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LOI CAM ON

Quyén sach nay sé khong thé dugce vié t nén né” u khong co su
dong gop ciara t,ra t nhié u nguoi.

P4 u tién va trude hé "t 1a nguoi quan 1y cua t6i, Elizabeth Wales,
nguoi ludn sat canh cling t6i trong moi bude di. C6 4"y da doc di doc
lai ban thao va dua ra nhimg dé  nghi that sa ¢ sao, bao g6 m ca viéc
dat tén cho quyén sach. Va téi ciing giri 10i cam on d& n Nancy Shawn
cua Hoi Van chuong xir Wales.

Gui dé n nguoi bién tap cua toi la David Conti 161 cam on vi da tin
vao du an nay va tin vao kha nang cua t6i. Va cling cam on Devi Pillai.

To6i cling cam on Paul Andrews vi da gigi thiéu toi véi Glenn
Fleishman, nguoi gitip t6i ké t né i dugc véi ngudi sang tao ra
Amazon va vé6i nhitng nguoi khac, trong dé c¢6 Paul Barton-Davis,
Nicholas Lovejoy, Scott Lipsky, Dana Brown, Nils Nordal, Gina
Meyers, Maire Masco, E. Health Merriwether va Lauralee Smith.

Toi cling danh gia cao Tom Alberge, Nick Hanauer va Eric Dillon
vé su hiéu bié tsausa c giip Amazon.com tré thanh Amazon.com

ngay nay.

Téi cling gui 161 cam on dé n Brian Bailey, Petyr Beck, Maureen
Bell, Brian Bershad, Henry Blodget, Grace Chichilnisky, Jack Covert,
Chistina Crawford, Craig Danuloff, John Decker, Dan Doernberg,
Avin Mark Domnitz, Roy Goldman, Alex Gove, Albert N. Greco, Bill
Heston, Harvey Hirsch, Richard Howorth, Barry Lafer, Ed Lazowska,
Cheryl Lewy, Brian Marsh, Jennifer McCord, Jim McDowell, John
Miller, Tim O’Reilly, Mike Parks, Vito Perillo, Philip Pfeffe, Michael
Powell, Barry Provorse, Ramanan Raghavendran, Jeffrey Rayport,
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Jennifer Risko, Chuck Robinson, David Rogelberg, Paul Saffo, Bernie
Schroeder, David Seigel, Bob Spitz, Barbara Theroux, Rachel
Unkefer, Alberto Vitale, Charles Waltner, Ursula Werner, Ryan
Winter, Perry Woo va Dennis Zook.

Xin dic biét cam on gido su Jeffrey F. Rayport thudc Truong
Thuong mai Harvard da cho t6i dugce st dung nghién ciru nam 1997
ciia dng vé Amazon.com, do trung tAm nghién ctru Dickson L. Louie
soan.

Cu0 icung, t6i mud n noéi la minh khong thé c6 sy sdng suo t
né u thié u tinh yéu, su yéu mé  n, tinh kién dinh va sy ho tro cta vo
toi, Marybeth Spector.

Robert Spector

Seattle, Washington.
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LOINOIDAU

Viéc vié t quyén sach da u tién vé qué trinh Amazon.com tro
thanh Amazon.com c6 thé géi gon trong mot tir 1a thach thire. Khi dé
xui t viéc vié t quyén sach duoc cha p thuan vao cud i ndm 1998,
cong ty ndy chi tap trung vao viéc xua t ban va kinh doanh sach. Pay
14 noi t6i ba "t @4 u nghién cou. Nhitng thang sau, pham vi cua ciu
chuyén mo rong sang viéc kinh doanh ban 1é. Va sau do nita, ro rang
Amazon.com da 16n manh va anh huéng sdu si ¢ dé nta 't ca cac
linh vic kinh doanh trén toan ca u. Khong ¢ gi ngac nhién khi con
ché cua Jeff Bezos 1a Kamala duoc 14"y tén cho phép bié n hinh xua "t
hién trong mét tip phim truyé n hinh Star Trek: Thé hé Ké  tié p;
Amazon.com dang trong trang thai b t bié n cua sy bié n thai.

D6 it nha "t 1a mét trong nhing 1y do tai sao Jeff Bezos va
Amazon.com tir ché i tham gia dy 4n ndy. Céc vién chire cong ty cho
ra ng con qua sém dé vié 't mot quyén sach. Mic du Bezos khong
khuyé n khich cling khong can ngian moi ngudi ndi chuyén vdéi téi, lac
d6 khong c6 nhan vién nao d6 ng ¥ cho phong va n chinh thuc hay
khong chinh thire. Amazon.com van 1a mét to chire bi an. (That ra t6i
da thuc hién mot cude phong va n véi Jeff Bezos vao thang Muoi Mot
nim 1998, nhung 1a cho mét quyén sach khéc, quyén sach ma sau d6
t6i da gat qua bén dé da u tu vié t quyén sach nay. Cha 't liéu tir cude
phong va n @6 ciing duoc str dung trong du an nay).

Tb6i da nhan duoc sy cong tac cia mot s6 ngudi tung chung kié n
su ra doi cua cong ty, dac biét la cia Nicholas Hanauer, Eric Dillon, va
Thomas Alberg. Nhirng nguoi nay 1a cyu thanh vién caa hoi d6 ng
cd” vA ntrong nhimg ngay da u thanh lap cong ty. Alberg hién tai
giit vi tri thanh vién trong ban giam do6 ¢ cia Amazon.com. Chuyén
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ké cua ho 12 v6 gi, cling nhu Paul Barton-Davis: nhin vién s6~ 2; va
Nicholas Lovejoy: nhan vién s6 5.

Pay la c4i nhin ddo sau d4 u tién vao Amazon.com, nhung ta "t
nhién s& khong 12 cai nhin cué i ciing. Té6i dang trong chd quyén tu
truyén cua Jeff Bezos ltic ndo @6 s& xua t hién. Tam thoi, trong nhiing
trang tié p theo tdi s& ké cho cac ban nghe anh da lam gi va 1am nhu
thé” nao.
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LOT GIOT THIEU CHO AN BAN
BIA MEM
Mot 14 n An sang vao thang Muoi Hai ndm 1998, t6i néi véi mot
ngudi ban rd ng minh vira ky hop d6 ng vié t sach vé  Amazon.com.
Ban t6i, nguoi da tro thanh triéu pha tir viée @6 ng sang 14p ra mot

cong ty pha n mé m, cuoi ndi: “To t nha tla cdu nén vié t nhanh
lén.”

Thé ma ba nim sau Amazon.com va Jeff Bezos van con do, it ra
1a nhu trong quyén sach nay.

RA tnhié u chuyén da xay ra trong khoang thoi gian nay. Jeff
Bezos tir vi tri 1a biéu twong cho viéc kinh doanh truc tuyé n tro thanh
biéu tuong sang chéi cua dié u bj nguoi ta da saila m khi xem nhu
bot bong béng xa phong: Internet. K&~ hoach kinh doanh van chua
duoc kiém chung. Hang t6 nda ya pvara tnhié u cong ty kinh
doanh trén Internet dugc Amazon.com da u tu khong con to n tai,
nhung Amazon.com van con do.

C6 mot dong trén bia quyén sach nay: “Chuong cud i cting chinh
14 chuong dé ngo dé ké tié p cau chuyén.” Né u quang céo trung thuc
thi dié u nay khong hoan toan dtng. Pay chinh 14 dié u ma chiing ta
sd pnodive Amazon.com. H4 u nhu mdi ngdy nguoi ta dé u dua tin
vé cong ty. Ngay thoi diém ban doc quyén sach nay, cau chuyén chi
méi cap nhat mot pha n. Vié tvé  lich st mot cong ty kinh doanh
duong dai la nhu vay.

Amazon.com: Phat trién tha n té cla quyén sach khong duogc
cdng ty Amazon.com cho phép vié t, va Bezos khong danh cho t6i
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cudc phong va n nao.

Tb6i da c6 cudc phong va n khoang 30 phit v6i Bezos vao thang
Muoi Mot nim 1998 vé mét chu @& riéng biét, d6 1a sy lién hé ca
nhan duy nha "t cua tdi va anh cho d& n thang Mudi nim 2000, khi
t6i va anh co6 bai dién thuyé 't trong cudc hoi nghi kéo dai mot ngay &
Stockholm, Thuy Pién. Jeff 1a dién gia cud i cing trong ngay. Vi 1a
ngudi trinh bay truée nén t6i bié t dugce anh s& dung dau trude khi lén
buc ciia Grand Hotel. T6i bude @& n, ba "t tay va noi: “Xin chao Jeff,
toi la Robert Spector.”

Anh b# 't tay t6i va noi: “T6i dd doc gd nhé t cud n sach cua anh.
Tb6i nghi anh vié "t ra t hay.”

Va toi tra 10i: “Nguoi ta hay hoi t6i ri ng anh nghi gi vé quyén
sach? Trudce day toi chua bao gio co cau tra loi; gio thi toi da co6.”

Cudc d6 i thoai ké "t thiic & d6. Di khoi rd 1 t6i méi tu hoi: “Anh
4"y d3a doc ga n hé 't cud n sach cua t6i u? Tai sao anh khong doc cd

cu0 n? Anh 4 y khong mué n bié tké t cuc cau chuyén cia minh sé&
nhu thé nao sao?
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GIOI THIEU

Nguoi dan 6ng quai bia cao 16 thuée, day ba ta ¢ 1a bic twong
chim mau den dtmg mét cach cuong quyé t, chan trai dit trude chan
phai, gd n16 i vao Bao tang Nghé thuat Seattle dugc trang tri ba ng
khung vom b& ng d4 cam thach, noi dién ra budi hop c6 déng thuong
nién cia Amazon.com. Hé6m doé la ngay 20 thang 5, nam 1999. Dugc
bao phu trong 16p son den tuyé n ty dong, nhan dang ning 13 ta n
bi ng thép duoc tac boi nghé si Jonathan Borofsky nay nhu biéu
tuong thé hién 1ong ton kinh dé n cac nguoi lao dong My, tén cua nd
duoc dit theo cai baa no i dai ban tay trai c6 trang bj dong co. Canh
tay tay nay ca mdi phuat lai quai qua d4 ubd nla n theo mét goc 75
do, nén xud ng canh tay phai b t dong dang ca m cai vat bi “dap
bep.”

Cudc s6 ng cua ga dan o6ng quai biia & Seattle @3 khong t6 n tai
né u khong chuyén tinh co xay ra. Nam 1991, khi dang duoc truc
dimg tir xe tai, mot chan tuong bi tudt khoi day dai, tao hai d4 u chan
to trén via hé Pailo S6 1va Pho~ Seneca. “Chuyén nhu that vay,” —
mot nguoi chimg kié n noi véi to Seattle Times. “Cude s6 ng khong
phai ldc nao cling tréi qua mot cach suoén sé va thinh thoang chiing ta
gip tha "t bai.” Sau mé6t ndm ho i phue, nguoi dan 6ng quai btia tro lai
Seattle, 14 n nay thi khong gip ra ¢ ré i ndo; nhung né da tré thanh
muc tiéu cho nhitng tuyén bd~ chinh trj va viéc 1lam ky quai chua timg
tha y. C614 n mét nhom hoa si biéu hién 1én 1t c6t hon si 't ning
ga n bo n ta vao chan phai tuong; moét d8m Giang Sinh den t6 i, dam
yéu tinh hay gy hai da st dyng mét khi cA u thim do thoi tié "t dat
chié” ¢ mii do va tra ng cua 6ng gia Noel (kich thuée bi ng canh
budé m tau thay) 1én dinh dA u tuong.
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Con vao budi sang thang Nim da yni ng iy, ddm dong khoang
350 cb dong hao hire chié m linh tié n sanh Bao tang Nghé thuat
Seattle duoc thié t k&~ boi Robert Venturi, nha m nhéap nhing ly ca
phé Starbucks vira méi pha ché” va nhai nhép nhép banh vong phé "t
pho mat kem, nao nirc cho nghe nguoi dan 6ng quai buia cua ho,
Jeffrey P. Bezos, dién thuyé t. Anh vira 1 thién tai trong kinh doanh,
vira la nguoi gioi pha tro trong 16p hoc — nguoi da tao ra mot cach cod
phuong phap va cuong quyé t md hinh kinh doanh méi cho thoi dai
Internet. Ciing nhu nguoi dan 6ng quai baa, Bezos tré thanh muc tiéu
cta ca sy ngudng mo 1an d6”~ ky. (“Tai sao 1a anh ta ma khong phai 1a
ban?” — t6 Wired hoi) cting nhu hing chiu sy khinh khi
(“Amazon.toast” nhu hoc gia v&  Internet George Colony da cuoi
nhao ndm 1997; “Amazon.bomb,” — to Barron’s nhan xét nam 1999).
Nhung day 12 mét ngay danh cho sy yéu mé n. Mot s6~ ¢6 dong nhe
da mot cach lac quan vé  trién vong duoc gip va nghe chuyén cua
ngudi dan 6ng da giap ho kié ' m tié n — trong maot vai truong hop 1a
rda tnhié utié n.

Nhin chung nhirng c¢6 ddng cia Amazon.com trong ra t gid ng
kiéu nguoi ma nguoi ta gip ¢ moi budi hop hd ng nim — nhié u nguoi
da nghi huu voi mai téc tra ng xda va c6 du thoi gian dé cham lo cho
loi nhuén cua ho; mot 6ng bé~ khoang 30 tudi, dé n tir Allentown,
Pennsylvania, giai thich thu tuc cua cudc hop cho cau con trai chin
tudi, dang tu hao doi cai mil ludi trai mang tén doi bong chay Seattle
Mariners. La hién than cua Seattle con ¢6 mit mot cyu nhan vién caa
Amazon.com thé” hé X, xdim minh va xuyén moc, téc do, ngudi lam
ra nhié u tié n dé n khéng mo néi, nho vao c6 phié u phé thong
dugc tach ra da ting 5.600% (vang, 5.600%) chi trong hai nam ké tur
khi cong ty cong khai ban ¢6 phié u ngay 15 thang Nim nim 1997.
Pang chen qua ddm ddng con c6 L. John Doerr huyé n thoai, d6”i
tac ra t cao gia trong cong ty da u tu mao hiém Kleiner Perkins
Caufield &amp; Byers. Ong #n mic bai ban véi 40 xanh bién, qua n
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xam soc, khong thi t ca vat. Nhan vat Doerr 14" m muu mo, déo dai
nay 1a mot giam d6 ¢ cua cong ty va c4 nhan 6ng ni m giir 1.011.561
¢ phié u, trong ngay dic biét nay tri gia vao khoang 131 triéu USD.
Va kia 1a thanh vién khac thuoc ban giam d6 ¢ An mic tuong tu, d6 1a
Scott Cook, d6 ng sang 1ap cua cong ty Intuit, Inc., dong da uvé
dich vu Web va pha n mé m tai chinh, thué” vaké” toan. (Ong ciing
14 gidm @6 ¢ mot dich thu cia Amazon.com 14 eBay, Inc.). Paul Saffo,
giam d6 ¢ Hoc vién Twong lai, nguoi bié t rd ca vé Cook va vé
Bezos, nhan xét: “Scott va Jeff 1a nhiing nguoi ra t gid ng nhau vé
phuong phap trong chié n lugc cia ho,” va coi mdi nguoi nhu “nha
chié n luoc sau si ¢ la thuong.”

Va d6 1a chié n luge ma cidc nha @4 u tv mud n nghe dang vao
thoi gian da dugc 1én chuong trinh 1a lac muoi gio sang. Ho nhanh
chéng nd i dudi nhau vao thinh phong bao tang. Khong gian lao xao
n4o nirc trude gio khai mac. Bezos tach ra khoi dam dong, xud ng
mot trong nhimg 16 i di, nhanh nhen budc 1én nhirng bac thang cua
mot san kha u nho, An mic ra t gid ng John Doerr véi 4o sim va
qua n thuong, so mi tra ng c6 mo, khoéng ca vat. Nom gié ng tha 'y
gido khoa hoc ¢ truong trung hoc ma ban yéu thich, nhu nguoi tha 'y
dang c6” ga ng nhanh chéng 6n dinh cudc hop cua hoc sinh, Bezos
vui vé huéng dan mot s6 nguoi cud i cling khong theo hang 16”1
dé n nhirng chd con tré ng. “Cé mot s6~ chd ngd i ¢ dudi kia,” — anh
chi, sau d6 luét di 1én san kha u: “Va hai chd nira & 4 ng kia.”

Sau khi nhanh chéng luét qua pha n nghi thice budi hop — xem xét
lai theo thu tuc, gisi thiéu cac giam do6 ¢, biéu quyé t theo d& xua 't
v. v... — dung sau buc, chuan bi cho cac ¢6 déng bié t vé tinh trang
ctiia cong ty va tié n trinh ma ho da 1am trong nim qua ké tir ky hop
cd doéng trude. Moi nguoi dé u bié t rd ng 12 thang qua, Jeff Bezos va
Amazon.com di xua t hién day dic trén cAc phuong tién truyé n
thong — trén muc NewsHour cua dai PBS va 60 Minutes II cua CBS;
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1a chu @& chinh trén cac bao Business Week, Fortune, Forbes,
Wired, va New York Times, Amazon.com duoc phong 1a biéu tuong
méi trén Internet va Bezos nhu 13 nguoi tién phong caa né n kinh té&”
méi. Trong nim vira qua, “Amazon” da di vao bang tir vyng kinh té&”
nhu mot dong tir khi to Wall Street Journal vié 't vé  nhimg cong ty
duoc thanh 14p ngoai tuyé n d6 i mit voi mé i de doa cuaa viée bi
“amazon hoéa,” vi du: “bi ma t quyé n kinh doanh vi mét doanh
nghiép mai trén Internet.” Forbes tuyén bd ™ rd ng “Youbet.com
mud n tré thanh Amazon.com trong 1anh vire dua c4 ngya.” Fortune
(dac biét thich phép loai suy) da goi babycenter.com la “Amazon.com
cua nhitng cyberbabies” va sportsite.com (trang ban hang thuong
hiéu Zambonis) 12 “Amazon.com cua c¢d xe lam d4 lanh” va bao: “Ai sé
la Amazon.com cua doanh nghiép xe hoi tri gia mot nghin ty USD?”
Cud i cting, nguoi phu trach chuyén muc cua Fortune, Stewart Alsop
tu hoi: “C6 Amazon.com cho moi nganh cong nghiép hay khéng?”
(Bezos dudng nhu nghi thé” khi da u tu mét s6~ kha kha vao
drugstore.com, HomeGrocer.com, Pets.com, va Gear.com).

Kiéu hanh vi thuong hiéu dugc bié "t @& n boi 55% dan tri thic, tur
“Amazon.com” di tré thanh mot pha n cua vin hoa duge va chudng.
Pé ching minh cho dié u nay, Bezos tu hao cung ca p cho cac cb
dong vai doan video tham khéo néi vé  Amazon.com trong cac
chuong trinh truyé n hinh: Tonight Show (Leno noéi: “Bill Clinton
nghi ra ng Amazon.com chinh 1 dia chi e-mail caa Janet Reno”),
3rd Rock from the Sun, va Hollywood Squares. Sau d6, anh trinh
chié” u tranh vui Lagoon trén Sherman, c6 nhan vat di qua khu rung
nhiét d6i néi: “Hoéa ra la Amazon. Tuyét qua. T6i nghe ra t nhié u
vé noé. Nhin ndy, c6 mot con vet. Li ng nghe tié ng chim. Con tring.
Nhirng con khi. Ngui nhirng béng hoa nhiét dsi. Cha ¢ chd nla
Amazon ra’t tuyét. Khong co gi gi6 ng Website cua ho.” Khan gia
cuoil vo tay tan thuong.
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N#m qua, h4 u nhu moi ngudi trong nganh kinh doanh truyé n
thong mud n nghe ngoi sao dang 1én Jeff Bezos ndi gi, khong chi 1a
vé phuong huéng cia Amazon.com, ma con vé nhié uloai chu dé
khéc, g6 m ca nhiing quyén sach yéu thich caa anh (Nhitng gi con lai
trong ngay cua Kazuo Ishiguro va Cé n cdt caa Frank Herbert) va ca
nhirng chuyén c4 nhan nhu théi quen tiéu xai, nga nghé. Vé chuyén
trude, anh chia sé mot chit véi c6 dong nhimg tht ma c4 nhan anh da
mua tir Website da " u gi4 cia Amazon.com. Trén cii ban ga n buc la:
bire anh c6 chit ky cua Albert Einstein, birc tuong ban than bd ng st
tri gia nam bang ctia nhan vat Boba Fett trong phim Star Wars, va
mot buc tranh hé” Bozo khi ¢ kém c6 dén bat ti t. “H6 i con 1a mot
dira tre, t6i bi moi nguoi gheo boi cai tén Bezos ga n gid ng voéi chir
Bozo,” — anh dua. (May la anh khong mang d& n bo xwong ga u ky
bing ha mua véi gid 40.000 USD). V&~ gid ¢ ngy, trong mot cau
chuyén trén to Wall Street c6 tén: “Ngua: Biéu tuong dia vi xa hoi
méi,” anh tié t16: “T6i cA n tam gio mot ngdy dé ngu va mai t6 i toi
dé u nhu vay... du c6 ban tAim vé  cong viéc d& n dau. T4 t dén, nim
phit sau la t6i ngi.” (Ngugc lai, Donald Trump tra 161 trong cung mét
bai vié t: “T6i chi ngu ngon bén canh mot phu nit dep”).

Ciing trong ndm vira rd i, Bezos da phat biéu tai cudc hop hang
nim cua Dién dan Kinh té” Thé” gidi Davos, Thuy Si, va gitra mot
trim nha 1anh dao cong ty duge maoi dé n cudce hop thuong dinh cac
CEO (giam d6 ¢ dié u hanh) hang nim cua Bill Gates, cudc hop nay
thu hut nhirng nguoi nhu Warren Buffet cua Berkshire—Hathaway,
Michael Eisner cua Walt Disney va Jack Welch thuoc cong ty General
Electric & n van phong chinh cua Microsoft 6 gd n Redmond,
Washington. Jeff va vo 1a Mackenzie da chuyén ra khoi ciin ho thué
300 mét vuéng ¢ phoé~ Belltown, 14n can voi Seattle va hién 6 tai ngoi
nha méi tri gia 10 triéu USD (rong ga n 2400 mét vuéng, nim phong
ngu) — trude diy do con chau 6ng trum gd Weyerhaeuser s¢ hiru —
trong khu Medina biét 1ap trén “Bo Bién Vang” H6 Washington, noi
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c6 3.085 cu dan gidu ¢ bao go m chu tich Gates va Nathan
Myhrvold, cyu giam d6 ¢ ky thuat caa Microsoft. O vAng, tai san
thuc cia Bezos khoang 10 ty — hay ndi cach khac 12 hon toan bo tong
san pham quoé ¢ noi caa Iceland.

Mot gio muoi 1im phat sau d6 thye cha "t 1a “man trinh dién cua
Jeff Bezos,” khi anh thao luan mét loat cac chu @& bao g6 m su hiéu
qua cua md hinh kinh doanh Amazon.com; sy hiéu bié "t va phat trién
cia cong ty vé  “kinh nghiém khach hang”; cac dich vu méi nha 't cua
cong ty (vao ltc @6 1a da "u gia va thiép chic dién t); va nhimg su
da u tu16n nha 't cua cong ty, trude khi tra 1oi hang loat cau hoi cua
cb @éng bao trum moi th gd m nhitng va n ¢ quyé n riéng tu
trong thé tin dung, cho d& n tinh khong 6n dinh cua c6 phié u, r6 i
quyé t dinh giam gia 50% cho ta 't ca cic sach ni m trong danh sach
nhirng quyén ban chay nha 't theo x& p hang cua to New York Times.
Bezos bié n héa mot cach troi chay tir tinh cach nay sang tinh cach
khéc. C6 Iic anh 1a ké”~ toan vién tan tinh coéng viéc: “Tié n 1i rong 1a
tht chiing ta dang ¢6~ g ng danh gia mot cach lac quan; chit khong
phai 12 pha n trim cua s6” 1ai 6. Vithé ', khitié nvé phia trudc,
né u chdng ta tin qua viéc ¢ so6~ 1ai rong tha p hon sé gitip c¢6 duoge
su bu trir cao nha "t, tir d6 ching ta van dung vao nhiing ddi thay
trong ké” hoach dwa @& n cac nude di 6 loi cho ¢6 ddng.” Sau d6, anh
thanh nguoi hay dua: duge hoi anh c6 lo 14 ng vé viée nhitng ngudi
mua si m tryc tuyé n duoc hd tro nhitng théng tin gitip ho so sanh
gia ca gifta t4 t ca nhirmg nha ban 1¢, anh ngay ra: “Chuyén 4y dang
lo that, nhung ciing chi nhu chié ¢ Boeing lo v&  stc hit trai da t.”
(Cau nay lam nguoi ta bat cuoi). Sau d6, trong cau tié p theo anh to
ra 1a nguoi c6 tA m nhin xa ra "t tuyét: “Thuong mai dién tur 1 nhu
vay. Khach hang sé& c6 thong tin gd n nhu hoan hao. Theo t6i thuong
nhan khong hiéu va khong xay dung ké™ hoach kinh doanh dwa trén
né ntang ndy s& gip vA n dé¢ nghiém trong nha t.”
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Po6t nhién xua t hién cau hoi lJam ngung man trinh didn. Mot ¢b
dong tré My g6 ¢ A gio tay lich sy héi: “Khi nao thi cong ty mang lai
loi nhuan?”

H4 u hé 't cir toa bat cudi; ¢6 ngudi vo tay hoan nghénh. Bezos
tinh khéng. Anh dang mong doi n6. Anh da tung tra loi cau hoéi nay.

“T6i phai trao d6i mét chtt, boi d6i khi nguoi ta hiéu 14 m” — anh
noi, nghiéng nguoi vé phia dam dong. “P6 i voi ba t ky ai trong cac
ban nghi ngd dié u nay (nu cudi tir tir xua t hién): Amazon.com tin
ra ng viéc mgt ngay ndo dé chiing ta sé c6 loi nhuan 1a ra "t quan
trong.” (Nhié u tié ng cuoi hon). Chuyén sang giong nghiém trang,
anh thém: “Chang ta khong phai trong cho vao cach tinh toan méi
nao hay thir gi dai loai nhu vay. V& 1au dai, ta "t ca cac cong ty s& kinh
doanh duya trén boi s6” hop Iy [vé ™ gi4 ca/loi nhuan]. P4’y 1a nguyén
t4 ¢ hoat dong thanh cong. Gia tri v n hoa cua cong ty phai phan
4nh gia tri ngud n tié n hién hanh cia qua kht va twong lai.”

Hién nhién Bezos tha y day 1a co hoi duoc trinh bay dié u ¢t 16i
trong chié n lugc cuia Amazon.com, giai thich cho cac c6 déng ciing
nhu cAc nha bao 14 tai sao viéc thua 15 cir tié p dién — va s& tié p tuc
tié p dién — ting cao trude khi thu dugc loi nhuan: “Pié u ching ta
hién nay dang lam 14 tap trung da u tu vao ta t ca ‘cac co hoi khong
cudng noi’ [cach noéi cia John Doerr vé  Internet] ma ching ta nhin
thtre dugce. Nganh kinh doanh sich tai My cua ching ta c6 thé mang
lai 1oi nhuan trong thang Muoi Hai [1998], ké cling la vé ™ thoi diém
trong nim [vi mua nay hoat dong mua si m ra t cao]. Téi tin né u
chiing ta khong ty t6 chire & t, thang Muoi Hai ciing khéng sinh loi
dugc. [Nhié u khan gia cuoi hon.] Tap thé cac cd dong sang sud t sé
tram d6i ngii lanh dao cua cong ty né u ho khong bié "t hinh dung ra
cach phan bd t6 t ngué nvd n da u tu va ning nd hon trong thoi
gian nhay cam dang hinh thanh nhié u nganh kinh doanh nay. Xem
nay,” — anh noéi thém, vé thuyé t phuc cia mét tin @6 thuc su: “Co vd
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s6  co hoi trén Internet, ma bay gio 14 thoi diém dé da u tu. Chung
t6i dang ¢6 gd ng dwa ra moi quyé t dinh trong bd i canh lau dai.”

Du khong tho 't ra nhimng tir cu thé nay, nhung ¥ dinh cua Bezos
ra t ro: Trong giai doan phat trién, chié n lugc cia Amazon.com 1a
phat trién tha n t6 ¢ —ba ng cach xéng x4o da u tu vao nhing loai
san pham méi va nhitng nganh kinh doanh méi, ba ng cach chi tié n
vao khau nhan dién thuong hiéu va kié¢ m khach hang moi; bd ng
cach 1am ba "t cu dié u gi @é bao dam rid ng Amazon.com 1a mot
trong nhitng cong ty té6 n tai dugc.

Khi cude hop dang dé n ho iké t, mot ¢ dong hoi Bezos rd ng
liéu anh c6 lo 141 ng chat ndo vé  nhirng cong ty ma Amazon.com da
da u tu vao (drugstore.com, HomGrocer.com va Pets.com, ti t ca
nhirng trang Web duoc siéu lién ké "t véi Amazon.com) sé& ¢ thé
chuyén tai nhimg kinh nghiém vé  dich vu khach hang nhu
Amazon.com da ¢~ gi ng tao ra hay khong. Trong khi ty tin cho
ri ng viéc quan ly nhimg cong ty ndy s& duoc lam ra t t6 t, anh sin
sang thira nhan: “Ban da 1am hé "t cach va ban dang danh cuoc sai.”
Mit khac, anh néi véi cac ¢6 dong rd ng né u nhimng nguoi dié u
hanh Amazon.com “cé mi ¢ moét s6~ 16i dang ké trong d4 u tu thi
ching t6i mai 1am t6 t cong viée d6 i véi cac co déng, boi cd gan méi
lam gidu dugc. Qui vi nén luong trude nhitng saila m.”

“Va t6i nghi @6 thuc su 1a cau hoi tuyét voi dé ké "t thiic budi hop.
Cam on quy vira t nhié u. Ra "t vui dwoc gip quy vi.”

Khi tié ng vo tay khen ngoi ké 't thiic, nhiing ¢4 déong nhanh
chéng roi Bao tang Nghé thuat Seattle va huéng vé phia 4nh sang
ciia mit troi budi trua. TA m voe nguoi dan 6ng quai btia khié 'n
nguoi ta tu hoi liéu Amazon.com sé& tié p tuc vuot 1én su canh tranh
hay khong. Hay no sé& sup d6 vao mét ngay nao do vi stc nang cua su
ky vong (vAno na n) v6ita t ca Am thanh va tié ng gao thét dir doi
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cta bire twong ning 13 tA n d6 sap xué ng da t? RA t nhié unha
quan sat tin ri ng dié u 4o tuéng cud i cling s& v& tung vara ng
Amazon.com s& chi 12 mét chuong khéc trong cau chuyén vé thuong
mai dién t. C6 18 ho dtng. Mit khac, hA u hé t moi ngudi bié t vé
Jeff Bezos thi tin tuong kha ning tha "t bai hA u nhu ba ng khéng;
ha uhé t noi rd ng Bezos 1a mot trong hai hay ba nguoi thong minh
nha t ma ho timg gip. Néi gi thi néi, ho lap lai y ki ' nvé anh nhu
Graciella Chichilnisky, 6ng chu da u tién cua Jeff, miéu ta: “Trong
1anh vuc kié n thirc, nhitng va n @& trong diém 1a murc sang tao va
chié u sau coa sy thA m nhui n. Anh ta s& ludng trude duoc nhimg
sy thay @6i. T6i danh cudc vao cai da u caa Jeff Bezos.”
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Chuong1 -
JEFFREY BEZOS LA AI?

Giditré sd p dé n gé cira nha toi
— Henrik Ibsen, Bdc thd y tao dung

Pedro Pan (“Peter Pan”) 1a mét trong nhirng chié n dich lén
nhi m giai ctru thanh nién. N lirc nhan dao ngoan muyc nay dugce linh
muc Bryan O. Walsh thudc van phong Phuc lgi Cong gido tai Miami,
Florida 1én ké” hoach va t6 chirc. Sy ¢6” gd ng da y tinh nhén vin
sdusid cnay ba t dd u tir ngdy sau Giang Sinh 1960 vao kéo dai dé n
thang Mudi nim 1962, khi My va Lién X6 d6 i d4 u nhau qua viéc
Lién X6 14" p dit tén lira dan dao tai Cuba, vao ngay 22 thang Mudi,
khi tong tho ng John F. Kennedy tuyén b6~ phong téa duong hang
hai toi Cuba dé ngin chin viée van chuyén thém nhié u tén lira vao.
Chu tich Cuba Fidel Castro d3 tra 16i ba ng hanh dong chd 'm dat ta’t
ca nhitng chuyé n bay tir Havana dé n Miami. Tai thoi diém chié n
dich Pedro Pan tam ngung hoat dong, hon 14.000 nam sinh va nit
sinh, tudi tir siudé n 17, da d6 bé dé n cac bo bién 16n cua My. Ctr
mdi khi mét dwra tré khong c6 ngudi bao ho dé n, chiing lai duoc chim
soc thong qua chuong trinh Tré Em Cuba (Cuban Children’s
Program), mét du an nhan dao khac do Fr. Walse dam trach va duoc
tai tro boi nhitng thuong gia Nam Florida c6 tA m anh huong.

Mot trong nhitng dira tré 16n nha "t nhom 1a chang trai 17 tudi
Mike Bezos ma moi nguoi goi 1a Mike. Bayos (tié ng T4y Ban Nha c6
nghia 1a “nhiing nu hén”) nhanh chéng théng thao tié ng Anh vaté t
nghiép trung hoc & Delaware, noi anh ¢ chung véi 15 tré ti nan. Bi ng
cA p trong tay, anh di vé phia Tay @& n New Mexico r6 i ghi danh
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vao Pai hoc Albuquerque. P& n nim 1963, anh vao lam viéc tai mot
ngan hang dia phuong, noi anh gap mot nhan vién 17 tuéi khac 1a
Jacklyn “Jackie” Gise Jorgensen. C6 gai quyé n rii ndy méi ké t hon
va 12 nguoi viing Cotulla thudc Texas. Mic dit hai nguoi tré tudi dé n
v6i nhau tir nhimg tA ng 16p hé "t stre khac biét, song vé  phuong dién
nao d6, s6” phan cua ho dé u bj anh huéng béi cude chié n tranh
lanh gitta My v6i Lién minh X6 Vié t va kha ning cua xu huéng Cong
san hoa toan ca u. b6 i v6i Mike, @6 14 sy tr6 n thoat khoi Cuba.
D6 i v6i Jackie, d6 1a mot pha n coéng viée cua cha cd 1a Lawrence
Preston Gise (nguoi ta thuong goi 6ng 1a Preston), vira duge Qud ¢
hoi Hoa Ky b6 nhiém 1am Chi tich Uy ban N#ng luong Nguyén tir (goi
t1 t1a AEC) mié n tdy. Tir co quan d4 u néo ¢ Albuquerque, ong
quan 1y mot khu vee g6 m 26.000 nhan vién tai Sandia, Los Alamos
va ca nhirng phong thi nghiém ¢ Lawrence Livermore.

Gise xua t than tir Valley Wells, Texas. Trude khi gia nhap AEC da
timg 1am viéc trong nganh cong nghé khong gian va hé thoé ng phong
thu tén lira cho Co quan cac Dy 4n Nghién ciru Phong thu CA p cao
(goi ta "t 1a DARPA), bo phan nghién ciru va phat trién cia Bo Qud ¢
phong thanh lap nim 1958. P4y 1 bién phap d4p tra @4 u tién coa
chinh phu My d6 i véi viée X6 Vié t phong vé tinh Sputnik I nim
1957. DARPA dugc thanh lap véi muc tiéu tro thanh co quan d6 i
trong sang tao trong nghién ctru va phat trién quan sy theo qui udc.
Theo tuyén b6~ chinh thutrc cia co quan nay thi sirc manh cia né 1a
“d&am bao My phai dung da u trong viéc 4p dung cong nghé t6 i tan
cho ning lyc quan sy va ngin chin moi ba t ngd vé  coéng nghé cua
d6”i phuong.” Nam 1970, nhiing k§ su cia DARPA d3 tao ra mot mo
hinh mang lué6i truyé n thong hung manh cho quan sy My. M6 hinh
nay c6 thé van tié p tuc hoat déng trong truong hop mot cude ti n
cong hat nhan pha huy nhimg duong din truyé n thong thong
thuong. Hé thé ng c6 tén ARPAnet nay 1a tié n than cua Internet.
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(Nhung c6 1& ching ta dang voi ké trude cau chuyén, vy sé ndi vé
ARPAnet sau).

Khi Mike gap Jackie thi c6 dang mang thai. Pé n ngay 12 thang 1
nam 1964, c6 sinh cau con trai dugc dat tén Jeffrey Preston, ngudi ma
sau nay Mike chinh thic nhan nu6i hgp phap sau khi anh va Jackie
cudi nhau nam 1968. Nam nam sau khi Jeff sinh ra, c6 em gai cung
me khéc cha cua Jeff tén Christina ra doi. Nam sau thém cau em cung
me khac cha cua Jeff tié p tuc ra doi, dugc dit tén 1a Mark, tao nén
mot gia dinh tron ven. Jeff timg cho bié 't khong nhé gi vé  ngudi cha
sinh ra minh. “Trong thuc té ", t6i xem Mike Bezos 1a nguoi cha tu
nhién cua minh.” Anh bao: “Thuc tinh chi c6 mét 14 n t6i nghi dé n
dié u d6 1a khi béc si bao t6i dié n thong tin vao mot biéu mau,” anh
no6i thém: “Su that do ciing t6 t thoi. T6i khong tha y bo i r6 i.” Thuc
ra, Bezos x4c dinh ra ng khi anh buéc qua tudi 1én 10 thi dwgce cha me
cho hay anh chi 1a con nubi, anh ciing chang ban tam khi dugc cha me
b4o tin nay. Thé” ma khi cha me cho hay anh phai mang kinh, anh da
bat khoc.

Sau khi c6 ba ng dai hoc, Mike Bezos tré thanh ky sw da u khi cua
Exxon. Cong viéc ndy dua dng, Jackie va Jeff d& n Houston, Texas.
Chuyé n di @4 u tién nay khoi da u cho ra "t nhié ula n di chuyén
trong cudc doi gia dinh Bezos.

O Houston, Jeff da sém thé hién tai ning. Lic 1én 3, ciu va me da
bi 16i kéo vao cudc chié n quyé "t liét quanh viée thu xé p tién nghi
phong ngu cho cau. Cau mud n maot cai givong cho ra givong nhung
me lai nghi cau chua du 16n dé thong dong bén ngoai cai givong cili.
Mot hom di vao phong ngu cua Jeff, Jackie tha 'y cau dang c6” tu tao
cai givong cho minh bi ng cach dung tua-vit thio tung cai ciii ra. Co
bié "t ri ng minh da gip d6 i thu ngang td m. Tai truong Montessori,
cau miét mai cham chd v6i ba t c nhiém vu ndo ma ciu dang lam,
dé " n ndi gi4o vién chi cé thé chuyén cau téi hoat dong tié p theo
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ba ng cach nha ¢ cau lén trong khi vin con ngd i trén ghé , mang
cau di ngang phong hoc va dat cau vao vi tri moi.

Pé thoa man kha ning tri tué va su td mo cua Jeff, Jackie thuong
mang tir Radio Shack vé  nha nhing loai thié 't bi cai tié n nho. Khi
dang hoc truong tiéu hoc River Oaks Houston, cAu mé mén d6 choi
Infinity Cube (Khd i V6 tan), mot thié t bi voi su phan chié u duoc co
gioi hoa, cho phép nguoi choi nhin tha 'y rd vao vo cue. Nhung khi
Jeff muo n sé hiru riéng thié "t bi @6 thi Jackie ngd n ngai trude cai
gia 20 USD. Khéng nan long, Jeff 31 mua riéng ta t ca nhitng pha n
nho (ré hon mua nguyén moén d6 choi) va tao nén cai Infinity Cube
cua riéng cau. Boi vi, nhu cau néi lac do: “Ban phai ¢6 kha nang tu suy
nghi.” Cau chuyén nay da duoc dwa vao quyén sach dwgce xua 't ban
noi bé vilng Houston nim 1977, mang tén “Hudéng vé nhirng bé 6c
thong minh: Mgt cGi nhin cua bic cha me vé~ gido duc tai ndng tai
Texas.” Do Julie Ray vié t, quyén sach di theo Jeff (sau @6 @i tén la
Tim) thong qua mét ngay tai truong River Oaks, moét truong cong lap
da y ha p din, 1a mot pha n cua chwong trinh tich hop tu nguyén
trong pham vi thanh pho . Ray da miéu ta cau bé 12 tudi (nguoi di
chuyén tir nha d& n truong 40 dam mdi ngay ba ng phuong tién cong
cong) 1a “ra”t than thién nhung nghiém ttc,” cling nhu “phong nhis”
va “sé hiru sy xud 't sd ¢ tong thé vé  tri tué.” Tuy nhién, cic gido vién
tiéu hoc cua Jeff danh gi4 chang trai tré nay 1a “khong c6 kha ning
lanh dao.”

Nhung nhirng nguoi truong thanh khac cé lién hé vai Jeff thi lai
cho ri ng cé cai gi d6 & cau ma nhitng gido vién trude d6 da bo 15.
Cha me cua Jeff dang ky cho cau tham gia d6i bong lién minh tré, 1a
nghi thire phai théng qua cia bang Texas, mac du me cdu lo cho dtra
con nho cia minh — cin ning chi & mac t6 i thiéu theo yéu cA u — bj
nhiing dtra to con hon 1am cho hé "t hoi. Ba da ngac nhién mét cach
thich tht khi ciu con trai c6 strc canh tranh quyé "t liét cia ba duge
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hua n luyén vién cho lam thu linh hang hau vé. Khong qua strc so véi
nang luc cua Jeff boi cau ¢6 kha nang nhé khong nhirng nhiém vu cua
minh ma con cua nhirng nguoi khac trong cac tran da u.

Ngoai cha Jeff ra, hinh anh nguoi dan 6ng manh meé khac trong
cudc doi cua cau chinh la 6ng noi, Preston Gise, cyu quan 1y viing cua
Uy ban Ning luong Hat nhan. Nim 1968 6ng nghi huu tai trang trai
chin nudi gia stic cua minh 1a Lazy G ¢ Cotulla, Texas, (dan s6~
3.600 ngudi) nd m ga n bién gisi phia ddng ba ¢ Mexico, khoang 90
dim vé phia tdy San Antonio, va 90 dim vé phia dong Laredo, tinh
LaSalle. Cotulla 1a dja ban vu ta cho céc chié n tich v& sin bi n
huou dudi tra ng. Pay 1a noi Jeff nghi hé tir khilén b6 n dé n nim
1én 16, duéi con ma t than trong cua Preston Gise. Maureen Bell, con
gai cia vg sau Preston (ba noi cua Jeff 1a Mattie Louise Strait) da qua
doi, nhé lai “B6”” Gise 1a “mot nguoi dan 6ng tha vi, ra t ra "t thong
minh. Ong nghién ctru ta t ca nhimg tht 6ng 1lam.” Theo chié u
hudng cong nghé, Gise khuyé n khich va ing ho nié m dam mé khoa
hoc va @6 vét cia chau noi Jeff. Khong nghi ngo gi, gara nha Jeff lac
nao cling da y nhiing thu ky la, vi du nhu nhitng chié "¢ radio nghiép
du Heathkit, nan di 1am b ng 14 nhém xé& p chd ng 1én nhau, diung
cho viéc na "u in b ng ning luong mat troi), va mot cai may hut bui
cil Hoover. Chié” ¢ may nay da dugc chuyén doi thanh chié ¢ tau di
chuyén trén dém khong khi.

“Lac nao cling chon ron trong cai gara cua chang toi,” — Jackie
Bezos noi. “Cac du an cua Jeff ngay cang tré nén phuce tap hon so vai
tuo6i cua n6, nhung khong may 14 cai gara khong bao gio chiu né rong
thém.”

Ong noi Jeff ciing day ciu cach stra nhitng c6 i xay gi6 (khong phai
1a danh nhau véi ké dich nhu Pong-ky-s6 t), dit 6 ng dan, va sta
6 ng bom — ciing nhu déng da u, tiém chung va thié n gia stc
(nhing cong cu hién nhién cé gia tri cho bac tha y Internet tuong lai).
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“Chiing t6i 1am moi thtr & xung quanh day, nho do6 ching t6i t6 n tai,’
— Maurenn Bell noi.

Jackie Bezos tin tuéng ri ng kinh nghiém dié u hanh trai chin
nudi gia stc s& day cho con ba sy ca n thié 't cua viée tu tic khi lam
viéc voi da 't dai. “Mot trong nhirng dié u Jeff hoc duoc d6 1a that su
khong c6 va n dé  gi ma khong co cach giai quyé t. Chudng ngai vat
chi 1a chudng ngai vat né u ban nghi né 1a chuéng ngai vat. Khi khong
nghi nhu thé” thi ching lai 1a nhing co hoi.”

Ursula Werner, mot nguoi ban thoi trung hoc nhé lai: “Jeff néi vé
ong noi véi tinh yéu lon lao. D6 r6 rang la sicc manh cia tinh yéu ma
Jeff danh cho nguoi dan 6ng nay. T6i chua bao gio nghe nguoi nao
no6i theo cach d6. N6 khié n t6i nhan ra mé i quan hé giira ho sau
sd ¢ dé nthé nao. T6i cd cam gidc 1a 6ng da cho Jeff sy tw do va
khuyé n khich Jeff tro thanh nguoi nhu cud i ciing Jeff da tro
thanh.”

Gia dinh Bezos chuyén dé n Pensacola, Florida, r6 isau d6 dé n
vung trung luu 14n can ¢ Miami dé Jeff theo hoc nhilng nim trung
hoc. Viéc tré vé Miami caa Mike Bezos véi tu cach giam d6 ¢ dié u
hanh thanh cong cua Exxon 14 sy khac xa so voi chuyé n vié ng tham
da u tién t6i thanh pho~ cua chang trai ti nan Cuba.

Werner con nhé gia dinh gi n b6 bé n chit cua Bezos 1a “mot gia
dinh hanh phic tran tré” va d& chju. Me Jeff 1a nguoi phu nit manh
mé va dang yéu khong ngo. Né u nghi lyc va su tan tuy 1a di truyé n
thi me cau chinh 1a ngué n g6 c cia nhitng pham cha "t vu t4. Nghi
luc cua Jeff 16e sang so vdi cac ban hoc tai truong trung hoc Palmetto
khi cdu bao cho moi ngudi bié 't du dinh tré thanh dai biéu doc dién
van trong budi 1 t6” t nghiép cua 16p nim 1982. Theo mot ban hoc c,
nhiing ngudi con lai cua 16p da phai e dé trude sy hiéu biét, tri tug,
tinh canh tranh va 1ong ty tin cua cau, nén da khéng nghi ngo pham
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cha "t cua cau. Cau khong nhitng t6 t nghiép da u bang trong s6~ 680
sinh vién, ma con gianh giai thuong Sinh vién Khoa hoc Giéi nha "t
cta truong nhitng nim tha 2, dai cuvong, nim cud i va giai thuong
sinh vién toan giéi nha "t cia cac nim da u va cud i. Thém nira, cau
1a mot trong ba thanh vién t6 t nghiép nhan duoc giai thuéng khoa
hoc trong cudc thi uy tin Silver Knight cho nhitrng hoc sinh trung hoc
Nam Florida. Nhirng nguoi dang ky du cudc thi duogc tai tro boi
Miami Herald (mot to bao thudc cong doan Knight Ridder), sé danh
gia dva trén nhirng thanh qua hoc tap, nhirng bai luin, va quy trinh
phong v n nghiém ngit trude nhoém hoi thao.

La hoc sinh trung hoc, Jeff da mo tré thanh phi hanh gia hay nha
vat Iy. Cau da gianh chuyé n di tham Trung tdm DPié u khién
Chuyé n bay Khong gian cia NASA & Huntsville, Alabama dé vié 't
bai luan c6 tén “Tac dong cua tinh trang khéng trong luong 1én viéc
dinh tudi cho rud i thong thuong.” Pay 1a pha n tai tro cia NASA cho
cudc thi. Khong cé gi bi mat khi cau mud n xay dung mot tram
thuong mai khong gian. Béi vi cau tin trong tuong lai, loai nguoi
khoéng ¢ trén mat da”t; hanh tinh c¢6 18 s& bi mi ¢ ket vi nhiing vat thé
la tir bén ngoai hanh tinh. Trong bai dién vin t6 t nghiép, cau bién
luan cho su chié m hitu khéng gian nhu 1a cach dé bao dam tuong lai
cta loai ngudi. Trong cau chuyén trén to Miami Herald xua t ban
nim 1982 vié t vé ti t ca cac bai dién vin trong nhiing budi 18 t6 "t
nghiép ¢ phia Nam hat Dade, Jeff dugc mo ta 1a nguoi nuodi hy vong
mot ngay nao do6 sé xay dung duoc khach san, cong vién giai tri, du
thuyé n va nhitng cum dan cu hai hay ba triéu nguoi trén khong gian,
di chuyén theo quy dao quanh hanh tinh. “Toan bé ¥ twéong do6 1a
nhi m gin giit trdi da"t,” — cau ndi v6i to Herald. T bao nay da vie t
ra ng muc tiéu cud i cling cua Bezos 14 “dua t t ca moi nguoi ra khoi
mit da t va bié n no6 thanh mot cong vién quo ¢ gia khéng 16 .” Cau
khong dua, viéc xay dung tram khong gian 1 gid ¢ mo rd "t nghiém
tic. “Jeff c6 ra t nhié u wéc mo va ¥ tuong 16n; va khong gian 1a
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trong diém cua nhitng gid ¢ mo dd,” — ban thoi trung hoc cua cau la
Ursula Werner no6i. “Cau tin tuéng ching ta la chung loai phai kham
pha khong gian, boi vi day 1a thé™ gioi that mong manh, thé” ma
chung ta khong danh cho né su cham s6c dang nghia. Cau khong dat
trong tAm nhié u vao khia canh sinh thai hoc, ri ng chtingtaca nlo
14 ng cho trai da "t nhié u hon, ma dit trong tAm nhié u hon vao
t4 m nhin xa, tinh dé n viéc trai da t nhu 12 mét noi s6 ng cb han ky.
Cau la chié”c Star Trek c6 dién dang tié n lai gd n ‘gidi han cud i
cung.’ Ching ta c6 kha ning kham pha khong gian, t4 't ca nhimg gi
ching ta cd nlam1a di u tu tié n vao va sau do 1a c6 thé tham hiém.
Tram khong gian 1a buée da u tién hién nhién cho viée d6. Kha ning
mo ude cua cau ra t sang tao. Ban c6 thé cam tha 'y, chao 6i, n6 khong
chi 13 tuong tuong. P6 12 mot ndi nié m mé @4 m.” Nay Werner tin
ra ng muc tiéu t6 i hau cua Bezos danh cho Amazon.com 1 tich lily
du tai san c4 nhan dé xay dyng tram khong gian riéng, va c6 thé thay
doi tuong lai.

Werner 14 sinh vién nim cud i tai Palmetto khi c6 gip Jeff, nguoi
dao d6 nom ching khac phién ban thoi thié u nién cua dién vién
Martin Short — nho bé, toc r& ngoi. “Téi nghi lac do 1a mot budi tice
hay trong buéi hoi National Honor Society. Chung t6i 1a n 1én nhau
trong ma’y vong xoay gid ng nhau,” — Ursula néi, c¢6 hoc truée Jeff
mot 16p va 1a nguoi doc didn vin trong 18 t6 t nghiép caa lop. “Co 18
t6i bi Jeff 16 cudé n ngay tir ldc méi gip. Anh 1a ngudi dan 6ng ha p
din khong ngo. Nhan cach anh nhanh chéng truyé n anh huéng dé ' n
ngudi khac va thu hat ban ra t nhanh. Anh ra "t tan tam véi moi
ngudi khi ¢ bén ho. Kha ning hai huéc cia anh tuyét voi nha 't trong
h4 u hé t nhimg nguoi ma téi da gap. Song khong gid ng nhimng
nguoi co tai hai hude tuyét voi, anh bié 't danh gia cao kha ning hai
huéce cia nguoi khac. Toi yéu cai cach anh cuoi. D6 1a mot cai gi do
khié n t6i luén nhé vé anh.”
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Jeff Bezos luon 14 nguoi lap ké” hoach dai han mot cach ti mi.
Werner nhé lai khoang thoi gian di ng dic ti man khi anh tham gia
t6 chire mot cude di scn thii dn xdac thé i (mot kiéu tro choi) mirng
sinh nhat 14 n thtr 18 cua c6 ngdy 11 thang Ba nim 1981. Anh bo ra
ma’y ngdy truée dé cadi manh mé i trén kha p Miami. B4 t d4 u cude
san, Jeff va Ursula 1én xe cua anh, Jeff ng6 i sau vo ling. Ho sau @6
di dau 1a tuy Ursula thye hién tro choi nhu thé” nao. Anh cho ¢6 da u
mo i d4 u tién, c6 nhé lai: “T6i phai ngd i d6 vaco™ gi ng hinh dung
raanh n6éi vé va ndé gi. Anh khong hé chi cho t6i bié t rd ng toi
dung hay sai. Anh néi: ‘Em nghi anh sé dua em di dau?’ va toi phai
do4n. Ban hinh dung anh da kho cong nhu thé” nao khi di da u
nhimg manh mé i, t6i xin ké: anh gid u dd u mé i dudi duong ray xe
lra doan xua cii trén xa 16 Sound Dixic. Anh gid u da umé i dudi
ni pbd nca utrongtd ng ban hang cia khu Home Depot. Anh di
dé"n chd nguoi thu ngan mot ngan hang (@4 u mo i ham chua trong
tén cua nguoi thu ngan d6) va noéi véi co nay: ‘Khi cd ngudi dé n vao
ngay 11 thang Ba yéu cA u ¢ chi tra 1 triéu USD bi ng gid y ménh
gia 1 USD thi hiy dwa cho c¢6 ta @@ u md i nay.’ That kinh ngac, ngoai
viéc sinh ra ba dira con ra, t6i khong thé nhéo minh da c6 nhimg kinh
nghiém khié n phai mét nhoai nhu thé” vio lac ndo. Thé” gii xung
quanh Jeff Bezos @4 y nhiing ciu chuyén tuyét voi 1a boi anh c6 da u
bc sang tao va khoi hai nhu thé”.”

Mua hé nim 1982, Jeff hop stre v6i Ursula trong chuyé n kinh
doanh lén d4 u tién chimg to kha niing lam 6ng chu cua anh, 1 t6
chtrc mot trai hé tén “DREAM Institute” (chit DREAM 1a vié t ta t
cua chir Directed REAsoning Methods (Nhirng phuong phap lap luan
c6 dinh huéng). Trai cho nim dtra tré tir 16p bé n, 16p ndm va 16p 6
ding ky tham gia, g6 m ca em trai anh 1a Mark va em gai anh 1a
Christita. Bezos v Werner tinh 150 USD cho khéa hoc hai tua n,
ba 't @4 u tir 9 gid sing dé n 12 gid trua trong phong ngu c6 trai tham
cua Jeff, tai cin nha s6~ 13720 SW Pai 1o S6~ 73 & Miami.
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Theo phuong phap ra t Bezos, chuong trinh 13 sy hoa tron giira
khoa hoc va viin chuong, qua khu va tuong lai. Ursula chon rama’y
quyén sach khoa hoc xa héi va van chuong — nhu Pd “'m tau, My nhan
den, Gulliver phiéu luu kij, Pdo da u vang, David Copperfield va
nhimg vo kich cua Thornton Wilder nhu Thanh phé ™ cua chiing ta va
Nguoi mai mé 1 — va Jeff thi chon ra nhitng quyén vé  khoa hoc vién
tuong va tuong tuong nhu Vi vua thoi @ y va twong lai, Nguwoi la trén
da 't la, Chuia té nhitng chié ¢ nhdn va Cé n cdt. Chuong trinh giang
day bao g6 m nhiing chu ¢ da dang; vi du nhu vé nhién liéu héa
thach va sy phan hat nhén, chié¢ 'm c khong gian va du hanh giira cac
vi sao, nhimg ho~ den, dong dién tir, nhitng bai n6i vé  han ché” vii
khi hat nhan va cach van hanh mét may quay phim. Jeff va Ursula
vié t trong to roi giri @& n cha me cua hoc sinh: “nha n manh cach
dung nhiing phuong phap tu duy mai trong nhirng linh vuc cii.”
Trong mot cudc phong va n vao mua hé 1982 véi to Miami Herald,
Jeff giai thich: “Chting t6i khong chi day chting dié u gi do, ching t6i
con yéu ca u ching ung dung.”

Cho d& n nay Jeff xem Ursula 12 nguoi cong tac lam #n da u tién
cia minh. Sau khi Werner chia tay @& n hoc tai Duke University va
Bezos dé n Pai hoc Priceton, sau cting hai nguoi chia tay song van
con 1a ban cua nhau. “Me t6i yéu Jeff” — Werner néi. “Ho ra "t than
nhau mdi khi Jeff va ti di choi, @& n mtc ¢6 14 n Jeff va tdi c6 mot
tran cai nhau, ba chilo sin séc anh 4"y (lac d6 cha me anh dang ¢ Na
Uy) va xem anh 4y ra sao.” Werner hién 13 luat su tai Ban ché ng
ling doan thudc Bo tu phap My tai Washington, D.C.

PAI HOC PRICETON

Jeff vao dai hoc Priceton vao mua thu nam 1982. Du c6 nguoi cho
ra ng tudi tré cia anh vung vé  trong giao tié p, anh thuc ra ning
dong va duoc yéu thich. Anh duoc ba u la chu tich hoi Tau Beta Pi va
la thanh vién Cau lac b 160 thanh vién (1 trong 12 cau lac b6 an
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ud ng trong dai hoc x4), thanh vién Hoéi Sinh vién Du hanh va Phat
trién Khong gian. Ban hoc anh nién khéa 1986 g6 m c6 Phil
Goldman, hién 14 tong giam d6  c tai WebTV; Katherine Betts, chu
but to Harper’s Bazaar; va David Risher, pho giam d6 ¢ tai
Amazon.com.

Trong cac ky nghi hé thoi di hoc, anh tim duoc mot s6~ cdng viée
hiru ich va tha vi. Nim 1984 gia dinh Bezos s6 ng tai Na Uy, noi Mike
duogc chuyén tir Exxon toi. Nam d6, Jeff 1am viéc cho Exxon tai thanh
phd~ Stavanger vé6i vai tro nha 14p trinh/phéan tich. Theo tom ti t Iy
lich cia anh, mua hé d6 anh phat trién sir dyng pha n mé m ngoén
ngit IFPS phi quy udc trén mot may tinh IBM 4341. Mua hé tié p
theo, anh lam viéc cho Santa Teresa Research cua IBM tai San Jose,
California, noi ma nhu anh vié "t trong Iy lich: “trong ba ngay t6i
hoan ta "t mot dy 4n 18 ra phai ma "t b6 n tud n méi xong, tai ing
dung giao thuc cong cu san xud t cia mot phA n mé m IBM bi ng
cach vié t quy trinh thuc hanh ty ddng va chon loc thay d6i cong cu
san xua t.”

Tai Princeton anh chi ¥ nghién cau hé thé ng quan tri ky thuat
dién tur va kinh doanh. Song c6 lac anh lai sung suéng véi y dinh tro
thanh nha vat Iy Iy thuyé t. Khéng may, du tha y minh dwoc x& p vao
s6 25 sinh vién danh dy dinmg @4 u chuong trinh vat 1y, “véi t6i rd
rang c6 ba nguoi trong 16p gioi mon d6 hon t6i ra t, ra t nhié u, va
mon d6 d6 i voi ho ra't, ra t dé dang. C6 khi nguoi ta ba t ngd nhan
rard ng co nhing con ngudi mang nhimg bd ndo duoc tao rara t
khéc biét,” — anh néi véi to Wired, t& bao ndy mo ta su tié t 16 cua
Jeff nhu 14 ndi tha "t vong da u tién vé  tri tué noi anh. Tuy nhién su
tha "t vong nay khong tao cho anh né p hi n tri tué. Anh t6 "t nghiép
t6 i danh du nim 1986 véi tA m b ng Cir nhan khoa hoc ki thuat
chuyén nganh ky nghé dién tt va khoa hoc may tinh, diém s6” trung
binh bé mén 14 4,2 trén 4,0 diém (Princeton cho 4,3 diém thay cho
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A+) va 3,9 diém tong trung binh chung va duoc ba u vao Hoi Phi
Beta Kappa. Vé Iy thuyé t anh thich thié "t ké” va xay dung mot may
tinh chuyén dung dé tinh cac khoang cach tinh chinh DNA.

Ca mta mba ng Princeton cd p trong tay, tran ngap nié m tu
tin va tin chii ¢ vao thanh cong cua ban than, Jeff Bezos sin sang cho
buéce tié p theo. Long quyé t tam cua anh duoc boc 16 qua cau trich
cua Ray Bradbury, xua t hién canh buc anh cua anh trong quyén ky
yé u:

“Vii tru no6i “Khong” vaéi chung toi.
Chiing t6i dap lai b4 ng ciu tra 16i chay bong, né tung thit da la:
“C(’)! ”»

T6i khong bié t ¥ nghia chinh x4c cua cau trich d4. Song t6i tin
chi’ c n6é phan anh sy that 1a Jeff Bezos s& khong dé dié u gi ngang
chian minh. Anh roi 18 t6 "t nghiép véi nié m tin siéu viét vao ban than
va y thirc ro anh dang s& hiru nhirng doi hoi tri tué, con ngudi va tinh
cam hong ba chu “vii try,” mac cho vii tru nghi gi.

“Du thé” nao thi anh cling khong hé  nguong hay x4 u hd vé ban
than,” — ban thoi trung hoc cua anh, Ursula Werner, cho bié t. “Téi
nghi dié u d6 gop pha n khié n anh tré con nguoi tuyét diéu nhu
thé . T6i nghi anh ra "t tu tin vé ban than. That tuyét voi khi anh dat
nhirng thanh cong dang co, boi vi bay gio su tu tin noi anh cang thém

~ 2»

vitng.
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Chu?dng 2, -
CHIEM LINH MANHATTAN

Nhing gi chiing ta hoc lam, chiing ta hoc bd ng céch thuc hién
chiing.

Aristotle

Moi nudc di Jeff Bazos thuc hién trong su nghiép — va tirng chut
kinh nghiém va kié n thtc nao anh dat duoc — cud i cling tao kho i
hop nha 't cA” u thanh nén Amazon.com.

Theo hd  so cua anh tai Princeton, Bezos duoc ra t nhié u cong ty
moi chao trong do ¢6 ca Intel, Bell Labs va Andersen Consulting.
Nhung mét hdm doc t& Daily Princetonian, mi t anh dung lai ¢ muc
quang cio nguyén trang ha p dan cho Fitel, mot cong ty vé  tai chinh
vién thong méi thanh 1ap, tru s& & Manhattan. Theo nhr muc quang
c4o thi cong ty nay dang tuyén “mot nguoi té t nghiép Pai hoc
Princeton nganh khoa hoc may tinh gioi nha t.”

Vao thang Niam nim 1986, ngay sau khi t& t nghiép, anh tro
thanh nhan vién thir 11 cua Fitel. Cong ty nay do hai gido su Graciella
Chichilnisky va Jeffrey Heal sang lap, ho la nhirng nguoi ban hoc
chung & khoa kinh té” truong Pai hoc Columbia & New York. La gidm
d6 ¢ ban quan 1y va phat trién, Bezos giam sat mot mang lu6i vién
thong quo ¢ t&”. Mang luéi nay s dung nhitng chuong trinh dugce vi
tinh hoa dé 1am don gian su chuyén d6i can b ng va dit liéu phire tap
tir nude ndy qua nuéce khac. Quy trinh bao g6 m sy nd i ké t cia mot
mang phtec tap gitta ngudi mua, ngudi ban, ngudi moi gigi va nhié u
loai ngan hang trung gian. Mang ludi truyé n thong toan ca u dic
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biét nay 1a Internet thu nho va 1a tié n than cua nhimg trang Web vé
thuong mai tai chinh nhu la E*Trade Securities.

Puoc thing chirc 1én pho téng giam do6 ¢ vé  cong nghé va phat
trién kinh doanh vao thang Hai nim 1987, Bezos phat trién va dua
Equinet ra thi truong, day la mang luéi duoc gido su Chichilnisky
thie "t ke~ dé lién ké 't cac nha moi gidi, nhitng nha da u tu va cac
ngan hang, cung ca p cho ho nhitng thong tin ca n thié t cho nhiing
mau dich bién canh chéo nhau. Chichilnisky nhé lai rd ng Bezos 1a
ngudira t tinh thong trong viée cai tié n cac giao thire may tinh (tap
hop nhitng quy ti ¢ cho phép may tinh cé thé giao tié p duoc voi
nhau). Tir &6, Bezos da tié t kiém cho Fitel 30% chi phi vién thong.
Cung thoi gian d6, chang trai 23 tudi da 1anh dao nhém 12 1ap trinh
vién va phan tich vién cho hoat dong kinh doanh ¢ London va New
York. (Anh di lai thuong xuyén giita hai viin phong hi ng tua n). Anh
quan Iy viéc thié "t k&, 14ap trinh va kiém tra; va quan Iy cdc mo i
quan hé véi nhirng khach hang 16n nhu Salomon Brothers, mét ngan
hang d4 u tu va 1a khach hang 16n nha "t cua Fitel. Anh cling quan Iy
nhém hd trg khach hang ¢ Bi ¢ My, ving Vién Pong va Uc. Anh ciing
mo van phong cua Fitel ¢ Tokyo.

Nhin lai thoi gian ndy véi con duong nghé nghiép cua Bezos,
Chichilnisky tin rd ng, véi kinh nghiém 1am viéc cting nhimg mang
luéi toan ca u, Bezos c6 thé hoc duoc nhitng dié u co ban caa vién
thong quo ¢ t&” va gia tri caa ching d6 i véi viée phat trién kinh
doanh. Trong khi Fitel 1a mét cong ty chuyén dung va chuyén biét vé "
thi truong, Amazon.com thi khong, boi vi nhu Chichilnisky bién luan,
Jeff “mué n xay dung mét cong ty kinh doanh khong chuyén dung
baéi né sé tham nhép vao thi truong nhanh hon.”

Vao thang Tu nim 1988, anh chuyén dé n coéng ty Bankers Trust,
& day anh lam tro 1y phé chu tich cua dich vu tin dung toan ca u
(Global Fiduciary Services); 10 thang sau, & do tudi 26, anh tré thanh
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phé chu tich tré nha "t trong lich sir cia cong ty Bankers Trust. C6 ng
hié n chinh cua anh 1 quan Iy b phén lap trinh c6 sdu nguoi, dé
thié "t ké~ va phat trién mang luéi vién thong tén 13 PTWorld.
PTWorld 1a chuong trinh ph4 n mé m duoc ci vio cic may tinh &
nhimng vin phong cia hon mét trim cong ty Fortune 500 ma cac ké”
hoach tié n tro cA p va tié n chia loi nhuan cua ho (phu trach kho i
tai san 1én t6i 250 ty USD) dwoc quan 1y va dA u tu boi Bankers Trust.
Hé thé ng duoc vi tinh hoa gitip khach hang cia ngan hang c6 thé
kiém tra dinh ky viéc thyc hién da u tu caa minh, nhu muc loi tie tai
san, cac giao dich, loi nhuan thu duoc, tié n 1ai ¢6 pha n duogc tra
v.v... ma khong ca n doi ban b4o c4o in ra gia 'y chuan ma Bankers
Trust cung cA p dinh ky cho khach hang.

Mic du viée truy nhap c6 sén dé nghién ciru nhu thé ™ ngay nay
ra t pho thong, nhung noé lai méi tinh vao nhimg ndm cué i cua thap
nién 1980. Thuc ra nhié u ngudi thu cuu tai Bankers Trust cam tha y:
“Pay la dié u khong thé thuc hién, khong nén thyc hién va cach giao
nhan théng tin truyé n thd ng trén gia y vin t6 t hon,” — Harvey
Hirsch nhd lai, 6ng nay lic 4 y 1a sé p cua Bezos. “Cam giac 1a: Tai
sao thay d6i? Tai sao tham gia @4 u tu?” Trudc day dir liéu dua vao
cac bao céo trén gia 'y da duoc duy tu va xir Iy trén cac may chu 16n.
Trong khi Bezos 1én tié ng bénh vyce cho tinh ning manh mé& cia may
tinh c4 nhan, mot s ngudi tai BT tin ra ng viée theo doi va xur Iy dix
liéu vé  lwong bong va phan chia loi nhuan khong thé thuc hién trén
may tinh c4 nhan ma ho cho 1a khéng du sitc manh hoic thié u kha
nang bo nha.

“Nhié u nhan vat cong su — thua xa Jeff vé da u 6c¢ 1am chu
doanh nghiép — cyc lyc phan @6 i nhirng gi anh & xua’t,” — Hirsch
no6i thém, 6ng nay la cuu pho chu tich tai Bankers Trust. “Chung ta
dang no6i vé nhiing ngudi bao vé cong nghé cii.” Du sy chd ng d6’i
ciing gay rali m bd i rd i vi né lam moi viéc cham lai, song Bezos
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van kién tAm. “Jeff c6 cach tranh né nhitng chuyén khong dau va tap
chu vao nhirng gi thuc sy quan trong. Anh ¢6 cach nhin khac nhau,
nhimg cach t6 t hon khi thuc hién cong viéc. Anh néi véi nhimg nguoi
yé m thé : “Téi tin vao cong nghé méi ndy va téi s& cho quy vi tha 'y
n6 hoat dong nhu thé” nao,”— va anh da lam thé". Cud i ngdy, anh
chimg minh 14t t ca bon ho dé u sai. Anh d& dang lam xi hoi ciing
thang noi nhirg nguoi anh nghi s&é dé xua tlam dié u khong dung
hoic khong thich dang. Anh sé& tranh luan hing hai dé bao vé 1ap luan
cia minh. Pié u d6 khong c6 nghia trong qué trinh 1am viéc anh
khong gay do6 vd vi anh chimg minh nguoi ta sai, song t6i nghi anh
khong lam gi dé c6 thé choc gian hay khié n nguoi khac phai lting
tang, td t ca dé ura t chuyén nghiép.”

Bezos ciing thu xé p duoc thoi gian dé tham gia nhimg du 4n bén
ngoai Bankers Trust. Nam 1990, anh gap Halsey Minor, mot nha
phan tich d4 u tu ngin hang tai Merrill Lynch, New York. Cling ltic
Minor dang trién khai § tuéng v& hé thd ng s& khué ch truong thong
tin va noi dung hua n luyén trén mang néi bo caa Merrill, dung siéu
ké tnoé i, hoat hinh va @6 hoa — noéi cach khac, mot mang néi vi da
duoc tao ra vai nam trudce khi thuat ngir nay duoce xac dinh. Vai sy tai
trg tai chinh cua Merrill, Minor thanh 1ap moét cong ty nho mang cai
tén da y tham vong — Hiép hoi Xua t ban Toan cd u—vaba tda u
tao co s& ha td ng cho mang ludi. Hai long véi nhitng ké "t qua ban
da u, Merrill ch6 ng lung Minor trong mét du 4n con tham vong hon
nha m c4 nhan héa nhing tin tirc dugc cung tmg cho ngudi diang ky
dai han dva trén quan tAm va nhu ca u riéng cua ho. Bezos va Minor,
lac d6 khoang 25, 26 tudi, ky mot giao kéo ba nim véi Merrill, va ba "t
tay vao du an.

Song chi ma 'y tud n sau, ldc Bezos va Minor dang trong vin
phong cua Minor thi c6 nguoi tir Merrill Lynch goi dé n cho hay:
Merrill 43 d6i ¥ v& dy 4n va cha m dut tai tro.
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Hai nim sau, Minor tié p tuc tré thanh sang lap vién, chu tich va
giam d6 ¢ dié u hanh cua CNET Inc., dit co sé tai San Francisco, 1a
cong ty hién dang ddn d4 u vé tin tic va thong tin cong nghé
Internet. Xoay d6 ng hd nhanh thém vai nim, xua "t hién trén bia
ctia to Forbes s6~ ra ngay 27 thang7 nim 1998 14 Bezos va Minor
cung véi 11 nguoi 4 u tro trén Internet, g6 m ca Jerry Yang cua
Yahoo! va Rob Glaser cua RealNetworks, dudi céi tit lon: “Cac 6ng
chu cua Tan Vi tru”.

Nh¢ lai quang thoi gian lam viéc véi Bezos, Minor noi: “Ngoai Bill
Gates, t6i nghi chi con vai nguoi nira chia sé sy hiéu bié "t sAusi cvé’
ky thuat cua Jeff va k&t hop né véi ban niing chié n thuat, chié n
luge tinh té~.” Minor nhé lai Bezos hé 't sire ngudng mo Gates cling

Qe yon”

nhu mot nguoi it ndi tié ng hon 1a Alan Kay, nguoi da sang ché” ra
giao dién sir dung @6 hoa tai Xerox. “Jeff 1a mot trong so6 it cac nha
phat trién phA n mé m trung kién, nguoi c6 thé 1am nhimg dié u
khac ntra,” — Minor noéi. “Anh luon lu6n nuéi moéng mé cong ty cua
riéng minh.”

N&m 1990, Bezos khong chi sdn sang md cong ty riéng, song da
san sang roi Bankers Trust sau hai ndm, va ra khéi nganh kinh doanh
dich vu tai chinh. Anh cho c4c nha sin d4 u nguoi hay rd ng anh
dang tim cach gi n b6 voi mot cong ty cong nghé, noi anh c6 thé theo
dudi nié m dam mé thyc sy cua minh — tu dong héa “thoi ky tha 2.”
Bezos da md ta tw dong hoa thoi ky hai 1a: “chu @& quen thudc da
xuyén sud t cudc doi téi. Tu dong hda thoi ky 114 khi ban sir dung
cong nghé dé thyc hién cting quy trinh cfi, nhung nhanh hon va hiéu
qua hon.” Anh md ta tu dong hoéa thoi ky hai nhu sau: “Khi vé  cin
ban ban c6 thé thay d6i quy trinh kinh doanh né n tang va thuc hién
cong viéc theo phuong thirc hoan toan mdi. Cho nén day la cudc cach
mang thay vi chi 1 sy tié 'n héa”.

D. E. SHAW
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D. E. Shaw & Co. 1a kiéu cong ty “dong 2,” va David E. Shaw, sang
lap vién, chu tich kiém gidm d6 ¢ dié u hanh va 1a miu éng cha c6
thé khich dong tri tué va dam meé noi Jeff. Du Jeff khéng ma’y min
ma luu lai trong cong @6 ng tai chinh, mot nha tuyén dung thuyé 't
phuc anh l1a D. E. Shaw hoan toan khac biét, va qua thuc nhu vay.
Pa u thap nién 1980, David Shaw, moét tié n si khoa hoc may tinh tir
Stanford University, da dié u hanh mét cong ty phA n mé m thanh
cong tén Stanford Systems Corporation, va da tié p can nhitng nhan
vat tuong ty tai Stanford University nhu Leonard Bosack, @6 ng sang
1ap cua Cisco Microsystems; Andreas Bechtolsheim, @6 ng sang lap
cua Sun Microsystems (va nay tai Cisco); va Jim Clack, nha sang lap
Silicon Graphics, Inc. va chu tich tié p theo cua Netscape. Ong phuc
vu phan ban cua khoa hoc may tinh tai Columbia University trudce khi
gia nhap cong ty méi giéi chung khoan Morgan Stanley &amp; Co.
nam 1986 véi tu cach la phoé chu tich phu trach cong nghé tu dong
phan tich thuong mai.

N#m 1988, v6i 28 triéu USD v6 n khoi nghiép, 6ng sang lap D. E.
Shaw & Co. nhu mét quy dinh luong han ché”. Cach kié 'm tié n theo
nguyén ti ¢ co tinh bi quyé "t nay 1a thu nap nhitng ki thuat nhu kinh
doanh chung khoan theo thé ng ké, dung nhirng thuit toan phuc tap
(nhing gbi cong thire toan lap trinh duge thié t ké™ cho may tinh
thyc hién cong ning dic biét nao do) dé theo doi — va co ban dé tro
vd n — nhimng chénh léch nho xiu trong c¢6 phié u dang giao dich.
Chiang han, né u c6 phié u caa Microsoft 1a 99,50 USD & New York
va 100 USD & Tokyo, quy s& ciing lic mua cd phié u & New York va
b4an sang Tokyo dé bao dam 10i 50 xu mdi ¢ phié u (tha p hon chi
phi chuyén d6i). “Theo truyé n thdé ng, cac qui dinh luong han ché”
da xay dung nhiing céng cy tinh vi, dya trén may tinh dé gitip nguoi
giao dich di d¢ n quyé 't dinh,” — Bezos noéi. “Nhiing gi D. E. Shaw &
Co. 1am 12 chuyén déi toan bo mo hinh. CAc nha lap trinh may tinh s&
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1ap trinh c4c may va day cho may hoat dong. M4y s& that su quyé t
dinh moi giao dich. P6 1a mé hinh hoan toan khac so voi thé™ gisi.

To Investment Dealer’s Digest @ ng ¥, goi D. E. Shaw & Co. 1a
“cong ty thuong mai dugc xem 13 tan thoi nha "t trén Wall Street.” To
Wall Street Joural dat cong ty “vao vi tri tién phong trong kinh
doanh vi tinh héa.” Fortune tuyén bé~ né 1a “luc luong thi vi va bi 4n
trén Wall Street ngay nay”... Mot van phong nghién ctru dugc tai tro
da 'y du trén ba u troi — noi sy tién phong gip g& thuong mai chung
khoan, va thuyé t Iy tri hoa tron hai hoa véi viée tim kié m loi
nhuan.” T& tap chi ké t luan D. E. Shaw 1 “cu tra 101 ban c6 duoc
né u ban dit cau hoi: “Cong ty nao thanh thao nha t vé ky thuat
trén Wall Street?” Mic di n6 (mét cich 4n du) ni m trén Wall Street,
cong ty khong tu xem n6 thudc vé Wall Street. “Chiing t6i khong
muoé n né duge xem nhu mot hang binh thuong trén Wall Street, boi
n6 khong phai thé”,” — Shaw cho to Fortune bié t trong mét cudc
phong va n hié m hoi. Cac viin phong trang bi dep dé n ndi cac anh
chup cua n6 duge trung bay tai mot trién 1dm thié t ké” tai Bao tang
Nghé thuat Hién dai & New York. Cong ty khong cha p nhan ca quy
t4 c dn mic cing nha ¢ 1an chinh sach di nghi bai ban; né u ban ca n
di nghi thi ct viéc.

T& Fortune vié ' t: “Pugce ton trong nhu 13 sy pha tron giira
Einstein, Midas va Rasputin, song con ngudi Shaw t6 ra khiém t6 n
dé n ba t ngo.” Voi Bezos, Shaw 13 hinh béng tinh tha n va su tuong
d6 ngvé tritué. “David Shaw ra "t thong minh,” — Bezos néi. “Anh
1a mot trong s6~ it ngudi toi dugce bié t ¢d ndo thuy trai ciing nhu nio
thuy phai phat trién tron ven.” Hon nita, D. E. Shaw & Co. vd cling
kén chon trong viéc thué nguoi, tuyén bd~ chi tuyén tng vién duy
nha t trong hang trim nha toan hoc, khoa hoc gia may tinh, nha
nghién ctru va giao dich tng tuyén cho mot vi tri. Mot s6” thoi gian va
tié n bac kha kh4 cua coéng ty da dugc bo ra dé tuyén 14"y nhirng bo
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bc, tai ning t6 t nha t ma ho c6 thé thu hat. “David Shaw dinh nghia
mot né n vin hoa déc d4o,” — Brian Marsh, nguoi tham gia cong ty
nim 1994 nho lai. “Méi truong ¢ d6 ra "t thoang va sang tao; ha u
hé t @& ura t hoc thuat. David Shaw cud n hiat manh mé chiang khac
gi Jeff. LA n d4 u gip David, t6i nghi: “Chao 6i, day dting 1a anh
chang t6i mué n lam viéc cing.”

Thang Muoi Hai nim 1990, Jeff duoc tuyén vao chie pho giam
d6 c tai D. E. Shaw & Co. va hai nim sau, & d6 tudi 28, tré thanh pho
giam @6 c ca p cao tré nha t cong ty. La mot trong bo n lanh dao,
anh khoi @A u, phat trién va cd m da u mét don vi 24 ngudi chiu
trach nhiém tham nhép cac thi truong maéi. B6 phan cua Bezos 16n
nha 't cong ty. Brian Marsh, c6 thoi gian ngd n 1am viéc cho Bezos
nhé lai: “Jeff xtr Iy cong viéc ra "t gioi. Anh bié 't cich truyé n dat
nhirng gi dang 1am, dé c6 thé khich 1¢ moi nguoi vé viée d6. V&
thuat lanh dao, trong nhié u thir khac nirara "t cd n kha ning biéu
dat nhirng mit hing thd cia céng viéc moi nguodi dang lam, dé co6 thé
huy déng duoc ta t ca moi ngudi. Anh thuc su bié t cach lam dié u
do.”

Cudc s6 ng giao té cua Jeff ra”t ban ron song anh chua c6 ¢d ban
gai nha "t dinh ndo. “T6i khong chinh thic hen ho vé6i ai cho dé ' n
nim cud i dai hoc,” — anh néi. “Tdi 3 vach k& hoach hen ho ra "t bai
ban. Ban bé gitip t6i gip g& nhitng cd chua bié "t truge. Chuyén khong
di dé n dau ca.” Khi chuyén dé n New York, anh nhu tré thanh “tay
hen ho chuyén nghiép.” Ciing nhu ha u hé "t nhimg chuyén khac
trong doi anh, anh tim cach thié 't k&~ hé thé ng nha 't dinh sé mang
dé n ké 't qua mong mud n; trong truong hop nay 1a mé6 i quan hé co
¥ nghia. Anh goi hé thd ng nay 1a “dong phu nit,” dua theo cach goi
cua Wall Street 1a “dong thoa thuan” noi cac chi nha bang xac dinh
qui md t6 i thiéu cua cic thoa thuin ma ho s& da u tu. “Tiéu chuéan
s6” mot1a toi cA n mot phu nit c6 thé dua toi ra khoi nha ti caa Thé”
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gi6i thir Ba,” — anh nwra duia nura that. No6i cach khac anh dang tim ai
do gioi thao vat vi: “Doi qua ngd n dé di lai véi nguoi khong gioi
giang.”

R6 ianh tim tha y nguoi phu nit cd n tim kié m ngay tai D. E.
Shaw. Tén c¢6 1a Mackenzie Tuttle, mot ¢ gai toc ndu manh mai ha p
din, 12 nhan vién nghién ctu thudc bo phén cua Jeff. Mackenzie t6 t
nghiép Hotchkiss School, mét truong noi tria danh gia doc lap thude
vung néng thon Lakeville, Connecticut va t6 t nghiép Pai hoc
Princeton nim 1992, cling truong véi Jeff. HO6 i con hoc & Princeton,
Mackenzie mong uéc tro thanh nha van, tirng phu ta nghién ctu cho
Toni Morrison khi gido su Princeton d6 ng thoi 1a tiéu thuyé "t gia
nay vié t quyén “Jazz.” Hai nguoi thanh hon nim 1993, vabi t da u
cudc s6 ng thoai mai & ving Thuong Tay Manhattan.

THE GIOI BA'T PA U THAY POI: LICH SUNGA N GON
CUA INTERNET

Cung nam hai vo choé ng Bezoses cudi nhau, nim 1993, chu yé u
la su ra doi cua cai ma chang ta goi la World Wide Web (Mang May
tinh Toan c4 u). Hat gid ng cua Web — hoic chinh x4c hon 1a
Internet — duoc gieo vao ndm 1959 trong khong khi birng tinh khi
Lién bang X6 Vié t phong thanh céng vé tinh Sputnik va ndi lo
chié n tranh lanh ngdy cang ting c6 kha ning xay ra cudc ti n cong
nguyeén tir. Mot co quan thude Bé6 Qué ¢ phong— Co quan cac Dy 4n
Phong thu Ca p cao (goi 1a DARPA, 14 co quan di thu dung 6ng cua
Bezos tir nhié u nim trude) — duoc trao nhiém vu tao mang ludi thong
tin cho quan d6i My tié p tuc van hanh ca sau khi x4y ra cuéc td n
cong nguyén tir. Khong gid ng mang dién thoai trung tam héa tiéu
chuan dang t6 n tai lac d6, mang nay s& phan ca p tai nhimg dja
diém chié n lugc da dinh, nhi m gitp cho may tinh nao ciing c6 thé
lién lac véi may tinh khac qua cac don vi thong tin dwoc goi la cac
“gbi.” Mbi goi duoc 1én tié p danh s6” s& phong di tir may tinh nay
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dé n may tinh kia, cho dé n khi dé n dugc may dich, noi ta t ca cac
gbi s& ké t hop lai thanh ménh 1énh chinh x4c bié n thanh thong diép
gb c. Trong truong hop tA n cong nguyén tir, mdi goi s& tié p tuc di
chuyén cho dé n khi tim dwgc duong din van con dang van hanh.
ARPAnet, 1 tén goi cua hé thé ng thir nghiém nay, khsi da u vao
thang Chin nim 1969, véi cAc “host” lién ké 't tai ba truong dai hoc ¢
California va mot ¢ Utah. Theo thoi gian, vai truong dai hoc nghién
ctru tham gia vao sy phat trién caa mang ludi dang hinh thanh va sau
cung hoa vao hé thé ng. Vao thap nién 1970, NSFnet 1 mang may
tinh c¢6 lién quan cua cac nha nghién ctu dugc tai trg gop quy boi
Hiép hoi Khoa hoc Qué ¢ gia (NSF), nhanh chéng nd i ké t véi tham
chi nhié u truong dai hoc trén nuée My va nude ngoai, gitip cac thanh
vién tham gia c6 thé lién lac qua phuong tién thu tin dién tir trung
gian mai.

Du NSFnet dugc thanh 14p vi muc dich hoc thuét, nguoi ta ba 't
da u manh nha nhin tha "y kha niang thuong mai da u tién. Khi cac
sinh vién ky thuat t6 t nghiép bi "t d4 u gia nhéap cac cong ty tu nhan
khu vee nhu Hewlett-Packard va IBM, ho mang theo nhirng dia chi e-
mail dé dé lién lac v6i ban bé @6 ng nghiép. Giv day thé” gioi doan
thé dugc ké 't nd i v6i Net, ching ma 'y cho ¢ nguoi dung chuyén cac
lién hé kinh doanh sang thao luan vé  sach vé, phim anh va chinh tri,
dé n cac lién lac cA nhan/cong viéc nhu: “Téi c6 chié ¢ Honda
Accord mud n ban” hoic “T6i dang tim mét ngudi ban ¢ chung
phong.” Nam 1990, NSF thanh 14p mét chinh sach cha p nhan cho sir
dung thuvong mai trén Internet, 16t duong cho cac k§ su nha tha u tro
thanh cac nha cung ca p dich vu trén Internet (ISPs). ISPs gitip nguoi
dung va cac doanh nghiép no i ké t véi Internet qua cac duong day
dién thoai hién c6. Khi cac ISPs d4 u tién — nhiing duong dién thoai
lién luc dia ké "t né i hai chié u riéng biét, ho tao nén cai hom nay
duoc ménh danh la Internet.
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Trong thoi gian cud i thap nién 1980 va @4 u thap nién 1990, day
chuyé n hiéu sach dugc wa thich nha "t tai Silicon Valley 1a Computer
Literacy Bookshops, tir nim 1983, cung ca p cho cac ky su va khoa
hoc gia may tinh. T Whole Earth Software Review c6 14 n md ta cira
hiéu 13 “chd trd ngyu vin minh giira khung canh hoang da.” Chang bao
lau sau khi m¢ cira, CLB goi qua thu tin cac sach vi tinh cho khach
hang trén khi p thé~ gisi. “Cong chting chinh cua chiing t6i 1a cac
nha chuyén nghiép vé  may tinh va ky thuit,” — Dan Doernberg nh¢
lai, 6ng nay cing véi vo 1a Rachel Unkefer @6 ng s¢ hitu day chuyé n
nay, sau cing mé mang thanh bé n cra hiéu. “Luong coéng chiing chu
yé u chung t6i phuc vu 1a nhimg nguoi giao dich dir liéu thong tin
trén mang — nhirng nguoi xay dung Internet va tao ra nhiing phat
trién nay. Ho khong chi sir dung céng nghé; ho sang tao ra ki thuat.
Chiing t6i ga " n bé chit ché v6i nhitng nguoi dang tao ra nhimg bude
phat trién then cho "t trén Internet va trong ra t, rd t nhié u truong
hop, ching t6i phuc vu ho véi tu cach 12 nha cung ca p sach. Chung
t6i co cai nhin thyc sy truc tié p vé  Internet do i khang véi tu cach
la mot doanh nghiép sir dung Net.”

Sau cung, Unkefer nhé lai: “Nhié u nguoi tiéu ding hoi: “Tai sao
cac anh khong c6 e-mail? T6i ca n dé goi hoi mot viée vao lac mot gio
sang ma cac anh chura mo cira.” Ho mud n dé dang tié p xtic nhing tu
liéu k¢ thuat ching t6i chuyén tai, nén ho diy ching t6i vé  hudng dé.
Mot trong nhirng khach hang ciua ching toi lam viéc tai NASA [Co
quan Hang khong va Khong gian Qué ¢ gia] Trung tAm Ames
Research Center & Mountain View, California. Anh ta c6 nguoi ban 1a
quan tri vién hé thé ng, ngudi nay do6 ng ¥ cho phép chiing t6i nd i
ké "t may tinh chay trén né n UNIX cua chiing t6i qua mang dién
thoai dé n cic may chu trén Internet cia ho. P& 16 iba t cr ai trén
thé” gi¢i mud n e-mail mot cau hoi dé u c6 thé 1am dié u do.” (Hé
tho ng dié u hanh UNIX cua AT&amp;T duoc dan ky thuat va hoc
thuat yéu thich hon boi sitc manh cua no).
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Ngay 25 thang Tam nam 1991, Computer Literacy dang ky tén
mié n 14 clbooks.com, khié n né tré nén nha ban sach da u tién
xui t hién trén Internet. “Song ching t6i khong quang cio rong rai,
boi ltic d6 cA m kinh doanh trén Internet va ching t6i khong mué n
xac pham moi nguoi,” — Unkefer noi, nguoi hdm nay tan duong tinh
mia mai cia 16i tuyén b6~ @6. Di nhién day khong phai 1a hé thé ng
mua ban dién tir, ma ding hon 1a hé thoé ng dua trén e-mail, chila
mot budce cao hon dit hang giao nhan buu chinh théng qua dién thoai.
Mot ti 16 pha n trim ra t 16n cua kinh doanh qua e-mail ¢6 tinh cha 't
quod cté’.

