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Tac gia Stephen Brown hién 1 gido su chuyén khoa Nghién ctru Tiép thi tai Pai hoc Ulster, Bac
Ai Nhi Lan. S6 luong tic phim di xuit ban cta 6ng bao gdm 20 dau sach tiép thi, trong d6 c6 12
quyén don tac gia, hai quyén dong tic gia va sau quyén dong bién soan.Brown 1a ngudi chi xudng cac
1y thuyét tiép thi moi, duoc xem 1a “di gido”, di nguwoc han vai 1y thuyét tiép thi truyén thong. Ly
thuyét ctia Brown 1a 1y thuyét mdi, do do, ong ciing sang tao ra nhitng thuit ngir va khai niém tiép thi
truéc d6 chua ting c6. Chiang han nhu khai niém Marketease, cdu trac Tease va Mudi hai mé hinh
chit D trong quyén sach nay.

La sach vé tiép thi, nhung Nhitng chiéu tiép thi nguoc doi khong mang tinh chat kinh vién cii ky
ma c¢6 mdt cach thé hién hoan toan méi mé va doc ddo. Trong quyén sach nay, Brown dé ra mot chu
thuyét mdi: khong nén di theo 161 mon dinh huéng khach hang d3 trd thanh lac hiu ma nén hudng t6i
mot dinh hudng phan khach hang (anti-customer), noi rd hon, d6 1a giay vo, hanh ha, tréu nguoi khach
hang, khién cho ho phai chay theo nhitng con duong ma nha kinh doanh d& vach sin. Dya trén chi
thuyét nay, toan bo cac chuong trong quyén sach déu 1a nhirng cau chuyén ké 1y tha vé cac nhan vat,
doanh nghiép 16n d4 van dung thanh céng phuong thirc d6. Ban doc s& hiéu thém vé Ty Warner — chu
cong ty Tedy Bears, hang ti xach cao cap Hermes Birkin, cac tip doan Starbucks, Levi’s Strauss,
doanh nhan noi tiéng Elbert Hubard, nit nghé si Lillian Rusell, nha tai phiét bat dong san Donald
Trump, danh ca Elvis Presley va ong bau cua chang, Dai t4 Tom Parker, nit danh ca Madonna, Dai ta
Sanders, ngudi sang 1ap tap doan ga ran KFC (Kentucky Fried Chicken) va nhitng cdu chuyén tiém an
phia sau thanh cong vuot bic cua loat truyén Harry Potter voi nhitng chiéu tiép thi cuc ky ctia nha xuét
ban Bloomsbury (Anh) va Scholatic (M¥), nhitng nhan vat dy tha vi nhu“Diamond Jim”, Big Kev,
van van...

Nhu nhan xét ctia mot ban doc trong myc Review cua website amazon.com: “Mdt 101 canh bao
cho tat ca nhitng ai giéng nhu t6i, nhitng ngudi ma tiéng Anh khong phai 1a ban ngit va nén vin hoa
Anglo/M§ khong phai 14 nén van hoa me dé. Gido su wa thich choi chit va d6i lic khoé ma theo doi
cudn sach do c6 nhiéu tham chiéu toi nhirng nhan vat va cac hién tugong chua duoc biét tdi & cac nén
van hoa khac...”, ban doc nguo1 Viét chic chin s& gap nhiéu kho khin trong vi¢c cam thy quyén sach.
Vi 1y do nay, ngudi dich d xin phép va dugc sy dong ¥ ciia tac gia dé st dung mot s6 hinh anh dugc
pho bién ty do trén internet nham giup ban doc c6 thé cam nhan, hinh dung tt hon vé nhitng nhan vat,
su kién va hién tuong duoc dé cap trong quyén sach.

Piém dic biét can luu y khi doc Brown 1a ong dan dat nguoi doc di theo 1y thuyét méi mé cua
minh bang nhitng dan ching sinh dong, voi mot van phong cuc ky hai hude, di dom va st dung rat


http://SachMoi.net/

nhiéu phép tu tlr, choi chit, sir dung nhiéu tir ngit Anh c6 xuat x&t ban dia khac nhau. Brown ciing sang
tao ra kha nhiéu tur nglr va khai niém hoan toan méi. Do vay, viéc dich tac phélm cua Brown mot cach
chinh x4c ma van luu giir dugc tinh cht vin phong day tio bao va 16i cudn ctia 6ng khong phai 12 mot
viéc dé dang. Vian phong cta Brown khong phai 12 vin phong ctia mot nha nghién ctru tiép thi kinh
vién ma rat gan véi phong cach van chuong. Béng chimg 13 hai quyén sach xudt ban gan ddy nhét cua
Stephen Brown (The Marketing Code va Agents and Dealers — nhai theo tén hai tac pham The Da
Vinci Code va Angels and Demons cua nha van Dan Brown) da dugc chinh tdc gia xem nhu 12 hai
quyén tiéu thuyét giat gan (thrillers). Ban doc quan tAm c6 thé tim hiéu thém vé tac gia Stephen Brown
va nhitng van dé 1ién quan tdi cac tac pham cua 6ng tai website http:/www.sfxbrown.com.

Sai Gon, 10/2008

Nguyén Thanh Nhan



MO DAU

GIAN NAN CON PUONG THI THUC

Thién ha cho rfing ai cling c6 mdt cau chuyén vé Dich vu Nhap canh dé ké 1& ca ké, va toi thi lai
cd qua nhiéu diéu dé ké. C6 mot cai gi d6 & nét mit, giong ndi, hay co 18 1a thai do cta toi, dd danh
dong nhitng qua chudng canh bao trong tiém thirc ho. Lan ndo toi ciing dat mirc thr ba. Khong hong.
Khong c6 ngoai 16. JEK, LAX, O’Hare, Orlando, hay Netwark.!!] Ban ctt viéc néi tén di, t6i da ting
tdi d6 r6i, dau xudi dudi lot, va cha nhan duoc mot cai 4o T-shirt [khuyén mii] nao dé bu dip cho ndi
khén kho ctia minh!?!

L& ty nhién, t6i dd cb 1am moi thtr trong kha ning dé xuc tién qué trinh nhip canh. Mot ny cudi
than thién? Vo hiéu qua. Nhing 101 dudng mat kiéu Ai Nhi Lan? Pung choc cudi ti. Im lim, 4nh mat
xa xam tho thdn? Sai 1am 16n.

Tuy nhién, trong tit ca moi nd luc dé nhap canh Hoa Ky cua toi, khong c6 1an nao rdi beng cho
bang ¢t 6n a0 mGi day ciia toi ¢ Phillyl®l. Tham chi ca cai luc toi khong tai ndo chd doi ¢ dang sau
vach vang, nhu dugc hudng dan, va nhanh chong len 16i qua dam déng nhdn nhao dé tién vao mot can
phong phong van don chio t6i mdt cach nong nhiét, so v&i su tiép don toi & Thanh phd cua Tinh
Huynh d¢.1*]

“Muc dich viéng thaim Hoa Ky ctia 6ng 1a gi?” Tay can bd hoi, theo cung cach giy dong mau quen
thuoc cua anh ta.

“T6i dén du mot cudc hdi thao, thua can bo.”

“O, thé a. Loai hdi thio nao thé?”

“Mot cude hoi thao vé tiép thi,” to6i phan cong (hoi trang tréo ti chat). “Téi 1a mot gido su vé tiép
thi va...”

“Hay ké cho t6i nghe diéu gi d06, thua Ngai,” anh ta ngung lai, vi su nhan manh vao tir Ngai dé
ngu y rang phai ¢ thoi gian chd doi trong con duong vong dén Penn Penl®), “bi mat ctia sy thanh cong
trong tiép thi 1a gi?”

“Xin 151, 6ng noi gi?”

“Ngai bao ngai o trong nganh tiép thi, thua ngai. Bi mat ctia sy thanh cong trong tiép thi 1a gi?”

T6i mubn 1én con sot. Choang vang. Lung ting. Vang, t6i nghi, t6i biét Hoa Ky 1a mdt qubc gia
thuc dung, nhung t61 khong biét rfing ho khoi su kiém tra ban ngay tai ctra vao! T¢€ hon nira, chuyén gi
s& xay ra néu t6i hiéu sai cau hoi? C6 thé ching t6i dang ndi chuyén kiéu tréng danh xudi kén thoi
ngugc & ddy. Toi co nén tha nhin rang toi da danh tron sy nghiép han 1dm ctia minh dé tin cong vao



khai niém tiép thi truyén thong? Khai niém tiép thi kiéu My!

bung véi nhirng niém tin cia toi, trong pham vi kha di cua mot gido su tiép thi nhat gan, t61 am a
amr, Ap a ap Gng, roi cudi cung danh lidu mot chuyén, “Khach hang ludn ludn dung, thua can bo?”

“Sai,” anh ta tuyén bo mot cach héng hach.

Rudt gan t6i khong hoan toan bién thanh nudc ngay lic d6, nhung sy hoa 16ng dut khoat dang dién
ra. “Sai a?” t61 rén 1én.

“Sai,” anh ta dap. “Khach hang 1a vua, anh ban a. Khach hang 1a V-U-A.”

“Bat ctr thir gi 6ng bao, thua can bd.”

“Vo t61,” anh ta tiép tuc mot cach hoa nhd, “lam trong nganh tiép thi. Tiép thi da cip. Co 4y ban
vitamin va cac thir cho ban bé ctia ¢6 4y. C6 4y bao khach hang 1a vua.”

Théanh than oi! T6i d3 tim ra mdt vién can b nhip canh than thién duy nhét trong ca qudc gia nay!
Hoic 1a cudc d6 bd cua toi di tring khép véi chuong trinh huan luyén nira ngay cham soc khach hang
¢ mudi nim t6 chire mot 1an cua ho.[°!

“Cam on, can bd,” t6i thd hon hén. “Cam on. T6i sé& cb ghi nhé diéu do.

“Nén 1am thé, anh ban a. Khach hang 1a V-U-A. Chic mdt budi hdi thao tot dep.”

Cha, t0i c6 thé noi gi sau d6? Chi c¢6 nudc chudn thdi, toi chic 1a ban s& dong y. May con chd co-
ly cta 61, nodi that 10ng, cling chua bao gio choang vang dén thé. Thé nhung, bat chip céi tiéu diém vé
khach hang vira duoc phat hién ¢ tuyén dau cudc chién chong lai cac vién s han 14m mdi toanh, t6i e
rang toi budc phai khong dong ¥ voi tay chuyén gia tiép thi thuong trii xtt Philly nay. Va phan 1on céac
tay chuyén gia tiép thi thuong tra khac.[”! Khach hang khong phai 1a tdi thuong, ban thdy d6. Khong
phai lac ndo khach hang ciing ding. Khach hang khong phai 1a S6 Mot, vi sb luong khach hang van
tang 1én. Khach hang, ké 1a vua, di chét.

Cdc cong ty lam thé nao dé thu hat khach hang tét
nhat? Co mot cach la co thoa man ho, tim xem ho
mudn gi va trao nd cho ho, nhwr Iy thuyét tiép thi da
xac lap dé xuat. Nhwng ciing cd mét cach khac,
mdt cach khdng lién quan gi téi viéc chiéu chudng
khach hang.

Pé tranh bat ky sy ngd nhan ndo, t6i xin ndi rd rang toi khong chong d6i ban thin cac khach hang.
T6i chong ddi viéc dua dinh hudng dat trong tim vao khach hang thanh mot nguyén tic tiép thi co ban.
Cac cong ty can khach hang. Ho khong thé ton tai néu khong c6 khach hang. Piéu d6 khong can phai
ndi. Van dé 16n 1a: Lam thé nao dé cac cong ty thu hut khach hang t6t nhat? Co mot cach 1a cb thoa
man ho, tim xem ho mudn gi va trao n6 cho ho, nhu 1y thuyét tiép thi da duoc xac 1ap dé xuat. Nhung
cling c6 mot cach khac, mot cach khong lién quan gi t¢i viée chiéu chudng khach hang,

Céch khac nay, to1 cling xin noi ro, khong lién quan té1 STP (segmentation- phan khuc; targeting-
xac dinh muc tiéu; hay positioning- dinh vi); nd khong c6 ho hang véi PST (planing- 1én ké hoach;



strategy- chién lugc hay tactics- chién thudt); n6 khong quan hé gi t6i TLA (Three Letter
Abbreviations- Ba chit viét tat); va nd ciing chang dinh dang gi v6i AAA (Alliterations- phép diép
am; Aphrorism- cach ngdn; va Anagrams- phép dao chir cai). Tuy vay, t6i phai thira nhin rang nhiéu
tay nhan vién tiép thi di tré' nén nghién ngap mot cach dang budn nhitng biét ngit, nhitng tir thong dung
va nhitng ACRONYMS(Nhitng tir cdu tao tir chit cai dau cua mot nhom tir). Do d6, ¢ day t6i chon
liéu phap cai nghién. Khi doc xong cubn sach nay, bansé khong bao gid con mubn nhin thdy nhitng tir
tat 3C, 4P hay 7S nao khac nita.

VAy, trai v6i nhitng ludn diém cta cac nha tu van, tiép thi khong phai 13 viéc dat trong tim vao
khach hang. Viéc nd dit trong tim vao cai gi chinh 1a dé tai ctia quyén sach nay. Hay doc nd, roi ban
s& kham pha ra bi mat ctia thanh cong trong tiép thi. Nhung khong phai 13 ngay 1ap tirc. Tat ca s& dugc
hé 16. Cham rai. Dan da. Vao phit chot. Xin hiy nhd, moi su s& dén véi nhitng ai biét xép hang chd
doi... 0 ban dang ky.

T4t nhién, t6i hiéu ring mot s6 ngudi trong cic ban khong san 10ng chd doi. Ban nén nao mudn
biét nd dé cap tdi cai gi. Cat ngang cudc sin dudi. Pua tién ra cho t6i thdy. Thit bo, hay it nhat 1 com
hop, & dau? Ban c6 nhitng ban be & by phan Dich vu Nhap canh, t61 doan thé.

A, t0i e rang ban s& phai kém nhitng con chién md dang tung vo cua ban lai. Vi tdi tan thinh mot
triét 1y vé dinh hudng phan-khach hang (anti-customer) — va dé xuat rang nhitng nha tiép thi nén tréu
nguoi, diy vo va hanh ha khach hang trén con dudng di dén thanh cong cta ho - ban khé 1ong mong
do1 to1 s€ thoa man cho mdt khach hang nhu ban, nhét 1 théa min cho khat khao cua ban d6i véi su
hai long vé tri thirc ngay 1ap tuc.

Tuy thé, toi d hira v6i ban vé Qua ting mién phi bén trong, va, véi tu cach 1 ngudi dau téu cho
cau tric TREU NGUOI (TEASE) sap gi6i thiéu, t6i s& phac hoa cdt 161 ctia quyén sach ndy bang mot
dan chirng minh hoa, mét doan trong chudi hai kich Will & Grace. Trong trudng hop ban chua biét toi
cac vo hai kich tinh hubng tuyét voi nay, Will va Grace 1a mot cip vo chong ky quic ctia thé ky hai
muoi mot, kha vui vé, kha trung thue, va hoan toan dién ro. Grace 1a mot nha trang tri ndi that, Will 1a
mot ludt su, va, trong doan kich lién quan, mot trong nhitrng nir than chti cau kinh cta Grace bat chot
thich Will. Will chiang doai hoai gi téi nhitng loi thé cia minh va anh cang phdt 16 ké theo dudi, co ta
cang tré nén si tinh. L& ty nhién, Grace khong dan 1ong ndi; cd bam sat Will mot cach tro tréo, nhu
thoi thuong, dé gilr chong, va moi loai rac rdi hon nhan xdy ra sau d6. Chi cho téi khi Will quay sang
nguoi thin chil phién toai, v nhu anh da nhin ra anh sang, tuyén b tinh yéu vinh ctru ctia anh, va bay
to khat khao chan thanh mu6n danh tron cudc doi dé séng bén nhau cua anh, ké theo dudi méi hoang
hon bo chay va bd doi dién cudng ciia ching ta lai quay vé vdi cai vo bé ngoai ctia hanh phic gia
dinh.

Khéch hang ngay nay 1a vi than chu phién toai da that kinh hon via boi nhitng tuyén ngon tiép thi
theo kiéu cua Will vé tinh yéu bat diét va ndi khat khao tuyét vong dén 1am ngudi khac rdi ca dau dé
thiét 14p mot quan hé dai 1au. Ching ta thoi khong xtr sy cing ran. Ching ta chay theo ho khi c6 mot
con dudng khic quanh ddy. Chiing ta khong thé nhin thdy nhitng khach hang nhiét tinh mot thoi cta



chiing ta nita vi mot ddm bui mu. Nhitng nd lyc qua mirc ctia ching ta trong viéc 1ay 1ong chi 1am ho
thém phat cau. Chung ta da trd thanh ké quay ray, va nhitng ké quiy ray it bi 1am ngo, bi tranh né hay
bi bac bd. Su by d& giét chét nhitng thwong hiéu.

Vay, ban 1am thé ndo dé thu hut khach hang? Cau giai dap 1a 1am cho thuong hiéu ctia ban trd nén
quyén rii, 1am cho nhitng san phim cua ban trd nén cuc ky dic biét, lam cho cong ty ctia ban ndi bat
1én trén dam dong khong mau sic. Chi cu xir cing ran thdéi chua di dé 1am chuyén d6, boi nhiing gia
dinh réng moi nguoi mudn cai ma ho dugce chao moi. Ho phai bi thuyét phuc dé mudn cai dang co san,
va trong mot thé gid1 cla cac san phém va dich vu duoc nhan dang theo mo ta, diéu d6 co nghia 1a thu
hut sy cht ¥ vao 161 chao mo1i riéng biét cia ban. Nghia la, trong sb cac viéc khac, phai hét to hon
nhitng ngudi con lai. Nghia 1a két hop tinh chat kho-dat-duoce véi tinh chat cuc dinh dé tao thanh mot
strc hap dan kho-tot-cung. 8!

Vi thé, ban ¢ n6 day 1Oi. Lap luan cua t61 la mot su thu gon. Vé mit ciu tric, co 18 tdi nén thém
vao, rang Nhirng chiéu tiép thi ngugc doi(!!), bat dau vé6i tinh chit kho-dat-duoc va dan dan chuyén
sang tinh chat cuc dinh, du sy phan biét gitta kho-dat-dugc voi cuc-dinh khong rach roi1 dut khoat,
nhu kho-tot-cting cho thy.

Tuy nhién, trudc khi ban mao hiém tién vao 1anh dja cua tinh chét kho-tot-cung, t61 cling phai noi
rd rang quyén sach ndy thuc hanh nhirng gi nd rao giang. N6 tién hanh sy kho-dat-duge bing cach dan
da hé 16 nhitng bi mat ctia nd. N6 hoan toan cyc dinh & phuong thirc chuyén giao ctia nd. Toi cd mot
tir dién chuyén dé, ban thiy do, va toi khéng ngai st dung no.

Pong thoi, t6i nhan thirc rang cach tiép can nay co chut dinh khic thudng, nhat 1 trong mot linh
vuc duogc dinh tinh boi nhitng xuit ban pham thuc té, khong phi 1y, di thing vao van dé. Can phai c6
sy dén bu, va, trong mot nd luc léy long chinh ban than t61 mot cach mia mai, t61 da dua vao khong
dudi muoi 1am, xin néi lai, 1a c6 ding mudi 14m qua ting mién phi bén trong. Cuc dinh, t6i biét,
nhung chiing ta c6 thé khoi sy tot khi chung ta ¢6 ¥ dinh tiép tuc.

Ban khong budc phai chip nhan nhitng moi chao rudm 10i cia t6i,[°) hodc thim chi c¢6 thé danh
thoi gian d6 dé thuong thirc nhitng giai diéu thu gidn con an gidu. Nhung ching ¢6 mit & d6, néu ban
mubn than tho la ca thudng thirc cudc hanh trinh — muoi bai hoc, co bo sung thém mot trén ching
duong di — hon 1a v6i vang lao vé phia dich dén cua chung ta. Néu, tit nhién, ban dang qua voi, chi
can don gian nhay coc tir doan trich din ndy sang doan trich dan khéc, dugc chi thi boi nhirng bién chi
duong trong sach, va ban s¢ nam duoc y chinh trong 1ap luan cua toi.

Phai thira nhin rang mot vai tay theo chu nghia hoai nghi c¢6 thé ngd rang nhitng qua ting cta toi
cha c6 gi khac hon 1a sy bong dua ty phy, hay néi cach khac 1a nhiing moéon don vo nghia 1y. Hoac ca
hai. Hiy gat bo nhirng ¥ nghi tim thudng do, ban doc quy mén ciia toi. Ban goi n 1a thir dé nhdi cho
day. Toi goi né 1a gia tri gia ting. Dich vu Nhap canh goi n6 1a chimg ctr. Toéi di sin sang cho viéc
két thiic hod so cua t6i, thua can bo.



BAIHOC I

CACH THUC PE KINH DOANH THANG LOI
VA CHOC TUC MOI NGUOI

* H&i Khach hang, Nguoi ¢ dau?

Hay v& mot quyén sach tiép thi, bat ky quyén ndo. Thir xem luét qua. Bo chut thoi gio. N6 noi gi?
Khong, khoi phai cho t6i xem. Toi s& ndi cho ban biét. Xin hiy nhd, t6i 1a mot doc gia cé cai dau tiép
thi. N6 néi gi d6 vé viéc dit trong tim vao khach hang, dung khéng nao? Co thé 1a chim soc khach
hang. C6 thé 1a van dong khach hang. Co thé 1a dan dat khach hang. Chac chin 1a khong duong dau véi
khach hang roi. Hirm, dé toi nghi xem nao, Troi a, co thé ndao viéc 1am thda méin khach hang, tap trung
vao khach hang, 1ay khach hang 1am trong tam, coi khach hang 14 t6i thuong lai dinh dang gi t&i nhing
mbi quan hé? Tiép tuc xem. Toi sip nghi ra ddy. Toi nghi ra roi. N6 13 mot tir ngit mdi. Khong, 13 mot
tir cAu tao tir nhirng chir cai dau. Khong, 1a mot danh tir d3 bi dong tir héa mot cach thd bao: Khach
hang hoa cong ty!

skeksk

e Toi noi c¢6 dung khong?

Trong khoang bon muoi nim hay ciing ¢& d6, cac nha tiép thi da sung kinh quy dudi chan ciia
khach hang. Khach hang khong thé sai. Khach hang ludn lun ding. Y mudn cua khach hang phai duoc
thue hién. Bi mat cua thanh cong trong tiép thi, nguoi ta bao chiing ta, bao ham viéc ‘dap tng cho céc
nhu cau ctia khach hang thi t6t hon 13 sy canh tranh’. Mic di mot chién lugce nhu thé co thé hiéu qua
khi viéc dat trong tAm vao khach hang con 1a cta hiém — khi viéc cham soc khach hang mang dén loi
thé canh tranh — truong hop d6 ngay nay khong con nira. Moi to chirc déu d3 dit trong tim vao khach
hang, hodc qua quyét rang minh 1a thé. Moi tip doan da mua dit cai ¥ thirc hé khach-hang-trudc-hét,
gia nhu con c6 mot chon lya dang tin cay khac. Moi1 doanh nghiép déu trung ra mot vi pho chu tich vé
tiép thi, hodc twong duong, ké da ting doc Kotler!!%! tir dau dén cudi va da danh nhiéu dip nghi cudi
tudn vui vé cho cac cudc hoi thao CRMI!! va cac khoa tap huan ngin ngay. 12!



Trong cdi thé gi¢i twong dang vé su chiéu
chudng khéch hang nay, noi moi ngwéi cha

than phién chi vé viéc dat trong tam vao khach

hang, lam sao dé cé dwoc loi thé canh tranh,

va, quan trong hon, lam sao duy tri no?

Trong cai thé gidi twong ding vé su chiéu chudng khach hang nay, noi moi ngudi cha than phién
chi vé viéc dit trong tdam vao khach hang, lam sao dé c6 duoc loi thé canh tranh, va, quan trong hon,
lam sao duy tri n6?

Duong nhu da s6 cac nha tiép thi nghi rang 15i giai chinh 1a tré' nén hudng tdikhach hang nhiéu
hon nita; khong chi don gian théa man ma con phai lam khach hang vui 1ong; khong chi don gian lam
vui 10ng ma con 1am khach hang say dam; khong chi don gian lam say dam ma con 1am khach hang mé
man; khong chi don gian lam mé man ma con lam khach hang mé mét.!13!
thé thoat than?

Du cudc chay dua ngoan muc nay that dang ngudng md, nhung véi toi, dudng nhu nganh tiép thi

Lam sao khach hang con c6

dang ganh chiu su lam phat cac ky vong cta khach hang, su tan pha qua muc vé mit tinh tir, va sy lam
dung cac ti thuong cip. Pa qua 1au rdi nhitng ngdy tuoi dep, khi ma chi sy thda mén thoi ciing du, sy
tan thanh co thé chép nhan duoc, va su thich tha 1a mot giéc mo bat kha. Thay vi thé, chung ta 1am vao
mdt tinh thé noi nhirng nha tiép thi tin réng dat trong tam vao khach hang nhiéu hon nira 14 sy chon lua
duy nhat, rang dit trong tim vao khach hang nhiéu hon nita 13 con duong dé budc, rang dit trong tim

vao khach hang nhiéu hon nita ludn ludn 13 tot hon.l'4!

kksk

* Qu4 dbi dw thira

Tinh-chit-nhiéu-hon (more-ness), that vay, 1a mot phuong thirc tién hanh dic thu cia tiép thi hién
dai. Su phong pht tuyét dbi cua kha ning lya chon trong tirng hang muc san phdm c6 thé nghi ra gan
nhu 13 su ludng lu trudc tinh-chat-nhiéu-hon ciia nd. Du nd 1a nhitng loai bot giat, nhirng chat khir
mii, may rira bat dia hay dia DVD; 1a quin 4o kaki tong hop, nudc hoa co-16-nho, banh bot ngd
nudng hay kem chdng 130 hoa; 14 cac nha bang, pin, nudc dong chai hay thit quay; 1a tap chi, bo thuc
vat, xe gin may hay cac chuyén gia tur van quan tri; 1 xe hoi thé thao, gidy dé mém, van trugt hay thé
silicon; 12 kem d4nh rang, TV, cong vién giai tri hay vot tennis!'>); sy thira thdi cyc ky 1a mot dic
diém dinh tinh cua thoi dai coa chung ta. Nhu ky gia phu trach chuyén dé Lucy Kellaway cua to
Financial Times nhan xét mot cach séc sao:

Khi t6i con bé, c6 hai loai gidy vé sinh: cting va mém. Mdi loai dugc ban ra dudi dang nhiing
xép gidy gap lai hay nhitng cudn gidy. Thoi d6 khach hang c6 sy chon lua that su, va theo tri nhé cua
t6i, ba me toi — nhitng ngudi mua cac xép gidy gap cing — ludn chon sai mon.



G106 day, moi sy khong con théng tudt mot 1éo thé nita. Trén nhirng ngan ké cua siéu thi Sainsbury
dia phuong, gidy vé sinh chat day ca mot gian, chiém mot khong gian ngang véi toan bd cdc mén con
lai cta céi ctra hang ma & d6 me to1 tirng mua loai giéy vé sinh Izal kho wa. Co du loai Mém, Siéu
mém, Em i, Min gép doi, Mém hon & Dﬁy hon. Co du loai Tiét kiém, TAm thudc, Tai ché. Mém tai
ché, Tai ché 100% tir rac chit luong thap, va mot loai tén 13 Greencare. Phin 16n nhitng hang nay déu
xuét hién véi nhitng sac mau diu dju khac nhau: xanh bac ha, vang mat ong, tréng tuyét, mau qua dao
va héng thAm. Trén mot s loai con ¢ cé hoa vin va duoc goi1 béng nhitng cai tén kiéu nhu “huong
vi” va “dang ten”. Ngoai ra, con cé nhitng loai khan gidy am va mot san pham méico thé “ting cudng
v¢ sinh c4 nhan.”

Néu day la su chon lua, t61 khong can no.

Mark Earls danh gia rang c6 “quéa nhiéu moi thir”. Toi ddm néi rang thim chi c6 qua nhiéu su tiép
thi va binh ludn vé tiép thi. Mot nha tiép thi binh thuong dugc nhic nhd mdi ngay 3.000 1an rang mot
khach hang binh thudng nhan 3.000 thong diép thwong mai mi ngdy. Hay c6 18 nd cir theo 16i d6. Mdi
nam, nhitng truong day kinh doanh lai XUAt xudng mot trdm ngan vi thac si, tit ca déu nhiém phai
nhitng ¥ tudng tiép thi giong hét nhu nhau tir nhitng cudn sach gido khoa tiép thi gidng hét nhu nhau.
Thém nira, nhirng tiém sach bi nut chit v&i1 nhitng con quai vat “tiép thi gido khoa thu”, moi cubn
duoc vil trang bang nhitng doan danh du hoa thi va toat ra vé bi an v6i nhitng so d6 hinh hop va mii
tén. Thi truong sach tiép thi ¢6 tinh canh tranh cao dén mirc chﬁng bao lau nira nhitng cubn sach do sé
xuAt hién v6i nhitng qua ting mién phi bén trong! N6 s& két thic & dau?

Trong thé giGi cua sy chon lya dudng nhur v6 han ndy, cai duy nhat hiém hoi 13 chinh ban than su
hiém hoi. C6 mét sy thiéu thén nhirng thiéu thon. Cuia hiém it khi c¢6. Nhitng thir hang doc dédo hiém hoi
gior xuat hién ca 16 ca 16c. Mdi ngay mot tang 1én, cong viéc cta nha tiép thi 1a phai diéu hanh trong
mOt mdi trudng clatinh-chat-nhiéu-hon, cua cung vugt qua ciu, cia siéu thira thii, dic biét ¢ thoi
diém hién tai, khi nén kinh té toan cau dang chdm lai va nhiing thir du thira dang ting mai.

Tuy nhién, trai v6i nhirng ludn diém cta cac tu van gia, binh lun gia va ky gia chuyén dé thira
thdi, cong viéc diéu hanh nay khong doi hoi phai dat trong tim vao khach hang nhiéu hon, vi ciing da
c6 qué thira diéu d6. Nhiéu hon, nhiéu hon nita khong phai 1 cai chung ta can. Pa c¢6 qua nhiéu thir
nhiéu hon. Bt di chut it khong phai 13 khong thich dang. Nhiéu hon khong phai luc nao ciing tot hon.
[16]

Tré nén hwdéng t6i khach hang qua
mirc 1a diéu c6 thé Xay ra, va nganh tiép
thi dang vdi vang tién theo con dwdng

do. Chung ta da xap t&i gan nhirng

ngurdi tieu thu dén mike ching ta dang

thé ngay dwdi co cla ho.

N6i cach khac, chung ta di nhiém phai cai ma nhirng triét gia tiép thi hiéu biétl”! goi 1a Chudi



Chunky Monkey!!®], trong d6 mot mudng kem c6 nhan hiéu cau ching Ben & Jerry thi ngon tuyét, hai
mudng 1 du, ba mudng 13 qua x4 du, va bén mudng nghia 13 Chunky Monkey o1, xi lic 1éo! Ping hoi
toi diéu gi xdy ra sau nim mudng.

Tuong ty, tré nén hudng téi khach hang qua murc 1a diéu co thé xay ra, va nganh tiép thi dang voi
vang tién theo con duong d6. Chung ta d3 xap t6i gan nhirng nguoi tiéu thy dén mirc ching ta dang tho
ngay duoi 6 cua ho. Chuang ta da xam 14n vao khong gian ¢4 nhan ctia ho va ho dang tré nén buc boi
mot cach d& hiéu. O mirc d6 lién quan toi cac khach hang, CRM con c6 thé hiéu 1a Cac nha tiép thi
tom lom dén ghé ngudi (Creepily Repellent Marketers), ca mot 1 nhitng ké to mo toc mach, nhitng ké
goi nhitng ct phdn tuc tiu thé nhung lai duoc mién truy t0.

May thay, c6 mot kha ning chon lva thay cho quan diém dit trong tAm vao khach hang va quyén
sach nay dang 1y giai n6. Tuy nhién, trudc khi di toi giai doan do, ching ta can budc lui lai va cha
trong dén Bai hoc 1, thuc té rat rd rang rang c6 thé 1am giau trong kinh doanh ma khong can phai dit
trong tAm vao khach hang. Néi cho cting, nhitng kinh nghiém d& lam dién tiét dién ra hét ngdy nay sang
ngdy no giita ching ta voi cac tay moi gidi bat dong san tham lam, cac 6ng chu khinh nguoi, cac tay
moi gidi bao hiém miéng mém lién thodng, céc tay tho chita dng nudc khong bao gior xuat hién ding
luc, cac tay thg dién va nbi cap, cac cua tiém san séc sdc dep van dang cho viéc, cac ong chii bo tai
khoan ky quy an ninh, cac tuyén dudng hang khong kinh di, va voi viéc quay s6 1-800- KE THU cho
duong day nong chim soc khach hang cua ching ta, nhu thudng 18, nhic nhd ching ta rang ¢ nhing
cach khac dé 1am giau ngoai viée ton khach hang 1am Thuong Dé.

Qua ting Mién phi:
Do swre voi sy choi kham

* Vi sur phién ha ciia ban

Pé tai tuan nay cua chung ta la mot dac tinh cua doi séng hién dai. N6 da that sy lam to1 ngira
mul, éy 14 cai cach tién hanh nhirng viéc nay viéc no cua nhirng tap doan dé 1am cho cudc doi tré nén
dé dang véi ho roi vo nhur d6 13 vi 1oi ich ctia ban. Thong thudng, ban c6 thé noi diéu ndy xay ra khi
cum tir “vi sy thuan lgi ctia ban” hay “nhim cung cép mot su phuc vu t6t hon cho cac khach hang cua
ching ta” xuat hién ¢ dau do trong cac vin ban.

Vi dy, vira roi toi dén ngu trong mot khach san 16n... khi t6i dé y thay trén ban thuc don phuc vu
phong c6 ghi r??mg: “Vi su thuan tién cta ban, mot khoan thanh toan 17%s& dugc cong thém vao moi
khoan phuc vu.”

Mau to mo ndi 1én, t6i goi phuc vu phong va hoi vi sao viée cong thém 17% vao khoan tién thanh
toan phuc vu phong cua t61 lai c6 thé 1a vi sy thudn tién ctia toi.

C6 mot khoang im ldng hoi 1au. “Vi nd bao dam rang éng s& co thirc dn ctia minh trude thir Nam



td1.” C6 thé d6 khong phai 13 ting tir chinh x4c ma anh ban ctia ching ta da st dung, nhung qua do,
ching ta di hiéu rd ham ¥ ctia anh ta.

C6 mdt giai thich gian don cho 1y do vi sao diéu ndy xay ra. Pa phan cac cong ty 16n khong wa gi
ban cho 1dm, ngoai trir cac khich san, cac hing hang khong va Microsoft, nhitng noi nay chang wa ban
chut nao.

To1 nghi — du day 1a mét quan diém rat khic nghiét — cac khach san co thé 1a té hai nhat. (That ra,
Microsoft t& nhit, nhung néu t6i bat dau véi ho, toi s& khong bao gid két thuc duoc.) Cach day vai
nam, vao khoang 2 hai gio chiéu., t6i t&i mot khach san 16n & Thanh phé Kansas, trong s6 moi noi,
sau khi bay tir Fiji, trong s6 moi noi khac. Fiji, nhu ban s& théng cam, cach xa Thanh phd Kansas, thé
nén t6i kha mét va nén nong duge tim tap réi nam nghi ngoi mot lat.

“Gid check-in 12 4 gio chiéu,” nguoi thu ky bao mot cach than nhién.

To1 nhin anh ta v&1 vé mat dau don, tuyét vong ma t61 thuong khoac 1én & méy cai ban lam thu tuc
nhan phong. “Bbn gid chiéu? Vi sao?”

“Vi nd la nhu vay.” Anh ta nhan ra cau dap nay hoi khong thoa dang. “Nhitng ngud1 don phong
can co thoi gian dé lau don phong.”

“Y ctia anh 13 ho s& khong lau don xong bat cir phong nao cho téi bén gid chiéu?”

“Khong, 61 bao 1a khong c6 san phong cho téi bon gid chiéu.”

“Vi sao?”

“Vi do6 la chu truong cua cong ty.”

Bill Bryson - Nhitng ghi chép tir mot quc gia 16n

ek

* Herbie di nho dich vu

Hom nay t0i dua chiéc xe hoi cii, chi con chay duoc thém mét quing cach dudi 4000 dim, toi
mdt tiém stra xe thuoc hing xe noi toi dd mua nd. Vi sao u? Dudng nhu ctr moi lan t6i khoi dong xe,
nd khong chiu nd may. Toi da thay b dé, pin, cau chi, con chip vi tinh. Nhung ching thtr ndo giai
quyét duoc van dé.

Khi t6i ké lai moi chuyén cho vién quan ly dich vu nghe, 6ng ta nhin t61 v&é1 mdt cai nhin xem
thuong do dan. “Oi chao, miy chiéc Con Bo mdi ndy — chung s& khong nd may trir khi ong 1ai chiing
mdi ngly.”

T6i nghi chic 1a t6i da nghe 1dm — ndi cho cling, 6ng ta ndi mot thir tiéng Anh tuyét hio. Thé 14 toi
hoi lai 6ng ta rang van dé 1a gi.

“Ong thiy d6,” ong ta noi, lac dau voi vé thwong hai, “nhitng chiéc VW nay dugc diéu khién boi
mot hé théng may tinh, va néu may tinh khong doc dugc mot hoat dong nao — nghia 1a, khi 6ng khong
md nd 1én va 1ai nd hang ngay hay gan nhu thé - khi ¢6 may tinh s& cho rang pin da can hay gi gi do,
va tit van hanh toan bd chiéc xe. C6 cach ndo d6 dé 6ng hay mot ai d6 ma 6ng biét c6 thé t6i gara va
khéi dong n6é modi ngay khong?”



T6i khong biét phai noi gi. “Néu 6ng khong khoi dong chiée xe hang ngay, n s& chét” —cai gi day,
1901? Tbi c6 ngao man khong khi ky vong rang mot chiéc xe ma tdi di bo ra 20.000 d6 la dé mua s&
nd may bat ctr lic ndo t6i cdm chia khoa vao 6 khoa?Khong con nhiéu diéu chic chin trén thé gidi
vao thdi budi ndy nita roi: mat troi van lan ¢ hudng tiy, dirc Gido Hoang van 1am 18 Ntra dém vao
dém Giang sinh, Strom Thurmond!'®! van quay trd lai v6i cudc doi & bat clr noi ddu c6 mdt nang cyu
dé nhat phu nhin xinh xinh dang la da quanh quan. Han toi di nghi rang t6i c6 thé bam vao it ra 1a mot
niém tin sau chot; mot chiée xe hoi méi toanh ludn ludn nd6 may dung luc!

“Nhu chin muoi chin phan trim sé khach hang ma cac ong da ban nhitng chiéc Con Bo méi niy,”
toi noi, “t6i song & Mahattan. Ong c6 biét bat ky ngudi ndo & Mahattan 14i xe ctia anh ta hang ngay
hay khong?”

“Vang, thua 6ng, ching t6i hiéu. Khong ai trong thanh phd 1ai xe hang ngdy. Ho st dung tau dién
ngam! Toi khong biét vi sao ho lai ban nhitng chiéc xe trong thanh phd nay. Piéu ndy thit sy dang xau
ho. Ong co thir viét thu cho hing Volkswagen chwa? C6 thing nhoc nao d6 trong khu ctia 6ng co thé
khéi dong xe vai phut hay c¢& d6 mdi ngay khong?”

Phéi c6 mdt cach khac t6t hon. ..

Michael Moore- Nguoi da tring dan don

ek

Vi tu cach ban than 13 nhitng nguoi tiéu thy, ching ta c6 thé khong thich tinh trang giao dich ¢
16 nay. Khong, me kiép! Voi tu cach 1a nhitng nha tiép thi, ching ta c6 thé kinh hoang vi mot su tai
pham ranh ranh nhu thé. Nhitng nguoi nay chua doc Ted Levitt!?”) hay sao nhi? Véi tur cach 14 nhitng
cu dan yéu hoa binh, vui tinh, cur xtr hoa nhi ctia qubc gia rong 16n ndy, chung ta co thé bi 161 cudn
v6i mong mudn nam lay phap luat trong tay ctia chinh ching ta. Ngudi ban t6t nhit ciia con ngudi 1a
mot cai kich ndy vo xe, t6i luén bao thé. Nhung véi tu cach 1a nhitng doanh nhin, ching ta phai nhin
ra rang viéc lam ngo khach hang c6 thé phai tra gia. Vi tu cach 1a nhitng doanh nhan, ching ta biét
rang tham chi du chung ta cho rang ching ta yéu mén khach hang, vai nguoi trong s6 ho 1a mot cai mut
nhot & mong. V&i tu cach 1a nhitng doanh nhan, ching ta khong thé khong ngudng mo cac bép trudng
lung danh nhu Marco Piere White, ngudi san sang ném cac khach hang ra khoi nha hang ctia 6ng ta
néu ho dam kéu ca vé viéc ndu nudng hay ca gan doi hoi do gia vi. “D6 gia vi ha? Toi s& dua cho anh
d6 gia vi! Anh mudn nudc x6t ca chua ndm ha? Nudc sbt ca chua ndm cua hing Heinz, phai khong
nao? Con dao phay chit thit ctia t6i dau rdi nhi?”

ek

« Mt qua ddi tao thanh tir nhirng con thi nhdi bong

Tuy vay, khong can thiét phai voi vang chay di tim ngin tu dung dao kéo. It nhit, ciing chua can
thiét. Dé toi dua ra cho ban mot vi du tham chi con t6t hon vé dinh hudng phan-khach hang trong hanh
dong. Toi 13 6ng bd trr hao cua ba ¢6 con gai tha vi dang trong lira tudi sip day thi. Chung khong tin



vao ong gia Noel nhung lai nghi rang ching ta nghi chiing tin. Thé 1a chung tiép tuc viét nhitng 14 thu
giri cho ong Ay véi hy vong rang b6 me kinh yéu cua ching s& mua cho ching nhiéu qua Giang sinh
hon mirc binh thudng. Nhitng birc thu ngdy tho gia tao ndy thudng bao gdm nhitng ban liét ké dé
thuong ciac mén do choi dep, nhu nhitng goéi hang md rong Gameboy sau megabyte, va hoan tat vai
cac con sb ca-ta-16 va gia ban 1¢, ciing nhu mdt goi ¥ khong thé hiéu 1am: “xin vui 10ng c6 mot hodc
hai mén qua bat ngd.”

Du sao di nita, c6 Ut cua chiing t61 lai khoai thi nhdi bong Beanie Baby, va, néu ban di ting mua
hang ctia Ty Inc., ci cong ty yéu quai ding dang sau cac con thi nhdi bong Beanie Babies, ban s& biét
rang viéc dit trong tim vao khach hang khong hé hién dién trong tuyén ngdn st ménh cua n6.[2! Lay
kho khin lam dinh hudng, 1ay sy d6i 1ap 1am dinh hudng, 14y sy toi t& lam dinh hudng, 1ay sy bat tién
1am dinh huéng, co6 thé. Nhung 1ay khach hang 1am dinh hudng? Toi khong nghi thé.

V6i nhitng ngudi chua quen thudc, nhitng con bup bé Beanie trong ¢t nhu nhitng dira bé thiéu
dinh dudng tham du cudc picnic cua cong ty Tedy Bears t6 chirc. D6 13 nhitng d6 choi nhdi bong
duoc may tir nhitng loai vai nhung t6t nhat va nhdi bang nhitng soi tong hop tai sinh. O mirc d6 nao d6
201 nhd tdi nhitng cai tii dau thoi trudce, xuat hién 10 md trong ky e thoi tiéu hoc cua nhitng Baby
Boomers!?2!, nhitng con biip bé Beanie Babies luén mém mai, xinh xan kho 1ong cudng lai, dang yéu
mot cach hién nhién, va tré nén thiéng liéng voi nhitng doi mat tinh tr bao dam 1am tan chay tat ca, trir
nhirng trai tim ctng ran nhat. Chung c¢6 da hinh dang, kich ¢& va ching loai, nhu Pouch- Chudt tui,
Spike- T¢€ giac, Claude- Cua, Ally- Ca sau, Puffer- Chim hai au, Tabasco- Bo mong, Smoochy- Ech.
Trung binh gia ban I¢ chiung tir 5- 8 do la. Kem theo ching 1a du mdt b sau cac thr nhan t€n, ngay
sinh, tho xdc dinh c4 nhan va nhirng cai tai c4 nhan. Ching muén 14 nguo1 ban dac biét cua ban. Va
chiing that su 1am duoc diéu do.

Diéu d6 c6 gi khong hay dau nhi, t6i nghe ban noéi. Tuy nhién, an niu phia sau nhitng nu cudi
quyén rll cua nhitng t€n linh xung kich nhe nanh, 1a mft vién twdng tiép thi ndm sao, mot thién tai vé
thuwong mai, ké ma chién lugc kinh doanh tan bao ctia anh ta khién cho ca Ton Tir cling phai 1ay 1am
xau hd. Chu nhan ong cua ching 1a Ty Warner, mot sinh vién Pai hoc Kalamazoo tot nghiép nim 1962.
Ong ta d3 bo ra hon hai muoi ndm véi tu cach 1a mot tay céi thué dién cudng nhu tht vat va thinh
thoang la dai dién kinh doanh cho Durkin, cong ty dd choi mém. Ong ta tién hanh mot cudc tiu thoat



nam 1980, va, sau khi phat trién mot loat mit hang Méo Hymalaya gia ré, kich ¢& 16n, bao bé“mg vai
nhung 16ng, nhdi to tong hop, Ty nay ra y tuong vé Beanie Baby vao nim 1993. Nhitng con thu gia
phu 16ng dau tién, dugc nhitng tin d6 Beanie chan chinh biét t¢i nhu 1a Chin Mau Thi Pau Tién, duoc
tung ra vao thing 1/1994, duoc quin ching don nhan vao dip Noel 1996, va chua diy ba nim sau
duoc ban vé6i s6 lugng 250 triéu con/ndm. ]

Du that su duoc yéu chudng, thanh cong cuia nhirng con thu nhdi bong Beanie Babies khong thé
quy cho bé ngoai giéng ngudi ciia ching, ciing khong thé quy cho nhitng bai tho, ngay sinh, nhin tén va
cac thir khac dinh kém. Néi cho cung, vé tinh tr mé hon- 13 mot diém son cua da sd cac con thii nhoi
bong- va su nhan cach hoa di xut hién day khip noi noi, it nhat 13 tir dau thap ky 1980, khi Bip bé
Cabbage Patchl?!! duoc “ké tuc” boi cac hing dd choi mém trén khiap thé gidi.No6i dung ra, phai
khang dinh rang thanh cong cua ching dya trén chién luoc khong dit trong tim vao khach hang ctia Ty.
Po 1a mot chién luoc két hop cach tiép can hom-nay-con, ngay-mai-da-mat trong qua trinh phat trién
san phém mo&1 vo1 mot chinh sach phan phéi da duoc dinh tinh t61 mic d¢ khong thé stra dugc. Cac
dot san pham bi han ché mot cach nghiém ngit. Cac loat d6 choi méi thuong xuyén dugc gidi thidu va
cac miu md cii nhanh chong “vé huu” ma khéng hé c¢6 canh bao. Moi dang san phdm dic biét va cac
san phrftm co dong kém theo dugc san xut cho cac doi thé thao, céac bang nhac & Broadway va cac su
kién tuéng ni¢m.

Ngoai ra, khi toi qué trinh phan phéi, nhitng ctra hang day chuyén 16n, véi nguyén tic thudng
xuyén cung Gng, khong gdy bat ngd va cac thdi han giao hang bao dam cta chung, di cd tinh tranh tng
ho cho cac tiém qua nho, cac chu tiém dd choi doc 1ap, cac clra hang tap hda ngoai ludng va khu ban
hiang my nghé ciia cac san bay. Mau thuin mot cach kién dinh va kho doan mot cach co thé ludng
trude, Warner cung ng cai ma 6ng ta mudn cho bat cr ai 6ng ta mudn va, néu nhitng ngudi ban 1é
khong thich, ho chi viéc chdm dirt quan hé 1am an. Nhitng hang hoa ky giri bi hily bo, bi thay doi, hay
duoc hoan thanh mot cach that thudng voi mdét miu db choi bat ky ndo, bat chap don dat hang ban
dau. Khong c6 chuyén than phién, vi Ty cuc ky bi mat va khét tiéng 1a khong thé lién lac duoc. S6
dién thoai coéng ty nam ngoai danh ba; 6ng ta khong tao diéu kién cho cac cudc phong van ma ciing
chang thém t6 chirc cac budi gip g& bao chi; cong nhan dugc yéu cau ky nhirng don dit hang cudng ép
bat hop phap; viéc quang céo trén hé thong truyén thong bi tranh né mdt cach rd rang; va, mic du
ngudi ta tuyén bd 1a vi J.D Salinger!®! cua thé gigi dd choi mém nay dang lan lat dau do trong céc
phong chat trén mang, 1ang nghe cac cudc chuyén tro ciia khach hang, ngay ca chuyén niy ciing cé thé
chi 13 mot 161 ddn do céc tin d6 Beanie cudng nhiéttung ra.

skeksk

e Pirng choc gidn ma hiy cho mé man

Moi chuyén la thé do, cai két qua chic chén cia su lap di ¢6 du tinh ctia Ty la loat hang Beanie
Baby ctia 6ng dugc rai rac khip d6 ddy. Ching can dén ¥ nghia 1y do chi cho mét. Ngudi ta c6 thé tim
thay nhirng bau vat nhe rang cta dng ¢ nhitng noi ngoit ngoéo, ndm trong cac xo6 xinh, va diéu nay lai



]am ting thém, thay vi giam bdt, stre hidp dan cua chung. Nhu Stowe va Turkingson nhan xét, “Khi mot
moén d6 choi khd mua, moi ngudi déu mudn co nd. Néu nd nam i thanh dbng trén nhitng cai ké nhu
banh mi qua dat, ai thém quan tAm dén ching?” Viéc mua bap bé Beanie Baby 1a mdt dang sin ling
Tring Phuyc sinh khong bao gio két thic, noi nhitng diéu bat ngo c6 thé thinh linh xuét hién tai nhing
dia diém it duoc mong doi nhat, va nhirng noi tang trir cac mon do choi bi mat ndy co thé 1an khuat
dau d6 sau nhirng canh cira ctia cac dai 1y ban 1é kho wa nhat. Vi tat ca cac tng xtr theo kiéu Greta
Garbol2%, dudng nhur anh chang Warner ton thd than twong Beans da tién hanh mot ct lira tiép thi tot
béc trong viéc bién nhitng 46 choi méi me, san xuat dai tra thanh nhitng mén giong nhu d6 c6 c6 phan
tran quy.

N6i cho diing, mdi miu bip bé ctia Ty mang lai 6.000 d6. Nhirng tran chién dau tién giira nhitng
fan dién cudng thich ty xung “tdi-1a ngudi-phat-hién-nd-dau-tién” va nhirng tay bét coc tré con trong
tw kha rum beng. Nhiing thu nhdi twong ddi hiém nhu heo Squealer va tom hum Pincher c6 thé dugc
mua véi gia trén 2000 d6 & chg den. Mau Géu Triéu phu, dugc lamra dé ky ni¢ém mirc doanh sb ban
tha nhdi Beanies dat mot ty d6 dugc ban voi gia hon 4.000 d6 mot con trong phién ban du gid. Mau
Gau Cong nuong, phat hanh dé twdng niém Diana, Cong nwong xir Wales, duoc dic biét sin lung sau
d6. Véi duong 161 twong tw, nhitng ban sao cuc nhd - Teenie Beanie Babies - ctia McDonald trong dot
cd dong dic biét sau tudn 18 d3 duoc ban sach trong khong diy ba ngiy, budc cong ty phai dua ra
nhirng 15i xin 18i phat ngiy trén tit ca cdc phuong tién truyén thong dai ching qudc gia.

ek

e Ty da bi chan ngiy

“Mong doi su bat ngd” 1a tiéng kéu ché gidu cta Ty va da s6 moi nguoi déu dong ¥ rang gia ca
that thuong; cach phan phéideic thu, su ¢b dong dﬁy lap di; va nhirng chuan muc trong cham séc khach
hang chua tirng thdy tir thoi c6 chiée thuyén ctru hd Titanic 1am bang khoang chit; ciing hoi khac la
trong thé gii 1y khach hang 1am trung tAm ctia nganh tiép thi hién dai. Tuy nhién, n6 c6 hiéu qua. N6
httu hiéu mot cach cuc ky. N6 chi ra réng ban khong can phai dat trong tam vao khach hang dé thanh
cong. N6 chirng minh rang c6 nhiéu cach khac dé ban tom lay c6 khach hang. Nhu ban than Ty di co
1an nghiém trang nhan xét: “Tdi nghi d6 13 nhitng dau hiéu tuyét voi, chirng nao bon tré con con danh
nhau vi nhitng mén hang va nhitng tiém ban 1& con ndi khing véi chiing ta vi ho khong c6 di hang dé
ban.”
Tuy nhién, moi cai tuyét voi roi ciing két thic.[271That bai mang tinh quyét dinh ctia Warner xay ra
vao cai nim dinh ménh 1999, khi 6ng théng bao chin dau rang miu bip bé Beanie Babies sé& bi huy
toan bd vao ngiy 31/12. Khong can phai néi, Giai Phap Chung Cudc nidy di tao nén sy huyén nio
trong dam than chil tré con sang trong, nhitng tay cai dao va nhitng ké yéu thich Ty trén khip thé gidi.
Pung, cai su kién mang tinh khai huyén nay s€ duoc ghi nhé béng mdt con Giu Beanie den dic biét,
Con Cubi Cung, nhung viéc nay khéng du bu dip cho vo s triéu nhitng ngudi yéu thich Beanie dang
bat binh. Thién ha khong bao gio bé 16 mot dip Troi cho, hon nita, thé gidi xa hdi den vbn rat cha



to1 cudc dai tan sat thit boc nhung nay da nhan ra co hoi thuong mai bi mat ma n6 dua dén, va bat dau
danh cudp nhirng ctra hang ban 1€ va kho chira. Mdi1 nhan vién bao vé bi giét tai mot kho hang & West
Virginia, du cudc diéu tra sau d6 cua canh sat cho théy anh ta da khong hé c6 dem tinh manh minh ra
dé bao vé cho cac mon do choi, khi da that bai trong viéc giao hang cho cc tong pham ctia minh. Con
cho dit Doby & dau khi ban can toi nd?

Nhitng ké 1dy cap Beanie, ro rang 1a mot 1di vo lwong, nhung Ty Warner ciing chang phai 1a mot tay
mo.

Chua béng long vo1 thong bao vé vu tan diét Beanies, ngay lap tirc, Ong ta tung ra mot dot san
pham bup bé “thé hé thir tamy” moi, chi dé d6 dau thém vao lira. Tuy nhién, hy vong van mii mai sinh
s0i, va no6 di dam choi xum xué khi Chia Quy cta nganh tiép thi d6 choi mém c6 vé diu lai. Ngay
24/12, mdt tudn trudce loat san pham Beaniegeddon, Ty thong bao dua ra mdt cudc trung cau y kién dé
xac dinh van ménh ctia bay thi nhdi bong dang nguyén rua ctia minh. Ching nén & lai hay ra di?

La mot ké tao nén thanh-cong-chong-vang (fast-buck maker) cho t&1 cung, Warner khiang khiang
yéu cau khong chut ho then rang nhitng cir tri trong lai phai tra thém 50 xu cho mdi con thu dé tham
dur vao cudc bo phiéu kin Beanie Baby. L& duwong nhién, két qua di duoc tinh trude, vi chi co nhirng
ké ddi bai nhat m&i bo phjéu cho vi¢c tan di¢t Beanie hay tra tién dé xem mot cudc hién té nhirng con
thi nhoi vo toi. Viéc hodn thi hanh duoc thong bao, mac du niém han hoan nay chi c6 mdt tudi tho
ngan ngai. Nhiéu khach hang nong nhiét diqua chan ngan, va, du nhitng con thi nhdi bong cua Ty van
mim cudi rang r& trén ké dd choi clia cac than chu tré con, trd choi két thuc cuia Warner da danh dau
budc khdi dau cho sy két thic cta con 4m anh Beanie. Ngoai trir & ngay tai nha t6i, that khong may!

ek

e Sy Hermes hoa (Hermésmerized)

Qua bong 4o tudng Beanie c6 thé di v toang, hodc it nhat 1a di xi hoi xep 1ép, nhung ngay ca khi
nd con day khi noéng, qua khi cau cua Ty ciing chua bao gio bay 1én tdi do cao tiép thi cta hing
Hermés Birkil?8!. La hing dtimg dau vé loai tai xach cuc ky thanh lich, Hermés Birkin 1a mot vi du
khac ctia dinh hudng phan-khach hang trong thuc hanh. C6 mot s6 von 80.000 d6 la — da cho hai muoi
con Gau Triéu pht — 14 diéu can thiét trude khi viée so hitu cAc mon phu ting trén mirc tuyét voi nay
tr& thanh kha di, va, ngay ca khi d6, viéc chiém hitu ciing chua han da chic nhu bap.
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Chic chan, nhing tai xAch Hermés ma ban c6 thé mua véi gia tir 3.000 t&i 10.000 d6 hay c& do
s& khong khién cho ban trong nhu mot ké ty nan budc ra tir Wal-Mark.[?! Tuy nhién, v6i nhiing tay
choi hang hiéu kho tinh, Birki 14 nhdn hiéu tii xach hang dau trong cac loai tai xach, vi ddm hang dau
trong cac loai vi dam, tai du lich hang dau trong cac loai tii du lich. Pé ¢6 dugc mon phu tung hop
tho1 trang nay, néu khong phai 1a chét that thi viéc chiu mot cude phéu thuat co nguy co chét nguoi tat
nhién ciing 1a diéu dang dé 1am. Siéu miu Kate Moss c6 mdt cai tai Hermés may bang vai bong chéo,
Naomi Campell ciing c6 nhitng cai tai loai dic biét cia minh, tat nhién, va ngdi sao nhac Rock Bryan
Adams mua chiing dé ting ban bé va nhitng khach du lich. Ré hon 12 mot chuyén viéng tham mot loat
phong khach san loai t6i, to6i doan thé.

Mac du Hang Hermes, nhu ai cling biét, duoc thanh lap tr nam 1837 nhu mdt hang chuyén vé yén
ngwa va cac do phy ting cho ngua va xe ngua, nd da san xuat tai xach sudt tim muoi ndm qua. Mot
anh nha gidu mGi phat! Nam 1922, ba vo cta 6ng chi khong thé tim ra mdt céi tii hop véi ba va
Emile Maurice Hermes dap lai véi tii Bolide, mot tii du lich xinh xan véi kiéu day cot theo cong



nghé mGi nhit, mot soi day kéo (zipper) -Tai xach Heaven. Mot siéu nhdn hiéu da ra doi va cho dén
tan hom nay nhitng tGi xdch Hermés (khach hang chon loai ma ho wa thich két hop giita da va vai 16t
trong cac quyén sach miu hang) van duoc ché tac thu cong tir cac nguyén liéu tot nhit (da dé non, da
c4 sau, da da diéu...) va dugc ban ra tir nhirng cira hang ban 1é sang trong (duoc vinh danh trén nhirng
phién d4 16t duong trén dai 16 Faubourg St. Honoré).

La hang dirng dau vé loai tdi
xach cwc ky thanh lich, Hermés
Birkin 1a mét vi du khac cla
dinh hwréng phan-khach hang
trong thirc hanh.

Trong nhiéu niam, loai tGi ban chay nhat ctia Hermes 1a Kelly; nd dugc mang cai tén dé tir nim
1956 khi ngudi nit dién vién quy toc ndy sir dung mot cai tii xach loai nay dé che cai bung bau ciia ba
khoi nhitng cai may chup hinh ctia may tay paparrazi. Tuy nhién, mdt cudc cham tran ngau nhién trén
may bay v&i Jane Birkin, nit ca si sexy ctia thip ky sdu muoi, ngudi da than phién mot cach chua chat
vé viéc thiéu mdt loai thi hanh 1y c6 khoa bén trén, da thoi thiic chu tich cong ty Jean Louis Dumas
sang ché ra loai tai Birkin to hon, d6 s6 hon, nhung van dep d& duyén dang vao nim 1984. “Su
nghiép, my phém, va moi thr can thiét déu c6 thé chira dung trong mot cai tai tuyét voi duy nhit,” mot
vi cht nhan day tu hao di tuyén bd thé. Nguoi ta con co thé doi hoi cai gi hon thé nira?

O vang, khong c6 gi khac. Ngoai trir... ngoai trir... ngoai trir rang...Hermes, ching ta c6 mot ric
r6i. Hermes, c6 mdt rac rdi 16n vai tai Birkin.

sk

e TAm mang che mit cia Birkin

Bat ké ban co thé nghi gi, ric rdi 16n doi vai thi xach Birkin khong phai 13 cai nhan ghi gia, diéu
ma da s moi ngudi nghi. Ciing khong phai 13 ndi dau khd khi du bao vé nhitng dic diém thanh lich
thoi trang cia mia ndy. Ban biét khong, da ¢4 sau 1a mbt nim 2002! Khi nio thi ho s& lam mdt cai tui
bang da ctia con heo nhdi bong Squealer nhi? Van dé ¢ day 1a ban danh sach chd doi, binh quan 1a
khoang chin thiang. C6 1& day 1a mot khoanh khic tam dirng dé thai nghén trudc khi sinh san ra san
phém, 1a qua trinh sang tao, va ndi an han hau mai? Pung hon, van dé that sy 1a viéc bi roi vao ban
danh sach chd doi ngay tir phat dau tién. Nhitng cai tai hiéu Birkin khong danh cho nhitng nguoi nhur
ban va t6i. Birkin la loai tai xach xinh dep danh cho nhirng ngudi xinh dep. Cho dan loai B tr& 1én.
Cho xa ho1 thugng luu. Chir khong cho dam dan den cu bo cu bat.

N6i tom lai, Birkin 12 loai hang hiéu quy phai, kha hiém hoi va rat dic biét. Tuy nhién, su hiém
hoi va dic biét ctia nd lai khién cho né dugc dic biét khat khao va bao dam cho gia ca cua no leo Ién
tGi dinh. Hon thé, ¢6 161 don khéng dinh réng ban danh sach chd ctia Hermés co thé bi pha v&, mién 1a
cd nguoi biét cach hay c6 du tai ba dé giat dung nhitng soi day thich hop. O khia canh nay, mot doan



trich méi trong chuong trinh Sex va Thanh phd (Sex and the City) dd xoay quanh nhitng nd luc cua
Samantha dé so tay vao mot cai tGi Hermés Birkin. La ngudi 1am cong tac PR cho siéu sao Lucy Liu,
Samantha khai thac tiéng tim cta ngudi thué minh dé di duong tit qua ban danh sach doi. Nhung khi
cai tai huyén bi nay bi vat chat hoa, né truc tiép tAn cong vao ca tinh hay noi gian. Phat cudng véi su
khat khao tai Birkin, yéu cau ctia Samantha dé duoc sé hiru mén hang chi duoc dap lai béng mot manh
gidy hong nhac nhd ¢6 vé vi tri ctia minh trong gidi thuong luu vai vé.

C6 dang hay khong, kha ning nhay qua diy xép hang Hermes chi 1am ting thém tinh huyén bi cho
nhan hiéu nay?3% Do 14 sy twong duong mang tinh thwong mai ctia mot huyén thoai d6 thi, dugc lap
lai nhiéu 1an dén ndi n6 tro thanh mot phan cua cac cdu chuyén vé mua sim va ngudn vui séng, hon
thé, cta tri twdng twong phong phil ctia ngudi tidu thu. O mirc d6 tbi thiéu, loai tin don pha cach nay
1am ting thém src thu hut, sy mé ddm va ¥ dinh c6 cho bing dugc “mét céi tii xach Hallelujah”
(Hallelujah - Ngoi ca Chua, vi d6 1a 151 ma nhitng ké ham md kéu 1én khi cudi ciing ho so tay 1én mot
cai tii loai nay. Nguoi ta cling hay kéu tén Chtia Jesus Christ, khi ban ké khai thé tin dung dugc dau
xuoi duoi lot).

Nén nhé, hang Hermes rat

théng thao cac tp quan cla
loai ca sau. N6 co nhirng tam
da ca sdu chwa thudc dé

chirng minh cho diéu do.

Tu nhién, cong ty thong cam sau sac voi nhirng khach hang thit vong ctia nd. Theo dinh ky, né vo
dau bt toc, roi mot hai giot 1€, va xin 10i r6i rit cho nhirng khoang thoi gian cho doi khong thé khoan
thir duoc. Tham chi, n6 tirng “lép-bi” chinh phu Phap vé dinh ché 2161 han viéc st dung lao dong cua
minh, trong d6 gi¢i han thoi gian lao dong cua cong nhan xir 1y da & mirc 35 gio/tuan. Nhung, vi kha
niang khong thé dat tdi 14 mot trong nhitng manh khoé tiép thi chii chét ctia Hermeés — hay noi thang
thirng ra, d6 chinh 1a manh khoé tiép thi chti chét — nhitng hanh dong chudc 16i day chat phd trurong
ndy chi c6 thé dugc xem 1a nhirng trd quang céo hodc nhitng giot nudc mit ca sdu. Nén nhé, hing
Hermes rat thong thao cac tip quan ctia loai ca sdu. N6 c6 nhirng tim da ca sdu chua thuoc dé ching
minh cho diéu do.

sk

* Nhirng chiéc xe Thin SAm

Nhirng cai tii xach co gia ca phi 1y 1a mot chuyén, toi nghe ban noi thé, con nhitng con bup bé
Beanie Baby lai 1a chuyén khac. Cai duoc dé cap trudc 13 pham vi ctia nhitng nan nhan thoi trang
khong co 1y tri, trong khi cai duoc dé cap sau 1a mot ndi dam mé ctia khoanh khic trudce tudi day thi.
Do thé, ca hai déu c6 thé dugc cho qua mdt cach an toan.Ching c6 gi dé hoc tir ca hai ddi twong nay,
o thé ban dang nghi thé. TAt nhién, diéu ma ban thit su dang nghi t61 1a ban can mot vi du c6 nhiéu



nam tinh hon vé cic nguyén tic tiép thi ctia Beanie- Brikin trong hanh dong.

Nhung hiy chd di ndo. Ching ta ¢6 gi & ddy vay? Mot con chim? Mot chiéc may bay? Mot thir do
bat chuée rap khuon? Pung va khong dung. That su, nd 1a mét chiéc xe Ford Than sam, son mau lam
ngoc, giéng nhu chiéc xe dugc may quay phim quan tim mdt cach wu i trong phim Thelma va Louise.
Ngoai trir viéc nd khong phai 13 mot nguyén miu xe doi 1955, hay tham chi nhitng kiéu xe doi sau ctia
thap ky 60, 70 va 80. Nhung tréng n6 kha giéng nguyén miu. Hon ca kha giéng. N6 c6 mot dong co V-
8, cal mui co trang tri, nhitng cai deén pha trudc va sau hinh bau duc, céi can xoc dai, 6ng xa khoi doi,
cai chin bun cong dac biét, va that tuyét voi, mot cai bang sb xe 1955 & dudi xe. Pidu quan trong hon
hét, n6 c6 cai logo Thunderbird bat tir dang giang rong canh trén mui, c6 dén trén mui, va nhitng ghé
mot chd ngdi co ranh va goi tra. O-14-1a-cai-0-1a-1a.

Thoi dugce, né qua 1a mot chiéc T-bird that su. Mot chiée xe thé thao hang dau. N6 tham chi co
tiéng kén y nhu nguyén mau. Tuy nhién, ngoai viéc ké thira cac thir trén, chiéc xe nay con c6 bo diéu
khién do bam, hé théng phanh chéng khoéa, cac tai khi an toan ¢ trudc mit va hai bén hong, ctra s6 hau
dé thoat khi, may diéu hoa hai cuc, can gat nudc cam nhan toc do, bo diéu khién chay cham, thiét bi
lai béng dién, cac bod khoa cira va cira s6 xe, mot cai may phat thanh stereo sau dau doc CD va bd
truyén dong nam sb, tat ca dat 1én trén mot truc cam 3,9 lit, mot dong co 252 ma luc va mot bd khung
gam kiéu Lincohn LS thu ngin. Khi chiéc xe c6 hai chd ngdi, bd truyén dong banh sau, va mui co thé
xép lai nay chay, n6 khuat khoi tam mat, luon theo cua queo va dot chay con duong cao téc. N6 hau
nhu xtmg dang cho modt con khung hoang ¢ chang gitta cudc doi.

T4t nhién, khéng phai bat ctr ngudi ndo ciing mé chiéc xe Phoenix may tu dong, mui tran, 6ng pd



tuyét hio, bam dudng, chay ém nhu ru ctia hing Ford. Gidi bao chi ché nd co bd diéu khién khong
chinh x4c, hiéu suit tim tam bac trung, chd ngéi thiéu tién nghi, than xe qua bé, khoang tréng trén xe
han ché, khong tiét kiém nhién liéu va thiéu cac phu ting bo sung theo ¥ thich, chwa n6i dén trang thai
tdm 1y clia cac nha san xuat khi gom nhitng bo phan, manh roi tir nhitng chiéc xe khac cung loai, bao
gdm ca chiéc Taurus cuc ky tdi 6. Nhung ho ¢ biét gi dau! C6 nhiéu xe hon 13 s6 luong cic gim xe
va dd phy tung. Pay 1a mot huyén thoai séng tai sinh. Vua dudng phd da trd lai va mot miu xe ting
nap nhién liéu, miu Blackbird, dang trén dudng ra mat. That kinh hoang.

Ban mubn c¢6 mot chiéc? Di nhién 13 ban mudn! Son mau lam ngoc? Khong phai ai ciing thich mau
d6. C6 kiém mét chiéc di théi. Nam 2002 chi c¢6 11.000 chiéc xuit xudng, va mdi nim sau dé 1a
25.000 chiéc. Nhitng chiéc hang dau. Pay khong phai 13 hing xe PT Cruiser, noi viéc san xut c6 thé
tang theo nhu cau, do vay dd lam giam di uy tin ctia dau 4n tuyét voi cta nd. Khong, thiwa Quy Ngai.
i ¢6 mot ban danh sach chd vdi con sd 17.000 nguoi trude khi chiéc T-bird dau tién dugc dua ra
san trude va nd s& nam ¢ d6. D nhién, trir phi ban biét ai d6 ndm dwgc cach dé ludn 1én dimg & dau
hang.

Con vé mau séc: Vang, néu ban co thé chon dugc mot chiéc mau lam ngoc, hdy xem nhu 1a ban
gdp may. Mau thoi trang cta ndm nay la Thunderbird mau xanh duong va Inspiration mau vang — va
chi cia nim nay thoi nhé — cung v&i Torch mau do, Evening mau den, va Whisper mau trang. Nam
sau, ngudi ta s& thiy mot loat miu xe khic c6 mau trong vong han ché va c6 nhitng dau nhan riéng vé
thiét ké noi that. Ho bao rang viéc do giit cho y niém ludn tuwoi méi. N6 gitt cho nha phan phdi nam
trong nguon loi ém 4i nhu bong. N6 giit nguoi tiéu thu trén dau ngén chin ciia ho. Nhung, chét tiét
that, cac ban cua t61. Hay nhin vao mat sang cua van dé. Bat ké ho co lra déo chung ta thé nao di nira,
chiéc T-bird van con ré hon 1a cai tii xdch Hermés Birkin hay mot cai gio dung day nhitng con Gau
Triéu pht nhdi bong. T6i sé& ky tén & dau day?

«Lam cach nao dé kinh doanh théng lo1 va choc cho moi nguoi tirc dién 1€n?



Hay ban cho ho mdt cudn sach hudng ddn Lam Cach Nao ma khong bao cho ho biét phai lam cach
nao.»



BAIHOC II

CACH POI PHO VOI NHUNG KHACH HANG LOC LOI

* Tranh thu sy cwéng khang

Theo kinh nghiém cta tdi, nhiéu tay giam ddc tiép thi c6 mot méi quan hé yéu-ghét voi khach hang
ctia ho. Mt khac, ho biét rang khach hang 13 nhra séng cua kinh doanh. Mt khac nita, hiang ngay ho
phai xir 1y nhitng tay tai tir nghiép du khé chiu, doi hoi cao va hay gy rdi. Piéu té hai 1a ho khong thé
budc ra va ndi 1én diéu ma ho that 1ong suy nghi, boi vi nhitng khéch hang hay chi trich ciing twong tir
nhu mot ba me git gao, nhu banh nhan tio va phong cach My. Khong thé thuc hién diéu d6 duoc, thé
thoi. Nghia la, trudce cong chiing.

Trai lai, nguoi tiéu thu hoan toan sung sudng khi vach mit dugc nhimng tay tiép thi bat luong,
nhirng vu phan khang chéng-tu ban mdi day ¢ Seatle va cac vu tuong ty ndi 18n diéu d6. Vang, Seatle.
T6i cho d6 13 mdt budc ngoit. Ba ngiy ciia hoa binh, Am nhac va tinh yéu. Ngoai trir mot diéu 1a nd
khong dugc binh an cho 1am; 4m nhac bao gdom mdt ban giao hudng choi tai ctia nhitng ddm dong dong
ca va tiéng coi xe canh sat; va c6 chut it tinh yéu bj ton that gitta cic tay cdm va nhitng ngudi biéu
tinh. N6 con kéo dai toi ndm ngay, nhung d6 1a chuyén nhan tién ngiu nhién. Seatle 13 thoi khic an
dinh cho mdt thé hé, mot thé hé dugc dung xay trén nganh tiép thi, do thuong hi¢u dem lai va duogc
d6ng dau nhan hiéu tir thud lot 1ong. Thé hé ®.

Piéu chic chin, tinh cam phén—tiép thi da so1 suc tir 1au trude con tirc nudc vo bo 6 Seatle. Con
cudng nd dang ngdp nhitng xi nghiép boc 16t cong nhan tan t& & vung Trung My cua Kathie Lee
Gifford; nhitng khoan 13i rong duong nhu ban thiu trén nhirng doi giay dé mém cua hing Nike Air
Jordan; su cudng doat méi trudng duoc quy cho McDonald, Exxon, BP, Monsato va con nhiéu hing
khac; su quang cao thwong mai dbi véi tré em hoc sinh thong qua nhitng chuong trinh tiép thi trong
16p hoc nhu Kénh Mot (Channel One); va su tudc doat qua mirc 14p trudng chinh tri dong nhat boi
nhitng tap doan dugc cho 1a “hoan toan ding dan” nhu Benetton, tit cd gop phan cho nhan thirc dang
16n dan cta Thé hé ® ré‘mg ho da cudi 1én lung cc_)p.[31] Ho bi phan bdi boi chinh nhitng thuwong hiéu
ma ho da xem nhu 1a ban, da tdn duong, va, it nhét cling da tiéu t6n kha bon tién vai chung. Ho da thua
truge su théu dét vé dinh hudng khach hang, trach nhiém tap thé va sy thanh thién cta thi truong. Ho
da bi 16 dién nhu 1a nhitng ga kho trude be i tai phiét.



Seatle la thei khac an dinh cho mét

thé hé, mét thé hé dwoc dwng xay
|:> trén nganh tiép thi, do thirong hiéu
dem lai va dwoc dong dau nhan

hiéu tlr thud lot long.

Hon nita, Seatle chi 1a budc khoi dau. Nhitng ké phan khéng trén duong phdé & London, Prague,
Geneva, Davos, New York, Porte Alegre va Barcelona trong s6 nhiéu noi khéc, da tiép tuc con duong
chién dau noi cac cuu chién binh Seatle roi bo. O Y, mot nguoi chéng—tu’ ban da bi mot tay canh sat
ngudi Genoa giét chét. O Phéap, hing McDonald da bi Lién doan Nong dan cuia nhitng nguoi 1am nong
bi tudc quyén bau ctr tong ra khoi Millau. O Anh, nhitng vy tay chay clia ngudi tiéu thu da bung 1én
mot cach thanh cong dé chdng lai hing xing Esso, ngan hang Barclays, hing quan 40 vai va cadc mon
d6 16t Triumph. VA, trong su phat trién ctia thé gidi n6i chung, “Ngiy Khong Mua Gi C4” dang nhanh
chong nd ra nhu mot ngdy 18 ky niém chéng-Giang sinh, mot sy thu gidn t6i cAn sau con tiéu thu dién
cudng da dinh tinh cho khoang thoi gian con lai ctia nim, dic biét 1a vao ky 18 Giang sinh.

NAOMI KLEIN

Writer | Non-fiction

Ngoai nhirng hanh dong thuong nhat trong viée cudng khang lai su tiéu thu, phong trao chong-tiép
thi da tim ra mot phat ngén vién c¢6 ning luc va giong ndi luu loat. Naomi Klein, mdt nguoi ¢ nhirng
thanh tich cap tién hoan hao (me ctia ¢6 1a mot nha nit quyén First Wave noi tiéng, va ong ctia cd da to
chirc mot cudc dinh cong cua cac hoa si hoat hoa chéng lai hang Walt Disney), da xut hién nhu tiéng
no6i ctia Thé hé ®. Ban diéu tran cua cd vé sy théng dong cua gidi tur ban, Khong can logo (No logo),
dugc don chao boi nhitng bai binh luan cuéng nhiét, nhanh chong tré thanh mdt cudn sach ban chay
trén toan thé gidi va duoc thudng xuyén moé ta nhu 1a mot Das Kapital (Tu ban ludn) hién dai. TO The
Economist nhan xét rang ké tir thoi cudn The Hidden Persuaders (Nhitng nha thuyét phuc an than),
“chua mot cubn sach nao lai khudy dong 1én nhiéu ac cam dén thé doi voi nganh tiép thi.”



. E AUMI KLEIN

T6i dong ¥ v6i ban rang nhitng ngudi yéu thich cuén Khong can logo- nhitng Nologoistas- dé bi
xem thuong. Phong trao da dugc miéu td mdt cdch nhiin nhuong nhu 1a mot nhom nho nhiing ké bat
man v&i luong tri cta gidi truyén thong, nhitng sinh vién chinh khoa sudt ngy xen vao giita nhirng
glao su trg giang, nhirng ké 1am vi¢c ban thoi gian ra bd mau me ma vo1 ho sy thanh lich mang tinh
cap tién chinh 1a mét cudi ciing, va nhirng ké theo dom an tan cua ban tay tiép thi. Néi tom lai, d6 1a
nhirng ngudi mic quan jeans Gap va mang gidy Nike trong khi ném da vao cac cira hang Gap va céc
phd Nike.

Du6i tim khin che mit tuong tu, luan diém ctia Naomi Klein réng nhitng nhan hi¢u dai di¢n cho
“mdt nha nude phat xit noi tat ca ching ta phai cti chao nhitng logo va it c6 co may cho su phé phan”
khong chi ¢6 tinh cuong di¢u cuc ky, nd con la mot luan diém dén tr mot ké ¢o tac phém bestselling
dugc cd dong mét cach rinh rang, duoc xuit ban bdi mot nha xuat ban do Rupert Murdock 1am chu,
va 1a ké di lidu linh ding ky thuong hiéu cho logo “No Logo”.[32l. Me kiép, ké dén ho s& ban cudn
Nhiing trai bom quang céo trong trang web Barners & Noble. Ui chao, ho di lam vay do...

Nhikng tap thé chdng-tw ban da dung
stkc manh mé ra con dwéng di dén
cdc chuwrong trinh nghi sw cda nhing
nha fwr ban. Ho da si¥ dung strc manh

cda minh v tw cach nhikng ngwoi

mua thwong hiéu dé dinh hinh chinh
sdch cla cdc nha cung cap throng
hiéu.

kksk

* Logo la thé do6

Dul c6 mot cai gi d6 cuc ky mai mia ¢ nhitng cudc nao loan chong thuong hiéu dan dau bai nhiing
ké phan d6i thuong hiéu bé ngoai, khong ké dén ching 4m anh logo hién nhién ciia nhitng 6ng chu ctia
logo “No Logo’, ngudi ta khong thé chdi bo duoc tinh chit hiéu qua cua nhitng ké theo phe v6i Klein.



Nhitng tap thé chéng-tur ban dd dung sttc manh md ra con dudng di dén cac chuwong trinh nghi sy ctia
nhitng nha tu ban. Ho d kéu goi cac t6 chirc da qudc gia 1y giai. Ho di sir dung sirc manh ctia minh
v6i tu cach nhitng nguoi mua thuong hiéu dé dinh hinh chinh sach cua cac nha cung cap thuong hiéu.

Nike ching han, da dap lai nhitng cdo budc vé viéc khai thac thé gidi thir ba bang cach tan trang
day chuyén cung (g ctia nd. Van con choang vang véi su sup d6 kho chtra Brent Spar, hing Shell chi
c6 thé t6 ra than thién vé kinh té khi cac cong ty dau tim dén nd. Hang Microsoft hing manh, ndi tiéng
khong chi vi cwong linh “Yéu ban- D6i thu canh tranh” ctia nd, gan ddy di nhin ra anh sang va thong
béo vé su chuyén ddi sang chu thuyét hop thoi vé Trach nhiém X4 hoi cua Tap doan. Ngoai ra, rat
kinh nghiém tir cac vu tai tiéng ctia Enron, Worldcom, Tyco va ImClone, chi thuyét bon chit P, bao
gdm probity (trung thuc), purity (thuan khiét), propriety (dting muc) va penitence (hdi 16i) chinh 1a
nhirng nguyén tic diéu hanh trong thoi diém hién tai. Trung thie, ding dan va “xac thuc” 1a ton chi
cua hom nay.

Qua ting mién phi:
Chung minh tinh xac thue

; 55
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Olympia — tranh caa EAMON EVERALL-
mit tic gia trong trao lvu Stuckizm

Mot trong nhitng diéu 4n twong nhat vé nén vin hoa duong dai, theo nhitng binh luan gia nhiéu y
kién, 14 ndi khao khat ro rang ddi véi tinh xac thuc. Thuc phém that, nuge tinh khiét, khong khi trong
lanh, my pham ty nhién, phan bén hitu co, cac phuong phap chita bénh truyén thong, d6 co tht, banh
snack khong c6 chit gay nghién, cac khu nghi mat khong 6 nhiém, do ndi that ché bién thii cong, trang
phuc may thi cong, d6 gdm thil cong, cac mén suu tim lam bang tay, va quan 4o may san tha cong, 1a
ton chi cia hém nay. Truyén hinh thyc té& dang 1a mbt thinh hanh, nhu cac chuong trinh Jerry Springer,
The Osbournes, va Temptation Island ching t6.Nhitng bd phim tu liéu st dung may quay cam tay,



nhitng budi biéu dién tng tiu va phong trao Dogme dogma, dang lam diu bst thue don gy mét moi
cua nhirng cubn phim bom tAn v4i hiéu ung dac biét. Nhac rock ‘n’ roll that, choi voi tréng, dan bass
va dan lead, hay duoc thu 4m trong nhitng album dia nhwa kéu lao xao, dang 1am mot cudc quay ve.
Nghé thuat that (real art) duoc ton xung ngdi vo dich boi cac nhom Stuckists, mot trao luu quic té
chdng ddi sy dya dAm vao trd quang cdo loe thién ha mot cach nong can ciia nhitng hoa si trudng phai
khai niém va ung hd sy quay trd lai vdi viéc vé, phac hoa, diéu khic, bang mau, co v&, mil ndi, 40
blouse cac thur. Hién thuc tham chi con x6ng vao thé gid1 hu cAu cua nhitng triét gia tu lyc, nhu thanh
cong day an tuong cta Tién si Phil McGraw, nguoi dbc hau bao cho “tinh yéu bat khudt” va tan thanh
“ban nga dich thuc™.

C6 thé nhan théy & mot cude ndi loan theo khuynh huéng hién thuc khac trong nganh tiép thi.
Nhirng nhan hi¢u that, lam tr cac thanh t6 tu nhién hay may mén c6 mot sy ké thira vé tiéng tam
(Kellogg’s, Budweiser, Volkswagen) dugc dac biét ton trong. Dich vu khach hang that su - dich vu
khong dinh dang t6i nhitng ¢t dién thoai lanh lung hay nhirng cau ndi “xin vui long giir may va an nit
hoa thi’ nhat nhéo — dugc dac biét tdn thuong. Nhitng qua tang that, tir ngudi that (hay it ra 1a nhiing
nghé si that dong vai nguoi that) dang ngdy cang phd bién, nhu cac tranh c¢6 dong cho chién dich
“Switch” 50 triéu d6 ctia Apple. Nhiing iy vién quan tri that, nhitng c4 thé khiém nhudng, 1am viéc
cham chi va c6 mdt tiéu st truyén thong vira phai, dugc wa thich hon 1 nhitng siéu sao quan 1y dau
dong ddm cudi dong xoa ciia ky nguyén tién-Eron. Nhirng chwong trinh truyén hinh thuwong mai thit —
quang céo 13 hang hoa thay vi nhitng quan sat vién lira bip v&i nhitng hinh anh khong thé hiéu noi,
nhitng 101 bong gid khéo 1€o, va nhitng sang tao budng tha - duoc chao don nhu mdt ngudi ban 1au
ngdy mat dang. “Co mot cam giac thu gidn nhe nhang,” Barcewell nhin xét mot cach 1au linh, “khi
nguoi ta bat gip mdt trong nhirng quing cdo mau sic sang sua dang thong bao, khong chit mau me
rang ‘nd 1am chinh xac diéu nd néi trén nip hop!’ Sau mdt chudi cac doan quang cio cuc ngin cit
doan gay chong mat, thach thirc ¥ niém va theo thoi thuong mét cach cuc doan, co6 mot cai gi do than
thién & cach quang céo truc tiép day manh mé.”

Pong thoi, diéu quan trong 1 phai hiéu rd rang ddi voi toan bd moi 4n dinh vé tinh xac thuc,
khong co cai gi 1a xac thie, ma chi 1a nhitng cdp do khac nhau cua sy khéng xac thuc. Khu nghi mat
khong 6 nhiém duogc thiét ké dé c6 vé nhu khong 6 nhiém. Quéan bar theo truyén théng Ai Nhi Lan
duoc tap hop tir nhirng thir hio nhoang mang tinh Xen-to gia hiéu (cod-Celtic), dugc san xut dai tra.
Nhitng con ga nudi tha duoc tu do kiém an quanh mot nha xuwdng nong trai hoi ham. Nhirng cai quan
Jeans xanh ¢6 dién duoc 1am cho co vai, bac mau, xé te tua va boi ban sin, va khong con phai ngo, da
duoc tim trude mui hwong cua tudi day thi trude ngdy gidt giti 4o quan. Su xac thuc ¢o tinh xac thuc,
cr tam ndi thé, 1a khong thé nao co dugc. Nhung n6 co thé duoc bd tri, co thé duoc tao ra, co thé
duoc goi 1én. Tinh thé cua chung ta, & mot s6 khia canh nhét dinh, rat giéng vo1i tinh thé ludng nan ma
nha 1y thuyét gia hau hién dai Umberto Eco m ta: Lam thé nio mot ngudi dan ong co thé dwa ra mot
161 t6 tinh chan that khi nhitng tir “Anh yéu em dién cudng” da duoc lap di lap lai vo s6 1an va do d6
d3 tré nén vo nghia boi nhidu thé hé cac nha van viét tiéu thuyét lang man? Giai phap cla anh ta 1a:



“Khi Barbara Cartland thdt 1én ré“mg, ‘Em yéu anh cué)ng dai,” ma ca hai déu biét 1a mot cAu nbi rap
khudn, anh ta s& dap lai bang mot 101 o tinh giong hét nhur thé.

Tuong tu, 1am thé nao nhitng nha tiép thi ban hang khi moi cau rao hang déu di duoc sir dung roi,
khi moi thu doan quang cdo déu da duoc thir téi thir lui, khi khong con lai gi dé tiép thi ngoai trir
chinh ban than viéc tiép thi? Phan Gng phd bién nhit, nhu mot cai liéc mit vao nginh quang cdo ngay
nay chtng thyc, 13 phai c6 tinh phan chiéu. Pé n6i mot cach dong dac, “Nhu nhitng nha tiép thi thudng
ndi, san pham nay tot. Hiy mua nd.” “Pay roi, ching ta dang cd 1am mot chwong trinh quang cdo co
thé ban dugc hang, anh nghi 14 n6 s& c6 hiéu qua ch?” “Khao sat vé tiép thi ndi véi chung ta rang
anh thich rudi nudc x4t ca chua nim 18n cai banh him-bo-go ctia anh. Voila.” Anh ¢ phat dm va mét
moi véi nhirng tay budn ban xe hoi st dung nhitng chiéc xe miu dugc che day hé trude hd sau dé ban
duogc xe cua ho? Ching to1 nghi 1a khong.”

Mot cach tiép can khac 13 bay to né ra mot cach thang thig. San pham nay tot, hdy mua né. Chin
phan muoi nhitng con méo thich loai nay hon. Hay dung dau gbi dau ctia ching t6i cho loai toc ong
bac. Mot loai thude giam dau ti€u diét chirng nhirc dau. Nhanh. Loai thuc phém t6t nhat trong thi tran,
Pay. Giao hang trong vong 15 phat. C6 bao dam. Chira khoi bénh tri, hodc ban duoc hoan lai tién
(nhu thé ban yéu cau dugc boi hoan. .. nhu thé ho s& kiém tra néu ban 1am diéu do).

Pic tinh xao quyét ctia cach noi chuyén thang thirng, rd rang nay 1a nd c6 hiéu qua theo hai cach.
[33] M6t mat, nhitng cau rao hang kiéu cii tot c6 hiéu qua theo kiéu nhitng ciu rao hang kiéu cii tot. Loai
bot gidt ndy gidt trang hon. Chiéc xe hoi thué ndy co gia tri tot nhat vé& mit tién bac. Cai may vi tinh
cua hang kia c6 nhiéu chudng va coi hon, nhung cac dich vu hau mai cua chung t61 t6t hon. Mat khac,
su xac thuc bé ngoai ¢6 mdt vé mia mai. Nghia 1, nhitng ngudi tiéu thu rac réi, ¢ hiéu biét vé tiép
thi s& ngd ngo rang nhirng 15i rao hang ‘san-pham-nay-t6t” theo cach truyén théng 1a mot su cot dua, 1a
nhitng cdu tréu choc riéng tu giira ho va dai 1y quang c4o. Nhiing 1i rao hang thang nhu rudt ngua ton
tinh tri tué ctia ho 1én bang cach théng bao mot cach gian tiép rang — khong nhu nhitng ngudi tiéu thy
phirc tap — ho c6 thé nhin xuyén qua 101 rao hang don gian va phat hién duoc su phtrc tap nam phia
sau st don gian. Diéu cha yéu 13 tién hanh nd mét cach tuyét dbi thang thirng. Ping ngay ca bong gid
rang c6 mot su lra bip nudc d6i dang dién ra. Khude tir batky sy dong 16a ndo. Bé cho sy tdi nghia,
tinh bi hiém va su bi an chiém uu thé. Khang khing rang no c6 nghia chinh xéc cai ma né noi, trén nap
hop hay chd khéc. Ngay 14p tirc, ho s& phong doan diéu ngugc lai va bat dau tudng twong ra moi loai
dong co kin déo. Ho sé& tu thuyét phuc minh rang ban 1a mot thién tai tiép thi. Nhiing ké khac s& don
gian tung ho su trung thuc, théng thin ctia ban, va nhé lai viéc tranh dung thu doan. Ban 1a nguoi dau
tién doc duoc 1y thuyét nay & day.

Chuyén 14 thé ddy, va bat chap cai canh trgng nhitng chinh trj gia luén dao mao xép thanh hang dé
1én an cac tap doan ma nhitng chién dich dong gop cta ching di timg dugc ho sung sudng tiép nhan, &
day co mot bai hoc rat quan trong danh cho nhirng nha tiép thi. Thé hé ® d3 bién nganh tiép thi thanh
mot van dé, mot gi bung xung, mdt ké gio dau chiu bang cho tu ban da qudc gia, va nhirng ty vién
quan trj tiép thi da bi budc phai hanh dong. Vi tu cach nhirng ngudi bao hd cua cic cong ty 1ay khach



hang 1am dinh hudng, dat tiéu diém vao khach hang va din dat khach hang, nhirng nha tiép thi c6 bon
phan phai dap tmg cho cac quan ngai ctia nhitng ngudi ma ho dan dat, tip trung vao va hudng toi.
Khéng c6 kha niang chon lua, khong thé noi cau xin 15i, khong con 16i thoat than.

That ra, nghich 1y cua cac cudc phan khéang chdng tiép thi ngiy nay 1a nhitng nguoi phan dbi da
hudng miii dui vao chinh 161 1€ cta cac nha tiép thi. Tiép thi d3 ban rat chay tin diéu dat trong tam vao
khach hang — qua chay — dén ndi gid ddy khach hang dit ky vong vao viéc dugc lang nghe. Trong
nhiéu thap ky, cac tay giam déc tiép thi di xac nhan rang viéc thoa min khach hang phai duoc dat 1én
trudc nhat, rang khach hang 1a muc tiéu t6i thuong ctia kinh doanh. Tuy nhién, bang cach tu hoa chan
dung minh nhu 13 nhitng cong ty 14y khich hang 1am trung tim (hay ndi dung hon, 14y loi nhuan 1am
tiéu diém) va dang boi udc trong théa thuan (bodi nhitng hanh dong tham lam trong sy lam dyng moi
truong va trong su boc 10t nguoi lao dong), cac nha tiép th1 da tu tao ra mot cay thiap gia cho chinh
lung ctia ho. Co qua nhiéu chuyén nhu thé, dén ndi ngay ca nhitng cong ty dit trong tim vao khach
hang nhét cling dang cam théy stc nong hau Seatle. Ho dang cam nhan dugc n6 vi ho dat trong tam
vao khach hang nhiéu hon phan 16n céc cong ty khac. Cac cudc ndi loan chdng tiép thi 1a hau qua chir
khong phai la nguyén cé cua viéc dat trong tim vao khach hang.

skeksk

Tét cho cdc ca phé loc hai 1an (Double decaffs) cudi cling

Hay chon Starbucks.[?*! Tir tién thdn sém nhét ctia nd, Giornale I, qua nhitng bar ca phé dau tién
& Seatle, cho dén 5.200 dai 1y ma né diéu hanh & 23 qudc gia hién nay, Starbucks van duy tri viéc 14y
khach hang lam trong tdm mot cach tron ven, hoan toan, tuyét ddi, khong bién giai.[>’] Tuyén ngon st
ménh ctia n6 — ban nhé ch? — hudng tdi viéc “ludn ludn trong moi luc phét trién nhitng khach hang
hai 10ng mot cach ndng nhiét.” Hay cha v, khong chi 1 hai 1ong ma 1a hai 10ng mot cach nong nhiét.
Khéng phai 14 thinh thoang, ma 1a ludn ludn trong moi lic. Thyuc t&, ndi cho cong bang, Starbucks
khong chi quan tAm chdm soc khach hang ctia n6, ma con quan tdm td1 cai ma khach hang cua né quan
tam. O ba phuong dién quan trong.

Pau tién, khach hang ctia Starbuck quan tim t6i ca phé ctia ho. Ho phai mua theo gia an dinh. Va
tiéng tam dugc tao dung mot cach khéd khan cua Starbucks da dugce khéng dinh bo1 tinh yéu va nhiét
tinh cia Howard Schultz¢! danh cho cach ché bién ca phé tuyét diéu. Starbucks, nhur nha sang 14p ra
nd thuong tuyén b, gin tirng cdc ca phé trong mdi 1an ban ra — canh giac vé tuyén ngdn st ménh! —
v6i cong ty cung cAp hang du ctia loai ca phé ngon nhat thé gidi. Ctr cho 1a vdy, thanh cong clia cong
ty khong thé tach roi khoi quyét tim cua Schultz trong viée gido duc khach hang va nang cao ky vong
ctia ho vé cai da thiét 1ap nén loai san phim ca phé grand latte hay macchiato ngon lanh. Mot chuong
trinh phat trién san phdm séc sdo, trai dai tir nhdn hiéu Frappuchino ndi tiéng va Mazagran khong ndi
tiéng miy cho dén nhitng cai dia CD va mon kem lanh thuong hang ctia Starbucks, ciing da gitip cho
moi chuyén suon s€. Quan diém thuc té cua Schultz d6i véi mong moi1 cua khach hang dbi voi loai sita
it chat béo va cac loai ca phé tim huwong vi, bat chap cac nguyén tic pha ché ca phé thuin tay ciia ong,



da chi rd rang mot sy nhay cam tiép thi sac sao ludn co hiéu qua. Khach hang 1 ngudi chi huy.

aeep:ffalianlevespredatet . cen #2003 baenia heu

Tht hai, khach hang cta Starbucks quan tim téi khong gian vat chét trong d6 céac loai ca phé hoi,
ca phé sita, va, theo 10i ctia dién vién hai Steve Martin, “phan nira ca phé da duogc loc bo chét cafein
hai 1an, phn ntra ca phé, véi mot 14t chanh,” dwogc tiéu thyu. Trong cai thé gidi ning dong ngay nay, noi
ma chung ta dugc ky vong phai gilt viing, tiép tuc gitr vitng, cai ma ching ta cd, Starbucks cung cip
mot chdn tri 4n an binh, sy yén tinh va su quanh qué c6 tinh chit cong cong, mdt noi ma ngudi ta co
thé virt bo, ra sach nhitng mdi au lo trong ngdy véi su trg gitp ctia mot hodc hai ly ca phé.

