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Abstract:

is study analyzes the paradigm shift in
Marketing in the Age of Artificial Intelligence,
from a communication science focused on
persuading behavior to a mechanism for structuring
human choice space based on data and algorithms.
In the digital economy, customer behavior is no
longer an independent expression of individual will,
but is formed within a multi-layered interactive
structure between behavioral data, algorithmic
models, and digital platform architecture.The
research results indicate a shift in market power
from businesses to digital platforms and, more
profoundly, to algorithms — the invisible entity
coordinating visibility, accessibility, and choice.
Simultaneously, consumer behavior is restructured
according to data-driven logic, predictive analytics,
and probabilistic optimization, blurring the lines
between observing behavior and constructing

behavior.

Specifically, the study highlights the central
paradox of digital marketing: increasingly deep
personalization leads to homogenization of
behavior at the algorithmic structural level. From
that perspective, modern marketing is established as
a technical-data-algorithmic system that organizes
human behavior in a comprehensive digital space.
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1. Luén dé trung tim

Trong Ky nguyén kinh té s, Marketing khong
con don thuan 1a hoat dong truyén thong nham tac
dong dén hanh vi khach hang theo nghia truyen
thdng. Ban chat cua nd da chuyén dich sang mot cap
d6 cao hon: mot hé thong diéu ph01 hanh vi dya trén
dr li¢u va thuat toan. Sy thay doi nay khong chi la
su cai tién cong cu, ma la sy thay dbi vé nén tang tu
duy: trr “tac dong len con ngudi” sang “thiét ké moi
truong ra quyét dinh cia con nguoi”.

Su chuyén dich nay dugc hinh thanh trén co s&
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mot thuce té khach quan: moi hanh vi cuia khach hang
trong moi truong s déu dé lai dau vét dir lidu. Tur
thao tac tim kiém, thoi gian dung lai trén mot ndi
dung, lich stt mua sam cho dén muc do tuong tac,
tat ca déu duoc ghi nhan, lugng hoa va chuén hoa
thanh dit lidu c6 thé xir Iy. Khi hanh vi dugc dit liéu
hoa toan dién, khach hang khong con xuét hién nhu
mot chu thé thuan tiy mang tinh dinh tinh, ma tr¢
thanh mot “chudi tin hiéu hanh vi” c6 thé phan tich
va du bao.

Trén nén dir liéu do, cac hé thong tri tu¢ nhan
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tao khong chi dirng lai ¢ vai tro phén tich mo ta qua
khir, ma da phat trién thanh cong cu du bao va dinh
huo‘ng tuong lai hanh vi. Thong qua cdc md hinh xac
suét va hoc may, hé thong c6 kha nang nhan dién xu
huéng lua chon, phan nhom khéch hang, dong thoi
dé xuat noi dung, san pham va thoi diém tiép can
pht hop. Piédu nay c6 nghia 1a hanh vi khach hang
khong con dugc hinh thanh hoan toan tw phat ma
chiu sy “dan dit mém” tir cac hé thong goi ¥ va tdi
uu hoa.

Tu goc do ly luén, co the nhén dién mot su
thay doi mang tinh ban chat hanh vi khach hang
khong con 1a mot bién s6 doc lap trong phan tich
Marketing, ma dang tré thinh mot bién sé ndi sinh
duoc tao 1ap ngay trong chinh hé théng Marketing
s6. Noi cach khac, hé thong khong chi quan sat hanh
vi, ma con tham gia vao qua trinh hinh thanh hanh vi
thong qua vigc thiet ke lua chon, sdp dat thong tin va
toi uu hoda trai nghi¢m theo thoi gian thyec.

Do do, Marketing trong ky nguyén s6 can dugc
hiéu lai mot cach toan dién: khong phdi 1a ngh¢
thuat thuyét phuc khach hang, ma la khoa hoc to
chirc hanh vi con nguoi trong mot khong glan d
li¢u hoa va thuit toan héa, noi ranh glol gnra quan
sat va kién tao hanh vi ngay cang trd nén mo nhat,
tham chi hoa lam mot.

2. Vin dé nghién ciru

Nén tang tri thire cua Marketing truyen thong
dugc xay dung trén mot hé quy chiéu nhan thirc
mang tinh c6 dlen trong d6 con ngudi duge gid dinh
la mot chu thé 6 ly tri doc 1ap, hanh vi mang tinh tu
quyét va c6 kha nang Xt ly thong tin theo hudng ti
uu hoéa 1oi ich ca nhan. Trong cau tric ly thuyét nay,
thi truong duoc xem nhu mét khong gian trung lap,
noi cac quyet dinh tiéu dung dugc hinh thanh bén
trong y chi ctia ca nhan, con dit li¢u chi dong vai tro
phéan anh cac hanh vi da xay ra trong qua kh.

