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Trang chSmart PLSPhng Sai Trch Trung Bnh AVE Trong Smart PLS L. G? Khi phn tch m hnh o Ing bng phn mm Smart PLS, AVE 1 mt ch s quan trng nh gi tnh hi t ca thang o. Vy phng sai trch trung bnh AVE trong Smart PLS 1 g? Hy cng vi Marketing Du K khm ph ngay trong bi vit ny bn nh.1. Phng sai trch trung bnh AVE 1 g?Phng sai trch trung bnh AVE
(Average Variance Extracted) c s dng nh gi tin cy hi t (convergent validity) ca mt cu trc (construct) trong m hnh o Ing. Ni theo cch khc, AVE cho bit mc m cc bin quan st trong mt cu trc gii thch ¢ bao nhiu phn trm phng sai ca cu trc .Nu AVE cao, iu ny ng ngha vi vic rng cc bin quan st o Ing tt cu trc m chng c thit k 0.Ngc li, AVE thp cho thy cc bin quan st
¢ th khng phn nh ng cu trc hoc ¢ qu nhiu sai s 0 Ing.2. Vai tr ca ch s AVE trong Smart PLSTrong phn mm Smart PLS, ch s AVE ¢ s dng nh mt tiu ch quan trng nh gi cht Ing ca m hnh o Ing. C th, ch s ny c vai tr quan trng trong:2.1. H tr nh gi tin cy tng hpBn cnh CR, AVE cng 1 mt tiu ch quan trng cng nh gi tin cy tng hp ca thang o. Theo, nu AVE > 0.5, iu
ny cho thy rng thang c tin cy tt.2.2. nh gi tnh hi t thang oTheo Fornell & Larcker (1981), gi tr AVE cng cao th gi tr hp 1 hi t cng tt. Thng thng:AVE 0.5: Cu trc c tnh hi t tt.AVE < 0.5: Cu trc c th khng t gi tr hi t2.3. nh gi tnh phn bit thang oBn cnh gi tr hi t, ch s AVE cn c dng kim tra gi tr phn bit ca thang o. Theo tiu chun Fornell-Larcker, gi tr AVE ca mi
khi nim phi In hn bnh phng hi quy gia cc khi nim khc.C th hn, nh gi tnh phn bit ca thang o, nh nghin cu cn so snh gi tr AVE ca mt cu trc vi bnh phng tng quan gia cu trc v cc cu trc khc. Theo :Nu AVE > bnh phng tng quan: Cu trc ¢ phn bit tt.Nu AVE < bnh phng tng quan: Hai cu trc ¢ th ang cng o Ing mt khi nim.Tm li, phng sai trch trung bnh AVE 1 mt
ch s quan trng nh gi tnh hi t v phn bit ca m hnh SEM. Marketing Du K hy vng rng bi vit ny gip bn hiu r hn v AVE v nhng ng dng ca ch s ny trong phn mm Smart PLS. Gi tr hi t (Convergent validity) chnh 1 vic cc bin quan st ca mt bin tim n c tng quan thun vi nhau khng v s tng quan thun mnh ti mc no. nh gi gi tr hi t, nh nghin cu s xem xt h s ti ngoi ca cc
bin quan st, cng nh gi tr phng sai trch trung bnh (average variance extracted - AVE). Lu , phng thc nh gi hi t ny p dng cho m hnh o Ing kt qu (reflective).1. Ngng h s ti chun ha ca bin quan stNu h s ti chun ha (outer loading vi SMARTPLS hoc standardized regression weight vi AMOS) i vi bin nghin cu cng cao, iu ¢ ngha 1 bin kt qu s cng o Ing chung khi
nim, c gi chung 1 tin cy bin quan st (indicator reliability). Ti thiu, h s ti chun ha ca cc bin s phi ¢ ngha thng k.H s ti chun ha ca bin quan st trong thang o kt qu th hin mc gii thch ca bin tim n cho bin quan st . Ngng 1 h s ti chun ha tt nn t 0.708 tr In, bnh phng gi tr h s ti chng ta s thu ¢ phng sai trch ca bin quan st . Bnh phng ngng h s ti chun ha (0.708)2=
0.5 = 50%, iu ny ni In rng, bin tim n phi gii thch ti thiu 50% ngha cho tng bin quan st. Trong hu ht mi trng hp, gi tr 0.70 ¢ xem nh gn vi 0.708 nhng d nh hn, nn 0.7 ¢ chp nhn s dng Im ngng nh gi h s ti chun ha.Cc nh nghin cu thng s dng cc h s ti ngoi thp hn (< 0.7) trong cc nghin cu v khoa hc x hi, ¢ bit vi cc thang o mi hnh thnh (Hulland, 1999). Nh
nghin cu thng cn nhc rt k nh hng ca cc bin b loi b (effects of item removal) In tin cy tng hp cng nh tnh gi tr ni dung ca bin nghin cu (constructs content validity) ra quyt nh ¢ nn b hay gi li bin trong trng hp h s ti ngoi nh hn 0.7. Thng thng, khi thy h s ti ngoi nm trong khong gia 0.4 0.7, chng ta s loi bin khi thang o nu vic loi b bin ny s Im tng tin cy tng hp
(CR - composite reliability) hay khi loi bin ny th gi tr ca phng sai trch trung bnh AVE t ngng quy nh.Ngoi ra, vic loi b bin quan st khi thang o cng c cch tip cn khc khi xem xt nh hng ca vic loi bin tc ng ti gi tr ni dung. Nhng bin quan st no c h s ti yu hn i khi ¢ gili do ¢ ng gp v gi tr ni dung. Nhng bin c h s ti thp (nh hn 0.4), thng b loi khi thang o0.2. nh gi tnh
hi t thang o bng ch s AVEMt cch nh gi gi tr hi t mt thang o1 cn ¢ vo gi tr ca phng sai trch trung bnh AVE. Ch s ny ¢ nh ngha 1l tng gi tr trung bnh ca bnh phng h s ti chun ha ca cc bin quan st trong mt bin tim n (tc 1, tng bnh phng h s ti chia cho s Ing bin quan st). Gi tr AVE c tnh theo cng thc:Trong :AVE: phng sai trch trung bnh AVE ca bin tim n Ald1,
1d2,1dm: h s ti chun haca bin quan st thuc bin tim n Am: s Ing bin quan st ca bin tim n AHair v cng s (A Primer on Partial Least Squares Structural Equation Modeling, 2021) cho rng gi tr AVE t 0.5 hoc cao hn cho thy, bin tim n s gii thch nhiu hn phn na phng sai cc bin quan st ca n, lc ny thang o t tnh hi t tt. Ngc li, nu gi tr ca AVE nh hn 0.5, iu ny ¢ ngha
1, trung bnh, ¢ nhiu sai s vn cn tn ti trong cc bin quan st hn 1 phng sai ¢ gii thch bi bin tim n.Cng thc tnh ch s AVE khng quan tm n s ng gp ca tng ch bo m quan tm ti tnh i din. Nu tp bin quan st, nu tn ti mt bin quan st bt k ¢ h s ti chun ha nh hn 0.7 nhng cc bin quan st cn li ¢ h s ti cao v gn vo cng thc tnh AVE v m bo ch s ny t 0.5 tr In, thang o vn m bo gi
tr hi t. o Ing hiu qu PR ¢ xem | thch thc i vi cc doanh nghip. C ti 82% Marketers khng ¢ cch no nh gi li tc u t ca chin dch PR chy (theo Buffer). Vy Im sao doanh nghip ca bn nh gi kt qu PR ¢ t ¢ mc tiu trong chin Ic Marketing ca mnh hay khng? GOBRANDING s gip bn xc nh cc ch s KPI o Ing hiu qu PR. I Ti sao cn o Ing hiu qu PR?Bn cn mt ci g gi cho mnh i
ng hng, phn u hng ti cc mc tiu ra. t ra cc ch s KPI 1 mt cch tuyt vi Im cho cc mc tiu tr nn r rng hn v nh Ing nhng g thc hin c.Doanh nghip ca bn c 1 t nht mt In t ra cu hi rng Lm PR thc s ¢ mang li hiu qu?. C khng t doanh nghip cn n o trong u t ngn sch vo cc chin dch PR hoc chy chin dch PR ri, nhng hoang mang trong vic nh gi kt qu PR v kh o Ing r rng c li
nhun ca hot ng PR.PR c bit n 1kh c kh nng th hin hiu qu u t thc trong cc hot ng ca n. Bi PR gii quyt cc mi quan h, tnh cm, kt ni v danh ting nhng yu t mang tnh nh tnh nn kh o Ing v chuyn i thnh li nhun ngay Ip tc. Nhng khi doanh nghip ca bn Im mi th ¢ th qung b thng hiu v truyn ti thng ip, bn cn phi chuyn nhng hot ng ny thnh cc d liu bn (hoc sp ca bn) ¢
