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LOI GIOI THIEU

Nén san xuat hang hoa da phat trién voi trinh d6 cao — nén kinh té tri thuc gan véi
qua trinh quéc té hoa, toan cau hoa dang tr¢ thanh hién thyc trong cudc séng. Chinh viéc
qudc té hoa, toan cau hoa di tao xu thé phat trién ctia nén kinh té thé gisi ngay cang canh
tranh gay git v& quy mo, cuong do, pham vi rong hon va sdu hon; xuét hién lién tuc
nhiing k¥ thudt maéi va thi truong méi.

Trong hoan canh phat trién kinh té nhu thé, mot doanh nghiép mudn ton tai va
phat trién phai thay d6i tu duy kinh doanh, hudng toi khach hang, dong thoi phai tién
hanh huy dong moi ngudn luc, tong hop moi yéu té nham dat duoc muc tiéu di dinh
trude. Thong qua chién luge Marketing, doanh nghiép ¢ thé phat huy ndi luc hudng vao
nhirng co hoi hap dan trén thi trudng va ning cao hiéu qua kinh doanh; ting cudng kha
ning canh tranh giita nhitng qudc gia va cic nha san xuat hang hoéa; chi phbi quan hé
cung cau nhim gianh cac diéu kién san xuit, tiéu thu trén thi trudong co loi nhét. Va
marketing chinh la yéu td can thiét cua chién lugc kinh doanh, 13 chat xtc tdc manh mé,
la chia khoa vang cho sy phat trién, thanh cong cua mot doanh nghiép, mot dia phuong,
mot quéc gia. Hon nira, marketing hi¢n dai con bao gém cac hoat dong tinh todn, suy
nghi, y dd tir trude khi san phém ra doi dén hoat dong tiéu thy, dich vu sau ban hang...
N6 trd thanh giao diém ctia nhidu qua trinh kinh té, chinh tri, tu tudng, van hoa, thé thao,
qudc phong... N6 ¢6 mit va len 16i trong tat ca ngd ngach ciia cudc séng xa hoi.

V6i tinh phd bién cua viée sir dung khoa hoc Marketing dé giai quyét nhitng muc
tiéu ctia to chirc, Marketing da tr¢ thanh mot nghé hap dan & cac nude cé nén kinh té thi
truong phat trién va tir d6 hinh thanh nhiu vi tri cong tac c6 sirc 161 cudn nhing nguoi
dam mé nhu: Gidm d6c Marketing, Giam ddc quan tri ban hang, chuyén vién nghién ctru
Marketing, chuén vién quang cdo, chuyén vién Marketing truc tuyén, chuyén vién ban
hang...

O Viét Nam, tir khi chuyén sang nén kinh té thi truong mé ctra, hoi nhap va canh
tranh cho dén nay, 1y thuyét Marketing da dugc cac doannh nghiép, cac t6 chuc sir dung
nhim dé xuét cac giai phap chinh yéu giai quyét cic muc tiéu cua kinh doanh va t6 chirc.
Vi vy, Marketing tr¢ thanh mon hoc khong thé thiéu duge ddi véi sinh vién nganh kinh
té, quan tri kinh doanh va ca cac doanh nghiép kinh doanh.

Tai liéu hoc tap Marketing Can ban duoc bién soan voi muc ti€u trang bi nhiing
kién thirc tong quan nhat vé khoa hoc Marketing cho sinh vién kh6i nganh kinh té va
quéan tri kinh doanh truong Pai hoc Kinh té K¥ thuat Cong nghiép. Tuy nhién, tai liéu
nay ciing 13 tai liéu tham khao hitu ich cho moi dbi twong c6 nhu cau tim hiéu va budc
dau tng dung khoa hoc marketing trong kinh doanh va trong cudc séng.



V61 muyc tiéu trén, Tai li¢u hoc tap Marketing can ban khong chu truong dé cap
chi tiét tit ca nhimg vin dé vé Marketing. Nhitng van dé chi tiét va day du hon cua tri
thirc vé marketing va cac linh vuc ddc thu ciia marketing s& dugc trang bi qua cac mon
hoc nhu Quan tri Marketing, Quan tri ban hang, Marketing dich vu, Marketing quéc té. ..
Theo logic d6 va dé dam béao tuan thu theo chwong trinh mén hoc da duoc thong qua, Tai
liéu hoc tap Marketing can ban co két cdu 9 chuong:

Chuong 1: Tong quan vé Marketing

Chuong 2: Hé thong thong tin va nghién ciru Marketing

Chuong 3: Moi truong Marketing

Chuong 4: Thi truong va hanh vi ngudi mua hang

Chuong 5: Marketing muc tiéu cia doanh nghi¢p

Chuong 6: Cac quyét dinh vé san pham

Chuong 7: Quyét dinh vé gia ban

Chuong 8: Quyét dinh vé phan phéi

Chuong 9: Truyén thong Markeing

Tai liéu hoc tap duoc thuc hién bédi tap thé giang vién moén Marketing Can ban
khoa Quan tri kinh doanh, Pai hoc Kinh té K§ thuat cong nghiép. Cu thé 1a:

Ths Nguyén Thi Minh Huong bién soan chuong 3,9 va tong hop chung

Ths Nguyén Phuong Linh, Ths Pham Thi Minh Hoa bién soan chuong 1, 2

Ths D6 Thi Thu Huong bién soan chuong 4,5

Ths Nguyén Thi Nguyét Minh bién soan chuong 6,7

Ths Nguyén Thi Giang bién soan chuong 8,9

Dé c6 duge tai liéu hoc tap nay, tap thé tac gia da ) géng dam bao phéi hop gitia
ly thuyét va thuc tién, giira quan diém co ban, nguyén 1y va quy trinh quan tri cho cac
hoat dong marketing. Pong thoi, dé tiép thu mon hoc nay c6 hidu qua, sinh vién can hoc
qua cac mon kinh té hoc (Kinh té vi mo va Kinh té vi mo). Bén canh d6 phai biét lién hé
véi thyc tién sinh dong hoat dong kinh doanh

Trong qua trinh thyc hién, mic du rat ¢ ging nhung khong tranh khoi nhiing
thiéu sot. Tap thé tac gia rat mong mudn nhan dugc su gbp ¥ cua ban doc dé hoan thién
tai liéu hoc tap nay.

Xin tran trong cdm on!

Thay mit tap thé tac gia
Ths Nguyén Thi Minh Huong



Chuong 1
TONG QUAN VE MARKETING
MUC PiCH CUA CHUONG

Sau khi nghién ctru va hoc tap chuong nay, sinh vién can nim duogc:

- Quaé trinh hinh thanh va phat trién cla Marketing hién dai

- Céc khai niém co ban trong Marketing

- Vai tro va chirc nang co ban ciia Marketing.

- Cac quan diém co ban vé marketing.

- Nhing thach thire d6i v6i hoat dong Marketing trong giai doan hién nay
NOI DUNG CHUONG

1.1. QUA TRINH HINH THANH MARKETING HIEN DPAI

1.1.1. Nguyén nhan ra doi

Vao nhitng ndm cudi cta thé ky XIX, dau thé ky XX, kinh t& hang hoa & mot s6
nudce tu ban phat trién manh, khdi luong san pham san xuét ra ngay cang nhiéu. Ban hang
trd thanh mdt khau quan trong ctia san xuét, kinh doanh.

Tir khau ban hang ma cic nha kinh doanh nhan biét nhitng mau thuan phét sinh
nhu: mau thudn giita san xuat va tiéu dung, mau thuin giira hang hod san xuit ra ngay
cang nhiéu ma sirc mua c6 han... Dudi tic dong cta cac quy luat kinh t& ciia nén kinh té
hang hoa nhu quy luat cung cau, quy luat canh tranh, quy luét gid tri...lam cho mau thuin
tré nén gay gét hon.

Xuét phat tur thuc té trén, cac nha kinh doanh, cac nha nghién ctru kinh té duong
thoi ra strc tim kiém nhimg giai phap t6i wu thuc hién trong khéu tiéu thy hang hoa dé
vura dap ung dugc y mubn cta khach hang, vira thu dugc 191 nhuén, vira tao dugc uy tin
cho doanh nghiép. Ly thuyét marketing ra doi tir thuc tién nay.

Nhitng tién dé dé Iy thuyét Marketing ra doi

- Duéi tac dong cua ki thuat va cong nghé cao, san pham san xuét ra qua nhidu ma
kha ning thanh toan cta xa hoi c6 han. Nguoi ban khong ban dugc nhiéu hang, hang hoa
co su khung hoang thtra.

- Do nhu ciu tiéu dung cta xa hoi, san pham san xuat ra ngay cang da dang phong
phti vé hinh thirc, mau mi va dic tinh sir dung ngdy cang cao, vi vay vong doi ciia san
pham c¢6 xu hudng rit ngan lai

- Khi nén kinh té hang hoa da phat trién cao, thi trudng thudc nguoi ban di chuyén
sang thi truong thudc ngudi mua



- Quan diém loi nhuan di thay thé quan diém doanh thu trong hoat dong kinh
doanh ctia cac nha doanh nghi¢p

- Trong cic doanh nghiép, vé co cdu bd may to chic dd xudt hién phong
Marketing co6 chirc nang, nhiém vu riéng.

1.1.2. Qua trinh hinh thanh va phat trién

Thuat ngir Marketing 1an dau tién xuat hién & My vao nam 1905 véi nghia chi cac
hoat dong nghién ctru va tiép can thi truong cua doanh nghiép. Thuat ngit nay lan dau
tién duogc xuat hién trong bai giang “Marketing san pham” cia giao su W.E.Krensi vao
nam 1905 tai truong Pai hoc Pensylvania. V& mat tur vung hoc, Marketing dugc ciu
thanh béi ngir cin Market thi trudng (Tiéng Anh) va tiép ngit _ing dién ta trang thai chu
dong dang dién ra. Do vay, thuat ngit Marketing ham chira nhitng bién phap tac dong vao
mat thi truong nao do.

Pén nam 1915 mén hoc nay duge chinh thirc giang day tai truong DPai hoc tong
hop California va mot ) truong Pai hoc khac & nudc My. Trong thyc tién, nhiéu hang
kinh doanh d bat diu nghién ctru va trién khai Marketing trong hoat dong kinh doanh
cua minh. Nam 1937 hi¢p hdi Marketing cia My dugc thanh 1dp (AMA — American
Marketing Association), diéu d6 da thac ddy su phat trién ca vé mat 1y luan va thyc tién
cua hoat dong Marketing.

Sau chién tranh thé giéi lan thir 2 Marketing duoc truyén ba sang nhiéu nudc trén
thé gidi véi nhimg tu twong va quan diém kinh doanh méi phtt hgp véi su phat trién cta
thi truong. Dén cudi thé ky 20 nay thi Marketing duoc dua vao giang day ¢ hau hét cac
nudc trén thé gidi, voi pham vi va linh vuc ting dung rong réi.

O nudc ta, trong mot thoi gian dai, do anh huong ciia nén kinh té ké hoach hoa,
Marketing it dugc cac doanh nghiép chu y, tir khi chuyén sang kinh té thi truong thi cac
doanh nghiép méi dan cht ¥ dén van dé nay. Mot s6 quan diém cho rang Marketing 1a
“tiép thi” (nghé thuat tiép can thi trudng) nhung thuc chat Marketing khong chi 1a tiép
can thi truong, hoat dong cua n6 con tdc dong dén ca san xuét va tiéu dung.

Khi méi ra doi, Marketing chi don gian 13 hoat dong lién quan dén viéc ban hang.
Ngay nay, noi dung ctia né dugc mé rong, khong ngimg phat trién va hoan thién.

Qué trinh phat trién nay c6 thé chia thanh 2 giai doan chii yéu d6 1a Marketing
truyén thong va Marketing hién dai.

a) Marketing truyén thong

* Hi¢p hoi Marketing cua My da dinh nghia Marketing nhu sau

Marketing truyén thong bao gém cdc hoat dong lién quan dén luong di chuyén san
phdm va dich vu tir ngwoi san xudt dén nguoi tiéu ding cudi cing.

* Marketing truyén thong ra doi vao dau thé ky 20 & nude My trong bdi canh



-Van d& thi trudng chua trd nén gay git v6i cac nha kinh doanh. Dién bién cua
quan hé cung cau chua dit ra nhitng cing thang va buc xtc cho van dé tiéu thu cac san
pham hang hoa dich vy, san xuét va tiéu dung chua c6 nhitng mau thuan va khoang cach
16m.

- Canh tranh thi truong chua tré nén quyét liét, hinh thai kinh doanh doc quyén
con phat trién manh ¢ nhiéu nudc.

Tt ca nhitng bdi canh d6 1am cho loi thé trén thi truong nghiéng vé phia nha san
xuét kinh doanh, vai trd va vi tri ciia ngudi ban duoc dé cao trong quan hé thi truong. &
giai doan nay xuat hién thuat ngit “Thi truong ctia nguoi ban”.

* Dac diém

- Tép trung cha ¥ vao khau tiéu thu san phiam hang hoa, muc dich 14 ban nhimng
san pham da duoc san xuit. Marketing truyén thng di theo tu twéng kinh doanh “ban cai
doanh nghiép c6”. Tu tuéng kinh doanh nay mang tinh chat ap dat voi thi truong khach
hang. Di theo tu twdng nay, cac nha kinh doanh khéng quan tdm nghién ciru nhu ciu cua
thi trudng, ciing nhu khong c6 doi hoi birc xtic phai tim ra cac giai phap nham thoa man
t6t nhat nhu cau cua thi trudng va khach hang.

- Phuong tién sir dung trong Marketing truyén thdng 1a ban hang, quang cdo, t6
chirc cac kénh luu théng phan phdi. D6 1a nhitng hoat dong nham tim kiém thi truong dé
ban hang, cung voi nhitng ky ning va giai phap nham day manh tiéu thy. Chinh vi vy,
nhiéu nguoi di ddng nhit hoat dong Marketing truyén thdng véi cac hoat dong ban hang
cua doanh nghiép.

- Két qua cua Marketing truyén thong: Thu loi nhuan trén khdi lugng hang hod va
dich vu ban duoc.

b) Marketing hién dai

Marketing hién dai ra doi tir nhitg ndm 50 cta thé ky XX. Sau chién tranh thé
gioi lan tht 2, do tac dong manh mé cua cudoc Cach mang khoa hoc k¥ thudt va cac nhan
t6 khac, nén kinh té hang hoa c6 nhitng budc phat trién vai téc do cao 1am cho cung di
vuot cau, hang hoa khong con khan hiém nhu giai doan trude ma bat dau xudt hién tinh
trang bao hoa. Van dé tiéu thu céc san phém hang hod dich vu tr¢ thanh van dé buc xtc
va 1a mdi quan tdm hang dau cta doanh nghiép.

Mat khéc, canh tranh thi truong & giai doan nay da tré nén hét st quyét liét. Cac
nha nudc déu ban hanh dao luat chdng doc quyén kinh doanh hitu hiéu. Trén thi trudng vi
tri ciia nguoi ban va ngudi mua da c6 nhing thay doi can ban. Thi truong chuyén tir “thi
truong ngudi ban” sang “thi truong ngudi mua”. Bén canh d6 13 hang loat cac vin dé
kinh t& — xa hoi khac xuét hién nhu khung hoang kinh té, su phan chia lai thi trudong, su
phat trién cta hé théng x4 hoi chi nghia. ..



Pé giai quyét nhitng van d& trén day, 1y thuyét Marketing truyén théng véi noi
dung don gian va tu tuéng kinh doanh lac hau da tré nén 16i thoi, can phai diéu chinh va
thay thé cho phu hop. Piéu d6 ciing dit nén méng cho sy ra doi va phat trién cua ly
thuyét Marketing hién dai.

* Dac diém

- Marketing hién dai ldy viéc nghién ctru ndm bat va thoa mén nhu ciu cta khach
hang lam trung tam ctia moi hoat dong. Vén dé co ban va cbt 156i cua Marketing hién dai
1a “ban cai thi truong can”. Trén co s& nghién ctru thi trudng va nhu cau khach hang,
doanh nghiép méi tién hanh hoach dinh chién lugc va chién thuat kinh doanh, trong do
chu trong khau tiéu thu san pham

- Marketing hién dai coi trong cong tac nghién ctru thi truong dé lam thich tng véi
su bién dong cua thi truong. Hoat dong Marketing khong chi dung lai & cac hoat dong
nham tim kiém thi truong va dua ra cic giai phap ban hang thun tuy ma hoat dong
Marketing con dugc bt dau tir trude khi san pham dwoc san xuit ra, tiép tuc trong qua
trinh san xuét va tiéu thu san phdm cung véi cac dich vu sau ban hang.

- Trén co sO thoa man nhu cdu cta ngudi tiéu dung dé on dinh san xuit va nang
cao lgi nhuan cho doanh nghiép.

Marketing truyén thong Marketing hién dai

Piém xudt phat Doanh nghiép Thi truong

Trong tdm San pham hién tai Nhu cau khach hang

Phurong tién Ban hang, khuéch truong Marketing hon hgp

Két qua Loi nhuén dua trén doanh sb | Loi nhuan qua sy thoa man nhu
ban cau khach hang

Bang 1.1: So sanh Marketing truyén théng va Marketing hi¢n dai

1.2. CAC KHAI NIEM CO SO CUA MARKETING

1.2.1. Cac khai niém co ban trong marketing

a) Nhu ciu

Nhu cau la cam gidc thiéu hut mot cdi gi do ma con nguoi cam nhan dwoc va can
duwoc thod man. Nhu cau & day duogc hiéu 14 nhu cau tu nhién, nd ton tai vinh vién. Céc
nha kinh doanh chi ¢c6 thé phat hién ra no6 dé tim cach dap ting no.

Nhu ciu cta con nguoi rat phtrc tap va da dang. N6 bao gém nhirng nhu cau co

ban vé sinh ly, nhu cau vé€ an toan, nhu cau xa hdi, nhu cau dugc ton trong va ca nhu cau
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tu khéng dinh minh. Mt khac, nhu cu duoc biéu hién khac nhau trong nhirng diéu kién
va hoan canh khac nhau.

b) Mong muén

Mong muén la nhu cau ddc thi, twong vmg véi trinh dd vin hod va nhan cach cia
méi ngwoi. Mong mudn duoc biéu hién ra thanh nhiing thtr cu thé c6 kha ning thoa man
nhu ciu bang phwong thirc ma nép séng vin hoa ctia xa hoi d6 vén quen thudc. Ching
han, khi déi, ngudi Viét Nam mudn an com, nguoi Chau Au mudn 3n banh mi.

Nhu vdy mong mudn ciia con ngudi da 1a sy nhan thirc chii quan ctia nhu cau ty
nhién. Cac nha kinh doanh cin c6 nhimg giai phdp hudng nhu cau tu nhién cta ngudi
tiéu dung vao nhitng hang hoa do ho san xuat ra.

Tuy nhién, mong muén cia con nguoi thuong 1a v han. Khi thoa man mong
muén cua minh ho thuong bi gidi han chiu su chi phéi cua kha nang thanh toan. Vi thé,
néu chi 1am cho ngudi tidu ding c6 mong mudn vé nhimng san pham cua doanh nghiép 1a
chua dii. Ho can phai xac dinh nhitng mong mudn nay c¢6 dugc dam bao bang kha ning
chi tra hay khong? Diéu d6 c6 nghia 13 doanh nghiép phai xac dinh duoc yéu ciu tiéu
dung cua thi truong.

¢) Yéu ciu

Yéu cau la mong mudn ciia con nguoi kém theo diéu kién c¢é khd ndng thanh todn.
Yéu cau chinh 1a sy biéu hién cu thé cta viéc tiéu dung hang hoa dich vy trén thi truong.

Tir nhu cau dén yéu cau tiéu dung 1 mot qua trinh. Qua trinh nay khéng chi phu
thugc vao nhan thirc chii quan ciia ngudi mua ma nd con chiu anh hudng rat manh mé
cua céc giai phap Marketing tir phia ngudi ban.

d) Sdn pham

San pham la tat ca nhitng gi c¢é thé thod man nhu cau hay mong muon va diegc
cung vng trén thi truong nham muc dich thu hit sy chit ¥, mua, sit dung hay tiéu ding.

Thuat ngit “san pham” thuong goi trong tri 6¢ ta mot vat thé vat chat nhu 13 cai 6
td, tivi, xe may...vi vay, ta thuong dung “san phérn” va “dich vu” dé phan biét vat thé vat
chat va cai khong so mé dugc. Tuy nhién céi cdt 16i ciia san pham 1a n6 thoa man nhu
cAu hay mong mudn, mua mot san phdm chinh 12 mua loi ich ma san pham d6 dem lai.
Chang han, mua xe may dé cung cip dich vu di lai, mua hop m§y phdm khong phai dé bay
ma dé cung cép mdt dich vu lam cho nguoi ta dep hon. Nhu vay, san phém la nhiing
cong cu dé truyén tai loi ich. Ngudi ban phai y thirc duoc rang, cong viée cua ho 1a ban
nhiing loi ich hay dich vu chtta dung trong nhing san pham, c6 kha ning thoa man nhu
cau hay mong mudn cta khach hang chr khong phai ban nhirng dic tinh vat chat cua san
pham.



e) Trao doi

Trao doi la hanh vi thu dwge mét vit mong muén tir nguoi ndo dé bang sw cong
hién tré lai vt gi do. Trao ddi 1a mot trong bdn cach dé nguoi ta nhan dugc san phém ma
ho mong mubn (tu san xuét, chiém doat, ciu xin va trao déi)

Trao ddi 1a khai niém cbt 16i cta marketing. Dé mét cude trao ddi tu nguyén co thé
tién hanh thi can thoa man nam diéu kién sau:

(1) C6 it nhit 2 bén

(2) Mdi bén co6 mot cai gi d6 co thé co gia tri ddi voi bén kia

(3) M&i bén c6 kha ning giao dich va chuyén giao thir minh c6

(4) Mbi bén c6 quyén chip nhan hoic tir chdi san pham dé nghi cua bén kia

(5) M&i bén déu tin 1a can thiét va co loi khi quan hé véi bén kia

) Giao dich:

Néu hai bén cam két trao doi dd dam phan va dat dugc mot thoa thuén, thi ta noi
mot vu giao dich da xay ra. Giao dich chinh la don vi co ban cua trao ddi. Giao dich la
mét cudc trao doi mang tinh chdt thwong mai nhitng vit c6 gid tri giita hai bén.

g) Thi truong

Thi truong la tdp hop khach hang hién c6 va s€ cd cua doanh nghiép c6 chung mot
nhu cau hay mong muén, sin sang va c6 kha ning tham gia trao d6i dé thoa man nhu ciu
hay mong mudn d6

1.2.2. Khai niém Marketing:

Hién nay, c6 rat nhiéu dinh nghia khac nhau vé Marketing. M&i dinh nghia néu 1én
dugc mot sd nét ban chét ciia Marketing va pht hop véi timg giai doan phat trién cua
Marketing. Mot s6 cac dinh nghia tiéu biéu ciia Marketing.

Pinh nghia 1: Theo vién nghién cuu Marketing Anh: “Marketing l1a chltc nang
quan ly doanh nghiép vé mit to chuc quan ly toan by cac hoat dong kinh doanh, tir viéc
phat hién ra va bién strc mua cua nguoi tiéu dung thanh nhu cau thuc sy ctia mot mit
hang cy thé dén viéc dua hang hod t6i ngudi tieu dung cudi cing nham dam bao cho
Doanh nghi¢p thu nhap dugc lgi nhuan nhu dy kién”.

Dinh nghia 2: Djnh nghia cua Hoc vién Hamilton (Hoa Ky) ‘“Marketing 1a hoat
dong kinh té ma trong d6 hang hoa duogc dua tir nguoi san xuat dén nguoi tiéu thu”

Pinh nghia 3: Djnh nghia cua Uy ban cdac Hiép hoi Marketing Hoa Ky:
Marketing 1a viéc tién hang c4c hoat dong kinh doanh c6 lién quan truc tiép dén dong van
chuyén hang hod va dich vy tir ngudi san xuit dén nguoi tiéu ding”

Pinh nghia 4: Theo Philipkotler: “Marketing 1a mdt dang hoat dong cua con
ngudi nhiam thoa man nhiing nhu cau va mong mudn ctia ho théng qua trao doi”.



Chung ta c6 thé néu ra nhiéu dinh nghia khac nhau vé Marketing, nhung nhan xét
chung vé nhiing dinh nghia khac nhau d6 la:

Marketing la mét dang hoat dong ciia con ngwoi nham thod man nhitng nhu cdu
va mong muon cia ho thong qua trao doi vée mét logi san phcfm —dich vu nao do trén thi
truong.

Nhu véy, cac dinh nghia vé Marketing déu nhin manh dén tam quan trong ctia sy
trao doi loi ich dé qua d6 thoa man cac muc tiéu ciia ca ngudi ban 1an ngudi mua. Viée
nghién ctru nhu cdu 14 hoat dong cdt 161 cuia Marketing.

1.3. VAI TRO VA CAC CHUC NANG CO BAN CUA MARKETING

1.3.1. Vai tro cua marketing

Trong nén kinh té thi truong, modi doanh nghiép 12 mot chi thé kinh doanh, mét co
thé sdng cua doi sdng kinh té. Co thé d6 can c6 sy trao ddi chat véi moi truong bén
ngoai- thi trudong. Qua trinh trao d6i chat d6 cang dién ra thuong xuyén, lién tuc véi quy
mo cang 16n thi suc séng va sy truong tdn cta co thé do cang manh li¢t. Nguoc lai, su
trao doi d6 dién ra yéu 6t thi co thé s& dm yéu. Su trao ddi cua doanh nghiép voi moi
truong bén ngoai chinh 1a su trao d6i hang hoa. Trong kinh doanh hién dai, Marketing
dong vai tro quan trong, thé hién trén mot sb khia canh:

“Poi voi doanh nghiép:

- Marketing gép phan huéng dan, chi dao phéi hop cac hoat dong san xuét kinh
doanh cua doanh nghiép, nho d6 ma cic quyét dinh dé ra trong san xuit kinh doanh c6 co
s& khoa hoc

- Marketing gitip doanh nghiép nhéan biét dugc can san xuat cai gi? bao nhiéu? ban
& dau va ban bao nhiéu dé thu dugc lgi nhuan cao.

- Marketing gitip doanh nghiép nhan duoc thong tin phan hoi tir khach hang dé kip
thoi bo sung, cai tién, ning cao dic tinh sir dung dé thoa mén nhu cau khach hang

- Marketing anh huong lon dén tiét kiém chi phi, doanh s6 ban va loi nhuan cua
doanh nghiép

“Poi voi nguwoi tiéu ding: Marketing 13 hoat dong dé phat hién va thoa man nhu
cAu ctia nguoi tiéu dung do d6 ngudi tidu dung dugc dap Gmg cac yéu cau doi hoi vé hang
hoa va dich vu mdt cach tdt nhat

* Péi vdi xi hji:

- Hoat dong nghién ctru nhu cau thi truong, dam bao ké hoach phat trién kinh té
mang tinh hién thuc va kha thi



- Hoat dong Marketing dugc trién khai rong rai ¢ nhiéu doanh nghiép 1am cho ciia
cai xa hoi ting 1én voi chat luong tot hon, san pham da dang phong pht, gia thanh ha s&
kiém ché dugc lam phat, binh 6n gia ca trong va ngoai nudc

- Hoat dong Marketing thuc ddy doanh nghiép canh tranh dé thu hut khach hang. P
ciling 1a dong lyc dé xa hoi phat trién

- Marketing gitip ting lwong hang hoa va dich vu tiéu thu tir 6 thic day san xudt
phat trién, tao thém cong an vi¢c lam, doi séng dugc nang cao.

1.3.2. Chirc nang cia marketing

- Chikc ndng nghién cieu thi triwong, phan tich cac tiém nang va nhu cau tiéu dung dé
thoa man ching & mirc d6 cao nhat.

Thi truong rat phuc tap, gém nhiéu loai khach hang, véi nhu cau tiéu dung da
dang phong pht.. C6 nhu cau da xuét hién, nhu cau dang tiém an, c6 nhu cau dang tan lui.
Do do, nhi€ém vu ctia Marketing phai phéat hién dugc nhu cu va tim ra cac bién phap
thich hop dé khai thac, dinh hudng phat trién thi trudng, thod man nhu cau thi truong &
muc d6 cao nhat.

- Chitc nang thich ing san pham, tir d6 ting cuong kha nang thich Gmg cua doanh
nghiép, tao thé chu dong cho doanh nghiép trong diéu kién thi truong thuong xuyén bién
dong, tang cuong hi€u qua kinh doanh.

- Chikc ndng t6 chirc va hoan thién hé thong phdn phéi san pham: Dé dua san pham
hang hoa dén tay nguoi tiéu dung cudi cung thi doanh nghiép phai thong qua cac hoat
dong phan phdi. N6 khong chi dua san pham hang hoa dén tay nguoi tidu dung mot cach
nhanh nhét ma con tiét kiém duoc chi phi mdt cach thép nhét.

- Chire nang tiéu thy hang hod: Trong kinh doanh hang hoa san xuit ra dugc tiéu
thu nhanh chong s& truc tiép kich thich san xuat phat trién, ¢y nhanh vong quay cta von
va chdng lai rai ro. Mudn diy nhanh qua trinh tiéu thy, ngoai viéc thuc hién tot chinh
sach san pham va chinh sach phan phdi hang hod, cac doanh nghiép can cha ¥ téi chinh
sach dinh gia va cac phuong phap thiic day tiéu thu ciing nghé thuat ban hang.

- Chikc ndng tang cwong hiéu qua cia san xudt kinh doanh: Toan bd hoat dong
Marketing phai quan triét nguyén tac hiéu qua va phai huéng vao viéc t6i da hod viéc san
xuat kinh doanh.

- Ngoai ra, ngudi ta con ndi dén mot s6 chirc nang khac nhu phéi hop vai ké hoach
hoa, yém tro ban hang. ..

1.4. CAC QUAN PIEM CO BAN VE MARKETING

Hoat dong Marketing 1 nd luc cé y thic dé dat duoc két qua trao doi mong mubn
v6i thi truong muc tidu. C6 5 quan diém ma cac to chirc thuong van dung trong hoat
dong marketing ciia minh
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1.4.1. Quan diém san xuit

Quan diém san xuat khang dinh rang nguoi tiéu ding sé wa thich nhitng san pham
c6 san dé dimg va dwoc phdan phoi réng rdi véi gia thdp. Vi vy, viéc quan tri marketing
phai tap trung vao viéc déy manh san xuét cling nhu phan phéi san phém.

Quan diém nay duoc giai thich bai hai 1y do. Thir nhit, khi nhu cau vé mot san
pham vuot quéa kha ning cung mg, ngudi mua sé& quan tdm dén viéc co dugc san pham
dé tiéu dung hon 1a chii trong dén nhiing thudc tinh tinh té cta chat luong san phiam. Do
d0, cic nha san xuét s& tap trung dén viéc gia ting quy mo san xudt véi mong mudn ting
khdi lwong ban va loi nhuan. Thtr hai, khi gia thanh san phdm cao va can phai giam
xuéng, cac doanh nghiép tim céach ting san lugng dé dat dugc hi¢u qua kinh té theo quy
mo va nho d6 ma mé rong thi truong.

Tuy nhién, quan diém nay s& rat kho thuc hién khi nhu cau khong 16n hon kha
ning cung cip va gia ca thip ciing nhu sy dé dang trong mua sam khong con 1a yéu t6
cht yéu ma nguoi tiéu ding can phai can nhic khi quyét dinh mua hang.

1.4.2. Quan diém san phim

Quan diém san pham khing dinh rang ngwoi tiéu ding sé wa thich nhitng san
phdm ¢6 chdt lwong cao nhdt, cong dung nhiéu hay c6 nhitng tinh nang méi. Do vay,
quan tri marketing can tap trung cac nd luc ctia minh dé c6 duoc nhitng san phim thuong
hang va thudng xuyén cai tién ching.

Quan diém nay din dén su thién cén trong viéc thuc hanh quan tri marketing,
doanh nghiép chi chu trong dén san pham va cai tién né theo quan diém cua minh ma
khong xem xét ding muc dén nhu cau va doi hoi ciia khach hang.

Céc nha san xuat khong nén nghi rang, néu ho 1am ra duoc nhiing chiéc bay chudt
t6t nhat thé gioi thi ca thé gidi s& tim dén ho dé mua. Ho quén rang, nguoi mua khong
mua chiéc biy chudt ma mua mot giai phap diét chuot. Ho da khong coi khach hang 1a
trung tam, khong xuét phat tr nhu cau va loi ich khach hang dé thiét ké va lua chon cac
giai phéap dap Ung.

Quan diém san pham s& gip phai kho khin trong khi thuc hién khi nguy co cta
san pham thay thé tang 1én, ngudi tiéu dung sé& lya chon san pham thay thé c6 cong dung
va loi ich mang lai tot hon, thay vi lga chon san phém cO chat luong tuyét hao nhung
hiéu nang str dung kém hon.

1.4.3. Quan diém ban hang

Quan diém ban hang khang dinh rang nguwoi tiéu ding sé khéng mua hét cdc san
phim ciia doanh nghiép néu doanh nghiép thiéu cdc né lwc ban hang va khuyén mdi

manh mé.
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Quan diém nay dugc van dung manh mé dbi véi cac san phém ¢4 nhu cau thu
dong. Do 1a nhitng hang hod ma binh thuong thi ngudi mua khong nghi dén viéc mua
nhu bao hiém, céc thiét bi bao chay... Nhitng nganh nay thuong ap dung nhiing phuwong
phap ban hang khac nhau dé phat hién nhimng khach hang tiém an rdi bat dau thuyét phuc
dé ban hang cho hoc bang cach néu ra nhing loi ich ctia san pham.

Quan diém ban hang ciing dugc ap dung trong nhirng linh vyuc phi loi nhuan nhu
gdy quy, tuyén sinh vao cac truong dai hoc. ..

Quan diém nay duoc ap dung khi cac doanh nghiép du thira kha ning san xuit va
mudn khai thac hét kha ning d6. Muyc dich ciia ho 1 ban nhiing gi da 1am ra chi khong
phai 1am nhiing gi c¢6 thé ban dugc. Trong nhiing nén kinh té phat trién, ngudi mua giir
vai trd quyét dinh trén thi truong, ngudi ban phai canh tranh nhau dé c6 dugc khach
hang. Khach hang tiém ning bi bao vAy boi cic chuwong trinh truyén thong, quing
c4o...khong thé 16i kéo khach hang chi bang nhimng nd luc ban hang. Doanh nghiép phai
tim ra nhu ciu cua khach hang va tim cach thoa man nhu cau do.

1.4.4. Quan diém marketing

Quan diém marketing khéng dinh réing: chia khod dé dat dwoc muc tiéu cia t6
chike nam & viéc xdc dinh nhu cau va mong muon cia cac thi truong muc tiéu, do”‘ng thoi
phdn phéi nhitng sw thod médn mét cach c6 két qua va hiéu qud hon cdac doi thii canh
tranh.

Quan diém marketing dinh huéng vao nhu ciu ciia ngudi mua, xuat phat tir nhu
cAu va mong mudn cua khach hang voi ¥ tudng tim cach thoa man nhu cau cua ho bang
viéc phdi hop cac nd luc marketing va nhiing gi lién quan dén viéc tao ra va phan phdi va
tiéu dung san phém, trén co s& d6 ma dat duoc muc tiéu loi nhuan cua minh.

1.4.5. Quan diém marketing xi hi

Quan diém marketing xa hdi cho réng nhiém vu cua doanh nghiép la xac dinh nhu
cau, mong muén cung nhitng moi quan tam cia thi trieong muc tiéu va phdn phoi nhirng
thoa man mong doi mot cach co két qua va hiéu qua hon cdc doi thii canh tranh theo
cach ¢é gdng bdo toan hodc ndng cao phiic loi ciia ngueoi tiéu ding va xa héi.

Quan diém marketing xa hoi yéu ciu nhimg ngudi lam marketing phai can bang
ba muc tiéu khi thiét ké cic chinh sach marketing: thod min nhu cau khach hang, gop
phﬁn dat 1gi nhuan cua doanh nghi¢p va dam bao phtc 19i cua xa hoi. Nho vay, hoat dong
marketing s& dugc tién trién tét hon véi nhiing loi ich 1au dai hon.

1.5. NHUNG THACH THUC VOI HOAT PONG MARKETING
Khi thé gidi budc sang thap ky dau tién cia thé ky 21, co nhiéu thay doi to 16n da

va dang dién ra. Nhitng thay doi d6 gay thach thirc cho hoat dong marketing ctia nhiéu
doanh nghiép. Nam xu thé 16n dang lam thay dbi ddc diém ctia hoat dong marketing va
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thach thirc cac chién luge marketing ciia cac t6 chuc 1a: (1) ky nguyén k§ thuat sd; (2) su
toan cau héa nhanh chong; (3) yéu cau cao ddi véi van dé dao duc nghé nghiép va trach
nhiém xa hoi cta t6 chirc; (4) su phat trién cua céc hoat dong marketing phi 1gi nhuan; va
(5) thé giéi moi cua cac quan hé marketing.

1.5.1. Ky nguyén k§y thuét so.

Su phat trién nhu vii bdo ciia may vi tinh, cong nghé thong tin va truyén thong,
van tai va nhiéu cong nghé khac da co tac dong 16 t6i cac cach thirc cung cap gia tri cho
khach hang. Chiing ta c6 thé theo ddi cac su kién dién ra & khap noi trén thé gidi trong
lac chung dang xay ra. Cong nghé méi ciing dem lai nhirng thach thirc méi dé tiép can va
theo ddi khach hang, phan phdi va quang ba cho san pham hiéu qua hon.

Cong nghé ndi bat nhat phai ké dén 1 internet. Ngay nay, internet lién két cac ca
nhan va t6 chirc v6i nhau va véi kho thong tin khong 16 trén thé gidi. N6 cho phép thuc
hién cac két ndi ¢ bat cir noi dau va bat cir khi ndo dé c6 duoc thong tin, giai tri va lién
lac voi nhau. Cac doanh nghiép dang sir dung internet dé xay dung cic quan hé gan giii
hon véi khach hang va di tac. Ngoai viéc canh tranh trén thi truong truyén thong, cac
doanh nghiép gio day phai dan quin trén mot linh vuc méi va thay dbi rat nhanh, d6 1a
thi truong trén mang internet.

1.5.2. Su toan ciu h6a nhanh chéng.

Ngay nay, da sd cac doanh nghiép, du 16n hay nho, déu tham gia vao san choi toan
cau va bi anh huong bdi su canh tranh toan cau. Cac doanh nghiép co thé dit try so tai
mot qudc gia, xay dung nha may ¢ mot qudc gia khac, mua nguyén vat liéu tir nhiéu qudc
gia khac nita va ban san pham ra khap thé gi6i.

Céc doanh nghiép ngay nay khong chi ¢d gang tiéu thu san pham nhiéu hon trén
thi truong ndi dia, ma con mudn vuon ra thi truong qudc té. Mdi doanh nghiép déu chiu
su ép canh tranh ngdy cang 16n do cac san pham hiru hinh va dich vu tir cac nha san xuat
trong nudc va nude ngoai.

Vi véy, cac nha quan tri ngdy nay phai c6 quan diém toan ciu thay vi quan diém
nd1 dia khi phan tich nganh, canh tranh va nhiing co hoi marketing.

1.5.3. Yéu ciu cao vé dao dirc nghé nghiép va trach nhiém xa hdi ciia doanh
nghiép.

Trén thé gidi1, cac trao luu bdo vé nguoi ti€u dung va bdo vé moi truong ty nhién
ngdy cang phat trién. Hé qua ctia n6 1a dao dirc nghé nghiép (business ethics) va trach
nhiém xa hdi cia doanh nghi¢p (Corporate Social Responsibilities — CSR) ngay cang trd
thanh nhirng chii dé noéng véi hau hét cac doanh nghiép. Nhitng doanh nghiép khong coi
trong nhitng chuyén nay ma chi suy nghi t6i nhitng loi ich ngan han s& nhanh chéng bi
nguoi tidu dung tdy chay va cong dong xa hoi phan ddi. Ho chi c6 thé co loi nhuan dai
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han bang viéc dem lai cho nguoi tiéu dung va cong dong nhitng loi ich lau dai va thé hién
trach nhiém xa hoi ctia minh.

1.5.4. Sy phat trién ciia cic hoat ddng marketing phi lgi nhuin

Khoang 30 nim trudc diy, marketing da dugc ing dung rong rai nhat trong linh
vuc kinh doanh. Trong nhiing nim gan ddy, marketing di tr& thanh mot phan chinh trong
chién lugc hoat dong ctia nhiéu td chirc phi loi nhuén nhu 1 trudong hoc, bénh vién, vién
bao tang, dan nhac giao hudng, nha tho, dén chua, quy tu thién, td chtrc bao vé thién
nhién va cac to chirc xa hoi khac. Cac co quan hanh chinh va sy nghiép cua nha nuéc
cling ngay cang quan tim nhiéu hon dén marketing. Ho str dung marketing dé c6 thém
ngudn tai chinh, vén dau tu, nang cao chét luong phuc vu va ning cao muirc do hai long
cua khéach hang.

Nhiéu chién dich marketing x3 hoi di duoc thyc hién dé lam giam sé nguoi hat
thudc 14, nghién rugu, nghién ma tuy, sinh hoat tinh duc khong an toan hay lai xe khong
an toan.

1.5.5. Su chu trong téi marketing quan hé

Ngay nay, cac nha marketing phai van dung nhiing co hoi dé xdy dung quan hé
v6i khach hang, cac d6i tac va cong dong xung quanh. Theo quan diém cii, nha marketing
chi can 1am hai 1ong khach hang va dem lai lgi nhuan cho doanh nghiép. Theo quan diém
marketing hién dai, nha marketing can phai phat trién va duy tri mang ludi quan hé tinh
cam véi tit ca cac bén quan va dem lai lgi ich cho toan mang luéi do.

CAU HOI THAO LUAN

Cau 1: Phan biét sy khac nhau gitra Marketing va ban hang? Marketing va Quang
cao? Tai sao no6i “Marketing vura 1a khoa hoc, vira 1a ngh¢ thuat”?

Cau 2: Léy vi du minh hoa su khéc nhau gitta nhu cau, mong muén va cau? Tai
sao ndi “Marketing ngay nay khong chi 13 ban san pham ma con 13 ban ¥ tudng, ban loi
ich cho khéach hang™?

Ciu 3: Marketing c6 ¥ nghia nhu thé nao d6i véi cac t6 chire kinh doanh? Y nghia
ctia marketing v&i c4 nhan nguoi tidu ding? Marketing ¢6 nén duoc ap dung cho céc t6
chtrc phi lgi nhuén?

Cau 4: Trinh bay ndi dung cac quan diém san xuét, quan diém san pham, quan
diém ban hang, quan diém marketing va quan diém marketing dao duc xa hoi? Léy vi du
minh hoa?

Cau 5: Marketing hién nay dang phai d6i mat véi nhitng thach thirc nhu thé nao?
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BAI TAP UNG DUNG

Cau 1: Ban dang vao 1 tiém dé an trua. Hay van dung cac khai niém vé san pham,
trao d6i, giao dich va thi truong trong hoan canh nay.

Cau 2: Tinh huéng Nha hat Tudi Tré

Ngay xua, khan gia tim dén véi nha hat dé theo ddi cac tic pham nghé thuat thi
nay, cac nha hat phai tu tim khan gia cho minh. Nha hat tudi tré 1a mot trong sd rat it don
vi ngh¢ thuat tai Ha No6i duy tri dugce hoat dong mot cach déu dan véi 650 suit dién/nam,
van dang 1am cho nhiéu doan nghé thuat khac phai ghen ti. Piéu dang ngac nhién 1a chia
khoa thanh cong cua nha hat lai nam & mat khau it ai dé v: b0 phan td chire biéu dién.

Cong tac to chirc biéu dién cuia nha hat tudi tré bao gdm: nim bat nhanh thi hiéu
thAim my ctia khan gia, c6 nhiéu phuong thirc thong tin, tuyén truyén quang cao trén dai,
bao, truyén hinh mot cach kip thoi cac chuong trinh biéu dién cua nha hat. Kinh phi cho
cong tac truyén thong nay chiém khoang 25% - 30 % tong kinh phi cho v& dién.

Nhiing nim gan ddy, nha hat kich tudi tré da chuyén tir cac chuong trinh chinh
kich sang hai kich. Piéu nay bat ngudn tir viéc nam bat thi hiéu khan gia. Khi thiy khan
gia d3 bdo hoa v6i san khiu hai thi chinh nha hat tudi tré lai di tién phong trong viéc quay
tr& vé v4i nhitng v kich nghiém tac, tam 1y x3 hoi truyén thong. Mot sd chuong trinh
16n, gay an tuong ludn doi hoi rat nhiéu cong sirc ciia dao dién, nghé si, dién vién va nhat
1a doi hoi nha nudc dau tu rat 16n. Chang han Loi Vii dung mat khoang 4-5 thang, nhung
hiéu qua kinh doanh chua chic da cao (200 vé/ dém dién) so vdi cac vo khac ludn hét vé.

Khan gia cht yéu ctia nha hat tudi tré 14 thanh thiéu nién, nén chién lugc phat trién
khan gia va marketing duoc coi 1a yéu td quan trong dam bao kha ning thanh cong cua
nha hat. Hau hét céac truong dai hoc, cao déng, trung hoc va tiéu hoc trén dia ban Ha Noi
déu co quan hé voi phong to chirc biéu dién cua nha hat. Trude khi cong dién mot tiét
muc méi, nha hat déu moi dai dién cua ho dén xem va dong gop ¥ kién cho chwong trinh
sao cho phu hop voi ddi twong phuc vu. Vi vay, cac chuong trinh nhu Udc mo xanh,
Ng6i nha cua bé... déu duge dién khoang 50 suét lién tuc trong dip tét thiéu nhi 1/6 hing
nam va déu ban hét vé.

Cho dén nay, cic chuong trinh biéu dién cua nha tudi tré khong chi phat trién vé
s6 luong dém dién véi hon 600 budi phuc vu hang chuc van khan gia hang niam tai nha
hat ciing nhu mo rong dia ban biéu dién trén khip céc tinh thanh trong ca nudc, ma con
da dang phong phu vé mat chuong trinh, tiét muc co chat lugng nghé thuat cao dugc dan
dung kip thoi, hi¢u qua.

Chinh sy chu dong m¢ ra hang loat mbi quan hé quéc t& moi, bén canh quan h¢
truyén thong véi may chuc nuéc cia trung tim ASSITEJ Viét Nam, tao nén nhiing
chuyén luu dién dai ngay phuc vu khan gia tai Pong 4u, Tay au, cic nudc chau A...Cac
vo kich, chuong trinh ca mua nhac ctuia nha hat tudi tré da dé lai nhiu 4n tuong tbt dep
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khi tham dy giao luru van hoa tai cac Festival nghé thuat qudc té nhitng nim qua tai Nga,
Phap, Nhat Ban, Trung Quédc, Indonexia, Thai Lan, Han Qudc, Iran, An D9.
Cau hoi:

1. Theo ban, marketing c6 thé tim thay chd dimg ciia minh trong linh vuc vin héa
nghé thuat khong? Tai sao?

2. Phan tich thanh cong ctia Nha hat Tudi Tré?
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Chuong 2
HE THONG THONG TIN VA NGHIEN CUU MARKETING

MUC PiCH CUA CHUONG

Sau khi nghién ctru va hoc tp chuong nay, sinh vién cin nim duoc:

- Su can thiét cta hé théng thong tin marketing ddi voi doanh nghiép, vai tro va
cac by phan cua hé thong thong tin Marketing.

- Noi dung Nghién clru marketing va cdc budc trong quy trinh nghién ctu
Marketing.

NOI DUNG CHUONG

2.1. HE THONG THONG TIN MARKETING (MIS)
2.1.1. Sy hinh thanh h¢ thong thong tin Marketing

Vao thé ky XIX phan 1én cic doanh nghiép con nhé bé va cac nhan vién caa ho
biét timg khach hang. Nguoi quan tri di thu thap thong tin Marketing khi giao tiép véi
moi nguoi, quan sat ho va dua ra nhitng cau hoi.

Pén cubi thé ky XX di ndi 1én 3 xu thé doi hoi can phai c6 duoc nhiing thong tin
Marketing sdu rong hon va toan dién hon

> Chuyén tir Marketing tai dia phuong sang Marketing trén quy mé toan cau.
Doanh nghi¢p thuong xuyén mo rong dia ban thi truong cia minh va cac nha quan tri cia
doanh nghiép khong con biét dugc tat ca cac khach hang mot cach truc tiép nita. Can phai
tim mot con dudng khac nao dé dé thu thap thong tin Marketing.

> Chuyén tir nhitng nhu cau ctia ngudi mua sang nhitng yéu cau ctia ho. Khi mirc
thu nhdp dugc nang cao ngudi mua ngay cang trd nén khoé tinh hon khi lya chon hang
hoa. Nguoi ban hang cang kho dy doan dugc phan tng ciia nguoi mua ddi véi cac tinh
nang, hinh thtrc va cac tinh chat khac cta hang hoa va ho phai ciu ciru dén viéc nghién
ctru Marketing.

> Chuyén tr canh tranh vé gia ca sang canh tranh phi gia ca. Ngudi ban ngay
cang st dung rong rdi hon nhiing cong cu Marketing phi gia ca, nhu: gan nhan hiéu cho
hang hoa, da dang hoa hang hod, quang cdo va kich thich tiéu thy va ho can thong tin vé
sy phan tmg ctia thi trudng ddi véi viée st dung cac cong cu do.

Vay, hé thong thong tin Marketing 1a mot hé thong lién hé qua lai giita ngudi, thiét
bi va cac phuong phap, hoat dong thuong xuyén dé thu thap thong tin, phan loai, phan
tich, danh gia va phd bién thong tin chinh xac, hién dai va cap thiét dé ngudi diéu hanh
n6 sir dung linh vuc Marketing vao muc dich cai tién viéc lap ké hoach, thuc hién va
kiém tra viéc thuc hién céc bién phép Marketing.
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2.1.2. Khai niém va cac bd phan ciu thanh hé thong thong tin Marketing

a) Khadi niém

Hé thng thong tin marketing 14 hé théng hoat dong thudng xuyén cé sy twong tac
giita con ngudi, thiét bi va cac phuong phap ding dé thu thap, phan loai, phan tich, danh
gia va phan phdi nhiing thong tin can thiét, chinh xéc, kip thoi cho ngudi ra quyét dinh
marketing.

Hé thong thong tin marketing (marketing information system MIS) vé co ban
duoc thiét ké cho ngudi quan 1y marketing va cac nha quan 1y khéac trong doanh nghiép.
Tuy nhién, d6i khi n6 ciing c6 thé dugc cung cip cho cac ddi tic khac & bén ngoai nhur:
nha cung cip, cac trung gian ban lai, hodc cic hing cung cap dich vu marketing. Khi thiét
ké hé thong thong tin, doanh nghiép s& phai can nhic nhu cu st dung cua tat ca cac ddi
tuong nay.

Nhin chung, cic chuyén gia phu trach viéc thiét 1ap hé thong thong tin marketing
can phai tim hiéu k¥ ludng nhimng thong tin marketing ma nguoi sir dung muén co va
thong tin ma ho thyuc sy can véi nhiing thong tin ma hé thng c6 thé cung cap. Dé lam
duoc didu nay khong co gi tot hon 13 cac nha thiét 1ap MIS phai md dau bang viéc phong
van chinh cac nha quan ly. Nhung khong phai nha quan 1y nao ciing giéi hodc ciing dé
tam tron ven dén van dé nay. Mot s6 ngudi yéu cau qua nhiéu, mot sb lai qua it, mot sb
khac lai bo sot nhitng thong tin thiét yéu... Noi chung, hé théng MIS ngoai lam viéc véi
cac nha quan 1y van phai chi dong theo ddi chit ché dién bién cua méi trudng marketing
dé cung cap thong tin thiét thuc, dé ho co thé dé ra duoc cac quyét dinh marketing c6
chét luong. Mit khac doanh nghiép ciing phai can nhic mbi trong quan giita chi phi cta
viéc thu thap, xir 1y, luu trir va phan bd thong tin bo sung véi loi ich cua no. Thong
thudng day 13 viéc kho danh gia, nhung khong phai vi thé ma bo qua.

CAu triic MIS cua doanh nghiép dugc thé hién trong so dd 2.1, trong so dd do liét
ké nhitng bo phan céu thanh moi truong Marketing ma nguoi quan tri Marketing phai
thudng xuyén theo ddi. Nguoi ta thu thap va phan tich thong tin bang bon hé thong bb trg
hop thanh hé¢ théng thong tin Marketing: hé théng bao cao ndi bd, hé théng thu thap
thong tin Marketing thudng ngdy & bén ngoai, hé thong nghién ciru Marketing va hé
thdng phan tich thong tin Marketing. Dong thong tin di t6i ngudi quan tri Marketing gitip
ho phan tich, 1ap ké hoach thyc hién va kiém tra viéc thuc hién cic bién phap Marketing.
Dong nguoc trd lai thi truong bao gdm nhitng quyét dinh ctia nguoi quan tri va nhiing chi
dao khac.
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Heé thong thong tin
> Marketing
thlgflg <« Hé.tAh(A)ng
e . bao céo nghién euu , . ¥ R .

Moi truong 161 b6 marketing Cic nha quin tri

marketing marketing
- Nhiing thi truong muc - Phan tich
tiéu - Lap ké hoach
- Céc kénh marketing - Thuc hién
- Cac dbi thu canh Hethéng € Hé théng - Kiém soat qua trinh
tranh o thu thap phan tich thuc hién
- Céc yéu to0 cua moi thong tin thong tin
truong vi mo

So d6 2.1. Hé thong thong tin Marketing

b) Cic bé phin ciu thanh

e H@ thong bao cio ndi bd

Bét ky doanh nghiép nao ciing c6 ché do bao céo ndi bd phan anh nhing chi tidu
tiéu thy hang ngay, tong chi phi, khdi luong vat tu dy trlt, qua trinh van dong cia tién
mit, nhimg s6 liéu vé cong no. Viée str dung may tinh dién tir di cho phép tao ra nhiing
hé théng bao cdo ndi bo tuyét voi, cd kha nang ddm bao phuc vu thong tin cho tat ca cac
don vi cia minh.

e Hé thong thu thap thong tin Marketing ¢ bén ngoai

He¢ thdng thu thap thong tin & bén ngoai cung cép cho cac nha lanh dao thong tin
vé nhiing sy ki€n moi nhat.

Heé thdng thu thap thong tin Marketing & bén ngoai 1a mot tap hop cic ngudn va
phuong phdp ma thong qua d6 nhiing nguoi 1anh dao nhan dugce thong tin thuong ngay
vé cac su kién xay ra trong moi truong thwong mai.

e H¢ théng nghién ciru Marketing

Nghién ciru Marketing 1a xac dinh mot cach ¢6 hé théng nhiing tu lidu can thiét do
tinh huéng Marketing dit ra cho doanh nghiép, thu thap, phan tich ching va bao cao két
qua.

Nhirng nguoi nghién coru Marketing thuong xuyén mé rong thi truong hoat dong
cua minh nhu:
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+ Nghién ctru déc tinh cua thi truong

+ Po ludong nhing kha ning tiém tang ciia thi trudng

+ Phan tich sy phan chia thi truong gitra cac doanh nghi¢p

+ Phan tich tinh hinh ti€u thu

+ Nghién ctru cac xu thé hoat dong kinh doanh

+ Nghién ctru hang hoa ctia d6i thu canh tranh

+ Du bao gan

+ Nghién ctru phan tng v6i mit hang méi va tiém ning ciia né

+ Du bao dai han

+ Nghién ctru chinh sach gid ca

o H¢ thong phan tich thong tin Marketing

Heé thong phan tich thong tin Marketing 14 tap hop nhiing phuong phap hoan thién
cach phan tich nhitng so li¢u Marketing va nhiing van d¢ Marketing. Co s& cua moi hé
thong phan tich thong tin Marketing bao gdm: ngan hang thong ké va ngan hang mo hinh.
Ngan hang thong ké 1a tdp hop nhitng phuong phap hién dai xtr 1y thong ké cac thong tin
cho phép phat hién day du nhat moi quan hé phu thudc lan nhau trong khuén kho lga
chon s0 li€u va xac dinh mue do tin cdy thong ké cua ching. Ngan hang md hinh 1a tap
hop cac moé hinh todn hoc giup cdc nha kinh doanh thong qua nhitng quyét dinh
Marketing t61 vu hon. M61 m6 hinh gobm mdt tap hop céc bién lién hé qua lai véi nhau,
bi€u dién mdt hé thong ton tai thyc sy nao do, mot qua trinh c6 thyc nao do hay két qua.

2.2. NGHIEN CUU MARKETING

2.2.1. Khai ni¢ém nghién ctiru Marketing

¢ Khai niém

Nghién ciru Marketing 1a xac dinh mot cach ¢6 hé théng nhiing tu lidu can thiét do
tinh huong Marketing dat ra cho doanh nghiép, thu thap, phéan tich ching va bdo cao két
qua.

e Y nghia

+ Nghién ctru Marketing gitip cac nha quan tri biét rd dic thu cta nd dé biét cach
nhén dugc thong tin can thiet véi gia ca chap nhan dugc.

+ Giup cac nha quén tri c6 thé thu hut cic nha nghién ciru 6 trinh do cao, boi vi
ban than ho s€ duoc 1gi 1a s€ nhan duoc thong tin cho phép dua ra nhiing quyét dinh ding
dan.

+ Gilp cac nha quan tri 1ap ké hoach nghién ctru va giai thich thong tin thu duoc.
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2.2.2. Quy trinh nghién ciru Marketing

Phat hién Lap ké Thu thap Phan tich Bio céo
van dé va hoach thong tin thong tin két qua
hinh thanh » nghién > > __,/ nghién

muc tiéu cuu cuu
nghién ctru

So d6 2.2. Quy trinh nghién ciru Marketing

a) Phdt hi¢n vin dé va hinh thanh muc tiéu nghién ciru

Budc dau tién doi hoi nha quéan tri Marketing va ngudi nghién ciru Marketing phai
xé4c dinh van d& mot cach than trong va théng nhét véi nhau vé muc tiéu nghién curu.

Ban lanh dao phai din dat dé tranh xac dinh van dé qua rong hay qua hep. Khi
xem xét van dé cac nha quan 1y phai xac dinh xem muc tiéu d6 c6 kha thi hay khong? c6
phtt hop véi tinh hinh thuc té hay khong.

b) Lip ké hoach nghién civu

Giai doan thur hai ctia cong tdc nghién ciru Marketing doi hoi phai xay dung mot
ké hoach c6 hiéu qua nhét dé thu thap nhiing thong tin can thiét.

Viéc xdy dung ké hoach nghién ctru doi hoi phai quyét dinh vé& nguén sé liéu,
phuong phap nghién ctru, céng cu nghién ctru, ké hoach 14y mau va phuong phéap tiép

xuc.

- Nguon so li¢u - SO liéu thir cap, so liéu so cap

Phwong phap nghién ciu Quan sat, nhom tap trung diéu tra, thuc nghiém

Cong cu nghién ctru Phiéu cau hoi
K¢ hoach liy miu Pon vi 14y mau, quy mo mau, trinh ty 1y miu
. Phuong phip tiép xic . Pién thoai, gui thu, truc tiép hoi

Bang 2.1: Xay dung ké hoach nghién ctru
e Nguon sé liéu

K¢é hoach nghién ciru doi hoi phai thu thap nhitng s6 liéu thir cap, nhing s6 liéu so
cap hay ca hai loai. S6 lidu thir cAp bao gdm nhiing thong tin d c6 trong mét tai liéu nao
d6, da duogc thu thap cho mot muc dich khac. S6 liéu so cip bao gdm nhitng thong tin gbc
duogc thu thap cho muc dich nhét dinh.

S liéu thtr cdp 1a diém xudt phat dé nghién ciru va ¢ vu diém 1 d& tén kém va co
san. Mit khac, nhimng s6 liéu ma ngudi nghién ciru can lai c6 thé khong cé, hay co nhiing
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da 16i thoi, khong chinh xéc, khong hoan chinh hay khong tin cdy. Trong trudng hop nay,
ngudi nghién ciru phai thu thap sé liéu so cAp voi chi phi tén kém hon va kéo dai thoi
gian hon, nhung chic chan phi hop va chinh xac hon s liéu thir cap.

e Phuong phap nghién ciru

+ Nghién ciru quan sat: Nhimng s liéu méi c6 thé thu thap bang cach quan sat cac
nhan vat va khung canh tuong tng.

+ Nghién ctru nhém tap trung: Nhom tap trung 1a mdt cudc hop mat cua tur 6 dén
10 ngudi duoc moi dén trong mot vai gio dé ciing v6i mot ngudi chu tri trao dbi véi nhau
vé san phém, dich vy, t6 chuc hay mdt thuc thé Marketing khac. Nguoi chu tri can co thai
do khach quan, hiéu biét vén d& va hiéu biét nhiing dong thai ciia nhém va hanh vi cua
nguoi tiéu dung.