Tuy nhién, su phét trién cta kinh té s da lam xuat
hién mét sy dut gy mang tinh nén tang trong hé gia
dinh nay. Khi hanh vi con ngudi dugce s6 hda toan
dién va lién tuc, ranh gi(yi giﬁ'a “quan sat hanh vi”

“tao 1ap hanh vi” tré nén mo nhoe. Dir li¢u khong
con la tam guong phan chiéu thyc tai, ma tr¢ thanh
mot thanh phan tham gia truc tlep vao qua trinh kién
tao thuc tai hanh vi. Trong cau triic mdi nay, hanh
vi khong con duoc hinh thanh trong mot khong gian
tur do tuyét di cua y chi ca nhan, ma duoc dat trong
mdt trudng lyc phirc hop gom dir liéu, thuat toan va
kién tréc lya chon. Moi quyét dinh tiéu dung, vi vay,
khong chi la két qua cua nhan thirc ndi tai, ma con la
két qua cua qua trinh ‘tién cdu tric hoa lua chon”,
trong d6 cac kha ning hanh dong da duogc sip dat
sang loc va uu tién hoa trudce khi chu thé nhan thuc
day da vé chung.

T goc do nhén thic luén, diéu nay dan dén mot
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bién d6i c6 tinh chat cin ban: chi thé tiéu dung
khong con 1a diém khoi phat doc 1ap cua hanh vi,
ma tr¢ thanh mot thye thé dugc dong kién tao b(n
hé théng cong nghe N6i cach khac, chu thé khong
dimg bén ngoai dit li¢u de su dung du li¢u, ma dang
ton tai bén trong chinh céu triic dit liéu hoa caa hanh
vi. Trong bbi canh do, dir liu da vuot khdi vai tro
cong cu mo ta, dé tro thanh mot hinh thai quyen
luc m6i c6 kha nang t6 chirc va didu tlet hanh vi
xa hoi. Quyen lyc nay khong van hanh biang ménh
1énh tryc tiep, ma thong qua co ché dinh hinh xac
suét lya chon, sap xép thir tu tlep can thong tin va
thiét ké khong gian hién thi. Pong thoi, tri tué nhan
tao khong chi dong vai tro trung g1an xu ly thong
tin, ma da tré thanh mot tang trung gian nhan thic,
noi cac kha nang lya chon dugce tao lap, loai trir va
uu tién hoa truge khi duoc chuyén dén chu thé con
nguol Diéu nay dan dén mot nghlch 1y 1y luan séu
sdc: con ngudi van dugce coi la nguo’l ra quyet dinh
cudi cung, nhung khong con la nguoi thiét ké toan
b khong glan quyét dinh cua chinh minh.

T @6, van dé nghién ctru cbt 161 duoc dat ra
khong con don thuan la “Marketlng tac dong dén
hanh vi nhu thé nao”, ma 1a: trong dleu ki¢n hanh
vi da bi dir liéu hoa, thuat toan héa va tién ciu tric
hoa, ligu khai niém “lya chon tu do” con gitr duge
y nghia ly thuyét nguyén gbc hay khong, hay no da
chuyén hoa thanh mot hinh thirc Iya chon c6 didu
kién trong mot khong gian di dugc thiét ké tir trude.

3. Cau héi nghién ctru

3.1. Khi thudt todn tham gia vao qud trinh ra
quyét dinh, hanh vi khdch hang con mang tinh “tw
chu” hay khong?

Trong bbi canh kinh t& s, hanh vi tiéu ding
khong con dién ra trong mot khong gian lya chon
thuan tay do c nhan tu quyet dinh, ma ngay cang
duoc dat trong mdi truong co sy tham gia truc ticp
clia cac hé thong thuat toan. Nhung hé thong nay
khong chi cung cap thong tin, ma con sap xép, wu
tién va goiy cac kha nang Iya chon theo muire d6 phu
hop dugc tinh toan trudc.

Diéu d6 dan dén mot thay d6i mang tinh ban chat:
khach hang tuy van thuc hién hanh vi Iya chon,
nhung pham vi lya chon da dugc xac lap trudce boi
h¢ thong cong nghe Vi vy, vin dé can nghién ciru
khong chi 1a hanh vi ¢6 bi anh huéng hay khong, ma
sau hon 1a mirc do “tu cht” ctia hanh vi con lai bao
nhiéu khi khong gian Iya chon da bi tién céu tric
hoéa boi thuat toan.