th bit ¢ bn ¢ ang Im tt hay khng, nhng tin b g t ¢ (nu ¢), nhng li nhun no thu li.Trong thi k Internet bng n nh hin nay, cc hot ng PR online c trin khai mnh m do ¢ nhiu vt tri hn so vi PR truyn thng. Cng vi, s pht trin nhanh chng ca cc nn tng mng x hi v qung co trc tuyn thc s to nn mt cuc cch mng so vi cc phng php o Ing chin dch PR truyn thng. Bi vy, o Ing
hiu qu PR tr nn d dng hn, gip:nh gi kt qu hot ng PR ca doanh nghip.Ci thin cc chin dch PR ca doanh nghip.Thuyt phc Inh o vi nhng con s c th, r rng.II Nhng phng php no ¢ s dng o Ing hiu qu PR?Nn tng ca vic o Ing mc hiu qu ca mt chin dch PR n t ba loi kt qu, mi kt qu s i din cho mt ch s o0 Ing ca cc KPI khc nhau ca chin dch PR:Outputs: 1 Ing cng vic m
cng ty the hin. Chng hn nh s Ing bi ng trn social media mi tun, s Ing hi ngh tham d, s Ing thng co bo ch ¢ gi iOuttakes: 1 tt ¢ kt qu ca mt chin dch PR, 1 nhng cm xc, suy ngh cng chng sau chin dch PR. V d nh cng chng cm thy thng hiu ca bn i mi, mang mu sc vui v, tch cc; cng chng cho rng thng hiu ca bn ng tin cyOutcomes: 1 s thay i trong hnh vi ca cng
chng sau chin dch PR sau cc n lc ca bn. Chng hn nh khch hng tham gia s kin ca cng ty bn, khch hng ng k ti khon dng th v tri nghim sn phmDa trn nhng nn tng ny, GOBRANDING s h thng cc phng php nh gi chin dch PR di y:1. Phng php Tng ng gi tr qung co (AVE)Trc y, khi bi bo hoc thng co bo ch ¢ xut bn, tt ¢ nhng g bn cn phi Im 1 tnh ton d liu lu hnh ca
cc t bo. T c th c tnh ¢ s Ing ngi xem bi vit ca bn. Bi chi ph qung co rt d o Ing, da trn kch thc qung co v phm vi tip cn ca phng tin m n ¢ t. Do, theo cch tnh AVE, mt bi PR c coi nh | ni dung qung co v ¢ tnh nh sau:AVE = Kch thc ca bi PR x n gi qung co ca ¢ quan bo chV d, nu bn ¢ mt bi PR di 10 inch, mun c In mt bi bo ¢ gil1 15$/1 inch, th bn s tnh gi tr AVE
nh sau: AVE = 10 x 15 = 150$ AVE.Hin nay, phng php AVE ¢ xem 1 khng cn ph hp bi mt s 1 do:Ngy nay, PR khng ch 1 cu chuyn qung b hay quan h bo ch, v vy AVE khng cn hiu qu trong th gii ca truyn thng x hi v truyn thng s. V d nh bn khng th so snh n gi qung co vi mt bi ng trn Fanpage.Vic a tin ¢ th mang tnh tiu cc cho thng hiu ca bn ( cp n scandal ca
thng hiu, cc phn hi khng tt ca khch hng), trong khi qung co vn mang tnh tch cc v bn phi tr tin ¢ th kim sot ¢ thng ip mnh mun truyn ti.Bi bo ¢ th xut hin trong cc knh truyn thng m cng chng mc tiu ca bn khng h tip cn, cn i vi qung co, bn s cn trng chn la ¢ quan bo ch ph hp v bn phi tr tin.AVE tp trung o Ing chi ph bng vic tnh ton khng gian v thi gian tng
ng trn bo ch so vi qung co trong khi PR cn nhn mnh n gi tr (cc mi quan h cng ng, hnh nh thng hiu)Do vy, AVE ngy nay |l mt trong cc ch s KPI c cc chuyn gia PR s dng tham kho khi o Ing hiu qu PR.2. Nguyn tc Barcelona trong nh gi kt qu PRNguyn tc Barcelona ra i thi thc cc chuyn gia PR t b phng php AVE v thng nht mt b o Ing tiu chun ¢ th chng minh gi
tr ca PRivimt t chc, tp trung vo kt qu u ra v kt qu kinh doanh thay v ch sn phm bo ch.Phin bn mi nht vo 2015 ca nguyn tc ny gm 7 hng dn chnh:t mc tiu SMART 1 mt phn bt buc i vi mi chin dch PRo Ing kt qu cui cng thay v ch 1 u ra ca truyn thngHiu ng t cc hot ng nn ¢ o Ing bt ¢ khi no ¢ thS dng phng php nh tnh v nh Ing trong o Ing mc hiu qu ca cc chin
dch PRAVE khng phil gi tr ca truyn thngo Ing cc KPI trn social media v cc knh truyn thng khcQu trnh o Ing v nh gi phi minh bch, nht qun v hp 1Tuy nhin, nguyn tc ny cn cha r rng v cha ¢ s dng rng ri.3. Khung nh gi tch hp ca AMEC trong o Ing hiu qu PRKhung nh gi tch hp ca AMEC xut hin vo nm 2016 nhn mnh vo vic xc nh mc tiu v o Ing cht Ing da trn
cc mc tiu .Khung o Ing ny tch hp vi tng knh PESO (Paid- Knh truyn thng tr tin, Earned- Knh truyn thng lan truyn, Shared- Knh truyn thng chia s, Owned Knh truyn thng s hu) v xem xt cc im sau y nhm h tr ¢ vic hoch nh chin lc PR:Mc tiu: iu bn cn t ¢ cho t chc v cho hot ng PR ca mnhu vo: th bn cn chun b cho hot ng PRHot ng: vic bn Im Ip k hoch v trin
khai hot ng PRKt qu u ra: th bn Im ra v c tip nhn bi cng chng mc tiuTc ng n cng chng: th cng chng nhn ¢ v1m c vi hot ng PR ca bnCht Ing: tc ng m hot ng PR ca bn to ra i vi cng chngTc ng: kt qu c to ra mt phn hoc y t hot ng PR ca bnM hnh PESO.Khi xc nh ¢ phng php o Ing hiu qu PR no ph hp, bn cn nm ¢ cc ch s KPI c th ¢ cch o Ing ti u nht cho chin dch
PR ca bn.>> Tm hiu thm s khc bit gia Qung co, PR v MarketingIII o Ing hiu qu PR thng qua nhng ch s KPI no?GOBRANDING s h thng cc ch s KPI m bn nn ch khi nh gi hiu qu ca mt chin dch PR.i vi mi hot ng PR s ¢ mt s ch s KPI o Ing hiu qu nht nh nn bn c th ¢ thm thng tin v PR1 g? 7 hot ng PR thng gpl. Traffic Website (Lu Ing truy cp Website)Mc d
ngy cng ¢ nhiu chin dch PR din ra trn cc knh truyn thng x hi khc nhau th trang web ca bn vn I mt nn tng quan trng trin khai PR. Phn tch lu Ing truy cp trn trang web gip nh gi xem chin dch PR c tip cn ¢ cng chng mc tiu hay khng.Google Analytics 1 mt cng ¢ o Ing PR mnh m i vi website. Bn hy s dng Google Analytics theo di, nh gi Ing truy cp vo trang web
theo tng knh, hnh vi ca ngi dng trn website v kt qu mc tiu m bn nhn c (s ngi in form, s ngi gi n)Xem thm:Hng dn xem v phn tch ch s 1t truy cp (traffic) websiteBng thng k lu Ing truy cp theo tng knh ca mt website.Bn ¢ th xem xt k hn ¢ Ing khch hng tim nng n t cc knh khc nhau:cc cng c tm kim nh Google, Cc Cc, Bing, Ask (Organic Search); trc tip truy cp
vo trang web ca bn (Direct); cc ngun qung co tr ph (Paid Search), cc trang mng x hi (Social); ngun gii thiu n trang web ca bn (Referral) nh cc din n, cc bi vit trn bo chBng vic xc nh ¢ gi tr trn i ca khch hng thng qua nhu cu v hnh vi ca h chnh 1 Ing doanh thu m h mang li cho bn trong mt nm bn ¢ th tnh ton c hiu qu u t ca cc hot ng PR mi thng, mi qu, mi
nm.Bng thng k trn Google Analytics v lu Ing truy cp t cc ngun gii thiu ca mt website.Trong chin lc Marketing ca mnh, doanh nghip cn ch trng vo cc chin lc PR lin tc v di hn, ¢ bit nn u t vo website: thng xuyn cp nht cc hot ng s kin In website, pht trin cc ni dung blog. ng thi, s dng SEO traffic tng lu Ing truy cp vo trang web gip tip cn cc khch hng mc tiu.2.
