung.

Thoat nghe thi c¢é vé ngd ngan. Tuy nhién, cac ban chay
xe mdy nhiéu chéc ciing biét, cé6 mot s6 dong xe, 1dy chia
cua mdt chiéc xe khéac cung loai ciing c6 thé md duoc. Co
nguroi con mo khdéa nham xe va chay bon bon vé nha méi

phét hién ra! Thé thi 6 khoa nay t6t hay xau day?

D6 chinh la Thién kién dong tinh (Congruence bias), mot
thién kién c6 lién quan dén qua trinh ki€m dinh gia thuyét
va ra quyét dinh, rat kho nhan ra.
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Khi kiém dinh mot gid thuyét xem ddng hay sai,
ngudi ta thuweong chi thir nghiém nhirng truong
hop “déng tinh” v@i gia thuyét. Néu két qua cho
ra dung, ngudi ta vOi vang két ludn rang gia
thuyét clia minh dung. Ho quén rang, con phai
th&t nghiém nhirng truong hgp ngugc lai véi gia
thuyét dé c6 thé chac chdn 100%.

Noéi cach khac, nguoi ta thwong chi thir nghiém nhiing
treong hop sé cho két qua t6t. Khi két qua thit nghiém dong

tinh v6i gia thuyét cua ho, ho sé chdt luon.

Va trong nhiéu truong hop, ho chét trat 1at.
UNG DUNG TRONG KINH DOANH

1. Thién kién dong tinh trong thuc té.

Thién kién dong tinh gay ra nhitng nham lan trong
nhiéu linh vuc. C6 thé ké ra day vai vi du thuwong gép:

- Pau tu: MOt nha dau tu cho radng cac ¢6 phiéu dét
may mdi 1a cac ¢6 phiéu thyc sy sinh 18i. Sau 6 thang
mua c8 phiéu dét may, nha dau tu nay thdy minh Ii
that. Thé la anh cho rang bi kip dau tu cdia minh la
dung. Tuy vay, anh da bj mac thién kién déng tinh: Thuc
ra, ca thi truong trong 6 thang dé déu tang. Anh sé cé
1i dU mua c8 phiéu dét may hay bat déng san. (Cac ban
da doc Tap 1 chac cling thay vi du nay tuong tu Con bd
cdu tu huyén.)
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- Quan tri: Sau tét, mot cong ty thdy doanh s6 gidm sut
va tim su hd trg tir cac chuyén gia tu van. Sau 6 thang,
doanh s6 tang vot. Gidm d6c nghi rang su tang trudng
nay la nho tu van cla cac chuyén gia. Tuy nhién, éng da
bi thién kién: Doanh sé tdng gidm trong nganh nay
mang tinh chu ki. N6 lu6én gidm sau tét va tang manh
vao gilra nam, du cé chuyén gia tu van hay khéng.

- Y t&: Day co I& la ITnh virc ma thién kién déng tinh gay
hau qud nghiém trong nhat. Gid s& bénh A gy triéu
chirng X. Ban nghi minh dang bj bénh A, va sau khi kiém
tra thi qud that I1a c6 triéu ching X. Thé la ban tin rang
minh bi bénh A, ma quén rang, con rat nhiéu loai bénh
khac cling gay ra triéu ching X. b6 la tai sao dung tu
doan bénh clia minh bang cach tra Google. Tot nhat la
hdy di gap bac sT.

2. Kiém dinh: Cach tranh thién kién dong tinh.

Trwéce khi két ludn bat cir diéu gi, hay thir kiém tra theo

nhiéu hwdng, vi du:

Gia thuyét: “A dan dén B.”

Hay kiém tra thr xem:

(1) Néu cé A thi c6 B khong?

(2) N&u khong cé A thi c6 B khong?

(3) A c6 dan dén diéu ddi nghich véi B khéng?

Trong rat nhiéu truong hgp, (1) ding nhung (2) va
(3) cling dung not, va ta phai bac bd giad thuyét.
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Hay thtr ap dung cac cau hdi nay cho cac cong thirc
“target” quang cao. Doi khi, ciing nén thir xem, néu khong
nham vao bat ki d6i tuong nao, vdi cung ngan sach, thi liéu
két qua c6 twong duong hay khong. Ban nghi rang nuwéc hoa
chay quang céo cho nt van phong, va dung la quang cao ay
mang vé doanh s8. Tuy nhién, ciing nén tht chay vao d6i
teong la nam gidi mot Ian—hodc tham chi quang cdo dai tra

khong nhdm vao ai. Biét dau, doanh s8 ciing t&t khong kém.

(Cac tester ndm rd van dé nay hon ai hét. Ho hiéu réng,
dién s8 san phdm can mua la 1 va thanh toan thanh cong
khong c6 nghia la website ban hang da thiét ké chudn. Con
can phai kiém tra xem, liéu c6 thanh toan thanh cong khi
khach dién san phdm can mua la -1, 1a #, la a? Néu van
thanh toan thanh céng tic la website chwa 6n, can diéu
chinh lai.

Chung ta nén hoc hoéi ho: tao mot danh sach nhitng

diém can kiém tra, d€ tranh sai sét ¢ cac van dé quan trong.)

* Ok X

Co cau, “Ga gay thi mat troi moc. Nhung ga khong gy
thi mét troi van moc.” Tuy vay, nhiéu con ga van nghi mit
troi moc la nho minh gay sang. Lé ra, thay vi chi gdy va xem
mat troi c6 moc khong, con ga nén ngung gay mot bira dé€

“kiém dinh gia thuyét” ctia minh.

Con ga da bi thién kién dong tinh. Dliing nhu né.
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Thu thuat hinh chiéu

Con minh nhung trong gibng 6ng hang xém

Sau khi xudt ban Hié¢u itng chim moi Tdp 1 va Tdp 2, rat
nhiéu ban doc da lién hé cdc tac gia dé€ hoi vé van dé kinh

doanh cta ho. Chung t6i hay dwoc hoéi cac van dé sau day:

1. Céng ty cha minh ban sdn phdm loai t6t hon (va gia
cao hon) d6i thd. Tuy nhién, rat khé dé€ chi cho khach
thdy sy khac biét vé chat lugng vi ché bai truc tiép déi
thd la diéu t6i ki, ma du ¢6 chi ra thi khach cling khéng
tin. Nhiéu khach do khéng phén biét dugc, cuéi cung da
chon san phdm gia thdp han. Minh nén lam thé& nao?

2. Trong cac hiéu ng tam li dugc dé cap, co6 rat nhiéu
hiéu Ung chi hiéu qua khi khach hang so sanh cung ltc
cac sdn pham (hiéu Gng chim moi, hiéu Gng trung
hoa...). Vdy néu mudn ap dung hiéu &ng vdi san pham
clia d6i tha thi phai lam thé nao, vi so sadnh ché bai déi
thd truc tiép la toi ki trong kinh doanh?

bung la hiéu tng tam li rat hiéu qua trong viéc thuyét

phuc khach hang. Tuy nhién, néu chi tw duy thuan vé tam li
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Hiéu irng chim moi (Tap 3)

sé rdt kho ap dung vao kinh doanh. Lic nay, ta can két hop
vGi mot tuyét chiéu kinh doanh dugc 1ay cam hung ti... bd
moén hinh hoc. Chiéu nay chung to6i goi 1a Thit thudt hinh

chiéu.

THU THUAT HINH CHIEU

Ban da bao gio so chiéu cao v6i ban bé minh chuwa? Néu
khong c6 cong cu do chuyén dung nhu thudc do chiéu cao
dién tw, cach duy nhat & phan thang bai la cung dtng st
vao tuong roi vach chiéu cao cta titng nguoi lén twong va
so sanh. Lac d6, twong chinh la chudn so sanh, va vach

chiéu cao chinh la hinh chiéu ctia trng ngwoi in 1én chuan.

Trong kinh doanh cling vay, néu mudn so sanh cac san
phadm véi nhau, can dwa n6 vé mét chuan chung. O mot s8
nganh, tiéu chudn chung dugc quy dinh sdn, va tat ca moi
ngudi déu so sanh chiéu theo chuén nay. O cic nganh

khong c6 chuan chung, thi van dé 16n nhat la tim ra chudn.

Va d6 la co so cua thu thuat hinh chiéu:

Lay chinh céng ty minh lam chuan, rdi chiéu tat ca
s&n pham d6i thd can so sanh 1én chudn. V&i moi
san pham déi thd, hdy tao mdt san pham tuong
ty (hoac y hét, tuy tinh hinh), va so sanh sdn
pham ch luc cha minh véi sdn pham hinh chiéu.

Vi dy, gia st ¢6 2 cong ty ban mat ong nhu sau:
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Hao Nhién - Quoc Khanh

- Cong ty X ban mat ong X; nguyén chat loai xin. Gia 200k/lit.

- Cong ty Y ban mat ong Y, pha, loai thudng. Tuy nhién ho bao
rang doé la mat ong nguyén chat loai xin va ban gia 100k/lit.

Khéch hang khi Ién mang xem gid thudng ban tin ban nghi, va
rat nhiéu ngudi mua Y; vi tin d6 la mat ong nguyén chat, du
rang X da c6 gang giai thich cach phan biét mat ong nguyén
chat va mat ong pha.

(Ghi chd: Cac muc gid ¢ day chi mang tinh minh hoa, khong
phai la gia mat ong ngoai thj trudong vao thoi diém nay.)

Gia congty X congtyyY
200k/Iit X1: nguyén chat
100k/lit Y1: “nguyén chat”

(Dau ngoac kép y mudn noi tuyén bd “nguyén chat” cla
Y la sai sy that.)

Vay X nén lam thé nao? Day la luc st dung thu thuat
hinh chiéu: X tao san pham mét ong X, cé nhiéu diém tuong
dong voi Y;: mat ong pha, loai thuong, gia 100k/lit. Tuy
nhién, X ndi rd X; la mat ong pha.

Nhu vay, luc nay Cong ty X c6 2 san pham: X; (san
phdm chu luc) va X; (san pham hinh chiéu cua Y;).

Gia ‘ Cong ty X congty Y
200k/lit X1: nguyén chat
100k/lit X2: pha Y1: “nguyén chat”
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Hiéu ng chim moi (Tap 3)

Luc nay, Cong ty X dé dang d4m chi Y, chi twong duong
véi san phdm X, (mat ong pha) ctia ho ma thoi. X khong can
so sanh X; véi Y, nita, ma chi can chi ra nhitng diém khac
biét vé chat lugng gitta X; va X; la du. Do ca X; 1an X, déu la
san phdm ctia X, nén du X c6 ché bai X, ciing chang mang
tiéng noi xdu doi tha. Mot cau noi: “Néu gid 100k/lit thi bén
em chi cé mit ong pha chir khong thé’ cé mat ong nao nguyén chit
dwoc” la @t d€ khach hi€u van de.

Ngoai ra, cach nay con c6 mot cdi loi khac: Gia stt khach
hang sau khi nghe so sdnh van ham gia thdp ma mua mat
ong pha, X van sé ban duoc hang, thay vi mat khach sang
cho Y. Hon nita, khich hang bo tién ra va ho biét 1a minh
mua mat ong pha, cht khong con bi ltta mua mat ong

nguyén chat Y, dom nhu truede.

Cac tac gia biét nhiéu ban doc khong thich cong ty cta
minh ban hang kém phdm chat (chdang téi ciing vay thoil!).
Tuy nhién, trong kinh doanh, thi treong da dang, thay vi
phai ¢d diu tranh vdi san phdm cua d6i tha, hay tu tao ra
“ké thu” va tim cach tiéu diét né, dong thoi dung né dé cin
bét thi phan cua d6i thu. Nén nhég, san pham hinh chiéu
sinh ra la d€ chét di, chit khong phai d€ nudi dudng!

PHOI HOP THU THUAT HINH CHIEU VOI HIEU UNG
TRUNG HOA

Ta sé th phdi hop thu thuat hinh chiéu véi céc hiéu

tng tam li khac.
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Nhu ta da biét, tinh hinh hién nay nhu sau:

Gia cong ty X CongtyY
200k/1it X1: nguyén chat
100k/lit X2: pha Y1: “nguyén chat”

Luc nay, khach hang c6 thé chon san pham tdt gia cao
X1, hodc san phdm thuwong gid thap (X2 hodc Y1). Ta c6 thé
ap dung thém hiéu tng trung hoa dé kich thich khach hang
chuyén dan qua mua Xi—san phdm chu lwc ctia cong ty.
Theo hiéu tng trung hoa, ta thém vao san pham Xo: mat ong

nguyén chat xuat khau, gia 300k/lit.

Gia congty X congtyyY

300k/lit X0: nguyén chat xuat khau
200k/lit X1: nguyén chat
100k/lit X2: pha Y1: “nguyén chat”

Chéc cac ban cling da biét, moi nguoi sé chuyén sang
mua san phdm ¢ gitta nhiéu hon. Doanh thu ctia Cong ty X
ting thém, dong thoi kéo khach hang ra khoéi tam gia
100k/1it, giam lwong khach mua Y1 ctia d6i tha.

KE GIAN LAN: HINH CHIEU LECH

Quay lai cau chuyén do chiéu cao. Trong qua trinh do,
han sé ¢é treong hop nguoi do chiéu cao c6 tinh gian lan va

vé léch. Chi can day xéo ciy but chi mot chut, ban cé thé
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Hiéu (rng chim maoi (Tap 3)

khién minh cao hon hay khién d6i thu lun di ¢ trén btc

twong chuan.

Twong tw, khi st dung thu thuat hinh chiéu, mot s6
cong ty thuong do “an gian” chiéu cao cuia ddi tha. Thay vi
tao san pham hinh chiéu giong hét ddi tha, ho lai tao hinh
chiéu té hon san pham cua d6i thu.

Ta ti€p tuc skt dung vi du mat ong. Thay vi tao X2 la mat
ong pha cung ti 1é véi Y1, Cong ty X ¢ thé c6 tinh tao san

phdm Xz la mat ong pha nhung véi chét lwong kém hon Y:

mot chut.
Gia congty X congtyyY
200k/lit X1: nguyén chat
100k/lit X2: phaloang Y1: “nguyén chat”

Cach lam nay tao cam giac rang Y1 c6 chat luong twong
duong Xz, va ciing khién X1 vuot xa chat lugng ctua Xz, gian
ti€p “dim hang” Yi. Néu duogc Cong ty X cho thit “mat ong
200k” va “mat ong 100k” khi gidi thiéu, khach hang s€ s¢

ludn cac loai mat ong 100k/lit, vi X2 qua té.

Céch nay qua that c6 hoi khong quan t, nhung khong
vi pham luat phap. Cac tac gia chi trinh bay nhiing chiéu
thitc hién c6 trén thuong truong, con quyét dinh cé dung

hay khong la ¢ ban.
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Thién kién sbng sot va hiéu Gng bo loc

Cau chuyén cua nhing ké khong con ton tai

Néu noi ban ¢ la mot thanh phé lau doi cé nhiéu kién
tric ¢6, han ban ciing thdy nhitng ngdi nha xay ti hang
trdm ndm truedc van vitng bén vdi thoi gian. Khong chi thé,
nhiing ngdi nha 4y con cé rdt nhiéu chic nang rat dinh:
mua he thi méat, mua dong thi am; két cau chic chén; huéng
théng gié v6 cung khoa hoc. Néu xét voi cac toa nha xay
thoi nay, c6 thé noéi la mot troi mot viee: C6 khi cong nghé
xay dung thoi xua lai vieot trdi hon hén so véi bay gio.

Nhung diéu dé khong dung. Ta da bi trung Thién kién
song sot (Survivorship bias), va 16 quén dua vao “cong thire

danh gid” ctia minh nhitng ngdi nha da khong con ton tai.

NHUNG CHIEC MAY BAY PAY VET DAN

Vao Thé chién II, nha thong ké Abraham Wald cung di
nghién ctu thong ké Statistical Research Group tdp trung

nghién cttu vét dan trén than cua cac chién ddu co phe Dong



Hiéu (rng chim maoi (Tap 3)

minh trd vé sau khi thwc hién nhiém vu. Muc tiéu cua ho la
tim hiéu nén ciing ¢ giap phong thu ¢ nhitng diém nao trén
than mdy bay, giup tang ti 1é mdy bay song sét trd ve.

Tong cong, c6 1000 may bay thuc hién nhiém vy, 32
khong tré vé. Trong s6 nhiing may bay tro vé, ho dém duoc
tong cong 399 16 dan ti 3 loai sung: sung phong khong,
phéo 20 li, va sing may 7.9 li. Cu thé:!

Miii Pdngco  Héthdng Cacbd Téng
nhiénliéu | phan khac
sung phong khéng | 17 25 50 202 294
Phao 20 i 8 7 17 18 50
sung may 7.9 li 7 13 17 18 55
Téng 32 45 84 238 399

bap vao mét 1a nhiing 16 dan & hé thong nhién liéu.
Mot cach ban ning, ta cé thé két ludn rang nén gia cd hé
thong nhién liéu, nhét la véi loai gidp c6 thé chdng sing

phong khong.

Tuy nhién, vdn dé hoan toan khac: Cac 16 dan ta thdy

nam & nhitng may bay sdng sét tré vé. Nhu vay, rdt nhiéu
may bay trang dan sung phong khong ¢ hé thong nhién liéu
van c6 thé quay vé an toan. N6i cach khac, dan sting phong
khong ¢ hé thong nhién liéu khong hé nguy hiém. Diém

1 Bang duwgc trich tir tai liéu g6c: Wald, Abraham. (1943). A Method of
Estimating Plane Vulnerability Based on Damage of Survivors. Statistical Research
Group, Columbia University. CRC 432 —reprint from July 1980. Center for
Naval Analyses.
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nguy hiém 1a & nhitng chd khdng cé nhiéu vét dan. Ta thay

qua it vét dan phao 20 li & phan mdi va dong co khong céd
nghia 1a do phao ban vao nhitng phan nay khong nguy
hiém. Nguoc lai, chinh nhiing vét dan ¢ mii va dong co
moi la don chi ttt, nén nhitng may bay trung dan da khong
thé tro vé gép mat vao trong théng ké ctia Wald.

Sau mot s6 tinh toan vé xac sudt, Wald da chiing minh
dwoc nhitng ludn di€m noi trén la chinh xac. Néu may bay
trang dan phao 20 li vao dong co, 53,4% kha nang chi€c may
bay d6 sé khong thé song sot tro vé. Nguoc lai, dan stung
phong khéng ban vao hé thdng nhién liéu sé chi ¢6 2,9% kha
nang ha dwgc may bay. Nhu vay, quan Mi phai gia c6 chdng
phdo ¢ phan dong co. Chinh nhitng vét dan phdo khong thé
dém dugc moi la nhitng vét dan chét nguoi.!

1 Mt 8 séch vé sau ciing 14y vi du nay, nhung cho rang c6 rat nhiéu 15
dan & phéan canh va dudi, va réng cac nha khoa hoc quan sy khac da hiéu
nham va cho rdng nén gia c§ cac phan dy. C6 thé thay theo thong tin o tai
liéu gdc, cac nha khoa hoc quan su von ciing da biét rang phin canh va dudi
khong quan trong (Wald cho cac phan nay vao “Céc by phan khac” thay vi
phan tich chi tiét). Déng gép ctia Wald ndm & chd tinh dugc xdc sudt bi ha
khi dan triing cdc phin quan trong (day 1a mot dong gdp rat co gia tri), chi
ong khong phai 1a nguoi dau tién phat hién ra thién kién s6ng s6t. Rat nhiéu
nha khoa hoc trede dé da nghién cteu vé thién kién khong hoi dip—mot thién
kién c6 ban chat tuong tw, vi du nhw nghién cttu ctia Reuss vao ndm 1943 hay
Shuttleworth vao ndm 1940. Céc thién kién thong ké tuong tu thién kién séng
sot 1a cac kién thie thude dang co ban d6i v6i dan nghién ctu. Cac cau
chuyén don gian héa van dé vé cac 16 dan, dé cao vai tro ctia Wald mét cach
sai 1éch, va danh gia thap cac nha khoa hoc quéan su, rét tiéc, la khong chinh
xdc.
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Hiéu rng chim maoi (Tap 3)

Thién ki€n séng sot xay ra khi ta chi danh gia dua
trén phan t&r con séng sét, ma quén di cau chuyén
c@ia nhirng ké da mat trong qua trinh chon loc.

biéu nay giai thich li do tai sao nhitng ngoi nha c6
thuong duwgc xay dung rat xudt sac: Khong phai vi ki thuat
xay dung thoi xwa tot hon thoi nay, ma la vi nhitng ngdi
nha c6 dwgc xay dung khong xuat sic da bi pha do di hét
roi. Nhitng ngo6i nha ¢ tudi tho 10 nam duwoc xay hoi nam
1900 han sé& khong con ton tai dé€ ta c thé trai nghiém va
danh gia nita!

Luu y: Thién kién s6ng sét la mot loai thién kién chon
mdu (sampling bias) trong thong ké. Cé nhiéu thién kién
twong tw, vi du nhu thién kién thdt bagi (failure bias —nhiing
c4 thé that bai hodc khong dugc chon thuwong khong xudt
hién trong s& liéu thong ké, lam thién léch két qua) hay thién
kién khong hoi ddp (non-response bias—c6 mot khac biét
mang tinh hé théng nao d6 khién nhiéu nguoi tir chéi tra 1oi
phéng van; vi dy, nhitng nguoi so nguoi la sé it c6 kha nang
chiu tra 10i phong van, khién két qua khao sat bi thién léch,

chi chtra toan két qua ctia nhiing nguoi khong s¢ nguoi la).

Do cac thién kién nay mang ddc di€ém twong tuw thién
kién séng sét (déu gom mot b loc loai bot mot s6 phin tw,
khién danh gid bi sai 1éch) nén phan tng dung khong chi ¢
thién kién song sot, ma la sy két hgp cta cac thién kién loai
nay. Cac ban cing ¢ thé tim hiéu sadu hon vé mot s6 thién

kién thong ké (va tng dung) ¢ phan Phuy luc.
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HIEU UNG NGUOI HANG BDONG

Mot trong nhiing vi du vé thién kién séng sét chinh la

Hiéu 1rng nguwoi hang dong (Caveman effect).

Nguoi ta thwong nghi rang, nguoi t8i ¢6 hay séng trong
hang, do c6 rat nhiéu hinh vé va di vat cua ho xudt hién
trong cac hang dong. Tuy nhién, nhiéu nha khoa hoc da chi

ra réng, diéu d6 khong hin dung.