3.2. Marketing dang vin hanh nhw mot hé
thong thuyet phuc, hay nhuw mét h¢ thong toi wu
héa xdc sudt hanh vi?

Marketlng truyen thong dugc xdy dyung trén nén
tang giao tiép va thuyét phuc, trong d6 doanh nghiép
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tac dong dén nhan thirc, cam xuc va thai do cua
khach hang thong qua thong diép truyén thong Tuy
nhién, trong moi truong S0, Marketlng ngay cang
dya trén dir li¢u hanh vi va cac mo hinh phén tich
dy bao. Trong cAu trac méi nay, trong tam khong
conla‘ thuyet phuc khach hang nghl gi”, ma la “toi
uu xac suat khach hang s€ lam gi”. Cac hé thong
phan tich dir liéu cho phép doanh nghiép dy doan
kha néng chuyen 601 tr 6 diéu chinh ndi dung,
thoi diém va kénh tiép can theo hudng téi wu hoa
hiéu qua hanh vi.

Do do, cau hoi dit ra la Marketlng dang van hanh
nhu mot khoa hoc vé giao tiép va tac dong xa hoi,
hay da chuyen héa thanh mot hé thong tinh todn xac
suat hanh vi trong khong gian dir li¢u.

3.3. Quyén lwc thi trwong dang dich chuyén
theo truc nao: Doanh nghiép — Nén ting —
Thudt toan?

Trong mo hinh kinh té truyén théng, doanh nghiép
gilr vai tro trung tam trong viéc kiém soat san pham,
thong tin va quan h¢ véi khach hang. Tuy nhién,
trong kinh té 3, su xuat hién cua cac nén tang cong
ngh¢ da lam thay d6i cau trac quyén luc nay mot
cach can ban. Nén tang khong chi la trung glan két
nbi, ma con kiém soat dong chay thong tin va dir
liéu hanh vi cua nguoi dung. Quan trong hon, chinh
cac thuat toan van hanh trén nén tang nay quyét dinh
mirc do hién thi, thor tu tiép can va kha ning xut
hi¢n cua san pham hodac thong tin.

Vi vay, quyen lyc thi truong khong con tap trung
don thuén ¢ doanh nghi¢p, ma dang dich chuyén
theo hudng ba tang: tr doanh nghiép s& hitu san
pham, sang nén tang klem soat kénh phan ph01 va
sau hon 1 thuat toan kiém soat kha ning tiép can
thong tin cua nguoi tiéu dung.

3.4. Liéu “cd nhin héa” c6 dang che gidu mét
hinh thivc chuin héa hanh vi & tang sdu dir ligu?

Cé4 nhan hoéa trong Marketmg s6 thuong duoc
hiéu 1a viéc diéu chinh ni dung, san pham va trai
nghiém theo déc diém riéng cua tu’ng nguorl dung
nham nang cao muc do phu hop va hiéu qua tuong
tac. Tuy nhién, néu phan tich ¢ tang dit liéu sau hon,
cac hé¢ thong cd nhan hoa lai dwa trén vi¢c phan
nhém hanh vi va t6i uu hoa theo cac mé hinh chung.

biéu nay tao ra mot nghich ly quan trong o bé
mdt, nguoi dung cam nhén sy khac biét va riéng biét
trong trai nghiém; nhung ¢ tang thuat toan, hanh vi
lai dugc quy vé cac mo hinh chuin hoa nham téi
uu hi¢u suat h¢ théng. Noi cach khac, ca nhan hoa
c6 thé chi 1a mot dang biéu hién bén ngoai cua qua
trinh chudn hoa hanh vi & tang sdu dit liéu. Do do,
cau hdi nghién ctru dat ra la liéu ¢4 nhan hoa thuc sy
lam gia tang tinh da dang trong hanh vi tiéu dung,
hay dang tai tao mot cdu tric dong nhat hoa hanh vi
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thong qua céc co ché thuat toan tinh vi.
4. Khung ly thuyét
4.1. Marketing truyén thong

Marketing tmyen thong hinh thanh trén nén tang
cua kinh té hoc va tdm Iy hoc hanh vi ¢6 dlen trong
do con nguol duoc dinh vi nhu mot chu thé 1y tri
tuong ddi on dinh, c6 kha nang ra quyét dinh dua
trén nhu cau ndi tai va mirc do tiép can thong tin.
Trong cdu tric nay, thi truong dugc hiéu nhu mot
khong gian trung tinh, noi cac tac nhan kinh té hoat
dong twong d6i doc 1ap va cac quyét dinh tiéu ding
co the duoc giai thich thong qua chudi nhan - qua
tuyen tinh.

Cac mo hinh nhu phan doan - lya chon muyc tiéu -
dinh vi va h¢ thong Marketing hén hop bon thanh t6
phan anh mot gia dinh nén tang: hanh vi la két qua
cua y chi ca nhan, c6 thé bi tic dong nhung khong
bi kién tao tir bén ngoai.

O cép d6 sau hon, day 1a mot mo hinh mang tinh
“nhén ban luan Marketlng trong do trung tdm cua
hé thong 1 con ngudi nhur mot thyc thé tu chu.