Brand mentions/Media mentions (Tng Ing cp)Ch s ny cho bit s In tn thng hiu, hashtag, thng ip chnh ca bn hoc bt k t no khc bn theo di trong khi chy chin dch PR ¢ cp trc tuyn trong mt khung thi gian nht nh. Bn s theo di ¢ mc ph bin ca chin dch ra sao? Bao lu th n ¢ ni n, hoc mc tho lun nh th no trn cc phng tin truyn thng x hi?Nu mc tiu chnh ca chin dch
PR ca bn I nng cao nhn thc v thng hiu th hy ¢ bit ch n ch s ny.V d: Trong chin dch PR i tr v ca Bitis Hunter, ma 1, cm t i tr v ¢ cc bn tr hashtag ti 200.000 In trong cc bi vit, bc nh trn Facebook v Instagram. Cng vi , chin dch to ra s tranh lun si ni gia hai bn #teami v #teamtrv v nhn c ti 90.000 1t cp trn mng x hi (ngun Forbes Vit Nam).Bi vit ¢ hastag
#DiDeTroVe.Bi vit ¢ hashtag teamtrv.Hy tip tc ¢ xung phn di bit ¢ cc cng c o Ing hashtag, tn thng hiu, cc thng ip trong chin dch PR ca bn.3. Sentiment (Sc thi cp)Theo di, xem xt cc sc thi cp chnh 1 vic bn ¢ th nh gi ¢ cht Ing ni dung ca chin dch PR.Bn bit rng Outtakes ca mt chin dch PR 1 tt ¢ nhng g thuc v cm xc m cng chng mc tiu dnh cho thng ip ca bn.
Cm nhn, thi ca cng chng i vi chin dch ca bn ¢ th hin qua cc cp. C hai s liu ¢cp c th cho bit cht Ing ca mt cp l:Emotion (Cm xc cp)Ch s ny nh gi mc tch cc hoc tiu cc trong cc cuc tho lun ca cng chng.Bn ¢ th nh gi ¢ khch hng cm thy th no v mt s sn phm, dch v hoc thng ip thng qua vic theo di hnh vi truy cp v ri khi trang web ca khch hng trong thi gian lu hay
ngn. Khi , Bounce rate (t 1 thot khi trang web) cao ¢ th ch ra rng ni dung cha ph hp vi tp khch hng ca bn.V d 1: Bn ¢ th theo di ¢ Bounce rate ca khch truy cp vo website ca bn thng qua Google Analytics.Theo di Bounce Rate trn Google Analytics.Bn cng c th theo di ¢ Emotion trn website thng qua nhng bnh lun tch cc hay tiu cc ca khch truy cp 1i.V d 2:
Theo di bnh lun ca khch truy cp di bi blog trn website.Bnh lun di mt bi blog trn mt website.Hoc bn cng c th tin hnh cc cuc kho st din rng tm hiu cm nhn, thi ca khch hng (feedback). Tuy nhin, cch Im ny s gy tn km v thi gian v tin bc.V d 3: Pizza Hut Vit Nam tin hnh kho st tri nghim ca khch hng i vi cht Ing dch v ti cc ca hng bng vic mi khch hng ng k ti tri
nghim v in phn hi vo phiu kho st. Trong , 87% khch hng phn hi tch cc v cht Ing dch v ti cc ca hng.Pizza Hut Vit Nam kho st khch hng.i vi cc doanh nghip, t chc thc hin cc hot ng quan h bo ch, ¢n ch theo di s Ing bo vit v chin dch PR ca mnh, v thng hiu ca mnh.V d 3: Mt chin dch PR c cc bo cp ti thng ip, tn thng hiu, hnh nh chin dch vi s Ing nh sau:i vi cc
trang mng x hi, cm xc cp ca cng chng trong khi tho lun v mt ch nht nh c th ¢ o Ing bng cc cng c thut ton. T mt sc thi tch cc, tiu cc hoc trung tnh s ¢ gn cho bi vit cp. Nu ¢ mt s Ing In cp i km vi sc thi tch cc s cho thy mi ngi ang lan truyn tin tc tt v bn v h hi Ing v thng ip hoc hot ng PR m bn trin khai. Ngc li, khi tm 1 tiu cc chim u th, n li 1 cnh bo v mt cuc
khng hong. Khi, bn nn phn ng mt cch ph hp bng cch thc hin cc iu chnh trong chin dch PR ca bn v gii quyt cc vn ang gy tranh ci trong cng ng.Hin nay c rt nhiu cng ¢ Social Listening hu ch gip doanh nghip c th theo di ¢ nhng ch s ny nhm Ing nghe v thu hiu nhng g cng chng ni v doanh nghip ca bn nh: SMCC.vn, TalkWalker, HubSpot, Hootsuite, All
Hashtag, BuzzSumo, Union MetricsV d 4: Trong chin dch PR ra mt phim Black Panther ca hng Marvel trn Social Media vo nm 2017, trailer Black Panther c trn 30% phn hi tch cc ca cng chng trn mng x hi Facebook (theo TalkWalker).Theo di s phn hi ca cng chng i vi Black Panther.Lead Volume (Mc ni bt cp)Mc ni bt cp ¢ tnh bng cch o tn sut mt cp xut
hin trong mt bi bo. N ¢ ¢ cp ngn gn hay su trong mt bi bo hay n c a In trang u tin ca mt t bo? Nu chin dch khng ni bt, th ¢ quan PR c th quyt nh thay i hng chin dch ca mnh.V d: Trong chui chin dch i tr v ca Bitis Hunter, cc cp v thng ip chnh, v thng hiu, v sn phm c¢ xut hin ngay trong tiu , hoc trong trang u tin, hay xuyn sut ni dung ca bi vit trn cc t bo ph
bin ngi xem nh Tui tr, Dn tr, Zingnews, Vnexpress, Knh 14 y u l nhng trang bo lan truyn xu hng ca gii tr, trong ¢ xu hng thi trang v Im p, in hnh nh Knh 14.Knh 14 ng mt vai tr tch cc trong vic cp nht thng tin nhng cuc tranh lun cng nh cc hot ng ca chui chin dch PR i tr v. Trong , thng ip chnh i tr v ¢ cp ti hu ht cc tiu bi bo, thng hiu Bitis Hunter v Bitis ni
chung cng c¢ nhc li nhiu In trong ni dung bi.Knh 14 a tin v chin dch i tr v.4. Reach (Tng Ing tip cn)Nu mc tiu ca bn | khin cng chng mc tiu thc hin mt s hnh ng nht nh th ch s tng Ing tip cn 1 yu t quan trng xc nh ¢ bn c c hi gy nh hng n hnh vi ca cng chng mc tiu hay khng.Khi bn trin khai cc hot ng t chc s kin offline th bn cn quan tm s ngi tham d s kin ca bn.