+ Nghién ctru diéu tra: nghién ctru diéu tra ndm giita mot bén 1a nghién ciru quan
sat va nhom tap trung va mot bén 1a nghién ctru thuc nghiém. Quan sat va nhém tap trung
thich hop nhat véi nghién ctru tham do, con nghién ciru diéu tra lai thich hop nhat véi
nghién ctru mo ta va thyc nghiém thi thich hop nhat véi nghién ciru nguyén nhan. Cac
doanh nghiép tién hanh diéu tra d¢ nim dugc trinh do hiéu biét, niém tin, s¢ thich, mirc
dd thod man... ciia cong chiing va lugong dinh cac dai lugng nay trong nhan dan.

+ Nghién ctru thuc nghiém: nghién ctru c6 gia tri khoa hoc cao nhat 1a nghién ctru
thuc nghiém. Nghién ctru thyc nghiém doi hoi phai tuyén chon cac nhom ddi twong
twong xtmng, xir Iy cac nhém do6 theo nhimg cach khac nhau, khéng ché cac bién ngoai lai
va kiém tra xem nhiing sai léch trong cac két qua quan st dugc c6 ¥ nghia thong ké
khong. Trong truong hop cac yéu t6 ngoai lai bi loai trir hay khéng ché thi khi xtr 1y theo
nhimg cach khac nhau déu c6 thé thu duoc cung nhiing két qua quan sat. Muc dich cua
nghién ctru thuc nghiém 14 nim dugc quan hé nhin qua bang cach loai trir nhitng cach
giai thich khac nhau vé cac két qua quan sat duoc.

e (Cong cu nghién ciru

+ Phiéu cau hoi: phiéu cu hoi 13 dung cu phd bién nhét dé thu thap sé liéu ban
dau. Phiéu cau hoi 1a mot ban liét ké nhiing cau hoi dé cho ngudi nhan phiéu tra 1oi
chung. Phiéu c4u hoi rat linh hoat vi c6 thé s dung moi cach dé néu ra cau héi. Phiéu cau
hoi can duoc soan thao mot cach than trong, thir nghi¢m va loai trir nhitng sai sét trudc
khi dua ra ap dung dai tra.

+ Dung cu co khi: cac dung cu co khi it khi dugc st dung trong nghién ctu
Marketing. Cac dién ké dung dé do mirc 6 quan tim hay cam xtc ciia ddi twong khi nhin
thiy mot ban quang cdo hay mot birc tranh cu thé. May do tri giac chiéu mot hinh quang
cdo cho d6i tugng xem trong mot khoang thoi gian c¢6 thé diéu chinh dugc tir dudi phan
tram gidy dén vai gidy. Sau mdi lan chiéu nguoi duoc hoi s& mo ta moi diéu ma ho nhd
lai duoc. Cac may ghi anh mat nghién ctru nhitng chuyén dong ciia mat ngudi duoc hoi
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dé xem mit ho dung lai ¢ dau dau tién, ho dung lai bao lau ¢ mat hang da dinh... may
nghe dugc gan vao TV tai gia dinh tham gia thi nghiém dé ghi lai thoi gian mo TV va bat
nhitng kénh nao?

o Ké hoach ldy mdu

Ngudi nghién ciru Marketing phai thiét ké ké hoach 1dy mau va ho phai thong qua
3 van dé sau:

+ Pon vi mau: quyét dinh nay tra 10i cau hoi; ai 1a ddi twong diéu tra? Ngudi
nghién ctru Marketing phai x4c dinh cong chiing muc tiéu s& dugc chon lam mau.

+ Quy md mau: quyét dinh nay tra 10 cau hoi; can diéu tra bao nhiéu ngudi? Cac
mau 16n cho két qua dang tin cay hon so voi mau nhé. Tuy nhién khong nhat thiét phai
liy toan bo hay mot phan 16n sé cong chiing muc tiéu 1am mau thi méi c6 duoc nhiing
két qua tin cay.

+ Quy trinh 14y méu: quyét dinh nay tra 151 cAu hoi; phai chon lya nhitng nguoi tra
161 nhu thé nao? dé co6 duge mot mau co tinh dai dién, phai lfiy mau x4c suat trong cong
chung. Viéc ldy miu xac sudt cho phép tinh toan nhitng giéi han tin cdy cho sai s lay
mau.

e Phirong phdp tiép xiic

Van dé nay giai dap cau hoi: phai tiép xuc v6i d6i tuong nhu thé nao? c6 thé chon
cach phong véan bang thu, dién thoai hay truc tiép.

¢) Thu thap thong tin

Béy gio nguoi nghién ctru phai thu thap s lidu. Giai doan nay rat ton kém va cé
nhidu nguy co pham sai sot nhat. Trong truong hop nghién ctu thuc nghiém nguoi
nghién ctru phai dam bao cac nhom thi nghiém va dbi chimg twong xtmg nhau, khong dé
su ¢6 mit ciia minh anh huong dén nhimg ngudi tham gia, ddi xir theo mot cach thdng
nhit va khong ché nhimg yéu t6 ngoai lai.

d) Phan tich thong tin thu thdp dwoc

Budc tiép theo trong qua trinh nghién ctru Marketing 13 rat ra tir nhitng s6 lidu dé
nhing két qua thich hop. Ngudi nghién ctu tién hanh bang hod cac sd lidu rdi dung cac
phan b tan suat mot chiéu va hai chiéu. LAy trung binh va tinh d6 phan tan cho nhiing
bién chinh. Ngudi nghién ctru ciing 4p dung mot sé phuong phap théng ké va mo hinh ra
quyét dinh tién tién v6i hy vong phat hién thém duoc nhimg két qua phu.

e) Bdo cdo két qua nghién ciru

Nguoi nghién ctru phai ¢ gang khong dé ban 1anh dao chim ngép trong hang déng
s6 liéu va nhitng phuong phap théng ké ky la, vi nhu vay ho s& dé that lac chung. Nguoi
nghién ctru phai trinh bay nhitng két qua chu yéu di thu duoc lién quan dén nhiing quyét
dinh Marketing quan trong ma ban lanh dao dang phai thong qua. Cong trinh nghién ctru
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s€ co ich khi n6 lam gidm bt thai do do du cua ban lanh dao trudce viée quyét dinh mot
chuyén huéng dung.

CAU HOI THAO LUAN

Cau 1. Cho biét vai tro ciia hé thong thong tin Marketing trong viéc ra cac quyét
dinh marketing cua doanh nghi¢p?

Cau 2. Trinh bay vé cac bd phan ciu thanh hé thong thong tin Marketing?

Ciu 3. Nhing thong tin ndo vé khach hang va d6i tha canh tranh ma doanh ngihép
can nghién ctru?

Cau 4: Khi xay dung ké hoach nghién ctru marketing, ngudi nghién ctru can phai
xac dinh nhitng noi dung, yéu cau nao?

BAI TAP UNG DUNG

Céu 1: Tinh huéng: Cong ty cho thué xe Skyline Rent-A-Car: Po lwdong chit
lwgmng dich vu

Jack s hitu 1 chiéc BMW xanh, 4 chd khong chi dep ma con rat an toan.

Mot budi sang mua gio, mot chiée xe khong thé dimg trén vé dudng tron truot nén
da hiic thang vao xe anh khi anh dimg dén do6. May man, chang ai bi thuong, nhung ca
hai xe bi thiét hai dang ké. Xe ctia Jack chang thé chay dugc nira.

Jack goi di dong cho canh sat, va trong lic cho canh sat dén, anh goi cho hiang bao
hiém. Nhén vién ctia hing htra v6i anh rang cong ty s& tra toan bo chi phi thué mot chiéc
xe khac dé anh sir dung trong ltic cho cho xe nay dugc sira xong. Nhan vién hang bao anh
nhd nguoi kéo xe dén tiém sira xe gan nhét, déng thoi cho anh sé cua vin phong chi
nhanh Skyline Rent-A-Car khu virc anh dang . Anh nhan vién ciing luu ¥ rang Jack nén
su dung dich vu cta Skyline véi phi thué xe 17USD / ngay.

Khi Jack giao xe cho tiém sira va 1am vai thu tyc can thiét xong, anh goi ngay cho
vin phong ctia Skyline. Trong vong 10 phut, mot nhan vién 1ai xe dén don anh vé try so.
O day, Jack hoan thanh miu don thué chiéc BMW 5 series. Anh 1ai chiéc nay duoc 12
ngay thi xe anh stra xong.

Vai ngay sau khi nhan vé chiéc xe BMW cua minh, anh thiy mét 1a thu cua cong
ty Skyline Rent-A-Car.

“Chang hiéu Skyline viét thu cho minh dé lam gi nhi?” Anh nghi “Céng ty bao
hiém da tra 17USD/ngay, con minh thi di tra phan phu trdi vi chiéc 5 series BMW dat
hon, chuyén gi c6 thé xay ra dugc nhi?”

Tim hiéu sy thoa man ciia khach hang

Jack d@é 14 thu trong xe va lai tiép t6i chd dé xe. Vao nha, anh mo thu ra xem va
nhan ra riing day 1a mot ban tham do mirc d thod man cua anh dbi véi dich vu cho thué
xe. Ban tham do di kém véi mot 14 thu cadm on da sir dung dich vu cua Skyline va mong
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mudn anh gitp cong ty hoan tit ban cau hoi dé cty co thé nang cao chat lugng dich vu

ctia minh. Bang thim do gém 1 trang v&i 8 cdu hoi.

Théim do chit lwong dich vu

Vui long danh dau véo ché trong thich hopvéi ¥ kién cia quy khdch

la. Ban c6 gip vain dé gi trong luc
thué xe khong?

Co
Khoéng

1b. Khi ban dé cap dén nhiing van
dé nay vé6i nhan vién Skyline, nhiing
van dé trén co duoc giai quyét thoa
dang khong?

Co

Khong

2. Néu ban goi dén Skyline dé dat
thué 1 chiéc xe, ban danh gia thé nao
vé quy trinh dit thué qua dién thoai?

Rt tot

Tét

Binh thuong
Kém

Dap an khac

3. Nhan vién Skyline c6 dén chd ban
di khi ban can duoc ché...

Ca khi bat dau 1an két thic viéc thué xe

Chi khi bt dau thué xe

Chi khi két thuc thué xe

Khong lan nao

4. Sau kl}i dén Vétlil ph??g. Syli?e, <Sphit 5-10 11-15 16-20 21-30 >30 Y kién
ban mat bao nhiéu thoi gian dé: phit phat phat phat phat khac
« Nhan chiéc xe ban sép thué?
« Tra lai chiéc xe ban  da thué?
5. Ban danh gia thé nao vé . . . Rt tot
- Khoang thoi gian trén duong tir | Tot
lac ban dugce don di t6i luc vé dén | Binh thuong
tru sé? Kém
Dép an khac
- Khoang thoi gian chiéc xe thué Rét tot
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duoc mang t6i chd cua ban hay Tét
khoang thoi gian n6 dugc tra vé tir Binh thudng
chd cua ban?

Kém
Dép an khac
6. Ban danh gia nhu thé nao vé thai . z ... Binh , . ,
o L , , Rat tot Tot . Kém bap an khac
do cua Nhan vién lo thu tuc cua thuong
Skyline
- Luc bat dau thué
- Luc tra xe?

- Dicu kién ki thuat cua xe?

- Su sach s€ cua xe, bén

trong/bén ngoai

7. Ly do nao ma ban thué xe cua i . Ly
Skyline Trong  Khong con Trong be di do
luc xe o AR Xebi choi/
xe nao dé cac Kkhic

bitai  chay vi tét defmh hoat nghi

nan can cg con dang cap dong mat
sua duoc stra kinh
chta  chitabdo tri doanh

8. Lan sau néu muén thué xe, ban | cpgc  C6 Khong Cothésé  Chic chin
muon goi cho Skyline nita ko? chin s thé biét khong goi  khong goi

goi

Céc nha quan 1y cta Skyline tin ring cong ty da tré thanh cong ty cho thué xe
hang dau ciia M¥ ( tinh theo doanh s, sd luong xe cho thué, va sb dia diém cho thué xe)
bdi vi cong ty chi tép trung vao su thod man khach hang va vi cong ty chi tap trung phuc
vu thi trudong xe thay thé ¢ thanh phd noi cong ty 1ap tru so chinh. Skyline nhim dén
khach hang nhu Jack, nhitng nguoi bi tai nan va chang con chiéc xe nao dé di. Trong khi
nhiing cong ndi tiéng nhu Hertz hay Avis canh tranh trong thi truong hang khong dat do,
Skyline 4m thdm phat trién kinh doanh bang cach lién két v6i nhing dai Iy bao hiém va
cac quan 1y cua tiém stra xe dé ho khuyén khach hang ctia minh dén vai Skyline mdi khi
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¢4 nhu cau thué xe thay thé cho chiéc bi hong. Vi¢e thué xe nhu vay chiém 80% céc hoat
dong kinh doanh cua Skyline. Cong ty cling phuc vu cho thi truong ty do (thué cho ki
nghi 1) va thi trudng doanh nhén (thué xe cho cic hoat dong kinh doanh thod man nhu
ciu ngan han)

Kim chi nam cho moi hoat dong ciia Skyline 12 néu cong ty quan tdm dén khach
hang cua minh trudce tién, sau d6 mai dén nhan vién, thi tat yéu s& ¢o loi nhuan. Vi thé
ma cong ty rat quan tAm rat ki dén viéc tim hiéu sy thoa man ctia khach hang.

Cu 20 khach hang thi c6 mot nguoi nhan dugce thu tham do nhu Jack. Thu dugc
giri toi khach hang duoc chon Iya ngiu nhién khaong 7 ngay sau khi hoan tat viéc tra xe.
Trung binh, 30% khach hang duoc tham do tra 101 ddy da cac cau hoi va giri vé cong ty
qua thu ¢ cude phi di duge cong ty tra trudc. Cong ty chuyén cac phiéu thim do sang
cho mot cong ty dich vu khac, cong ty nay s€ xur 1y va dua ra bao cdo hang thang. Nhan
vién Skyline c6 thé dua vao d6 ma nang cao chét lugng phuc vu cua ho.

Nhiing cai tién khong ngirng

Skyline da sir dung hinh thirc thim do rat nhiéu nim nay. Tuy vay, khong ding lai
& @0, cac nha quan 1y nghi rang ho con ¢ thé lam cho cac phiéu tham do hoan thién hon
nira. Ho nén ching thém vao nhiéu cau hoi hon. Hay nang cao tan sudt dap tmg? Co phai
gli bang cau hoi qua email 13 cach tot nhat dé thu thap thong tin vé sy thoa mén cua
khach hang?

Cau hoi:

1. Phan tich bang tham do cia Skyline. Ho dang mudn tim kiém thong tin gi? Muc
tiéu nghién ctru 1a gi?

2. Skyline di thu thap thong tin nhu thé nao? Céach tiép can, cach lién hé véi khach
hang, ké hoach lay mau, va cong cu nghién ciru?

3. Ngoai viéc guri ban thim do qua thu, con cach nao dé Skyline thu thap thong tin
ctia khach hang va d6i tha khong?

4. Ban ¢6 ¥ kién gi dé cai tién quy trinh tham do va chién luoc thu thap thong tin
cho Skyline?

Cau 2: Ngay nay, khi cong ngh¢ thong tin di tré thanh 1 phan tat yéu cta cudc
song, viéc tim kiém thong tin dd trd nén dé dang hon rat nhiéu. Rt nhiéu hién tugng
mang xa hoi xuét hién, nhiéu cach kiém tién méi ra doi. Hay phén tich tim quan trong
ctia hé thong thong tin trong cac trudng hop trén. Lay vi du minh hoa.

Cau 3: 18.000 chai twong &t Chinsu cua cong ty Masan Viét Nam bi thu hoi ¢
Nhat trong khi van dugc tiéu dung ¢ Viét Nam dang giy nén lan song hoang mang trong
du luan. Ban c6 quan tdm dén thong tin nay khong? Tam quan trong cla thong tin nay
dbi voi hanh vi tiéu dung cua ban nhu thé nao?
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Chuong 3
MOI TRUONG MARKETING

MUC PiCH CHUONG
Sau khi nghién ctru va hoc tap chuong nay, sinh vién can nam duoc:
- Hé thong hoat dong marketing ctia doanh nghiép.
- Cac lyc lwong moi truong anh huong dén hoat dong marketing trong doanh
nghiép.
- Anh hudng cua su bién dong cac yéu té méi truong vi moé dén hoat dong
marketing cua doanh nghiép
- Anh huodng cua cac yéu t6 thudc moi truong vi mo tic dong t6i cac quyét dinh
marketing cua doanh nghiép.

3.1. TONG QUAN VE HE THONG HOAT PONG MARKETING VA MOI
TRUONG MARKETING

3.1.1. H¢ thong hoat ddng marketing

Hoat dong marketing cua doanh nghiép dugc van hanh trong hé théng cac yéu tb
tac dong, cac yéu td nay s& tao anh hudng dén cac quyét dinh marketing trong doanh
nghiép.

Trung tdm cua hé théng hoat dong marketing 1a khach hang muc tiéu, moi nd luc
marketing cAn hudng vao dé thoéa mén nhu cau cua ho. Nhitng nd luc marketing suy cho
cung duogc thuc hién qua 4 yéu t6 marketing mix (4P): San pham, gia ca, phan phdi va
xuc tién hdn hop. Cac bién s6 marketing mix 14 san pham tat yéu cua hé thong thu thap
thong tin marketing, 1ap ké hoach marketing, td chutre thuc hién marketing va kiém tra
marketing.

Céc qua trinh nay gin bd chit ch& v6i nhau: thong tin marketing can thiét cho viéc
lap chién lugc kinh doanh ciia doanh nghiép, viéc trién khai chién luoc phai thong qua ké
hoach va chuong trinh marketing. Pén luot minh, ké hoach va chuong trinh marketing
mudn thanh hién thuc phai thong qua khau to chtrc thuc hién, va kiém tra marketing
chinh la ddm bao cho viéc thuc hién khdp voi ké hoach d3 dat ra. Toan bd qua trinh nay
déu chiu sy tac dong ctia moi truong marketing.
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Mbi trwrdng Mai trrong
kinhté -

nhéan khau hoc

Méi trudong Méi truérng

chinh tri - X3 héi-
luét phap Vin hod

Hinh 3.1. Hé thong hoat dong marketing ciia doanh nghiép
3.1.2. Khai niém méi trwedng marketing

MGi trieong marketing ciia mét doanh nghiép la tdp hop cdc yéu to, cdc luc heong
bén trong va bén ngodi doanh nghiép cé anh hwong tich cue hay tiéu cuc dén hoat dong,
cdc quyét dinh cia bé phin Marketing trong doanh nghiép, dén kha ndng thiét ldp hodc
duy tri moi quan hé giita doanh nghiép va khdch hang muc tiéu ciia no.

Vé ban chat, moi trudng marketing chinh 1a méi trudng kinh doanh ctia doanh
nghiép. Nhung khi dugc xem xét dudi goc d¢ marketing, chinh la ddnh gia sy anh hudng
ctia nhitg yéu té moi truong kinh doanh téi cac quyét dinh lién quan dén viéc thiét lap,
duy tri, cing ¢, mé rong, phat trién...quan hé giita doanh nghiép voi khach hang muc
tiéu. Nhu vy co thé néi, phan tich méi truong marketing thuc chét 13 phan tich sy anh
hudng cia cac yéu to méi trudng kinh doanh t6i su bién doi cua tinh chat, quy mo, trinh
dd...ctia nhu cau thi truong, téi tuong quan cung cAu va dic biét toi cac bién sd
marketing mix cua doanh nghiép.

3.1.3. Phan loai moi truong marketing

Can cur vao pham vi tac dong, cac y€u t6 moi truong marketing dugc chia thanh 2
nhom co ban:
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* Moi trwong vi mo: 13 nhing luc luong, nhitng yéu t6 c6 tac dong truc tiép dén

ting doanh nghiép va nhitng kha ning théa man nhu cau khach hang cta né. Nhing luc

lugng nay gom co6:

- Luc lugng bén trong doanh nghiép (ngoai bd phan marketing)

- Luc lugng bén ngoai doanh nghiép bao gom céc nha cung ing, cdc nha moi gidi

marketing, cac dbi thu canh tranh, cong chung truc tiép va khach hang.

Nhiing
nguoi
cung
ung

\ 4

Doanh nghiép

A 4

Moi gidi
Marketing

Céc dbi thi
canh tranh

\ 4

Khéch
hang

Céc gi61 co quan hé truc tiep

So @0 3.1: Cac yéu t6 mdi trwomg marketing vi mo

* Moi trwong marketing vi mé: 1a nhiing lyc luong trén binh dién xa hi rong lon

hon, c6 tac dong dén toan by mai truong vi mo va quyét dinh marketing cua cac doanh

nghiép trong toan nganh, tham chi trong toan bd nén kinh té qudc dan.

Luc lugng ndy bao gom:

- M6i truong nhan khau hoc

- Moi truong kinh té

- M61 truong tu nhién

- Méi truong cong nghé

- Moi truong chinh tri

- Méi truong van hoa
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Moi
truong
VHXH

Mobi
truong
Kinh té

Moi
truong
chinh tri,
Phap luat

Moi
truong
Tu nhién

Moi
truong
Nhan khau
hoc

So d0 3.2: Cac yéu té mdi trwong marketing vi mé

3.2. MOI TRUONG MARKETING VI MO
3.2.1. Cac yéu té bén trong doanh nghiép
Céc doanh nghiép can phéan tich mot cach chit ché cac yéu t6 bén trong doanh
nghi¢p lam xac dinh rd vu va nhugc di€m cia doanh nghié€p. Trén co s&é d6 dua ra cac
bién phap nham khdc phuc nhugc diém va phat huy thé manh ctia doanh nghiép dé dat
duoc loi nhuan toi da.
Mot doanh nghiép néu duoc t6 chirc cac bd phén bén trong theo mo hinh chuc
nang thi trong két cau t6 churc cia minh thuong c6 cac bo phan dién hinh:
- B0 phan tai chinh - ké toan
- B0 phan san xuét va nghiép vu
- B0 phan nhan sy va b may quan ly

- B0 phan nghién ctru va phat trién ...
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Moi bo phan ndy trong doanh nghiép c6 nhiing chirc ning khac nhau béi vay ho
theo dudi ciac muc tiéu khac nhau trong cong viéc. Boi vay, bd phan Marketing trong
doanh nghiép muén cac quyét dinh marketing ctia minh dua ra gianh duoc sy dong thuan
cao nhat, ho phai quan tam t&i su khac biét trén.

Vi sy ung ho ctiia by phan tai chinh — ké toan, phong marketing s€ dam bao duogc
cung ung kip thoi va day du vén cho viée thyc hanh cong tac ké hoach marketing. Vi su
ing ho cua phong quan tri nhan lyc, phong marketing ¢ thé dugc dam bao vé doi ngii
trién khai thuc hién ké hoach marketing, ho s€ danh dugc sy hing khéi cua phong nghién
clru va trién khai trong viéc giai quyét nhitng vin dé k¥ thuat, thiét ké. Sy ung ho cua
phong vat tu sé gitp dam bao cac yéu td vat tu dé phuc vu cho phong san xuét, nham san
xudt ra nhitng san pham dung va kip thoi, dap tmg nhu ciu cia thi trudng.

Néu mdi mot trong sb cac bd phan nay gap truc trac, viéc thyc hién, trién khai cac
quyét dinh Marketing déu c6 nguy co bi de doa. Vi du: Doanh nghiép san xuit xe hut bui
Yantai Haide (Trung Quéc) nhan dugc su phan hdi cta khéach hang Viét Nam vé viéc ho
can loai xe ¢6 thé hat duge cac vét ban kho di trén duong nhu than bun, nhya dudong. Sau
khi da nghién ctru k¥ cang, phong marketing quyét dinh thuc hién ké hoach nghién ctru
thi truong Viét Nam. Phong marketing lién hé véi phong quan tri nhan sy dé dé xuét
ngudi sang thi truong Viét Nam nghién ciru, phong lién hé voi phong ké toan tai chinh dé
Xin trg cép chi phi thyc hién cho cong tac phi (vé may bay, khach san, an uéng, e)s
phong k¥ thuat vat tu va san xuét trong truong hop nay s& ing hd phong marketing bang
cach gidi thidu k¥ thuat vién gioi di cung voi nhan vién phong marketing dén nghién ciru
thi truong Viét Nam.

3.2.2. Cac yéu t6 bén ngoai doanh nghiép

a) Nha cung urng

D6 13 nhitng ngudi cung cip dau vao cho qua trinh san xuat kinh doanh ctia doanh
nghiép. Bt ky mot sy bién doi nao tir phia ngudi cung tmg, sém hay mudn, truc tiép hay
gian tiép déu gay anh huong toi hoat dong marketing cta doanh nghiép. Cac nha hoat
dong marketing phai quan tim dén ho trén nhiéu phuong dién nhu; kha ning cung tng vé
sO lwgng, chat lwong, gia ca, thoi gian cung tng, dia diém cung tng... Tham chi con phai
quan tim dén thai d6 cua nha cung cip d6i v6i doanh nghiép minh va cac dbi thu canh
tranh. Nguon luc khan hiém, gia ca ting c6 thé lam xau di co hoi thi truong cho viéc kinh
doanh nhirng hang hoa dich vu nhét dinh hodc tdi té hon c6 thé budc doanh nghiép phai
ngimg san xuat. Vi du: Doi voi cac cong ty xay dung, nguyén vat liéu ddu vao nhu sit,
thép, xi mang... 1a nhitng yéu t6 déng vai trd vo ciing quan trong trong hoat dong kinh
doanh ctia cong ty. Néu mot nha cung tmg 16n xi ming hodc sat, thép cho cong ty do mot
1y do ndo d6 ma ngimg cung cip cho cong ty, hoat dong ctia cong ty noi chung 14 hoat
dong marketing noi riéng s& bi dinh tré do khong c6 dau vao thi khong thé co dau ra.
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b) Trung gian marketing

Do 1a cac t6 chirc dich vu, cac doanh nghiép khac va cac ca nhan giup cho doanh
nghiép td chuc tdt viéc tiéu thyu san phém hang hoa, dich vu ctia minh t61 ngudi mua cudi
cung, cac trung gian marketing bao gom:

- Nhitng trung gian thwong mai: 1a nhilmg don vi kinh doanh hd tro doanh
nghiép tim kiém hay tryc tiép ban san pham cho khach hang. N6 bao gém cac dai 1y ban
budn, ban 1¢, dai 1y phan phdi doc quyén, ...

- Cdc t6 chirc cung cdp dich vu heu théng hang héa: gitp doanh nghiép tao ra
lwong dy trir san phdm ctia minh va van chuyén chiing tir noi san xuat dén noi can. Vi du:
cac doanh nghiép van tai, van chuyén, kho van.

- Cdc t6 chire cung cdp dich vu marketing: cac cong ty nghién ctu thi trudng,
céc cong ty truyén thong cung cip cac dich vu vé quang cdo, ... gilp cong ty san xuat
dinh hudng chinh xac hon va dua hang hoa ctia minh dén thi trudng thich hop.

- Cdc t6 chirc tai chinh tin dung trung gian: gdm cac ngan hang, cac cong ty tin
dung, cong ty bao hiém va cac to chire khac hd tro cong ty dau tu cho cac thuong vu hay
bao hiém chdng rui ro lién quan dén viéc mua hay ban hang.

¢) Déi thii canh tranh

Khi tham gia vao kinh doanh, doanh nghiép s& phai d6i mit vé6i cac dbi tha canh
tranh. Do su gidi han cua quy mé thi truong, cac doanh nghiép déu phai tim moi cach dé
vuot qua dbi thu dé tranh gianh khach hang. Ap luc canh tranh doi hoi doanh nghiép phai
nhan dién chinh x4ac tirng ddi thi canh tranh, theo ddi va kip thoi ¢6 nhitng dbi sach trude
nhitng dién bién tir phia cac d6i thu canh tranh.

Trude hét, can phan biét cac luc lugng va cac dbi thu canh tranh theo quan ni¢m
ctia marketing. Luc luong canh tranh 1a tit ca cac luc lugng, cac yéu té c6 thé gay ap luc
v6i1 doanh nghiép, c6 kha nang lam suy giam khd nang sinh loi nhuén cua doanh nghiép.
Pdi thi canh tranh 1a mot trong céac luc lugng canh tranh. Theo cach hiéu cua kinh té hoc,
d6i thii canh tranh chi 13 nhitng doanh nghiép, nhiing doanh nghiép san xuat kinh doanh
cung mdt loai hang hoéa va dich vu. Pay la su canh tranh gilta cdc doanh nghiép trong
cuing mot nganh. Dudi con mit cta cac nha quan tri Marketing, & mdi doanh nghiép cu
thé thuong cé bdn loai ddi thu canh tranh

- Canh tranh vé nhu cau/mong muon: Dy 1a cac ddi thii canh tranh thé hién
nhitng khat vong tiéu ding, mong mudn thoa méan cac dang nhu ciu cu thé - mong mudn
khéc nhau trén co sé cung mét lugng thu nhap. Do anh huong cta thu nhap nén nguoi
tiéu ding c6 mot ngan sach chi tidu nhat dinh nhung lai ¢6 nhiéu muc dich tiéu dung khac
nhau (nhu xay nha, mua 6 td, di du lich...) va nhu vay khi chi ti€éu cho muc dich nay sé&
han ché chi tiéu cho muc dich khéc.

33



- Canh tranh vé san pham thay thé: ching chinh 1 nhiing hang hoa, dich vu
khac nhau c6 kha ning thay thé cho nhau trong tiéu dung dé théa man mot nhu ciu -
mong mudn gidng nhau. Py 13 canh tranh giita cic nganh hang khac nhau. Tinh chat
mirc do canh tranh giita cac nganh nay do nhitng ddc thu vé tinh hiru ich, cong dung cua
hang hoa tao ra.

- Canh tranh vé dong san pham: gébm nhitng san phadm thudc cing chung loai,
¢6 sy khac nhau vé kiéu dang, thiét ké hodc su khac nhau khong co ban vé dic diém ky
thuat hodc c6 khoang gia ban khac vdi doanh nghiép. Vi du nhu canh tranh giira cac thiét
bi ¢6 cong suit khac nhau... Nhitng san phim nay c6 thé do cic doanh nghiép khac nhau
san xuat nhung ciing c6 thé dugc san xuat ¢ cung doanh nghiép. Néu ching dwoc san
xudt & cing mot doanh nghiép, cac nha quan tri marketing ¢ thé chu dong xu Iy cac moi
quan hé giita chung trong cac quyét dinh marketing. Néu chiing dwoc san xuit boi cac
doanh nghiép khac nhau, tinh canh tranh giita chung tré' nén gay git hon.

- Canh tranh giita cdc nhan hiéu (Poi thii canh tranh truc tiép): 13 nhitng san
pham thudc cung ching loai, ¢ kiéu dang twong ty, dac diém ki thuat va khoang gia ban
tuwong tu cua doanh nghiép. O cip d6 canh tranh nay, quy md khach hang muc tiéu bi thu
hep nén tinh chat canh tranh quyét liét hon. Khi nghién ciru canh tranh giita cac nhan
hiéu, ngudi lam Marketing phai biét diém manh, diém yéu ciia tmg nhan hiéu cac ddi thi
canh tranh.

Céc cdp do canh tranh trén c6 mic do gay gt ting dan. Cic nha quan tri
marketing & mot doanh nghiép cu thé, khi dua ra cac quyét dinh marketing d6i voi hang
héa dich vu ciia minh cin nhan dién dﬁy du cac loai ddi thu canh tranh, phan tich ky
ludng nhimng thay d6i trong quyét dinh mua hang cuia khach hang lién quan dén su thay
d6i trong cac quyét dinh marketing cua timg loai ddi thi canh tranh.

d) Khdach hang

Khach hang 13 ddi tugng phuc vu ctia doanh nghiép, 1a yéu té quyét dinh su thanh
cong hay that bai cia doanh nghiép. Khach hang tao nén thi truong, quy mé thi trudng
anh hudng boi sd luong va sirc mua cta khach hang. Doanh nghiép thuong chia khach
hang thanh 5 dang thi trudong sau

- Thi truong nguoi tiéu ding: nhiing ngudi va ho dan mua hang hoa va dich vy dé
st dung cho ca nhan.

- Thi trudong cac nha san xuét: cac to chirc mua hang hoa va dich vu dé sur dung
chung trong qua trinh san xuat.

- Thi truong nha ban budn trung gian: t6 chirc mua hang va dich vu dé sau d6 ban
lai kiém 16i.

- Thi trudng ciia cac co quan Nha nudc: nhimg to chirc mua hang va dich vu dé sau
do6 st dung trong linh vuc dich vu cong cong hodc chuyén giao hang hoa va dich vu do
cho nhitng ngudi can dén né.
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- Thi truong qudc té: nhitng ngudi mua hang & ngoai nudc bao gdm nhimng ngudi
tiéu dung, san xudt ban trung gian va cac co quan Nha nude & ngoai nudc.

Trén mdi thi truong déu c6 nhu cau va cac yéu td anh huong dén nhu cau khac
nhau. Do d6 thi truong anh huong dén hoat dong Marketing ctia doanh nghiép ciing khac.
Doanh nghiép cin nghién ciru riéng tiy thudc vao mirc d6 tham gia thi truong ctia mdi
doanh nghiép

e) Cong chiing tric tiép

Cong ching truc tiép cua mot doanh nghiép 1a mgt nhom bat ky quan tam thyc su
hay c6 thé s& quan tim hodc c¢6 anh huong dén kha ning dat toi nhitng muc tiéu dé ra cta
doanh nghiép do.

Luc lugng nay c6 thé hd tro, tao thuan loi hodc khé khin cho hoat dong ctia doanh
nghiép trong viéc trién khai cac nd luc marketing dé dap tng thi truong. Thong thuong,
cong chung tryc tiép cta mot doanh nghiép dwoc xép theo 3 muc do:

- Céng chiing tich cwe 1a nhdm quan tdm dén doanh nghiép voi thai do thién chi (vi
du nhiing nha hao tam)

- Céng ching tim kiém 13 nhom ma doanh nghiép dang tim kiém sy quan tim cua
ho, nhung khong phai bao gio cling tim dugc (vi du cac phuong tién thong tin dai chung)

- Céng chiing khéng mong mudn 1a nhém ma doanh nghiép cb gang thu hit sy chi ¥
ctia ho, nhung budc phai dé y dén ho néu ho xuét hién (Vi du nhom ngudi tiéu dung tay
chay).

Cic logi cong chiing truee tiép ciia doanh nghi¢p thwong la:

- Gidi tai chinh. C6 anh hudng dén kha ning dam bao ngudn vén cua doanh nghiép.
Cong ching truc tiép co ban trong gidi tai chinh 1a ngan hang, cac cong ty dau tu, cac
cong ty moi gidi cua S¢ giao dich ching khoan, cac cd dong.

- Cdc t6 chire phirong tién thong tin dai ching: 13 nhitng to chtrc phd bién tin tic,
nhiing bai bao va bai xa luan. Trudc hét d6 1a bao chi, dai phat thanh va dai truyén hinh.

- Co quan chinh quyén: Thong qua hé thong luat, quy dinh rang budc cac hoat dong
marketing cua doanh nghiép

- Cdc t6 chire quan chiing truc tiép: cac to chirc ngudi tiéu dung, cac nhoém bao vé
moi truong, dai dién cua céc dan tde it nguoi...

- Céng ching truc tiép dia phirong: nhilng ngudi dan séng & ving xung quanh va
cac t6 chire dia phuong.

- Quan chiing déng dao: Luc luong nay khong hinh thanh t6 chitc nhung hinh anh
cua doanh nghiép dbi v6i ho s& thu hit duoc thai @6 khac nhau cua ho d6i v6i doanh
nghiép.

- Céng chiing truec tiép ndi bo: Cong chung tryc tiép ndi bd ciia doanh nghiép bao
gdém cong nhan vién chirc, nhimg nguoi tinh nguyén gitp d, cac nha quan tri, cac ty
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vién Hoi dong giam ddc ctia doanh nghiép. V&i muc dich thong tin va cd vii cong chung
truc tiép nodi bd cac doanh nghiép 16n phat hanh céac td tin tirc va sir dung nhitng hinh
thirc thong tin khac. Khi cong nhan vién chirc c6 thai do tét ddi voi doanh nghiép thi thai
d6 tot d6 ctia ho s& truyén lan ra cac nhdm cong chiing truc tiép khac.

3.3. MOI TRUONG MARKETING Vi MO

3.3.1. Méi trwong nhan khiu hoc

Nhan khau hoc 1a khoa hoc nghién ctru vé dan sd trén cac khia canh nhu quy mo
dan sb, mat do phan bd déan cu, tudi tac, gidi tinh, ching toc, nghé nghiép va cac chi tiéu
thong ké khac.

Yéu t6 nhan khau hoc 14 yéu té duoc cac nha hoat dong marketing rt quan tdm vi
thi truong 1a khach hang, 1a do con nguoi hop thanh. Tac dong ctia yéu td nhan khau hoc
dén hoat dong marketing ctia doanh nghiép dugc thé hién thong qua rt nhiéu céc bién sb
khéc nhau sau day:

- Quy mé va téc dé tang dan sé: Thong thudng quy md dan sb cang 16n thi quy mo
thi trudng cang 16n, nhu cau vé san phim hodc nhém san pham cang 16n, khdi lugng tiéu
thu san pham cang nhiéu, do d6 kha nang dam bao hiéu qua kinh doanh cang cao.

- Tuéi tho va cdu triic d tuéi: Su thay d6i cua yéu t6 nay din dén trinh trang thay
d6i co cau khach hang tiém ning theo do tudi. Tir d6 tac dong tdi co ciu tidu dung va nhu
cau vé cac loai hang héa. Vi du: Ty 1¢ sinh dé thip & mot s qudc gia phat trién tao ra
mot co cdu tudi tac gia hon trong dan ching. Tudi tho dan sb gia tang thi cac dich vu, san
pham phuc vu cho nhitng ngudi cao tudi s& gia ting.

- Co cdu, quy mé h¢ gia dinh: anh hudéng dén sb luong quy cach, san pham cu thé,
... khi san pham d6 dép mg cho nhu cau chung ciia ca gia dinh. Dic biét co y nghia phan
tich trong mdi lién hé véi thu nhap ctia ngudi tiéu thu. Vi du: Gia dinh cang c6 nhiéu
nguoi thi mue d6 tiéu thu cang 16n.

- S chuyén dich déan cw va xu hwéng van déng: Sy hinh thanh hay suy giam mirc
dod tap trung dan cu & mdt khu vyc dia ly c6 anh huong 16n dén sur xuét hién co hoi méi
hodc suy tan co hoi hién tai cia doanh nghiép.

3.3.2. Méi truomg kinh té

Yéu t6 kinh té co tic dong khong nho toi chién lugc marketing ctia doanh nghiép.
Boi vi dbi voi khach hang ma doanh nghiép quan tim thi sitc mua cia ho rat quan trong
va n6 13 méi quan tdm cua cac nha hoat dong marketing

Strc mua cta khach hang phu thudc vao nhiéu yéu té nhu murc thu nhap hién tai,
gia ca, s6 tién tiét kiém... Su suy thodai kinh té, ty 1€ that nghiép cao, 1ai suét vay tin dung
tang. .. déu c6 thé anh hudong dén stirc mua cia khach hang.

36



- Tong san heong quéc gia (GNP) tac dong dén nhu cau cua gia dinh, doanh
nghiép va Nha nude vi mdi quéc gia GNP/ngudi ting 18n s& kéo theo sy ting 1én ciia nhu
cau vé sb lugng san phrflm hang ho4, dich vu ting vé chung loai, chét luong, thi hiéu...
dan dén su ting 1én ctia quy mo thi truong doi hoi cac doanh nghiép phai dap tng trong
ting thoi ky nghia 1a tac dong dén chién lugc cta doanh nghiép cin phai san xudt hay
han ché san xuat nhiing loai san pham hang héa nao.

- Lam phat: tac dong dén chién luoc thi truong cua doanh nghiép, néu lam phat
tang nhanh hon du dodn trong chién luoc s& 1am ting gia ca cta cac yéu to dau vao lam
tang gi4 thanh din dén su ting gi4 ban lam khé canh tranh va chién lugce khong thyc thi
duoc.

- Cdc chinh sdch ciia Chinh phii: chinh sach thué, chinh sach vé xudt nhap khau,
chinh sach bao vé méi trudng. .. tic dong dén san xut, gia ban ciia doanh nghiép gy anh
hudng dén chién luoc thi truong cua doanh nghiép.

3.3.3. Moi trudng tu nhién

Yéu t6 ndy anh hudng nhiéu mit téi ngudn lyc dau vao can thiét cho cic nha san
xuit kinh doanh va chiing c6 thé giy anh hudng cho cic hoat dong marketing trén thi
truong.

Sy phat trién cta cong nghiép dd kéo theo ndi lo ling ngay cang ting trong du
luan x3 hdi vé van dé liéu hoat dong cong nghiép & cac nudc phat trién co pha hoai moi
truong tu nhién khéng? Va ciu tra 10i 1a hoat dong cong nghiép hau nhu bao gid ciing
gdy t6n hai cho méi trudng. Chung ta phai cd ging tim moi cach dé giam bt sy huy hoai
moi truong do cong nghié¢p dem lai.

Nudc va khong khi c6 thé tuong nhu 13 nhitng dang tai nguyén vo tin, nhung mot
s nhém bao vé moi trudng di nhin thdy mdi de doa ddi véi ching trong tuwong lai. Ho
chu truong cdm ban mot sé thude dudi dang binh xit, boi vi chiing c¢6 thé gay ton hai cho
tang 0zon cua khi quyén.

Viéc str dung nhimg ngudn tai nguyén c6 thé phuc héi duge nhu rimg va luong
thuc ciing doi hoi phai quan tam. Dé bao vé dat va dam bao du sb lugng gb dap tng sirc
cAu trong twong lai, cac cong ty khai thac gd phai trong lai rimg trén nhimng dién tich da
chit. Viéc cung cap luong thuc c6 thé trd thanh mot van dé 16n, boi vi dién tich dit nong
nghiép c6 gidi han va ngay cang bi thu hep vi bi danh dé xay dung nha & va str dung vao
muyc dich thuong mai.

Tt ca nhitng ndi lo ling cua du luan vé nhitng van dé trén di mé ra mot kha ning
Marketing t6t dep cho nhitng doanh nghiép nhay bén véi tinh hinh. Hién nay, dang hinh
thanh mdt thi truong rong 16n vé céac phuong tién chéng 6 nhiém nhu thiét bi loc bui va
nhing thiét bi lam viéc theo cong nghé tai sinh nhimg nguyén liéu ban dau. Cac doanh
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nghiép cling di bat dau tim kiém nhiing phuong thirc san xuat va dong goi hang hoa
khong gay ton hai cho méi truong..

3.3.4. Moi trudng cong nghé

Su phat trién cta cong nghé k¥ thuat da lam xuét hién nhiéu san phém hién dai
hon, thoa man nhu cau cua con nguoi & muc cao hon. RAt nhiéu mat hang quen thudc cua
ngdy hom nay cach day 100 nim chwa hé ton tai. Abraham Lincoln da khong biét xe hoi,
may bay, dén dién 1a cai gi ca, John Kennedy thi cling chua biét may vi tinh, dién thoai di
dong la gi?

Ngay nay trinh d6 cong nghé k¥ thuat phat trién véi tbe do chong mit. Nhitng y
tuong méi duoc hinh thanh nhidu hon, khoang cach thoi gian gitra lac xuat hién ¥ tuong
va sy van dung thanh cong vao thyc tién dugc thu hep nhanh chéng.

3.3.5. Moi truwong chinh tri, luat phap

Nhitng su kién xay ra trong méi truong chinh trj c6 anh huéng manh mé dén
nhitng quyét dinh Marketing.

Yéu t6 chinh trj luat phap anh hudng dén cac quyét dinh Marketing thong qua
nhiéu bién s6 khac nhau nhu: cac luét 18 (luat doanh nghiép; ludt quang céo, luat gia, luat
bao vé canh tranh chéng doc quyén; luat chéng kinh doanh gian 1an...), cac co quan nha
nude, cac nhom xa hoi, cac to chiic hodc ca nhan co kha ning gy anh huéng va kiém
soat trong xa hoi (nhom bénh vuc quyén loi nguoi tiéu dung, hoi bao vé ngudi tiéu
dung...)

3.3.6. Moi truwong van hoa

Cac yéu t6 vé van hod xi hoi: cac quan diém vé tiéu dung hang hoa dich vu cta
dan cu cic ving, cac dia phuong, cac dan tdc va quan diém tiéu dung ciia gidi tinh, tudi
tac, nghé nghiép anh hudng dén viéc hinh thanh céc thi truong, quy mo thi trudng va tac
dong dén noi dung cua chién luoc thi truong.

Yéu té van hod ciing tic dong, chi phdi hanh vi tng xir ciia nguoi tiéu ding, chi
phdi hanh vi mua hang ciia khach hang.

CAU HOI THAO LUAN

Cau 1: Moi truong marketing 1a gi? Trinh bay nhiing thanh phan trong mdi truong
marketing cua doanh nghi¢p?

Cau 2: Trinh bay nhiing bién s cta méi truong marketing vi mo anh huéng dén
cac quyét dinh marketing ctia mot doanh nghiép san xuat hang tiéu dung?

Céu 3: Nhitng bién s cia moi trudng marketing vi mo hién nay da tao ra nhimng
co hoi marketing cho nhitng thi truong san pham gi? Chung lam thay d6i hoat dong
marketing nhu thé nao?
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Cau 4: Néu vi du vé anh hudng ctia moi truong chinh tri- phap luat trong nudc va
quéc té ddi véi cac quyét dinh marketing ctia mot nganh kinh doanh cu thé?

Cau 5: Xu thé hién nay trong moi trudong van hda- xa hoi cua Viét Nam da tao ra
nhiing co hoi hay nguy co gi voi hoat dong marketing cac san pham?

BAI TAP UNG DUNG

Cau 1: Mot nguoi lam marketing bia dang xem xét viéc gidi thi€éu mot loai bia
danh cho nit gidi. Cac yéu t6 vin hoa nao co thé anh huong dén cac quyét dinh gidi thicu
va marketing mix vé loai bia nay?

Céu 2: Hay phan tich cac yéu t6 moi trudng marketing vi mo va vi mé anh huong
dén mot san phém cu thé ctia doanh nghiép cu thé dang kinh doanh tai thi truong Viét
Nam?

CAu 3: Pho 1a mon an co truyén rat dugc ua chudng tai Viét Nam. Tuy nhién
khong phai quan phé nao ciing thu hut duoc khach hang. Céac chudi cira hang phd & Ha
Noi du duwoc dau tu 16n, quang ba chuyén nghiép va dich vu tot van thét bai, c6 thé ké
dén thuong hiéu Pho 24, Phd Vudng va méi nhét 1a Phd Ong Hung. Hiy phan tich cac
yéu t6 gop phan quyét dinh sy that bai cta cac chudi cira hang phé nay.
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Chuwong 4
THI TRUONG HANH VI NGUOI MUA HANG

MUC PiCH CUA CHUONG

Sau khi nghién ctru va hoc tap chuong nay, sinh vién can nam dugc:

- Khai ni¢m va phan loai Thi truong, cac chirc nang co ban thi truong

- Cac yéu td co ban anh huong téi hanh vi mua ctia khach hang 14 ngudi tiéu ding. Céc
budc co ban trong hanh vi mua cta khach hang la nguoi tiéu dung trong tién trinh mua
hang cia ho

- Pic diém va tién trinh mua hang ciia ngudi mua 14 cac to chirc.

NOQI DUNG CHUONG

4.1. KHAI QUAT VE THI TRUONG

4.1.1. Khai niém thj truong

Thi truong 1a mot pham tru cua nén kinh té hang hoa dugc biéu hién béng cac hoat
dong mua ban, trao d6i dién ra trong mot pham vi khong gian va thoi gian nhat dinh. Nhu
vay, xét theo nghia rong, thi trudong 1a noi dién ra cac hoat dong mua ban, trao doi hang
hoa, noi gap gd cua cung va cau. Thi truong 6 thé hinh thanh do yéu cau cua viéce trao
ddi mot thu hang hoa dich vu nao d6 hodc mot ddi tuong co gia tri.

Dbi voi cac doanh nghiép hoat dong cua ho gin véi thi trudng san phdm hang hoa
dich vu cy thé. D6 1a noi dam bao cung tng cac yéu t6 dau vao va giai quyét van dé dau
ra cta qua trinh san xuét. Vi vdy, ho khong quan tdm dén thi truong ndi chung ma quan
tam dén thi truong san pham cia doanh nghiép. N6i mot cach khac, cac doanh nghiép
quan tim dén nguoi mua hang, nhu cau ciia ho vé hang hoa dich vu ma doanh nghiép san
xudt ra. Co thé noi, thi truong 1a tap hop nhitng ngudi mua hang hién tai va tuong lai.

Theo quan diém marketing, Thi trudng 13 tdp hop khach hang hién c6 va sé& c6 cta
doanh nghiép c6 chung mét nhu ciu hay mong mudn, sin sang va c6 kha ning tham gia
trao doi dé thoa man nhu cau hay mong mudn d6

4.1.2. Phan loai thi truong

Céc cdn cir dé phan loai thi trudong bao gom:

Cin cir vao hinh thdi vit chit ciia doi twong trao déi, thi truong dwoc chia
thanh hai nhom: thi truwong hang hoa va thi truong dich vu.

- Thi truong hang héa: 1a hinh thai thi trudng ma ddi tugng trao d6i 1a cac hang
héa ton tai dudi dang hi¢n vat, htru hinh. Thi truong hang hoa bao gém 2 bo phan 1a thi
truong cac yéu to san xuét va thi truong hang hoa tiéu dung.
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+ Thi trudng cac yéu td san xut: 13 loai thi truong nham thoa man nhu ciu cho
san xuat xa hoi, cu thé la cung c?ip cac yéu td dau vao cho moi hoat dong san xuét kinh
doanh cua doanh nghiép. Vi du: thi truong nguyén vat li¢u xay dung.

+ Thi truong hang hoa tiéu dung: 1a loai thi trudng trao d6i cic san pham thong
dung, dap tmg nhu cau tiéu ding ca nhan toan xa hoi. Ngudi mua cha yéu 1a ca nhan, ho
gia dinh, nhu ciu cua ho rat da dang va phong pht, doi hoi cac nha san xuat phai ndm bat
dugc tam ly, thi hiéu, kha nang thanh todn cta ho dé co thé kip thoi phuc vu ho. Nguoi
ban chu yéu la cAc nha san xudt kinh doanh, s luong nhiéu nén tinh hinh canh tranh rét
gay git.

- Thi truong dich vu: 13 hinh thai thi truong ma déi twong trao doi 1a cac san pham
khong ton tai duéi hinh thai vat chat cu thé nhim théa man nhu cau phi vat chat cua con
nguoi. Sy ra doi cua cac loai hinh dich vu 1a do yéu cau va dic diém tiéu dung cua tung
loai san phém dich vu cu thé. Trén thi truong dich vy, thong thuong qua trinh san Xuét va
qué trinh tiéu dung dién ra cung mot lic vi thé t6 chuc hé théng phan phéi dich vu
thuong sir dung kénh phan phdi truc tiép, dién ra theo phuong thirc ban 1é. Vi du: Déi voi
cac san pham cho thué phong tai cac khach san, nha nghi khi di du lich thi qué trinh san
xuét ltc nay 1a cung cdp phong cho khach hang thuc hién qué trinh tiéu dung tai khach
san d0, hai qua trinh nay dién ra trong ciing mot luc, chi két thuc khi nguoi tiéu ding do
ngung st dung dich vu.

Cin cir vao so lwong va vi tri ciia ngwoi mua, ngwoi bdn thi trudng duoc chia
thanh 3 hinh thai co ban: thi trudng canh tranh hoan hdo, thi truong doc quyén va thi
truong canh tranh khong hoan hao

- Thi truong canh tranh hoan hdo: 1a hinh thai thi trudng ma & d6 sé luong nguoi
mua va ngudi ban phai déng ddo, dé dam bao cho mdi ngudi chi chiém mat vi tri rat nho
trén thi trudng. Vi vdy, trén thi truong nay gia ca cua hang hoéa khong chiu su chi phdi
clia cac chu thé ma dwoc hinh thanh do quan hé cung cdu trong timg thoi diém quyét
dinh.

Thi truong dugc coi la canh tranh hoan hao néu nhu diéu kién gia nhdp hodc rat
khoi thi truong phai d& dang. Cac san phim tham gia vao thi truong nay phai dam bao
tinh dong nhat dé khong tao ra nhimng can trd trong canh tranh. Vi vay, con duong co ban
nhat dé thyc hién myc tiéu loi nhuan va cac muc tiéu khéc ctia kinh doanh & hinh théi thi
truong nay 1a cic doanh nghiép phai tim moi bién phap dé day manh khdi luong san
pham ban ra.

- Thi triromg déc quyén: Bao gdm ca doc quyén mua va doc quyén ban, duoc sinh
ra khi mdi bén chi c6 mot ngudi mua hoic mot ngudi ban. Khic véi thi trudng canh
tranh, trén thi truong doc quyén sé luong cac chu thé tham gia it, vi vy mdi nguoi
thuong chiém vi tri 16n trén thi truong, diéu d6 lam cho cac nha doc quyén kiém soat, chi
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phdi va ling doan thi truong. Tai thi trudng nay, cac nha doc quyén hudng toi muc tiéu
loi nhuén 1a tao ra cing thing cung cdu trén thi truong lam ddy gia ban 1én. Phuong thirc
d6 dam bao cho cac nha doc quyén kha ning thu hdi von nhanh va mang lai loi nhuan
siéu ngach. Vi du: Chi c6 mot cong ty ban dién duy nhat trén ca thi truong, cong ty nay
s& ¢6 quyén duoc dua ra muc gia, ddy gia ting cao dé thu loi nhuan siéu ngach trong khi
nguoi tiéu dung khong co6 lya chon nao khéac 1a phai mua san phém d6. Nhu vay, ¢ thi
truong doc quyén, cac nha kinh doanh thu duge loi nhun cao, nhung n6 khong khuyén
khich sy phat tién luc luong san Xuét, khong théa man nhu cau xa hoi ¢ mirc do cao, kim
ham viéc ap dung nhiing tién bo k¥ thudt moéi vao san xuét kinh doanh, tao ra sy bat binh
dang trong viéc phan phdi ngudn loi tirc xa hoi,... Vi vdy, chinh phii cic nudc déu ban
hanh céc diéu luat chong diéu tiét cac hién tuong doc quyén trong kinh doanh.

- Thi truong canh tranh khong hoan hao: 1a hinh thai thi truong cé su dan xen
giita canh tranh va doc quyén. Tuy thudc vao mirc do cta 2 yéu t6 dbi 1ap ndy ma co thé
1a thi truong doc quyén-canh tranh hodc thi truong canh tranh-doc quyén. Su khong hoan
héo trong canh tranh c6 thé xudt phat tir nhitng loi thé chi phi san xuét hodc do nhiing yéu
td can tré canh tranh khac nhu: uy tin nhan hi¢u hang hoa, ché do bao ho mau dich, quy
dinh cta phap luat,... tham gia hinh théi thi truong nay, mdt mat cac nha kinh doanh phai
tuan theo nhiing yéu cau canh tranh thi trudng quyét liét, mat khac ho ciing ludn tim kiém
co hoi, yéu td tao ra su doc quyén vuon 1én chi phéi thi truong.

Cin civ vao cdch biéu hi¢n ciia nhu cdu va kha nang bién nhu cau thanh hign
thure thi truong dugc chia thanh 3 loai:

- Thi truong thuc té: 1a loai thi trudng ma trong doé cac khach hang c6 nhu cau da
dugc dap tng thong qua hé théng cung tmg hang héa dich vu cua cac nha kinh doanh.
Pay 1a bo phan thi truong quan trong nhat trong chién lugc thi trudng ciia doanh nghiép.
Muc tiéu hang dau cta kinh doanh 1a giir vimg duoc thi truong va khcahs hang thyc té.
Céc nd luc marketing phai hudng t6i viéc dam bao cho khach hang thyc té trung thanh
v6i nhan hi¢u hang héa cua nha kinh doanh. Tung budc ting cuong do tiu dung cua
nhom khach hang nay dé ddy manh khéi luong ban ra.

- Thi truong tiém ndng: 1a bo phan thi trudng ma trong d6 khach hang c6 nhu cu
va kha nang thanh todn nhung chua dugc dap tng hang hoa va dich vu. b6 1a nhiing
khach hang ma doanh nghiép hoan toan c6 kha ning phat trién trong tuong lai. Vi du:
Nhiing phu nit dang mang thai s& 1a khach hang tiém ning ctia cac cong ty kinh doanh do
dung cho tré so sinh va tré nho.

- Thi triromg 1y thuyét: 13 toan b dan cu nam trong viing va thu hit kha nang phat
trién cua kinh doanh. Trong thi trudng 1y thuyét bao gdm ca khach hang thuc té va khach
hang tiém ning va cac nhom dan cu khac. Vi du: toan bo ngudi dan & thi trudng Ha Noi
déu co thé 1a khach hang ciia cira hang ban d6 dung tré so sinh, ta goi thi trudng nay 14 thi
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truong 1y thuyét. Chi nhitng khach hang nao da mua san pham do dung tré so sinh (phu
nit da sinh con, nguoi chéng mua cho vo méi sinh, ...) thi 1a nhimg khach hang thyc té.
Nhimg khach hang sip mua san pham d6 (phu nit dang mang thai, chong nhitng phu nir
dang mang thai...) 1a khach hang tiém ning.

4.2. THI TRUONG NGUOI TIEU DUNG VA HANH VI MUA CUA NGUOI
TIEU DUNG

4.2.1. Pic diém thi trwong nguoi tiéu dung
a) Khai niém
- Nguoi tiéu dung 1a ngudi mua sim va tiéu ding nhimg san pham va dich vu
nham thoa man nhu ciu va wdc mudn ca nhan. Ho 1 ngudi cudi cung tiéu dung san pham
do qué trinh san Xuat tao ra. Nguoi tiéu dung cé thé 13 mot c4 nhan, mot ho gia dinh hodc
mot nhom nguoi.

Vi du: Ban than cac ban sinh vién ciing chinh 12 nhitng ngudi tiéu ding mot s6 san
phém nao do, va ching ta co thé nhéan théy mdi ban sinh vién dang tiéu thu it nhét 3
nhom san pham vé may mic, an udng va hoc tap.

- Thi truong ngudi tiéu ding bao gdm tit ca cac ca nhan, ho tiéu ding va cac
nhom nguoi hién cé va tiém An mua sim hang hoa hodc dich vu nham muc dich thoa mén
nhu cau c4 nhén.

b) Dac trung thi truwong nguwoi tiéu dung

Thi truong nguoi tiéu dung cé nhitng dac trung co ban sau:

- C6 quy mo 16n va thuong xuyén gia tang;

- Khach hang cta thi truong ngudi tiéu dung rat khac nhau vé tudi tac, gi6i tinh,
thu nhap, trinh d6 van hoa, ... Nhitng khac biét nay tao nén sy phong phu va da dang vé
nhu ciu va uéc mudn, strc mua va cac dic diém khac trong hanh vi mua sam va sit dung
san pham cta nguoi tiéu ding.

- Cung voi sy phat trién cta kinh té, chinh tri, x3 hoi va sy tién bo cua khoa hoc —
ky thuat, udc muén, sé thich, cac dic tinh vé hanh vi, sttc mua cua nguoi tiéu dung...
cling khong ngimg bién d6i. Sy thay d6i nay vira 13 nhimg co hoi, vira 1a nhiing rii ro

ludn thach d6 cac nd lyc marketing ctia doanh nghiép.

4.2.2. Cac yéu anh hwéng dén hanh vi nguoi tiéu ding
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Vian héa II
Xa hoi Ca nhan
Zes A . . Tam ly
- Tud1 tac va giai
- Nén vin hoa doan trong chu
- Nhéanh vin - Nhém tham k}"hs_(éng' Nghe o NGUOI
. nghié - Dong co
hoa khao Hotm canh kinh | - Nhgn thac | MUA
-Tanglopxa | -Giadinh = 4 4 - Niém tin va
hoi - Vaitrova | _[§iséng thai do
dai vi - Nhan cach va y
niém vé ban than

Hinh 4.1: Céc yéu t6 dnh huéng dén hanh vi tiéu diing

a) Cdc yéu té vin héa

- Nén van héa: Theo nhu “Tuyén bd vé nhimg chinh sach vin hoa” tai Hoi nghi
qudc té do Unesco chit tri nam 1982 tai Mexico thi vin héa duge hiéu 1a “tong thé nhiing
nét riéng biét vé tinh than, vat chét, tri tué va cam xuc, quyét dinh tinh cach cua mot xa
hoi hay mt nhém nguoi trong xa hoir”

Vin hoa bao gdm nghé thuét, van chuong, nhimng 16i sdng, nhiing quyén co ban
clia con ngudi, nhitng hé théng cac gia tri, nhitng tap tuc va tin ngudng. Py 1a nhiing
yéu td quyét dinh co ban nhét vé sy thu cam, su ua thich, nhting mong mudn va hanh vi
clia mot ngudi. Nguoi tiéu dung ¢ nhitng nén van hoa khac nhau ciing ¢6 xu hudng mua
sam, tiéu dung khac nhau. Vi du: Nén vin héa phuong Tay va phuong Pong, nhiing
nguoi phuong Tay thuong su dung dao va dia trong bira an, trong khi nguoi phuong
Pong thuong dung bat va diia dé gip thirc dn. Khi ra siéu thi, ho s& c6 lya chon mua dd
dung cho bira dn khéac nhau.

