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Loi gioi thiéu

woc ta dang budc vao thdi ky cong nghiép héa, hién
dai hba nham dwa Viét Nam trd thanh nudc cong
nghiép van minh, hién dai.

Trong sy nghiép cdch mang to lon dé, cong tdc dao tao
nhdn liwe ludn gitt vai tro quan trong. Bdo cdo Chinh tri ciia
Ban Chdp hanh Trung wong Ddng Cong sdn Viér Nam tai
Pai héi Ddng todn qudc ldn thit [X da chi ro: “Phat trién
gido duc va dao tao 12 mét trong nhiing dong luc quan trong
thic day su nghiép cong nghiép héa, hién dai héa, 1a didu
ki¢n dé phat tri€n nguén luc con ngudi - véu 6 co ban dé
phét trién xa hoi, ting truémg kinh t€ nhanh va bén viing”.

Qudn triét chu truong, Nghi quyét ciia Ddng va Nha nude
vd nhdn thiic diing ddn vé tdm quan trong ciia chicong trinh,
gido trinh doi véi viéc ndng cao chdt liuong dao tao, theo dé
nghi cia 8¢ Gido dyc va Dao tgo Ha Noi, ngay 23/19/2003,

Uy ban nhan dan thanh phd Ha Noi da ra Quyét dink s

5620/0D-UB cho phép §¢ Gido duc va Dao tao thuc hién dé
dn bién soan chwong trinh, gido trinh trong cdc truong Trung
hoc chuyén nghiép (THCN} Ha Noi. Quyét dinh nay thé hién
su quan tdm sau sdc cda Thanh ily, UBND thanh phé trong
viéc ndng cao chdt lwong dao tao va phdt trién nguén nhdn
hec Thit do.

Trén co so chuong trinh khung cia B¢ Gido duc va Pao
tao ban hanh va nhitng kinh nghiém rit ra tit thuc 16 dao rao,
§¢ Gido duc va Pao tao dd chi dao cdc trucmg THCN 16 chitc
bién soan chuong trinh, gido trinh mot cdch khoa hoc, hé
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théng va cdp nhdt nhitng kiéh thire thuc tién phu hop voi doi
tuong hoc sinh THCN Ha Noi, |

Bo gido trinh nay la tai ligu gidng day va hoc tdp trong
cdc truong THCN o Ha Noi, dong thoi la tai ligu tham khdo
hitu ich cho cdc trirdng ¢6 dao t@o cdc nganh ky thugr - nghiép
vu va déng ddo ban doc quan tam dén vin dé hicéng nghiép,
day nghé.

Viéc 10 chirc bién soan bé chuong trinh, gido trinh nay
la mgt trong nhidu hoat dong thiét thuc cia nganh gido duc
va ddo tao Thii d6 dé ky niém “50 nim gidi phdng Thit do ",
30 ndm thanh ldp nganh” va huong 16 ky niem “1000 nam
Thang Long - Ha Noi ™.

Sd Gido duc va Péo tao Ha Noi chdn thanh cdm on Thanh
uy, UBND, cdc s, ban, nganh ciia Thanh Phé, Vu Gido duc
chuyén nghiép Bé Gido dyc va Pao 1ao, cdc nha khoa hoc, cde
chuyén gia ddau nganh, cdc gidng vién, cdc nha qudn 1y, cdc
nha doanh nghiép dd tao diéu kién giup dé, dong gép v kién,
tham gia Hoi déng phdn bién, Héi dong tham dinh va Hoi
dong nghiém thu cée chuong trinh, gido trinh.

Day la ldn ddu rién S¢ Gido duc va Dao tao Ha Noi 16
chiic bién soan chuong trinh, gido trinh. Dy di hét sic c6
gdng nhung chdc chdn khéng tranh khéi thicy sot, batr cap.
Chiing 101 mong nhdn dwoc nhimg Yy kién ddng gop ciia ban
doc dé ting budc hoan thién bo gido trinh trong cdc ldn 1di
bdn sau.

GIAM POC $3 GIAO DUC VA DAO TAO
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Chu’dng 1
KHAI QUAT CHUNG VE MARKETING

Muc tiéu

- Hiéu khdi niém Marketing.

- Nhdn biét doi tuong nghién citu ciia Marketing.

- Phan tich dugc chirc ndng va vai ro ciig Marketing.

- Trinh bay duoc 2 ngi dung nghién ciu ciia Marketing.

- Phan tich duoc khdi niém va vai tro ciia Marketing trong cde bai tdp tinh hudng.

L. LICH SU HINH THANH VA PHAT TRIEN VE MARKETING

1. Lich sir hinh thanh va phat trién vé Marketing

Thuat ngi "Marketing” xu4t hién 14n d4u tien tai My vao ddu thé€ ky 20.
Mon hoc méi nay dugc cic trudng dai hoc thuong mai bat ddu giang day & My
vao nhiing nam 30 va dugc phé bign réng rii vio thap nién 50 cua the€ ky 20.

VE mat tir vung hoc, Marketing dugc ciu thanh tix ngit cin Market - thi
truomg (trong ti€éng Anh) va tiép ngit - ing: dién t& mot trang thai cha dong,
dang dién ra. Do vay, thuat ngir Marketing him chia nhimg bién phip nang
dong nhim dén viéc tic dong vio mot thi trudmg nao dé.

Cudc cich mang cong nghiep lan thir nhat dién ra tai chau Au vio the ky
18 di ddnh ddu méc quan trong cho hoat déng Marketing phit trién. Khoa hoc
cong ngh¢ da gidp cho kha nang cung ing nhiéu hon va nhanh hon. Lic nay,
cung da vuot qud cdu, dp luc canh tranh gay gat, doanh nghiép phai ¢6 cdc hoat
dong Marketing hé trg dic Iuc.

Ban ddu, Marketing chi duoc dit ra déi véi nhiing sin phdm tieu diing, sau
d6 né da duge nhan rong pham vi ra dsi véi ci nhiing san phim céng nghiép,
fr li€u tigu ding, dich vu, cdc t8 chic, cic dia phuong,...
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Trong nhimg giai doan ddu nghién cty, Iy thuyét Marketing chi gin véi
nhimg van dé tiéu thy, nhung ngiy nay pham vi nghién citu da bao qudt ca
nhitmg vin dé c6 truée khi tidu thu nhu: nghién cifu thi trudmg, khédch hang, thiét
ke - sdn xuat'sin phdm va phan phéi, khuéch truong theo diing yéu cdu dé.

2. Quan diém Marketing truyén thong va quan diém Marketing
hién dai

Quan di¢m Marketing truyén théng vi quan diém Marketing hién dai c6 sy

khic nhau vé sy nh&n manh yéu t& trong tam quyét dinh thanh hay bai clia
doanh nghiép trong kinh doanh.

Biéu I1: Quan diém Marketing truyén thong va Marketing hién dai

N¢i dung
nghién clu

Quan di€ém Marketing
truyen thong

Quan diém Marketing
hién dai

1. Su tip
trung chd y

Sén phdm.

Khach hang va thi trudtmg.

2. Xem xét
su  thanh
hay bai cua
doanh
nghiép

Theo tinh huéng no6i. Su
thanh cong cia mot doanh
nghiép chi phu thudoc vio
chinh nhiing gi xdy ra trong
doanh nghiép.

Theo tinh hudng ngoai. Doanh
nghiép phu thudéc vio moi
trudng xung quanh v phéi luon
thich \ng vé6i su bi€n dong cha
mol trudng dé.

Nha
phén
phoi

Ngudi
tiéu
ding

3. Nhin
nhéin su
bién dong
bén ngoai

Can phdi git bi mét phan 16n
cdc hoat dong cla doanh
nghiép.

Gilt bf mat mot s6 thong tin cé
tinh chién Iuge, con lai cin phai
cOi m& véi moi trudng bén
ngoai, cé mdi lien hé t6t véi
cong ching.

4. Va ud
chi chét
dugc nhan
manh

LA moét s& bo phan trong t3
chitic néi bo doanh nghigp. Vi
du k¥ su, chuyén vién tai
chinh...

La hoat dong bin hing, diém
ti€p xdc gilta doanh nghiép va
thi trudng.
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3. Khai niém Marketing tai cac doanh nghigp trong co ché thj truding

C6 nhiéu ngudi nhdm 14n khi dong nhat Marketing véi viec bén hang hoic
la sy quang cdo don thuin. Thuc ra, tiéu thu chi la mot trong nhitg khau ciia
hoat dong Marketing ciia doanh nghiép.

Theo quan di€ém cda cdc nha doanh nghiép trong co ché thj truong hién nay
thi: Marketing Ia mét dang hoat dong ciia con ngudi nhdm thda man nhitng
nhu cdu, mong muocn ciia ho thong qua trao déi vé mot logi sdn phdm - dich vu
hao do trén thi truong,

Trong khai niém Marketing, diéu quan trong ddu tién mang tinh quyét dinh
thanh hay bai trong kinh doanh ctia cic doanh nghiép la phai nghién cdu nhu
cdu, mong mudn va yéu cdu ciing nhu hanh vi mua hang cia khach hang, sau
do ti€n hanh sdn xudt san phdm - dich vy phu hop trude khi dem ra tiéu thy trén
thi trudng thong qua cdc hoat dong trao déi va giao dich.

Nhu cdu la khdi niém rong, bao g06m nhitng cim gidc thigu hut cha con
ngudi vé mot cdi gi d6 va cdn duoc théa man. Khi x3 héi cang phat trién thi
nhu cdu co ban duge gidm manh va dugc thay thé bing nhu c4u duge "an ngon,
mac dep”, "vui choi gidi tri" va hudng thu cudc séng,

Mong mudn 1a nhu cdu dac thi, déc trung cho mot phong tuc tap quin,
théi quen tieu diing, t6n gido tin ngudng ciia mot khu vue, viing mién vi né mang
tinh khdch quan. Chang han nhu lon Coca - cola & MY 6 d6 ngot it, 46 ga nhiéu;
con ¢ Viét Nam thi nguge lai, Coca - cola c6 do ngot nhiéu va do6 ga it hon.

Yéu cdu la nhu cdu, 12 mong muén kém theo didy kién ¢6 kha nidng thanh
todn. Nhu cdu ciia con ngudi la vo han, trong khi d6 nguén luc dé thda man
nhu cdu lai c¢6 gi6i han, do vay cic doanh nghiép can phai nghien ciu k§ nhu
ciu, mong mudn va yéu cu cha khich hang, hay néi cich kh4c 12 phai c6 su
di¢u tra thu nhap qua timg thoi ky.

Hang héa 1a nhiing gi c6 thé théa man duge nhu cdu ciia con ngudi va duge
Phép chao ban wén thi trudmg dudi su din dit clia gid cd. Nhiing san phdm duoc
san Xuat ra ma khéng thoa man dugce nhu cdu thi khéng duoc goi 14 hang hoa.

Nhu vay, qui trinh trac d6i doi héi phai lam viéc. Doanh nghiép muén ban
dugc hang thi cin phai tim ngudi mua, xac dinh nhitng nhu cdu cia ho, thiét k&
nhiing sdn phdm phi hop, dua chiing ra X€p vao kho, van chuyén, throng lugng
ve gid ca trén thi trudmg... Nén tang clia hoat dong Marketing 1a nhiing viec
nhu tao ra san pham, khdo sét, thiét lap quan he giao dich, t6 chitc phan phéi,
xac dinh gid c4, trién khai c4c dich vu.




IL. VAI TRO, CHUC NANG CUA MARKETING

1. Vai tro clia Marketing

* Poi vdi doanh nghiép

Marketing c6 mit bat d4u tir khi doanh nghi€p mdi di vao hoat déng. D6 1a
cdc hoat dong nghién citu thi trudng, tim hidu cic phong tuc tap quén, théi
quen tiéu dung hay thu nhap cla nguoi dan. Sau d6 doanh nghiép ti€n hinh san
xudt theo ding nhifng gi ma minh d3 fim hiéu, nghién ciu. Cudi cling,
Marketing gitip cho doanh nghiép c6 thé tuyén truyén quing b san phim dén
nhi€u d&i tugng khéch hing khdc nhau. T ché khich hang biét, quan tam,
hi€u, tin cho dén mua sén phdm ctia méi doanh nghi¢p doi hoi ¢6 nhiéu hoat
dong Marketing hé trg, 1am nhip ciu néi cho san phdm dén ding nhu cdu cia
ngudi tiéu diing.

D& ddp dng duge nhu cau ngay cang cao clia ngudi titu ding, vi trude St
canh tranh gay git cia nén kinh t¢ thi trudng, cdc doanh nghiép phai t diu tu
day chuyén cong nghé tién tién hi¢n dai d€ c6 thé dura ra thi trudng nhitng san
phdm wu viét, hon nhdt so véi cic d6i thi canh tranh va 1am hai long ngudi tien
dung n6. Marketing gitip doanh nghiép cii tién san phdm, gia ting dich wu,
dinh dwoc cdc mic gid ing phé duoge véi nhiing bién dong trén thi trudng, ¢o
cac chién luge gidi phéng hing tén kho, dé ra cic gial phdp dé déi phé lai véi
cac d6i thi-canh tranh clia minh gianh lai thi phén,...

* P6i voi ngudi tiéu diing

Sén phim ndo ma c6 nhiéu hang clng tham gia cung tng thi ngudi tiéu
ding cang ¢6 nhiéu lgi fch. B&i vi trudc ap lvc canh tranh, san phim cé xu
hudng ngay cang da dang phong phu vé kich cd, chiing loai, ki€u déng nhung
gid thanh lai ré hon, chét lwgng hon va c6 nhiéu dich vu wu dii hon.

Ngoai ra, cic hoat dong Marketing con kich thich nhu cdu, khuyén khich
su tiéu ding nhiing mat hang mdi ho3c hang ¢6 kha nang thay the, ¢6 kha ning
hoac b6 sung cho sin phdm ma khéch hang dang sir dung & thi diém hién tai.

Chua bao gits khdch hang lai dugc cham séc tin tinh chu d4o nhu nén kinh
t€ thi trudng tao ra. Ho dura ra cic yéu cau, doi hoi vé cdc san phdm ma doanh
nghiép can ddp tng. Néu cdc yéu cdn ciia khich hang khong dugc théa man,
diéu dd c6 nghia 13 doanh nghiép d3 dé mat di nguon “"ngudn séng” lau dai cia
minh.
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* Doi v6i phia xa hoi

Khi cdc hoat dong Marketing duge trién khai rong rai & rat nhiéu doanh
nghi¢p s€ lam cho coa cai ciia toan x4 héi s€ tang 1én véi chat lugng t6t hon,
san phdm da dang phong phi véi gid thanh ha s kiém ché duoc lam phat, binh
on dugc gid ci trong va ngoai nudc.

Cac hoat dong Marketing thic ddy cdc doanh nghié¢p canh tranh &€ gianh
ldy khdch hang vé phia minh, giinh lay loi nhuan muyc tiéu loi nhun cao nhat,
Canh tranh 12 dong lyc thic ddy toan xa hoi phat trién.

Ngoai ra, d€ thic ddy luong tieu thy sin phdm ting manh thi can phai c6
nhi¢u dang hoat dong Marketing, diéu niy da gitp cho nguoi lao dong cé viee
lam, ddi séng x3 hoi sé ngay cang duogc cai thién hon.

2. Chue ndng clia Marketing

Mot doanh nghiép muén t6n tai duoc thi buéc phai ¢ cic hoat dong chiic
nang nhu: sin xuit, quan trj 1ai chinh, quan tri nhan lyc . . Nhung trong nén
kinh & thi trudng, chitc nang quan 1y san xuat, chic nang quan 1y tai chinh,
chic quan 1y nguén nhin lyc chua dit dam bio cho doanh nghiép phét trién.
Hon nfta, chua thé dam bao chic chin cho su thanh dat clia doanh nghiep néu
tdch roi né khdi mot chic nang khéc - chic niang két nsi moi hoat d6ng cia
doanh nghiép véi thi truomg.

Marketing c6 chifc ning két néi cdc hoat déng sdn xust cha doanh nghiép
voi thi trudng, cé nghia 13 diam bio cho hoat dong kinh doanh ciia doanh
nghiép hudng theo thi trudng, biét ldy thi truong - nhu cdu va uéc mudn ciia
khidch hang lam ché dya viing chéc nhat cho moi quyét dinh kinh doanh,

Nhu vay, khdc véi cic chifc ning khac, chitc ning ciia Marketing 1a tim
hi€u nhu cu ciia thi truong, trong d6 cdn phai 14y trong tam la udc mudn, sy
mong doi, nhu cdu clia khich hang vé mot loai hang héa hoic dich vy nao dé.

IIl. NOIDUNG VA PHUONG PHAP NGHIEN CUU MON HOC
MARKETING

1. P6i tugng nghién ciru clia Marketing

- D6i tuong nghién ciu d4u tien va quan trong nhat 1a nhu cdu cta khich
hang. Trong d6, phai ké dén cdc anh huong cia nén kinh t€, x4 héi, tam Iy thi
hi€u tiéu diing, cdc y&u t6 vé nhan khdu hoc,... lién quan dén viec tieu dling san
pham cia khdch hang.
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- Thit hai, Marketing nghién citu vé cdc quyét dinh lien quan dén hoat déng
san xudt kinh doanh nhu: chinh sach san phdm, chinh sdch gid ca, chinh sdch
phan phéi va chinh s4ch xiic tign hén hop.

2. Néi dung nghién et ¢ia Marketing

Noéi dung nghién ctu ciia Marketing can ban bao gom:

- Nghién citu vé thi trudng va vé qud trinh mua hang clia ngudi tigy dung dudi
dang cdc thong tin, Trong do, phii ké dén viec nghién cifu, xac dinh #f truong muc
tieu. Thi trudng muc tiéu 13 tap hop khach hang ma doanh nghi¢p s& cung c4p sin
phim - hang héa nhim dép \ing cdc nhu ciu, mong muén ciia ho.

+ NGi dung nghién ciu, thi thép théng tin vé thi trudng.

+ Hanh vi mua hang ciia nguoi titu ding bao gém nhiéu y€u (0, trong mon hoc
Marketing cin ban nay, chi dé cap dén qud trinh mua hang ciia nguoT tiéu dung.

- Nghién citu 4 bién sg trong ¢ thong Marketing - hén hop duéi dang cic
chinh sich 1a tap hop 4 bien s6: sin phim, gid ca, phan phoi va xic tién hén
hop. Cic hoat dong Marketing clia cdc doanh nghiép thudng dugc phdi két
hop cd 4 chinh sich nay. Ty timg tinh hinh cu thé vé nhu ciy khédch hang,
cua doanh nghiép, ctia d6i thi canh tranh... ma ¢6 chinh sich ciia bien s& nao
Ia trong tam va céc chinh sdch con lai 1a b6 tro.

+ Sdn pham - bién s6 ddu tien va quan trong rhat trong hé théng Marketing
- mix. Xuat phat tir Iy thuyét 3 cdp do sdn pham, cich thitc phan loai san phdm
theo théi quen ciia ngudi tiey dung, 1y thuyét chu ky séng, doanh nghiép c6 thé
dua ra cdc quyét dinh: chat lugng, chiing loai, nhan hiéu, bao bi vi san pham
mdi,

+ Bién 56 thir hai, Marketing nghién citu vi xde dinh miic gic cd phi hop
v61 nhitng bién dong trén thi trudng.

Ben canh d6, doanh nghiép can tim hiéy cdc nhan 16 4nh hudng dén viéc
dinh gi4 ctia doanh nghiép; cic phuong thie xsc dinh gi4.

V@i nhitng can ctt nay, doanh nghiép c6 thé dua ra duge quyét dinh ting
hay gidm gid cho san phim va dinh gi4 cho san pham mdi.

+ Bién sd thir ba, heé théng Marketing con c6 thé thi€t lap va tuyén chon
Cac kénh phdn phoi hi¢u qua. Viéc nghién citu cic thanh vién va cau tric cic
loal kénh phan phéi da gilp doanh nghiép c6 thé dua ra cic chinh sich phan
phoi: réng rii, dac quyén va ¢6 chon loc; 20p phin diy nhanh viéc tiéu thu san
pham dén tay ngudi tiey ding.

10
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+ Bién 56 thit tr trong hé thdng Marketing - hén hop la cic hoat dong t6
chifc tuyén truyén, xiic tién hén hop, khuéch truong sin phdm dén véi ngudi
titu ding & nhicu khu vie, ving lanh thé khic nhau. Cic hoat dong xuc tién
hén hgp gép phin lam cho ngudi tiéu ding bigt dén san pham cda coéng ty
nhi¢u hon va tir d6 c6 thé gia tang duge khdi luong ban.

3. Phuong phap nghién ciu mon hoc

Kién thifc duge néu trong gido trinh duge trinh bay ngén gon, dé hidu, dé
nhé. Tuy nhién, d€ c6 phuong phép hoc t6t, hoc sinh phai rén luyén duge ky
ndng nghe, ndi, doc tai liéu va viét bai. Trong d6 van dé trong tdm 14 hoc vién
phai ty hoc, nghién citu tai liéu trude khi dén 16p. Nhu vay, kién thic ma hoc
vién c6 duge s& dugc chii dong trao déi trén 16p dudi hinh thitc da chiéu, khong
thu dong, hiéu qua cha viéc ti€p thu ki&n thifc sé rét cao.

Hoc vién can nghién ciu kién thic trén & xem xét 2 mat cia mot van dé.
Nghia la phai phén tich dugc wu - nhuge diém cha sy vat, hién tugng sau khi
tim hi€u dic diém, ban chat ciia né. Tir d6 nit ra duge nhiing ket ludn va nhimg
img dung co ban nhat mang tinh thyc tién: van dung 1y thuyét da hoc dé giai
quyét tinh huéng trong cdc doanh nghieép mét cich phi hop va logic.

Tom tit kién thirc

1. Marketing bao gém rét nhiéu dang hoat dong nhu: nghién ctu, sin xuat
san phdm, t8 chic phan phdi, xdc dinh gid c4, quing cdo - khuéch truong va
ban hang cho ngudi tiéu ding.

2. Quan di€m Marketing truyén théng cot trong ban than doanh nghiép, tap
trung moi si chi ¥ vao s&n pham. Con quan diém Marketing hién dai cho ring
moi hoat dong san xudt kinh doanh cla doanh nghiép déu phu thudc vac moi
truong bén ngodi, tap trung sv chi § vao khach hang.

3. Marketing c6 vai trd rdl 16n trong viéc gitip doanh nghiép c6 thé d61 pho
dugc v6i nhing chi€n luge kinh doanh sic bén clia d6i tha canh tranh, cé thé
gial quy€t nhitng b& tic trong khau bén hang, tang uy tin ciia doanh nghiép,
gidp cho doanh nghiép thu duge nhiéu lgi nhuan hon,

Khi ¢o cdc hoat dong Marketing phat trién, ngii tiéu ding thu duoc loi ich
hon vi san pham ¢6 xu huéng ré di nhung chat lugng cao hon, miu ma dep hon
vi cdc dich vu di kém theo sin phdm s& t6t hon.

Ve phia xd h¢i, sin phdm s& duge cung c8p nhiéu hon, ddy di hon, gid ci
thi trudng s& dugce 6n dinh, ngudi lac dong s& ¢ nhidu viéc 1am hon.
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4. Hai n6i dung nghién ctu cia Marketing:
~ Nghién ctu thi truem

g v& qud trinh mua hang cla ngudi tigu ding duéi
dang thong tin, dir lidu.

- Nghién ciu 4 bién s6 clia Marketing - hén hop dudi dang cdc chinh séch:
sdn pham, gia c4, phan phéi va xiic tién hén hap.

Bai tap &n luyén kigh thic

Bai 1: Bdnh diu (X) vac phuong dn ding nhit trong bang sau diy:
—

- Nhu | Mong | Yau Hang| Thj
NGi dung cdu | mudn| cau | héa trudng

Khaa hog tiéng Anh 6 thang tri gia 200.000d/khéa

N i CéMautrﬁng_du(__‘jc St S W A IO

_BécE}ai_TéyDuang e T T S S

Gidm a6 o cang_ ty , Rl T e W e

Du_nchE)_aLat_ e e [ W SN CONNN [

199 &n cla ngudi Ah £ déu 66 vi cay S T N B

But bi Thién Long gia 1.000d/chisc

19u01dan theo dao Thien chiagid |~ [ IS I
Cac diéu khoan dugc ney trong hgp ddng kinh t&

Bai 2: Lua chon phuong dn ding cho cédc céy sau ddy:

Khi ¢6 sy canh tranh gay git va hoat déng Marketing dugc trign khai réng rai thi
ngudi tieu diing khéng c6 nhigy Iwa chon san phim,

0 dau c6 cac hoat ddng Marketing cang nhidu thi
ddng cang cao.

Béng cac hoat déng Marketing, nha san xuat phai t o gang ddu tv cong nghé, chat
Igng san phidm, cac dich vy cung cap cho khach hang va khuéch trugng quéng cao.

Marketing c6 chitc nang két ngi viéc san xudt vai thi trudng, két néi nhu ciu ciig
khach hang véi sdn ph&m clia doanh nghiép.

Bai 3: Bai tép tinh huéng

6 d6 ca hoi viec 1am cho ngudi lao

CAC NHA QUAN TRI VIET NAM VA CON SOT HOC MBA

Tuy mdi chi xuat hién trong mudi nam trg lai day, nhung céc khoéa hoc MBA

Business Administration - Thac sy quan tri kinh doanh) d3 thu hat dugc sy quan t
rat nhiéu nha quan tri Viét Nam.

(Master
am cda
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Muc tieu clia khéa hoc nay la cung cép nhimg kién thitc ¢6 dong nhim giup cac nha
lanh dao, nha doanh nghiép c6 cd héi ndm bit duge phuong phap tu duy chién Iudc, 16
chirc quan ly chuyén nghiép va cac kién thic chuyén mon vé ti€p thi, kinh doanh quéc té,
quén ly thong tin, phap luat kinh doanh, Marketing... Hién tai, mién Bac ¢6 cac trung tam
dao tac MBA hgp téc vdi nudc ngoai cé uy tin nhu: khoa Quan trj kinh doanh clia trudng
Bai hoc Quéc gia Ha Ngi, vién Quan tri kinh doanh clia trudng Dai hoc Kinh t& quéc dan,
Trung tam Phap Viét dao tao vé quan Iy, trudng Dai hoc Bach khoa Ha Nai...

Chuong trinh MBA phéi hgp vdi cac trudng dai hoe nudc ngoai duge dao tao béng
tiéng Anh. Tuy nhién, da c6 mot s8 chudng trinh dao tac MBA ducc ca biét hoa la hoc
vién duge nghe gidng biing tiéng Viét cho phi hgp véi nhiéu nha quan tri khéng cé vén
ti€ng Anh théng thao.

Béng MBA chi thifc su phat huy tac dung khi hoc vién da cé mét théi gian trai nghiém
thirc 1€ kinh doanh rdi, va nay trd lai trudng theo hoc MBA dé ¢6 thé nhin nhan va xir fy
cong viéc & mot tdm cao han. Tai Vién Quan tri kinh doanh, toan bd hoc vién sé tham gia
giai doan nghién cltu thyc t€ tai cac doanh nghiép danh tiéng trong 12 tuin clia hoc ky
mua he, giip cho hoc vién c6 thé thu thap nhiing kién thirc thuc t§ trong méi trudng kinh
doanh ngay khi hoc. Tir d6 c6 thé gidi quyét nhitng tinh hudng trong kinh doanh, trao ddi
trén 16p va trinh bay nhimg vén dé kinh té da chiéu, chir khéng mang tinh thu ddng nhu
trudc day.

Khi tham gia chuang trinh dac tao MBA, hoc vién mét s8 trudng con nhan dude nhiéu
sy thuan lgi. Vi du, hoc phi cia trudng Bai hoc Quéc gia Ha Nai 14 5.000USD/ khéa hoc,
trong d6 ¢ 70% hoc phi sé duge ngan hang kv thudng Viét Nam Techcombank cho vay
vdi thdi han tra 14 60 thang. Chuang trinh ¢dn cé mét s6 sudt hoc bdng timg phan cho cac
hoc vién cé thanh tich xudt sic trong hoc tap. Hon nifa, nhiéu hoc vién s& duge dam bao
vé nghé nghiép sau khi t6t nghiép. Lién minh 12 doanh nghiép ldn va thanh dat tai Viét
Nam da ky cam két tuyén chon cac hoc vién 8t nghiép chuaong trinh MBA vao 1am viéc tai
cac vi tri tiém naing vdi mic thu nhap cao.

Nhiéu nha quan tri hiéu rat ro gia tri clia tém b&ng MBA va rdt mudn theo hoc, song
cb 2 tré ngai I6n nhat d6i vai ho 1a tién bac va théi gian. Hoc phi trung binh cho mot khéa
hoc 2 nam la tir 6.000USD - 17.000USD, chua k& dén cac chi phi phat sinh khac, Viéc di
hoc va hoan thanh cac bai kiém tra va luan van cling chiém rat nhidu thai gian ctla cac
doanh nhén, vén 43 mdc chimg thi€u thai gian kinh nién. Trong thdi dai kinh t& méi hién
nay, mat tran canh tranh chinh cha cac doanh nghiép da chuy€n sang tri thifc kinh doanh.

Cau hdi thao luan

1/ San pham trong bai tap tinh hudng nay 1a gi?

2f Nhiing nhu c&u va mong mudn clia khach hang i3 ngudi Vit Nam trong viéc hoc
MBA 13 gi?

3/ Thi trudng d8i véi dich vu daoc tao MBA duge thé hién nhu thé nao?

4/ Hoat ddng Marketing th8 hién vai trd nhu thé nao ddi véi cac don vi dao tao MBA?
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Chuong 2

THI TRUONG VA NGHIEN CUU THI TRUONG

Muc tiéu

- Nhdn biét 4 tiéu chi phdn doan thi truomg.

- Mo td 2 ngi dung nghién cimu thi trudmg.

- Trinh bay 2 nguén thong tin vé khdch héing.

- Giai thich 5 busc trong qud trinh mua hang ciia nguei tiéu ding.
- Nhdn biét duge dau hiéu ciia cée phdn doan thi triong.

- Thiét ké' dugc phiéu diéu tra, nghién cau thi trucng bang céu héi déng
va cdu hoi mo,

- Gidi thich duoc 1ai sao khdeh hang mua hoge khéng mua hang ciia
doanh nghiép.

L. KHAIQUAT CHUNG VE THI TRUOGNG

1. Khai niém thij trudng theo quan diém Marketing

Trong kinh t& thuong mai, thi truong duge dinh nghia 13 noi dién ra trao dd;
mua bdn vé mot loai hang héa nio dé tren thi truong giita ngudi ban va ngudi
mua, dudi sy din dat vé gid ca. O khdi niem nay, thi trryng doi hoi phai c6 mot
khong gian cu thé va dugc hoat dong trong mot thdi gian cu thé. Nhu ciu cia
nguot mua da gap kha nang cung cip cia nguoi ban dusi sy din dit cia gis ca.

Duét géc a6 Marketing, thi frucng dvgc coi la tdp hop khdch hang hién cé
va 5€ cd ciia doanh nghiép c6 chung mot nhu céu hay mong muon, sdn sang va
€6 khd ndng tham gia trao ddi dé théa man nhy céu hay mong mudn dé.

Thi trudng theo quan diém Marketing khong coi trong yéu 16 dia diém va
thdi gian d€ dién ra cdc hoat dong trao ddi mua bén. Khoa hoc cong nghé luen
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phat trién manh mé, moi trudng canh tranh thi gay gat, th trudng c6 thé hoat
déng 24/24h trong ngiy. Hon nita, khich hang khéng cdn di dén mét dia diém
cu thé d€ mua san phdm ma c6 thé dat mua thong qua bdo - tap chi, dién thoai,
vi€t thu, mang Internet, cic don vi san xuit s& giao hang truc ti€p hoac qua
duong buu dién dén tan nha cho khich hang bat ké thai gian nio.

2. Phén doan thj trudng

2.1. Khdi niém phan doan thi trudng

Trong méi trudng canh tranh gay git, doanh nghiép khong thé khong thuce
hién céc phan doan thi trudng bdi nhiéu ich lgi ma né dem lai. Vay phan doan
thi trudng I3 gi?