4.2. Marketing dwa trén dii liéu

Su phat trién cua kinh té s da tao ra mot buge
chuyén mang tinh “dut gdy nhén thac” d6i voi mo
hinh Marketlng truyen thong. Trong bdi canh moi
hanh vi déu dé lai dau vét sb, khach hang khong
con duoc tiép can nhu mot chu the triru tuong, ma
duoc tai dinh nghia thanh mot cdu trac dit liéu hanh
vi lién tuc.

O day, dbi tugng phan tich khong con la “con
nguoi voi dong co”, ma la “dong dur li¢u phan
anh hanh vi trong thm glan thuc”. Cac quyét dinh
Marketing vi thé khong con dua trén suy luan dinh
tinh, ma dya trén cdc md hinh xac suat, trong d6
hanh vi twong lai duoc suy dién tir tip hop dit lidu
qua kha.

Minh chl'Ing 0 1ét co thé thiy, trong cac hé thong
thuong mai dién tr va nén tang $0, noi moi dé€ xuat
san pham, ndi dung va quang cao déu dugc dicu
chinh dong theo lich st twong tac cua tung ngudi
dung. Diéu nay cho thay, Marketlng da chuyén tir
logic “tac dong - phan tmg” sang logic “di li¢u - du
bao - toi uu hoa”.

0 cap d6 ban chat, day la mo hinh trong d6 con
ngudi khong con 14 diém khoi phat cta phan tich,
ma tré thanh san pham dugc tai dung tir dir liéu cua
chinh minh.

4.3. Marketing thudt todn

O tang phat trién cao hon, Marketing khong con
dimg lai & viéc sir dung dit liéu dé ra quyét dinh, ma
dd chuyén hoa thanh mot hé thong trong do thudt
toan tré thanh trung tim didu phéi toan bo cau trac
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hanh vi thi truong.

Trong mé hinh nay, thuat toan khong chi thuc
hién chirc nang xu ly thong tin, ma dong thoi dam
nhiém ba vai tro c6 tinh cau trac:

Thir nhét, vai tro du béo, khi hanh vi tiéu dung
duogc udc luong thong qua cac mo hinh xac suat
phuc hop.

Thir hai, vai tro diéu chinh, khi ndi dung tiép can,
thoi diém hlen thi va kénh truyén thong dugc thay
d6i theo thoi gian thuec.

Thr ba, vai tro kién tric hoa lya chon, khi khong
gian quyet dinh cua khach hang dugc sap dat thong
qua co ché xép hang, wu tién va goi ¥.

Minh chimg dién hinh 1a cac nén tang sb hién dai,
noi nguoi dung khong tlep can thong tin mot cach
ngau nhi€n, ma luén nam trong mot trat tu hién thi
dugc t6i uu hoa baoi thuét toan nham t6i da hoa mirc
d6 twong tac va xac suét chuyén doi.

Piém then chét & day thuét toan khong con la
cong cu trung gian, ma tr¢ thanh mot tang quyén
lyc v6 hinh t6 chirc nhan thic va hanh vi. Do do,
Marketing trong giai doan nay khong thé dugc hiéu
nhu mot hoat dong giao ti€p gitra doanh nghi¢p va
khach hang, ma phai dugc hi€u nhu mot h¢ thong
ky thudt - dir li¢u - thuat toan kién tao hanh vi trong
khong gian s6 hoa toan dién.

5. M hinh phan tich dé xuit

M0 hinh duge xay dung nhu mot hé thong tién
hoa cta quyen luc Marketlng trong kinh t€ so, trong
d6 hanh vi con ngu’or1 khong con ton tai nhu’ mot
thuc thé doc lap, ma duoc tai cau tric thong qua
chudi lién hoan gitra dit li¢u, thudt toan va klen triic
Iira chon. V& ban chét, day la mot hé thong dleu phdi
hanh vi ty van hanh, c6 kha nang hoc hoi, tdi wu hoa
va ty khuéch dai theo thoi gian.

Tang 1: Dit liéu héa con nguoi

0 tang nén tang cua mo hinh, hanh vi con nguoi
trong khong glan s6 duoc chuyen hoa toan di¢n
thanh dir liéu c6 cau trac. Nhung hanh vi vén mang
tinh nglr canh va gin v6i y nghia xa hoi nhu tim
kiém, lwa chon, tuong tac hay dung lai truéc mot
ndi dung khong con duoc hiéu nhu nhung hanh vi
tron ven ctia chu thé, ma bi phén ra thanh cac don vi
dir lidu k¥ thuat nhu tin hiéu, dau vét va Vector hanh
vi. Qua trinh nay dan dén mot su bién d6i ban thé
luén quan trong: con nguoi khong con hién dién nhu
mot chu the hanh dong trong ngtr canh xa hoi, ma
dugc tai cau tric thanh mot tap hop dir ligu co6 thé
do luong, luu trir va xir Iy bang hé thng tinh toan.