Nhitng chiéc ghé d& chiu, san nha 16t d4 mai, tiéng dong lanh canh, nhitng dia nhac mang Am
hudng Jazz, mui thom quyén rii ciia nhitng hat ca phé mdi xay, va nhitng ké hang chat day nhitng loai
ca phé pha ché sin, tat ca két hop v61 nhau dé tao nén mot khong gian dac biét, mot noi chdn thir ba,



mot khu vuc giam ap luc xen gifra cong viéc va gia dinh. Thir bang dan ca nhan cua Starbucks dang
bang lai nhitng vét thuong cua thé gidi hién dai. Starbucks dang van hanh mot bénh vién sin soc sic
khoé. Starbucks 1a mdt sy diéu tri dit trong tim vao khach hang dbi voi nhitng ap luc va cing thang

ctia xd hoi tiéu thu. Starbucks, nhu Schultz dién ta mot cach hing hon, 1a mot noi dé trit xa moi tha.
[37]

C6 nén c6 dong cho diéu d6? Bau khong gian thir ba ma trong d6 Starbucks quan tAm téi nhitng
quan tAm ctia khach hang 13 thién chi cong ddng tot. Vao mdt thoi dai ma mbi quan ngai cta ngudi tiéu
thu vé su boc 10t cta phuwong Ty dbi v6i “phan con lai” dang ting 1én, Starbucks da di kha xa dé
thiét 1ap nén nhitng phim chat nhan 4i ctia nd. N6 kién quyét khude tir viée boc 16t cac cong nhan 1am
vuon cia thé gidi thtr ba va da tra gia nhiéu hon mong doi cho ca phé hat ctia nd. N6 cung cap bao
hiém y t& va quyén mua c6 phan cho nhitng ngudi lao dong ban thoi gian thdp kém nhét cua nd va chi
tra nhiéu hon mirc tién cong ti thiéu. Y thirc v& moi truong cua nd mé rdng t6i viée giam gia cho
nhitng khach hang nop tra lai cac vat dung chét giai khat cua ho. N6 da b6 nhiém mot pho chu tich phy
trach vé Trach nhiém Cong dong Xa hoi (CRS), 4n hanh mdt ban béo cdo thuong nién vé CRS, va, tir
nhitng ngay dau thanh 1ap cong ty & ving tdy bac Thai Binh Duong — kha 1au trudc khi chi nghia tiéu
thu da lang diu — nd di ung ho CASE, mdt to chirc ctru trg quoc té. Ngoai ra, khong nhu phan dong
cac d6i thu ctia minh trong nganh kinh doanh ca phé, Starbucks tai trg cho cac phong kham chita bénh,
truong hoc va cac du an cho vay tin dung & cac cong dong dan cu trong ca phé. Noi cach khac, nhu
nhirng khach hang nghiéng vé canh ta boc tryc clia minh, Starbucks treo trai tim cong cong trén ong tay
40 gian di, dét bang tay ctia no.

ek

e Ban c6 tranh ddu vi ca phé?

Thé nhung, véi tit ca moi diéu tot dep cua nd, Starbucks dang ndm trong mét bio ctia sy phan ddi
tiép thi. Trong nhitng cudc ndi day & Seatle vao thang 11/1999, nhitng cira hang dai 1y cua nd bi ¢o
1ap vi su ch ¥ dic biét cta nhitng ngudi dan 6ng va phu nit tan pha nhu ho da tré nén ké tir thoi diém
d6. Sy cht y d6 chil yéu xuat phét tir nhitng tay Nologoistas cho rang gio day nd 1a mot bo phan cua
nhom tam dau ché dic biét nguy hiém, sat canh véi McDonald va Nike ma nhitng ké phan ddi tiép thi
hom nay mudn cim ghét. Tuong tyr, mdi khi toi nhitng cong dong, Starbucks duoc chio don bang
nhirng tranh ¢6 dong chdng d6i, nhitng hang ngudi can trd, va cac cudc phan ddi om xOm ciia nhirng
cong dan lo ngai, nhitng ngudi da doan trudc su qua do1 nhanh chong cia nhitng ctra hang ca phé tu
nhan cta dja phuong. Ngay ca cac thanh tich tot vé thién chi cong dong ciing bi loai bé mdt cach khinh
thuong nhu 1a rac ruoi, sy pho bay gia tao, su dong kich ra vé c¢é trach nhiém xa hoi, mot vé ngoai
quan tim-chia sé ctia chi nghia tr ban c6 bo rang va mong vudt nhudm dé mau tuoi.

Chic chin, nhitng cao budc d6 khong phai hoan toan vo cin cir. Starbucks c6 kha ning canh tranh
dén mirc do trd thanh tan nhin, nhu mot doan trong cuén phim Bar do Peet®8] thi dién chimg to.
Starbucks 1a mot Wal-Mart ctia cac bar ca phé, 1a hdi chudng bao tir cho nhitng so s& kinh doanh tinh



1é (chién luoc tap hop vi tri that sat sao cua nd da vat kiét strc séng ctia cac ddi thu canh tranh).
Starbucks tra nhiéu hon mirc can thiét cho cic ngudn cung cip cta nd, mic du sb tién cong vao gia
vbn sau d6 van vo cung to 16n (chua toi 1% sb hat nguyén liéu duoc Fairtrade - t6 chirc quéc té vé
thuong mai cong bang- chirng nhan). Starbucks ¢6 thé 1a mot don vi str dung lao dong kiéu mau nhung
nhiéu cong nhan ban thoi gian khoéng ¢ lai ¢ 1au dé git hai nhitng quyén loi (thi du cac quyén mua co
phan va cac khoan bao hiém y té). Nhiéu ngudi tin rang Starbucks 1a mot hinh thire dic biét xdo quyét
clia cht nghia tu ban, mot tip doan gia vo nhu né khong phai 13 tu ban. Sy chdng d6i bé ngoai cua
Starbucks d6i v&i su boc 16t nguy trang cho nhirng hoat dong boc 16t tham siu cua chinh nd. Nhu
Austin Powers tiét 16 trong Tén gian diép di lira dao ti, (The spy who shagged me), Starbucks 1a
hang 6 ctia Chaa Quy (Dr. Evil), mot Pé Tam Qubc Xa noi nhitng ké hoach cue ky tan 4c dugc ngam
ngAm muru tinh dé thong trj thé gidi. Oi, cai cach ngudi ta cu xir!

skksk

V& phin Howard Schultz, noi cho cong bang, to chirc clia 6ng ta 1 mét miu muc khi so sanh voi
mdt s6 ddi thu canh tranh cta nd. Hon nita, du nd ¢6 vé nhu dé)ng tho1 ¢6 mat & khép no1i, Starbucks la
moOt ngudn giai tri rat bé nho. N6 chi thu hut khoang hon mét phin trim trong téng s cac ngudn cung
cap ca phé trén thé gidi. Twong tw, né hoan toan phi 1y khi duy tri trach nhiém cta mot cong ty don 1é
d6i v6i nhitng chénh 1éch, bat cong va t6i 161 vdn 13 ¢b hitu trong linh vyc kinh doanh ca phé, nhat 1a
v6i mot cong ty twong d6i tin tim nhu Starbucks. Du sao di nita, chinh Howard Schultz va nhirng tay
sai cua 6ng- chtr khong phai 1a Nestlé, hay Procter & Gamble — 12 ngudi di trong nd vao can co cia
su toan cau hoa. Mot phﬁn cta diéu nay la do thanh tich ndi bat ctia cong ty, nho do6 da tao cho n6 mot
muc tiéu rd rét. Mot phan 1a sy tiép can dé dang, vi viéc tim téi mot dai 1y Starbucks gan bén van dé
hon 13 1an mo t6i mOt nha may gin nhat ctia Nestlé. Phan khac 1a do vi tri ctia Starbucks véi tur cach
mot tap doan hop thoi, yéu mén thé gid1 thir ba, mot thai do mo1 goi rat thuc t& dé moi nguoi co thé
kiém nghiém mdt cach c6 phé phan hién thuc nim phia sau su khoa truong.

Tuy nhién, sy phan dbi ciing xudt phat tir chinh triét 1y tiép thi 14y khach hang 1am trung tim mot
cach tron ven, hoan toan, tuyét doi, khong bién giai ctia nd. Nhirng nguoi chéng ddi léy Starbucks lam
muc tiéu chinh vi muc dich “ludn ludn trong moi luc phat trién nhitng khach hang hai 1ong mot cach
ndng nhiét’cta nd,vi nd lang nghe tiéng ndi cua ngudi tidu thy va s& dap tng cac yéu cau ciia khach
hang, bat ké chung dugc thé hién mdt cach bt lich su ra sao. Nhu Ronnie Cummins, giam ddc Hiép
hoi Khach hang My, di cong khai tht nhan vé chién dich chdng Starbucks cua ong ta: “Chung t6i 14y
ho 1am muc tiéu vi ho 1a cong ty ca phé 16n duy nhat trén thé gidi vo vit 1a c6 tinh than trach nhiém
d6i voi xa hoi... Tot hon 1a khoi dau véi ho. Kraft s& khong bao gio 1am bat ctr diéu gi. Khi ban 1a
dan den v&i nhitng nguén kha nang han ché, ban phai chon muc tiéu mot cach can than.”

skeksk

e Phan anh vé tiép thi



Vay, nguoi ta ¢ thé 1am gi? Nhiéu ngudi theo chu nghia truyén thong co thé két luan ring tinh
trang ndy doi hoi thim chi phai dit trong tim vao khach hang nhiéu hon nita. Nghia 13, phai thuc su
yéu mén khach hang chir khong chi yéu ho theo kiéu trudc day. Va néu viée that sy yéu mén khach
hang chir khong chi yéu ho theo kiéu trudc day khong hiru hiéu. Va néu. ..

Xin 158i, nhung giai phap “nhiéu-hon-nira-cai-twong-ty” khong on ti ndo. No khong on vi
Starbucks va cac tap doan co siéu dinh hudng vao khach hang dang nam ¢ tam dong dat ctia hé thong
khach hang m&1, mot hé théng dad tim sy thé hién dau tién trong cac cudc noi day ¢ Seatle. D6 1a mot
hé thong noi kién thirc khong nging ting 1én mot cach rong 16n vé ngudi tiéu thu cta nhitng nha tiép
thi - nho cac k¥ thudt khio sat phirc tap, cac kho dit liéu to 16n, va phin mém dé khai thac chit liéu —
lai duoc can bang boi kién thirc khong nglng ting 1én mot cach rong 16n vé cac nha tiép thi va hé
théng tiép thi ctia ngudi tiéu thy.

Céach day bon muoi 1am nim, khi Vance Packard xuat ban cudn Nhirng ké thuyét phuc 4n than,
nguo1 tieu thy My da bi sbc nang, va ciing kha kinh ngac, bd1 nhitng manh khoe xuyén tac su that cua
cac dang tiép thi. Tuy nhién, ngay nay ho d& hoan toan quen thudc vdi nhitng thit doan mdi nhat cua
cac nha tiép thi. Cac kénh truyén hinh va phat thanh ctia chiing ta chat cting voi nhirng chuong trinh va
cau chuyén vé tiép thi, tiéu thy, tdm ly mua sam, va tit ca cac thtr con lai. Cac dién vién tau hai biéu
dién nhirng théi quen thudng ngdy chan ngdy vé céc siéu thi, xe chd dd mua sdm va cac chuwong trinh
quang cado TV ba chiéu cho cac san phém xa bong, kem cao rau hay khan v€ sinh. Cac tap chi 14 cai
thuong xuyén dan du doc gia danh gia vé nguyén nhin phia sau cach thiét ké cira hang ban 1é va su
thay d6i nhan hiéu xoanh xoach mdi ngay. Cac to phu truong ngay Chu nhit day nhitng phan anh va
phan ciu trac ctia cic chién dich quang cdo, cling nhu cac chuyén ngdi 1& d6i mach vé cong nghiép,
cac 101 rao hang lo limg, va cac vu lira bip trong quén tri ké toan. Cac cudn phim Hollywood thudng
st dung céc khung canh quang cdo/ tiép thi/ ctra hang ban 1¢ nhw What Woman want, Crazy People,
Clerks, High Fidelity, Scenes From a Mall, You’ve Got Mail, Working Girl, Soul Man, Pretty
Woman, Jerry Maguire, How To Get Ahead in Advertising. Va khi lam theo cach do, n6 da he 16
nhirng hoat dong tham kin ctia céc thiét ché tiép thi c6 lién quan. Cac hoat dong tham kin nay ciing c6
thé 13 nhitng btrc tranh biém hoa dung chuyén qua mirc, nhung du sao ching ciing ning cao nhan thirc
khai quat vé tiép thi ctia cong chiing.

T4t ca nhirng diéu ndy c6 nghia 13 khich hang ngdy nay da tré' nén khon ngoan trude sy du hoic
cua cac nha tiép thi. Ho s& hitu mot “su phan anh vé tiép thi”, mot hé théng canh bao s¢m c¢d hitu giap
do tim céc thong tin thwong mai duoc gl t6i — bat chip ching khéo 1éo thé ndo — va tr dong trung
hoa ching. Hoac, nhu Bond va Kirshenbaum da mi€u td mot cdch mau me¢, “Nhirng nguoi ti€u thu
gidng nhu nhitng con gian. Chiing ta xit thudc tiép thi vao ho va mot thoi gian sau né mdi c6 hiéu qua.
Thé 161, khong thé tranh khoi, ho lai phat trién mot hé mién dich, mot sy cudng khang.” Diéu ndy dic
biét diing voi cac Thé hé X, Y va ®, nhitng thé hé di ba bau va tiép thi tir lac mdi lot 10ng va noi
“Qudc-té-ngit-nhan-hiéu” (Brandesperanto) nhu tiéng me dé. VO s cudc nghién ctru theo kinh nghiém
d3 cho thiy ho c6 kha ning tuyét hao trong viéc kiém dinh, danh gia, sung cong va moc rudt cac chién



dich tiép thi.?%! Nhitng phan tich vé nguoi tiéu thy ctia chinh t6i cho thdy mot cach qua quyét rang ho
khong hé danh gia sai 1am vé dy dinh cua cac nha tiép thi. Ho khong con doc cac bai quang cao mot
cach vo tu ma nhin ra phia sau cta ching dé xem nhitng ngudi quang cdo nhim vao déu. Ho dd nhén
thirc ra su rao hang nim sau su rao hang.

« Hinh 4nh ching la gi ca

Chic chin, cac nha tiép thi ngdy nay nhin thirc duoc ring nguoi tiéu ding ciing dang nhin thirc vé
ho. Piéu nay 1y giai cho su gia ting nhanh chong cac chién dich quang cdo mang tinh phan chiéu.
Nghia 13, nhitng quang céo vé viéc quang céo, nhirng khao sat vé tiép thi, hay hoat dong quang ba hang
hoa, hay sy phat trién san pham mdi, hay tit ca moi cung cich cta nhitng kich ban c6 lién quan t&i
tiép thi.

Hay xem xét truong hop cua Joe Isuzu. Khi tay moi gidi xe hoi hu cau, ké da 16i cudn khan gia
truyén hinh My trong thap ky 1980, dugc tai sinh cho nhitng ngudi tiéu thu hay chit ngay nay, cac
chwong trinh quang cao khong quay nhitng canh rao hang truc tiép trudc may quay cta Joe nhu trude
day. Chung tap trung vao cac nd luc ciia Joe dé ban nhitng ¥ twdng quang cao doi hoi ngan sach 16m
ctia minh cho Pho Chu tich va Giam déc tiép thi ctia Isuzu. Mot tang 16p ngoai hang cua tiép thi, c6 thé
ndi thé, di dugce bod sung thém vao thdi gian chuyén tiép. Ngoai ra, ba con éch Budweiser*” khong
phai 13 nhitng nhan vat cua truyén thong tiép thi bang hinh anh nhai con ngudi, giéng nhu HO Tony,
Meéo Morris, hay C4 ngir Tommy. Trai lai, chiing 1a nhitng dién vién dong vat ludng cu, da mang lai
tiéng noi cho thuong hiéu Budweiser, bt chip nhitng phan ddi cta cac con cu da (iguanas) x4u tinh



nhu Louiel*!. Tiép thi 14 thong diép.

Theo cach thic tuong ty, Diesel, hing da phéa than tuong clia Y kién quyét ban hang cua né bang
phuong tién ctia mot thong diép phan dbi sy mua hang. N6 xem viéc ngudi tiéu thu hiéu biét vé tiép
thi nhu mdt chuyén tat nhién va tim cach phé v cac ti€u chi, nhitng thir rap khudn va su cao dao trong
vi¢c dat trong tam vao khach hang cua nganh tiép thi. Nhu Maurizio Marchiori, Giam déc Quang céao
va Truyén thong cua Diesel da phat biéu vé céc tap doan “lam diéu tdt, chim soc-chia sé, bam sat
khach hang”[*?]: “Nhitng thwong hiéu 16n da ging hét strc dé khién cho chin dung ty hoa ctia chiing c6
vé nhu chan that va co y dd ot dep nhung diéu d6 khong bao gi¢ tré thanh su that, va ban c6 thé gén
nhu luén cam nhian dugc ciu trac doan thé khéng 16 ndm sau nd.”

N6i tom lai, nguoi tiéu thy ¥ thirc duoc cic van dé tiép thi. Cac nha tiép thi nhan ra rang nguoi
tieu thu ¥ thirc duoc cac van dé tiép thi. Nguo1i tiéu thu nhan ra réng cac nha tiép thi nhan ra réng ho ¥
thirc dugc cac van dé tiép thi. Va cur thé, diéu nhay d6i am clia cic nha tiép thi hiéu biét va nhing
ngudi tiéu thu hiéu biét vé tiép thi tiép dién, trong mot sy thoai hdi vo tin cua nhitng phan dang mang
tinh phan chiéu.

Nhung dau 13 hdm ¥ cua tit ca nhirng diéu nay? That sy cac nha tiép thi dang 1am gi? Ho c6 cai to
tu duy ctia minh dé ddi pho v&i nhitng hoan canh thay d6i ngay nay?

Vang, & mot mirc d6 nao d6 ho c6 cai to tu duy. C6 modt dan dong ca dang phinh 1én cta cac binh
ludn gia tiép thi, nhitng nguoi khude tir khong chiu hat vai mot giong diéu ru nga khach hang. Nén van
hoc vé cac cai cach nay, ndi riéng, chi ra rang: (1) Khach hang thuong khong biét ho mudn gi; va (2)
khong phai khach hang ltic nao ciing diing. O khia canh thtr nhat trong hai khia canh trén, c6 mot hang
dai nhitng san pham va dich vu thanh cong ma lic dau da bi khach hang chdi bo, sau d6 lai trd thanh
nhirng thtr tuyét voi. Diéu ndy chimg minh hing hon cho kha ning ctia moi nguoi trong viéc trd nén an
kh6p voi cai ma ho mubn hodc kha ning ludng trude cic phan tng cua chinh ho. That sy, néu ngudi
ticu thu lam theo céach cua ho, s€ khong c6 CNN, Sony Walkman, Chrysler Minivan, dién thoai di
dong Motorola, Palm PDA, Hé thong TV Fox, Boeing 747, may hut bui Dyson va khu giai tri
Disneyland, chua noi dén nhitng cai 10 vi ba, thuc phém dong lanh, ban chai rang dién va internet.



Pung vay, thé gigi co thé 1a mot dia diém t6t hon néu khong c6 Sony Walkman, dién thoai di dong
Motorola va Fox — khong c6 nhitng ct dién thoai tran lan, khong co nhitng tiéng chudng reo quay
nhiu, khong c6 hién turgng Khi cac CEO Tt Trd nén Tdi — nhung thuc chat ciia van dé 13 ching da
chién thing vi nhitng nha cai cach dung sau lung ching d lam ngo nhitng chong ddi ban dau cua
khach hang, khudc tir nhitng phat hién thir nghi¢m thi truong hay su tap trung vao nhom, va tiép tuc
tung ra san phém, bat chép su thd 0, nhao bang, 4c cam. Bt cir diéu gi.

ek

e Khach hang — Ké kho khao

Tuong ty, khach hang khong phai luc ndo ciing dung. Khong noi dau minh hoa cho diéu nay tot
hon 12 trong bai phén tich cua Clayton Christensen vé thi trudng 6 dia cimg. Choang vang véi thuc té
rang cac cong ty dang cap thé gigi cir va vap hét 1an nay sang 1an khac khi “cac cong nghé pha v3”
(disruptive technologies) xuat hién - dia 14 inch, 8 inch, 5.25 inch, 3.5 inch, 1.8 inch... vv... - 6ng
phat hién ra rang, chiang nhitng khéng 1am ngo nhitng ¥ twdng méi, cac cong ty thudng di dau trong cac
cong ngh¢ lién quan. Nhung ho khong dua chung vao thi truong. Vi sao? Vi khach hang cta ho phan
d6i hodc thd o Vi sy cai cach. “Chang c6 ai doi hoi nd”. “Khong thiy né ¢o tic dung gi”. “Do6 khong
phai 14 cai ma ching toi dang tim kiém.” “Pung lang phi nhitng dong d6 la danh cho nghién ctru va
phat trién ctia anh cho ¥ niém phi 1y d6.”

That khong may cho nhitng nha san xuat dia c6 lién quan — Shugart, Micropolis, Priam, Quantum,
Western Digital va cac hing con lai — ho d tra mot chi phi rat cao cho sy quan tim t6i khach hang va
su tAn tim vo han ctia ho dé tién hanh t6t nhit cong tac tiép thi. Mot s da phai tra chi phi cao nhat,
nhu nhirng cong ty khac da tra trong nhitng linh vuc hoan toan khac biét. Christensen phat hi¢n ra cung
mdt khuén mau chinh xac trong céc thi trudng da dang nhu may xic co gidi, may in phun nurc, miy
photocopy mini, cac cong cu ky thuat s6 hd trg c4 nhan, san xuat thép téng hop, va viéc ban 1¢ tai cac
ctra hang bach hoa. Thé nén, duong nhur 13 khong nhirng khong phai ltc nao ciing ding, khach hang con
c6 thé 1a nu hén cua thian chét. O khia canh ndy, dimg bao gid quén rang viéc dit trong tim vao khach
hang da mang ban t61 vd1 McLean cia McDonald, ga ran 16t da cua KFC, banh pizza c6 do calori
thip cuia Pizza Hut, tat ca nhirng thar d6 déu bi cao bang & quiy fast food.

Vay, quan diém cta toi 13 bat ké nhitng quyén tiép thi gido khoa thu dé xuat cai gi, doi khi diéu té
hai nhit ban c¢6 thé 1am 1 1dng nghe khach hang. Va diéu twong tu ciing dtng v6i nhitng ngudi dai dién
cua hg. Nghia Ia, nhitng ké duong nhu noi thay cho khach hang, chang Joe chinh hiéu, c6 gai dang yéu,
ngudi dan ong trén phd, ba me cua chang cau thi bong da dién hinh, hay, nhu trong truong hop ndi bat
cua Heartmate.



Heartmate, trong trudng hop ban chua nghe noi vé no, 1a mot loai bom cong nghé cao, mot thiét bi
nhan tao thyc hién cac chirc nang tim mach can thiét trong lic bénh nhan tim dang chd mot cudc phau
thuat. Khi loai may nay dugc Vic Poirier dua ra ban thdo 1an dau, n6 bi to chirc y khoa bac bo. Pon
gian 13 nhitng nha phau thuat khong can biét tdi nd, con cac bac si tu van chuyén khoa tim thi coi
thuong no. Cac thiét bi y khoa, ho bao, co thé khién cho cac co quan bi teo di. N6 c6 kha nang déy
bénh nhan vao chd chéthon 1a kéo dai cudc séng ctia ho. Theo mot sd it nguoi, cal may bom trg tim
ctia Poirier c6 thé tao ra tai bién, dot quy, hay cac truong hop tim ngimg dap. Té hon nita, vat mau
dau tién cua nha tién phong c6 mdt bé mit bén trong cd két cau xu xi, chic chan s& giy ra nhitng khoi
mau ty, nguyén nhan cua phu thuat tim. Khong gi khic ngoai mot bé mit cyc ky min mang moi dap
g dt yéu cau, vi mot vét xudc hay su khong hoan hao nhod nhit ciing co thé giy ra tu mau.

Tuy nhién, Vic Poirier van khing khing giit theo nguyén miu chong d6i manh mé truyén thong do.
Chiéc may bom trg tim cua 6ng da hoat dong c6 hi¢u qua. Mau tu lai mot cach bé“mg phfmg, nho vao
ciu tric bé mit, va tao ra mot 16p phu 16t nhu mot trai tim tu nhién. San phém duoc wa chudng, moi
nam dugc cdy ghép hang ngan cai va thi trudng ddi véi cac thiét bi chuyén khoa tim mach ngay nay c6
tong tri gia vao khoang400 triéu d6 mdi nam.

Du cau chuyén vé Heartmate lam 4m long ngudi, nd that sy ¢6 v nghia gi trong pham vi thuc hanh
tiép thi hay khong? N6 c6 nghia 1a chung ta dang nam trong mot tinh canh nghich 1y mot cach ky la,
noi ma nhitng nguoi tiéu thu co hiéu biét vé nganh tiép thi phuc tap dang chdng dbi nhitng to chirc
hudng t6i khach hang nhu Starbucks. Mt khac, cic nha tiép thi hiéu biét khach hang gio ddy tin rang
viéc nghe theo ngudi tiéu thy hiéu biét vé tiép thi 1a mot tré luc hon 1a mot ich loi.

Vay thi, cdc nha tiép thi phai phan (g ra sao? Chung ta ¢ nén tiép tuc dit trong tim vao khach
hang nhiéu hon nita, nhd' d6 lai c6 thé thang duoc chi nghia hoai nghi? Hay chung ta nén dit trong tim
vao khach hang it hon, nhd d6 tranh dugc su theo dudi khadch hang mot cach hd hénh?

Di nhién, cau tra 101 13 khong mét cach nao trong hai cach do. Tiép thi can mot phuong tién thu
hat khach hang ma khong c6 tinh chat dat trong tim vao khach hang. N6 khong duoc chay theo khach
hang mdt cach quy luy ma ciing khong duoc hoan toan 1am ngo khach hang. Tiép thi & thé ky 21 s&
dién ra trong mot thé gidi noi ngudi tidu thu tré nén khon ngoan hon trude nhitng muu meo cia cac



nha tiép thi va cc nha tiép thi hiéu biét rd nhirng thiéu sot cua viéc 1y khach hang 1am tiéu diém. Nui
d6i va liing sau, co thé noi thé, cua sy ngu dot va thiéu hiéu biét 1an nhau — giita cac nha tiép thi my
ngudi di vi nguoi tidu thy va ngudi tiéu thy hiéu biét vé nhimng tin diéu an gidu ctia cac nha tiép thi -
d3 bi san bang. San thi ddu da twong ddi bang phang. Ching ta dang séng trong mot hé thong tiép thi
khac va cac nguyén tic tiép thi phai duoc hiéu chinh lai cho thich tng.

«Lam thé nao dé doi pho voi nhirng khach hang 16i doi?

Su tAng boc khong bao gid thit bai. hiy bao ho ring dbi v6i ban ho qua sitc thong minh.»



BAI HOQC III

CACH XU LY NHUNG CUON TIEP THI GIAO KHOA THU

* Levi da roi khoi toa cao oc

Thang 10/1999, Levi Strauss & Co khai truong mot flagship store dé thay thé cho moi cira hang
khac trong thi trin qué huong ctia né & San Francisco. Mot toa nha bdn tang danh cho cong ty trang
phuc c6 mot khong hai - siéu thi Levi’s nam trong Quang trudng Doan két (Union Square) 13 hién than
ctia thwong hiéu nay. N6 tan thoi. N6 ngau hing tu nhién. N6 nong bong. N6 s6i dong. N6 sic sao. No
rd rang. N6 1a mot cai gi d6 khac. N6 ddy nhirng anh dén chdp 16a, nhitng hinh anh lung linh, nhitng
hiéu rng dac bi¢t choang ngud1, va nhirng dac tinh cuc ky khac la nhu cac thu muc ctra hang theo thoi
gian that va nhirng kinh ngdm video trong khu tién sanh. N6 c6 mdt diy man hinh TV khong 16 chiéu
cac chuong trinh quang cdo doat giai cua cong ty. N cat gitr toan bo cac dot hang hoa cua Levi ¢ moi
tho1 dai, bao gém Dockers, Slates va cac danh muc hang chi ¢c6 ¢ chau Au va Nhat. N6 chira dung
moi su ki€n dang nh¢ cua Levi, cling nhu nhiing di tich cua cac dong san phém ca nhan: 501s, 505s,
550s, do, bac, cam, va, mot cach ty nhi€n, mot bd suu tdp hoan chinh nhitng mat hang co dién cla
Levi. Tinh chat kim loai mdi (nu-metal) duy my ctia n6 — nhitng san nha bang gang va bé tong, nhirng
6ng nude bang thép — bay to 1ong kinh trong dbi voi qua khir tién cong nghiép, hién tai hdu cong
nghiép ctia thuong hiéu, va pham chat tho so, tan bang dinh, “xé toat no di néu ban du stc” trude day
cling nhu hién tai cta nd. Trang phuc Levi’s, chinh hiéu va tot nhat. Levi’s, nhiing cai quan Jeans da
dung nén nuéc My. Levi’s, loai trang phuc chinh ddi véi gidi tré va nhitng ngudi co trai tim tré méi.

Levi’s flagship store ¢ San Francisco



Tuy nhién, néu c6 nhitng tir dién ta tot nhét siéu thi Levi’s ¢ Quang trudng Poan két, nhitng tir d6
phai 13 “chiéu theo ¥ khach hang”. Khi siéu thi ndy mé cira 1an dau tién, né day tran nhitng va cham
mang tinh ca nhan hoa, tir nhan dang ddu van tay va scan than hinh cho dén nhitng phong chup anh khac
thuong va nhitng 16 quan 4o jean ‘co-lai-cho-vira’. Trung tim cua ting ba 13 mdt trung tAm chiéu y
khach hang, noi nguoi ti€u thy co thé dong d4u 4n c4 nhan cta ho 1én mot thir trang phuc Levi ua thich
nhét, vira méi ra 10 hodc da c6 16 xa xwa. Cac dich vu chiéu y khach hang nay bao gé)m dd théu, tranh
v& tay, khic bang tia laser, tic phAm mai, va su truyén nhiét bang cac chudi hat, chat déo hay dé thach
anh. Nhirng kiosk gan bén cho phép nhitng ngudi yéu mén hang Levi’s truy cdp vao trang web cua
cong ty, Original Spin, noi mot cai quan theo kiéu cii c¢6 thé dugc thiét ké, dat hang, thanh toan va giao
hang boi FedEx 21 ngay sau d6. “Hay sang tao cai quan jeans cta ban ngay tir dau”, né dé nghi thé.

Vao ngay khai trrong hom do, siéu thi Levi’s dd bao ham mot mau muc ctia dinh hudng vao khach
hang. No biéu tuong hda buodc chuyén bién tir san xuit va tiép thi co tinh dai tra, no1 mot loat cac co
quﬁn a0 gi61 han thich hgp cho tit ca (vo1 that nhiéu co, kéo, vin veo) sang nhitng thi trudng cia mot -
clr goi tén theo céch ctia ban - md hinh theo yéu ciu quan chiing von da dinh tinh cho doi séng thuong
mai dwong thoi. O khia canh ndy, siéu thi Levi’s & Quang truong Poan két xtng dang 1a mot twong dai
ctia Peppers and Rogers!*3], nhu n6 d3 1a twong dai ctia Levi Strauss & Co.

ek

e C6 mt cay dinh da xuyén qua no

Theo thoi thudong, nguoi ta ndi rﬁng dinh diém ctia mot nén vin minh, van hoa, mot tap doan, hay -
d6i v6i van dé dang thio luan - mot thuong hiéu, thuong xdy ra vao dung thoi diém khi né bat dau tan
rd, hu hao, suy tan, hip hdi.Levi’s khong phai 1a ngoai 1&. L& khai truong trong thé ¢ Quang trudng
Poan két xay ra ding vao lac thwong hiéu nay dang tudt doc. Siéu thi nay khong c6 ¥ nghia mot tuong
dai cho lam, dting hon, nd ¢ ¥ nghia 13 mot ling mo cho thwong hiéu mot thoi miu mure ndy. Vao dau
thap ky, khi si€u thi dugc xay dung, Levi’s nam gitt 48% thi truong do jeans, so vo1 Lee va
Wranglers 1a 22%, cac nhan hiéu tu nhan 3% va cac hang khac 27%. Muodi nam sau, Levi’s da tudt
xudng con 25%, Lee va Wranglers tiang 1én tdi 32%, cac nhin hiéu tw nhan ting gip bay lan véi ty 1¢
21% va cac hing khac hoi gidm nhe nhung xem ra van con kha khd & mirc 22%. Ngoai ra, mirc thu
nhap cua hinh twrong My ndy sut giam tir 7,1 ty USD xudng con 4,6 ty trong khoang thdi gian tir 1996-
2000. Riéng trong nam 1999, chi $b tudt dbc 13 14%, va theo CEO cua nd khi do 1a Robert D. Haas,
ngay trong cai nim dinh ménh do, cong ty hau nhu khanh kiét. Khi dugc khai truong vao thang 10,
Levi’s da roi khoi toa cao dc. It nhat 1a néi theo cach cua nganh tiép thi. [+

Tuy nhién, nhu tit ca cac bd phim hay noi vé nguoi that viéc thatctia MY, cai tap doan co vé suy
tan clia ching ta dang 1am mot cai gi d6 dé phuc hoi lai vi thé va tu duy sang tao ctia nd, nhd vao su
tan tim cua CEO méi ctia nd 13 Philip A. Marineau. Thu vi thay, cong cudc phuc hdi ndy da dua trén
mdt su chon lya han ché, cac kha nang han hep, va viéc tiém mot luéng khong khi ¢6 mdt khong hai va
khong thé dat dugc vao cai di tré thanh mot thuong hiéu c6 mat khép noi mot cach dang chan, cé san



cho moi lya chon theo dinh hudéng khach hiang ma nguoi ta c6 thé tudng twong ra. BO suu tap chat
luong cao Red Collection chi dugc san xuat ba kiéu roi két thiic. Mot s6 nho cac cira hang doc quyén,
mdi cira hang duoc dit tén theo mdt 4m chi mo ho dén viéc san xuit dd jeans dugc khai truong ¢ cac
thi d6 phong cach nhu Paris (Nim), Milan (B-Fly), London (Cinch) va New York (Selvedge). Mt
hang c6 van s6 khong may, Original Spin, da bi cat giam toi mirc triét tiéu. Trong cung luc, cac bo
jeans Nevade “nguyén thuy”, dugc phat hién ra & mdt mé than tho1 nhitng nam 1880, dugc cong ty
mua lai voi gia 50.000 d6, da duoc tai san xuat trong mot dot hang cuc ky han ché, véi gia 400 d6
mdt bo. Trong khi Levi Strauss van con mdt ching duong dai dé tién budc, dau an dic biét thu hat
khach hang ngay tir phut ddu tién da dan duoc phuc hoi tro lai.

skksk

e Hanh trinh khong c6 that cua Phil va Ted

Cho du c6 mot bude phat trién day khich 1¢, miu jolie de grandeur ctia Levi’s & Union Square
con hon la mot tugng dai dé ngao man, mot biéu tuong mia mai ctia mot cong ty c6 tinh hinh tuong
trong budi kho khin. Cai siéu thi nay cling biéu twong héa chimg bénh man tinh cta nganh tiép thi
duong tho1, mot si€u thi ¢6 tinh chat khai niém, néu c6 bao gio c6 mot si€u thi nhu thé. Trong khi Levi
Strauss & Co ving vay, ¢ géng mot cach tuy€t vong dé nim bét lai uy tin ctia mot thoi, nganh tiép thi
cling dang nd luc tai tao lai hinh anh cta chinh né. D3 bén muoi nim troi qua ké tir ngdy ra doi khai
niém tiép thi “hién dai”, cach tiép can “khach hang trudc nhat” ma Ted Levitt dd xay dung va Phil
Kotler dd hé théng hoa, va nhirng nha tiép thi dang bung tinh trudc thuc té rang né khong con hién dai
chat nao, rang n6 da qué 15i thoi, rang nd can mdt sy suy nghi lai, rang nd khéng con hiru hiéu trong
nhirng hoan canh hdu Seatle ngdy nay. Mot cai liéc thoang qua bo phan kinh doanh ctia da phan céc
siéu thi déu cho thiy c6 mot nhém nhé nhung to mém nhitng gd nghi ngo, nhitng ngudi di gido, nhing
ké theo thuyét bat kha tri, va nhitng tén tai pham.

Trong khi Levi Strauss & Co ving

vay, cd gang mét cach tuyét vong dé
nam bat lai uy tin cia mot thor,
nganh tiép thi cling dang nd lwc tai

tao lai hinh anh cua chinh né.

R rang, khong thé dua ra phan xét ddi v6i beé 1d nhitng ké chi trich tiép thi nay. Ho trai dai tir
Sergio Zyman, cyu lanh tu t6i cao cua Coke, nguoi da tuyén bd médt cach khai huyén ré‘mg su két thac
ctia nganh tiép thi d cén k&, cho t&i “tiép thi 13 tAt ca moi th’ctia McKenna, nguoi cling da tuyén bd
mot cach khai huyén rang sy két thuc cta nganh tiép thi dd can ké, cho tdi bac thdy E-marketing
Elliottt Ettenberg, ngudi thém lan nita tuyén bd mot cach khai huyén rang su két thic cua nganh tiép
thi da can ke.

Tuy nhi€n, nhu mot quy luat, nhitng nguoi tin vao sy xuét hién cua thoi dai hoang kim di theo mdt



chién lugc khoa truong chia thanh hai mii tn cong: (1) ho m& mdt cudc tn cong vao tiép thi theo
“kiéu cii”, thong thudng bang cach tuyén bd mot cach khai huyén rang — hién nay thi cing mot giong —
su két thac cua nganh tiép thi da can k&; va (2) ho dé xuit mot kha nang tiép thi thay thé “co tinh cép
tién”, mot kha nang da dang v&i mot tieu dé hop mdt. Vi cac muc dich cua cude thao luan dang trinh
bay, nhitng kha ning thay thé ndy c6 thé dugc tom lugc (mdt cach hop mbt, néu t6i ndi v6i ban than)
trong Tam chir E sau day: Yéu t6 Kinh nghiém (Experiential) — mot truong phai tu duy tiép thi noi bat
nhin manh vao trang thai xuit than, cam xic va su chuyén giao cac kinh nghiém ctia khach hang dic
biét. N6 khai thic yéu td “Thanh tuu’ dang hién hanh.

Yéu t6 Mbi trudng (Environment) — mot cach tiép can dua vao bau khong khi ciia cac cira hang
ban 1¢, vao kién trac giy an tuong, vao sitc manh cua khong gian, dia diém va cac cam himg vé noi
chdn. Noi cach khac, hién tuong Niketown.

Yéu t6 Tham my (Esthetic)- mdt quan diém tan thanh nghé thuat, vé dep va thiét ké, moi thu tir
nhirng cai 4m nuéc Alessi va nhitng may vi tinh Apple iMac gy 4o giac cho t6i nhitng chiéc xe
Chrysler PT Cruiser va “cam giac” vé mot cay bt Mont Blanc. Nghé thut vi thi trudng.

Yéu tb phu du (Ephemeral) — mdt nhan thirc c6 tinh chat mang internet dua trén viéc gay dn a0,
viéc gui di nhitng thong di€p dé hoi, viéc quiy tung chat-room, viéc quang ba rum beng thuong hi¢u
va viéc phong thich nhirng con vius ¥ tuéng. Khai dau 1a su quang ba truyén miéng, c6 thé noi thé.

Yéu t6 Phic 4m (Evangelical) - mot kha nang thay thé gan lién véi tinh chat duy linh mic dinh vé
su tiéu thu. Yéu td nay trai dai tur viéc rap khuon thanh duong véi khu mua sdm cho t6i dé xuat réng
nhirng vi CEOtim ngudn an Ui trong bay toi trong.

Yéu td dao duc (Ethical) — mdt vién canh dugc khéng dinh trong chdm ngdn cia Anita Roddick
vé viéc thwong mai khong phai 1a quang céo va hanh vi c6 tinh chat kinh té - ¥ thirc ctia nguoi tiéu thu.
Chi can noi khong voi sy tham lam, sy boc 16t va sy 1ang phi. Mua mot théi son moi, ctru ca thé gidi.

Yéu t 1ap di (Eccentric) - mdt 1ap truong quai la tu bao boc 1dy no trong sy am tuong thoi
thuong, su bat kinh va nhirng tro cot dua vui nhon. Co thé nhan dién ngay lap tirc bdi nhiing tua sach
1ap di nhu An nhirng trai chudi to (Eat the big Bananas) hay Né Wendy’s, hiy nghién nat n6 di (Hey,
Wendy’s, Squeeze This).

E=MC2 — mét liéu thudc giai doc cho su lap di, cho réng tiép thi 1a mot khoa hoc, hodc sé& 1a néu
no khong phai danh cho nhom Bananas Brigade. Su nghiém ngdt, Tinh cong chinh va Sy dang tin cay
1a thir ma tiép thi can ngay lic ndy. N6 da c6 chua?

Ne, it ra tdi dang tang
> ban nhirng mon qua
mién phi!




skeksk

 Mén tién dé kiém

T6i phai thira nhan rang nguoi ta rat dé tré nén hoai nghi véi nhitng bai tap tiép thi theo kiéu chir
E nay. V6i nhiéu nguoi, chung chang 13 gi khac hon ngoai nhitng nd lyc dé tung ra nhitng mdt nhat thoi
ngdc nghéch va kiém chac nhanh vai dong xu 16 trong mang ludi tu van quan tri. Tuy nhién, nhu mot ai
do da tirng de biu tinh tur cao tu dai dugc nap nhién liéu béng nhirng mdt nhét thoi, nhu mot ai d6 hién
dang tién hanh mot nd luc vo liém si dé dap 1én toa xe — mot nhat thoi, nhu mot ai d6 s& chang 1a gi ca
néu khong phai 1a mot ké gia nhan gia nghia thai qué, toi chi c6 thé ndi rang cac ban hoan toan khac
v6i chil nghia hoai nghi, cac quy doc gia cua t6i. “Sdng va dé cho nguoi khac séng” 14 cuong linh cua
cd nhan t61. Chi ding thr hai sau cau khau hiéu “C6 sén cho céc tiéc cudi, Bar Mitzvas va Brand
Image Audits”

Bat chip ban nghi gi vé nhitng hinh thirc khic nhau ctia sy mit day may dan — né, it ra t6i dang
tang ban nhitng mén qua mién phi! — Nhitng ké tan thanh, Nhitng nguoi nhiét huyét va Nhiing ké dé
xuét 1a mot khoi trong niém tin ctia ho réng mot su thay ddi 1a can thiét. Thoi dai méi doi hoi su tiép
thi moi. Nhitng quy tic cii xwa khong con van dung dugc nita. Tién hoa hay cai gi d6 khic. Ngay ca
Philip Kotler, nha tién phong ctia tiép thi “hién dai” cling d& gia nhap vao nhiing trao luu tién hoa.
Trong cubn sach m&i nhat cua o6ng, Nhitng chuyén dong tiép thi (Marketing Moves), nha truyén gido
Phil cho ring khai niém tiép thi hién dai da duoc chuyén t6i thung xtr 1y rac cta lich s, cung véi
Khéi niém Ban hang da bi si va. Mot mo hinh tiép thi m6i — Khai niém Tiép thi Chinh thé (Holistic
Marketing Concept), gid ddy dang giit vai tro thong tri:

Dué6i khai niém tiép thi chinh thé, diém xuat phat 13 nhitng yéu ciu ctia cac ca thé khiach hang.
Cong viéc cua tiép thi 13 phat trién cac dé xuat twong thich v6i hoan canh vé san pham, dich vu va
kinh nghiém dé dap ng nhitng yéu cdu ctia cic ca thé khach hang. Dé khai thac, sang tao va chuyén
giao gia tri cua ca thé khach hang trong mot moi trudmg cuc ky ning dong va day tinh canh tranh, cac
nha tiép thi can phai dau tu vao nguén von quan hé bao trim tit ca moi d6i twong ciia cong ty — ngudi
tiéu thy, cong tic vién, nhan vién va cac cong dong. Do thé, cac cong ty dang vuot ra khoi khai niém
kinh doanh vé quan tri quan hé khach hang dé hudng t6i khai niém quan tri quan hé tong thé... Cac nha
tiép thi theo trudng phai chinh thé dat duoc ting truéng loi nhuin bang cach mé rong thi phan khach
hang, xdy dung 10ng trung thanh cta khach hang va nam bat duoc gia tri ca doi cua khach hang,

Ai cha! Trong khi nhiéu binh lun gia d6ng ¥ rang day 1a thoi diém dé thay doi dudng 16i tiép thi,
néu chi tinh dén nhitng cai tién gin day trong cong nghé thong tin lién lac, c6 mot chit xiu rac rdi vai
nhirng chon lya hién thot vé viéc chao hang. Khi ban that sy kiém tra Tam chit E bén trén, hodc bt ky
khai niém nao khac vé Nhitng mon tu chon (Electives), Nhitng 151 nai ni (Entraties), Nhiing su stra 1i
(Emendations) va Nhitng thtr thuc tiém rudt (Enemas) ngoai kia, chung d3 di sai tinh hudng, va, ving,
lac khoi van dé.



Van dé co ban vai céc hinh thirc
tiép thi Tam diém néi bat (Eight <

Emergent) la ching van dwa vao
y twéng dat trong tdm vao khéach
hang da co nhiéu tai tiéng.
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e Chirng cin thi ciia Tiép thi Hau hién dai

Nhu t6i van phai mién cudng tranh cii, vi ndi 4m anh vé tur van cong nghé - cho t6i khi chuong
trinh bao vé chirg nhan xuat hién — van dé co ban voi cac hinh thire tiép thi Tam diém Noi bat (Eight
Emergent) 14 chiing van dua vao ¥ tuong dit trong tim vao khach hang nhiéu tai tiéng. Chung van tan
thanh triét 1y khach hang 13 trudc hét. Chiing van dit khach hang vao trung tim ctia vil try tiép thi.
Duong nhu cai logic nam bén dudi 1a bat chap khach hang trd nén ric roi, khd chiéu, dbi khang hay
cuc ky khé khan dén thé nao, cac nha tiép thi sé tiép tuc cai khom nguoi trude ho, chi 1a thép hon luc
trude. Va thap hon. Thap hon nita. Con dai bang tung canh ngay nao da dap xudng dt bang.[+!

Mot khé khin lién quan 13 Tam chit E va nhitng thir ciing mot giude véi ching cuc ky khén kho
voi cai ¢6 thé ménh danh 13 chirng can thi cta nén tiép th1 hau hién dai. C6 nghia la, trong cac nghién
curu tinh huéng, cac cong ty va cac chién dich kiéu mau ddi véi Yéu td tham my, Yéu t6 dao duc, Yéu
t6 kinh nghiém hay bat cr thtr gi, hau nhu 1udn luén duogc rat ra tir thé gigi kinh doanh, tir doi song
thuong mai, tir doi hinh cta nhirng hoai nghi tiép thi thong thudng. Puong nhién, c6 doi khi ching
khong dé cao loi nhuan cua céc to chirc hodc dé cao mdt chinh khach cé biéu hién léy khach hang lam
trong tAm, nhung néi chung ching tip trung vao cung nhitng cong ty xwa nhu trai dat ma moi ngudi
khac d3 tap trung vao. Chang han nhu Levi Strauss va Starbuck.

‘Nghé thuét la mét phién ban
lérn, cang tran, day tinh chat
opera ctia doi that; no la 1o
noi doi nai lén sw that tot hon
ban than sw that co the lam.”

Ctr thé, néu c6 diéu gi ma tai lidu vé su cai cach day cho chiing ta, thi ¢6 chinh 1a nhitng ¥ twdng
mdi c6 tinh cap tién thuong xuat phat tir nhitng ké dtng bén ngoai, nhitng con nguoi khdéng tudn theo
quy tic, nhitng ké ngoai dao, nhitng ngudn it ngd toi nhit. Bang cach tip trung vao cong ddng kinh
doanh — cong ddng kinh doanh duong thdi — céc nha tiép thi theo kiéu miu chir E dang 1am ngo céc
md hinh co vai tro thay thé.

Mot trong nhitng mé hinh d6 14 cac nganh nghé thuat. Gidng nhu CIA di quay sang nhitng nha vin
hu cdu va nhitng nha bién kich ctia Hollywood sau ngdy 9-11, céc tiép thi gia ciing nén thinh thoang



ghé mét vao cac thé gid1 van hda va nghé thuat dé tim cam hirng. Am nhac, tranh v&, thi ca, kich, phim,
cac vo dién san khiu, cac hai kich tinh huéng nhu Will & Grace, céc tiéu ludn chua chat ctia Michael
Moore hay nhitng quyén tiéu thuyét nhu cuén The Savage Girl (C6 gai man rg) ciia Alex Shakar — mot
ban tom luoc tuyét diéu vé nguoi tiéu thu day tinh phan anh thoi nay (xem Qua ting mién phi 3) — c6
thé cung cip nhitng hiéu biét sau sic vé& cac van dé tiép thi ma ngoai ching ra khong thé tim & dau
khac dugc. Thay vi xem cac by mén ngh¢ thuat nhu 1a mot bd phan cong nghé dac biét cing dau kho
tri, khong can phai dua vao khoa hoc tiép thi hién dai — mot quan diém theo truyén thongl*0) — c6 18 da
dén ltc phai nhin nhan rang tiép thi c6 thé hoc hoi tir cic bd mon nghé thuat. “Nghé thuat,” nhu tiéu
thuyét gia van hda Chuck Palahnuik da nhan xét mot cach ding dén, “la mot phién ban 16n, cang tran,
day tinh chat opera ctia doi that; n6 1a 101 n6i dbi noi 1én sy that tot hon ban than su thit co thé lam.”

Qua ting mién phi:
Téi khong phai 1a mot Nha tiép thi Muc tiéu

“Gio day moi nguoi khong con nhd t6i nhitng thoi ky don gian hon, khi ma ho cam thiy thuan

khiét va hoan hao trong chinh than thé ctia minh, khi than thé ho 13 toan bd strc manh ma ho can dé thoa
man cac nhu ciu cua ho. Ngay nay moi ngudi mudn phat dm vi 14 nhirng nguoi tiéu thu. Va ban c6 mot
san pham c6 thé gitp ich. San phim ctia ban sé& gitr cho ho thuan khiét. San phim ctia ban sé& duy tri sur
hon nhién cua ho. Boi 1& san phém cua ban la, trong chinh ban chét ctia nd, su ddi khang cta su ti€u
thy. Tiéu thu san pham ctia ban gidng nhu khong tiéu thy thir gi ca. Hay ludn ghi khac trong tm tri ban
diéu nay khi thiét ké chién dich cta ban. Hiy ghi khic trong tdm tri ban rang san phdm nay sé& khién
cho ngud1 mua cam théy nhe nhom thé nao, ty do thoai mai thé nao — tu do thoat khoi nhirng ngud1 nhu
ban.”
Ursula Van Under, nhan vat chinh trong cuén tiéu thuyét dau tay cta Alex Shakar, Co gai man ro,
d3 noi thé. La mot tay sin lung thuc tp sinh cho Cong ty Ngiy mai, mot chuyén gia tu van khao sat
tiép thi, Ursula phat hién ra mot cd gai lang thang dang séng mot cudc song khic nghiét trong Cong
vién Banister ctia thinh phé Middle. Cam hing bdi kha ning sinh ton trong mot khu rimg d6 thi ctia co
gai man r¢ nay, Ursula phat trién mot chién dich tiép thi dua vao su quay lai voi thién nhién va sy tir
bo chi nghia tiéu thu. Nhitng nguoi tiéu thu ¢ thanh phé Middle, ban biét ddy, da qua du day, chan
ngan, bat can va trd nén khon ngoan véi nhitng muu meo cta cac kiéu tiép thi ranh ma. Tuy vy, nhd
c6 su nhay bén trong xu hudng phat hién cua Ursula, mot mdt nhit thoi xudt sic mang tinh chit tan bao
da thanh cong. Khin quan gia 16ng thi, vong deo tay giéng nhu xwong vé canh chién tranh loang 15,
ing cao got, toc cat 1om chom, cung tén va cac mon phuy ting trd thanh don dit hang trong ngiy trong
s6 nhirng brc tranh nguyén thity hau hién dai ctia thanh phd Middle.

Nhu 4n twong man r¢ chung cho théy, cudn tiéu thuyét cua Alex Shakar la mot su nhai lai tuyét voi



nén cong nghé tiép thi, v&1 nhirng tay thg san va trinh sat duong phé diém tinh va sy tu thi 16 bich cua
no. Tuy nhién, nhu tt ca moi van ban da kich hay ho, C6 gai man ro chira dung kha nhiéu su that.
Nhiéu thtr san phém, dich vu va khai ni¢ém dugc mo ta trong cudn truyén kha dang tin cay. Mot cude
thao luan vé hé thong phan loai mang tinh chat luyén kim ctia cac thé tin dung — vang, bach kim,
titanium, tungsten, vv... dua t61 mot nhan thirc hép dan vé mot tim thé Plutonium. T tap chi thoi
trang Trendduy tri mot “Ban Ty 1¢ Dichter” dé thong ké thang diém ctia cac cong ty vé xung dong thut
l0i trong mong mudn cua ngudi tiéu thu. Cong ty Ngdy mai ndm duoc doanh sé dbi véi nude udng
giam can (diet water), mot san pham d6t pha c6 moi dung ich ctia nudc udng thong thudng ma khong
1am cho ngudi udng c¢6 cam giac bi béo ra. Nha hang mdi nhat ctia thanh phd Middle 1a mot quan an
ré tién vira nang cap 1én nim sao. N6 khong chi giéng nhu mot cai thia do viy md, ma ca nhiing mit
ban cam thach Ferrara ciia n6 ciing khac han voi mit ban Formica gia da cta loai ban thong thudng.
Thém nita, xu huéng man ro bat dau thoat khoi tim kiém so4t khi khach hang mic quan lam tir da cua
nhitng cong nhan cong xudng, dan 18n trén 1 nhitng hinh vét thuong do dan ban, m nhitng chiéc mit
na by lac va mang nhirng cai tai xach thiét ké theo hinh dang hau mon.

Bén trén va bén ngoai nhitng chAm biém ctia Shakar vé sy phung phi ctia vin héa tiéu thy - cac
kiéu toc pho thong nhu The Whirl, The Deep-fry, The Porcupine, The Pan-o0’-Jell-O — ong ciing dé ra
mot sé phan anh dang luu ¥ vé& dong chay chu yéu cua su tiéu thu duong thoi. Giam ddc diéu hanh
Cong ty Ngay mai khang nhan rang mdi san phim thanh cong déu dya vao mot nghich 1y khong thé giai
quyét. Theo cach nao d6, nd két hop hai trang thai loai trir nhau cting mét lic va hira hen théa mén
d6ng thoi ca hai. Kem lanh hoa tan tinh da ddm vao su ngiy tho. Ca phé tron 1an su kich dong va su
thu gian. Du lich hang khéng cung cdp sy mao hiém d3 dugc giam nhe bot. Cac cong vién giai tri cung
cap su kinh hoang va su an tim. Xe hoi mang dén cho cac tai xé sy liéu mang va sy an toan. Gidy dé
mém bam vao mit dit va gitp ngudi tiéu thu bay luon tr do. Anh sang phong thu 13 s 1ap ghép gitta
phu du va vinh cuu.

Cong vi¢c cua nha tiép thi, do d6, 1a kiém soat su cang théng nay, linh hon vun v nay, hat nhan
phan hai nay, cai tinh chat pho truong (paradessence) niy ciia mot san pham hay dich vu. Véi tat ca
moi su twong phan cta chung, hiy nhé rang, nhirng san phdm 1 nhitng toa kién tric ciia thé gidi hoan
hao khong thé c6 ma cac nha tiép thi xdy dung nén trén chop dinh cua thuc tai thoai hoa, suy ddi:

“Thé gii cua ching ta ton tai chi dé duy tri thé gidi khac nay, thé gii 1y tudng nay. Do 1a thé
gii ctia nhitng mong tudng, nhitng khao khat ctia chiing ta. N6 phtrc tap, nd nang né, va ching ta mang
nd quanh quin ciing ching ta ¢ khip moi noi. Nhung dirng ngai. Cang hudng 1én t6i d6 thi cang tot.
Boi 18 day 1a noi chung ta giit tit ca nhirng gi tot nhat trong chiing ta. Cang huéng 1én téi do, sy tudng
tuong cua ching ta cang tré nén phong pht.”

Tuy nhién, bat ké chung 1a thir gi khac, nhiing khéch tiéu thy cta thanh phé Middle khong hé 4o
twong ma ciing khong hé ngay tho. Tréi lai, ho c6 tinh chat “hau-cham biém” (post-ironic) mdt cach
khong thé ctru van. Noi thé ¢6 nghia 1a ho khong chi ngd vuc nhitng 161 kéu goi, nhitng chién dich,
nhirng 101 rao hang ctia cac kiéu tiép thi, ma ho con ngd vuc ca mdi nghi ngd cta ho vé nhing 151 kéu



goi, nhitng chién dich, nhirng 161 rao hang ctia cac nha tiép thi. Nhw moi ngudi déu biét, viéc quang
c4o mang tinh mia mai bit dau voi chién dich c6 dién vao thap ky 60 ctia Bill Bernbach cho hiéu xe
Con bo VW, trong d6 mot phﬁn cua cong viéc rao hang la sy chi trich san phém nay, va nho do da pha
v& mdt cach thanh cong thai do hoai nghi cta ngudi tiéu thu. Nhung, trong mot thé gidi noi sy mia mai
cham biém 13 diéu kién gbc, quang cdo mang tinh mia mai khong con hitu hiéu nita, vi n6 hién ra nhu
mot 101 rao hang thing thirng. Trong nhitng tinh huéng do, cong viéc cta nhitng nha quang cao hau-
cham biém khong phai 1 1am sang t6, 1y giai hay ga gim, ma 1a cong kich, 1am my mi, 1am dao 1on.
Viéc dat trong tAm vao khach hang 14 sy mé duong cho viéc 1am khach hang mit phuong huéng. Cai
tinh chét pho truong ctia tiép thi hdu-chim biém 1 su bit méin c¢6 bao dam.

skksk

* Ban cho t0i cau chuyén cii, that cii

Mot kha ning bo sung c6 tinh chdt mo pham 1a lich sir. Bat chap cac chuan myc ma cac cubn sach
gido khoa dé xuat, tiép thi da xudt hién rong rai tir 1au trude thoi ky gitta thap ky 50, khi Drucker tudt
déc tir dinh cua tang da 14y khach hang 1am trong tim. Nhiéu chién dich tiép thi thoi ky tién hién dai
ciing t6t, néu khong néi 13 ot hon, nhirng chién dich duoc tién hanh ngiy nay. Thoi hoang kim cia tiép
thi 1a thap ky 1920 chtr khong phai thap ky 1950. Tat ca nhitng chit E d4 n6i trén, mia mai thay, da
duoc nhitng chuyén gia tiép thi ctia nhitng thé hé qua khir thuc hién, ndi két va van dung tir trude do.
[47] Ngay ca mo hinh tiép thi “méi” ctia Philip Kotler ndi cho cung ciing khéng méi mé gi cho lam.
Ong ta bién ludn cho cach tiép thi “méi” ngay trong quyén sach dau tién ctia minh va di thong qua céac
quyén sach dinh dang khoang mot chuc mé hinh tiép thi “méi” trong céc thap ky tiép theo, tat ca déu
c6 nhitng tua dé hop mbt.[+8]

Tir d6, vién twong tiép thi ma t6i s& gidi thiéu trong cudn sach ndy — ching ta hiy goi né 1a
phuong thirc tiép thi tréu nguoi (marketease) — dang van nguoc dong hd tré lai voi nhitng cach tiép
can, nhitng vién tugng, nhitng hiéu biét va y twong da thing thé trude ky nguyén tiép thi bi 6 nhiém,
boi su chiéu chudng khach hang va xu thé CRM (xem lai Chuong 1) ctia ngay nay. N6 gin lién véi
lich sir tiép thi, quin chung, cac san pham va cac dia diém cta ngay hom qua, mic du van xen 1an voi
nhirng vi du trong tu hién thoi. N6 ciing tim kiém cam hing trong nhitng ddu trudng nghé thudt va vin
hoa ctia nhirng thoi dai dd qua. Puong nhién, nd rat ra mot sd y twdéng — nhitng v twdng cii ky - an
kh6p voi cac nha truyén gido theo kiéu miu chir E cua thoi dai gin day. Nhung né thie hién diéu d6
ma khong c6 nhitng thiic ép dong hanh cua viéce dit trong tim vao khach hang. Ching ta can phé tung
cai khuon kho 14y khach hang 1am trong tim va, hon thé nita, chung ta can pha tung cai khuon khd cua
phép an du mang tinh dong co ctia sy pha tung cai khudn kho.



Ctru canh cla tiép thi - muc
1&u hay muc dich tdng quat
clia né — la ban cho khach

hang moi thie. Chi thé thoi,
khdng horn khéng kem.

Phuong thirc tiép thi tréu nguoi khéng hoan toan lam ngo khach hang. N6 chi 1am ngo 1ap trudng
lay khach hang lam trong tim. N6 khiang dinh mot chan 1y muén doi, di duoc nhing trinh nit day
quyén rii cia mot thud xa xua hoan hao hoa va duoc Levi’s tai kham phd sau do, rang tu bién minh
thanh diéu kho dat dugc sé gat hai duoc nhiéu thanh tyu hon 14 chay theo moi y thich cia mot ga dan
ong theo dudi. N6 doan chic rang cac nha tiép thi nén ngung chay theo dudi khach hang, thay vi vy,
nén dé cho khach hang chay theo dudi ctia minh. N6 cho rang thay vi quy luy cac khach hang, cac cong
ty nén lam cho cudc séng tré nén kho khan mot cach déy thi vi d6i v&i ho. N6 xac nhan réng khi viéc
léy khach hang 1am trong tam ¢6 & moi noi, su tir khudc khach hang 1a mot ngué)n lo1 canh tranh déy
tiém nang. Lich sir cho thdy moi ngudi khao khat thir ma ho khong thé c6 va khong xem trong cai ma
ho d4 ¢6. N6 ciing chi ra rang nudng chiéu khach hang 1a diéu vo nghia, dic biét khi tit ca cac cong ty
khac déu 1a nhirng ké nuéng chiéu. Khach hang can phai bi khiéu khich, tréu gheo va hanh ha. Ho can
phai cdu xin su cha y. Khach hang nén bi bo quén, vi chi vdi viéc bo quén ho, ban méi co thé mé
hodc ho modt cach tron ven dé thuc déy cong vi¢c kinh doanh.

Can phai nhan manh rang mot 1ap truong nhu thé khong phai 1a thir thay thé cho cac san pham xuét
sac, nhirng cong tac hau can déy du, cac giao tiép quan h¢ hiru hiéu, dich vu hau mai chong vang, hoac
bat ky mdt nguyén t6 nao khic cia mo hinh tiép thi da thiét 1ap. Tuy nhién, néu sau hai thap ky thuc
hién di moi chiéu thirc kinh doanh ma san pham hay dich vu ctia ban van khong ngang tim vdi cong ty
dtng dau trong nganh thi khong co su kich dong, tréu nguoi hay hanh ha nao gitp ich cho ban.

Nguoc lai, viéc tréu nguoi co thé 1a bat 1o1, vi n6 chi thanh cong néu tao duoc nhitng vién canh
t6t tir cac dé xuét gay nan long cta ban. Vi nhitng an tuong ban dau chi c6 thé tao dugc mot 1an, ho
béao thé,su tréu nguoi khong danh cho nhirng ké khiém khuyét hay bat tai vo dung, chwa ndi dén nhitng
ké nhut nhat. N6 chi 4p dung duoc trong mdt boi canh du thira, chang han bdi canh da duoc phac thao
trong Bai hoc dau tién, noi ma tat ca moi san pham c6 kha nhiéu twong dong vé chirc ning va co rat it
cai dé chon lya vé mit hiéu nang. Noi cach khac, nd gén lién v§i thoi diém khi c6 mot sd sén phém t6t
hon cac san pham khac, nhung phan 16n déu giéng hét nhau. Nhu cong ty dong co 6 to J.D. Power tha
nhan gan day: “Chang c6 cai gi goi 1a mot chiéc xe hoi toi vao thoi budi hién nay, tit ca ching déu
t6t.”” Picu do ciing dung v4i nude coca, may vi tinh, may chiéu phim, duc, banh bt ngd nudng, cai
md nit chai, hoa clic, diy cap dong, may nghe dia compact, may pha ca phé, thirc dn cho meo, thé tin
dung, di¢n thoai di dong, cac nha tu van CRM, va Pai phat thanh Clone trir danh,[*! tirng phat “nhiing
bai hat nghe gidng nhu moi bai hat khac. .. hon bat ky bai hat nao khac.”

Tat nhién, c6 nhitng khic biét c6 thé nhan thiy giita nhitng dé xuat duoc dua ra nhan dang. Céc



khac biét nay, nhu Ries va Trout d tirng noi voi ching ta trong suét miy thap ky, vé co ban 1a do
nhitng can thi¢p trong linh vuc tiép thi. Tiép thi 1a sy khac biét tao ra mot sy khac biét. Réc rbi duy
nhat 13 ban than tiép thi dang ngdy cang tré nén khudn mau va, két qua 13, cac thuong hiéu ngiy cang it
khac nhau trong mét ctia nhitng ngudi tiéu thy sach tiép thi duong thoi.Nhitng thwong hiéu gidng hét
nhau cua ching ta khong chi khong thé phan biét vé mit chirc ning, ma con dugc tiép thi bai nhirng
nha tiép thi vé1 mot quan diém 3C, 4 P, 5P, khach hang 1a trudc hét, cudi cung va luon luén & pham vi
thé gidi.

Phuong thirc tiép thi tréu nguoi, trai lai chi roi xa tiéu chi 1ay khach hang 1am tiéu diém ¢ mic do
nd co thé. Rat nhidu ké 16n 18n trong truyén théng “niém vui cta khach hang” c6 thé ndi gidn véi ¥
tudng nay. Tuy nhién, nhit thiét phai nhdn manh rang nhitng ké ndi gian ndy da nham 13n phuong tién
v6i ctru canh. Ctru canh cua tiép thi - muc tiéu hay muc dich tong quat ctia nd — 1a ban cho khach hang
moi thi. Chi thé thoi, khong hon khong kém. Phuong tién dé dat téi ctru canh d6 lai 13 mot chuyén
khac. Lam vui 10ng khach hang 1a mdt phuong tién kha di. Khong dém xia téi khach hang 1a mot
phuong tién khac. Khong dém xia téi khach hang, t6i xin 1am rd hoan toan diéu niy, khong c6 nghia 1a
ltra da0, doi tra, luong gat hay choi tro 14 mit 14 trai v6i khach hang bang bat cir cach ndo. Pung hon,
khong dém xia 14 diém xuét phat cho su phd phang am 1, danh trong thoi kén, va tam ding dé gy hiéu
qua - Mudi hai mé hinh chit D dé 1am khach hang mét phuong hudéng. (Mau 1)

Mau 1: Mudi hai mé hinh chit D dé 1am khach hang mat phuong hudng

*Khong dém xia (Disregarding) toi khach hang 1am ting thém Long khao khét (Desire) ctia ho.

* Tir chdi (Denying) khach hang 1am ting thém Sy quyét tim (Determination) cta ho.

*Tudce doat (Deprive) cua khach hang lam tang thém Sy tuyét vong (Desperation) cua ho.

*Tri hoan (Defering) st tiéu thy ctia khach hang 14i ho dén Sy quén tri (Distraction)

>"Chuyén giao (Delivering) hang hoa hodc dich vu goi nén Sy tan tam (Devotion).

*Syr dirng lai (Desisting) ngay tirc khic dem tdi Su mit phuong hudng (Disorientation).

* Chu thich: khong ma tran nao bi ton hai trong viéc tao ra mé hinh nay. N6 khong chira dung céc
so @0 hinh hop, miii tén hay cac nguyén t6 gia tao twrong tu. N6 khong duoc dua ra thir nghiém trén stc
vat, dung noi1 t¢1 trén con nguoi.

skeksk

Vang, 61 hiéu rang Mudi hai chit D 13 mdt miu thirc dn khé nudt va t6i ciing biét rd rang ban co
thé khong san 1ong nu6t mot mén rd rang 1a ky cuc nhu thé. Tuy nhién, néu ban suy nghi vé nd, ban s&
ddng ¥ ring md hinh ndy c6 ¥ nghia tuyét voi. V& ban chat, Muoi hai chir D dua vao quan diém rang:
(1) khong dém xia t6i khach hang thu hit ho hon 1a 1am ho that vong; (2) tir chdi khach hang gia ting
mot cach dot ngdt 1ong khat khao cta ho, gan nhu tdi mirc tuyét vong; va (3) khi mén hang bj tri hodn
nhiéu 1an cudi cung duoc chuyén giao, niém vui cta khich hang sé to tat dén do chic chin sau d6 ho
s& tré nén tan tim. Két qua 1a khai niém nay cin ctr vao phuong thirc “ding goi cho ching toi, chiing
toi s& goi cho ban” da duoc st dung boi nhiéu thé hé cac ong bau s6 kinh doanh dugc cung cap qua



murc yéu cau voi vo sb nghé s c6 tai ning twong duwong nhau va khong thé phan biét vé mit chirc ning.

bac biét hon nira, n6 dua vao ndm nguyén tac chu chdt, dugce tom tit bai tir ciu tao boi cc chir
cai dau TEASE, ma t6i s& giai thich ddy du khi toi thoi diém thich hop. N6i mot cach chinh thirc,
TEASE dai dién cho Trickery (Lira bip), Exclusivity (Riéng biét), Amplification (Khuéch dai),
Secrecy (Bi 4n) va Entertainment (Tinh tiéu khién). Tuy nhién, c6 quéa nhiéu chit T, chit E, chit A, chi
S va chit E xudt hién dén ndi ban s& khong bao gior dé mit t6i nhimg ACRONYMS mdt 1an nira.
Khéng can phai cam on toi. Tat ca déu 1a bd phan cua dich vy léy khach hang lam trong tam. ..

skeksk

e Elbert Hubbard

Pong thoi, t6i xin don ctir mot vi du vé phuong thirc tiép thi tréu nguoi trong hanh dong. Mot vi du
¢ nién dai tir cudi thé ky 19, khi tiép thi nay sinh 1an dau tién tir hoat dong ban dau cta nhitng nguoi
rao ddu gia, nhirng ting ho vién, nhitng nghé¢ si lira ddo; mot vi du khoi dau véi xa bong ndi bot, troi
vao nhirng bién khoi bdo ndi cta myc in va két thic trong nhitng ving nudc hiém nguy ngoai bo bién
tdy Ai Nhi Lan.

Theo mdt nha tiép thi 15i lac thoi Victoria, Thomas J. Barret, “Bét ky mot théng ngu nao cling co
thé 1am xa bong, nhung dé ban dugc né can cé6 mot ngudi thong minh.” Mot trong nhitng ké théng minh
éy 1a Elbert Hubbard.P?! Ong tao dung tén tudi minh trong mgt hang myc san phém da duoc dinh tinh
bdi vo s6 ddi thu canh tranh, tit ca déu ban nhitng loai hang hoa giéng hét nhau, thong qua nhitng kénh
phan phdi ¢ thé hoan chuyén nhau. Gan nhu 1 don thuong doc ma, 6ng da chuyén hda Cong ty Xa
bong Larkin tir mot doanh nghiép nho bé thanh mdt trong nhitng cong ty co sb lwong thu dat hang dan
dau & Hoa Ky, ngang hang v&i Sears Roebuck va Montgomery Ward. Diéu ndy da dat dugc bang cach
loai bo nguoi trung gian (giy kha nhiéu phién mudn cho nhitng ngudi ban 1é theo truyén théng), bang
cach thuyét phuc ngudi tiéu thu rang ho dang c6 mot giao dich mua ban tuyét voi “tir xudng thang toi
gia dinh” (nhu sy gidn dit ctia nhitng chi tiém b can trd di ching minh), va bang cach st dung nhirng
moén qua ting mién phi dét tién cho mot chién dich ¢ dong dﬁy sang tao. Do nodi that, dd gém, den dé
ban, tu sach, dan piano ti, va mo1 loai hang hoa “gay kinh ngac” khac duoc biéu khong cho cac nha



suu tim phiéu mua hang va nhitng dai 1y mua hang si. Nhitng giai thuong nay hap dan dén ndi moi
nguoi da tir bo thoi quen cua ho dé tich trir xa bong, ciing trong duong véi viée nhirng ngudi khach du
lich di vé hang binh thuong sung sudng thay d6i hanh trinh dé ting thém sd dim bay. Cac cdu lac bd
Larkin, gdm chirng mot chuc hoic nhiéu hon nhitng ba ndi trg cliing gop tién mua xa bong va rat thim
dé trung nhitng giai thudng bi an, xudt hién trén khip ca nude, cang lam nhitng chu cira hang ban 1é
trung gian bi 1ang tranh mot cach khéo 1éo thém tirc dién 16n. Mot hé thong stng bai thwong hiéu trong
mot loai san pham bat chude mdt cach mi quang di duoc sinh thanh nhu thé d6.

Tuy nhién, Hubbard chi méi bat dau. O ltra tudi 36, ong da ha thiy con thuyén Xa bong Larkin va
giong budm 41 nhitng khu rimg ma vang cta truong dai hoc. Quyét tim trd thanh mét con ngudi cua
gi61 van chuong, 6ng nhap hoc & Harvard va ciling ro1 trudong nhanh chong khong kém sau khi dugce
théng bao mdt cach ngao man ring 6ng 1a mot ké bat tai vo dung. Ong tra dila bang cach di vao linh
vuc xudt ban. Elbert sang 1ap mot tap chi dinh ky chong gidi co thé luc, t& The Philistine (Ké pham
phu). Khong chi quan binh ty s6 véi gidi tri thire Harvard, nd con té ra phd cp voi cong ching mot
cach dang kinh ngac. Nhitng bai cham biém, tho trao phung va nhitng tuyén ngon tur luc canh sinh sac
sd0, in bang muc tim dam, nhitng tinh tir van xudi giat gan, 13 nhitng gi ma gidi doc gia tu hoc clia dng
mong mudn. Vao mdt thoi ky ma hoc van cao chi gidi han véi mot thiéu s6 giau co, va nhiéu ngudi
thudc tang 16p trung lru nhiéu tham vong thiéu mét tri thire sach vo chinh théng, Ngudi me ctia moi
chang Hubbard (tirc to The Philistine) cung cidp mdt cach dé dang nhitng quing vang vin hoa cho
nhitng ngudi thiéu thdn sy gido duc.

Thém nira, 6ng lam viéc do vo1 mot cung cach khoi hai, béng cach ché giéu nhitng k¢ tai to mat
16n xa0 tra trong gidi quyén thé & ving East Coast.’!] C6 mot 1an, 6ng cho ding nhitng doan trich tir
cudn Ecclesiastes, khi gidi tinh hoa vin hoc kich liét phan d6i tic phdm md phong mang tinh kinh
Thanh khong thoa dang cua 6ng, vatiét 1o mot cach khoai tré rang quyén sach d6 chinh 13 ngudn cua



minh. M6t dip khéc, 6ng nim duge mot 14 thu tinh sdu sic dang lan truyén trong gii thé thao va cong
bd nd véi tu cach “Mét 14 thu ctia Lord Byron”. Gidi tri thuc ndi con thinh nd. Vao mét dip khac nira,
ong xuat ban Tiéu luan vé Sy im ling, mot cudn sach khong c6 gi ngoai nhitng trang gidy tring, va
quang cao nd nhu 12 “Cudn sach hay nhit ctia Hubbard”, “d3 duoc dich sang 57 ngdn ngit”’; chua ¢o
gi ting duoc viét, boi bat ky tic gia ndo con sdng hay dd chét, c6 mot sb luong an hanh 16n dén thé.”

Hanh dong ngd ngan ciia Elbert dugc kém thém boi mot chuyén hoa vat chat thich hop. Chang
thanh nién hoat bat, k¢ da mé hodc nhirng ngud1 mua xa bong tinh 1€, da bién thanh mdt “nhan vat’ 1én
hon cudc séng, mot su giao thoa déy thach thirc gitra Oscar Wilde va Walt Whitman. Téc dai, khan
choang c6 dai hon, cai mii Stetson to twéng up trén ddu mot cach ngdng nghénh, duoc nhan d6i boi
mot 10ng 4i ngd c6 kich ¢& cua Clinton va mdt con mat luén chinh xéc ddi véi viée tur quang cdo ban
than, da du dé bao dam ring cai tén cua ong khong bao gio nim xa cac dong tit 1on trén bao chi. Ong
duoc chup anh & moi vi tri co thé tudng tuong ra, & moi dia diém thich dang, voi moi danh tiéng dang
ddng tién bat gao. Ong khang dinh rang “cudc sdng 1a mdt cudc quing cdo,” rang moi ngudi phai
khong ngimg tur quang cao minh, rang nhitng ai khong khi nao tu thiic day ban than (hay san pham, dich
vu cua ho) 1a nhitng ké that bai trong viéc vuon tdi tiém nang that sy cua minh. Trong mdt ky nguyén
khong ndi danh nhd nhitng con ngudi nhat nhat (nguyén vin: nhitng nhanh hoa violet run ray), Elbert
Hubbard 14 mot con ngudi ndi bat (nguyén vin: mdt cdy hoa anh tic cao to).

skeksk

« Hubba Hubba!>2! Hubbard

Nhu moi con ngudi noi bat khac, Hubbard thu hat khong chi nhitng con ngudi do dur, nhitng ké noi
khong, nhitng ngudi bat hop tac. La mdt con ngudi ty gay dung su nghiép va tir phong minh 13 “Tong
thanh tra ctia toan nhdn loai”, Elbert bi gidi tinh hoa tay chai. Thé nhung dng hoan toan khong phai 1a
mot ké vo dung cua h¢ théng cac truong dai hoc mién dong, mot ké cho1 kham bi méic phai nﬂéng moi
Harvard hay mét hinh mau thl vi cua nhirng thoi cau ky. Ong 1a mot nghé si, mdt nha tiép thi, mot ké
xti giuc bao dong. Tuyét pham clia 6ng 1a cira hang Roycroft, mdt co s san xuat, xuit ban va ché tao
dd noi that & East Aurora, New York, thuc hién theo kiéu miu nghé thuat cua William Morris va
phong trao Thu cong nghé.[>3] Pang sau nhitng birc tudng gia co, nhitng may in va thiét bi san xuat do
ndi that doi méi nhat da san xuit mot loat sach bia da, nhitng vét dung trong nha va nhitng bd suu tip
co s6 luong han ché. Nhirng san phém duogc ban qua thu dat hang va truc tiép cho cong chung, nhitng
nguoi xuat hién voi s6 luong ngiy cang ting khi tiéng tim cua Hubbard vang rong va 16i song cong
X3, tr& vé v6i tu nhién, tin Arcadian® ma ong di theo da tré thanh mot mot hop thoi. Tu nhién, céac
san phém Roycroft thu hut mo1 nguoi, bat cir ai, dic biét 1a vi nhin hiéu duogc pho bay mot cach noi
bét ctia chiing va vi thuc té rang gia ca ciia dng vuot khoi tim tay ctia ngudi dan binh thudng ma dng
da 16n tiéng tan duong. Du sao di nira, nhan hiéu Roycroft 1a mot thanh cong to 16n. Hubbard da lam
nhiéu thir dé phat dong mot trao luu Ngh¢ thuat va Thu cong nghé cuia nudc MY; 6ng nudi dudng mdt
cong dong cac nghé si, nha thiét ké va nhirng nha ¥ tuéng & East Aurora; va that sy, nhitng bo suu tip



doc dao cua Ong ngy nay tham chi con doc dao hon khi ching dugce chd bing xe ngua ra khoi thung
liing Colophon. ]

Bén trén va bén ngoai cai nhan hi¢u Roycroft, Elbert Hubbard 1a mdt bac thﬁy quan tri 15i lac,
mot Steven Covey vao thoi cua ong. Tiéng tam trén pham vi ca nudc cua 6ng da dugce tao dung vao
nam 1899 v&i Mot thong diép giri Garcia — mot tung ca hung bién vé su trao quyén lai cho ca nhan.
Khong bao gid 1a mot ké ché bai su quang cao tu do, Hubbard siét chit tiéng tim ctia éng cho téi khi
nhirng hinh 4nh an du pha tron kéu rit 1én. Ong da kiém duoc ca mot gia tai nhd viée viét “nhitng bai
thuyét gido vé quang co” cho cac nha quang cdo qubc gia; ong tao ra vo sd diéu-co-thé-lam, nhing
cdu cach ngdn theo phong cach vuon 1én 1am giau thanh cong cho nhirng xuat ban pham ty lyc; ong
phuc vu véi tu cach mot chuyén gia théu dét quang ba cho nhitng ké quyén thé, bang phuong tién 1a
mot loat nhitng cudn sach bo tai Little Journey; 6ng thuc hién nhitng tua dién thuyét ram ro khap dat
nude, voi gia tién hon 1.000 do/dém; va, & mot s6 phuong dién nhat dinh, 6ng 1a mot bac tién bdi cua
cach tiép can new age d6i v6i nganh quan tri. Cach tiép can ndy da quay lai trong thoi trang cta céac
thé hé sau.[5¢]

T4t nhién, vao thdi d6, Hubbard ciing di triy da tréc vay dé ban duoc hang va ciing tirng bi dudi
khoi san choi nhu mot hdu vé cta cai cadu mon khong thé bao vé dugc, mot anh hé cung dinh ddi vai
chil nghia tr ban. Nhitng ngudi thg cao bun — nhitng Nologoistas ctia Ky nguyén Cap tién — da dén thi
tran véi sy tuyén bd vo toi day nd luc ctia Hubbard vé cong ty Standard Oil. Tuwong tu, Roycroft
duoc xem 1a mot hoat dong phu phiém véi quy mo 16n, duoc diéu hanh bdi mot ai d6 véi mdt cam
gidc chan ngdy cua sy tuy quan tim t&i minh. Ong lién tiép bi cao budc vé t6i dao ¥ tudng, cé hanh vi
khong quan tir va doc quyén vé ban quyén dbi véi mot tic pham ctia toan doi copywriter 30 ngudi.l>)
Tuy nhién, Hubbard lai say swa v&i nhitng cudc tan cong, vi ong tin rang moi quang cao déu 1a quang
céo tot (“Mdi tiéng gd 1a mot cude quang cao rum beng”), va thudng roi khoi con dudng ciia minh dé
tim kiém sy tranh cai. Thé nén khong c6 gi phai thic mic khi ngay ca sau cai chét khong ding luc cua
ong trong vu dam tau Lusitania nim 1915, tiéng tim cta con ngudi tién phong khong 16 ndy van con
day 6 nhuc trong mit ctia nhitng ké tao ra chuan muc & ving East Coast. Nhu Carl Rollins nhn xét
trong to Saturday Review of Literature: “Anh ching rao hang ngudi My ndy. . .that ky la, budn cudi va
dang so... cuc ky phi 1y va cuc ky 16 bich dén ndi gan nhu khong thé ndo tin duoc... ong ta thim chi
khong dang dé coi khinh, ca vé mit nghé thut 1an dao dtrc.”

Hubbard c6 thé di that bai trong cudc thir nghiém gidy quy van hoc vao thdi ctia ong, nhung nhiing
thanh tich tiép thi ctia 6ng thi vugt mirc. So véi dai ca Elbert, Richard Branson chi 1a mdt ké tAm
thuong, Tom Peter chi 1a mot tay choi nghié€p du va Anita Roddick chi 1a mot chil ngua new age nho
bé. Khi can gd trong, Elbert Hubbard gd hét ¢&. Khi can rao hang, Elbert gom toan b strc lyc ciia
minh. Nhung khi dén ltc ap dung phuong thirc tiép thi tréu nguoi, Elbert Hubbard chi dtng thtr hai
sau... A, nhung diéu d6 thi ha hdi phan giai.

Lam cach nao dé sir dung nhitng cudn sach hudng dan cach tiép thi?

V61 su canh giac, chir khong phai va1 mot chut than trong.



GIAI PIEU THU GIAN
BAY GIO, PO LA CAI MA TOI GOI LA TIEP THI #1

* Qua tang unplugged

Trong hau hét nhirng budi hoa nhac rock déu c6 mot thoi diém, ngay sau man mo dau voi nhip do
nhanh. Khi ay, ngudi ca si chinh thong bao rang: “Pa t6i ltc cho moi thr chdm lai chat xiu.” o 1a
cach noi ctia dan rock ‘n’ roll dé chi “mot doan budn chan”, du d6i khi né c6 nghia 13 “tat ca nhirng
doan budn chan tir album m&i nhat, thé hién mot su thay doi triét dé vé phuong hudng cia ban nhac,
dang dugc luu trit ¢ cac cura hang ngay luc nay, va la diéu ma moi nguoi hodc 1a ghét, hoac 1a chua
hé nghe thiy.”

Nhitng con tim chim xudng trong khip san van dong. Nhitng doi chan dang khiéu vii cam thay ngira
ngay. Ban nhac tré nén my mam. Sy khong quen thudc sinh ra sy coi thudng.

Vang, chung ta da di t6i diém nay trong cudn sach va da dén lac cho moi thir cham lai chut xiu. O,
vang! Puogc thoi!! Rock ‘n’ roooooollllllll di nao!

Theo nhitng dac tinh dua vao ngh¢ thuat va lich st cua cudn sach nay, to1 s€ choi cho cac ban
nghe mot doan nhac hdn hop nho tir bai nhac hoang dudng d néu bén trén,Pay 1a cai ma t6i goi 1a
tiép thi. N6 bao gdm nhiéu nghién ctru d6i twong nhd vé cac nhac si noi tiéng. Tat ca déu 1a hién than
cua tam 1y TEASE. Toi s€ khong giai thich vi sao ho lai 1a nhiing hinh anh thu nho cia phuong thirc
tiép thi tréu nguoi (marketease). Ban than nhitng cdu chuyén s& noi rd diéu d6. Chi can noi rang khong
nhu Elvis Presley hay ban nhac The Beatles, nhitng nguo1 ma su nghiép cua ho da dugc Dai ta Parker
va Brian Epstein vach ké hoach va diéu khién, nhitng nhac si nay 1a nhirng bac théy tiép thi am nhac
theo kiéu riéng ciia ho.

Thua quy vi, thua cac cdu trai c¢o gai, hily tha hon vao mdt huyén thoai khong thé quén, vira méi
khai quit gan ddy nhung rat dang quan tim, vé “Chang Orpheus ngudi Ai Nhi Lan”, Patrick Sarsfield
Gilmore...

sk

e Chang Orpheus ngudi Ai Nhi Lan
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Patrick Sarsfield Gilmore 1a mot tay U2 cuia giai doan giita thé ky 19.158] Gio da gan nhu bi lang
quén, nhung Ong timg 13 strc hdp din 4m nhac phd bién nhit vao thoi cta minh. N6i danh voi nhitng
live show hap din — loai nhac rock choi trong san van dong twong duong véi thoi dai Victoria — dng
biéu dién cho nhitng ddm déng khong 16 mua sach vé trén khip Hoa Ky va Tay Au. Ong luu dién lién
mién. Ong soan nhiéu bai hat ¢én nay van con quen thudc, doc déo nhat 13 bai Khi Johnny hanh quén
vé qué cli (When Johnnycomes marching home); 6ng tdp hop mot ban nhac chuyén nghiép, bao gom
nhirng nhac céng hang dau; va é6ng mé dudng cho nhitng trudng ban nhac ndi tiéng sau d6, ching han
John Philip Sousa. Thuc té, cu sup d6 16n ctia Sousa 1a do cai chét dot ngdt cua Gilmore nam 1881 va
trong sudt nhiéu nim sau do, ké dugc ménh danh 13 vua nhac March dugc xem 13 mot su thay thé
nghéo nan cho vi nhac truéng ngudi Ai Nhi Lan choéi loi.

Pat Gilmore sinh vao ngay 24/12/1829 trong mot ngo6i lang ¢ Ballygar, Co. Galway. V61 du tinh
ban dau 14 tré thanh linh myc, 6ng chuyén sang 1am mdt thwong nhan ban si khip moi noi. Tir ddy ong
choi kén, t6t nghiép loaikén cornet tong si giang, tham gia mdt ban quin nhac Anh, tinh nguyén phuc
vu & Canada, va, sau khi thoat khoi vong tay 4c on cta quin doi, ong chuyén tGi Hoa Ky vao nam
1848. Ong tim dugc mot viéc lam véi nhitng nha san xuit nhac cu hang dau & Boston, Anh em nha
Ordway. Tai day, kha ning tu nhién d6i v6i quan hé cong chiing cua 6ng da boc 16 1an dau. Ong thanh
1ap mdt cong ty hat rong, Ordway Eolians, ding dé quang ba nhirng hang héa cta cac ong chu cua
minh. Nhém nhac Eolians t6 ra rat dugc wa chudng va chic chin s& bao dam cho tuong lai cua
Gilmore véi tu cach mot co dong ctia Ordway néu khong co sy can thiép tinh c¢& cta Louis Jullien.
Mot nhac trudng Phap 1ap di, hoan toan khong hé lung ting véi tinh tram lang tu nhién, Jullien sang
luu dién & Hoa Ky vao nim 1854 va tao duoc cam tinh. Poan giao hudng khdong 16 100 nhac cong cua
ong, kinh phi quang c4do khong han ché, va tai quang cdo tham chi con it han ché hon nita, d hép dan
sy chi ¥ chua tirng ¢6 cho t61 tan hom nay. C6 1€, no1 chinh xac hon, phuc trang hoan hao cua 6ng, b
rau ram, cach st dung gay chi huy ngong cudng va nhirng budi dién hoan toan vuot khoi dinh cao da
tac dong sdu sac toi mot chang trai hai muoi 1dm tudi day tham vong dén tir mién tiy Ai Nhi Lan.

Pat nhanh chong tr¢ thanh mdt nhac trudng chuyén nghiép, tiép quan ban nhac Salem & gan do, bo
quén nd dé di vao mot gudng may 4m nhac kinh khing, tao nén nhitng budi hoa nhac ngiy 4-7 ndi tiéng
trudc cong ching Boston, va kiém duoc mdt hop dong biéu dién trong budi 1& nham chirc ciia Tong
théng James Buchanan vao thang 3-1857. Su quang b4 kém theo khién chang nhac trudng tip su tin



rang nhac pho théng 13 con dudng dé bude 18n, va anh 18n duong voi niém thich tha. Nam 1859, anh
tr& thanh cha so hitu duy nhat ctia mot ban nhac 32 thanh vién. Anh trang bi ngay cho né nhitng nhac cu
mdi toanh sang choi, nhitng bd dong phuc may tuyét khéo va nhitng phong dién tap cuc ky tuyét voi.
Nhung that khong may, kinh phi chi tiéu ctia Gilmore vurot xa mirc thu nhap cta anh va chiac chan anh
s& b6 tay néu Noi chién My khong xay ra nhu mot ba tién d& dau ky diéu.

skeksk

e Chang ngh¢ st hat rong

Nhitng ban nhac 1a nhitng vu 1am an 16n trong thoi chién va nhirng ban nhac 16n lai 14 nhitng vu
1am 4n 16n hon nita. Poan quan 4m nhac ctia Gilmore lao vao nhitng khe ho gitta cac tiéu bang, noi no
phuc vu mét cach doc dao véi tu cach 1a mot don vi tuyén quan cua Lién minh mién Bic (Union), mot
don vi van dong tai tro hau phuong va mot noi cung ¢d tinh béng hitu d3 chién. Giay phuat vinh quang
cua ong bau ngudi Ai Nhi Lan da dén vao nam 1864, khi anh dugc yeu cau to chirc mot budi hoa nhac
ky niém ngiy bang Louisiana mién cudng quay lai v6i dai gia dinh vinh quang mién Béc. Chiu anh
hudng cua Jullient, anh tdp hop mdt dan déng ca 5.000 giong, mot ban nhac gém 500 nhac cong, mot
cai trong khong 16, mot doi kén trumpet va, vao ngiy 4/3 & Quang trudng Lafayette, anh d3 dwa ra mot
buodi trinh dién tuyét diéu nhirng ban Star Spangled Banner (Ngon c& diém sao), America (chiau My),
The Union Forever (Lién minh mii méi) va Hail Columbia (Hoan hé Columbia). Bai cudi cung duoc
nhan manh véi nhitng hdi chudng cta cac nha tho gan d6 va dém bang nhitng nhitng phat dai bac diém
theo tirng nhip tréng.

Nhu Lord Byron, Patrick Sarsfield Gilmore dugc danh thirc dé phat hién ra minh noi tiéng. Trong
chuyén tré véNew England thing loi, chang nhac trudng Ai Nhi Lan cua chung ta céi tién ban nhac,
tim ra hudng di dung, chiém mot vi tri trong Nha hat Boston, bat dau ban nhitng nhac cy mang mang
nhan Gilmore, va khdi su suy tu vé chuong trinh hip dan sdp t6i cia minh. Chua bao gio 13 mot
nguoi nira voi, 6ng quyét dinh nhin d6i moi thtr bang cach gin két vdi phong cach New Orleans
phéng ting va di 1én véi phuong tién hoan hao nay, mot budi hoa nhac ky niém tim ¢& qubc gia dé ghi
dau nén hoa binh d4 téi sau bay 1au mong doi. Ty nhién, nhitng dong médu mang Am hudng nhac blue
ctia Boston that kinh hon via voi ¥ tedng ndy va xua dudi anh nhu 1a mot “gd di budn sim”. Khong nan
1ong, Gilmore chuan bi mot cudc quang cio rinh rang, tran an cong dong kinh doanh va hdi dong thanh
phd - ca hai noi ndy déu ¢ thé nhin ra mot cai may dét ra tién néu nhin thiy nd, thuyét phuc duoc cac
hiép hoi dong ca dia phuwong véi nhitng hira hen ting khong gidy viét nhac, giam gia dn & va khiu trir
tién vé xe ltra. Trén 100 t6 chirc 4m nhac dong ¥ tham gia, chuong trinh dé xudt dugc phin bd, nhirng
cudc dién tap bat dau, va mot thinh phong khong 16 bang g6 dugc dung 1én trong thoi gian nhanh gip
d6i. Mot con dudng danh cho cac cira hang ban 1¢ va céc nha hang dugc xay dung gan d6. nhiing
khach san b%mg 1éu duoc dung 1én trén khu dat cong; cac cong ty xe khach m¢ thém cac dich vu dac
bi¢t; nhitng nha buén nhac cu ganh dua quyét liét dé dugc ctr 1am nha cung Ung chinh thirc; va mot nha
san xuat thudc ho manh dan tuyén b rang ong sé& ting khong cho tat ca cac dién vién hat dong ca mot



hop Brown’s Bronchial Touches (tam hiéu 1a mot loai thudc gitp thong cd).

Trong sy kién nay, moi chd ngéi déu dugc ban hét, ngay ca ¢ cai gia dac biét la 5 do/vé. Nhiéu
ngudi dén tir nhitng noi xa nhu California va Texas. Tong thong Grant va ndi cac cta ong ha ¢ tham
du, tuong tu, c6 thém mot doan churc sac dia phuong, bao gé)m nhiéu nguoi da phan ddi ké hoach cua
Gilmore vao luc dau.

Nhu dy tinh, giita ngdy 15 va 17/6/1869, Boston rung chuyén v&i am thanh cta 1.000 giong dong
ca, 1.000 nhac cong giao hudng va mot luong khan gia 50.000 nguoi san sang hat hoa theo. Khuc tap
am nay duoc d6i Am boi nhitng phat sing dai bac va nhitng hoi chudng nha thd, dugc bd sung thém
bdi mot cai trong va dan dng ¢ 16n nhit, va dugc gitr trong vong kiém soat nho nhiéu phéd nhac
trudng rai ra khap noi trong dam dong. Chuong trinh kéo dai tir bai Star Spangled Banner va nhirng
bai hat kich dong quan ching dang tin cdy nhu William Tell Overture ctia Rossini cho t§i bai A Hymn
of Peace (Tung ca hoa binh) long trong, do Oliver Wendell Holmes viét cho chinh su kién nay. Tuy
nhién, bai noi bat 1a Anvil Chorus soan lai tir bai Il Trovatore ctia Verdi, dua ra 100 linh cru hoa dia
phuong mic dong phuc va doi non bao hiém. Ho budc déu trén san khiu, vac trén vai nhitng chiéc
bua ta can dai va danh nhip vao nhitng cai de duoc thiét ké dic biét.

skeksk

* Nhac heavy metal, hay cai gi vay nhi?

Khong can phai néi, sy am T huyén ndo bung Ién, nhanh chong duoc ndi theo bang mot sy huyén
nio am1 khac, v6i mot dau hiéu 10 md cua nhitng tiéng ho reo la 6 cuc dai. Ngay 1ap tirc ngudi ta yéu
cau dién lai thém 1an nita, va ngay lap tirc bai hat dugc dién lai thém 1an nira. Dang budn thay, mot
khan gia kich dong qua mirc, mdt c6 Dunlap nao do dén tur Chicago, khong chiu n6i cam xic manh da
chét ngay tai chd. Cai chét ctia ¢ ta ¢ thé 13 mot tai hoa PR. Nhung, 1uén 1a mdt ngudi1 nhanh nhay;,
Pat Gilmore bién no thanh mot loi thé c¢6 dong. “Khéng co ai,” anh ngdm nga mdt cach thé tham,
“trong sang va diu dang hon, hién hoa va triu mén hon, c6 thé chon viéc ganh chiu tiéng hat dong ca
thién than trén nhitng dot thay triéu ctia quang canh huy hoang trén trai dét, ctia hing ngan ngudi dang
lang nghe trong sy t6n kinh mé say nhitng bai hat thiéng liéng khudy dong tim hon ciia nhitng bac thay
vi dai nhat.”

skeksk

» Khi Paddy quay lai qué xwa

Di dau sau chuyén d6? Con noi ndo khac dé di ngoai viéc hanh dong gip d6i 1én hodc bo cudc!
Puoc tan tung boi su tiép don cua 18 hoi ndy, Gilmore di tdi chd pha san vao ba nim sau d6 voi L& ky
niém Hoa binh Thé gidi ctia minh. Su kién ndy khong chi 16n gap d6i sy kién mia hé nim 1869, ma
nd con that su ¢6 tim ¢& qudc té. N6 bao gdm nhitng ban nhac dén tir Pirc, Anh, Phap, Nga va Ai Nhi
Lan, cling nhu chinh bac théy nhac waltz vo song Johann Strauss. Nha soan nhac vi dai ¢ thanh Vienne
bi chiéu du vao cudc biéu dién nay vi Gilmore hira réng s€ co mot dan dff)ng ca 20.000 nguoi va ban



nhac giao hudng gé)m 2.000 nhac cong, mot lyc luong tap hop 1on nhét cho dén khi do. Dung vay, su
dién xuit bai The Blue Danube dugc Strauss md ta: “Toi s& khong bao gid quén duge mdt sy huyén
nio kinh khung dén thé.” Nhung rd rang né 1[amot trudng hop khong dém xia t6i chit lwong dong ca,
cam giac vé chiéu rong ctia dan giao huong. That dang tiéc, 1an nay 6ng bau ngudi Ai Nhi Lan da
vuot qua strc minh. L& hoi ndy 1a mot thit bai tham thuong. Ngay ca viéc khoi phuc lai bai Anvil
Chorus dang né ciing khong thé 16i kéo du s6 dong can thiét cho mot sy kién kéo dai ba tuan. Trong
mot budi khong may, co khoang22.000 ngudi trén san khdu va chi ¢6 7.000 khangia. TAt ca moi sy trd
nén qua nhiéu, qua sém sau L& ky niém Hoa binh, va nd két thic trong mot tham hoa tai chinh mot
cach bt kha khang [5)

Ngi quy nhung chua do van, Gilmore dam minh vao nhitng budi dién tién- Ozzfests cia minh. Véi
ngoai 18 12 nhitng budi hoa nhac c¢& vira & Chicago dé tudng niém viée tai xay dung thanh phé bi chay
rui trong cudc Trién 1dm Chu nién Philadelphia nim 1876, chang trai Ai Nhi Lan khong thé kiém ché
viéc hién nhitng ning lugng khong phai khong dang ké ctia minh dé danh bong mét ban nhac 65 nhac
cong. Trang phuc tinh khiét, mii mao dep dé, va da tap luyén dén mirc hoan hao, nhac doan da duoc
danh bong ciia Gilmore tién vé New York, noi nd bat dau mot loat cac budi hoa nhac tai thinh phong
Hippodrome kha kinh. DU budc phai canh tranh trie tiép véi P.T. Barnum, nguoi c6 ganh xiéc cuing sir
dung noi biéu din, Pat van giit viing 14p trudng trong nhitng phép ngoa du dau ddi voi dau. Anh duy
tri sy hién dién ctia tén minh trén nhitng t bao voi moi kiéu quang cdo giy cht ¥, ching han cudc
“thach ddu” v6i mot ddi thi trong nganh nhac va “cudc chién tranh” gitta hai tay soloist cua anh.
Nhitng chuyén nay da lam tang thém huyén ndo trong nhitng ing hd viéncua céac vai chinh. Anh ciing
tung ra nhitng bai hit, bao gdm O let me Dream of Former Years, Freedom on the Old Plantation va
Whispers from Erin. Anh viét mot bai quéc ca mdi, Columbia. Bai nay thinh hanh mot thoi gian ngén,
nhung khong bao gio de doa nghiém trong téi bai qudc ca dang sir dung. Anh luu dién & cac nuée
chau My va Tay Au thuong xuyén nhu di chg. Anh git hai mot mia hé thanh cong & bai bién Mahattan
hop thoi trang. Va anh giir cac nhac cong clia minh trong diéu kién tot bang cach quy dinh nhirng
khoang tién thudng khi dugc yéu cau dién lai 13 5 d6/nguoi.