Nguoi lam Marketing can phai chu y déac bi¢t tdi van hda ciia mdt xa hdi, thi
truong ma ho dinh tung san phdm. B&i néu ho khong nghién ctru k§ cang, rit c6 thé ho s&
v0 tinh gy su kho chiu, phan cam t6i ngudi tiéu dung tai thi truong dé, va s& khién cho
cong ty mat di mot thi truong day tiém ning.

Vi du: nhu nguoi tiéu dung Nhat Ban, ho rat ki s6 4 va s6 9, vi sb 4 tiéng Nhat
ddng am voi chir “tir”, con s6 9 duoc coi 1a s6 khong may man vi nd cd nghia 1a su chiu
dung, sy dau khd. Trong khi, rat nhiéu nguoi Viét Nam chung ta coi 6 9 1a s tot trong
day s0, tugng trung cho sy hoan thién, 1a hanh phuc 1a an lanh thuéan lgi. Nhu vay, khi
xam nhap vao hai thi truong khic nhau nay, nguoi 1am Marketing can phai dua ra nhiing

44



chién luge Marketing khac nhau dé tranh viéc st dung nhiing con sb hay con chir trén
bao bi xung dot vdi van hoa cua nguoi tiéu dung tai thi truong do.

- Nhanh van héa: M&i nén van héa déu ¢ nhitng nhanh van héa nhé hon tao nén
nhirng dac diém dic tha hon va mae do hoa nhdp véi xa hdi cho nhitng thanh vién cua
n6. Cac nhanh vin héa bao gém cac dan toc, ton gido, cic nhom ching tdc va cac ving
dia 1y. Nhiéu nhanh vin hoa s& tao nén nhiing khuc thi truong quan trong va nhiing nguoi
lam Marketing thuong thiét ké san pham va chuong trinh Marketing theo cac nhu cau cua
chung.

C6 nhiéu tiéu thirc khac nhau dé phan chia nén vin hoa ra thanh nhitng nhénh vin
hoéa (hay tiéu vian héa) nhu ching tdc, dan toc, tin ngudng, nghé nghiép, hoc van, noi cu
chi,... Vi du nhu nén van hoa Viét Nam, c6 thé chia ra thanh nhiing nhanh van hoa cua
54 dan tdc, hay nhanh van hoéa mién Béc, mién Trung va mién Nam. Mdi nhanh vin hoa
nay lai c6 nhimg dic diém vin hoa riéng biét anh hudng t6i so thich, thoi quen mua sim
cua nguoi tiéu dung.

Vi du: chiing ta c6 thé so sanh théi quen mua sim ctia ngudi mién Nam va nguoi
mién Bic khi quyét lwa chon mot san pham. Ngudi mién Nam thuong “két” san pham tir
an tugng dau tién, va ty minh quyét dinh c6 mua hay khong mua san pham do trong khi
ngudi mién Béac, mién Trung lai dan do téi nam lan, bay luot rdi méi quyét dinh mua.
Theo nhu FTA — cong ty nghién ctru thi trudng hang dau & Viét Nam di nghién ctru théi
quen mua sim & thi truong hai mién Nam, Bac nam 2010, ho di chi ra rang nguoi tiéu
dung cua Ha Noi bi anh huong rat nhiéu tir y kién cua ngudi khac, khi dua ra quyét dinh
mua san pham:

+) 99% trong s ho bi anh hudng bai 161 gidi thiéu cia gia dinh,

+) 91% bd1i ban be,

+) 94% boi hang x6m,

+) 83% bai ddng nghiép, ddi tac.

Do d6, dé gianh duoc niém tin ctia nguoi tiéu dung Ha Noi, khong chi don gian 1a
gianh dugc niém tin ciia mot ngudi ma 1a niém tin cua ca tap thé.

- Tang I6p xd hoi: V& co ban, tit ca cic x4 hoi loai ngudi déu ¢ sy phan tang xa
hoi. Viéc phan ting xa hoi c6 thé mang hinh thirc mot hé théng dang cap (caste system),
13 hé théng ma cac thanh vién trong nhitng dang cap khac nhau déu cing gin bd véi nhau
trong nhiing vai trd nao do, va khong hé co sy thay doi tir dang cip nay sang dang cap
khac. Thong thuong hon, su phan ting xa hoi mang hinh thirc 13 nhing tang 16p x4 hoi.

Tang 16p xa hoi (social class) 1a nhirng giai tang (division) twong d6i dong nhat va
bén virng trong mot xa hoi, dugc sép xép theo trat ty ton ti, va cac thanh vién trong

45



nhiing thr bac ay déu cung chia xé nhiing gié tri, moi quan tdm va cach ung xtr giong
nhau.

T?mg 16p xa hdi khong chi dya vao mot yéu tb duy nhét nhu thu nhdp, ma ca sy
két hop ctia nghé nghiép, thu nhap, hoc van, cua cai, va nhimng yéu té khac nita. Trong
cudc doi, ngudi ta van co thé vuon 1én mot tﬁng 16p xa hoi cao hon, hodc tudt xuéng mot
tang 16p thap hon. Nhing ngudi lam marketing can quan tAm nghién ctru tang 16p x4 hoi
vi dan chung thuéc mot tang 16p xa hoi ¢6 xu hudng thé hién cach cu xir tuong d6i giéng
nhau, ké ca hanh vi mua sam.

Céc tang 16p xa hoi co nhitng so thich vé nhin hiéu va san phdm khac nhau trong
cac lanh vuc nhu qué‘ln 4o, do dac trong nha, hoat dong gidi tri va phuong tién di lai. Mot
s6 ngudi lam marketing tap trung nd luc cta ho vao mot ting 16p xa hoi nhit dinh. Chang
han, nhing ctra hang nao d6 thi thu hut nhitng nguoi thudc tang 16p cao; con nhitng cira
hang khac thi chuyén phuc vu nhitng ngudi & tang 16p thap hon...

b) Cdc yéu t6 xa hji

Hanh vi ctia mot nguoi tiéu dung ciing chiu sy tac dong cua nhitng yéu td xa hoi
nhu gia dinh, vai tro va dia vi xa hdi, nhém tham khao

- Nhom tham khdo Hanh vi cia mgt nguoi ti€u dung chiu anh hudéng manh mé cua
nhiéu nhém ngudi. Cac nhoém tham khao (reference groups) 1a nhirng nhom c6 anh hudng
tryc tiép hodc gian tiép dén quan diém va cach thic Gmg xir cia mot hay nhiéu nguoi
khac.

Nhimng nhém c¢6 anh hudng tryc tiép dén mot nguoi dugc goi 1a nhitng nhom
thanh vién (membership groups), tirc 1a nhém ma nguodi d6 tham gia va cé tac dong qua
lai v6i cac thanh vién khac trong d6. Nhom thanh vién bao gdm nhiing nhém so cap
(primary groups), c6 tinh chit khong chinh thirc ma nhing thanh vién ctia chung c6 quan
hé than mat va c6 sy tac dong qua lai thuong xuyén nhu gia dinh, ban bé, lang giéng va
ngudi ddng su; nhitng nhom thir cap (secondary groups), c6 tinh cht chinh thirc hon va it
cO su tac dong qua lai voi nhau hon, nhu cac td6 chirc xa hoi, cac hi€p hoi thudc cac
nganh nghé va cong doan.

Nguoi ta cling chiu anh hudng ctia nhitng nhém ma ban than ho khong ¢ trong
nhitng nhom d6. Nhom ngudng md (inspirational group) 1a nhom ma nguoi ta mong
mubn duogc c6 mat trong do. Chfmg han, mot cau thu da bong tré co thé hi vong mot ngay
nao d6 minh s& c6 mat trong doi bong Thé cong, va anh ta ddng nhit minh voi nhom nay,
mic du khong c6 su giao tiép truc tiép.

Nhimng ngudi lam marketing ¢6 gang hiéu 16 nhitng nhom tham khao cia thi
truong muc tiéu ma ho dang mudn giao dich. Cac nhom tham khao anh hudong dén mot
nguoi it ra theo ba cach: huéng ngudi ta di theo cach Gmg xt va phong cach séng mai;
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anh huong dén quan diém va y thirc cua mét nguoi vi nguoi d6 thuong muon duge hoa
nhap vao do; tao ra cac ap luc budc tuan theo chuan myc chung va c6 thé anh huoéng dén
su chon lya san pham va nhan hiéu ctia nguoi do.

Anh huéng ctia nhém tham khéo ciing thay dbi theo chu ky sdng ciia san pham.
Trong giai doan gi6i thidu san pham moi, quyét dinh mua chiu anh hudng cta rat nhiéu
ngudi khac, nhung ddi véi nhan hiéu da chon thi it chiu anh huéng cua ngudi khéc.
Trong giai doan phat trién ctia san phém, anh hudng ctia nhém kha manh ddi véi ca viée
Ira chon san phém 14n viéc lya chon nhan hiéu. Trong giai doan bao hoa cua san phém,
chi c6 viéc lya chon nhan hi¢u chtr khong phai viéc lya chon nhan hi¢u chiu anh huong
ctia nguoi khac. Trong giai doan suy thoai, anh hudng cta nhom kha yéu trong ca viée
Ivra chon san phém 1an viéc lya chon nhan hiéu.

Nhirng doanh nghiép ma nhiing san phim va nhan hiéu cta ching chiu anh huéng
manh cua cic nhém tham khao thi cdc doanh nghiép d6 phai tim cach tiép can va anh
hudng dén nhimg ngudi hudng din du luan trong cic nhom dé. Nhitng nguoi huéng dan
du luan c6 ¢ trong moi tﬁng 16p xa hoi va mot nguoi huéng dan du luan trong linh vuc
san pham nao d6 c6 thé 1a ngudi chiu anh hudng cia du ludn trong mot linh vuc khac.
Kinh nghiém cho thay rang thudng nhimg san pham chiu anh huéng manh ctia nhom
tham khao khi ngudi huéng dan du luan ctia nhom dé duge ngudi mua kinh trong. Ngudi
lam marketing x4c dinh nguoi huéng dan du luan cin cir vao nhitng dic diém déan sb hoc
va tam 1y gan lién véi vai tro hudng dan du ludn, tim hiéu cac phuong tién truyén thong
ma nhitng nguoi hudng dan du ludn thudng sir dung dé hudng thong tin vao nhitng nguoi
do.

- Gia dinh: Cac thanh vién trong gia dinh cta ngudi mua cé thé tao nén mot anh
hudéng manh mé 1én hanh vi cia ngudi mua d6. Ching ta c6 thé phan biét thanh hai loai
gia dinh cua ngudi mua.

Gia dinh dinh huéng (the family of orientation) bao gdm cha me ctia nguoi d6. Tir
cha me, mot ngudi nao d6 nhan duge su dinh hudng vé chinh tri, kinh té va ¥ nghia cua
mong udc ca nhan, tinh yéu va pham hanh. Ngay ca nhitng ngudi mua khong con quan hé
nhiéu véi cha me minh, thi anh huong ctia cha me 1én hanh vi cia ngudi mua van cé thé
rat dang ké. O nhiing gia dinh ma cha me van tiép tuc séng chung véi con cai da trudng
thanh thi anh hudng ciia ho mang tinh chit quyét dinh.

Gia dinh riéng (procreation family), bao gdm vo hodc chong va con cai ctia ngudi
mua, c6 anh hudng truc tiép hon dén hanh vi mua sim hang ngay. Gia dinh 1a t6 chic
mua - tiéu dung quan trong bac nhat trong xa hoi va né da dugc nghién ctru khé rong rai.
Nhimng nguoi 1am marketing can chii y dén vai tro va sy anh hudng twong déi cua vo,
chéng va con cai dbi v6i viéc mua sim céc loai hang hoa va dich vu khac nhau.
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Su can du cua chéng hay vg thay ddi rat nhiéu tuy theo loai san phém. Nguoi vo,
tir xua, da 12 ngudi mua sim chinh yéu trong gia dinh, dic biét trong nhing ldnh vic nhu
thuc pham, quan 4o va cac d6 gia dung khac. Piéu nay hién dang thay ddi, khi ma ngay
cang c6 nhiéu phu nit di 1am va ngudi chong thi mudn cham soc dén gia dinh nhiéu hon.
Nhing nguoi 1am marketing nhitng san pham thudc loai thiét yéu s& sai 1am, néu ct tiép
tuc nghi rang phu nir van 13 nhitng khach hang chil yéu hodc duy nhit mua cic san pham
cua minh.

Trong truong hop cac san phém va dich vu thudc loai dt tién, thuong 1a chéng va
vo cung trao doi dé dua ra quyét dinh chung. Nguoi 1am marketing can phai xac dinh
xem thuong thi thanh vién nao cé anh huong 16n hon dén viéc mua sam nhiing san pham
hodc dich vu khac nhau. Pidu d6 c6 thé do vai trd, thoi quen hay sy thong thao cia ho
trong mua sam quyét dinh.

- Vai tro va dia vi: Mot nguoi déu co mat trong nhiéu loai nhom: gia dinh, cau lac
b, t6 chirc. Vi tri ctia nguoi Ay trong mdi nhom co thé xac dinh trong khuén kho vai tro
va dia vi. Mdi vai tro déu s& anh hudng dén hanh vi mua cta ho.

M&i vai tro déu gin lién véi mot dia vi (status) phan anh su kinh trong noi chung
ctia x4 hoi, phtt hop véi vai tro d6. Vi vy, ngudi mua thuong lya chon cac san pham néi
1€n vai tro va dia vi ciia ho trong xa hoi. Nguoi lam marketing can nhan thuc 1o kha nang
thé hién dia vi xa hoi clia cic san pham va nhan hiéu. Tuy nhién, cac biéu twong dia vi
khong chi thay di tiry theo cac tang 16p xa hoi, ma con khac nhau theo cac ving dia ly
nua.

¢) Cdc yéu to cd nhén

Nhimng quyét dinh ciia ngudi mua ciing chiu anh huéng cua nhitng dic diém céa
nhan, nbi bat nhét 1a tudi tac va giai doan chu ky séng ctia nguoi mua, nghé nghiép,
hoang canh, 16i séng, nhan cach va ty y niém cua nguoi do.

- Tuéi tac va giai doan ciia chu ky song: Ngudi ta mua hang héa va dich vu khac
nhau trong su6t doi minh. Thi hiéu ctia nguoi ta vé quan a0, dd gd, va cach giai tri ciing
tly theo tudi tac. Viée tiéu dung ciing dugc dinh hinh theo giai doan cua chu ky sdng
clia gia dinh. Nhitng ngudi lam Marketing thuong hay chon cac nhém cia chu ky sdng
lam thi trudng muc tiéu cia minh. Vi dy: Khi con ngudi con doc than, it chiu ganh nang
vé tai chinh, dic biét quan tim dén thoi trang, hang héa mua sdm chu yéu 1a cac d6 dung
phuc vu cho sinh hoat, xe mdy, tham gia cac dich vu giai tri, thé thao.

Khi da két hon va c6 con nho thi ganh ning tai chinh tr¢ 1én 16n hon, ho thudng c6
xu huéng mua sim chit yéu 1a cac loai thuc pham danh cho tré em, d6 dung danh cho tré
em va giam it han nhitng nhu ciu vé giai tri va cac dich vu thé thao khac.

- Nghé nghiép: Nghé nghiép ctia mot ngudi ciing c6 anh huong dén cach thirc tiéu
dung ciia ho. Nguoi lam Marketing ¢b gang xac dinh nhitng nhém nghé nghiép c¢6 quan
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tam trén mirc trung binh dén cac san pham dich vu ctia minh. Céng ty c¢6 thé chuyén mén
hoa san phérn cua minh cho nhiing nhém nghé nghi¢p nhét dinh. Vi du: Mot gido vién s¢€
c6 xu hudng lya chon quﬁn ao di 1am khac vdi mdt co ca si, mdt ngh¢ si biéu dién am
nhac.

- Hoan cdnh kinh té : Viéc lua chon san phélm chiu tdc dong 1on tr hoan canh kinh
té ctia ngudi d6. Hoan canh kinh té ctia ngudi ta gdm thu nhap co thé chi tiéu dugc cua ho,
tién tiét kiém va tai san, ng, kha nang vay muon, thai o ddi véi viéc chi tiéu va tiét kiém.
Nhirng nguoi lam Marketing nhitng hang hoa nhay cam véi thu nhdp phai thuong xuyén
theo ddi nhitng xu hudng trong thu nhap ca nhan, s tién tiét kiém va 1ai suét.

- Léi séng : Nhiing nguoi ciing xuat than tir mot nhanh van hoa, tang 16p xa hoi va
cung nghé nghi¢p co thé c6 nhiing 16 séng hoan toan khac nhau. Léi séng cua mdt nguoi
la mét cach séng trén thé gidi cua ho dugc thé hién ra trong hoat dong, su quan tdm va y
kién cua nguoi d6. Loi sdng miéu ta sinh dong, toan dién mot con ngudi trong quan hé
v6i méi truong cia minh. Léi sdng ctia con ngudi ¢6 thé thay doi theo thoi gian cing véi
nhirng bién dong cta méi truong séng. Hanh vi mua sdm ciia ngudi tiéu dung vi thé ciing
thay d6i theo. Boi vy, ngudi lam marketing ¢6 nhiém vu phai cap nhat lién tuc nhiing
bién d6i trong 16i séng ctia nguoi tidu dung dé xay dung chién lwgc marketing phu hop.
Nghién ciru mbi quan hé giira san pham va 16i séng da dem lai nhiéu thanh céng cho cac
doanh nghiép, dac biét trong céc linh vuc du lich, kinh doanh m¥y phém, xe hoi, xe may,
nha 0,... Vi du : Nhitng ban c6 16i song khép kin, it giao tiép v6i xa hoi bén ngoai, tinh
cach hudng ndi nén ban éy thuong thich & nha doc sach, xem tivi trong khi mot sb ban
khac lai thich di du lich, mua sdm quan 4o, tu tdp ban bé.

- Nhén cdch va y niém vé ban than: M&i ngudi déu c6 mot nhan cach khac biét co
anh hudéng dén hanh vi cua nguoi d6. O day, nhan cach c6 nghia 1a nhimg dic diém tim
Iy khac biét cia mot ngudi dan dén nhitng phan tmg twong ddi nhat quan va lau bén véi
mdi truong cta minh. Nhan cach c6 thé 1a mot bién hiru ich trong viéc phan tich hanh vi
clia ngudi tidu ding vi rang co thé phan loai cac kiéu nhan cach va c6 mdi twong quan
chat ché gitra cac kiéu nhan cach nhat dinh véi cach lua chon san phém va nhan hiéu.

Nhiéu ngudi lam Marketing da sir dung mot khai niém gin lién véi nhan cach 1a
niém vé ban than va ho phai c6 ging xay dung hinh anh nhan hiéu twong xtng vé6i hinh
anh ban than cua thi trudng muyc tiéu.

d) Nhitng yéu t6 tam Iy

- Péng co: Mot ngudi ¢é thé co nhiéu nhu cau ¢ vao bat ky thoi ky ndo trong
cudc sdng cua ho. Mot sd nhu cau c6 tinh chit ban nang. Chung phat sinh tir nhitng trang
thai cang thang vé sinh 1y cta co thé nhu d6i, khat, mét moi. Mot sd khac lai o ngudn
gbc tam 1y. Chung phat sinh tir nhiing trang thai cing thang tim 1y nhu nhu cau dugc
cong nhan, ngudng mo, hay kinh trong. Hau hét nhitng nhu cau nay s& khong c6 cuong
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dd du manh dé thic déy nguoi do hanh dong vao mat thoi diém nhét dinh nao dé trong
cudc doi. Moi nhu cAu chi trd thanh dong co khi n6 dugc tang 1én dén mot cép do du
manh. Mot dong co (motive), hay su thuc day (a drive), 1a mot nhu cau dang gay stic ép
da dé hudng nguoi ta tim cach thoa man nhu cau d6. Va viéc théa man nhu cau 1am giam
di sy cang thang.

Céc nha tam 1y hoc di phat trién nhiéu 1y thuyét vé dong co ciia con ngudi.
Sau ddy 14 ba Iy thuyét phd bién nhat:
Ly thuyét vé déng co ciia S. FREUD

Sigmund Freud cho rang nhimng luc lugng tim 1y thyc té dinh hinh cac hanh vi cia
con ngudi phan 16n 1a vo thirc. Ong nhin thay con ngudi trong qua trinh 16n 1én di cb
ging d¢ nén nhitng ham mudn cta minh va chip nhin nhimg qui tic cta x3 hoi. Nhitng
ham mudn nay chwa bao gio mat di hay bi kiém soat hoan toan; chung hién 1én trong giac
mo, trong su 1§ 101, trong nhiing hanh vi boc phat. Nhu vay, con ngudi ta khong hé hiéu
hét dugc nhirg dong co ciia chinh minh.

Ngudi van dung thanh cong 1y thuyét dong co ciia Freud trong linh vuc marketing
la Ernest Ditcher, ngudi ma ba thdp nién vira qua da giai thich cac hoan canh mua va sy
lira chon san pham theo khuon khé nhitng dong co vo thiec.

E. Ditcher goi phuong phép cta minh 1a phép nghién ctru vé dong co thiic dy,
bao ham viéc thu thap "cic cudc phong van chidu sau" qua vai chuc ngudi tiéu dung dé
kham pha ra nhitng dong co sau xa ma san pham goi nén. Ong st dung "cac k¥ thuat anh
xa" (projective techniques) khac nhau, nhu lién két tir, b6 tic ciu cho tron ven, giai thich
hinh anh va dong vai.

C6 kha nhiéu dan chimg 1y thi vé nhitng gi c6 thé niy sinh trong ddu ngudi mua
khi ho xem xét cac san pham nhét dinh. C6 ngudi cho rang, ngudi tiéu dung phan ddi
mua qua kho vi né nhin nheo va goi cho nguoi ta lién tuong dén tudi gia. Pan ong hat xi
ga vi thay cho viéc mut tay khi da 16n. Nam giéi hat thude 14 dé ching to tinh cach dan
ong cua ho. Phu nir ua thich dau thyc vat hon vi m& dong vat goi cho ho cam giac toi 16i
vi sat sinh.

Ly thuyét vé dong co ciia A. MASLOW

Abraham Maslow di tim cach 1y giai viéc tai sao vao nhiing thoi diém khac nhau,
ngudi ta lai bj thiic diy boi nhitng nhu ciu khac nhau. Tai sao mot ngudi nao d6 lai danh
kha nhiéu thoi gian va cong sirc vao sy an toan ca nhan, con nguoi kia thi mudn duoc
ngudi khac trong vong? Cau tra 10i cta 6ng 1a nhu cau cta con ngudi duoc sip xép theo
mot trat ty thi bac, tir nhu cAu c6 tinh chat cép thiét nhat dén nhu cau it cép thiét nhat.
Mo hinh phén cp nhu cau cia Maslow duoc mé ta qua hinh 4.2
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Ciap cao

Nhu ciu duge ton trong

/ Nhu ¢iu xi hji \
/ Nhu ciiu an toan \
/ Nhu ciu sinh hoe \

Hinh 4.2: Thang bac nhu ciu ciia Maslow

Ciip thip

Theo thir ty tim quan trong cua cac nhu cau la: nhu cau sinh 1y, nhu ciu an toan,
nhu cau xa hoi, nhu cau duoc tén trong va nhu cau tu khéng dinh (sift - actualization
needs). Ngudi ta s& ¢d gang thoa méin nhitng nhu cau quan trong nhat trude tién. Khi mot
ngudi thanh cong trong viéc thoa man dugc nhu cau quan trong, nhu cau do6 sé& khong con
la mot dong luc thac déy trong hién tai nita, va nguoi éy s€ bi thic déy dé théa man nhu
cau quan trong tiép theo.

Vi du, mot nguoi dang sap chét déi (nhu ciu sinh 1y) s& khong quan tim dén
nhitng gi dang xay ra trong linh vuc cong nghé tin hoc (nhu ciu tu khang dinh) hay
nhitng nguoi xung quanh nhin minh hay ton trong minh nhu thé nao (nhu ciu dugc ton
trong), hay tham chi khong khi anh ta dang hit th ¢ trong lanh hay khong (nhu ciu an
toan). Nhung khi mdi nhu cau dugc théa man, thi nhu cau quan trong tiép theo s& ndi 1én
hang dau.

Ly thuyét cia A. Maslow gitip cho nhiing ngudi 1am marketing hiéu dugc cac san
pham khéac nhau pht hgp nhu thé nao v6i ¥y mudn, muc dich va cudc séng cua nhiing
nguoi tiéu dung tiém nang.

Ly thuyét vé déng co ciia F. HERZBERG

Frederick Herzberg di xay dung Iy thuyét dong co “hai yéu t6” dé phan biét
nhitng nhan t6 gay nén sy khong hai long va nhitng nhan t6 tao nén sy hai long. Ly
thuyét dong co nay c6 hai ham y. Thi nhat, ngudi ban phai hét sirc tranh nhitng nhan t6
gy nén sy khong hai long, nhu sach hudng dan sir dung so sai hay chinh sich ddm bao
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dich vu kém c6i. Nhimng diéu nay khong gitip ban dugc san phim nhung ching cé thé
lam cho san pham khong ban duoc. Thir hai 12 nha san xuét can xac dinh dugc nhiing
nhan t6 hai 1ong chu yéu hay nhitng dong co mua sim trén thi truong san pham ciia minh
dé dam bao viéc cung ung chung. Nhimg nhan té tao nén su hai long niy sé& tao ra su
khac biét chu yéu dé khach hang can nhic xem nén mua nhan hiéu nao ctia san pham do.

- Nhan thirc: Mot ngudi da c6 dong co thi sin sang hanh dong va hanh dong nay
chiu anh hudng bang cach nay hay cach khac boi sy nhan thitrc vé hoan canh cua nguoi
d6. Hai nguoi déu co cung trang thai thuc day va hoan canh khach quan nhu nhau van c6
thé hanh dong hoan toan khac nhau, vi réng nhén thirc ctia ho vé& hoan canh hoan toan
khac nhau.

Tai sao nguoi ta lai c6 nhiing nhan thirc khac bi¢t nhau trudc nhirng tinh huéng
gidng nhau? Tat ca chiing ta déu niam bat mot tac nhan nao d6 thong qua nhitng cam giac
truyén qua nim giac quan cua ching ta: thi giac, thinh giac, khiru gidc, xtc giac va vi
giac. Tuy nhién, mdi chung ta déu don nhan, t6 chic, va 1y giai nhiing thong tin cam
nhén nay theo mgt phuong cach riéng ciia minh. Theo B. Berenson va G. Steiner thi nhan
thirc (perception) c6 thé dinh nghia nhu 1a "tién trinh ma tir 6 mot ca nhan lya chon, t6
chure, va giai thich cac thong tin nhan duogc dé tao nén mot burc tranh c6 v nghia vé thé
gioi".

Nhéan thic khong chi tuy thudc vao dac diém c4 nhan cua con nguoi, vao su tac
dong ciia cac nhan td anh hudng, ma con tiy thudc vao mdi twong quan giita nhan té ay
v6i hoan canh chung quanh va véi dic diém ca nhan cta ngudi do.

Nguoi ta c6 thé c6 nhitng nhan thirc khac nhau do6i véi cung mot nhan to tdc dong
do c6 ba qua trinh nhan thirc: sy quan tam c6 chon lgc, sy bop méo c6 chon loc va su ghi
nhd ¢6 chon loc.

Sw quan tam c6 chon loc: Do phai tiép xic véi vo s6 cac nhéan td tac dong hang
ngay, trong d6 mot s6 ¢o vai tro anh huong manh dén su lua chon va quyét dinh mua cua
ngudi tiéu dung, s6 khac mirc d6 anh huong it hon, do d6 ngudi tidu dung phai tim cach
sang loc ching. Piéu quan trong ddi v6i ngudi lam marketing 13 phai hiéu nhitng nhan t6
tac dong nao thuc sy gay duoc sy chil y cua nguoi tiéu dung va vi sao chung gay dugc su
chu y d6i véi ho, dé tir d6 thiét ké cac giai phap marketing nham thu hut sy cha y va quan
tam clia nguoi tiéu dung. Cac két qua nghién ctru cho thiy, ngudi tiéu dung ¢ xu hudng
cht ¥ dén nhimng nhan té kich thich c6 lién quan dén mot nhu cau hién co, nhitng nhan t6
kich thich ma ho dang mong doi hay nhitng nhén té kich thich ¢ nhiing diém khac biét
han v6i nhitng nhén t6 thong thuong. Vi du, mot ngudi dang ¢6 nhu cau mua mot xe gan
may chic chin s& chi cht ¥ dén nhitng quang cdo vé xe may ma khong miy dé y dén
nhiing quang céo vé thoi trang, va han nhién 1a nguoi d6 sé tap trung su chi y cia minh
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vao quang cdo chao ban xe mdy nhan hi¢u Super Dream gid 2000 USD trong cac dot
khuyén mai hon 1a 2160 USD nhu gi4 ban thuong ngay.

Sw bép méo c6 chon loc. Ngay ca nhitng nhan t6 kich thich da duoc chi y dén
cling khong nhét thiét duoc tiép nhan ding nhu du kién. Moi nguoi déu cb go ép nhiing
thong tin nhan dugc vao khudn khd nhitng y nghi sin c6 ctia minh. Sy bép méo c6 chon
loc md ta xu huéng con ngudi mubn gan cho thong tin nhitng ¥ nghi ciia c4 nhan minh.
Gia str mot nguoi tiéu ding ¢6 nhiéu thién cam véi Hang Honda va xe may Super Dream
clia nd s& gat bo nhitng diéu khang dinh xau dé bién minh cho viéc mua mot xe may
Super Dream. Nguoi ta giai thich thong tin theo cach ung hd chur khong phai thach thic
nhitng quan niém c6 san.

Ghi nhé c6 chon loc. Ngudi ta c6 xu hudng quén di nhiéu cai ma ho da hoc duoc
va chi giir lai nhimg gi ung ho niém tin va thai d6 ciia minh. Nguoi tiéu ding s& chi nhé
nhiing diém t6t vé xe may Super Dream ma quén di nhiing diém tSt dd dugc nhac dén veé
cac xe may khac cua cac hang canh tranh.

Tim hiéu sy da dang cua cic yéu t6 nhan thirc néu trén, nhitng ngudi lam
marketing c¢6 nhimg thong tin can thiét dé thiét ké va chuyén tai chung dén dung ddi
tuong khach hang myc tiéu ctia minh.

- Kién thire: Khi nguoi ta hanh dong, ho dong thoi ciing linh hoi duoc nhing
kién thirc. Kién thirc dién ta nhiing thay d6i trong hanh vi ctia mot nguoi phat sinh tir
kinh nghi¢m.

Céc nha 1y luan vé kién thac cho réng kién thac cua mot nguoi c6 duge tur sy
tuong tac ctia nhitng thoi thiic, tac nhan kich thich, nhimng tinh hubng goi ¥, nhiing phan
mg dap lai va su cang cd. Su théi thuc 1a mot nhan td kich thich noi tai thuc day hanh
dong. Mot nguoi tiéu dung co thé c6 mot thoi thuc 1a mudn chi dong vé phuong tién di
lai. Sy thoi thic cta anh ta da tré thanh mot dong co khi né hudéng vao mot nhan t kich
thich cu thé c6 kha ning giai toe sy thoi thic, trong trudng hop nay 13 chiéc xe may. Phan
g dap lai ctia anh ta vé y twong mua mot chiéc xe may bat ngudn tir nhitng tinh hudng
goi ¥ xung quanh nhu sy ing hd ciia ngudi vo, nhitng chiéc xe may cta dong nghiép va
ban be, nhitng quang céo vé xe may hay nhimng thong bao vé giam gid... Tat thay déu 1a
nhiing goi y ¢6 thé anh hudong dén phan tng dap lai ciia anh ta d6i véi sy quan tim cua
anh ta vé viéc mua mot chiéc xe may. Gia st anh ta quyét dinh mua xe may va chon mua
mot chiéc ciia hing Honda. Néu kinh nghiém ctia anh ta 13 b6 ich, thi phan ung dap lai
ctia anh ta ddi v6i xe may s& duogc cing cb. Gia st sau ndy anh ta lai mudn mua mot dong
co bom nudc, rat ¢6 thé anh ta lai chon mua mot dong co trong sé nhitng nhan hiéu cua
Honda. Truong hop nay ta ndi nguoi tiéu dung da khai quat héa phan ung dap lai cua
minh cho nhiing tic nhan kich thich twong tw. Nguoc lai, khi xem xét cac tiéu chuan k§
thuat cua cic dong co bom nude cung loai ciia hing Kubota, anh ta thiy chung dat hi¢u
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nang cao hon. Truong hop ndy ta néi nguoi tiéu dung da phan biét hoa phan ung dép lai
ctia minh, tirc 13 anh ta da hoc dugc cach nhan biét nhimg diém khac nhau trong tap hop
nhiing tac nhan kich thich twong tu va cé thé diéu chinh phan tng dap lai cia minh cho
phu hop.

Y nghia thuc tién ciia Iy luan vé kién thirc ddi v6i nhitng ngudi lam marketing 13 &
chd ho c6 thé tao ra nhu cau d6i véi mot san pham bang cach gan lién san pham ay véi
nhitng théi thiic manh mé, sir dung nhiing goi ¥ ¢6 tinh chét thiic ddy va dam bao sy cung
¢b ¢6 tinh chét tich cuec.

- Niém tin va thdi do: Thong qua hoat dong va kién thirc tich lily dugc nguoi ta
c6 duoc niém tin va thai d6. Nhitng yéu t6 anh huong dén hanh vi mua sdm cta con
nguoi.

Niém tin 1a mot y nghi khang dinh cta con ngudi vé mét sy viéc nao d6. Nhirng
niém tin co6 thé duva trén co s& nhitng hiéu biét, du luan, su tin tudng. Puong nhién cac
nha san xuét rat quan tdm dén nhimg niém tin ma ngudi ta mang trong dau minh vé
nhitng san pham va dich vu cta minh. Nhirng niém tin d6 tao nén nhirng hinh anh cia san
pham ciing nhu nhin hiéu va ho hanh dong theo nhitng hinh anh do.

Théi d6 dién ta nhitng dénh gia tot hay xdu dya trén nhan thirc bén viing, nhiing
cam giac cam tinh va nhimg xu huéng hanh dong cua mot ngudi ddi voi khach thé hay
mot v tudng nao do. Ngudi ta co thai d6 d6i véi hau hét moi su viée : ton gido, chinh tri,
vin hoa, thé thao,...Thai 46 dan ho dén quyét dinh thich hay khong thich mot ddi tuong
nao d6, dén voi nd hay roi xa nd. Thai d6 1am cho ngudi ta xir sy kha nhat quan di véi
nhitng su vat tuong tu. Ngudi ta khong phai giai thich va phan ing v6i mdi su vat theo
mot cach mdi. Thai d§ cho phép tiét kiém stc luc va tri oc, vi thé ma rat kho thay doi
dugc thai do. Thai d6 cia mdt ngudi duge hinh thanh theo khuon mau nhat quéan nén
mudn thay d6i mot thai 6 ndo d6 c6 thé phai thay d6i ludn ca nhing thai do khac.

Boi vay, cong ty nén lam cho san phim minh phu hop voi thai do c6 san chir
khong nén thay doi thai do ctia moi nguoi.

4.2.3. C4c kiéu hanh vi mua

Trén thue té, mic du nhiéu quyét dinh mua chi lién quan dén mot nguoi nhét dinh,
nhung dbi voi nhiéu loai san pham phirc tap va lau bén, nhitng quyét dinh mua thudng
lién qua va chiu sy chi phdi cua nhiéu c4 nhan khac nhau, giit nhimg vai trd va nahr
hudng nhat dinh d6i véi ngudi mua. Ngudi lam marketing can phan biét rd cac dbi twong
chu yéu:

- Nguoi khoi xuéng: 12 ngudi dau tién dé nghi hodc ¢6 ¥ nghi vé mua san pham
hay dich vy ddc thu nao do.

- Nguoi anh hudng: 13 ngudi ma quan diém va 101 khuyén cua ho c6 tac dung quan
trong d6i v6i quyét dinh cudi cung.
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- Nguoi quyét dinh: 12 nguoi dua ra y kién cudi cing vé viéc mua hay khong, lua
chon thi trudng hang cu thé nao.
- Nguoi mua: 13 ngudi thyce hién hanh vi mua sam tai noi ban hang.

- Ngudi sir dung: 13 ngudi tiéu ding truc tiép san phdm hodc dich vu di mua.

Céc nha nghién ctru da nhan thay 4 kiéu hanh vi mua phd bién dva trén su quan
tam cua nguoi tiéu dung va kién thirc vé sdn pham gay anh hudng dén ting nguoi.

a) Hanh vi mua theo théi quen/ Hanh vi mua sim thong thuwong

Day la nhitng mat hang, nguoi ti€u dung mua va tiéu dung thuong xuyén. Ho it
quan tim tim kiém céc thong tin bén ngoai va danh gia cac kha ning thay thé, quyét dinh
mua tr¢ thanh mdt thoi quen thuc sy. Hanh vi nay thuong dugc xdy ra trong cac truong
hop mua cac san pham san xuit hang loat gia ré, biét cac thuong hiéu quan trong va cd
nhiing s thich thi hiéu rd rang vé cac thuong hiéu khac nhau, ho khong phai mat cong
suy nghi va mat thoi gian cho viéc mua.

Trong truong hop nay, hanh vi ctia nguoi tiéu dung khong trai qua trinh ty binh
thudng. Nguoi tiéu dung khong ra stc tim kiém thong tin vé cac nhin hiéu, danh gia cac
dic diém r6i di dén quyét dinh mua. Trai lai, ho thu dong nhan thong tin khi xem truyén
hinh hay cdc muc quang cdo trén bao chi. Sy canh tranh trong quang cdo tao sy quen
thudc chur khong tao sy tin twéng vao nhan hi¢u.

Nhing nguoi 1am marketing nhitng san pham it c6 su tham gia cta ngudi mua va
cac nhan hiéu it khac nhau thay rang hiéu qua nhit 1a sir dung gia ca va cac bién phap
kich thich tiéu thy dé kich thich dung thtr san phdm. Khi quang c4o nén nhan manh mot
vai diém then chdt, cac chién dich quang céo l3p di lap lai trong thoi gian ngin, quang
c&o truyén hinh 1a hiéu qua hon.

b) Hanh vi mua sim phirc tap

Nguoi tiéu ding c6 hanh vi mua sam phire tap khi ho tham gia nhiéu va viéc mua
sam va ¥ thirc rd nhitng khéac biét 10n giita cdc nhan hiéu. Nguoi tiéu dung tham gia nhiéu
trong nhitng truong hop sin pham dit tién, it khi mua, cé nhiéu rii ro, va cé tic dung tu
biéu hién cao. Thong thudng nguoi tiéu ding d6 khong biét nhiéu lim vé loai san phdm
va phai tim hiéu nhiéu.

Ngudi mua d6 s& phai trai qua mot qua trinh hoc tip dé trudc tién 1a xay dung
niém tin vé san pham, roi dén thai do va sau d6 1a tién hanh lya chon hang mot cach than
trong. Nguoi lam marketing mot san phim doi hoi nguoi mua tham gia nhiéu, phai nim
dugc hanh vi, thu thap thong tin va danh gia ctia ngudi tiéu dung. Nguoi lam marketing
can xdy dung nhing chién lwoc nham hd trg ngudi mua tim hiéu nhiing tinh ning cta 16p
san pham d6, tim quan trong twong d6i cta chung va sy danh gia cao vé nhimng tinh chit
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cua nhan hi¢u khéc biét han, sit dung phuong ti€n in an va bai gidi thi¢u dai dé mo ta
nhitng ich lgi ciia nhan hiéu, dong vién nhan vién ban hang ctua cua hang va nhiing nguoi
quen cua ngudi mua dé tac dong dén viéc lya chon nhan hi¢u cudi cung.

¢) Hanh vi mua sam dam bdo hai hoa

Doi khi nguoi tiéu dung tham gia nhiéu vao viéc mua sim, nhung thiy cic nhan
hiéu khong khac nhau nhiéu 1am. Phai tham gia nhiéu ciing chi 1 vi mén hang dé dat
tién, it khi mua va c6 nhiéu rui ro. Trong trudng hop ndy, ngudi mua sé di vong quanh dé
xem c6 nhitng gi dang ban, nhung rdi mua kha nhanh gon, boi vi su khac biét gitra cac
nhén hiéu khong rd rét 1am. Ngudi mua c6 thé phan tng chu yéu 1a theo gia hoi hay diéu
kién mua thuan tién

d) Hanh vi mua sim tim kiém sw da dang

Mot sb tinh hudéng mua sim c6 dic diém 1a nguoi tiéu dung it dé ¥, nhung cac
nhin hiéu khic nhau rat nhidu. Trong truong hop nay, ta thuong thiy ngudi tiéu ding
thay d6i nhin hiéu rit nhiéu lan.

Dbi v6i loai san pham nay, chién luoc marketing khac nhau ddi véi nhitng nhan
hiéu dan dau thi truong va nhimng nhin hiéu thir yéu. Nguoi dan dau thi truong s& cb ging
khuyén khich hanh vi mua sim thong thuong bang cach khéng ché phan 16n khong gian
trung bay hang, khong dé xay ra trudng hop hét hang duy trir va bao trg viéc quang céo
nhic nhd thudng xuyén. Nhitng cong ty thach thie thi khuyén khich tim kiém su da dang
bang cach chao gia thip hon, ky két hop dong, phiéu tién thuong, dua mau hang mién phi
va quang cdo trinh bay ly do nén thtr nhirng thir mai.

4.2.4. Nghién ctru tién trinh quyét dinh mua hang

Tién trinh mua sdm ctia ngudi tiéu ding trai qua 5 giai doan: Y thic nhu cau, tim
kiém thong tin, danh gia cac phuong an, quyét dinh mua va hanh vi hdu mai.

Y thirc Tim Danh gia Quyét Hanh vi
nhu cau kiém cac phuong dinh hau mai
—| thong tin [ an > mua [

Hinh 4.3. M hinh 5 giai doan ciia qu4 trinh mua sim
a) Giai doan 1: Y thirc nhu cau
Qu4 trinh mua sim bat dau tir khi ngudi mua y thie duoc van dé hay nhu ciu.
Ngudi mua cam thiy sy khac biét giita tinh trang thuc té va tinh trang mong mudn. Nhu
cau c6 thé bat ngudn tir nhitng tac nhan kich thich ndi tai hay bén ngoai. Trong trudng
hop dau mot trong nhitng nhu cau thong thudng cta con ngudi nhu do6i, khat, ting dau
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lén mirc ngudng va tro thanh mot niém thoéi thic. Theo nhitng kinh nghiém qua khir
ngudi d6 da biét cach giai quyét niém thoi thuc d6 va dong co ciia nd s& hudng va 1op ddi
tugng c6 kha nang thoa man dugc niém théi thuc do.

Nhu cau c6 thé bit ngudn tir mot tic nhan kich thich bén ngoai. Nguoi lam
Marketing can phat hién ra nhitng hoan canh ggi 1én nhu cau cu thé, sau d6 hoach dinh
chién luoc nham go1 1én sy quan tdm cua nguoi tiéu dung

Vi du : Ban B ¢ trg cach truong 10 cay, ban thuong di xe buyt dén truong vi ban
khong c6 xe may. Nhung thoi gian gan day, ban B con hoc thém tiéng Anh ¢ trung tim
ngoai sau gio hoc ma hién tai chua c6 xe buyt di vao gan khu trung tdm ban hoc. Luc
nay, ban B muén mua xe mdy dé tién cho viéc di hoc & trudng va trung tam. > Y thirc
nhu cdu mua xe may cua ban dugc hinh thanh.

b) Giai doan 2 : Tim kiém théng tin

Ngudi tiéu ding c6 nhu cau bat ddu tim kiém thém théng tin. Mbi quan tim cua
ngudi lam Marketing 12 nhitng ngudn thong tin cht yéu ma ngudi tiéu dung tim kiém va
anh huong tuong ddi cua timg ngudn d6 dén quyét dinh mua sam tiép sau. Cac ngudn
thong tin ctia nguoi tiéu ding c6 thé chia thanh 4 nhom sau:

-Ngudn thong tin c4 nhan: gia dinh, ban bé, hing x6m, ngudi quen

-Ngudn thong tin thuong mai: quang co, nhan vién ban hang, dai 1y, bao bi, trién

lam.

-Ngudn thoéng tin cong cong: cac phuong tién thong tin dai ching, cac to chic
nghién clru nguoi tiéu dung.

-Ngudn thong tin thyc nghiém: s mé, nghién ctru va sir dung thir san pham.

Vi du: Cung ban B & vi du trén, sau khi di c¢6 nhu ciu, ban bt dau tim kiém thong
tin vé& viéc mua xe may. Thong qua gia dinh, ban s€ c6 su cho phép cua bd me, biét dugc
sd tién ma bd me c6 thé chu cdp cho ban trong khoang bao nhiéu. Thong qua cac ngudn
thong tin khac ban biét thém thong tin vé gid ca, cac dich vu di kém, chuong trinh khuyén
mai,...

¢) Giai dogn 3: Danh gia cdac phwong an

Nguoi tiéu ding xtr 1y thong tin vé nhan hi¢u canh tranh, dwa ra phan quyét cubi
cung vé gia tri nhu thé nao. Khong c6 mot qua trinh danh gia nao ding cho moi san pham
va cho moi tinh hudng khi nguoi tiéu ding quyét dinh mua san pham. Ngudi tiéu ding
xem mdi san pham nhu mot tp hop cac thude tinh véi nhitng kha ning dem lai loi ich
tim kiém va thoa mén nhu cau khac nhau. Tinh chit ngudi mua quan tim thay doi tiy
theo san phiam nhu : May anh : d6 phan giai, tdc do chup, kich thudc may va gi ca.
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Vi du: Ban B sau khi da thu thap dugc cac thong tin tur cac nguén thong tin, ban
bat dau tong hop va danh gia, so sanh cac san phdm cac hing nhu san pham cta hing
Dell, hang Lenovo, hang Acer, Vaio,...

d) Giai doan 4: Quyét dinh mua hang

O giai doan danh gia nguoi tiéu dung da hinh thanh s¢ thich ddi voi nhitng nhin
hiéu da lga chon, nguoi tiéu dung céd thé hinh thanh y dinh mua nhan hi¢u vu thich nhét.
Tuy nhién, khi quyét dinh mua hang nguoi tiéu dung thuong trai qua cac giai doan:

Thai do cia
nhiing nguoi
khac

Quyét
dinh mua

Daénh gi4 cac Y dinh
phuong an mua hang

Nhfmg’yéu té
tinh huong bat
ngo

Hinh 4.4. Cac giai doan quyét dinh mua hang

Vi du: Ban B sau khi d3 danh gi4, so sanh cic phuong an, tim ra phuong 4n t6i wu
nhét cho ban B thi ban di dén quyét dinh mua. Tuy nhién, trude khi ban quyét dinh mua,
ban con trai qua hai giai doan nita, d6 14 « thai d6 cua nhimg ngudi khac » - tirc 1a néu
ban cua ban B 1am viéc cho m{t hang may tinh khac v&i may tinh ma ban B da lga chon,
ban ndy ra strc nai ni, thuyét phuc ban B mua may tinh ctia minh, thi lac nay ban B s& cin
nhic va suy nghi lai. Hodc nhiing tinh huéng bat ngd c6 thé 1a ban B tham gia mot
chuong trinh truyén hinh nao d6 va dugc thing giai 1a mot chiée laptop, thi lic nay, ban
B s& khong mua laptop nira.

e) Giai doan 5: Hanh vi hgu mai

Sau khi mua san phdm, ngudi tiéu dung cam thiy hai 10ng hay khong hai long ¢
mot mirc do nao do. Nguoi ti€u dung cling s€ c6 nhitng hanh dong sau khi mua va nhiing
céch sir dung san pham dang ké cho ngudi lam Marketing quan tam. Cong viéc ciia nguoi
lam Marketing chua két thuc khi san pham da dugc mua ma con tiép tuc ca trong thoi ky
sau khi mua.

Vi du: néu sau khi ban B d3 quyét dinh mua chiéc laptop, ban ding san phdm va
cam théy khong hai long vé sén phém hodc dich vu, ban s& ké lai cho céc ban khéac va khi
ddng tinh, cac ban cta ban s& khong mua san pham d6 nita hodc khong mua ¢ noi ban B
da mua nira.
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4.3. THI TRUONG VA HANH VI MUA TO CHUC
4.3.1. Thi trwong va hanh vi mua ciia cac doanh nghiép san xuat
a) Dic diém thi trwong Doanh nghiép sin xudt

o Khdi niém: Thi trudng cic doanh nghiép san xuit bao gdm tat ca cac cd nhin
va td chirc mua sim hang hoéa dich vy dé su dung vao viéc san Xuét ra hang hoa khac dé
ban, cho thué hay cung ing cho ngudi khac nhu: Nong 1dm ngu nghiép; cong nghiép khai
khoang; xdy dung; cong nghiép ché bién; giao thong van tai; thong tin lién lac; cong trinh
cong cong; ngan hang; tai chinh bao hiém; dich vu,...

o Cdc ddc trung co ban ciia thi trwong doanh nghiép san xudt

- Quy md thi trudng, danh muc hang hoa khéi luong tién té 16n hon nhiéu so véi
thi truong hang ti€u dung

- Trén thi truong tu lidu san xuat, ngudi mua c6 sd lwong it nhung hang héa mua
nhiéu hon so v&i thi truong ngudi tiéu ding. Thong thuong cac doanh nghiép san xuét
c6 tinh tap trung theo ving dia 1y, cdu vé thi trudng ndy mang tinh thir phat va c6 do co
gidin vé gia thap, nghia la tong ciu it bi thay doi.

- Cau vé hang tu lidu san xuét thuong bién dong manh.

b) Hanh vi mua cia cdc Doanh nghiép sin xuit

Nhing nguoi tham gia vao thi trudng mua sam tu lidu san xuat mang tinh chuyén
nghiép. S6 lugng hang tu liéu san xuit trong mdi 1an mua sdm phu thudc vao tinh hubng
mua. Cin ¢ vao tinh chat ciia viéc mua, khéi lwgng thong tin mua va cac dang thong tin
can thiét, s6 luong cia nhitng lya chon dugc ngudi mua xem xét.

Céc dang chinh cta viéc mua sam tu liéu san xuét:

o Mua Idp lai khéng c6 sw thay doi

La tinh huéng nguoi dugc giao nhi€ém vu mua hang thuc hién cac don dat hang cé
tinh chét 1ap lai khong can ¢6 su diéu chinh, stra doi trong 1An mua.

o Mua ldp lai ¢é sy thay doi

La tinh huéng ngudi mua dua ra nhimg don dit hang 1ap lai, nhung c6 yéu cau
diéu chinh thay doi lién quan t6i quy céch, tinh ndng ctia hang hoa, gi4 ca va nhiing diéu
kién cung tmg khac; ké ca viéc thay doi ngudi cung tng.

e Mua cho nhu cau méi

Nhiém vu méi trong san xuat budc doanh nghiép phai mua sam lan dau nhiing tu
lidu san xuat va dich vu can thiét. Trong tinh huéng mua méi, ngudi mua can phai thu
thap mot khdi lugng thong tin 16n vé céc san phém va cac nha cung tng. Gia tri cua mat
hang hay chi phi mua sim va mirc do rii ro cang cao thi sé ngudi tham gia vao qua trinh
thu thap thong tin va quyét dinh mua cang dong.
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Nhiing théng tin ma ngudi mua dic biét quan tim gém: dic tinh k¥ thuat ciia san
pham, gia ca, diéu kién va thoi gian giao hang, diéu kién thanh toan, cac dich vu sau khi
bén,... cia cac nha cung tmg. Nhitng nd lyc marketing ctia cac doanh nghiép cung tmg
thuong tap trung vao céc khau ban hang truc tiép, cung cép dich vu thong tin va hd tro
qué trinh str dung san pham khi ban.

¢) Nhiing ngwoi tham gia vao qud trinh mua

e  Nguoi st dung

La ngudi st dung tu lidu san xuét, trong nhidu truong hop ho déng vai tro 1a nguoi
khoi xuwéng nhu cau vé tu lidu san xuat cdn mua sam.

e  Nguoi anh huong

La nhitng ngudi c6 anh huong dén cac quyét dinh mua sam. Ho thudng giit cac
nhiém vu quan trong nhu: xéc dinh ddc tinh k¥ thuat cta tu liéu san Xuét, cung cép thong
tin, danh gia lya chon, kha ning sir dung thay thé cac mat hang. Cac chuyén gia, chuyén
vién ky thuat 1a thanh vién quan trong nhat ciia nhém nay.

e Nguoi quyét dinh

La nhitng ngudi dong vai trd quyét dinh viéc lua chon mat hang 1a nhimg ngudi
cung mg ho 14 nhimg ngudi c6 tham quyén cia to chirc mua.

e  Nguwoi mua

La nhiing nguoi truc tiép lam nhi€m vu giao dich, mua sam tu liéu san xuét. Ho gilr vai
trd quan trong trong viéc lya chon dia diém ban hang, céac diéu kién lién quan thoi han giao
hang va phuong thirc thanh toan. V&i nhiing tur lidu san xuét quan trong, ké hoach hoat dong
ctia ngudi mua phai duoc nhitng ngudi quyét dinh ¢6 tham quyén phé duyét.

d) Cic yéu t6 anh hwong dén quyét dinh mua ciia doanh nghiép sin xudt

Nhirng ngudi mua 1a doanh nghiép san xuat chiu sy chi phdi cta nhiéu yéu tb khi
dua ra cac quyét dinh mua. Mot s6 nguoi 1am marketing chu trong dén nhiing yéu t6 kinh
té nhu: nha cung cdp nao chio hang voi gia thdp nhét, hodc chao ban san phdm nao tot
nhat hodc nhiing dich vu nao hoan hio nhat. Quan diém nay cho rang nhitng nguoi lam
marketing san xuat nén tap trung vao viéc dap Gmg nhimng loi ich kinh té cho cac doanh
nghiép mua tu li¢u san XUuét.

Nguoi 1am marketing khac thi coi trong nhitng yéu td c4 nhan trong cac tinh
huéng mua nhu thién chi ctia ngudi mua, sy chu déo hay an toan trong khi mua.
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Mobi truong -
To chire —
Quan h¢ Ca
nhan C4 nhan
Yhp i Tudi tac
Trién vong kinh té Thu nha
Gia tri dong tién Muc tiéu . o u nhap -
Cac didu kién cung | Chinh sach Quyén the ocvan Nguoi
cap ' Thu tuc biavi Vi tri cong tic | Mua TLSX
Téc do thay déi | Cochutochie | Jwdongeam | Nhancach
cong nghé Hé théng Suc  thuyet | Thai do doi
N A A ' huc vai rui ro
Nhiing phat trién vé phu Van hoa
chinh tr1 va luat
phap
Su phéat trién canh
tranh

Hinh 4.5: Cac yéu t6 anh hwéng dén quyét dinh mua ciia doanh nghiép san xuét

Céc doanh nghiép mua tu liéu san xut thuong dap Gmg véi tit ca nhiing yéu t6
kinh té 14n nhitng yéu t6 c4 nhan. Trong nhimng truong hop san pham ciia nhitng nguoi
cung mg twong tu nhu nhau, tic 13 c6 thé dap ung nhu cau cua nguoi mua ¢ mic do
gidng nhau, ngudi mua tu lidu san xudt thuong cé xu hudng chi trong dén cach cu xir ca
nhan hon. Trong truong hop ma cac san phém canh tranh c6 su khac biét co ban, cac
doanh nghiép mua tu li¢u san Xuét phai chiu trach nhiém vé su lya chon ciia minh hon,
ho c6 chiéu huéng quan tim hon dén nhing yéu t6 kinh té.

e (Cdc yéu to moi truong

Céc doanh nghiép mua tu liéu san xuat chiu anh hudng sau ddm caa nhimg yéu t6
thuoc moi truong kinh té hién tai va tuong lai, nhu mirc ciu co ban, trién vong kinh té va
gia tri cua dong tién. Khi mirc do khong on dinh cua kinh té ting 1én, cac doanh nghiép
mua tu liéu san xudt c6 xu huéng thu hep dau tu méi vé day chuyén cong nghé, thiét bi
va tim cach giam bét muc ton kho cua minh lai. Trong nhitng hoan canh nhu vy, nhiing
ngudi 1am marketing tu lidu san xuét chi c¢6 thé kich thich viéc dau tu thém ¢ muc do rat
han ché.

Ngoai ra, cic doanh nghiép mua tu liéu san xuat cling chiu nhitng tac dong cia su
phat trién cong nghé, chinh tri va canh tranh. Nhitng ngudi 1am marketing tu liéu san xuét
phai tién lidu nhitng yéu to dy, xac dinh xem chiing s& tic dong dén ngudi mua ra sao va
b gang bién chiing thanh nhiing co hoi kinh doanh.
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e Cdc yeu to to chirc

Nhiing t6 chirc mua tu liéu san xuét déu co nhitng muc tiéu, chinh séach, thu tuc, co
cAu to chuc va cac hé théng riéng cia minh. Nguoi lam marketing tu liéu san xuit phai
¢ gang tim hiéu chiing. Ho cin biét nhiing ai tham gia vao quyét dinh mua cta doanh
nghiép? Nhiing tiéu chuan danh gia cta ho 1a gi? Céc chinh sach va han ché cta doanh
nghiép d6i voi ngudi mua nhu thé nao? Co mét sé xu hudng phd bién hién nay trong to
chtrc linh vic mua tu lidu san xuat ma nhimg ngudi lam marketing tu liéu san xudt can
luu y:

Tang cwong va hoan thién bg phdn cung vmg. Thudng thi bo phan cung tng chiém
vi tri thap trong cdp bac quan tri clia cac doanh nghiép. Gan diy do sirc ép cua canh
tranh, nhiéu doanh nghiép di nhan thirc ddy du hon tam quan trong va vai trd ctia bo phan
cung Ung nén da tang cuong, hoan thién bg phén nay lén. Tur vai trdo mot bd phan cung
ung theo kiéu ci, chi chu trong dén viéc mua duoc ré nhat thanh bo phan mua sam co
nhiém vy tim kiém gia tri tt nhat tir sb nguoi cung cap it hon nhung t6t hon.

Cung iing tdp trung. Trong cac cong ty co nhiéu chi nhanh, thay vi cung tng riéng
1 tai cac chi nhanh do nhu cu ctia chung ¢ khac nhau, thi nay ngudi ta chii trong viée
cung tmg tap trung hon. Ngoai trir mot sd it cac yéu t6 san xuat dic thu sé mua tai chi
nhanh néu & d6 c¢6 thé ky duoc hop dong mua tét hon, con thi hau hét cong viéc mua do
cong ty dam nhan. N6i chung viéc cung tmg tap trung s& tiét kiém duoc nhiéu hon cho
cong ty, nhung ciing doi hoi nhitng ngudi cung tmg c6 trinh d gioi hon va nd lyc lap ké
hoach marketing cao hon.

Hop dong dai han. Trong truong hop c6 nhitng ngudi cung cap tin cdy, ngudi mua
tu liéu san xuat thuong chon hinh thirc mua theo hop dong dai han dé chu dong vé ngudn
cung ung néu nhitng diéu kién cung cap dap ung duoc yéu cdu mua cia ho.

o C(Cdc yéu to quan hé ca nhan

C6 nhiéu nguoi tham gia vao qué trinh mua sam ciia doanh nghiép san xuat véi
nhirng chirc vy, thim quyén, sy dong cam va sirc thuyét phuc khac nhau. Mdi nguoi déu
¢6 kha ning tac dong dén nguoi khac va chiu sy anh huong tro lai ciia ho. Pay 1a nhom
yéu t6 rat kho kiém soat, vi trong nhiéu trudng hop, ngudi lam marketing tu lidu san xuat
s& khong biét duoc nhimng bién dong vé hanh vi tap thé nao xay ra trong sudt tién trinh
mua sam, mac di ho c¢6 thé co dugc diy di théng tin vé nhan cach va nhitng yéu té quan
hé c4 nhéan cia nhitng ngudi tham gia mua sam.

e Cac yeéu to ca nhdn

Mbi ngudi co tham gia trong tién trinh quyét dinh mua déu c6 nhiing dong co,
nhén thuce, xu hudng riéng cua riéng hg. Nhiing diéu nay chiu anh huong bdi cac yéu to
nhu tudi tac, thu nhap, trinh d¢ hoc van, bang cap chuyén mon, cé tinh, thai d¢ doi voi rii
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ro va van hoa ctia nguoi tham gia, va do dé hinh thanh nén nhitng phong cadch mua khéc
nhau cua nhiing ngudi mua.

