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TRUYEN CAM HUNG NOI BO

Y&u t6 quan trong nhat trong

trai nghiém Apple dé la cac nhéan vién
khong tap trung vao viéc ban hang.
Ho tap trung xay dung cdc madi quan hé
va c0 gang lam cho cudc s6ng cla
moi ngudi trd nén tét hon.

Ron Johnson



Khi Apple Store ky niém mugi nam thanh 1ap, phan Idn céc
bai bdo trén phuong tién truyén thong déu cho rang thanh
cong cua Apple Store la nhd vao san pham va thiét k&, nhung
nhu Ron Johnson d3 chira, dé chila mét manh ghép nho trong
blc tranh téng thé vé trai nghiém. Néu nhan vién cla ban
khong thao viéc, khong tao thién cam va chang cé niém dam
mé vdi thuong hiéu, thi ban sé khong thé xay dung mot cong ty
mang lai trai nghiém chat lugng nhu Apple.

Pang budn thay, nhiéu céng ty bi xép hang thap vé chi so hai
long clia khéch hang vi nhén vién cGia ho ué oai, chédn nan va
khong dugc truyén cam hing. Gallup d& phat hién ra rang 71%
nhan vién @ Hoa Ky "khong gan bd"” hodc té hon la “chd dong
khéng tham gia va ngat két ndi vé mat cam xdc” véingilam viéc
cla ho. Pay thuc su la mot tin séc. 70% nhan vién khong cd két
néi vé mat cam xuc. Piéu dd cd nghia la ho hoan toan khéng
quan tdm dén cong viéc va cong ty clia ho. Khéng cd gi la khi
dich vu khdch hang cla ho trd nén té hai nhat. Nhirng chuong
trinh khuyén méai nhu nudc ngot mién phi @ may bén hang tu
dong hay pizza mién phi vao th Sdu cling chang thé cai thién
dugc tinh hinh. Moi ngudi muén dudgc truyén cam hdng. Ho
mudn lam viéc hudng tdi muc dich cao ca han va cam thay

h&nh dién vé ban than va thuong hiéu ma ho dang lam viéc.
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Toi trng gdp mot nif sinh vién tén la Lynda, ban trai cli clia co
ay la mot ngudi da thay d6i hoan toan chi sau hai thang lam
viéc tai Apple Store. CO &y ké vdi t6i rang néu anh &y boc 16
nhirng diém tét dep dd khi hai ngudi con hen ho, thi cé thé ca

hai van s& & bén nhau!

T6i hdi Lynda: "Anh dy d& thay d6i nhirng gi?"”. C6 ndi: "Anh ay
tu tin hon rat nhiéu. Anh 8y c6 thé ndi chuyén vdi moi ngudi
mot cach dé dang han, it phdn xét va la mot ngudi biét lang
nghe han. Nghe cd vé nhu téi hai lam qua, nhung thuc su anh
ay d3 trd thanh con ngudi ma toi biét rang anh dy hoan toan

cé thé!"”

Apple chi cé thé cham dén cudc séng cua khach hang sau khi
tac dong dén nhan vién ctia minh. “Tai sao ban lai thich lam
viéc ¢ day?" — T6i tng hoi mot nhén vién rat nhiét tinh cua
Apple. Anh @y ndi: “Ngay ca nhirng ngudi dang budn ba khi dén
day thi IUc ra vé ciing rat vui vé. D6 la mot trai nghiém dang
6, gitip cai thién cudc séng clia moi ngudi theo hudng tot dep
han. That sy vo cung déc biét”. Chac chan la nhu vay, va dé la

ly do tai sao chuing ta can hoc tap va hudng tdi trai nghiém da.
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CHUGNG 1.

Chung téi thu hut mét kiéu nguoi

khdc biét, mot kiBu nguori thuc su

mudn liéu inh dan than va ghi dau
vao VU tru.

Steve Jobs

HAY MO LGN HON NUA



Vao thang 10 ndam 2011, khi ca thé gidi thuong tiéc su ra di
clia Steve Jobs, cac nha binh luan da nghién clu, thao luan vé
nhirng nguyén tac tao nén thanh cong cua Apple. Trong mot
cudc phdng van vdi chuang trinh ABC News 20/20, phdng vién
Deborah Roberts d& hdi toi vé vai tro ctia tam nhin trong thanh
cong cua Steve Jobs. “Tam nhin la tat ca,” t6i ndi. "Mot giac
md tdo bao thu hdt nhifng tin do, khéng cé thuang hiéu lau doi
nao co thé dugc xay dung néu khong cé moét déi ngli nhirng
nguai tan tdm cung chia sé mot tam nhin. Niém dam mé tiép
nhién liéu cho déng co tén Itra; va tam nhin diéu hudng tén Ira
dd nham dén cai dich cudi cung”. Ban sé& khong thé xay dung
dudc mot té chic mang lai trai nghiém khach hang dac biét
tri khi ban cé mot tam nhin ré rang vé loai trai nghiém ma ban

mong mudn mang lai.