Phan doan thi truomg la viéc phdn chia thi truong 16ng thé thanh céc nhém
khach hang dong nhat cé déc didm va nhu céu co ban giong nhau. Diéu dé cho
phép cong ty xay dung mét chuong trinh Marketing phil hop véi nhu ciu vi
phan doan dd lya chon. Ma viéc nay, cong ty khong thé lam dugc néu dé
nguyen thi trudng thanh mot khai.

2.2. Loi ich clia phan doan thj truong

- Xac dinh nhu c4u ctia nhém khich hang mot cach chinh xéc, tir d6 cong
ty hi€u rd khéch hang muc tiéu dé phuc vu ho 16t hon.

- Hoat dong Marketing nhim dép ting nhu ciu cia mét nhém ngudi sé ¢
hiéu qua hon nhiéu so vdi Marketing hudng t6i tdt ca cdc d6i twong khich hang
tiém nang.

- Vi¢c phan doan thi trudng s& cho phép khai thic 16t nhat Gém nang cia
thi truéng qua viéc t6i wu hoa thi truong muc tiéu vi lua chon nhitng doan thj
trudng hita hen nhét. Sau d6, sin phdm ciing s& duoc hi¢u chinh cho phi hop
vol nhu ciu cia khich hang. Tir d6 hinh thanh fue lugng khéch hang trung
thanh v6i nhan hiéu clia céng ty. Diéu nay dugc xem nhu "vén ligng
Marketing”, mot loai tai san hitu hinh mai cla cong ty.

Céc doanh nghiép thyc hién phan doan thi trirdng clia minh dé€ xdc dinh cic
nhém khach hang muyc tiéu ma ho c6 thé phuc vu 6t nhat.

2.3. Yéu cau ciia phan doan thi truong

Hoat dong tim ki€m thi truomg ¢ hiéu qua dodi hodi viec phan doan thi
trudng dim béo duge nhitng yéu cu co ban sau:

- Do ludng duge: Yéu cdu nay 1 6 cdn thigt dé du bdo khéi lugng tieu
thu, chi phi san xuét, doanh thu va 191 nhuin.
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- (6 quy mo dit Ién: Vigc phan doan thi truong phai hinh thanh dugc nhiing
doan c6 quy mo di I16n dé c6 thé hita hen mot s lugng khich hang dam bao
kha nang sinh 1.

Khi thuc hién mot chyong trinh Marketing riéng cho doan thi truong do,-
doanh nghi¢p s c6 dong-tién thu 16n hon ddng tién chi.

- C6 thé phan biét dugc: Néu cic doan thi trudng duge hinh thanh khéng
¢ sur khdc biét ¢6 thé nhan thdy duge thi khé Iong thi€t k& dugc cdc chuong
trinh Marketing riéng. Vi dy, nhimg ngudi phu nif ¢6 gia dinh va khong c6 gia
dinh déu c¢6 nhu cdu twong tr nhau vé mudi an. Diéu d6 cling ¢4 nghia 12 viéc
phan doan thi trudng thanh hai nhém tidu thic “cé gia dinh” va "déc thdn"
khong con 1a can thiét.

- C6 tinh khd thi: Sau khi doanh nghiép tién hanh phan doan thi trudng, cé
thé s& c6 vo s6 céc doan thi truong khdc nhau duge hinh thanh véi céc co hoi
kinh doanh khac nhau. Céc hoat dong Marketing ciia doanh nghiép phai cé6 di
nguén luc d€ xay dung, thuc hién cic chuong trinh Marketing hiéu qua cé thé
thu hut va phuc vy nhitng doan thj truding dé.

Vi dy: Mot hang hang khong nhd phat hi¢n dugc mét s6 doan thi truong
vin chuyén & nudc ngoai, nhung do quy mé ciia ho qud nho, co s vat chat
chua di manh nén khong thé thuc hién duge hop déng van chuyén véi cdc qudc
gia khic nhau.

2.4. Céc tiéu thitc phan doan thi truong phé bién

C6 nhi€u cdch thiic d€ phan doan thi trudng. Céc nha hoat dong thi trudmg
dua ra 4 tiéu chi 16n, chi yé&u duoc phén doan thj trudng ngudi tigu dung, dé6 la;

- Phén doan theo yé&u 6 dia 1y.

- Phan doan theo yé&u t6 nhan khéu hoc.

- Phan doan theo y&u t6 tam 1y,

- Phan doan theo y&u 16 hanh vi mua hang.

2.4.1. Phdn doan theo yéu t6 dia ly

C6 rdt nhi€u san phdm khi muén m& rong sin xudt kinh doanh thi cin phai
nghién citu, Xern xét di twgng khach hing dua vao dia 1Y, do ¢6 su khdc nhau
vé théi quen, phong tuc tap quan tiéu diing, dic di€m van héa, giao théng, thai
ti€t hay khi hdu... Cdc viing dija ¥ khéc nhau din dén tam 1y, thi hiéu, thu nhap,
din s6... clia méi viing ta khéic nhau,

Chéng han nhu phong tuc ciia ngudi theo dao Héi & céc nude Trung Déng
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1a khong an thit lon, ho con cho rang Chiia ngy trj trén b ran dan 6ng nén ho
khong c6 théi quen an thit lon va cat téc, cao raun thudng xuyén. Do dé, néu cic
cong ty kinh doanh thit lon xu4t khdu chua théng hiéu théi quen, tp quin cua
cac nudc Trung Dong thi khong thé ban dugc thit lon ciing nhir ban dao cao rau
0 khu wvyc nay. _

Nhv viy, néu doanh nghiép muén mé réng thi trudmg dén khu vue nio thi
phai c6 cic hoat dong nghién citu nhu ciu, tam 1§ théi quen tieu ding, phong
fuc tp quan & noi d6 &€ didu chinh san phém cho phit hop.

2.4.2. Phdn doan theo yéu t6 nhan khdu hoc

Moi sin phdm khi mu6n phan doan thi truéng dé tang thi phan thi déu lien
quan dén cic yéu t6 thuéc vé nhan khiy hoc. Tudi, gidi tinh vi thu nhép 14 ba
y&u 16 quan trong nhat trong phan doan theo nhan khdu hoc.

* Phdn doan theo tudi va giai doan song

Nhu cdu va kha nang ciia ngui tieu diing thay déi theo tuéi tic va theo sur
thay déi vé nghia Vi gia dinh. Giai doan song dugc phan chia thinh: ré so
sinh, nhi d6ng, thi€u nién, thanh nién, trung nién vi nguoi gia. Ve wdi duoc
phan chia thanh: 4-6 wéi, 6-8 tuéi, 12-19 tudi _

Lita tudi khdc nhau cé tAm sinh ly khdc nhau nén cén ¢6 su khic nhay vé
san pham, vi du nhu: mau sic (quan do, ma, tii xdch...), chat liéu, t6c do (xe
mdy, 6t6), kiéu ding...

- Tudi tré ua thich cdc sin phdm c6 nhiéu hinh thitc dep va luon thay déi,
ho quan tam dén cdc dich vu kém theo vi cic ddc tinh ca san phim:

+ Mau sic sic 56, tuoi tré v nang déng.

+ Kiéu ddng méi la, doc dio hodc ngo nghinh gay 4n wwong.

+ Hién dai, nang dong, da ning,

+ Mang tinh déng b6, complete va thdi trang.

- Tang I6p trung nién va cao twdi va thich cic sin phdm c6 chat luong cao
va gid ca thudng duge quan tam hang ddu, cu thé 1 cdc san phdm c6 dic tinh:

+ Gam mau sim hoac trim.

+ Bon gidn vé hinh déng va tinh nang s dung.

+ €6 chit luong cao, sy danh ti€ng, sir dung lau bén. .,

* Phan dogn theo gidi tinh

Céc san phim ahu: quén 4o, 46 dung cham séc t6c, my phdm, béo - tap chi,
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016, xe mdy, mii vi... d4 c6 sy phén chia theo gi6i tinh tir lau doi. Chéng han
nhu nudc hoa: miii huong danh cho nit giGi thudng c6 mui "ngot, lan téa", con
danh cho nam gidi lai ¢6 mii huong "hic va thoang thodng".

Tam 1y mua hang cha nir giéi va nam cé su khéc biét 1én. Nit gidi thudng
mua hang vao nhitng thdi gian ranh réi; ra quyét dinh mua hang iau bdi ho
thich tham khao nhi€u ¥ kién; va thich cic sin phim dep ciing nhu moi dich vu
kém theo sin pham. Nam giéi thi nguge lai, ho ua nhitng gi mdi la, mao hiém
va thich khdm ph4, khéng cdn tham khao nhiéu ¢ ki€n khi mua hang nén ra
quy€t dinh mua r4t nhanh chéng.

Chinh nhiing tam !y mua hang ctia nam vi nit khdc nhau thi méi doanh
nghiép s& c6 cdc hoat ddong Marketing phlt hop dé kich thich su mua hang cla
ho nhi¢u hon. V&i nir thi cdch bay hang phai da dang, phong phu, bat mét, sin
phdm thi mang tinh "bo suu tap” va phéi cé doi ngii bin hang gidi d¢ tu van va
thuyét phuc phdi nit mua hang. Trong khi d6, cich bai tri san pham, quang cdo
va ban hang d6i v6i nam phdi mang mot phong céch nam tinh, lich su sang
trong hay khoe khoan, hién dai vi ning dong.

* Phdn doan theo thu nhdp
Ngoai vi¢c nghién citu nhu cau clia khdch hang, cdc cong ty con phéi tinh
dén kha nang chi tra cia ho.
Nhitng nguér cé thu nhdp cao ua ding nhitng sin phim cao cip, xa xi,
"sanh di¢u", doc ddo, dac biét thdm chi 1a 1ap di khic ngudi dé pho tru‘ong SU giau
¢6. Chinh vi viy, gid thinh sin phidm thudmg cao kém theo chat lugng sén phdm
cing nhu dich vu phai hoan hao. Day 12 d6i tugng khich hang khé tinh, doi hoi

nhi€u yéu sach khi mua. Tuy nhién, néu dip tng duge nhimg yéu ciu cao cidp
ctia d6i twgng khach hang, doanh nghiép 6 thé thu duoc siéu loi nhuan.

Dai v6i mic thu nhdp trung binh, ngudi titu dung cn nhitng san pham trén
mif¢ binh thudng. Ho khong mua nhi¢u hang nhu nhitng ngudi c6 thu nhap cao
nhung da chon mua thi can than va chat luong.

Nhifng ngudi ¢6 thu nhdp thdp thuong mua it san phim va gi4 thﬁp 1a yéu
t0 quan tam hang dau ma khong coi trong nhiéu dén chat luong, miu ma kiéu
déng dep bdi nhitng y€u t& nay s& 1am cho gia thanh san pham cao hon.

Tiy theo khich hang ¢6 muc thu nhap khic nhau ma cong ty cO nhiing
chién luge Marketing khdc nhau vé:

+ San phdm - dich vy cung cap.
+ Théi d6 phuc vu.
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+ Dich vu sau bdn hang,

+ Gid thanh.

2.4.3. Phdn doan theo yéu té'tam ly

Khi thu nhap tang lén, d&i séng vat chat va tinh thdn cla ngudi dan thay
doi thi y&u t6 tam 1y cang duge quan tam trong danh muc nhimg véin dé cdn
nghién citu v€ khich hang. Tiéu chi phan doan niy gém sé& thich theo dia vi xa
ho1 hodc phong cich séng clia ngudi tiéu diing.

* Phdn doan theo vi tri xd hoi

Vi tri xa hoi ¢6 dnh hudng manh mé dén sé thich ciia mot ngudi nio d6 va rat
khé thay déi theo thoi gian ngay ca khi thu nhap cta ho tang lén. O vi tri nao thi
ngudi tiéu ding mudn mua san phdm twong dng véi vi trf clia minh trong xa hoi.

* Phdn doan theo phong cdch séng _

Phong cdch stng c6 dnh huong dén viéc mét ngudi mudn mua gi va nhitng
thit ho mua thé hién phong cdch s6ng d6, duoc goi 1 cd tinh. Céc cong ty str
dung cdc phan doan nay dé gidi thiéu san pham t6i nhiing doi tugng quan tam
dén sic khoé, nhiing ngudi song séi ndi, ling man, trang trong, lich sy hay
nhiing ngudi quan tam dén bao vé moi trudng.

Chang han, d6i v6i san phdm 12 616, xe mdy, ngoai viec phan doan theo céc
tieu chi khac thi nha sdn xuat con phai tinh dén sy tré trung, manh mé, hién dai
qua ki€u dédng v tinh ning sir dung clia dong co.

2.4.4. Phan doan theo yéu t6 hanh vi mua hang

Phan doan theo yéu t6 ndy thudng dya vio 5 yéu t6: thdi gian mua hang,
nhimg lgi ich khdch hang tim ki€m, tinh trang sir dung, muc dé sir dung va mic
d¢ trung thanh vdi san phdm,

¥ Phan doan theo théi gian mua hang & day dugc thé hién cic thoi diém
khac nhau trong ngay, trong thing hay trong nam. Thoi diém trdi vu thi cdn ¢6 cic
chuong trinh khuyén mai rdm r¢ va gia tang cdc dich vu k&m theo san phdm dé
kich thich nhu cu méi. Thoi diém chinh vy thi chi yéu cén c¢6 su gidm gia
thanh va ting cudng chat lugng san phdm dé giir khach hang truyén thong.

¥ Phan doan theo Igi fch khdc nhau doanh nghiép cé thé cung cap ra thi
trudng cdc san phdm khic nhau. Chéng han, ciing 12 ddu go6i ddu ciia cong ty
Unilever, nhung ¢6 nhiéu loai: trj gdu c6 Clear, 6ng mugt ¢6 Sunsilk, dutng im
¢6 Dove... M6i mét sén phdm mang tinh nang st dung khdc nhau thi phai c6
chuong trinh Marketing riéng mang tinh chuyén sau.
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* Phdn dogn theo tinh trang sir dung 1a n6i dén khédch hang méi hay khach
hang truyén théng.

Trong moi truomg hgp, doanh nghiép cdn luon chii trong quan tam dén
khdch hang truyén thong bang vigc giam gid, nang cao chat luong san phim va
ting qua khuyén mai. Chi phi d€ gilt mot khach hang truyén théng chi bing
mot phin ba chi phi d€ 16i kéo mot khach hing mdi. B&i vi ho dé quen véi san
phdm, véi gid c va dia diém mua hang, khong phai mat nhiéu thdi gian can
nhac dan do khi mua. Viéc giit dugc khich hang truyén théng dong nghia véi
viéc phai xay dung duge thuong hiéu manh cho san phdm.

V6i nhitng khdch hang moi thudng phai mat nhiéu thei gian va chi phi dé
ra quyé€t dinh mua. Ho phai tim ki€m théng tin vé san phdm, so sanh can nhic
v6i nhi€u san pham khac nhau, tham dd § kién nhimg ngudi da ding san phim,
tim ki€m dia diém bén.... D&i v6i khach hang ndy, doanh nghiép cdn phai chi
trong nhi€u dén cdc hoat déng quang cdo, chao hang, khuyén mai vi cé cic
nhin vién bdn hang gidi d€ gidi ddp thic méc clia khdch hang, tir d6 c6 thé tu
vén va thuyét phuc ho nay sinh nhu cdu méi. -

* Phdn doan theo mitc d¢ sit dung

Theo ti¢u chi nay, cdc nha nghién citu th trudng chia khach hang thanh cac
nhém can cif vao tan sudt sit dung sin phim - sit dung it, trung binh vi sit dung
nhi€u. S& ngudi st dung nhiéu thudng chi chiém mot phdn nhd thi truding
nhung lai c6 ty I¢ cao trong téng muic sir dung san phdm.

* Phan doan theo mitc dg trung thanh véi sdn phdm 13 phan doan khich
hang theo mic d¢6 trung thanh véi mot sin phdm ndo d6. Nghién citu, tim hiéu
nhiing khéch hang it trung thanh d€ tim hiéu khdch hing mua gi tir nhitng san
phdm cla d6i tha canh tranh va tai sao. Tir d6 s& ¢6 huéng cai ti€n va didu
chinh sin phim sao cho ddp dng dwgc nhu cdu tiéu ding & mic cao nhat,

Chéng han, doanh nghiép bot giat Huong Quynh tim hiéu thdy khdch hang
trung thanh cta minh [ nhitng ngudi ¢6 thu nhap thap vi dong con.

II. NGHIEN CUU THI TRUGONG

1. Muc dich va y nghia nghién citu thj truéng

Bit ky cong ty ndo ciing déu cdn c6 thong tin vé khéch hang dé biét xem
ho la ai, cdn théa man nhitg nhu cdu gi, vh mua hang nhy the nio. Nhidu cong
ty ¢6 quy mo nh6 nén chi doanh nghi¢p c6 thé biét vé khach hang cia ho ngay.
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Nhung céc cong ty 1on ¢6 rdt nhi€u d6i tugng khach hang, ho cdn nhiéu thong
tin & moi noi d€ cd thé dink hudng kinh doanh cho céc giai doan ti€p theo.

Cac cong ty cdn c6 duge rat nhiéu thong tin nhd tiép xic, quan sit, héj
khich hang. Dieu tra v€ khdch hang khéng nhitng hidu rd hon vé céc nhu cdu,
mong mudn clia ho ma cdn biét duge ho ddnh gid nhu thé nio vé san phdm cha
d6i thil canh tranh. Céc théng tin nay rat quan trong, nhung ciing cin phai co
théng tin hoan chinh hon, dac biét 1a khi thi trudng cang trd nén canh tranh
khoc liet va thay d6i nhanh chéng. Moi cong ty déu rat cin hé théng théng tin
vé khich hang trong va ngoai nudc, vé dsi thit canh tranh va vé nhitng thay déi
chinh sich ciia nha nudc, vé luat phdp cla cic quoc gia.

G céc nude tién tién thi théng tin vé thi trudmg va déi thi canh tranh duwge
cac cong ty nghién ciu, diéu tra thi trudng thuc hién. Doanh aghiép nao mudn
c6 thong tin vé thi trudng mot san phidm nio d6 mot cich tong thé hoic théng tin
vé céc d6i thi canh tranh phai bo ra mot khoan tién rat 16n d€ mua lai tin titc.

Moi dir liéu v thi truding va khéch hang c6 thé giiip cong ty hiéu chinh phuong
an kinh doanh cfia minh sao cho dat dugc muc tiéu 1gi nhuin la cao nhit.

2. N6i dung nghién ciru thi trudng
2.1. Qua trinh nghién citu thong tin vé khach hang

2.1.1. Phdt hién vin dé va hinh thanh muc tiéu nghién ciru

Trong giai doan ddu tién, ngudi nghién citu cdn xdc dinh chinh xédc van dé
va d¢ xudt muc tiéu nghién cifu. Néu doanh nghiép phat hién rang hang héa cia
minh bdn duge it, hay lugng khéch hang clia doanh nghiép gidm sit, thi tir d6
xudt hién 2 vin dé cdn nghién ctu:

- Khéch hang hi€u gi khi mua hang cia doanh nghiép?

- Liéu c6 thé 16i kéo dugc s& lugng khach hang 16n hon dén véi sin phdm
ctta doanh nghiép khong?

Sau d6 doanh nghiép c4n hinh thanh muc tiéu nghién ctu. Nhiing muc tiéu
d6 6 thé 1a muc tiéu tim kiém hay tham do bang viéc thu thap théng tin. Vi
du, vdn dé dit ra la:

Mot cong ty du lich t6 chic cdc tour du lich & Hu€ cho khich hang chau
Au va Nhat Ban nhan thdy ring s6 lugng tour ban ra gidm 50%. Cén phat cé
cic hanh dong cai thién su stit gidm doanh s6 nay: nhilng nguyén nhan nao din
dén tinh trang d6? Lam thé nao tim ra nguén géc? Cén phai lam gi d€ cai thién
tinh hinh nay?

21




Théng tin tir cdc bdo & Hué cho thdy luong khdch tai day sit giam 40% ti
mot nim qua. Tuy nhién, ngudi ta ghi nhan 14 nganh du lich Vi¢t Nam dang
phit trién. Vi thé, cdn phai nghi dén kha nang tim ngudn khich thay thé.

Muc tiéu cia nghién ciu

- Tim hiéu sy tang gidm luegng khach du lich clia cong ty va cila cic ddi th
canh tranh. ’

- Xéc dinh 13 loai khiach hang nio dang siit giam va xem <6 nhilmg khich
hang mdi dén Hu€ khéng?

- Xéc dinh nhiing di€¢u mong d¢i va dong co cua khach du lich ngoai quoc
va Viét Nam.

2.1.2. Tim kiém nguon tai liéu

Céng ty c6 thé tu nghién ciu vé khich hang thong qua 2 ngudn: théng tin
s cip va thu cap.

Bén trong Bén ngoai

{ ]

|
Nguon tai liéu
thi cap

DOANH

NGHIEP
Nguon tai liéu
$0 c4p . ,
0 | l Thu diéu tra \
Quan sat Traodoi | Dién
thoai

Hinh 1: So d6 thu thap thong tin vé khach hang
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* Ngudn 1di liéu thi cap

Viéc nghién citu bit ddu tir vigc thu thap théng tin thi cdp, bao gém nguén
tai liéu bén trong va bén ngoai doanh nghiép:

- Nguon 1ai liéu bén trong: Hay con goi 1a he théng bdo cdo noi be, 1a
nhiing thong tin ¢ duoe tir hé so huu triy sdn cé clia cong ty.

Nguon tai liéu bén trong doanh nghiép bao gém:

+ Bdo cdo vé& 16 - 141, t6n kho.

+ Bdo cdo clia cdc cira hang, c4c dai:ly clia cong ty.

+ Céc don dat hang, kém theo cic phi€u bao hanh.

+ Danh sdch gifi thu quang cdo, thi€p chiic mimg nhan dip 16 16t hoac sinh
nhat clia khidch hang.

+ Cédc bdo cdo nghién citu trude dé,

Tur nhimg nguén tai liey trén, chiing ta c6 thé khai quat dugc s6 lugng hang
hoa duge mua tap trung & doi twong khach hang nao, sy quan tam va dich vu
chim séc khdch hang ciia cong ty vé nhitg khich hang truyén théng v khach
hang méi & muc d6 nao,... tir d6 6 thé cé nhitng ket ludn so bo.

- Nguén tai liéu bén ngodi: Gém cic 13 liéu da xuat ban hay cdc 3 liéu
thuong mai. Tai liéu d3 xudt ban c6 the tim thiy & cdc thu vién céng cong, thu
vién cdc trudng dai hoc, cdc co quan, t6 chiic va trén mang Internet., Cdc toda
soan bédo - tap chi, dai phét thanh va truyén hinh thudng cung cép thong tin vé
doc gid hay khén thinh gia ctia minh cho cdc doanh nghiép muén str dung dich
VU quang cdo cia ho.

Tai Ligu thit cap 12 xuat phdt diém cta viéc nghién cttu. Chiing 13 nguén ré tién
va d€ chdp nhén duoc, Tuy nhién phai xem xét k¥ luGng vi ¢6 thé dé Ia nhimg tai
liéu d4 bi cii, khong chinh xac, thi€u su lién hoan, thigu su thong nhat logic, khéng
day dii va d¢ tin cay thap. Trong trudng hop d6 phai t6n kém thém chi phi tién bac
va thdi gian cho viée ti&n hanh thu thap lai, bd sung cho tai lieu thit cap.

* Nguon tai liéu so cap

Hau hét céc cugc nghién citu Marketing cdn tién hanh thy thap cdc i ligu
s0 cap. Tuy nhién, nhiéu nha quan Iy thudng quy viée thy thap tai liéu so cip
nhu 1a phéng van, nhung trong thue t€ thi ¢6 nhiéu cdch thitc khic nhay

Phuong phip quan s4t

Phuong phép quan sat I3 viéc nhan vién nghién city thi trudmg quan sdt mot
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tinh hu6ng mua ciia khéch hang. Ngudi nghien citu cé thé nghe moi ngudi néi
gi vé cong ty minh, quan sat xem ngudi ta néi gi vé san phdm cla minh va cfia
déi thi canh tranh.

Phuong phap quan sat mang tinh khdch quan nén dé chinh x4c 13 kha cao,
tuy s& mat nhicu thdi gian nhimg lai it t6n kém nhat trong cédc phuong phdp thu
thap théng tin so cdp khac, '

Phuong phép nay thue s phét huy higu qua tai cdc cira hang tu phuc vu. &
Viét Nam, phuong phap nay kho c6 thé thuc hién duoc nhiéu,

Phuong phip trao déi

Cac nha hoat dong thj trding trao déi véi khach hang d€ 14y duoc thong tin
can thiét, duéi hinh thifc ho; dap. Phuong phép nay linh hoat hon phuong phdp
quan sat, nhanh hon va doi khi d t6n kém hon cdc phuong phap khidc.

Phi€u di€u tra 1a phuong phap thu thap théng tin so c4p vé khich hang phé
bién nhét. Trong d6, bang cau hoi duge soan thio can than ¢im bio tinh logic
va ngudi dugc hdi ¢ thé dé dang tra 18i, tao dwgc tam ly thodi méi cho ngudi
dugce hoi. Sau d6, phai ldy mau thir nghiém d¢ loai bo nhing thigu sét ds dwoc
phat hién ra truéc khi bt ddu sir dung réng rai. Thi tv cau hoi phii dim bio
tinh logic, noi dung cau hoi phai ddm bdo ¢é dugc nhitng théng tin ma doanh
nghiép can biét,

Ve hinh thic, cé 2 dang cau hoj dong va cau hdi mé. Dudi day 13 mot s& vi
du vé 2 loai cau hoi nay.

Biéu 2: Cic vi du vé dang cau hoi md

ST N e R— (] (TS ] — ] (L

CAC THUC . |
DAT CAU HO Vi DU VE CAU HOI MO
Vige tdng d6 duong &m trong ddu goi ddy trong thoi gian tai 1a:
B 3 Pt 4_ : =
5 p i \
1. Phan chia Tuyéthdo | Rt st Tét Kha Trung binh | Khéng nén
theo gia trf Vige tach riéng déu sa thénh san pham rieng, doc Iép voi ddu ggi ddu trong
thoi gian 164 fa:
2 3 4 | 5 6
Tuyethdo | R&ttt | Tot | Kkna Trung binh | Khong nen
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CAC THUC
DAT CAU HO|

Vi DU VE CAU HOI MO

2. Phé&n chia theo
tam quan trong

Viéc da dang hoa san phdm déu goi thong qua céc Igi fch ctia n6 dem fai
khac nhau la:

3. Phan gidi theo
nghta tir

Cch ky : Ratquan Tuongdsi = Khong | I Hoan toan khéng
quanfrgng = trong . quantrong  quantrong . quan trong
Danh gig sén pham dau goi SUNSH.K cua cong ty Un:fever

"E)G am cao X Do am thap

D6 dueng cao X o Do dudng thép
'.Gla thanh cao X G|é thanh thép

4. Cau hai dé nghi
trd 1Gi mirc 66 déng
y

San phdm dau g0i SUNSILK cua cong ty Unilever nén !éng do dudng 20%
trong thor gian 16

1 2 3 4

Hoan toan déng ¥ Béng y Khéng thé néi dugc ; Khong déng y

5. Cau hdi co nhigu
lta chon

1>Nhitng loai d8u géi ddu nao cla cong ty Unilerver durge céc thanh vién
khéc nhau trong gia dinh ban st dung?

-Dove (O -Sunsik matong O3 -Clear O - Sunsitk bd ket £

2> Khi chon mua dau gi ddu, ban quan t&m nhét 3 tiéu chi ndo trong s6
tiéu chi sau day:

6. Cau hoi ¢6 hodc
khéng

1 2 3 4 5
Gia ca Céng dung Duﬁé tich . Ténsan phém ” Tén céng ty
- Khi cén g6i déu, ban cé mubn ding loai ddu goi Dove
co O Khong [

- Khi cén g6i dau, ban c6 muén ding ddu sd Dove
co O Khong [

S - | (| e\ \ V| [ B I R I

Nhin chung, cdc doanh nghiép diing cau hoi mé nhi€u hon, béi vi ngudi
dugc hoi khong bi gd bé v€ su tra 13, Viéc hinh thanh bang cau hoi duge sip
x€p thit tr cau héi mot cach khoa hoc va logic 1a hét sic cén thiét. Ngoai ra,
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ngudi nghién ciu phai sir dung cdc tir don glan khong bao ham nhidu nghia.
Trudce khi bat ddu st dung rong ri bang cau hoi nén cé thir nghiém so bo, sau
do ¢6 su di€u chinh 14n cuéi. Két thic bang cau hoi thudmg nén cé cau két 1a:

Ban ¢é diing (hoic tiép tuc dung) san phdm cia cong ty ching 161 trong thoi
gian tdi khong?

Biéu 3: Céc vi du vé dang cau hoi dong

CAC THUC DAT , ‘
CAU HOI VI DU VE CAU HOI BONG

1. Céu hdi mang S s B _ L o
tinh nghj iuan Ban co y kién gi vé cong ty hang khong Viét Nam Airlines'

s e Ban quan tam dén yéu 16 nao ddu tién khi nghe cac tr sau:
2. Lua chon i 3 s B
tap hap Tuyén dudng hang khong cha hang......
- Viét Nam Airlines.......
3. Hoan thanh cau | Khi 16i lvva chon hang hang khéng, diéu chinh yéu I

----------

Ban co y kién gi vé dd &n trén cac tuyén bay clia hang Viét Nam Airlines?

Thom, ngon,
ft chat béo
nhung chua

da dang

Y kign
clia ban
& gi?

4. Dién y kién ¢o
suf tham khao

Phuong phdp trao déi c6 thé sir dung céc hinh thic ti€p xiic véi khdch hang
co ban: qua di¢n thoai, qua thu g, u€p xic tryc ti€p, phong van nhém.

Sau khi théng tin di duoe thu thap thi cdc nhan vien Marketing cia cong ty
cén ti€n hanh téng hop, phan tich va bio cio. Bang bdo cdo nghién citu vé thj
trudng s& gitip cho doanh nghiép cdi tién san phdm, dich vu, gid ci hay cidc
hoat dong khuéch truong sin phdm.

2.2. Qua trinh mua hang ciia ngudi tiéu ding

C6 nhiéu déi twong khach hang mua, vi du nhu: cic t6 chiic, cic don vi mua
nguyén vat liéu v€ san xu4t.. ., tuy nhién, trong khuén khé gido trinh nay, téc gia
chi d¢ cap dén qué trinh mua hang cia nguoi tiéu dung. Boi vi ngudi tiéu ding
c6 tdn suat mua hang nhiéu nhat, phé bién nhat cia cic loai hinh doanh nghiép.
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Quad trinh nay bao gém 5 giai doan:

Nhan biét Tim kiém Dinh gia cac Quyét Panh gia
nhu ¢au thong tin kha nang dinh mua > sau khi mua

Hinh 2: So 46 khai quit qua trinh mua hang ctia ngudi tiéu ding

2.2.1. Nhdn biét nhu cdu

Budc khoi ddu cha tién trinh mua 13 sy nhan biét vé mot nhu cdu muén
duge thoa man cua ngudi tiéu ding. Nhu cdu c6 thé do mot dong luc bén trong
nhy doi, khat, co don - hay do mot dong luc bén ngodi thic ddy. Ching han,
viéc nhin thdy 6 banh mi néng gion kich thich cim gidc d6i & mot ngudi nio
d6; xem chuong trinh quang cdo vé du lich thdy hdp dn, ngay lap tic khach
hang 1én k€ hoach cho k¥ nghi nam nay hoac nim téi.

J giai doan nay, nhiém vu ctia cdc nhi Marketing la xdc dinh xem c6
nhiing loai nhu cdu ndo duge phit sinh? Céi gi tao ra nhu cdu dé va ngudi mua
mudn théa man ching bang nhiing sin phdm nao? Mot nhu cdu méi ndy sinh
cin ¢ nhitng san phim mdi dé ddp ing. Sau d6 quang cdo rong rai cho céng chiing
biét. Chang han, cong ty Kova nhan thdy nhiéu ngudi c6 twong nha bi ndm mdc
nén ché€ tao ra mét loai son dac biét dé chong ndm. Cong viéc ti€p theo 1a cong
ty quang cdo rong rai dé moi ngudi ciing biét vé gidi phdp méi nay.