Ngoai ra, Gilmore con dua ra cong thirc cho mdt ngudi tién phong ctia “Céac bé xinh opera” cua
thdi nay bang cach dua ban nhac ctia minh 1én tuyén dau vi mot loat ca si giong nit cao 1ong 13y chét
nguoi. Gac sang mdt bén nit tinh thanh lich va sy can béng tinh than cta ho, nhitng bé xinh cua
Gilmore san sang biéu dién trong cac budi “hoda nhac s6 x6” va cac cude trinh dién ngay Chu nhat, du
thinh thoang ho biéu dién trong nhitng budi dién dugc ménh danh 13 “nhirng sy kién thiéng liéng”. Tuy
nhién, du nhitng diéu nay lam nhitng nguoi kinh Chéia néi gian, sy chi trich cua nhitng tin 6 Co Pdc
gido ngoan dao ctr trit 1én ban nhac bang bo, con vé vao clra clr ban chay nhu tom tuoi sau d6. Hay
ca ngoi Thuong dé va chuyén cai dng séo di nao.

ek

 Giai nhan nwéc My
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Lillian Russell (1880-1922)

Gilmore van dim dudi trong c5i phit hoa ctia anh khi mot Bé xinh Opera khic xuét hién trén san
khau v&i mot tiéng tim vang doi. Lillian Rusell gdy 4n twong manh vao ngay 15/11/1878 dén ndi dén
san khiu van con rung 1én sau d6 bon muroi nam, khi ¢6 da gid tir su nghiép.[% Puge quang cdo vao
hoi dau nhu mdt “Ca si hat nhac Ballad ngudi Anh” du ¢6 sinh ra & Iowa, Rusell xuat hién 1an dau va
gdy mot 4n tuong khé quén trong mot san pham mo phong vé HMS Pinafore or The lass that loved a
sailor (Chiéc tap dé HMS hay con goi 1a C6 nang yéu thay thi), vira dung luc sy say mé Gilbert va
Sullivan dang quét qua toan nudc My.

Hon tAm muoi phién ban md phong ciia vé operette niy dugc luu dién trén ca nudc trong nhirng
ngdy thang ning né dé trudc khi canh tay dai cua ludt ban quyén qudc t€ sd vao giy ciia hién tugng
Napsterl!! tién phong nay cua Bac My. Nhung khong ai c6 dugc anh hudng nhu ciia Lillian. Du ¢6
gai mudi tam tudi quyén rii chi gdp mot phan trong vé dién, tim voc phi thuong cua cd di tao nén mot
tac dong khon luong. Mat xanh, toc vang, nude da trang hong tuyét my, than hinh vé nit. Nhitng anh
chang nhan vién nha hat, nhirng nhan vt quyén thé dén xem budi dién dau tién, cac chang ngd lo ngo,
va mot doc dai cac cong tr hao hoa phong nha da tr¢ thanh mdot khoi trong su ha minh chung cta hg
truée Giai nhan nude M. Theo 101 mdt nha viét tiéu str si tinh, “cod mot cai gi d6 day khéu goi trong
d6i mit xanh cta nang, trong cip hong udn éo; c6 mdt chi dau trién vong phong pht ¢ thin hinh nang
va céi tinh chit d& ton thwong ctia moi nir than tinh yéu, diéu ma ching ta ciing c6 thé nhn ra ¢ nhirng
nguoi sau d6 nhu Jean Harlow va Marylin Monroe... Nhu 6ng bau Florenz Zeigfeld da tan than sau
khi nhin thy nang 14n dau: ‘Dinh ménh va nhirng canh dong ngd & lowa da nin ra nang cho san dién.””
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U6t at, cb 18; sang ca, khdong con ngod gi nita; nhung Lillian Russell khéng chi 13 mdt guong mat
dep don thuan. Hon thé nhiéu. Nang co thé hat nhu mot thién than Am nhac duoc dao tao bai ban. Nang
thiéu nit Lillian ¢6 mot kha nang thién phu dé vuon tGi ndt Do cao, lap lai nhiéu 1an ma khong can ¢b
ging. DU c6 giong hoi pha kim — mdt nha phé hinh xiu bung d3 so sanh nang vi mot Am nudc dang
reo- chat giong ctia nang vo cung phong phi. Khi phat hién ra rang nang timg xtr 1y dén bay nét Do
cao trong moi 1an dién, trong sudt hai muoi bay suit dién mdi tudn, diva ngudi Uc hdng hach Dame
Nellie Melba rat kinh ngac roi sau d6 bi ton thuong, “Cong ching,” c¢6 ta nhic nhd Russell mdt cach
ké ca, “khong bao gid danh gia cao bat clr thir gi dén véi ho mot cach ré rang. Hay nhé 101 t6i khuyén
va mdi dém chi nén cho khan gia nghe hai ndt P6 cao. C6 s& duoc tan thudng nhiéu hon nita.”

Puoc tan thudng nhidu hon, tuy thé, 14 mbi quan tim it nhit cua Lillian. O dinh cao cua thdi vang
son, con tau cu phach Russell ludt gio mot cach thanh than tir thing loi nay sang thiang loi khac. Ngay
sau vo Cai tap dé, nang cdm neo trong hai kich Nhitng tén cudp bién xtt Benzan, mot v dién thanh
cong dén ndi Gilbert va Sullivan da c¢6 md phong theo ngudi dong vai hai tic trong vé Nhiing tén
cudp bién cua ho, khi d6 dang duoc dyng & Nha hat Pai 1§ thr Nam gﬁn do. Russell ludng lu roi ky
giao keo cho mdt vo operetta dugc wa chudng khac, Olivette. Mac quﬁn 4o con trai thung thinh, nang
cat giong luyén lay ngin nga: “O bién bic c6 mdt chi ca voi” va két thic mdi doan tho véi mot diéu
nhay tung ting. Phan tng cia khan gia v6i diéu nhay Baywatchesque ciia nang, vang, co thé doan
duoc, 1a vo cuing hung phén.



Gio thi t6i biét vi sao ho goi d6 1a diéu nhay thay thu.

Sy huyén nio do hooc-mén gy nén cang 1én cao voi vai dién ké tiép ctia nang trong hai vo
Nhitng bé xinh trong khu rig nho va Chuyén vui trong mot thu vién anh dugc dua ra luu dién lién
tiép khip ving West Coast vao mua hé nim 1881. Bdi moi nguyén do, v& Nhitng bé xinh giri nhirng
dot song dia chin ddy nhuc cam t6i khap noi trong tiéu bang Anh ning, ma trong d6 phan 16n 1a do
nhirng vong xa cap cua Lillian. Quan 4o bé sat khi d6 duoc xem nhu tuyén ngdn cudi vé su phong
dang va Giai nhin nudc My da nd dua v6i khan gia chat choi. Nhung chi d6i khi. D6i tit dai kin ddo
hop mdt cua nang dugce phod bay theo dinh ky va khong bao gio that bai trong viéc tao nén mot phan
g tuong thich tir nhitng khan gia yéu mén opera ¢ dia phuong — chii yéu 12 nhitng tay nghién 101 nhac
kich. DPay khong phai 1a mot trudong hop cot dua, hanh ha va tréu nguoi khach hang nhu mdt to1 ac
chdng lai nhan tinh ctia ngudi California. That sy, Lillian quyén rii dang yéu dén ndi mot trong nhitng
ngudi him md da ban chét mot gi luu manh d3 phi bang nét dep 16ng 1ay cta ny hong. Giét nguoi vi 1y
do chinh dang 1a 161 bao chita ctia anh ta va anh ta dwgc xir tring an.

C6 18 Russell da dong vai tro cd gai ngdy tho khong may dén mirc hoan hio, nhung vé mit chuyén
mén nang hoan toan trai han. La mot nit doanh nhin cuc ky khon ngoan, biét rd gia trj thwong mai cua
minh, nang thudng xuyén tir chdi nhitng moi quan hé tinh &i véi mot loat nhirng tay quan 1y nha hat.
Nhiéu 1an nang da tir chdi nhitng ban hop ddng vinh hanh, tham chi khéng chiu budc 18n sin khiu cho
t&i khi nhitng ong bau dap tng nhitng doi héi tai chinh ning cAn cia minh. Luong ctia Russell ting dan
tir 35 d6/tudn 1én dén gip ca traim l1an hon vao nim 1905. Nang ciing c6 mdt ty 1& phan trim trong 14i
rong; bao dam rang gia trang phuc ctia minh — luén 1a mét méi nhat va dat tién nhat ma Paris co thé
cung cip — do mdt nha san xuat lién quan thanh todn; va, trong mot pham vi nhat dinh, c6 phan chia
trong doanh s6 ban anh, cac chuwong trinh hoa nhac va cic chat liéu c6 dong lién quan. Hét 1an nay
sang 1an khac, Russell doi hoi nhiéu dén mutrc sy chap thuin ctia 6ng bau thim chi dd khién nang phai
ngac nhién va budc phai thuc hién nhitng tour luu dién (c6 1gi nhuan cao) ma 1& ra nang da khuéc tir.
Tuy nhién, nhitng d& nghi van lién tuc dua t6i, va, 1a mot dién vién giau kinh nghiém, giong nit cao vi
dai nay hiém khi that bai trong dién xuat. Xuyén sudt thap ky 1880 va 1890, nang khong chi ngy tri
Broadway ma cé toan canh nén 4m nhac My. Nang trudn ngudi mot cach quyén rii trong vo Ngudi du
ran, rung dong mot cach khéu goi trong vo Nhan nai, bé bua mé cho tat ca moi nguoi co lién quan
trong vé Phu thily, 1am nhitng khan gia si mé siing so trong vo Reptila, ¢ gai véi con mit thuy tinh.
Va khi Russell dit yéu cau voi doan dién ¢ Nha hat Casino day thanh thé ctia Rudolph Aronson, nang
duoc dung chung v6i nhitng nhac cong bat tir. Vé cho nhitng dém dién dau tién ctia giong hat oanh
vang khong chi xtng dang dé chét vi ching, ma chiing con dang gia hon nhiéu cudc séng & Purgatory.

Piéu d6 khong thé kéo dai mai. Nhung n6 van kéo dai. Russell di hoan toan thanh cong trong viéc
tu diéu chinh minh theo nhirng thi hiéu 4m nhac doi thay, chéng han su 1én ngdi cua nhac kich hai
hudc, su suy tan cua opera hai va mét chuong trinh tap ky dang thinh hanh. Hon nita, nang hiéu rd
rang khi nhitng kha ning trong giong hat ctia minh d3 méi mon va mot dién vién tip su khoe khoan
vung Trung Tay s& dan da thé chd, can co sy diéu chinh trong cac vai dién ctia minh. Nho sy hudn



luyén ctia Weber va Fields, hai vua hé cua thinh phong My, Russell trd' thinh mot dién vién hai kich
XuAt chung va, cudi cung, mot nir nghé¢ si dinh cao.

V& mit nghé nghiép, nhitng nim dau cta thé ky 20 ciing ddy thing loi nhu thoi Hoang kim. Du
nang l1a hinh anh thu nhé cua “nhirng nam chin muoi tyc tiu”, cai ky nguyén cia nhung dé xa hoa, nhiing
bita 4n t6i c6 mudi mon, nhitng 6ng trum ké cudp dién cudng, sy dam mé lac thd trAm trong va sy tiéu
thu vo si mot cach rd rét — cai ky nguyén ma Thorstein Veblen gian dir chong d6i mot cach ké ca -
Lillian Russell cudi trén nhitng dot song thoi trang va danh bai tat ca nhitng ai ¢ doat 1y chiéc
vuong mién san khiu ctia minh. Phu nhan Teazle, C6 nang Helene, Ngay 18 cudi, Hokey-Pokey, Giai
nhan nudc My, va vo sb nhitng vo khac da thdi bung mot cach thanh cong nhirng ngon lira dam mé.
Hon thé nita, khi thinh thoang bi phoi sang qua mirc va phat hién ra minh khong thé quyén rii cong
ching tht d6, nang chi can 1én dudng tdi nhitng tinh 1& va thanh phd nho, nhitng noi sin sang chi mot
cach hao phong dé duoc nhin thay Lillian huyén thoai bang xwong bang thit. Vi 1y do d6, mdt cudc luu
dién v HO diép vao nim 1907 v6i 104 diém didn, mdi diém chi dién mot dém, nam trong danh sach
nhirng vu 1am an thang lgi nhit ctia nang.

ek

 Khu lién hgp cong nghi€¢p trang phuc nir

Giai nhan nuéc My, noi tom lai, c6 mot con mét danh giachinh xac vé cong ching. Nang 13 mot
nha tyr to chirc siéu pham, mot tiép thi gia xuat ching. Nhitng khé khian hén nhan dugc tudng thuat kha
nhiéu cta nang — mot vu vi pham ché d6 mot vo mot chéng khi vu khac con chua két thic — khién dam
dong c6 dao durc luén & tim trang hét stre phan nd, nhitng 10i ddn dai vé cac quan hé tinh i cua nang
(v6i mot dién vién xiéc, hoang tir Haiti va nhiéu nguoi khac) va nhitng con hon ddi trén san khiu theo
chu ky ctia nang ciing vay. Nang choi trd quang cdo dé ban vé mot cach xuat sic voi “nhitng cude giai
nghé”, “nhitng 1an quay lai”, “nhitng dém dién dau tién”, va “nhitng co hoi cudi cung”, sau ndy, cac
chiéu thirc d6 duoc hoan hao hoa bdi Frank Sinatra va ban Rolling Stones. Tuong tu, nhitng vu kién
tung chdng cac tay c6 dong quyén luc (mot trong sé d6 ludn tim cach vén vay cta nang), nhitng trd
quang cao rum beng (thu am cho Thomas Edison, thuc hién ct dién thoai chinh thirc dau tién cho Téng
théng Grove Cleveland vv.), va sy phd truong qué thé trong nép sdng ctia nang (nhitng bd dd mdt méi
nhat, nhitng ban bé ndi tiéng, sy phong dai trong chuyén phong the, chiéc xe hoi Pullman c4 nhan héa,
nhirng chudng ngwra nodi, nhitng cai mii khong 16 trung dung toan bd vat tu quy hiém ctia khu lién hop
cong nghiép trang phuc nir), tit ca da gitip cho nhirng to bao 14 cai chuyén ding chuyén giat gan lam
viéc hét cong suit.

V61 su khon ngoan SAc s40 V& tiép thi, hinh anh nang xut hién trén moi thu, tir nhirng diéu xi ga
va 40 nguc cho dén my phdm va bao thudc 14. Nang 1a dbi twong dé nhitng nha may y phuc thoi trang
nit ve vin, 1 kho tién vo tan cho nhitng nguoi 1am mil va trang phuc nit, va, voi nhitng chiée xe dap
c6 bién sd bang vang nam ngoc, nang di tao nén nhitng diéu ky diéu cho cong nghé do 16t Edwardian.
Nang tiép thi phuong chim trang diém cua chinh minh, xut hién nhu 13 mot ngudi mau thoi trang



trong Hoi nghi Cac nha san xuit trang phuc Chicago ndm 1910, san xuit nhiéu phim ngin vé trang
phuc trudc Jane Fonda cd ndim muoi nam, viét cho nhiéu to bao trong chuyén muc cdc meo vt vé strc
khoe, hanh phiic va cach sin chong. Chiéu cudi cung trong s ndy bao gdm mét triét 1y tu luc canh
sinh ky la pha trén cac nguyén 1y cua Marcus Aurelius, Mary Baker Eddy va 1y 1& danh thép khong thé
that bai vé viéc dumg cd ging qua strc trong khi van duy tri mot chut bi an hip din d6i véi gidi may
rau. Vé sau nay, Lillian quay sang tiép thi xa hoi. Nang 1a mot phat ngdn vién hang dau cho quyén bau
clr ctia phu nit, ban trai phiéu chién tranh nhu ban banh néng 1am tai nha, va phuc vu nhu mot chién si
hau can hang dau cua linh bo binh. Nangto ra 1a mot vién trung si tuyén quan hitu hiéu. Khi hét han
phuc vu vao ngay 6/6/1922, Giai nhin nudc My bi chon vii dudi mot dong huin chuwong. TAm man
san khiu, cung voi khiic dao dau trir danh cta nang, cudi cung ciing d3 “ha xudng thoi ndo, ngdi sao
Hom cua t61.”



BAIHOC IV

CACH TUNG LA BAI CHU “LUA HAY LQC”!62!

“Chién luoc tiép thi cua ching ta 1 phai hanh xtr ctng ran dé thanh cong. D6 1a mot k thuat kinh
doanh nghich dao. Néu ban ngoi trong van phong véi mot ban hop dong trén tay, tién hanh mot cach
ndn noéng vu giao dich dau tién dang dién ra, moi ngudi déu thdy ro 1a chua c6 ai yéu cau cac cin ho
ca. Pung bao gid nén voi va khi ky két hop dong. Khi khach hang t6i, hiy gidi thiéu véi ho nhitng mo
hinh can ho, trd chuyén dong dai, va néu ho co vé luu tam, hay giai thich réng c6 mot ban danh sach
cho d6i vai nhirng can ho dugc uva chuong nhét. Cang co vé khé dat dugc chung nao, cac can hd cang
duoc khach hing mong mudn.”

Donald Trump, ké bét kha khang cu, dd néi trong cudn sach best selling nim 1987 Thut mua ban
ctia minh thé d6.C6 1& hon bat ky ai khac, Trump hiéu rang khong c6 quan hé gi gitta cong viéc budn
ban va su quy luy khach hang, du dé 1a mot ngan hang thuong mai, mdt cong ty xay dung, mot uy ban
chinh quyén dja phuong, hay trong truong hop ndy, nhitng khach mua cic cin hd cao cap tai Thap
Trump. Trong thuc té, hoan toan trai lai. Anh chang Donald ndy, nhu moi nguoi biét va yéu mén, 1a
mot bac thiy vé thuat nhir moi, tréu ngroi va hanh ha khach hang. Chinh sach bén miéng hd ctia dng co
tinh huyén thoai, cdc k¥ ning thwong thuyét ciia 6ng & mirc thuong thira. Ong ¢6 mot kha ning siéu
pham trong viéc danh gia cac than cha cling nhu cac doi thi. Ong 1a bac thdy vé sy ndi con tam banh
mot cach day chién luge. Ong khong o thoi gian cho “cac cudc khao sat giau tudng twong” hodc cac
thac sT xuat than tir Havard hay Wharton.

sk

e Nghé¢ thuat cta Donald

Tuy nhién, hon hau hét nhitng diéu khac, Donald 1a ngudi ké tuc su nghiép cua P.T.Barnum. Moi
thir ong thuc hién déu to tat, 1au dai, vi dai, xa hon, cao cip hon hay phong pht hon nhing gi tirng
duoc 1am trude d6. Tén clia dng gan voi nhidu cong trinh xAy dung hon ca Burger King.[%¥] Cai t6i
ctia ong 1on dén mirc n6 1y moc sat, khi oxy va nhitng ngudi dan thao di giira TAy Tang va Nepal dé
dap cao nhitng chin d6i thap. Ong biét vé nhirng nhan vat ndi danh va cac bi mat ctia ho nhiéu hon ca
J. Edgar Hoover vao hoi dau khdi nghiép cua ong ta. Ngudi ta bao sy nong 1én toan cau bat ngudn tir
su pha rimg dé cung cap gidy cho cac to bao hang ngiy viét vé dng. Ban thin mai toc clia ong cling 1a
mot tac phém nghé thuat, mot mau nhd cla nghé thuat sép dat, phﬁn nao do6 dua vao buc tranh
Haystacks cua Monet, hodc, ¢ thé, tuyét pham siéu thuc it ngudi biét This is not a Combover cua



Margritte.

Pong thoi, cai gi rau toc vang hoe (flaxen) nay cong khai bay t6 rang Donald Trump 13 mdt su hu
cAu can thiét, mot hinh thirc “ngoa du chan that”. N6 1a mgt nghé thuat, mot vai tro, mot nhan vat, mot
manh 161, ma nguoi ta can ludn ludn duy tri, gin gitt va danh bong. Cong ty cta 6ng dugce nap nhién
liéu tir tai nghé 1tra bip tham cin cd dé ctia 6ng chi Donald. Chang han, theo tiéu sir cua 6ng, dng tirng
thuyét phuc nhitng chii nhan ctia khach san Commodore thong béo vé két thic ciia nd, diéu nay da budc
thanh phd phai c6 nhitng nhuong bo tai chinh dbi véi nhitng nha phat trién con tang thiéu vao lac do.
Nhitng mé hinh kién triic Thap Trump cta dng 1ong 14y dén ndi 6ng cha ctia Tiffany, nha my hoc ling
danh Walter Hoving, d3 ban cho 6ng nhitng quyén str dung khoang khong trén Dai 16 thir Nam, nho d6
ma Trump d xay dung dugc mot dinh thy dep mét hon. Ong d3 bip v6i Holiday Inns rang song bac
Atlantic City ctia minh dang duoc xay dung bang mdt muu chude don gian 1a thué moi chiée xe ti dat
va xe tai trong thi tran, lam ra vé ban ron lu bu khi ¢o ngudi quan sat.



Ong bip ca nhitng ngudi dan thi tran trung thuc & Palm Beach, danh bai xi phé chia khu vuc véi
hoi ddng thi tran, va da thanh cong trong viéc chuyén toa dinh thy 128 phong Mar-a-Lago thanh mot
noi an dudng danh riéng cho nhitng nhan vat ndi tiéng bang A.[04]

Anh chang Donald nay, nhw

|:> moi ngu&ri biét va yéu mén,
la mét bac thay vé thuat nhiy

moi, tréu ngwoi va hanh ha
khach hang.

Trong nhiéu dip twong tw, Donald da cong bd mdt ké hoach xay dung toa nha cao nhat thé gioi,
mot dé an khong thé that bai, ndm trén nhirng tit 16n trang bia, boi tron cac banh xe, lam lang nhitng
con dudng va bao dam cho kha ning dugc chip nhin ciia cac tham vong xdy dung ¢ tam murc nho hon,
that su ctia ong.[%] Ong kién quyét khai thac su tinh toan day sang tao dé chuyén chd 4n tugng rang
nhirng toa nha choc trdi ctia minh chat chira nhiéu cau chuyén hon 13 chung lam dugc trong thuc té.
Bang cach dat vang 1én 16p vang ma trén doéa hoa hué, 6ng ngu ¥ rang ching 16n hon, tét hon, cing
cap hon, t6t nhat. Tét dai hao hang chtr khong phai loai hai. Tt hon ca dai héo hang. Cai t6t nhat
trong s6 nhitng cai tot nhat. (The bestest)

Thém nita, hoi dau thap nién 1990, khi moi thir déu ¢ vé khic nghiét d6i v6i ong, Donald thudng
xuyén nam trong mdi de doa phai tuyén b6 pha san, diéu s& ngung tu thinh mot con bio tuyét cta cac
vu kién tung quan h¢ t&1 ngan hang. Tur vi tri strc manh déy nghich 1y do, ké yéu sach khong chinh dang
ndy da thu duoc hét nhuong bo khong thé tin ndi ndy ti nhuong bd khong thé tin ndi khac tir nhing
chil no gian dit ctia minh. Nhu dng nhan xét, “diéu & nhat ban c6 thé thuc hién trong mot thwong vu 1a
cO vé nhu thuc hién né mot cach tuyét vong. Piéu do6 khién nhirng ké khac nguri théy mui mau, va roi



ban tiéu doi. Piéu t6t nhit ban c6 thé 1am 1a giao dich v&i stirc manh, va luc don bay 1a lyc manh nhét
ma ban c6 thé c6. Pon bay 14 c6 mot cai gi d6 ma ngudi khac mudn. Hay tot hon nita, ¢6 cac nhu cau
[vé n6]. Hay t6t nhit, don gian 13 khong thé thire hién néu khong c6 nd. Diéu khong may latrudng hop
ndy khong phai khi nao ciing co, d6 1a 1y do vi sao don bay thudng doi hoi sy tudng tuong va nghé
thudt ban hang. No6i cach khac, ban phai thuyét phuc ngudi khac ring viée thuc hién thwong vu 13 vi
lo1 ich cua anh ta.”

Du [ngudi ta] yéu ong hay ghét ong, Donald c6 don bay. Donald c6 su ca gan tro trao. Donald co
su tinh nhay trong su tro trao va khong ngirg bay né 1én.

ek

» Ké Iira bip

Nhu vay, Donald Trump 13 mdt bac thiy bip bom (trickery) thanh t& dau tién cua ciu tric
TEASE. Thit ra, nha tiép thi 1a mot tay lira bip, giéng nhur than thoai Loki x& Norse (va truyén tranh
Ngudi Nhén), giéng nhu con Séi co (Coyote) quy quyét trong truyén thuyét dan gian thd dan chau My
(va phim hoat hinh Warner Brothers), nhu Tom Sawyer bat tir ctia Mark Twain, hay nhu Lorelei Lee
trong Nhitng quy ong khoai cac 4 toc vang (Gentlemen Prefer Blondes). Ké lira bip giy mat phuong
hudng, vo vinh, quiy ray, doi gat.[0]

Ho gieo rac chia ré, ¢d dong su cot dua, va thudong thuong, tao ra sy vui vé hai hudc (do1 khi
chung ta cuo1 nhao ho, do1 khi cudi vé1 ho). Nhiing ké ltra bip dat ban than ho vao gitra su that va su
déi tra, gitra cai 1a va cai co thé 13, giita ao udc ban dau va két qua cudi cung. Ciing gidng nhu tiép
thi. Chang c6 gi bat ngo khi cac thi thuat lira bip thudng gan lién véi tiép thi (N6i cho cling, Hermes
13 vi than cua thi truong). Chang c6 gi bt ngd khi cac thuc hanh gia tiép thi thudng muon nhitng manh
khoe lira bip trong cac thi thuat kinh doanh (Joe Isuzu, Tony the Tiger, chién dich quang cdo Sugar
Puffs Honey Monster, Joe Camel, Frito Bandito, cac nha lanh dao Budweiser, vv...) Chang co gi bat
ngd khi nhirng ké Itra bip chiém linh mét vi tri dudi ngudng kich thich, trong ké ho trung gian gitra cai
nay va cai no, hét nhu cung cach tiép thi bi dat gitra mot bén la cung va bén kia 1a cau, voi nhitng vién
s han 1am ngu dan ¢ bén trai va cac giam ddc & bén phai, v61 sy ndo dong bén trén va sy dé tién bén



dui.[07]

C6 1& n6i mot cach thich dang hon, tiép thi dugc xem 1a mot ké lira bip boi chinh nhitng nguoi
tiéu thu. Bt chip ¥ thirc ngdy cang ting vé nhitng chi tiét trong hoat dong ctia nha tiép thi, nhu da noi
& Bai hoc 2, phan 16n moi nguoi gan két tiép thi v4i nhirng ngudi nhu Richard Branson, Doug
Kelleher, Luciano Benetton, Steve Jobs, Jeff Bezos, Phil Knight, Tom Peters va Donald Trump, tat ca
déu 1a nhitng tay Iira bip. Trong su hinh dung pho quat, cac nha tiép thi 1a nhitng tay buén ban phat 1én
va moi ngudi déu biét nhitng doanh nhan 1 gi. Ho s& lam moi chuyén dé ban dugc hang, ngay ca véi
su khudce tir ho sau cudc mua ban. Pac biét 1a sy khudce tir ho sau cudc mua ban!

ek

« Pi ra bén ngoai dé nhin thay tay phu thiy

Su khudc tir, that sy, 12 trung tAm ctia sy quy quyét ma ké 1ira bip s& hitu. Vé ban chat, c6 hai kiéu
lira bip chinh. Kiéu thir nhat va hitu hiéu nhat 1a vo vinh nhu ban khong phai 12 mot tay lira bip. Nhirng
01 ¥ vé sy trung thuce, tinh 1iém chinh, 10ng trung thanh, 1ong vi tha, su ngdy tho va hon hau 1a nhirng
thanh t6 quan trong dic biét trong khdi hon hop cua ké lira bip. Ching 1 cai mii va nhitng qua chudng
ctia anh hé thwong mai. Chiing thé hién su pha tap tr nhién ctia nhitng nha tiép thi. Ching 1 chiéc mt
na ma dang sau né 1a nhitng nha tiép thi an nip, quang cao, rao hang, va lira bip.

Hay xem xét Dean Kamen. Pugc xem mot cach rong rai 1a nguoi ké tuc Thomas Edison, vi Phu
thiry cua Cong vién Menlo, Dean Kamen khong 1a gi khac hon mdt Phu thuy cia Manchester, NH. Nhu
Edison, 6ng thé hién minh nhu mot nha phat minh c6 tai ning thién pha siéu nhién, mot phién ban thé
ky 21 ctia nhirng tay do ké cong nghé 1ay ga-ra 1am can ctr, dang chd bang sang ché, nhitng ké bi am
anh, thuoc thé gidi khac, giao t& vung vé, va néu khong hoan toan 1a nha khoa hoc dién trong huyén
thoai Hollywood, chic chin ciing thudc vao kiéu nhirng chiéc dng nghiém trong mot phong thi nghiém.
Ong 12 mot nguoi khong thanh cong 1am ¢ nha trudng, bi dudi khoi trudng dai hoc va duge xem nhu
mot that bai sép Xay ra, va diéu nay hau nhu dd dén mdt cach lang 1& khong mot 101 bao trudc, mot nha
tri¢u phu vao tudi 25. Ong tao nén tén tudi ctia minh v&i modt cai bom insulin xach tay dé tiém nhitng
liéu thubc chinh xac cho nhitng nguoi bi bénh tiéu dudng vao nhimng thdi diém thich hop. Cai may
dugc kem voi mot cai may thAm tach (dialysis) co6 kich thudc c& mot cai va i, mot chiéc xe 1an c6
thé leo thang, xe IBOT.

Puing 1a mdt mau ngudi 1ap di, Kamen séng don doc trong mot can nha hinh luc giac rong 16m, do
chinh 6ng thiét ké. Ong di lai 1am viéc bang may bay truc thing, voi nhitng giai diéu nhac phim Over
the Rainbow hodc Star Wars phat ra tir hé thong am thanh. Ong lam chi mot hon déo goi 1a Dumpling
& Long Island Sound, mot noi d& nd luc mot cach khong thanh cong dé ly khai khoi Hoa Ky; tap khong
ngirng nghi nhitng bai thé duc nio vé sang tao trong mdt cai xuong dét dugc tn trang nam bén bd song
Merrimac.

Ngoai ra, nhw Thomas Edison, Kamen 1a mot con nguoi tiép thi cuc ky sic sao, mot nguoi tur
quang cdo xuit chung, biét khai thac nhitng sy 1ap di khac ngudi ctia minh dé tao ra hiéu tng quang



ba. SO lugng tin tirc vé 6ng, & mot thoi diém ma nhitng nhan vat ndi tiéng c6 nhiéu vo sé va & mdi ga-
ra khac déu c6 mot nha cai tién, chirg minh cho su nhay bén tiép thi dang kinh ngac ctia 6ng. Su nhay
bén ma 6ng kich 1iét chbi bo 1a minh ¢6, do d6, dd bd sung thém vao bau khong khi huyén bi bao phu
quanh ong. Tuy nhién, néu can ching clr, ngudi ta khong can nhin xa hon su dién cudng bao quanh “Ci
Girng” hay NO (Ginger or IT).

Duoc gidi thi¢u vao thang 1/2001 va kém theo 1a mot ct huych quang cédo, Ca Gung dugc cho 1a
phéat minh vi dai nhat ké tir khi c6 phat minh ban in phét myc. Khong ai biét NO 1a gi va nha phat minh
tir chdi n6i vé nd mot cach khon ranh. Cac nha hoc gia, cac gido chi va nhitng tay sin tim quang co
da c6 mot co hoi dé hinh dung NO c6 thé 14 cai gi. Nguoi ta doan nd 1a mdt cai may bay cé nhan, mot
cai xe day chay bang khi hydro, mot cdi may din dudng tinh thé dilithium nho bang ban tay, vv...
Nhitng ngudi tng ho phat minh, bao gdm Jeff Bezos, Steve Jobs va nha trr ban ndi tiéng mao hiém
John Doerr, da 1am tang thém niém tin vao tiém nang cach mang cua no. Subt mot giai doan n6 da that
sy dugc rao ban trén Amazon.com, mot cong ty c6 that trong mot thé gid1 o, tir do da md rong thém
chudi Bezos t§i v han va vuot ca vo han. Va Kamen da thuong lugng mot khoan tng truée 250.000
d6 tir Havard Business School Press cho NO ma chua ai biét 1a cai quai chi d6. Piéu duy nhat ma ai
cling biét 1a toan thé moi thanh phd da duoc trang bi dé san sang tiép nhan phat minh cdch mang cua
Kamen. Phong toa céc via hé d6. Mo rong cac duong 6 t6 d6. X6 d6 nhitng nha ti d6. Vi Cu Ging
dang t6i trén duong, voi mot dong co vinh vién chay bang khi néng va sy ngoa du.

L& tur nhién, théy Phu thuy tao ra NO tir chdi moi céo bude ve sy gia mao, du diéu nay khong ngin
ong che gidu cd may ky la sau mot tim man che trén t& Good Morning Armenica sudt mot tudn trudc
ngdy cong bd chinh thirc. Ciing nén biét thém ring John Doerr da phat biéu: “Co mot céi gi d6 ching
to1 dang thuc hién ma ban that sy nén nhin théy”. Hoac viéc thong bao v&i1 moi nguoi réng nhirng khoa
hoc gia Co Péc gido doi phai d6i tén cai may, vi ho da kiém soat tai san ctia Ginger Rogers, ké dagoi
himg cho cai tén nguyén thily. Hodc viéc van dung hinh twong ngy tho clia 6ng, rang phat minh 13 tat
ca, khong phai vi tién, dé dam phan mdt thwong vu khong thé tin ndi voi nhitng nha tr ban mao hiém
cuc ky dirt khoat. Credit Suisse First Boston & Kleiner, Perkins, Caufield & Byers, mdi cong ty tra
38 triéu d6 cho 7% c6 phan, v6i tong gia tri khoang 550 triéu, mot con sd khién cho hau hét nhiing
cong ty phai dé mat.

Tuy nhién, diéu gy an trong 12 phan ddi 16n nhit ctia Kamen vdi nhitng cdo budc vé sy gia mao —
nhu bt ky nha tiép thi tai ba nao -rang nhitng ky vong ctia cong chiing lién quan tdi NO han di 1én cao
td1 mire ching khéng bao gid thich dang, bat ké ¥ twong nay cap tién ra sao.

Va thé 13 n6 dd duoc chirng minh.

Khi chiéc Segway Personal Transporter duoc tiét 10 trude thé gidi vao thang 12/2001, c6 mot
cam giac trai nguoc ro rang. N6 trong giéng nhu mot giao diém gitta mot cy ca khéu khong 10 xo va
mot cai may cit co bi xén ngén bot. Kamen dugce dua tin trén CNN, NBC Nighly News, ABC World
News Tonight, va vo sd dai dia phuong; 6ng dong vai canh sat giao thong trong The Tonight Show
trong khi Jay Leno, Russell Crowe va Sting 1an quin quanh phong thu; ong xuat hién trén nhirng tit



trang bia trén khip thé gigi va chiém linh trang bia moi 4n pham tir t& Time va New Yorker cho toi td
Woman’s Wear Daily. Moi nguoi bao rang 6ng da tao ra mot vy tu quang cao mién phi dang gia
khoang 100.000 do.

Tuy nhién, ¢6 miy Segway dong thoi cling thu hit kha nhiéu 151 phé binh, di chuyén d6 khong nhét
thiét 14 mot diu t& hai. Td Washingotn Post cho rang né 1a mot phat minh dugc thdi phdng. T
Economist chi don gidn héi, “Do c6 phai 1a NO khong?”, va nhic doc gia vé Sinclair C5, mot cai tién
cong nghé giao thong van tai da thit bai mot cach khdn khd trude d6. Mot quang cao bat chude trong
t& Onion vach ra nhiéu diém ndi bat, chéng han nhu “Cai tay 141 vudng goc duoc thiét ké mot cach
khoa hoc dé tdi da hoa sy mat phém cach” va “C6 thé 1én t6i van tbe 100 dam/ g0 vo1 mot so1 day
sén dic biét.” Moi kiéu phan bac, con co gi khac hon, da dugce dung 1én ké tir d6, vé tinh thiét thyc,
tinh phap 1y, kha nang canh tranh va kha nang tiéu thu co ban cua nd.

Vé phuong dién nay, diém noi bat 1a cudc tranh cdi vé Segway da khong két thiic hay bi gat bo khi
nguyén mau duoc dua 1én cac talk show. Cudc dam luan don gian chuyén tir*“NO 1a gi?” sang “C6 mot
thi truong nao cho NO hay khong?” Xin hiy nhé rang thoi budi ndy méi ngudi déu 1a mot chuyén gia
tiép thi. Qua nhiéu, dén ndi cudc tranh cii nd s&/né s& khong thanh céng hau nhu ciing kich thich khong
kém nhitng cudc thao ludn vé cic dic diém ciia NO trudc ngay tung ra san pham. Cac nha phan tich



kinh doanh trén khap thé giéi mang su thanh thao chuyén mdn ty nhan cta minh ra dé ban cii vé
truong hop Kamen va nhiéu tiét muc xen giita cac chuong trinh da dugc sir dung dé xem xét cac phan
khuc thi truong kha di, cac chién luoc phan phdi gia dinh, tiém ning vé doanh sb va cac diém gia
chinh xac. Bat ké n6 c6 thuc sy tré nén mot Edsel hay mot Model T hay khéng,dia vi cta Segway voi
tu cach 12 mot biéu twong tiép thi cua thé ky 21 di dugc bao dam.[6]

Trong luc do, Kamen dang thuc hién du an bi mat hang dau ké tiép ctia minh, mot cd may co thé
xach tay, khong giy 6 nhiém, bao dudng mién phi c6 thé hoat dong nhiéu nim v6i moi loai nhién liéu,
tir dau lira cho t6i phan bo. Khac véi NO, nd tham chi ¢6 mot cai tén. CO may Stirling duoc dit tén
theo mdt muc su nguoi T Cach Lan. Ong ndy dd dua ra khai niém co ban vao nim 1816, du thuat
toan van hanh cta né da 1am nan 1ong nhiéu ngudi quan tm cho t6i khi Dean Kamen xut hién. Véi
moi 1y do, phan 16n 14 ctia chinh 6ng, ¢ may ky cuc sip tdi ctia Kamen 1a su hop nhit lanh ling cua
thién nién ky méi, mot cd may c6 kha ning xoa diu nhitng vét thwong tram trong cua thé gigi dang phat
trién ndy. N6 s& san sinh du ning lugng dé didu hanh cong viéc trong mot ho gia dinh, tinh loc du
nude cho nhu cau trung binh hang ngay ctia mot ho, va, néu ndi vao mot cd may Segway dugc dac biét
diéu chinh, s& giai quyét dugc van dé giao théng & mdt pham vi kha xa. Nhung liéu né co truy cip
dugc internet khong nhi?

R rang, NO s& khong két thuc cho t6i khi nhitng chi phiéu khong 16 t6i. Thé nhung, bat ké dén két
quéa cudi cing — Segway ctru chuéc ngay hém d6 hodc Segway chim nghim khong dau vét — diéu noi
bat nhat vé chién dich tiép thi cia Kamen 1a n6 1a mdt ban sao chinh xac cia mot cudc quang cao am7i
do P.T. Barnum khudy dongtrudc d6 140 nam.[INam 1860, ké lira bip bac thay nay di tung “No 1a
gi?” vao mot thé giéi khong hé chd don. Xudt hién mot vai thang sau khi cubn Ngudn gbe cac loai cua
Darwin dugc xuit ban, “N6” ctia Barnum, nhu ban sao cta nd sau nay, da san sinh ra mdt con bao
dién cudng cua su suy doan, thio luan va phan bac. Mdi lién két da tuyét tich gitra con nguoi va khi 1a
gi? No c6 theo cach nao do lién quan t&1 khi dot chau Phi, méi1 dugce phat hién trudc d6 mot thé ky?
Hay né chi 13 mdt trong nhitng trd bip bom khét tiéng khic cua Barnum, cting mdt giude véi Nguoi ca
Feejee, Con ngua Wooly hay Joice Heth? Con ngudi vi dai ndy tir chdi khong chiu ndi, va, vao mot
thdi ma moi ngudi déu 1a mot chuyén gia vé lich sir tr nhién, hay it nhat ciing gitt mot 14p trudng manh
mé, “N6 1a gi?” tro thanh mot trong ba vé dién thanh cong nhit ctia Barnum, cung véi Tudng Tom
Ngén céi va Jenny Lind, Chim hoa mi Thuy Dién.[”"!

Liéu day c6 phai 1a mot su tring hop lich su? Toi khong nghi thé. Kamen 1a mdt Barnum cua thé
hé sau, va, giéng nhu Barnum, 6ng 1a mdt ké Itra bip bac thﬁy. That ra, cai danh xung “Vi Phu thuy cua
NO” rat xac dang, vi tay phu thily nguyén mau trong cau chuyén than tién rat duoc yéu thich ctia Frank
Baum la dua vao P.T. Barnum.

skeksk

e Can phai c6 hai nguoi cho chai Tango
Vay hai cai NO tuong tmg ctia Kamen va Barnum tiéu biéu cho su bién thé cua thudt lira bip.



Ching ta khong bao gid hoan toan biét chic rang c6 mot ca bip ndo sip dugc tung ra hay khong,
nhung ludn chd nd xay ra. That ra, viéc khai thac su khong chac chin cta ching ta chinh 13 yéu t6 then
chdt cho thanh cong cua ké Itra bip. Mot hinh thirc Itra bip chu yéu khac dua vao su 16n tiéng, sSur
cudng diéu va sy pho truong. To6i 1a mot tay lira bip, nhan vat dudng nhu ndi thé va trang phuc 10e
loet cung ¢ thém cho 4n tuong nay (nhu véi cai 4o hé, nhirng cai mat na hoi he cua vai chang ngé,
thién hudng cua Richard Branson dbi véi y phuc pha tron,méi toc chay 1at thianh ba duong tha vi cta
Donald Trump).

TAt nhién, cac mon nghé thuat da thira mra vo1 thuat lira bip dﬁy tinh chat pho truong. Vi du nhu
cudc trién 1am tiép thi bién cach cua Komar va Melamid, Diéu ma nguoi1 My mong mudn nhét, (xem
Qua ting mién phi 4) hodc bd phim K¢ kich dong (The Tingler) khac thuong cua William Castle. Vi
du sau, mot bd phim loai B nim 1959, do Vincent Price dién vai chinh, duoc quang cédo rum beng boi
doc quyén quang b ctia Bill Castle, mdt cudc quang cao cd dong ma nho d6 hang ngan ghé trong rap
déu dugc dat trude va nhitng nguoi 1anh dao ciia nd tao ra mdt ¢t dién giat trong nhitng canh ring ron
nhat dinh. Su om xom do chuyén ndy gy nén chi bi qua mit bai phan tng ctia nhitng ngudi Boston
nhudm toc xanh, nhitng nguoi dang vo tu theo do1 Audrey Hepburn trong Cau chuyén cua Nt tu, khi
mot ngudi diéu khién may chiéu budn chan quyét dinh thir nghiém cai thiét bi “kich dong” vira lap dat.
No hoat dong tot.
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Nhirng Nguoi Voi

Khi nghi t61 su Itra bip dua vao nghé thuat, xu hudng tu nhién cia chung ta 1a nhé lai nhitng ngay
oanh li€t cua mot Hollywood huyén ndo, khi (vi du) Russell Birdwell Itra ca nudc lao vao tim kiém



mot ai d6 dé dong vai Scarlett O Hara trong Cudn theo chiéu gio, hay Marty Weiser bat tr d3 quang
céo rum beng cho cuén phim Blazing Saddles (Nhirng chiéc yén ngua sang choi) bang mot show dién
ddc biét danh cho nhitng con ngua — vang, nhitng con ngua — va hoan tit véi mdt quan rugu “ngua
mén khach” (horsepitality bar)[7!].

Tuy nhién, cic mén nghé thut thi gidc ciing c6 khuynh hudng thién vé sy lira bip ¢ mirc twong
duong (chu nghia si€u thuc, tranh v& nhu that [tromp 1’oeil], nhitng ké gid mao, nhiing tay Itra ddo) va
nhirng bac thy cua thoi hién dai 1a Komar va Melamid. La mdt b d6i ngudi Nga di cu hay dua cot,
ho tao ra sy cha ¥ dau tién voi Liéu phap Sac Mau (Color Therapeutics), mdt loat 25 tim bang dugc
t6 mau nhdm chira nhitng loai bénh tat khac nhau néu nhin vao chung trong mot luong thoi gian phu
hop. (Cac van dé vé udng, 3 phit 7 giy; liét dwong, 6 phut 2 gidy, vv...)

Gan day hon, nhirng tay bip bom d3 hudng su chi ¥ sang tiém ning nghé thudt cua nhitng con voi
An Do. Vil trang vo1 mot b co v€ va mau, nhitng tay mat day may dan da tao ra nhirng tAm tranh co
thé sanh voi Chil nghia biéu hién triru twong (Abstract Expressionism) ctia Jackson Polllock hay
Willem de Kooning. Hon thé nira, cac tac phém khong chi duoc dong dAu xac nhan — mdi birc duoc
ky tén c4 nhan bang ddu chan ctia tic gia - ma ngdy cang duoc cac nha suu tap truy lung sau d6. Mot
cudc ban ddu gia Tranh do voi v& duoc t6 chirc & Christie trong thang 3/2000 d3 thu dugce 30.000 do.
S tién nay duoc quyén ting cho mot trudong day voi ¢ Thai Lan, noi cung cip su tai dao tao nghé
nghiép cho nhirng con voi bi thit nghiép do su suy sup ctia nganh cong nghiép gd & Thai Lan.

Tranh do voi vé& ctia hing K&M, du rét la lung nhu né di ching to, tré' nén nhot nhat tam thudng
sau sur kién Chon lya cua cong chung (The People’s Choice), mot tuyét pham cua su tiép thi lira bip.
Vao gitra thap ky 1990, nhitng ké choi kham da thué Marttila & Kiley, mot dai 1y khao sat thi truong
dang kinh, dé thu thap ¥ kién ctia 1001 ngudi My vé cai ma ho mubn va khong muén trong my thuat, cu
thé 1a tranh son dau. Két qua, co y nghia quan trong & mirc 95% vdi 3.2% pham qui, duoc st dung dé
phat trién hai birc tranh mau tong hop Diéu ma ngudi My mong mudn nhat (US Most Wanted) va Piéu
ma ngudi My it mong muén nhit (US Least Wanted) Birc noi trude 1a mot tranh phong canh 16n, xanh
nhat, thé hién nhitng cai hd, moi ngudi va tha hoang trong bdi canh ty nhién cta ching. Birc ndi sau
nhé hon, t6i tim, &m dam va triru tuong, mot m¢& nhirng hinh tam giac chéng 1én nhau. Tiép sau do, mot
cudc trién 1am, thé hién nhirng chon lya dugc va chudng nhét cua quéc gia, da dugc dua di khép dat
nudce; nhitng cudc mit tinh dugc t6 churc trong cac thi trdn va thanh phé doc theo 10 trinh; cac hoa si
quang cio nhitng phéat hién ctia minh trén nhitng to bdo phat khong; va cudc khio sat da giy ra nhiéu
tranh cdi, thao luin, bat chién, dic biét 1a gifra cong déng nghé thudt cao ngao khinh nguo1i, ké da phan
d6i tién trinh thuong mai hda va sy dong 16a ctia cac nghé si véi nhitng yéu cau cua thi truong.
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US Most Wanted

US Least Wanted

Tuy nhién, sy cht y vao cudc trién 1dam — khong ké dén gia tri quang ba — 16n dén ndi Komar va
Melamid da 13p lai thuc nghi¢ém nay & Trung Quéc, Pan Mach, Phan Lan, Phap, Ptrc, Iceland, Kenya,
Nga, Tho Nhi Ky va Ukraine. Khong thé tin duoc, nhitng két qua van twong tur, bat chap nhirng khac
biét 1on vé vin hoa, lich sir, dia 1y, tin ngudng ton gido, cAu tric xa hoi va su phat trién kinh té. Du
cac nha nghé si ngac nhién v4i su nhat tri, s¢ thich phd quat cta loai ngudi véi nhitng birc phong canh
mau xanh, Noam Chomsky tit nhién khong chit ngac nhién. “Nhitng birc tranh phong canh,” éng nhin
xét, “dudng nhu 1a mot diém quay lai tw nhién mot khi con ngudi da di t6i tan cliing cua ning luc sang
tao vO1 son va cQ cua nd... con nguoi da lam chu nhitng van dé vé mau séc, vién tuong, su thé hién,
va, diéu nay da duogc thuc hién, da déy to1 gid1 han ctia mau, hinh thirc va sy triru tuong... ¢é 1€



chiing ta da di xa hét mirc vé phia trudc trén con duong riéng biét ndy trong chimg muc duong day noi
tai cua chung ta cho phép.”

China Most Wanted

Denmark

German
Most Wanted
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Két luan ctia Chomsky, tha vi thay, di song hanh vdi nhitng van dé tiép thi trong ky nguyén hau
hién dai cua chiung ta. Vao mot thoi budi ma moi hanh vi quang cdo, tro quang ba co dong va chién
dich tiép thi c6 thé nghi ra duoc déu di dugc thir nghiém nhiéu 1an; vao mot thoi budi ma nhitng nha
tiép thi bi cubn vao nhiing nd luc tuyet vong hon dé ndi 1én trong dam dong; vao mdt thoi budi ma moi
cudn tiép thi gido khoa thu déu dua ra cing mot thong diép 1ay khach hang 1am trong tim cii rich, con
c6 gi thich hop hon 1a viéc quay trd lai ky nguyén tiép thi tién hién dai, voi sy lira bip, tréu nguoi va
cach tao nghi van vuogt-qua-dinh-cao ctia Barnum? C6 1& s& thich dang hon, néu Nhitng chiéc yén
ngua sang choil duoc dung lai trén san khiu, quan rugu “ngua mén khach” ¢ 1am mét cudc quay vé?
T6i nghi rang ngudi ta nén nodi cho ching ta biét.

Céc thuong hiéu ciing vay, c6 thé choi x6 ¢ trinh d6 thugng thira. Va ni dén khia canh nay, khong
ai co thé choi x6 hay hon Tango. La mot thir nuéc soda cd huong cam gidng nhu bét ky loai nuée
soda c6 huong cam nio khac, Tango 1a mdt trong nhitng cau chuyén thanh coéng vé thwong hiéu 16n
nhat ctia nudc Anh vao thoi ky hau chién. N6 1a mdt cau chuyén thanh cong hoan toan dua trén tai x6
14.



Tango duoc chinh thirc tung ra vao thap nién 1950 va khong tao duoc déu an tiép thi dang ké nao.
Trong khoang ba muoi ndm n6 kha €o udt voi mdt vi thé m& nhat trong thi truong, nam dau do gitra
céc nhin hiéu hang hda ctia chinh nd va hang tiéu doan bo binh c6 ngan sach hing hiu ciia Pepsico va
Coca-Cola ctia nuéc Anh, khi d6 dang dan dau thi truong vo1 nhan hi¢u Fanta. Nam 1986, san phém
xoang xinh trén thi truong nay dugc chuyén nhuong cho Britvic, mot hi€p hoi san XuAt nuée giai khat,
sau nam sau thuong hiéu Tango lai dugc chuyén cho HHCL, mdt cong ty quang céo “lan séng thir tu”
xac 140. V&i tinh than sang tao tir dau chi cudi, HHCL quyét dinh tranh né cac truyén thong quang co
nude soda theo kiéu tung hd van tué - tiéc ting vui vé, dong ca, rung chuéng go trong — thay vi thé, n6
tap trung vao huong vi riéng biét ctia Tango, ma theo cach miéu ta cir khoi nhat 1a chua hon va git hon
moi thtr soda khac. Dé biéu twong hda “vi ding” ndy, ho tung ra mot nhan vat lau ca quyén ri, duoc
dua 1én chuong trinh quang céo truyén hinh. To 16n, s6i dau, hay gy g6 va c6 mau cam sang, Anh
chang Tango (Tango Man) bo 1én tir sau lung nhitng khan gia vo tu bén ngoai va tat vao tai ho. Tiét
muc quang c4o ndy, nguoc hin véi truyén théng quang cdo soda, c6 mdt pham chat video chan that,
TV thuc t - gia thip, phat lai ngay 1ap tirc, vdi mdt giong binh luan co tinh chit thé thao day kich
dong — va két luan v6i mot dong chir giat gan: “Ban biét khi ban di bi ném médt phat Tango.” {You
know when you’ve been Tango’d.}



Tango Man

Chién dich ¢3 mo man. Tré em hoc sinh ¢ khip moi noi trong nudc “Tango’d” (tit vao mé) nhau
vao gio choi, gid an trua hay tat ca moi lic khac, mot cach thang thirng. Cac bac phu huynh ching vui
1ong ti ti ndo du thi truong hudng t6i gidi tré con da c6 cam giac kha kha vé huong vi ctia Tango, Vi
déng nay da that su khién cho cac nhin hiéu khac tré nén nhat nhé&o. Tuy nhién, ngay khi chién dich
vira bat dau mat di stc thoi thuc cta nd, mot phép mAiu tiép thi chot xuat hién. Mot hoc sinh khong
may d3 bi thing mang nhi do mdt ct biéu dién thao tic Tango’d nhiét tinh qua mirc. Chwong trinh
quang cao bi cAm. Doanh s6 thim chi vt cao vugt mirc va, nhu Grant nhan xét, thuong hi¢u nay “da
di tr Ronald McDonald t&1 Sid Vicious trong vong vai thang.”

skeksk

* Su tréu ngwoi lam cho thién ha tinh nguwoi ra

Phai thira nhan réng mdt chién dich chwa hin d3 tao dugc chién thrfmg. Nhung su tai tinh cta
HHCL nidm & chd n6 tiép tuc diéu chinh va phat trién dic tinh thwong hiéu ctia Tango. Hau hét moi
nguyén t6 ctia chién dich truyén thong dai han déu dwa vao nhitng dic tinh vo tu ly ma tiét muc quang
c4o dau tién di tao nén. Hon nita, nd bam chit vao su hiéu biét tiép thi vé thi trudng muc ti€u ban
dau, Thé hé ®. Ctr thé, Anh chang Tango clr viéc khép nép di sau nhitng chinh tri gia cao cip nudc
Anh dang tién hanh nhirng cudc phong van truc tiép ¢ bén ngoai Thuong nghi vién, va di “dat” san



pham ctia minh mdt cach day hiéu qua vao nhitng ban tin tirc budi chiéu cta qudc gia. Nhitng con bip
bé Tango ddy ma thuat duoc tung ra nhu 1 nhitng vat quang ba dinh kém. Nhirng 14 thu than phién tir
sinh vién Phép, nhirng ké khong thé nhin ra yéu td khoi hai trong mot su ché gidu co tinh bai ngoai d6i
v6i quoc gia vi dai ctia ho, d trd nén 16 bich trong nhitng phu truong quang cdo. Mot miu hang quang
céo guri truc tiép qua dudng buu dién, bao gdm nhitng “tdm buu anh” mang ngu ¥ dugc giri dén tir mot
ai d6 khac gidi tinh ma ngudi nhan thu di “gdp” vao ngdy nghi, hau nhu da 1am v& tan niém hanh phic
gia dinh cta nuéc Anh.["? Tuong tw, bd mdi trén dong cing cua dit nude di bi tin cong bai nhirng
cai loa pin cua Tango, thong qua d6 nguoi tiéu thy duoc khuyén khich thé hién nhitng cam gidc ndi tim
va xa hét ga ndi gian ctia ho vao moi ngudi xung quanh.

Hon thé, tro x0 14 van tiép dién khi nhiéu bién thé cta huong vi thong thudng duoc gidi thidu, du
1an nay cac thu thudt quang cao trd nén xa rdi chit d& mot cach hop 1y. “Tango hwong chanh” dinh tinh
mot sy stng kinh mang tinh t6n gido méi dua trén su ton thd cam quyt. “Tango huong tao” gan véi
1ong ton stng ky quic nhudm day duc tinh ctia nguoi tiéu thu d6i v6i san pham ndy. “Tango hwong nho
den” dién ta mot ngudi udng cau kinh bi thach ddu béi mot cong nhan hung hing ciia bd phan chim soc
khach hang. “Tango huong nhiét d61” tap trung vao mot doan nhai lai ngd ngén vé Lilt, d6i thu canh
tranh hang dau trong nganh hang nay. Nhitng muc quang cdo 6n hoa, bat thiép, mang tinh hoi hé bai
bién cua thuong hi¢u nay da dugc tung ra sudt nhiéu thap ky. “Tango kiéng” dugc dinh vi nhu mdt su
bo sung hoan hao cho vi¢c an uéng khong co 191 cho strc khoe, nhd vao cau khau hiéu tuyét voi, “Ban
can nd vi ban suy nhuge.” Pidu ndy con duoc hd tro bang mot dia CD quang cdo khong chira dung gi
khac ngoai nhitng 4m thanh rung ron ctia “nhitng moén an toi t8” dang duoc nau nudng.

Dung trén tt ca 13 101 tuyén bd phuc vu cong chiing ddy tinh x6 14 cho mot phién ban khong ¢6 hoi
ga cla loai thirc uéng nay, dugc tung ra nam 1994. Still, “giam ddc tiép thi” ctia Tango dd nghiém
trang canh bao nhitng khan gia truyén hinh ring cac siéu thi déu cang va nhitng ctra hang ba que dang
ban hang 1au cua nhin hiéu ndy — rang viéc né thiéu tiéng xi xi ctia hoi ga chinh 1a 101 cao giac chét
ngudi d6i v6i nd — va khuyén khich ho t6 céo cac dai 1y dé tién d6 bang cach goi cho mot dudng day
nong goi dén mién phi dac biét. C6 khoang 30.000 cong dan quan tam da goi dién, chi dé nhan duoc
thong bao réng ho d3 bi choi x0 mdt vo nhu 13 mot phﬁn cua dot quang ba san phém md&i. Tha vi hon
nita, ITC, Uy ban Giam sat Quang cdo Anh qudc, da ndi mau bat binh va két toi thuong hiéu rang no
d3 lam dung thé thirc thong tin dich vu cong ich, va do d6 chi d6 thém dau vao ngon ltra quang ba.

Cac thurong hiéu ciing vay,

c6 thé choi x4 & trinh dd
::> thrgng thira. Va noi dén
khia canh nay, khdng ai cé

thé choi xd hay hon Tango.

Cho t&i cudi thap nién ndy, cac thwong hiéu da qubc gia 16n bat dau thay lo au véi ké choi khim
vui nhdn ndy va ving 1én chong d6i lai nhitng cu dua x6 14 ba que cta nd. Ho phan tng lai, nhu kha
nang cua ho cho phép, véi hoa luc tiép thi hung hau. Nam 2001, doanh sb clia Tango tai Anh stt giam



9% vé s luong va 12% veé tri gia & muc 69 tri¢u bang Anh. Poi lai, doanh sb cua Fanta, dbi tha
huong cam ctia hiing Coca-Cola tang vot 1én 59%, & mirc 100 triéu bang Anh.[”3] HHCL bi tong c6 di
va mot cong ty quang cao moi duoc dé cir. Sau kha nhidu ban cii, chuong trinh quang c4o truyén hinh
xuat hién 1an dau CHI, phat song vao thang 5/2002, da khoi phyc lai cau khau hiéu nguyén thay cua
HHCL nam 1992, “Ban biét khi ban d4 bj ném mot phat Tango.” Rd rang, khé ma day cho mot thuong
hiéu cii nhitng trd ma minh méi. Cing luc d6, nhirng tay chuyén gia ndc soda ctia qudc gia dang nén
lai hoi thé chung ctia ho, chd doi phan quyét ctia thi trudng vé ngudi pha tro khong cé tién bo gi vé
mat thuc hanh nay.

ek

e Ci bip ré tién

Hién tai bdi thim doan van con dang ban cai vé Tango, nhung chudi quang co 14u ca ctia nd — tir
nhirng chiéc loa pin cho t§i duong diy nong x6 14 — cho thy rang cac cu bip tiép thi khong can phai
1a nhitng san pham phirc tap nhu NO ciia Dean Kamen, hay miu bup bé Beaniegeddon bi bo dé cua
Ty Wanner, haynhiing tro Iira bip bat dong san ddy an twong ctia Donald Trump. Trai lai, nhitng ca bip
c6 thé rat ré tién, nhue bo phim Du an Blair Witch chimg to. Tuong tu, su quay vé v6i cac cudc quang
cao “lén IOt~ gén day, khi ma nhirng tay la ca dan dam trong mot cau lac bd that ra lai 1a mot nhan
vién ctia mot hing thirc uéng, chi doi hoi motphi ton tdi thiéu cho nhitng nha tiép thi ranh ma. Tuy vay,
su tudng thudng cod thé kha 16n lao néu thuong hiéu phu hop va duoc chép nhan, tham chi chi trong
mot giai doan ngin, bai khuynh hudng ciia quin ching. Nhirng san phAm bom tin doi hoi ngén sach
khong 16 1a khong can thiét. Nhitng hoat dong gieo rac ngdm ngam chi 1a nhirng phién ban thé ky 21
ctianhitng trd quang cdo cii k¥, ching han nhu viéc hit miy dong xu ra khoi cai lo thiéc cua nhirng
nguoi du muc, sy doi chuyén nhiéu cai thung ra khoi noi trung by ban dau cua mot siéu thi, hay kha
ning du dd tung hd cua bon vo tay thué, nhirng ké tay trong va nhitng khan gia dong 16a trong t.l74
Bis,bis! Hat lai di. Hoan ho. Nira di nao.

Yéu t6 then chdt cho mdt cu lira bip thanh cong khéng nim & tim c& hay phi ton ctia nd. Yéu td
then chdt cua né nim sy tha vi. Phai c6 mot sy tudng thudng, mot su dén bu, mot diém nat khdi hai
cho phép ngudi bi bip tan thudng tro bip d6.7%! Blair Witch 1a mot cubn phim hay; nhirng thirc udng
1én 1t thi mién phi; chiéc xe ctia Dean Kamen da 1am hang triéu ngudi thich tha va chic chan 14 ¢6
hang triéu ngudi nhiéu hon thé ciing da hao hing trudce khi né chay hét xing, hoi nudc, phan gia cAm,
phan tho Energizer hay bat ky thtr ning lugng co thé tai nap nao khic gitip né chuyén dong. Néu khong
coO gi thi vi, tro bip bom chuyén mot cach nhanh chong tir niém vui tha sang su dbi tra, tr sy dau khd
sang sy phan khang, tir tinh chat khong thé quén duoc sang tinh chat khong thé tha thir dugc. Phai thira
nhan ring, ranh gigi d6 kho ma vach rd ra, nhu nhitng nguoi vo hiéu hda cac nat quay lui ciia web-
browser vira phat hién ra gan day. Mot muu meo thong minh dé mo rong cac cudc viéng thim cua cac
browser ngiu nhién tdi nhitng website da chon trude, né cho két qua nguoc lai khi hiéu Gng khong
dudng thoat dan téi nhitng 161 cdo budc vé su cai bay dién tir (E-trapment). Mang internet, tht ra, bi



tin cong boi moi loai muu md bat luong, tir vu lira dao Nigeria 419 khét tiéng[7®! cho t6i vu quyt ng &
ngan hang Nam Phi.l””! Tuy nhién, su ltra dao va su bip bom khong dong nghia voi nhau, du ching
cling c6 thé 1a thé néu su bip bom khong dua td1 mot niém thich tha c6 tinh chét trong hd mot cach
thoa dang.

Yéu t6 then chét cho mét
cu Itra bip thanh cong
> khéng nam & tam c& hay

phi tdn cdia nd. Yéu t6 then
chot cia né ndm & sw tha
Vi

ek

e Trd x6 14 cudi ciing

Nhu vay, bai hoc nay c6 nghia 12 néu ban gay rdi cho ngudi tiéu thy, 1am cho ho ling tang hay bac
b6 ho, phai chic chin rang c6 mdt hinh thirc bu dap, trdng thudng hay dén bdi nao d6. Nhu Donald
Trump d3 1am rd, “Ban khong thé lira bip moi ngudi, it ra 1a khong thé kéo dai viéc d6. Ban c6 thé tao
nén sy kich dong, ban co thé tién hanh mdt cudc van dong tuyét voi va 161 kéo dugc moi loai bao chi,
va ban c6 thé ném ra vai cau khoac lac cuong diéu. Nhung néu ban khong giao hang, cudi cliing moi
nguoi s& hiéu ra.” Sy thit cta van dé 1a ¢ chd moi ngudi thich bi lira bip, nhu sy phd bién cua 18
Halloween hay ngay Ca thang Tu chiing t6. Moi nguoi thich thu dugc thudng thirc mot tro xo 14 hay
ho va d3 duoc thue hién sudt nhiéu thé ky, c6 1& 1a chudi hanh vi ngé ngén budn cudi cla Benjamin
Franklin da phat bong khdi dong cho truyén théng choi tro xo 14 cua M§.[®! Ngay ca nhitng hoc gia
han 14m nam trong thap nga dd dugc mién dich ciing tirng ndi tiéng vé viée bi roi vao nhitng vu bip
bom hoc thuat gia danh tuyét cit meo.

Qua ting mién phi:
Lirng thitng di vé phia Beal Feirste (Belfast)!”’!

Céch day doi ba nam, to61 da choi mot cu x6 14 véi cac hoc gia han lam vé tiép thi. Do 1a mot ca
ltra bip khéng qua noi dinh ndi dam, chic chan thé, nhung nd chi ra rang ngay ca nhitng khu vuc
nghiém tic chét nguoi cling c6 thé bi ton thwong véi nhitng trd dua cé tinh cach thue hanh. Nhu ban da
biét tir Bai hoc 3, t6i tin chic nhu bap rang co vai nguoi trong sb nhitng tiép thi gia vi dai nhat s&
duoc tim théy trong cac nganh nghé thuat. Thé 13, trong mdt nd lyc chirng minh quan diém nhan thirc
hién nhién nhung hiém hoi nay, toi viét mot tiéu luan kha dai va day tinh hoc thuitvé “W.B. Yeats, mot
Con nguoi Tiép thi.” William Butler Yeats, ban phai hiéu, n6i chung dugc xem 12 mot trong nhirng nha



tho 16n nhat cua thé ky 20, ¢6 1& 13 nha tho 16n nhat. Ong ciing dugc biét dén mot cach rong rai véi tu
cach 1a mét mau muc cua chi nghia duy my nghé thudt vi nghé thuat, mot con ngudi hoan toan chong
ddi tinh chét tho tuc ré tién va vo gia tri cua thi truong. Noi cach khac, mot irng vién tuyét hao cho
hanh vi bip bom.

Bai tiéu luan bao gdbm mot 1ap ludn dai, uyén bac, hd tro thém bang nhiéu cude cht va trich dan tir
oeuvre (tac pham) tho cta bac thay ndy, dé khang dinh rang Yeats suyt nira da tré thanh mot con nguoi
tiép thi. Thuc &, 6ng that sy 1a thé, nhung diéu nay khong nhét thiét phai gy tré ngai cho ching ta &
day. Mot phan trong trd bip bom dugc viét dudi mot but danh an cap ¥ tir chinh but danh ciia Yeats
nay la mot bai tho do chinh t61 soan ra va bia réng d6 1a mot bai tho “thit lac” cta nha tho doat giai
Nobel. T61 cling bia thém mdt cau chuyén lam nén tinh vi vé viéc phat hién ra n6. Bai tho “bi mat” dé
cap toi nhirng nha tiép thi va ghi nhin tAm quan trong ctia nghé nghiép tiép thi, qua do da “ching
minh” cho quan diém cta t6i vé cdc pham chat tiép thi cua Yeats. N6 khong hay gi 1dm, t6i xin thua
v6i ban,nhung nod rat c6 phong cach ctia Yeats. Yeats dd duoc nghién ciru mot cach thiu ddo bai nhiéu
hoc gia dén ndi nhitng ban 1iét ké nhitng tir va cach thé hién ma ong va dung tdi nhét c6 thé tim dugc
kha d& dang. Do d6, ciing twong d6i d& khi viét mot bai tho theo phong cach ciia Yeats va tham chi con
dé hon thé khi bao quanh nd bang mot cau triic han 1am phuc tap dé khién cho cac doc gia phai ngip
ngung.

Bai viét gia danh nay cudi cung da xuat hién trong mot tap chi tiép thi uyén thAm ma t6i vira tinh
co trd thanh mot cong tac vién. Thoi gian tréi qua. Va rdi, hdy nhin kia, mot hoc gia han 1am ngay tho
da can phai moi cau, ca chi 1an chai. Phép lich su ctia gidi hoc thuat khong cho phép t6i tiét 16 danh
tanh cta 6ng ta. That dang tiéc. Chi ciAn nodi ring Ong ta dung 13 dén tir ving West Coast, San
Francisco. Tin chic r?ng ca bai viét 1an bai tho déu hoan toan xac thuc, vi glao su ngd nghéch cua
ching ta ndi dién 18n véi viée cb cong truy tim tay tac gia v danh va ngdi truong dai hoc chua hé ton
tai ma tir d6 g nay xuat thin. Bén canh d6, 6ng ta viét cho nhirng nha “Yeats hoc” 13y ling tén tudi
khap thé gii — nhitng nha nghién ctru xuat ching — vé bai tho bi thit lac la ky ndy. Khi ho dé biu bai
tho 61 t&, diéu nay chi lam tang thém su chic chin cta ong ta vao tinh xac thuc cua né!

Khi nhin lai vu ndy, ti cho rang lac d6 1& ra t6i nén lién lac voi gidi truyén thong, vi su két hop
ca tro x6 14, chil nghia siing bai Yeats va tinh chat dé bong thanh timg manh cua ving West Coast han
phai 1a mdt mén an hao hang cho mot ngay tin tirc tri tré. Nhung vi ¢6 18 nguoi chi bao cua t6i han c6
mot cai nhin bi quan vé viéc choi khim céc vi gido su - vi sao anh khong di diéu nghién thi trudng dé
viét nhitng bai tiéu luan? — 61 quyét dinh rang voi long diing cam trong nganh tiép thi, tot hon nén c6
mot sy im lang dﬁy tinh hoc thuat.

C6 1& chinhban than Yeats c6 thé noi rang: “Ta s& bat day va 1én dudng ngay bay gio, di t6i quan
tro Free gift inside” (I will arise and go now, and go to Innsfreegift inside.)

Tuy nhién, nhitng trudng hop tha vi nhat dién ra khi ké choi kham bi gdy ong ddp lung ong, ké bip
bom bi Itra gat, va tén x06 14 bi choi x6. Nam 1988, khi Téng théng Gorbachev c6 mot cudc hop cép
cao voi Tong théng Reagan, mdt dai truyén hinh & New York di thué mot ngudi trong gidng



Gorbachev dé tién hanh mot chuyén vi hanh t&i khu Mahattan. Chuyén vi hanh nay di thu hut nhing
dam dong quan chiing, nhung khoanh khic that sy ky diéu chi xay ra khi Donald Trump, trong s tat ca
moi ngudi, budc xudng tir cai td chim bang vang cta ong ta, len 10i qua dam dong dang la 6, va, nghi
rang ngudi kia chinh 1a ong ban thin Mikhail Gorbachev ctia minh, lic ban tay ké mao danh sirng sdt
lia lia v&i niém thich tha. Oi Troi, ching ta chi con nuée cudi v& bung.

Tuyét voi khong kém nghé thuat ctia Donald, Dean Kamen van con 1a bac thﬁy ctia thé hé sau cua
céc tro xo 14 trong tiép thi. Tro choi khim hoa hop mot cach hoan hao véi nghé thuat tiép thi ngay nay
— va cai xa hoi da thau hiéu qua tin tudng vé nganh quang cio, trong chirng muc to ra ngdy tho ciia
ong trong cac van dé quang bé - 1a mot trd giai tri tiép thi tuyét voi hon ca. N 1a mot su bip bom
sang choi gap doi. N6 khién cho moi ngudi néi tdi san pham va noi toi viéc tiép thi san pham. N6 dé
cao su xép dit san pham giy kinh hoang trong nhitng v& hai kich tinh huéng hang dau nhu vé Frasier
(Dau ty- xuat xtr tir tiéng Phap). V& niy bia ra ca mot hoi kich vé chiéc may Segway (khong hé tinh
tién, nguoi ta cho 1a thé, voi tap doan ciia Dean Kamen). Poan nay thé hién rang ong ta di gat gim
khién chung ta nghi rang ching ta biét nhiéu vé tiép thi hon ca Kamen, du cudi cung chinh chiing ta bi
bip. Pong thdi, vi phu thily ctia NO ciing chim séc mai toc dé kiéu “pompadour” tuyét voi clia minh
(mot truong hop dai ha gia gin nhu cho khong chic chin, néu c6 bao gid ¢6 mdt trudong hop nhu thé
xay ra), chai chudt bo d6 jeans ctia minh, c¢6 thai do cu xtr ctia mdt anh Hai Lia (gia vo ngy tho 1a
trd bip xua cili nhit trong quyén sach ndy) va ndp ¢ dang sau man hinh cong nghé cao cua ong ta &
Manchester, NH, chic chin dang dém chiéu cao céc cOt bao no1 vé minh, luu trit nhitng doan phim
truyén hinh cia minh va chap nhan nhitng don dit hang truéc cho ¢d may trong mo. Segway van chay
tot.

«Lam thé nao dé choi x6 mot tay bip bom?

Hay lam theo cach Tango.»



BAIHOC V

CACH KHAI THAC TINH RIENG BIET MOT CACH HUU
HIEU

 Hon ca mot cira hié¢u ciia Filene!8']

Tro1 vira moi 5:30 sang. Dam dong da c6 té1 20 nguoi. Lanh run va im lang, [ho] vira dam manh
d6i chin xudng nén nha vira nhAm nhap ca phé cho d& rét, doi khi co tiéng ho hen. Hai gio sau, dam
déng d6 da phinh to t§i may traim ngudi. Su kich dong ting dan. Tiéng On ao diéc ca tai. Chat caffeine
da co tac dung hoac c6 1€ ho dang noc mot thir nude uéng cO chira adrenalin tro1 moi.

Nhitng day dén nhip nhay tir bén trong. Mot tiéng reo ho 1on xon ndi 1én. Tiéng gd cira tir mé
ngoai nhitng canh ctra vang 1én don dap. Nhitng grong mit ap sat vao bé mit cac tim kinh. Pay, day.
X0, x0. Hich, hich. Tt khoang cach xa xa, da c6 thé nhin théy & con mdi. Con kich dong cua cudc
san. Trang thai dé phong dugc cdi bo.

D3 gan tim gio sang. Viéc dém nguoc bat dau. Nam. Moi nguoi cing dong thanh hét 16n. Bon.
Nhitng tay chay nuéc rit mang mit na vao. Ba. Nhing cai liéc mit non nao tdi nhitng tay kinh dich.
Hai. Nhitng cai then cira dang duoc rat ra. Mot. May canh cira ning né bat dau mé ra. Khong.May
canh ctra bi hit manh vao tudng bai mot dot thily triéu ciia nhitng con nguoi dang ho la i .

Lao xudng cau thang. Di chuyén lat 1éo khoi tim ngdm to mo ctia nhitng ddm camera. Phét 1o dam
nha bao ngdi 18 d6i mach dang ha hé. Ludt qua mit bd phan nhan s cua cira hiéu dang khinh khinh ra
vé ta day da-biét-trudc-moi-dicu. Pi nao! Chay hét toc lyc! Nhanh hon nita! Xubng tang ham. Tang
him ban d6 dai ha gia. Tang ham dai ha gia cho nhirng chiéc 4o cudi ¢6 dau. Tang ham dai ha gia 40
cudi cho ca mdt do1 nguoi. Ca vii tru co thé cho.



Khach hang ché doi trwéc tiem ban do cwéi
dai ha gia cua Filene

Ngudi ta tim ldy nhirng chiéc 40 cudi. Ngudi ta bao vé cho nhitng chiéc 4o cudi khac. Nguoi ta
danh nhau dé tranh gianh nhiing chiéc 4o cudi khac nita. Ngudi ta dang khang nhin vé quyén sé hitu.
T6i thdy né trudce tién ma. Tro kéo co dién ra. Nudc mit xut hién. Nudc mit tudén roi. Nhitng nim
dam bay toi tap. Nhirng tiéng chiri tuc vang 1én. Tir nhitng ch ré twong lai 1am ra vé nghiém trang. Su
khiém t6n khong 13 cai quai chi sat. Ai can phong thay do! Tudt tran ra ngay giira ctra hiéu. Ao nit,
quan Ong chat, gidy dé mém ctia nhitng ngudi mua hang tung toe trude moi con mat. Sy quyén rii khong
thanh van dé ¢ day.

Thir mic xem ndo. C6 vira khong? C6 t& khong? C6 van dé gi khong? C6 vé t6t ddy. Kiém tra nhin
ghi gia xem nao. 295 d6. Cho mét chiéc 4o gia 5.000 do. Vat dai hét ¢&. Dang ten Phap. Satin ngoai
hang. C6 dat ngoc trai. Khung 16t 40 nho nhan xinh xinh. Cudn tron ngay lai. Chi t6n c6 18 d6 tién giit
40. 20 d6 dé stra lai cho vira. That 12 mot cai gia qua hoi. That 13 6n do am1i. Chuyén gi da xdy ra voi
t6i vay nhi? C6 dau da té1i kia roi.

Khoang hai phut sau khi m¢ ctra, su kich dong qua di. Im lang ngu tri. Nhitng gid bay hang da
duoc don sach. Chi con nhitng cai méc 4o trong khong & lai. Ching khién cho nhiing gia hang trong
nhu nhitng bd xuong khing long. Nhirng b xuong khing long cua nha thiét ké. Nhitng tay tho sin quan
40 cudi dang tim lai thanh tirng nhom nho, so do ¢& ctia cac thir chién loi pham. Di khi c6 nhitng céi
40 bi virt bo ra va nhanh chong bi ngdn ngau béi mdt vong tron bay ngudi ctia nhitng ké dén mudn da
16 mit co may mang tinh quyét dinh. Chi ¢ cai chét chia lia doi lira chiing ta!

Pam bao chi truyén thong giai tan, vdi nhitng cai han chot dé ndp bai lo limg trén dau. Nhan vién
ctra hiéu dtng 18n va dé cho nhitng ké mua hang mat tri chiém lay cai dudng tri vién ban 1é. Su d6i



chac bat dau. Mic ca. Cac giao dich dugc thuc hién. Mac ca tiép tuc. Nhirng cai quﬁn duoc mua di
ban lai. Bao nhiéu? Nhiing cu chuyén chién tranh dugc ddi trao. Anh c6 thiy cai thir gi gidng thé nay
chwa nhi? Nhitng tinh ban hiru gitta cac cip vo chong dugc hinh thanh. Khi ndo 13 ngay trong dai? N6
giéng nhu viéc dao nguoc tién trinh 1am tinh. Cyuc diém trude tién. Vudt ve kich thich sau d6. Dia cau
rung chuyén. Hang hoa chuyén rung. Mot ngay khac trén thién dang. Moi thir tot 1anh déu két thic ot
1anh.13"] Ngoai trir d6i véi nhitng ké khong c6 duoc cai ma vi nd ho da dén ddy. Pung lo. Chi can cho
ba thang nita 1a c6 dot ké tiép thoi ma.

skeksk

e Cudc diéu hanh dam cudi

Su kién ban 4o co dau dai ha gia cta Filene dién ra mdi nim bdn 1an. Vao thang Ba, thang Nam,
thang Tam va thang Mudi mot hang nim, cai cira hang Boston ndi tiéng khip thé gidi ndy mua vao
khoang 800 bd vay c6 dau dic biét danh cho cac dip do, thong thudong 1a nhitng mit hang cubi dot
hodc san pham thiét ké cua mua trude d6. Nhitng chiéc 40 ndy c6 nhin gia trai dai tir 750 d6 dén
7.500 do, du tat ca cac loai déu dugc ban ra hét trong ngiy véi gia 249 d6. Va ching ban chay nhu
tom twoi. Trong nhay mét, vi ngudn cung trng hang khong bao gio dap tng dugce nhu cau quéa 16m. Vé
mat tai chinh, ctra hang cha kiém chac dugc chit loi nhuan nao véi sy kién nay. Nhung vé mit quang
ba, ddy lai 12 mét mo vang. Nhirng tay shopper dién rd, hing mau lac ndo ciing tot ddi véi mot hai
phan khic thong tin, mot hodc nhiéu tit 16n trén bao dai, nhat 1 khi nhitng c¢6 dau tuong lai s& nham
nhap no.

N6i cach khac, su kién ndy da tro thanh mot Sy kién véi chit E viét hoa (Event). N6 thu hut nhiing
tay tho san hang ha gia tir khip moi noi trong nude. N6 thu hut dong du khach hon bét ky dia diém nao
khac ¢ Boston, ngoai trir tda nha Faneuil Hall. N6 thu hat gidi truyén thong, va gidi truyén thong lai
twdng thudt lai nd trén cac phuong tién truyén thong. No ganh dua quyét liét v6i sy kién dai ha gia
thang Giéng ctia Harold nhu thé d6 13 mot cudc thi tai duoc nhiéu ngudi biét dén nhét trong lich ban
1¢. N6 ciing 1a mot trong nhirng su kién ngén nhit va cing thing nhit. N6 13 mot mon thé thao cuc ky
tha vi doi v6i dan nghién shopping. N6 1a mot sy dan dit 1am lac trong nghi thirc tung ca. Vé nhiéu
phuong di¢n, n6 1a mot phién ban nang cao cua chinh sach ha gia tu dong cua Filene, theo d6 hang hoa
ngdy cang giam gia va cudi cung sé& duoc ban ré gan nhu cho khong, diéu s& dit nguoi tiéu thy nam
gifta cdp sing ctia mot tinh trang tién thoai ludng nan d& chiu. Mua hay 1a chd doi? Thanh toan tién
hay hodn lai? Xai ngay bay gid hay ctr dé danh méi cai thé tin dung ctia ban?



Faneuil Hall - Boston

Di nhién, Filene khong phai 13 truong hop doc nhit vo nhi vé mit ndy. Cac su kién ban giam gia
12 mdt nhan t6 chu luc cta doi song thuong mai. Mua né ngay di ndo. Chi con lai ¢6 nim cai thoi. Thir
Sau nay 1a két thuc nhan don dat hang. Vai hom nita 1a khoa so6. Thoi gian han ché. Tt hon nén mua
ngay bay gid. Luong xing cudi cing cho 500 diam. Ban danh sach dat hang dai vo tan. Tuy nhién,
chinh su c6 mit khip noi ctia nhirng 101 rao d6 da ching thuc cho tinh chat hidu qua ctia ching. Nhu
Cialdini chi ra trong cudn sach Su anh hudng (Influence) cua 6ng, cac chién thuat tiép tuc, cu tiép tuc,
va dugc thyc hién, 1a dya vao tam ly vé sy hiém hoi. “Nhitng co may,” 6ng nhan xét, “dudong nhu co
gi4 tri cao hon ddi v&i chiing ta khi chung it c6 san hon.” V6 s6 cong trinh nghién ctru khoa hoc, bao
gém moi thir, tr nhitng loai banh quy va su kiém duyét cho to1 cac thir phu ting 1ang man va diém sb
binh quan, di ching minh mdt cach thuyét phuc rang moi thir tré' nén hap dan hon nhiéu khi chiing
hiém hoi va ngay cang hiém hoi hon. Khong c6 gi ban chay hon nhitng thtr hang hoa doc dao kho kiém.
Tinh riéng biét (Exclusivity), nguyén to thit hai trong ciu tric co ban TEASE, 1a mot quy tic tiép thi
co tac dong 16n lao mot cach khac thuong.

kksk

* Moi thir phai van dong

Thu doan tao sy hiém hoi ndy c6 1& 1a mdt trong nhirng miii tén c¢6 xua nhat trong cai bao dung tén
kha day cta nganh tiép thi. Nhung nd khong bao gid chéch khoi hong tdm. Tinh chét riéng biét 1a
phuong thire thuc hanh chudn murc trong cong nghiép xe hoi, nhu nhitng khach mua twong lai cta
nhirng chiéc xe Miatas, Harleys, Hoda Odysey va Ford T-Bird biét kha ranh r&. N6 dugc sir dung boi
moi nguoi, tir nhitng tay moi gidi chirg khoan Phd Wall, v&i mot cong bd ban c6 phiéu ra thi trudng
1an dau (IPO) cho téi nhitng tay ¢6 van vé chocolate ¢ hing Cadbury, noi nhitng qué trimg dé danh
kem duogc xac dinh ty 1€ mot cach nghiém ngat va theo dung tirng thoi vu. No6 tao ra tién dé co ban cho



cai dé qubc hang my pham Estée Lauder, cai tap doan ma ngudi sang 14p clng tén ctia nd ty cho minh
12 mot quy phu nhan ctia tinh doc dao va su sang sudt. N6 dung giita dai phan cach B2C (Business to
Consumers) va B2B (Business to Business), boi vi né 1a vién da nén tang ctia nganh kinh doanh
nhirng thir hang hoa c¢6 tinh suu tip (yéu thich dot san pham han ché cta tip doan do trang stic
Franklin Mint) va dugc van dung hang ngay boi nhitng ngudi mua hang ban 1€, nhirng ké moi méc
duoc cac khoan chiét khiu khong 16 tir nhitng ngudi cung cip dang c¢b ging mot cach tuyét vong dé giir
cho san pham ctia ho bi gidi han mot cach nghiém nhit trong khong gian tu giao dich cua céc siéu thi
(thanh todn va trung bay, hoi vién).

0 s6 cong trinh nghién ctru khoa
hoc, bao gém moi thik, tlr nhikng loai
banh quy va sw kiém duyét cho téi

cac thir phu ting Idng man va diém
:> s6 binh quan, da chiing minh mét
cach thuyét phuc rang moi thir trév

nén hap dan hon nhiéu khi ching
hiém hoi va ngay cang hiém hoi hon.

Tuong ty, Tinh riéng biét duoc khai thic bai nhirng ké tai ba nhat va & hai nhat cua nganh kinh
doanh tiép thi. Disney thudng xuyén tung ra nhitng muc san phim tir chon tir ban catalogue vé céc

cudn phim thiéu nhi ¢6 dién roi nhanh chong rit né ra ngay. Pong thoi, nhitng cu din ban thiu ctia cac
“can phong xong hoi” cua gidi lam an ching khoan che day muc ti€u cua ho vé1 nhitng cau rao hang
bay-gio-hodc-khong-bao-gio hon hén.[82] That sy, nhu nhitng 16i rao hang thuong néi, “day 1a cac
1énh dit cudi cung”, ching hiru hiéu hon nhiéu so v&i “ctr mua theo cach cua ban.” Cac nghién ctru
tdm 1y chi ra rang moi ngudi bi thoi thuc nhidu bai ¥ nghi dang danh mat mot thir gi d6 hon 13 bai ¥
nghi dang c6 mot thr gi 46 c6 cung gia tri. Hodc, nhu Jonu Mitchell nhac nho ching ta trong Chiée
taxi vang 1on (BigYellow Taxi): “...anh khong biét anh da c6 thir gi cho dén khi né da mat di.”

Xem ra, cO hai yéu t6 chinh ctia Tinh riéng bi¢t dya trén cac chién lugc tiép thi: Tinh han hep
(Exiguosness) va Tinh phu du (Evanescence). Yéu to noi truéc bao gdm nhirng gidi han vé luong
hang hoa c6 thé cung (g, con yéu td néi sau chi nhitng gidi han vé thoi han ¢6 thé cung tng ctia nhitng
hang hoa d6. Noi mot cach 1y twong, tinh han hep va tinh pht du nén dugc van dung két hop hd twong
cho nhau, nhu Sy ki¢n ban ha gia 4o cudi c6 dau cua Filene dd minh hoa rat rd rang (tAm muoi chiéc
vay trong vong 2 phat). Con dién rd mua sdm vao mua 1& Giang sinh, khi ma cac ctra hiéu nhanh
chong can kiét hang va thoi gian nhanh chong tréi qua, 14 mot phién ban thé ché hoa khic cua clng
truong hop, nhu ciia eBay!®3! chiang han. Nhitng cudc ddu gia tic pham my thut (tiép tuc, tiép tuc nira,
hoan thanh) va sy ba hoa rdng tuéch cta nhirng tay thwong nhan cho troi (voi 1én nao, trong khi con
hang) déu ngang nhau vé tinh chat pht du mot cach han hep.

Tuy nhién, trén thuc té, mot trong hai tinh chat ndy c6 xu hudng 1an ap hon, du két qua ciing van 1a
mot két luan tat yéu. Vi du, trong trudng hop nghiéng vé Tinh phu du, “gid hanh phic”- khi ma cai



quan ruou du phong, noi thirc udng thi ré va thoi gian han hep, va ngudi udng thim chi con han hep
hon - chua bao gid that bai trong viéc khudy dong khach hang. Twong tu, Cialdini c6 ké mot cau
chuyén canh giac vé nhitng ngudi ban may hat bui. Nhitng tay buén ndy di dugc dic biét chi thi phai
théng bao v&i khach hang rang néu ho mudn mot thwong vu dic biét vé cai may do thi 13 ngay bay gid
hodc chiang bao gid nita. Chinh sach cta cong ty 1a khong goi lai, vi 6 qua nhiéu ngudi dé xem xét,
quy vi théy d6. Nhirng vu “xem xét” duoc bia ra mot cach can than, nhitng mua tung san phélm, va
nhirng con thiéu than sin sang lao vao chd chét ctia nén cong nghiép thoi trang ciing ¢6 tinh chat phu
du hét nhu nhau. Ngoai ra, & mdt pham vi vi md, su rat kiét nhanh chong nhirng nguon tai nguyén trai
dat, duoc nhan d6i boi sy thiéu thén nude sach, khong khi trong lanh va nhién liéu lam ra tir nhitng
xac dong vat xa xua, da chi ra rang tinh pht du van dang ton tai ¢ noi day.

ek

e KKK d4 cudm moén banh ran cia toi

Tranh minh hoa mét hoat ding
khiing bi ciia Ddang KKK

Tuy thé, nguoi ta khong can phai dau kho vé sd phan ctia hanh tinh hay xi va nguyén tic vé tinh 15i
thoi dd duoc hoach dinh trude — mdt nguyén tac duoc ap dung véi hau hét moi thir trir chinh ban than
nd — vi tinh phu du dang van hanh & cip d6 tran tuc nhat. Xin hiy xem xét truedng hop ciia hing banh
ran Kripsy Kreme. V&i mot chudi dong diic gom 225 cira hiéu ban 1¢ loai banh ran ngon lanh ndy, vira
tung ra gan ddy, Kripsy Kreme 13 mot thwong hiéu thirc in ctia mién Nam, chi dtng thtr hai sau chudi
nudng va banh sandwitch bo dau phong. Lop men trang 1€ tan chdy trong mi¢ng ctia no, nhitng thur
thuc pham ngot ngao trong nhu soi vai ¢ thé cd ham lugng calori kha cao, nhung ching tham chi con
cao hon mdt cach dang ké so véi udc tinh. Cai dang Kripsy Kreme Klan!®¥! ciia nhitng nguoi yéu
thich mon banh ran ndy ching hé quan ngai gi viée 14i xetir 10 t6i 15 dam toi dai 1y gan nhit, va ngudi
ta can phai nhin thiy canh nhitng hang nguoi dai xép dai bén ngodi cac cira tiém dé tin vao diéu do.
Ph6 Wall ciing phai rét hang so v6i nd, nhd vao doanh sb va nhiing loi ich vé strc khoe ting trudng
nhanh vot cua tip doan nay. Tong thu thué ting 1én tdi 395 triéu do trong nim tai chinh 2002, ting
31% so vo1 nam trude do, trong khi do, 1g1 nhuan tang 1€n td1 79%, tr1 gia 26 tri¢u do.
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Canh xép hang trweé'c mét civa hiéu ban 1é cia Kripsy Kreme

Du rat gdy an tuong, thanh cong ciia Kripsy Kreme khong dua trén mot ngn sach tiép thi 16n lao
hay mot chién dich c6 dong hao phi. Nguoc lai, chudi cira hang ndy hoan toan dua vao nhitng 101 gidi
thiéu chuyén miéng (rat tot, du c6 thé ching khong hop phap may,” mdt vién canh sat truéng ndi tiéng
O Arizona néi, cdng thém la nhitng cudc biéu khong banh ¢ cac budi khai truong ctra hi¢u moi (viéc
ndy chua bao gid that bai trong viéc thu hut mot ddm dong) va khong khi ban 1é vo cung hung phéan
(nguoi tiéu thu c6 thé theo ddi viée ché bién nhitng cai banh ran ngon lanh dén chay nuédc dai).

Hay ngdn tan lwc cai banh

cta minh di, Paviov.

Noi dtng ra, su pho thong cua nod - di duoc du bao ngay tir dau véi 11 rao hang co tinh chat cuc
ky phu du: “hdly mua di khi banh con nong hdi!”va mot cai dén neon dai ubn theo dong chit “Bénh ran
nong c6 ngay!”- dugc minh hoa rat rd rang khi mot mé banh Kripsy Kreme méi sap stra ra 10. Va,
gidng nhu nhitng con thiéu thin ma tuc ngit hay noi trudc mot anh lira, mot dam dong nhirg khach
hang n6 1¢ luén hudng g ¢t 4n nat nhe nhang nay. Hay ngdn tan luc cai banh ctia minh di, Pavlov.

skekesk

* Khoa Han hep hoc 101

Chic chic, strc hip dan cua Kripsy Kreme phan nao d6 dugc quy cho tinh han hep it oi, nguyén to
thir hai ctia Tinh riéng biét trong tiép thi. C6 nhiéu tiéu bang van chua bi xdm lang bdi nhiing tay budn
banh ran vui vé va nhitng tiéu bang da dau hang thi vin chua dén mirc bdo hoa. Do vay, con s tuyét
d6i vé cac co may tiéu thu banh Kripsy Kreme van con kha han ché. So v&i nhiéu hing thirc in nhanh,
cac ctra hiéu Kripsy Kreme van con chua phd bién cho 1am. Hau qua 13, ching c6 tinh doc dao dang
ké...

Xin 161, toi dang di lac khoi van dé. Xin cho phép t6i quay trd lai dé taii mot cach nhanh chong.



Kripsy Kreme c6 thé dat thir hang cao vé tinh phu du hon 14 tinh han hep, nhung yéu t6 néi sau van
con la mot tha thuat tiép thi c6 gia tri vinh clru. Strc cam dd cua nhirng cai ti xach Hermes Birkin, da
thao luan & Bai hoc 1, gin b6 khang khit véi su hiém hoi, v6i tinh chat khong thé xac dinh, v6i nhitng
mon hang dugc gidi han mot cach nghi€émngat. Cartier, Tiffany, Prada, Manolo Blahnik, Philip Patek,
Louis Vuitton, Moet & Chandon, va toan bo nhitng thwong hiéu hang héa sang trong déu dugc khing
dinh trén tién dé co ban do, su tang trudng vun vut cua cac thuong hiéu goi 1a mé hon nhu xe dap
Scooter cua Razor, nudc hoa Velvonia, dién thoai di dong Vertu, n61 em bé Bill Amberg va bg suu
tap giay dé mém thuong hang “T6i da ky” cta Adidas (nhitng bo suu tip co gidi han 100 d6i, dugc
mo ta tiéu sir c4 nhan boi mdt danh sach nhirng ngurdi mua noi tiéng thudc bang A).

Nhitng pham vat trang tri ndi that tiu ngdm hang dau phi hop véi moi thir tién nghi hién dai va
nhirng vt phim sang trong can thiét — chang han nhitng ctra s trang tri 16n, nhitng can phong thanh
lich danh cho hanh khach va nhirng phong trung bay c6 nhiéu tic pham — ciing déu c6 sin tir mot s6
lugng han ché nhitng giao dich hang hai loai cao cap. Gia ca tir 4,5 triéu cho t6i 20 triéu do.

Khong ké t&i nhitng chiéc tau ngdm U-boat hang sang, ngudi chii nhian mudn doi cua tinh han hep —
véi chit it tinh phu du — van 12 anh em nha de Beers doc nhit vo nhi. Pugc dit tén theo hai anh em da
ban ngudn mo Kimberly nguyén thily véi mot mon tién ré mat, de Beers 14 ngudi ban than thiét nht
cua kim cuong.

