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HOCHIMINH CITY
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1 bong cam (Empathize) .
Cac bén lién quan va ngwei ding

Nhu cau tiém an

Cdng cu dong cam

Cac vi du thwce tién
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Pic diém cha TDTK

Lay con ngw®i lam trung tam
Kha nang hinh anh hoéa
Khuynh hwéng da chirc nang

m nhin hé théng

Kha nang stir dung ngén ngir tot

Tinh than tap thé, lam viéc nhém

Khéng dat ra gi¢i han Iwa chon

2



HOCHIMINH CITY

UTH e 1. Su ddng cam (Emphathy)

2

//éuDONGCAM I

Empathy 1a sy ddng cdm v&i ngudi khac,
dac biét khi minh trng trai qua tinh canh
twong tw. Minh c6 thé thay nhirng gi nguwdi do
thay, cdm dwoc nhirng gi ngudi dé cam, ban
than ban va déi phwong da tirng trai qua cung
moét trai nghiém.

Pé thau hiéu nguoi dung, ching ta can gat bé
dinh kién ca nhan va tap trung vao kho khan
va nhu cau thyc clia ho.

- /
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UTH smseon pONG CAM
EMPATHIZE

THU THAP DU LIEU <]

HIEU @

v" Cam nhén

GAN KET
®

i

v Nghién ctru QUAN SAT

v Phéng van v" Nhu cau

v" Khao sat o g g X
v" Van dé/Noi dau

o _/
RS

v/ NC tai liéu NHAP VAI
v Ngén ngir co thé

N _/
YT

CAN TRANH:
Gia dinh, phan xét, thanh

kién

vnha



UTHESE,  Taisao can ddng cam?

2

vnha

> Hiéu biét sdu sac vé van dé hoac “diém dau” cla nguwdi dung:
= Khéng dinh kién
= Khéng gia dinh truwéc

> Hiéu ré vé con nguoi

> Hiéu rd rang vé Suy nghi va Cdm nhan cua ngwo’l dung, cung nhw
nhirng diéu nay khac nhau nhw thé nao gitra cac nhom ngudi
dung khac nhau

> Hiéu rd rang vé Hanh déng va L&i néi clia ngwdi dung

> D& nhin van dé v&i mot “déi mat mei”



UTH s, Lam sao dé dong cam tot?

Tinhy

Lang nghe @ Tomo
o .

Coi mo
. V

o

\
' @ Q\) Thwc hanh, thyc
m vl/ hanh, thuwc hanh...

vnha
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2. Stakeholder (Bén lién quan)?

2

Trong cong ty, mot Stakeholder
la thanh vién cla “cac nhom néu
khéng co sw hd tro ctia ho thi to

chirc sé& khdng con ton tai” (vien
Nghién ctru Stanford, 1963)

“‘Nhirng nguwoi, nhom
hodc ca nhan co6 kha
nang gay anh huong
hodc bi anh huéng béi n6
Irc ma ban dang tham
gia” (MIT, 2023)

vnha
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Phan loai nguoi dung

vnha

Mainstream Customers

Ngwei diing phd théng

Lead / Extreme Users

Nguwi dung dan dau

Market Size
Quy mé thi trwong

Common Special
Thong dung gpacificity of Needs Dac biet

Tinh dac thu cta nhu cau

(MIT, 2023)

2



UI][SCSHC Ngudi dung dan dau (Lead Users)

2

Nhu cau trai nghiém di trwdc khach hang phd théng

1.

>  Sir dung san phdm trong d&i sdng/kinh doanh hang ngay % Mainstream Customers

>  SUr dung san pham theo cach khac biét as

»  C6 céc nhu cAu dat biét 4 i —.

2. Hwéng loi tir viéc cai tién san pham - e -/

> Nhan thém gia tri néu nhu cau ctia ho duwoc gidi quyét P s,,.d..
mrasnd Specificity of Negds o5

3. C6 nhiéu kha nang déi m&i hon cac khach hang
khac

> Co6 thé day ching ta vé nhirng ddi m&i hiru ich cho ho

> Co thé giup chung ta xac dinh céac giai phap tha vij

» Co thé giup chung ta xac dinh nhu cau khach hang s&m hon R
10
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U’l‘] [3?'7‘155?3'?031 3 Nhu c3u tidm 3
HOCHIMINH CITY : U cau tiem an