Vi du khéc, d€ c6 bita an ngon dam bao gid tri dinh dudng va 4m thuc giai
tri, cAn cé nhiéu gia vi gia giam dé€ ndu nuéng cho cdc gia dinh. Cong viéc ban
ron da khong cho phép céc ba noi trg danh nhiéu thdi gian cho cong viéc nay.

Ho cén nhiing gia vi da dugc ché bién sin. San phdm bot nem Knorr di dap
iing dugc nhu cdu nay,

2.2.2. Tim kiém thong tin

Khi sy thoi thic cia nhu cdu dii manh, cd nhan c6 thé tim ki€m thong tin
lién quan dén san pham c6 thé thdéa man nhu cdu va uéc mubn cta minh.

Trong giai doan tim ki€m thong tin, ngudi tiéu ding c6 thé quan tam hon
dén cdc quing cdo vé cdc sdn phidm ¢ lién quan, doc bido chi, tim trén Internet,
t6i clra hang hoi ngudi ban, hoi ban be, ngudi than dé cé thong tin va 15i
khuyen, tu vin tiéu ding.
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Céc cong ty muén biét ngudi tidy dung ldy thong tin & dau dé ho co thé
cung cap thong tin cho khéch hang t6i dé. Quang cio va bdn hang truc ti€p rat
quan trong trong giai doan nay bdi ¢é thé théng qua dé huéng din va thuyét
phuc giiip khach hang tim hiéu vé san phim.

Cong ty Kova quang cdo son chéng ndm trén tap chi "Nha dep” va ¢c6 mot
gian trung bay mot hoi cho vé lam dep nha &, dong thoi ¢6 sw tr vén trd 150
mién phi nhing thic méc ciia khich hang,

Trong budce nay, cdc nha hoat dong thi trrong cdn phan tich duge:

- Nhimg nguén théng tin chll y&€u nao ma khich hang tfim dén d€ thu thap
nhiing thong tin c6 lién quan dén san phdm ma ho dinh mua.

- Ngudn théng tin ndo gay anh hudng quan trong t6i viéc khich hang tim
dén sin phim cha doanh nghiép. Nhiing thong tin n2o anh hudng 6n dén viéc
khdch hang lua chon céc phuong an khic thay thé,

- Nhimg thong tin nao phi hop dé ngudi mua dé dang va thuan lgi trong
viéc xir 1y thong tin ma ho cin.

2.2.3. Bdnh gid cdc phuong dn

Khi da c6 trong tay nhiéu nhan hi¢u cho ciing mot sin phdm, ngudi tiéu
dung s& danh gid cac phuong 4n c6 khi nang thay the nhau dé di dén lua chon
cudi ciing vé nhan hi¢u quyét dinh mua.

Y¢u 16 ddu tién, quan trong nhat doi véi quyét dinh mua ctia khdch hang dé6
12 s thich ctia ngudi d6 vé san phim dang dugc bay ban. Sau d6, khdch hang
quan tam dén mic gid cd ma doanh nghiep di dinh dé tir 46 can d6; ngan sich
mua va quyét dinh thdi diém nao mua 13 hitu ich nhat.

D61 khi viéc danh gid dya trén nhiing tinh todn than trong va tu duy logic,
nhung d6i khi lai theo cam tinh. Ching han quyét dinh mua ddu goi ddu vi
nhing tinh nang sir dung ciia n6 nhu: tri gau, muat téc, dudng dm. Tuy nhién,
cling ¢é nhitng y&u t6 vé finh cim nhu bay hang dep mit, quang cdo v qua
tang dac bi¢t hdp dén, hay nhan vién ban hang thuyét phuc duge ho.

Vién dé quan trong nhdt cla cic nha hoat dong thi truong c4n phai phan
tich duoc trong giai doan nay 1a: quan diém va thii do cua ngudi mua trong
viéc ddnh gid cic nhiin hiéu c6 kha nang canh tranh véi nhau.

Cac quan diem va thdi do clia khach hang dugc tép trung & mot s6 khia
canh sau:

- Ngudi mua thudng coi san phdm 13 mét tdp hop cdc thuéc tinh;
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+ Dic tinh ky thuat, 1y - héa: Cong thiic, thanh ph4n, mau sic, khd, cd. ..

+ Dic tinh sir dung: Thei gian sir dung, tinh dic thi, dd bén.

+ Dic tinh tam ly: v¢@ dep, su tré trung, sy thoii mal, mic d6 hai long vé
san phdm ...

+ Nhimg dac tinh ket hop: Gii ca, nhan hiéu, déng goi, dich vy...

- Ngudi tieu ding ¢6 thé phan loai san phim vé mutc dé quan trong ciia cdc
thugc tinh khdc nhau. Cén phdi phan bigt 2 kh4i niém: "thuédc tinh ndi bat" va
“thuéc tinh quan trong”. Vi du: Khi mua thuc phdm thi cic thudc tinh vé dinh
dudng, d6 an toan clia sic khde Judn 3 v tri s6 1. Khi mua may giat thi do bén,
gid ca, dugc coi 1a dang chi ¥ nhat.

- Ngudi tieu ding ¢6 khuynh huéng xay dung niém tin cia miph gan voi
cdc nhén hiéu. Ho déng nhat mot chudi nidm tin cua minh v€ san phim véi
hinh &nh vé nhan hiéu. Vi du: Niém tin clia ngudi tien ding vé chiéc 6 16 ¢c6
chdt lugng cao, sy sang trong, gid ca dit... déng nhét v6i nhin hiéu
MERCEDES - BENZ.

Bin hang trc ti€p c6 thé gitp thé hién chdt luong va tinh nang san phdm ciia

cong ty so v6i cdc san phdm clia d6i thi canh tranh. Diéu nay dic biét quan trong
khi ngudi tiéu diing dang ludng Iy trudc s lua chon céc sén phdm véi nhau,

2.2.4. Quyét dinh muq

Sau khi can nhédc phuong 4n 13 viéc mua hang. Péi khi c6 nhitng yéu t6
khong thé ludng truée c6 thé 1am nguoi tiéu ding dot nhien thay déi quyeét
dinh. Chéng han, duge mei t6i du mot bira tiéc sang trong c6 thé khién ngudi
khdch mua ngay mot déi giay xin va dét tién hon so véi ¥ dinh lic ban dau.

Cdc cong ty muén giip khich hang hoin thanh giao dich trudc khi c6
nhiing yé€u t6 tdc dong khic. C6 the dung bién phip khuyén maj, quang cdo rim ro
d€ tao déng co khuyén khich nguoi tiéu ding mua hing, Péng thai, ban ha
ti€p c6 thé giiip dura san phdm téi noi thudn tién hon cho ngusi tisu ding.

Y dinh mua khong phaéi 13 chi bdo dang tin cay cho quyét dinh mua cuéi

cung béi vi tir ¥ dinh mua hang dén quyét dinh mua con chiu sy chi phéi caa
nhiing y&u t6 kim ham.

ng truc
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Thai dé cia ngusi khac
(Gia dinh, ban be,
du luan . ..)

Y dinh mua

Quyét dinh mua

Nhimg yéu t6 hoan canh

(rii ro, cdc diéu kién
lién quan dén giao dich, [*
thanh todn...)

Hink 3: So d6 biéu dat cac yéu t6 kim ham quyét dinh mua hang

Khi ngudi tieu ding ¢6 y dinh mua hang thi dén khi ra dugc quyét dinh
cudi cing, ho con cé thé chiu anh hudng nhiéu yéu t6 khic nhy théi do clia
nguoi khdc hodc cdc yéu 16 do hoin cinh tac dong. Mitc d6 anh hudng cia
nhém thédi do cha ngudi khéc cang 16n néu su ngudng mé, niém tin ciia nguoi
ti¢u diing danh cho ho cang nhiéu,

Néu gat bd nhiing rii ro khéng thé ludng duge thi su chi phoi quyét dinh
mua ¢ nhém 2. Céc hoat dong Marketing cfia doanh nghiép duoc tap trung &
nhom nay. Céc cong ty muén gilip khach hang hoan thanh giao dich trude
khi c6 nhimg yéu t6 tic dong khéc. C6 thé ding bién phdp khuyén mii, quang
cdo ram rd d¢ tao dong co khuyén khich nguvi tiéu ding mua hang. Déng ther,
ban hang truc tiép cé thé gilip dua san pham t6i noi thudn tién hon cho nguoi
tiéu dung.

2.2.5, Ddnh gi sau khi mua

Bin hang chua phai 13 da xong d6i vdi cong ty. Khich hang cé thé thoa
man hay khong thoa man véi sin phim va thudng s&€ d€ ¥ fim hidu xem quyét
dinh lra chon cla minh c6 ding dan khong. Tir 46 doanh nghiép s& biét duge
khich hang c6 quyét dinh ti€p tuc mua hang hay khong va kha nang "lan
fruyén" vé& san phdm véi cong dong nhu thé njo.

Chang han, khi mua mét san pham kem dudng da, ngui ticu ding sé& rat dé
¥ xem sur bién ddi lan da ciia minh hang ngay nhw: do dudng 4m, do tring
sdng, khong bi ddu bong mat, v diéu quan trong la moi ngudi xung quanh c¢6
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nhin thay da mat ban 6 thuc su thay doi va khen ngudi dé khoéng. San pham
dap {ng t6t su mong dgi va udc musn cia ngudi tiéu ding.

Su hai long hoac bat min ciia nguoi tiu diing sé tryc 1i€p anh hudng dén
thdi d6 cia ho khi ¢6 nhu ciu mua lai san phdm va khi ho truyén ba vé sin
phim cho nguoi khdc. Theo cdc nha Marketing thi "mét khéch hang hai long la
ngudi quang cdo tot nhat cla chiing ta". Néu khach hang khong hai Iong, biéu
hién ctia ho 1a tra lai sin phdm hoic tim kigm thong tin bd sung nhim giam bét
s kh6 chiu ma san phdm mang lai, & muc d6 cao hon, ho hinh thanh thdi do
"tdy chay”, tuyén truyén x4u vé san phim, vé doanh nghiép. T4t cd cic tinh hudng
trén déu bat l¢i cho qui trinh mua ti€p theo ciia khach héang. Tiép nhan nhitng
phan nan va khiéu nai ciia khdch hang luén dugce cic chuyén gia Marketing cot
la con duong ngdn nhat, 6t nhat dé bist duge nhing gi khich hang chua hai
1ong dé tir d6 diéu chinh san phdm va cdc hoat dong Marketing ctia minh.

Nhitng né luc Marketing nao d3 dem lai cho khéch hang mot thi; dé thién
chi véi nhin hiéu cta doanh nghiép, thi dé chinh 13 nhiing gidi phdp t6t giiip
doanh nghiép gia tang thi trudng va duy tri khich hang trung thanh.

Doanh nghi¢p thé sir dung hinh thic quang cdo va ban hang truc tiép dé
khing dinh vdi ngudi ticu diing rang ho di lva chon ding. Thém vao dé, doanh
nghiép cin ¢ cic hoat dong khuéch truong hodc dich vu cham séc khich hang
sau khi ban d€ clng c& niém tin cdia ho vé san phim.

Tém tat kigh thire

L. Khéc v6i cac mon hoc khic, Marketing dinh nghia rang thi truong 1a tap
hop khéch hang hién ¢6 va s& c6.

2. Phan doan thj trwong 1a chia thi trudng thanh nhimg nhém nguol mua
riéng biét vi méi nhém d6 ¢6 thé cin o6 nhing mat hang hay nhitng h¢ thong
Marketing - mix rieng. Nguoi ta phan doan thi trudng theo céc can cif- dia Iy,
nhan khdu hoc, tam Iy, hanh vi mua hang. Cong ty c6 thé lua chon mot hoac
mot vai doan thi trudng ma thiy ring sé bén dugc nhiéu hiang va tao quan he
cong ching réng rii nhat.

3. Néi dung ciia hoat dong nghién citu thi truong: Thu thap théng tin cia
khdch hang va qud trinh mua hang clta ngudi tieu dung,

- C6 nhiéu cdch dé thu thap thong tin thir cdp va so cdp vé khich hang.
Bang cau hadi diéu tra I3 phuong thiic phd bién nhat dé lay dugc théng tin so
¢dp bao gém cau hoj dong va cau hdi mé,
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— Dinh gi4 sau khi mua, Tuy nhién khéng phai lic nao ciing phai trat qua ca 5 |
giai doan nay. Doanh nghiép cdn phai fim hi€u xem khach hang muc tieu cia
minh dang & giai doan nio dé cé nhing hoat dong Marketing kich thich viéc
mua hang nhanh chéng. '

Bai tap 6n luyén kién thie

Bai 1: Dién tirthich hop vao & trong

1/ Khéch hang di may bay vdi muc dich: kinh doanh, du lich, van chuyén hang héa,
tiét kiém thoi gian, Hang hang khéng d3 phan doan thi truong theo yéu ts..... .

2/ Cang mot mau sic, mot ¢o gidy clia céng ty Vina Gidy nhung c6 cac mite gia
thanh: 70.000d/d6i, 150.000d/d6i, 300.000d/d6i. Cong ty d3 phan doan thi truong
theoy&uto.............

3/ Ao phéng ciia Hanoximex c6 cac kich ¢d: s3 2,504,568,s68, s8 10, 58 12, va
¢d S, M, L. Sy phan chia san phim cla cong ty Hanoximex la sur phan doan thi
trong theo yéuts.........

4/ Phén chia thi trudng thanh khach hang truyén théng va khach hang méi 1a phan
doan thi trudng theo yéu t6....... .

5/ Phén doan thi trudng theo yéu ts........... 13 viéc phan chia thi trudng theo can ciy
dia du hanh chinh,

Bai 2: Cdc sdn phdm sau diy, doanh nghigp nén phan doan thj triring nhir thé
nao dé ban duge nhiéu hang nhét? Tai sao?

1 D8 GO d8U. ..o

2/ Ca phé Trung NQUY&n........cocovvovn .

3/ D6 b ngi thét..........coorsoooo

4/ Nude mam Pha Quée........... .

........................................................................

---------------------------------------------------------------------

--------------------------------------------------------------------------------

L
[




Bai 3: Bai tdp tinh huéng sé 1
CONG TY IPA - NIMA

Nhimng chi€c tii, vi thdi trang mang nhan hiéu Ipa - Nima khéng xuat hién 6n &, x6 b
truc cong ching ma chi dugc "khiém ton" trong tai hdu hét cac khach san sang trong
nhét Viét Nam, ngi ma ngusi ngoai quéc thudng xuyén lui tdi.

Nha thiét k& chinh Christina Yu kiém giam ddc Ipa - Nima 1 mét phu nit Hongkdng
theo chdng t6i Ha Nai sinh s6ng va thanh danh chinh tir nhiing ¥ tudng sang tao cia minh
két hop vai chat ligu truyén thdng va ddi ban tay khéo léo clia ngudi tho Viét Nam. Chi
trong mét thai gian ngdn, Ipa - Nima da thu hit duge sy chd ¥ cia thé gidi d6i vai thoi
trang Viét Nam, nhu Tap chi Discovery d& timg binh luén.

Nhimg san phdm cla Yu trinh lang dau tién tai Hai chg nghé thi céng gay quy tr
thién danh cho nhitng ngudi héi huong 1997 tai Ha Noi. Trong nhitng gian hang khac déu
ban cac san phdm mang ddc trung cla cac dan téc thiéu s& Vit Nam, thi nhimg chiée i
dugc thigt k& bang tay tif hat cudm, hat xa cif va simg cGia Yu trd nén ndi bat. Th& nhung
g Viét Nam, nhitng san pham nay rat khé tiéu thu. Nhidu ngudi da chan thanh néi véi Yu
réng " Chi phai xust khu", Yu cling nhan ra diéu do.

Thiét ké cilia Yu hau hét sit dung chdt lidu c6 sdn tai cac dia phuong, moi tha tir day,
lua, bac, simg bod, hat cuam, g6, IuGi kim loai. Ngoai ra, Yu ciing nhap khdu nhiéu bd
phén ma Viét Nam khong cé nhu quai tOi kim loai, ca hat cuém va sequin (dd trang sifc
tron deo & cb 40). Theo Yu, can phai Iam nhu vay a8 dat muc dich keép 13 dap (mg chinh
xac tieu chudn clia khach hang quéc 1§ va tao ra thé gidi mau sic va hinh dang tinh 1§
hon ma khong dé dang duge 1ap fai & Vigt Nam. Thist k& clia Yu dugc bao chi quéc 1€
danh gia 12 dc dao va "khoa trdng".

K& tir thang 4 nam 1997 xuat khdu san phdm dau tién, cho d&n nay Ipa - Nima ¢6
cifa hang d Hongkong, My, Anh, Australia, Nhat Ban... v6i danh sich khach hang trong
ma d6i voi bat clt nha thigt k& nao; cuu dé nhat phu nhan Hillary Clinton, Toni Braxton,
Duong T Quynh, Martha Stewart...

Cau hdi thao luan

1/ Phan doan cla thj trudng ma Ipa - Nima nham dén |a gi? Tai sao Ipa - Nima lai tap
trung vao Idp khach hang nay?

2/ Tai sao khéch hang lai mua san phdm cla lpa - Nima? Hoat ddng Marketing chi
dao cho phan doan thi trudng nay la gi?

Bal 4; Bai tap tinh hubng s6 2
CONG TY CA PHE VNC

Phén tich hién trang:

Hang nam, lugng ca phé dugc tiéu thy ndi dia qua hé thdng cac cla hang thuc pham,
cac nha hang va khach san ¢6 gia tri udce tinh khodng 800 ty déng. Trong 46, khodng 35 -
40% 13 ca ph& & dang tan va duge déng géi khé.
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Ty 1& nay con tang bdi ngudi tieu dling ngay cang hudng toi su tién dung ciia loai ca
phé tan.

Van dé can gidi quyét:

Cong ty VNC nhan thdy rdng nhimg ngudi nghién ca phé va nhitng ngudi mdi chi
udng ca phé phin c6 I& khong phai 1& khach hang clia loai san phdm mdi nay vi ho khong
quen udng ca pheé trong céc 16n va nhigu dudng, sira nhu di vdi ca phé tan.

Nhu vay, tap khach hang muyc tiéu cla san phdm nay duge xac dinh la nhimg ngudi
thich ufng ca phé nhung khéng phai 14 dan nghién, va tat ca nhing ngudi da quen tiéu ding
ca phé tan trong dé ddi tugng thir hai dugc coi ta ngudi tiéu thu chl y&u san phdm méi.

Céng ty nhan dinh, nhimg ngudi trudc day tuy quen udng ca phé tan vi tinh tién dung
clia n6, nhung ho van chua that hai ldng véi huong vi va 86 dam clia loai ca phé dy. Cong ty
¢on cho riing san pham mdi ra ddi ¢6 thé chi phi hop chi y&u cho cac d6i tugng tiéu ding ft
i nhu mét s ho gia dinh hosic mét s& ngudi quen udng ca phé nguyén chét ma thdi, nhu vay
cling 6 nghia 12 doan thi trudng ndy khong thé dd 16n dé cong ty cé Igi nhuan.

Muc dich nghién cuu thi trudng:

Nham xac dinh mét hofic mét s8 doan thi trudng bao gém nhimg ngudi tiéu ding
tiém nang nhat cho san phdm méi, déng thai xac dinh dugc nhiing Iy do co ban nhét
khién nhimg ngudi tidu ding nay chdp nhan sdn phdm. Nhimg thuéc do do Iudng phan
g ctia déi tugng dugce nghién ¢y bao gom:

1/ Ho 1a ngudi quen udng ca phé phin hay ca phé tan.

2/ Ludng ca phé ho tiéu thy trong mdt khoang thai gian.

3/ V& khia canh tién dung nén san phdm mdi cé thé dugc dé dang chap nhan nhat
bdi nhiing ngudi doc than, hodc nhimg hd gia dinh gém nhiéu ngudl di lam. Nhu vay,
ngudi tieu ding tiém nang sé duge xac dinh tuy thude vao s6 lugng ngudi 1dn cé trong gia
dinh va tinh trang cdng viéc cla ho.

4/ Tir 3 - 6 tudn sau khi nhing géi nay dudc gui di, cong ty sé tién hanh nhimg cudc
phdng van, nhiing ngudi duge phdng van phai 1a ngudi 16n va da ding thlt sn pham mdi.

5/ Nhitng ngudi dugc phong van sau d6 s& dudc phan thanh 2 nhom:

+ Nhém nhiing ngudi tigéu diing tiém ning.

+ Nhém nhing ngudi tiéu dung khéng tiém nang.

Tuy thudc vao nhimg danh gia dugc thé hién trén bang cau hdi danh gia thai 4o vé
san pham cla ho (dugc néu & phan sau).

6/ Sau dé tat ca nhimg ngudi duge phdng van thudc ca 2 nhém sé duge phan loai
theo 3 thudc do mé ta:

* Lugng céa phé dugc tiéu thu | * Loai ca phé tiéu thu * S6 lugng ngudi I6n di lam
- Nhiéu: tif 3 tach tr Ién - Chi ca phé nguyén chat, | trong gia dinh
- it: tir 3 tach trd xudng - Chi c& phé tan. - H& ddc than.
- C4 2 loai trén. - Chi c6 b8 hoac me di lam.
- Cac trudng hgp khac.

Nhu vay, nhitng ngudi dirgc phdng van dugc phan loai theo 3 tiéu thire: lugng ca phé
ho tidu thu, sé lugng ngudi 16n trong gia dinh va tinh trang céng viéc cha ho.
Thiét k& bang cau héi: bao gdm 4 phan nhu sau:
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(1). Cac cau hdi do Iudng loai va khéi lugng ca phé tiéu thu, mét s§ théng tin nhan
khdu hoc cén thiét,

(2). Nhitg ngudi duge phéng vén sau dé duge danh gid v& mirc d6 tiéu thu ca phé
clia ho theo 7 chi tidu: huang tham, tién dung, khiu vi, 8¢ "tuoi®, @8 tinh khiét, gia ca, do
dam dac.

(3). Nhimg ngudi da thir ca phé tan nguyén chat duge dé nghi so sanh chung vai
cac loai ca phé théng dung khac theo tiéu thic tuong tu trén nhung s dung thuéc do 5
bac: ca phé mdi thom ngon hon hén (+ 2 diém), ca phé mai tham ngon han mét chut (+
1 diém), ca phé méi khong ngon hon nhung thom hon mét chat (+ 0 diém), ca phe
thﬁngédt_mg thom ngon hon mét chut (- 1 diém), ca phé théng dung thom ngon hon hén
(- 2 diém).

(4). Nhimg ngudi dudc phéng van duge hdi vé "y dinh mua” ca phé tan nguyén chat
theo thang § mdrc: rdt thich mua, thich mua, chua biét o6 mua hay khéng, khéng thich
mua, chac chdn khéng mua.
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Chuong 3

CHINH SACH SAN PHAM

Muc tieu

- Phan tich 3 cdp dé cua sdn phdm.

- Trinh bay ddc diém cia 4 logi sdn phdm.

- Gidi thich ddc trung cia 4 giai doan trong chu ky song sdn phdam.

- Trinh bay 5 chinh sdch sdn pham.

- Vdn dung dugce Iy thuyét 3 cdp dé sdn phdm cho moi sdn phdm.

- Nhadn biét dwoc ddu hiéu cia céc loai sdn phdm.

- Xdc dinh duoc phirong dn kinh doanh 161 ww cho doanh nghiép trong cdc
giai doan cvia chu ky séng sdn pham.

- Lita chon duge chinh sdch sdn phdm phii hop cho doanh nghiép khi c6 sy
thay ddi vé nhu cdu ctia khdch hang va sdn phdm cta doi thii canh tranh.

I. KHAI NIEM VA VI TRi CUA CHINH SACH SAN PHAM TRONG
MARKETING HON HQP

1. Khéi niém san pham
1.1. Khai niém truyén thong vé san pham
San phidm c6 thé 1a: Vat thé hitu hinh, dich vu, dia diém hay ¥ tudng. Tiy

timg loai sian phdm khdc nhau ma ¢é cdc hoat dong Marketing khic nhau cho
phit hgp, dat hiéu qua cao nhdt trong kinh doanh.

Sin phdm la tdt cd nhimg gi c6 thé théa mdn dwoc nhu cdu hodc mong
muon cua con nguoi va duoc chao bdn trén thi tricémg voi muc dich thu hit sy
chit ¥, mua hay sit dung.
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Nhu viy, nhu ciu cha ngudi tieu ding luon dugc quan tam hang dau.
Nhiing gi dugc phép san xuét ra ma khong dip ing dugc nhu cau ctia thi trudng
thi khéng duoc goi 1a san phdm. Ngudi tiéu ding mua san phdm vé c6 the dé
tieu dung, dem di bidu tang, hodc dé danh.

Bén canh d6, san phidm clia doanh nghiép phai nam trong danh muc ma
Nha nuéc khong cdm, hoac duge phép sén xuﬁt kinh doanh.

1.2. Khai niém méi vé san pham

San phdm bao gém 2 yéu t5 1a "Lyc" va "Thé" cila san pham doé.

"Luc” cha san phdm 13 nhitng gi ma ching ta c6 thé nhin thdy, ¢6 thé dinh
lugn duge nhu: chat lugng, miu ma, ki€u ddng, gid thanh. Y&u 6 nay duge vi
nhu "phdn néi cha tang bang chim™.

"Thé" clia san phdm 14 nhitng gi ma ching ta khong nhin thdy, khong the
dinh luong duge, d6 chinh 1a cdc dich vy kém theo san phdm, cic hoat dong
bao vé thuong hiéu san phdm, cdc hoat ddng van héa - van minh doanh
nghiép... Ngudi ta cho ring "the" clia san phdm bao gom cdc yéu 6 khong nhin
thay dugc nhung lai cyc ky quan trong.

Theo quan niém mdi vé san pham, ngudi ta cho rang, khach hang khong
pha1 chi mua san phdm dé tiéu diing ma ho con mua sy hai long. SU mong
mudn cha minh, mua phong tuc t4p qudn, nét van héa dic trung cla khu vyc -
viing mién nao dé...

Tai céc nudc ¢6 nén kinh € chua phit trién manh mé thi sy canh tranh méi
chi dimg & "Luc” clia san phdm. Loi nhuan thu dugc tir sy kinh doanh g cap dd
nay I3 thdp, hdu nhu chi trang trai duge cdc chi phi bo ra, khong thé ¢b vi trl
cao trong thi trufcmg i¢n hon, vi du nhu Nhat Ban, EU, My, Han Quéc... Trong
khi d, tai cdc nén kinh t& pht trién thi sy canh tranh gay gat & "The” cua san
phdm. Cong ty dem lai su sang trong cho khach hang, bao vé sitic khoe nguoi
tieu diing, bao vé méi trudng sdng, cdc moi quan hé cong ching rong rai, su
thuan tién khi sir dung... Do d6, uy tin clia doanh nghiép ludn dugc coi trong
hang ddu trén ca yéu 16 lgi nhuén.

CAC CONG TY VIET NAM TRONG cﬁu NHIN
vE “LUC” VA “THE” CUA SAN PHAM
Theo két qud diéu tra cia dy dn "H6 trg cong ty Viét Nam va quang bd
thuong hiéu" (thdng 1012002, do bdo Sai Gon Tiép Thi va CLB cong ty hang
Viét Nam chdt luong cao thitc hién), thi hdu hét cdc cong ty chira nhdan ré sy
déng gép quan trong cia thuong hiéu trong gid ir sdn phdm.
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Da 56 cdc cong ty Viét Nam hién nay vén chi quan tdm t6f sdn xudt va tim
cdeh tiéu thu mot cdch thu dong, chuwa quan tim dén viée tim hiéu thi hiéu,
diéu tra nghién ciru thi truomg, xdy dung mot chién liwge kinh doanh, qudng bé
thuong hiéu bai bdn nhdm tim mét ché ditng cho thuong hiéu cita minh trén thi
truong trong va ngodi nudc.

Viét Nam dang xudt khdu manh cdc mgt hang nong sdn, thie phdm ché biéh,
gidy dép, qudn do, hang thii cong my nghé, thiy hdi sdn... nhung cé i 90%
hang Viét Nam vdn con phdi vao thi truong thé gidi thong qua trung gian dudi
dang thé, hodc gia cong cho cdc thuong hiéu néi tiéng cia nude ngodi. Qua
khdo sdt tai thi truong Lao cho thdy ré rang la Lao mua sdn phdm ctia Viét Nam
nhung sau do lai ddn nhan hiéu ciia Théi Lan dé ban. Trong khi do nhiéu thiong
hiéu cia Viét Nam lai dang duge mot s& cong ty nudc ngodi bo tién ra khai thdc
mot cdch cé bai bdn. Dién hinh la viéc Unilever mua thutong hidu thuoc ddanh
rdng P/S vor gid 5 triéu USD va sau dé doi méi hinh dnh va dua PIS thank mot
thuong hiéu lon cia cong ty tai Viét Nam. Unilever ciing d@ chép co hoi dé ddu
fu khai thde chi dan dia Iy "Phi Quoc” véi sdn phdm nuée mdm "Knorr Phii
Qudc”. Mot 56 cong ty nude ngodi con ding ky thuong hiéu néi tiéng cita Viét
Nam nhu Vinataba - thude 1, Nang huong - gao... dén dén viéc cdc cong ty Viét
Nam mdt quyén khai thic thuong hi¢u ciia chinh minh trén thi triong quoc té.

Tuy nhién bdng nhiéu né luc, mot sé' thuong hiéu ciia Viét Nam da khéng
dinh dwoc vi tri trén thi truong trong va ngodi nise. C ong ty dét Viét Thing la
m@t vi dy dién hinh. Nhifng nam gan ddy khi 1iép can nhiéu thi truomg thé gici,
cong ty hidu rdng chimg chi ISO 9002, ISO 14000 va SA 8000 Ia nhitng diéu
cdn thiét phdi lam mdc dii rdt t6n kém. Viét Théng la dom vi ddu tién cua nganh
dét may Viét Nam dat duge 3 tiéu chudn quée 1¢ ISO 9002, ISO 14000, SA
8000. Ndm 2002 doanh thu tiéu thu ciia cong ty dat 12 rriéu USD, ting 50% so
vol ndm 1998, sdn phdm dugc nhiéu nguoi wa chudng va tin ding.

Tuy nhién, hién cdc cong ty gdp nhiéu khé khan trong viéc xdy dung thuong
hiéu la vén, nan hang gid va vi pham bdn quyén, co ché. chinh sdch, thi tuc,
nguén nhan luc... Ludt thué thu nhap cong ty quy dinh vé mitc chi cho tiép thi,
quang cdo, khuyén mai... khong qud 7% téng chi phi hop 15 la mét rao cdn lon
cho viéc xdy dung thuong hiéu dai han, 3¢ tao dung ndng luc canh tranh cho
chinh minh trong twong lai.

2. Ba cip dd clia san pham
- Cdp dé y tudng: O mic do nay, cong ty phai tra 10 duge cau hoi: vé thuc
chat ngudi mua s& mua cdi gi? Nha sin xust khéng phii ban nhimg thuodc tinh
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cuia san pham ma 13 ban nhimg lgi ich cha né dem lai.

Vi du: Cap do ¥ tudng d6i vdi san phdm 13 xe mdy Dylan: thda min nhu
cau di lai cia ngudi tiéu ding. Ngoai ra ho ¢dn ¢ nhu cdu phé trirong su giau
€O, mua su sang trong va lich su, "sanh dién",

- Cdp d¢ thir hai: San pham hién thuc, bao gdm 5 dic tinh co ban: chat
lugng, cac thuge tinh, bo cuc dac thi, tén nhan hiéu va bao goi dic thi.

Vi du: Cap d6 thit hai cta xe may Dylan:

* Sitc manh cla dong co * Tinh dé diéu khién

* Mifc tiéu thu nhién liéu * Mau sic clia xe. ..

- Cdp d¢ thir 3: San phdm dich vu. Nha nghién citu thi trudng du tinh danh
thém nhitng dich vu va lgi ich phu cho san pham va tat ¢4 g6p lai thanh san
phdm hodn chinh. Céc dich vy c6 thé 1a: dich vu bao géi, dua hang dén tan nha
mién phi, tu vin mién phi, tai trg, sin sang doi lai hang sau 3 ngay...