Tom lai, nhitng ngudi lam marketing tu liéu san xuat phai biét 5 nhimg khach
hang ctia minh va diéu chinh chinh sach cho pht hgp véi cac anh hudng clia méi truong,
t6 chirc, quan hé ca nhan va anh hudng ca nhan d6i véi cac tinh hudng mua.

e) Cic budc giai doan ciia tién trinh mua

Mot tién trinh mua tu liéu san xuat hoan chinh bao gém 8 giai doan co ban sau

Giai dogn 1: Nhén thivc vin dé

Tién trinh mua duoc bat dau tir liic ai d6 trong doanh nghiép ¥ thirc dwoc van dé,
hay yéu cdu can phai mua sim tu liéu san xudt va nhan thirc nay 1a két qua cua kich thich
bén trong hodc bén ngoai cu thé theo bang 4.1:

Nhirng kich thich bén trong Nhirng kich thich bén ngoai
- Quyét dinh san xuat san pham méi ca | - Tac dong chio hang cia nhiing
doanh nghiép lam nay sinh nhu cau vé | ngudi cung Ung qua trién 1dm, quang
nguyén vat li¢u, thiét bi méi. cdo va nhiing hinh thirc khac lam nay
- Do6i méi tai san c¢b dinh sinh y tuéng mai cho doanh nghiép.
- Thay dbi nhitng ngudi cung Gng mdi, | - Y tuéng méi xuit phat tir doi tha

khi phat hién nhiing loi thé vé gia ca chénh | canh tranh.

1€ch vat tu ... so véi ngudi cung ing cil.

Bang 4.1: Cac nhom yéu t6 anh hwéng téi nhin thirc nhu ciu cia
khach hang té chirc

Giai doan 2: M6 ti khdi qudt nhu ciu

Vi céc tu lidu san xuét dd duoc tiéu chuin hoa cao, viéc mo ta khai quat khong
gip khé khan. Nhimg tu lidu san xuat phirc tap, gia tri 16n thi viéc mo ta nhu cau thuong
co su tham gia cia nhiéu thanh vién lién quan dén viéc st dung va danh gia hi¢u suit cua
tu liéu san xudt d6 nhu ky su, chuyén gia k¥ thut, nguoi st dung,... Ho cin phai nghién
ctru xép hang céc chi tiéu theo tim quan trong ctia chung ddi v6i viée san xuét san pham
va hiéu qua kinh té.

Cac chi tiéu xép hang bao gém: dd tin cdy, do chinh x4c, gid cd va nhiing ti€u
chuén khac lién quan dén viéc mua va st dung tu li€u san xuét cho nhu cau san xuét.

Trong budc ndy ngudi mua tu liéu san xut co nhu cau rat 16n vé cac thong tin lién
quan dén hang hoa, vi viy vai trd clia ngudi chao hang can tan tinh, trung thuc gitp d&
ngudi mua, xac dinh nhanh chéng va chinh xac nhu ciu.

Giai dogn 3: Pdnh gid cdc dic tinh tw liéu sin xudt

Vi¢c danh gié tu li€u san xuét duogc thue hién béi cac chuyén gia k¥ thuat do ban
lanh dao cua doanh nghi¢p quyét dinh. Nhiém vu cua ho 1a phéan tich gia tri dé xac dinh
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vu thé ciia tu liéu san xuat. Trong qua trinh phén tich, ngudi mua tu lidu san xuat can tap
trung cac van dé chinh sau

- Nhitng gia tri ma tu liéu san xuat c6 thé dem lai cho ngudi sir dung.

- Tuong quan giita chi phi do viéc st dung tu liéu san xuat va tu lidu san xuit dem
lai.

- Mirc d6 tuong tng giita nhu cau sir dung va cac dic tinh cua tu liéu san xuat.

- Loai hang héa nao dap ing day du cac yéu cau sir dung tu liéu san xuat.

- C6 thé tu san xuét tu liéu san xuét can st dung dugc khong.

- Tim nguoi cung tmg nao 14 tot nhét.

- C6 ngudi mua nao mua duoc tu liéu san xut véi gia ma cac nha cung Gmg chao
hang?

Vi vdy ma cac nha marketing phai cin cir vao d6 dé dinh vi san phdm ctia minh
trén thi truong tu li¢u san XUuAt.

Giai doan 4: Tim kiém nguwoi cung irng

Giai doan nay cAn nguoi mua tu lidu san xuat can phat hién ra nguoi cung ung
thich hop nhat trén co so ngudn thong tin co ban l:

- C4c 4n pham thuong mai, quang céo, trién 1dm, qua mang internet, tiép xuc voi
nguoi cung ung, thong tin ndi ba.

Két qua viéc phan tich 1a xép hang cac nha cung tmg: Tuy vao viéc chon loai tu
lidu san xuat ma cac tiéu chudn lién quan dén viéc Iya chon nha cung cip duoc sip xép
theo thtr ty khac nhau dé xép hang.

Giai doan 5: Yéu cau chao hang

Giai doan nay doanh nghiép mua tu liéu san xuat s& moi cac nha cung tng thudc
dién duoc chon truc tiép chao hang. Ngudi mua s& so sanh tiéu chudn ma ho yéu cau vé
tu liéu san xudt voi nhitng tiéu chudn ma nguoi chao hang dua ra dé quyét dinh chon
nguoi cung Ung.

Céc hinh thirc chao hang ma ngudi mua yéu cau thong thuong 1a giri cataloge, moi
cac dai dién gioi thi€u truc tiép, ... & budc nay doi hoi cac nha marketing cia doanh
nghiép cung g phai khéo 1éo trong viéc gidi thi¢u hang hoa ciia doanh nghiép, tao cho
doanh nghiép cung tng loi thé canh tranh trong viéc tim kiém khach hang.

Giai doan 6: Lwa chon nha cung wng

Giai doan nay céac thanh vién cua trung tdim mua s€ nghién clru ky ludng cac ban
chao hang va chon ngudi cung ung. Ho khong chi phan tich, xem xét nang luc ky thuat,
ma con cé kha nang thyc hi¢n hop déng va dich vu sau khi ban ctia cac doanh nghiép
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cung Ung dang canh tranh véi nhau khong. Thong thuong cac thanh vién cua trung tdm
mua thudng quan tim lya chon dé danh gia vé:

- Tiéu chuan hiéu suit;

- Tiéu chuan kinh té (gié ca, chi phi...);

- Tiéu chuén thich hop (thuan tién trong viéc mua);

- Tiéu chuan phép 1y (nhing rang budc vé phap luat);

Ciing c6 nhiéu doanh nghiép mua tu liéu san xudt chon nhiéu nha cung tng dé
tranh sy 1€ thudc va rui ro trong vi¢c mua sam.

Giai doan 7: Lam thu tuc dat hang

O giai doan nay nguoi mua thyc hién cac thi tuc dat hang véi nguoi ban. Cong
viéc nay do nhan vién mua hang chuyén nghiép cung véi cac dai dién ban chuyén nghiép
trao doi va ky két cac hop dong mua ban theo nhiing ky han. Hai bén cing thoa thuan va
cu thé hoa céc diéu kién va yéu ciu lién quan dén viéc mua ban nhu: sb lugng, quy cach,
phém chét, gid c4, danh myc hang, cac loai dich vy, thoi han giao hang va phuong thuc
thanh toan.

Giai doan 8: Danh gia viéc thuc hién

Giai doan nay ngudi mua tién hanh xem xét viéc thuc hién cia bén ban. Bé duy tri
dugc khach mua cho nhirng hop dong tiép theo, ngudi ban phai biét duge muc do hai
long cia ngudi mua vé cac hoat dong mua ban ma hai bén da ky két va thuc hién.

4.3.2. Thi trwong va hanh mua ciia té chirc thwong mai

a) Pic diém ciia té chirc thwong mai

Thi trudng cac t chirc thuong mai hay con goi 1a thi truong ngudi ban buén trung
gian 13 tdp hop nhiing c4 nhan va t6 chirc mua hang dé ban lai hay cho ngudi tiéu dung
khac thué dé kiém 10i.

Nhing nguoi ban budn trung gian mua hang dé ban lai ciing nhu hang va dich vu
can thiét dé dam bao cho doanh nghiép ctia minh hoat dong lién tyc. Khi mua hang cho
minh nhiing ngudi budn ban trung gian déng vai trdo nhu ngudi san xuat. Trong trudng
hop nay ta chi giéi han ¢ viéc xem xét viéc mua hang dé ban lai.

b) Quyét dinh mua hang ciia nhitng ngwoi buén bdn trung gian

Twong tu nhu cac t6 chirc khac ngudi ban budn trung gian phai lwa chon mua hang
clia ngudi cung Ung ndo, gia ca ra sao va theo nhimng diéu kién nao. Ngoai ra, ho con phai
thong qua nhimng quyét dinh s& kinh doanh nhiing chung loai hang hoéa ndo. D6 1a quyét
dinh quan trong nhét vi n6 xac dinh vi tri ctia nguoi ban budn trung gian trén thi truong.

¢) Nhitng nguwoi tham gia vao qud trinh mua hang ciia cdc té chivc thwong mai
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Ai mua hang nhan danh t6 chirc ban si va ban 1¢ ? O nhiing doanh nghiép gia dinh
nhoé nguoi chu truc tiép lya chon va mua hang. O nhitng doanh nghiép 16n thi viéc mua
hang 1a chirc ndng cta nhitng nguodi chuyén trach lam viéc nay. Céac cura hang bach hoa
siéu thi cac nha ban si va cac co quan khac thuc hién viéc mua hang theo nhiing cach
khac nhau.

d) Cic yéu té anh huéng dén qud trinh mua ciia té chive thwong mai

Nhing ngudi ban budn trung gian ciing chiu dnh huéng cia cac nhan t6 nhu : moi
truong xung quanh, nhimg dic diém cta to chirc, quan hé ca nhan vé nhing dic diém cia
ca nhan.

4.3.3. Thi treong va hanh vi mua ciia cac to chire, co quan Nha nuéc

a) Diic diém thi trwong cdc té chive, co quan nha nwéc

Thi trudng cac to chirc, co quan nha nude bao gdm nhig t6 chirc cia Chinh phu
cling cac co quan dia phuong mua hay thué nhitng mat hang can thiét cho ho dé thyc hién
nhirng chirc ning co ban cta minh theo sy phan cong cua chinh quyén.

b) Quyét dinh mua ciia thi trwong cdc to chitc Nha nwéc

Viéc mua hang nhan danh cac co quan Nha nudc bao gdm rat nhiéu chung loai
hang dich vu ma theo ¥ kién nhitng ngudi tuyén chon can thiét dé dat duoc nhitng muc
tiéu dé ra cho dat nudc. Ho mua nhitng may bay, cc tic pham diéu khic, bang viét cho
16p hoc, dd g0, dd dung v¢ sinh, quén 40,... $b lugng mat hang rat 16n cho d6 khi mua
hang cac co quan Nha nudc phai thong qua cac quyét dinh sau: mua bao nhiéu; ¢ dau; gia
nao va phai yéu cau kém theo nhiing dich vu nao.

¢) Nhitng nguoi tham gia vao qud trinh mua ciia cdc té chive nha nwéc

Viéc mua hang thuong do cac bd phan chuyén trach hodc ki€ém nhi¢ém cua chinh
cac t6 chic co quan nha nuéc dam nhiém theo trach nhiém va quyén han da dugc nha
nude quy dinh. Nha nudc tir trung wong dén dia phuwong, dam nhiém cac chirc ning xa
hoi giao pho cho ho, gdm céc to chirc dan cu (cac BO, ban nganh, t6 chirc hanh chinh cac
cép), cac cap quéan su (B6 Qudc phong, Binh chiing, Quan chiing va T6 chirc quéan sy cao
cip), cac trudng hoc, bénh vién,...

d) Cdc yéu té anh hwéng chii yéu dén qud trinh mua hang cia cdc té chire, co
quan nha nwoc

Nhirng ngudi mua hang ciia co quan nha nudc chiu anh huéng cia cac yéu té moi
truong xung quanh, nhitng dic diém cua t6 chirc, quan hé cac nhan va nhiing dic diém ca
nhan. Diéu ndi bat trong trong viéc mua sam cia to chirc nha nude 1a ngudi mua, to chirc
mua bi giam sit chit ché boi ca to chirc 13n cong chung. Nhing t6 chtrc lam nhiém vu
thanh tra gdm: sy giam sat cua Qudc hoi, ciia Thanh tra chinh phi, co quan Kiém toan
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nha nude, cong ching va cac to chirc ciia ho cling ¢6 quyén han rat 16n trong viéc gidm
sat nay.

Dé thuén loi cho viée kiém tra, giam sat nén viéc mua sdm cua nhting ngudi nhan
danh cic t6 chitc nha nudc phai thuc hién rat nhiéu thi tuc gidy t& va cac nguyén tic
hanh chinh phrc tap vi vay nguoi ban nén giir thai do chap thuan.

e) Qud trinh mua

Viéc mua sim cta cac co quan Nha nudc dugc thuc hi¢n béng hai con duong chu
yéu: Phuong phap ddu thau cong khai hay phuong phap hop dong ky két theo cac két
qua thuong lugng.

Khi thyc hién phuong thire déu thau cong khai, cac to chirc mua ciia nha nude yéu
cau nhitng ngudi cung tng c6 trinh d6 chuyén mon giri don chao hang, mé ta chi tiét noi
dung mua ban va cac diéu kién giao dich. Hop dong thudng dugc trao cho nhitng ngudi
¢ gia chao hang thap nhit. Trong trudng hop nay ngudi cung tng phai can nhic kha
ning dap Gmg cac yéu cau ciia ngudi mua vé hang hoa bao gdm: nhitng yéu cau vé dic
tinh k¥ thuat, yéu cau vé chiao hang dé thing trong truong hop dau thau.

Khi sir dung phuong phap hop dong theo cac két qua thuong luong, t6 chirc mua
1a nha nudc thudng lam viéc voi mot hay nhidu doanh nghiép va tién hanh thwong luong
tryc tiép dé ky hop dong voi mot doanh nghiép trong s6 d6 theo cac diéu kién da duoc
hai bén nhét tri. Phuong phap nay thuong duoc sir dung cho nhitng du 4n phrc tap, doi
hoi chi phi 10n vé nhu cu, thiét ké, thir nghiém va mirc do rui ro cao. Viéc thi hanh hop
dong duoc kiém soat thuong xuyén va trong trudng hop cung tng thu duoc loi nhuén qua
murc thi hop dong c6 thé xem xét lai. Nhiéu doanh nghiép cung tmg hang cho cac to chirc
cia Chinh phu do mét s nguyén nhan di khong dap ung duoc nguyén tic marketing
trong hoat dong ctia minh. Vi cho rang tong chi phi cho cac co quan nha nudc do cac
quan chirc dan cir xac dinh, mua sdm chi tdp trung vao van d& gia ca, vi thé nén ngay
cang c6 nhiéu doanh nghiép bat dau thanh 1ap nhitng bd phan chuyén trach marketing,
chiu trach nhiém vé cong tac cung tmg cho céc co quan nha nudc.

CAU HOI THAO LUAN

Cau 1. Cac yéu td van hoa, xa hdi , ca nhan, tim Iy anh hudéng nhu thé nao dén
céc diac diém cua ngudi tiéu dung Viét Nam? Lay vi du minh hoa

Céu 2. Trinh bay qua trinh ra quyét dinh mua hang ctia ban ddi voi san pham cu
thé phu vu cho nhu cu hoc tap. Theo ban nha Marketing c6 thé 1am gi dé rit ngén thoi
gian tim kiém thong tin ctia ban d6i véi truong hop mua hang trén?

Cau 3. Chi 1 su khac biét co ban trong qua trinh thong qua quyét dinh mua hang
ctia khach hang 1 ngudi tiéu dung, cac khach hang 1a doanh nghiép san xut, cac khach
hang 1a doanh nghiép kinh doanh thuong mai, cac to chirc khac?
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Cau 4: Vai tro ciia nghién cru nguoi tiéu ding trong trién khai chién luoc
markeitng?

Céu 5: Chi ra 5 yéu t6 anh huong dén co cu co ban, dac diém ho gia dinh?

BAI TAP UNG DUNG

Céau 1: Tinh huong: Quyét dinh mua ctia ngudi tiéu ding

Hai vo chong anh X lam viéc tai Cong ty ABC. Cong ty anh va kha nhiéu ban bé
déu da sdm 6 t6, anh X da dé xudt v&i vo viée st dung tién tich iy duogc dé sim mot
chiéc 6 t6. Von tinh tiéu xai chac chin, luc dau vo anh khong déng ¥ nhung cubi ciing rdi
vo anh ciing dong y nhung véi didu kién 14 chiée xe d6 khong duoc qua 20.000 USD.

Sau mot thoi gian tim hiéu thong tin tir ban be, 1én mang, thir bay nao ciing mua to
béo Tudi Tré chi dé xem muc rao vit mua ban 6 to, anh théy rﬁng véi s6 tién d6 hoic 1a
mua xe m6i Han Qubc con néu mua xe Nhat 4t 1a phai mua xe second hand. Trong diéu
kién ngan sach c6 han nhung van mudn thé hién, anh quyét dinh mua xe cii cua Nhat.
Nhung kho ndi, Pa Nang khong c6 xe nao vira y ca. Thé 13, anh ciing mot ngudi ban lam
nghé tai xé vao tp Hd Chi Minh tim mua xe. Sau nim ngay mét moi ¢ tp HCM, c6 xe anh
thich thi ban anh ché, c6 xe ban anh bao mua dugc thi anh lai khong du tién. Cubi cung,
ho cling lya chon va mua dugc mot chiéc xe second hand hiéu Toyota san xuét cach day
3 ndm nhung da vudng phai mdt tai nan nghiém trong trudc d6 nén gia ré. Pa mot ndm
10i nhung anh van chua 1ai xe thanh thao, hién nay va c6 18& trong twong lai ciing xa nita,
con trai cia anh méi 1a ngudi dung xe chi yéu. Tuy vay, anh rat hai 1ong véi chiée xe
sam dugc va con bao rang, vai bira nita s& doi chiéc Toyota khac dit hon.

Cau héi:

1. Nhirng nhan té vin hoa, x3 hoi, ca nhan va dong co tdm 1y nao c6 anh hudng
dén hanh vi mua?

2. Trong viéc mua 0 t6 cua anh X, c¢6 nhiing ai tham gia, ho dong nhiing vai tro
nao trong hanh vi mua nay?

3. Qua trinh mua cta anh X dugc thuc hién qua nhitng giai doan nao?

Cau 2: Nhiing thay doi vé quy md gia dinh hién nay & Viét Nam da toi nhiing co
hoéi gi cho cac nha lam Marketing & Viét Nam? Cho vi du cu thé?

Céu 3: Nguoi dan Ha Noi c6 thoi quen chdng nang bang cac san pham lam tir
cotton hodc cac chat lidu nhe, thoang, mat. Ngudi dan TP HO Chi Minh lai quen dung do
1am tir chat liéu Jean dé chdng nang. Yéu t6 nao da anh hudong dén théi quen tiéu dung

cua ho?
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Chuong 5
MARKETING MUC TIEU CUA DOANH NGHIEP
MUC PiCH CUA CHUONG:

Sau khi nghién ctru va hoc tdp chuong ndy, sinh vién can nim duogc

- Khai niém, y nghia cia marketing muc tiéu (Marketing S.T.P) dbi v6i doanh
nghiép

- Khai niém phan doan thi truong, cic yéu cau va cac tiéu thirc chil yéu trong phan
doan thi truong

- Pic diém thi truong muc ti€u va cac chién lugc dap ung thi truong muyc tiéu

- Su can thiét va ban chit cua dinh vi thi truong, cac hoat dong trong tdm va cac
budc ciia tién trinh dinh vi.

- Cac bd phan cAu thanh Marketing mix

NOQI DUNG CHUONG

5.1. KHAI NIEM VA Y NGHIA CUA MARKETING MUC TIEU
(MARKETING S.T.P) POI VOI QUAN TRI DOANH NGHIEP

5.1.1. Khai niém va quy trinh Marketing S.T.P ciia doanh nghi¢p

a) Khadi niém

Marketing muc tiéu (Marketing S.T.P viét tit ciia Marketing Segmentation.
Market Targeting. Positioning) 1a viéc phan doan thi truong (Segmentation), chon thi
truong muc tiéu (Market Targeting) va chién lugce dinh vi (Positioning).

b) Quy trinh Marketing S.T.P ciia doanh nghiép

Thuc hién Marketing S.T.P phai trai qua 3 giai doan, goi tat 1a cong thirc “S.T.P”

Buwdéc 1: Phan doan thi truwong (Segmentation)

Nhiém vu ctia phan doan thi truong la chia thi truong téng thé thanh cac nhém
(doan, khuc) khach hang theo nhiing co s& da chon. Van dé quan tam cua budc nay la lya
chon dugc cac co s¢ phan doan, sao cho cac doan thi truong da xac dinh phai ham chira
dugc nhitng dac diém cia ngudi mua, gan lién véi nhitng doi hdi vé san pham va céac
hoat dong marketing khéc.

Buwdéc 2: Lwa chon thi trwong muc tiéu (Market Targeting)

Trong budc nay, doanh nghi¢p phai tra 161 dugc hai cau hdi co ban:

- Chon nhom khéch hang (doan thi truong) nao?

- Chon bao nhiéu doan 1am thi trudng muc tiéu/ thi truong trong diém.
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Buwdéc 3: Dinh vi thi truong (Positioning)

Dinh vi thi truong hay con goi 1a “xac dinh vi thé thi truong” bao gf’)m nhirng hoat
dong marketing mang tinh chat chién lugc nham tim kiém, tao dung va tuyén truyén
nhiing loi ich dic biét ma doanh nghiép cung tmg cho thi truong muyc tiéu. Dinh vi tdt thi
san pham ctia doanh nghiép s& c6 dwoc mot hinh anh 16 rang co gia tri trong tam tri cua
khach hang muyc ti€u. Pinh vi thi trudong giip cho doanh nghiép tim kiém duoc vi tri rat
t6t trén thi truong ngay ca khi ho khong phai 1a ngudi cung ting duy nhat.

Phan doan thi

trwong

1. Xac dinh cac

can cu phan doan

va tién hanh phan

doan thi truong

2. Xac dinh dac

diém coa timg

doan thi truong da

duoc xac dinh

Chon thi truong
muc tiéu

1. Banh gid muc
d6 hap din cua
tung doan  thi
truong

2. Chon mdt hoac
mot vai doan lam
thi truong muc
ti€u

Dinh vi thi
truong

1. Xéc dinh vi thé
¢ tung doan thi
truong muc tiéu
2. Xay dung
chuong trinh
Marketing-mix
cho thi truong
muc tiéu

Hinh 5.1. Nhirng buéc co ban cia tién trinh S.T.P

5.1.2. Y nghia ciia Marketing S.T.P ddi véi quén tri doanh nghiép

Marketing S.T.P giup doanh nghi¢p lwa chon dung thi truong, xdy dung cho doanh
nghiép va san pham cia doanh nghiép mot hinh anh riéng, & nét, gy an tuong va nhat
quan trén nhing thi trudng da chon, dé ngudn lyc cua doanh nghiép dugc khai thac mot
cach co6 hiéu qua nhét, thoéa méan duge nhu cdu va udc mudn cua khach hang va c6 kha
nang canh tranh.

5.2. PHAN POAN THI TRUONG

5.2.1. Khai niém phan doan thi trudng va doan thi truong

Phéan doan thi truong 14 qué trinh phéan chia thi trudng téng thé thanh cic nhom
nhé hon trén co s& nhiing diém khac biét vé nhu cu, udc mudn va cac dic diém trong
hanh vi.

Poan thi truong 12 mot nhom khach hang trong thi trudng tong thé c¢6 doi hoi
(phan tmg) nhu nhau dbi véi ciing mot tap hop cac kich thich marketing.

Nhimng khach hang trong ciing mot doan s& c¢6 nhiing dic tinh chung (nhu cau,
wdc mudn, thoi quen mua hang, sirc mua) hodc phan tng gidng nhau trudc cing mot kich
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thich marketing. Phai c6 nhiing chuong trinh marketing riéng cho tung doan thi truong
do.
5.2.2. Yéu ciu ciia phan doan thi truong

Phan doan thi truong nham gitp doanh nghiép xac dinh nhitng doan thi truong
muyc tiéu hay thi truong trong diém dat hiéu qua kinh doanh cao. Doan thi truong c6 hi¢u
qua duoc hiéu 13 mot nhom cac khach hang ma doanh nghiép c6 kha ning dap tng duoc
nhu cau va udc mudn cia ho, déng thoi ¢o s6 luong du 16n dé tao ra dong tién thu 16n
hon dong tién chi cho nhitng nd Iyc kinh doanh ciia doanh nghiép.

Hoat dong tim kiém doan thi trudng ¢ hiéu qua doi hoi viée phan doan dam bao
nhiing yéu cau co ban sau:

- Do lwong dwoc: phan doan thi truong phai ddm bao do luong dugc quy mo, suc
mua va cac dic diém ciia khach hang & ting doan.

- Co quy mé du lon: viéc phan doan thi truong phai hinh thanh dugc nhitng nhom
khach hang c6 quy mo du 16n hira hen kha nang sinh 101, nghia 13 tao duoc dong tién thu
(doanh thu) 16n hon dong tién chi (chi phi) khi cung tng trén doan thi truong do.

- C6 thé phin biét dwee: muyc dich cia phan doan thi truong 13 xac dinh duoc thi
trudng muc tiéu. Néu céac doan thi truong hinh thanh khong c6 sy khac biét co thé nhan
thdy duoc thi kho long thiét ké dugc cac chuong trinh marketing riéng.

- Co tinh kha thi: sau phan doan s€ c6 vO s6 cac doan thi truong khac nhau véi
cac co hoi kinh doanh khac nhau. V&i mdi mot doanh nghiép nhitng doan thi trudng cé
gi4 tri phai 14 nhitng doan ma doanh nghiép c6 kha nang tiép can duogc. “Kha ning tiép
can duoc” nghia 1a cac hoat dong marketing ctia doanh nghiép phai tiép xac dugc véi
khach hang va phai c6 di ngudn luoc dé xdy dung, thuc hién cac chuong trinh marketing
¢6 hiéu qua c6 kha ning thu hat, va thoa man duoc nhu ciu va wdc mudn cia khach hang
¢ doan thi truong do.

5.2.3. Cac tiéu thirc chii yéu trong phéan doan thi truong

a) Phin doan theo yéu t6 dia ly: 1a chia thi truong theo cac dia chi, dia du, ving
khi hau, khu vuc hanh chinh...

Co s& dé phan chia phu thudc vao quy mé hoat dong cta doanh nghiép nhu:

+ Mot nha xuit khau sé phan doan thi truong thanh cdc nudc khac nhau: Cong
dé)ng Chau Au, Chau My, khu vyc Chau A — Thaéi Binh Duong, Trung Dong, Nhat Ban,
Uc, ...

+ Mot doanh nghi¢p c& quéc gia hoat dong trén thi truong noi dia sé phan doan thi
truong trong nude thanh mién Bac, mién Nam hodc timg tinh.
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+ Mot doanh nghi¢p dia phuong s€ phan doan thi truong thanh ndi thanh, vung
ngoai 6 va vung nong thon.

Phan doan theo yéu t6 dia 1y 1a chia thi truong theo dia chi, can cor xem khach
hang & dau (qudc gia, ving, thanh phd, phudng, xom). Dia chi s& quyét dinh phan doan
theo dia 1y, nhung trong cac san pham tiéu dung ciing bao ham su khac biét giira cac
vung do thi hiéu & mdi ving khac nhau. Cac doanh nghiép c6 ké hoach hoat dong & nhiéu
ving dia 1y khac nhau nén quan tdm dén nhimng khac biét vé nhu cau va thi hiéu giira cac
vung.

Mot s6 doanh nghiép xac dinh khach hang & mot vung dia ly cu thé nao d6 bai
diéu kién ty nhién ¢ ving d6 hay do nhitng dic diém vé vin hoa cua dan cu trong ving.
Sau d6, ho mé rong hoat dong bang cach nghién ctru nhitng ving dia 1y khac v6i nhimg
diéu kién tu nhién van hoa tuong déng. bay cling 1a mét cach khac dé phan doan thi
truong theo yéu to dia ly.

b) Phén doan thi trwong theo nhin khau hoc: 12 phan chia khach hang thanh céac
nhdém cin clr vao gidi tinh, tudi tic, quy méd gia dinh, chu ky cudc sdng gia dinh, thu
nhap, nghé nghiép, ton gido hay quéc tich.

Tiéu chi vé nhan khau hoc 14 can ctr phd bién nhat dé phan biét nhom khach hang.
Mot nguyén nhan nita 13 nhu cau ciia ngudi tiéu dung thudng cd quan hé chit ché véi cac
yéu t6 nhan khau hoc; ching han khach hang c6 nhu cau khac nhau & cac do tudi khac
nhau va thu nhap cta mdi ngudi co anh huong rat 1on dén hanh vi mua hang cua nguoi
d6. N6i chung dé dy tinh quy mo cua thi trudng va tiép can véi thi trudng mot cach hiéu
qua, can phai biét vé cac dic diém nhan khau hoc. Tudi, gidi tinh va thu nhap 1a 3 yéu t6
quan trong nhét trong phan doan theo yéu t6 nhan khau hoc.

+ Tuéi tac va giai doan séng: Nhu cau va kha ning ctia nguoi tiéu dung thay doi
theo tudi va theo su thay doi vé nghia vu gia dinh. Nhiéu doanh nghiép dua cac san phdm
va cach quang cao hudng t6i cac ddi tuong thiéu nién, nguoi 16n va ngudi gia.

+ Gioi tinh: Phan doan theo gidi tinh da dugce sur dung tir [au cho nhitng linh vyc
nhu my pham, hay quan 4o,... Nam gi6i va nit gi¢i thuong mua nhitng san pham khac
nhau, di mua sim nhitng chd khac nhau va vao nhimg thoi diém khac nhau.

+ Thu nhdp: Hau hét cac doanh nghiép déu tinh dén yéu t6 thu nhap cta khach
hang. Mot s6 doanh nghi¢p nham vao mot sé khach hang kha gia thong qua hang xa xi va
dich vu cao cdp. Tuy nhién thu nhap khong phai lac nao ciing chi & khach hang phu hop
nhat cia mot san pham. Nguoi giau khong phan bd déu trong ca vung va ciing c6 nhing
khac biét vé thi hiéu va théi quen.

¢) Phén doan theo yéu té tém Iy 13 chia thi truong thanh cac nhém khach hang
cin ¢ vao vi tri x4 hoi, phong cach sdng hay ca tinh.
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Nhitng ngudi co cing dic diém tim 1y c6 thé rat khac nhau vé dic diém nhan khau
hoc. Chang han, nhitng ngudi hay md dau cac xu huéng méi, nhitng nguoi thich doc sach
6 thé co nhitng vi tri xa hoi cling nhu cac dac diém van hoa khac nhau.

+ S6 thich theo vi tri xd héi: Phan anh gia tri va so thich khong thay d6i tham chi
khi thu nhap gia tang. Vi tri xa hdi c6 mot anh hudéng manh mé dén so thich cia mot
nguoi. Tuy nhién, thi hiéu cua cac nhém cé vi tri xa hoi khic nhau ciing c6 thé thay doi
theo thoi gian.

+ Phong cdch song: Phong cach séng c6 thé anh hudng téi viéc ngudi mua mudn
mua gi va nhitng thir nguoi ta mua dé thé hién phong cach sdng d6. Cac doanh nghiép sir
dung diéu nay dé giéi thiéu san pham t6i nhimg ddi twong ngudi quan tim dén st khoe,
nhitng nguoi séng soi ndi hay nhitng nguoi quan tam dén viéc bao vé méi truong.

+ Ca tinh: Ciing c6 thé duoc st dung dé phan doan mdt thi truong. Cac doanh
nghiép dua vao san phim mat ca tinh phii hop vdi ca tinh cta khach hang muc tiéu.

d) Phéin dogn theo yéu té hanh vi mua hang: 13 chia thi truong thanh nhiing
nhom khach hang theo kién thuec, thai do, viéc su dung hay sy huong Gng ddi v6i mot san
pham. Nhiéu nguoi cho rang cac yéu td hanh vu mua hang 14 xuat phat diém t6t nhat dé
bat dau phan doan thi truong.

Phén doan theo yéu t6 hanh vi mua hang thuong dwa vao 5 yéu t6 sau:

+ Phdn doan theo thoi gian mua hang: La phan nhom khach hang theo ti€u chi
thoi gian mua san pham. Vi du: phd an vao budi sang hodc ban dém

+ Phdn doan theo loi ich: La phan nhom khach hang theo nhiing 1¢i ich ma ho tim
kiém khi mua san pham. Cac nha doanh nghiép c6 thé phan doan theo loi ich dé xac dinh
phéan doan ich lgi nao ma ho can nhim vao va xem lam thé nao dé co thé canh tranh va
tim hiéu nhiing loi ich khac ma ho c6 thé cung cip thong qua cic dot san phim bo sung.

+ Phan doan theo tinh trang suw dung: La chia khach hang thanh cdc nhém can cu
vao viéc sir dung san pham; khong sir dung, da s dung, st dung lan dau va sir dung
thudng xuyén. Ngudi sir dung tiém ning c6 thé c¢6 nhitng nhu cau khac nhau so v6i nguoi
st dung thuong xuyén.

+ Phan doan theo muc do sw dung: La chia khach hang thanh cic nhom can cu
vao tan suét st dung san phdm — st dung it, trung binh va st dung nhiéu. S6 nguoi st
dung nhiéu thudong chiém mot phan nhé thi truong nhung lai 6 ti 1é cao trong tong mirc
sir dung san pham.

+ Phdn doan theo mirc d¢ trung thanh véi san pham: La phan doan khach hang
theo mirc d6 trung thanh véi mot san pham nao d6. Khach hang trung thanh nhat cho thiy
nhitng dic diém quan trong ctia nhitng khach hang muc tiéu t6t nhat. Nghién ctru nhiing
khach hang it trung thanh hon gitip xac dinh ddi thu canh tranh chinh, ddng thoi tim hiéu
khach hang mua gi tir nhitng d6i tha canh tranh nay va tai sao.
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5.3. LUA CHON THI TRUONG MUC TIEU

5.3.1 Khai ni¢m thj truong muc tiéu

Sau khi phan doan thi truong doanh nghiép can tién hanh lya chon thi truong myc
tiéu, tuc 1a s€ phai dua ra quyét dinh lya chon s6 doan thi truong s€ tham gia va doan thi
truong hép dan nhat. Dé c6 quyét dinh xac dang vé doan thi truong duoc lya chon, cong
ty can tién hanh mot loat céc cong vi¢c nhu: danh gia cac doan thi truong, lya chon doan
thi truong muc tiéu.

Thi truong muc tiéu la thi truong bao gom cdc khach hang c6 nhu cau va mong
muon ma cong ty cé kha nang dap iing, dong thoi cé thé tao ra wu thé hon so véi doi thi
canh tranh va dat dwoc muc tiéu marketing da dinh.

Trude khi lya chon doan thi truong muc ti€u cong ty can chu ¥ mot s6 van dé sau:

- Poan thi trudng myc tiéu khong nhét thiét phai 1a doan thi trudng 16n nhat.

- Mot cong ty co thé chon mét hodc nhiéu doan thi truong muc tiéu khéac nhau.

- Céc cong ty khac nhau cung kinh doanh mét loai san pham thi doan thi truong
muc tiéu khong nhét thiét phai gidng nhau.

5.3.2. Nhan dang cac doan thj trudng hip din

Muc dich cua viéc danh gié cac doan thi truong lan han dang & mirc do hép dan
ctia chung trong viéc thuc hién muc tiéu cia doanh nghiép. Thong thudng dé danh gia
cac doan thi truong thuong dugc thuc hi¢n thong qua mot s6 tiéu chuan hodc cac chi tiéu
khac nhau sau day:

- Quy mo cua sy tang trudng: Mot loai thi truong dugce goi 1a ¢ hiéu qua khi nd
phai du tim c& dé bu dap lai nd luc marketing ctia doanh nghiép, khong chi trong hién tai
ma ca trong tuong lai cua doanh nghiép.

- Strc hép din cua cac doan thi truong tir sire ép hay de doa khac: Doanh nghiép s&
phai xem xét cac doan thi truong co thach thire tré ngai de doa nao khong, néu khong thi
dé 1a mot doan thi trudong tot va co suc hép dan.

Nhimg de doa c6 thé la:

+ DPe doa cua sy gia nhap va rat lui: mét doan thi truong s€ duoc coi 1a kém hép
dan néu su gia nhap cua cac d6i thit méi qua dé dang.

+ Pe doa ctia cac san pham thay thé: Poan thi truong s& trd nén khong hap din
néu thuc su hién tai va trong tuong lai san pham c6 kha ning thay thé duoc dé dang. Kha
ning thay thé ciia san phiam dat ra mot giéi han cho gia ca va lgi nhuan twong lai cho
doan thi truong. Su thay thé cta san phdm cang gia ting, gia ca va lgi nhuan c6 xu huéng
giam xudng.
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+ Pe doa clia ngudi mua: Mot doan thi trudng s& khong hap dan néu nhitng nguoi
mua c quyén lyc chi phdi vé gid mua cta khach hang 16n.

+ Sy de doa cua nhitng ngudi cung (mg: Poan thi truong s& khong hap dan khi
nhirng ngudi cung img ¢ xu hudng tré nén c¢6 quyén luc manh hon.

- Cac muyc ti€u va kha nang cia doanh nghi¢p: Mot doan thi truong hép dan van c6
thé bi loai bo néu ching khong an khép voi muc tiéu 1au dai va kha ning cia doanh
nghiép.

5.3.3. Lua chon doan thj truong muc tiéu

a) Phuong dn 1: Chon 1 doan duy nht

Doanh nghiép c6 thé quyét dinh chi phuc vu mot doan thi truong duy nhat. Vi du
nhu doanh nghié€p c6 thé chon doan thi treong theo dic tinh cta san phém hodc dac tinh
cua thi truong. Thong qua marketing tap trung doanh nghiép s€ gianh dugc mot vi tri
viing chéc trong doan thi trudng nho hiéu biét rd hon nhu ciu ciia doan thi trudng do.
Doanh nghiép s& tiét kiém duoc chi phi chuyén mén hoa dugce san xuit, phan phdi va
khuyén mai.

Doanh nghiép c6 thé chon 1 doan thi truong don 1€ va doan thi truong dugce chon
cAn dam bao céc diéu kién sau:

- C6 sin sy phi hop tu nhién giita nhu cau va san pham ctia doanh nghiép

- La doan chua c6 d6i thu canh tranh hodc cac ddi thu canh tranh bo qua.

- Poan thi truong dugc chon dugc coi la diém xuét phat hop 1y, lam da cho sy mé&
rong kinh doanh tiép theo.

Phuong 4n phan nhiéu duoc cac doanh nghiép méi khoi nghiép hodc cac doanh
nghiép vira va nho ap dung.

Loi thé

Bit loi

- Cho phép doanh nghi¢p c6 kha nang
chiém linh mot vi tri viing chéc trén doan
thi truong d6. V& lau dai, ho s& duoc
huong lgi thé ciia doanh nghiép xuit hién
dau tién.

- Giup doanh nghiép c6 khd nang cung
ung dugc san phém du muac do khac biét
can thiét nho hiéu rd nhu cau va wdc mudn
ciia khach hang. Tiét kiém chi phi kinh
doanh nh¢ chuyén mon héa san xut.

- Phai d6i pho vé6i nhiing rai ro khong
binh thuong, vi doanh nghi¢p s€ gap kho
khan khi cau cua doan thi truong dugc
chon thay d6i dot ngdt hodc bi cac ddi thu
canh tranh manh xam nhap.

- Chi khai thac duoc lgi nhuan trén mét
doan thi truong duy nhat nén khé c6 kha
ning mo réong quy mo san xuat.

Bang 5.1. Loi thé va bt loi ciia phwong 4n lwa chon mét doan thij truwong
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b) Phwong dn 2: Chuyén mén héa tuyén chon

Doanh nghiép c6 thé chon mot sb doan thi trudng, mdi doan thi truong déu cé stc

héap din khach quan va phu hop véi nhitng muyc tiéu va kha ning ciia doanh nghiép dong

thoi hita hen nhitng ngudn sinh 1oi 16m.

Phuong phap nay thich hgp vdi cac doanh nghiép c6 it hodc khong c6 nang luc

trong viéc phdi hop cac doan thi trudng véi nhau, nhung timng doan déu chira dung nhiing

hira hen vé thanh cong kinh doanh.

Loi thé

Bit lgi

- ba dang hoéa dugc rai ro: So voi
phuong an tap trung vao mot doan thi
truong, phuong an nay it rai ro kinh doanh
hon. Khi doan thi truong lua chon bi de
doa bdi su canh tranh gay git, sy hip din
khong con nira, doanh nghiép van co thé
tiép tuc kinh doanh & nhitng doan thi
truong khac.

- Tén kém: Khi theo dudi hidu doan thi
truong khac nhau, bang nhing loai san
pham khéac nhau doi héi doanh nghiép phai
co nguén luc kinh doanh tuong dbi 16n,
dac biét 1a nang luc quan ly.

Bang 5.2. Loi thé va bt loi ciia phwong 4n chuyén mén héa tuyén chon

¢) Phuong an 3: Chuyén mon hoa theo dic tinh thj trueong

Doanh nghiép tap trung vao phuc vu nhiing nhu cau ctia nhom khach hang cu thé.

Vi du Cong ty Hong Ha ban moi san pham phuc vu cho truong hoc va vin phong.

Loi thé

Bit loi

- Doanh nghiép dé dang hon trong viéc
tao dung danh tiéng trong mot nhom khach
hang. Pac biét khi uy tin cua thuong hiéu,
doanh nghiép da duoc khéc hoa trong tam
tri khach hang thi viéc phat trién nhiing san
pham moi cho nhom khach hang nay sé trd
nén hét suc thuan 1oi.

- Rui ro khi strc mua cua thi truong cé
bién dong 16n, doanh nghiép phai dbi mit
v6i su chuyén d6i khong miy dé dang sang
thi truong khac von di ¢ “ngudi so hitu”.

Bang 5.3. Loi thé va bit lgi ciia phwong 4n chuyén mén héa theo thi truong

d) Phwong dn 4: Chuyén mén hoa theo sin phim

Doanh nghiép s€ san xuét ra mot san phém c6 dac tinh nhat dinh dé dap ung cho

nhiéu doan thi trudng. Vi du: Biti’s san xuét gidy, dép cting mot loai cho tit ca moi nguoi

0 moi lra tuoi.
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Loi thé

Bit loi

Giup doanh nghiép dé dang hon trong
viéc tao dyng hinh anh, danh tiéng khi
cung (mg mot loai san pham chuyén dung

Rui ro doanh nghiép phai doi mat voi
su xuat hién cua cac san phém moi co dac
tinh uu thé hon thay thé.

Bing 5.4. Loi thé va bt loi ciia phwong 4n chuyén mén héa theo san phim

e) Phuong an 5: Bao phu toan b{ thj truwong
Doanh nghiép s& dap (mg nhu cau cta mdi khach hang vé tit ca cac san pham ho
can. Thong thuong chi ¢6 doanh nghiép 16n méi c6 kha ning 4p dung phuong an nay.

Loi thé

Bit loi

Thu dugc loi nhuan t6i da tir moi thi
truong, nhom khach hang trén thi truong.

- Chi phi b6 ra 16n, ton kém: Qua nhiéu
d6i twong khach hang doi hoi doanh
nghiép phai c6 ngudn luc kinh doanh rat

16m, dac biét 1a nang luc quan ly.

Bang 5.5. Loi thé va bit loi ciia phwong dn Bao phii toan b thi truong

5.3.4. Nhirng chién lwgc dap tng thi

trwomg muc tiéu

a) Nhitng can cir dp dung chién lwoc ciia doanh nghiép

- Kha nang tai chinh cua doanh nghiép

- Mirc d6 ddng nhit cia san pham
- Mitc d6 d6ng nhat cua thi truong

- Giai doan chu ky séng san pham

- Chién luoc cua dbi thu canh tranh.

b) Cdc chién lwge ddp irng thi truong muc tiéu

Sau khi da x4c dinh duogc thi trudong muc tiéu, cac doanh nghi¢p can phai lya chon

nhirng chién lugc phuc vu thi truong dé mot
mot trong ba kiéu chién lugc: marketing

marketing tap trung.

cach phu hgp. Doanh nghiép c6 thé lya chon
khong phan biét, marketing phan biét va
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Hé théng Marketing - mix Thi truong tong thé 1a thi truong

muc tiéu

Marketing khong phan biét

A 4

Hé thdng Marketing — mix 1 Doan thi truong muyc tiéu 1

Poan thi truong muc ti€u 2

A 4

Heé thdng Marketing — mix 2

\4

Hé théng Marketing — mix 3 Doan thi truong muyc tiéu 3

Marketing phan biét
DPoan thi truong 1
Hé thong Marketing - mix | Doan thi truong 2 la thi truong
muc ti€u
Doan thi truong 3
Marketing tap trung

So d0 5.1. Ba chién lwgc Marketing dap tng thi truong muc tiéu

* Chién lwgc Marketing khong phin biét

Cadch thiec thuc hién: doanh nghi€p bo qua ranh gidi cua cac doan thi truong duoc
lua chon. Ho tim cach ndm gitt mat ) lugng 16n nhét cac khach hang ¢ cac doan thi
truong d6. Cach thire kinh doanh duogc ap dung & chién luoc nay dugc goi 14 “san xuét
phan phéi dai tra” tic 1 chao ban nhiing san pham giéng nhau, sir dung hihf anh, phwong
phap khuéch truong, kiéu kénh phéan phéi giéng nhau.

Uu diém: Tiét kiém chi phi nho khai thac duoc loi thé quy mo, san xuat va phan
phéi mot chung loai san pham han hep va dong nhét, tiéu chuan héa cao; dé dang xam
nhap vao nhiing thi trudng nhay cam vé gia ca.

Nhuege diém:

+ Khong dé dang tao ra mot nhin hiéu c6 kha ning thu hut moi khach hang &
nhiéu doan thi trudng.

+ Khi ¢6 nhiéu doanh nghiép ciing 4p dung kiéu marketing khong phan biét s& lam
cho canh tranh trd nén gay gt hon & nhitng thi trudng quy mé 16n, song lai bé qua nhiing
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nhu cau riéng biét, quy mo nho gay nén tinh trang mat can ddi trong viéc dap ung cau thi
truong.

+ Doanh nghiép gap kho khin trong viéc ddi phé voi nhitng rai ro khi hoan canh
kinh doanh thay d6i (quy mé cang 16n su thay doi cang kho khan), hodc khi ddi tha canh
tranh 4p dung chién luoc marketing phan biét — chién lugc ¢ kha ning dap ung tot hon
nhu cau va udc mudn cta khach hang.

Chién lugc nay thuong doi hoi doanh nghiép phai c6 ning luc kinh doanh manh,
¢6 danh tiéng nhat dinh. Chién lugc nay chi co thé thich hop véi nhiing doanh nghiép
16m, thi truong muc tiéu ho lua chon 1a toan bo thi truong hodc “si€éu doan” thi truong.

*Chién lwoc Marketing phén biét

- Cach thurc thuc hién: Khi &p dung chién luoc nay, doanh nghié¢p quyét dinh tham
gia nhiéu doan thi truong va ap dung nhimg chuong trinh marketing riéng biét cho timg
doan thi truong. Thay vi cung cung mot loai san phém, ap dung mdét chuong trinh
marketing cho tat ca moi khach hang, doanh nghiép cung Ung nhiing san phém khac
nhau, voi nhidu mirc gia ban, nhiéu kiéu xtc tién cho timg nhom khach hang.

Nguyén tic chung cua chién luoc nay: “giam phan doan” hodc “mé rong phan co
ban” dé tiéu thu mot khoi lugng 16m hon cho mdi loai nhan hiéu, sao cho tdc do tang cua
chi phi thap hon tdc d6 ting ctia doanh thu.

- Uu diém: Dap tng dugc nhu cau va ude mudn da dang cua thi truong. Bang viée
da dang hoa san pham va cac nd lyc marketing, doanh nghiép cé kha nang gia ting doanh
sb va xam nhép sau hon vao nhiéu doan thi truong.

- Nhuoe diém:

+ Doanh nghiép phai ddi ph6 véi sy gia ting vé chi phi bo ra trong san xuat va
thuong mai. Pac bi¢t 1a nhitng chi phi cai tién san phém, san xuat, luu kho, hoat dong
marketing (quang cdo, nghién ctru thi truong, ...)

+ Doanh nghiép khé dua ra duoc két luan vé kha ning sinh 16i. Van d& xay ra khi
ap dung chién lugc nay 1a doanh nghiép phai can ddi duoc s doan thi trudng va quy mé
cua tung doan. Viéc chon $6 luong doan qua 16n dan dén phai cung ung qua nhiéu mat
hang cho quy mo cua tung doan thi truong qua nho, thuong khong hiéu qua.

Chién luoc nay ap dung phd bién & nhiing doanh nghiép lya chon thi truong muc
tiéu theo hudng chuyén mon hoa san pham, chuyén mon hoa thi truong hodc bao phu thi
truong, va khi san pham dang & giai doan bdo hoa ctia chu ky song.

*“Chién lwoc Marketing tdp trung

- Cach thirc thuc hién: Doanh nghi¢p ddn strc tap trung vao mot doan thi truong
hay mot phan thi truong nhé ma doanh nghiép cho 1 quan trong nhét va gianh cho dugc
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vi tri viing chéc trén doan thi truong d6. Vi thé nay tr¢ thanh ban dap tang trudng cua
doanh nghiép.

- Uu diém: Doanh nghiép co thé dé dang gianh dugc mot vi tri virng manh trén thi
truong da lya chon, tao dugc thé doc quyén nho hiéu biét rd nhu cau va udc mudn cia
khéach hang, thiét ké, cung ung san phém dat dugc uy tin dac biét, khai thac dugc nhiing
loi thé cua viéc chuyén mon hoa san xuit, phan phdi va cac hoat dong xtc tién ban,
thuong dat dugc ti suat loi nhudn cao.

- Nhuege diém: Rui ro doanh nghiép c6 thé gip do ap dung chién luge nay do 1a
quy mé nhu cau & doan thi truong muc tiéu c¢6 thé giam sut 16n, cac doanh nghiép c6 thé
lwc canh tranh manh quyét dinh gia nhép thi truong do.

Chién luoc nay dic biét phi hgp v6i doanh nghiép vira va nho. N6 ciing dugc cac
doanh nghiép “mudn bao phu thi truong” ap dung trong giai doan dau tién khi xam nhap
vao mot thi truong 16n.

5.4. PINH VI THI TRUONG

5.4.1. Khai niém, sy cin thiét va ban chit cia dinh vi thi truong

a) Khdi niém

Dinh vi thi truong con duoc goi 1a “xac dinh vi thé trén thi trudng muc tiéu”.
Marketing luén coi dinh vi thi truong la chién lugc chung nhit, chi phéi moi chuong
trinh Marketing dugc &p dung tai thi truong muyc ticu.

Dinh vi thi truong 1a thiét ké san pham va hinh anh ctia doanh nghiép nham chiém
dugc mdt vi tri dac biét va c6 gia tri trong tam tri khach hang muc tiéu.

Dinh vi thi truong doi hoi doanh nghiép phai quyét dinh khuéch chuong bao nhiéu
diém khéc biét nao danh cho khach hang muc tiéu.

b) Sw can thiét va bén chit ciia dinh vi thi truéng

- Do qud trinh nhdn thirc ciia khdch hang, c6 thé khang dinh rang kha ning nhan
thirc va ghi nhd thong tin ctia con nguoi 1a ¢6 han. B ndo cua con nguoi dugce su dung
dé 1am nhiém vu chon loc cac hinh anh vé thé gi6i xung quanh va loai bo nhimg thong tin
khong can thiét. Vi vy, can phai co nhitng thong diép 1 rang, xtc tich, gy 4n tuong
cung véi viée chao ban cac san phém, dich vu ¢6 vi thé tot méi c6 kha nang xam nhap
vao nhén thuc cua khéach hang.

- Do yéu cdu tat yéu dé canh tranh. Mtrc @6 canh tranh ngay cang gay git vira 1a
mot thuc t& vira 1a mot thach thirc dbi voi bat ky doanh nghiép nao mubn tOn tai va phat
trién.

- Do dung lwong lon cua cac thong diép quang cdo. Dung lugng qué 16n cia céc
thong di€p quang cdo lam cho khéach hang kho long tiép nhan duoc tit ca nhitng gi ho
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xem, nghe hay nhin, doc. Pé thu hut su chi y ctia khach hang khi ho bi ngap trong su hon
loan cua quang céo, thuong mai, cach tot nhat chi co thé 1a dinh vi c6 hiéu qua.

5.4.2. Cac hoat dong trong tAim ciia chién lwgc dinh vi

- Tao ra mét hinh dnh cu thé cho sin phim, nhan higu trong tam tri khach
hang ¢ thi truong muc tiéu

Hinh anh trong tdm tri khach hang 13 sy két hop giita nhan thirc va danh gia cua
khach hang vé doanh nghiép va cac san pham ma doanh nghiép cung tmg. N6 1a tap hop
céc 4n tugng, cam giac va khai niém khach hang c6 dugc vé san phém va nhan hiéu do.

Hinh anh ctia mdt doanh nghi¢p, san phém va thuong hiéu duogc hinh thanh thanh
dua trén: (1) Sy thiét ké va truyén ba nhiing hinh 4nh ma doanh nghiép lua chon; (2) Kinh
nghiém cua khach hang qua tiéu ding san phdm. Mot dinh vi thanh cong chi khi tim ra
duoc cu noi gitta niém tin thAm kin cua khéach hang véi ddc tinh doc déo cua san phém
hay thuong hi¢u.

Vi du: Khi khach hang nghi dén Apple, khach hang nghi luon dén Steve Jobs va
logo cho cong ty ma 6ng da thiét 1ap d6 1a hinh mét qua tao can dé, cac dong san pham
mang lai thuong hiéu cho cong ty: Iphone, Ipad. Hay khi nghi dén hang xe hoi hang dau
thé gioi Mercedes, nguoi ta nghi ngay toi chiéc vo lang da tré thanh biéu twong lau doi
luén duoc gin trén mui xe & cac dong san pham cua hing.

- Luwa chon vi thé ciia sin pham, ciia doanh nghiép trén thi truong muc tiéu

Hinh anh duoc khéc hoa trong tam tri khach hang khong chi do ban than san pham
va hoat dong marketing cua doanh nghi¢p tao dung ma con do twong quan so sanh véi
cac san phém canh tranh. Vi vay, cong vi¢c ciia mot chién luge dinh vi khong chi dung
lai & viéc tao dung dugc mot hinh dnh ma con phai lya chon cho hinh anh d6 mdt vi thé
trén thi truong muc tiéu.

Vi thé ciia mét san phém trén thi trudng & tam c& nao 1a do khach hang nhin nhan
va hinh thanh thai 46 ctia khach hang véi san pham ra sao (ua chudng, tiy chay hay bang
quan).

Mot vi thé cu thé duoc lua chon, truc tiép lién quan dén viéc doanh nghi¢p lya
chon chién lugc canh tranh tryc tiép hay chiém linh nhitng phan thi trudng ma dbi tha
canh tranh chua “s¢ hiru”.

- Tao dwoc sw khdc bigt cho sin phim, nhén hiéu

Vi thé trén thi truong ma doanh nghiép lya chon chi tr¢ thanh hién thyc néu no
duoc hau thuan bdi nhitng dic tinh ndi troi clia san phém va cac hoat dong marketing
khac khi khach hang so sanh véi cac san pham canh tranh.

Tao ra sy khéc biét hay di bi¢t cho san phém 1a thiét ké mot loat nhiing diém khac
biét c6 ¥ nghia dé khach hang c6 thé phan biét san phdm ctia doanh nghiép véi san phdm
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canh tranh. Céc cong cu chinh ma Marketing st dung dé tao ra su khac biét gém 4 nhém
co ban:

Nhém 1: Tao diém khdc biét cho san pham, dich vu

Doanh nghiép str dung don chiéc hodc két hop nhitng yéu t6 chii yéu: tinh chat,
cong dung, muc do phu hop, dd bén, do tin cay, kha nang stra chira, kiéu dang, két cau,
... Tuy nhién, viéc lya chon nhiing yéu t6 nao thi doanh nghiép can phai dua trén loi ich
ma khach hang mong doi tir san pham. Néu khong, nhimg dic tinh khac biét cta san
phém s€ trd thanh khong co6 gia tri, khong dugc khach hang thira nhan, khong gay duogc
su ua chudng cua khach hang.

Vi du: Nghién ciru san xuat ra loai kem danh ring va mui hwong duoc sir dung cho
vao san phim nham tao thém gi4 tri cho san pham, doanh nghiép ciing can phai dya trén
so thich, thoi quen cta ngudi tiéu dung. Khong thé san xut loai kem danh ring c6 mui
t6i, hanh hay siu riéng dé dua ra thi truong duoc. Didu nay sé& khién cho khach hang quay
lung lai v6i san pham ctia doanh nghiép.

Bai hoc vé viéc tai dinh vi hinh anh cta gi khong 16 Cocacola v6i dong san pham
Coke dau nhitng nim 80 duogc coi 1 mot trong nhitng that bai 1on nhat vé sai 1am trong
viéc tao diém khac biét cho san phém, dich vu. V61 mong mudn tao diém khac biét cho
san pham nham tai dinh vi trén thi trudng, Cocacola d3 tung ra dong san pham New Coke
v6i mui vi va mau ma hoan toan méi thay thé dong san pham cii. Tuy nhién, san phim
nay da bi khach hang kich liét phan d6i tham chi mot sb con tay chay san pham Cocacola
vi cho rang hinh anh méi nay da hoan toan 1am mat di nét dic trung von c6 cua Cocacola,
mot s6 nhitng ngudi yéu thich Cocacola thi d3 mua lai toan bd sé Cocacola cii nham sir
dung dan thay cho viéc phai mua san pham méi. “Hoi nhitng nguoi yéu thich Cocacola”
thi kéu ciru va yéu cau cong ty san xuat lai san pham cii. Pung trudc phan ung gay gat
ctia du luan, Cocacola da phai quay lai v6i dong san pham cii da ton tai trén thi truong
bao lau nay.

Nhém 2: Tao diém khdc biét cho dich vu

Doanh nghiép c6 thé tao ra diém khéc biét nhd dich vu di kém. Tao diém khac biét
vé dich vu duoc coi 1a chia khoa dé canh tranh thing lgi trong truong hop kho tao diém
khac biét cho san pham vat chat. Nhitng yéu t6 chinh tao dugc diém khac biét cho dich

vu bao gém: giao hang, lip dit, huin luyén khach hang, dich vu tu vén, sta chita va
nhiéu dich vu khac nita.

Vi du: Cong ty ban may tinh xach tay Ha Viét, khong chi ban hang truc tiép cho
céc khach hang dén xem san pham, cong ty con cung cp dich vu mua tra gop cho nhiing
khach hang chua c6 diéu kién tra ngay mot sb tién 16n cho cong ty. Diéu nay rat phu hop
v6i doan thi truong ciia khach hang ¢ thu nhap trung binh thap.
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Nhém 3: Tao diém khdc biét vé nhdn su

Nhitng van dé trong tim cua viéc stt dung nhom cong cu ndy dugc tip trung vao
nhiing hoat dong chu yéu sau:

(1) Phan loai do1 ngli cdn by nhan vién cua doanh nghiép theo dung nhiém vuy va
chtrc ning ctia ho trong théa man nhu cau va uéc mudn ciia khach hang;

(2) Huén luyén cho ddi ngii can bg, cong nhan vién ciia doanh nghiép co y thirc
toan tdm toan y vi khach hang phu hop véi chic nang va nhiém vu ho dugc giao phd
trong viéc thoa min nhu cau va uéc mudn cua khach hang.

Nhém 4. Tao su khdc biét vé hinh dnh

Khi céc san pham canh tranh hoan toan giéng nhau, khach hang van cé phan tng

khac nhau véi hinh anh ctia mot doanh nghiép hay thwong hiéu. Néu ho nhan thdy thuong
hiéu ho duoc tiép xuc tao duge mot nhan cach nhét dinh hay nhiing dac diém nhéan dang
va mot hinh anh sau sac c6 thé lam khach hang lién tuong dén doanh nghiép va san pham
cua doanh nghiép v6i thai do thién chi.