> La nhu cau ma khach
hang chwa chac da nhan . '
ra

> RA&t kho dé dién ta : .
> Khoé dé hidu bing cach noi ‘/ i EXpressed‘
chuyén véi khach hang A

B > aat Needs

(MIT, 2023)

vnha
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Vidu 1: Nhu cau tiém an

2
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Coffee 3 ’
Cookuare 7 Honey Stationery
Cosmetics 9 te 4 -
iy 3 m Tea

1
Dishwoshing Y
= .
Eggs

] (MIT, 2023)
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Vi du 2: Nhu cau tiém an

ota

vnha
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(MIT, 2023)
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UT] [ o Phuong phdp dong cdm

1."Nhap val” (Immerse)

Trai nghiém nhirng gi nguw®i dung cua ban trai nghiém

2."Quan sat’ (Observe)

Quan sat ngwdi ding va hanh vi cdia ho trong bdi cdnh cudc
song cua ho

3.“Gan két” (Engage)

Twong tac va phdng van nguwdi diung: bat ngd hoac ¢ lich
hen

RO

14
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HOCHIMINH CITY

UTH e museom — “Nhap vai” (Immerse)

Lan cuéi cung ching ta “ditng ¢ vi tri khach hang” 1 khi nao?

Vua Jordan thuong xuyén di vi hanh, hinh anh dudi 1a Ong di vi hanh S¢ Khao sat va Nha dat dé tim hiéu vé
dich vu cong noi day. Khong linh bao v€, an mac nhu thudng dan, tro chuyén véi can bg, ngudi dan.

“Ddt minh vao doi giay
cua nguoi khac”

15
vnha
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HOCHIMINH CITY

UTH & “Nhép vai” (Immerse)

https://www.telegraph.co.uk/men/the-
filter/virals/11429576/Can-these-three-men-survive-being-
pregnant-for-a-month.html

16
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| rl‘] [gﬁ'ﬂfﬂﬁyum “NhA 99
: HOCHIMINH CITY Nhap val (Immerse)
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“Quan sat” (Observation)

Lam sao biét duwoc
khach hang dang
gap kho khan gi?

vnha
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] ”‘] [Egéﬁﬁﬁg,‘” “Quan sat” (Observation)

Piéu gi kich

hoat trai
nghiem WOW!
kKhi  ho trdi
nghiém  san
pham cua

chung ta?

Observations at Samsung’s Usability Lab, South Korea

vnha
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UTH e, “Gan ket” (Engaging)

Ly do khach hang khéng vui vé la gi?

#1 interview tip: Interviews are an opportunity for Empathy based research.

Don’t turn them into a survey filling session! 25
20

vnha
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UIH“JSJEJ 4. Cong cu empathy

» Rich Picture

» Chan dung khach hang (Persona map)
» Ban d6 dong cam (Empathy Map)

> Ban d0 hanh trinh khach hang

(Customer Journey Map)

>

Cac cong cu dé phan tich tim kiém sy dong cam véi khach hang, nguoi ding khi ban Nhép vai, Quan sat va Gin két

21
vnha
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Rich Picture

vnha

«“ . i
La mot cach dé kham pha,

ghi nhan va xac dinh tinh huéng
phtrc tap ciing nhu thé hién né
théng qua cac so d6 nham tao
ra mot mo hinh so’ b, gitp
thao luan dé dang hon va di

dén sy hiéu biét sau sac”

We can provide a system,
training courses, and
maintain system

Will our knowledge be
— protected?

O

O

It is difficult for us to gain,
—  create, share, find knowledge

(Professors, Teachers, Staffs)
=

We need to gain, store, retrieve,

exchange and apply knowledge

Reference: Professor Igor's Form tor design stakeholders

We want IT Department to
support building a KMS

r;p‘ create, share, find
po® | T knowledge

L0

O 0 ¢ Members of USM '1—-—-—-—-_.___
° - B
° |

-How to manage/make use of intellectual

aszets to get maximum return?
-We want to know what the university knows

Polici d control
Academic Staffs ClIFiEs and contra

o
—

- Need to evaluate the quality of research projects and
learning outcomes
- Need to evaluate effectiveness of research projects

=

How researchers work Faculty members

and student study?

(@lel

Knowledge
management Systems j e Q

What the effect on
~— learning outcomes?

