BAO CAO NGHIEN CUU

"Thd N&m, 16 thang E

MUc do hai long
clia ngudi dung vé cdc
Nén tdng nhan théng
bdo tu Doanh nghiép

Thang 08, 2024



NOI dung
01. Téng quan

Téng quan bdo cdo,
Gidi thich khai niém
va Phuong phap
nghién cldu

frang 03

02. Nguai dung
chon nén tang
théng bdo nao?
MUic d6 can nhdc cla
ngudi dung vdi cac
nén tang nhan théng
bdo tu Doanh nghiép

frang 09

03. Ngudi dung
danh gia ZNS nhu
thé nao?

Muc do hai long cua
ngudi dung ZNS

frang 16

04. Tong két

Ggi y cho

Doanh nghiép va
cdch Ung dung ZNS
hiéu qua trong

chdm sé¢c Khach hang

frang 26



Téng quan bdo cao
Gidi thich khai niém
& Phuong phap nghién ciu




Téng quan bao cdo

Bdo cdo
cung cap

Théng tin téng quan vé
cdc nén tdng nhdn théng béo

Ti & nhdn thong bao CSKH tu doanh
nghiép trén cac nén tédng & muc do

hai long vai cac thong bdo doé

«  Mic dd can nhdc vé nén tdng ma
Khéch hang mudn nhén céc théng
bdo CSKH tu Doanh nghiép

« Muc do tuong tac v8i Doanh nghiép
trén cac nén tang sau khi nhéan théng

bdo & muc dich tuong tac

«  Hinh dnh théng bao CSKH trén cac

nén téng trong mat Khach hang

v

MUc do hai léng cua
ngudi nhan théng bao ZNS

+  Mlc dd nhan biét théng bdo ZNS

(Zalo Notification Service)

« Phan loqi cac théng bdo ZNS
(theo dd tudi, ndi dung, ngdnh

hang, tan suat)

« Phan tich chi tiét mic dé hai long

cua ngudi nhdn théng bdo ZNS

+ Gdivy, dé xuat cho Doanh nghiép
st dung ZNS
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Téng quan bao cdo

11
Brand name @
Tai khoan OA

Brand name guri théng bdo téi so dién thoai
0909978XXX

)

psum dolor sit amet, consectetuer adipiscing sit sed Nl

| EE] [EE e [2el 2l @] [Be] [EE 2]

'RI AN KHACH HANG

>am on quy khach Thuy Duong cé ma khach
ang VT254657 da tin tudng st dung dich vu tai
Nha hang cua ching téi trong sudt thoi gian
Jua.

Nha hang Brand Name danh tang ban voucher
/2845 tri gia 15%, thoi han dén 23/05/2024 ap
jung tai tat ca cac chi nhanh cliia Brand Name
rén toan quéc.

bat ban véi Voucher ngay

Xem truéc Menu

(@)
(

Tin nhan ooo

N

Bdo cdo nay dugc
Doanh nghiép
sU dung dé?

Hi€u hanh vi khach hang
@ Trong viéc cén nhdc vé nén tang nhan théng bao
va cac ki vong lién quan cua Khéch hang

9:41 oll ¥ (==
Super Market P @ % @ -

a Techie @
Tai khoan 0A

Tai khoan OA

Techie guri théng béo tdi sd dién thoai
0909978XXX

o Super Market P guri théng bdo tdi s6 dién thoai

&3]
G 0909978XXX G

W\ Techie

M2 xac thuc cla ban l1a

371232 O

Tuyét di KHONG chia sé ma xac thuc cho bat
ky ai dudi bat ky hinh thirc nao. Ma xac thuc c6
hiéu luc trong 5 phut.

# superMarket P

Guri Xuan Hanh ma giam gia 70.000d

Khi dat hang truc tiép tai shop, giam truc tiép
lén dén 70.000d, cho don hang trén 200.000d,
tir nay cho dén hét 12/03/2024.

a Luu vao vi QR >

Ban cédm thay phién? Béo xau

Giam 70.000d
Hoa don trén 200K
HSD: 00:00 31/02/2024 - 23:59 12/03/2024

Ma: KM123456669890000000

Mua hang ngay

Lién hé CSKH

Cai thién chat lugng CSKH

3 »

Bang cdch duy tri cdc diém manh cla céc
kénh thong bao va cai thién cdc nhugec diém