Cong cu dé tao ra hinh anh va dic diém nhan dang bao gém: Logo, tén goi, biéu
tuong, bau khong khi, céac sy kién, ...

Viéc tao ra sy khac biét vé& hinh anh doi hoi doanh nghiép phai tip trung nd luc
vao cac hoat dong thiét ké, lua chon duoc nhting hinh anh tao ra dugc nét dac trung cho
san pham, cho doanh nghiép. Pdng thdi nd phai truyén dat dugc vi tri cta nd téi khach
hang muc tiéu.

- Lwa chon va khuéch trwong nhitng diém khdc biét cé y nghia

NG luc cubi cung cua chién lugc dinh vi 1a tra 16i ciu héi “Doanh nghiép phai
khuéch truong bao nhiéu diém khac biét va nhitng diém khéac biét nao 1a cé y nghia ddi
v6i khach hang muc tiéu?”

Van dé nay xuat phat tir mot thyc tién ma doanh nghiép tién hanh dinh vi déu phai
d6i mat 1a: cac diém khac biét ma doanh nghiép tao ra c6 thé rat nhiéu nhung khong phai
tat ca cac diém khac biét 13 c6 gia tri (truyén tai dugc loi ich ma khach hang mong doi).
Hon nira, sy khuéch chuong nhirng diém khac biét con lién quan truc tiép dén viéc lya
chon cac phuong tién khuéch chuwong va chi phi bo ra.

Ciing nhu viéc lya chon diém khac biét nao cho gia tri cia san phém, viéc khuéch
truong nhiing diém khac biét cling phai dua trén nguyén tac lua chon nhiing diém thuc su
gén véi loi ich cta khach hang, dé dang biéu dat, tao kha nang cho hoat dong truyén
thong cung cap nhiing thong tin rd rang, xac thyc va an tuong véi khach hang myc tiéu.

5.4.3. Cac buéc ciia tién trinh dinh vi

Pé dinh vi thi truong thanh coéng, doanh nghiép can 1én ké hoach dinh vi san
pham. gdm cic budc co ban sau:
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Buée 1: Tién hanh phan doan thi truong, lya chon doan thi truong muc tiéu theo
dung yéu cau cua Marketing.

Buwéc 2: V& biéu do dinh vi, danh gia thuc trang cia nhitng dinh vi hién c6 trén thi
truong muc tiéu va xac dinh mot vi thé cho san phém/doanh nghiép trén biéu do do.

Biéu dd dinh vi 1a mot hé truc toa do thé hién gia tri ctia cac thudc tinh khac nhau,
c6 thé dya vao d6 xac dinh dwoc mot vi thé cta san pham (Vi du: V& biéu db dinh vi san
pham xe dap - xem so d6 5.2).

A
~Q
A -
c * Chua co6 san pham
nao
B
Chét lugng thap (t) Chat lugng cao
C g
<
D S E
v

So d6 5.2: Biéu dd dinh vi san pham hién c6 vé xe dap

Biéu dd dinh vi gitp mo ta vi thé cua céc thuong hi¢u hodc san phém hién c6 va la
can cu dé lya chon mot vi thé cho san phém trén thi truong muc tiéu trong mbi tuong
quan v&i cac san pham canh tranh. M&i vi thé trén ban d6 dinh vi cho biét mot khai niém
vé hinh anh san pham/doanh nghiép phai tao dung trong tdm tri ciia khach hang va chi rd
san pham ciia doanh nghiép phai canh tranh véi nhitng san pham nao.

Marketing can tién hanh 1ap ban dd dinh vi cho céac san phém hién co, nghia la xéac
dinh nhiing vi tri hién c6 cua san phém cua doanh nghiép va cua dbi thu canh tranh theo
nhitng tiéu chuin ma nguoi mua cho 1a quan trong khi danh gia san pham.

Néu vi tri dugc lya chon bén canh mot san phadm hién c6, doanh nghiép phai dbi
mat truc tiép vO1 san phém hién c¢6 d6. Con néu doanh nghiép chon mot vi tri chua c6 san
phém nao chiém linh, chién luge ho chon goi la chién luge “lép 16 héng thi truong”

Buwoce 3: Xdy dung cac phwong an dinh vi

O budc nay, doanh nghiép phai Iya chon dugc céc tiéu chi khic hoa hinh anh cho
san pham/thuong hiéu trong tdm tri ctia khach hang. Mot sé cach thic dinh vi thuong
dugc ap dung la:
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- Pinh vi theo thudc tinh (ding mot sd dic tinh ndi troi dé dinh vi). Pinh vi theo
lgi ich (htra hen mdt o1 ich cu thé nao d6 Vi du: san phém dau g01 Nizorals chuyén tri
gau hiéu qua);

- Pinh vi theo nguoi st dung (dinh vi dya trén muc dich ctia mét nhom nguoi st
dung);

- Binh vi theo gia c4;

- Pinh vi theo chat lugng san phém. ..

Buoc 4: Soan thao chuong trinh marketing mix dé thuc hién chién luwoc dinh vi da
lva chon

Sau khi di x4c dinh hinh anh va vi thé cta san pham/ thuong hiéu, doanh nghiép
bét tay vao soan thao hé thong marketing-mix. Hé thong marketing-mix phai c6 su nhat
quéan trong viéc khic hoa hinh anh vé doanh nghiép va nhan hiéu ding tim véi vi tri ma
doanh nghiép da chon.

Vi du: néu doanh nghiép thong qua chién luogc canh tranh véi cac nhén hiéu
san co, thi phai cb ga"ing tao ra dugc su khac biét so véi ddi thu canh tranh hodc vé cac
dac tinh san phém (gia ca, chét lugng, bao bi, dich vu...); tuyén chon kénh phan phéi
thich hop; 1am quang cdo... Tat ca déu manh hon ddi thii canh tranh va dam bao cho
doanh nghiép c6 dugc mot loi thé canh tranh lau dai.

5.5. QUAN NIEM MARKETING - MIX
5.5.1. Pinh nghia Marketing - Mix

Cin ctr vao ndi dung phdi hop ciia Marketing ngudi ta thuong chia Marketing ra
lam 2 loai: Marketing ting phan (Marketing partical) va Marketing hdn hop (Marketing
Mix). Marketing tirng phan 1a loai Marketing duoc ap dung & timg khau cu thé riéng 1é,
phd bién 1 & khau ban hang. Ngugc lai voi Marketing timg phan 1a Marketing — Mix.

Pinh nghia 1: Marketing —Mix 1a mot tap hop cac yéu td bién dong co thé kiém
soat duge cia Marketing ma doanh nghiép sir dung dé cd ging dugc phan (mg mong
mudn tir phia thi truong muc ticu.

Pinh nghia 2: Marketing -Mix 14 loai Marketing duoc phdi hop hai hoa cac yéu
t6 co ban cua nod sao cho phu hop nhat voi diéu kién thyuc té cia méi trudng kinh doanh
nham thu duoc lgi nhuén tbi da.

5.5.2. Cac bd phan cAu thanh ciia Marketing - Mix

Marketing hdn hop thé hién nghé thuat trién khai cdc chuong trinh, hoat dong cta
Marketing ctia doanh nghiép trong nhiing diéu kién cu thé. Vi vay, mdi doanh nghiép &
mdi bo phan thi trudng, trong ting khoang thdi gian ¢ thé trién khai mot loai hdn hop
riéng, v6i s6 lugng va su phdi hop cac yéu td thanh phan khac nhau.
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> Marketing hén hop 4 thanh phan co ban.

Mc. Carthy goi 1a Marketing hdn hop “4P” 13 loai Marketing don gian nhat, gom 4
thanh phan 13 4 chinh sach co ban ctia Marketing.

P1: Chinh sach sian phém (product)

Pé ban dugc nhiéu san phém trude tién can c6 mot san phém tdt, nghia [a m{t san
pham c6 thé dap tmg dugc nhitng mong mudn va chd doi tir phia ngudi tiéu ding. Dé xay
dung chién lugc san phém can phai xac dinh danh myc, chung loai va cac dac tinh ctia né
nhu: t€n goi, nhan hi¢u, cac dac tinh k¥ thuat, bao gbi kich cd va dich vu bao quanh.

P2: Chinh sach gia ca (price)

La tong s6 tién ma ngudi tiéu dung phai chi dé c6 duoc hang hoa. Gia ca phai nam
trong gi6i han thuc té va tim 1y cua khach hang (khach hang c6 kha ning chi bao nhiéu
va san sang tra bao nhiéu cho hang hoa d6). C6 nghia 1a gia ca do doanh nghiép x4c dinh
phai tuong xtng véi gia tri ctia hang hoa néu khong ngudi mua sé mua hang ciia d6i thu
canh tranh.

Chinh sach gia quy dinh vung hoac bién d¢ gia, cac diéu kién ban. Xac dinh cac
muc tiéu dinh gia, cic phuong phap dinh gia, nhan t6 anh hudng dén viéc dinh gia. Do
do, chién luge gid anh hudng dén viéc ti€u thu hang hod va thu lgi nhuan ctia doanh
nghiép.

P3: Chinh sach phan phéi (place)

La moi hoat dong dé hang hod c6 thé dé dang dén tay nguoi tiéu ding. Do d6 phai
lya chon chu trinh cac kénh phan phéi, lua chon ddi tuong khach hang va dia diém ban
hang dé tao ra uu thé va kha nang tiéu thu san pham thuén lgi nhat cho doanh nghiép.

P4: Chinh sach xiic tién khuéch trwong (promotion)

La moi hoat dong ctia doanh nghiép nham truyén ba nhiing thong tin vé nhitng wu
diém, tinh ning sir dung ciia hang hoa do minh san xuit va thuyét phuc nhimg khach
hang muc ti€u tiéu dung nhitng hang hoa do.

Vay khai niém “hdn hop” & day chi rd rang khong thé s dung timg phuong tién
riéng 1¢ ma can phai phdi hop chung véi nhau.

Céc thanh phan cua Marketing — mix ciing 1a noi dung ctia mot chién luoc
Marketing, nhung diéu khac nhau co ban 13 chién luge ¢ y nghia dai han, tong hop hon.
Con Marketing — mix Ia nham cu thé hoa chién lugc Marketing da dugc xac dinh.
Marketing — mix 1a biéu hién cu thé nhét vé sy linh hoat cia mot doanh nghiép. D6 1a su
linh hoat trudc nhitng su thay d6i ngan han nham pht hgp véi tinh hinh méi.

Noi dung cua Marketing — mix phu thudc vao tinh chit cua hang hod, dich vu
(hang tiéu dung, hang cong nghiép hodc hang hoa c6 gi tri st dung v6i nhitng chi tiét ky
thut kho can co su huéng dan sir dung...), tuy thudc vao vi tri ciia doanh nghiép trén

86



mot thi trudong cu thé. Diéu do giai thich vi sao ddi voi viée ban cung mat loai san phém
c6 ngudi coi trong gia ca, c6 ngudi coi trong bién phap xic tién, quang cdo, hd trg ban
hang... Mat khéc, voi cung mot doanh nghiép va ban cung mot mat hang Marketing —mix
cling sé& thay ddi theo thoi gian (chu ky sdng ctia san pham) va theo dién bién cu thé cua
thi truong.

Vay cac chién luoc Marketing —mix khac nhau d6i v6i timg doanh nghiép, timg thi
truong san pham va timg tinh hudng cu thé, doi hoi chién lugc Marketing phai ning
dong, ludn diéu chinh va b sung nhitng bién phap thich hop.

> Marketing hdn hop “6P”, 6 thanh phan khép kin, gdm c6:

_|_

. Thong tin du doadn (Prevision)
. Chinh sach san pham (Product)
. Chinh séch gia ca (Price)
. Chinh sach phéan phbi (Place)
. Chinh séach xtc tién yém tro (Promotion)

+. Phan cuc thi truong (Polasization)

5.5.3. Nhirng yéu to quyét dinh co cAu ciia Marketing -mix

Vai tro, vi tri cia doanh nghiép trén thi truong: néu doanh nghiép dang & vi tri
dan dau trén thi truong thi gia cta ho c6 thé cao hon gia ciia doanh nghiép khac.

Tuy véo tinh chat ciia hang hod: Marketing — mix clia nguoi ban thyc pham khac
v&1 nguoi ban xe may.

Tuy thudc vao cac giai doan khic nhau ctia chu ky sdng ctia mot san pham

Tuy thudc vao thi trudng cu thé: Marketing & thi truong cac nudc phat trién khac
v6i cac nude dang phét trién, & cac nudc chau 4 khac voi chau Au... Ngoai ra Marketing
con phu thudc vao cac linh vuc kinh doanh khac nhu: san xuit khac véi dich vu.

CAU HOI THAO LUAN

Cau 1: Y nghia ciia Marketing muyc tiéu d6i véi quan tri doanh nghiép?

Cau 2: Phan doan thi trudng 13 gi? Tai sao can phan doan thi trudng? Céc tiéu
thirc thuong st dung trong phan doan thi truong?

Cau 3: Trinh bay cac yéu td cAn can nhic khi lga chon thi truong muc tiéu? Thé
nao dugc coi 1a doan thi truong hap dan ddi v6i doanh nghiép?

Cau 4: Dinh vi 1a gi? Tai sao doanh nghi¢p phai xdy dung chién luoc dinh vi?
Trinh bay cac budc cua tién trinh dinh vi?

Céu 5: Trinh bay cac bd phan ciu thanh cua Marketing mix?
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BAI TAP UNG DUNG

Tinh hudng 1: Chuyén & Cong ty may kéo

O Trung Qudc c6 mot cong ty chuyén san xuat may kéo lam an kha phat dat. San
pham chu lyc ciia ho 1a loai méay kéo 16n 50 ma lyc chuyén cung cap cho thi trudng nong
thon.

Do su bién dong cia tinh hinh kinh té nong nghiép Trung Qudc, loai may kéo 16n
khong thé tiéu thu duge. Tuy nhién, ban 1anh dao ciia cong ty may kéo sudt hai nim lién
do du khong dam ha quyét tim cit bo san pham nay vi cho rang d6 1a san pham chu luc
nén phai theo dén cung, khién cho cong ty 1dm vao canh lao dao, thdm chi khong cé tién
dé tra lvong cho céng nhan ctia minh. Khong thé dam dwong ndi trong trach, éng giam
dbc duong nhiém da xin tir chic.

Ong giam déc mai 1én nham chirc 1a ngudi quyét doan, dé xoay chuyén cuc dién
nguy ngdp ciia cong ty, ong di manh dan cat giam 85% san luong may kéo c& 16n va
chuyén trong diém sang san xuat may kéo loai 15 ma lyc. Ngay lap tic, khach hang t6i
tép dat mua loai san phém madi nay, déng thoi san phém cil loai 50 ma lyc van dap tmg
dugc mirc nhu ciu vira phai cta thi truong nong thon. Nho vay mirc lwong ctia cong nhan
dugc tang thém 70%.

Cau hoi:

1. Tinh hudng trén dé cap dén quyét dinh nao trong marketing? Thi truong muc
tiéu cua Cong ty la ai?

2. Vi sao trong hai ndm lién cong ty lai 1m vao tinh canh kho khan. Quyét dinh
nao di lam thay doi tinh canh do?

3. Bai hoc rut ra tir tinh huéng nay ?

Tinh huéng 2: Knorr 1a mét trong nhitng thuong hiéu sé mot cua Unilever, cong
ty dd dau tu rat nhidu dé phat trién cic san phdm Knorr va nudc mdm Knorr ciing khong
phai 1a ngoai 16. K& tir nam 2002, cong ty TNHH Unilever Viét Nam d3 khanh thanh nha
may san xuit va déng chai Qudc Duong, dit tai thi trin Duong Pong, Phii Qubc co day
chuyén hién dai, hoan chinh dau tién tai huyén ddo Phu Qudc. Bén thoi diém hién nay,
day van 1a nha may san xuét va dong chai nuéc mam c6 quy mo I16n. Nha may c6 quy
trinh san xudt khép kin tir khdu nguyén liéu dau vao cho téi thanh pham, theo tiéu chuin
quan 1y chét lugng qudc té, hé théng quan 1y tién tién va tuan thu dung quy trinh tiét
trung, dam bao tiéu chuan vé VSATTP. Chinh vi dugc san xuat va dong chai ngay tai
ngudn nguyén liéu, nudc mam cham Knorr Phii Quéc ctia Unilever Viét Nam di dem dén
cho nguoi tiéu dung huong vi nudec mam Phi Qubc chinh gdc va dam bao chit luong
VSATTP tuyét doi.
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Nude mdm Knorr 1a san phim nudc mam dau tién c6 cac clip quang cdo trén dai
truyén hinh. Trude khi xuat hién cac clip quang cdo ctiia nuéc mam Knorr, cc san pham
nudc mam trong nudc duge tiéu thu rat nhicu, phai ké dén ¢ day 1a nudc mam Ca chim
trang, Phii Qudc... Sau khi xuat hién trén truyén hinh, Knorr da duoc ngudi tiéu ding
d6n nhan va dan st dung thay thé cac loai nudc mam da su dung trude do. Co thé noi,
v6i su tién phong trong viéc truyén théng vé nude mam, Knorr dd git hai dugc nhiéu
thanh cong. Sau d6 rat nhiéu clip quang cdo di dwgc cong ty tung ra nham gidi thiéu san
pham ciia minh dén nguoi tiéu dung. Tuy nhién, thoi gian gan ddy, chung ta khong con
gip cic quang céo cua nudc mam Knorr trén truyén hinh hay trén mang internet nita,
nhat 1a tir sau khi nuéc mam Nam Ngu va Chinsu duoc gidi thiéu trén truyén hinh.

Hién nay ¢ thi truong Viét Nam, Knorr kinh doanh hai dong san phém nudc mam
chinh la:
> Knorr nhan xanh: Nugc mam cham Knorr.

Chai nho dung tich 300ml: gid ban 15.000 VND

Chai to dung tich 550ml : gia ban 26.500 VND
> Knorr nhin vang: Nudc mdm cham Knorr Phii Qudc. Chai dung tich 300ml : gia ban
17.5000VND

Céu héi

1. Phan tich doan thi truong ma Knorr da lya chon

2. Phan tich hinh anh dinh vi cua Knorr?

Tinh huo"ng 3: Phan tich doan thi truong dich vu van chuyén hanh khach tuyén Ha
Noi - Viét Tri. Theo két qua cua mdt nghién ctru trén 200 hanh khéch di trén tuyén Ha
Noi — Viét Tri cho théiy:

Phuaong tién Pi vao khoang thdi gian

200 90% €0 30%

50
150
40

100 30

50 20
10

5% 1,5% 3,5%
Xe may  Xe khachTaxi Phwong tién khac 0 5h-8h 8h-11h 11h-14h 14h-17h 17h-20h

Phan 16n s6 ngudi dugc hoi thuong xuyén di bang xe khach (chiém 90%), tiép
theo 14 xe may chiém 5%, phuong tién khac chiém 3,5%, chi c6 phan nho di taxi (chiém
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1,5%). Luong hanh khach thudng di tap trung vao budi sang (chiém 56,1%), chil yéu vao
khoang thoi gian tir 8 - 11h (chiém 30%). Va dau budi chiéu tir 14 -17h (chiém 18,9%).

Cau héi: Tir két qua nghién ctru trén hay chi ra cac tiéu thirc c6 thé duoc sir dung
dé phan doan thi truong nay?
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Chuong 6
CAC QUYET PINH VE SAN PHAM

MUC PiCH CHUONG
Sau khi nghién ctru va hoc tap chuong nay, sinh vién can nim duoc:
- Quan niém vé san phém trong Marketing, cac cép dd cAu thanh san phém, cac
cach phan loai san pham.
- Nbi dung cac quyét dinh lién quan dén san pham vé nhén hiéu, bao bi, ching loai
danh muc san phérn va dich vu khach hang
- Khai ni¢m, phan loai va cac budc phat trién mot san phém mdi trén thi truong
- Pic diém cac giai doan trong chu ky sdng cua san phdm va su tac dong cta chung
t6i cac quyét dinh Marketing ctia doanh nghiép

NOI DUNG CHUONG
6.1. SAN PHAM THEO QUAN PIEM MARKETING
6.1.1. Khai niém sian phim

Hiéu va mo ta ding san pham, hang hoa cua doanh nghiép dua ra ban trén thi
truong 1a mot trong nhitng nhiém vy quan trong ciia hé thong marketing hdn hop cua
doanh nghiép.

Viéc xac dinh dang san pham, hang hoa c¢6 anh huong 16n dén kha ning tiéu thy
va khai thac co hoi kinh doanh cta doanh nghiép. Thong thuong khi noéi vé san pham
hang hoé céc doanh nghiép thudng chi quan tdm dén “hang hoa hién vat” hay “hang hoa
cmg” ma doanh nghiép dang ché tao hay kinh doanh, tirc 13 né chi bao ham nhiing thanh
phan hoic yéu té c6 thé quan sat dugc. Quan diém nay di dan dén nhirng han ché vé kha
nang tiéu thu ciing nhu han ché vé kha ning phat trién kinh doanh ctia doanh nghiép.

Tiép can va mo ta san pham, hang hoa theo quan diém cua marketing 12 mot quan
diém hoan thién hon trong viéc mo ta san pham hang hoa cta doanh nghiép khi doanh
nghiép mudn ting cudng kha ning canh tranh va thiic ddy tiéu thu san pham trong diéu
kién ctia nén kinh t€ thi truong hién dai.

Chung ta déu biét raing, muc tiéu mua mot san pham nao d6 cua khach hang 1a
nham thoa man nhu ciu ciia ho, dé thoa man nhu cau khach hang ludn quan tim dén tat
ca cac khia canh khac nhau xoay quanh san phim co ban ma ngudi ban dwa ra cho ho
trude, trong va sau khi mua hang. khach hang luén mudn su thoa min toan bd nhu cau
chtr khong chi quan tam dén mot bod phan don 1é. Trong trudng hop nay thi theo khach
hang san pham cta doanh nghiép bao gdm tt ca cic yéu t6 vat chat (hién vat) va phi vat
chét (dich vu) va cac yéu t6 khac co lién quan ma doanh nghiép da dwa ra dé thoa man
nhu cau cu thé cua ho.
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Nhu vay theo quan diém cta marketing, san pham, hang hoé ctia doanh nghiép cd
thé dugc dinh nghia nhu sau:

Sdn pham, hang hod la bat cir nhitng cdi gi ¢é thé thod méan dwoc nhu cau hay
mong muon cia khach hang va dwoc chao ban trén thi truong voi muc dich thu hut sy
chii ¥ mua sdam, sit dung hay tiéu ding.

Theo quan niém nay, hang hoa bao ham céa nhing vét thé hiru hinh va vé hinh (cac
dich vu), bao ham ca nhiing yéu t6 vat chat va phi vat chat. Ngay ca nhimng san pham hiru
hinh thi ciing bao ham ca nhiing yéu t6 vo hinh. C6 thé liét ké thé gidi san pham, bao
gf)m: cac san phém vat chat va dich vu do cac nganh trong nén kinh té quéc dan tao ra, su
kién, con nguoi, dia diém, t6 chirc, ¥ tuong va tong hop. Nhu vy, san phdm c6 thé hoan
toan hiru hinh, chii yéu 1a v6 hinh (dich vu) hodc két hop ca hai. Hinh thirc cudi cung 1a
phé bién.

Nhu vay san pham c6 thé 1a:

- Mot chiéc xe may: dap g nhu cau di lai

- Mot kiéu toc méi: dap tmg nhu cau 1am dep

- Chuyén di du lich: dap tmg nhu cau nghi ngoi

- Biéu dién ctia cic ngdi sao ca nhac: dap ing nhu cau giai tri
- Dich vu giai dap dién thoai: dap tmg nhu cau thong tin

Nhu vy, san phém cho du duogc thiét ké, cai tién va hoan thién nhu thé nao bao
gid ciing 13 san phdm cho ngudi tiéu dung, vi nguoi tiéu dung, dé dam bao rang thong
qua viéc tiéu dung san pham khach hang s& nhan dwoc nhitng gia tri st dung, nhing loi
ich ma nguoi ta mong doi.

6.1.2. Céap dd cac yéu té cau thanh don vi sin pham

Trong thuc té hang héa dugc dugc xac dinh bfmg don vi hang hoa: Pon vi hang
hoé 1a mét dai luong duogc dac trung béng don vi, d6 lon, gia ca, vé bé ngoai va cac thudc
tinh khac.

Pon vi san phém von 12 mot chinh thé hoan chinh chia dung nhiing yéu td, dic
tinh va cac thong tin khac nhau vé san pham. Nhimg yéu 4, dic tinh va thong tin d6 cd
thé c6 nhing chirc ning Marketing khac nhau. Khi tao ra mot mat hang nguoi ta thudng
xép cac yéu td dic tinh va thong tin d6 theo ba cdp do co nhimng chirc ning Marketing
khac nhau (so d 6.1)

92



Phong cach Giao hang
Kiéu dang

Loi ich
cot 16i

Chét lugng

Hinh 6.1. Ba cip d¢ cau thanh san phim

Cic cdp dj sin phim

> Sdn pham cot 16i: San pham cdt 161 ¢6 chirc nang co ban 12 tra 101 cau hoi: Vé
thuc chat, san pham nay thoa man nhiing diém lgi ich cin ban nhat ma khach hang s&
theo dudi 1a gi? P6 chinh 1a nhimng gia tri quan trong nhat ma nha kinh doanh ban cho
khach hang. Nhirng loi ich co ban tiém an d6 co thé thay dbi tily nhitng yéu té hoan canh
clia moi truong va myc tiéu ca nhan cua khach hang, nhém khach hang trong bdi canh
nhit dinh. Diéu quan trong séng con dbi vai cac doanh nghiép 1a nha quan tri Marketing
phai nghién ctru tim hiéu khach hang dé phat hién ra nhitng doi hoi vé cac khia canh loi
ich ¢6t yéu khac nhau tiém an trong nhu cau cia ho. Chi c¢6 nhu vay doanh nghiép méi
tao ra nhimg san pham c6 kha ning théa man ding va tot nhimg loi ich ma khach hang
mong doi.

Viéc phu nit mua my phiam khong phai ho mua nhitng hod chét ding dé boi mat
ma thyc ra ho mua niém hy vong. Nhiéu coéng ty my pham nim bat duoc diéu nay nén ho
da thiét ké nhitng quang cao rat hip dan nhu: V&i Pond’s moi phu nit déu dep hon ...
Giam déc cua hing my pham hang dau thé giéi Revlon da phat biéu: ¢ xudng ching toi
san xuat san pham con céc cira hang chiing t6i ban nhing niém hy vong.

>  San phcfm hién thyc: D6 1a nhitng yéu tb phan anh sy c6 mat trén thuc té cua
san pham. Nhiing yéu t6 d6 bao gdm: cac chi tiéu phan anh chat luong, cac dic tinh, bd
cuc bé ngoai, dac thu, nhan hiéu va bao goi. Trong thuc té, khi mua nhitng loi ich co ban,
khach hang dwa vao nhimng yéu td nay. Va ciing nhd cac yéu t6 nay nha san xuét khing
dinh sy hién dién ctia minh trén thi truong, d6 cling 1a nhimg chi dan dé nguodi mua tim
dén doanh nghiép, ho phan biét hang hoa cia hing nay so voi hang khac.
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> San phdm bé sung hay con goi la san pham hoan chinh: D6 1a nhimg yéu t6
nhu: bao hanh, 1ap dit, van hanh, giao hang, tin dung, ...Chinh nhiing yéu t6 nay da tao ra
su danh gia mitrc d6 hoan chinh khac nhau trong sy nhan thirc ctia nguoi tidu dung déi véi
mdt mat hang hay nhan hiéu cu thé. Khi mua nhiing 191 ich co ban cia mét hang hoa bat
ky khach hang nao ciing thich mua né & muc d6 hoan chinh nhit. Bén luot minh, chinh
muc d6 hoan chinh vé 1gi ich co ban ma khach hang mong doi lai phu thudc vao nhiing
yéu t6 bd sung ma nha kinh doanh s& cung cip cho ho. Vi vay, tir goc d6 nha kinh doanh,
céc yéu tb bd sung tré thanh mot trong nhitng vii khi canh tranh ciia cac nhin hiéu hang
hoa.

6.1.3. Phan loai sain phim

Chién luoc Marketing cua mdt doanh nghi€p khac nhau tuy thudc vao dac diém
ctia san pham. Dé cé chién lugc Marketing ding can phan loai san pham. Trong hoat
dong Marketing cac cach phan loai c6 y nghia dang cha y la:

6.1.3.1. Phdn logi hang hoa theo thoi han sir dung va hinh thadi ton tai

Theo cach phan loai nay, hang hoa dugc phan loai thanh:

- Hang hoa 1au bén: 14 nhitng vt phdm thudng dugc sir dung nhiéu lan

- Hang hoéa st dung ngén han: La nhiing vat phém duogc s dung mot lan hay mot
vai lan

- Dich vu: La nhiing ddi tuong dugc ban dudi dang hoat dong, ich lgi hay sy thoéa
man.

6.1.3.2. Phadn logi hang tiéu dung theo thoi quen mua hang

Théi quen mua hang 1a yéu t6 rat co ban anh huong dén cach thic hoat dong
Marketing. Theo dic diém nay hang tiéu dung duoc phan loai thanh cac loai sau:

- Hang hoa swr dung thwong ngay: D6 1a hang héa ma nguoi tiéu dung mua cho viéc
st dung thuong xuyén trong sinh hoat. Péi véi loai hang hoa nay, vi dugc st dung va
mua sim thuong xuyén nén né 1 nhu cau thiét yéu, khach hang hiéu biét hang hoa va thi
truong cia ching.

- Hang héa mua ngdu hitng: D6 1a nhitng hang héa dugc mua khong co ké hoach
trude va khach hang ciing khong chii ¥ tim mua. DPbi véi nhitng hang hoa nay khi gip
cong v6i kha ning thuyét phuc ctia nguoi ban khach hang méi nay ra y dinh mua.

- Hang héa mua khan cdp: D6 1a nhitng hang héa duge mua khi xut hién nhu cau
cap bach vi mot 1y do bat thudng nao d6. Viéc mua nhitng hang hoa nay khong suy tinh
nhiéu.

- Hang héa mua cé lwa chon: P6 1a nhitng hang hoéa ma viéc mua dién ra lau hon,
déng thoi khi mua khach hang thuong lua chon, so sanh, can nhéic vé cong dung, kiéu
dang, chat luong, gia ca cua chung.
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- Hang héa cho cdc nhu cau dac thi: D6 1 nhitng hang hoa c6 nhitng tinh chat dic
biét hay hang héa dic biét ma khi mua ngudi ta sin sang bo thém stc luc, thoi gian dé
tim kiém va lua chon chung.

- Hang héa cho cac nhu cau thy déng: Do 1a nhitng hang hdéa ma nguoi tiéu ding
khong hay biét va thuong ciing khong nghi dén viéc mua chiing. Trudng hop nay thudng
1a nhitng hang hoa khong c6 lién quan truc tiép, tich cuc dén nhu cau cudc séng hang
ngdy. Vi du nhu: Bao hiém...

6.1.3.3. Phan logi hang tw li¢u sin xudt

Tu liéu san xuét 13 nhitng hang héa dugc mua boi cac doanh nghiép hay céc to
chtrc. Chung ciing bao gé)m nhiéu thir, loai c6 vai trd va mirc do tham gia khéac nhau vao
qua trinh hoat dong cua doanh nghi¢p va t6 chirc do. Nguoi ta chia chung thanh cac loai
nhu:

- Vat tw va chi tiét: D6 1a nhimg hang hoa duge sir dung thudng xuyén va toan bd
vao cdu thanh san phdm duoc san xut ra boi nha san xuat. Thudc nhom nay co rat nhiéu
mat hang khac nhau: c6 loai ¢ ngudn ngudn gdc tir ndng nghiép, tir trong thién nhién
hoc vat liéu dd qua ché bién.

- Tai san c6 dinh: D6 1a nhimng hang héa tham gia toan bd, nhiéu 1an vao qua trinh
san xut va gid tri cua chung duoc dich chuyén dan vao gia tri san pham do doanh nghiép
st dung chung tao ra.

- Vat tw phu va dich vu: D6 1a nhitng hang hoa dung dé hd trg cho qua trinh kinh
doanh hay hoat dong ctia cac t6 chirc va doanh nghiép.

6.2. NOI DUNG CAC QUYET PINH VE SAN PHAM
6.2.1. Quyét dinh vé dic tinh ciia sin pham

Quyét dinh quan trong nhét lién quan dén san pham 1a quyét dinh vé nhiing loi ich
ma san pham s& cong hién cho khach hang. Mirc do théa man nhu cau cua khach hang,
kha nang canh tranh ctia doanh nghiép s€ tuy thudc vao muc do céng hién loi ich cho
khach hang cta san pham. Vé phan minh, loi ich ctia san pham lai duoc thé hién thong
qua cic dic tinh ciia né nhu: chét lugng, tinh nang, kiéu dang... Py chinh la nhiing yéu
td quyét dinh thai d6 va hanh vi ctia khach hang ddi véi viéc mua sim va tiéu dung san
pham.

6.2.1.1. Quyét dinh vé chit lwong sin phim

Tuy vao timg loai san phim ma tiéu chuan vé chét lugng san phim duoc phan anh
bang cac thong sb khac nhau. Tu tudng chung ciia Marketing 1a: chét lugng phai tuan
theo quan niém cuia khach hang. Song quan diém phd bién vé chat lwong san pham la:
Kha ning ma mot san pham lién quan dén viéc thuc hién cac cong ning ciia minh thong
qua do bén, do tin cay, do chinh xac, muc d6 dé sir dung — van hanh, stra chita va cac dic
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tinh khac tiy thudc vao san pham va khach hang. Quyét dinh lién quan truc tiép dén chat
luong 1a quyét dinh vé cip chat luong. Cap chét luong ciing 13 yéu té caa dinh vi. Do do,
khi quyét dinh vé& cdp chét lwong cho san phdm ctia minh, cac nha quan tri Marketing &
céc doanh nghiép phai cin ctr vao nhu cau cia khach hang trén thi truong myc tiéu va
cép chat luong clia cac san pham canh tranh.

Bén canh cap d9, chat lugng con duoc do luong bang tinh dong déu hay nhat quan
clia cac ddc tinh, tirc 1a san pham khong bi bat ky mot khuyét tat nao lién quan dén cac
dic tinh. D& dam béo tinh déng déu cua chét lugng, nhiéu doanh nghiép tu lau da ap
dung hé théng quan ly téng chat luong (TQM — Total Quality Management). H¢ théng
quan 1y téng chat luong hudng vao viéc tip trung moi nd luc dé cai tién chit luong va
giam sat nghiém ngat quy trinh va timg cong doan san xuit va cung tng nham dam bao
tinh nhat quan va chuan xac vé chat lugng san pham. Quyét dinh vé chit luong 1a quyét
dinh mang tam chién lugc cua doanh nghiép dé gianh loi thé canh tranh.

6.2.1.2. Quyét dinh vé lwa chon cdc tinh nang cua sdn phim

Mot san phdm c6 thé co nhiéu tinh ning khac nhau. Tinh ning cia mot san phim
phan anh cic cong nang — cong dung cua nd. Ban dau, doanh nghiép phai ra quyét dinh
san phém duoc tao ra dé no co thé thuc hién dugc mot sd tinh nang khoi diém. Cung véi
thoi gian, san phém duoc tao ra dé thuc hién nhiéu tinh nang moi. Ch'fmg han, may di¢n
thoai di dong duoc thiét ké ban dau ciing chi 1a dung dé nghe dién thoai & moi luc, moi
noi trong ving phu séng ma khong can day, gio day né c6 thé duoc dung dé chup anh,
nghe nhac, giri tin nhin, xem truyén hinh, ludt website... Dé quyét dinh vé céc tinh ning
moéi doanh nghiép phai theo ddi, diéu tra, tham van y kién khach hang va nghién ctru cac
tinh ning trong san pham cua ddi thii canh tranh. Ngudn dir liéu nay s& cung cap cho
doanh nghiép nhiéu ¥ tudng vé cac tinh ning méi cua san pham. Khi d6 cong ty phai lya
chon dé tim ra nhiitng tinh ning mdi cia san pham, nhung v&i diéu kién, tinh ning do
phai thuc su ¢6 gia tri dbi véi khach hang va chi phi dé tao ra n6 khong qua ton kém.

6.2.1.3. Quyét dinh vé thiét ké sin phim

Pé lam gia tang dugc sy cam nhan gia tri cia khach hang, doanh nghiép phai tim
cach thiét ké san phél’l’l that doc ddo. Lam duoc didu d6 doanh nghi¢p cling s€ tao duogc
loi thé canh tranh. Quyét dinh vé thiét ké san pham lién quan dén hai phuong dién: lua
chon kiéu dang va kha ning thuc hién cac cong nang. Nha thiét ké san pham phai xi 1y
hai hoa hai phuong dién nay. Kiéu dang khéc biét, doc dao va hap dan phai dam bao thuc
hién tét cac cong ning nhu: dé sir dung, an toan, tiét kiém chi phi van hanh va bao dudng,
viéc san xudt va phan phdi cling phai don gian, tiét kiém... Trong diéu kién canh tranh
ngdy cang gay gat, thiét ké sé trd thanh cong cu hitu ich ctia sy khac biét va dinh vi. Thiét
ké tot s& 1am ting kha ning thu hut sy cha ¥ va cling 1a mot trong nhitng yéu t6 quyét
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dinh mua cta khach hang, nang cao hiéu qua thuc hién cic cong ning cta san pham, tiét
kiém chi phi san xuat va phan phéi...tir do tao cho san phém loi thé canh tranh.

6.2.2. Quyét dinh vé nhan hiéu

6.2.2.1. Nhin hiéu va cac b phan ciu thanh nhéin hiéu

Nhan hiéu la tén goi, thudt ngit, ky hiéu, biéu twong hodc mot sy két hop giita
nhitng yéu té6 dé nham xdc dinh hang hod hay dich vu ciia mot nguoi ban hay mét nhom
nguwoi ban va dé phan biét chiing véi nhitng hang hod hay dich vu ciia d6i thii canh tranh

Nhan hi€u c6 cac bd phan co ban sau:

- Tén hiéu: (Brand Name) la tén goi nham xéac dinh hang hoé hay dich vu cua
ngudi ban va phan biét v6i hang hoa ciia nhitg doanh nghiép khac. Tén hiéu 1a phan doc
1én duoc. Vi du: Pepsi, Apple

- Ddu hiéu cua nhan hiéu:(Brand Mark) Bao gdm biéu twong, hinh v&, mau sic
hay kiéu chit dic thu...do 1a mot bd phan ctia nhan hi¢u ma chung ta cé thé nhan biét
duoc nhung khong thé doc duoc. (Apple hinh qua téo, Toyota, ...)

Vigc dat tén nhan hi€u ngay nay phat trién manh dén ndi khé ma co san phém nao
khong cé tén hiéu. Mubi ciing duoc dong vao géi riéng clia nha san xuat, Budi da xanh,
Budi Nam roi...

Nhian hiéu 13 sy htra hen ciia ngudi ban bao dam cung cap cho ngudi mua mot tip
hop nhét dinh nhiing tinh chét loi ich va dich vu. Nhitng nhan hiéu danh tiéng bao ham
mot su dam bao vé chit luong.

Nhirng nguoi 1am marketing dua ra 6 cip do ¥ nghia ctia nhin hiéu:

- Thuoc tinh: Vi du Medcedes gogi nhiing thudc tinh rat dic trung nhu dét tién,
sang trong, uy tin, thiét két hoan hao va ding lau bén

- Loi ich: thudc tinh 14u bén cho ta y nghia vé tiét kiém, thiét ké hoan hao cho ta
cam nhan sy an toan

- Gid tri: Medcedes noi 1én nhirng gia tri ma nhiéu nguoi mua tim kiém d6 1a sy
hoan héo, an toan, uy tin

- Van hod: Nhén hiéu cta nha san xuét thé hién mot nén van hoa nhit dinh, vi du:
Medcedes dai dién cho vin hoa Puc: ¢6 t6 chire, hiéu qua va chét lugng cao.

- Tinh cach: Medcedes cho ta hinh anh mdt nguoi chu khong phai 1a kém coi

- Nguoi sir dung: Nhin hiéu con thé hién khach hang mua hay st dung mot san
pham néu ngunoi sir dung biét ton trong gia tri, vin hoa va phong cach ma san pham d6
thé hién.
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6.2.2.2. Cac quyét dinh lién quan dén nhén hiéu

a) C6 gin nhan higu cho sin pham ciia minh hay khéong?

Viéc gén nhan hi€u cho hang hoa phai can nhéc trén nhiéu khia canh; ai s& duoc
hudng loi ich tir viéc gan nhan hiéu san pham? Loi ich d6 nhu thé nao? Phi tén cho viéc
dat nhan hiéu la bao nhiéu?

Quyét dinh gin nhin hiéu hay khong cho san phim dugc xem xét tir goc do ngudi
mua, nguoi ban va ca xa hoi:

- Quan diém ngudi mua: Tén hiéu giup ngudi ta biét it nhidu vé chat lugng:
Iphone, Honda, Sony... Néu hang tiéu ding khong nhan hiéu thi phai so, ngiri... kha mat
thoi gian. Néu nho nguoi khac mua ho sé& rat kho khan.

- Quan diém nguoi ban:

v Tén hiéu s& giup doanh nghiép dé thyc hién don dit hang.
v Tén hi€u gitp quang cédo, thu hut dugc khach hang
v Tén hiéu tao diéu kién chéng canh tranh, dugc phép luat bao v¢.

<

Tén hi€u lam tdng uy tin ctia doanh nghiép.
- Quan diém x4 hoi:
v Dit tén hiéu dua téi chit luong san pham cao hon.
v C6 nhiéu mat hang, dé lya chon
b) Aila ngwoi chii ciia nhan hiéu sin phdm? Co 3 cach:
- Tung san pham ra thi truong dudi nhan hiéu ciia chinh nha san xuét.
- Tung san pham ra thi truong dudi nhan hiéu cta trung gian.
- Tung san pham ra thi truong vira 1a nhan hiéu cia trung gian va nha san xuét.
¢) it tén cho nhin hiéu nhw thé nao?
Co6 4 cach dat tén cho nhan hiéu

- Lwa chon mot nhan hiéu duy nhdt cho tdt cd cdc san phcfm

Nhian hiéu duoc dung cho nhiéu loai san phim dwoc goi chung 13 nhan hiéu chung
(Samsung, Adidas ...). Nhin hiéu chung thudng dugc gin cho cac san phdm tuong tir vé
kiéu dang va chat luong.

Lyua chon mét nhan hi¢u duy nhét cho tit ca cac san phém lam gidm dugc chi phi
quang céo khi tung mot san phim méi ra thi truong. Tuy nhién, néu doanh nghiép san
xudt nhirg san pham hoan toan khac nhau thi viéc c¢6 chung mot nhan hiéu s& co thé gay
nham 14n cho khach hang.

Thyc hi¢n chién luge nay co6 loi ich 1a c6 thé tao uy tin cho cac sdn pham nho vao
mot vai san pham noéi tieng nhung lai c6 nguy co trong truong hop that bai s€ lam hai dén
tat ca cac san pham.
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- Phdn biét hoa cac nhan hiéu cho tung nhom san phcfm.

Khi mét doanh nghiép san xuat ra nhiing san phdm hoan toan khac nhau thi khong
nén st dung mot nhan hiéu chung. Trong trudng hop ndy, tén nhan hiéu tap thé cho timg
nhom san phém c6 chat lugng khéac nhau sé thich hgp hon nham tao sy lua chon d& dang
cho nguoi1 mua hang.

- Phan biét hoa cdc nhan hiéu cho tdt ca san pham

Thuyec hién chién lugc nay cho phép san pham tham nhdp vao nhimng phan khic thi
truong manh hon, nhung khi dua san pham vao thi trudng can phai ting thém chi phi cho
quang cio.

Viéc gin cho hang hoa nhan hiéu riéng biét c6 uu diém 1a doanh nghiép khong rang
budc uy tin ctia minh véi viéc mat hang cu thé c6 duoc thi truong chép nhan hay khong
chap nhan. Néu hang ho4 bi that bai thi diéu d6 khong hé gy ton hai dén thanh danh cua
doanh nghiép hodc gy anh hudng dén san pham khac cua doanh nghiép.

- Két hop thirong hiéu ciia doanh nghiép véi tén riéng cua tirng san pham

Thuyc hién chién lugc nay vira dem lai sttcc manh hop phéap cho san pham, vira cung
cAp thong tin riéng vé tinh khac biét ctia san pham

d) Cdc yéu cau véi nhin hiéu hang héa:

- N6i 1én dugc vé loi ich va chét luong san pham
- Ngén gon, don gian, d& doc d& nh¢

- C6 y nghia

- Boc dao

- C6 thé dang ky va duoc phap luat bao vé

6.2.3. Quyét dinh vé bao bi san pham

> Bao bi c6 vai tro rat quan trong. Mot s6 nha marketing dd coi bao bi 1a chit P
thir nim cing véi 4 chir P trong marketing mix (Package). Tuy nhién hau hét giéi
marketing déu cho rang bao bi 1a mot yéu t6 trong chién lugc san pham.

Viéc thiét ké bao bi (Packaging) 1a nhimng hoat dong nham v& kiéu va san pham dd
chtra hay do bao goi cho mét san pham. Bao bi gdm 3 16p:

- Bao bi 16p dau 1a céi truc tiép chira san pham. Vi du chai dung nudc hoa 14 bao bi
16p dau.

- Bao bi 16p nhi 14 bao bi bao vé bao bi 16p dau va s& bo di khi ta sap dung san pham
d6. Hop dung chai nude hoa 1a bao bi 16p nhi. N6 ¢6 tac dung bao vé b sung, vira 1a chd
dé quang cao thém.

- Bao bi van chuyén 13 16p bao bi can thiét cho viéc Iuu kho va van chuyén. Mot s6
hop cung dung 7 ta chai nudc hoa ndi trén 13 bao bi van chuyén.
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> Bao bi la mot cong cu marketing quan trong

Ngay nay bao goi trd thanh cong cu dic luc cta hoat dong Marketing, boi vi:

(1) Su phat trién ctia hé théng ctra hang tu phuc vu, tu chon ngay cang tang.

(2) Miic giau sang va kha niang mua sim ctia ngudi tiéu dung cang ting.

(3) Bao bi gop phén tao ra hinh anh vé doanh nghiép va nhan hiéu.

(4) Tao ra kha ning va y niém vé su cai tién san pham.

> Cdc quyét dinh bao goi

Pé tao ra bao goi co hidu qua cho mot san pham, nha quan tri Marketing phai
thong qua hang loat quyét dinh ké tiép nhau nhu sau:

- Xay dung quan niém vé bao g61: Bao bi phai tuan thu nguyén tac nao? N6
dong vai tro nhu thé nao ddi véi mot mat hang cu thé? N6 phai cung cap nhimg thong tin
gi vé san pham?...

- Quyét dinh vé cac khia canh: Kich thuéc, hinh dang, vat liéu, mau sdc, noi dung
trinh bay va c6 gin nhan hiéu hay khong? Khi thong qua cac quyét dinh niy phai gin voi
cac cong cu khac cua Marketing

- Quyét dinh vé thir nghiém bao g6i bao gdm: thir nghiém vé ky thuat, thr nghiém
vé hinh thire, thir nghiém vé kinh doanh, thtr nghiém vé kha ning chip nhan cta nguoi
tiéu dung.

- Can nhéc cac khia canh loi ich x4 hoi, loi ich nguoi tiéu dung va lgi ich cua ban
than doanh nghiép.

- Quyét dinh vé cac thong tin trén bao gbi: Ty vao nhimg diéu kién cy thé ma cac
nha san xuat bao gbi quyét dinh dua thong tin gi 1én bao goi va dwa chiung nhu thé nao?
Thong thudng nhing thong tin chii yéu dugc thé hién qua bao géi la:

v Théng tin vé san pham, chi & d6 1a hang gi?
Thong tin vé pham chét san pham
Thong tin vé ngay, ngudi, noi san xuat va cac dic tinh vé san pham
Thong tin vé k¥ thuat an toan khi sir dung

AN N NN

Thong tin vé nhan hiéu thwong mai va cac hinh thirc hap dan dé kich thich
tiéu thu

v M3 s, mi vach

v Cac thong tin theo quy dinh cua phap luat

Céc thong tin trén bao goi c6 rat nhiéu thong tin twong ty nhu yéu cau trong quy

ché nhan hang hoa, nhung ciing ¢6 nhimng thong tin khac. Céac thong tin dugc dua ra co
thé bang cach in truc tiép 1én bao bi hodc in rdi rdi dan 1én bao bi. Gan ddy cach thir nhat
dugc sir dung phd bién hon.
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6.2.4. Quyét dinh vé dich vu khach hang

Mot yéu t khac cAu thanh san pham hoan chinh 1a dich vu khach hang. Tuy vao
ting loai hang ma tdm quan trong cua dich vu khach hang s& khac nhau. Cac nha quan tri
Marketing phai quyét dinh bon van dé lién quan dén viéc cung cip dich vu cho khach
hang:

- Noi dung hay cac yéu té dich vu ma khach hang doi hoi va kha niang doanh nghiép
¢6 thé cung cap 1a gi? Tam quan trong twong dbi cua timg yéu t dich vu d6

- Chét luong dich vu va doanh nghiép phai dam bao chit luong dich vu cho khach
hang dén muc d6 nao so véi cac ddi thu canh tranh

- Chi phi dich vy, tirc khach hang duoc cung cép dich vu mién phi hay theo mirc gia
ca nao?

- Lua chon hinh thirc cung cép dich vu: Doanh nghiép tu td chuc luc luong cung
cap dich vu, dich vu duoc cung cip boi cac trung gian budn ban, dich vu do t6 chirc doc
1ap bén ngoai doanh nghiép cung cép.

Khi quyét dinh vé dich vy, doanh nghiép phai cin ctr vao bon yéu t6 chinh 1a: dic
diém san phém, doi hoi cua khach hang, dich vu cua ddi thu canh tranh danh cho khach
hang va kha nang ctua doanh nghiép.

6.2.5. Quyét dinh vé chiing loai va danh muc san phim

6.2.5.1. Quyét dinh vé bé réng ciia chiing loai sin phim

Chung loai san phdm 12 mdt nhom san pham c6 lién quan chit ch& v6i nhau do
gidng nhau vé chtc ning hay do ban chung cho cing mot nhém khach hang hay thong
qua cung nhiing kiéu t6 chtrc thuong mai, hay trong khudn kho cing mét diy gia

Bé rong cta chiing loai san pham 1a sy phan giai vé s6 lugng cac mat hang thanh
phan theo mot tiéu thirc nhat dinh, vi du nhu theo kich ¢&, theo cong suit,...

M&i doanh nghiép thuong cé cach thic lya chon bé rong chung loai san pham
khac nhau. Nhirng lra chon nay tiy thudc vao muc dich ma doanh nghiép theo dudi

Céc doanh nghiép thién vé theo dudi muc tiéu cung cip mot chung loai day du hay
phin dau dé chiém linh phan 16n thi trudng hodc mé rong thi truong thudng ¢ chung
loai san pham rong. Trong trudng hop ndy ho san xudt ca nhitng san phdm sinh 10i it.
Nguoc lai ¢co nhitng doanh nghiép quan tim trudc hét dén sinh 10i cao cua san pham.
Nhung du quyét dinh ban dau cua doanh nghiép nhu thé nao, thi hién tai doanh nghiép
cling van gip phai van dé dit ra 1a mo rong va duy tri bé rong cia ching loai san pham
bang cach nao? Giai quyét vin dé nay doanh nghiép c6 hai huéng lya chon.

Mot la, phdt trién ching logi. Phét trién chung loai ¢ thé dugc thuc hién bang cac
cach thurc sau:

- Phat trién hudng xudng duéi
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- Phat trién huéng 1én trén

- Phat trién theo ca hai hudng trén

Hai la, b6 sung mdt hang cho ching logi san pham. Cach 1am nay c6 nghia 14 theo
bé rong ma doanh nghiép da lya chon, doanh nghiép c6 gang dua thém nhitng mit hang
moi trong khuon kho d6. Viée bo sung san pham duge dat ra xuat phat tir cac muc dich
sau:

- Mong mubn c6 thém lgi nhuin

- Dé lap chd tréng trong ching loai hién c6

- Tan dung nang lyc san xuét dich vu du thira

- Muu toan tré thanh doanh nghiép cha chét véi chung loai day du

Khi b6 sung nhitng san phim mdi trong cling mot chung loai doanh nghiép phai
tinh dén kha ning giam muc tiéu thy ctia san phim khac. Pé 1am giam bét anh hudng nay
doanh nghiép phai dam bao chic chin rang san pham mdi khac han so v6i san pham da
co.

6.2.5.2. Quyét dinh vé danh muc sin phim

Danh muyc san pham la tap hop tit ca cac chung loai san phdm va cac don vi san
phém do mdt nguodi ban cu thé dem chao ban cho nguoi mua. Danh muc san phém duoc
phan anh qua bé rong, mirc d6 phong phi, bé sau va muc d6 hai hoa ciia no

Bé rong ctia danh myc san pham 1a tong thé sb cac ching loai san pham do doanh
nghiép san xut

Mirc d6 phong phua ctia danh muc san pham 13 tong s6 nhimg mat hang thanh
phan ciia n6

Bé sau cua danh muc san pham 1 téng s6 cac don vi san pham cuy thé duoc chao
ban trong ting mat hang riéng cua mot chung loai. Vi du thudc danh rang Crest 1a mot
mit hang thudc chung loai thudc danh rang. Thube danh ring Crest dugc chao ban trong
ba kiéu dong goi v6i hai loai hwong vi (loai thudng va bac ha). Khi d6 bé sau cua danh
muc san pham c6 sau san pham cy thé

Mirc d6 hai hoa ctia danh muc san pham phan anh mirc d6 gan giii ciia san pham
thudc cac nhom ching loai khéc nhau xét theo goc dé muc dich st dung cudi cung, hodc
nhing yéu cau vé t6 chirc san xuit, cac kénh phan phdi hay mét tiéu chudn nao do.

Bén thong sé dic trung cho danh muc san phim mé ra cho doanh nghiép bén
huéng chién lwoc md rong danh muc san pham.

6.2.6. Quyét dinh vé phat trién san phAm méi
6.2.6.1. Khdi qudt vé sin pham méi

Do nhiing thay ddi nhanh chong vé thi hiéu, cong nghé, tinh hinh canh tranh
doanh nghiép khong thé ton tai va phat trién néu chi dya vao nhimng san pham hién c6. Vi
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vay, mdi doanh nghiép déu phai quan tim dén chuong trinh phat trién san pham méi néu
mudn ton tai va phat trién véi uy tin ngay cang ting.

Pé c6 duge san phém m&i, doanh nghié¢p cod thé c6 hai cach: Mua toan bd doanh
nghiép nao d6, mua bang sang ché hay gidy phép san xuit san phdm cua nguoi khac,
hodc tu thanh 1ap bo phan nghién ctru Marketing va thiét ké san pham mdi. Ta sé& tap
trung nghién ctru hudéng thir hai.

Theo quan niém Marketing, sin pham méi cé thé la nhimg san pham méi vé
nguyén tdc, san pham mdi cdi tiém tir cdc san phdm méi hién cé hodc nhitng nhan hiéu
méi do két qud nghién cieu, thiét ké, thir nghiém ciia doanh nghiép. Nhung dau hiéu quan
trong nhat danh gia san pham d6 1a san pham mai hay khong phai 1a sy thira nhan coa
khach hang.

Thiét ké, san xuét san phém méi 1a mot viéc 1am can thiét, nhung cé thé 1a mao
hiém d6i véi doanh nghiép. Boi vi ching co thé that bai do nhitng nguyén nhan khac
nhau. Dé han ché bét rui ro cac chuyén gia — nhitng ngudi sang tao san pham mdi phai
tuan thi nghiém ngit cic budc trong qué trinh tao ra san phim méi va dwa nd vao thi
truong.

6.2.6.2. Cdc giai doan thiét ké va Marketing sin phiam mdi

Giai doan 1: Hinh thanh y tuong

Tim kiém nhiing ¥ tudng vé san pham méi 1a bude dau tién quan trong dé hinh
thanh phuwong 4n san xudt san phim moéi. Viéc tim kiém nay phai dugc tién hanh mot
cach c6 hé thong va thudng cin ctr vao cic ngudn thong tin sau:

- Tir phia khach hang: qua tham do ¥ kién cta ho, trao doi v6i ho, thur tir va don
khiéu nai ho gui dén, céc thong tin ho phan anh trén bdo chi va phuong tién thong tin dai
ching...

- Ttr cac nha khoa hoc

- Nghién ctru nhitng san pham thanh cong/thét bai ctia d6i thii canh tranh

- Nhan vién ban hang va nhiing ngudi ciia doanh nghiép thuong tiép xtc véi
khach hang

- Nhitng nguoi c6 bang sang ché phat minh, cac truong dai hoc, cac chuyén gia
cong nghé va quan ly, cac nha nghién ctru Marketing...

Y tudng vé san pham méi thuong ham chira nhiig tu twong chién luoc trong hoat
dong kinh doanh va hoat dong Marketing ctia doanh nghiép, chflng han nhu: tao ra mét
wu thé dic biét nao dé so véi san phém ctia dbi thu canh tranh, céng hién mét sy hai long
hay thoa mén nao d6 cho khach hang... Véi mdi ¥ tuong d6 thuong co kha nang, diéu
kién thyc hién va wu thé khac nhau. Vi vdy phai chon loc ¥ tuong t6t nhat.

Giai dogn 2: Lwa chon y tuong
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Muc dich cua viéc lwa chon 1a dé cb géng phat hi¢n sang loc va thai loai nhiing y
tuong khong phu hop, kém hip din, nhim chon dugc nhitng ¥ tudng tot nhat. Dé lam
duoc diéu nay mdi y tuong vé san phdm méi can dugc trinh by bang van ban trong d6
c6 nhiing ndi dung cbt yéu la: Mo ta san phém, thi truong muc tiéu, cac ddi thu canh
tranh, udc tinh so bo quy mé thi truong, cac chi phi ¢ lién quan dén viéc thiét k&, chi phi
san xuét san phém, gia ca du kién va thoi gian dé san xuét, mirc do phu hop véi doanh
nghiép vé cac phuong dién cong nghé, tai chinh, muyc tiéu chién luoc... D6 ciing chinh 13
céc tiéu chuan dé Iya chon va tham dinh y tudng va phuong an san phim méi.

Giai doan 3: Soan thdo va tham dinh dw an san phcfm moi

Sau khi c6 nhiing y tuong duge chon loc, mdi ¥ tudng phai duoc xay dung thanh
nhimg dy 4n san phdm moi.

Y tudng va du an 14 nhitng khai niém khac nhau. Chi c¢6 du 4n mdi tao thanh hinh
anh thuc sy vé mot san phélm ma doanh nghi€p du dinh dua ra thi truong va n6d co y
nghia d6i voi khach hang.

Y tudng la nhimg tu tuong khai quat vé san pham, con du an 1a sy thé hién tu
tvong khai quat d6 thanh cac phuong an san pham méi voi cac tham sé vé dic tinh hay
cong dung hodc ddi tuong sir dung khac nhau ciia chung.

Sau khi d4 co du 4n vé san pham, can phai thim dinh timg dy 4n nay. Tham dinh
du 4n 1a thir nghiém quan diém va thai d6 cia nhém khach hang muc tiéu dbi véi cac
phuong 4an san pham da dugc mo ta. Qua tham dinh dua trén ¥ kién cua khach hang tiém
nang két hop véi cac phan tich khac nita doanh nghiép s€ lya chon dugc mét du an san
pham chinh thirc

Giai doan 4: Soan théo chién lugc Marketing cho san phcfm moi

Sau khi du 4n san phim méi t6t nhat duoc thong qua, doanh nghiép can soan thao
chién lugc Marketing cho né. Chién lugc Marketing cho san phim m&i bao gom 3 phan:

Phdn thir nhdt md ta quy md, cu triic thi truong va thai do cua khach hang trén thi
truong muc ti€u, du kién xéc 1ap vi tri san phém, chi tiéu vé khoi lugng ban, thi phén va
loi nhuén trong nhitng nam trudce mét;

Phan thir hai trinh bay quan diém chung vé phin phdi san pham va dy doan chi
phi Marketing cho nam dau;

Phan thir ba trinh bay nhitng muc tiéu twong lai vé cac chi tiéu: tiéu thu, loi nhuan,
quan diém chién luoc lau dai vé cac yéu tb Marketing mix.

