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Cac md hinh chién Iwgc internet marketing

va kha ning ing dung cua doanh nghiép Viét Nam

Vii Tri Diing*, Pham Hong Hoa

So voi marketing trong moi truong thiec, co thé néi internet marketing khong thay d6i vé ban chdt
hay nguyén [y thuc hién, nhung khac vé mdt cong cu va phwong thirc tién hanh. Thay vi marketing
truyen théng can rdt nhiéu cac phwong tién khac nhau nhu’ tap chi, to roi, thu t, dzen thogi, fax...
khién cho si phoi hop giita cdc bé phin khé khdan hon, ton nhiéu thoi gian hon, thi tdt ca cdc hoat
ddéng khdc nhau ciia internet marketing c6 thé chi thue hién trén méi trieong internet, tir nghién ciru
thi trieong, cung cdp thong tin vé san pham hay dich vu, quang cdo, thu thap ¥ kién phan hoi tie phia
nguoi tieu dung... Mdt khac, trong internet marketing thi khai niém thi truong dwoc mo rong thanh
“Khéng gian thi truong” (marketplace) thé hién pham vi thi trwong dieoe mo réng hon va cé nhiing
thay doi so véi moi truong thuc. Van dé dat ra la cdc doanh nghiép Viét Nam can phdai lyva chon mo

hinh chién luoc internet marrketing nao cho phu hop voi muc tiéu va kha nang riéng co.

Tir khoa: internet marketing, thi truong, doanh nghi¢p, mé hinh chién lugc, thuong mai dién ti,

hanh vi.

1. Gi6i thiéu

Su ra doi va phat trién nhu vii bio cia cong nghé
thong tin 1am thay d6i moi mat ciia doi song xa hoi,
trong d6 c6 ca phuong thuc kinh doanh va tiéu
dung. Internet - xa 16 thong tin toan cau duogc thiét
1ap dua trén co so ty do truy nhap — gio day da trd
nén rat than thudc vai rat nhidu ngudi tiéu dung trén
khip thé gioi. Pung tir goc do quan tri doanh
nghiép, thuc té da cho théy internet tao ra vo s co
hoi kinh doanh cho tat ca cac loai hinh doanh
nghiép. Lam sao dé co thé tan dung internet vao
viéc md rong thi truong, tim kiém co hoi kinh
doanh, tim kiém cac phuong thirc méi trong viéc
phuc vu khach hang hay ting cudng mdi quan hé
v6i khach hang ciia minh. .. da tr thanh nhiing diéu
ma cic doanh nghiép ngay cang quan tim. Bai viét
nay hudng tdi cac muyc ti€u chu yéu la: (1) Néng cao
nhan thirc vé vai trd cta internet marketing (1‘01 voi
doanh nghiép Viét Nam; (2) Khat quat nhimg van d¢
co ban vé Internet marketing va (3) Xac 1ap chién
lugc internet marketing cho doanh nghi¢p Viét
Nam.

2. Co sé Iy thuyét

Trong thyc té co kha nhidu cach goi ciing nhu
cach hiéu khac nhau vé internet marketing, tr nhitng
cach goi mang nghia kha rong nhu e- marketing,
marketing dién tr, marketing trén mang Internet hay

marketing truc tuyén. .. cho dén nhimng cach goi
mang nghia hep hon va rat thién can nhu email
marketing, quang céo va tiép thi truc tuyén. Dinh
nghia ctia Joel Reedy, Shauna Schullo, Kenneth
Zimmerman (2000): Marketing dién tr bao gom tat
ca cac hoat dong dé thoa man nhu cdu va mong
mubn ciia KH thong qua internet va cac phuong tién
dién ta. Philip Kotler (2003) dua ra khai ni€m:
Internet marketing, hay marketing dién tur, la qua
trinh 1ap ke hoach vé san pham, gia, phan phéi va
xuc tién dbi voi san pham dich vu va y tuong dé
dap g nhu ciu ctia to chirc va c4 nhan dya trén cac
phuong tién dién tir va internet.