Vi nhirng quan ngai vé  an ninh va 1énh cA m kinh doanh trén
mang, “chiing t6i khéng mud n nguoi tiéu dung goi ma so6~ thé tin
dung qua e-mail, cho nén chiing t6i 14p ra hé thoé ng tié n-diang-ky,”
— Unkefer néi. “Khach hang s& dié n vao phié u, g6 mcamaso thé
tin dung va chit ky rd i ho fax hay goi phié u qua buu dién cho ching
toi. Ngay khi nhan phié u, chiing t6i s& tao cho ho mot tai khoan e-
mail va cho phép ho dat mua sach qua e-mail, dung ding dia chi e-
mail 1am tai khoan uy quyé n. Khong diing mat khau. H6 i @6 ban c6
thé gia dja chi e-mail, nén chtng t6i chi chuyén hang dé n dia chi
theo ding ky c6 vé tuong d6 i an toan. E-mail ching khéac gi nhan fax
hay giao dich qua dién thoai. Ban van phai dit hang khong khac gi
phuong phap thi cong.”

Chi trong vong mot nim, hai nha sach nita ding ky tén mié nla
books.com cua BookStacks Unlimited dit tai Cleveland — Ohio vao
ngay Chin thang Muo¢i ndam 1992, va wordsworth.com cua
Wordsworth dit tai Cambridge — Massachusetts ngay 23 thang Muoi
Hai nim 1992. (Amazon.com mai dé n ngay 1 thang Mudi Mot nim
1994 méi chinh thue dang ky).

Qua thue ta t ca cac khach hang cia Computer Literacy trén
Internet 13 nhimg k§ thuat vién c6 b4 ng cA p. Internet chua sén sang
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cho “gid vang” vi ha u nhu nguoi khong thuoe gioi ki thuat khong thé
lu6t trén cac chuong trinh r6 i ra m cia nod, dé tim ra ta t ca nhing
nhém nghién ctru va thao luan va xir Iy thong tin tim thay. Khéng ¢
cach nao no i ké t véi cac Website khic. Nhung vao ndm 1993, Tim
Berners-Lee, nha nghién ciru tai Trung tAm Nghién ctru chau Au vé
Hat nhan Nguyén tt tai Thuy S¥, da giéi thiéu cac giao thirc pha n
mé m va mang (loat cAc 1énh va chudi may tinh dung lién lac qua mot
mang ludi) cho phép nguoi dung duyét céc tai liéu va luét Internet voi
cac lénh chon-nha p twong d6 i d& hiéu. C6 thé luét Web véi ung
dyng 1am noi ro tir hay biéu tuong, goi 14 “siéu ké "t n6 i,” khi nha p
vao lié nké t n6 i may tinh v4i cac Website khac. Pay 1a sy khai sinh
cia World Wide Web (Mang Toan ca u) v n duge ménh danh 14
“Rosetta cua Internet” (Rosetta Stone: phié n d4 c6 gitp giai ma
nhiing chir tuong hinh), boi n6 mé khéa stirc manh cua hé thd ng cho
nhimg nguoi khong chuyén trén thé~ giéi va tao ra mang ludi c6 mit
kha p noi, don gian dé sir dung va c6 loi cho moi nguoi.

Lai nira, trong khi Internet 1a cong cu ha p dan, né van chi phuc vu
cho mot nhém nguoi chon loc, duéi dang viin ban, chan cha 't, khong
mau meé va khong Am thanh, that kho thu hat nhing tin d6 méi
nhap mon may tinh.

Nhung tinh hinh nhanh chéng thay d6i. Thang Muoi nim 1993,
mot nhém nhé sinh vién lién ké 't chit ché thude Pai hoc Ilinois, do
Marc Andreessen 1anh dao, da phé bié n Web vé6i quy mé rong 1on.
Lam viéc cho Trung tAm Qué ¢ gia Ung dyng Siéu may tinh
(National Center for Supercomputer Application, goi ti t 1a NCSA),
mot hoc vién dat tai dai hoc xa Pai hoc Illinois, cac sinh vién da gisi
thiéu pha n mé m duyét Web tén 1a Mosaic, ph4 n mé m nay duoc
thié "t ké 14"y thong tin ¢ ba "t ctr noi ndo trén Web, voi tng dung
d6 hoa. Trong vong vai thang, hang trim ngan nguoi sir dung da tai
pha n mé m Mosaic danh cho phién ban UNIX duoc dua trén may
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chu cua NCSA. Nhimg ky quan méi nay thue cha t van 12 vuong qud ¢
cua nhimg ngudi sanh may tinh, nhimg ngudi dang ngd i trude cai
may tram UNIX cua ho. Sy biing né that sy xay dé n khi Andreessen
va nhém cua anh tao ra phA n mé m chay trén hé dié u hanh Apple
Macintosh cling nhu Microsoft Windows v n dugc sir dung trén
ha u hé 't cac may tinh c4 nhan va va may tinh thuong mai trén thé”
gi¢i. Giira thap nién 1990, cac vién chic cua NSFnet, nhan tha 'y su
thay doi tir viéc str dung cho muc dich hoc thuat qua muc dich thuong
mai, 33 dong ctra NSFnet. (ARPAnet da cha m dit sém hon hai
nim). Internet, noi chua c6 ai kié 'mra tié n, si p tré thanh thuong
truong trén toan thé ™ gidi ca trong ¥ tuong va trong nhu ca u. Va Jeff
da xua "t hién that dtng chd va ding lic.

Y TUONG

H4 u hé 't cic chuyén gia xac dinh thoi diém trong lich sir khi
Internet tré thanh xu thé” chinh 1a giai doan giita thAng Chin ndm
1993 va thang Ba nim 1994. D6 14 thoi diém cac tap doan b t da u it
dua 1én trang Web nhiing tin ttc giao dich ma thién vé  nhing thong
tin tinh nhu bdo c4o niam, tai liéu vé  san pham va nhimmg dic ta vé"
ky thuat, thong cio bao chi, théng tin nhimg viin phong viing va s6”
dién thoai. Nhung Web 16n manh nhanh chong. Nhu Robert H. Reid
giai thich trong quyén Nhitng nha kié n tao Web:

Boi khong gi6 ng mang dién thoai, nhitng nguoi tao ra n6 phai
b6~ tri day, phai thué nguoi truc téng dai dién thoai, san xua t ra
may dién thoai va tao ra ta t ca cac phuong cach dé chuyén
huéng cudce goi, Web ludt trén co s ha tad ng pha nlon da dau
vao da y trude khi n6 tré nén 6n dinh. Vao thoi diém pha n
mé m Mosaic duoc tung ra, may tinh dé ban tré nén théng dung
trong cac vin phong va ¢ nha trong nhié u nim. Sy thAm nhap
cia bo dié u giai (modem) dang ting 1én, khi pha n cting vién
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thong dang tro thanh chuan trong g4 n hé 't cic cA u hinh may
méi. Cac ké t nd i Internet da duogc cai dit trong hang ngan
cong ty va co quan. Va may tinh trong vin phong ¢ ba "t ct noi
nao ciing dwge nd i véi mang noéi bo (local area networks: nhirng
mang may tinh han ché” trong mét viing, thuong 13 trong mot
toa nha, hay 1a mot tA ng cua toa nha...) That ba t ngd dé n nim
1993, 1994 ngudi ta bid t d4 u nhéan ra rd ng nhimg mang nay co
thé 1am duoc ra "t nhié u the ha p din. Pic biét 13, ho c6 thé ngo
ra ngoai, mang nhimng noi dung va tai nguyén cua mot thé™ gisi
rong hon vao trong doanh nghiép.

David Shaw khong ma "t gi, 6ang quyé t dinh choi tréd méi trén
Internet. Nim 1994, nim da s6~ cac quy han dinh khong ma 't tié n
thi cing vira hué vé6 n, D. E. Shaw ty hio véi mac 13i 26%. Cling
nam do6, Shaw giao cho Bezos cong viéc nghién ciru cac co hoi kinh
doanh Internet. (Sau nay Shaw khang dinh ri ng mot trong nhirng
nhiém vu chinh cua Bezos trong hai nim cud i cua anh tai cong ty la
nghién ctru nhing co hoi kinh doanh nay, va nhié u khdm phara 't c6
¥ nghia cua anh, dudi sy huéng dan ciing nhu qua tai tié n caa Shaw,
cu6 i cting bié n thanh Amazon.com). Mua xuin nim do6, nghién ciru
Bezos thuc hién cho Shaw cho tha 'y sy viéc dang ngac nhién 1a: Viéc
st dung Web 1én manh dé” n chéng mit ¢ muc 2.300%/niam, nho sy
c6 mat cua trinh duyét Mosaic cho nguoi sir dung may tinh ca nhan hé
dié u hanh Mac va Windows. “Ban lu6én nhé ri ng con ngudi khong
gioi trong viée hiéu ra sy phat trién theo s6 mii,” — Bezos néi.
“Khoéng phai nhitng gi ta nhin tha 'y trong cudc s6 ng hi ng ngay. Ma
14 nhitng th khong phat trién nhanh bén ngoai ci dia ca”y vi sinh
vat. Don gian 1a n6 khong xay ra.” Cai gi tang truong 2.300%/nam
“ngay nay khong thé nhin tha”y nhung ngay mai s& da y diy kha p

2»
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Tim san pham t6 t nha t ban dugc trén Web, Bezos suu tap duogc
danh sach khoang 20 tht kha di, bao g6 m pha n mé m may tinh,
d6 dung vin phong, trang sirc va nhac.

Trong qua trinh nghién ctru, anh ngac nhién khi nhan tha "y sach
vot rd t nhanh tir vi tri g2 n nhu cué i cling 1én d4 u danh sach, am
nhac dtng vi tri thir 2. Am nhac bi doi vi tri vi phwong thire hinh
thanh cua nganh cong nghiép nay. Chi vdi 6 cong ty thu am 1on
thd ng tri viéc kinh doanh va dié u khién khau phan pho i, Bezos e
ra ng nhing cong ty ndy gy tac dung don bay lam kinh so nhing tay
co hoi ngoai 16" mud n thach thuce nhimg cira hang “n6 i d6 ng co i
d4” truyé n tho ng. Pié u nay kho xay ra véi nganh kinh doanh sach
v0 n da hé luy voi vai vu kién cA ' p cao ché ng doc quyé n giita mot
s6 nha xua t ban va Hiép hoi nhirg nha Ban sach My — American
Booksellers Association (dai dién cho quyé n loi cua nhimg nha ban
sach) vé  viéc liéu nhirng nha xua "t ban c6 duva ra nhirng thoa thuan
va nhirmng dié u khoan t6 t hon cho nhirng day chuyé n ban sach hay
khong. Mot yé utd~ thuéan loi khac cho sach nita 1a chi c6 300.000
CD nhac, so véi hon ba triéu quyén sach khic nhau hién hanh va
dang in trén toan thé~ giéi véi ta t ca cac ngdn ngir.

Hon nira, viéc ban sach rong lon va duoc phan khuac, khong ¢6 cha
duoi voi nang qua 800 can Anh nao. Nganh cong nghiép sach My ¢6
10 ngan nha xui t ban, rd t nhié u nha trong s6~ d6 chi té n tai trén
danh nghia. Random House 14 nha xu4 "t ban c6 luong tiéu thu sach
nhié¢ u nha’t, thi pha n chi chié"m dudi 10%. Doanh s6  cua hai day
chuyé n ban sach 16n nha "t 12 Barnes &amp; Noble va Borders
Group Inc., k& t hop lai chua 4 y 25% tong doanh s6” x4 p xi 30 ty
USD cua sach danh cho nguoi 16n trong nam 1994. Khong ai trong
s6  ho ty thié "t 1ap cho minh thuong hiéu toan ci u néi bat. Nhing
noi tiéu thu khong c6 cira hang — tir &3t mua qua thu d& n cac cau lac
bo sach — chié m 54,3%, va nhitng cira hang doc 1ap chié m 21,4%,
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theo Nghién ctru vé  Tiéu thu Sach. Doanh s6~ ban sach cua My ting
manh tr d u nhiimg nim 1990, dat t¢i dinh 513 triéu ban trong nim
1994, tang 6,3% so vdi nam trude, theo Nhém Nghién ciru Cong
nghiép Sach, mot to chire nghién ctru phi loi nhuan. Vo ndm d9, 17
d4 u sach ban duoc hon 1 triéu ban, va 83 da u sach dat murc
400.000 ban. Sach thé loai tiéu thuyé "t hu cA u ban chay nha "t 1a
Phong xir cia John Grisham; quyén sach ban chay nha "t thé loai phi
hu ca u c6 tén Vo bé p vdi Rosie cua Rosie Daley, d ubé p cua
Oprah Winfrey. Nganh cong nghiép sach trén toan thé” gi¢i — vé n
rong 16n, phat trién va phan khac — da duoc du kié 'n ting thanh 82
ty USD trong nam 1996.

Nganh cong nghiép sach dang ¢ gita cua s bié n chuyén trong
kénh doanh s6 . Vao nhirg nim 1980, Crown Books cach mang hda
nganh cong nghiép nay chi qua mot dém ba ng cAch mé ra hang tram
ctra hang sach giam gia, budc nhitng tiém sach khac 1am theo mot s6”
dang giam gia sach ma ho chua bao gio lam nhu vay trude do. Cing
trong giai doan nay, Barnes &amp; Noble va Borders m¢ rong ra cac
trung tdm mua si m 1én trén toan quoé ¢ cho dé n khi c6 ra "t it
trung tAm mua si m lén nao khong cé su td n tai cia mot trong
nhiing ctra hang khac cua day chuyé n nay. Nua da u thap nién 1990,
Barnes &amp; Noble va Borders da dong cira nhirng cira hang trong
cac trung tAm mua si m nho hon va thay thé” ching ba ng nhimng
siéu cira hang khong 16 (nhirng cA u tric 20.000 mét vudng hay lon
hon thuong dugce chuyén @i tir nhirng san choi bowling va rap chié u
phim). Nhitng cira hang nay luan chuyén 175.000 d4 u sach — mot
con s 4 n twong nhung van dudi 10% con s6  du doan 1,5 triéu sach
tié ' ng Anh dugc in. Trur truong hop ngoai 1¢ hié m hoi, hang ngan
ctra hang sach doc 1ap luu hanh luong da u sach it 6i khong ngo trong
cac khong gian thvong mai nho hep. Hon nita, mét cira hiéu truyé n
thé ng thé hién sy d4 u tu d4 "t d6 vao hang luu kho, ba "t dong san
va nhan su. Do @9, Bezos nhin tha y: “Véi tinh da dang 16n lao cua
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cac san pham, ban chi con cach xay dung mot cira hang tryc tuyé n,
don gian 1a khong thé t6 n tai trong ba "t cir hinh thirc ndo khac. Ban
c6 thé xay dung mét siéu cira hang thuc sy dé khach tha hd ™ lya chon;
va khach hang danh gia su lya chon do.”

Ctra hang sach truc tuyé n s& dat s6~ luong sadch ha u nhu khong
gi6i han va ludn sin sang cho viéc tiéu thy; viée tim kié m cua World
Wide Web va cong nghé cho viéc truy tim trén giao dién sé lam cho
khach hang dé dang trong viéc luét qua toan bo co sé dit liéu cua sach
in. Khach hang c6 thé quyé t dinh mua dé dang hon khi dugc cung
cA p nhié u thong tin hon va thong tin t6 t hon nhu ban tom t't,
doan trich dan, bai phé binh. Bi ng cach phuc vu mot thi truong
quoé cté” ronglén tuir tap trung héa khau dit hang va dia diém phan
phd i, nha kinh doanh sach truc tuyé n cé thé van hanh mét cach
tié "t kiém hon ba "t ct cira hang sach truyé n thd ngnao. BA tcha p
viéc dat @& n muc vo han cia nd, mot cira hang ban sach truc tuyé n
c6 thé duoc 14p trinh @ cung ca p mot kinh nghiém mua si m khong
di"t @6 duoc ca thé hoa cho khach hang; va dié u quan trong hon
d6 i voi cira hang sach truc tuyé n 1a théng tin vé~ s¢ thich riéng cua
c4 nhan khach hang va théi quen mua hang thu thap duoc cé thé tao
ra nhiing co hoi dé tié p thi truc tié p va ca nhan hoéa céc dich vu.
Bezos tha y ra ng, do nhirng thuén loi vuot troi so véi viée ban 1é
truyé n tho ng, nhirng nguoi ban 16 truc tuyé n co6 tié m ning dé xay
dung nhirng co s& khach hang toan cA u, 16n manh mét cach nhanh
chéng va dat duoc loi nhuan kinh té~ cao dai han.

Mot thuan loi khac cho viée ban sach tryc tuyé n @6 1a tinh sin
sang dé dung. Ngudi ta c6 thé yéu ca u sdch mot cach d& dang, hoic
tryc tié p tir nha xua "t ban, hoic 14 tir mang ludi phan pho i co
khoang hon 400.000 d4 u sach trong kho. C6 hai cong ty thd ng tri
viéc phan pho i sach (va trong tuong lai ciing thé ") 1a Ingram Book
Group, mét nhanh cua Ingram Industries Inc., c6 tru s¢ dat ¢
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LaVergne, Tennessee, va Baker & Taylor Books dit tai Charlotte,

Bi ¢ Carolina. Ingram c6 bay nha kho duoc diat mot cach chié n luge
trong pham vi toan qué c; Baker & Taylor c6 4. Trong ra t nhié u
nam, ca hai cong ty nay gui nhirng danh sach luu kho cho khach hang
trén tA m vi phim, song nhitrng nim cué i thap nién 1980, ho va
nhirng coéng ty khac chuyén qua dinh dang ky thuat s6”. Nhirng noi
phan pho i trong thyc t&~ ciing 14 cic nha kho dung cho céc cira hang
sach, dac biét la nhirng nha ban sach doc lap quy mo nho. Khi cod
khach hang yéu cA u mot quyén sach khong co trong kho, nha ban
sach sé€ dat hang, thuong la tir Ingram hay Baker & Taylor.

Xua t ban sach va ban sach 1 hai mit cua viéc buén ban khong
hiéu qué, noi ma cic nha xua t ban, cAc nha cung ca p, va cac nha
ban 1¢ bi cud n vao nhing ¥ dinh xung d6t nhau. Nhié u thang truée
khi dua mot quyén sach ra thj truong, nha xua "t ban phai xac dinh in
bao nhiéu ban, nhung ho khong thé xac dinh duoc con s6~ cu thé cho
dé n khi dua tya sach dé n cho nha ban sach. Pé thuyé t phuc cac
nha ban sach du trir nhié u ban sach trong kho va trung bay cho
dang, nha xua "t d6 ng ¥ nhéan lai s6  rui ro khong ban duge. Mot khi
tro thanh nha ban sach, Bezos cho d6 “la kinh doanh khong phai
phép. Nha xua "t ban phai ganh 13"y moi rui ro trong khi nha ban 1¢
chi bié "t phong doan.”

Khoéng c6 gi ngac nhién khi mot trong nhimg khau thié u hiéu qua
nha "t trong kinh doanh sach 1a s6 lugng hang khéng ban duoc phai
travé cho nha xua t ban, con s6  trong nim 1994 that dang sung
s6 t: 35% trong s6 460 triéu quyén sach duoc giao. (Chinh sach
phong khoang trong viéc tra hang lai la tan du tir thoi ky Suy thoai,
khi nha xua "t ban dung cach 16i kéo nay dé thu hut nhitng don dit
hang tir cac nha kinh doanh sach). Nhirng nim gi n day, chi phi
dang ké doi ra tir viée hang tra dd dé6 n cac nha xud t ban vao thé’
ch6 ng d5. Bezos hinh dung mét nha kinh doanh séch truc tuyé n c6
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thé giam ra t nhié uconsé sach hoan tra, vé mait nay cira hang
sach ao kinh doanh hiéu qua hon nhié u.

Pit hang qua thu tin khong nhié u nhung 1a mét pha n phat trién
trong kinh doanh sach, nho vao nhu ca u ngdy cang ting caa khach
hang doi hoi su tién loi, cling véi viée pho cap thé tin dung, duong day
dién thoai dich vu khach hang 24 gio, dich vu giao hang qua dém.
Nhié u cira hang 16n nho ba "t @@ u phat hanh cac danh muc sach,
gi6 ng nhiing cong ty chi chuyén thue hién danh muc, phuc vu déc gia
c6 nhu ca u dic biét, vi du nhu tiéu thuyé t khoa hoc vién tuéng,
truyén trinh tham, sadch na u &n, sach du lich, cAc v n dé vé’
d6 ng tinh va ton gido. Cac danh muc ciing phat sinh doanh s6”
trong s6  doc gia don gian thich mua sa m tai nha hon, hoic nhing
ngudi sd ng ¢ nudc ngoai hay ¢ nhirng noi héo lanh cé it hoic khong
c6 céc tiém sach t6 t. Kinh doanh dit hang qua thu tin ciing van hanh
théng qua cac cau lac b thanh vién, nhu cau lac bo “Book of The
Month” (Sach cua Thang). No6i gian di, cAc danh muc bao trudc su ra
doi cua cac hiéu sach truc tuyé n. Mot nd luc dang cha y1a “Danh
muc danh cho Doc gia” (The Reader’s Catalog) do Jason Epstein,
truéng ban bién tap cua bé phin thuong mai sach nguoi 16n thudc nha
xui t ban Random House, va Geoffrey O’Brien, 1a nha tho, tac gia
kiém bién tip vién, cung tao ra vao nam 1989. “The Reader’s
Catalogs” luu 40.000 d4 u sach tir nhié u nha xua "t ban véi hang t4,
hang t4 thé loai — tir ton gido phuong Pong dé n vat Iy luong tir, cung
v6i nhitng mau tém ta t sAch. Mic du cac danh muc du dinh 14 dé
thtic day doc gia tham quan ctra hang sach, nhung mot s6” nha kinh
doanh sich cam tha "y né de doa chinh sy t6 n tai cia ho. (Nam 1998,
barnesandnoble.com da thau tom co sé dir liéu cua “The Reader’s
Catalog”).

P61 véi Internet, sy canh tranh @3 hién dién véi sy c6 mit cua
trang Web clbooks.com thuéc Computer Library, va books.com, dtra
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con tinh tha n cua Charles Stack, mét luat su chuyén nghé  thanh
nha phat trién ph4 n mé m tir Cleveland, Ohio. Riéng trong hai ndm
1991 va 1992, mdi cong ty bd t d4 u giao du véi cac ngudi mua sach
thong qua hé dir liéu BBS (Bulletin Board System), mang luéi noi moi
ngudi co thé giao tié p, ddng cao thi, dua dit liéu 1én va tai di lidu
xud ng khoéng cA n moi ngudi phai ké "t né i may tinh ctung lic hay
khong. Nam 1993, books.com thié t 1ap ké 't n6 i Internet véi dich vu
pha n mé m tén Telnet, cho phép nguoi diung ding nhap vao mot
may tinh tir xa trén Internet va dé dang tim kié¢ m thong tin tir co co
dwr liéu nhirng tén sach hién c6, y nhu dang thao tac trén may tinh
riéng cia minh. Khi books.com gidi thiéu trang Web cta ho vao nam
1994, cong ty nay da gioi thiéu 400.000 da u sach.

Cud i cting, mot 1y do chinh khac khié "n sach phai 1a san pham
da u tién dugc Bezos ban trén Internet 1a moi nguoi dé u bié 't sach
la gi, ban khong ca n giai thich nhimg tinh ning cua san pham; sach
ban mua trén Internet ciing gi6 ng nhu sach ban c6 thé mua ¢ ba 't
ky cira hiéu truyé n tho ng nao. Nguoc lai, né u Bezos mué n ban
hang dién tir trén Internet, anh sé phai so sanh tung mit, tung mat
cia mau hang, bai vié 't v& san pham, ¥ kié n tir nhilg doc gia
khéc...(Véi Amazon.com va nhirg nha ban I¢ trén Internet khac, ta t
ca dié u nay s& dé n sau). Va véi nhirng ai da s dung Internet thi r&
rang da hiéu bié "t vé  may tinh, c6 dié u kién kinh t&” va quan trong
nha t 1a ho thuong xuyén mua sach.

Bezos dé nghi v6i David Shaw ra ng tro choi dA u tién cua D. E.
Shaw trén Internet nén 1a ban sach. Bezos ra t ngac nhién khi y
tuong do bi gat bo.

Nhung Jeff khong thé bo qua ¥ tuong do; ta t ca nhitng gi anh
thay duocla con s6  2.300% ting truéng hang nim trén Internet va
co hoi khéng 16~ da y tié m nang bi lang phi. Thoi gian ngi ' n sau,
Jeff cho Shaw hay anh da quyé t dinh; anh s& tir nhiém khéi cong ty
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va thyc hién “mot dié u dién r6 ,” khoi nghiép cong ty riéng chuyén
ban sach trén Internet. Nhu Bezos nh¢ lai, phan ung tac thoi cua
Shaw 1a @& nghi ctung di dao. Ho dao qua Coéng vién Trung tAm hai
tié 'ng @6 ngho . Shaw cho vi pho chu tich cao cd p tré trung va
nhié u tham vong hay rd ng 6ng nghi ¥ tuong ban sich truc tuyé n
thuc su la y twong hay. Nhung 6ng nhanh chéng n6i thém: n6 sélay
tuong hay hon danh cho ai @6 chua c6 vi tri cong viéc t6 t. “Thuc tinh
cudc thao luan ra "t Iy tht,” — Bezos nhd lai. Mic du Shaw thira nhin
chinh ban thin 6ng da ting tir bé mot doanh nghiép on dinh dé theo
dudi udc mo 14p cong ty riéng 16i an 16 chiu, 6ng van nha n manh

ri ng Bezos si p tir bo sy an toan tai chinh ciing nhu vi tri quan
trong hién tai cting nhu twong lai tai D. E. Shaw &amp; Co. “T'6i nhan
ra tinh cha "t sdng su6 t cuia vd n dé va ong ta thuyé t phyc t6i hiy
suy nghi thém 48 gio ntra.”

Vi Bezos, that kho dua ra quyé t dinh cud i cuing, cho dé n khi
anh ¢ vao hoan canh phai quyé t dinh. Cam giac ling ting cua ban
than trong hoan canh nay dwoc anh goi 1a “co cA u giam thiéu ho i
tié ¢” — néi cach khac, anh mud n giam s6 14 n quyé t dinh ro 't
cudc khié n anh phai h6 i han. “RA"t nhié u nguoi s6 ng cude sd ng
cua ho theo cAch ndy,” — anh néi. “Ra "t it nguoi du vung vé ngé ngan
dé goi n6 1a “co ca” u giam thiéu hd i tié ¢,” nhung @6 1a dié u t6i gap
phai.” Vithé , anh tu dit minh vao tuong lai, khi anh 80 tudi, va suy
nghi vé nhimg quyé t dinh cua anh trong qua kha. “T6i bié "t khi
minh 80 tudi s& khong phai h i tié ¢ vi da bo qua tié n thuong nim
1994 ma Wall Street ting vao giita nim. T6i cling c6 thé khong hé
nhové dié u d6. Nhung t6i tinh that nghi rd ng c6 mét co hoi toi sé
ho6 i hin sau sa ¢ né u khong tham gia vao, d6 chinh 13 Internet ma
toi tin tuéng manh liét. Tdi ciing bié "t né u cb thu va chiu tha 't bai,
t6i cling sé khong ho i tié c. Vi vay, mot khi da suy nghi theo cach d9,
that 12 khong ngo lai d& quyé 't dinh @& n thé”.”
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Shaw cho Jeff bié t, mot ldc nao do trén duong doi, co 1€ ho sé la
d6 i thu cua nhau. Cho du anh ngudng mo David dé n ma 'y, anh van
san sang s6 ng v4i dié u do.
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Chuong 3 -
SEATTLE

George: “Moi nguoi dang chuyén dé n Seattle.”

»

Jerry: “N6 la sirc hilt tuyét voi cia cac thanh pho~
Chuong trinh truyé n hinh hai Seinfeld

Khi mét doanh nghiép ting truéong dé n 2.300% mot nim, ban
phai that ning dong,” — Bezos ndi. “Y thirc ludn ga p gap sé tro thanh
tai san gia tri nha 't.”

Lic nay anh bié "t minh mud n lam gi va 1am dié u d6 nhu thé”
nao. Cau hoi dit ra la: anh sé thuc hién viéc d6 ¢ dau? Suy nghi theo
phuong phap va c6 phan tich, Bezos dua ra ba tiéu chuan dé chon dia
diém kinh doanh mdi. Trude hé "t 1a n6 phai nd m trong viing quy tu
nhié u tai ning ky thuat. Hai 1a n6 phai nd m trong tiéu bang c6 dan
s6 twong d6 itha p, boi cu dan caa bang phai dong thué” kinh
doanh khi mua sach. Vi vay, Silicon Valley bj loai. Cud i cting thanh
phd nay phai gd n mot nha ban si sach 16n dé bao dam giao sach
ding thoi gian — d4 u tién 1a dé n tay Amazon, sau d6 1a ¢ n khach
hang. Sau khi tap hop cac con s6~ thé ng ké tir thué” doanh thu dé n
s6 luong chuyé n bay hi ng ngay ra khoi san bay dia phuong, Bezos
thu hep danh sach xué ng con bd n thanh phé~ mié n TAy g6 m:
Portland — Oregon; Boulder, Colorado; Lake Tahoe — Nevada; va
Seattle — Washington — trudce quyé t dinh cud i cling 1 s& dat ban
doanh ¢ Seattle. Trong b6 n bang nay, Washington c6 dan s6~ déng
nha t: 5,6 triéu so vdi 1,6 triéu cua Nevada; 3,2 triéu cia Oregon va
Colorado la 3,9 triéu.
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Tai sao lai 1a Seattle? D6 chid ¢ chi n 1a thanh dia cho nhing lap
trinh vién hang nha t, nho vao nhan sy caa Microsoft, Nintendo,
Progressive Networks (sau nay da thay doi tén thanh Realnetworks),
WRA, Adobe va hang trim cong ty phA n mé m khac. D6 14 cai noi
cua treong Pai hoc Washington, va khoa Khoa hoc May tinh cia n6
dimg d4 u quoé ¢ gia c6 tié m ning lén cung cA p vé nhan luc lap
trinh. Hon nita, thanh ph6~ cua Nordstrom, Starbucks, Costco va
Eddie Bauer (nhimg mé hinh ban 1¢ twong @6 i t6 t) 1a nhiing dia
diém duoc moi nguoi xem 1 nhimg noi t6 t nha "t dé kinh doanh ¢
My, va nho su ndi tié ng vé ca phé, Am nhac rock t6 i va ngon
Rainier, Seattle c6 c4i vé nhon nhip ma nhimmg thanh phd”~ khac
khong c6. Va Seattle chi cAch sau gio 14i xe @& n Roseburg, Oregon
noi Ingram Book Group dit trung tAm phan phé i sach 16n nha 't
nudc My.

Nhung cao va sau xa hon nhirng 1y do da xac dinh ¢ trén, c6 Iy do
khac dé Bezos chon Seattle chinh vi day 1a qué cua nguoi ban tén 1a
Nicholas J. Hanauer. Anh chang 34 tudi Nick Hanauer nay 1a phé
chu tich ca p cao phu trach kinh doanh va tié p thi cho cong ty gia
dinh caa minh 13 Pacific Coast Feather Co., 1a nha cung ca p hang
da uqud cgiavé go idém 16ng vii, chin bong, ném. Véi doanh sd
ga n 200 triéu USD mét nim, khach hang cua Pacific Coast Feather
Co. bao g6 m Eddie Bauer, Land’s End va Bed Bath & Beyond.
Chang trai toc den Hanauer, d6 i twong thém mué n cua Michael
Dell — chu tich kiém téng gidm @6 ¢ cua Dell Computer, c6 14 n da
mic d6 ngu dé chup anh trong mot chié n dich quang cdo t m
quo ¢ gia. Vi minh trong chié ¢ chin bong, guong mit twoi cudi cua
6ng xua t hién trén trang dé6i mau quang cio cho nha phat trién
pha n mé m SAP trén cac tap chi nhu Forbes, Fortune, va Business
Week. (Quang cido nay quang ba viéc cong ty Pacific Coast Feather sir
dung pha n mé m theo doi t6 n kho SAP va nhitng ph4 nmé m
dié u hanh).
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Dao 1993, mot ngudi ban chung xui t xi tir Seattle, nguoi da ting
lam viéc voi Bezos ¢ S. E. Shaw & Co., gidi thiéu Bezos va Hanauer
v6i nhau trong mot dip an trua & New York, va “chung t6i da tro
thanh ban cta nhau tire thoi,” — Hanauer néi. “Ching t6i van giit lién
lac v6i nhau, du khong chit ch& 14" m. Ching t6i c6 thém mot hay hai
1a n dung bita trra va td i cling mot s6  nguoi khéc tur S. E. Shaw.
R6 it6i nghe qua ngudé n khong chinh thire i ng Jeff mud nbi 't
tay kinh doanh trén Internet va vao thoi diém do t6i ciing mud n
tham gia vao thuong mai dién tu.”

Trong moét 14 n dién thoai, Hanauer trao d6i véi Bezos hai viéc:
Mo6t, anh mud n da u tu vao ¥ tuéng cua Bezos; hai, Bezos phai xay
dung viéc kinh doanh ¢ Seattle. “Tdi bao anh ri ng — va tdi tié p tuc
tin tuong ra ng — Seattle 13 trung tAm vii try. T6i cling ndi anh s& co
cudc s6 ng tuyét voi ¢ day, 1a noi thu hit nhitng con nguoi tai nang
gioi giang va ra t dé cd dugc trong tay nhirng nguoi gioi. Toi bo i
thém 14 anh c6 thé truot tuyé t cud itud n nady, détua n sau lai 1ai
thuyé n bud m. Tdi nai thém 1a minh sé& gitip anh 4 y. Pé n viy ma
Hanauer van phai tha nhan: “Pé n cué i ngay, t6i khéng cha ¢ cai gi
lay chuyén duoc anh 4”y. T6i tham chi khong rd anh 4"y c6 bié 't
dié u d6 hay khong.”

Vao mua he 1994, Jeff va Mackenzie roi can ho tai khu Thuong
Tay Manhattan, dong goi @ dac va theo ddi nhan céng cua Moishe’s
Moving & Storage cha t @6 cua ho 1én xe tai. Pugc cic cong nhan hoi
sé cho @6 di dau, Bezos bao ho cr chay vé  huéng tay, ngay hom sau
goi dién cho anh va s& nhan dugc ciu tra 10i. Po6i vo cho ng khong cb
xe hoi, bay dé n Texas (noi cha me anh dang s6 ng) va cha anh la
Mike ting chié ¢ Chevy Blazer doi 1988 cho chuyé n tay tié n. “Day
1 chié” ¢ xe dugc to Consumer Reports cho 1a khong thé mua du
trong ba "t ctr hoan canh ndo, véi ba 't cir gia ndo,” — Jeff néi. “Tuy
nhién ho khong néi gi vé viéc nhan mot chié” ¢ ma khéng phai tra
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tié n.” Hom sau Jeff goi cho nhirng ngudi don nha va bao ho truc chi
Seattle. Hanauer nh¢ lai: “Khi anh 4"y dut khoat quyé t dinh dé n 1a
da vao phtt chét. Téi nhan cudc goi khi anh 4"y dang trén duong.
Anh néi: ‘Ching t6i d¢ n day. Pé 36 dac ¢ nha anh c6 duoc khong?’
Ching bao 1au d6 ng @4 1u It hién ra, va mot tud n sau Jeff va
Mackenzie méi xua t hién.”

Thu xé p dé 1én duong duong nhu 14 ban tinh tha hai cua Jeff, gia
dinh anh tung s6 ng ¢ nhié u noi trén thé” giéi. Di chuyén bao gio
ciing kich thich t6i,” — anh bao mét @6 ng nghiép. “Trong d6 ham
chira cai gi nhu 14 sy thanh tiy.” Mdi chuyé n di 1a mét dip 1am moi
hoan toan. Sau nay néi vé chuyé n di Seattle, anh cho hay: “That d&
dang cho t6i vi duoc vo tng ho va may thay nang chang bi rang budc
vé  dia du mét noi ndo ca.” Cho nén chiing t6i ct viéc 1én duong chon
noit6 t nha t cho Amazon.com ma vé sau hda ra 1a Seattle. Cau
chuyén tié p tuc khi Mackenzie 14i chié ¢ Blazer dé n West Coast,
Jeff ngd i ghé” sau gd ké” hoach kinh doanh trén laptop. Cau
chuyén that tht vi — kiéu thuong gap trén bio chi — nhung c6 18
gi6 ng nhu moi ciu chuyén huyé n thoai 1a né that laing man. Mot s6~
nguoi sau nay lam viée cho Amazon.com cho hay ban k&~ hoach kinh
doanh d6 van chua hoan ta "t nhu 13 mét vin ban cho du lac 4"y Jeff
dé n Seattle 33 dugc mot nam.

Hanauer tié n cir cho Bezos mot luat su tén Todd Tarbert dé lo xay
dung tai khoan ngan hang cung nhirng viéc kinh doanh chinh thire
khéc. Khi Bezos goi cho Tarbert trén duong vé  cong ty sa p lap tai
Washington, Tarbert tu nhién phai hoi xem cong ty dugc dat tén gi.
Bezos da nghi d& n mot céi tén.

“Cadabra, Inc,” — anh noéi qua dién thoai di déng. “Gi6 ng nhu
Abracadabra.”

Tarbert 1ap lai: “Anh no6i Cadaver?”

https://thuviensach.vn



bung la cong ty thanh lap tai Washington ngay nam thang Bay
nim 1994 véi cai tén Cadabra, Inc., nhung Bezos bié 't r6 i ra s& phai
doi tén. Anh mud n tén méi phai bt d ubd ng chir cai dd u tién
vi trang Web truc tuyé n duoc s p theo danh sach chit cai — gid ng
nhu mot cong ty xua "t hién trén Trang Vang dién thoai véi cai tén
AAA Auto Repair. (Amazon.com vé sau dung mot @6 i thu truc
tuyé n nho c6 tén A1Books). Sau khi luc tung muc tir “A” trén tir dién,
Bezos chon Amazon.com, (mdt cach chon khac la tir Ha Lan “aard.”
Dt qué chim nhung n6 thi ng thé” vé tha tu chit cai). Jeff that
pha n khich trude con song khong chi 16n nha "t ma con 16n ga 'p 10
12 n @6 i tha canh tranh 6 vi tri vé nhi, Paul Barton — Davis, mot
nhan vién céng ty thud 4"y nhé lai. Cong ty duoc d6i tén thanh
Amazon.com va dang ky chinh thuc tai Delaware ngay 9 thang Hai
nim 1995. “Anh 4"y chon moét cai tén méi toanh — that khon ngoan,”
— Hanauer néi. “Chang t6i hoan toan tuy do xay dung Amazon.com
theo y minh. Jeff ludn goi tén da y du 14 Amazon.com, khong bao gio
goi ta t 12 “Amazon.” Nicholas Lovejoy, nhan vién tht nim dugc
tuyén dung, nhé lai 1a minh da bi cudé n vao mot cudce thao luan qui
md vé viéc cong ty nén duoc goi 1 Amazon hay Amazon.com dé
tié p thi, quan hé cong chting, xua t hién trén thu tin... Hién nhién
tén Website 12 Amazon.com. Jeff cuong quyé t n6 phai 1a “com.” T6i
nghi ai 6 c6 ¥ kié n cimg ra n s& xem cai dudi “com” 1a ngd ¢
nghé ch. Sau nay nghiém lai méi tha "y cach dit tén 4y that xua 't
s c. Ngay nay ai ai cling néi vé  “.com” ma Amazon.com tién phong.
Khong ai tié p thi khai niém mot cong ty “.com” — Cach xay dung
thuong hiéu cia Amazon.com that khac thuong.

N#m ngay sau khi xua "t hién trude cira nha Nick Hanauer vao
thang Bay nim 1994, Mackenzie va Jeff thué ngo6i nha kiéu trang trai
rong 500 mét vuéng g6 m ba phong ngu trong khu trung luu &
Bellevue, thanh phd ™ ngoai vi phia dong H6~ Washington, d6” i mit
v6i Seattle. Gia thué hang thang 890 USD, ngdi nha v vi 50 tudi mai
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nau ching c6 gi dang néi nhung né c6 cai ma Jeff phai nha "t dinh cé:
mot gara. Pay 1a chi tié "t quan trong c6 tinh biéu tugng d6 i véi Jeff
vi anh mud n duoc phat biéu rd ng minh da khoi nghiép tir mot
gara, hét nhu Messrs. Hewlett va Packard cting ta t ca nhiing ong
chu @& n sau ho. Nhung ciin phong tai ngdi nha ¢ Bellvue khong con
14 gara — n6 da duogc cai tao thanh phong giai tri cho gia dinh, né n
trai vai da u. Du vay Jeff gidu cai gara duoc cai tao “khong hoan toan
chinh dang,” anh c6 quan tdm dé n viéc né “c6 pha n chinh dang vi
khong bi cach ly.” Mot c4i 10 to tron gitta phong cung ca p nhiét.

SHEL KAPHAN

Trudc khi truc chi Seattle, Mackenzie va Jeff Bezos dirng chan &
mié n B# c California dé phong vA n ba nhan vién lap trinh pha n
mé m, nhirng nguoi duge d6 ng nghiép cua anh ¢ D. E. Shaw tié n
ctr. Anh dang tim nguoi cho vi tri pho gidm d6 ¢ nghién ctru va phat
trién, “mau nguoi tru cot,” — anh néi. Trong ba nguoi, “tdi da tim duoc
mot nguoi hoan hao.”

Nguoi ndy tén Sheldon J. “Shel” Kaphan. Vira qua tubi b n muoi,
Kaphan ndi tié ng trong pham vi Thung liing Silicon. “Né u ai d6
no6i: ‘Toéi cA n mot tay bié t xay dung co s& dir liéu that nhanh,’ thi tén
cta Shel s& néi bat,” — mot dé ng nghiép cii noéi. “Tuy linh vuc hoat
dong cua ban, song c6 lic ban s& ca n toi Shel cach nay hay cach
khac.” Sinh ra ¢ Santa Cruz, Kaphan nhan ba ng ci nhan toan tai
truong Pai hoc California, Santa Cruz. “Shel c6 truc gidc nhay bén vé
sy van hanh cua cong viée,” — ngudi @6 ng nghiép noi. “Anh 4’y
khong sin 1ong cha p nhan sy quyé t dinh cua nguoi khac.” Trude @6
Kaphan c6 1am mot s6~ viée cho Frox, mét cong ty mud n tré thang
trung tam truyé n thong da u tién do may tinh dié u khién. Thié t bj
ciia Frox bao g6 m viée xtr Iy cac video va 4m thanh k¢ thuat s6~, mot
trinh duyét noi dung toan pha n va mét may hat tu dong chay CD.
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Hai nim trude khi gip Bezos, Kaphan 12 ki su i p cao tai Kaleida
Labs Inc., lién doanh da truyé n théng giita hai cong ty Apple
Computer Inc. va International Business Machines Corporation. La
san pham cua hai tap doan rd t manh, rd t14 m tié n nhung ciing
ra t khac nguoi, Kaleida 14 sy hié u ky duoc quang cdo rum beng
trong cong @6 ng 1ap trinh vién. Muc dich ciin nguyén cua nd 14 tao ra
mot thié 't bi da truyé n thong cA m tay né n chéo tuong tu loai
thié "t bj phu tro ki thuat s6 c4 nhan, nhung ¢ thé choi nhac tir dia
Compact. Kaphan 14 thanh vién cia nhém lap trinh phA n mé m
vié t trén ngdn ngit ScriptX, c6 thé chay trén thié t bi truyé n théng
da phuong tién ciing nhu trén hé thd ng Macintosh, Windows, IBM
OS2 va UNIX. Lac anh gap Bezos, cudc thir nghiém cua Kaleida da r6
la khong thanh céng. (Thuce ra ngay nam sau, tuc 1995, Kaleida Labs
da nd m dudi truéng cua Apple).

Ma "t ba thang Bezos méi thuyé t phuc dugc Kaphan tham gia véi
anh trong du an Seattle. “Ly do Kaphan de dat la anh da tung tham
gia vio ra t nhié u cong ty bd t dd u thanh lap va ching kié nra't
nhié u truong hop tha 't bai,” — @6 ng nghiép cii cua anh, ngudi cling
lam v6i Kaphan ¢ phong thi nghiép Kaleida néi. “Ban khon ngoan
ké "t luan duoc 1a phai lam gi va khong nén lam gi ltic khoi nghiép,
cht khong chi bAm vao ¥ tuéng 4o0. Nhin chung nhirng cong ty té n tai
duoc 1a nho ¢ trong tay nhitng con nguoi da tung trai qua nhié u
14 n khoi nghiép truée d6. Lac Shel @& n 1am viée cho Kaleida, anh
bié "t kha rd nhimg gi mot cong ty khai nghiép ca n dé di dé n thanh
cong.” D6 ng nghiép cua anh cho hay truée khi @@ u quan cho Bezos,
Kaphan da choi “Tro choi Thung liing Silicon.” P6 14 chié n thuit
t6 i uu dé s6 ng soét & Thung liing va thuc su di & n chié n thi ng —
hay it ra cling cho ban than mot co hoi t6 t hon. “Ban hinh dung mot
cong ty khoi nghiép ¢ Thung liing Silicon chi t6 n tai hai d& n nim
nim va ty 16 1a 1 trén 20 coéng ty thanh cong,” — d6 ng nghiép cua
Kaphan néi. “Vi thé”, tir quan diém mét k¥ su, né u ban mué n tré
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thanh triéu pht, ban khong mud n & lai v6i mot cong ty trong 10 hay
20 nam boi vi cong ty d6 c6 thé s&iach. Pié uban mud nla tim
nhimg cong ty mai thanh lap, g& n b6 va ¢ lai véi ho ba hay boé n
nim. Doi nguoi 1am viée 14 30 nim, ¢ kha ning ban déi chd 1am 10
cong ty. Pié u nay cho ban co hoi t6 t dé thanh cong tai mot trong
s6  cac cong ty db.”

Shel Kaphan khéng chi 1a nhan vién s6 mét, ma con 1a nguoi
quan trong thir hai trong viéc hinh thanh Amazon.com. Sau vai nam
c6 thé anh s& thi ng 1on tai Thung liing Silicon.

LEO LAI SEATTLE

Bezos khong bo phi chit thoi gian ndo dé 1am quen nhiing con
nguoi trong cong dé6 ng cong nghé & Seattle. Trude khi roi D. E. Shaw
& Co., @ ng nghiép cua anh 1a Brian Marsh cho anh tén cua nguoi
ban hoc la Brian Bershad, nguoi lic d6 dang la gido su truong Dai hoc
Washington, khoa Khoa hoc va Cong nghé May tinh. Khoa Khoa hoc
va Cong nghé dugc xé p hang top 10 cua My. Khoa c6 40 nguoi duoc
cong nhan cad p quo c gia. Ra t nhié u sinh vién vé sau dugc Intel,
Microsofts tuyén dung. Vao thang TAm nim 1994, Marsh goi cho
Bershad cho hay mét ngudi ban cua minh 14 Jeff Bezos, dang chuyén
dé n Seattle & mo mot cong ty d6 ng thoi hoi xem Bershad c¢b
mud n gip Jeff khong.

“T6i &n t6 1 voi Jeff va duge anh ta mé 16 i. Nhu nhitng nguoi
khéc, t6i khong nhan thire ngay vA n dé ,” — Bershad nhé lai. Trong
14 n gip mit @3 u tién nay anh c6 4" n twong Bezos chua hoan toan
x4c dinh Seattle 13 noi t6 t nha "t dé bi t tay kinh doanh. Pé quyé 't
dinh Seattle c6 ding 1a noi s& dem dé n thanh céng hay khong, Bezos
bié t minh cA n phai ba t ré mé i quan hé véi dia phuong va tim hiéu
ngudé n nhan lyc tié m ning dé c6 duoc sy tro giap vé cong nghé.
“Anh néi chuyén véi t6i vi anh dang tim kié m nhiing m6 i quan hé
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voi truong dai hoc,” — Bershad néi. “Mdi ndm chiing t6i dao tao 200
nhan vién tié m ning trinh d6 duéi dai hoc va mét trim sinh vién
t6 t nghiép nganh khoa hoc may tinh. Kha niing c6 duoc doi ngii
dong dao 4"y 1a muc tidu cua Jeff. (V& sau nhié uky suban da u
lam viéc cho Amazon.com dé n tir chwong trinh Pai hoc
Washington). Mot pha n cualy do1d ha uhé t Iy lich cia nhan vién
da u tién duogc goi dé n tir dia phuong.

Chang bao 1au sau budi gip mit d6, Bershad bo ra mot ngay deé di
tham quan Seattle vdi Jeff va Mackenzie, chi cho ho nhitng noi yéu
thich caa anh trong thanh phé . Vo ch6 ng Bezos nhanh chéng kham
pha ra dié¢ u ma nhié u nguoi khac da tim ra: That khé ma khong yéu
thich Seattle trong mot ngay he dep nhu vay.

Sau buéi giap mit Bezos, Bershad chuyén mét e-mail cho moi
ngudi trong khoa Khoa hoc M4y tinh va Cong nghé miéu ta ngd n gon
nhig yéu cA u ma Jeff dang tim kié¢ ' m @6 i véi mét 1ap trinh vién.
Mot trong nhirng nguoi dap ang duoc la Paul Barton-Davis, anh la 1ap
trinh vién cua khoa va ciing 1a nguoi cting choi banh qua n véi
Bershad. Anh chang ngudi Anh 30 tudi ndy da t6 t nghiép truong
Bé4ch khoa Portsmounth tai Anh véi td m ba ng cir nhan khoa phan
tir sinh hoc. Céng trinh nghién ctru ndm cud i “Ly thuyé t thong tin
va phan tich chudi DNA” caa anh khié n Bezos chi y. Bai luan vin
bao gb m viée thié t k&~ va xay dung mot may tinh c¢6 muc dich dic
biét dé tinh khoang céach sira doi DNA. Sau khi bo ngang chuong trinh
dao tao tié n si tai Puc, Barton-Davis chuyén tir nghién ctru phan tur
sinh hoc sang cong nghé pha n mé m. Nam 1989 anh chuyén dé n
Seattle, noi anh ta dam nhan cong viéc cua mot ky su va giam d6 c ky
thuat cho céng ty ScenicSoft, Inc. Nhiém vy cia anh bao g6 m thié "t
ké” vavié 't ma pha n mé m hé dié u hanh trén UNIX dé tu dong
héa viéc nhap liéu nhirng cud n sach ba "t dong san “da danh muyc.”
Mua thu ndam 1993, Barton-Davis tro thanh nguoi quan trj cua trang
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Web d4 u tién trén World Wide Web ¢ Tay Ba ¢ Thai Binh Duong tai
khoa Khoa hoc May tinh va Cong nghé Pai hoc Washington. Mua he
nim 1994, Barton-Davis 14 tu va n ky thuat va lap trinh vién cho

cong ty Seattle Internet duoc goi 1a USPAN. Cong ty niy cung ci p
thong tin dai chiing vé nganh céng nghiép giai tri va tiéu khién trong
vung T4y B4 c Thai Binh Duong va dich vy riéng cho cac dai Iy tuyén
dién vién. Véi chuyén mon d6, giita nhimg nguoi trong khoa Khoa hoc
May tinh va Cong nghé Dai hoc Washington, Barton-Davis duoc coi la
“nguoi cia Web.”

Khi Barton-Davis doc tin nhi n cia Bershad vé  Jeff Bezos, “Phan
tng lac dA u caa t6i 1a “Tai sao t6i lai theo cong viée nay?”” — Barton-
Davis nhé lai. Nhung tAm trang d6 nhanh chéng thay d6i “T6i dang
vd mong khi lam viéc tai khoa Khoa hoc May tinh va Cong nghé. Toi
mué n dugc lap trinh nhié u hon. Mot s6” va n dé noi bo dang xay
ra trong khoa khié n b6 i canh 1am viéc kém ha p dan. It 1au sau t6i
quyé t dinh lién lac vé6i Jeff.” Sau cudc phong va n qua dién thoai,
Bezos va Barton-Davis c6 gip nhau truc tié p vailad n. “T6i nhéra 't
rd 14 n gap Jeff 6 khudn vién truong dai hoc. Ching t6i ngd i ngoai
troi tro chuyén thoai mai vé nhié u ¥ tudng ngéng cud ng ma toi co,
nha m xay dung mot giao dién khié n khach hang tuong nhu si p
vao mot hiéu sach 16n. Jeff chua dic biét sén sang cho nhié u chi tié 't
mé rong, du anh hiéu ré ri ng nguoi mua s& tha hd ™ chon sach tai
Amazon.com chtr khong bi han ché” nhu mét hiéu sach thuc thu.

Bezos gy 4 n tuong véi Barton-Davis nhu “mét nguoi c6 tA m
nhin rach roi vé  nhitng gi ma anh mué n thyc hién. Anh am hiéu
nhié uvé pha nmé m débié t dau 1a thuan loi, ddu 1a kho khin
trong cong viéc. Anh hiéu ra "t rd nhimg gi anh sd p da n than vao.
Anh ciing 1a nguoi than thién va da y ning luc. Séra ttha viné u
lam viéc cho anh chang nay.”
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Nhung bai kiém tra cué i cung trude khi Barton-Davis tré thanh
nhan vién thir hai ctia cong ty la anh c6 lam viéc dn y vdi nhan vién
tht nha "t, Shel Kaphan, hay khong. Vi thé” vao thang Muoi nim
1994, Bezos yéu ca u Barton-Davis gip Kaphan lic dang di ling thué
nha ¢ Seattle. Gap nhau tai san truong Pai hoc Washington, hai nguoi
n6i chuyén mot lc. “Shel c6 pha n kin d4o hon t6i, song ching toi
thira hiéu s& khong xay ra xung dot 16n vé  c4 tinh,” — Barton-Davis
noi. Ngay sau 14 n giap g do, Barton-Davis tham gia nhom. Viéc lya
chon Shel Kaphan va Barton-Davis thé hién viéc thanh lap cong ty caa
anh nhu thé” nao. Bezos tin tuéng 1a da tuyén nguoi t6 t nha't, thong
minh nh4 "t hién c6, khéng tinh dé n nhiing kinh nghiém truéc do6
mic du khong ai trong s6~ hai nguoi nay c6 kinh nghiém vé  vié't
pha n mé m thuong mai ¢ muc d6 nguoi dung hay 1a moét pha n
mé m hé thoé ng ban 1é ma Bezos rd tca n.

Né u Kaphan qua quen véi chuyén céng ty mo ro i dep tiém thi
Barton-Davis khong chtit kinh nghiém. Nh¢ lai 14 n da u dit chan
dé n cong ty méi ra 10 Amazon.com, anh c6 cam tudng “moi viée
dé u da 'y cha t phiéu luu, chua ¢ cai gi dang dugc chuén bi vao viée.
Hinh nhu chi c6 mét may SPARCstation, mét ban gia y lam tir cAnh
ctra, d6 ng sach kinh doanh, vai mén tir Hiép hoi cac Nha ban Sach
My (American Booksellers Association) vuong vai. Khong ky vong
nhié u nhung t6i ciing hoi s6 ¢. T6i dang nghi: “Ping 14 tir con s6”
khéng.” Pam ban anh ¢ khoa tang mén qua chia tay la tach ca phé
nhét 3 USD. “T6i khong ro ctr chi @6 ngao doi & n thé” nao,” — anh
nhé lai. “That 1ong thi @6 1a moét hanh déng danh gia kha thuc té.
Ho id6 cora tnhié u cong ty Internet mai thanh lap rd i sap tiém
ngay sau d6. D6 1a sy danh gia c6 co sé vé  rui ro nhung lai khong
phai 1a danh gia thuc t8” vé  phuong dién ky thuat cling nhu vé mat
tié m ning.”
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Thang Chin nim d6 Bezos 14 n da u tién mua hang tryc tuyé n —
tir mot Mang Luéi Mua Sa m trén Internet.

PI HQC TRUONG SACH

Trude khi cé thé cach mang hoéa viée kinh doanh sach, Bezos phai
hoc cach ban mot quyén sach. Vi thé” ngay 22 thang Chin nim 1994,
anh dé n khach san Benson ¢ Portland, Oregon noi anh s& tham gia
khéa hoc bd n ngay gisi thiéu cach ban sach. Khoa hoc duge tai tro
baoi Hiép hoi nhirng Nha ban Sach My, dai dién nhirng nha ban sach
doc 1ap ca nude. Khda hoe cho nhirng nha ban sach tuong lai hiép hoi
ABA bao g6 m nhimg chu dé nhu “Phat trién ké” hoach kinh
doanh,” “Chon mo kiém ké,” “Pit hang, nhan hang, tra hang,” va
“Quan 1y t6 n kho.”

Sau budi dn trua ngay thir nha t, Barbara Theroux 1a chu caa Fact
and Fiction Books ¢ Missoula, Montana, chi nhiém chuong trinh, yéu
cA ugi n 40 ngudi tham du ty gidi thiéu va cho nguoi khac bié "t
nguyén vong caa ho trong nganh kinh doanh sich. C6 thé du doan
duoc cau tra 1oi caa hd uhé t bon ho 1 mud n mé cira hang riéng.
“Pé " n luot Jeff,” — Jennifer Risko, mot trong nhirng nguoi tham du
va sau d6 lam viéc cho mot nha phan phé i sach & Seattle, nh¢ lai, —
“day 1a mot anh chang dé thuong ning dong dung 1én néi: “Toi sd p
mo mot cra hang sach trén Internet.” Ca can phong lang thinh. T6i tin
nira sO nguoi trong cin phong cam tha y b6 iré i, ntra con lai nghi:
‘Cha, thém mét ga khung vi tinh. Sao cling dugc.”

Qua khéa hoc b6 n ngay, hoc vién va bé n nguoi huéng din bié 't
nhau qua timg nhém nhé an trua, tiée cocktail hoic chila viéc 6 gd n
nhau tai ciing khach san. Mgt trong nhimg nguoi huéng dan tén
Richard Howorth, la chu ciua Squared Books ¢ Oxford, Mississippi,
kiém chu tich Hiép hoi ABA néi: “Téi nhé Jeff ra t rd, anh ta gdy 4 n
tuong voi toi boi vé sang sua dep trai. Day tai truong ABA ban dé c6
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khuynh huéng hay nhan dinh vé  con nguoi. Ban thuong ty nhu
“Nguoi nay nghiém tac, nguoi kia thi khong; nguoi nay thanh cong,
nguoi no sé khong.”

Ngay thir hai caa khoa hoc, Howorth néi véi cac hoc vién vé ™ td m
quan trong cua dich vu khach hang trong kinh doanh sach. Pha n
chinh trong bai trinh bay cua 6ng la mét cau chuyén sau:

Ho6m no, truong cira hang cua toéi lén 1a u vao van phong cua toi
va noi: “Richard, c6 mot khach hang ¢ duéi dang buc boi, toi
khoéng xur tri dugc. Moi 0ng xud ng lam viéc voi ¢ ta.”

Tinh vd n cing céi, toi thich xoay chuyén moi tinh hué ng xung
quanh — du khong phai lic nao cling thanh cong. Nhung d6 1a
tinh cach budc phai cé.

T6i xud ngla u gap nguoi phu nir dang s6i sung suc. Toi hoi: “Co
ca nchia?”

Cb ta bao da dd xe bén ngoai, canh cira hang t6i. Cra hang c6 hai
td ng, td ng hai c6 ban-cong tré ng cay trong chau da t. Co ta
bao: “Ai d6 da ném dat tir ban-cong tring xe tdi, xe cua toi bi
do. Chd ng t6i vira rira xe sang nay. Chdé ng t6i 1a luat su.”

To1 nhin ¢o ta noé6i: “Toi rira xe cho ¢co nhé?”
Co ta gat, thé 1a t6i bao: “Ta di tho6i.”

Chiing t6i 1én xe. C6 di ciing mot nguoi ban. C6 va ¢6 ban ngd i
ghé” trudc; t6i ngd ighé sau. Toi chi cho ¢b ta mot tram dich vu
c6 rira xe. P& n noi hoa ra tram dang xay dung lai khong thé ria
xe. Co ta cang dién tié "t. T6i khong nhd ra duoc chd rira xe nao
khéc trén pho . Thé ™ 14 t6i bao hdy vé  nha téi. Chiing t6i 14i xe
vé nha toi 6 dA u kia thanh pho . Téi ra khoi xe vionhala’y
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cai x0, xa phong va voi nuéc. T6i rira xe cho c6 ta, cling khong
ma tnhié u thoi gian.

Buo n cuoi la chié ¢ xe hoa ra that nhé ch nhac, son da troéc.
Khoéng c6 chuyén anh ch6 ng méi rira xe. Thatlaldé bich. Nhung
t6i van gia vo nhu dang rira mot chié ¢ Cadillac doi cud i.

To6i 1én xe cung co ta dé qua giang vé lai hiéu sach. GA ndé n
noi c6 ba t da uxin 16i va cdm on. Chié uhom d6 co ta quay lai
ctra hiéu va mua that nhié u sach.

Ngay hom sau, mot nhan vién cho t6i hay sang hom dé co ta
dung bira sang tai Holiday Inn va tha "y mét nhém phu nit ngd i
xung quanh ban. Nguoi nit khach hang ké lai chuyén t6i rira xe
cho ¢0 ta.

Dich vy khach hang phai nhu vay, nha "t 1a trong nganh ban sach
khong ¢6 gi 1a tan tam qua dang.

Bezos sau nay c6 thuat lai kinh nghiém da ting nghe cau chuyén
ndy trong mét cudce tro chuyén véi Avin Domnitz, giam d6 ¢ dié u
hanh cua ABA. Sau khi nghe vi du caa Howorth vé  dich vu chim séc
khach hang nhu trén, va khéng vi 1y do nghia vy, Bezos bao Domnitz
ra ng anh kha ¢ ghi dang ‘dich vu chdm s6c khach hang’ cua Richard
Howorth va nha "t dinh bié n dich vu chim séc khach hang tré thanh
‘né n tang cia Amazon.com’ bd ng cach mang dé n cho khach hang
kinh nghiém mua si m khong dau sanh kip trén mang. Sau d6, Bezos
tié " p tuc cho hay anh mu6 n x4y dyng Amazon.com thanh cong ty
bié 't tap trung nha "t vao khach hang trén thé~ giéi. Nguoé n gd c cua
¥y tuong trén dugc nay ma m tir Richard Howorth va cau chuyén vé
chié”c xe ban.
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LA n gip gd sau d6 gitta Richard Howorth va Bezos 1a hai nim
sau, tai Trién 1dm nhirng Nha ban Sach My (Booksellers Expo
American) dién ra tai Los Angeles. “Khi cham mit nhau trén 161 di,
t6i nhan ra anh ta nhung khong thé nho tén,” — Howorth nhé lai. “Téi
khoéng ro anh ta 1a ai. R6 i t6i nhin tha y cai 4o so mi c6 in logo
‘Amazon’ noi tdi 4o0. Ti ndi: ‘Hoéa rala anh! P6 1314 n da u tién toi
nhan ra Jeff Bezos, nguoi da tham gia 16p hoc. Anh ta bao ‘ding 6 i’
va ca hai chung t6i cung cuoi vang.”

b6 colélala ncud icung cd nguoi trong nganh sach dam cuoi
Amazon.com.
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Chuong 4 -
VAO GARA, RA GARA

Cai gi mét nguot c6 thé phat minh thi nguwoi khéc c6 thé kham
pha

— Sherlock Holmes

Thang Muoi Mot nam 1994 Jeff Bezos, Shel Kaphan va Paul
Barton-Davis lo si p x& p tru sé trong mot gara cai tao tai s6~ 28,
duong N. E. ¢ Bellevue va ba "t @@ u nhiém vu xay dyng Amazon.com.

P 1a khung canh qué khiém t6 n cho mét cong ty ma chi trong
vong vai nam da tré thanh nha kinh doanh ban 1é trén Internet 16n
nha 't thé” giéi. Cin phong chi vira du dai dé chira mot chié’ ¢ xe hoi
rudi, nhét nao may tinh, tu dung tai liéu, ké sach va mét cai ban tron
rong. Pé rong chd ho doi c4i 10 gb to da timg dit gitra gara. Mic du chi
duoc it anh sang tu nhién chié u qua cac ctra s6 nhung né ké ra ciing
sang sua nho 4nh sang halogen, né n nha trai vai d4 u trd ngva
nhirng t m bang tra ng. Trung tam co6ng nghé cua chié n dich 14 hai
mAy tinh SPARCstation chay trén né n Sun Microsystems. Chiing
cung ca p trinh @6 hoa cao ca p, quy trinh xir Iy manh va kha ning
thyc hién nhié u nhiém vu ciing mot ldc.

Caba ngudi dé u bié 't rd cac cong ty khac dang ban sach trén
mang. (Thue ra theo hé ™ so cia nhitng ngudi s¢ hitu Computer
Literacy, Bezos da dit hang quyén sach Lam thé ndo dé tré thanh
nha tw va nvé mdy tinh tir trang Web clbooks.com cua ho, c6 18
ciing chi da dé thir nghiém).
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“Nhin vao cong ty nhu Books.com, ching ti bié "t it nha "t phai
1am t6 t nhu nhirng ngudi ndy,” — Barton-Davis néi. “Khong cb
chuyén ‘Troi oi! Ching t6i phat minh dié u tuyét diéu chua ting
tha 'y nay va n6 sé thon tinh ta t ca.”” Mic du khong qua tuy man vé
trién vong, ba nguoi nghi ra ng nhimg cong ty ban sich truc tuyé n
khac khong 1am t6 t14 m, va rd ng “ching ta c6 thé 1am t6 t hon,” —
Barton-Davis nhé lai. Va né u bé ba Amazon c6 thé tao ra ké t qua
dap ung tham vong cua ho, ho s& manh dan tié p tuc “xay dung cai gi
do l6n hon.”

Mac du céng viéc lap trinh cong nghé duoc Bezos, Kaphan, va
Barton-Davis thuc hién, nhung thanh vién trong diém tht tu trong cai
gara do chinh la Mackenzie Bezos. “Ching toi sé khong lam viéc duogc
né u cong ty thié u Mackenzie. Vai tro cua c¢6 4y vo cling quan
trong,” — Barton-Davis no6i. La nhan vién chinh thirc cua cong ty,
Mackenzie phai kiém nhiém méi tht mot it. Goi dién thoai, dit va
mua thié t bi, 1am ta "t ca nhiing viéc it vit cA n1am g6 m ca chan
thu ky 1an ké~ toan, mot tap hop cac trach nhiém cha ¢ 1a khéng danh
cho mot tiéu thuyé "t gia. Nhiém vy ké~ toan nghia 1 chi 1am ban thoi
gian, lai tré thanh cong viéc toan thoi gian trong mot nam rudi, cho
dé n mua hé nim 1996, khi cud i ciing cong ty ciing thué duoc ngudi
c6 kinh nghiém vé linh vuc nay. Mackenzie hoc tinh ning phure tap
cia phd n mé mké toan trén may tinh cA nhan Peachtree, mot
pha n mé m cb sin ma cac doanh nghiép nho st dung dé theo doi
doanh thu, chi tiéu. Trong nhiing ngay da u, ta t ca moi giao dich tai
chinh tai Amazon.com dé u qua tié n mit, chi nhu c4 nhan dung tai
khoan ngan hang c4 nhan. “Ta t nhién ching t6i c6 hinh thire tra
bd ng séc tai thoi diém thich hop va ta t ca moi thir dién ra theo dting
hudng,” — Barton Davis noi.

Gina Meyers, nguoi thay Mackenzie dam nhiém nhirng cong viéc
vé ké toan vao nam 1996, lam viéc ga n v4i Mackenzie trong cung
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mot phong mé ta “Mackenzie nhanh nhen niing déng. Co 4 yra 't
siéng ndng va tan tam dang nghia.” M6t nhiém vy khac cta
Mackenzie la gitp Bezos “virng vang” Meyers néi thém.

Khi nim 1994 ké 't thic va bi t 3@ u nim 1995, hd u hé 't thoi
gian va cong stc do n cho viée lap trinh co sé ha td ng cho cong ty,
bao g6 m ca hinh thire cia trang Web, phat trién mét giao dién hé
dié u hanh, thié "t ké" co s& dir liéu s& luu trix t4 "t ca nhitng don dat
hang, théng tin khach hang...va tao ra giao dién e-mail giao dich vé6i
khach hang.

Sau khi nghién ctru nhirng ph4 n mé m da c6 trén thij truong,
Bezos quyé t dinh anh va nhimg 14p trinh vién s& phai sang tao ra cai
cta riéng ho. Boi ho dang tao ra md hinh ban 1¢ truc tuyé n méi ma
(it nha "t 12 trong thoi diém ba "t d4 u) khong c6 su t6 n kho, ho
khong thé st dung cdc phad n mé m hién hanh vé n duoc thié t ké”
dé cung ca p cho nhitng mo hinh dit hang qua thu truyé n thd ng co6
nhirng chic nang nhu quy trinh dat hang, theo doi dat hang, quan ly
t6 n kho. Nhimng g6i phA n mé mvé hiu ci n c6 sin cho nhiing
cong ty c6 chuan hoat dong 1a dat hang qua thu thong thuong c6 hai
tinh ning: hang trir kho va don hang tra vé ', trong khi Amazon.com
c6 bay chire ning: (1) chuyén hang trong vong 24 gio ; (2) chuyén
hang trong vong hai dé n ba ngay ; (3) chuyén hang trong vong mot
dé n hai tud n; (4) chuyén hang trong vong b6 n dé nsautui n;
(5) chua xua "t ban, s& chuyén khi c6 hang ; (6) hé "t hang ; (7) khong
in nita, s& chuyén hang trong mot @& n ba thang né u cd. Bezos du
doan ra ng khoang 85% su phat trién ph4 n mé m cho Amazon.com
trong hai nim d4 u tién sé& tap trung vao nhing hé thé ng phu tro
nay — hé thé ng nay vo6 hinh d6 i voi khach hang. Pha n mé m sé& xir
1y va Iuu lai hang triéu quyén sach.

“Jeff muo n chiing t6i c6 mét mo hinh kinh doanh phuc vu chinh
ching t6i, khong phai mo hinh kinh doanh dya vao cic pha n mé m
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khéc,” — Barton-Davis, nguoi tin ri ng mét trong nhimmg 1y do cho sy
thanh cong ta t y& u cia Amazon.com 1a “Jeff luon doi hoi moi tha
phai duge thyc hién ding,”— noi.

Nhimng ph4 n mé m ma ngué n mé — ma ngud n duoc vié t boi
hang ngan chuyén gia lap trinh trén kha p thé” giéi — tro thanh thu
ai cling c6 thé tha ho ™ s dung chu yé u da tao ra Amazon.com ciing
nhu c4c trang Web thanh céng khac nhu Yahoo! Nhimg ph4 n mé m
sén sang cho st dung da “ha tha p rao can,” — Tim O’Reilly, chu tich
cong ty O’Reilly &amp; Associates, Inc., nha xua t ban sich may tinh
va 12 nguoi chi xuéng tng ho phd n mé m ma ngud n mod — ndi.

Bi ng cach khong giit ma riéng cho minh, nhirng céng ty pha n
mé m khong phai tra tié n cho nhan vién bao tri va nang ca p
chwong trinh cta ho; viéc nay danh cho pha n con lai cua cong d6 ng
lap trinh thé~ giéi, nhitng nguoi dang say mé nhao nin, stra d6i moi
thur theo cach cua minh.

Lic d4 uhi u nhu toan bo hé thé ng cuia Amazon.com duoc vié t
tir chwong trinh phA n mé m ma ngud n mé goi 1a ‘C’, 1a ngdn ngit
duogc sir dung nhié u nha 't trén hé dié u hanh UNIX. “Ca t6i va Shel
v6 n 1a nhitng chuyén vién lap trinh C sanh soi,” — Barton-Davis néi.
C ciing duoc diing dé vié "t chuong trinh bién dich cho Amazon.com
(chuong trinh bién dich — compiler — xir Iy nhimg cau 1énh duoc vié 't
b& ng ngdn ngir 1ap trinh dic biét, sau d6 chuyén chiing thainh ma ma
b6 xir Iy cua may tinh c6 thé sir dung duoc). Pha n mé m C duoc hd
tro boi Perl, mot ngdn ngir may tinh duoc yéu thich nha "t dé van
dung va soan thao néi dung cac tap tin van ban. Vi du, nhirng chuyén
gia 1ap trinh cia Amazon.com su dung Perl dé tao ra danh sach dai
nhitng sach dugc dat hang dac biét, sau d6 dinh hinh danh sach lai
thanh nhimg dinh dang khac nhau, dé in ra cho nhitng nhan vién phu
trach don hang dac biét cia Amazon.com. “Viéc thoai mai sir dung
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Perl dé dinh dang vin ban that chily, thay vi c6~ st dung C” —
Barton-Davis noi.

O’Reilly goi Perl 1a “bang dinh cua Internet va cting nhu bang
dinh, né dugc dung trong cac tinh hué ng ba "t ngd nha t. Gid ng
mdot cudn phim, duoce cot chit voi nhau ba ng bing dinh, trang Web
thuong duoc tung 1én mang rd i thio g ra trong ngay, n6é cA n
nhitng cong cu gon nhe va nhirng giai phap nhanh ch6ng ma hiéu
qua.” Khi Amazon.com dugc xay dung ra vao mua dong nam 1994,
chua c6 cac chuong trinh xtr Iy viin ban khé i luong 16n. Nhung véi sy
linh hoat cua cac cong cu st dung ma ngué n mé (con goi la pha n
mé m mién phi — freeware) nhu Perl cho phép cac cong ty méi mé
nhu Amazon.com (va Yahoo!) cé thé van dung nhimg pha n mé m
“nhanh va 14 m chiéu,” — O’Reilly néi.

O’Reilly tin rd ng ¢ mot md hinh méi 1a né n tang cua nhimg
trang nhu Yahoo! va Amazon béi chting thay doi lién tuc. Ban khong
thé dung quy trinh xt Iy ning né cho trang Web g6 m hang triéu
trang, noi ma pha n 1én thay d6i mdi ngay. Bo cong cy lap trinh ma
Amazon sir dung thyuc sy hiru hiéu cho thoi dai méi.

Barton-Davis néi: “Nhitng ph4 n mé m mi ngué n mo cung ci p
ha t4 ng co sé cho ching t6i vié "t chuong trinh, phat trién chiing va
dé thao g& ching. N6 cung ca p cho chiing t6i nhitng cong cu lam
nhing gi ching t6i dang lam. Khong ¢6 chting, chting t6i s€ phai
ding nhimg pha n mé m thuong mai vi du nhu tir Sun Microsystems
hay Digital Equipment, ma pha n lén khong lam viéc hiéu qua.
Nhirng cong cu [phda n mé m ma ngué n mé] ching t6i dang sir dung
ciing da da dap tng nhu ca u.”

Ngay nay Amazon.com sit dung nhié¢ u hon nhiing chuong trinh
tinh vi cho nhirng nhu ca u ngay cang da dang phuec tap. Vi dy, hién
nay cong ty st dung phA n mé m Veritas dé luu trir dit liéu;
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Bottomline Technologies cho viéc thanh toan hoa don dién tir; va i2
Technologies cho viée gidm sat cAc quy trinh va si p x& p hop Iy hoa
sach to n trir (nha "t 1a khi phai lo cho nhitng don hang d6 vé  mdi
khi cué n sach nao d6 duge Oprah Winfrey giéi thiéu).

KHO E-MAIL

Cud indm 1994, s6 nguoi dung e-mail nhié uga p101a nso”
ngudi ludt Web, theo Internet Report. V& diém nay, AOL, Prodigy,
CompuServe va nhimg dich vu true tuyé n khéc chua c6 truy cap
Web, va giao thire truyé n siéu van ban (Hypertext transfer Protocol
—http) — chuan pha n mé m dé chuyén tai thong tin truyé n thong
da phuong tién gitra may chu Web va cac trinh duyét Web — thi tuong
d6 i méi. Do vay, chua c6 nhié u hoat dong thuong mai thua n tiy
dya vio Web. Nén trong sau thang 4 u 1am viéc cing nhau Bezos,
Kaphan, va Barton-Davis phai vat 16n véi viéc ¢~ gi ng tim ra sy can
b4 ng giita khau cung ca p cho khach hang danh muc qua e-mail va
viéc quan 1y kinh doanh chit ché trén Web. “Moi tha dang thay do6i
nhanh d& n khong ngo,” — Barton-Davis noi. “Ro rang 1a luu trit Web
dang tré nén quan trong. Nhung d6 ng thoi, chting t6i vin mud n
dé”n duoc voi moi ngudi cang nhié u cang to6 t va con duong @b
thong qua e-mail. Lic 4"y Jeff cho ri ng e-mail ¢6 I& quan trong hon
Web.”

Nhitng thang d4 u Amazon.com danh bao dit trong tAm vao ca
hai viéc luu trit e-mail va luu trir trén Web. Véi hé thd ng e-mail, khi
mot khach hang goi e-mail @& n Amazon.com yéu ca u quyén sach
nao d6, cong ty s& chay 1énh tim kié 'm sach va giri ké "t qua cho khach
hang, sau d6 khach hang sé& giri mot e-mail khac dé dat hang. Quy
trinh nay ciing tvong tu nhu dung cong cu tim kié m trén Web,
nhung viéc tra 101 s€ 1a thoi gian cua e-mail hon 1a thoi gian thue.
Ngon ngir s€ dugc sir dung cho e-mail cling la ngdén ngir hat nhan cua
cong cu tim kié m trén Web.
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“N6 1a ngon ngit tim kié m gia ty nhién dé ban x4c dinh quyén
sach ban dang tim kié 'm,” — Barton-Davis no6i. Khach hang c6 thé go
tén tua sach dé yéu ca u (c6 18 chi 1a mot hay hai tw), vai ky tu da u
trong tén cua tac gia, nim gA n chinh x4c ma quyén sach xua 't ban,
thong tin ndy sé duoc chuyén thanh thong diép ma chuong trinh
pha n mé m c6 thé hiéu dugc. “Kha ning chiing t6i c6 thé gitp ban
giri e-mail t6i dia chi ndo d6 va nhan 16i phan hé i. Sau d6 ban s& gui
tié p cai gi va nhan dugc ké "t qua khac. Nhung r6 rang cong dung cua
e-mail thé” 1 du, vi tai thoi diém chiing t6i mo cta ra v6i cong chting,
Web d4 16n manh ré i. Vi thé~, chiing t6i buéng. Nhung chuyén do6
khong thanh vA 'n d& vi hd u nhu moi thir e-mail 1am duoc thi Web
s& dam trach ludn. D6 moi la dié u dang noi.”

THU THAP DU LIEU

Mot trong nhirng 1y do tai sao viéc ban sach trén Internet tro
thanh ¥ tuong kha thi 1a vi ltic ndo no ciing c6 co so dit liéu vé~ sach.
Ban da u, co so dit liéu cia Amazon.com 13"y tir books in print,
ngudé n tham khao khong thé thié u cua nganh cong nghiép sach,
dugc xua 't ban boi R. R. Bowker tai New Jersey. Bowker 1a mét cong
ty chuyén diing ky chinh thire s6~ hiéu sach chuan qud cté”
(International Standard Book Numbers — ISBN) cua My, da phat
hanh mot CD-ROM (dugc cap nhat dinh ky) cho cac ctra hiéu sach,
thu vién, ca kho chira sach; phién ban cia nam 1994—1995 liét ké 1,5
triéu tya sach. Viée chuyén toan bo danh sach céc tya @& tir CD-ROM
ciia Bowker vao co so dit liéu cia Amazon.com 1a qua trinh t6 n thoi
gian va chan nga t, boi mdila n chi trich xua "t duge 600 tua sach.
Kaphan so sanh qua trinh ndy véi viéc thay nudec hé boi bd ng 6 ng
hat giai khat. Viée chuyén ban cap nhat hang tud n bao g6 m nhiing
thay di, x6a, stra 15i cia Bowker s& ma t nguyén mot ngay.

Mot ngud n tié m ning khac 1a thu vién Qué ¢ hoi Hoa Ky bao
gd mta tca cac sach da ding ky ban quyé n. “Téi dic biét quan tam
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dé " n cach 1am cua Thu vién Qué ¢ hoi boi vi ho phan loai sach theo
trat tu chu d&,” — Barton Davis néi. “Ha u hé 't cic quyén sach c6 ba
mire trat tu dic trung. Chang han nhu quyén ‘Céc cudc tranh luan vé
lich sir t4 ng 1op lao dong My.” Nhung giao dich vé6i thu vién nay 14 ca
mot chuyén cuc nhoc boi nhimg nguoi ma t6i hoi chuyén dé u khong
hiéu chiing t6i tim kié m cai gi. Chu d& xé p loai cua sach 1a mot tap
hop cactircd6” dinh. Né u ban chon mét tir ma Thu vién Qué ¢ hoi
khong dung, coi nhu ban khong may méa n. Khi t6i g6 vao mot tir ma
t6i cho 1a ro rang, thi chang c6 quyén sach ndo hién ra. Khi d6 toi
phai nghi & n nhiing tir 36 ng nghia. Ching t6i chao thua trude
d6 ng dir liéu cua Thu vién Qud ¢ hoi.”

Amazon.com ciing con thu thap di liéu tir hai nha phan pho i
sach 16n la Ingram va Baker &amp; Taylor. Ho da phan loai sach theo
tirng hang muc.

Bezos va cong ty som nhin ra vA n d& khi sir dung ta 't ca cac
ngud n nay la ching thuong cung cA” p nhimg thong tinra t d6 i
nghich trén cting mot quyén sach. Amazon cud i cting cling hinh
dung ra cach t6 t nha t dé xir Iy tinh trang kho6 khin nay 1a dit hang
sach tir nha phan pho i — nha phan pho i s& cho bié t quyén sach co
& trong kho hay khong, va sau do ctr viée doi ké 't qua. P6 i chié u
gitta nhirg gi ho hta cung ca p va kha ning giao hang thuc su “ching
t6i 6 thé noi: ‘thong tin cua cong ty ndy c6 bao nhiéu pha n trim tin
ciy,” — Barton-Davis néi. “Vi du, né u nha xua t ban bao mét quyén
sach ‘hé t hang,’ that ra thi dié u d6 khong chinh x4c 14" m. Nhung
ho bao quyén sach d6 ‘khong in’ nira, thi thong tin lai dang tin cay. Co
nha cung ca p str dung mot ma nhu ‘nha xua "t ban khéng con hang’
ma vé sau hda rala da ‘tuyét ban.” That khong bié t ddu mala n.”

Khi trang Amazon.com duge tung 1én mang, khiach hang ba "t
da uyéu ca u cho bié t phuong thuc va thoi gian giao sach. Vi thé’,
cong ty da cai tié n cach dién dat véi trié "t 1y 1a khong néi qué, khong
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noi gid u di. Nhimg ngay da u, né u mét quyén sach co o
Amazon.com, n6 dugc x4c dinh 14 c¢6 sin dé “dugc giao trong vong 24
gid”; mot quyén sach co6 sin ¢ nha phan phd i ga n @6 thi duge chon
14 “giao trong vong hai & n ba ngay”; va sach phai dat hang truc
tié p tir nha xua "t ban duoc liét ké 1a “giao trong vong bé n dé n sau
tud n hodc c6 18 13 khong bao gio.” Nho thoi gian dém nay
Amazon.com dugc xem 13 tay cir né u nhu khach hang nhan duoc
sach sém hon mong doi va chang c6 anh chang khé chiu nao tai méot
nha xua t ban nho nghi rd ng viéc xac dinh “b6 n dé n sdu tud n ma
ciing c6 thé 1a khong bao gio” s& anh huéng dé n viée kinh doanh caa
ho.

Thém vA n d& nira 1a phai thié t k& ra mot hé tho ng cap nhat
danh muc sach nhu sach méi xua "t ban, sach cii khong con in nita.
Khi cong ty 16n manh, nhirng chuyén vién lap trinh cia Amazon.com
d6’i @2 u voi viée xtr Iy hang tram MB tap tin co so dit liéu va s6”
luong qua tai cac cau hoi : Lam sao x6a thong tin cac sach tuyét ban?
Lam sao x6a dit liéu ni m giira tap tin? Né u thé’, ban c6 thé thém co
hiéu vao dé danh da u pha n dit liéu bi x6a khong? Chuyén gi xay ra
khi Amazon.com tu chinh sta co s& dir lieu? Né u dit liéu lién tuc bi
rat khoi néi dung CD-ROM thi lam sao gitt dugce ban sao cia nhirng
thay doi d6?

Kaphan va Barton-Davis xay dung co s¢ dir liéu cua riéng ho vaoi
mot thu vién phd n mé m cong cong hién cd tir truong Pai hoc
California tai Berkeley, goi la DBM (data-based manipulation — su
van dung trén co so dit liéu), vo n duoc ding dé quan 1y cac tap tin.
Pé ting cong sua t hé thd ng va lam cho né nhanh cye dai, Kaphan
da chinh hé thd ng DBM dé dung trén hé dié u hanh UNIX, con goi
1a mmap, hé thoé ng nay loi dung sy thong minh trén hé dié u hanh
cia Amazon.com dé luu trir nhié u thong tin hon trén bé nhé cua né.
“Va khi hé dié u hanh thé hién ddng muc dich cua chiing t6i, no s&
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giap cho chung t6i quan tri ém xuodi va tan dung cac bé nha vat Iy ma
ching t6i c6,” — Barton-Davis néi. “Pié u nay tré nén ra t quan
trong. Thoi gian nay, ching t6i mud n c6 khoang 25MB dé nd m luu
trit thong tin tir co so dit liéu thu myc. Ching tdi c6 1000 quyén sach
hay dugc yéu cA u nhié unha t — va duoc quan Iy mét cach hiéu qua
trong bo nhé. Chiing t6i ba t 32 u s p xé p dau vao da y nhiing thu
ma ban cA n cho pha n hién thi cia trang Web.”

LAP TRINH HE THO NG HO TRQ

Ciing vao thoi diém do6, Kaphan va Barton-Davis ¢4 n phai hinh
dung ra 1a 1am thé” nao dé lap trinh nhimg yéu cA uvé kho va “vin
phong san sau” cuia Amazon.com. Sau khi xem xét ky, ho chon hé
thé ng co s¢ dit liéu quan hé cua Oracle Corporation bai ho tha 'y no6
dang tin ciy va c6 chd dé cong ty mé rong. “Chung toi bié t s& co
nhié uyéu cA u hon trén hé tho ng khi cong ty 16n manh. Ching t6i
cA n cd bao cdo va thong tin khac cho nhitng nguoi st dung céc co so
dit liéu. It c6 co so dé ching t6i tin 1a ching t6i s& ty phat minh 14 n
nita,” — Barton-Davis n6i. Anh cam tha 'y Oracle — va nhiing hé
thé ng co s dit liéu quan hé khac — c6 dié u khong 6n 14 ching co
khuynh huéng xem minh 1a hé thd ng toan dién. Chuyén 4 yra 't
hié m khi xay ra. Ban phai tich cuc vat 16n v6i ching trén may tinh.
Cho nén chting t6i phai cai tié'n manh mé trén né n do Oracle cung
ca p.”

Barton-Davis cho bié 't c4 anh va Kaphan d& u khong c6 kié n
thic vé~ co so dit liéu quan hé. “Mot s6~ du doan cua ching t6i to t
nhung ciing c6 khi ra "t t8,” — anh thira nhan. “Cong ty hién c6 nhirng
thanh vién c6 kié n thucra "t to t vé co so dit liéu quan hé.”

Vio thoi gian Amazon.com 1én mang nim 1995, nd duy tri it nha "t
2GB co s¢ dit lidu, chaa it ra hon mét triéu tua sach. Moi khach hang
tryc tuyé n duoc cA” p chi danh (ID) duy nha "t khi anh ta/c6 ta vao
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trang Web. Boi khach hang lam viéc thong qua trang Web nén moi
thar anh ta/c6 ta lam dé u dugc theo doi dé nhitng nguoi quan 1y
trang Web Amazon.com c6 thé phan tich viéc duyét Web va phong
cach mua hang cua ca nhan.

Vao giai doan phat trién, Kaphan va Barton-Davis phai hinh dung
ra thu tuc co ban nha t: thyc t8” 1am thé” nao dé xu Iy mot don dat
hang tir khach hang. Dé c6 thé xir Iy ta "t ca nhiing su kién ngau nhién
xay ra trong qua trinh hoat dong, ho tu dua ra mot loat cac cau hoi
“Né u?” Chuyén gi s& xay ra d6 i v6i mot don dat hang? Chuyén gi sé
xay ra né u mot khach hang khong mud n cung ca p s6~ thé tin dung
trén Net ma thich cung cad p qua dién thoai hon? Né u khach hang
goi dién dé n cong ty thi sao? Cong ty s& lam gi voi thong tin d6? Ho
xem xét moi kha nang noi trén voi mot loat cac cong cu van ban. Cac
cong cu nay giup cac dai dién dich vu khach hang cia Amazon.com c6
ngay cau tra 1oi. Chiing con gitp bao dam su cong tac nha t quan trén
modi buéce trong qua trinh dit hang.

T4 t nhién hién nay Amazon.com sir dung mét s6  chwong trinh
lap trinh tinh vi nha "t trén thé~ gi¢i @é xtir Iy vo s6~ cac khia canh da
dang cua viéc kinh doanh. Song cin ban cua su van hanh c6 thé xac
nhan 1a ké 't qua tr nhimg c6~ gi ng cua Kaphan va Barton-Davis,
nhirng ngudi da xay dung mot hé tho ng c6 kha niang 16n manh va
kh4 tro6i chay, vi ho soan trén ma c6 huéng phat trién trong tuong lai.

“Chting t6i ¢6~ vuon 1én bi ng cach thyc hién nhimng tht chting t6i
cA nldc d6, nhung ciing ¢6 g ng chd tam dé n nhirng gi dang phat
trién va nhimg doi hoi méi lic mot 16n hon,” — Barton-Davis noi.

Su nang dong cua Bezos, Kaphan va Barton-Davis da tao ra nhirng
ké "t qua th vi. “Cling nhu ban than t6i, Shel trude day ciing da 1am
du loai cong viée kinh doanh, du loai chuong trinh ca p d6 nguoi st
dung,” — Barton-Davis néi. “Anh thich lam cai gi ma ngudi khac nhin

https://thuviensach.vn



tha 'y tan ma t, chang han nhu giao dién cua trang Web ban ma c6 thé
nha p chuét hon 1a nhimg pha n la bén trong cia nhimng hé thd ng
l6n.”

V6i kinh nghiém lap trinh dang né cua riéng minh, Bezos bié 't
chinh xac muc do kho hay dé cua vA n dé khi anh yéu cd u Kaphan
va Barton-Davis thyc hién nhirng muc tiéu lap trinh riéng biét. Sau
khi ho hoan thanh nhirng yéu ca u cua Bezos, anh thudng xem qua va
“dua ra mot dé nghi tuyét voi. D6 thuce sula sy pho ihoptd't,” —
Barton-Davis noi. “Khi Jeff hoi t6i va Shel: ‘Ching ta c6 lam duoc
dié u nay khong?’ rd rang 1a anh da danh thoi gian ngd m lugng dinh
va n dé . Va anh sin sang 14 ng nghe nhiing gi chiing t6i thuc sy nén
lam. Anh hiéu ré nhiing vuéng ma c.”