Thyc ra, radt nhiéu hinh vé va di véat ctia nguoi t6i c6
xuat hién trong hang ddng la vi hau hét nhing hinh vé va
di vat ¢ noi khac nhiéu kha nang da bi pha huy do thoi gian
hodc do cac thé hé sau. (Tai sao ho lai khong vé 1én cay cho
nhanh ma c phai vé hang vé chi cho t6i? Hoi d6 da lam gi
c6 dén dién! A thuc ra ho cé vé 1én cay, nhung nhitng cay
ho vé 1én déu da chét!) Hang dong c6 thé khong phai la noi
O phd bién, ma chi 1a noi lvu giw t6t nhat. Tuy nhién, ngay
nay cac cd vat déu o trong hang, nén ta quy két rang td tién

minh sdng trong hang dong."
UNG DUNG TRONG KINH DOANH

1. GUrng cang gia cang cay: Ung dung nhirng cong thirc
lau doi, hoc hai tir lich sur.
Van dung cach suy luén trén, ta ¢6 mot chién thuéat bét

chwdc hiru hiéu: Thay vi bat chudc phuong thite méi ma ddi

1 P4y la mot trong nhitng hudng 1i giai vé mat thong ké, khéng phai két
luan vé khao ¢6. Néu mudn tim hiéu, ban can doc tai liéu chuyén vé khao ¢8.
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thu vira 4p dung, ta c6 thé hoc hoi nhitng phuwong thitc ma

ho da ap dung ttt lau.

Sang tao mdi khong phai liuc nao cling thanh cong, va
da s8 nguoi di dau déu phai mot minh giai quyét cac van de
méi. Ho phai thir sai rat nhiéu d€ tim ra cach lam dung. Do
vay, néu bit chuwde nhitng phuong thitc mdi, ta sé c6 kha

nang bat chwdc theo cach lam sai.

Nguwoc lai, cdch thic ci da On dinh thuong la cach lam
dung. D6 la cach thirc da vuot qua hang tram cach thiec that
bai khac d€ ton tai cho dén ngay nay. Bét chudc cach lam
l1au doi dong nghia véi kha nang that bai thdp hon nhiéu.

Phuwong phap bat chudc nay déc biét hiéu qua & nhiing
linh vuc it thay d6i theo thoi gian, vi du nhu tam li con
nguoi hodc chién lugce. Nhitng gi dung véi tam li con nguoi
1000 ndm trudce cling sé ti€p tuc dung thém 1000 nam nita.
(Nhirng dac diém tién hoa nhu bi cudn hut boi tinh duc da
ding 1000 ndm truwde, va sé dung 1000 nam tiép theo.)
Nhiing chién lwgc hiéu qua thoi Tén Tk thuong van sé

dang o thoi dai ngay nay.

Di nhién, & nhitng linh vyce thay ddi nhanh chéng mat
nhw cong nghé thi cach lam nay khong phu hop.
2. Lam dep s6 liéu: “Kh” nhirng s6 khong thuan mat.

Dan thong ké kinh doanh thuong tng dung thién kién
nay d€ tung ra nhitng con s6 dep. Thay vi tinh toan ca
nhiing phan tt da bi loai bo d€ cho ra s6 liéu trung thuc, ho
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lai nhdm mét va gidu di. K&t qua la moi nguoi bi thién kién
s6ng sot che mo 6c phan doan.

Dudi day la mét s6 vi du:

- Cobng ty giao hang A tuyén bé la c6 téc d6 giao hang trung
binh toan quéc rat nhanh, chi 1,5 ngay/don hang. Tuy nhién,
con s6 nay khéng tinh dén nhirng don hang da bi hay. Su
thuc la, rat nhiéu don hang bi khach hang bao hiy la do giao
qua cham, qué thoi han cam két. Khach hang khéng dgi duoc
va yéu cau hudy sau 5 ngay chua nhan dugc hang. Nhu vay, con
s6 trung binh 1,5 ngay/don hang la khéng chinh xac; thuc té
néu tinh cad nhitng don giao chdm bi hdy thi thoi gian giao
trung binh sé cao hon nhiéu.

- Cu6i nam, bd phan ban hang bdo cdo doanh sé trung binh
trén médi nhan vién ban hang rit cao. Tuy nhién, khéng hiéu
sao, doanh s6 téng lai rat thdp. Héa ra la ngudi lam bao cdo chi
tinh doanh s6 trung binh clia nhirng nhan vién con lam viéc,
khéng duwa nhirng nhan vién ban hang kém da bi cho nghi
viéc vao tinh toan. Do d6, doanh s6 clia nhirng nguoi con 4 lai
di nhién rat cao, nhung doanh s6 téng khong thé dat.

Ban doc c6 thé xem chi tiét van dé nay trong phan phu

luc vé cac thién kién thong ké (Phu luc 3).

3. Hiéu Ung bd loc: Tai sao san phdm nudc ngoai lai
thuong rat chat lugng?

Mbi [an qua mot khau chon loc (hay bd loc), s6 “tng ctx
vién” khong dat tiéu chuan sé bi gat bo di. Nhu vay, qua

trinh cang c¢é nhiéu b loc, ta ¢d cam gidc san phdm sé cang
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dat chuan. Hon nita, sy thién 1éch ctua dau ra c6 thé noi 1én

Hién tuong nay phan nao giai thich li do tai sao nhitng
san phdm nhép khau thuwong rat chat lwong. Cac nha nhap
khau khong mudn phi tién bac va cong sttc cho mot 16 san
pham kém, nén thwong bd cong chon loc ki cang trudc khi
nhap vé. Ta cling cd thé ap dung cach giai thich nay cho cac
bd phim nudc ngoai: Chi nhitng phim xuat sic nhat méi
duwoc xudt khau sang Viét Nam, cac phim kém da bi “bo
loc” ctia nha nhép khau loai bo. Do vay, da phan phim nudc
ngoai dén dugc Viét Nam déu la phim hay, tao cam giac
dién anh nudc ngoai xuat séc hon dién anh Viét Nam.
(Ngay nay, rao can “xudt khdu” phim ngay cang giam nho

mang xa hoi, nhung hién twong nay van con phéan nao.)

4. Nguyén li Peter: Tai sao nhiéu ngudi lam rat kém
cbng viéc ctia minh nhung lai tai vi rat lau?

Trong cac cdng ty c6 nhiéu cdp bac, moi lan l1én chirc co
thé duoc xem nhuw mdt bd loc. Lam tot thi 1én chitc; lam

chua du tot thi tai vi.

Néu anh A lam t6t vi tri nhan vién ban hang, anh sé
duoc 1én gidm sat ban hang. Néu lam t6t nita, anh sé€ 1én
giam dbc ban hang khu vuc (ASM). Luc nay, néu anh A
khong thé lam t6t nira, anh sé ¢ lai vi tri nay mdt thoi gian
rat dai. Nguoc lai, anh B, giam ddc ban hang khu vyc, hoan

thanh t6t nhiém vu va sé mau chéng 1én gidm déc vung
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(RSM). Nhu vay, “bo loc” vi tri ASM da ddy nhitng nguoi
lam tSt nhu B di chd khéc (1én vi tri cao hon), va gitt lai chi

nhiing ngwoi chua xudt sac nhw anh A.

BO loc & mdi vi tri chi loc ra va gitt lai nhitng nguoi
khong hoan thanh xuét sic cong viéc. (O day, tiéu chi loc
khong phai la gioi, ma la khong-gioi: Ngwoi khong-gioi sé
dat “chuén” & lai.) Lau dan, ta c¢6 cam giac hau nhw moi
nguwoi déu khong du kha nang dam dwong vi tri cua chinh
minh. Nhitng nguwoi nay con tai vi rdt lau nita, do ho it dam
nhay viéc, con cong ty thi lai kho c6 1i do dé€ dudi! Hién

twong nay dwoc goi la Nguyén li Peter.!

Mot s8 cong ty tranh tinh trang nay bang cach “dudi
khéo” nhitng nguwoi tai vi da lau nam, hoac lién tuc thuyén
chuyén nhitng nguwoi lam viéc da lau sang vi tri khac hodc
b phan khac, gitup cho ca nhan vién lan cong ty co thém co
hoi tht thach chinh minh ¢ nhitng cong viéc mdi (va cong
ty dd phai tra lvong cao). Nhung ndi gi thi ndi, rd rang dudi

cac nhan vién gao cdi khong phai la chuyén dé dang.
5. Doc théng tin dya trén dau ra cla bd lopc—nhirng
diéu nguoi ta khong ndi.

Mbi bd loc thuwong cho ra cac két qua thién léch. Ta co

thé suy ra mot s6 thong tin dya vao dau ra ctaa b loc do.

Sau day la mét s6 vi du:

1 Xem chi tiét & Nguyén li Peter ctia Laurence J. Peter va Raymond Hull.
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Hiéu (rng chim moéi (Tap 3)

- Mét chuyén gia tuyén dung thudng than phién rang
rét hay gap cac ban tré hen phdng van nhung khong
dén, hodc nhitng ng vién tac phong 16i théi. Tir hiéu
biét vé thién kién sdng so6t va hiéu ung bd loc, cb thé
suy ra rang ngudi nay déng vai tro nhirng b6 loc dau
tién cla qué trinh tuyén dung trong cong ty (do chat
lugng &ng vién ma ngudi nay phai loc thap). Néi cach
khac, “chuyén gia” nay nhiéu kha nang chi la mét nhan
vién tuyén dung cdp thdp ma thoi (vi nhirng ngudi
tuyén dung cdp cao & cac vong sau sé khéng c6 co hoi
cham mat nhirng &ng vién hen roéi khéng dén—nhirng
(rng vién nay da bij loc ra tir bd loc dau tién).

- Mét nguai thuong xuyén khoe nhirng khoan tién lai t
dau tu chirng khoan 1én Facebook. Cac khodn nay
churng 10 triéu. Thong tin dugc dang 1én Facebook thuc
chat la dau ra cla bd loc—ngudi ta chi dang nhirng th&
ho thay tu hao. Do vy, c6 thé suy ra rang, I3i 10 triéu
dd khién ho thay tu hao, nén thuc chat tién 1&i binh
thudng cta ho thap hon nhiéu.

- M6t cdng ty thudng xuyén bdo cdo nhan manh vao
doanh s& tang trudng, tuy nhién lai khong nhac dén lgi
nhuan. Nhu vay, ta c6 thé suy ra lgi nhuén cda ho
khéng dugc t6t (néu khdng ho cling d& bao cao roil).

Hay “lang nghe” nhirng diéu ngudi ta khong néi.
Nhirng thd khdng xudt hién cling ch@a dung
nhiéu théng tin khdng kém nhirng thir dugc trung
ra ngoail!
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Hang muc va phan loai

Thay hang muc, déi cude choi

Hang muc (category) va phan loai (categorization) la
mot trong nhitng ndi dung trong tam cta nhan thic. Néu
khong thé phan loai vat thé€ vao hang muc, sé rat khé hiéu
va khé nh6 vé né. Pay cing la mét trong nhiing “chién
treong” chinh cua dan kinh doanh —cong ty nao ciing mudn
tro thanh ké ding dau hang muc.

Chung ta sé di qua cac dac tinh cta hang muc, tir d6

van dung cac hi€u biét nay vao kinh doanh.

HANG MUC VA CAC BAC TINH BIEN HINH

1. Con nguoi ludn phéan loai vat thé thanh cac nhém,
hay cac hang muc. b€ dé phan loai, nguoi ta dat cho cac
hang muc nay mot cai tén. Néu khong c6 tén d€ chi hang
muc, nguoi ta sé khong thé phan loai cac phan t vao hang

muc do, va thuong phan loai sai vao hang muc khac.

2. Mot hang muc (category) ludén goém céc dic tinh dién
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hinh, gitp phan biét cac phan ti thudc cac hang muc khac
nhau. Vi dy, tat ca cac smartphone thi phai nghe goi duoc,
nhin tin duoc, 1én mang duoc, cd man hinh cam tng, khong
¢6 ban phim vat li, c6 camera, c6 bd nhd 16n... Nhitng dac
tinh nay giup ta phan biét smartphone véi dién thoai “cuc
gach” (khong c6 man hinh cam tng...) hay Blackberry (co
ban phim vat li).

3. Clng vi d6, nguoi ta thuong cha y danh gia cac dac
tinh dién hinh ctia hang muc (hon 1a cic dic tinh khong
dién hinh). Vi du Trung Nguyén va Starbucks, khi xép ca
hai vao hang muc “ca phé” thi moi nguwoi thuong danh gia
dua trén cac dac tinh cua ca phé nhu: mui vi, d§0 “nguyén
chat”... Nguoc lai, nhiing nguwoi x€p hai cdng ty vao hang
muc “khong gian quén” sé danh gia dwa trén cach bai tri, do
yén tinh... Ai thing ai thua, ai hon ai kém tuy thudc vao

quan diém phan loai cia nguoi danh gia.

4. Phan t& thudc hang muc duwoc thdi phéng cac dic
tinh dién hinh hon binh thuwong. Trong nghién cttu nam
1994 tai Mi cua Krueger va Clement, nguwoi tham gia cho
rang nhiét ¢6 ngay 25/8 (dwoc dan dia phuong xem la mua
he) néng hon ngay 2/9 (mua thu) rat nhiéu. Ho ciing nghi
rang ngay 2/9 chi hoi néng hon ngay 10/9 (mua thu). Sy that
thi 25/8 lanh hon 2/9, va 2/9 lanh hon 10/9. Ngay 1/9 chi la
mot ngay binh thuong trén lich, khong phai diém giao mua.
Viéc 25/8 dugc x€p vao mua he (cé dic tinh néng) khién stic
néng cua ngay ay bi thoi phong so vdi thuc té. Hién tuong
nay goi la Hiéu i#tng théi phong (Accentuation effect).
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5. Mot vat thé thuwong cé nhiéu nhém déac tinh, nén cé
thé dwgc xé€p vao nhiéu hang muc khac nhau. Vi dy, Hiéu
ing chim moi la sach tam li tng dung trong kinh doanh, nén
c6 thé x&p vao hang muc sach tdm li 1an hang muc sach kinh
doanh. Fahasa vira c¢6 thé xem la cong ty sach, vira cd thé

x€p vao hang muc cong ty ban lé.

6. Vili do trén, moi ngwoi rat hay phan loai sai, dac biét
la trong kinh doanh. M6t s6 déc tinh noi trdi khién nguoi ta
khong thé phan biét dugc 2 hang muc gan nhau. Vi duy, rat
nhiéu ngudi nham twong rang Ecoblader 1a mot cita hang
ban 1é sach, va hoi mua nhiéu quyén do cac céng ty khac
phét hanh. (Thuc ra, Ecoblader la bén cung cap sach cho céc

nha sach.)

Tat ca nhitng dac tinh nay cho ta nhiéu tng dung cuc

doc trong kinh doanh.

UNG DUNG TRONG KINH DOANH

1. S&rc manh clia sén nha.

Chiéu dé thdy nhat 1a kéo d6i tha vao hang muc cta
minh va so sanh. Vi dy, chu tich Dang Lé Nguyén Vi da
titng tap trung so sanh vé chat lugng ca phé cua Starbucks
voi ca phé ctia Trung Nguyén. La mot nha san xudt hat ca
phé, chdt luong hat la “san nha” cua Trung Nguyén. Néu
mudn loai hat cao cdp, ho van cé thé cung cdp. bay la mot
cudc chién ma Trung Nguyén khong thé thua ngay ti khi
bét dau. (Xem thém Thii thudt dua hoi.)
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Khong ai c6 thé ding nhat ¢ moi mat. Hay chon dung

hang muc ¢6 loi nhat cho minh va xoay sau vao do.

2. bat tén hang muc.

Néu san pham thudc hang muc madi hodc hiém gap, hay
dit tén cho hang muc méi va quang ba né gan lién véi san
pham. Néu khong, moi nguoi sé phan loai nham san phdm
va dénh gia sai. Digiworld (DGW) ¢6 1é thau hiéu bai hoc
nay nhat. DGW v6n thudc hang muc dich vu phat trién thi
treong (MES). O Viét Nam, hang muc nay con qua méi mé.
Do d6, DGW thuong bi xem la nha phan phdi hodc nha ban
1é, khién cho ¢6 phiéu cong ty khong dwoc danh gia dung,
tiém nang ciing vi d6 khong duoc khai pha day du.

Néu hang muc khdong c6 tén, khach hang sé khong
biét né tén tai va khong thé nghi dén né khi can. Hon nita,
v6i cdc san phdm danh cho doanh nghiép, néu san pham
khong c6 tén hang muc, né sé khoé cé ngan sach, boi khong
ai biét phai phan bd né vao dau. Cac cong ty thwong rat kho

chi cho mot thit nam ngoai ngan sach chi tiéu ctia minh.

3. Thay goéc nhin, d6i s6 phan: Chon hang muc ma
tham gia.

Théng thuong, mdi san phdm déu c6 thé xép vao nhiéu
hang muc khac nhau. Vi dy, nhw da ndi, quyén sach Hiéu
1itng chim moi la sach tam 1li &tng dung trong kinh doanh, nén
c6 thé xép vao hang muc sach tam i 1an hang muc sach kinh

doanh. Fahasa vira cé thé€ xem la cong ty sach, vira c6 thé
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xép vao hang muc cdng ty ban lé (cung nhém véi Thé Gidi
Di Bong hay Co.opmart).

Di nhién, m6i hang muc tao duwoc mot cam gidce riéng,
va sO hitu nhiing dédc tinh riéng. Ta hoan toan c6 thé thay
ddi chut it san phdm ctia minh d€ dua né vao hang muc c6

loi hon. Duéi day 1a mét vi du dién hinh:

Mot s cdng ty ¢d nhu cau tuyén lao dong khong co
kinh nghiém. Thong thuong, cong ty phai dao tao va tra
lwong cho lao dong trong quang thoi gian hoc viéc nay. Mot
s0 lao dong sau khi hoc xong lai hay nhay viéc. Cong ty vira

mat thoi gian, vira mat tién.

Van dé la hoat déng tuyén dung-dao tao duoc xép vao
hang muc PI LAM trong dau ngudi lao dong. DI LAM la
ban cong stc, la phai c¢6 lwong, va nhiém vy dugc giao
chinh la céng viéc. Céng ty giao cang nhiéu viéc thi cang

mang tinh boc 10t.

Tan dung hiéu biét vé hang muc, ta c6 thé giai quyét
van dé nay bang cach chuyén hoat dong nay vao nhém
HOC TAP.

Thay vi tuyén dung, céng ty c6 th€ mo mot khoa hoc
dao tao nghé. D&i véi tat ca moi ngudi, HOC TAP nghia la
b& sung kién thitc cho minh, la phai déng hoc phi, va nhiém
vu dwoc giao chinh la co hoi hoc hoi. Khoa hoc cé cang
nhiéu nhiém vu thi cang thuc tién, hoc vién cang hoc hoi

dwoc nhiéu.
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Luc nay, hoc vién van hoc kién thiic dao tao nhan vién
moi. Tuy nhién, hoc vién tra hoc phi cho cong ty, chit khong
phai cong ty tra lwong cho nhan vién. Cong viéc cang nhiéu,
cang loi cho hoc vién, chit khong phai cho cong ty. Thuec tap
bay gio la quyén loi, chit khong con la nghia vu.

O cudi khoa hoc, cong ty chi can chon ra nhing hoc
vién t6t nhat va trao cho ho co héi lam viéc tai cong ty.
Khoda hoc két thuc b?ing co hoi viéc lam danh cho nguoi

cham hoc, mét mén qua troi cho trong mat hoc vién.

T4t ca chi bang cach thay d6i hang muc. Vé ban chat,

hoat dong dao tao khdng hé thay ddi.

4. Pau tu va lam viéc—nhrng hang muc ty déi ltra.

Con nguoi threong tw lira ddi minh bang céch phan loai
san phadm minh mua hodc nhing viéc minh lam vao cac
hang muc sai léch. Vi dy, ta thwong ngodi vao ban va dat
minh trong trang thai LAM VIEC. Tuy nhién, trén thuc té
nhiéu ltuc ta chi lang thang trén mang doc nhitng tht vo
nghia ch khong thuc sy lam viéc va tao ra két qua. Nhung
vi X€p nhiing viéc minh da lam suét 8 tiéng ¢ ban lam viéc
vao hang muc LAM VIEC, ta hoan toan khong cam thay 4y
ndy véi chinh minh nhw khi b han ca 8 tiéng dong ho di
choi, va sé ti€p tuc trang thai lam viéc gia nay trong mot
thoi gian dai nira.

Hién twong lam viéc gia da dugc Paul Graham trinh
bay trong bai viét How to lose time and money vao nam 2010.
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Trong cling bai viét, ong cling nhac dén hién tuong twong
tw: Sw nguy hiém cta trang thai DAU TU:

Trit mot s6 nguoi ¢o 16i sdng budng tha vd d9, hau hét
moi nguoi déu tiéu xai c6 chitng myc. Mot nguoi sé hitu
khoang 2 ti dong, khi chi 50 triéu d€ di du lich sé biét rang
minh da tiéu xai nhiéu, va khong nén chi vueeot ngudng. Da
s0 sé khong thay thoai mai khi lap ttc tiéu ti€p 50 hay 100
triéu ntra. Ho x&p khoan chi nay vao hang muc AN CHOI,

va cam thay “tdi 16i” voi ban than néu vung tay qua tran.

Tuy vay, moi chuyén sé khac khi ho xép khoan chi cua
minh vao hang muc DAU TU. Khi d4u tu, ho nghi r:‘?mg
minh dang lam viéc d€ c6 nhiéu tién hon. Néu dau tu thua
15, ta thuong khong cam thdy 4y ndy nhu khi &n choi hét
tién. Tuy anh chang ¢ trén c6 thé sé suy nghi nhiéu sau khi
chi 50 triéu d€ di choi, anh nhiéu kha nang khong run s¢
néu da dau tu ching khoan thua 16 50 triéu, tham chi con
sdn long d8 thém tién vao va khong thay hoi ti€c—ma chi

thdy mau me hon—khi tai khoan hut thém vai trdm triéu.

Trong thuc t€, nhing khoan chi 16n nhat déu thudc
hang muc dau tu. Nguwoi mua can hd d€ 6 thuong chi mua 1
can (nhiéu can thi & sao cho hét!), nhung nguwoi mua dé€ dau
te hoan toan cé thé mua vai ba cdn mdi lan. Ciing vi i do
dd, néu c6 thé, dan ban hang luén mudn xép san pham cua
minh vao hang muc PAU TU.

Nén nhd, s6 nguoi sat nghiép vi an choi thi it, con s&
nguoi sat nghiép vi dau tw lai nhiéu v6 s6 ké. Dung ty lira
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d&i minh —hay dit mét han mtee trede khi lao vao bat ki phi
vu dau tw nao.
LAM VIEC hay GIAI LAO ciing déu kém nang sudt néu
khong tao ra két qua.

DAU TU hay AN CHOI ciing déu nguy hiém néu khién

ban mat nhitng khoan tién 16n.

Plrng tu Ilra d6i rang minh dang lam viéc.

Plrng tu Ilra d6i rang minh dang dau tu.
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Thu thudt dua hoi

Nang tdm minh bdng danh tiéng clia ngudi khac

Tam roi xa thé gidi ctia nhitng chuyén gia tam i, ta sé
tim hiéu mot tha thuat “dwong phd.” Tha thuat nay giap
cong ty va san pham cua cac doanh nhan khon ngoan tro
nén noi trdi hon trong mit khach hang. Diéu dic biét 1a, ho
thi trién chiéu nay bang cich dwa hoi vao danh tiéng cta

nguoi khac—doi luc la dua hoi ca d6i thu canh tranh.