Trong cac khai niém dua ra, vé ban chét, internet
marketing van gilt nguyén ban chat cua marketlng
truyén thong 1a thoda man nhu cau ciia ngudi tiéu
dung, tuy nhién ngucn ti€u dung trong thoi dai cong
ngh¢ thong tin s€ c6 nhing déc diém khac voi nguorl
tiéu dung truyén thong, ho c6 théi quen tlep can
thong tin khéc, danh gid dya trén cic nguon thong
tin m¢&i, hanh dong mua hang ciing khac,... do do
ngum lam marketing can sir dung phuong tién mai
va cach thuc tac dong moi dé co thé sang tao va
chuyén giao gia tri dén cho khach hang (KH) cua
minh. Nhu vay, internet marketing khong phai la
mot khai niém marketlng moi, ma la sy ung dung va
phat trién cua khai niém marketlng trén moi truong
internet, hay nhu thuong goi la méi truong tryuc
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tuyén hay méi truong ao.

Theo mdi truong hoat dong va thi truong ma
doanh nghiép (DN) huéng tdi, co thé chia cach thirc
hoat dong internet marketing ctia cac DN lam 2
nhom:

Nhém thir nhat 1a nhitng DN hoan toan hoat dong
trong moi truong internet, vi du nhu nhitng DN kinh
doanh san pham s6 hoa (sach dién tir, nhac s, phan
mém, phim, thong tin s, dich vu online). Nhiing
DN nay dugc goi 1a “pure play”- thuin tiy hoat
dong marketing trén mang (Judy Strauss va cong su,
2006). Nhitng DN nay khong c¢6 KH muc ti€u nao
khac ngoai nhiing KH truc tuyén, ciing nhu toan bd
quy trinh thyc hién chién lugc marketing cua ho déu
truc tuyén.

Nhom thir hai 1& nhitng DN ¢6 hoat dong trong
moi truong thye nhung dé dap tng sy thay doi trong
hanh vi KH, ho can chuyén mét phan cac hoat dong
cia minh 1€n moi truong mang. Nhitng DN nay
dugc goi la “moving online”- ddy la nhém doi
tuong chinh ma bai bao dé cap. Ho co thé 1a nhiing
DN kinh doanh san pham hitu hinh va chi sir dung
Internet nhu mot kénh truyén thong, hodc 1a nhiing
DN thuc hién ca toan bo hodc mot phan hoat dong
phan phéi ban hang trén Internet, hodc c6 thé la
nhimg DN kinh doanh nhiing san pham vira c6 thé
online vira c6 thé offline. Pi voi nhitng DN nhém
nay, chién luoc Marketing s& c6 2 bd phan théng
nhat va phdi hop v6i nhau, d6 1a nhiing hoat dong
offline va nhiing hoat dong online. Hay n6i cach
khac, chién luoc internet Marketing ctng véi chién
lugc marketing trong moi truong thuc (real — space
marketing) 1a mot trong hai by phén cua chién luoc
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marketing chung, trong d6 c¢6 thé huong t6i nhimg
KH muc tiéu hoan toan riéng biét so véi chién luge
marketing trong méi trudng thyuc, hoic ciing co thé
hudng téi cung nhiimg KH muc tiéu d6 nhung véi
cach tiép xuc va phuong thirc phuc vu khac.

Cac hoc gia nghién ctu Internet marketing nhu
Judy Strauss va Raymond Frost (2006), Dave Chaf-
fey (2003), Paul Richardson (2000), Rafi A
Mohammed va cong sy (2004) déu co chung quan
diém vé nguyén ly ap dung Internet marketing véi
cac budc can ban nhu quy trinh lam marketing trong
moi truong thue, bao gdm: (1) Phan tich co hoi thi
truong cho hoat dong Internet marketing; (2) Phan
doan thi truong, lua chon thi truong muc ti€u trén
internet; (3) Thiét 1ap chién luoc internet marketing;
(4) Hoach dinh Online marketmg mix va (5) T6
chuc thyc hién, kiém tra, danh gid va hiéu chinh
chién lugc marketing dién tir. Tuy nhién, cach thirc
ung dung Internet marketing ctia cac DN lai di theo
cac budc (cach thtic) khac nhau, ma cac tac gia tam
goi la cac mo6 hinh tng dung, nhu dugc trinh bay
duoi day.