CC MOTEL

Trong thoi ky da u kinh doanh trén Internet, ra "t nhié u khach
hang than trong trong viée cung ca p s6  thé tin dung (thAm tam
h4 u hé t khach hang tha 'y c6 vé an toan khi cung cA p s6~ thé tin
dung theo cach truyé n thd ng la thong qua thu dit hang, hon 1a qua
cong ty truc tuyé n). Thoi diém Amazon.com khéi dong, mot tin tic
(hacker) da thAm nhap hé thd ng cua nha cung ca p dich vu Internet
vala'y ca p hang ngan so6~ thé tin dung — nhung sau @6 khong dung
dé n thé nay. Ba t cha p diém den d4anh vao nganh céng nghiép ma
ai ciing bié "t nay, nhan vién caa Amazon.com van tin chi c it ¢ kha
ning mot tin tic chiu bo thoi gian ra danh ¢ p nhimg s6~ lidu ca
nhan. Pang lo hon v& mit phap luat 1 viéc c6 thé hé tho ng khong
an toan bj ai 6 @6t nhap 14"y nhié usé~ liéu cung luc.

V6i mé hinh van hanh kiéu Amazon.com, dié u quan trong d6 i
v6i Amazon.com 13 c6 thé duong @4 u hiéu qua vA n d& an toan caa
thé tin dung. Barton-Davis da xay dung thanh céng hé tho ng an toan
d6 i v6i the tin dung tén “CC Motel”; cai tén nay 1a cach choi chir tir
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tén san pham diét con triing Roach Motel. “P6 i véi CC Motel cua
Amazon.com, mi s6_ thé tin dung chi lap thu tuc nhap, khong bao gio
xui t,” cAu nay thanh khau hiéu cua cong ty. Hé thé ng CC Motel
g6 m hai may tinh riéng biét, giao tié p nhau qua céng no6 i tié p s
dung giao thirc riéng. Ngay sau khi quyén sach dugc chuyén dé n
khéach hang, tié n s& dugc tinh vao thé tin dung cua ho, thong tin giao
dich s& dugc chuyén vao mot dia mé m. Sau d6 mot nhan vién cua
Amazon.com sé& 12"y dia mé m ra khoi may tinh thr nha 't, chan bude
dé”n may tinh tha hai, may tinh the hai ndy duoc né i véi trung tAm
xtr Iy the tin dung qua mot bo dié u giai (modem). Quy trinh nay duoc
goi dua la “ mang di bd.”

Coéng ty thoi ban so, may tinh dung dé no6 i véi trung tam xu 1y thé
tin dung ciing 1a may dung dé dit hang sach — boi vi d6 12 may tinh
duy nha "t n6 i véi bo dié u giai (modem).

“Va'ndé thoi gian tro nén tha vi khi khé i luong cong viée ba "t
da u phinh ra” — Barton-Davis nh¢ lai. “Quy trinh dat hang vao bubi
sang va phai thyc hién quy trinh d6 dang thoi gian dé c6 thé tié n
hanh chay quy trinh xtr ly thé tin dung.”

Amazon.com mud n dam bao t6”i da tinh an toan caa hé thd ng
nay, vimud n danh ci psé  thé tin dung luu giit ¢ day, chi con cach
tham nhép truc tié p vao dia mé m va may tinh. Quy trinh may tinh
khong cho phép ba 't ct tén trom nio tim dwgc s6~ thé tin dung.
Tham chi né u c6 nguoi thuc sy bié "t duoc cach van hanh caa quy
trinh, thi may chu ciing s& khong hiéu yéu ca u truy tim s6~ thé tin
dung. Cach duy nha t @¢1a"y duoc s6~ theé tin dung cua khach hang
tai Amazon.com la phai dich than c¢6 mit ¢ vin phong va thong hiéu
hé thé ng an toan “di bo” nay.

“Mot trong nhitng nguyén nhan khié n t6i thié t ké” hé thé ng
theo cach nay 1a dé chting t6i c6 thé khang dinh ri ng né an toan vi
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tach roi v6i Internet,” — Barton-Davis néi. “Téi mud n qua quyé t

ra ng, ngay ca khi thAm nhap duoc vao pha n con lai caa hé tho ng,
ban ciing s& khong thé 14"y duoc s6  thé tin dung. Khi chting t6i nhan
valuu s~ thé tin dung cua ban trén CC Motel, khong c6 cach nao dé
14"y chting ra lai ngoai cAch dé n thang viin phong, noi dat may. Nghi
k§ lai, khong hiéu tai sao lai cd n phai an toan dé n thé . Va thyc té”
hé thé ng dung hién nay chi ¢ chi n van hanh khac hin. Khéng c6
chuyén cac dia mé m di 1ong vong nira.”

Barton-Davis nhé lai ri ng anh thuong gap nhig con 4c mong
vé hé tho ng boi: “Chung t6i khong coi trong trach nhiém viéce luu
giir dir liéu d6 trong tinh trang t6 t.” Mic du vé  ly thuyé t thi may
duoc sao luu dir liéu mai t6 i song thinh thoang nguoi ta cling quén.
“Ching t6i ludn tu hoi: ‘Dié u gisé xayrané usd thé tin dung vuot
qué stre chira cia dia mé m?’ Pié u nay khéng duoc xem trong. Thé”
14 t6i ctr nghi: ‘Chuyén gi xay ra né u ching t6i ma t hé t chiing?””

H6 i @6 khong ai & Amazon.com ranh ré vé cach giao dich qua
cac thé tin dyng. “Chung t6i quan niém sai vé  co ban d6 i véi quy
trinh van hanh cta nhirng thé tin dung,” — Nicholas Lovejoy, nhan
vién thoi ky da u, nho lai. “Chiing t6i tao ra thuat ngi riéng, nhung
n6 khong phan anh dtng 14 m sy hoat dong cia moi viée. N6 ¢6 ¥
nghia vgi ching t6i nhung lai khong tuong ung chinh xac véi cach suy
nghi cia ngan hang. Vithé khi giao dich véi ngan hang, ching toi
dé u nghi: ‘Troi a, nhimg ga nay sao ngd c thé ! Ho khong bié 't ho
dang noi gi.’ Ho ciing nghi vé ching t6i nhu thé”, vi that ra chting t6i
méi ding 1a nhimg ké ngod ¢, hay 1a nhimg nguoi 1ap di, khi dang
diing thuat ngit riéng tu tao ra dé miéu ta moi tha.”

Ta t nhién 1a sai 14 m da xay ra, dic biét 1a khi viée doc sai cac tai
liéu tir cong ty tin dung, dan dé n viéc cAc nhan vién Amazon.com
hiéu sai cach xir Iy thong tin cua cic cong ty nay. Khong chi mot1a n
Amazon.com lam ma "t tap tin g6 c luu khoang hon 200 giao dich tin

https://thuviensach.vn



dyng. Cach duy nha t @é 14y lai thong tin 1a tré lai CC Motel, in ra
mot ban sao cua tap tin voi td t ca cAdc s thé tin dung, goi cho cong
ty thé, ngd i lai voi ho va kiém tra td t ca cac s6  trong danh sich dé
chi c chid nria ng moi giao dich dé u da thyc sy duoc xir Ij. Cong
viéc nham chan nay c6 thé ma 't ca gio dé giai quyé t mot vai s6~ tai
khoan. (Ta t nhién, d61a vA n d& cua nhitng ngay cii, khi ma cong ty
xtt 1y viée dit hang tuong d6 i thu cong).

Thinh thoang ai d6 15 vié 't @& 1én tap tin giao dich da duoc gui cho
cong ty tin dung. Pé thu h6 i nhiing thong tin nay, Amazon.com phai
yéu cd u cong ty tin dung fax lai cho ho mét ban sao danh sach cac
giao dich, nhung danh sach nay chi chttabd n s6” cud i ciung cia sd
thé tin dung, thanh ra phai c6 nguoi boé thoi gian ra d6 i chié u nhiing
s6 nay véi danh sach giao dich. Nhitng chuyén vién lap trinh giai
quyé tva ndé nayba ng cach luu trit lai ta "t ca nhiing giao dich.

Khi Amazon.com bt @4 u ban c6 phié u ra thi truong vao thang
Bay nim 1995, mot nira s6 khach hang cua ho goi dién dé n va cung
caA pso theé tin dung. Lic 4 u thi cong ty mong khach hang sé& cung
cA pso6 theé tin dung qua dién thoai, mét it qua Web, nhung ngay
trong ma y ngay da u dié u d6 da khong dién ra. C6 khach hang tra
tié n bd ng séc, trong khi nhimg nguoi khac thi chon cach dit hang
trye tuyé n. Nhom sau phai nhap nim s6  cud i cua thé tin dung, sau
d6 goi cho Amazon.com dé cung ca p nhirng s6~ con lai.

Thoi gian nay khach hang s dung cac hé thé ng ma hoa dugc cai
san; pho bié n nha t 1a Netscape Navigator vé phia trinh duyét va
Netscape Secure Commerce Server phia may chu, hé thd ng nay lam
cho nhitng tin tic ra t khé thu thap thong tin riéng. “P6 khong phai
14 dié u chiting ta c6 thé ty 1am duoc ma phai duoc cai sén vao trong
trinh duyét nguoi ta dang sir dung,” — Barton-Davis noi.

TRO NEN THAN THIEN VOI NGUOI DUNG
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Tré lai nhitng ngay méi thanh 1ap, né” u mot khach hang gui yéu
cA udé n Amazon.com va sau d6 cap nhat mot yéu ca u khac — chi
cA n nua gidy sau may tinh cia cong ty s&é khong nhan ra 1a n6 da giao
dich trude d6 véi may tinh cua khach hang. Vithé , 14" yvidulané u
khéach hang tim mét quyén sach cua John Updike va sau @6 mud n
tim nhiing quyén sach khéac ciing cia John Updike, nhitng giao thuc
ciia Web khong c6 cach nao dé nhan bié t duge ri ng dé 1a mot chudi
cac sy trao doi gitta may tinh cua khach hang va may chu cua
Amazon.com.

Ho6 i d6ra t nhié u cong ty kinh doanh trén Internet dang van
dyng nhié u bién phap khac nhau nhi m giai quyé tvA n d& nay
thong qua viéc str dung tap lénh giao dién CGI (Common Gateway
Interface). CGI, duoc gd n vao mot lién ké "t siéu vin ban (hypertext
link), cho phép may chu Web giao tié p véi pha n khac cua pha n
mé m trén cung mot may. Vi du, mot chuong trinh CGI ¢6 thé 12"y di
liéu tir mot may chu Web va chuyén noi dung d6 sang mot thong diep
trén e-mail.

Chuong trinh CGI cia Amazon.com sé tao ra mot tir dinh danh vai
19 ky s6  trén dia chi cia mot d6 i twong (URL: Uniform Resource
Locator) duoc tao ra boi sy ké t hop ngiu nhién va nhimg thong tin
dic biét. (URL 1a dia chi Web ma ta "t ca cac trinh duyét nhan ra
duogc). “Ngay khi ban né i v6i hé thd ngla n da u tién, ching toi
hinh dung ra cai khoa caa pha nké” tié p cho ban va sau d6 vé co
ban thi chung toi s€ stra lai nhirng URL cta moi thir ma ban sé quay
lai. BA "t ctr khi ndo ban giri @8 n chiing t6i mot yéu ca u khac, sé& ¢b
khoéa ciia pha n d6 nhu mot pha n cia URL, vi vay ching t6i sé& theo
doi duoc nhitng gi ban yéu ci u,” — Barton-Davis giai thich. “Vé~
diém nay, khong c6 gi méi. Nhié u nguoi véi mot sé6~ tha thuat da
lam duoc dié u nay. Nhié u chire ning gié ng nhau c6 thé dugce thuc
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hién béi mot s6~ thu vién ngdn ngit Perl, 1a ngon ngit cha dao cho
CGI).

Sau khi nhan don hang, Amazon.com ca n phai thié "t 1ap mot lich
str giao dich cho khach, nhu mét phép an du ta néi “Gio hang,” —
Barton-Davis cho hay. “C6 ba khai niém chua dugc xac dinh. Chang
t6i chang thich cai nao trong s6~ d@6. ‘Gio hang’ 1 it chudng tai
nha t.” D6 i voi nhimg nguoi da quen véi trang Web Amazon.com,
gi6 hang da tré thanh hinh tugng quen thude.

Khi cac k§ su cia Amazon.com dang ¢6 gi ng dua ra mot san
pham, rd” t nhié u céng nghé danh cho Internet dang phét trién. Véi
cic chuan vé  trinh duyét thay déi mdi sau thang, cong ty bao dam
ri ngno sé tié p tyc thyc hién t6 "t véi nhirng trinh duyét thua n vin
ban (boi trang nay ha u nhu chi ¢6 viin ban). “Pié u ny tié p tuc la
mot dac trung trén trang Amazon ma nguoi ta da tirng binh ludn — ma
ban van that sy c¢6 thé ding Lynx 1a trinh duyét chi c6 viin ban dé truy
nhap vao trang nay, toan bé trang van c6 y nghia,” — Barton-Davis
noi. “Trong mot s6 trang né u ban khong c6 @6 hoa, ban khong thé
ding trang Web caa ho. Khong c6 thay doi sau cting ndo mang ¥
nghia nhimng thir ta da 1am trude d6 gio day s& sup do; né chi cd ¥
nghia 13 con nhimng cach t6 t hon théi. Nhimmg cach thire cii van hoat
dong t6 t. Va dié u nay dé n nay van tié p tuc dtng.”

Vita t ca nhimg nguoi dung trang Web tai nha dé u dang van
hanh nhimg bo dié u giai (modem) cham 9600bits/gidy hay
14.4kbits/gidy. Quan trong 1a viéc bao dam cac trang c6 thé dugc tai
vé  chi trong vai gidy. Véi nhitng nguoi da goi Internet 1a “World
Wide Wait” (wait:doi), Amazon.com ngay tir dd u da tap trung vao
van ban cua trang, con d6 hoa thi dit khoat 1a dung phia sau.

“Chting ta dang n6i vé  thoi gian tai vé — tinh b4 ng don vi gidy —
cho mét anh véi kich thude nao do,” — Barton-Davis néi. “Chang toi
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thyc sy mud n giit & kich thuée nhoé duoc nén lai, va cling 6~ gi ng
st dung lai cAc hinh anh. P6 i v6i pha n viin ban, khong phaila va ' n
dé 16n1a m. Mic du t6 ¢ d6 9.600 bits/gidy va modem 14,4
kbits/gidy thi hoi chdm né u ban chi sir dung nhitng trang vin ban, c6
thé cha p nhan duoc mot cAch vira phai trong vai khia canh, ngay ca
ngay nay. Nhung véi hinh anh thi r6 rang 1a khong. Pié u nay c6
nghia 13 viéc 6~ gi ng dung lai nhirng hinh anh c6 tA m quan trong
ra t1on. O diém nay, v6i ha u hé 't cac trinh duyét né u ho chi tai vé~
mot hinh anh cu thé ndo dé tir trang truée va né duoc dung lai, ho
khong ca n phai tai né lai nira. Vi du chiing t6i ban vé  viéc dung cac
thanh ngang trang tri mot s6  trang voi cic con vt sd ng trong rimg
mua Amazon nhiét déi. Ngay lac t6i roi cong ty, trang Web cling c6
ra t it hinh anh. Chang t6i khong that sy c6 quan hé t6 t véi ba t cu
nha cung cA p @6 hoa nao.”

Tim O’Reilly 12 nha xu4 "t ban sach, ca ngoi Amazon.com vi da xay
dung giao dién d& sir dung tap trung trong diém vao chirc ning. “Ra’t
nhié u nguoi bo ra t nhié u thoi gian va ning luong vao viée tao ra
nhiing trang kho st dung boi ho cha 't vao d6 du thu hinh anh,” —
O’Reilly néi. “Amazon.com ra t1a trd n trui. Ho nhan rari ngho
khong tao ra to quang cdo ma dang xay dung mot img dung.”

THOI PAI TIE N BAC

Trong sud t sau thang da u van hanh, Jeff Bezos van bo tié n ti
ra dé chi cho cong ty. Thang Bay nim 1994, 13 nguoi sang lap, chu
tich, gidm @6 c dié u hanh, anh da mua lai 10.200.200 ¢6 pha n tir
cd pha n chung, toan bo véi gid 14 10.000 USD va cho cong ty vay
khong 13i sua t 15.000 USD, theo d6i s6” no 1 29.000 USD vao
thang Muoi Mot, theo bao cio cong cho hay. Trong sud t thoi gian
ndy, ca nhan anh phai bao dam nhimg bon phan cua céng ty dudi mot
tai khoan thuong gia véi ngan hang Seafirst cua Seattle.
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Nhung anh khong thé tié p tuc quay lai véi ngud n riéng cua
minh. Thang Hai nim 1995, anh ban 582.528 ¢6 pha n tir pha n
chung cho cha anh 1a Miguel A. Bezos, véi gia 0,1717 USD/c6 pha n.
S6~ tié n 100.020 USD ban dugc cho phép cong ty chuyén tir gara
dé n khu phé~ 16n hon.

S4u thang da u tién nay tao ra mot co sd ha td ng dang né, nhung
cong ty con con duong dai phai di. Thue té”, Amazon.com da buée
vao thoi ky then chd 't nha 't.

Giai doan nay si p duoc ghi da u la tic dong ba t ngo vé thoi
diém, cong nghe, truyé n thong quang cio, da u tu tai chinh mao
hiém, cu6é ng loan thj truong ching khoan, sy tham lam, s¢ hii; va
Jeff Bezos cting Amazon.com da ¢4 mit nha m thau tom moi loi thé .
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Chuong s -
LEN GIAN PHONG

Chi ca n ban tin c6 thé lam duwoc viée ndao dé hay khéng, la ban
da ding.

Henry Ford

“T6i bié "t tai sao moi nguoi chuyén ra khoi gara,” — Jeff dua.
“Khong phai 13 ho thié u chd, d6 chinh 1a vi ho hé "t dién ning.”

Ldc nhan vién cia Amazon.com phinh lén thanh nam nguoi — véi
viéc tam thoi thué Nicholas Lovejoy, moét gido vién day toan trung hoc
méi ngoai hai muoi — nhitng cong ti ¢ dién dong don trong gara
bié n thé nay khéng hoan thanh néi nhiém vu cung ca p dién cho
ta t ca pha n cung. Vithé , nhém nim nguoi da nay ra sang kié n...
nhung cho du véy, ciing khong du cong sua t, 1a truyé n toan bo ning
lugng tir trong nha ra gara...Vi rat hé t dién ra ngoai nén c6 lac
Mackenzie khong bat duge may sa”y toc va Jeff khong hit bui phong
khach ma khéng hong ca u chi.

Cong thém cacva ndé vé dién, noilam viéc 6 ndé nndita't
ca nhitng cudc hen véi nguoi ngoai cong ty dé u duoc t6 chire ¢ noi
khéc. Hoa ra noi tién nha "t dé gap g 1a mot quan ca phé nho, cach
nha khoang 1 dam hay gd n nhu thé”. Bud n cuoi thay 13 quan ca phé
nay lai nd m trong siéu cira hang ban sach Barnes & Noble &
Bellevue.

Sud t cud i mua xuan 1995, cong ty ba t da u thi ban beta trang
Web vdi su gitp d& caa hang tram nguoi ban, mot s6~ ¢ hiéu bié 't
vé may tinh, mot s6~ thi khong — nhimg nguoi dwge moi dé thong
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qua nhirng buéc di cua hé thoé ng bd ng cach duyét va gia vo mua
sach. “Chung t6i da duoc chuin bi dé xu 1y nhitng viéec mua bén that,
nhung né u ho mud n chi lam gia, thi ho c6 thé 1am,” — Barton-Davis
noéi. Bezos da thinh cA u nhing nguoi tham gia: “Pimg néi voi ai
nhirng viéc ching t6i dang lam.”

Glenn Fleishman, tac gia cua nhimg quyén sach lién quan dé n
Web, nguoi da tham gia vao cudc thir nghiém ban beta nay (va sau
nay cting tham gia lam viéc cho Amazon.com) ghi nhan: “Ngay nay,
cac cong ty budc phai dua ra mot trang Web, mic cho ¢6 bao nhiéu
khuyé "t tat trong d6. Ngay ca trong thoi dai Internet cling phai ma 't
nhié u thang dé héa giai nhimg gt ma ¢ v6i nhitng con ngudi trong
thé” gi6i that.”

Mic du viée thir nghiém ban beta thu vé~ dugc nhié u phan ho i
hiru ich, nhung “ha u hé 't chting @3 n m trong danh sach nhimng
viéc ma ching t6i mud n thay ddi, mé rong hay thuc hién,” — Barton-
Davis noi. “Khi cudc thir nghiém ké "t thic, Shel va t6i hé t sirc hai
1ong vi cac phan hé i khé chju chting t6i nhan dugc cho tha 'y it nha 't
c6 hai cach chon, ma chtng t6i lai chon cach nguoi ta khong thich.
Vao thoi gian dua ra trang Web, chting t6i bié "t 1 da giai quyé "t duoc
98% nhirng vuéng ma c. T6i nhé minh da c6 cam gide ra t thoa man
trong vai tud n khi khong nhan thém phan hoé i ndo, sau khi ta t ca
cac phan ho itrude dé u da duoc xtt Iy trong sud t cude thir nghiém
ban beta.”

Thoi diém nay chung kié 'n nhié u sy ra doi cua cac trinh duyét
Web nhu Lynx, NCSA’s Mosaic, Netscape Navigator, va Microsoft
Internet Explorer; cac trinh duyét dang ganh dua dé tré thanh chuan
trinh duyét tié p theo. Ciing bi khong ¢ nhan luc cling nhu khong
cO y dinh thi tung trinh duyét nén cac ky su cuia Amazon.com da chon
cach tim ra né n chuan c6 thé lam viéc véi ta "t ca cac trinh duyét.
“Chiing t6i chd cho dé n khi ¢6 dugce phan ho i tir ban thtr nghiém
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beta,” — Barton-Davis néi. “Né u c6 duogc sy da dang vé  cac trinh
duyét, s& dé dang hon ra "t nhié u trong viéc kiém nghiém véi 200
hay 300 ngudi so véi viée chiing t6i tu dung ra thyc hién dié u nay.”

Sau khi céc 16i duoc giai quyé t xong, cong ty giri mot e-mail t6i
ta "t ca moi nguoi da tham gia vao cudce thir nghiém ban beta va bao ho
ri ng Amazon.com da sin sang cho ho dit hang that, cam onta t ca
va chuyén 161 & n cac nguoi ban cua ho.

Véi viéc hoan thanh ban thir nghiém beta, cong ty chuyén ra khoi
gara ¢ Bellevue @8 'n mét noila sé” 2714 trén Pailo S6” 1 Nam trong
khu céng nghiép cua Seattle, d6 i dién bén kia duong ban doanh cua
Starbucks Coffee, cach san van dong Kingdome chung mot dam. Boi
n6éni mvé phia nam cua sin Dome, nén hang x6m cua né chinh 1a
SoDo. Amazon.com chia sé toa nha v4i nha ban 1é ngoéi, da 1at tén la
Color Tile (Ngéi Mau). Co ngoi méi nay gd m hon 300 mét vudng
lam khong gian vin phong trén t4 ng hai va danh hon trim mét cho
nha kho — khoang kich thude cia mot gara danh cho hai xe — dat duai
hai ddy cA u thang trong td ng h4 m. “May thay, nha kho vat Iy néi
gi thi n6i van 1a chuyén nho, trong khi ph4 n mé m chting t6i dang
xay dung dé quan 1y hé thd ng luu kho thi khéng nhu thé”,” —Bezos
phat biéu trong mot nghién ctu cua truong Kinh doanh Harvard.
“Chiing t6i danh ra "t nhié u chuén bi trude cho hé thd ng nay.”

Nicholas Lovejoy, nguoi gia nhap cong ty vao thang Sau nam
1995, nh¢ lai ngdy da u tién anh di 1am ¢ tdoa nha Color Tile: “Co nim
phong ma chi c6 bd n nhan vién. M6t phong dung chira nhirng cai
hop cac-tong nén t6i dep chiing di.” Lovejoy t6 t nghiép Reed College
& Oregon, ting lam viéc véi Jeff va Mackenzie ¢ D. E. Shaw & Co., sau
do6 anh roi cong ty va day toan cho mot truong tu & Redmond,
Washington, ngoai 6 Seattle ndi tié ng véi cAc viin phong chinh cua
tap doan Microsoft.
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“Mot nguoi ban cua t6i @& n thanh phd ™ nghi hé va t6i goi cho Jeff
dé hoi xem c6 thé nhan c6 ta khong,” — Lovejoy ké. “Jeff tra 1oi ngay
1ap ttre: ‘Anh thi sao? Anh 1am gi vao mua hé nay?”” Lovejoy dé n
Bellvue dé néi chuyén véi Bezos. “Khéng phai 1a cude phong va ' n
thuc thu. Jeff bié "t t6i dd duoc tuyén vao D. E. Shaw & Co., thé™ 13
anh nghi ra 14 t6i ¢4 n thié 't cho Amazon. Vithé", v& co ban thi toi
nhan 1am thém trong mua hé & Amazon. Ban da u Jeff mud n t6i
1am viéc 50 gio/tud n, cam ké t 1am viéc toan thoi gian & Amazon.
Tb6i chi mué n lam 20 gio/tua n thoi. Cud i cung ching t6i chd t lai
& muc 35 gid/tud n. Toi duoc tuyén @é tro thanh bién tap vién va
vié t mot it 1oi gi6i thiéu sach, 1am ba "t cir thu gi [nhing céng viée vit
thira t cA n thié t], tuyén mot nguoi vao cud i ky nghi hé dé thay
thé” va hua n luyén cho nguoi d6.”

Hai thang sau, Lovejoy quyé t dinh khong di day nita va cting chia
sés6 phan cua anh v6i Amazon.com. Hiéu theo luat thi Lovejoy la
nhan vién thir shu béi Tom Schoenhoff tham gia cong ty lac Lovejoy
dang 12 nhan vién ban thoi gian. Ca hai nguoi @8 u ¢6 1y do chinh
dang dé tro thanh nhén vién thi ndm cuia Amazon.com.

Mac du rong rai hon so véi cai gara ¢ Bellevue, khong gian van
phong tai Pailo S6~ 1 lai 1a mét mé hdn tap. Ngay khi nhém chuyén
dé n, ho bo ngdi tra n di, khoan tuong chd bén trén tra n lop ngoi va
ludé n cap mang qua, g6 m ca duong day ké t né i mang Internet T1,
ching duoc treo lung ling trén tra n nha. Mot cai ké kim loai ré tié n
dé dung CC Motel, hub truy cap Internet va bo dinh tuyé n (router).
Hé thoé ng dién thoai duoe mot nha tha u doc 1ap cai dat.

Lauralee Smith, thu ky dic biét chuyén lo vé  cac don dit hang
cho Amazon.com trong moét thoi gian ngd n, nhé lai 14 khi ¢ mat tai
toa nha Color Tile, ¢d nghi: “P6 i véi mot cong ty ki thuat cao va co
t4 m nhin xa nhu vay thi vi tri dja Iy hién tai dtng 1a khong 1am cho
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ngudi ta thich thi1 14 m. N6 1a tap hop c4c vin phong ra t to i tan,
cho ban c6 cam gidc nhu bi qua n tam ba ng bing keo.”

Khong gian chirng 140 mét vuéng danh cho nha kho chiang ding
1am gi ngoai viéc chira vai cai ké v6i ma’y tram quyén sach, ddi ba cai
ban ban véi 6~ dong goi, cai can, mot thié t bi thu tin hiéu Pitney
Bowes. Nhin k§ nhiing tién nghi kém & n tuong nay, Kaphan néi vui:
“T6i khong bié t liéu day 1a sy tham bai tuyét vong hay su lac quan
khong tin noi.”

A

D t6 ra “lac quan khong thé tin noi
“Chiing t6i khong ky vong nhié u lic méi ba t @@ u va nghird ng
phai ma t mot thoi gian ra’t, ra” t dai dé khach hang c6 thoéi quen
mua hang tryc tuyé n.” Anh ¢6” gi ng thuong thao v6i Ingram va
Baker & Taylor dé cong ty mai ra 16 cia minh dugc dit mua it hon
con sO t6 ithié uci nthié t1a 10 quyén. “Chting t6i hoi xem c6 thé
tra phi la 20 USD hay ba "t cir 12 bao nhiéu tié¢ n dé mua mét quyén
sach hay khéng. Ching t6i khong mué n di mua quyén sach dé tai
Barnes & Noble bsi ching t6i mu6 n thir nghiém thyc té~ va 4p dung
hé thé ng cua ching t6i,” — Berzos néi. Cac nha phan phé i khing
khing giit nguyén ti ¢ dit hang it nha 't 10 quyén sach.

nhung Bezos thira nhan:

Mot pha n cua sy khong sin long nay c6 18 1a do ho khong hiéu ro
nhirng gi ma Jeff dang ¢6~ gi ng lam. Nhu John Ingram, chu tich
cong ty Ingram Book Co., da néi véi to Washington Post nam 1998:
“Trude ndm 1995, t6i khong chi ¢ minh bié 't Internet 1a gi.”

Amazon.com tim ra 15 hong trong chinh sach cia Ingram. “Héa ra
ca hai nha ban si budc ban phai dat hang 10 quyén sach,” — Bezos noi.
“Né u ban dit 10, nhung chin quyén trong s6  do6 khong co trong
kho, ho s& chuyén cho ban 1 quyén. C4 hai nha ban si @& u quang cao
c6 ban mot quyén sach it nguoi bié t @ nvé  diay, nhung that ra ho
khong c6 né. Vithé, chting t6i thir trén hé thé ng cia minh b ng
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cach @it hang 1 quyén, va phat hién dugc chin ban cia quyén sach
nay.

Nhirng ngdy mdéi thanh 14p, mét nguyén ti ¢ chu y& u trong mé
hinh ban 1¢ cia Amazon.com 13 cong ty s& c6 ra "t it hay khong dé
hang t6 n kho, bsi t6 n kho phai tra tié n (sau nay chung t6i tha "y
Bezos nhanh chéng tir bo ¥ tuong nay va thay déi hoan toan cach kinh
doanh). Vao da u thap nién 1990, dé giam chi phi t6 n kho, ra 't
nhié u nha ban 1¢ truyé n thé ng da lam viéc v6i cac nha cung ca p
dé phd cap hé thé ng goi 1a “giao hang dting lic.” Vi du hang chi & n
kho lac nha ban 1¢é that sy ca n. “Ching t6i thue hién ding phuong
cham ‘giao hang gd n nhu ddng ltc,” — Barton-Davis noi. “No6i cach
khéc, chting t6i khong cb nhimg quyén sadch ban mu6 n, nhung lai c6
thé giao chting rd” t nhanh.”

Nguoi bi quan khong kho dua ra 1y 18 thuyé 't phuc rd ng
Amazon.com khong cung tmg hon mét triéu tén sach (nhu ban da u
cong ty da tuyén bd ), nhung Amazon.com c6 thé ban cho khach
hang ba "t ctr quyén nao trong s6  hang triéu tén sach d6 — gi6 ng
nhu ba "t ctr cra hang that hay 40 ndo c6 thé lam.

Trudc khi Amazon.com du strc tung trang Web ra thi truong, cong
tyrad tcAd nngud ntié n méi. Thang Bay nim 1995, theo hé  so
cong, cong ty (ghi 1a Bezos) ban 847.716 ¢6 phié u tir 6 pha n chung
véi gia la 0,1717 USD cho Gise Family Trust, vai Jacklyn Gise Bezos
14 nguoi duoc uy thac va thira huong. S6” tié n ban duoc 1a 145.553
USD. “Chung t6i khong da u tu vdo Amazon, ching t6i da u tu vao
Jeff,” — Jackie noi. Cling thang do, ca nhan Jeff diung ra bao dam thuc
hién nhirng nghia vu cta cong ty dudi mét tai khoan nha bang thuong
nhan véi ngan hang Wells Fargo; thang Tu ndm 1995, ca nhan anh
dung ra bao dam cho thé tin dung cia cong ty.
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Thoi diém ra doi cia Amazon.com ra’ t tuyét voi boi mua hé ndm
1995 14 thoi gian Iy twéng dé tung ra trang Web moi. Né u ho tung ra
mot nim trude d6, sé khong c6 du lugng may tinh c4 nhan nd i ké 't
Internet dé gitr cho cong ty hoat dong s6i ndi; mot nim sau thi kho
vuot qua dugc su canh tranh. Mua hé ndm 1995, véi co sd hatd ng
cia Web d3 sin sang, vai budc phat trién quan trong da chuyén trang
Web tir trang tap chi trye tuyé n tinh hay cira hang thanh phuong tién
truyé n dat tuong tac than thién véi nguoi st dung. Pé n thang 4,
Silicon Graphics phat hanh Web Space, c6 chira VRML (Virtual
Reality Modeling Language), tao ra trinh duyét Web da u tién c6 kha
ning thé hién nhimg canh ba chié u (HTML chi tao ra méi truong hai
chié u). Mot viée c6 ¥ nghia hon xay ra trong vai thang sau d6 1a Sun
Microsystems phat hanh Java, ngon ngir 1ap trinh an toan, lam cho
ta t ca cac loai tng dung hay néi dung twong tac nao (nhu hoat hoa)
c6 thé hoat dong duogc trong trang Web. B4 ng cAch giao tié p voita 't
ca cAc hé dié u hanh nhu nhau, mét ung dung nhé cia Java (con goi
14 applet) co6 thé chay trén Windows, trén Macintosh, hay trén mot
may tram UNIX. V6i viéc mé rong bang thong thanh 128kp/gidy vao
nim 1995, ca hinh anh va 4m thanh c6 thé dé dang chuyén tai vao
Web. Cling mua he do, Netscape dwa ra trinh duyét Navigator 2.0,
ngay sau d6 tro thanh trinh duyét duoc str dung trén g n 10 triéu
may tinh. Khi Netscape, cong ty truéc day khong hé 1am ra xu loi
nhuan ndo, da chao ban c6 phié u cong khai ban @2 u (IPO) vao
ngdy chin thang TAm nim 1995, gi4 c¢6 phié u ting vot 1én hon 100%
so v6i gia chinh thire dua ra ban da u — ké  t thtic ngay véi mac vo n
hoéa la 2,7 ty USD.

Qua viéc xua t hién tung bung cua Netscape, Internet da xam
nhap vao ¥ thie cong @6 ng ngudi My. Dié u c6 ¥ nghia hon d6 i voi
Amazon.com 1a viéc chao ban c6 phié u cong khai ban da u (IPO)
thanh cong da chi ra cho thé” gi¢i da u tu tha 'y 6 phié u cua mot
cong ty trén Internet c6 thé — cling nhu nén — dugce danh gia khong
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phai trén thanh tich qua khr, ma trén sy hira hen mohé nhung ha p
din cua tuong lai tryc tuyé n hoan toan khéc voi nhitng gi truyé n
thé ng, noi ma ta t ca nhimg luat 1é @& u bi pha vo. BA t ky ai bié 't
dét 1én cau chuyén hay nha "t s& tro thanh nguoi thi ng cude, va
khong ai c6 thé ké cau chuyén hay hon, ha p din hon Jeff Bezos va
cong ty Amazon.com. Chié n lugc cua anh 14 git hai duoc dié u to lén
mot cach nhanh chéng — PHAT TRIEN THA N TO C — s& bié n ho
thanh nhimng ngudi thu huong loi nhuan 16n nha "t cua thuong hiéu Tu
duy Moi.

Ngay 16 thang Bay nam 1995, trang Web Amazon.com da duoc
tung ra. Khi ngudi dung truy nhap vao trang Web, ho tha "y ¢ goc
phia trén bén tay trai man hinh may tinh 1a logo da u tién cua
Amazon.com — mét chir “A” xanh nuéc bién hinh kim thy thap cut
ngon. Tir phia d4y 1én trén khoang gitra cua chit thé hién mot dong
song dang chay, dong song rong ¢ phia day va hep lai mot cach dang
ké phia dinh. Nhin cach nay né gi6 ng hinh chit A. Nhin cach khac,
no lai gi6 ng dong song dang chay. Ngay bén dudi chir A 1a dong chir:
“Ctra hang sach 16n nha "t thé ™ gi6i.”

Trang mé chu yé u 1a mot danh sach thong tin ba ng vin ban véi
nhimg thanh dié u huéng viin ban ¢ trén dinh va duéi day coa trang.
Trén dinh cua trang c6 dong chir: “Chao mung dé n véi sach coa
Amazon.com! Hay tim kié¢ m trong mét triéu tén sach. Tan huong gia
ré.”

Nét nghé thuat duy nha "t 1 céi logo va trang bia cua mot quyén
sach ndi bat, 1a pha n phai thay déi hi ng ngay goi 1a “Spotlight”
(tiéu diém). Trong nhimg ngay da u nay, chi nhitng quyén sach du tu
cach dugc chon xua "t hién trén “Spotlight” thi méi kém theo nhié u
noi dung, vi du nhu bang tom ti t, cac bai phé binh, thong tin tac gia
v.v... Nhitng quyén sach nay ludn duoc giam gia tir 20 ¢ n 30% — so
v6i viée giam 10% cua tA t ca nhitng sach khac. Khong la gi 13 nhing
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quyén sach ban chay va “Tiéu diém” dugc khach hang ra "t yéu thich.
Trong nhing thang tié p theo, cong ty da thué nhitng nha bién tap
sach c6 kinh nghiém chju trach nhiém cho pha n “Tiéu diém” va
nhirng pha n khac. Nguoi bién tap cho “Tiéu diém” d4 u tién 1a
Jonathan Kochmer d3 “thyc su dit vao d6 ra "t nhié u tinh cam,” —
Lovejoy nhé lai. “Mdi ‘Tiéu diém’ s& c6 mot chu dé va mbi ngay 1a sy
thay d6i méi. Va né u nhitng quyén sach Jonathan mué n dit “Tiéu
diém” nhung khong c6 bai binh luin, anh s& vié t nhanh mét bai. Vi
thé”, [Tiéu diém] thay ddi tir vi tri chi 14 tap hop cac quyén sach c6
kém binh luan dugce chon ngau nhién tré nén con hon mot muc xa
luan.”

Bezos, Kaphan va Barton-Davis 14 nhirng nguoi @& xuéng cho
nhitng trang Web stic tich, va thuong dung thuat ngit da tré nén ra 't
phé bié n trong thuong mai dién tir 1a “mua si m khong ma sat” vi du
nhu gitt cho toan b qua trinh mua si m cang nhanh va don gian
cang t6 t. Khach hang truy nhap, tim nhiing tha minh mué n rd i
mua no, qua trinh hoan ta "t chi trong vong d6i ba phut.

Amazon khai thac nhimg kha ning tim kié m nang cao cua Web
bi ng cach cho phép nguoi dung thue hién cac viée tim kié m theo
tac gia, tua dé , chu dé , ngay xua t ban va nhirng tir khoa thong qua
toan bo danh muc va sau @6 thu hep pham vi tim kié¢ ' m hon nira.
Thém vao cong cy tim kié m co ban, Amazon.com cung cA p thém
hai dich vu cho nguoi dung do 1a Editors (Nha Bién tiap) va Eyes (Cai
nhin). V6i Editors, nhitng bién tap vién tai gia cia Amazon.com sé&
cung ca p cho khach hang nhing goi ¥ vé cac quyén sach hay — 14"y
co so la viéc mua hang trude d6 cua khach hang — ma nhirng bién tap
vién nay da doc tir cac muc xem trudce sach hay nhirng bai phé binh
nang cao. Eyes b4o trugc cho khach hang su c6 mit cic quyén sach
cta cac tac gia ma ho yéu thich hay chu d¢  ma ho quan tam. Vi du,
nguoi sit dung dich vu c6 thé duogc tu dong bao cho bié "t khi quyén
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sach moi cia John Grisham xua t hién, hay né u c6 mét dich vu sach
moi trén thi truong.

“Pié uga nkeé tta tcalai voi nhau 1a ngdn ngir tim kié m duoc
x4c dinh bén trong toan bo hé thd ng, cho phép ban chuyén nhing
yéu ca u vao bén trong hé thd ng qua nhitng biéu miu chuan,” —
Barton-Davis néi. “Vi thé ", khi ban vira m&i hoan ta t viée tim kié ' m
nao d6, hé thd ng s& bié t yéu ca u nay 1a gi. Khi moét khach hang noi
v6i ban: “T6i mud n duwge cho bié 't vé  nhitng quyén sach nhu vay
trong tuong lai,” hé thé ng sé1a’y thi ¢ mi ¢ nay va gim sdn no &
dau d6. bé t6'i d6 va nhirng t6 i tié p theond sé1a y thi cma ¢ d6
cho chay lai trong co s¢ dit liéu [cua cac quyén sach], gid ng nhu 1a tu
ban vira g6 vao vay.”

Bezos dwa ra 101 thach thie vé sy tuong tac d6 i v6i cac tiém sach
truyé n tho ng. “Khong phai ching t6i dang thay thé™ céc ctra hang
b4an sach,” — anh néi trong mot cude phong va n nim 1995. “Mot
trong nhitg dié u thi vi vé sach nhu mét san pham 1a nguoi ta di
dé”n hiéu sach pha n vi nguoi ta mué n mua sach, pha n khac vi
ngudi ta mud n dit chan d& n mét noi dé chiu. P 1a thach thuc
khié n ta "t ca nhitng cira hang sach tuong tac phai lam sao tao trang
Web tré nén cang ha p din cang to t.

Chiang bao lau cong ty duoc tra tié n tir vi khach hang 4 u tién.
“That 1a thich tht khi ban ¢ nguoi khach hang da u tién ma khéng
phai 12 nguoi than,” — Bezos noi vui. Khi don dat hang dé n, “T4 t ca
nhan vién dé u ndi: ‘Cac anh cb bié t nguoi nay 1a ai khong? Toi
khong bié 't nguoi nay. Nay, con anh? Anh bié t ngudi nay chi?””

Barton-Davis cho ra ng s& 1a mot ¥ kié n tuyét voi né u c6 may do
cho bié "t trang Web hoat dong s6i ndi nhu thé” nao. “Nho n6é ma
ching ta theo ddi duoc viée budn ban vao cud i mdi ngay hay mdi
tud n,” — anh noi. “S& tha m thia hon ra t nhié uné u ta bié t duoc
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mot thuong vy dang dién ra ngay ltic nay. Né u hém nay ci mdi phtt
dién ra mot vy, tud n t6i s& 1a 10 gidy thi quala dié urd ttdo tvé
mat tam 1y.”

Cud i cing anh ma héa may chu Web, dé méi khi cong ty thuc
hién thuong vu ndo, mét 1énh gui tin 16n ta "t ca cdc man hinh may
tinh trong cong ty, tao nén mot tié ng BEEP! va thong diép trén man
hinh lac nao ciing nha p nhay luong giao dich va s6~ sach da ban
duoc. HE nghe mot tié ng BEEP, nguoi cia Amazon.com reo 1én chiic
mung.

Chi dugce mot thoi gian thoi

M4 y ngay da u chi dién ra nura t4 giao dich, tié ng BEEP 1a dié u
gl méi mé tht vi. Nhung khi don dit hang b4 t 3@ udoé ndé n
thuong xuyén hon, tro vui ndy nhanh chéng cha ‘m dut. “That ngac
nhién khitd nso6” tha p (cua viéc ban hang) 1a cA n thié t.” Téi cur
nghi s& ra "t vui né u chiing cach nhau d6 10 gidy. Song hdéa rané u
ctr nim hay 10 phit lai c6 tié ng BEEP sé& dé 1am gian doan nhing gi
ban dang 1am trén man hinh may tinh. Hoic n6 dién ra trén cira so,
che ma "t tA m nhin nhung ban vin nghe tha y n6 ma khéng phan
biét duge véi cac tié ng beep khéc. Ban sé& ty hoi: “Chuyén gi day?
Minh c6 lam gi sai kh6ng?”

Ba ngay sau khi ra ma t, Amazon.com nhéin dugc e-mail cua ai d6
tir Yahoo!, cling 1a mot cong ty mdi toanh trén Internet. Nguoi bén
Yahoo! thich Website Amazon.com va hoi xem ho cé thé dwa n6 vao
muc “Pié u thi vi” trén Yahoo! khong. Lac d6, day 1 trang duoc truy
cip nhié unha 't trén Internet. “Anh ta néi chting t6i s& dugc truy
cap rA t nhié u, v né u bay gio khong phai 1a lac kéo moi nguoi téi
Website, chiing t6i ¢6 thé chd mot thang nita hoic ba 't cir khi nao
ching t6i mud n,” — Bezos nhd lai. “Ngay nay, né u mué n Yahoo!
lam dié u twong ty, ban s& phai tra ho 10 triéu USD.” Vay ma ho i do
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chi qua trao doi e-mail. Thé™ 13 bay tAm nguoi chiing t6i ng6 i lai véi
nhau, vira &n m6n Trung Hoa vira thao luan xem chdng to6i da sin
sang cho dié u theo cach dién ta cia Shel Kaphan 1a: "Rét dong thac
qua cai phéu nhé". Chiing t6i ban ma t ndm phtt rd i d6 ng thanh:
"Pugc, ching t6i cha p nhan".”

Kaphan tién doan nhu tha n, don dit hang nhu dong thac tran
qua chié ¢ phéu nhé. Tua n da u tién Amazon.com kinh doanh, cong
ty nhén vao cac don dat hang tri gia 12.438 USD nhung chi giao dugc
sO  sach tri gia 846 USD. Tié ng “beep” ban hang sau mot tud n da
duoc ta "t di va thay bd ng vin ban hién thuong xuyén trén man hinh,
xua t hién ba 't c ldc ndo né u cd ai mud n xem tinh hinh giao dich
trong mot gid hay ndm phit trude d6. Tua n tié p theo cong ty nhan
vao 14.792 USD4 dit hang va chi giao duoc 7.302 USD tié n sach.

Thoat @& u khé i luong du d&& mdi ngay 14 y hang mot 14 n tir cac
dai 1y sach ban si. Song dié u d6 bi "t @4 u thay d6i, Amazon.com dat
dé" n ngudng né u céng ty khong bi 't da u chay chwong trinh nhan
dat hang tir 10 gio 30 sang, ho s€ khéng du thoi gian lam xong viéc
nay trong ngay — boi ho phai diing chung mét may dé kiém tra so6~ thé
tin dung cung nhing tha khac.

Dusd don dit hang 1a twong d6 i nhé, noé van 1a 16n lao so voi
dié u cong ty mong doi. “Ké” hoach kinh doanh cua chiting t6i tham
chi bi "t 82 u khong gid ng véi nhiing gi dang thuc sy dién ra,” —
Bezos ndi. “T6i nghi dié u ching t6i da bo 15 14 Internet duoc hinh
thanh danh riéng cho nhimg nguoi sém dé6n nhan no tai thoi diém do.
Cho nén ta t ca nhitng ngudi tham gia tryc tuyé n, du chila con s6
kha it 6i so v6i hém nay, nhung dang 1a nhitng nguoi mud n thir
nghiém nhimg dié u méi mé.”

La nha ban 1¢ sach tryc tuyé n hang 4 u, Amazon.com nhanh
chéng tré thanh mot trong nhirg Website thuong mai néi tié ng,
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duoc str dung va biéu duong rong rii nha t, cung tng dié u ma cong
ty goi 1 “su tuyén lva c6 thim quyé n” cua hon moét triéu tya sach véi
gia canh tranh. Du cong ty luéon lap danh sach 1,5 triéu tya sach trén
trang Website, chi ¢ mot triéu quyén 1a duoc giao dich that sy. Mot
cuu nhan vién cho bié "t ho 1am vay dé sau d6 cong ty cb thé tuyén bo~
14 da thém vao 400 ngan tya méi). Trong thang da u tién tryuc
tuyé n, Amazon.com giao hang khi p 45 qué ¢ gia va 50 bang. P& n
khoang thang Muoi, cong ty danh da u ngay da u tién dam nhan 100
don dit hang. GA n mot nim sau 13 100/gio. (Sau cung 100 don dit
hang trén phut da tro nén binh thuong). Cac khach hang dang tim
nhimg quyén it nguoi bié "t dd nhié u nidm va khi sach d& n tay ho
dé u bao cho ban be bié t.

Va cong viéc con dé n dap hon khi Netscape dua Website
Amazon.com vao trang yéu thich “Dié u mdi mé.”

“T6i nghi quan trong la dung xem thuong van may trong kinh
doanh,” — Nicholas néi. “Amazon.com b t @ ubi ngva n A. Nim
1995, c6 ra t nhié u danh sach cic Website x& p theo thu tu chir céi,
va Amazon.com luon dung da u danh sach. Theo t6i d6 1a dié uhé’t
suc quan trong.”

Trong sd 1,1 triéu tya sich Amazon.com “giao dich,” 300.000
quyén ban tai Ingram and Baker & Taylor @& u duogc chié "t kha u
10%, va khoang 20 tua sach bia mé m va bia cing hang da u duoc
giam 30%. Mot nhom sach dic biét duoce tuyén boi nhan vién giam
dé"n 40%. Di nhién phi giao nhan cho méi quyén 14 3,95 USD tinh
vao cac khoan chié t kha u trong nhitng don dit hang nho, song d6” i
v6i nhirng ai mua vai cué n mét 14 n, gia cua Amazon canh tranh véi
khoan chié t kha u “sau” vo n di 1 chuyén binh thuong tai Borders,
Barnes & Noble va nhitng hé thd ng toan qué ¢ khiac. Amazon.com
con tinh thué” ban hang tiéu bang véi nhitng khach hang thudc bang
Washington. Mit khac, Amazon cling ma 't ca tud n dé giao mot
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quyén khong thudce hang bestseller va tham chi con 1au hon véi nhiing
sach it tié ng tam.

Ho id6 cac don dit hang phat sinh 14 m chuyén to mo tic cudi.
Dao thang Tam, mot khach hang dat mot ta sach chi c6 manh mo i
chung 14 chit “Marsha” xua t hién trong mdi tya. Tén khach hang
khong phai 1a Marsha. Thang Chin, trong mét 14 n giao hang nha m,
mot tA m anh 16n chup toan khoa bénh vé~ da that dep duoc goi
nha m cho mét khach hang. T4t nhién nguoi khach hang nay goi
tra, nhung lai thti nhan trong e-mail: “T6i vira sg vira thich thi ngd m
ta 'm anh 4"y ma y ngdy troi.” (Trong bd n nim sau, ciing nguoi
khéach hang nay dat g n 100 don dat hang).

Hang tud n, cAc nhan vién thu thap danh sach khoang 20 tua ky
cuc nha "t trong cac don dit hang, va Bezos sé trao giai thuéong cho tya
nao Iy tht nha t. Pay 1a ma 'y vi du: “Hua n luyén C4 vang bi ng ky
thuat hua n luyén C4 heo,” “Lam thé  nao thanh l4p mét da "t nuée
cta riéng ban,” va “Cudc s6 ng khong ban be.”

Céc lap trinh vién 1a Kaphan va Barton-Davis 14"y 1am hai 1ong vi
di doanh s6~ dang ting vin vut, hé thé ng van chay 6n va ho d& dang
xac dinh khu vuc ca n dugc hiéu chinh. “P6 1 nho ching t6i chi tAm
dé n ky thuat caa hé thd ng va thuc hién theo huéng dén da u phat
trién,” — Barton-Davis ndi. “Chting t6i 4@ ma ¢ nhié u 16i. R6 i cac
lap trinh vién va ky su ma cong ty nhan vao da chinh nhimg 16i d6 vi
ho am hiéu sdu mot s6~ chuong trinh — nhu Oracle ching han — hon
chung t6i, hodc ho c6 thé danh nhié u thoi gian hon chiing t6i nhi m
tap trung vao vA n d& nao &6. Téi tin rd ng nhiing quyé t dinh vé"
thié "t k&~ ma ching t6i da chon tir da u that sy don duong cho cong
ty tang truong ngoan muc.”

Trong ma ytud nl&da utién a’y, cong ty chua sin sang cho
kho i luong hang ban ra 16n lao. Cong ty khong thué ai lo viéc déng
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gbi. “Chting t6i c6 hinh dung lam thé” nao c6 du bing thong dé thué
thém nguoi lam viéc nay,” — Bezos nhd lai. “Dém nao chiung t6i lam
viéc cho mai téi nra @ém dé chuyén di 100, 200, 300 gbi hang mot
ngdy. Thé” 12 moi nguoi phai xim vao gitp.” Té hon nita 1a khong co
ban dong go6i, nén moi nguoi phai lui cui dong goi sach trén san bé-
tong, dan b ng CoreSeal 14 loai san pham gia v cing tu dinh vao
nhau ma khong dinh vao sach. “Cong viéc od n lung,” — Bezos ndi.
“Pa u gd iching t6i & am.”

Chiang ma 'y chd ¢ Bezos phai bao Nicholas Lovejoy: “Chiing ta
phai lo chuyén nay thoi. Phai mua dém d4 u g6 i.” Lovejoy “nhin t6i
nhu thé t6i 1a nguoi Sao Hoa,” — Bezos ké. “Nhung t6i ra t nghiém
tic. Do 1a giai phap toi chot nghi ra.” R6 i Lovejoy bao: “Thé” con
ma’y cai ban dong g6i?” “T6i cho d6 14 ¥ tuong thong minh nha "t
tirng nghe duoc trong doi,” — Bezos bat cuoi khi nhd lai. “N6 qua thue
cai thién ra "t t6 t moi viée.”

H6 14y véi moét nhom nhan vién, mdi ngudi 1am mdi th mot
chat, du 12 déng goi sach hay tra 10i e-mail cho khach hang. TA t ca e-
mail d& u qua dia chi Amazon.com duy nhat, duoc né i vao hé
thd ng va cd nguoi phai tra 101 — thuong 1a chinh Bezos. “Moi ngudi
1am viéc cham chi, trié n mién, nhung ching t6i duoc in hai bira
trua,” — Lovejoy néi. Ho ngd i quanh cac ban lén ma Kaphan dem
theo tir California (n6 khong vira voi nha cua anh ¢ Seattle) “va tha
ho trié "t Iy moi chuyén trén doi. Chung t6i nhu bi thoi mién boi
nhirng khia canh khac nhau cua kinh doanh: trang Website, nhirng
va ndé canhan.”

Lauralee Smith nh¢ lai nhimg chuyén bén 18 . Thay vi mua hoic
thué may photocopy va dit tai cong ty, td t ca viéc nhan ban dugc
thuc hién tai cira hiéu PrintMart, & cAch d6 ma "y toa nha. “Téi khong
c6 xe hoi, thé” 1amoét tud n ma yla n, t6i di bo 6m theo mot d6 ng
gia 'y to biang qua duong ray cho dé n luot r6 ilai mang ta t ca cac
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ban sao chép di ngang duong ray tré lai,” — Smith nhé lai. “P6 1a loai
cong viée khi ban ca n céc thié t bi viin phong, ban hiy tylo 16 i
dé ' n cud i thang dua ho hoa don va ho gop vao chi phié u cua ban.
D6 14 cach 1am viéc ra t khéc la.”

Pé van hanh noi dung Website, nhin vién cong ty phai nghién ciru
10 quyén sach méi mdi tud n trong khoang hon chuc céc thé loai sach
ban 1¢ — tiéu thuyé t, kinh doanh v.v... Ban d4 u toan bo néi dung
tong quat cua timg quyén sach trén Website, dugc cung cA p theo
CD-ROMs do cac nha phan pho i va xua t ban kém theo, va dugce tap
hop vao mot vung tap. Song thong tin khong 14"y gi lam nhié u ngoai
dir liéu vé thu muc nhu tua sach, tac gia va thoi gian xua "t ban. D6
v6i nhitng thong tin thém vao, Lovejoy thuong xuyén dé n Elliott Bay
Book Company, hiéu sach huyé n thoai toa lac tai khu vuc quang
truong Pioneer Square, ¢ cud i Pailo S6~ 1 cach ban doanh méi cua
Amazon.com ching mot dim. Tai Elliott Bay, anh nghié n ngdm sach
va ghi cha tur to bia boc ngoai.

Pé thém cacyé utd d6 hoa, Lovejoy quét cAc bia sach bd ng
may quét HP méi mua va vié t vai phd n mé m dé xir 1y pha n do -
hoa nay. Con viéc trang tri my thuat cho trang, anh xé p dung vai
quyén sach véi nhau — mot quyén dyng nghiéng tua cic cud n kia —
ré i quét cac gay cia ching. “Pd 1a pha n dé hoa co ban ma toi
chi c cac hoa sithié t ké ™ nhin tha y s& phat hai Ién, song né diém
xuyé t cho trang Website v6 n chi ¢ cai logo, con toan 1a chit,” —anh
noi.

Pé n lac c6 nguoi dua ra ¥ tuong chon riéng nhirng quyén sach dé
quang cio dic biét cho mot nha xua t ban. “Nha xua t ban s& ban
sach cho chiing ta véi chié "t kha u cao hon, ching ta sé gisi thiéu no6
nhié u noi trén trang Web nhi m quang ba sau rong hon,” — Lovejoy
né6i. bé thir nghiém ¥ tuéng, anh chon hi hoa mét cud n sach co
nhié u anh dep c6 tva Mét trdm ndm xuéng ghi-ta Gibson va bo ra
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ma y tud n vié t ndm trang trén Web cho quyén sach, g6 m ca bai
phong va n tac gia. “T6i cd  quét toan bo doan vin d4 uba ng pha n
mé m nhén dién vin ban, nhung ho i nim 1995 chuong trinh chay
khong t6 t14 m. Thé” 1at6icod” gd nhap chuong da u; chi mot cud n
sdch ma c6 bao nhiéu 12 di liéu. T6i nghi chi ¢ ¢6 1y do chinh dang
nao d6 nguoi ta méi mudé n mua quyén sach nay. N6 ra "t dep véi bao
nhiéu anh chup tuyét voi, t6i cho né xua "t hién khi p noi. Sau thang
sau chiing t6i ban dugc ban da u tién. RS rang 1a khong thanh cong.”

KINH NGHIEM AMAZON

Ngoai viéc cung cA p cho khach hang kha ning tié n hanh tim
kié 'm quyén sach hay tac gia dic biét nao d6, tv do duyét nhiing
quyén ma cong ty tuyén riéng nha m lam néi bat, va co hoi mua
nhimng quyén ban chay méi nha 't, Amazon.com con diy manh y
tuong tao ra mot cong dé6 ng khach hang. Cong ty nudi dudng tinh
cam nd i ké t ndy qua viéc khich 1¢ nguoi doc vié 't va pho bié n
nhiing bai diém sach (Amazon.com sé& dua 1én Website). Sy “tham gia
cua ctr toa” nay cho ngudi doc cam giie ho dang gép pha n vio tinh
hoan héao cua thong tin trén Website. Cac tac gia sach khong bi bo
quén trong phuong trinh nay; ho duge moi tham gia qua viée tra loi
mot loat cau hoi phong va ' n trye tuyé n. Nhu d3 lvu ¥ trude d9,
khéich hang cling c6 thé ding ky nhiing dich vy c4 nhan nhu Eyes va
Editors, tham gia vio viéc quang b4 va kiém tra tinh trang dat hang.

Qui trinh dit hang ra "t nhanh choéng; khach hang chi viée “click”
vao cai nat dé cho sach vao gio hang 4o cua minh. Né u anh ta d6i ¥,
anh ta dé dang 12"y sach ra khoi gio truée khi quyé 't dinh 1a n cud i
mua hay khong mua, ching khac nio tai mot hiéu sach truyé n
thé ng. Khi mua xong, khach hang chi phai “click” 1én ntit “mua” cho
bié "t s6 thé tin dung, va chon phuong thire giao hang trén menu,
g6 m ca nhiing 1énh giao hang qua dém hay qué cté” da dang. Goi
qua ciing 1a dich vu dugc tinh dé " n. Qui trinh dit nay xem ra ra "t
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thong thuong @61 véi hién nay, nhung vao dao mua hé nim 1995 néd
that sy mang tinh cach mang vi sy don gian ctaa no.

Khoéng gi6 ng nhié u nha ban 1¢ trén Web khac, Amazon.com c6
mot hé thé ng gitp cac don hang duoce luvu lai, ding ky va xi 1y cing
mot Iac va tie thi. Khach hang duoc bao ngay cho bié "t tinh trang cua
don dat hang, giao hang ma "t bao 1au, chi phi van chuyén va bao
nhiéu tié n thué” mua (chi riéng véi cu dan bang Washington) phai
tra. Cong ty lié n goi e-mail x4c dinh ta 't ca cac chi tié "t dd néu trude
d6; e-mail tié p theo cho khach hang bié 't hang mua da dugc van
chuyén. Bi ng cach ding mit khiu Amazon.com cua riéng minh,
khach hang c6 thé st dung Website Amazon.com theo tinh trang dit
hang cua minh thong qua nhirng dich vu giao hang da dang nhu UPS
va Airborne. Hé tho ng nay giam thiéu t6 i da cham tré va thong tin
giao dich sai, giap quang ba uy tin Amazon.com véi dich vu khach
hang ra 't tan tam.

“Viéc dié u hanh trén trang Web ra t, ra t t6 t, va trang Web
ciing rd”t nhe nhang, thong sud t,” — Craig Danuloff, ngudi sang lap
ctia iCat, mot cong ty phad n mé m thuwong mai dién tir n6i. “Mot
pha n 14 phai giit sao cho don gian. Tinh thich nghi véi cong viée cua
ching that hié m c6. N6 da thyc hién ding nhimg gi cA nlam. Pé ' n
nay tha "t bai 16n nha 't ciia cAc Website thuong mai 1a qué don gian.
Noi cach khac, chting khong thoa man nhu ci u cia ngudi ding; khi
ban mué n mua céi gi, ban khong bié "t phai 1am sao.” Trong nhiing
ngdy méi mé 4"y, Amazon.com ghi duoc nhié u diém tich cwe @6 i
voi cir toa Web ndi chung, nhimg ngudi “vira dé tha tha vira it khoan
dung nhat,” — Danuloff né6i. “Ho khong quan tAm chuyén cham hay
rét mang vi ho bié 't chuyén [tinh trang ky thuat caa Web ho i @6
ma]. Song né utd itévé mait hé tho ng ma ban ching chiu kha ¢
phuc, ho sé& vao cac dién dan va xé thit ban ra.”
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Ngay ngay da u Bezos da bié 't Amazon.com phai thié "t lap tinh
trung thanh caa khach hang. Thoat da u chinh sach tra lai hang 1a
khach c6 thé goi tra sach trong vong 15 ngdy, nhung sau kéo dan ra
dé"n 30 ngay. That ra Bezos c nha t quyé t bAm vao phuong chAm
“khach hang lu6n luén dting,” dié u nay d6i khi khié n Kaphan va
Barton-Davis tha "t vong.

Vi dy, vira ra ma "t trang Web xong, cong ty nhan mot don hang tir
vi khach s6 ng & nuée ngoai. Khach goi cho Amazon.com khoan dit
hang nhung khéng dting s6~ tié n. “Thé” 1a anh ta huy mot pha n
don hang, nén lac d6 ching t6i ng anh ta tié n,” — Barton-Davis nhé
lai. “Nhung r6 ianh ta quyé t dinh dit mua thém mot s6~ sach. Anh
ta mud n nhap don hang d6 vao don hang da dit trudc d6 va mud n
traba ngsoé con lai trude d6 va khoan dit hang méi.

Phan tng cua Jeff trude truong hop nay 1a phai chié u theo ¥
khéach. Khong c6 ngoai 1é trong chuyén nay. Dié u ngoai 1é duy nha "t
12 khi c6 ai d6 doi hoi dié u khong thé thuc hién 1a bsi d6 1a dié u
ba tkha vé mit vatIy. Ba ng khong ching ta phai tao ra pha n
mé m dap tng ding yéu ca u cua khach hang.”

Khi cac don hang da u tién bi tra lai, cong ty khong c6 phuong tién
dé xur 1y va luu giir chting. “Chung t6i goi yéu ca u cho Shel, nguoi sé
di thang vao kho dit liéu va cap nhat chiing,” — Lovejoy néi. “Ttr goc
do ké” toan thi day dang 1a 4&c mong. Shel gitp xac dinh cach xir 1y su
phat trién cua pha n mé m dé thich ung nhimg yéuca uvé ké toan
va vat 1y @ dié u hanh mét kho hang, nhu 14 viée xu tri hang do
khach tra vé ', cach giai quyé t hang tra vé  cho nha phan pho i, cAch
xoay x¢ khi sach hu hai hay bj danh ci p. Dié u gi xay ra khi mot
quyén sach bié n ma t? Va khi né tai xua "t hién?”

Du t t ca nhitng chuyén ngau nhién chiang c6 gi méi d6 1 véi nha
ban sach l¢, chung lai mai toanh do i voi nhirng ké chap chirng vao
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nghé dang dié u hanh Amazon.com. T4 t ca cAc nhén vién thua khai
thién lap dia 4"y — khong mét ai c6 chat kinh nghiém nao vé sach,
hoic trong viéc luu kho hay phan pho i ba "t ctr loai san pham hitu
hinh nao — phai tu tim ra cach giai quyé 't cua riéng minh. “That 1a
mot noi non ndt méi mé ma moi ngudi phai tim ra cach giai quyé 't
ding va 'n d&°,” — Lovejoy noi. “Ngudi ta c¢6 thé lam dié u d6 — mién
1a ho bié "t ké t hop dting dong co va ngudé n ning luong, thém vao
d6 14 ¥ chi chiju kho, th nghiém, ma ¢ sai 14 m va thira nhan minh
da saila m. Ching t6i thé hién tinh tha n vuot kho. Va ching t6i
bié "t nhié u k¥ ning. Jeff sanh soi cong viéc va Mackenzie ra "t ddi
tan tinh trong k&~ toan ciing nhu moi chi tié t.”

Vi cong ty nhanh chéng phat trién, Lovejoy phu trach viéc tuyén
ngudi. Mot trong nhitng nguodi da u tién anh tuyén 1a ban hoc tir
truong Reed College tén Laurel Canan, nguoi dang lam tho méce cho
mot cong ty xay dung la Saltaire Craftsman ¢ Seattle. “bung bo qua
dong gop cua Laurel,” — Barton-Davis noi. “Moét trong nhirng viéc
da u tién anh 1am 1a déng ma "y ci ban déng gobi tuyét voi. Anh hoan
ta t nha kho &é chiing t6i c6 chd that sy lam viéc. Ngay tir @ u anh 13
ngudi ra t nhiét tinh, ba t ké viéc anh phai dong géi sach va rd rang
14 6 niing luc tri tué @ 1am nhié u hon thé".”

Theo Barton-Davis, Canan yéu ci u dugc phép mua c6 phié u
cong ty. “That 1a mot bude nhay vot vé nié m tin. Jeff c6~ thuyé 't
phuc anh dung lam thé”, nhung anh vin mua. Anh cam ké tsé 6 da’y
va lam ba 't ct dié u gi c6 thé dé cong viée dem lai ké 't qua.” Canan
tié p tuc dié u hanh nha kho moét thoi gian dai. Du anh khéng ¢
chiat kinh nghiém gi v& viéc nay, thi ciing chang c6 ai khac &
Amazon.com c6 dugce kinh nghiém do.

C6 duoc Canan lo moi cong chuyén hang ngay trong kho, Lovejoy
cang tap trung hon vao viéc tuyén nhan su, sau ciing dem duoc hai
ngudi ban nita cling xua t than tir Reed College 1a Fred Eiden va
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Knute Sears. “Mic du viéc tuyén dung 1a trach nhiém hang da u cua
t6i, day bao gio ciing 1a nd lyc cua ca nhom. Jeff 1a nguoi quyé t dinh
cud i cung khi ching t6i tuyén dung ai d6,” — Lovejoy ndi.

Bezos déng cho minh mét ban gia 'y tir tA” m canh cira ngodi b ng
gd ép day gd n nim phan, cao 1,8m va rong 0,8m. Canh cira ning 36
ky, ba ng gd dan phu po-li-me, gi n vao bé n chan g linh sam viing
cha c. “Jeff dong hai cai @4 u con t6i déng bo n cai tié p theo,” —
Lovejoy noi. “Téi phai chinh lai A u trac cho cai ban cua Jeff. Jeff
khong dit tam gidc ding nén ban d4 u chiting hoi nghiéng nga.”
(Saltaire 14 cong ty truéc day Laurel Canan tiung lam viée, vé sau
duoc giao cho dong ta 't ca cac ban gid y cho Amazon.com, tinh dé n
nay da déng ma’y ngan cai).

Chié ¢ ban gia "y 1am tir canh cira cia Bezos rd rang da tré nén
biéu tuong cho tinh tha n ci "t giam chi phi cia Amazon.com (dé
danh cho khach hang gia ca tha p nha t). N6 da dugc néu l1én trong
cudc phong va n thuc té” ra t dai v6i Bezos (va da dugc thé hién
trong t4 m anh ding trén to Vanity Fair).

Thang b6 n nim 1999, khi Amazon.com cho ra trang Web da u
gia, chinh chié "¢ ban gia 'y da utién 4"y duwoc dem ra da u gia dé
gbp mot pha n cho Quy bao té n Cude s6 ng Hoang da Thé™ gisi va
nd luc bao t6 n loi ich luu vuc séng Amazon. Cudc da " u gia truc
tuyé n that cing. Trong s6 nhiing nguodi quyé t mua cho dugce chié ¢
ban 1a John Doerr (khong cé ¥ choi chir: Doerr phat 4m gi6 ng door
14 canh cira,) t6 chirc @4 u tu rui ro Kleiner Perkins va giam d6 ¢
Amazon.com ban cta Bezos 1a Nick Hanauer. Tié n thu duoc 1a
30.100 USD. Ai la nguoi mua duge? Chinh 1a me cua Jeff, ba Jacklyn
Bezos.

Trong nhitng niam khoi nghiép, Bezos lién tyc nhi ¢ nhan vién
ra ng khach hang caa Amazon.com khong ban tAm vin phong hay
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ban ghé” nom nhu thé” ndo; anh thuong xuyén cing ¢6~ dire tinh
cA nkiém. T4 t caban ghé” — trir nhirng chié ¢ ban lam tir canh cia
— d& u mua duoc tir cac cude da u gia hay ban giam gia, hoic ba t cu
noi nao ho tim tha "y ching.

“Pé n lac Jeff mud n chiing t6i dan mié ng nhan nho 1én @6 dac
cho bié 't ai d3 mua chiting va nho d6 chiing t6i da tié "t kiém dugc bao
nhiéu. Nhung chting t6i khong bao gid chu ta t dié u d6,” — Gina
Meyers, nhan vién kiém hoa d4 u tién cia cong ty nhé lai. “Anh lién
tuc cing ¢~ ¥ twong 1a chiing t6i dirng tiéu tié n vao nhiing tha
khong ca n, khi no6 dut khoat khong 1am lgi cho khach hang. Poi khi
dié u d6 co6 ¥ nghia 1 tiéu pha thém mot it dé cing ¢6~ cai ¥ 1a ching
t6i khong phung phi. Jeff c6 thé n6i né u [moét mén d6~ dac nom cob
vé ré tié n — ngay ca khi né c6 hoi 4"t mot chat — ching ta nén mua
no, boi nd cing ¢d” cai vin hda chudng gia ré va khong phung phi
tié n bac.”

“Chiting t6i tap trung manh mé trong viéc tiéu tié n vao nhiing thu
c6 tac dong dé n khach hang chir khong tiéu vi ching t6i,” — Bezos
noi. “Su gidu c6 cua ching ta bié n ma t ngay khi ching ta khong
phuc vy t6 t khach hang va d6 14 su that. Pié u @6 ting xay ra cho cac
cong ty trong qua khir... D6 dac cua chiing ta nom ra sao khong may
may tac dong dé n khach hang. Thay vi vy, hdy tiéu tié n vio nhing
tht tac dong dé n khach hang.”

Jeff duong nhu khong na m bi "t tinh cha "t mia mai trong
phuong cham a"y. Cung lic anh canh bao cic nhan vién dung phi
pham tié n bac, anh lai dié¢ u hanh mot cong ty phung phi co man
ndo 14 tié n bac vi chinh tinh khéng hiéu qua va sy thié u kinh
nghiém. Tuy thé ", anh dang xay dung mot cai gi ma bao nhiéu cac
cong ty khac — ca cii 1an méi — ra "t mud n ganh dua.
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Chu’dng 6 -
PHAT TRIEN THAN TOC

Tié n la mét 6ng tha y té ité nhung lai la nguoi da y té tuyét
VOTl.

P.T. Barnum

Du Amazon.com dé u din mang lai doanh s6~ khiém t6 n nhung
da yheahen 14 12.438 USD tua n1& 4 uva 14.792 USD tua n tha
hai, nhung khi & n tud n thor ba sut xué ng con 9.548 USD — cong
ty nhanh chéng can tié n. Theo vin ban luu tai Uy ban Chimg khoan
va H6 i doai, tir ngdy 5 thang Bay nim 1994, khi céng ty duoc thanh
lap, cho dé 'n cud i ndm 1994, Amazon.com thua 14 52.000 USD;
tong s6  thua 15 ndm 1995 s& 14 303.000 USD.

Mua he nam 1995 Jeff dung la “khanh kiét,” theo 161 Eric Dillon
khi d6 la nhan vién moi gisi chirng khoan lam viéc cho céng ty Smith
Barney ¢ Seattle. “Anh 4y can sach ngin quy riéng, gia dinh khong
con kha ning [gép vO n cho céng ty], va anh [s&] hé 't tié n trong
vong 45 ngay nita.” Moi canh cira nhu s p déng sap lai, “dtng 1a
khung hoang tra m trong; mot giai doan nguy ngap cho cong ty.”

Mic cho tinh thé” bi dat @6, “T6i khong ro Jeff c6 bao gio lo 14 ng
vé vA ndé taichinh khéng, boi anh qua tap trung vao k&~ hoach
cong ty,” — Dillon tu hoi. “Anh kién dinh trén con duong cia minh
dé n ndi ty nhién tin rd ng ty no sé lo cho nd.”

Pé 1am ro y thai do tu tin d6, Bezos da hoan toan sin sang cho
phA n con lai cia thé™ gioi dé n vAy quanh y tuéng cia anh. Anh sén
sang va san long ma t tié n trong ndm nim trudc khi thu loi nhuan,
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vané u anh khong thu dugc loi nhuan, ho c6 thé lap tic tai da u tu
cong ty dé phat trién Website. “C6 ra "t nhié u théi quen cA n duogc
hoc hoi danh cho nhitng ai mué n kinh doanh theo cich nay,” — anh
noi. “Quang canh nhitng ngudi mué n lam dié u méi meé va hy vong
mau chong kié m 1oi thi veong vai da y x4c ché t.”

Du ty tin @& n lanh lung, anh qua 1a cA n tié n. Anh néi véi nguoi
ban 14 Nick Hanauer — ngudi nhimg mué n da u tu tir ltic Bezos nay
ra ¥ tuong — ri ng: phai, qua that anh cd nvé nvaséquyé tla'y
truc tié p tir cAc qui @A u tu rui ro (rd t c6 thé 1a tur Silicon Valley)
hoidc mot vong van dong tai chinh tir dan cu Seattle. Hanauer, mot
ngudi dan Seattle g6 ¢ c6 quan hé rong vé mit c4 nhan ciing nhu
kinh doanh trong thanh phd”~, nha "t quyé t chon con duong dia
phuong va ra sirc thuyé t phuc Bezos, nguoi 12 thang s6 ng tai Seattle
da quen bié 't mét it dan dia phuong sin sang da u tu.

Tap trung vao viéc gy qui ¢ Seattle khong d& boi vao thoi diém
do, cong d6 ng da u tu “hvong hoa” trong thanh pho”~ that nho nhoi
so voi Silicon Valley. Chi trir vai treong hop ngoai 1€, doi quan triéu
phti cia Microsoft khu vyc Seattle chua trién khai hoan toan sirc
manh da u tu vao cac cong ty dia phuong mai ndi dang khat tié n.

“Hom nay né u ban mué n huy dong mot hay nim triéu USD cho
mét ¥ tuong hay, dugce quan tri to t, toi c6 thé 1am dié u do cho cac
ban chi qua mudi ¢ dién thoai,” — Hanauer néi. “Nhung ho i4 y thi
ra t kho. Boi vi ltic 4"y chwa c6 nhirng Amazon.com. Ngay nay
Amazon.com 12 biéu tuong nguoi ta dung dé ching minh ra ng ban
c6 thé kie"m hang tram triéu USD véi khoan da u tu “hwong hoa.” P6
chinh 13 phép an du cho kiéu d4 u tu nay. Nhung nim 1995 khong
phai nhu vay. Thuyé t phuc dugc ngudi ta vié t td m séc 20.000,
40.000, 60.000 hay 100.000 USD kho v0 cung.”
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Hanauer b t @3 usi p xé p cac cude gip g& cho Jeff v6i nhitng
nha d4 u tu tié m ning ma c4 nhan Hanauer quen bié t va véi
nhitng nguoi gidu c6 do ban bé cua Hanauer tié n cir. Ca dién thoai
da u tién Hanauer goi cho Eric Dillon, mét nha méi gisi chimg khoan
cao r4o, toc vang tudi do ba muoi 1dm, 12 nguoi da tung tham gia cac
thoa thuan da u tu vo n rui ro khac. Dillon tra 16i ngay 1a anh khéng
quan tAm, song vin d6 ng ¥ gip Bezos vi phép lich sy trude sy nai ni
cua Hanauer. Dillon hoan toan tin rd ng mé i quan hé cua anh véi
Bezos va Amazon.com sé& khong di xa hon cuéec hop a’y.

Truée cudc gip, Hanauer quan ngai v&  cach ung xur cia Bezos Vi,
theo su danh gia cua Hanauer, ban anh khong gioi trong nghé thuat
hoi tié n nguoi khac. “Anh 4"y khong bié "t cAch biéu hién con nguoi
minh ra,” — Hanauer nhé lai. “Jeff lac nao ciing 14 anh chang ha p
dan. Song strc ha p din d@6 chi c6 t6i 1a nhan ra ré nha "t chi khong
phai d6 1 voi moi nguoi. Vira gip Jeff Bezos t6i bié t anh s& néi nhu
c6 n. Nhung né u ban hoi h4 u hé t nhirng nguoi da timg gip anh &
Seattle ho inim 1995 1a anh c6 s& néi nhu mot ngdi sao nhac rock
khong, e rd ng chi co t6i 1a ngudi duy nha t khang dinh dié u d6.”
Theo ¥ Hanauer, Bezos khong phé dién pham cha 't “thong minh,
hoan thién va hé 't stre tap trung” cua minh.

Saula n gip g& da u tién vai Dillon, Hanauer cho Bezos hay
ma’y dié u khong 6n trong budi ra ma t cia anh. Pié urdnha 't
trong s6  d6 1a Bezos i khong noéi vé chinh tai ning néi troi va
thanh tich cia minh. “Hoédc anh khong du ty tin hodc qua y tir, ma
cling c6 thé chi vi khong bié 't tam 1y moi nguoi dé dwa ngay wu diém
d6 ra,” — Hanauer noi. “Jeff chinh 13 diém duy nha "t thuyé "t phuc
duoc nguoi khac. Khong ai bié "t Internet 13 gi, va kinh doanh nganh
sach trén Internet nim 1995 nghe ching to tat ma y. Lac d6 n6 chila
¥ tuong ngod nghinh. C6 ai mud n da u tu vao nhimg ¥ tudéng ngod
nghinh dau.”
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Dillon thira nhan 6ng khong dic biét 4 n tuong gi v6i budi trinh
bay cua Bezos ma 6ng dién ta 13 “hoan toan roi rac. N6 dién ra kiéu:
‘Chao, chting t6i c6 hiéu sach tryc tuyé n va t6i cho rd ng dang lam
dnra tté t. Nhung nhirng gi Bezos thié u sét trong 14 n trinh bay
d6 khong hoan toan tac dong dé n Dillon, 1 nguoi ghi nhan mot s6”
chi tié "t cuald n gip gd da u tién d6 khac véi cam tuong cua
Hanauer. “Jeff ha p dan t6i,” — Dillon néi. Lic @& n gip mit, 6ng
nghi khéng doi nao minh lai dinh véi Amazon.com. “T6i mé Jeff
Bezos ngay tir d@ u. Anh khat khao chay bong, 6c thong minh nguyén
so cta anh that hié 'm c6. Lai nita, anh vira méi xua t than ti D. E.
Shaw. Thé nén chting t6i c6 diém chung. Anh 12 mét trong s6” it
nguoi hiéu cach thie @4 u tw ma t6i dang thue hién. Anh ciing quan
hé voi Wall Street 1au nhu t6i, cho nén t6i c6 thé hiéu su nghiép cua
anh tai Bankers Trust va nhitng noi khac anh tirng lam viéc.”

Yé utd thuyé t phucnha t d6 i véi Dillon 1a Bezos da tir bo chd
1am huong ca triéu USD mot nim tai D. E. Shaw dé phiéu luu trén
Internet. “Chi tié t anh da tir bo chd 1am nhu thé” khié n t6i choang
ngop,” — Dillon néi. “Né thuc giuc t6i manh mé b "t tay hop tac voi
anh chang nay.”

Ciing trong budi trinh by, Bezos néi vsi Hanauer, Dillon va
nhimng nha da u tu tié m ning khac ri ng anh da tinh toan gi4 tri thi
truong cua Amazon.com dang 6 triéu USD. Taila n hop thu hai,
Dillon cho Bezos bié 't con s6 6 triéu USD ra "t tuy tién va khong dat
trén co so ndo ca. Ong hoi Jeff ddo daura con sd a'y. “Jeff tra 10i toi:
‘Eric, that tinh t6i da suy nghi chin chi n dé dinh gi4 nhu thé”™.” —
Dillon nh¢ lai.

Viéc dinh gia mét cong ty méi duge tinh toan b ng cach so sanh
no voi cac cong ty hién tai qua thanh tich da dat duoc trong cuing
nganh céng nghiép. Vi day 1a mua hé nim 1995, ching c6 ma’y cong
ty ban 1¢ hoat dong don thua n trén Internet kiéu Amazon.com c6
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duoc ban thanh tich ndo nén ra "t khé so sanh. Nhung Bezos c6 duoc
mot s6 thong tin cho bié "t cAc cong ty Internet khac dang ¢6” huy
dong vo n trong thi truong vé n ¢ pha n tu. “Jeff xoay s tinh thé”
ra t gioi,” — Dillon néi. “Chung t6i nang 1én lai dit xué ng. Cud i
cudc noéi chuyén, gia tri cong ty giam tir 6 xudé ng con 5 triéu USD, va
nhu vy s6 vO nban da u da dinh xong. Jeff néi: “Ong mic cara t
gioi. Ong nén vao ban tu va n cua cong ty nay.”

Du thoat nhin 1 triéu USD chénh léch trong dinh gia ban da u c6
vé khong nhié u, nhung that ra d6 12 con s6” khéng 16 boi no tac
dong 1én gia mdi c6 phié u cua cac nha da u tu gd6 ¢ d8 n 18%.

Theo da ting truéng cua cong ty, ké ca nhié ula n c6 phié ubi
chia tach, viéc ha tha p gi4 tri tir 6 triéu xud ng con 5 triéu USD cud i
cung da gitp cAc nha da u tw gd ¢ bo tai thém 10 triéu nita. “Co 18 1a
cudc thuong luong dinh gia 16n nha "t da timg thuc hién tai
Amazon.com,” — Dillon nhéan dinh.

Trong khi @6 Bezos ciing ndi chuyén v6i nhitng nha da u tu tié m
ning khac tai Seattle. M6t luat su lam viée véi mot nhém da u tu dia
phuong tié p xdc véi Tom Alberg, mot trong nhimg méi gisi vé
chinh trj va kinh doanh tai Seattle, va cho 6ng nay bié t v Jeff
Bezos ciing ¥ tuong ban sach trén Internet. Alberg t6 t nghiép
Harvard University va truong Luit Colombia University, gd n day
nha t @3 d4 u tu vao nganh dién thoai di dong, 6ng nay ban da u la
chu tich (kiém giam @6 c) LIN Broadcasting Corporation va sau d6 1a
phé gidm d6 ¢ dié u hanh cua McCaw Cellular Communications, Inc.
(ca hai cong ty nay nay la thanh vién ciua AT&T Corp). Nhan vat
Alberg it s6i ndi ¢ d6 tudi ndm ma "y ndy, cling vdi vi luat su ban da u
da goi cho 6ng, cung tham dy budi gip ra ma t v6i Bezos, ngudi soan
thao ké~ hoach kinh doanh cia minh qua 20 trang giay, va mot it
bang chié u tai chinh. M6t thd ng ké cho tha"y Amazon.com c6 thé
thd ng ké t6 n kho tvong dwong 20 14 n mét ndm so véi trung binh
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2,714 n d6 i v6i cac nha sach truyé n thd ng. Alberg to ra quan tam.
“To1 mé Internet,” — 6ng no6i. “Toi dang tap to dung Netscape. Toi
dang tinh xem 1am thé” nao dé 1am &n truc tuyé n nhu hd inhing
nim 1980, khi GE cho diing mét hé thd ng truc tuyé n that kinh
khung.”

Mot luat su khac ¢6 mit trong cudc hop 1a dai dién cho nhém da u
tu rui ro khac da “lam mot cudc kiém chung ra tt6 t, ra t mau muc,”
— Alberg néi. “Ong ta goi cho moi nguoi trong nganh xua t ban, 6ng
ta kiém tra trén kha p thanh pho . Ong ta kiém qua ca nuéc. Ong ta
ké "t luan Amazon khéng cé co hoi ndo boi [6ng ta nghi] khi Barnes &
Noble cho ra trang Web ho sé de bep Amazon. Barnes & Noble duoc
cac nha xua t ban chié t kha u ra t cao. Amazon khéng bao gio canh
tranh néi véi ho va sé& bi quét sach.”

Viluat sy 4’y tir chd i da u tu. Alberg hiéu nguyén do. “Sach vo
xem ra khong phai la thi truong thich hgp. T6i nghi mét trong nhirng
can tro 1on nha "t voi cde nha da u tu tié m ning 12 ta t ca ching ta
dé u thich @& n hiéu sach. Téi nghe nguoi ta néi hang trim 14 n nhu
vay ro i: ‘T6i chi mudé n mua sach ¢ ctra hiéu, tai sao t6i phai mua
trén Internet?””

Bezos c6 cau tra 1oi cho nhirng cau héi d6. Ong tin rd ng
Amazon.com sé& thanh cong vi né 1a doanh nghiép duy nha "t khéng
thé t6 n tai noi dau ngoai Internet. Ong cung ca p 1y do ciin ban nay
cho cac nha nghién ciru @& n tir Harvard Business School, noi tié n
hanh mot nghién ctru ndm 1997 va su hinh thanh cua cong ty:

Sach 12 mot trong it— c6 1& 1a duy nha t— nganh hang noi may
tinh déng vai tro ra "t hitu ich trong viéc ban san pham. Pa tir 1au,
cac hiéu sach st dung céc ban gid 'y cung ca p thong tin, noi ban
bude dé n va co ai @6 ding may tinh gitp ban tim nhimg gi dang
cA n. M4y tinh v6 n hitu dung trong viéc ban sach. Ban c6 thé
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hiéu véi luong hang khong 16 , viéc phén loai va tim kié ' m c6 ¥
nghia nhu thé” nao. Song d6 khong phai 1a diém chinh. Piém
chinh 13 ban c6 thé xay dung mot hiéu sach trén Web don gian vi
no6 khong thé td n tai theo cach nao khac. Web 1a nganh ky thuat
non tré. Né u mud n thanh cong trong khoang thoi gian tir
ngi n — t6i — trung binh, ban chi c¢6 thé kinh doanh nhing gi
dem t6i gi4 tri loi nhuédn vimg chd ¢ cho khach hang gi n b6 voi
gi4 tri mang tinh cach truyé n thé ng hon. V& cin ban nghia 13,
ngay lac nay, ban nén chilam viéc truc tuyé n khi khong thé lam
cach khac.

Nhitng gi Amazon.com c6 thé thuc hién truc tuyé n 1a thi hanh
mot mo hinh kinh doanh dya trén quan trj hoat dong kiém ké nhanh
chéng tir mot bo may dié u hanh da u ndo, téng chi phi tha p. M6
hinh nay dic biét hiéu qua vé @6 ng vd n. Vao mot ngdy zero, mot
quyén sach da duoc dit hang di vao kho chira cia Amazon.com. Muoi
tam ngay sau (la mic trung binh) mét khach hang s€ mua n6. Hai
muoi ngay sau, cong ty thé tin dung s& chuyén tié n vao tai khoan
ngan hang cia Amazon.com, 53 ngay sau Amazon.com s tra tié n
cho nha cung ca p. Pié u @6 cb nghia 1a Amazon.com s& huéng
pha n doirala 33 ngay na m giit tié n. Lam phép so sanh, khach
hang mua mot quyén sach tai mot cira hiéu truyé n tho ng trung binh
14 161 ngay sau khi sach vao kho. Hiéu sach thu tié n vao ngay thu
163, va tra tié n cho nha cung ca p ngdy 84, nhu viy phai tra trudc 79
ngdy. So sanh s& tha y Amazon.com véi 33 ngdy giit tié n d6 s& 1a
thuan loi 16n lao vé ngud ntié n. Bsiviha uhé tsd sach cong ty
chi @3t mua sau khi ban hé "t ching, né c6 tié m nang xoay vong trir
lugng sach tuong d6 i nho (ho 14y chayé ula sach bestsellers) 150
12 n mot nim, so v6i kha ning dao kho chua @@ ybo nla n coa cac
hiéu sach truyé n thé ng. Amazon.com nhan tié n cua minh ra 't
nhanh qua thé tin dung, cho nén trong chirng mét thang, n6 huong
mot khoan “trodi nodi” tié n khong chiu 13i sua t. S6~ tié n d6 cong lai
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1én t6i hang chuc triéu USD hang nim, gitip tra dang ké s6~ tong chi
cua Amazon.com.

Amazon.com 1a doanh nghiép s& xay dung trén nguyén ti c mg,
v6i nié m tin vimg cha ¢ 1a khi s6~ lwong khach hang ting, chi phi
van khong ting. Pié u d6 xem ra c6 ly. Khong gié ng mot cira hang
“nd ido6 ngcod ida,” xdy dung Website khong t6 n kém. Co s¢ ha
t4 ng ngoai vi da td n tai dudi hinh thirc cac may tinh ca nhan cua
khéach hang va cac n6é i ké t voi Internet, gitip cong ty vuon téi sd6~ cir
toa toan cA u tir ban doanh trung tAm. V6i nhié u khoan chi phi da
duoc xac dinh (trir viéc dap tang don dat hang va dich vu khach hang),
cong ty c6 thé van dung tié n mat thong qua viéc ban hang gitip bu
vao nhirng khoan chi van hanh. Ké t qua 1a né u Bezos ding,
Amazon.com s& c6 nhié u tié n mit hon @& da u tu vao hé thd ng va
dich vy, vi dy nhu khué” ch truong thuong hiéu, d6 ng tié p thi, nang
cA p tinh ning san pham va dich vu khach hang. (Di nhién nhing chi
phi da dang nay vé  sau hoa ra @it kinh khung). Céc vi mach ngay
cang ré va nhanh hon, bing thong mé rong hon tham chi c6 thé co
dan va hiéu qua hon ra "t nhié u. Sau ciing Bezos bié trd ngné u
ni m duge kiéu thire mua s m (va cac dir liéu thich dang khac) caa
nhiing khach hang truc tuyé n, anh c6 thé cung cd p mot dich vu doc
d4o & murc ca nhan héa ciing nhu phuc vu t6 t hon doi hoi cua khach
hang d6 i véi san pham.