It is difficult for us to gain,

Researchers

‘We need to access the
repository of knowledge

Policies and control Potential clients

1 %

Share and corporate

22

2




UTH

UNIVERSITY
OF TRANSPORT
HOCHIMINH CITY

Vi du: Kénh ban hang

vnha

We muest look
i after aur
Must U TomE r
iR e 4
soles
Operations
Director

— "

Out of date Poor ___fﬂdL

information mavigation

\y Lo Ve Customer Quality
' Services Fll-n.nqef'
Sales Manager . r
= Manager
-
Must make We ore ton
targer] b=y handling
coenplaints|
What o What happened

terrible !?|? to n:l.urur-r;xr

websitel e
C.5 Staff

Complaints

l
Evening ml = (s e

Product Service
satisfaction satisfaction
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Vi du: Nha may

vnha

Equipment Manufacturer

Other production sites

24
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Ul][“” Chan dung khach hang (persona map)

2

> Persona map la mot cach dé l1ap hinh mau, tém tat va truyén
dat nghién ctru vé cac khach hang (Hw cau nhwng thuc té).

v GOom: Khach hang/Nguwdi dung cubi; Khach hang ndi bd
(nhan vién)

v' C6 thé la bén lién quan khéac: Nha cung cap, dbi tac, ...

Chuck

42y. old
Winemaker
Likes Lady Gaga

> Pwoc miéu ta 1a moét ngwei cu thé nhwng khong phai la mot

ca nhan thuc sw (ban phac thao nira hw cau)!

vnha

R&D  Design

Sales Technical

25



UNIVERSITY

o TSRO Vi du 1: Persona map

UTH

vnha

L)

*

L)

*

L)

*

\/
0’0

CONG NHAN NHA MAY: Ms Lé Ngan
TT Ca nhan: 20-25 tudi, chwa coé gia dinh, tot nghiép THPT

Vai tro:
v" Van hanh may méc ‘ ‘
v Lam viéc trong day truyén SX, 6 ngay/tuan
S¢& thich ca nhan
v" Nhan théng tin yéu cau don gian, dé hiéu
v St dung Facebook/Zalo
Muc tiéu va thir thach

v C6 4y mong mudn dwoc dao tao cé tay nghé dé tranh méat viéc béi Al

v' Cd 4y mudn dwoc ghi nhan khi lam tét cong viéc

v' S viéc tw dong hoa

v" Thir thach I&n nhat cla cé ay 1a phai dirng lién tuc trong nhiéu gio khi l[am viéc

2

26



UTH zmseos: Vi du 2: Persona map

UNIVERSITY

vnha

2

NHAN VIEN CHAM SOC KH: NGOC MAI
> TT Ca nhan: 30-35 tudi, da co gia dinh va 3 con, cd bang BH
» Val tro:

¥" MGt nhan vién tuyén dau gidi quyet yéu cau cla KH
v' Lam viéc & TT CSKH, 3 ngay/tuan

» S& thich ca nhan

v Thich nhan théng tin day dd, ngan gon
v" St&r dung Facebook

» Muc tiéu va thur thach

v' Céc con cla ¢d ay da lon, cd ay mudn lam nhiéu ngay hon va co6 nhiéu trach nhiém hon

v' C6 &y mudn duwoc ghi nhan khi lam tot cong viéc

v" Thir thach I1& nhat cha cé ay la phai quyét doan véi nhirvng KH qué thd 16 va hung hang

v' Khéng thich nhirng ngudi 1ang phi thdi gian clia ¢6 ay hodc dwa ra nhirng 1 hira séo
rong

27
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Vi du 3: Persona map

2

UTH

vnha
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CHUYEN GIA IT: SEBASTIAN

PERSONAL BACKGROUND

FE RO J L
a . Age 25-315
« Single, lives aloene in an apartment

« Has at least one degree
e g

L E

Works in the IT department of the company, troubleshooting various
IT issues and assisting work teams to implement new IT systems
Woarks full-time

Sometimes works very long hours and on weckends, particularly
when there is a major issue that needs urgent rectification

Has been with the company for less than two years

Meeds to have good technical skills and extensive knowledge of the
hardware and software the company uses

Reports to the Chief Information Officer

= |s starting out in his career

and is ambitious

Likes to get results and work
through projects to
completion Seeks to learn
new skills and keeps up to
date with industry trends
Interpersonal and
communication skills are not
always great and people can
misunderstand him