3. M6 hinh e-marketing TMDT!

Mo hinh nay la cach thtic lam marketing trén
mang cua cac DN nhu mot sy hd trg cho cac hoat
dong marketing trong moi truong thyc, nham huéng
den nhiing KH c6 thoi quen st dung internet. Thuc
chat, day 1a cach thirc tiép cén theo dinh hudng
thuong mai dién t& hodc nhin nhan internet
marketing nhur mot trong nhimng cong cu don thuan
cua TMDT.

Theo cach tiép can ndy, c6 3 cach thic st dung
Internet phuc vu cho cac hoat dong thuong mai —

Hinh 1: Quy trinh hoat dong marketing tryec tuyén theo mé hinh e-marketing TMBT
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ban san phérn cua DN, bao gém: (i) Dich vu trudce
ban hang; (ii) Ban hang truc tiép va (iii) Dich vu sau
ban hang . Trang web cua cac DN hoat dong inter-
net marketing theo mo hinh nay c6 thé dugc t6 chirc
¢ mot trong cac dang thire sau day: cua hang dién
tu, siéu thi dién tu; dau gia tryc tuyén; san glao dich
B2B; cong thong tin (portal); mo hinh gia dong
(dynamic pricing models); website thong tin phuc
vu viéc quang ba, quang cdo; website gidi thi¢u
thong tin ciia DN.

Mo hinh nay tuong déi don gian va da dugc ap
dung trén khap thé gidi, dic biét trong thoi ky so
khai cia TMBPT ndi chung va internet marketing noi
riéng. Uu diém ctia n6 1a d& ap dung, khong doi hoi
nhiéu nhan lyc c6 trinh dé cao va sy phdi hop giira
cac by phan DN vdéi nhau; phu hop ca voi nhitng
DN hoat dong Internet marketing & cAp do don gian
nhat, twong ddi dé ap dung ca voi nhimg DN hoat
dong & ca thi truong t6 chirc va thi trudng ca nhan.

Song han ché ctia mé hinh 1a & chd né qua don
gian, mang tinh chét tac nghiép nhiéu hon 1a tinh
chién lugc, khong bao quat duoc cac yéu td chi phdi
dén sy thanh cong hay that bai cia mot chién luge
marketing truc tuyén, do d6 no6 chi thich hop véi
nhiing DN thuong mai v6i quy mo6 nho va pham vi
hoat dong gidi han & mot (vai) dong/chung loai san
pham nhat dinh. Han ché khac 13 n6 t6 ra khong hitu
dung trong truong hop mudn danh gia dé nang cap
hoat dong marketing dién tir [én mot tim cao moi
hodc trong truong hop g phé véi nhitng thay doi
tir moi truong. MO hinh nay cé thé dé dang tng
dung 6 cac DN thuong mai vira va nho ¢ Viét Nam
6 cac diéu kién tuong ty nhu thé.

4. M6 hinh 4S web — marketing

Mo hinh nay dugc xdy dung trén tinh than két
hop hoan héao gitra cac hoat dong trong moi truong
4o vao trong cac chién luoc kinh doanh, ké hoach
marketing thyc térvé tién trinh t6 chtrc cua DN. Céc
nghién ctu ké tiép sau nay chi bd sung thém cac
cong cu cua internet marketing vao mdi budc clia
quy trinh, khong thay doi cac bude ctia md hinh hay
tién trinh thyuc hién (Constantinides E., 2002). Theo
mo hinh, ¢6 4 S then chét cua e-marketing:

* SCOPE: tam nhin — xé4c dinh c4c van dé chién
luoc chinh chi phdi dén sy hién dién dién tir cia
DN, chung Iuén ludén chiu anh hudng cia cac quan
diém quan tri cua DN do,

* SITE: trang web — xac dinh cac khia canh hoat
dong cua sy hién dién dién tor phan anh cac dac
diém, dinh vi va trong tam thi truong cia DN hoat
dong truc tuyén.