Tang 2: Thudt todn héa quyét dinh

Trén nén dir liu di duoc hinh thanh, cac hé
thong tri tué nhan tao ‘thuc hién qua trinh chuyén
hoa dit liéu thanh quyét dinh Marketing thong qua
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cac mod hinh xac sut. O tang nay, hanh vi khong
con dugce giai thich bang nguyén nhan tim 1y hay
x4 hoi thuan tay, ma dugc du bao thong qua cac mo
hinh hoc may dya trén dir li¢u lich str. Cac hé thong
nay dong thoi thyc hién ba chirc nang cbt 15i: du
bao kha nang hanh vi trong tuong lai, c4 nhan hoa
ndi dung theo timg vi m6 hanh vi va t6i wu hoa kha
nang chuyén doi trong thoi gian thue. Do do, quyet
dinh Marketlng khong con xuat phat tur chu thé con
nguoi, ma dugc sinh ra tir chinh cau tric thuat toan
xu ly dir lidu.

Tang 3: Kién triic hanh vi

6] tang tht ba, hé thong vuot ra khoi chire néng
dy bao va t6i wu hoa dé tién t6i mot cip do cao hon:
kién triic héa khong gian hanh vi. Thay vi chi phan
anh hodc dy doan hanh vi, hé thong bét dau thiét ké
moi trudng lya chon cta con nguoi thong qua cac co
che nhu goi y ndi dung, xép hang thong tin va diéu
phdi hién thi. Trong cau tric nay, hanh vi tiéu ding
khong dién ra trong mot khong gian lya chon trung
lap, ma trong mot khong gian da duge sap dat trude
ve muc do uu tién va kha ning tlep can. Hanh vi
vi thé khong bi cudng burc truc tiep, nhung bi dinh
hinh gian tiép thong qua thiét ké kién triic thong tin.

Tang 4. Vong lap ty tang cuong

Tang cudi cing cua mo6 hinh mé ta co che van
hanh mang tinh hé thong khép kin va tu khuéch dai.
Dit liéu hanh vi phat sinh tir twong tac cia nguoi
dung dugc dua tro lai hé thong thuét toan, noi chiing
duoc phan tich va téi wu hoa dé tao ra cac dy bdo
chinh xac hon. Cac du bao nay tiép tuc duoc su
dung dé diéu chinh hanh vi ngu0’1 dung, tir do tao ra
mot 16p dit lidu mai, tiép tuc nudi dudng hé thong
Qua trinh nay hinh thanh mot Vong 13p lién tuc gitra
dt ligu, thut toan va hanh vi, trong do mdi thanh
phan via la nguyen nhén, vira la két qua cua thanh
phan con lai, tao nén mét cau tric quyén luc mang
tinh ty tang cudng trong khong gian Marketing so.

6. Phéan tich hoc thuit sau
6.1. Swddo chiéu quyén lwe thi truong

Trong md hinh thi trudng truyen thong, quyen
lyc kinh te dugc xéc lap trén nén tang s¢ hiru: doanh
nghiép nam gnr san pham, thuong hi¢u klem soat
thong di€p, ngudi tiéu dung gilr vai tro tlep nhén va
lwa chon. Tuy nhién, trong kinh té s, cdu tric quyén
luc nay dang bi tai dinh nghla mdt cach can ban.

Quyén lyc khong con narn 0 vi€e s¢ hiru tai san
hay kénh phan phdi, ma nim & kha nang kién trac
héa khong gian nhan thire va khong gian lya chon
cua hanh vi ti€u dung. Nén tang cong ngh¢ tr¢ thanh
tang trung gian bat budc gilta doanh nghiép va
khach hang, nhung sau hon nira, chinh thuat toan
méi 14 thuc thé quyet dinh thir ty xuat hién, mirc do
uu tién va xac suat tiép can ciia moi lya chon. Do
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do, co thé quan sat mot sy dich chuyén mang tinh
ban the tur quyén luc dya trén so hitu hitu hinh sang
quyen luc dua trén kha nang tinh toan, diéu ph01 va
sap dat céu trac lya chon. Trong cu tric nay, chu
thé kiém soat thi tmong khong con la ngudi ban, ma
1a hé thong kiém soat “cai gi dwgc nhin thiy trudc”.