=
|‘.r

Sl

= O NAI

HEFEREMOLCES
« Likes to work

autonomously

Enjoys challenges and
problem solving

Likes to try new technology
Dislikes antigquated and
outdated methods of
communication

Doesn't like meetings that
could have been an email
Uses Reddit

28



HOCHIMINH CITY

] rl‘] [glfwrvrfftﬁyum Bén d’é\‘) d’é\‘)ng Cém

“La mot hinh dnh céng tac dwoc sir dung dé trinh bay rd rang nhitng
gi chling ta biet vé khich hang cu thé. NO thé hién kién thirc vé khdch
hang dé 1) tao ra sw hiéu biét chung vé nhu cdu ciia ho va 2) hé tro
viéc ra quyét dinh.” (Nielsen Norman, 2023)

BAN 96 DéNG " Q

EM PATHY MAP

vnha

0

2
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Tao sao dung Empathy map?

“Gitp cac thanh vién trong Team hiéu dwoc
suy nghi cua khach hang, tw do xay dwng
sw dong cam véi ho”

Khi ndo can Empathy map?

“Khi bat dau quy trinh thiet ké va khi phan loai
GHI CHU tir hoat dong nghlen cwu khach hang:
quan sat, phong van..

vnha



1JTH o masseon EMPATHY MAP

HOCHIMINH CITY

NGi: Mot s6 diéu thu vi Nghi: Nguoi dung cta ban
ma nguoi dung cua ban da c6 thé dang nghi gi?
noi la gi? Ban c6 thé doan duoc gi vé

niém tin cua ho?

SAYS THINKS

Ty
@

DOES FEELS

v

A

Lam: Nhirng hanh dong va Cam nhan: Cam xUc nao
hanh vi nao ban thay? ma nguoi dung dang c0?

A
v
A

v

vnha Quan sat Suy luan 31
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EMPATHY MAP

2

vnha

Noi: Dieu gi ma KH noi ra?
“T61 trung thanh véi Delta vi toi
chua bao gio co trai nghiém to1 t¢.”

“T61 muodn thir gi d6 dang tin cay.”

SAYS

THINKS

Lam: Nhitng hanh dong va hanh
Vi nao ban thay?

“dén ctra hang xung quanh dé so
sanh gia ca.”

“ho1 tu van ban be”

A

Quan sat

v

DOES

=)

e

Nghi: Dicu gi ma KH nghi trong
sudt qué trinh trai nghiém?
“Piéu nay thuc su kho chiu.”
“Toi ngu ngoc vi khong hiéu diéu
nay a?”

FEELS

Cam nhan: Cam Xxuc nao ma
nguoi dung dang co?

Thiéu kién nhan: trang tai qua
cham

Nham l4n: qué nhiéu mirc gié trai
ngugc nhau

v

Suy luén 32
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Adapted from: theproductmanager.com
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NOI NGHI
| . \ « Mong mudn, nhu cau, hy vong va wéc mo cla ho la gi?
+ Chung ta c6 thé twdng tuong ho ndi nhikng gi? + Nhitng suy nght ndo khac c6 thé anh huwéng dén hanh vi

+ Chlng ta nghe thay ho néi gi?

A UNIVERSITY
OF TRANSPORT
HOCHIMINH CITY

Toi khéng mudn nguoi
khac quan ly hoan toan tai
chinh cia minh

T6i mudn gia dinh tdi c6
da diéu kién tai chinh

Toi mubn tiép tuc phat trién
s giau c6 clia minh ngay
ca khi nghi hwu

T6i khéng mudn tré thanh
ganh nang cho ngu&i khac

Nghién ctru thi tredng clia
riéng minh va thao luan
két qua tim dworc vdi cb

van

Tham gia vao cac dién dan
tai chinh va chia sé Sé& thich
cla minh v&i nhirng ca nhan

c6 cung chi hwéng.

« Chung ta da quan sat thay hanh vi nao?
+ Chung ta c6 thé twdng twong ho dang lam gi?

Duy tri méi quan hé hop tac
tich cwe v&i cb van cta minh,
dé xuét va thao luan vé cac
chién lwoc du tw tiém ning

Nhan tin v&i cb van tai chinh

Ngén hang Nha nwéc hoac

néi chuyén v&i ho qua dién
thoai

Claudia

Pa nghi hwu, c6 dam mé

dau tw & tai chinh

Suy nght thwong
xoay quanh thé gidi
tai chinh va dau tw

Nghi réng cd 4y théng
minh hon nhirng nha dau
tw théng thwong

cua ho?