Trai han v&i vé bé ngoai, kim cuong khong qua hiém hoi. Ching nam rai rac khip trén khap bé
mit trai dat, nhu nhirng cudc dinh cong 16n gin day ving cao nguyén Canadian Shield chimg t6. Ngoai
ra, kim cuong khong c6 gia tri thuc té ndo nhu su ky vong ctia nhitng miii khoan, nhitng may cat kinh,
kim may thu thanh va su ning cao chit luong ring cho nhitng nguoi noi tiéng. Tuy nhién, nhd su doc
quyén trén thyc té cta de Beers, nhing vién kim cuong trd thanh nhitng san pham quy gia nhat ctia thé
giéi. Cach day khoang mot thé ky, de Beers kiém soat 80% tri gid 6 ty d6 trong nganh kinh doanh kim
cwong. Bang cach can trong diéu chinh nguon cung va giao dich mot cach tan nhin véi nhirng nha san
xuAt nhat nhat — thong thudng bang cach 1am ngap lut thi truong, ép gid va budce nhirng ké ngodi vong
phap luat quay tr¢ vao vong cuong toa — tap doan de Beers da bao dam cho nhitng vién kim cuong co
duogc dia vi cao sang cua ching.

de Beers c6 thé hanh ha
::\/\ khach hang cho t&i gidi
han tan clng cla sw thich

no hay chiu dwng nd.

Bat chp sur ¢ mit & moi noi ctia chiing, kim cuong luén c6 gia cao. Nhitng huyén thoai va truyén
thuyét viy quanh nhitng vién dd quy duoc dit tén cu thé ma chinh ban thin ching, ving, ciing mang
day tinh chat huyén thoai va truyén thuyét. Du sao di nita, nét dic sic hién thoi cta kim cwong hau nhu
hoan toan phu thudc vao de Beers. Strc manh ctia tip doan nay 16n dén mirc cho tdi gan dy nd van co



thé hanh ha khach hang cho t6i gidi han tin cung cua su thich n6 hay chiu dung n6. Mdi nim mudi lan,
Cong ty kinh doanh Kim cuong (DTC), mot cong ty con ctiia de Beers chuyén mua ban kim cuong thod
(chua mai gifia) to chirc “nhitng budi tham quan” trong vudn Halton & London. Mot nhom cac nha
kinh doanh, dai 1y ban 1 va nguoi moi gidi duoc tin tudng va tuyén chon can than, dugc biét dudi tén
go1 “nhitng khach tham quan” dugc moi td1 tham du, & do ho duge phép quan sat viéc phan loai cac
vién kim cuong tho ma DTC thu thap dugc. D§ chinh xac cua hén hop gitra “da”, “hinh dang” va “dd
trong” 1a tiy theo ¥ thich ctia DTC, tiiy thudc vao nhitng san pham ma de Beer mudn ban. Néu nhirng
khach tham quan khong hai 1ong voi su dé xuat, ho budc phai chd doi, thuong 13 sudt nhiéu gid, cho
to1 khi mt nha budn chiu ha minh thuwong luong lai voi1 DTC. Néu ho van chua hai long, DTC c6 bién
phap trimg phat cudi ciing 1a “mién trir tu cach tng tuyén vién”, nghia 13 hily bo tu cach khach tham
quan cua cac nha budn do.

Tiaa nha de Beers & Luanda- Angola

RO rang, tién trinh budn ban duogc nhirng nguo1 trong ndi by cua DTC biét nhu 1a “cho vit an”,
trong d6 nhitng con vit ngd nghéch mua kim cuong dugce de Beers ném cho bat ky mon gi ma ho thich.
Nhu Hart nhan xét mot cach ché giéu, d6 phai 1a “giao dich duy nhat trén thé gii trong d6 mot ngudi



c6 thé tidu xai dén 200 triéu d6 ma khong hé biét anh ta s& co cai gi.” Pay 1a truong hop ma ngudi
mua phai mang on hon 1a ngud1 mua ¢é sy than trong.
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« Cong tit, tap doan ciia toi dau?!3!

Cho vit an no61 chung 1a t6t dep, nhung su ton tai cua Ho vit (Anatidae) déy khao khat tuy thuoc
mot khia canh khac ctia tinh han hep cua de Beers. Noi rd ra, do6 1a su thuc déy dﬁy ma thuat cho cac
yéu cau cta nd. Trudc Thé chién 11, thi trudng kim cuongrd rang 1a dang lung lay. Sy phat hién ra
nhirng ngudn cung cap mdi, cong voi con du chan ctia cude Pai suy thoai khién nhiéu nha dau tu suy
kiét phai ban tong ban thio san vét gia truyén dd giy nén mot sy thira mra kim cwong dén mirc, néu
khong to bang toa nha Ritz[®], thi tit nhién cling gan véi mdt ngon nai hon 1a mot ddng dat chudt i
1én. De Beers phan tng lai voi cach nhin chung von duoc moi ngudi xem 1a - néu nhitng huyén thoai
va truyén thuyét ctia nganh coéng nghiép quang cao co thé tin trdng duoc - mdt trong nhitng khau hiéu
vi dai nhat trong moi thoi dai:*“Kim cuong 1a vinh ctiu”. Chién dich, duoc go1 v tu Frances Gerety,
mot copywriter tai ba ctia hing quang cao W.J Ayer, d3 chuyén bién mot cach hiéu qua thi trudng kim
cuong. Ngay lap tirc, chiing dugc xem nhu mot ngudn dé dau tu, dé mua va ban khi duoc gia. Sau do,
kim cuong tré thanh mot vat luu niém mang tinh t6 tem, mot phﬁn khong thé thiéu cua tién trinh hon
nhan, mot vat gi do rat dac biét dé dang tang, lam giai thudng va gilr gin mai mai.

The Diamond as Big as the Ritz
& Other Stories
F. SCOTT FITZGERALD

Trong sau muoi siu nim ké tir khi c6 sang kién thién tai ctia Gerety, thong diép quyén ril nay da
duoc lap di 13p lai, ning cao va thudng xuyén 1am mdi. Véi chi phi 14 200 triéu d6 mdi nim. Chang
han, su chuyén giao giita hai thién nién ky méi day, d3 mang tdi mot 11 rao ban kim cuong tuyét héo,
“hiy cho nang thiy rang ban s& yéu nang su6t mot ngan ndm ké tiép.” Cau ndy da lam ting vot doanh



s6 ban 1& toi 4%, thanh tién tir 5 t6i 7 triéu d6. Chién dich dang tiép dién ciia cong ty ndy thinh cong
dén mirc kho ma twdng twong dugc rang di c6 mot thoi kim cuong hau nhu dugce xem 1a chi danh cho
viéc dau tu, hodc dé lam san vat gia truyén, va hon nhan khong hé gén lién mot cach tu dong voi viée
trao d6i mot vién kim cuong xuatphat tir hing de Beers. Su bién hoa thi truong cua né tai tinh dén
mirc hon 85% phu nit My déu so hitu it nhat 1 mdt mén nit trang c6 dinh kim cuong, va ngay ca o
Nhat, noi ma hén 18 truyén théng bao gdbm mot nghi thirc Shinto ¢d vé viée udng rugu gao trong mot
cai chén gd, bon phan nam céc c6 du twong lai déu deo mdt chiéc nhan dinh hén nam kim cuong.

Tuy nhién, trong viéc duy tri nguyén tic tinh phu du, thoi co ciia tip doan nay co thé da troi qua.
Nhitng khdm phia méi vé kim cuong & Canada, va sy ndi 1én ctua Uc v6i tu cach mot d6i thi chinh
trong thi trudng da quy c6 y nghi rang thi phan cua de Beers trén thé gidi dang dan sut giam. Nhirng
kho khin cta cong ty ndy dugc nhin 1én bai vu scandal “kim cuwong mau” — mot nén kinh doanh kim
cuong thd day kinh tom hinh thanh tir nhitng qudc gia bi chién tranh tan pha & Tay Phi, va n6 da 16i
kéo su gidn dir ctia nhitng ngudi ddu tranh chdng tu ban nhu Naomi Klein. E ring nhitng budc phat
trién d6 co thé x6i mon dau an kho khin 1dm méi tao dugc ctia minh, chua ké dén viée phai ha thép
gid ca xudng dén mirc hang hoéa binh thudng, cong ty ndy tir bo nhirng bién phap mang tinh doc quyén
va vai tro “ngudi canh gitt thi truong” ctia n6. Thuong hiéu de Beers, dugc xdy dung mot cach chong
gai sudt nhiéu thap ky vé6i chi phi quang cdo cao ngit ngudng, dang bi khai thac t6i da. Mot cudc lién
doanh tri gia 400 tri¢u d6 vo1 LVMH, mot 1i€n doanh cac thuong hi¢u cao cép, da dugc cong bd hdi
dau nam 2001. Sudt ndm nim tiép theo, cac cd dong s& phat trién mot chudi cira hang 16n cia de
Beers trén khap thé gidi. Nhitng cudc cho vit an méi van con chua dugc cong bo.

ek

e Chon loc thir dé sung bai

Du tinh phu du va tinh han hep 1a nhiing chét gia toc doanh sd rat hitu hiéu, dic biét khi duoc st
dung két hop v&i nhau, nguoi ta kho ma kiém soat va duy tri dugce ching. Do chinh ban chit ctia nd,
tinh phti du ham chtra mot han ché vé thoi gian d6i voi tiém ning cta doanh sé va viée coi thudng
nhirng hop dong dén han c6 thé mang lai tai hoa, nhu Ty Warne d& kham pha ra khi vu Beaniegeddon
mang to1 két qua ngugc lai. Tuong ty, tinh han hep cuc ky nhay cam ddi vai luvong doanh sb. N6
nhanh chong lam hao mon cang nhiéu cang t6t lwong hang hoa dugc 1am ra. Mot khingudi ta co nd
(san pham), 141 nd, udng nd hay mic nod, hay bat ctr diéu gi khac, két thuc di t6i gin. Do vay, cac cong
ty bi mic vao gitra khat vong ting trudng — trong qua khtr dugc thiic day bai yéu cau cua nhitng nha
dau tu va quy tic pho bién vé gia trj cta ngudT mua c6 phiéu— va viée ddu An cua thwong hiéu hay san
phém bi tuéc doat mdt cach trim trong. Su ting trudng va lui tan cua Tommy Hilfiger!®”], di tir con s6
khong dén 14p nén thanh tich 13y ling roi dén suy tan trong mot chudi rat nhanh, 1a mot bai hoc thyc té
vé cach dé 1am sao di tir “chét vi” dén “khong thé bi nhin thiy da chét trong” mot cach nhanh chong,
Tuong tir thé, Lexus[®®! dang bat diu danh mat danh tiéng 12 mot canh budm doanh s tir trude dén nay
ludn tién 1én va co6 mit & khip noi ctia minh. Kripsy Kreme s& d6i mit véi ciing mot tinh trang tién



thoai ludng nan d6 néu chién dich md rong cira hang ciia né van tiép tuc giit theo toc do dién cudng
nhu hién nay. Khi nhitng d6i thii canh tranh phan tng lai theo ¥ ho v&i cac chién dich 4n tuong
“Kreme ¢ dau?” cia McKrispie va nhitng thir dai loai, cai doc nghiéng xudng vuc s& ngiy cang tron
trot hon.

M0t khi nguréri ta cé né (san
|::>_ pham), lai nd, udng nd hay

mac no, hay bat ci¥ diéu gi

khac, két thic da t&i gan.

Chic chin rang nhitng cong ty sting so ¥ thirc rat rd vé tinh trang tién thoai ludng nan “ting-
truéng—ng}ﬁa-lé-chét” va nhan ra rr?mg vi¢c tr bo tinh han hep co thé tao nén tinh phu du s6m nd t6i
tan cua cong ty. Jonathan Drew, con nguoi nhin xa trong rong dung sau lung Acid Cigars, da hoan
toan nam ré duoc diéu nay khi nodi rang: “Ngay ma t6i di vao thi truong dai ching, t6i di di ra khoi
viéc kinh doanh.” Nhiing loai xi gi tim rugu vang, dau va huong thio moc ciia 6ng chi duge ban ra
trong 500 ctra hiéu trén khip canudc va néu 6ng mudn & lai trong nganh kinh doanh, 6ng phai chip
nhan theo cach d6. “Khi moi1 ngudi diung trong mot ctra hi¢u, ho s€ mua mot hop thude gia 150 do, vi
ho khong biét rang ho c6 thé nhin thiy mot hop khac khong trong vong ba thang téi,” 6ng nhan xét. Néu
¢ cai gi 46 qua dé dat dugc, nd danh mat tinh hap dan cua nd. Vé nhiéu phuong dién, strc hap dan
phat sinh tir thuc té réng khé ma cé dugc nd. Nhiéu nghién ctru vé céc thuc hanh chiu dau khd theo
nhoém, chang han su quiy réi trong nhitng nha tip thé sinh vién, da chi ra mot cach dat khoat rang
“nhitng nguoi trai qua nhiéu rac rdi va dau don dé dat dugc mot didu gi d6 c6 xu hudng danh gia nd
cao hon 1a nhitng ngudi dat duoc cung diéu d6 ma khong can nd lyc nhiéu lam.”

Sy sung bai ma nhiéu nguoi cam thdy d6i voi nhirng thuong hiéu néi tiéng do d6 khong chi don
gian 1a do strc quyén rii ctia d6i twong, va con do thuc té rang ho phai tranh ddu dé co duoc ddi tuong
d6 ngay tir dau. Cach tot nhat dé tao nén 10ng trung thanh ctia khach hang, do vay, khong phai 13 ¢6
thda man cho moi nhu cau ctia ho, nhu kiéu miu tiép thi theo truyén thong dé xuat, ma 1a tir chdi cai
ma ho khao khat va lam cho cudc séng khé khan hon véi ho. Ban dang 1am on cho ho déy. Ho s€ yéu
ban vi diéu d6. Ho muén dugc dé yén cho tha hd mong mudn. Xin ct tin t6i. Nhu di luu y ¢ Bai hoc
1, trong mot thé gid1 qua du thura, sy hiém hoi 14 rat hiém va su noi bat 1a vo sb. Su sang tao ra nhirng
thi truong c6 vé nhu cta nhirng nguoi ban va sy duy tri “nhiing san pham tam thoi doc quyén” 1a
nhitng khia canh chinh yéu ctia thanh cong tiép thi vao mot thoi dai cia cung vurot qua mirc cau va cia
nhitng hinh anh twong déng.



Cac nha tiép thi cda nhiéu
thirong hiéu bi sén dudi sé qua
:l> mao tljém'néy ho |§im'[:hﬂ hél_ng
hoa sén co cua ho qua du thira,
vi diéu nay sé triét tiéu cai lam
cho né tré nén quyén rli ngay tir
au.

Tat nhién, khach hang khéng nhin theo cach d6. Trong Con sbt phu hoa (Luxury Fever), Robert H.
Frank chi ra rang nguoi tiéu thy duong thoi dang bi cAm giir boi nhitng ddi twong dang khao khat dén
tuyét voOi, cang hiém thi cang tét. Viéc 1am chu s¢ hitu chung cho thay nguoi chu s¢ hitu dugce xép
cung hang véi thiéu s6 gidi tinh hoa xi hdi may mén, c6 thi hiéu cao, thanh cong va sang sudt. Con
hon ca mudn duoc dé yén cho tha ho mong mudn, ngudi tiéu thy mudn diéu d6 co ngay. Hon thé nira,
vi ho biét kh rd rang nhitng nha tiép thi dugc dio tao dé dap tng cho cac mong mudn cua khach hang,
nguoi ta khong thé ndi véi ho didu nguoc lai, nhat 1a mot cau tra 101 “khong”. Nhu vay, nhitng nha tiép
th1 da bi gdy ong dap lung ong, boi 1€ ¥ thirc hé khach-hang-1a-vua do1 hoi ho phai chu tam té1 nhirng
vi khach t6i cao ndy va dap tng ngay lap tirc cho moi ¥ thich vira nay ra nao ctia ho. Piéu nay can tro
viéc duy tri cach tiép can han hep phtt du ma Tinh riéng biét doi hoi.

Pong thoi, cac nha tiép thi clia nhiéu thwong hiéu bi sin dudi s& qua mao hiém néu ho 1am cho
hang hoa sin c6 cua ho qua du thira, vi diéu ndy sé& triét tiéu cai 1am cho no tré nén quyén rii ngay tir
dau. Phai thira nhan rang kho ma dat téi mot 1ap trudng khong khoan nhugng, trir phi vi nhitng ap luc
16n lao & ca bén ngoai 1an bén trong, dé phat trién viéc kinh doanh. Nhung d6 chinh 1a diéu ti can dé
giit vitng vi tri, dé chdng lai ap luc va dé biét rd rang ban phai tudc khoi khach hang cai ma ho mudn
dé cho ho cai ma ho mudn. Ban biét rang diéu d6 c6 nghia 1a gi.

Chac chan, sy kiém ché co thé bi chdi bé mot cach tham hai do mdt s6 nguyén nhan nim ngoai
tinh chat khan thiét ctia viéc ting-trudng-thi-tdt (xem Qua ting 6). O truong hop cta Gucci, tai hoa
phan 16n 1 do tu giy ra, vi su pha loang khong kiém soat cia mot thwong hiéu mot thoi limg 13y. O
truong hop ctia American Express, ndé dugc quy cho tinh chét khdc 1iét cta sy canh tranh, du sy ngao
man clia cong ty ndy cling gop phan vao do.

Qua tang mién phi:
Hai cau chuyén canh giac

e Gucci, Gucci, Goo!®’!

Néu c6 khi nao mdt thwong hiéu 13y limg di téi chd tiéu tan sy nghiép, thi d6 chic chan 13 Gucci.
N6 di xudng dia nguc khong phai trong mot chiéc xe ba gac ma 1a trong mot chiée xe tai Hummer chd
sach sanh sanh moi thir. Nhu ai ciing biét, nha san xuat nhiing loai hang sang trong day tinh hoang
duong nay ra doi tr nam 1906, khi Guccio Gucci tir bo viée chay theo nganh kinh doanh khach san dé



chuyén sang thé gidi nhiéu loi nhuan hon ctia cac loai hang 1am bang da. Ong 1ap ra mot xudng nho &
Florence, thi tran qué nha cua minh, bia ra mot tai san thira ké tir thoi trung ¢6 hoan toan gla mao —
nhitng b yén ngua cho cac vi vua, vv... roi dan dan tao dung nén mdt tén tudi vé nhirng mén hang c6
pham chat cuc ky cao cAp. Nam 1932, 6ng phat minh ra loai cuong ngua ndi tiéng. Sau nim sau,
Gucci mé mot cira hidu & Via Condotti, con phd mua sim thoi trang cao cdp cta thinh Rome. Tiép
theo 1a mot ctra hang khac trén DPai 1 s 5 vao nam 1953, cho tGi dau thap nién 1960, cai logo hai
chit G doc ddo di tro thanh hang hiéu ctia nhitng ngdi sao san khdu va man anh. N6 1a dinh cao cua
dinh cao ctia nganh san pham. Thuong hiéu ndy ching to phong cach, thi hiéu va sy tao nhd. N6 ¢6
thira ddu an.

GUCCI

Thé rdi moi su bat dau chéch choac. Khi Guccio mat ndm 1953, hai con trai cua ong, Aldo va
Rudolpho, va hai con trai ctia ho, Paulo va Maurizio, bi cudn vao mét cudc tranh chép quyén luc kéo
dai vé chu quyén va quyén lanh dao cong viéc kinh doanh ctia gia dinh. Diéu ndy dan téi su thiéu quan
tdm d6i v6i hinh anh thwong hiéu di day cong giy dung ctia Gucci. Trong sudt thip nién 1970 va
1980, d3 nay sinh moi kiéu chuyén nhuong mon bai dang ngd. Sy hién dién ctia thuong hiéu nay nay
né tran lan khip noi. Logo ctia né xut hién trén moi thir, tir nhitng cai mil bong chiy cho dén nhiing
cai quin sweatpants. Moi loai hang gia mao c6 vién xanh 14 va d6 xuat hién & cac cho troi trén khip
thé gigi dang phat trién, va, nhu dé chim thém dau vao Iira, moc 1én nhu nim trén cic quay ban rong
ngay & bén ngoai cac cira hiéu 16n cua Gucci. Logo Gucci thim chi con xuat hién trén mon hang chic
chin phai 14 diém tin cung tim tdi ctia nganh tiép thi, nhitng cudn gidy vé sinh “cao cap”.

Bi tat nuéc vao mat thuong hi¢u 1a mot chuyén, &n mang va gay thuong tich hoan toan la mot van
dé khac. Chinh vao lac moi su khong thé t6i t& hon nita d6i véi Gueci, chung lai xay ra. Nhirng vu
xung dot d3m mau, bao gom cac di chiic gdy tranh chap, nhitng ké thira ké thu han, va cudi cing, vu
am sat Maurizio vao nam 1995 b1 céac sat thu do chinh nguoi vg da ly than cua Ong ta thueé, da lam
cho thuong hiéu noi tiéng ndy 1am vao canh rdi boi, danh tiéng cta nd da bi tiéu huy.

Mia mai thay, su hoi phuc lai duogc khoi dau cling chinh vao ngay luc éy, nho triét 1y “quay tr¢ lai
v6i nhitng nguyén tic cbt 16i” ctia vi CEO méi, Domenico de Sole (dugc bo nhiém vao nim 1994) va
nhirng b suu tap thoi trang bit mit cua nha thiét ké hang dau Tom Ford (cling duoc bd nhiém giam
dbc sang tao vao nim 1994). Con mia mai hon nita, su quang ba day tinh dam 6 tuc tiu bao quanh vy
am sat Mauriozio lai thic déy mo1 thir chuyén dong, vi nd thAm dam cai thuong hi¢u b1 vay bua nay
trong mdt con 6n lanh ctia sy suy d6i, nguy hiém va bi dat. Do Sole chim dut nhitng vu chuyén
nhuong mén bai khong phit hop, dong ctra cac ctra hiéu khong du chudn trén khip thé gidi, trimg tri



thing tay nhirng hang gia mao, tin trang lai toan bo cac loat san pham ctia Gucci, chi thit manh cho
quang céo, mé rong danh muc nhom dau tu cho thwong hiéu théng qua nhitng nhin nhin dung dan
(YSL, Sergio Rossi, Balenciaga, Bottega Veneta, vv...) va, mac du su suy sup sau ngay 9/11 dang tac
dong 18n toan bo nén kinh doanh hang cao cap, 6ng da thanh cong trong viéc dua cong ty quay tro lai
vi tri hang ¢au.[°% “Tinh riéng biét”, 6ng nhan xét, “1a cai da 1¢o 1ai kha ning tao loi nhuan. Chi riéng
c6 doanh sb théi 1a diéu vo nghia. Néu t6i mudn ban nhiéu hon, chuyén rat gian don. Ching t6i c6
hang trim yéu cau tir nhitng ngudi mudn ban hang cua Gucci. Toi c6 thé md ra 2000 canh cira khac
trong vong mot gid va doanh sb c6 thé ting gip doi. Nhung khi d6 t6i s& khong c6 10i. Néu cac ban
nhin... nhitng thuong hi¢u t6t hon...[ho da] that su hiéu vé tinh riéng biét- Louis Vuiton, Chanel,

Prada & mot mirc d nao do, van van.”
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Mét cubc biéu dién théi trang cia Gucci

kksk

o Sur thé hién Ia Phan t6t nhat cia Gia tri

American Express 1a vua ctia moi loai thé thanh toan, vd1 mdt dong doi 1au dai va cao quy. Cong
ty duoc sang 14p hoi gitra thé ky 19 nhu 13 mot cong ty van chuyén va dan dan mo rong thinh mot nha
cung cap dich vu tai chinh cho nhiting ngudi My thugng luu xa xtr va nhitng nha quy toc di theo nhirng
tua du lich 1on. Nhitng 1énh chuyén tién, chi phiéu du lich, tién giri ngan hang, tién thué xe hoi, lam thi



tuc xin visa va ho chiéu, cac dich vu chuyén tai san ca nhan theo duong bién va mot loat nhirng chirc
nang budn chan nhung can thiét khac can thyc hién cho mdt tang 16p chon loc trong xd hdi MY.
American Express lam chi mot cach hi¢u qua Iinh vuc “du lich nudc ngoai” va, khi nganh cong
nghiép du lich nay sinh vao nira sau cta thé ky 20, American Express da dam choi nay 16c cing véi
no.

Du American Express khong phai 1a nha cung cép dich vu tai chinh dau tién tung ra mot loai thé
thanh toan — Dinners Club va nhiéudai ly “dich vu don 1¢” khac da thyc hién viéc nay trude do — cude
gi6i thiéu thé “universal” ctia American Express vao nam 1958 1a mot thoi diém quyét dinh. N6 mang
tinh chat phé) cap 6 muc do co thé sir dung cho mdt loat nhiing dich vu ¢6 lién quan t&1 du lich va giai
tri va duoc chip nhan ¢ rat nhiéu dai 1y dich vu du lich va giai tri. Cong ty Amex da chinh thirc khai
truong va thiét 1ap mot cach hiéu qua toan bo nén cong nghiép nay.
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Uy tin ¢6 tinh tdi cao, it nhit 13 vao lac dau. Thé chi dugc cung cip cho nhitng c4 nhan giau co,
chang han nhitng giam déc cua cac cong ty thinh vuong, va yéu t then chdt & ddy 1a tinh chat doc
nhat. Cac khach hang twong lai dugc moi 1am “thanh vién” ctia mot nhom tinh hoa, gidng nhu cau lac
bd tu nhan & mién qué. Ho 12 mdt thiéu s6 ngudi sang sudt, hoan toan co du uy tin dé sir dung thé va
c6 du sic sao dé luon mang theo nd khi roi khoi nha. Theo 18 tyr nhién, 1& phi thanh vién phan anh vi
tri c6 day dac quyén nay.’!!

Can phai 1ap lai réng loai thé nay 1a mot thanh cong cuc do, voi s6 lwong nira triéu dugc phat
hanh chi trong ndm dau. N6 to ra rat dugc ua chudng, khi uy tin cta loai thé xanh dau tién dan dan
xudng dbc thong qua s6 luong ting 1én (22 triéu thanh vién vao nim 1985), thé cho cac thanh vién cao
cap lai c6 hiéu qua v&i ca hai loai thé vang va bach kim (phat hanh twong tng vao nim 1996 va
1984). That su, néu c6 mot diéu gi do chic chin trong tiép thi, trén va ngoai thuc té 1a tinh duc thi ban
chay, d6 chinh 13 sy thu hat tinh wa thich phu hoa, tinh ty ky va ¥ thirc vé mot su thé hién tu danh gia
cao ban than trén con duong din toi thé gidi gidu c¢6 cia con ngudi. Nhirng nim dau ciia thé Amex
ham chira mot minh hoa xuit sic vé phuong thirc tiép can nay.



VISA



Néu c6 mdt diéu chic chan khac nira trong tiép thi, d6 chinh 14 sy thanh cong san sinh ra cac d6i
tha canh tranh. VA v&i Amex ciing thé. Thé BankAmerica duoc tung ra nim 1966 va doi tén thanh
VISA sau d6 muoi1 mot nam. MasterCard cling xuat hién vao nim 1966, du né dugc biét nhu 1a thé
Interbank cho t¢1 1979. Ngoai ra, to1 cudi thap nién 1980 moi cung cach déng thuong hiéu (ATT, GE,
Ford,vv...), ¢ quan hé than thudc (Caritas, Sierra Club, vv...) va thé khong tinh phi khau trir (chang
han Discover) da xam nhdp vao lanh dia cia Amex. Moi chuyén tré nén toi t& v&i tinh trang kinh té
suy thoai vao dau thap nién 1990, khi nhiéu ngudi bat dau dat van dé ddi vai 1€ phi cao va nhitng loi
ich “khong can thiét” ma Amex dua ra. Ban thin cong ty d trdé nén ngao man va kho gin, dang roi
khoi vi thé ctia chinh nd. Ong hoang thé tin dung d c6 nhuoc diém. VISA va MasterCard, trong ltic
d6, dan dan di xoa di khoang cach vé diu 4n voi céc loai thé Premier va Preferrred Customer cua ho.
Ching dugc chdp nhan rong rai hon rat nhiéu, bdi nhimng tdp doan ngan hang dung sau lung céc
thurong hiéu d6. Két qua 1a thi phan cia Amex trong thi truong thé tin dung/thanh toan da sut giam tir
26% vao nam 1984 xudng 19% vao ndm 1993.

Mic du nhitng ddc quyén cua thanh vién da bi cat giam “0 moi noi ban muén t6i”, America
Express van con 1a mot luc luong dang ké. N6 noi nhiéu vé su quyén ril ciia tinh doc nhat dén murc
nhirng bat 1gi canh tranh khuon miu cua san pham — 1& phi thanh vién cao, khong c6 tin dung xoay
vong, khong phd bién ddi voi nhitng dai 1y do mirc phi khau trir trén mirc trung binh ctia né — da bi
trung hoa bai gia tri tién mit cua dau an va tinh chit hao nhoang con luu dau cta loai thé nay.

Céi gi s& dén phai dén, cudc phan cong bat dau nam 1993, v6i vi CEO méi 1a Havey Golub. Cac
hoat dong khong lién quan gi t6i vin dé dugc phd bay ra (xuat ban, mua ban chirg khoan); thé tin
dung quay vong va cac loai thé thong minh duoc phat hanh (Blue, Centurion); cac thi trudng mé1 mo
ra voi day stre sdng (quic &, cac nganh kinh doanh nho); cac 1ién minh dong thwong hiéu dugc thanh
lap (NaWest, Credit Lyonnias); nhirng hoat dong ngan hang trén mang riéng biét dugc phat trién
(Finacial Direct); va uy tin ctia thwong hiéu dugc nhdn manh lai boi mdt quang cao thong minh khang
dinh sy tan tim da do6i moi (v6i moi ngudi va nhitng thir ciia ho, cac Seinfeld spot,vv...) Néu khong
phai hoan toan t6t dep, it ra Amex cling da khoi phuc dugc lanh dia “Ban c6 biét toi khong?”” doc dao
mot tho1 cua no.

ek

Bat chp cac nguyén do, su khdi phuc khong phai 1a diéu bat kha. Tt nhién, phai triét dé bam sat
theo Chuong trinh Mudi hai budc cua Sy khoi phuc Dau 4n sau day:

Budc Mot: Giam san xuat

Budc Hai: Han ché phan phdi

Budc Ba: Tang gia

Budc Bon: Tang gap doi lugng truyén thong

Budc Nam: Sap xép lai danh muc san pham



Budc Sau: Tir chdi su thoa hiép vé pham chit

Budc Bay: Cu tuyét khach hang, vi su cho doi khién ho thém ham muén

Budc Tam: Nhic nhd cho cac ddi thii canh tranh, cang c6 tinh bi kich cang tbt, ring thwong hiéu
da tro lai

Budc Chin: Ty hdo véi sy ting trudng da phuc hdi

Budc Mudi: Duy tri sy linh dong, vi cac diéu kién c6 thé va sé thay d6i

Budc Muoi mot: Hiy nhd tdi Alamol®2, cai da lam cho thwong hiéu tré nén vi dai ngay tir dau.

Tran Alamo

Budc Mudi hai: Quay trd lai Budc Motkhi moi su bat dau léch lac.
Pay 1a 18 ty nhién, d6i v6i mot vai ngudi sang sudt, v6i chi phi khong 16, va chivéi mot thoi gian

ngan.[*3]

ek

« Nhanh 1én Meo, giét, giét

Thay vi két thuc chuong ndy véi mot luu ¥ vu loi, t6i xin tom tit moi diéu bang mdt cau chuyén
cai bién tir su bao dong cua nhirng an du da chét! — cac khu rimg gitta do thi, nhitng hém ndi bang bé
tong va nhitng dudng phd tang thwong ctia thanh phd New York. Ngay sau vu 11/9, ban ¢6 thé nh¢ lai,
c6 mot ndi sg lan rong vé sy khing bd sinh hoc. Diéu nay dua téi cudc chay dua day bi kich d6i véi
cac mat na phong hoi doc, pin, nudc dong chai, radio bo tii, cac loai thude khang sinh cua Cipro va
nhirng con chim hoang yén. Phai, nhitng con chim hoang yén. Nhiing chu cira hiéu ban thi cung trong
khap khu Manhattan thuat lai rang nhitng con chim d6 dang bay ra khoi quay hang, gia chim hoang yén



cao vot dén tan ndc, va khong thé mua dugc chung voi tinh yéu hay tién bac. Nhu cau dot ngot nay,
budn thay, chang dinh dang gi t6i viéc nhitng cu dan New York cho dén nay van sit da cudi cung da
chiju bat tay v&i nha diéu cAm hoc ndi tam cua ho. Noi ding ra, n6 phan &nh mot meo vat xua cii cua
nhirng nguoi thg mo than, ding chim hoang yén nhu 13 mdt cong cu bao hiéu cho su tin cong bang khi
d6t sap xay ra. Néu chung hon lia khoi xac va roi khoi cai que dé dau, d6 1a luc phai mang ngay vao
cai mit na dudng khi, quang ngay cai tir thi dang nhanh chong ctmg lai, di thang téi mot khu ban chim
choc gan nhét va kién nhin doi ho chiéu ¢6 téi ban. “Chim hoang yén nong hoi déeé!”

«Lam thé nao dé van dung Tinh riéng biét mot cach hiéu qua?

Su han hep phu du ¢6 hi¢u qua vao moi luc.»



BAIHOQC VI

CACH KHUECH PAI

* Vua quang cao

Céach nay d6i ba nim, mot cau chuyén giat gin di dugc dang khap trén nhitng trang bia cua cac to
nhat bao & Anh. N6 con dugc dua tin trong da sb cac muc diém tin cua truyén hinh va bao chi thoi do
va dugc phan tich trong cac tophu truong Chi nhat. Cau chuyén than phién rang mot tic pham cua
Damien Hirst, nha hoa si duong thoi noi tiéng nhét cta dit nude, da bi ném vao mot sot rac ctia mot
phong trung bay tranh. Emmanuel Asare, mdt nhin vién vé sinh 1am viéc theo hop dong da tuéng 1am
nd 1a vat vo gia tri nén da ddi xtr vai nod theo cach d6. Tac pham duge ndi dén & dy 1 mdt tic pham
sap dat bao gom nhirng chai bia Budweiser rong, nhitng vo bao thuéc Malboro bi bop méo, nhitng céi
gat tan thudc day ap, nhitng coc ca phé lanh, nhitng cay co vé khd ctng, nhitng t gidy bi v nat, mot
cai 40 khoac va cai mil beret cia mot tay hoa si, mdt ly rugu vang da voi phan ntra va nhitng chiéc
dlia cho mét bira an com hop Trung Québc. Pugc go1 la Chua dat tén (Untitled), né mo ta cudc séng
hang ngay cuamdt hoa s dang lam viéc. Mot hoa si khdn khé, 18 ty nhién. Mot hoa si bi hiéu 1am mot
cach dang budn. Mot hoa si “ban-biét-1a- ai”.

Tuy nhién, tat ca moi thir tot 1anh déu két thuc tot lanh. May mén thay, cai gi6 rac khong bi d6 di,
va con may man hon nita, nhirng chil nhan cua céi gallery d6 da chup miy buc anh Polaroid vé tac
pham ky diéu vira duoc thu thap lai ndy vao t6i hom trude. Ho thu nhit lai tic pham quy gia ndy tir
thung rac, va, vdi su tro giup cua nhitng burc anh tinh ¢d chup duoc, da co thé tai tao lai nd. Moi su
tr& nén nhe nhdm, khong chi trong thé gidi nghé thudt ma ca trong gidi don dep vé sinh theo hop dong,
vi Emmanuel Asare suyt chut da bi mat viéc vi su ¢d nay.

Mot s6 nha phé binh nghé thuat sat da, chuyén ndy c6 that, dd nhanh chong gat di mdi tai hoa t4i
gﬁn. Su ¢ nay, ho khfmg dinh, da dugc bia ra dé quang cao cho ngay khai truong cua mdt phong trung
bay my thuat mdi, Eyestorm. Céi gallery nay dang chuan bi dé ban nhitng bo suu tip tac phim han ché
ctia Damien Hirst. Tuy nhién, khong cé ai trong phong tiép thi ctia Eyestorm chiu thii nhan vé hanh vi
ban thiu nay. Trai lai, ho coi thudng ¥ kién cho rang d6 12 mdt trd quang cdo ré tién, dua trén nhin
thirc ctia cong chung rang phan 16n nghé thuat hién dai déu vo gia trj va chi dang cho vao sot rac.



Thé nhung, bat chip nhitng phin khing c6 tinh ling ma, phan 16n tin bai trén cac phuong tién
truyén thong déu tap trung vao thuc té rang nd “hién nhién” 13 mdt trd quang cdo, mot trd mdi nhat
trong mot dai dai nhitng trd hé quang cdo ram rd do 6ng hoang san khiu ctia nganh my thuit nuéc Anh
Damien Hirst giat day.[”* Tuy nhién, nhitng thao luan nay chi cong thém cho con bdo quang cdo dang
bao quanh con bao quang cao Eyestorm. Du c6 du muu trude hay khong, né ciing cuc ky hiéu qua. No
tao nén mot lugng thong tin dai ching c6 gia tri dén hang ngan bang Anh chi véi gia mot chai
Budweiser, mdt goi Malboro, mot chai rugu vang va mot btta com hop Trung Quéc. Trur phi, tat
nhién, sy sap dit san pham sé& con tiép tuc, va do do6 s& bo sung thém mot ngudn thu nhap. ..

Vi tri cda Damien Hirst trong ban
danh sach cac tac gia co dién

|:> con chwra dwoc xac dinh, nhung
chac chan la anh xtng dang co
mat ghé trong ngdi dén cac
danh nhén cla tiép thi thuc
hanh.

sk

* Nghé thuit vi Tiép thi

Vi tri ctia Damien Hirst trong ban danh sach céc tac gia c6 dién con chua duoc xac dinh, nhung
chic chan 13 anh ximg dang c6 mot ghé trong ngdi dén cac danh nhan cta tiép thi thuc hanh. Khong
can phai héi, anh 1a mdt trong nhitng thién tai tiép thi ranh ma nhat trén mat dit. La con trai ctia mot
tay buon xe hoi second-hand, su nghi¢p cua Hirst cho dén luc d6 da dugce danh dau boi con mit chinh
xac ctia anh d6i v6i co may tiép thi chii yéu. Pau tién, anh thu hat sy cht ¥ véi tu cadch mot sinh vién
23 tudi & trudng dai hoc Goldsmith, khi anh t6 chirc mdt show trung bay trong mdt cai nha kho bo
khong ¢ dau dong London. Viéc nay khong chi md ra mot con kénh phan phdi mdi cho cac hoa si tré



khong c6 kha ning xAm nhip vao dija hat gallery truyén thong, ma ndé con mo thé gidi nghé thuat ra cho
tay san tim sy cht ¥ khong thé cudng lai ndy. Anh tao nén mét sy khudy dong v6i con c4 map hd an
twong ngdm trong mot cai bé nuéc formaldehyde ciia minh; anh cua nhiéu con gia stic thanh hai manh
va trung bay nhitng san pham rung ron d6 trong nhitng cai ti kinh mgi toanh; anh pha day nhiing cai
gid trung bay ldp 1anh v6i nhitng khic can xi ga kinh tém, nhitng vién thudc nhiéu mau, va dua loai
dung cu y khoa; anh san xuit mot tic pham video sap dit vé cac tiét muc quang céo truyén hinh cho
cac lidu phap tri nhirc dau, choi & mot 4m thanh xé tai, gy nhirc nira dau; va anh dit toan bo nhirng d6
nghé thiét bi vin phong cia mdt bac si phu khoa vao cai bé chira day nudc roi tha vao dé nhitng con
ca vung nhiét doi.

Tac p]l:’;‘m sap dit : Male and Female — Damien Hirst

Tuy nhién, c6 nhiéu thir dé néi vé Hirst hon 1 vé nhitng tac phim nghé thuat sap dat gém ghiéc va

ton kém.[%]

Trai lai, nhirng sap dit ctia anh déu ciing mot loai véi nhirng loat hang ban 15 dé 16i kéo
khach cua nhitng ctra hiéu thoi trang cao cap. Ching duoc thiét ké dé choc gian, dé khiéu khich, dé 16
kéo sy chu ¥, va vuc day doanh sb cua cac tac phim Spin Art va Dot Art tim thudng nhung dé& phat
tai hon cua ngudi hoa si. O truong hop nodi trude, nhitng thing son dugc trat vao nhirng cai dia da
duoc cap toc son 10t, trong khi truong hop sau 14 nhitng dudng ké 6 ctia cac chim nhidu mau thudng
duoc lam ra tir thir sira dung trong nha. Ca hai thir déu duoc san xuat trong nhirng diéu kién gidng nhu
trong phan xudng boéi cic nhom phy ta 1anh tién cong thdp, vi mdi birc nhu thé mang lai khoang
75.000 d6, 14i rong ctia Hirst ciing cao ngit ngudng nhu danh tiéng ciia anh.



Mt tic pham Dot Art



Damien Hirst khong phai 1a hoa si duy nhat biét cach tiép thi, ciing khong phai 13 nguoi dau tién
nam duoc ¥ nghia quan trong cta viée ty quang ba, Jeff Koons va Mark Kostabi, hai tay sin tim tén
tudi co dinh hudng tiép thi, da ting 13 nhitng Don King[® va Doug Kelleher cua gidi my thuit New
York trong thip nién tham-lam-thi-t6t 1980. Va ho ciing 13 nhirng cudc chi trong cic cudn gido khoa
thu tiép thi my thuat ciia Andy Warhol, mot ngudi ndi tiéng 1a him mo nude giai khat dong chai cua
Coke, tho dan hop Brillo, ké chuyén an tdi bang soup ctia hing Campbell, va doi khi con 1a mot nguoi
ban giay. Té1 lugt minh, Andy lai dugc goi hiing tir Salvador Dali, ngudi chiu &nh hudng ctia nhirng
hoa sf theo trudng phai Siéu thuc, nhitng ngudi nay lai bi tac dong bai Marcel Duchamp!®”], nhan vat
da cai dat y twong vé nghé thuat sap dit va goi nén con gian dit ma Damien Hirst hién dang tai ché.



b

CONDENSED

Du sao di nira, Hirst cling 1a hiénthan cua cai ma Seabrook da ménh danh la trang thai tam ly
“nobrow”[®8], cai dic tinh tiép-thi-la-tit-ca di dinh hinh thé gidi nghé thuat duong dai. Cai ¥ tuong co
16 si nghé¢ thuat vi ngh¢ thuat, trong d6 cac nha hoa si nghiém tic coi khinh cac muu dd kiém chéac cua
thi truong, da bi thay chd boi niém tin rang nghé thuat 1a mot su kinh doanh nhu bat ky nganh nao
khac. Nhitng nha nghé si khong chi noi bong gi6 téi nén vin hoa thuong mai trong tic phim ctia minh
— nhu Warhol tirng 1am — nhu Koons va Kostabi tirng 1am, nhu nhém Art Guys®! timg 1am — ma ho
con dong 16a trong viéc thuong mai hda cac san pham ciia minh. Vao thoi budi nay, nhitng 101 co
budc vé viée “ban ra” khong am chi td1 su bt uéc voi khuon mau cla nha ngh¢ si dAu tranh. Chuang
chi don gian mang ¥ nghia 13 hang héa can phai dugc cung cap.

“Néu anh lam ra thik nghé thuat
cho chét vi dai, vay thi clr tung hé

ching. Tung hé cai ma ho muon.
Ho s& mua thiy chd chét nao ma
anh trao cho ho.

Trong khi 1ap ludn cuia Seabrook c6 phan xac dang — khong thé ngd vuc gi rang thé gigi nghé thuat
dang dit trong tAm vao tiép thi nhiéu hon truéc d6 — né chua di di xa. N6 khong hiéu duoc ring
nhirng nghé si sang tao dang dtng & tuyén dau tiép thi. Khong phai cac nha nghé si di y thirc nhiéu hon
vé tAm quan trong ctia tiép thi, hodc it quan tim téi cac tic dong 6 nhidm ctia né hon trude kia, hodc
c6 thé ban thio mot ké hoach tiép thi v6i nhitng nha quan 1y vién bao tang va cac giam ddc trién 1am.



VAan dé1a nhitng nghé siday chat sang tao nhu Damien Hirst 12 nhirng tiép thi gia con ranh ma sic sao
hon nhiéu so véi nhiéu tay chuyén gia tiép thi chinh théng. Ping thé, ho khong bi tra tin boi nhing
phuong thire, 1y do, dinh nghia va nguyén cé cta cac nguyén tic 4Ps clia nganh tiép thi. Tuy nhién,
chinh sy thiéu thAm nhuin nay lai gitip cho ho hoat dong mdt cach hi€u qua hon. Viéc dat trong tam
vao khach hang, chiang han, hiém khi di vao duong xich dao. Nhuw Damien Hirst nhan xét mot cach
chua cay khi mdt nha bao phong van dua ra cai bong ma khach hang, “Néu anh lam ra thir nghé thuat
cho chét vi dai, vay thi cr tung hé chung. Tung hé cai ma ho mudn. Ho s& mua thtr chd chét ndo ma anh
trao cho ho. Néu anh vi dai, ho s& mua né. Néu anh dang thuc hién mot thir ngh¢ thuat 16mn, anh khong
can phai nghi t6i nhitng thang kho.”

O khia canh nay, nhirng 161 noi 1éu 140, viéc ban san phém 1éu 140, va gﬁn day nhét, nhirng tro hé
1éu 140 ctia Hirst ham chira mot bai hoc phil hop voi diéu kién tiép thi duwong thoi.l'% Nhu da noi,
ching ta song trong mot thé gidi ma moi to chirc déu dit trong tim vao tiép thi, noi moi ngudi déu
duoc hoc hoi vé tiép thi, noi moi ngudi quen thudc véi nhirng tir théng dung mGi nhat vé quan tri.
Chiing ta song trong mot thé gidi noi nhirng ké hang cao nhét cta cac tiém sach dang rén ri dudi stc
ning ctia nhitng cudn tap chi khiéu dam bong loang dang ca tung dao dirc ctia nhitng CEO ndi tiéng va
nhirng trang rudt quang cdo cac tap doan twong tu. Chiing ta song trong mot thé gidi noi cac chién dich
tiép thi cuc ky dat do va kém hiéu qua hon bt ky thdi diém ndo trude dé, do trang thai thira mira qua
d6 ctia nhitng chién dich canh tranh, tat ca déu duoc phat trién mot cach chuyén nghiép, chinh xac theo
cong thirc va dugc thuc thi mot cach hoan hao.

skeksk

e Thir nghi€¢ m, Thir nghi¢ m, Mgt, Hai

Vay, van dé 13, trong nhitng tinh hudng nhu thé, 1am thé nao ngudi ta c6 thé ndi bat giita ddm dong
den nghet?Cau tra 101 1a phai Khuéch dai. Nghia 13, phai bao dam ring san pham mdi ra 10 ctia ban
hodc dich vu méi toanh dé chju cta ban dugc noi dén, va quan trong hon, viéc noi dén d6 lai duogc

1011 Hon tat ca moi thir khac, Chua dat tén ctia Hirst 13 mot sy kién truyén thong, trong d6

noi dén.!
nhirng bai twong thuat clia gidi truyén thong da dwa vao nhitng bai tuong thudt cta gidi truyén thong,
Diéu tuong tu cling dung voi nhitng con bup bé Beanie, Dy an Blair Witch, sy kién Pai ha gia Ao
cudi co dau cua Filene, hoi kén in 6i ctia Trump va cd may Segway siéu phiam ctia Dean Kamen.
Nhitng san pham d6 chang ndi tiéng dén murc phai duoc nhiéu ngudi biét tdi dén thé, nhu Boorstin! 102
da khang dinh, nhung da duoc tiép thi trén nén tang ctia viéc tiép thi ching. Noi thé c6 nghia 13 ban
than chién dich tiép thi di tré thanh tiéu diém cua sy cha ¥, sy phén tich, va 1y twong hon, ctia s tan
thuong, cai s& phong dai hon nita sy phong dai. La nguyén t6 trung tdm cta cau traic TEASE, Su
khuéch dai c6 tinh chat cuc ky can yéu trong mot thé gidi tran ngip tiéng liu lo khong ngdt vé thuong
mai, noi moi ngudi dang ndi cting mot luc va cha co ai nghe rd diéu gi. Hién trong ndy nhiéu dén mirc
mot chién dich tiép thi khong thé thuc su ton tai vao thdi budi ndy trir phi né duoc truyén thong & mic
d6 khong 16. Khdng c6 quang cao, khong cé doanh sb.



Pé khong con bat ky rac rdi ndo nita, t6i xin 1am rd rang Sy khuéch dai ¢ ¥ nghia hon rat nhiéu
so v&i mot hinh dung tir dé ndi t6i nganh tiép thi “nhing xi” hay “c6 tinh vi rat”. Tiép thi c6 tinh vi rut
hudng t6i muc dich phai ban tin vé mot ban nhac méi ra 10, mot bd phim nong hdi, nhitng mén phuy
tung hop mot, mot trang web “cuc ky” hay nhiing thiét bi thong tin lién lac dién tir tuyét hao. N6 hoat
dong boi su quang céo bang con tré chudt (words of mouse), boi su phan phdi cac miu hang biéu
khong, va cach truyén tin mit-ddi-mit c6 dién nhung ltc nio ciing tot.

San xuat ra mot san phdm
¥uat sac va tiép thi né mét

cach xuét sac khong con
la dl nira & théri budi hién
nay.

Trai lai, Sy khuéch dai gén lién véi su tiép thi cua nganh tiép thi: Vi duy, su kién rﬁng nén tiép thi
nhing xi on Ao dang duoc tiép thi mot cach on ao nhang xi trong to Business Week va to Havard
Buniness Review hoic trong cudn sach best-selling ctia Seth Godin vé nganh tiép thi mang tinh chat

[103] San xuat ra mot san

virus tu thin nd 1a mot minh hoa mau nmuc cta nganh tiép thi mang tinh vi rut.
pham xuat sac va ti€p thi né6 mdt cach xuat sac khong con 1a du nira ¢ thoi1 buoi hién nay. Mot sy ti€p

thi xuat sac cling phai dugc ti€p thi mot cach xuat sac nira.

Seth Godin

Mot vi du xudt sic vé viéc mot sy tiép thi xut sac dugc tiép thi mot cach xuit sic 1a chién dich
“Wassup” gan ddy cta hang Budweiser. Nhu moi ngudi déu biét rd, nhitng tiét muc quang cao dugc
trao nhiéu giai thudng niy md td mot nhom cac anh chang tron viéc dé ché chén. Ho chao nhau voi cau
hoi: “Wassup?” (What’sup: C6 gi khong? — Cha thich cua ND), kém theo 14 nhirng d6i mat dao tron va
nhirng cai ludi thé ra. Wassup nhanh chong trd thanh tiéng goi ctia lta mach 18n men trén pham vi toan
thé gid1 cua nhirng nha lam quang cdo, DDB, dugc viét hoa dua vao hién tuong mot loat quang cao
nam 16ng trong quang cdo, md ta nhirg ké mudn wassup trén WASP, bi theo ddi vdi sy hoai nghi boi
nhitng khach hang 1au nim dang ngdi néc bia Bud trén ghé sofa. Ban than hién trong wassup di trd



thanh tiéu diém cta chién dich quang cio wassup va diéu nay, téi lugt nd, lai dé ra nhitng ban cii trén
phuong tién truyén thong vé hién tuong wassup, vé chién dich quang céo, vé cong ty quang cdo co
lién quan, va cudi cting, mbi quan tim cua gidi truyén théng vao mbi quan tim ciia gidi truyén thong.
Nhu vdy, nhitng cin nguyén vuot qué quang cio cia sy quang cdo, cai thuc té rang né bat dau véi tu
cach 1a mot doan phim dai ba phut cua nha 1am phim giau kinh nghiém Charles Stone (nguo1 that sy
d4 xuét hién trong doan quang co), da trd thanh mén lta mi tiép thi cho ¢d may xay cua gidi truyén
thong, gidng nhu nhitng tiét myc nhai lai, nhitng website wassup va nhitng nhan vat ndi tiéng da tham
gia vao tro dua gan lién voi hing bia Bud.

ek

e Cac tac gia viét thué giira bau troi

Trong bién nién st cta cac khau hiéu quang céo, “Wassup” c6 thé khong kéo dai nhiéu nim nhu
“Co éy cO lam hay khong?”, “T¢ s€ di mot dam dé kiém mot diéu Camel”, hoic “Ngon td1 giot cudi
cung”. Tuy nhién, chic chin nd s& duoc néu trong nhitng quyén sach twong lai vé nhitng muc quang
cédo hay nhat cta thé ky 20. That ra. nhiing quyén sach 1a mot phuong cach dang ch ykhic cia su
khuéch dai trong tiép thi. Nhiéu chién dich dai han va nhitng san pham c6 bé day lich sir d4 tré thanh
bat hu gitra nhirng trang bia cta céc cudn sach anh — Guinness, Volkswagen, Got Milk, Pepsi, Sears
va Barbie vv... do Absolut mdi 13 tAm guong tuyét doi hoan my cua thé loai quing ba thwong hiéu
ndy (xem Qua ting mién phi 7). Ngoai ra, tu than nhiing quyén sach ciing c¢6 thé duoc st dung nhu
nhirng cong cu khuéch dai. Bulgari, thwong hiéu hang héa cao cdp cua Y, gan ddy da dit tic gia best-
selling va cyu giam dbc diéu hanh quang cao Fay Weldon viét mot tic pham ly ky vé cong tac tai tro.
Cudn sach d6, The Bulgary connection, d thu hat kha nhiéu chi y, nhat 1a khi n6 bi kich liét phan ddi
boi gidi tri thirc bi xic pham ning né. Hanh phiic thay, khong ¢ gi ¢ thé sanh bang mot nha duy my
ndi gian trong viéc bao dam cho nhitng miu dat Anh quang cido mién phi va mot cau trich din day tinh
khai huyén thich hop. Mdi cong ty nén c6 mot cau nhur thé dé 1am cuia bau gia truyén.

Qua ting mién phi:
Sw khuéch dai ciia Absolut




Absolut, loai rugu vodka ndi tiéng ctia Thuy Dién, c6 cai may mian mang téi hai tiéu st vé thuong
hiéu, chua ké ti vo s6 nhitng danh gia dy vinh hanh trong nhitng quyén quan tri giao khoa thu va
nhirng bai viét trén bao chi. N6 di duoc khuéch dai t6i mirc xé ca tai, 1én t6i mot bau khi quyén duoc
thuong xuyén ngu tr1 bd1 nhitng si€éu am cua nhitng ké hAm mo ban nhac nu metal Limp Bizkit va
nhitng ké wa chudng ban nhac rock Nie Inch Nails. Tuy nhién, thanh cng ctia Absolut c¢6 tinh chat bi
kich dén ndi ngudi ta khong thé 1am ngo trudng hop ciia nd. Doanh s6 ctia né ting vot tir 20.000 thing
vao nim 1981 16n 4 triéu thung hai muoi nim sau d6, bién Absolut thanh nhin hiéu vodka ding dauvé
nhap khau va dimg hang thtr ba vé mitc pho bién.

Su ky diéu cua Absolut, tich roi khoi sy hinh dung cua nhitng quang cdo trén tap chi, 1a do chién
dich ctia n6 d van hanh hoan toan nguoc lai nhiing kim chi nam thuc hanh trong hau hét nhitng cudn
sach v& 1ong vé tiép thi. Chién thing ctia Absolut trong thi truong cta cac chién dich tiép thi chu yéu
XuAt phat tr mot thuc té 13 n6 dam tao nén khac biét va dam biéu 16 su khac biét. Absolut 1a béng
chig sdng — 80% bang ching 14 chinh xac — ctia cdu cach ngdn tiép thi cii k§, ma t6i vira mdi phat
minh ra, “ding hoi tiép thi c6 thé 1am gi cho nghé thuat, ma hiy hoi nghé thuat c6 thé lam gi cho tiép
thi.”



Nhu Richard Lewis 1y giai trong Absolut Book, cau chuyén ctia chién dich quang céo dai han, cai
chai co hinh dang khac thuong cta thuong hiéu va hang chir gdbm c6 hai tir mang tinh cai tién chwa bao
gior duoc khao ctru, kiém ching hay d6i chiéu voi bat ky su ung thuin nao cta khich hang. Trai lai,
nhirng phan hdi nho nhé cua khach hang gan nhu 14 hoan toan phu dinh. Quay lai ndm 1979, o rang la
ngudi My khong gan lién Thuy Pién véi rugu vodka, hodc bat ky thir gi khac gn gin nhu thé. Cai
chai trong sudt, khong dan nhan khong thé ndi bat dugc trén nhirng cai k€ cua cac tiém ban ruou,
ngudi ta bao thé, va hinh dang cta n6 cha c6 gi bat mit. Thém nira, khau hiéu quang céo dua ra qua
mo ho va xem ra c6 phan ngao man. Nhung cong ty quang cdo, TWBA va nha nhap khau MY,
Carillion, van tiép tuc mdt cach bt can.

Phan con lai, nhu nguoi ta bao, 1a lich stt. Hon 600 muc quang cao Absolut khac nhau da XUAt
hién trong nhitng t& tap chi hio nhoang trén khip toan thé gidi, véi mot ngoai 16 dang cha y & Thuy
Dién, noi quang cao rugu bi cAm. Vo chai chinh 1a nhan vat chinh cta chién dich nay. T4t ca cac muc
quang c4o déu nhin manh vao vo chai, hay vao bong ctia vo chai, hay thim chi 13 sy ving mit cua vo
chai, cai s& dugc 1am ddy, nhu thudng 18, boi [tri tudng twong] cua nhitng ngudi xem. Cac muc quang
céo khac nhau d6 bao gdm nhitng birc anh quang canh d6 thi ndi tiéng, noi dic tinh d thira nhin cua
mdt dia diém dugc tom lugc mot cach hoan hao (trong quang cao Absolut & San Francisco, chai rugu
chim 1an gitta d4m suwong nu1; Absolut & L.A. dua ra hinh &nh mdt cai ho boi ¢6 hinh dang chai rugu;
Absolut New York bao gé)m mot burc anh Manhattan chup tr v¢ tinh, hoan tat v6i Cong vién Central
Park da duoc stra lai hinh dang cho phu hop).

Thanh cong khong kém 1a sy kién dic biét dd duoc du liéu trude vao dip 1& Giang sinh danh cho
tap chi New York, trai dai tir nhitng thiép chic mimng nhiéu thr tiéng kich hoat bang vi mach, choi lai
nhirng bai hat Giang sinh duoc wa chudng nhat trong nudc, cho t6i nhirng tran bao tuyét bang nhya
déo, v4i nhitng bong hoa tuyét bay lo ling trong nhitng chai rugu Absolut gidng hét nhau. Khudy
dong, gy huyén nao 1a tinh dién hinh muén thud cta thuong hiéu ndy, dic biét khi nd tung ra nhirng
san phém la lung, chéng han nhu Absolut Centrefold (mdt chai ruou 16t tran xuét hién trong to
Playboy) va nhitng bang yét thi ngan chin giao théng cao ngit ngudng, dit ngoai trdi (¢ Dallas, mot
bang nhu thé duoc két hop voi mot thic nude dang chay, & L.A. nd duoc thiét ké tir nhitng birc anh
quang cdo cua cac ngdi cao dién anh, & New York bao gom mdt cin phong bay bién dit d6 ndi that gan
1ién v&i mot bién hiéu cao ba tﬁng.)

Ngoai nhitng cai duoc goi 1a cac san pham don d6, quang cao Absolut dugc biét dén nhiéu nhit
v6i mot chudi quang cao vé nghé thuat va nghé si. Piéu nay bat dau tir ndim 1984 khi Andy Warhon tim
dén gip Michel Roux, CEO ciia hing Carillon va thé hién sy hdm md ctia minh d6i v&i nhitng dudng
nét my hoc ctia cai chai. Trong con bdc ddng, Roux yéu cau Warhol v& mdt birc tranh vé nd, tra cho vi
tai to mit 1on trong lang Pop Art ndy 65.000 d6 dé c6 dugc doc quyén, va, phan dbi nhitng 101 khuyén
tdt nhat ctia ca nhitng dong su & Carillon 13n cdc nhan vién quing cdo cua cong ty, khing khing doi
Absolut Warhol phai duoc str dung nhur 13 mot phin cua chudi quang céo, thim chi du cho né vi pham
vao khuén miu quang cdo di dugc 4n dinh rd rang cua thwong hiéu nay. D6 1a mot thanh cong ngay



tirc khic. N6 d3 cach mang hoa mbi quan hé giira nghé thuat va quang cao. N6 dugc mé rong pham vi
toi nhitng nghé si hang dau khac va nhitng ngudi biéu dién cac thé loai nghé thuit twong tu bao gom
nhirng nha thiét ké thoi trang, nhiép anh gia, nha san xuat phim, hoa si v& tranh hoat hoa, cac dién vién,
nha tho, tiéu thuyét gia vv... N6 nhanh chong tré thanh mot biéu tugng danh du dbi v6i nhitng tac
pham sang tao duoc to chirc tot va sip sta dién ra twong tu. Absolut Haring, Absolut Schnabel,
Absolut Ruscha, Absolut Galliano, Absolut Newton, Absolut Marilyn, Absolut Rosebud, Absolut
Hirst, va tit ca. Tat ca d3 duoc khuéch dai boi Absolut va tat cé, t&i luot cia ho, cling da khuéch dai
cho Absolut.

WWW.ABSOLUTAD.COM
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TAt nhién, khong nhét thiét phai hién ca mot quyén sach cho chi mot thuong hiéu. D61 khi, chi mot
dé cap khai quat ciing kha durdi. Sy phuc hdi cta hing giay dép Hush Puppies khong chi dugc néu
trong chuong dau ciia The tipping point (tam dich: Chép dinh), cudn sach ctia Malcolm Gladwell vé
nganh tiép thi quang cao di giy 6n ao trén dinh cua ban danh sach cac tic pham ban chay nhat, ma no
con duge nodi t6i véi sy tan thanh trong nhiéu bai diém tin c¢6 1ién quan. Tuong tw, khéng con ngd gi
rang chudi ctra hiéu thuc phim hai ting bé nho ciia Stew Leonard & New England di ndi tiéng vé su



chim séc khach hang noi bat 1a nhd vao sy ning d& cta Peters va Waterman trong cudn sach bom tan
nam 1982 In search of Excellence (Trén dudng tim dén s¢ truong). Cho toi tin hom nay, Stew
Leonard van dugc dé cao trong cac 4n phim phd bién ndi vé quan tri, bat chip su gian tra clia ong ta.

Céc cong trinh nghién ctru cta cac truong day kinh doanh 1a mot chon lya thi vi khac cho su
khuéch dai. Cac nha hoc gia 1a nhitng ké say mé nhitng cau chuyén thim cung bi sir, va con hon thé, ho
s& nudt we gan nhu bat ky thir gi ban quyét dinh néi véi ho. Nhirng tir “ban”, “ca” va “nong sung” nhay
X0 ngay tic khic vao tAm tri. Tuy nhién, néu ban that sy chan chuong, t61 co biét mdt hoc gia vo
nguyén tac nguoi Ai Nhi Lan, 6ng ndy san sang khuéch dai hau nhu moi thwong hiéu nira mua dé nhén
chat dinh dap dén. Tuy nhién, nhitng cudn sach ctia 6ng ta khong ban chay cho 1am — i cho 13 6ng ta
dang tung ra nhirng qua ting mién phi voi mot nd luc dang thwong nham khudy dong sy mua ban hang
hoa — nhung, né, ban nhin dugc nhitng gi ma ban phai tra tién.[1%

Cho t6i nay, hinh thirc phd bién nhat cta su ning d& bang ngon tir 1a Tu truyén clia mot vi tong
giam dbc. Thoi budi nay, mot tay CEO khong phai 1a CEO nita trir phi ong/ba ta di dé ra mot hodc
nhiéu cubn tu truyén thué nguoi khac chip but. Jack Welch, Steve Jobs, Michael Dell, Richard
Branson, Anita Roddick, Martha Stewart, Howard Schultz, Ted Turnrer, Jurgen Schrempp, Robert
Goizetta, Giovani Agnelli, Jim Cramer va vo s6 ké khac déu biét rd vé su khuéch dai cong ty von gan
lién v6i nhirng thtr thém vao cho thé loai van hoc di dugc mé 16i bsi P.T. Barnum.

Thét sy, cac ban van d6 thuong bi go theo khudn sdo mot cach khung khiép. Hau nhu khong c6
ngoai 1¢, chung bao gdm nhitng bién thé thir yéu dua trén nguyén mau cua Gidc mo My, mot Horatio
Algeresque vira méi phét. Du sao di nira, chiing ciing thuc hi¢n mot chirc nang khuéch dai quan trong;
Ngoai muc dich dé cao tiéu sir n6i chung, chiing ciing tot cho tinh than cta cac nhan vién, bai 18 mot
d6i ngii dimg sau lung mot nha 1anh dao 16n khong thé nao khong dugc dé cap tdi. Ching ciing di xudi
phd Wall mot cach t6t dep, vi nhitng nha tai chinh 1ap di & phia sau cac IPO'%] hay bét ky thir gi nhin
chung c6 hau thuin t6t va that sy cling dugc dé cap qua loa trong nhitng trang sach cia cac tac gia ban
chay dén hut hoi. Chung ciing dem lai cho tic gia chit thom 14y — nhirng cudn sach bao gdm nhiéu hinh
anh du kiéu cua mot CEO nao d6 dang chén chii chén anh v&i nhitng chinh trj gia, nhitng ngdi sao dién
anh, va nhitng giam déc diéu hanh c6 tiéu st ndi bat khac. Diéu nay khong bao gio 13 18i thoi khi
nhitng nhiém ky giam dbc, nhitng co quan tu van va nhitng udc hen bang 16i ¢ du cho tit ca moi
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e Nhitng b may khuéch dai siéu viét

Du tam thudng sao rong 1a thé, tiéu sir cua nhitng tay giam dbc diéu hanh va thwong hiéu cta ho -
ho c6 tré nén gidng hét nhau khong? Toi tu hoi — chi 1a mot hinh thirc cta Su khuéch dai va 13 mot
hinh thirc kha céa biét. Mot phuong phap ré tién hon, nhung c6 tinh liéu mang hon, 1a Sy lang ma. Du
d6 1a Benetton, Diesel, Calvin Klein hay FCUK, khong c6 gi gidng véi mdt con phin nd nho nho dé
iy chii y. N6 c6 thé bién mot khoan chi phi quang cdo bé xiu thainh mdt con quai vat tiép thi v6i chi



phi khong 15.[107]

Chang han, nguoi ta dd phong doan rang chién dich quang céo bi 0i ctia hing thoi trang Y
Benetton, phat hinh nhitng con ngua dang giao hop, nhitng vu tin cong khing bd, cic nan nhin AIDS
dang chét dan mon, va kinh hoang nhat, mot birc anh chinh dién toan than cua Luciano Benneton trong
bd do sinh nhat cua ong, da khoi goi mot sy quang ba khong cong c6 tri gia 1én téi 100 triéu do. Chi
vo1 mét chi phi quang cdo cd mini 1a 5,6 tri¢u do.

Luciano Benetton

Khi Calvin Klein 1am nhuc ving Trung My v6i chién dich khiéu dam tré con khét tiéng ciia minh
vao nam 1995, tiép theo d6 1a mot con kinh hoang vé dao duc — duoc ngung tu lai bo1 chinh to tap chi
anh dang ngd Details — co gia tri ning ngang voi vang rong. Mot loai vang khién ngudi ta phat bénh,
c6 18 thé, nhung du sao vang van 13 vang.

Tuong tu, nha cung cip trang phuc French Connection UK clia Anh v&i cai tén viét tat gin nhu
xtic pham (FCUK) nhin thiy doanh s6 ctia nd ting 16n40% va gia c6 phiéu cta né ting gip doi sau
mot chién dich quang cdo “thdi trang fcuk” khong phai mat tién. Phi ton toan bo dugc bu dap lai nhod
doanh s cua nhitng cai 4o T shirt ¢ hinh trang tri giong hét nhau, va khi Phong Thiam dinh Tiéu chudn
Quéng cdo chinh thirc kiém duyét cong ty ndy, nd dap lai véi mot loat bang yét thi mdi: “quang cdo
fcuk.”
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Khong phai ai ciing ling ma dugc, toi dong v voi ban. N6 dic biét phd bién trong sb nhitng tay
tién dao thoi trang xdu mém, nhirng cong ty chAim com khao khat dén tuyét vong dé c6 mot hinh anh,
nhirng tay rao hang ba tron trong nganh kinh doanh giai tri vavo so cac to chirc phi lgi nhudn, nhimng
don vi thudng xuyén cam gitt nhitng nguodi quyén ting dé doi tién chudc véi nhitng hinh anh xé long vé
bénh tat, chin thuong va su doi ngheo.

Tuy nhién, sy lang ma 1a mot phuong cach vo cung hiru hi¢u dé khuéch dai mot chién dich tiép thi.
N6 khién cho moi ngudi phai ban tan vé tiét muc quang céo, thudng 1a thim thi to nho, ho da 1én giong
quéa nhiéu roi. N6 khién cho chung ta phai theo ddi chd doi ky ding day kinh khung tiép theo, mot cach
thic tha thic thom. Trén hét, no khién cho dai da sb nhirng ké dao dtrc phai toat md hdi, va diéu nay
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cang 1am cho n6 tr& nén hap din hon ddi véi thi trudng muc tiéu dd an dinh. Eminem!
fan y€u chudng 1a vi anh ta xiic pham moi ké khac. Dot Art cia Damien Hirst ban chay 1a nho hinh
tuong mot ga trai t€ hai cia minh. Viéc mac mdt cai ao T shirt “quang cao fcuk” khong co gi thong
minh cho 1am, nhung sy thong minh khéng ban duoc nhiéu 4o T shirt dén thé.

Vay, su lang ma mang t61 mot bau khong khi c6 tinh noi loan cia su vo tu lu déy hép dan thong
qua ké bat lwong “ta-chién dau-voi-ludt-phap” ding dang sau chién dich. Du chung ta c6 thich hay
khong, sy 1ang ma dem téi mot tiéng vang to 16n. O moi v nghia ctia cach dién ta nay. Pay dic biét 1a
truong hop néu nha tiép thi dé tién vuot ra khoi cai o thé chép nhan vé mit xa hdi va bi cAm vi su
gay roi ctia anh ta/co ta. Nhu trudng hop da duoc noi ti ciia Tango ching to mdt cach hoan hao, bi



cam 1a diéu tdt dep dbi v&i kinh doanh, Chéng c6 t6t hon 14 c6 mot chit xju kiém duyét, hodc de doa
bi kiém duyét, dé nhirng cai ludi tha hé van dong, dé g1 truyén thong ha to mom, va, co 18 quan trong
nhat, dé cai may dém tién reo 1én khic nhac. Nhu bét ky nghé si nhac Rap tu trong nao, vii cong xinh
dep nao, nha van khong xu dinh tii nao, ban nhac jazz nu-metal nao, nha lam phim it von ndo, va tay
gliam dde tiép thi ket tién nao s& chung thuc, mdt sy cAm doan, mot 1énh cAm van, hay mot loai ngan
cAm bai trir ndo do, co thé 13 mdt tinh huéng tién hung hau kiét. Khi ban nhac Sex Pistols bi cAm vao
nam 1977, thanh tich cta ho phong vot 1én dinh cta cac so dd. Pao luat cAm quyén Nhitng van tho cua
quy da bién Salman Rushdie thanh mdt cai tén cira miéng va mot biéu tuong cua tu do ngdn luan. Cam
gidc, mot cudc trién 1am my thudt gdy sdc ctia Damien Hirst d3 thu hut vo sd dam dong & New York,
ching phinh 1én mdt cach déng ké khi Thi trudong Rudy Giuliani thé hién sy phin nd ctia minh va de
doa s& dong cira cudc trién 1am.[1%%)

Mot 1énh cAm, & nhiéu phuong dién la mét két qua 1y tudng cua cac chién dich tiép thi dua trén
nén tang sy lang ma. Nhitng ké pha dam sung suéng vi cac vat phim tao tic co tinh xac pham da bj
doi khoi tam nhin. Cong ty PR hay tiép thi sung suéng véi mic do tin tirc duoc cong bé ma 18 ra ho
phai bo tién ra dé tra. Va khach hang sung suéng, do tiéng tim vé tinh chit cip tién, ndi loan hay cach
mang ma ho han thudng sau do. Su n6i loan khién hang ban chay!

Ngoai ra, khi mgt san phﬁm bi cAm, n6 nhan duogc thém mot su quang cao bo sung tir hi¢u qua cua
su hiém hoi, d3 dé cap ¢ Bai hoc 5. Nguoi ta kho ma s& hitu duge né va hau quéa 1a nd cang tré nén
hip dan. That tha vi, vin hoc tim 1y chi ra rang viéc cam dodn mdt thir gi d6 cang lam ting thém murc

M0 N§ ciing khién cho moi ngudi cang c6 khuynh hudng tan thanh

do nhu cu do sy hiém hoi ctia no.!
d6i voi d6i tuong bi cAdm. Xin don cir mot vi du nho, khi nhitng loai bot giit tdy c6 chira chat
phosphate bi cAm & quan Dade, Florida, cu dan ¢ d6 khong chi mua trir nhiéu hon cac nguén hang
hiém ndy ma sau d6 ho con tin tréng rang d6 1a nhitng san pham t6t hon. Ching 1am cho quan 4o sach
hon, hoat dong t6t hon trong nudc lanh, va thdm chi trat ra dé hon nhitng loai bot giit khong co
phosphate. Tuwong tr, khi hing Procter & Gamble quyét dinh chim dutviéc phat hanh cac phiéu trang
thuong & khu vuc thuong New York, cac chu siéu thi kich liét phan d6i viéc don phuong cat bo nhirng
quyén loi ban 1é bat kha chuyén nhuong cua ho, du that sy chua co dén mot phﬁn tram s6 phjéu tring
thudng dd duoc mua lai trude khi co quyét dinh cua P&G. Mbi de doa ndi 18n va dua dén hau qua 1a
s6 mua lai tang cao ty 1¢ cho t&1 khi sy vi pham da bi 1ang quén va mdt 1an nita, mot trang thai tho o
day hanh phuc lai chiém uu thé.



“September Morn" by Paul Chabas

Ciing trong tu thé, Budi sang thang Chin, mdt trong nhirng birc tranh san xuat hang loat duoc wa
chudng nhit & My, timg duogc trang hoang trén hang triéu birc tudng dao trude Thé chién 11, d3 in dam
an tuong trong v thire dan toc nhd mot cude quang cao duge bd tri mot cach can than. Chuyén gia
quang céo cao cap Harry Reichenback dugc mot cira hiéu ban 1é thué vayéu cau giup ning cao doanh
s6 d6i voi nhitng 4n ban tranh khong phd bién dang thira mira trong kho. May man thay, btrc tranh nay
mo ta mot phu nit an mac cuc ky mat mé dang tung tang dua nudc bén mot bo hé. Ludn di dau trong
nhitng khiic quanh quang cdo, Harry bat tay ngay vao viéc. Ong ta goi mot ¢t dién thoai an danh cho
Anthony Comstock, ké bao vé dao dirc cong chiing My vao thoi d6, than phién mot cach cay ding vé
sy l1ap lai mot cach dam 6 hinh anh vo6 li€ém si trong ctra s6 cua hiéu budn noi trén. Vi quan chuc bi
xuc pham vot td1 hié€n trudng tdi ac ngay lap tic. O d6, Reichenback di thué mot nhom thanh nién 16i
thoi 1éch théch, dugc tra tién trude dé cudi khic khich theo 4m hiéu va chi tré mdt cach dam dat vao
ngudi dep trong 16p 4o trong sudt goi tinh. Comstock ndi dién 1én, mot 1énh cam dugc ban hanh,
doanh s6 vot cao, va mdt biéu twong My duoc nhiéu nguoi tan duong da ra doi. Phai thira nhin rang
Buoi sang thang Chin chura bao gio duoc trang hoang trén nhing birc twdng nhariéng hodc phong tro
nhiéu bang C6 gai xanh (Green Lady) cta Tretchikoff. Tuy nhién, ngay ca Damien Hirst v&i su 16 lang
ky quic nhat cia minh ciing chang thé nao sanh ndi chuyén gia khuéch dai siéu ding nhét trong céc
chuyén gia khuéch dai, Harry Reichenback.

skksk

e Cudc chién giira cac thwong hié¢u

Sy ling ma c6 thé 1a vii khi khuéch dai cudi cuing, nhung thong thuong khong nhit thiét phai di xa
dén thé. Trong thuc té, nhiéu cong ty v4i danh tiéng trong sach can phai dé cao — Hershey, Heinz,
Harbro, Hooters, vv... - rit canh giac mot cach dé hiéu v&i su khuéch dai dya trén co s& lang ma.
Tuy nhién, Sy ddi lap cling 1a mdt kha nang chon lya c6 hi¢u qua twong duong. Mot hang nguoi dang
dtng hiém khi khong 16i kéo dugc mot dam dong va hiém khi khong hudong duoc 1oc Troi tir gidi



truyén thong. Lich st tiép thi hién dai c6 thira nhitng con ltra logo-chdng-logo, phan déng trong sd ho
dem lai 1¢i ich cho ca hai thwong hiéu dang tranh chap. “MJbi thuong hiéu,” nhu Ries va Ries nhan xét
mdt cach chinh xac, “can c6 mot ké thi.” Coke chéng Pepsi, Avis chéng Hertz, McDonald’s chéng
Burger King, Virgin chong British Airways, Nike chong Adidas, Boeing chng Airbus, Budweiser
chdng Miller, Time chong Newsweek, Sears chong Penney’s, Wal-Mart chéng K-Mart, Disney chdng
Dreamworks, FedEx chong UPS, Kodak chdng Fuji, Philips chéng Sony, Christie’s chong Sotheby’s,
IBM chéng Apple, Dell chong Gateway, Pampers chéng Huggies, Crest chéng Colgate, Duracell
chong Energizer. Va cr thé.

Xin nhé cho rang, tro danh vat giita cic cong ty 1a mot mon thé thao thu hut mot luong khan gia
khéng 16, voi mot gia tri giai tri kha 1a dang ké. Ai c6 thé quén duoc dé nghi cta Ted Turner dé dau
nhirng hiép kéo dai ba phut trong tran ddu mudi 1am phit véi Rupert Murdoch & Las Vegas? Hodc vu
“Ac y ¢ Dallas” cua Herb Kelleher, khi 6ng nay dau vat kiéu An Do véi mot CEO tinh dich dé gianh
quyén str dung mot slogan quang co trung giai? Hodc, vé van dé nay, cudc ddi dau thuong mai gitta
Pizza Hut va Papa John’s ma két thic 1a & toa 4n? Su kién tung c6 mot nhan t6 on ao gén lién ma
nhirng chuyén gia khuéch dai ranh ma ludn sin sang khai thac. T6i dang chd doi nhirng trat goi hau toa
ctia Dean Kamen, The Donald’s va Ty Warner véi su nén nao khon xiét.

ek

e Ban da tung tin vé ti?

L& tat nhién, sy khuéch dai mang tinh ddi khang khong chi xudt hién du6i hinh thic giira thuong
hiéu v6i thwong hiéu. Mot cudc tranh chip véi bén thir ba ciing to ra ¢6 hiéu qua twong duong. FCUK
khong chi trich nhitng ctra hiéu thoi trang khac; nhu mot nguyén tic, né khiéu chién v6i nha quan 1y vé
quang cdo. Red Bull, thuc uéng tang luc cua nuoc Uc, chi that sy cit canh & Purc khi céac quan chirc
phu trach y t& cong dong da loai thuong hiéu nay ra khoi vong phap luat mot cach kho chip nhan véi
1y do n6 c6 nhitng thanh t6 dang ngo. Xe Citroen Picasso, mot loai xe tii mini, d 1am ton thwong gidi
ngh¢ si Phap boi su bién thu cai biét danh cta nguo1 hoa si bac thﬁy cua nd va da thu hat duoc hon
10.000 don dit hang sau cu v mit day tinh quang cdo nay. Khi Jonathan Franzen, tac gia best selling
ctia quyén The Corrections (Hiéu chinh), tir bo co hoi khuéch dai hang dau cua nén cong nghiép ngdn
tr - chuong trinh Cau lac bd Chon sach cua Oprah - dong thac thu dich “sao-anh-ta-dam-thé” da
chirng té mot su bu dép kh& hon nhiéu. “Su chanh choe” cta Franzen di duogc dua lén nhitng tit bai
trén pham vi toan thé gidi va thu hoach duoc mirc quang ba trén nhitng trang nhat tham chi con hon ca
nhirng gi ma mot 101 xac nhan ciia Oprah c6 thé mang lai.

Nhu sy 6n a0 ctia cudn The Corrections minh chung, su khuéch dai co6 thé khé du doan va khod
kiém soat dugc. Gidi truyén thong co lich trinh riéng ctia ho va kha d& hiéu vi sao ho phai mién cudng
sir dyng lai nhitng thong tin da dang tai tran ngip mdi ngdy. That ra, su khuéch dai c6 thé di sai hudng
mot cach ddy tai hoa, nhu Cadbury-Schweppes mdi phat hién ra & An Do gin day, khi mot chién dich
cho san phdm ctia minh di so sanh mdt cach that sach giita san pham qua-tot-dé-chia-sé va khu vuc



Kashmir dang bi tranh chip va chién tranh tan pha. Tuong tr, hing nudc hoa Opium, d3 cam nhan tron
ven con gian dif cta nhirng nha nit quyén Phap ndng chdy véi mot hinh thirc ¢6 dong ddy dyc tinh
khang nhan vé “tinh khiéu dam’”.

Qua ting mién phi:
Than 0i, Opium

No6i mot cach chinh xac, ving dat cta Folies Bergéres va Marquis de Sade khong hé ndi danh vi
tinh trinh bach ctia nd, nhat 1a trong cac van dé tiép thi. Nhitng ngudi miu khoa than nira ngudi, nhirng
nguoi mau xinh dep dy quyén rii, va nhitng ngudi mau xinh dep quyén ril tran trudng 6 diém cho moi
chién dich tiép thi. Va nhirng chién dich giira ky. Tuy nhién, vé sau, cudc canh tranh vé tinh sexy chinh
1a cai da 16i cudn céc tiép thi gia vao nhitng thuc hanh ¢ van dé hon bao gio hét. Hodc it nhat 1a mo
ta n6. Pugc biét dudi cai tén goi “tinh khiéu dam”, diéu ndy bao gdm nhirng hinh anh chudng tai gai
mit cta nhitng quy ¢ xinh dep trong nhitng tu thé khiéu goi mat pham gia. Mot trong nhirng hinh anh
suy doi nhat 13 thé hién siéu miu Sophie Dahl nim ruén cong ngudi trén mot tim thim nhung, hoan
todn tran truéng ngoai trir modt vai mon do trang strc va doi gidy cao got day tinh bao dam. Miéng hé
mo, tay budng loi, va tha 1éng trong mot trang thai tu cam tinh dyc mé ly, birc anh quang cao cta nudc
hoa Opium d4 khoi ra mdt sy phan di 16n lao. N6 bi nhitng khach hang tir bo; chinh pht Phap de doa
s& diéu chinh luat kiém duyét néu nhitng tiép thi gia nhu YSL khong trong sach hoa cac hanh vi cta ho;
va mot nhdm cac nha hoat dong nir quyén, Chiennes de Garde, da dugc thanh 1ap dé chién dau vdi su
coi troi bang vung c¢d hitu ctia nén cong nghiép nay.

Phai d6i mit v6i phan tng nay, nhac trudng tiép thi dai tai Tom Ford hudng su cha ¥ t6i nhing



pham chat my hoc cua nd. Birc anh quang cdo ndy, ong ta tuyén b, duoc goi himg tir mot birc tranh
son dau cta Delacroix va 1a tic pham ctia nhiép anh gia hang dau Steven Meisel. Ngoai ra, 6ng ta con
hao hing khoa trrong vé nhitng 4m chi cta né toi nhitng cung tin trong ngoc trang nga ctia vua Tho
Nhi Ky, nhitng phu nit quyén rii mé hon, va nhitng btrc tranh twong khoa than trong lich sir my thuat.
Tuy nhién, cong ching khong bi thuyét phuc, vi cac cudc khao sat chi ra riang 70% khach hang Phap bi
xtic pham véi nhitng hinh anh nhu thé. O 13 la, thé day.

Tinh thé ctia muc quang co that dang dat van dé, tit nhién, nhung ban béo cdo cho rang YSL da
tham gia vao mdt viéc co thé goi 1a Sy khuéch dai mang tinh lai gidng (Atavistic Amplication).
Nhirng tham chiéu ti mi cua Ford téi qua khtr 1a mgt mat tran co dong cho nd luc ciia Opium nhdm vin
nguoc chiéu kim dong ho trd lai nhitng chién thuat tiép thi gay séc ctia di tao nén tén tudi ciia nd vao
nam 1977, khi thwong hiéu ddy tai tiéng ndy xudt hién 1an dau.

Ngoai Sy lai gidng, Su ling ma va Su dbi 14p, con c¢6 nhiéu hinh thirc khac cta Su khuéch dai. Ty
dong khuéch dai, chéng han, chi nhirng chién thuat tiép thi dugc thiét ké cha yéu nhdm tan duong
nhitng nhin vién va nhitng c6 dong, nhung di “bi rd ri” ra gidi truyén thong. Ly nguyén miu tir nhing
hoat dong reo ho cd dong ctia Sam Walton va Doug Kelleher, nd khong co tinh chat “quan trji bang
cach vi hanh” nhiéu hon so véi quan tri b?ng su doa dam, pho truong, vénh vao va ho hét.

Déo lai, hoan toan c6 thé khuéch dai thong qua Su Véng madt. Co nghia 1a, sy tranh né khuéch dai
tu ban than no6 ciing 1a mot hinh thirc khuéch dai. N6 bao gé)m vi¢c duy tri mot tiéu st thép kém, thuc
hién mot phuong thire tiép can tiép thi nghiéng vé phe thiéu sb, va bao dam rangsu néi bot di nay s&
duoc dé cap tdi. N6 duoc thuc thi boi nhitng thwong hiéu cuc ky riéng biét nhu my pham Guerlain,
gidy Jimmy Choo va ti xdch Tanner Krole, cling nhu nhitng cng ty nghiéng vé phe thiéu sé dong chi
dao nhu Muyji.

Mot bién thé khac 1a Su khuéch dai Phu thudc, trong do6 vigc tiép thi xuét phat tr sy tham gia cua
mot bén thir ba hay mot bén trung gian. Armani 1a mdt dién hinh hoan hao & phuong dién nay, cho t&i
nay thuong hiéu ndy van duoc khuéch dai mot cach xuit sic boi nhitng ngdi sao dién anh va nhirng
nhan vat ndi tiéng. Ho mic nhitng bo trang phuc khong qué ndi bat ciia nha thiét ké trong nhirng
chwong trinh thu hat giéi truyén thong nhat nhu cac cude trao giai Oscar va Golden Globe. Ban khong
thé nao khuéch dai to hon thé duge. N6 1én toi mirc mudi mot.

Mot hinh thirc cudi cliing, dugc cho 13 ¢6 tinh chit quy quyét nht ciia hién twong ny 13 Su khuéch
dai Tu viét (Autographic Amplication). Hinh thirc ndy dua ca nhitng nguoi tiéu thu 1én bang nhu
nhitng ké rao hang bé“mg cach thic déy ho tu viét vé san phém va/hoac viéc tiép thi. N6 tré nén phé
bién tir nhitng nghién ctru tAm 1y vé su tdy ndo rang khi moi ngudi viét ra mot diéu gi d6 vé chinh ho,
ho cang c6 khuynh hudng tin tuéng vao nd. Ho trd thanh cai ma ho dién ti. Xudt phat tir d6, cac cudc
thi 25 tir hay it hon vao thap nién 1950, nhiing chat room ctia cong ty va nhirng website trong tac vao
thap nién 1990, va cai mét duong thdi ddi v6i nhirg cudc thi tiép thi bang tin nhin da tré nén phd
bién. Hoan toan khong phai 13 nhitng quang cao tim thuong, nhu doi khi duoc cho 1a nhu thé, cac hinh
thire ctua Sy khuéch dai Ty viét 1a mot trong nhitng cach thirc hiéu qua nhit dé khic sau long trung



thanh 14u dai cua khach hang trong thoi dai d3 bio hoa tiép thi cua ching ta.

mu.su.u.l'l"lnr-pl‘u"'fin:.r;un

Winona Eyder

Pong thoi, strc manh tuyét d6i clia ¢d may quang ba ngdy nay di san sinh ra nhitng két qua nghich
1y nhat va thai qua nhat. Do vay, sy quang ba bao quanh vu tai tiéng Enron-Andersen'!] da dn toi
mot sy gia ting nhay vot trong viéc ghi danh nhitng khoa ké toan ¢ truomg dai hoc, nhitng khda hoc ma
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hién nay dugc xem la “sang tao, thim chi ‘sexy’”. Vu an cép vat cia Winona Ryder & mot ctra hi¢u
ctia Saks Fifth Avenue khong chi niang cao nhu cau cta khach hing d6i vdi hang hoa bi l1dy cap khong
thanh cong, ciia Marc Jacob noi riéng, ma con gia ting nhu cdu ciia cac nha san xuat phim d6i véi
nguoi nit dién vién cho dén nay con dang bi giam giit. Doanh s6 sau khi tré lai ctia Michael Jackson
dot ngdt tang vot sau su xuét hién la lung cua cb xe tu hanh trén mét tring trong mot cubn phim tai liéu
bi cam khét tiéng, Living with Michael Jackson.

Tuy nhién, ngay ca su diing cam cua b phim Wacko ciing phai lu mo di sau su rc roi cua Treacy
va Wiersema. Doanh s cta cudn sach quan tr1 doc vo ca dau cua ho, Tinh ky luat ctia cac nha lanh
dao tiép thi (The Discipline of Market Leaders) da cat canh khi tin tirc lan rong ra rang cc tic gia da
tdn khoang 250.000 do6 dé thdi phdng né 1én cac bang danh sach bestseller.!12],

Nhanh 1én ndo. dua ti t§i phong tiép thi cua cong ty tu van Capstone. Toi vira ndy ra mit y tuong
16m. ..

«Lam thé nao dé Khuéch dai?

Xin 161, t6i khong thé nghe thiy anh dang noi gi.»



BAI HOC VII

CACH BAN NHUNG BI AN GIA TAO

* Trong kia me, khong cé su giam cim

Ngay nay, néu ban di vao rimg, chic chin ban s& rat d6i ngac nhién. Nhat 13 khi nhirng khu rimg
d6 nim & hudng nam, cach Vilnius, thi pha cua Lithuania chirng chin muoi dam. O do, gitta mot
khoang rirng trong 1a Vuon Diéu khic X6 viét, san pham ctia Viliusmas Malinaukas, mot cyu chii nhan
cac nong trang tap thé dia phuong. Pugc goi theo thong tuc 12 “Thé gii Stalin”, d6 1a mdt cong vién
giai tri ghi ddu 4n nhitng ndi kinh hoang ctia ky nguyén X6 viét. Sau muoi sau pho twong cta cac cyu
1anh tu Cong san, tirng song rai rac khip cac thanh phd va d6 thi ciia cac qudc gia thudc Nga trude
thoi doc 14p vao nim 1991, di duoc dua toi dit canh nhau trong mot khu 1am vién rong 30 mau Anh.
Chd ndy: twong dong ciia Bac Stalin cao ba mét, chd kia: twong cAm thach hong Lenin cao ba mét
rudi; & mot goc quanh 1a twong dai ban than Karl Marx bang bé tong. Twong cta nhirng lanh ty
Lithuania it sdng choi hon dugc dat rai rac gitra cac si€u anh hung cta ky nguyén Cong san, cac to1 ac
ctia ho dugc liét ké trén nhitng bang d4 & chan twong. “N6 tao ra mot cam giac 1an 16n gitra xtic dong,
so sét va khoi hai,” mot khach tham quan nhan xét.

Puoc xay dung v6i phi ton 1 triéu d6, Thé gidi Stalin 1a mot sy lai ghép la lung gitta nhitng cong



vién giai tri va Quan dao Gulagl!3!

Khu cong vién hip dan nay bi bao boc bdi 16p day thép gai, nhitng thap canh gb, va hoan tat voi
nhitng nguoi “linh gac” ding rai rdc quanh vanh dai; nhac quan hanh phat ra khong ngét tir nhiing
chiéc loa; mdt toa xe chd tha, cung mot loai v&i nhitng toa xe da tirng chd 360.000 nguoi Lithuania
trong thoi ky thanh trirg khét tiéng cta Stalin, nim & ngay 161 vao chinh; mot vién bao tang dugc 1am
tr nhitng tAm van tai sir dung tr nhitng trai lao dong & Siberi trung bay cac mén dd tao tac, cac ban
danh sach nhitng ngudi chét va mét tich. Khi né duoc khai trrong vao ngay 1/4/2001, mot ngudi trong
giong hétStalin dimg ra moi cac du khach dau tién nhitng cdc vodka, mot nguoi gia lam Lenin hdi ha
dua cac bita dn nhanh vao khu nha hang xay theo kiéu 18u g0, va nhitng tim bich chuwong ghi nhitng cau
khau hiéu ctia thoi ky cong san - “Trén thé gidi, khong c6 tudi tré nao hanh phiic hon tudi tré Xo6 viét!”
-duoc dan khip cac vach. Cac du an twong lai bao gdm viéc ché mién phi du khach tir Vilnius dén d6
trén nhitng chiéc xe bo khong mui dang so, roi dén pha dé tham quan vao ban dém, va, khi da chuan bi
xong xudi, nhitng cudc trai nghiém cac vu vuot nguc tau thoat dy kich thich. T4t ca nhitng gi n6 can la
mot kién thirc 16m bdm vé canh sat chim, cac thiét bi giam sat, va nhitng hd so mi hoa vé cac du
khach dé bién mot ngy tham quan trd nén hoan hao. Vui cho ca gia dinh.

Thé gidi Stalin thu hut mdi nim 200.000 du khach, v&i gid vé vao cira 2,5 d6 mdi dau ngudi. N6
cling thu hat vo sé chi trich, nhit 1a tir 60.000 ngudi Lithuania sdng sot tir nhitng trai lao dong cua
Stalin. Di v6i ho, Vuon Diéu khic X6 viét 1a mot nd luc thu loi kéch cdm tir nhirng ndi dau va sy
d6i bai ctia con ngudi. Du sao di nita, Malinaukas van khong hé lung lay. La mot cyu do vat, cha da
bi mét tich trong thoi ky Kinh hoang Do, ong ta qua quyét rang moi ngudi can phai thudng xuyén duoc
nhic nhd vé nhirng ngay xwa den tdi d6. Néu khong, su hoai niém ddi voi chi nghia cong san s& khién
cho ché d6 cii tré nén c6 thé chap nhan bdi nhitng ngudi da 1ang quén, hodc chua tirng biét vé nhirng
sy tan pha cua no. Thuc té réng ong ta kiém dugc kha bon loi nhudn tir stte thu hat du lich déy rung
ron cua minh 1 diéu khong dang ban tam.
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* Quang truong Dealey

Su suy ddi X6 viét, nhu Thé gigi Stalin chimg to rd rang, that su khong xtmg tAm véi su suy ddi
Blue Americal''. Hang ndm, c6 dén sau triéu ngudi dén thim Quang trudng Dealey ¢ Dallas, noi ho
c6 thé trai nghiém nhitng niém vui dang ngd vé viéc chay qua noi cat giit sach khét tiéng trén mot
chiéc xe limousine mui di dong kiéu Lincohn Continental. Cudc du hanh hoan tit v&i nhitng phat sting
truong da dugc thu am trude va mot cu phong nhanh vao bénh vién Parkland Memorial. Cac tro choi
board-game, cac mau nhan dinh dan xe, c4c loai ca phé, cac chuong trinh video quang c4o, 4o T shirt,
nhirng mAu nam chim trang tri dan ta lanh, nhitng birc tranh md x¢é “xac thwce”, va nhitng thtr gan lién
v6i cac sat thi chuyén nghiép ciing ¢6 day du nhu nhirng vat luu niém cta Kenedy. Khi dugc bd sung
thém v sb sach, phim va nhirng “1& ky niém” 1an thir bén muoi sap t6i, khong con ngo gi rang JFK 1a
thuong hiéu s6 1 trong linh vuc kinh doanh chinh tri. Ciing twong ty nhu su thodi lui ctia nhitng ngudi



X6 viét trong cudc khing hoang tén ltra Cuban, Thé giéi Stalin khong thé canh tranh ndi v6i nhitng thir
& Kenedyland. Hon nita, v&i Disney & bén canh, chiing ta c6 thé nga yén trong giudng minh. Vi cai
nhin d4u tién vao sy ric rdi, Mickey va nhirng tay chan bo ha ctia minh s& didu hanh t6i Moscow, vira
di vira thoi mot khic nhac quan hanh vui vé.

Cudc hanh quan Anastacia c6 thé da ngung theo cach nao do, nhung quang truong & Dallas chi 1a

mdt so dién bénh hoan trong s6 nhiéu s6 dién. Nhu Pipes da giai thich mot cach thuyet phuc, mot thi
truong rong 16n da phat trién quanh nén céng nghé muwu mo chinh tri. Roswell, Watergate, thanh phd
Oklahoma, Schaw, chuyén bay TWA 800, cac Hiép si Dong Dén va con nhiéu, nhiéu nita, 1a lia mach
cho ¢b may xay cta nhitng khach hang bi an, nhirng ké khai thac tinh yéu ddi v&i nhitng diéu bi mat,
huyén 40 va ric rdi cua ching ta dé kiém chac.l'"! Sy bi an 1a thanh t6 thir tu ctia cAu trac TEASE.
N6 an minh trong v6 s cac chién dich tiép thi bi an. Gid' ddy khéng can phai nhin, nhitng tay 1ai buén
bi mat, cac cira hang ban 1¢ map mo, cac nha thdu hic bua, nhirng lai xe gian tra va nhiing tay ban
hang tuy¢t mat dang vay quanh ban.

Hing Lee Jeans ching han, gan day d3 16i kéo sy chu ¥ t6i thwong hiéu kha té nhat cta nd bang
mot hoat dong bi mat 1én lut trén mang. Mot nhém nan nhan mang khdn kho nhan duoc ba video clip



qua email trong nhu nhitng bang yét thi dich vu ho hen gom gudc. Chung giy td md dén ndi nhirng
nguoi nhan mail lai chuyén tiép ngay chiing cho cc ban bé trong danh sach, so tay dia chi, va ca
nhirng ai ho c6 thé nghi ra. Trang web tung birng véi su e doan, va sau khi dé cho nhitng 101 ddn dai
bi nén lai trong vai thang, Lee cudi cung da tiét 10 rr?mg do chi 1a ba nhan vat twong twong dugc bia ra
cho mot tro choi trén mang. Dé choi trd choi ndy & cap do cao, cic thinh vién phai nim dugce “mi sb
bi mat” — trén thuc té d6 13 nhitng ma s6 san pham — tir nhiéu chiéc quan jeans khac nhau cta hing Lee
dang cét gidu & mot ctra hang gan ddy. Hang ngan ngudi dong ¥. Doanh sb ting 18n 20%. Thi trudng
ngay ngoai kia. Moi thtr déu dugc két nbi véi nhau.