Ty tin rd ng cang 16n manh, cang cé co hdi xay dung hé thé ng
hanh dong hiéu qua hon, Bezos tin ri ng Amazon.com phai phat
trién cang manh cang t6 t trude khi sy canh tranh phat hién dié u gi
dang dién ra.

Kich ban xem ra toan mét mau hé ng, song lic &6 Bezos van
khong chi’ ¢ khach hang c6 mau chéng thich nghi véi viéc mua hang
tryc tuyé n va giao dich v6i cai ma anh goi 1a “cong nghé chap chiing,
non tré ndy.” Anh néi véi mot ctr toa: “Pha n khoé khin nha t khi thuc
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hién dié u gi hoan toan mai cho khach hang 1a ho khong thich ung
v6i théi quen méi — du né tién dung 8 n may. Ngay ca khi co6 thé
truy cap Web tir ngay trén ban 1am viéc, ho cling khong nghi dé n
viéc quay lai ban dé dat mua mot quyén sach. Ho 1am dié u van
thuong 1am 13 dung lai trén duong vé  nha va mua mot quyén sach.”
Bezos tié t 16 trong ké” hoach ban da u 1a anh hy vong phai ma "t vai
nam kién tri gitip khach hang 1am quen méi c¢6 thé khié n ho thoai
mai mua sach truc tuyé n.

Nhung that hanh phiic ba "t ngod cho anh 1a dié u d6 da khong xay
ra. “VA ndé 1aho i @6 chiing to6i da bo qua chi tié "t hé ai dé n véi
Internet thi dich thi, theo cach goi cua cic nha nhan khau, 1a “nhimg
nguoi curu mang ban da u.” Pay 1a nhimg nguoi da u tién dung may
tinh, dung dién thoai di dong. Ho 14 nhitng nguoi 32 u tién 1am ta 't
ca moi thir. Nhitng ngudi nay dé dang hoc nhimg thoi quen méi. Ho
tié p thu dié u nay ra t nhanh.” Sy phat trién nay duoc hé tro boi
cudc tham do nim 1996 do Hiép hoi Sach My tié n hanh, cho tha’y
28% tong s6 nguoi mua sadch — ha u nhu dé u sir dung ki thuat truc
tuyé n. Nwra sd6 ngudi mua sach dudi @6 tudi nam muoi néi ho cb
khuynh huéng dit mua sach truc tuyé n. RS rang thi truong 1a ¢
da’y, va dang sin sang cho doi mot 6ng cha théng minh ba t1ay.

Du chua dua raba t ky cam ké 't chii ¢ chii n ndo, Alberg bi 4 n
tuong boi Bezos, nguoi thuong xuyén lién ké "t voi Alberg qua viée goi
cac thong tin vé doanh s6” hang tud n cua Amazon.com va cling bao
cho 6ng nay bié "t khi c6 cac don dit hang dé n tir cac bang va quod ¢
gia méi. “Ho6 i tuong lai, phai néi ngay 1 anh ta that thong minh, tan
tAm va ra t gioi phan tich,” — Alberg néi. “Duong nhu anh 4"y d3 suy
tinh moi th. Ban bié t nguoi ta chi c6 duge pham cha "t mot CEO
(gidm d6 ¢ dié u hanh) thanh céng sau khi dam trach chire vu @6 mot
thoi gian. Ngay ngy s6  mot, moi nguoi cir nghi Bill Gates ra "t thong
minh, song ho khong bié t rd ng ong sé& gioi giang nhu thé ™ tir khi
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con 1a CEO. Ciing thé”, Jeff gioi vé cac con s6 , c6 I& strc thuyé "t
phuc cua budi trinh bay khéng nid m & cac phan tich tai chinh vi n6
khong phai 1a ban k&~ hoach tinh théng nha"t. Tuy nhién phan tich
cia anh vé  thi truong ra t t6 t boi anh bié "t tra 1oi moi cau hoi. Mit
khac, nhitng dy phong trong phat biéu tai chinh nguyén thuy khiém
t6 n khong tin néi khi dem so vé6i thue té” da xay ra — va ching cho
tha 'y loi nhuan that nhanh chéng.”

Pé " nghi cua Bezos nim 1995 bao g6 m hai kich ban: phat trién
vira phai va phat trién nhanh. Pé " an phat trién nhanh cua anh du
bao khoan logi nhuin 49.504 USD vao cud i nim tai chinh ké 't thic
vao ngay 30 thang Chin nim 1997, trén doanh s6 ban 1 11.522.584
USD; kich ban ting truéng nhanh nhi m dé n khoan 16i 142.605
USD trén doanh s6~ 17.735.703 USD cua cling thoi ky. Pé ™ an ting
truong nhanh dé n ngay 30 thang Chin nim 2000 cho tha "y cong ty
da vuot mure 100 triéu USD doanh s6 . Sau cung thanh cong cua
Amazon.com ching ma y chd ¢ bié n cicconsd 4’y thanh tro cudi.

Nhung & chd riéng tu, Bezos giai bay nié m lac quan cua anh véi
cac nhan vién. “T6i nhé anh néi v6i t6i ri ng anh si” p xay dung mot
cong ty tri gia hang ty do khoang nam 2000,” — Nicholas Lovejoy néi.
“T6i tha y that budé n cudi song van yéu ngud n nghi liwc noi anh.
Anh 4"y that sy mu6 nthé .

Du khong luu ¥ voi cde nha da u tu tié m ning, Bezos ludn bié 't
ri ng Amazon.com rd ira s& khong chi kinh doanh sach ma con hon
thé” ra t nhié u. “Sach lu6n luén 1a khtic dao d4 u cua nhiing tha
khac,” — Lovejoy néi. “Dao 4"y t6i ra t mé choi thuyé n Kayaking.
[Jeff] noi: “Trong tuwong lai khi anh dé n v6i Amazon.com, t6i khoéng
muo n anh chi bié t lyc thong tin kayak va tim ta "t ca cac sach vé "
no6. Anh ciing c6 thé doc nhitng bai vié "t va didng ky mua cac tap chi
vé mon ndy. Anh cling nén diang ky mét chuyé n du lich ba ng
kayak @é @& n ba t c noi ndo minh mud n trén thé~ gisi dé choi
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mon ndy, va anh nén dit mua mot chié ¢ mang dé n tan nha. Anh c6
thé thao luan mon nay véi céc tay choi kayak. C6 du thir dé 1am véi
mon chéo thuyé n ndy va ciing nhu viy véi ta t ca cac tha khac.” Vién
canh dang ¢ @6, rd rang, khong mo ho . Khong con nghi ngo sach chi
14 diém khoi da u.”

Mary Meeker, nha phan tich Internet néi tié ng lam viéc cho
Morgan Stanley Dean Witter, doan tring phoc khi thao luan vé dinh
huéng tuong lai cia Amazon.com véi to Wall Street Journal ho i
thang Muoi Hai ndm 1999: “C6 1€ trong thap ky téi ching ta s€ nhin
vao sach va k& t ludn day 14 con ngya thanh Troy da xay dung lén
pha n con lai cua cong ty.”

Lac quan la thé”, Bezos vinrd tci ntié n. “Té6i mud n anh vié t
mot td m sée,” — Bezos u rii bao Hanauer. “T6i mué n ai d6 phai lam
gl ma khong ai chiu 1am, song dié u nay lai cA n thié t.” Hanauer
d6 ng y vié 't séc giao dich véi hop @6 ng c6 phié u. Khong 1au sau
d6 20 ngudi cling vié t séc, g6 m ca Tom Alberg. H4 u hé t c6 ménh
gi4 30.000 USD, theo 16i mét trong nhimg nha da u tu tu nguyén do.
Cud inim 1995, Bezos sau cung thu duge s6 v6 n 1a 981.000 USD.
“Né u phai huy dong nim triéu, anh 4"y khong thé 1am nhu vay
duoc,” — Alberg noi.

Long tin khép kin cia Bezos vé thanh cong cia Amazon.com ra t
mau thuan véi bai phat biéu cua anh nim 1998, ké lai viéc anh huy
dong tié n. Hiéu duoc ndi nié m gian truAn ma cac cong ty mai ndi
phai dwong da u, anh néi vdi ctr toa tai truong Lake Forest College:
“T6i da e ngai chuing t5i s& tha t bai. Tdi bao ta t c4 cAc nha da u tu
ban @4 ula chid c ho ma ttié n. T6i cho day 1a mét manh khén
ngoan khi ban 14"y tié n tir ban bé va gia dinh, bsi ban vin mud n
dugc vé nha &n 18 Ta on.”
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Boi Bezos 1a thanh vién duy nha "t caa Amazon.com truée d6 cb
kinh nghiém quan trj dié u hanh nén thang Muoi Hai nim 1995 anh
yéu ca u Alberg, Hanauer va Dillon lap ban tu vA n mic nhién cho
cong ty.

Thoi diém d6 Website Amazon.com nhan duoc 2.200 lugt thim
vié ng mot ngdy, mot con s6 kha ¥ nghia vao nim 1995 (noé sé ting
1én 80.000 lugt mot ngay khoang mua xuan nam 1997). Khi cong ty
buée vao ndm 1996, “moi thir nhu cud n ra khai cira, don hang
chdé ng cha 't va ching t6i bi t d4 u hiéu dié u gi xay ra tié p theo.
Chiing t6i cd n chuyén t6i noi rong 1én hon,” — Paul Barton-Davis
no6i. Trude khi ho c6 thé don di, cha nhan caa toa nha Ngbi Mau cho
Amazon.com tam thoi mé rong khong gian tir chwa da y 400 1én 700
mét vuong .

Du vay day van 1a khong gian bé xifu so v6i nhu ca u cua ho, “néd
duoc bai tri ra t hay; ra t ngd nghinh, khac xa voi cach sd p xé p cua
trung tam phan pho i cua ching t6i hién nay,” — Bezos néi. Thus 4y,
hé thé ng lam viée 1a d6 n d6 ng tryuc tié p cac don dit hang trong
kho va dat trong cac gié c6 dan nhan ghi tén ca nhan khach hang.
Nguoi ta c6 thé di ngang nha kho va nhin vao bé sach khach hang dat
mua. Xem cach mua sach cua khach hang “that tha vi,” — Bezos noi.
“Mot hom t6i tha 'y don dit mua ba cudé n sach g6 m: 101 cdch yéu
ché ng, 101 cdch yéu vo va Huéng din ké~ hoach Du lich Hawaii.
Nhin don dat hang t6i noi: “T6i nghi ching t6i bié t nhiing gi dang
dién ra ¢ day.”

P4 u thang Ba nim 1996, Amazon.com chuyén nha 1A n hai trong
nim thang; 14 n nay chi cich ma y khé inha vé phia Bi cs6 2250
Pailo S6 1 Nam, dé n tdoa nha hai td ng rong gd n 6.000 mét vudng
véi khoang khong gian rong lam kho. “Jeff no6i ching t6i s€ chi ¢ lai
toa nha nay trong vong sau thang; muoi thang 1a nhié unha’'t,” -
Barton-Davis ké. “Va t6i tu hoi anh ta dang néi gi vay. Ching t6i bude
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vao khong gian 4"y va nghi: ‘Anh dua chi ¢? Khong cé chuyén chiing
tala p kin chd nay trong sau thang? Khong ai qué say mé co so d6
nhung n6 14 noi t6 t nha 't chiing t6i tim duogc. Khong gian rong, cb
ma’y vin phong va phong 6 ¢ dé néi rong. Nom né nhu 6 thé du chd
cho bao nhiéu nim. Song trong thuc té~, chang bao 1au khoang khong
gian d6 lai chat cing. Nam thang 1 ciu tra 16i dting nha 't.”

Khoang @3 u nim 1996, Amazon.com dang trén duong dat muc
doanh thu trén dudi 5 triéu USD. “Chtng t6i ba t dd unhin tha’y
hién nhién 13 céng viéc kinh doanh ting truéng nhanh chéng nhu
thé” nao ma khong ca nx¢ilénva ndé’,” — Dillon ké.

THAM GIA POI NGU CAC NHA PA U TU RUI RO

PA u nim 1996, Ramanan Raghavendran, hd i4 y1a phu t4 cao
ca p tai General Atlantic Partners, mét cong ty da u tu tw nhan lén
toa lac tai Greenwich, Connecticut, dang lu6t Web va tinh co gap
trang Amazon.com, hd ia y van chu yé u 14 thuc thé vo danh @6 i
v6i nhirng ai 1a thanh vién cua cu dan mang. “T6i nha ¢ may goi ha
hoa cho Jeff Bezos,” — Raghavendran noéi. Anh 14 dai dién da u tién
ciia quy da u tu rui ro tié p xdc Bezos. Raghavendran 14 nguoi co
trach nhiém cao nha "t trong viéc tim kié ' m @4 u tu c6 lién quan
dé”n Internet tai General Atlantic, mét cong ty chuyén hd tro vo n
cho cac cong ty pha n mé m. “T6i ¢cd6 mot cude do i thoai phi thuong
v6i Jeff. Chung t6i ra "t tim d4 u ¥ hop boi t6i hoan toan bianh 4’y
thuyé "t phuc.”

R6 i Raghavendran ba "t tay vao viéc thuyé t phuc cong ty minh
ri ng Amazon.com la khoan da u tu t6 t. “Chuyén dé co6 vé thach
thuc boi General Atlantic 12 nha da u tu cho cac cong ty gip nguy
ngap con Amazon.com lai la cong ty méi ra doi,” — Raghavendran
noi. “Chung t6i ngac nhién sao ¢6 ai do lai quan tam,” — Dillon néi.

https://thuviensach.vn



“Né6i ngay,” — Jeff hoi. “Pié u nay c6 nghia gi? Chting t6i dang gia
bao nhiéu?”

Raghavendran va ma y d6 ng nghiép tir General Atlantic bay
dé n Seattle @é gip Bezos, Alberg va Dillon. “Ching tdi tié p tuc mé
cong viéc kinh doanh nay va dic biét 1a Jeff,” — Raghavendran ké.
Thoi gian ngd n sau d6, Raghavendran goi Bezos tir Hong Kong, va
phac thao noi dung thoa thuédn gitra Amazon.com va General Atlantic.
Né u Dillon nhé khéng 14 m thi General Atlantic & nghi da u tu
mot triéu theo tong v n thi truong 1a mudi triéu USD cua
Amazon.com. Raghavendran hién nay la thanh vién chinh tai Insight
Capital Partners tir chd i x4c dinh con s6~ chinh x4c nhung cho bié t:
“murc d6 4 u tu 16n hon [nhimng gi Dillon ké lai], nhung muc dinh gia
khong quéa cach xa nhirng gi chtng t6i da nghi.”

Pé  nghi cua General Atlantic dtng 1a ngué n nuéc mat cho
Amazon.com. “Ching t6i nghi that hoang duong né u ching t6i cb
duoc 20 hay 30 triéu,” — Alberg n6i. Moi nguoi tai Amazon nhan ra
ngay ra ng “né u ho sin sang dwa tié n cho chiing ta, ding 1a phai
kié 'm that nhié u tié n va xay dung doanh nghiép nay cang nhanh
cang t6 t,” — Dillon néi. “Khi t6i 14 n da u tién bude vao cong ty, Jeff
dang tap trung vao viéc lam sao thu loi nhuan ngay.” Nhung khi ba 't
da u nhan cac ct dién thoai tir cAc cong ty da u tu mao hiém, nhiing
ngudi chi chd 't tai Amazon.com 1am vao tAm trang ma Dillon dién ta
14 “diém giao thoa” khi “chting t6i thoi néi vé loi nhuidn ma ba 't
da u tinh dé n chuyén thé ng tri thi truong” va tao ra doanh nghiép
tri gid nhié u ty USD. “Chiing t6i ba t @3 u nhéin ra moi viéc 16n lao
hon nhimng gi chiing t6i da tuong nhié u; rd ng ching t6i dang dan
da u thj truong va ching t6i s& 1am ba "t ct dié u gi dé giit vimg vi tri
din dd ua’y. TA t ca d6 ngthanh: ‘Ching ta quyé t lam dié u do!
Chiing ta s& xay dung dic quyé n va s& lam sao cho dung di n.’
Ching t6i chuyén toan bo stirc manh tap trung 1én nhiing gi duoc tac
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dong boi xung luc dé. Chiing t6i c6 xung luc va phai gitr vitng xung luc
do6. Chung t6i cA n kié m ra tié n. Ching t6i mué nla cong ty da u
tién quang céo trén toan quo c.”

Céch tié p can caa Amazon.com khong hoan toan mang ddng tinh
tha n 1am chu doanh nghiép trong nhimg nim Internet méi thanh
hinh. Marc Andreessen, ngudi d6 ng sang lap Netscape, néi ngid n
gon: “Mot trong nhirg bai hoc cin ban 14 thi pha n hién nay sé& sanh
ngang voi loi tre v& sau, va né u ban khong tao duge thi pha n bay
gio, sau nay sé khéng thu duoc loi nhuin. Mot bai hoc can ban khac la
ba "t ky ai chié m dwgc khd i lugng thi pha n sau cung sé& chié n
tha ng. Nha "t dinh chié n thi ng.”

Robert Reid, tac gia cud n cac Nhitng nha kié n tao Web xua "t
ban ndm 1997, mo rong y tuéng do:

Lich sir phét trién kiéu nay da khuyé n khich tAm 1y va thai do
léch lac cua cac cong ty trén Internet; virt b hd u nhu moi Iy
thuyé t ba t ngud n tir kinh nghiém dui mai trong kinh doanh
nhi m xiy dung doanh nghiép theo dtng phuwong phap, cic céng
ty trén Internet da tié p thu 16" i kinh doanh phét trién bd ng
moi gi4, khong cA n loi nhuin, danh 12"y cang nhié u cang t6 't
thi pha n thyc thé trudce khi ai @6 nhay vao. TaAm 1y nay duoc goi
1a: “Phét trién thd nt6 c.”

ba ng sau no an chira hai diém chié n lugce: Piém thir nha tla cac
co hoi trén Internet — du trong lanh vee pha n mé m hay ngan hang
—ra tméiva chua bi chié m ct, thanh thu ¢6 thé na m ba t duoc.

Th hai, nhitng co hdi ndy s& nha "t dinh mang @& n pha n thuong
16n lao cho nhitng ai gianh duogc chung.
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Boi thé” hé 't cong ty nay dé n cong ty khac trén Internet 1au linh
lao vao cude, tiéu hang do6 ng tié n trude khi thu duoc loi nhuén, vira
dé chop 14y nhitng @& nghi béo bs vira chié 'm 14"y thi ph4 n hong
tham gia vao cudc chay dua khai thac mo vang trén Internet, vdi hy
vong s& duoc tuong thuong ba "t ngo. Pay 1a thé™ gisi siéu phat trién,
siéu t6 ¢ d9, sifu t6 n tié n trén Internet.

“Phat trién tha n t6 ¢” nhanh choéng tro thanh ciu tha n ch tai
Amazon.com. Khi cong ty t6 chirc cudc da ngoai da u tién cho nhan
vién nim 1996, Bezos phat 40 T—shirt cho méi nguoi tham gia. Trang
tri trén mdi 40 1a dong chir “Phat trién tha nto c.”

Xung lrc ba "t da u khoi dong vao ngay 16 thang Nim nim 1996,
khi Amazon.com va Jeff Bezos 1a dé  tai chinh xu4 "t hién trén trang
nha "t to Wall Street Journal véi céi tit 16n “Chuyén gia Wall Street
da tim tha "y Nha ban sach 1y tuong trén Internet nhu thé ™ ndo.” Bai
b4o gy song gié dé n ndi trang Web “tro nén lan séng ngd m cam
xtc cho hang ngan nguoi yéu sach trén khi p thé™ gisi, nhimg nguoi
bo ra hang gio luc tim thu vién dién tar khéng 16~ cua né doc nhiing
nhén xét truc tuyé n tha vi cua cac khach hang khac — va dit hang ca
d6 ng sach.” Cau chuyén tich cue da y cam xtic nay ké lai 1am thé”
nao Amazon.com c6 dugc khach hang trén 66 qué c gia, g6 m ca
Bosnia, noi c6 trén hai muoi linh My nhé nha, trén viing da "t toi ta vi
chié n tranh nay, dat hang. Trung Gy quan d6i Clyde Cochrane III e-
mail cho Amazon.com tir Bosnia: “Pié u nay s& gitip viéc déng quan ¢
day dé chiju hon d6i chut.”

Can nguyén xua t hién cua bai bao then chd 't trén to Journal cb
thé 1a cudc hop ho i thang Ba nim 1996 cua Hiép hoi cAc Nha Xua 't
ban My. Phong vién to Journal hoi Alberto Vitale, khi d6 1a chu tich
nha xua t ban Random House, Inc., trong nganh kinh doanh nay c6
gl méi va ha p dan. “Téi bao anh ta: ‘Né u anh mud n kham pha cai
gi khac biét va that sy tha vi thi hdy dé n Seattle tham quan
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Amazon,” — Vitale néi. “Sau d6 anh ta vié t bai bao. Thé” 1a Amazon
1én bé phong.”

Va dang nhu vay. Bai bao trén to Journal tao ra ca hich chua ting
tha "y trong giao dich Website va cong ty gd n nhu bi nghet tho. “Quy
mo cia doanh nghiép cin ban ting g p d6i ngay hom d6,” —
Nicholas Lovejoy ké. “P6 1a sy 16t x4c vinh vién. Cong ty ci thé” phat
trién ngay hom sau, hém sau nira.”

Vé sau Bezos danh gi4 cAu chuyén trén to Journal vira 14 phic
vira 1a hoa. Béi Amazon.com chua chi tié n cho quang cio va chu yé u
dya vao 16 i truyé n miéng va quan hé cong ching, bai bao 1a dié u
phtc vi d3 gitip khang dinh nhié u dié u ciing nhu quang b4 cho céng
ty va kéo thém duoc nhié u khach hang moi. “Né u chting t6i xir sy
véi ho dang hoang, ho sé 1a nhitng nha rao giang cho chang toi,” —
Bezos noi. Jane Radke Slade chuyén vién dich vu khach hang cua
Amazon.com ciing d6 ng y: “Né u chting t6i khong xua "t hién trén
bia t& Wall Street Journal va ha u hé”t moi ngudi khong xem chiing
t6i 1 cong ty dang tin cay, ho da chang chia thé tin dung ra.”

Mit khac, bai vié "t cling thu hut sy canh tranh khi cho bié 't su
t6 n tai cia Amazon.com.

Tam thoi, Bezos va cong ty tri hoan quyé t dinh vé dé nghi cua
General Atlantic. Nho nhimg phan hé i tir cAc tié p xtic cua ho véi
Wall Street, nhilng nguodi & Amazon nhan duoc nhitng chi dan tich cuc
vé nhimng dié u dang dién ra trén da u truong da u tu vé6 n mao
hiém. “Chiing t6i hinh dung duoc kha nhanh 1 chiing t6i nén nghi
dé"n 50 triéu USD cho nhimng gi ching t6i s& gy vd n trong vong
tié p theo,” — Dillon noéi.

Cung ltic @4, ho thim do nhimng co hdi gianh 14"y cac d6 i tac
chié n lugc vé6i cac cong ty nhu cong ty truyé n hinh cap khéng 16
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TCI va CUC International Inc., mét cau lac b6 mua si m giam gia
ban hang theo catalog va dién thoai méi vira tham gia tryc tuyé n.
Khoéng cudc néi chuyén nio trong s6 nay di dé n théa thuian. CUC
sau d6 doi tén thanh Cendant va sau ciing mua Book.com.

Cong ty da u tu v n mao hiém ma Bezos va nhiing nguoi khac
ra t mud nla Kleiner Perkins Caufield &amp; Byers, cong ty hang
da utrong da utu vé6 n mao hiém ¢ Silicon Valley, cong ty nay da
gép vO n cho cac cong ty nhu Netscape, Intuit, Sun Microsystems,
Compaq, Marimba, @Home va Macromedia. Thanh vién ling lay
nha 't cua Kleiner 1a anh chang cao ga y 1éu nghéu deo kinh L. Lohn
Doerr, ngudi ting dugc phong 14 “hién than cua Web” va duoc nhié u
nguoi xem 13 4 nhin tha 'y dugc sitc manh tié m ning cua Internet
trude moi ngudi khac. Mot trong nhirng cha thuyé t chinh cua Doerr
trong chié n lugc @4 u tw 14 tao ra cai ma anh goi 14 keiretsu — tié ng
Nhat dung chi mang ludi cong ty thuong mai chung véi su lanh dao
dan cai nhau va da u tu lién hop duge nd i ké 't véi mot ngan hang
trung tam.

Phién ban s6 hoa cia Doerr vé  keiretsu 1a mot mang luéi co
quyé n loi qua lai giira cac cong ty thuoc Kleiner Perkins. Vi du hing
pha n mé m Quicken Software cua Intuit ké "t hop v4i Netscape
Navigator; va Netscape cuing Macromedia la nhirng nguoi cvu mang
ban d4 u cia cong ty phA n mé m Java thuéc Sun Microsystem.
Lanh dao cua nhirmng cong ty nay gip nhau thuong ky dé xay dung va
cing ¢c6  quan hé cling nhu hd tro nhau trong cong viéc kinh doanh
riéng biét cua ho. “Keiretsu ba t ngud n tir nguyén ta  c: that kho
phat trién mot cong ty quan trong va cach nhanh nha "t va chd ¢
chi n nha 't @ tao ra mot cong ty quan trong mai 1a 1am viée véi cac
thanh vién,” — Doerr noi.

“T6i @é lai b6 n tin nha n dién thoai truc tié p cho John Doerr,” —
Eric Dillon nhd lai. “T'6i lam cong viéc ban hang su6 t ca doi. Toi
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bié "t cach ban hang. Téi d¢ lai tin nhi n mang ning noi dung budn
ban ha p dan chua ting thay. Ong 4"y khong tra 16i dién thoai cho
t6i 14 n ndo.”

Amazon.com khong phai khong c6 quan hé véi Kleiner Perkins.
Leslie Koch ho i d6 lam viéc véi tu cach pho giam do ¢ tié p thi cho
Amazon.com, bié t Doerr tir khi Koch con lam viéc tai Microsoft.
Tom Alberg tham gia ban gidm d6 ¢ cua Visio Corp., mét cong ty
soan phd nmé m do hoa dit co sé tai Seattle, véi Douglas
McKenzie mét @6 i tac cua Kleiner. Sau cung, khong bao 1au sau cudc
hop d4 u tién véi General Atlantic, Bezos nhan mét ¢ phon cua
Kleiner. “T6i dang trong vin phong cua Jeff thi dién thoai goi dé n,”
— Dillon ké “dai khai Jeff bao ho: ‘Chiing t6i da thoa thuan hop d6 ng
16m v6i nguoi taro i. Né u cac 6ng mudé n tham gia thi cd n phai thu
xé p tai chinh va c6 mit & ddy ngay mai.”” Bezos, Dillon, Hanauer
cung nhimg nguoi khac dang pha n cha n “vi chting t6i da c6 tié n”
tir General Atlantic. BA t chot Amazon.com tré thanh c6 gai ha p dan
nha t trong vii hoi.

Pién thoai a0 at d6 dé n cong ty tir nhimg nha da u tu vo n mao
hiém, nhimg ngudi mud n tham gia kinh doanh. “Chiing t6i dua
ra ng sé phai doi hé thd ng thu thoai véi cau: ‘Né u ban 1a khach
hang xin nha ns6 1. Né ulanha d4 utu vé6 n mao hiém xin nha n
s6 2. Bezos no6i anh da moi Doerr dé”n Seattle du hop va tham quan
hoat dong cia Amazon.com. R6 rang hai nguoi an y nhau trén co so
c4 nhan, nhung Doerr cho Bezos hay 1a anh nghi Bezos da thoi
pho ng khi dinh gia tri cong ty. Khong thoa thuan nao dugce ky ké 't
ngay.

Truéc ma t Bezos, Dillon va Leslie Koch c6 cudc hop véi General
Atlantic tai vin phong cong ty @4 u tu tai Manhattan. “T6i nhé minh
ngd ivéi Jeff trong vin phong cia GA dém trude cude hop, xem qua
cac mo hinh tai chinh ma anh si p trinh bay,” — Ramanan
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Raghavendran ké. “Ban c6 thé tuong tuong d6 12 mot mo hinh thai
qué. Anh 4"y phac hoa muc ting truong 800 triéu USD loi nhuidn ma
khong han dinh thoi gian nao ca. Téi néi: ‘Jeff, dié u nay c6 thé dang,
nhung véi mét nhém nha da u tu 130 luyén nhu vdy, anh nén ha
tha p du kié 'n xu6 ng.” Anh néi: “T6i nghi day 1a dié u ching ta si p
thyc hién.” ThAm taAm anh ciing tha 'y du kié n 4 y1a qua td m véi.”

Dillon goi cudc hop nay la “diéu vii sau cung” véi General Atlantic.
“Jeff dung t6i nhu anh chang gio d4 u chju bang trong viéc nay. T6i
ra t vui duoc 1am thé”. K§ niing cua t6i ma.” Sau mot gio rudi thao
luan, dé n lic thoa thuan dinh gia tri cong ty. “Ching t6i quyé t dinh
trude cudc hop ra ng sé chi nhan tié n tir [General Atlantic] né u ho
dwa ra muc dinh gia 13 100 triéu. Sudé t mot gio rudi do6 tdi khong noi
gl. B4 t ngd moi con mi t huéng vé  t6i. “Tdi ndi: ‘Ching t6i vin cam
tha 'y ca n phai can nhi ¢ ki nguyén ti ¢ trong hoat dong cua minh
— tim ra con duong t6 t nha t trong viéc nhan tié n. Hom nay ching
t6i chi sin sang ky mot thoa thuan véi cAc vi né u cac vi sdn sang dua
ra mirc dinh gi4 14 100 triéu? Moi nguoi tai ban tron mi t nhu thé bi
ai bop 14"y ¢6 hong. Ho that tinh mué n ky ké "t thuong vu nay. Ho
hiéu Jeff va hiéu doanh nghiép ndy. Song n6 qua xa su that — qua xa.
Chiing t6i dwa ra con sd 100 triéu boi né la con sé6~ vut dé n, gay
choang, chin dimg chtng t6i lai. Ngoai ra, ching t6i van s& ba ng moi
cach gitr dang ton chi hoat dong” trong viéc di tim nhing cong ty
da u tu mao hiém khac. “Sau @6 Jeff va t6i ra ngoai an to i, ctr cuoi
nga tsud tdém vé phan tng cua ho. Trong bién nién sir cia
Amazon day 1a ngay vui vé nha t.”

Kleiner chua chiu rat lui. “Ching t6i da phai canh tranh nhu dién
gianh quyé n da u tu cho Amazon,” — Doerr noéi. “Jeff tié p can
ching t6i gid ng cach Scott Cook cua Intuit da 1am. Jeff noi: ‘T6i s&
khong phd bié n 30 k&~ hoach 1am #n doc Sand Hill Road (14 diy
b4 t dong san thanh thé ™ cua giéi @4 u tw mao hiém). S& chang c6 ai
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bud n chd ¥. Thay vi vay tdi s& thong qua mang ludi ban bé dé tim
nhiing cong ty t6 t nha t va phu hop nha "t cho Amazon.”

General Atlantic quay lai v6i con s6” dinh gi4 50 triéu. “Jeff noi:
‘Chiing ta da c6 @& nghi 50 triéu. Thé” 70 hay 80 triéu thi sao?” —
Alberg ké lai. “Ly thuyé "t 1a ‘Hay tht nghiém thj truong nay di.” R6 i
Doerr noéi: ‘Chiing t6i c6 thé duara con sé6 40, 50 nhung lai dit 1én
ban thuong lvong nhié u hon va dang huong cong trang vi viéc lam
d6.” R6 i[General Atlantic] @& nghi murc tir 60 dé n 70 triéu” song
no6 con dua vao sy ba t ngd ma nhing dé  nghi céng khai trong tuong
lai c6 thé mang lai. “Ho dat @& nghi nay 1én ban. Chang t6i nhan mét
ban dé nghi tir tay ho; moi cai dé u troi chay.”

Sau cing m6 i nhir cia Kleiner Perkins 1am nghiéng can can. “R5
rang ching t6i thua vi hai Iy do,” — Raghavendran néi. “Thi nha t,
Kleiner dit da u chan phi thuong vao khong gian Internet va dié u
d6 kha ép udng, dié u thir hai, ching t6i khong tha "y hai long véi viée
dinh gia ké "t thic & mac d6. Trong mo i tuong quan véi tong gia tri
v n thi trudng cuia Amazon.com hién gio thi con s6~ nay vé nghia.

L& ra toi da cé thé giao dich véi muc dinh gia cao hon nhié u. Thuc
té” 1a GA con bj rang budc bai chinh nguyén ti ¢ da u tu cia no, day
14 dié u t6i tan duong, boi ban c6 thia ng, c6 thua.”

Bezos va cong ty quyé t dinh 1am #n vé6i Kleiner, day 1a khoan
vd n da u tu rai ro danh du. Song trude khi di dé n thoa thuan, Bezos
cA n giai quyé t mot chi tié t: Ai 1a nguoi bén Kleiner s& gia nhap ban
giam @6 ¢ Amazon.com? Bezos hoi Alberg ai 14 nguodi anh mud n yéu
cA u. “T6i noéi ching tanén c6~ kéo duoc John Doerr,” — Alberg nhé
lai. Nhung Bezos noéi Doerr cho bié "t anh ta khong quan tam viéc gia
nhap thém ban bé nao nira. “Nhung t6i néi ta nén moi Doerr.” Thanh
thu Bezos thuyé t phuc Doerr nhép hoi.
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Doerr ban da u tir chd i. Bezos choi tro “duwgc #n ca ngd vé
khong” — Dillon néi. “Jeff sin sang bo ta t ca.” Tuy nhién dé n cud i
ngdy, Doerr @6 ng ¥ tro thanh mot trong nhirng giam d6 c.
Amazon.com cha p nhan d8 nghi cua Kleiner 13 8 triéu tié n mit
dva trén dinh gia 60 triéu, mang dé n cho Kleiner 3.401.376 ¢b
phié u pho thoéng véi gia mdi c¢6 phié u la 2,35 USD.

“S6” tié n 8 triéu ching 14 gi so v6i nhitng gi hom nay nguoi ta
kinh doanh, ngay ca véi khong gian Internet,” — Alberg noi. “S6
tié n ching dang 1a bao.” Bi ng cach giit ty 16 d4 u tu cua Kleiner &
murc 13%, Bezos gi6i han giit viing gia tri c6 phié u cho cac c6 dong
g6 c. “Tuong tu nhu cau chuyén cua Microsoft,” — Alberg thém. “Ho
ha u nhu khong huy dong tié n tir nhitng nha da u tu bén ngoai.
Chinh vi thé” Bill Gates s¢ hitu s6~ pha n tram gia tri cong ty 16n
thé . Chinh vi thé” Jeff s¢ hiru ty 16 1én nhu vay [ban 4 u c4 nhan
anh 1a 42%, vdi 10% do gia dinh s¢ hitu]. Amazon.com chua bao gio
huy doéng vé6 n nhié u theo ciach ban quyé n s hitu c6 phié u trong
cong ty. Jeff ban ra "t it ¢6 phié u. Anh khong dé ma "t di d6 ng nao.”

Alberg ciing so sanh Bezos v6i xé p cii cia Alberg 1a Craig McCaw,
nguoi sau khi ban McCaw Cellular cho AT&T 14"y 11,5 ty USD nim
1994, quay ngay tro lai nganh kinh doanh vién thong véi cac cong ty
nhu Nextlink Communications va Nextel Communications. “Ai cling
nghi Craig c6 ¥ dinh ban di nhung 6ng khong 1am thé . Ong 14 chu
doanh nghiép chan chinh. Khéng chi vi tié n nong, ma chinh ¥ tuong
tin vao dié u gi d6 va hoan thanh né qua phuong thire 16n lao va tao
duoc tac dong manh. Craig c6 vién kié n 13 trién khai dién thoai
khong gidy trén toan thé~ gisi. Trong truong hop cua Jeff, d6 chinh 1a
stc manh cua Internet trong thé~ gi¢i thuong mai dién tir v6ita t ca
nhirng gi lién quan.”

Bezos no6i anh chon Kleiner Perkins boi “Kleiner va John la suc
huat trung tam caa thé gidi Internet 16n lao. Pugce cong tac véi ho nhu
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dang trong tong hanh dinh,” nghia 1a Kleiner s& ké 't hop t6 t theo
nghia 14 c4c lién minh chié n luge va tuyén dung dugc nhirmg nha
quan Iy kiét xua " t. Mot trong nhitng nuée di cia Doerr sau khi da u
tu vao Amazon.com 1a thuyé t phuc Scott Cook, chu tich cua Intuit,
tham gia v6i anh. Trong ban gidm d6 ¢ Scott 1 mot anh chang ra "t
ha p dan va chin chd n, Jeff hé "t sitc mong mud n c6 anh trong ban
giam d6 c,” — Dillon néi. “Anh da nin ni anh 4y.”

Doerr it thanh cong hon khi anh moi nguoi sang lap va chu tich
cia Dell Computer 14 Michael Dell gia nhap ban giam d6 ¢
Amazon.com. Theo 16i nhitng nguoi chia sé bi mat véi cac chi tié t cua
cudc dién dam, Doerr bao Dell ri ng: “Jeff Bezos 1a Michael Dell cua
Internet.” Dell dap lai: “John nay, t6i nghi t6i mdéi 1a Michael Dell cua
Internet.”

V6ingud nvé n cua Kleiner, vao mua xuan nim 1996
Amazon.com tinh t6i viéc 1én. “Chiing t6i s& tao dic quyé n va xay
dyng mot cong ty hing manh bé n 1au hong thé ng linh thij truong,”
— Dillon néi. Tir @6 vé sau, “moi cai ching t6i Jam dé u nha m phuc
vu muc tiéu d6. Liic ndy ching tdi c6 quyé n nghi t6i viéc chi ca triéu
USD vao mét chuong trinh quang c4o hoic ky ké 't dé xua "t hién trén
Yahoo!. Khéng gi can dugc cong ty liic ndy. Ching t6i s& 1am ba "t ctr
dié u gi, lam ta "t ca dé thé ng tri thi truong cua ching t6i. Chiing t6i
khong bao gio phai lo chuyén tié n bac nita. BA u troi kia méi 1a gisi
han.”
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Chuong 7 -
DO BO RAO CAN
La "y ta 't cd tai san cua téi di — nhung hay dé lai co ca u té chirc
va trong vong ndm ndm téi sé ¢é lai ta t ca

Alfred P. Sloan

V6iséd vO nda utu mao hiém di n tdi, Bezos bi t @@ u nhiém
vu phat trién tha nt6 c bd ng cach hing hai sin ling cic nha quan
1y bac trung, gidam do6 ¢ dié u hanh va nhan vién nha kho. P& n giira
mua hé nim 1996, tda nha tai s6 2250 Pailo S6~ 1 Nam chit cimg
nguoi va thié 't bi. TA ng hd m dé xe nhanh chéng chuyén thanh
khoéng gian lam viéc, viéc lam sau nay khié n Bezos dua: “Chiing ta 13
cong ty mai ndi duy nha "t ma toi duge bié t da khoi nghiép tir mot
garavarod ichuyén sang mot gara khac.”

Gina Meyers, nhan vién s6 40 nhd lai: “Khong gian vin phong
duoc tan dung hé "t ca. Nicholas Lovejoy, Mackenzie, t6i va mot hai
nhan vién thoi vy 1am viée trong khu nha bé p. Chiing t6i ba 't da u
ké ma 'y cai ban gid y. N6 chat, 6 nvara tnéng.”

Gitra khong gian hon don dién ra cac cudce hop véi cac chu nha
bing. Nguoi ta nhin tha 'y ho thuong ngd i giita cin phong, chung
quanh la timg nhom nguoi lam viée nhu dién va du cac loai ché —
g6 m ca con cho retriever 16ng vang tén Kamala cua Jeff va
Mackenzie v mét con corgy tén Rufus cia hai nhan vién maéi tuyén 1a
Eric va Sue Benson — chay nhang ca 1én. Du cac chu nha bing khong
quen véi khong gian sudé ng sa sbi suc nhu thé”, ho van sén sang chiu
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dung bai ho da doc cau chuyén ma u chd t ding trén to Wall Street
Journal vié 't vé  Amazon.com.

Meyers dugc tuyén tir Data I/O Corporation, mét cong ty chuyén
xt 1y dit liéu & Redmond, dam nhiém cong viéc @6 ng kiém hoéa va ds
da n Mackenzie Bezos trong cong viéc ké~ toan. Ngoai nhing lap
trinh vién, c6 la mot trong it nguoi lam viéc tai Amazon.com thuc su
duoc gido duc va dao tao theo dtng nganh nghé . Tuyén dung mot
s6 nguoi kinh nghiém 14 buée vu tién cha yé u dé gisi thiéu cong ty
ra voi cong ching; Amazon.com cA n chuyén tir hoat dong chi theo
ban ning va kinh nghiém, giao dich kiéu tié n trao chiao mtic thanh
doanh nghiép tuan thu cic nguyén ti c ké~ toan chung.

Nhi m xay dung vin héa hd tuong tir cin ban, Bezos tap trung
thué nhimg nguoi tuyét d6 i gioi giang ma anh c6 thé tim dugc, mot
pha n nho vao thai d6 khing khing cia John Doerr. Ty xem minh 13
“nha tuyén dyng vinh quang,” Doerr néi: “Trong thé~ giéi ngay nay,
c6vo sO~ ky thuat, vo sd~ chiu doanh nghiép, vo s6™ tié n, vosé vd n
da u tu. Thié u la thié u d6i ngii gioi. Thach thie 16n nha 't cua ban
sé la xay dung mot doi ngii tuyét voi.”

Paul Barton-Davis ké lai mot vi du ban 4 uvé  thai @6 khong
khoan nhuong cua Bezos trong viéc thué nguoi giéi nha t. Khi
Amazon.com tié¢ n gi n giai doan phéng di tir bé phong, “rd rang véi
Shel Kaphan va t6i 1a chting t6i cA n thém nguoi,” — Barton-Davis
né6i. “Ching toi thtic Jeff thué ngudi va ching t6i phong vaA n it nha 't
nira ta tmg vién. Cac cudc thao luan khong gay gt nhung c6 su khac
biét that su c6 vé trié "t Iy giita hai ching t6i va Jeff 14 liéu chiing t6i
c6 nén thué ba "t ct ngudi nao ching t6i gip khong. Thai do cua
ching t6i 1a dang cA n nguoi, mién 1a ho tuong d6 i kha va bié t lam
viéc 1a thué ngay. Thai d6 cua Jeff1a né u ho khéng ni m trong danh
sach loai A thi chang t6i khong quan tam,”
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Pié u tha vila hd ia 'y Barton-Davis va Kaphan ngai cong ty sé
khong thu hat duoe miu ngudi ma Bezos mud n “béi tai cong ty
chiing t6i khong c6 loai cong viéc mang tinh thir thach ma ho quan
tam,” — Barton-Davis noi.

V4 n dé nay hié m khi x4y ra. Ngay tir d@ u Bezos cho bié t anh
dang tim kié ' m nhiing nguoi “nghiém ttc, chim lam va théng minh,”
nhing nguoi bao dam du kha nang “di thué nhirng nguoi gioi. Khi
phong va n ai, t6i danh mot pha n ba thoi gian dé héi ho qua nhing
cAu soan san, dé chi ¢ ho c6 thué nguoi gioi duoc khong. Do 1a kiéu
“siéu” phong va n.” Anh phat biéu trén to Wall Street Journal 14 cac
giam @6 c thié u ty tin khi tuyén dung cac tmg vién vu tt “phai hiéu
ri ng né u ho khong thué nhirg nguoi 4"y, sau niy ho s& phai lam
thué cho nhitng nguoi tai ba 4" y.” V6i Bezos, chinh vi nié m tin ma
Amazon.com tié p tuc d& rao chd n tuyén nhan tai nhu thé . “Trong
nim nim t4i cdc nhan vién duge tuyén hom nay sé noéi: “T6i vui ming
vi da duoc tuyén, chi né u 1a bay gio thi t6i s& bi loai.”” Anh ciing
mué n thu hat nhimg nguoi c6 tai hay c6 pham cha 't — khong lién
quan dé n coéng viéc — nhu vé am nhac hay thé thao, nhiing dié u
1am ting gia tri cia ho vi “khi ban 1am viéc va "t va qua nhié u gio,
ban ra "t thich dugc ¢ bén canh nhirng con nguoi thi vi, vui veé.”

Eric Dillon tié n cir bd n nguoi ban 6t cho Amazon.com nhung
khoéng ai dugce nhan. “That kha ¢ nghiét,” — anh nhé lai. “Jeff doi hoi
ban phai néu thanh tich trong ba "t ctr dié u gi ban da lam. Va anh
yéu ca u ban phai thong minh. Anh quan niém theo Iy thuyé 't van
dong vién gioi nha t 1a van dong vién thong minh nha “t. Anh khéng
ma’y quan tim dé n kinh nghiém thich d4ng — bsi chang c6 kinh
nghiém nao 1a thich dang ca — ma chi chd ¥ nhié u nhimg nguoi
chirng t6 duoce qua thanh tich minh la siéu thong minh.”

David Risher 14 nguoi tro thanh phé chu tich ca p cao cua
Amazon.com tir d@ u nidm 1997 va ciing 1a ban cting 16p véi Bezos &
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Pai hoc Princeton, cho to Wall Street Journal hay 1a thay vi “quay”
cac ing vién vé kinh nghiém lam viée trude day cua ho, anh noéi vé
cAc gia tri, quan tAm c4 nhan va cach tié p can cAc vA n dé trong
cong viée dai loai nhu: “Ban sé& thié "t ké~ xe hoi cho nguoi dié ¢ nhu
thé” nao?” Theo Risher “nhiing tmg vién t6 t nha "t bao ho s& nat tai
va lai xe chay vong vong dé cam nhan gié ng nhu nguoi 14i xe bi
dié”c. Ho dat ban than ho vio tinh trang thé cha t va tinh tha n cua
khach hang dé kham ph4 dié u nhitng ngudi ndy ca n.”

Pié u kién chu y& u dé dugc Amazon.com tuyén dung 1a khat vong
quén minh cho tinh tha n tranh da u cing thing cua coéng ty, cho
van hoa hd tuong. “Ching t6i dang thay d6i thé™ gisi.” “T6i tim nguoi
giau thién chi,” — bién tap vién dié u hanh Rick Ayre néi. “T6i tim
ngudi xem trong cong viéc minh 1am, mét nhém nguoi mud n sé6 ng
c6 ¥ nghia, mud n su nghiép ciia minh ¢ y nghia, va chiing t6i dap
tmg cho ho nhirng dié u d6 bsi day 1a cong ty mang d& n cho moi
nguoi tié ng noéi va trach nhiém cho nhimg hanh déng cua ho.”

Ho6 i4 y qui trinh phéng vA n va tuyén dung cuc nhoc dé n ndi
cac giam d6 ¢ — vo n di c6 qua nhié u viéc phai 1am va mdi tud n
phai 1am viéc tir 60 d& n 80 gio — lai con phai bo thém nhié u gio cho
phong va n, nghié n ngim va danh gia cac don xin viéc. Cc giam
d6” c bo phan da phai phong va n ting ung vién r6 ivié t mot bao
c4o ghi lai nhimg gi d dwoc trao doi trong cuée phong va ' n, 4 n
tuong cua ho vé mg vién va nhitng cam tudng ciing nhu cach danh
gi4 thich dang. Mdi tng vién phai cung ca p ba d6 i chimg qua dién
thoai. Cac @6 i chung nay ciing dugc phong va n trong khoang nira
gio boi bé phan nhan sy, bo phan nay sau dé vié t mot ban tém ta t
cta ca nhimg cudc phong va n d6 nira. “Nhiing cuéc @6 i chung qua
dién thoai d6 ra "t cing thing,” — Maire Masco, mot giam d6 c dich
vu khach hang noi.
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R6 i mbi nguoi trong bé n hay nim nguoi da phong va n tmg vién
s& dugc 4 n cho chung 100 trang thong tin v&  ung vién d6. Mot cuu
giam d6 ¢ cua Amazon.com thuat lai cudc hop tuyén mét lap trinh
vién; phong hop rong nha "t ltc d6 chat nich nhimg nguoi c6 lién
quan dé n qué trinh tuyén dung nay. (P6 i véi vi tri 1ap trinh vién, cb
dé n ca chuc nguoi tro 1én ¢ lién quan). Nhimg trang niy bao g6 m
ban tém ta t ta t ca cic cude phong vA n cliing véi cac d6 i chung,
tom luoc 1y lich ¢4 nhan va ba mau lap trinh (cac 1ap trinh vién phai
cung ci p nhitng ma da vié t). Masco danh gia nhirmg mau nay 1a
“cong cu thong minh,” vi ching cho tha "y kha ning truyé n dat cua
tmg vién qua hinh thire vié 't. Cac ban vié t ndy ciing hé 16 con nguoi
bén trong cua irng vién va roi anh sang lén nhirng tai nang cung cac
md i quan tAm khac khong cA n thié t xua t hién trong cude phong
va n tiéu chuin hay don xin viéc. Mot s6~ ¢ng vién cho vi tri chim
séc khach hang con dua bai tho hay cai truyén ngd n; nhimmg nguoi
khéc 1a ban k& hoach kinh doanh. M6t phu nit dua cud n tiéu
thuyé 't ngd n tinh 4i. “Gap ai @6 tht vi du c¢6 hoi non nét mot chiat
ching t6i van tuyén, mién 1a ho bié "t hoa hop,” — Masco ndi.

Theo Masco, nhém phu trach tuyén dung thuong ngd ilai véi
nhau doc hang chd ng gid y to, ¢d uée luong minh da bo ra 80% thoi
gian dé Iic thi phong vA n ngudi ta, lac lai tham gia cac cudc hop kém
theo. “R6 i cudc thao luan bd 't d4 u. Trudce hé 't 1a nhimg 4" n tuong
ban da u: tan thanh hay khong tan thanh. Sau d6 ban di quanh
phong: “Pay la tmng vién phu hop cho vi tri nay? Khong hop vi tri nay?
C6 18 cho vi tri khac? P6 14 qui trinh r4 "t ha p dén, t6i ra "t thich.
Nhung cling mét ril nguoi.” Mic di 40 ngudi da u tién trong bo phan
dich vu khach hang duoc tuyén theo cach d6, cong ty van nhan vao
ra t nhié u dai dién cua bo phan nay, @& n ndi sau ciing ho phai nho
mot cong ty tuyén dung dia phuong gitip mot tay.
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M3i d& n d4 u nim 1997 Bezos vin phong vA n ting nhan vién &n
luong va quyé t dinh tuyén hay khéng tuyén nguoi nay. Pay 1a cach
duy nha "t dé bao t6 n tinh c4ch viin hoa nay. “Jeff c¢6 thé nhin ra
nhirng diém t6 t hay x4 u noi con ngudi ma khong ai nhin ra,” —
Glenn Fleishman n6i, anh dugc nhin vao thang Chin nam 1996 trong
cuong vi 1a truong bo phan catalog. Nhung Fleishman con nhé ¢ 14 n
Bezos gap sai sot.

Fleishman va c4c truéong bo phan khic dang thao luan viée tuyén
mot vi tri cd p tha p khong doi Bezos phai tryc tié p tham gia. Pang
cudc thao luan thi Bezos goi vé van phong tir trén chuyé n bay va
tham gia ludn vao qui trinh xem xét ndy. Anh d6 ng y véi sy @6 ng
long cia moi nguoi la sé thué nguoi nay. “Sau khi Jeff cap may, t6i
xem qua 1y lich va phat hién nguoi nay khaild m mot s6 nim va co
ma’y 18i chinh ta,” — Fleishman néi. “Ngudi nay lai duoc tuyén vao
lam trong linh vyc cA n dé n tinh ti mi. Nhung chiing t6i cho ra ng
anh thira ning luc & dwoc nhan. T4 t ca ching t6i d6 ng v 1a s&
khong bao gid cho Jeff bié t, boi né u thé ™ nguoi nay s& khong duge
tuyén dung.” Nguoi ndy nay van con 1am tai Amazon.com.

Trén hé t, Bezos mud n tuyén nguoi thong minh. Khi gia nhap
Amazon.com vao thang Chin nim 1996, Fleishman cam tha y nhu
bude vao mot truong dai hoc xud t si cnha tthé gisi. VAy quanh
t6i 1a nhimg nguoi thong minh.” T4t ca cic tng vién dé u duoc hoi
vé ké't qua khao sat SAT (trd” ¢ nghiém hoc lyc du tuyén dai hoc) va
diém s6~ trung binh ¢ dai hoc, va né u diém s6 khoéng du cao ho c6
thé bi loai. K&t qua Bezos ludi duoc ra t nhié u nguodi xua tsi ¢ ma
anh theo dudi. Nhié u nguoi t6 t nghiép Ivy League (nhom cac
truong dai hoc néi tié ng mié n Pong nude M¥) va hai nguoi 1a Dana
Brown, truéong phu trach dit hang va Ryan Sawyer, pho giam do ¢
chié n lugc phat trién — tung nhan hoc béng Rhodes Scholars tai
Oxford.
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“Ching t6i vao Pai hoc Harvard, MIT va DPai hoc Columbia nhi m
thu nap nhiing ngudi xua t si ¢ nha t ma chiing t6i c6 thé tié p can
duoc,” — Brown néi. Anh 1a ngudi @& n Amazon.com véi bi ng cir
nhan khoa hoc chinh tri va tié ' ng Nga, mot ba ng cao hoc tié ng Nga
va khoa hoc chinh tri Pong Au, Pai hoc Rutgers. Nam 1996, hd i méi
thanh lap, “chiing t6i it nguoi nhung kha khé khin thuyé t phuc ho
dé"n lam viéc cho chting t6i vi luong tha p — 35.000 USD mét nim
vé6i ai c6 B.A. Chiing t6i khong du ha p luc. Khong ai bié "t chiing toi
14 ai. Khong c6 canh moi ngudi xé p hang cho duoc phong va n.
Tuyén duoc muoi ngudi la may 13 m r6 i. Nhilng nguoi phuy trach
tuyén dung kha bi quan.”

Scott Lipsky, nguoi gia nhap cong ty vao thang Bay nam 1996 véi
vi tri pho gidam @6 ¢ mé rong kinh doanh, sau mét thoi gian 1am coéng
tac dié u hanh tai Barnes &amp; Noble noéi: “N§ luc tuyén dung tai
Amazon that 16n lao nhi m hd tro phat trién, dié u nay ra t co ban.”

Lic da u Bezos lap quan hé véi Pai hoc Washington, khoa Khoa
hoc May tinh &amp; Ky thuiat. Anh thuong noéi chuyén véi sinh vién
trong 16p va dung truong dai hoc ndy nhu ngué n hd tro ky thuat.

TAO MOT NE N VAN HOA

Trach nhiém caa Bezos 1a hinh thanh mét né n vin héa hd tuong
tir nhimg con ngudi dé n véi céng ty tir nhimg cai né n khac coa su
hop tac lam viéc. “Trong canh tranh nguoi ta khong bao gio sao chép
né nvin hoa,” — anh noéi. Anh thuong bay t6 v6i nhan vién 13 anh
mué n c¢d mot noi “soi ndi nhung than thién.” Thye ra né u ban c6 ¥
tir bo tinh “vui vé than thién” @é c6 duoc su “cing thang so6i noi,”
chi c ban da lam dié u d6. Boi né u ching ta cA n t6 ra “sodi ndi” va
“ganh dua” hin chting ta da 1am dié u d6 trude khi to ra “khdng soi
noi cang thang.”
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Micosoft, cong ty da dinh hinh né n viin hoéa kinh doanh kiéu
Seattle h6 i thap nién 1990, 1a m6 hinh cho viin h6a Amazon.com
non tré. “T6i nghi ho tuyén dung nhan su gioi hon ba 't e cong ty nao
ma t6i duoc bié t,” — Bezos ndi. Ca ngoi Bill Gates 1 “anh chang
thong minh,” Bezos néi thém: “Pié u gy 4 n tuong cho t6i 1a hang
trim nguoi dudi truéng 6ng dé u la nhimg nha dié u hanh thong
minh dang nghia.”

Song Bezos dang tim cach tao nén mét b6 i canh an lanh hon mé
hinh Microsoft. “Chung t6i thuong bay to 1a ching t6i mué n c6 duoc
ban cha "t doi hoi kha "t khe nhu Microsoft, ma khong qua canh tranh
noi bo,” — Nicholas Lovejoy nhd lai.

Cam nhan do6 dugc Gina Meyers huéng tng: “Jeff sé no6i: ‘Ban co
thé gi6 ng Microsoft song khong ca n phai t6 ra tranh dua nhu
Microsoft dé tré nén mét noi 1am viée twong da” c.” 6 1a muc dich
phai theo dubi tir da u.”

Du Bezos c6 thé néi dé n viéc u6 n ni n coéng ty cua anh thanh
mot kiéu mau Microsoft khoan dung (mau thuin vé  cau chi?) nhung
thuc t& ", trong c6~ gi ng dé 16n manh tha n t6 ¢, chang chié n binh
Bezos c6 vé khoan hoa that ra ra 't dit di n, khong dung tht, 13 nguoi
khong e so chié n da u cho quyé n loi cia Amazon.com trén thuong
truong va chd n cong duong.

Bezos cfing néu FedEx nhu mot kiéu miu “béi né truong thanh tir
ch6 n vd danh ma thay déi ca dong lyc cua nganh céng nghiép. 6 1a
mot cai gl ma moi nguoi cé thé lién ké t. Anh no6i FedEx da khong dé
ma’ t kha ning kiém so4t ca nhirng noi ho khong thé giao nhan cac
kién hang. Anh mud n chdng t6i tié p tuc nd luc tié n t6i va dung
bao gio hai long véi vi tri dang c6.”
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Bezos ciing than phyc td m nhin va sy d6i méi cia Walt Disney.
(Anh tham Disney World it nha "t nim, sau 14 n). “Pié u ludn ludén
1am t6i ngac nhién 1a 6ng ta c6 tA m nhin manh m& bié "t bao,” —
Bezos noi. “Ong ta bié t chinh x4c minh mud n x4y dyng cai gi va
ké "t hop v6i mot nhém nguoi that sy thong minh dé xay dung né. Ai
ciing nghi s& khong thanh céng, con 6ng lai thuyé t phuc dugc cai
nha bang cho 6ng vay 400 triéu USD. Va 6ng da thanh cong.”

Bezos tin mot cha doanh nghiép khai da u cong ty s& hinh dung ra
md hinh viin hoa 6ng 4"y mud n c¢d, vard i cac nhan vién ban da u
4"y s& tié p tuc truyé n lia cho nhimg gi né n vin hoa 4"y dai dién.
Anh uéc luong ri ng né n vin hoa hd tvong & y vé sau sé 1a “su pha
tron cia 30% nhing gi ban & u ban mud n c6, 30% 1a do cac nhan
vién ban @4 u mang dé n, va 40% 1a tir sy ngau nhién. Pié u khong
hay 1a pha n ty phat nay mot khi xua "t hién ban da phai cha p nhan
n6 rd i. Thue su khong c6 cach nao thay doi duge mot né n vin hoa
hd tuong.”

Ngay tir ban da u, khong cé gi ngac nhién khi Bezos 1 “linh hé n
cta cong ty,” — Scott Lipsky noi. “Anh 13 nguoi 1anh dao bié 't truyé n
cam hing cho moi nguoi qua thanh cong cua minh, sy thong minh
sdng sud t cua anh, cac ¥ tuong cua anh — va su that 1 anh da c6
nhimg ¥ tuéng vi dai nay truéc bié t bao nhiéu nguoi khac.”

Trong khi @6 ng ¥ véi sy md ta cua Lipsky vé  tinh cach Bezos,
Gina Meyers nguoi truée d6 xua "t than tir cong ty Data I/0, cam
tha "y lam viéc tai Amazon.com “vin hoa hoi giy s6 ¢ mot chtit. Ra 't
hén don va moi cai thay do6i qua nhanh.”

Maire Masco, ngudi xua t than tir Aldus Corp. (thanh vién cua
Adobe Systems, Inc.) nhé lai lac 14 n d4 u vao phong va n va 6 lap
tire “bi mé hoic boi té6 ¢ d6 va sy nhanh nhay” cua cong viée. Aind’y
ta t bat toi lui. Tinh tha n tuong tro than hitu ra"t cao. Mot nhom
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phéng vién va quay phim theo sat Jeff. Lao cong mang ban ghé”, may
tinh vao. Ping 1a ba y ong v& to. T6i nghi: ‘“Tuyét qui. Toi mud n
lam viéc ¢ day.”

Vi nhié u nhan vién quan Iy méi nhu thé”, Amazon.com — dting
nhu Bezos d3 du doan — khié n khong gian s6 2250 Pailo S6” 1 tré
nén chat choi chi trong bay thang. Thang TAm nam 1996, ban quan tri
doi @8 n noi cAch ma y dim vé phia ba ¢ Columbia Building trén
Pailo S6 2. Chi cach mot kho i nha vé phia dong Place Market va
ma y kho inha vé phia bi c cua hanh lang ban 1¢ sang trong cua
khu trung tam, duéi bong nhitng cao 6 ¢ van phong vit cao long 13y,
day 1a mot trong nhimg kho i nha xo x4c cud i ciing trong ving.
Columbia Building toa lac & quang goc Wigland, tru sé truyé n gido
Holy Ghost Revivals, nhirng ctra hiéu mit tié n ban T-shirts hdn hop
cho du khach va bén kia khu phé~ vé phia Seattle-King County
Needle Exchange (va t6i khong ¢6 y n6i Space Needle). b6 1a ving
lan cin noi cac tay nat rugu thu gian trong cac con hém. Cac van
phong trong tda nha Columbia Building chi ciAch nhiing gi dién ra
trén duong phd mot bac cA” p nhé. Tham san son cii hoen vé& 't ca
phé. Tudng ra t cA n son lai.

Nha kho mé rong nd m trén Pailo S6 1 Nam cho dé n thang
Mudi Mot, 16 i chuyén dé n khong gian rong hon trén phé~ Dawson
Street thuoc khu nam Seattle. Tong cong cong ty da toa lac nim noi
trong vong ba nam. “P6 12 do k&~ hoach khong hay vi cong ty ting
truong ba t thuong, ban mud n nghi sao ciing duoc. T6i nghi mbi
cong ty c bd n thang 1a nén doi chd,” — Bezos dua.

Nha kho nhanh chéng phat trién nét vin hoa phu cua chinh no,
tach biét v6i khu vuc quan tri. N6 chia ca mot dao binh thé” hé X 1a
dan Seattle — cac nhac si, thi si, chuyén vién tin hoc, sinh vién — dao
quin h6 16 n 4"y hanh dién phé ra cac vé t xim, da kiéu khoen moéc
co thé, mau toc khong tim tha 'y trong thién nhién. Khéng la gi cuu
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giam do6 ¢ dich vu khach hang Jane Radke néi véi to Wall Street
Journal ri ng cd yéu ca u cac dai Iy tuyén dung nhan vién tam thoi
(ai duge thué vao 1am ¢ khu vuc kho @& ubi 't da u 6 vi tri tam thoi):
“Hay dwa dam lap di 4"y dé n chd ching t6i.”

Hon hai t4 nhan vién kho 4"y “la mét nhém nhac rock nhé ch
nhéc, cac nghé si d6i khat dang s6 ngla nho i quangay,” — E.
Heath Merriwether, thanh vién cia nhém nhan sy ban da u, no6i.
Nhin qua t4 ng kho thi tha "y “kia mot cai d4 u tia, no cai da u xanh,
chd khac 3 u xanh lam, chd no @3 u xanh luc. P 1a ddm déng ra "t
tré.” Chinh ning luong tré trung & y méi ba t kip t6 ¢ @6 ting truéng
tai Amazon. Po6i ngii nhan vién ban da u “that sy tao gd n ké t.
Ching t6i 1a n6 ng c6 t. Chung t6i 1a Amazon.”

Bezos x4c dinh tA m quan trong cua cAc nhan vién kho qua viéc
nhi cdinhd claird ngyé utd duynhi t makhach hangbié tvé
Amazon.com 1a Website va quyén sach ho nhan qua thu tin. Anh néi
khong ¢6 nha kho sé& khong c6 cong ty. Bezos ching minh 161 néi qua
hanh dong. Anh va nhié u giam do6” ¢ khac thudng xuyén phu mot tay
xé p va dong hang goi di.

T6inhé 14 n da u cb ai d6 trong nha kho goi anh 1 “Ong Bezos,”
— Merriwether ké. “T6i noi: ‘Goi Jeff thoi.” Anh chi 13 nguoi trong
nhom. Anh khéng bao gio ty diat minh ¢ vi tri cao hon. Khi Amazon
16n manh va tré nén ho tuong hon, nhirng nguoi khic dit anh 1én bé.
Nhung Jeff khong bao gio it minh vao vi thé” d4.”

Mot ngay thang Bay nam 1996, Bezos buéc vao kho va
Merriwether cting ma "y nguoi khac tinh co b4 n day thun tring anh.
Khong cham moét gidy, Bezos nhit diy thun trén san 14p te ba n tra.
Vai nguoi méi vao lam “kinh hoang vi t6i b n thun tring chu tich
cong ty,” — Merriwether néi. “Ho cang hoang hon khi vi chu tich nay
bd n tra.”
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Ho6m sau Al Gore tham cac van phong cia Amazon.com, giao
tié p qua véi bo phan dich vu khach hang va quay phim chyp hinh
quang ba. Tha y Bezos trén truyé n hinh than mat véi pho téng
tho ng My mot ngay sau tran chié n day thun “that khong tuong; nhu
trong tap phim Viing chang vang 4"y’ — Merriwether noéi. “T6i
mud n bay té dié unayvé Jeff Bezos: T6i mué n c6 anh cung phe
trong mét tran chié n bi n thun.”

Ngay ba thang Muoi Mot nim 1996, Amazon.com chuyén bo phan
phan phé i dé n khu vue rong hon 31.000 mét vudng trén phd’
Dawson Street phia nam Seattle. “N6 rong 16n nhu vé mié n qué —
ban khong nhin tha "y hang xém. Phong gii lao rong ba ng nha kho
cli,” — Merriwether ké. “Chiing t6i doan s& ching bao giv1a pda'y
chd nay. Chung t6i tinh s& & day nhié u nim. Ba thang sau da phai
lam viéc chen vai nhau.”

Budi t6 i ngdy ba thang Muoi Mot, cong ty t6 chire tiéc ming dja
diém mi tai nha kho méi véi ma "y thung bia (loai 40 1it) va d6 #n
do mét nha hang M2 cung ¢4 p. Nhu muo n ngau nhién khai truong,
giam d6 ¢ kho Laurel Canan rat ra mét cud n Nguyén td c Dilbert.
Cud n sich bestseller cua Scott Adams 14 tya sach da u tién
Amazon.com bd t da u goi di v6isé  lugng 16n, cho nén nha kho
cha 't quyén nay lén t6i tra n. “Laurel 13"y bia d6 1én quyén sach, xé
toac va ném tung kha p nha kho,” — Merriwether ké. “T4 "t ca chiing
t6i gidy xéo 1én no bai ai ciing ghét quyén sach va & n ngay hom do
cling vay.” Ban sach 4"y bi x6a khoi kho dir liéu. “Chd "¢ chd n ching
t6i khong mud n 14"y di ban sdch mot khach hang dang doi.”

T chire cua trung tAm phan phd i “1a mot qui trinh tié p dién,” —
Merriwether néi. Khi cong ty phat trién, né lién tuc thém vao cac hé
thd ng méi hoic cai thién nhirng hé thé ng dang c6, cho nén “Ban
phai thich nghi nhanh. Khi chiing t6i chuyén dé n trung tdm phan
phd i trén pho~ Dawson, cic nhan vién méi tham chi con phai uyén
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chuyén hon boi vira méi hoc xong dié u gi d6 thi tud n sau da thay
doi.”

Hai thang sau khi chuyén dé n nha kho trén phé~ Dawson,
Amazon.com sau cuing cling tuyén vao mét nguoi c6 kinh nghiém vé "
hau cA n (trude d6 ho chi tién dau giai quyé t da”y). Oswaldo
Fernando Duenas 1 dan My g6 ¢ M& 47 tudi, nguoi da 1am viéc cho
Federal Express trong 20 ndm. Duenas di 1én tir chan tai xé~ xe tai,
khi FedEx con dang trong giai doan dang 1én, dé tro thanh pho chu
tich ca p cao. Ong gitp xay dung cac tram trung tam ving cua FedEx
va giam sat sy chuyén tié p tir mot hé tho ng dit trung tam tai tram
trung tAm don doc tai Memphis. Ong ciing da tung 1a pho chu tich cua
phan khu My La tinh cta International Service System, Inc., cong ty
dich vu hop nha "t My La tinh 16n nha"t, noi 6ng giam sat mua ban,
tié p thi, hoat dong va quan hé khach hang cho phan khu va quan Iy
ma’ y ngan nhan vién. Khi 1am pho chu tich dié u hanh cua Amazon,
Duenas mang dé n trat tu va té chuc cho b phan kho va phan phé i
“H6 iy ching t6i c6 nhié u nguoi chua timg lam viée ¢ dau ca,” —
Gina Meyers néi. “Ho tu xoay x& va lam viée ra t t6 t. Song nho thé”
ho tu ddo tao va ching t6i khong phai quay lai tir d@ u vi moi viée.
Ching t6i ba "t @4 u nghi ngay téi viée tu dong hoa.”

Nhén vién vin phong vira méi tach khoi nha kho va thé” 1a xay ra
chuyén truc tric trong giao tié p lién lac, theo 101 vai cyu nhan vién.
Duenas dtng ra dam nhan han gi n khoang cach nay. “Fernando c6
thé noi chuyén véi moi nguoi,” — Nils Nordal, nguoi c¢é thoi gian
ngi nlam & bo phan dich vu khach hang néi. “Ong A"y c6 thé noi
chuyén véi mot cau 18 tudi hiat “co doc” trong nha kho, ma ciing cb
thé trao d6i v6i chinh Jeff Bezos. Ong 13 ngudi truong thanh coa cong
ty. D6 14 vai tro ndi bat cho 6ng thi thé~ trong giai doan di 1én cua
cong ty.”
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Tuyén dung Duenas 1 mot pha n cia qua trinh x4y dyng nén doi
ngil quan tri cd p cao ma Wall Street s& tan thanh. (Lic d6
Amazon.com ty niang ca p truée khila n a4 u ra véi cong ching
thuong mai). G4 n nhu sud t nim 1996, cong ty khong ngirng phat
trién ndy it mé rong bing thong quan tri, va Bezos chi dya vao Dillon
Alberg va Hanauer “chita chay khi ci n thié t,” — Dillon néi. “Ching
t6i c6  1am sao cho Jeff tap trung vao kinh doanh cang nhié u cang
t6 t.” Tir mua thu nim 1996 d& n mua xuan nim 1997, ngoai Duenas
cong ty con thué mot loat quan trj vién bao g6 m:

o Rick R. Ayre pho giam d6 ¢ kiém bién tap vién dié u hanh. Ayre
1am cyu bién tap vién dié u hanh vé " k§ thuat cho to PC Magazine
va da dua to PC Magazine 1én mang toan ca u. Ong ciing dié u
hanh dich vu tryc tuyé n cua tap chi bao g6 m Website truc
tuyé n PC MagNet, 1a mot pha n cia ZD Net trén CompuServe.

o Mark Breier ph6 giam d6 c tié p thi. Ong d4 trai qua hai nim r6 i
& vi tri twong tu véi Cinnabon World Famous Cinnamon Rolls va
1am trong bo phan quan Iy san pham cho Dreyer’s Grand Ice
Cream, Kraft Foods va Parker Brothers. (Breier v& sau tré thanh
giam d6 ¢ va CEO cua Beyond.com, nha phan ph6 ilé pha n
mé m truc tuyé n. Ong roi Beyond.com vao thang GIéng nim
2000).

¢ Mary E. Engstrom (vé sau la Morouse) pho gidm d6 ¢ xua t ban
vu, da timg 12 phé gidm @6 c tié p thi tai Symantec Corporation,
cong ty phat trién quan tri thong tin va nang ca p san pham
pha n mé m. Truéc cd da timg dam nhiém vj tri quan 1y tai
Microsoft Corporation.

o John D. “David” Risher pho giam d6 c phat trién san pham, nguoi
da trai qua sdu ndm ¢ cac vi tri quan 1y tié p thi va san pham tai
Microsoft Corporation, g6 m ca chirc truéng bo phan Microsoft
Access va sang lap vién cling nhu giam d6 ¢ don vi san pham cho
MS Investor 12 Website cua Microsoft vé da u tu cA nhan.
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o Joel R. Spiegel, pho giam d6 ¢ k§ thuat, ciing 1 cyu nhan vién caa
Microsoft, 1a gidam d6 ¢ phat trién Windows 95 Multimedia,
truong nhom quan tri Windows Multimedia va giam d6 ¢ don vi
san pham cua Information Retrieval. Spiegel nguoi da timg 1am
viéc tai Apple Computer Inc., Hewlett-Packard va VisiCorp., c6
kha ning d& dang tuyén dung nhié u lap trinh vién gioi.

o Scott E. Lipsky, pho gidm d6 ¢ khai trién kinh doanh, dé n voi
Amazon.com tir Barnes & Noble, noi 6ng la truong phong thong
tin cia ban quan ly siéu thi sdch B&N va truéng phong ky thuat
ban hoc thuat B&N. Lipsky c6 kinh nghiém bao quat trong phat
trién pha n mé m 1¢ va hop nha "t hé tho ng.

Lipsky nhan 50% luvong khi lam viéc cho Amazon vi: “Khi gap
Bezos va Shel Kaphan, t6i nhan thire ngay 1a doanh nghiép nay nha 't
dinh thanh céng,” — Lipsky néi. Anh bj thuyé "t phuc “béi su ké t hop
cua muc do nhiét tinh, tinh thong minh, suy nghi sang tao ngoai
khuon khé” vé viéc ban 1¢ sach, 14 linh vue chié ' m pha n 1én su
nghiép cia anh. Di nhién Lipsky nhan dugec mét sé6 quyé n mua co
phié u hau hinh, song anh phan tng: “Lam sao bié t dié u gi s& xay
ra voi ¢d phié u? Khong c6 gi bao dam ca.”

Mic du nhirng giam d6 ¢ dié u hanh méi o rang 1a nhan t6~ chu
yé u dwa Amazon.com qua giai doan phat trién k&~ tié p, “cora’t
nhié uvi ndé cing thing,” — Dana Brown néi. “Ho dugc trao cho
vi tri quan trong, lvong béng cao. Ho dwa vao kié n thire cua chiing
t6i vé cong ty dé hoan thanh muyc tiéu cua ho. Nhié u nguoi trong
ching t6i kho cha p nhan dié u d6. Tié n luong khong du tra cac
khoan vay cho chuyén hoc dai hoc. T6i tha "y nhu bi xtic pham. That
khoé @3 p ddi cude s6 ng. To6i lam viée 18 gio mot ngdy. Mud n dit
mua sach ciing ching c6 thoi gian doc.”

Ho6 i4 ycongty si p dit thém mot giam d6 ¢ — Patricia Q.
Stonesifer, mot tu va n vién quan tri déc 1ap ma khach hang g6 m ca
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Dream Works SKG. C6 ting 13 giam d6 ¢ ca p cao caa Interactive
Media Division thudc Microsoft Corporation. (La ban than cua Bill
Gates, c0 1anh dao t6 chire Bill anh Melinda Gates Foundation).

Thém mét thanh vién chu chd 't nita 1a Maryam Mohit, nguoi tré
thanh nguoi san xua t cua trang Web. Du khong phai 1a phé giam
d6” ¢, Mohit c6 nhié u anh huéng 1én viéc thié t k&~ Website va tinh
d6 ng nha t cac tinh ning hon ba "t ky ai trir Bezos, theo 101 ciia mot
cuu nhan vién céng ty.

C6 1& viéc tuyén dung quyé t dinh nha "t 1a chuc giam d6 c tai
chinh, nguoi c6 thé gitp cong ty ban cb phié u ra thi truong. Khoang
gitta nam 1996, Bezos da giao trang Web cta minh cho Joy Covey,
ho 14 ymoi 33 tudi va timg dat nhitng thanh tich ma Bezos ngudng
mo. La con gai mot bac si, Covey lon 1én tai San Mateo, California. Du
thoi hoc phé thong & do6 tudi 16, o tié p tuc kié m duoc tA m ba ng
twong duong tai Dai hoc California State ¢ Fresno nam 1982, va la cur
nhan nganh quan tri kinh doanh hang t6 i vu. Sau khi dat diém s6”
cao thtr nhi quo ¢ gia trong ky kiém tra ké” toan, c6 tré thanh nhan
vién k&~ toan cong c6 b ng ca p ¢ d6 tudi 19. T6 t nghiép xong,
Covey lam viéc bd n nim tai Arthur Young and Co. (gio 1a Ernst and
Young LLP) ¢ vi tri nhan vién k&~ to4n coéng chinh qui. (Nhiém vu
da u tién coa c6 1a @& m dau ¢ nha hang Denny). Covey tié p tucla’y
cac ta m ba ng d6i kinh doanh va luét, t6 t nghiép hang danh du ca
hai treong Thuong mai Harvard va Luat Harvard nam 1990. Sau tam
thang dam nhiém cong tac phu ta cho Wasserstein Perella & Co., la
cong ty tu vA n hop nha "t tai chinh va kinh doanh tai New York, dé n
thang Bay nim 1991 Covey tré thanh giam do6 ¢ tai chinh cua
DigiDesign, Inc., 1a cong ty chon ngiu nhién hé thé ng ky thuat s6~
vé am thanh va phA n mé m va gitip cong ty ban cb phié u ra thi
truong ndm 1993. Hai nam sau, DigiDesign nhap vao Avid
Technology 14 cong ty c6 co s& & Boston, chuyén phét trién hé thé ng
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truyé n thong ky thuat s6~. Sau khi phuc vu véi vai tro chuyén tié p
tai Avid & Boston, 12 pho giam @6 ¢ phat trién kinh doanh, Covey roi
cong ty vao thang Hai nim 1996 véi khat vong gi n bé véi mot cong
ty méi noi tai Silicon Valley.

“T6i timg duoc phong vA n boi gd n 40 cong ty ky thuat cao (bao
g6 m Excite Inc. va Marimba Inc.),” — Covey cho mét nghién curu tai
Harvard Business School bié t. “Téi ra "t dic biét du khong tap chi
vao mot vai tro nao. T6i mud n gop pha n tao nén cai gi ¥ nghia, t6i
mué n lam viée véi nhirng nguoi ciing nhém c6 pham cha "t cao, toi
muoé n dung doanh nghiép c6 mo hinh manh mg, pham cha 't tron
ven va t6i mud n cong ty nay toa lac tai khu vue [Ban dao vinh San
Francisco]” dé theo dudi khat cong caa c6 1a luét van bué m.

Thang TAm nim 1996, mot nha tuyén dung dié u hanh moi Covey
gip Bezos. C6 tir chd 1101 moi. Nhung ké sin da u nguoi ndy vin nai
ni va Covey d6 ng ¥ — chi vi chié u long — dé n dung bira trua véi
Bezos. Du tha y 6c hié u ky cia minh da bi thu hat vi ¢6 sy lién quan
cia John Doerr, Covey ma t 10 phut da u tién dé lap di lip lai 14 co
khong mu6 n chuyén dé n Seattle. “C6 no6i khong c6 chuyén sé roi
vung Vinh va mud n t6i hiéu ra ng budc ¢ 1am thé "~ chi phi thoi
gian,” — Bezos sau nay ké lai véi to Wall Street Journal. “Nhung sau
do6 chiing t6i ¢c6 moét bira an trua tuyét voi, vi stre ép qua lai cia hai bén
khong con nira.”

Sau cudc gap, “t6i khéng ngu dugce,” — Covey thuit lai trong nghién
ctru cia Harvard Business School. “T6i khong ngimng nghi vé
Amazon. Pay ding 1a thoi diém ‘hinh thanh c4 tinh céng viée.” Ngay
hom sau Covey goi Bezos va hoi xem ¢6 ¢6 duoc di vé hang ngay gitta
Seattle va nha c6 ¢ San Francisco hay khong, Bezos danh ba ng long.
Covey dugc tuyén vao thang chap 1996 véi tu cach 13 nguoi phu trach
tai chinh va pho giam @6 c tai chinh va quan tri. (Thang Ba nim
1997, ¢6 trd thanh thu ky va tha quy). Trong tam thang tié p theo,
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nhimg ngdy trong tud n Covey lam viéc ¢ Seattle va nghi cudé itua n
& San Francisco, truge khi chuyén hin dé” n Seattle vao mua xuan
nim 1997, kip lic dé dié u hanh viéc 14 n dd u ban cb phié u ra thi
truong.

Cud i nim 1996 khi Covey gia nhip, Amazon.com c6 150 nhan
vién va doanh s6~ 16 triéu USD. C6 lap tuc thié "t 1ap ché” do kiém
soat tai chinh nghiém ngat, va sau cing 14 p dat mot hé thd ng ké”
toan Oracle tri gia mot triéu USD.

Gina Meyers, nguoi dugce dua vao thuc hién hé thé ng ké™ toan
cian ban, 1a thanh vién cua nhém phong va n b6 n hay nim ung vién
giam d6 ¢ phu trach tai chinh. (Bezos con phong v n nhié u nguoi
hon). Meyers ké lai minh da bi 4 n tuong béi sy nhiét tinh va thong
minh cua Covey. “O vi tri CFO, ban gip nhié u ngudi ra "t than trong
trong cong viéc,” — Meyers néi. “Nhimng tmg vién khac cam tha’y
Amazon.com nén cham lai vi cong ty dang phét trién qua nhanh. Joy
c6 quan diém: ‘Chung ta s& 1am dié u nay ngdy mai, va hay lam né.
Joy suy nghi khong theo théng 1é va nhanh chéng ni m ba "t nhiing
diém quan trong. P4 1a mé hinh kinh doanh khéc véi théi quen ciua
ha u hé 't nhimg nguoi khac.”

Nicholas Lovejoy n6i don gian: “Khong ai nhanh nhen nhu Joy.
Moi ngay thir hai @& n Amazon c6 da dé n t6i va Shel, bo ra ba gio
budc ching t6i cho xem qua toan bo hé tho ng. Ma c6 dau phai la
nguoi chuyén vé hé thd ng. C6 hoi nhié u cau ra t hay, t6 ra cd hiéu
timg chat mot. Co 4"y c6 thé duong dA u hang d6 ng thong tin trong
thoi gian cue ngd n. V& mit tiéu cuc — Lovejoy cho bié t — khi phai
van dung cac “ky ning tuong tac con ngudi voi nhau,” Covey 14 chié ¢
may ui. C6 nghié n nat nguoi ta.”

Covey dem dé n Amazon nguyén ta c vé taichinh.La nda u
tién cac giam do c phai lam viéc trong pham vi ngan sach. Trudce khi
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Covey dé n, “téi chua bao gio ¢ ngan sach riéng cho bo phan va
khong bié 't gi vé&  linh vyec tai chinh cua coéng ty,” — Dana Brown cho
hay. “Ching t6i chi bié "t tié n toi lam viée. T6 chire that 1ong 1éo.
Chang c6 gidi han nao cho nhitng gi chiing t6i c6 thé 1am hay hoach
dinh twong lai. Gap dau giai quyé t d6. Joy Covey mé cho chiing t6i
t4 m nhin rong hon va buéc ching t6i bié 't ¥ thire vé  ngan sach, k&’
hoach va sy phat trién cua du 4n.”

Thang Ba nim 1997, Shel Kaphan, nguoi da u tién duoc tuyén
dung va 1a nha kié n tao hé thd ng ciin ban cia Amazon.com, duoc
dé " bat 1a phé chu tich kiém gidm d6 ¢ ky thuat. Nicholas Lovejoy,
nguoi lam viéc sat canh véi Kaphan, than tinh mo ta anh 1a “nguoi
quai go” song nhanh chéng néi thém: “Tdi yéu anh 4" y. Anh ¢6 anh
huéng ra t16n do i voi Jeff.” Khi d& cap t6i cac ¥ tuong tié p thi cua
Bezos, Kaphan “chinh 1a hinh tuong nhi ¢ nhé Jeff khong thé 14"y
vai thua che ma”t khach hang.” Anh thuong xuyén gat di: “Ho s&ra 't
ghét dié u do! Tié p thi nhu vay 1a vé van!”

Gina Meyers goi Kaphan 13 “chié” ¢ may cai d4 ng sau toan bo hé
thé ng” valy do 1a vi né da duoc tinh toan ky, dang tin cay vara 't
uyén chuyén. “Phai, chiing t6i c6 lic cfing nan vi gap truc tric, nhung
khi nghi lai, nhimg gi anh 4"y va mot hai nguoi khac da 1am that
khong thé tin noi.”

Kaphan dugc tuéong thuong ximg dang vi nhimg nd luc nhu thé .
Ngay 19 thang Muoi M6t nam 1999, Kaphan dugc to Forbes ASAP
danh gia 1a triéu phu giau tht 38 trén Internet, véi sd~ tai san rong
(trén gia v to) 1a 808,9 triéu.

That ra c6 nhitng lac hé thé ng xudé ng ca p rd. Trang Web
xud ng do ¢ vao thang Sdu nim 1997 khi mét ky bao tri dinh ky tao
nén vu truc tric may tinh, haild n nim 1998, bala n vao thang Muoi
Mot nim 1999, khi mot loat san pham méi duoc thém vao. Thang 1
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nam 1998, trang Web truc tric vao khoang 11 gio sang, va khong lam
viéc dugc ma y tié ng d6 ng ho . Thang Chin nim 1998, né rot
mang sud t 10 tié ngvisy cd dién ra dang lc bao tri dinh ky. Cong
ty thuong 5 USD cho khach hang nao vao trang Web ma khong dat
hang dugc. Hé thd ng cuia Amazon.com nhi m téi viéc khong dé xay
ra tryc tric trong nhirg ngay da u 4"y boi Kaphan bao gio cling yéu
cA u phai lam dtng cach. Mot s6 nguoi xem thai do cua anh 13 “bi
quan ky thuat.”

“T6i nhé timg chi tié "t nho hé i méi khai nghiép 4"y,” — Paul
Barton-Davis nhé lai. Khi cong ty chuyén vao toa nha Ngo6i Mau,
“ching t6i dot ngot biing nd vé cap mang, vi ldc do co6 babd n
phong ludé n day chd ng chit. Shel nha "t dinh ddi dan nhan 1én ca hai
da u day. Kiéu cong viéc 4"y t6i bo ngoai tai. Su thuc, khi chiing t6i
gip su co voi may nay hay may kia méi tha 'y ra 't d& vao phong rat
day ma khong ma t hang gio dé tim xem c4 n rat day nao. M6 i vu
tu ky thuat cua anh 1a mat néi that sy danh cho cong ty, cho tha 'y anh
bao gio ciing mud n moi cai van hanh dtng cach.”

TAO DUNG THUONG HIEU

“Pié utd i quan trong khi dit ké” hoach cho doanh nghiép 1a
hinh anh thuong hiéu ma ban trinh ra cho khach hang,” — Bezos noi.
“Va hinh anh thuong hiéu ban tao ra phai that su twong thich ra "t chit
ché véi nhirng gi ban c6 thé mang lai. Pié u d6 quan trong song doi
khi bi bé qua trong dié u kién cA u thanh.”

Véingud n tié n méi duge @6 vao, Amazon.com sau ciing cd thé
dimg ra quang cdo cho minh; dé n thoi diém do, cong ty chi yé u dua
va016 i truyé n miéng tich cuc va duoc cAc Website ling-xé mién
phi. Mua xuan nam 1996, cong ty thué van phong caa USWeb/CKS
tai Portland, Oregon, mét cong ty quang cao thudc ving Silicon
Valley @é dua ra chié n dich quang c4o sang tao da u tién. “Chting t6i
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chon quan niém 13 & Seattle nay c6 11 nguoi mud n ha guc Barnes &
Noble va Borders,” — Bernie Schroeder, nguoi thay mat Amazon.com
1am viéc véi gidm @6 ¢ sang tao Mahesh Murth, néi. “Song ching toi
khong thé bié n minh thanh anh chang David nhé bé ché ng lai ga
Goliath khéng 16 . Vay 1am thé” ndo ban xua "t hién trong tu thé” cua
Goliath khéng 16 ma khong bi xem 14 tha "t bai nhu Goliath? Va lam
thé” nao ban c6 thé givong cao 10i tuyén b6~ 12 Amazon.com ‘Hiéu
sach 16n nha "t hanh tinh’? C4ch duy nha "t ban c6 thé that su dié u
hanh véi thuong hiéu da duoc chung thuc do6 14 thé hién dié u gi ma
ngudi tiéu ding cé thé hiéu dugc.”

Né u Amazon.com — cong ty ma ha u hé "t moi ngudi chua tung
nghe t6i — dua ra muc tiéu nhu thé’, cong ty lam thé” nao @é vun
da p n6? Sau khi ba "t tay vao du 4n chirng mot tud n, Mahesh Murth
buée vao vian phong caa Schroeder va néi: “163 dé tai hon nhan. 798
sach vé ly di.” P4 1a sy minh hoa thong minh, htung h6é n cho kha
nang tap hop 16n lao cia Amazon.com. Hon nita ndé mo ra tron ven su
ké t hop 16i cué n cho mot chié n dich kéo dai.

“Chuang t6i lap tire lao vao kho thong tin cua ho, luc loi moi thir ho
c6 trong cac khu vuc va moi tua sach ho ¢6,” — Schroeder néi. “Chung
t6i tim ra co man nao 14 thé loai sach.”

Chié n dich quang c4o tao nha va vui vé g6 m nhiing cac tit 16n
nhu “16 quyén vé mAiu héi da u phéi nam; 128 quyén vé mil;” “859
quyén vé ni uin; 1.985vé #n kiéng;” va “460 vé chu nghia Mac,
gd m ca 33 quyén vé (dién vién hai) Groucho.” Nhitng quang c4o
hinh thirc banner mai goi nguoi trinh duyét: “Nha” p dé vao” Website
Amazon.com. USWeb/CKS con dua ra cic mit tié n cira hang vé tinh
trén khoang 600 Website, gitip ngudi truy cap trén mot trang vé
moén dn hay na u nudng cd thé siéu ké t nd i véi suu tap sach na u
an cia Amazon.com.
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Pha n 16n quang cdo danh cho cic phuong tién truyé n thong
duoc chay trén nhimg 4 n phiam 16n chi dao nhu to Wall Street
Journal, New York Times Book Review va USA Today, nhi m vuon
toi nhimg nguoi truong thanh hoc thue, hiéu bié "t; chi mot ty 16 nho,
theo Schroeder, 14 chi cho quang c4o truc tuyé n. Chang bao lau
Amazon.com bi t da u tié n hanh nhimg ké 't hop quang c4o chié n
luge voi nhimg co quan truyé n thong duoc quan tAm nha t nhu dai
National Public Radio, to6 Commentary, to Salon, t6 New Yorker, to
Atlantic Monthly va to Wired dé xay dung trong y thic nguoi tiéu
dung ri ng chinh Amazon.com mang d& n b6 suu tap sach toan dién
nha 't trén mang toan ci u.