Cap d¢ thi ba nay cho phép phan biét san phdm cha céng ty nay véi san
phdm cuia cong ty khéc.

Vi du: Cic dich vu kém theo xe mdy la:

* Dich vu bao hanh, bao dudng mién phi 12 thing.

* Tang 01 lon ddu nhét 06 thiang/ 1dn trong vong 5 nam...

* Tu vén, gidl ddp thac mic mién phi cho khach hang.

Sdn phdm y tudng

Loi ich co ban 4n gidu sau mbi san phim

Sdn phdm hién thuc
+ Bao gdi,
+ Tén nhin hiéu
+ Thudc tinh,
+ B6 cuc bén ngoai
+ Chét lugng

Sdn phdam hoan chinh

Céc dich vu k&m theo san phidm

Hinh 4: Mo hinh 4 c4p d6 san phidm
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Nhu vay, canh tranh theo ki€u méi khong phai 1a canh tranh v&i nhau vé
cdi ma cac cong ty 1am ra tai nha mdy ciia minh, mi vé cdi ma ho hoan chinh
cho sin phdm clla minh nhir the n3o. Cong ty cdn khai thic 16i da nhimg dich
vu ma minh c6 thé lam dé€ 1am hai long khéch hang. Chinh su hai long do 1a
phuong tién quing cdo san phdm cho'doanh n ghi¢p mot céch hiru hiu nhat.

3. Vi tri cda chinh sdch san phim trong Marketing hén hop

Sau khi hoan tt cong doan nghién cifu thi trudng va nhu ciu cia khich
hang, doanh nghiép ti€n hanh san xuit ra san phim d4p ting nhu cdu d6. Do
vy, san phdm 13 thanh t6 ddu tién va quan trong nhét coa mot chién luge
Marketing hén hgp.

S&n phdm 12 bd phan trung tam ciia ké hoach Marketing vi chinh cic thuoe
tinh cua san pham s& quyét dinh kha nang lam hai long khdch hang. Cic quyét
dinh v€ san phdm chi ph&i t4t c4 cdc bien s6 khic (gid ca, phan phéi va xdc tién
hén hop) clia chién luge Marketing hén hop.

MARKETING

SAN
PHAM
- HON HOP
PHAN XUC TIEN
PHOI HON HOP

Hinh 5: Mo hinh 4 bién s6 trong hé thong Marketing hon hop

HE THONG

“Gi4 san phdm c6 thé rét ré, hoat déng khuéch truong san phim c6 thé rim ro va
1ong khap d€ kich cu nhanh chéng. Nhumg sau mot thoi gian kiém nghiém, néu
sdn phdm khong dat yéu céu vé chat lugng va dich vu ma doanh nghiép d4 cam ke
v6i khich hang, ¢6 nghia 12 doanh nghiep di dang trén bd vie phd san. Do d6, dam
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bio chat lugng, cong dung san phdm, kiéu ddng, bao bi, dich vu di kém... 14 nhimg
y€u t6 rit quan trong d6i véi khich hang ciing nhir doanh nghiep.

IL PHAN LOAI SAN PHAM

C6 nhiéu cdch phan loai sin phim. Mot cdch phan loai phé bién 1 phan
chia san pham thanh nhiing nhém trén co s& théi quen mua hang clia ngudi tidu
ding. Theo cich phan loai ndy ¢6 4 loai san phim.

1. San pham st dung thudng ngay

* Pic diém

- San phdm st dung thudng ngay 1a san phdm ma ngudi tieu diung khi mua
ngay khong cén din do, suy nghi va mat cong sttic d€ so sdnh chiing véi nhau.
Vi du: Xa phong, bao chi, kem danh rang, quan 4o..

-béla nhung san pham c6 gid tri thap, c6 thcn gian sir dung ngin. Do vay,
gi4 thanh san phdm khéng cao.

San phim sir dung thudmg ngay lai c6 thé chia ra thanh 3 loai san phdm:
+ Sdn phdm sit dung thuong xuyén duge mua déu dan, khi hét hang, ngu‘fji
din phai mua ngay chit khong tich trit. Bdi vi loai san phélm nay thuong dé su

dung, ngudi tiéu dung khﬁng phai lén k&€ hoach mua sdm, khéng phai ddu tu
nthi€u cong sic hay tién cita vio viéc tim ki€ém khi mua.

+ Sdn phdm mua ngdu himg dugc khich hiang mua khong c6 k& hoach tir
truge va ngudi tiéu dang khong cé chil ¥ tim ki€m, ho chi mua khi thay thich
hodc nhén thay c6 loi ich trudc mat nao d6 dang cén.

Vi du: Keo cao su, thoi socéla, bat lira, day deo chia khéa...

+ San pham mua khdn cdp duogc khich hang mua khi xuat hién nhu cu cép bich.
Vi du nhy: O di, 40 mua, d6 diing don tuyét vio ddu mia tuyét roi, bong bang...

* Hoat déng Marketing cha dao

Cac cong ty kinh doanh mit hang nay thuong sir dung 2 c6ng cu chi yé&u
trong hé thong Marketing - mix: phdn phoi va sdn phdm.

- Kénh phdn phéi ban 1é. Céc dai 1y ban 1€ dugc sir dung & nhiéu noi va céc
dia diém nay déu bdn véi ciing mot mic gid cd. San phdm dugc bay & nhing
noi bat mat, dé thdy, dé tim tao diéu kién thuan tién cho ngudi mua.

+ Quang cdo khong mang lai hi¢u qua cao lai t6n kém, do vay cin ting
cudmng khai thac cdc dia di€m ban 1€ dé thdy, d& tim kiém.
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+ Nguoi ban luén phai dir trit san phdm dé ban, khong phai chd dén khi
khéch hang cin d€n méi di ldy hang thi co hoi ban dugc s& bi bé qua ngay.

- Nang cao khong ngimg chat lugng sdn phdm. Bdi vi loai sén phdm nay
ngudi tiéu ding s& mua theo théi quen sit dung 14 chli y&u. Khi sén phdm ma
thuomg xuyén sir dung da dugc ki€m nghiém vé chat hrong, ngudi tiéu ding
khong mudn chuyén sang diing sin phdm khic.

2. San pham mua ¢6 luya chon

* Pac diém

- Day 1a nhiing san phdm c6 gid tri cao, th&i gian sir dung lau bén.

- San phdm mua c6 lya chon 14 nhitng sin phdm ma ngudi tiéu ding trong
qué trinh mua thudng so sinh, can nhic cdc chi tiew céng dung, chat luong, gid
ca va cau hinh bé ngoai. Vi dy: T lanh, 616, d6 dién gia dung...

- Khi mua nhitng hang héa nay, nguoi tieu ding phai 1én k& hoach tir truée
dé thu thap thong tin va tich liiy tai chinh.

* Hoat dong Marketing chu dao

Chinh vi dac diém cén c6 sy Iya chon khi mua ciia khdch hang ma cén phai
tap trung cho hoat ddng xdic tién hon hop trong hé thong Marketing - mix:

- Qudng cdo cin néu bat nhimng Igi the, nhitng diém manh vugt tréi cha san
phdm, clia cong ty so v6i d6i thi canh tranh.

- Can xay dung d¢i ngii nhdn vién ban hang gibi dé: thong tin, tu vin, trao
déi thong tin, thuyét phuc khdch hang mua sin phdm cila cong ty.

Hi¢n nay, trinh do hiéu biét x4 hoi, trinh do nim bt tam [y khdch hang cha
nhan vién dé tr van va trao déi thong tin cho ngudi mua dang dugc chd trong
déng k€ tai cdc dia diém bén. Khi ngudi tiéu ding thdy duge su hop 1y, sur hip
dan cha san pham thi quyét dinh mua s& dugc dua ra ngay l4p tdc.

3. San pham c6 nhu ciu dic biét

* Pac diém

Vi du: O t6 Mecerdes, tranh ¢8, bo suu tap tem...

- San pham theo nhu cdu dac biét 1a nhitng sin phdm c6 nhitng tinh chat hét
sific dac biét vA dac hiéu riéng vé mat tinh thin.

- San phdm theo nhu cdu dic biét c6 gia thanh sin phdm rat cao, khong doi
hoi ngudi mua phai so sanh can nhic gi. Ngudi tieu diing sin sang bd thém thén
gian, tién cha va cong stc dé tim kiém sdn phim.
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* Hoat dong Marketing chu dao

Dai v6i sdn phdm ¢6 nhu cdu dic biét cin tap trung vao yéu 18 sdn phdm va
xtie tién hon hop trong hé thong Marketing mix.

- Céc cobng ty kinh doanh loai san pham ndy c4n phai dam bao nghiém ngét
vé uy tin chdt luong sdn pham ciing nhu chdt hrong dich vu ma ho bdn ra.

- Boi ngii bdn hang gidl nghiép vu va ¢6 trinh d6 hiéu biét xa hoi 16t d€ bén
hang cho nhilng ngudi cé thu nhép cao.

4. San pham c6 nhu cdu thu déng

* Pac diém

San pham theo nhu ciu thu déng 12 nhilng san phdm ma ngudi tiéu ding
khong biét hodc néu biét thi khong nghi dén viéc mua ching ngay ca khi ¢é
nhiéu chwong trinh khuyén maii, giam gid. V{ du: Bao hiém nhan tho, thiét bi
béao khéi, tir dién bach khoa toin thr...

* Hoat dong Marketing chu dao

Do ban chit cua né khong mang tinh thi€t yéu trong doi song hang ngay
cia ngudi dan, nén dé tiéu thu nhitng san phdm nay cdn phdi ¢é nd luc ding ké
dudi dang xiic tién hon hop trong hé thong Marketing - mix.

- Cin ¢é chuong trinh quang cdo trén cac phuong tién thong tin dai ching
thu huit sy tdp trung cla khan thinh gia. Théng diép quang cado khdng mang
tinh chét "h6 hao" hay mé ta san phdm ma phai nhidn manh vio yéu 16 tam 1y
vé lgi ich lau dai, hudng téi mét tuong lai tuot sdng.

- M6t s6 nhitng thi thuat bdn hdang cd nhdn tinh t€ nhat da xuat hién do ¢6
ging dam bdo tiéu thy chinh nhitng sin phdm theo nhu cdu thu ddng ndy. Cic
nhan vién dén timg nha, timg co quan, xi nghiép dé thuyét phuc ngudi tiu
ding mua hang,

- Ngoai ra, cdc cong ty con thuc hién cic hoat dong rdf trg, bdo tro cho cac
hoat dong vin héa, thé thao d€ tang su ti€p xic vdi cong ching. Qua dé, khich
hang sé tin tudng, tin yéu san phdm hon, ho s& ra quyét dinh mua hang.

IIL. LY THUYET CHU KY SONG CUA SAN PHAM

1. Khai niém va y nghfa clia Iy thuyét chu ky séng san pham
1.1. Khai niém chu ky soéng san pham
Nhu cdu tiéu ditng va chi€én luge kinh doanh cla déi thu canh tranh thay
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déi s& inh hudng dén su bien dong cia khéi lugng tiéu thu san phim va loi
nhudn. Thudt ngit "chu ky séng san pham"” c6 thé mé ta hi¢n tugng nay.

Chu ky séng ciia sdn phdm hay con goi la vong doi ciia sén pham la thugt
ngit mo 1a sy bién doi cda doanh 5o tiéu thu ké tiv khi sdn phdm dwpe tung ra
thi truomg cho dén khi né phdi rit lui khoi thi truong.

Chu ky s6ng cla sin phdm c6 thé duoc xem xét cho timg mat hang cu thé,
timg nhém chiing loai, tham chi 14 timg rhin hiéu san pham.

1.2. Y nghia ciia viéc nghién citu chu ky song san pham

Mot trudng canh tranh ngdy cing gay git va khoc liét, dac biét 13 nén kinh
t€ trong qué trinh hoi nhap qudc té. Do 46, chu ky sOng clia san phim ngay
cang ¢6 xu huéng ngan di, ngudi tieu ding ludn mong muén nhing sin phim
mdi thay thé cho nhitng cdi cii. Cé céc nguyén nhan co ban sau day:

- D€ trdnh sir sao chép vé sin phim, han che su 101 bo tiéu dung san phdm
cua cong ty sang ding sén phdm ctia d6i thi canh tranh.

- Khoa hoc cong nghé da hé trg rat nhiéu cho viec nghién ciu nhitng san
phim méi mot cdch nhanh chéng, déap ing dugc nhu cdu clia con ngudi trong
diéu kién ngudn luc vé tai chinh han ché va nguyén vit liéu khan hiém.

- Khi doi séng cha ngudi dan duge cai thién, nhu cdu vé nhimg sén phiam
mai theo huéng cao cdp, hién dai va tién dung hon s& ting.

2. M6 hinh va djc trung céc giai doan ciia chu ky séng san pham

Miic tiéu /\ :fgﬁ;u
thit va loi -

nludn tinh Loi

thanh tién nliudn

/// N

. L O
Lé von ﬂ N
tinh thanh
tien Giai doan |Giai dogn trién| Giai dogn Giai dogn | Giai doan
thiét ké khai phdt trién chin mudi suy thodi

Hinh 6: M6 hinh chu ky song ciia sin phdm

44




PANNEEAWTNSAL. Vemnl It I 1) 1. !-ll I-l

2.1. Giai doan trién khai

- Qua trinh tri€n khai hay con goi 1 giai doan tung san pham ra thi trudng
do1 hoi thoi gian va mic tién thu trong thoi gian ndy thudng tang cham. Su phit
rién cham tré ¢6 thé do nhimg 1§ do sau:

+ C6 nhi€u vuéng méc chua giai quyét ngay lap tirc duoc.

+ Cac nha phan phdi chua sn sang dong loat tiéu thy hang cho cong ty.

+ Khdch hang chua mu6n tir b6 nhiing théi quen tiéu ding trwde dé€ chuyén
sang diung hang mdoi.

- Trong giai doan nay, céng ty hoic 1a chiu 16, hoac 1a c¢6 1ai rat it va ban
dugc khong nhiéu san phdm, lai phai chi phi nhiéu cho viéc thong tin vé& san
phdm dén ngudi tiéu diing, quang cdo, kich thich ticu thy va to chifc phan phéi
va khai thic cdc dai 1y.

- Lidc nay, doanh nghiép chi nén dua ra phuong dn chinh ca san phdm, béi
vi thi trudng van chua sin sang chap nhan cic kiéu cii bién hay cdc san pham
phu cta né. Hon nita, chi dua ra san phém chinh s& giam duge rbi ro cao.

- Gid ca trong giai doan nay thuong duge dinh & mce rat cao. Céc cong ty
tdp trung nd luc tiéu thu vio nhitng ngudi tieu ding cé thu nhap cao, nhirng
nguot ua kham phd nhitg diéu méi la hoic wa mao hi€ém. Hon nira, trén thi
truong chua c6 san phdm nao dé€ ngudi tieu diing so sanh.

2.2. Giai doan phat trién

- Néu sdn pham méi théa man lgi ich clia th trudng, thi mdc tiéu thu bit
ddu tang manh & giai doan phét trién. Nhimg ngudi mua trude day sé tiép tuc
mua hang. Nhitng ngudi tiéu ding khéc s& bt diu theo guong ho, nhat 1a ho
dugc nghe thdy nhiing 1di nhan xét t6t dep vé sin phim.

- Nhitng chi phi cta cong ty vé khuyén khich tieu thu van gitt & mire cii
hoac ¢6 tang doi chit dé chéng lai cic d6i tha canh tranh va 1i€p tuc théng tin
vé san phdm cho cong chiing. Do d6, chi phi trén mét sdn phdm gidm xudng.

- Gid ca ¢6 thé véin & mic ci nhung thong thuong la hoi giam khi mitc ciu
tang nhanh.

- Lot nhudn trong giai doan nay ting, bdi vi chi phi kich thich ticu thu duge
tinh cho mét khéi lugng ban i6n hon, dong thai lai cit gidm chi phi san xu4t.

- Trén thi rudng xuat hién nhimg d&i thi canh tranh mdi bi hap din béi
tiém nang phat trién va loi nhudn. S8 d6i tha canh tranh ting lén din dén tang
vot khoi lugng san phdm & nha mdy va céc kénh phin phéi.
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D¢ kéo dai 16t da thdi ki phar trién nhanh cia thi trudng, cong ty ¢ thé
thuc hién mot s6 hoat déng sau:

+ Tao cho sdn pham c¢6 thém nhitng tinh chit méi, tinh nang st dung méi,

¢6 nhiing miu ma méi.

+ Tang cudng cdc dich vy kém theo san pham.

+ Xam nhép vao nhitng phdn thi trudng méi.

+ Sir dung nhitng kénh phan phéi méi.

+ Ti€p tuc ha gid dé thu hit thém s6 ngudi tieu ding.

2.3. Giai doan chin mudi

- Nhip d¢ tang muc tiéu thy cham lai & giai doan chin mudi ¢6 nghia la
kh6i lugng sdn phdm chua bén dugc, tén dong nhidu & nhi sin xuat.

- TruGc su canh tranh gay gat, cdc d6i tha canh tranh ngay cang sir dung
cdch bin ha gid hay bén theo gid thép hon gid quy dinh chinh thiec.

- Quang cdo ting, cdc hoat dong khuyén mii va dich va kém theo san
pham gia tang khong ngimg. Kinh phi ddu tur cho phuong 4n sdn phdm cai tién,
san phdm phu ciing gia ting. T4t ca nhitng cdi d6 ¢6 nghia 13 lgi nhuan giam.

- Nhimg ddi tht canh tranh y&u nhét bit ddu rit khoi vong chién. Cusi
cling trong nganh chi con lai nhitng d6i thi d3 bim ré vitng chic.

Tai giai doan ndy, cdc cong ty can phai:

+ Cai bién san phim: cai ti€n chat lugng nhu: d¢ bén, do tin cay, téc dé,

mui vi..., tinh chat va c4u hinh bé ngoai, gia tang céc dich vi k&m theo.

+ Sir dung nhitng kénh phan phéi cé6 dung lugng 16n hon, tiéu thu manh va

cho ho dugc hudng nhiéu wu dii,

2.4. Giai doan suy thoai

- Cudi ciing r6i th€ nao muc tiéu thu cic loai san phdm hay nhén hiéu cling
giam xudng, di€u nay bio hiéu sin phdm da & giai doan suy thodi.

Miic tiéu thu giam c6 thé 13 do: Nhiing thanh fru v€ cong nghé, su thay déi
thi hi€u ciia ngudi tiéu ding va su canh tranh gay gat tir phia cdc d6i thii trong
nude va ngoai nude. Hon nita, nhu cdu vé san phim da giam ngay ca khi da c6
nhiéu cai ti€n.

- Khi mtc tiéu thu va lgi nhuan gidm, mot 3 cong ty rat khoi thi trudmg,
56 con lai c6 the thu hep chiing loai san phm, tir bé nhitng phan thi trudng nhod
va it hi¢u qué nhat, cat gidm kinh phi khuéch truong va ha gi4 nhiéu hon nira.
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- Viéc giff iai mat hang da budc vio giai doan suy thodi cé thé 1a mot viec
lam v cling bat 1gt doi véi cong ty. T6t hon 1a dem t6 chitc san xudt nhitng san
phdm mdi, ¢ lai hon. Ban than hién tugng suy gidm manh muc tiéu thy c6 thé
gay ra cho nguoi tieu diing moi nghi ng&r déi v6i toan bo cong ty san xudt.

IV. CAC CHINH SACH SAN PHAM
1. Chinh sach chat lugng san phiam

1.1. Khai niém chat lugng san pham

Chdt lugng sdn phdam 12 kha ning cla san phdm trong viéc thuc hién nhing
chirc ndng mé ngudi ta giao cho né. Chat lugng san phdm bao gém do bén, do
tin cay, do chinh xdc, d6 sac nét, tinh da dang vé cong dung, tinh dé& van hanh,
dé stra chiia, dich vu hoin hao.

Moi doi trgng khich hang khi ra quyét dinh mua sén phdm déu quan tam
dén chat lugng cha san phim. Chat luong 16t chinh 13 phuong tién quéng cdo
hitu hiéu nhét cho doanh nghiép ma khong phai tra tién.

1.2. Chinh sach chét lugng san pham

Quyét dinh vé chit lugng sdn phdm clia méi doanh nghiép phai duge can
¢t nhu sau;

~ Cédc cong ty can xédc dinh chét lugng san pham cha minh tir géc do cia
khach hang chir khong phdi xudt phat tir ¥ kién chll quan clia doanh nghiép.
D1 v6i khdch hang, ho cho rang san phdm ctia doanh nghiép ¢6 chét lugng tot
c6 nghia 13 di ddp dng va thoa mian duge nhu cdu dir ra cla ho.

- Midc d6 chdt lugng ma cong ty lua chon it nhét phai ngang biing véi chit
lugng sén pham cha cdc d6i thii canh tranh ciia minh. Piéu ndy ¢4 thé thyc hien
dugc tir cdc két qua caa hoat déng nghién cifu thi trudng.

- Chat lugng con thé hién & phong céch, thii d6, nhiéu cong doan trong
khau dich vu kém theo san phdm. Khdch hang s& tin diing san phdm hon khi
nhiéu nhu cdu cha khach hang du chi 14 rat nho ciing dugc thod man.

Doanh nghi¢p dang mudn cé mot ché diing viing chéc trén thi trudng, nang
cao khé nang canh tranh ctia minh thi chinh séch chat lwgng duoc doanh nghiép
luén dé cao, chi trong trong mei giai doan clia chu ky s6ng san phim.
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2. Chinh sach chlng loai san pham

2.1. Khai niém ching loai sin pham

Chiing loai sdn phdm 13 mot nhém san phdm c6 lién quan chit ché véi
nhau do gidng nhau vé chitc nang hay do ban chung cho cung mét nhém khach
hang, hay théng qua cling nhitng kiéu 6 chic thuong mai, hay trong khuén
kho cling mot day gid ca.

Cic tap doan kinh t€ lén mang tinh toan cdu kinh doanh nhiéu mat hang

nhu P&G, Unilever, Kimberly - Clark thudng c¢é cdc chinh sich phat trién
chiing loai san phdm rat linh hoat va hiéu qua cao.

2.2. Chinh sach chiing loai san pham

Doanh nghiép c6 thé mé& rong hay thu hep danh muc sén phdm ctta minh
dang c6 trén thi trudng tity theo mifc dé canh tranh va nhu cau tiéu ding.

- Bé réng cha danh muc san phim la t6ng thé cc ching loai san phdm do
cong ty san xuét ra. Ching han, tiy thudc vao thu nhép vad muc dich sir dung
hing héa ma cong ty Coca - cola ¢6 cdc kich ¢& san pham khéc nhau: lon, chai
thily tinh, binh nhva véi cdc dung tich sén phdm khéc nhau.

- Mitc doé phong phi cha danh muc san phdm la t6ng s& nhimg mat hiang
thanh phin clia n6. Vi du, dé han ch€ canh tranh vd mudn 14p cdc chd tréng
trén thi truong, Coéng ty coca - cola dua ra cdc san phdm: coca- cola tiang luc,
coca - cola danh cho ngudi an kiéng, coca - cola anh dao...

- Bé sdu cta danh muc san phdm I téng s6 cac don vi san phdm cu thé
dugc chao béan cho timg mat hang riéng cia mét ching loai. Vi du: Cling 12 mat
hang coca - cola danh cho ngudi an kiéng nhung dugc chio bdn trong 3 kiéu
déng goi vai 2 huong vi khic nhau la: anh dao va dau rimg.

3. Chinh sach nhan hidu san pham

3.1. Kh4i niém nhan hiéu san pham

Nhiéu ngudi nhdm 13n khi déng nhat tén san phdm v&i nhén hiéu san pham.
Thuc t€, tén san phdm chi 12 mot bo phan cha nhin hiéu ma thoi. Nhin hiéu 13
mot thudc tinh quan trong ciia sin pham.,

Nhdn hiéu sdn phdm la tdp hop tén goi, kiéu ding, biéu twong, hinh vé,
kiéu phong chit, mau sdc... hode bdt cir dde diém ndo cho phép phdn biét sdn
phdm ctia nha sdn:xudt nay vt nha sdn xudt khéc.
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Nhur vay, nhén hiéu bao gdm cic bg phin co ban:

- Tén nhan hiéu: La tén goi sin phdm ciia doanh nghiép.

- Ddu hiéu ciia nhdn hiéw: Biéu tuong, hinh v&, mau séc, kiéu phong chi,
ma viing ma vach...

- Ddu hiéu san phdm: La toan bo nhin hiéu hodic mét b0 phan cua né duoc
dang ky tai co quan quan Iy va dugc bao vé vé mat phép 1y.

- Quyén tdc gid. Nhin hiéu thé hién su cam két clia cong ty trong viéc cung
c4p cdc san phdm véi dac tinh, loi ich, chat lrong va kiéu ddng nhit dinh cho
khach hang. Mot nhan hiéu thanh céng sé giinh dugc sy trung thanh lau dai
ciia khédch hang.

3.2. Chinh sich nhan hiéu san phim

Chinh sdch nhan hi¢u 6 thé tap trung mét s6 quyét dinh sau day:

* Quyét dinh dgt tén nhdn hiéu

Cong ty nén chon tén nhdn hiéu sdn phdm théa min cic yéu cdu sau:

- Tén nhén hiéu phan dnh duoc loi ich va cong dung ciia san phdm.

Vi du: Nudc udng Samurai, tén goi thé hién sy manh mé, sang trong. Dau
g0i dau Clear thé hién sy sach sé, tri duoc géu.

- Tén nhén hiéu lam cho cdc hoat dong quang cdo trd nén dé dang hon. Vi
du: OMO, TIDE, ¢6 thé gitip cdc nha quing cdo trén bao bi ¢é thé in chif to
trén nén mau do sic s, bit mit.

- Tén nhan hiéu cdn ¢6 ¥ nghia, ngin gon, dé doc, dé nhé, dé nhan biét.

- Tén nhén hi¢u c6 kha ning t6n tai 14u dai vi néu c6 nhiéu sir thay déi sé
khién cho khich hang nhdm l4n.

Céc cong ty 1dn, thudng c6 cach dat tén nhin hiéu:

Cédc sdn phdm c6 tén nhan hiéu riéng biét.

Vi du: Céng ty Unilever ¢6 cdc nhin hiéu:

+ Déu got ddu: Clear, Sunsilk, Dove...
+ Bot giat: Omo.
+ Thudc nhudm téc Wella.

Mai nhéin hiéu trong céng ty thé hién loi fch va cong dung sin phim khéc
nhau, thu hit nhitng nhém khich hang riéng. Tén cong ty thé hién tinh hop
phép, t€n nhan hiéu mang tinh doc ddo, phit huy dugc tinh tu chd, ning déng,
sdng tao va hiéu sudt cong tic cao ctia cdc nhan vién.
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Tén nhdn hiéu théng nhdt cho tdt ed sdn phdm.
Vi du: Cong ty Electrolux ¢6 cdc san phim:

+ May giat Electrolux

+ May hiit bui Electrolux

+ Mdy di¢u hoa Electrolux...

Tén cla cong ty duge nhic di nhic lai nhiéu ldn trong tdm tri ngudi tiéu
diing. M6t san phdm n3o dugc dam bo uy tin vé chat lugng va dich vu, khich
hang cé the s& ra quyét dinh mua sian pham khéc trong cdng ty mot cdch dé
dang ma khong phai din do suy nghi nhiéu. Tén tudi cia cong ty duge dam bao
vi the doc ton. San phim ndo di dwge khach hing mua va ki€m nghiém s& gop
phin quang cdo cho san phidm khéc.

* Quyét dinh mo rong giéi han sit dung tén nhdn hiéu hay khéng

Quyét dinh nay dong nghia véi viéc sit dung mot tén nhan hiéu di thanh
cong gan cho mgt mat hang cdi tién hay mot san phim mdi dé dua chiing ra thi
truong,. .

Quyét dinh nay c6 wu di€m 14 tiét kiém dugc chi phi dé tuyén truyén quang
c4o so voi dat tén nhan hiéu khic cho sin phim méi. Nhung néu sin phim mdi

khong dugc ua thich thi lai ¢6 thé 1am giam uy tin cGa ban than nhin hién do
cho tdt ca san pham.

4. Chinh sich bao bi san phim

4.1. Khai niém bao bi sin phim

Bao bi ngay cang tr¢ thanh mét cong cu Marketing quan trong vi né mang
lai 101 the ddng k€ so véi déi thi canh tranh. Théng thudng, chi phi cho bao bi
chi€m 10% gia thanh san pham. Bao bi la nhing vdt dung chita dyng, bdo vé
va qudng cdo cho sdn phim.

Trong vigc tao dung thuong hi€u manh cho sén phdm, khong thé khong ké
dén su dong gdp clia bao bi. N6 lam cho san phdm ndi bat hon, sang trong, lich
su hon so véi san phim clia c4c d6i thi canh tranh.

Bao bi phai thé hién duge xudt xif ciia san phim, cong dung, huéng dan
trudce khi diing va cdch thitc bao quan thi méi dap iing dugc nhu cdu ciia nhiing
doi trgng khéch hang.

Tat ca nhilng y€u 6 nay tao ldng tin cho ho va san phdm cia cong ty, tir d6
ho s& ra quyét dinh mua hang nhanh chéng hon, nhiéu hon.
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4.2. Chinh séch bao bi san phidm

* Quyét dinh vé thiét ké bao bi hdp ddn

Bao bi gom 2 phdn: Phin chita dung hodc bao vé san phdm va thiét ké trén
bao bi.

*® Phdn cinta dung sdn phém: C6 thé 13 hinh dang cta chai g6i ddu, nuée
rua hoa qud, lo nudc hoa hay chai nude stic miéng...

- Bao bi san phdm duoc thiét k€ ra khong chi dam bao dep, "khong dung
hang" ma quan trong hon c3 12 phai tién lgi cho vige sir dung, cat gitr.

Bao bi phdi dam béo kich thude ma vira van d€ dé cam, nim khi ding,
khéng t6n dign tich khi cét giir. Pac biét 12 mot s6 bao bi con ¢6 thé diung lai
vao vi¢c khdc khi diing hét san phdm bén trong.

- Mau sdc ciia bao bi s& gitip thay duoc hang hod beén trong khi cdn hoac
che day, bdo v¢ khi mudn. Chai bia thudng mau xanh, nau dé bio vé bia khoi
anh sdng mat trdi va bao quén bia 1au hon. Nudc khodng, nudc sudi thi phai thé
hién duge sy tinh khiét bing cdch sir dung vo chai trong sudt...

- Chdt 1iéu 1am bao bi phai dAm bdo yéu cdu dé déng g6i, van chuyén san
phdm thong qua cdc kénh phan phét, chang han nhu d6 dai, mém, khong dé v
cla bao bi.

* Phdn thiét ké rén bao bi: Phan énh dugc loai san phdm va chat lugng.

Nhin chung, nhiing thiét k¢ hiéu qud 13 1am sao logo cla nhén hiéun phéi
that I6n. Bén canh &6, 1y twdng nhit cho viéc thiét k& thi logo cha nhin hiéu
phai chi€m 2/3 dién tich cha bé mat bao bi.

bit 1én nhan hiéu thudmg c6 khuynh hudng 13 ngan, it k¥ tr. Diéu nay gidp
khdch hang nhé dén tén san phdim va viéc thist k€ trén bao bi duoc dé dang hon.

Hon nita, mau sac thé hién trén bao bi phai I nhilng gam mau manh, an
tugng va bat mat. C6 nhu vay thi san phdm méi ¢6 thé néi bat trén ke trung bay
tai si¢u thi hay ctra hang bén 1. Céc tén nhu: Tide. Omo, Milo I thi du dién
hinh nhét: vira ngan, lai diing phong chit rat manh ma gam mau thi rat néi.
Nhitng nha thiét k& bao bi kinh nghiém thuong phéi dit logo nhan hiéu lén cao
(thay vi d& chinh gifra) d€ dé ndi hon khi dé chung vdi san phdm dé6i thit canh
tranh (mat clia ta ¢6 khuynh hudng nhin tir trén xudng thip).