DUA HOI KHACH HANG/NHA CUNG CAP
Nam 2016, tong thong Mi lac bay gio la Barack Obama

sang tham Viét Nam. Trong chuyén c¢dng du cua minh, 6ng
c6 ghé qua quan bun cha va cung ngbi dn véi dau bép ndi
tiéng Anthony Bourdain tai day.

Sau lan ghé tham cua Obama, quan bun cha ngay cang
dong, dugc nhiéu nguoi Viét Nam ciing nhw du khach qudc
t€ nhd dén véi cai tén “bun cha Obama.” Quan bdn ciling

tan dung co hoi nay va tao thém mot combo méi trong thuc
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don: “Combo Obama” —gom 1 bun cha, 1 nem to, va 1 bia
Ha Noi.

bay la thu thuat dwa hoi “chinh dao” —ban duwoc mot
nguoi hodc td chitc néi tiéng tin dung, ban quang ba diéu
nay cho tdt ca moi nguoi cung biét, va danh tiéng dya vao
dd 1én theo. Chiéu nay dic biét dugc tng dung rat nhiéu

trong cac san pham ban cho doanh nghiép.

Mot s8 cong ty cling ap dung tha thuat nay bang cach
tao cdc san phdm “d&u an” (signature) cho nguwoi noi tiéng.
Giay Air Jordan—mot su két hop gitta Nike va danh thu
Michael Jordan—chinh la vi du dién hinh. Mot sd cong ty
khdc s&n sang ban gid ré cho cdc thwong hiéu hay cd nhan

ndi tiéng, roi dwa vao doé tao danh tiéng trong dai han.

Mot s6 cong ty khéac thi ¢6 gang dwa mot thanh phan
chét lwgng vao trong san pham cta minh—néu dé la thanh
phéan ctia mot nha cung cap ndi tiéng thi cang tot. Mot chiée
laptop c6 gan mac “Intel Inside” trong dang gid hon nhiéu.

Cé noi con moi ca nguwoi ndi tiéng tro thanh nha dau tu.
Cai ho can ¢ day la danh tiéng, con phan von chi la tha yéu.

Pay chinh la hinh thtc “chinh dao” don gian va phé

bién nhat ctia thu thuat nay.

Tuy nhién, moi thtt khong dirng lai ¢ do.

DUA HOl NGANH HANG PHU

Trong chiéu nay, ta mé mét nganh hang phu c6 ddc tinh
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tot, va théi ddc tinh d6 vao nganh hang chinh.!
Vi du kinh dién nhét vé chiéu nay la cua Victoria’s
Secret (dwoc mo ta chi ti€t bdi David Robertson trong Sirc

manh cia nhirng y twong nho).

Victoria’s Secret von la mot hang ban ndi y phu ni binh
thuong. Nam 1983, L Brands mua lai hang va tai dinh vi

thwong hiéu. Ho mudn Victoria’s Secret gan véi chit “sang.”

Victoria’s Secret bat dau gia nhap hang loat nganh hang
sang trong va tinh té: Ho tung ra dong nudc hoa riéng nam
1991, gia nhap nganh héa mi pham nam 1998. Nam 2005, ho
mé clra hang tai san bay dau tién, khong ban ndi y, ma
ban... nudc hoa, hda mi pham, cung cac vat dung sang trong

va tinh t& khéc.

Cac san pham nay khong nham kiém thém loi nhuén,
ma la d€ dua thuwong hiéu Victoria’s Secret vao cac hang
muc sang trong va tinh t€. Nho d6, ddc tinh sang trong va
tinh t&€ cua Victoria’s Secret dugc thdi phong. Di nhién, ndi
y Victoria’s Secret cling trd nén sang trong va tinh té theo.

Vi du thuong thdy hon ctia tuyét chiéu nay la trong
mang moi truong va stc khoe. Cach d€ mot cong ty 1on vé
mang thwc pham th6i phong dac tinh “t6t cho sttc khoe”
trong san phdm ctia minh chinh la dau tw vao mot cong ty

ndng san hitu co (du rang c6 thé doanh s6 néng san httu co

1 Cac ban da doc Hiéu ttng chim mdi (Tdp 1) han cling nhan thdy c6 sy két
hop cta Higu 1tng hio quang trong chiéu nay.
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cha thdm vao dau so vi doanh s6 san pham chinh). Cach dé
mot cong ty 16n thdi phong dac tinh “phat trién bén viing vi
moi treong” chinh la tai trg cho moét t6 chitc bao vé modi
treong, tai ché rac thai, hoac bao vé dong vat. O mot sd
cOng ty ca biét, lugng ngan sach tai tro cho cac to chirc bao
vé mdi truong khong tham vao dau so vdi loi ich nho danh

tiéng “bao vé moi truong” cong ty d6 nhan duoc.!

Twong tu, cach d€ mot cong ty truyén thdng thoi phong
dac tinh “smart” la mé mot cdng ty cong nghé. Cach dé€ mot
giang vién kinh doanh thoi phong mic d¢ “thuc chién”

chinh la mo mot cong ty riéng do minh lam giam ddc.

Di nhién, céc cdng ty loai nay khéng cin phdi manh. N6
sinh ra khong phai d€ manh. D6 chi 1a céng cu marketing

ma thoi.
DUA HOI SAN PHAM BO TRO HOAC CUNG NGANH

Mot lan no, Elmer Wheeler —chuyén gia ban hang vdi
bi¢t danh Mr. Sizzle—duwoc giao cho nhiém vu gioi thiéu
mot san pham mai: 1an khit mui danh cho nam.

Vao thoi diém d6, lan khit mui vén la mot san phdm la,
néu c6 thi chi nit dung, rat it dan 6ng biét d6 la gi. Néu
khong biét d6 la gi thi lam sao phat sinh hing thd, ma da
khong phat sinh hitng thu thi lai cang khong mudn tim hiéu
d6 1a gi. Mot vong xody bé tac con ga va qua tring.

1Pay chinh la mot dang tdly xanh (greenwashing), mét hoat dong dang lén
4n vé mat dao dirc.
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Thé la Mr. Sizzle viét mot tdm bang voi ndi dung
“DANH CHO PHAI MANH” va dit chai lan kh&t mui canh
bén xa phong Lifebuoy danh cho nam. Xa phong nam
Lifebuoy thi lai khac, né von la mot san pham réat thong
dung. Da s6 déu biét day la xa phong danh cho nam, “chat”
cta nd la san pham danh cho phai manh.

Thay vi phai cat cdng giai thich lan kh& mui la san
phdm danh cho nam d€ khdch hang phat sinh hing thq,
viéc dat né canh xa phong Lifebuoy la da du. Khach nhin
thay, cam 1én hoi, “Pay la gi?” —nhan vién tai quay sé c6 co
hoi giai thich va ban hang.

San phdm cua ta la nhan vat phu. San phdm can dya hoi
la nhan vat chinh. Cach nay rat thich hop dung ltc mdi ra
mat, khi khach hang chwa hiéu vé san phdm. (Xem thém &

cac chwong vé Hi¢u 1tng Diderot, va Hang muc va phin logi).

KHAI CHIEN V&I BOI THU LON

Nam 2012, Starbucks vao Viét Nam. Chu tich ca phé
Trung Nguyén—Ddng Lé Nguyén Vi—thuwong xuyén so
sanh ca phé Trung Nguyén va ca phé Starbucks. Ong cho
rang Starbucks “khong ban ca phé, ma dang ban nwéc cé
mui ca phé pha vdi duong.” Chién truong ca phé day séng,
bai bao ung ho do6i bén lién ti€p xudt hién.

Thuyc ra Trung Nguyén va Starbucks khong phai la d6i
tha canh tranh chung nganh. Trung Nguyén ban hat ca phé,
con Starbucks ban quan ca phé. Doi thu chinh cia Trung
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Nguyén la Vinacafe, Mé Trang.. DGi thu chinh caa
Starbucks 1a cac chudi quan nhuw Highlands Coffee.! Noi
cach khéc, vé li thuyét, Starbucks hoan toan cé thé nhap ca

phé Trung Nguyén vé pha ché cho quan cua minh.

Tuy nhién, nhitng su so sanh nay cua Chu tich Vi cling
lam ddy lén vd sd danh gid vé chat luong ca phé cta
Starbucks. Tat ca déu tap trung vao vi ca phé, con khong
gian quéan tro thanh tht yéu. Trung Nguyén tro thanh d6i

thu truc ti€p caa Starbucks, mot thwong hiéu toan cau.

Déy cling khong phai chiéu gi xa la. CEO Marc Benioff
ctia Salesforce nam 2015 da truc tiép nham vao SAP—mot
d6i tht cywe manh trong mang phan mém doanh nghiép, ddc
biét 12 ERP. Ong néi thang: “D&i méi duy nhat SAP sang tao
ra la trong linh vuc néi chit. Ho nén thi tap viét phan mém
di.” Mot nude di tao bao, tao vi thé ddi khang ngay lap tic

v6i cong ty dau nganh bang mét tuyén bd thang thig!?

Nguoi ta thwong nghi cac d6i thu ngang tam méi dau
tranh véi nhau. Néu chon dwoc mot ddi thua dang cdp va
“tuyén chién” véi ho, vi thé cta chung ta ciing sé duoc nang
1én. Va cudc chién sé cang c6 1¢i cho ban néu dua dugc vé
“san nha” nhuw Trung Nguyén da lam vdéi “san nha” chat

leong hat ca phé (thay vi khong gian ca phé).

! Trung Nguyén van mé quan, va Starbucks van ban ca phé d€ pha. Tuy
nhién, vao ltc d6 (2012), ddy khong phai la san phadm chinh cta ho.

2 P& biét thém veé tinh todn ctia Benioff, ban doc cé thé tim hiéu vé ci sdm
sét trong chién luoc vua hang muc, sach Choi I6n ctia Al Ramadan va cac
dong tac gia trong Cong ty Play Bigger.
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HIEU UNG XUAT XU VA THU THUAT DUA HOI VAN HOA

Hi¢u tmg xudt xiz (Country-of-origin effect) cho rang,
xuat x& cta san pham sé tao cho khach hang mét s6 cam
giac nhat dinh, tuy thudc vao qudc gia goc.

Cé 1é khong can chitng minh qua nhiéu, vi hiéu tng
xudt xit anh huong rat manh tai Viét Nam. Mot san pham
dién t Made in Japan sé tao cam gidc tich cwec hon Made in
China. Mi pham Made in South Korea cing cd uy tin vuot
troi, va dong ho Swiss Made thi chat khoi ndi.

Di nhién, mdi qudc gia hodc dia phuwong sé c6 sttc manh
0 nhitng mang khac nhau. Va dé la lac tha thuat dya hoi

xudt x& phat huy hiéu luc.

1. Dva hai bang tén goi.

Lam gia xudt xtt la hanh vi vi pham phap luat. Tuy
nhién, khong nhat thiét phai vay. Chi can tén goi mang hoi
huwdém ctia quic gia gdc can dya hoi la du. Cach nay rat phu
hop véinhiing san pham dich vy, vd hinh, khéng can ghi ro
nguon goc xuat xt.

Vi dy, Phap rat ndi tiéng vé cac loai banh va ruou vang,
con Y rdt nSi vé mi va ca phé. Vay thi, chudi ctra hang banh
Au tén tiéng Phap nhuw Giteau Délicieux, hang ruou tén
Chéteau du Vin, mot tiém mi Y dung tén tiéng Y nhw Salsa di
Pomodoro, va mot tiém ca phé tén Vicenza Italiano sé dé di
vao long ngwoi hon. Déi khi, néu tim hiéu ki, ta sé phat hién
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ra rf?\ng mot s6 thwong hiéu mang “hoi Tay” lai dugc thanh

14p boi mot cong ty chau Al

2. Dua hai bang vi tri dat chi nhanh.

Mot s& san phdm mang tinh dia phuong rét cao. Vi du,
nwéc mam thi phai Phti Qudc, Phan Thiét méi dung diéu.
Mudi tébm phai 1én Tay Ninh, cha bo thi Da N&ng, con nem

thi nén tht nem Lai Vung, nem Hué...

b€ lach qua khe ctta hep va muon duoc hoi cua dia
phuong chinh gdc, mot sd cong ty da thanh lap chi nhanh
tai dia phwong gdc, va ghi thong tin nay 1én bao bi. Di nhién
noi san xuat phai ghi dang, nhung khi khach hang thay
cong ty c6 chi nhanh tai dia phuong goc, ho ciing yén tam

hon phan nao.

3. Dya hoi bang... ch.

Day la chiéu kha tinh ranh va ddc ddo ma it ai phat hién
ra. Théng thwong, cac san pham nhap ngoai thwong cé phan
thong tin san pham tiéng nuwdc ngoai, va don vi nhap khau
phai in thém thong tin bang tiéng Viét ddn 1én bao bi.

O day, d€ dwa hoi qudc gia khac, mot s6 cong ty lai...
ghi thém thdong tin bang ngdn ngit nwdc ngoai. Vi dy, banh
keo san xudt tai Viét Nam, ngoai thong tin tiéng Viét, ¢ noi
con ghi thém thong tin bang tiéng Thai, tiéng Nhat & nhitng
vi tri dé thdy va mau sdc bt mit. Nhitng ki ty nay tao hiéu
tng xuat xt, thu hut khach hang hon.
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Mot sO tac gia khi xudt ban con chém thém vai dong
tiéng Anh hodc tiéng Nhat trén bia, du réng sach von duoc
viét béng tiéng Viét, danh cho doc gia nguoi Viét, va Che&mg
c6 nguroi Anh hay nguwoi Nhét nao c6 nhu cau doc nhing
dong chi ay...

* o F

Trén day la mot s6 chiéu tro tinh quai ma nguoi tiéu
dung phai thuc sy tinh tdo médi c6 thé phat hién ra. Tuy
nhién, cac doanh nhan sang tao chwa ditng lai ¢ do. O phan
sau la mot trong nhitng chiéu cyc doc ma cac tac gia da
titng dwoc vinh hanh linh gido (va trang don), dua trén sy
két hop cta thu thuat dwa hoi va cac cdng cu ban hang

truyén théng: catalog va san pham mau.
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M6t cong cu truyén thong bi danh gia thap

Khi vao tiém cdt téc, tho sé hoi ban mudn cit nhu thé
nao. Nhiéu kha ning ban sé mat kha nhiéu thoi gian d€ mo
ta, va rat khé ta dung hinh anh dau téc minh mudn. Tac gia
tiing vao tiém va nho tho cit dau dinh ngan. Rat khong
may, khai niém dau dinh ngan cua tdc gia la gidng John
Cena, nhung 6ng tho cit toc lai chua bao gio thdy duoc

John Cena, va san bang tat ca cdc soi toc con 1 mm...

Moi chuyén 1€ ra sé duoc giai quyét néu trong tiém co
mot bang cac ki€u dau lam mau. Khi d6, khach chi can chi
vao ki€u dau vira y la xong. Khong mat cong mo ta, va

khong so hiéu nham y nhau.

R4t nhiéu san pham khac ciing gap truong hop nay, dac
biét la véi cac san pham thiét k&€ riéng, vi du nhu logo.
Khéch phai mo ta cac yéu cau ma ho nghi ho can. Thé
nhung, sau khi da xong phéc thao dau tién, ho lai phat hién
ra minh c6 thém mot s nhu cau khéc, hodc 1a minh 3 mo

ta khong dung nhu cau. Vi dy, khach bao minh thich mau
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do, nhung sau d6 méi phat hién ra dé cam mdi la chan ai.
Khach bao nha thiét ké ctt ty quyét dinh, nhung sau d6 mai

tam sy rang minh khong thich phong cach hoat hinh.

phuong phép cua cac tho hot téc. Thay vi d€ khach hang tw
nghi ra cac nhu cau, hay tao mét catalog cac lwa chon dé€ ho
chon theo mau. Thay vi chi cé thé md tad miéng nhiing thi

ho khong nim rd, khach hang c6 thé lya chon dya trén cac

Moi chuyén sé duwoc giai quyét néu ban ap dung

san pham t6t c6 sn. Vi du:

- Mau: Trinh bay mot s6 b6 mau phé bién. B6 mau sé
giup khach lua chon nhitng nhédm mau an khép vdi
nhau tir dau, thay vi chon tirng mau riéng biét c6 thé
khéng an khép v&i nhau. Hon nita, nhu da néi, khong
phai ai cling goi dung tén mau, ma tén mau cling chang
théng nhat. Hong nhat clia ngudi nay hoan toan co6 thé
la hong canh sen cla ngudi kia, va nguagc lai.

- Phong cach: Rat nhiéu khach khéng biét sy ton tai cla
cac phong cach thiét k& nham I4n phong céach, hoic
khoéng biét phai md td nhu thé nao. Catalog céc vi du
phong cach sé& gitp khach lya chon chinh xac hon.

- Hinh dang icon: Cho khéach thdy th(r cac hinh dang
vudng tron, tam giac... dé€ chon.

- Font chtt: Nhiéu khach khéng biét vé font chtr, va gia
st ho cé biét minh thich loai font chit nao, ho cling
khoéng biét phdi mo td nhu thé nao.

Hay tong hop tdt ca lai thanh mét quyén catalog, va cho

khach tham khao triedc khi tién hanh.
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Catalog va san phdm mau vén 1a mot cong cu vo cung
hiéu qua dwoc st dung nhiéu trong hoat dong ban hang
truyén thong. Tuy nhién, nhiéu nganh méi lai it st dung
catalog. D6 la céng cu hitu hiéu d€ cai tién qua trinh ban

hang cua ban. Thit xem!

THU THUAT DUA HOI KHACH HANG “TA DAO” BANG
CATALOG VA SAN PHAM MAU

Dua vao b céng cu truyén thong nay, cac doanh nhan
ta dao két hop vdéi tha thudt duea hoi, va tao ra dugc tuyét

chiéu cwc pham sau:

Ho dit tén san phdm mau trong catalog theo tén cac
thuong hiéu ndi tiéng, du cac thwong hiéu kia chua bao gio
dung san pham cua ho. C6 nguoi con in logo cua cac
thuong hiéu nay lén san phdm mau, ra vé nhu san pham
mau duoc 1y tit don hang cung cdp cho cac thuong hiéu
16n. Chiéu nay thuwong duoc nha cung t¢ng san phdm cho

doanh nghiép (B2B) st dung.

Vi dy, ban ban sach va ¢é nhu cau mua hop d€ déng goi
sach. Khi ban lién hé cong ty déng hop no, nhan vién tu van
mang ra mot s6 ki€u hop lam mau dé€ ban chon:

-1 hop nap roi, phia trén “tinh cd” ¢é in logo Kim Béng.
- 1 hép nap gap, phia trén “tinh cd” ¢6 in logo Fahasa.

-1 hop nép dan, phia trén “tinh c¢” cé in logo Tiki.
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Thay vi goi n6 la hop nap roi, ndp gap, hay nip dan,
nhan vién sé goi ludn theo tén logo cong ty dwoc in trén do:
hop Kim Déng, hop Fahasa, hop Tiki. Dén lac nay, khach
mua hop han da tram trd trong long: Thi ra cong ty nay toan
lam an vdi cac thwong hiéu ban sach 16n, chic 1a chat leong
cling ngon lanh! Suy nghi mét hoi, ban quyét dinh mua loai

hop Fahasa, chi thay logo in trén d6 bang logo ctia minh.

Van dé & day han ban ciing da doan ra: Cong ty lam
hop kia khéng hé c6 don hang tir Tiki, Kim Déng, hay
Fahasa—va ho ciing dau c6 khang dinh 1a minh c6 lam &n
vOi cac doi tac nay. Ho chi don gian in logo cac cong ty dé
1én, va cho khach hang tu suy ra tat ca. “Hop Fahasa” han
sé an twong hon cdi tén “Hop néap gap” thong thuong, lai dé
nhd va trong c6 vé ngau hon nira.

Lan tdi, néu ban lam viéc vdi nha cung tng va thdy “goi
thiét 1ap quén kiéu The Coffee House” (kem hinh demo
quan The Coffee House), hay “goi thiét k& website kiéu
Shopee” (kem hinh demo website Shopee), thi hay tinh tao,
coi chiing thu thuat dwa hoi. Nhitng géi san pham mau di
kem tén khach hang néi tiéng nhiéu kha nang cling giéng
nhu hinh ctia nguoi ndi tiéng trong tiém hot toc: Tiém cd
hinh David Beckham cat undercut khong cé nghia la David
Beckham da titng bay qua Viét Nam, vo tiém nay dé hét toc

roi Vve...
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Cau chuyén vé Cau Bé Bang Tuyét

Sang ngay 8/1/2018, cau bé 8 tudi Wang Fuman (Vuong
Phti Man) & L Dién, Van Nam (Trung Qudc) di bd 4 km
dén treong trong bang gia am 8°C. Khi dén noi, téc ctia em
bi déng bang trang x6a. Hinh anh nay bat dau dugc chia sé
trén mang xa hdi tai Trung Qudc, va goi long thuong cam
cia moi nguoi.

Nguoi dan khap Trung Qudc bat dau quyén gép dé cai
thién cudc séng cho Phu Man. Chi sau mét vai ngay, tong s6
tién quyén goép cho em va ngoi treong em dang theo hoc da
1én dén 500 ngan nhan dan té (khoang 1,6 ti VND). Cha ctia
em dugc moi vé lam mot cdng viéc tét hon, va em cling
dwoc mot treong tu téng mot suat hoc mién phi.

Cau chuyén cua Pha Man nhanh chéng nhan duoc sy
cam théng, trong khi hang triéu tré c¢6 diéu kién kho khan
twong tw xudt hién trén cdc théng ké dan sd & Trung Qudc

khong c¢6 dugc su quan tam nhu Pha Man. Phu Man la mét
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nan nhén cu thé, va mét hiéu tng tam li da khién cau nhéan
duwoc si quan tam hon ca triéu tré em c6 hoan canh tuong

tw khac...

HIEU UNG NAN NHAN CU THE

Nam 1968, nha kinh té hoc Schelling da tém tit Hiéu

1tng nan nhin cu thé (Identifiable victim effect) nhu sau:

C6 mo6t sy khac biét gitta sy séng cia mdt c&d nhan cu
thé va sy séng mang tinh thong ké&. Gid sir mdt cd bé
téc ndu 6 tudi dang can hang ngan doé la dé€ phau thuat
kéo dai sy séng dén Gidng sinh, sé& cé rat nhiéu ngudi
chi tién dé ctru c6 bé. Thé nhung, néu cé bdo cédo cho
rang néu khéng c6 ngudn thu tir mot khoan thué, co s&
vat chat bénh vién & Massachusetts sé xudng cap va
lam gia tang s6 ca tr vong 1& ra da cé thé ngan chan
dugc, thi sé chang c6 bao nhiéu ngudi d6 mot giot nudc
mat hay chju chi mét déng xu nao.

No6i ngén gon, mdt nan nhan (nguoi can giup do) cu thé
sé goi sy cam thong manh mé hon ¢ nguwoi khac, dat hiéu

qua kéu goi hon la chi nhitng con s thong ké.

