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TOM TAT

Bai viét danh gid hoat dong Digital Marketing tai Cong ty C6 phan Thuwong mai Dich
vu Spark Stars trong béi canh chuyén doi s6. Nghién cieu sir dung phiong phap dinh hrong
théng qua khdo sat 250 khdch hang két hop véi phan tich cdc chi sé tai chinh marketing gom
Customer Acquisition Cost (CAC), Customer Lifetime Value (CLV) va Marketing Return on
Investment (MROI). Két qud cho thdy Facebook la kénh Digital Marketing hiéu qud nhat
trong viéc tiép cdn va twong tac véi khdach hang, trong khi TikTok va Website han ché vé kha
nang chuyén déi. Phan tich phéu chuyén doi khach hang cho thdy ty 1é chuyén doi tir khach
hang tiém nang sang khdch hang thiee té con thdp, ddc biét doi véi nhém khach hang B2B
tiép cdn qua Google Search véi ty 1é chuyén doi chi dat 12%. Cdc chi s tai chinh marketing
nhw chi phi thu hit khdch hang cé xu hwéng ting va hiéu qud dau tw marketing chwa cdi
thién twong xitng. Trén co s& do, nghién civu dé xudt gidi phdp ndng cao hiéu qua Digital
Marketing, gom ving dung Marketing Automation, trién khai HubSpot CRM, t6i wu héa quy
trinh quan 1y khdch hang tiém ndng va tang cuong do lwong hiéu qud hoat déng marketing.
Két qua nghién ciru cung cdp ham ¥ quan tri hitu ich cho cdc doanh nghiép Digital Agency

trong viéc nang cao hiéu qua marketing va toi wu héa chuyén doi khdach hang.
Tw khoa: Digital Marketing, CAC, CLV, MROI, Marketing Automation, Spark Stars.
Tw khoa: Digital Marketing, khach hang, Tiktok, MROI, Spark Stars.
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This study aims to evaluate the current state of Digital Marketing activities at Spark Stars Trading
and Service Joint Stock Company and propose solutions to enhance marketing effectiveness in the
context of digital transformation. The research employs a quantitative approach through a survey
of 250 customers, combined with an analysis of key marketing financial metrics, including
Customer Acquisition Cost (CAC), Customer Lifetime Value (CLV), and Marketing Return on
Investment (MROI). The findings indicate that Facebook is the most effective channel for customer
outreach, while TikTok and the company’s website still face limitations in terms of engagement
and conversion performance. Analysis of the customer conversion funnel reveals a relatively low
conversion rate from leads to actual customers, particularly among B2B customers acquired
through Google Search, where the conversion rate is only 12%. Furthermore, the financial
marketing indicators suggest that customer acquisition costs have been increasing, while
marketing investment efficiency has not improved proportionally. Based on these findings, the
study proposes several solutions, including the implementation of Marketing Automation, the
adoption of HubSpot CRM, optimization of lead management processes, and enhancement of
Digital Marketing performance measurement. The study provides practical implications for Digital
Agency firms seeking to improve the effectiveness of their digital marketing activities and optimize

customer conversion performance in a highly competitive digital environment.

Keywords: Digital Marketing, Customer Acquisition Cost (CAC), Customer Lifetime Value (CLV),
Marketing Return on Investment (MROI), Marketing Automation, Spark Stars.

1. Mé dau

Trong bdi canh bung nd cta nén kinh té s6 tai Viét Nam giai doan 2024-2026, cac doanh
nghiép cung tmg dich vu truyén thong s6 (Digital Agency) dang dimg trude ap luyc canh tranh vo
cung khoc liét. Viéc tiép can khach hang theo cac phuong thirc quang cdo dai tra truyén théng
khong con mang lai hiéu suat kinh té cao do chi phi quang cdo hién thi ngdy mot gia ting. Piéu
nay doi hoi cac doanh nghiép phai chuyén dich manh mé sang mé hinh “Marketing duya trén dir

liéu” (Data-driven Marketing) va t6i wu hoa phén tich (Marketing Analytics).