Bang cach nao ma Steve Jobs da thanh 1ap cong ty trong ga-ra
tai nha clia cha me minh va roi phat trién né thanh mot trong
nhirng cong ty gid tri nhat hanh tinh? N6 cé can niém dam mé
khéng? Chac chan rodi. Lam viéc cham chi u? Oc séng tao? Su
khéo lIéo u? Pung, dung, duing. Nhung tat ca bat dau vdi mot
tam nhin khong thé bi gidi han bdi khong gian chéat hep cua
mot ga-ra. Tam nhin dé la: ddt mot chiéc may tinh vao tay moi
ngudi dan binh thudng. Khitdm nhin da dugc thiét 1ap, moi thu

khac sé& vao dung vi tri ciia né. Tam nhin la tat ca. Tam nhin cla
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Steve Jobs khong phai la kiém that nhiéu tién roi nghi huu trén
du thuyén. (Trén thuc té&, ngoai trir chiéc may bay cua cong
ty, Jobs s6ng mot 16i sdng rat don gian. Ngugi dong séng lap
Microsoft, Bill Gates, tirng dén tham Jobs tai nha riéng va tu
hdi mot chd & khiém tén nhu vay cd thé chira dugc bao nhiéu
nguadi). Tam nhin cua Jobs la tao ra nhirng céng cu gitp moi
ngudi thda sic sang tao ca nhan. Ong mudn xay dung mot
cdng ty tén tai 1du han minh. Ong muén xay dung moét di san.
Steve Jobs tirng ndi: “Trd thanh ngudi giau cé nhat nghia trang
khong quan trong déi vdi toi. Moi tdi trudc khi di ngu, cé thé tu
nha rang ‘Chung ta da lam dugc mot diéu tuyét vai’, dé mdi la

diéu quan trong."”

Tam nhin gidp ban nhin thay nhitng diéu ma ngugi khac co
thé d& bo 18. Vi du, khi Steve Jobs va Steve Wozniak thanh lap
Apple vao ngay 1thang 4 nam 1976, "Woz" ciing c6 chung tam
nhin vdi Jobs la tao nén nhirng chi€c may tinh “ca nhan” ma
moi ngudi binh thudng déu cd thé st dung va tan hudng. Apple
Il d& trd thanh chiéc mdy tinh cd nhan phé bién nhat vao thai
dd, nhung nd van chua sén sang dé dén tay nhirng nguadi dan
thuong. Nam 1979, Jobs dugc dua di tham quan cd sd nghién
clfu Xerox tai Palo Alto, California. 0 dd, 1an dau tién éng nhin
thady mot “giao dién dé hoa ngudi dung"” sd khai, nhd nd nguai
dung co6 thé tuang tac vdi mdy tinh thong qua céc biéu tugng
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day mau sac trén man hinh va mot thiét bi dugc goi la “chudt”.
Jobs ngay lap tdc nhin thay tiém ndng cta cong nghé nay, né
dap Ung tdm nhin clia 6ng vé viéc phé cap may tinh dén moi
nha. Jobs ti'ng ndi Xerox da cd thé thong tri toan bd nganh
cbng nghiép may tinh nhung diéu dé da khong xay ra, bdi vi
tam nhin cta Xerox chi gidi han trong viéc ché tao mét chiéc
may photocopy khac. Néi cach khac, hai ngudi cd thé clng
nhin thdy mo6t th& nhung dién gidi né hoan toan khac nhau

dua trén tdm nhin cla ho.

Su khdai dau thuc su cua Apple Store

Steve Jobs cd rat nhiéu diém chung vdi siéu sao nhac dong qué
Garth Brooks. Ca hai déu la nghé siva ho déu dudc truyén cam
hidng tlr nhirng ngudi déi mdi sang tao, nhirng ngudi dd ma
dudng cho ho. Téi d& xem mot budi biéu dién solo clia Brooks
tai khach san Wynn & Las Vegas, anh dy d& khién khan gia say
mé trong sudt hon hai giG dong ho. Khi Brooks budc 1én san
khau, anh ndi vdi khén gia rang dé ho thuc su hiéu am nhac
cua anh, anh s& phai ké lai ca qua trinh tU khi bat dau. Brooks
giai thich rang su nghiép am nhac cta anh khong bat dju vdi
dia don dau tay. Thay vao dd, ngudn cam hing clia anh bat dau

tU nhirng ndm 1960, khi b6 me anh mang vé nha nhirng album
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mdi theo phong cach dong qué va dudng dai. Gia du, Brooks
chi chai cac ban hit ctia anh &y trong budi biéu dién tai Wynn,
thi d6 van sé& la mot trai nghiém vo cling thda mén cho nhirng
ngudi hdm md Garth. Nhung bang céch dua khén gia ciia minh
vao mot cudc hanh trinh thong qua th& &m nhac da truyén cam
hi'ng cho minh, Brooks d& tao ra mot trai nghiém déang nhd va
chua tirng cd cho tat cd moi nguai la khdn gia cia anh hom &y,
k€ ca nhifng ngudi khong phai la fan ham mo nhac dong qué.
Vay nén chung ta hay thi bat chudc Garth Brooks va md man
tir diém xuat phat thuc su cla trai nghiém Apple.

Néu moi clta hang bdn 1é
déu co dich vu khdch hang
nhu cla Apple, thi thé gidi
nay sé tré nén tét dep hon.

Michael M.
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