Ly

SU dung ZNS mot cach hiéu qua

Dé ndng cao trdi nghiém Khach hang va
toi uu hoat dong kinh doanh

Ban cam thay phién? Bdo xau

Tin nhén ooo

HO
|

Tin nhin ooo

O
|

W/

A
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Téng quan bao cdo

Gidi han & Nguyén tdc stif dung bdo cdo

Ol

Sai s6 & Pham vi dif liéu

Khdao sat dudc thiét ké va thuc hién
dua trén sy xem xét va chdp thudn
vé tinh sai s6 cho phép dua trén sé
mau khdo sat va phuong phap lay

mau cta du én

K&t qud trinh bay trong bdo cdo
phdn d&nh théng tin tai thdi diém
thuc hién khdo sat

02

Muc dich st dung bdo cao

Bd&o cdo chi nhdm muc dich cung cap
théng tin. Intage Vietham khéng dua
ra bat ki bdo ddm hay cam két ndo vé
két qud cu thé dua trén théng tin cung
cap. Quyét dinh kinh doanh dugc dua
ra dua trén ndi dung bdo cdo la do
Doanh nghiép chiu trach nhiém, va
Intage Vietnam sé khéng chiu trach
nhiém vé bat ki hdu qua ndo phét sinh

tU viéc st dung théng tin nay

03

Ban quyén va chia sé

Bdo cdo dugc Intage Vietham & Zalo
Cloud cung cdp céng khai, mién phi.
Vui ld6ng khéng cat ghép, chinh sla,
ldm thay déi hodic truyén tai sai léch
noi dung bdo cdo. Cac hoat dong chia
sé lai ndi dung ctia bdo cdo (mdt phan
hodc todn bd) bao gébm nhung khéng
giGi han trén cac phuong tién truyén
théng dai ching can dugc su dong vy

cua Intage Vietham & Zalo Cloud

Copyright



Gidi thich

Cac khai niém & Thudt ngi

ZALO: Ung dung nhdn tin va goi dién
pho bién nhat tai Viét Nam. Tinh dén
cudi thadng 8/2024 Zalo c6 hon 77
triéeu ngudi dung hoat ddéng hang
thang va gan 2 ty tin nhdn hang ngay

ZNS: Viét tat cla Zalo Notification
Service la gidi phdp gui thong bdo tu
Zalo OA clia Doanh nghiép dén ngudi
dung cé s dung Zalo trén thiét bi di
déng. Chi tiet  vé ZNS:
https://zalo.cloud/zns

ZNS XAC THUC: La& logi ZNS chia
mot day sé hodc ky tu ding dé xac
nh&n dang nhdp cac Ung dung online,
tao tai khodn méi, xac nhan déi mat
khdu, xac thuc tai khodn, xac thuc
giao dich,..)

NGUGI DUNG: La Khach hang nhdn
théng bdo tu Doanh nghi€ép qua cac
kénh chdm séc khdch hang ma
Doanh nghiép sU dung. Ngugi dung
c6 thé la Khach hang tiém ndng hodic
Khach hang dd muaq, st dung sdn
phdm, dich vu ctia Doanh nghiép

HINH ANH THUGONG HIEU (brand
image): La nhén thic vé thuong hiéu
trong tGm tri ngudi dung. Bugc hinh
thanh dua trén su tucng tac va ftrai
nghiém cua ho vdi thuong hiéu. Cu
thé trong bdo cdo Id nhan dinh cla
ngudi ding vé cac théng bdo CSKH
trén cac nén tdng nhan théng bdo

TIN NHAN HAY THONG BAO CHAM
SOC KHACH HANG (CSKH): La tat ca
cdc tin nhén/ théng bdao dugc gui tu
Doanh nghiép dén ngudi ding cudi
théng qua cac nén tang

DIEM NPS (NET PROMOTER SCORE):
La chi s6 do ludng su hai 1dng va miic
dd Khach hang sén sang gidi thiéu cho
ngudi than, ban bé vé Doanh
nghiép/nhdn hiéu. Chi sé dugc finh
béng Ty 1é Khéach hang hai long & Sé
giGi thiéu (Diém 9-10 trén thang diém
10) tru Ty Ié Khach hang khong hai
lobng & Sé khéng gi6i thiéu (Piém 0-6
trén thang diém 10). Chi s6 c6 thé tu
-100 dén 100, véi diém s6 cao hon cho
thay su hai ldng va long trung thanh
cao hon tu phia Khach hang