Gidr day khdng cin phai nhin,
nhirng tay lai budn bi méat, cac
ctra hang ban Ié map mé, cac
nha thau hac boa, nhirng lai xe
gian tra va nhiing tay ban hang
fuyét mat dang vay quanh ban.

kksk

* Tro choi bi 4n

Du trd danh d6 ctia Lee to ra rat thanh cong, ké ra cau d6 cuc ky hoc bua lai 1 Steven Spielberg
doc nhat vo nhi. Cudn phim nam 2001 Tri tu¢ nhan tao ctia 6ng dugc cd dong bé“tng mot cach thirc cuc
ky sang tao. N6 bat dau voi mot cai tén gia mao duoc chén vao thé ciia mdt ngudi truy tim dau vét.
Mot cude tim kiém mdt username AOL dua ké to mo t6i mot mé cung cua nhitng web site dién cuéng,
phat hi¢n ra mot ké sat nhan, mgt chiing cur va nhiéu diéu bi an khac tiép tuc dién ra, hoan toan vuot

khoi cot chuyén ctia chinh cuén phim. Ho cang thim do sau hon, né cang tré nén quyén rii.! 6]

Steven Spielberg

Du Al khong duge xem mdt cach rong rii 1a cudn phim hay nhét cta Spielberg — n6 dem lai mot



khoan thu gay that vong 12 79 triéu d6 — chién dich c6 dong kém theo 1a mot tuyét pham cua nganh tiép
thi mang tinh muwu mo. N6 duoc quang cao mot cach hoan hao trong cong ddng choi game trén mang,
nhu mot nhan ching tai chd. N6 1 vii tru web. Tuyét tran, dung thé.

Thé nhung mot budc ngoat khac trong thé loai truy tim dau vét hap dan di 1am nd tung cac man
anh rap chiéu phim vao muia hé nim 2002. Ddi voi toan thé giéi, phim Ngbi sao may mén (Luckystar)
c6 vé nhu 1a mot giao diém gitra Gidc quan thir sau (The Sixth Sense), S6 mudi mdt cua dai duong
(Ocean’s Eleven) va Thuyét muu dd (Conspiracy Theory). Vi vai chinh 13 dién vién dang 1én
Benicio del Toro, n6 mo ta “ké may min nhat thé gidi” dang lai xe vong quanh LA dé thu tiéu ching
ctr 1y giai cho sy thanh cong khong thé giai thich duoc cta anh ta trong thi trudng chirng khoan, & céac
ban d4nh bac va ngay ca véi nhirng chudi dén tin hiéu giao thong. Nhiing cudc ruot dudi xe hoi trong
dém, nhitng hoat dong vung trom, va nhirng chiéc phi co truc thing giéu diém, tat ca nhirng thur r6i rim
da thém vao cho su quyén rii cia ké truy tim day phong céch.

Tuy nhién, khong chi khong dén sém, Luckystar chura bao gio dén noi. Du n6 c6 nhitng gia tri ctia
mot cuén phim bom tin Hollywood, va dudng nhu chic chin dem lai doanh thu cao vot, nd hoa ra 1a
mot quang cao cho hi¢u xe Mercedes SL500. Chéc chin, d6 1a mot quang cao cuc ky t6n kém, do dao
dién hang A Michael Mann thyc hién. N6 tao kha nhiéu tranh cii vé viéc nd cb phai 1a mét cudn phim
“that su” hay khong. That ra, c6 1& no dugc dua vao san xuit boi mot trudng quay ddy tinh co hoi.
Nhung, trong s6 nhitng quang cao tréu nguoi, Luckystar dugc xép vao loai thuong thira.

ek

« Colorado khoi goi tinh hi¢u ky

Can phai nhin manh réng tiép thi bi mat khong chi gidi han ¢ thoi trang, phim hay xe hoi, ma n6
cling chang phai méi mé gi. Nhitng ké bip bom, nhiitng tay lira dao va viéc khai thac tinh hiéu ky bam
sinh ctia con nguoi tir 1au da 1a mot phan ctia kho vil khi ctia nha tiép thi. Lester Wunderman chang
han, d3 ké mot cau chuyén th vi vé nhitng ngdy mo dudng ciia minh trong nganh tiép thi truc tiép, khi
ong 16 dinh vao “Hop vang Colorado™.

Du dung hay sai, tiép thi truc tiép thudng duoc xem 1a mirc thip kém nhat trong nganh tiép thi, va,
quay tré lai ndm 1975, mot trong khach hang ctia Wunderman d3 cam thdy rang can phai c6 mot budc
chuyén bién tot hon. Sau khi xem xét can than, Cau lac bd Columbia LP Record quyét dinh rr:fmg dé gia
tang dang ké con s6 nguoi dit mua, né phai thue hién mot chién dich quang co truyén hinh ton kém.

Phat ¥ mot cach dé hiéu véi gia doan ctia nha khong 16 trong gidi truyén thong rang quang cao
luon 14 t6t nhat, Wunderman thach thirc dai ly cta n6, McCann-Erickson, ting cao lugng dat mua
hang. Va thé 1a ca nudc duoc phan thanh ba khu vuc: khu vuc thir nhit nhan viéc xay dung thuong
hiéu McCann-Erickson, vé1 vu dai truyén hinh khong yéu cau phan hoi, khu vuce tht hai duoc dit vao
ban tay dy ning luc ctia bac thay vé tiép thi qua thu tryc tiép ctia chung ta, va khu vyc thir ba van giit
cac hoat dong diéu hanh nhu cil.

Con bai chi cia Wunderman, dén v6i 6ng trong mot chuyén trugt tuyét & Colorado, bao gdm viée



dit mot vach vang vao dudi mdi phiéu giao hang quang cdo. Khi quang cdo in kém nay tiét 10 ra rang
chiéc hop vang bi an nay c6 chira dung mdt bau vat — mot dia LP mién phi theo chon lya ciia nguoi
dat mua hang — sy phan ting vugt qua moi mong doi. Cac thi trrong thir nghiém ciia Wunderman tang
luong dat hang 1én 80%, so v&i cach thirc cia McCann-Erickson 1a 20%, thém nira, n6 c6 phi ton thép
hon nhiéu. Nam sau do, nhitng cai hop vang duogc cham ndi trén tat ca nhitng mit hing quang cdo qua
thu truc tiép ctia Columbia. Mot cudc sin ling bau vat qubc gia dién ra va luong nguoi dit mua ting
vot. N6 hitu hiéu dén ndi sau d6 Wunderman d3 van dung cung mot chién thuat voi nhirng khach hang
va qudc gia khac nhau, tat ca déu thanh cong nhu nhau. Cho dén tin ngay nay, nhiéu bién thé khic nhau
cua hop vang da dugc van dung mdt cach rong rai, nhu bat ky nguoi nao dang nhdp vao trang

amazon.com s& nhanh chong phat hién ra.ll!”]
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* Ban hang mdt cach bi mat

Bit chép mirc d6 va tién st cla tiép thi bi an, diém chu yéu la n6 dua trén sy bi mat. Nhitng
chuong trinh nghi su quyén ri, bi mat, kho do, giéu diém, la lung nhung c6 that, déy rac roi, kho ma
tin noi, va toan bd cac dic tinh siéu thi ngén gon cua tén khi dot da am sat JFK 1di tAu thoét trong mot
chiéc truc thing den do Elvis bin Laden 14i, 14 mot thanh phan khing khit cta tim 1y tiéu thu thé ky 21.
That vay, cai goi 1a “phong cach hoang trong” ctua xa hdi1 va chinh gié1 Hoa Ky da c6 tir ngay hinh
thanh dat nuéc nay. Tuy nhién, nd da tré nén dic biét thinh hanh trong nhitng ndm gan day, chi yéu 1a
dua vao internet. DA c6 nhiéu sd liéu théng ké duoc trich dan vé mirc d6 cua nhirng niém tin bi n nhu
thé - chang han nhu 56% dan s6 Hoa Ky tin vao cau chuyén JFK — du 161 d6n dai ciing cho rang ban
than nhirng dir li¢u théng ké do cling chi la mot mot &m muu, duge bia ra bd1 mot be dang xao nau dir



liéu théng ké nam trong co quan ddy nhitng tro ban thiu cua CIA. Haiy hira 12 ding ndi v6i bat ky ai
khéac nhe.

Qua ting mién phi:

Sw bi an

Du JFK 1a mét 1anh tu ndi tiéng bi 4an, nhiéu ngudi haim mo van khing khing cho réng nha Vua,
vang, nha Vua, moi ding 1a thé. Chét hay khong, bi giét hay khong, song tai hodc gan Kalamazoo,
Michigan hay khong, Elvis Presley van luon nong bong, ddy chat rock, van luon huyén bi nhu thud
ndo. Phai nhan rang 1& ky niém lan thir 25 cai chét khong dung ltc ctia chang vao ndm 2001 di khong
thé thuc hién —nhu v6 s6 nha thudt sé hoc (numerologist) mong chd - tuy nhién né da ching to mot
cach thuyét phuc rang than thé cta Elvis ¢ thé roi khoi toa nha nhung linh hon cua chang van dang
tiép tuc du dua, dong day day linh hoat.

Trong sy dién cudng vy quanh nha vua cta mot thoi va cua tuong lai, c6 doi khi ngudi ta quén
khudy di rang chang di mic ng hau nhu moi thir vdi Hoang dé cua Su bi an, Qudc vuong ctia Su hdi
hop, Ong bau cua Su quyén rt, Pai t& Tom Parker. Ngay nay, Parker dugc xem mot cach rong rai nhu
mdt nhan vit muu mo xdo quyét, ké di thao ting mdt cach tan nhan thién tai Am nhac vi dai nhét cua
thoi ky hau chién.[''8] Ngai Pai ta, nhu truyén thuyét ké, da hudng nguodn sinh lyc ddi dao ciia Elvis
vao mdt loat phim Hollywood tdi &, ngy cang t& hai hon theo thdi gian. Ong d3 giam him chang
trong bau anh sang ruc r& hao nhoang ctia Las Vegas, dé chiu theo thoi quen c& bac ciia chinh minh.
Ong tir chéi khong cho phép Elvis duge di luu dién & bén ngoai nudc My, vi mot thuc té rang ban
than ong 1a mot cu dan nude ngoai bat hop phap.Ong sa thai hai nhac si vo song 1a Lieber va Stoller,
roi dong vién Elvis thu Am mot loat album cuc ky Gy mi, tinh cam roi ram. Ong khong chi phan dbi
budi nhac hdi quay lai ¢6 dién cta Elvis vao nim 1968, noi nha vua mubn léy lai chiéc vuong mién
hoang dé rock’n’ roll cua chang, ma con cd géng bién no thanh mot sy kién Giang sinh dac biét ngot
ngao. Ngoai ra, vao nhing thang dau nim 1977, 6ng ap dung mot lich biéu dién c4 nhdn mang tinh
trirng phat d6i v&i siéu sao quan tri va mét moi ndy. VA, trén tat ca, ong rat kiét nhirng khoan thu nhap
ctia Elvis, bo mic chang trong tinh trang khd nghéo ting trudc khi chang chét vao ngay 16/8.



Du hau hét nhitng 16 chi trich doi véi ngai Pai ta déu chinh ddng — 6ng 13 mdt con cho sin, khong
can phai néi — ciing ding khi néi rang néu khong c6 Parker thi Presley chi nhu mot dém sang 1ap 1oe
trudc gid. Chinh thién tai tiép thi ctia ong di bién Presley thanh mdt trong nhitng ngudi vi dai nhat, c6
thé noi thé, trong lich st nhac binh dan. Khi Pai t4 dua Elvis vao dudi doi canh ctia minh, c6 nhiéu ca
s va nhac cong c6 tai ning twong duong dang vuon t6i thé loai nhac blue sau nay trd thanh rock and
roll. Su du thira tré nén thira thai. Su twong dong vé chirc ning thing thé. C6 rét it khac biét dé chon
lua gitta ho. Nhung trong khi nhitng nha tién phong nay nhanh chéng bién mat vao cai vuc tham vo
danh, Parker chic chin réng Elvis s€ c6 mot sy nghi¢p lau dai va ruc rd. Cho to1 lic mAt vao nim
1977, nha vua di ban ra khoang 400 album va doanh so sau khi chang mat con vuot xa con s6 d6. Hai
muroi ndm sau cai chét khong dang co ciia Presley, cai thuong hiéu Elvis van con cuc ky thu hat trong

thi trudng 4m nhac, nhu album sd 1 gan day cho thay.[!1]
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Chéc chan, su si nhuc gan cho Pai td mot phﬁn l1a bdi con nguoi dang s¢ trong 6ng; mot phﬁn do
hanh vi tho bi clia dng sau cai chét ctia nha vua; va phan khac do cam giac ring theo cach nio d6
Parker di v& duoc mot con ga dé trimg vang va sau d6 da nho 16ng nd dé 16t 6 cho minh. Néi cach
khac, ong 14 ké gip may. Tuy nhién, su may man, khong hé hoic dinh dang rat it tGi chuyén nay. Pai t
12 mot trong nhitng nha tiép thi sic sao nhat vao thoi dai cua ong. Kha 1au trudce khi gip Presley, 6ng
dd dua Eddie Arnold va Hank Snow 1én tam véc quéc gia trong linh vuc am nhac. Ong la mot nguoi
sanh soi di dau doi vi Royal Amarican Shows, mot ganh xiéc luu dién 16n. Tai ddy, 6ng da nghi ra
moi kiéu quang cdo day sang tao dé 16i kéo cac khan gia cta thoi ky Dai suy thoai (chang han nhu
nhirng budi hon 1¢ trén vong du quay). Ong 1a mdt trong nhitng nha t6 chirc biéu dién dau tién thu hat
su tai tro thwong mai (bang cach thuyét phuc Kroger bao trg cho nhitng chuyén luu dién cua chuong
trinh Grande Ole Opry trong thdi chién) va to ra 1d0 luyén khong kém trong linh vuc tiép thi chinh trj
(ba théng doc tiéu bang dd phong ham “dai t4” danh dy cho 6ng). Ngay cé trong thoi gian khét tiéng
xau véi tu cach mot chinh tri gia ¢ Florida, Pai ta van thé hién mét su tinh nhay kho ma tin noi ddi
vo1 viée kéu goi tai trg, cac dy an nuéi thi va nhitng nghé tay trai khac dat khoat 1a dang ngo nhung
thu nhap kha.l120] Thé nhung vo1 moi thu doan am mudi, ranh ma, Pai ta Parker c6 mot biét tai vo
song. Chién luoc tiép thi Presley cta 6ng duwa trén cic nguyén tic tiép thi tréu nguoi rang su thiéu
Véng khién trai tim thém thém mubn, réng su bat kha dat duoc gia tang n6i khat khao, réng su tir khude
khot goi sy tan tam, réng sy bi mat tao ra hang tri¢u do la.l'21] Ty do, ong nghiém khic han ché sy
xuit hién clia Presley, ong than trong gidi1 han sb luong chét liéu dugc thu am, ong lién tuc dua nha
vua ra khoi vong hoat dong, dang chu y nhét 13 trong hai nim quan dich cua chang, va 6ng ludn bao
dam rang khach hang ctia minh — nhirng nguoi hAm md va cac giam doc hing thu 4m — phai van xin
thém mai. Giita ndm 1960 va 1968, Pai ta ép Elvis dong ba cudn phim mdi nim, di kém theo mdi



cudn phim 13 mot dia album, dugc quing cdo am T va ngay tirc khic sau d6 1a mot thoi ky an dat bi
mat dai bon thang, dé gy dung lai niém mong doi ctia khan gia. That s, nhitng live show ctia Presley
déu dya trén chinh tién dé d6. Chiing bao gdm nhitng phan ngin, sic sao; vo s6 nhirng hanh dong khoi
ddng giup nang cao 1ong ky vong cua khan gia; nha vua tréu gheo va nhir cac fan cia minh bang cach
tho ra rdi lai gidu di ct ngody mong dic hiéu ctia minh; va, trong 1an phat hinh du tién ctia chang vao
nam 1958, ca nude nin tho chd Elvis trinh by ban Pelvis 1an dau.[122]

Khéc xa v6i viée tan thanh cac nguyén tic 1dy khach hang lam trong tAm, Pai ta Tom Parker bién
san phém cua ong thanh cai khong thé dat dugc, mot thir trai cAm Am nhac chi xuit hién mot cach gian
doan, dy quyén rii, khién nguoi ta phai say mé. Elvis c6 thé dd ngdm nga “Pung ac doc”, nhung Dai
t4 1am lo nhitng 101 nguyén ria cta chang. Ong ddi dai voi khan gia ctia nha vua mot cach ti tién va
gitt chit sy dam mé ctia ho. Ong hiéu 16 ring su bi 4n 14 bi quyét cua thanh cong.

skksk

e Cam on nhi¢u.

Tir mot tAm nhin mang tinh tiép thi, vin dé quan trong khong phai 1a that sy c6 mot diéu bi an gi
nam dudi mot cau d6 hay khong, hodc c6 nhirng muu md gi trong cac sd liéu thong ké, ma 13 mot thuc
té thd bao rang nhirng bi an da thiic day thuong nghiép chuyén dong. Toi cong nhan véi ban rang phan
160 cac cudn tiép thi gido khoa thu déu khong vén mé duoc diém trong yéu ndy. Toi chua tim ra mot
thdo luin ndo vé cac chién dich tréu nguoi, dirng néi gi dén nhitng binh phém vé viéc tao ra su bi an,

trong cac vin ban tiép thi chinh quy. Ban than diéu nay that ddng ngd, toi chic 13 ban déng ¥ nhur thé.
[123]

Nhing bi &n thic day
thirong nghiép

chuyén ddng.

Nhiéu cong ty, may min thay, di 1am ngo cac cudn tiép thi gido khoa thu d6 va sung sudng danh
vao tri tudng twong bi 4n ctia khach hang. Hiy xét qua cac cong thirc “bi mit” ciia moi thuong hiéu
thuc phim va thirc udng nhu Coca Cola, Heinz Ketchup, Kellogg’s Frosties, Mrs Field’s Cookies,
Brach’s Chocolate Cherries, Gray Poupon Mustard, va nhiéu hing khac. Hiy xét qua nén cong nghiép
my pham (bi mait cta tudi tré), nganh kinh doanh dugc phdm (bi mat clia strc khoe tt) va nganh du

lich (bi mat tiém an sau mot dia diém dic biét).[124]

Hay xét qua nganh kinh doanh tang vat - nganh
dua vao nhirng bi mat, sy ngac nhién va su ban thudng bi tri hoan mot cach kho so - trong nhitng co
hoi trao tang vat nhu 18 Giang sinh, sinh nhat, ngay Tinh yéu.l'>S] Hay xét qua nganh tu van quan tri,
noi moi Tom, Dick va Harry déu muén chiém hitu bi mat thanh cong ciia cong ty, nhung khong ngudi
ndo that su 1am duoc diéu ndy. Cling hiy xét qua “nhirng bi mat” thwong mai ciia cic nha budn chau
béu, céc cira hiéu ban xe hoi, nhitng tho stra TV, nhitng chuyén gia xir Iy may tinh va dai loai. Hau nhu
khong co ngoai 1é, ho déu khai thac bi quyét nha nghé ctia minh, thuc té 1a rat it nguoi trong xa hoi



cong nghé cao ngdy nay that sy biét dugc cach thirc hoat dong cua nhitng thir ndy, dimg ndi dén cach
sira chita ching, dé kiém chic mot mén tién to. Nhiéu nguoi 1am diéu d6 khong chit do du, nhu phan
tich c6 dién ctia Blumberg vé Xa hoi Loai an thit da chirmg minh mdt cach dang budn. Tuy nhién, thuc
t& don gian ctia van dé chi 1a viéc ban sy bi mat.l'2] Luon 1a thé. Ludn sé& 1a thé.
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e Cong tir Liém Ngén Tay






Trong sd tat ca nhitng nguoi ban su bi mat, khong c6 ai thanh cong hon Harland Sanders. La
nguoi sang 1ap Kentucky Fried Chicken, Sanders ban 1¢ nhirng diéu bi an. Ong phat hién ra “su pha
tron bi mit ctia mudi mot thir rau c6 va huong vi” da dua cong ty cta 6ng 1én hang bt tir vé cong viéc
bép niic. Ong sang tao ra mot phuwong phap bi mat trong ché bién gi ran va dua ¥ niém niy vao mot
trong nhitng nganh fast food 16n nhat ctia moi thoi. Ong bia ra mot Pai t Sanders — mdt quy dng mién
Nam c¢6 b rau dé, ludn cudi mim — cho t6i tin hém nay van duoc in 1én moi hop san phém cua hang
thire an KFC. VA, ban thin 6ng 12 mot trong nhirng nhin vat la lung nhat di t6n vinh san khiu thuong
mai. Cudc doi ky la cua 6ng xtng dang c6 mot vi tri trong Tin-Hay-Khong Tin-Piéu d6 (Belive It-Or-
Not) ctia Ripley. Ong that sir 14 mot con nguoi tiép thi day bi mat.

L4 nguoi doat giai Horatio Alger nim 1965, Harland Sanders 1a mot kiéu mu cta gidc mo My. [t
ra 12 & bé ngoai. Ong chao doi & mot trang trai nhd ngay ¢ ving ngoai 6 Henryville, Kentucky ngay
9/9/1890. Cha cua 6ng, mot ngudi hang thit, chét khi Harland vira méi 18n nam. Dé kiém séng, me Ong
phai t6i lam trong mot xuong dong hop ca chua va thuong kho co thé trd vé& nha vaodém. Thé 1a
Harland phai chdm s6c cho em trai va em gai ctia minh. Ong hoc cach niu nuéng va lau don. Ong bo
hoc dé chim soc hai em. Va khi me ong tai hon sau d6 it 1au, nguoi cha ké doc tai tong co ong ra
duong & ltra tuéi muoi hai, voi tat ca clia cai nghéo nan dyung trong mot cai vali bang cac tong.

Trong bon muoi nim sau d6, 6ng 1am hét viéc ndy sang viéc khac. Tho hoa xa, ngudi ban bao
hiém, luat su bao chita, ngudi 14i pha. Nha san xuat dén a-xé-ty-len, chu tich phong thwong mai, dai 1y
v6 xe Michelin, chu tram xdng. Ban ctr ké tiép di, 6ng da 1am hét moi thir d6. Poi khi thanh cong, da
s6 that bai. Tuy nhién, budc ngoit da xudt hién khi 6ng mé mot nha hang gia dinh gan tram xing cua
minh tai Corbin, Kentucky, tiép giap voi qubc 16 US25 dong ngudi qua lai. Nha hang nay to ra rat
duoc uva chudng, n6 giap Harland dat duoc phong ham Pai t4 Danh du vao nam 1949 — va nhan hiéu
i ran cta n6 dugc nha phé binh thire phim ndi tiéng Duncan Himes, trong s6 nhiéu ngudi khac, ca
ngoi hét 10i.

Khéng may thay, ché bién thit g 1a mdt nganh kinh doanh chdm chap, 1ang phi va 16n x6n. N6 gy
ra vO sb nhirc diu cho ai mubn sép xép n6 trén mot nén tang thuong mai. Du sao di nira, vo1 su trg
gitip ctia nhitng dau bép mdi — va vo sb nhitng cudc thir nghiém thit bai — Sanders da phat minh ra mot
phuong phap ran ga khong nhirng chi gitr lai duoc huong vi va cdu trac cta thit gd ma con c6 thé ting
nhanh toc d6 ran. Nong sdt, ngon lanh, va dugc ném ném nhitng gia vi bi mit, mon ga ran cta Dai ta 1a
mot thir thirc 4n nhanh thanh céng. Cong viéc 1am an phat trién a0 a0 va ong trai qua ky nghi tai hoi
nghi thudng nién nim 1952 cta Hiép hoi Nha hang Qudc gia & Chicago. Tai diy 6ng di gip Pete
Harman, chu mot nha hang nhé ¢ Salt Lake City. Ho ban bac v6i nhau, va y tudng vé hoi vién cua
cong thirc bi mat di nay ra, cubi nim d6 chudi cira hang Kentucky Fried Chicken ctia Pai t4 Sanders
ra do1 va di vao hoat dong voi Pete Harman 1a hoi vién dau tién.

Khi co may cudi cung xuat hién, Sander d3 65 tudi va ong chio dén nd nhu mot ngudi ban lau
ngay that lac. Ong ghé qua hau hét moi nha hang ven duong & mién nam dé chio ban tu cach hoi vién
dic quyén vé ga ran. Du cong viée lam an khoi dong rat chdm — cac tur cach hoi vién thuong bi tir



chéi — Harland s& chang 14 gi ca néu khong phai 1a mdt doanh nhan tai ba. Puogc sy tro gitp va tiép
tay cia Dave Thomas, nguo1 tirng vuon to1 danh vong va giau ¢6 voi tu cach nguoi sang 1ap Wendy’s,
cong thirc bi mat ctia Sanders tr& thinh dau dé ban tan trong nganh kinh doanh nha hang. C6 mét diéu
chic chin, nhirng ndm 50 la tho1 hoang kim cua cac hoi vién fast food; cong cudoc mé rong tién rat
nhanh, va nho su ¢o dong sic sao cua Pai ti, FFC m& rong nhanh hon hau hét. Téi dau thap nién 60,
chubi ctra hang da 1én téi 300 diém ban 1, viéc mo rong ra pham vi quéc té bat dau, thuc ra do chinh
cac hoi vién di ty minh rao ban, va ong gia 75 tudi quyét dinh khoi kién. Ong ban lai tip doan vao
nam 1964 véi gia 2 triéu d6, cac chii nhan méi bién t6 chirc mot ngudi clia ong thanh mot tip doan da
qubc gia hing manh va véi su giup strc ctia Dai ta v6i tu cach mot phat ngdn vién ling 1y tiéng tim,
KFC di tir thing loi ndy dén thing loi khac. Khi chudi cira hang lot vao tay Heublein vao nim 1971,
dé qudc ctia Sanders di trai khap 48 tiéu bang va bao gdm hon 3.000 cira hang ban 1¢. Ong xtng dang
dugc nodi tiéng; mdt cudn phim vé nhan vat c6 that cla Hollywood da dugc san XUAL; ong l1a ban cua
cac vi tong théng va cac siéu sao; mdt vién bao tang hién ting cho “cong dan Kentucky ndi tiéng nhat”
duoc md ¢ Corbin; 6ng qua do1 nhu mot anh hung ndm 1980, & tudi 90, va dugc ban ting 1& quéc
tang. Xin tam biét, bép trudng.

skeksk

* Da hé 10 - Bi mat cia nhirng Gia vi bi mat

Tuy nhién, dil v&i moi gan két rd rang cua Harland Sanders véi 1y tuong My, cling c6 mot mét toi
& 6ng. Ong 1a mdt khéi mau thudn, mot bi an tiép thi bang xwong bang thit. Ong c6 mot tinh khi néng
nay, nhung nhirng con ndi gian ctia ong thudng dugc bo tri dé phuc vu cho mot muc dich. Ong chiu anh
huong cuia nhitng con ngudi chit phac nhung lai 13 mot ngudi 6 trinh d6 cao. Ong t6 ra héi tiée vi
viéc wa thich ruou, thé nhung ngudi ta bao rang ong da nho tdi nhitng tay ban ruou lau trong thoi ky
cam rugu. Ong 13 nguoi c¢6 dao, thé nhung lai chiri thé nhu mot anh linh ky binh dang ndi quau. Ong 1a
mot nha v6 dich vé cac gia tri gia dinh, thé nhung ong ciing 1a mot huyén thoai vé su phong dang. Ong
tung ban bi thuong mot ddi thu canh tranh & Corbin, thé nhung lai dugc tha béng. C)ng la mot nguoi
hién ting hao phong cho cac muc dich y khoa, thé nhung 6ng lai wa dung nhitng tht thudc lang bam.
Ong ludn dé thwong véi khach hang thé nhung lai ddi xir voi nhan vién mot cach ghé tom. Ong béan
cong ty véi mot gia cao va kiém dugc kha bon véi vai trd dai str, thé nhung lai cong khai chi trich
nhirng ngudi chi méi va cac san phdm cua ho trong vo sd dip. Va ong bénh vuc cho cach tiép céan
siéu-hiéu qua, hop 1y, thé nhung v&i tu cach mot hdi vién hoi tam diém subt doi va mot ngudi dé tin
vao siéu nhién, ong da ra nhiéu quyét dinh quan trong dinh dang téi cac chiém tinh gia va cac 1y thuyét
gla am muu.

Nhirng thtr khong thé hoa hop v6i nhau d6, mia mai thay, lai cong thém vao thay vi lam giam bét
di bau khong khi tiép thi than bi ctia Sanders. Nhitng mau thuan hién nhién ctia ong quyén rii moi ngudi
va nhirng 101 d6n dai dugc théu dét xung quanh Pai ta co ¥ nghia 1a thuong s& c6 mot diéu gi do dé
ndi téi. Vi moi khuyét diém cua minh, Pai ti bdo dam rang luén c6 nhiéu diéu dé thién ha thao luan,



tranh cdi va simg sot. Ong 12 mot bac thiy vé thudt quang ba va nim bat co hoi. Tir nhitng ngdy dau
cua minh vdi tu cach 1a mot ngudi ban vo xe Mitchelin, khi 6ng khiéu khich nhitng ngud1 ban hang
cua cac thuong hi€u ré hon lao vao nhitng cudc canh tranh quyét liét, cho t&1 Ho1 nghi Dang Dan chu
nam 1972, khi moi dai biéu dugc dua cho mot hop ga ran va mot luong khan gia truyén hinh khéng 16
da ching kién mot don thay thé san pham bac thy, Pai ta ludn c6 mot con mit chinh xac cho co may
tiép thi cha yéu.['?”] Ong da cach mang hoa nganh kinh doanh nha hang gia dinh v&i nhirng ban thyc
don in ra hon 13 do hau ban gi6i thiéu. Ong quang ba tram xing dau tién héo 1anh cua minh biang cach
— tin ndi hay khong — cung cip dich vu d& dé (c6 thé noi, dy 1a chién dich tiép thi théng qua tir cung
dau tién ctia thé gii). Luc ndo ong ciing ding mot chiéc xe Cadillac tring, ngay ca khi ong khong co
du tién dé d6 day binh xdng. Ong ban y tudng KEC cho cac hoi vién trién vong véi mot hinh twgng rat
ddi Cudn theo chiéu gid, trong d6 vo 6ng dn mic nhu Scarlett O’Hara con 6ng thi tht vai mot Rhet
Butler tam tam.

V&i moi khuyét diém clia

minh, Pai ta bao dam

::> réing Iudn c6 nhiu didu dé
thién ha thao luan, tranh
céi va strng sot.

Thém nita, vao nhirng ngay dau cua nganh truyén hinh, Sanders xuat hién trong vo so talk show va
game show. Vi du, 6ng xuat hién trén chuong trinh ctia Johnny Carson v&i mdt cai hop ma ngudi ta
cho 13 dung 2 triéu d6 tién ban cong ty cta 6ng. Ong dién mot tran danh nhau véi mot ddi tha canh
tranh khac trén chuong trinh ctia Merv Griffin va, duong nhién, da gianh chién thing vao hom do.
Céch thé hién “liém ngén tay ngon 1anh“ ctia dng trd thanh mot cum tir cira miéng khip ca nude vao
nam 1965, cung cép mot cach tuy€t hao nguyén li¢u cho nhitng hoa si v& tranh hoat hinh, nhirng kich s1
dang 1én va nhirng cay but viét chuyén muc trén nhat bao. Ong sang 1ap va giang bai & dai hoc KFC,
noi 6ng tuyén md nhitng hdi vién mdi dé giang gial vé nhitng bi mét cla tién trinh chuan bi da duoc
cap bang sang ché ctia minh, néu khong phai vé nhirng bi mat ctia hdn hop rau co va gia vi. Noi cach
khac, ong ban chung trén sy ton tai ciia mOt bi mat va khi da thuc hién diéu nay, co thé tinh nhitng
khoan tién hoc viéc 16n cho cai von 1a nhitng thianh phan ré tién thuong nhat. Mot cude diéu tra cia
Poundstone vao nim 1983 vén md ra rang “cong thirc bi mat” ctia KFC khong gom thir gi khic hon 1a
mudi, tiéu va bot ngot. Bi mit ctia cac thanh phan bi mat 1 cha ¢ thanh phan bi mét ndo ca. Bi mat
that sy cua KFC la: ngai Pai ta 1a mot ong bau siéu viét va mot bac thﬁy ngoai hang trong thuat tiép thi
tréu nguoi.

kksk

. E, Presto!
Vay, su bi an 1a mot ky xdo tiép thi hiéu qua. N6 khong chi hdp dan nhitng khéch hang trién vong,
nhu Khong quin Hoa Ky gin ddy dd chémg minh v6i chién dich tuyén quan “Ban c6 thé giir bi mat



khong?” (hoan tit v&i nhitng hinh anh ctia céc tay phi cong ném bom 1én 1at), ma nd con c6 hiéu qua
twong duong trong cac tinh hudng tiép thi ndi bd. Theo cudn sach bestseller vé quan tri Built to Last,
nhitng co quan ngoai giao bi mat cua Disney, P&G, IBM, McKinsey, Nordstrom, vv... da gitp cho sy
nay nd clia nén van hoa sing bai ma cac cong ty d6 thich thu.Su cng hién cho bon phan, thai do kién
quyét, va su tan tim tuyét doi danh cho muc dich ctia cong ty 12 mot két qua ctia nhitng thi tuc nhap
mon dan téi tin hiéu ky cua chiung. Khi nhitng 16p bi mét nha nghé ctia tip doan da duoc 1an lugt vén
1én, nhitng tay 130 luyén ngy cang tin chic rang hé niém tin ctia cong ty 1a dang tin, 1a tot nhat. Tiép
thi nd1 by c6 vé nhu it dat trong tam vao khach hang hon vao viéc tiét 16 ra rﬁng vii khi bi mat cua
cong ty 13 sy tan tim cta n6 d6i v6i khach hang. Liy khach hang 1am trong tim khong phai 1a bi mat
thanh cong ctia cong ty, su giit bi mit mdi 14 yéu t6 chii chdt dé khiac sau viéce 1ay khach hang 1am
trong tAm (hay bat ky mot dinh huéng to chirc ndo khac). Mot chuyén tAm phao di tré thanh mot
nguyén tac nhu thé do.

Nhing bi mat cla sw
kin ddo 1a gi, t6i nghe

ban hoi? Né hoat
ddng ra sao?

Nhung bi mat cta sy kin dao la gi? -T61 nghe ban hoi - N6 hoat dong ra sao? Vang, d6 1a bi mat

128] Chi can noéi rang Su kin déo

nhd bé clia toi, va, dang budn thay, toi da thé s& gitr kin chi dé nay.!
bao gdm Tinh la lung va Tinh la ling dwa dén Su quyén rii. Sy kin ddo khong nhat thiét can dén mot
van ban tai li€u, nhu cong thirc bi mat cia Coke dugc khoa kin trong chiéc hop Atlanta huyén thoai,
cling khong can dén mot nghi thirc bat kha xAm pham, chéng han nhu bi mat kinh doanh ciia mot nha
kinh doanh y phuc, trong d6 nhitng bo d6 dit tién nhat ludn duoc trung bay trude tién.['?%] Thong
thuong, chi Tinh la lung thoi 12 da da roi. Mot diéu gi d6 khac thuong, mot diéu gi d6 khong theo quy
tac, mot diéu gi d6 khong dung kiéu, c6 thé khoi goi sy cha v, kich thich tinh hiéu ky cta moi nguoi,
khién ho phai thic mic rang cai gi dang dién ra va, quan trong nhét, khién ho phai ban tin vé né véi
nhitng nguoi khac, 161 t&i luot ho lai thuc hién diéu tuong tu. Su roi tri dam chdi. Su quyén i tang
nhanh. Sy phurc tap nay no.

Vé mit ndy, Cialdini da chi ra mot cach thuyét phuc rang bang cach nao mot hanh dong don gian
nhu 13 nhin 16n mot cao 6c lai nhanh chong thu hit mot ddm dong nhitng ké to mo. Pung nhay 1én!
Harry Reichenbach hién thanh — ngudi tao ra vu 16n xon Budi sang thang Chin -d4 bién mdt ctra hang
ban thi cung é khach thanh mét co s thinh vugng chi bang mot viéc lam don gian 1a dat mot cai bon
nude ngay ¢ cira so trung bay va cho vao dé nhitng “con cé v6 hinh” (mét cai bom duoc gidu kin 1am
cho mit nuéc thinh thoang lai gon song lan tin, nhd d6 thuyét phuc duoc nhimng ké tham quan hoai
nghi). Nike, chir khéng phai ai khac, 13 mot phién ban thé ky 21 ctia cting mdt hién twong voi nhitng
bién quang céo giy lung ting, nhitng to roi quang céo, va nhiing ctra so trung bay cac doi gidy Presto.
Hai thiéu nién di giay Presto nam ué oai trong mot san sau, mot dira ndam wdn ra mot cach biéng nhac,



dta kia nam nghiéng ngudi. Mét 1t vi ging qua stirc? Ngu gt sau budi tiéc dém qua? Bi mot ngudi
hang xom thich binh an va yén tinh dau doc? Nhitng ké xdm pham s& hitu tu nhan dang tra gia? Ai ma
biét duoc. hiy click vao nike-presto.com dé tim hiéu thém.

Tinh la ling 1a mot phuong cach dé lan truyén t6i nhitng ngudi xem chuong trinh chio hang ctia
TiVo trén dai truyén hinh — khién cho tiét muc quang céo tré nén bi an dén mirc ngudi tiéu thy mudn
ghi lai va chiéu lai n6 — nhung su quyén rii ciing c6 thé dat hiéu qua bén trong twong duong. Su phoi
bay cudc séng vui nhdn ctia Mike Daisy trong nhitng phong chim séc khich hang ciia Amazon.com hé
16 ra rang tiép thi noi bo ciia Jeff Bezos bao gom nhitng cudc hop nhdn vién cuc ky lalung goi 1a
nhirng All Hands Meetings. Bezos khong chi hip dan khach hang cua ong thong qua nhitng cai hop bi
an, nhu ching ta tirng thay, 6ng con xay dung 1ong tin tim ddi voi cong ty thong qua su vo nghia chira
day y nghia. Ong ta hiéu rd, c6 1& nho truc gidc, rang tinh kin d4o va tinh la ling gitp gia ting lugng
khach mua hang va cac ddi tac. That su, néu ciu db Presto 1y thu cua Nike 1a mét d4u hiéu bat ky nao
d06, cac chién dich tiép thi trong nhirng nim sap tdi s& con gy to mo, nhiéu bi an, nhiéu hdi hop va bat
ngd hon nira. Tham chi n6 con co6 thé dat téi mot giai doan that su la Iung, khi nhiing cubn tiép thi gido
khoa thu bit dau bao gdm nhirng chuwong khong duoc thong bao trude, ciing mot loai véi nhitng track
an trong cac dia CD, khéng phuc vu cho muc dich nao khic ngoai viéc tréu cot nhitng doc gia ngdy tho
va thoi thic nhitng nha binh luin khuéch dai su quang cdo theo mdt cung cach bi 4n phu hop.

Chiac chin 1 khong. Cac nha binh luan khong thé dé dang bi xo miii nhu thé. Phai khong?

Mot kich ban tuong tu dugc thu nho la muc quang cdo Pepsi cua Britney Spears trudce giai Oscar
2001, ban than n6 1a mdt twong dai ky niém véi su suy doan mang phong cach hép dan va hao hirc
xem ai s& 13 ké thing cudc may man. Nhitng ngudi wa chudng cac muc quang céo tréu nguoi, an tugng
hon dang theo d5i muc quang cédo Pepsi ctia Britney, da bi theo ddi nhiéu tuan trudedé. Ngoai ra, ban
than muc quang cao tuyét voi nay da 1én dén cao trao voi su xuat hién khong hé biét trudc ciia nha rao
hang tho1 vy ctia Pepsi, nha tinh nguyén thir nghiém Viagra dugc tan tung, va c6 mot thoi gian thuong
nghi si My, Bob Dole, dugc thé hién 12 dang theo ddi muc quang céo trong lic cdm mot lon nudc ting
luc va dang ghi chu gi d6 véi mot (phong doan) cay but chi duoc chudt nhon. Oi chao, t6i d3 xac nhan
chit lwong cho nd thém 1an nita roi.

skeksk

« San xuit sy cam d6

Nhu Britney da chung to rat rd — va vo sb nhirng thong diép “ban tinh duc™ khac chirng thuc — su
cam dd 13 mot phan khong thé thiéu cta tién trinh tiép thi. Phai thira nhin ring, v&i nhiéu nha tiép thi
theo cach nghi truyén théng, yéu td then chét dé thanh cong bao gdm viéce thiét 1ap nhirng mdi quan hé
1au dai, ca hai bén cung thoa man v6i khach hang. Long trung thanh, 1y tudng nhat 13 1ong trung thanh
subt doi nguoi, 1a ddi twong cudi ciing cua tiép thi. Gid day, tat ca nhiing diéu nay déu tot dep. Tham
chi con qua kha 4i nira. Tuy nhién, nd dua trén mot gia doan sai 1am rang ca hai bén déu cam nhén
theo cting mot cach d6i v6i bén kia. Khong may thay, nhu mot quy luat, khach hang khong yéu thuong



139 Ho nhan thire rd vé nhitng muu meo xun

gi cac nha tiép thi, noi gi dén ton vinh va tuin phuc ho.l
xoe, su tu ha minh gia tao, va nhirng 101 tuyén bd tuyet doi dang ngod cua ching ta vé tinh yéu khong hé
voi can. Kha nhit, ho xem chung ta nhu 1a loai sau bo quéy réy, va té nhit 13 déy doc td. Do do, van
dé 1a chiing ta phai 1am sao dy dé xoay chuyén tinh thé va lam cho ho yéu mén chung ta, muén chiing
ta, can ching ta? Khong thé bang cach ty ném ching ta xuéng chan ho, hodc rai 1én nguoi ho nhiing
qua ting mién phi, du diéu d6 c6 thé hitu hiéu trong mot giai doan ngan han. Ching ta phai lam cho
cac ddi tac gia dinh phai nga theo ching ta — mot cach chan that, dién cudng, sdu ddm — bat ké nhitng e
dé tu nhién ctia ho. Ho phai bj cam d6. Ho mubn dugc cam dd. Ho khat khao dugce cam dd. Ho mong
moi dén tuyét vong dugce cam dd.

Nhw mat quy luat, khach
hang chang yéu thwrong

l::> gi cac nha tiép thi, noi gi

dén tén vinh va tuan theo
ho.

To1 phai thtra nhan vo1 ban réng voi su cam dd con c6 nhiéu thir khac ngoai tinh la lung va su bi
an. Tuy nhién, nhu vo s cudn sach va bai bao vé nghé thuit tiép thi xédc nhan, tinh bi an, tinh hiéu ky,
sur hép dan, sy mé hodc, vv... 1a khong thé thiéu duoc ddi véi nhitng nd lvc mua chudc cam tinh (xem
Qua ting 10). Viéc thiét 1ap nhitng khuén miu hy vong va tuyét vong; gia ting long khao khat, thic day
nhitng niém ky vong, gieo nhitng hat giéng gay rdi tri;dung thi doan dé lira bip nan nhin; choi trd choi
“anh-dy-yéu- minh, anh-ay-khong-yéu-minh” ciia mot nang lam dom; luan phién thoi nhitng ludng gi6
nong va lanh, néi chung, dem t&i mot bau khong khi bi an, huyén hodc vasay mé 1a nhitng phan khong
thé tach roi cla tién trinh tao ra sy cam do.

Qua ting mién phi:
Tiép thi cé tinh cam db

Su cam dd, nhu thién ha bao, 14 mdt tién trinh g6m c6 bbn giai doan. NO co thé duoc ap dung cho
moi thur, tr nhitng quan hé nhuc duc cho td1 cac chién dich bau ctr. Bill Clinton ¢6 nd trong nhirng con
bai pich. Sad Al Gorethi lal khong c6. N6 1a mot tién trinh duoc thue hanh mot cach dic biét ranh ma
bdi nhirng ké hay thi thim trén dai 16 Madison, nhitng ké thim chi khom lung xudng thdp hon nita dé
ludn lach vao ¢di vo thirc ctia nguoi tiéu thu. Bon giai doan d6 1a: (1) khudy dong su chi ¥ va long
ham mudn; (2) tao niém vui tha va sy réi tri; (3) dao sau tac dong; va (4) tién 1én dé ra don sat thu.,

Giai doan Mot: Khudy dong su chu ¥ va 10ng ham muén. Theo cac chuyén gia cam dd, chi yéu 1a
phai nghién ciru ki con moi va xac dinh ai c6 kha ning dé bi anh hudng béi su mé hodc riéng biét ciia
ban. Nén tiép can ho mot cach gian tiép, thay vi truc tiép (nhu thudng 18), bai 18 qué truc tiép s& tao



nén sy cudng khang kho ma khic phuc. Mot khi ddi tuong da bi cudn hat vao mot cam giac sai lam vé
su an toan va bi hép dan mdt cach mo hd véi sy hién dién cua ban, nén khuéy dong su cht y cua ho.
Mot 1an nira, nén tranh sy rd rang bang moi gia. Nhitng dau hiéu pha tron — tho kéch va diu dang,
nguyén so va tho mong, néng va lanh — tao ra chiéu sdu, choc vao tinh hiéu ky cua nan nhan va gieo
nhitng hat giéng 1am ri tri. Mot bau khong khi bi an bat dau bao quanh ban khi d6i twong bi cuén vao
quy dao cua ban.

Giai doan Hai: Tao niém vui tha va sy rdi tri. Nén nhd, vao cudi giai doan mot, ho dang ria mdi
chtr chua nudt moi cau. Long ham mudn phai bi khqu dong nhiéu hon nita béng sy 4m chi, sy mo hd
va nhirng ddu hiéu 16 md cta nhitng diéu ky diéu sip hién ra. Ho phai bi lam cho ndi mau td mo hét
muirc dé khic phuc nhitng ngd vuc va nghi ngai dé hiéu cta ho. Nhat thiét phai tao ra su hoi hop, nhin
manh v6i nhitng bat ngd du dé giit ho trong vong kiém soat ctia ban. Khi moi ngudi da biét co thé
mong doi cai gi, hay c6 thé doan ra chuyén bién tiép theo, bua chi ctia ban d3 mét thiéng. Su quen
thugc va tu boc 16 qua mirc cling thé, 1a sy that bai hian nhién, du su tang bdc 1udn b hidu qua nhu
mot diéu tha vi. Khong ai co thé khang cu lai nhitng thir 1at vat ngot ngao, nhét 1a khi ho chéng co gi
sau do ca. Do 1a mot su Véng mat co tru tinh. Su chuyén doi gifra sy c6 mat dﬁy kich dong va khoang
cach lanh lting 1am néi bat strc cam do ma d6i tuwong gid day da cam nhan ra. Théi nhitng ludng gid
nong va lanh, hoa tan su chi ¥ va sy ding dung, két hop gitta su trinh bach va tho bi giup 1am mo céac
cam xtc va khién cho ho khong thé phan biét giita do tudong va thyc tai.

Giai doan Ba: Bao sau tac dong. Khi ho da nudt mdi cau, phai dam bao con ca méc cAu that chic.
O giai doan ndy van con day diy nghi ngd. Ngudi ta dit diu hoi vé nhitng dong co. Thuong phai vién
dén mot diéu bo kich tinh. Mot tuyén bd vé tinh yéu khong hé voi can. Mot yeu cau bo phjéu cho phe
Cong hoa. Mot cdu rao hang ning nd can dugc thuc hanh va danh bong. Phai nim chic 14y khoanh
khic ndy, thdm chi v&i nguy co tréng co vé ngu ngde. Vi sao? Badi vi thit bai trong hanh dong s& 1am
noi 1én nhirng quan ngai chinh dang vé viéc thiéu tin tim cua ban. Ngay ca khi hanh dong cua ban bi
thit bai hay bi hiéu sai, nd ciing cho thdy ban sin 1ong t6i mic ndo dé chiém duoc tinh yéu ctia ho.
Tuy nhién, néu nén tang da dugc chudn bi thich dang — su chuyén doi giira tinh mo hd, ban khoan, hoi
hop, vv... -mdt di€¢u bg hop tinh hop 1y ¢c6 thé thu hat cam xtc cta ho, ap dao moi su phan khang va
c6 mot anh hudng tong luc.

Giai doan Bbn: Tién 1én dé ra don sat thu. Ban than viéc quén quanh ho la mot nghé thuat. Pbi
twong lic ndy chuan bi dau hang. Day 1a thoi gian dé rat lui mot cach co chién luge. Gay dau don.
Dién tro kho ma dat dugc. Thoi thuc mot sy tan 13, nhanh chong theo sau bé“mg mot cudc tai 13p tinh
hiru nghi vui vé. Lip lai mot 1an nira. Tao mot sy tréng rong ma ho c6 thé 14p day véi tri twdng tuong
hoat dong qua ¢ ctia ho. Nhirng dinh cao va diém thip theo sau s& gia ting 1ong ham mudn ctia ho, 14i
ho t6i su quan tri dau khd, va bién ho thanh bot nhoi trong tay ban. Mgt khi ho da hoan toan nam trong
vong khéng ché cta ban, hay lui lai mot buéce cudi cung. Ho s€ bat dau dudi theo ban. Cuc dién da dbi
thay. Ké theo dudi bi theo dudi, va, vi ho dang dubi theo, ban 1a nguoi kiém soat tinh thé. Ban nim
dao déng can. Ho c6 thé c6 ban, nhung chi v6i nhirng diéu kién cua ban dit ra. Ho sé yéu ban vi diéu



d6. Cudc giao dich di duoc ky két. Phiéu di dugc bo vao thing. Khué phong dang vay goi. Thém mot
con moi that bai.

Bat ké cac hé théng CRM c6 nd1 dung gi, viéc theo du6i mdt nan nhan d3 4n dinh, dap ung cho
khat vong sau tham cua ho, va noi chung tr ha minh trudc ho, khong phai 1a cach dé nguoi tiéu thu yéu
ban tir ddu t6i chan. That vay, no co thé hiru hiéu. Nhung chi & mot mic do bé ngoai. Cuc dién phai
duoc chuyén xoay & mot giai doan nao do. Ké bi theo dudi phai tré thanh ngudi theo dudi. Piéu nay
d& dat duoc nhat khi sy cha y cua ho da noi 18n va long ham mubn bét dau bi khqu dong. Mot cude
rat lui chién lugc cua mot bén, két hop véi mot bau khong khi cé vé 1anh dam thudng 1a da dé hat ho
khoi thé can bang va ném ho vao tim mang nhén dang chao don ctia ngudi cam db. Tir chdi chir khong
phai deo bam chit chinh 13 chia khoa dé thanh cong.

Noi1 tém lai, tiép thi 1a sy cam do chir khong phai su no 1&. Nguoi tiéu thy sé tan thudng cac dé
xuét cua ban nhiéu hon néu ho phai dubi theo chung hay budc phai chiu dung mot cudéc doi cho dau
khé mot cach dang yéu. Au yém, ning niu va chim soc khach hang mang toi hiéu qua. Hiéu qua cao.
Nhung db ngot, phinh pho va 1am ngo con ¢6 hiéu qua tot hon. Tréu nguoi, nhir. Tan tinh, ve van, ting
bdc. Mic moi cau, lira dbi, bo buia mé. Ctr thé nhé, bé cung. 0, vang,

Puong nhién, t6i thich ndi v&i ban nhiéu diéu va con ¢ nhiéu diéu dé néi. Pang tiéc thay, da toi
lac cho cude rat lui chién luge cla toi roi. ..

«Lam cach nao dé ban nhitng bi an gia tao?

D61 moi té1 da bi niém phong.»



BAI HQC VIII

CACH THUC TIEU KHIEN KHI SU TIEU KHIEN CO O KHAP
NOI

e Kinh doanh va Di¢n

Nhitng str gia hiéu biét vé tiép thi danh nhiéu gio dé tranh cdi vé ngudn gbe ctia nd. Vi mot sb
nguoi, nd xuAt hién tir gitra thap nién 1950, khi Drucker, Levitt va sau d6 1a Kotler da dao nguoc cach
tu duy truyén thong bang cach dit khach hang vao gitta vl tru thuong mai. Vi mot s khac, tiép thi
nay sinh vao thé ky 19, khi su san XUAt hang loat can co su tiéu thu hang loat va tiép thi da phat trién
nhu mot nhip cu can thiét gitra chung. V&i mot sb khac nita, ngudn gdc ciia tiép thi lui ngugce vé thoi
xa xua, khi hang hoa duogc ddi chac & cac khu cho cua Hy Lap o dai, thurong nghi€p da hinh thanh
nén tang cua nén vin minh Trung cin Pong, va nhitng ludi riu da duoc luu hanh trong khip nhiéu ngan
ddm vao thoi d6 da cil

TAt ca cac luan diém trén déu xac dang. Tuy nhién, ching déu xoay quanh ¥ nghia chinh xac ctia tir
“tiép thi” — n6 1a mot triét thuyét, mot cong ngh¢, hay 1a mot tir khac chi su trao d6i? — va két qua la
nhirng co may dat dwgc su nhit tri cia cac hoc gia han 14m qua mong manh. Thé nhung bat ké tiép thi
phat sinh vao luc nao va tai dau, mdt budc ngodt quan trong da xay ra vao khoang nam 1770, khi
James Graham, mot nha vat ly Toé Cach Lan tré, gap Bernjamin Franklin c6 mot khong hai &
Philadelphia.

Lic biy gio, Benjamin Franklin, nhu McCormick chi ra, 13 vi cha gia cta tu duy quan tri hién
dai. Nhung Graham quan tam nhiéu hon téi nang khiéu thuc hanh ctia Franklin, cu thé 1a nhirng thi
nghiém dién ctia 6ng. Nhu nhiéu nguoi dwong thdi, ndi bat nhat 1a Christian A. Kratzenstein, Graham
tin vao tiém ndng chita bénh cta dién. Tuy nhién, khong nhu Kratzenstein va cong ty cua ong ta,
Graham bo qua nhitng han ché khoa hoc va danh gia cac kha ning chita bénh ndy mot cach cudng
diéu, kich tinh, day hang hai. Ong b6 sung thém tinh tiéu khién vao dién va ban thtr hdn hop thi vi nay.

Sau 1an gip g& mang tinh dinh ménh voi Franklin, Graham sang Tay Au, & d6 6ng da danh nhiéu
nam dé hoan chinh dién liéu phap (electrotherapies) cta minh. Cudi cliing, con ngudi duoc ménh danh
la “siéu lang bam” ndy cu ngu tai mot dia diém sang trong & London va md Temple Of Health and
Hymen (ngdi Pén Strc khoe va Than hon nhan) ndi danh ctia ong. Cai thién dudng dam dyc nay 12 mot
dan chirg thoi dau cta cai ma Pine va Gilmore goi 1a “hé thong kinh té kinh nghiém”. Thanh 14p nam
1780, ngdi dén bao gdm nhirng phuong tién da truyén thong dé hd trg cho céc bai giang hang ngiy noi
vé hoat dong tinh duc bat thuong va cac kha nang tri ligu bﬁng dién cua Graham. Nhirng “Nir than Strc



khoe” an mic cuc ky mat mé gitp chirg minh cho céc 1y thuyét cua tay bac si niy; nhiéu hinh thuc trj
liéu bang dién dugc dua ra biéu dién trudc cong ching; va, vao cubi mdi “bai giang” tat ca khan gia
nhan dugc mot ¢ dién giat thong qua nhitng vat dan dién dit bén dudi dém ghé. Mot tram tam muoi
nam trudc tro dién giat cua William Castle, Graham da thuc hién mét chiéu Tingler véi khach hang
cua Ong.

Cai vl'xdl._l thudr dau vé

kinh té hoc kinh nghiém

nay khong chinh xac la
3t kinh nghiém tiét
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Tuy nhién, thtr cha luc cua ngdi dén 1a “Chiéc giudng Thién duong”. D6 1a mot cai di-vang 16m,
c6 thé rung dong nhe, thoang thoang 4m nhac thw gidn va phang phét khéi tram huong. Bdi moi 1y do,
chil yéu 1a ctia Graham, chiéc giwdng nay 1a mot méon do xinh dep. N6 duoc dat trén nhitng cdy cot co
gin guong. N6 duoc cham trd cong phu v6i nhitng tiéu trong mo ta cac tu thé 1am tinh. Va c6 v& mot
cau khau hiéu “Hay chin mudi, sinh sdi va 1am dy trai dat.” Phai thira nhan v6i ban rang véi céi gia
50 bang Anh mdi khéa hoc, cai vi du thud dau vé kinh t& hoc kinh nghiém nay khéng chinh xac 1a mot



kinh nghiém tiét kiém gi cho 1dm, dic biét 1a voi nhitng ngudi phai chudn bi tra thém 500 bang dé
duoc vé 1én nhirng birc rém. Tuy nhién, du cai givdng thién duong ndy chi danh cho mot thiéu s6 may
mén, toa 1au dai hoan lac tién hién dai ctia Graham to ra cuc ky duogc va chudng dbi vai nhitng tay ua
t0 mo toc mach va nhiing ké dao durc gia khat thém nhuc duc.

Puong nhién, tay siéu lang bam nay khong chi dwa vao doanh thu ctia ngoi dén. Ong bd sung thém
thu nhap v&i mot dich vu tur van ca nhan thu hat dén 200 bénh nhan mdi ngay. Ong con ban ca nhirng
thir dwoc pham tri ching 1iét dwong, phan 16m 1a nhitng vién thudc ma theo 15i don 13 dugc chiét xuat
tir cac tia n.’fmg mat troi. Ong cling khong hé e ngai khi quang c4do cho su nhay cam cua minh. Trai lai,
ong 14 tay rao hang xuat sic, co thé xép vao hang su t6, 1én t6i mic cuong diéu mot cach phi 1y, va
htra hen réng chi c6 thé bi kém ham lai béi mdt sy can thi€p si€u nhién. Hang thé ky trude khi co
quang c4o phan-quang cao — Hinh anh chang 1 gi ca, vv... - Graham di bat chudc su qua tron vo
liém si cua nhitng tay ban thuéc Son Pong mai vo, ma trong do, 6ng chinh la mot vi du dién hinh.
Pang budn thay, su tiéu xai phung phi ctia 6ng khién ong chét trong canh khong xu dinh ti vao nam
1794 [131]

Mit Ni thin Siec
khoe trong ngii
Dén cia Graham

Voi tat ca cac thanh cong tai chinh cia minh, Graham hiéu rat rd yéu té cudi cling ciia cau tric
TEASE, Tinh tiéu khién. Graham 13 mot nha 1am tro tiéu khién, mot nha 1am trd dugc bd sung bang
dién hoc. Mot nha 1am tro bang dién (Electrotainer). TAt nhién, ngay nay dién néi chung duoc coi 1a
mot tién ich nham chan, binh thuong ma ching ta xem nhu 13 chuyén duong nhién. Ngoai trir khi ngudn
dién bi cat ngang, nhu nhirng cu dan khén kho cua tiéu bang Anh ning (Florida) biét rat rd. Tuy nhién,
trong hai thé ky 18 va 19, dién Ia mén ti€u khién tuyét dicu, bat ngd va vo tan. Tro tiéu khién béng
dién, ding thé.

That ra, dién 12 mot phép an du tuyét diéu ddi vai tiép thi. N6 bat dau nhu 13 mot thir gi d6 khong
thé tin duoc, mot thir gi d6 tha vi, mot thir gi d6 c6 thé chuyén hoa hoan toan mot cong ty da trd thanh
t¢ nhat, nang né, don gian, co khép moi noi. Puong nhién la co nhiéu ngoai 1€, nhu cubn sach nay cho
thay.

Nguoi ta co thé lam gi duoc? Vang, ching ta c6 thé 1am kha nhiéu diéu té hon 14 quay nhin lai qua
khtr vang son khi tiép thi con hirng tht, khi dién con tha vi, khi tiéu khién véi dién 1a trat tu cua thoi
dai.



Phai nhic t6i Thomas Edison thoi.
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Thomas Alva Edison néi chung dugc xem 1a mdt trong nhitng nha phat minh 16n nhat tir trudc t6i
nay. Tat nhién, thanh tich 1073 bing sang ché ctia 6ng va nhiéu phat hién quan trong khic trong céc
linh vuc rat khic nhau — nhiép anh, dién tin, dién thoai, dén dién, phim, nhac thu Am, va nhiéu thir nira
— 1a khong thé vuot qua. Diéu it duoc tan dwong & Thiy phu thuy cua Cong vién Menlo chinh 1a viée
ong la mdt nha tiép thi rat tinh ranh.[!3Z] Giéng nhu ké hiu bdi cta minh & thé ky 21, Dean Kamen,
Thomas Edison y thirc rat rd rang thwong mai 1a diéu c6t yéu. Khong nhu nhiéu tay thg han ndi, nhiéu
nha thyc nghiém va nhirng tay nghiép du khéo 1éo, dng khong phat minh chi vi phat minh,. Ong phat
minh dé ban cac thanh qua lao dong ctia minh. Ngay tir khi con rat tré, ong dd quyét tim “khéng thuc
hién nhitng phat minh trir phi ¢6 mot nhu cau thi trudng rd rang ddi voi ching”. Ngoai ra, khi khong co
mot nhu cau thi trudng ndo, 6ng s& tao ra nhu cau. Edison choi trd gy strc ép nhu mot nghé si bac
thay; ong 1a mot su tO trong viéc quang ba; 6ng rat sin sang khudy 1én mot cude tranh cii néu nd phuc
vu cho cac muc dich c6 dong ctia 6ng; 6ng thuong than phién rang co nhitng vin dé khong giai quyét
duoc trong khi that ra ong chang da dong gi tdi chung; ong khai thic hinh anh dugc chim séc can than
v6i tu cach mot nha phat minh ctia minh dé thu hut nhitng nha dau tu, nhitng dbi thii canh tranh khon
lanh hon, tao ra sy quang ba thuan 191, kiém dugc nhitng nhan cong tai gioi nhét, va dé ban nhitng
hang hoa mang nhan hi¢u tén 6ng (den Edison, may hat Edison, dong dién Edison vv...)

Khong c6 viéc gi minh hoa cho sy hiéu biét vé tiép thi ctia Edison t6t hon 13 vu 16n x6n dén dién
trong thip nién 1880. Phan dong moi ngudi déu quen véi qua trinh phat trién bong dén tron kha vat va
ctia nha khoa hoc 16n — 6.000 thi nghiém véi moi loai day toc c6 thé nghi ra — nhung d6i khi nguoi ta
quén réng mdt ddi thu canh tranh viing chic va manh mé dang ton tai. Den khi débt, trai véi quan ni¢m
nguoi duong thoi, khong phai 14 mot moén dé xoi. Tuy nhién, Edison d& chip nhan thach thirc mot cach
ctr khéi, du kha vo dao dtrc. Mot loat cac quang cdo hop mdt, nhu thip sang nhitng con tau hoi nuée
sang trong, nhirng khu ngoai 6 c6 dan cu, va vao thang Chin 1882, nhitng vung rong 16n cua khu Ha
Mahattan, bao dam cho mot strc ép thuan g1 ddi véi hé théng cua nha phu thuy. Piéu nay di kem voi
mot chién dich manh mé c6 tinh hé thong dé chong lai dén khi d6t. Tur 101 khoac lac dau tién vé dén
dién ctia 6ng, von dd 1am giam di mot phan mudi gia thanh san pham cua cac nha san xuat khi d6t va
cac nha phan phdi, cho t&i mot dong vo tan nhitng cudn s6 tay bo tai tAn cong vao thanh tich an toan
ctia d6i thu chinh cua ong, Edison quy réi nén cong nghiép khi dét voi moi co hdi co duge. Nhirng
bai bao chéng dbi khi ddt duoc tung ra; cac bdo cao vé cac vund hay hoa hoan dugc thu thap lai, ddi
chiéu va truyén ba rong ri; va nhirng 161 don vé cac tac dong dugc cho 1a giy ton hai cua dén khi d6i

v6i thi luc, strc khoe va sic dep thu hit sy chd ¥ ctia tt ca moi ngudi.[133]
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* Ba cu di€én giat va ban ti€u tung
Dul rat xuat sic, c6 mot diéu kha tré tréu & Con ngudi Tiép thi trong Thomas Edison. Ban thin dng



12 mot nha 1am trod tiéu khién voi dién ngoai hang — “rat giéng v6i ngudi dong huong PT Barnum cua
6ng”, theo 151 mot nha viét tiéu sir gan ddy — nhung thudng thudng, ong lai khong nhan ra tiém ning
tiéu khién ctia cac thtr may chay dién la ling ctia minh. Vi du, may hat, luc dau duogc tiép thi nhu 1a
mOt mau trang thiét bj vian phong, 1y tudng cho viéc doc chinh ta, viét toe ky va luu giit ho so, ciing
nhu cac dung ich mang tinh gido duc nghiém chinh nhu cac bai hoc vé thuat dién thuyét, phuong phap
hoc vet va tiép thu ngoai ngir. Khong c6 gi dang ngac nhién, nd chang dugc ai cha ¥ téi cho t6i khi
nhiéu nha dau tw nong rudt tai dinh hinh cai may hat cua Edison 13 mot cai may hat “nhét dong kén vao
khe hd” va nhitng cira hiéu tiéu khién dua nhau trung bay cai may 4m nhac tuyét diéu ctia 6ng. Voi cai
may chiéu phim dau tién ctia 6ng ciing viy. Nhitng doan phim ngin vé viéc dong méng ngua, hot toc,
khiéu vii theo diéu dan gian T6 Cach Lan, van van, khong phai 1a cai ma “dam dong ua chudng thé
thao” mudn xem. Cho téi ltc nhitng dbi tha canh tranh manh dan thay thé béng nhirng thr vui nhon hon,
chang han Nhitng vii cong ran, Cac c6 gai coi dd nhur thé ndo va Ai Cap nho, tién mdi bat dau roi vao
thi va thi truong moéi that su cAt canh.

Cac khu giai tri ngoai trévi lic
kh&i dau dwoc xem 1a phwrong
tién dé thic day Iwu théng cta
cac cong ty xe dién, nhurng dan
da fw thén ching da co mdt strc
s0ng riéng manh mé.

——>

Thomas Edison, n6i toat méng heo ra, bi mu ddi vai gia tri that sy cta nhitng phat minh cua 6ng —
gia tri tiéu khién ctia chiing — ciing giéng nhu nhitng nha tiép thi ngdy nay mu tit voi dic tinh that sy
cua nghé nghiép cua ho. Hodc it ra cling b1 can thi.

That may, khong phai ai ciling bi can thi nhu Edison. Nhu Nasaw da nhan xét mot cach chi 1y, cho
t1 lac d6 nhitng quang cao dau tién hay nhit vé dién 1a nhitng khu vuc tiéu khién & d6 thi, nhitng Pai
16 Trang!'3¥ (Great White Way) sang ruc anh dén hinh thanh vao thip nién 1890.[133] Quan trong
khong kém 1a cac khu Ho1 cho Thé 2161 ngoan muc & Chicago, Omaha, Buffalo, vv...lam l6a mét du
khach voi anh sang ngp tran. Tuy nhién, c6 tinh chat tiéu khién bang dién nhat chinh 1a cac khu giai tri
ngoai trdi ma lac khoi dau duoc xem 1a phuong tién dé thic dy luu thong cia cic cong ty xe dién,
nhung dan da tir thin chiing da c6 mot strc song riéng manh mé. Khu dau tién va noi tiéng nhat trong s6
niy duogc thiét 1ap ¢ Coney Island nim 1897, khi nha t6 chirc George Tilyou dua mdt sé cude di dao
bang ngua vao Cong vién Steeplechase va thu tién vao ctra. Sau ndm sau, “Vuon dia dang Dién”
(Electric Eden), dugc biét dén véi cai tén Nguyét Vién (Luna Park) ciing duoc dua vao cudc. NoO
khong chi qua mit Steeplechase ma con tao nén mdt khuén miu mo phong theo thé gidi than tién.

skeksk

 Tir khi trang la Nguyé¢t



Luna Park vé dém

Duoc xay dung bdi hai cyu nhan vién cua Tilyou, Frederic Thompson va Skip Dundy, Nguyét
Vién 12 mot hdn hop cac ngdi thap, thap canh, ¢t va mai vom. N6 khong giéng voi bat ctr thir gi tig
ton tai trude do, mot ving dat la lung theo kiéu Nghin I¢ mdt dém, mdt lac cung, mot thé gid1 trong
mo, “noi tit ca déu tuyét xao, ngdng cudng, thai qua.”’Cong trinh trong tim 12 “Du hanh dén cung
Héng”, mdt 40 gidc hd twong chd khach tham quan téi mot thé gi61 khac, roi “Hai van dam dudi day
bién”, “Hang ré)ng”, va mit sO hoat canh khac — Lang Eskimo, Lang Ai Nhi Lan, Vuon Nhat Ban,
Nhitng con kénh Venice va nhiéu quang canh khic. Véi nhitng cong trinh trén mit dat va dudi long dat
nay, cac chua nhan con thém vao hoat dong ctia nhitng sinh vat séng, chéng han nhirng chi voi lao
xubng thac va nhitng chi ngua thuin ching phong vao nhitng bon chira nudc, ciing nhu nhiéu trd linh
tinh khdc. Mot toa nha bon tang bi dbt chay nhiéu lan trong ngiy; ngon Vesuvius nha 1én va Thanh
Pompeii sup dd chinh xac nhu mdt chiée déng ho:nhiéu tran lut ndi tiéng duoc tai dung lai; va, vé
dém, toan bd cong vién dugc soi sang bdi 250.000 béng deén dién, mot khung canh choi 1oa céd thé
nhin thay tir phia bién khoi & khoang cach ba muoi dam.

Tac dong that tuyét voi. Nguyét vién dugc thiét ké dé ché ngu tdm hon va ndé di 1am dugc diéu
ndy. N6 nhin chim du khach vao nhirng 4o gidc. Nhitng nha binh ludn dwong thdi hoan toan khong con
tir dé mo ta. Maxim Gorky, nha vin Nga ndi tiéng u sau, co 18 da tiép can gan nhit dé nim bat cai
quang canh ban dém day a0 giac khi ong mo ta Nguyét Vién 1a “Mot thanh phd ky la ma tat ca nhirng
ngon ltra tir 10ng bién dot ngdt phun 1én bau troi. Hang ngan tia lira 1ap lanh xé toang man dém, vé& nén
nhirng dudng nét dep d& xao long trén nén troi den tham, 1am ndi 1én nhitng ngon thap cua cac toa 1au



dai, cung dién va dén dai huyén hodc. Nhitng 16p to vang ong rung dong trong khong trung. Chiing
quyén vao nhau trong nhirng khéi trong veo, ruc sang, run ray va tan di trong tinh yéu d6i véi sic dep
ctia chinh minh phan chiéu trén mit nwée. Anh sang 1ap 1anh nay that hoang dudng va dep d& khong tai
ndo ta xiét.”

O Nguyét Vién, moi thtr déu ky quic, di thudng va vo d6. Nhitng chiéc ghé va via hé cai bay
quing du khach té nhao xudng dat; nhitng gai nhan tao gan trén duong khién moi ngudi phai di ron rén;
nhirng cau truot nude va dudng xe la chir chi giup vuot qua nhitng Ge ché; va nhirng show dién ky
quai thoa man ndi khao khat ctia du khach ddi véi cac nhu cau ddi truy va 16 bich. Piéu nay khong
phai 1a khong qua trén; khi Topsy, mot con voi mat tri can phai bi két lidu. Thira nudc duc tha cau,
Frederic Thompson da dung dién dé giét con vat da day xudng cip trudc mot dam dong khich dong,
du can ¢6 nhiéu nd luc ghé ron dé ha sat con vat mét tri dang thuong do.

Du viéce vuot qua dinh diém Topsy cao ngat hau nhu 12 bat kha, doanh thu thoi ky dau cua Nguyét
Vién vuot xa khoi nhitng gidc mo hoang dudng nhit ctia cac chi nhan. Ho thu hoi lai toan bd von dau
tu trong ba thang. Trén 4 triéu nguoi t6i viéng cong vién trong nim dau va sau do con sd ndy ngay
cang ting 1én vin vut. Hoat dong an khach cua Thompson va Dundy nhanh chong tao ra cac d6i thu
canh tranh. Nam 1904, mét phién ban tham chi rong 16n hon cua Nguyét Vién 1a Co1 Mo (Dreamland)
da dugc mé ra & mot dia diém 1an can. N6 co nhitng toa nha to hon; n6 ki€u hanh véi 1 triéu cai bong
deén dién; né cung cép nhitng show dién thAm chi con ngoan muc hon, nhu “Sy sang tao” va “Chién
dau voi anh ltra”; va nd ap dao cac hoat canh cua Nguyét Vién vi mot “Lang Ti hon” bao gdm 300
cu dan bé ti hon.

Dreamland Circus,
Coney Island, M. 1.
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Tuy nhién, chi phi ban dau ctia C3i Mocao hon ctia Nguyét Vién va thu nhip ban vé, du ciing kha,
van khong du bu dap cho chi phi hoat dong cta ci ban sao qua gidng Nguyét Vién dén mirc vo liém si
d6. Du sao di nita, két thiic ctia né thim chi con ngoan muc hon strc tudng twong doi dao ctia Maxim
Gorki. Ngay 27-5-1911, mgt chau héc in bi chay do chap dién ¢ “Dia nguc Mon”. Toan bd cong vién



chim trong Itra, ngon ltra cao rnéy chuc mét vuron 18n bau troi dém, va vo sd con thi 1am xiée chét mot
cai chét con kinh khing hon nhitng gi voi Topsy tirng chiu dung. Nhiéu con su tir thoat ra khoi con ac
mong C6i Mo va chay tudn ra dudng phd Coney Island, bom ching tré thanh nhitng chiée ¢6 con bang
Itra kinh hoang. Piéu nghich 1y, néu khong phai v 1y, 1a tham hoa nay lai tao thém strc hit. Ngay hom
sau, du khach lai dong hon bao gir hét. Gan nhur toan bd cu ddn New York déu ghé xem nhiing canh té
than ctia Thanh phd Lira d bi 1tra thiéu rui.
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Cdi Mo khong bao gio duge xdy dung lai. Nguyét Vién tan ta sau khi Thompson va Dundy chét,
cudi cung dong clra vao nim 1946. Steeplechase ldo dao tién 1én, thoat khoi nhitng con hoa hoan,
cudc suy thoai kinh té, hai cudc thé chién va nhirng bién doi xa hoi va van hoa 16n lao, cho tdi khi nd
cling phai ngdm ngui khép cong vao thip nién 1960. Tuy nhién, cai chon ban thiu tirng 1a Coney Island
thi van ton tai. Ngoai tham vong vira dugc cong bd gin day cta Disney dé 1am mdt quing trudng
Times Square mdi trong nganh du lich nghi méat dang tudt doc, di san cta Nguyét Vién van con hién
dién ranh ranh trong tirng nha hang, phé ho1, cong vién, ctra hi¢u 1on, khu giai tri va cac khu phirc hop
“gido dyc —giai tri”. Nhu mot phong vién thoi sy ctia Coney nhan xét, “Cac cong vién do... da di dau
trong cac ki thuat kinh doanh ma nhirng nha thiét ké ctia cac cira hiéu sau niy s& lam theo: cudng diéu
hoa nhitng d6i tuong cua long ham mudn, ning cao chat lwong hang va strc hip din dén muc than
tuong, chiing bién viéc tiéu xai thanh mot 1& hdi.” Niketown, Khu ESPN, Faneuil Hall, Harborplace,
Dollywood, vv... va “kinh nghiém” Bob Bullock méi toanh dAustin (xem Qua ting mién phi 11) 1a
nhirng thir goi nhé téi chiée stng dé dung hoa qué (cornucopia) dién khi tirng 1am khach hang say d¢am
hoi dau thé ky 20.

Qua ting mién phi:
Texas Tingler




Man anh rong. Ghé ngdi sau. Hé thong am thanh ndi Dobly, véi extra THX. Anh dén tran xubng,
Khén gia yén vi. Man san khau kéo 1én. Ngai dang. Co lan. Bau troi to rong. Gio réo vi vu. Chan troi
xa tit. Sdu trong 10ng Texas. Tiéu bang Ngbi sao don doc. Qué huong ctia John Wayne. Noi dan ong
chinh that 12 dan 6ng va nhiing tay tt chién.

Mot via da hién ra trong tAm mét. Tiéng ri ram lao xao. Tiéng ri ram lao xao ngiy cang 16n dan.
Mot con ran xuit hién. Mot con ran doc. Mot con ran cuc ddc. Mot con ran cuc doc & mot tiéu bang
noi moi thir déu to qua kho. Toi dang ri ram. Anh dang ri ram. T4t ca ching ta dang ri rAm.

Chan dong! Khan gia cung gao 1én va dong loat bat khoi ghé ngdi nhu mot nguoi duy nhat. Ho da
bi mdt con ran rung chudng cin vao mong!!! May min 13 c6 rat nhiéu nguoi dé nat doc cho nhau. Néu
khong, thi chac han. ..

Ban nhd bd phim The Tingler cht? Nhé nhitng ct dién gidt & Nguyét Vién? Nhé ngdi Dén Suc
khoe va Than hon nhan? Vang, ching da quay tré lai, ching dang lao xao, ching dang lao xao & thi
tran Austin, TX. Nhung khong phéi tai mot nha hat ngoai 6 hodc mot rap chiéu phim trong khu thiwong
mai. Chung dang lao xao trong Vién bao ting Lich sur tiéu bang Texas mdi khai truong ciia Bob
Bullock, noi thu hut lwong khach du lich 16n nhét trong thi trin va 1a mot trong nhitng diém ban vé
nong nhat ciia tiéu bang. RS rang, & mién Nam ho thich kiéu nay.

Nha hat Texas Spirit 13 tim diém thu tién cua vién bao tang Bob Bullock. Thinh phong c6 ghé
xoay, cong thém cach trung bay theo kiéu nghe nhin hip dan trudc tinh trang thiéu thén dang d6i mit
v6i nhirng ké khai hoang va dan ving bién giéi, d3 mang lai khoan tién tir 5 dén 8 triéu d6 mdi nim
ma vién bao tang can dé duy tri loi nhuan. Phai thira nhan rang vién ndy con nhiéu thir khdc ngoai nha
hat — chang han nhu nhitng hoat canh hip din vé toc nguoi Da d6 Caddo, nhitng cudc tham hiém cua
La Salle, su thang tram cua thi tran Indianola — nhung néu khéng c6 Texas Spirit hodc nhirng khoan tai
trg hoac cai ctra hi¢u dugc trang hoang dep de€, vién bao tang kho ma dadm duong ndi cac khoan chi
tiéu. Vi co quan 1ap phap riét rong co hu ctia Texas cir khing khiang cho rang vién Bullock phai tur chi,
cach duy nhit 1a di theo con duong cua Pai 10 Trang, Tiéu khién véi dién, Tiép thi tréu nguoi va
Texas Tingler.

Khéng can phai noi rang nhitng chiéc ghé xoay ctia Bob Bullock d3 tao ra nhiéu 4c cam. Nha hat
Texas Spirit bi ché vi sy duy my thai qua va nhitng mén d6 co gia mao c6 tinh xiic pham. Su nang cao
pham gia, su khai tri va sy han hoan da bi té thin trén ban thd thé pham. “Chic chan 12 c6 mot s6 101
chi trich,” Rick Crawford, giam déc Uy ban Bao ton cta Texas, co quan chi quan vién bao ting
Bullock,noi. “Nhung trong khi nha hat Texas Spirit co thé 1a mot kiéu cong vién giai tri, no ké lai mot
cau chuyén hay.”
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Qua 1a thé that. Va khong chi c¢6 thé. Kinh doanh vién bao ting 1a mot nganh kinh doanh 16n. Chi
riéng & Hoa Ky da c¢6 30.000 vién bao tang canh tranh nhau, va mac du con sb khach tham quan da
tang tir 485 tri¢u vao ndm 1989 1én khoang 850 tri¢u hién nay, cudc chién gianh khach van ngdy cang
khdc liét. Néu khong phai hoan toan nhuém do mau tir ring dén méng thi it ra nd ciing dang nhanh
chong di gﬁn dén su st dung luat rung.

Cac vién bao tang duong thoi, nhu tredng hop ciia nhiéu nganh khac, doi hoi su ndi bat giita dam
dong. Hau qua 1a cai thoi ctua nhitng cude trung bay té nhat, nhitng sanh duong thiéng liéng va sy im
ling tham siu da qua 14u roi. Ngay nay, tat ca déu 1a nhitng budi trién 13m ning ky, nhirng cao ¢ d6
s0, hang hdéa mang thuong hiéu bao tang va nhitng ctra hang ban 1¢ v&1 moi thir 1ién quan. Gidi phu
trach bao tang muu mo budc phai khiéu vii theo diéu ciia nha tiép thi, va, trong khi nhitng khic nhay
u6n éo ctia mot s6 qua phuy thira ké khong dep miat gi cho 1dm, dong tac chan ctia mot sd giam doc vién

bao tang lai kha 1a an twong. Tom Brens, Ray Krok!!39 cua tdp doan kinh doanh vién bao tang

Guggenheim, 1a mot nguoi nhanh nhay, Thomas Hoving chu vién bao tang my thuat Metropolitan cling

vay. C6 1& phai mot thoi gian nira Bob Bullock méi bat dau nhay diéu bugi xudng dbc, nhung it ra ong



cling d¢é lai sau lung vét tich ctia minh.

Ching c6 thé 13 nhitng thir 1am goi nhd, nhung d6 1a tat ca. Khi liing thig qua quang truong
Times Square hay 16ng nhong trong Trung tAm Giai tri Irvine, khé ma tranh duogc cam gidc rang co
mot diéu gi d6 dang mAt mat, rﬁng thiéu sy kich dong, su buc minh va dién. Véi tat ca nhitng su hép
dan dep d& ctia cac thir, bau khong khi rat nghéo nan, budn té, cuc ky chan ngan. Dt khoat khong phai
12 Nguyét Vién. N6 ciing giong nhu bat ky khu lién hop gido duc-giai tri ndo khac, dep nhung té ngat.
N6 ciing gidng nhu chinh ban than tiép thi, mot cuc pin trude kia day dién nhung nay da chét.

Vay thi, & dau va bang cach nao ching ta co thé xac lai cuc pin tiép thi? Con dau khac ngoai
Nguyét Vién hién dai cua ching ta, thanh phd duogc xay dung trén nude qua, Las Vegas.

skksk

e Khu resort Las
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Con quéi vat Frankenstein ctia nén van minh phuong T4y, duoc gop nhit lai tir nhitng tan tich ctia
Coney Island va thanh phé Atlantic, duoc kich hoat béng thuy dién tir dap nudc Hoover gﬁn do, va
duoc do luong dua vao nhitng chat lidu bat hop phap tir cai tii thuéc dang phinh 1én cia MOB
(Medical Office Buiding), Las Vegas khién cho Sodom va Gomorrah ciing phai xdu h6.['37] Nhu
Nguyét Vién, nd sang ruc tir xa, bau troi dém choi loi v6i nhitng hdp dan moi goi ctia nd. Nhu Nguyét
Vién, n6 1a mot chén truy hoan, mot dia nguc cuia Dante v&1 nhitng ngon den ruc rd. Nhu Nguyét Vién,
nd 1a mot dém giao thira quanh nam suét thing, thém mdt chit tro trao va néng bong. Nhu Nguyét
Vién, nd cung cip nhitng phién ban c6 dong va chim biém ctia nhitng noi chén khéc, tir Viene t4i
Paris, tr Monaco téi Polynesia. Nhu Nguyét Vién, no 1a mot canh quang 10ng 1y, ngay ca d6i véi
nhirng thé hé da chan ngdy véi vo s6 bo phim bom tan Hollywood, nhitng cudc trinh dién nhac rock
trong san van dong, va cac budi 18khai mac Thé Van Hoi vuot khoi dinh cao. Nhu Nguyét Vién, nd
bién nhirng binh luin gia vin hoa thanh nhitng ké lang im ngo ngac, khi ho c6 phat 4m rd tén nhitng dia



diém tuyét voi cua khu phd mua sim Glitter Gulch, giai thich nhirng ky hiéu cua khu phd do, va giai
thich sirc thu hit 1a Iing cua khu viee mén khach khong thé tra ngu duoc nay.

Al
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RO rang, 61 nén ding lai chdc 1at trude khi ndi thém vé sy tich iy nhirng lién twdng mang tinh

kinh vién vé Thanh phd T6i 15i. Muc dich cia ti, tuy vy, khong phai 13 dé cip toi ndi so hii va ghé
tom lan tran khép c4i mau muc cua sy tiéu khién dugc dién khi hoa nay. No1 dung ra, y dinh cua toi la
hoc hoi tir Las Vegas, va nhirng bai hoc cta né gdm cé hai phan. Phan thir nhit bao gdm Sy thai qua.
Vi tat ca nhitng khuyét diém, Vegas phd truong sy ve van ctia minh. Vegas rat tu hio vé su 1oe loet
ctia n6. Vegas khoe khoang vé nhitng kha ning bip bom ctia nd. Vegas 1dy nhirng théi x4u ctia né 1am
dlrc hanh. N6 1a tdm dia chan cua sy lira loc, 1a tAm guong hoan hao cua sy luong gat, 1a nhirng tinh
hudng t6t dinh dau thuong. N6 1a mot dia diém noi su cudng diéu xuat hién khong ngirng, noi nhitng ¥
nghi vién vong duoc chip nhan, va nhiing toa 1au dai trong khong khi thuong xuyén dang trong qua
trinh kién thiét. Nhirng phao dai bay niy, phai cong nhan, c6 thé dugc déo got tir loai polypropylene

tot nhat, nhung Las Vegas 1a quy tich cua sy hanh ha. N6 con hon Pao Cam DGL!38!

gap muoi lan. No
1a tru sé thé gidi cua cac ky vong cao xa. No 1a thanh tri ctia cac bi an, cac thu doan va muu do bat
luong trong co bac.

Trén hét, Las Vegas 1a mot dia diém cua su ban mua tro trdo, nhitng quang ba hoang toang, nhitng



mon hang qua d§ va nhiing ké vu 191 di€u ngoa. N6 dai dién cho tiép thi nguyén so. Tiép thi, t01 xin
nhic ban, khong hé 13 cong viéc dimg dan hay dang tin cdy, hay tram lang, hay kiém ché. Tiép thi xac
xugc, thd bi, tro trédo, séng suong, viot khoi ¥ nghi hoang duong nhit cua ban. Chi chut thoi thi khong
du, con nhiéu qua 1a diéu bat kha. Bat chap nhitng du dinh tot dep nhat cua sy thuc hién diéu tot, cua
thién chi, ctia cai bat tay ndng hau, ctia nhirng cai 6m than thiét vdi khach hang, diéu cbt yéu 1a tiép thi
luén cudng diéu, quéa trém, qua nhiéu, khic thuong, ning dong, kich dong, huéng ngoai. Néu ching ta
quén diéu ndy thi that 12 nguy hiém.

Piéu chic chan 1a tiép thi hién ndy dang ganh chiu mot sy thira thai “tinh-chat-nhiéu-hon", nhu da
dé cap trong Bai hoc 1. Nhung ngay cang c6 nhidu hon va ngdy cang CO NHIEU HON. Ngay cang c6
nhiéu hon céc thtr gidng nhau — cac san phim gidng nhau, cac vo dién giéng nhau, cac ludn diém gidng
nhau, cic 3Cs, 4Ps, 7Ss giéng nhau, cac phuong thirc nghién ctru giéng nhau, dich vu khach hang cii k
gidng nhau — va con nhiéu, nhiéu nira. Tiép thi cAn nhiéu-nhiéu-nhiéu-nhiéu hon nita. N6 can sy kich
dong, no can sy vo 1y, n6 can sy thai qua. No can sy thai qua tot do, sy thai qua cuc ky. No can nhitng
thir dai loai nhu “chang c6 gi thanh cong cho bang sy thai qua” cua Larry Ellison.

Qua tang mién phi:
Doi dieu vé Larry

Cau quang cdo sau: “IBM SQL/DS & DB2. DBMS hién dang c6 trén PC”, chang hay ho ti nao.
So véi “Chung t6i ¢ gang hon,” “Vua cua cac loai bia,” hay “Tiéu diét Rép,” n6 khién ngudi ta mudn
treo ludi va kho thé nudt troi. Tuy nhién, quang céo ctia Oracle trong mot tap chi kinh doanh may tinh
v6 danh di c6 tic dong gan nhu doan quang cdo TV tao nhiéu anh huéng 1984 cua Apple duoc loan
truyén trude d6 chin thang va ton kém hon dén miy traim ngan do. V& mit ty 1é giy tiéng vang trén mirc
phi ton, thong bao bi hiém ctia Oracle 1a mdt tiéng sét so voi tiéng khui nip chai champaigne clia
Apple.
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Larry Ellison

Dt cho cac pham chat my hoc ciia nd 14 gi ching nita, quang céo ciia Oracle xac nhan su c6 san
co s& dir liéu quan hé ctia IBM trén may tinh, va diéu ndy hoan toan theo khudn miu cta cong ty va
nguo1 sang 1ap quyén nang cua no, Larry Ellison. Sy xac nhan that kho tin, la thuong, khong thé 1a su
that va dut khoat 1a khong dang su that. Nhung, ban t61 01, quang cao cua ong ta da c6 mdt tac dong
cuc ky. N6 phong cong ty khi d6 con bé xiu ctia Larry 1én mit tién cua dién dan ¥ thire, mot vi tri ma
sau d6 no da tir chdi khong chiu budng ra. Oracle 1a mdt trong nhitng cong ty phan mém 16n nhit trén
thé gidi — nd ganh dua quyét liét dé vuon t6i vi tri hang dau — va Larry 1a mdt trong nhitng ngudi giau
c6 nhat cua Hoa Ky (dung thit 9 trong danh sach 400 ngudi gidu nhat hién thoi do Forbes binh chon,
nam 2001 dung thir 3).

Tai san cua Larry 1a mot huyén thoai. Nhitng ngdi nha, nhitng chiéc du thuyén, xe hoi, c4 canh,
tranh, vv... Nhitng dam mé ctia Larry ddy chit huyén thoai. Bon 1an két hon, bi kién vi t6i quay rdi tinh
duc. Kha ning thuyét phuc cta dng ciing mang tinh huyén thoai.

Bi an, tha vi, kich thich, va tiét kiém véi su that, Larry 1a mét thién tai tiép thi. Ong léy mot thir
ma IBM loai bo, co s& dir 1iéu lién quan, va xay dung nén mot cong ty xudt sic. San pham bandau cua
6ng hoan toan thua kém so v&i ctia d6i thil canh tranh chinh cta Oracle, Relational Technology Inc.
N6 c6 nhiéu 18i hon. Thé nhung Ellison ¢t ban di ban lai duoc mai phan mém khuyét tat ctia minh.
Khi 1am diéu do, ong bién Oracle thanh mot McDonald trong 1inh vuc cua no. Co thé nodi 1a mot
Dunkin vé dit liéu.



Nhu vay, thing loi ctia Oracle ching dinh dang gi t6i sy hon han vé ky thuit ctia database. N6
cling khong lién quan gi t¢i viéc 1y khach hang 1am trong tim cua cong ty. Tréi lai, Ellison cu xir voi
khach hang mot cach toi t&, nhit 1a trong thoi ky dau.l'*) Ong cuong diéu vé cac dic tinh cua san
pham hang Oracle. Ong khién cho khach hang c6 an tuwong sai 1am vé kha ning twong thich, chuyén
chd va két ndi cua hé diéu hanh cua minh. Ong ban nhitng thir ma néi mot cach hoa my 1a céc san
pham “hdo huyén” khong hé ton tai va c6 kha ning khong bao gid ton tai. Ching ta c6 thé ndi 6ng che
gidu xuit than, cong viéc kinh doanh, nhirng ngudi tng hd, va nhiéu diéu khac ctia minh. Dich vu hiu
méi cta Oracle ton tai gﬁn nhu 13 mot su hudng dan déy dau khd, trong d6 khach hang khong that su
giai quyét duoc cac van dé rac réi ma phai bang cach ndo d6 1am quen vé6i viée dir lidu clia minh bi
bién mit. That sy, khi Uy ban vé cac van dé an toan va trao d6i SEC (US Securities and Exchange
Commision) nhin dugc khiéu nai vé cong ty ctia Ellison vao thang 9/1993, n6 bao céo rang “Oracle
tinh tién thanh toan gép doi1 voi khach hang vé cAc san phrflm, vé cac dich vu hd tro k¥ thuat, giri hoa
don cho khach hang vé cong viéc khong bao gid duge thie hién, 1am mat 10ng tin khach hang vé viéc
trd lai hang, thu nhirng khoan bat ngd va chua dugc thira nhan.” Nhung, ngoai tat ca nhiing diéu do,
cong ty c6 mot gidy kham strc khoe sach sé.



Phong cach tiép thi cua Larry khong ding lai & viéc lira gat khach hang. Hoan toan khong. Khi
cham trén véi cac doi thu canh tranh, Ellison hoan toan tin nhin. Chi d4nh bai d6i thu thoi thi chua
du, ong tuyén bd, ho phai bi tiéu diét, bi quat chét twoi, khong con ai nhd toi va tir thi dd bi mo bung
ctia ho phai dugc dem phoi kho. “Céacquang cdo tan cong” ctia Oracle 13 mot dang huyén thoai on a0
am 1. Ching mo ta cac ddi thu thoi thi theo du kiéu. Khi thi phan cua Ingres, mot dbi thi hung manh
thoi ky dau c6 du tho bao dé san xudt mot san phém xuét séc, cudi cung da b1 vuot qua mat boi nhitng
tac phong theo kiéu con do cua Ellison, ong bao v&i quan binh cta minh: “Téi mubn ho quy xubng.
Van xin l1ong thuong hai. Cau khan cho cudc séng cua ho. Thi nhan moi t0i 16i ctia ho... Sat, sat, sat!”
Trong mot dip khac, ong chiéu mot khuc slide vé chudi cua hang da chét cua Ingres trong mdt cudc
hop kinh doanh ciia Oracle va thong bao, “Chung ta s& tong ¢ ho khoi nganh kinh doanh va mua toa
nha do, tda nha ma chung ta s& san bang. Sau d6 chung ta s& 1am ngudi tir té. Chung ta s& chim lo cho
gia dinh cta ho.” That hom hinh ron da ga, ban théy khong.

Céng nghiép biéu dién khang phai 1a mét
nén kinh doanh cham chap. Sw thay dai
dén ngay tikc khac. Phit ké tiép tré thanh

hién tai. Hién tai tré thanh IGc ndy. Ngay
hém qua da |a lich st

C6 18 1a cyc ky kinh tom, khong con ngd gi nita, nhung nhitng hanh vi tai quai nhu thé cang 1am
ndi bat su tro trao, sy ldo xuoc, uy tin va su mé hoac cua Larry. Tuy thé, ong la mot tay cuc ky x6 1a
ba que va dao durc gia trong viéc dn miéng tra miéng. Tuy thé, su bong bot vo bién, su ndng nhiét kho
tin, ning lugng khong hé sut giam va sy vo liém si hoan toan cua 6ng khoé ma chdng tra dugce. Ong
théng minh, 6ng manh mé, ong sac sao. Ong 1a ké khong thé ngdn chan, khong thé stra chira, khong thé
doan trudc. Ong, nhu ngudi ta ndi, 1a mot sirc manh ty nhién. Trén hét, ong la phan dé triét dé cua
Con tau chay hoi nu¢c Bill Gates.

Vé mit nay, khé ma khong thich mot ké da mua tron mot chiéc chién diu co MiG véi déy du sting
dan dé oanh tac Con tau chay hoi nudc trong cai don Iy Redmond cua 6ng ta. Hodac ké da vo vit nhu
mot nha triéu phi khdén kho, bi hiéu 1am trong chuong trinh ctia Oprah. Hodc ké da triéu tip nhirng
cudc hop cong ty dé xem xét “Yéu 6 kich dong”, nhitng phuongthirc va phuong tién dé tiém sy quyén
rll, su rum beng va cau than cht vao san phém va cac dich vu cua Oracle. Hoac ké da dap lai nhirng
c4o budc vé cac san pham hio huyén rang: “Ban biét day, d6 1a su that. Chung toi khong that su ¢ bat
ky mdt phan mém nao. Nam nay ching t6i di ban duoc khoang mot triéu d6 cac thir va ching toi
khong bao gidr giao bat ky thir hang nao. N6 that sy 1a mot cong viée 1am an 1on.”

Phai thira nhin rang, dugc wa thich khéng phai 1a tat ca trong tiép thi. Nhung nhu moi doanh nhan

[149] Larry dang yéu. Larry

déu biét, khong thé 1am dn kham kha ma khong c6 mdt nén tang dang yéu.
ndi bat. Larry d& bi kich dong. Nhu nguoi viét tiéu sir ctia 6ng, trich din nhitng 101 nhan xét sang sudt

ctia mot cuu nhan vién bat binh ma khong hé danh mat tinh yéu doi voi ong chi cii, “Ong Ay nhiét tinh.



Ong ay nhiét tinh dén dién cudng. Y t6i 1a diéu d6 c6 tinh lan truyén. Ong 4y thich thé, vang. Khi dng
ay lao vao viéc gi, cha, c6 mot ludng ning luong bao quanh nd. Va ong ay kéo moi ngudi theo tim
guong cua minh.”

Larry Ellison 12 mot hién than ctia phuong thire tiép thi tréu nguoi.

ek

Ciing quan trong khong kém sy thai qua, con c6 mdt van dé twrong duong va trong phan, mot bai
hoc sau sic khac can phai hoc vé cai md bong bong sau sic clia Vegas. Va diéu d6 lién quan téi Su
budn chan. Su s6i ndi chira ddy ning lwong ciia noi ndy phai thudng xuyén chdng lai su 1anh dam dan
dan. Su 13i thoi s& dén ngay. Su chén chuong chong xut hién. Vi da sé moi ngudi, mot 1an ghé thim
1a da du. Hon ca da. Mot ludng chudng khi ctia sy don diéu nhanh chong bao trim ngay ca sitc hip
dan gy stng st nhit. D3 tdi d6 roi, dd 1am diéu do, dd khong mua chiée 4o T-shirt, dai loai 1 thé.