* Quyét dinh thay doi thiét ké bao bi

Thong thudng phan dung san phdm it ¢6 thay déi. Phan thay ddi nhiéu nhat
Ia thiét k€ trén bao bi (nhin hang) dé phu hop véi khuynh huéng mdi, trio lunu
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M6t v& cdi dep va dinh vi san pham. Trong nhitng nam gén day, cic logo thudmg
thay d6i theo huéng 3D s6ng dong (3 chi€u), hinh néi ma gidi tré rat thich.

Lavie - m¢t nhdan hiéu nuce suéi cé tiéng ciing da thay déi hoan todn mdu
bao bi 1ix ki€u chai hinh ry don gidn sang kiéu chai thon dai 6 dap néi hoa
tiét cua logo mor, nhin mdt mé va séng dong hon. Ngodi ra, viée dor moi bao bi
cia Lavie dé thu hiit su chi y cita khdch hang, diéu nay con han ché sit lam
hang gid, hang lgu va tang sirc manh canh tranh cho sdn phdm,

Dé bao bi khong bi "lac hau", Ngudi ta phai thay déi thudng xuyén. Nhanh
thi 2 d€n 3 nam. Cham thi tr 5 dén 10 nam hoac hon.

Ddu thdng 812002, Heineken (130 ném tor) da tung ra mdu méi cho loai
sdn phdm bia lon ciia mink trén pham vi toon cdu. Phan nhdn hiéu cia
Heineken gicr ddy duge két hop thém véi nhitng hoa 1iét sdc sdo lam nén, hoa
quyén voi mau xanh ldp ldnh énh bim 1ao nén mot cdi nhin méi manh mé va
hdp dan hon cho Heineken. Chi phi cho viée thay doi ndy wéc tinh dén hang
triéu dé la My. Muc dich ciia lon méi Heineken 13 hién dai, ndng dong, sdng
khodi va tdi khang dinh chdt lugng wu viét cia logi bia dédng cdp quée 1€ nay.

5. Chinh sach phét trién san phim mdi

Dé theo kip nhitng thay déi vé thi hi€u va ddi hoi cia khdch hang, doanh
nghiép phédi thudng xuyen phét trién cic sin phdm v dich v méi. Tuy vay,
day 1a cong viéc ddy rui ro. Theo théng ké diéu tra tai My thi ¢6 161 80% san
phdm mé&i tung ra thi trudng déu that bai,

C6 thé ¢6 nhiéu nguyén nhan din dén su that bai dé nhu 13: gid thanh san

phdm qud cao, sin phim méi khong ddp ing nhu céu mdi, khuéch truong sén
phdm chua di manh d¢ 16i kéo khich hang dén véi san phdm..,

Dé han ché that bai, doanh nghiép c6 the phit trién céc san phdm theo cic
cich sau:

A. Phit trién céc san phdm hién cé béng cidch tao ra ki€u dang, kich c@,
hoédc dang méi cho céc thi trudng hién cé.

B. Dua ra céc san phdm méi vao thi trudng hién c6.

C. Dua ra céc san phm hién c6 vao thj trudng mdi.

D. Dua céc san phdm méi vao cic thi trudng méi.
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SAN PHAM

Hinh 7: M6 hinh phat trién sdn pham méi

Céc hang kinh doanh luén phai tim cich cii tién sin pham timg budc. Cic ¥
tudng sén phim mdéi xudt phét tir cdc ngudn ben trong va bén ngoai doanh nghiép.

Cdc nguon bén trong: Chiém hon 55% cic § twdng san pham mdi.

Cdc y trdng nay c6 thé 1a két qua cia hoat dong nghién citu vi trién khai tir
cdc nhan vién cia doanh nghiép tham gia viio san xust vi thist ke san phdm.

Cdc nguon bén ngoai: Gém khach hang, d6i thy canh tranh, nhimg nguoi
phan phéi, cung cdp va nhiing ngudi khic. Didu nay c6 thé thyc hién dugc
thong qua cdc hoat dong nghién citu thi trudng, hoat dong tinh bso Marketing.

Sau khi nghién citu, ti€n hanh thiét ké, doanh nghiép cén co thoi gian vi
ngdn sich danh cho viéc trién khai thir nghiém, tham do ¥ kién ciia khdch
hang, d€ c6 nhitng diéu chinh tiép theo cho sin phdm hoan thién. Két thic qui
trinh thir nghiém ciing 1a thoi diém dé tung san phim méi ra thi trudng mét
céch rong rii,

6. Chinh sach dich vy khach hang

Nhi€u cong ty nhan ra su quan trong cua dich vu khich hang nhu mét vii
khi canh tranh. Trudc hét, doanh nghiép phai xdc dinh duge cic nhan t6 4nh
hudng dén chét luong dich vu la:
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- Céc ddc tinh hitu hinh: Lién quan dén phuong tién, thiét bi va dang vé,
trang phuc bén ngoai cia nhan vién. _

- D6 tin cay: Lién quan dén kha ning thyc hi¢n mét dich vu nhv da ky
vong mot cdch chic chan, chinh Xdc va hoan chinh,

- Tinh trdch nhiém: Su sdn sang cung cip dich vy ngay tifc thi, nhanh
chéng va su giip 46 khdch hang nhiét tinh.

- Su dam bao chic chin: Lien quan dén trinh d6 hiu biét ciia nhan vién,
thii d6 lich sy va nhd nhin, ¢6 kh nang truyén t6i khich hang 1ong tin,

- Sy thiu hi€u va cam théng: Cham séc an cdn va nhitng quan tam mang
tinh cd nhan t6i khéch hang.

Bé xdc dinh ch4t lugng dich vu thi dién déu tien 1a phai xét dén hoat dong
clia ban than doanh nghiép so v6i d6i thi canh tranh.

Trong chinh sich dich vu khdch hiing phai ké dén vigc duy tri va giir khdch
hang. Viéc nay cho phép cong ty phat trién méi quan he, khuyén khich va gia
ting cdc hoat dong mua lap lai thudng xuyén hon.

Viéc tim hiéu nhiing cin nguyén khién khach hang bo di 13 hét sic quan
trong. D6 ¢6 the 14 viec phai chdr doi qué lau, phai xép hang dii trudc mot quiy
thu tién do nhan vién khong dugc dio tao nghiép vu day du, hay ho khong c6
dong co lam viéc, hoidc 1a do khéng ¢é dit s6 nhan vien tai qudy; hoac 1a do
cong tdc to chifc, sdp xép clra hang khong t6t; hoac chi don gian 1 do thi tuc
ding ky qud ruom ra phic tap... Hau qua din dén tat yéu s& 12 khich hang
khoéng duge théa man va ho ¢6 thé€ don gian coi d6 1a do cira hang khong di
nhan vién phuc vu méc du trén thuc € lai do mot 1y do khic.

Nhu vay, canh tranh & linh vic dich vu s& dam bao chic chin rang cong ty
s€ ¢4 doanh sd va 1gi nhuén cao hon.

Tém tét kién thic

1. San phdm 14 t4t ¢4 nhitg gi c6 thé thda min duge nhu cdu cla con ngudi
va dugc chao bin trén thi trudng.

Ngay nay, theo quan niém méi ciia cic nudc tién ti€n, ¢6 thé coi san phdm
bao gom 2 yeu 16 "luc” va "thé", "Luc” bao gém chat Iugng va gid ci san phdm,
"th€” 1a cdc yéu (6 tao cho san phdm sinh dong hon, hdp din va 16i cuén hon.

Sén pham c6 3 cdp d¢: sén phdm ¥ tudng, sin phdm hién thuc va san phim
hoan chinh.

2. Theo théi quen mua hang clia ngudi tiéu ding thi c6 4 loai san phim:
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Sén phdm sit dung thudng xuyén, sdn phdm mua cé lua chon, san phdm c6 nhu
cau ddc biét, san phdm cé nhu ciu thu dong.

3. Chu k¥ séng cia san phdm gém 4 giai doan: Giai doan trién khai, giai
doan phdt trién, giai doan chin mudi va giai doan suy thodi. Khoi lugng san
phdm, mdc chi phi, gi4 ca cia méi giai doan duge xac dinh & mic khdc nhau
nham dat myc tiéu lgi nhun t6i da. ;

Khéi lugng san pham, s ddi thit canh tranh nhiéu nhat & giai doan chin
mudi. Mifc gid cao nhét thudng duoc dinh & giai doan trién khai. Loi nhuan cao
nhat kéo dai tir cudi giai doan phat tri€n dén giita giai doan chin mudi.

4. Chinh sach chdt liwgng bao gdm dé bén, do tin cay, d6 chinh x4c, tinh dé
van hanh, dé sira chira. Dy 1a nhimg y&u 6 dugc xem xét tit phia khéch hang
va san phdm cta déi tha canh tranh.

- Chinh sédch ching loai 1a nhiing quyét dinh cua doanh nghiép vé viée tang
hay cét giam danh muc san phdm clia minh thy ting trudng hop cu thé.

- Chinh sich Bao bi va nhdn hiéu san pham dugc thé hién bing céc quyét
dinh nham khuéch truong - quing bd hitu hiéu cho sin phdm, nang cao sifc
manh canh tranh va han ch€ hang gid. P6 chinh 12 kiéu ddng, mau sic va kich
thuéce cdn duge thudng xuyén thay doi, 1am mdi.

- Chinh sdch phdt trién sdn phdm méi c6 thé thuc hién timg budc bing
cdch mé rong thi truomg, cai bién san phdm réi méi thi€t k€ san phdm mdi cho
thi trudng méi dé tranh nhitng rii ro khong ding cé.

- Chinh sich dich vy khdch hang ngay nay dang dwge cdc doanh nghiép coi
trong nhir mot thit vii khi canh tranh hitu hiéu. D6 12 nhitng hoat dong 1am hai
long khédch hang khi ho tiéu diing san phdm.

Bai tap 6n luyén kién thirc

Bal I: Lua chon phuong dn Bung hodc Sai cho cdc cdu sau déy:
1/ T&n nhén hiéu phai dé doc, dé& nhd, tén tal l4u dai.

2/ Bao bi phai phan anh dugc ngi dung bén trong, d& déng goi - van chuyén va can
phai théng nhat cho toan bé hang hda cla cong ty.

3/ "CLEAR" la nhan hiéu hang héa,
4/ Theo nghién cilu thf:‘ing ké thi chi phf bao bi thudng chiém 10% gi4 thanh san pham.

5/ Ba cé'p d6 clia sadn phdm bao gém: san phdm co ban, san phdm hién thuc va san
pham dich vu.
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6/ Thiét k& san phdm méi bao gém 2 céng doan:
- Hang héa hién ¢6 dugc dua ra thi trudng méi,
- Hang héa méi dugc cai tién trén thi trudng hién co.

7/ San phdm méi bac gém gia tang chdt Iugng sdn phdm cling nhy dich vu cho
khach hang.

Bdi 2: Cdc sdn phdm sau ddy thudc loai sdn pham ngo? Hoat déng Marketing
chii dao cho cédc sdn phém do Ia gi?

1/ Xe dap thé thao, dia hinh...................

2 Xemay @

3/ Maikhoan b& NG . ......oocveeeeeeeeeee e,

47 KNU MDA BIBE L ...

5/ Blrc tranh do CA heo vE:....cvvcivveceeircinn,

B8/ Dau dia hinh SONY:.................

7/ May digu hoa LG:...................

Bai 3: Bdnh ddu (X) cho cdc phuong dn 16i wu:

San phdm | Sanpham |.Sanpham

NGi dung ¥y tuéng hién thye dich vu

"CLEAR"

20cm x15cm X 3 cm

Tu v&n mién phi

Sy mag hiém, phiéu luu
Giao hang tan nha mién phi
M0i khoan bé téng

Mau sic hoan hdo, 6 bén trén 30 nim
Sur an toan

Hinh bdu duc

Sutién ich

B4 chinh xac
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Bal 4: Dién vao 6 tréng thong tin cén thiét va gidi thich Iy do quan trong nhét
tai sao anh (chi) lai lira chon théng tin nhir vy,

Tidu chi Giai doqu? Giai dqgn Giai dogg Giai doan
trién Khai phét trién | chin mudi | suy thoai
1t. bdi vi;
1. Mlrc tiéu thy DN cén tham do déng
thai clia khach hang
2. Gia ca
3. Loi nhuan
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4. CP Marketing

5. Phuong an SP

6. SO lugng ddi thu
canh tranh
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Bai 5: Bai tgp tinh huéng

TAP ©0OAN P&G V(1 SAN PHAM PANTENE

Vao nam 2003, khi ma tap doan P&G dang & giai doan khing hodng vé su tang
trudng tai chinh ciing nhu gid cd phi€u trén thi trudng, dng Lafley, ngudi phu trach kinh
doanh ctia céng ty P&G chon ra 10 nhén hiéu ban chay nhat cla minh, trong d6 c6 dau
g%i dau Pantene.

Ban dau, cong ty tap trung Marketing vao c¢ac loai téc cla khach hang 1a min,
thudng, dau hay kho. Bay gi& cong ty chuy@n hudng tap trung tiép thi san pham bang viéc
nhdn manh |gi ich holic dang vé ma ngudi st dung dang mong muén dat dugc 13 d6 ddy,
d6 muot, 46 mém mai. Ho tan trang lai chai Pantene, thay ddi ndp day va nhimg dudng
cong, nhdn manh mdi loai chét dudng téc vi du, ¢b ndp véi ddu nhan mau xanh 14 cay. Ho
khuyén khich cac nha ban 1& bay tat cac cac san phdm cling Ioai v8i nhau va "nhém" cac
chét dudng téc phan biét lai nhu bd suu tap cho toc xodn ching han. Ho da thir phuang
phap ti€p thi sdn pham méi vao ding luc ban - nhimg hinh anh hudng dan khach hang
chon ding san pham cho minh.

K&t qua clia chién luge kinh doanh mdi cha tap doan la: doanh s& ban cla Pantene
nam ngodi ting 8%, trong khi cac s&n phdm khac cé doanh s6 mang xu huéng chimg lai
va suy giam manh.

Cau hoi thao luan

1/ Phan tich 3 cap d6 cla san phdm ddu géi ddu Pantene?

2/ San pham Pantene thudc loai san pham nao? Hoat dong Marketing chl dao dé
gitip cong ty ban duge nhiéu hang Ja gi?

3/ S8an phdm Pantene & giai doan nao trong chu ky séng clia san pham? Pé kéo dai
giai doan nay, céng ty P&G cdn ¢ nhimg thay ddi gi?

4/ Phan tich nhiing chinh sach san phdm ma P&G da sit dung?
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Chuong 4

CHINH SACH GIA CA

Muc tiéu

- Néu 2 nhan 6" bén trong doanh nghiép va 3 nhdn t6 bén ngoai doanh
nghiép dnh hudng dén viéc dinh gid sdn phim.

- Trinh bay 3 phirong phdp dinh gid co bdn.
Gidi thich 3 chinh sdch gia.

- Phdn tich dwge cdc nhdn 16 dnh huong dén viée dinh gid ciia doanh nghiép.

- Luwa chon digc phwong phdp dinh gid va chinh sdch gid 167 wu tmg pho
vdi nhitng thay doi vé nhu cdu, vé chién luoc gid cita doi thi canh tranh
va myc tiéu kinh doanh ciia doanh nghiép.

I. GIA VA CAC NHAN TO ANH HUGNG DEN VIEC PINH GIA CUA
DOANH NGHIEP

1. Khai niém va vi tri cta chinh sach gia trong Marketing hén hop

1.1. Khai niém gi# ca theo quan niém Marketing

P6i véi moi mor linh vire khdc nhau, gid ci mang nhiéu tén goi khéc nhau
nhu: hoc phi, tién thué nhd xuong, 1 phi qua cdu, cudc phi, tién luong, hoa
héng ban hing, gid ban cta mét san phim...

Duéi géc do Marketing, gid san pham duge khdi quét nhu sau:

Gid cd cita mot sdn phdm hodc dich vy la khoan tién ma nguoi mua phai
trd cho ngudi bin dé duge quyén so hitu, sit dung sdn phdm hay dich vy dé.

Gid thudng la chi s6 quan trong duge st dung trong qu4 trinh lva chon va
mua sam san phdm cta ngudi mua, bdi vi ngan sich danh cho viéc mua sim
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khong phai 13 vo han. Tuy nhién, trong rat nhi€u trudng hop, cdc yéu 18 phi gid
ci nhu qua tang, quang cdo, trung bay, tr vin cia nhan vién ban hang... con
anh hudng t6i hanh vi cha ngudi mua nhiéu hon sy anh huéng cua gia ca. Vidy
nhu phén qua hap din, bay hang bit mét, vé dep cla san phdm dep long lay...
c6 thé 1am cho ngudi tiéu dung ra quyét dinh mua hang ngay.

1.2. Vi tri ciia chinh sach gia ca trong Marketing hon hop

Sau bién s6 san pham, gid cd c6 tim quan trong 16n trong Marketing hdn
hgp. Céc bién s& khdc khi thuc hién phai mat tién, con gid ca Ia bi€n s6 duy
nhat ¢é thé truc tiép tao ra doanh thu cho doanh nghiép.

Hon nira, gid 13 thanh phan duy nhat trong bién s& Marketing cé Khoang
cich thdi gian gifta viéc khich hang ra quyét dinh va thuc hién mua rét ngan.
Chinh vi tinh tdc thoi 1am cho cac quyét dinh vé gid mang tinh rai ro ién, boi vi
né cé thé phd v& tinh nhat quan cia Marketing.

Gid ca chi 13 mot cong cu cta Marketing hén hgp ma doanh nghiép sit
dung dé dat muc tiéu cha minh. Diéu d6 ¢ nghia 12 khi ra quyét dinh vé gid cd,
phai dit nd trong mot chinh sich téng thé va chiu sy chi phéi coa myc tiéu
chung ciia doanh nghiép.

2. Cac nhan té cd ban anh hudng dén viéc dinh gia cua doanh
nghiép
2.1. C4c nhan t6 bén trong doanh nghiép

2.1.1. Muc tiéu kinh doanh ngdn han

* Muc tiéu "ddm bdo song sét”

"Dam bao séng s6t" s& trd thanh muc tiéu co ban cia cong ty trong nhiing
trudng hop trén thi trudng ¢6 qud nhidu ngudi san xudt va sy canh tranh trd nén
gay git, lan rong khép noi hodc 14 nhu cdu clia khich hang bién dong manh.

Muc tiéu ciia doanh nghiép 12 sur ton tai thi viéc dinh gid s& dugc thuc hién trén
phuong cham "4y céng 1am I2i". Tic 13, gid ban chi cin trang trai dd cdc khodn chi
phi thuc t€ di bé ra, ddm béao cho doanh nghiép duy tri duge sic song. Sau giai
doan khé khan, doanh nghiép cé thé cai tién sén phdm va ting gid bdn urd lai.

* Muc tiéu ting loi nhudn truée mat

Pé tang loi nhuan, doanh nghiép cdn phén dau gidm chi phi dé duy tri chi
phi cho mét don vi san pham 1& thap.

Trudc tién, doanh nghiép cin tién hanh diéu tra, nghién cfu nhu cau cha
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khach hang, 1ap du tri chi phi dé san xust sdn phdm ddp ting cdc nhu cdu dé.
C6 nhi€u phuong dn chi phi khdc nhau s& dua ra dugc nhi€u mic gid khic
nhau. Sau d6, doanh nghiép Iua chon mifc gid cao nhat c6 thé dé khi dat chi phi
thdp, doanh nghiép s& thu duoc loi nhuan trén mgt san phdm 13 t6i da.

* Myc tiéu gianh vi tri hang ddu vé cdc chi tiéu thi phdn

Néu muc tiéu ciia doanh nghiép 12 tién t6{ nim quyén kiém so4t thi trudng,
gianh vi trf thong tri vé khéi luong sén phdm cung tng, thi doanh nghiép phai
dinh gia thap hon gid thi trudmg dé tiey thy dugc nhiéu sdn phidm. Cho dén khi
ma sdn phdm cla doanh nghiép chiém tuyét dat da s6 bo phan khéi luong san
phdm cung g trén thi trudng, di cho phép doanh nghiép giir dia vi théng tri,
lic d6 doanh nghiép cé thé dinh la1 gid ban cho phil hop véi gia tri va gid tri sir
dung cla san pham.

Khdch hang di quen ding san phdm, viec tang gid dan dan khong anh
huong nhi¢u dén sitc mua cia khach hang.

* Muc tiéu gianh vi tri hang ddn vé cde chi tiéu chat lwong san phdm

Cong ty c6 thé dat cho minh muc tiéu phar du dé sin phim clta minh ¢6
chat lugng cao nhat trong tét ca san phdm trén thi truong. Thong thudng didu
dé doi hoi phai dinh gid cao cho san phdm dé b dap céc chi phi d€ dat chat
lugng cao va ti€n hanh cdc cong téc nghién citu, thiét k€, thit nghiém dit tién.

Céc sin pham dang trén budc dudng xay dung thuong hiéu manh va ciing
¢& vi the, uy tin cha doanh nghiép trén thi trudmg rat phit hop vdi muc tieu nay.

2.1.2. Chi phi sdn xudt kinh doanh

Chi phi 12 chi tiéu quan trong dé xdc dinh gis cho sn phdm. Céc cong ty
luén c§ ging dinh muc gid di dim bao b dap hoan toan nhitng chi phi san

xudt, phén phdi va tiéu thy, déng thai tao ra dugce loi nhuan hop Iy cho nhimg
rui ro ma doanh nghiép phai ganh chiu.

Néu doanh nghiép 1ang duge sin lrong bén, diéu dé déng nghia véi viéc ¢
thé giam dugc chi phi trén mét don vi san pham do lgi thé nher quy ma.

Do vay, muén mé rong thi truong, tang luong bin, méi doanh nghiép déu
phai phan dau gidm chi phi dé ha gi4 thanh san phdm,

2.2, C4c nhan td bén ngoai doanh nghiép
2.2.1. Nhu cdu ciia thi truong vé sdn phdm

Bit ky miic gia ca ndo do cong ty xdc dinh di the nao ciing dnh hudng dén
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nhu cdu vé san phidm. M6i lién hé phu thudc gitra gid ca va mifc nhu céu hinh
thanh theo "ludt cdu": gid ting thi cAu giam va gia gidm thi cdu tang.

Ciing c6 trudng hop dic biét khi san phdm la nhitng loai khan hi€m, quy
hi€m nhu: tranh ¢é, d6 cd, suu tap tem co... thi khi gia ca ting lam cho nhu cau
lai tang.

Xét cho cing khach hang 13 ngudi quyét dinh xem gid cla san phidm cé
phit hgp khong. Nhung khach hang ludn sir dung nhiing gid tri ciia riéng minh
dé can nhic vé mifc gi4 cla sn ph&m. Ho s& khong mua san phdm néu cao hon
gid tri ma ho thu dugc. Ho chi mua san phdm né€u né mang lai cho ho gid tri it
nhat phdi bing mic gid mua.

Tuy nhién, khong phai moi khdch hang déu do luong gid tri theo cling mét
cdch. Vi du, mot phu nit & thanh ph6 s& sin sang bd ra 200.000 déng dé mua
mot thoi son méi clia hang m§ phdm Maybeline (M¥), nhung & nong thon thi
chang ai trd d&n mirc gid d6, di cho ho c6 du tién di chang nita. Nguti nong
dan khong coi thoi son moi dang gid nhur vay.

2.2.2. Gid cd va sdn phdm ctia déi thii canh tranh

- Chat lugng san phidm clia doanh nghiép hay cua cdc d6i thi canh tranh s&
gitp cho cong ty x4c dinh duogc khoang gid trung binh.

Né&u san phdm clia cong ty tuong tu nhu sin phdm clia d6i thi canh tranh,
chinh vi minh budc phai dinh gid gdn v&i gid hang cQa ho, néu khong san pham
khé c6 thé tieu thu duge.

Cong ty chi c6 thé dat gid cao hon d6i thii canh tranh khi ddm bao chat lugng
hang ciia minh cao hon ho. Vé thyc chét cong ty sir dung gid dé xdc dinh vi tri
hang chio ban san phim ctia minh so v6i hing chao ban cha d6i thh canh tranh.

- Tuy nhién, chat lugng sin phdm khong phai 1a chi tiéu duy nhét dé dinh
gid cao hon hay thdp hon gid ca clla d6i thi canh tranh. B6i vi, con rat nhiéu
yéu t6 khdc, dac biét phai ké dén chat lugng dich vu chim séc khdch hang sé la
yéu 16 ma doanh nghiép ¢6 thé xdc dinh mifc gid phil hop.

2.2.3. Cdc nhdn té khdc

Ngoai nhimg nhan 16 néu trén con phai ké dén cdc nhan 16 khdc nhu: nén
kinh € dang 1am vao tinh trang suy thodi, d4t nudc c6 chi€n tranh, thién tai, lut
161 hay hoa hoan... déu 1am cho gid ca ting hodc giam dot bién.

Nhiing yéu t6 c6 thé tic dong nhi€u dén viéc dinh gia ciia doanh nghiép, dé
12 sic thué ting hay giam, chinh sdch quin 1§ vi m6 cla nha nudc thay déi.
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Ching han, khi nha nuéc ban hanh quyét dinh ngimg cip dang ky xe mdy cho
cac quan ndi thanh Ha N6i, ngay 14p tdc, gid cha xe mdy tang manh trudc thin
di€m thuc thi quyét dinh.

Ngoai ra, xu thé€ hoi nhap nén kinh té, thuong mai toan cau lam cho sy
canh tranh trd nén ngay cang gay gat va khoc liét, gia thanh clia cdc loai san
phdm déu ¢é xu hudng gidm. Khoa hoc k¥ thuat tién tién duge dp dung hang
loat ciing 1am cho san phdm c6 chét lugng t61 hon va gid thanh gidm di.

1. CAC PHUONG PHAP PINH GIA CO BAN

1. Phuong phap tinh gia theo chi phi

1.1. Pinh gia theo "chi phi binh quén céng lai"
Cong thite tinh:
Gia ban du kién = Gia thanh san phim + Lai du kién

Muc 1ai du kién c6 thé tinh theo gid thanh don vi sdn phdm, cling c¢6 thé
tinh theo gia ban.

Vi du: Gia sir doanh nghiép ¢6 chi phi va dur ki€n miic tiéu thu la:

+ Chi phi bién d&i/dvsp: 12.7504.

+ Chi phi ¢6 dinh: 300.000.000¢.

+ So lugng du kién tiéu thu: 50.000 san pham.

Khi d6, chi phi don vi san pham clia ngudi bén s& la:

Chi ,piu dg’n Vi _ ohi phi bidh d6t + _ Chi pfu cofgnii
san pham - 86 lwong san phdm tiéu thu
300.000.000
= ; = 18.750d
- 12.750 + 50.000 fsp

* Gia thiét ngudi san xudt du kién 181 25% trén gia th_émh, mifc gid du ki€n
s& 1a: Gid dy kién = Chi phi don vi sin phdm x (1+ 0,25)
= 18.750 x (1+ 0,25)=23.437,5 (ﬁ/sén pham)
* Gia thiét nha san xudt du kién mifc 13i trén gid ban: 25%, mic gia du
kién s& la:
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Chi phi cho don vj san phdm _  18.750
1 -ty 1¢ % I4i trén gid bén 1-0.25

Gié ban dy kién = = 25.000d/sp

Pinh gi4 theo "chi phi binh quéan cong 1ai" khong tinh dén ca nhu cau vé
san phdm 1in sr thay déi gid ciia d&i thi canh. tranh, do d6 khé dung hoa duge
sy canh tranh trén thi trudng vé€ gid ca. Nhung day van 13 phuong phdp phd
bi&n, boi dé tinh va hiu hét cic doanh nghiép déu dp dung. Hon nira, cich dinh
gi4 niy nhiéu ngudi cam nhan rang, né dam bao dugc sy cong bing cho ca
ngudi mua va ngudi ban.

1.2. Dinh gia theo diém hoa von va dam bdo lgi nhuin muc tiéu

1.2.1. Pinh gid theo ty sudt lgi nhudn muc tiéu

Theo phuong phap niy doanh nghiép xac dinh gid trén co s¢ dam bao ty
sudt loi nhuan muc tiéu trén von dan tu (ROI) ma doanh nghiép mong mudn
dat dugc.

Cong thic xdc dinh gid theo loi nhuan muc tiéu:

Lot nhudn mong mudn tinh
Gid ddm bdo trén von dau 1y

: ; i = Chi phi don vi + > ; —

Igf nhudn muc ey P ' S6 lwong sdn pham tiéu thu

Vi du: Gia sl ngudsi san xudt da ddu tu 1 ty déng cho kinh doanh. Chi phi
san xudt tinh cho don vi san pham la: 16.000d, ho mong mudn dat dugc muic
loi nhuan tinh trén von dau tu 1a 20%, voi luong tiéu thu ude tinh 1a 50.000sp.
Nhu vay, tdng loi nhuan mong muéh la: 20% x 1 ty = 200.000.060d.

Gi4 bén theo lgi nhuan muc tiéu ciia doanh nghi¢p la:

200.000.000
16.000 + SO0 = 20.000d

Céng thifc tinh gid néi trén s&€ dam bao cho ngudi san xuat thyc hién ty sudt
lgi nhuan ma ho mong muén 12 20%, néu dam bao duge mc gia thanh va mifc
tiéu thu wde tinh 1a chinh xéc.

Cich tinh nay phi hop cho nhiing doanh nghiép ¢6 phan 16n, cdn huy dong
vén ddu fr them. Cic nha quan tri, nha d4u tw cin con s6 nay d€ xem xét kha
nang thu héi von trong bao lau.

63




T O N N IO Y

1.2.2. Dinh gid theo diém hoa vén

Do thi hoa vén duoc xay dung bdi dudng téng doanh thu (TR - Total
Renue) va dudng tong chi phi (TC - Total Cost). Dudng téng doanh thu va
dudmg téng chi phi s§ giao nhau & mitc tiéu thy duge goi 13 "diém hoa vén”.

Téng chi phi cd dinh
Gid bdn - chi phi bién déi don vi

Khoi lwong sdn phdm hoa vén =

Lot nhuan myc tieu duge xdc dinh bing khoang cich giita dudng t6ng
doanh thu va dudng téng chi phi. Né dugc quyét dinh bi khoi Irong tiéu thu
dam bao loi nhuan muc tiéu va mic gid du kién tuong Ung.

Khdi lugng tiéu thu dat loi nhudn muc tién duoc tinh theo cong thifc:

Khoi lwong bdn dat
lof nhudn muc tiéu

Tong chi phi ¢6'dinh - Tong loi nhudn muc tiéu
Gid ban - chi phi bién doi don vi

Vi du:

Gia sir ¢6 s6 li¢u cha doanh nghiép A, sin xuét san phim X nhu sau:
- Chi phi bién d6i/dvsp: 10,0004

- Chi phi ¢6 dinh: 300.000.0004
- Lol nhuin muc tiéu:  20% trén vén diu tu
- Von déu twr: 1.000.000.0004

- Téng lgi nhuan muc tiéu 13: 20% x 1.000.000.000 d = 200.000.000d

Khi d6, doanh thu, chi phi vi lgi nhean & migc gi4 du kién khic nhau s& thé
hién trong bang sau day:

Biéu 4: Tdng hop doanh thu, chi phi, loi nhuan
Don vi tinh: 1.000.0004

Giddy | Chiphi | CRPRL] o pog | Qlot | i | Tng | Lo
kién/sp | ¢o dinh E’é " von “h“ﬁ.'.' thu | chi phi nhua'n
' doi/sp muc tiéu muc tiéu
(1) (2) (3) (4) (3) (6) (7) (8)
0,18 300 0,01 37.500 | 62.500 | 1.125 925 200
0,020 300 0,01 30.000 | 50.000 1.000 800 200
0,022 300 0,01 25.000 | 41.666 | 916,6 | 716,66 200
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‘30 ) 50 San lugng
(hoa von) (ddm bao lgi
nhuin muc tiéu)

Hink 8: D6 thi hoa von

Nhin vao bang s6 liéu va d6 thi, s& ¢ thé tinh duge ring, dé cé 200 tridu
déng loi nhuan, ¢é thé ban san phdm v6i cic mic gid khdc nhau. Bn sin phdm
v6i gid ndo con ty thude vao viéc du bdo s6 luong san pham cé thé duge tiéu
thu trén thi truong la bao nhiéu.