PE'N GO CUA

Trudce stee 16i cud n manh liét cia Amazon.com, nha t dinh
Barnes & Noble sé burng tinh va cha y. Bezos tht vi choc tire ca B&N
1an Borders. Nim 1996, anh noéi tuy anh hiéu — nhung khong chia s¢
— thai d6 mién cudng khong chiu cam ké "t ban sach truc tuyé n coa
hai nha ban 1¢ khong 16 . “T6i nghi ¢ thoi diém d6 véi ho 13 hop 1y. Ho
du 1on dé tham nhap thi truong, “sau khi da duoc chuan nhan,” — anh
noi.

H6 i @6 Leonard Riggio, chu tich kiém giam d6 ¢ dié u hanh coa
Barnes & Noble, nguoi da xay dung cong ty thanh chudi 466 cta
hang, ndi v6i Bezos rd ng 6ng ta c6 ¥ mua mot pha n hoidc toan bo
Amazon.com, theo 161 Tom Alberg. “Len Riggio théng minh va than
trong; mot chié n binh duong phd~ New York kiéu mau,” — Alberg
noi. Riggio va em trai Stephen, 12 pho cha tich kiém giam d6 ¢ quan
tri B&N, “ba "t @4 u goi cho Jeff. Ho bao ho mud n lam dié u gi 6.
Ho khoéng bié 't cha ¢ chd n 1a ho mud n gi. Ho bao: ‘Anh dang lam
mot cong viée tuyét voi, nhung di nhién, chiing t6i s& gié "t anh khi
khi chting t61 khoi dong trang Web. Song ching toi van thich ban voi
anh lam chuyén gi d6.”
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Cud i mua thu 1996, anh em Riggio dé n Seattle ding bita trua
véi Bezos va Alberg tai nha hang dugc yéu thich ¢ Seattle 1a Dahlia
Lounge, noi da ding quay canh in t6 i trong phim Khéng ngui ¢
Seattle.

Alberg nho lai 12 anh em nha Riggio ra "t tin duong nhing gi
Bezos da hoan thanh, nhung ho ciing nha ¢ di nhi "¢ lai 101 tuyén
b6 : “Ching t6i s& gié t anh” khi ho cho ra nhitng Website cua chinh
ho. Hai anh em bay t6 sy quan taAm viéc cing nhau hop tac. Mot @é-
nghi 1a xay dung mot Website riéng biét, khong dinh dang dé ' n
Website cia Amazon.com — ¢ thé ding hé thd ng cua Amazon.com
va cung mang thuong hiéu Barnes & Noble va Amazon.com. Véi
Bezos va Alberg, c6 ra t nhié uva n dé gai goc. Website s& duoc goi
14 gi? Liéu hai cong ty sau cling ¢ ké 't hop ca hai Website nay lai
khong? Thoa thuan doc quyé n hay khong doc quyé n? Quan tri hai
thuong hiéu ra sao? Con nhirng san pham khac nhu 4m nhac chang
han? Vai tro cac ctra hiéu cuia B&N? “Phong cach cua Len la: ‘Hay
cung hop tac. Ban s¢ hiru mét nira; chang t61 mot nira. Chia doi loi
nhuan. Cac ban dua ra gia. Té6i mudé n da u tu. T6i mud n sé hitu
20% cta cAc ban. T6i chang quan tAm gi4 ca,” — Alberg ké. “T6i khong
ré né u di vao thuong thao, nhiing 161 tuyén bd~ d6 c6 duoc giir ding
khong. Nhung 6ng ta ra t that tinh. Ho thue sy quyé t tam. Toi
khong nghi ho @& nghi mua 100%, day cb vé 1a cuéc phd i hop luc
luong thi dang hon.”

Cudc tié p xic véi cong ty Barnes & Noble khong c6 gi dién ra cu
thé, song cau chuyén bi ro ri ra bao chi. Ngay 28 thang 1 ndm 1997, to
Wall Street Journal néu: “Mét cong ty ban 1¢ sach 16n” nguoi ta cho
ra ng d6 1a B&N da “méi trong tud n qua dam phan dé thau tom
Amazon.com.” Chinh Len Riggio phu nhan tin nay, 6ng con thém:
“T6i khong thé néi né u duge @& nghi minh c6 quan tam hay
khong.” Ong ciing néi ra ng B&N “dang dy phong tro thanh nguoi
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ban sach s6  mot trén Internet,” con Stephen Riggio néi: “Ching toi
phai tham gia tran da u... Ban sach tryc tuyé n s& 1a nganh kinh
doanh ra "t lén.”

Ong khong dua.

Phai, ban sach truc tuyé n s& 1a mot céi gi that 16n lao. Cudc canh
tranh s& ra t kho c liét, khong chi gitta Amazon.com va Barnes &
Noble, ma con gitta cac nha ban sach doc lap khén ngoan nhu
Powell’s Books ¢ Portland, Oregon va nhirng tay chuyén ban giam gia
ning n6 nhu Allbooks4less.com. Bezos bié t mud n try virng mot
doanh nghiép truc tuyé n khong chi dwa vao danh muc sach va gia ca.
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Chuong 8 -
“CAIDUOI AM ANH” VE DICH
VU KHACH HANG

Hoach dinh kinh doanh dé phuc vu dé thanh cong;
Hoach dinh kinh doanh vi loi nhudn thi dé tha 't bai.
Nicholas Murray Butler

Jeff Bezos thuong néi anh mud n bié n Amazon.com thanh cong
ty “dat trong tAm noi khach hang” 16n nha "t trong lich sir. Tham chi
trude khi cho ra Website ho i thang Sau nim 1995, anh da xem dich
vu khach hang 13 vu tién s6 mét cia cong ty, vi anh bié "t nhing loi
truyé n miéng tich cuc s& gy tac dong 16n 1én nhan thie khach hang
hon ba "t ctr hinh thirc quang c4o tra tié n nao. (N6i vay chir nim 1995
anh d4u tra ndi tié n quang c4o). Pay la dié u Nordstrom, Inc. luén
hiéu r6. Nordstrom chua timg cho quang cio hay ra thong bao bao
chi huénh hoang vé  dich vu khach hang cua n6. Thanh danh vé
dich vu khach hang hang da u cua céng ty 100% thong qua thai do tu
nguyén cua nhirng khach hang hai long gop lai. “Hiéu ra td m quan
trong cua quang cio truyé n miéng da that sy dan dwa ching toi trén
con duong tap trung vao dich vu khach hang mot cach am anh, ép
uong valé ch thé ch,” — Bezos noi.

Truyé n miéng trén mang tham chi con cé tac dung manh hon
trong thé~ gidi vat cha "t boi, nhu Bezos ting néi nhié u la n, trong
thé” giéi thuc né u ban 1am phat 1ong 1 khach hang, anh ta s& ké cho
nim ngudi ban; né u ban 1am ma "t long 1 khach hang trén Internet,
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anh ta s& ké cho 5.000 — hoic ¢ 1& 50.000 ngudi ban. Bezos hiéu bao
gl cling ¢6 nguol san sang “thiéu chay” mot cong ty qua phuong tién
cia thé” gii dié u khién va cAc tap doan truyé n thong, va anh
khong thé thué néi du nguoi dé theo ddi cac Website d6 va dap ti t
lra. Song dié u anh c6 thé 1am 1 gay dung duoc long trung thanh vo
bd bé n cua khach hang, dé khi cong ty 1am thé ™ bi, s& c6 dusd’
khéach hang hai 1ong @& n tmg ciru. Nhirng khach hang hanh phiic s&
tré nén nhitng tuyén truyé n vién cho cong ty ho thich, va s& dung
Internet nhu chié ¢ siéu dién thoai goi di thong diép va mang dé n
khach hang méi.

Vi du nhu hd i d4 undm 1997, tap chi truc tuyé n cia Microsoft
14 Slate tié¢ ' n hanh mét tht nghiém vé~ @it hang xem ai 1a nguoi c6
thé giao mot quyén bestseller néng h6i nhanh hon — Amazon.com
hoic mét hiéu sach dja phuong & Seattle; hiéu sach da thi ng. Nhung
nhimg khach hang caa Amazon.com bao vay to Slate ba ng nhimng
néi dung e-mail néng bong bao vé Amazon.com ché ng lai 16i chi
trich. Bo phan quan hé cong ching cia Amazon.com trudc dé dinh tra
161 to Slate, nhung sau kham pha 1a ho khong cA n phai lam thé ", boi
khach hang da 1am thay chuyén d6 ro i.

Ding bao gio to ra ngay tho khi dung dé n tubi tho long trung
thanh cua khach hang, Bezos tung noi: “Khi nguoi ta hoi to6i khach
hang cua chang ta c6 trung thanh khong. T6i no6i: ‘Hoan toan trung
thanh cho @& n khoanh kha ¢ ma ai @6 @& nghi v6i ho mét dich vu
t6 t hon.” Chinh d6 13 1y do cAu tha n chd cuia Amazon.com la ‘ching
ta luon bi 4m anh vi khach hang chir khong phai vi @6 thi cua chiing
ta. Chung ta theo dodi d6 i thu canh tranh, hoc tir ho, xem nhirng gi ho
dang 1am t6 "t cho khach hang va sao chép nhirng dié u do6 cang
nhié u cang t6 t. Song chting ta khong bao gio bi ho 4m anh.”” Anh
nha 't dinh cho ri ngly do hang @4 u “d4 ng sau su phat trién va kha
ning duong da u véi sy phat trién d6 1a su tap trung cua ching ta vao
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kinh nghiém vé  khach hang. Chting ta hoan toan bi 4m anh” vé
dich vy khach hang. “T6i n6i véi nhirng nguoi tai Amazon.com la phai
ludn s6 ng véi dié u ndy. Song day khong phai viéc néi 1a xong, ma
phai bié "t hanh dong. T6i nghi thé”,” — anh mim cuoi, “nhu vay 1a di
qua xa.”

Céc khach hang hom nay duoc mang dé n nhirng san pham théng
tin vé  gia ca da dang va viéc di chuyén tir Website ndy sang Website
khéc chi qua mét ¢t nha p chudt, sy cAn ba ng vé sitc manh trong
kinh doanh truc tuyé n da chuyén tir nguoi ban hang qua nguoi tiéu
ding. “Internet 1a con bao bién khd ¢ liét,” — Bezos néi. “Pié u duy
nha "t ba t bié n trong con bao d6 chinh la khach hang.” Bsi vay anh
tin rd ng ngudi ban phai tap trung tré lai vao tA m quan trong trong
cac chié n dich cua minh. “Cho nén nhimg quyé t dinh kinh doanh
t6 i uu trong thé~ gidi xua cii 1a danh 30% thoi gian, ning luong, su
tap trung va tié n bac cua ban vao viéc xay dung kinh nghiém 16n vé
khéach hang, va 70% thoi gian, ning luong, su tap trung va tié n bac
ctiia ban vao viéc hd hao vé nd, hom nay dié u d6 da dao ngugc. Hom
nay dié uté i thuong phai lam 13 bé ra 70% thoi gian, niang luong, su
tap trung va tié n bac cua ban vao viéc xay dung kinh nghiém 16n vé
khéach hang va 30% dé ho hao vé no.

Qua nhirng ching cir thudce giai doan, cac nhém noi bat, va nghién
cituvé sO6 luong, Amazon.com khadm pha ra ng dié u hé trong
nha t do ivéi khach hang la danh muc sach, su tién dung va gia ca.

Bezos hiéu kinh nghiém dich vu khach hang 1a mot giao tié p
khong qua trung gian, tham gia vao tirng phuong dién cia sy tuong
tac gitra ngudi mua va ké ban — luong thoi gian ca n thié t dé tai
trang chu, tinh d& s dung cia Website (tir viée tim kié m san pham
dé n viéc @it hang), sud t cong doan tir viée giao dting san pham
dé n tan cira khach hang, va nhiing chi tié "t doan giita. Nhu nhié u
cong ty da cam ké 't thuc thi mét viin héa dich vu khach hang,
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Amazon.com s& 1am sao bao dam ri ng kinh nghiém vé khach hang
mang tinh tich cuwc — ba "t cha p nhiing chi phi phat sinh ba "t ngo.

Ly do s6 ng con cua Amazon.com (hoic bt cir cong ty truc
tuyé n nao) 1a mang dé n dié u gi d6 trén Internet ma nguoi ta
khong thé tié n hanh bi ng cach nao khac. Ngay tir @3 u trié t 1y cua
Bezos 12 mo6t nha ban 1¢ tryc tuyé n thanh céng phai thém du “gié tri”
dé thuyé "t phuc khach hang tié m ning thay déi cac théi quen mua
sd m cua ho va thir cich mua méi. P& xua 't gia tri “ban phai xay
dyng cho khach hang 14 vo cling 16n,” — anh néi, bai vi “ltic nay ra 't
cuc khi dung Web,” cac bo dié u giai t6 ¢ do6 cham, cAc Website & ach,
duong dién thoai khong nd i ké t, trinh duyét rét mang. “Cho nén
né umud n ngudita vao ding Website trong moi truong hdm nay,
ban phai dua ra nhimg dé n bu 16n cho cai ki thuat non tré, so khai
nay.”

Toan bd lugng bu sai cho dich vu khach hang rat xué ng chi con
khong hon gi ma’y Quy luat Vang. “Jeff khong mué n phi pham thoi
gian cua anh,” — cyu nhan vién Gina Meyers noéi. “P6 1a dié u anh
mud n nguoi ta d6 i xir vi anh va mong mud n nguoi ta d6 i xu véi
khéch hang cua anh. Toan bo vién canh la: ‘LA mot khach hang, ban
mud n duge d6 i xtt nhu thé” nao?”

Bezos bié t trong cudc s6 ng thuc, nguoi ta khong dé n hiéu sach
chi vi ho cd n mét quyén sach; ho @& n bai do6 1a cach tha vi thuong
thue mot vai tié ng @6 ng hd vao mét chié u mua cha nhat. “Ching
t6i s& khong bao gio bié ' n Amazon.com thanh nié m vui va sy ha ' p
din gi6 ng nhu nhitng hiéu sach 16n truyé n tho ng,” — Bezos thura
nhén. “Ban s& khong thé nao duoc nghe tié ng budc sach, ngeri mui
sach thom thom va thuong thic ¢6” ¢ ca phé sita ddm da va tién nghi
trong nhimg chié ¢ s6-pha ém 4i tai Amazon.com. Song chting t6i
hoan toan c6 thé l1am nhimg dié u khéc khié n nguoi ta mé mén va
cam tha 'y vui vé, hung tha khong kém.”
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TRAI NGHIEM WEBSITE

V6i nguoi dung truc tuyé n, di nhién sy trai nghiém dién ra tai
ngay Website. D6 cling 1a noi khach hang sé tham gia hay rat lui —
né u rat lui ho c6 thé s& khong bao gid quay lai Website cua ban.
Trong giai doan so khai cia Web, nhié u nha ban 1¢ da thanh danh
chi giéi han nd luc cua ho vao ma’y cai ki-6 t mau mé cung ca p
nhitng thong tin cin ban nhu san pham, s6~ dién thoai, dia diém, chi
dan vv... Td Wall Street Journal s  ra thang Sau nim 1996 goi
Internet “chu yé u 13 tro nhir md i - giat,” noi khach hang bi dan du
dé n v6i trang Web rd i duoc yéu ca u lién hé véi cong ty qua dién
thoai hay fax “dé cé duoc nhimg moén tuyét voi.” To Journal con thém
ra ng trang Web “ching hon gi sap hang dién tu” va ban 1¢é truc
tuyé n “chi mon men & giai doan trung tAm mua si m.”

Ngay ca khi c4c cong ty nhan thire ri ng ho c6 thé thuc sy ban san
pham tryc tuyé n, hA uhé t dé u xem xét sy trai nghiém nay tir cai
nhin mua ban twong phan vai viéc chu toan mot thuong vu vai khach
hang. Scott Lipsky, cyu ph6 giam d6 ¢ cia Amazon.com, tin rd ng
h4 u hé t nhiig cong ty tryc tuyé n ndy “vin nghi dé n viéc ban 1é
theo truyé n tho ng tir ltc khoi nghiép — d6 i 1ap véi suy nghi: “Lam
gl dé nguoi ta mua hang tryc tuyé n?” Dié u khié n nguoi ta mua
hang truc tuyé n 1a phai d& dang, nhanh va kinh té"... Né u ban nghi
s& gid ng nhu bude vao mot cira hiéu ngd m nghia hang héa 1 ban da
sai ngay tir da u.”

Giira thap nién 1990, nhié u céng ty nghird ng cud n nguoi ta
dé” n Website cua ho 1a nhét vao @6 du nhirng thir hoa 14 canh, dep d&
thti vi nha "t c6 thé duoc, ma khong hé tha yra ngha uhé t moi
ngudi dang truy cap véi to ¢ do riia bo 9,600bits/gidy va 14.4
kilobits/gidy va khong mud n cho dé tai ta t ca nhimng tha diém daa
a"y. Nguoc lai, Amazon.com bié t chia khéa thu hut nguoi dung 1a su
tién nghi khi dat hang mot quyén sach truc tuyé n so véi viée 14i xe
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dé”n hiéu sAich ma mua. “T6i s6 ng dugc 1a nho Iy luan 13 ¢ cud i thé”
ky hai muoi ngud n niing luong hié m nha "t 13 thoi gian,” — Bezos
noi. “Né u gitip nguoi ta tié t kiém tié n bac va thoi gian nguoi ta sé
ra t thich.”

Bezos hiéu Website cia Amazon.com trong nhan thirc cia khach
hang khong phai 12 nhimg cha 'm diém anh s p xé p trén man hinh
trang chu, nhung la chinh nhing trai nghiém khach hang trai qua.
Website cua Amazon.com ban da u hoi vung vé~ chat chéi, nhung
ré ino6 thay déi mdi ngay dé khich 16 nguoi ta quay lai. Trong hai nim
da u, trang Web giit nguyén hinh thuc @€ Iic ndo ciing nhanh va hiéu
qua. (Hai nam sau khi ra mat, bing thong ting rong giap trang Web
c6 thém nhié u hinh 4anh ba "t ma "t ciing nhu luét d& dang hon).

Dao mua he nam 1996, khi khach hang vao trang Amazon.com,
duoc tao ra gd m toan chir 1a chit, tai xudé ng nhanh va nguoi dung
duoc chao d6n ba ng cac cau: “Chao mimg dé n véi Amazon.com
Books! Hay tim mot triéu tya sach. Luon luon huong gia ré.” Vi du
muc “Tiéu diém” ngay 8 thang Tam tuyén b6 : “Giam can, gitip khoe
manh, m6 ndo va Pong Nam A; sach cA"m va da u nhiét di;
melatonin va TCP/IP; PA u tu trén Internet, du lich kinh doanh; ta "t
ca chié tkha u30%!” (Sao mala m da u cam dé n thé !) Hai cai
bia dugc pho ra 1a Kinh Doanh Péu (“nhiing ngan hang toan ca u d6
v3”) cua Nick Leeson va Hay di chdu A. Cong ty dua ra nhimg doan
trich hang ngdy trong muc “sach tiéu diém” tryc tuyé n.

Khéch c6 thé ding bé may tim kié¢ m hiéu qua dé sian nhimng
quyén sach dic biét, dé  tai, hay tac gia hoic duyét qua kho thong tin
h6 14y g6 m 1,5 triéu tua sach trong 23 cha dé thé loai. Ba bién tap
vién doc céac bai diém sich, xem ki cac don dit hang cua khach va
nghién ctru nhitng sy kién hién hanh dé quyé 't dinh cA nnha n
manh sach nao. Véi nhirng bién tap vién nay, cong ty cho nguoi dung
bié "t ho s& nhan duoc nhitng phan ho i gi6 ng hét nhitng gi ho c6 thé
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tim tha "y trong nhimmg hiéu sach nho doc lap. “Né u ban bo nhié u
thoi gian trén Website, t6i hy vong ban cam nhan su ky la, doc lap,

tié ng noi hoc thire va trén hé t ban duoc tuong tac voi moi ngudi va
day 1a nhitng ngudi quan tAm nhimg dié u nay, khong phai nhiing
ngudi dang ¢6” ban nhing thir 4"y cho ban. Cau tha n chd cua téi bao
gid cling 1a: “B6 i canh toan hao cho mét quyé t dinh mua si ' m,” —
bién tap vién dié u hanh Rick Ayre néi.

“Nguoi ta khong mua sach chi vi ho cA n mét quyén sach,” —
Bezos nhan xét. “Cé bao nhiéu yé utd ci u may trong d6 va ching
t6i c6 nd mba tla’y ching.” M6t pha n coa sy cd u may 1a “su phd
dién” trén trang nha t cia Website, noi nha n manh nhimng sach méi
ra, nhimg gi dic biét va dé nghi ting qua. Nhirng khach hang bié "t
chi ¢ minh ci n quyén sach nio chi dung phuong tién tim kié¢ ' m
dé”n ngay khu vuc riéng: kinh doanh, may tinh, 1am vuon vv... noi ho
gip nhing 101 giéi thiéu cua cac chuyén gia vé dé tai nay. Nhié u
quyén sach con g6 m ca 10 gidi thiéu cia nha xua "t ban, cling nhu
nhitng bai diém sach cua cac bién tip vién Amazon.com va nhimg
nguoi c6 thim quyé n nhu muc Book Review trén New York Times
hay cau lac b6 sach cua Oprah Winfrey. Con c6 nhirng “cudc phong
va n tu cung ca p” véi cac tac gia, nguoi thoai mai trao d6i vé chinh
nhimg quyén sach cua ho hay tra 16i nhirng xét cua doc gia. Mot s6”
tac gia noi tié ng nha 't gd6 m ca Bill Gates (Con dwong phia truéc)
tham gia cAc cudc phong va n hoi — tra 16i do cac bién tap vién
Amazon.com tié n hanh.

Khach hang duoc moi tham gia muc “Nha p chuot va ‘Vié t bai
diém sach nay cua chinh ban.” Ly do dé 1am dié u d6 1a tao cam giac
“cong d6 ng”; mot 1y do ca p thié 't hon 14 Website Amazon.com
danh ta 't ca nhirng khoang trd ng dé dié n vao nay nhula cAch ci n
thié "t ting thém noi dung. Qua viéc khach hang ty vié "t nhirng bai
diém sach cua riéng ho — tich cuc hay tiéu cuc — Amazon.com c6 thé
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khoi day mot s6~ @6 i thoai thong minh ciing nhu thém néi dung (ma
Amazon.com khong phai tra tié n) vao cic trang 18 ra bo tré ng.
(Cong ty trao cac giai thuong bd ng tié n cho nhimmg bai diém sach
hay nha "t cua khach hang).

David Siegel, tac gia quyén Twong lai héa doanh nghiép: Chié n
luoc kinh doanh trong thoi dai khach hang dién tir, va la nguoi tién
phong thié t k&~ Web, mé ta Internet nim 1995 “phan viin hdéa hoan
toan.” N6 1a mén d6 choira t vui, ra "t vat 1j. N6 1a nhitng truong dai
hoc, 14 cac sinh vién. Tré trung s6i dong. Pha v& luat 1. Nhia m
ch6 ng lai dié u binh thuong. N6 khong hoan toan 14 chuyén ban
budn. Amazon.com that sy cho nguoi ta c6 dip tung ra nhirng bai phé
binh sach.”

Trié t Iy tuong tac cia Amazon.com vé nhimng bai diém sach cua
khach hang 13 “Hay tA n coéng cac ¥ tuong, chir khong phai con
ngudi,” — Glenn Fleishman, gidm d6 ¢ vung tap, nguoi gitp theo doi
nhiing bai diém sach cua khach hang va 1 nguoi sang tao cAu noéi do,
phét biéu. Cac bai phé binh mang tinh tiéu cuc hoic phi bang dié u gi
khong nhid m vao quyén sach dé u bi d& bo. “Chiing t6i khong
muo n chimg minh nhimg sy kién khach quan va chtng t6i loc ra
nhimg 101 1& v6 vin hda, song t6i chua bao gio duge yéu cad u dd bo vi
noi dung,” — Fleishman noi.

Maire Masco, giam d6 ¢ dich vu khach hang, nhé lai cudc tranh
cdi nay lira vé  mot bai vié t “cay nha 14 vuom” vé  cud n Chié n binh
vil tru cia Robert Heinlein. Nha diém sach cia Amazon.com ké 't toi
quyén sach ky thi phu nit va ung ho viéc danh dap tré em. Nha diém
sach “da khong nhin véi quan diém tiéu thuyé t khoa hoc va 1a quan
diém xa hoi hoc,” — Masco néi. “Oi chao! Chiang khac nao cira dia
nguc mé ra! Ching t6i bj viii dudi d6 ng e-mail va nhimg bai phan
ho6 i duoc dua 1én mang. To6i khong dé m nita sau khi dua 1én 300 bai
cia doc gia nguyé n rua bai diém sach d6.”
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Khi cac nha xua "t ban va tic gia hoi Bezos vi sao Amazon.com dua
ra ca nhirng bai tiéu cuc, anh bién ho ba ng cach tuyén b
Amazon.com “tié” p can mot cach khac, vé viéc ¢6 gd ng bAm moi
quyén sach. Ching t6i mud n moi quyén sach dé u c6 mit — hay, do
va ca nhitng quyén té nira. Khi lam dié u d6, ban thuc su c6 trach
nhiém né u ban mué n méi truong mua ban thue su c6 ich cho chinh
viéc mua ban — hay dé su that ty 1én tié ng. Chiing t6i mud n cac bai
diém sach cua khach hang phat trién theo huéng do.

Song nhirng bai vié 't “dan su” nay d6i khi gay bao ngo nhan.
Thang Sau nim 1999, to Los Angeles Time tudong thuat ra ng
Website ciia Amazon.com dwa 1én mot bai phé binh tiéu cuc vé
quyén sach vié t vé k&  hoach kinh doanh trén Internet caa Lynn
Manning Ross. Bai vié "t chay tit 16n “Quyén sach ngu ngé c... Pung
phi thoi gio ctia ban!” ky tén tac gia la “Jeff Bezos,” nguoi 1én danh
sach dia chi e-mail cia minh 1a Jeff@Amazon.com. Ross than phié n
ca tud n truée khi Amazon.com phat hién va xéa bai nay. Phai ma 't
ra t lau moi giai quyé t duoc vA n dé vilac d6 hé thoé ng khong du
linh hoat.

Sy nic danh 1d mot pha n cua cac bai vié t khié n nhié u tac gia
va nha xua "t ban khong thich vi n6 khié n nguoi ta dé pha ngd m va
phi bang cong trinh cia ngudi khac mot cAch cong khai dé nhan bié t.
“Nay chiing ta da c6 cong dé ng nay va phuong phap luan dé dong
gbp cho cong d6 ng d6, va 'n dé  thuc sy 1a: Lam sao c6 thé ngin
chan thong tin sai 1éch,” — David Rogelberg, thuoc Studio B Literary
Agency ¢ Fishers, noi. Rogelberg dai dién cho nhié u nguoi vié 't sich
vé may tinh va Internet. “Chang han mot phA n mé m théng tin
quan trong dang trong giai doan quyé t dinh trong kinh doanh, lam
thé” ndo ban ngin duoc ngudi ta bop méo noé vi loi ich riéng cua ho?
Pié u d6 s& tro thanh vA n d& vi né u dudi tay t6i 1a ban nhan vién
12 ngudi, va toi noi: “Toi chi mud n cac ban tip trung vao
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Amazon.com va vié t nhimg bai diém sach n6i t6 t cho khach hang
cia chung ta, thé” 1a sach cua ho ban chay, chi s6 uy tin ting, thém
tié n ung trude, co hdi in sdch nhié u hon v.v... Banh lira hé thd ng
chang t6 n kém bao nhiéu. T6i khong bao gio 1am dié u do, song toi
khong chi’c ai cling trung thuc nhu vay. Mot s6  nguoi c6 sach duoc
diém [trén Amazon.com] ma sach thi vin chua xui "t ban. Sao ¢
chuyén d6?”

CAc tac gia duoc moi diém sach cua chinh ho. M6t nhém nguoi
quét cac bai diém sach cua tac gia (phai g6 m ca dia chi e-mail cua tac
gia) va xac dinh thong tin voi nha xua "t ban. Thinh thoang lot ludi
nhimg bai “ma.” M6t 14 n, “Thién Chda” diém quyén “Thanh Kinh”
va “Emily Bronte” phé binh mét trong nhiing tic pham caa ba va rén
ri: “T'6i khong theé tin noi Jane Austen c6 tidc pham dung cho hai phim
truyé n hinh ngi n va moét phim truyén dai chi trong mot nim.”

Céc d6 i tha canh tranh hang d4 u cuia Amazon.com ciing cho ra
nhirng ndi dung va sach lugce riéng ciaa ho. Internet Book Shop ¢6 tru
s6 tai Anh, tu xem minh 1a “Hiéu sach truc tuyé n16n s6 mot the’
gioi” dua ra 780.000 tya sach, mot s6~ giam gia. Book Stacks
Unlimited (books.com) dat tai Cleveland duwa ra 425.000 tua trong
kho dit liéu c6 thé tim kié m va cung ci p hon 190.000 bai cht giai
va diém sach, mot chuong trinh phat thanh Internet phat di nhimg
tin tirc viin chuvong, nhitng cudc thao luan nhém truc tuyé nvé sach.
Website khon ngoan con ting sach (sau khi mua mét s6~ lwong nha 't
dinh nao d6) va mot phong “chat” cho doc gia va cac tac gia khach
moi. Mot dich vu duoce goi 1a Lyric cung ca” p nhiing file 4m thanh
tuong thuit truc tié p vé tac gia hodc doc tir chinh tac pham cua ho
hay duoc phong va n. Book Stacks xua "t ban mat tap chi tén goi Géc
nd u dn g6 mthong tin vé na u in va sach na u dn. Trang Web
ciing dwa ra nhitng bai trich, muc luc, va tém ti t cua nhimg sach
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duoc quang ba. Bezos bié t dé canh tranh anh phai it nha t b ng —
né u khong vuot troi — nhimg “chiéu” d6.

DANH MUC SACH

Ngay d4 u d& n lam viéc cho Amazon.com mila hé nim 1996,
Dana Brown buéc vio cin phong nho phia sau nha kho s6™ nha 2250
Pail6 S6 1. C6 nhin tha y hai may tinh c4 nhan 486 PCs cling mot
nhan vién, va dugc cho bié t: “Pay 1a bo phan dit hang, va c6 phu
trach né.”

Hoc hoi ra t nhanh, c6 dua bo phan nay tir dat hang 100
quyén/ngay ho i thang Sau lén 5.000 quyén/ngay vao thang Muoi
Hai. C6 gitip tao quan hé vé6i cAc nha phan pho i nha m c6 dugc
nhimng thoa thuan t6 t hon va giao hang hiéu qua hon. “Viéc chuyén
hang gip nhié unha m1an va sy ¢6 , ma ching t6i lai chiang c6 thoa
thuan ba ng vin ban ndo,” — Brown noéi. “Ching ti cA n ngudi quan
1y cha "t luong viéc chuyén hang.” R4 ¢ r6 i thém 1a Amazon khong
hé 6 bo phan nhan hang tra lai. Nhié u quyén sach gui tra cha "t
d6 ng trén gia ra t vo 1y hoic khong c6 nguyén do. Cong ty thuong
ma t da” u nhing sach goi tra cho nguoi ban, va “dé n cud i ngay,
ban ha u nhu phai gach tén chting di.”

Dich vu khach hang “1a tAm diém nhimng gi t6i mué n hoan
thanh,” — Brown néi. “Chung t6i dang ¢4  rat ngd n thoi gian tir lac
khach dat hang dé n ltc khach nhan hang. P6 13 dié u chting t6i
nha n manh. Nho d6 do luong dugce ning sua t.” Mua hé d6 cong ty
bi "t d4 u phat trién nhirng md i quan hé ca p thié 't voi cac nha
phan pho i sach 16n — Ingram va Baker & Taylor — ciing nhu c4c nha
xud t ban 16n nho, nha m cai thién dich vu.

Thoat d4 u, thoi gian van chuyén 1a bé n ngay cho nhitng sach
nha phan pho i @i c6 trong kho, nhung Amazon.com ¢6 ci tngd n
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xud ng con 24 gio. (Bezos bié t khach hang sé ngd n ngai dit hang
né u ho khong rd phai ma t bao 1du méi nhan dugc sach). “Cé nhié u
thtr cA n ci t bo dé di nhanh hon. Mic cho viéce phai di di lai lai trong
nha kho, so d6 vat 1y trong nha kho c6 thé cai thién t6 ¢ d6 va tinh
hiéu qua cua céng viée,” — Brown ndi. Lic d6, td t ca sach duoc goi

bi ng tay va cong ty chua c6 may quét ma vach, cho nén ta "t ca cac
sach chuan ISBN dugc dua vao hé thé ng. HA u hé t hang duoc
chuyén bd ng xe tai nho bai mot cong ty dich vu giao nhan. Khong
gom du hang dé buu dién dam nhiém cong viée.

Mic cho nhitng dié u kién so khai d6, cong ty van nha n manh
ri ng “san pham dé n véi khach hang phai hoan hao va dugc goi di
ding hen.” Nguoi da lam viéc tai nha kho tir mua he nam 1996 la E.
Heath Merriwether néi: “Ho xem trong quyén sach bia gia 'y gi4 4,99
USD chang khéc nao véi don hang 1a nguyén bo Bach khoa toan thu
thé” gisi.” Pé bao dam tinh hiéu qua viée dong goi, “Amazon qua cin
trong trong dong go6i moi thir. Manh 161 ¢ day la goi sach duge ném
ngang qua san nha, nhu ching t6 Amazon go6i ki nhu thé” nao. Cho
nén ban cr 1a y mot cud n, goéi lai, ném noé qua san nha ro i théo ra.
Quyén sach hoan toan nguyén ven.”

Scott Lipsky, phé gidm @6 c phat trién kinh doanh, va Glenn
Fleishman, giam d6 ¢ vung tap, ciing lam cdng viéc phat trién quan
hé v6i cac nha xua t ban 16n nho. Ho nghi ra mot cach ban nhié u
sach hon 1214 y dugc thém thong tin v cic twa sach tir nha xua 't
ban. Fleishman gitip cdc nha xua t ban nho hon 14"y thong tin cua ho
trong cac vung tap tir nhié ungud n, g6 m ca cac nha phan pho i
“Ngoai trang chu, moi thir tai hA u hé 't c4c hiéu sach truc tuyé n
duong nhu gi6 ng nhau,” — Fleishman noéi. “Sy khac biét chinh c6
tinh quyé "t dinh c6 18 1a viéc giam gia hoic lugng thong tin ban c6,”
chang han muc luc, doan trich va nhitng thong tin tié p thi khac. “Téi
noi voi cde nha xua t ban ra ng ho cang cho t6i nhié u thong tin vé
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cac tua sach, ho cang canh tranh hiéu qua v6i nha xua t ban 16n hon.
(Nha "t 14 v6i nhirng tdc pham khong phai tiéu thuyé t). Quan diém
t6i mud n truyé n dat 12 ching t6i s& gitip ban nhié u sach hon cho
cac 6ng. Cach ching t6i 1am 1a viéc binh dang danh cho cic 6ng
khong gian. Amazon danh chd cho céc sach & mirc 6 ngang nhau, du
ban 14 nha xua "t ban Harper Collins hay mét tac gia tu xua t ban mdi
thang chi ban dugc mot ban cho mdi tua.”

CAC NHA XUA T BAN POC LAP

Thang Ba ndm 1998, Amazon.com moi cac nha xua t ban nhé, doc
1ap — nhitng ngudi thuong bi cac kénh phan phd i truyé n tho ng sap
ctra — tham gia mién phi Chuong trinh Sy Thuan loi cia cac Nha
Xua t ban, 1a chuong trinh cho cdc nha xui t ban d6 quyé n binh
diang xua "t hién trén Website nhu ba "t ctr nha xua "t ban 16n nao.
Amazon.com s& luu nim ban trong kho cia mot cudé n sach ky goi va
s& dat hang lai khi ban hé t. Chwong trinh nay rat ngi n su cho doi
cho khach hang dang ¢6~ dat nhimg quyén kho tim, boi sach caa cac
nha xua t ban c6 tham gia s& dugc nang ca p trén Website
Amazon.com dé “thuong van chuyén trong 24 gio,” thay vi thong
thuong 12 bd n t6i sdu tud n phan loai giao hang cho nhirng tya sach
da dugc dat hang dic biét. Amazon.com ciling quét mién phi bia
cud n sach, gb m ca trang chi tié t cua tya sach va thém chi tié "t
miéu t4, trich doan, muc luc, va nhitng 16i nhan dinh vé  tac gia va
nha xui "t ban.

Theo cach nay, Internet cung ca p ké sach trung bay vé tan, @é cac
quyén sach khong duoc cac hiéu sach truyé n thoé ng phan phoé i vin
duoc giao dich budn ban véi ctr toa toan thé ™ gisi. Mot tac gia/nha
xui t ban duoc loi trong chuong trinh nay 1a Christina Crawford, tac
gia cia quyén sach bestseller nim 1978 1a Me than yéu vié t vé me
ba, nir dién vién dién anh néi tié ng Joan Crawford. Christina
Crawford ty xud t ban 4 n ban ky niém 14 n the 20 cia quyén sach
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qua chinh cong ty cia ba 1a Seven Hills Press, va ban ha u nhu doc
quyé n qua Amazon.com. “Ra "t dan chu va quan binh ding nghia,” —
Crawford néi. “Amazon.com s& 1a”y mét tura duy nha "t [tir mot nha
xui t ban]. Riéng dié u d6 da tao hién tuong ngad m [giira cac tac gia
tu xua t ban] cia Amazon.com vi nd ba t ngy dap tmg nhu cA u ma
khong ai nhi ¢ 8 n. N6 khié n viéc phan phd i toan cad u diénra
chi qua ct nha p chuot va td m theé tin dung. Amazon.com dit hang
t6i timg thung mot. Pon gian t6i chi goi @& n mot trong nhimg nha
kho caa ho khi ho xac dinh qua con s6~ dit mua trén thung. Téi tra
tié n chuyén ché.” Tir khi Amazon.com dit mua mét quyén sach tur
Crawford mdi khi ho nhan mét don dit hang, “ha u nhu khong c6
chuyén tra hang. Va khong gié ng cic nha xua t ban mdi sau thang
méi tra tié n cho tac gia, Amazon.com tra tié n cho t6i mdi 30 ngay.”

THAY DOI MO HINH KINH DOANH

Khi don dit hang chi ng chit ngoan muc trén bang, ro rang dé
cung ung tron ven dich vu khach hang theo ké” hoach cua Bezos,
Amazon.com ci n chira va chuyén sach di tir ngay tai cong ty. Y tuong
tré thanh nha ban sach ma khong luvu kho, la can ban cia mo6 hinh
ban da u, da tiéu vong. Dana Brown tuyén nhimg quyén sach nén
duoc luu kho s6” nhié u dé co thé giao ngay khoi cra. Ban da u chi
gioi han 10 d4 u sach ban chay nhung danh sach @6 nhanh chéng no
thanh con s6~ 25 va sau cung 14 250. “Nha kho dau c6 chd chira
nhié u,” — Brown noéi. Ching bao 1au c6 dit hang tir 100 ban 1én d&é ' n
10.000 ban, va “ching t6i tranh luan lam sao xoay sé vdi 10.000 sach
trong mot nha kho khong hé ™ chuén bi cho chiing? Bo chiing vao
dau? Cau tra 1oi: ¢ khi p noi.”

Chiang bao lau sau, t4 t ca nhan su chu cho 't 1am viéc gd n nhu
sud t ngay — dié u khac thuvong d6 i véi mot cong ty méi ndi trén
Internet. Sach dugc dat mua ldc 4 gio 30 sang. Brown udc tinh ¢6 lam
viéc tir 15 dé n 18 gio mdi ngay, c6 khi hon. “Téi dung dé n hai may
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nhi n tin hoat dong lién tuc,” — c6 ké. “Jeff luén c6 mit. T6i chua bao
gio tha 'y anh vé nha.”

Gina Meyers mo ta hai ndm cua c6 tai Amazon.com la “dang trén
phi thuyé n chi bié "t bam chit dé s6 ng con. Ban d4 u ciing vui,
nhung vé  sau that khd n kho.”

“T6i khong nghi ai d6 c6 thé doan trude duge t t ca nhimg kho
khin phirc tap” dé 1am sao chuyén sich that nhanh,” — Laurel Canan
quan Iy nha kho néi. “Lam dé n dau g& dé n da"y.” Hodc nhu mot
cuu nhan vién cia Amazon.com noéi: “Quan diém 1a ban c6 thé lam
viéc 1au dai, kho khin va ning sua t. Tai Amazon khong cé chuyén
nira voi.”

H6 i con méi mé d6, Amazon.com khong phai bao gio cling hét
tay trén nhiing quyén bestsellers tir cic nha xua t ban. “Bao gio ciing
hé "t stc phié n long khi ngudi ta vié 't mail cho hay 1a ho nhin tha’y
quyén tiéu thuyé t méi nha 't cia Tom Clancy tai Borders va mud n
bié 't tai sao ho chua nhan mot ban tir Amazon,” — Maire Masco néi.

Khach hang khong mud n chd qué hai ngay méi nhan duoce quyén
sach ban chay ma ho bié "t 1a c6 thé tim duoc trén ké ba "t ky hiéu sach
nao. Cho nén vao thang Mudi nam 1996, Amazon.com thué nha kho
rong hon 30.000 mét vudng ¢ Seattle, tir d6 nd cd thé dong goi va
chuyén sach dé n khach hang ngay khi c6 don dat hang. N6 chira du
s6  ban sach cua cc cud n bestseller @& nhanh chéng dap tng cac
don dat hang d6. Bezos thuyé t phuc hai nha phan phé i lén 1a
Ingram Books va Baker & Taylor chuyén sach dé n Amazon.com theo
yéu ci u lam sao dé anh giam phi ton kiém va luu kho. Ching bao lau
cong ty kiém ké 200.000 quyén ban chay nha "t trong kho ¢ Seattle va
sau d6 trong mot nha kho khac tai Wilmington, Delaware. Ho tié p
nhin 200.000 d& 1 400.000 sach ban chay nha "t tir mot hé thé ng
ciia quing mot ta cac nha ban si varé i tir 400.000 d8 n 1,5 triéu
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tryc tié p tir 20.000 nha xua t ban khac nhau. Ingram va Baker &
Taylor chuyén ha u hé 't don dit hang trong ngay ma ho nhan duoc,
v6i ha u hé t moi chuyé n hang giao trong vong 24 dé n 48 gio.
Nhung d6 i v6i dich vu d6, khach hang phai tra thém chi phi theo ban
sila tir 10 @& n 20% cao hon so véi gid ho tra né u mua sach truc
tié p tir nha xua "t ban. Amazon.com coéng thém chi phi déng goi va
giao chuyén cho khach hang.

Vi giam gia 1a mot pha n khong thé thié u trong ¥ tuéng vé  mot
“dé xua 't gia tri,” Amazon.com ci t giam gia ban 1¢ trén ha uhé 't
cac tua sach nay. Anh van thuong néi that 1a saila m 16n né u khong
chié”"t kha u cho khach hang. (Nhung di nhién vi phai chuyén ché va
lo liéu, nguoi mua phai tra thém 4 USD nira vao gia cua don dat
hang). Amazon.com cé thé “cang dang” néi khoan giam gia basi tong
chi phi cua n6 (bao g6 m tié n mit ba ngvasd luong nhan vién) chi
bd ng khoang mét ntra tong chi phi cua céc siéu thi sach. Trong cac
nim 1996—1997, Bezos tuyén bd~ ri ng Amazon.com doanh thu hon
300.000 USD mdot nim trén moi nhan vién, so véi cac hiéu sach
truyé n thé ngla khoang 95.000 USD mét nim trén mdi nhén vién.

Mua hé nim 1996 d6, “chiing t6i phat trién qua nhanh va c¢6” 6n
dinh hé thd ng cling nhu qui trinh dau vao do6,” — Gina Meyers noi.
“Ban phai sin sang cho doanh nghiép ting ga p 1014 n trong hai
thang. Ban phai ddy manh moi qui trinh d& n cuc diém. Ching toi tu
hoi: “Pié u gi s& tryc tric? Ban phai bié t [cai gi d6] si p hong hoc
trude khi phat hién ra, dé ban c6 san giai phap ding lac trude khi nd
hong héc.” Nho co s6 ha tA ng ma Kaphan va Barton-Davis da xay
dyng, cong ty tié p tuc giai quyé t dugce cac vA ndé hauci nva cac
don dit hang ngdy cang ting ma chi thinh thoang gip sy ¢6” nho
trong hé thd ng. “Cé nhimg lc t6i vé nha va nghi: ‘Oi troi, 1am sao
ching t6i 1am duoc dié u d6?” Khong nham duoc s6 thuong vu ma
chang t6i thuc hién duoc trén hé thd ng vo n 1 ‘cAy nha 14 vuon’ chi
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qua mot dém boi nhimg nguoi khong phai 14 chuyén gia phan pho i
hay dit hang. That khong thé tuong tuong ndi,” — Meyers noi.

Pon dit hang ting phi m4, cong ty dit thém hai hé thé ng Digital
Alpha Server 2000 cdng sua t1én (ho i @6 duge xem 1a cac may chu
t6 t nha t) voi bo vi xir Iy 64bit trong cA” u hinh da xir 1y d6 i xung
v6i bd nhé 40 1a mot gigabyte c6 thé luu trir téi ba triéu twa sach. Cac
Digital AlphaServers cho tha y: “Pay khong phai 14 tht tam thoi cho
xong viée,” — Meyers noi. “Chang t6i s p dit moi thu @é tro thanh
cong ty phuc vu khach hang t6 t nha "t va ching t6i bao dam moi cai
b "t nhip v6i t6 ¢ @6 phan ho i d6.”

Né n tang cia pha n mé m la kho dit liéu Oracle vd n dugc xem
1a hé thé ng t6 t va manh mé& nha "t trén thi truong. Chi qua con s6”
giao dich tirc thi, Amazon c6 18 1a nguoi dung c6 cuong d6 1on nha 't
ctia san pham Oracle trong s6  cdc nha ban 1¢ tryc tuyé n. Bezos cho
hay s6~ tié n 16n cong ty da u tu cho phat trién pha n mé m duoc
chi vao co so hau ca n vin phong san sau, g6 m ca quy trinh dat
hang.

QUI TRINH PAT HANG

“Pié u co t15i cua viée nd m duogc toan bo trai nghiém cua khach
hang 13 sy nhan thie dtng nhitng gi khié n khach hang e sg,” —
Patricia Seybold vié 't trén Customers.com. “Ban ci n giai quyé 't
cam giac but rut khong giai thich duwoc ma khach hang trai qua khi ho
khong bié "t chinh x4c nhimng gi dang dién ra.” Website Amazon.com
tié n “mot bude dai trong viéc 1am nhe di ndi e ngai khong néi ra cua
khach hang.”

Bezos va Amazon.com tié p cin mot cach hé tho ng timg buée
trong qua trinh mua mot quyén sach cua né trén Website. Cong ty
duge xem 12 nha ban 1é da u tién trén Internet chia trinh tu mua
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thanh mét loat cic bude dic biét, danh s6~ cu thé timg budée, va huéng
dan khach hang 1am theo. Toan bo ¥ twéng 1 1am sao cho khéch hang
tha "y dé chiu thoai mai va b6t e ngai hay b6 ir6 i vé viéc phai mua
ban mot cach la 1am trén mang World Wide Web.

Nam budc do la:
1. bia chi e-mail cua ban?

2. Phuong thtc tra tié n theo ¥ ban (thé tin dung, chi phié u hay
phié u goi tié n qua buu dién)?

3. Pay c6 phailalad n da u tién ban dit hang tir Amazon.com
Books? (Né u 1a khach hang quay lai, hiy gé khau lénh vao day).

4. Pon hang 1a qua ting? (Né u khong, ban c6 thé qua thing buéc 5;
né u cd, Amazon.com dua ra mot s6 hinh thte gbi qua, chi phila
2 USD moi don hang).

5. Nha p nat nay dé tié p tuc qua trang bén. Ban van con co hoi hiuy
hoic thay d6i don dat hang. (Budc nay dwa khiach hang qua mot
trang ghi lai nhirng gi nguoi nay da mua. Tu trang d6, thém mot
cti nha p chuét, viéc mua hang d3 hoan thanh).

Trén Website Amazon.com, khach hang mua ba ng cach chon
mot quyén sach va bo vao gié mua hang 4o. B4t ctr Iic ndo trong qua
trinh mua, khach hang c6 thé thay doéi — thém vao hay bo di — theo ¥
ho. Né u ngudi nay ngung giao dich va ra khoi Website, khi quay lai
trang Web, gio mua hang — vi ta t ca cac sach da chon trude @6 —
van con do6 cho budc ké”™ tié p. Khach hang mua hang tur
Amazon.com c file luu, g6 m ca théng tin thich dang — tén, dia chi
e-mail, dia chi giao hang, s6~ thé tin dung vv... N& u thong tin d6
khong thay d6i, nguoi dung nha p vao ntt “mua” va thé” 13 xong.
Thay d6i vé  dia chi giao hang c6 thé thém vao Iy lich vala ntéiné u
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khach dit hang, nguoi nay sé chon dia chi giao hang trong file luu tai
Amazon.com cua minh. Né u hang mua ding ting ai, khach hang c6
thé vié "t ta m thé va chon mot trong nhié u cach gobi. Bude sau cling
14 x4c dinh nhirng quyén sach nao da dit mua, tong s6  tié n mua,
dia chi giao hang va phuong thtc giao (UPS, Buu dién My). Mii dé n
nim 1999, 1a mot trong 10 Website duoc tham nhié unha 't trén
Internet, Amazon.com 1a Website duy nha "t dua ra trang cha ¢
duong nod i véi “chinh sach chuyén hang,” noi c6 mot biéu d6~ giai
thich viéc chi phi giao hang va bao quan. Chi phi giao hang cting duoc
néu tai buéc cud i ciing cua qui trinh ding ky va mua hang. Thém
nita, Amazon.com con cho khach hang xem lai lich s& mua si m cua
ho, theo ddi cAc don dit hang va dic ché” v& mit ca nhan ha u nhu
moi khia canh cta qua trinh dat hang.

Khi Website da tré nén qui mo bai ban hon, dich vu cling tré nén
ca nhan hoa hon. Nhimg khach hang quay lai dugc chao d6n bd ng
tén (“Xin chao, Robert Spector!”) va duge Amazon.com gidi thiéu vai
twa sach, dva trén 14 n mua trude. “Téi mud n dwa nganh ban sach
truc tuyé n,” — Bezos ndi, “quay tré lai cai thoi cua nhirmg nguoi ban
sach nho, ngudi bié t ban ra t rd va sé néi nhirng dié u dai loai nhu:
“T6i bié 't ban thich John Irving va ban bié "t khong, day 1 tac gia
méi, t6i nghi 6ng ta ra "t gid ng John Irving.”

Trung tAm Gidi thiéu chia mot danh sach chi tié "t hon vé nhiing
tya sach thich dang. Tinh c4 nhan héa nay 1a moét pha n cua trié tly
Amazon vé “dic ché” hoa dai trd” cho phép ap dung kinh nghiém
nha m phuc vy khau vi ¢4 nhan cua khach hang, théi quen mua si m
va thai d6 khi trinh duyét. Qua viéc ding pha n mé m tién tié n
phuc vu quan hé, Amazon.com 1a nha ban 1¢ truc tuyé n da u tién
dua 1én mot bire thu liét ké nhirng tua sach khac — hoic c6 ciing dé
tai hodc vié 't boi ciing mot tac gia — da duoc mua bsi nhitng doc gia
khéc 1a ngudi mua quyén sach ban vira chon. Dung tié t muyc
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“Bookmatcher,” Amazon.com yéu cA u khach hang xé p hang 10
quyén sach, giap cong ty nd m duogc thém thong tin vé ¥ tham khao
cua doc gia, dié u rd rang sé gitp cong ty dé xua t nhirng sach khac
khich hang c6 thé quan tam.

Thoi diém Amazon.com ré ra kinh doanh thém nhiing san pham
khéc, hé tho ng dé xui 't cua no6 da tro nén tinh vi hon. Tié 't muc
“Pé" xui ttuc thi,” dva trén cic cudc mua si m trude do, co chié ¢
nat dugc goi 1a “nguoi ké 't nd i tAm trang” cho phép nguoi ding
nha p chudt 1én cac thé loai nhu “cam xtc dé nén” “khiéu vii” va “tiée
ting.” Né u ban nha p vao “cam xtic dé nén” ban s& tim tha y “tha 't
tinh” va “khéng ngimg mua” (R4t phé bié n ¢ Seattle). Thang Nim
nim 1999, to Interactive Week tuong thuat ri ng Amazon.com duoc
xé p hang s6  mot nho hé thd ng dé xua t nay: “Pié u dang ghi
nhan vé hé tho ng nay 1a n6 tham chi & xui t nhimg CD va video
chinh xac dang ngac nhién, cho du trong qua khir ban chi mua sach
qua Amazon.”

Vai phut sau khi dat hang, Amazon.com guri cho khach hang mot
thu dién ttr dé x4c dinh. (Amazon.com duoc xem 14 cong ty truc
tuyé n da u tién lam dié u nay). Sau khi Amazon.com chuyén hang,
cong ty giri mot thu dién tir thong bao khac. Né u san pham nao chua
c6, Amazon.com s& cho bié t nhimng gi da dugc chuyén va nhimg gi
con phai dat hang. Cac khach hang thuong xuyén thuong duge nang
cA’p uu tién trong giao chuyén hang.

Cud i nim 1997, Amazon.com cho ra “1—Click Shopping” — mot
qui trinh ding ky thuvong mai va céng nhan sang ché” — thém mot dé
nghi gia tri vao kinh nghiém mua hang trén Internet — qua viéc cho
nhiing khach hang thuong xuyén duoc dit hang chi qua mot ¢ nha p
chuot. Bé viée dit hang duoc d& dang, nguoi dung c6 thé khai s6” thé
tin dung, dia chi giao hang, phuong thuc van chuyén (tiéu chuan — hai
ngay hay chi sau mét ngay ching han) cho ta t ca nhing giao dich 1—
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Click. Sau khi mua hang, nguoi khach nha n phim 1—Click va hoan
ta t viéc mua hang. 1—Click cho ngudi dung thém hoic bé sung 1y lich
mua hang va duoc dip xem lai hé  so luu cua méila n mua.

“Khi chiing t6i 4p dung cho nhém tap trung va thir nghiém tié "t
muc mdéi ndy trude khi cho ramii't, va ' n @& hoc bta nha t 1a moi
nguoi khong nghi minh da dit hang xong” — Bezos noi. “Cho nén
ching t6i phai thay d6i pha n viin ban chung quanh viéc nay bd ng
cach khong chi no6i ‘Cam on ban da dat hang,” ma dat trong ngoéc cau
ndy ‘Vang, that 1a dé dang.” Sau khi bi hang loat c4c cong ty truc
tuyé n sao chép kiéu mua hang 1—Click, Amazon.com thinh nguyén
toa an bao vé s hiru cong nghiép nay. Thang Muoi ndm 1999 coOng ty
khoi kién Barnesandnoble.com, cdo budc chi nhanh ban sach trén
Internet cua Barnes & Noble 14 sao chép khong hop phap hé thé ng
kiém soat dang so hiru cong nghiép cia Amazon.com khi cho ra hé
thd ng B&N’s Express Lane 1—click. DU Amazon.com bi t d4 u dung
ky thuat 1—Click vao thang Chin nim 1997, mai d¢ n ngay 28 thang
Chin nim 1999 méi nhan dugc ba ng sang ché”.
Barnessandnoble.com da dung Express Lane tir d@ u nim 1998.

Pé n thang Muoi Hai, thim phan lién bang quan tai Seattle 1a
Marsha J. Pechman phan quyé t so thim cA m Barnesandnoble.com
khong duoc dung phuong thire dat hang Express Lane 1—click trong
khi cho tranh tung vi pham sé hitu tri tué. B&N chuyén qua hé thé ng
tén 12 Express Checkout, nhung s& chd ng lai phan quyé t va cho
bié "t trong mot thong bao 161 gisi thiéu, cAc bai bao va cac cude
phong va n, ta t ca dé phuc vy riéng cho khau vi khach hang, tir k§
nghé dién cho dé n tén gido phuong Pong.

Pé 1am 14 ng ndi e ngai bi xAm pham su riéng tu noi khach hang,
cong ty niém yé t “Nghi quyé t vé Quyé n Amazon.com”:

1. Khong rang budce: Dich vu Eyes & Editors Personal Notification
cung cd p mién phi va ban khong bi budc phai mua céi gi ca.
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2. Ngung dit mua dai han: Ban c6 thé ngung dit mua dai han hoic
d6i phuong thire dit mua dai han ba "t ctr Iic ndo.

3. Riéng tu: Chiing t6i khong ban hay cho thué thong tin vé  khach
hang. Né u ban mud n bao dam ri ng chiing t6i khong bao gio
ban hay cho thué théng tin cia ban cho bén thir ba, chi cad n goi
mot e-mail trd ng cho never@Amazon.com

Khoang nam 1998, Bezos da thoi khéng goi doanh nghiép
Amazon.com 1a “thuong vu dién to” va bd t d4 u xem né 1a “thuong
mai dién tir” vi “thuong vu chi don gian la hoat dong tim — mua —
chuyén. Thuong mai dién tr con bao gd mra t nhié utha vé thai
d6, hanh vi khach hang truc tuyé n,” — anh noéi véi cir toa tai truong
Lake Forest College. Bezos giai thich ri ng nguoi ta bié t nhié u vé
thai d6 khach hang trong thé”~ gi6i thuc té”, ma it hiéu vé  thai do
khach hang trong thé” gisi truc tuyé n méi chao doi, va anh xem
Amazon.com nhu mét “phong thi nghiém” dé tim hiéu thai d6 nay.
“Cung ltic, ching t6i c6 thé dung cong nghé tién tié n dé khong chi
hiéu c4c san pham cua minh trén cin ban ting san pham véi san
phim ma con trén cin ban timg khach hang voi khach hang da duoc
ca nhan héa.”

Tuyén b6~ ri ng muc tiéu cia Amazon.com 13 “lam noi bat qui
trinh kham ph4,” Bezos néi ra ng anh tin Amazon.com c6 thé su
dung cong nghé tién tié n dé phat trién ngoan muc cic co hoi khach
hang c6 thé tim duoc mot quyén sach “vi chiing t6i sé khong chi dé
nguoi doc di tim sdch ma sé cho sach di tim nguoi doc.”

V6i thanh tich phat trién phA n mé m, Amazon.com “la mét cong
ty ra t chi trong cong nghé,” — Bezos noi. “Téi thuc sy cho rd ng vé
nhié u mit ching t6i 1a mot cong ty sang tao Tri thong minh Nhan
tao.” MA y nim gi n day, dé gitp nguoi ta kham pha cac san phim
tryc tuyé n, Amazon.com bi t da u dung nhing ky thuat don gian
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nhung hiéu qua nhu bo loc cong tac di tim “nhém ai luc” cia khach
hang don 1¢ — nhirng khach hang khac cia Amazon.com dugc xem la
dang chia sé khau vi va cdc md i quan tAm va 13 nguoi trude day da
mua cing mot quyén sach nhu ban — varé i dang di tim nhing
quyén sdch ma nhém khich hang d6 @3 mua ma ban khong mua (it
nha "t 1a chua mua).

Khoang nim 1998, Amazon.com ché’ tac trang chu cia ngudi
dung duva trén nhirng hoat dong da qua va so¢ thich riéng da xac dinh.
“Ban tham chi khong nhan ra dié u nay trir khi ban ngd i ngay canh
ai d6 va nhan ra phién ban Amazon.com cua ho hoi khac ciaa ban. Day
1a dié¢ u ma ching t6i mud n duoc 1am mai mii,” — Bezos ndi.
“Chiing t6i chang cA n cai ctra hang tA m taA m cho khach hang trung
binh. Muc tiéu 1 tao ctra hiéu hoan hao cho ta 't ca moi nguoi.”

CHUONG TRINH LIEN POI

Giita nim 1996 mot khach hang cia Amazon.com yéu cA u cong ty
cho phép n6 i ké t nhitng muc gi6i thiéu sach trén Website cua c6 véi
Amazon.com. Cong ty nhanh chéng d6 ng y. Véi1oi yéu ca u vo tu
d6, Amazon.com trién khai ¥ tuong t6 chirc mot mang luéi lién dei
nha m gitp ho ban sach va, trong qua trinh do, tao ra nhiing cong
d6 ng c6 chung md i quan tAm. Ching bao 1au ha u nhu moi doanh
nghiép hoic t6 chirc c6 Website vé ™ dé  tai nao d6 dé u duoc moi
tham gia chuong trinh. Trén trang Web cta minh, thanh vién lién daéi
néu bat nhiing quyén sach vié tvé dé tai cua né vo n duogce chon tir
kho dit liéu cia Amazon.com, thém vao 14 cAc bai diém sach, bai gisi
thiéu va phé binh. Khi khach hang truy cap trang Web thanh vién lién
doi s& nha p chudt mua sach, khach hang dugc siéu ké "t nd i (thanh
vién lién d6i khong doi phi) véi Amazon.com dé thuc sy mua sach tir
Amazon.com. Amazon.com lo nhian don dat hang, tinh toan, gbi hang
thanh qua ting, van chuyén v.v... va thanh vién lién d¢i kié 'm duoc tur
5 dé n 15% hoa hd ng trén thuong vu.
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Céc thanh vién lién déi di nhién cling duge mua sach truc tié p tir
nha phan phé i va kié m duoc khoan chénh léch gia gop tir 40 dé n
50%, chang khac mot hiéu sach, nhung ré i ho sé& phai lo khoan luu
kho va hoan ta "t viéc mua ban. Amazon.com cho cac thanh vién nay
tha "y rd ngt6 t hon nén kié m lai rong 15% ma khong phai chi phi,
con hon 1a kié"m dugc 50% khoan chénh léch gia gop.

Mot Iy do dé c6 chuong trinh nay (sau ciing cong tac véi Shawn
Haynes) la tang uy tin cho Amazon.com, vi n6 cho phép cac chuyén
giavé cacdé tai dwa ra nhiing 1oi gi6i thiéu. Vi Bezos c6 nudi mot
con ché Labrador chuyén tha m6 i nén anh thich dung Website
chuyén vé cho Labrador lam vi du cho chuong trinh lién déi nay.
Né u ai d6 1a chuyén gia vé  ché Labrador, vé mit hau ca n ciing
nhu tai chinh that kh6 ma tin 1a chuyén gia nay s€ mé mot hiéu sach
xay bd ng gach ngdi dé chuyén ban nhimg sach hay nha t vié "t vé
gi6 ng choé nay. Song lai hoan toan hop 1y khi ban nhirg quyén sach
vé  cho Labrador trén mot Website dit biét va cung ca p co hoira
mi t cho nhiing sach do.

“Pié u nay to t cho khach hang vi ltic nay ho da ¢ nguoi di thim
quyé n danh gia vé nhing sach nghién ciru gi6 ng ché nay,” — Bezos
noi. “Pié u nay cb loi cho ching t6i khi mang dé n nhimng 16i gidi
thiéu méi mé cho khach hang. Va cting c6 loi cho cac trang Web danh
cho gi6 ng ch6 tha mé i Labrador vi dem dé n cho chiing ngué n
thu nhap mdi cung kha nang mdé ra mét dich vu méi cho khach hang
cua chung.”

Trong ba thang da u cua chuong trinh, Amazon.com ky ké "t véi
hon 5.000 Website, bao g6 m tir Yahoo!, Netscape va AT&T Business
Network dé n Explore Madagascar! To bao Cigar Journal va trang
yéu thich 1a The Meteorite Market (Thi truong Thién thach), trang
nay tu cho minh 1a: “Trang Web lau doi va 1a noi t6 t nha t d&& mua
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thién thach.” (Khoang cué i nim 1999, sé6 lugng thanh vién lién doi
vuot qua 350.000).

Di nhién, déng co thiic ddy Amazon.com danh cho chuong trinh
lién ddi nay khong hoan toan vi viéc nghia. Chuong trinh giap cong ty
tao gd n bd mot caAch khon ngoan véi nhirng Website khac va giam
thiéu tinh canh tranh tir nhiing Website dic biét, nhitng doanh nghiép
khoéng phai lo chuyén luu kho hay hoan thanh thuong vu.
Amazon.com gianh thém cong viéc cling nhu quyé n sir dung tén tudi
va dia chi khach hang.

Du Amazon.com thuong néi vé “cong dé6 ng” ma né da tao ra véi
cac trang Web lién doi, mét cyu nhan vién cong ty noi: “Toi khéng
thich goi né 1a mot ‘cong dé6 ng’; no 1a viée ‘gianh duoc khach hang
méi.” Y tuong nay khong danh cho nguoi tié p tuc quay lai trang Web
kia va 14 n nao ciing mua sach qua kénh phan phé i d6. N6 chinh 1a
viéc gianh khach hang mdi va giir chan duoc ho.” Né u nguoi khach
4"y khong bao gio thong qua Website lién doi nguyén thuy dé dat
mua sach tir Amazon.com, Amazon chu y& u da tra cho thanh vién
lién doi khoan phi gitip tim kié ' m mot 14 n va chi c6 vay — cho du
né u nguoi khach d6 c6 mua thém 100 quyén sach tir Amazon.com
ching nira. Thé” nén Amazon.com khong phai tra khoan phi dugc
chia sé trong tuong lai va né van sé hiru nguoi khach. (HA uhé 't cac
thanh vién lién doi hé hénh bo qua khong thoa thuan gi vé  viéc khai
thac gia tri khach hang vinh vién. Thém nita, cdc thanh vién cin cu
theo ddi riéng cua ho c6 thé bié "t khach hang cia minh c6 ké tnd i
v6i Amazon.com khong, nhung khong thé bié "t khach hang nay tiéu
bao nhiéu tié n).

Viéc tao ra chuong trinh lién d¢i 1a mét vi du ra "t hay trong tu duy
cia Bezos vé  kinh doanh trén Web. N6 1a chié n luge “d6ong luc da u
tién” kinh dién tir d6 da dugc ba t chude boi hang trim cong ty trén
Internet khac, nhu Cnet, Lycos, Ask Jeeves va Goto.com Inc., la
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nhing cong ty tra tié n cho cac Website gitip khach hang nd i ké 't
giao dich vi Website nhirng cong ty nay. “Ping la mot bira tiéc tung
bung,” — nha phan tich Chris Charron trén Forrester Research cho
hay. “Ly do n6 c6 gi tri 1a ¢ chd ban cha "t khué ch tan cua Internet.”
Theo Forrester Research cac chuong trinh lién d6i 1 cach t6 t nha 't
gitip nd i ké 't giao dich v6i mot Website. Di nhién ngay nay céc
thanh vién lién déi da khon hon va cac thanh vién 16i doi thuong dat
dié u kién tra tié n cho viéc khai thac vinh vién gi trj khach hang noi
trén.

DICH VU KHACH HANG

Xuong s6 ng bo phan khach hang caa Amazon.com, dic biét trong
nhimg ngay da u, 1a tap hop dang né cua nhimg con ngudi nam ciing
nhu nir théng minh, gido duc cao, nhitng nguoi tao nén tinh cha "t
riéng cho pha n con lai cua cong ty. Pé duoc tuyén vao bo phan dich
vu khach hang, tng vién phai c6 it nha "t mét bi ng ctr nhan. “Nhing
nguoi thong minh nha 't tai Amazon — du khong dwgc hua n luyén
vé  lanh vyc chuyén mén lién quan dé n sach — dé u thudc bo phan
khach hang. Ho bié "t r5 vé cong ty hon ba t ky ai thudc ca p lanh
dao cao nha t, nhin tir goc d6 khach hang,” — Glenn Fleishman néi.
“Ho thué nguoi voi mice lvong mot gio 10 USD hoac hon. Nhirng
nguoi da u tién duoc vu tién mua cb phié u vu dii.” (Thanh vién cua
b6 phan khach hang thua con méi mé do, nhitng nguoi c6 mat trong
ky ban c6 phié u ra thj truong nay da s¢ hiru nhié u triéu USD).

Richard Howard tém ti t sy nghiép nga n ngui khong vui véi tu
cach la dai dién dich vu khach hang tai Amazon.com trong bai bao
s ¢ bén trén to Seattle Weekly nhu sau: “Tdi bi choang boi qua trinh
hoc vA n va mire d6 tai ning ma cic thanh vién trong 16p hua n luyén
cua to6i hanh dién khoe (mot tac gia c6 sach xua t ban, mot nguyén
dich gia lam viéc cho chi nhanh cua Soros Foundation tai Moscow...)”
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“Né u ban 1a mot tri thire bi tha "t sung, bo phan dich vu khach
hang 14 noi Iy tuong dé lam viée,” — day 1a phat biéu cia Maire Masco,
ngudi gia nhap cong ty dao thang Ba nim 1997, khi 4"y nhém phu
trach dich vu khach hang tai Amazon.com chi g6 m chung vai chuc
nguoi. Mot nam sau khi ¢6 théi khéng lam viée ¢ d6, nhém da vuot
con s6 200. Nguoi trong nhém nay “doc ra "t rong. Né u c6 ai goi toi
mud n bié 't & n ban The Iliad ndo t6 t nha t, cha c cha n ai @6
trong nhom sé& c6 cau tra 16i. Pié u nay that dic biét khi d6 1a mot
nhém nhoé hon. Nguoi ta chia sé véi nhau ra "t nhié u. Moi nguoi trau
d6 i nhing kié "n thtc chuyén nhu sach tré em, vin chwong duong dai
hay khoa hoc.”

C6 hai ca p dai dién dich vu khach hang: Bac M6t va Bac Hai. (Ké
tir lac d6, Bac Ba da duge thém vao). Bac Mot g6 m nhirng nhan vién
1am theo gio, gitip khach hang xac dinh sach bi ng cach duyét tim va
gdi ké t qua cho khach hang. Pai dién Bac Hai an luong thang, “yéu
cA u phai sang tao, trach nhiém, thong minh va c6 thé tim toan bo
kho dit liéu va am hiéu cach dié u hanh cua cong ty,” — Nils Nordal,
hién la giang vién dai hoc c6 thoi la nhan vién Bac Hai, noi.

Tt ca dai dién dich vu khach hang khong chi phai hoc ma pha n
mé m hé UNIX ma con phai nd m bt toan bo td m ngd m hoat
dong cia Amazon.com — dit hang tir cdc nha xua t ban nhu thé ™ nao,
giao dé n kho ra sao, dua sach tir xe tai tai nha kho 1én ké, theo d5i
don hang nhiing sach da dong gbi va cach quyé t dinh phuong thire
van chuyén t6 t nha t. “Mud n lam dich vu khach hang tai Amazon,
ban phai that sy hiéu rd timg buéce van hanh cua céng ty dé hinh dung
ngay chd nao truc tric, tir d cha n chinh lam sao mét quyén sach
cud i cung xua t hién trén bac cra nha ai d6,” — Nordal néi. “Khi c6
khach hang vié 't thu hoi vé  tinh trang giao mét cud n sach, ban c6
thé tra 1oi: “N6 dang trén duong toi. Pay 1a 1y do tai sao né khong
duoc giao ngay. Chiing t6i xin 15i vé sy ba 't tién nay.”
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Puoc hoi vé viéc hoan thién dich vu khach hang tai Amazon.com,
Bezos ndi: “Cé nghia 1a né u ban diat hang mot quyén sach tai chd
ching t6i, cué n sach s& dugc dit trong khung thoi gian ma chdng t6i
thong bao. Né u ma "t hai hay ba ngdy, chting t6i s& chuyén quyén
sach trong hai ba ngdy... Twong tu nhu thé”, né u ban goi e-mail cho
ching t6i hoi vé  don dit hang, chiing t6i phai tra 1oi e-mail d6 trong
thoi gian hop 1y. Dich vu khach hang t6 "t 1a giir dtng 1oi hira voi
khach hang.”

Cac dai dién trai qua mot chuwong trinh hua n luyén trong mot
khoa hoc ba tua n trude khi giao tié p voi khach hang. “Cé khoang
thoi gian phu troi dé ho duoc theo doi huéng dan thém, va cong viée
ctia ho duoc gidm sat sit sao vi n6 ra "t phuc tap, dé tinh co x6a sach
mot don @it hang hodc nha m 14n khau 1énh ai 6 hodc ba 't ct dié u
gl,” — Masco néi. “Thong thuong, véi mot téng dai dién thoai, chi ca n
tuyén ngudi ré i tra lwong cho ho theo danh nghia va tao dié u kién
cho ho nhanh chéng d& dang @é rat nga n thoi gian hua n luyén.”

Nordal cho hay dich vu khach hang tai Amazon chu yé u “géi gon
thanh mot trong hai dié u: (1) ‘T6i dang tim mot quyén sach vé dé-
tai nao do6. To6i khong bié t diing Website cua qui vi. Qui vi c6 gitp
duoc t6i khong?’ va (2) ‘Quyén sach cua t6i dau?’ Cho nén chiing toi
c6 thé dan nguoi ta vao qui trinh dit hang: ‘Gio ban hay nha p vao
chd nay, chd kia; ban nhap s6~ thé tin dung vao, r6 i nha p chuot
hoan ta t? Chu yé u day 1a nhimg doi hoi doi thuong lap di lip lai qua
e-mail hay dién thoai.

Masco ghi nhén, vi cin ban khach hang tié n trién tir chd ban
da u 14 nguoi cuu mang sau thanh chinh ngach, “khach hang c6 thé
goi @& n cho hay: ‘Puoc, t6i d@ mua may tinh, t6i mué n mua sach tir
Amazon. Téi ré chuét vao dau nhi?” Ho mua mét may tinh chi dé truy
cip Amazon. Ho i d6 t6i gitip mot tay dé thaAm nhap cong nghé nay.
Né u khach hang yéu cd u mot quyén sach, ching t6i khong chi cho
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ho bié "t vé quyén sach ma con chi ho chd tim, va cling 1am sao cho
ho bié "t ty tim va tim ra n6. Chuing t6i ciing phai giang day nira. D6 1a
mot thuan loi khac khi c6 trong tay nhié u ngudi c6 bd ng ca p
nhung khong duge dem dung. Nhié u nguoi trong s6 ho 14 gido vién,
nén chuyén d6 d6 i véi ho hoan toan tu nhién.”

Khi c6 ai goi thu cho Amazon.com, n6 s& duge x& p hang — theo
tht tu dé n — trong mot chd chira goi 1a “hang.” C6 “hang dat hang”
va “hang thong tin.” T4 t ca nhiing ai méi duge tuyén dé ubd tda u
¢ “hang thong tin” noi lo nhirng viéc nhu giap xac dinh vi tri sach, cac
4 n ban hay tac gia. Khi tré nén thua n thuc va thong thao cac thu tuc
va cach thte hon, ho duge cA” t nhi ¢ qua “hang dat hang” noi giai
quyé t nhitng don dit hang tha "t lac hay gap su cd .

Tinh logic d4 ng sau qui trinh dich vu khach hang duoc c4 nhan
héa nay duogc chi phd i boi quan niém cho ra ng kinh nghiém mua
sd m tryc tuyé n thié u tinh tryc tié p giita con ngudi véi nhau.
Khach hang khong bao gio gap nhan vién Amazon.com nao. Thuong
vu chi 1 giita khach hang va may cha cong bd~ trang Website; khach
hang tuong tic véi cd may tim kié m va nhing tha tuc van hanh
bi ng may tinh. Khong hé  c6 sy tié p xic giita con nguoi véi nhau
v0 n phéat sinh tinh cam gi n bé. Cho nén tié p xtc duy nha t mang
tinh nhan loai ma ha u hé 't ngudi ta c6 véi cong ty kiéu Amazon.com
la véi bo phan cham séc khach hang. Thanh thir dai dién dich vu
khach hang phai hanh xir cao hon va sau xa hon nhirng gi trach
nhiém doi hoi. Quan diém cia Amazon.com 1a né u ban gip su co’,
khong nhirng ching toi sé img ciru ma con ung ctru theo phong cach
cho tha "y nhing gi chting t6i dd cam k&t v4i ban 1a khach hang, va
v6i kinh nghiém mua sd m cua ban trén Amazon.com. Cho nén
nhitng nguoi thude bd phan dich vu khach hang chiu trach nhiém tim
kié 'm sach do khach hang yéu ci u qua e-mail. Ho s& thu thap ké 't
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qua tim kié m, ca t va dan ching vao mot e-mail va hé i am vdi cac
chi dan: “Né u ban nhap tiéu dé ndy vao, ban s& tim tha y sach.”

Nordal nh¢ lai: “Ban ¢ thé gip mot yéu cA u kiéu nay: ‘Nam 1994,
khi con 1a mot c6 bé trén tau di tir chau Au 8 'n My tr6é n tranh
chié 'n tranh thé” giéi thir hai, t6i c6 doc mét quyén sach va nhan vat
chinh c6 tén 1a Mary va day 1a nhiing gi da xay ra.’ Yéu ca u nay sau
do6 dugce goi khi p noi bo bo phan va that dang ngac nhién trude s6”
1a n nguoitahd i am cho bié t: ban dang tim quyén sach thé nay...
thé” nay..? Trinh d6 hoc v n va kinh nghiém phong pht cua nhimg
nguoi 1am viée ¢ ddy du stc xac dinh nhitng quyén sach bi an kiéu nhu
thé . Nhié u cau tra 16i cho nhiing cau hoi nhu vay — mot khi ching
roi veong qud ¢ cua bd may tim kié m — thue su dwogce tra 16 nho su
thanh thao cua nhimg con nguoi lam viée & d6. Né u ban tuyén mot
nhém nguoi hoec va 'n tha p hon, chii ¢ ho ching tim ra quyén sach.
C6 ai @6 vié "t thu: “Trong phim Bénh nhin nguoi Anh ¢ mot nhan
vat ctr khu khu ¢ p mot quyén sach. D6 1a quyén nao vay? Hai gidy
sau da c6 nguoi e-mail tra 1oi.”

Khi cong ty ba t d4 u 16n manh tha 'y rd, viéc Bezos nha t dinh
yéu cA u phai tra 10i hA u nhu l4p tte cho khach hang da gy tac dung
nguoc 1én cac nhan vién chuyén dich vu khach hang vo6 n da 1am viéc
qua tai. “Ltc ndo ciing c6 cam gidc ban c6 thé lam viéc chim hon. P6
1a tAm 1y kiéu Microsoft,” — Maire Masco thuat lai. “T6i nhé Jeff mot
hom goi t6i khi chting t6i dang cham tra 10i cho khach hang @& n mot
tud n rudi. Chang toi c6 thé dam duong kip kho i lvong cong viée
hang ngay, nhung chinh nhimg t6 n dong 1am hai chtng t6i. That
khung khié p vi ai na"y 1am viéc da qua cing; t6i khong nghi c6 ai
lam viéc dudi 10 gio mét ngay, va moi nguoi dang lam viée 12 gio mot
ngdy, bay ngay mot tud n va ching t6i nhu vay da ba thang ro i.

“Jeff no6i: ‘T61 mud n moi nguoi lam viéc cham hon.”
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“T6i bao: ‘Jeff, mbi tud n chi c6 bay ngdy. T6i khong thé bude moi
nguoi 1am viée chdm hon. That tinh né” u ddng 13 t6i thong minh, t6i
han da cho moi nguoi v& nha va bao ho hiy ngu 24 gio 1ié n. Nhung
t6i khong thé.”

“Anh 4y im ling mot 1t ré i bao: ‘Théi dwoc, vay ¢d nghi ching
ta nén lam gi?””

“Sau cung chung t6i phai ¢c6 moét cudc thi. Lac dé dong luc duy
nha t ching t6i c6 dugc 14 tié n. Banh Pizza khong in thua. Y tuéng
& day 14 chiing t6i s& 1am viéc 48 gio trong ky nghi cud i tud n va giai
quyé t cho xong cac hang e-mail ré6 ng ra n. Moi nguoi t6 i thiéu
phai 1am 10 gid vao cud i tud n — thém vao ca lam viéc thong 1¢. Va
chi giai quyé t e-mail théi. Moi nguoi khich dong. Chiing téi tra tié n
theo s6  thu ma ho hd i dap. B4 t ky ai tra 1oi duge mot ngan thu qua
mot Ky cud itud n 48 gio sé kié m duge 200 USD. Cho nén ching
t6i kip tié 'n d6 va sau d6 moi viéc ém xudi dugc d6i ba thang.”

DU Amazon.com ¢d gi ng giao dich véi khach hang qua e-mail,
dai dién cia Amazon.com van giao tié p véi nhié u khach hang qua
dién thoai, dic biét vé cac vA n dé nhu thay d6i khau 1énh va nhan
s6  thé tin dung d6 i voi nhimg nguoi ngai cung ca p ching qua
Internet. “Chiing t6i khong thé tranh nhimng ct dién thoai nhu vay,” —
Masco néi. “Song e-mail hiéu qua hon vi nhié u Iy do. Ban c6 thé tra
161 24 tié ng mot ngdy. Né u ai d6 dé lai 1oi nha n, ban phai ma tba
hay b6 n gio> @é c6~ lién lac véi ngudi d6. Véi e-mail ban ¢ thé tra 1o
dang lac.”

Khi Amazon.com phat trién cich tié p cian qua dich vy khach
hang, ta"t nhién phai tao nhirng kho dit liéu tiéu chuan duoc soan ky
hay con duoc goi 1a “nhiing 16i gisi thiéu sach” c6 thé dé dang dié u
chinh dé c4 nhan héa n6 thanh ciu tra 16i cho nhiing gi khich hang
yéu cd u. Mot s6~ yéu cA u phai néi con hon 1a riéng tu nita. Chang

https://thuviensach.vn



han, voi mét loat sach khoa hoc vién tuéng vié t boi ciing mot tac gia,
khach hang c6 thé hoi nén doc cac quyén sach theo thir tu ndo. “Dé 1a
mot vi du cho tha 'y chi khi bi héi nhu vay ban méitha 'y ca ndé ' n
nhirng 1oi gisi thiéu nga n d6; n6 khong nd m trong chuwong trinh
hua n luyén thong thuong,” — Masco ndi.

“Co 1& dié u quan trong nha "t vé nhimg 1oi gisi thiéu ngd 'n @6 1a
tinh nha "t quan,” — c6 ndi thém. Mot 14 n, ¢ khach hang dit mua
mot quyén sach lac con sém va sau d6 goi dién dat mua mot cué n
khac nhung mud n ca hai quyén dugc dua chung vao cting mét don
dat hang, song cong ty khong thé lam thé ™. Tim cach giai thich dié u
d6 cho khach hang, “ching t6i tinh co gap mot 161 gisi thiéu ngd n
ra t chuyén nghiép song ciing c6 d6i chit vo tu ly: ‘LA n nay ching
t6i qué voi. Xin 16i vi khong thé nhap hai quyén sich cia ban 1am
mot.” Cach tra 16i ké "t hop tinh c4 nhan va tinh chuyén nghiép 1a mét
trong nhitng strc manh cua 16i gioi thiéu ngid n. Cho du nguoi ta c6 thé
thém nhirng thong tin c4 nhan ¢ cud i thu bd ng cach ding mot
trong nhirng 101 gisi thiéu, chiing t6i bao gio ciing ra "t nha t quan va
dwa ra mot bo mat chung véi khach hang. Thinh thoang ban cling
phat trién cdc m6 i quan hé c4 nhan véi khach hang 1a nhimg ngudi,
ma vi Iy do nay khéc, ban c6 nhié u lién hé. Véi nhitng nguoi nay ban
phai to ra thoang hon.”

Ngay tir d@ u, Amazon.com da tmg dung phan hé i véi khach
hang tir e-mail dé thié t k&~ Website va duy tri dich vy khach hang &
murc do da dinh. “Mot trong nhitng dié u tuyét voi khi trye tuyé n 1a
khach hang gitip ban nhin ra nhirng gi ban lam sai va cach lam viéc
sao cho t6 t hon,” — Bezos noi. “E-mail 12 méi truong tuyét diéu cho
viéc nhan cac phan hd i vi e-mail pha n nao khié n ho bét t6 ra lich
sy... Qua e-mail, nguoi ta té ra manh dan hon dé néi thuc vé~ dich vu
cua ban.”
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Bezos thuong cong khai dua ra nhimg vi du vé  viéc cac phan ho i
tir khach hang da thay d6i cac thu tuc nhu thé” nao. Nim da u tai
Amazon.com, cong ty géi hang theo cach khié n khé ma béc noé ra.
Cong ty nhin duogc e-mail tir mot ba cu 80 tudi cho bié t: “Téi yéu
dich vu ctua qui vi. T6i lac nao cling dung n6. Nhung t6i phai goi con
trai d& n méi mo duoce cac goi hang. Mudé n mo 16p gbi ngoai phai
nay b ng xa beng. Qui vi giai quyé t diim viéc ndy nhé?”

L4 n khac, mot khach hang khong vui vié t rd ng ong da bo ra
nhié u gio cha 't d4 y gio mua hang cua minh song van chua sin sang
mua céc sach nay. Trong 30 ngdy tai khoan cua 6ng van chua c6 dong
tinh gi, va chinh sach cua céng ty 1a sé x6a sach gio mua hang sau thoi
han d6, thé” 1a gié hang cua 6ng ta tré ng tron. Nguoi khach vié 't thu
cho bié "t day 1a chinh sach ngu ngoé c. “Chinh sach nay c6 I& ngu
ngd c that,” — Bezos noéi. “Chuing t6i da thay déi n6. Ong ta ciing nghi
it ra chting to6i phai bao trudc cho 6ng ta. Ro 1a ong ta khong lich su.”
Cac ky thuat vién caa Amazon.com 14 n lai trong kho dit liéu caa ho
va tim tha 'y gi6 mua hang cua 6ng ta con ¢ dang thé va gai tra lai.

Amazon.com sing tao ra né n vin héa giap ds giita toan ban dich
vu khach hang. Maire Masco nhé lai mét khach hang mail cho cong ty
bié "t ba vira lam ma t quyén sach day na u #n yéu thich. Ba chi c6
thé miéu ta bia n6 mau d6, do Telephone Pioneers ¢ My 4 n hanh.
“Dé thoi, téi quyé t dinh tim ra n6,” — cd noi. “Paylava n dé tu
thach thire ban than di tim sach do nguoi chu cung cA” p thong tin mo
hé . Masco tim céi tén “Telephone Pioneers” rd i “sach na u an” va
tim ra n6. Khong chi c6 vay, sach c6 ¢ Amazon.com, du da duoc xua 't
ban boi mot t6 chue phi loi nhuan nhu 13 thi dé gy quy cho nhém cua
ho: sach c6 s6 ISBN nén ni m trong danh muyc.

Masco tha y Amazon.com dang tao ra su khac biét voi khach hang
& ving qué vo n khong cé hiéu sach hoic 14 nhing nguoi bi 6 m,
hoic khong thé roi nha. “Nguoi ta mail cho ching t6i hay thé™ gisi
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ciia ho nhu mé rong ra khi c6 thé diat mua sach qua Internet,” —
Masco cho hay.

Masco néi ra ng bo phan dich vu khach hang da “gieo cho moi
nguoi ¥ nghi ri ng mot trong nhirng dié u khié n bo phan dich vu
khach hang cia Amazon khac v6i nhirng bo phan dich vu khach hang
khéc ¢ chd chiing t6i thuce su giao cho nguoi ta quyé n dua ra quyé t
dinh. Cho nén né u khach hang vié "t thu cho hay: ‘T6i dit mua
quyén sach nay cach day ba ngdy. T6i da yéu cA u c¢6 né ngay hdm
sau, thé” ma bay gio van chua tha y dau.” Khong cb chuyén tra lai chi
phi van chuyén. Pai dién dich vu khach hang c4 nhan c6 quyé n danh
gia mirc 36 nghiém trong cua tinh hué ng ma quyé "t dinh.”

Thuong thi cud i cting chinh nhimg chi tié "t nho lai gdy 4 n tuong
lau dai nha "t véi khach hang. Vié t trén Customers.com, Patricia
Seybold cing c6~ ghi nhan nay vé kinh nghiém giao dich voi
Amazon.com: “Khi t6i mé hop sach do Amazon.com goi dé n mua hé
virard i, t6i tim tha y mot thu ngd n vié 't tay, kep trong mét quyén
sach, c¢6 noi dung: ‘Chung t6i bié t ba da dit mua 4 n ban biamé m
ciia quyén sach ndy, nhung sach khong con trong kho nén chiing toi
gii ba ban bia cimg song van tinh cting gia.” Chinh mau thu vié "t tay
4 ylam t6i gd n b6 mai v6i Amazon.com.”

Chinh kiéu cam xtc 4"y 1 Iy do tai sao Bezos dd moé ta
Amazon.com khéng chi 1 doanh nghiép ban hang, ma hon thé” con
14 doanh nghiép “gitip nguoi ta dua ra nhimg quyé t dinh mua si m.
D6 1a phuong thire xem khach hang 14 trung tAm khi nhin nhan vé
thé” giéi. V& sau ndy ching tdi s& gdy b6 iro6 i cho cac chuyén gia”
1a nhitng nguoi ¢6  miéu ta nhitng gi cong ty lam. “Va n dé thié't
than nha "t ma t6i c6 thé ké 't luan 1a ching t6i khong ¢d~ gi ng tro
thanh mét cong ty ban sach hay cong ty kinh doanh am nhac — chiing
t6i dang pha n da u tré thanh cong ty vi khach hang.”
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Bezos sé& tié p tuc rao giang vé  dich vu khach hang cho td t ca
nhan vién Amazon.com ciing nhu cAc phuong tién truyé n thong.
Anh lip di lap lai tA m quan trong cua viéc chdm séc khach hang —
ba "t cha p t6 n phi — trong khi bén ngoai, anh lién tuc nhi ¢ gioi
truyé nthong vé trié t1ly “tA t ca vi khach hang” cia Amazon.com.

Bezos ciing lién tuc tim cach quang b4 né n tang nay. Labactha y
quang cao va quang ba, Bezos va bd phan quan hé cong chung cua
anh ludn tim ra cach 1a "y cam tinh gi¢i truyé n thong dé no i ké 't
“Amazon.com” va “dich vu khach hang” trong tam tri nguoi tiéu
dung.

Chang han vio mua xuan ndm 1999, b6 may quang cio cua
Amazon quyé t dinh ra ng dé ky niém su kién vi khach tht 10 triéu
cia Amazon, khéng con cach nao Iy tuong hon 1a chinh Jeff Bezos sé
dich than giao hang. Bezos di Boston, anh dung chan tai mét cong
truong xay dung tai East Bridgewater dé tan tay trao mot bo giy gon
cho mot nha tha u xay dung, 1a nguoi da dugc cong ty tuyén bo ™ 1a vi
khach tht 10 triéu. (Di nhién céng ty c6 thé giao trach nhiém dé cho
b4t ctr ai, nhung du sao trude db Bezos cling da 1én ké” hoach c6 mat
& Boston).