Thoi budi ngay nay, moi nén kinh doanh déu thudc vao cong nghiép biéu dién, nhitng phat ngdn
vién cho nén kinh té tiéu khién nay ludn nhac nhd ching ta nhur thé. Tuy nhién, cong nghiép biéu dién
khong phai 1a mot nén kinh doanh chim chap. Sy thay d6i dén ngay tirc khic. Phut ké tiép tro thanh
lac ndy. Lic nay tré thanh luc ndy. Ngay hom qua di 1a lich st. Toc do cta tinh trang nhat nhéo gia
tang nhanh chong mit. Nhitng nha phat trién cta cac dai 160 Las Vegas — va noi chung 1a cac khu giai tri
— do d6 d3 lot vao mdt gudng quay budn t& cuc ky dit do, noi mdi tién nghi phai 1am lu mo tat ca
nhitng gi da dién ra truée d6, voi nhan thirc ddy du rang roi chinh nd ciing bi lu md ngay tirc khic.
Nam muoi phat vinh quang 13 ca tron doi vao thdi budi hom nay. Trong mot nén van hoa hai-phat, su
budn té s& kéo dén sau 25 giay.

Bai hoc cho tiép thi rt rd rang. Su cuong di¢u, su hoa my, su thai qua, van van, nhét thiét phai
6. Nhung chung c¢6 cudc song rat ngan ngii. Chiing can mot dung moi thudng xuyén cua su kich dong,
ning luong va dién danh cho tiéu khién. Khi ngudn bi cit, moi thir trd lai binh thudng rat chong.

Tuong tu, cac nha tiép thi lao dong dudi mot ao giac rang ho nim dugc nhitng chan 1y thwong mai
vinh vién, nhirng bang d4 theo dinh hudng khach hang cé tinh bat kha xam pham, thim cin ¢ dé, bat
kha chién bai va bat kha chuyén dich. Nhung tiép thi ciing c6 tinh d& thay d6i nhu bat ky nguyén t nao
khac ctia cong nghiép giai tri. Pang budn thay, tiép thi da trd thanh don diéu. N6 tir chdi khong chiu
d6i giai diéu cia minh. N6 khong con tinh kich thich nita.

Két luan lai, dién 1a mot phép an du tuyét hao dbi vai tiép thi. Truoc kia dﬁy an tuong, nguy hiém
va 1am cho nguoi ta kinh ngac, gid ddy nd trd nén an toan, budn té. Cai Thién dudng ¢ dién cua siéu
lang bam Graham d3 xudng cap thanh Cong vién Dién cua Disney, do vit Donald va nhitng ban bé
hoat hinh ngc nghéch ciia nd6 dan dat. Chd Goofy co nhiéu diéu dé tra 1oi. Va t6i e rang di toi lc
phai ding dén cach xir sy gy ndo loan cta Mickey.



«Lam thé nao dé tiéu khién khi Tiéu khién c6 & khip noi?
Kich thich. Kich thich. Kich thich.»

GIAI PIEU THU GIAN
BAY GIO, PAY LA CAI MA TOI GOI LA TIEP THI #2

Trickery (Su bip bom), Exclusivity (Tinh riéng biét), Amplification (Su khuéch dai), Secrecy
(Tinh bi 4n) va Entertainment (Tinh tiéu khién). D6 1a TEASE, thtr nhat. Trump (Tung ra con bai chu),
Evanescence (Tinh phu du), Affront (Su ling ma), Seduction (Su cam dd), Electricity (Pién). Do 1a
TEASE, thir hai. Tango, eBay, Absolut, Sanders, Ellison. P6 1a TEASE, thir ba. Tingler (Gay sung
sét), Exiguousness (Tinh han hep), Antagonism (Su ddi lap), Surprise (Su ngac nhi€n), Excess (Su
thai qua). Bo 1a TEASE, thir tu. Tom Sawyer, Estée Lauder, Quan d0i cua Armani, Thé gidi Stalin,
Edison, van van. Do 1a TEASE, thir nam.

O day da du vé1 TEASE chua? Ba to1 lac nén két thc vé TEASE, ban nghi thé? C6 ai chon
khong TEASE nita khong nhi? O 101 n6éi dau, toi da hira véi ban mot sy cai nghién tuc thi vé thuat
ngit, mot su giai doc khoi tir thong dung, mot Bai tap Cit xén Acronym Hoan toan Khong c6 trong am
— (cha, nhirng chit cai viét hoa nay trong quen qua xa). Va, nhu mot ai d6 voi sy quan tim hét minh t&i
khach hang ctia minh, toi khong chi ¢ hét strc dé thuc hién 101 hira ma con Hoan toan Vugt qua Mong
doi cta cac Khach hang diang ky (d6 14 tinh bam sinh, me kiép!).[141]

skeksk

Nhirng ngon nén trude gio
T6i ngd rang hién thoi ban dd qua chan ngan TEASE. Thé nén, dé ban c6 thé xa hoi trudc luc



chung ta di vao phﬁn két thuc “khi dac két toan bé moi thir, chic chin co nhirng gid1 han nhung diéu
d6 van dang can nhic”, xin moi ban thuong thirc mot chit giai diéu thu gidn khac.

C6 thé ban s& nhd lai rang 1an trude, khi ching ta 1én giong cao va nhin manh vao cic ndt moc
d6i, nang Lillian Rusell qua ¢b vi dai dang duoc an tang v6i nhitng nghi thirc phd trwong thich hop.
Tuy nhién, c6 1& ban khong nhan ra rang ngay khi Giai nhin nudc My vira dugc chdn ct, mot than
d6ng am nhac c6 dau dc tiép thi khac bat dau trdi 1én giai diéu dau tién cua minh trong gia dinh ho
duong cam. Dia diém 1a & Wesr Allis, Wisconsin. Giai diéu 12 “Vang, Ching t0i khong c6 chudi.”
Nha nghé si duong cam ba tudi d6 1a Wladziu Valentino Liberace. La con thir ba ctia mdt cudc hon
nhin bt hanh gitra Salvatore Liberace, mdt cyu nhac cong doc tdu kén cornet cho John Philip Sousa,
va Frances Zuchowski, nit chia cia mot ctra hang thuc phélm cho cac bac bd me, Liberace hoa tron
mot cach tuyét voi gifra thién huong lam ra tién clia me va thién tai Am nhac ctia bd. That sy 12 mot
thién tai bam sinh, cau hoan toan lam lu mo cac thiy day nhac dia phuong ngay trudc ngiy sinh nhat
1an thir bay. Nam 18n tam, cAu gip nghé si bac thiy vi dai nguoi Ba Lan Paderewski. Ong tuyén bd
réng mot ngay nao dé cau bé nay sé thé chd cho minh. Cho t&i ndm mudi mdt tudi, cau doat giai nhét
trong cac cudc thi duong cam cip qudc gia, du cau 1a mot trong nhitng ngudi it tudi nhat lot vao vong
chung két. Ba nam sau, “Walter”[142] biéu dién truéc cong ching 1an dau ¢ truong Cao dang Am nhac
Wisconsin. Khong 1au sau do6, trong mot nd luc nham lam xep bot su tu phu dang nhanh chdng 1€n cao
nhu diéu cua céu, nguoi théy cho céu tham du mot cudc thi dau déng cép cao tai Caulac by Van hoc &
Milwaukee. Cau théng. Théng dam. Va nhan dugc nhiing nhan xét cué)ng nhiét cua bdo gidi.
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Pinh diém su nghiép cua Liberace tdi vao ngay 16/1/1940, khi chang nhac si tré 20 tudi choi ban
Concerto cung La trudng cua Liszt voi dan nhac giao hudng Chicago & nha hat Pabst. Do 12 mdt thang
loi. Nhung né ciing qua mudn mang. Walter tir 1au da phai kiém séng — va dé tra cho cac bai hoc
duong cAm — bang cach choi nhac binh dan trong cac nha hang dia phuong, cac hop dém, va nhing
noi twong tw. Cha chang that sy that vong, nhung diéu d6 ciing tao mot phuong tién thoa mén cho tai
ning quang ba bam sinh cta than dong 4m nhac, diéu da thé hién rd tir nhitng ngay hoc phd thong, khi
chang trang diém, trinh dién va noi chung 13 sim vai mot cong tir an dién banh bao. Tuy nhién, sy hién
linh 4m nhac cua Liberace chi xay ra vao nim 1939, sau thang trudc cudc trinh dién & nha hat Pabst.
Chang da hoan thanh mdt ban giao hudng trrdc mot dadm khan gid ngudng mo ¢ La Crosse, Michigan,
v6i nhiéu 101 kéu goi yéu cau dién lai. Choi bai “Ba con ca nho” di, mot khan gia say bi ti hét 1én va
ngudi biéu dién sin 1ong thuc hién. Tuy thé, chang choi bai nhac méi binh dan khi Ay theo phong cach
ctia Johann Sebastian Bach. Khan gia phat cudng 1én;budi dién dugc tudng thuit & trang bia cua to



bdo dia phuong; tit bai bao do la: “Ba con ca nhé boi trong mot dai duong nhac c6 dién,” dugc cac
dai phat thanh v6 1ay; va chang ngu phu nhac si duong cam duogc tudng thudng bang nhirng chuong
trinh phat thanh dang chi ¥ trén toan qudc. Do 13 cli quang ba phi thuong dau tién cta Liberace.
Nhung khong phai 13 ct cudi clng.

Walter da tim ra méanh 16i quang cao 4m nhac cta chang — xin 16i, USPI'*3] — va moi cudc biéu
dién sau d6 déu c6 nhitng cudc dién lai theo yéu cau cta khan gia theo phong céch ciia mot nhan vat
161 4m nhac nao d6: “Nhitng d6i diia” (Chopsticks) theo phong cach Chopin, “Nhitng con lira in yén
mach” (Mairzy Doats) theo phong cach Brahms, “Tra cho hai ngudi” (Tea for Two) theo phong céach
Liszt, van van. Phai thira nhin rang Liberace khong phai 1a ngudi dau tién két hop giira nhac ¢6 dién
va binh dén theo 16i d6. Duong cam thi mu Alec Templeton trude d6 ciing da 1am nén su nghiép theo
cach twong tu, va, tit nhién, Khic phong ting (Fantasia) ctia Disney da dimg dau bang trong cac cudn
phim vao cung thdi diém d6. Tuy nhién, trong pham vi c¢6 lién quan téi chang trai tré day tham vong,
ban nhac giao huéng Chicago khong thé canh tranh ndi v6i nhitng phién ban ctia “Nha trén nai” ciia
Paderewsky, ban “Sau trong 10ng Texas” biéu dién theo phong cach Beethoven, va ban “Nhon chan di
qua dong hoa uit kim huong” theo phong cach Tchaikovsky. Ho ciing tra nhiéu tién hon.

Walk Bisney
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« Hat karaoke ki¢u co dién

Trong nim sau nam ké tiép, Liberace tiép tuc biéu dién trong cac hop dém va lir diém khap ving
Trung Ty va duyén hai mién Pong. Ong ciing tim ra nhitng manh 16i quang cio 4m nhac khac. Puoc
goi ¥ tir thanh cong ctia nhitng nghé si biéu dién tap k¥ gdy 4n tuong nhu Rudy Vallee, Bing Croby va
Morton Downey, Walter phét trién c4i ma chi c6 thé md ta nhu 13 mot dang karaoke co dién. N6 bao
gdm biéu dién ddc tau theo tirng nét nhac, v4i phan thu 4m cta céc nghé si duong cam béc thay nhu
Arthur Rubinsein, Valdimir Horowitz va Jose Iturbi. Du ¢6 vé oy mi, “suddng bo hoa ngon tay” cua
Liberace thanh cong ruc rd voi cac khan gia thoi chién va no nhanh chong dua chang trai tré 1én dai



danh vong tién tai.

Vang, diéu ndy khong thuc su diing, vi meo quang cao ndi bt nhit ctia Liberace 1a chinh ban than
ong. Ong 1a mot ké tu tiép thi siéu pham. Theo mdt phong vién gan ddy nhat, ong thit sy 12 “nha quang
c4o 16n nhét cua thé ky 20” mdt “thién tai PR thir thi€t”. Ngoai ra, vao nam 1984, t& Los Angeles
Times dd miéu ta 6ng nhu 13 “ nha quang c4o sac sao nhat ké tir thoi P.T. Barnum”.

Tuy nhién, bon muoi nim trude khi ¢6 101 tin tung trén ciia to Times, chang trai tré Wally van con
dang danh bong san pham va thuong hiéu ctia minh, hoan hdo hoa 101 rao cua minh, va tao ra khach
hang co ban ctia minh. DU bé ngoai 1 thé nao di nita, Liberace khong hé cho khach hang ciia minh
diéu ma ho mudn, vi phan dong chua bao gid nhin thiy bat ky thir gi gidng nhu thé trudce d6. Trai lai,
ong cho ho mot cai gi dé hoan toan khac, mot cai gi d6 vo cung doc dao déng thoi lai rat quen thudc,
mot su két hop la lung nhung dang y€u gifta nhac c6 dién va nhac pop. Tuong tu, nhitng 161 1ém linh,
nhitng ctr chi ty phat, 101 gido dau du dwong, manh 161 quang cdo, viéc tir chéi xem minh 13 ngudi
nghiém tic mot cach hai hudc va quyét tim tuyét ddi dé cbng hién toan bd con ngudi minh khién moi
nguoi phai cau xin dé c6 thém, dan da di duoc gén chat lai v&1 nhau trong thap nién 1940.

Chién dich tiép thi ctia 6ng khoi ddu ciing vao khoang thdi gian d6. Ong thire hién nd sau khi xem
mot cudn phim dya trén doi that nim 1944 vé Chopin, A Song to Remember (M6t bai ca déng nhé),
do Cornel Wilde thu dién. Ong mua dugc chiéc dan dwong cam Bluthner 16n nhit va dat nhat & Hoa
Ky va chd nd tir noi ndy sang noi khac. Ong phat trién mot loat bai viét dé hiéu bao gom du loai cau
chuyén ¥ tudng khac thudng, tir viéc phat 4m dung tén minh (Liber-Ah-Chee), qua cac cong thirc ché
bién banh nhan tao, cho t&i viée cung tng dich vu van chuyén cac thiét bi ctia minh (viéc ndi sau cung
chiém khéa nhiéu cot bao). Va, v&1 hanh dong cia mot nhac si chua noi tiéng 1dm vao thoi do, ong tién
hanh mot chién dich tiép thi truc tiép quy md 16n tdi cac 6ng cha va quan dbc cac thinh phong khap
Hoa Ky. C6 chi 1am quan, c6 gan lam giau, vi mdt trong céc céo thi ctia 6ng di roi xudng bac thém
ctia Maxine Lewis, 6ng chu cua song bac Last Frontier & Las Vegas. Néu c6 bao gio mot dia diém
biéu dién va mot ngudi biéu dién hoa hop voi nhau mot cach tuyét hao thi d6 chinh 1a Las Vegas va
Liberace. Ca hai cuing cat canh gitta su phu hoa.

Giita cac cong viéc & Last Frontier, Liberace hoat dong & khip cac khu vuc thuong va ha ving
duyén hai mién tdy. Nho ngay cang biéu dién t6t hon, ong bat dau thu hit dugc nhiéu cha y. Ong tham
du mot cude biéu dién theo yéu cau & Nha Trang nim 1950 va gidi thiu cho mot chién dich quang
c4o bia trén pham vi ca nudc vao nim sau. Tuy nhién, cti dot pha 16n cia 6ng dién ra vao luc 7 p.m.
ngy 3/2/1952, khi chuong trinh Liberace Show duoc phat hinh 1an dan tién trén Kénh 13 cta Los
Angeles. Du chi kéo dai c6 15 phut, chuong trinh d6 1a mot thanh cong ngay 1ap tirc. N6 dan t&i mot
show khach moi trén Dinah Shore Show ciia dai NBC, va, mic dii mang luéi truyén hinh duong nhu
12 mot budc tién ty nhién dbi v6i nha nhac si duong cAm, mdt ban hop dong van khong gid thanh hién
thire. Hanh vi cua ong duoc xem 13 qué cuc doan d6i v6i gidi khan gia chinh théng ctia Hoa Ky. Sau
d6, Liberace da di tién phong trén con dudng san xuat doc 1ap khi ky két hop dong v6i hing Guid
Films cho mdt chudi show dai nira gior (bdt dau lac 13h va két thac lac 17h). Chung dugce ban cho vo



s6 dai dia phuong va duoc dung dé 14p ddy cac khoang tréng giira cac chwong trinh. Thét su, d6 1a
modt vu ban budn cuc ky kho khin, vi khong c6 thir gi khic giéng nhu The Liberace Show. Du chi yéu
nd chi 14 mdt trd mua vui ctia nha 1am chuong trinh, “viéc dit phong cach cao cip va ré tién, tao nhi
va khiém khuyét, do thi va tinh 1é nim ké bén nhau mot cach gy sé¢” ctia chuwong trinh khién viéc tiép
thi nd voi cac vi giam ddc dai truyén hinh bao tha tré nén kho khan.

Néu The Libercae Show chiam chap trong viéc ban dé khudy dong cac dai truyén hinh, né van 1a
mot thanh cong 16n dbi v6i khan gia va nha bao tro. Cac nha tai trg dic biét biét on vi Walter 1a mot
nha quang cio bam sinh va thién tai. Ong nén ndng dua san pham ctia nha tai tro' vao chuong trinh cua
minh, dic biét khi d6 1a mot coéng ty phuc vu tang 18 hodc mdt nha san xuat gidy vé sinh; ong sin sang
thuc hién cac nhiém vu quang ba lién quan, nhu tung san phém va khai trurong cac ctra hi€éu moi; ong
san xut nhitng dia thu han ché cho cac cong ty lién quan dong thdi co mdi cho ho. Trong mot show
nhu thé, do Ngan hang Citizens National tai trg, 6ng thong bao rang bat ky ai mé mot tai khoan mdi s&
nhan dugc mot dia nhac Liberace mién phi. Ngay hom sau, nhitng hang ngudi xép hang dai khién
nhiéu ngudi két luan rang ngin hang da bat dau cat canh. Liberace co tai ning thién pht vé tiép thi dén
ndi khu biét thy & Hollywood ndi tiéng ctia dng — ngdi nha c6 cai hd boi xay theo hinh mdt cdy dan
duong cam —hoan toan do cac cong ty dugce ong gitip quang céo bo tién xdy dung. Poan xe hoi xinh
dep cua 6ng ciling do cac nha tai tro biét on ting. Ca hai déu co gid tri nhu cac cong cu quang ba, cling
v6i Nhitng ngon nén va Bluthiner, vala két qua cta va su cong hién cho cach tiép thi than hitu ctia 6ng.
Nhu Pyron nhan xét: “Anh ta thich ban cac thir. Anh ta thich quang c4o. Anh ta thich lam ra tién. Anh
ta thich xai tién. Anh ta tu quang ba cho minh khong hé hd then, nhung anh ta quang ba cho cac nha tai
trg cling v&i sy tan tdm y nhu vay.” La su két hop tuyét voi giita trinh dién va kinh doanh, nguén von
ctia Liberace ting Ién vun vut vao giira tudi trung tuan. Ong thu hut sy cha v ctia mot lugng khan gia
truyén hinh 16n, ban nhiéu album ding dau bang voi chit lugng phi thuong, va duge gidi truyén thong
dai chung xung tung tir ddy cho t¢i mudn doi. Nhitng cau chuyén gidi thiéu mo dau nhiéu vo s6 ké;
ong 1a khach moi cho vo s chuong trinh truyén hinh; giong néi thu hut, ca tinh san khiu va hoat dong
tinh dyc mo hd cua ong tr¢ thanh tiéu diém cho cac cudc chuyén tro ban luan trong ca nudc; va co 1€
quan trong nhét, ngoai hinh cua nha nghé si 16n ndy dd pha v& moi ky luc vé doanh thu ban vé.[!44]
Ong 1am moi ngudi choang vang & bat ky noi nao 6ng tdi. Vé duge ban hét sach. Xin hiy nhd, day 1a
ky nguyén ctia Chtl nghia biéu hién Triru twong, Jack Kerouac!'#%] va cha nghia hién dai My. Déi véi
nhirng nha tri thire tién phong, Liberace dai dién cho chiéu sau thim tham cua su thd tuc ¢ ving Trung
Tay. Nhung nhu con ngudi 1am ra tién va tiéu xai xa lang ndi tiéng nay timg chim biém dé dap lai mot

bai binh luin gay git, “Toi cuoi sudt doc dudng t6i nha bang.”[146]

ek

* B6 bua mé, Lam cho chan nian va Lam cho boi roi
Khong may thay, tiéng cuoi khong kéo dai cho 1am. Nhu bat ky mot nghé si biéu dién nao, van
may cua Liberace cling phai c6 ltc thang tram. Vao cudi ltra tudi 50, sy nghi€p vinh quang cho té1 lac



d6 ctia 6ng lao xudng déc mdt cach nhuc nhd. N6 tudt doc 1a do nhitng luan diéu lién quan t6i dinh
hudng tinh duc cta 6ng, mt vu kién thanh cong, nhung tén kém, chéng lai mot t& bao Anh ché giéu
nam tinh cta 6ng va mot nd luc kho dai dé cai thién hinh anh san khu cho c6 vé dan 6ng hon. Tuy
nhién, & Itra tudi 60, Liberace da thanh cong trong viéc gianh lai vuong mién ctiia minh. Mot loat XUAt
hién thang loi trong cac talk show, cong thém nd luc luu dién khong ngimg di ctru van duoc thanh
danh lu md cua ong. Ngay 1ap tirc, ong loi dung ngay kha ning tiép thi vira phat hién ra véi mot loat y
phuc nam, mdt sb ctra hiéu do co, vai quyén sach niu an, mot hoat dong dia dc ¢o nhiéu loi nhuan va
mdt chudi nha nghi, trong d6 mdi noi c6 dit mdt hinh ndm mic mot trong nhitng bod quﬁn 4o dat gia cua
ong. Tham chi ong con khdi su ban cac chuong trinh hoa nhac tuéng niém, hoan tit vdi nhitng quang
cao vé cac cay dan duong cAm hiéu Bluthner, nhirng mon dd c6 vo gid, va nhitng dia thu moi nhét cua
ong. Chuong trinh d6 1a mot san pham ban trudcsan pham va cac san pham ciia san pham biéu dién.
Hoic mot thir gi dai loai nhu thé.



Nhirng nam Itra tu61 70 cua Liberace cho thay mot chuyén bién khac trong cac van may gip ghénh




ctia 6ng, phan 16n 14 do nhirng thai qua dén mirc lac diéu véi didc tinh chdng dbi tu ban cua mot thap
ky chiu tac dong cia cudc khing hoang dau Itra. Phai thira nhan rang con ngudi vi dai ndy van tiép tuc
iy simg st & Vegas. Cac budi dién ngdy cang ky quic, voi sy tro gitp cta thuyét duy cam. Nam
1973, 6ng xuat hién trén san khiu vai mot chiée a0 khoac 16ng chon gia 35.000 d6 va bd sung thém
mot cai mil 16ng cdo céi tring tri gid 300.000 d6. “Vi sao t6i biét nd 1 con cdo con trong trang u?”,
ong hoi mot khan gia mot cach khoa truong. “Viéc ndy doi hoi mdt ngudi trong trang.” Thé nhung, véi
moi sy xuat hién phd truong, cic thir trang phuc 14p lanh va cha nghia Vegas thd gip — “hdy cho trong
khi t6i chuyén sang mot thir gi d6 ngoan muc hon” — nha nghé si dang thuc hién mot cudc trinh dién
chinh ban thdn minh. Mt bai bao rat doc dia cua ban Rolling Stone kich 1iét phan dbi “Nha tho cua
Liberace” ciing nhu 161 khang dinh cua ong ring cong nghiép biéu dién 13 sy biéu hién cua niém thoi
thic mang tinh ton gido, mot thir gi d6 la lung, bi an, khong thé chuyén dich va thoat ly thuc té.

Su phan d6i, chic chan, ludn ting cao mirc 13i tirc & phong ban vé. Bat chap cudc tin cong nim
1981 cua ban Rolling Stone, d6 1a mot thap nién t6t dep dugc tao ra cho thuong hié¢u cta su thai qua,
su pho truong, va sy thd tuc ruc rd. That ra, ong chua bao gid ndi tiéng nhu thoi gian giita thip nién
1980. Ong biéu dién ¢ 18 trao giai Academy Awards. Ong biéu dién gitip vui tai Nha Triang. Ong 1am
mua lam gid trén cac talk show. Ong quin nhitng ké cuc doan trén Saturday Night Live quanh nhirng
ngodn tay deo day nhin ctia minh. Ong thuc hién nhitng chuyén luu dién ludn pha v& moi ky luc vé ban
vé. Ong mo Librace Museum ¢ Las Vegas, hién 1a diém thu hat khach du lich dung thit ba. Ong 1am
mé hodc ngay ca cac nha phé binh nghiém khic nhat, tit ca déu dau hang trudc nha nghé si bat kha
cudng khang. Ong qua doi ngay 4/2/1987, & dinh cao su nghiép. Ong khién cho moi ngudi phai van
xin thém nira.

Librace Museum
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e Tham vong thwong hi¢u

Co 1€ Liberace 1a hién than ctia chu nghia thyc dung theo khuynh hudng khoai lac cua thap nién
1980, nhung 6ng khong phai 1a nguoi duy nhat. Mr. Showbiz phai ding sau mot ngudi My goc Y lao
dong miét mai, mot thién tai tiép thi ma tham vong xay dung thuong hiéu cta cd trai ngang qua nira sau
thé ky 20 va la nguo1 kinh doanh dya trén mét nghé danh mot chir duy nhAt rat dang nh&, Madonna. Ra
doi vao mia hé nim 1958, vao thud anh ban ngudi Trung Tay cta nang dang ¢ dinh cao quyén luc
trong su nghiép choi dan duwong cAm, Madonna Louise Ciccone nam trong mdt dong chay trirc tiép tir
Liberace va Lillian Russell. Nhu 101 ngudi viét tiéu st ctia Liberace nhan xét, trong tit ca nhitng nha
biéu dién ting dugc so sanh v4i Liberace, Madonna & vi tri gin nhit. Ngoai nhitng hoan canh gia
dinh kha giéng nhau, dao dtrc lao dong phi thuong, cé tinh san khiu ludng phan vé gidi, thién kién ddi
v6i su thé hién hinh twong pha mui t6n gido, va ning luc khong thé 1am trong viéc tao nén mot budi
dién cuc ky cudn hut, ca Liberace 13n Madonna déu thanh cong nho vao kha ning tiép thi ngang voi
kha ndng 4m nhac.



That ra, Madonna nho vao tiép thi hon rat nhi€éu so voi Liberace, vi tai nang am nhac cua nang




khé khiém tén, mot sd nguo1 con cho 1a thuong thdi. Nhu chinh nit ca si thira nhan trong Sy that hay
gan liéu, mot cuén phim tu liéu vé chuyén luu dién Blond Ambition naim 1990 ctia minh, rang cing
14m nang chi 1a mdt ca si ¢6 tai nang gioi han, mot vii cong trung binh, va mot nhac si viét 161 kha kha.
Chéc chén, chung ta khong nén xem mot su tu ha minh nhu thé chi co gia tri bé ngoai, nht 1a & mot
cudn phim ma ngay cai tira ciing dd xac nhan cho tinh trung thyc cta nd. Nhung trong khi Liberace 1a
mot thin déng am nhac va mot nha tiép thi hang dau, Madonna 12 mot ca si giau nang luc va mot nha
tiép thi thién tai. Nang 12 mot nha tiép thi siéu pham t6i mirc nhitng goi ¥ rang nang c6 it tai ning 4m
nhac hon thuc té cling chi nham muc dich 1am cho sy vuon 1én danh vong cua nang tham chi con dang
cha ¥ hon, ¢6 tinh huyén thoai hon, phit hop hon v6i quan diém nguyén miu kiéu My ring bat ky diéu
gi ciing co thé xay ra.
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e Nhu mgt VP

Vang, voi tAt c4 moi su tu ha thép gia tr1 cua minh — it ra la vé mit Am nhac - mdt cach c6 chién
luge, su that don gian vé van dé nay 1a Madonna vén 1a mot nghé si c6 kha niang ctia mot Nguoi
khéng 15. Céc kha nang ngh¢ thuat ctia nang, that ra, da hién 10 & mot 1¢ra tudi rat sGm. Nang nbi bat
vo1 tu cach la mot cheer-leader & trudng trung hoc, ubn éo nhu mot nghé s7 khong chuyén va lam moi

ngudi stng sot v4i vé dep san khau theo kiéu Lolital!47]

cua minh. Nang vao hoc & Dai hoc Michigan
vo1 mot hoc béng vé maa; bi dudi hoc séu thang sau, du co diém s cao; téi New York lap nghiép voi
s6 tién huyén thoai 35 d6 trong tai va mot cai tii vai budc ddy nhét day 4o nit va vay xde; gia nhip
doan mua Pearl Lang ndi tiéng; va n6i chung chi kiém vira du tién dé song véi du loai cong viéc
thugng vang ha cam.

Mién cudng phai ¢ lai trén chuyén tau chim chap hudng vé mién danh vong, Madonna tir chéi cai
ga khé chiu cua mta hién dai dé di theo mot 15i tat nhanh hon 1a nhac rock. Nang khoi dau voi tu cach
mot tay trong trong v6 s6 quan ruou chui va hop dém, chuyén sang giong hat dan dau va nhac si viét
101 ca khic trong nhiéu ban nhac nho, va sau khi lot vao mit xanh ctia nhiéu glam ddc A&R, ky mot
hop dong don gia thip voi hing Sire Records. Pia dau tién ctia nang, “Everybody” 1a loai nhac nhay
binh dan ctia nim 1982. Dia tiép theo, “Buring up” twong ddi thanh céng nho sy can thiép cua hing
MTYV, khi d6 dang bt dau chiéu cac cudn video khiéu vii, mot loai hinh ma Madonna nhanh chong lam
chii. Tuy nhién, chinh “Holiday”, mot bai ca bi nhiéu minh tinh thinh danh tir chdi, méi that sy 1am
chuyén dong c¢6 may Madonna. N6 ngu tri trén cac bang xép hang tir dip 1& Ta on cho dén Tét Duong
lich ndm 1983, giup album dau tién ctia nang tré thanh mot dia best-seller vao mua 1& Giang sinh, va
nhanh chong duoc theo sau boi “Lucky Star”, dia dau tién trong mudi 1im dia donhay nhét cta nang.
Album 14y theo tn nang tiép tuc ban dugc hon chin triéu ban trén toan thé gidi. N6 thanh cong tGi
mic Warner Brothers phai tam ngung phat hanh album thir hai cua nang cho téi khi yéu cau vé
Madonna da duoc thoa man.

May min nhu “Ngbi sao may man”,vin may cua minh tinh ca nhac ndy that su dén vao ngay



14/9/1984, khi nang gianh dugc quyén biéu dién trong 18 khai mac trao giai MTV Video Music. Pap
xubng dinh cai banh cudi ciia mot ga khong 10 trong khi dang mic mot bd do gdy sdc két hop giita 40
16t, vai tuyn, nhitng chudi ngoc trai va thit lung c6 khoa chudng hiéu Boy-Toy, c6 bé ngiy tho xac
xugc da chudn bi budc vao album sip t6i cia minh, Like a Virgin. Khi ning quan quai bang qua san
khau theo mdt phong cach khong chiit qui phai ndo, rd rang mot minh tinh dang dugc sinh ra, hodc it ra
cling dang chiu nhitng con dau dén 1am bon. Pia don nay vuon thang t&i vi tri s6 1 va tru lai vi tri d6
sudt sau tudn ké tiép. “Ve¢ dep” Madonna da cAt canh; mot thé hé cac co bé tudi teen tap hop lai dudi
14 ¢ khéu goi; va mdt tr mé1 “wanabe”, nhu trong wannabe Madonna - mudn tré thanh Madonna”)
d3 di vao ngdn ngir Anh —My. Trong vong mot nim, nang ca si mgi phat da tranh thu 14y lai thoi gian,
1am ra mot bo phim thanh cong, Desperately Seeking Susan (Tuyét vong tim kiém Susan) va tung cudn
phim video tuyét diéu Material Girl, mot bé phim phong theo dién xuit khong thé nao quén ciia
Marilyn Monroe trong Gentlemen Prefer Blondes (Nhitng quy 6ng khodi cac & téc vang). Nang cling
bién cudén phimkinh vién ndy thanh mot cudc tranh ludn 1y thuyét dién cudng khi cac hoc gia ham danh
va céc triét gia hau hién dai dua nhau 1y giai hién tuogng Madonna phuc tap. Co6 1€ viéc Macy danh ca
mot toa nha dé ban cac hang hoa theo kiéu Madonna — nhitng doi ging tay bi cét thing, nhitng mai toc
gia ngin, vong deo tay bang nhya déo, xa cap ren rua, khin quang c6 dai, khoa chudng Boy-Toy, 40
thun v& hinh “Trinh nit”” van van.. — va nhiéu ctra hang khac di budc theo.

skeksk

* Tay CEO do la ai?

Dt niém say mé doi voi Madonna di giam bat nhiéu ké tir nhirng ngay dinh diém trong nim 1984,
quyén luc hién tai ctia nang van dang luu tim nhuqua trinh leo nguoc déc diy kich tinh cua nang.
Khoi thay bi xua dudi nhu mot Cyndi Lauper giam gia, Madonna d c6 nhiéu dia don thanh cong hon
bat ky nghé si tirng thu 4m nao khac, ngoai trir ban The Beatles va Elvis Presley. Mot loat album dtng
dau bang, mot loat luu dién ban sach vé, mot loat video ban chay, mot loat vai dién dién anh (trai dai
tir xuét sic ti toi t¢), mot loat vd dién san khiu (bi kich liét chi trich nhung c6 doanh thu cao), va mot
loat vai nhan vat ngan han (sex kitten, biéu twong dong tinh nam, bup bé Barbie, Me Dat) da duy tri
nang ca si ndy ¢ mit tién ctia vin hoa pho thong.



CYNDI LAU PER
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Vé mit ndy, nguoi ta thudng noi rang su da ning cia Madonna 1a bi mat thianh cong cta nang. Sy
tai tao, tAt nhién, 13 mot leitmotif trong ca quing doi sy nghiép. Tuy nhién, mdi ngudi miu méi déu
giong mot cach dé nhan véi Madonna hay thay doi. N6 twong ty nhu sy 1am méi theo dinh ky cua
nhitng nha tiép thi cia FMCG (Nhom hang tiéu dung nhanh) d6i véi mot hinh anh thuong hiéu da xac
lap hay mot chién dich quang cdo dai ngay. Nhu nhiéu siéu sao va cic biéu tugng giai tri khac,
Madonna chi ludntht vai ctia chinh minh, bat ké d6 1 vai gi.

Tat nhién, vai trd ma Madonna dién tt nhat 1a nha tiép thi ddn dudng. Hau nhu moi binh ludn gia
vé hién twong Madonna, tirmdt tay hanh nghé trong lang giai tri cho t§i nhitng vién si han 1am an dat,
déu ghi nhan thién tai quang ba cta nang. Theo mdt phong vién mé man voi nhirng muu md tu ban cia
nang, nang khong 1a gi khic hon mot “ké thira ké vé mit tinh thin cia Barnum.” Ngay ca ban than
Michael Jackson, rat tai ba trong nhirng trd tw quang ba, ciing phai cti ngudi bai phuc trudc mili tau
tiép thi ctia nang. “To6i khong lam diéu d6 duge. Con co Ay a? Co Ay khong phai 1a mdt vil cong hay ca
s 16n. Co Ay biét cach tiép thi ban than. Chi thé thoi.”

Piéu quan trong dé “hiéu” vé Madonna 14 trudc hét, va trén hét, nang 1a mot doanh nhan. Tai san
cd nhan cua nang ¢& 6 triéu d6. Nang diéu hanh mot thuong hi¢u thu am dang gia nhiéu triéu do,
Maverick, va kiém soat mot sb luong 16n cic cong ty con trong cac linh vure viét nhac, xuit ban, mua
ban, va con nhiéu, nhiéu nita. Nang rat cha tim t6i diém mau chét; tinh tiét kiém cta nang day yéu to
huyén thoai; va, tir nhitng ngdy mdi chap chitng vao nghé, niang d¢a ddm minh vao nhitng van dé thyc té
cua cudc séng doan thé. Phai thira nhan ré“mg vO1 cac muc dich mang tinh nghé thuat, nang tu chbi
khong nhin nhin minh véi tu cach mot ké ¢6 vai vé trong nganh 4m nhac. Nang khudce tir 101 moi t6i
ndi chuyén ¢ Trudng Kinh doanh Harvard chang han, va tirng ndi tiéng khi tir chdi dong gop cho mot
truyén tranh bia cua tap chi Fortune. Nang ciing tri hodn 1an khan vdi cac nha tai trg, nhu Pepsi da
phat hién ra khi phai tra gia cho diéu d6. That sy, doi khi nang ciing ba hoa vé “nhirng ngay vo tu
truge khi toi trd thanh mot dé ché.” Nhung su that cua van dé 1a Madonna di 12 mot dé ché ngay tu
ngay dau khoi nghiép. Mot dé ché co dinh hudng tiép thi.

Tuy nhién tiép thi theo kiéu Madonna khong dinh déng ti nhitng khai niém truyén thong 1ay khach



148] Traj lai, nang do1 xir v&i khan gia cia minh mot cach dang tom nhung ho lai

hang 1am tAm diém.|
yéu nang vi diéu d6. Con ngudi san khiu ctia nang trong cudc luu dién Thé gidi Chim ddm nim 2001
hét bang b lai trd' nén khinh khinh. Cau gido dau bai hat clia nang thay nhitng 15i san khau séo rdng
“yéu tit ca cac ban” bang “ché chét, nhitng d6 chét bam” va nhitng ciu tiép thi di dom kiéu khach-
hang-khéng-phai-vua twong ty. Ngoai trir “Holiday”, nang tir chdi khong chiu biéu dién lai bt ky mot
bai nao trong nhirng bai hit 16n nhét ctia minh, ma thich tap trung vao nhirng chét liéu méi hon, it khan
gia-than thién hon. Bu6i dién chdm dut, khong phai véi nhitng ¢t 1ac lu ngudi nong bong, nhirng ban
tay vay t6i lui, nhitng cdu yéu cau hat lai, hodc nhirng trang vo tay yéu cau dién lai khé 1ong dat theo ¥
mubn, ma 1a mdt doan video clip chiéu trén man hinh 16n thong bao véi khan gia rang “co y s& khong
quay lai, vi thé ctr di tiéu thoai mai thdi.” Nén nhé rang chuyén luu dién d6 1a chuyén dau tién cua
nang sau chin ndm dai, giai doan ma sy nghi€p cua nang dang chim t&1 tan day, 1ap truong “quén khan
gia di” cua Madonna rat tao bao,gﬁn nhu 12 tu sat. Nhu to' Vanity da nhan xét mét cach dung dén, “Thé
giéi chim ddm... truc tiép chdng lai nhirng 101 1& ngdng cudng tap trung theo bé phai, dugc dung 1én
mot cach khoa hoc réng tho1 dai ching ta dugc xem 1a nhirng budi hoa nhac pop.”

Khi d6, Madonna hap dan khan gia bang cach khudc tir khong chiu thdéa médn cho ho, bang cach
khuée tir khong thém lang nghe ho, bang su giay vo, hanh ha, va tréu nguoi ho khong chit xot thuong,
bang cach choi trd lam cao, bing cach thuc day ho phai bé cong vi nd, van xin nd, ty ha minh trudc
nang. Ngay tir nhitng ngay dau khdi nghiép nang da phan khang viéc hat lai 1an nita, thich dé cho khan
gia gio 1én doi hoi nhiéu hon nita. Nang thuc hién twong d6i it cac cudc luu dién, trong vong 20 nim
chi ¢6 nam cudc chinh — va khi nang thuc hién ching, sb bai hat cii bi han ché mot cach nghiém ngat
(20 cho Girglie show, 29 trong Blonde Ambition, 48 trong sudt tour Thé gi¢i chim ddm, vv...) Cac
phan canh cua nang, khoang 90 phut, 13 twong d6i ngin, nhung du ching thiéu d6 dai va doan kéo dai,
chang bu lai v6i su kich dong va quang canh. Tuy nhién, két qua ctia chién luge nay 1a cac show cua
nang luén ban sach vé, giup giam cac phi ton quang ba lién quan; gid vé cua nang rat dit, cao nhat
trong nganh biéu dién tir trudc dén nay, va, du phai chi mot khoan khéng 15, cac tour dién cuc ky co
lai.

ek

» Papa, dirng cao giong

Néu tham vong xdy dung thuong hiéu cua nang vo cung chay bong, chién lugc tiép thi cua
Madonna ciing rat khac thuong. Khi né di t6i chd tro thinh cac chién thuat mang tinh xtc pham, nang
gidng nhu mot vi tudng nim sao. Nang 1a mot ké giy tranh ludn hang loat, mot dang tdi cao trong kha
nang giat day. Tu khuynh hudng thich phd trrong ¢ san truong, qua 161 de doa rut phép thong cong
clia nang ctia dirc Gido Hoang cho téi vu scandal vé nhitng birc anh nude ctia nang, xuat hién mot cach
bi 4n dong thoi trén ca to Playboy 1dn Penthouse, Madonna d3 lam chii nghé thuat budn tin tirc giat
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gan. Nang 1a mot Warren Buffet!!*] ciia thi truong gdy sdc, mot tay moi gidi chimg khoan cta cb

phiéu thuong hang blue blue chips. Nang ¥ thirc sau sic dugc rang cac vu ban hinh anh goi tinh, ban



cac ¢t soc va cac vu budn ban vira goi tinh vira gy sdc 13 nhitng vu 1am an hoi nhét.

Chang han, thang 11-1990, nang bd tri d& MTV cam cubn video cap 3 “Hay bién minh cho tinh
yéu cua toi” (Justify My Love), va nhd tac dong quang b ctia nd sau do, nang ban dugc 400.000 cudn
bang video v&i gia 9.99 d6 la/cudn, phat hanh vao dtng dip 1& Giadng sinh. Nam trudc do, nang che
mit Pepsi Cola bang cach loi dung tiét muc quang céo cho nhd san xuit nudc giai khat khong 16 nay
dé gidi thiéu dia don moi “Like A Prayer” ctia minh. Pong thoi, nang 1am ra mot phién ban tha hai
khong dinh gi ti cong ty d6, vai muc dich quang cdo cho goi san pham hit ctia minh, The Immaculate
Collection. Khong hé dé ¥ t6i nhitng nghia vu v&i cac nha tai trg ctia nang, phién ban tht hai nay bao
gém nhirng hinh anh tinh duc li€n chung tdc, xuyén tac gidi tu si vatd chirc KKK. Su phan ddi kich liét
tiép sau d6 da budc Pepsi rat lai tai trg cho nang ca si, diéu nay chi nhu d6 thém dau vao ltra, va, nhu
thé thé van con chura du, Madonna lwom thém ctia cong ty ndy mot chi phiéu 5 triéu do nira. Kinh
doanh san dién chic chan khong phai 1a mot nganh kinh doanh cta ké ngdc nghéch.

Tuy thé, v&i moi cude gay tranh luan co6 tinh todn, moi su khiéu khich da sfip dat, va nhirng con
gidn dit chdng céc tay sin anh trom theo kiéu ghét gidi truyén thong nhung sdn 1ong cho chup cén canh
clia minh, nha nghé si tiép thi bac thdy nay da vap ngd vao dau thap nién 1990 va gan nhu roi vao
chén ldng quén “gid-nay-em-6-dau”. Vu scandal “Justify”, cudn sach mién phi Sex, mdt cuén phim 16
lang gan nhu 12 phim con heo, Body of Evidence, mot cudc ra mat day tai hoa trén chuong trinh David

150] nhan xét rang Co

Letterman, noi sy huénh hoang cuong diéu cira mom cua nang khién Paul Shaffer!
gai Vat chat chang co chat gi vat chat, dan t&i niém tin ctia nhiéu nguoi rang cudi cting Madonna da di
qua xa. Erotica,album nhac v&1 moi sy khiéu khich sép dat trude nhim quang cao, da ban dudi 2 tri¢u
ban, t& nhit trong sy nghiép cta nang. Cudén phim Dangerous Game nim 1993 khién khan gia phai
cuoi phi trude man hinh va c6 mot doanh thu am dam 1a 60.000 d6. Nang da tu phoi sang qua lau, noi
mot cach nghiém tic theo ca nghia den 13n nghia bong. Kha ning giy sdc ctia nang khong con hitu hiéu
nira, khi khan gia d3 tré nén khén ngoan va chan ngiy ddi véi cac thu thuit tiép thi tao su ndo dong
ctia nang. Trong cudc tim kiém mot cach tuyét vong tinh dam 0, nang di danh mat kha ning quyén rii.
Madonna, trén tt ca moi thir khac, 14 mdt con nguo1 cuc ky quyén ri.. Nhu mot tiét muc chon ra va



nhanh chéng thai hdi nhitng vién da 16t dudng nghé nghiép dé dang hé 1, nang gidy vo, tréu nguoi va
hanh ha theo cach ctia minh cho to1 tan cung. Strc hép dan ctia nang ddi v6i dam tré ham mod, theo mot
quan st vién sic sao, dya theo mot thuc t& rang ning d3 gigi thiéu cho ca mot thé hé nhitng hoat dong
an dién va su tréu nguoi vé tinh duc. “Khéng c6 ai dudi ltra tudi bén muoi,” 6ng ta viét nim 1985,
“ting tréu nguoi vé tinh duc voi mdt ngudi ndo khac & Hoa Ky nhu 20 nim d6.” Khong may 1a mudi
nim sau Madonna d4 quén cach ve van. Nang da tro thanh mot su quay rdy, mot ké 1én 1at an noi nhop
nhua, mot tay dai dién kinh doanh nhéch nhac, nguo1 ma cac than chu da tré nén quen thudc véi nhirng
161 ba hoa khi€u dam cua ¢ ta.

ek

* Don’t Buy for Me Argentinall>!l

Tuy nhién, giéng nhu Liberace, Madonna dap lai su khing hoang gitta dudng su nghiép ndy bang
cach 1am viéc miét mai hon bao gid hét. Nang quay lai véi gbc gac cia minh, va budc thodi lui. Cude
luu dién Girlie Tour, nhai theo kiéu Lillian Russell — toan nhung thugng hang, dung trai cao, va theo
kiéu Barnum & Bailey — dugc don nhan mot cach cuff)ng nhi€t. N6 dugc nhanh chong ké tuc véi
Bedtime Stories, nham gidi thiéu viéc quay lai v6i cac dia don “Secret” va “Take A Bowl”;
Something To Remember, mdt su tré vé quéa khir su nghiép v6i nhitng bai ballad hay nhat cta
Madonna; va Evita, bd phim c6 von dau tu 16n nim 1980 ndi vé san khau nhitng nim 1950. Su quay
vé tiép tuc voi album Ray of Light; “Beautiful Stranger”, nhai theo bai hit cua thap nién 60 Austin
Powers; “America Pie”, mOt tai ban ctia bai c6 dién nim 1971 ctia Don McLean; va Music, mot cai
git dau triu mén véi nhitng ngay xua dep dé& ciia nhac disco pha tron thém chat country va western.
Ngay ca Thé gidi chim dam nim 2001 ciing 1a mot sy quay lai la ling voi su hdn hop cac thé loai
punk, disco, geisha va Ghetto Fabulous, tat ca dua vao cudn truyén khoa hoc vién tudng cua J.G.
Ballard, ma ban than n6 lai dua vao bon thanh td co ban: dat, nudce, lua, g16. Phép than thong da thay
chd cho Thién Chta gido La M3 lam nén tang cho hé niém tin ctia Madonna. Giai diéu phu thay ma
nang di theo, nhu giai thich ctia cyu doanh nhan nganh bao hiém Rabbi Philip Berg, khang nhan rang
chi c¢6 nhitng thir dat dugc thong qua lao dong can cit méi duge tan thudng mot cach dung din.

C6 1& Madonna da chuyén hoa tir cd gai vét chit thanh c6 gai siéu pham, nhung voi cac muc dich
hién tai cua ching ta, tim quan trong that su cuia nang niam trong khia canh c¢6 gai quan ly cta nang.
Bat ké su drt quing su nghiép giita chirg do phoi sang qua 1au, nang 1a mot nha tiép thi vo song. Nhu
gin ddy nang nhan xét vé cac chuyén luu dién ngoan muc hiém hoi cta minh: “T6i khong thdy ¢ 1y do
dé thuc hién mot show trir phi ban tao dugc su khong tin ndi vao cac giac quan. N6 bao gém nha hat,
kich, su ngac nhién va su hoi hop.” Chéc chin, Liberace, Lillian Russell, va Patrick Sarsfield
Gilmore s& phai dong ¥ voi nang.



BAI HOC IX

CACH THUC PE LAM MOT HARRY POTTER

« JKR va Cay diu than






Pay 1a mot cau chuyén nghéo hoa thanh gidu cii rich, rat v xwa cii va quen thudc tir cac chuong
trinh nhiéu tap trén ti vi, cac cudn phim thiéu nhi, cac cau chuyén than thoai, va céc tap chi 14 cai. Mot
tac gia day chi phin dau, mot ba me don thin, séng trong mot cai gac xép sat mai nha lanh gia, bi suy
nhugce va vo danh tiéu tot, bang cach ndo d6 da cd viét ra mot tuyét pham vin chuong trong mot cai
quéan café trong luc con gai ctia nang dang ngoan ngd. Tuy nhién, nhiéu nha xuat ban déi tra khong thém
ngd ngang gi dén tic phim nay va su tir chdi cr thé tiép dién. Ngay dung luc nang sip sira chip nhin
that bai va quay vé véi cong viéc danh may co murc tién cong chét d6i, mot dai dién sic sao da phat
hién ra anh vang 1ap 16e trong mot xap gidy bi loai bo. Ong ta bit tay vao hanh dong, ddm phan mot vy
ap phe gan nhu hio huyén véi mot nha xudt ban co tiéng, va tac pham cudi cung da duoc phat hanh ma
chang c6 mot sy quang cdo tién xuit ban hodc chut tiéng tim ndo trén cac to phu truong chi nhat. Tuy
nhién, cong ching yéu thich né, 101 don vang xa, doanh s cat canh va no leo 1én ding dau cac bang
xép hang. Mot cudc chién dau gia cho cac quyén & My nd ra, nguoi ta dua ra mot khoan tng trude sau
s6 khong, quyén sach giét ho ¢ cc tiéu bang va ca phan con lai cua thé gidi cling budc theo vét xe
lan. Cudn tiép theo che khuat cuén dau; va cudn tiép theo cta cudn tiép theo chin thé gigi ding lai
trén quy dao cua no, mdt sy lu md hoan toan cua thi truong. Nha van ngheéo ting thud nao khong chi
duoc mén yéu va tan tung, nang sdng hanh phuc ké tir ngay do.

Mot kich ban nhu thé, néu duoc dem téi chao hang vdi mot nha san xuat Hollywood, c6 18 s& bi
bac bo 1a qua khudn sdo, qua ty mi, qua Walt Disney ddi v&i nhirng ngon tir. Thé nhung diéu d6 da
that sy xay ra v6i Joane Kathleen Rowling, tac gia da-triéu phu cua cic quyén Harry Potter, mot
chudi chuyén 16i cubén vé mot cdu bé phu thily hoc tai truong Hogwarts, mot ngdi trudng ndi tra day
phép thuat. Hay noi chinh xac hon, d6 1a cach ma gidi truyén thong tudng thuat lai vé cau chuyén ciia
nang. Phai thang thin néi rang Rowling di t6n kha nhiéu gidy muc dé pha tung cai huyén thoai do gidi
truyén thong dé ra nay bé’mg cach nhin manh vao tu6i tho hanh phuc, su trudng thanh binh thudng,
thanh cong du c¢6 hoi vo phuong hudng trude khi khai nghiép véi Potter, va it ra, thuc t& rang nang bi
mat 6n dinh rat 16n v6i mirc d6 thanh cong cta minh, diéu gan lién véi nhitng tic dong khong hay
khac, chéng han nhu bon theo dudi an ké, sy mat mat vé doi séng riéng tu, thong tin bao chi khong
lanh manh, van van.

Thé nhung, du véi tit ca cac phan khang ctia nang, viéc mot nha ké chuyén nén ké lai cau chuyén
ctia minh theo phong cach chuyén than tién ciing 1a mot diéu twong d6i thich dang. Nang 1a C6 bé lo
lem ctia thoi dai ching ta, nguoi c6 d6i chan vira v&i d6i giay thiy tinh cua su ndi tiéng; mot nang
Bach Tuyét ctia thé ky 21, bi dau doc bai mau tao co vé ngoai ngon lanh cua ngoi sao chiéu ménh; chu
nhan ctia mot con Ngdng vang dugc nudi bang mot sach va dé trimg voi su rudng bo vui tuoi.
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Cho t6i nay, 180 triéu ban ctia bén cudn dau tién trong mot xé ri bay cudn di duoc ban ra, bién
Rowling thanh ngudi phu nit gidu nhit nuéc Anh voi tai san ca nhan tri gia khoang 400 triéu do.
Nhitng quyén sach da duoc dich ra 47 thir tiéng — chi ¢6 Thanh Kinh kha hon — va 1a best-seller tai
200 qubc gia, ndi riéng 1a & Anh va My. Trong tuan 18 “ra mat” nim 98, Harry Potter di chiém bon vi
tri dau trong bang xép hang best seller ciia to New York Times. Strc thong tri ctia n6 16n dén ndi to
b4o ndy phai 1ap ra mot danh sach riéng cho vin hoc thiéu nhi nhim tao ra chd trong cho cac cay but
co thu khac nhu John Updike, Pilip Roth va Saul Bellow. Tuong tr, & Anh cac tya sach Harry Potter
da duoc ban sach trong ngay, thuong 1a bdi mot dai 1y hudng hoa hong. Chung khéng chi ding dau
moi ban danh sach bestseller, ma ca cac Muggles (tir ciia Rowling chi nhitng ngudi thuong khong biét
phép thuat) ciing khong thé 1y giai hay hiéu noi hién twong nay. Theo mot bién tap vién ngudi London
ctia t0 Times, chua bao gid c6 mot hién tuong ndo giéng nhu thé ké tir dot xuit ban timg ky truyén
Pickwick Papers cta Charles Dickens, khi dam dong tu tap lai dé cho doi sy xuat hién cua tung sb
mot. Harry Potter con hon 1a mot hién tugng, nd 1a mot hién tugng cod yéu t6 sa doa, mot hién tuong
“con nira déy”, mot hién turong voi quyén luc thir ba.

Tuy nhién, c6 nhiéu van dé dbi voi Harry Potter hon 1a cac con s6 doanh thu chong mat. Ching
nghién Potter c6 mot tic dong gap boi 1én nén kinh & toan cau. Chang han, nganh in da budc phai lam
viéc hét cong sudt dé dap ung cho nhu ciu ctia ngiy thir nhit. Cac dich vu giao hang ngay trong dém
phai rudn hét sire luc trong con dién cudng cua ngiy sach ra mat. Cac thiy phu thily cua phd Wall
cling mé nha phu thiy ctia trudng Hogwart dén mirc ho da tinh thin hoa gia cd phiéu ctia cac nha xuat
ban Anh va My cta cdu bé nay, tirc Scholatic va Bloomsbury, t61 nhitng d§ cao chua tung c6. Mot



khoan ting 24% doanh thu trong pham vi sach thiéu nhi d3 dugc ghi nhan, nhd vao niém mong moi
tuyét vong cta cac fan ham mo dé duoc doc mot cai gi do tuong tu trong khi cho su kich dong mai ké
tiép. O Anh, con sb du khach t6i cac diém du lich “huyén bi” nhu Tintagel, Cornwall, Knaresborough,
Yorkshire, va 1au dai Merlin... ting vot. Cactruong ndi tri ciia Phap ciing bao cdo vé mot 15 thing
trén cac don tir va tham chi cac canh tuong theo phong cach Harry Potter da quay lai trong thoi trang
tudi teen.

Tuong tu, mot h¢ théng van hoc thir cép mo rong, bao g@)m nhitng t& bao danh cho ngud1 ham mo,
cac website, “cac doc gid”, “cac ban déng hanh”, cac nha phé binh, céc tac phém nhai, nhirng tiéu sur
khong chinh thirc cua J.K. Rowling, vv, dang phat trién nhu vii bio. Nhirng ban dau tién co6 chir ky da
1én t&i nhitng cai gia ky luc & cac phién ddu gia; mot trong nhitng thiét ké bia nguyén thiy da duoc ban
cho mot nha suwu tAm véi gia 85.750 bang Anh; mdt ban tom luge dai 93 tir cua cudn thtr nim ban
duoc 28.680 bang & phong dau gia Sotheby; chung di duoc san xuit dudi moi dang hinh (minh hoa,
chit Braille, chit Latin, chtr Hy Lap co, bang cat-sét,...) bao gém mdt ban dic biét dé danh dau 100
triéu ban ban ra. Ngoai ra, cac hang gia mao dang 13 mot van dé dang n6i 1én ¢ Trung Qudc, noi sach
gia gia thap duogc tung ra ban trudce cac ban gdc, du cac ban g van con 1a nhitng tua sach bestseller
ké tir thoi cubn sach d6 ctia Mao. Nhiing tinh tiét mdi hoan toan, nhu Harry Potter va Bao tim toi gip
Rong ciing dugc viét ra bai nhitng tac gia an danh Trung Qubc rdi gan cho Rowling.

skeksk

« Harry doi véi Hollywood

Trong khi noi rang khi Harry hat hoi nén kinh té s& bj cam lanh 13 mot su cudng diéu, khong thé
chi bo tiém lyc thi truong ciia cai bong bong Potter. Cu thé, nhitng b phim hanh dong da ning cao
dang ké nén kinh té. Hing Warner Brother di ky mot hop dong bay con sd, nim nidm, hai cuén phim,
v6i Rowling vao thang 10-1998. Mot kich ban ctia cudn thir nhit dugc Steven Cloves, quan quin viét
kich ban phim sau Wonder Boy phat trién, va sau khi du an bi Spielberg bac bo, mdt s6 dao dién hang
dau, bao gdm Ivan Reitman, Bard Silberling va Terry Gilliam, duoc Warners moi thir viée. Cudi
cung, Christopher Columbus, véi thianh cong vé doanh thu trude d6 cua cac cudn phim thiéu nhi ¢6
dién Home Alone va Mrs. Doubtfire dugc chip nhin, chu yéu 13 vi 6ng htra s& trung thanh v6i van
ban thiéng liéng.

DPuoc quay toan bd & Anh, v&i mot dan dién vién nam nit ngdi sao clia nudc Anh, Harry Potter va
Hon da phu thiy da duoc tung ra vao ngay 16-11-2001. Bat chip cac binh luan khac nhau, phan 16n
déu than phién vé su trung thuc thai qua voi nguyén ban, doanh thu 125 triéu d6 1a mot con sb khong
16. N6 duoc cong chiéu trén s lugng khong thé doan trudce 1a 8.000 man anh MY, pha v& moi ky luc
doanh thu trudec do — ngay dau tién, tudn khai mac, di thu dugc 100 triéu va ct thé - va con sd cudi
cung 13 980 triéu d6 trén toan thé gidi, bién nd thanh bd phim thanh cong thir hai trong moi thoi, sau
Titanic. Cudn phim thir hai, véi cung dan dién vién va doan 1am phim, dugc tung ra mot nim sau do.
Ca n6 ciing dit vo sd cai mong 18n vo sd ghé rap hat (voi con sb 450 triéu d6). Cac phién ban phim



man anh rong cua cudn ba va cudn bdn cling dang trén duong thuc hién, mac du dy bao vé vin ménh
ching day ray kho khin, van cong bang khi gia doan rang Harry Potter s& thu hut chat ctng khan gia
trong thoi gian sip t6i.

Bi tem Harry Potter

Hon nira, doan lam phim khong chi dung lai ¢ viéc gat hai doanh thu. N6 cling c6 nghia la viéc
tiép tuc tuyén dung dién vién va k¥ thuat vién, hop déng phu v61 hang CGI cho cac hi¢u ting dac biét,
nhirng phim truong va phong thu 4m chat chd, nhitng chd dua khoe khodn cho nhitng tay ban dao bap
rang va nhitng tay giam sat, mot thwong vu du lich phat dat & cac dia diém quay phim, nhu Pai hoc
Oxford, Nha thd Gloucester, Lau dai Alnwick, va, con nita, vo sb cong viéc ngoai gio cho cac ¢d van
phap 1y ciia Warner Brother, nhiing ké nd luc mdt cach qua quyét dé kiém soat cac vu sao chép Potter,
doi khi hoi vé van.

Nganh kinh doanh hang hoa lién quan con s61 dong hon. Ngoai goi tai tro tri gid 150 tri¢u do cua
Coca Cola, va nhém tam dau ché thong thuong vé CD, video, DVD, giéy phép duogc cép cho moi kiéu
nha san xuat. Nhitng vi ndy bao gom Mattel, vé board game va do choi, Hasbro, vé thé giao dich va
keo, Electronic Arts, vé video game va phu tung may tinh, Character Group vé céc tiéu tuong béng
nhua déo va str, va Lego vé gach xay dung.

Nhin chung, hon 200 myc sach va phim dugc cong nhan tu cach thanh vién hién da c6 mat. Nhirng
nha ban 1é trén toan thé gidi da dung cac cira hang chuyén ban d6 ¢6 lién quan Harry Potter. Nguoi ta
da tinh toan réng can c¢6 mdt khoan phi ton 500 do dé c6 moi loai hang. Va, trong khi J. Alfred
Prufrock hién doi minh cho cac mudng ca phé, ddm nhoc ngay nay co thé trai qua mdi phat di bd vai
su vay quanh cua cac mon hang Harry Potter. Harlow va Chittenden xac nhdn rang “Tré em c6 thé
thirc ddy trén nhitng trang sach Harry Potter, danh ring bang ban chai cta cu ta, gdi dau bang dau goi
clia cdu ta, deo ba 16 Harry Potter t§i trudng, dung cac cudén vo ghi bai hiéu Hedwig, Bertie Botts va
Gryffindor trong 16p, kiém lai gio két thiic ngay hoc trén dong ho Harry Potter va vé nha dé choi tro
choi dién tir vé cau bé anh hung nay trudc khi 1lam bai tap trén ban hoc Harry Potter va nam cudn
minh trén giuvong trong bd dd ngil ¢6 v& hinh Potter dé doc lai nhitng cudn truyén mang nhin hiéu
Harry Potter.”



Ngudi ta ude tinh rang cidc mén hang lién quan t6i Harry Potter trén thi trudng co tong tri gia
khoang 1 ty d6. Nén nh¢ rang (a) quyén kinh doanh HP c6 thé mé rong khoi cac nguyén miu cua
Rowling; (b) mdi mot dot phat hanh méi lai tao ra nhitng co hdi dang nhd cho cac nhan vat, khung
canh, d6i trong, van van; (c) mi 1an tung san pham gay nén mdt mbi quan tim méi vao danh muc céac
mén suu tam; va (d) cac thé hé khach tiéu thy tré tudi chua ra doi s& tré nén quen thudc vo1 vil try
Harry Potter khi nhiéu nim thdng, va c6 thé nhiéu thap ky tréi qua. C6 vé nhu bau troi moi 1a gidi han

1521 Nhu phan 16n cac thuong hiéu khong 16 dugc ngudng mo - Apple,

cta tiép thi Harry Potter.!
Barbie, Coke, Disney, Ericson, Ford, van van — Harry Potter da thu déc mot dia vi mang tinh biéu
twong. Chi trong sau ndm ngin ngli, cau da trd thinh mot gidy phép dé in tién (ndi thang ra 1a vi cac
board games dang str dung cac Galleon, Sickles va Knuts ctia cai may duc tién ctia Rowling ciing

dang dugc ban).
skeskesk

« T6i khong thé tin noi d6 khong phai Barnum

Khong ké t6i su biéu twong hoa, diéu dang chu ¥ nhat & cac cudn truyén Harry Potter 14 cach
ching dugc tiép thi. Cac cubn sach — phim thi kém hon — di duoc tiép thi theo kiéu tréu nguoi ¢ murc
hoan hao. Trong chirng muc nao do, né da khéng nhan kha nang khong du ban, su tri hoan lai, su Véng
mit, trd x0 14, su quyén rit. PO 1a mot su twong phan hoan toan véi khai niém tiép thi truyén théng.
Nhu da dé cap ¢ Bai hoc Mot cho dén Bai hoc Ba, tiép thi “hién dai” dat trong tam vao khach hang.
N6 nhim t&i muc dich tao ra mot cude séng dé dang cho khach hang bﬁng cach dua hang hoa to1 thi
truong ddy di va dung hen, dé chiing c6 san ngay khi va tai noi ma khach hang mudn, voi mot gia tién
ma ngudi ta dd sin sang dé tra. Trai lai, cach tiép can tiép thi tréu nguoi ¢ tinh tranh cach xac nhin
“nd day rodi, toi ma 1ay nd, cé di cho tit ca moi nguoi”, bang cach tri hodn su ban phat, bang cach lam
cho ky vong ding cao, bing cach giay vo, tréu nguoi, hanh ha ngudi tiéu thy, va bing chiéu thic
khong ngirng gay huyén nao.

Phai nhan manh rang, nha xuit ban tic pham Harry Potter d phat hién ra “cach tiép thi khudc
tr'mot cach tinh co. Khi doanh s6 cta cudn thir nhat cat canh — phan 16n nho vao tin truyén miéng,
cac cudc trd chuyén trong san trudng, cac chat-room trén mang, van van — nha xuat ban hét sach cac
ban in va nhan ra n6 khong thé dap tng dugc nhu cau doi hoi qua nhanh. Tuy nhién, nhitng kho khin
trong viéc san xuat thém, dd 1am ting thém su sung bai cudn sach, khién nd tro thanh mot dang thé
Pokemon hay mot first day cover (phong bi dan tem phat hanh ngay dau tién) quy hiém.

Phai noi1 réng khi cac nha tiép thi cua Bloomsbury da nhan ra sirc manh cua sy hanh ha khach
hang, ho khai thac n6 mot cach xuit sic. Chién lugc tiép thi khude tir ctia ho dbi voi tap IV nodi riéng
la mot tuyét phém cua thuat tiép thi tréu nguoi, vi n6 bao gém mot su bo1 den hoan toan cac thong tin
dua trude. N6 khoi dau voi mot chién dich tréu nguoi, bao gdm nhitng bién quang céo vé “Su quay
lai cua Harry” va sy dém nguoc thoi gian d6i v6i ngdy phat hanh dang nhanh chong t6i gan. Tuy
nhién, tua sach, d6 day va gia ca van nam trong vong bi mét cho téi hai tuan trudc cai ngiy trong dai



d6. Nhirng ban sao diém sach bi gidu kin, cac cudc phong van tac gia bi ngin cAm va cac ban dich bi
hodn lai vi so xay ra nhiing 10 17 khong dang c6. Cac chi tiét cbt truyén 1y thi, bao gdm cai chét cua
mot nhin vat (thtr yéu) va sy thire tinh vé tinh duc cta Harry, dugc cung cap nhd giot cho cac tap doan
béo chi nd 1¢ ngay trudc ngay tung san pham. Tham chi ngudi ta con thong bao, vai it nhiéu vé nghiém
trang, rang ban thio dd dugc cit ky trong mot ta sat dugce canh gac can than sau khi no suyt chat da bi
lay cap ngay trudc miii ctia mdt can bo ciia Bloomsbury. Hoi hop! Chan dong!! Cuc ky kinh khing!!!

Trong luc d6, cac nha in va nha phat hanh duogc yéu cau ky két nhitng hop dong riéng kha thi
nghiém ngat. Cac hiéu sach phai chiu mét chinh sach cAm van khong thuong xot kiéu nha binh, du ho
dugc phép trung bay tap sach tréu nguoi d6 (trong nhiing cai ruong khoa chat) mot quang thoi gian
ngan trudc “Ngay Harry Potter” 8-7-2000. Nhiéu nha béan 1¢, trong thyc t&, d3 md cira vao nira dém
cho nhitng hang dai thiéu nhi day him hé hio hirc, mic d6 ngt, 6m choi, khoac 4o choang phu thily, va
nhirng hang thim chi con dai hon nhitng co quan truyén thong va doan 1am phim truyén hinh c6 bon
phan trong thuat lai cudc vui khuya khoat, va thu lai nhitng twong thuit ctia nhitng tudng thudt vé cudc
vui khuya khoat do. ..

Phai nhan manh rang, chién dich tiép thi ctia nha xuat ban khong chi gidi han vdi cac khach hang
h4o hirc. Chién lugc tiép thi co6 tinh bao dam ctia ho con chirng minh cho mét chiéu kich hiéu nghiém
den tdi hon nhung khong thé chéi bo. N6 bao gdm viée nhod giot nhitng goi v it vi té hon rang khong c6
da s6 luong ban in cho tit ca, do d6 cang 1am tang thém sy dién cudng cua dam fan “nhat-dinh-phai-
c6-nd6” va cac nha phan phéi ciing giéng y chang thé. Canh chiéu gia tao trén truyén hinh vé nhirng
doan xe tai boc st an toan dang giao nhitng kién hang quy hiém cho cac cira hiéu ban sach trén mang
cling dugc san xudt va phat hinh trude ngy phat hanh mot tudn. Hai muoi ban in trude cta cudn sach
t61 mat nay “tinh c6” dugc ban ra & mdt ctra hiéu Wal-Mart v6 danh nim sdu & West Virginia, va chi
can c6 mot trong nhitng dtra tré “may man” bi bdo gidi truy ra ddu vét mot cach mau nhiém va duoc
tung ra trén moi trang bia ciing 3 ddng dong tién bat gao. Mot ban inkhac ddp mot cach khong thé hiéu
ndi xubéng ban nhan thong tin ctia t& bao T6 Cach Lan Daily Record, du nd di dugc gui tra lai cho nha
xuat ban sau d6, van con niém phong béi nhirng cha ché sin tin ludn gitt dao cao dirc trong ctia to DR.

T4t nhién, trong vu viéc nay, siéu ning chuyén doi van ban cia to Record di tim duoc dudng t6i
cac trang nhat bao chi ding nhu dy bdo. C6 nhoc hoc tro “may min” & West Virginia da cudng lai
duoc ham mudn tiét 16 nhirg diém méiu chdt hodic ban tai san quy bau cua minh cho mdt bén thir ba
phi phap. Nhirng chuyén giao hang cho cac ctra hiéu ban hang trén mang that sy di tao nén mot dém
cuc ky trude ngdy phat hanh sach. Va, that la lung, viéc thiéu 4n ban nhu suy doan khong bao gid bi
tiét 10 ra. Quyén sach, khong thé tranh khoi, c6 mit & khép noi, tir cac ctra tiém thuc phém cho t&1 cac
nha hang ven 16. L& tu nhién, khong ai than phién c4, vi ai ciing phai tim cach dit tay minh 1én cudn
Potter quy bau, va, trudc khi doc xong su bi an mau nhiém, ho da quén khuéy mét mot cach thoai mai
chién dich tiép thi bi 4n nay.

That ra, ban than chién dich tiép thi con mo 4m hon ca cubn sach, phai néi 1a mo 4m nhat va dang
so nhit tir trudc dén nay. Vi du, n6 vién cé rang thit bai ctia Hogwarts’ Express da dugc ¢ tinh xép



dit. Vao ngay Harry Potter, tac gia cudn sach da ky mot tua khoi hanh tir Cong 9 % ctia Ga King’s
Cross. Tuy thé, nhirng ké canh chirng Rowling khong thé kiém soat duoc cudc du da cua gidi truyén
thong dai chung, cac nim dim dd duoc tung ra tir cic nhiép anh gia nan chi, va mot sé fan ludn ludn
trung thanh d3 bi bat trong cudc au da. Co 18 that khong may, nhung khi su tiép thi theo kiéu phi nhan
tiép dién, dién tich tin bai trén béo chi sau d6 chirng minh rang n6 da dién ra cuc ky t6t dep.

Chién dich cho Tap IV khong dirng lai ¢ sy pha nhin. N6 dugce b sung kém theo bdi mot ludng
khong khi tiép thi nong bong khong 16. Cac budi chiéu dii bao gidi, cac cudc xuit hién trén truyén
hinh, cac cudc phong van phat thanh, cac thong tin trén bdo, cac cudc ky tén vao sach, cac cudc man
dam online, tiéc ming tung san pham va moi thir vii khi khac trong cai kho nghé thuat tiép thi déu
duoc nhdi vao dich vu an theo Potter. Chinh ban thin P.T. Barnum hin cling phai tu hao véi su ddi
dao cta nhitng con sb thong ké t6i cao. Nghia 13, su thira thdi nhitng ¢t tron trimg kinh ngac, nhitng
cai gidng nhu that theo kiéu ctia Sach ky luc thé gidi Guinness da dugc truyén ba bai nhitng bac thay
quang céo ctia Harry; su thira thai d rai déu mot cach sung sudng trong tirng bai bao hay tuong thuat
béo chi vé hién twong xudt ban ndy. Su quang cdo om xom lan téa dén mirc nd da két tua thanh mot su
phan tngdir doi dbi voi Bloomsbury To dau -Téi té (Bad-Big Head). Chiéc céc Quang céo, nhur tap
truyén thor tu dugc dat tén lai mot cach binh dan, da 16n tiéng vach mat thuat ban hang bip bom cua
nod, cho théy mot sy lang ma ddi véi cac dic tinh phan thurong mai ctua nganh xut ban sach van hoc va
1én an sy dong 18a clia nd v4i guong may dao boi tién cua khoi truyén thong, cac tip doan da qudc gia
va muu mo cua nha tu ban.

Quang canh thim chi con nhon nhip hon, khi nhitng tay din dau cta gidi xuat ban ciing chen vai
thich canh nhau len 16i tham gia vao cudc au da nay. O Anh, Anthony Holden d4 chi trich nhitng quan
ngai dén tir hoc trd ctia minh trong muc diém tin cua to Ngudi quan sat. Harry Potter, 6ng nén nong
giai thich, dai dién cho mot chién thing ctia trd quang cdo 1o 1éu trudc thi ca. Bloomsbury, 6ng gim
1én, d3 dung dén muu meo quang cdo trudc chi xtng v6i hing Wonderbra. J.K. Rowling, ong hét
toang, khong thé viét dé ctru doi minh, phai dau khd véi “mdt phong cach vin xudi té nhat phi vén
pham”, tao nén it su cang théng kich tinh hon ca mot doan kich truyén hinh ué6t at cép trung binh, va da
st dung nhitng tinh tiét sdo rong rap khuon, thiéu ¢ twdng twong va qua dé doan trude. Hon nira, ba
ta phai chiu trach nhiém c4 nhan cho su au tri hoa nén vin hda Anh va phai mang on phong tiép thi
diéu toa ctia Bloomsbury, véi nhitng tién sigian manh chuyén nghé théu dét, nhitng nha hoach dinh
chién lugc ranh ma, va nhitng thuyét phuc gia thut 16. L& ty nhién, ca sy thu dich mang tinh c4 nhan 1an
— xin Troi Phat thtr tha! — su ghen ty vé nghé nghiép déu khong co vai trd gl trong cudc tin cong clia
Holden vao Harry Potter. Trai lai, 6ng ta con mudn chic cho vi nit tac gia nhan dugc kha kha tién tac
quyén, trong khi thoi thic ba (trong mdt cach thé hién rap khudn, thiéu 6c tudng tuong va qua dé doan
trudc) nhan tién roéi nhan nit bién.

Bén canh d6, Holden khéng don doc. O My, nha phé binh van hoc hang dau Harold Bloom dé biu
ndi kinh hoang Harry Potter tir nhitng trang béo ning ky ctia to Wall Street Journal’s va tiép theo d6 1a
mot loat sung lién thanh ctia Sidewinders trong to Harvard Business Review. Nha khong 10 trong lang



sach nay kho & dén mirc phai bai tiét ra mot ban danh sach khuyén co cac quyén truyén nén doc cua
chinh minh, Cac cau chuyén va bai tho cho Tré em cuc thong minh ctiia Moi thoi dai. Cling t6 thai do
ling ma twong tu 13 chuyén gia vin hoc thiéu nhi c6 cai biét danh dang nhd Jack Zipes, ké don guc
chang phu thay tré con mot cach khong thuong x6t. Muu mé kiéu Potter, ong gian dit noi, 1a mot biéu
thi ctia hanh dong bat luong day tinh xuyén tac vé tha pha da qudc gia, mdt con quai vat lam tién
khéng 16 nubt cac ban doc nhi vao cai da day hoi thdi cua no, khong con chira chd nao cho cac tac gia
van hoc thiéu nhi xtng dang hon. Tuong tw, Hiép hoi Ngon ngit Hién dai ciing danh ra mot phan dic
bi¢t cho Harry Potter trong cudc hoi thao nam 2001 & New Orleans. Nhu mot thanh vién du hop dac
biét gidn dir tuyén bd, “Rowling s& phai cong nhan rang khong chi c6 van dé tré con va bd me ciia
ching mua cic nhan vat hanh dong, ma con ¢ van dé khac 14 trong nén vin hoa kinh € toan cau, tré
con tr& thanh nhitng nhan vat hanh dong bi giat day bai nhitng ngon tay khong 16 cua tip doan, va cubi
cung la su kiém soat vé xa hoi va chinh trj.” T4t nhién, thuc t& 13 chinh Harry Potter, ké nhan dugc su
ca tung duong thoi va cung cip cho doc gia qubc gia nhitng cau chuyén lan man hoc thuat tw cho minh
13 quan trong, khong c6 mit & ddy 14n ¢ dang kia.

ek

e Harry Potter — ké kich dong

Nhu con gian dit cua thé ché vin hoc da chirng to6 mot cach XUAt séc- noi theo thuat ngir tiép thi —
su dong gop nhiéu nhit dén tir chinh ban than J.K. Rowling. Swcam ghét co dy tinh ctia ba d6i véi cd
may quang ba Potter tO ra 1a mot chit liéu quang ba hoan hio. Su ghé tom tiép thi cua ba duoc quang
c4o nhiéu nhit vao thoi diém d6, nhitng lo ngai cua ba vé cach budn ban diém dang ctia Warner
Brothers dbi véi sang tao ky diéu ctia minh ciing vay. Khong chi 1a mot sy quang cdo ldo 1éu tuyét hao
d6i v4i cac vat pham dang dé suu tap — néu JKR khong thich ching, ching phai c¢6 chut gia tri gi xing
dang chir nhay! — ma d6 con 12 moét mdi loi khong 16 dbi v6i Warner Brothers khi thuong luong vé
cac gidy phép chuyén nhugng quyén khai thac. Nhitng nha cung tng c6 thé bi gidy vo véi ludi guom
Damocles cta sy “khong chip thudn” ctia Rowling, mot diéu tuyét hao cho viéc tranh thil thém nhirng
sy nhan nhuong trén ban dam phan. “To61 khong tin vao cai y tudng,” mot ké hoai nghi chu nghia nhan
xét, “rang ba ta ngdi xudng va xem xét qua tat ca du chi mot gidy. Tat ca cac thong tin phan hdi tir nha
xut ban Warner Bros bao rang bat ky giao dich, mua ban nao déu phai duoc ba ta thong qua. Cai an
twong rang ba ta c6 quyén phu quyét. Nhung t6i khong biét lidu d6 phai ching chi 1a mot 1y do tién
lgi. T6i nghi ho mudn dung ba ta nhu 1a mot 1y do dé thoai thac. ”

Va su viéc khong dirng ¢ d6. Sy suy sup than kinh ctia tic gia trong khi viét quyén sach trong tAm
trong loat truyén ciing duoc dua 18n cac trang nhat, cing v6i cudc cdi v “vé tinh cam” voi Steven
Spielberg cua ba. “Nhirng ké duogc cho 1a 1én lut dn theo” ctia Rowling tham chi con lam lua cho cd
may xay truyén thong, di c6 mot tay pha nhan cac cudc phan cong vu cdo, bao rang d6 1a mot tro
quang co ré tién (rd rang, ong ta da tinh cd thoat ra khoi cai thong long c6 dong). Twong tw, nhitng vu
chéng dbi Potter cua nhitng ngudi Thién Chaa gido chinh thong, cac cdo budc vé sy ton sting ma quy



cua cac bac phu huynh lo léng, cdc vu cAm sach cua céc thu vién Uc khét khe, va nhirng 161 bong gio6
vé sy dao vin clia cic tic gia chua xuat ban, nhitng ngudi “da nghi ra nd dau tién”, tat ca da bi hat
sach vao cai 16 den PR 1a Harry Potter. Tham chi, su viéc con di t&i mirc 13 cac phong vién tudng
thudt lai vé cac phong vién di tudng thuat vé nhitng diéu duoc xem 1a bi an ciia cudc hon nhan dau
tién that bai cia Rowling. Nhitng ngudi khac twdng thuat lai vé nhirng tudng thuat rang Rowling, theo
cac tudng thuat, dd tré nén qua 16n véi dbi véi dbi tng ctia ba va qua bé vé dé co thé tuong thuat véi
céc phong vién. Ctr thé, mot con dién khung tur sinh tw dudng da nay sinh — nhitng nha vin viét thué
ban thiu chdng lai tw do bao chi — va chiéu cao cac cot bao cir ting 1én mdt cach day phan khoi. Xin
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16i ngai Thomas Pynchonl'33], khong c6 gi dang gia vé mat thong tin hon mot nhan vat ndi tiéng tao

nén song gi6 du luan.
skekesk

e Nhi¢u Harry quay lai

Thomas Pynchon nim
1957, mot trong nhimg
anh chup hiém hoi da
dwgc cong bo

Pay tinh ngiu nhién, nhung viéc tiép thi Harry Potter lai tring hop voi cdu trac tiép thi tréu nguoi
vé mit hanh dong. Cong ching lién tuc bi lira bip (c6 bé hoc trd may min, cudn ban thao quy gia cat
kin trong mdt can phong cua nha xuit ban Bloomsbury). Tinh riéng biét dugc thuc hanh mdt cach chu
ddng (nhitng ban in bang tiéng Hy Lap va latin ddc biét han ché) hodc 4m chi mdt cach gian xao (6
khong, khong c6 da ban in dé tung ra khip noi dau). Phong dai, phong dai, phong dai 13 cau chim ngon
ctra miéng khong hé thay doi cua nha xuat ban, vi moi thir thim chi con mo hd vé théng tin hon da
duoc tong vao cai hoa 10 tham lam v6 do clia gidi truyén thong (viéc tong vao 10 ndy ciing dugc lién
tuc tién hanh). Tuong tu, tinh chat bi an 12 trong tAm cua toan bo hoat dong, moi thur, tir tra dé cua tap
IV cho t&i tin d6n rang mot nhan vat chinh s& bi giét trong Harry Potter va Hoi Phuong Hoang. Ban
than cac ciu chuyén ciing day bi 4n, xin nhd cho: mot su pha tron gitta Tom Brown, Agatha Christie
va cac tac gia cua loat truyén The Hardy Boys.



Tuy nhién, trén tat ca, hién tuong Harry Potter co tinh chat tiéu khién cuc ky 16m lao. Béan than céac
quyén sach c6 tinh tiéu khién, nhat 1a khi doc ndi dung tiép thi ctia ching (xem Qua ting mién phi 13).
Phan g cta cong chiing c6 tinh tiéu khién, nhu cac trang web hién tang, cic nhom chii dé va cac hiéu
sach ngoai mang ching to; phan (mg ctia nhitng ké ghét Harry c6 tinh tiéu khién, nhat 1a phan tng cua
giéi vin chuong!'>#; va, dic biét nhit, 1a ban than cac chién dich tiép thi ciing 6 tinh tiéu khién cuc
ky, dac bi¢t khi mot dot om xom huyén ndo ctia Holywood dugc bo sung thém vao nhitng nd luc da rat
an tuong cua Scholastic va Bloomsbury. Harry Potter nhic ching ta nhé t6i mot thuc t& d& bi quén
lang rang tiép thi thi vui. Vang, vui!

Qua ting mién phi:
Thwr phan tich hién twong Harry

Nhitng quyén Harry Potter con hon ca mot ky cong vé tiép thi, chung 1a mot chiéu thirc tiép thi
tuyét tran. Ching noi 1én nhiéu diéu vé tiép thi cling ngang v4i két qua ctia hoat dong tiép thi. Ching
giai quyét cac nan dé tiép thi. Chung day nhitng sang tao vé tiép thi. Chiing ham chira nhirng phan tich
vé hién tuong tiép thi. Chiing cung cip nhitng cai nhin xuyén subt ban chat bén trong ctia diéu kién tiép
thi hién thoi.

Do d6, cac ciu chuyén dé cap tdi hau hét moi nguyén t6 cta cai hdn hop tiép thi ciing nhu moi
khia canh cta hanh vi khach mua hang, céc diéu kién moi truong, su nghién ctru tiép thi, va con nhiéu
thtr nira. Chéng han, trong Tap IV, mot nhan vat chuén bi mdt ban bao céo nghién ctru tiép thi vé nhitng
cai vac chiu Au ré tién, phan 16n déu khong theo cac chuin murc an toan ctia nudc Anh va do d6 da bi
tir choi tiép nhan vao thi truong Anh. Mot hing nhap khau nhiéu tham vong khac tur hoi tai thi trudng
nude Anh c¢6 chd nao thich hop cho cac tim tham bay, nhitng chiéc xe ti hon ctia thé gidi phu thily hay
khong, chi dé duoc thong bao mot cach coc can rang ngudi Anh s& khong bao gid tir bé nhitng céan
choi ctia minh (midc du cac tim tham ciing ting 1a su chon lua phuong tién van chuyén cta nguoi
Anh). Trén thuc té, can choi da cung cap cho Rowling mdt phuong tién tuyét voi trong viée khao sat
hanh vi ctia ngudi mua hang. Mdi giai doan trong tién trinh mua ban dugc md ta mot cach cy thé, tir
niém mong méi cua khach hang dugc chiém hiru nhitng miu md mdi va dugc ning cao, sang giai doan
thu thap thong tin, noi cac ban bdo cao vo tu vé nguoi tiéu thu dugc tham van (loai Can chdi nao?),
cho t&i ndi doan trudng ctia mot chil nhan can chdi ma niém kiéu hanh va han hoan ctia cu ta da bi hu
hai trong mot tai nan khong thé doan trudc:

Harry khong tranh ci hay phan nan, nhung n6 sé& khong dé cho ba ta quang di nhitng manh con lai
ctia chiéc Nimbus 2000 ctia minh. N6 biét 1a nd ngdc nghéch that ddy, biét rang chiéc Nimbus khong
thé chita duoc nita, nhung né khong thé cam tim; nd cam thiy nhu thé né s& mat di mot trong nhitng
ngudi ban than nhat cia minh.



Ciing giéng nhu vay, quang cdo,dugc hop nhit trong mot hinh dang ctia nhitng pa-nd quang céo
khéng 106, cung loai v&i cac bang ty s6 dién tir trong cac san van dong, v6i nhitng 101 rao hang cho céan
cho6i thudng xuyén thay doi (“Kiéu chai xanh da troi, mot cdy chdi cho ca gia dinh™), bot giat (“Tay
sach moi thir ma thuat ctia Ba Skowers — Khong gay dau don, khéng bién mau”) va nhitng ngudi ban
quan 4o (“Gladrags Wizrd-wear — London, Paris, Hogsmeade). Nganh hau can ciing dugc dé mét vao,
du duéi hinh thirc ctia Bot Floo (mdt hon hop ma thuat chd cac phu thuy bay t6i cac éng khoi nhu ong
gia Noel), Portkeys (cac thar d6 vat cam nim duoc, nhu gidy cil va cac lon cola rong, ¢ thé chd chi
nhan qua nhitng khodng cach rat xa), va con tau toc hanh day tinh biéu twgng Hogwarts Express. Moi
loai ctra hang ban 1¢ dugc miéu ta bang cac chi tiét goi nhiéu lién trdng, viéc mua ban ca nhan ciing
vay (khi Harry stra cho vira cai diia thin va bd dong phuc), cac méanh 16i quang cdo (anh em nha
Winsleys théng giali mot ky nghi mat tai Ai Cap, nhd mdt cudc thitrén bio), va hoan toan thich hop,
nhirng mét tiép thi kiéu Harry Potter (cac hoc sinh Hogwarts suru tip nhitng tim thé phu thiy theo kiéu
Pokémon, lién tuc dugc ddi chac va mua ban cho nhau).

N6i tom lai, quyén sach 1ay cac ddi tuong va nhirng dung cu tir cac chuyén than tién truyén théng —
nhirng céi vac, diia than, can chdi, tham bay, thubc ma thut, trang phuc phu thily, vv —va cho chiing
mot kha nang tiép thi phi thuong. Tham chi chiéu tiép thi tréu nguoi cling dugc md ta dudi hinh thirc
siéu pham cua Gilderoy Lockhart. Mot tim guong hoan my cua tu tiép thi chinh minh va mot nguoi xa
la v6i su tu ché giéu ban than, Lockhart 1a mot tac gia tu ky trung tAm, im kiém su quang ba, mot nhan
vat ltra ddo 16n hon doi séng, mdt P.T. Barnum ctia thé hé sau, mot Phu thuy xr Oz cua thé ky 21. Noi
cach khac, 1a mot tén bip bom hoan toan. Pep ma, toc ram, trang phuc dét tién, ham rang dugc chinh
hinh tham my, Lockhart 12 ngudi nim 1an chiém Giai Nu cuoi dang yéu nhét ctia to Tuan tin Phu thiy,
va, theo Richard Branson, “diéu ndi bat 1a 1am cach ndo anh ta c6 thé khoe v&i moi ngudi ham ring
trang bong @6, thim chi ngay ca khi anh ta khong trd chuyén néi ning.”




Nhu mot Barry Manilow trong sach, anh duoc cac phu nit & mot do tudi cu thé mén mo; anh ding
trén ban danh sach best-seller vdi cac cudc phiéu luu 16i cudn gitra nhitng nha huyén hoc thai qua
(Lang thang véi Ma ca rong, Nhitng ky nghi v&i cac My phu thiy, Du hanh véi Ngudi lun vv..); va anh
1a mot con su tir trong ganh xi¢c tiép thi sach, noi anh thu hat nhirng ddm dong 16n to1 du cac budi ky
tén, doc sach va cac budi hop mat fan club. Tham chi anh con c6 mot cay but 16ng dac biét, lam tu
mot soi 10ng cong khong 16 danh cho cac dip ky tén. Tuy nhién, dirng bao giobao rang moi chi y déu
huéng t6i cai dau cua Lockhart hodc ring anh d3 quén mat ngudn cdi cua minh. Trai lai, tham vong bi
mat ctia anh 14 “tong khir cai 4c khoi thé gidi va tiép thi nhitng loai thubc dudng toc ctia chinh ti.”

Boi vi anh xtng dang v&i diéu do, cir cho 13 thé.

skksk

Su ngau hung dang tiép din vé Potter cling chimg to rang cac nguyén té ctia cau trac TEASE
khong van hanh don 1€. Trai lai, chung trung 1én nhau, hoa tan, cung cd, va d6i khi twong tac 1an nhau.
N6 khong gidng nhu cac chit 3Cs, 4Ps, 7Ss, hay APIC ddi v6i quan diém tiép thi hién dai, noi moi
thtr déu 16 rang minh bach va grfm chit vao cac hang muc ranh mach. Vé mit ly thuyét, du sao di nira.
TEASE 1a mot thé hon héng; TEASE 1a mot khdi hon hop; TEASE 1a mdt mé hd 16n to 16n. Nhitng tir
viét tit n6i 1én tat ca cac diéu ndy. TEASE khong chi noi vé sy hanh ha, doa day, giay vo ngudi tiéu
thu théng qua céc trd bip bom thong minh, cac bi an 16i cudn va sy hiém hoi gia tao d3 tao nén tinh
ddc nhat. N6 ciing n6i vé NHUNG CHU CAI VIET HOA, su quang cdo ram beng 16n lao, trang tréo,
xXdc xugc va giy stng sot von gan lién véi su phong dai hét ga va su tiéu khién dién khi hoa.

skeksk

e Va tir d6 Harry song hanh phiic mai mai

C6 1& Harry 1a mot chuyén gia tiép thi tréu nguoi bac thdy, nhung c6 nhitng dau hiéu dang ngai vé
vi tri ng61 sao cua cau, dac bi¢t 1a gio day, khi nganh tiép thi dua vao phim anh da tom duoc cau vao
1ong ban tay. C6 1& chi bao gy bdi rdi nhat 1a nhitng mot tiép thi nhat thoi — trong d6 nha phu thuy tudi
teen 1a mot vi du hoan hdo — ¢6 xu hudng c6 mot tudi doi kha ngén ngui. Phai, Potter co thé hoa ra 1a
mot ngoai 1€ chirng minh cho quy luat, nhét 1a khi bd truong thién tiéu thuyét bay cudn van con thiéu
hai cudn nita. Nhung lich str dé& xuit theo hudng khac. Pa thu cung (Pet Rocks), khdi vudng Rubik,
Rua Mutan Ninja, va tit ca nhing thir con lai 1 nhitng ké nhic nhé rang khong c6 gi kéo dai mai mai,
nht 13 nhitng ndi 4m anh cua tudi thiéu nién.



Hon nita, su hiéu biét rang cac vién canh tuong lai ctia Harry 1a khong chac chin cang 1am tram
trong thém nhiém ky ngin ngti dung 18 trr nhién cta cac giam doc tiép thi. That d& hiéu, mot trang thai
tinh than tin dung thoi co c6 xu hudng thing thé ¢ noi ndo dinh déng tdi cac mbt nhat thoi va sy say
mé. Tuy nhién, thai do ndy chi giup day nhanh toc do cta tién trinh vi thi truong nhanh chéng bi tran
ngap, cic san pham dugc sung bai ddnh mat sy hap dan ciia ching, va ngudi tiéu thu da chan ché s&
nhanh chéng chuyén sang mon do tha vi ké tiép.

Chiac chin 1a hing Warner ¥ thirc rt rd rang quyén kinh doanh phai dugc duy tri. Ho di phat biéu
l3p di lap lai quyét tim khong giét bay ngdng dé trimg vang, tirc Harry Potter ctia ho. Ho khang dinh
phai duy tri mot su théng tri chat ché vé sb luong cac hang hoa kém theo dugc tung ra dudi mac
Harry. Ho cho ring phai bam sat vao chién lugc nho giot, thay vi tung san pham ra do at. Tuy nhién,



ching cir trai han voi 101 noi khoa truong. Thi truong da bi ngap lut v6i cac san pham Harry Potter.
C6 mit khap noi va co gia ca trén trdi, hang hoa di kém Harry Potter 1a khong thé tranh khoi, va,
ngoai trir nudc Anh, khong ban dugc nhu du tinh ban dau. Pung, hang hda dang dugc ban, va ban tot,
nhung khéng nhu du bao. Chang co gi giong voi viéc phd ra nhitng cai gia day nhitng mon hang giam
gid dé két thic mot mdt nhat thoi trong thdi gian nhanh gip doi. Hang hoa phim anh, hon 1a chaa
Voldemort, c6 thé 1a tir than ctia Harry Potter.[15%]

Van dé thi truong 16n khong phai 1a vAn dé cua cai tdp doan Potter — Waners, Bloomsbury,
Scholatic, Mattel, Coke, vv — vén can thi hodc khong v thirc dugc cac hau qua mang tinh dinh ménh
clia su phoi sang qua 1au. Khong phai 1a nd khéng c6 kha ning trién khai cac thanh phan ctia ciu tric
TEASE. Tréi lai, ho 13 nhitng bac thay vé tinh ltra ddo, tinh riéng biét, tinh khuéch dai, tinh bi an va
tinh tiéu khién. VAn dé that sy 1a 1i nguyén cua vi¢c dat trong tdm vao khach hang. Nghia 1a, nhan
thirc thong thudng nhung sai 1am rang cac khach hang that vong, bdi rdi hay bat binh 1a khong hay cho
cong viéc kinh doanh. Khach hang phai dugc gitt cho hanh phuc, thoa man va hai 1ong vao moi luac,
ban biét khong. Néu cac 1au dai Lego co ké sin sang chét vi ching, hiy ting cudng san xuit ngay 1ap
tirc. N&, bon nhoc mudn c6 nhiéu hang hoa Harry Potter hon nita. Cho chiing thoa méin di. Ngay mai.

Trong khi cac 1ap truong d6 1 hoan toan dé hiéu — tao thém loi nhudn — ching ciling c¢6 tiém ning
nguy hiém chét nguoi. Khi dén mirc c6 nhitng san pham dugc khat khao tot o nhu Harry Potter, it hon
luon 1a nhiéu hon. Cac khach hang than phién 1a nhitng dau hiéu cho thiy chuong trinh tiép thi van
dang hoat dong. Nhirng tiéng kéu rén dau dén cua khach hang 13 4m nhac d6i v6i d6i tai cua nha tiép
thi. Piéu t& hai nhat ma cac vi tong giam ddc co thé lam khi nhu cau ddi v&i thuong hiéu cta ho vot
cao qua khoi mai nha 13 ¢ ging thoa mén nd ngay lap tirc. Piéu nay khéng chi tao ra moi loai van dé
vé pham chét va kiém soat von ma viéc phan tng qua dé dang voi nhirng khach hang thém khéat con co
thé hoan toan 1am ho ngudi lanh va cudi ciing xua dudi ho di. Hay luén nhé quy tic vang cua viée thic
day khach hang: Khong c6 Su chd doi = Khong ¢ U'dc mudn.

Noi cach khac, ban phai tri hoan lai, mic cho niém cam do mudn 1am nguoc lai. Khach hang s€
khong bbc hoi hay chuyén long trung thanh cua ho sang noi ndo khac. Ao uéc ctia ho s& ting thém thay
vi giam di. Long trung thanh cua ho s& duoc cung cb. Van dé that su 1a khong phai viéc khach hang co
da san pham “phai-c6-nd-cho-bang-duge” ma 1a viée cac nha quan 1y da trd nén mét moi véi viec
giay vo nguoi ti€u thy va chon mot thai do cAm tién rdi nhan nat bién. Nhu ban than Rowling duong
nhu d4 nhan thirc dugc — néu viéc hodn lai bat thudng Tap V ¢ bat ky bao hiéu nao — nd khong con 1a
mot truong hop “Hay voi 1én Harry” ma 1a “Hay tam dung Potter”.



BAI HOC X

CACH THOAT KHOI NHA TU

« Tiép thi Majestic

Pién thoai reo. Tiéng thé ning né & dau gidy bén kia. Tiéng hon hén. Tiéng rén. Ai vay nhi?
Chuyén gi xdy ra? C6 1& 1a mot tay tiép thi qua dién thoai dién khing nio d6? Mot tay tiép thi qua dién
thoai dién khung dang thir nghiém mot bai rao hang “khéng-thé-thét-bai” mdi nhit? Mot nguoi tiéu thy
thda méin ctiaNhitng chiéu tiép thi nguoc doil! — sung sudng, chic chin — ké cam thiy budc phai thé
hién 10ng nhd on mai mai ctia minh?