Phuong phédp hoa vén duge sit dung rit ¢6 hiéu qua khi doanh nghiép du
doan chinh x4dc khéi lugng tiéu thu. Ngodi ra, né con cho phép ngudi lam gid
c6 thé xem xét t61 cdc miic gid khdc nhau v udc tinh duge nhing inh hudng
¢6 thé ¢6 cha ching dén khéi lugng tiéu thu va lgi nhuan. Pac biét 13, dua vao
phuong phap ndy ngudi san xudl cdn ¢6 thé du bio duge khoang thdi gian dé
c6 thé dat dugc “diém hda vén™ va sau d6 kinh doanh c6 l4i.

I Trong 46,
E Cot (4) = (2)/[(1) - (3)] Cot (5) = [(2) - B))/[{1) - (3)]
I Cot (6) = (1) x (5) Cot(N)=(6)-(8)=(3)yx (5) +(2)
i Don vi tink: 1000sdn phdm
-1 A
! Doanh thu (TR) : Téng doanh thu
i va chi phi (TC) TRQ (P (s 5'02}
= TR=1.000 Téng chi phi TC
I //%cji nhuan muc tiéu ////
TC =800
i TR=TC= 600
. Chi phi c6 dinh
{
i >
E

2. Phuong phap dinh gia theo mirc gia hién hanh
Khi dinh gid dua vio mitc gid hién hanh, chi yéu cong ty xuflt phat tir gid
cua cdc d6i thil canh tranh va it quan tdm hon dén cic chi tiéu chi phi clia minh
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hay nhu cau cla khdch hang. Theo phuong phdp dinh gid ndy, cong ty c¢6 thé
dinh gid & mic cao hon hay thip hon gia cia cic ddi thi canh tranh chinh.

- Céc cong ty biét ring ngudi mua thudng can nhic mic gia cha minh bing
cdch so sdnh vdi gid cdc san phdm canh tranh twong ty.

+ Doanh nghiép s& dinh gid cao hon déi tha canh tranh néu san pham cla
ho ¢é dac tinh hay hon hoac mang nhiéu lgi ich hon cho khdch hang.

+ Doanh nghiép s& dinh gid thdp hon néu san phdm cla ho khong ¢6 dugc
nhimg dac tinh hay ich lgi nhu cia d6i thu canh tranh, hoac khi ho dang cé
ging md rong thi phan. Chéng han, bot giat Omo dinh gid cao hon bot giar
Viso bdi ¢é chadt 1am trang khién sgi vai qudn do tréng nhu méi.

- Cic doanh nghiép ban cdc mat hang nhu yéu phdm nhur: gidy, mudi, gao
hay xang déu, biét ring san phdm cia ho ban ra khong ¢6 nhiéu khdc biét, nén
néi chung ho déu dinh cing mot mifc gia.

- Cac doanh nghiép nhd thuong phai diéu chinh theo giad cia cac d6i thu
canh tranh ddu dan cta thi truong, chit khong 1¢ thude vao bién dong cia nhu
cdu v€ sin pham cla minh hay chi phi cha cong ty minh.

- Khi d6i thi canh tranh thuc hién chién luge giam gia dé thu hiit su chi ¥,
mua va tién ding cha khich hang, doanh nghiép ciling phai xem xét viéc giam
gia gidn ti€p hodc tryc ti€p (gilt nguyén gid bdn nhung cé qua tdng hoic ting
thém khéi luong cho san phim). |

3. Phugng phap dinh gia theo gia tri cam nhan cua khach hang
(vé san phiam)

Ngay cang nhi¢u cong ty khi tinh todn gid di bat ddu xudt phét tir gia tri
cidm nhan dugc clia sin phim minh. Ho xem yé€u 18 co ban hinh thanh gid ca
khong phai 13 chi phi cha ngudi bidn ma 13 sy chip nhan cia nguoi mua.

Can lvu ¥ rang, cdc doanh nghiép khdc nhau c¢6 ciung sin phdm nhu nhau
nhung lai cé cac mirc gia khac biét.

Vi du, mét ly ca phé v6i mot lat banh tdo, & quin diém tam gid 1,25 USD,
& nha hang Mini gid 1,5 USD, & khach san 1a 1,75 USD, néu mang 1én phong
ngu thi gia 1a 3 USD, & nha hang sang trong, khach san 5 sao 13 4 USD. Cic
cong ty sau ¢4 thé dinh gid cao hon céc noi ban hang trude 12 bai vi bau khong
khi clia né d tao cho sén phdm c¢6 thém gi4 iri.

Pé xdc dinh gid "theo gid tri cam nhan dugc”, ngudi 1Am gid phai ti€n hanh
cac cong viéc sau day:
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_ Xay dung khai niém san phdm cho thi trudng muc tiéu véi chat lugng va
gid ca dy kién cu thé.

- Dy kién khéi lugng bin mong mudn theo mifc gid du kién.

- Du kién cong sudt cén thi€t cia mdy moc, von ddu tir v x4c dinh chi phi
san xuat san phim.

_ X4c dinh loi nhuan theo mic chi phi va gid dy kién.

Dé ap dung dugc phuong phép nay, cong viéc d4u tién ma nhitng nha lam
gid clia doanh nghiép phai 1am 1a nghién ctu that k¥ thi truong muyc tiéu dé do
ludng duoc nhan thic cba thi trudng vé gid tri san pham.

IIL. CAC CHINH SACH GIA

1. Chinh sach phan biét gia

Khi lam gid phan biét cho céc san pham khic nhau, doanh nghiép cin can
cit vao cac yéu o sau day:

* Chdt higng sdn phdm: Can cif vao chat luong tién hanh phan loai san
phim theo cdp, loai chdt lugng khdc nhau, tir dé6 quy dinh cdc mifc gid khac
nhau. Vi du, sam 16p xe dap chia ra gid san pham loai L, gid san phdm loai II...

* Thoi gian tiéu thu: Nhiing sén phidm ma viéc san xudt va tiéu thy san
phdm c¢6 chénh léch 16n gita cdc thei diém trong ngly, gilta cic ngady trong
tudn, giita cdc tudn trong thing va cdc thdng trong nm thi cdn lam gia phan
biét theo thoi gian tiéu thu dé kich thich san xufit va can bang quan h¢ cung -
cdu vé san phim trong moi thdi diém.

Chiing han nhu gid dién thoai: chia gid di¢n thoai vao ban ngiy va ban
dém. Gi cac loai san phdm nong san c6 thé chia ra gid dau vu, chinh vu va
cudi vu...

* Thi truong va khu vuc tiéu thy: Cin ¢l vao dac diém cia timg thi trudng
va khu vue cu thé ma céc doanh nghiép cdn 4p dung gid phan biét cho timg loai
san phdm khi dem tiéu thu & cdc thi trudng khdc nhau. D6 la thj trudng truyén
th6ng hay thi trudng doanh nghiép moi xam nhap, thi trudng thanh phd, hay thi
trudmg néng thon...

* Khoi wong mua cia nguoi tiéu dung: dé khuyén khich khdch mua mot s6
luong 16n, cin dp dung cdc ty 1é chiét khau. Tic 13 trén co s& gid ban I, quy
dinh mot s6 ty 1é chiét khdu cho nguoi mua ing véi timg khoi lugng hang cu
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thé, ching han gid ban | sin phim A 13 10.000 déng, néu mua 100 sin pham
6 thé trir 5%, 500 san phdm c6 thé trir 18%...

Maic dl trong trudng horp nay, loi nhuan trén mot don vi san phim ma
doanh nghiép thu duge cé gidm di, song vi tiéu thu duge nhanh véi khoi lugng
16n san phim nén tdng lgi nhuan cia doanh nghiép cé thé sé dat dugc nhiéu
hon va dac biét 12 ¢6 thé tang nhanh vong quay cta von,

Ngoai moét s6 cin ci trén doanh nghigp c6 th€ dp dung mot s6 hinh thirc
khdc dé phan biét giad nhu: gidm gid tam thdi cho mét s6 ddi tugng nhu sinh
vien, tré em, nhan dip khai truong cira hang, mot vai ngay dau trong dot d4u
tién tung san phdm ra thi truong mdi.

* Diéu kién va phitong thitc thanh todi: Néu khdch hang tra tién hang trong
thisi han nhanh hon yéu cdu s& dugc hudng gid ré hon so véi nhitng khach
hang tra cham.

* D6 twong khdch hang: khéch hing cia doanh nghiép c6 thé bao gom
nhiéu loai khdc nhau. Tuy nhién, ddi v6i nhitng khich hang déc biét nhu khich
di timg quan hé lau dai, hoac nhimg khach hang mdi nhung ¢6 kha nang mua
thudng xuyen, ¢6 thé 4p dung mifc gid c6 tinh chat vu dai, ha hon binh thudng
nhim tao dung méi quan hé bén viing.

Théng qua chinh sdch phan biét gid, doanh nghiép s€ kich thich duge viéc
mua vio, ban ra d6i véi cdc nhém nhu cdu khdc nhau va nhimg khach himg
khic nhau. Dong thoi, vin dam bao bt ddp dugc cdc chi phi phdt sinh do san
xudt nhing san phdm c6 chat lugng cao hon, hodc do viéc van chuyén san
pham dén céc dia diém khédc nhau.

2. Chinh sach dinh gia cho san pham méi

2.1. Chinh sach dinh gia "hot vang sira™

Nhitng san phidm dugc dinh gid theo chi€n lugc "hét vang sifa” 1a nhimg
san phdm mdi ma c6 dic diém:

- Nhitng san phdm c6 gid tri cao, tham chi 12 ¢6 nhitng tinh nang sir dung
ru viét.

- Nhifng sin phdm thudc loai mua 6 lya chon hodc mua theo nhu clu dac biét.

- San phdm mdi tung ra thi trudng d3 dugc nhi€u ngudi tiéu ding chdp
nhén, tham chi 13 ¢6 nhu cu cao, tao ra cdc "con s6t” néng.

* Déc diém

Hau hét cdc cong ty sau khi tao ra san ph&m mdi déu xdc dinh cho né mifc
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giad cao dé "hét phin ngon” cua thi trudng. C6 nghia la gia ban ban ddu méi
xuat hién san phdm mdi trén thi trudng déu duge dinh & midc rt cao.

Sau khi 1an séng tiéu thu ban ddu cham lai, cong ty bat ddu giam gid dé
nhém khich hang tiép theo chdp nhan mua, réi lai 1i€p tuc ha gid dé san pham
dugc str dung rong rai hon va thu hiit sir quan tdm ctia nhiing khdch hang mai.

2.2. Chinh sach dinh gia "xam nhap thi truong "

Chinh sdch dinh gid theo chién luge "xam nhép thi trudng” la nhitng san
phidm ma:

- Méi dugce tung ra thi trudng véi mong mudn duge sy tiéu dung réng rii
clia moi ting 16p ngudi dan.

- C6 thé khai thac dai I¥ ban Ié phan phéi hang cho cong ty mot cach dé dang.

- San pham ¢6 nhiéu tinh nang thay th& cho mot s6 hang héa khéc.

* Ddc diém

- Gia xam nhap chi thap hon gid thanh san phdm mot chut it d€ doanh
nghiép ¢6 thé nhanh chéng c¢6 chd dimg weén thi truong thong qua viéc bin
dugc s6 lugng 16n.

- San phdm mdi tung ra thudng di kém véi nhitng hoat dong quang cdo va
khuéch trvong & at, nhitng dot ban hang va gidm gid dac biét.

* Muc dich

- Cong ty mudn xam nhap thi trudng nhanh chéng va chi€m linh thi phin
I6n. San phdm duge tung ra véi gi thap d€ khach hang chdp nhin ngay va cé
thé phan phdi rong rdi trén thi truong dai chiing.

- Kiém sodt thi trudng thong qua canh tranh v& gid va duy tri thi phan Ién nhat.

- Véi s6 lugng ban 1dm cho phép cong ty cit giam hon nita chi phi trén mét
don vi san pham. Céc d6i thu canh tranh khong bian duge s6 lugng 16n nhu vay
s& khong thé giam dugc chi phi va sém bi loai ra khoi thi trudng.

3. Chinh sach thay déi gia

Cdc cong ty sau khi xay dung cho minh mét hé théng gid va chién luoc
hinh thanh gii ca riéng, sau mot thdi gian cam thay cin phai gidm hay tang gid
cho san pham - dich vu.

3.1. Chinh sach giam gia

Trong nhiéu trudng hgp, mbi cong ty phai tu chi ddng gidm gid hodc tang
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gid d€ c6 thé ding vitng trudc nhimg bien dong bét thudmg cia thi trudng.
Doanh nghiép nén chu déng gidm gia trong nhimg trudong hop sau:

- Khi cong ty khong sir dung hét nang luc san xust, phai tang toc d6 quay
vong bang cach: nd luc thvong mai, céi ti€n san phim va dp dung mét s6 bién
phdp khdc, nhung céng ty khéng ¢6 kha nang.

- Thi phan bj thu hep do 4p lyc clia canh tranh gig quyét liet. Vi du nhu 12
mot s6 nganh cong nghiép MJ - ché tao 616, dién tir gia dung, mdy anh, déng
ho, thép - da nhudng thi phan chia minh cho cdc d6i thi canh tranh Nhat Ban,
nhiing ngudi c6 san phdm chat lugng cao nhung gid lai ré,

- Mu6n sir dung gid ha dé gianh vj tri khéng ché thi truong. D¢ thyc hién y
d6 nay cong ty da tung ra thi trudng san phdm cé miic gid ré hon clia 461 tha
canh tranh véi hy vong gianh duoc thi phan lén.

- Chinh sdch gidm gid c6 thé 4p dung trong nhiing trudng hop khac:

+ Loai sdn phdm ma do co dén vé cdu nhay bén véi su thay déi gid.

+ Chi phi san xuat s€ gidm di nhiéu néu khéi lugng sén phém gia tang.

+ San phdm thugc loai d& hép thu d6i véi tap quén va théi quen clia ngudi
tiéu dung.

3.2. Chinh sich tang gi4

Mac du biét ring tang gid s& tao ra mot s6 phan (ng tiéu cyce tir nhiéu phia,
nhung doanh nghiép vin phai tang gid trong mét s6 trudmg hop:

- Trudng hop phé bién rhét phai tang gid 1A nan lam phat trién mién trén
todn th€ gi6i do chi phi tang. Tang chi phi khong tuong (ng véi tang nang suét
s€ ddn dén gidm dinh mic lgi nhuan va bude cong ty phai tang gid.

- Mot trudng hop nita din dén ting gid 1A nhu cdu qué 16n. Khi cong ty
khéng dit sic ddp iing dii cic nhu cdu ciia khich hang, c6 thé ting gid. Diéu
nay dong nghia véi viéc cung hang héa trén thi trudmg dang khan hiém.

- Chinh sédch gid cao duge 4p dung d6i voi nhiing san phdm méi, san phim
dugc cai ti€n v€ mat k¥ thust hodc cic dich vu gia téng kém theo san phdm. Boi
vi n6 mdi xuét hién trén thij trudng nén chua cé su canh tranh va nhu ciu vé san
phém ciing chua c6 diéu kién dé co din cdu theo gid.
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Tém tat kién thic

1. Muc tiéu kinh doanh ngin han va chi phi san xuit cia doanh nghiép 12
cdc yé&u td bén trong doanh nghiép anh hudng dén viéc dinh gid ma cic don vi
¢6 thé chii dong kiém soét duge.

- Thi truong va nhu cdu cha khach hang, gid c& va san phdm cua d6i tha
canh tranh la nhitng nhan t6 bén ngoai doanh nghiép anh hudng dén viéc dinh
gid. Céc nhan t6 nay bi€n dong khé ludng trude duge.

3. C6 phuong phéap dinh gia co ban:

- Phuong phap "chi phi binh quin céng l4i": Gia ban bang gid thanh cong
xudng cong vi ty 1& phin tram so vdi gid ban.

- Phuong phédp "phén tich di€ém hoda vén'": Tinh diém hda vén trén mot don
vi san pham dé tir d6 x4c dinh mic gid 16 vdn hay c6 1ai.

- Phuong phdp "dinh gid theo mic gid hién hanh": Xuat phat tir gid cla céc
doi thit canh tranh va it quan tdm hon dén céc chi tiéu chi phi cia minh hay
nhu ciu cua khach hang.

- Phuong phép "dinh gid trén co so gid tri cAm nhan dugc clia khich hang":
Su hinh thanh gid c& dua trén sy chdp nhin clia nguti mua.

4. Cac chinh sach gid ca:

- Chinh sdch phdn biét gid thy timg thdi diém, chit lwgng san phdm, d6i
tugng khach hang...

- Chién luge dinh gid cho sdn phdm méi bao gém: Dinh gid "hét vdng sita™
Gia bidn ban ddu cao, sau d6 giam dan.

Dinh gid "tham nhap thi trudng": gid tham nhap chi cao hon gid thanh cong
xudng mot chiit it.

- Chinh sdch thay déi gid thy timg trudng hop cy thé, Doanh nghiép chi
dong gidm gid trong céc trudng hop:

- Khi cong ty khong sir dung hét nang luc san xudt.

- Thi phan bi thu hep do 4p luc cua canh tranh gid quyét liét.

- Cong ty mudn sir dung gid ha dé gianh vi tri khéng ché thi trudng.

Cong ty chu dong tdng gid trong céc trudmg hop:

- Lam phét trién mién trén toan thé gidi do chi phi tang.

- Nhu cau qua 16n.

- Gia tang nhimng tinh nang va dich vu méi cho san phdm.
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Bai tap &n luyén ki€n thic

Bai 1: Lua chon phuong 4n diing cho cde cdu sau day:

1. Doanh nghiép dinh gia thap cho cag:mug tiéu kinh doanh ngén han:
a. "Dam bao séng sot"
b. "Tang Igi nhuan trudc mat"
¢. "Gianh vi tri hang d3u vé thi phan®
d. "Gianh vj tri hang dau vé chat lugng”
€. Phudng an tu chon.............ocoveervenvoneo
2. Nhén t6 bén ngoai anh hudng dén viéc dinh gia clia doanh nghiép
a. Muc tiéu kinh doanh ngén han
b. Chi phi sdn xuét kinh doanh
c. Thi trudng va nhu cédu clia khach hang
d. Gia va chét lugng san phdm cia d3i tht canh tranh
e. Phuong antuchon...........oooooeveoeoeoo
3. Chinh sach dinh gia "hét vang sita” ¢6 dic diém;
a. Gia ban. ban dau thap, sau dé tang dan
b."Gid.han:ban dau thap, sau dé gilt nguyén
c. Gia ban ban dau cao, sau d6 giam dén
d. Gia ban ban dau cao, sau dé gilir nguyén
€. Phuong an tw chon...........coovveoooeeeeee
4. Nhan t6 bén trong anh huding d&n viéc dinh gia clia doanh nghiép
a. Muc tiéu kinh doanh ng#n han
b. Chi phi san xuat kinh doanh
c. Thi trugng va nhu cau clia khach hang
d. Gid va chat lugng san pham clia ddi thi canh tranh
. PRUONG 8N 8 CRON..cc..ooe oo
5. Chinh sach dinh gia "xam nhép thi trudng"” c6 dac diém:
a. Gia ban ban dau thap, sau d6 tang dan
b. Gia ban ban dau thip, sau dé giif nguyén
¢. Gia ban ban dau cao, sau d6 giam dan
d. Gia ban ban ddu cao, sau 6 gilt nguyén
e. Khdng cé phuang &n nao néu trén,

Bai 2: Ddnh déu (X) vao phuong dn diing

s Chinh sach Chinh sich
- NQi dung ting gia giam gia

Lam phat gia ting

Nang luc sén xust khdng sif dung hét do han ché
vé tai chinh

Gianh vi tri khdng ché trén thi trudng

Ap luc canh tranh khéc ligt

Nhu ciu tidu ding qua Ién

Muc tiéu "chiém linh phan lén thi truang"

Muc tiéu "ca I6n nubt ca be"
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Bai 3: Bai tap tinh hudng

"DAI GIA" CANH TRANH, "TIEU GIA® NGAC NGOAI

Ngudi tiéu diing v cac doanh nghiép bot giat noi dia dang chd dgi hai dai gia trong
lang bt giat [4 P&G va Unilever tung ra nhitng don cusi cung trong cudc chién ha gia
dugc khai xudng hdi dau thang 8/2002.

Cugc chién nay dugc md dau khi P&G gidm gia mat hang bot giat Tide tir 8,000 déng
xudng 6.000 déng/goi 400gr, Unilever phan cong ngay tirc thi bang cach gidm gia bt giat
Omo tir 7.500 déng xudng 5.500 ddng/gdi 500gr.

P&G tiép tuc khiéu chién véi vigc giam tir 6.000 déng xudng con 4.500 déng san
phdm Tide loai 400gr. Unilever dua ra chiéu mdi khi khuy&n du cac dai ty: bay 1 géi Omo
sé dugc nhan 1.000 dong, déng théi ting gia bang cach gidm trong lugng, géi Omo 500gr
gia 5.500 ddng chi con 400 gr. Tai cac cifa hang tap hoa, cac siéu thi nhan hiéu Omo tran
ngap thi trudng, nhigu "thap Omo" cao hang chuc mét nghéu nghén trong cac siéu thi 1Gn.

Gia bot giat Tide cila P&G gidm 30% so vdi trudc day con gia Omo cling giam
khoang 26% va ngudi hudng Igi dau tién 1a ngudi tiéu dung. Trong khi dé, cac doanh
nghiép san xust bot gist trong nuéc 1ai lo ngay ngay, bdi vi cudc chién trén cang gia tang
thi nguy cg mat thi phan, pha san cang de doa. Cac dai gia ¢6 von dau tu hang chuc triéu
USD, trong khi cac doanh nghiép nhé chi ¢6 vai chuc ty VNB, phan 18n d3 dau tu vao tai
san ¢6 dinh nhu may méc, nha xudng: phan danh cho vén Iuy dbng rat nhod, cb khi lai di
vay ngan hang la chinh nén khéng thé cling lao vao cudc chién giam gia duoc.

Sau cudc chign nay ngudi tidu ding e rang sé khong con nhidu sy lua chon khi ma
cac doanh nghiép nhé phat rut lui khéi thi truang, va Unilever va P$G s& lai tAng gia trd lai
sau khi chiém finh va phan dinh xong thi trugng.

Truge day thi trudng con ¢b nhiéu san pham noi dia phu hgp vai ngudi tiéu ding nhtr:
Lix, Bire Giang, Xa phong Ha Noi, Net, Viso... Khi bét gi&it Omo va Tide xuét hién cac san
phdm ndi trén da bj ddy IUi. Mot s& san pham mai xuat hién nhu bot giat Bay, Vi Dan... da
nhanh chéng chiém dugc thi phan vi chat lugng, gia ca phli hap véi ngudi tiéu ding cé
thu nhap thap, diéu nay anh hudng Ién dén thj phan cdia Tide va Unilever - nhat Ia & khu
viIc nong thén. Tuy nhién, xét vé thuc Iuc ¢ vé cong nghé, trinh do quan Iy va tién bac thi
nhimg doanh nghiép nay khéng thé sanh duge cac dai gia nhuf P&G va Unilever, bdi vay
néu chiéu gidm gia kéo dai thi cac doanh nghidp nhé khé long chéng d3 dudc.

Cau hdi thao luan

1/ V6i mifc gia ban Gau 1 8.000d/g6i 400gr bot gist Tide va 7.500d/g6i 500gr bot giat
OMO, P&G va Unilever da dinh gia phuong phap nao?

2/ Unilever va P&G thay d6i chinh sach gia ndo va nhim muc dich gi? Thuan lgi va
khé khan clia viée thyc thi thay déi gia nay 1a gi?

3/ Theo ban, cac doanh nghiép khac trong nudc nhu LIX, Bic Giang sé (mg phé
trong viéc dinh gia cho san phdm clia minh nhu thé nag?
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Chuong-5

CHINH SACH PHAN PHOI

Muc tieu

- Trinh bay ddc diém ctia 3 thanh vién trong kénh phén phéi,

- Gidi thich ddc trimg cuia 3 logi cdit triic kénh phdan phoi co bdn.

- Trinh bay 3 chinh sach phan phéi.

- Nhan biét dwoe ddu hiéu cia cdc thanh vién trong kénh phdn phéi.

- Lua chon dugc cdu tric kénh va chinh sdch phdn phoi phn hop véi cdc
muc tiéu kinh doanh cia doanh nghiép va loai sdn pham cu thé

I. KHAI QUAT CHUNG VE KENH PHAN PHOI

1. Khai niém kénh phan phai

Theo quan di€m cha Marketing thi Kénh phdn phoi la moét tdp hop cdc
doanh nghiép va cd nhdn déc Idp va phu thuoc lan nhau, tham gia vao qud
trinh dwa hang héa tit not san xudt dén nguoi riéu dimg.

Céc kénh phan phéi tao nén dong chay hang hoéa tir san xudt qua hoac
khéng qua cac trung gian tdi ngudi mua cudi cing. T4t ca nhitng ngudi tham
gia va kénh phan ph6i dugc goi la thanh vién cla kénh. Céc trung gian thuong
mai nam giita ngudi san xudt va ngudi tieu ding cudi cling 13 thanh vién quan
trong trong nhiéu loai kénh phan phéi.

2. Vai tré cla kénh phan phoi
- Kénh phén phéi trung gian s€ phét huy hiéu qua cao trong céc trudng hop:
+ Céc chién lugc cit gidm gid khong chi nhanh chéng va dé dang bi copy
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b&i nhitng d6i thi canh tranh ma con dén dén sy giam siit hoic bi mat kha nang
¢6 loi nhuan.

+ Céc chién lugc quang cédo va Xic tién sdng tao thudng chi cé ket qua
trong ngin han, va bi mat tdc dung trong dai han. Vi vay, d& hiéu 12 cdc nha
quén 1y Marketing tap trung nhiéu hon vao cic kénh Marketing.

- Dé dat dugc tinh kinh t€ clia hé tiong phan phoi dai trd thong qua
Marketing, nhiéu nha san xuat phai 1am ngudi trung gian ban hang cho nhimg
nha san xufit khidc. Vai trd chinh clha cdc trung gian thuong mai la lam cho
cung va cdu phil hgp mét cdch trat ty va hiéu qua.

- Ngay ch trong trudng hop ngudi san xuét ¢6 thé xay dung cho minh
nhitg kénh phan ph6i rigng, thudng thi ho vin kiém duoc nhi€u tién hon néu
tang von ddu tu vio doanh nghiép chinh ciia minh. Céc nh sin xuat nhan thay
ring c4c trung gian bin hang héa va dich vu 6 hiéu qué hon do t6i thiéu héa
s6 lan tiép xdc.

- Nhos cdc quan hé tiép xic, kinh nghiém, viéc chuyén mon héa va quy mé
hoat déng, nhimg ngudi trung gian s& dem lai cho céng ty nhiéu cdi 1oi hon Ia
néu né tr lam 14y mot minh. Céc trung gian da giiip doanh nghiép giam bat
kh6i lugng cong viéc cdn 1am, ho chi tap trung chuyén mon héa viéc san xuat.

3. Chifc ning ciia kénh phan phdi .

Céc trung gian thuong mai khdc nhau thuc hién cdc chic ning Marketing
khac nhau véi nhiing mitc d6 khdc nhau. Tuy nhién, moi thanh vién kénh phai
thye hién céc chitc ning chil yéu sau:

- Nghién citu thi trwomg: Nhim thu thap thong tin cdn thi€t dé lap chién
lugc phan phéi.

- Xic tién hén hop cho nhimg sdn phdm ho bdn: Soan thio va truyén b
nhitng thong tin vé san phdm.

- Thuomg lwong, dam phdn: DE théa thuan phan chia trdch nhiém va quyén loi
trong kénh, thda thuan véi nhau vé gid ci va nhilng di€u kién phan phoi khic.

- Thiét lgp cdc moéi quan hé: Tao dung va duy tri moi lién h¢ v6i nhiing
ngudi mua tiém nang.

- Hoan thién sdn phdm: Bao géi, sip xép, phan loai... lam cho san pham
d4p img dugc nhitng yéu cu cla ngudi mua, nghia 13 da thyc hi¢n mot phin
cobng viéc cua nha san xudt.

- San s€ riii ro: Nhimg rti ro lién quan dén qua trinh phén phoi.
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Vin d¢ dat ra 1a phai phan chia hop 1y céc chitic nang nay giita cdc thinh
vién kénh. Nguyén tiac dé phan chia cdc chifc nang 1a chuyén mon héa va phan
cong lao dong.

II. CAC THANH VIEN CUA KENH PHAN PHOI

1. Nha san xuat

Nha san xudt hay con goi la nha cung cip bao gém rit nhiéu loai, tir cong
nghiép, néng nghiép, lam nghiép, x4y dung... d€n nganh cong nghiép dich vu.

Cac nha cung cip nay déu c6 ciing muc dich la sau khi két thiic qua trinh
san xudt, cdn dua san pham ra thi trudng dé thda man nhu cdu ciia khich hang.

Tuy nhién, phan 16n cdc cong ty Ién nhé déu khong ndm & vi trf giao thong
thudn loi d€ phan phdi san phdm cila ho truc ti€p cho thi trudng sir dung cu6i
cung. Thém vio dé, ho thi€u ca kinh nghiém cén thiét lin quy mé hig¢u qua dé
thuc hién tat ca cdc cong viéc phan phdi cdn thiét cho san phim ciia ho tdi
khdch hang cuéi cling.

Bing viéc chuyén cong viéc phan phdi cho cdc thanh vién khic cia kénh nhu
ngudi ban budn, ngudi bin I, nha san xuat ¢ thé dat duge su tiét kiém tuong
doi. Boi vi nhitng ngudi trung gian ndy phan phéi san phdm cla nhiéu nha san
xuat khdc nhau nén ¢6 thé trai rong cdc chi phi ¢d dinh cao cta viéc thuc hién
cdc chifc nang phan phdi cho khdi lugng san phdm duoc phan phdi I6n hon.

Ngudi san xuat phai thudng xuyén nghién cifu, thiét 14p méi quan hé véi
cdc thanh vién cia kénh dé c6 thé chuyén hoac chia sé cdc cong viec phan
phoi. Cdc trung gian nhw ngudi bin budn, ban 1é 1a hai loai t8 chiic co ban ma
ho ¢6 thé goi dé tham gia.

2. Trung gian ban buén

Bin bu6n bao gém céc doanh nghiép c6 lién quan dén mua san pham dé
ban cho nhitng ngudi bdn lai hodc sit dung kinh doanh nhi bdn cho nhimg
nguoi bdn le, cong ty san xudt cong nghiép, t6 chirc nganh nghé hoac cic co
quan nha nudc ciing nhu cho nhitng ngudi ban buédn khac.

Cic trung gian bdn budn c6 vai trd rit quan trong trén thi trudng va cic
kénh phén phoi. Ho ¢6 kha nang chi ph6i nguti ban I¢ cling nhu cdc quan hé
trén thi trudng, tham chi ho c6 thé r& thanh cdc nha doc quyén va ling doan
thi truong, Mac du, ngudi bdn budn it ti€p can véi ngudi tiéu ding cudi cling,
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song ho lai ¢6 thé manh 12 trudng von, phuong tién kinh doanh nhiéu va hién
dai, c6 sin mang lu6i chan rét, vi thé c6 kha ning ddy nhanh viéc tiéu thu san
phdm ciia doanh nghiép.

Cic cong viéc phan phéi duge thye hién bdi ngusi ban budn san pham:

- Pam bao su sin sang cua san pham.

- Cung cap sén phdm - dich vu cho khich hang

- Thuc hién cic tiép xic ban.

- it t16n kho.

- Thuc hién dat hang.

- Thu nhan thoéng tin thi trudng.

- Chia nhé va sip x&p san pham cho thuan lgi.

- Gilip nguoi tiéu ding vé tu vén va trg gidp k¥ thuat.

- Dé nghi su tro gitp cia khach hang.

2.1. B4n buon san pham

Bin buén san phim 13 céng ty c6 lién quan tir ban ddu trong viéc mua, s&
hitu san phdm, dy trit va quin 1y vat chat san phidm véi s6 lugng tuong d6i 16n
va bdn lai san pham vdi s6 lugng nhéd cho ngudi ban I, san xuat céng nghiép,
thuong mai, céc t6 chifc nghé nghiép hodc cho nguoi bin buon khic.