Nhiéu nha nghién cttu con phat hién ra réng, hiéu tng
nay cing xudt hién ¢ nhiing treong hop khac, vi du nhu
trong linh viec kinh doanh (mdt doanh nhan hay nguoi tiéu
dung cu thé sé tao dn twong manh hon). Hon nita, sy “cu
thé” & day khong nhat thiét phai c6 y nghia: D6i khi nhing
dédc diém dwoc néu ra hoan toan khong giup xac dinh nan

nhan d6 1a ai. Nhung chang hé gi, hiéu ting van xay ra.
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UNG DUNG TRONG KINH DOANH

1. Kéu goi hd trg quyén gdp vdi mot nan nhan cu thé.

Nhiéu t6 chtrc thién nguyén da st dung hiéu tng nay
mot cach nhuin nhuyén. Thay vi thuyét phuc bang nhiing
con sd chung chung, cac t6 chic thién nguyén gio day
thuong k€ cau chuyén vé mot nguoi can giup do co tén tudi
cu thé, roi sau d6 kéu goi quyén gép chung vao quy cho
nhiing nguodi cung canh ngd. Trong truong hop cua Vuwong
Pht Man, rat nhiéu tién quyén gdp ciing da duoc gui dén

dé€ ung hd nhitng tré em ¢ cung dia phuong.

2. SUr dung mot nhan vat cu thé trong cac quang cao va
bai viét.

V6i mét hiéu tng hiéu qua nhu thé nay, hin cac nha
marketing khong thé bé qua. Trong qua kht, cac bai viét
hay quang cdo thuong gidi thiéu chung chung, hoac khi c6

sw xuat hién ctia nhan vét thi thuong st dung tén viét tit:

Tung hat ca phé dugc nong dan chon hai bang tay, va
rang tirng mé v@i nhiét d6 phu hgp...

Tuy nhién, ngay nay, cac nhan vat nay déu cé tén tudi

va chi tiét rat cu thé:
Ting hat ca phé dugc anh Nhién, moét néng dan 30 tudi

& Cau Dat, chon loc ki cang mbi ngay va hai bang tay. Ca
phé sau d6 dugc anh Khanh, nghé nhan rang ca phé tai
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Pac Lac, rang tirng mé véi nhiét do 230°C do trong 16i
hat...

Hodc néu dang viét sach, thay vi “Cé mot ban tam sy

véi toi...” thi mot s6 tac gia thuong ghi:

Ban Nhién, qué Kién Giang, 30 tudi, tét nghiép Pai hoc
Kinh té€ da ting héi toi...

Nghe thuyét phuc hon han, du ré“mg chuyén ban Nhién
bao nhiéu tu6i, qué & dau, hoc trwong nao... c6 khi chéng

lién quan gi dén ndi dung cau hoi...

* % X

Sy cu thé la mot nhan t6 mang rdt nhiéu sttc manh
thuyét phuc. Cé nguoi titng ndi, bi quyét dé€ ndi doi thuyét
phuc chinh la céc chi tiét: Cang nhiéu chi tiét, cau chuyén

cang co ve that.

Nhitng cong cu hiéu qua thwong di kem véi sy lam
dung. C6 rat nhiéu chwong trinh quyén goép ao st dung
nhitng hinh anh khong thuc ctia cdc nan nhan. Cac thong tin
nay ngay cang khé kiém ching trén moéi treong mang. Ban

doc nhé tim hiéu ki cang, tranh d€ long tin bi lgi dung.

78



Thu thuat nh moi

Thdc &n mién phi chi ton tai trang nhing chiéc bay

Da bao gio ban nhin thdy mt quang cao giam gia rat
hap dan—c6 khi 1én dén 70%—nhung khi dén noi ban thi
thdy chang duoc nhu mong doi? Thé 13, dé€ khong bo cong
13n 16i dén noi, ban chuyén sang xem nhitng mat hang giam
gia it hon va cudi cung mua mdt thtx chang hé lién quan gi
dén du dinh ban dau.

Néu c6 thi xin chia buon, vi ban da dinh phai mét trong
nhting chiéu thic lau doi nhét cua gidi budn ban—Thi thugt
nhir moi (bait-and-switch, hay con goi la “nht-moi-r6i-doi-

mon”).

THU THUAT NHU MO

Thu thuat nhir mo6i da xudt hién twe rat lau, dwoc ghi
nhéan trong sach vo ti tan Thé ki XVI, nhung cé thé da duoc
van dung som tit hang nghin nam trudc, can cit theo cau

“Treo dau dé, ban thit ché.”
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D3dc diém co ban nhét cua tro nhit moéi xoay quanh 2
thanh t8. Thit nhét 1a “mdi,” nghia la mot déc tinh hdp dan
dé€ thu hut sy quan tam. Mdi c6 thé don gian nhu chuong
trinh giam gia, tang qua, hay phttc tap nhu tinh nang doc la,
ngudi ndi tiéng... Tuy nhién, “mdi” & day khéng nham dé
nguoi ta tap trung vao, ma chi d€ du ho dén ro6i thi trién
budc tiép theo.

Néu chi 16i kéo khach dén ma khong cé lgi 16c gi thi
cling vO0 nghia. D6 chinh la khi budc “d6i” phat huy tac
dung. Ban da dén ctta hang vi bang giam gia 70%, nhung
khong chon duoc san phdm nhw mong mudén. Tham nghi,
“thdi 16 dén roi, cha 1€ ra vé tay khong,” ban quay sang lwa
mua nhiing san phdm khac (giam gia it hon hodc khong
giam gia). Va dé mdi chinh la muc dich ctia ngwoi ban.

Khach hang hién ciing da tinh tao hon va tdy chay cac
doanh nghiép quang cdo sai su that. D€ tng phé véi tinh
hinh &6, chiéu thitc da duoc diéu chinh vdéi nhitng moén

“mdi” chit lwong hon, v4i rat nhiéu bién thé ung dung.
UNG DUNG TRONG KINH DOANH
1. C4c chiéu thirc nhr méi 16 liéu.

Chung ta sé nghién cttu cac tro nhir moi 19 liéu, sau do

moi di sau vao cac bién thé phtee tap hon.

- Quang cao lat léo sai suw that: Néu quan tam cac du
an bat déng san, &t han ban cling khéng con la gi kiéu
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quang cdo “gan [mot noi néi tiéng hay dia phan thanh
ph8 16n].” Quang cdo c6 thé khdng sai, nhung quan
trong “gan” la gan bao nhiéu. Bat gan khu vuc chg Binh
Chanh c6 thé két thic nam & tan... chg Go Pen, Long An
(Ir thi gan xa mang tinh tuong d6i); dat cach Quan 12
chi 10 phut di chuyé&n c6 thé nam tuét... dia dao Cu Chi
(chac di chuyén bang canh clra than ki). Néu ban dau ho
néi that thi ban da chang di, nhung mét khi d3 ngdi 1én
xe clla ho va di ca tiéng ddong hé mdi phat hién ra thi
ban lam gi con lya chon khac! Va ho ciing chi c6 mdi
muc dich l1a khién ban dén ngi xem—coi nhu muc tiéu
da hoan thanh.

- Tang gia goc, giam gia soc, két hgp véi cong nghé
tai-ti€p-thi: Lai mét chiéu 1au doi cla dan kinh doanh,
nhung khi dugc két hgp vdi tha thuat nhir moi, hiéu
qua c6 thé nhan 1én nhiéu lan. Ngudi ban don gian tang
gid ban gdc 1én mét khodng, sau do6 gidm gia sdn pham
mdi & mét ti 1&é hdp dan. M{c gia cudi cung sau gidm
van ddm bdo thdp hon so vé&i mat bang chung. Khi vao
trang, cé thé& ban phat hién gid gidm khong dugc tot
nhu ki vong va thodt ra. Tuy nhién, nha ban da c6 “dau
vét” clia ban, va dung n6 dé tai ti€p thi (remarketing)
ban cho nhitrng san phdm tuong tu. Vi du, ban vao vi
thay mot chiéc vay kha ré, nhung di ra vi gia khong tot
nhu ki vong. Sau d6, ho sé lay thong tin (pixel) clia ban
quang cdo nhirng chiéc vay khac trén Facebook (v4i tén
clra hang khac hoan toan clra hang ban da xem). DT
nhién, day la moét chiéu vira 16 liéu vira phi dao duec.
Nhiéu trang thuong mai dién t&r da cdm, va c6 thé khoa
bat ki clra hang nao &p dung ta thuat nay.

- Kém diéu kién: Khach hang dugc mua sdn phdm
"moi” véi mirc gid hay qua tang uu dai, nhung phai dap
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ng mot s diéu kién nhat dinh. D6 c6 thé 1a phai mua
dd s& lugng san pham, hay phai mua kém thém (nhu
mua 1 tang 1 pizza budc phai kém theo lon nudc ngot).
Hinh thirc diéu kién thi vo van, tly theo mirc d6 sang
tao, d6 lat léo, va nganh nghé cla ngudi ban.

- Gidm gida manh that, tang qua xin that, nhung sé
lwgng c6 han: Thay vi “m6i” sai thuc té, ngudi ban dang
giam gid hoan toan dung su that. Ho dung la c6 ban
mén hang dé véi gid uvu dai (tham chi chi 1.000 dong),
nhung s6 lugng thi c6 han. Nhitng khach hang cham
chan thi danh chiju, va c6 kha nang cao sé& chuyén sang
mua nhitng mén khac. '

2. M6 hinh kinh doanh dao cao, hay thd thuat nha-
moi-va-khda-chan.

Pay la mo6t mo hinh kinh doanh ¢6 hinh thitc twong tu
thu thuat nhtt moi. V4i cac loai dao cao rau, cé lwdi dao
théao lé’p, nhiéu hdng ban rat ré can dao, sau d6 thu lai &
phan ludi dao ma khach phai thay thuong xuyén. Di nhién,
can dao chi an khdp véi ludi dao ctia cung hang. Day la Mo
hinh kinh doanh dao cgo (razor-and-blade), mét bién thé cua
tha thuat nhtr moi, cé thé goi la nhir-moi-va-khéa-chin (bait-
and-lock).

Day la bai tt ctia cac hang cong nghé. Cac ban cé s
dung mady in chic ciing da trai nghiém. Gia may in cac hang
kha ré, nhung tién muc thi lai khong nhe nhang. Ket ¢ chd,
d6i muyc thi in ra rat xau, thAm chi may con béao 16i va

ngung hoat dong.
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béy cing la chiéu rdt duoc cac cong ty du lich wa
chudng. Thay vi niém yét tour gia cao ngay tit dau, gio day
ho sé cit nhitng chuyén tham quan hay &n udng ndi bat
trong chuyén di ra thanh cdc lya chon (dan trong nghé goi
la “option”). Khi dang ki tour, khach bi hdp dan vi gia re.
Khi dd dat chan dén noi, huéng dan vién méi thong bao véi
khéach chwong trinh tham quan phuy, khach hang cé thé lua
chon mua thém hodc khong. Néu khong chi thém, khach sé
dwoc “ty do kham pha dia di€m.” Khong 1€ da cat cong di
chuyén ca ngan cay s6 dén noi r6i ma khong di dau? Hay
khong 1é ca doan di ma minh o6 lai? [t nhiéu sé c6 khach
hang dang ki.

Tuwong tu, gid vao cong khu du lich c6 thé ré, nhung
mdi trd choi thi c6 phu thu. Gid tham quan khu trong nho
c6 thé ré, nhung d€ dung thtr du loai rwou vang, di nhién

ban phai tra thém.

Nhin chung, hinh thitc nay khong dén mtc ép budc hay
lta ddi. Su lwa chon van nam trong tay khach, nhung
thuwong thi khach sé it khi tte choi.

3. Nh&r moi bang soai ham.

Nhu da thay, gia hdp dan thuong la yéu t6 duoc dung
d€ lam moi. Thé nhung, trong mdt thi treong ai ciing dung
murc gia thap, néu c6 mot nguwoi dot nhién dinh gia that cao
thi sao? D&i voi mdt mén an phd bién nhu pho, tam gid vai
chuc nghin ttr lau da dinh hinh trong tam tri ngwoi dung.
D€ thu hat, modt nha hang da quyét dinh tao ra mét t6 pho
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that dac biét—tr ca nguyén liéu dén cach trinh bay—vdi
mot mire gid kha w la vi diéu: 100 USD. Di nhién, chat luong
to6 pho rat cao, nhung gia ban ctia né qua la dang kinh ngac.
Va d6 chinh la yéu t8 thu hat dwgc nhiéu sy chi y. (Cac ban
da doc Hiéu itng chim moi Tdp 1 cb thé phat hién ra day
chinh la san pham sodi ham.)

Mau chét & chd, nha hang nay khong chi ban chuyén
mot mon. Phd 100 USD chi la mdt mén an trong thuc don,
va nhitng mén &n khac tong thé van dwoc thuc khéch trén
chuyén trang danh gia Tripadvisor cho mttc di€ém cao 4.5/5.
Hau hét cac mon an tai nha hang déu thap hon 100 USD —o
mot tAm gia ngang bang cic nha hang cung phan khtc.
Nguoi ta c6 thé dén dé€ thir sodi ham, hodc nhin ngwoi khac
an thtr, sau d6 quyét dinh chon nhitng mén théng thuong
véi gid mém hon.

San phdm soai ham 1a mot mdi cau hap dan, dé dang

lan truyén va lén bdo, lai it khi gay phan cam!

4. Nhir-moi-va-cho-khong.

Nht-mbi-va-cho-khong (bait-and-give) 1la mét bién thé
thuong dugc cac don vi kinh doanh tng dung vao nhitng
dip c6 tinh chat ngan han nhuw khai trirong hay hoi cho. Yéu
t6 dung lam mdi thuong la tang pham cé gia tri khong qua
cao (nhung nhé la nén du “chat” —xem Hiéu 1tng it-ma-chat),
v6i muc dich chinh nhdm thu hat khach hang dén noi hay
trai nghiém dung th gay hiéu ing dam dong. Mot thuong
hiéu d6 udng thuwong ting li st (s6 luong gidi han) cho
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khéach hang vao ngay khai truong. Cac hoi sach sé tang kep
sach hodc s0 tay cho bat ki khach hang nao dén mua, du it
hay nhiéu. (Nhu da ndi, chuwong trinh ban sach theo ki 16 vé
ban chat cling déng vai tro moéi nhit cho cac hoi sach.)

% % X

Tht thuat nht mo6i vén c6 xudt phat diém gian manh.
Tuy nhién, theo thoi gian, chiéu thitc da duoc diéu chinh
pht hgp v6i tinh than kinh doanh chan chinh. N6i dung thu
thuat don gian, nhung kha nang bién hda ting dung vo van.

Ban hay thtr xem!
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Biét nhiéu hon khong phai 10c ndo clng tot

Gia st ban dang ¢6 mét du an xudt ban va da tim dwoc
nha thau. Sau khi gdp mdt va nghe trinh bay phuong én,

ban thay rat 6n. Tuy nhién, ban van con chit lwdng lu.

T6i vé nha, ban 1én mang tim hiéu va biét dwgc nha
thau thudc mot cong ty 16n. Ngoai mang xudt ban, cong ty
con dau tw vao cac mang khac nhu tiéu dung nhanh, thiét
ké&, thuc pham, khai khoéang... Ban biét rang nhitng thong tin
nay chang lién quan gi dén phuong 4n xudt ban, nhung van
to mo bam vao xem da réi mdi quyét dinh.

Liéu nhitng thong tin khong lién quan kia c6 anh hudng

gl dén danh gia cua ban khong? Co day.

ROBERT HOC TOT HAY KHONG?

Nam 1989, hai nha tam Ii hoc Tetlock va Boettger da
thiee hién mot thi nghiém d€ xem liéu cac thong tin khong

lién quan c6 anh hudéng gi dén két qua danh gia hay khong.
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Ho moi nguoi tham gia nghe théng tin vé mét nguoi tén

Robert d€ du doan diém s6 cua sinh vién nay.

- Nhém th&r nhdt dugc nghe cac thong tin lién quan dén
viéc hoc hanh cla Robert, vi du nhu “Robert hoc 31
gig/tuan.”

- Nhém th( hai, ngoai cac théng tin lién quan, con dugc
nghe thém mot s6 thong tin “bén 1&” vé Robert. Vi du:
“TU trudc dén nay, Robert hen hd mbi lan chi téi da
dugc 2 thang ma thoéi,” hay “Robert ty danh gia minh [a
ngudi vui vé.” (Cac théng tin nay khong lién quan dén
thanh tich hoc tap clia Robert—chuyén anh tu danh gia
la minh vui vé hay tram ngdm hau nhu khéng lién quan
dén chuyén anh hoc gidi hay kém.)

Vay liéu hai nhom c6 danh gia khac nhau vé di€ém s6
ctia Robert hay khong? C6 ddy. Nhom khong bi pha loang
bang cac thong tin bén [é du doan diém sd cua Robert 1a
khoang hon 3,5/4, trong khi nhém nhan nhiéu thong tin bén
lé dy doan anh chi dat khoang 3,1/4.

Tetlock va Boettger tiép tuc thit nghiém thém lan nta.
Lan nay moi tht cling tuong tu, chi khac la thong tin hoc
hanh vé Robert c¢6 chut thay d6i. Thay vi con s6 31 gio/tuan
nhw thi nghiém truedc, moi nguoi duoc cho biét: “Robert hoc
chi 3 gio/tuan.” Mot anh chang luoi.

Két qua thé nao? Nhém khong bi pha loang du doan
Robert chi dat khoang 2,4/4 diém, trong khi nhém bi pha
loang nghi rang Robert sé dat khoang 2,8/4 diém.
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Nhu vay, khi dugc cung cdp chi nhitng thong tin lién
quan, nguoi tham gia tap trung danh gia dwa vao d6. Khi bi
cung cidp qua nhiéu thong tin ca lién quan 1an khong lién
quan, nguwoi tham gia bi qua tai, va “sttc ndng” cua thong
tin lién quan bi giam xudng. Ta goi d6 la Hiéu 1tng pha loang
thong tin (Dilution effect).

Nhu vay, hiéu tng nay sé lam ta bi lac hwdng khi duoc
nhin qua nhiéu thong tin khong lién quan. Tuy nhién, mat
tot la cac théng tin bén 1€ cling gitip xda nhoa dinh kién.

Hiéu biét nay cho ta 2 hudng tng dung chinh: (1) gia
ting chat lugng quyét dinh bz‘?mg sw tap trung, va (2) dung
thong tin d€ pha loang dinh kién tiéu cuec.

UNG DUNG TRONG KINH DOANH

1. Tap trung nhan manh théng tin tich cuc lién quan.

Mot trong nhitng tng dung don gian va thuong thay
nhat 1a trong viéc viét CV. O nhiéu truong hop, cac thong

tin trong CV c6 thé duoc gia giam tuy vao tng vién.

Thong thuwong, tng vién ¢ thdi quen ghi hét tat ca cac
thong tin ctia minh vao CV. Nhu da biét, cac thong tin
khong lién quan sé tao hiéu ung pha loang—diéu nay

khong c6 loi.

Vay, néu ban tng tuyén vao vi tri lam marketing, va da
c6 mot thoi gian lam cong viéc chuyén vé marketing, hay

tap trung trinh bay khoang thoi gian nay, va chi liét ké ngan
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gon céc cong viéc khac, cling nhu loai b ludn cac thong tin

ve hoc tap. Diéu nay tranh phéan kinh nghiém marketing bi

pha loang khéng can thiét.

Vi dy, véi CV Gng tuyén vao vi tri Tredng phong

digital marketing, ta c6 thé diéu chinh nhu sau:

Khong nén

Nén

Giai thich

2015 - 2019: Trudng nhém
digital marketing Céng ty Eco

- Trudng du an marketing
sach Hiéu &ng chim moi

- Trudng du an xay dung hé
thong fanpage Eco

2015 - 2019: Trudng nhém
digital marketing Céng ty Eco

- Trudng du an marketing
sach Hiéu irng chim moi

- Trudng du an xdy dung hé
théng fanpage Eco

Théng tin lién

quan, gitt lai.

2013 - 2015: Nhan vién ban
hang Cong ty Kim Hoang

- Phét trién dai Ii

- Quan i s sach

2013 - 2015: Nhan vién ban
hang Cong ty Kim Hoang

Théng tin chi
lién quan mét it
dén vi tri ghi
ngadn gon.

2012 - 2013: Nhéan vién day
hoc thoi vu

- Day hoc

- Gidi thiéu hoc vién méi

Théng tin khéng
lién quan, bé.

Viét ngan gon khong chi gitip CV dé nhin, né con gitp

tranh hiéu tng pha loang thong tin!
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Di nhién, tng dung nay khong chi hiéu qua véi CV. Bat
ké ban dang gidi thiéu cong ty, gidi thiéu ban than, hay
cung cdp bdt cit thong tin nao tich cuc, hay loai bé hét céc
thong tin khong lién quan khac d€ nang cao gia tri ctia céc

yéu td tich cuwc dén muc t6i da.

2. Pha loang cac théng tin bat lgi.

Chiéu nguoc lai la dung thong tin khong lién quan hodc
it lién quan d€ pha loang thong tin tiéu cye. Néu san phdm
cua ban bat loi vé gia (gia cao hon) so v6i d6i thu, viéce ting
thém lugng thong tin cung cdp cho khach hang ciing sé c6
ich phan nao. Néu c6 ca cac thong tin vé nguodn gdc, cach
san xuat, cdc chi s6 ki thuat... dugc trinh bay chung, tam
quan trong cua gia ca sé cang bi pha loang trong tam tri
khéach hang.

Vi duy, néu ban la mét nha sach trén mang, va gia ban
khong canh tranh, ban c6 thé ting thém s6 thong tin gidi
thiéu d€ van dé gia bi pha loang bdt (di nhién véi mét san
pham pho bién, tam quan trong cta gia ca ciing chi bi pha
loang phan nao, cht khong thé bi xéa bay han—xem bang
bén duwdi).

R4 rang, rat nhiéu thong tin khong lién quan (vi du nhw
ma ISBN, hay ma vach cua sach) hodc it lién quan dén quyét
dinh mua hang. Khi dugc thém vao, né khién khach hang

bdt chu tam vé gia.
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Thoéng tin ¢ dac

Théng tin pha lodng

- San pham: HIEU UNG CHIM MOI
- Gi4: 90.000 VND
- Tém tat néi dung: [...]

- S&n pham: HIEU UNG CHIM MO
-Tacgia: [...]

-Cha de:[...]

-MaISBN:[...]

- Gi&: 90.000 VND

- Nha xuat ban: [...]

- Tém tat néi dung: [...]

- Khé gidy: [...]

- Chat liéu giay: [...]

3. Tha thuat tach 16p.

Trong trwong hop ban cé wu thé vé gid nhung van

mudn cung cdp nhing théng tin it lién quan, c6 thé gom céc

thong tin kia lai va cho xudng phan dwéi. Vi du:

Théng tin bi pha lodng

Thong tin sau khi tach 16p

- S&n pham: HIEU UNG CHIM MOI
- Tac gid: [...]

-Cha dé: [...]