Cung v6i sy phat trién manh mé cua cong nghé thong tin va Internet, marketing di co sy
chuyén dich rd rét tir cac hinh thirc truyén thong sang méi truong sb. Digital Marketing ra doi nhu
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mot tat yéu cua qua trinh ndy, phan anh su thay d6i trong cach doanh nghiép tiép can va tuong tac

v6i khach hang.

Dave Chaffey (2022) cho riang Digital Marketing 14 viéc str dung cac cong nghé sb va nén
tang tryc tuyén dé dat duoc cic muc tidu marketing thong qua viée cai thién kha ning tiép can,
tuong tac va chuyén ddi khach hang. Theo quan diém hién dai, digital marketing khong chi 14 viéc
“dua quang cao 1én Internet”, ma la mot hé théng cac hoat dong dugc xay dung dua trén dir ligu,
hanh vi ngudi ding va kha ning tuong tac hai chiéu. Digital marketing cho phép doanh nghiép tiép
can khach hang mot cach cd nhan héa hon, linh hoat hon va hi¢u qua hon so véi cac hinh thic

marketing truyén thong.

Mot dic diém quan trong cia digital marketing 1a kha ning tich hop nhiéu kénh khac nhau
trong cung mot chién lugc tong thé. Thong qua digital marketing, doanh nghiép co6 thé xay dung
hanh trinh khach hang xuyén sudt tur giai doan nhan biét, tim hiéu, can nhic dén quyét dinh mua

va duy tri mdi quan hé sau ban [4].

Cong ty C6 phan Thuong mai Dich vu Spark Stars 1a mot don vi tiéu biéu trong khbi Agency
dang tim kiém giai phap hoan thién toan b hé thong Digital Marketing tich hop. Du da budc dau
khai thac hidu qua cac kénh truyén thong xa hoi 16n nhu Facebook va TikTok, doanh nghiép dang
gip phai cac thach thirc 10n lién quan dén ty 1 chuyén d6i phéu thap, thiéu sy lién két hé thong dir
liéu khach hang xuyén sudt va chua do luong chinh xac hiéu qua dong tién dau tu cong nghé.
Nghién ctru dugc thue hién nham danh gia thuc trang hoat dong Digital Marketing ctia Cong ty Co
phan Thuong mai Dich vu Spark Stars théng qua cac kénh Facebook, TikTok va Website; phan
tich hiéu qua céac chi sd tai chinh marketing (CAC, CLV, MROI) va muc d6 hiéu qua ctia phéu
chuyén d6i khach hang. Trén co s d6, nghién ctru dé xuét cac giai phap nang cao hiéu qua Digital

Marketing cho doanh nghiép.
Pé dat duoc muc tiéu trén, nghién ctru tap trung trd 101 cac cau hoi sau:

(1) Thyc trang hoat dong Digital Marketing ctia Spark Stars trén cac nén tang s6 hién nay

nhu thé nao?
(2) Hiéu qua cua céac chi s6 CAC, CLV va MROI giai doan 2023-2025 ra sao?
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(3) Nhitng han ché trong phu chuyén doi khach hang va hoat dong Digital Marketing cua
doanh nghiép la gi?

(4) Céc giai phap nao c6 thé giup nang cao hiéu qua Digital Marketing trong thoi gian t¢i?

2. Téng quan 1y thuyét va Phuwong phap nghién ciu

2.1. Khung 1y thuyét va mé hinh do lwong hiéu suat

Nghién ctru tmg dung cac 1y thuyét kinh dién vé hanh vi nguoi tiéu dung trén khong gian sb
(M6 hinh AISAS: Attention - Interest - Search - Action - Share) két hop chit ché véi cac chi sd
quan tri tai chinh Marketing ctia Kotler va Keller (2024). Trong d0, cac chi s6 trung tdm cau thanh

nén tinh chinh xac hoc thuat cta bai nghién ctru bao gom:
- Chi phi thu hut khach hang (CAC)

Chi phi Marketing

CcAC = (1)

Téng lwong khdich hang méi

Y nghia: Chi tiéu nay phan anh chi phi marketing ctia doanh nghiép phai bo ra dé c6 dugc

mot khach hang mai

- Ty suat hoan v6n Marketing trén doanh thu ting thém thyc té (Incremental MROI):

(Doanh thu ting thém x Bién lgi nhudn dong gop %) - Chi phi Marketing

MROI = Chi phi Marketing ?)