Theo to Boston Globe, viéc giao hang nay thuc ra chi la sy kién
quay phim chup anh. Hoéa ra b6 gy thuc sy ma nha xay dung nay da
dat mua trén Amazon.com con dau do trén duong chuyén di gitta
Seattle va Boston. Khoi phai lo. Trong khi may anh 16e sang, bang
video ctr quay, Bezos trao cho vi khach hang mét bo gay gon thay
thé . Sau khi cac phong vién anh di r6 i, Bezos va nhan vién t6 chire
sy kién cua 6ng s& 12"y gay lai tir tay 6ng nha tha u xay dung — nguoi
phai cho 16 hang that sy — va tié p tuc 1én duwong. Chuyén binh thuong
thoi.
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Cau ké 't cia Amazon.com véi khach hang nguyén thuy dya trén
no lyc cia nhitng nhéin vién nam cling nhu nir 1am viéc trong khu vuc
do cua cong ty. Moi nguoi tai Amazon duoc nhi ¢ nhé ra ng ho phai
1am viéc theo “gi cia Amazon,” véi té ¢ @6 ma theo 161 ho thi cac
d6 i thu khong thé bi néi. “Né u ban tha "y khé khin khi phai phat
trién nhanh, thi day khé c6 thé 12 noi danh cho ban,” - Jane Slade, ltc
do6 14 giam d6 ¢ dich vu khach hang cia Amazon.com, cho to
Washington Post hay. “Né u ban mu6 n moi céi tién nghi, thi e
ra ng day kho co6 thé 1a mot noi nhu vay.”

Sau cung stc ép phai phuc vu khach hang toan tam toan y tao nén
nhirng vé t ran nut trong 1ong t6 chirc cia Amazon va dit khoat dua
dé n viéc dong cira bo phan khach hang tai Seattle. Song vao cai thoi
mong mudi, méi mé 4y moi tin @6 chan chinh tai Amazon dé u
d6 ng tam nha "t tri v6i nhau.
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Chuong 9 -
PHUC HOA AMAZON

T61 mua sach qua Amazon.com vi thoi gian han hep ma ho thi cé
danh muc dé i ddo va ho ra "t dang tin cdy

Bill Gates

30 thang Ba nim 1996, tra 1oi phong v ntrén 4 n ban truc tuyé n PC
Week’s

Nh¢ nhitng khach hang nhu téng giam d6 ¢ cia Microsoft ma
Amazon.com hoan ta t nim 1996, nim d4 u tién kinh doanh tron
ven, véi muec 13i thye 13 15,7 triéu — mot mue ting vot dang né 1a
3.000% so voi ndm 1995 14 511.000 USD. Nhitng con s6~ khac ciling
4 n tuong khong kém: Doanh s6 hdén hop ting hon 100% méi qui, tir
qui 1 & n qui 4. G4 n 180.000 tai khoan khach hang, xa p xi
50.000 luot truy cap méi ngay trong thang Muoi Hai so véi 2.200
lugt cia nam trude. Hon 40% don dat hang la tir khach hang ci.

Mit khac, Amazon.com dang lam dié u ma Bill Gate khong bao
gio 1am: chi phi cing ¢6~ — 5,8 triéu USD nim 1996, so vdi 303 ngan
USD nim 1995. Mot pha n trong s6 tié n d6 chi cho tuyén dung
nhan sy vao céng ty cang nhanh cang t6 t — Amazon.com cha m dut
nam 1996 véi 151 nhan vién, tang 357,6% trong mot nam. Theo bao
c4o v6i Uy ban Chimng khoan va H6 i doi, chi phi ban hang va tié p
thi — truc tuyé n va quang cdo bao chi, quan hé cong chiing va nhiing
chi phi quang cdo khac — tang tir 200.000 USD nam 1995 Ién 6,1
triéu USD nim 1996; va chi phi phat trién san pham (chu yé u 1a dé
hoan thién hé thd ng cong nghé né n) ting tir 171.000 USD nim
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1995 1én 2,3 triéu USD niAm 1996. Va tai sao Bezos khong tiéu tié n,
né umud n phat trién tha ntd c?

Du doanh s6~ trom trém 16 triéu cia Amazon.com chiang dang gi
so v6i nganh cong nghiép ban sach noi dia 14 26 ty, man trinh dién
ctia cong ty 1a da u hiéu cho tha 'y kinh doanh trén mang dang tro
nén xu huéng khong thé bo qua.

Su tinh toan thoi diém that hoan hao.

Truéce hé t, cac doanh nghiép va nhirng nguodi huong loi tir may
tinh c4 nhan (va cac bo dié u giai) cang lic cang nhanh va hiéu qua
tai nha cling nhu noi lam viéc, nhan thie rdé hon thé” nao 1a Internet.
Mang luéi ha tA ng dang t6 t hon va truy cap cling d& va ré tié n hon.

Khoang cué i nim 1996, gi n 35 triéu nguoi sir dung Web, theo
International Data Corporation udc tinh thi tong gi4 tri hang héa va
dich vu mua trén Web tang tir 318 triéu USD nam 1995 lén 5,4 ty
USD ni#m 1996. Hon ntra s6 nguoi dung Web thuong xuyén cé trinh
do dai hoc hoac cao hon, va trén 62% nguoi st dung mang Internet
toan cad u kié m duoc it nha "t 40.000 USD/nim. B4 ng chung
Amazon.com di cudé n hat 16p cong chiing dic biét tinh hoa va ning
dong vé  dién toan: quyén sach ban chay nha 't trén Amazon.com
nim 1996 1a Tao nhing Website gié t nguoi: Nghé thudt thié t ké”
cdc Website thé ™ hé thir ba cua David Siegel.

Cud inam d6, Bezos xua 't hién trén The zz, chuong trinh truyé n
hinh thoi su cia PBS thao luan vé  tac dong cua Internet cling voi
Esther Dyson bién tap vién cua t& bao chuyén vé dién toan la
Release 1.0 va Clifford Stoll, nha thién van hoc va la tac gia caa Cong
nghé Thung liing Silicon diwa chiing ta vé dau: Nghi lai vé  siéu xa
I6 thong minh. Trong khi van tuyén b6~ d6 1a “mot ndm kinh doanh
tuyét voi trén Internet,” Bezos so sanh tinh hué ng hién tai véi 10
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gidy sau hién tuong Big Bang, thoi diém con “bié "t bao dié usi p
dién ra.” Thira nhan ri ng quanh Internet 1a bié "t bao chuyén théi
phd ng, anh 1y lun ra ng cling con c6 ra t nhié u dié u dang quan
tam. Anh néi anh lac quan bsi Internet “6 kha p moi noi,” va ba t ky
noi dau mang b t @4 u tran ngap thi noi d6 nguoi ta ndé ng nhiét
tié p nhan va sy phét trién luon luén ting vot.”

Véi tié m ning phat trién d6, khong co6 gi dang ngac nhién khi
canh tranh luon rinh rap xua t hién. Ngay tir @ u nhié unha da u
tu tié m ning da quan tAm dé n kha ning canh tranh cua
Amazon.com véi cac nha ban sach truyé n thd ng. Chuyén dang
quan ngai hon khi vao thang Mudoi Mot nam 1997, Barnes & Noble di
vao thoa thuin dé tré nén cdng ty ban sach doc quyé n trén America
Online, noi cé thé tié p can hon 8 triéu ngudi mua dai han cua AOL.
Ciing nhu Amazon.com, B&N tuyén bd~ c6 ngud n dit liéu cua hon 1
triéu twa sach, c6 thé giao nhanh nira triéu ban sach va chié t kha u
30% theo gi4 bia loai sach bia cing — murc cao hon han nhimg gi duoc
danh cho khach hang mua tryc tié p tai hiéu sach. B&amp;N ciing
thong bao si p cho trang Web riéng vao dd u mua xuin nim 1997
sau khi tuyén 50 nhan su.

Ciling khoang thoi gian d6, CUC International, mét cong ty dich vu
tiéu dung tri gia 2,3 ty USD, phat trién thi truong truc tuyé n dua
trén dang ky dai han 1a NetMarket, noi sé ban du loai hang hoa bao
gd m ca sach cho thanh vién ding ky dai han. Nhié u nha xua 't ban
va nha phan pho i 1¢ 16n da hoic dang chuan bi 1én Website. Random
House Inc. @3 ban sach truc tuyé n va @3 u nim 1997, nha xua t ban
Simon & Schuster cua Viacom Inc. cho ra cai goi 1a “Siéu Website.”
Bor Group Inc., nha dié u hanh 16n tht hai nuée My cia cac siéu thi
sach, dang chuan bi cho hiéu sach truc tuyé n riéng. Borders vd n
dang dié u hanh mot Website nho phan phd i sach, noi khach hang
c6 thé goi e-mail hoic fax dit mua sach tai mot cira hiéu tai Ann
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Arbor, Michigan 14 noi Borders dit tru s¢. Pho giam @6 c tié p thi
cua Border 13 Marilyn D. Slankard néi: “Ching t6i tha y r6 da dé ' n
ldc Amazon.com phai chiu canh tranh.”

Du Barnes & Noble ha u nhu chi ¢ chd n 1a nha béan 1é tryc
tuyé n 16n tht nhi, Border van duoc xem 1a mo i de doa lén hon d6”i
v6i noi b6 Amazon.com. “Khong ailo 14 ng vé viéc Barnes & Noble
phat hanh trang Web bai chiing t6i tinh toan ho s€ 1am viéc khong ra
gi va phai ma "t mot thoi gian méi cha n chinh dwoc,” — Glenn
Fleishman néi “A n tuong cia Amazon 13 Border s¢ hiru tha vin hoa
ra t gid ng véi Amazon. Ho sé& tdng cudong sic manh nhan sy, tuyén
dung nhitng nguoi giéi noi tuyé n da u va d6 tié n va ngud n dit lidu
xtr 1y 16n lao vao dé.”

Hodc nhu Bezos vé sau phat biéu: “Barnes & Noble khéng lam
nhitng di€é u ho mu6é n ma lam vi sy hién dién cta chiing t6i. b6 1a su
that.”

Trong khi chd Barnes & Noble ban sach truc tuyé n, Bezos thach
thirc Fleishman dua ra tinh ndng méi trén Amazon.com. “Jeff khong
mué n “gié t” Barnes & Noble” nhung anh mu6 n tha ng ho ba ng
quén bai chu,” — Fleishman ké. Bezos yéu c4 u Fleishman tao ra phan
khu sach tuyét ban. Tim sach khong con in di nhién khong phai 1a
cong nghiép mdi mé, nhung Internet la méi truong ly tuong cho viée
do6. “Ba "t ngo t6i ¢6 hon 1 triéu tua sach tuyét ban — hoic it nha "t 1a
nhirng thong tin khung vé  chtng.”

Thay vi ba "t khach hang tra phi tim kié ' m, Amazon.com yé t gia
quyén sach va hira cho khach hang duoc tim sach vinh vién. Ngay nay
c6 bié "t bao nhiéu Website c6 thé tim sach khong con in, nhung viée
Amazon.com thAm nhép thé loai d6 tir d@ u nim 199714 da u hiéu
cho tha 'y cong ty tié p tuc tié nvé phia truéc va thém nhié u tinh
nang maoi.
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LA N PA U BAN CO PHIE U RA THI TRUONG

Amazon.com phai di nhirng buéc mé rong nhu thém tinh nang
sach tuyét ban boi Bezos da va dang bo ra nra nim truée do6 dé “16t 6”
cho1a n @4 u ban c6 phié u ra thj truong. Muia hé ndm 1996, anh
ba t da u gip g khong chinh thirc véi cic chi nha bing da u tu dé
c6 thé hoc duogc vin hoéa va phong cich khac nhau cua ho.

Song chinh viéc tuyén Joy Covey vao thang Muoi Hai ndim 1996
moi thue su 12 bude thiic day nhimg nd lyc. Covey, nguoi timg noéi 1a
cd gia nhap cong ty hong dwa noé ra thi truong cd phié u “ngay khi da
san sang,” bo ra ma y thang da u tién trong cong viéc dé tié p can
cac ngan hang da u tu trong khi ¢6 trién khai co sd ha td ng va hé
thé ng bao c4o tai chinh theo doi hoi cua cong ty ra thi truong ching
khoan. Khoang thang Hai ndm 1997, véi muc doanh s6~ 60 triéu
hang nam, Covey tin Amazon.com da san sang thao luan véi cdc nha
bing. “Trong khi Jeff va t6i hoan toan hiéu nhing cai loi cua viéc ra
thi truong, quyé t dinh dié u d6 khong phai 1a khong 3 n do,” —
Covey ndi. Lic d6 Amazon.com khong that sy ca n ra thi truong dé
ting vo n. Du cong ty chi c6 bay triéu tié n mit, co cA u van hanh cua
n6 khong doi hoi s6 vo n khong 16 . Hon nira, khong thié u cac nha
da u tu manh miéng doi d4 u tu tai chinh riéng cho cong ty. Song strc
ha p dan cua luong tié n 16n ma IPO (Viéc ban c6 phié ula nda u)
c6 thé mang lai, s6~ tié n s& tao ra dié u kién nhan dién thuvong hiéu
cung nhirng thir khac, that khong cudng lai dugc.

Mit khac, Bezos va Covey mud n dié u hanh mot cong ty ra thi
truong theo dinh nghia cua riéng ho. Pié u d6 c6 nghia: “... ching t6i
cam ké "t s& khong nhuong bo nhimng strc ép nga n han va cac cong ty
ra thi truong thuong cam thay,” — Covey néi. “Chung t6i cam ké t
tap trung vao gia tri lau dai cua doanh nghiép va gia tri dé n vai
khach hang, dié u ma chdng t6i tin 1a phuong huéng t6 t nha t né u
mud n xay dung dic quyé n todn ci ulau dai.” Trié "t 1y gay tranh
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luan ndy — ting truong doanh s6~ va thi pha n tinh trén loi nhuan va
thu nhap — s& 12 khau hiéu t6 i thuong cia Amazon.com nhimg nim
tié p theo.

Thang 1 ndm 1997, Covey cin nhi ¢ cadc dé nghi tir tim ngan
hang @4 u tu hang 4 u coé bé  day lich st trong bao 1anh tai chinh
cho nhitng 1a n ban c6 phié u da u tién ra cong ching cho cac cong
ty cong nghé nhu Alex Brown, Deutsche Morgan Grenfell, Goldman
Sachs, Hambrecht &amp; Quist, Montgomery Securities, Morgan
Stanley, Robertson Stephens va Smith Barney. C6 néi véi ho: “Day
chwa phai 14 cudc chon lya chinh thire [sy canh tranh nhi m chon
ngudi bao 1anh] song ching t6i mud n gip qui vi vao ngay 26-27
thang 2. Hiay mang da y du nhan su vi c¢6 thé s& quyé t dinh nhanh
chéng khi thye sy quyé t dinh ba 't @4 u viéc14 n da u béan cb phié u
ra thi truong, va c6 18 s& khong t6 chire cude hop toan thé nao nira.” Y
ciia Bezos va Covey khong dinh chia s¢ cac con s6~ tai chinh néi bo.
C6 ndi: “Ching tdi it quan tAm vé  viéc dinh gia tri ma tap trung hon
vao cha t lugng ngan hang, danh gia, cam ké t, ddng gép va cha 't
luong phan tich.”

Covey, ngudi van dang sd ng trong Ving Vinh, gip timg nhém
thudc cdc ngan hang d4 u tu (g6 m cac nha phan tich vA nhém moéi
gidi chirng khodan) tai cac van phong cua Kleiner Perkins Caulfield &
Byers trén Sand Hill Road tai Menlo Park, California. Bezos khéng
tham du cac cudc hop, trao trach nhiém cho Covey vi, nhu Covey cho
bié"t, John Doerr trude d6 da khuyén ho 1a “giam do6 " c tai chinh nén
14 giam d6 ¢ dié u hanh cua qua trinh ra céng ching.”

Co bay dé n Seattle ngay hom sau va d& nghi v6i ban giam do6 ¢
14 ho chon Deutsche Morgan Grenfell (DMG) dé chu tri viéc ra thi
truong cd phié u véi Hambrecht &amp; Quist va Alax Brown 1a
d6 ng dié u hanh. “Chung t6i thich @& nghi cia DMG” — Covey noi.
“Chiing t6i mang ca tinh riéng 1 khong an chi ¢, mud n tip trung
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vao gia tri 1au dai va chting t6i cA n mot ngan hang chia sé quan diém
d6. Chung t6i cling cA n mot ngan hang bié 't cha p nhan thi ng
thua né u viéc ra thi truong cua chting t6i thanh cong nhu chiing téi
da thanh cong. DMG 14 nhém twong d6 i moi va day 1a dip da u tién
ho duoc 1am viée véi ky IPO 16 rang 1a duoc dié u hanh t6 't cua
ching t6i. Ching t6i bié 't c6 thé danh tron ven su cht ¥ cua ho.”

Du nhém DMG méi héi tu lai, nd bao g6 m nhém duogce bié 't & n
nhié u va duoc danh gia cao thudc cic ngan hang da u tu céng nghs,
din da u boi giam d6 ¢ quan tri Frank Quattrone, nguoi gia nhap
DMG sau 17 nam sy nghiép tai Morgan Stanley va duoc xem la John
Doerr cua cic ngan hang da u tu cong nghé. Quattrone 1a sang lap
vién kiém giam d6 ¢ quan trj Global Technology Investment Banking
Group cua Morgan Stanley va da tu v n trén 100 14 n IPO chung
khoan pho thong va chuyén doi, sat nhap va hé tro cho cic cong ty
nhu 3Com, Adobe, America Online, Apple, Cisco, H-P va Netscape.

Mot ngoi sao khac cuia DMG la phan tich vién Bill Gurley, nguoi
duoc chon la thanh vién cia nh6ém nghién ciru toan sao Hiép héi cac
Nha P4 u tuv nim 1995. Thang 1 nim 1997, Gurley 1a nha binh luin
gitt muc “Bén trén dam dong” (thuong dang tai trén tap chi Fortune),
da nhiét tinh bao vé Amazon.com trong bai bao ding hai tud n mot
14 "n sau khi tap chi truc tuyé n cua Microsoft 1a Slate c4o budc cong
ty trong mot bai bao c6 tya dé “Amazon.lira gat,” Gurley vié t: “Su
ru 4i ching t6i danh cho Amazon khong phai 1a dié u khié n cac doc
gia 1au nam cua “Bén trén dam dong” ngac nhién. Sau hé t, ching t6i
da danh nhié u bai trén bao nay cho nhiing thuin lgi c6~ hiru cua
kénh phan phé i tryc tuyé n cua PC va nhing gi tuong tu gitra
Amazon, Dell va Gateway v6 n cling ra t manh.”

Ngay tir d3 u, Bezos va Covey da tha y IPO “chi 1a mét buéc tié p
theo trong qui trinh phét trién doanh nghiép,” — Covey néi. “Ching
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t6i nhin tha 'y co hoi thAm nhép vao thi truong chung trong khi gitip
tao dung thuong hiéu cua ching t6i.”

Vé6inié m tin t6 i thuong vao ké” hoach kinh doanh, ho x4c dinh
ra trd v6i cac nha dA u tu tié m ning rd ng ho s& khong quan tam
dé”n kha niing sinh loi ngd n ngay va nhing ky vong thu nhap
truyé n thé ng. Thay vi vy, ho s& c6 cai nhin dai han hon, nghia 14 s&
da u tu lién tuc va thié "t thyc vao tié p thi va khuyé n mai, cong
nghg, co so dié u hanh ha tA ng va phat trién Website. “Chting t6i hy
vong nhitng d4 u tu nay sé gitip ching t6i cung cad p nhié u gia tri
hon ntta cho khach hang va giap chung t6i xay dung cac buéc nhanh
hon,” — Covey néi. “Chung t6i tin dié u dting cho khach hang va sy
phat trién 1au dai cuia doanh nghiép, va vi thé~ ciing 1a cho cb dong
cua ching toi, 1a m¢ rong vi tri thuong hiéu, dat duwoc muc tiéu doanh
s6  thich tng nha m x4c dinh buéc tié n kinh té” cao hon.”

Trang bi bd ng nié m tin viing cha ¢ d6, Bezos va Covey “quyé t
dinh trung thuc vé6i cach tié p can dai han va hy vong c6 di sé6 nha
da u tu s& d6 ng ¥ vdi sach luge cua chiing t6i. Chiing t6i nhan ra
ri ng trong khong gian quay cud ng ndy, tinh uyén chuyén ciing ra "t
quan trong va qua thu hep nhirng ky vong ciing s&1a v n dé  nghiém
trong.” Du ho s& khong chia sé cac con sd 1o rang vé  tai chinh va
canh tranh, ho d3 chia sé v6i cac ngan hang da utuvé cac quyé t
dinh dang nhi m t6i va cac nuée di chié n luge. Moi rui ro trong
da u tu duoc trinh bay néi bat trong cac c4o bach ching han: “Céng ty
tin rd ng nd sé& phai ganh nhimg khoan thua 15 16n trong dié u hanh
trong tuong lai c6 thé doan dinh truée, rd ng muc @6 thuald sa p
phai chiu sé& ting 1én dang ké so voi mire d6 hién tai.”

Con céch dién ta nao ro hon khi noéi: “Chang t6i du trii sé ma t
nhié u tié n trong mot thoi gian dai?”
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Vaho ma ttié n that — 2,97 triéu trong ba thang d4 u nim 1997,
tong s6  thua 1612 9,0 triéu tir khi Bezos lap cong ty vao giita nim
1994. Nhung hay nhin vao doanh s6 ! Doanh s6~ vot 1én 16 triéu
trong qui d4 u nim 1997 — hon téng doanh s6  cua ca ndm 1996 — va
da ting ga p d6i mdi quy trong sau quy lién tié p. Kho dir liéu khach
hang ting thanh 340.000 cai tén tir kha p 100 qud ¢ gia. Luong truy
cap moéi ngdy ting nhu tén lia tir 2.200 dao thang Muoi Hai ndm
1995 1én 80.000 vao thang Ba ndm 1997, va s6  khach hang cii quay
lai chié¢ m trén 40% cac don hang.

Bezos va Covey phai tranh luan va bao vé nhimg con s6~ d6 khi 1én
duong gip g& cac nha da u tw, mot trai nghiém ma Covey miéu ta la
“tan kho c.” Cudc gip g giai trinh bi 't 4 u vao cud i thang Tu voi
b6 n ching trén cac thanh phd~ chau Au — Zurich, Geneva, Paris va
London — noi hai nguoi phai trinh bay gd n ndm budi mét ngay trong
ba ngay véi cac nha da u tu ¢6 thim quyé n. Tir London, ho bay vé
San Francisco dé dy Hoi thao cac Nha Pa u tu Cong nghé thudc
Hambrecht & Quist, noi ho 1am quen v6i ma’y chuc nha da u tu va
phan tich cong nghé, va ré i @8 n ching noi dia — 48 budi trinh bay
tai 20 thanh phé~ trén nuéc My trong 16 ngay.

Bo do6i nay bi hanh te tua boi cac nha d4 u tu bi quan, nhiing
ngudi thach thue tinh cha 't dang tin cay cua cong ty véi tu cach (chua
duoc chung minh) 14 mé hinh kinh doanh. Nhimg dié u gi dang phan
nan? Chung quen thudc véi nhimg ai da ¢6 pha nnga n ngai theo doi
buée di cong ty: canh tranh cimg nha ¢, khong loi nhuan va thai do
do du vé quan trj trong viéc tié t16 cac chi tié t vé chié n lugc.

N# m ngoai su tinh toan cua ban thAn Amazon.com, da xay ra mot
va ndé tié mtangra tgai gbc vio dd u nidm 1997: thi truong ban
¢ phié u ra cong chiing 6 i vé6i cac cong ty cong nghé dot ngot sut
giam. Pay la su tuong phan dang ghi nhan so vdi 24 thang truéce, noi
da ching kié 'n mot s6~ cudc ban c6 phié ulad n da u ra thi truong
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thanh cong d6 i vdi cac cong ty lién quan dé n Internet nhu
Netscape nim 1995 va Yahoo! nim 1996. Trong nira da u nim 1996,
mot ky luc 13 104 cong ty cong nghé ban cd phié u ra thi truong, thu
hat chimg 8,6 ty USD. Qua so sanh trong bé n thang da u nim 1997
chi c6 40 cong ty cong nghé ra thi truong, thu hat 1,2 ty va chi c6 ba
cong ty Internet trong nhém do6 nhén vao 52 triéu. CAc v n d& méi
gy ton thuong vao thang Ba bai sy trinh dién nghéo nan cua cac cong
ty kinh doanh trén Internet, pha n1én dé u giao dich dudi gia dé
nghi. Auto—By—Tel, la cong ty dich vu ban xe hoi va xe tai truc
tuyé n, dugc danh gia cao trong kinh doanh trén Internet da rat lui
viéc ra cong ching vao cud i thang 3, hon 1a cha p nhén bi dinh gia
tri tha p hon.

Khi Covey tir London bay vé  nha sau khi chuyé n di chau Au ké 't
thuc, ¢6 mo to Financial Times va dugc chao dén ba ng dong tit 16n:
“Cac nha da u tu hoai nghi vé  hoat dong phat hanh c6 phié u cua
cac cong ty trén Internet,” c6 kem theo nhan dinh sau day cua mot
nha phan tich My: “Wired kéo man sém, Auto—By—Tel khong bung
nd, va ngay ca voi cac ngan hang da u tw hang da u cho
Amazon.com, t6i nghi ho s& gap rd c r6 i khi tié n hanh cong viée.”

L4 m to. Bezos va Covey phét 1o su syt giam thi truomg ba ng cach
bam chit vao ké” hoach @4 u tu cua ho va duy tri “sy bi mat cua
nhié u cung bac riéng biét trong kinh doanh cua chiing t6i, mic cho
nhiig doi héi cia cac nha da u tu,” — Covey néi. “Ho mud n bié t
chitié"tvé ho so phan khiic khach hang, hinh mau vé khich mua
quay lai, va cAc cong trinh tié p thi thanh cdng. Chiing t6i hiéu vi sao
cac nha dA u tu quan tAm dé n nhitng v n dé nay — ching 14 try
cot caa md hinh doanh nghiép chiing t6i.” Ba t cha p viée
Amazon.com ngi n ngai biéu 16 ro hon thue cha 't, Bezos va Covey c6
thé thuyé "t phuc cAc nha d4 u tu1a Amazon.com séla sy da ututd t
hon né u ho giit kin tai san théng tin vi 1y do canh tranh va chié n
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lugc. Cac nha dA u tu hiéu — va bi thuyé t phuc béi sach luge da u tu
dai han cua cong ty. Thyc ra Frank Quattrone, 6ng chu ngan hang
d4 u tu cho Amazon.com, ni m vi tri 1anh dao bao hiém cua
Deutsche Morgan Grenfell, truge d6 da ndi voi Bezos ri ng 6ng chua
timg ching kié 'n budi trinh bay kéu goi dd u tu manh mé, tu tin dé n
thé . (Quattrone sau ndy tré thanh nguoi dung da u tap doan cong
nghé Credit Suisse First Boston).

Sy tié p nhan tich cyuc tinh thing thi n noi ¢6 cia cac nha da u tu
“khié n t6i nhe ca ngudi” — Covey noi, ¢o tin ra ng kinh nghiém trong
viéc gitp dua DigiDesign ra thi truong da “gitp truyé n thong tin cho
t4 m nhin cua t6i” vé viéc ban cb phié u ra thi truong 14 n da u cua
Amazon.com. “T6i da hoc duge 161 khuyén chinh tir Roger McNamee
[mot nha da u tu ndi tié ng cho cac cong ty dang phat trién, 14 d6 i
tac chu chd 't tai Integral Capital Partners]. Roger bao t6i: ‘C6 khong
cA n phai thuyé t phuc ai vé  cau chuyén cua c6 ngay ngay da u tién
—1am sao chi da & hoan ta "t viéc ra thi truong thoi. Hay chon tua
ding d4 n cho chié n luge 1au dai cua cd.”

Amazon.com duy kié n dua ra 2,5 triéu c6 phié u pho thong véi gia
tir 12 d& n 14 USD mdi ¢ phié u, nhung cudc giai trinh qua troi chay
va dé nghi dua ra da duoc dit mua vuot muc. Eric Dillon nhé lai
ri ng Bezos dang & New York thao luan vé  gia c6 phié u v6i moi
ngudi tai DMG. Sau mét budi hop dai, Bezos xin phép ra ngoai di dao
trén duong phé  Manhattan. Trong ltc tho than trén phé~, anh goi
Dillon qua dién thoai di dong. DAy 1a mau d6 i thoai Dillon con nho:

Bezos: “Eric, t6i bié t & nghi ban c6 phié u cua ching ta tié n
trién ra t t6 t. MA y anh chang ndy mud n t6i chiu gi4 17 USD. T6i
phai lam sao?”

Dillon: “Bao ho gia 1a 20 USD.”
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Bezos: “T6i khong thé 1én dé n muc cao nhu thé™.”
Dillon: “Vay bao ho la 19 USD.”

Bezos: “Eric, t6i bié t anh s& néi dié u ny... T6i dd bao ho 12 18,
khong thi thoi.”

Mudi tAm USD mét c6 phié u 1a cai gia ban ra ban da u. “Po6 la
mau chuyén vui cua ky IPO do6,” — Dillon néi. “T6i c¢é thé hinh dung
Jeff dang choang vang budc di trén duong phé~ New York.” Khi anh
di vao khu trung tAim Manhattan, Bezos khong nhan ra n6 nhung anh
s p bi trd n 16t boi Barnes &amp; Noble.

Ngay 12 thang Nim nim 1997, B&N tié t16 ké hoach vé  trang
Web riéng cua n6 1a Barnesandnoble.com, trang nay duogc tuyén b6~
1a “thié "t k& nhu la diém dé n vu viét trén Web cho nhirng nguoi yéu
sach toan ca u,” va sé xic tié n viéc d6 i tac véi Microsoft Corp va
Hewlett-Packard Co., trong s6 nhirng cong ty khéc nira.

Ciling trong ngay hom do, tirc ba ngay trudc khi Amazon.com ra
thi truong, va mot hai ngay trude khi B&N cho ra trang Web riéng, n6
kién Amazon.com tai toa 4n Lién bang & Manhattan. B&N si p tu
tuyén b6~ 1a “Nha ban sach truc tuyé nlén s6° mot thé™ gidi,” buoce
toi Amazon.com da gian tra tuyén bo~ trén cAc quang cdo va Website
cia no 1a “Hiéu sach 16n nha "t thé” gisi,” trong khi Amazon.com thuc
cha "t chang hé " 13 hiéu sach ndo ca... N6 12 nha méi gi6i sach loi dung
Internet tié n hanh ban sach cho cong chting.” Vu kién vach ra 1oi
tuyén b6~ cuia Amazon.com 13 “gi6i thiéu trén mot triéu tua sach,

g pnim 14 n nhié u hon twa sich ma cic ban tim tha y ngay ca tai
cong ty sach 16n nha "t 1a Barnes & Noble” 14 gian d6 i boi “nha kho
cua Amazon ¢ Seattle chi chta vai tram tua... Barnes & Noble chtra
nhié u sdch hon Amazon va khong c6 sach nao Amazon luu hanh ma
Barnes &amp; Noble khong c6.”
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Vu kién ciing truy tim nhimg thiét hai khong 15, yéu cA u
Amazon.com lap tirc ngung quang cao va dua ra loi “cai chinh.” B&N
con yéu sach vao ngay 28 thang 1 nam 1997, buéc Amazon nging va
rat lai viée dwa ra nhimg tuyén bd~ gia tao gay hiéu 14 m nay. Cho
dé n nay Amazon van tir ch6 i thuc hién dié u d6.” (Tha vi 13, qua
cach nhin nhan cua Barnes & Noble, Amazon.com khong la hiéu sach,
Bezos da néi hé indm 1999 14 “khi ching t6i ba 't d& u méo
Amazon.com, chuing t6i ¥ thire ra t rd khi néi ri ng chtng t6i khong
phai 12 mot hiéu sach nhung 14 cong ty dich vu vé~ sach. Téi that su
nghird ng d6 1a cAch nghi hay hon. Xem minh 1a mét hiéu sach thi
qué han hep. Dich vy c6 thé la ba "t ctr dié u gi.”

“T6i nhé minh @4 cuodi vé chuyén nay véi Jeff,” — Nick Hanauer
thuat lai. “Chiing t6i c6 cam giac nhu: ‘Quy vi so chiing toi sao?’ Ho
van cuoi chuyén do khi dé” n thang 5, chuyén gia Internet 1a George
Colony, la CEO cua Forrester Research, xem xét kha nang canh tranh
ciia B&N va tuyén b6~ codng ty 1a “Amazon.toast.”(Toast: chiic ming).

Gat cach danh gia cua Colony qua bén, cong ty ra cong chung vao
ngay 15 thang Nam nim 1997 véi gia khoi diém 14 18 USD mai ¢
phié u. Anh chang 33 tudi Jeff Bezos, ni m giit 9,88 triéu c6 phié u
ba "t ngo tri gid 177,8 triéu trén gid y to chi sau ba nim sau khi téi
Seattle. Va anh chi ban 10% cua coéng ty. C4A nhan anh sé hiru 42% c¢b
phié u cua cong ty; gia dinh anh — b6~ Miguel, me Jacklyn, em trai
Mark S. Bezos, em gai Christina Bezos Poore va tap doan gia dinh —
s6 hiru 10%, cho phép nha Bezos so hitu gd n 52% quyé n quyé t
dinh khi biéu quyé t vé  cong ty.

Sau nim ngay giao dich, gia c6 phié u cham ngudng 30 USD trudc
khi tut xu6 ng dudi 18 USD, khi cdc nha d4 utu ngd nhanbid 't da u
rat di. Vao ngay giao dich tha niam, 1,5 triéu c¢d phié u — hay nua triéu
cd pha n di giao dich — d4i chu. Cud i nim 1997, c6 phié u
Amazon.com vot 1én 235% véi mue 52 USD mot ¢d phié u. b6 1a sy
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khoi da u tung bung vui vé cta loai ¢6 phié u vira dugc ca ngoi vira bi
nguyé n rua. (Xem chuong 10 dé rd hon va nhimg phan tng nay). Du
sy viée thé ™ nao, véi Jeff Bezos, anh chang nhan mirc lvong hang nim
14 64.333 USD, nim 1997 dd qua g n mot nira nhung t6 ra 1a mot
nam sang sua.

Anh khong phai 12 nguoi duy nha "t huéng loi tir ¢6 phié u cua
Amazon.com. Kleiner Perkins Canfield & Byers ni m giir 11% dit
cuoc vao Amazon.com théng qua hai té chuc gép vo n cuia ndé vasé’
¢ phié u vu dai Kleiner nhan trong 14 n giao dich vé v6 n mao
hiém niam trude duge chuyén dbi thanh hon ba triéu ¢6 phié u phé
thong trong ky 14 n d4 u ban ra céng ching. Nhing c6 pha n d6 sau
nay dugc phan phd i cho thanh vién gisi han coa cong ty gép vo n,
g6 m chu tich Andrew Grove cua Intel, xé p Scott McNealy cua
Microsystem, xé p Stephen Case cia America Online, sang lap vién
Mitchell Kapor cua Lotus Development, x& p Thomas Jermoluk cua
@Home, cac 6ng trim Ralph va Brian Roberts cua truyé n hinh cap
va cuu gidam d6 ¢ nha xua t ban William R. Hearst III.

CUOC CHIE N PANG NONG LEN

Giira khong khi Iiim xtm cua cac vu kién, mét cudc chié nvé gia
tryc tuyé n noé ra. Barnesandoble.com b4 't d4 u dua ra mac giam
30% cho sach bia cing va 20% cho sach bia mé m. Pé n thang 6,
Amazon.com ting mirc chié t kha u 1én it nha t 1a 20% cho sich bia
mé m, it nha t 12 30% cho loai bia ciing va 40% trén cac sach da
chon.

“Chiing t6i bao gio cling dua ra danh muc 16n nha "t, va v6i gia nay
Amazon.com dua ra mire gia tha p nha t mdi ngay ¢ ba "t ctr noi dau
trén thé” gigi — truc tuyé n hay khong truc tuyé n,” — Bezos tuyén
b6 . Anh lic nay hoan toan lao vao cudc chié n PR (quan hé cong
ching). Anh da sém quyé t dinh dié u d4, “chiing t6i khéng dé
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[Barnes & Noble] dan dy duoc stc mua. Thanh thir chiing t6i sin sang
ung ho ba "t c bién phap tao stc mua khac nhau nao. Ching téi sé
dua ra ciing murc gi4, cho du chénh léch gitra gia vo n va gia ban
tha p hon. Va ching t6i s& 4p dung chié n lugc ‘phat trién tha n

t6 c,” dé sau ciing c6 thé cAn ba ng san choi hong tao ra strc mua.”

Trong nhiing phat biéu céng khai, Bezos lién tuc vach ra su khac
biét giita viéc kinh doanh thua n truc tuyé n cia Amazon.com va
kiéu lai ghép c4c nha sach nira 40 nira truyé n thd ng caa B&N.
“Trude hé t ho [Barnaes & Noble va Borders] 1 cac doanh nghiép
tach biét,” — Bezos liic @6 phat biéu. “Téi hian s& khong mué n dié u
hanh mot hiéu sach truyé n thé ng béi chiing t6i khong bié t lam
dié u d6. T6i nghi mét trong nhirng wu thé” 16n ma ching tdi c6 duoc
1a kha ning bié 't tap trung. Chung t6i sé& chi dic biét tap trung vao
cong viée ban sach truc tuyé n, trong khi Borders va Barnes & Noble
phai lo ca hai viéc: Ho phai tinh to4an 1am sao ban sach trong thé” gi6i
thuc [ma viéc nay ho da lo cho xong dau], day la dié u tu ban than né
da kho, va ho phai tinh toan 1am sao ban sach that t6 t qua mang.” Va
to ra hoi xtic pham mét chit, anh néi thém: “That tinh t6i lo ngai vé
hai anh chang trong cai gara hon.”

Pé n thang 8, Amazon.com to ra ciing ra t cing cya. Phat don
kién Barnes & Noble tai toa an Lién bang ¢ New York, Amazon.com
c4o buoc B&N da canh tranh khong céng ba ng khi bo qua khong
tinh thué” mua hang trén cac sach ban trén barnesandnoble.com.
Nguyén do chinh cua viéc tranh tung nay la: Nhirng nha ban 1é truc
tuyé n, nhu cac cong ty giao dich qua catalog dugc mail trén mang,
khong budc phai tinh thué” mua hang theo tiéu bang khi mua ban,
trir phi khi cac giao dich dién ra voi khach hang s6 ng & cac bang ma
nha ban 1¢ thuc sy hién dién vé  mait vat cha t. (Bsi véy chi cd cu dan
thudc bang Washington méi bj tinh thué” mua hang tiéu bang khi ho
mua hang tir Amazon.com. Trong hd~ so kién, Amazon.com cdo budc
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B&N 1& ra phai tinh thué” mua hang véi ta "t ca cu dan thudc 48 tiéu
bang noi B&N cé dit cira hiéu vi, ho tié p tuc bién luan, nhiing cta
hiéu @6 tinh thué” mua hang. Amazon.com chi ra, qua viéc khong
tinh cAc thué” d6, Barnes & Noble “tinh thué” tha p hon kh4 nhié u
so v6i luat phap qui dinh” va nhu thé™ da “thu loi trai phap luat” so
véi Amazon.com.

May thay céc kién cdo ngd ngan doé bi dep bo vao khoang thang
Mudi, khi hai bén dan xé p rat khéi vu tranh tung, khong thira nhan
sai trai ciing nhu khong phai b i thuong thiét hai cho ai. Cac cong ty
tuyén b6~ ho “chi don gian quyé 't dinh rd ng ho nén canh tranh trén
thuong truong hon 1a trong phong xir.”

Va dung la ho canh tranh that. Mua thu nam 1997, B&N khoi dong
chuong trinh Héi vién Mang (nhai lai chuong trinh Thanh vién lién
déi cia Amazon.com) ciing dung tié n hoa hé ng va nhiing bién phap
khich 1¢ khac dé dan du khach hang truy cap vao Website hoi vién lién
déi @é mua sach giam gia. B&N thong bao ho da ky ké "t voi 30 thanh
vién. Lic d6 Amazon.com da c6 15.000 thanh vién trong chuong
trinh Lién d6i vd6 n da ba t @4 u tir thang Bay nim 1996 nay. “Ching
t6i 1au nay van chd Barnes & Noble 1am dié u gi @6 gidé ng nhu thé”
nay,” — Shawn Haynes, gidm do6 ¢ san pham Thanh vién Lién d4i cua
Amazon.com khit miii néi. “Chung t6i chila y lam la rd ng sao ho dé
cham thé".”

Khi B&N givong oai, mot s6  nguoi trong cong do6 ng tai chinh va
da u tu chuéan bj cho su sup d6 cia Amazon.com. Mot bai dai diang
trén to Fortune s6 29 thang Chin nim 1997 giat hang tit 1én: Tai sao
Barnes &amp; Noble cé thé dé bep Amazon. May thay cau chuyén 16
ra sy hiéu sai vé  ciin ban viée lam thé” nao dé tré nén mot nha ban 1¢
thanh cong trén Internet. Tac gia cho ra ng: “Duong nhu nguoi ta chi
cA n pho ra bo mit cam tinh trén Website hong kéo khach hang va
thu hat don dit hang. Con cac bo phan khac chi lo 1am sao c6 s
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v6 1 16n chuan bi cho hang luu kho.” Va no6i thém: “Ba "t cir d& u gi
Amazon.com c6 thé 1am trén Internet thi Barnes &amp; Noble ciing
lam duge.” Steve Riggio con thém: “C6 dié u gi tha nbichord ng
khoi nghiép trén Web ra "t kho, nhung ndi e ngai d6 nhanh choéng tan
da n.” Bai b4o tié p tuc miéu ta B&N d3 thué cac “nha thié t ké”
dinh dam tir Silicon Valley” dé tao ra “mit tié n trang Web ciing moi
goi va hiru dyng nhu cia Amazon nhu thé” nao.”

Fortune noi ra ng B&N c6 thé giao sach cho khach hang (a)
nhanh hon vi kho luu c6 chié u siu va sén sang hon ciing nhu timg
lau nam giao dich véi cac nha xua t ban va (b) ré hon béino 14"y
duogc gia to t nha t tir cAc nha xua t ban.

Bé ngoai Bezos to ra khong chiit xao xuyé n. Trong khi thira
nhan Barnesandnoble.com v& mit ky thuat c6 thé nhan ban nhimg gi
Amazon.com da dat dugc, song anh cam nhén cau hoi thich dang hon
1a: “Amazon.com c6 thé tao nén thuong hiéu cA p toan ca u trudce khi
Barnesandnoble.com mua, tao dung, danh dugc hay hoc hoi duoc
ning lyc cA n thié t ha u tré thanh nha ban 1¢ tryc tuyé n xua 't
sa c?”

Suo6 t khoang thoi gian con lai cia nim 1997, B&N tié p tuc gay
strc ép. Pé” n thang Muoi, Barnesandnoble.com tré thanh nha ban
sach tryc tuyé n déc quyé n trén mot s6  trang Web ban biu nha "t
trén Internet caa Microsoft — bao g6 m MSNBC, Expedia va trang
Web tai chinh ca nhan la Microsoft Investor. Barnesandnoble.com ky
ké t hop d6 ngbé n nim tri gid 40 triéu USD nhi m tao quan hé
tié p thi véi AOL, noi cho phép Barnesandnoble.com dwgc quang cao
va khuyé n mii kha p co man 1a c4c trang cua AOL, bao g6 m tai
chinh, du lich va giai tri.

Song Amazon.com dat dugc nhirng thoa thuan déc quyé n nhié u
nam véi ha u hé t cac Website hoat dong ra t phd n thinh g6 m
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Yahoo!, Excite, Netscape, GeoCities, Alta Vista, @ Home, Prodigy va
quan trong nha t — véi gia 19 triéu (ting thém né u vuot qua han
ngach doanh s6~ ban) — 14 v6i AOL.com. (Barnes & Noble théa thuan
vol mang luéi s hitu cia AOL; chtr khong phai AOL.com). Qua cac cd
may tim kié m cua cic cong thong tin d6, khi mot khach hang duyét
tim mot dé tai — ba t car dé tai ndo — trong ké 't qua hién ra s& g6 m
mot logo Amazon.com va nhimg d& nghi mua sach thuoc dé  tai do.
Dao @6, Robert Pittman chu tich AOL Networks danh @6 ng nhirng
thoa thuan nay cling nhu cac thoa thuin khac 1 “thoi ky chié ' m dung
va day diung la khu Malibu.”

Bezos cho hay anh khong gip vA n dé vdéi viée chia sé loi nhuan.
“Né u chung t6i phai chi ra mét khoan lgi nhuan 16n, han t6i da cam
tha "y lo 1d ng, chu that ra chiing t6i s& khong 1am thé”.” AOL.com
ra t quan trong d6 i v6i Amazon.com khi tié p can véi nguoi sir dung
tai nha, con Yahoo! va Excite tap trung lo ha p din nhirmg nguoi 1am
viéc noi cong so.

Cudc d6 i @4 u voi Barnes & Noble khong 1am Amazon.com cham
lai. Khoang thang 9, s6~ tai khoan khach hang ting khoang 54%, 1én
dé"n 940.000 theo b4o cio tai chinh cua céng ty cho dé n hé 't qui
ba. Thang Muoi nam 1997, khach hang thir moét triéu la mot nguoi
Nhat dat mua quyén sach vé - Windows NT va quyén tiéu st Cong
nuong Diana. Bezos, bac thd y vé quan hé cong ching, bay qua Nhat
dich than trao sach. P& n cud inim, s6  tai khoan khach hang nhay
vot 738% tir 180.000 1én 1.510.000, tang truong loi nhuan lén 838%,
tir 15,7 triéu 1én 147,8 triéu. S6  thiét hai cling kha 4 n tuong, vot tir
con so6 5,8 triéu it 6i1én con s6  sirng sitng 1a 27,6 triéu.

B&N khong mué n da n vao cudc chié n leo thang t6 n kém.
Steve Riggio noi: “Chting t6i khong mud n thi ng tran ma phai chiu
nhié u tén tha t” vi bi ma "t tié n trong kinh doanh truc tuyé n.
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CAC NHA XUA'TBANCHUY

Cac nha xua t ban dang giira giai doan hai nim xudé ng dé c trong
mua ban va s6 sach bidoattravé ,ba tda unhantha’y
Amazon.com dang tré nén khach hang lén nha 't caa ho, va c6 thé 1a
giai phap cho tinh trang dinh d6 n. Lic d6, khoang 38% ta t ca s
sach cac nha xua 't ban chuyén di cud i cuing bi géi tra vi khong ban
duoc — so véi chua t6i 4% s6~ bitravé tir Amazon.com. Amazon.com
tao tié ng vang 16n nim 1997 tai Hoi chg Sach My, sy kién thuong
mai va hoi nghi hang nam cua Hiép hoi cac Nha ban Sach My. Viéc
cac nha ban sach kién mot s6 nha xua "t ban bj cho 14 vi pham luat
ch6 ng doc quyé n khié nha uhé’t cAc nha xua t ban bo khong
tham gia su kién. Du vay, nhitng nha ban sach doc lap van dong vai
tro quan trong trong viéc ho trg va manh mé ung ho hoi cho. Khi dat
chan dé n khu vuc trién 1am, ho tha 'y ta 't ca cAc biéu ngir quang cdo
dat cud i mdilo i di dé u da dwoc Amazon.com mua sach (téng s6”
chi ma "t 10.000 USD). Cac nha xui t ban doc lap khong hai 1ong vi
nhitng nha t6 chtc hoi chg da cho phép cong ty dang hinh thanh nhu
d6”i thu canh tranh ghé gém nha "t caa ho phé truong thanh thé” nhu
vay. Nhu x4t mud i thém vao vé t thuong, hang doan nhan vién
Amazon — din d4 u béi chinh Bezos — ai nd”y @& u mic so mi ka-ki
do in logo — 1ii luot di lai nhu nhimg bang quang cao di dong.

Truée khi nim 1997 ké t thiic, hd uhé 't cac giam d6 ¢ dié u
hanh nha xui "t ban da hanh hvong tir cdc hém nti Manhattan dé n
cac vin phong cuia Amazon.com, véi cac tA m tham hoen can ca phé,
cac buc tuong cau ban, ban gid”y op ep lam tir cAnh cira va nha kho
nhé” ch nhéc. Michael Lynton, gidm d6 ¢ dié u hanh cua Penguin
Putnam dé& n ca Alberto Vitale cia Random House, Jack Romanos
phu trach nguoi tiéu dung tai Simon &amp; Schuster va John Sargent
cia St. Martin Press. Aind y & utha yrd ng Amazon.com c6 thé
duy tri doanh s6~ vimg vang voi nhimg tua sach cii, sach d in va loai
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dang in va cong d6 ng tryc tuyé n cua no cé thé gioi thiéu qua 16’ i
“truyé n khau.” (M6t pha n cong d6 ng truc tuyé n cho cac nha
xua t ban tha 'y kha ning vin chuong caa ho vao miia hé nim 1997,
khi Amazon.com t6 chutrc “cudc thi vié t 1ach” 1a dip ngudi st dung
duoc yéu ca u déng gbép nhirng cau hoidc doan vin dé st dung trong
mot quyén sach c6 d& tai sat nhan bi an tén “Sat nhan tao nén tap
chi.” Nha vin John Updike vié "t dong @4 u va dong cud i cling,
400.000 ngudi goi e-mail tham gia dé hoan t4 t n6 ba ng chinh
nhiing cAu vin cia ho. Mdi tud n trong sau tud n chon ra mét ngudi
tam tha ng cudc va duge thuong 1.000 USD. Giai thuéng 1én 100.000
USD duoc trao cho nguoi tha ng cudc chon theo 16 i ngau nhién.
Cudc thi nhan dugc su quang ba tuyét voi trén to New York Times va
nhimg 4 nban cA p qud c gia khac).

Sargent n6ila n da u 6ng bi thu hiat khi khach hang cua
Amazon.com vié t nhitng bai diém sach nd ng nhiét cho mét cud n
ciia nha xua "t ban St. Martin tén 1a Pd ng sau khung canh cia Vién
bdo tang, 1a tiéu thuyé t d4 u tay cua tac gia nguoi Anh tén Kate
Atkinson. Nhiing doc gia 4 y1am ting s6  ban cua 4 n ban biamé m
quyén tiéu thuyé 't 1én 300%.

Sau khi Michael Lynton dao mét vong tham co ngoi Amazon.com,
ong cho t& New York Times hay 14 6ng c6 thé xem thuong mai truc
tuyé n “mang lai loi nhuan 16n lao cho doanh nghiép, boi day khong
phai 1 viéc ban sach cua cc tac gia 16n, néi tié ng. Do 1a viée ban
sach trong danh muc dang in, va co hoi né dem lai qua 1a hié ' m
tha’y.”

Cac nha xua t ban khAm phé ra ng cic khach mua truc tuyé n
thuong chudng cac tua sach trong danh muc dang in cti hon va cac tac
gia it noi tié ng hon 1a cac cay bt ban chay truyé n thé ng. Thang
Muoi nam 1997, Romanos cho hay khach hang cia Amazon.com mua
it nha "t mot ban trong s6~ 84% trong s6 10.000 twa sach trong danh
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muc dang in cia Simon & Schuster, va 90% trong danh muc dang in
15.000 quyén cua Penguin Group. “That vo cliing ¥ nghia,” —
Romanos noéi. “Téi choang vang khi nhan ra dié u d6. Thinh thoang
ching t6i ngd m nhimg quyén sach nay va d6i khi tu hoi tai sao
chdng ta c6 ching va day thyc sy 14 101 khang dinh cho nhiing gi
chung t6i dang lam.”

Kent Carroll cia nha xua t ban Carroll va Graf tai New York nhin
tha "y tac dong cia Amazon.com khi vao nim 1989 éng choraa n
ban ky niém 40 nim cua quyén Chiu dung cua Alfred Lansing, thuat
lai chuyé n tham hiém tham kho ¢ caa Sir Ernest Shackleton dé n
Antarctica ndm 1914. Mot nam, Chiu dung duoc ban chung 8.100 ban
tai cac hiéu sach, nhung ban duoc 7.100 quyén khéc qua
Amazon.com. Cud n sach tié p tuc duge ban nho s6~ khach hang cin
ban cia Amazon.com dang tdng 1én va con s6~ ciing dang ting cua
cac bai nhan xét thuan loi vié "t boi khach hang Amazon. Amazon
“khong chi dap ung yéu cA u ma con tao ra nd,” — Carroll néi.

Song cac nha xua t ban dic biét quan tAm dé n ta t ca luong
thong tin chi tié "t cua mot triéu khach hang (cting lich sir dit hang
ciia ho) ma Amazon.com dang cang lic cang b6 i da p dugc.
“Amazon dang tao dugc kho thong tin khéng dau c6 duge,” — Alberto
Vitale noi. Song Bezos ra "t than trong so khach hang cua anh néi gian
né u théng tin vé  ho bi dem ban; anh bié t hanh dong nhu thé” s&
1ap ttc huy hoai tinh c6ng @6 ng ma anh day cong xay dung.

Pé giam su 1¢ thudc vao Ingram, Amazon.com b t da u tu lo
phan pho i nhié u hon. Bd ng cach mo rong kho ¢ Seattle khoang
70% va thué mot trung tAm phan phé i réng ga n 70.000 mét vudng
tai New Castle Delaware, cong ty tang kha nang chira cua kho lén
ga psaula n, nd cb thé chera tir 200.000 d& " n 300.000 tua sach va
mua tron kho i lugng sach truc tié p tir cdc nha xua 't ban gitp giam
chi phi ra "t nhié u. Véi cAc trung tAm phan phd i ¢ ca hai bén bo
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bién, Amazon.com c6 thé giam thiéu ngoan muc thoi gian nhan don
dat hang giao hang dé n hop thu cia nguoi tiéu ding.

Pé dié u khién hé thd ng phan phd i dang mo rong, thang TAm
nim 1997 Amazon.com tuyén Richard Dalzell, mét trong nhiing
ngudi dugc ton trong nha t trong nganh kinh doanh, vao vi tri ph
giam d6 ¢ va xé p quan Iy thong tin. Trong bay nim truéc d6, ong da
lam viéc cho Wal-Mart Stores, noi 6ng dam nhiém vai vi tri quan tri,
g6 m ca chuc pho giam d6 ¢ trong bo phan hé tho ng quan Iy thong
tin. Trudec Wal-Mart, 6ng 1am gidm d6 ¢ phat trién thuong mai cho E-
Systems, Inc.; bay nam trudce nira ong la dién tin vién trong Quan doi
M.

Khi cong ty tuyén nguoi phu trach hé thé ng thong tin tai Wal-
Mart, ban bié "t ho dang c6 nhitng k& hoach 16n. “Amazon ca n ai @6
c6 kinh nghiém day dan ca vé  ban hang 1an cong tac khach hang,” —
Glenn Fleishman néi. “Ho may mo tu xoay s¢ véi nhirng cai dat dugc.
Nhung n6 khong diang bai vo cia hé thd ng ban 1é.”

Nicholas Lovejoy, nguoi 1am viée truc tuyé n cho Dalzell, cho hay
ngudi té t nghiép truong vo bi West Point nay “da dem dé n dié u
ma Amazon chua timg bié t @& n — 1a ngudi quan Iy tin nhan vién
gioi thye hanh hon chinh 6ng ta. Ong thu hoach dwgc nhié u hon tir
d6i quan cua minh vi dng dya vao ho. Rick bi cué n di, nhung cudé n
di1a d&é 1am viéc t6 "t hon. Ban khong mud n theo sai phe vé6i Rick boi
ong 4y s& chié n thi ng. Né u ban mud n thuong luong mot hop
d6 ng voi Amazon, 14 ban thuong luong véi Rick. Ong 4 yra tra n.”

Ch# c chid n Dalzell 1a mén hoi d6 i v6i Amazon.com (va 1a nguoi
c6 thé s& khié ' n Wal-Mart phan ung va chu ). Mot ngudi nita 1a pho
giam d6 ¢ George T. Aposporos, ngudi dugc tuyén vao thang Nam
nim 1997, dé hinh thanh cdc mé i quan hé chié n luge. Aposporos
timg 14 sang lap vién va gidm d6 ¢ cua Digital Brands, cong ty tu vA n
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va tié p thi tuong tac voi mot danh sach khach hang g6 m Starbucks
Coffee, Sybase va American Express.

Ta t ca nhirg dong thai nay 1a mot pha n trong ké” hoach hinh
thanh cham ma chi ¢ mot bo phan quan tri cua Bezos c6 chié u siu
va ning luc dat @& n nhitng dinh cao ma anh mo wéc. Mot s6~ giam
d6 ¢ dié u hanh khong thich ung duoc v6i ké” hoach bj thai loai. Xay
dung d6i ngii manh ré rang 1a mo i quan tAm d6 i véi Bezos, nguoi
tin rd ng vao cud i nim 1997 cdng ty cua anh da dat dé n “diém
chuyén tié p.” Cho @8 n @6, ha uhé t cac rui ro dé n tir bén ngoai,
“noi chiing téi cA nra t nhié u may ma n dé dat duoc nhiing gi
chdng t6i hién ¢6” — anh néi. Pa t6i lac nhitng pha n 16n rai ro 1a tur
bén trong “rui ro dié u hanh... Lac ndy, td t ca nhiing gi ching t6i
cA nlatad m nhin rd rang, nha t quan va kha ning thuc hién no that
t6 ¢ do.” Thanh céng tuong lai cia Amazon.com s& c6 duoc tir d6i ngil
nhan vién 16n lao va tai ning véi nhié u bing thong dié u hanh dé
gitp huéng dan ho... Ching t6i da xay dung mot doi ngli quan trj tai
gioi va nhom nguoi dudi tay ho. Va né” u ban nhin vao nhiing cong ty
nhu Microsoft, @6 chinh 1a duong 16 i dua ho 8 'n chié n tha ng. Ho
khéng chi c6 Bill Gates, ho ¢6 40 nguoi ¢ vi tri chép bu cua cong ty,
nhiing nguoi thong minh quyé t doan va cham chi. Va né u ban nhin
sau xud ng dudi, nhém nguoi dié u hanh tié m ning @4, ho co
nhié u ngudi dang bén canh ga cho nhan 1anh trach nhiém. Thanh
thtr ching t6i dang ¢6~ xay dung mot doi ngili nhu thé tai
Amazon.com.”

Va khi anh xay dung d6i ngii quan tri nhu thé”, Bezos ciing tao
nén hinh anh trude céng chiing caa minh. R6 i chting ta sé thay,
hinh anh thuyé "t phuc cua Jeff Bezos la mot yé utd” chu yé u khac
trong ké” hoach chié n luge cia Amazon.com.
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Chuong 1o -
DAI BIEU SANG CHOI CUA
INTERNET

Nha lanh dao chinh la nguoi bié 't mang dé n nié m hy vong
Napoleon Bonaparte

Nhitng nha lanh dao vi dai 14 “nhitng nha truyé n dat to t,” —
John Doerr ndi. “Ho c6 uy luc khong thé tuong tuong noi: Ho ludn 1a
ngudi dd u tién nhin ra vA n dé . Ho khong thuong x6t, trung thuc
tuyét @6 i vé mat tri tué. Ho 1a nhitng nha tuyén trach vi dai. Ho ludn
luon xay dung nén mang ludi nhitng con ngudi dudi trudng tai ba. Va
ho 1a nhitng giam d6 ¢ dié u hanh ban hang gisi. Ho luén ban nhimng
tinh nang gia tri ciaa doanh nghiép.”

Du anh khong dic biét nhi ¢ @8 n Jeff Bezos, nhirng 1oi Doerr néi
14 sy miéu ta vé vi tong giam d6 c dié u hanh cua Amazon.com, dic
biét vé tuyén dung va truyé n dat. “Mot trong nhimg dié u Jeff ty
nhién nhan thire tirra t, rd "t som 1a c6 hai dié u quan trong ma anh
phai thyc thi: tuyén dung va quan hé b4o chi,” - Nick Hanauer néi.
“Cho dé& n hom nay, t6i nghi d6 chinh 1 nhimng gi dugc anh d6 n
ning luong vao nhié u nha t. Tir cAi ngdy anh mé cira ra, Jeff bié 't
ching sé tro nén dié u gi: biéu twong xing dang nha "t cho thuong
mai trén Internet. Chiing t6i hay dung nhirng tir ngit d6. Va anh bié 't
ri ng nha ban 1é @4 u tién trén Web phai 1a [biéu tuong ximg dang
cho thuong mai trén Internet]. Khong thé c6 hai; chi c6 mot ma thoi.”
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Anh d3 ddng. CAu chuyén Amazon.com 1a chuyén héa cua vién
kié "n, 6c thong minh, cong nghé, tié n bac va tinh toan thoi diém,
song s& khong c6 yé uté nao trong sé  do tro nén co y nghia né u
thié u con nguoi da n than cua Jef Bezos, dié u nay da ha p din
cong ching va cong d6 ng da u tu qua mot trong nhimg chié n dich
quan hé céng chiing 1én va khon ngoan nha "t trong lich sir kinh
doanh hién dai. Ngay nhitng ngay da u thanh 1ap cong ty, Bezos da
130 luyén trong tro choi quan hé céng chiing. Ngay ca khi céng ty gap
ra crd ivéidu luan bao chi, ho ludn ludén c6 thé nhanh chéng chin
dtng ton hai. Ngay nay c6 bié t bao ty pht thuong mai dién tir tré
tudi, nhitng nguoi con thanh céng 16n lao hon — Michael Dell va Steve
Case xua t hién trong ¥ nghi ciia moi nguoi ngay — song c6 1& Bezos 1a
ngudi ndi tié ng nha "t trong céng chiing néi chung. Bao nhiéu nguoi
chon cic d6 ng sang lap vién cua Yahoo! 1a Jerry Yang va David Filo,
Marc Andreessen sang lap vién cua Netscape, hay Meg Whitman cua
eBay ra khoi hang?

DAy 1a mot sO miéu ta mau sang choéi cia thé gisi truyé n thong
vé Bezos:

o “Anh chang lap trinh vién tai ba... khiém t6 n.” — Wall Street
Journal

o+ “Bezos xoay sd ra t gioi dé thanh cong. Anh chang thuce sy dé
thuong ludn giir duge tinh hai hude du phai d6 i d4 u véi suc ép
ghé gém. D6 ng thoi 1a mot trong nhitg anh chang théng minh
nha 't cia nganh kinh doanh.” — Forbes

 “Phong thai vui v¢, anh c6 vé khong gid ng 6ng trim thwong mai
dién tir. Song ha u nhu anh khéong va p vap tir khi theo dudi ¥
tuong cia minh.” — Business Week

e “Ha u nhu khong thé khong vui khi & cting phong v6i Bezos. Anh
thoai mai, vui vé va khiém t6 n nhe nhang.” — Fortune
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 “Nhan vt ky thuat s6  tiéu biéu nim 1998.” — Time Digital
Magazine
 “Khong nghi ngo gi 1a vua cua thuong mai dié u khién hoc.” Time

Nhu nhié u nhan vat cia cong ching khéc, anh tao ra mot nhan
cach ning dong (bié n thai theo tinh thé ) ra "t c6 ich cho anh. Anh
tao ra mot Jeff Bezos tu chu, di m minh vao cong viéc véi cai cudi mé
mu va ny cudi dé dai 13 ca tinh khié 'n nguoi ta d& c6 ngay cam tinh
v6i thai @6 it 1am ra vé va thié u v ng ban nga. Mat bén kia 1a mot
Jeff Bezos nhan tam, khong khoan nhuong, kiéu mot Sam Walton
(nguoi sang lap Wal-Mart) tién phong trén World Wide Web, nguoi
c6 thé chi ra nhirng phure tap r6 i rad m cua doanh nghiép véi con
mi t tinh toan théng sud t cia mot CPA (ké” toan cong cd bd ng
ca’p) vala chié n si nhiét thanh v6i nié m dam mé duoc khai thi vé
htra hen tuong lai.

Alex Gove, bién tip vién cua td Red Herring nhé laila n da u ong
gip Bezos 1a khi Jeff dang di d6 di day dé quang ba céng ty méi cua
anh. “Khi cAc cong ty 14 n da u d8 n day, nhié ula n ho st dung
nhan vién chuyén quan hé cong ching dé lo g& ro6 i cong viée,” —
Gove ndi. “Ctr nhin s6 ngudi ho mang theo 14 bié "t cong ty @6 tu tin
dé n dau. Cang it ngudi chung to tong giam do ¢ dié u hanh thuong
ty tin d¢ n dau. Jeff d& n mo6t minh. Anh ciing khéng c6 buéi trinh
bay ndo. T6i nghi anh da in céc trinh duyét PowerPoint ra giay.
Song anh khéng ning pha n trinh dién. R6 rang anh ra "t tu chu. Anh
chi 1a 6ng chu khiém t6 n thue sy tin tuéng vao nhimg dié u minh
lam. T6i nhé minh da nghi: “Chao 6i, cai cong ty nay maéi bé nho lam

»

Sao.

Ngay 16 thang Nam nam 1996, cau chuyén trén to Wall Street
Journal chila sy mé d4 u ma toan thé~ giéi truyé n thong cu xu véi
Bezos va Amazon.com. Cud i ndm do, cong ty 1a dé tai chinh trén to
tap chi Fortune duéi cai tya: “Pié ulén lao ké™ tié p: Mot hiéu

https://thuviensach.vn



sach?” Tap chi Time xé p Amazon.com 1a mét trong “10 Website t6 "t
nha t nim 1996.” Va cach xir sy 4"y mdi chi 1a mén khai vi. Nim
1996 anh con duge tung hd nhu mau nguoi tai ning gy cam hing cho
ngudi khac kiéu Bill Gates (trude vu kién ché ng doc quyé n cua
Microsoft), Welch cia GE va Michael Dell.

Song nhitng con ngudi 4"y dié u hanh cac cong ty dé kié m tié n.
Trai lai, Jeff Bezos dang tao dung mét cong ty khong xem trong loi
nhuén trong nd lyc d& — nhu anh thuong néi — thay ddi thé™ gisi. Bsi
thé” khi dong cham dé n chuyén tié n nong, anh to ra dé dat. Mot
1a n duoc héi anh du tinh tru duwoc bao 1au trong kinh doanh dang
thua 15 trong khi van tié p tuc mé rong no, anh dap: “Chang toi
khoéng thuc hién nhirg dy 4n d6 i ngoai vé  thu lgi nhuan, hoan vo n
v.v... — chting t6i khong thuc hién ba 't c du phong ndo vé  tuwong
lai.” Anh sung suéng hon khi tra 1oi thé” nay: “Loi nhuin 1a mau
huyé "t nuéi cong ty nhung khong phai 1a 1y do dé t6 n tai. Ban khong
s6 ng vi dong mau 4"y nhung ciing khong thé s6 ng thié u no.
Chiing t6i thu lgi nhuan duoc chung mét gio vao thang Muoi Hai nam
1995, nhung c6 1& 36 1a mot saild m lén.”

Chinh ¢d may quan hé cong chiing d6 da khoi dong dé quang ba
hinh anh gidm d6 c tai chinh Joy Covey vao qui da u nim 1999, khi
c¢d xudi nguoc kha p nude chiéu du cac nha phan tich va da u tu
chimg khoan tin vao sach lugce cia Amazon.com, bao g6 m ca thang
loi 14n thua 15 trong kinh doanh, @é @6i14 y doanh s6~ va loi nhuén
16n sau nay. Ngay 25 thang Ba nam 1999, mot bai bao dai dac biét
vie tvé Covey trén to Wall Street Journal xua t hién ha u nhu
cligng ngay véi tiéu sir ¢4 nhan va kinh doanh cua c6 (véi nta trang
anh mau) trén to Forbes. Sau thang sau, Covey dugc to Fortune chon
14 nguoi phu nit thir 28 quyé n luc nha 't trong né n thuong mai My,
khen ngoi tai ba cua c6 trong viéc “thuyé t phuc Wall Street v&  mot
cong ty khong thu lgi nhuan nhung trj gia @& n 22 ty USD.”
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Bezos va nhitng tu v n vién cia anh nhan ra tir ra t soém hiéu qua
cua viéc chinh anh dung ra lam tac nhan chinh cua céng ty. Eric
Dillon nhé lai b4 ng chung da u tién 1a sau khi Bezos tra 1oi phong
va n mét cach th vi trén mot dai truyé n hinh céng cua Nhat Ban, va
Amazon.com lap tirc b4 t @ u nhan hang d6 ng don dat hang tur
Nhat Ban. “Chang toi noi: ‘That phi thuong. Jeff, anh vira tro thanh
ngudi phat ngdn cua chiing ta.” Chting t6i phai 1am dié u nay boi nd
thudc nganh kinh doanh thuong hiéu tiéu dung. Chinh vi thé” chiing
toi sdm danh thoi gian véi cac nha phan tich tai Wall Street va nhirng
ngudi ndy thuit lai véi gidi truyé n théng vé Bezos va cong ty, tén
tudi Jeff ba "t dd u duoc quang bArd m ro ngay,” — Dillon ké.

Song anh khéng phai 1a con ngudi bam sinh nhu thé . Cyu nhan
vién Dana Brown nhén xét ki ning biéu dat cia Bezos tro nén “thong
sud t hon khi anh di qua qui trinh IPO (1 n @ u ban c6 phié ura
thi truong). D6 1a khi anh thuc sy tro thanh dién gia hung bién hon.
Chiing t6i chimg kié 'n anh hoc héi dugc nhimg ky ning do6. L& ra anh
cA n trai qua mot khoa #n néi day anh phai bié "t ngimg tam vao
nhirng gidy phut dic biét. Anh cA n ngirng lau mét chat gitta cac cau.
Sau cting anh kha ¢ phuc duoc va tré nén tuy nhién hon. Anh vira trai
nghiém vira hoc hoi.”

Paul Barton-Davis nhin vién s&  hai nhan xét: “Jeff c6 biét tai no6i
nhu rat rudt ra, ri ng anh dang noéi véi ban vé  nhiing gi thue su
dang dién ra. Ban tha "y nhu dang duoc nghe nhiing 16i chan thuc
nhat, song day chinh 1a toan bé mot ké ™ hoach 16n. T6i khong c6 ¥
giém pha. T6i khong nghi nhimg gi Jeff dang 1am 1a x4 u. Moi nguoi
dé u c6 thé lam thé” va d6 1a mot pha n caa chié n luge. Anh phai
van dung moi tha vii khi minh c6.”

Glenn Fleishman nhén xét rd ng: “P6 1abé mit ma Jeff mudé n
pho ra véi moi nguoi. Con nguoi that di ng sau khong khac biét 8 n
thé . Tu thé” trong kinh doanh cua anh doi hoi mot chuat cha 't thép.
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Anh dang dit t4 t ca ning luong cia minh vao kinh doanh va nhing
gi anh vira tir b, anh ¢d” lvu giit dié u gi d6 cho ban than.”

Tur d6 Bezos tro nén mot trong nhirng biéu tuong chinh cua cac
ong trum doi méi. Cud i ndm 1999 t& Forbes chay mot bai vé 18 hoi
“Nhan vat nong bong,” ky gap g& ha p dan voi cac ki su, nha phat
trién phA n mé m, hoa sy ky thuat s6 , luat su va gido su tai sa mac
Nevada ma Bezos c6 tham du. Pha n phu luc caa bai b4o so sanh
Nguoi dan 6ng nong bong voi Bohemian Grvo (vi “phap su” 1lau doi
cua cac nha cong nghiép, chinh tri gia...) David Rockefeller dugc xem
nhu hién than dich thuc cia Bohemian Grove con Bezos chinh la
Nguoi dan ong néong bong.

Mot bai trén Forbes ASAP vié t vé dién gia gioi nha t trong thé”
gioi cong nghé chon dé cao ca Bezos va Dell nhu nguoi “c6 18 khong
c6 duoc nhié u nim kinh nghiém nhu Andy Grove cua Intel, nhung
ndi tié ng vi phat biéu dugc ¥ tuong cia minh vé thuong mai dién tir
va ban hang tryc tuyé n. Bezos tré nén lumg iy vi tié ng cuoi né ng
4" m va nhirng bai no6i khai mé tri tus.”

Tié ng cuoi @6 nay da thanh huyé n thoai. “Bung nd” to Business
- Week vié t, “tié ng cuoi 1ay lan khiing khuc,” to Fortune vié t:
“Tié ng cuodi dai inh tai 1am nguoi khong quen phai giat minh,” to
Wired tan: “Dé6 1a tié ' ng AHHHH ha ha ha ha vang vang,” to
Newsweek miéu ta: “Nghe nhu tié ng dan ngdng kéu lac hoang loan,”
Time cuong diéu: “Tié ng cudi cia anh 1a Am thanh toan than rung
1én, theo 161 me anh 14 ‘b "t @4 u tir @@ u ngdn chan 1t chay nguoc
1én,” to Seattle Time mo6 ta: “That ra anh cuoi thuong la vi thoi quen
cam thirc vé  nhip diéu bén trong hon 14 ban than cudc tro chuyén.”

D6 ivdi nhirng ai truc tié p duge nghe nhu chang t6i, tié ng cuoi
a y that kho chiu vi d6 sau va cang cua n6. D6 1a giong cuoi riéng biét;
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tié ng cuoi vui, nhu tu nhao chinh no6, ha u nhu tach biét khoi ban
than Bezos.

Tié ng cudi nhanh chéng tré thanh biéu tuong quan trong trong
van héa Amazon.com. Khi nhan vién cong ty nghe tié ng né vang
vang tir vin phong cua Bezos “ban bié t anh 4"y d4 tro lai thanh
phé~,” — Fleishman néi. “Chung t6i diia 1a khi c6 chwong trinh
RealAudio [trén Website], dié¢ u da u tién 1 ching t6i s& dua giong
cuoi cua Jeff vao.”

Scott Lipsky, nguoi lam viéc trong van phong canh van phong cua
Bezos ndi: “Nghe tié ng anh cuoi, bao gio cling cam tha 'y dé chiu,
dac biét vao nhirng ldc cong viée cing thang, kho khin. That vui khi
bié t ri ng anh c6 mit & d6 va anh cling dang ban biu nhu ban vay.
Mot pha n con nguoi d6 cia anh 14 linh hé n cia cong ty. Giong anh
cudi cling chinh 14 tinh tha n con nguoi anh.”

Bén canh phong thai “chang trai dé thuong” dd, Bezos thich tha
dua nhao chinh minh. Tai vii hi hoa trang cua cong ty, anh c61a n
an mic nhu mot quan gia d& n du. Tay bung khay gia chea da'y
nhimng ly sim banh tré6 ng dan chit vao khay, anh 4"y khiéu vii ca
dém véi v, Mackenzie, nguoi An mic chang khac mot ¢6 ha u.

Mot pha n bi 4n khac cua nha Bezos 13 cha 't “quai” noi anh. DBé
chimg minh cha 't “quéi,” anh s& chi vao chié ¢ d6 ngho deo tay tu
dié u chinh theo d6 ng h6 nguyén t 36 12 n mét ngay. P6 ng phuc
cia anh b4t di ba "t dich: Ao so-mi xanh gai khuy va quA n mau nau
vang. Vat con thié u duy nha "t 1a cai may loc khong khi bo ti. Anh,
cha anh, me anh va em trai, em gai anh an mac nhai theo biét doi
SEAL Hai quan véi dién thoai nho xiu, dién dai c6 tai nghe va micro
g n ve 40, ¢ thé Ién dé n cira hang thue phdm mua 1 lit sita chang
khéc cude dot kich dém. “Ra’t, ra t ky cuc,” — mot nguoi cling mang
may nhi n tin rung, dién thoai di dong, may quay phim va dao gim
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quén doi Thuy Sy véi di th linh kinh khé hiéu nhu méy do mach,
tud  c-vit, ca kinh rAm va bat bi bé xiu — nhan xét.

Can phong nho bé ngin kinh cua anh trong tdoa nha trén Pailo S6°
2 bira bon nhiing sach, chi vit cao su vang, @6 choi Lego, sting may
bd n nudc, mot hop nude ddng chai va tA m bang son xit
ghi:”Amazon.com” cia Bezos v& 1am phong né n cho mét nhém
truyé n hinh Nhat. Trén chuong trinh NewsHour cua PBS, anh va
thong tin vién kinh t&~ vui duia (mic cho sy theo ddi cua khéan gia)
ném cac vat cao su dinh thuong @é dan vao tuong, méila n ném
Bezos lai cuoi rd 1én.

Trong doan hd so hoai nghi nha t vé  Amazon.com, ciy but
Peter DeJonge miéu ta Bezos tron ven trén to New York Times, goi
anh 13 “mot quai kiét thong minh, ha p din, cyc ky ning dong va ky
cuc mot cach sai lac.” DeJonge ghi nhan 1a Bezos hiéu bié 't hé 't gia
tri cia viéc tao nén cau chuyén tha n thoai vé nghé thuat 1am ong
chu, 1am ting tinh cha "t tha n bi — chuyé n di b4 ng dudng bo xuyén
quo ¢ gia téi Seattle, cong ty thanh lap trong gara dé xe. Luon ¥ thirc
vé tinh biéu tuong, ban gia y 1am tir canh cra cua anh 1a biéu tuong
cta thié u tho n va dugc néu trong ha u hé 't cac noi dung trén cac
phuong tién truyé n thong chinh. Dién hinh 1 1oi d4nh gi4 cua cay
buat Dinesh D’Souza: “Nhié u ty pht hdm nay dudng nhue nha 't
quyé t cho 1a minh xua "t than tir 16p trung luu. Bill Gates thich duoc
xui t hién véi chié ¢ 4o khoac ngoai 6, Jeffrey Bezos lai ngo i tai
chié c ban gia y op ep 1am tir tA m canh cua cii.”

Nhimg ngay da u tinh thanh dam 14 n ca vao cudc s6 ng ca nhan
cua anh. Khi anh va Mackenzie roi khoi can nha thué ¢ Bellevue, ho
thué cin ho khiém t6 n rong 300 mét vuéng & khu Belltown thudc
trung tam Seattle, tir 6 d& di bo d& n cac viin phong cong ty ¢
Seattle. Ngay ca khi nd m nhié u triéu trong tay, anh tié p tuc lai
chié ¢ Honda Accord.
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Song ngoai su théi pho ng cua cac phuong tién truyé n thong va
tinh biéu tuong, Bezos c6 thé cing cd” ké  hoach 16n cua minh véi sy
thong tué xua t si c, bié t thuc hién nhié u tc vu ciing mot ldc. Anh
chi ca n l4p tirc chuyén huéng va dao sau ngay vao nhirng va n dé
cong nghé phire tap,” — Eric Dillon néi, anh con cho bié "t thém 1a
Bezos ludn vui vé trong sud t quy trinh 1am viéc. “Anh 4y c6 thé
quay sang phai néi véi Kaphan vé mat ma, rd i quay sang trai dé
ban véi David Risher vé  marketing & Ha Lan, vard inhin vé trudc
n6i voi Joy Covey vé phuy chti cud i trang 82 trong mét to khai tai
chinh. Liic ndo ciing 4 y & p tié ng cuoi. That vui vé yéu doi.”

Du Bezos tha p, manh dé¢ va héi, anh s¢ hitu nhiing gi chi c6 thé
miéu ta la (cho du t6i khong wa tir nay) sirc ht. Anh duyén dang va
ha p dan véi sy thong tué cud n hiat va kha ning hoan toan tap trung
vao d6 i tuong ma anh dang tro chuyén. “Anh 4y 1& ra c6 thé 1a 1anh
tu gido phai (c6 nguoi cho ra ng anh di 1a nhu vay rd i); anh nhu c6
tinh hoa dang phat tié t ra,” — Fleishman noéi. Anh khéng gay 4 n
tuong dang ché” ngu nguoi khic song mang trong minh stc manh cé
nhan ngdé n ngon trong moi khia canh.”

La nha quan tri, Bezos “ra "t tap trung va quyé t doan,” — giam
d6 ¢ Tom Alberg néi. “Anh 4"y c6 thé quyé t dinh nhanh chéng, bAm
sat va thi hanh d& n noi & n ché n nhitng quyé "t dinh 4”y. Anh
nhan ra né u ching t6i da quyé t dinh 1am gi thi phai 1am cho bd ng
duoc ma phai nhanh nira. Dit moi viée duoc phan tich dau vao da’y
nhung tinh hanh dong ra "t cao. Khi da c6 ¥ tusng, anh 4 y quyé 't
dinh 1am cho xong.” Vi du, Alberg trich dan quyé 't dinh dua ra vao
thang Bay nam 1998, thém tinh nang cho viéc 1én danh sach tha hang
ban duoc (dwa trén s6~ ban trong 24 gio trude d6), con s6 nay thay
doi theo gio. “Moi nguoi xem chuyén nay vé van,” — Jeff néi. “Chting
ta c6 thé lam dié u nay trong 48 gio. T6i mud n no phai lam duge.
Hay lam di,” — Alberg ké. Sy s& p hang nay 16i cué n du luan ghé
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gém, dac biét 1a nhitng cot bao thé hién quan diém c4 nhan trén to
Wall Street Journal va t& New York Times boi cac tac gia kéu ca vé
vi tri sach cua ho trén cic bang xé p hang nay. Hién nay nhié u tac
gia va bién tap vién xem thi ty x& p hang sach cia ho hang ngay dé ' n
ma yla n.

MO RONG SANG CHAU AU

Bezos luén mud n mo rong sy hién dién vat 1y cia Amazon.com,
ra khoi bién gioi My. Nam 1998, anh suy tinh mo rong sang chau Au
v6i sy gop st cua Bertelsmann AG, hang truyé n thong khong 16
Ptc. Bertelsmann da c6 dich vu ban sach truc tuyé n non tré goi 1a
Bertelsmann Online hoic BOL. Thomas Middlehoff, tong giam do6 ¢
dié u hanh cua Bertelsmann, quyé t dinh theo dudi muc dich nén
ong dua Bezos tir Tho Nhi Ky (noi Jeff vd Mackenzie dang di nghi
mat) trén chuyé n phi co riéng cua cong ty vé  ban doanh cua
Bertalsmann ¢ Dire. Middlehoff quan tAm viéce di & n thoa thuin
mdi cong ty sé nd m 50% quyé n so hitu cong ty ban sach truc
tuyé n. Bezos va Middlehoff hop ca thay b6 n 14 n nhung “chting t6i
khoéng dat duoc thoa thuin ndo,” — Bezos néi. Middlehoff tin ri ng
Bezos sé& rit lui boi anh “ra "t ngai viéc ma "t di quyé n kiém soat.”
Tom Alberg d6 ng y khi néi ra ng dut khoat “Jeff @3 quyé t dinh
khong lam dié u d6 dya trén ¥ nghi chting t6i c6 thé ty lam t6 t dié u
d6 mot minh.”

Chiang bao lau sau khi Bezos tir cho i1oi @& nghi, Bertelmann
thong bao bo ra 200 triéu USD dé huong 50% loi nhuan tai
Barnesandnoble.com. “Cudc d4 u tr mao hiém nay nhi m muc dich
canh tranh v6i Amazon ¢ My,” — Middlehoff noi.

Lac d6, Amazon.com da mua (tir thang Tu nam 1998) moét hiéu
sach dién tir Anh cho truy cap ta t ca 1,2 triéu cud n sach in tai Anh
va Telebuch (Telebook) Inc., mot hiéu sach truc tuyé n ¢ Puc.
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Bookpages duoc sang 1ap hd i cud i nim 1996 bai Simon Murdoch,
mot tié n si khoa hoc may tinh va 1a nha quan 1y ph4 n mé m cuaa
mot cong ty Anh. Telebook, dugce dié u hanh bsi ABC Bucherdienst,
da dwa vao danh muc 400.000 quyén sach tié ng Pire. Chiing duoc
trang trong d6i tén thanh Amazon.co.uk va Amazon.co.de va rami t
vao thang Mudi, ciing d4 y du céc tinh ning va cong nghé cua
Amazon.com, cing nhu cac trung tAm dich vu khach hang cua riéng
qué ¢ gia ho. CAc trung tam phan phd i c6 kho chra s6” lugng 16n
cia hd uhé 't cac tya sich My dugce yéu thich dit tai Anh va
Regensburg, Duc.

Cud inim 1998, Amazon.co.uk va Amazon.co.de 1a nhirng nha
ban sach hang da u trén thij truong riéng cua ho. Di nhién, ho khéng
dat duoc nhitng doanh s6~ khéng 16 . Chiang han, s6~ ban cua
Amazon tai Anh uéce luong khoang 60 triéu bang, trong khi toan bo
giao dich mua ban trén Internet tai Anh chua da y 0,2% toan bo
doanh s6~ ban 1¢, theo mét nghién ciru trén to Financial Times. Lac
d6 s6” nguoi trén toan luc dia chau Au ké t nd i v6i Internet chua
bd ng nira con sd  tai My. Nuée Pire v6i 80 triéu nguoi (va tAm tridu
nguoi dung Internet), to ra dac biét thach thac béi cac nha ban 1é &
da”t nuéce nay duge bao vé boi luat ngin cA m chié t kha u. Mat
khac, Amazon.co.de da hoat dong 24/7, trong khi cdc nha ban 1é buc
kiéu truyé n tho ng bi cd” m mé cira ban vao nhirng ngay chua nhat.
(Trudce khi chinh thirc ra ma "t Website, dan tiéu dung Puc bi “quay”
boi chié n dich quang c4o véi cac cau dai loai nhu: “Kama Sutra
24/247).

Tham chi trude khi @6 bo 1én cac diém ¢ chau Au, Amazon.com va
nhiing nha ban sach tryc tuyé n khac bj de doa bsi quy dinh ton
trong thoi gian cua phép tié p thi viing mié n va luat xua "t ban.
Thong thuong mot nha xua t ban My s& nd m giit quyé n cua Bi ¢
My hay cac quo ¢ gia néi tié ng Anh cho mét quyén sach va sé ban
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quyé n xui t ban tai nude ngoai cho cac nha xua "t ban c4 nhan hay
cac qud c gia ca nhan. Song Internet khéng cé ranh gi¢i qué ¢ gia.
Viéc xua t ban Harry Poter va Cén phong bi mdt, pha n tié p theo
cia quyén sach ban chay qud ¢ t&” Harry Poter va Hon da phu thiy,
1am nay ra cudc cdi va giira Amazon.com va nha xua t ban My 1a
Scholastic Inc., noi da tra100.000 USD cho quyé n duoc xui t ban
1A n @4 u tai My quyén Harry Porter ndy. Quyén sach dugc vié "t boi
mot tac gia ngudi Sco” at-len 1a J.K. Rowling, 3 duoc xua "t ban tai
Anh vio nim 1997 béi nha xua t ban Bloomsbury Children’s Books.
Nhu c4 u tai My lén dé n ndi doc gia My khong chiu chd dé n thoi
diém xua "t ban pha n tié p theo tai My phai ma t dé n vai thang,
nén doc gia da dat hang tir Amazon.co.uk. Ngon lIira nong bong khao
khat duoc d6 thém da u boi hon 80 bai vié t cua doc gia trén Website
Amazon tai My, bao g6 m nhiing chi ddn 1am sao dit mua nhimg 4 n
ban Anh tir Amazon.co.uk véi gia chua da y 14 bang hoic chi chimg
23 USD, thoi han giao hang chua tdi tam ngay.

Phat ngon vién cuia Amazon.com cho hay 6ng khong binh luan vé "
nhiing thao luan véi Scholastic hay ba "t ct nha xua "t ban ndo, song
“nghiém tdc tié p thu cAc mé i quan ngai cia cac nha xua t ban va sé
nd luc giai quyé t ching.”

Cau hoi dat ra la: Khi mot khach hang & Seattle dat mua mét
quyén sach xua 't ban ¢ London, thi giao dich sé& dién ra tai My hay
Anh? Bezos cho rd ng mot nguoi My mua sach trén Amazon.co.uk
“khong c6 gi khac biét khi ban sang choi London va mua mét cudé n
sach bo vao vali mang vé nha. Né u ban 1am dié u gi thach thuc
dinh ché” 12 ban da lam phié n long mot s6 nguoi.”

Luat ban quyé n cia My cA m nhap khau khong phép mét cud n
sach c6 ban quyé n nhung lai cho phép c4 nhan mua lai mét ban
dung riéng khong dé ban lai. Luat khong noi ro dié u gi xay ra khi
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khach hang @it mua hon mot quyén hodc nguoi ban sach mua that
nhié uban vé ban lai & My. Tranh cai nay hién van chua nga ngi.

Gat chuyén tac quyé n sang mot bén, cac cong ty mua lai tir chau
Au nay 1a nude di hop Iy boi cong ty dang giao dich 1am #n trén
truong quo c té’, chuyén giao sach thudng xuyén dé n trén 160
quo ¢ gia khac nhau, chié ' m hon 20% téng doanh s6~ ban.

Amazon.com ban nhié u sich k§ thuat kho kié 'm cho cac khach
hang hai ngoai. Gidm d6 ¢ dich vu khach hang Maire Masco nhé lai
c6 14 n nhan e-mail tr mot nha dia cha "t & Sri Lanka, ngudi cA n mot
s6  sach c6 thong tin 6ng cA n dé ciru mot swon d6 i khoi x6i mon.
“Ong 4"y ho iam cam on t6i da gitp 6ng c6 dugce ba quyén sach ma
ong khong thé dit mua truc tié p tir nha xua t ban ¢ Oxford. Sach
dé"n noi ré hon né u 6ng dit mua ching tir nha xua t ban. Nghe
nhimg cau chuyén nhu thé” méi tha” y minh dang 1am moét dié u
khac biét.”

Pon dit hang dang nhé khac dé n tir mot t6 chie tir thién quo ¢
té” vira nhan khoan tié n x4y dung thu vién tai Zambia, va dwa ra
danh sach 2.000 cudé n mud n mua. “Téi vé 14"y hai, ba nguoi thude
b6 phan dich vu khach hang va hoi: “Ban ¢6 mud n thuc hién mot du
an 16n hay khong?” — Masco ké. “C6 hai nguoi, cha yé u 1a vao thoi
gian riéng cua ho, @3 dat mua ta 't cas6  sach nay. Chiing t6i lam viée
v6i nhimg nguoi & nha kho boi sach phai duge giao vao thoi diém
nha 't dinh cho mét may bay ché hang tai phi truong JKF Airport &
New York. L& ra chtng t6i khong 1am dié u nay boi né di nguoc véi
thié 't k&~ kinh doanh hiéu qua song viéc xay dung thu vién nay tai
chau Phi that c6 y nghia.”

Ta t nhién c6 mot sd  tryc tric trong viée chuyén hang ra nudc
ngoai. Masco chi ra TAy Ban Nha va B6 Dao Nha 14 “nhiing 16 den
ciia chau Au” boi luong hang kh4 16n chuyén di sé bié nma t, ra t co
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thé bi danh ci p va phai gai bi mién phi. V& sau di nhién
Amazon.com ci t riéng nguoi chi lo dié u tra gian 14n, dic biét tir cac
nude phuong Pong va Nam My. “Dé n lac ho s& tim ra manh mo i
gian 14n ¢ mot vai thanh pho~,” — Masco néi. “Ho sé& goi cho nguoi
trong thanh phd~ d6 xem ho c6 tuan thu phép luat hay khong?”

Sau nay cong ty hinh thanh nhiing cong ty con tai vai qué c gia &
chiu Au va chau A, va tham gia vio mét trong nhitng chuong trinh
kinh doanh nhon nhip trén Internet v6i Yahoo! Qua thoa thuén,
Amazon.com 1a nha budn sach vu tién trén nhié u Website toan ca u
cia Yahoo!’s World, g6 m ca chau A, Vuong qud ¢ Anh va cag Ai—
len, Phap, Ptc, Pan Mach, Thuy Pién, Na Uy, Canada, Uc, va New
Zealand, Nhat va Han Quo c.