6.2. Hién twong tdi cdu triic nhu ciu

Trong kinh té hoc ¢d dién, nhu cau duoc xem la
mot hién tugng ndi sinh, phat sinh tr dong co sinh
ly, tam l}'/ hodc xa hoi cua ca nhan. Marketing chi
dong vai tro nhan di€n, kich hoat hodc thoa méan nhu
cau da ton tai. Tuy nhién, trong moi truong kinh té
s6, cdu trac nay bi dao chiéu. Nhu cau khong con
xuét hién nhu mét diém khoi phat doc lap, ma ngay
cang dugc hinh thanh trong qua trinh tuong tac voi
hé théng dit liéu va thuat toan. Thong qua co ché dy
bao hanh vi, hé thong co kha nang nhan dién “nhu
cau tiém an” trude khi chu thé ¥ thirc duoc no, dong
thoi kich hoat nhu cau thong qua goi y, hién th1 va
ca nhan hoa nfi dung.

Diéu nay tao ra mot tang thuc ta1 méi: nhu cau
khong con 14 cai “co san dé dap ung”, ma tré thanh
cai “dugc kién tao trong diéu kién dir heu Noi cach
khac, Marketlng khong chi phan mg véi nhu cau,
ma tham gia vao qua trinh san sinh nhu cdu ngay tir
giai doan tién nhan thirc cua hanh vi tiéu dung.

6.3. Nghich ly ca nhdn hoa

Cé nhan hoda trong Marketing s6 dugc xem la
dinh cao cua tbi uu trai ngh1em nguo1 dung, khi moi
ca nhan dugc tlep can ndi dung, san pham va thong
diép theo hanh vi va s¢ thich riéng bi€t. Tuy nhién,
ncu phan tich & tang cu trac thuat toan, ca nhan hoa
lai mang trong n6 mot nghlch ly sau sac. O bé mat
hlen thi, h¢ thong tao ra cam giac da dang tuyét doi:
mdi ngudi dung nhin thay mot khong glan thong tin
khac nhau. Nhung ¢ tang van hanh, tat ca cac thuat
toan déu hoi tu vé mot muyc tiéu téi uu hoa chung
t6i da hoa tuong tac, thoi gian st dung va xac suat
chuyen d6i. Chinh sy t6i wu héa nay dan dén viéc
cac hanh vi ca nhan dan bi “hdi ty héa” theo nhiing
mb hinh hiéu quéa nhat.

Do do, cang ca nhan hoa ¢ tang hién thi, thi cang
chuan hoa & tang hanh vi. Sy da dang chi ton tai
nhu mét hién tugng bé mat, trong khi cau trac lya
chon sdu bén dudi lai bi thu hep dan quanh mot sb
quy dao hanh vi tbi wu. Hién tuong nay co thé duoc
khai quat nhu mot dang dong nhét héa hanh vi trong
hinh thtrc da dang gla 1ap, noi sy khac biét duge duy
tri nhu mot 4o anh giao di¢n, con cAu triic Iya chon
thuc chit bi quy tu boi thuat toan.

7. Déng gop khoa hoc

Bong gop khoa hoc cua nghién ctru nay trudc hét
nim & viée tai dinh nghla ban chit ciia Marketing
trong bdi canh kinh té s6. Theo d6, Marketing khong
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con duoc hiéu 1a qua trinh truyén thong, thuyét phuc
hay tic dong Ié€n hanh vi ti€u dung theo cach tiep
can truyén thong, ma dugc xac lap lai nhu mdt hé
thong diéu phdi hanh vi con ngudi trong thoi gian
thyc dya trén dir li¢u va thuét toan. Trong chu tric
nay, dir li¢u khong chi 1a phuong tién hd tro ra quyét
dinh, ma tro thanh nén tang van hanh ciia toan b hé
thong, con thuat toan khong don thudn 1a cong cu ky
thuat, ma tr¢ thanh co ché trung tam trong vigc to
chue, sap dat va dinh hinh khong gian Iya chon cta
hanh vi thi truong.

Vé phuong dién 1y thuyet nghlen cliu nay gop
phan pha v0 gia dinh nén tang cua Marketing co
dién, vén xem khach hang nhu mét chu thé doc lap,
¢ kha nang ra quyét dinh ty chu va tach biét tuong
d6i voi hé thong tac dong bén ngoa1 Thay vao do,
hanh vi ti€u dung duoc tai dinh vi trong mot cAu tric
mang tinh h¢ thong, trong d6 hanh vi khong phai la
két qua ctia cac quyét dinh rleng 1¢, ma 1a san pharn
cua sy tuong tac lién tuc gitra dit li¢u, thuét toan va
moi truong lya chon. Tur do, hinh thanh mot cach
tlep can méi co thé goi la mo6 hinh hanh vi hé thong,
trong d6 hanh vi con nguoi dugc phan tich nhu mat
hién tugng dugc kién tao va van hanh trong mang
ludi cong nghé - dir liu - thuat toan.