Y nghia: Chi tiéu nay cho biét mét dong chi phi marketing bé ra sé thu dwoce bao nhiéu dong

loi nhuan
- Gia tri vong doi khach hang (CLV)
Loi nhudn cia 1 khdch trong ky x ty I¢ giir chdn khach hang

cLv - — 3)
1 + 1 I¢ chiét khdu - 1 I¢ giir chan khéch hang
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CLV = Gid tri mua hang trung binh ciia khdch x Tan sudt mua hing x 4@
Thoi gian duy tri khdach hang
Y nghia: Chi tiéu ndy cho biét mot khach hang sé dem lai gid tri bao nhiéu trong todn by

vong doi gdn két voi thirong hiéu hodc doanh nghiép cu thé

2.2. Phwong phap thu thap va xir ly dir liéu

Nghién ctru sir dung phuong phap nghién ctiru hdn hop (mixed-methods), két hop gitra di
lidu dinh luong tir khao sat khach hang va dir liéu thir cip tir hé thng quan tri marketing ctia doanh

nghiép.

Déi twong khao sat 1a khach hang da timg tuong tac hodc sir dung dich vu ciia Cong ty Co
phan Thuong mai Dich vu Spark Stars trong giai doan tir thang 10/2025 dén thang 02/2026. Mau
nghién ctru duogc lra chon theo phuong phap thuén tién két hop véi phuong phap chon mau c6 chu
dich nham tiép can diing nhom khich hang c6 trai nghiém thyc té véi cic nén tang Digital
Marketing cua doanh nghiép. Sau qua trinh sang loc, c6 250 phiéu khao sat hgp 1€ dugc sir dung
dé phan tich.

Bang hoi duoc thiét ké dua trén cac nghién ciru ctia Chaffey va Ellis-Chadwick (2022), gom
hai phan. Phan thir nhat thu thap thong tin nhan khau hoc va hanh vi tiép can cac kénh truyén thong
s0. Phan th hai do luong mirc d6 danh gia ciia khach hang d6i v6i Facebook, TikTok va Website

thong qua cac nhom ti€u chi: chét luong ndi dung, muc do tuong tac, tinh hiru ich cta thong tin,
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mirc d6 chuyén nghiép va kha niang hd tro ra quyét dinh. Céac bién quan sat duoc do ludng bang
thang do Likert 5 mirc d6 tir 1 (Hoan toan khong dong ¥) dén 5 (Hoan toan dong y).
Dt liéu thir cép duoc thu thap tr bdo cdo kinh doanh, hé théng CRM, Meta Business Suite

va TikTok Ads Manager giai doan 2023-2025. Cac dit liéu nay dugc str dung dé tinh toan céac chi
tiéu CAC, CLV va MROI theo cong thirc dugc dé xuit boi Kotler va Keller (2024).

3. Két qua nghién ctru va Thao ludn

3.1. Phén tich thuc trang phéu chuyén déi dir liéu so tai Spark Stars

3.1.1. Giéi thiéu chung vé cong ty Spark Stars

Cong ty Co phan Thuong mai Dich vu Spark Stars dugc thanh lap vao ngay
13/11/2019, hoat dong chu yéu trong linh vuc san xuét ndi dung truyén thong va cung cap
dich vu marketing cho doanh nghiép. Trong giai doan dau, doanh nghiép tap trung vao cac
hoat dong quay dung video quang cdo, video gi6i thiéu thuong hiéu va cac san pham truyén

thong phuc vu nhu ciu truyén théng sé cta doanh nghiép.