Khi bn thc hin chin dch PR trn bo, bn cn quan tm xem cc bi bo ¢ bao nhiu 1t xem.Nu bn trin khai chin dch PR trn nn tng Social Media, trong c bit 1 Fanpage th cn ch o Ing hiu qu PR thng qua Ing tip cn i vi cc bi ng.V d 1: Theo di Ing Reach ca cc bi ng trn Fanpage ca Vng sa Monte.Tng Ing tip cn ca 3 bi ng trn Fanpage ca Vng sa Monte.V d 2: Cng ¢ Social
Listening TalkWalker thng k c cc ch s tng Ing tip cn ca chin dch PR ra mt phim Black Panther trn cc mng x hi in hnh. Trong , TalkWalker cn phn tch c cc t1 theo tui v gii tnh ca cng chng.Ch s Ing tip cn ca Black Panther trn Social Media.Cn nu bn trin khai chin dch PR thng qua bi blog trn website th ¢ th o Ing s ngi tip cn c 1 s User (ngi dng) trn Google
Analytics.V d: Chng hn nh Website tip cn ¢ s ngi dng t cc ngun khc nhau n vi trang web nh sau:Theo di s ngi dng trn website bng Google Analytics.5. Engagement (S tng tc)i vi hot ng t chc cc chng trnh s kin, bn theo di s tng tc ca nhng ngi tham d thng qua mc hng ng ca h nh v tay, thi tham gia (th , hi ht hay nhit tnh, ng h). Hoc sau s kin, bn n nhn t pha
cng chng bao nhiu email, cuc in thoi v s kin, chng trnh, hot ng ca bn? Nhiu hn hay t hn thng 1?V d: Vo ngy 5/6/2020, thng hiu thi trang Nht Uniqlo t chc s kin khai trng ca hng th 3 ti Vincom Landmark 81. Ngay trc gi khai trng ca hng Uniqlo, Ing In khch hng xp hng di t trc chun b vo bn trong khu mua sm. Trong khong hn mt gi mua sm tiy, cc khu vc tnh
tin, th lun trong tnh trng ng ¢ do Ing khch vo mua sm tng dn. Mi ngi n bui khai trng u mua sm rt vui v, thoi mi. S kin khai trng ca hng mi ca Uniglo rt thnh cng v nhn ¢ s ng h tch cc ca ng o khch hng.Mi ngi xp hng ng c trong ngy khai trng Uniqlo.i vi hot ng PR quan h bo ch, bn cn theo di s tng tc ca cng chng i vi cc bi bo thng qua cc bnh lun li trn cc
trang bo mng hoc s 1t chia s bi bo In cc trang mng x hi.V d: Trong s kin Nick Vujicic n Vit Nam c t chc bi Tp on Hoa Sen vo nm 2013, cc thng tin lin quan n s kin ¢ ng ti rng ri In cc trang bo mng nh Vnexpress, Zing news, Tin phong v thu ht s tng tc ca cng chng trong cc bi bo. Trong , ¢ th k n mt bi bo ng trn Vnexpress thu ht 147 kin t khn gi. kin bnh lun
ca khn gi trn Vnexpress v s kin Nick Vujicic ca Tn Hoa Sen.Cc hot ng PR ngy cng c trin khai nhiu trn nn tng mng x hi. Hy kim tra s 1t thch, bnh lun, chia s, 1t xem (i vi video) di cc bi ng ca bn. T1 tng tc di bi ng ca bn cng cao, thng ip ca bn s cng ¢ lan ta rng trn cc knh Social Media. Nu chin dch ca bn khng to ra Ing tng tc mnh lan ta trong cng ng th ¢
ngha 1 ni dung ca bn khng th v mi ngi tho lun v n.V d: Chin dch i tr v ca Bitis trong ma 1 to ra ¢ s tng tc mnh m trong cng chng vi tng Ing tng tc t hn 1,2 triu (s bi vit, 1t likes, shares, comments) theo YouNet.Thng k s tng tc ca cng chng i vi chin dch i tr v trn cc mng x hi.S tng tc ca cng chng cn c th hin thng qua cc 1t xem tng cao trong mt thi gian ngn i vi
2 video clip viral ca chin dch 1 Lc Tri ca Sn Tng v i tr v ca Soobin Hong Sn vi In It 51.241.649 views v 18.257.808 views.S view ca 2 video clip viral trong chin dch i tr v.nh gi mc nh hng ca chin dch ca bn so vi chin dch ca i th cnh tranh 1 iu quan trng. i th cnh tranh y 1 cc bn thng hiu cnh tranh v nh hng trn mng x hi. N c th 1 cc chin dch ca thng hiu khc
trong cng ngnh hng, cc chin dch khc cng loi hnh, ch hay cc chin dch khc chy cng thi imCh s t1 mc nh hng = Tng Ing cp ca bn / Tng Ing cp ca cc i th cnh tranh v ca bn trong thi gian chy chin dch.Thng qua vic so snh t 1 mc nh hng gip bn hiu c v tr thng hiu ca mnh so vi cc i th cnh tranh. T, bn c th hiu r hn v nhng thch thc trn th trng, v cch t ¢ s pht trin v
thu ht khch hng.Bn cn phi ch n im chun trung bnh ca ngnh hng mnh trong thi im trin khai chin dch PR d on ¢ Share of voice ca mnh so vi cc i th. Da trn, bn s thit Ip ¢ KPI trn Social Media cn t ¢ bao nhiu phn trm tho lun (tch cc) cho chin dch ca mnh so vi ngnh.V d: Theo Buzzmetrics thng k ¢, cng nhc ti t kha Sum vy trong dp Tt, thng hiu Bitis Hunter c t
1 Share of voice cao nht trn Social Media so vi cc thng hiu khc vo nm 2017 v 2018.Thng k Share of voice ca top 10 thng hiu cng ni v thng ip Sum vy trong dp Tt.7. Doanh thu Ngoi cc ch s o Ing hiu qu truyn thng trn, doanh thu cng 1 mt ch s quan trng. Cc doanh nghip u quan tm ti doanh thu v li nhun thu ¢ sau mi chin dch trin khai.Chin dch PR ca bn ¢
ang i ng hng hay khng cng c quyt nh qua vic kim tra doanh thu m n to ra. Nu bn ang nhn c li nhun t cc khon u t ca mnh, th 1 mt du hiu tt cho thy chin dch PR ca bn ang thnh cng. Mt s hot ng PR c th nhn thy r s hiu qu v li nhun qua vic so snh doanh thu ca doanh nghip trc v sau chin dch PR.V d 1:Sau hot ng PR t chc s kin Nick Vuyjicic n Vit Nam ca Tp on
Hoa Sen vo nm 2013, ti sn ¢ phiu ca ng L Phc V Ch tch tp on Tn Hoa Sen tng In hn 100 t. Tn Hoa Sen vn 1 thng hiu ¢ cc nh xy dng bit n nhiu hn so vi ngi tiu dng. Thng qua s kin mi Nick Vuyjicic n Vit Nam, thng hiu Tn Hoa Sen xut hin nhiu trn truyn hnh, cu chuyn v Nick, v ng V ¢ nhiu ngi quan tm hn. T, gi ¢ phiu ca ng V cng tng In.S kin Nick Vuyjicic n
Vit Nam ca Tp on Hoa Sen.Tuy nhin, bn cng cn lu rng mt chin lc Marketing thng bao gm nhiu hot ng truyn thng kt hp nh khuyn mi, qung co, hot ng PR Do, bn s kh thy ¢ kt qu doanh thu t ring hot ng PR. Bn c th o Ing cng vi cc hot ng khc thy ¢ hiu qu v doanh thu ca mt chin lc Marketing tng th.V d: Chin dch i tr v Ma 1 ca Bitis s dng kt hp nhiu hot ng
truyn thng Marketing (Marketing Mix) nh qung co, chng trnh khuyn mi, hot ng PR Kt qu ca chin dch t 300% mc tiu doanh s bn hng ch trong vng 7 ngy.Nu nh bn cm thy kh o Ing v doanh thu ca hot ng PR th c th di mc tiu cui cng sang cc mc tiu trung gian. Chng hn nh i vi hot ng PR thng qua bi blog trn website, cc mc tiu trung gian c th 1 s 1t ti ebook, s
ngi in Form nhn bn tinV d: i vi hot ng PR thng qua bi blog trn website: bn s dng SEO traffic thu ht khch hng truy cp, sau bn ¢ th s dng cng c o Ing PR nh Google Analytics theo di cc ch s trung gian nh s khch hng in Form nhn thng tin, s khch hng ng k t vn hay s khch hng li thng tin nhn ebook T nhng d liu, bn ¢ th chuyn i h thnh cc khch hng tim nng thng
qua vic trin khai cc hot ng Email Marketing gi thng tin hu ch cho h v ku gi h hnh ng mua sn phm/dch v.Theo di s khch hng ng k nhn ebook trn Google Analytics>> Tm hiu dch v SEO ti GOBRANDING gip website ca bn tng th hng trn cng ¢ tm kimKt lunChng ta u bit rng thch thc In nht ca PR 1 chng minh gi tr v tc ng n doanh thu. o Ing hiu qu PR ng mt
vai tr quan trng trong vic minh chng rng cc khon u t ca bn ang ¢ n p thng qua xc nh v o Ing tin i vi cc mc tiu ra ban u.ng thi, bn nn u t vo cc hot ng PR trn nn tng online thng qua website v cc trang mng x hi s gip bn qung b thng hiu mt cch rng khp v tip cn ¢ cc i tng cng chng mc tiu. Theo , bn ¢cng c th d dng theo di, o Ing hiu qu PR qua phn tch lu Ing
website v cc ch s nh gi truyn thng trn mng x hi. y mnh hot ng PR trn website thng qua pht trin ni dung blog v s dng SEO traffic kt ni vi khch hng mc tiu [new-contact id=23679] Truyn thng x hi ngy cng pht trin v tr thnh mt phn khng th thiu trong chin lc marketing ca mi doanh nghip, vy nn vic theo di v nh gi hiu qu ca cc chin dch truyn thng 1 cc k quan