- M&ISBN: [...]

- Gia: 90:000-VND 50.000 VND

- Nha xuat ban: [...]

- Tom tat ndi dung: [...]

- Kho gidy: [...]

- Chat liéu giay: [...]

- S&n pham: HIEU UNG CHIM MO
- Gia: 90.000-VND 50.000 VND
- Tom tat ndi dung: [...]

-Tacgia: [...]

- Nha xuét ban: [...]
-Chudeé: [..]
-MaISBN: [...]

- Khé gidy: [...]

- Chat liéu giay: [...]
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Qua qua trinh phan tach, ta dé dang xac dinh duoc
phén nao la phan quan trong va uyén chuyén st dung. Gia
st trong khong gian trinh bay bi gidi han (vi du nhu trén
quang cao), ta c6 thé€ an di phan dudi va chi trinh bay 16p
thong tin c6 ddc trén cung. Néu khong gian rong rai hon, ta
trinh bay tat ca thong tin.

V6i thu thuéat tach 16p, du yéu cau viét ngén hay dai,
trinh bay nhiéu hay it, ta déu c6 thé chu dong. Chiéu nay
khong chi ap dung trong viéc trinh bay thong tin ban hang,
ma trong viét lach thuan tay cling v6 cung c6 ich!

* % %

Vay cau hoéi dat ra la: Nén hay khong nén tim hiéu
nhiéu thong tin?

Thuc ra, moi théng tin déu c6 thé can thiét trong tiing
tinh hudng cu thé, va phu hop véi quy thoi gian cho phép.
Tuy nhién, t5t hon hét ta nén sép x&p thong tin theo cac dé
muc hodc bang tiéu chi, sau d6 danh gid lai dua trén céac
thong tin da dwoc tom tit cd dic, tranh tim hiéu lan man.
(Xem thém Phirong phdp Benjamin Franklin & phan Thi thudt
ddnh lac hwong.)
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Tho thuat nang chun va sy nguy hiém cua sb trung binh

Nguoi ta khong thich nhitng tuyén b3 khong c6 dan
chiing va s& liéu. “Ré hon” sé khong dn tugng bang “ré hon
30%.” “Chay nhanh hon” khong ép phé nhu “chay nhanh
hon 20%.” Nhitng con s chi tiét la mot trong nhitng cong
cu thuyét phuc manh mé.

Nhung nhitng con s§ dé ciing cd thé déi lira. Chi can
két hop mét chit toan hoc vao tam 1i wa so liéu cu thé, cac
chuyén gia truyén thong c6 thé dat mii ta di dau tuy thich.

Va mot trong nhitng chiéu tro dé 4p dung ma lai hiéu
qua cao chinh 1a lam bién dang s trung binh bang Higu trng
Will Rogers. Trude khi vao trong tam, ban hay thw giai quyét
tinh hudng thuc t€ dudi day.

VI HIEU TRUONG TAI BA

Gia st ban dwoc moi vé lanh dao mét treong trung hoc
tu. Truong co6 ca 16p chon va cac 16p thwong.
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Trong nganh nay, truong phai vira canh tranh ¢ tp hoc
sinh thwong véi cac treong khac vi day la phan 16n ngudén
thu, vira phai canh tranh ¢ t6p hoc sinh “soai ham” dé tao
an twong va thu hat thém hoc sinh gioi vao hoc. Hién diém
trung binh 8.5 ctia 16p chon va 5.0 cua 16p thuong khién
treong cua ban bi dat vao nhém truong “tam dudi” —diéu

nay lam céc c6 dong khong vui ti nao.

Do vay, Hoi dong quan tri truong ddt muc tiéu cho ban
l1a cai thién diém s6 ctia hoc sinh ca hai nhom. Chi tiét diém
cua cac hoc sinh dugc cho dwdi day (vi la vi du nén ta sé

idm sO 1dp va so hoc sinh xuéng cho dé tinh toan):
g

Lép chon Lép thuong
Hoc sinh A 9.0 Hocsinh E 5.0
Hocsinh B 10.0 Hoc sinh F 6.0
Hoc sinh C 7.5 Hoc sinh G 5.0
Hoc sinh D 7.5 Hoc sinh H 7.0
Hoc sinh | 4.0
Hoc sinh J 5.0
Hoc sinh K 5.0
Hocsinh L 3.0
Trung binh 8.5 Trung binh 5.0

Biét rang, diém s& dwoc 14y tir cac ki thi chung, nén cac

thu thuat “chdm nuong tay” ta dao sé khong stt dung duoc.

Ban sé€ lam gi?
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HIEU NG WILL ROGERS VA THU THUAT NANG CHUAN

Néu la mét chuyén gia gido duc cé tam, hin ban sé bit
d4au nghién cttu cac phwong phap giup gia tang trinh d6 hoc
sinh: hoc theo nhom, hoc sinh kem 1an nhau, hay du that
kién thie gido duc tién tién khac. Tuy nhién, trén thuc t€,
hiéu qua cta cac phuong phép gido duc méi thuong rat lau
méi xuat hién. Nhiém ki cua ban thi khong dwoc tho nhw
vay. C4c c6 dong néng rudt sé danh gia thdp ban néu trong
hoc ki t&i diém s& ctia cac 16p van gitt nguyén. Néi tém lai,
ban cé khoang 3-4 thang xoay chuyén thé€ cuc, néu khong
mudn bi phé binh, hodc tham chi la mat viéc néu c6 mot vi
hiéu trudng tiém nang nao dé tu tin va néi tiéng hon xuat

hién tredc mat cac ¢d dong.

Khéng nang cao trinh d6 thi lam sao nang cao diém s6?
Ta c6 thé lam diéu d6 bang cach dat ra mot chinh sach tam
goi 1a “Nang cao tiéu chudn 16p chon,” hay goi tat 1a nang
chuan. Béng mdt s6 1i do thoat trong vo cung hop 1i, ban
nang tiéu chuan dugc hoc 16p chon 1én thanh phai c6 di€ém
sO tit 8.0 trd 1én. Chinh sach nay sé “gitp loai bot cac em
khong theo kip & 16p chon, gitp gido vién cé thé tap trung
day cac em con lai nhitng ndi dung cao cdp hon.” Theo dé
an cta ban, cach lam nay truedc tién “sé nang cao hoc luc cta
16p chon truedc, con 16p thuong sé co6 chinh sach khac trong
thoi gian toi.”

Hay xem diéu nay tac dong nhu thé nao dén ca truong:
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Lép chon Lép thuong
Hoc sinh A 9.0 Hoc sinh E 5.0
Hoc sinh B 10.0 Hoc sinh F 6.0
Hoc sinh G 5.0
Hoc sinh H 7.0
Hoc sinh | 4.0
Hoc sinh 5.0
Hoc sinh K 5.0
Hocsinh L 3.0
Hoc sinh C 7.5
Hoc sinh D 7.5
Trung binh 9.5 Trung binh 55

Co thé thay, sau khi thuec thi chinh sach nang chuan 16p
chon, hai em hoc sinh C va D bi chuyén vé 16p thuong.
Diém trung binh cta khong chi mdt, ma ca hai khdéi 16p sé
tang (!). Trong ki thi sap téi, néu trinh dd cac em van gii
nguyén, toan treong sé chung kién di€ém trung binh cta ca
hai khdi 16p ting chéng mat. T4t ca han 1a nho “cong” ctia
vi hiéu tredng mai!

Hién tuong nay duoc goi la Hién twong Will Rogers (Will
Rogers phenomenon), hay Hiéu itng Will Rogers:' Néu c6 2

1.C6 ngudi con goi 1a Ao tedng Will Rogers. Tén hién tuong nay duoc dit
theo danh hai Will Rogers, nguoi ¢6 cdu duia noi tiéng vé hién tuong &y. (Tuy
nhién, viéc 6ng cé thuc sy noi cdu duia &y khong van chua duoc chitng thuec,
do thoi ctia Will Rogers séng da rat 1au, vao dau Thé ki XX.)
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nhom chénh 1éch nhau (¢ day la 16p chon va 16p thuong),
chuyén phéan tit dudi trung binh cta nhém trén (16p chon)
sang nhém dudi (16p thuong) sé khién sd trung binh cua ca
hai nhém ting 1én.! Qué trinh chuyén phan tix dy thuong
dwoc bién hd béng cach nang chuan ctia nhém trén, nhu da

thay 6 vi du truong tu.

Hiéu ttng Will Rogers thuong duwoc nhiac dén chu yéu
trong cac tai liéu y khoa vé chan doan.? Tuy nhién, & day
ching ta sé chi quan tam dén cac tng dung trong kinh
doanh. Dan kinh doanh c6 hi€u biét théng ké thuong st
dung chiéu nay d€ lam dep s6 liéu nham truyén thong ra
ngoai, bat ctt khi nao xuat hién cdc nhom phén tang. Vi du:

- Mét cong ty thuong bado cdo thu nhap trung binh cla
nhan vién theo 2 bd phan: quén Ii va nhan vién. D€ con
s6 trung binh cla cac nhom nay gia tang, thay vi xép
cac trudng nhom vao bd phan quan I, cadc chuyén gia
s6 lieu s& nadng chuan nhom quan i 1&én va xép cac

1V6i diéu kién phan tir duwoc chuyén van trén trung binh ctia nhém duwdi.

2 Phuong thiic chdn dodn méi “nang chudn” khoe manh ¢ céc loai bénh
(nho phét hién cac mam mdng bénh sém va tinh vi hon), khién nhiing nguoi
vOn duoc phuong phép cii xép vao nhém khoe manh gi¢ duoc chuyén sang
nhom c6 bénh. Tuy ti 1€ chita khoi ctia téng thé khéng d6i, nhung ca nhém
khoe manh 1an nhém cé bénh gio day cé stic khoe trung binh ting 1én. Vi dy,
néu chi nhitng nguoi khé théd va sét cao méi duoc khdm va két ludn duong
tinh v&i bénh, thi hdu hét nhiing ngwoi duwong tinh déu thudc loai bénh nang.
Néu kha ndng chin doan tang lén, phéat hién duong tinh ¢ ca nhitng nguoi
khong c6 triéu chiing, thi sd lwong nguoi duong tinh sé ting manh, nhung
da s6 la nhém bénh nhe, mau khoi, khién i 1é khéi bénh ting 1én du kha
nang chira tri khong hé thay doi. Xem thém Feinstein, Sosin, va Wells (1985)
O phan Tai liéu tham khdo.
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trudng nhém vao nhém nhan vién. Tinh thém cac
trudng nhom luong cao, thu nhép trung binh cia nhém
nhan vién di nhién tang. SEp ty hao, nhan vién phan
khai!

- Mt s6 trudng day tiéng Anh thudng ndng chudn tat
€ cac cap 1&p bang cach ra dé thi xép Idp khd hon. Khi
dé, diém trung binh cGa mdi cdp I6p déu cao hon. Ban
than hoc vién ciing thdy diém cta minh khi thi that cao
hon diém thi x&p 16p, du rédng c6 thé trinh do cla tirng
hoc vién vén di chang hé thay dai!

Chiéu nang chuan dua trén hiéu ung Will Rogers c6 thé
duwoc ap dung & vo van treong hop. Tuy nhién, lam 1éch lac
y nghia s6 liéu thong ké & mot s6 truong hop dé ltra doi la
phi dao ditc, nén suy nghi ki truede khi ttng dung.

Nhitng ban hay bi thu hit béi cac con sd trong nhitng
quang cdo cua doanh nghiép, hay can trong tim hiéu ki y
nghia ddng sau mdi con s8, dic biét 1a s§ trung binh ctia
nhitng nhém nhé trong tong thé.
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Hiéu Ung hua
Nh{ng toan tinh dang sau cac hudng dan du lich

Ban dang di phuot, va da dén gio dan. Khu vuc nay ban

chwa dén bao gio, va cling chua tim hiéu trudc.
Di téi di lui, cudi cung, ban sé chon quan nao?

Néu giéng nhu da s6 moi nguoi, ban sé c6 xu hudng
chon quan c6 déng nguoi dang an nhét (va néu cé nhiéu

bién s6 xe dia phwong nita thi cang t6t).

D6 chinh la cai ma chung toi goi la Hiéu itng hua.

HIEU UNG HUA

Thuc ra, hiéu tng hua thwong duoc dan “trong nganh”
goi mot cach trinh trong hon la hiéu 1tng phong trao, hiéu irng
s0'dong, hodc hié¢u irng xe kéo (Bandwagon effect).

Hiéu tng nay chi ra thyc trang la, mot hanh dong hay
xu hudéng nao dé cang c¢d nhiéu nguoi lam, ta cang cé xu

huéng lam theo nhéom da s6. Tuy c6 hiéu luc ngay ca véi
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nguoi c6 kién thirc, nhung hiéu tng hua sé manh mé nhat

néu ta khong co hiéu biét.

Tudng truyén rang, vao Thé ki XIX, Dan Rice—mot dién vién
ganh xi€c—da s dung nhirng chiéc xe kéo (nhu ganh xiéc hay
dung) dé thu hat su chd y vao chién dich chinh trj ctia minh.
Sau khi chién dich thanh céng, nhirng chinh tri gia khac ciing
mudn leo 1én chiéc xe kéo cla éng dé “3n theo” chut danh
ti€ng. Dan dan, xe kéo trd thanh chudn muc trong nganh
truyén thong chinh tri thai bay gio, va thanh nglr “jump on the
bandwagon” (nhay Ién xe kéo) ham y chi hanh déng lam theo
trao luu, hodc ngd theo phe chién thang.

Tuy nhién, do thich phong cach binh dan, cac tac gia sé goi day
14 Hiéu urng hiia—dé hiéu ngay tulr cai tén.

Nhuw vi du ¢ dau chwong, do khong c6 hiéu biét gi vé
quén xa dia phuwong, hau hét moi nguoi sé chon phwong an

an toan la theo s6 ddong va vao quan dong nguoi nhat.
THi NGHIEM CUA SOLOMON ASCH VA XU HUONG
HOA TAN

Nam 1951, Solomon Asch da thuc hién mot thi nghiém
nodi tiéng, cho thady sitc manh cua dam déng va xu hudng
mudn “hoa tan” cuia cac ca thé vao dam dong do.

Céc sinh vién tham gia tra 10i mot b cau hoi don gian,

vi du nhu cau hoéi mau dwdi day:
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Poan thang nao sau day (A, B, C) c6 chiéu dai tuong
duong doan thang bén trai?

A B C

bay 1a mot cau hoi rdt don gian. Nhém cac sinh vién
tham gia tra 10i ca nhan (nham muc dich sang loc va kiém
dinh cau héi) dé dang cho cau tra 1oi dung. Sau d¢, ting
nhom 8 sinh vién khac cling tra 10i bd cau hoi trén, nhung
dwgc yéu cau cong bd réo dap an ctia minh cho moi nguoi
biét. Trong s& 8 sinh vién nay, c6 1 nguoi la that, con 7
nguoi kia déu la do Asch cai vao.

Trong 2 cau hoéi dau, tat ca moi nguroi déu dong loat tra
161 dung. Tuy nhién, dén ciu th& 3 thi 7 thanh vién “chim
moi” déu dong loat chon cau tra 10i sai (vi du, ho nhét
quyét gio bang chon A trong cau héi mau bén trén).

Két qua 1a, tuy hau hét ngwoi tham gia déu gitt viing
chu kién, nhung c6 dén 36,8% tong s6 cau tra 1oi cua ho 1a
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sai giong voi 7 nguoi con lai. Tuy khdng cé sttc manh hay
diét, nhung xu huéng mudn hoa tan vao dam doéng cting da

tao nhiing sy sai léch déang ké'!

Pay la mot hiéu ting pho bién, ban doc c6 thé tim thay
nhiéu video thi nghiém tuong tu trén mang. Do vay, & day
ching ta sé khong dao sau thém vé mat thi nghiém i

thuyét, ma tap trung vao tng dung.
UNG DUNG TRONG KINH DOANH

1. Tao dam dong gia.

Tao dam dong gia chinh la tng dung phd bién va don
gian nhat ctia hiéu tng htia. Ung dung nay xuat hién manh
nhat o trén mang. Cac doanh nhan thwong tao nhitng bai
nhan xét danh gia san pham gia, nhitng binh luan mua hang
gia trén Facebook, va tham chi la ty dat hang d€ tao cam
gidc c¢6 nhiéu nguoi dang sit dung san pham cta minh. Véi
mot khach hang khong hiéu rd san phdm, chac han an toan
nhat chinh 1a mua th da c6 nhiéu nguwodi mua.

Nhiéu ctta hang thuwong hay thué mot nhém nguoi
ding x€p hang mua san pham ¢ thoi diém khai treong dé

tao cam giac dong duc, thu hat khach hang khac vao tht.

1 Tuy vay, diéu nay khéng cé nghia la dén 36,8% s& ngudi ludn ludn bi tac
ddng badi hiéu tng huia. Thuc ra, chi 5% s6 nguoi tham gia la ludn htia theo
dam dong, va 25% s6 nguoi ludn gitt viing chu kién. Phan con lai thi lic theo
Itc khong. Hiéu ttng hltia manh, nhung khong ¢ sttc manh “v6 bién” nhw
nhiéu nguoi [Am tudng.
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Mot s8 clra hang “that tha” hon thi giam gia manh va tao

dam dong that ngay trudc ctta hang.

Tuy nhién, hiéu tng htia khong ding lai ¢ do...

2. Tao tai liéu hudng dan.

Nhu da noéi, hiéu ¢ng hua rat hiéu qua khi déi twong
khong c6 hiéu biét. Ho can duoc hudng dan dé hanh dong
cho giéng moi nguoi. Cac doanh nhan sé “ché tao” hudng

dan 4y, sau d¢ cai san pham cta minh vao.

Tuyét chiéu nay rdt thuong thdy trong mang du lich.
Céc dia diém du lich thuong la noi la 1am vé6i hau hét khach
hang. Néu la lan dau ban di Viing Tau, nhiéu kha ndng ban
sé 1én mang tim hiéu vé cac van dé dn 0, tham quan tai day.
Ban chua bao gio dén dé nén khong thé c6 chu kién, ma chi

c6 thé tin tudng vao cac hudng dan.

Thé thi chuyén gi sé xay ra néu Nhién va Khanh la
nguroi “ché€ tao” ra hudng dan d¢, roi thém quan an hodc
khach san ctia chinh minh vao? Néu lam theo huwéng dan
ma cht quan Chim Mo6i viét, khach hang sé di tim bién,
héng gid, roi dén quan ca phé Chim M6i “s6 mét Ving Tau”
thudc “top 10 nhitng di€ém phai di vao budi t8i.” Sau mot
thoi gian, quan sé dong that, va thyc sy tréo thanh quan

dong s6 mot Ving Tau.

Hay o chd, néu ban & Quan 12 Thanh phd H6 Chi Minh,
c6 thé ban sé& chang bao gid cat cdng di hon 20 cay s& dén an

thtr moét quan ¢ Quén 7. Tuy vay, sé€ c6 rat nhiéu nguoi dén
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thtt quan ca phé Chim Moi ¢ lan di Ving Tau dau tién néu
doc va lam theo huwéng dan du lich ma chu quan viét ra!

bung la 20 cay s6 doi khi xa hon 100 cay so!

3. Ung dung cao cdp: Dung tay trai nang tay phai.

Cau chuyén trén cho ta thém mdt y twong tng dung cap
dd cao hon: Dung nhém khéch du lich d€ nang tam quan

trong mat nhom khach dja phuong.

Nhiéu quan an thwong khong tip trung quang cdo tdi
nhém khach dia phwong, ma chi tao hwéng dan cho cac
khach du lich, dac biét la khach nwdc ngoai (c6 thé thong
qua lién két véi cac chuong trinh tour). Khach nuéc ngoai
chi biét quan qua huéng dan, nén sé dén thir it nhat mot
lan. Chinh nhém khach du lich vao thit nay sé thu hut
khach dia phuong. Va chinh nguoi dia phuong vao an thte
sé lam quan thuc sw 12 quan ngon dia phuong trong mat

khach nudc ngoai!

4. Tan cdng vao nhém khach hang “ngay tho.”

Nhw da phan tich, nhitng nguoi chua cé cha kién chinh
12 nhém dé hanh dong theo ddm doéng nhat. Thay vi ¢§ géng
thuyét phuc nhom khach hang théng thai, ta nén tié€p can ho

tt som, ltic ho mdi vao nganh.

Vi duy, trong quyén Moi nguwoi déu ndi doi, Seth Stephens-
Davidowitz ¢ trinh bay mot thong ké vé d¢ tudi ctia nguoi
ham mo ddi béng chay Mets r6i so sanh vdi thoi diém doi
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nay gianh duwoc chiec v6 dich. Két qua cho thay, hau hét
nhing nguoi hAim mo hién tai cia Mets déu khoang tix 5
dén 15 tudi khi Mets vo dich trong qua kht, lac Mets dang
¢ dinh cao. Mets v6 dich vao nam 1969 va 1986, va s6 nguoi
ham md sinh nam 1962 va 1978 cao bat thuong so vdi nhiing
nam con lai. Mo rong ra cac ddi bong khdac, Stephens-
Davidowitz ciing thdy két qua twong ty. N6i cach khac, thoi
diém vang dé thu hut nguoi ham md cua cac dgi bong chay
la khi ngwoi ham mo con nho (5-15 tudi). Khi ngwoi ham mo

da 16n, ho da c6 chu kién riéng, rat kho lay chuyén.

S8 tudi dé tac dong c6 chut thay d8i & cac linh vic khac
nhau, tuy nhién hién tuong trén la phd quat. Thay vi c6
gang thay d6i gu doc sach khi doc gia da 16n tudi va c6 kinh
nghiém, nhiéu cong ty thuong cd gang tiép can tir thoi diém
ho md&i bit dau doc sach. Am nhac cling tuong tu, hin cac
ban cling c6 thé€ ty nghi ra, nhdém tudi nao sé thich nhac
Trinh, nhém nao mé Lam Truong va Pan Truong, nhom
nao thich Ung Hoang Phuc, nhém nao la “Sky” cua Son

Tung M-TP, con nhédm nao la “Dém” cua J92.

Tan man: Hién twong nay giai thich li do vi sao rat
nhiéu nguoi ham md bong dad hién tai la “fan” cua
Manchester United. Thoi dai Sir Ferguson kéo dai ttt mua
giai 1991/92 dén 2012/13 han da tao &n twong rat tich cuc téi
nhitng cau nhdc 8X va 9X (ddc biét 1a nhitng nguoi cudi 8X
dau 9X, khi Manchester United hoan thanh ct an ba lich st
nam 1999). Tac gia liéu linh du bao rang, trong twong lai, s&
lwong ngwoi ham md Manchester United sé giam xudng &
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dd tudi tir khoang 2005 tro vé sau—hé qua cua phong do
cau lac bd thoi ki hdu-Ferguson. Suy luan tewong tu cting cé
thé ap dung véi ddi bong Arsenal —ki phung dich thu cta

Manchester United thoi truedc.
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Khao khat dong bd va vang xoay chi tiéu

Dao gan day, Hiéu itng Diderot (Diderot effect) thuwong
dwgc nhiéu tac gia trén mang st dung lam nén dé€ noéi vé
vong xody chi tiéu d6 xa xi. Ho cho rang, mua mot thix d6
xa xi sé khién ban roi vao vong xody cudong mua thém
nhimg tht d6 xa xi khac dé thoa man nhu cau, va cach duy
nhat 1a phai kiém ch€ chi tiéu, dat gidi han ngan sach, va st

dung hét nhiing thi da mua...