Copyright



Phuong phap & Déi tugng nghién clu

Khdao sat truc tuyén 1,000 ngudi

da tlng nhan it nhat 1 thong bdo chdm séc khach hang tif bat ki nén tang ndo (Vi du: Facebook Messenger, Zalo,
Viber, tin nhan SMS, email, v,v.) trong vong 3 thdng qua (05/2024 - 08/2024)

Gidi tinh Nam/ N 20 - 50 tudi Tai 8 khu vuc
35 - 50 tuoi
34% 20 - 27 tuoi
42%

28 - 34 Tu€~

24%

TP. H6 Chi Minh
Ha Noi

Da Néng

. Can Tho

Hai Phong
Bdc Ninh

Pong Nai

© N O O ~ N D=

Binh Duong
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XX —
Mic d6 hai léng & can nhdc cla

ngudi dung véi cac nén tang

nhdn théng bdao tu Doanh nghiép

% é

\f {




Tong quan trong cac kénh théng bdo ctia Doanh nghiép, Zalo dugc ngusdi diing st dung
phé bién dé nhan va tuang tac véi cdc thong bao CSKH, dong thgi la nén tdng ho
mong muon Doanh nghiép gui théng bdo trong tucong lai

Ti LE NHAN - TUONG TAC - CAN NHAC VGBI cAC NEN TANG NHAN THONG BAO TU DOANH NGHIEP

Z QI o SMS Facebook Messenger Email
Py \ 43% ) 67% ) 56%
1. Nhan théng bdo CSKH tu DN 259
2. Tuong tac véi DN sau khi nhan
A . o , Ung dung DN TikTok Instagram
3. Can nhac nhén théng bdo CSKH 5% |
B 25 B 22% g
) 56% ) 56% ) 33%
B 6% B 2% | 2%
5% y 5%
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Chi tiét vé mic d® mong mudn, Zalo ding ddu trong danh sach cac nén tang dudgc
ngudi dung uu tién can nhac nhéan thong bao CSKH tu cac doanh nghiép, nhan hang

MUC DO CAN NHAC VE NEN TANG MONG MUON NHAN THONG BAO CHAM SOC KHACH HANG

Zalo 37% 44% 5%

@ sms 16% 45% 15%
N Email 28%
ﬂ Facebook Messenger 10% 44% 19%
23 Ung cyng DN
o’ TikTok 4% 19% 40%
O] Instagram % 10% 55%
B Nén tang duy nhat t6i muén B Mot trong 2-3 nén tdng t6i mudn
Mot trong s6 nén tang t6i muén T6i khdong mudn nhdn tin nhdn ti nén tang nay

Cau héi: Anh/chi mong muén cdc doanh nghiép/nhén hang gti tin nhén chém séc khach héng cho minh théng qua nén tdng ndo dudi day?
Cau trd IGi: Dua trén 1,000 ngudi tham gia khao sat

Copyright© INTAGE VIETNAM LLC. All Rights Reserved. |
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Cac théng bdo CSKH cua doanh nghiép trén Zalo nhan dudc su hai Idng ti ngudi diing va
s@n ldng gidi thiéu cho ngudi than, ban bé vé doanh nghiép. Diéu nay thé hién & diém NPS
cao nhdat trong s6 cac nén tang nhan théng bdo

MUC DO HAI LONG & KHA NANG GISI THIEU DOANH NGHIEP, NHAN HANG DEN NGUGBI THAN, BAN BE

Email Ung dung DN Facebook Messenger

TikTok Instagram

S/

18%

34%
NPS Giadi thich

-100-0 NPS Khéng tét

23

N

0-50 NPS Binh thudng

ZQIO 14% 11% 18%
5% 37 P 34 b 27 b
Diém NPS
SMS
24 44°/.

50-70 NPS Tét

70 - 100 NPS Rat tot

= Khach hang hai long va sé gisi thiéu (9-10 diém) Khéch hang trung Iap (7-8 diém) Khach hang khéng hai ldng va sé khéng gidi thiéu (0-6 diém)

Cau héi: Xin cho biét mic dé hai ldong vé tin nhdn chdm séc khach hang nhan dudc i cdc nén tadng dudi day va khd ndng anh/chi san long
ké cho ngugi than/ban bée cua minh vé doanh nghiép/nhdn hiéu?