Co céu tb chirc ciia Cong ty C6 phan Thuong mai Dich vu Spark Stars duoc xay dung
theo md hinh tinh gon va linh hoat, phu hop véi dac thu doanh nghiép hoat dong trong linh
vuc san xuét video va truyén thong sd. Doanh nghiép khong to chirc nhiéu phong ban
chuyén bi¢t ma ap dung mo hinh kiém nhiém, trong dé cac bd phan phéi hop chat ché theo

ting du an digital marketing cu thé.

O cap diéu hanh, cong ty c6 hai dong sang lap, trong d6 mdét CEO phu trach chién
lugc va diéu hanh chung, déng thoi truc tiép tham gia vao cac hoat dong quan trong nhu
dao tao nhan sy, xay dung dinh huéng noi dung va hd tro xit Iy cac du an phuc tap. CEO
con lai dam nhiém céc cong viéc lién quan dén nhan su va kinh doanh, dic biét trong giai

doan doanh nghiép thiéu hut nguoén Iyc trong linh vyc digital marketing.
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Hinh 1: Co céu té chirc cia Cong ty C6 phan Thwong mai Dich vu Spark Stars
Nguon: Phong CEO kiém nhén sw - Kinh doanh
3.1.2. Thyc trang chuyén ddi tich hop tai Cong ty C6 phan Thuong mai Dich vu Spark Stars
Qua phan tich s6 liéu Dashboard thuc té cua doanh nghiép trong quy gan nhét, co cau phéu
chuyén déi tir luu lugng truy cap (Traffic) dén khach hang thuc té (Customers) boc 16 sy dirt giy
16n tai ching chuyén doi tir khach hang tiém ning (Leads) sang khach hang chét don thanh cong.
Dir liéu cu thé duoc tong hop tai Bang 1.
Bang 1. Chi s hiéu suit phéu chuyén doi tich hop tai Spark Stars

DPVT: Pon vi khach

Kénh chién Luwu lwong S6  lwong Ty 1é CR (V S6  lwong Ty 1é¢ CR (L
dich (Traffic) Lead — L) (%) Khich mua — C) (%)
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Facebook 400.000 32.000 8,0 4.800 15,0
Ads My
pham)

TikTok Ads 600.000 30.000 5,0 4.500 15,0
(Gadgets)

Google 200.000 18.000 9,0 2.160 12,0
Search (B2B
SaaS)

Nguon: Phong Sales va két qua khdo sdt, thang 02/2026

Tir dit liéu Bang 1, ¢6 thé thay ty 1é chuyén d6i tir Lead sang Khach mua hang (CR L — C)
ciia mang B2B Saas trén kénh Google Search dang & mirc thap nhat (12%). Diéu nay ching t6 quy
trinh nudi dudng Lead sau khi ho dién biéu ding ky thong tin chua dugc tdi vu héa, gy lang phi

tai nguyén dir lidu va kéo chi s6 CAC 1én cao.
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SPARK STARS CHAY 200 NANG SUAT PHUC WV

QUY KIACH HANG DOANN NGHIEP DI CUGH NAM 2025 DOANH NGHIEP CUA BAN DA CHUAN B) Gi

CHO LAN SONG FDI
-

SPARK STARS Production

n Wi ndo cling “chim nhwr com ngudi™..... .. Xem thien

o
PROOUCTIN

All SPARK STARS WANT

FOR CHRISTMAS

VI VAI BUGC GHEP DIUNG, MQT VIDEO CO THE
PUQC LEN TAM HOAC “CHIM XUGNG DAY"

Hinh 2: Nén ting Facebook ciia Cong ty C6 phan Thwong mai Dich vu Spark Stars

Nguon: Phong Sales va két qua khdo sdt, thang 02/2026

Tan suat ding bai trén facebook ciia cong ty trung binh 3 bai/tuan (trén page chinh)
ngoai ra, nhan su con dang rat nhiéu vao trong cac hdi nhom, cac group kin co lién quan,
kiém thém khach hang tiém ning ngoai nhirg ngudi da follow page. Noi dung chi yéu 1a
hinh anh va video ngan, xen k& véi mot vai bai viét chuyén sau, chia sé tips. Hoat dong

tuong tac véi nguoi dung chu yéu & muec tra 101 inbox, binh luan.
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¥ Facebook