Tuy nhién, d6 hoan toan khéng phdi ndi dung cua Hiéu

ttng Diderot. Ban sé thdy rd sy khéc biét sau khi doc xong

chuong nay.

Trudc tién, chung ta sé nghién cttu cau chuyén gdc thuc
sw cta Denis Diderot, tién dé ctua hiéu ing Diderot.
CHIEC AO CHOANG CUA DIDEROT

Denis Diderot (1713-1784) la mot tri€t gia noi tiéng

nguwoi Phap véi nhiéu tac phdm d6 s§—noi tiéng nhat la bd
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tir dién bach khoa Encyclopédie (viét cung nhiéu tic gia
khac). La hoc gia say mé nghién cttu dién hinh, doi song ca
nhan cta 6ng khong duoc du day cho 1am. Ong &n & kha
xué x0a, va hoan toan hai long vé diéu dé.

Cudi nam 1768, Friedrich Melchior, Nam tudc Grimm
dén gap Diderot thi thdy 6ng mdc mot chi€c ao choang mau
do rat dep, vén khong phai la phong cach thuwong thay cua
Diderot. Nhin quanh nha, ho con thdy mét bic tranh cua
danh hoa Vernet. Héi ra thi méi biét, Diderot da hd tro
Madame Geoffrin,! va quy ba quyét dén ddp bang cach “tan
trang” cho vi triét gia.2 Tt d6, Diderot roi vao vong xoay
mua sam khdng hdi két, duoc 6ng ké lai trong tic pham
Regrets sur ma vieille robe de chambre (Nhitng noi tiéc nudi vé

chiéc do choang cii cua t6i) gii cho Melchior.

Ong nhén thdy chiéc 4o choang méi nhan dep va sang
trong dén ndi trong that lac Iong vdi nhitng vat dung khac
trong nha. N6 khién cho moi thtt “khong con déng nhat,
khong con dep nita.” Va d€ loai bo cai sy bat nhat khé chiu
nay, 6ng bat dau thay mau hét do dac cho twong xtng voi
chiéc 4o0. Chiéc gh& rom bi thay bing chiéc ghé boc da.

Chiéc ghé da sang trong dan theo mdt cai guwong hoanh

1 Madame Geoffrin (1699-1777) 1a ngudi hd tro nhém Encyclopédistes viét
béch khoa Encyclopédie. Ba tiép dai va hd tro rdt nhigu triét gia va nghé si thoi
ki Khai-sang & Phap.

2 Mot s6 nguoi cho rﬁ“mg Diderot giau c6 nho nhéan tién tir N&t hoang
Catherine nudc Nga, hodc dugc Nit hoang tang do. Tuy nhién, theo thu cua
Melchior ngay 15/2/1769, ¢ thé xac dinh Madame Geoffrin 1a nguoi “tan
trang” cho Diderot.
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trang va mot cdi ban lam viéc twong xung. Tam tham ci
khong con phu hop nita khi dat trong can phong mang

dang vé quy tdc, va cling bi thay.

Khéng 14au sau, vi triét gia tiéu ca mé tién d€ moi thu
trong nha dong bd voi vé sang trong ma chiéc ao do da tiém
vao ngdi nha vén binh dan ctia Diderot. Ong duc két: “Tdi
vén la dng chu cua chiéc 4o ¢, nhung bay gio da trd thanh

nd 1é caa chiéc 40 maGi.”

HIEU UNG DIDEROT

Dua trén cidu chuyén nay, nha nhan chang hoc Grant
McCracken dung tén ctua Diderot d€ ddt cho hién twong sau:

(1) M&i ngudi déu muén c6 nhirng san pham théng
nhat véi nhau va théng nhat véi nhan dang caa
minh (hinh dnh ban than trong dau ho). No6i cach khac,
ho hudng dén su déng bd. Vi dy, mét ngudi ua phong
cach t6i gidn sé s& hiru nhirng chiéc 4o tron téi giadn, va
nhiéu khad nang néu cé mua thém thi sé mua nhing
chiéc 4o tron hodc d6 dung téi gidn tuong tu. Trong
trudng hgp cla Diderot, 6ng ban dau la ngudi xué xoa,
va vi thé cling thich s& hiru nhirng vat xué xoa trong
nha minh. Nhém céac sdn phdm déng nhat vé tinh chat
dugc goi la Té hop théng nhdt Diderot (Diderot unity).

(2) Khi ngudi nay s@ hiru mot sdn phdm cé tinh chat
khac, khéng déng b6 vai t6 hgp Diderot hién tai, ho cé
thé s& ¢8 gdng mua nhirng san pham khac déng bd
v@i sdn pham méi. Vi dy, chi€c 4o choang cla Diderot
khéng déng bé v&i d6 dung trong nha, nén éng da cd
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tao sy dong bd bang cach thay d6 dung mdi. Hién
tuwgng nay dugc McCracken goi la Hiéu ung Diderot.

C6 thé thay, hiéu ung Diderot khdng noéi vé vong xody
chi tiéu xa xi, mua mot thit sé tao quan tinh mua nhiéu th
khac. N6 khong don thuan nhu vay. Hiéu ¢ng Diderot néi
vé xu hudéng muén duy tri sy nhat quan gitta cac d6 dung
ciing nhw véi nhin dang ctia minh. Néu ban vén la nguoi
binh dan, m{t san phdm xa xi c6 thé kéo ban mua thém
nhitng d6 dung xa xi khac. Néu ban v6n khoéng phai la
nguoi thich bao vé méi truong, mot vai san pham bao vé
moi truong ¢ thé kéo ban mua thém nhitng san pham bao

vé mdi treong khac.

N6i ngén gon, hiéu t¢ng nay nhéan vao sy déng bo. Khi
ban mdc mot bd veston chudn nhung lai di dép lao, trang
phuc ctia ban khong dong bd. Ban sé thdy kho chiu va c¢6 xu
huodng thay d6i d€ tir trén xuéng dwdi khong bi chéi nhau.
Néu da madc veston, ban ¢6 xu huéng mudn sdm thém doi
giay tay, cai ca-vat, va do6i khi la ca mot chi€c dong ho cho
du bo. B6 mdi la hiéu tng Diderot.

Khach hang khong thich lam n6 1é cta thit gi ca, nhung
ho van muén mua cho dting b6 va dt bd. Con ngudi ban di
nhién rat thich vu nay. Co6 thé thdy, trong tat ca cac truong

hop déu c6 2 budce chu yéu sau:

(1) Khach hang s& hiru san phdm dau tién (c6 thé I3
mua hay dugc tang) cé “chat” khac vdi cac dé vat ho
dang str dung.
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(2) Khach hang thay kho chiu vi sy 1éch pha, va tim cac
sdn phdm cung bd, cling dang cdp, hay cung thuong
hiéu d&€ an khdp vdi sdn phdm mai kia. Budc nay cuc ki
khé cudng.

Dwa vao cac budc trén, ta ¢ mot s6 y twong dé€ tng

dung hiéu tng Diderot vao kinh doanh.

UNG DUNG TRONG KINH DOANH

1. S dung san pham tién phong.

San phdm tién phong & day chinh la san pham dau tién
ma nguwodi mua ti€p can trong td hop (bd) cac san pham cta
ban. San pham tién phong thuwong dugc tang hoac ban vdi
gia kha tot d€ gieo vao khach hang “chat” mdi ctia bd san
pham. Sau d6, hiéu tng Diderot sé phat huy tac dung va
khéch sé dan tim hiéu nhitng san phdm con lai trong bo.

Vi dy, san pham tién phong cua mot cong ty trang tri
ndi that la bd tranh treo twong. Cac bo tranh in trén canvas
c6 cac cau khau hiéu truyén dong lwc mang phong cach
chuyén nghiép thuong duoc ban ré hodc tang cho cac cong
ty. Sau khi treo by tranh trong mot goc khong gian, cac
doanh nhan thuong cam thdy mudn thay ddi cac vat pham
khac trong céng ty dé€ cé phong cach déng bd va chuyén
nghiép hon. Son lai tudng, thay ban ghé, sap x&p lai chd
ngoi, thiét k& thém cac khu vuc giai tri, ca phé cho nhan
vién... tdt ca nhiing tht nay méi la san phdm chu lyc cta

cong ty trang tri ndi that.
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Cac cong ty ban san pham “xanh” bao vé mdi truong,
hodc san pham hitu co cling c6 thé gieo y twdng “xanh” hay
“hitu co” bang san pham tién phong. Mot ki gao hitu co ban
ré co thé kéo theo ca bira com vdi rau httu co, ca hitu co, thit
hitu co, va trai cdy hitu co cho ding bd. Ching ai mudn an
com hitu co t6t cho strc khoe kém véi rau con ton thudc trir
sdu ca! Va néu thyc su blta com hitu co la xing dang,
nhiing lan sau, khach hang sé vui vé mua san phdm vdi gia

ban 1é sau khi da hiéu r6 “td hop Diderot hitu co.”

2. Tao b6 san pham—két hop véi thu thuat dua hoi.

Nhuw da k& & phan Thu thudt dia hoi, Elmer Wheeler da
dat chai lan khit mui danh cho nam canh xa phong Lifebuoy
danh cho nam. Xa phong Lifebuoy da c6 sdn chat “danh cho
nam,” thé nén cach dé dang nhat d€ san phdm mdi xam

nhap chinh la “ki sinh” vat cha.

B san pham c6 thé hoan toan cua mot cong ty—vi du
nhuw creamer ddc Brothers ban cung vdi ca phé Trung
Nguyén nhanh chdéng tao dn twong Brothers la loai chinh
hiéu dac biét danh cho ca phé sita. Néu khach hang mua ca
phé Trung Nguyén va mudn pha ca phé sita, nhiéu kha
nang ho sé ru tién dung Brothers cho “dung bo” cht khong

phai bat ki loai stta/creamer dac nao khac.

Nghién cru tdm i tiéu dung cda hai nha khoa hoc Rahinel va
Redden ndm 2013 d3 khang dinh c6 hién tugng uu tién két hgp
cac sdn pham ciing thuong hiéu.
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Ho cho ngudi tham gia thi nghiém an snack bap cham sot salsa
(déu clia hang Tostitos). Tuy nhién, ho néi rdng cac san pham
nay la cta hang Festivity va Party Time (2 hdng do nha khoa
hoc tudng tuong ra).

K&t qua 1a, khi dugc bdo rang snack bap va sot salsa la cua
cuing mot hang, ngudi tham gia cho rang moén &n ngon hon (so
V@i truong hap dugc bdo la snack hang nay cham sot hang kia).

B san phdm ciing c6 thé duoc ra doi mot cach “nhan
tao” khi ta c8 tinh ban theo combo: San phdm méi ctia cong
ty minh di kém v6i mot san phdm da thanh danh ctia cong
ty khéc. Vi du, mot tdc gia moi viét vé chu dé chién lwoc ¢
thé ban sach ctia minh kém v6i Binh phdp Tén Ti, dé dang
thira hudng “chat chién lwoc” ctia quyén binh phdp ma
khong can phai giai thich nhiéu.

Mot s6 cong ty cho khach thdy cac san phdm nén duoc
dung chung véi nhau bang cach trung bay phdi hop cac san
phd@m véi nhau. Pay la phuong phap rat duoc cac hang noi
that wa thich.

% F %

Hiéu tng Diderot cuc ki kho cudng. Su bat nhét tao
tinh trang bat hoa nhan thirc, khién ta cam thay “c6 gi do
khong dung,” va ddng luc mudn so hitu ca bd la v6 cung
manh. Hay hao phéng cho di san pham tién phong, va d€

hiéu tng Diderot lo phan con lai.
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Hieéu Ung chi phi cung
Tai sao Nnguoi ta cu thich ban hang xin ra nuac ngoai?

Chéc ban cling thdy hién tuong nay: Nguoi ta hay ndi,
dan minh c6 bao nhiéu hang ngon thi mang di xuat khau
hét. Nhitng san pham ¢ qué nha thuong la th pham.

Tinh trang nay c6 thé do thi truong nudc ngoai (hodc
cac thanh phé 16n) c6 mtc sdng cao hon. Cé thé€ do nguoi
nudc ngoai nhiéu tién, nén ho quan tam dén chat lugng hon
gia ca, va vi d6 hang ngon dé ban hon trong nudc.

Co thé vay. Hodc khong. Tham chi ¢ ngay Viét Nam,
véi hang ngoai, nguoi ta ciing quan tam dén chat lwong hon
la muc gia. Tat ca la do moét hiéu tng dwoc goi la Hiéu itng

chi phi cieng.

HIEU UNG CHI PHi CUNG

Hiéu tng chi phi citng dugc Armen Alchian va William
R. Allen néi dén tit nam 1964, nén con dugc goi la Hiéu itng
Alchian-Allen (Alchian-Allen effect). Noi dung nhu sau:
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Hiéu rng chim moi (Tap 3)

Gia str c6 2 san phdm, A gia 10 dong, B gid 20 dong.
Néu A va B clng tang thém md&t mic gid nhu nhau (vi
du cong phi xudt khdu 10 déng/sdn pham), thi ngudi ta
sé& dan chuyén sang mua sadn pham chat lugng haon (B).

A B
Gia cd 10 20
Gia tang thém 10 10
Gid mai 20 30

Chi can chut tinh toan, ban cling doan ra duoc nguyén
do. Mtec chi phi ctng tdng thém (10 dong/san pham) chi lam
B ting gia gdp rudi, nhung lai lam A tang gia gap d6i. Noi
cach khac, néu ting cung mot muce gia, thi vé ti 1§, san

pham ré hon ting nhiéu phin tram hon.

HIEN TUONG DO NHAY GIAM DAN

Ngoai ra, con mét 1i do ntta: Hi¢n twong do nhay giam din
(Diminishing sensitivity). Day la mét trong nhitng nén tang
xay dung Thuyét trién vong (Prospect theory) ctia Daniel
Kahneman va Amos Tversky —mot trong nhiing hoc thuyét

nén tang cua tam li hoc.

No6i dung cua hién tuwgng d6 nhay giam dan kha don
gian: Nguoi ta thwong bot nhay cam voi sge chénh léch (hay
tang/giam) khi mdc so sanh ngay cang cao. Néi cach khac,
ta thueong dénh gia dwa trén ti 1& so vdi méc so sanh. Vi dy,
khi mua quyén sach gia 100 ngan, néu nha sach giam 40

ngan, ban sé rat an twong. Mdc so sanh la 100 ngan, va 40
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ngan giam gia twong duong 40%. Nguwoc lai, néu dang mua
dién thoai gia 10 triéu va ctta hang dang giam 50 ngan, chua

chéc khach hang sé dé tam. 50 ngan chi 1a 0,5%, qué nho.

Quay lai vi du A va B bén trén. Trudc va sau khi cong
gia van chuyén, do chénh gita A va B luon la 10 ngan. Tuy
nhién, treée khi cdng, mudn chuyén tir A sang B, ta phai
mat gdp doi tién. Nguoc lai, sau khi cong, mudn déi tr A

sang B, ta chi mat gdp rudi tién ma thoi.

Trudc khi cdng phi xudt khiu, 1 B =2 A.
Sau khi céng, 1 B=1,5 A

B d3 dan ré hon mét cach tuong d6i, va mic chénh léch cé vé
nhé hon. S6 ngudi chuyén tir A sang B sé tang lén.

Tém lai, phan chi phi cing 10 ngan ma san pham nao
cling ganh da khién moi nguwoi dan dich chuyén san pham
gid thip hon (A) sang san pham gia cao hon (B). B6 la li do

hién twong nay duoc chung t6i goi la hiéu tng chi phi cing.
UNG DUNG TRONG KINH DOANH

1. Xac dinh thj truong: Chi phi cing cdng thém cang
cao, san pham chat lugng cang dé ban.

Chénh 1éch gia gitta chi€c vi 700 ngan va chiéc vi gia 1
triéu & Viét Nam qud 1a dang suy ngam. Tuy nhién, d6i véi
mot khdach & Mi phai chiu 500 ngan tién van chuyén cho bat
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Hiéu ng chim moi (Tap 3)

ki san phdm nao (gia lac nay 1a 1,2 triéu va 1,5 triéu), thi chi
thém 300 ngan van rat xing dang cho chat lugng ting thém.

Cong thic nay khong chi dp dung cho chi phi van
chuyén, ma con c¢6 th€ ap dung cho bat ki loai chi phi nao
khac. Vi dy, 6 quan trung tam, chi phi thué mat b%mg rat
cao, quan nao ciing phai chiu chi phi nay. Vi 1é d6, cac mon
4n udng ctia quéan ciing ganh chi phi mit bang hau nhu cao
twong duong nhau. Luc nay, mot ly ca phé 50 ngan cling
khong chénh may so vdi ly 45 ngan, va khach c6 nhiéu kha
nang mua ly 50. Néu cung loai ca phé d¢, cung nguoi khach
d6, nhung & vung ven, véi gia 1a 20 va 15 ngan, chura chéc vi
khéch sé mua loai 20 ngan nhiéu dén vay.

Hai nha khoa hoc, John Gibson va Trinh Le & Pai hoc
Waikato, da kiém tra hiéu tng nay tai Viét Nam vao nam
2019. Ban doc c6 thé xem thong tin & phan Tai liéu tham khdo.

2. Hiéu ung chi phi cirng nghich dao: Khi chi phi cirng
clng gidm, khach hang nghiéng vé san pham ré hon.

Néu chi phi ting thém lam moi nguoi nghiéng vé san
phdm gia cao hon, thi diéu nguoc lai cling xay ra.

Thoi trude, khi viéc quay va phan phdi video con kho
khan, chi phi quay con 16n, da s6 moi nguwoi déu dau tu vao
nhiing video chét lwong. Néu da ton tién mua bang vé xem,
thi tha bé thém mot it tién d€ xem phim dinh cao. Néu da
ton tién quay clip quang cao, thi ho sé bo thém chut it d€

tuyén dién vién gioi, dao dién giodi cho ddng cong.
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Tuy nhién, cang ngay chi phi ciing cho mdi lan quay
video cang giam. Chi phi quang ba va phan phdi ciing ngay
cang giam—co truong hop dan vé 0 do su phat trién cta
Internet. Khi chi phi quay va phan phéi video giam, chi phi
danh cho dién vién, dao dién, bién kich dan chiém ti trong
cao hon. K&t qua la, thay vi bo tién thué dién vién, dao dién,
bién kich gioi d€ lam 1 clip chat va dang 1én Internet, nhiéu
ngwoi chon cach thué dién vién, dao dién, bién kich binh

thuong dé€ lam 10 clip binh thuong véi cung mikc chi phi.

Chi phi clrng gidm giGp sdn pham binh thudng
dugc nhiéu ngudi lua chon hon va dugc sdn xudt
nhiéu hon.

biéu tuong tw ciing xay ra ¢ nhiéu nganh khéc, nhu
nhiép anh, sang tac tho van... Sy phat trién cta cong nghé
da gitp chi phi san xudt va phan phoéi giam xudng, ddy mot
phéan nhu ciu sang cho cic san phdm gia thap hon. D6 1a li
do vi sao cac nhiép anh gia binh thuong, cac dién vién binh
thueong, cac cay buat binh thwong... ngay cang xuat hién

nhiéu va c6 thém co hoi trong thoi dai hién nay.

3. Hiéu Ung hang phu trg: San phdm chiém ti trong
cang thap trong tong gia thanh, chat lugng cang quan
trong hon gia ban.

Tt nhitng phan tich trén, ta c6 th€ suy ra dwoc thém

ung dung sau: Sdn phdm chiém ti trong cang thap trong
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tong gia thanh, chat lwgng cang quan trong hon gia ban.
Cac tac gia thuong goi day la Hiéu ttng hang phu tro.

Vi dy, mot hang gao c6 ban loai gao thuong 15 ngan/kg
va gao hitu co 30 ngan/kg. D&i véi khach binh thuong, gao
hitu co gdp déi gao thuong. Tuy nhién, ddi véi mot quan
com van phong ban m¢t phan com gia 35 ngan, chi phi cho
com trang chi khoang 3 ngan/phan (gao thuong) va 6
ngan/phan (gao hitu co). Mtic chénh vé tién gao la khong
dang ké so voi tong chi phi bita an, va khdch hang sé khong
ngai bé thém khoang 3-5 ngan dong d€ an mot bita com gao
hitu co, ngon va tot cho sttc khoe. Gao ddéng vai tro phu tro
trong toan by bira com, nén quan chu trong chét luong

thuong dé chi nhiéu d&€ mua gao t6t.

Nhu vay, mét cach don gian, néu ban c6 san pham tot
va muln tap trung vao chat luong, hay nham dén cac khach
hang ma san pham cua ban chiém ti 1é thdp so véi tong chi

phi ctia ho.

Chi phi mua sadn phdm cang chiém ti 1é thap so
v@i tong chi phi, khach hang sé cang chai sop.

b6 1a li do vi sao hau hét cac khach hang gui chuyén
phat siéu nhanh thwong la khach hang doanh nghiép (gui
ho so, san phdm mau...) chtt khong phai c nhan (chi phi
chuyén phat qua thdp so voi tong gia tri mot phi vu lam an).
Do cling 1a 1i do vi sao ném xin thuwong dé ban cho khach
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san hon 1a cho ca nhan mbi ngwoi (chi phi ném chiém ti 1é
rat thdp so vdi tong chi phi khach san).

Véi nhitng thit quan trong, nguoi ta sé khong mudn
hong viéc chi vi mgt thanh t6 chiém ti 1é chi phi nhé bé. Cha
ai mudn bi hong hop dong dau thau ca ti dong do tré han vi
ti€t kiém chi phi chuyén phat hoa t6c vai chuc ngan dong.
D6 mdi chinh la nhitng khach hang sép nhat cta cac cong ty
chét lwgng cao.
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Thién kién tu dong hoa

Nhng cd may léch lac

Déan choi ludt song cac loai tai san, tit ching khoan,
ngoai héi, cho dén bitcoin, tat ca déu c6 niém dam mé bat
diét véi cac loai cong thitc, may moc, va dac biét la cac “Al
giao dich ty dong.” Mot s6 nguoi khac thi st dung cac cong

cu du béo tin hiéu te dong, va nho d6 ciing ty tin hon han.

Tuy nhién, viéc qua 1é thudc vao cac cd may ty dong sé
khién chung ta méc nhién b6 qua nhitng dau hiéu ma may
khong phat hién ra. Néu cd may ty dong co sai léch, thi hau
hét céc sai léch d6 sé khong dugc chu y dén. Xu hudng d6
dwoc goi la Thién kién tw dong héa (Automation bias): Con
nguoi thuong qua phu thudc vao cc cd mdy tu dong, dén
ndi lo 1a bd qua nhiing 18i sai ma may khong phat hién ra,

d€ roi lam theo nhiing kién nghi 1éch lac ctia no.