Nghi réng chon duwoc
mot nha tw van dau tw
pht hop l1a mot déng
minh tin cay

Nghi réng co 4y c6 thé chép

nhan rdi ro méc du vira maoi

nghi hwu va chi cé 1 khoan
lwong cb dinh

Fe

Cam thay lo lang vé tai
san thira ké co Ay dé lai
cho céac con (va cach tét
nhét d& dé lai cho ching)

Cam thay tran day nang
lwong v6i viéc ti wu hoa tai
san va dé lai tai san ké thira

cho gia dinh

Cam thay hao hing voi
viéc dau tw dem dén
nhiéu rdi ro cho c6 &y

khi lon tudi

Cam théy vui khi theo dbi
thi trwong hang ngay
nhw mot théi quen va duy
tri thoi quen doé

CAM NHAN

+ N&i so hai, that vong va lo lang cua ho 1a gi?

« Nhirng cam xuc nao khac co6 thé anh huwéng dén hanh vi

cua ho?
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Tuy bién phién ban: empathy map

Tuy vao muc tiéu thiét ké, hiy thém céc 6 can thiét nhw trong vi du sau:

NOI NGHI

LAM

NGHI

o
N

CAM NHAN

N

LAM

NOI NGHI

o)
/

CAM NHAN

MUC TIEU CUA USER

LAM

(e )
N

CAM NHAN

NHU CAU

vnha

CUA USER

NOI DAU CUA USER

Pain points

35
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Cac bwéc thwe hién Empathy map: o

Viét ra (sticky notes) trudc khi néi: dan ching |én cac 6 twong &rng ctia ban do
Khéng cd y twdng toi

Khuyén khich y tudng hoang dai

Tap trung vao khach hang

Moi nguwdi déu phai tham gia

Pung gio

Phat trién y twdng mdi trén y tudng cla ngudi khac

So sanh vai dit liéu thu thap duwoc (phong van, quan sat,...)

L 0 N O U kR LDNDPRE

Nhom/phan cum cacy tuong
10. Trinh bay lai két qua va thao luan

36
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UTH e,
cONG CU CONG TAC MURAL VA “POST UP”

Phan mém online Hoat ddng “Post Up”

(Nurai aEm

MES
\/ ‘ ANALME ‘

STZ ATEGY HWRIN G
nTIps://app.mural.co/ ‘ 2 "
= . i : (
‘ s
- j [ A CAS ‘C.

37
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UTH:misew — BAI TAP 1.1: THWC HANH DPONG CAM

PRACTICE

Yéu cau:

Choi trd choi “Vua tiéng Viét”, sau dé:
a) Thao luan va liét ké ra cac khach hang chinh lién quan dén Van dé cua Team
b) Lap Chéan dung khach hang (Persona map) cho nhirng KH chinh da chon dya vao cau a)

c)  Tién hanh phdng van (Phdng van) va Nghién ctru div liéu (Google, tai liéu,video,...). Dbi twong 1a nhom KH
chon & cau a).

Hay chia Team cGia minh thanh 2 Team nhd (méi Team 2-3 ngudi).
1. Team 1: 2 ngw®i phdng van nhau (dbi vai), mdt ngudi con lai ghi chép (video, audio)
2. Team 2: nghién cwru tai liéu tr Google, bao cao, dir liéu quan sat duoc...

a) Léap Ban do dong cdm (Empathy map) cho it nhat 2 nhém KH (da c6 persona map & cau b) véi di liéu gia dinh
dwoc thwe hién & cau c). Moi khach hang (vi du: Lanh dao, quan ly kho, nhan vién,...) sé lap 1 Ban do twong
rng.