Vé mit ung dung 1y thuyét nghién ciru dé xuét
mot khung tlep can moi vé quan tri Marketlng trong
ky nguyen s0, trong do nhan manh yé€u cau nhén
dién va kiém soat ba tang quyén luc cot 1oi: quyen
luc du ligu, quyen luc thuat toan va quyén luc nén
tang $0. Khung tiép can nay khong chi huéng dén
vi¢c nang cao hi¢u qua hoat dong Marketing, ma
con nham quan tri cac co ché v hinh dang diéu ph01
hanh vi tiéu dung thong qua viée klen trac hoa dir
liéu va thudt toan hoa qué trinh ra quyét dinh.

Tong the, dong gop cua nghién ctru khong chi
nam & viéec mo rong ndi ham khai niém Marketing,
ma con ¢ viée tai cau trac nén tang nhan thire luén
ctia linh vuc nay, chuyén dich tir cach t1ep can coi
Marketlng 1a hoat dong tac dong hanh vi sang cach
tiep cén coi hanh vi 1a mot hién tugng he thong duoc
kién tao, diéu phdi va tai san xut trong khong gian
s6 hoa toan dién.

8. Ham y chién lwge

Trong bdi canh kinh té s, Marketing khong con
van hanh nhu mét tap hop cac hoat dong chire nang
101 rac, ma dang chuyen hoa thanh mot cdu trac hé
thong diéu phdi hanh vi theo thoi gian thue, trong do
dir li¢u va thudt toan tr¢ thanh hai try cot quyen luc
cot 16i. Sy chuyen dich nay kéo theo mot yeu cau tai
cAu truc sdu sic trong tu duy chién lugc cua doanh
nghlep, khong chi & cdp do cong cu, ma & cip do
nén tang van hanh.

Trude hét, doanh nghiép can chuyén ddi tir mod
hinh Marketing dua trén ndi dung va thong diép

107



TU DUY SO, HE SINH THAI SO

sang md hinh Marketing dya trén kién trac dit lidu
hanh vi. Trong mé hinh truyén thong, gia tri canh
tranh nam ¢ kha ning sang tao ndi dung va kiém
soat thong diép truyén théng. Tuy nhién, trong mé
hinh méi, loi thé canh tranh thuc sy ndm 6 kha nang
t6 chirc, so hitu va giai mé dit liéu hanh vi lién tuc,
qua d6 chuyén héa dir lidu thanh nang luc dy bao va
diéu phdi hanh vi trong thoi gian thyc. Song song
voi do, doanh nghiép can thuc hién bude chuyén
chién lugc tir tu duy “chién dich Marketing” sang
tu duy “vong lap thudt toan lién tuc”. Diéu nay c6
nghia 12 Marketing khong con duoc thiét ké nhu
mot chudi hoat dong c6 diém bat ddu va két thac,
ma tré thanh mot hé théng ty van hanh, trong do
mdi twong tac ctia khach hang dong thoi 1a dir ligu
dau vao cho qua trinh t&i wu hoa tiép theo. Hé thong
marketing vi vdy khong con mang tinh tuyén tinh,
ma mang tinh ty phan hdi va tu tién hoa theo dir ligu.

V& mit nang luc cdt 16i, doanh nghiép trong ky
nguyén sb can tap trung vao ba tang nang luc chién
lugc mang tinh nén tang. Thir nhét 1a nang luc kiém
soat dir liéu hanh vi, khong chi & muc thu thap ma
& mirc s6 hitu va giai ma ciu triic hanh vi an sau di
li¢u. Thur hai 1a nang luc kién trac hoa thuat toan,
tire kha nang thiét ké cac co ché goi ¥, xép hang va
phéan phdi thong tin nham didu phdi khong gian Iya
chon cia khach hang. Thi ba l1a nang lyc tich hop va
t6i uru hoa toan bo hé sinh thai trai nghiém, trong do
moi diém cham v6i khach hang duogc lién két thanh
mot ciu tric thong nhét, c6 kha nang hoc hoi va
tu diéu chinh. Tuy nhién, sy chuyén dich nay dong
thoi tao ra nhimng rui ro mang tinh hé théng va ciu
trac. Trude hét 1a nguy co mét chii quyén dir lidu,
khi doanh nghiép phu thudc ngay cang sau vao cac
nén tang sb trong viéc tiép can va phan tich hanh vi
khach hang. Tiép theo 1a nguy co 1é thudc vao kién
tric nén tang, dan dén viéc doanh nghiép khong con
kiém soat truc tiép khong gian hién thi va phan phdi
thong tin. Quan trong hon, tdn tai mot rui ro & téng
sau hon: sy chi phéi nguoc cua thudt todn ddi véi tu
duy chién luoc, khi cac quyét dinh quan tri dan bi
diéu chinh theo logic t6i wu hoa ctia hé thong, thay
vi dinh hudng chién lugc doc 1ap cua con nguoi.