* SYNERGY: phéi hop — xéc dinh nhiing linh
Ve ma can ¢ su phéi hop gitra su hién dién dién ti
va ban than t6 chitc d6. DN truc tuyén sé tot da hoa
tac dong thi truong ciia minh bﬁng cach lgi dung su
phéi hop bod sung cho nhau gitra sy hién dién dién tu
va céc tién trinh thuong mai va td chirc hién hitu cta
minh.

* SYSTEM: hé¢ thong — xac dinh cac yéu t6 k¥
thuat can thiét @& dam bao cho sy hoat dong cua
website DN dugc an toan, Vu'ng chéc, hiéu qua vé
mat chi phi va than thién voi KH st dung.

Uu diém cta quy trinh tmg dung nay 1a & chd, no
da xac dinh duoc ca nhimg van dé chién luoc, hoat
dong, t6 chirc va cong nghé chi phdi dén su thanh
cong cua hoat dong rnarketmg trén internet; phuong
phap nay cling da gidi thiu cach tiép can dén ca
nhimg van dé chién lugc va nhilng van dé tac

Hinh 2: Quy trinh hoat dong marketing truc tuyén theo md hinh 4S Web — marketing
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nghiép cua quy trinh hoat dong internet marketing.
N6 t6 ra phit hop cho ca cac chién luoc trén internet
lan ng dung ftrong mdi truong vat chét tai nhitng
nganh ma diéu kién hoat dong thay d6i nhanh
chong Ap dung mo hinh nay cung nhan manh d&én
vai tro ctia nguoi lam marketing véi tu cach 1a nha
chién luoc chir khong chi 1a nha chién thuat.

_Tuy nhién, quy trinh tng dung nay cung c6 mot
s6 han ché hay nhitng diém bat loi cua no. D& thay
nhit 13 & tinh phc tap, twong d6i kho ap dung do no
doi hoi mot kién thirc rat vimg vang v€ hanh vi
nguoi ti€u dung tryc tuyén, cung nhu 1a cac kién
thirc vé chuy€n moén, marketing va cong ngh¢ thong
tin va truyén thong khac. Chinh di¢u nay s€ can tro
kha ndng tmg dyng cua mo hinh, vi khong phai lic
nao nhﬁ’ng kién thirc nhu vy ciing san co, dic biét
la & cac DN vura va nho cua Viét Nam hién nay.
Ngoal ra, mo hinh nay chi dugc phat trién dé cho
cac ung dung B2C (Business To Customer — céc
doanh nghiép huéng dén phuc vu khach hang la
nguoi tieu dung), do d6 cac DN hoat dong riéng co
hodc dong thoi ca trén linh vyc B2B (Business To
Business — cdc doanh nghiép huong dén phuc vu
khach hang 1a céac td chirc hay cac doanh nghi¢p) thi
kho ap dung dat hiéu qua tdi vu.

5. M6 hinh hanh vi ngwoi sit dung internet va
marketing mix

Mo hinh nay dugc phat trién dya trén tinh than
“bat di bat dich” cua marketing la “KH muc tiéu la
trung tdm va 1a xudt phat diém ctia moi nd lyc mar-
keting”. M6 hinh nay duoc cac DN theo truong phai
marketing truyen thong ua chudng, vi n6é cung mot
triét 1y so v6i chién lugec marketing trong moi
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truong thuc té. M6 hinh nay duoc gidi thiéu boi cac
nha nghlen ctru cia My va duge dung nhiéu nhat &
qudc gia nay, dién hinh véi cac tac gla George E.
Belch, Philip Kotlers, Judy Strauss va cong su..
(Judy va cong su, 2006), (George E. Belch, 201 1)
Uu diém cta mo hinh ndy nim ¢ tinh than thién
clia n6, dic biét ddi voi nhitng nguoi theo 1y thuyét
truyén thong vé marketing; va do tinh than thién nén
nd cling tré nén dé ap dung, dac biét la khi m6 hinh
dua ra mot quy trinh mang tinh cong thirc cho phép
nguoi su dung co thé van dung mot cach dé dang
nho viée thue hién tuan tu cac bude cia mod hinh.
Ciing do tinh than thién nay ma nguoi lam
marketing c6 thé chi can hiéu nhiing gi tri ¢t 161
ctia md hinh va dé dang tham khao cic tai liéu vo
cung phong phu va da dang vé cac ky thuat thuc
hién dé 1am ting hiéu qua ap dung. Ap dung mo
hinh nay cling cho phep ra soat mot cach tuong aoi
tong quat vé cac yéu t0 anh hudng dén chlen luge
marketing tryc tuyén, bao gdm cé cac yéu to chién
luge va céac yéu to chién thuat. Hon nira, xuit phat
diém va cdt 161 ctia mo hinh 1a sy hiéu thiu KH —
ngudi dung Internet, diéu nay c6 thé cho phép nha
kinh doanh dua ra dugc nhiéu chién luge va nd luc
marketing danh dugc su ddng tinh cia KH — mau
chét dé gitr KH trung thanh trén Internet theo quan
diém cua tu twéng Permission marketing (rnarketlng
ddng tinh) dugce Seth Godin — Phé téng giam dbc
marketlng cua Yahoo! gi6i thi¢u. Nho nhiing ly do
nay, moé hinh nay c6 trién vong duoc ap dung rong
rdi & Viét Nam, do sy phut hop v6i cac ddc diém vin
héa — xa hdi cia Viét Nam va hanh vi st dung
Internet ctia cac DN va KH ctia qudc gia nay