MAY HO TRO KE BON TU DONG

N&m 2017, nhém nha khoa hoc dan dau béi David Lyell
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da thuc hién thi nghiém d€ ki€m tra thién kién ty dong hda,

cling nhu hé qua ctia n6 trong linh vuc y duoc.

120 sinh vién y duoc & Uc tham gia vao thi nghiém. Ho

st dung may tinh d€ ké don trong 3 treong hop khac nhau:

- Trudng hop 1: Hé théng hd trg ké don tu déng (CDS)
sé ra tin hiéu thdong bao khi don ké sai. Trong trudng
hop nay, hé théng canh bao la chinh xac.

- Trudng hgp 2: CDS ¢6 mat, nhung thuong dua ra canh
bao sai. N6 khéng canh bao khi don sai (bd sot), doi khi
lai con canh bao khi don ddng (cdnh bdo nham).

- Trudng hop 3: Khong cé CDS.

Trong cac trudng hop, ngudi dung luén dugc canh bao
rang CDS tuy chinh x&c cao nhung van c6 16i, va déi khi
ho phai kiém tra va ra quyét dinh ngugc lai véi CDS.

C6 thé doan, treong hgp CDS khong t6t sé tao ra hau
qua nang né. Va day la két qua (tai day, ta bo qua phéan
thong ké cac 16i do nguoi dung thao tac sai, nhap liéu 16i...
chi ti€t xin xem 6 bai bao goc, phan Tai liéu tham khdo):

Loi CDS tot CDS kém Khong CDS
Bo sét (khor'1g loai 78 277 159
don sai)
Canh bao nham
(loai don dung) 18 229 24
Téng 46 506 183
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Nguoi tham gia thé hién ro sy 1é thudc vao may tuw
dong ma khong thac mac vé dd chinh xac ctia né. Tuy
treong hop CDS chay t6t giup giam duoc nhiéu sai sot,
nhung khi CDS chay sai, n6 cling tao ra sd lugng sai sot gap
bdi. Dac biét, khi CDS lau lau lai cho mdt canh bdo nham, ti
1é canh bao nham cua nguoi dung ting manh: May da loai
bo, nguoi dung cling sé cht quan ma loai bd ludén khong

xem xét lai.

UNG DUNG TRONG KINH DOANH

Tt thi nghiém trén, ta rat ra duwoc nhitng diém quan

trong sau day:

(1) Moi ngudi thudng 1é thudc vao phan doan clia cac
codng cu ty déng.

(2) Céng cu tot sé gilp gidm sai sot, nhung néu cong cu
chua chuén, do thién kién ty dong hoa, nd sé& khién
ngudi dung mac nhiéu 16i hon ca khi khéng c6 céng cu
hé trg.

Dua vao nhitng dac di€m trén ctuia thién kién ty dong

héa, nhiéu doanh nhan da ting dung nhu sau:

1. Ché tao nhirng c6 may tu déng dé ban hang.

Tuy mot sd la may ty déng hoat dong hiéu qua, rat
nhiéu ¢6 mdy tu dong trong s8 nay la gia (thwc s 1a do con
nguoi van hanh) hodc chwa hoan chinh (can qua nhiéu thao
tac cua con ngwroi, dd chinh xdc khong cao, thuéat toan léch
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lac...). Néi 1a thé&, nhung rat nhiéu nguodi van mé may tu

dong hon:

Nizan Packin da thwc hién mot thi nghiém vao nam
2019. C6 khao sat 800 nguwdi, va ngau nhién hoi ho 1 trong 2

nhdém cau héi sau:

(1) Ban dinh dau tu tién tiét kiém vao thj trudng ching
khoan. Ban tim dugc moét nha dau tu ndi tiéng. Ban c6
bao nhiéu phan tu tin nha dau tu nay sé giup ban dau
tu hiéu qua?

(2) Ban dinh dau tu tién tiét kiém vao thj trudng ching
khodn. Ban tim dugc mot may tu van dau tu theo thuat
todn tu dong ndi tiéng. Ban c6 bao nhiéu phan tu tin ¢
may nay sé gilp ban dau tu hiéu qua?

(Ngoai ra, Packin con nhigu ciu hdi khac, nhung dé
phuc vy cadc muc tiéu nghién clru khac nén khéng dugc
thuat lai trong khudn khé quyén sach nay.)

Két qua la, da s6 nghiéng vé phuong an dau tu theo loi
khuyén ctia ¢6 mdy hon 1a cua chuyén gia. B4t ngo hon,
ngay ca khi nhitng két qua tu van dau tién ctia cd mdy
khong dwgc kha quan cho 1am, ngudi ta van cho thuat toan
thém co hoi. Tham chi ho con tin twdng hon vao cb may, va
tin rang c¢6 may da cho ho nhitng 16i khuyén t6t hon chuyén

gia trong nhitng tinh huéng trong qua kh!

(Ddc & chd, thuat toan cu thé cta cd may thi khong ai
rd. Gia nhu chuyén gia d6 ciing chinh la nguoi ding dang

sau diéu khién cd may thi c6 1& cling chang ai phét hién ra!)
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R4t nhiéu ngudi cung cap cac cd mdy tu dong nhu thé
nay, dac biét la trong cac mang dau tu tai chinh. Cho dén
nay, chwa c6 ai chtng minh dwgc sttc manh vuot tréi ctia
cac thuat toan va cd may trén thi treong, chi ¢ doanh sd

ctia nhitng nha ban cdng cu la tang cao rd rét.

2. Can trong: Ban than c6 may ty dong cling c6 thé
chlra dung thién kién.

Nhiéu ngwoi wu ai cac cd may ty dong vi, theo ho, do
qua trinh st dung mdy khong c6 sy xudt hién cta con
nguoi, nén két qua thuong khach quan hon, tr d6 ciing
dang tin hon. Tuy nhién, ho quén ring, ban than cd may
cling chtta dung san thién kién, va nho thién kién tu dong
hoa, nhitng sai léch d6 lai duoc nhan 1én gap boi.

Tt ndm 2014, Amazon da gidi thiéu mot thuat toan tu
dong d€ sang loc ho so tng vién. Dua vao mday 100 hd so
theo mau, né sé tra vé 5 (hoidc 10, hodc 20, tuy yéu cau) tng
vién hang dau cho vi tri. Tt két qua nay, nha tuyén dung

moi bat dau phong van sau hon.

Thuat toan dwoc ki vong sé giam bét thoi gian va nang
cao chdt luong hoat dong sang loc ho so. Tuy nhién, ndm
2018, Amazon da phai dat ddu cham hét cho thuat todn nay.

Hoa ra, thuat toan duoc xay dung dua trén di liéu qua
khtt. Cac ho so ndp vao va két qua cua ting ho so dwoc ma
héa, roi duoc mang di “day” cho cd mdy ctia Amazon. Vin
dé 1a, trong qua khtt, da s6 ho so c6 két qua tét déu 1a hd so
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ctia nam, va cac s¢ thich trong dé hau hét 1a nam tinh (do
thuc t€ la trong nganh cdng nghé thoi ki trede, nam wu thé
hon nit). Tt két qua qué khtx d6, cd mdy tw dong chdm diém
cao cac hd so nam, va trit diém cac ho so nit, tao thanh thién
kién rd rang wu ai nam tng vién. Do qud tin tedng vao cd
may, nhan vién tuyén dung loai rat nhiéu ho so n t6t, va

cling khong hé nghi ngo gi vé quyét dinh cua minh.

Amazon da c6 gang diéu chinh sai 1éch nay. Tuy nhién,
khéng c6 gi dam bao rang ¢6 may khong chita dung nhiing
thuat toan thién léch khéc, vi du nhw vé mau da, xuat than,
hay s¢ thich—nhtng ddc diém khé phat hién hon. Néu c
duy tri cd may léch lac, cac nhan vién tuyén dung sé chéng
bao gid nghi ngd rdng trong s8 cic tng vién khong dat c6
nhitng nguodi bi ¢ may loai nham. Do d6, dé tranh thién
kién ty dong hda cting c8 nhiing sai [am ctia ¢ may va pha

vO ca hé thong tuyén dung, ho budc phai cho né vé vuon.

Cau chuyén cia Amazon cho ta mot bai hoc: Céac thuat
toan tu dong ludn cd thé chira sai sét, nhat 1a khi ta khong
hiéu cach n6 van hanh. Tuy viéc phu thudc vao cac thuét
toan la khong thé tranh khoi, nhung ciing nén kiém tra dinh

ki, va d6i luc ciing thir tat may di d& kiém tra tan mat.

Mot di€m nita can cha y: Tat ca cac thuat toan déu dwoc
xdy dung dua trén dit liéu trong qua khi. Néu cac yéu to
thay d6i, thuat toan sé khong con chinh xac nita, va dé la
khi sai [am dé xay ra va khéong bi phat hién boi thién kién tu

dong hoa. Hay can trong.
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Thi thuat sieu xe

Siéu xe cla chu tich va thi tran bd hoang & Mi

TU NHUNG CHIEC SIEU XE CUA CHU TICH CONG TY
CA PHE TRUNG NGUYEN DANG LE NGUYEN VU...

Nam 2018, chua tich cong ty ca phé Trung Nguyén—
bing Lé Nguyén Vi—lién tuc chi€m song truyén thong.
Céc bao cho hay, dng Vii da saim mdt dan siéu xe tri gia ca
tram ti dong.

Chuyén mot nguoi siéu giau choi siéu xe la mot tin tikc
ma gidi bdo chi khong thé bo qua. Tuy nhién, diéu dédc biét
nam & chd, dong Vil tir triedc dén gio khong phai la nguwoi da
ndi trong gidi choi siéu xe, va 6ng ciing chang cé vé gi la
dam mé t8c d9. Nhung chang hé gi—doan siéu xe ct diéu
hanh khe“'\p noi, va tat ca moi nguwoi tram tro, lién tuc noéi véi
nhau vé doan xe tram ti.

Vé sau, moi y d6 sau xa ctia ong Vi duoc chinh 6ng giai

thich r6. Qua thyc 6ng khong hé thich siéu xe, va cing
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chang muén choi troi. Ong mua siéu xe 1a d& chiém song
truyén théong—va day la phuwong an kinh doanh cua chinh
tap doan Trung Nguyén. Cu thé, theo 10i 6ng, v6i doanh thu
5.000 ti/ndm, ngan sach marketing khoang 10% (500 ti), thay
vi chay cac chién dich truyén théng don thudn dung duoc
mot [an, 6ng sé dau tu 100 ti mua siéu xe. Khoan dau tu nay
thu hat canh bdo chi va sy cha y cua moi nguwoi—khong chi
mot ma rat nhiéu lan. Hon ntta, sau khi mua xong, tai san
van con d6 va cé thé ban lai thu hdi vén, chi khong mét di

nhu chay céc chién dich marketing thong thwong.

... DEN THU THUAT SIEU XE

Trueong hop cta Trung Nguyén chinh la nén tang cua
Thii thugdt siéu xe. C6 thé thdy, tat ca moi nguoi déu bi thu
hut béi nhitng khdi tai san 16n, nhitng ct chi bao, nhitng vy
dau tw quy mo khing. Trong mat moi ngudi, nhitng ai cé
tién dé€ thau tdm mot khdi tai san 16n at han cé kha ning
lam an khong tam thwong. Loi dung tam li nay, nhitng nha
marketing khon ngoan cé thé mua mdt tai san gia tri (siéu
xe, c6 phiéu, cong ty...), thu hut dw luan, sau d6 4m tham
ban lai tai san d6 d€ thu hoi vén. DS chinh 1a phwong phap
ma cac tac gia goi la Thu thudt siéu xe.

Thu thudt siéu xe ¢6 hiéu qua vi rat nhiéu nguoi danh
dong s6 tién bod ra véi chi phi. Thong thwong, ta thuong chi
tién dé mua vé trudce khi tiéu thu san pham, nhung chi phi
chi phat sinh khi tiéu thu (khi c6 mat mat hay hao mon
khong thé€ thu hoi lai duwoc). Vi dy, néu ban boé 40 triéu ra
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mua vang, nhung khong lam gi ngoai viéc cat trong tu, thi
khi ban vang di, ban ciing sé cam lai dwoc it nhat la gan 40
triéu (trtr mot sd chi phi mua ban) chit khong mat han. Ban
khong tiéu thu thoéi vang, thoi vang khong tiéu hao, nén chi

phi chua phat sinh.

Nhu vay, chi can bo téng tién mua tai san nhung
khong tiéu thuy, ta c6 thé gay an twong rat manh vdi cong
chiung ma khong ton nhiéu chi phi.

Di nhién, khong phai ai cling ¢6 diéu kién dau tu dan
siéu xe trdm ti d€ xudt hién trén tat ca cac mat bao. Quy mo
nhé van c6 thé ap dung thu thuat nay, va dat duoc hiéu qua
truyén thong kha tot so vdi nhitng phwong phdp thong
thuong. Mot s6 nguwoi mua mot can ho hang sang, khoe vdi
tdt ca moi ngredi, sau d6 am tham ban lai va chiu 16 mat it

chi phi—d6 cling la mot dang cua tha thuat siéu xe.

Vi DU UNG DUNG: TH|] TRAN BUFORD VA PHINDELI

Nam 2013, thi tran Buford 6 Wyoming dugc mang ra
dau gia. Pay von la mét thi trdn nho ¢ vung cao (2.500 m),
chi rong 0,04 km?, va luc bay gio chi ¢ 1 nguwoi ¢. Cudi
cung, nguodi dau gia thang cudc la mot nguwoi Viét Nam—
6ng Pham Dinh Nguyén —vdéi mirc gia 900.000 USD (khoang
21 ti VND).

Sau khi 6ng Pham Pinh Nguyén thang d4u gid, bao dai
O Viét Nam va ca & Mi lién tuc dua tin vé sy kién nay.

Khong lau sau, ong Nguyén d6i tén thi tran (khong chinh
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thttc) thanh PhinDeli Town Buford. PhinDeli chinh la tén
thuwong hiéu ca phé cua 6ng. Chi trong vai thang, cai tén
Pham Dinh Nguyén va PhinDeli dwoc hdau nhu tdt ca moi
nguwoi c6 quan tam dén kinh doanh biét dén—mot két qua
cuc ki tot chi véi khoang 21 ti VND bé ra.

Di nhién, theo nguyén tic ctia thu thuat siéu xe thi chi
phi marketing PhinDeli khong dén 21 ti VND. Thi trdn
Buford van con dé khong médt mat di dau, va chu so hitu

hoan toan c6 thé ban lai dé thu hoi von.

Nam 2014, 6ng Nguyén ban mot phan cong ty PhinDeli
cho Kinh D4. Dya trén danh tiéng c6 sdn nho phi vu Buford,
PhinDeli dan phat trién va chiém dugc mot ngach nhat dinh
trén thi truong ca phé ddy canh tranh.

* X ¥

Thu thuat siéu xe la mot trong nhitng tuyét chiéu lam
thwong hiéu cuwe ki phd bién, véi hiéu qua cao. Rédt nhiéu
nha dau tw 16n rét von cho céc cdng ty khoi nghiép chi d€
danh béng tén tudi, sau d6 am tham thoai von di. Chi can
diéu chinh thich hop, ban ciing hoan toan c6 thé sdm duoc
“siéu xe” cho chinh minh va tré nén “ngau” hon trong mat

moi nguoi.
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IRR v3 13i suat khi boc bat ho

Trong bai hat Boc bdt ho cua Binh Gold cham biém vé
nan cho vay tin dung den dudi hinh thttc b6c bat ho ¢ cau:

“Bdc cdi bat 20 ma may dugc cam vé tan 16 triéu.”

Sau mot chat tim hiéu, cac tac gia dugc biét, hinh thiic

tra no cu thé ctia bat 20 nay thuwong dugc cdu tric nhu sau:

- Ngay dau tién boc bat 20 triéu, ban cam vé 16 triéu.

- 50 ngay tiép theo, ban trd 400 ngan/ngay. Téng cong,
ban trd 50 x 400.000 = 20.000.000.

Vay ban tht tinh xem, thuyc t€ thi khoan vay nay c6 lai
sudt sau 50 ngay la bao nhiéu? Va lai suat la bao nhiéu phéan

tram mot thang?

Néu ban dang nhdm tinh: vay 20 triéu, lai phai tra 4
triéu, vay lai sudt la 4/20 = 20% sau 50 ngay, thi xin chtc

murng, ban da tinh trat 1at!
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TAM QUAN TRONG CUA THO!I BDIEM TRA NO

Thuec ra, 1ai sudt la bao nhiéu khong chi phu thudc vao
s0 tién ban vay va téng sO tién ban phai tra, ndé con phu

thudc vao thoi di€m ban tra tirng khoan tién nita.

Dé& minh hoa, ta hdy don gian hoéa vi du trén mét chut:
Ban van vay 20 triéu trong 50 ngay, lai van la 4 triéu. Tuy

nhién, ban c6 2 phuong an tra no:

- Phuong an 1 (tra 1ai mot lan vao cudi ki): Téi cudi ki trd
ca 20 triéu goc 1an 4 triéu &i.

- Phuong an 2 (tra 1ai moét 1an vao dau ki): Tra 1ai ngay 4
triéu ban dau. T&i cudi ki trd nét 20 triéu goc.

Trong thi c¢é vé khong c6 gi khac biét, nhung 1ai suat lai
chénh nhau rat nhiéu. D€ so sanh, phai quy vé cung mot

phuong thitc tra 1ai. Phwong an 2 thyec ra nhu sau:

- Pau ki ban vay 16 triéu. Cudi ki ban tra 16 triéu goc va
4 triéu lai.

Nhu vay, 1ai sudt cudi ki ciia phuwong an 1 1a 4/20 = 20%.
Lai suat cudi ki ctia pheong én 2 thuc ra phai la 4/16 = 25%.
Chénh nhau dén 5%!

Tai sao lai c6 su khac nhau nay? Co thé thay, viéc tra lai
som ngay tit dau khién s6 tién thyc t€ ban cam vé giam
xudng. Vi phuong an 1, ban cam vé du 20 triéu, st dung
trong 50 ngay roi tra lai chu no. V6i phuwong an 2, ban chi
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cam vé co 16 triéu trong 50 ngay. Nhu vay, tra ng cang sém,

s0 tién thyc sy vay cang thap, 13i suit cang cao!

Quay lai “bat 20” bén trén, c6 thé thdy, ciing van la vay
20 triéu va 1ai 4 triéu, nhung con ng¢ phai tra ca géc 1an 13i
rat sém: 4 triéu ngay khi vay, va thay vi cudi ki méi tra 20
triéu thi mdi ngay da phai tra dan. Lai sudt thuc t& cta
khoan vay nay con cao hon 25% ta tinh ¢ vi du bén trén!

Nhung néu thé thi lam sao d€ biét chinh xdc 1ai sudt la
bao nhiéu? O day, ching ta sé khong di sau vao cach tinh
toan thu cong. Tinh toan la viéc cua sinh vién kinh t€. Véi
nhitng nguodi c6 nhu cau kinh doanh thyuc chién nhu ching
ta, sy nhanh gon quan trong hon nhiéu.

Vi vdy, ching t6i xin gidi thiéu véi ban mot cong cu
tinh 13i sudt bat ki khoan vay nao mot cach nhanh gon le:
Ham IRR trén Excel.

Chilng toi dd viét san cdc ham cin thiét trong file Excel, cic
ban c6 thé tii vé & dia chi ecoblader.com/laisuat dé vira doc vira

thwc hanh ¢ cic phin tiép theo.

CONG CU: HAM IRR TREN EXCEL

Cong cu nay rat don gian, chi gdbm may budc sau:

1. Bién sé tién ban thu/chi mdi ki vao tirng dong.

- Thu thi dau (+) con chi thi dau (-). Khéng thu chi
gi thi dién s6 0.
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L&i sudt x ngay = (100% + Lai sudt 1 ngay)* - 100%
L&i suat 50 ngay = (100% + 0,9129%)*° - 100% = 57,52%

Pung la lai vay nang that chtt khong dua!
Ghi cht: Véi bai toan ¢6 tir 10 ki tro xudng, cac ban co

thé tinh nhanh tai: www.wolframalpha.com/input/?i=irr

UNG DUNG: THU TiNH LAI SUAT VAY TIEU DUNG
Ta sé thtt dung cong cu “mdéi sdm” bén trén d€ tinh mot
khoan vay tiéu dung thuec té.

Th 1én mot trang ban hang, chon mua tra gop, tac gia

thay c6 goi tra gop duoc trinh bay nhu sau:

Gia ban 3.890.000
Tra trudc 1.167.000
G6p mbi thang 705.000
Téng tien phai tra 3.987.000
Chénh léch v&i mua trad thang 97.000

Thoat nhin, khi chon trad goép, ta chi phai dong thém
97.000, tc la khoang 2,49% so vdi tong s tién 3.890.000.
Vay 4 thang ma chi tra thém 2,49% thi ciing dé chiu.

Nguwoi chwa doc sach Hiéu itng chim moi sé nghi vay.
Con chung ta gio da c6 cong cu IRR. Ta dién:
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NPV va chiéu khoa chan khach hang

Ngoai cdng cu IRR d€ tinh 1ai sudt, ta con mdt cong cu
khéc 6 lién quan, gitp tinh dwgc gia tri cia moi dy an. Ta
sé tng dung cdng cu nay d€ tinh todn mutc chiét khau thuc
sy cua mdi chuong trinh khuyén mai—mot sy that ma dan

kinh doanh c6 kién thtrc vé tai chinh hay che gidu.

TINH HUONG: CHINH SACH KHUYEN MAI WIFI

Ban nao c6 st dung dich vu mang wifi chac ciing biét,

nhiéu cong ty c¢6 chwong trinh khuyén mai nhu sau:

- G6i A: Déng binh thudng vao méi dau thang.
- G6i B: Déng trudgc 18 thang mién phi thém 3 thang.
Hén ban da cha y thay tuyét chiéu khuyén mai bang
cach tang them: Ddong 18 thing ting 3 thdng teong dwong véi

dong 21 thing nhwng trd tién 18 thing. Nhw vay, khach hang
duwoc giam chinh xéc la 3/21 ~ 14,29%.
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Tuy nhién, cach tinh trén chi dang khi ta dong tién va
tiéu thu hét ngay. Trén thuc t€, sau khi dong tién, ta phai
mat 21 thang mdi stt dung hét lwong tién internet da dong.
Nhu da biét, tién trong hién tai sé c6 gia tri khac tién trong
twong lai. 21 thang dong ngay sé khac 21 thang déng rai ra.

Nhu vay, phai ¢6 mdt cach nao d6 d€ quy hét gid tri tat
ca cac gbi vé hién tai d€ tién so sanh va danh gia.

bé dap tng nhu cau trén, dan kinh té nghi ra mot chi
sO: Hién gid dong tién (Net Present Value —NPV). NPV giup
chuyén tat ca moi khoan tién trong twong lai vé gia tri hién
tai &€ dé so sanh.