trng. Cc ch s o Ing hiu qu truyn thng x hi khng ch gip bn nm bt ¢ tnh hnh hin ti m cn cung cp nhng d liu qu gi ci thin chin Ic, tng cng tng tc v ti u ha t 1 chuyn i. Vi vit di y hy cng MangoAds tm hiu v 17 ch s o Ing hiu qu truyn thng x hi quan trng nht m bn cn theo di trong nm 2024.1. Ch s o Ing hiu qu truyn thng x hi v tm quan trng ca chngMun bit chin
dch marketing trn social media ca doanh nghip bn ¢ hiu qu hay khng, hy quan tm n cc ch s o Ing Social Media Metrics. y 1 cc ch s quan trng gip doanh nghip nh gi v iu chnh chin lIc ca mnh. Cc ch s ny cho thy mc lan ta, tng tc v hiu qu ca cc bi ng, doanh nghip c th ti u ha ngun lc v t ¢ mc tiu kinh doanh. Da trn vic theo di v phn tch cc ch s ny gip pht hin
sm cc li doanh nghip iu chnh kp thi, v nng cao hiu sut ca cc chin dch truyn thng x hi.2. Ch s tng tc truyn thng x hi (Social Media Metrics)Hin nay, cc ch s tng tc truyn thng x hi tr thnh yu t quan trng gip cc doanh nghip nh gi trong vic o Ing hiu qu truyn thng cc chin lc tip th v to dng hnh nh thng hiu. Di y, MangoAds s cung cp cho bn ci nhn chi tit v nhng
ch s quan trng m bn nn theo di v phn tch.2.1 T 1 tng tc (Engagement Rate)T | tng tc (Engagement Rate) 1 mt trong nhng ch s quan trng nht o Ing hiu qu truyn thng x hi ca cc chin dch. T 1 ny cho bit mc ngi dng tng tc vi ni dung thng qua cc hnh ng nh thch, bnh lun, chia s v 1u.Tng tc y khng ch n thun1 con s, m cn 1 minh chng r rng cho sc ht v tm nh hng
ca ni dung bn chia s. Ch s ny phn nh mc gn kt gia bn v khn gi. Mt t1 tng tc cao cho thy ni dung ca bn ang ¢ cng ng n nhn v chia s rng ri, v hiu qu ca cc chin dch marketing cng v th m c ti u ha.Hnh 1: Ch s o Ing hiu qu truyn thng t 1 tng tc - Engagement Rate (Ngun: MangoAds)V d, nu mt bi ng trn Facebook ca bn ¢ 200 1t thch, 50 It bnh lun, 30 It chia s v
bn ¢ 10,000 ngi theo di, th Enagement Rate s ¢ tnh nh sau:T | tng tc (Engagement Rate) = [(200 + 50 + 30)/10000] x 100 = 2,8%T | tng tc (Engagement Rate) c tnh 1 tt i vi mi nn tng | khc nhau. Trn Instagram, mc tng tc | tng thng dao ng t 1% n 5%. Tuy nhin, cng nhiu ngi theo di (follower), vic t c t1 ny cng tr nn kh khn hn do ni dung ca bn b phn tn n
nhiu i tng.2.2 T'1 khuch i (Amplification Rate)T 1 khuch i (Amplification Rate) 1 thc o cho thy bi ng ca bn ¢ chia s nhiu nh th no so vi s Ing ngi theo di. T 1 ny cho thy kh nng lan truyn ni dung ca bn trong mng li ca ngi theo di. Ging nh vic bn th mt hn xung nc, t1 ny cho bit cc gn sng lan rng ra bao xa.Hnh 2: Bi ng ca bn c ¢ chia s rng ri? Cng tm hiu thng qua
t 1 khuch i - Amplification Rate (Ngun: MangoAds)Gi s nu bn ¢ 10,000 ngi theo di v mt bi ng c chia s 50 In, t 1 khuch i s 1:T 1 khuch i (Amplification Rate) = (50/10000) x 100 = 0,5%im chun khi ng bi trn Facebook mt s Inh vc ¢ thng k nh sau:- Gio dc: 0,05%- Dch v ti chnh: 0,06%- Chnh ph: 0,06%- Chm sc sc khe/Sc khe: 0,08%- Du Ich/Khch sn/Gii tr:
0,03%2.3 Tl lan truyn (Virality Rate)T 11lan truyn (Virality Rate) phn nh t 1 mt bi ng ¢ ngi dng chia s v lan truyn trong cng ng, so vi tng 1t hin th ca bi ng trong mt khong thi gian.Ch s ny tng t nh t 1 khuch i. Tuy nhin, chng khc nhau ch t1 khuch i tnh t11t chia s so vi It hin th trong khi t | lan truyn tnh t 11t chia s so vi ca ngi theo di (follower).Hnh 3: o Ing
hiu qu truyn thng vi t 1 lan truyn - Virality Rate (Ngun: MangoAds)V d, nu mt bi ng ¢ 50 1t chia s v 1,000 1t hin th, t 1lan ta s I:T 1 lan truyn (Virality Rate) = (50/1000) x 100 = 5%3. Ch s nhn thc thng hiu (Brand Awareness Metrics)Nhn thc thng hiu 1 mt trong nhng yu t quan trng trong chin Ic marketing o Ing hiu qu truyn thng, gip thng hiu ca bn tr nn ni
bt v ghi nh trong tm tr khch hng. nh gi hiu qu ca cc chin dch xy dng thng hiu, vic theo di cc ch s nhn thc thng hiu ]l cn thit. Di y l mt s ch s quan trng m bn cn lu .>>> Xem thm: Cch nng cao nhn din thng hiu trong SEO3.1 Phm vi tip cn (Reach)Phm vi tip cn (Reach) | s Ing ngi dng duy nht nhn thy ni dung mt cch t nhin bt k h ¢ tng tc hay khng. yl mt ch s
quan trng theo di, cho bit mc ph bin ca ni dung trn cc nn tng truyn thng x hi. S Ing ny cng In, bi ng ca bn cng ¢ nhiu ngi bit n.Ngoi ra, bn nn theo di phm vi tip cn trung bnh ca mnh cng nh phm vi tip cn ca tng bi ng, cu chuyn hoc video ring 1. Mt tp con c gi tr ca ch s ny |l xem xt t 1 ca ngi theo di so vi ngi khng theo di trn tng s ngi tip cn.Trung bnh, mi bi
ng trn Facebook ch tip cn ¢ 2-6% ngi theo di. Vi Fanpage cng khai khong 1000 1t like, bi ng ¢ th tip cn 20-60 ngi xem t nhin ch khi It theo di v thch tng ng nhau. Nu It theo di t hn 1t thch, kh nng tip cn s gim v ngc 1i.3.2 Lt hin th (Impressions)Lt hin th (Impressions) 1 s In ni dung ca bn ¢ xem. Cho d ngi xem c tng tc vi ni dung hay khng th mi In hinthu c
tnh 1 mt impression. C th, mi khi bi ng ca bn 1t qua mn hnh ca ngi dng, d h c click vo c tip hay khng, th cng ¢ coil mt In tip cn.V d: Bn ng mt bi vit ch Bn b In Facebook. Nu bn ¢ 100 ngi bn trn Facebook v tt ¢ u nhn thy bi vit ca bn, th bi vit t ¢ 100 1t tip cn (reach) v 100 1t hin th (impression).Tuy nhin, sau mt ngy, khi kim tra li, bn thy 1t hin th (impression)
tng thm 50 In so vi s ngi xem (reach). iu ny cho thy bi ng ca bn ¢ mt s ngi bn xem li.Do vy m h thng tnh nhng It hin th ny vo impression. Vy nhng s ngi thc s thy bi vit ca bn vn khng i, ch ¢ 100 ngi trong danh sch bn b ca bn xem v th nn It reach khng tng m gi nguyn.3.3 Lt xem Video (Video Views)Lt xem video (Video Views) cng 1 mt ch s quan trng trong
vic o Ing hiu qu truyn thng, cho bit phm vi tip cn ca video. y n gin 1 s In mi ngi xem video ca bn. Ging nh khi bn xem mt b phim, mi In bn nhn play, 1 mt 1t xem. Con s ny gip bn bit ¢ bao nhiu ngi quan tm n video ca mnh.Mc d mi nn tng ¢ cch tnh 1t xem khc nhau, nhng nhn chung, ch s ny phn nh s ngi tng tc ban u vi ni dung ca bn ngha 1 bao nhiu ngi thy t
nht phn u ca video ca bn.3.4 T 1 hon thnh video (Video Completion Rate)T | hon thnh video (Video Completion Rate) o Ing s In ngi xem thc s xem video t u n cui. T 1 ny cho bit video ca bn ¢ gi chn ¢ ngi xem n cui hay khng. Nh mt php th xem video ¢ sc cun ht ngi xem n pht cui cng hay khngNhn chung, trong qu trnh o Ing hiu qu truyn thng, y 1 ch s quan
trng cho thy bn ang to ra ni dung cht Ing kt ni vi khn gi ca mnh. Khi t I ny cao s mt tn hiu mnh cho cc thut ton truyn thng x hi, gip ni dung ca bn ¢ u tin hin th.Hnh 4: Video ca bn gi chn c ngi xem trong bao lu? (Ngun: advertisingvietnam.com)3.5 T 1 tng trng khn gi (Audience Growth Rate)T 1 tng trng khn gi (Audience Growth Rate) 1 s Ing ngi theo di mi
m bn c ¢ trn mng x hi trong mt khong thi gian nht nh. y khng ch 1 con s n gin ca ngi theo di mi m | phn trm ca tng s khn gi ca bn.Hnh 5: Cch t 1 tng trng khn gi - Audience Growth Rate (Ngun: MangoAds)V d, nu bn ¢ 1.000 ngi theo di mi trong mt thng v tng s khn gi ca bn 1 10.000, t1 tng trng khn gi s 1:Audience Growth Rate = (1000/10000) x 100 =
10%im chun (benchmark) khi o Audience Growth Rate trn Facebook:- Gio dc: -0,81%- Dch v ti chnh: -0,72%- Chnh ph: -0,32%- Chm sc sc khe/Sc khe: -1,64%- Du lch/Khch sn/Gii tr: -2,65%4. Ch s tip th truyn thng x hi (Social Media Marketing Metrics) nh gi, o Ing hiu qu truyn thng ca cc chin dch trn mng x hi, khng th thiu vic theo di cc ch s quan trng.