Trén co s6 cac tu liéu di co trude khi quyét dinh cho thiét ké san pham, ban lanh
dao doanh nghiép tién hanh duyét 1an cudi cing vé muc d6 hap dan cua kinh doanh san
pham md&i, phan tich va cin nhic ky cac chi tiéu du kién vé: Mirc ban, chi phi va loi
nhuan
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Giai doan 5: Thiét ké san pham mdi

Trong giai doan thiét ké cac dy an san pham phai duoc thé hién thanh nhiing san
phém hién thyc, chtr khong chi 1a nhiing mo ta khai quat nhu cac budc trén. Pé lam viéc
nay, by phan nghién ctru thiét ké s& tao ra mot hay nhiéu phuong &n hay mo hinh san
pham. Theo ddi va kiém tra cac thong sé kinh t& DTVuuuky thuat, cac kha niang thuc
hién vai tro cua san phém va tirng bo phan, chi tiét cAu thanh no. Tao ra san phérn mau,
thir nghiém chirc nang ctia n6 trong vong thir nghiém, kiém tra thong qua khach hang hay
ngudi tiéu dung dé biét y kién cua ho.

Giai doagn 6: Thir nghiém trong diéu kién thi truong

Néu san phim moi da qua dugc giai doan thir nghiém chtrc ning va su kiém tra
clia nguoi tidu ding thi doanh nghiép s& san xuat mot loat nho dé thir nghiém trong dicu
kién thi truong. O budc ndy ngudi ta vira thr nghiém san pham vira thir nghiém cac
chuong trinh Marketing. Vi vay, dbi tuong dugc thir nghiém co thé 1a: vira khach hang,
vira cac nha kinh doanh (bu6n ban) va cac chuyén gia c6 kinh nghiém. Nhitng muyc tiéu
theo dudi trong yéu trong budc nay 1a dé tham do kha ning mua va du bao chung vé mirc
tiéu thu. Dé dat muc tiéu d6 san phém s€ dugc ban thir & trén thi truong.

Giai doan 7: Trién khai san xudt hang loat va quyét dinh tung san phdam mdéi ra thi
truong

Sau khi thir nghiém thi truong, doanh nghiép da c6 cin cir 1& nét hon dé quyét
dinh c6 san xuét dai tra san phAm mdi hay khong. Néu viéc san xuit dai tra hang loat
duogc thong qua doanh nghiép phai thuc sy bét tay vao trién khai phuong an t6 chirc san
xuit va Marketing san phdm mdi. Trong giai doan nay, nhiing quyét dinh lién quan dén
viéc tung san phdm méi vao thi trudng 1a cuc ky quan trong. Cu thé 1a trong giai doan
nay, doanh nghiép phai thong qua 4 quyét dinh:

- Khi nao chinh thirc tung san pham mai vao thi truong?

- San pham méi s& duoc tung ra ¢ dau?

- San phdm méi trudc hét phai tap trung ban cho ddi twong khach hang nao?

- San phém mdi dugce tung ra ban nhu thé nao? Vai nhitng hoat dong hd tro nao
dé xtic tién viéc ban

6.2.7. Chu ky song ciia sin pham

6.2.7.1. Khdi niém Chu ky song ciia sdn phim

Chu ky sbéng cta san pham la thuat ngir ding dé mé ta sy bién doi cta doanh sd
tiéu thu ké tir khi san phdm duoc tung ra thi truong dén khi né phai rat lui khoi thi
truong. Chu ky song ctia san pham c6 thé dugc xem xét cho timg mat hang cu thé, timg
nhém ching loai, tham chi tirng nhan hi¢u san phém.

105



Sy ton tai chu ky séng cua san phém 14 hién nhién, hy vong vé sy tOn tai 1au dai
véi doanh sb cao dbi véi mot san phém, chung loai san phém hodc nhan hiéu san phém la
chinh dang. Nhung hy vong d6 chi dat dugc khi doanh nghiép biét dugc su dién bién cua
chu ky séng, dic diém cua no, dong thoi cé nhimng diéu chinh chién lwoc Marketing thich
hop.

6.2.7.2. Cdc giai doan trong chu ky séng ciia sin phim

DPéi voi tung san phém, nhom chung loai hoac nhan hi¢u san phém c6 thé co sb
luong va d6 dai timg giai doan khac nhau. Nhung dang khai quat vé mat 1y thuyét thi chu
ky song san pham c6 bén giai doan. D6 1a: giai doan tung san pham vao thi truong; giai
doan phat trién; giai doan chin mudi va giai doan suy thoai.

a [ G GD phat Gb bédo GD suy
trién trién hoa thoai
khai

Hinh 6.2: Chu ky song ciia san phim
Giai doan 1: Giai doan tung san pham ra thi truong (giai doan giGi thiéu)
Pay la giai doan m& dau cta viéc dua san pham ra ban chinh thiic trén thi truong.
Boi vay n6 doi hoi phai co thoi gian va su chudn bi ky ludng vé moi mat. Mac du vay
muc ti€u thu trong giai doan nay thuong tdng cham chap vi céc 1y do sau:
- Doanh nghiép md rong ning luc san xuat;
- Doanh nghiép con phai gip phai nhitng vudng mac vé k¥ thuat
- Cham trién khai mot kénh phan phdi hiéu qua
- Khach hang chua tir bd thdi quen ti€u dung trude day;
- Kha nidng mua sim con han ché
Trong giai doan ndy, doanh nghiép thuong chiu 16 hoic 1ai rat it, mac du gia ban
thuong dugce quy dinh cao. Hudng chién lugc cua hoat dong Marketing trong giai doan
nay la:
- Tép trung nd lyc ban vao nhém khach hang c¢6 diéu kién sin sang mua nhét.
- Pong vién khuyén khich cac trung gian Marketing
- Tang cudng quang co va xic tién ban

Giai doan 2: Giai doan phat trién
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Trong giai doan nay muc ti€u thu bat dau tang manh, trén thi truong xuat hién
nhiéu d6i thi canh tranh méi, loi nhuan trong giai doan nay ting. Dé khai thac va kéo dai
tdi da co hoi nay, doanh nghi¢p cé thé thuc hién cac tu tudng chién lugc sau:

- Giit nguyén murc gia hodc giam chat dé thu hut khach hang

- Gilr nguyén hodc tang chi phi kich thich tiéu thu

- Tiép tuc théng tin manh mé& vé san pham cho cong ching

- Nang cao chit luong san pham, tao cho né tinh chit méi, san xuat nhitng mau ma
méi

- X4m nhap vao nhitng phan thi truong mai

- Str dung kénh phan phbi méi

- Thay d6i doi chut vé thong diép quang céo dé kich thich khach hang.

Giai doan 3: Giai doan bdo hoa (chin muoi)

Khi nhip d¢ tang mirc tiéu thy bt dau chitng lai, vi¢c ti€u thu san phém budc vao
giai doan chin mudi. V& thoi gian, giai doan nay thudng dai hon cac giai doan trude va
dat ra nhitng nhiém vu phuec tap trong linh vuc quan tri Marketing

San pham tiéu thy cham ciing c6 nghia 1a chung tran day trén cac kénh luu thong,
diéu d6 ham chira mot cudc canh tranh gay gét. Pé canh tranh, cac ddi thu dung nhiéu
thuat ngir khac nhau nhu: Ban ha gia, ban theo gia thip hon gia niém yét chinh thirc, ting
quang céo, kich thich cac trung gian thwong mai, ting cudng chi phi dau tu cho viéc
nghién cuu, thiét ké, thur nghiém nham tao ra cic mau ma hang méi... tinh hinh d6 dan
dén sy giam sut cua loi nhuan. Dé san pham tiép tuc ton tai trén thi trudng, cac nha quan
tri Marketing co thé c6 cac phuong an lwa chon sau:

- Cai bién thi trudng, ttc 1a tim thi trudng mai cho san pham
- Cai bién san pham, thay d6i mot s6 yéu td, didc tinh ciia san pham
- Cai bién céac cong cu Marketing Mix

Giai doan 4: Giai doan suy thodi

Giai doan suy thoai xuét hién khi muc tiéu thu cac san phém hoac nhan hiéu san
phém gidm sut. Vi¢c gidm sut co thé dién ra nhanh choéng, cham chap, tham chi dén s6
khong. Ciing ¢6 san phdm muc tiéu thy ching giam xudng thap rdi dung lai & do trong
nhiéu nam.

Miic tiéu thu giam do nhiéu nguyén nhan khac nhau nhu: thanh tyu vé céng nghé
lam xuét hién san phérn moi thay thé, thi hiéu cua nguoi tiéu dung thay ddi, canh tranh
gay git tir cac doi thii trong va ngoai nudc.

Khi murc tiéu thu giam sut dan dén 1oi nhuan giam sut, mot s6 doanh nghiép co thé
rut khoi thi truong, s6 con lai co thé thu hep chung loai san phém chao ban, tir bo phén
thi truong nho, nhitng kénh thwong mai it hiéu qua nhat, cat giam chi phi khuyén khich
va ha gia nhiéu hon. Nhung viéc giit lai nhitng san pham da suy thoai c6 thé gay nhiéu
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kho khan cho doanh nghiép, thdm chi lam gidm uy tin cho toan doanh nghiép vi nhitng
san pham d6. Vi vay, dé han ché bst anh hudng xdu cia hién tuong nay doanh nghiép
can quan tdm cac khia canh sau:

- Luén theo ddi dé phat hién nhirng san pham budc vao giai doan suy thoai

- Pdi vé6i timg mat hang phai nhanh chong théng qua quyét dinh tiép tuc luu giir
hay thai loai chiing ra khéi danh muyc san pham ctia doanh nghiép. Viéc luu giit mit hang
doi khi cling dem lai mébi 1oi 16n cho doanh nghiép, néu nhu cac d6i thu canh tranh rat lui
khoi viéc kinh doanh mét hang do6 nhiéu.

CAU HOI THAO LUAN

Cau 1: Dinh nghia vé san phém va phan loai san phém, dich vu. Chon mdt san
pham bat ky, chi 1 cac yéu td cAu thanh ciia mdi cap d6 sam pham do?

Cau 2: Trinh bay khai ni¢m va yéu cau déi v6i nhan hi¢u san pham?

Céu 3: Trinh bay cac quyét dinh lién quan dén bao goéi va dich vu khach hang lién
quan dén mot san pham cu thé

Céu 4: Chu ky séng san pham 1a gi? M6 ta dic diém cac giai doan cua chu ky
sdng clia san pham va sy thay doi cia chién luge Marketing qua céc giai doan trong chu
ky séng ctia san pham.

Cau 5: Thé nao 14 san phim méi? Phan tich cac budc doanh nghiép can thyuc hién
khi phat trién san pham méi?

BAI TAP UNG DUNG

Cau 1: Lya chon mot san phdm cu thé va cho biét san pham d6 dang ¢ giai doan
nao cua chu ky song? Vi sao? Huéng chién lugc Marketing doanh nghiép dang str dung
v6i san pham do

Céu 2: Tinh huéng Pién Quang v6i hwéng di méi

La doanh nghiép hang diu Viét Nam vé san xuat bong dén va céac thiét bi chiéu
sang. Cong ty bong dén Dién Quang khong chi dimg lai & nd luc tim kiém, phat trién
nhiing cong nghé t6t nhat dé cho ra doi nhitng san pham dat chat lugng cao ngang tim
quéc té ma ludbn quan tim ti viéc phuc vu nguoi tiéu dung mot cach cé hiéu qua nhat.

Nhimg nd luc dang ghi nhan ciia Pién Quang trong thoi gian qua nhu img dung
cong ngh¢ hoat hoa Tricolor phosphor vao bong dén huynh quang thong thuong, nén san
phém cua bién Quang c6 tinh ndng vuot trdi giap bao vé tdt thi luc, dic biét v6i doi mét
tré em, do chét luong anh sang tot hon, hiéu suat 4nh sang va truyén mau cao hon so véi
cac san pham huynh quang thong thuong nhd ting ting thém do sang 25-35%. Céc
chuong trinh phic 1oi cong cong do dién quang thyc hién da noi 1én diéu nay. Pac biét 1a
chuong trinh “Anh sang hoc duong” nham chim soéc sirc khoe vé mat cho cac em hoc
sinh.
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Pién Quang ciing diy manh viéc tu nghién cir cdc cong nghé tién tién dé san xuat
ra san pham méi nham duy tri vi tri dan dau thi trudng, dong thoi cam két chinh sach chét
luong ludn duge dam bao tao su tin ding vé san pham va gop phan bao vé stc khoe
nguoi tiéu dung voi cac tiéu chi nhu do bén cao, tiét kiém dién c6 hiéu qua, san phém co
sttc canh tranh va dich vu t6t nhat.

Dén voi Bién Quang, khach hang hoan toan yén tim vé chat luong san pham, hoat
dong tu van chu d4o hoan hao.

Cau hdéi:

1. Bién Quang da lam gi dé phuc vu nguoi tiéu dung mdt cach hié¢u qua nhét?

2. Tai sao trong huéng phat trién san pham moi. Pién Quang tap trung vao viéc
nang cao chét lugng san pham?

3. Hay déanh gia hudéng di méi ciia Dién Quang?
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Chuwong 7
QUYET PINH VE GIA BAN
MUC PiCH CHUONG
Sau khi nghién ctru va hoc tap chuong nay, sinh vién can nim duoc:

- Khai niém gia theo quan diém marketing, vai trd va nhiing tdc dong cua gia doi
v6i kinh doanh cta cac doanh nghiép trong boi canh nén kinh té toan cau hién nay

- Nhitng yéu t6 bén trong va bén ngoai tic dong dén muc gia ban hang ciia doanh
nghiép, tim quan trong ctia mdi nhan td

- Tién trinh dinh gid ban hang cia doanh nghi€p, uu nhuoc diém cta mdi mot
phuong phép dinh gia

- Ban chét va diéu kién ung dung ctia cac chién luge gia d6i v6i san pham méi.
NOQI DUNG CHUONG

7.1. NHUNG VAN PE CHUNG VE GIA

7.1.1. Khai niém gia

Gi4 mang nhiéu tén goi khéac nhau va duogc tiép can trén nhiéu gb6c do. Gia la tén
goi chung c6 lién quan dén lugng don vi tién té dung dé mua hodc ban cua hau hét san
phém vat chat. Nhung ddi véi cac dich vu thi tén goi cua gia dugc bién tudng thanh nhiéu
dang, chéng han, hoc phi — gia cta cac khoa hoc; cude — gia cia dich vu van chuyén, gia
ctia thong tin... C6 mot sé goc do tiép can vé gid ca chiing ta can quan tim

e V&i hoat dong trao ddi, gia ca dugc dinh nghia: “Gid la moi twong quan trao
doi trén thi truong”. Pinh nghia nay chi r3:

Gia 1a biéu tuong gia tri cia san phém, dich vu trong hoat dong trao ddi. Vi vay,
khong thé thiéu vang gia ca ¢ bat ky mot hoat dong trao ddi nao.

Trao ddi qua gia 1a trao ddi dua trén gia tri cua nhiing thr dem trao doi. Vi vay,
khi thyc hién trao d6i qua gid, truée hét phai danh gia dwoc gia tri cua cac thir dem trao
d6i. Néu tiéu chuan cua gia tri 1a loi ich kinh té thi su chip nhan mot muc gia phu thudc
rat 1on vao su xét doan lgi ich ma cac thanh vién tham gia trao ddi danh gia vé murc gia
do

e Vi ngudi mua: “Gia ca ciia mot san phdm hodc dich vu 1a khoan tién ma ngudi
mua phai tra cho ngudi ban dé duoc quyén sé hiru, sir dung san pham hay dich vu d6”.
Véi nguoi ban: “Gia ca cia mgt hang hoa, dich vu 1a khodn thu nhap nguoi ban nhan
duogc nho viée tidu thu san pham do”
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e Theo Quan diém Marketing, gid ca cua mot san pham la mon tién ma nguoi
ban tru tinh co thé nhan dwoc tir nguoi mua dé doi lai cho nguoi mua quyén so hitu hodgc
s dung san pham.

7.1.2. Y nghia ciia gia

Gié 1a bién s duy nhat cia Marketing — mix tao doanh thu cho doanh nghiép. Cac
quyét dinh vé gia luon gan voi két qua tai chinh ciia doanh nghiép. Gia c6 mot y nghia
quan trong mang lai cho doanh nghiép doanh thu va logi nhuan. Thong qua gia tién chay
vao doanh nghiép. Thong tin vé gia ludn giir vi tri quan trong trong viéc dé xuét cac
quyét dinh kinh doanh.

Gi4 ctia san pham 1a nhén t6 quyét dinh chu yéu dén nhu cau thi truong ddi véi san
phém d6. Gia anh huong dén vi thé canh tranh va thi ph?m cua doanh nghiép.

Chinh sach gia ca dung dén c6 anh huong tryc tiép dén chu ky séng cua san pham,
gitip doanh nghiép gianh loi thé canh tranh, gitt viing va mé rong thi truong.

7.1.3. Cac loai quyét dinh vé gia

Céc quyét dinh diéu chinh vé gia hay con goi 1a cac noi dung cuia chinh sach gia
trong Marketing bao gom:

- Quyét dinh vé mirc gid co s¢: Gia co s (list price/base price) 1a gia ban tai noi
san xuat hodc noi ban ma dugc tinh toan trong diéu kién ban hang chung nhét va chua
phan anh cac yéu t6 nhu chiét khau, phi van chuyén va cac yéu td khac.

- Quyét dinh vé diéu kién ban hang: xac dinh cac diéu kién dat hang, giao hang va
thanh toan.

- Quyét dinh vé cdc mire gid bdn trong nhitng diéu kién ban hang khdc nhau: (a)
Chién lugc gia linh hoat hay gia ¢ dinh; (b) ti 1& chiét khau, giam gia va cac diéu chinh
vé muc gia theo cac didu kién ban hang di dua ra, chiét khau theo s lugng, theo dic
diém thanh toan, dinh gia theo khu vuc dia ly... (¢) céac chién lugc dinh gia theo chu ky
séng, kich thich ti€u thy, dinh gia cho dong san phém

- Quyét dinh diéu chinh gid khi déi thi va méi trwong thay doi.

7.2. CAC YEU TO ANH HUONG PEN QUYET PINH VE GIA

Cic yéu to bén trong Cic yéu to bén ngoai
1.Cac  muc tiéu 1. Pac diém cua thi truong
Marketing | Cacquyét | va cau

2. Marketing — mix 2. Ban chat va co ciu canh

: dinh vé gia
3. Chi phi san xuat tranh
4. Céc yéu t6 khac 3. Cac yéu t6 khac

So' d6 7.1. Cac yéu to anh hwéng dén quyét dinh vé gia

111



7.2.1. Céc yéu t6 bén trong doanh nghiép

7.2.1.1. Cac muc tiéu Marketing

Céac muc tiéu Marketing dong vai trdo dinh hudng trong vi¢c xac dinh vai tro,
nhiém vy va cach thirc tmg xir vé gia trong giao dich. Mdi mot muc tiéu doi hoi cac quyét
dinh vé gia riéng, cu thé:

- Muc tiéu “t6i da héa loi nhudn hién hanh”

Khi cac doanh nghiép nhan thiy rang méi trudng kinh doah cho phép ho thuc hién
duoc muc tiéu tai chinh, ho s& c¢d géng 4n dinh gia theo xu huéng muc gia do dem lai
doanh thu va loi nhuan t4i da.

- Muc tiéu dan dau thi phdn

C6 nhiéu doanh nghiép mudn dat ty phan thi trudng 16n nhat dé gat hai loi nhuan
lau dai nho hiéu qua gia tang theo quy md. Dé thuc hién muc tiéu ndy, cic doanh nghiép
thuong dinh gia theo xu hudng: dit mac gia thip, hy vong dat dugc quy mo thi trudng
16n nhat ma ho mong mudn.

- Muc tiéu dan dau vé chat luvong

Doanh nghiép c6 thé dé ra muc tiéu trd thanh nguoi dan dau vé chat lugng san
phiam & thi truong muc tiéu. Thong thudng, voi muc tiéu ndy, doanh nghiép s& 4n dinh
mot mirc gia cao. Mot mit, nham trang trai cho nhiing chi phi tao ra nhiing san pham c6
chat luong cao, mit khac sir dung ciap quan hé chat lugng — gid ca dé gdy anh hudng téi
sw cam nhan cua khach hang vé chat luong cao cta san phim cung tng.

- Muc tiéu dam bdo song sot

Céc doanh nghi€p s€ lya chon muyc ti€éu “dam bao séng sot” lam muc ti€u thach
thirc cia minh, néu né dang gip kho khin do canh tranh qua quyét liét hodc cau thi
truong thay d6i qua dot ngot ma doanh nghiép khong kip ddi pho. Trong trudng hop nay,
doanh nghiép chi ¢ ging dit mot mirc gia dam bao da dé trang trai phan chi phi bién doi.
V6i chinh sach gia nhu vy, doanh nghiép c6 thé cam cy trong mét thoi gian nhét dinh dé
cho co hoi méi

- Cdc muc tiéu khac

Gia ban san phém hodc dich vu con c6 thé chiu sy chi phéi ctia mot sb cac muc
tiéu khac ctia doanh nghiép. Ching han, dinh gia thip dé ngan chin khong cho ddi th
canh tranh tham gia thi truong, dinh gia ban ngang bang voi dbi thu canh tranh dé on
dinh thi truong; dinh gia thap dé thu hat khach hang khi cung tng san phim moi; dinh
gid wu dai dé tim kiém sy ung ho va hop tac cia lyc lugng trung gian. ..

7.2.1.2. Chién lwgc dinh vi va cdc bién so khdc ciia Marketing — mix

Gia chi 1a mot cong cu ctia Marketing mix ma doanh nghiép st dung dé dat muc
tiéu ctia minh. Diéu d6 c6 nghia 1a khi quyét dinh vé gia, phai dat nd trong mot chinh
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sach tong thé. Viéc dat gid vao mot tong thé ca chién luoc Marketing — mix doi hoi cac
quyét dinh vé& gia phai dam bao tinh nhat quan véi cac quyét dinh vé san pham, kénh
phan phéi va xuc tién ban hang. Nhu:

+ Gia va cac chién lugc khac ctia Marketing phai ¢6 sy hd trg 1dn nhau dé doanh
nghiép thuc hién duoc chién luoc dinh vi va cic muc tiéu di chon.

+ Su lua chon vé gia phai dugc dat trén co so cua cac sy lya chon vé céc bién cb
khac ctia Marketing da duogc thong qua.

7.2.1.3. Chi phi cung iing sin phim

+ Gia thanh quyét dinh gi6i han thap nhit ciia gia. Cac doanh nghiép déu mudn
tinh mot murc gia du dé trang trai moi chi phi bo ra trong san xuat, phan phdi, cé loi
nhuén chinh dang cho nhiing nd lyc kinh doanh va ganh chiu rii ro. Vi vay khi can 4n
dinh mirc gia ban, gia thanh duoc coi 14 co s& quan trong nhat.

+ Khi xac dinh dugc chinh xac va quan 1y duoc chi phi, cdc nha quan 1y c6 thé tim
ra cac giai phap thay ddi, ha thip chung dé tang gia loi nhuan, diéu chinh gia mot cach
chu dong tranh mao hiém.

7.2.1.4. Cic yéu té khdc

Ngoai nhitng yéu té co ban thudc ndi bd doanh nghiép nhu da néu trén, gia con
chiu anh huéng ciia nhitng yéu t6 khac. Chang han, nhiing dic trung ctia san pham (tinh
d@)ng nhét, tinh di biét, tinh thoi vu, tinh d& hong...), h¢ s6 co gian cda cung (san phém
ctia hé sé co gidn ctia cung thap, cu ting 1a ap luc chinh dé ting gia), dic biét co ché to
chirc quan 1y gi dugc xac 1ap trong mdi doanh nghiép.

7.2.2. Nhirng yéu t6 bén ngoai

7.2.2.1. Dic diém ciia thi trwong va cau

Trong trao doi, gia 1a két qua thoa thudn giita hai bén mua va ban. Khach hang
thudng 1a nguoi c6 tiéng noi cudi ciing quyét dinh mirc gia thuc hién

Cau thi trudng quyét dinh giéi han cao — trdn cta gia. Vi vy trudc khi ra cac
quyét dinh gia nhitng nguoi 1am Marketing phai nam dugc nhitng dic trung cua thi
truong va cau san phadm. Anh huong cua thi truong va cau dén gia chu yéu tap trung vao
ba van d lon:

- Méi quan hé tong qudt gifta gid va cau: mdi mirc gida ma doanh nghiép dua ra
dé chao hang s& dan dén mot mirc cau khac nhau va vi thé sé tac dong khac nhau dén muc
tiéu Marketing. Pudng cau thé hién sé lugng hang hod ma thi trudng s& mua sim trong
mot khoang thoi gian nhat dinh, tvong tng véi mdi mirc gia khac nhau c6 thé dugc ap
dung trong thoi gian d6. Thong thuong ciu va gia c6 mbi quan hé nghich ddo, nghia 1a
gi4 cang cao thi cau cang thap va nguoc lai.
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- Sw nhay cam vé gia hay sw co dan ciia cdu theo gid: dugc sir dung dé mo ta
mirc d6 phan ung ctia khach hang khi gia ban thay d6i. Do d6, néu biét duoc co din cua
cau ngudi ra quyét dinh vé gia s& luong duge nhitng hau quéa xay ra khi mirc gia thay doi.

Vi vy, khi dinh gia va thay d6i gia nhitng ngudi lam Marketing khong thé bo qua
su danh gia vé sy co din cia cau theo gia. Gia chi c6 ¥ nghia 1a mot cong cu cua canh
tranh va 161 kéo thém khach hang néu ngudi mua co sy nhay cam vé gia cao. Sy nhay
cam vé gia ctia nguoi mua khong phai 13 nhu nhau & moi hang hoa va & moi tinh hudng.

- Cdc yéu t6 tam Iy ciia khdch hang: Nhan thirc ciia khach hang vé gia trong
nhiéu trudng hop chiu dnh hudng ciia yéu t6 tdm 1y. Pic diém nay thuong rat pho bién &
nhitng hang hoa phi vét chat hodc nhiing hang hoa ma sy hiéu biét cta khach hang vé san
phém, vé nhin hiéu, vé gia cua dbi th canh tranh con han ché.

7.2.2.2. Canh tranh

Mic du cau thi truong quy dinh trin va chi phi ctia doanh nghiép quy dinh san cia
gia, song khi dinh gia ban san phim ctia minh cic doanh nghiép khong thé bo qua cac
thong tin vé gid thanh, gia ca va cic phan tng vé gia ctia ddi thu canh tranh boi vi voi
ngudi mua “gia tham khao” ma ho str dung dé dénh gia mirc gia cia doanh nghiép trudce
hét 1a gia cua san phém va nhan hi€u canh tranh. San phém rat kho tiéu thu véi gia cao
hon khi khach hang biét ring c6 mot san pham tuong tu dang duoc ban véi gia ré hon.
Anh hudng ciia canh tranh va thi truong téi cac quyét dinh vé gia c6 thé duoc phan tich
trén cac khia canh sau:

- Tuong quan so sanh giita gia va chi phi cung tng san phiam cta doanh nghiép
va ctia san pham canh tranh.

- MJdi twong quan giita gid va chét luong san pham cua ddi thu canh tranh, dic
biét 14 su danh gia cua khach hang vé tuong quan nay.

- Phan tng cta dbi thu canh tranh vé gia

Hon nita, doanh nghiép cin phai biét ho dang kinh doanh & hinh thai thi trudng
nao? (Cau trac canh tranh)

- Hinh thai thi truong canh tranh thuan tay: bao gdm nhiéu ngudi mua va nguoi
ban trao doi v6i nhau vé mot thtr hang hoa dong nhat (vd: vang, gao). Khong c6 mot
ngudi mua hay ban nao cé thé gay anh hudng vé gia.

- Hinh théi thi trudng doc quyén thuin tiy: Bao gdm nhiéu ngudi ban va nguoi
mua giao dich v&i nhau qua mot khung gia chir khong phai mot thi trudng duy nhét

- Hinh théi thi truong canh tranh ¢6 doc quyén: Pudng cau cia thi trudng 1a
duong cau cua nganh. Ngudi ban doc quyén dinh gid, nham muyc dich duy tri vi tri doc
quyén cuia minh
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- Hinh thai thi truong doc quyén nhoém: Mot s it nguoi ban, timg ngudi trong s6
ho ¢ thé manh dé co thé gay anh hudng toi gia thi trudng, ho rat nhay cam véi cac chién
lugc gia cua ddi tha canh tranh.

7.2.2.3. Cdc yéu t6 bén ngoai khdc

Khi quyét dinh mot murc gia, cac doanh nghiép con phai xem xét dén nhiing yéu t6
thudc moi truong bén ngoai, bao gom:

- MBoi truong kinh té: Cac yéu td thudc méi truong kinh té nhu lam phét, ting
truong hay suy thoai, 13i suit, thit nghiép, ...déu anh huong dén cac quyét dinh gia vi
chung anh huong tryc tiép dén stc mua, chi phi cung ung va sy nhay cam vé gia cua
khach hang.

- Thai d6 (phan ung) ctia chinh phii. Cach thirc diéu tiét gia cua Nha nude chu
yéu thong qua viéc ban hanh cac luat 1¢ vé gia.

Céc yéu té thudc moi truong kinh té nhu lam phat, ting truong hay suy thoai, 1i
sudt, that nghiép...déu anh huong dén cac quyét dinh gia vi chung sé& truc tiép anh hudng
dén stc mua, chi phi san xuat mot san phim va s cam nhén cta khach hang vé gia tri va
gia ca cua san pham do.

Pham vi hang hoa do Nha nudc dinh gia tryc tiép thudng rat nho, nhung pham vi
hang hoa c6 su diéu tiét timg phan vé gia ciia Nha nudc khong nho. Cach thire diéu tiét
gi4 cia Nha nuéce chii yéu théng qua viée ban hanh cac luat 1¢ vé gia. Nhitng dao luat vé
gia v6i muc dich han ché nhiing tiéu cuc trong viéc dinh gia cua cac doanh nghiép. Vi
vdy, cac doanh nghiép khi dua ra cac quyét dinh vé gia déu phai tuan thu nhiing yéu cau
c6 tinh phép 1y nay.

7.3. QUY TRINH XAC PINH GIA

7.3.1. Xac dinh muc tiéu dinh gia

Nhu da phan tich, x4c dinh muc tiéu Marketing va chién lugc dinh vi san phém ma
doanh nghi¢p da lya chon. Mat khac, n6 phai dugc dat trong mdt thé théng nhét véi cac
bién s6 khac ctia Marketing — mix

O budc dau tién nay, nguoi lam gid phai thyc hién nhitng nhiém vu chinh sau:

- Nghién ctru k§ muc tiéu kinh doanh, chién lugc dinh vi ma doanh nghiép lua
chon

- Ném noi dung cua cac chinh sach san pham; phan phéi va xic tién;

- X4c dinh muc tiéu va nhiém vu cia gia gdm: pham vi va vai trd cua gia; sy hd
tro cua gia voi cac chit P khac trong viéc thyc hién va chién lugc dinh vi va muc tiéu cta
doanh nghiép.
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7.3.2. Xac dinh ciu & thi truong muc tiéu
Viéc xac dinh ciu & thi truong muc tiéu phuc vu cho viéc dinh gia tap trung vao
hai van dé co ban: Xac dinh tong cau; va xac dinh hé s co gian cua cau theo gia
7.3.2.1. Xdc dinh tong cau
Mbi mirc gia dit ra sé dan dén mot murc cau khac nhau va tryc tiép anh huong dén
doanh thu, 191 nhuan, thi phan. Vi vdy doanh nghi¢p can phai xac dinh dugc cau ¢ thi
trudong muyc tiéu.
Qd =n*p*q
Qd: Sé lwong cau (Tinh bang tién)
n: S6 luong khach hang ¢ thi trudng muc tiéu voi nhimg gia thiét nhat dinh
q: S6 luong san pham trung binh ma mot khach hang mua
7.3.2.2. Xdc dinh hé sé co giin ciia cdu
Vé mit Iy thuyét hé s co gidn ctia cau dbi véi gia duge xac dinh theo cong thirc:
Do co gidn cua cau theo gia = Ty 18 phan trim bién d6i cau/ty 1& phan trim bién
doi gia
Hay Ed = (AQ/Q)/(AP/P)
7.3.3. Xac dinh chi phi phuc vu cho viéc dinh gia
7.3.3.1. Xdc dinh cac chi tiéu chi phi
O goc do xac dinh gia, cac chi tiéu chi phi co ¥ nghia quan trong nhat la:
- Tbng chi phi cb dinh: 1 toan bd chi phi chi cho cac dau vao ¢ dinh. N6
khong thay doi theo mure d§ san xuat hay doanh s6 ban
- Tong chi phi bién doéi: La toan b cac loai chi phi phi cho cac dau vao bién
doi. No thay doi cung vdi san lugng san xuat.
- Tong chi phi:
Tong chi phi = Tong chi phi c6 dinh + Tong chi phi bién doi
Céc chi tiéu chi phi tinh cho don vi san pham: Chi phi bién dbi trung binh, chi
phi ¢6 dinh trung binh va chi phi binh quén trén mgt san pham
7.3.3.2. Phdn tich moi quan h¢ giita gida thanh, san luwgng va mirc gia du kién
Gié thanh duogc tinh theo cong thire:
Gia thanh don vi sain phAm = Tong chi phi/San lwong
Gitip ban lanh dao gianh thé chii dong trong viéc dé xuét “chién lugc gia tin
cong”, chién lugc gia “xam nhdp thi truong” hodc khai thac co hdi ban hang & tung
thuong vy, ngay ca khi nguoi mua dat mirc gia thap hon gia chao hang.
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7.3.3.3. Tim kiém tiém ning ha thip gid thanh

Nguoi ta nhan thiy rang, gia thanh khong chi giam xudng theo su gia ting ciia sd
luong san pham, kinh nghiém san xuat duoc tich liy (duong cong kinh nghiém) ma con
chiu anh hudng rat 16n vao nhitng nd luc tim kiém cac giai phap ha thap chi phi (tiét kiém
vat tu, ting nang suit lao dong, ...)

7.3.4. Phin tich sin phdm va gi4 ca ctia d6i thi canh tranh

- Thu thap cac thong tin vé gia thanh, gia ban, chat luong va nhiing dic tinh cua
san phém canh tranh, thai d¢ khach hang vé gia va san phém ctia ddi thu canh tranh.

- Phén tich diém manh, diém yéu trong chinh sach gia ctia dbi thi canh tranh

- Xac dinh pham vi, mirc do va tinh chat phéan tng vé gia cua ddi thu canh tranh.

7.3.5. Lwa chon phwong phap dinh gia

7.3.5.1. Phwong phdp dinh gia dwa vao chi phi

o Dinh gia “cong ldi vao gid thanh”

-Cong thure xac dinh gia cong 1ai vao gia thanh (chi phi) la:
Gia dy kién = Gia thanh san pham + Lii dy kién

Miic 13i du kién c6 thé tinh theo gi4 thanh don vi san pham, ciing c6 thé tinh theo
doanh s ban.

Vi du 1: Mot doanh nghiép c6 cac du kién nhu sau: Chi phi bién doi binh quan
(AVC): 12.000d, Tong chi phi ¢6 dinh (FC): 400.000.000d, S6 lwong du kién tiéu thu
(Q): 50.000 san pham.

Vay:
Chi ohi s At 400.000.000
1 p lq San’v\ Xua _ 12.000 + - = 20.000d
don vi san pham 50.000

Gia sir doanh nghiép du kién murc 1di 25% trén chi phi, thi mirc gia du kién la:

Gia du kién = 20.000 x (1+0,25) = 25.000d

Ho cling c6 thé du kién muc 13i trén doanh s ban chéng han 20% trén doanh s ban.
20.000

Gi4 du kién = — = 25.000d
1-02

Uu diém:

Pon gian, dé tinh vi chi phi san xuat 1a dai lugng ma ngudi ban hoan toan kiém
soat duoc.

Khi tit ca cac doanh nghiép trong nganh déu sir dung phuc vu dinh gia nay thi gia
ctia ho c6 xu hudng tuwong ty nhu. Vi thé c6 kha ning giam thiéu sy canh tranh vé gia ca.
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Pam bao sy cong bang cho ngudi mua va ngudi ban.

Nhuoc diém:

Trong nhiéu trudng hop khong hop 1y n6 bo qua su anh hudng ciia cau va sy nhan
thire vé gia cua khach hang. Hon nira kho c6 thé dung hoa dugc su canh tranh trén thi
truong vé gid.

e  Dinh gia theo loi nhugn muc tiéu

Theo phuong phap nay doanh nghiép xac dinh murc gia trén co s& dam bao ty suat
loi nhuan muyc tiéu trén vén dau tu (ROI)

Cong thirc xac dinh gié theo lgi nhuan muc tiéu:

Gia dam bao loi L¢i nhuan mong mudn trén VDT

R T = Chi phi don vi +
nhuin muc tiéu San luwgng

Vi du 2: Cac thong tin ctia doanh nghiép nhu vi du 1, gia sir doanh nghiép dau tu 1
ty dong cho day truyén cong nghé. Trong nim doanh nghiép mong mudn dugc li nhuan
1a 15% trén vbn dau tu. Tinh mirc gia du kién ctia doanh nghiép dé dat loi nhuan trén

20.000 +150.000.000/50.000 = 23000 dong

o Pinh gid theo phwong phdp hoa von

Pé linh hoat hon trong cach dinh gia twong ung vdi cac khdi lugng ban ¢ thé co
va dé dat quy mo lgi nhuan mong mudn, c6 thé sir dung phuong phap hoa von hay do thi
hoa vbn. Do thi hoa von dugc xdy dung boi dudng tong doanh thu va dudng tong chi phi.
Puong tong doanh thu (TR) giao véi dudng tong chi phi (TC) tai muc tiéu thu duoc goi
1a diém hoa vén

San lwong Téng chi phi ¢6 dinh (FC)

hoa vén Gi4 - Chi phi bién déi don vi
Khéi lugng 1oi nhuan muc ti€u dugc xac dinh béng khoang cach gitra duong téng
doanh thu va duong tong chi phi, n6 dugc quyét dinh boi khéi lugng tiéu thy dam bao loi
nhuin muc tiéu va mirc gia dy kién twong duong.

Khoi lwong ban dat dwoc

. X . = FC+ Téng loi nhuin muc tiéu
1¢i nhuan muc tiéu

Gia - Chi phi bién doi don vi
7.3.5.2. Dinh gia theo mirc gia hién hanh hay dinh gia canh tranh
Khi dinh gia theo phuong phap nay doanh nghiép iy gia ban ciia ddi thu canh
tranh 1am co so. Do vay, gia ban ciia doanh nghiép c6 thé cao hon, thip hon, bang véi gia
ctia ddi thu canh tranh.
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- Dit gia bang v6i gia san pham cua dbi thu canh tranh: 4p dung khi doanh nghiép
hoat dong trong nganh thudc hinh thirc thi truong doc quyén nhém hodc doanh nghiép
tham gia vao thi trudng v6i niang lyc canh tranh nho bé, hodc san pham ciia doanh nghiép
tuong tu san phém ctia ddi thu canh tranh.

- Pit gia cao hon gia san phim dbi thu canh tranh: ap dung khi san pham cua
doanh nghi¢p c6 su khac bi¢t voi san phém canh tranh dugc khéach hang chép nhan. Tuy
nhién khoang cach khong qué 16n dé tranh anh huong té1 khach hang nhay cam vé gia.

- Pinh gia thdp hon gia san pham cta ddi thii canh tranh: ap dung voi san pham
ma khach hang nhay cam véi gia. Tuy nhién khoang cach khong qua 16n dé tranh cudc
canh tranh vé gia khong mong mudn.

7.3.5.3. Dinh gid déu thau

Dinh gi4 d4u thau trong cac truong hop doanh nghiép dau thau cong trinh. Gia déu
thau thudc loai gia canh tranh.

C6 ba kiéu diu gia chii yéu 1a dau gia kiéu Anh, ddu gia kiéu Ha lan va d4u thau
kin.

- Pau gia kiéu Anh.

Kiéu diu gia nay ciin duoc goi 1a ddu gia ting dan. Tham gia d4u gia c6 mot ngudi
ban va nhiéu ngudi mua. Ngudi ban dua ra mon hang can ban va nhiing ngudi mua sé
dua ra cac mirc gia dit mua ting dan. Phién dau gia s& két thuc v6i mirc gia dat mua cao
nhit va ngudi dit mua véi mirc gia cao nhat s& dwoc quyén mua mén hang do.

- Péu gia kiéu Ha lan.

Kiéu diu gia nay ciin duoc goi 1a dau gia ha dan.

C6 hai hinh thirc 13 dau gia:

> Mot ngudi ban va nhiéu ngudi mua: ngudi ban s& phat mot mirc gia ban dau rat
cao, roi ha dan cho t6i khi c6 nguodi mua chap nhan mua voéi mire gia do.

> Mot nguoi mua va nhidu ngudi ban: ngudi mua théng bao mén hang can mua
va cac nguoi ban tiém nang s& canh tranh véi nhau dé gianh don hang bang cach dua ra
gia thap nhat. Viéc du gia 1a cong khai, mdi ngudi ban déu biét két qua cta nhimg lan bo
thau trudc va toan quyén quyét dinh c6 tham gia tiép hay khong.

- DPau thau kin.

Céc kiéu diu gia trén 1a dau gia cong khai, tirc 13 thong tin vé gid dé nghi cua céac
d6i thii canh tranh dugc cong bd rong roéi cho moi ngudi biét.

Nguoc lai, trong ddu thau kin mdi ngudi ban tiém ning s& gii mot ho so du thau
cia mdnh t6i ban quan 1y ddu thau dé chd duge duyét. Bén canh cic quy tronh ky thuat,
thiét ké hop 1y, nha cung cp ciing phai dwa ra mirc gia hop 1y. Néu muc gia dua ra qua
cao, nha cung cap tiém ning nay co thé bi loai. Nguoc lai, néu mic gia dua ra qua thip,
nha cung c?ip 6 nhiéu kha ning trang nhung s& bi 16 hoic bi coi la khong dat chét lugng.
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7.3.5.4. Phwong phdp dinh gid theo gid tri cam nhdn

La phuong phéap dinh gia dya vao nhan thirc hay cam nhdn cta ngudi mua vé san
pham, chir khong phai 1a chi phi ciia nguoi ban. Gia ban phu hop voi su danh gia, cam
nhan cta khach hang ddi v6i san pham ciia doanh nghiép.

Pé xac dinh gia theo gia tri cam nhan cua khach hang, nguoi 1am gia phai tién
hanh cac cong viéc sau:

- Pé xéc dinh gi4, ngudi lam gia phai tién hanh nhiing coéng viéc sau:

= Doanh nghiép xdy dung khai niém san phdm cho mdt thi truong muc tiéu
cu thé v6i chat lwong va gia du kién cuy thé.

= Doanh nghiép s& du kién khdi luong hang ban mong mudn vai gia do.

= Xac dinh lgi nhuan theo chi phi va mirc gia du kién

» Néu lgi nhuén tinh toan thoa min cac nha dau tu, san phém s& dugc phat
trién. Néu khong doanh nghiép s& viit bo ¥ tuong san pham do.

Viéc dinh gia theo phuong phap nay ciing khuyén khich tu duy canh tranh phi gia ca.

- Chia khoa cua phuong phap dinh gia theo gid tri cdm nhan 1a phai xac dinh
chinh x4c dugc cam nhan cua thi truong vé téng loi ich tuong ddi ma san phém va dich
vu cua doanh nghiép dua lai.

- Cac nghién ctru marketing dong vai tro quan trong trong viéc xac dinh gia tri
cam nhén cua khach hang.

- Phuong phép dinh gia theo gia tri cam nhan rat pht hop vé6i ¥ tudng dinh vi san
pham

7.3.6. Luwa chon mirc gia cu thé

Céc phuong phap dinh gia néu trén da tao ra cac phuong an khac nhau vé muc gia
co ban. Doanh nghiép can phai lya chon cho minh mot mirc gia cu thé twong ddi hop ly
bang cach xem xét thém nhiing yéu t6 anh huéng mang tinh chat tinh hudng chua duoc
phan tich, chang han:

- Nhitng yéu t6 tim 1y ctia ngudi mua khi cam nhén gia

- Tinh dén anh huéng cia cac bién s6 khac trong Marketing — mix nhu: danh
tiéng cta doanh nghiép va thuong hiéu; muc tiéu quang céo, viéc ap dung cic chuong
trinh khuyén mai...

- Phan ung cua cac lyc lugng trung gian va nhiing lyc lugng khac co lién quan:
thai do cua cac dai ly, nhimg nguoi ban budn, ban 1é, phan tng cia cac dbi tha canh
tranh, nhirg dao luat méi lién quan dén gia... dé dam bao chic chin rang chinh sach gia
cua doanh nghiép 1a hop phép.

120



7.4. CAC CHIEN LUQC GIA
7.4.1. Chién lwoc dinh gia cho san phAm méi

Pay 1a chién lugc gia duoc ap dung cho giai doan dau cua chu ky sdng san pham.
Khi tung mét san phém mdi vao thi truong, cdc doanh nghiép cod thé chon mot trong hai
kiéu chién luoc gia sau:

7.4.1.1. Chién lwgc gida “Hét ving”

Céc doanh nghiép thuong dinh gia ban dau cao nhat c6 thé ddi véi nhitng doan thi
truong ngudi mua san sang chip nhan., khi mc tiéu thu giam xudng ho c6 thé giam gia
dé thu hat nhitng khach hang nhay cam vé gia.

- Muc dich.

= Cung cap mot loi nhuan 16n dé trang trai céc chi phi nghién ciru va phat trién
san pham méi cang nhanh cang tot.

» Gi4 cao s& tao nén hinh anh chét lugng cao.

= Gia cao s& kiém ché nhu cau mua sim, nhd d6 cau s& khong ting vuot qua
nang luc san xuit cua doanh nghiép.

= Doanh nghiép thuong dé dang hon trong viéc ha dan gia ban khi khach hang it
mua sdm do gi4 ban dau cao hon 1a ting dan gia ban dé trang trai chi phi do gia ban dau
dit qua thap.

- Diéu kién dp dung:

= San phidm moéi c6 nhimg dic diém va tinh ning doc ddo ma khach hang rat
thich, thuong 1a ¢ giai doan dau cua chu ky séng cua loai san pham.

= S ddi thu canh tranh ciing it.

Dinh gia hét vang rat hay duoc dung dbi voi cac san pham cong nghé cao nhu
dién thoai di dong, bg vi xur Iy clia may vi tinh, cdc loai biét dugc hay thoi trang cao cép.

7.4.1.2. Dinh gia “thdm nhdp thi truong”

Céc doanh nghiép an dinh mirc gid ban dau kha thdp nham theo dudi muyc tiéu
danh duoc thi phan 16n. Pong thoi, gia thip s& gdy kho khin cho cac dbi thu canh tranh
ban cac san pham ctia ho.

- Dinh gid tham nhdp 6 téc dung tot trong nhitng trwong hop sau:

= Quy mo thi trudng d6i v6i san pham ctia doanh nghiép 14 16m.

= Puong cau 14 khd co gidn, dién hinh 14 trong nhiing giai doan sau cua chu ky
song cua loai san pham.

= Chi phi c6 thé giam nhanh khi lwong san xuét ting.

Sy canh tranh hién tai gitra cac ddi thu 1a khéc 1iét d6i v6i loai san phdm nay hodc
s& quyét liét sau khi san phdm nay duogc giGi thiéu.
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Doanh nghiép dinh gia tham nhap can chuén bi ky cang cho mot cudc canh tranh
vé gia s& dién ra sau khi san pham cua ho dugc gidi thiéu trén thi truong. Sau d6 sé ting
gia nhung van dam bao thi trudng.

7.4.2. Pinh gia cho danh muc sin phim

Viéc dinh gia cho danh muc san pham can duoc phan biét theo nhing tinh huéng
cu thé:

7.4.2.1. Dinh gid cho chiing logi sin phiam

Dinh gia cho chung loai san pham tirc 1a dinh gia ban cho nhimng san pham co6
cung mot chirc nang twong tu, dugc ban cho cung mdt nhdm nguoi ti€u dung.

Khi dinh gia cho ching loai san phdm, doanh nghiép phai tinh dén chénh léch vé
gi4 thanh, cich danh gia ciia khach hang vé cac tinh ning cua mdi san phdm va gia cua
cac san pham canh tranh va chénh 1éch giira cac bac gia. Néu mirc gia chénh 1éch giita hai
bac gia cia hai san phim duoc xép ké nhau khong 16n, ngudi mua thuong lwa chon
nhitng san phérn hoan hao hon. Doanh nghi¢p s€ tang loi nhuan néu ho biét dat cac bac
gia hudng khach hang vao viéc mua nhimg san pham c6 chénh léch vé gia va gia thanh
16m.

Thuyc chét cta viéc dinh gia cho chung loai san pham 13 dinh gia cho nhiing san
pham cung loai nhung khéc nhau vé chit luong hoic kiéu dang, mau ma.

7.4.2.2. Xdc dinh gid cho nhitng sin phdam phu thém

C6 mdt s6 san pham chinh duoc chiao ban cing v&i san pham phu thém. Viéc dinh
gi4 phan biét giira san pham chinh va phuy rat phtic tap vi doanh nghiép phai ddi pho véi
nhing d6i thu canh tranh dua ra mot muc gia “hoi” hon cho khach hang khi ho chi thuc
hién mot muc gia cho san pham hoan chinh (tron bd)

7.4.2.3. Xdc dinh gid cho sin pham kém theo bit bujc

Mot san pham khi sir dung budc phai c6 nhiing san pham khac di kém (nhing san
pham bat budc). Vi du: phim cho may anh, ludi dao cho ban dao cao. Nhimg ngudi san
xuit san pham chinh c6 thé dinh gia thip cho san phdm ctia minh va ban san pham bt
budc vai gia cao dé thu 101 hodc nguoc lai. Muc tiéu ma doanh nghi¢p mudn hudng téi 1a
thu duoc loi nhuan cao nhét trén von dau tu cho ca danh muc san phém cua ho

7.4.2.4. Pinh gid 2 phin

Céac doanh nghiép dich vu thuong st dung cach dinh gia 2 phan. Mot phan cia
mirc gia, nguoi tiéu thu chi tra cho ngudi cung tng dé duoc quyén sir dung san pham &
mirc t6i thiéu. Phan tht hai cta gia, nguoi st dung phai chi tra cho nhimg nguoi tiéu
ding vuot qua mirc toi thiéu.
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7.4.3.5. Dinh gid tron goi

Véi cach dinh gia nay, thay vi viéc ban cac san phdm riéng 1¢, ngudi ban s& tap
hop mot s6 san pham dé ban chung thanh “bd” hodc “go6i”. Nguyén tic dinh gia tron goi:

Gié ban tron goi < Tong tién mua hang theo phwong thirc ban riéng r&

7.4.3.6. Dinh gid theo nguyén tic dia Iy

Khi ban cho nhitng ngudi mua ¢ nhitng khu vuc dia 1y khac nhau, ngudi ban cin
phai can nhic vé chi phi van chuyén.

Cdc chién lwge gid co thé c¢é ba dang:

- Nguoi ban chiu toan b chi phi van chuyén;
- Ngudi mua chiu toan bo chi phi van chuyén
- Ngudi ban va ngudi mua chia sé v6i nhau chi phi van chuyén.

Viéc lua chon chién luoc nao sé anh huong dén pham vi thi truong vé mat dia ly
cua doanh nghiép, vi tr¢ cua cac nha may, vi tri cua vung nguyén li¢u va strc manh canh
tranh trong cac khu vuc thi truong khac nhau.

- Dinh gid tai noi san xudt

Nguoi ban s& bdo gid cho ngudi mua gia tai cong nha may ciia ngudi ban, con
ngudi mua s& phai tra thém chi phi chuyén chd dé dua san pham vé dia diém ciia nguoi
mua. C6 nghia 1a ngudi ban khong chiu chi phi van chuyén ma chi xép hang 1én phuong
tién van tai cho ngudi mua.

Vi chién lugc nay, nguoi ban luon thu duge mot lugng tién nhu nhau khi ban cho
nhiing khach hang tai nhiing vi tri dia ly khac nhau.

Tuy nhién, cach dinh gid nay han ché kha nang tham nhdp nhiing khu vuyc thi
truong & xa nguoi ban, va khi ngudi mua phai chiu chi phi van chuyén, ho s& c6 xu
huéng mua tir nhitng nha cung cip & gan ho hon.

- Dinh gid giao hang theo vung

La cach dinh gia trong d6 ngudi ban chia tat ca cac khu vuc thi truong cia minh
thanh cac vung dia ly, sau do dinh gia ban t&i céc vi tri dia 1y trong cuing mét vung 1a nhu
nhau con gid ban tdi cac vi tri & cac vung khac nhau thi khac nhau.

Ngudi ban d6 tinh toan sin chi phi van chuyén t&i vi tri trung tdm ctia mdi ving
va str dung chi phi nay dé tinh ra gia ban t&i ving do.

Viéc tinh toan gia t6i cac diém ban khac nhau t6 ra don gian hon, vi ngudi ban chi
can tra ctru trén bang gia ban theo timg ving, thay vi phai tinh toan chi tiét toi timg diém
ban cu thé.

Tuy nhién nhiing khach hang & hai bén duong ranh gidi vung lai c6 cam giac
khong cong bang.

- Dinh gid giao hang nhw nhau (Pinh gid dong véin phi)
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Gia dugc tinh cho ngudi mua 1a nhu nhau bét chap diém ban 1 xa hay gan so véi
noi san xuat. Chién lugc dinh gia nay déi khi ciin duoc goi 1a “dinh gia tem thu buu
dién”.

Doanh nghiép tinh toan chi phi van chuyén téi mot dia diém nao d6 nam gitra dia
diém xa nhit va gan nhat, roi cong chi phi nay vao gia co s¢ dé dua ra mot muc gia
chung cho nhiing khach hang & gan ciing nhu & xa.

Céch dinh gia nay thuong dugc sir dung khi chi phi van chuyén chiém mot phan
nho trong tong chi phi ctia ngudi ban va khi ngudi ban mudn st dung dich vu giao hang
“mién phi” nhu 1 dich vu phu thém d¢ ting cuong kha ning canh tranh ctia ho.

Tuy nhién, loi nhuan c6 duoc tir mdi lan ban lai phu thudc vao vi tri dia 1y cua
khach hang va nhiing khach hang & gan nguoi ban hon lai phai tra nhiéu hon so véi
nhitng khach hang ¢ xa hon.

- Dinh gid voi chi phi van chuyén canh tranh

Pé tham nhap céc thi trudng & xa, ngudi ban sin sang chiu mot phan chi phi van
chuyén.

> Theo cach dinh gia hap thu chi phi van chuyén, nha san xuit s& bao gia cho
khach hang ctia ho mot mirc gia giao hang bang tong ciia gia ban tai nha may cong véi
chi phi van chuyén canh tranh, trc 1a chi phi van chuyén ciia mot d6i thu canh tranh &
gan khach hang nay.

» Chién luogc dinh gia hép thu chi phi dugc str dung dé khac phuc nhuoc diém
ctia cach dinh gia tai cong nha may.

» Theo cach dinh gia hép thu chi phi, nguoi ban co thé mé rong khu vuc thi
truong ctia minh dén chimg nao ma phan doanh thu thuan ting thém ciing 16n hon phan
chi phi tdng thém.

7.4.3. Cac chién lwgc diéu chinh mire gia co ban

7.4.3.1. Chiét gid va bét gid

Pé khuyén khich khach hang trong viéc mua va thanh toan, cac doanh nghiép c6
thé diéu chinh muc gia co ban ciia minh va duoc goi 13 hinh thirc chiét gia va bt gia

- Chiét gia cho s6 lwong mua 16n

- Chiét khau chtrc ning (chiét khau thuong mai): La loai chiét khau gia san xuat
ap dung cho cac thanh vién trong kénh phan phdi

- Chiét khéu thoi vu

- Chiét gia khuyén khich thanh to4n bang tién mit va thanh toan nhanh

- B6t gia: La mot dang giam gia so voi biéu gia da quy dinh. N6 duoc dp dung
cho cac truong hop: “ban lai hang cii, mua hang méi”, bot gia dé giai phong hang cham
luan chuyén; thuong cho nhing dai 1y tham gia vao cac chuong trinh hd trg tiéu thy ...
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7.4.3.2. Dinh gid khuyén mgi

La hinh thtc diéu chinh gia tam thoi (dugc thuc hién trong mot thoi gian nhét
dinh) nham muc dich hd trg cho cac hoat dong xuc tién ban hang. C6 mot s6 hinh thirc
dinh gia khuyén mai pho bién nhu:

- Pinh gi4 16 dé 16i kéo khach hang

- Dinh gia cho nhitng dot ban hang dac biét

- Gid tra gop

- Ban hang theo phiéu mua hang

- Chiét gia vé tam Iy

7.4.3.3. Dinh gia phan biét

Céc doanh nghiép diéu chinh murc gid co ban dé phu hop véi nhitng didu kién
khac biét ctia khach hang, ctia san pham hodc cta nhiing yéu t6 khac chir khong phai vi
chi phi.

Khi 4p dung gia phan biét, doanh nghiép s& ban nhiing san pham cung loai véi
nhiing muc gid khac nhau cho cac khach hang khac nhau

Mot s6 hinh thirc dinh gia phan biét:
Dinh gia theo khach hang
Dinh gi4 theo dia diém
Dinh gia theo hinh anh
Pinh gi4 lic cao diém, thap diém

7.4.4. Thay doi gia

7.4.4.1. Chii dpng cdt giam gid

Céc doanh nghiép budc phai cit giam gia cia minh khi d6i mat véi nhing tinh
huéng sau:

- Du thira ning luc san xudt

- Ty phan thi truong giam sat

- Khdng ché thi truong bang viéc ban ha gia

7.4.4.2. Chu djng ting gida

Do nan “lam phat chi phi”; On dinh lgi nhuan. Do cau tang qua muc cung; Gia
tang loi nhuan. .. doanh nghiép chu dong ting gia. Tuy phai d6i dién véi rui ro nhung néu
thanh cong no6 s& dem lai cho doanh nghiép phan 6n dinh hoic gia ting vé loi nhuin

7.4.4.3. P6i phé lai viéc thay déi gid ciia doi thii canh tranh (Lwa chon cdc phin
teng vé gid canh tranh)

Tuy thudc vao hoan canh cu thé ma doanh nghiép cé thé lua chon mot sd phuong
an sau:

- Giam gia ban san pham thap hon d6i thu canh tranh
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- Giir nguyén gia, thuc day cac hoat dong khac ciia Marketing — mix

- Nang gia cling cai tién chat lwong, miu ma san pham. ..

CAU HOI THAO LUAN

Cau 1: Trinh bay khai niém Gia ca theo quan diém Marketing? Phan tich tam
quan trong ctia gia trong bdi canh thi trudng hién nay?

Cau 2: Phan tich cac yéu t6 anh huong dén gia ban san pham?

Cau 3: Trinh bay céc phuong phéap dinh gid ban: Noi dung, uu nhuogc diém, diéu
kién va linh vyc 4p dung

Cau 4: Phan tich cac chién lugc gia cho san pham méi, gia cho danh muc hing
hoa, chién luogc diéu chinh gia, thay doi gia ban

BAI TAP UNG DUNG

Tinh huéng I: Cac phwong an dinh gia

Hang Vcop 1a hing san xut 1 loai rugu Votka “thé hé méi” dang ban rat chay tai
1 bang nuwéc M. Thi phan loai rugu nay ctia hing chiém téi 27,5% thi truong & bang
nay. Thoi gian sau, 1 d6i thu canh tranh ctia Vcop 1 hang Smith, quyét dinh canh tranh
voi Veop dé danh thj phﬁn. Ho cling cho ra 1 loai rugu Vétka “tuong lai” co chat lugng,
theo ho, khong thua kém gi “thé hé m6i” ma gia lai ré hon 1,5 USD.

Hang Vcop cam thiy mdi de doa mat khach hang nén da hop Hoi dong quan tri dé
dé ra cac phwong an chién luge canh tranh. C6 nhiéu phwong an duoc dua ra:

Phurong an I: Giam gia ruou “thé hé méi” 1,5 USD/1 chai dé giit khach hang.

Phuong an 2: Giir nguyén gia cii dé giir thi phdn nhung ting chi phi cho quang céo
va khuyén mai.

Phuong dn 3: Tang gia cho ruou “thé hé madi” thém 1 USD/1 chai so véi gia cii
nhung c6 cac phan qua hap dan di kém.

Phurong én 4: Tang gia cho rugu “thé hé moi” thém 1 USD/1 chai so vdi gia cil,
SX 1 loai rwou Vétka méi mang nhan hiéu “mo wdc” co gia ban bang ruou “tuwong lai”,
va 1 loai rugu Voétka méi nita mang nhan hiéu “niém tin” co gia ban thép hon ruou
“tuong lai”.

Ban Quan tri cua hing Vcop can c6 su phén tich khoa hoc dé Iwa chon 1 trong céac
phuong 4n trén dé canh tranh véi dbi thu.