Excel cung cap cho ta céng cu d€ tinh con sd nay mot

cach nhanh chéng.

CONG CU: HAM NPV TRONG EXCEL

D¢ biét moi gdi san pham tuong duwong véi bao nhiéu

tién trong hién tai, ta dung ham NPV. Cach lam nhu sau:

1. Dién sé tién ban thu hodc chi & mdi ki vao tirng
dong, tuong tu nhu IRR.

- Thu thi ddu (+) con chi thi dau (-). Khéng thu chi
gi thi dién s6 0.

- N&u mdi ki thu chi nhiéu 1an thi cdng téng lai roi
dién vao.

- Néu tinh theo ngay thi mdi dong la mot ngay.
Néu tinh theo thang thi m6i dong la mot thang.
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- Khéng dién sé tién thu/chi & dau ki th&r nhat (&
hién tai). Luu con s6 nay d mot 0 riéng, ta sé dung
dén sau.

Trong vi du k€ trén, gid s&r mdi thang tién phi phai
déng 1a 100.000. Nhu vay, hién tai (dau thang thr
nhat) ta phai chi 100.000 déng, sau d6 c moi
thang ta lai chi 100.000 dong trong sudt 20 thang.

DE tinh gia trj thuc sy cda Géi A, ta dién -100.000
vao 20 6 (tuong duong vdi so tién phai dong vao
cudi mdi thang), tir A1 t&i A20. Thang dau tién
dugc déng ngay & hién tai nén khéng dién.

2. Dién =NPV(li-suat-theo-ki;A1:A20). O phan lai
sudt, ta thudng dién |3i suat ngan hang.'

Lai suat ngan hang hién nay khoang 0,5%/thang.
Vay ta dién: =NPV(0,5%;A1:A20).

3. Cong két qua & (2) vai sb tién thu/chi & hién tai
(& dau ki tha nhat). Con s6 két qua chinh la gia tri
hién tai (NPV) cia chuong trinh khuyén mai nay.

Nhu vay, tham gia Goi A tuwong duong vdi viéc tra
ngay cho Viettel 1.998.742 dong. No6i cach khac, tong gia tri
Gdi A trong hién tai la 1.998.742 dong

Goi B tuwong duong 18 x 100.000 = 1.800.000 dong tra
ngay trong hién tai. Mttc giam thuc sw la khodng 9,94% so

! Ty muc dich ma ta c6 thé dung nhiing ti sudt khéc (lam phat, 1ai suat ki
vong...). Tuy nhién, véi muc dich danh gia thong thuong, cé thé dung lai suat
tién giri ngan hang. (Lai sudt ngan hang ciing 6n dinh va dé tra cttu nita!)
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Lai sudt ctia ngan hang vao khoang 7%/nam cho cac ki
han dai. Vay:

- G6i thudng: A1, A2, A3 lan lugt dién -5.000.000. Lai
sudt 1a 7%. S6 tién thu/chi & hién tai (dau nam dau tién)
14 -5.000.000. Tinh dugc NPV = -18.121.580 dong. Vay
chon géi thuong tuong duong vdi viéc trd ngay tdc thi
18.121.580 4.

- G6i khuy€&n mai: -5.000.000 x 3 = -15.000.000 dong.

B i e
K&t qud budc2 | S& tign thu/chi & hién tai NPV
5000000 | 131215804 -5.000.000d -18.121.5804
-5.000.000 |=NPV(7%;A1:A3) . TEnC |

Ti 1€ khuyén mai thuc su:

(18.121.580 - 15.000.000) / 18.121.580 = 17,23%

Nhu vdy, thuc ra chwong trinh chi chiét khau 17,23%
cht khong phai 25%. D€ c6 chiét khau 17,23% nay, nguoi
dung phai gan lién véi céng ty trong 4 nim tiép theo, thay

vi ¢6 thé chuyén d6i dich vu sau moi nam.

UNG DUNG TRONG KINH DOANH

Khoéng phai ai cling tinh toan dwoc gia tri thuc sy cua
cac goi san pham dung lau dai. Tan dung diéu nay, dan
kinh doanh giau kinh nghiém vé nén nhitng chwong trinh
khuyén mai hdp dan nhung lai budc nguoi dung phai tra
tién sdm hon binh thuong.
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1. M& chuong trinh nap tién trudc véi sé lugng I6n dé
nhan khuyén mai.

Nhu da thay & cac vi du trén, thoi gian st dung dai sé
di kem véi khuyén mai 16n. Trén thuc t&, cong ty da dugc
bu dap modt phan nho khach hang tra tién sém (va ¢ thé
dung tién d6 d€ xoay vong hodc dau tw vao thit khac).

Vi duy, cong ty giao hang no cé chwong trinh nap tién
trede dugc ting thém tién vao vi. Cu thé, nap 30 triéu sé
duoc tang thém 3 triéu vao vi. Trén trang web, ho ghi chu ti

1é khuyén mai la 10%.

Thuec ra, con s6 khuyén mai nay phu thudc vao nhu cau
st dung caa m6i khach hang. Khach nao binh thuong dung
cang it thi cang bat lgi. Gia st khach hang A méi thang chi
st dung khoang 1 triéu chi phi giao hang (déng tién dau
thang), thi anh phai dung 33 thang mdi xong. Ddi voi A, gia
tri thyc cua 33 thang st dung (lai sudt ngan hang
0,5%/thang) la 30.503.284 dong. Néu tham gia nap trudc
30.000.000, thuc ra A chi dugc giam 503.284 dong trong hién
tai, ttec la chi... 1,65%!

2. Dung uu dai khoa khach hang trong thdi gian dai.

Nhu da thay, tuyét chiéu nap tién truwde con giap khoa
khach hang ¢ lai trong thoi gian dai. Xét vi du anh A va
cong ty giao hang & trén. Thay vi c6 thé thay d6i dich vu bat
ct lac nao, A lai phai st dung sudt 33 thang chi d€ duoc

iam 1,65% so vdi chinh sach thong thwong!
8 g g
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Chiéu twong ty ciing thuwong duoc ap dung d€ ban cac
san pham tiéu dung véi khdi lugng 16n. Bay gio thi that dé
hi€u vi sao cdc hang bot giat lai manh tay khuyén mai khi
khéch hang mua bao 16n 5-10 kg: Vira thtc khach hang tra
tién ngay, vira khéa chian khach hang khong thé sit dung
bot gidt thwong hiéu khac trong mot thoi gian dai. Mot cong

doi chuyén!
3. Dung NPV dé so sanh phuong an. Vi du thyc tién:
thanh toan can hd chung cu.

NPV la chi s& gitup ban cé thé so sanh cac phuong an dé

chon cach cé lgi nhat cho minh. Xét vi du:

MOt du &n ban nha chung cu giad 2 ti cé tién do thanh
toan nhu sau:

Thoi diém Tile S6 tién
Tra ngay khi ki hgp dong 20% 400 triéu
CuGi thang thir 3 5% 100 triéu
Cubi thang thr 6 5% 100 triéu
Cu6i thang thr 9 5% 100 triéu
Cu6i thang thr 12 5% 100 triéu
Cudi thang thr 15 5% 100 triéu
Cudi thang thir 18 5% 100 triéu
Cudi thang th 21 (ban giao nha) 45% 900 triéu
Cu6i thang thir 24 5% 100 triéu
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Cac thién kién thdng ké va nghé thuat bé sb

R4t nhiéu cam giac 1éch lac trong kinh doanh duoc tao
ra boi sy thi€u hiéu biét vé nhitng con s6. Trong do, ti 1€ va
phan trdm nodi 1én nhve mot guong madt vo cung sang gia
trong thé gidi ao giac. O Tap 2, ta da ting dugc trai nghiém
sw rac r8i cta ti s§ trong phan khuyén mai ting thém
(khuyén mai “mua 2 ting 1” khong c6 nghia la giam gia
50%, ma la giam gid 1/3 ~ 33%). Trong Tap 3, ti s6 sé duoc
“nang cdp” va khudy dao vo sd linh vuc trong kinh doanh
cling nhu trong doi séng bang cach tao ra nhitng thién kién

thong ke.

CONG TY GIAO NHAN VA CHi SO VAN HANH

Trong mang thuwong mai dién tt, giao nhan la mot trong
nhing van dé duoc quan tam nhiéu nhat. D€ danh gia kha
ndng giao nhan cua cong ty, nguoi ta dung nhiéu chi sg,
trong d6 hay dwoc nhac dén nhét la thoi gian giao hang
trung binh va ti 1€ giao hang thanh cong.
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Mot céng ty giao nhan Y c6 di liéu dudi day (€ don
gian, ta chi 1dy mét phan dir liéu nho trong téng s6 1
triéu don hang dugc xét):

Pon | Khach Khu vuc Thoi gian giao Trang thai
hang lan dau
1 A Noi thanh 1 ngay Thanh céng
2 A Noi thanh 1 ngay Thanh cdng
3 B Ngoai 5 ngay Thanh cong
thanh
4 C Noi thanh 2 ngay Thanh céng
5 D Noi thanh 2 ngay Thanh cong
6 E Nodi thanh 1 ngay Thanh cong
7 E N&i thanh 1 ngay Thanh cong
8 E Noi thanh 1 ngay Thanh céng
9 F Ngoai 7 ngay Hay
thanh
10 G N6i thanh 4 ngay Hay

Giam d6c cong ty dua vao dir liéu ké trén va tinh ra
dugc cac chisé van hanh:

- Thoi gian giao hang trung binh: Téng sé 8 don thanh
cdng, thai gian hoan thanh trung binh ctia 8 don nay la
1,75 ngay. (bugc biét, trung binh nganh la 2 ngay.)

- T 1é giao hang thanh cong: 8/10 = 80%. (Pugc biét,
trung binh nganh la 70%.)

(Cdc dit lieu mang tinh gia dinh.)

Gidm d6c cho rang Cong ty Y dang van hanh tét hon
trung binh nganh, va mai ban rét von dau tu.

Ban nght sao vé 16i mdi nay? Liéu c6 gi khéng dung, va
cdng ty cé dang che gidu diéu gi?



Hiéu rng chim maoi (Tap 3)
SU THAT PHIA SAU CAC CHi SO VAN HANH

Nhiéu kha nang, anh giam d6c dang tung bua bang cac
con sO ti 1é. D€ nhin rd sy that, ta can xét ki t&t va mau cua

ting chi s6.

Thdi gian giao hang trung binh

O day, hén ban cling nhan ra anh gidm d&c da bo qua
nhiing don bi huy, khong tinh vao thoi gian giao hang
trung binh. Trén thuc t&€ nhiéu don bi huy chinh la vi giao
hang tré. Néu tinh ca nhitng don giao nhung bi huy, thoi
gian giao hang Ian dau trung binh ctia Y phai la 2,5 ngay.

O r4t nhiéu cong ty, khi lam bdo cdo thwong bo ludn
nhitng don bi huy. Bang thong ké trén thuong xuat hién cac
ki tu #N/A bi hiém (hodc d6i khi bi bo trang):

Pon | Khach Khu vuc Thoi gian giao Trang thai
hang lan dau
1 A Noi thanh 1 ngay Thanh céng
2 A Noi thanh 1 ngay Thanh céng
3 B Ngoai thanh 5 ngay Thanh céng
4 C N&i thanh 2 ngay Thanh cong
5 D N&i thanh 2 ngay Thanh cong
6 E Noi thanh 1 ngay Thanh céng
7 E Noi thanh 1 ngay Thanh céng
8 E No6i thanh 1 ngay Thanh coéng
9 F Ngoai thanh #N/A Hay
10 G N&i thanh #N/A Hay

Trong rat hop li, dang khong?
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Theo cach trinh bay trén, chuyén tinh thoi gian giao
hang trung binh chi véi 8 don hang thanh cong la rat ty
nhién. Don hang s& 9 va s6 10 dd bi trir khit, khong con chat

dau vét nao trén bao cao cudi cung.

No&i thanh, ngoai thanh, va ti 1é giao hang thanh cong

Ti 1é giao hang thanh cong ¢ day duang la 80%. Tuy
nhién, y nghia thuc sy cua né da bi che gidu boi viéc gdp
noi thanh va ngoai thanh lai lam mot. Mbi khi 2 con s8 dwgc
gOp lai thanh mét con s6 thit ba d€ danh gia, ki€u gi ciing ¢
mdt lwong thong tin bi mat di.

Nhu céc ban cling biét, ndi thanh va ngoai thanh la 2
khu vuc khac nhau. N¢i thanh thwong dwoc giao nhanh va
dé thanh cong, trong khi ngoai thanh thoi gian 1au va c6 thé
sé bi huy don vi nhiéu li do (dia chi khong rd rang, thoi
gian giao qua lau...). Do ban chat rat khac nhau, nén néu
gop chung cac nhom nay lai véi nhau sé tao sy thién 1éch,
nhat 1a khi ti trong gitta cdc nhém khong déu.

Quay lai Cong ty Y. Ta hay th tinh rd s6 don giao

thanh cong caa ting khu vuec:

- Néi thanh (chiém 80% téng s6 don): 7/8 = 87,5%.
- Ngoai thanh (chiém 20% t6ng s don): 1/2 = 50%.

Ti Ié giao hang thanh c6ng chung: 8/10 = 80%.

Thtr xem xét mot cong ty khac (tam goi la Z). Z chu yéu
chi c6 don giao hang ngoai thanh, va c6 chi s6 nhu sau:

148



Hiéu &rng chim moi (Tap 3)

Pon | Khach Khu vuc Thoi gian giao Trang thai
hang lan dau
1 M Noi thanh 1 ngay Thanh cbng
2 N N&i thanh 1 ngay Thanh céng
3 P N&i thanh 1 ngay Thanh cong
4 Q Ngoai thanh 3 ngay Thanh cdng
5 R Ngoai thanh 3 ngay Thanh cong
6 S Ngoai thanh 3 ngay Thanh céng
7 T Ngoai thanh 3 ngay Thanh cong
8 V] Ngoai thanh 4 ngay Hay
9 \% Ngoai thanh 4 ngay Hay
10 w Ngoai thanh 4 ngay Hay

- Ti 1& giao hang thanh cdng ndi thanh (chiém 30% téng
s6 don): 3/3 = 100%.

- Ti 1& giao hang thanh cong ngoai thanh (chiém 70%
téng s6 dan): 4/7 = 57,14%.

Ti 1é giao hang thanh céng chung: 7/10 = 70%.

Co thé thay, tuy chi sd giao hang thanh cong & ca hai
khu vgc cua Z déu t6t hon Y, nhung con s6 cudi cung thi Y
lai t6t hon Z. Z chon lam “viéc khd” la giao hang ngoai
thanh, khién cho chi s6 chung cua ho thut lui.

Ré6 rang, néu giao hang, du ngoai thanh hay ndi thanh, ban
ciing nén chon Z dé giao thanh céng nhiéu hon Y.

Nhu vay, ti 1é giao hang thanh céng néu gop lai sé
chang néi 1én diéu gi. Mudn danh gia thuc sy dung, ta phai
tinh ti 16 hodc con sd trung binh cta nhitng thanh t& ¢6 ban

chit giong nhau.
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Chinh tro gop chung cac khu vuc khac nhau lai thanh
mot chi s6 ciing khién chi s6 thoi gian giao hang trung binh
léch lac theo. Ta hay th boc tach ro rang va tinh trung binh

ctia mdi cong ty theo ting khu viec:

congtyY:

- Néi thanh: 1,63 ngay.

- Ngoai thanh: 6 ngay.

- Thoi gian giao hang trung binh chung: 2,5 ngay.
Congty Z:

- N&i thanh: 1 ngay.

- Ngoai thanh: 3,43 ngay.

- Thadi gian giao hang trung binh chung: 2,7 ngay.

Ban c6 thdy van dé khong? R6 rang anh giam d6c Coéng
ty Y da che gidu di€ém yéu ctua minh rat t6t. Tai khu vic nao
anh cling giao cham hon Z, nhung chi s6 chung lai t6t hon

rdt nhiéu!

Xin nhac lai:

M®&i khi c6 2 hay nhiéu phan tir dugc gbp lai danh
giad chung théng qua chi 1 chi s8, chdc chan dau
d6 ¢6 nhitng théng tin da bi mat di.

Tuyét chiéu khtr s6 thuong dugc nhitng tay ranh
ma s dung dé tao cam giac sai léch, qua mat
nhirng ngudi ngay tho.
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Tl chéi don va tach don—nhitng trd ma manh

Nhw vay, ban cling da thay, moi chi s6 déu co thé diéu
khién bf?mg cach thay doi ti trong. Dua vao d6, cac chuyén

gia tao ao gidc cling thuong c6 nhitng tro sau day:

1. Tt chdi nhan don kho: Cong ty Y co thé tir chdi ngay
khong nhan giao nhitng don qua khé, nhu ¢ dao xa. Cach
nay giup ho giam ti trong don ngoai thanh, giam thoi gian

giao hang trung binh, cling nhu gidm kha nang don bi huy.

2. Tach nhitng don dé thanh nhiéu don nhé: Cong ty
Y, néu muén “bién hda” sd liéu, cd thé ¢d tinh tach nhitng
don noéi thanh thanh nhiéu don nhé. D& chic chin khong cé
buia phép gi, ban phai kiém tra thkt nhitng don nhu cua
khach A (2 don), khach E (3 don) cé thuc su la don khac
nhau hay khong. Trong trueong hop ho chi dat 1 don nhung

Cong ty Y tach thanh nhiéu don, 16 rang Y da bua s6 liéu.

Thyc t€ néu xay ra tinh trang tach don, thi bang s6 liéu

ctia Y can lam lai nhw sau:

Ppon | Khach Khu vure Theoi gian giao Trang thai
hang lan dau
1-2 A Noi thanh 1 ngay Thanh céng
3 B Ngoai thanh 5 ngay Thanh cong
4 C N&i thanh 2 ngay Thanh céng
5 D N&i thanh 2 ngay Thanh cong
6-7-8 E Ngi thanh 1 ngay Thanh cong
9 F Ngoai thanh 7 ngay Hay
10 G N&i thanh 4 ngay Hay
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- N&i thanh: trung binh 2 ngay, 80% thanh céng.
- Ngoai thanh: trung binh 6 ngay, 50% thanh céng.

- Téng toan céng ty: 3,14 ngay (bdo céo ban dau: 1,75
ngay), 71,43% thanh céng (b&o cdo ban dau: 80%).

Sau khi loai bo chiéu tro thong ké, sw that da 16 dién!

DOANH SO Bi AN CUA BO PHAN BAN HANG

Pé két thac phan nay, ta sé xem mot vi du khac, véi
mot cau héi héc buia khién cong ty no hoa mat chéng mit

nhung van khong thé nao hiéu ndi.

Nhu hau hét cac bd phan ban hang clia cong ty khac, bd
phan ban hang clla Cong ty Eco cling tuyén rat nhiéu
nhan vién va danh giad tat cd qua doanh s6. Anh Nhién
gidm dbéc ban hang nhan chi tiéu doanh sé tir trén
xudng, va phan chia lai cho cadc nhan vién ban hang.

Vao cudi nam, Nhién tong két k&t qua cac nhan vién dé
danh gia va thudng, dugc bang nhu sau:

n vién | Phan tram chi tiéu
A 100%
B 105%
C 105%
D
E

110%
105%

Ve Ii thi khi tat cd nhan vién déu dat hoac vugt chi tiéu,
cd bo phan cling phai vugt chi tiéu mdi dung. Tuy
nhién, khi so lai v&i két qua trén giao xudng, thi that la
ki la, cd bd phan chi méi dat 95% (?!).
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Theo ban, chuyén gi da xay ra?

(Gia dinh 13 chi tiéu cGa mdi nhan vién déu bang nhau,
khong c6 ai dugc dat chi tiéu cao hay thap hon.)

NHONG CON SO B| TRU KHU

Hian ban cling nhin ra ngay van dé: Chac chan c¢6 nhiéu

con s6 da bi mat di khéng dugc tinh. Sy that 1a thé nay:

Cling nhu cac cdng ty khac, bd phan ban hang Cong ty
Eco cling thay mau rat nhanh va nhiéu. Cac nhan vién
khéng dat thudng nghi hoac bi dudi viéc. Vi Ii do nay,
vao thoi diém téng k&t cudi nam, nhirng nhan vién con
tru lai déu la ngudi c6 thanh tich tot.

N&i cach khac, nhirng nhan vién c6 doanh sé kém déu
da bi “trir khr” trén bang sé liéu bdo céo.

Nhanvién | Phan tram chitiéu | Tinh trang
A 100% Con lam
B 105% Con lam
C 105% Con lam
D 110% con lam
E 105% Con lam
F 90% Da nghi
G 85% Da nghi
H 80% Da nghi
I 75% Pa nghi
J 95% Pa nghi

Trung binh 95%

Cubi cung, dé danh lac hudng cdp trén, Nhién quyét
dinh it nhac dén con s6 cudi cung cla cd bd phan, ma
lién tuc nhac di nhac lai trong bdo cdo la: “Tat cd nhan
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vién bd phan ban hang hién tai déu da hoan thanh hodc
vuot chi tiéu doanh sé dé ra.”

U, cling dau c6 sai...

Khi 18y vi du vé doanh s8, moi thit con dé thay. Mot s6
sé€p & cac phong ban khéc cing ap dung chiéu trit khit nhin
vién khong dat khoi bang bao cdo nhu trén, va dat dugc két

qua con dep va kho phat hién ra hon nita. Vi du:

- Sép phong nhén sy bao cdo, 100% nhan vién déu hai
long véi céng ty va khoéng cé y dinh nghi viéc. Thyc ra,
truwdc d6, nhirng nhan vién bl xdc véi cong ty déu da
nghi va phong nhan su khéng c6 cadch nao ngan chan.

- Sép phong phat hanh bédo cdo, 100% dau séach cda
cdng ty c6 mat trén ké cla cac nha sach Ién déu dat
100% chi tiéu doanh sé. Su that la, nhirng sach béan &
déu da bj nha sach tir ch6i khdéng nhap nta tir lau, va
van con chat déng trong kho.

TONG KET: THIEN KIEN THONG KE VA CAC TUYET
CHIEU “BE SO”

Chang ta da nghién cttu qua mot sd tuyét chiéu bé sd

tng dung thién kién thong ké:

- Bép méo tl&r va mau cla ti s6 (vi du vé giao hang).

- Trir khr nhitng con s6 khong dep (vi du vé chi tiéu
doanh sé ban hang, chi tiéu giao hang, mulrc d6 hai long
cla nhén vién).
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- Tinh gbép chung cac nhém cé ban chat khac nhau (vf
du vé giao hang ndi thanh va ngoai thanh).

Tém lai, khi gp chung nhiéu phan ti lai thanh mét chi
s6 d€ danh gia, sé c6 thong tin mat di, va day la noi nhing
tro bé s6 xudt hién. Tam tri con nguoi da dé bi danh lia,
nay cang dé bi danh lira hon khi chiéu tro dugc nguy trang
béng vé ngoai chéc chén, déang tin, va chinh xdc ctia nhiing

con sO doi ltra.
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