Hinh 3: Quy trinh hoat dong marketing trye tuyén theo mé hinh HVNTD trén Internet
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Tuy nhién, mé hinh nay cin hét phai duoc khic
phuc nhiéu nhuoc diém cua né. Han ché dau tién
phai néi dén 1a n6 chua bao quat duoc day du cac
yéu t6 ¢6 anh hudng dén chién luge marketing dién
twr, vi du nhu cac yéu td céng ngh¢, ky thuat, nguén
luc cuia DN dac biét 1a nguon nhan lyc, cac van dé
vé ha ting cong nghé, tim nhin va chinh sach cua
chinh phu d6i v6i nén kinh té dién tir, thiét ké, thyuc
hién va quan tri website... Tinh khong chi tiét cua
md hinh nay ciing s€ doi hdéi nguoi ap dung phai co
mot khéi lwong kién thire nén tang kha rong va sau,
va phai nghién ciru swu tam thém céc kién thirc bd
sung. V& mit khoa hoc, viéc danh déng CRM (hoat
dong quan tri mdi quan hé khach hang — Customer
Relationship Management) la mdt trong cac cong cu
marketing- mix khién nguoi ap dung khong thy
duoc tinh chién lugc va tim quan trong ctua n6 anh
huéng dén toan bd chuong trinh marketing ma co
xu hudng thién vé “thuc hién” ma khong thiy tinh
chién lugc cua né (“thay cdy ma khong thy rimg?).
Ngoai ra, tinh hép dan cua su hién dién dién tir chi
dugc coi 1a mot phan ciia chién lugc truyén thong
marketing dién tir va marketing quan hé truc tuyén,
diéu nay chua lam cho nguoi ap dung hiéu duoc va
ung dung hi¢u qua ndi dung nay. Pay chinh la 1y do
co ban khién cho rat nhiéu DN chi tap trung dau tu
vao website v6i nhiing phan mém vuot troi ma bo
quén viéc can phai dau tu lién tyc cho tinh hap dan
KH cua sy hién dién dién ti cua DN — thyc trang
ctia rt nhiéu DN Viét nam khi hoat dong TMDT noi
chung va Internet marketing noi riéng. Mot han ché
khac 1a mo6 hinh nay duong nhu tach roi gilia cac
hoat dong marketing trén mang Internet véi cac hoat

dong marketing trong moi truong thue, do do khéng
phat huy dugc hi€u qua cac hoat dong marketing ve
mat tong thé, déng thoi lam cho ngudi ap dung s&
cam thay lang ting trong viéc sip xép va to chirc
nhan vién thyc hién. Nhuoce diém nay sé la mot yeu
t6 can tré nhiéu DN vira va nho cua Viét Nam ap
dung md hinh, vi hau hét trong s6 ho déu hoat dong
dong thoi ca truc tuyen ngoai tuyen va ca trong moi
truong thuec.