Cau trd I8i: Dua trén nhitng ngudi nhdn tin nhdn chdm séc khach hang trén tiing nén tang trong 3 thang qua
Copyright© INTAGE VIETNAM LLC. All Rights Reserved. | 12



Piém ndi bat va tao nén su khéc biét gilta théng bao CSKH trén Zalo véi cdc nén tang khac lé
N&i dung dudc kiém duyét, it théng bdo rac

HINH ANH THONG BAO CSKH TREN CAC NEN TANG [RCEECUUCIELUELTCILETELEL)
hinh anh thong bao CSKH trén Zalo

Hinh thic, giao dién bat mat 77% ‘ 1
Noi dung dugc kiém duyét, it théng bao rac 73% I 7
Tan sudt via di, khéng thay phién 739 I 3
Ca nhan héa ndi dung 76% 0
C6 kénh phdn hdi/ddanh gia/lién hé khi cén 259 -4 |
Théng bdo dén ttf doanh nghiép/nhdn hang tin tudng 799, _5 I Xanh la: Biém ndi troi cla nén tang
Xam: biém khong co su khac biét
Diém binh ghud’n héa <-7 hogc >7
Tién Igi trong viéc quan li cac don hang/lich/suy kién/vé 75% A R e el v e i mén g

-®-Zalo (n=816) -A-Facebook Messenger (n=552) #-Instagram (n=73) —TikTok (n=217) & SMS (n=737) -AEmail (n=449) - Ung dung DN (n=279)

CAau hoi: Sau day Ia mét sé nhan dinh vé TIN NHAN chdm séc khdch hang trén cdc nén tang. Anh/chj vui ldng chon cdc nén tang
phu hgp v&i tung cau nhan dinh dudi day
Cau 1rd I8i: Dua trén nhitng ngudi nhan tin nhan chdm séc khach hang trén tting nén téng trong 3 thang qua
Copyright© INTAGE VIETNAM LLC. All Rights Reserved.| 13



Theo tiing nhém déi tugng, hinh anh cta théng bdo CSKH trén Zalo dugc nhém khach hang
hai long danh gia cao. Trong khi do, nhém khach hang trung Iap it an tugng hon vé ndi dung
dudgc kiém duyét va su cdé san kénh phan hoi so v8i nhém hai long

HINH ANH THONG BAO CSKH TREN ZALO CHI TIET THEO MUC PO HAI LONG

Hinh thic, giao dién bat mat 84%
N&i dung dugc kiém duyét, it théng bdo rac 83%
Tan sudt via da, khéng thay phién * 83%
Ca nhan héa ndi dung 83%
Cé kénh phan hbi/ddnh gia/lién hé khi can 84%
Théng bdo dén tif doanh nghiép/nhdn hang tin tudng 81%
Tién Igi tfrong viéc quan li cac don hang/lich/su kién/vé 829%

W Khach hang hai 1dng va sé gidi thiéu (9-10 diém)

CAau hoi: Sau day Ia mét sé nhan dinh vé TIN NHAN chdm séc khdch hang trén cdc nén tang. Anh/chj vui ldng chon cdc nén tang
phu hgp v&i tung cau nhan dinh dudi day
Cau tra Igi: Dua trén 816 ngudi cé nhan tin nhdn CSKH trén Zalo trong 3 thang qua

Copyright



Ngudi ding sau khi nhan théng bédo sé tuong tac véi Doanh nghiép qua Zalo cha yéu dé
cap nhdat trang thai giao dich, v@n chuyeén, lich hen

MUC DICH TUONG TAC VOI DOANH NGHIEP, NHAN HANG THONG QUA ZALO

Cdp nhat trang thai giao dich/ van chuyén/ lich hen . 58%
Nhén théng tin vé su kién/ théng bao/ théng tin kinh doanh,... ciia doanh nghiép

Mua hang/ Yéu cau tu van san pham

Hoi théng tin chuaong trinh khuyén mai, phucng phap déi thudng/ déi vouchers,...

Yéu cau hé trg sau khi mua hang

Cép nhat théng tin vé tai khodn

Gép v, than phién
Nhdn théng tin meo/ 18i khuyén ti chuyén gia

Cau héi: Anh/chi tuong tac véi cdc doanh nghiép/nhdn hang théng qua céc nén tdng dusi day nham muc dich gi?