Ho tén tai dudi mot s6 tén khdc nhau: ngudi bdn buén, nha nhap khiu, nha
lap rép...

2.2.Daily

Cic dai 1y ciing 1a cédc trung gian déc 1ap, dam nhiém tat cd hodc phin 16n
cdc cong viec kinh doanh ca ho. Ho khong s& hitu san phdm ma ho phan phéi
nhung ho ¢6 lién quan that sy d€n cic chirc ning dam phdn vé mua bén trong
khi hoat dong thay mat cho cdc khach hang cta ho.

Cic trung gian nay thudng nhan duge thu nhip dudi hinh thirc tién hoa
héng trén doanh s6 ban hoac khoan 1¢ phi nhat dinh, Mét s6 loat chung nhat
hoat dong dudi tén dai 1§ cla ngudi sdn xudt, ngudi ban budn san phdm 4n hoa
hdng, moi gidi, dai Iy bén, dai 1y xust khdu va nhap khau.

* Pai Iy hoa hong: La ngudi dai Iy bin hang theo gid do chii hang quy dinh
giong nhu dai ly Oy thic, song ho khong hudng thu lao cla chi hang ma huong
phan trdim hoa héng theo doanh s8 bin ra. Ty 1¢ hoa héng do chu hang va
ngudi dai 1y thoa thuan.
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* Dai Iy ty thdc: La dai 1y ban hang theo gia do chi hang quy dinh va duoc
chu hang tra thi lao.

* Bai ly doc quyén: La ngudt dai 1y duge doc quyén ban hang trén mot khu
vuc nhit dinh theo gid va diéu kién do chi hiang quy dinh. Pai ¥ déc quyén ¢
thé thuc hién theo ki€u hudng phdn trim hoa héng, huéng thi lao, tham chi néu
mudn cé thé thuc hién ki€u mua dirt ban doan dé dugc hudng céc ché do wu dii
déc biét trén co s& thoa thuan giita cic bén.

2.3. Chi nhanh va dai dién

Cac chi nhinh va dai dién dugc 1am cha va quan 1§ hoat dong boi ngudi
san xudt nhung dugc tich vé var chat khoi cdc nhd mdy san xuat. Ho thudng
dugc sir dung ban ddu cho muc dich phan phdi cdc san phdm clia ngudi san
xudt cho ngudi ban budn.

Mot s6 chi nhdnh va dai dién bdn cla nha sdn xudt ciing hoat dong nhu
nhitng ngudi ban budn va cung cdp cic sin pham duge dat hang tir nhitng nha
san xudt khdc. Boi vi nhimng ngudi ban budn ndy duge 1am cha va duoc quan 1y
boi nha san xuat, nén ho khoéng duoe xdc dinh 1a ngudi ban budn déc lap theo
muc tiéu cia chiing ta.

3. Trung gian ban lé

Nguoi ban lé bao gém cdc doanh nghiép kinh doanh bdn hang cho nguoi
riéu ditng cuoi ciing nén ho 6 diéu kién tiép xiic truc tiép, thieomg xuyén voi
kitdch hang. Vi vay, ho hiéu bigt vi ndm vitng nhu cdu cia thi truong, ho sé
linh hoat hon ngudi ban budn.

Thuc chat, ngudi bin 1é déng vai trd hai mat:

- Mot mit, nhitng ngudi cung ¢ap & mitc ngudi sdn xuft hoac ban buén - hy
vong ngudi ban 1é hoat déng nhu dai 1y cia ho.

- Mat khéc, ngudi ban 1€ ciing thuc hién nhu cac dai 1¥ mua cho cédc khich
hang ciha ho.

Thyc t& thi tdt ca nhitng ngudi ban 1é déu thuc hién ddy di ca hai vai tro
trén. Nhung cin nhin manh 12 méi vai trd dang thay déi. Nhiéu nha bdn 1& bay
gio di 16n d¢€ gay siic ép d6i vdi nha cung cdp, chi mua va bdn nhitng sén phidm
phit hop véi nhu cdu chia khich hang tryc tiép clia ngudi ban Ié ma théi.

IIL. CAC LOAI KENH PHAN PHOI

Tity theo thé manh, diéu kién va dac diém cia doanh nghiép, ciia sin phdm
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ma Iua chon nhiéu déi tdc khdc nhau dé hop tac trong qua trinh tiéu thu san
pham clia minh. Trong thuc € ¢é 3 loai kénh phan phéi co ban: kénh phan phdi
cap khong, kénh phan phéi cdp mot va kénh phan phéi nhiéu cap. Cic thanh
vién trong kenh phan phéi gin két véi nhau thanh nhiing dong chdy.

1. Kénh cdp khoéng

Nha Nguoi tiéu dung
san xuat » cudi cung

Hinh 9: So d6 kénh phan phéi cip khong

* Ddc diém: Ngudi san xuat tryc tiép ban san phim cho ngudi tiéu diing
cudi ciing, khong qua mét trung gian ndo.

* Truong hop dp dung:

- Nhimng loai san phdm dé hu hdng, dac biét 1a loai san phdm dé v&, d& dap
ndt... nhu cdc mat hang ndng san, thuc phim tuoi séng.

- Sdn pham mang tinh don chi€c, gi4 trj cao, chu ky san xudt dai hoac san
phdm c6 chat lugng dic biét, yéu cédu sir dung phic tap, ddi hoi phai ¢6 su
hudng dan cu thé, chi tiét.

- San phdm cham luan chuyén, hoic cdc sin phdm ciia nhitng ngudi san
xudt nhd, tu san, tu tiéu hoac chil yé&u sir dung trong mét pham vi hep noi nao
d6, ngudi san xuat c6 thé doc quyén ban cho ngudi tiéu diing cuéi ciing,

- San pham duoc bén bing mdy ban hang, duge dat tai nhiéu noi trén duong
pho hodc noi cong sd.

* Ut - nhwoc diém

- Kénh cép khong c6 wu di€m la ddy nhanh duge 16¢ d¢ luu thong ciia san
pham, nang cao dugc quyén chi dong ciia ngudi sdn xuit va vi "bdn t4n ngon"
nén thuong thu duge lgi nhuin cao. Hon nifa, ngudi tiéu dilng cé thé mua duge
nhiftng sin pham ddm béo chat lugng, uy tin, khong bi tréo déi hodc sdp xép lai
khi qua céc trung gian. |

- Tuy nhién loai kénh ndy lai c6 han ché & ché: 16 chic va quan 1y khd
phuc tap, von va nhan lyc bi phan tdn, chu chuyén vén cham, nén chi phi: hop
voi doanh nghiép quy mo nhd va hoat dong trén mét thi trudng hep. Nhitng
doanh nghiép kinh doanh mat hang "dac chang"” thi doi héi v6n qud 16n.
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2. Kénh mét cap (kénh ngin)

Nha Ngudi Ngudi tiéu
san xuat ™  bank ™ diing cuéi cung

Hinh 10: So db kénh phan phéi mét cap

* Ddc diém: Ngudi san xudt bin cho ngudi ban 12, sau d6 ngudi bdn lé ban
cho ngudi tiéu ding cudi cing. Loai kénh nay khong cé su tham gia cua cic
trung gian ban buén.

* Truong hop dp dung

- Nguoi sin xuit san xuét loai san phdm ddi hoi phai ¢6 co so vat chat ki thuat
déc bit, chuyén ding, vi th€ cho phép ho ¢6 thé loi dung wu thé d6 dé ty ddm nhan
trach nhiém bdn buén, vi du nhw: céc doanh nghiép gia con g, ché bién, lap rdp...

- Nguai san xuidt chuyén mon héa nhung quy mé nhé, kha nang tai chinh
han ché khong di sttc manh ddm bao cho viéc ty tieu thu san phdm cla minh.

- Sédn phdm thuding c6 gid tri thap, khong c6 nhitng tinh ning dac biet.

- Céc san phdm thugc loai san phdm tiéu ding hang ngay, thudmg xuyén, cin cé
mat & khap noi trén cac khu vuc ¢6 dan cu, vi du nhir: xa phéng, bot gidt, bo chi...

* Uu - nhuoc diém

- Uu di€m cla kénh nay I3 vira phat huy dugc phdn nao wu thé cda kénh
cdp khong, vira gidi phong duge chic nang luu thong dé nang cao trinh do
chuyén mon héa va phat trién nang luc san xu4t ciia doanh nghiép.

Loai kénh phan phéi nay giip cho doanh nghi¢p xam nhap cdc th trudng
madi mot cach dé dang hon.

- Kénh phan phéi cdp mét c6 han ché 1 sé khong phi hgp véi nhimg san
pham c6 gid tri cao. Bai vi khong phai dai 1 ban Ié nao cling ¢6 kha nang tiéu thu
hang cho cong ty. Van dé & ché la vén kinh doanh 16n vi trinh d6 hiu bi&t vé
san phim, chuyén mon ky thuat clia nhan vién ban hang doi hoi & mite dd cao.

3. Kénh nhiéu cap

Nha Nguoi Nguoi Nguoi tiéu
san xuat ™ bén buén >  banlé » dung cudi ciing

Hinh 11: S0 d6 kénh phan phéi nhiéu cap
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* PDdc diém: San phdm dén dugc tay ngudi tiéu diing s& c6 su tham gia
phan phdi clia ca ngudi bin buén va ngudi ban 1é. Trong loai kénh ndy, s6
lugng nhiéu ban buén khéng han ché, t6i thiéu 13 mét.

* Truong hop dp dung

Kénh phan phéi nhiéu cdp thudng dugc dp dung trong nhing trudng hop
san phdm dugc san xudt tai mot hay mot s6 noi, nhumg cung c4p cho tiéu ding
& nhiéu noi. N6i chung, céc doanh nghiép c6 quy mo 1én, lvgng sin phdm sin
Xuat ra vugt qui nhu cu tiéu dung tai noi san xuit, thudng phai 4p dung kénh
tiéu thu nay,

Ty tinh hinh cu thé ma doanh nghiép quyét dinh ¢6 sir dung thém vai trd
cia ngudi moi gidi hay ngudi dai 1y trong mang tieu thu hay khéng. Nhiing
san phadm ¢6 dic diém sau day nén sit dung moi gidi lam trung gian mua - bdn
sén pham:

- Nhitng séan phdm méi, nhimg nhu cdu mdi.

- Nhitng mat hang phai qua nhiéu trung gian, phic tap.

- Nhitng mit hang ma gi4 ca thi trudng bién dong.

- Nhiing mat hang duogc sdn xudt ¢ nhimg noi ma diéu kién théng tin,
quéng cdo khuyén khich.

- Pac biét 1a d6i véi cdac nha doanh nghiép it kinh nghiém ciling nhu quan
hé¢ lam an con han ché, thi viéc sit dung nhimg ngudi moi gidi 1am trung gian
mua bdn sén phdm la hét sdc cdn thi€t vA c¢6 quan hé, vi du nhu: cdc san phdm
thudc thi trudng chitng khodn.

* Uu diém - nhwoc diém

- Kénh phéan phéi nhiéu cdp c6 wu diém la tao diéu kién dé cdc nha sin xuit
va céc trung gian nang cac kha nang chuyén moén hda, trinh d6 t6 chifc cong
doan tiéu thu sdn phdm ma minh tham gia. Doanh nghiép c6 thé rit ngin chu
k¥ san xuét va tiéu thy san phdm, tang nhanh quay vong vén.

- Loai kénh nay c6 han ch€ la do phai trai qua nhiéu trung gian nén viéc
quan 1y, di€u hanh céc trung gian sao cho déng b, nhip nhang, ddm bao cung
ting san ph4m mot cdch thong thodng tir ngudi san xudt dén ngudi tieu ding
cudi ciing la viéc khé khan, phifc tap ddi hoi cdc nha doanh nghiép phai cé
nang luc, trinh d6 va kinh nghiém t6 chifc quén 1.

Do trai qua nhiéu trung gian nén thdi gian luu thong san phdm kéo dai, chi
phi 16n va kha néng riii ro ciing nhiéu hon 2 loai kénh trén.
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4. Kénh phan phadi doc

Ngoai cic kénh phan phéi néu trén, cdc nude tién tién con thyc hién, td
chifc cac loai kénh phan ph6i doc. Hé théng Marketing chiéu doc 1a cdc kénh
phan phot c6 chuong trinh trong tim va quan 1y chuyén nghiép ducc thigt k& dé
dat hiéu qua phan phoi va anh hudng Marketing t6i da. Cdc thanh vién trong
kénh c6 sy lién két chat ch& vdi nhau vi hoat dong nhu moét thé thong nhat, véi
muc tiéu chung cda ca hé thong la thoa man nhu ¢du thi trudng.

*Hé thong kénh Marketing doc tap doan: La su két hop cdc giai doan san
xuat va phan phéi vé cing mét cha s& hitu. Day 13 kénh phan phoi ma t4t ca
cc thanh vién trong kénh déu thudc quyén sd hitu ctia mét t6 chirc, hodc ngudi
ban 1é ¢6 thé lam chil cdc cong ty san xuat.

*Hé¢ thong kénh Marketing doc hop dong: Day 1 hé thong kénh phan
phoi ma sur lién kél gifta cdc thanh vién trong kénh dugc thuc hién qua cic hop
déng rang budc trich nhiém va quyén loi gilfa c¢dc thanh vién kénh nhim dat
duge hiéu qua cao nhat.

*Hé thing kénh Marketing doc hop tdc xd bdn Ié: Cac thanh vién bin 1é
tap trung siic mua cua ho théng qua té chic hogp tdc xa ban 1¢ va lap k& hoach
phdi hop cdc hoat dong dinh gid va quang cdo. Lol nhuin duoce chia cho cdc
thanh vién tuong xiing véi lugng mua cua ho. Céc nha bdn 1€ trong kénh nay cé
thé dat dugc gid mua thip, diéu kién mua uu daj.

IV. CHINH SACH PHAN PHOI
1. Chinh sach phan phdi rong rai
* Pac diém
- Doanh nghiép cung cdp cho thi truong loai san phidm sit dung thudng

ngay, nhitng nguyén liéu théng thuomg va dich vu co ban déu ¢6 ging thuc hién
phan phdi rong rai hay con goi 1a phan phdi 6 at.

- Nha san xudt khong lua chon, tuyén chon cdc trung gian dé phan phdi san
phim cho minh, bat ké cdc dai 1y ban budn hay dai 1y ban 1é nio c¢é nhu ciu
phan phdi san phidm, cong ty sdn sang ddp tng. Tham chi, hién nay cé rét nhiéu
doanh nghiép cdn trién khai viéc bin hang nhanh chéng manh mé hon di phai
te di khai thac, phdt trién dai 1y & nhiéu khu vuc.

- PB6i véi nhitng mat hang dugc phan phdi rong rai nhit thi€t phai dam bao
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vi trf mua bdn thuan tién. Chinh sdch phan phéi nay dam bao cho cic doanh
nghi¢p thuong mai luén ¢6 mot lugng hang du trit nhiéu nhat cé thé cé.

* Un - nhuge diém

- Uu diém cta chinh séch nay !4 doanh nghiép cé thé mo rong duge thi
truong mot cich nhanh chéng véi muc dich bén dugce cing nhiéu hang cang t6t.

Thong qua nhi€u dai 1§ & moi noi, ngudi tiéu diing ¢6 thé mua hang mot
cdch thuan tién va nhanh chéng.

- Nhuge di€m ciia chinh sédch ndy 1a ¢6 nhiéu doanh nghiép san xuat déu
mudn ddy manh tiéu thu sin ph&m clia minh biang cdch phan phéi rong rii. Khi
do, cdc dai ly dé dang chdp nhan phan phéi cho nhiéu hang cling mdt hic, vi

vay ma san phdm c6 nhiéu sin phdm canh tranh, khéch hang ¢6 thé thay san
phdm canh tranh hap dan hon, ho chuyén sang dung san phidm dé.

Ngoai ra, cdc chi dai ly s& quang cdo san phdm cho hing nao ma ho duge
huong nhiéu phan tram hoa hong nhat. Nhimg ngudi mua hang thudng tin
tudng vao su quang bd ciia cac chi dai 1y. Do vay, nguy ¢d khach hang truyén
théng chuyén sang tiéu ding sin phdm canh tranh I3 rat ddng ké.

2. Chinh sach phan phéi dic quyén

* Pac diém

- Mot 6 nha san xuat ¢6 ¥ han ché s6 ngudi trung gian budn bdn san phim
clia minh nhim dam béo uy tin. Hinh thitc han ché cao nhit 13 phan phéi theo
dic quyén, trong d6 chi ¢6 mot s6 han ché cic dai Iy c6 dac quyén phan phsi
hang cia cong ty trong pham vi dia ban tiéu thy ctia minh.

- Diéu kién dai 1y dic quyén nghia 14 nha sin xuit doi hoi cic dai 1y bén
hang cta minh khéng duge phan phdi nhitng mat hang cla cdc d6i thi canh
tranth khéc trong cing mét dia diém bdn.

Phan phoi theo dac quyén thudng thdy trong nghé budn bin 6 to
(Mecerdes), mot s6 d6 dién gia dung - dién t dién lanh 16n nhu Sony,
Electrolux.

- Céc dai Iy dugc nhiu wu dai vé phia nha sén xudt nhu: phdn tram hoa
héng rat cao, duge hd trg vé trang thiét bi bén hang, trang tri cira hang, dao tao
bdn hing mang phong cich clia cong ty...

* Uu - nhuge diém
- Khi trao dic quyén phin phéi hang cho cdc nha phan phéi, nha sian xust
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hy. vong réng s& 14 chic tiéu thu manh mé va thanh cong hon, ciing nhv cé thé
kiém sodt duoc ddy di hon hoat dong ciia ngudi trung gian trong chinh sdch
gid ca, kich thich tiéu thy, ban tra gép va cung ing dich vu cic loai.

Phan ph6i theo dac quyén thudmg gép phdn dé cao hinh anh ciia sin phdm
va cho phép tinh phu gi4 cao hon.

Chinh séch phan phéi ndy gip cho déanh nghiép xay dung duge thuong
hiéu manh cho san phdm. Uy tin va danh tigng cba sin phdm ciing nhu ciia
doanh nghiép duge ddm bdo vimg chéc va lau dai.

- Han ch€ cha chinh sich phan ph&i ndy 13 khé c6 thé mé rong duge thi
trvong nhanh chéng duge. Bdi vi vén kinh doanh ma cic dai 1y phai b6 ra ban
dau khong phdi Ia nhé va nghiép vu ban hang phai duge dé cao tuyet d6i.

3. Chinh sach phan phai chon loc

 * Pac diém

- Phuong phép phan phéi c6 chon loc 13 mét hinh thifc trung gian giita phan
phoi rong rdi va phan phéi theo dic quyén.

- Trong trudng hop nay, s6 ngudi trung gian dugc huy déng nhiéu hon mot
nhung it hon tong $6 ngudi sdn sang ddng ¥ ban hang. Cong ty khong cdn phan
tan luc lugng ra nhiéu diém bdn.

- Nha san xudt muén loai trir cdc dai 1y phan phéi kinh doanh y&u kém,
tham chi la cdc dai ly 1am giam uy tin cho doanh nghiép khi khong dam bao
nhiing nguyén tic co ban trong khau bén hang.

* Uu - nhuge diém

- Chinh sach phén phéi nay c6 thé thiét 1ap nhilng quan hé kinh doanh linh
manh véi nhiing ngudi trung gian duge tuyén chon va tréng doi & ho mifc tiéu
thu trung binh.

Phan phéi ¢6 chon loc tao cho ngudi sdn xudt kha nang gianh duge phan thi
trudng can thiét vdéi sy kiém sodt chat ché va chi phi it hon so véi trudmg hop 8
chitc phan phéi rong rii.

- Chinh sdch phan phéi chon loc ciing gap khé khan trong viéc kiém so4t

cdc dat 1§ khi céc chu dai Iy danh sy wu 4i hon cho san phdm cia d6i thi canh
tranh.
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Tém tit kién thire
L. Nha sin xudt, cdc dai ly va ngudi tieu diing ki 3 thanh vien co ban trong
h¢ thong kenh phan phdi sin phdm cho doanh nghiép.

- Cac trung gian bin buén cé kha nang chi phéi ngudi ban 12 cling nhu
quan h¢ trén thi trudmg.

- Cdc trung gian bdn 18 vira déng vai tro [3 ngudi cung cép hang cho ngudi
tiéu ding déng thai 12 dai 1y mua cho khich hang.
2. C6 3 loai kénh phan phéi co ban:

- Keénh cip khong nghia 13 khong c6 trung gian nao tham gia phan phoi
hang cho nha san xuat. |

- Kénh mét cap c6 mot trung gian ban Ié giita nha sin xudt vi ngudi tiéu
dung cudi ciing.
- Kénh nhiéu ¢p ¢6 su tham gia clia ca trung gian ban budn va bin 13,

Thong thudng, céc doanh nghiép déu sir dung ca 3 loai kénh niy cling mot liic
vOi miic d6 tap trung khdc nhau,

3. Chinh sdch phdn phéi rong rai khéng han che cic dai 1y phan phéi. Muc

dich clia nha sdn xuat muén ban dugc cang nhiéu hang cang tot.

- Chinh sich phan phoi dgc quyén clia doanh nghiép cho cic dai 1y duoc
huong nhiéu wy d4i nhdm dam bio uy tin cao, thuong hiéu manh, cé ché ding
vitg chic trén thi trudng.

- Chinh séch phan phéi 6 chon loc nhim muc dich 1a loai trir c4c dai Iy
kinh doanh khong higu qua, ng dong vén ciia doanh nghiép.

Cdc sén phdm phuc vu cho déi tuong khich hang thuong luwu thudng lya
chon chinh séch phan phéi dac quyén, cdc sin phdm phuc vu cho 6 dong
nguoi tiéu diing s& sir dung mot trong hai chinh séch con lai.

Bai tap 6n luyén kién thic

Bai 1: Lya chon phuong dn Dung hodc Sai cho cde cdu sau diy:

1/ Kénh phan phdi nhidu ¢&p phi hgp vdi nhimg san phdm hosc c6 gia tri rat thép
hoac c6 gid tri rat cao, d4c biét va don chise.

2/ Cac san phdm nhu kem danh rang, bot gidt, ddu 4n, bat bi, phii hgp véi chinh
sach phan phéi dac quyén,

3/ Kénh phan phdi cép khéng phi hgp v6i nhimg san phdm ma sin xust & mét noi
nhumg tiéu diing & nhiéu noi cach xa vé dia ly.
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4/ Cac san pham nhur 618, trang phuc cao cap phl hap véi chinh sach phan phdi d3c
quyén.

5/ Kénh phén phéi mét cap phi hop v&i nhimg san phim thude loai sir dung thuong
ngay, cé thdi gian sit dung ngan.

6/ Cac san phdm nhu vé tuy&n, ban 12, néi cam dién, phi hgp véi chinh sach phan
phdi réng rai.

7/ Chinh sach phan phéi dac quyén pha hdp véi cac san phdm nhu: xe may, ot6,
dién thoai di dong.

8/ Kénh phén phdi hai cap phi hgp véi cac sdn pham van phong pham.

9/ Chinh sach phan phéi réng rai phil hap véi céc san phdm nhut: vi tinh, may in, may fax,

Bai 2: Bién thudt ngirthich hop véo 6 tréng:

1/ i véi chinh sach phan phi................. thi doanh nghiép tuyén chon nhimg dai Iy
cb kha nang phan phéi tot hang cho minh, loai trir cac dai iy kinh doanh khéng cé
hiéu qua cao.

2/ Cac................. thudng xuyén nghién ci, thiét 1ap méi quan hé vai cac thanh vien

2

ca kénh dé co thé chuyén hodc san sé cac cang viée phan phai.
3/ Cac.............. ¢d kha nang chi phéi ngudi ban 1& va moi quan hé trén thj trudng.

4/ Doi v8i chinh sach phan phéi.......... thi doanh nghiép y&u cau cac dai ly khdng
dugc phan phdi san pham clia d6i thi canh tranh khac.

5/ Cac.............. viia déng vai trd 13 ngudi cung ¢ap hang cho ngudi tiéy ding, vira
ddng vai trd I1a dai ly mua cho khach hang.

6/ B6i vi chinh sach phan phéi.............. thi doanh nghiép san sang dap img cung
c&p san phdm cho bt ky dai Iy nao cé nhu ciu,

Bai 3: Bai tap tinh hudng

CONG TY THYC PHAM TRE EM (ABT)

Cong ty ABT cung cap cac san phdm Energy, dugc chiét suat it sita rat gidu protein,
cung cép can - xi, phét - pho, chat s3t, vitamin va cac thanh phan dinh dudng khac dac
biét cén thiét cho qua trinh tang trudng cia tré. San phim hién tai clla céng ty bao gém
Pure Energy va Energy Biscuits.

Trong nhimg nam 1980, thi trudng thuc pham gy cho tré em & T.P H Chi Minh phat
tri€én nhanh vi hai nguyén nhan. Thif nhat, cing véi qua trinh céng nghiép héa va da thi
hoa, thu nhap trung binh clia ngudi dan tang nhanh, déng théi ty 18 sinh d& lai giam
manh, ngay cang nhiéu ba me muén nusi con minh béng cdc loai thuc phim nay. Thir
hai, xu huténg vé diéu chinh va quy dinh tigu chun cho nganh cong nghiép thue pham g3
tao ra nhimg thay d3i trén thj truong thitc phdm tré em, trong dé c6 sur chuyén hudng tir
céc thuc phdm *binh thudng" sang cac thifc pham gdy. Thi trudng nay tisp tuc phat trién
cho tdi tan gitta nhimg nam 1990, sau d5 cé phan chimg lai.

Hién tai cong ty ABT c¢6 hai ké&nh phan phéi chi) yéu cho thyc phim T.E gay. Kénh
thit nhét 14 cac ¢ sd ban thue phdm dinh dudng cho T.E nganh v t&, dic bidt 1a cac vién
dinh duBng chiém 28% téng doanh s8. Cac ola hang thuc phdm va cac gian hang thiye
phdm - cong nghé chiém t8i 63% Ia kénh thir hai va 9% thudc vé cac kénh khac.
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MOl kénh phan phét co nhimg dac tinh riéng. Nhimg ngusi me mua thuc phdm T.E
gay tr c4¢ co 8 phan phéi thuc phdm dinh duing cla nganh y t€ thudng 1a cac ba me
stnh con lan dau va con nhé hon 1 tudi. Ho quan tam tdi Idi khuyén clia cac bac sy dinh
dudng hon 14 gia ca. Nhimg san phdm ban qua kénh nay dugc d6ng nhimg goéi nhd hon
va thudng chi can ghi rat it thdng tin trén d6 do cac ba me rat tin tudng vao cac bac s§ va
vi vay it khi cam thdy cén doc néi dung ctia nhan,

Ngudc lai, nhimg ba me mua thue pham gdy U cac cira hang thuc pham thudng rat
nhay cam vdi gia. Mo thich nhing g6i 16n hon vdi bao géi cé ghi théng tin chi tiét. Ho ciing
thurdng cho con minh &n sira gay cho tdi khi 3 - 4 tudi, Cing ¢6 mot luong ngay cang tang
NgUsi cao tudi tieu ding thue phdm nay vi nhimg ly do dinh dudng va tiéy héa. Bai vi,
nam 1975, cong ty thue hién mét chign dich quang cao rdm ré nhan manh tdi yéu té "tigu
héa" cia san pham.

Tuy nhién, trong nhiing nam ti€p theo sau thap ky 80, voi SU suy giam clia thj trudng
tdng thé trong giai doan chin mudi cia $an phdm, canh tranh ngay cang gay git, Igi
nhuan cla céng ty ciing gidm manh. Cac d6i tht canh tranh chi yéu clia céng ty la DM,
TPCB. DM va TPCB 12 nhiing nha san xust thuc phdm au nam trén thi truong ciing cb
nhiéu uu dai cho cac loai kénh phan phdi 1a bac sy va cac dai ly dé tang thi phan. Thém
vao do, theo mét nguén tin dang tin cdy cho cong ty ABT bigt ring mot cdng ty sdn xuat

thye pham Thyy Didn dang nghién cifu kha nang xam nhap thi trudng thuc phdm gay cho
tré em & thi trudng mién BAc.

Cau hoi thao luan

17 Cong ty ABT c6 nhimg thuan Igi gi khi phan phéi san phdm ciia minh?

2/ Céng ty ABT da s(r dung nhiing loai kénh phan phéi nac dé thuc ddy viéc tigu thu
san phdm che cdng ty? Dic didm ciia cac loai kénh nay 1 gi, thi phan cla cac
kénh thé higén nhu the nao?

3/ Cac cong ty thuc pham tré em khac oo sit dung ioai kénh phan phéi céng ty SBT
dang st dung khéng? Tai sac? |

4/ Trong thai gian 16i, Cong ty ABT sé& g4p phai nhimg khé khan gi? Theo anh (chi),
cong ty can phai cé dinh hung kinh doanh nhu thg nao vé san phdm, gia ca va
phén phdi d€ tng kha ning canh tranh?
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Chuong 6

CHINH SACH XUC TIEN HON HOP

Muc tiéu

- Trinh bay 4 céng cy cila xiic tiéh hdn hop.

- Gidi thich 2 chinh sdch la chon céng cu xiic tién hén hop.

- Phdn tich dugc ddc diém, wu - nhioc diém ciia cde céng cu xiic tieh hon
hop.

- Vdn dung duge chinh sdch phéi hop cong cy xiic tién hén_hop trong 2
truong hop xem xét giai dogn sén sang mua ciia khéch hang va chu ky
séng cia sdn phdm.

L BAN CHAT, VAI TRO CUA XUC TIEN HON HOP

1. Ban chét cuda xic tién hdn hgp

Hoat dong Marketing hién dai rit quan tam dén cic chién luoc xic tién hén
hop, bdi vi hoat dong nay hé tro cho doanh nghiép rat nhiéu trong viec day
manh ti€u thy, dic biét 1a khi sin phdm méi tung ra thi trudmg hoiic dang &
nhiing giai doan cuéi clia chu ky s6ng ciia né.

Ban chét cila cdc hoat dong xdc ti€n chinh 13 truyén tin vé sén pham va
doanh nghiép t6i khich hang dé thuyét phuc ho mua. Vi vay, c6 thé goi day 1a
cdc hoat dong truyén thong Marketing.

Hai y€u 16 quan trong ciia truyén thong 13 ngudi gui tin va ngudi nhan tin.
Nhung trong qud trinh truyén thong, c6 nhiu yé&u t6 anh hudmg.

- Chii thé truyén théng - ngudi giri: La doanh nghiép, c4 nhan, co quan, 18
chitc ndo d6 c6 nhu cdu giri thong tin cho khich hang muc tiéu cla minh.

- Md héa: La tién trinh chuyén ¥ twémg thanh nhing hinh thitc c6 tinh bidu
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tugng bang mot ngén ngit truyén thong nao dé nhu: hinh anh, 161 néi, ban nhac,
hanh dong...

- Thong diép: Tap hop nhimg biéu tuong hay Ja ndi dung tin ma chi thé
truyén di. D6 1a nhimg loi ich ctia sin phdm dem lai cho ngudi tiéu diing.

- Phuong tién truyén théng: Céc kénh truyén théng mi qua d6 thong diép
do chi thé giti 164, va Ia khéch hang muc tiéu clia cong ty.

- Gidi md: Tién trinh ma theo d6 ngudi nhéan xir 1y théng digp dé nhan tin
va tim hiéu ¥ tudng clia chi thé,

- Nguoi nhdn: La d6i tugng nhan tin, nhan théng diép do chii thé giri t6i, va
khach hang muc tiéu cla cong ty.

- Phan tmg ddp lgi: Tap hop nhiing phan ¥ng ma ngudi nhan cé duge sau
khi ti€p nhan va xir Iy théong diép. '

- Phdn héi: Mot phan sir phan ling clia ngudi nhan duge truyén thong trd lai
cho chi thé.

- Nhiéu: Tinh trang bién léch ngoai dy kién do méi trudng trong qud trinh
truyén théng 1am cho théng tin dén véi nguoi nhén khéng trung thue véi thong
diep gii di.