Cc ch s ny s gip chng ta xc nh ¢ s thnh cng ng thi cung cp nhng thng tin qu gi iu chnh chin lc. Cng khm ph cc ch s tiu biu v ngha ca chng trong bi cnh tip th s.4.1 T 1 nhp chut (Click Through Rate - CTR)T 1 nhp chut (Click-Through Rate - CTR) cho bit tn sut ngi dng nhp vo mt lin kt ¢ th trn tng s In lin kt ¢ hin th trong mt bi vit. Cng nhiu ngi click vo mt lin
kt trong mt trong cc bi ng ca bn truy cp thm ni dung, chng t bi vit ca bn cng hp dn v hiu qu.Hnh 6: T 1 nhp chut - Click-Through Rate (CTR) gp phn trong cng cuc o Ing hiu qu truyn thng cc chin dch (Ngun: MangoAds)V d, nu mt bi ng ¢ 100 In nhp v 5,000 1t hin th, CTR s I:T 1 nhp chut (Click-Through Rate - CTR) = (100/5000) x 100 = 2%4.2 T 1 chuyn i
(Conversion Rate)T 1 chuyn i (Conversion Rate) 1 t 1 phn trm ngi dng thc s thc hin hnh ng mong mun (nh ng k, mua hng,...) sau khi tng tc vi ni dung bn ng. y Il mt trong nhng ch s quan trng nht v n cho thy gi tr thc ca cc chin dch khi tin hnh o Ing hiu qu truyn thng x hi.Hnh 7: Cng thc tnh t 1 chuyn i - Conversion Rate (Ngun: MangoAds)Gi d, nu mt bi ng ¢
50 chuyn it 200 In nhp, t1 chuynisl:T I chuyn i (Conversion Rate) = (50/200) x 100 = 25%>>> Xem thm: T kha chuyn i quan trng th no4.3 Chi ph trn mi In nhp chut (Cost Per Click)Chi ph trn mi In nhp (Cost Per Click - CPC) 1 s tin bn tr cho mi In nhp chut vo mt qung co truyn thng x hi. Hiu r gi tr m mi khch hng mang li cho doanh nghip, c bit 1 doanh
thu trung bnh t mi n hng, s gip bn a ra quyt nh u t qung co hiu qu hn.Hnh 8: Chi ph trn mi In nhp - Cost Per Click (CPC) ¢ tnh nh trn (Ngun: MangoAds)Khch hng c gi tr cao v t1 chuyn i tt ng ngha vi vic bn ¢ th u t nhiu hn cho mi It nhp chut thu ht khch hng mi. CPC khng cn phi tnh ton v n ¢ sn trong phn tch ca mng x hi ni bn chy qung co Facebook,
Google Ads, v.v.4.4 Chi ph trn mi ngn It hin th (Cost Per Thousand Impressions)Chi ph trn mi ngn 1t hin th (Cost Per Thousand Impressions - CPM) 1 chi ph bn phi tr cho mi mt ngn 1t hin th ca qung co truyn thng x hi ca bn. CPM gip bn hiu chi ph t ¢ It xem ni dung trn quy m In. Tng t nh CPC, CPM c sn trong phn tch ca mng x hi.Ging vic bn b ra mt s tin
qung co ca bn xut hin trc mt 1000 ngi dng trn mng x hi. Ni cch khc, CPM cho bn bit bn cn b ra bao nhiu tin qung co ca mnh ¢ nhiu ngi thy.5. Ch s dch v khch hng (Social customer service metrics)Ch s dch v khch hng 1 thc o chnh xc nht cho thy doanh nghip ca bn ang "ni chuyn" vi khch hng nh th no, gip doanh nghip xc nh ng hng i chinh phc khch hng
trong hnh trnh o Ing hiu qu truyn thng ca cc chin dch. Di y 1 cc ch s ¢ th.5.1 Thi gian phn hi trung bnh (Average Response Time)Thi gian phn hi trung bnh (Average Response Time) cho thy tc m b phn chm sc khch hng tng tc vi khch hng trn cc knh mng x hi. Thi gian ¢ tnh t khi khch hng gi tin nhn n khi nhn ¢ phn hi.Vic xc nh c tc x1 yu cu v t ci thin tri
nghim khch hng. Bn c th tnh ton thi gian phn hi bng cch cng tng thi gian phn hi cho cc yu cu v chia cho s Ing yu cu.Hnh 9: Thi gian phn hi trung bnh ca doanh nghip bn p ng ¢ yu cu? (Ngun: MangoAds)5.2 im hi Ing khch hng (CSAT)im hi Ing khch hng (Customer Satisfaction Score - CSAT) o Ing mc hi Ing ca khch hng vi sn phm hoc dch v ca doanh nghip.
CSAT thng da trn mt cu hi n gin: "Khch hng s nh gi mc hi Ing ca mnh nh th no?"Hnh 10: Liu khch hng ca bn ¢ cm thy hi Ing vi sn phm/dch v m doanh nghip mang 1i? (Ngun: MangoAds)Gi s: Mt doanh nghip tin hnh kho st bng cch hi khch hng nh gi s hi Ing v dch v chm sc khch hng trn thang im t 1 n 10 da trn cu hi Bn ¢ cm thy hi Ing v dch v chm sc khch
hng ca chng ti trong In ny khng? v t ¢ kt qu nh sau:Bn A = 6Bn B = 10Bn C = 9Bn D = 3Lc ny, CSTA ca doanh nghip = [(6 + 10 + 9 + 3)/4]1 x 10 = 705.3 im khuyn ngh rng (Net Promoter Score - NPS)im khuyn ngh rng (Net Promoter Score - NPS) 1 mt ch s quan trng gip doanh nghip o Ing mc hi Ing ca khch hng v kh nng h s gii thiu sn phm/dch v cho ngi
khc, t nh gi hiu qu ca cc hot ng kinh doanh.Ni cch khc, ch s ny o Ing Ing trung thnh ca khch hng bng cch hi: Trn thang im t 0 n 10, bn s gii thiu sn phm/dch v ca chng ti cho bn b nh th no?.Nhng khch hng nh gi t 9-10 im ¢ coi |l ngi ng h (Promoters), trong khi nhng ngi nh gi t 0-6 im 1 ngi ch trch (Detractors). Cn ri vo nhm 7-8 im c coi |l ngi th ng
(Passives).Hnh 11: o Ing hiu qu truyn thng da trn im khuyn ngh rng - Net Promoter Score (NPS) nh th no? (Ngun: MangoAds)V d: Vi kt qu kho st cho thy 60 khch hng 1 Promoters v 20 1 Detractors, im Net Promoter Score (NPS) ca doanh nghip s I:NPS = [(60 - 20)/80] x 100 = 50%6. Ch s o Ing hiu qu truyn thng x hi quan trng khcNgoi nhng ch s quen
thuc, cn rt nhiu ch s o Ing hiu qu truyn thng x hi quan trng khc ng vai tr then cht trong vic o Ing thnh cng. Hiu r v bit cch tn dng hiu qu cc ch s ny s gip bn a ra quyt nh chnh xc v ti u ha chin lc marketing.6.1 T 1 chia s ting ni x hi (SSoV)T 1 chia s ting ni x hi (Share of Voice - SSoV) cho bit tn sut thng hiu ca bn c cp, tho lun n so vi cc i th cnh tranh trong
cng Inh ve. Ging nh mt cuc thi v ph bin, SSoV gip bn hiu r hn v th ca mnh trn th trng so vi i th. tnh SSoV, bn ch cn m xem ¢ bao nhiu ngi nhc n thng hiu ca bn, sau so snh vi tng s In nhc n ca tt ¢ cc thng hiu trong cng ngnh. Cui cng, bn s ¢ mt con s phn trm cho thy thng hiu ca bn chim bao nhiu phn trong cuc tr chuyn .Hnh 12: T 1 chia s ting ni x hi - Share
of Voice (SSoV) ang dn tr thnh xu hng trong cc chin dch o Ing hiu qu truyn thng (Ngun: MangoAds)Gi s doanh nghip bn trong 100 In nhc n v cc thng hiu trong ngnh, v thng hiu ca bn ¢ nhc n 20 In, th SSoV ca bn s120%. iu ny ¢ ngha 1 bn ang chim 20% cuc tr chuyn v sn phm/dch v trn mng x hi6.2 Tm 1 x hi (Social Sentiment)Theo di cm xc v thi ng sau
cuc tr chuyn v thng hiu ca bn trn mng x hi. Tm 1 x hi cho bn bit ngi ta ang ni nhng iu tch cc hay tiu cc v bn. Cng c o Ing tm 1 x hi ¢ th x 1 v phn loi ngn ng v ng cnh, gip bn nm bt ¢ tm 1 x hi mt cch hiu qu t vic o Ing hiu qu truyn thng tr nn d dng hn.7. Hng dn thit Ip Social Media Metrics Dashboard theo di cc ch s o Ing hiu qu truyn thng x hi mt cch tt nht,