Cau tra ISi: Dua trén 583 ngudi tusng tac véi doanh nghiép/nhdn hang thong qua Zalo
AN




MUlc do hai long cua
ngudi dung vdi thong bao
Zalo Notification Service (ZNS)

_—

=




Trong do, ti 1&é nhan biét 8 nhém tudi tré U 20 - 27 tudi va
28 - 34 tuoi cao han so v8i nhom tuoi I8n tu 35 - 50 tuoi

60%

Ngudi tham gia khdéo

MUC DO NHAN BIET VE ZNS THEO PO TUOI

sat biét ré vé Zalo 20 - 27 1Uéi _ oo
Notification Service la
dich vu gti thong bao )
chdm séc khach hang 28 - 34 tuo 33%
frén Zalo

m Biét rd Khoéng chéc/ khéng biét

Cau hoi: Nhan dinh ndo dudi day phi hgp nhat véi anh/chi? (biét ré/ khong chac/
khong biét ZNS la dich vu gui thong bdao chdm soc khach hang trén Zalo)
Cau tra Igi: Dua trén 1,000 ngudi tham gia khdo sat
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0
9 1 /O ngudi tham gia khdao sat nhan dugc théng bdo ZNS trong 3 thang qua.

Trong dé, théng bdo ZNS 16i 1 cac nganh hang Tai chinh, Ban |é Ia phé bién

ﬁ& DEE

7 Jp=inl
56% 55%
Tai chinh Ban lé

B =
N\ .
— ==
27% 22%
Du lich - L&t hanh Giao duc

((g)) 5

45%

Buwu chinh vién théng

Qs
15%

Nha hang va Khach san

THONG BAO ZNS TU CAC LINH vuUcC

2

41% 33%
Tién ich va
Dich vu hanh chinh

Dich vu lam dep va
Cham séc sirec khode

2

9% 335%
Bat dong san Khac (Chuyén phat
nhanh, giao hang, v.v.)
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Nhin chung, ngudi nhdn hai long v&i thong bdo ZNS.
Nhiing ngugdi cam thdy trung Iap v8i thong bdo ZNS tap trung d nhém tudi tre
tif 20 - 27 tudi nhiéu hon

1% MUC PO HAI LONG VE ZNS CHI TIET THEO PO TUOI

20 - 27 tuoi 81% 18% 1%

28 - 34 tuoi 84% 15% B2

(o) 2.
84% 35 - 50 tudi 87% 1%

@ Hai long B Trung lGp m Khdng hai long

Cau hoi: Nhin chung, mudc dé hai Iong cua anh/chi khi nh@n dugc théng bao ZNS la?
Cau tra Igi: Dua trén 915 nhan dugc tin nhan ZNS trong 3 thang qua
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cu thé, Théng bdo ZNS Xac thuc va ZNS Cap nhét thong tin giao dich

co ti 1é hai l1ong cao hon so véi cac loai thong bdao con lai

S6 Iugng hgudi nhén
tung loai théng bdo (*)

MUC DO HAI LONG VE ZNS CHI TIET THEO MUC PiCH GUI THONG BAO

O zns cap nhat giao cich ||
583 nguoi nhan

02% ZNS Hou ma b
566 nguoi nhan

4% zns xae o |
392 nguoi nhan

42% ZNS Cgp nhat sén phdm, dich vy b
385 nguoi nhan

57% ZNS Cp nhat thong tin i khodn b
336 nguoi nhan

(*) Dua trén 915 ngudi nhdn dugc mHailong ®Trungl@p  Khong hailong

tin nh&n ZNS trong 3 thadng qua

Cau héi: Mic dé hai ldong cia anh/chi khi nhén dugc cac logi tin nhén ZNS dudi day la nhu thé ndo?
Cau tra Igi: Dua trén so lugng ngudi nhan dugc tung loai tin nhan ZNS trong 3 thang qua