38
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UTHzmuses  HANH TRINH KHACH HANG (Customer Journey Ma)

< L& cach giai thich trwc quan vé tong thé sw twong tac ctia khach hang véi

san pham/dich vu/quy trinh, tir géc do cta khach hang

AWARENESS b
,‘I
» Considers storage D loads the
ACTIONS JEbecly ol moMe dlovics. | application
compalitons offeings » Crestes an account
Social media App page Raview websites Word of mouth
TOUCHPOINTS ngQ ﬁa}
Intrigued Indecisive Eager and optimistic Satisfied
~
EXPERIENCE! __________
EMOTIONS / S

(Canva, 2024)
vnha
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Ban @b hanh trinh khach hang: Vong ddi ciia nhin vién & Cty

FPersona name
[Tén chin dung nhin
vign]

S 2 R W -t s S A S uf

Key characteristics
oac digm chinh v NY

1w wromr £ S L TE m o eg S50 mg & G

Customer Journey Map: Vi du

Myc dich va ki vong cioa nhan
vién

O f il VE o R el pbaE A e S S g e

Employee life

cycles stages
[ ng aai Ty

Attraction - Sy thu hit

Recruitment - Tugén dung

Onboarding - Gia nhip cong ty

Retention - Git chin

Development - Phat trign

Offboarding - Nghi viéc

Ambassador - bai s

1. Turrnig bae breec bUyEn wei ngi dung wy
dyng thewng hisu nkd tuyén dung

1. Map k& s trye bUYER qua may tinkhda
ban hoae thist b didang

ngi duge cdng nhan rang rii

Actions - Hinh ssng | 2. Mhap vdo quing caovize lam 42 bist |2 Trao 48 theng sugén wei nha toyéan SRR e s o) G preress peits] SR e peial
thém théng tin dung
3 Truy c3p trang tuyEn dung, s tigp 3. Tham gia phang van
hoac qua mang 83 hailquang cao viee 1am
Touchpoints Mang =3 hai TopTy Trurae khi bat 430 edng vise S
[oiEm chami Teeng tie GuEng cio vise lam? Lién hé nha tuyén dung Tap husn Ep tu@ phang ual [ eueints] fA R et} e enuchpeintel
uzi) trang tuyzn dung Phang wan Hae e phan mem
(ST [0 Gl = Esirgi " Guantim Phin khich
Cam zuc btrai nghizm T . -
Motes on pain points Wize dwa cio chio danh cu the cda cdng
p P by wac ban ma ta edng vise oo the gy AT e S i ot
- Nai dau -
nham lan
Solutions Cung cap tat e cac chi tizk can thist vz vai
- Giéi phip tri edng vise bing cach si dyng thuat LA e S P oS




UlTH:s  customer Journey Map: Muc dich

< Giap t6 chirc hoc vé KH thong qua viéc hién thi:

Sw gidi thich trwc quan vé sy twong tac tdng thé cla KH véi san pham/dich

vu/quy trinh
Cau chuyén trai nghiém cua khach hang

Tw gbc nhin cua khach hang

Cam xiic, dong luc, thanh cong/that bai clia nguoi ding déi vei timg buse (@) -j

) £
trong hanh trinh trai nghiém san pham/ dich vu/ quy trinh cua Céng ty

Xac dinh dwgc “nbi dau” clia KH va dé xuat giai phap C _’0

(MIT, 2023) 41




UTHgwwse, Hanh trinh khach hang co ban

PERSONA: CHAN DUNG KHACH HANG MUC DiCH VA KY VONG CUA KHACH HANG
(Théng tin tém tat vé khach hang) Vi du: ’ ’ ’
Vi du: Ngoc Mai, nha thiét ké Mua néi that cho nha méi. SP chat lwong, dich vu hau mai tét
Co ban Ia 4 giai doan Nhan thirc Can nhac Quyét dinh Long trung thanh
trong hanh trinh - - - -
2 (Giai doan 1) (Giai doan 1) (Giai doan 1) (Giai doan 1)
Hanh dong Click vao trang quan cdo,
(Actions) hoi 107 khuyén, doc reviews
Twong tac v Quang cdo mang xa hdi,
(Touchpoints) trlAJyen miéng, tim kiém
trén mang
Cam xuc ) —— 0 -
(Emotion) " IS 9/
Ndi dau Thi€u théng tin vé san
(Pain points) pham
Giai phap Cung cdp thong diép ro

rang, ngan gon, néu bat cac

(Solutions) diém ban hang déc ddo



Inspire
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Budc

Thém hang
vao gidé

Kiém tra

Lwa chon
phwong
thirc = van
chuyén

Lwa chon
phwong
thire
thanh toan

Két thac
giao dich

Vi du | Nha ban lé online: Su dat hang cua khach hang (mot hanh trinh nho

trong hanh trinh I&n)

Website hoat dong nhanh; mat
hang xuét hlen trong gid; s6 mat
hang trong gi® dwoc cap nhat;
phan anh chinh xac gia ca