@ TikTok

® Website

@ Emai

@ Gidi thiéu tlr ngwoi khac

Hinh 3: Két qua khio sat vé phwong tién tiép cin khach hang ciia cong ty Co phan

thwong mai dich vu Spark Stars
Nguén: Khdo sat thuc té thang 02/2026

Két qua khao sat khach hang cho thiy vai trd ni bat caa Facebook trong hoat dong
digital marketing ctia Spark Stars. Cu thé, c¢6 t6i khoang 65% ngudi duoc khao sat cho biét
ho biét dén Spark Stars thong qua kénh Facebook, trong khi cac kénh khac nhu website va
email chiém ty 1& thap hon. Diéu nay cho thiy Facebook hién dang 1a kénh tiép can khach
hang quan trong nhat cta doanh nghiép. Pa sé nguoi tra 16i khao sat danh gia tich cuc vé

nd1 dung trén Facebook cua Spark Stars.

DVT: %
B - Hodniodnknd... [l 2—khing dongy M 3—Einhtheong Bl 4-Déngy M 5— Hodn todn don...
40
20

MGi dung trén Facehook ella  Cde videoidwy dn G8ng tdi trén  Facebook gidp 18 fin tidng  Téi d dang lién hé wi Spark
Spark Stars dwoc cip nhat Facebook of chit lrong t8t.  hon vao ndng lwc cla Spark Stars qua Facebook.
thrdmg =uyén. Stars.
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Hinh 4: Feedback ciia khach hang vé nén tiang Facebook ciia cong ty Co phan
thwong mai dich vu Spark Stars

Nguon: Khao sdt thiee té thang 02/2026

Vi két qua tich cuc nhu, ty 1& dong ¥ cao trén 55% voi cau hoi: ndi dung trén
facebook ctia Spark Stars duoc cap nhat thuong xuyén, chiém con sé cao nhét, ding thir 2
13 hoan toan dong ¥, chi co sb it chon binh thuong va khong dong ¥, cho thiy facebook 1a

nén tang hién tai Spark Stars dang 1am tot nhat.

sparkstar_agency SparkStarsMedia
Follow Tin nhin +2 2

0 Dafollow 17 Follower 693 Lugt thich

Dan vi quay dung kich ban chuyén nghiép

MGi nhat

e H , <
OfiG TAL nH e maY LEN, '8 A PREN | . Téi vita chuyén cho cé 50nghin
PRWH LUMG 728 1 AN KHINH WIET, GDI HpFgay (.00 33 ia iz
> o N

o 18% (0

TAI SAN BAV QUOC TE

'ﬁ@m“' MYANMAR danzérﬂchim vi dugdc c
o 16% 5%

729
u GRACHANG DU MUC khée ngd

Hinh 5: Kénh tiktok ciia Cong ty C6 phan Thwong mai Dich vu Spark Stars

Nguén: Phong Sales va két qua khao sat, thang 02/2026

Déi voi nén tang nay, tai két qua khao sat cho thiy murc d6 danh gia ctia khach hang
d6i v6i hoat dong truyén thong cta Spark Stars trén kénh nay con kha han ché. Phan 16n
ngudi duoc hoi Iya chon muc “Khéng dong ¥ hodc “Binh thudng” d6i voi cac nhan dinh
nhu: ndi dung TikTok ctuia Spark Stars c6 tinh sang tao, sinh dong; video thé hién duoc su

chuyén nghiép trong san xuat; TikTok gitip ho hiéu rd hon vé cach Spark Stars lam viéc.
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Diéu nay phan anh thyc té rang TikTok hién chua thyc sy phat huy vai tro 14 kénh truyén
thong hiéu qua dbi voi doanh nghiép. Bén canh do, ty 1& lira chon mirc “Déng ¥ va “Hoan
toan dong ¥ tai phiéu khao sat dbi voi cac tiéu chi danh gia TikTok 1a kha thap so véi
Facebook va website.