Copyright© INTAGE VIETNAM LLC. All Rights Reserved.| 20



Ly do chinh khién
ngudi dung hai long
vé théng bdo ZNS la

B& cuc rd rang,
Su tién Igi,

N

Tan Suat via da,
NOi dung dugc

kiém duyét

Cdu hoi: Nhiing diém anh/chi hai léng
khi nh@dn dugc tin nhdn ZNS la gi?
Cau trad IGi: Dua trén 766 ngudi

hai Iong khi nhdn dugc tin nhan ZNS

NHUNG DIEM HAI LONG KHI NHAN PUGC THONG BAO ZNS

59%

B6 cuc & ndi dung
thong bdo ro rang,
de hiéu

\

47%

Théng bdo dén tu
doanh nghiép, nhan
hang t6i tin tudng

56%

Tién Igi trong viéc
quan li cac don hang,
lich, su kién, vé cua to6i

56%

Tan suat nhén théng
bdo khuyén mai vua
du, khong thay phién

46%

C6 sdn cdc kénh dé t6i
phdan hoi, danh giq,
lién hé khi can

46%

Cdc théng bdo khuyén
mdi co tinh cad nhan
hoa, phu hgp vai
nhu cau cla toi

53%

NGi dung théng bao
khuyén mai dugc kiém
duyét, it thong bdo rac

42%

Théng bdo chdm séc¢
khach hang ¢6 hinh
thuc, giao dién bat mat
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NHUNG DIEM CHUA HAI LONG KHI NHAN bUGC THONG BAO ZNS

42% Trong khi dél'.l'hﬁlzg bdo ~
khuyen mai khong phu hgp

V(Si' nhu cdu la Iy do 18n nhdt

khién ngudi ding chua hai long

22% Q 25% v@8i thong bdo ZNS

Tan sudt nhan théng bdo khuyén NGi dung khuyén mdi chua dugc Ngodi ra, tan sudt nhiéu, noéi dung

mdi qud nhiéu (thay phién) kiém duyét, khéng c6 gid tri sU dung khuyé'n mdi chua dudc kiém duyét va
khéng cé cach dé lién hé khi can ciing 1
nhiing yéu t0 anh hudng dén su hai long

24% /'4 cua ngudi dung khi nhan thong bao ZNS

Cac théng bdo khuyén mai khéng phi hgp véi nhu cau cua 16i

Toi khéng biét phai lién hé véi ai/
nhu thé ndao khi cé thdc mac

Cau hoi: Nhiing diém anh/chi chua hai long
khi nhan dugc tin nhan ZNS la gi?

Cau trad IGi: Dua trén 149 ngugi chua hai long/
trung Iap khi nhdn dugc tin nhadn ZNS
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2-3 |an/tudn la tén sudt phit hgp ma ngusi ding sén 16ng nhan théng bao ZNS.

Trong dé, nhém tudi tré sé@n ldng nhan véi tan sudt nhiéu hon

TAN SUAT SAN LONG NHAN THONG BAO ZNS

2.4 lan/tuan 2.5 lan/tuan 2.6 lan/tudan 2.2 lan/tudan

7% 6% 59% 10%
1% 2% 19%
Binh qudn cdc nhém tudi 20 - 27 tudi 28 - 34 tudi 35 - 50 tudi

Cau hoi: Anh/chi s@n Id6ng nhan cac tin nhdn ZNS vai tan suat nhu thé ndo?
Cau tra IGi: Dua trén 915 ngudi nhdn dudgc tin nhan ZNS trong vong 3 thang qua

B Moi ngay
H4-6lan/1 tuan
®2-3lan/1 tuan
11an/1 tuén
®2-3lan/1thang
11an/1 thang

It thudng xuyén hon
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TAN SUAT SAN LONG NHAN THONG BAO ZNS CU THE THEO MUC DO HAI LONG

2.4 2.6

lan/ tudn lan/ tudn

La tan sudt trung binh La tan sudt trung binh déi véi
ngudi dung sdn ldbng nhdn ~ nhém Hai 1éng véi thong bdo ZNS.
théng bdo ZNS tu Tan sudt ndy cao hon so v8i nhém
doanh nghiép, nhdn hang Chua hai long/Trung lap

Cau hoi: Anh/chi s@n Id6ng nhdn cac tin nhdn ZNS vai tan suat nhu thé ndo?
Cau trd IGi: Dua trén 915 ngudi nhan dugc tin nhan ZNS trong vong 3 thang qua

Ld tan sudt trung binh
ddi v8i nhém
Chua hai long/Trung lIap
vGi thdng bdo ZNS




Trong cdac loai théng bdo ZNS,
cé ti 1é ngudi dung sé@n Idng nhan thém cao nhat

MUC DO SAN LONG NHAN THEM CAC LOAI THONG BAO ZNS

9:41 ol F ) e 9:41
Super Market P @ Brand name @
€ Tiikhoinon 28 000 € ikhoino

Super Market P gui thong bao tai s6 dién thoai
0909978XXX

Brand name guri thong béo t6i s6 dién thoai
0909978XXX

P =
o B =]
0909978XXX G G

J) Produc

#® superMarket P

Khdch hang Tran Ngoc than mén, Giri Xuan Hanh ma giam gia 70.000d
Cém on Quy khéch da tin tudng va sir dung sén
pham clia chung toi.