Tdng thé, ham ¥ chién lugc cho thay, Marketing

hién dai khong con 1a mot chiic nang hd trg kinh
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doanh, ma d tro thanh mot hé théng quyén luc
mém trong td chtrc doanh nghiép, noi dir li¢u, thuat
toan va kién trac Iya chon ciing nhau dinh hinh ning
luc canh tranh va dinh hudng phat trién dai han.

9. Két luan

Marketing trong ky nguyén tri tu¢ nhan tao khong
con ¢6 thé duoc dinh nghia nhu mot qué trinh truyén
thong, thuyét phuc hay tac dong lén hanh vi tiéu
dung theo nghia c¢6 dién. Thay vao d6, n6 da chuyén
héa thanh mot co ché kién tric héa toan bd khong
gian lya chon cia con nguoi trong moi truong dir
liéu hoa va thuat toan hoa toan dién.

Trong cau tric méi nay, hanh vi khong con ton tai
nhu mét biéu hién tu nhién cia y chi ca nhan, ma tré
thanh két qua duogc san sinh tr sy twong tac lién tuc
gilia ba t?mg: d@ liéu hanh vi dugc thu thdp va ma
hoa, thuat toan xir Iy va dy bao xéac suat va kién trac
nén tang td chire muc do hién thi cta cac lya chon.
Con ngudi vi vy khong mat di quyén lya chon,
nhung khong gian trong do lua chon dugc thuc hién
da bi tai cAu tric mot cach siu sic va mang tinh h¢
théng.

O tang ban thé hoc sau hon, Marketing khong con
la khoa hoc vé& “tac dong 1én con nguoi”, ma tro
thanh khoa hoc vé thiét ké diéu kién ton tai cua lua
chon, trong d6 thuat toan dong vai tro nhu mot dang
quyén lyc v6 hinh ¢ kha nang dinh hinh trudc cau
tric nhan thic, pham vi chu y va xac suat hanh vi.
Sy dich chuyén nay danh diu mot bude chuyén tir
Marketing nhu mot hoat dong xa hoi sang Marketing
nhu mot hé thong k¥ thuat diéu phdi hanh vi trong
thoi gian thyc. Do do, co thé khé'ing dinh ré’mg,
Marketing hién dai khong con nam & cip do cong
cu hay churc nang quan tri, ma da tré thanh mot hé
théng quyén luc mém mang tinh kién trac, noi dir
lidu quyét dinh cai dugc nhin thiy, thuat toan quyét
dinh céi dwoc wu tién va kién triic nén tang quyét
dinh céi ¢6 thé duoc lya chon. Tur gbéc do ly thuyét,
day 1a sy thay d6i mang tinh hé hinh: tir Marketing
1y con ngudi lam trung tim sang Marketing 1iy hé
thdng 1am trung tam; tir hanh vi nhu mot bién s6 doc
1ap sang hanh vi nhu mét bién s dugc kién tao; va
tur thi truong nhu khong gian tu do sang thi truong
nhu khong gian dugc diéu phdi.
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'ohién ciru nay ludn gidi sw chuyén hoa mang

tinh h¢ hinh cua Marketing trong Ky nguyén
tri tu¢ nhan tgo, tir mot khoa hoc truyén thong -
thuyét phuc hanh vi sang mét co ché kién triic héa
khong gian lya chon con nguoi dya trén dir liéu va
thudt toan. Trong moi truong kinh 1é s6, hanh vi
khach hang khong con la biéu hién doc ldp cua y chi
cd nhdn, ma duoc hinh thanh trong cau tric tuong
tac da tang giﬁ’a dit liéu hanh vi, mé hinh thudt toan
va kzen tric nén tang 50.

Két qua nghién ciru chi ra si dich chuyen quyen
lyec thi truong tir doanh nghiép sang nén tang so va
sau hon la sang thudt todan - Chu thé vé hinh dzeu
phoi kha nang hién thi, tiép cin va lya chon. Pong
thoi, hanh vi tiéu dung duoc tai cau triic theo Logic
dit liéu héa, d bao héa va t6i wu héa xdc suat, lam
mo ranh giGi giita quan sat hanh vi va kién tao hanh
VI.

Ddac biét, nghzen ctru chi ra nghlch ly trung tam
cua Marketing so: ca nhan héa ngay cang sau nhung
dan dén dong nhat héa hanh vi & tang cau triic thugt
toan. Tuw do, Marketing hi¢n dai duoc xac lap nhw
mot hé thong ky thudt - dir liéu - thudt toan 6 chirc
hanh vi con nguoi trong khéng gian sé héa toan dién.
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truyén thong sang riii ro s6; Cau triic dir liéu - Thudt
toan - H¢ sinh thai tai chinh; Quan tri rui ro trong hé
théng ngan hang so.
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