SPARK STARS GROUP Trang chi o iy Al Lién hé o

Nén Tang Tat Ca Tron
Mét Cho Tiép Thi & Dai
Mogi Al

5 moi khia canh céng vide

d

San Xuit N&i Dung Video Gidi Php Al & Phin Mém K&t NGi & Quang B3

Hinh 6: Website ciia Cong ty Co phan Thwong mai Dich vu Spark Stars

Nguén: Phong Sales va két qua khao sat, thang 02/2026

Vé mit nodi dung, website tap trung gidi thiéu cac dich vu ¢t 16i nhu san xuét video
quang cio, TVC, ndi dung s va giai phap truyén thong tich hop. Ngoai ra, doanh nghiép
cling xdy dung mot s6 bai viét chia sé kién thirc vé marketing, truyén thong va xu huéng
sang tao ndi1 dung. Tuy nhién, $b luong bai viét chuyén sau con han ché, tan suét cap nhat
chua déu, chua khai thac triét dé vai tro ciia website nhu mot kénh cung cép thong tin gia

tri va thu ht luu luong truy cép tu nhién tir cong cu tim kiém.
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3.2. Panh gia thoi gian hoan vén dau tw cong nghé MarTech (CAPEX)

Dé giai quyét bai toan dut gay phéu dir liéu, nghién ctru di tién hanh thim dinh tai chinh du
an tich hop hé théng Email Marketing va CRM tu dong héa (HubSpot Automation) véi mirc von
dau tu ban dau cb dinh 13 600 triéu dong. Ap dung phuong phap dong tién rong don tich liy ké, két

qua dugc biéu dién tai Bang 2.

Bang 2. Lity ké dong tién rong thu hoi tir dw 4n dau tw HubSpot tai Spark Stars

PVT: triéu dong

Nam van hanh Dong tién rong Dong tién don tich Tinh trang von
ting thém liy ké CAPEX con lai

Nam déu tién (Nam 1) 100 100 -500

Nam thi hai (Nam 2) 200 300 -300

Nam tht ba (Nam 3) 300 600 0 (Piém hoa vén)

Nguén: Phong Sales & CSKH ciia céng ty, 2/2026

Két qua tinh toan tai Bang 2 chimg minh thoi gian hoan von dau tu thuc té cua du an MarTech
dat chinh xac 12 3 nam. Ddi chiéu véi tiéu chi nghiém ngit ciia Hoi dong Quan tri Cong ty Spark
Stars (yéu cau thoi gian thu hdi vén tdi da khong qua 3 nam), du 4n hoan toan théa man cac diéu
kién an toan tai chinh doanh nghiép va mang lai gi4 tri thing du 16n tir ndm thir tu tré di nho cit

giam chi phi nhan su van hanh tha cong.

Website hién chua khai thac manh cac cong cu hd tro chuyén doi nhu biéu mau thu
thap thong tin khach hang, 101 kéu goi hanh dong (CTA) rd rang hay cac ndi dung dan dat
ngudi ding thyuc hién hanh vi lién hé, dang ky tu van. Diéu nay khién hiéu qua chuyén do6i
tir truy cap sang khach hang tiém ning con han ché, du luong truy cép c6 thé dat murc twong
ddi 6n dinh. Va & két qua khdo sat, théy duoc rﬁng website cua Spark Stars dugc khach

13
DOI: https://doi.org/10.65153/2vwgdz16
Journal of Science and Technology of East Asia University of Technology



https://doi.org/10.65153/2vwgdz16

Tap chi Khoa hoc va Cong nghé Truong Pai hoc Cong nghé Pong A

hang danh gia kha tich cyc. Phan 16n ngudi tra 1i lwa chon murc “Pdng ¥ ddi véi cac nhan
dinh vé tinh chuyén nghiép cua giao dién, muc d6 day du thong tin va kha ning hd tro tim
hiéu dich vy, cy thé 12 hon 50% ngudi. Piéu nay cho thiy website dd hoan thanh tét vai tro
13 kénh cung cip thong tin chinh thng va xay dung d6 tin cdy cho doanh nghiép. Van con
mot ty 16 khach hang danh gid ¢ mic “Binh thuong”, cho thay website hién méi dap Gmg
tdt nhu cau thong tin co ban, nhung chua thuc sy tao dugc an tuong manh hodc thac déy
hanh vi lién hé. Piéu nay phan anh website chua dugc khai thac ding vai tro 1a cong cu tao

khach hang tiém ning thong qua SEO va t6i wu chuyén doi.