Yéu ciu

1. Hay phan tich wu diém va nhuoc diém cia timg phuong an chién luge cta hing
Vcop trén.

2. Ban hay gitp Ban Quan tri cia hang Vcop lya chon 1 trong 4 phuong an dinh
gia trén, va hay giai thich tai sao ban lai chon phuong an do.
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Tinh huéng 2: “Nghich 1y ciia viéc dinh gia”

Silverdo 1a mét cira hang nir tranh tai trung tdm thanh phd Temple ciia My, chuyén
ban cac mat hang trang strc thu cong. Vai thang trudce day, ctra hang dugc chao ban bd
suu tap cac loai gdbm: xuyén, khuyén tai, day chuyén bac va ca ghim cai trang sttc cho ca
vat. Nét doc dao cua chung 1a duge 1am tir ngoc trai hong quy hiém cing véi da cam
thach tréng dugc mai tinh vi. Vi 12 mat hang moéi nén Sheila — chu ctra hang da can than
dinh gi4 tng mén mdt sao cho viée kinh doanh c6 10i ma khach hang van cam nhan thay
gia ca vira phai dé mua.

Thé nhung, sau mot thang bay ban, Sheila khong khoi that vong v6i doanh sb ban
hang dat duogc. Dé cai tién tinh trang nay, c6 da ap dung mot s6 chién thuét nhu: thay doi
vi tri, cach trung bay dé bo suu tap dep va thu hut hon, huéng dan nhéan vién thuyét phuc
khach hang...Tuy nhién, doanh sb ban hang khong c6 gi tién trién. Nan chi, mot phan
mudn giam luong hang ton kho dé c6 chd cho nhitng mat hang mai, ¢6 cha da quyét dinh
giam gia 50% gid ban ctia mdi loai trong bo trang strc. Trude khi di cong tac co di ghi
voi quyét dinh nay trong mot mau gidy nho nhin lai cho ngudi phu trach ban hang hom
do 1a Mary.

Khi quay v&, ¢6 rat vui muing khi thiy bo nit trang dd ban hét. Mary néi voi c6 hét
strc ngac nhién: Bo nir trang ban dat nhu tém twoi voi gid ting 1én gap doi. C6 hoi: “Gia
tang gip doi 1a thé nao? Toi din giam mot nira gia ma? Hoa ra Mary da nhin nham 10i
dan do nhung ho da dat dugc mot thanh cong.

Cau héi:

1. Hay giai thich diéu gi xay ra trong tinh huéng nay? Tai sao bo nit trang
duogc ban rat nhanh voi gia gip doi gia binh thuong

2. Khai niém vé dinh gia theo tdm 1y c6 lgi nhu thé nao cho Sheila? Anh chi
s& khuyén co Sheila nhu thé nao vé dinh gia trong tuong lai?
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Chuong 8
QUYET PINH PHAN PHOI
MUC PiCH CHUONG

Sau khi nghién ctru va hoc tdp chuong nay, sinh vién can nim duoc:

- Khai niém vé phan phdi va kénh phan phdi, vai trd va chirc ning ctia phan phoi

- Cau tric kénh phan phdi.

- Ban budn, ban 1¢ trong kénh phan phdi

- Cac quyét dinh phan phdi hang hoa vat chat

NOI DUNG CHUONG

8.1. BAN CHAT VA TAM QUAN TRONG CUA KENH PHAN PHOI

8.1.1. Khai niém phan phéi va kénh phéan phéi

Trong Marketing, phan phéi dugc hiéu qué trinh kinh té, t6 chirc, ky thuat nham
diéu hanh va van chuyén hang hoa tir ngudi san xuat dén nguoi tiéu dung dé dat hiéu qua
kinh té cao nhét. Phan phdi bao gdm cac hoat dong dién ra trong khau luu thong, 1a cau
ndi gilta san xuét véi tidu dung. Noi dung cua phan phéi la thyc hién hang loat cac dich
vu sau qua trinh san xuét va trudc qua trinh tiéu ding. Phan phdi 1a cac hoat dong ban
budn, ban 1¢, dai 1y ban hang hoa va nhugng quyén thuong mai.

Kénh phdn phéi 1a mot tap hop cac doanh nghiép hay ca nhan doc lap va phu
thugc 14n nhau tham gia vao qua trinh dua hang hoa hay dich vu tir nha san xuat dén
nguoi tiéu dung.

Chién lge phdan phoi san pham 13 phuong thirc hoat dong cta doanh nghiép ra
céc quyét dinh dua hang hod vao cac kénh phan phéi dé tiép can va khai thac hop 1y nhat
nhu cau cua thi truong, tor d6 thuc hién viéc dua hang hoa tir nguoi san xuat dén nguoi
tiéu dung mot cach hiéu qua nhat.

8.1.2. Vai trd ciia phan phdi

Chién lugc phan phdi ¢é vai tro quan trong trong hoat dong marketing. Chién luoc
phan phdi giai quyét viéc chuyén dua san phidm dén ngudi tiéu dung. Mot chién lugc
phan phéi hop 1y, thuan tién cho ngudi mua s& gop phan cho san pham luu thong thong
sudt, san pham s& d& dang nhanh chong dén véi nguodi mua. Doanh nghiép s& ban duoc
nhiéu san pham, ting stic canh tranh va gép phan chiém linh thi trudng cho san pham.

Chién lugc phan phdi tdt s& 1a mot cong cu quan trong dé san phdm x4m nhap vao
thi trudng xa va méi la. Nguoc lai, néu chién luge phan phdi khong hop 1y thi qua trinh
luu thong s€ khong thong sudt, ton kém nhiéu chi phi, két qua ti€u thu khong cao hodc co
khi 1& mat co hoi ban hang.

Phan phoi c6 vai tro nhu 1a “mdt chi€c cau n61” gitra san xuat va tiéu dung
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o Vai tro cua trung gian Marketing

Ngudi san xuét van cho rang viéc sir dung nhitng ngudi trung gian s& dem lai cho
ho nhiing loi ich nhat dinh. D& dat dugc tinh kinh té ctia hé thong phan phdi dai tra thong
qua Marketing truc tiép nhiéu nha san xuat phai str dung nguoi trung gian ban hang cho
nhitng nha san xuit khac. Nhiéu nha san xuat khong c6 du ngudn tai chinh dé tién hanh
Marketing truc tiép. Vi du: doanh nghiép Bia Ha Noi ban bia théng qua nhiéu dai Iy doc
lap.

Nhung ngay ca trong trudng hop ngudi san xut c6 thé xay dung cho minh nhirng
kénh phan phdi riéng, thuong khi ho kiém dugc nhiéu tién hon néu ting von dau tu vao
doanh nghiép chinh cia minh.

Nguyén nhan chu yéu cia viée st dung nhitng trung gian 1a ho ¢ hiéu qua cao
nhat trong viéc dam bao phan phdi hang rong 16n va dwa hang dén cac thi trudng muc
tiu.

SX KH SX \ / KH
Nguoi

SX KH SX trung |« KH
gian

SX | KH SX / \ KH

So' dd 8.1: Vi du vé vai tro ciia trung gian Marketing

So d6 8.1 cho théy, néu cac nha san xuét ty minh thuc hién phan phéi dén khach
hang cudi cing, cic nha san xut phai ty thiét 1ap mdi quan hé voi timg khach hang. Khi
xuit hién mot trung gian phan phdi, nha san xuét chi can thiét 1ap mdi quan hé véi nha
phan phdi, nha phan phdi trung gian di c6 san méi lién hé véi khach hang va co thé ban
cho cting mot khach hang hang héa ctia nhiéu nha san xuat. Vay nhd nguoi trung gian,
nha san xudt di giam bét khédi lwong cong viée can lam.

Trung gian véi tu cach 13 cau ndi gitra ngudi san xuat va ngudi tiéu ding cudi
cung dong vai trd quyét dinh cho viéc phan phdi cac san pham va cung cip cac dich vu
cho cac khach hang muyc tiéu ctia doanh nghiép bang viéc thuc hién nhing chirc ning cu
thé va chia sé nhiing trach nhiém v&i nha san xuét va theo dudi muc tiéu lgi nhuén cua
riéng minh.

Gitp cho san pham va dich vu van dong hop 1y hon d6 nang cao hiéu qua cua nén
san xudt xa hoi.
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Cung v&i nha san xuét trung gian c6 vai trd quan trong trong viéc phat hién, tim
kiém nhu cau méi, kich thich nhu cau phat trién. Mit khac do c6 quan hé truc tiép voi
ngudi tidu ding cudi cung nén trung gian ¢ nhiing loi thé dang ké trong viéc tim hiéu
nhan biét va danh gia nhu cau, mong mudn, nhan thirc ctia ngudi tiéu ding sau clng.

8.1.3. Chirc ning ciia phan phdi

Chirc ning cuia phan phdi 1a nhimg tac dong khach quan von co, xuit phat tir ban
chat ctia hoat dong luu thong, van dong hang hoa tir noi san xut dén noi tiéu dung.

e Thay doi quyén sé hitu sin phim.

Trong kinh doanh ngudi san xuét tao ra san pham hang héa nham muc dich dé
ban. Nguoi tiéu ding mudn thoa man nhu ciu ctia minh can phai mua. D¢ tiéu thu duoc
hang hdéa do minh san xuét ra, cac doanh nghiép co thé truc tiép thuc hién viéc phan phéi
dén tan tay nguoi tiéu ding cudi ciing. Tuy nhién qua trinh phan cong lao dong thuong
tach roi hai hoat dong san xuét va tiéu thu. Nhiém vu ban hang dugc giao cho nhiing
trung gian phan phdi d6 1a nhitng nguoi ban budn, ban 1é va cac dai ly.

Vi vdy, qua trinh phan phéi chinh 1a qua trinh chuyén giao mot cach tuan ty quyén
s& hiru san phdm tir ngudi san xuit qua cac khau trung gian va dén ngudi tiéu dung cudi
cung.

e Vin djng di chuyén hang héa.

Van dong di chuyén hang hoéa 13 chirc ning quan trong nhit cta phan phdi. Qua
trinh van dong di chuyén hang héa duoc thyc hi¢n thong qua hang loat cac dich vu phan
phéi chii yéu nhu: dy trit, luu kho, van chuyén, boc xép, dong goi va ban hang. Dé qua
trinh van dong di chuyén hang hoa dugc dién ra thong sudt can thiét phai co nhiing
phuong tién van chuyén thich hop véi dic diém cua timg loai hang héa.

e  Chikc ning thong tin hai chiéu.

Qué trinh phan phdi van dong hang héa ddng thoi 14 qua trinh truyén tai cac thong
tin nham duy tri mdi quan hé giita nha san xuit voéi khach hang. Qua trinh truyén tai
thong tin nay duogc thyc hién qua hai chiéu. Mot mat thong qua cac phan tir trung gian va
hoat dong ciia ho nha san xuét tién hanh v&i khach hang vé san pham ciia doanh nghiép
va hoat dong ctia minh nham khuyén khich viéc tiéu thu. Mat khac ciing qua cac phan tir
trung gian cong voi hoat dong ciia minh, nha san xudt ndm bat dugc nhu cau, thi hiéu va
tam ly ti€u dung cua khach hang ¢ cac vung thi truong khac nhau.

Chirc nang nay doi hoi can phai thiét 1ap va duy tri tot mbi quan hé giita nguoi san
Xuit voi nguoi thuc hién chic nang phan phdi. Trong truong hop mdi quan hé nay bi
gian doan c6 nghia 1a nha san xudt bi cach ly va gian doan véi thi truong. Didu d6 dan
dén su sai léch trong viéc ra quyét dinh phan phdi va do d6 s& 1a nguyén nhan lam rdi
loan cac kénh phan phdi trong luu thong hang héa.
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e San sé cdc rui ro trong kinh doanh.

Trong trudng hop cac nha san xuat dam nhiém ludn viéc tiéu thu cac hang hoa do
minh san xuét ra thi kha nang rui ro trong kinh doanh s& cao hon. Néu nhiém vu nay duoc
giao cho cac phan tir trung gian phan phdi. Nguyén nhan co ban 1a do trinh d6 chuyén
mon hoéa trong hoat dong kinh doanh thap, viéc nim viing thi trudng phan ng linh hoat
v6i thi truong ciing nhu nghé thuat ban hang ctia nha san xuit thudng kém hon cac nha
ban buon, ban 1¢ va dai ly.

Cung voi chirc ning chuyén giao quyén s hitu san phdm qua cac khau phan phéi,
nha san xuét phai san sé loi nhuan ctia minh cta kinh doanh cho céc nha phan phdi. Pong
thoi, nhitng ngudi phan phdi s& cling nha san xuat san sé rui ro trong kinh doanh, ciing
v6i nghia vu thuc day tiéu thu. Didu d6 con gitp cho cac nha san xuit tranh duogc tinh
trang & dong von..

8.2. CAU TRUC KENH PHAN PHOI

8.2.1. Chiéu dai ciia kénh phén phdi

Chiéu dai kénh phéan phdi trudc hét duge xac dinh bang sd cip do trung gian co
mat trong kénh. Nghia 13 san phdm cua nha san xuit dén duoc tay khach hang tiéu dung
cudi cung thi phai qua bao nhiéu khau trung gian. Mot kénh phan phdi dugc coi 1a kénh
gian tiép néu c6 nhiéu cap do trung gian ham gia vao kénh.

Céc loai ciu trac kénh dién hinh theo chiéu dai cta kénh cho thi truong hang tiéu
dung dugc trinh bay & so d6 8.2.

Mot s nha san xuat dung kénh tryc tiép, ban tryc tiép san pham cho khach hang
cubi cung.

a) So dé cdc kénh cho sin phim tiéu ding cd nhin
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Nha san xuat Nha san xuit Nha san xuat Nha san xuat
v
bai ly
v v
Nha ban Nha ban
buon buén
v v v
Nha béan |& Nha béan |& Nha béan |é
\ 4 l ¢ l
Nguoi tiéu Ngudi tiéu Nguoi tiéu Nguoi tiéu
dung dung dung dung
A B C D

So @0 8.2: Cac kénh cho sian phim tiéu ding c4 nhan

o Kénh truc tiép (kénh cip khéong - Kénh A): La loai kénh khong ton tai cac
khau trung gian, hang hoa van dong di chuyén tir nguoi san xuat dén thang ngudi tiéu
dung cudi cung. Trong truong hop nay, nha san xuét thuc hién chirc nang luu thong tiéu
thu. Hang héa chi c6 mot 1an thay d6i quyén so hitu duy nhat.

- Truong hop ap dung:

+ San pham d& hu hong nhu ndng san, san pham twoi séng

+ San phém cua nhitng nguoi san xuét nhé tu san tu tiéu hodc trong pham vi hep,
cho nhimng khach hang tip trung & mot s khu vuc nhat dinh, hodc ngudi san xuét doc
quyén ban cho ngudi tiéu ding cudi cing.

+ San pham don chiéc, chit lwong dic biét, st dung phuc tap, nhitng san pham c6
gia trj 16n doi hoi cac dich vu nhu 1ap dit bao quan, hudng dan sir dung...

+ Gi4 tri don hang 16n 6n dinh, dong thoi trong qua trinh phan phdi can c6 nhiing
¢ gang trong qua trinh dam phan dé giai quyét nhirng van dé phat sinh

+ San phdm ban bang may ban hang, dugc dit ¢ nhiéu noi trén dudng phd hoic
cong so.

- Uu diém:

+ Pon gian, dam bao mbi quan hé truc tiép giita san xuat va tiéu dung,

+ Thot gian van dong cua hang hoa ngén, dam bao vu thé, muc do kiém soét cao,
thu duoc loi nhuan cao.

+ Hang hoé c6 kha ning dap umg nhanh chéng nhu ciu cia thi truong, phan tng
linh hoat ddi voi sy bién dong cia thi truong.
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+ Nguoi tiéu ding mua dugc nhitng hang héa dam bao chat luong.

- Nhuoc diém:

+ Kiéu phan phéi nay s€ lam tang thém khdi lugng cong viéc, chi phi, nhan luc
cho cac nha san xuat. Loai kénh phan phdi nay chi pht hop véi quy mé thi truong nho
hep

+Trinh d6 chuyén mén hoa thap nén hiéu qua trong viéc tiéu thu hang hoa truc
tiép hang hoa s& khong cao.

+ Tbe do chu chuyén von cham,

+ Céc nha san xuét phai chiu rii ro mgt minh trong kinh doanh.

o Kénh mét cip (Kénh B): La loai kénh c6 thém nguoi ban 1€, thong thuong st
dung khi ngudi ban 1¢ c6 quy mo 16n ¢ thé mua khdi lugng 16n tir ngudi san xuat hoic
khi chi phi luu kho 14 quéa dét néu phai sir dung nguoi ban budn. Nha san xuit ban cho
nha ban 1é, ngudi ban 1¢ ban cho ngudi tiéu dung cudi cung, khong co sy tham gia cua
trung gian ban buon.

- Truong hop ap dung:

+ San pham c6 gia tri thap, khong c6 tinh nang dic biét

+ Céc loai hang hoa gia tri don vi thép, chi phi thép dugc mua thuong xuyén bdi
ngudi tiéu dung nhu banh keo, thude 14, tap chi...

+ Céc san pham tiéu dung rong rii trén khu vuc thi truong, tap trung mot sb lugng
16n cac khach hang.

+ Ngudi ban 16 ¢6 quy mo va kha ning kinh doanh 16n déng thoi cac yéu td ngudn
luc dt manh dé thyc hién cac cong viée clia nhitng nguoi ban budn.

+ Nhing san pham méi duoc gidi thiéu trén thi trudng thong qua mot trung gian
c6 uy tin va kinh nghi¢m.

- Uu diém: ¢6 hiéu qua khi nguoi ban 1¢ ting dugc tinh chi dong, mudn tiép can
tryc tiép voi nguoi tiéu dung, giup doanh nghiép chuyén mén hoa vao san xuat, kénh
phan phéi nay gitp doanh nghiép xam nhap thi trudng dé& dang hon.

- Nhuoe diém: Khong pht hop voi cac san pham co gid tri cao; Thoi gian tiéu thu
ngin. Nguoi ban 16 phai dam nhiém cac cong viéc khac nita din t6i hiéu qua co thé
khong cao.

o Kénh 2 cip (Kénh C)

- Ddc diém: La loai kénh c6 ngudi ban budn va ban 1€.

- Truwong hop dp dung: Loai kénh phan phdi nay thuong ap dung cho céc san
pham méi, nhu cau mai hodc san pham duoc san xuit & mot noi hay mot sd noi nhung
cung cép cho tidu ding ¢ nhiéu noi, cac doanh nghiép quy mé 16n, lwong san pham san

133



Xut vurot qua nhu cau tiéu dung tai noi san xuét.

- Uu diém:

+ Cho phép thuc hién chuyén mén hoa triét dé do d6 nang cao hiéu suit va ning
suét lao dong & timg khau. Doanh nghiép c6 thé rit ngan chu ky san xuét va tiéu thu san
pham, ting nhanh vong quay von.

+ Tb chirc chit ché, co kha nang dam bao duoc doanh s6 ban hang 16n

- Nhuwoe diém: doi hoi chi phi 16n hon va thoi gian hang hoa luu thong dai hon,
doanh nghiép kho c6 thé kiém soat dugc chu trinh van dong va gia ca clia san pham hay
dich vu, doi hoi cac doanh nghiép phai cé ning lyc trinh d6 va kinh nghiém t6 chirc quan
ly. Kha ning rui ro nhidu hon 2 loai kénh trén.

o Kénh dai (Kénh D): 13 kénh st dung tir 3 cAp do trung gian phan phdi tro 1én.

- Truong hop dp dung: Kénh nay dugc sir dung khi c6 nhiéu ngudi san xuat nho
va nhiéu ngudi ban 1& nho, mot dai 1y s dung dé giup phdi hop cung cip san pham voéi
khdi lugng 16n. Theo quan diém Marketing thi kénh cang dai thi cang khé kiém soat.

b) Cac kénh phdin phéi hang cong nghiép

Trong viéc phan phéi hang cong nghiép ciing c¢6 rat nhiéu phuong 4n kénh khac
nhau.

Tuy nhién, & day thuat ngit “nha phan phdi cong nghiép” thudng dugc sir dung
thay cho thuat ngir “nha budn ban si” nhu trong phan phéi hang tiéu dung, mic du hai
thuat ngit nay 1a ddng nghia.

+ Kénh truc tiép (Nha san xuat — Nguoi sir dung cong nghiép). Nha san xut sir
dung lyc lugng ban hang ctua ho dé ban truc tiép hodc xuét hang truc tiép cho cac khach
hang cong nghiép. Kénh nay hay duoc ding véi cac san pham cong nghiép gia tri cao
nhu méy phat dién, tau thuy, hé théng diéu khién vi tinh.

+ Kénh I cdp (Nha san xuit — Dai 1y (hodc Nha phan phdi cong nghiép) —
Ngudi str dung cong nghiép). Nha san xudt c6 thé ban cho nha phan phdi cong nghiép, dé
r0i ngudi ndy s& ban lai cho khach hang cong nghiép. Hodc nha san xuat co thé thong qua
céc dai Iy ctia no dé ban cho cac khach hang cong nghiép cia no.

+ Kénh 2 cdp (Nha san xuit — Dai Iy — Nha phan phbi cong nghiép — Ngudi sir
dung cong nghiép). Nha san xuat cé thé sir dung ca dai 1y va nha phan phdi cong nghiép
dé phan phdi san pham t&i khach hang cong nghiép. Do s6 lugng mua sim quéa nho nén
nha san xuét khong ban truc tiép hodc do nhu ciu phai c6 san pham du trit ¢ nhidu noi dé
cung cip nhanh cho ngudi sir dung cong nghiép, cac kho hang ctia nha phan phdi cong
nghiép s€ dugc huy dong.
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8.2.2. Bé rong ciia kénh phan phdi

* Phdn phoi rong rii

Doanh nghiép sir dung nhiéu kénh trung gian dé tiéu thu san pham va st dung
nhiéu dai 1y ban 1¢, trung gian ban 1¢ cang tét. Kiéu phan phdi nay thuong ap dung cho
nhirng san pham thong dung lién quan dén cudc sdng hang ngdy ctia ngudi tiéu dung. Vi
du: thudc 14, bot giat, dau godi dau, kem danh ring.

* Phén phéi chon loc

Doanh nghiép luc chon mot ) trung gian & mo s6 noi nhét dinh dé tiéu thu san
pham, ma khong cin phan tan lyc luong ra nhiéu diém ban, nhim gianh dwgc phan thi
truong can thiét voi sy kiém soat chit ché va tiét kiém chi phi tiéu thu. Hinh thirc nay
thuong ap dung cho loai hang hoa cé gia tri cao, khach hang thuong suy nghi tinh toan
nhiéu hon véi quyét dinh mua.

* Phdn phoi déc quyén

Doanh nghiép str dung mot sd trung gian rat han ché & mot khach hang vuc thi
truong dé tidu thy san pham. Trung gian nay thuong 1a dai Iy doc quyén. Nha san xuat
yéu cau dai 1y chi ban duoc hang ctia minh khong dugc ban hang cua ddi thii canh tranh.
Kiéu phan phdi nay co thé gitip nha san xuét kiém soat chit ché hon trung gian lam dai ly
vé cac miat hang gia ca, thanh toan ...

V6i cach phan phdi ndy gop phan dé cao hinh anh cta san pham va c6 thé mang
lai cho nha san xuat nhiéu thanh cong hon, va thuong 4p dung cho nhiéu mit hang khac
nhau, thuong 13 xe hoi, dd dién gia dung...Dai Iy doc quyén vé viéc ban hang con c6 thé
thuc hién mot sé dich vu duoc uy quyén nhu quang céo, tra thudng cho khach hang hoic
bao hanh, bao tri san pham.

8.3. BAN BUON VA BAN LE TRONG KENH PHAN PHOI

8.3.1. Marketing Ban 1é

a) Khai niém

Ban 1¢ 1a hoat dong ban hang hoa cho c4 nhan, ho gia dinh, td chirc khac dé su
dung vao muc dich ti€u dung.

Pay 1a giai doan cudi cung trong kénh phan phéi. Nha san xuat, dai 1y, nha ban
budn ciing c6 thé tham gia ban 1¢ khi ho ban hang truc tiép cho ca nhan, ngudi mua san
pham dé h sir dung v6i muc dich ca nhan, khong phai dé kinh doanh. Nhung phan 16n
cong viée ban 1é va chiém linh thi trudng 12 do nha ban 1¢ chuyén nghiép dam nhan.

b) Phan logi

- Theo hinh thirc so hiru
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+ Ctra hang doc 1ap: La mot cira hang ban 1¢ duy nhit ciia mot doanh nghiép. Pa
s6 cac nha ban 1é 1a doc 1ap va da sb cac nha ban 1¢ doc lap c6 quy md nhd mic du sb it
céc nha ban 1¢ doc 1ap s¢ hiru mot siéu thi hay cira hang tong hop lai c6 doanh sb rat 16n.

+ Chudi ctra hang: La cic ctra hang thudc s¢ hitu cia cing mot doanh nghiép va
kinh doanh cling cic chiing loai san phim nhu nhau. Ban dau, mot doanh nghiép c6 thé
mo& mdt cira hang. Sau khi nhan thay két qua kinh doanh tot, doanh nghiép nay c6 thé mo
tiép nhiéu cira hang khac nhu hé théng Sai gon Coop Mart & TPHCM, hé thdng siéu thi
Pico, Media Mart...

- Theo chién lwgc marketing

+ Cdc nha ban lé co cira hang:

Céc nha ban 1¢ co ctra hang c6 thé duoc phan loai theo dac diém marketing-mix
ctia ho nhu chiéu rong va chiéu sdu cua doanh muc san phém duogc ban (chuyén doanh
hay téng hop), mirc gia ban va dich vy hd tro.

+ Cac nha ban lé khong cura hang:

Céc nha ban 1é khong ctra hang gdm: may ban hang tu dong, ban hang ca nhan,
marketing truc tiép

- Bén hang ca nhan: La hinh thirc ban hang dua trén sy tiép xtic truc tiép giira
nhan vién ban hang va ngudi tiéu dung khong phéi & trong cira hang. Ban hang truc tiép
6 thé dugc thuc hién tai nha riéng, tai cong sd, tai cac diém vui choi, an uéng, tap trung
d6ng nguoi. Gia ban noi chung 14 khong thap.

- Béan hang qua di¢n thoai: 1a hinh thirc ban hang st dung nhéan vién ban
hang lién lac v6i khach hang qua dién thoai.

- May ban hang ty dong: La hinh thirc ban 1¢ khong sir dung nhan vién. Khi
ban cic san pham hiru hinh, nhitng san pham nay duoc nap sin vao may. May thuong c6
hé théng nat bAm dé nguoi mua chon san phém can mua, nap tién va tra lai tién thira

- Marketing truc tiép: La hinh thirc ban hang sir dung mot hay nhiéu phuong
tién truyén thong dé quang cao san pham va sau d6 khach hang dat mua tryc tiép khong
can t6i ctra hang. Cac hinh thirc marketing truc tiép 1a: (1) ban hang qua thu; (2) ban
hang qua ca-ta-16; (3) ban hang qua truyén hinh va (4) ban hang qua Internet.

¢) Uu thé va han ché ciia cdc nha bdn 1é

+ Uu thé:

- Phuong tién kinh doanh da dang, ngh¢ thuat ban hang phong pht

- Hé thdng cira hang phong pht thun tién cho hoat dong mua ban trén thi truong.

- Tiép xtc truc tiép v6i khach hang nén thudng nam viing cic thong tin vé thi
truong va khach hang. Ho c6 kha ning thich tmg va phan tng nhanh véi moi sy bién
dong linh hoat cua thi truong
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- Nguoi ban 1¢ thuong kinh doanh hang hoa cua nhidu nguoi san xuat khac nhau
nén kha nang an toan trong kinh doanh cao hon nguoi ban buon.

+ Han ché: quy md kinh doanh cua nha ban 1¢ thuong nhd, von han ché, co sé vat
chat kém hién dai hon nha ban buon, it di€u kién ti€p xuc véi nha san xuat hon.

8.3.2. Marketing Ban budn

Ban buon 1a hoat dong ban hang hoa hodc dich vu cho cac ¢4 nhan va t6 chirc ma
mua dé ban lai hodc cho muc dich san xudt ra san phélm khac. Nha ban buon la moét ca
nhan hay t6 chirc ma hoat dong chi yéu 1a ban buén.

Bdn buén khdc véi ban Ié ¢ nhitng diém sau:

- Cac nha ban budn it quan tdm toi quang céo khuéch truong, bau khong khi cua
cua hang, dia diém ban hang vi ho chu yéu lam vi¢c vdi cac khach hang kinh doanh,
khong phai 1a nhitng nguoi tiéu dung ca nhan.

- Céac giao dich ban budn thudng c6 khéi lwong 16n hon nhiéu lan so véi ban 1é, va
cac nha ban si thuong ddam duong mdt dia ban hoat dong rong hon nhiéu so v&i cac nha
ban 1¢

Co 3 loai nha ban budn chinh la trung gian ban budén c6 s¢ hiru hang hoa, trung
gian ban budn khong sé& hitu hang hoa, van phong dai dién va chi nhanh cua cac nha san
XUuAt.

a) Nhiing trung gian ban buon co so hiru hang hoa

Nhirng nha budn ban budn c6 so hiru hiang héa bao gdm nhitng nha ban budn, ban
si va nha phan phdi cong nghiép. Ho mua san pham tir cic nha san xuét, du trit roi ban
lai cho ngudi khac. Ho c6 thé cung cap dy du dich vu hay chi cung cdp mot sb luong
han ché dich vu cho khach hang ctia ho. Nha ban budn doc 1ap khong c6 hop dong phan
phéi voi nha san xuat, ho mua va du trir hang hoa theo nhu cau kinh doanh cua riéng ho
dé ban lai. Nha phan phdi cong nghiép thi c6 hop dong phan phdi v6i nha san xuét, chiu
trach nhiém vé hoat dong phan phéi san pham trong nhitng khu vuc dia Iy nhat dinh theo
thoa thuan trong hop dong.

b) Trung gian ban buén khong so hitu hang hoa

Nhiing trung gian ban budn khong so hitu hang héa bao gém dai dién cua nha san
xuét, bén dai 1y, nha mdi gidi va bén nhan ty thac tham gia vao hoat dong ban buon. DBay
1a nhitng nha ban budn c6 thé thay mat nha san xuat dé thuong lugng véi khach hang cua
nha san xuit nhung khong c6 quyén sé hiru dbi voi san pham.

Pai Iy. Pai 1y dai dién cho ngudi mua hay nguoi ban trén co sé 1au dai, gdm mot
s6 hinh thtrc sau day:

- Daqi Iy ciia nha sdn xudt: dai dién cho hai hay nhiéu nha san xuat nhiing loai
san pham b sung cho nhau. Ho ky két nhitng van ban thoa thuan chinh thirc véi timg
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nha san xuit vé chinh sach gia ca, dia ban hoat dong, thu tuc, loai san phém cua nha
san xudt va dya vao nhitng quan hé rong ri ctia minh dé tiéu thu san pham cta nha san
xuit 6. Phuong thirc dai 1y ctia nha san xuit duoc st dung cho nhing loai san pham
nhu quan a0, d6 gd va dd dién. Hau hét cac dai 1y ctia nha san xuat déu 1a nhitg doanh
nghiép thuong mai nho véi mot s it nhan vién 13 nhitng ngudi ban hang giéi. Hinh
thirc nay ciing duoc str dung trong nhitng trudng hop nha san xuit nho khong c6 du
kha ning tai chinh dé duy tri lyc lugng ban hang riéng ctia minh va nha san xuat 16n
mudn st dung dai 1y dé thAm nhép vao nhimng thi truong mai hay dai dién cho ho &
nhiing thi truong ma ho khong thé st dung nhan vién ban hang lam viécthudng xuyén
duogc.

- Daqi Iy tiéu thu: theo hop dong di ky két co quyén tiéu thy toan bd san pham
ctia nha san xuét. Nha san xuét hodc la khong mudn ban tdm dén viée tiéu thu hodc 1a
cam th?iy khong du diéu kién. Pai 1y ti€u thu hoat dong nhu phong ti€u thu cua nha
san xuét va c6 anh huong 16n dén gia ca, thoi han va diéu kién ban hang va thuong c6
mat trong céac linh vuc nhu san phém dét, ché tao thiét bi cong nghiép, than da, hoa
chét va sit thép.

- Dai Iy thu mua nd1 chung cé quan hé lau dai véi nhitng ngudi mua cia minh
va thu mua cho h¢ nhiing mat hang can thiét, tiép nhan, kiém tra, nhap kho 1oi chuyén
dén cho ngudi mua. Mot trong nhitng hinh thirc ctia dai Iy thu mua 13 nhimg ngudi thu
mua dia phuong, tim kiém nhitng mat hang thich hgp ma nhiing ngudi ban 1é nho c6
thé kinh doanh. Ho hiéu biét va cung cap cho khach hang ctia minh nhing thong tin b
ich vé thi trudng ciing nhu tim kiém cho ho nhirg ngudn hang t6t v6i gia hoi.

- Nguoi ban buén iy théac 1a dai 1y tryc tiép ndm ngudn hang va dung ra thoa
thuan vé viéc tiéu thu chung. Ho thuong khong hoat dong trén co s¢ nhitng hop dong
lau dai. Thuong hay str dung ho nhiéu nhit 13 nhitng ngudi nong dan khong mudn bo
cong di ban san phdm cuia minh va khong phai 1a x4 vién hop tac xa san xudt. Nguoi
ban budn uy thac s€ chd nong san dén mot chg trung tam, ban toan bd hang, trir di céac
khoan chi phi va tién hoa hong roi giao toan bo s tién con lai cho nguoi nong dan da
san xuat ra s6 nong san do.

- Nguwoi méi gidi. Chirc nang chinh cia ngudi moi gisi 1a dua ngudi mua dén
v6oi nguoi ban va gitp ho thoa thuan voi nhau. Bén thué ho s€ phai tra cho ho mot khoan
tién. Ho khong du trit hang, khong tham gia vao viéc tai trg hay ganh chiu rai ro. Vi du
dién hinh nhat 1a nhimg ngudi moi gidi bao hiém va nhiing ngudi moi gidi chimg
khoan.

¢) Van phong dai dién va chi nhanh ciia nha san xuat va nguwoi ban lé
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Hinh ban budn co ban thtr ba 12 ngudi ban hay ngudi mua ty xuc tién cac hoat
dong mua ban chtr khong thong qua nhiing nguoi ban buén doc 1ap. Cé hai loai: van
phong giao dich va chi nhanh ban hang, van phong thu mua.

Vin phong giao dich va chi nhanh bdn hang. Nhimg nha san xuit thudng to chirc
nhitng van phong giao dich va chi nhanh ban hang riéng ctia minh dé quan 1y chat ché
hon viéc du trit, ban hang va khuyén mai. Cac chi nhanh ban hang ddm bao du trir hang
va thuong c6 mit trong nhitng nganh nhu ché bién gd, san xuét thiét bi va phu ting
xe may. Cac van phong giao dich ban hang khong dy trit hang va thudong c6 mat trong
cac nganh hang dét may va tap hoa.

Vin phong thu mua. Nhiéu ngudi ban 1é ¢6 van phong thu mua riéng ctia minh tai
nhitng trung tdm thi truong chinh. Nhitng van phong thu mua nay dong vai tro tuong tu
nhu nhitng ngudi moi gidi va dai 1y, nhung 13 mot bd phan thudc to chirc cia nguoi
mua.

8.4. QUYET PINH PHAN PHOI HANG HOA VAT CHAT
8.4.1. Ban chit ciia phan phdi hang hoéa vat chit

Phéan phdi hang hoa vat chat phai dam bao cung cap loi ich va dép tmg nhu cau
khach hang véi muc phi dich vu va chi phi thich hop. Chi phi phan phdi hang hoa vat
chat chiém ty trong 16n trong tong chi phi phan phdi va tong doanh sb ctia doanh nghiép.
Nhing chi phi phan phdi hang héa 1a chi phi van tai, luu kho, bao quan hang du trit, bdc
xép, giao nhan, dong gbi hang hoa, nhitng chi phi hanh chinh va chi phi xir Iy don dat
hang. Phan phdi hang hoa vat chit 13 cong cu tiém ning dé tao ra nhu cau. Nho hé théng
phan phdi hang hoa vat chat tot co thé giam chi phi va qua d6 giam gid ban dé thu hit
them duoc khach hang. Nguoc lai, doanh nghiép s& mat khach hang néu khong dam bao
cung mg dung thoi han. cac doanh nghiép can khai thac hét tiém luc va phdi hop céc
quyét dinh vé& murc luu kho, cac cach vén tai, dia diém cua nha may, kho bai va ctra hang
dé giam chi phi phan phéi hang hoa vé mit vat chit.

8.4.2. Muc tiéu ciia phan phdi hang héa vit chat

Muc tiéu phan phéi hang hoa vét chat cta cac doanh nghiép thuong 1a cung cip
dung miat hang, dung sb lugng va chat lugng vao dung noi, dung lac véi chi phi ti thiéu.
Tuy nhién, khong thé déng thoi dat duge tit ca cac muc tiéu nay. Béi vi khong mot hé
thdng phan phdi hang héa vét chat nao c6 thé dong thoi ting mirc d6 phuc vu khach hang
1én t6i da va giam tdi thiéu chi phi phan phéi. Phuc vu nhu cdu va mong muén cta khach
hang tbi da nghia 1a luu kho 16n hon, van chuyén nhanh, nhiéu kho bai... tat ca nhiing
diéu d6 s& 1am tang chi phi. Con v&i muc chi phi tbi thiéu nghia 13 vén tai ré tién, ton kho
it va it kho bai s€ khong c6 murc dich vu khach hang tot.
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Nhu vay, gitra mirc d6 dich vu khach hang va chi phi phan phdi hang hoa vat chat
c6 quan h¢ ti 1€ nghich v61 nhau. Thong thuong mirc d6 dich vu dugc xac dinh dya trén
nghién ctru nhu cau ciia khach hang va mirc cung cap dich vu ciia cac ddi thu canh tranh.
Khach hang thudng yéu cau cung tmg hang héa kip thoi, khi ho ¢6 yéu cau dot xuat déu
duoc dap tmg, dam bao chét luong hang trong van chuyén, dé dang ddi lai hang khong
dung yéu cau, san sang duy tri khdi luong hang du trit cho khach hang. Hon nita, khi
soan thao cac tiéu chuan phuc vu khach hang ctia minh, doanh nghiép phai tham khao céac
tiéu chuan ciia ddi thii canh tranh. Nhu vay cic muc tiéu phan phdi thay doi rat 16n giita
cac doanh nghiép, cac san phém, hoan canh thi truong cu thé. Cac muc tiéu nay duoc cac
doanh nghiép lugng héa ¢ nhimg mirc d6 nhat dinh.

8.4.3. Ciac quyét dinh phan phdi hang hoéa vit chit

a) Xuw ly don ddat hang

Viéc phan phdi san pham vat chat bat dau tir don dit hang cta khach hang. Ngay
nay céc doanh nghiép dang cd gang rat ngan chu ky dit hang-chuyén tién, tic 1a khoang
thoi gian tir khi dwa don dat hang dén khi thanh toan. Chu ky niy bao gdm nhiéu budc,
nhan vién ban hang chuyén don hang, ding ky don dat hang va dbi chiéu cong no cua
khach hang, 1én ké hoach duy trir va tién d6 san xuét, guri hang va hoa don tinh tién, nhan
tién thanh toan. Chu ky nay cang kéo dai thi mirc d6 hai long ciia khach hang va loi
nhuén ctia doanh nghiép cang thap.

Luong hang dit thém ti wu co thé xac dinh dugce bang cach xem xét tong chi phi
xtr Iy don dat hang va thuc hién lvu kho & mdi mire dit hang khac nhau.

b) Quyét dinh vé kho bai dw triv

- Quyét dinh nhimg dia diém dat kho bai va s6 luong kho bai. Khi c6 nhiéu kho
bai c¢6 nghia 14 c6 thé dua hang nhanh hon t6i khach hang.

- Quyét dinh nén xay kho bii riéng hay di thué. Doanh nghiép c6 thé vira sir dung
cac kho bao quan lau dai, vira sir dung cac kho bi trung chuyén.

¢) Quyét dinh vé so lwgng hang hod dw triv trong kho

Mirc duy trir hang 12 mét quyét dinh quan trong vé phan phdi vét chit va né c6 anh
hudng toi viée thoa man khach hang. Cac nhan vién ban hang mudn doanh nghiép cia
ho ludn ton trit i hang dé dap tmg duoc ngay cac don dit hang cua khach hang. Tuy
nhién vé& mat chi phi s& kém hiéu qua néu doanh nghiép dy trir hang qua nhiéu. Chi phi
du trir hang tang 1én véi tdc dd nhanh dan khi muac do phuc vu khéach hang tién gén dén
100%.

Viéc thong qua quyét dinh du trit hang doi hoi phai biét khi nao thi can dat thém
hang va dit thém bao nhi€u. Khi mtc dy trir can dan, ban lanh dao can phai biét nd giam
t6i mirc ndo thi phai dit thém hang méi. Murc ton kho d6 goi 1a diém dat hang hay (tai
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dat hang). Piém dat hang 1a 50 co nghia 14 phai tai dit hang khi luong ton kho con 50
don vi san pham. Piém dit hang phai cang cao néu thoi gian chd thyc hién don hang
cang dai, tbe do sir dung cang lon va tiéu chuén dich vu cang cao. Néu thoi gian cho doi
thuc hién don hang va téc do tiéu hao ciia khach hang thay dbi, thi phai xac dinh diém
dat hang cao hon dé dam bao luong t6n kho an toan. Piém dit hang cudi cing phai dam
bao can ddi rui ro can nguén hang dy trit v&i chi phi du trlt qua muc.

Mot quyét dinh ton kho khac nita 1a dat thém bao nhiéu hang. M&i lan dat hang
khdi Iwong cang 16n thi sb 1an dat hang cang it. Doanh nghiép can can ddi chi phi xu Iy
don dit hang va chi phi du trit hang. Chi phi xir Iy don dat hang gdm chi phi chuan bi va
chi phi quan 1y ctia mat hang d6. Néu chi phi chuan bi thap, thi nha san xuat c6 thé san
xuit mit hang d6 thuong xuyén va chi phi cho mit hang d6 hoan toan 6n dinh va bang
chi phi quan 1y. Néu chi phi chuan bi cao, thi nguoi san xuat co thé giam bat chi phi
trung binh tinh trén don vi san pham bang cach san xuét va duy tri lugng hang du trir dai
ngay hon.

d) Quyét dinh vé vin tdi

Nguoi quan tri kénh phan phéi phai lam cac quyét dinh t chtrc thuc hién viée van
tai nhu thé nao? Viéc lua chon phuong tién van tai nao sé anh huong dén chi phi va gia
ban san phdm va dén viéc dam bao giao hang c6 dung han khong va tinh trang cta hang
hoa khi dén noi cudi cung dén su thoa méan ciia khach hang.

- Van tai duong sat: Thuong c6 chi phi thap, thich hop véi cac loai hang c6 trong
luong 16n, khdi lwong van chuyén 16n va cy 1i van chuyén dai.

- Van tai duong thuy: Cling c¢6 chi phi thap, thich hop véi khach cong kénh, lau
hong, gia tri thap nhu cac vat liéu xdy dung... Tuy nhién vén tai bang duong thiy c6 tde
d6 cham va chiu anh huong cua thoi tiét.

- Van tai duong bg: Co tinh co dong cao, thich hop véi hang hoa dét tién, cu li van
chuyén ngan.

- Van tai duong hang khong: C6 tdc do nhanh nhét, nhung chi phi cao. Thich hop
v6i hang hoa nho nhe va can gip

- Vén tai duong 6ng: ap dung véi cac loai san pham 1a chat long, khi hoa long.

- Cac hinh thure truyén tai hién dai khac. ..

Khi Iira chon phuong tién van chuyén hang cu thé, doanh nghiép phai tinh dén céc
yéu t6 nhu: toc do van chuyén, tan suét giao hang, do tin cdy, kha nang van chuyén cac
loai hang hoa khac nhau, kha ning van chuyén dén dia diém yéu ciu va chi phi van
chuyén.

CAU HOI THAO LUAN
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Cau 1 Ban chét cta kénh phan phdi va tdm quan trong ciia kénh phéan phdi trong
marketing?

Céu 2. Trinh bay cau trac kénh phan phdi

Cau 3. Trinh bay nhing van dé co ban ciia hoat dong phan phdi hang hoa vét chat

Cau 4. Phan tich sy khac bi¢t co ban gitta nha ban budn va ban 1¢?

BAI TAP UNG DUNG

Tinh huong: Phan phoi cia Unilever ¢ nong thén

C6 nhitng vung qué chua c dién hay nude sach nhung van c6 thé thiy san phim
ctia Unilever. Nong thon d trg thanh thi truong hap dan cho hang tiéu ding. Mot bao cao
gan day cua Hang Nghién ctru thi truong Nielsen cho thiy, nguoi tiéu dung ¢ nong thon
chiém hon 70% déan sé Viét Nam nhung chi dong gop khoang 30% doanh sb ban 1é. Tuy
nhién, nghich 1y nay dang thay d6i theo huéng tich cuc, khi thu nhap cta ngudi dan nong
thon tang dan, co s¢ ha tang phat trién.

Du vdy, ban dugc hang ¢ néng thon khong hé don gian. Kho khan doanh nghiép
thuong gip khi dua san phidm vé qué 1a gia ca va hé théng phan phdi. Hing hoéa ban &
néng thon néu van gitr mic gia nhu ¢ d6 thi thi khé ma ban chay. Con néu giam gia, s&
vap phai bai toan hiéu qua kinh doanh khi mang lugi phan phéi & nong thon con yéu, chi
phi van chuyén cao. Thém vao dé, viéc thiét lap mang ludi phan phdi & nong thon 1a kha
kho khin vi dan cu phan tan va ha ting giao thong chua tbt.

V6i kinh nghiém va tiém lyc tai chinh doi dao, Unilever Viét Nam da giai quyét
dugc nhimg van dé trén. T nhitng ndm cudi thap nién 1990, Unilever di quyét tim
chiém linh thi truong nong thon Viét Nam, phan khiic hiu nhu con bo ngod vao thoi diém
do.

Unilever hiéu rang nguoi tiéu dung néng thon co thoi quen mua hang hoa du sir
dung trong vai ngdy. Vi vy, bot giit, ddu gbi dau, dau xa téc cia Unilever duoc dong
bao bi nho, v6i muc gia ban thap. Cach lam nay da gitip Unilever tiéu thy dugc lugng 16n
hang tai nong thon.

Theo mdt bao céo cua Vién Quan ly Kinh té Trung wong, Bo Ké hoach - Pau tu,
dau xa toc gbi nho cta Unilever chiém 88% thi truong diu x4 & ndng thén trong nim
2007. Pong thoi, doanh s dau goi dau goi nho chiém 73% thi truong. Nhimng san pham
khac cua Unilever nhu xa bong cuc (100-125 gr) hay tuyp kem dénh rang nho (100-199
gr) gianh dugc 76% thi truong. Nudc xa vai goi nho chiém 60% thi truong nong thon.

Bai toan phéan phdi ciing dugce Unilever giai quyét tot. Dén nam 2008, ho da lién
két v6i 200 nha phan phdi va hon 400.000 diém ban 1¢ khip ca nudc. Trung binh & mdi
tinh, thanh phd c6 khoang 34 diém bén 1é cua Unilever.
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Pé dua hang hoa dén nhiing noi héo lanh, Unilever to chic lyc lugng ban hang
hon 100.000 ngudi phan bod khip ca nude. Ho dua san phdm cua Unilever dén ngudi tiéu
dung bang du loai phuong tién, phu hop véi timg dia phuong nhu xe may, xe dap, ghe,
xudng. Doi ngil nay 1a nhitng nguoi dan dia phuong. O ving ddng bang séng Ctru Long,
mot ngudi ban hang nhu vay c6 thé tiéu thu duoc hang trim ngan gbi dau goi dau va xa
bong cuc mdi thang, thu nhap hon 2 tridu déng.

Nho d6, doanh s6 ciia Unilever théng qua hé thong dai 1y da ting 23% trong nim
2004, dat khoang 300 tri¢u USD. Mang ludi phan phéi 0 nong thon cua tap doan nay hiéu
quéa dén ndi & nhitng khu vire chua ¢ dién hay nudc sach, ngudi ta van ¢6 thé nhin thiy
san pham cua Unilever.

Cau héi:

1. Phan tich va V& so d6 kénh phan phdi ma Unilever dang st dung?

2. Unilever can 1am gi dé hoan thién hé thong phan phdi ctia minh?
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Chuwong 9
TRUYEN THONG MARKETING
MUC PiCH CUA CHUONG

Sau khi nghién ctru va hoc tap chuong nay, sinh vién can nim duogc:

- Ban chat va qua trinh truyén thong Marketing, cac budc phat trién chuong trinh
truyén thong hiéu qua

- Nhan dién duoc cac cong cu chi yéu cua truyén thong marketing.

- Noi dung, vai tro, ban chét va dic diém cua Quang cdo, xuc tién ban hang, quan
hé cong chung, ban hang cd nhan va marketing truc tiép.

NQI DUNG CHUONG

9.1. KHAI QUAT TRUYEN THONG MARKETING

9.1.1 Ban chit ciia truyén thong marketing

Truyén thong marketing 12 viéc 1am khong thé thiéu trong marketing hién dai. Day
1a cong cu cudi cing trong to hgp marketing — mix ma doanh nghiép str dung dé thiét 1ap
mdi quan hé véi khach hang. Tuy nhién, thong tin cdn dugc truyén dat dén khach hang
muc tiéu phai trai qua nhiéu giai doan bang nhitng phuong tién truyén thong khac nhau
dudi nhitng hinh thirc thong dat khac nhau béi nhitng ngudi truyén thong khac nhau

Truyén théng marketing la nhitng hoat dong lién quan dén viéc truyén di nhiing
théng tin vé té chirc va san pham téi khdch hang muc tiéu dé thuyét phuc ho mua va thiét
ldp, duy tri moi quan hé bén vitng voi ho.

Phéi thirc truyén thong marketing (marketing commuications mix) hay xtic tién
hén hop (promotion mix) 13 sy phdi hop cia 5 cong cu:

Qudng cdo (advertising) 1a bat ky mot hinh thirc gi6i thidu gian tiép va khuéch
truong cac y tudng, san pham hoic dich vy, do mot ngudi (t6 chirc) nao dé6 mudn quang
cdo chi tién ra dé thuc hién.

Marketing truc tié'p (direct marketing) 1a hinh thic st dung thu tin, dién thoai va
nhitng cong cu lién lac gian tiép khac dé thong tin cho nhimg khach hang hién c6 va
khach hang tiém ning hay yéu cau ho c¢6 phan tng dép lai.

Khuyén mdi (sales promotion) 1a nhitng khich 1¢ ngan han duéi hinh thirc thuong
dé khuyén khich dung thir hoic mua mot san pham hay dich vu.

Quan hé céng chiing va tuyén truyén (public relation and publicity) bao gdm céc
chuong trinh khac nhau dugc thiét ké nham dé cao hay/va bao vé hinh anh mot doanh
nghiép hay nhiing san pham va dich vu nhét dinh nao d6.

Bdn hang truc tiép (personal selling) 1a hinh thirc giao tiép truc tiép véi khach
hang twong lai nhim muc dich ban hang.
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9.1.2. Qua trinh truyén thong marketing
Nhitng ngudi lam marketing can hiéu rd hoat dong ctia hé thong truyén thong.

Mo hinh truyén thong giai dap: ai, ndi gi, trong kénh nao, cho ai, hiéu qud nhw thé

nao?

Phuong tién
truyen thong

Nguoi Ma hoa Giai ma Ngudi

- guoi

gui > > Thong — nhén

diép
Phan hoi bép tng
%

So d0 9.1: Qua trinh truyén thong Marketing

Truyén thong c6 lién quan dén chin yéu t6 bao gom:

- Ngwoi giri (sender) 1a bén guri thong diép cho bén con lai (con duoc goi 1a ngudn
truyén thong).

- Md héa (encoding) 14 tién trinh chuyén ¥ tuéng thanh cac biéu tuong.

- Théng diép (message): Tap hop cac biéu tuong ma bén goi truyén di.

- Phuong tién truyén théng (media) gdm cac kénh truyén thong qua d6 théng
diép truyén di tir nguoi gut dén ngudi nhan.

- Gidgi md (decoding) 1a tién trinh ngudi nhan quy ¥ nghia cho cac biéu tuong do
nguoi gui truyen dén.

- Nguwoi nhdn (receiver) 1a bén nhan thong diép do bén kia gui dén.

- Pap ung (response) l1a tdp hop nhitng phan tng ma ngudi nhén c6 dugce sau khi
tiép nhan thong diép.

- Phan hoi (feeback) 1a mot phan sy dap tng ctia ngudi nhan duoc thong tin trd lai
cho nguoi gui.

- Nhiéu tap (noise) 1a nhitng yéu t6 lam sai 1éch thong tin trong qué trinh truyén
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thong, dan dén két qua 1a nguoi nhan nhan duoc mot thong diép khong gidng thong diép
duoc gui di

9.1.3. Cac buéc phat trién chwong trinh truyén thong hiéu qua

9.1.3.1. Dinh dang cong chung muc tiéu

Nguoi truyén thong mudn thuc hién cong viée truyén thong thi trude hét phai xac
dinh o ddi twong ma ma can truyén thong tin 13 ai. Cong chiing c6 thé 1a nhiing khach
mua tiém tang cic san phidm cta doanh nghiép, nhimg ngudi st dung hién thoi, nhitng
ngudi quyét dinh, hodc nhitng ngudi gay anh huong. Cong chung muc tiéu co thé 1a
nhitng ca nhan, nhitng nhém nguoi nao dé. Cong chung muc ti€u s€ anh hudng quan
trong dén nhitng quyét dinh ctia ngudi truyén thong vé: néi cdi gi, néi nhw thé nao, noi
khi nao, noi o dau va noi voi ai

9.1.3.2. Xac dinh muc tiéu truyén thong

Mot khi da xac dinh dugc cong ching muc tiéu va nhiing dac diém cua no, thi
ngudi truyén thong marketing phai quyét dinh vé nhimg phan tng dap lai mong muén
ctia cong ching. TAt nhién phan tmg dap lai 1a 1am cho ngudi mua mua hang va hai long.
Nhung hanh vi mua hang 1a két qua cudi cing cia mot qua trinh rat dai dé thong qua
quyét dinh cta nguoi tiéu dung. Ngudi truyén thong marketing can biét cach lam thé nao
dé dua cong chiing myc tiéu 1én trang thai sin sang mua cao hon.

Ngudi lam marketing c6 thé tim kiém ¢ cong chiing muc tiéu phan tmg dap lai vé
nhan thirc, cam thu hay hanh vi. Nghia 14 nguoi lam marketing c6 thé mudn khic sau vao
tam tri nguoi tiéu dung mot diéu gi d6 thay doi thai do cua ho hay thiic day nguoi tiéu
ding dén chd hanh dong. C6 nhitng mo hinh khac nhau vé cac giai doan phan tng dép lai
cua nguoi tiéu dung.

Tat ca nhitng mé hinh trén day déu gia thiét rang phan 16n ngudi mua trai qua céc
giai doan nhan thuc, cam thy va hanh vi theo dung trat tu logic nay. Pay 1a chudi “nhan
thirc - cam thy - hanh vi” va thich hop khi céng chiing dé tam rat nhiéu dén mot loai san
phém da nhan thirc 1 c6 nhiéu diém khac biét, nhu khi mua mot chiée xe may. Mot chudi
khéc 1a “hanh vi -cam thu -nhan thic”, khi cong chiing dé tam rét nhiéu, nhung nhén thuce
dugc it hay khong nhan thic thiy c6 su khac biét trong loai san pham d6, nhu khi mua
mdt chai nude tinh khiét.

Con mot chudi thtr ba 1a “nhan thire -hanh vi -cam thy”, khi cong chung it dé tam
va nhan thtrc it c6 sy khac bi¢t trong loai san phém, nhu khi mua mudi an. Khi hiéu duoc
chudi thich hop nguoi 1am marketing c6 thé thyc hién t6t hon viéc 1ap ké hoach truyén
thong.

O day ta s& gia thiét ring ngudi mua dé tAm rat nhiéu vao loai san pham va nhan
thirc rd sy khac biét trong loai san phém do. Vi vay ta s€ st dung mo hinh “mutrc do cua
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hiéu qua” (nhan thirc, cam thu, hanh vi) va md ta sau trang thai san sang cua ngudi mua:
biét, hiéu, thich, chudng, tin chic va mua.

- Biét (awareness): Nguoi truyén thong trude hét phai nam duogc viée cong ching
muc tiéu biét dén san pham hay t6 chirc ciia minh nhu thé ndo. Néu da s6 ho chwa biét gi
vé doanh nghiép va san pham ciia nd, thi cong viéc clia ngudi truyén thong 1a tao cho ho
biét, it nhat cling 13 tén doanh nghiép. Piéu nay co thé lam duoc bang mot théng diép don
gian co sy lap di lap lai tén nay. Tuy vay viéc tao cho cong chiing biét dwoc thong tin don
gian cling doi hoi co thoi gian.

- Hiéu (knowledge): Coéng chung muc tiéu co thé biét vé san pham hay
doanh nghiép nhung c6 thé chua thuc su hiéu vé ching. Lam cho céng ching hiéu duoc
doanh nghiép va san phim ciia n6 1a myc tiéu tiép theo ctia ngudi truyén thong.

- Thich (liking): Néu cong ching di hiéu vé san pham, liéu ho c6 cam nghi gi vé
san pham 4y. Néu cong chiing to ra khong c6 thién cam vé6i san pham, thi doanh nghiép
can trién khai mot chién dich truyén thong nhim gay dung mbi thién cam. Va néu diéu
nay khong dem lai két qua do san pham con nhiéu khiém khuyét, thi doanh nghiép trudce
hét phai tim cach cai tién san phim. Viéc quan hé véi cong chung doi hoi phai “hanh
dong t6t di trude 11 noi tot”.

- Chudng (preference): Cong chung muc tiéu c6 thé thich san pham nhung lai
khong wa chudng né hon nhimg san phiam khac. Truong hop nay can khuéch truong
nhitng ddc tinh nbi bat cua san pham nhu gia ca, chat lugng va cac tinh ning khac dé
thuyét phuc cong chung va 1am ting mutrc d6 wa chudng san pham cua ho.

- Tin chdc (conviction): Céong ching muc tiéu c6 thé ua chuéng mot san pham
nhung khong tin chic ring minh s& mua né. Cong viéc ctia nguoi truyén thong 1a thiét lap
maot niém tin viing chéc rang quyét dinh mua san pham d6 1a ding dan.

- Mua (purchase): Mot s6 trong cong chiing muc tiéu c6 thé di tin, nhung khong
han tinh ngay dén viéc mua. Ho c6 thé cho doi co thém thong tin, hodc du dinh dé lam
viéc d6 sau. Ngudi truyén thong phai dan nhimg khach hang tiém ning nay di dén budc
cudi cing 12 mua hang.

Sau trang thai trén duoc tap hop trong ba giai doan: nhan thirc (biét, hiéu), cam thu
(thich, chudng va tin chic), va hanh vi (mua). Nguoi tiéu dung c6 thé dang ¢ bat ky mot
trong sd sau trang thai sin sang mua d6. Cong viéc clia nguoii truyén thong 1a xac dinh
xem da s6 nguoi tidu ding dang & giai doan nao, va trién khai mot chién dich truyén
thong dé dua ho dén giai doan tiép theo.

9.1.3.3 Thiét ké thong diép

Sau khi da xac dinh dugc ddp img mong mudn ciia ngudi mua, tiép theo can thiét
ké mot thong diép c6 hiéu qua. Mot cach 1y twong, theo md hinh AIDA mdt thong diép
phai gdy dugc su chu y (attention), tao dugc su quan tam (interest), khoi day dugoc mong
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mudn (desire) va thiic ¢y dugc hanh dong (action). Trong thuc té, it c6 thong diép nao
dua nguoi ti€u dung di tron ven tu trang thai biét dén hanh vi mua, nhung cau trac AIDA
dwa ra duoc nhitng tiéu chuan dang mong muén.

Viéc tao thanh mot thong diép s& doi hoi giai quyét bon van dé: noi cai gi (ndi
dung thong diép), noi thé nao cho hop 1y (céu tric thong diép), noi thé nao cho dién cam
(hinh thtc thong diép) va ai ndi cho co tinh thuyét phuc (ngudn thong diép).

9.1.3.4. Chon lya phwong tién truyé;n thong

Ngudi truyén thong gio day phai chon lya cac kénh truyén thong hitu hiéu. Cac
kénh truyén thong c6 hai loai: kénh truc tiép va kénh gian tiép.

a) Kénh truyén thong truc tiép

Trong kénh nay, hai hay nhiéu nguoi sé truc tiép truyén thong voi nhau. Ho c6 thé
truyén thong qua tiép xtc truc tiép nhan vién véi dbi twong, qua dién thoai, hoic qua thu
tir trén co so giao tiép ca nhan. Cac kénh truyén thong truc tiép tao ra hiéu qua thong qua
nhiing co hdi ca nhan hoa viéc gidi thiéu va thong tin phan hoi.