Théng didp
Chi
thé Nausi
(ngudsi | > Mahéa |, —>| Glihda | A
guA tin) Phuong tién :
truyén
A théng
Phin |e Phanimg [ |
héi dap

Hinh 12: M0 hinh céc phan tir céia qua trinh truyén thong
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2. Vai trd va vi tri xuc tién hén hop

Moi doanh nghiép déu phai thuc hi¢n mot s6 nhiem vu Marketing khac
nhau. Trudc tién, cdc doanh nghiép phéi cung clp cho khach hang tiém nang
thong tin vé san pham hoac dich vu ciia minh. Sau d6, ho phéi thong tin cho
nhiing ngudi mua hang tiém nang vé cdc dic tinh va nhimg lgi ich cua san
phdm ma nguth mua hang sé thu dugc Khi sir dung san pham dé.

Nhiém vu tiép theo 1a thuyét phuc khach hiang mua san pham. Va sau khi
khdch hang di sit dung sin pham trong mot thoi gian dai, nhiém vy s€ 1a nhac
nhé cho ngudi mua hang bi€l ring san pham niy van dang dugc cung cap va ¢
thé tiép tuc dem lai nhiéu loi ich.

Néu nhy san pham la bi€n sO quan trong phat, gid c4 tao ra lgi nhuan ngay
lap titc, phan phéi gitp tiéu thu san pham hiéu qua nhat thi xtc ti€n hén hop
duoc coi 12 bién so hap din nhdt d6i v6i ngudi mua. Bl vi bi€n s6 nay co tac
dung thiic ddy méi quan tam ciia khach hang dén san phim va ra quyét dinh
mua hang nhanh chéng hon.

{1 NAM CONG CU XUC TIEN HON HOP CO BAN

Khong c6 doanh nghiép nao c6 kinh phi vo han dé dau tu vao xiic tién hon
hop, khuéch truong san phdm. Mbi doanh nghiép déu phai quyét dinh nhiing
cong cu xdc tién nao se Ia hiéu qua nhét va cd tac dung cao nhat trong viéc
thuc hién cdc muc tieu khuéch truong san pham cua ho. Hoat doéng nay sé 1ot
hon néu phdi hop hidu qua 5 cong cu: quang céo, ban hang truc tiép, xic tién
ban hang, quan hé cong chiing vi Marketing truc ti€p.

1. Quang cao
¥ Khai ni¢m

Qudng cdo la sy thuyét trink vé cde © tdng, san phdm hay cac dich v

o

thong qua cde phitong tién truyén théng, ma doanh nghiép phdi trd tién.

Khong mot doanh nghiép nio lai khong cé quing cao trén cdc phuong tién
thong tin dai ching. Tuy ting myc tiéu kinh doanh cia doanh nghi¢p va kha
nang rai chinh ma st dung phuong tién quang cio nao dem lai hiéu qua cao
nhat trong viéc truyén thong ve san phdm va kich cdu tiéu dung.

* C4c phuong tién quang cao pho bién:

» Truyén hinh, radio + Bao bi, bao gl
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« Hinh anh dong » Tai liéu quing cdo va gidi thiéy
» Pa né - 4p phich + Danh ba dién thoai

» Bién hiéu quéng cdo « Trung bay tai diém bin hang

« Catalog » Bdo, tap chi

« TG roi, 1& gip » Thu mai

* Uu diém - nhuoe diém

- Quang cdo ¢6 tinh dai ching va tit ca moi ngudi déu cam nhan duoc
thong diép gidng nhau vé mot san phim nio dé.

+ Thong diép quang cdo c6 thé Lip di lap lai nhiéu lin va cé thé diing théng
diép dé d€ dén v6i ngudi tiéu dilng & nhidu khu vue dia 1¢ khic nhau.

+ Quang cdo sir dung kiéu chit, mau séc, hinh énh, 4m thanh song dong,
dep mat dé thu hit khén thinh gi4.

+ Quang cdo rong rii tao ra dn twong rang ngudi bdn hang rat lén, hiing
manh va thanh céng.

+ Qudng cdo [a mét phuong thic c6 hieu qua d¢€ chi€m linh nhiéu ngudi
mua phan tan ve€ mat dia 1y véi chi phi nho tinh cho moét 1iép xdc quéng cdo.

+ Moi ngudi biét dén san phdm nhiéu hon thong qua quang cdo, tir d6 kich
thich tiéu thu hang nhanh.

- Quang cdo gay t6n kém nhiéu chi phi vi né phai sit dung hinh anh, mau
sac, chit in, am thanh, su chuyén dong. Nhi¢u doanh nghiép phii thue nhiing
ngudi noi ti€ng d€ déng quang cdo, mua cdc phan mém dé dung quang cio,
thué dan dung kich ban va thong diép hién qua. Nhitng coéng viéc nay t6n
khéng it chi phi tai chinh.

+ Mot s6 hinh thifc quang cdo nhu: quang céo trén truyén hinh cé thé doj
hoi kinh phi 16n, nhung cdc hinh thitc nh quang co trén bdo chi ¢6 thé it t6n
kém hon.

+ Quang cdo khong c6 tinh riéng biet cd nhan va khong c6 sic thuyét phuc
bing cdc nhan vién ban hang. Pay I3 qua trinh truyén thong mot chiéu va khan,
thinh gid c6 thé dé dang lang quén.

Quang c40 bao chi xuit sic nhit Viét Nam 2003

Yéu 16'thoi trang, phong céch ¢ trung, dn teong va dep méit, tinh thdm my
dirge dan két hai hoa véi tinh i 1é pha lan déi chit khoi hai kidu MY ddi khién
qudng cdo trén béo chi cho san pham dién thogi di dong Samsung thuc sit cuén
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hit. Mdc di cde qudng cdo cita Nokia ciing ddc sdc, niumg ¢ Samsung, 16t cd
cdc quang cdo déu c6 mot diem ddc biét viror éi: dién thoai di déng ciia
Samsung dugc gii 161 thong diép chi 1a "nén" cho sir xudt hién ciia con nguoi
va cudc song con ngudi, qua do todt Ién tinh thdn lam cho cugdc song cria con
nguor 16t dep hom, phong phii hon.

Quaéng cio truyén hinh xuat sic nhit Viét Nam - 2003

Qudng cdo The Quest ciia bia Tiger véi théi lieong dai ky luc 2 phit 1a mot
cii dot phd thuee sy trén thi truong Viér Nam. Sie dot pha nay duoc thé hién ¢
nuic do ddu twe vé tai chinh (1 triéu USD) va tri tué: phim qudng cdo duoc thuc
hién 1ai nhiéu nov, tix Trung Quéc dén Singapore va cd New York - M. Cot chiyén
hdp ddn, moi mé, cudn hiit va thé hién rdt ré cdc thudc tinh ciia nhén hiéu Tiger
cang ¢ gid tri khi digc tinee hién véi phong cdch qudng cdo "teasing”,

2. Xuce tién ban hang

* Khdi niém

Xiic tién bdn hang la cdc hoat dong khuyén khich trudc mdt nhém ddy
manh viéc mua hay ban mét sdn phdm - dich vy, nhdm gay 1dc dong 16i nhu
cdu cua khdch hang. '

* Cac cong cu xiic tién ban hang chii yéu:

» Cic cudc thi, trd choi ¢6 thudng

« Hang khuyén mai va qua tdng, hing miu

» Hoi cho trung bay va trién 1am

» Biéu dién thyc hanh san phim

« Phi€u giam gid, thé mua hang

* Un diém - nhugc diém

- Cic cong cu xdc tién ban hang 4t hitu dung vi ching gay chi ¥ va cung
cdp nhitng théng tin khuyén khich khdch hing mua san phdm.

+ Xdc ti€n ban hang 12 mot s6 phdn thudng hoic cdc hinh thic khuyén
khich va déi khi 14 16i mdi tryc ti€p mua sdn phdm. Néu nhir quang cdo c6 thé
khuyén khich khach hang mua mot sin phdm, nhung cdc hoat dong xiic tién
ban hang lai khuyén khich khdch hang mua san phim d6 ngay tic thi.

+ Xtc tién bdn hang c6 thé dugce st dung dé tao mot phan dng manh hon va
nhanh chéng hon.
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- Céc tdc dung cha xic tién ban hang thudng khong kéo dai vi s& anh
hudng dén 1gi nhuédn cla doanh nghiép. Hon nita, néu kéo dai hoat déng nay sé
tao cho khach hang cé cam gidc duge nhan qua tang ma van phai trd ti€n cho
qué khuyén mai do. |

+ Cic hoat déng xic tién ban hang khéng dem lai két qua tot trong viéc
xdy dung nhan hi¢u duge wa chudng l14u dai.

3. Quan hé cong chung

* Khai niém

Quan hé cong chiing 1a viéc dédng tdi rén théng tin dai chitng nao dé nham
fdng cudmg viée bdn hang, rao uy tin cho doanh nghiép voi s¢ déng ddn chiing.
Cic doanh nghiép c6 thé déng gép biang sén phdm, dich vu hodc tién cho céc 16
chitc x hoi hodc i tro cho cdc su kién vin héa - x& hoi - thé thao - du lich...
clia nhitng hoat déng trong cong déng nhdm tao ra sy nhan biét dang k& tir
cong ching. Tir d6 ngudi d4n tin vA mua sén pham.

* Cac phuong tién qlian hé c¢ong chiing cha yéu:

» Bai viét trén bdo chi, bai phdt biéu

« Hoi thao « Bio cdo hang nam

» Quyén gop 1 thién « Tai trg, bao trg

o Cic 4n pham o Quan hé cong dong
« Tap chi doanh nghiép » Cac sy kién dic biét

* Uu diém - nhugc diém

- Quan hé céng chiing tao ra nhén thifc cé 1gi clla cong chiing vé san phdm.
Céc muc tiéu clia quan hé céng ching la khuéch truong san pham, tao lap hinh
anh t6t vé doanh nghiép va xtt 1§, chan ditng cac tin dén, cdu chuyén va céc sy
Kkién bat loi.

+ Ngudi tiéu diing cho ridng cdc bai phéng su xdc thuc hon va ddng tin cay
hon so vdi cdc hinh thitc quang céo co dinh.

+ Quan hé cong ching cé thé dén dugce vdi nhiéu khach hang la nhimg
ngudti khong chi ¥ t6i quang cdo hay t6i nhitng nhan vién ban hang. Thong
diép dén v6i ho 1a tin tic chit khong phai la mét théng bdo ban hang.

- Quan hé céng chiing cling ton kém nén cdc doanh nghiép cé von kinh
doanh 16n manh thuong diing céng cu khuéch truong nay. Trong khi d6, cdc
doanh nghiép nhé thudng khong sit dung t8i da quan hé céng ching, tuy
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chuong trinh quan hé cong chiing t6t ¢ thé 13 mét tac nhan cuc ky hiéu qua
trong khuéch truong san pham hén hop.

+ Quan heé cong ching, gidng nhu quing cdo, cé thé kich ban héa san
phim hoic kich ban héa doanh nghiép.

4. Ban hang ca nhan

* Khai niém

Bdn hang cd nhdn la viéc nhdn vién bdan hang ciia madt doanh nghiép thice
fuén trye tiép viée ban hang cho khdch hang.

* Cac phuong tién ban hang c4 nhan chi yéu:

o Thuyét minh ban hang

» Hoi nghi bdn hang

» Hang miu ¢6 ban hang

» Hoi chg va nimg bay thuong mai

* Uu diém - nhuoc diém

- Doi khi, bin hang truc tiép 1a cong cu khuéch truong sin phdm hitu hiéu
nhat. Dac biét 1a khi khach hang d3 sin sang mua nhung cdn chwa lua chon
chac chén nhan hiéu hay sin phim.

+ Ban hang tryc ti€p la sir giao ti€p truc dién giita cdc c4 nhan, do dé médi
ngudi c6 thé quan sét nhu cdu va dic diém cia ngudi doi thoai va ho ¢6 thé g
diéu chinh mot cach nhanh chéng cach thitc bin hang,.

+ Khich hang hai long khi duoc tr van, gidi ddp moi thic méic trude khi ra
quyét dinh mua san pham. Tir d6, nhan vién bén hang c6 thé xay dung duge méi
quan h¢ lau dai va dam bao duy tri duge si trung thinh mua cha khich hang,

- Han ch¢ 16n nhat cua bdn hang tryc tiép 12 chi phi cao, ¢6 thé 1én gip 3
ldn quang cdo. Viéc duy tri nhan vién ban hang can ¢6 su cam két dai han.

5. Marketing truc tiép

* Khai niém

Marketing tryc tiép la mot hé thong twong tde ciia Marketing c6 sir dung
mot hay nhiéu phuong tién qudng cdo dé tic dong dén mot phdn img ddp lai
ctia khdch hang hay mét giao dich bdt ky tai dia diém nao.

Marketing tryc ti€p ¢& ging két hop ca 3 yé&u 18 qudng cdo, xic tién bdn,
ban hang cd nhan de di dén ban hang truc ti€p khong qua trung gian,
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* Cac phuong tién Marketing truc tiép cha yéu:

e Marketing bang catalog.

« Marketing bang thu truc tiép

« Marketing qua dién thoai

« Marketing trén truyén hinh

» Marketing trén bdo va tap chi

» Marketing bing cdc mdy bén hang tv dong

* Uu diém - nhuoc diém

- Cong cy Marketing truc ti€p da va dang duogc cdc nha san xuit, bin I¢,
doanh nghiép dich vy, céc t6 chifc phi 1oi nhuan sir dung.

Marketing tryc ti€p mang lai nhiéu lgi ich cho khach hing nhu lua chon va
dat hang thuan tién, ti€t kiém dugc thoi gian.

Doi vdi ngudi bdn, Marketing tryc ti€p cho phép chon loc khich hang trién
vong k¥ hon, git duge bf mat cho hoat dong Marketing truée cic d6i thit canh
tranh.

- Chi phi cho viéc thiét 1ap hé thong Marketing 12 rat ton kém.

Hon nifa, d¢ dam bao cho hoat dong nay thanh cong thi doanh nghiép phai
cé h¢ théng co so ha tdng trang thi€t bi vé dnh sdng, noi lam viée va dac biét 1a
dién thoai, tin hoc phai that t&t, hién dai.

III. CHINH SACH PHOI HOP CAC CONG CU XUC TIEN HON HOP
PHO BIEN

1. Chinh sach phdi hgp ddi vdi giai doan sin sang mua cda khach
hang

Khéch hang trdi qua nhiéu budc k€ tir khi ho nhan thiy mot van dé hoic
thdy mot nhu ciu cho téi khi ho mua san pham hay dich vu d€ thda man nhu
cdu d6. Qud trinh mua hang cha ngudi tiéu dung bao gém 5 giai doan (nhu di
néu & chuong 2). Méi giai doan doi héi sw phéi hop hoat dong xiic tién hén hop
san pham khic nhau.

* Nhan biét nhu cau

Qud trinh mua hang bat ddu khi ngudi mua nhan biét dugc mot van dé hay
mét nhu cdu. Doanh nghigp can thong bdo cho khdch hang bi€t ring minh

95




AW

e\ O [ K

da ¢ san phim ddp tng nhu cdu cdn thiét cia ho. Hon nita, cn ¢6 su tuyen
truyén quang bd rong cho s6 dong dan cu ¢6 cling chung mot nhu cau. Do dé,
trong giai doan nay quang cfo va quan h¢ cong chiing ¢6 thé tao ra su nhan biét
v€ san phdm va cdc nhu cdu ma san phdm ¢6 thé théa man.

* Tim kiém théng tin

Lic nay khéch hang d3 nhan biat dugc san phim vA s& fim kiém théng tin
vé cdch thda man nhu cdu hojc giai quyéet van dé. Hon nita, khich hang dang
¢0 nhi€u thic mac vé sin phdm, dich vu ciia doanh nghiép ciing nhu cla dsi
tht canh tranh. Khdch hang mong mudn cdc nha sin Xuat c6 thé giai ddp, tu
van tieu diing trudc khi ho ra quy€t dinh mua hang.

Trong giai doan khéch hang tim ki¢m thong tin, quang cdo cé thé truyén t4i
thong tin quan trong vé san phém, bin hang truc ti€p cung c4p thong tin chi tist
v¢ san phdm va trd 161 cdc cau hoj cu thé,

* Panh gia cac phuong 4n

Ngudi mua hang dua trén céc tieu chy lon, trong di€m dé dénh gid cic
phuong dn khic nhau vé 1gi ich ma ho ¢6 thé dat duge. Ho ddi chisu ching véi
nhitng thong tin ho biét vé& cic doanh nghiép va nhan hiéu khdc dé ra quyet
dinh mua. Chang han, khi quyét dinh diing loai ddu g0i dau tri gdu, khdch hang
¢6 thé cd cdc phuong 4n cin d4nh gid lya chon 12: Clear, Novid, Head &
Shoulder.

Bin hang truc ti€p 13 cong cu xdc tién hén hop sdn phdm hiéu qua nhat
trong giat doan nay vi ¢é kha nang cung cap cdc thong tin phi hop cho timg
khdch hang. Nhan vién ban hang c6 thé khuyén khich khdch hing chuyén sang
giai doan cudi ciing 12 quyét dinh mua sin pham.

* Quyét dinh mua

Sau khi da fim hiéu k§ thong tin vé doanh nghiep cling nhu sin phém, réi
dinh gi4 cdc phwong 4n, khich hang s& ra quyét dinh mua hang. Tuy nhién,
quyét dinh mua thuc sy nay la1 bao gém 5 quyét dinh nho:

+ Mua san phim nao? (quyét dinh vé lva chon nhin higu)

+ Mua san phdm clia doanh nghiép nio?

+ Mua véi kh6i Ivgng bao nhiéu?

+ Mua khi nao?

+ Thanh todn theo phuong thitc nao?
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Xic tién ban hang va bén hang tryc tiép La nhimg hoat déng xic tién hén
hgp duge khuyén dung trong giai doan nay vi ching ¢6 thé kich thich khdch
hang hoan thianh qu4 trinh mua.

* Panh gia sau khi mua

Tét ca nhimg ngudi mua hing 6 thé théa méin hodc that vong sau khi hoan
thanh giao dich mua hing. Cong viéc clia doanh nghi¢p chua thé két thiic khi
san phim dugc ban ra. Ho phai kiém tra su thoa man va phan héi sau khi mua
cua khdch hang. Chinh sy phin héi ndy gitp doanh nghiép phat trién nhitng wu
diém vA han ché nhifng khuyét di€m cén khéc phuc sao cho viéc cung cip san
phdm cho khich hing & miic t6t nhat.

Quang cdo va ban hang truc ti€p c6 thé rit hiéu qua trong viéc khang dinh
lai véi khdch hang ring ho d lya chon diing.

Nhan biét Tim kiém Bénh gi4 cac Quyét dinh Dénh gia sau
nhucdu ™1 théngtin [ phuongin [ mua > khi mua

Quing

Quing Xic tign Quing

cao, Quan ¢d0, Ban Bén hang ban hang, cdo, Ban
hé céng hang tryc true tidp Bén hang hang truc
ching tiép true tiép tiép

Hinh 13: So do phoi hgp cac cong cu xiie tién
hon hop cho timg giai doan mua hang cua nguoi tiéu diing

2. Chinh sach phdi hgp dai véi cac giai doan trong chu ky séng
san pham

Cdc cong cu xic tién hén hop khéc nhau ciing c6 téc dung khic nhau theo
vi tri hign tai cda san phdm trong chu ky song clia n6. Céc cong cu xic tién déu
¢o su twong hd 13n nhau.

* (xiai doan trién khai

G giai doan nay, khach hémg con e ngai khi diing san phdm mdi, ho chua
th€ dé dang tir bd théi quen tieu dung cii. Hon nifa, nhiéu khach hang wa thich
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sy kham phd méi chua biét dén san phdm. Do vay, giai doan trién khai hay con goi
la giai doan giéi thiéu san pham thi cén sit dung quang cio vi quan hé cong ching.

Quiéng cdo gilp cho nhiéu ngudi bigt dén san pham. Quan hé céng ching
gitip cho ngudi tiéu dung tin tudng va cé thién cam véi san pham hon. Xiic tién
bin hang khuyén khich khdch hang dung thif sin pham vdi chi phi bé ra thap
hon loi ich thu duge. : :

* Giai doan phat trién

San pham dén giai doan tang trudng cing dong nghia véi viéc thi truong da
chdp nhén si hién dién clia san pham d6. Nhu cdu cua nguoi tiéu ding dang &
mic d cao. San phim ¢6 sic hap din 16n d6i véi moi déi tugng khdch hang.
Viéc kich thich mua hang khong phai 1a muc tiéu hang dau nita ma 12 duy tri
sitc ban va han ché canh tranh.

Doanh nghiép can sir dung quéng cdo va quan hé cong chiing nhim hé trg
viéc bin hang, trong khi d6 cic nd luc xic tién ban hing 6 thé gidm vi it cin
vi¢c khuyén khich mua hang hon.

Nhu céu tiéu ding trong giai doan nay tu né cling tao dong luc, do dd ¢é
thé giam 14t cd cdc hoat dong xiic ti€n hén hop.

* (siai doan chin muédi

Pén giai doan chin muéi thi nhu cdu tiéu dung san phidm gidm manh. Thém
vao do, ¢6 nhicu d6i thi canh tranh ciing tham gia cung cdp san phdm nén mei
truong canh tranh rat gay gat. Doanh nghiép nio cling muon thu hit sy chd ¢ cia
khach hang d6i véi san phdm ciia minh va muén vt troi hon déi thi canh tranh.

XKlic ti€n ban hang 1a hoat dong xvic tién hén hop san phdm quan trong nhat
trong giai doan béo hoa, ti€p theo d6 1A quang cdo va bin hang tryc tiép.

* Griai doan suy thoai

bén giai doan nay, san phadm hidu nhw khong con ché ding trén thi trudng.
Khach hang cin ¢6 mot sian phdm méi khac hoan toan. Moi hoat déng kich
thich nhu cdu méi hay ciing nhu tdi tao nhu cdu déu khong dem lai hieu qua
cao. Tuy nhién, néu doanh nghiép cé kha ning tai chink i6n manh, c6 kha nang
trang trdi cdc chi phi trong khi loi nhuén thu vé& hau nhu rat it c6 thé duy tri giai
doan nay. Néu qua duogc thoi diém khé khan sé khong con d6i thi canh tranh
nao cung cap san pham nay, doanh nghiép s& & vi trf doc ton.

Xlic ti€n bdn hang tiép tuc ¢6 ¥ nghia quan trong khi doanh thu san phim
giam. Quang cdo vi quan hé cong ching khong céan nhiéu, vi nhan vién bdn
hang khé tao ra su chd ¥ d6i v6i san pham.
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Tom tat kién thuc

1. Ban chét clia céc hoat déng xiic ti€n hén hgp chinh 1a truyén tin vé san
pham va doanh nghiép t6i khach hang dé thuyét phuc ho mua. Qui trinh truyén
tin bao gém: Tir ché mé hda théng di¢p, phuong tién truyén thoéng sé gip
nguoi nhan tin gidi héa dé ¢6 nhiing phan héi sao cho hodn chinh.

2. Qudng cdo mang tinh dai ching, dugc sir dung nhiéu lan & nhiéu noi
khdc nhau. Quang cdo ¢6 tdc dung thu hit khan thinh gia ngay lap tifc, tuy
nhién khong ¢6 phan hoi théng tin hai chiéu,

- Xiic tién bdn hang lai khuyén khich khich hang mua san pham d6 ngay
lap titc: tao mot phan ting manh hon va nhanh chéng hon. Tuy nhién, tic dung
cua xdc ti€n bdn hang khong kéo dai va chung khong dem lai két qua trong
vi¢c Xay dung nhin hiéu dugc wa chudng lau dai.

- Quan hé céng ching nham tang cudng viéc bdn hang va xir 1y, chan ding
cdc tin don bat lgi cho doanh nghiép. Tuy nhién, quan hé cong ching thuong
¢6 tac dung lau dai nén chi phit hop déi véi cdc doanh nghiép 16n.

- Bdn hang trifc tiép c6 su giao dich tryc ti€p giita nzudi bin - ngudi mua,
nhédn vién phuc vy cho timg c4 nhan nén rat hiéu qua, nhung chi phi cao.

3. Doanh nghiép c6 thé thuc hién chinh sach phéi hop céc cong cu xiic tign
hén hap trong 2 trudng hop phé bién:

- Céc giai doan sdn sang mua ciia khdch hang.

- Cdc giai doan trong chu k¥ sdng clia san pham.

Bai tap on luyén kién thic

Bai 1: Ddnh déu (X) vdo cdc phuong dn Diing:

Quidng Xuc tién | Quan hé céng | Ban hang

N&i dung c56 ban hang ching truc tiép

1. Chu ky sbng clia SP
- Giai doan trién khai
- Giai doan phat trién

- Giat doan chin mudi

- Giai doan suy thoai

2. Qua trinh mua hang cla
ngudi tiéu dung

99




i
i
i
|
i
E
!
!
]

- Nhan biét nhu ciu

- Tim ki€m théng tin

- Banh gia cac phuang an

- Quyét dinh mua

- Panh gia sau khi mua

Bai 2: Lisa chon phuong dn Bung hay Sai cho cdc cau sau ddy:

1/ Quang c4o cb tinh riéng biét ca nhan va cé sic thuyét phuc hon nhan vién ban
hang.

2/ Cac hoat déng xuc tién ban hang khdng nén kéo dai vi sé gdy nham chan cho
khach hang va anh huéng dén Igi nhuan ciia doanh nghiép.

3/ Théng qua ban hang tryc tiép, khach hang nhan dugc théng tin phan hdi nén ho
d& dang cé quyét dinh mua hang.

4/ Tac dung ciia xuc tién ban hang cé thé kéo dai vi lubn tao dudc himg thu cho
khach hang.

5/ Xdc tién ban hang 12 qua trinh truyén thdng mot chiéu va khan thinh gia cé thé dé
dang lang quén.

6/ Quan hé cong ching c6 tinh dai chung va moi ngudi déu cam nhan dugc théng
diép gidng nhau.

Bai 3: Bai tap tinh huéng

cudC CHIEN CUA ABBOTT VA MEAD JOHNSON

Cube chién bat dau khi Abbott " nd sdng" véi mot chién dich Gain Advance vdi ¢cong
thitc "tiéu chufn vang" gém DHA tang cudng tri ndo, TPAN tang cuong sifc dé khang va
hén hop Pro - calci giip xueng rdn chic hon véi mau vang chl dao. Song song, Abbott
d4 18 chifc hang loat cac budi hi thie tai Ha Ngi, thanh phd HCM, Da Nang, Nha Trang
va Can Tha cho cac bac sy, y ta, didu dudng, dai Iy va ngudi tidu dling vé tiéu chudn
vang nay.

Cé I8 Mead Johnson da bi "dinh dén". Mead Johnson da tung chiéu lai quang céo
trén bao, "khuyén cao” ngudi tiéu ding tranh nham lan mua sita véi DHA. Tiéu dé rat truc
tiép nhu: "ban c6 chdc sifa con ban dang udng c¢& DHA hay khéng?, hay "hay xem ky
thanh phan DHA trong lon sira!" hay "bé'théng minh hon vi me bé thdng minh chon dung
sifa théng minh ¢é DHA" hay "khéng dé gi nhdm 1an! Vi ban la ngudi me théng minh™.
Mead Johnson da manh tay “chi" quing céo "khéng thuong tiéc” trén ddu bao hon
Abbott. Chura hét, Mead Johnson con tranh thd thém muc "Bac s§ Mead Johnson” va
"Héi dap vé dinh duBng" d& cling ¢6 thong diép canh bao nay.

Khéng ai lai 1am ding nhilng gi ma déi thh canh tranh d& lam. Vay ma, quang o
"3 dila” cha Mead Johnson lai bt chudc gisng nhu cla Gain Advance vdi "tidu chudn
vang". Su b4t chudc nay thé hién tir mau vang chl dao, dén phong chi, cho dén b6 cyc.
N&u géc trén cla trang quang cao Gain Advance cé logo " Tiéu chudn vang” thi quéng
cao Mead Johnson lai ¢6 hinh difa bé d3c trung clia sifa Mead Johnson danh cho bé tu 6
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thang. Dac biét hon nira 1a néu Gain Advance quang cao 4 trang thi Mead Johnson ciing
quang co 4 trang tuang tuel Viec lam nay vo hinh chung da cang gilp cho khach hang
nhd sdn phdm Abott han, nhat i3 trong lac "d4u sdi Itra bong” nay. Sau d6 co vé nhu thuc
hién "rat kinh nghiém" Mead Johnson 45 chuy&n hdn sang tdng mau héng.

Mead Johnson sif dung 4 tiéu dé trén chi cho mét quang cao gidng nhau. Ngay c4
cung ndi dung, hinh anh quang cao nhung khi quang cao trén hai bao khac nhau thi méu
nén clng khac nhau (mot cal mau vang, mot cai mau héng). Ngoai ra, trong ciing mét
thdi diém Mead Johnson sif dung cac quang cao khac nhau trén cac bao khac nhau. Cudi
cung lam cho ngudi doc lting ting va cam thay réi rém!

Trén thuc t& Mead Johnson chi "phan cong” ¢6 DHA ma théi. Trong khi Gain
Advance lai tung ra 3 "chudng”: DHA (c6 b sung AA t6t hon sita chi c6 DHA ma thai),
TPAN (do Abbott doc quyén st dung) va Pro - Calcl. Pro -calci cling la ¢t 43m kh& manh
vao Mead Johnson. Sifa clia Mead Johnson thi chita 45% dau co. Trong khi mét chuang
trinh nghién citu ma Abbott dua ra, cho thdy dau co ¢ trong sifa s& lam giam su hap thu
calci, lam xuong, rang kém phat trién, Abbott dura ra mét hén hap dudng chat tién tién hon
(khdng dung dau co) goi la Pro - calci.

Chi ¢6 Mead Johnson méi biét minh tung chiéu dung hay sai..Va "ra don " nhu vay
da dung "bai" chua. Gidi kinh doanh té ra nghi ngd nhimg budc di tiép theo trong chién
dich quang cao - khuéch truong san phdm cta Mead Johnson.

Cau héi thao luan

1/ Céng cy xue ti€n hdn hgp chi dao nao phl hap véi san phdm sita hép cho tré em,
cdng cu nao 1 bd trg? Tai sao?

2/ Abbot g bat dau cho chién dich xuc tién hdn hop rdm ré clia minh béng nhimg
hoat ddng xdc ti€n hdn hdp nhu thé nao?

3/ Phan (ng Mead Johnson trutic cac hoat dong "khiéu chign® clia Abbot nhu thé nao?
4/ Sai lam clia Mead Johnson trong bai tap tinh hudng nay l1a gi?

101




T I | (N | (Ve W\ \VENN) | D | I D] | SIS |

MUC LUC

Lé1 gioi thiéu

Chuong I: KHAI QUAT CHUNG VE MARKETING
L. Lich sir hinh thanh va phat trign vé Marketing
I1. Vai tro, chiic niang cua Marketing
III. Noi dung va phuong phép nghién ciiu mén hoc Marketing

Chuong 2: THI TRUONG VA NGHIEN CUU THI TRUONG
I Khdt qudt chung vé thi trudng
II. Nghién cttu thi trudng

Chuong 3: CHINH SACH SAN PHAM

L. Khidi ni¢m va vi trl clha chinh sdch san phdm trong Marketing hén hop
IL. Phan loai san pham

ITI. Ly thuyét chu k¥ séng cta san phim

IV. Cic chinh sdch san phim

Chuong 4: CHINH SACH GIA CA

I. Gid va cdc nhan t6 anh hudng dén viéc dinh gia clta doanh nghiép
II. Céc phuong phap dinh gid co ban
II1. Cac chinh sdch gid
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I. Khdi quat chung vé kénh phan phai
II. Céc thanh vién clia kénh phan phéi
HI. Céc loai kénh phan phéi

IV. Chinh sdch phan phéi

Chuong 6: CHINH SACH XUC TIEN HON HOP

I. Ban chat, vai trd cta x(c tién hén hgp
II. Nam cong cu xtic tién hén hgp co ban
III. Chinh sach phoi hgp cdc cong cy xiic ti€n hén hop pho bién
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