Bang 3: Két qua do lwong gia tri khach hang ciia cong ty C6 phan dich vu
thwong mai Spark Stars giai doan 2023 -2025

DVT: 1.000VND

Chénh léch  Chénh léch Binh quin
STT  Chi tiéu 2023 2024 2025 2024/2023 2025/2024  2023-2025

(%) (%) (%)

CLV (Gia
tri vong

1 o 185.000 280.000 412.000 51,35 47,14 49,20
do1 khéach
hang)
Ty 1€ gil

2 chan 35 45 55 28,57 22,22 25,20
khach ’ ’ ’
hang (%)
Loi nhuan

3 . ) 86.333 193.846 312.000 124,53 60,95 87,12
rong/khach

4 CAC 58.000 73.400 99.300 26,55 35,29 30,61
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4,5 4,7 43 4,44 8,51 -

Nguon: Phong Sales & CSKH va khdo sdt doanh nghiép

Thuc trang cho thay doanh nghiép thu hut khach hang doanh nghiép 1a chi yéu do do
chi phi trén mdi khach hang kha cao va c6 xu hudng ting binh quan 30,61 % qua cac nim
2023 — 2025 (Bang 3). Bén canh d6, mdi dong chi phi marketing bo ra dang thu vé 14i c¢6
xu huéng giam dan. Do vy, can diéu chinh chién dich marketing va cach thtrc phan bo chi
phi cho phu hop gitra cac cong cu digital marketing.

4. Giai phap hoan thién hoat dong Digital Marketing cho cong ty C6 phan Thwong mai
dich vu Spark Stars

Muc tiéu ctia cac giai phap 1a nang cao ty 1é chuyén doi khach hang tiém ning, cai thién hi¢u
qua str dung ngan sach marketing va gia ting kha ning do luong hiéu qua diu tu marketing cua
doanh nghiép

T6i wu héa Kich bian nudi dudng lead tw ddong: Trién khai ngay phan hé HubSpot
Automation nham giri chudi email c4 nhan héa ty dong duya trén hanh vi thoi gian thyc clia nguoi
ding ngay sau khi phat sinh Lead trén h¢ thong Google Search va Meta Ads, muc tiéu ddy tang ty
1¢ CR (L — C).

Tw dong héa phéu chuyén d6i da kénh qua hé thong HubSpot CRM: Doanh nghiép can
cham dut quy trinh quan 1y lead tha cong va thiét 1ap hé thong tu dong hoa Marketing (Marketing
Automation) déng bo. Cu thé, tich hop toan bo dir licu lead tir Facebook Lead Ads, TikTok Lead
Generation va biéu mau trén Website vé mot kho luu trit duy nhat trén HubSpot CRM thong qua
API. Xay dung kich ban nuo6i dudng tu dong (Lead Nurturing Workflows) dua trén hanh vi tuong
tac thoi gian thuc: phan loai ty dong trang thai khach hang tor MQL (Marketing Qualified Lead)
sang SQL (Sales Qualified Lead). Ap dung hé théng chim diém lead (Lead Scoring) tu dong dira
trén tan suat truy cap website va mirc do xem video trén TikTok nham t6i wu hda ning suét xir 1y
dir liéu ctia doi ngil tu van, giam thiéu thoi gian chét va day nhanh tdc d6 dich chuyén cta khach
hang trong phéu quing céo.