Danh sach r6 rang cac mat hang
dwoc dat; gia chinh xac trén moi
mat hang, kha nang loai bd mot
mat hang hoac thay dbi sb Iuong
hang da dat; kha nang tiép tuc mua
sam

Gia hop ly cho van chuyén hoac
mién _phi_van chuyen phiéu giam
gia d& mién phi van chuyén; toi noi
nhanh; tay chon rd rang vé thoi
gian van chuyén va lé phi

Xo6a cac tuy chon thanh toan; thé
tin dung hoac PayPal; giao dich
thanh toan an toan (bao mat)

Trang xac nhan va email xac nhan;
tom tat vé giao dich

Can nhac/Cé cau hoi ve

Mat hang da dwoc thém vao glo hang cua téi chwa?
T6i co dang nhan dwoc gia t6t nhat chwa? M4t bao
l&u thi t6i nhan dwoc hang’P Néu tra lai thi thd tuc co
dé dang khéng? Toi cé phai tra phi van chuyén khi tra
lai hang khéng?

Tatca cac mat hang toi can déu co & day? Tai c6 nén
mua tat ca nhung ther nay? T6i co thé ap dung phiéu
giam gia nao khéng? Mat bao lau dé t6i nhan dwoc
nhirng th&r nay?

C6 nén chon tly chon nhanh hon, dat tién hon? Khi
nao t6i can nhirng thtr nay? T6i cé thé nhan dwoc mat
hang nay nhanh hon hodc ré hon t mét nha ban &
khac khéng? N6 cé dang gia khéng? C6 nén mua &
ctra hang khdng? T6i co thwe sy mudn trd $7,95 phi
giao hang cho mat hang tri gia $17,95 khong?

Viéc nay cd an toan khong? Thé tin dung cua t6i dau
nhi? Toi c6 the st dung PayPal? T6i c6 nén tao mot
tai khodn dé ho lwu théng tin thanh toan cda toi
khong?

Pa xong chwa nhi? Liéu ho sé thdng béo cho t6i khi
ho bat dau giao hang chir?

Tuong tac véi Cam xiic

Giao dién tryc tuyén

Trang @gid hang cua
website

Giao dién van chuyén
trwc tuyén

Giao _dién thanh toan,
c6 thé dén “ngoai trang”
(vi du giao dich PayPal,
Vnpay, Momo)

&

Giao dién trang web;
email

Ngudn: dua theo Microsoft



UNIVERSITY
UTH ssees:, The IdeaRocket Customer Journey

Sample Queries
¢ (wplamer videon
* Video maketing
CTA Newvletter

Sample Querwr
[valvation * Bl aamuton COMPInes
* AN non provelen
CTA: Contact

Samgie Queries
: ¢ Mow 00 you wele & sripn?
POUNIS Production ¢ Trademaria and wieo

vnha
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Example of Customer Journey Map for Online Travel Agency

schedux
mols and

oviats

* Book * Bock a few s Faumoutwige = Amarge fon s Pack uplsmdy * Ceatedigial
ot Khool iy farr by theipen reSARMNATS 5 Cack vt ATDeS 3 * #an tor hod PNte MM
vaanons ¢ Dezuss mith  + Search Nght and for dmver pock frmily heted and mesks o Send phtures
+ Find cat frends enline for hatelzhat neartry = Prttciets shd * Keep trackof during the trip %0 {rends i
sbout fanly * Resd cetslh on meets neads * Find and book tiwoel nloT thasge o an for trndy
want; "R Do t0p options of the entte accuple of Irfermatcn thit Aave transpoctason  *+ Tel people
« Review onk e tamidy e * Flan for bem 1o and from a%ous 10e
travel it O INg (IR TTSV ST hedion arpon good and bie
* Cotsense ol eRUrons t2 anc from * P fun stuff parts
arooel o Facebook
Expactations for online travel agancy  }|Customar percepnion of axpenenca: Gopd | Neurtral | Bad)
* Dook * None * Notity when = None » Notfy when * None
cheapest Mghas ara fad g are e
EMerent et hght that ¢ Meroal « Mebook
tavel e ies meets needs Fights wie hgh1s wiven
denraton: * Book thereie e esrinn
and pachag e therpent myse d maved
hotel that conncction wnaecen
meets needs
Emotional state of persona
\ﬂ
Prosde * Explore ¢ Dewlop * Exploen * Dewalop * Provide
itheraries For scross maitigle  reviews of closing “while roadvre Josing “white yroactive capebiiny o
favily cestrabons hotel from space” wath rshooking space” by rebooking enlly sharw
VGO g, lowen previom vatation based on s ding Dased on phates,
¥ opbiorne fembes on schede bng family trave's tageted fomly troweler corynents
apywhee in YALMDOS A hat Inchudes protie of'wr Bawea profis 54 detaly of
Carbbesn hatel restaurants & or farmily Srenny
RO innemry
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M6t sb hanh trinh khach hang
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Hanh trinh mua sam va s dung san pham: Nhan thirc, Can nhac, Quyét dinh,
Long trung thanh