bn cn thit Ip mt bng iu khin ch s. Hu ht cc mng x hi u c trnh theo di ch s tch hp nhng vic chuyn i gia cc ti khon c th tn thi gian. S dng cng c ch s truyn thng x hi nh Hootsuite Analytics s gip bn theo di tt ¢ cc ch s t Twitter, Instagram, Facebook, TikTok, Pinterest v LinkedIn tt ¢ mt ni.Li ktKt lun li, vi b 17 ch s o Ing hiu qu truyn thng, cc nh qun tr
marketing gi y ¢ trong tay mt cng c c Ic a ra nhng quyt nh da trn d liu thc t. Thay v da vo cm tnh, vic phn tch su cc ch s s gip doanh nghip xc nh r nhng g ang hot ng tt, nhng g cn ci thin v t a ra nhng chin lc ph hp t ¢ mc tiu kinh doanh ra. MangoAds hiu r tm quan trng ca vic o Ing v ti u ha. Vi kinh nghim v cng ¢ phn tch chuyn su, chng ti s ng hnh cng bn,
gip bn nm bt r tnh hnh, a ra quyt nh chnh xc v t ¢ mc tiu kinh doanh mt cch hiu qu.Xem thm:>>> Tng quan 10 tng social media xy dng danh ting doanh nghip Ch s truyn thng 1 cc ch s a ra trong khi o Ing cht Ing truyn thng. Vi tnh cht ph bin ca cc ngun thng tin mang n s tip cn cho ngi tiu dng. Truyn thng 1 cch thc truyn ti thng tin sn phm n khch hng trn
th trng vi ch s ¢ xy dng khc nhau trong cc mc ch truyn thng.Ph thuc trn phng tin truyn thng, i tng khch hng doanh nghip hng n. Cc ch s o Ing truyn thng hng n cc thng tin ¢ tip nhn. Cng vi cc mi quan tm nht nh i vi ngun thng tin. Thng thng cc kt qu phn nh qua truyn thng 1 mang n thng tin cho nhng ch th trn th trng.Ch s truyn thng 1 cc ch s a ra trong
khi o Ing cht Ing truyn thng.2. 5 Ch s o Ing hiu qu mt chin dch truyn thng2.1 Ch s ROI (Li nhun c c t vic u t)ROI c xem 1 thc o nh gi liu bn ¢ ang s dng ngun vn mt cch hiu qu trong vic u t hay khng? Ch s ROI s gip bn bit ¢ nhng khon bn b ra u t trc tip ng gp bao nhiu cho doanh nghip ca bn. ROI = Thu nhp rng / Chi ph u t hoc ROI = Linhunut/C s ut.Nu
bn kim ¢ 100.000 t 10.000, th t sut hon vn (ROI) ca bn 190%.Ch s ROI2.2 Ch s Sentiment score (Ch s cm xc)Th hin vi quan tm trong nhng cm xc th hin ca khch th trn th trng c o Ing bng cch phn tch cm xc ca cc bnh lun. T, xc nh tng quan gia nhng kin tch cc v tiu cc. Cm xc ny ¢ phn nh thng qua nhng cm nhn trong tip nhn ngun thng tin v s ph hp hay
quan tm phn nh thng qua mt lot cc hnh vi sau . Ch s cm xc = (S Ing tho lun Tch cc S Ing tho lun Tiu cc) / (S Ing tho lun Tch cc + S Ing tho lun Tiu cc).Cc ch s o Ing cm xc tch cc ¢ y mnh gip hiu qu truyn thng ¢ phn nh. Trong , cm xc c th truyn ti n nhng ch th xung quanh. Mt cch thc truyn thng hiu qu ¢ to ra. N gip cho cc bn nhn c cc li ch nht nh nu chn la
c thng hiu ph hp.Ch s cm xc2.3 Ch s truyn thng UGC ( tng tc ca ngi dng)Phn no phn nh mc quan tm ca mi ngi i vi thng hiu ca bn v n hon ton tch ri vi nhng ngha trong hiu qu ¢ quan tm theo chiu hng no. N dn n mt hiu ng cnh bm, gip nng thng hiu ca bn In mt tm cao mi. Cc tng tc gip li ch t ¢ nhiu hn, s quan tm tt hn s 1 gi tr bn vng cho thng hiu. tng tc cng
cao th kh nng tip cn, ph sng thng hiu ca bn cng In. Truyn thng to ra hiu qu cho tnh tng tc, trong khi cc kt qu s gip thng hiu doanh nghip ¢ nng cao. thc hin ¢ cc hiu ng ny, nhng xu hng mi nht ca th trng cn ¢ ng dng hiu qu.Ch s truyn thng UGC2.4 Ch s Audience scale (Lng ngi tham gia tho lun)Cc o Ing vi Ing ngi tham gia tho lun cng phn nh vi xu hng mi
ca th trng. Khi Ing ngi tham gia cng In, nhng quan tm cng c th hin r. Lng ngi ny ¢ th quan tm n cc phn nh tt hay khng trn th trng. Cc nh gi c thc hin trn ch s phn nh 1 cn ¢ vi s thu ht vi nhiu i tng khc nhau.Ch s truyn thng ny thng dng nh gi Ing fan thu ht c sau chin dch Marketing. Vi mng x hi, ch s ny phn nh s Ing ngi thc s tham gia tho lun. Cc quan tm c
hnh thnh v phn nh thng qua nhng biu t ch, quan im. T, gi tr In c th c to ra vi xu hng v quan tm t s ng.Ch s Audience scale2.5 Ch s Object mention (Lng tho lun cp n ch th)Object mention 1 s Ing tho lun cp trc tip n cc cm t v thng hiu/sn phm/chin dch. Ch s o Ing tuyn thng ny gip nh gi chnh xc hn hiu qu truyn ti thng ip ca thng hiu n khch hng. c bit, i vi cc
chin dch s dng Influencer, ¢ kh nhiu trng hp bi ng ca influencer thu v nhiu bnh lun nhng ni dung ch xoay quanh influencer m khng lin quan n chin dch hay thng hiu.Ch s Object mentionCc bi ng to ra nhiu tho lun trn mng x hi nhng t 1 tho lun lin quan n thng hiu hay chin dch li thp th hiu ng gi nh thng hiu cng khng cao. Ci kh ca vic Im content cho knh
truyn thng mng x hi l Im th no c th gii c bi ton kh vi nhiu yu cu cn phi ¢ tha mn: Phi ni iu ngi ta mun nghe, chuyn ti thng ip ca thng hiu mt cch kho lo va cht v Ing ngi ta ghi nh nhng khng kh chu v to ¢ s cng hng gia sc mnh ni dung v cc yu t hnh nh, m thanbh, tit tu.Trn y 1 nhng ch s quan trng gip nh gi hiu qu truyn thng. Mi ch s truyn thng u ¢ nhng ngha v
mc ch ring. Chng ch nh gi ¢ mt kha cnh nht nh ca chin dch. Cc cch tip cn v o Ing th hin vi nh gi hiu qu t truyn thng. Gi tr hi t (Convergent validity)chnh 1 vic cc bin quan st ca mt bin tim n ¢ tng quan thun vi nhau khng v s tng quan thun mnh ti mc no. nh gi gi tr hi t, nh nghin cu s xem xt h s ti ngoi ca cc bin quan st, cng nh gi tr phng sai trch trung bnh
(average variance extracted AVE). Lu, phng thc nh gi hi t ny p dng chom hnh o Ing kt qu (reflective).1. Ngng h s ti chun ha ca bin quan stNu h s ti chun ha (outer loading vi SMARTPLS hoc standardized regression weight vi AMOS) i vi bin nghin cu cng cao, iu ¢ ngha 1 bin kt qu s cng o Ing chung khi nim, ¢ gi chung 1 tin cy bin quan st (indicator
reliability). Ti thiu, h s ti chun ha ca cc bin s phi ¢ ngha thng k.H s ti chun ha ca bin quan st trong thang o kt qu th hin mc gii thch ca bin tim n cho bin quan st . Ngng 1 h s ti chun ha tt nn t 0.708 tr In, bnh phng gi tr h s ti chng ta s thu ¢ phng sai trch ca bin quan st . Bnh phng ngng h s ti chun ha (0.708)2= 0.5 = 50%, iu ny ni In rng, bin tim n phi gii
thch ti thiu 50% ngha cho tng bin quan st. Trong hu ht mi trng hp, gi tr 0.70 ¢ xem nh gn vi 0.708 nhng d nh hn, nn 0.7 ¢ chp nhn s dng Im ngng nh gi h s ti chun ha.Cc nh nghin cu thng s dng cc h s ti ngoi thp hn (< 0.7) trong cc nghin cu v khoa hc x hi, ¢ bit vi cc thang o mi hnh thnh (Hulland, 1999). Nh nghin cu thng cn nhc rt k nh hng ca cc bin b loi
b (effects of item removal) In tin cy tng hp cng nh tnh gi tr ni dung ca bin nghin cu (constructs content validity) ra quyt nh ¢ nn b hay gi li bin trong trng hp h s ti ngoi nh hn 0.7. Thng thng, khi thy h s ti ngoi nm trong khong gia 0.4 0.7, chng ta s loi bin khi thang o nu vic loi b bin ny s Im tng tin cy tng hp (CR composite reliability) hay khi loi bin ny th gi