T6i wu héa phan bd ngin sach dwa trén dir li¢u ting thém (Incrementality): Trién khai céc chién
dich thir nghiém phén tach (A/B Testing) va kiém dinh phan phdi quang céo dé do ludng chi sé Incremental
MROI thay vi tin tuéng tuyét dbi vao béo céo ctia trinh quan Iy quang cao Facebook/TikTok. Tién hanh tat
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hodc giam 30% ngan sach ddi véi cac chién dich Remarketing c6 bién do tring lap tép ddi twong cao va chi
s6 Incrementality dudi miic 15%. Dich chuyén ngudn ngan sach t6i wu hoa duge sang phan khic xay dung
ndi dung video ngfm dinh dang cao trén TikTok nham tiép can t€p khach hang tu nhién mdi, tir d6 kéo giam
chi s CAC tong thé cua doanh nghiép xubng 15%. Tai cdu trac ngin sach dya trén do luong
Incrementality: Can ap dung phuong phép thir nghiém A/B Testing dinh ky dé phan tach nhom
khach hang tiép can quang cdo (Test Group) va nhém ddi chimg (Control Group). Dung toan bo
céc chién dich remarketing c6 chi s6 Incremental MROI dudi 15% va dich chuyén dong ngan sach
d6 sang phat trién kénh video ngén TikTok nham giam chi phi marketing khi thu hut thém khach
hang méi tong thé.

Chuin h6a mé hinh do lwomg tai chinh marketing (MROI, CAC, CLV): Xay dung bang
diéu khién quan trj dir liéu (Dashboard) thoi gian thuc két ndi truc tiép dir liéu chi phi quang cao
v6i doanh thu thuc té tir bo phan ké toan kinh doanh. Dinh ky hang tuan danh gia sirc khoe dong
tién marketing thong qua ty 16 CLV/CAC). Diéu chinh ngan sach gitra cac cong cu digital marketing.
Viéc kiém soat chat ché mbi lién két gitra chi phi thu hat dau vao va gia tri vong doi khach hang
dau ra s& gitp ban lanh dao Spark Stars dua ra cac quyét dinh thau tom thi truong hodc co cum
phong thu mot cach chinh xac, bao toan ngudn von luu dong trong bdi canh thi trudng bién dong.

5. Két luan

Trong béi canh yéu cau chuyén doi s6 thi digital marketing 1 cong cu canh tranh manh mé& ctia hau
hét cac doanh nghiép hién nay. Nghién ctru di hoan thanh tron ven cic muc tiéu khoa hoc d& ra khi tmg
dung thanh cong hé thdng cong cu phan tich tai chinh tiép thi chuyén sdu (MROI, CAC, CLV) vao viéc giai
quyét bai toan thuc té tai Cong ty Spark Stars. Két qua khao sat va phan tich dit liéu cho thdy mot cach
dinh luong rang, thanh cong cua chién dich Digital Marketing khéng phu thudc hoan toan vao viéc gia ting
ngan sach quang cao dai tra, ma nam & nang luc thau hiéu di liéu phéu va t8i wu hoa cac diém cham dua
trén hiéu qua tang thém (Incrementality). Viéc trién khai cac giai phap cong nghé tu dong hoa workflow va
tai cau trac dong ngan sach sang cac dinh dang ndi dung video ngan (TikTok) khong chi gitip cai thién bién
loi nhuan trong ngan han ma con xay dung ning luc s bén viing cho td chic.

Nghién ctru da danh gia thyc trang hoat dong Digital Marketing ciia Cong ty Spark Stars
thong qua ba nén tang Facebook, TikTok va Website, dong thoi phan tich cac chi s6 CAC, CLV
va MROI giai doan 2023-2025. Két qua cho thdy Facebook hién 14 kénh truyén thong hiéu qua
nhét ctia doanh nghiép trong khi TikTok va Website van con du dia cai thién vé kha ning twong
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tac va chuyén ddi khach hang. Céc chi s tai chinh marketing phan anh xu huéng gia ting chi phi

thu hat khach hang va sy suy giam hiéu qua dau tu marketing trong nhitg nam gan ddy. Trén co

s& d6, nghién ciru dé xuat cac giai phap vé Marketing Automation, quan tri dit liéu khach hang, tbi

wu hoa phéu chuyén d6i va nang cao hiéu qua phan bd ngan sach marketing. Cac giai phap nay

mang tinh dinh huéng quan tri va can dugc kiém ching théng qua cac nghién ctru thuc nghiém

trong tuong lai.
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