Hanh trinh dit hang online (mdt viéc nho trong c& mét hanh trinh Ién mua sam
va str dung hang hoéa): Thém hang vao gio, Kiém tra, Chon phuwong thirc van
chuyén, Chon phuwong thire thanh toan, Két thuc giao dich

Hanh trinh cta nhan vién: Sy thu hut, Tuyén dung, Gia nhap Cty, Gil¥ chan,
Phat trién, Nghi viéc, Dai st

5 giai doan trong kho: Nhan hang, Lwu kho, Lay hang, Pong géi va Van chuyén
Quy trinh mua sam: Xac dinh nhu cau, Chi dinh yéu cau, Tim va lwa chon nha
cung cap, Thuong lwgng chi phi, Nhén,phé duyét don hang, Dat hang, Nhan va
phé duyét don hang, BPanh gia hiéu suat cia nha cung cap.

47
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BAI TAP 1.2: THUC HANH XAY DUNG HANH TRINH KHACH HANG
(CUSTOMER JOURNEY MAP)

Yéu cau: Xay dwng hanh trinh khach hang

a) Xay dwng hanh trinh khach hang cho Van dé ma Team d3 chon & Bai tap chuan bi.

b) Khi hoan thanh: mét ngwdi hay trinh bay va ca nhom phan bién, ra soat lan cudi
cung.

Luu v: Doc huéng dan trong phan bai tap

48
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IJ'TH s Sy khdc nhau gitta Empathy map va Journey map

Ban d6 dong cam va ban doé hanh trinh KH déu dwoc str dung dé hiéu ré hon vé KH nhwng chiing

tap trung vao cac khia canh khac nhau:

< Gia st ban dang tao ban d6 hanh trinh khach hang lam hanh trinh du lich cho khach hang cta minh.
Vé co ban, noé thé hién toan bd sw twong tac cia ho véi doanh nghiép cla ban, tir dau dén cubi. N6

bao gdbm nhirng thir nhw diéu ho dang nghi va cdm nhan & tirng giai doan.

4

% Tuy nhién, ban dé dong cam giéng nhw viéc di sau vao tam tri KH hon. N6 gitp ban hiéu dwoc cdm
xUc, nhu cau va muc tiéu cia ho. N6 gidbng nhw mét bire anh chup nhanh nhirng gi dang dién ra

trong dau ho trong modt 1an twong tac cu thé.

L0

» Vi vay, ban dé hanh trinh khach hang hién thi birc tranh toan canh ve trai nghiém caa khach

hang, trong khi ban dé dong cam gitp ban c6 cai nhin can canh vé cam xuc cua ho.

vnha
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UUTH ¥ misen — Empathy va Journey maps két ndi véi Design Thinking?

HOCHIMINH CITY

Desing Thinking: Dong nao
Empathy: két hop moi th lai véi nhau, tap Customer Journey: Hiéu trai
Hiéu nguwdi dung trung vao nguoi dung nghiém, toan bo cac budc trong
hanh trinh cta nguoi dung

(Nhu cau, ndi dau, cdm xuc...)
@\ CUSTOMER o

JOURNEY
MAPS PURCHASE ‘ 2
Q Q Em path ic HHARENESS L[ _‘“ 3 -
W=
Centered B W i
® vsnse

' EvALUATION

Vi du: Nguwoi dat hang online
Thi€u thong tin vé SP, khong ho tro linh
hoat thanh todn, khéng chic chan vé
don hang online,...

Vi du: Nguweoi dat hang online

Thém hang vao gid, Kiém tra, Chon
phwong thtre van chuyén, Chon
phwong thire thanh toan, Két thac giao
dich

Design
prototype ideate

vnha
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