Budn thay, khong phai. Tiéng thé hén hén dung lai, theo sau 1a mot tiéng hit sau. Mot giong s¢ sét
cat 1én, “T6i khong mudn dinh dang tdi bat cir thir gi ctia cac ngudi nita. Pung goi cho t6i. Pung giri
email cho toi. T6i noi rat, rat nghiém tac d6.”

Vay bao cao tu van khong phai 1a thir ma ho muén rdi. C6 18 ho dang tréu gheo t6i. C6 18 khong.
C6 1€ Phong dich vu Nhap canh dang thir mot chién thuat mai. Co 18 day la mot am muru.

Pung thé. Chudng reo. Mot tiéng thét 1am mau mudn dong lai xé toang man nhi. Pudng day chét
ngém.

Xin chio ming dén véi Majestic. Mot trd choi thuc nghiém online méi nhét tir hing Electronic
Arts, Majestic 1a mot tro giai cau dd, mot bi mat déy nhirng muu mo6. Kha giéng véi cubn phim Tro
choi (The Game) ndm 1997 cua David Fincher, trong d6 Condrad Van Orten (Sean Penn) tang em trai
cua minh la Nicholas (Michael Douglas) mdt mon qua sinh nhat ma anh ta sé khong bao gid quén
duoc, Majestic ném cac d4u thu cia minh vao mot vong xody nudc cac ci phone bi an, cac birc fax de
doa, cac email khé hiéu, va nhitng website 161 ram — mot s6 xac thuc, mot s6 x0 14 ba que — tAt ca cac
b6 phan cia mot Am muru quéc té 16n lao. Tat ca vao gio that. Va tit ca chi voi gia tién khiém tén 9.99
do/thang.

Tién dé co ban 1a nguoi choi vudng vao mdt 4m muu chinh phu lién quan t6i Majectic 12, hoi



ddéng UFO toi mat cta Tong théng Truman. Tuy nhién, khi sy bi an di sau hon, thanh vién khong may
bi 16i vao nhitng vu mo am, nhitng cai chét bat ngd, nhitng ké gieo rac cac thong tin danh lac hudng,
nhitng phat hién kiéu Deep Throat!1>®], va cac cha thé muwu md — hoi Khai sang, ho1 Tam diém, hoi
Rosicrucism, cac Su huynh xit Zion, Uy ban Tam giac (Trilateral Commission), va con nhiéu nita.
Majestic 1a mot bi an theo gid that, duoc goi trong mot cau db theo gid that, dong thung trong mot bi
an theo gid that. Ban khong choi Majestic ma 1a Majestic choi ban.

That ra, néu ban vao trang web cua Electronic Arts, c6 mot trang chu la lung dang cho doi ban.
R rang, Majestic da ngung sau 30-4-2002. Pay c6 phai 12 mdt ¢l ngoat ngoéo khac trong trd choi bi
an nay? Mot cai chét gia duogc thiét ké dé 1am thoai chi tit ca trir nhirng game thii 1i lgm nhit trong
nhirng ké 1i lom? Khong may 1a khong phai thé. Majestic that su két thic vao giita nim 2002. Nhirng
161 phé binh ca ngoi cho cai cach trd choi ctia hing EA d3 khong bién thanh loi nhuan. Khong du
nguoi dang ky, cot truyén khong hop 1y va su tam thoi dinh chi hoat dong sau ngay 9-11, khi Am muu
doi that dot ngdt bung nd, tit ca da duwa Majestic t6i mot két thiic cudi cing. Nguoi ta bao rang ngudi
thiét ké ra no, Neil Young, dang thuc hién mot phién ban mdi nang cap ciia tro choi. Nhung ai biét
chic dugc diéu d6? Niém bi an Majestic ngdy cang sau hon. ..

skeksk

* Ogami Origami

Mac du kha 1ap di, Majestic phai dugc xem 1a mét ca thn cong vao Tinh bi an. San phém nay, du
co tinh sang tao, da thit bai & mot noi thit su quan trong. D6 1a thi trrong. Su bi an khong phai la diéu
chic chin, chua ké dén bi mat ctia thanh cong. N6 c6 thé tinh co. Nhung khong phéi lac nao ciing tinh
c0O. No phu thudc nhiéu vao ity giéc, Sy may mén, bdi canh, su sang tao, hoat dong déy tinh canh tranh
va vO sb diéu khong thé luong khac, nhitng diéu khong thé ludng ma khong c6 ké hoach tiép thi nao co
thé du bao trude dugc.

Piéu twong ty ciing ding voi Tinh tiéu khién, ngay ca khi nd duoc cai tién vai mot chit it bi an.
Genta Ogami c6 thé khong phai 1a mot cai tén dung trong nha ¢ thanh phd Peoria, Illinois, nhung anh
ta 1a mt dang huyén thoai & Fukuoka, Nhat Ban. Ogami 1a mot ngh¢ nhan. Ogami 1a mot nghé¢ nhan
quai dan, dang budc vao tudi trung tudn. Ogami ciing 1a mot ké tr phong minh 1am ngudi ctru rdi vil
try va 1a mot thién tai tiép thi dting sau lung Go Group.

Go Group 1a — hay n6i dtng hon, da timg 13 — mot to chirc tiép thi da cap c6 sd von 400 triéu db.
Cong ty dugc thanh 1ap nam 1995, vao thoi ky den tdi ctia khing hoang kinh té hau chién ctia Nhat, va
cat canh ngay 1ap tirc. Trong mot thé gii bi 1at nguoc, noi cic ngan hang tra 0% 14i cho tién giriva
nhiéungudi 1am cong an luong phai danh du voi cac khoan thé chip khong 16 trén cac toa nha da mat
di 80% gia tri, nhiéu nguoi thiy khoé ma cudng duoc sy hira hen dé dang vé tién bac ctia Go véi
khoan hoan lai 120% va dic quyén tiép can voi nhitng san pham “nhiém mau” ma vé co ban 1a ty ban
chinh ban than ching. Nhitng san phdm ndy bao gdm d6 16t chdng thim, kem chdng tu m& va chit ky
hép dan ctia Ogami, tra “chita bénh” ché tao tir 14 chudi duoc t mot cach dic biét, léy tir nhitng canh



rirng sau 4m u nhét trén quan dao Philippines. N6 t6 ra 1a mot loai thandugc, mot liéu phap chic chin
thanh cong ddi voi bénh tiéu duong, chirmg béo phi va moi loai dm dau khac (ngoai trir su tich md va
bénh tri, chic thé).

Tuy nhién, c¢6 nhiéu diéu dé néi vé Genta Ogami hon 13 loat san pham 16i cudn cua anh ta. Go
Group ban hang véi mot nhiét tinh tich dién. Nhirng cudn bang video quang ba, tip trung dng kinh vao
nha sang 1ap véi vai trd nha phu thiy tiép thi wa thich nhat ctia anh ta, dugc san xuat voi chi phi khong
16 va cung cAp mién phi cho cac nha dau tu. Kich ban cua cic cudn phim bom tin ndy cua Go Group
nodi tdi nhitng “vién tuong” , “sy tai sinh” va “su ctu chudc”. Dién vién ngdi sao nay vung nhing
thanh gwom hiép si 1én, chirmg minh v& nghé cao cudng ctia minh, tién mot cach diing ménh qua khu
rung gia, trén nguoi chéng cO gi ngoai mdt tAm 14 chudi duoc dat tai mot vi tri déy chién lugc. Ogami
con tung ra nhitng phat ngdn day khich dong dé ngoi ca tinh than chién diu cua Nhit va nhitng thanh
fru cao quy ctia dat nuéc nay trong Thé Chién II. Thdm chi, anh ta con thuyét phuc nha luc si tir
Brussels, Jean Claude van Dame, xuAt hién trong mot bai bio quang céo ton bon tién, bén canh nha 14i
budn quyén cude tai ba ctia ching ta. Lam sao nd lai c6 thé that bai duoc?

N6 khong thé. Du sao thi cling trong mot quing thoi gian. Cac nha dau tu 1i lugt dd x6 tdi Ogami.
Tir khip Pong Nam A, ho dén, ho thiy va ho gop phan. Cé thdi ky Go Group c6 20.000 thanh vién &
Philippines, 30.000 & Indonesia, va nhiéu hon nita & Nhat, chi yéu 13 nhitng nguoi gia vé huu cb dau
tu t6t nhat mon tién cua ho trong mot thoi budi kinh té khong 6n dinh.

Niam 2001, cong ty ctia Ogami sé hiru dugc Ngan hang Phat trién Unitrust & Manila, vi tong tri
gia khoang 15 triéu d6. Tat ca duong nhu tot dep cho twong lai md rong, cho sy ctru giup nha dau tu
va su an toan ctia nguoi gid. Go Group md rong nhidu noi. Chimg tich m& kho coi ching bao 1au sé 1a
chuyén xua tich cli va nhiing thtr mui kho chiu chi con 1a qua khi.

That khong may, cac san pham khong ban dugc. Nhitng 1y 18 bién minh lién quan ti cach song
phung phi ctia gidi nghé si biéu dién — xe hoi toc d6 cao, phu nit yéu cudng séng voi hon va nhitng thir
dugc phim c6 hiéu qua mau nhit — nhanh chong dugc truyén ba va su diéu hanh 1éch lac d6i vé6i cai
nha bang cla tay lang bim di 16 ra dan. Nhitng nén mong ciia cai kim ty thap ban hang nhanh chong
sup d6. Tra c6 thé miu nhiém nhung dong chay tién mat thi khong. Lénh truy nd dé bat gitt nha nghé si
duoc cong bd. Nguoi ta tin rang Ogamidang 4n nip ¢ mdt dia diém bi mit nio d6, noi anh ta dang
1am mét cudn phim bom tin- n6 s& boi thudng thiét hai cho sy dau tu ctia moi nguoi. Hay toi ngay mot
rap hat gan chd ban.

ek

e “Nhirng la thu” gio' ddy ca tung cac nha tiép thi ndi danh

T4t nhién, cu xir thd bao véi nhitng ké thit bai d6i voi mot kiéu Du an Ponzil'®”) nhu thé 1a
chuyén dé dang. Tuy vay, kinh nghiém gin day cua ching ta vé cac trang web dot.com bi pha san va
nhirng CEO duoc sung bai hoa ra lai 12 nhirng con hd gidy cho thiy riang ching ta khong nén két luan
diéu gi sém qua. Sy lra ddo ciing co6 tinh nudc doi nhu thé. Thé nhung nd hiru hiéu, khong thua gi



Tinh tiéu khién hay Tinh bi 4n. Nhung khong phai ai ciing suy sup vi nd, hay thim chi nhan ra rang ho
12 mot phan ciia co cau do.

Khong c6 minh hoa ndo t6t hon cho diéu ndy bang phan g ctia nhitng nha cung cap dich vu d6i
v6i Ted L. Nancy. Nancy 14 mot chuyén gia than phién. Ong kiém tra su tin tuy chim soc khich hang
clia cac cong ty cho dén tan cung bang sd. Ong viét cho cac khach san, san bay, nha hang va nhirng
nhan vat ndi danh bat hanh nhirng yéu cau 16 ling, nhitng nhin xét quai chiéu va nhing 101 phan nan
hoan toan di hom.

Chang han, 6ng yéu cau hing Greyhound Bus cho minh an mic nhu mot thoi bo dé di du lich. Ong
cau nhau rang d3 bi mit mot thanh kiém Pho khi thay quin trong phong vé sinh nam cta khach san Ritz
Carlton & Chicago. Ong lién lac v6i khach san Brown Palace & Denver dé hoi sau khi bi rung mot cai
rang (“Do 1a mdt vat thé nho, curng, mau trrfmg. Lon c& mot hat bép”.) Ong to1 mot truong dai hoc Thd
Nhi Ky, dé nghi trudong ndy cung cip 71 nhan tai ngudi Th, loai toc hung, dé gitp dién vo nhac kich
Annie & Izmir. Ong cb tuyén dung Vaclav Havel, tong théng cta nudc Cong hoa Séc dé lam Thu quy
Danh du ctia Cau lac bd cac Chi nhan May hat bui Los Angeles. Ong gia danh mot nghé si xiéc cao
nira mét, tén 1a Pip the Mighty Squeak, dé dit mot phong & khach san Beverly Hills va yéu cau mot
cai giudng dai chin tac, mot cai ti ngin cao hai tAc rudi va mot cai voi hoa sen cao bay tac tinh tir san
nha (“MJt cai voi hoa sen binh thudng s& cudn t6i khip bon tim.”)

Bia cudn Nhitng ld thir

tir mot tén gan cua Nancy



Tham chi con quay hét biét hon tit ca, ong viét cho tac gia cau kinh ctia quyén Ndi s¢ va Su Kinh
tom & Las Vegas (tirc S. Thompson) dé hoi rang 6ng c6 thé mua cai dd cit mong chan cua vi dai ky

158] 6i3 dinh & Hollywood.

nhan ndy chocéi Lang Hunter S. Thompson!

Du gan d¢ thé, nhung hiu nhur mdi mdt “yéu cau-bao gdm- cac quan-ngai” cta Nancy déu duoc
dap lai vé1 mot sy nghiém trang ding muc va khong chit ton trong nao. Do chinh 1a cai thong long cua
viéc dat trong tim vao khach hang cua thoi budi ngay nay dén ndi phan tng déap lai tit nhién — cat khoi
day ngay! — 1uon ludn bi che ddy bang mot vé quy luy ddy chdm biém. Greyhound khong gip rac rdi gi
v6i Thoi bo di lai. Khach san Chicago’s Ritz Hilton htra s& tim kiém “khap chén” thanh guom bi mat
clia 6ng, va Brown Palace ciing 1am diéu tuwong tr v6i céi rang di lac. Truong dai hoc Tho dong ¥ s&
“nd lyc tim kiém” 71 dién vién, c6 thém cai dau toc do theo yéu cau. Vaclav Havel nhi nhin khudc tir
161 moi cua hoi chi nhan may hat bui, nhung giri mot tim anh c6 chit ky lam vat thé than. Khach san
Beverly Hills 16i kéo sy chl ¥ ctia Pip téi nhitng c4i voi hoa sen thanh lich, cAm tay, miéu td mot cach
dé thuong nhitng cai ti ngdn thap va rong rii ctia nd va chi ra mot cach ngot ngao riang ngudi giir cta
s& ¢6 ging tim ra mot cai giuong nhé nhan hon.

Tuy nhién, Lang Hunter S. Thompson duoc su chdp nhan hodn thoi gian thi hanh tir con ngudi an
dat kho khan cau kinh. Cac tir “Thién bang dan sung san” (Buckshot Castration) hién nhién di tré
thanh dau dé ban tan trong mot thoi gian.

Tung tich ctia Ted L. Nancy 1a mot bi an khép kin, nhét 1a tr Hunter S. Thompson. Steven Martin,
Mike Myers va Mel Gibson, trong sé nhiéu ngudi khic, da ting lién lac v6i nha phé binh nghiém
khic cua nganh dich vu nay. Jerry Seinfeld 1a moi ngd vuc chil yéu, vi 6ng da viét 10i gidi thiéu cho
ca ba cudn hop tuyén Nhitng 14 thu tir mot tén gan. Ngoai ra, Seinfeld s& dan mot loat chuong trinh
truyén hinh dya trén nhitng 14 thu nguy bién ndy, phat song vao nam 2003.

Bat ké tung tich “that su” ctia Nancy, tin tudng ndy da chimg minh rang niém vui ctia ngudi nay 1a
tro bip ctia mot nguoi khac. Vo1 y nghia 1a mot sy cham biém d6i voi dinh hudng khach hang ngot
ngao gia tao cua cac tap doan duong thdi, nd khong chi xuat chiing ma con 1a cong trinh mang lai loi
nhudn cao tir tac quyén (nhitng cudn sach best selling, cac chuong trinh TV gio cao diém, vv). Véi tu
cach mot bai binh ludn vé cai ¢t 161 budn cudi cua cac tap doan, n6 that kinh khing, phai noi thé. N6



chirng minh réng, voi tat ca nhirng 101 1€ vé cham soc khach hang, dich vu khach hang, va viéc lién
lac/gan bo véi tAm tri ctia ngudi tiéu thy, da sb cac cong ty khong biét phai xir 1y ra sao d6i voi nhirng
cong dan di di gudc trong bung cta nganh tiép thi ngdy nay. N6 chi ra rang, voi tat ca cac hé thong
CRM va cac dir liéu phirc tap nam ngoai tri twdng tugng phong pht nhit cia CIA, nhiéu tip doan da
hiéu sai vé& diéu khién cho nguoi tiéu thy cua thé ky 21 tr& nén kho chiu. N6 chi ra ho da tin twrong mot
cach sai 1am r.':fmg khach hang sé& dén dap lai néu ban yeu mén ho, cling thé, ho cho réng nhirng than
phién cua khach hang, bat ké dién r6 dén thé ndo, phai duoc giai quyét tir mot vi thé thip hon. Vai tro

choi x0 nghiéng Ve phia chung ta.[159]
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* Voyage ciia ké bi nguyén ria

Chi c6 mét thir t& hon nhitng nha tiép thi yéu khach hang qua dang, d6 1a nhitng nha tiép thi yéu
khach hang qua it. Dinh huéng phan-khach hang di tim ra chd dimg ctia no, nhung ciing c6 kha ning
xay ra mot sy chéng d6i thai qua. Tinh riéng biét, nhu ching ta da thy, 1a mot cong cu tiép thi manh
mé trong cac ky nguyén cta sy doi dao, khi sy hiém hoi qua hiém hoi va sy it 6i 1a v6 cung it Oi.
Nhung nhitng hinh thirc cuc d§ cua tinh riéng biét, giéng nhu su tude doat nudc trong sa mac, co thé
gia ting han han, c4c 4o tudng va cai chét. Voyage 12 mot trudng hop hoan hio vé mit nay.

San pham tri tué cua gia dinh Mazilli — Louise, Tiziano, Rocky va Tatum — Voyage 1a mdt thuong
hiéu doc ddo. Mt thuong hi¢u rat doc ddo. Mot thuong hi¢u rat, rat doc ddo. Mot thuong hiéu doc
dao dén ndi n6 1am cho Hermes trd thanh tim thudng, Harolds tré thianh dang tom va Tommy Hilfiger
gﬁn nhu dang khinh. Ctra hang dau tién dugc khai truong trén duong Fulham, London nam 1991, va,
to1 gifta thap nién 90, su ton tai cua nd dugce xi xao ban tan & moi noi. Ban mot loat trang phuc loai
top — T-shirt gia 5.500 do, 4o khoac 1am tir nhitng dai bang nhiéu mau gia 20.000 d6, nhitng mit hang
v gia bang cac chit liéu hoa my nhu nhung, lua, 16ng thd, da, d6 théu, vv. — Voyage sém trd thanh noi
dé ngam nhin va duoc ngam nhin. That sy, quan 4o can dugc nhin thiy dé tin. Kho ma bo qua chiing
noi.

Khong may 1a tinh riéng biét lai thu ht nhirng ké chang ra gi. Hanh dong loai trir, nhu di noi, cang
1am ting strc hdp dan cua cai duoc cho 1a khong thé dat dugc. Thé nén, dé ngin su du thira, Voyage da
gi6i thiéu mot chuong trinh danh riéng cho cac thanh vién vao nim 1998. SO thanh vién ban dau gidi
han & mirc 4000 ngudi c6 danh vong, quan hé tdt, va cuc ky giau co. It nhit phai 13 gip ba 1an nhirng
nguoi duge xép vao bang A. Nhitng nguoi khong ¢ thé hoi vién bi cAm ctra va sy nhyuc nhd ctia ho
cang trd nén tram trong hon bdi cai chudng cira Voyage khét tiéng, von chi dugc rung boi cac than chi
quen biét, nhung khong nhit thiét phai duoc tra 101 bai cac cha nhan hodc cac tro 1y kinh doanh kiéu
ky ctia ho. Khong c6 nhiéu qua ting mién phi bén trong cho bing su khinh thi khong thé chiu ndi & bén
ngoai.

Budn thay, trong s6 nhitng ké bi cAm ctra — va phai chiu dung su thtr thach déng so cta chudng
clra — bao gdm ca Madonna va Julia Robert. Ngoai ra, Naomi Campbell ciing bi cdm ctra sau mot



cudc cii 16n v6i mot vién thu ky kinh doanh do tay ndy d3 md canh cong vang qua chim chap ddi voi
nit hoang catwalk gidn ddi. Tuy nhién, ho nha Mazelli van khong hé lay chuyén. Dudng nhu nhitng
nhan vat ndi tiéng gip nhiéu rac rdi khong dang co. Ho mong doi qua ting dé dap lai sy lui t6i cua ho.
Ho 1am tat nghén cira hang va khién moi thir thém kho khin ddi voi cac khach hang it ndi tiéng hon,
nhitng ké tiéu xai t¢i 120.000 do/thang. Cac siéu sao 4, ai can ho chir?

Khong can phai ndi, chinh sich déng ctra cta cong ty da 1am nén nhitng diéu ky diéu ddi véi tiéu
str Voyage, va nhitng cau chuyén hit hii cac nhan vét ndi tiéng di tao thanh mot con 1l cac don xin
dang ky thé thanh vién. Ctra hiéu v6i “cach quan hé khach hang it mang tinh truyén théng nhat thé gi¢i”
d3 161 kéo dugc nhiéu khach hang va nhitng ké mudn 1am khach hang hon ca mong doi cua nd. Cira
hi¢u thr hai duoc md & London. Hongkong va New York cling nhanh chéng theo chan. Voyage huénh
hoang ty phu 13 “Ctra hiéu kiéu cing nhat trén thé gidi” véi sé thanh vién c6 thé 13 60.000 nguoi.

Tuy nhién, sy ngao man d phai tra gia. Nhitng chi nhan da tré nén t6i t& d6i véi gidi trinh dién
thoi trang. Su quang cdo tu ton qua dang da ddy ra xa nhitng ngudi that su ¢o ¥ nghia quan trong trong
thé gigi trinh dién thoi trang day canh tranh quyét liét. Anh em nha Mazelli dugc md ta mdt cach nhin
nhuong nhu 12 mot gia dinh Addams[% nguroi Y, mot to chirc mafia cua gidi thoi trang cao cap. Mot
cach dinh ménh, ho khong quy gbi trudc hoi phu thily cac nhan vat ndi tiéng va danh mét su tng ho
mot cach nhanh chong.Co mdt niém hoan hi lan rong trong sb cac nha trong tai vé tinh doc nhit khi
cong ty dot ngdt sup do vao thang 2-2002, véi s6 no hon 5 triéu My kim.

Gia dinh Addams

Voyage c6 thé chim nhung n6 khéng bi dam. Bang cach nao do, nhitng con thuyén ciru hd da chit
dﬁy va Voyage van séng 14t lay. Viéc san xuit dugc chuyén sang Y, viéc m& thém mot cira hiéu dai ly
& Moscow dugc dua ra thao ludn, va dé chirng minh cho quyét tAm thuc hién bat chép tit ca clia minh,
Voyage trinh dién bo suu tip dau tién trong Tuan 1& Thoi trang Milan 1002. Mot tim biéu ngit 16n mau
héng, tuyén bd vé su khéng dinh “Ty phu Nhat” cua cong ty dugc treo tai mat tién cua dja diém trinh
dién. S6 dién bat ddu véi cac ngudi miu bude qua mdt man gidy cé hinh dang nhu mot chiée thé thanh
vién. Mot giong ndi quai g& thong bao: “Quy tac thir nhit: Phai doc ddo.” Nhac dém thay giong rock
khan khan bang mot dia ghi 4m cudc trao doindi tiéng giita Madona va tay thu ky kinh doanh kiéu
ngao, ké dam tir ch6i khong chap nhan vi nit 1dnh chda nhiéu tai tiéng. Tai tiéng ¢4 mo ra nhiéu canh



cira cho Madonna nhung v&1 Mazellis thi khong.

skeksk

* Thwong hi¢u cia Ty do

Du nhitng thiéu sot ctia Voyage vé chiéu kich cua Tinh riéng biét dugc ddi trong lai bang nguyén
td Su phong dai cta cau tric TEASE, ngay ca sy phong dai ciing c6 thé hong. Hiy 1ay nudc My lam
vi du. Thang 3-2001, Charlotte Beers dugc cir lam Thr tredng Ngoai giao va Cac van dé cong ching.
Cong viéc ciia ba 13 gi? Ban nudéc My Xinh dep, nudc My Can dam, nuéc My Thuong hiéu. “Ba ay
x0i t6i mua gao cua Chu Ben (Uncle Ben- nhan vét phy trong phim Nguoi nhén).” Théng doc Colin
Powell giai thich. Ong 13 dai dién toan quyén dung sau lung tiéng tim ling 13y ctia Beers d6i vai
nhirng ké tai to mat 16n trong gidi PR. “T6i mudn mdt trong nhitng chuyén gia quang céo gioi nhat thé
giéi,” ong ndi tiép, “vi ching ta dang lam gi? Chung ta dang ban hang. Ching ta dang ban mot san
phém San phrftm ma chung ta dang ban chinh 1a nén dan chu. D6 13 hé théng kinh doanh tu do, hé théng
gi tri ctia Hoa Ky. N6 1a mot san phim c6 nhu cdu rat cao. N6 13 mot san pham rat can thiét.”

Du c6 mot ké hoai nghi tu hdi viéc ban Cha Ben c6 phai 1a budc chuén bi thich dang cho vi¢c ban
Cht Sam ching, da s6 cac binh luan gia ddu dong tinh rang néu c6 ai d6 xtng dang véi viéc tiép thi
nudc My, ngudi do chinh 1a Charlotte Beers. La mot chinh khach uy tin bang Texas, ké noi tiéng voi
nhirng 11 chao 4u yém kiéu mién nam véi cac CEO cua qudc gia, chang han “cung”, “anh yéu” va
“anh 14 tat ca”, ba 1a nit chua cua Dai 16 Madison, ba me cua tat ca cac tran ddu quang cao. Trong su
nghiép dai bon muoi nim bao gém hai cong viéc 1a tong giam doc cua Oglivy & Mather va cua
J.Walter Thompson, thwong hiéu Charlotte Beers di duoc xdy dung trén mot khdi hon hop cia tinh
chat 1oe loet — y phuc ctia ba 13 mot huyén thoai, ca miy con chd xu cung clia ba ciing vy — va su tio
bao cuc ky. Ba ndm lay tai khoan ctia hing Mars bang cach tiéu thu mot cach vui vé mon thirc dn cho
cho ctia hing ndy trudc cac tay tong giam dbc that kinh. Ba thao ra roi rap lai mot cach tinh c& mot cai
miii khoan quyén luc trong lic dang quang cdo cho mdt vai vu kinh doanh quan trong ctia Sears
Roebuck. Ba chi dtng thtr hai sau Jerry Della Famina, mot con nguoi ky quic trong cudn ty truyén Tir
Nhirng Nguoi Tuyét voi da cho Ban Tran Chau cang (From those Wonderful Folks Who gave You
Pearl Harbor), trong pham vi cta su tiép thi s6i dong.
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Tuy vay, cong viéc hién tai cua Beers do1 hoi nhiéu hon 14 chi ¢6 tinh sbi dong cling nhu kha ning
lép lai mot chiéc M-15 véi su tu tin, Voi nguoi ticu thu cua thuong hiéu My - nghia la phﬁn con lai
ctia thé gidi — viée nudt troi cai ¥ tudng rang d6 1a siéu quyén luc dai dién cho hoa binh, tu do, su
khoan dung, ché d6 dan chy, sy chinh té, co hoi, chu nghia quan binh, van van hau nhu cting kho khan
khong kém viéc nut troi nhitng thir thirc dn cho chd kho khan nhit ctia hing Mars. Néi dting ra, nudc
M§ bao gdm cubén phim Nhitng nguoi Tuyét voi da cho Ban Tran Chau Cang, roi dai dot tim cach ban
n6 & Nhat nhu mot cudn chuyén tinh. Noi cach khac, My dugc xem nhu 1a c6 tinh 14 mit 14 trai ¢ khia
canh tt nhit va dang nguyén rua & khia canh tdi té nhat. N6 tan thanh long tric an, su cong béng, su
coi mo, sy quang dai, sy trung thuc va nhiéu khat vong cao quy khac. N6 xem minh 1a mot thanh phd
ruc sang trén mot ngon doi, 1a niém hy vong t6t dep nhat cudi cung d6i véi loai ngudi, 1a manh dat
ctia tr do va qué huong ctia 10ng diing cam. T4t nhién no 1a thé d6. Nhung, nhu nghién ctru cta chinh
Charlotte Beers cho théy, nguoi tiéu thu cia nwdéec My Thuong hi¢u cau xin su khac biét. Pbi véi
nhiéu ngudi ¢ Vién Dong, My 13 mot gi tham chién hay bat nat, mot tén linh du kich ning 700 pound,
modt nha nudc khing bd dtng ra bao trg cho cac nha nude khing bd khac va hoat dong theo nguyén tic
d3 trd thanh truyén thong “lam nhu ta bao chir dirng 1am nhur ta 1am.”[161]

Du 16 ¢6 tinh chét xuyén tac, ganh ndng nay cua sy hai mang 14 mat 14 trai sé khong that su lam
cho ai ngac nhién ca. N6 1a mot ganh ning duoc bay 1én mot cach thudng xuyén bang cac kiéu tiép thi
va, néu khong phai 13 gi khac, ngudi My duoc xem mdt cach phd quat 1 nhitng nha tiép thi tuyét voi.
Tiép thi 1a ddu xac nhin tiéu chuin chit luong ctia nude My. Nude My 1a manh dat ctia nhiéu thién tai,
nhung cac thién tai tiép thi ctia nd thi nhiéu vo ké. Cho téi luc nay, tiép thi 1a nganh xuat khau vo hinh
16n nhat ctia My. Phai thira nhan rang vé mit chirc ning, cac san phdm ctia My khong to ra manh hon
so voi cac dau thi qudc té ciia nd (nghé thuat ndu nudng Phéap, xe hoi Pirc, ngin hang Thyy Si, thoi
trang Y, ca phé Tho, phim An Do, dd dién tir Nhat, duoc phém Trung Hoa, rugu manh Mé Tay Co, dd
da Tay Ban Nha, chocolate Bi, van hoc Ai Nhi Lan, nha khoa Anh quéc). Tuy nhién, khi nd dén voi
tiép thi, nuéc My nam trong mdt quin doan cia chinh n6. McDonald’s, MTV, Disney, CNN,
Microsoft, KFC, Nike, NBA, Levi’s, IBM, Starbucks, P&G, Ford va, tat nhién, tru cdt cua nganh kinh
doanh cola, 1a chirg nhin cho mét thuc té rang khi né dén vai tiép thi, nuéc My ding dau thé gisi.

Nhu vdy, hoan toan thich dang khi mot nha tiép thi tim ¢ thé gidi duoc tuyén mo dé tiép thi cac
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nha tiép thi ctia thé gidi.l'%? Thé nhung, bat chip cac nd luc cao nhit ctia Beers, tir nganh thwong mai

thong tin trén kénh vé tinh Al-Jazeera ctia A Rap Saudi cho t6i chién dich tiép thi trong nudc “Tbi 1a
mot ngud1 MY cua ba, cai dugc ménh danh la “su chuyén nhuong thuong hi¢u 16n nhét trong lich su”
ching t6 13 qua 16n ddi voi vi tién sT quang cao dung dau cta Pai 16 Madison.'%3] Nhiéu khach hang
bat binh cta cac than chu cua ba dang dap lai cai thoi trang da trd thanh truyén thong bang cach tay
chay thuong hiéu. Trén khap thé gidi cia nguoi A Rap, hang héa My bi tranh né, bi 1am ngo, va bi
cAm vén phi chinh thirc. Doanh s6 ctia Pepsi va Coke tut thé tham. Cac nha hang McDonald’s bi tan
cong hoac bi chéng ddi bé“mg cach ngéi li boi cac khach an buc doc. Bot giat Tide, nudce x6t ca chua
nim Heinz, thubc 14 Malboro, ta 16t Pampers, my pham Estee Lauder, do choi Hasbro, giay Nike,
thuéc md Johnson & Johnson, banh keo Sara Lee, va vo sb cac thuong hiéu khac dang bi phdt 1o boi
céc chu siéu thi khip viing Vién Pong, bat ké nhitng khoan giam gia.

Trong ltc do, doanh s6 cua cac mén hang thay thé nodi dia, nhu cola Zam Zam va cola Mecca dang
phat trién vuot bac. Dit tru s& tai Iran, Zam Zam van hanh 17 xudng san XUAt, St dung 7000 cong
nhan va xuat khau sang 11 nudc khac, bao gé)m Pan Mach. Bén canh dé, cola Meccadang hudng to1
“viéc dap tng cac nhu cau ctia cac cong dan thé gidi bang cach gop phan vao cudc chién chdng lai
chil nghia thuc dan My va cha nghia phat xit ctia nhitng ké theo thuyét phuc quéc.” Cau khau hiéu nay
tuyén bd nhur thé. Du sao di nita, cola Mecca 13 s6 mot ddi voi nhiéu ngudi tiéu thu theo dao Hoi. N6
c6 phai s&6 mot mii mai hay khong thi van con phai doi xem sao.

Nhu vay, thuong hi¢u cua sy tu do da phai ddi mat véi mot sy chon lua khic nghi¢t. N6 co léng
nghe khach hang ctia n6 nhu hoc thuyét tiép thi co dién dé xuat hay khong? N6 cé thay ddi cong thirc
san pham, véi nd luc thu hat nhitng ngudi khong thé cudng lai thi hiéu? N6 co rat lui khoi cude xung
dot cét co va chép nhan sy that bai 6 nhyuc trén mit tran tiép thi da tirng mdt thoi théng 191? Hay, n6 c6
nhan ra mot thue té gian don rang khach hang khong phai luc ndo ciing dung, rang viéc lam vui long
khach hang khong nhit thiét 1 giai phap tot nhat, rang d6i khi cling nén phét 16 khach hang? T6i biét
to1 dang dirng & dau.

skeksk

e Thoi di¢ m dé nhwong bd

Su nd luc phong dai ctia Thuong hiéu MY, giong nhu tinh riéng biét ctia Voyage, tinh tiéu khién
ctia Ogami, tinh Iira bip ctia Ted Nancy va tinh bi 4n ctia Majectic, dd chi ra mdt cach rd rang rang
cau tric TEASE 1a khong thé sai 1am. Tuy nhién, khong c6 gi phai xdu hd vé diéu do. Viéc tréu nguoi,
giay vo va hanh ha khach hang 13 thich hop trong mot sé tinh hudng, nhung khong phai trong moi tinh
huéng. N6 ciing c6 kha ning trd thanh qué dit trong tim vao khach hang — n6 truot mot cach khong thé
nhan thdy sang viéc quiy ray, lam phién, va theo dudi nguoi tiéu thy - tréu nguoi qua murc co thé tro
thanh budn chan, gay kho chiu va gay tré ngai. Tinh phi hop, hay nguoc lai, cia mot phuwong thic tiép
thi tréu nguoi phu thuoc vao cac hoan canh canh tranh cu thé. TEASE khong phai 1a mot thir thudc tri
bach bénh, va ching ta ciing dirng ky vong nd phai 1a nhu thé. N6 tiy vao viée cac giam doc tiép thi



can nhic hoan canh riéng ctia ho dé quyét dinh TEASE c6 thich hop hay khong va dé thi hanh no. Néi
cho cung, ho dugc tra luong 1a dé lam viéc do.

Néu khong phai 1a gi khac, TEASE chi ra rang khong c6 giai phap ngay ttrc khic, hay mot giai dap
dé dang, hay mot y niém bao quat toan bd, hay mot ing dung sat thu (killer app) hay mét acronym linh
dong co6 kha ning thyuc thi trong moi hoan canh.['*] M&i mot tinh hudng tiép thi déu khac biét nhau —
doi khi vi té, d6i khi quan trong — va, do do, cai c6 hiéu qua & mot hé théng nay co thé khong hi¢u qua
& mot hé théng khac, du n6 1a TEASE hay 4Ps. Chiéu thirc Marketease (tiép thi tréu nguoi) khong co
kha ning tng dung cho moi tinh hudng, n6 ciing khong thé ng dung cho moi san pham, dich vu hay
phan khuc thi truong. Nhung mot 1an nita xin nhic lai, ¥ niém tiép thi hién dai vé viéc cham soc, chia
sé, chiéu chudng khong phai luc nao ciing dung. Pit trong tim vao khach hang cling thé, doi khi s&
khong thich hop.

Ban biét khong, d6i khi ching ta quén khudy di rang y niém tiép thi hién dai da duoc phét trién
trong mot 1anh dia cu thé - chu yéu 1a nhém FMCG — va con cu thé hon nita, y niém ndy duoc phat
trién boi Pillsbury. Chi t6i dau thap nién 1970, y tudng vé mot khai niém tiép thi c6 thé ung dung mot
cach phd quat m6i bat dau xuat hién. Hon nita, c6 rat nhiéu tranh cii vao thoi diém d6 vé cai goi
“viéc mé rong” cua khai niém tiép thi. Nghién ctru theo 16i kinh nghiém sau d6 da hé mo ra réng no
khong thé ap dung mot cach phd quat dugc. Khu vuc cong nghé cao, noi nguoi tiéu thu khong thé that
su noi ra cac nhu cau twong lai ctia ho, 1a mdt ca vi du dién hinh, cac nganh giai tri va thoi trang cling
twong tu nhu thé. That ra, trong mot thé gidi noi Nguoi tiéu thu Hang hoa di dong rat nhanh va khong
con la giao diém cla su sang tao hang hoa; no1 ma Manh 161 Tiép thi dugc chuan bi trudc mot cach
cuc ky chu ddo nhu 1a ménh 1énh trong ngay; c6 18 da t6i ltc phai chuyén sang cong nghé cao, thoi
trang cao cap, cac vu holdouts (thwong luong lai hop dong voi cac diéu kién c6 loi hon ) ¢6 dinh
nghia cao thim dé tim cam htng. Xin luu ¥, dé tim cam hing, chtr khong phai dé tim mot giai phap co
thé g dung mot cach pho quat.

Tuy nhién, néu can phai c6 mdt quy tic chung — mic du quy tic chung 1a ching c6 quy tic chung
ndo ca - thi théng thudng, khon ngoan nhat 1a hanh dong trai han v4i nhitng ngudi khac. Dé nim bt xu
hudng. Dé chéo thuyén nguoc dong. Dé ngoit sang phai khi ké khac ngoat sang trai. Khi dich vu 1a tat
ca, ép gia (JetBlue). Khi sy cat giam tran lan, nhanh chong mé rong (Dell). Khi hi-tech 14 tiéu chi, hay
thir hi-touch (AOL). Khi thuyét vi lgi c6 mit khip noi, hiy nhin manh vao cac yéu t6 thim my
(Target). Khi moi ngudi hudng toi 16i thoat ra, hiy chiém ctr 16i vao (Expedia.com). Khi niém vui
ctia khach hang c6 tinh bit budc, hily bat chap nhitng ké say mé (hiy ghi tén cong ty ban vao ngodc don
nay).

T4t nhién, phai cho cho téi khi moi ké khac hanh dong twong phan voidiéu twong phan. Sudua
tranh, Thorstein Veblen thong bao véi chung ta, 1a trung tAm d6i véi diéu kién khach hang va ciing 1a

165] Nhitng nha tiép thi hang xoang chay thanh

trung tAm d6i v6i tinh chit gidng nhau cua cic cong ty.!
bay, theo sau ké dan dau va di theo dong chay. Ho tién ngang hang voi Joneses Inc. Ho mua c¢6 phan

cai mot nhat thoi vé quéan tri méi nhit. Ho khong mudn nhin t6i thoi trang cii, hay tiét 16 rang ho dung



sau lung duong cong sang tao, hay — xin Tro1 Phat thir tha — khong quen véi1 tr thong dung thuong
ngay. Ho khong thé cho phép cac d6i thu canh tranh ling 18 qua mit minh, dic biét & linh vuc 6 lién
quan t&i cong nghé méi. Ho khong thé dé nguoi ta nhin thiy minh dang ban nhitng chiéc roi ngwa cua
Ted Levitt, khi moi ké khac dang chao hang dich vu van chuyén. Ho khong thé khudc tir mot cach gian
dj viéc ¢d théa min khach hang cho t&1 10c ma viée ¢ thoa min duoc cong bd 1a d3 15i thoi va viée
nguoc dai khach hang thing thé.

Theo d6, khi cai twong phan cta cai twong phan c6 mit khip noi, nhitng nha cai cach chan chinh
s€ hanh dong trong phan vdi cai twong phan cua cai twong phan.

Mot cach phi 1y? Co 1€. Mot cach khiéu khich. Co thé. Ngugc dai? Tuyét hao! Xin nhd rﬁng, su
nguoc dii cling co vi thé cua nd. Chung ta can sy nguoc dii dé y thirc 1d rang “sy binh thuong” 1a
mot cai duoc dung nén, 13 cai duoc ddong tinh, 1a sy sdp bay. Liy khach hang 1am trong tim 14 mot quy
udc (convention) — mot thoa wdc dé dong thudn — chir khong phai 1a mot hiép dinh (covenant). Cha c6
gi chic chan, bat kha xdm pham, bam sinh hay tuyét di cAn phai c6 & né ca.

O khia canh nay, vi¢c tu nhic minh réng ngudi tiéu thy khong phai 14 nhitng mau muc vé dao duc
lubn 1a diéu khon ngoan. Trong céi thoi tiét hau Enron ngay nay, mot thoi tiét ma cong viéc 1am an 16n
dang nam ngay tai diém tiép nhan cta su cong kich khong nging, kha thuan loi dé két luan rang 10i cua
khach hang 1a luat, réng khach hang khong thé sai, réng ho 1a nhiing vi thanh va hoan hao vé& moi mit.

Tuy nhién, mot phut gidy phan tinh ciing hé 16 ra rang chang c6 diéu gi giéng thé ca. Véi tu cach
nguoi tiéu thy, ching ta dowload mot cach phi phap nhac, phim va nhiéu thir khac tir internet, trong
khi phan xét hanh vi cia minh rang d6 chi 1a tu phuc vu ma thoi, dia CD gia dat qua, nhing 1y 18 bién
minh ring nganh kinh doanh nay c6 thu nhdp ctia nd. V&i tu cach ngudi tiéu thy, chung ta khai giam
tudi clia con cai minh & cong vién va vién bao tang, nho do tiét kiém duogc chat tién com khi vao cura.
Vi tu cach ngudi tiéu thy, ching ta giit lai tién théi néu chu tiém tinh nhim tién thanh toan (6i dao, d6
12 161 cta 6ng 4y ma, dung khong?”) Véi tu cach nguoi tiéu thy, ching ta chom chia khin tim & céc
khach san, mua ddng hd Rolex gia hiéu & Hong Kong, va ldy trém nho & cac gian hang siéu thi.

Okay, ¢ day chung ta khong noi vé “Piéu ma ngudi My mudn nhat” — mic du nganh kinh doanh
am nhac d3 ton thit do sao chép bat hop phap nhiéu hon tong chi phi ctia vu scandal Enrron. — nhung
su that don gian ctia van dé 1a phan 16n nhitng ngudi tiéu thu khong choi dep vdi hé thong tiép thi. Co
can thic mic gi khong khi cac giam ddc tiép thi thiy kho ma yéu khach hang ctia minh khi khach hang
ludn khong thé stra chira, khong thé chap nhan, luén 1am nguoi ta dién tiét va khong cu xir dang hoang
dung murc? Co can thac mic gi khong khi nhiéu chuwong trinh chim soc khéch hang di chim nghim trén
bo bién day da cua sy thd o gin lién v6i doanh sb, v6i nhitng ga kho toi nghiép, ké that sy phai giai
quyét voi cac khach hang hai mang? C6 can thic mic gi khong khi khich hang — ké tra tién va céc
cong nhan luong thip déu hoai nghi nhu nhau vé 161 dién thuyét 1y khach hang lam trong tim tudn ra
tir nhitng tay gidm ddc tiép thi va cac nha tu vin luong cao?

Phai ¢6 mot cach t6t hon dé khai niém hoa nhitng giao dién chung cua tiép thi-khach hang. Liy
khach hang 1am trong tim da khéng con chut hiéu qua ndo. [t nhit, né khéng hiéu qua trong tit ca moi



hoan canh.

skeksk

e Cac vén dé trong ti€p thi theo mét cii

Cudn sach nay dang luan ban rang c6 mdt phuong cach tét hon. Hay, n6i dung hon, mot phuong
cach khac. Phuong cach d6 lién quan téi viéc quay nguoc chiéu kim ddng ho vé nhitng ngay hoang
kim xua cil truéc khi hién tuong khach hang hoa chwa phai 1a tat ca, vé mot thoi ky khi ma cac nha
tiép thi 1 nhitng ké choi khdm va ty hao vé diéu do.

Qua ting mién phi:
Deja mai

Theo dién vién tdu hai chua chat George Carlin, xd hoi My duong thoi dang mic phai mot can
bénh goi 13 “ching nghién ngay hém qua”. Triéu chimg chil yéu ciia nd bao gdm mét su vu tu khong
lanh manh vé nhitng thdi qua vang, thuong dugc dién ta thong qua “cic san pham tiép theo, céc
chuong trinh/phim chiéu lai, cac san phém lam lai mo1i, cac tai ban, cac chuong trinh ky niém, tac
pham phong tac, cac bd suu tap dia ghi Am twong nhd...” Ching nghién mot cii tran lan dén ndi, ong
nhan dinh, mot phat thanh vién gan day di dua ra mot thong bao giy an twong kho quén, “Van tién 1én,
Mot cai nhin vé qua khi”.

Du ching 4m anh qua khir ctia hdm nay khong hoan toan di t6i mirc tan bién nhu vuja de cua
Carlin, mdt ¥ thirc quai la rang cai dang xay ra chua bao gid xdy ra trudce d6 (déja vu) hoan toan co
tinhbat budc. Mot thoang nhin so sai nhit qua bdi canh tiép thi cho thdy rang ching yéu qua kht co
mit khip noi. Cac thwong hiéu cil, nhue Airstream (nha luu dong), Brylcreem (pomade)va Charlie
(nuéc hoa cologne) di duoc 1am sdng lai mot cach tai tinh va tai tung ra thi truong mot cach thanh
cong. Cac nhan vat thuong mai c6 vé nhu da tuyét tich — Mr Whipple, me¢o Morris, ca ngu Charlie
mot 1an nira lai nhay tung ting trén cac quay hang siéu thi.



Céac muc quang cdo xua cii duoc phat lai (Ovaltine, Alka-Seltzer); cac slogan dd nhau nat theo
thoi gian duoc wa chudng lai (Britney Spear hat bai “Come Aliv” cho Pepsi); va cic san pham di c6
mét tir 1au duwoc dong goi lai trong cac bao bi bat mit (banh quy Nesco, nho khé Sun Maid). Ngay ca
xe 0 t6 va bot giat, thudc tdy mdi va cai tién tirng chiém dinh cao vé tiép thi cling dang trén con dudng



quay lai, nhu sy thanh cong ctia P.T. Cruiser va Color Protection Tide nhic nhé ching ta mdi ngdy.

Nganhdich vy ciing chay theo cai nép “mot thoi ting c6”. Song bai retro (theo mét cii), nha hang
retro, san choi bong chay retro, tiém ban 1€ retro, khu nghi mat retro, va cac doan xe ltra chit chi retro
cling cuc ky pho bién. Nganh dién anh no né véi nhitng bd phim tai dung, cac tac pham chuyén thé
sang dién anh, cac cudn phim ké tuc va cac ké tuc cua cac chuyén thé sang dién anh (nhu Star Wars:
Cudc tAn cong ctia Ngudi vo tinh). Chuong trinh truyén hinh ciing theo mdt cii — That Seventies,
Enterprise, va Muppet Show m&i hoan toan — phat lai cac ban tudng thuat thoi tiét cii khéng thé cach
xa. Trong luc d6, nganh 4m nhac tr& vé mét cii a-go-go. Ban nhac rock Anh Led Zeppelin dugc thoi
phong trd lai, hay tin don vé gidi showbiz cho 1a thé. Nhac si timg dugc xem 1a0ng Hoang nay lai
duoc xem nhu 1a Ong Hoang nhu trude. Elton John lam cuén album quay lai hay nhat ctia minh ké tir
khi 1am cubn album quay lai hay nhit truéc kia. Bruce Springsteen triéu tip lai ban nhac E-Street va
tung ra san pham thu 4m dau tién cta nd ké tir Born in USA. Elvis di budc trd lai toa nha 20 nim sau
cudc ra di khong xing ctia ong. Va nhom U2 di tai khang dinh tén tudi ho nhu 13 ban nhac U2 hay nhat
trén thé giéi. Pung 1a mot ngay tuyét diéu.

Ngoai ra, retro khong chi mot hién twong ciia nudc My. O Y, chuong trinh ddo tao quan 1y dua
trén nhirng cudc thi ¢ tinh gidc dau 13 mot cai mdt dé ngudi ta chét vi chung. O Phép, nhitng vii
truong kiéu cb - guingettes — dd c6 mot cudc quay trd lai ngoan muc. O Pic, loai 6 o theo kiéu ¢o
dua vao chiéc limousine Maybach ctia Hitler do hiang Daimler Benz san xuit dugc ban véi gia
375.000 d6/chiéc. O Anh, nha hat West End bi 4p dao bai moi loai vo tudng dung lai, tir Chitty Chitty
Bang Bang cho t61 We will Rock You. O Ai Nhi Lan, con tau Titanic lai ndi 1én lan nita, trong mot
cudc tau thoat duoc danh cho sy that bai cla san phém m&i 16n nhét trong lich sur. O An D, nganh
kinh doanh kim cwong quay lai vi tri dan dau, di dudi hinh thitc cta cac loai da cong nghé chat lugng
thap hon 13 nhitng vién kim cuwong tuyét pham Koh-i-noor ctia ngdy xwa. O Afghanistan c6 nhitng ké
hoach xay dung lai nhitng khu vuon tiéu khién Méng C6 500 nim tudi & Kabul nhu 13 mot biéu tuong
ctia sy hoi phuc hau Taliban. O New Zealand, nganh du lich d3 chuyén bién nhd Lord of the Rings,
modt cudn phim ngdn bon tién chuyén thé tir cudn truyén bestseller cua thip nién 60, voi bdi canh 1a
mot ving dat huyén thoai. O Uc, thoi ky hau 11-9 gia kim loai quy ting cao cong véi su sup do cua thi
truong chimg khoan da thic day mot cude d6 x6 di tim vang & cac ving héo lanh. O Nhat, mot nudi ga
a0 tamagotchi cach ddy 10 nim d3 song lai, chi c6 diéu 1an nay 1a trén mang.

Retro, that ra, c6 li€n quan t&1 hoat dong ban hang ciling nhu doi tuong dugc ban. Tiép thi theo 16i
cli bao gém cd hang hoava viéc mua ban hang hoa. N6 thé hién mot sy tir bo diéu bod “cong ty nhan ai”



thuong thiy ¢ khip noi trude ddy, mot quan niém phi 1y rang kinh doanh c6 mit ¢ day 1a dé lam cho
cudc song tot dep hon, dé tho hon, hay ndng cao hon nita vé mit tinh than cho nguoi tiéu thu (Moi
gitip d& nho nhoi, Ctr 1am theo cach ban, Hom nay ban mudn di dau? Chung t6i c6 thé 1am gi dé 1am
cho nd xay ra?) Tiép thi kiéu retro, hon thé, bac bo su thong cam gia tao nay, su than thiét vor vit nay
va tinh ban ddi trd nay dé di toi mot nhan thirc cong khai rang cong viéc cua kinh doanh 1 ban hang.
[166] Khong hon khéng kém. Khong mau mé uén éo. Khong nham nhi, khong phi 1y. Khong cao 1.
Khong gi ca.

skeksk

TEASE 13 mot sy biéu thi cua xu hudng tiép thi kiéu retro duoc tan tung khong ngét ngay nay.
TEASE dua ching ta quay vé thoi ky trudckhi viéc ning niu chiéu chudng khach hang 1a triét 1y chon
lua cua nganh tiép thi. TEASE dua chung ta quay vé thoi ky khi hang hoa con hiém hoi va su chio
hang thi phong phi. TEASE dua ching ta quay vé thoi ky khi viéc mua mot cuc xa bong khong co
nghia 13 budc vao mét mbi quan hé kéo dai ca doi ngudi. TEASE dua ching ta quay vé thoi ky khi
nhirng nha tiép thi khong 16 nhu Harry Reichenback va Elbert Hubbard thong tri thé gidi, mot thoi ky
truge khi sy budn té, sy rdi rac, su suy nhuoc, phién ban Disneyfield cua tiép thi dugc rao ban ngay
nay.

Xin don ctr mot vi du. Muia hé ndm 2002, mot chién dich tiép thi du kich trj gia 5 triéu d6 da gy
kinh hoang & My. PBuoc phat trién bi Fathom Communications, mot bd phan cia Omnicom Group,
cai vi du dién hinh ndy vé sy quang céo 1én lat bao gom 60 dién vién gia 1am du khach — nhitng du
khach dac bi¢t nha nhan va trang phuc lich su, phai néi ro diéu nay. Ho dugc bd tri & bén ngoai cac
diém thu hat hang ddu & New York, nhu tda nha Empire State va cac khach san, quan bar va hop dém
didc biét. Khi tinh thé ¢6 vé da chin mui, cac khach du lich gia hi¢u cua Fathom to1 gﬁn cac khach qua
duong ngdy tho va dé nghi ho chup anh gium. Khi nhitng ké ngdy tho dong ¥, nhu phin 16n ching ta s&
1am thé, ho duoc trao cho phin mém goi dién mién phi gizmo doi mdi nhat tir R&D wizards ¢ hing
Sony Ericson, mt loai may két hop gitta dién thoai cam tay va may anh ki thudt s6. Khi nhiing ké
ngay tho dién ta su khadm phuc ctia ho ddi voi cong hién mdi nhit cho cudc cach mang vién thong nay,
nhu phan 16n ching ta s& 1am thé, nhirng loi ich ctia san phdm mdi nay duoc tan duong mot cach ndng
nhiét. Mot mén hang véi gia hoi 400 d6. Hay dén ngay mot cira hiéu Radio Shack gan ban. No6i véi tat
ca nhirng ban be ngdy tho cua ban.



V6&i niém han hoan cua Fathom Communication, chién dich di tao nén mot con gian dir. Khi cac
dién vién dugc chi dao gilt im ling vé mbi quan hé cua ho véi cac nha san XUAL, trir phi bi hoi truc
tiép, muu dd ctia Sony Ericsson di tao ra nhiéu phan ung gian dit chdng tiép thi va duoc thong tin lai
kha rom ra trén nhiéu bao dai. Nhitng nhom ngudi tiéu thu dién tiét, da phan 1a tip doan Commercial
Alert cta Ralph Nader, di tan cong cai cong ty qua ¢& tho mdc dung sau lung manh 161 nay. Cac nha
tiép thi tinh dich, bi lang nhuc béi sy vu khéng nhdm vao tén tudi tot dep cua nganh nay, da goi no la
“dang chi trich va ghé tom”. Dan New York, ké bdo v€ hinh anh du lich than thién cta thanh phé,
dugc cho 1a bi sdc nang va mat tinh than véi nhirng hanh vi t¢ hai ctia Fathom Communications. Tuy
vay, Sony Ericsson van gitr 1ap trudng riéng cua nd, khing khing cho rang no khong lam gi sai trai ca.
“Chung t61 khong cb lira gat moi ngudi hay vo nhu ching t6i 14 mot thtr gi d6 ma ching t6i khong
phai,” mot phat ngdn vién tuyén bd. “Vang, né hoi 1éu 1ao chat xiu. Nhung nd tan thoi va tuyét. San
phém cua chung to61 dugc trai nghiém t6t nhét trong mot forum mot ddi mot. Mot sb nguo1 cua ching
to1, do do, sé giéng nhu nhitng du khach. Vé co ban, ho s& chi ra rﬁng cai dién thoai c6 thé hoat dong
nhu mdt cai may anh ky thudt sb.”

skeksk

* Hi¢u wrng Khi Harry gap Sally

Bat chip két qua cua sy kién gia tao cua Sony Ericsson, nhu cach goi cua nha st hoc Danile
Boorstin vé nhitng sy kién tim cach quing ba nhu thé, meo quang cdo nay han nhién di thanh cong
trong viéc khién cho moi ngudi ban tan vé cai may moi d6. N6 s& xuat hién trong cac cudn sach kinh
doanh trudc khi ban biét. That su, trong nhiéu phuong dién, nd la mot hinh anh thu nho cua tiép thi
tréu nguoi. N6 choi x6 mot ct dup vdi khach hang, nhung lai cho moi ngudi mot trod tiéu khién (cai y
nghi vé viéc nhitng ngudi dan New York tré nén buc doc véi nhitng du khach gay rdi ¢ ban than nd
kha mrc cuoi). N6 bao 1ay san pham v6i mot bau khong khi vo tu. N6 dugce phong dai vuot xa khoi
nhirng trdng twong phong ting nhit ctia Fathom (thim chi chung con 16i kéo ca nhirng chuyén gia tiép



thi, nhitng ké that sy cAn phai hiéu biét nhiéu hon). N6 khai thic sy bi an dé néi 1én hiéu qua tiép thi
(mbi quan hé “gidu diém” v&i Sony ). Trén hét, nd co tinh tiéu khién vo cung tin, d& dang, to 16n (1a
mon trang miéng tuyét hao cho sy dién cudng gitra mua hé cua gidi truyén thong).

Thé nhung vé&i tit ca sy xuat ching vé mit quang ba ctia Fathom Communications, ngudi ta van
khong thé khong két luan rang, khi cac sy kién gia tao dién ra, no khong thim gi so v&i nhitng quang
cdo di timg thing thé vao nhitng ngdy trudc khi ¢6 cude cach mang tiép thi “hién dai”. Xin don cir
mot vi du nho, 80 nam trudc khi Sony Ericsson gdy ra mdt sy kién giat gin & tda nha Empire State,
nha dai 1y bao chi c6 mot khong hai Harry Reichenbach da duoc ké tuc boi nhitng nguoi ché tao ra
Obesitea, mot thr nudc giai khat c6 tra dugc thiét ké cho nhirng ngudi an kiéng va nhitng ngudi mudn
c6 than hinh thon tha.l'®”] Harry da thué mot nhom cac cip doi, bao gém mot cd gai thon tha va mot
ong gia lu khy, va bd tri ho vao nhitng nha hang thoi thugng & New York vao thoi d6 nhu Ritz, Plaza,
Savoy-Plaza va Wadorf —Astoria. Trong gid an trua, 6ng gia ¢b tinh chinh lai cai 6ng nghe mot cach
pho truong — d6 1a thoi ky trude khi ¢ nhitng cai may trg thinh — va gam 18n, “Toi khong thé nghe
thiy c6 noi gi ca!” Trong su im lang ddy chit quang cao dién ra, co gai hét lai, “Lam thé nio dé toi
duoc thanh manh a2 Toi udng Obesitea, di nhién rdi!” Va ong gia dap lai, “T6i van chang nghe thiy gi
cal”. Va cb gai phan cong. “Obesiatea. Obesitea. Toi udng Obesitea!”

Do 1a dau dé tan giu cua thi trdn, bdi moi 1y do. Mot khoanh khic xac that “Toi c6 cai ma cb Ay
¢6”. Hiéu ung Khi Harry gip Sally truéc khi Harry va Sally quen biét nhau.

Maketease hoat dong hitu hi¢u. Sy khach hang hoa hoat dong hiru hi¢u. Ching lu6n 1a thé. Chuang
ludn s& thé. Nhitng khac biét nay sinh khi Hiéu tng Khi Harry gip Sally phat sinh va moi ngudi ¢ ci
ma TEASE c6. Hoic su thay thé 13 Chiéu chudng khach hang. Phai! Phai! Phai!

«Lam thé nao dé thoat khoi Nha giam?

Nim ldy co hoi.»
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CACH THUC MAC MOI VAO CAI BAY CHUQT TIEP TH]

Néu, do mot su ¢d khong may nao do, ban nhan ra minh dang lac gitta viung hoang mac Uc chau,
va néu, may ra, ban tinh co gadp mot anh chang lang thang vui tinh dang cam trai bén mdt con sOng cut,
va néu, xin Troi Phat thir tha, anh ta s& chao ming ban v&i nhitng 101 hoi dang so, “T6i dang kich
dong,” thi du ban 1a gi di nira, cling dung hoang s¢. Hay cu xtr binh thuong. Pung s, ban cua toi.

Hay thu gidn, anh ta s& khong tréi ban vao gbc bach dan dau. Anh ta s& khong boé ban vao ndi
nude sdi. Tham chi anh ta ciing khong yéu cau ban nhady mot ban waltz, Matilda. Pon gian anh ta chi
chdo ban v&i mot cach thé hién gian dir kiéu Uc chiu, va di co tir hang chuc nam trudc. “To1 dang
kich dong,” 1a tiéng thét tip hop ctia nha vo dich tiép thi va nha quang cdo vo song, Kev T6. Toi dang
kich dong khi nghi t&1 cau chuyén cua anh ta.

Kev T0, nhu tén cua anh ngu ¥, khong chi don gian 14 to hon cudc doi, anh to hon to hon cudc doi.
Mot khoang thach déy nang luong, Kev Td rd rang 13 mot doanh nhan to 16n. Xin 16i, to 16n hon. Chét
tiét, cr cho 1a to 16n nhat. Anh 1a bd ndo dimg phia sau va 1a mot nha quang cao hang dau cho mét loat
cac san pham vé sinh duoc goi theo tén minh. Bao gdom thude tdy Goo cta Big Kev, thudc tiy Mould
ctia Big Kev, thudc tdy Stain Free cta Big Kev, va con bon loai chit tiy sach cung thuong hiéu khac
nita. Anh khoi dau su nghiép kinh doanh trén mot chuong trinh TV phd théng, theo dinh hudng gia
dinh, The Bart Newton Show, noi 1i rao hang qua hiéu dong, qua tbc do, qua that ctia anh da khién
cho anh duoc mot lugng khan gia dong dao yéu chudng, chuong trinh quang ba dau tién ctia anh hitu
hiéu dén mirc mang dién thoai Bic Sydney khong thé chiu ndi cudng dd cing thang cua cac ctra hiéu
bot gidt tdy va sup ngay lap tirc. Mot minh tinh d ra doi. Noi chinh xac hon, mot chang khong 16 toc
d6. Kev T6 cat canh nhanh nhu thé anh duoc thiét ké cho nganh hang khong. Va anh da khong — ¢6 18
12 khong thé — nhin lai sau lung.
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Thang 9-1998, nha quang cdo cu phach tdp hop nim san pham ban chay nhat cia minh vao mot
g6i hang duy nhat va dang Cong dan Kane cua nganh quang céo — 6, ving Star Wars mdi diing — trén
td Nude Uc chao budi sang. Doanh sd di vao quy dao.

Mot nim sau, Kev T ngam déng nudt cay, pha san do sut giam trén thi truong truc tiép, duong
toll-free 1-800, va do su giao chién v6i nhitng siéu quyén luc ctia Bong toi dang thong tri mit hang
gia dung cua cac si€u thi chinh cua Uc. Loat san phém cua anh, v&i1 su tinh nhay vé quang ba, duoc
tung vao cac chudi cac cira hang dan dau ctia nude Uc, bao gdm Coles, Woolworth’s va Pick ‘n’ Pay.

Hoat dong nay dugc tiép tuc, vao thang 8-1002, vé1 motdanh sach trén Thi truong chirng khoan
Uc, von d3 bi mua qua murc nhd sy hd tro nhiét tinh cua cac nha dau tu nho, nhirng nguo1 yéu cac nan
nhan cta sy bat cong, va nhom fan to 16n cua Kev. Doanh s6 vuot qua 9 triéu trong ndm kinh doanh
dau tién, va, mic di phai mat mot it thoi gian trude khi 1gi nhuan (chua néi toi o tirc) bat dau tré nén
hién thue, cong ty Big Kev Ltd. di tir thing loi nay t&i thing loi khac.

That su, cac mat hang gﬁn day da dugc mo rong thém, bao gém cac san phém bot gidt va nguoi ta
udc doan rang c6 hon nira triéu ba ndi trg Uc thé trung thanh véi thuong hiéu ctia anh chang to béo.
N6i chinh xac hon, cac trang web bdo cdo vé ngudi tiéu thu cho rang nhitng san pham mdi nhat ctia
Kev can thém mot chut R&D (nghién ctru va phét trién). Nhu phat biéu ctia mdt ngudi mua hang khong
bi giy 4n twong, “Hay d6i dién voi diéu nay, gd béo a, anh dang boc 16t nude Uc vai viée ban nhitng
san pham tao lao voi gia trén troi.”

That thé.

T4t nhién, van con phai chd xem Kev To ¢6 di co bap dé do stc v6i Mr. Co Bép hay bat ky mot
i khong 10 nao khac trong nganh hang gia dung hay khong. Nhiing cong ty da qudc gia co thé xay
dung thuong hiéu cua ho bang cac chién dich tiép thi tim thuong, noi chung 1a thé, nhung tai cua ho
sau va duong chan troi cua ho dai. Nhu Tango Orange & Anh va Jolly Cola & Pan Mach da phat giac
ra cai gia phai trd cua ho, cac thuong hi¢u toan cau la nhitng ddi tha canh tranh tan bao.

Du sao di nita, Kev T6 dang cd hét stcc minh trong hoat dong tiép thi. Nhitng chiéc so mi hiéu
Day-Glo miu me, ¢& cuc 16n; nhitng bién quang cdo gidng nhu kiéu Absolut ciing to dung, mau mé



khong kém; va sy sin sang tham gia vao bat ctt viée gi c6 thé giit anh trong con mit cong ching
(chang han nhu mot chuwong trinh thu 4m tir thién véi ban nhac rock Uc Mental as Anything) 1a nhiing
vi du tuy€t vo1 cua su tro tréo triét dé trong tiép thi. Tuong tu, su bdo dam “tién s& quay tr¢ lai néu
khong hoan toan thoa min” cta anh; nhitng hoat dong “outsourcing” (thué ngoai) ddi v4i nhitng san
pham khong chinh yéu ngoai trir tiép thi ciia anh; nhitng vé ca tin, khd' khao, thiéu kinh nghiém va
nhirng trd hé quang ba con ngd nghéch hon nita cta anh; va cdu ndi ndi tiéng hoan toan dé hiéu cua
anh, “Toi dang kich dong,” 14 mdt miu murc bang hanh dong cua chiéu tiép thi tréu nguoi da qua roi
nhung chua bi quén lang. Chiing c6 mot phan xac thuc theo kiéu hau hién dai va hai phan lira bip.

Ngoai ra, m6i day Kev T6 di quén 14 qudc ky Uc quanh ngudi (c& XXXL, tit nhién) dé kéu goi
khach hang hd trg chdng lai nhitng tén xdm luoc da qudc gia, nhitng ké dd ndam quyén kiém soat mot
cach tan bao nhitng bon tim va man che phong tim cua qudc gia ndy. Vi tr cach 1a mot ga co trai tim
hao phong, yéu mén tré con, khoai nudc ngot, toc vang hoe ngi trang, Kev To da dugc Troi cao sap
dit dé thanh cong. Anh 13 mot nha tiép thi Uc thyc té dang chién du trong nhitng thi trudong Uc thuc
té. Tuy nhién, choi con bai qudc gia 1a mot chién thuat kho khin va nguy hiém trong cach sir dung cai
dui cui thwong hiéu ctia ngdy nay, noi san pham c6 méit ¢ khip noi, va tiép thi toan cau 1a tén cta trd
choi. Thanh cong ctia gi to ciing thu hut nhitng tay bat chudc mu quang “dién khing”, von dang bi
thach thirc trong nhitng phong xét xir khong hoan toan dién khung cua Uc.

T6i van dang kich dong dé chd xem Kev T6 c6 thing bon ngoai qudc hay ching. Con ban thi sao?

ek

« Ké vi dai nhat

“Vuot-khoi-dinh-cao” khong phai 1a vuot khoi ngon ddi, nhur anh chang ngudi Antipodeant!68!
niang dong ctia ching da chimg thuc. Anh ta ciing khong phai 1a mot thang nhoc méi trén con phé tiép
thi, mot tay quang ba nhac rock c6 thé bi loai bo nhu mot ké ndi tiéng nhét thoi. Trai lai, Kev T6 chi
12 ngudi moi nhat trén mot hang dai nhitng ké rao hang dang cat 10i rao, nhu cubén sach nay da ching
minh.

Tuy nhién, trong nd lyc dé rat ra mot vai bai hoc y nghia cho cac giam ddc cua thé ky 21, co thé
cling dang cho chung ta quay trd lai ngudn gdc ctia nhitng quang céo theo phong cach Rev T6: P.T.
Barnum. Phan xét mot cach cong bang d6i v6i Phineas Taylor Barnum, nha tiép thi vi dai nhat trén trai
d4t, hau nhu 1a mot diéu bat kha. That su, toan bd nganh tiép thi da dugc xay dung trén lung ctia nha
hoc gia quang ba doc nhit vo nhi ndy. Nhirng cudn sach, nhitng bai bao, nhitng cuén phim, nhac, nhitng
thir duoc tiéu thuyét hoa, nhitng cudc trinh dién truot bing nghé thuat hang ngay — ban c6 thé tu liét ké
tiép — da loi dung cau chuyén vé nha nghé si vi dai ndy va nhiéu cach dién giai moi da duoc bo sung
sau tirng nam tré1 qua.
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Tuy nhién, vd1 muc dich hién tai ctia chung ta, chi can nhan ra rang Barnum da ludng trudc hau



nhu moi manh khoe tiép thi duoc mo ta trong Nhitng chiéu tiép thi nguoc doi!! Xin don cir mdt vai vi
du: Barnum 1a mot ngudi tinh thong viée tu quang ba ban than hon Donald Trump, ké von khong dugc
xem 14 mot thanh twu;Barnum khong chi phong dai mot cach xuat sic cong viée kinh doanh ciia minh
théng qua tu truyén, ma quyén hoi ky day chét tiép thi cia 6ng con 13 cudn sach ban chay nhit ctia thé
ky 19, ngoai trir Thanh kinh; Barnum d tién doan duoc vé Nhirng 14 thu tir mot gd gan cua Ted Nancy,
du sy cong tac gy nhiéu tranh luan cua dng véi Mark Twain chua bao gior dugc thuc hién; Barnum da
ap dung tu cach “nguoi ban cua tré em” hang chuc nam truéc Walt Disney hay Harland Sanders;
Barnum d4 tirng dong vai tro mot Pai t4 Tom Parker dé 1am 6ng bau cho cac nghé si biéu dién, bao
gém Tom Thumb, voi Jumbo, Chim hoa mi Thuy Pién J enny Lind; Barnum xtic pham mot cach c6 hé
théng tat ca va tirng ngudi mot, gidng nhu Madonna,rdi sau d6 nhdm nhap niém vui tha trén cac tiu
dé bao chi; Barnum danh gia cao tam quan trong vé quang ba ctia dén dién kha 1au trudc khi Fred
Thompson thuc hién trd ma thudt sao chép theo kiéu Barnum & Nguyét Vién; Cac c¢d gai man ro cua
Barnum tao nén mdt cam giac tiép thi khién cho cudn tiéu thuyét cua Alex Shaka doc nhu mot tac
pham hu cdu; va Barnum, nhu d3 luu ¥ trude do, di di trude tro phu thiy vé IT cia Dean Kamen dén
140 nam.

Nhu cau hoi khong thé sanh ndi ctia Barnum: “Né 1a gi?” chi ra, bac thiy lira bip niy c6 mot kha
ning phi thuong trong viée giay vo, tréu nguoi va hanh ha khach hang. Chang han hay 1ay vi du vé tro
bip Joice Heth. Ba duoc gan 1a ngudi va nudi séng tho téi 161 tudi ctia George Washington. Ba
thuong rong rudi khip cac ving qué, ké cho nhitng dam dong say mé nghe cac cau chuyén vé thoi tho
au cta vi cha gia dan tdc, chi dé bi phat hién ra 1a mot ba gia gia danh 80 tudi. Roi tro bip tao ra
ngudi ca Feejee gia vao nim 1842, bao gdm mot cai dudi ca va than hinh ciia mdt con dudi woi
(Barnum viét nhitng 14 thu nic danh giri t6i cac tO béo to cao rang nd 1a mot vat gia tao, nho d6 di thu
hat duge thidm chi nhiéu nguo1 t0 mo hon dén dé tu kiém tra). ROi vu sin trau rung “tg do” ¢
Hoboken, New Jersey, noi 6ng bau vi dai ctia chiing ta da thoa thuan mot ¢t 4p phe bi mét véi nhirng
ngudi 1ai pha qua song Hudson, hang dan nguoi New York dong duc 1 luot qua pha mdi ngdy, va
khong can phai néi, bén con trau rimg dang thwong khong tai ndo bo chay theo am hiéu duoc. Va 161,
tit nhién, hoat canh voi “tring” ndi tiéng naim 1882. That vong véi mau 16ng cua mén so hitu dit tién
ctia minh — n6 khong mic ching bach tang — con ngudi vi dai nay da 1én lat quét 1én ngudi né mot 16p
nude voi. Xin nhic ban rang viée nay chi cé y nghia 1a mot phuong sach cudi cung. Trude do, ong da
boi den sd voi con lai trong dan. Géng chiu di, Komar va Melamid!

Trong khi con c6 nhiéu 101 déi tra vé xudt xtr ctia con voi trang, gan day, viéc khong cong nhan
rang Barnum 1a mot tay hoan toan bip bom dé trd nén phd bién. Ong Hoang ctia nhitng tay dai bip
ngdy cang duoc hinh dung nhu 1a mot dang ngudi chiéu chudng khach hang, vi c¢6 ai d6 da khong bao
gior tin rang “mdi phat lai c6 mot gi kho duoc sinh ra”, vi chinh sy trong phan ctia tay lang bam lira
dao, quy quyét ma 6ng that sy ting 1a. DU cac anh hing qubc gia thuong xuyén duoc tai dung lai cho
thich Ug v&i nhitng cam gidc cua mdi thé hé dang 1én, nd lyc ctia doi sau trong viéc nhudém tring
Barnum don gian 13 khong thé duoc. C6 thé dng 1a con voi duc 16n nhit trong bay dan tiép thi, nhung



durt khoat khong phai 1a mot con voi tring. Barnum tin vao viéc lira bip khach hang cua minh. Ong say
sta n6. Ong khoac 1ac huénh hoang vé né. Ong tur xem minh chinh 14 ngudi gioéi nhét trong linh virc
lira bip khach hang, ma qua that 1a nhu thé. Hon nita, dng con bip ho hét vé nay sang v khac. Ong
thue hién né khong hé ngung nghi. Ong 16t sach tai tién ho va ho lai dén dé bi 16t nhiéu hon. Va nhiéu
hon. Va nhiéu hon nita. Ho yéu 6ng vi diéu do.

C6 1& so voi nhitng ké trude va sau ong, Barnum 1a ngudi hiéu rd hon bat ky ai khic rang moi
ngudi thich bi bip. Nghia 13 mién sao ct bip phai tai tinh, sang tao va, mot cach 1y tudng, gy sing
sbt. Nhur su tiép tuc phé bién cua cac ciu db, cac 6 chit, cac tro 4o thuat trén san khiu va moi thir dién
ra hang ngdy twong tw nhic nhd chung ta, trong ban thin sy lira gat tai tinh c6 mot strc hap dan d6i vai
tit ca moi nguodi. C6 mot diém khac biét quan trong - ma Barnum dé giai thich trong cudn sach nam
1866 ctia minh, Nhitng tay bip trén thé gidi — giira sy lira gat thing thimg, vén khong chi thiéu trung
thyc ma nhat dinh sdém mudn gi ciing s& di dén thit bai, va phong cach mang dau an vé trd bip bom
ctia 6ng. PO 1a lra gat — vang, lira gat — moi ngudi mot cach khoi hai, ngé ngan, tinh nghich, va (cuc
ky) c¢6 1oi. N6 bao gom viéc thu hit cac khan gia thong qua su pho truong, su dién xuat va su lau ca
ranh ma thing toac mong heo, trong khi dam bao ring sy lira gat d6 1a dang dong tién bat gao. Di vai
Barnum, ké lira gat tam thudng 13 ngudi khong danh gia dugc tim quan trong ctia sy lira gat ddy tinh
than hitu, manh khoe vui vé vo tur, va su ddi tra than tinh. Cong ddng tiép thi duong thoi, dinh tinh boi
su 4m anh ctia n6 ddi voi su chinh truc tuyet ddi, su trung thuc té ngét, va su tu cho réng minh lam
dung v6i dinh huéng khach hang luén ludén ding, 13 mot vi du hoan hao cua diéu ma 6ng ghét cay ghét
déng.

Phai, Barnum lira bip khach hang ctia minh. Nhung ong lira bip ho theo mdt cach quy quyét dén
ndi ho khong bao gid thiy du véi nd. Ho dong 16a véi tro bip cta ong. Cac cu lira cta 6ng khong chi
ham chira mot diéu tha vi, ma thong thuong diéu tha vi d6 hoa ra lai 1a mot ca lira khac.

Phéi, Barnum tan tién vi sy that, néu khong no1 1a mot tay dbi tra théng thirng. Tuy nhién, nhitng
161 ddi tra 1a mot phan cua cai da tao nén con ngudi. Nhu viée nghién ciru tim 1y hoc chi ra trude sau
nhu mét, su lira doi gitip duy tri d6 ¢ két xa hoi va sy vo vinh 13 trung tim déi véi thanh cong trén
ddi, c6 ngudi con ndi nod 1a trung tAm cua su vin minh tién bo.

Phai, theo qua trinh dién tién, t6i cho rr?mg Barnum c6 thé dugc xem 1a dit trong tam vao khach
hang.Ong da dat trong tAm vao viéc choi khim ho, dua bdn ho, phan thing ho, cho ho di tau bay gidy.
Mot chuyén bay tron doi nguoi. Ong khong quy luy xum xoe. Tinh thin nd 18 chwa hé c6 trong ong. CH
thda mén cho cac nhu cdu ctia ho u? Tdi khong nghi thé.

Ban ciing khong can phai lam thé. Su tang bdc vo vit, su ninh not xum xoe, va viéc sin sang thuc
hién theo ¥ mudn cta khach, khong phai luc nio ciing can thiét va khong nhat thiét phai 1a cach tt nhat
dé thanh cong mot cach xuat sic trong tiép thi.

ek

e Jim hao hoa



Mic du ngay ca mot giam ddc tiép thi tin tim voi khach hang nhét ciing c6 thé sin sang thira nhan
rang Barnum rat xudt sac — hon ca xuat sac — mot ngudi ndo d6 co thé 1am giam nhe di sy nhan
nhuong nay voi nhan xét réng nhitng thanh tiyu cia ong chi nam trong pham vi dich vu. Lira bip va
quang cao rum beng 13 nhitng chuan myc thyc hanh trong nganh biéu dién, nhung khong hiéu quéa 1am ¢
nganh khac. Phai thira nhin rang, Kev T6 van gilt vitng muc tiéu trong cai thé gi¢i 4m ti doc hai cua
nhitng birc man cau ban. Tuy nhién, su quyén ril kich thich c6 it hiéu qua hon trén cai chién dja tan
nhan, sit da, bon chen 1a B2B. C6 phai khong?

E 14 khéng. Néu c6, thi d6 1a diéu hoan toan nguoc lai. Cling twong tw nhu nguoi tiéu thy tin rang
quang cdo chi tdc dong t&1 moi ké khac ngoai trir minh ra — mot 4o twdng ma nhitng ngudi lam quang
c4o khai thac vo tu ma khong so bi tring phat — thé nén nhirng kiéu B2B ciing ty ndi véi ching rang
ching nim ngoai vong om xom huyén ndo, ching c6 thé nhin xuyén qua sy thoi phong cudng diéu,
ching khong bao gid bi bip bdi sy rum beng cua Barnum. Niém tin nay khién chung cang dé bi ton
thirong hon, nhur s nghiép ciia “Vién kim cuong” Jim Bardy d3 chtng minh rat rd.

DIAMOND

PrRINCE OF THE GILDED AGE

JIM BRADY
A _ﬁh
- .{*ﬁ‘y“”m; v

Pugc mo ta mdt cach cir khdi trong mdt 4n ban gitra thip nién 50 ciia to Fortune 13 “nha doanh

nhan tu ban vi dai nhit tir trudc dén nay”, James Buchanan Brady 1a mot cude cha di bi quén lang
trong lich str ctia nganh tiép thi. C)ng gﬁn nhu da bi lang quén, t61 ngd la vay, vi su tho tuc hoan toan
trong cac hoat dong quang ba clia minh, bao gdm mdt su két hop mdt cach thd 15 su hio nhoang gia
tao, qua ting, nhitng thir gia mao khién cho moi ngudi kinh tom. Chiing nhic nhd chiing ta rang tiép thi
thi tho tuc va sy thd tyc cling co chd dung ctia nd.

Con trai dau ctia mdt chil quan ruou, Jim Brady khong chi chién d4u thoat ra khoi céi x6 nghéo ma
con, ¢6 1& hon hau hét nhitng ké khac, trd' thanh biéu tugng su cau ky ctia Thoi dai Hoang kim. Ong
khéi dau véi tu cach mot nhan vién phuc vu tai Khach san St James, Lower Broadway; chuyén sang



vi tri mOt ngud1 phuc vu toa ngu & nha ga Grand Central; va, sau khi hoc nganh quan tr1 kinh doanh &
16p dém, tr¢ thanh mot nguo1 ban hang dugc iy nhiém truc tiép cho Manning, Maxwell va Moore,
nhitng nha san XUAt c4c trang thiét bi hoa xa. Néu c6 khi nao mét thi truong va mot nha tiép thi duoc
tao ra cho nhau, d6 chinh 13 trudng hop cta Iron Horse va Diamond Jim. Ong ban nhitng cai mdy cit
duong ray, xe tai san phing, cic ¢d xe tin hiéu, van van, vao thoi diém ma cic hé thdng duong sat
dang gian ra nhu nhitng nét nhin cta nu cuoi trén guwong mat luc dia nudc My.

Mic du nhu cau ddi v6i ngudn cung cip va viéc ban nhitng thiét bi dudng sit khong that su kho
khan cho 1am, nganh kinh doanh niy c6 dic diém 1a sy kinh nhau cing thang gitta cdc nha san xuat
hang hoa canh tranh. Jim Brady, hon nita, chi 1a mot ca nhan trong s6 ca doan quéin dai dién ban hang
dang hoat dong trong nganh hoa xa.l'% Cai di ning 6ng mot cach dang ké 1én trén nhitng ngudi con
lai 14 tinh tinh c6i mo, su thai qua, 101 18 duong mit ngot ngdo, sy Am 1 cua 6ng va chinh ban than 6ng.
Co nghia 1a, 6ng da tao ra mot nhan vat dﬁy ca tinh— mot huyén thoai séng — rﬁng ong dugc nhd tdi
mai nhu 1a mot Diamond Jim. Ong rong 16n hon cudc doi1 vao mot thoi ky ma rong 16n hon cudc doi
1a mot tiéu chi. Ong ky vi. N6i mot cach vin hoa. Su thém an cua 6ng cuc ky kinh khing. Ong an vi
dat nudc minh. Ong an toan bo nhitng thir gi chira dung trong dat nude. Han ong ciing an tudt chinh
ban than dat nude néu né duogc dit vao mot cai dia bac trén ban an. Trén thuc té, ong l1a mdt trong
nhirng ky quan tir nhién cua dat nude, mot sitc hip dan vé du lich ctia nhitng cong trinh trdng niém.
Voi 6ng chit khach san ndi tiéng George Rector, Diamond Jim dai dién cho “25 khach hang t6t nhat
ma to1 tng co.”

Ngiy nay, ching ta kinh hai v6i ¥ nghi vé su béo phi mdt cach phd trwong. Tuy nhién, cach day
100 nam, sy to béo no1 1én sy thanh cong va it c6 ai to beéo va thanh cong hon Diamond Jim Brady.
Ong 12 mot tam bién quang cdo ¢& 16n cho chinh minh. M6t bién quang cao day tinh minh hoa, tir dau
dén chan. HOi moi khoi nghiép, Brady da kham pha ra rang kim cuong s& mé duge moi canh cira.
Anh 1ap 16e ctia chiéc nhin kim cuong, hay kep ca-vat, nit 40 nam kim cuong bao dam cho cin phong
sang nhét trong khach san, ban sang nhit trong nha hang, hay chd ngdi sang nhat trong nha hat. Nhiing
budce di lac lu theo diéu rock nong bong ciing gitip 6ng d& dang thaim nhap vao phong tiép tin, van
phong thu ky va céc phong chirc ning cap thip hon ctia nhitng thin chi mua hang ¢& by. Ngoai ra, moi
nguodi nhé tdi nha kinh doanh sic sao. Ho mudn 1am an véi mot ké co dang dap mot nha triéu pha, ké
toat ra mui tién bac, ké deo lung lang nhirng vién kim cwong ctia hiing de Beers trén tirng nép gap cua
16p da khong tuong cta minh.

Va Diamond Jim di khong tht vong. Liic ndo ciing thé, ong 1ap 1anh v&i nhitng vién da quy. Tir
cai dau gy nam ngoc cho ti nhitng mén trang stc trén sgi day deo quan, ong sang 1ap 16e nhu mot
con ha mi c¢6 mau ngii sic. Ong con dién mot chiée diy lung dat tién, nam tran lan nhitng vién kim
cwong du kich ¢&, hinh dang va mau sac, ma ong phd truong ra mdt cach sung sudng véi cac khach
hang kinh ngac va nhitng doanh nhan dong nghiép. Ong 1a mdt cira hiéu chau bau di dong. Ong s& hitu
30 bo suu tap nhan, khuy ming-sét, cuc 4o gi-18, khoa thit lung, khuy roi c6 con va nhirng thar dai
loai, bao gé)m B0 suu tap ngua dua, Bo suu tap Xe cd, va cai goi 1a Bo suu tap S6 mot, ma khi duogc



deo gin day du trén nguoi, sé bién ong trd thanh mot Nguyét vién lac hoang hon budng xudng 17!

Thoi dai Hoang kim, chic chan, da di xuéng ciing v&i nhitng nha tiép thi vuot-qua-dinh-cao. Cai
d3 nang Jim 1én trén dam nguoi d6 — va bao dam rang viéc kinh doanh dd duoc tién hanh trude khi
ong dé cap t6i nd — 1a sy s6i ndi cuc ky ciia 6ng. Diamond Jim thu duoc nhitng su ung hd theo cach
ong da dop nhirng con hau vinh Chesapeake. V6i nhitng s6 luong khong 16. Ong it khi viéng thim
khach hang sau mot vai nam dau; ho dén véi ong. May mén c6 mot tai khoan chi vé tan, ong gidi thiéu
v6i ho nhitng diém 4n choi trac ting ctia New York. Ong tiép té cho ho thirc an, nudc udng va cai ma
ho hing khao khat: nhirng vién kim cuong, nhitng vii cong va nhitng & tinh nhan. Ong biét hét moi
ngudi, moi ngudi déu biét 6ng, va ong khong hé quén bat ctr didu gi. Ong can thin theo ddi nhirng
ngudi duge ong cho hudng 1c va nhitng nam sinh Gotham City. Hang thang, 6ng giri cho ho nhiing
hom thirc an cuc ky dt tién, nhitng hop keo to trdng va nhirng thir xa xi pham cao cap khac, chi dé
nhic nhé ho vé sy ham on cua ho.

Gid day ding 1am 13n bat ky cai gi trong chuyén ndy voi viée dit trong tim vao khach hang. Trai
lai, n6 g:‘an vO1 su téng tién, sy de doa nhiéu hon. Phai thira nhan d6 1a nhitng thi doan ham doa nam
kim cuong, dugc cai trang mot cach xudt chung, nhung rét cuc van 13 sy him doa. Ong khong nang niu
khach hang ctia minh ma ding hon da dat 1én ho mét &p luc nang né.

P6i lai nhitng mén qua ting mién phi lién mién ctia minh, ong duoc dén bu lai v6i nhitng don dat
hang, nhitng 4n hué, nhitng théng tin ndi bd tir phé Wall, ma ong khong bao gid khong thuc hién theo.
Pung, voi nhitng chudn mure hién nay éng at phai bi cao budc vi toi dat 16t hdi 16, nhung 6ng ching
minh rang “vuot-khoi-dinh cao” va “nhiéu - nhiéu hon - nhiéu hon nira” van hiru hiéu d6i véi cac loai

hang hoa tu ban khong kém gi d6i vai linh vuc dich vu. Hay héi Larry Ellison thi biét.l!7!]

skeksk

* Doi hinh B

Diamond Jim Brady c6 thé dang mun nat trong quan tai cua minh, bén canh P.T. Barnum, nhung
tinh than tiép thi ctia 6ng van con dang tién budc. That sy, lich st tiép thi thé ky 20 da mé mot hang
dai nhirng ngudi dan 6ng va phu nit duy tri cho vé dién ctia Barnum va Brady tiép tuc. Nhitng nguoi
ndy bao gdm Sol Bloom, nha phat minh ra nhitng dai 16 midway cua Hoi chg Thé gidi; John M.
Burke, ké dung 1é€n cac cudc quang ba sau lung Buffalo Bill; Walford Bodie, mdt nha dién li€u phap
ndi tiéng ctia Ky nguyén Tién bd; Bruce Barton, nha tiép thi ma ai ciing biét tGi hdi thap nién 1920;
Edward Bernays, nguoi tu phong 1a “Cha dé ctia nganh PR”, ngudi ma than chii chinh yéu trong thoi
ky chién tranh ctia 6ng chinh 1a ban than 6ng; Russell Birdwell, ké di ganh dua quyét liét vi Harry
Reichenbach cai tu cach la bac théy quang cao cua moi thoi dai; Al Braverman, mot nha t6 chirc
boxing dau thap nién 70, ting c6 thdi gian ngin qua midt Don King; Jim va Tammy Barker, nhitng nha
tién phong ctia mang ludi PTL (Prime Transport Limited), dd kham phé ra rang, di mot con lac da
khong thé chui qua mot cai 16 kim, Thuong dé c6 thé bi ban theo kiéu Brady; Harold Bloom, mgt nha
phé binh van hoc 16n hon cudc séng, ké d3 chiém linh cac trang bia bao va duoc ddi xtr nhu John



Grisham ¢ cac hiéu sach, du 1a mét ké ha déng vé hoc thuat; Richard Branson, mot P.T. Barnum trong
linh vic hang khong, nhat 13 gio day khi Doug Kelleher bi nhét gon vao Nha luu niém Pitch and Yaw;
Trevor Beattie, tay 1am quang céo xao quyét dimg sau lung tdp doan FCUG va nhiéu vu quang cdo
rum beng tuong tu khac; David Blaine, nha 4o thuat duong phé c6 dau oc tiép thi, ma nhirng su ki¢n
clia Ong — bi chon sdng, bi nhdt trong mot khdi biang, dimg trén mdt cai sao cao 30 mét sudt hai ngay,
vV — hép dan cac khan gia trén toan thé gid1 voi cal ma, trong thuc té, 1a nhirng tro 4o thuat bip bom
rat u ¢6 16; va, di nhién, Kev T cua chung ta, nha doanh nhan Uc kich dong va mot Barnum cua céc
bon tam.

Mic du khoé ma 1am ngo nhitng vi du dién hinh vé tiép thi d6, ngudi ta lai d& b qua cai ma ho
1am dugc véi tu cach tiép thi hang B, tiép thi 18i thoi, va moi dang tiép thi phi thuc thé khac. Nhung
nhirng bai phé binh da khong hiéu duogc rang d6 1a mot phia déng dao, dang ghi nhd, day tinh phd
truong d6i voi tiép thi, mot phia khao khat ndi 1én trén dam dong, mot phia ma hién nay can c6 hon
bao gid hét. Trong thé gidi cac san pham gidng hét nhau, nhirng thwong hiéu khong thé nio phan biét
ndi va nhitng chién dich tiép thi y khuon nhu cii cia ching ta — mdt cai truc cta su twong dong — can
thiét phai dirmg mot cach ty hio, dtng cao bén trén ké khac, dé co mdi, cd moi thém, co mdi nira.

Poi khi ching ta quén rang tiép thi gan lién voi sy ngdng cudng qué do, voi su thira thii, voi viee
c¢6 nhiéu, nhiéu hon, nhiéu hon nita. Tiép thi 12 “mua-t¢i-khi-anh-guc”, 1a ¢& may van hanh cudi cing,
1a “tht-tot-nhat-anh-co-thé-c6™, 1a “hing-hang-khéng- dugc-ua-thich-nhat-trén-thé-gidi”. N6 1a cai
banh Whopper, 1a cai banh Monster Burger, 1a cai banh Big Kahuna Burger, 1a cai banh New Double
Rodeo Cheeseburger, 1a cau lac bo choi golf Big Bertha, 1a cau lac bo choi golf Biger Bertha, 1a cau

lac bo choi golf Bigest Berthal!7?!

, 10 1a “mega mall”, 1a “hyper market”, 1a “category killer”, 1a tot
dinh, 1a cuc diém, 1a i thuong, 1a de luxe, 1 hai mit, 13 manh gip ba, 13 bom tan, 1a ga khong 16, 1a
show dién ngdng cudng, ré nhat, 16n nhat, vi dai nhat trén trai dat. Tiép thi 1a Big Gulf (Pai tip doan).
Tiép thi 1a Extra Large (Cuc Pai). Tiép thi 1a Super-Duper (Siéu Bip). Tiép thi kiéu Super-Duper
Extra Large Big Gulf 1a cdu tra 161 cho nhitng ngudi ciu nguyén chung ta. N6 13 quyén sach gido 1y
ctia nha tiép thi theo kiéu tréu nguoi. Tién 1én va nhan rong.

ek

* Ai da doi Thi trweomg cua toi di?

Tuy nhién, trude khi ban bude vao 161 mon quang cao rum beng, t6i xin dua hai diém két luan.
Thtr nhét, Tiép thi kiéu Super-Duper Extra Large Big Gulf khong chi don gian 1a vé nhitng c4 nhan,
nhu Barnum, hay Brady, hay Bernays. Phai thira nhan rang, thong thudng khé ma vach ra mot dudng
ranh giita con bu nhin tiép thi va cong ty. Richard Branson 1a Virgin. Michael Dell 1a Dell Computer,
gin du. Marth Stewart 12 Martha Stewart Inc, mot diéu d6i khi khong hay 1am.

Nhung Tiép thi kiéu Big Gulf (n6i tom tat) ciing c6 thé ap dung duoc theo mdt ¥ nghia mang tinh
td chirc. Boeing ching han, 13 mot BGM nhét quyét tao ra nhitng budc chuyén cuc ky 16m, cuc ky tio
bao, cuc ky xac xugc. N6 d3 dem minh ra danh cuoc nhiéu 1an, nhu trong qua trinh phat trién cac loai



may bay 707, 737 va, nhiéu kich tinh nhét, 747. Loai chuyén co sau chot nay bi miét tht mot cach rong
rdi 1a mot con voi trang khong 10 chang bao gid cat canh ndi, chir dirng noéi gi dén viéc bay nhu kiéu
Dumbo. Theo cudn Built to Last, Boeing dugc dinh tinh boi su tin tAm cua nd ddi voi BFHG (Big Fat
Hairy Goals), nhitng muc tiéu ddy tham vong 1on lao thic ddy cong ty ndy va gitip no dat duoc diéu
bat kha. Tham chi Boeing con ném bom mot cdch ngoan muc, nhu that bai gﬁn day cua no ddi véi
Airbus cho thiy (xem Qua ting mién phi 15). Tuy nhién, Phil Condit 1a mot tay lira bip bac thay va
ong da 1am dugc nhidu diéu dé dua Boeing trd lai con dudng Big Gulf.

Qua ting mién phi:
Boeing, Boeing, Bon

Trong quyén ty truyén 1ay theo tén minh, CEO néi tiéng Jack Welch bat mi mot cau chuyén vé Phil
Condit, di thi ngang tai ngang sttc v&i ong tai Boeing. Theo Welch, tip doan GE (General Electric)
dang rao hang dé cung cap dong co cho phién ban may bay 777 mo rong cua cong ty ché tao may bay
Seatle. Ho di di t6i thoa thuin chung sau bita an t6i, nhung Condit yéu cau rang Welch phai gitt im
ling vu ndy trong khi cac nhdm dam phan ctia ho tranh luin vé cac van dé chi tiét. Nhan vét 16n dong
y. Vo1 viéce loai Jack ra ngoai mot cach hi€u qua, cac nha dam phan cua Boeing da nhan duoc hét
nhuong bd nay t¢i nhuong bo khac tir phia GE va rét cude da ky mot hop dong cuc ky ¢6 loi. Khong
¢ ¥ kién nao cho rang Condit da hanh dong khéng ding, vi ong chwa hé dong ¥ gitr im lang vé phia
minh. Du sao di nita, viéc c6 thé bit nong khau sung 16n nhit cia GE di khuéch dai Am thanh vé cac
kha nang tiép thi cua ong. Su ki€n Jack thuat lai mdt cach vui sudng cau chuyén tham chi con noi 1én
nhiéu diéu hon vé nghé thuat ban hang siéu pham ctia Condit. Thé nhung, v&i tit ca cac tai ning bam
sinh phi thuong vé tiép thi cua ong, ké da dé bep ngay ca Welch ciing khong thé ngin ngira duoc tai
hoa &p xudng Boeing vao cudi thap nién 1990.