Puge hd tro cua thanh thé” ndy, moét nim sau khi ra ma "t tai chau
Au, Amazon.com 1a thuong hiéu gi4 tri dtng hang tha 57 trén toan
cA u, trén ca Hilton, Guinness va Marriott, va theo sat Pampers, theo
b4o c4o cia mot hang tié p thi Anh.

MO RONG VA PA DANG HOA

“R6 rang ngay tir d@ u Amazon khong chi chuyén vé~ sich va co
dugc s6” 1ai ma ba "t ctr ai cling hanh phtic vé  14u dai,” — Fleishman
bay t6. Quan niém nay tré nén ro rang tir thang Chin nam 1996, khi
Bezos dua toan bo nhan vién Amazon.com di nghi tai khu nghi
Slepping Lady ¢ Leavenworth, phia dong Cascade Mountains ¢ trung
tam bang Washington.

“Ky nghi ndy nha m ban vé  viéc vuot ra khoi pham vi sach va lam
thé” nao chung t6i c6 thé thuc hién dié u d6,” — Maire Masco ké.
“Chiing t6i da sin sang ban vé~ DVD, CD, video. P61a14 n di u tién
chdng t6i n6i vé  nhirng thi ngoai sach. Ta t ca chiing t6i da sén sang
dua dé n ké "t luan. T6i khong nhé @6 13 ¥ cua Jeff hay anh huéng moi
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ngudi dé n dié u d6. Anh hei trong twong lai ching t6i s& di dau, noi
ching t6i nghi minh sé& di va ching t6i s& nhu thé” nao trong mot, hai
hoic ba nim nira. TA t ca chting t6i d& u tha 'y sy da dang trong san
pham khi tié 'n 1én — tham chi truéce khi chiing t6i nhan ra ra ng sach
khong 1oi nhié u bai chénh léch giira gia mua va gia ban khong cao.”

Bezos mud n ning cao co s& khach hang, kha niang dap ung va
thuong hiéu trén nhirng san pham nhu video va 4m nhac, nhiing tha
rd rang cd n mo rong. Anh noéi ro dié u nay vao nim 1997: “Chinh
sach cua ching ta 12 tro thanh diém dé n cua thuvong mai dién tu. Khi
ai d6 dinh mua hang tryc tuyé n, ngay ca nhiing thir chiing ta khong
cung tmg, ching ta van mué n ho dé n véi chiing ta. Chiing ta
muo n tao dié u kién cho moi nguoi d& dang tim ra va kham pha
nhitng thtr ho mud n mua truc tuyé n, ngay ca nhiing tht ching ta
khong phan pho i.”

Pé n thang 4, cung lac cong ty mua Bookpage va Telebook,
Amazon.com 14 n d4 u tién dot ph4 ra ngoai pham vi sach, khi n6
mua co so dit liéu phim trén Intrenet (IMDB). IMDB 14 ngué n thong
tin bao quat va dang tin cay cua Anh, véi hon 150.000 phim anh va
cac chuong trinh giai tri, 500.000 bang phan vai va tén tudi doan 1am
phim tir thua khai sinh dién anh ndm 1892 dé& n hién tai. N4 ciing
biéu thi bude d4 u tién Amazon.com ban phim tryc tuyé n.

Am nhac 13 sy mé mang tié p theo hop Iy, trude ddy n6 dimg hang
thu hai trong danh sach ban @ u nhiing san phdm ban trén Web ma
Bezos da soan khi anh con nghién ctru Internet cho D. E. Shaw, Bezos
than thé ba "t tién 16n nha 't cia Amazon.com khi ban nhac 1a n6
khong c6 duge thuan loi 1a nha tién phong, loi thé ™ nay thuoc vé
CDNow, N2K’s Music Boulevard va Tower Records. CDNow da thoa
thuan doc quyé n véi Yahoo! va Excite’s Web Crawler, va cua ba dich
vu — Mr.Showbiz, Celebsite va Wall of Sound; va N2K 1a d6 i tac doc
quyé n 4m nhac cho America Online Inc. (thong qua AOL Network &
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My, chau Au va Nhat), Netcenter cia Netscape, va Ticketmaster
Group. Song ¢ chd riéng tu, anh ling ling chuan bj cho nuéce di quan
trong tié n vao Am nhac. Vai thang trude @9, cong ty da lap mot ban
chuyén gia bién tip am nhac va da tham do hang chuc nh6m khach
hang, nhirg nguoi té6 ¥ mudé n mua nhac tir Amazon.com, noi da kinh
doanh chut it vé cac CD.

“Day 14 thoi diém tuyét voi cua viée tao ra nganh hang trong kinh
doanh,” — Bezos néi. “Chung t6i @4 u tu trong cong nghé, trong xay
dyng thuong hiéu hém nay véi mong mué n cé duge cong ty 1on hon
trong tuong lai.” Boi chi phi c6~ dinh cho viée ban hang qua Internet
ra t cao, “that c6 1y dé giam bot chi phi d6 qua sé6~ lwong khach hang
16n hon.” Chinh sach mé rong cua Bezos ra t gian di: 14"y co s¢ 1a hon
2,25 triéu nguoi lam don bay — nhié u hon ba 't cir cong ty ban 1é trén
Internet nao — va thuong hiéu Amazon.com, “ma chiing t6i phai lam
viéc ciing thing dé pho i hop cha 't luong phuc vy, gia ré va dé su
dung (g6 m ca tinh ning qua 1—Click ) va danh muc dang tin cay.”

Ngay 10 thang 6, cong ty thong bao c6 tham gia vao thi truong am
nhac véi luu trit ban da u chimg 130.000 tya, con s6 nay nhanh
chéng mé rong. Bezos theo cong thirc ban sach bi ng cach d&é nghj
giam gia dé n 30% trén mot s6° CD. (Amazon.com mua san phim
nhac tir mot nha bén si va ding kho cia né dé chuyén hang, cho nén
khach hang vira mua sich vira mua nhac, chi phi chuyén ché s& tha p
hon). Cling nhu trang Website ban sach, Amazon.com dua ra cho
khach hang nhirng théng tin san pham cung c4c tinh ning dic biét,
gd m ca cAc doan trich cic bao phé binh va tir hang chuc khach hang,
161 phé binh va gidi thiéu cua khach hang cho nhirng nguoi hy vong
bié "t thém vé loai Am nhac dic biét ndo hodc vé cic nhac si trinh
dién chiing. Hon 225.000 bai hét c6 thé nghe mau qua RealAudio.
Danh sich ban chay duoc soan theo nhié u cach g6 m phan loai nghé
si, thé loai hay nhac cu. Ngudoi dung c6 thé tim hiéu vé  loai Am nhac
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moi ndo, Website 1ap danh muc 10 CD “cha ch6 t” d&é 1am mau cho
phong cach doé.

Pugc hoi danh sach “chi chd t” ¢ chu quan khong, Bezos tra 10i:
“Di nhién c6 chu quan. Nhung hiy dé t6i giai thich vé thé” gidi truc
tuyé n: Né u chung t6i chon kém — ching han c6 mét album nhac
jazz do té trong danh sach — chi mét thoi gian nga n ching t6i s&
nhan hang d6 ng mail ché bai gitp ching t6i dé phan hoé i that toan
hao. P6 1a mot trong nhirng thuéan loi khi tryc tuyé n.”

T New York Times xé& p hang tinh ning tim bai trén Website nay
14 hiéu qua nha "t trong ba "t ci trang caa nha ban 1é nhac nao, dva ra
vi du la chi trén trang cia Amazon.com mai giap cho viéc tim tur
“corner” dan t6i bai “Down on the Corner” cia nhom Creedence
Clearwater Revival.

Bezos miéu ta trang Web “khong chi la mét ctra hiéu. D6 1a noi ban
hoc hoi vé ™ 4m nhac.” Khoang tua n th hai caa thang Muoi — 120
ngay sau — Amazon.com la trang ban nhac truc tuyé n 16n nha t, va
diing @& n dong tiéu d& “Sach, nhac va hon thé” nira” & mo ta
nganh kinh doanh cua minh. Mét nam sau, CD Now va N2K sat nhap
thanh CDNow . Vai thang sau d6, Time Warner Inc va Sony Corp
mua CDNow v sat nhap no6 véi Columbia House 14 lién doanh tié p
thi tryc tié p Am nhac va video cua né. Pung 1a qua thuan loi cho nha
tién phong nay.

Trong khi ta t ca nhimg chuyén nay dién ra, c6 pha n coa
Amazon.com huéng vé phia b ¢, tir khoang 40 USD/ ¢6 pha n vao
ngay 1 thang 6, cao hon 80 USD ba tui n sau d6. N6 cham ngudng
100 USD vao ngay 24 thang Sau va 139,50 USD vao ngay sau thang 7,
doanh s6” thu dugc 1450% tir1a n da u ban ra thi truong dao thang
Nim nim 1997. Mot pha n cua ct ting truéng nhanh nay 1a nho vao
nude di tham gia vao nganh Am nhac. Pha n khéc c6 lién quan téi con

https://thuviensach.vn



s6 t khich dong thi truong c6 phié u trén Internet néi chung, tiéu
biéu 14 viéc cong ty Walt Disney mua Infoseek, phwong tién tim
kié 'm tryc tuyé n. CAc nha da utu dé usé trudt, cd6 gi ng kham
pha viéc thau tém noéng boung lién quan d&8 n Website tié p theo la
gi?

Cudc tiang vot tham chi con gitip c6 phié u nhu cua K-tel
International, noi ban nhirg CD hoang kim ngay xua qua con s
800 vao cac chuong trinh TV ntra khuya. Vao thang 6, ¢4 phié u duoc
ban 6 USD/cb phié u, nhung khi K-tel thong bao du dinh ban nhirng
CD @b trén Web, c6 phié u cua né chot ting 1én 65 USD/cd phié u —
thu nhap g p 20614 n.

Ciing gép pha n cho viéc ¢ phié u Amazon.com bié n dong l1a
viéc dao quan cac nha da u tu ban “x6i” cac ¢6 phié u. Né u thi
truong xudé ng, cAc nha da u tu mua gom cb phié u voi gia tha p
hon, tra lai ¢4 phié u vay muon va bé ti khoan chénh léch. Nhung
v6i c6 phié u cia Amazon.com cich 1am d6 tha "t sach. Khi c6 phié u
ting, nhimg tay budn ‘4n x6i” ndy phai d6 i mat voi viée chon mot 1a
danh cudc may rui hai 1a mua lai vé6i gia cao hon, dié u khong phai d&
boi ¢6 phié u Amazon.com ¢6 s6  lugng nho “tr6i ndéi” khac thuong,
vi du nhusé” 6 phié u c6 duoge dé giao dich. (HA uhé 't c6 phié u
cia Amazon.com dugc noi bé na m giit, ma nhimg ngudi nay khong
giao dich cong khai). Con mot nguyén do nita khié n gi4 tri cao va sy
thay d6i qua qui "t trén thi truong 13 “cac nha buon trong ngay” —
nhimg nha da u tu thié u kinh nghiém mua c6 phié u ltc n6 dang
ting va ban lai cAng nhanh cang t6 t ngay khi né c6 da” u hiéu di
xud ng.

C6 phié u cua Amazon.com ra t ning dong. C6 lac trung binh mét
c6 phié u chi duoc giir bay ngay trude khi duoc dem ban. So sanh cho
tha "y, Yahoo! duoc giir tim ngay va Coca-Cola la 24,6 thang.
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Pé n thang 8, Amazon.com ding tié n thu duoc tir ¢ phié u ting
vot d@é thyc hién hai thuong vu chié n lugc tach biét gay s6 ¢ cho cong
d6 ng Internet va giri di tin hiéu khong thé hiéu sai 1a cong ty sé
khong chi goi gon 12 nha cung cA”p sach va 4m nhac.

Thuong vu th nha "t 1a PlanetAll, mot hang dat tai Cambridge,
Massachusetts, chuyén cung cA p dich vu giao dich — quan trj trén
mang g6 m ca viéc tu cap nhat cac dia chi sach, lich va ghi nhé cho
ngudi dang giao tié p véi ban beé, nguoi than va cong su; tu dong t6
chirc thong tin trén Web va truy ciap hon 100.000 nhém quan tam
khac nhau. Ra mi "t thang 1 ndm 1996, PlanetAll v6i hon 1,5 triéu
thanh vién da thanh cong “d6t pha thuc hién dié u cin ban va quan
trong trong tié p can,” — Bezos lic @6 phat biéu. Anh néi thém ra ng
PlanetAll dugc @6 ng sang lap boi Warran Adams va Brian
Robertson, 1a “phuong tién sir dung cach tin nha 't cua Internet ma
toi ting bié t.” Khong t6 n kém gi ca khi ddng nhap dung dich vy, né
chi yéu ca u ngudi dung lap danh sach nhimg thong tin tié p xtc,
nhu tén tudi ban bé hoic nhing tié p xtc ma nguoi khach hang nay
muo n tié p xtc. PlanetAll cling yéu c4 u nhiing d6 i twong lién lac
d6 cung ca” p nhimg thong tin nhu ding ky e-mail va cac dia chi e-
mail thuong xuyén cua nhirng ngudi khac trong hoi ciua ho. TA t ca
nhimng théng tin 4y duoc luu trit trong kho dit liéu c4 nhan trén
PlanetAll, trang Web nay sé d6 ng bo héa thong tin véi kho dit liéu ca
nhan tai nha hay noi lam viéc va tu dong ciap nhat né. Vi du, mot
khéach hang c6 thé yéu cA u nhan e-mail & nha ¢ nhé vé” mot dip
quan trong, bao dam khong quén mua qua tang cho ai do.

Qua viéc thau tom mot cong ty thu thap thong tin cA nhan vé
khéach hang, Bezos sau ctng b t @3 u chuyén héa cong ty minh
thanh noi cung c4 p nhu cA u mua hang tron géi, cA nhan va hoan
thién thém véi khau vi c4 nhan, kich ¢&, ngay sinh nhat va ky niém,
s6  thé tin dung, dia chi giao hang v.v... PlanetAll khié¢ n
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Amazon.com phai chi ra 800.000 c6 phié u. Toan bo hoat dong va
ban dié u hanh duoc tai bo ~ tri tai Seattle vao @@ u nam 1999.

Vu thau tém tha hai t6 n 1,6 triéu ¢ phié u la Junglee Corp cua
Sunnyvale ¢ California, 1a mot ¢d may tim kié m gitp nguoi dung so
sanh duoc gia ca cling mot san pham. Gi6 ng cac dich vu tuong tu
khéc, Junglee chi y& u rai nhimg diép vién hay con goi 1a “con nhén”
di thu thip théng tin cia du loai nha ban 1¢ va quay lai véi gia ca caa
ha u hé 't cic san pham, tir 40 khoac cashmere dé n CD cua Keith
Sweat. Junglee vd n dugc xem 1a mét nguoi may mua si m hay con
goi 1a “bot,” quang b4 bd n huéng din mua si m khac nhau ma né
bao trum: Compaq Computer Corp., Lycos’s Hotbot, DealFinder va
Snap!, n6 c6 thé quét hang trim Website trong vai gidy. Junglee
kié 'm tié n qua 1¢ phi dugc cAc nha ban hang tra khi duoc dic 4n néu
tén trong danh sach tim kié ' m va qua cac quang cio trén Website.
Du Junglee mang dé n cho Amazon.com céng cu tao ra kha ning so
sanh vé  gi4 ca, Bezos cho to Wall Street Journal hay ra ng that vo 1y
khi gia mao kho dit liéu trén Junglee dé gi4 ca trén Amazon.com bao
gio cling 12 s6~ mot, Benzos ndi “Khach hang s& bo di.” Tuy nhién anh
n6i khach hang quan tAm nhié u hon dé n viéc so sanh cac chi tié 't
vé nhitng moén chiang han nhu may tinh va may thu hinh hon 14 nhac
va sach ma Amazon ban. (Bezos ta t nhién khong luu ¥ rd ng cong ty
ciia anh mot ngay nao d6 sé ban nhilmg mén hang gia cao). “Dy kié n
lau dai 13 nguoi ta d¢ n v6i Amazon.com va tim tha y ba 't et san
pham nao ma ho mudé n mua,” — Dave Risher, phé giam d6 ¢ cao
cA p tié p thi va phat trién san pham hé i 9, tra loi.

M4y thang sau, vao da u thang 9, Amazon.com phé ra dién mao
méi cua Junglee. Nhirng huéng din mua si m khac da bié n mat.
Khi nguoi dung go vao Website cua Junglee, ho s€ 1ap tie duoc
chuyén dé n mét dié u méi mé — “Giao dich trén Web” cua
Amazon.com, moét dich vy sé thong bao trén man hinh la “noi c6 du
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moi thtr ban mud n mua truc tuyé n,” bao gb m d6 dién tur, trang
phuc, dich vu du lich, may tinh, pha n cing, @ choi va nhirng hang
hoa khac, nhung khong phai 1a sach va nhac. (“Tham chi ho van sé&
mua tai Amazon.com béi tin tuéong 12 y& u té6” nhén dién thuong
hiéu,” — Bill Curry, phat ngén vién caa Amazon.com, tuyén b6~ trén
td Wall Street Journal). Dich vy ndy c6 duong din dé n cac nha ban
1¢ nhu: The Gap dé mua trang phuc va Cyberian Outpost dé mua
pha n cimg may tinh.

Bezos hiéu rd ng mot trong nhimg phuong thtre chinh dé khai thac
loi nhuan trén Web 1a mé ra kha niang cho Amazon.com kié m tié n
hoa h6 ng qua viée gui cac khach hang caa n6 @& n véi cac nha ban 1¢
khac, noi s& tra cho Amazon.com khoan chi phi cho méi khach hang
da siéu ké "t nd i v6i Website cua ho. (Sau ndy Amazon.com nhén
pha n trim cia mdi cudéc mua ban). Nuée di nay bao hiéu trude
nhitng cudc thau tém va nude di chié n luge sé thuc hién trong nhirng
nim si p toi.

Thoat @& u Amazon.com tht nghiém dich vu “Shop for Web”
bd ng cach dit né ¢ nhirng noi khong tach biét trong ting trang,
nhung sau d6 cong ty da tao thanh danh muc “Shop for Web” tuong
tu nhu nhitng thanh da tao cho sach, nhac, phim va qua tang.

Junglee va PlanetAll mang d& n cho Website cia Amazon.com
tinh cha "t “sin lung” khong mud n roi va nhié u tinh ning khich 1¢
nguoi dung luu lai trang Web. Va bi ng cach thém vao nhimg chié n
luoc va noi dung da dang, Amazon.com cho tha 'y ro ¥ dinh tré thanh
cong thuong mai cia World Wide Web. Tham chi trudce cic cudc thau
tom, Amazon.com da 1d Website thuong mai trén Internet duy nha "t
lién tuc xua "t hién trén danh sach nhiing trang nhon nhip nha "t nuée
My, 06 theo nhu hang theo d6i phan loai Media Metrix. Nudc di cua
Amazon.com cho moi nguoi tha 'y rd ng dé t6 n tai, ngudi kinh
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doanh trén mang phai lién tuc tai tao minh thong qua tu phé va
nhirng 161 nhan xét cia khach hang.

CHON PHE

Pé n ngay 7 thang Chin, c¢6 phié u cia Amazon.com syt giam 41%
so v6i dinh diém ho i thang Bay. Lic @6 Jonathan Cohen, nha phan
tich lam viéc cho Lynch, 1a nguoi ding ra theo doi Amazon.com, nhan
xét 4 ng nguoi ta giam s6~ ¢6 pha n dang na m trong mot bao cio
c6 tya dé “Cong ty thuong mai hang da u trén Internet qua da t do.”
Cohen vié "t : “Amazon.com khong phai 1a cong ty cong ngh¢, khong
phai 13 cong ty phA n mé m va n6 khong nén nhan duoc sy @& cao
gi4 tri tham chi ching lién quan ma’y dé n céc cong ty dat loi nhuin

»

Cao.

Thém vao dan d6 ng ca phan bac 1a Ron Ploof thudc IceGroup,
mot cong ty tu vA n thuong mai dién ti tai Wakefield, Massachusetts,
nguoi da chi ra chi phi cia Amazon.com dang phai chi khi xay dung
thuong hiéu va xir 1y cong viéc hau ca n cang lic cang phuc tap cho
viéc nhan don dat hang, quan tri luu kho, chuyén hang, bao quan v.v...
L4y tu cach ma ong ta goi 1a “quan diém cua ba "t ky ai” ha u phan
tich tinh hinh tai chinh cia Amazon.com, 6ng ta uéc tinh
Amazon.com chi trung binh 55,91 USD dé xt I mot don hang song
Amazon chi thu vao c6 48,76 USD cho don hang d6 — no6i cach khac,
cong ty chiu thiét 7,15 USD cho viéc xtr Iy mdi don hang.

Du viy, c¢6 phié ubd t da u vot 1én vao thang Mudi Mot. Pé n
ngdy 10 cua thang d6, né da ¢ mirc 134 34 va mot tud n sau 1én d& ' n
1481/2 trudce tin cho hay coéng ty sé mo rong thanh nha b4n hang tong
hop, g6 m ca video va trung tAm qua ting nhiing ngay nghi 18, ban ra
hang loat san pham bao gd m d6 choi, game may tinh va DVD.
Thong bao nay day gia tri c6 pha n cua Bezos 1én khoang tir 440 triéu
USD t6i khoang 2,9 ty USD. P& n ngay 20 thang Mudi Mét, ¢
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phié u lai nhay 1én tir 27 2/3 & n 180 5/8 . (N&m truée, c6 phié u
giao dich chi & mare tha p 22 5/8 . Pié u nay khié n gia tri c6 phié u
tong thé cua cong ty chimg 9,12 ty USD. Thir so sanh véi Goodyear
Tire & Rubber Co., 13 nha ché” tao vo6 xe 16n nha t nuéc My, co gia tri
c6 phié u trén thi truong 1a 8,71 ty USD. Doanh s6~ tinh d& n quy ba
cia Amazon.com la 153,7 triéu USD, so vdi 3,2 ty USD cua Goodyear.
(Tién thé, c¢6 phié u cua K-tel International ho i thang Muoi tut
xud ng 5 USD/ cb phié u, @& n thang Muoi Mot vot 1én 39,125
USD/c6 phié u khi con st tai phat).

Ciing trong thang Muoi M6t d6, Amazon.com ba t da u ban VHS
va DVD video. B6 n, ndm ngay sau n6 tré thanh nha ban 1¢ video s6~
1 trén Web. D4p 16i nhirng ai than phié n rd ng Amazon.com con lau
mdi thu loi nhuén, Bezos manh mé tuyén bd™ ra ng cong ty da dap
tmg muyc tiéu cin ban 1a “Phat trién tha ntd c.”

Giita ta "t ca chuyén nay, vao da u thang Muoi Mot, Barnes &
Noble ra théng bao noé sé chi 600 triéu USD dé mua Ingram Book
Company, 12 nha ban si sich hang d4 u 4"t nuéc ma Amazon.com
mua lai @& n 60% luong sach. Chu tich Leonard Riggio cua Barnes &
Noble cho hay viéc mua lai g6 m 11 trung tAm phéan pho i c6 dia thé”
chié n luoc nay 1a “cho chiing t6i loi thé” thuyé t phuc trong kinh
doanh trén Internet.” Tuyén b6~ nay theo sau viéc Bertelsmann AG 1a
tong cong ty truyé n thong da thanh pha n Pic tré thanh d6 i tac
trong don vi ban sach trén Internet cia Barnsandnoble.com. Theo
cac dié u khoan thoa thuan, mdi cong ty sé @3 u tu 100 triéu USD dé
s6 hiru 50/50. Bertelsmann nha xua t ban sach 16n nha t thé™ gisi
(nd m c6 pha n gdé m Random House Inc., nha xua t ban sach 16n
nha t nudc M¥), tié p tuc phat trién cong viée tach biét cia no 1a
Books Online tai Anh, Pirc, Phap, Tay Ban Nha va Ha Lan.

Barnes & Noble/Ingram thoa thuan cho Bezos va cong ty thém co
hoi dé choc ngo4y nha Riggio. Trong thong cio bio chi, Bezos bao
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dam voi khach hang cuia Amazon.com: “Nhirng cong ty chon cach lam
nhu thé” thue su 6 ich vi khach hang, tic gia va cic nha xua 't ban s&
chié 'n thi ng. Gikhdéng 16 Goliath luén trong tA m ngd m cua
chié” ¢ n4 cao su.”

Barnes & Noble tra 16i bd ng chinh 16i tuyén b6~ cua minh:

Barnes & Noble 14"y 1am khoi hai trude 161 tuyén bd ™~ cua Jeff
Bezos ty miéu ta ban than la nha ban sach doc lap, nhung thua
ong Bezos, voi tong vo n thi truong khoang sau ty USD va hon
b6 n triéu khach hang ma 6ng co, chiing t6i @6 ri ng 6ng da
bié "t ai moila khong 16~ Goliath. Cong ty 6ng bay gio gia tri cao
hon Barnes & Noble, Borders va t t ca nha ban sach doc lap gop
lai. Chiing t6i e rd ng né cao su va sting b4 n bia ciing chang c6
trong kho vii khi ctia 6ng.

Thich tha vi B&N ci n phai cAu, Amazon.com tra 16i méi mot
tié 'ng “O "~ qua théng bao bio chi.

Lic d6, Amazon.com té ra kha ba t ngd trude thoa thuan néi trén,
mot nguoi c6 tham quyé n bié t chuyén xem day 1a viéc 1am khong
ngay thang. Nhu mot ngudé n tin xua t ban chinh thire nhan xét:
“Ding bao gio nghi ra ng Ingram Book Group khong danh dé ban
cho Amazon. Né u Ingram Book Group dugc mét cong ty da u tu
ngan hang giap tham gia cudc choi, ho s& di lai 1am #n véi ba "t ky va
ta t ca nguoi mua tié m ning, khong chira Amazon. Amazon hin s&
khong bi s6 ¢ khi hay tin vu mua ban nay.” (Thye ra, vu mua ban nay
khong bao gio xay ra. Phai @6 i mat voi thach thue tir Uy ban Thuong
mai Lién bang, su phan d6 i manh mé& cua nhitng nguoi ban sach doc
lap, va de doa cua mot phién dié utrd n qud ¢ hoi, B&N bo ¥ dinh
mua Ingram vao thang Chin nam 1999).
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Giira tA "t ca nhirng chuyén nay, cud i nim 1998, xay ra mot vu
phat don kién Amazon.com. H6 so khei kién duogc lap vao thang
Muoi boi Wall-Mart Store, Inc. Cong ty ban 1¢ khong 16 tai Arkansas
c4o buoc Amazon.com da danh ci’ p bi mat thuvong mai ndm 1997 khi
thué cuyu nhan vién cia Wall-Mart 14 Richard Dalzell 1am gidm d6 ¢
thong tin cho Amazon.com. Thang Bay nam 1998, Amazon.com da
thu dung mét cuyu binh khéc nita 13 Jimmy Wright 1am phé giam d6 ¢
vaxé p hau cd n. Wright 1a nguoi da tir nhiém ¢ Wal-Mart nim 1998
sau khi trai qua chin nim 13 phé gidm d6 ¢ phan phé i. Wal-Mart t6~
ri ng khi chiéu dy Dalzell, Wright va nhitng nhan vién khéac cia Wal-
Mart, cong ty tai Seattle c6 ¥ dinh hoc Wal-Mart vé hé thd ng theo
d6i mua ban kinh doanh, phan phé i, luu kho va théng tin cac nha
cung ci p. Ciing duoc néu trong ho  so kién 1 Kleiner Perkins
Caufield & Byers, Dalzell va Drugstore.com mot Website hiéu thuo ¢
truc tuyé n duoc tai tro chinh mot pha n boi Kleiner Perkins (va sau
nay 16 ra 1a béi Amazon.com). Sau vai thang kién co, xua t hién
trude toa va dung do, doa dim, doi bén ty giai quyé t trude toa vao
thang Tu nam 1999. Theo thoa thuan Amazon.com cho thoi viéc mot
trong nhitng nhan vién khong néu danh tinh phu trach hé thoé ng
thong tin cia Amazon.com, nguoi trudc dé6 da lam viéc cho Wal-Mart.
Cac nhan vién duoc gidi han khong lam viéc trong ba linh vue: luu trix
thong tin hé thé ng mua ban va cong viée phan pho i.

Trong khi d6 tré lai véi thi truong chimg khoan, khong gi ngin noi
¢ phié u cia Amazon.com ting vot 1én 37 7/8 USD hay 21% 1én 218
% vao ngay 23 thang Muoi Mot, cung ngay AOL thong bao da thau
tom Netscape. Véi sy ting vot ky diéu trong chimg khoan, chié n
tuyé n da duogc vach ra giira ké tin va ké khong tin.

Pé n thang Muoi Mot, trong mot thim do cia nhitng giam do ¢
phu trach qui, to Barron’s, néu tén Amazon.com (cung véi Microsoft)
c6 chimg khoan duoc day 1én cao nha t.
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Ngay 15 thang Muoi Hai nam 1998, Henry Blodget, m6t nha phan
tich 32 tudi it tié ng tim lam viéc cho CIBC Oppenheimer, tién doan
Amazon.com s& cham ngudng 400 USD/c6 phié u trong 12 thang,
hon ga p d6i du doan trude @6 cua anh nay. Blodget vié t trong bao
cdo: “Chung t6i tié p tuc tin ri ng Amazon.com dang trong giai doan
da u xay dung doc quyé n ban 1¢ dién tir toan ci u, ¢ thé thuvé 10
ty USD loi nhuan va 1am loi 10 USD/c6 phié u trong vong nim nim.”

Ngay 15 thang Muoi Hai, sau vai gio bt @2 u giao dich, gia mot
¢ phié u cua Amazon.com lic khai mac 14 243 USD duoc ban trén
300 USD, nhung vio cud i ngay, no roi xud ng con 259 USD. Di1 sao
gi4 tri thi truong cua ¢ phié u Amazon da vuot qua cua Alcoa,
Caterpillar va International Paper. Chua d4 y mot thang sau, vao
ngay 11 thang Mudi Mot, ngay sau khi tach 314y 1, ¢6 phié u tié p
tuc rong rudi trén vong xoay, khai mac véi gia 158,875 USD va dong
v6i gid 160,25 USD song & quang giita 1én dé n 199,125 USD.

Trong mot bai thé hién quan diém riéng trén to Wall Street
Journal, chu to Forbes 1a Rich Karlgaard ghi nhan ra ng gia tri thi
truong cua Yahoo! cao hon New York Times Co., Amazon.com cao
hon Barnes & Noble va Borders gop lai, va American Online hon
ABC, CBS va NBC gop lai. TA t ca nhitng dié u nay khié n Karlgaard
hoi: “Pié u gi dang thuc su dién ra? Ching ta dang nghe tié ng kén
chié n thi ng va dié m bdo trudc cua Thoi ky Kinh té~ Méi dang
duoc thié "t tha cho doi? Hay day chila vii hoi 6 n ao cua thi truong
chimg khoang d6 ¢ tai? E day 1a chuyén nhat nh&o song cau tra loi
vang ré n. Ping, Amazon va Yahoo! 1a nhitng b4 ng chiung khong thé
cho i cii 1a chiing ta dang s6 ng trong Thoi ky Kinh t&” Méi.” Va
trong cot bao riéng trén to Forbes, Karlgaard vié t: “Amazon chinh 13
ang sang ban mai caa thién nién ky thuong mai méi trong tréo trong
thé” giéi Web, viit 1én nhu 4nh sao bing, rii bé moi di san ning nhoc.
N6 13 hinh dang cua thuong mai thé” ky ngay mai.”
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Song Manuel P. Asensio cua Asensio & Co., mot cong ty da u tu
ngan hang noi vai to Forbes: “Amazon ngay nao doé sé la thuong hiéu
kiéu hoa tulip.” Ong nay mud n lién hé t6i chung cudé ng hoa tulip
nim 1634, khi cdc nha da u tu Ha Lan day gia hoa tulip 1én dé n muec
choang vang, dé r6 i chung kié n thi truong hoa nay sup do.

“T6i khong nghi Amazon sé& kié m du tié n dé ching minh gia c6
phié ula ding,” — Sandi Lynne giam d6 ¢ quy tai Hemp Lane
Partners co6 co s¢ tai Milford, Pennysylvania noi. “Khong ¢6 hiéu sach
nao ting trudong ngoan muc hoic kié m du tié n dé xiang véi sy danh
gia ndy. Nghia 13, t6i vira néi v6i 40 nha da u tw hom nay vé~ c6
phié u ctita Amazon.com, ba "t cir ai khong sé hitu n6 1a dang bénh,” —
ba noi. “Pua t6i lo thudé ¢ chd ng tra m cam Prozac.”

Vai ngdy sau vu bom t4 n 400 USD/c6 phié u cua Blodget,
Jonathan Cohen, nha phan tich cia Merrill Lynch, nguoi cho rd ng
Amazon.com qua d4 t véi gid 100 USD/c phié u, phat biéu véi mot
phéng vién tai chanh qua ct dién thoai hoi §: “Cong bd ng vao lac
nay khi néi ri ng Amazon c6 18 1a céng ty giao dich cong khai da "t
nha "t trong lich st thi truong cong bi ng My.” Cohen x4c dinh ¢b
phié u cia Amazon.com véi gia 50 USD/cb phié u, dya trén uéc tinh
lgi nhuan cua cong ty ndm 1999 va muec 1ai theo tinh toan dai ngay
ciia n6 ma ong ta uéc tinh ching 5% dé n 7%.

Ngay 17 thang Muoi Hai, ¢6 phié u giam xu6 ng 12 ¥4 dé n muc
276 34 , nhung d& n ngay 21 ching vot 1én 32 d& n muc ky luc 1a
38134, mot pha n nho vao nhéan xét thuan loi trén to Barron’s, trong
d6 bao gd m tiéu s ngd n gon caa Mary Meeker, nha phan tich siéu
sao thuoc bé phan phu trach Internet cuia Morgan Stanley Dean
Witter. Meeker noi: “Sy chdi day cia Amazon nhu 1a stc manh tryuc
tuyé n tié m ning nhi c chiing ta vé nhiing ngay d4 u cia nganh
truc tuyé n My — phat trién, phat trién, phat trién, tiéu tié n, tiéu
tié n, tiéu tié n, tidu tié n, phat trién, tiéu nhié u hon, phat trién
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thém nira.” Ngay 28 thang Muoi Hai, c6 phié u ting 27 1/8 1én 351
15/16 ; ngay 29 xud ng 19 5/8 con 332 5/16; va ngdy 23 xud ng 11
1/16 con 321Y4 .Giao dich ¢ phié u ¢ mirc chéng mit 97,414 n
(trong khi Wal-Mart giao dich mirc 1,6 14 n). Quyé n mua ban ching
khoéan tang trong nam 1998 khoang 966%. Thao nao mot bai bao trén
tap chi Fortune vié t vé  mot nha tri liéu tam 1y 6 Manhattan, nguoi
chuyén trj cho cu dan Wall Street c6 tua dé : “T6i ghét me

toi........ Hic!... va toi da bAn Amazon.com gia 50 USD.

Ngay giao dich thr 13 sau tién doan bom ti n cia Bodget — sau
ndy 6ng so sanh vai viée “d6 da u vao lira”— ¢6 phié u Amazon.com
vd 1 da tach ba-1a " y-mot, cham ngudng 134 USD, con s6 16 rang
troi hon du doan trude khi tach cua Blodget. Vay dé n ngay 13 thang
Tu nim 1999, Amazon giao dich & muc 178,38 USD. Chuan bi cho
viéc tach vao thang 1, da 1én @8 'n 535, 13 USD. G4 n nhu chi sau mot
dém, Blodget da tré nén moét trong nhirng nha phan tich anh huong
nha 't trén Wall Street. Ngay sau d6 6ng chuyén d& n Merrill Lynch,
noi 6ng thay thé” Jonathan Cohen da chuyén dé n Wit Capital. Mua
thu 1999, Blodget ky mot hop @6 ng v6i Random House vié t mot
quyén sach vé  tac dong kinh té” cua Internet.

“Amazon da ching minh cho moi nguoi tha y tA m véc cua
Internet véi tu cach 14 mot hién twong kinh té~,” — Blodget néi. “Mot
trong nhitng dié u quan trong nha t dé hiéu duoc va n dé 1a day
chinh 14 cong ty thoat 4 u phat trién trong mot nganh cong nghiép
ché t. Nganh coéng nghiép sach khong phat trién. T4 t ca su ting
truong cua ching dé n tir viéc danh ci” p thi pha n tir nhimg ngudi
khac, va ¢4 1& hoi cuong diéu su phat trién cua thi truong sach — bai
mot trong nhimg dié u lén lao vé Amazon 1a n6 thuc sy kich ca u va
tao nén nhu cA u ngdy cang ting. Thanh thir trong mot thi truong
ché’t, ching ting tir 0 8 n 1 ty trong vong bd n nim. P6 1a mot
trong nhitng dié u nhié u nguoi bo qua khi nhin vao gia c6 phié u

https://thuviensach.vn



nay. Khong mét cong ty nao — ngoai trir eBay, lai tang truéng nhanh
nhu Amazon.”

Mot trong nhiing cong ty huong loi tir sy chéi day cua chung khoan
Amazon.com la nha ban si sach Baker & Taylor. Ca Baker & Taylor
14n Ingram dé u dua kho dit liéu cua ho cho nhirng nha ban sach,
dudi dang CD-ROM duoc cap nhat hang thang. Trong khi Ingram dua
vao Bowker’s Books trong Print database, thi kho dir liéu tham chi
con rong 1én hon cua Baker & Taylor 14 do no6 tu 1ap nén. Thoat da u,
Amazon.com dang ky vadi kho dit liéu cua B &T, va tra 1.200 USD —
ciing murc gid ma ba 't cir hiéu sach nao ciing phai tra.

“Khi Baker & Taylor nhan ra ri ng Amazon diing ky tra 1.200
USD mét nim cho ngud n tai san vo cling gia tri ndy, Baker & Taylor
cho Amazon hay ra ng sy thoa thuan d6 1a khong cong bd ng,” — mot
ngudi hiéu bié 't trong nganh xu t ban nédi. “Céc dai dién cua Baker
& Taylor dé n Seattle thuong luong mot cam ké "t 1a Amazon phai tra
ho 100.000 USD cho kho dit liéu. Ca p 1anh dao tai Baker & Taylor
noéiri ng d61a con sé nuc cudi.” Trong ndm tai chinh 1997, Baker &
Taylor thuong luong lai véi Amazon. com va di @& n thoa thuan chinh
thie mang dé n cho Baker &Taylor (da chinh cho 14 n tach tié p
theo) 1.350.000 ¢6 phié u phé thong cia Amazon.com, déi lai cho
viéc str dung kho dit liéu ctia n6, theo bao cio ciia Baker &Taylor ngay
23 thang Bay ndm 1999 véi Uy ban Chimg khoan va H6 i do4i. Trong
nim tai chinh 1999, Baker & Taylor thu vao 43,7 triéu USD tié n mit
tr viéc giao dich va théa thuan véi sé~ ching khoan cia Amazon d6.

GIANG SINH DA U TIEN TREN INTERNET

Giang sinh nam 1998 s¢ that ddng nhé nhu 1a Giang sinh that sy
da u tién trén Internet. Mua 1& nghi d6, thuong mai ban 1é trén
Internet cua M¥ vuot qua 3,5 ti USD ( chié 'm 45% tong doanh s6”
tryc tuyé n trong nim), gd nga pbald nconsd 1,2 ti USD nim
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trude do, theo thd ng ké cua Forrester Research Inc. Khong ngac
nhién khi sach 13 th dugc khach hang trén mang tim mua nhié u
nhat, theo sau 12 pha n cing may tinh va dé6 phu kién, nhac va san
pham video va pha n mé m may tinh. Ké t qua nay dugc khich 1¢ bai
mot né n kinh té” manh, song né ciing duoc khich 1¢ tir Thuong vién
My. P& n thang Muoi, Thuong vién thong qua Pao luat Thué™ Ty do
cho phép kinh doanh truc tuyé n duoc hoan thué” ba nim.

Pay la cach ké "t thic tuyét voi caa mot ndm dang nho @671 véi
Amazon.com, cdng ty c6 Website diung nhi duge truy cap nhié u
nha "t trong thang Muoi Hai, v6i hon chin triéu khach duy nha 't
theo thd ng ké cua Media Metrix (Bluemountainarts.com, Website
kinh doanh thiép dién tir tryc tuyé n c6 duogc 12,3 triéu khach duy
nha t). Ky @6 x6 mua si m Giang Sinh ciing khié n céng ty thié u
nguoi, song né van thué duoc hang trim nhan vién thoi vy cho céc
nha kho & Seattle va New Castle, Delaware.

“Ky Giang Sinh ai na "y phai dé n nha kho chen vai 1am viéc,” —
cyu nhan vién nha kho tén E. Heath Merriwether noi. “Ho xoay vong
ngudi tir cac vin phong lién doi khi bi thié u nguoi.” Pac biét kho khi
phai udc tinh cd n dé n bao nhiéu nguoi vi ching c6 cin ct ndo ca.
“Chiing t6i bié "t nim ngo4i nhu thé” nao va noéi chung phai c6 duoc
g p d6isé nguoi. Song ban chi cé thé thué nhié u nguoi nhu thé”
vao lac nay va t6 ng ho ngay vao gud ng. C6 nhirng lic Jeff Bezos,
Joy Covey, bo phan dich vu khach hang, cAc pho giam d6 ¢ va bo
phan tié p thi phai phu géi qua, day hop va nhan don dit hang cho
nén phai hua n luyén ba t ngo khi cA n. Tir d6 tinh tha n than thié 't
dé nay sinh.”

Amazon.com tim duoc khoang 1,7 triéu khach hang mai tir 17
thang Muoi Mot @8 n 31 thang Muoi Hai, chuyén khoang 7,5 triéu
mon hang trong thoi gian @6, doanh s6~ 1a 252,89 triéu USD — ting
283% so v6i doanh s6~ qui b6 n nim trude 1a 66 triéu USD. Mit
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khac, khoan chi rong 1a 46,43 triéu USD, g6 m ca 22,2 triéu USD
diing mua lai cdc doanh nghiép khac. Viéc kinh doanh dé n dap dé ' n
ndi cong ty khong chuyén hang kip cho mét sé6~ khach hang dip
Giang sinh. Bezos h6 i16i néi: “Mét giot nuée ciing du tran ly.”

Amazon.com ké 't thtc nim 1998 v4i doanh s6~ sach 14 610 triéu
USD (250 triéu trong qui 4), tang 313% so v4i nam 1997 la 147,8
triéu. Chi trong ba nam rudi, Amazon.com tré nén nha ban sach 1é6n
tht ba quo ¢ gia (g0 m ca truc tuyé n hay truyé n tho ng), sau
Barnes & Noble (2,7 ty) va Borders (2,3 ty). Doanh s6  cong ty tuong
dwong khoang 50 day chuyé n siéu thi sach. Con s6  khach hang ting
hon 300% tir 1,5 triéu cud i nidm 1997 1én 6,2 triéu. Song cong ty
tié p tuc phai chi ra do ban hang quyé t doan va nd luc tié p thi
(chié ' m 22% tong loi nhuan), canh tranh vé  gi4, chi phi cao hon lién
quan dé n viéc hoan ta "t don dit hang va loi nhu4n thu hep trén
doanh s6  nhac va video. Trong nim, coéng ty t6 n 124,55 triéu USD
hay 84 xu trén mot cd phié u, so véi khoan chi 31,02 triéu hoic 24 xu
trén moi ¢6 phié u nim 1997.

Tré nén nha ban 1é truc tuyé n 16n thi hai — chi xé p sau Dell —
Amazon.com thanh céng trong nd lyc phat trién nhanh va, trong qua
trinh hoat dong, Jeff Bezos da bié ' n Amazon.com thanh biéu tuong
sang choi cua thuwong mai dién tu.

Song ta t ca nhitng gi anh lam dwgc d8 n d6 méi chi 1a khiic dao
da u. Bezos chi méi vao cudc. Chuong ké” tié p trong cau chuyén
Amazon.com s& cho tha y anh that sy nghi gi v&  cong ty nay va nd cb
¥ nghia nhu thé” nao véi t t ca chung ta.
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Chu’o’ng II -
PHAT TRIEN SIEU THAN TOC

Nguot nhin trudc duoc ba ngay sé giau ba nghin nam.
Ngan ngir Nhat

Né u “phat trién tha nté ¢’ 1a cAu tha n cht cho ba nim rudi
da u cua Amazon.com, thi cau tha n cht cho nam 1999 va 2000 la
“Phét trién siéu thd ntd ¢.”

Su6 t nim 1999, khéng ngay nao ma to New York Times hay Wall
Street Journal khong nhi ¢ d¢ n Amazon.com, lic thi binh luin tryc
tié p vé cong ty, lic lai nha ¢ & n nd trong moé i quan hé véi cac
cong ty .com khac. Mdi sau thang cong ty thong bao ba 't dd u mot
nude di chié n luge chu yé u méi mé, khi Bezos tié p tuc tao nén céng
ty tryc tuyé n dam nhéan nhié u vai tro: (1) nha phan phé i nhié u
chung loai hang hoa; (2) 1a khu cho ban du loai mat hang cua bén thi
ba, ngudi c6 thé cung tmg ha u nhu ta t ca moi tha dudi cai 6 che cua
Amazon.com; (3) nha d4 u tu va @6 i tAc véi nhitng hang truc tuyé n
khéc.

Suy nghi nhu thé ™ nén sau day l1a nhimg dié u anh 1am. Nhing gi
tié p sau day gi6 ng mot danh sach mua hang bsi né 1a danh sach
mua hang. Nuéc di quan trong da u tién cuacong ty dién ra vao thang
2, khi n6é mua 46% quyé n sé hiru drugstore.com, mét cong ty tai
Redmond, Washington — lanh dao béi Peter Neupert, cvu nhan vién
dié u hanh tai Microsoft (mét cong ty ciing dit tai Redmond). Nudc
di nay dit trong tinh tha n Keiretsu nhi m tié p cin cic cong ty
tuong quan dugc cham lo boi John Doerr, nguoi ¢6 hang Kleiner
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Perkins Caufield & Byers, moi gidi cudc thoa thuan. Drugstore.com
ciing mang huong vi dic trung cua Seattle nho tié n d6 vao ba t ngo
tir Maverson L.L.C 13 cong ty d4 u tu riéng cua Howard Schultz 14
giam d6 c dié u hanh cua Starbucks Coffee. Ca Bezos va Schultz tro
nén giam do6 ¢ cia hiang mai ndy. Lap tire theo thoa thuan,
Amazon.com thém vao Website ctia n6 duong dan dé dang tsi
drugstore.com. Péi ba thang sau, Neupert phat biéu tai mot hoi nghi
chim séc sire khoe ra ng khong ba t ngo khi “Amazon ra t hiéu qua
trong viéc mang khach hang dé n véi chting t6i.” Thang Sdunim
1999, vO n cia Amazon.com tai drugstore.com giam xudé ng con 29%
khi hai gidy chuyé n ca p qud c gia — Rite Aid, cong ty ban thud c,
va General Nutrition Centers, noi ban cac loai vitamin dic biét va
thanh pha n cha t khoang bd sung — tié n hanh da u tu trong 1anh
vuc moi.

Thang Ba (ciing thang nay, mot bai phé binh ning né~ ding trén
Barron’s goi cong ty la Amazon.bomb”), Amazon.com m¢ trang Web
da u gia thach thuc eBay, 1 cong ty din da u thi truomg vé cac cudc
da " u gia c4 nhan véi ca nhan. (eBay, véi ba triéu khach hang thoi
diém do6, that sy 1am ra loi nhuan). Thay vi gigi han vao nhimg cudc
giao dich c4 nhan vé6i c4 nhan, cach d4 u gia cia Amazon.com nhi m
vao dich vy gitp nguoi ta tim tha y ha u hé t nhirng gi ho mud n,
b4a "t ké qua cac cA nhan hay nha buén du kich c¢&. Khoan hoa ho ng
ciia Amazon.com dua trén cac san pham ban duoc ¢ muc tir 1,25 dé n
5% do nguoi ban tra. “Chting t6i mué n xay dyng mét noi ai cling co
thé dé n tim va kham ph4 ba "t cir dié u gi ho mu6 n. Cho nén thay vi
vay ban ca nlam dié u d6 trong lién ké "t voi hang ngan va qua that
14 hang triéu nguoi ban thudc thanh pha n thi ba theo nhié u cach
khac nhau. C6~ 1am dié u d6 mot minh, ding nhu mo hinh ban 1¢

»

truyé n thd ng la khong thucté”.

https://thuviensach.vn



Truéc ddy Amazon.com da tinh téi viéc mua mot Website da u gia
c6 san nhung thay vi d lai chon cach phéat trién mét trang caa chinh
no, bsi cong ty c6 thé da u tu vao chinh co sd khach hang ¢ sin lac
nay da 1én dé n 8 triéu. Pé giam thiéu t6 i da rui ro su gian l4n (dié u
thinh thoang van xay ra trong da " u gia tryc tuyé n, noi ké mua nguoi
ban chang bao gio gap mit), cong ty tao nén Chuong trinh Lién minh,
chuong trinh nay tim ra va x6a nhirng mén hang gia khoi trang Web
va no ciing bao dam hoan tra tron ven cho ba 't c& cuéec mua ban nao
dudi 250 USD né u hang khong duoc giao ding nhu trang Web da u
gia da quang cdo. (eBay da c6 chuong trinh bao hiém chim séc 200
USD d4 u tién bi thiét hai do gian 1an véi muac kha u trir 1a 25 USD).

Dé trang Web thém than thién véi khach hang, Amazon.com dua
ra dich vu @it hang 1-Click, marc phi canh tranh v, trong tinh tha n
tao mot cong @6 ng mang tu tri vé chinh tri, yéu cA u nguoi ding
xé p hang muc d6 dang tin cay caa nguoi mua va ké ban. Chinh Bezos
la mot trong nhirng nguoi dung tich cuc cia trang Web. Trong cudc
phong va n dao thang Muoi nim 1999 vdi to Seattle Times, anh luu ¥
ri ng nhimg nguodi da u gia/ban xé p anh hang 4,8 trén chuan nim
sao. (Bezos khong dat diém hoan hao boi mot nguoi mua hoi buc
minh miéu ta 14 n giao dich 1a “giao dich chdm nhung mén hang van
dé’ n”).

Pé quang ba cudc ra mi t, Amazon.com t6 chirc mot cuée da” u gia
dong gép cho World Wildlife Fund (Qui Hoang da Thé™ gisi), (tA t ca
s6  quy thu dugce s& d6 n vao viéc bao td n rimg mwa Amazon ¢ Nam
M7$) bd ng cach dwa ra, gitta nhitng thtr khac, mét btc tranh in cua
Andy Warhol vé& dién vién tai danh ménh yéu James Dean, va chié ¢
ban giay 1am tir canh ctra cua Benzos. Mén sau duoc Jackie Bezos
mua véi gid 30.100 USD. Cong ty quang b4 cudc da u gia xuyén sud t
pha n con lai cua Website. Né u c6 nguoi duyét tim cic sach vié t vé
biap bé duoc suu td m, co ta ciing dua cho xem danh sach nhimg bap
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bé dang ban da u gia. Nhitng chi tié "t dang nhé tir qua trinh 1am
phim Titanic dugc dua ra trén cac trang am nhac va phim anh. Sau
ciing, Amazon.com dem dé& n cho nguoi ban nhimg mén swu tap trén
Website co hoi quang cdo viéc ban hang cua ho trén trang vé  sach.
Mot thang nay, dé cai thién trang Web, cong ty mua LiveBid.com,
mot cong ty & Seattle chuyén dung cong nghé sé hiru Internet dé ké 't
no6 i—sb6 ng (tryc tié p) — v4i cac nha d4 u gia dang dié u hanh kiéu
truyé n tho ng véi nhiing nguoi tra gia trén tdoan ca u. (Mot trong
nhimg nha d4 u tu ngoai cudc gb c tai LiveBid 1a Tom Alberg, giam
d6 " c tai Amazon.com va cong ty cua 6ng 1 Madrona Investment
Group).

Thang Ba la thang Ban biu cho nhiing cudc da u gi4 truc tuyé n
vO 1 1a thé loai dang trd nén néng bong trén Web. Thang d6, eBay
dat thoa thuan 75 triéu USD véi AOL dé quang b4 chinh né véi cong
20 triéu khach hang; Priceline.com, 1a trang chuyén da u gia vé may
bay va cac phong khach san, 14 n da u ban cb phié u ra thi truong;
Sharper Image, nha ban 1¢ va cung ca p catalog @6 dién tir va cac
moén du loai, bd 't d4 u dua ra cac cudce da u gia nhilmg mén hang méi
va du dung; Cyberian Outpost, nha ban 1¢ dién ti chuyén ban pha n
cimg may tinh ra ma "t trang Web da u gia. Thoi gian trong nim tréi
qua, viéc kinh doanh d4 "u gi4 tham chi tré nén canh tranh hon véi
stc ép tir cAc cong ty hién hanh nhu Yahoo!, ciing nhu @6 ng minh
gd m gi n 100 Website, g6 m ca ba nha 1é6n nha t — MSN cua
Microsoft, Excite@Home, va Lycos— dugc gop lai véi nhau boi
Fairmarket, Inc., mot cong ty lap va dié u hanh cac Website da " u gia.

Ciling trong thang 3, Amazon.com thong bao da mua 50% trang
Pets.com, mot cong ty truc tuyé n nho dit tru sé tai Pasadena,
California, chuyén kinh doanh cac phu kién hié m va duoc va thich,
san pham va thirc &n cho du loai stc vat. Thé loai thd cung 1 nganh
kinh doanh tri gia 23 ty tai My v, gi6 ng nhu cac cudc da u gia, cb
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bao nhiéu nguoi tham gia, g6 m ca Petopia.com, Allpets.com,
Petsmart.com, va Petstore.com. Dt pha n cia Amazon.com di giam
xud ng con 43% trudce khi Pets.com 14 n da u ban c6 phié u ra cong
ching vao thang Muoi Hai, cong ty van con 1a ¢6 dong 16n nha "t cua
Pets.com, nho vao viée @3 u tu g n 58 triéu USD vao hai vong da u
tu tai chinh, theo bao cao cia ho~ so IPO.

Doanh s6 qui da u, ké 't thic ngay 31 thang 3, phat trién phi ma
dé"n 293,6 triéu USD, 1a muc ting 236% so v6i doanh s6 qui da u
nam 1997 1a 87,4 triéu USD, véi khoan chi cho t6 chuce 1 36,4 triéu
USD, gb m ta "t ca mirc du tinh mot 14 n gop véi td t ca nhimng cudc
thau tom, cong ty niém yé t muc chi 61,7 triéu USD hoic 39 xu tham
vao mdi ¢b phié u, so véi mure chi 10,4 triéu trong nim trudce, hoic
bay xu tham vao mdi c¢6 phié u. Mic cho ta t ca nhimng thua 16 d9,
Amazon.com cham mitrc 28 ty USD gia tri thi truong vao ngay 8 thang
Gléng va co6 lac gia tri con vuot qua Merrill Lynch & Co. va Sprint, va
16n hon gia tri cia JCPenney va K-mart gop lai.

Con s6 t ching khoan Internet cing thing dé n ndi c6 phié u cua
mot cong ty nhu Zapata chuyén san xua 't da u cé vot 1én 23% sau khi
né tuyén bd~ sé nd i ké t véi Website cia Amazon.com. Pay chi 13
chuyén nho ¢ thoi diém c6 dé n 180.000 lién déi khac.

Con s6 t cham dé n Rick Berry, nha phan tich cua J. P. Turner
Co., 6ng nay khai quat tinh hué ng 1 “nha hét cia nhimg ké ngé
ngan” va dat ra cau hoi hung hé n: “Lam sao giai thich thai do nay?
D6 1a théi ham loi dting ¥ nghia trong tréo nha t. P6 1a 1y thuyé "t
ngd c nghé ch cir mua cb phié u véi hy vong cb ai d6 1én tir phia sau
chen 1én mua cao hon.”

Cud i thang 1 nim 1999, Amazon.com quyé t dinh gay v6 n 500
triéu USD qua d& xua 't c6 thé chuyén d6i thanh c6 phié u phé
thong cua cong ty . Khi nguoi bao 1anh dimg da u 1a Morgan Stanley
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Dean Witter & Co. tran ngap 3 ty USD dit hang trong vong ma "y gio
da u thong bio, Amazon.com nhanh chéng ting con s6~ 1én 1,25 ty
USD (tié n go c s& ting ké t tu 4,75%, d¢ n han nim 2009), bié n
n6 thanh khoan @& nghi no c6 thé chuyén d6i 16n nha "t trong lich sir
My. Chung kho4n néng nha "t trén Internet @i d6 ng thoi tré nén trai
khoan néng nha t.

Pé n thang 6, hai thang sau khi eBay mua nha da u gia truyé n
thé ng Butterfield & Butterfield Auctioneers, Amazon.com da u tu
khoang 45 triéu USD cho 1,7% v6 n vao nha da u gia nghé thuit
quoé cté 250 tudi Sotheby’s Holdings. Hai cong ty tao nén mot
Website da u gia chung goi 1a Sothebys.Amazon.com, dé da u gia
nghé thuat, d6~ c¢b va nhirng vat suu tap néi chung nhu tié n xu, tem
thu va nhimg d6 luu niém Hollywood. Mic du gia ca caa nhié u mén
qué tha p so véi khi dem ra ban tai mdi cude da u gia truyé n thé ng
tai Sotheby, nha da"u gia dang ton trong duogc trang bi t6 t hon
Amazon.com dé chimg minh tinh x4c thyc ciia cAic mén hang rao ban.

Pung giita phong da u gia Sotheby dé thong bao cudc nga gia,
Bezos, mic bé d6 ng phuc so mi xanh nhat va qui n vang nau, cho
gi¢i truyé n thong hay: “La n ga n day nha t tdi dung trong cin
phong nay da sadu nam. D6 chinh 14 cuéc da u giad vé cac cuode du
hanh khéng gian Nga, t6i tra gia bo ¢ vo trong lyc va chié ¢ bua
khong nay that hay nhung t6i da mua hut.”

Khi trang Web Sothebys. Amazon.com m& man vao thang Mudoi
Mot nim 1999, tai My, Anh, Ptrc va Canada, mot s6 16 g6 m mot
tranh in cia Marc Chagall, mét théi vang thanh 1y tir chié ¢ tau di m
nim 1857 thoi @6 x6 di tim vang va chié ¢ Volkswagen Beetle mau
sd ¢ sdc s& tir phim Austin Powers dugc dwa ra rao ban.

Pé n thang Tu, Amazon.com tra 200 triéu USD, chu yé u b4 ng
c6 phié u, cho viée mua e-Niche, Inc., cong ty chuyén kinh doanh
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qua Exchange.com. Exchange.com dié u hanh hai trang Web buén
ban: Bibliofind, chuyén tri @ c6 hié m quy hoic sach tuyét ban
(danh muyc chin triéu quyén sach caa n6é nhié uga p haila n cua
Amazon.com, va MusicFind chuyén v&  cac ban thu 4m va nhimg vat
luu niém Am nhac. CAc trang Web cung ca p nd i ké t Internet cho
nhiing ngudi budn sach cii dang té n tai va cac cira hiéu cua nhimng
nha suu tap Am nhac dé c6 thé luvu kho truc tuyé n. Exchange.com,
dat co so tai Cambridge, Massachusetts, trudc da tiung dugc Barnes &
Noble theo duoi.

Cung lac d6, Amazon.com mua hai cong ty nira. Mot trong hai
cong ty nay la Accept.com dat co s¢ tai Redwood City, California,
dang phat trién pha n mé m dé gian tién héa nhitng thuong vu giita
ca nhan véi cad nhan va gitta doanh nghiép vaéi khach hang trén
Internet. Gia mua Accept.com bi ng c6 phié u Amazon.com theo
thoi gia khoang 101 triéu USD.

Mot cong ty khac 1a Alexa Internet Co., qui m6 nhé nhung ha ' p
dan do trié "t gia vé - Web duoc danh gia cao 1a Brewster Kahle tao
lap. Alexa, 1a tén dat theo thu vién c¢6 Ai Cap Alexandria, 1a dich vu
luét Web do theo cAc site ma nguoi ta da ghé va duoc lap trinh dé dé
nghi nguoi xem v& nhimg site khac ma ho c6 thé quan tam thich tha.
Du trang Alexa non tré chi ¢6 doanh thu hang nam la 500.000 USD
vaconsd 0 loi nhuan, Amazon.com van phai chi tra 250 triéu USD
tié n c6 phié u. Mot pha n gia tri cua Alexa 14 kho dit liéu mo rong
ciia nd —13 terabytes dung luong (twong duwong 13 triéu quyén sach)
da 'y & p “metadata” (thong tin vé théng tin) — v& hoat dong trén
Web caa hang triéu nguoi. Dya trén kho tang chi tié "t cAc tht tim
tha 'y ndy, Amazon.com c6 thé du doan ba "t ctir hinh mau hoat dong
truc tuyé n cua cAc cad nhan nao. Muc dich 1a dé c6 thé luong duogc
cich t6 t nha "t dem dé n cho khach hang nhirng san pham va dich vu
dac biét, dang vao lac khach hang sin saing mua moén @6 dé. Viée
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mua Alexa cing c6 ¥ nghird ng Amazon.com khong chi 1a doanh
nghiép mua ban ma con 1a doanh nghiép vé  thong tin.

Piém nay tré nén ro rang vao cud i nim 1999, khi Amazon.com
bi 't d4 u chimg to Alexa phu hop nhu thé” nao véi ké” hoach chié n
luoc. Dung cong nghé phat trién boi Alexa, Amazon.com giéi thiéu
mo6t pha n mé m cho phép ngudi mua hang tim trén Internet gia ca
tha p nha t cho mét mén @6 — ma khong phai roi trang Web noi ho
da ba't @4 u, du d6 1a trang trén Amazon.com hay ba 't ky trang ban
si hay ban 1¢ nao khac. Pha n mé m duoc goi 1a zBubbles truy tim
kho dir liéu méng ménh cua Alexa vé cac thong tin cac Website véi
gia tha p nha t. B4 t ctr khi ndo khach hang mua si m tai mot
Website thuong mai ¢6 cung cA p thong tin so sanh, mét biéu twong
chir “Z” x4m dat tai gbc phai bén trén cua trinh duyét doi thanh mau
vang va chit “z” nhé mau vang xua t hién canh san phdm. Chici n
nha p vao chir “Z” biéu tuong s& dua ra 6 chti dan cho nguoi dung
bié "t noi mua san phdm va cung ca p nhiing binh luan vé  san phim
cua nhitng nguoi da ting mua ching trude d6. Nguoi dung duoc
thong bao ri ng san phiam c6 thé tim tha 'y trén Amazon.com va chi
qua vai thao tac d& c6 thé ty dong mua chdng tir Amazon.com. Dé
giam thiéu sy kéu ca tir cac @6 i thu canh tranh, Amazon.com giéi han
su cai dit cua zBubbles — tién ich ¢ thé tai xud ng tir Amazon.com va
Website Alexa — chi véi cac site cua cAc nha san xua t va cac site cho
xem trude san pham cht khong véi nhirng d6 i tha canh tranh tryc
tié p.

Nhié u nha quan st va luat su tu quan tAm vé luong thong tin
khéng 16 nhié u terabytes vé thai do nguoi tiéu dung dai tra ma
Amazon.com dang thu thap qua Alexa. Thang 1 nam 2000, mét nguoi
kién 1én toa San Francisco cdo budc Alexa bi mit trich xua 't thong
tin c4 nhan va gai né cho Amazon.com ma khong cé sy d6 ng ¥ cua
ong ta. Ciing khoang thoi gian d6, Richard M. Smith, mét nha tu va n
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an ninh mang, khié u nai Amazon.com l1én Uy ban Thuong mai Lién
bang, budc tdi Amazon.com dang thu thap nhié u thong tin vé  ca
nhan khach hang hon mtc ma cong ty da thong bao. M6 i quan tAm
vé  viéc thu thap ta t ca nhimg dir liéu nay dugc chia sé boi Brewster
Kahle, sang 1ap vién Alexa, nguoi thira nhan “né khié n téi so hai giat
minh thire day giita dém khuya. T6i lo bsi minh bié 't qua nhié u.” R
rang day la vA n @& Bezos s p phai dwong d4 uné u anh hy vong
duy tri 1ong trung thanh cia né n tang khach hang.

Mot sach lugce Bezos hoc tir Microsoft 1a di mua nhing gi anh
khong thé tao dung. Anh tirng muo n c6 Blue Mountain Arts, cong ty
chuyén vé  thiép truc tuyé n, song nhiing tié p can caa anh dé u bi
tir ch6 1. That khé bo qua Blue Mountain, 12 triéu khach tham bié n
n6 thanh trang Web thir 13 duoc vié ng nhié u nha "t trén mang vao
thang Ba nim 1999 (Amazon.com ding 15). Pé n thang 4, khi nhimmg
nd lye mua Blue Mountain tha 't bai, cong ty mé thém tinh ning
Amazon.com Cards, mét dich vy dién ta vé~ thiép v6i 800 mau khac
nhau theo 45 thé loai. Sao chép ¥ tuong cua Blue Mountain,
Amazon.com géi mail cac tA m thiép d& n nguoi co nhuca u, r6 i
ngudi ndy sé ké 't nd i véi trang Web chuyén giao tA m thiép. Thiép
mumng tié p tuc tré nén diém canh tranh nong bong khéc trén
Internet. Vai thang sau khi Amazon.com ra ma t dich vu thiép ming,
American Greetings cho hay sé tra cho AOL 100 triéu USD trong nam
niam dé cung ca p thiép moi qua cac Website truc tuyé n cua AOL.

Pé n thang 5, Amazon.com mua 35% vO6 n caa HomeGrocer.com,
v6i gia 42,5 triéu USD tié n mit. Thuong vu dugce gitt bi mét ca thang
boi HomeGrocer so 14 ng sy quang b4 cé thé tao nhié u giao dich
trao d6i khié n Website bi nghén. Pié u nay da xay ra véi
drugstore.com, trang Web nay da phai dong ctra ba ngay boi khong
thé giai quyé t dong thac khach thim. Cac nha da u tu tai
HomeGrocer.com g6 m ca Tom Alberg, ciing nhu cuu d6 ng nghiép
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cia Alberg tai McCaw Cellular 1a Jim Barksdale, cuu giam do ¢ dié u
hanh cua Netscape.

Khoang thang Bay ndm 1999, nguoi dung dang nhap vao trang
“Welcom” cia Amazon.com khong con tim tha "y hiéu sach truc
tuyé n, ma ddng hon 14 cira hiéu truc tuyé n ban sach, nhac, video,
thé dién tu, cac moén da u gia va nhimg thir thém vao méi nha "t nhu
d6 choi va tiéu dung dién tir (26 m may anh, thié t bi choi nhac k§
thuat s6~ va may thu hinh).

D6 dién tr va do choi thyuce sy 1a sy mé rong thanh Gift Center
cia Amazon.com, tién ich khai truong vao thang Muoi M6t nam 1998.
Gift Center bao g6 m dich vu goi 14 Gift-Click, gi6 ng hét dich vu mua
sd m 1-Click. V6i khach hang da ding ky s6  thé tin dung, ho chi
cA n chon qua, nhap dija chi caa nguoi nhan qua va nha p “go.”
Amazon.com lién hé nguoi nhan qua va hoi xem qua sé& duoc goi vé
dau.

Pua ra nhié umoén @6 dién tir véi mie 10 dé n 20% tha p hon
bang gia, Amazon.com duoc xem nhu ctra hang ban ré nha "t trén
mang. Cong ty du dinh nguoi ti€u dung sé tra thém mot it vi nhirng
thong tin hitu ich vé~ san phim, g6 m ca nhiing bai miéu ta vié "t boi
nhém 10 copywriter trong 1anh vuc d6~ dién tu va sdunguoi vé d6
choi thudc bién ché” coéng ty . Mot tinh ning ciing ra "t dé thuong:
khéach hang c6 thé nghe thir tié ng d6  choi kéu dé chd ¢ rid ngno
khong bi chudng.

Di nhién Amazon.com gi6i khuyé n méi da dua ra mot s~ dé
xua tra t thi vi voi khach hang trén mang. Khach mua si m vao
trang Web @6 choi duoc dé nghi nhan mén qua 100 USD dé gitip
xay dung trang Web. Ho duoc khuyé n khich cho ¥ kié 'n phan ho i
nhan xét v& san pham va danh gi4 cAc moé6n @6 choi dya trén cin
ban tiéu chuén: gia tri giai tri, gia tri gido duc va do bé n.
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Amazon.com t6 chire cudc thi goi 1a Toy Quest (Truy tim d6  choi),
moi tré em vié t mot @& nghi 200 tir cho viée thié tké” miu do
choi méi, va Amazon.com hra rd ng noé sé tao mau va ban hai mau
dimg d4 u trong mua Giang Sinh 2000, va s& tra nguoi thié t ke’
10.000 USD cong thém 7% loi nhuan ban hang.

V6i nude di xAm nhéap 1anh vuee @6 choi dién tir, nguoi ta hA u nhu
khong nhan ra 1a vao thang Bay Amazon.com mua 49% quyé n so
hiru Gear.com, mét nha ban 1¢ chié 't kha u @6 thé thao trén mang,
trang nay dua ra cAc moén hang don kho hay san xua "t thira con méi
nguyén trong bao bi g6 ¢ giam gia tir 20 ¢ n 90%.

Doanh s6~ tié p tuc ting cao d6 ng hanh véi nhimg chi phi. Khi
qui 2 k&t thtic vao ngay 30 thang Sau, céng ty c6 doanh s6” 1én d& n
314 triéu USD, ting 171% tir con s& 116 triéu USD trong cing ky nim
truge. N6 ¢6 10,7 triéu khach hang, so véi 3,1 triéu trong nam trude.
Coang thém cac chi phi mua lai cong ty va khoan chi tra trude day,
Amazon.com b4o cdo di chi 82,8 triéu USD, hoic 51 xu /c6 phié u,
so v6i mire chi 17 triéu USD hay 12%/c6 phié u cting ky nim 1998.
Gop ta t ca cac khoan chi, Amazon.com ma t 138 triéu USD, hay 86
xu/cbd phié u syt giam, so véi 22,6 triéu USD, hay 15 xu mot ¢b
phié u. Lii rong giam khoang 5% vi chié t kha u cao, gd m ca viéc
tao co hoi cho ngudila n da u mua sach ban chay véi gia 1 penny.

Thang 9, trong nuéc di danh thi pha n cia nganh kinh doanh
dang ki qua tang tri gi4 17 ti mot nim, céng ty mua 20% vo n cua
Della & James, mot cong ty ding ky qua cudi trén Internet da doi
thanh dich vu phuc vu moi nhu cd uvé qua ting. Hai cong ty lap tuc
hop sire v6i nhitng ké "t né i Website cua nhau. Véi su sat nhap cua
Amazon.com ngudi diing Della & James c6 thé mua sach, nhac, d6°
choi va nhimg san pham khac cia Amazon.com khi ding ky mua qua
sinh nhat hoic nhirng dip khac sau khi ngudi mua chon nhirng moén
qua nay, ho dugc dan thing dé n cic trang san pham cua
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Amazon.com. Amazon.com la moét pha n cia nhém da u tu 45 triéu
USD tai Della & James c6 cic nha d4 u tu khac g6 m cac nha ban 1¢
nhu Neilman Marcus Group, Williams-Sonoma va Crate & Barrel
(t4 "t ca cac d6 i tac hién hiru cua Della & James) cling cic hang da u
tu mao hiém Kleiner Perkins Caufield & Byers va Trinity Ventures.

Pé n thang Mudi, Amazon.com trd nén nha ban 1¢ 16n da u tién
gidi thiéu nhimg thir khong day trén Internet thong qua dién thoai
khong day, thié t bi cA m tay va nhimg @6 dung khong phai may
tinh c4 nhan khac. (Cac cong thoéng tin nhu Yahoo! va American
Online d3 c6 nhiing trang Web chuyén vé  thié t bi cd m tay). Dudi
tinh nang khoi xudong goi la “Amazon.com Anywhere,” Amazon.com
dié u chinh hinh thire va don gian héa trang Web. D6 hoa va vin
ban duoc tinh toan sao cho dé tai nhanh hon va luét d& dang hon do6”i
v6i cac thié t bi Internet khong day va khong phai 1a may tinh ca
nhan vé n thié u stc manh cua cic may tinh c4 nhan du cong ning.

Nguoi dung hai long ngay da truyé n ning luong cho du 4n nay:
“Né u nguoi tiéu dung dang trong xe va nghe bai hat ho wa thich, ho
c6 thé tim va mua nd,” — Warren W. Adams, giam d6 c phat trién san
phiam ctia Amazon.com néi. “Trong y nghi chiing ta, day 1a cai may
tinh tié n trong tti moi nguoi.”

Amazon.com Anywhere, dugc thong bdo ra mi t ciing ngay 3Com
Corporation tung ra phién ban méi nha 't cua thié t bi cA m tay no i
ké 't Internet c6 tén Palm VII, thié "t bi nay thong bao cho ngudi da u
gi4 trén Amazon.com bié "t khi ndo va c6 ai tra cao hon moét mén do-
dic biét nao d6. (eBay da dua ra dich vu nhi n tin nhu thé” cho
khach hang). H4 u hé 't c4c viéc phat trién Website va nhirng pha n
mé m dung cho cac may chu chuyén biét duge thuc hién boi
Convergence, mot cong ty dat tai Atlanta, Georgia, ma Amazon.com
da mua hé i thang TAm nim 1999 véi gia 20 triéu USD.
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Thang Mudi M6t ndm 1999, Amazon.com ky mot thoa thuan tié p
thi nim nim véi Nextcard, Inc., mot cong ty cung ca p thé tin dung
trye tuyé n, dé giao cac tai khoan thé tin dung d6 ng thuong hiéu
xui’ t x{r tir mot Website dit hang riéng. Nextcard d6 ng ¥ tra cho
Amazon.com khoan phi g6 ¢ cho mdi tai khoan theé tin dung d6 ng
thuong hiéu cling nhu kém thém khoan dé n b, bao g6 m phi lam
méi cho mdi tai khoan. Cin ¢t cac dié u khoan thoa thuan, Nextcard
tra 85 triéu USD cho Amazon.com, con du tri tra thém dé n 17,5
triéu USD nita, dua trén con s6~ tai khoan thé tin dung g6 c.
Amazon.com ciing phai tra 22,5 triéu USD 14"y 44 triéu c6 phié u pho
thong cua Nextcard, v6i gia mdi ¢6 phié u la 39,20 USD cho 8%
quyé n sé hiru, theo nhu bao c4o cua Nextcard khila n da u ban c6
phié u ra thi truong. Thoa thuan voéi Nextcard mang dé n cho
Amazon.com thém phuong cach thu hat doanh s6 tir co s¢ khach
hang cua no.

Amazon.com cha m dut quy ba véi khoan chi 197 triéu USD trén
doanh s6~ 356 triéu USD. Nam truéc nd da chi 45 triéu USD trén
doanh s6~ 154 triéu USD. Chi phi g6 m 111 triéu USD cho khoan phai
tra mot 14 n lién quan dé n viéc mua lai cong ty khac, da u tu va
dé n bu cb phié u . Ngoai nhirng khoan nay, céng ty chi cho co so
dié u hanh ma 't 26 xu mot c6 phié u. V& mit tich cuc, Amazon.com
da cb 13,1 triéu tai khoan khach hang, gd p g nbala nténgsdé mot
nim trude d6. Nhitng don dat hang quay lai tong s6~ 1én 72% trong
kinh doanh, tang so véi 70% trong quy 2.

ZSHOPS

Ta t ca nhirg cudc thau tém va sap nhap nhi m don duong cho
thong bao 16n nha 't trong ndm cua céng ty. Vao mot ngdy thang
Muoi Mot 6 New York, Jeff Bezos budc 1€n buc cao trude can phong
Versailles tai khach san Sheraton Hotel. Nam nhoém phong vién
truyé n hinh thu 14"y ting 161 cia anh, anh néi véi ctr toa: “16 thang
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trude Amazon.com 1a noi quy vi c6 thé tim tha 'y sach. Ngay mai,
Amazon.com s& 14 noi quy vi tim tha”y moi thi, véi mét chit A hoa.”
V6i 1oi tuyén bé~ do, Bezos gidi thiéu zShops 1a phé~ buén ban truc
tuyé n cia Amazon.com. Joel Spiegel, pho giam d6 ¢ kiém quan Iy
chung cua zShops, cho hay cai tén dugc trich tir “z (zero) la khong
phié n nhiéu, khéng rui ro va danh muc chon tir A t6i Z.”

H4 u nhu moi nguoi — tir tu vién Spencer Abbey Trappist ban tra
va mat nha 1am dé n Office Max ban dia mé m va ta dyng hé so —
dé u c6 thé dit cia hiéu trén Amazon.com, va ban ha u hé t moi thu
(trur vii khi, sinh vat s6 ng, phim khiéu dAm va thué c14) varamsi 't
trude 12 triéu khach hang cua cong ty. Nguoi ban c6 thé dwa ra danh
sach d& n 3000 mén trén zShops. Cong ty dic biét quan tAm dé n
nhimg nguodi ban nhimg mén hang ba 't tién hon 14 nhimg tha ho ¢b
thé mua ba "t ctr noi dau. Vi du trong mét ltic cao himg Bezos dua ra
mon an pha trén ga, vit va ga tay vai cai tén ngot ngao “turducken.”

Phi gia nhap cho nguoi ban mdi thang 14 9,99 USD, cong thém hoa
hé ngtir1dé n 5 %. Mdi danh muc chir dm gia 2 USD, nha n manh
vao mot chung loai da cho 1a 14,95 USD méi danh muc va trung bay
trén trang chiu Amazon.com 1a 99,95 USD mé&i danh muyc. D6 i véi
pha n trim cua viéc mua ban, ba "t ky c4 nhan hay nha buén nao
cung c6 thé dung dich vu mua si m 1-Click cho viéc chuyén hang va
cac thong tin tin dung luvu trong ngan hang dir liéu cia Amazon.com.
Amazon.com tinh tié n vao thé tin dung va tng trude tié n truc tié p
vao tai khoan cia nguoi ban. Dé tao thuan tién mua ban gitta nguoi
mua va nhirng nha buén khéng cha p nhén tra qua thé tin dung,
Amazon.com dwa ra dich vu goi la Amazon.com Payments. Dich vu
nay mién phi cho nguoi mua va ngudi bAn ma 't 60 xu cho méi cude
giao dich, céang thém 4,75% gia mon hang ban duoc.

Cling la, y tuéng zShops 1a budc thut lui so véi mo hinh kinh
doanh ban hang trén Web cua Amazon.com ma khong giy phié n
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to4i ciing nhu chi phi cho viéc luu kho. Véi khu phé~ buén ban truc
tuyé n cha t d4 y 500.000 san pham — g6 m sach, nhac, @6 choi,
do6 dién tur, video — Amazon.com giéi thiéu gd p bd nla nnhié u
hon cac mén hang so véi cac day chuyé n ban 1é truyé n thé ng
“nd idé6 ngcod i d4” nhu Kmart Corp va Target. Bi ng viéc moi gidi
sO cirtoa toan cA u véi cac nha budn nho 1é ¢4 nhan, Amazon.com
da ting cha 't “ké "t dinh” trong giao dich; ¢6 kho i1y do dé luu
luyé n khong roi Website nay.

Né u khach hang khong tim dwogc thir minh ca n tir Amazon.com
hay ba "t ctr thir ndo cua zShops, ngudi nay s& tim tha 'y n6 ma khong
phai chiu chi phi, bd ng cach luc loi trang Web véi dich vu All —
Products Search cia Amazon.com. Bié t ri ng ¢ may tim kié¢ ' m
thuong s& dwa khach hang dé n vé6i canh tranh, Bezos noéi:“Trong cac
nganh hang ching t6i dang ban truc tié p, né u ching t6i khong
canh tranh duoc thi khong nén dung chia n duong caa khach hang.
Chuing t6i khéng thuc sy quan tam sé ban gi qua zShops, hoic ban
thtr gl truc tié p; v6i chiing t6i nd ¢d vé mang tinh hinh thire. Ban
khong thé ty minh ban dwgce moi thir, ban cA n gi n ké t voi cac
thanh pha n thir ba.”

TA t ca nhing dié u nay anh huong thé” nao dé n dich vu khach
hang duoc pho truong cuia Amazon.com? Qua viée 16i kéo ta t ca
nhirng ngudi ban hang d6, Amazon.com m¢é ra kha nang tu gay
phuong hai dé” n thuong hiéu va uy tin dich vy cia n6. R rang né u
ngudi ban — ngudi chiu trach nhiém van chuyén va cha 't luong san
pham — khong hiéu qua hoic khong trung thuc, khach hang chi ¢
chi n s& @6 toi lén d@ u Amazon.com. Vicoé han ché” trinh dién
zShops nhié u nén Amazon.com dwa trén xé& p loai danh gia va phé
binh cua khach hang dugc dua 1én Website nhd m luge bo nhimng gi
kém co6i. Khach hang dwgc bao hiém t6i 250 USD cho mdi 14 n giao
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dich véi zShops, 1000 USD né u st dung dich vu xur 1y tin dung caa
Amazon.com Payments.

Gi6 ng nhu ta "t ca nhimg doanh nghiép mai khac vao cudc nim
1998 va 1999, cac cong mua ban khong giéi han da chat choi va cang
lac cang nhié u canh tranh bao g6 m AOL, Yahoo!, Alta Vista, Ebay,
iMall cua Excite@Home va hang chuc cong ty nho hon tao nén lién
minh cac ctra hang da dung. Song zShops khong chi bié "t ban hang,
né con mang tinh cach cia Amazon.com tié p tuc thu thap nhing
thong tin gia tri vé théi quen mua si m c4 nhan ciing nhu san phim
duoc chuéng nha 't dé cud i ciing chinh Amazon.com cé thé tu quyé 't
dinh c6 ban hay khong. Véi ta t ca dit liéu Amazon.com s¢ hiru, va véi
anh huéng vuon xa cia né trén Internet, nguoi ta c6 thé hinh dung
Amazon.com kié m thém doanh s6” tir nhitng nha san xua "t sé& tra
mot khoan phi dé thir nghiém tiéu thu nhimg san pham méi trén
Internet.

Pé n thang Muoi Mot, Amazon.com con dua thém dung cu video
games, phA n mé m va qua ting vao cac tinh ning san pham ciing
nhu thé tin dung @6 ng thuong hiéu voi Nextcard Inc., mot lién ké 't
du tinh s€ mang lai cho Amazon.com 150 triéu USD phi thu trong
nim nim. Mot pha n cua viéc kinh doanh dung cu cé lién quan
thuong vu mua lai Tool Crib of the North, 1a danh muc hang ban
chié t kha u qua cac mail dit hang c6 Website riéng. Ciing trong
thang d6, Amazon.com m¢ rong sang cac hang hoa xa xi khi tra 10
triéu USD dé mua 16,6% quyé n sé hiru tai Ashford.com, noi ban da
qui va san pham da thudc truc tuyé n va mé rong danh muc @6 choi
qua viéc thau tom Back to Basics Toys, Inc., 1a nha ban 1¢ gi " n chit
v6i Internet va dit hang qua mail chuyén vé cac @6 choi ¢ dién.

CAC TRUNG TAM PHAN PHO'1
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Cong ty ludn nd m quyé n kiém so4t quy trinh dat hang va van
chuyén s& si p xé prasaovsisd hang luu kho? Phat biéu vao thang
Chin nam 1999 tai Hoi nghi Nghiép doan Ban 1¢ tai Philadelphia,
Mary Morouse, pho gidm d6 ¢ phu tradch ban hang cia Amazon.com
no6i: “Day 1a ching quan trong trong budc phat trién cia ching toi va
cia Internet nha m phuc vy khach hang tir lic bd 't d4 u cho d&8'n
ké "t thic. Kha ning hiéu tha u timng buéc cia qué trinh va cho khach
hang cua ching t6i hinh dung dugc goéi dich vu cia ho dang ¢ dau
trong hé thd ng cua ching t6i1a ra "t quan trong.” C6 néi thém 1a
Amazon.com khéng mué n chia sé ngué n tai nguyén véi cong ty
khéc boi, vao nhitng lac ban ron nhu mua ting qua, c6 ai d6 sé quyé t
dinh phai vu tién chuyén hang cho ai trude. Thanh tht phai quyé 't
dinh @it thém nha kho trén ca nuéc va bié n ching thanh tinh ning
ru viét xtng véi sy thanh dat cua cong ty duge thié t ké™ dic biét cho
thuong mai Internet. Sau hét, d6 chinh 1a 1y do Bezos tuyén dung
Richard Dalzell, Jimmy Wright, va mét loat cyu nhan su cua Wal-
Mart.

Pé n thang 1, cong ty thué mot nha kho phan phd i réng gi n
200.000 mét vuong cach 30 dim vé phia Tay Reno & Fernley,
Nevada. Trung tAm phan phé i thir ba cia Amazon.com rong ga p
doi hai nha kho tai Seattle va Delaware gop lai, va ting t6 ¢ giao hang
dé n cac thanh phd~ mié n Tay va Tay Nam. Fernley hoa ra la co s¢
da u tién cua ma’y co s¢ — tong cong hon 1 triéu mét vudng cua
khong gian kho — dy dinh mo tai Coffeyville, Kansas; McDonough,
Georgia; va Campbellsville va Louisville, Kentucky, vai chi phi ching
200 triéu (cong v4i 300 triéu cho khau hoat dong chuyén hang).
Bezos nira dlia goi n6 1a : “Co s& x4y dung trong thoi binh” 1on nha 't
trong lich sir nha kho va co s¢ phan phé i; it nha "t @6 1a mot trong
nhitng nd luc mé rong 16n nha "t duoc thuc hién béi mét cong ty trong
vong mot nam troi. Du chié n luge cua Bezos mao hiém va t6 n kém,
chinh kiéu tinh toan danh bac d6 sé tié "t kiém tié n vé 1au dai cho
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Amazon.com, 13 cong ty giao hon 60% san pham cua n6 thong qua
buu dién My.

Viéc dit thém nhirng trung tAm phéan phd i ndy cé di nguoc lai mo
hinh kinh doanh ban da u khéng? V& mé hinh kinh doanh ban da u
thi c6. V& mo6 hinh kinh doanh d4 thay d6i khi Bezos quyé "t dinh
phat trién tha nt6 c thi khéng. Amazon.com luén cé trong tay sé
sach trong chinh nhirng nha kho cia né va Bezos tin ri ng qua viéc
s& hitu nhié u nha kho nhu thé” — khong gian c6 thé chua 15 ti USD
hang hoa — anh s& c6 thé s& duy tri dich vu khach hang véi tu cach 1a
cong ty phat trién siéu tha n to c.

BEZOS — NHA TUYEN TRACH

Pé lo dugc viéc mé rong phi thuong d6, Bezos ca n thué nhing
nha dié u hanh kinh nghiém khéng bi choang ngop bsi quy mo cong
viéc. Pé c6 thé pho i hop bing thong kiéu mau dié u hanh/ quan 1y
ma cong viéc doi hoi, anh dung vé dé thuong, ha p dan va quyé n luc
dé thuyé "t phuc.

Pé n thang 6, Joseph Galli, ciru giam d6 ¢ caa Worldwide Power
Tools va Accessories cua Black & Decker da @6 ng y tré thanh giam
d6 cvasé p dié u hanh tai Frito — Lay North America Division cia
PepsiCo. Dié u d6 khong ngin Bezos moi Galli lam gidm d6 ¢ thu
nha 't va sé p dié u hanh cia Amazon.com. Du khéng quan tdm song
Galli van d6 ng ¥ diing com trua véi Bezos. Nhu Joy Covey kham pha
ra khi Jeff Bezos da moi ai dung com trua thi ké nhu xong. “Chting to6i
ding 14 @6 ng khi twong ca u,” — Galli néi : “Puogc 1oi nhu céi td m
1ong, t6i tro chuyén 10 tié ng @6 nghd véi Jeff.” Galli goi cho Frito—
Lay va néi dimg ban tAm. “Bezos 1a ngudi nhin xa. Anh thay d6i thé”
gi6i, lam nén lich st,”— Galli n6i. “T6i tin minh c6 duoc nguoi tha 'y
tuyét nha "t trd n doi. Ngo i tai ban voi Jeff vi hoc vé  Internet that
tuyét voi.”
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Galli ciing bi mé hoic khi duge phép mua 2 triéu c6 phié u cua
Amazon.com trong vong 20 niam (gi4 113,625 USD/cb phié u) va 5
triéu thuong thém né u gia nhap céng ty, theo mot bao céo voi Uy
ban Chung khoan va H6 i do4i. Anh du tu cAch nhén 3 triéu USD
da u tién sau mét nidm phuc vu va 2 triéu con lai sau hai ndm phuc vu.
Luong cin ban cua anh 14 200.000 USD méi nim. Amazon.com dam
bao rd ng ba tluan dié u gi x4y ra v6i Galli, thu nhap trong 10 nim
da u véi Amazon.com s& khong duéi 20 triéu USD. Né u thu nhap
thyc té~ cua anh khong 1én @& n 20 triéu USD, cong ty sé& tra pha n
chénh léch ba ng tié n mit.

Pé n thang 9, Bezos tuyén dung Warren Jenson cua Delta Air
Line 1am pho6 giam d6 ¢ cA”p cao va giam d6 c tai chinh. Jenson la
giam @6 c tai chinh cua Delta tir thang TAm nim 1998, sau khi lam
viéc sdunim cho bo phan tin tac NBC cua General Electric. Anh ké”
tuc Joy Covey, ngudi duoc bd nhiém lam gidm @6 ¢ chié n luge vao
thang 4.

Tua n 1& trude khi tuyén Jenson, Amazon.com thu nap Jeffrey
Wilke cua AlliedSignal 1am phé gidm @6 c/phu trach chung cac
chié n dich va &am nhan ha u hé t nhiém vy cua gidm d6 chiuca n
Jimmy Wright d3 tir nhiém. Wilke ting chiu trach nhiém tryc tié p
15 nha mAay va trung tdm phan phd i caa AlliedSignal tai My, chau Au
va chau A. Sy tir nhiém ba t ngd cia Wright vao thang Chin budc
phét ngdn vién cia Amazon.com thira nhan ri ng céng ty gip va n
dé trong cac ké” hoach mo rong. “Pay la chuyén phire tap va thach
thue. TA t cala do dié u hanh,” — mét phat ngdn vién cua
Amazon.com cho bié t.

Cung gia nhap cong ty 1a Ben Slivka, dugc nhié u nguoi danh gia
14 giam d6 ¢ dié u hanh d6 ng cam nha t véi Microsoft trong viée
nhéin ra tA m quan trong cua Internet. Slivka, cuu chié n binh 14
nim cua Microsoft g n day nha t da phuc vu véi tu cach 1a giam
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d6 " c phu trach chung tai bo phan khach hang va tiéu dung cua
Microsoft, noi anh 1am viéc vé ~ trinh duyét Internet Explorer. Tai
Amazon.com anh tré thanh gidm d6” ¢ cong nghé thong tin, tap trung
vao phat trién san pham va dich vy, gitp hinh thanh va phat trién vin
hoéa tuong hop.