Gri khach hang véi ma thanh vién Z127, khi dat
hang truc tiép tai shop, giam truc tiép Ién dén
70.000d tir nay cho dén hét 12/03/2024.

Khach hang Tran Ngoc Xin chao <customer_name>

Bja chi 182 Lé bai Hanh, Phudng 5,

D Luu vao vi QR >
Quan 11

Chuc Hang thanh vién ma <member_id>
vira dugc nang han thanh cong:

Hang thanh vién mai: <level>

Thoi diém xét hang tiép theo: <date>

Ban Ngé Tuan Anh (ID: 10644) than mén,

BRAND NAME théng bdo lich nghi Ié Gi6 T8
Hung Vuong 2024

Giam 70.000d
Hoa don trén 200K
HSD: 00:00 31/02/2024 - 23:59 12/03/2024

|’ || | ‘| ||| |||| || I Xem chinh sach Uu dai thanh vién
Ma: KM123456669890000000 Truy cap website

Mua hang ngay

Lién hé CSKH

M4 khéch hang 10298989
275,000 VNB
Vao ky 10/2023

Q, Lién hé CSKH

Tra ctru théng tin

DA thanh todn

Thai gian nghi 10.03 &m lich (nhdm ngay

|||| YEU CAU THE MEMBERSHIP 18.04.2024)

Lam viéc lai 19.04.2024

ZNS Cap nhdt giao dich ZNS Hau mai ZNS Cap nhat thong tin tai khodn ZNS Cap nhat san pham, dich vu

79% 69% 63% 58%

Cau héi: Mlc dé anh/chi sdn 1dng nhén thém cac loai tin nhén ZNS dudi day la nhu thé ndo?
Cau tra Igi: Dua trén 915 nhan dugc tin nhan ZNS trong 3 thang qua
Copyright© INTAGE VIETNAM LLC. All Rights Reserved.| 25



Tong két




Co hoi cho doanh nghiép

> Trong sé nhiing ngudi da nhén théng bdo ZNS, nhém Hai léng
dang chiém ti & 18n, va c6 tan suadt mong mudén nhdn thém ZNS

cao hon so v8i nhém Trung Iap/ Chua hai long I il T -

< Super MarketP @ N @ .

Tai khoan OA

> Nhém Trung Igp tap trung nhiéu hon & nhém tudi tré 20 - 27
tudi. Pay cling Ia nhém cé sy nhén biét vé ZNS cao hon va tan [ oober Market P odithong blotdi o dignthoal
sudt s@n Iong nhén cac théng bdo ZNS nhiéu hon so v8i nhém tudi

16n 35 - 50 tudi
# SuperMarket P

> Trong sé cdc loqi théng bdo ZNS, théng bdo ZNS Cép nhat Sy an Hanh md gidm gid 70,0000
théng tin giao dich (xac nhan mua hang, giao hang, thanh Sl 2 i ma thanh vien 2127, khi dat
todn,..) dudgc ngudi diing hdi 1dng va cé i Ié sdn sang nhén thém | < Riem® @ ticp tai shop, gidm truc tiép lén dén
cao hon so véi cac logi théng bdo con lai. Xu huéng nay cling phd i smdmmevrgnsouissommue |1 1% €10 G0 RELT2/03/2028

ru vao vi QR >

bién 8 nhém ngudi tré ti 20-27 tudi

» Bén canh dbé, ZNS hdu mai cling la logai thong bao ma ngudi dung / 7?023;'1
thudng xuyén dugc nhdn, fuy nhién co nhiing y kjé’n danh gid rdng : BIRTHDAY [ G i L) [
thong bdo khuyén mdi chua phu hgp véi nhu cau ngudgi dung, do >4 g Tl
dé dnh hudng dén muc dé hai Iong cua ngudi dung vai théng bdo Xin chao 66 Thiy Duang “ H ”“ ”“”IH“ calo s
ZNS ndi chung s 56 ki ng MSEZ: ';?5 ';'.li”,?h‘;‘f, ) o iy ol
rand Nome danh tang ban voucher 30% & ME: KM123450653300000000 [ 27 2o e
» dung cho tat ca ;h mién phi
— Vi vay, bén canh viéc tiép tuc duy tri nhom Khach o e . o o
hang Hai long khi nhan ZNS, Doanh nghiép c6 thé
chuyén d&i nhém Trung 1ap thanh Hai 1ong béng cach