V6i doanh s6 53 ty d6 va mot luc lugng 168.000 nhan vién, Boeing la tdp doan 16n thir hai va la
nha xuat khau 16n nhat ciia My. Trén nhiéu mit, n6 1a mot General Motors cuia nganh hang khong. N6
ban moi thir, tir cac saloon gia dinh (737), ti cac phi co hanh khach an tuong (747) cho téi cac loai
Supercruiser. Ngoai ra, nhu GM, nhan hiéu da ¢6 16 cua Boeing bat dau danh mét vé huy hoang cua nd
— phi co con voi 747, noi1 riéng — va dang ddi dién voi nhitng su canh tranh khdc liét hon. Airbus, tap
doan hang khong chau Au, hién dang dua ra mot s6 mo hinh ¢6 mirc dau co cao hon va gia van hanh ré
hon 13 cac nhan hiéu ctia Boeing. Trong lac phi doan ctia Condit vin kiém soat cac bau troi dan su,
d6i hinh bay ctia Airbus ngdy cang tré' nén mot mdi de doa. Tuy thudc vao cac con sd duoc tinh toan
ra sao — cac don dit hang, chi ngoai phan xudng, chi dich vu, vv — thi phan ctia tén nha giau méi phat
dit cin ctr & Toulouse nay & dau d6 vao khoang giira 40-50%. Va dang gia ting.[!7>]

Trong nd luc chong lai mbi de doa xuyén Pai TAy Duong nay, Boeing d3 pham mot sai 1am 1a



chuyén sang thi trudng phuc vu gidi binh dan vao nim 1997. Viéc nay da lam giam dang ké gia vé, va,
trong con dién cudng mua hang tiép theo d6, phat hién ra rang nd khong thé d6i phéd véi nhu cau ting
cao. Cac nha cung cap khong thé duy tri, cac don dit hang khong thé hoan thanh ding han, cac hing
hang khong gian dit doi nhirng khoan phat rat cao, cac may bay hoan thanh dang dé tran ngip trong céac
phan xudng lap rap, khoan 25% hiéu qua gia ting - dugc xem nhu mot sy bu dip cho viée giam gia -
khong bao gid bién thanh hién thuc; cac xuong dong cira trong mot thang trong nd luc gitt lai don dit
hang, va, khi dam bui mu d3 lang xudng, tong cong nhitng san pham bo di tri gia 4 ty do dugc cong bo.
Piéu ndy da ném cong ty vao con khing hoang.

K¢é hoach cua Boeing, dd c6 két qua nguoc mot cach tai hai. Gia chirg khoan ngay 1ap tirc sup
Xuéng 1/3. Phd Wall muén ra tay trung tri - su viéc da xut hién dudi hinh thirc ctia khau sung tiép thi
hang dau, Ron Woodard — va t&i nam 1999, ¢6 nhiéu 16 ddn v& mot cudce tiép quan hodc giai thé GE.
Trén tat ca, con bung nd cat giam gia da khong 1am sttt mé 1oi thé cta Airbus. Tén tho miii vao chuyén
ké khac chau Au nay da that sy tim dugc cach gia tang thi phén clia minh, bt chép loat dan khuyén
mai “mua mdt ting mot” cua Boeing. Dé khoét sau thém vét thuong, Airbus thong béo cac ké hoach vé
chiéc A380, mot chuyén co hanh khach 550 ghé, s& canh tranh mit ddi mit v&i con tau chi huy cua
Phil Condit.

Tiéng tim ngoi sao mot thoi cua Boeing, rd rang, dang nhanh chong tut vao 1ong dat. Nhitng kho
khan ctia cong ty cang bi dao sau hon do mot mirc giam dot ngdt cac don dat hang mdi, do hau qua cua
cac cudc khung hoang tai chinh chau A, va hau qua cua sy kién 11-9, khi bon chiée phi co cua no
duoc dung trong cac cudc tan cong; 30.000 cong nhan bi sa thai va nganh hang khéng dan dung bi ném
VAo con X0ay va can duoc tai thiét lai. Nhiing vu scandal ké toan hau Enron cling quét nhanh qua
Boeing, mic du cac phuong thirc “ké toan tién bo” ctia nd 1a chuyén binh thuong trong linh vuc hang
khong. Tuy nhién, mirc do khing hoang dugc minh hoa bdi san lwgng nhanh chong thu nho ctua Boeing.
N6 giao 620 chiéc phi co vao nim 1999, 527 chiéc vao nim 2001 va chi con 275 chiéc vao nim
2003.

Du sao di nira, Condit chua mit cam glac tiép thi ctia 6ng. Mot sach lugc bén miéng hé chién
tranh xudt sic da 16i kéo cac thanh phd Chicago, Denver va Dallas vao mot cudc tranh chap dé giit an
ninh cho céc tru s& cua Boeing. Tur khi ¢c6 McDonnell Douglas vao nam 1997, cong ty da xay dung su
hién dién cua nd trong cai lanh dia phong ngy tirng né tranh trude day, du né di thua tran chién 400 ty
do cho loai may bay Joint Strike Fighter (F35- Tia chdp II) ctia Lockhedd Martin. Moi loai dich vy
hang khong, nhu hé théng diéu khién khong luu, cac can cir diéu hanh lyc lugng khong quan, truyén
thong bang rong trong khi bay va cac giai phap chién tranh tich hop, ciing 12 muyc tiéu hudng téi.



Joint Strike Fighter (F35- Tia chép Iy

N6i vén tit, con vt khong 16 ndy dang ngdy cang it phu thudc vao hoat dong kinh doanh hang
khong dan dung (giam doanh s6 tir 80% xudng 50%). Tuy nhién, ngay ca & ddy, Condit ciing da gianh
lai thé dimg chién lugce véi vién tuong cua ong vé Sonic Cruiser, mit phi co van chuyén cO tai trong
200 khach hang sang. Hap dan khong kém 1a mot giai phap hang khong cap tién khic dua vao cong
nghé tiém kich. Boeing, Boeing, Bon (ot khong)? Khong, néu Condit c¢6 gi dé lam vai nd.

skksk

Mot diém quan trong khac ban can luu y 1a BGM chi 1a mot phia cta phuong trinh tiép thi tréu
nguoi. Cung voi “vuot-khoi-dinh-cao”, tiép thi tréu nguoi bao g6m ca “kho-dat-duoc”. Khai ni€ém
tiép thi tréu nguoi, xin ldp lai nhitng bai hoc dd dugc phac thao trong nira phin dau ctia Nhirng chiéu
tiép thi nguoc doi!l, bao gom viéc khudc tir khong cb thoa min cho moi nhu cau cua khach hang, no
bao gém viéc lam cho cudc séng tré nén khé khian mot cach tht vi ddi vai ho, nd bao gém vig¢c giay
vO, tréu cot va hanh ha, no bao gé)m viéc gén lién v6i nguyén tic co ban, von rat quen thudc vo1 nhiing
ngudi nam va nit quyén rii tir thoi thuong cd, rang su ving mit khién cho trai tim hy vong va sy mo hd
1am ting 10ng khao khat. Tiép thi, ndi huych toet ra, bao gdbm mdt chudi ba giai doan chim séc khach
hang: Ban mudn nd u? Khéng thé c6 nd! Co thir 1an sau di, anh ban. ..

Piéu nay khong c6 nghia 13 cac nha tiép thi nén nho vao mit khach hang hay chao don ho mét cach
vui vé v6i cau “Hay chon mot thr quai gi d6 di, 6 khi gi6!” N6 ciing khong c6 nghia 1a tiép thi 14y
khach hang 1am trong tim khong con hitu hiéu chat ndo nita. Khong gi c6 thé xa rdi chan 1y. Dit trong
tam vao khach hang c6 hiéu qua va c6 hiéu qua cao, nhu cac con sb tiép thi cho thiy. Khach hang néi
chung 12 mot diéu t6t, mién sao ho chiu udn theo chiéu gid. Van dé 1 ngay nay moi cong ty déu bi dan
dat, 1¢o 14i hodc tap trung vao khach hang. Khach hang duong dai nhan thirc dugc diéu nay. Ho khai
thac n6. Ho trd nén quen thudc véi khai niém tiép thi. Ho biét rd chung ta y nhu ching ta biét rd ho.

Thét ra, c6 thé ly luan réng moikiéu v& van nhu quy luy, khim nim va deo nhu dia bam vao khach
hang da khién ho phai ngoanh d4u nhin lai, bom phff)ng tu nga cua ho, gia ting cac nhu cau cua ho, va
khién cho cudc sdng ngay cang kho khian hon dbi v6i nganh tiép thi. D6 khong nhat thiét 13 mot diéu &



hai, tit nhién.

Tir mot tam nhin x3 hoi, d6 1a mot tin tirc cyc ky tot dep. Tuy nhién, nd cling c6 nghia 1a cac nha
tiép thi dang mic vao mot cai vong 14n quan, trong d6 ho cang cung tng nhidu bao nhiéu khich hang
cang it tan thudng bay nhiéu; ho cang c¢d thoa méin bao nhiéu, nhitng ky vong ctia khach hang cang 16m
bay nhiéu; ho cang nudng chiéu bo d& bao nhiéu, ho cang it dugc khach hang kinh trong by nhiéu.
“Trén chién ¢ Seatle” c6 mot thong diép cho tat ca ching ta. Nhung nd khéng phai 1a théng diép cua
vi¢c dat trong tam nhiéu hon nita vao khach hang.

skeksk

Mt cai biy chudt dwoc mic moi tot hon

Noi1 tom lai, cai ma tiép thi that sy can 1a mot cai b§y chudt duoc mic mdi tdt hon. Xay dung
nhirng cai bay chudt tot hon ciing ching c6 hiéu qua gi 13 mot diéu cii rich trong thirc hé tiép thi. Ching
khong c6 hiéu qua gi 12 vi tit ca moi cai bay déu co qua nhiéu sy du thira va, do d6, nhitng cai bay
can dugc dat trén 16i di cta nhitng khach hang kho chiu (hodc nhitng con chudt tiéu thy, néu ban thich
goi thé hon). Cong viéc ctia nguoi dit bay cac loai gdm nham 14, theo tri thirc truyén thong, tim ra noi
& cua cac con vat, va tot hon nita, xac dinh chung hudng tdi noi nao. Kham pha ra, thong qua viéc lién
tuc khdo sat thi trudong, chiing thich loai ph6é mat nao roi chit cao nd 1én, cu thé 1a cao hon mirc canh
tranh. Ngdi xudng. Chd. Vit bo cac xac chét. Hodc, vi mbi quan hé biy chudt tiép thi, tha nhimng chu
chudt bé nho dé thuong ra khoi cai kep bay, vd nhe dau ching, va dé nghi ching vui 10ng goi lai.

Pa s6 cac chuyén gia dong ¥ rang cai by chudt tiép thi hién dai ndy hoat dong rat hiru hiéu va da
duoc thuc hién dugc mot thoi gian dai. Khong may thay, cac chi chudt da tré nén khon ngoan voi co
cu d6. Ngay cang can c6 nhiéu phé mat hon dé du dd chung, va ching ngdy cang tré nén nhitng ké
cau ky kén chon trong an uéng. Can phai c6 mot thir mdi tot hon. Mot thar mdi that thom ngon, that hép
dan, that kho chiém hiru ¢én mirc 1 chudt phai danh nhau dé chui dau vao biy. Co qua nhiéu chudt, co
qua it thoi gian, vi thé, kho ma giét hét chiing ngay 1ap tirc.

Gid day, mot sb tay bay chudt 130 luyén trong sé cac ban c6 thé mudn loai bo cach bay hip dan
ndy. N6 chi hitu hiéu dbi véi nhirng cht chudt showbiz, hay nhitng con chudt thoi trang, hay nhitng bé
chudt nhi nhd chwa hiéu doi miy ti. Khong phai vay dau, ban cua t6i oi. Hoan toan nguoc voi chan 1y
hién nhién rﬁng moi chil chudt ngay déu 1a mdt cha chudt showbiz, va bat chép su that réng cai bay
tiép thi hién dai da tao nén tén tudi clia nd trong 1anh dia cua tap doan FMCG (Chuot béo v& dugce
moi) trude khi lan rong tdi moi ngdc ngach co thé nhan ra, cé day du ching cr tir nhiéu linh vuc cho
thiy rang nhirng cai biy chudt duoc mic mdi tot hon hoat dong hitu hiéu tai phan 16n cac dia diém.
Ching ¢6 thé dat hiéu qua cao nhat vdi cac chi chudt showbiz, hay bon chudt nhi, hay nhirng chu
chudt ham vui mic dd cua nha thiét ké Rodent Raybans. Nhung, nhu cudn sach nay da chirng minh,
ching ciing c6 thé bat dugc nhitng cha chudt cong kéch xi B2B.

ek



« Toi khong thé tin noi toi da doc hét moi thir

Nhitng cai bay t6t hon 1a thir ma tiép thi tréu nguoi mudn néi. Tiép thi, nhu ching ta di thay, 1a
mot thé hdn hop cua “vuogt-khoi-dinh-cao” va “kho-dat-dugc”. “Vuot-khdi-dinh-cao” hoat dong hiru
hiéu trén chinh nd, nhu P.T. Barnum va Kev T6 da ching minh. “Khoé-dat-dugc”™ hoat dong hitu hiéu
tuong duong trong su cach ly, nhu de Beers va Hermes Birkin ching to6. Tuy nhién, khi “kho-dat-
duoc” va “vugt-khoi-dinh-cao” dugce van dung trong su két hop “kho-tot-ciing”, nhur trong trudng
hop tour dién Thé giéi chim dam hay The producers ctia Madonna, ma cho t&i gin day van con 1a con

1741 hén hop cudi cting 13 mot tuyét pham bay chudt tiép thi kiéu Big Gulf.

s6t vé & Broadway,!

Néu ban can mot ciu cach ngdn néu bat duoc tién trinh tiép thi tréu nguoi — va mot cudn sach kinh
doanh khong phai 1a mot cuén sach kinh doanh ma khong ¢6 mdt cau cach ngdn sdng dong — vay thi nd
s& 1a: Han ché. M6 ta nd. M& rong nd. Han ché s6 lugng san phim cung tmg. Goi nd trong mdt 1an
swong mu bi an va doc ddo. Va cir dé né tu hét toang 1én vai tirng ngudi mot va tat ca moi ngudi. Han
ché. Mo ta nd. Mo rong nd. Han ché. Mo ta n6. Mo rong no. Mot 1an nita. Han ché. M6 ta nd. Mo
rong no.

Vang, thoi duoc, né khdng dn canh 1am véi Elbert Hubbard (ngudi di tao ra nguyén miu cau cach
ngdn “Hay 1am mdt cai bay chudt tot hon” va gin nd mot cach khong chut hd then cho Emerson).
Nhung n6 s& giup ching ta tién ti cho tdi khi t6i quay trd lai voi Bao dam hoan lai tién!!! (Money
Back Guarantee) Ciao.

«Lam thé ndo dé mic mdi vao cai bay chudt tiép thi?

Hay vao dia chi http://www.sfxbrown.com dé nhin duoc nhiéu qua ting mién phi hon!»



TRI AN

Du trudce day toi da viét nhiéu cudn sach — van con dang bay ban ¢ ctra hang tiét kiém, moi hiéu
sach cii va nhitng thing sach é & moi noi! — dy 1a 1an dau tién t6i viét cho mot gidi doc gia ¢ tAm
nhin quan tri. Do vy, t0i xin chan thanh cdm on Richard Burton ¢ 4n quan Capstone vi di tao mot co
may cho ¢t mao hiém vé phong cach niy. Cam on Garce Byrne va John Moseley, va bién tip vién
Kate Santon, cling & an quan Capstone-Wiley di gitip hoan thién cudén sach. Cam on tat ca cac ban.
T6i rat biét on Julia Kirby, trudng bo phan bién tip & t& Harvard Business Review, da giit vitng niém
tin khi tinh thdn cua t6i dic biét xuéng thép. Cam on em vo t61, Shirley, va ché)ng cO, Alun, da thuyét
phuc t6i dirng dé cap toi cong ty cua ho, vi t6i 1a Ny hon than chét d6i voi cac cong ty. Tuy nhién, trén
tit ca, t6i xin cam on Linda, vo toi, va ba cd cong chia nho cua t61, Madison, Holly va Sophie, vi da
chiu dung su thiéu quan tam chdm soc cua toi.

* Kk



e Chua Thich e

[1] Tén nhitng san bay qudc té ctia My

[2] Nhhirng khé khin 1ip di lap lai khi 1am thi tuc nhip canh cta t6i, khong phai 1a do lich sir cua
nhitng cach cu xur khong hay trudc do, dugce luu trir trong kho dit li€u dang phinh 1én cua Phong Dich
vu Nhap canh. Toi né dugc tat ca nhitng thir d6! Nhitng rac réi, dung ra, chi don gian phan anh sy that
réng nhirng nha tudng hoc hau hién dai dang lam nhi¢ém vu d6 khong wa céi vé mat cia t61. Nhan thé,
voi mot thao luan tha vi vé “ho” — cling nhu vé nhirng gi “ho n6i” — xem Coercion cua Douglas
Rushkoff (Boston: Riverhead Books, 1999)

(31 Cu dan ¢ Philadelphia thuong goi tat tén thanh phd nay 1a Philly.

[4] Ttr Philadelphia xuat x tirhai tir Hy Lapphilos "tinh yéu" va adelphos "huynh dé”.

(] Quan Pen & dong bac tiéu bang Pennsylvania.

[6] Khi noi thé, t6i biét rd réng to1 dang danh liéu. Xuc pham Phong dich vu nhap canh ludn 1a mét
viéc kém khon ngoan. Xtic pham ho bang gidy trang muc den 1a mot toi nghiém trong. Cac kinh nghiém
1am thd tuc nhap canh trong twong lai ctia toi han phai rat tha vi.

(7] T6i phai ghi nhan ngay 1ap tirc rang c6 mdt cam gidc phan khach hang trong sb cac bac thay
tiép thi va cac nha binh luan tiép thi. Tim hiéu thém trong The big Idea ctia Robert Jones (London:
HarperCollins, 2000) cling nhu Funky Business cua Jonas Ridderstrale va Kjell Nordstrom (London:
FTCom, 2000). T61 s€ xem xét cac nhan dinh phé phan nay trong Bai hoc 3. Viéc phan biét gifra tinh
mo ta va tinh quy tic, tinh xac thuc va tinh quy chuan ctia “13” va “phai” ciing 1a diéu quan trong. Pai
da sb cac cudn gido khoa thu tiép thi déu co tinh quy chuan vi chiing quy dinh cach cac su viée duoc
thue hién. “Phai” 1a tir wa thich nhit cta chung (nhu cac cong ty “phai” 4p dung CRM, tiép thi vi mo,
STP hay bét ctr thir gi khac). Cudn sach nay co ban 1a mo ta hon 1a quy dinh. N6 giai quyét cac su vu
tir chinh ban than ching, chtr khong phai tir viéc ching “phai” thé nay thé no. Khoéng c6 “phai” nio
trong tiép thi ca. “Phai” phai duoc loai ra khéi cudc, nhu thuong 1€.

[8] Sy két hop gitta kho-dat-dugce va cuc dinh ndy ciing c6 thé duge dién ta trong pham vi chuong
trinh Will & Grace. Kho-dat-dugce hién than dudi hinh thirc cua Jack “justjack” McFarland. Ba tur
ghép con lai “vuot-khoi-cai”, hién than trong Karen.

(91 Nhu nhitng nha vin pham hoc nghiém khic s& bao cho ban biét, “qua ting mién phi” (free gift)
la mét sy dung tir thira thai, mét vi du cua sy ruom 101 qua c0, cling twong tu nhu “su that dung”
(truefact). N6i cho cuing, qua ting tat nhién 13 mién phi. Ngoai trir trong tiép thi!!!

[10] Philip Kotler, mot tac gia chuyén viét sach tiép thi

(1] Customer Relationship Management (Quan tri quan hé khach hang).

[12] Phan 16n cac cudn gido khoa thu tiép thi chinh thong déu van dung cach tiép cin “cai dao cho



nhitng ngudi ngoai dao”. Ho lam viéce trén gia thuyét co ban rang sy dbt nat cac nguyén tic tiép thi 1a
phé bién va do do, su giac ngd 1a can thiét. Bon mwoi nim trude, cach tiép can nay cé thé thich hop,
khi sy dbt nat that sy phd bién, nhung né hoan toan khong thich hop véi cac tinh hudng hién nay, khi
ma moi nguoi déu hiéu rat rd vé tiép thi. Sy thach thirc hién tai bao gdm “viéc giang giai cho nhirng
ngudi da cai dao”, tirc 1a thuyét phuc nhirng ngudi tin vao dinh hudng khach hang ring cé nhitng con
duong lua chon khac dé ctru r6i nganh tiép thi.

[13] Ngay ca nhitng cudn sach phé phan khach hang (cf. Jones, 2000 va Ridderstrate va
Nordstrom, 2000, sach di dan) ciing tiép tuc khing khing cho rang dit trong tim vao khich hang 1a
ban thé va muc dich cta tiép thi.

[14] Nhu Pj. O’Rourke, nha vin khoi hai canh hitu, dd nhan xét mot cach thong minh trong The
CEO of the Sofa, “Nhirng nha hién dai hoc tin réng su sang tao co tinh cach ngh¢ thuat — nhu viéc san
xut dung cu 1am bép hay nhitng cai miii xién thit cirng — s& tién trién. Piéu ndy ciing gidng nhu tin
rang strc hip dan vé sex sé tién trién. Sandra Bullock c6 mot bd mong tuyét voi. Gid day, gia sir ¢o ay
c6 thé moc thém mdt bd mong thir ba.” (New York: Atlantic Mothly Press, 2001, p.81)

[15] Trong nguyén ban tiéng Anh tic gia d3 dung cong choi chir khi liét ké modt loat vat pham c6
chit cai dau giéng nhau, vi du: detergents, deodorants, dishwashers, DVDs... Tur day dén cubi sach,
tac gia thuong hay ap dung kiéu choi chit nay.

[16] <ft hon 14 nhiéu hon”, theo kién tric su hién dai Mies van der Rohe. ‘It hon 1a mot diéu dang
chan,” theo kién trac su hau hién dai Robert Venturi. Tuy nhién, trong tiép thi, nhiéu hon thi dang chan
hon.

[17] OK, toi chinh 13 “nha triét gia tiép thi hiéu biét d6.” Mot quan diém “nhiéu hon 14 it hon”
tuong tu dugc mo ta bdi Joe Owen trong Management Stripped Bare: What They Don’t Teach You at
Business School (Milford, CT:Kogan Page, 2001, p.126)

[18] Tén goi mdt loai kem lanh ctia cong ty Ben & Jerry

[ Thwong nghi si & Nam Carolina, My, ndi tiéng ddo hoa.

[20] Theodore Levitt (1925- 2006) Nha kinh t& hoc My, Gido su tai Trudng kinh doanh Harvard,
d6ng thoi 12 bién tap vién ctia to Harvard Business Review.

(21] Tom tat hay nhat vé hién twong bp bé Beanie Babies nam trong “Beanie Babies and The End
— A Postmodern Perspective,” Proceedings of the Academy of Marketing Conference, 2000 cua
Pauline Maclaran va Alan Sangster. Xem thém Gary Samuels, “Mystique Marketing,” Forbes, 21-10-
1996, pp 226-7; Benjamin Fulford, “Don’t Flood the Market,” Forbes, 28-12-1998, p.56; Holly
Stowe va Carol Turkington, The Complete Idiot’s Guide to Beanie Babies (New York: Alpha Books,
1998); Stephen Geraint, “The Meaning of Beanies,” The Times Weekend, 17-7-1999, pp. 1-2;
Nicholas Whittaker, Toys Were Us: A Twentieth-Century History of Toys (Lodon: Orion, 2001).

(22] Baby Boomers 1a tir 16ng Bic My chi nhitng ngudi ¢ con sinh trong khoang thoi gian 1946-
1964, thoi ky ma sinh sudt ting cao vot (baby boom).

(23] Riéng véi nhitng nguoi bi 4m anh trong s6 cac ban, Chin Miu Pau tién 13 Gau Cubbie, Ech



Legs, Rai mo vit Patti, Cho Spot, Heo Squealer, C4 heo Flash, Chuot Chocalte va Tém hum Punchers
[24] Cabbage Patch Kidsla mot loat bup bé do Xavier Roberts sang tao vao 1978.
[25] Nha vin My (1919-), noi tiéng 1 ngudi that thuong va 1ap di, khong wa gidi truyén thong.
[26] Nt minh tinh dién anh nguoi Thuy Pién (1905-1990)
[27] Mot s6 ngudi yéu thich bup bé Beanie giau tri twong twong da nhin ra su giéng nhau vé giong
diéu gitta Ty Inc’s va Tap doan Tyrrell trong Blade Runner. C6 1& Ty’s 1a mot ban sao tiép thi ranh
ma, khong thé ludng ndi va 1a ludt phap véi chinh minh. Liéu cac nha tiép thi rd bd co mo téi viée lira
dao khach hang khong? Toi tu hoi.
(28] Thwong hiéu chuyén san xuét tii xach cao cap
[29]

[30]

Tap doan ban 1& noi tiéng cua My

Diu an duong dai ctia Hermés ciing nho vao sy nhay bén ctia ngudi tai thiét chinh Martin
Margiela. Mot nha thiét ké thoi trang sic sa0, ndi tiéng vi da két hop cac chét liéu la thudng trong mot
phong cach riéng hudng ngoai va vi cac show dién tai cic dia diém doc dia nhu cac bai dat hoang,
cac nha ga metro khong con st dung, cac diém “bi mat” va dai loai, Margiela dugc dua vao dé dinh
vi lai thuong hiéu vao gitta thap nién 1990. Ong da thanh cong ruc rd.

[31] Kalle Lasn, Culture Jam: How to Reverse America’s Suicidal Consumer Binge — And Why
We Must (New York: Quill, 2000). Thé hé ® nghe kha c¢6 tinh cong hudng, t6i chic 1a ban ddng y. Co
1& 61 nén dang ky ¥ niém nay trude khi cac cong ty quang cdo tham lam tho ddi tay nho ban ciia ho 1én
nd. Do @6, tir gid tré di, Thé hé ® nén duoc ndi toi nhu 1a Thé hé ®®. That sy, Thé hé ®® ciing kha
tot. C6 18 6i ciing nén ding ky nd ludn, dé nam & phia an toan. Tl ngdy hém nay tré di, Thé hé ®®
phai duoc noi toi nhu 1a Thé hé ®®®, (va ctr thé cho tdi vo cung). Hiy 1am ngo huin thi ndy néu ban
thay nguy hiém.

[32] Chéc chan, s& khong 1au trude khi nhitng ké phan d6i 4o T-shirt No Logo tran vao cc van
phong ctia nha xuat ban No Logo va mot cudn sach best selling s& viét vé chuyén d6. No No Logo,
khong con ngo gi nira. Co ai mudn doc No No No Logo... No No No No Logo... khong?

[33] Pidu nay ciing twong tw, & mot sb phuong dién nhat dinh, véi quan diém cta Alex Shaker
trong phan tich tiéu thuyét ctia ong vé ngudi tiéu thu “hiu-mia mai”, xem Qua ting mién phi 3.

[34] Tap doan chuyén kinh doanh san phdm ca phé ctia My

[35] Sach néi vé Starbucks, i, nhiéu v6 sb. Ching han xem Nancy F. Koehn, Brand New: How
Entrepreneurs Earned Consumers’ Trust from Wedgwood to Dell (Boston, MA: Hasvard Bisiness
School Press, 2001); Marc Gobel, Emotional Branding: The New Paradigm for Connecting Brands
to People (New York: Alworth Press, 2001); Thomas Gad, 4-D Branding: Cracking the Corporate
Code of the Network Economy (Harlow: Financila Times Pretice Hall, 2001); Barry J. Gibbons,
Dream Merchants and Howboys: Mavericks, Nutters and the Road to Business Success (Oxford:
Capstone, 2002); Mark Pendergrast, Uncommon Grounds: The History of Coffee and how It
Transformed Our World (New York: basic Books, 1999).

[36] CEO cua Starbucks



[37] Schultz van dung yniém “bén thir ba” tir quyén sach classic ctia Ray Olderburg, The Great
Good Place: Cafes, Coffe Shops, Community Centers, Beauty Parlors, General Stores, Bars,
Hangouts, and How They Get You Through the Day (New York, paragon, 1989).

[38] Amanda Peet — nit dién vién My, sinhndm 1972

1391 Xem, vi du, loat bai cua Stephanie O’Donohoe: “Raiding the Postmodern Pantry: Advertising
Intertextualilty and the Young Adult Audience,” European Journal of Marketing 31, (3/4 )1997, pp.
234-54; “Living with Ambivalence: Attitudes to Advertising in Postmodern Times,” Marketing
Theory 1 (1) 2001, pp. 91-108; “Beyond Sophistication: Dimensions of Advertising Literacy,”
International Journal of Advertising 17 (4), pp. 467-82 (v61 Caroline Tynan).

[40] The Budweiser Frogs: Ba con éch nhdi bong c6 tén “Bud", "Wei", va "Ser", bat dau xuat hién
trén chuwong trinh quang cdo My dé quang cdo cho bia Budweiser trong giai thi ddu bong bau duc
Super Bowl XXIX ndm 1995.

[41] Tén cuia mot con thi nhdi bong khac c6 hinh dang nhu mdt con cy da.

(421 Trich boi Jane Pavitt, “Diesel: For Successful Branding?” trong Jane Pavitt, ed., Brand. new
(London: V&A Publication, 2000, p.64). Vé Diesel noi chung: Angela Butolph et al., The Fashion
Book, sach di dan; Georgina O’Hara Callan, Fashion Designer, sach di dan; Colin McDowell,
Fashion Today, sach da dan; Ted Polhemus, Diesel: World Wide Wear (London: Thames & Hudson,
1998). Diesel, nhan thé, gan day d noi téi thai do dao dtrc gia cua nhitng cudc ndi loan chdng tu ban
— nhitng ngudi chdng d6i cac bién quang cao gio ra cac tranh ¢ dong cua Diesel — tir 6 d3 d6 thém
dau vao ngon ltra nha tiép thi-nguoi tiéu thy.

[43] Mot tap doan tr van vé kinh doanh va quan tri ctia My chuyén tap trung vao su tdi da hoa gia
tri cia cac quan hé dbi v6i khach hang.

[44] Can phai nhin manh rang sy khich hang hoa khong c6 1ién hé gi t6i cac van dé cua Levi’s.
Phéi, ci mao hiém Original Spin la mdt thuc nghiém cuc ky tén kém. N6 tao nén dbi khang véi cac
thanh vién kénh truyén théng, chu yéu nhét 14 Sears va Penney, va tao nén moi dang nhirc dau vé& mit
hau can. Thém nita, k¥ thuat scan than thé bells-and-whistles, dugc cho 1a ndm bét dugc cac dir lidu
chi tiét v& ngudi tiéu thu ddi v6i cac san pham tiy theo nhu cau khach hang va cac muc dich tiép thi vi
mo twong tir, hoa ra lai kém hiéu qua hon cai thudc day cii k§. Cai goi 1a “Day chuyén Cung tng Dich
vu Khach hang” cua cong ty, mot hoat dong tai to chirc ddy tham vong tri gia 850 triéu d6 bao gdm
vi¢c xay dung ndm trung tdm phan phéi méi va tai thiét gﬁn nhu moi thtr khac, 1a mot du 4n ton kém
twong duong. N6 khong chi 1am ting thém phi ton phan phdi cta Levi’s mot cach ning né ma con lam
cham lai tién trinh nhap hang tai cac cira hang ban 1 tdi 27 ngiy, mot lich trinh giao hang gin véi
Pony Express hon 1a Federal Express. Su thiéu kién dinh ctia Levi’s trong chién luoc truyén thong —
giai doan cudi thip nién 1990 duogc dinh tinh boi viée thuong xuyén thay d6i — cling voi nhitng tai
wong dinh t6i hoat dong PR va quyét tim d& hiéu cta cac ddi thu canh tranh dé truc loi trén sy rdi
loan hién nhién cua tap doan, ciing b sung thém vao cac bat hanh cia cong ty miu muc nay. Nhirng
van dé nay dugc phén tich rat rd trong Big Brands, Big Trouble cta Trout, sach di dan, pp. 67-75.



[45] M6t vi du dic biét tha vi vé vién canh nay 1a The Customer Revolution: How to Thrive When

Customers Are in Control ctua Patricia B. Seybold (New York, Business Books, 2002). Tuy nhién,
hién twong reductio ad absurdum (sy giam thiéu t&i mic phi 1y) chic chin 1a phong trao “ngudi tiéu
thu chuyén nghiép”. Nhitng nguoi tiéu thu chuyén nghi¢p (prosumers) la thanh vién ctia cong chiing,
duoc cac nha tiép thi tuyén dung véi tu cach 1a nhitng nhin vién phat trién cic san phdm dugc cho 1a
m&i. Ho xudt hién v6i nhiéu ¥ tuong cai tién va chuyén sy danh gia vé cac ¥ tudng d6 sang nhirng
nguo1 khac. P&G da tao duge nhitng ctra hang 16n nho cac nguoi tiéu thu chuyén nghiép, rd rang, va
nhiéu nha cung cép dac biét, chéng han nhu Infonic va Gia tri Gia tang, cling ton tai. Trong khi su ti€u
thu chuyén nghiép chic chan c6 chd ding ciia nd, nhat 12 véi tu cach mot hoat dong xay dung long
trung thanh vé1 thuong hiéu, sy thanh thao NDP ctia nguoi ti€u thu con phai tranh luan nhiéu va khong
dang ké. N6i chung, nguoi tiéu thy, duoc trang bi qua yéu kém dé c6 thé dong gop mot cach hiéu qua
vao cong tac tiép thi. Richard Munn, dong sang 1ap vién clia cong ty tu van thiét ké duoc wa chudng
va doat nhiéu giai thuéng WHM, d nhan dinh thé nay: “Chiing ta khong cho phép ban than bi tinh dan
chi théng tri. Nguoi tiéu thy khong c6 tim nhin xa rong. Cac nha thiét ké c6 cam giac thim my chir
khong phai 1a cac cong chu tiém. Moi nguoi thuong mudn cai ma ho da co 1di, cho téi khi ban cho ho
thdy mot cai gi 6 khac han.” Nhu De Capote nhan xét, “No6 kha giéng voi viéc yéu cau mot bénh nhan
mo tim phai bat kip v6i cudc phau thuat thay tim nhan tao.” (Xem Conor Dignam, “Prosumer Power”,
Marketing, 24-3,2002, pp. 24-5; Fiona Harvey, “Dare to be Different,” Financial Times Creative
Business, 1-10-2002, pp. 10-11; Roger De Capote, ‘Kreative Konsumers,” Marketing Week, 12-9-
2002, p.31).

[46] Cach tiép can truyén thong véi tiép thi nghé thuat dugc minh hoa béi Philip Kotler va Julia
Scheff, Standing Room Only: Strategies for marketing the Performing Arts (Boston, MA: Harvard
Business School Press, 1997). Mot quan diém khéc dugc nhidu nguoi gop v dé ra v4i Stephen Brown
va Anthony Patterson, eds., Imagining Marketing: Art. Aesthetics, and the Avant-Grade (London:
Routledge, 2000).

[47] Nhitng nguoi cap bang sang ché duoc pham, vi dy, 13 nhitng nha tiép thi giau kinh nghiém &
cudi thé ky 19; Marshall Filed la mot bac thﬁy vé sang tao ra moi truong trong-ctra hang; Maxfield
Parrish tan thanh tiép thi my hoc kha 1au trudce khi Bernd Schmitt ra doi; lich stir ctia tiép thi phu du hé
16 ra rang nd 1a bat ky thtr gi (hdy nghi t6i viéc ban hang door-to-door, cac thi truong theo thoi ky,
nhirng ngudi ban hang luu dong, vv.); ngudi sang 1ap BBDP, Bruce Barton, truyén ba phic 4m vao
gitta thap nién 1920; phong trao “su thit trongquang c40”, mot su kiéng cir vé dao duc d6i vai cac thi
thudt ban hang qué dang, dién ra trudc Thé chién I; cach ddy 40 nam, Jerry Della Famina déxuét chiéu
1ap di, nhu quyén tu truyén c6 cai twa dé hap dan, From Those Wonderful Folks Who Gave You Pearl
Harbor; va trang thai tam ly EEMC2 cua nha tiép thi, niém tin ré‘mg tiép thi 1a mot khoa hoc, hay dang
tién tGi trg thanh mot khoa hoc, d3 duogc 75 tudi doi néu né 13 mot moc thoi gian.

(48] Sy dong gop cua Philip Kotler cho tu twong tiép thi duoc phan tich trong “The Specter of
Kotlerism,”European Management Journal, 20 (2), 2002, pp. 129-46.



(491 V& ban chét gidng hét nhau dang gia ting ndy ciia cac thwong hiéu duong thoi, xin xem vi du:
Kevin Keller, “The Brand Report Card,” Harvard Business Review in Marketing (Boston, MA:
Harvard Business School Press, 2002 pp. 1-24). Dai phat thanh Clone trich dan tir Queens of the
Stone Age, Songs for the Deaf (Los Angeles: Interscope Records, 2002).

[50] Sach viét vé Elbert kha han ché. C6 mot miéu ta khai quat xuit sic trong “From Soap to
Society: Elbert Hubbard and his Saga of Selling” cia Alf H. Walle va Marcella Brimo, trong
Marketing in the Long Run (East Lansing: Michigan State University, 1958, pp.239-256) cua Stanley
C. Hollander va trong Terence Nevett, va Head, Heart anf Hand: Elbert Hubbard and the Roycrofters
(Rochester, NY: University of Rochester Press, 1994) cua Marie Via va Marjorie.

[51] Phan g 16n nhat va tuyét nhat voi sy ha minh mot cach khinh thi 1a to Philistine in lai mot
cach dé dang va bi phé phan mot cach vui sudng, trong khi d6 gigi doc t& ndy nhanh chong ting lén.
Nhitng bai van nhai niy né nhu ndm — chang han The Bilioustine ctia nha tho B.L. Taylor — nhitng bai
ché gidu mang tinh hoc thuat theo phong cach vuot-khoi-dinh-cao cua éng ciing thé.

[32] Pat's Hubba Hubba:mot quan an noi tiéng nam trén dudng North Main Street, lang Port
Chester, Quin Westchester, New York. N6 dd di vao huyén thoai ¢ ving Westchester va nam
Connecticut ddi v4i dan dia phuong vo1 nhirng moén an va thire uéng dac biét nhu thit bam tron tiéu 6t,
nudc trai cay...

(53] Sau khi ban co phan trong Larkin Soap nam 1895, Elbert du lich tdi cac thit d6 cua chiu Au, &
d6 ong tinh c& bat gip tac phim ctia William Morris va phong trao Arts and Crafts. Hung tht vé6i su
thé nghiém Kelmscott ctia Morris, Hubbard thanh 1ap Roycroft khi quay vé va moi thir dng thyc hién
sau d6 — sach bia mém, 4n ban dinh ky, xut ban sach — duoc thiét ké nham duy tri Roycroft trong anh
dén san khau.

(34 Arcadia- mot ving & Hy Lap, thudng duoc sir dung trong thi ca dé am chi mot cudc séng dong
qué thanh binh, hanh phticc

[5] Nhan tién, colophon 12 mdt nhin hiéu nha in, mdt trong sé da phuc vu voi tu cach 13 logo riéng
ctia Roycroft. Colophon con 14 dong ghi & cudi nhitng cudn sach thoi trung cd, hoi gidng véi Loi tri
an hién nay, bao gdm nhitng chi tiét vé tua sach, tic gia, ngdy xuit ban, vv. Nhitng cudn sach cua
Hubbard thuong chira dung cac colophon theo kiéu cd dién — Here endeth our Little Journey, written
at the desk of Fra Elbert, in the sleepy hamlet of East Aurora, vv. — va nhitng ké viét vin tho nhai lai
c6 mot dip choi duia véi khia canh du ra nay ctia ong.

[5%] Han nhién cach tiép can mang tinh tinh thin ctia Hubbard trong thuc hanh kinh doanh rat gin
v6i cam thire ctia thé ky 21. Hay xem vi du: “Ngay nay, khi t6i mudn nghe mot bai thuyét giao that su
hay ho, chung t61 tham dy mt bita com trua hang tudn cua cau lac bd quang cédo, va léng nghe mot
nguoi. Ong ta ding nhiéu cach thirc va phuong tién voi ¥ dinh dem thién dang tdi ngay o dy va ngay
bay gid;” “Cé du chd trong kinh doanh cho tit ca ton gido clia cac ban, tat ca tho ca cua cac ban, tat
ca tinh yéu ctia cac ban;” “Kinh doanh dep d& va nhanh chong tré' nén nhu thé.” Nhirng bai viét mo
rong ctia ong hién van dang duoc in. Mot cudc hdi hop hitu ich co thé tim théy trong The philosophy



of Elbert Hubbard (Kila, MT: Kessinger Publishing, in lai ban gbc ctia Roycrofter, 1930).
[57] Tr mOt tam nhin tiép thi, rat tuyét néu xuat ban nhitng chat liéu do dudi cai tén thuong hiéu

ctia Elbert Hubbard — bat ky tac gia ndi danh ndo ap dung cung cac chinh sach twong tu ngay nay —

nhung, tr mot 1ap truong van chuong-hoc thuat thoi1 nay, nd thé hién mot sy si nhuc déy tai tiéng.

[38] Marwood Darlington, Irish Orpheus: The Life of patrick S. Gilmore, Bandmaster
Extraordinary (Philadelphia: Olivier Maney Klien, 1950). Boi canh am nhac mé rong dugc dé cap
dén mot cach dé hiéu trong nghién ciru ba tip ctia Ronald L. Davis, A History of Music in American
Life (Huntington, NY: Krieger, 1980).

(5] Quyén tiéu str c6 tinh chat kha gan véi tiéu sir cac vi thanh ctia Darlington xem thudng tai hoa
nghé nghiép nay — L& ky niém Hoa binh Thé gidi. Tinh hudng that sy da dugc David mo ta, sach da
dan, pp. 3-5.

[60] ¢ nhiéu quyén tiéu str xut sic, du hoi 181 thoi, viét vé Lillian Russell, Vi du: Parker Morell,
Lillian Russell: The Era of Plush (Garden City, NY: Garden City Pubishing, 1943); James Brough,
Miss Lillian Russell: A Novel Memoir (New York: McGraw-Hill, 1978); John Burke, Duet in
Diamonds (New York: G.T. Putnam;s, 1972).

[61] Napster 12 mot dich vu chia sé nhac online doShawn Fanning sang 1ap khi anh dang theo hoc
Dai hoc Northeastern & Boston va di vao hoat dong tir thang6/1999 cho t&1 7/2001. N6 gitip gio1 sinh
vién dé& dang chia sé cac file nhac MP3 va do d6 da dan ti nhitng vu vi pham ban quyén.

[62] “Trick or Treat” Pay la cau thanh ngit dugc tré em phuong Tay dung dé xin keo banh vao dip
18 Halloweenva doa s& quiy pha ngudi tir chdi.

[03] Liac dau, vao nim 2002, khi toi viét cau ndy, nd nhu sau: “Ong ta c6 tén minh trén nhiéu toa
cao 6¢c hon McDonald’s.” Nhu vay, that trung hop, Donald lai cling c6 t€n minh trong McDonald nira,
nhd sy dong gop cua ong cho chién dich “Bid ‘n’ Tasty” ciia cong ty, bat dau vao thiang 10-2002.
Donald, nhu moi luc, ludn di dau quing duong vong.

[64] Ngoai The Art of the Deal, Trump da viét nhiéu thong tin cip nhat c6 do day dang ké, sir dung
nhén hiéu két hop giira tu thuit va hudng dan cach kinh doanh cta 6ng: Donald J. Trump véi Charles
Leerhsen, Trump: Surviving at the Top (New York, Random House, 1990); Donald J. Trump v&i Kate
Bohner, Trump: The Art of the Comeback (New York: Times Books, 1997); Donald J. Trump vai
Dave Shiflet, Trump: The America We Deserve (Los Angeles, Renaisance Books, 2000).

[65] Nhur, chang han, & Chicago trong nim 2001. Xem Abigail Rayner, “The Sky’s Still the Limit
for Trump” Times, 9-8-2002, p.29; Blair, The Trump, sach da dan.

[66] C6 mot nén vin hoc dd so vé cach lura bip. Vi du, xem Lewis Hyde, Trickster Makes This
World: Mischief, Myth, and Art (New York: Farrar, Straus and Giroux, 1998); William J. Hynes va
William G. Doty,eds., Mythical Trickster Figures (Tuscaloosa: University of Nebraska Press, 1995);
Lori Landay, Madcaps, Screwballs and Con Women: The Female Trickster in America Culture
(Philadenphia: University of Pennsylvania Press, 1998); Beatrice K. Otto, Fools Are Everywhere:
The Court Jester Around the World (chicago: University of Chicago Press, 2001).



[67] Cho mot thao luan thu vi vé tiép thi va lira dao, xem Kent Grayson, “The Dangers and
Opportunities of Playful Consumption,” trong Morris B. Holbrook, ed. Customer value: A
Framework for Analysis and Research (New York: Routledge, 1999, pp. 105-25). Nhan tién, “nao
dong” va “dé tién” chi hai truong phéi tu twong tiép thi chinh. Khai niém tiép thi “hién dai” cua Phil
Kotler, Ted Levitt va Peter Drucker duoc xem 1a thudc vé trudng phai dé tién. Khai niém tiép thi
“tién hién dai” ctia P.T. Barnum va Harry Reichenbach (xem Tango bén dudi) duoc cho 1a thudc phai
nao dong. Khai ni¢m tiép thi “hién dai” ngay nay thé hién mot su quay trd lai mot cach mia mai voi
phuong thirc marketease cta ngay hom qua.

[68] Vao thoi diém dang viét (2-2003), chiéc Segway van chua dugc ban ra cong ching, di nguoi
ta cho 1a cac cudc thir nghiém mé rong da duogc tién hanh trong thi truong B2B (US Mail, cac luc
luong canh sat, cac dich vu d6 thi, vv.) Cac diém bao cho t6i luc niy 1a khong t6t. Nhiéu thanh phd
cho rang nd 1a mot nguy co giao thong, mot s tong giam doc di tir bo mdi quan hé 6m yéu nay, va
chién luoc gia di kém voi phan phéi theo trdng thuit cd vé nhu kha 13 quanh co (4.950 do, chi ban
qua Amazon.com). Xem Faith Keenan, “Is Segway Going Anywhere?” Business Week, 27-2-2003,
p.43; John Harlow, “Hollywood Called Up to Kickstart Super-Scooter,” Sunday Times, 26-1-2003,
p.24.

[%9] Phién ban “N6 1a gi?” ctia Barnum duogc dua vao phan 10n cac tiéu st cua cac ong bau. Dé
tham khao thém, xem James W. Cook, The Arts of Deception: Playing With Fraud in the Age of
Barnum (Cambridge, MA: Harvard University Press, 2001, esp. Chuong 3, “Describing the
Nondescrip”).

[70] Thue &, William Henry Johnson goi “N6 1a gi?” 1a mot “chi lun den dau nho” (Philip B.
Kunhardt et al., P.T. Barnum: America’s Greatest Showman (New York: Knopf, 1995, p. 149). Vo1
moi 1y do, Johnson 1a mdt quy ong tao nhd, lich sy va néi ning luu loat. Ong xem thudng nhirng khan
gia ca tin bi mic meo ctia Barnum. Ong dén khong phai tir nhitng ving rirg hoang ctia Tan Guinea ma
tir nhitng canh rimg & New Jersey. Man trinh dién ctia 6ng dugc bién kich can than; ngoai hinh cua
ong duoc bién d6i dé nhdn manh “thd tinh” cta nod; ong duoc day mdt thir ngdn ngit “ring ra” vira
m&i duge ong bau bat hi phat minh ra; va, du 6ng van 1a mot dién vién cha luc & man phu dién cua
Barnum va Bailey sudt vai thap ky sau d6, Johnson khong bao gior tiét 16 thu doan Lira bip ctia nha tiép
thi bac thay.

[71] Pay lai 1a mot cach choi chit khac cta tac gia, horsepitality xuat phat tirtlr hospitality.

[72] DU tro choi kham nay ¢ hiéu qua tuyét voi, nd khong hé 1 tro dau tién. Tay dai 1y bao chi cir
khoi Harry Reichenbach méi 1a ké dau tién bay ra né. Vao thoi ky dau ctia nganh dién anh, nhing
cudn phim c4 nhan phai duge ban cho cac nha phan phdi va cac chu rap. Trong tinh trang cac san
pham déu giéng hét, phwong phap nay cuc ky khé ban. Du sao di nita, Reichenbach da duong dau véi
thach thirc bang cach gui thu truc tiép ¢6 16. Nhu ong giai thich trong tu truyén, “Mdi chi rap nhin
mot 14 thu c4 nhan trén gidy van phong khach san véi nét chit phu nit giri cho chinh tén ciia anh ta.
Phan nao d6 nd noi 18n rang, ‘Em biét anh khong bao gid mong nghe tin ctia em nita, anh yéu, nhung



em khong kém 1ong dugc. Em giri cho anh chiée chia khoa ndy va trong vai ngay téi anh s& nhan dugc
mot cai hop khong c6 khoa. Cai hop nay chira vat thin thuong nhat cua ca hai ching ta. Em biét khi
anh nhan n6 anh s€ hanh dong nhu mot ngudi dan 6ng. Cho td1 lac do, nhu tir trude téi nay, Nathalie
cua anh.”” (Harry Reichenbach, Phantom fame, New York: Simon and Schutster, 1931, p.147). Harry
dé cho cac tay cha rap dtng ngdi khong yén trong mot thoi gian — ngudi thi cong khai thi nhan da bi
choi x0 bang thu, ngudi khac thi dién dau véi mot Nathalie bi an — rdi sau d6 nhan dugc mot mé
quang cdo trong mot phong bi gidi thiéu phim to ding, ca cai hop bi mat; chiéc chia khoa mé duoc cai
hop; va trong hop 12 mdt to quang céo khac cho cong ty dién anh qudc gia (hodc Nathalie, nhu ai ciing
biét).

[73] Cac con sb nay trich trong Branwell Johnson, “Burried Treasure,” Marketing Week, 25-4-
2002, pp. 22-5.

[74] V& tam 1y ctia viéc vO tay thué xem Robert B. Cialdini, Influence: Science and Pratice
(Boston: Allyn and Bacon, 2001,pp. 134-6).

[75] Nhu Cook nhan xét trong nghién ctru chi tiét vé su lira dbi tinh vi, “khéng c6 ké lira déo nao. ..
chi don gian lira bip véi ¥ nghia chinh ban thin n6 1a muc dich... sy ltra dbi ludn ludn lién quan t6i it
nhat 1a mot chat ké 1& - mdt cau chuyén tiéu khién trong d6 ham chira tinh bip bom.” (The Art of
Deception, sach da dan, p.17).

[76] Nigerian Letter (419 fraud, Nigerian scam hay Nigerian money offer: Vu ltra ddo419 khéi
ngudn tir dau thip nién 1980s khi nén kinh t& dwa vao dau hoa cua Nigeria bi suy thoai. Nhiéu sinh
vién dai hoc that nghiép dau tién da loi dung vu niy dé tic dong t6i nhitng du khach 1am in quan tAm
td1 cac giao dich md 4m trong cac bd phan diéu hanh dau ¢ Nigeria, sau d6 toi gidi doanh nhan Tay
phuong va cudi cing 1a trén pham vi toan thé giéi. Ho giri nhitng bire thu, fax hay dién tin t§i cac ddi
twong. Tir gitta thip nién 1990, cac tay lira ddo bat dau chuyén thong diép qua mang internet.Con sb
419 chi diéu luat xir 1y cac hanh vi lira dao trong bo luat Hinh sy ctia Nigeria.

[77] vy 1ra dao 419 dugc dit tén theo diéu luat hinh sy Nigeria. Xem Peter Warren, “Online
fraud: The Nigerain Sting,” The Business, 19-8-2002, p.3; The Economist, “Scam of scams,” The
Economist, 24-8-2002, p.62.

(78] Sy wa thich cac tro ltra bip ctia Benjamin Franklin dugc tom tat trong, Hoaxees! Dupes,
Dodges, & Other Dastardly Deceptionctia Gordon Stein va Marie J. MacNee (Detroit, MI: Visible
Ink, 1995, pp. 127-30).

(7] Belfast: thi d6 ctia Bac Ai Nhi Lan.

[80] C4c cira hiéu Filene's dugc sang 1ap tai Boston ndm 1881 thuoc Cong ty cua cac con trai cua
William Filene (William Filene's Sons Co). Duéi quyén chi dao ctia chu tich céng ty Edward Filene,
nd da mo Tang ham Ty tra gia” noi tiéng (Automatic Bargain Basement) vao nim 1909, thu hit dong
dao du khach dén Boston.

(811 Al1’s well that ends well — Shakespeare.

(82] Xem mot mo ta tha vi vé kinh nghiém phong xong hoi trong Trading With the Enemy:



Seduction and Betrayal on Jim Cramer’s Wall Street cia Nicholas W. Maier (New York: Harper-
Business, 2002). Xem thém Robert J. Stevenson, The boiler Room and Other Telephones Sales
Scams (Urbana: University of Illinois Press, 1998).

[83] Tap doan eBay 1a mot cong ty cua Hoa Ky, quan 1y trang Web eBay.com , mot website ddu gia
truc tuyén, noi ma moi ngudi khip noi trén thé gidi co thé mua hodc ban hang hoa va dich vu. Ngoai
tru s¢ tai My, eBay con ¢6 chi nhanh tai mot s6 quéc gia khac.

(84 Lai mot 1an nita tic gia choi chir, phong theo dang Ku Klux Klan (KKK) mdt t6 chirc bi mat
chuyén khing bd xuat hién & mién Nam nudc My tirsau cudc Noi chién My (1861-1865).

[85] Dyra vao mot ¥ trong truyén ngén The diamond as big as The Ritz ctia F.Scott Fitgerald.

[86] G day, tac gia muon tya dé truyén ngin The diamond as big as the Ritz cua nha van My

F.Scott Fitgerald.

[87] Tommy Hilfiger (sinh 24/3/1951) 1a mdt nha thiét ké thoi trang ngudi My va 1a nguoi sang 1ap
ra nhan hiéu thoi trang cung ten  "Tommy  Hilfiger" va  "Tommy"
(http://vi.wikipedia.org/wiki/Tommy Hilfiger)

[88]

Mot phan nhanh cta tip doan xe hoi Toyota Motorchuyén san xudt xe hoi cao cip, phat trién
dau tién & My.

(891 G day tac gia nhai theo tiéng g gayhoic tiéng chim cu gu.

(9] Tuy nhién, vao giita nam 2002, nhirng tin d6n cho rang Gucci da mdt 1an nita mo rong qua
mirc thwong hi¢u. Xem vi dy, Ben Bold, “Is Gucci for the Masses Damaging the Brand?”” Marketing,
10-10-2002, p. 15.

[91] Cau chuyén bén trong cua chién dich tiép thi ndm sau vy tung thé khai truong Amex dugc ké
trong Lester Wunderman, Being Direct: Making Advertising Pay (New York: Random House, 1996).

(2] Tran Alamo dién ra vao thang 2 va 3/1836 tai San Antonio. Vu xung dot, mdt phan ctia cudc
Céach mang Texas, 13 budc dau tién trong nd luyc ctua Tong théng Mexico Antonio Lopez de Santa
Anna dé tai chiém tinh Texas sau khi mot nhém quin ndi ddy cua cac cu din Texas va nhitng tay mao
hiém dén tir My da danh duoi tat ca cac doan quin Mexico vao nim trude. Tru sd truyén gido, dong
tho1 1a phao dai Alamo bi bao vay vao ngay 23/2.

Chiéu ngay 21/3, quan doi Texas tan cong cac luc lugng clia Santa Anna trong tran San Jacinto.
Trong tran danh, nhiéu binh si Texas da hét to “Héy nhé dén Alamo!” Santa Anna bi bét va budc phai
1énh cho cac quan doan cua minh rat khoi Texas, két thiic quyén kiém soat tinh Texas ctia Mexico.

(93] Chi dua thoi! Dé dién giai vé nha bao chuyén vé nhac rock Joe Queenan, néu ban xin toi 101
khuyén, thwong hiéu cua ban phai that sy gip ric roi.

(94 Mic du “Chua dit tén” c6 thé 1a meo quang céo an tién nhat ctia Damien Hirst, né khong hé 1a
trd bip kich tinh nhat. Vinh dy d6 phai danh cho Bai Thanh ca, mdt ban sao chinh xac ctia mot mon do
choi tré con. Mot mon d6 nhya déo mau sang, mot than minh bi cit ngang hoan tAt voi céc co quan ndi
tang, hai héc méat, va 18 so, do Hasbro san xut va ban 1é voi gia 24 do. Tuy nhién, Hirst da tao ra mot
phién ban bang dong cao 6 mét, ban v4i gia 2.2 triéu do cho Charles Saatchi, va tao nén nhiéu quang



cdo khong cong hon cé sy pho truong cua Richard Branson.

93] Pac biét 1a nhirng tro quang ba doi truy cua Hirst. C)ng mo mdt nha hang, thé hién sy nhay bén
trong viéc tao hiéu qua giy stmg sét; tung nhiéu dia don dang tdm v6i ban nhac rock Fat Les; xuat ban
mot tu truyén cuc ky tu phy, I Want to Spend the Rest of My Life Everwhere With Everyone, One to
One, Always, Forever, Now; va ltc ndo ciing 1am viéc trong cai quan chén, phi phéo chiéc éng vo,
vo1 mot vé ngoai ngh¢ si XAc xuoc, cai lwong chi bao.

(9] Ong bau quyén anh My ting bao tro cho nhitng tén tudi 16n nhw Muhammad Ali, George
Foreman va Evander Holyfield.

[97] Marcel Duchamp (1887 -1968) hoa si Phap, tac phim va tu tudng chiu khd nhiéu anh hudng
ctia my thuat Ty phuong sau Thé chién I. Ong dd c6 van cho cic nha suu tdp my thuat hién dai dé
dinh hinh thi hiéu cua thé gidi my thuat phuong Tay.

(98] Theo John Seabrook, Nobrow 1a mot hé théng mo1i, trong do tiép thi va van héa 1a ngang nhau,
mdi pham tri ndm trong vi tri ctia nd. (A new system, in which marketing and culture are equal,
stands in its place; Seabrook calls this Nobrow).

(91 The Art Guys (Michael Galbreth, sinh 1956 in Philadelphia, Pennsylvania; and Jack Massing,
sinh 1960 in Buffalo, New York) 1a mdt nhém hai hoa sthoat dong & Houston, Texas. Tac phrftm cua
ho pha tron gitra nghé thuattrinh dién, ¥ niém va thi giac dé khai thac nhitng su phi 1y cua thé gid1
duong dai.

[100] Va0 gitra nim 2002, mot trong cac burc tranh ctia Hirst duoc giri vao khong gian sau tham,
khién céc tay lam bao phuy trach chuyén myc duoc mot phen khoai chi.

[101] Ries va Ries da dua ra mot 1ap luan twong tu trong The Fall of Advertising and the Rise of
PR, du ho khéng nhéan ra réng, trong xa hdi ranh sau cau vong co vé tiép thi va PR cuta chung ta, chiing
ta khong xtr 1y cac quan hé cong ching theo nhin thirc truyén thong. Ching ta sdng trong mot thé gidi
hau PR. Xem thém, Thomas H. Davenport va John C. Beck, The Attention Economy: Understanding
the New Currency of Business (Boston, MA: harvard Business School Press, 2001).

[102] Daniel Joseph Boorstin ( 1914 — 2004) sir gia, gido su, luat gia va hoc gia M.

(193] 18 tyr nhién, bat dic di 1am t6i m&i goi tén va do d6 khuéch dai vé con ngudi khuéch dai nay.

Ban sé& phai ty minh theo dau tay lang bam nay.
[104

[105

I Initial Public Offering : sy ban c6 phiéu ra cong chung 1an dau.

1 C6 18 t6i nén néi thém rang c6 mot khia canh nguy hiém d6i voi tu truyén cua cac tay giam
dbc. Hau nhu khong thé tranh khoi, vi CEO s& bat dau tin vao trd quang ba ctia chinh minh, du khong
hoan toan tuyét d6i vi nhitng 1y do tuw yéu minh. Cac khao sat tim 1y hoc sudt nhiéu thap ky da ching
minh rang khi moi ngudi viét ra doi didu gi d6 vé chinh minh, ho ciing diéu chinh tinh cach cta minh
theo d6. Ho tr¢ thanh con ngud1 ma ho md ta, va hanh dong theo mot cung cach nhét quan voi tinh
cach nay. Noi vén tat, cac vi CEO 1am theo sy ra hiéu tir nhan vat nira hu ciu dugc mé ta trong tu
truyén, va, trong khi diéu nay c6 vé nhu kha vo to1, ban chat co tinh cong thirc ctua cac van ban do
chira dung nhirng mim mdng hily hoai cong ty. Tir d6, chung ludn ludn dé cap t6i dinh hudng khach



hang ctia con ngudi vi dai ndy, mic du phat biéu nay chi 1a ¥ thirc hé thuan tay. Trong mot thé gidi dit
trong tAm vao tiép thi, noi khong mét CEO nio co thé cong khai thira nhan rang khach hang 13 mot cai
nhot & mong hay rang ngudi ta c6 thé 1am ngo ho mdt cach an toan (ctr nghi t&i phan tng cta phd
Wall), khong can phai noi rang cac thing loi cua ho dya vao viéc 1dy khach hang 1am trong tim. Céc
san pham duogc ban ra, do d6 khach hang phai thoa min, do d6 giam dbc phai dit trong tim vao khach
hang, & mot murc kha di mang tinh truc giac. Trén thuc té, vi giam dbc co thé tréu nguoi, hanh ha va
gidy vo khach hang trén duong cho toi cung, nhung ¥ thirc hé vé dinh huéng khach hang khong cho
phép diéu nay xay ra trong quyén tu truyén chinh thirc. Khéng may thay, nhitng cht ga cong ty tro vé
nha dé nga khi tay giam doc mot thoi thanh cong trd nén nhan vat 6m hon khach hang tham thiét duoc
mo ta trong tu truyén va moi thir bat dau réu rd. Nguoi ta thuong bao rang Tom Peters 1a nu hon Than
chét d6i vai cac cong ty, nhitng cong ty ma 6ng ta nhic toi trong cac cudn sach bom tin ciia minh
thuong xubéng doc trude khi 4n ban bia mém cudn sach duoc dua lén ké sach. Piéu ndy dung va da
duoc chirng minh theo kinh nghiém. Nhung 1y do vi sao n6 ding ching dinh dang gi t6i tiéng tim cua
Tom Peters v&i tur cach 1a mot con mot gd ctia cong dong cong ty. D6 1 vi cac cong ty lién quan diéu
chinh ching theo t6 chirc hu cdu c6 dinh huéng khich hing duoc md ta trong cac cubn sach
bestselling ctia Tom Peters - Tom con trai cta nguoi thoi sdo. Su that bai khong nim ¢ Tom, ma 1 &
cac cong ty dd nhay mua theo tiéng sdo cua chang Truong Chi Peters. Chi 1a mot gia thuyét cta toi,
ban hiéu gium. ..

[106] Brown, Marketing, The Retro Revolution, sach d dan, pp. 170-1. Nhan tién, ban c6 bao gio
nhan ra rang con s6 cho quang céo gdy sdc-kinh hoangludn luon 13 100 triéu? Ciing giong nhu gia
doan rang khach hang phai nhan 3000 thong diép quang cao mdi ngdy, thé nén gia tri thanh tién cta su
khuéch dai tat nhién phai di dén mot khoan tién 100 triéu d6. Co mot cai gi d6 bao cho tdi biét rang
chung ta dang séng trong mot 1anh dia cua sy doan mo.

[107] Eminem tén that 13 Marshall Bruce Mathers III, sinh nim 1972 va con c6 nghé danh khac 1a
Slim Shady, 1a rapper, dién vién va 1a cht ctia hing thu 4m riéng. Anh con thanh 14p D12 gdm cac
rapper tu Detroit.

[198] Ralph Rugoff, “Empty Window Dressing,” Financial Times Weekend, 28-10-2000, p. 7. V&
khia canh nay, s€ thu vi 1dm khi kiém tra lai tac dong cua 1énh cAm hut thudc cta thi trudng duong
nhiém Mike Bloomberg. N6 s& khuyén khich hay 1am nan 1ong nhitng tay hut thubc? Thoi gian s& tra
161. Xem thém vi dy, Nicholas Wapshott, “Smokers of New York Fight Ban to Clear the Air,” Times,
24-8-2002, p.15.

[109] Cialdini, Influence, sach da dan, pp. 214, 223. T6i c6 thé xac nhan phat hién nay tir kinh
nghiém c4 nhan. Khi con bé, t6i nhé rat rd su 6n o ndo nhiét quanh cubn phim “bang bd” clia Monty
Python, The Life of Brian. N6 bi ciAm & thi tran Blefast quétodi, nhung lai duogc chiéu & mét ngoai 0
1an can. Cai rap hat ngoai 6 da kiém chac kha bon. Nhitng dong nguoi dimg thanh nhiéu vong xung
quanh rap. Quang bé truyén miéng that tuyét voi. Ngay ca nhitng ngudi khong thich Monty Python ciing
ndi dién 18n vi nd. Cudn phim dugc chiéu trong nhitng ngdi nha kin cira & cac ving ngoai 6 cho t6i khi



Hoi d6ng Thanh phd Belfast bii bo 18nh cAm; né phai md nhanh chong ngay sau do.

[110] Nguyén tic d6 dugc van dung trong hau hét moi 1inh vuc nd luc ctia con nguoi — chinh tri
(Gore/Bush), khoa hoc (Newton/Leibniz) k¥ thuat (Gates/Ellison), am nhac (Beatles/Stones) nghé
thudt (Picasso/Matise), van hoc (Mailer/Capote), truyén hinh (Leono/Letterman), sach hinh
(Superman/Batman), va nhit 1a nganh thé thao chuyén nghiép, noi cac chi kién dau si khoa truong qua
cO dang thugng dai voi nhau (Ali/Foreman, McGwire/Sora, Borg/McEnroe).

(11} Arthur Andersen - mdt trong nim cong ty kiém toan 1on nhét thé gidi, bi két an 1a can trd cong
1y vi da thi tiéu hang tan tai liéu lién quan dén vy phé san cta tdp doan dau lira Enron Corporation

(1121 OK, t6i bia ra chuyén nay d6. Nhung nghe né c6 vé hop 1y, dung khong. Nhitng chi tiét dAm
méau vé mén tién bo ra cla Treacy va Wiersema duoc thuat lai chi tiét trong John Micklethewait va
Adrian Wooldridge, The Witch Doctors: Making Sense of the Management Gurus (New York: Times
Business, 1996).

131 The Gulag Archlpelago (tiéng Nga: Apxumenar I'YJIAT) 13 mot cubn sach cia Aleksandr
Solzhenitsyn viét vé hé thng trai lao dong tap trung cudng birc X6 viét. N6 thuat lai su xéc nhin cua
cac nhan ching ciling nhu kinh nghiém cua chinh tac gia véi tu cach mdt tu nhan trong mot trai lao
dong Gulag. Tac pham dugc xuat ban & phuwong Tay nim 1973, duoc 1én lat truyén ba ¢ Lién X6 cho
dén khi duoc chinh thirc xuat ban nim 1989.

[114] Blue American: chi nhitng nguoi ing ho Pang Dan chi, d6i 1ap 1a Red American tng hd
Dang Cong hoa.

[115] Cang it nhic t§i nhitng biéu trgng bi hiém trén nhung td My kim thi cang t6t.

[116] Ngay ca t6i, v6i sy ngdy tho ctia minh, cling dd mic phai ca lira dién anh d6. Mot vai tuan
sau khi dot chiéu dau cta phim Al, trong dinh cao cta con dién cuéng ¢ dong, t61 doc mot bai phat
biéu trong mot hoi thao vé tiép thi. Noi chung, nhitng phat biéu cta t6i dugc chao don véi sy im lang,
mong du, va doi khi 1a nhitng tiéng ngay ngon lanh. Nhung, trong dip nay, mot dai biéu kich dong da
xap t61 bt chuyén vé6i 61, ca ngoi nhitng hiéu biét thim sau vé tiép thi ctia t6i. L& tw nhién, t61 hoi 1y
do cu thé ctia sy nong nhiét d6, va hoa ra 1a t6i da dung nhiéu tir ngit mat ma trong bai phat biéu. Anh
ta nghi rang t6i dang hudng toi trung tim ctia cudn phim Al, ring t6i 14 nguoi thay mit cho Spielberg
va nhitng tén tay sai tan ac cua thé gidi trong mo cta 6ng ta! Ngay 1ap tirc, t6i phi nhin bat ky mdi
quan hé nao, nhung diéu ndy chi cang ting thém niém tin ctia anh ta. Trong thé giéi bat binh thudng
cua cac hoc thuyét muu mod, mot su phti nhan cling t6t tuong duong mot 101 thi nhan.

(1171 761 doan thé, tt nhién, nhung t6i ngd rang Bezos dd v& dugc ¥ tudng vé& “cai hop vang” tir
Tipping Point cia Malcolm Gladwell, bao gdm mot phién ban vé cau chuyén Colorado cua
Wunderman.

(18] 1.8 twong niém lan thir 25 ngdy mat cua Elvis Presley dua ra hang chuc vi du vé nhitng su chi
trich chéng Parker. Xem vi du Rose Clayton va Dick Heard, Elvis By Those Who Knew Him Best
(London: Virgin, 2002) va Paul Simpson, The Rough Guide to Elivis (London: Rough Guides, 2002).

(1191 Pting, Elvis thanh cong trudc khi Pai ta ra tay bao trg cho chang, du chi md mot mirc d6 nhd,



trong mdt thi truong khu vuc, va & mot thé loai nhac thiéu strc hép dan tap giao. Ngoai ra, Elvis chéc
chén s& dat duoc no dudi sy giam hQ cua bat ky mot ong bau c6 tai ndo. DU sao, chang cting nhd kha
nhiéu vao su giup d& cua Parker.

[120] Ong dyng mot nghia trang cho “thu cung” & khu dat bo hoang sau lung trai stic vat Tampa,
cham mot tim mo bia cho mot con chd khong c6 that goi 1a “Spot”, dit nd mdt cach pho truwong trén
mot huyét mé con tréng, va, bip bom thanh tat khong chira dugc, 6ng da tao dung dugc mot su nghiép
tir cac dich vu tang 1€ gia mao.

[121] Khéng phai ai ciing tn thanh nhitng trd quang ba cta Dai ta, phai noi vay. Eddie Arnold da
chim dut su cong tic véi ong sau khi Pai t4 thong bao mot cach sai 1am trong Variety rang nhac si nay
da dugc dang ky hat doc quyén tron mot nam. Tro bip ndy to ra rat hitu hiéu, vi nhirng 6ng bau cd ging
mot cach tuyét vong dé chen vao lich hat “chat cung” cua nguoil ca si va tra thém tién cho viéc do.
Arnold bi mit mit, Pai ta bj bo roi va Elvis lam ngu 6ng dac 19i.

[122] That su, Parker di 4p dung cting mdt phuong phap v6i moi khia canh trong su nghiép cua
Presley, ttr viéc 1€n lich cho nhitng bai hat mad1i (bi hoan lai cho to1 khidat dugc 1 tri¢u do tién vé ban
truéc — mot con s6 kha cao) va moi ghi chi (thong tin lién quan t&i phong thu, ngudi thu 4m) da bi
x6a di dé ting tinh bi an cta nha vua, cho t¢i mot tua diu hanh trén chiéc Cadilac vang cua Elvis (thu
hat nhitng dam dong 16n, dang mong chd tuyét vong chil nhan chiée xe 16 dau ra), cho tdi sy tur dung
ra quan 1y hang ngay “cdu bé cua t6i” (Parker giit Presley trong canh nghéo tung dé ting quyén kiém
soat ddi voi chang).

(1231 Trir phi, tat nhién, c6 nhitng an ¥ trong céac tiép thi gido khoa thu chinh thong. Nhing diéu la
lung d4 xay ra... ban thdy choang vang khi doc no, dung khong? Dirt khoat c6 didu gi d6 sdp xay ra...

[124] M6t phat minh tha vi vé quang céo stc khoe va sic dep duoc néu trong David Amstrong va
Elizabeth Metzger Armstrong, The Great American Medicine Show: Being An Illustrated History of
Hucksters, Healers, Health Evanelists, and Heroes form Plymouth Rock to the Present (New York:
Prentical Hall, 1991).

[125] Nén vin hoc han 1am vé viéc ting qua va cac 1 hoi tiéu thy rat ménh mong. No duoc tom
luoc mdt cach tai tinh trong sach cia Russel W. Beck: “Studies in the New Consumer Behavior,”
trong sach cta Daniel Miller: Acknowledging Consumption: A Review of New Studies (London:
Routledge, 1995, pp. 58-95).

[126] Dy cac bi an c6 loi, nhitng muu md trong ban hang déi khi cat tiét ca hai duong. Khi
Reopical Fantasy, mot loai nudc giai khat, dugc tung ra vao dau thdp nién 1990, nguoi ta don rang
thr nudc nay duge dang KKK san xuat va chira “nhitng chat kich thich dé tiéu diét tinh tring cua
nhirng ngudi da den” (Pipes, Conspiracy, sach dd dan, p. 3) Du nhitng cudc diéu tra sau d6 cho thay
nhitng cao budc d6 1a vo cin ctr - san pham duoc 1lam ¢ Brooklin boi mot luc luong lao dong My gdc
Phi — doanh s van tut xubng khoang 70%. Ga ran va nudc giai khat Snapple cua Church ciing chiu su
vu cdo tuong tu va cling ganh chiu hau qua tuong tu.

[127] Truyén théng nay duogc tiép ndi v6i “buckethead”, tay dan guitar lead bi an vi Guns N’



Roses. Khong ai biét 6ng ta 13 ai va Ax] khong hé nira 1i. TAt ca nhitng gi ching ta biét chic 1 dng
luén durng giang chan trén san khéu, mang mot chiéc mit na va doi mot cai x6 KFC xinh xan. Dai ta da
qua doi tir 1au, nhung san pham KFC khong chét.

[128] Chi can noi rang trd “bi an” van con duoc st dung rong rii trong nganh fast food, gan day
nhat trong chudi ctra hang nang cip Chipotle (bi mét ctia né & chd né 1a — sbe, kinh hoang! — mot chi
nhanh cua McDonald).

[129] Cjaldini, Influence, sach dd dan, goi day 1a nguyén tic Cu tuyét- rdi-Rat lui. No bao gdm
viéc tao ra mot doi hoi 1on (mua muc hang dat tién), sau d6 1a mot doi héi nhé hon (muc hang ré hon)
sau khi doi hoi 16n da bi cy tuyét. Moi nguoi ¢6 khuynh hudéng thién cudc mua ban nhd hon do
sunhuong bo rd rang ciia ngudi ban hang (gia thap hon). Cac nguyén tic cta sy nhan nhuong doi hoi
mot sy nhwong bd trong duong va dbi nghich tir phia khach hang,

[130] Mot cude trung cau v kién Gallup gan day vé thai do d6i voi nhitng nganh nghé khac nhau
cho thdy rang cac nha quang cdo dugc xép loai thap thir hai, dudi nhan vién ban bao hiém mot bac va
trén nhan vién ban xe hoi mot bac. (trich trong Ries va Ries, The fall of Advertising, sach di dan, pp.
2-3).

(1311 Vi dy, khi Graham dua Dén Strc khoe va Than Hon nhan di lvu dién vao cudi giai doan West
End cta nd, nhiéu quan toa dija phuong it bi quyén ril boi vién trong cta cac bai giang dam déng cua
6ng. Chiing bi cam va dng bi téng giam nhiéu lan. Bac siéu lang bam nay tir bd phuong phap dién tir
clia 6ng, ban cai givong nodi tiéng va cudi cung di nhin thiy anh sang. Voi tu cach mot ngudi truyén
gido dugc sinh ra lan thtr hai, Graham d6i tén thanh Nguoi hiu ctia Thugng d¢é O.W.L. (O Wonderful
Love) va di khip dat nudc truyén ba mot tin ngudng gan nhu 1a thuyét phiém thin, ton Jesus Christ
lam Pang Ctru thé v6i nhitng ning luc chira trj siéu nhién. Vi su tro giup cua mot dan gai dep, ong
lam chu duoc cac dic tinh chita bénh cta tim bun, Me Dt va Cha Troi. Dé chirng minh cho quan
diém cta minh, Nguoi hau cua Thuong dé O.W.L. da ty minh 1ap lai viéc chon than minh, tran truéng
trong mot cai hd méi dao, trong khi giang giai cho cac nhom khan gia day kinh ngac. Tat nhién, khong
phai ai ciing c6 thi gid hay that sy tin theo nhitng cach chira tri kho nhoc d6, vi thé ong da phat trién
mot phién ban thu gon ché d6 chita trj cia minh cho nhitng bénh nhan c6 tho1 gian han hep. Do 1a treo
mot tim co vao nguc.

[132] Peter Dructer chang han, & nhiéu 1an 14y Edison dé bién minh cho nhitng thiéu sot trong tiép
thi va diéu hanh cta minh. Tuy nhién, nhu Andre Millard 13p luan trong Edison and the Business of
Innovation (Baltimore: John Hopkins University Press, 1990), “Drucker di chdp nhdn mot phan cua
huyén thoai Edison trong d6 md ta 6ng 1a mdt nha phat minh 1ap di, qua quan tdm téi cac thi nghiém
nén khéng mang t6i cac vu 1am an... Hinh anh ndy c6 ich trong su tranh chap thuong xuyén de doa
chiém hét thoi gian cta 6ng. Pugc cho goi ra hau toa, Edison co thé t6 ra khong hiéu biét va do d6
ngay tho ddi voidudng di nude bude ban thiu cua thé gidi kinh doanh. Thai do nay gitip cung ¢ thém
huyén thoai vé nha phat minh vi dai va nha kinh doanh khén kho. Edison nd lyc kha nhiéu dé khong
1am thay d6i nhan thirc ndy, vi nhitng 1y do chinh dang... Cac ban hitu 1am an véi 6ng biét co mot



Edison khac, mot tay tinh toan danh d4, c¢6 nhirng phan doan cuc ky sic séo vé thi truong.” (p.50).

[133] That tha vi, Edison da thir ban sao cach tiép can nay vao cudi thap nién do, khi nhiing ngudi
khoi xudng hé thong dién AC cua Westinghouse thach thire hé thong DC doc quyén ctia 6ng. Nhan
vién PR ctia nha phu thiy — mot Harold Brown nao d6 — da chirng minh mét cach kich tinh nhirng nguy
co cb hitu & dién xoay chiéu bang cach cho dién giat chét nhirng bay chd, méo, bo, ngua, heo, ctru
truéc mat cong chung, khang dinh rang nhitng con vat ndy s& séng sot néu thay vi dién xoay chiéu,
ngudi ta van st dung dién mot chiéu. Vu nay chi khqu dong dugc mot con chéng ddi AC cua SPCA
(Hoi Ngan ngitra Toi ac ddi v6i suc vat) nhung cudi cling nd cling dan téi sy phat trién cai ghé dién
nhu 12 mot phuong tién trimg tri ctia gidi tuw ban. Thé nhung bat chip cac nd luc cao nhit ciia “Barnum
ma quy” ndy, ngudi that su thich thirc George Westinghouse trong mot cudc dau tay d6i “Chét vi dién
giat”, mang ludi dién AC vuot trdi cudi cung ciing dugc trién khai. Xem Michael White, “The Battle
of the Currents,” trong Rivals: Conflict as the Fuel of Science (London: Secker and Warburg, 2001,
pp. 133-75). Xem thém H.W. Brands, The Reckless Decade: America in the 1890s (Chicago:
University of Chicago Press, 2002).

[134] ChiBroadway, New York.

[135] Nasaw, Going Out, sach da dan. B6i canh rong hon ctia sy chio don va phat trién dién khi
hoa ¢ Hoa Ky duogc dién giai mot cach thuyét phuc trong David E. Nye, Electrifying America: Docial
Meanings of a New Technology 1880-1940 (Cambridge, MA: MIT Press, 1990). Thoi ky sau 1940
dugc mo ta trong Richard Rudolph va Scott Ridley, Power Struggle: The Hundred-Year War Over
Electricity (New York: Harper and Row, 1986).

[136] Chu tap doan fast food McDonald tir nim 1954,

[137] van hoc vé Las Vegas rat phong phu. Toi thay nhitng quyén sau ddc biét hitu ich: Sally
Denton va Roger Morris, The Money and the Power: The Making of Las Vegas and its Hold on
America 1947-2000 (New York: Knopf, 2001); Pete Early, Super Casino: Inside the “New” Las
Vegas (New York, Bantoam, 2000); Mark Gottdiener et al., Las Vegas: The Social Production of an
All-American City (Malden, MA: Blackwell, 1999)’ Jay Tolson, “The Face of the Future,” US News
and World Report, 1-6-2001, pp. 48-56.

[138] Temptation Island: mdt chuong trinh truyén hinh thuc t& ctia hing Foxtrong d6 cac cip vo
chdng ciing séng chung v&i mot nhom khac gidi tinh dé thinghiém.

[139] Khong chi vao nhitng budi dau, cac bao cdo gan day tir mot s6 khach hang rat bat binh cho
rang Oracle dang quay lai tinh trang cii. Xem vi du, Ian Mount “Out of Control,” Business 2.0, August
2002, www.business2.com; Eric Hellweg, “Oracle’s Larry Ellison, a Soliatry Man,” Business 2.0,
15-7-2002, www.business2.com.

(1401 Mot vi du khéc vé kha ning quyén rii cua Ellison d6i vi moi nguoi xdy ra trong vu thau
America’ s Cup ctia Oracle. Khi dugc hoi doi ngii cia ong s& hoan nghénh ra sao néu ho mang giai
thudng cao quy trd vé cho Hoa Ky, Larry dép, “O, t6i nghi vé cai phong thai im lang thong thuong ma
d6i thuyén budm cua ching ta dd dung nén trong nhiéu nim. C6 1& ching t6i s& 14i xe téi mot nha sach,



udng mot cde ca phé sita, chon mot vai cudn sach bia clirng, 6m nhau va di nga vao lic 9 gio.” (Xem
Edward Gorman, “Curiosity Draws Ellison Towards his Limits,” The Times, 4-10-2002, p. 40.
[1411 G day, tac gia lai choi chit, nguyén vin sau: a Totally Stressless Acronym Excision

Exercise... [but] Also Totally Exceed Subscribers’ Expectations.
[142]

[143

Tén goi trong nha cua Liberace
] Unique Selling Proposition - Mot khai niém tiép thichi cac chién dich dua ra nhitng dé xuét
khac thuong dé thu hat khach hang chd ¥ toi thwong hiéu cia minh.

[144] Trong mot nd luc xoa diu strc ndng cua nén cong nghiép giai tri gitra thip nién 50, Liberace
yéu cau mot khoang tién chua timg c6 13 50.000 do cho mdi cam két. Pay 1a khoang 1¢ phi ma ong
nghi khong c6 kha ning dat duoc, nhung khach san Riviera & las Vegas da nim 1y co hoi. Ong khai
truong ngay 20-4-1955, vai mot show dic biét trinh dién nhirng thay doi trang phuc phong pht ma sau
do6 tré thanh thuong hi€u cia 6ng. Last Frontier, noi1 cu ngu trude do6 cua Liberace, dap trng cho mot
tay nhac rock ‘n’ roll tré dang 1én dén tir Tupelo, Mississippi, nguoi da xudt hién 1an dau & Las Vegas
vao mua giai tri nim 1956. Pay 1a mot tai hoa, du ké chién thing hao hiép dang trén con duong chio
hang thé loai nhac punk va cho anh vai 161 khuyén vé sy hao nhoang gia tao, su quyén rii va su khoa
trrong am T cua nghé thudt quang cao mang phong cach Las Vegas. Elvis khong bao gid quén su hio
phong ctia Ong ta, tat nhién. Sau d6, mdi 14n md mot song bac, Liberace ludn giri cho anh mét bo hoa
c6 hinh dang cay dan guitar.

[145] Jack Kerouac (pronounced /ker-o-ek/) (1922 - 1969) tiéu thuyét gia, thi s va hoa si My.

[146] Marc Cooper dd md ta mot cach hai hudc vién bao tang d6 thé nay: “To6i khong c6 ¥ mudn
tude doat niém hoan lac cua doc gia trong viéc ty minh khdm pha nhitng ndi dung ctua ngoi dén nay,
nhung t6i xin ¢6 101 khuyén rang khi ban lam mot cudc hanh huong téi d6, dirng quén mang kinh ram.
Anh sang cuc ky choi chang; ¢ day chiéc dai duong cam Balwin dat thach anh, chiéc Roll-Royce
cling dat thach anh twong duwong (néu ban gip kho khin trong viéc timra nd chi can timra chiéc Rolls
cO nudc son y hét mot 14 co ké bén nod), chiéc VW thao muidat thach anh va son mau do san ho voi
mot tim ludi xe Rolls, bo suu tap nhitng 40 choang nhung véi cuc 4o bang da thach anh, thém mot
chiéc dai dwong cam dat thach anh nita, va cai khung dét thach anh bao quanh chan dung cua Liberace
va Tony Orlando.” (p. 342 trong “Searching for Sin City and Finding Disney in the Desert,” Mike
Tronnes, ed., Literary Las Vegas, sach da dan, pp. 325-50).

[147] T olita (1955) 1a mdt tiéu thuyét ctia Vladimir Vladimirovich Nabokov. Sau khi duoc xuét
ban, tiéu thuyét tro thinh mot tac pham kinh dién va 1a mdt trong nhitng tic phim ndi tiéng nhét va gay
ra nhiéu tranh cii nht trong nén van chuong thé ky 20. Cai tén "Lolita" da di vao van hoa pho thong
nhu 14 mot tir d& mo ta ¢ gai tré phat trién sém vé gidi tinh.

[148] Theo nhiéu cach, chién luoc tiép thi ctia Madonna goi nhd téi chinh sach tiép thi Presley cua
bai ta Tom Parker, da thao luan ¢ Bai hoc 7. That sy, Madonna tin rﬁng co mot su giéng nhau gitra c6
va nha vua, phan 16n 13 vi dng da chét vao ngiy sinh nhat thir 19 ctia ¢6. Tuy nhién, khi duoc so sanh
truc tiép véi Presley sau cudc trinh dién khét tiéng “Like a Virgin” trén MTV (mdt tiét muc lap lai



cach dién cua Presley trén Milton Berle show ngay 5-6-1956), ¢d dap mot cach chua ngoa: “T6i chua
bao gio ¢6 ai nhu Pai ta Parker dé dya ddm hay chi bao toi phai mic thir gi hay nghi gi, lam gi... Toi
ti minh 1am tit ca.” (p. xiii trong Steve Dougherty, “Introduction: The Madonna Legend,” Benson va
Mets, eds., The Madonna Companion, sach da dan, pp. xiii-iv).

(1491 Warren Edward Buffet (sinh ngy 30 thang 8 nim 1930 tai Omaha, Nebraska) 13 mot nha dau
tu chirng khoan, doanh nhan va mot nha nhan dao ngudi1 My.

[159] Paul Allen Wood Shaffer, sinh nim 1949, nhac si, dién vién, tac gia, kich tic gia nguoi
Canada, la trudng ban nhac trong chuong trinh Late Show with David Letterman.

[151] Nhai theo bai hit “Don’t Cry For Me, Argentina” ctia Madonna.

[152] That su, bau troi khong dang dé so voi nd, vi cac quyén trén mang ludi truyén hinh cho bo
phim dau gin day di ban duoc véi gia 49 tridu d6. Néu d6 khong phai 13 ting binh luu, i ciing khong
biét n6 13 gi nira. Ngoai ra, Harry tham chi con dugc cho 1a di ctru vét ngay 18 Giang sinh. Sau su
kién 11/9, khi nguoi ti€u thu trd nén than trong va chu nhan cac ctra hang ban 1¢ dang rat ddi lo 4u, céc
khach hang ngoan c¢6 chong Grinch cta trudng Horwart 1i luot kéo vao cac clra hang va thanh cong
trong viéc thiic dy cac bac bd me cau kinh phai ddc hiu bao.

(1531 Nha van My sinh nam 1937, viét nhiéu tiéu thuyét phong phti va phtrc tap. Puoc xem 1a mot
nhirng nha vin duong dai tai ba nhit, mot Gng cir vién cho giai Nobel van chuong. Song khép kin va
rat it tiép xtc v6i bao gidi.

[1541 Vi dy, khi Harry Potter bi lam nhyc boi bdi thim doan ctia mot giai van hoc ndi tiéng, do
Whitbread hau thudin, su biing no sau d6 ctia cong chung ung ho Potter phai 1a 4m nhac ddi voi doi tai
ctia bo phin marketing ctia Bloomsbury, mic cho phan tng chinh thic 1a ctia “sy gidn dit va that
vong” (ciing giéng nhu khi t& Sunday Times loai trir mot cach gy tranh céi nhitng cudn Potter ra khoi
ban danh sach bestsllers cua no).

[155] Nhu Fowler, sach da dan, p. 44. nhan dinh mot cach chinh xac, “Khi tré con choi cac game
Harry Potter trén may tinh, xay dung nhitng m6 hinh Horwart cua chung va an keo chocolate Harry
Potter, chung c6 khao khat cubn nam, sau, bay voi1 cung mot sy dir do1 ma chung da thuc hién trong
qua khir? Pbi mit véi ap luc thuong mai 16n lao, liéu Rowling c6 con duy tri dugce sy tuoi tan va
cam xtic day ky xao ctia minh khong? Liéu b Harry Potter, dugc yéu chudng rat nhidu trong bon nam
qua, c6 hién dién khip noi mot cach qua mirc dén do nd bat dau tré nén nham chan hay khong?”

[156] Deep Throat 1a biét danh gan cho Pho Giam déc co quan FBI William Mark Felt, Sr., ké da
tiét 10 théng tin vé sy dinh liu ctachinh phii cua Tdng théng Richard Nixon trong vu scandal
Watergate.

(1571 Ponzi scheme 13 mot hoat dong dau trr c6 tinh lira dao bao gdm viée tra nhitng khoan 13i suét
cao bat thuong cho cac nha dau tutlr chinh tién thu duoc & cac nha dau tu dén sau chir khéng phai tir
hoat dong kinh doanh that syr. N6 dugc goi theo tén ciia ngudi My gbe Y Charles Ponzi (1882-1949),
mot trong nhirng tay dai bip sirng s6 nhat nudc M.

[158] Hunter S. Thompson (1937 — 2005)nha bao, nha vin My, ndi tiéng v6i vin phong bao chi



kiéu gonzo (tam hiéu 1a vin phong theo 16i chi quan, két hop giitabao chi va vin hoc).

(1591 Mot s6 nguoi trong ching ta dang tir hoi liéu ABC s& phan tng ra sao khi né bi ngap lut véi
nhirng 161 than phién tir cac 6ng chu khach san ma phong dc cua ho day nghet nhitng fan cua Nancy
dang truy lung céi ring ctra bi mat va nhitng thanh doan kiém Pho.

[160] The Addams Family 13 mot nhom nhan vat tudng twong do hoa si biém hoa My Charles
Addams vaRay Bradbury sang tao nén.

[161] Do vay ngudi ta cho rang né dang 1am theo nghi dinh thu ngin chin phat trién vii khi nguyén
tr va hoéa hoc, thé nhung loai trir ban than minh khoi céc su kiém soat twong tu. N6 doi héi thuong
mai cong bang va tu do tuyén cir dé dap lai vién trg ciia My, bat ké nhitng thiéu s6t trong bau cir cua
né (su sup do6 thang 11-2000) va ché d6 bao hd cong nghiép trong nudc ranh ranh (cac khoan tro cap
ndng trai, cac sic thué thép, cac ké 1é vé kiém tra ma tay, cic quy trinh quc phong). N6 khing khing,
bat chap su kiém soat trén thuc té cta né ddi voi WTO, IMF va Ngan hang Thé gidi, rang né chinh 1a
con dudng hodc dai 16 cta nén kinh t& My, nhu nhitng cong dan vira bi ban cing héa ciia Argentina,
Brazil va Pong Au qua biét rd. N6 hiy hoai mdi trudng toan cau ma khong bi trimg phat — trong khi
ngdn ngau nhitng ngudn tai nguyén thién nhién khong thé phuc hdi lai cta hanh tinh ching ta — thé
nhung lai tir chéi ky két hiép udc Tokyo vé viéce gilt 4m toan cau (vi s¢ rang nd cé thé pha hong nén
kinh t& My).

[162] Charlotte Beers ¢ ban thuc té rang My c¢6 nhiéu thir hon 1a tiép thi va chu nghia quin phiét,
mot cong viée kha kho khin. Vu khung b6 11-9 va hau quéa ctia nd bién mot cong viée khé khin thanh
hau nhu bét kha thi. Sy trai nguoc c6 thé nhan ra giira 101 hira ctia thwong hiéu (cudc cdng, tu do va su
muru cau hanh phic) va sy thuc hanh (d4u 6c budn ban tran trui gip chu nghia thue dung hao nhoang)
rong dén ndi co 18 tdt hon Beers nén tir bo viéc tiép thi nganh tiép thi - From Those Wonderful Folks
Who gave You The Simpsons — vichinh nén vin hoa phd théng c6 tinh tiép thi ctia My di nd dich hoa
va bo bua mé thudc 10 cho phan con lai cua thé gidi. Homer & noi ndo co trai tim.

[163] Richard Tomkins, “Brand of the Free,” Financial Times, 20-10-2001, p. 12. Co 1€ Beers,
khong c6 gi phai ngac nhién, s& dugc bo nhiém lam dai st vao giira thang 3-2003.

[164] Wan d& chu yéu voi khai niém tiép thi dit trong tim vao khach hang truyén théng — hay, dbi
vO1 vu nay, bat ky su phuc hoi quan tri chic chan thanh cong nao tur viéc cai t6 lai CRM —l1a n6 duoc
cho rang c6 thé van dung mot cach phd quat. Phai thira nhan rang vé mit thuc hanh, cac giai phap don
gian nhu CRM di dugce van dung cho cac tinh hudng to chirc cu thé; va dung nhu thé. Tuy nhién, vé
mit nguyén tic, chung dugc gidi thidu nhu 13 nhitng liéu thudc giam dau tam thoi, chira lanh bach bénh
d6i v6i moi cin bénh to chirc ndo c6 thé hinh dung duoc. Piéu mia mai 13, trong ky nguyén khach hang
hoa ¢ dién rong cua ching ta, cac nha tu vAn quan tri tiép tuc cho rang mot kich thude tu van quan tri
van ¢ thé thich dang véi tat ca moi thur trong thi trudng. Két cuc khong thé tranh khoi ctia trang thai
tam 1y “c6 mo hinh s& c6 chuyén dong” nay 14 tiép thi hién dai c6 mdt cd may lam xac xich v6i pham
chat “thdy mot 1a thiy tat”, mot mé hinh APIC da thiét 1ap vdi nhirng bién cai nho nho.

[165] Syr twong thich vaAn dang tiép dién cua Veblen ddi voi tiép thi dwong dai duoc thao luin trong



Brown, Marketing — The Retro Revolution, sich di dan.

(1661 Mot vi du hay vé quan diém khong phai 1a khong ¢ 1y nay 1a chién dich cta Burch cho mot
cach tiép can phd quat ddi voi kinh doanh. V& ban chat, né bao gdm viée quay lai voi nhirng thu thuat
kinh doanh ctia thap nién 1950 va hoc lai nghé thuit ban hang d3 mat, thim chi phuc hoi lai ca FBI
(Cac dac diém, Cac loi ich, Cac su khich 1¢). Xem Geoft Burch, Writing on the Wall: The Campaign
for Commonse Business (Oxford: Capstone, 2002).

[167] Cau chuyén Obesitea, that la lung, khong dugc dua vao tu truyén cua Reinchenbach, Phantom
Fame, sach dd dan. N6 duoc thuat lai boi Edward L. Bernays trong loat hoi trc ctia 6ng, Biography of
an Idea (New York: Simon and Schuster, 1965).

[168] British English va Irish English chi nhitng cwdan song & Uc,New Zealand va Nam Phi.

[169] C6 thé tim thdy mot mo ta kha hay trong Richard S. Tedlow, “Andrew Carnegie: From Rags
to Richest,” Giants of Enterprise: Seven Business Innovators and the Empires They Built (New York:
harperBusiness, 2001, pp. 19-71)

[170] Nhitng thtr sang 1ap 1anh trén ngudi ctia Brady 13 nhitng diém thao luan vo g1a Tuy nhién,
ching chi 13 nhitng trang bi cho cac trd quing ba ctia Diamond Jim, nhim bao dam rang 6ng khong
bao gio roi xa cac trang bia bao chi. Ong s& hitu ¢d xe khong ngua dau tién & thanh phé New York va
c6 nhitng ngudi hdu mic dong phuc twong hop voi su sang trong cua ¢ xe. Ong say mé xe dap va ¢o
mdt chiéc xe dap ba banh ma vang, dinh kim cuong va thué mot tén dﬁy to vam v dap xe. Ong sé hitu
mot chudng ngwa thuin ching; 14p mot nong trai san xudt bo sita & New Jersey, noi sira duoc vit vao
nhirng cai x0 bang vang; va khi thé tang cua 6ng bat dau réu ra vi théi pham dn, c6 101 don rang 6ng da
ciy ghép thém mot cai da day — mot cai da déy cuia mot con voi!

[171] Theo 18 tyr nhién, ban ciia toi, toi ngan ngai khi truc tiép so sanh gitra Diamond Jim Brady va
Larry Ellison. Tuy nhién, c6 nhitng diém song hanh c6 thé xac dinh dugc. ca hai déu la nhirng nhan vat
16n hon cude song. Ca hai déu tao nén tén tudi & cac nganh thoi thuong. Ca hai déu sir dung nhirng vat
so hitu ca nhan va tinh cach khong cudng lai dugc cua minh dé dat toéi mot hidu qua quang ba khong
tién khoang hau. Ca hai déu pham an tyc udng, v6i Jim 13 nhitng con hau cta vinh Chesapeake, con
vo1 Larry 1a keo.

[1721 G gqay,tac gia c6 y mudn ndi 1a tiép thi cang ngiy cang 16n, cang ngiy cang nhiéu, cang ngiy
cang phinh to, m& rong.

[173] Airbus hién nay d3 qua mit Boeing. N6 gianh duoc hgp dong cung cip cac chuyén van co gia
ré chiu Au Easyjet vao thang 10 2002, bat chap nhitng nd lyc dam phan cao nhét cua Boeing. Ngoai
ra, ban hgp dong c6 mot ¥ nghia biéu twong quan trong, vi Boeing da thong tri hoan toan thi khiic
chuyén van co gia ré trude do. (Xem Carol Matlack va Satnley Holmes, “Look out, Boeing,”
Business Week, 28-10, 2002, pp. 20-1; The Economist, “Bashing Boeing,” The Economist, 19-10-
2002, pp. 87-8; Oliver Morgan, “Embattled Seatle Flies on One Wing,” Observer Business, 8-9-
2002, p. 4; The Economist, “Toward the Wide Blue Yonder: Special Report Boeing v Airbus,” The
Economist, 27-4-2002, pp. 75-7; Tony Dawe, “Sonic Cruiser v Super-Jumbo,” The Times, 18-7-



2002, p. 34; Russell Hotten, “Boeing Takes a Chance on a New Flight Path,” The Times, 27-7-2002,

p. 48).
[174] That su, hién gi vaAn thé. Hay di 1a thé khi t6i d3 ¢ ging (va that bai) kiém vai tim vé vao

thang 9-2002.
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