6. M6 hinh chién lwgc Internet marketing

M0 hinh nay dugc mot s6 nha nghién ctru mar-
keting online kha ndi tiéng phat trién, trong d6 c6
Dave Chaffey va cac cong su, Rafi A. Mohammed
va cac cong su. Quy trinh ndy di duoc phd bién kha
rong rii tai My va Chau Au.

Uu diém cua md hinh nay twong tu véi uu diém
ctia md hinh s6 3, & quy trinh kha than thién ctia n6
v6i ngudi st dung, dic biét 1a Viét Nam. Uu diém
khéc 1a n6 nghién ciu kha déy du va chi tiét cac yéu
t6 tac dong va anh huong dén chién luogc ‘marketing
trén mang cua DN, bao gom ca nhitng yéu to chién
lugc va nhimg yéu t6 chién thuat. Mot diém tot hon
ctia md hinh nay so v&i mé hinh sb 3 1a cac yéu t6
quan trong duoc tach ra nghién ctru chi tiét, déng
thoi cho thay duogc tinh tuong tac va chi ph01 lan
nhau gnra cac yeu t6 cAu thanh mo hinh, khién cho
ngudi ap dung vira c6 cai nhin chi tiét déng thoi van
bao quat dugc tinh chién lugc cta toan bd md hinh
(Dave Chaffey va cong sy, 2003), (Rafi A
Mohammed va cong su, 2004).

Nhuoc diém va han ché ctia mé hinh 1a & sy doi
hoi kién thirc nén tang rat tot ciia ngudi ap dung, ca

Hinh 4: Quy trinh hoat dong marketing truc tuyén theo mo hinh chién hrgc Internet marketing

[ Phéan tich méi tru’é’ng hoat dﬁng cla marketing online ]
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vé kién thirc tong quat 1an kién thirc chi tiét. Ngoai
ra, mac du mo hinh cho théy duoc tdm chién lugce
nhung lai thiéu di hudng din thyc hanh vé mit chi
tiét. Do d6, vai kién thie va nhan thirc con han ché

NGHIEN U - TaR0 D) ‘

diéu kién tmg dung...) nén cic két qua nghién ctru ca
trong va ngoai nudc van con tan man, khong tap
trung va chua thong nhét, thim chi con nhiéu van dé
gay tranh cii. Trong pham vi bai viét, tac gié da tap

cua cac DN Viét Nam V‘é internet marketing,,dé ap
dung thanh cong nd can phai dugc chi tiét hoa
nhung van phai dam bao tinh don gian.

7. Két ludn

Nghién ctru vé internet marketing va quy trinh
Umg dung Internet Marketmg, mac du khong phai la
mot van dé qua méi mé, nhung do tinh dic thi cua
no (Ve cac dac diém cong nghé, tinh thay d6i nhanh,

hop cac nghién ctru ing dung hién c6 vé€ internet
marketing thanh 4 nhém, theo quy trinh va cach
thirc tng dung, phan tich vé ndi dung, cac wu diém,
han ché va diéu kién tng dung cua mdi nhom. Tuy
theo muc ti€u va kha nang riéng cd, cac doanh
nghiép Viét Nam cé thé Iya chon cho minh mot mo
hinh hodc tu xay dung md hinh riéng cho doanh
nghiép minh.J

Ghi chu:

I Tén cling nhu ndi dung cua cac mo hinh nay do nhom tac gia tu tong hop va dit tén hodc dich tén dya
theo nhimg dic trung co ban nhat ctia moi cach thirc hoat dong Internet Marketing ma nhom di tiép
cap duoc
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‘Integrating Electronic Resources

Strategic models of internet marketing and applicability to Vietnamese companies
Abstract:

The nature of marketing has not changed, nonetheless, internet marketing process differs meaningfully
from traditional marketing. While traditional marketing requires many medium including magazines, fly-
ers, mails, telephone and fax, which is more challenging to synchronize all of the channels, all the activi-
ties of internet marketing can be done on-line, from market analysis, providing product and service infor-
mation to collecting customer feedback. In addition, in internet marketing, the concept of market is expand-
ed into “Market Place”, representing the larger market of E-Commerce. The issue at hand is that Viet-
namese companies must select the appropriate internet marketing model for their targets and abilities.
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