tr ca phng sai trch trung bnh AVE t ngng quy nh.Ngoi ra, vic loi b bin quan st khi thang o cng c cch tip cn khc khi xem xt nh hng ca vic loi bin tc ng ti gi tr ni dung. Nhng bin quan st no ¢ h s ti yu hn i khi ¢ gi li do ¢ ng gp v gi tr ni dung. Nhng bin c h s ti thp (nh hn 0.4), thng b loi khi thang 0.2. nh gi tnh hi t thang o bng ch s AVEMt cch nh gigitrhit
mt thang o 1 cn ¢ vo gi tr caphng sai trch trung bnh AVE. Ch s ny ¢ nh ngha 1 tng gi tr trung bnh ca bnh phng h s ti chun ha ca cc bin quan st trong mt bin tim n (tc 1, tng bnh phng h s ti chia cho s Ing bin quan st). Gi tr AVE ¢ tnh theo cng thc:Trong :AVE:phng sai trch trung bnh AVE ca bin tim n Ald1, 1d2,Idm:h s ti chun haca bin quan st thuc bin tim n
Am:s Ing bin quan st ca bin tim n AHair v cng s (A Primer on Partial Least Squares Structural Equation Modeling, 2021) cho rng gi tr AVE t 0.5hoc cao hn cho thy, bin tim n s gii thch nhiu hn phn na phng sai cc bin quan st ca n, lc ny thang o t tnh hi t tt. Ngc li, nu gi tr ca AVE nh hn 0.5, iu ny ¢ ngha 1, trung bnh, ¢ nhiu sai s vn cn tn ti trong cc bin quan
st hn 1 phng sai ¢ gii thch bi bin tim n.Cng thc tnh ch s AVEkhng quan tm n s ng gp ca tng ch bo m quan tm ti tnh i din. Nu tp bin quan st, nu tn ti mt bin quan st bt k ¢ h s ti chun ha nh hn 0.7 nhng cc bin quan st cn li ¢ h s ti cao v gn vo cng thc tnh AVE vn m bo ch s ny t 0.5 tr In, thang o v m bo gi tr hi t. Ngi Im ngh PR no cng phi cng nhn rng o Ing
hot ng PR vn 1 ch gy au u!Nm trong tm bo 1 ch s Advertising Value Equivalency (Gi tr Qung co Tng ng), thng c vit tt 1 AVE. y 1 ch s rt quen thuc ca ngnh PR, v ¢ s dng o Ing hiu qu kinh t ca hot ng a tin bi.Tuy nhin, nu bn th search cm t AVE trong ngnh PR trn Google, nhng kt qu tm kim s bo bn rng ¢ 1 n Ic khai t ch s li thi ny. Ti sao li nh th? Bi vit ny s phn
tch nhng th phi ca ch s AVE trong bi cnh PR hin i.Search nh AVE mt ci m kt qu h hn!Bn c bit, tui i ca khi nim AVE cn In hn tui ca bn. Nguyn 1 ca AVE hot ng da trn chi ph qung co. Vo thu s khai ca ngnh PR, nhng ngi Im ngh thng ly thc o din tch bi ng trn bo in tnh gi tr qung co tng ng. Ni n gin d hiu, nu bi ng 1 qung co, th n s ¢ gi bao nhiu? Nhn hng tit
kim ¢ bao nhiu tin so vi booking qung co?AVEs =(size * respective advertising rate)AVE c¢ tnh bng cch nhn di bi ng hoc s giy pht sng vi t gi qung co tng ng (Watson, 2013).Tuy nhin, khi bo in t dn thay th bo in th cng thc trn khng cn hp thi na. V th, nhng ngi hnh ngh PR ngy nay iu chnh li cch tnh theo gi qung co online. Bn cnh , ngnh PR hin i cng ang ng
dng nhng ch s o Ing nh 1t hin th, It tip cn, 1t tng tc, 1t xem, v.v. o Ing nhng hot ng PR trc tuyn.Vy cch o Ing ny hp thi hn cha? Khng hn!u ai tranh ci n nh th ch iu chnh ci cng thc cho bt li thi. Ngi ta tranh ci v bn cht v khi nim ca AVE liu o Ing hiu qu ti chnh c th hin ¢ hiu qu ca chin dch PR khng? gii thch iu ny, bn cn hiu v khi nim u ra (output), kt qu nhn thc
(outtake), v kt qu hnh vi (outcome).u ra 1 nhng con s thy lin sau khi thc hin hot ng PR. ural ch s d o Ing nht, nhng y ch | nhng mnh ghp nh v thng s khng em li bc tranh ton cnh v tm nh hng ca chin dch. Nhn theo hng ny, th bn cht cc ch s tip cn hoc tng tc ca ngnh digital marketing cng khng my khc bit vi AVE hoc s Ing bi ng (coverage clipping) ca ngnh
PR.Vy ti sao cuciliuiqung co hnl PR? S khc bit nm kt qu ngnh qung co em li kt qu tc thi. Cc s liu ra n v doanh thu c th d dng o Ing c. Nhng o Ing kt qu nhn thc (nhn thc ca khch hng v nhn hng) hoc kt qu hnh vi (s i trong hnh vi ca khch hng) sau mi chin dch PR thng tn km hn nhiu, ¢ v ngn sch v thi gian. Vic xy dng danh ting cho thng hiu cn thi gian mi
gt hi c kt qu. i vi con ngi cng th, cn c thi gian xy dng uy tn trong mt ng nghip. Danh ting v Ing tin th khng d dng thay i trong mt sm mt chiu. o Ing kt qu nhn thc v kt qu hnh vi ca ngnh PR, thng hiu cn phi thc hin thm kho st v nghin cu sau khi cc hot ng PR kt thc, v d nhin | iu ny cn ngn sch. PR agency th lun sn Ing h tr, nhng khng phi nhn hng no cng sn
Ing chi ngn sch.Quay li cu hi ban u, liu ¢ hp 1 khi nh gi chin dch PR da trn hiu qu ti chnh hay khng? Trc khi vi a ra kt lun, chng ta cn iu chnh li k vng sao cho ng vi mc tiu. Hy nhn cu hi ny t mt gc khc bn k vng bit ¢ g t nhng ch s 0 Ing?AVE v s Ing tin bi ]l u ra ca chin dch PR. Nu xt phng din ra ch s u ra, th AVE v s Ing tin bi vn ¢ chp nhn o Ing chin dch PR.
Nhng ch s ny s em li cho nhn hng ci nhn s b v tnh lan ta v hiu qu ti chnh ca bi ng. Tuy nhin, d AVE v s Ing tin bil ch s u ra, nhiu ngi li k vag | s bit v kt qu nhn thc v kt qu hnh vi ngay sau chin dch. Khi k vng v thc t Ich pha th d nhin s em li nhiu ci nhn ht hng v AVE. Thay v ch s dng AVE, cc nhn hng c th s dng thm cng c social listening v nhng kho st th
trng nh gi chnh xc hn v ROI ca cc hot ng PR.Tm li:Trong bi cnh hin i, nhng ngi hnh ngh PR mong mun o Ing nhng kt qu thit thc hn, khin cho AVE tr nn li thi.Chin dch PR cn c thi gian cho ra kt qu, v tn ngn sch o Ing. Bn cht ca AVE 1 ch s u ra, gip nhn hng c ci nhn v sc lan ta cng nh hiu qu ti chnh ca hot ng PR. V th, nhiu agency v ¢ nhn hng vn chn AVE Im
ch s o Ing ngn hn.Tuy nhin, nhn hng khng nn 1 thuc ch vo AVE, m nn s dng thm nhng cng ¢ khc o Ing hiu qu ca hot ng PR trong di hn.D mang ting xu, nhng c rt t ch s thay th cho AVE. Vi nhng cng ngh ngy cng tin tin, liu trong tng lai, ngnh PR c th tm ra nhng ch s o Ing mi ¢ th p ng ¢ k vag v ngn sch ca khch hng hay khng?Bi c vit bi Hnh L, tr 1 iu hnh
tiEloQ Communications, PR agency hng u ti Vit Nam. Hin ti Hnh ang gip EloQ kt ni v duy tr mi quan h vi nhiu agency i tc n t nhiu nc khc trong khu vc chu , cng cc mng li PR ton cu thc thi cc d n quc t v nng cao tiu chun cht Ing dch v trong ngnh truyn thng.Ti liu tham kho:Watson, T. (2013). Advertising value equivalencePRs orphan metric. Public
Relations Review, 39(2), 139-146.Anderson, F. W., Hadley, L., Rockland, D., & Weiner, M. (2009). Guidelines for setting measurable public relations objectives: An update. Institute for Public Relations.
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