Bezos tié p tuc mé rong bang thong dié u hanh cia Amazon.com.
Song, du c6 thém bao nhiéu nguoi, anh van 1 nguoi quan trong
nhat, 1a trai tim, linh h6 n va kho i 6¢ cua cong ty, v6i tA m nhin va
ca tinh x6 ¢ cong ty tié n bude. Cac 16 i di va tuong cia moi phong
ban phan phé i cua cong ty treo da y nhiing cau trich 16n ¢& pa-nd
cua tong gidam d6 ¢ Jeff nhu: “Vién canh cua ching ta 1 s& tro thanh
cong ty chii trong khach hang nha "t thé” giéi. Noi moi nguoi dé n
tim va kham pha ba 't ci thir gl ma ho c6 thé mua truc tuyé n,” va sau
gia tri cd t16i cua cong ty: “Ndi 4&m anh khach hang, 1am chu, ning
dong, cin co, dit yéu cA u cao va canh tin.” Boi anh 1 dong luc ¢t
yé u cua d6i quan bao la gd n 5000 nhan vién cia Amazon.com, dai
phat thanh ndi bo 1a Radio Amazon, phat bang thu nhitng cudc thao
luan cua anh vé k&~ hoach cong ty va cAu phuong cham cia cong ty
ma anh lap di lap lai: “Lam viéc tich cuc, vui vé va lam nén lich su.”

NHUNG LOI LA'M TRONG QUAN HE CONG CHUNG

Du Bezos va Amazon.com ra t xud t si ¢ trong viéc van dung gioi
truyé n thong, nim 1999 cong ty da pham mot s6 saild m siu si éc
khi ba "t 32 u xa roi ¥ tuong da duoc si p xé p can than vé mot
“cong d6 ng” truc tuyé n nhirng nguoi yéu sach. Song mdila n ho
gipri cro i, congty van cd thé xua tan vA n d& ba ng mot loat
thanh tich kiém soat thiét hai mau muyc.

Buéc saild m da u tién xay ra vao thang 1, khi Doreen Carvajal,
nguoi phu trach nganh cong nghiép xua t ban sach cua to New York
Times, dua mot bai 1én trang nha t cho ri ng Amazon.com budc cac
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nha xua t ban phai tra téi 10.000 USD dé duoc giéi thiéu trén trang
chu cua né. Voi gia do, tac gia phai duoc gisi thiéu so luge tiéu sir hoic
phong va n, va du tié n dé “dugc cac bai xa luin diém sach cua
Amazon.com gi6i thiéu da 'y du.” Qua that cong ty da ba 't 4 u mot
dich vu vao mua hé 1998 ¢ muc do khiém t6 n hon, khi tinh gia 500
USD dé dua mot tya sach 1én danh sach “Chiing ta sé doc gi” trong
vong hai hay ba ngdy. Liic @6 Bezos néi: “Né u nha xua t ban X dua
ra muc thoa thuan [vé  mot tua sich méi] t6 t hon nha xud 't ban Y,
va chting ta du do4n khéch hang sé thich ca hai quyén nhu nhau song
chi c6 co hdi cho mét quyén thoi, vay hay gioi thiéu quyén chiing ta
kié m duoc nhié u tié n hon.”

Vi dy, theo tai liéu noi bo do Carvajal tié t 1§, Scribner tra 10,000
USD cho quyén tiéu thuyé "t Tii xwong cua Stephen King, dé c6 duoc
vi tri noi bat trén trang “Bestseller” cia Amazon.com, cliing voi tiéu sir
tom ti t cua tac gia va duoc dua vao danh sach “Sé thanh coéng 16n.”
Thém nita, quyén sach duoc dwa vao danh muc theo thé loai, mot e-
mail duoc quang ba goi dé n cho nhitng nguoi da timg mua sach cua
King tir Website, mot e-mail luu ¥ “Chua xua t ban” dwgc goi trude
khi sach xua "t ban, mot thong bao “dé m nguoc ngay ra mi t” duoc
kém theo trén trang chu, va mot thong bao doc gia c6 thé mua sach
sau do ciing duoc dwa 1én trang chu. Kiéu dwa vao vi tri néi bat dé 1a
chuyén binh thuong & cac hiéu sach 16n, noi cac nha xua "t ban tra
tié n d@é sach cua ho dugce dua vao cac hinh thie trung bay tai tiém va
quang c4o phd i hop. Song Amazon.com, véi “muc tiéu vi nguoi tiéu
dung,” khuynh huéng cong @6 ng, hinh anh nguoi yéu sach, duong
nhu da tu dwa minh 1én tiéu chuan cao hon.

Khi Carvajal cha "t v& n Amazon.com vé dich vy ndy, Mary
Morouse, phé chu tich phu trach ban hang, thira nhan cong ty e ngai
ri ng “chiing t6i c6 cam gidc nhu minh dang ban cac vj tri,” song cbd
cho 1a Amazon.com cam tha yva n dé da duoc giai quyé t noi bo
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bai cac bién tap vién cé trach nhiém phu trach céc thé loai cu thé tur
cho6 i dwa vao cac sach ho tha "y 1a khong xing dang. Va lai, ho khong
luu ¥ nguoi mua ra ng vi tri @6 c6 duoc 1a nho phai tra tié n. “T6i
nghi gi n thém nhié u chi tié "t chi 1am nguoi ta dé bi sao nhing,” —
Morouse noéi. “Va nhu vay cling ruom ra qua. Kinh nghiém ciaa nguoi
tiéu dung qua 14 trong tréo va tdi mud n giit noé trong tréo nhu viy.”

Nhung sau hai ngay chiu du luan tiéu cuc, nhimg 161 phé binh
trach moéc tir nhitng nguoi canh tranh, luat su khach hang va nhirng
ngudi ban sach doc lap, va khach hang e-mail @& n than phié n
(chuyén “cing thing ha u nhu that ba "t ngd,” — mot phat ngdn vién
ciia Amazon.com ndi), cong ty xem lai chuong trinh, hira s& cong b6~
khi cAc nha xua "t ban tra phi cho mét chd gisi thiéu dic biét. Bezos
phai dung ra tra 161 trude bao chi. “Ching t6i ¢6 ban bién tap sach
truc tuyé n va khong truc tuyé n ddng dao nha t, va @6 i véi mot
quyén sach khong dat chuén cua ching t6i, khong s6” tié n nao co6
thé budc duoc chiing t6i gisi thiéu nd,” — anh néi. Chimg té tai xoay
s&, Bezos cho ri ng Amazon.com phai quyé t dinh tié t16ta t ca
nhiing thoa thuin quang ba sach c6 tra tié n nhu vy 1a “dot pha voi
quy ti c tiéu chuan cia nganh céng nghiéap” va ra ng “chung t6i tin
minh 14 nha ban 1¢ 4 u tién niém yé t thong tin nay cho nguoi tidu
dung va hy vong no s& khoi da u cho mot khuynh huéng.” Anh thém
ri ng Amazon.com “la mot cira hang dva trén Web véi mét cong
d6 ng thuc thu cia nhirng nguoi yéu sach,” “dugc duy tri & tiéu chuan
cao hon nhitng nha sach truyé n thoé ng. Va ban bié t khong? Pay
ding 1a dié u phai 18.” Vi 101 phat biéu d6, anh nhanh chéng tryc
dién va 'n @é ", chuyén tur thai o “ai da, chiing ta bi ba "t thop” thanh
“Hay tham gia cudc thanh chié n nhi m thong tin da y du cho khach
hang.”

Glenn Fleishman, 1a cyu gidm @6 ¢ phuy trach thu muc, cho hay
ban bé cua anh tai Amazon.com bj “s6 ¢” béi bai bao trén t& New
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York Times. “Paylala n da u tién Amazon.com lam dié u ho noi
‘day 1a nhirng gi con lai ma nganh cong nghiép thuc hién, va day la
dié u cua chting t6i s& 1am,’ thay vi thyc hién nhimg gi ho chola t6 't
nh4 "t cho cong ty. Amazon.com bi trach ci boi ho 12 phuong tién
danh gia phé binh ma moi ngudi tin ciy. Ranh giéi 4"y da bi xAm
pham.”

Amazon.com con vuot qua 13 n ranh vao thang Tam khi gioi thiéu
mot dich vu méi goi 1a “Vong quay mua si m.” Céng ning nay duogc
thié "t ké~ dé gitip ngudi mua tim tha 'y 10 san pham “néng” nha 't
trén 3000 thanh phé, trudng dai hoc khac nhau va du cac noi lam
viéc cong ciing nhu tu (Danh sach dugc 1én theo nhém céc t6 chuec,
khong theo c4 nhin). Chang han vao thing TAm nim 1999, quyén
sach ban chay nha 't trong cAc nhan vién thudc Walt Disney
Company la Pisu Corndogs trong dém: Panh thirc tinh tha n sang
tao ciia ban. K& t qua Amazon.com phai trao doi qua lai vé nhiing
san pham ban chay véi ma s6~ buu dién va dia chi e-mail cua nguoi
mua. Cong nghé “ai luc theo nhoém” duoc tao boi PlanetAll, 1a cong ty
Amazon.com da mua lai nim 1998. Véi mét s6  nguoi dié u nay
nhi ¢ toi chuyén dang ngai 1a Amazon.com nd m duogc bao nhiéu dit
liéu vé~ théi quen mua si m cua 12 triéu khach hang cua no.

Song Paul Capelli, mét phat ngon vién cia Amazon.com xem do la
“vui vé. Moi nguoi bié t nguoi khac dang mua gi.” Anh néi thém la
né u cac cong ty than phié nvé cac ké t qua, Amazon.com sé& xda
ching khoi danh sach. Khi Deirdre Mulligan, tu vA n vién cua Trung
tam vi Dan chu va Cong nghé, mot t chie vi quyé n ty do cong dan
tai Washington, D.C., phat biéu trén t& Los Angeles Times: “Pié u
nay s& gy bé iro6 i hop 18 cho nhitng doanh nghiép quan ngai vé
nhimg gi nhan vién mua si m c6 thé khié n moi nguoi bié t vé ho.”
Capelli dap lai: “P6 i véi toi, that hoang tuong khi cho rd ng nguoi ta
khoéng mud n ngudi khac bié "t ho mua loai video nao.”
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Song trong ngay hom sau cong ty xoay chié u, thong bao 1a s& dé
cac ca nhan va cong ty rut lai cac dit liéu vé  ho khoi cac dang sach
nic danh. “Su riéng tu 12 dié u t6 i quan trong v6i khach hang va véi
ching t6i,” — Warren Adams, giam d6 ¢ phat trién san pham noi.
Trong khi tuyét dai nhimg phan hé i tir khach hang cho tha”y “Vong
quay mua si m” dugc d6n nhan nd ng nhiét vara t hiru ich ... mét
s6 nguoi tiéu dung lai to ra quan ngai, cho nén chting t6i s& dé moi
nguoi ty quyé t dinh theo c4 nhan.”

Mot trong nhitng cong ty tir chd i1a IBM. Thuc ra yéu cd u duara
tir chinh giam d6 ¢ IBM Louis Gerstner Jr, ngudi trung cA u nhan
vién cua minh xem ho c6 mué n ty chay Amazon.com khong. Vai gio
sau, 5000 nhan vién IBM tra 16i: 95% mud n rat khoi chuong trinh.
Sau d6 Gerstner goi mot tin nhi n riéng tu nhung nghiém kha ¢ vé~
tinh riéng tu: “T6i cha ¢ chia n s& khong 1én 16p anh vé cach dié u
hanh cong ty, song t6i khan thié t & nghi anh xem xét vA n dé
hé "t sirc hé trong nay.”

Chang bao 1au sau vy lim xtim nay, to Seattle Weekly huéng mili
dui vé Amazon.com, khi n6 phan tich viéc nhan vién Amazon.com
st dung Website cua to0 Weekly la www.seattleweekly.com. Hoba ra bai
yéu thich nha t dwoc nguoi cia Amazon.com tai xud ng tir trang
Weekly 12 “T6i da thoat khoi Amazon.cult (cult: gido phai) nhu thé”
nao,” mot bai vié t cay doc do Richard Howard, mét nhan vién thuoc
b6 phan dich vu khach hang Amazon.com, vié t. Muc dugc yéu thich
khac cua Website Weekly la “Hay gitup nhirng nguoi duge san tim.”

Dt chinh sach vé tinh riéng tu cia Amazon.com tuyén b6~ rd ng
“khong mua ban hay cho nguoi khac thué thong tin riéng cua ban,”
noé cling noéi rd: “Co thé ching t6i sé 1am dié u do6 trong tuong lai voi
cac thanh pha n tha ba dang tin cdy, nhung ban c6 thé bao chiing toi
dung 1am thé” qua viéc goi mot tin nhi n dé trdé ng qua e-mail cho
never@Amazon.com.”
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Tha t bai 16n trong quan hé céng chiing 14 n ba xay ra khi cong ty
bi kién vi xam pham nhan hiéu dang ky lién bang. Pay la mot hiéu
sach ung ho phu nit binh quyé n réong gd n 700 mét vudng tai
Minneapolis. Du hiéu sach kinh doanh dudi cai tén Amazon tir ndm
1970, n6 chua ting ding ky tén goi v4i Vin phong Sang ché” va Piang
ky Tén goi & M§y. Song nd dung ra cdo budc nhan danh nhimg quyé n
luat cong. Phan img cia Amazon.com khéng theo thong 1€ cong ty.
Phét ng6n vién Bill Curry néi: “Amazon Bookstore ngd iyén sud t
b6 n niam trong khi ching t6i xay dung thuong hiéu. Né u c6 vA n
dé" ho nén bay t6 sém hon tir ra "t 1au.” (Mia mai thay, cting lic d6
Amazon.com dang kién mot cong ty ban sach tié ng Hy Lap tai
Amazon.gr va Amazon.com.gr vi xam pham thuong hiéu).

Th4o g& vu 4n that gay go, nhitng 16i cha "t vA n da u tién cua luat
su bao chira cho Amazon.com tap trung vao diém nguoi d6 ng so hitu
ctia hiéu sach nho ¢ 1a @6 ng tinh nit va c6 dang tié n hanh quang ba
d6 ng tinh hay khong. Theo hd~ so phién toa, khi ngudi phu nit yéu
cA u luat su Paul Weller 1am sang to cau hoi, 6ng nay tra 1oi: “T6i s&
hoi ba c¢6 d6 ng tinh khong?” Sau 16i phan d6 i, 6ng ta da n téi: “Ba
bié 't c6 phu nit ndo tai hiéu sach thanh hon véi mot phu nit khac
khong?” Moi chuyén tut do ¢ tir d6.

Curry bién minh cho 16i cha "t v n trén khi cho rd ng nhimng
ngudi chi cua hiéu sAich Amazon dang ¢6” “chuyén déi cong ning” tir
cung ci p uvu tién hang cho nhém cir toa @6 ng tinh nit thanh cung
cA”p cho nhém binh thuong hon. “Trong tranh tung, ching t6i dang
cd” budc ho x4c dinh cac tuyén bo~ khoi dd uveé viée ai lam cha va
dié u hanh cta hiéu, va tinh cha "t quan hé cua ho.”

Truéc phan ung tiéu cuc 6 at tir du luan qua sud t nganh cong
nghiép va truyé n théng, Amazon.com tim ra cach giai quyé t nhanh
chuyén dao tung dinh. Theo thoa thuan, Amazon Bookstore
Cooperative nhuong quyé n st dung cai tén Amazon cho
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Amazon.com va bu lai duge Amazon.com cho phép dang ky cai tén
cua cira hiéu. Cha "t va n gay ha n cua luit sy Amazon.com vé 16 i
s6 ng d6 ng tinh hoan toan khac biét v6i quan diém phoéng khoang
ciia cong ty vé cac nhan vién d6 ng tinh, ciing nhu trié "t 1y ty do caa
Bezos. “Amazon.com ung ho cong d6 ng d6 ng tinh nam va ni, cling
nhu tinh cach cong d6 ng da dang cia khach hang,” — cyu nhan vién
E. Heath Merriwether néi, nguoi nay con cho hay khi mét nhan vién
duoc yéu ca u thay d6i chd ¢, cong ty cling sé tra chi phi di chuyén
cho nguoi phé i ngau cia nhan vién nay, ba t luan vé  gidi tinh.

Varé ixay ra vu Mein Kampt. Vao thang Muoi Mot nim 1999,
nhan ky niém 10 ndm buc twong B4 Linh sup d6, to Washington Post
tuong thuat ri ng Amazon.com dang chuyén mét s6~ luong dang ké
ban dich tié ng Anh cua ban tuyén ngoén Phat xit caa Adolf Hitler cho
ngudi mua tai Puc, noi dang cd” m ban quyén sach nay. Vi nhié u
nguoi nhan cac ban sach tir Website My cia Amazon.com, Mein
Kampt duoc xé p trong s6 10 4 u sach ban chay nha 't trong s6~
nhing khach hang Ptrc cia Amazon.com .

Phan tmg d4 u tién cua cong ty 12101 tuyén bé~ rd ng nd khong tin
minh dang xAm pham luat phap Puc qua viée giao nhimng ban tié ng
Anh d6, va né khong mud n dié u chinh théi quen doc cua moi
ngudi. Song chirng mot ngdy sau, tié p theo 16i phan nan caa Simon
Wiesenthal Center va mot cudc dié u tra do nha chire trach Puc tié n
hanh xem c6 hop phap khong, Amazon.com nhanh chéng ngung ban
quyén sach cho khach hang tai Puc. Nguoc lai, Barnes & Noble, tuyén
b6~ sé& tié p tuc ban sach nay cho nguoi mua DPie.

DIE U GI SA'P DIEN RA?

Hung khoi vi doanh s6 manh mé trong muia 18 té t nim 1999,
Amazon.com giao gi n 20 triéu mén hang, ké "t thic quy bé n véi
doanh s6” hon 676 triéu USD, ting 167% so v4i thoi gian ciing ky
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nim trude 1a 253 triéu USD, va vuot xa con s6 610 triéu USD cho ca
nim 1998. Doanh s6  ban hang nim chirng 1,64 ty USD. Du vy,
cong ty tié p tuc chiu nhitng khoan chi khéng 16 vi tiéu pha qua
nhié u vao viéc luu kho (dic biét 14 @6 choiva @6 dién tar), @é bao
dam lam sao khach mua nhin dugc hang da dat cho dip Giang Sinh;
va marketing/quang c4o (cong ty ting gd p bala n ngan quy
marketing, 1én 9o triéu USD) dé cai tén Amazon.com lién tuc xua t
hién vu tién trong y nghi nguoi mua hang qua mang. Amazon.com la
trang Web thuong mai dién tir dtng da u tir ngdy 22 thang Mudi Mot
dé"n 26 thang Mudi Hai, vé6i trung binh hang tud n 5.693.000 truy
cap riéng biét, theo Media Metrix. N6 13 diém dé ns6 1 cho mua
sd m ngay 1& voi con s6~ khong tuong 1a 42% trén tong s6 nhing
ngudi mua si m qua mang, dya trén dié u tra cua cong ty kiém toan
Ernst & Young.

Chua da y b n nim, Amazon.com di tir con s6 0 1én 2,6 ty
doanh s6 . Cong ty phat trién tir bd n nguoi trong ci gara 1am méi
lai tai Bellevue thanh mét noi rong hon 50 ngan mét vuéng vo n la
mot trung tam y khoa — 1a PacMed Tower tai Beacon Hill, Seattle —
va hon 7500 nhan vién tai My va chau Au. Thuong hiéu dugce nhan
dién boi trén 52% s6 nguoi truong thanh ¢ My va 1a mét trong
nhimng thuong hiéu quen thudc nha "t thé” gi¢i. Mot pha n cua su
quen thude d6 d& n tir sy @ u tu hang tram triéu USD trong quang
cdo va tié p thi dién rong, pha n khac @& n tir kha ning dié u hanh
tié p thi bac tha 'y @6 i twong mot—dd i—mot. Nhu chu nha xui "t ban
Peter Osnos timg noéi: “Amazon xua t si ¢ vat6 n kém nhié u dé co
duoc thuong hiéu. Khi nguoi ta dinh dit mua truc tuyé n mot quyén
sach, ho lié n nghi @8 n Amazon. Ciing nhu Xerox vay. N6 da di vao
ngon ngit.” Ca cai tén “Bezos” cling vay. AddAshop.com, moét cong ty
1ap nhimg ctra hang truc tuyé n dé ban hang qua mang, chay quang
c4o trén bao vdi tiéu dé " : “Pi tir Bozo @& n Bezos chi trong ndm
phut.”
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Bezos bié t s& cora t, ra t nhié u nguoi thanh cong qua Internet,
song sé& chi c6 mot nhdém nhou s& thanh coéng ruc rd. “Né u toi yéu
cA u ban ké tén nhitng nha san xua "t gidy ten-nit, ban s& chi néu
ma’y cai tén nhu Nike, Adidas va Reebok, va sau d6 nga ¢ ngtr,” —
Bezos ndi. “S6~ luong thi nhié u, song chi dang cho da u 6c ban nhé
dé"n khong hon ba thuong hiéu trong pham vi nganh hang. Song ban
s& san sang theo doi hang ngan cai tén noi chung, 6 14 boi chiing da
duoc chia thanh ngin. Tdi tin ban s& tha 'y hién tuong gié ng vay trén
mang.”

Thuong hiéu Amazon.com tré nén manh mé dé n do vao thang
Chin nim 1999 cong ty ba t d4 u ban céc tai c6 in logo Amazon.com.
P4p tmg yéu ca u cia khach hang, cong ty dua ra sau miu gia tur
29,99 USD @& n 79,99 USD, bao g6 m mét tti khoac vai, tai quang
lung, ba-16 va ti mét day deo va mot ti dung may tinh.

Nim nim sau Amazon.com s& tré nén nhu thé " nao? Mot nim sau
Amazon.com s& nhu thé” nao? “Jeff mud n c6 mot tac dong manh,” —
Tom Alberg, giAm d6 ¢ Amazon.com néi. “Anh 4"y lu6n luén nhén ra
co hoilén va mud n tron ven nd m1a y noé. Cha c chid ' n, Jeff c6 du
kha nang tao ra mot Microsoft, mét General Electric, mot Wal-Mart.”

Ban bé cho hay Bezos hoan toan tap trung vao viéc bié n vién canh
nay thanh sy that. Theo Nick Hanauer, “Anh ¢6 nguyén ti ¢ cho muc
tiéu tap trung lau dai, va nguyén ta ¢ dé noi voi ban than, nhan vién
va nhitng c6 d6ng 1a ‘né u ban di tim loi nhuan nhanh chéng, ding
tim & d4y. Ching ta dang c6~ tim dié u gi d6 that phi thuong va
ching ta dang d4 u tu cho tuvong lai.” Hanauer goi Bezos 12 “nguoi tap
trung kién dinh nha "t ma t6i timg gip — dié u chi c6 hai cho anh; @6
14 toan bo nhirng gi anh quan tAm. Anh s6 ng, dn, thd Amazon.com.
N6 ha u nhu chié¢ 'm ngy ting gidy nhan thtc cia anh. Anh tap trung
nhu ké 1én @6 ng. T6i lo cho sirc khoe anh. T6i lo &8 n tudi 50 anh s&
nhu thé” nao.”
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Cau hoi 16n hon: Tham chi m6 hinh Amazon.com ¢6 thanh cong
hay khong ?

PA u nim 2000, Amazon.com gip vd n dé véi ting thé loai ma
n6 tham gia. eBay dé n @6 van 1a nha da u gi4 tho ng tri, va eToys
quyé t liét gitr cung vi tri trong thé loai @ choi. Blue Mountain Arts
van 1 nguoi dung da u cho dé n lic @6 trong viéc ban thiép. Cac nha
ban 1é don thua n trén mang tiéu hang d6 ng tié n cho mé rong co
s& khach hang. Amazon.com tiéu chimng 26 xu méi USD doanh thu
cho tié p thi @& mang vé nhing khach hang méi — so véi 4 xu mdi
USD 14 vé6i cAc nha ban 1¢ truyé n thd ng.

Canh tranh ban hang that kho c liét. Cac nha nghién ciru tai Pai
hoc Notre Dame kham pha 1a né u chon hit hoa ba "t e hai trang
Web nao trén World Wide Web thi chiang chi trung binh cach nhau
19 ¢t nha p chudt. Nho cac phd n mé m thong minh duoc goi 1a
shopping bots, nguoi tiéu ding c6 thé tire thi so sanh gia ca giira
nhirng nha ban hang. Trén Website Buy.com chuyén ban sach, video
va nhac, duoc lap trinh dé quét gia trén Amazon.com va ty dong ci 't
cho gi4 tha p hon. Va di nhién ling limg phia chan troi 1a Wal-Mart,
dang chi chuc dé bep nhitng céng ty méi noi tir Seattle.

Trong lic @9, Amazon.com tié p tuc tim kié m thém doanh
nghiép dé mua lai. Thang 1 nim 2000, cong ty chi 60 tri¢u USD dé
mua 23% vd n cia Kozmo.com Inc, mét cong ty chuyén phan pho i
video va dia phim, bira an nhe va nhirng moén khac mua qua Internet,
thuong chi sau 60 phut tir khi nhan duoc don dat hang. (Dong thai
hoan toan di nguoc v6i tinh ning cua ta t ca cAc trung tAm phan
phd i ma Amazon.com di xay dung). Ciing trong thang 1, cong ty
d6 ng y mua 5% c6 pha nté n dong cua Greenlight.com, mét cong ty
mua xe hoi tryc tuyé n dugc hd tro béi mot mang luéi nhirng nha
mua ban xe hoi. Greenlight dugc Kleiner Perkins Caufield & Byers
hau thuan tai chinh.
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Cung ltc, Amazon.com ba t d4 u dié u chinh tA m ngd m doanh
thu qua viéc tao lyc don bay tir hon 16 triéu khach hang cung gia tri
thuc thé cua n6. Amazon.com ba t da u ban céc vj tri trén mot trong
nhirng thanh ngang trén trang chu — vi tri néi bat nha t trén Website
— cho nhitng nha ban hang qua mang khac. Greenlight 6 ngy tra
82,5 triéu USD trong nam nam. Drugstore.com thoa thuén tra 105
triéu qua ba nam. Cung lac d6, Amazon.com d6 ngy da u tu thém
30 triéu USD vao drugstore.com, mang d& n 28% quyé n sé hiru cua
né. Pé n thang 2, cong ty tham gia vao lién ké 't tuong ty véi
Living.com, Inc., 1a nha budn giuvong, s6-pha, g6 i, d6 vai lanh va
nhimg d6 gia dung khic qua mang. Qua thoa thuan, Living.com
d6 ng ¥ tra cho Amazon.com 145 triéu USD qua ndm nim cho mét vj
tri trén thanh ngang. Dung mot s6~ tié n chua duoc tié t19,
Amazon.com ciing mua 18% v6 n cia Living.com véi bao dam duoc
mua vO n c6 pha n thém 9% nita. Véi nude di nay va cac dong thai
khé4c, Amazon.com vira tré nén ong chu cia phd~ thuong mai dién tir
d6 ng thoi 12 nha ban 1¢ hiing manh.

RO rang Bezos c6 ¥ dinh ban ta t ca moi thu cho At ca moi ngudi.
Pé cung ¢6 nhan thire cua cong chiing vé  toan bo céng ning cua
minh, cong ty chinh lai logo vao thang 1 nam 2000. Amazon.com
thay doan cong luon duéi tén cong ty bi ng doan lugn 1én ba "t da u
tir chir A, ké 't thtic 1a gon séng dudi chit Z, tao thanh nét mim cuoi va
gach duéi diém cho tha y cong ty cung ca p cho nguoi tiéu ding moi
san pham tur A t6i Z.

“Cang d4 n sau ching t6i cang tha 'y c6 nhié u viéc phai lam.
Chiing t6i nghi that ngd ¢ né u hao phéng cam ké 't thyc hién nhimg
ké” hoach ching t6i da lap ra trong qua kht.” Song anh ciing noi
ra ng thach thire 16n nha 't cong ty @6~ i mat 1a “dam bao ching ta
tié p tuc cung tmg duwoc kha ning dich vu, cho du phai chiu nhiing
rang budc cua sy tang truéng nay.”
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Liéu md hinh hoat dong c6 hiéu qua? Vé miat lich sir, nganh ban 1¢
hién dai da trai qua bao thing trd m giita nhing cira hiéu ban hang
chuyén biét va nhirng ctra hiéu ban du loai hang no6i chung, gitta
nhiing ctra hiéu ban hang theo ching loai giam gia “ché "t nguoi” (nhu
Toys “R” Us) (D6 choi 1a chiing t6i) va cAc cira hiéu kiéu nha kho
nhu Costco. Liéu nguoi ta c6 quan tam mua ca 16 cac thir qua cira ngod
Amazon.com, noi sé& gitp ho tim tha "y ba 't ctr thir gl ho cA n? Hoic
nhitng nguoi d6 dang tim moén gi dac biét — bup bé Barbie, hay mét
cai cua dién — ho s& @& n cira hang chuyén dung hay bach héa? Ho s&
gia nhap cau lac bo mua si m truc tuyé n? Ho s& mua nhiing tha
cA n tai cuoc da u gia? Ho s& ky kéo chuyén gi4 ca?

Vay thi Amazon.com la cai gi? N6 chu yé u la cong trinh dang
hinh thanh c6 thé tré nén canh cong kiéu Titanic din d& n d6 i thu
Yahoo. Bezos timg néi anh mud n xay dung mot cai gi thé~ gisi chua
timg tha y. DU anh thuong duoc hoi Amazon.com cé khao khat tro
thanh “Wal-Mart cia Web khéng,” anh cho to Fortune hay la cong ty
khong c6~ tré nén ba t ky cai gi cia Web. Chiing t6i vé  ciin nguyén
14 nhirng ngudi tién phong... Moi ngudi & ddy mué n lam dié u gi do
hoan toan mdéi. Toi thire ddy mdi sang ¢d bao dam lam sao c6 thé
danh lira nha bao va cac chuyén gia dang ¢4~ tom 1"y chiing t6i
trong bai phéng v n tam gidy. Anh néi mot trong cach anh dinh
nghia thanh cong 1 “muc d6 chiing ta ba "t cha p nhiing gi na na
gi6 ng nhau dé& thuc hién.”

Vao lac ban doc quyén sich ndy, Amazon.com sé& thay d6i sau
sd c. Khi ban nhin lai 12 n ntra, n6 cting sé lai thay doi.

Du do4n u? T6i nghi ca nhimg ctra hiéu ao va nhirng ctra hiéu “néi
d6 ng cd’ida” @8 u co tuong lai, va nhitng ké chié n tha ng that sy
s& 1a nhimg nha ban 1¢ goi 1a “nha p chuodt va dé n tin noi” bié t ké 't
hop su c6 mit vat 1y va su hién dién trong thé”~ giéi 40. Sau ciing, Wal-
Mart, Sears va Nordstrom da va dang la nhirng doanh nghiép phan
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phd iva hiu cA n quanhié u, ra t nhié u thap ky — vi vira ban 1é vira
theo don dit hang qua mail. Ho giao dich v6i nguoi tiéu dung kho
tinh hang ngay. Ho ¢6 vn hoa riéng dé nhan dién. Tuong lai tiy
thudc nhimg hoat déng kinh doanh da kénh ban hang qua nhié u
phuong thire cling nhu véi nhié u muc gia khac nhau.

Hinh anh dy b4o tuong lai nganh ban 1¢ xua "t hién cud i nim
1999, khi Wal-Mart thong bao cudc d6 i tac chié n luge véi American
Online. AOL dam bao nha ban 1¢ khéng 16~ dwoc sir dung b phan
CompuServe cia AOL dé truy cap Internet gia ré, trong khi Wal-Mart
d6 ng ¥ quang ba CompuServe va AOL ca trong cac cira hiéu va trén
cac chuong trinh TV. Pap lai, AOL 36 ng ¥ quang ba trang Web cua
Wal-Mart véi 19 triéu nguoi st dung cia AOL. Cung lac, Yahoo! hop
v6i Kmart va Microsoft ra tay chia ci t lién minh “nha p chuét va
dé”n tan noi mua hang” nay véi Tandy Corp. (chu nhan cua chudi cira
hang dién tir), chudi cira hang ban 1¢ Best Buy Co. va Simon Property
Group, chi nhan cia phd~ thuong mai lén nha t nude. Va sy sat nhap
cia AOL va Time Warner c¢6 ¥ nghia nhu thé” nao véi Amazon.com ?
Hay doi day!

Ngay nao d6 cud i cing ching ta ciing nhin tha y Amazon.com
trong thé~ giéi thuc vdi cAc cira hiéu hay ki-6 t. Hinh anh 4"y c6 vé
quéi di, nhung nhimg dié u la hon da ting xay ra trong thé” gisi ban
1¢. Ctra hang bé tong c¢6 t thép rd rang 1a d6 i nghich v6i mo hinh
kiéu Amazon.com doanh nghiép, song Bezos da va dang xoay chuyén
md hinh d6 tir Ngay Tht: Nha 't.

C6 mot dié u cha ¢ cha n: cho du né u Amazon.com ngiy mai c6
thé ra khoi nganh kinh doanh, n6 da tao nén mét tac dong 16n lao lam
thay d6i phuong thire kinh doanh vao cud i thé ky 20 vaba tda u
thé” ky 21. H4 u nhu moi cong ty, ba "t luan 16n nho, da thay ddi cach
nghi vi Amazon.com. Chang han, khi General Motors Corp. thong
bao thanh lap tap doan kinh doanh c6 khuynh huéng theo Internet
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goi 12 e~GM vao thang TAm nim 1999, chu tich kiém giam do6 c dié u
hanh G. Richard Wagoner Jr. cho hay budce di ndy don thua n xua 't
phat tir con s6 nguoi dung Internet mdi ngdy. “Chting t6i nhin vao
cac cong ty nhu Amazon.com , chi méi nghe tén cich day ba hay bd n
nam va nay nhin vao tac dong ma ho c6 dugc, ching t6i bao day la cai
gi ching t6i cd n phai rong tay don chio,” — Wagoner noéi. “Ching toi
mud n choi bao trong nganh kinh doanh nay va mué n chié n

tha ng.”

Chi c chi n khi General Motors tip trung stc manh tié n hanh
cong viée thuong mai dién tir ndy, ban bié 't dié u thay déi 16n lao
sa p dién ra. Du ban c6 nghi gi vé  Amazon.com, thi n6 chinh 1 tia
ltra khoi mao 1am bung 1én su thay do6i do.

Tap chi Time chi ¢ chd n @6 ngy khi chon Bezos 12 Nhan vat cua
N#m cho nim 1999. O tudi 35, anh 14 ngudi tré nha 't thi tu tung
duogc chon cho danh hiéu dé, chi theo sau Charles Lindbergh 25 tudi
nim 1927, Nit hoang Elizabeth II 26 tudi nim 1952 va muc su Martin
Luther King Jr. 34 tudi ndm 1963. Tap chi md ta Jeff don gian 1a
“khong con ban cii 13 vua cua thuong mai dié u khién hoc vala ca
nhan d3 “gitip xdy dung né n mong tuong lai ching ta.”
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Chuong 12 -
SAU CUNG BbA THU bUOC LOI
NHUAN

Chinh y twéng xa héi xem viéc tao ra loi nhudn la téi 61
T61 xem thuyee la c6 téi khi gay thua [6.
— Winston Churchill

Ngay 23 thang Nam nam 2001, la mét ngay xuan am ap trai mua
& Seattle, noi mua hé thuong mai t6i cu6 i thang Bay mai dé n.
Khach san Sheraton 13 vi tri t6 t nha "t so v&i ba "t ctt hiéu 4n nado ¢
khu trung tam Seattle, noi n6 toa lac & goc Pailo S6~ 5 va Pike Street
chinh giira khu kinh doanh va ban 1¢, d6 i dién bén kia duong 13 cira
hang d6 choi FAO Schwartz. TA ng sanh dai nguyén ca kho i nha
sang nay ban ron nhu thuong 1¢, song chon ron nha t 1a ¢ chan thang
may, noi ddm déng ha u hé t mic so mi ngi n tay dang di 1én cin
phong noi Amazon.com t6 chtrc hop thudng nién cac c6 dong.

G4 n thang may 1a cic phéng vién va may quay phim cua ho, dang
cd  gi ng niu cic c6 dong @é hoi y kié n ho vé  cong ty, noi chung
kié n c6 phié u cua né sut 67% trong ndm qua. Tir khi cAc phong vién
truyé n hinh bi ngin khong cho 1én gian sanh, thi day 1a co hoi duy
nha 't cua ho & quay vai doan phim ngi n cho ban tin ltc 5 gio.

Trong cin phong hop trén 14 u, khoang 175 dan 6ng va dan ba
dang tim chd ngd i, trong khi nhan vién quan hé céng ching cua
Amazon.com tao ranh giéi riéng, cho nghe Jeff Bezos phat biéu.
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Pung 10 gid, Bezos bude 1én chié ¢ buc duoc nang 1én, mic bo
qua n 4o da duoc cAd u chimg: 40 khoac den, qud n mau vang nau, 4o
so mi xanh nhat nt trén dé mo, khong carvat. Anh thoai mai va
n6 ng nhiét chao dam ddng: “Xin chio ta t ca quy vi” va duoc chao
lai ciing nd ng & m khong kém.

Bezos dd map 1én mot chat va ma t ma y lon toc quy tir 14 n hop
c6 dong nim 1999 da dugc miéu ta trong chuong I. Anh da tir “hinh
anh biéu tuong sang chéi bié n thanh ké bung xung trén Internet chi
trong vong 30 giay,” nhu anh than tho véi to Fortune. Mot nam sau
khi duoc to Time ba u chon 1a nhan vat cua nim 1999, 4 n phim
kinh doanh nhu to Barron’s da lién tuc goi anh 1a ké Iira dao. Mot
nhém cac ¢ dong da lap mot loat don kién cdo budce ri ng Amazon
da che ma 't cdc nha d4 u tu ba ng cach khong bao cio chinh xac cac
md i quan hé 4 u tu v6i Uty ban Chung khoan va Ho i doai. Ho
ké 't &n Amazon khai man doanh thu c6 co sé trén cic khoan da u tu
khong c6 loi nhuan chi ¢ chd n din &8 n thua 1. Forbes tinh toan
ra ng trong giai doan b6 n nim tir thing Nim nim 1997 — thang Ban
cb phiéu ra thi truong ching khoan 14 n da u tién — 8 n thang Nam
nim 2001, gia tri ¢6 phié u cua Jeff da sut giam 10,8 ty USD. Cung
thang @6, Fortune chay quang cdo cho chinh n6 g6 m anh cua Bezos
(khong néu tén) kém theo cau “Quy luat s6~ 2, trong x&r mu, anh chot
1am vua.” Thao nao trong mot budi néi chuyén cua anh tai dién dan
PC ¢ Scottsdale, Arizona c6 thém dong phu @& “Tai sao nguoi dan
ong nay van cuoi.”

Ngay hom nay, cir toa 1 cac c6 ddng van tin tuong Bezos

Trong pha n theo thé thirc cudc hop, Jeff n6i nhanh va thoai mai
vé  qué trinh hoat dong va thanh tyu trong ndm qua cia Amazon.
Trong nam 2000, cong ty phuc vu 20 triéu nguoi tiéu dung, tang tur 14

triéu trong nim 1999, trong khi doanh s6  phét trién tir 1,64 ty 1én
2,76 ty (mot con s6  dang ké so véi mot cong ty nim nim tudi).
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Amazon.com chi 1,4 ty trong qua trinh hoat dong. Anh thira nhéan
tinh hinh ¢6 phié ula “kh6ng t6 t142 m.” (Trong b4o cdo hi ng nim
cho Uy ban Chimg khoan va H6 i doai, anh miéu t4 day 1a mot nim
“kho " c liét”). C6 phié u da rot tir cai gia luén cao nga "t 1a 106 USD
hé i dd unim 2000 xud ng 15,60 USD trong cudc hop ngay hom
nay. Tuy nhién, Bezos chira ri ng nha da u tuv dai han da gi nbd
v6i Amazon tir14 n da u ban c6 phié u ra thj truong van con loi thé .

Thuc ra, Amazon van dang phat trién. Khoan thua 156 trong quy
d4a u nim 2001 dudi 255 triéu USD so vé6i 308 triéu USD nim trude
d6, mbi c6 phié u thAm ma "t 20 xu so véi 34 xu mét ¢d phié u nim
truge. Doanh s6~ ting 695 triéu so véi 574 triéu mot nadm, nho vao sy
phat trién manh mé trong kinh doanh hang tiéu dung dién tir va kinh
doanh qué cté .

Tuy nhién, sach, nhac va video — nganh hang chi ¢ chd n va duy
nha 't hoat dong sinh 1di — cho tha y doanh s&  ¢6 ting nhe mic du
tong loi nhuén ting hon 30%, nho vao mot loat ting gia va cai tié n
khié n cac hoat dong thém hiéu qua.

Bezos thira nhan véi cdc nha da u turd ng d6 i véi cac cong ty dat
murc doanh thu “kich trd n” khong thé hon duoc nira thi dié u do6 1a
chuyén binh thuong. Anh néi 1a da tham khao cac giai doan dié u
hanh tai Oracle va Sun Microsystems va duoc dé nghi hay huy dong
thém tié n va tap hop mot doi ngii quan tri cao cA p c6 kinh nghiém
dié u hanh doanh nghiép nhié u ty d6 la. Bezos tu hao cho bié "t 1a
nim trong s6 chin nhan vién dié u hanh cao ca p dap ung duoc
nhirng pham cha "t d6.

Sau pha n nghi thuce cua cuoc hop, Bezos sin sang tra 101 cac cau
hoi cua c6 dong. Nhin nhan rd ng cic ¢6 dong da ma t nhié u gia tri
co phié u cua ho & Amazon, cic cau hoira t nhe nhang.
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Vi dy: mot s6 quan sat vién cho rd ng ban gidm d6 ¢ Amazon
quéa nho dé cé thé hoan thanh cic nhiém vu ciin ban va khong du da
dang cho mét cong ty tA m c& nhu vay. Mot cd dong nir con khié n
moi nguoi cuoi khi ba cho Bezos va nhirng nguoi du khac hay 1a mot
phéng vién truyé n hinh da yéu cd u ba hoi Bezos xem 15i phé binh
4"y cb co so khong. Jeff bao vé ban gidm d6 ¢ song thira nhan 1a hop
1y né u bo sung mot, hai thanh vién méi cé kinh nghiém hoat déng
vao lac dac biét nao d6 trong cong ty.

Trén san kha u, Bezos duoc vy quanh boi cac san pham trung
bay dai dién cho mét s6~ mit haing ma Amazon.com ban: mét quyén
Harry Potter va chié c ¢6 ¢ ira va mét chié” ¢ Phillips Tivo Server.
C6 @6 choi tré em, qua n 4o va vat dung trang tri phong tir
babiesrus.com, 1a mét bo phan cua Toys R Us. Amazon va nha ban 1¢
d6" choi khéng 16 nay da bt tay 6 i tac trong vong 10 nim vio
nim 2000, sau khi da chiu tha "t bai hoan toan vao dip Giang Sinh
nim 1999. Lic d6, & bao dam c6 da hang luu kho nhi m théa man
nhu cA u nguoi tiéu dung, nhan vién mua hang Amazon.com da
khong cung tmg néi hang hoa. K&t qua 1a ho ma "t 39 triéu USD
trong quy tu nim 1999, trén doanh s6~ quy 1a 676 triéu USD, ci 't
giam vao muc chénh léch gop trén @6 choi 14 5%. Theo thoa thuan
m&i Amazon tao mot Website @6 choi va tro choi dién tir @6 ng
thuong hiéu vai Toys R Us, 1a bén sé mua va quan ly khau luu kho, va
cing véi toysrus.com chiju trach nhiém tai chinh vé  hang khong ban
dugc. Amazon lo viéc phéat trién Website, chiu toan don dat hang va
dich vu khach hang. Theo mot pha n thoa thuan, khach dé n véi
babiesrus.com s& dugc dua v& Amazon.com.

Bezos chon ra dé gay chti y mot may ci 't co kiéu ro bd 't
Robomover cua hang Friendly Robotics (gia ban 1¢ 700 USD) va cai
dé” dién thoai di dong noi cho nhimng tay boi thuyé n vung vé . Anh
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nira dila nira that ho i cac ¢6 déong mua cac vat dyng nay. “Hay nhanh
tay vé1a y chuét,” — anh dua.

Anh ciing chi chié ¢ ghé” xé p xanh duong c6 tua chan, mét mén
duoc va chuong cua hang MacCabee Sports. Chié ¢ ghé” dugc trung
bay boi mot Iy do dic biét. Theo 101 ké, Jeff va mot nhan vat tham
quyé n khac coa cong ty di gitip géi hang vao ltc cao diém cua mua
mua si m dip 1& Té t nim 2000. Lam viéc tai kho & Campbellsville,
Kentucky véi Jeff Wilke, pho gidm d6 ¢ dié u hanh ci p cao, Benzos
phat hién ri ng phai ma "t 15 phut méi ddng gbi xong mot chié ¢
ghé”. Ma "t chimg d6 thoi gian cho mét san pham ban 1é ¢ 25 USD
thi con dau loi nhu4n. Vi vay, anh mud n gat bo san pham nay di nd
1a mén ban chay s6~ 2 trén Website vé San co va San trong. Nhung
Wilke yéu cA u nha san xua t goi san pham dé n Amazon sau khi da
dong goi trong hop, chi phai chi thém 25 xu mdi chié c. Cau chuyén
vé chié c ghé  tré nén biéu tuong cho cam ké t cia Amazon.com
nha m hoan thién cach né chon, ddng gobi va chuyén giao hang, 1am
thé” nao vi t ra loi nhuén tir cac hoat dong. Cong ty dit tén cho
chié n dich ci 't giam chi phi qua viéc gat bo nhiing san pham gy
t6 n kém 1a “X6a s6 nhimng tht vé van.”

HAY GIU NHUNG MUC CHI PHI bO!

Amazon.com c6 mot thir tin ngudng riéng. Khi con trong mé hinh
“Phat trién thA ntd c,” cong ty tiéu tié n ba t cir khi ndo ba t cur ¢
dau ma cac xé p cam tha y dang tiéu. Lam viéc khong qua ngan sach
ctng nhi ¢, cAc nhan vién khéng nga n ngai chi 50 USD dé bao dam
dwa mén hang 25 USD dé n tay nguoi tiéu dung diang lic. Cong ty
ma thuong tiéu hang triéu USD khi cho ra hang bao nhiéu ctra hang
truc tuyé n.

“Chiing t6i bié t minh mu6 n tié n hanh cac cudc da u gia vao
mot e nao do,” — giam do ¢ chuong trinh Jonathan LeBlang noi véi
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to Fortune. “Chang t6i sé di mua mot may tinh 16n hon, da t hon
trong tud n nay con hon moét chié ¢ nho hon, ré ti€é n hon batua n
sau moi dugc giao hang.”

Ba t cha p moi du luan tiéu cue, Amazon.com tié p tuc tié n
manh, thém san pham mai. Nam 2000, Bezos dat dugc muc dich tao
ra mot cong mua si m ha u nhu ban du moi tha: sach, 36 dién tu,
d6 " choi, san pham lam bé p, DVD, video, nhac, dung cu lam dep va
stc khoe, thié "t bi bé p, dién thoai khong dy, camera va thié t bi
nhié p anh, tro choi may tinh, ph4 n mé m, dung cu va pha n cing,
d6" dac trong san va ngoai san, xe hoi méi. Vao thang Ndm nim do,
mot Bezos niing dong trong quang ba trude cong ching mic bé dé6 ng
phuc @2 ubé p (g6 m ca mii) va xua t hién tai mot cudc hop bao ¢
New York v6i Martha Stewart, mot bac tha y da truyé n thong vé
giai tri gia dinh My, cho ra ma t muc Amazon Kitchen chuyén ban
d6 gia dung, san pham, cong thac va mach nuéc chuyén bé p nc.

Trong khi Bezos di tién phong va van dung kha nang nhin xa trong
rong, nguyéen ti c tai chinh va dié u hanh thue thy ba "t da u véi viéc
thu dung Joe Gallias 1am giam d6 c dié u hanh, cing nhém cyu binh
“kinh t&~ c@i” tir nhirng hang tuong ty nhu Delta Airlines, NBC,
AlliedSignal va MCI. Ngan sach dugc vach ro. Mdi bo phan chiu trach
nhiém trong viéc chi tiéu. Cac nhan vat dié u hanh phai vié t ro ké’
hoach hoat dong qua d6 phac hoa nhirng han chot, dic biét va phai dat
muc tiéu doanh s6~ va loi nhu4n. Nhan vién dwgc day vé  cach ké
khai loi nhuén va chi tiéu, bang quyé t toan va phan tich vong xoay
tié n mat.

Hay dung lai va suy nghi vé cau cué i cting mét chiat. Hinh anh
cac nhan vién thuoc cong ty tri gia hon 2 ty lai di hoc nhitng diém co
ban trong kinh doanh — img dung vao cong viéc — phan anh dang tinh
cha "t vé van cua thoi dai chd m com.
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Galli sa thai 2% luong lao dong (thém 2% gian viéc ma "y thang
sau d6). Anh tré thanh “canh sat xA u” bén canh “canh sat td t”
Benzos va ding mili chiu sdo v&  gidn cong. Theo mot cAu chuyén
khong hay, Galli chan dang chinh sach cong ty cho phat khong
thu6 ¢ giam dau va aspirin. Pay 1a mot cai tat biéu trung cho ng lai
né p vin hda noi moi ngudi ty hao 1am viée mé mai nhié u gio va
thinh thoang cA n vién thué ¢ dugc phat dé tié p tuc cong viée. Moi
ngudi ba t binh nén viéc phat khong thud ¢ duge phuc hd isaumi’y
ngdy — nhung kém theo 14 16i nhi ¢ phai tié "t kiém: day s& 1a thuong
hi¢u chung, khéng phai la thuong hiéu c6 tén riéng.

Pé n thang 7, Galli ]Am moi nguoi ngac nhién khi tir nhiém dé tro
thanh gidm d6 ¢ dié u hanh cua VerticalNet, Inc. Cong ty niy c6 tru
s& & Horsham, Pennsylvania, s& hitu va dié u hanh hon 55 Website
cong nghiép chuyén biét hoat ddong nhu nhiing cong d6 ng truc
tuyé n, cung ca p thong tin, twong tac va thuong mai dién tir. Trong
mot e-mail gii toan thé nhin vién Amazon.com, Bezos cho hay anh 1a
d6 i chimg chinh gitp Galli nhén viéc tai VertiacalNet va goi d6 1a
“cudc chia tay ém 4i.” Galli néu Iy do chinh dé ra dila cA n gi n giii
con cai dang s6 ng gd n d6 trén by ddng bang Maryland, song nim
thang sau khi nhan vj tri tai VerticalNet, Galli ra di dé tré thanh CEO
cua Newell Rubbermaid, Inc tai Freeport, Illinois.

CUOC BAO THU CUA CAC NHA PHAN TiCH

Mua hé nim 2000, cung lic ¢ cang nhié u cic nha phan tich vi
quan tam dé n khoan no va doanh s6” phat trién cham cua cong ty,
bi 't d4 u dit cAu hoi rd hon vé kha ning to n tai cua cong ty
Amazon. Tié ng néi phé phan ning ky xua "t phat tir Ravi Suria, nha
chié n luge v&  chuyén dbi tai chinh cia Lehman Brother, vié "t trong
mot bao cio chi tié t 1a Amazon.com boc 16 “tinh cha "t tai chinh day
v0 5O cac nha ban 1é vao tham hoa trong sud t lich sir.” Ong khing
dinh Amazon khong thé “lam ra tié n mit trén mdi don vi hang ban
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ra.” Ngay 3 thang Sau, b4o cdo cua Suria dugc tung ra, c6 phié u
Amazon.com da stt g2 n 20% con 33,875 USD 1a mirc tha p nha "t ké
tir nim 1998. (M6t nim sau, mac gia nay ciing 1a kha ro i).

Ly 1& cua Suria ra "t thuyé t phuc. Ra doi tir thang Bay nim 1995,
Amazon.com da xua tga n 1,2 ty USD, hon nta s6~ d6 1a trong hai
qui truée d6. Suria cho ri ng Amazon ma 't tié n trén timg thuong
vy, né u ban tinh gop ca chi phi marketing, phat trién san pham, luu
kho va thuc hién tron goéi — thém vao la cac phi thuong xuyén phai tra
cho cac nha ban si va phan pho i. Hon nita, Suria cho 13 td t ca cac
kho xay dung da y 4 p hang héa da lam cho nhip @6 di chuyén hang
ra vao cham di mot cach nghiém trong. Boi vy theo y kié n cua dng,
Amazon.com chu yé u da tré nén mot nha ban 1¢ truyé n tho ng (qua
14 xtic pham!) — d4 vay con thié u hiéu ning — va cong ty thié u té hai
td m hoat dong. Cin cir cho bao cdo cua Suria 12 6ng tin Amazon.com
vao lc @6 chi cb 1ty tié n mit s& nhanh choéng tiéu sach cho nén sé&
dat cong ty vao tinh thé” “cuc ky hiém nghéo.”

Amazon xem b4o c4o cua Suria 1a “vd 1y,” song su thié u vi ng
nié m tin coa Suria vao ¢ phié u té ra gd n nhu hoan toan chinh
x4c. Amazon dtng nhu nhiing gi Suria liét ké, du tinh trang tié n mat
cia n6 kha hon nhiing gi 6ng da phan tich. Suria duoc hau thuin boi
mot s6 nha phan tich g6 m Lauren Cooks Levitan, tir Robertson,
Stephens & Co., ngudi ké t luan vao da u thang Mudi 14 khi mot
khach mua dat hang vai san pham cung ldc, Amazon phaila”y nhimg
san pham d6 tir vai trung tAm phan phé i, 1Jam ma "t trung binh 2,91
USD trén méi don vi dit hang.

Ghi chi: quan diém cua Suria vé  Amazon,com khié n dng duge
cong @6 ng da u tu danh gia cao. Hét nhu Henry Blodget cua Merrill
Lynch d3 ghi diém nho nhimg nhan xét ca ngoi Amazon trén con
duong di Ién, Suria tao duoc thanh danh la nho nghi ngo Amazon
dang trén con duong di xud ng. Khi Suria vé danh trude @6 tir nhiém
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khoi Lehman Brothers vao thang TAm nidm 2001 dé tr¢ thanh gidim
d6 ¢ quan tri cua Duquesne Capital, c6 ngan quy bao trg 1én dé n 4
ty USD, tin dugc néu thich dang trén to Business Week (to nay tham
chi con cho in 4nh 6ng ta) va trén cac 4 n pham khéc.

Vao thang Muoi ndm 2000, Amazon.com cho Wall Street tha"y
minh dang thay déi phuong thire tiéu tié n nhu pha. Cac nha phan
tich ngac nhién mot cAch hai long khi tha 'y cong ty b4o quy ba chi
phi 25 xu mét ¢ phié u, con s6  r6 rang 1a tha p hon sy uéc doan 33
xu mot ¢d phié u cua ho. Chi phi hoat dong tinh trén doanh s6” trung
binh giam tir 22% xud ng 11%. Muc chénh gia gop 1a mot ky luc cua
cong ty 1a 26%, ting so v6i 20% cua nim trude. Tham chi con t6 't
hon nita khi sach/nhac/video thuc sy mang dé n loi nhuan, kié m
duoc 25 triéu trén doanh s6~ 400 triéu USD.

Mic du thanh tich 4"y tao mét ct hich tam thai cho chimg khoan,
khi Amazon.com budc vao nam 2001, giao dich chi ¢ mirc 13 USD.
Khi gi4 tié p tuc sut giam, Benzos ctr khiing khing rd ng “cong ty
khong phai la chung khoan.”

Gi4 chimg khoang sut giam 1a mot pha n cia 40 mong tan tanh cua
cac cong ty cha m com. Khoang d4 u nim 2000, bot bong boéng ngén
tir Internet v& tung va cac voi nd i da u tu mao hiém bij khéa chit.

Amazon da dua vao gia chimg khoan cao voi voi dé thu htit doanh
thu tir cac cong ty ma n6 da u tu. Chang han nhu Living.com, cong ty
ban d6 dac truc tuyé n c6 hira tra 10 triéu USD mét nim cho dic
quyé n dugc hoat dong trén Website cia Amazon.com. Miia hé nim
2000, Living.com ché 't ciing nhu pets.com va HomeGroccer.com
(duwoc mua boi Webvan). Mot nam sau, Webvan (trong d6 Amazon s¢
hiru 6% tié n v n tir cude da u tu cia nd vio HomeGroccer) sip
tiém. Trang Web bd n tudi 1a Kozmo.com chuyén dich vy giao hang
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trong mot gio, noi ma Amazon da da u tu 60 triéu d6 cud i nim 1999
ciing chiu chung s6  phan.

KINH DOANH QUO CTE"

Kinh doanh néi dia dinh tré. Amazon chuyén huéng chu ¥ sang
nhiing hoat déng qud cté .

Nam 2000, Amazon mo thém cac cra hang a0 ¢ Phap va Nhat bén
canh cac hoat dong dang c6 tai My va Puc. Thang 8, cong ty ra mi t
tai Phap trang amazon.fr noi cung cA p sach, nhac, video, va dia ky
thuat s6 truc tuyé n—14 n 4 u tién Amazon banta tcabd n
duong day san pham cling ldc trén mot trang Web moi. Pay ciing 1a
1a nda u cictrang Web qud cté cia Amazon duogc xay dyng tir ban
nhap — boi cdc nhan sy dugc thué tir cac nha ban sach va ban 1€ truc
tuyé n Phap tai Fnac.com va Bo Van hdéa Phap. No6i dung trén trang
nay hoan toan ba ng tié ng Phap.

Amazon phai hoc cach xoay x¢ vai nhirng quy dinh chat ché tai
Phap vé  kinh doanh sach vé — vi du mét quyén sach khong dugce ban
giam gid qua 5% — cho nén n6 phai canh tranh vé  dich vu khach
hang, bao g6 m bang suu tap, t6 ¢ d6 va do tin cay. N6 tré thanh nha
ban 1é @4 u tién — truc tuyé n hay khéng truc tuyé n — cung tng dich
vu khach hang 24 gio/ngdy, 7 ngay/tud n. Dich vy ban da u duoc
chim so6c boi d6i ngii nhan vién noéi tié ng PhAp tai tong dai dién
thoai lién Au caia Amazon tai The Hague. Song trong dong thai ci 't
giam chi phi, co s nay bi dong ctra vao thang 1 ndm 2001. 240 nhan
vién duge @& nghi nhan viée tai tong dai dich vu khach hang tai
Regensburg, Puc va Slough, Vuong qudé ¢ Anh. Mot trung tAm phin
ph6 iga n Orléans ¢ trung tAm nude Phap chira 80% hang hoa duoc
quang béa trén trang Web.
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Thang Muoi Mot nam 2000. Amazon.com khai treong trang Web
tié ng Nhat 1a Amazon.co.jp. Nhat vo n 14 thi truong nuée ngoai 16n
nha t cia Amazon véi 193.000 khach hang va doanh s~ hang nim
14 34 triéu USD. Hoat dong bao gd m cac vin phong & Tokyo, mot
trung tdm phan phoé i ¢ Ichikawa va mét trung tAm dich vu khach
hang & Sapporo. Trang Web dugc thié t ké~ dic biét cho thi truong
Nhat va chiéu theo luat phap Nhat cA m chié t kha u cao. Thang Bay
nim 2001, khi Amazon.com thém dich vu cung ca p CD va video,
ngudi ra t ning dong trong quang c4o 1a Bezos mic bo d6 ng phuc
nhan vién giao hang cua Nippon Express (1a mot cong ty hau cA n 16n
nha t nudc, lo phan phd i hang cho Amazon tai Nhat) va dich than
giao don hang d4 u tién cho mot gia dinh nguoi Nhat, ¢t quan hé
cong chang duogc ghi nhan boi dam dong 350 nha bao va duoc phat lai
thuong xuyén trén truyé n hinh Nhat. Pugc quang ba nhu vy,
amazon.co.jp chang bao 1au x& p vao trong top mudi thuong hiéu
duoc nhan dién ro6 nha 't nude.

Amazon hy vong doanh s6~ qué cté” s& dat hon 50% thanh qua
kinh doanh cua né vao gitra nam 2005.

DICH VU PHAN PHO I VA PAP UNG TRON VEN

Amazon di tao ra mét trong nhiing kinh nghiém vé Website t5 t
nha "t va c6 duoc hé tho ng phan phé i va dap tng tron ven nhu ci u
khéach hang bao quat nha "t caa nganh ban 16 My — ha u hé "t 14 duoc
tao dung tir con s6 0. Khong ngac nhién khi Amazon van van dung hé
thd ng d6 va c6” tim ra cach tan dung nhitng hiéu qua duge nang cao
tai cac mang ludi rong mot triéu mét vuong cua cac trung tam phan
phd i noi Amazon chon, ddng goéi va chuyén giao hang triéu mén
hang khac nhau, @& n hang triéu nguoi khac nhau mdi ngay.

Hé thé ng qua thié u hiéu qua. Jeff Wilke, nguoi duge tuyén dung
vao mua thu nim 2000 1am giam d6 ¢ dié u hanh moi cia Amazon

https://thuviensach.vn



cho Margaret Popper cua to Business Week hay ri ng 6ng ra t ngd
ngang trude tinh trang t6 chtre bira bai ma dng tié p quan. Cac san
pham khié m khuyé "t ni m hang d6 ng trén nhié u ké hang. Céng
viéc giao cac san pham nay hoic san pham kia — chang han ca xe tai
dao lam bé p — xua "t hién bi 4n v nd m won ra trong nha kho.
Khong ai bié "t phai lam gi va ai 1a nguoi chiu trach nhiém. “Chiing t6i
giir tA t ca — chi bié t gitt nhu thé”,” — Wilke bang hoang. “Chting t6i
cha "t no 1én ké va noéi: ‘“Toi khong bié t, dié u hé trong nha t1a
khach hang.”

Thao nao Lauren Levitan, nha phan tich tai Robertson Stephens
no6i: “Cang bié t rd nhirng chuyén vé van ho da 1am, t6i cang tin van
c6 chd cho sy phat trién.”

Amazon.com mé qua nhié u nha kho dén su ting truong phi
thuong khong bao gio thanh hién thuc. Ngay 30 thang 1 nam 2001,
Amazon théng bao si p déng ctra mot trong nim trung tAm phan
phd i tai McDonough, Georigia va n6 thu hep lai con ¢ khu vue
Seattle DC chi cho mila mua si m. Bezos thira nhan “Chting t6i da
xay dung thtra cong nang mot chut.”

Cung liic, Amazon sa thai 1.300 ngudi, chié ' m khoang 15% toan
b6 nhan luc. Con sé6” 4"y bao g6 m 850 ngudi ¢ Seattle, nhié u nguoi
thudc bé phan cham séc khach hang. Nhitng nhan vién bi sa thai duogc
dé nghi chuyén sang cac tong dai hién c6 tai Grand Forks, ba ¢
Dakota va Huntington, T4y Virginia. Phai n6i khéng c6 nhié u nguoi
nhén viéc. Vai thang sau, Amazon huy bé k& hoach 40 triéu USD x4y
thém co s¢ phu rong 75.000 mét vuong gitp nhan doéi dién tich ban
doanh cua né trén d6 i Beacon, Seattle. Cong ty cling ba t da u cho
thué lai vai kho i nha thudc khéng gian van phong trong mét cao 6 ¢
tai khu vue khac caa thanh phd . Nhitng nuée di @6 thira nhéan su
cham lai trong phét trién cia Amazon.com — va cia nganh ban 1é trén
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Internet noi chung — tra lai nhimg khoang tr6 ng khong gian cA n
thié t.

Pé t6 ra nghiém tdc trong nd luc tré nén hiéu qua hon dé thu duoc
loi nhuan, Amazon d6 ngy yéu ca u cho Saul Hansell, nguoi phu
trach muc tié n té va kinh doanh cua to New York Times, bo ra ba
ngdy quan sat nira ta cuéc hop vé  quan tri kiém ké, dinh gia va dich
vu khach hang. D6 1a mét cai nhin dang nhg, dau don va ngd ngang
chié u vao mét cong ty dang tai tao ban than dé hoat dong hiéu qua.
Hansell vié t ri ng 6ng ta chung kié n “mét cong ty dang vat 16n
bi ng moi cach dé bié n ting truong thanh loi nhusn. Nhié u cude
hop ra quyé t dinh trong tud n1é @4 u thang Nim tap chi vao viée
dwong da u véi dong thac dir liéu tir mot hé thé ng ké” toan mdoi, 1a n
da u tién tinh toan xem d4 1am ra va thua 15 trén mdi san pham ban
ra. Hé tho ng xem xét chi phi cua cong ty cho viée van chuyén, doanh
s6 thuong xuyén va 47yé utd khac

K& t qua that khéng tuéng tuong néi. Hon 10% san pham ban ra tir
d6 "~ dién tt, nha bé p va dung cu bi thua 13; 5% 1a sach, nhac va san
pham video — va d6 1a khu vuc ho kié 'm ra tié n. Hau quéa 1a Amazon
cd” cai thién viée dong goi, tim nhirng thoa thuan hoi hon voéi nguoi
b4n va ting gia hay loai bo nhimg mén ma 't tié n. Mot san pham bi
loai bo 14 chan ci m né n, 1a chié ¢ chén thuy tinh to chva dad d6 da'y
nude cho né n ndi 1én. Mot khach hang buc minh giri chan dung né n
lai cho Amazon b6 n 14 n vi d4 1am v& thiy tinh méi 1a n chuyén
cho.

Jeff dwa ra mot 16i tuyén b6~ dang ngac nhién trén to Times rd ng
ngay ca tinh thié u hiéu qua ciing 1 mét pha n caa ké” hoach.
“Chiing t6i da dut khoat va quyé t dinh xay dung 16, du ching t6i hy
vong chi xay dung 16~ it thoi. Né u khong lam thé~, chd ¢ chiing t6i
da khié n khach hang tha "t vong nhu nhié u cong ty kinh doanh trén
Internet, va ching t6i khong thé t6 n tai.”
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Ban bié "t Amazon t6 ra nghiém tiic v&  tinh hiéu qua khi n6 lam
dié u khong tuong ndi: n6 ba t da u lién ké t véi bén ngoai luu kho
va chuyén mot s6  san pham nhu sach va may tinh c4 nhan. Sau bao
nim c6 dam phan véi cae nha xua t ban va ban hang khéc trong viée
b4n hang truc tié p cho no, va gat bo bude trung gian — Amazon tinh
toan ra ng cd thé giam chi phi ba ng cach mua mét pha n kho'i
lugng sach tir cAc nha phan phd i vé n hiéu qua hon nhié u nha
xua t ban. “H& dong & n san pham nao 1a chang t6i lai to ra thié u
hiéu qua,”— Lyn Blake ph6 giam d6 ¢ phu trach mua ban caa Amazon
noi voi mot nhoém cac nha phan tich chung khoan.

Thang Sdundm 2001, Amazon thu xé& p véi nha phan phé i16n 1a
Ingram Book Company d@é chuyén giao mot sd  sach cho khach hang
ciia Amazon, mot dong thai c6 thé 1am giam mét nua chi phi giao sach
tron goi va giam chi phi luu kho.

Trong khi lo lam sao hoat dong hiéu qua hon, Amazon ban cho cac
cong ty bén ngoai quyé n sir dung hé thé ng hoat dong va cac trung
tam phan pho i. Amazon lién ké "t véi Borders Books & Music va bo
phan borders.com cta n dé cung ca p cho borders.com cic tht nhu
luu kho, chu toan cac don dat hang va xu Iy dich vu khach hang cua
n6. Amazon nhan doanh thu trén téng doanh s6” cua borders.com va
tra borders khoan hoa hd ng. Trang Web mang tén “Borders lién
ké "t véi Amazon.com” duge ra mi t vao thang TAm nidm 2001, cho
phép khach hang cta trang Web truy cap vao danh sach cua Amazon,
chon sach, nhac, video va dia digital video, n6 cting duoc hd tro thong
tin vé  vi tri c4c cira hang cua Borders va lich cac su kién tai c4c cira
hang. Borders dung hang thir 3 trén thi truong sach tryc tuyé n véi
27 triéu USD ban trong nam trude, sau Amazon (1,7 ty USD) va
barnsandnoble.com (320 triéu USD). Thoa thuan c6 tinh biéu tuong
hon 14 tié n bac cho Amazon, song né 1am hai 1ong Phé~ Wall dang
thac duc n6 d6 i tac voi mot cong ty truyé n thd ng “bé tong cd 't
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thép.” Amazon di dé n thoa thuan tuong tu véi day chuyé n hiéu sach
dit co s& ¢ Vuong qud’ ¢ Anh 1a Waterstones thuoc thanh phé”
Circuit (ban @6 dién tir), va cac cira hiéu kinh doanh nhié u loai san
pham.

TIE N SE PE N TU NOI NAO KHAC?

Pé tim ra nhitng hinh thire kié”m thém doanh thu, Amazon.com
tié n hanh ban nhimng san pham dya trén thong tin tai xudé ng mang
hinh thute vat cha "t dé c6 thé chon, dong goi va chuyén ché duoc.
Benzos ménh danh nhirng thir méi mé nay la “giao hang ky thuat
s6 .” Ngoai viéc tai xud ng nhac, sach dién ta va pha n mé m, céng
ty con mé mot “cira hang tu liéu dién ti” &€ ban viin ban ki thuat s6”
ctia cac nghién ru da u tu thi truong, cac bai bao, tu liéu tham khao
va cac bai trén tap chi cung nhiing bao cao thuc hién boi Accenture,
CIBC World Markets Corp., Harvard Business Review va nhié u bai
khac vie 't vé cac dé tai trai dai tir chié n luge tié p thi va thuong
mai dién tir d& n 1ap trinh may tinh, vién thong — thong tin. Né u dat
hi¢u qua, Amazon sé mo rong nhirng cung trng tuong tu voi luat phap,
y khoa, gido duc, giai tri va cac nganh cong nghiép 1t hanh.

Amazon ciing s6 hiru moét s6~ dir liéu ra "t gia tri vé 30 triéu nguoi
da mua hang tir trang Web. Nam 2000, Amazon thoa thuian dugc véi
hang MGM dé quang ba cau chuyén hai lang man Trd lai t6i bd ng
cach gui mién phi vé xem phim téi khach hang cuia Amazon.com da
thué bing phim nay. Pié u nay lam rd trude cong chiing kha ning
khai thac dit liéu cia Amazon va ré i ban chiing cho cong ty khac,
cach 1am khié n n6 phai chiju bao 16 cay 4 ng tir cac lut su bao vé
quyé n riéng tu, mot trong s nay 1a con choé ngao Electronic
Privacy Information Center, @i cha ‘m dat hop tac ban sach véi
Amazon.
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Mot nguoi ban thoi dai hoc cua t6i la Barry Lafer, cha tich cua
Lafer Manage ment Corp., mot cong ty quan trj da u tu tai New York,
tir 1au ty hoi 1am thé” nao Jeff Bezos bao gio cling c6 thé “thoat than”
ctr ba thang mot 14 n. M6t vi du hoan chinh cho dié u nay 1a thong
b4o vao thang Bay nim 2001 — cung thoi diém dua ra cic con s6  tai
chinh tam tam — 14 AOL d4 u tu 100 triéu USD vao viéc mua 6,54
triéu c6 phié u pho thong cia Amazon véi gia méi c6 phié u 15,28
USD. Thoa thuan doi Amazon phai quang ba AOL nhu 1a nha cung
ca p Internet doc quyé n cua n6 cho phép khach hang tai dich vu caa
AOL tir trang Web caa Amazon.com. Amazon khuyé ch truong mot
ctra hang truc tuyé n cung tng nhimg san pham va dich vy da dang
cia AOL Time Warner, bao g6 m viéc mua céc dich vu dai han phu.
Péi lai, cong nghé cuia AOL dugce pho i hop vao cung kénh mua si m
duva trén Web cia AOL, nhu la Shop@AOL, AOL.com, CompuServe
va Netscape.com. AOL va Amazon vo6 n da cé hop tac quang céo, qua
d6 san pham caa n6 dugce quang ba chéo qua nhimg kénh nay. Cong
nghé cia Amazon bao g6 m noi dung mang tinh cach riéng cua no,
nhirng bai danh gia va xé p hang san pham cua khach hang va nhimg
dé xui 't dya trén viéc mua si m cia nguoi tiéu dung truée d6. AOL
tra tié n dé quang ba dich vu Internet cia n6 va nhirng san pham khac
cia AOL dé n khach hang cua Amazon.

S& that thi vi khi tha "y nhitng thoa thuin nay thanh cong vi ¢6
quéa nhié u @6 i khang ro rang. Trude hé t, Amazon khong thé ban
sach trén AOL khi cong ty nay da thoa thuan doc quyé n véi
Barneandnoble.com. AOL hop tac chat voi eBay, noi da thém nhirng
san pham méi vao tinh ning cua no ciing lic Amazon mo rong danh
muc cia nhitng hang da qua s dung. (Doanh s6~ tir cac san pham da
qua sir dung cua Amazon chi dé n tir 15% tié n hoa hd ng, khong
phai tir gia tri tron ven cia moén hang. Vi chi phi cia n6 cho cac don
dat hang d6 14 t6 i thiéu, Amazon tuyén bd~ loi nhuén 1a tuong
dwong, ba "t cha p san pham b4n ra 1a méi hay da qua str dung. Sach
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cli lac nay chié t kha u 8% trén tong s6 cac chuyé n hang cua
Amazon).

CO MOT NGAY MAI?

Cau hoi bte thié "t khéng tranh khoi: Liéu Amazon.com c6 vuot
qua?

Hay nhin vao mit tich cuc: N6 dem dé n kinh nghiém mua si m
t6 t nha 't trén Web v6i danh muc tuyét voi, tién nghi, d& s dung, gia
ca canh tranh, thong tin chu yé u vé san pham va di nhién dich vu
khach hang khong ché vao dau dugc. Khong c6 nha ban 1é thua n tay
trén Web nao cung ung kinh nghiém dich vu khach hang t6 t hon va
khong c6 nha ban 1é trén Web nao giéi hon trong viéc dic ché” trang
Web va nhirng tinh nang ctia n6 danh cho c4 nhan khach hang.
Nhié u d6 i thu canh tranh cua né da bi chon su trong nghia dia
cha m com, trong khi Amazon, ngay khi nhitng dong nay dugc vié 't
ra, van c6 tié n trong nha bang.

Cong ty to ra bié t tap hop nhitng hanh dong hiéu qua va sau ciing
c6 thé sinh 16i. Né u Amazon tim ra cich dung pha n chia hoi cua
kha ning phan phd i, né c6 thé ké m ché” t6 t hon céc chi phi. Uéc
tinh chi phi phan phd i cia Amazon (g6 m ca chuyén ché) chié m tu
14 8" n 16% doanh thu. Né u ci’t dugc mot nira, Amazon c6 thé dat
muc l1ai rong tir 7 tdi 10% — so sanh dugce véi mac thu trung binh cua
nha ban 1¢ theo danh muyc. Tuy nhién cai mau loi nhuan nho xfu d6
budc ta phai tra 16i cdu hoi: Bao nhiéu gid 'y muc da do ra vi cac cau
chuyén vé  Amazon.com (g6 m ca gid y muc nhing gi ban dang doc)
chi nhd m vao mot cong ty kié m tié n ciing mutc d6 va kha ning nhu
Sharoer Image hoic Eddie Bauer? C6 1& thé .

Va lai Amazon.com dang trong top 50 thuong hiéu duoc nhan dién
nhié unha tthé giéi — mot ky cong dang ngac nhién so voi mot
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cong ty tré trung va doanh s6~ bé nho so véi nhirng nha ban 1¢ 16n
nha 't thé giéi. Sau hé 't, Amazon.com chi 1a nha ban 1¢ dung tha 93
tai My, theo Hiép hoi Ban 1é¢ Qud ¢ gia. Vao lc t6i vié t nhitng dong
nay, noé c6 chung 30 triéu nguoi dung trén 150 quo ¢ gia.

Vé  khia canh tiéu cyc trén s6 sach, cong ty mang khoan ng ga n 2
ty. Gitra nim 2001, mot pha nba consé” 30 triéu nguoi tiéu dung da
khong mua si m gi trong 12 thang truéc d6. Cac hoat dong qud c té”
nhin toan cyc 1é thé khong sinh loi. Nganh hang v6 n chu luc cua
Amazon la sach, nhac va video cham lai, va mirc chi phi cho doanh
nghiép dé n ngudi tiéu ding trén Web ting toan dién, theo Forrester
Rearch. Chinh Bezos phat biéu truéc mot cir toa cadc nha ban sach tai
Book Expo America vao thang Siunam 2000 la trong 10 nam, chi
chimg 15% doanh s6~ dién ra tryc tuyé n. “Thé” giéi thue van 1a
phuong thtre t6 t nha 't ting duoc phat minh,” — anh néi véi nhém cir
toa. “Chung ta la chung loai thich 1am theo nhau.”

Va bié t dau cac cudc td n cong vao trung tAm thuong mai thé”
gidi vao ngay 11 thang 9 nim 2001 sé tac dong dé n thoéi quen mua
sd m cta moi nguoi?

Amazon.com c6 thé thanh céng va thu loi nhuan khi ban cac san
pham khong phai 1a sach, nhac va video? “Céc nganh kinh doanh méi
ctua chung t6i dang ba "t nhip véi cude s6 ng, ching s& dugce cha p
nhéan. Ban bié 't d4"y, Nordstrom bt d4 u la ké ban giay dép,” —
Bezos ndi, quén di thuc t8” Nordstrom ban gidy tir 65 nim trude khi
m¢é mang budén ban qua n 4o va trang phuc.

Né& u cic ban cb ai quyé 't tin vao ké t luan rd ng Amazon.com sé&
t0 n tai, cAu hoi van con d6: N6 s& 1a kiéu cong ty nao? S& 1a nha ban
1¢ doc 1ap kiéu Wal-Mart trén Internet hay sé tro thanh mot bo phan
cia AOL Time Warner hoiac mét cong ty dich vu chuyén lo cac giao
dich trén Web cho cac cong ty khac?
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Sau khi nghién ctru va theo doi cong ty nay trong ba nam, t6i co
cam gidc Amazon.com s& tié p tuc té6 n tai theo hinh thire nao d6 —
nhung khong phai hinh thte nhu chiing ta tha "y hém nay. T6i nghi
cdng ty sau ciing s& duge mua lai boi mot hang khac bié 't truyé n ky
luat thyc tién va cdc nguyén ti ¢ quan tri so dang, va khong nga n
ngai dié u chinh nhirmng saild m d#t gi4 trong qua khu. Céc img vién
hop 1y 1a AOL Time Warner, Microsoft, hoac Wal-Mart. (bao 1oi
d6 n da daylén hé inim 2001).

Amazon.com da gianh dugc danh hiéu doanh nghiép thuong mai
dién tr quan trong va c6 anh huong nha "t trong lich sir. N6 nén duoc
chao dén nhu mot cong ty 3@ mang dé n céng nghé xua tsi c, su tiy
bié n theo nhu ¢4 u nguoi dung khong c6 @6 i thu, va hang triéu
ngudi dung moi dé n véi mang toan ca u. Va Jeffrey Preston Bezos s&
duoc nhé mai 1a nguoi c6 da u 6c hdo huyé nxui tsi ¢, dutivé't,
nhung da thuc hién duoc nhitng gia ¢ mo coa minh.

Bié tra sao ngay sau, song day la mét cau chuyén trén ca tuyét
\(
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Gat sang bén ta t ca moi gido dié u kinh doanh cii mon kinh
nghiém dé xay dyng nén doanh nghiép theo phong cach c6 phuong
phap, cac doanh nghiép trén Internet da van dung cach tié p can kinh
doanh phat trién bi ng moi gi4, khong ca n loi nhuén, gianh 14"y thi
pha n thyc thé cang nhié u cang t6 t trude khi c6 ké nhay vao. Trang
thai tinh tha n nay duoc xem 1 “Phat trién thd ntd ¢”

— Robert Reid, Nhiing nha kié n tao Web
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Céach b0 tri nay dwgc van dung tir co cdu to chitc noi tiéng “7-S” cuia cong
ty McKinsey.

1. Dinh luat nay c6 thé dwgc hiéu la c sau moi nam, ngwoi tiéu dung vai so
tién it hon lai cé thé mua duwgc mét bo vi xr 1y manh gap doi.

2. RFID: c6ng nghé nhan dang bang tan s6 séng v6 tuyén, mot cong nghé
ho trg qua trinh nhap dir liéu, gidp cac cong ty, dai 1y c6 thé quan ly san
pham cta minh, biét rd s6 lwgng san pham cia minh trén cac gia hang ciing
nhv trong kho bang cach dan cac thé RFID Ién san pham. Céng nghé nay cé
thé dugc stt dung dé thay thé cho viéc stt dung ma vach ngay nay.

5. Sach do Alpha Books mua ban quyén va sé xuat ban cting bd vdi Pao
chiéu (Zag) va Sang tao (Designful Company).

6. Cudn sach nay da dugc Alpha Books mua ban quyén va sé xuat ban trong
thoi gian tdi.

7. Sach da dugc Alpha Books chon dich va xuat ban BUILDING STRONG
BRANDS (XAY DUNG NHUNG THUONG HIEU MANH).

3. Sach do Alpha Books dich va xuat ban.

4. Mot hinh thitc tht rwgu trong d6 nguwdi thir khong duwge biét nhan mac
cua loai rvgu va phai doan xem huwong vi do la caa loai regu nao.

1. Phwong phap Duy Tué: Tén tam goi ctia mot s6 phuwong phap dugc phat
minh qua trdi nghiém cta tac gia, nham gitp 6n dinh dau 6c ctia con nguoi.
2. Phat Tam Danh: Tén Phat duwgc tac gia Duy Tué trao cho moi Hién gia
Minh Triét

1. Hao (3£, yao) dugc biéu dién dudi dang cac doan thing ndm ngang; moi
hao nay c6 thé 1a Duong (dudng lien nét) hay Am (duong diit nét bao gom
hai doan thang cach nhau mot khe nho).

1. Cuyu Cha tich kiém Téng giam déc Tap doan General Electric.

(1) Jupiter Research: Hang khao sat truc tuyén noi tiéng cia My (ND)

(2) La loai thé khach hang than thiét, dung dé tich diém thudng sau moi lan
giao dich mua hang cua khach. “bBiém” dwogc tich liy c6 thé dwgc khau trir
hodc doéi 1ay hang hoa, dich vu & nhitng diém giao dich thudc don vi chap
nhan thé (ND)

(1) Nguyen van: Happen (ND).
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(1) Cum tir “Occam’s razor” dwgc duwa ra tr nam 1852 dwa trén nguyén tac
ctia nha than hoc, tu si va luat sw ngudi Anh — Cha William Ockham
(d’Okham) (ND).

(1) Thai Ha Books lién két véi Nha xuat ban Pai hoc Kinh té€ Quoc dan xuat
ban va phat hanh nam 2010 (ND).

(2) Nghién cttu cac tinh huéng chién thuat trong dé cac doi thua lya chon
hanh dong khac nhau dé c6 thé t6i da hda két qua nhan dugc. (ND)

(1) Adrenalin l1a 1 loai ho6c-mon do tuyén thwgng than tiét ra, cé tac dung
lam co mach (nhwng lai lam gian mach & nao), tang nhip tim, lam co co,
tang lwu lvong mau. Ngoai ra no cling la chat lam tang strc manh va siic
chiu dung cua cac co (ND).

(1) Nguyen van: problem (ND).

(2) Mot hop chét héa hoc cé doc tinh rat cao (Bang A) (ND).

(3) Thwong hiéu thu6c gidm dau ctia Johnson & Johnson, khéng chita
aspirin nén hiéu qua diéu tri kha tot va dwgc tiéu thu rat manh (ND).

(4) Nguyén van: Fifth Amendment: Khong ai cé thé bi twdc doat sinh ménh,
tw do hay tai san ma khong thong qua thua tuc cong chinh cua luat phap ngay
ca khi ngwoi ay la mot t6i nhan (ND).

(1) Western Electric: M0t cong ty vién thong 16n cia My (ND).

(1) Tht twong trung cho tién khi choi bai, c6 thé quy doi thanh tién sau khi
két thic van bai (ND).

(1) Nguyen van: Debt Psychology (ND).

(2) Trong tam ly hoc, tam 1y dong hoc nghién citu vé moi quan hé cia nhiéu
khia canh khac nhau vé y thitc (mind), nhan cach (personality) va linh hon
(psyche), nhitng van dé nay c6 quan hé chat ché véi nhitng van dé vé tinh
than, xdc cam, hodc dong co, dac biét la & cap do vo thiecc (ND).

(3) Thu nhap con lai sau khi tra thué (ND).

(4) Nguyén van: Four Horsemen of the Apocalypse (ND).

1. Enron: Tap doan nang luvgng hung manh, tirng c6 tén trong danh sach
nhitng cong ty phat trién nhat nwdc My, thanh 1dp ndm 1985, va phé sén
cudi nam 2001.
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2. Douglas McGregor (1906-1964): Gido suw chuyén vé Quan ly tai Truong
Quan Iy MIT Sloan, cht tich truong Cao déng Antioch tir 1948-1954. Ong
cling giang day tai Hoc vién Quan ly Calcutta, An Dd. The Human Side of
Enterprise, cuon sach ndi tiéng xuat ban nam 1960 ctia 6ng, da anh hwéng
sau rong t6i thye hanh giao duc.

3. William Edward Deming (1900-1993): dugc coi la cha dé cua quan ly
chat lwgng” vdi nghién ciru “kiém soat chat lwgng bang phuong phap thong
ké”, dong thoi dugce thé gidi thira nhan 1a “c6 van trong nganh théng ké
hoc”.

4. Hamlet: nhan vat trong va bi kich cung tén cua nha soan kich vi dai
ngwoi Anh William Shakespeare. “To be or not to be” (T6n tai hay khong
ton tai) la cau thoai noi tiéng ctia Hamlet.

5. Edward Lee Thorndike (1874-1949): nha tam 1y hoc noi tiéng nguoi My.
Cac cong trinh ctia 0ng tap trung nghiéen citu hanh vi va qua trinh hoc hoi.
Ong ciing 1a ngwdi dit nén tang khoa hoc cho bd mén tam 1y hoc gido duc
hién dai.

6. Fortune 500: Danh sach 500 c6ng ty hang dau nwéc My theo danh gia
cua tap chi Fortune.

7. Dao luat Sarbanes — Oxley (hay con goi la Pao luat Sarbox) dugc ban
hanh nam 2002 tai My nham bdo vé lgi ich ctia cdc nha dau tw vao cac cong
ty dai ching bang cach budc cac cong ty nay phdi cai thién si dam bao va
tin twdng d6i véi cac bao cao, thong tin tai chinh cong khai.

8. Nguyén goc la “released-time”: mot khai niém dwgc st dung tai hé thong
cac treong cong cua My, khi do cac hoc sinh ¢ day sé dwgc luat phap cho
phép nhan dwgc nhitng chi dan, gido duc vé tén gido.

Kaizen: Cai tién lién tuc.

Big Bang: Tén goi hoc thuyét vé vu n6 16n hinh thanh nén vii tru

Midwest (con goi Middle West, hay The Heartland) gom 12 bang mién
Trung Tay Hoa Ky: Illinois, Indiana, Iowa, Kansas, Michigan, Minnesota,
Missouri, Nebraska, North Dakota, Ohio, South Dakota, va Wisconsin.
Carl Gustav Jung (1875 - 1961): Nha tdm than hoc nguwdi Thuy Si, nha tw
twong 16n va la ngwoi sang lap ra nganh phan tam hoc.
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Tau con thoi Challenger bi n6 tung sau 73 gidy roi khoi bé phong vao ngay
28/01/1986, lam thiét mang toan bo 7 thanh vien phi hanh doan. Tham hoa
nay budc Chinh phu M¥ phai ngung chuwong trinh tau khong gian trong hai
nam rudi sau do.

Entropy (en-tro-pi): Trong nhiét dong lyc hoc, entropy nhiét dong lyc (hay
goi don gian la entropy), ky hiéu dS, 1a mot don vi do lwong khéi lvgng
nang lwong dQ phat tan/hap thu khi mot hé vat ly chuyén trang thai tai mot
nhiét do tuyét doi xac dinh T (dS =dQ/T).

Nguyén van: Problem. Tac gia dé cap dén 'van dé' nhw mot yéu cau, mot vu
viéc, mot tinh trang... can duwgc gidi quyét nhanh chéng va thau dao dé thoa
man ky vong ctiia mot ca nhan hay t6 chitc nham tranh cac thiét hai c6 thé
Xay ra.

'"Thay doi va cai tién lién tuc' 1a nguyén tac ma cac cong ty Nhat luén ap
dung, n6i bat nhat 1a hang TOYOTA, con dugc biét dén vdi tén goi 'Phuong
phap KAIZEN, titc cdi tién, cai tién, va cdi tién lién tuc.

Trong “The Act of Creative”, Arthur Koestler can ct trén luan dé “... tinh
doc daosang tao khong c6 nghia la tao ra hodc lam phat sinh mot hé thong y
twéng tir cai khong, ma ding hon la tir sy phdi hgp nhitng mo hinh tw duy
tirng ton tai vitng chac thong qua tién trinh trao doi chéo”. Koestler goi tién
trinh nay la bisociation. Nhw vay,cé thé hiéu bisociation la két qua twr su két
hop nhitng diém twong dong bat ngo dé tao ra nhitng kiéu két hgp mai.
Nguyén van: To have a highway.

Analysis Paralysis

Poster: Bang hiéu, ap-phich minh hoa.

Heuristics: Phwong phap gidi quyét van dé bang cach danh gia kinh nghiém,
tim giai phap qua th nghiém va sta chita sai sot.

Nguyén van: Curiosity kills the cat.

Tan chdy - unfreezeing - 1a xu hwéng con ngudi di tim mot béi canh ma ho
cam thdy an toan va cé thé kiém soat dugc.

Ban c6 thé st dung cac giai doan hodc cac buwdc (phan A) va cac mirc do
tham gia (phan B) dé xac dinh nhitng yéu t6 ban can chon tir ba phan con
lai (phan C, D, E).
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La phuwong phap do Jiro Kawashita ( J K ) dé xwéng vao nhitng nam 1960.
Theo phwong phap nay, moi nguwdi trong nhém sé viét y twdng cia minh ra
gidy, tim cac y twdng co6 lién quan, sap x€p cac td gidy ghi y twéng thanh
nhom cho dén khi tat ca y twédng déu duge phan loai dé danh gia va lva
chon.

Nhém chat lvgng la mét nhém tinh nguyén lam cau noi véi ban giam déc
trong viéc dé xudt cac y ki€ n, sang kié n cai thién chat lwvgng cong viéc, san
pham , diéu kién san xudt nham nang cao hiéu nang hoat dong cta t6 chirc.
Nguyén van: No one is as smart as all of us.

Nguyén van: Attitude is everything.

(*) STEP: _Social — Xa hoi, Technological — Cong nghé, Environmental —
Moi treong, Politi-cal — Chinh tri; STEEP: _Social — Xa hoi, Technological
— Cong nghé, Economic — Kinh té, Environmental — Moi truong, Political —
Chinh tri ; PESTLE: _Political — chinh tri, Environmental — moi treong,
Social — xa hoi, Technological — cong nghe, Legal — Phap luat,
Environmental — Moi treong.
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