tdp trung vdo nhém khéch hang tré 20-27 tudi, véi
viéc lua chon cdac loqi thong bdo & xdy dung néi dung
sao cho phu hgp v8i nhu cau clia ngudi dung

Ban cam thady phién? Bdo xau

han 000

(@)

Tin nhén




Ggi y hanh déng cho Doanh nghiép

Duy tri va nang cao muc dé Hai long cua ngudi dung khi nhdn thong bdo ZNS:

Ol

Ca nhdan héa ndi dung
théng bdao hdu mai

Phan khic khach hang:
Phdn loai khach hang dua
trén lich st mua hang, sdé
thich va& nhu cau cd nhan dé
gui cac thong bdo phu hgp
hon vg&i tung nhém khach
hang cu thé

ba dang ndi dung: Xay
dung da dang cdc ndi dung
tuy thudc vao tung phdn
khic khdch hang, tung do
tudi khac nhau. Mai ndi dung
nén tap trung vao nhiing
théng tin san pham, dich vu
mda ting nhém ddi tugng
khach hang dang quan tdm

02

Noi dung théng bao
ré rang va co gia tri

Kiém duyét néi dung: badm
bdo thong bdo dugc gui di
déu da qua kiém duyét dé
tranh 16i ngll phap, théng tin
sai léch hodc khong lién quan

Tao ndi dung gid tri: Moi
théng bdo can mang lai gi
tri sU dung va phu hgp vai
nhu cau cla khach héang

035

Kiém sodt tan sudt
gui théng bdo

T6i uu héa tan sudt: Thuc
hién gui théng bdo véi tan
suat phu hgp khodng 2-3
lan/tuan, v8i nhém ngudi
dung tré 20-27 tudi cé tan
sudt san Id6ng nhan cao hon
l& 3-4 lan/tudn

GUi théng bdo chon tan
sudt: Cho phép Khach hang
chon tan sudt nhan théng
bdo CSKH ngay lan dau két
noéi théng qua ZNS dé tranh
ldm phién do tan sudt qud
nhiéu, dnh hudng t&i trai
nghiém cua Khdch hang

Copyright

04

bam bdo kha ndng
lién lac khi can thiét

Cung cdp théng tin lién hé:
Théng bdo nén bao gém
cdc cach dé Khach hang cé
thé lién hé v8i Doanh
nghiép nhu sé dién thoai
CSKH, dia chi email hodc
lién két t8i trang ho trg

Tich hgp chatbot ty dong:
Doanh nghiép cé thé tich
hop chatbot hodc ho trg
truc tuyén trong théng bdo
dé kip thsi giai quyét yéu
cau cta khéach hang



TRAN TRONG

Bdo cdo dugc thuc hién bdi cong ty nghién cdu thi ’rrUdng Intage
Vietnam - thanh vién MRA, cam két chat Iucng du an theo quy
chuan nghién clu thi ’rrUdng clia ESOMAR va tiéu chudn quéc té
ISO 20252 - tiéu chudn héa danh riéng cho nghién clu thi
trudng, dugc chiing nhdn bdi Vién Tiéu chuan Anh.

Cam on Quy Doanh nghiép dé danh théi gian dé tham khdo va
nghién cliu bdo cdo trén. Zalo Cloud hy vong rdng Bdo cdo sé
mang dén nhiing gid tri, théng tin hilu ich cho Doanh nghiép
trong hanh trinh xdy dung va ndng cao trai nghi€ém Khach hang
vGi su ho trg cua Zalo Notification Service.




	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13
	Slide 14
	Slide 15
	Slide 16
	Slide 17
	Slide 18
	Slide 19
	Slide 20
	Slide 21
	Slide 22
	Slide 23
	Slide 24
	Slide 25
	Slide 26
	Slide 27
	Slide 28
	Slide 29