Céc kénh truyén thong truc tiép c6 thé chia nho thanh cac kénh gi6i thiéu, kénh
chuyén vién va kénh xa hoi. Kénh gi6i thiéu gdm cac nhan vién ban hang cua doanh
nghiép tiép xuc truc tiép voi ngudi mua trén thi trudng muyc tidu. Kénh chuyén vién gdm
nhitng chuyén vién doc 1ap phat biéu y kién cta minh vé6i khach hang muc tiéu.

Kénh x3 hoi gdm nhitng nguoi lang giéng, ban bé, cac thanh vién trong gia dinh
va nhimng nguoi dong sy néi chuyén véi khach hang muc tiéu. Anh hudng cia vai tro ca
nhan d6i v6i cong chung muc tiéu dic biét quan trong trong cac truong hop ho can mua
nhitng san pham dit tién, c6 nhiéu rui ro hay khong mua thuong xuyén, hay nhimng san
phém né6i 1én dia vi hodc thi hiéu cua nguoi su dung.

b) Kénh truyén thong gidn tiép

Nhimng kénh truyén thong gian tiép chuyén cac thong diép di ma khong can c6 sy
tiép xtic hay giao tiép truc tiép. Chung bao gdm cac phuong tién truyén thong dai chiing,
bau khéng khi va céac su kién.

Céc phuong tién truyén thong dai chiing bao gdm nhiing phuong tién truyén thong
dudi dang 4n pham (thu truc tiép, bao va tap chi), nhitng phuong tién truyén thong quang
ba (truyén thanh, truyén hinh), nhitng phuong tién truyén thong dién tir (bang ghi am va
ghi hinh, dia ghi hinh, internet) va nhiing phuong tién trung bay (pano, bang hiéu, ap
phich). Hau hét cac théng diép gian tiép déu dugc chuyén tai qua cac phuong tién truyén
thong co tra tién.

Béau khong khi 14 nhitng khung canh c¢é chil tAm nhdm tao ra hay cing cb xu
hudéng mua va tiéu dung san pham. Mot khach san c6 tién sanh cao rong véi nhitng hang
cot d4 hoa cuong va dugc trang tri bang nhitng dén chum theo phong cach ¢ dién va mot
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it cdy xanh tao nén su sang trong va 4m ctng. Cac sy kién 1a nhiing cong viéc ¢ chu
tam, nham chuyén tai cac thong diép dic biét dén céng ching muc tiéu, nhu to chic cac
budi hop béo, 1& khai truong va bao trg hoat dong thé thao, ...

Mic du ¢6 it hidu qua hon truyén thong tryc tiép, cac phuong tién truyén théng dai
chung co thé 1a cong cu cha yéu kich thich truyén thong truc tiép. Truyén thong dai
chung tic dong dén thai do va hanh vi c4 nhan thong qua mot qua trinh truyén dong
thong tin hai cap. Thong thudong dong ¥ tuong dugc phat di tir dai truyén thanh, truyén
hinh va cic 4n phim dén nhiing nguodi huéng dan du luan rdi tir nhitng ngudi d6 duoc
truyén dén nhitng bd phan dan cu kém tich cuc hon.

9.1.3.5. Chon loc nhitng thudc tinh ciia nguén tin

Hi¢u qua cua truyén thong phu thude rat 16n vao nhén thic, danh gia va thai do
ctia ngudi nhan tin di v6i ngudi truyén tin, khi thong diép dugc truyén di c¢6 su tham gia
clia con ngudi. Nguoi truyén tin duge tin twong, mén mo va thién cam thi tinh thuyét
phuc ciia thong tin s& cao hon. C6 3 yéu td ¢6 thé lam tang do tin cdy ciia ngudn tin, bao
gom:

Tinh chuyén mén: 1a mirc do hiéu biét ctia ngudi truyén tin vé nhitng san pham
duogc ho truyén tin qua théng diép truyén thong. Tinh chuyén mon clia ngudi truyén tin s&
do nghé nghiép ctia ho quyét dinh

Bé tin cdy ciia thong diép: lién quan dén muc do xac nhan cua nhitng ngudi da trai
nghiém va khach hang.

Mike dé tin nhiém: M6 ta mic do mén md cia cong chung ddi véi nguén tin to1
mirc ndo. Nhitng phdm chat nhu c6 uy tin, dwoc him mé va tinh trung thuc, hai hudc
khién cho ngué)n tin tré nén duogc tin nhiém hon.

9.1.3.6. Thu nhén théng tin phan hoi

Sau khi thong diép duoc truyén di, ngudi truyén tin phai tién hanh nghién ciru hiéu
quéa ciia n6 dbi voi khach hang muc tiéu. Phai tién hanh diéu tra nghién ctru xem khach
hang muc tiéu c6 nhan duoc thong tin d6 khong, thiy néd xuat hién bao nhiéu lan trong
mot khoang thoi gian nhét dinh, nhé duge thong tin gi trong thong diép, cam giac cia ho
khi tiép nhén thong di¢p, thai do ctua ho ddi voi hang hoéa cua doanh nghiép trudc va sau
khi nhan dugc thong diép. Nguoi lam truyén thong ciing phai do ludng tac dong cia
truyén thong dén véi khach hang: qua s6 nguoi dén tham cira hang, mua san pham va
thong tin cho nguoi khac. Pay 1a thong tin bd ich gitip cho viéc diéu chinh chuong trinh
truyén thong va san pham.
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9.1.4. Xac 1ap phoi thirc va ngin sich danh cho truyén thong
a) Xdc lap phéi thirc truyén thong

Qua4 trinh dién bién tdm 1y cta ngudi nhan tin duoc nhan nhing théng diép va
kénh truyén thong khac nhau. Song du c¢é sy khac nhau dé, cac kénh truyén thong tac
dong vao khach hang muc tiéu déu thong nhét va thich nghi v6i quy luat dién bién tam ly.
Ba giai doan dién bién tAm 1y mang tinh quy ludt cia ngudi nhan tin 13 giai doan lién hé,
giai doan tinh cam va giai doan hanh vi. Péi v6i timg mé hinh can phai c6 nhimg hoat
dong truyén thong, kénh truyén thong va thong diép riéng biét phu hop dé dap ung yéu
ciu O timg giai doan dién bién tam 1y do.

Vi véy cac doanh nghiép khac nhau sir dung nhiing con cu truyén théng phu hop.
Céc doanh nghiép ciing luén ludn tim nhitng phuong cach méi dé phéi hop gitta quang
c4o, tuyén truyén, ban hang va xuc tién ban sao cho c¢6 hiéu qua. Cac doanh nghiép c6 thé
thay thé phuong tién truyén thong nay bang phuong tién truyén thong khac néu thay
khinh té hon. Kha ning chuyén hoan giita cac cong cu truyén théng di giai thich tai sao
céc chtre nang marketing can dugc 1ap lai trong mot bo phan marketing duy nhat.

Viéc xéc lap phéi thic truyén thong cang tré nén kinh té hon khi mot céng cu nay
co thé str dung dé tao thém sirc manh va hiéu qua cho mot cong cu khac, vi du ta phai tién
hanh quang cao cho mét chién dich xtic tién ban.

Su phéi hop cac hoat dong truyén thong thudng gin véi cac chién dich truyén
thong trong nhitng khoang thoi gian cu thé nhat dinh. Dé su phdi hop nay dat hiéu qua
cao, doanh nghiép can phai xay dung hé théng truyén thong ctia minh bang viéc lya chon
nhitng cong cu truyén thong phu hop véi didu kién va hoan canh thuc té ctia doanh
nghiép.

Trong doanh nghiép, hdn hop phuong tién truyén thong duge xac 1ap nhu thé nao
phai can ctr vao muyc ti€u cua doanh nghiép dat ra cho chién lugc truyén thong, vao ddi
tuong can truyén thong, vao khach hang muc tiéu cia minh, vao ban chat cia cic phuong
tién truyén thong.

Cic yéu t6 quyét dinh dén ciu tric dang truyén thong hdn hop

C6 nhiéu yéu t6 anh huong dén viéc lya chon cac dang truyén thong va sy phdi
hop gitra ching:

e Ban chit ciia méi cong cu truyén théng: Moi cong cu truyén thong co nhimg
dic diém, vu thé va han ché khac nhau. Mirc chi phi cho mdi cong cu truyén thong ciing
s& khac nhau. Khi xac 1ap phdi thirc truyén thong, cac nha lam marketing phai nghién ciru
k¥ nhitng van d& nay. Cu thé chi tiét vé cic cong cu truyén thong s& duoc trinh bay & cac
ndi dung sau cua chuong nay.

150



e Kiéu hang hod, thi truong: Hiéu qua cta cic cong cu truyén thong con phu
thudc loai hang hoa 13 ddi twong truyén thong va thi trudng 14 noi hoat dong truyén thong
tac dong vao. Trong thi truong hang hod va dich vu cho tiéu dung ca nhan, quang céo
mang lai hiéu qua cao nhat, tiép dén 1a xtc tién ban, ban hang c4 nhan va cubi cing 1a
tuyén truyén.

o Chién lupc day hay kéo: Hé thong xuc tién hdn hop chiu anh hudng chu yéu tir
van dé doanh nghiép chon chién luge déy hay kéo dé tao ra mirc tiéu thu. Hai chién lugc
nay trai nguoc nhau va dugc thé hién trong so dd 9.2. Chién lugc déy doi héi hoat dong
marketing ctia nha san xuit (chii yéu 13 lyc luong ban hang va khuyén mai ban budn)
phai hudng vao nhitng ngudi trung gian cua kénh dé kich thich ho dat hang cung kinh
doanh san phdm dé va quang cao cho ngudi st dung cudi cing. Chién luge kéo doi hoi
hoat dong marketing (chii yéu 1a quang céo va khuyén mai v&i ngudi tiéu dung) hudng
vao nguoi sir dung cubi cing dé kich thich ho yéu cau nhimg ngudi trung gian dit hang
clia nha san xuét.

A Y Cung a
NHA X TRUNG p
uc tién . NGUOI BAY

- = pr—"
SAN XUAT GIAN PP TIEU DUNG

T Cau

| Xuc tién l

NHA Ciu TRUNG Ciu NGUOI

SAN XUAT GIAN PP |* TIEU DUNG KEO

So' d6 9.2: Chién lugc day va kéo

e Giai doan san sang ciia ngwoi mua

Mirc d6 hiéu qua cao hay thip, nhanh hay cham ciia nhimng hoat dong truyén thong
con phu thude vao trang thai cta ddi tuong nhan thong di€p. Qua nghién ciru nguoi ta
thdy rdng quang cao va tuyén truyén c6 uu thé trong viéc nhan biét. Quang cdo ciing tac
dong manh vao giai doan hiéu, xtc tién ban cling tac dong manh vao khau nay. Giai doan
y dinh mua cua khach hang lai chiu sy tac dong cta xuc tién ban va sau d6 moi 1a quang
c40. Dua vao nhitng yéu td khach quan vé hanh vi mua cta khach hang ma doanh nghiép
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lwa chon va phéi hop céc cong cu truyén théng dong thdi tao nén ciu tric truyén thong
hop ly.

e Cdc giai doan chu ky séng san pham

Céc giai doan khac nhau cua chu ky sdng thich ing véi nhitng phuong tién truyén
thong khéc nhau.

Trong giai doan giGi thidu, hoat dong quang cdo va tuyén truyén la rat thich hop
nham tao ra sy nhan biét. Sau do phai ké dén xtc tién ban va ban hang c4 nhan.

Trong giai doan tang trudéng, quang cdo va tuyén truyén cang thich hop nham day
nhanh doanh s ban ra, cac hoat dong khac co thé giam tuy theo diéu kién.

Trong giai doan bao hoa, hoat dong xuc tién ban co tac dung nhét. Cac hoat dong
khac 6 thé duy tri & mirc d6 vira phai.

Trong giai doan suy thoai suy thoai, cac hoat dong truyén théng déu giam va mot
s6 bi loai tru. Quang cédo chi duy tri & mtc do nhéc nhé, xuc tién ban trg thanh quan
trong vi con phat huy tac dung tich cuc.

Xac dinh ngin sach cho hoat dong truyén thong

Viéc xac dinh ngan sach cho hoat dong truyén thong marketing 1a mot quyét dinh
kho khan va no chi phéi 16n dén sy thanh cong, hi¢u qua cua hoat dong truyén thong.
Viéc quyét dinh ngan sach danh cho nd dugc can ctr vao muc tiéu va ngudn luc cua
doanh nghiép va ngan sach cho hoat dong marketing duoc phan b cho timg P, tu d6 ra
quyét dinh vé ngan sach cho cac cong cu cta xtc tién hdn hop hay 1a phuong phap tir
trén xudng hodc phuong phap tir dudi 1én 14 cin cir vao ké hoach sir dung cong cu cua
xuc tién kha thi khi duyét trinh...Rd rang cong viéc nay khong don gian chiit nao, boi
hoat dong phan bb ngan sach con lién quan dén nhiéu linh vuc va né ciing bi cac yéu t6
khac chi phdi. Thong thudng c6 bdn phuong phip xac dinh ngin sach ma cic doanh
nghi¢p thuong ap dung la:

e Phuong phap can cir kha nang:

Nhiéu doanh nghiép xac dinh ngan sach khuyén mai & mic ma ho nghi 1a doanh
nghiép c6 thé c6 du kha niang. Phuong phap xac dinh nay hoan toan bo qua vai tro cia
khuyén mai nhu mot khoan dau tu va anh huong tie thoi cia khuyén mai dén khéi lwong
tiéu thy. N6 dan dén mot ngan sach khuyén mai hang nim khong xac dinh, gay kho khin
cho viéc 1ap ké hoach truyén thong marketing dai han.

e Phuwong phdp ti 1é phan tram doanh sé:

+ Uu diém: Chi phi khuyén mai sé& thay doi tuy theo kha ning cta doanh nghiép,
khuyén khich ban lanh dao nghi dén mdi lién hé giita chi phi khuyén mai, gia ban va loi
nhuan trén mot don vi san phém, khuyén khich 6n dinh canh tranh & muc do ma céc
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doanh nghiép canh tranh khi cho khuyén mai mot ty 1¢ phan trim doanh sb ban ciia minh
xap xi ngang nhau.

+ Nhuoge diém: Xac dinh ngin sach cin cr vao ngan quy hién co cht khong phai
theo nhitng co hoi cua thi truong, su phu thude ctia ngan sach khuyén mai vao murc bién
dong ctia muc tiéu thy hang mam s€ gay trd ngai cho viéc 1ap ké hoanh dai han, khong
tao ra mdt can cur logic dé lya chon mot ty 1€ phﬁn tram cu thé ngoai trur nhirng cai da lam
duoc trong quéa khtr, hay nhiing cai ma céc ddi thu canh tranh dang lam, n6 khong khuyén
khich vi¢c xay dung ngan sach khuyén mai trén co so xac dinh xem moi san phém va dia
ban xtrng dang chi bao nhiéu.

e Phuwong phdp cin bang canh tranh: Phuong phap ndy yéu cdu doanh nghiép
xac dinh mirc ngan sach truyén théng cua minh bang v6i mirc ciia dbi thu canh tranh
trong khu vuec thi trudong va trong chu ky kinh doanh.

Du sao chi phi ciia cac ddi hang canh tranh cho thiy mirc do chi tiéu hop 1y cia
nganh kinh doanh. Hon nita viéc duy tri mot murc chi phi ngang bang ddi thu canh tranh
s& loai trir duoc cude chién tranh truyén thong.

Tuy nhién trén thuc t& khé ma biét dugc muirc chi cu thé ngan sach nay & céac
doanh nghiép. Mat khac muc tiéu truyén thong cia cac doanh nghiép rat khac nhau nén
khong thé cin clr vao cac doanh nghiép khac dé xac dinh ngan sach cho doanh nghiép
cuia minh duoc.

e  Phuwong phap can cu vao muc tiéu, nhiém vu: Phuong phép nay doi héi nguoi
lam marketing phai xay dung ngan sach khuyén mai ctia minh trén co s xac dinh nhiing
nhiiém vu can phai hoan thanh dé dat duoc nhirng muyc ti€u cu thé ctia minh va xac dinh
nhirng nhiém vuy can phai hoan thanh dé dat dugc nhitng muc tiéu r0i udce tinh chi phi dé
thuc hién nhitn nhiém vu do. Téng cac chi phi nay la dy todn ngan sach khuyén mai.
Phuong phap nay doi hoi phai trinh bay rd nhitng gia thuyét cia minh vé mdi quan hé
giita tong chi phi, muc tiép xuc, ty 1¢ dung thir va mic st dung thuong xuyén.

M&i phuong phap déu c6 nhitng vu diém va nhitng han ché cia riéng minh. Do
vay trén thuc t&, nguoi ta thudng ap dung cac phuong phap toan hoc, két hop véi cac can
clr cong viée can phai lam dé bao dam tinh linh hoat va thich hop. Du 1a tién hanh theo
phuong phap nao thi chung phai phu hop voi ké hoach tai chinh chung va dong thoi bao
dam cho hoat dong xtic tién hon hop hoat dong co6 hi¢u qua.

9.2. QUANG CAO

9.2.1. Khai niém va y nghia quang cao

e Khdai niém quang cdo

Quang cao 1a hinh thtc tuyén truyén dé thuc hién viée gidi thi€u thong tin vé san
pham, dich vy, doanh nghiép hay y tudéng. Quang céo la hoat dong truyén thong phi truc
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tiép gitra ngudi véi nguoi ma trong d6 ngudi mudn truyén thong phai tra tién cho cac
phuong tién truyén thong dai chiing dé dua thong tin dén thuyét phuc hay tac dong dén
nguoi nhan thong tin.

Quang c4o 1a nhitng nd luc nham tac dong t6i hanh vi, thoi quen mua hang cia
ngudi tiéu ding hay khach hang bang cich cung cip nhimng thong diép ban hang theo
cach thuyét phuc vé san pham hay dich vu ctia ngudi ban.

Theo Kotler va Armstrong (2000), Quang céo duoc dinh nghia 1a bat ky hinh thirc
nao dé thé hién va quang ba vé nhimng y tuong, hang hoa, va dich vu phai tra tién thong
qua mét nha tai trg dugc nhan dang. Trong nghién ctru cia Richards va Currn (2002),
quéang cao duge dinh nghia 1a mot hinh thirc cung cap thong tin co tra phi, c6 chu s¢ hitu tir
mot ngudn thong tin ¢ thé xac dinh, dugc thiét ké nham thuyét phuc ngudi tiép nhan
thong tin thye hién mot hanh vi nao do trong hién tai hoac tuong lai

Theo Luat Quang céo, “Quang cdo la viéc sir dung cac phuong tién nhim gidi
thiéu dén cong ching san pham, hang hoa, dich vu c6 muyc dich sinh lgi; san phdm, dich
vu khong c¢6 muc dich sinh loi; td chirc, c4 nhan kinh doanh san phém, hang ho4, dich vu
dugc gidi thi¢u, trur tin thot sy; chinh séch xa hoi; thong tin cd nhan.”

Nhu vay ¢ thé hiéu, Qudng cdo la cdc hoat dong gidi thiéu va truyén di cdc
théng tin vé san pham va hinh anh ciia Doanh nghiép nham kich thich khdch hang tiéu
thu hang hoa dich vu, nang cao uy tin cho nha kinh doanh va tang cuong kha nang canh
tranh trén thi truong.

Chu thé quang cdo ¢ day c6 thé 1a doanh nghiép, cac to chirc x4 hoi khac mubn
quang c4o nhimg muc dich cua minh trude khach hang myc tiéu khic nhau. V& co ban,
quang cdo trinh bay moét thong di€p mang tinh thuong mai thong tin trén dién rong toi
khach hang muyc tiéu thong qua cac phuong tién truyén thong

Quang céo co thé duoc chia thanh hai loai:

+ Qudng cdo san phdm: Bao gdm quang cdo thong tin vé san pham (Théng tin cho
thi truong muc tiéu vé san phadm va hudng ho toi hoat dong mua.); quang cao thuyét phuc
(so sanh v6i sp cung loai khac nham khang dinh wu diém cua minh) va quang céo nhéc
nhd (4p dung trong giai doan chin mudi nham nhic nhé nguoi tiéu dung vé san pham)

+ Quang cdo uy tin: Hudng to1 vige tao 1ap va duy tri hinh anh cia doanh nghiép
va nhén thic cia khach hang muc tiéu.

e Dic diém ciia qudng cdo

Do c6 nhiéu hinh thirc va cach sir dung quang cao, nén khé c6 thé khai quat hoa
day du nhimng diém dic thu cia né véi tinh cach 1a mot yéu té cau thanh cta hé thong co
d6ng. Nhung du sao thi ciing c6 thé néu 1én mot s6 nhitng dic diém cua hé théng c6 dong

nhu sau:
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— Tinh dai chiing. Quang céo 1a mot hinh thirc truyén thong mang tinh dai chung
rit cao. Ban chét dai chiing ctia n6 khang tinh chinh thirc ctia san pham va ciing tao nén
mdt tiéu chuén cho san phém. Vi nhiéu nguoi nhan dugc mot thong di€p nhu nhau, nén
ngudi mua biét rang moi nguoi cling s& hiéu duoc dong co mua san pham do6 cia ho.

— Tinh sdu réng. Quang céo 1a mot phuong tién truyén thong rat sau rong, cho
phép nguoi ban 13p lai mot thong diép nhiéu lan. N6 ciing cho phép nguoi mua nhan va
so sanh thong diép cuia cac ddi thu canh tranh. Quang céo véi quy md 16n cling noi 1én
mot diéu tot vé qui mo, kha nang va sy thanh dat cua ngudi ban.

— Tinh biéu cam. Quang cio tao ra nhiing co hoi dé gidi thiéu doanh nghiép va san
pham cta no bang cach str dung khon khéo hinh anh, 4m thanh va mau sic. Tuy nhién d6i
khi tc dung biéu cam rat manh ciia cong cu nay c6 thé lam mo nhat hay danh lac hudng
su chu y dén thong diép.

— Tinh chung. Quang cdo khong thé c6 tinh chét ép budc nhu truong hop dai dién
ban hang ciia doanh nghiép. Cong chung khong cam thay minh c6 bon phan phai chii ¥
hay huong tng. Quang cao chi ¢ thé thuc hién doc thoai, chir khong phai dbi thoai voi
cong chiing.

Nhiing hinh thirc quang cdo nhét dinh, nhur quang céo trén truyén hinh, c¢6 thé doi
hoi mdt ngan sach 16n, song cling c6 nhiing hinh thirc quang cao khac, nhu quangcéo trén
béo chi, lai c6 thé thuc hién duge véi mot ngan sach nhd. Quang céo co thé co tac dung
chi vi sy hién di¢n cua n6. Nguoi tiéu dung cod thé tin 12 mot nhan hiéu duoc quang cao
nhiéu phai c6 “gia tri 16n”, néu khong thi tai sao ngudi quang céo lai chi nhiéu tién cho
viéc gioi thiéu san pham d6 nhu vay?

e Y nghia ciia qudng cdo:

- Quang c4o 1a mot cong cu marketing dé tham do nhu cau thi truong.

- Kich thich nhu cau: Quang cdo dé thu hat su cha ¥ cta khach hang, thuyét phuc
ho vé nhting o1 ich, su hép dan cua san phém nham thay ddi hodc cung cd thai do va
10ng tin twéng cua ngudi tiéu dung vé san pham cua doanh nghiép va 1am ting long ham
mudn tiéu ding san pham ciia ho.

- Quang cdo co thé sir dung dé tao ra mot hinh anh 1au bén cho mét san phém

- Huéng dan nguoi tiéu dung sir dung san pham: Thong tin trong quang céo
thuong huéng dan khach hang st dung hop 1y san pham.

- Quang céo 1a mot phuong thirc ¢6 hiéu qua dé vuon téi nhiéu ngudi mua phan
tan vé dia 1y v6i chi phi thip cho mot 1an tiép xtic.

- Quang cédo con la phuong tién quan trong giup cac doanh nghiép dat dugc muc
tiéu cua chién luge Marketing nhu: Loi nhuén, thé luc va an toan trong kinh doanh.
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9.2.2. Chirc nang cua quing cao

Muc tiéu chung ciia quang céo 1a nham kich thich khach hang tiéu thu hang hoa,
lam tdng doanh sb ban hang, m¢ rdng thi truong ti€u thu va lam tang lgi nhuan ctia doanh
nghiép. Mudn thue hién duge cic muc tiéu trén quang cao can phai thyc hién cac chire
nang co ban sau:

e Chiic ning hé tro:

Theo chirc nang nay, quang céo thuc hién viéc yém trg cac hoat dong ban hang va
marketing n6i chung, thuyét phuc ngudi mua bang nhiing thong diép quang cio cu thé
anh huong dén tam 1y, su nhan thac v& hanh vi ctia ho

Dé c6 thé thuyét phuc khach hang tiéu dung hang hoa, dich vu, khi xay dung
chuong trinh quang cdo can thuyét phuc khach hang bang nhitng théng tin nhu: loi ich
cua vi¢c tiéu dung san phélm, chét luong san phém, cac uu thé vé gia ca, vé dich vu hodc
phuong thirc mua ban... tir @6 161 kéo khach hang c6 hanh dong mua. (Vi du khi quang
c4o vé xa phong gidt thi phai nhdn manh nhiing dic trung ciia san pham nhu tay tring,
khong hai da tay, thich hop v&i moi ngudn nudc)

o Chirc ning duy tri khdach hang hién co:

Theo chirc ning ndy quang cao nhic nhd ngudi tiéu dung vé su hién dién cua san
phém va dich vu, xay dung long tin, sy trung thanh ddi v6i mot nhin hiéu & nguoi tiéu
dung, gop phan duy tri mot bd phan khach hang 6n dinh

e Chirc nang thong tin:

Theo chirc ning ndy, quang céo s& cung cip nhiing thong tin vé chét luong san
pham, gia tri str dung, nhitng thong tin vé sy thay di trong cic hoat dong marketing cta
doanh nghiép, nhiing thong tin vé ngudi san xudt va ngudi phan phdi.

9.2.3. Yéu cau cua quang cio

bé nang cao hiéu qua cia quang cdo va thuc hién dugc cac chuc nang trén, quang
c4o can thuc hién tdt cac yéu ciu sau:

e Qudng cdo phdi tiéu biéu dic trung va cé lwong thong tin cao

Do lugng thong tin quang céo dua ra trong thoi gian ngén, khong gian hep nén céc
thong tin dua ra trong chwong trinh quang cdo phai dam bao yéu cau ngin gon, don gian,
stic tich va dé nhé. Thong tin quang cdo phai 13 nhitng thong tin tiéu biéu phan dnh duoc
loi ich co ban cua viéc tiéu ding san pham. Vi du: tiéu biéu cho cong dung cua thube
danh rang la tréng rang, thom miéng, ngura sau rang; dau 201 du tri sach gﬁu, muot va
lam khoé toc...Quang cdo phai dac trung nghia la thong tin quang cdo phai c6 su khéc
biét hoa, 1am ndi bat san phrflm cua doanh nghiép voi san phém cia dbi thu canh tranh
nham thu hat khach hang va tang tinh thuyét phuc . Vi du bot giat OMO so voi bot giat
thong thuong khac tay tring hon, gidt dugc nhiéu quan 4o hon...
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e Quang cao phai dam bao tinh hop Iy

M3di tin quang cdo ¢ thé duge dua bang mot loai phuong tién quang cao, mdi
kénh quang cdo dugc xéac 1ap phai dam bao yéu cau hop 1y, pht hop v6i tim 1y ciia nguoi
nhan tin, pht hop vé thoi gian khong gian va phuong tién thong tin va c6 s 1an thong tin
hop 1y. Noi chung cac tin quang cao can dugc l1ap lai nhidu 1an, néu chi quang cio mot
lan thi s& c6 nhiéu nguoi khong nhan duoc thong tin do nha kinh doanh quang cdo. boi
vy quang céo can chon dung thoi diém thich hop va nhéc lai thudng xuyén. Thoi diém
quang céo c6 hiéu qua nhat 1 vao luc c6 nhiéu ngudi quan tdm dén chuong trinh quang
cdo v6i mot tam 1y thuan loi.

e Quang cao phai dam bao tinh nghé thudt

Hap dan, d& nghe, d& xem, d& 16i cudn giy 4n tugng siu sic v6i ngudi nhén tin.

e Quang cdo phdi trung thuc, dam bdo tinh phap ly

Quang cdo 13 hoat dong ctia doanh nghiép tur gii thiéu voi hach hang vé minh va
vé san phrflm cua minh mot cach trung thyc. Pam bdo sy trung thyc trong quang cao s€
tao ra mot tam ly thuén loi ddi véi khach hang trong viéc tiép nhén hang hoé dich vu cua
doanh nghiép. Cac ngdn ngir rong quang cdo phai dam bao tinh phéap 1y. Nguoi quang
c40 va ngudi dua tin quang cdo phai chiu trach nhiém vé phap 1y, cc thong tin quang co
phai trung thuc néu khong s& bi mat uy tin va niém tin véi khach hang.

e Qudng cdo phdi dam bdo tinh dong bé va da dang

Quang c4o can phai dong bo tir san xuat dén luu thong, tir bao bi dén cac phuong
tién quang cao khac... Mdi khau mdi loai quang cédo déu phai huéng vao muc dich ban
hang. Pa dang hoa quang cdo ciing 1a bién phap quan trong dé nang cao hiéu qua quang
c4o va tiét kiém chi phi quang céo

e Qudng cdo phai dam bdo tinh tiét kiém va hiéu qua

Chi phi danh cho quang cdo chiém mot ty 1& rat 1on trong chi phi marketing cta
doanh nghi¢p. Boi vay doanh nghiép phai tinh todn chi phi va hi¢u qua mang lai cta
quang cdo. Biang cac hoat dong thir nghiém va d6i chimg doanh nghiép c6 thé danh gia
duoc hidu qua ctia quang céo thong qua sy gia ting ciia doanh sd ban, ciia phan thi trudng
ma doanh nghiép kiém soat. Cac doanh nghiép can phai tinh toan k¥ ludng viéc st dung
hinh thtre va phuong tién quang cdo, xac dinh ndi dung quang céo ciing nhu tin sb quang
céo cho hop 1y, tranh quang cdo phd truong mang tinh chat hinh thirc lang phi

9.2.4. Cac phwong tién quing cao va kénh quang cao

e Cdc phwong tién qudng cdo:

Phuong tién quang céo bao gém cac cong cu va cach thie chuyén tai thong tin tir
nha san xuat kinh doanh dén vé&i khach hang. Tuy thudc vao dic diém cia hang hoa kinh
doanh, dic diém khach hang, kha ning cta doanh nghiép ma doanh nghiép sir dung hinh
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thirc va cac phuong tién quang céo khéac nhau. Viéc lya chon phuong tién quang céo co y
nghia quan trong lam tang hi¢u qua quang cdo cua doanh nghiép. Nhitng phuong tién
thudng dugc sir dung dé quang céo bao gdom:
> Bao, tap chi
Quang cdo bang béo, tap chi c6 wu diém:
+ D& st dung, c6 tinh linh hoat cao, dam bao dua thong tin quang céo dén dung
cac khu vuyc thi truong da dugce lya chon.
+ Quang cdo qua bao, tap chi cho phép khai thac triét dé chir nghia hinh anh va
mau sic.
+ Quang cdo trén bao, tap chi con gillp cho ngudi nhan tin co6 thé luu trir duogc
thong tin, chu dong thoi gian nhan tin.
Nhuoc diém cta quang céo bang bao, tap chi 1a sy hap dan va cha y toi nguoi
nhan tin chua cao.
> Phuwong tién truyén thanh
Uu diém: Chi phi thap, pham vi phii song kha rong, ngudi nghe nhiéu, khong bi
gidi han vé khong gian nén né truyén tin nhanh va sau rong, khai thac duoc ngén ngir va
am thanh.
Nhugc diém: Phuong tién truyén thanh chi tac dong dén thinh giac do d6 kém hap
dan vé6i ngudi nhan tin, khong lwu giit duge thong tin.
Pé néng cao hiéu qua quing cdo bang phwong tién truyén thanh can hét sirc chu ¥
t6i thoi diém dua tin, s6 1an 1ap lai thong tin va thoi gian danh cho mot thong tin.
> Phuwong tién truyén hinh
Uu diém: Khai thac duoc loi thé am thanh, ngdn ngit, hinh anh, mau sic (tac dong
dén ca thinh giac va thi giac). P6i twong khan gia rong, thudc nhiéu tang 16p xa hoi, kha
nang truyén thong tin nhanh, tao ra sirc cha y cao.
Nhuoc diém: Chi phi cao, thoi luong c6 han, thoi gian ngén, khén gia it chon loc.
> Phim anh quang cdo
Uu diém:
- Quang cao bang phim anh cho phép khai thac t6t cac lgi thé vé hinh anh mau sic
am thanh méi truong.
- Quang céo phim anh khong chi gidi thiéu san phdm ma con gidi thiéu ca qua
trinh san xuét luu théng va tiéu dung san pham.
Nhuogc diém: Tén kém vé kinh phi, to chirc quang cio phiic tap, s nguoi tiép
nhan thong tin khong lon.
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> Qudng cdo ngoai troi: Bién quang cao, phuong tién van tai, bén xe, nha ga,
khach san, san bay...

Uu diém: C6 tinh linh hoat, tin suét 1ap lai cao, chi phi thép.

Nhuoc diém: Khong lya chon dbi tuong, han ché tinh sang tao

Hinh thirc nay thuong duoc st dung dé bd sung cho cac phuong tién khac chir
khong phai phuong phép chinh dé tiép can khach hang muc tiéu

> Thu giri triee tiép: Bao gdm thu, tai lidu quang cdo, gidi thiéu, gidy thong bao
hay bat ky mot vat pham quang céo nao khac co thé duoc giri téi timg khach hang. to roi
duoc gui cho tat ca moi nguoi trong mot vung, thu viét gtri cho ca nhan hoac mdt sb
nguoi hay mot s6 doanh nghiép duoc lua chon...

Uu diém: C6 tinh linh hoat, lya chon doc gid; Khong c6 quang cdo canh tranh trén
cung mot phuong tién; Co tinh riéng biét cho ca nhan.

Nhugc diém: Chi phi twong dbi cao; D2 bi coi 1a thu “quay ray”

> Qudng cdo tric tuyén: Quang céo truc tuyén nhim vao nhimg tmg dung cong
nghé truc tuyén mang tinh ndi bat va thu hat déng dao cong dong ngudi st dung may
tinh va internet, tao ra nhirng san phém chuyén biét phuc vu cho muc dich quang cdo:
Quéng cao ndi dung sb (online contents advertisement), quang cao tim kiém truc tuyén
(Seach Engines Marketing), quiang cdo mang xd hoi truc tuyén (Social network
advertisement), Email marketing,...

Uu diém:

- D@ dang tiép can khach hang tiém ning, kha ning tuong tac véi khach hang cao

- Cong tac quan ly, giam sat va theo ddi don gian va dé dang hon

- Pa dang vé cong cu sir dung: Doanh nghiép c6 thé dung audio, video, blog,
email, social media hay newsletters...

- Kha ning ting doanh s6 nhanh chong

Nhuoc diém:

- Thoi gian quang céo truc tuyén kha ngin, khién cho doanh nghiép khoé di sau vao
tam thirc ngudi tiép nhan.

- Trong mét s6 truong hop phuong phap nay khong hiéu qua vi bi bo sét hodc do
qué dai, nguoi doc, ngudi xem chi doc so lugc.

- Néu ¢6 sai sot trong chét lugng hinh anh, mau sdc so v6i thue té, hinh anh
thwong hiéu chic chin s& khong duoc dinh vi trong 10ng ngudi tiéu ding.

Nhu véy, mdi loai phuong tién quang cdo déu c6 nhiing loi thé va tic dung nhét
dinh, doanh nghiép phai lwa chon cho minh phuong tién quang céo nhat dinh, phu hop
v6i ddc diém san pham ciing nhu kha ning tai chinh cta doanh nghiép, dam bao hiéu qua
clia quang céo ciing nhu tiét kiém duoc chi phi.
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Phuong ti€n

Uu diém

Nhuoe diém

Bao

Linh hoat, kip thoi, bao quat thi truong,
duoc chép nhan rong rai, do tin cay cao

Vong doi ngan, chit luong tai
hién kém, it doc gid trung
thanh

Tap chi

Co tinh chon lgc dia ban va cong ching;
do tin cdy va uy tin cao; khd nang tai
hién tdt; ton tai 1au; nhidu doc gia trung
thanh

Khoang thoi gian dai gitra 2
lan xuét ban; c6 sd xuét ban
v6 ich; khong dam bao vé vi
tri quang cao

Truyén hinh

Két hop hinh anh, am thanh; tdc dong
t6i cam xuc; hap dan su cha ¥; bao quat
rong

Chi phi qua cao, cam xuc ludt
qua, it c6 tinh chon loc khan
gia

Phat thanh

bai chung, c6 tinh chon loc dia ban va
cong chung; chi phi thap

Chi ¢6 am thanh; strc thu hut
kém; khong c6 cdu tric
chuan; tiép xuc thoang qua

Gui thu truc
tiép

Co tinh chon loc khach hang; linh hoat;
khong c6 canh tranh trong cung phuong
tién; mang tinh c4 nhan

Chi phi twong ddi cao; hinh
anh mo nhat

Bién quéang
cao ngoai

troi

Linh hoat, su tiép xuc 13p lai cao, chi
phi thap, it canh tranh

Khong c6 tinh chon loc khan
gia, sy sang tao bi han ché

bién thoai

Co6 tinh chon loc khan gia, khong co
canh tranh trong cung phuong tién,
mang tinh ca nhan, tuong tac 2 chiéu

Chi phi tuong ddi cao, tao
hinh anh bat ngudi khac phai
chiu dung

o Kénh qudng cdo:

Bang 9.1: So sanh cic phwong tién truyén thong co ban

Kénh quang cédo 1a tdp hop hop 1y cac chu thé dbi tuong, phuong tién va nguoi

nhan tin quang cdo trong khoang khong gian va thoi gian nhat dinh. Mot kénh quang céo

gdm 4 bd phan co ban:

+ Chu thé quang céo: 12 nha san xuat hay nguoi phan phdi

+ Doi tugng quang cao: 1a hang hod, dich vu cta cac nha san xuat va luu thong

can duogc ban. Pbi tuong quang cao do chu thé quang cio quyét dinh.

+ Phuong tién quang céo: c6 thé sir dung cac phuong tién thong tin dé truyén tin

vé hang ho4 dich vu nhu: béo chi, tivi, phuong tién truyén thanh....
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+ Nguodi nhan tin: 1a cac khach hang, nguoi ti€u dung, cac nha ban budn, ban 1¢,
cac doanh nghiép khac tham gia mua hang hod, dich vu cia doanh nghiép.

9.2.5. Cac buée thuce hién chu trinh quang cao

(1) Xac dinh muc tiéu quang cdao

Tuy theo nhiing diéu kién cu thé cua doanh nghiép, vi¢c xac dinh muc ti€u quang
c4o c6 thé khac nhau. Thong thudng muc tiéu quang cdo thudng hudng vao van dé sau:

- Tang s6 luong hang tiéu thy trén thi truong truyén thong.

- Mé& ra mot thi truong moi

- Gi6i thiéu san pham moi

- Xay dung va ciing c6 uy tin nhan hiéu hang hoa va uy tin ctia doanh nghiép

- Mubn xac dinh duoc muc tiéu quang céo hop 1y thi can diéu tra ty my ¥ thich,
dong co mua hang va su hiéu biét vé thi trudng cua khach hang.

(2) Xdc dinh doi twong nhan tin

Dbi tuong nhan tin chinh 14 khach hang. Xéac dinh dbi twong nhan tin ciing c6
nghia la x4c dinh doan thi truong can khai thac, can lam rd duge dic diém tam 1y cua cac
dbi twong nhén tin.

(3) Xdy dung ngi dung quang cdo

Pé kich thich khach hang tiéu thu hang hoa, dich vu thi quang cdo 1a mot chu trinh
sir dung thong tin dé tac dong vao khach hang theo cac giai doan:

- Gay su chu y (Attention)

- Tao hung tha (Interest)

- Gay ham muén (Desire)

- Thiic ddy hanh dong mua (Action)

Céc giai doan nay dugc goi la chu trinh AIDA

Quang c4o thuong bao gdm céac ndi dung sau:

- Gidi thi€u loi ich cda san phém, muc do thoa min nhu ciu cla san phém (chue
ning, cong dung, hinh thirc ciia san pham), tén goi san pham.

- Gi6i thiéu vé thé luc va biéu tuong cua san phdm hodc ciia doanh nghiép.

- Gi6i thiéu vé cac didu kién va phuong tién mua ban, phuong thirc thanh toan.

- Gié6i thiéu dia diém va noi giao dich.

Nhiing chuong trinh quang céo khong thanh cong thudng do nhiing thiéu sot sau:

- Hanh dong trude sau khong nhat quan: Trong qué trinh quang céo néu dic diém,
loi ich ctia san pham bi thay doi thi hiéu qua ciia quang céo s& ton that.

- Thiéu rd rang: Phai dugc nguodi nghe, ngudi xem hicu ro rang, khong an y.
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- Tinh don diéu: Quang cao khong phan anh dugc hanh dong diéu kién ciia san
pham, ngudi ta khong thdy duoc su khac nhau giita né v6i nhitng san phim canh tranh
khéc.

(4) Lwa chon phwong tién truyén ti

Khi lya chon phuong tién truyén thong tin quang cdo can quan tim dén cac yéu td
nhu myc tiéu quang cdo, d6i twong nhan tin, kinh phi quang céo. Boi vi mdi phuong tién
déu c6 nhitng wu diém va han ché cia né.

(5) Danh gia hiéu qua chwong trinh qudang cdo

Chi phi danh cho quang cdo & mdi hinh thirc déu rat 1on, nhung phuong phap nao
tinh dugc chinh xac khoan c6 1gi do quang cdo dem lai thi con rat kho. Hay néi cach khac
12 kho c6 thé n6i mot cach chinh xéac trong mot diéu kién cu thé, thém tién vao quang céo
¢6 1am ting viéc ban hang hay khong? va thém duoc bao nhiéu? Nguoc lai, néu giam sb
tién chi phi cho quang céo c6 dan dén viéc ban hang it di hay khong? Vi vay, dich cudi
cung cua quang cdo la [am cho vi¢c ban hang dugc thuan lgi hon. Quan hé gitta ban hang
va quang céo 1a gian tiép hon 1a truc tiép va lau dai hon 1a trudc mat. Vi vay danh gia
hiéu qua cta quang cdo 1a danh gid xem nhitg muc tiéu di dé ra ctia quang cio co dat
dugc hay khong.

9.3. XUC TIEN BAN HANG

9.3.1. Khai niém

Xuc tién ban hang hay con goi 14 khuyén mai 1a hanh vi thwong mai ciia doanh
nghiép nham xuc tién viéc ban hang, cung tng dich vu trong pham vi kinh doanh cua
doanh nghiép bang cach danh nhitng loi ich nhét dinh cho khach hang.

Theo P. Kotler: Xtc tién ban hang 1a tit ca nhiing k¥ thuat nham kich thich khach
mua hang trong ngan han.

Nhu vay c6 thé hiéu, xtc tién ban hang 12 bao gdm tit ca cac hoat dong marketing
nham 1am cai thién tam thoi cac diéu kién mua hang, lam cho san phiam hip dan hon &
noi ban hang va nho d6 thic day ngay 1ap tirc mic tiéu thy san pham

Dic diém ciia xiic tién bdn hang

— Sw truyén théng cé tinh tic dong nhdt thoi. Ching thu hut sy chi ¥ va thuong
cung cap thong tin c6 thé dwa nguoi tidu dung dén voi san pham.

— Su khuyén khich: Chung két hop viéc nhan nhuong, khich 18 hay hd trg nao d6
c6 gia tri d6i v6i nguoi tiéu ding.

— Moi chao. Ching chtta dung 161 moi chao thuc hién ngay viéc mua ban.

Céac doanh nghiép st dung cong cu khuyén mai dé tao ra phan ung dap lai manh
mé& hon va nhanh hon. C6 thé st dung cac cong cu khuyén mai dé chao hang co hiéu qua
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va phuc hdi mirc tiéu thu dang sa sat. Tuy nhién hiéu qua cua khuyén mii thuong mang
tinh ngén han va khong co tac dung tao dung sy ua thich 1au dai ddi voi nhan hiéu do.

Muc dich xiic tién bdn.

Céc cong cy xuc tién ban c6 nhitng muc tiéu cu thé khac nhau. Miu chiao hang
mién phi kich thich ngudi tiéu dung dung thir, con dich vu tu van quan 1i mién phi thi
cting ¢ mdi quan hé lau dai voi nguoi ban 1¢.

- Ngudi ban st dung bién phap khuyén mai kiéu khen thuéng dé thu hut thém
nhiing nguoi dung tht mdéi, thuéng cho nhitng khach hang trung thanh va tang ty 1¢ mua
lap lai trong s6 nguoi thinh thoang méi mua. Nhitng ngudi dung thir méi ¢é 3 kiéu:
Nhirng nguodi dang st dung nhan hi¢u khéac cung loai, ngudi sir dung nhiing loai khac va
nhitng ngudi haythay d6i nhan hiéu. Xuc tién ban nham thu hat nhirg nguoi hay thay doi
nhan hiéu la chu yéu.

- Trén thi trudong co nhiéu nhan hiéu giéng nhau. Xuc tién ban sé& tao ra dugc muc
tiéu thu dép mg cao trong mot thoi gian ngin thé nhung khong giit dwoc thi phan lau
bén. Xuc tién ban c6 thé thay d6i duoc thi phan twong dbi 1au bén khi trén thi trudng c6
cac nhin hiéu rat khac nhau. Xtc tién ban dem lai mot s6 loi ich cho nha san xuét ciing
nhu nguoi tiéu dung:

+ Xc tién ban cho phép cac nha san xuét diéu chinh nhimng bién dong ngan han
clia cung va cau.

+ Xic tién ban cho phép cac nha san xuét tinh gia quy dinh cao hon dé thir nghiém
xem c6 thé ning cao dén mirc nao.

+ Xtc tién ban kich thich nguoi tiéu ding ding thir cac san pham méi thay vi
khéng bao gio tir bo nhitng san pham hién ¢ cua minh.

+ Xtc tién ban 1am cho nguoi tiéu dung biét dén gia ca nhiéu hon.

+ Xuc tién ban cho phép cic nha san xudt ban dwoc nhidu hang hon muc binh
thudng voi gia quy dinh va nho tiét kiém do quy mé, viéc nay s& giam duoc chi phi don
V1.

+ Giup cac nha san xuat diéu chinh cac chwong trinh cho pht hop véi cac nhom
nguoi tiéu dung khéc nhau.

+ Ban than nguoi tiéu dung ciing cam thay hai long vi minh 13 ngudi mua sim
khon ngoan biét loi dung nhiing gia tri dac biét

9.3.2. Swr khac biét giira quang cdo va xiic tién ban hang

Quang cdo va xuc tién ban hang déu co6 chirc ndng co ban 1a 161 cuon su chu y, tao
ra su thich thii va long ham muon dan dén hanh dong mua hang. Quang céo 1a cach 16i
kéo khach hang vé mot san phdm bang cdc phuong tién thong tin, con xtlc tién c6 nghia
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1a kich thich thic day ban hang thong qua viéc chao hang t6i nguoi tiéu thu va ngudi sir
dung cubi ciing. Xuc tién ban hang 1a hinh thirc dugc sir dung bd sung cho quang céo.

Quang cao Xiic tién ban hang
Anh huéng dén viéc ban | Gian tiép. Truyc tiép.
hang Dai han. Ngén han.
Kho danh gia C6 thé danh gia duoc
Chtrc nang Cung cap tin tirc, thiic dy C6 nhiéu chirc ning phy
16i cubn khach hang. thudc vao nhu cau.
Su Iya chon muc ti€éu (mtc | Phu thudc vao kha nang cia | Co thé Iya chon & cac
tiéu thy, nhom tiéu thu...) phuong tién truyén tin. khu vuc khac nhau.

Bang 9.2: Nhirng khac biét co ban giira Quang cdo va xic tién ban hang
9.3.3. Cac hinh thirc xiic tién ban hang

- Giam gid: Giam gia trong mot thoi gian 13 mot trong nhitng k¥ thuat xuc tién kha
phé bién ma cac doanh nghiép thuong dung. Vi du giam gia trong dip 18 tét hodc nhan dip
khai truong.

- Phat hang mau mién phi: Pay 1a viéc phan phat mién phi cho ngudi tiéu dung.
Céc doanh nghiép s€ cho nhan vién tiép thi dén tan nha khach hang muc ti€u hodc gui
qua buu dién, hodc phat tai ctra hang kém theo nhiing san phiam khéac. Dy 1a phuong
thirc gi6i thiéu hang hiéu qua nhat nhung chi phi kha ton kém.

- Phiéu mua hang: La loai gidy xac nhan ngudi cam gidy s& dugc huong wu dai
giam gia khi mua hang ctia doanh nghiép phat hanh phiéu mua hang. Thong thudng phiéu
mua hang s& dugc phat cho khach hang khi khach hang dén mua hang tai doanh nghiép;
hodc nd c6 thé duoc phan phat thong qua dudng buu dién, goi vao trong hay kém theo
mot san pham khac; hodc ciing c6 thé nd 1a phiéu duogc in trén bao hoic tap chi, ty 18
phan phat tuy thudc vao timg dot khuyén mai.

- Tang kém mét mén qua khi ban hang: Tang qua 1a mot dang rat phd bién. O céac
nudc phat trién thuong ting qua nhu vé du lich, nit trang, tivi...0' Viét nam nguoi ta ciing
thuong tang cac vat dung nho nhu ly, tadch, mii, tii x4ch...Tang qua thuong thé hién dudi
hinh thtrc sau:

+. Qua ting ngay: Khach hang nhan duoc qua ting ngay khi mua mot san pham
cua doanh nghiép.

+. Qua tang suu tap: Qua tang 1a mot phﬁn cua bo suu tap, do vay day chinh 1a mdt
cong cu giup khach hang trung thanh
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+. Giai thudng trong cudc thi x6 s6: Mon qua sé co gia tri hon d6i véi ngudi mua.
Hon nita dé c6 mot mon qua nguoi mua phai tham du mot tro choi. Cac cudc thi 1a mot
phuong tién t6t dé ndi két viec khuyén mai véi viéc quang ba hinh anh ciia nhan hiéu.

Céc hinh thtc nay dang phat trién rAm rd & Viét nam va gid tri cia mén qua ngdy
cang cao nhu xe gan may va cac san pham dién gia dung, dién tir 1a nhiing gia thuong
hap din nguoi tiéu dung.

Ngoai ra dbi v6i cac trung gian phan phdi, cic doanh nghiép con c6 thé sir dung
mot s cac hinh thie xtc tién ban khac nita nhu: Tai tro tai chinh khi mua hang: 14 khoan
tién dugc giam khi mua hang ciia doanh nghiép trong mot khoang thoi gian cu thé nao
d6.Tai tro quang céo: Cac nha phan phdi duogc tai trg quang cao dé khuyén khich ho ting
cudng gi6i thidu san pham cho doanh nghiép...

* Un nhwoc diém ciia xic tién bdn hang

Uu diém:

- Céc cong cu xtc tién ban hang rat hiru dung vi chiung giy chu ¥ va cung cip
nhitng thong tin khuyén khich khach hang mua san pham ngay lap tirc, xtc tién ban hang
dugc su dung dé tao phan itmg manh hon, nhanh chéng hon

Nhuoc diém:

- Céc tac dung ciia xuc tién ban hang thuong khong kéo dai vi s& anh hudng dén
loi nhuan ctia doanh nghiép. Hon nita, néu kéo dai hoat dong nay s& tao cho khach hang
cam giac dugc nhan qua ting ma vin phai tra tién cho qua khuyén mai do.

- Céc hoat dong xuc tién ban hang khong dem lai két qua tét trong viéc xay dung
nhan hi¢u dugc va chudng lau dai.

9.3.4. Céc doi twong ciia hoat dong xiic tién ban hang

Céc hoat dong xtc tién ban hang c6 thé duge thuc hién d6i voi moi doi tuong co
kha ning mua hang hay c6 anh hudng dén quyét dinh mua hang ciia nguoi khac.

Chung ta c¢6 thé phan biét cac ddi twong sau:

- Ngwoi mua hang: Xtc tién ban hang s& thuc day ngudi mua hang bang nhimng
diéu kién mua ban hap dan.

- Nguoi tiéu thy: trong nhiéu trudng hop nguoi tiéu thu khong phai 1a nguoi mua
hang. Vi du: ngudi tiéu thu 1a tré con, ddi twong quan trong va wu tién cia viéc khuyén
mai. Tré con rat nhay cdm vdi tro choi, nhitng mén qua voi viée khuyén mai ndi chung.
Anh hudng cua tré con dén quyét dinh mua hang ciia cha me ching dbi khi rat 1on.

- Ngwoi ¢6 anh hwong: Tré con c6 thé vira 1a nguoi tiéu thu vira 13 ngudi c6 anh
huong
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- Ngwoi ban hang: ciing nhu ngudi c¢6 anh huong dén khach mua hang, ngudi ban
hang c6 kha nang tac dong Ién quyét dinh mua hang cua khach mua hang

- Cdc nha phdn phdi

9.4. QUAN HE CONG CHUNG

9.4.1. Ban chit va chirc niing ciia quan hé cong ching

Quan hé cong chiing (Public relations, viét tit 1a PR) 1a viéc mot co quan to
chtrc hay doanh nghiép chi dong quan 1y cac quan hé giao tiép cong ddng dé tao dung va
giit gin mot hinh anh tich cuc cia minh. Cac hoat dong quan hé cong chiing bao gém cac
viéc quang ba thanh cong, giam nhe anh hudng cua cac that bai, cong bd cac thay doi, va
nhiéu hoat dong khéc.

C6 thé hiéu PR 1a: Tao cac mbi lién hé anh hudng ddi voi méi trudng bén trong va
bén ngoai ciia doanh nghiép.

Cong ching bao gébm cac tang 16p nhan dan sinh séng trong xi hoi. VD: ngudi
ham mo, c6 dong vién doi bong da...

Cong chung theo nghia dbi twong trong tAm anh hudng dén doanh nghiép:

(1) Khach hang hién tai va tiém nang (Vi du: ngudi udng Pepsi)
(2) Co quan truyén thong bao chi (cic dai truyén hinh, bao viét, dai phat thanh, bao
dién tu Internet, ...)
(3) Chinh quyén (chinh phu, ty ban nhan dan tinh, quin, huyén, s, b9, ...)
(4) Dan chung trong khu vuc
(5) Cac doan thé (cong doan, dang phai, doan, ...)
(6) Ho1 bao v¢ nguoti tiéu dung, ...
(7) C6 déng cua doanh nghiép
(8) Can bg, nhan vién doanh nghiép
Quan hé céng ching la cac hoat ddng nham:
- Tiép xuc (Hop bao, hoi nghi khach hang)
- Lang nghe (khach hang no6i vé san pham)
- Trao ddi, truyén dat (vé anh hudng cta san pham ddi v6i ngudi tiéu dung, ...)
- Tao lap hinh anh va 4n tuong (tai tro hoc béng cho sinh vién, t6 chirc cudc thi cup
truyén hinh, ...)
- Céc hoat dong hudng vé cong chiung duoc doanh nghiép quy hoach theo ting thoi
diém: c6 thé rong hay hep véi cac dbi tugng.

Quan h¢ cong chung la mdt chirc ndng quan tri nham muc dich thiét 1ap, duy tri su
truyén thong hai chiéu, sy hiéu biét, chip nhan va hop tac giita mot to chirc va "cong
chung" cua ho.
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Quan hé cong ching bao gdm sy quan 1y nhitng van dé hay su kién ma t6 chic
can phai nam duoc du ludn cta quan chiing va cé trach nhiém thong tin cho ho.

Hon thé nira PR con 1a mot trong nhitng cong cu hd tro ban hang hitu hiéu ddi véi
tat ca cac doanh nghiép, td chirc hodc ca nhan. Nhitng nguoi mudn tao ra mot tam anh
hudng nhat dinh ctia minh ddi v6i nhitng d6i tugng nhat dinh. Tuy vao muc dich cua
minh va dbi twong ma minh mudn tac dong, cac td chic hodc ca nhan nay s& ¢ nhimng
cach thirc va hinh thirc tiép can khac nhau: c6 thé tich cuc tham gia vao cac hoat dong xa
hoi nhu céc hoat dong tur thién, cham soc stic khoé cong déng do cac td chirc hoat dong
nhim muc dich xa hoi t6 chirc nham tao ra hinh anh mot t6 chirc hodc ca nhan cé trach
nhi¢m vdi cong déng; hodc cling c6 thé tham gia dudi hinh thirc mét nha tai trg manh tay
luon thdy xuét hinh anh trong cac chuong trinh ¢6 quy mé 16n nhu cac cudc thi hoa hau,
céc hoi cho trién 1am tim cd... Tat ca nhitng hinh thirc dé nham tao ra mét hinh anh dep,
ndi bat va rong khap vé ban than t6 chtic hodc ¢4 nhan véi mong mudn théng qua nhiing
hinh anh duoc dédnh bong d6, cong ching s& tré nén gan giii va danh nhiéu thién cam,
quan tam hon t41 ho

Ste hap dan cua cac quan hé cong ching xuat phat tir ba dic diém sau:

— Tin nhiém cao. Noi dung va tinh chét cta thong tin co vé xac thuc va dang tin
cay hon ddi v6i ngudi doc so voi quang co - Khong can canh giac. Quan hé cong chiing
c6 thé tiép can dong dao khach hang tiém ning ma ho thuong né tranh tiép xtGc v6i nhan
vién ban hang va quang cao. Thong diép dén véi nguoi mua dudi dang tin s6t déo.

— Gidi thiéu cu thé. Gibng nhu quang cdo, quan hé cong chiing c6 kha ning gidi
thiéu cu thé doanh nghiép hay san phém.

Nhimng nguoi lam marketing c6 xu hudng danh gia thip quan hé cong chung, hay
st dung né nhu mdt cong cu sau cung. Tuy vay, mdt chuong trinh quan hé cong chiing c6
suy tinh k§ ludng phdi hop voi cac yéu td khac cia hé théng c6 dong co thé dat duoc
hiéu qua rat to 1on.

9.4.2. Cic cong cu chii yéu ciia quan hé cong chiing
- Bai viét trén bao chi, bai phat biéu

- Ho1 thao

- Quyén gop tur thién

- Céc 4n pham, tap chi doanh nghiép

- Bao cdo hang nam

- Tai trg, bao tro

- Quan hé cong dong

- Cac su kién dac biét.
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* Uu nhwoc diém ciia quan hé cong chiing

- Quan hé cong chung tao nhén thirc ¢6 1oi cua cong chung vé san pham. Cac muc
tiéu ctia quan hé cong chung 1a khuyéch truong san pham, tao 1ap hinh anh t6t vé doanh
nghiép va xtr Iy, chan dimg nhing tin don va sy kién bét loi.

+ Nguoi tiéu dung cho rang cac bai phong sy xac thuc hon va dang tin cay hon so
v6i hinh thirc quang céo ¢ dinh

+ Quan hé cong ching dén duoc v6i nhidu khach hang 1a nhimg ngudi khong chu
¥ t6i quang cao hay t6i nhitng nhan vién ban hang. Thong diép dén voi ho 1 tin tirc chi
khong phai mot thong bao ban hang.

- Quan hé cong ching ciing tén kém nén cac doanh nghiép c6 von kinh doanh 16n
manh thuong ding cong cu khuyéch truong nay. Trong khi dé, cac doanh nghiép nho
thuong khong st dung t6i da quan hé cong chiing, tuy chuwong trinh quan hé céng chung
t6t co thé 1a tac nhan cuc ky hiéu qua trong khuyéch truong san pham hdn hop.

Quan hé cong ching gidng nhu quang céo cé thé kich ban hoa san pham hoic kich
ban hod doanh nghiép.

9.5. BAN HANG CA NHAN
9.5.1. Ban chit va chirc ning bin hang c4 nhan

Bén hang ¢4 nhan, mot phuong thire giao tiép truc tiép va ca nhan trong d6 nguoi
ban hang ¢ gang dé tro giup hodc thuyét phuc khach hang mua san pham hoic tao thién
cam cia khach hang dbi voi doanh nghiép dé anh huong dén hanh dong mua hang trong
tuong lai.

Béan hang ca nhan 1a mot cong cu c6 hiéu qua nhat vé chi phi trong nhiing giai
doan cubi cua qua trinh mua sam, dac biét 1a trong vi¢c tao dung su ua thich cia nguoi
mua, niém tin va dn dén hanh dong mua hang. Nguyén do 14 so véi quang cao thi ban
hang truc tiép c6 ba dic diém khéc biét sau:

— Tryc dién. Ban hang truc tiép doi hoi mbi quan h¢ sinh dong, truc tiép va qua lai
giita hai hay nhiéu nguoi. Mdi bén tham du c6 thé nghién ctru tryc tiép nhitng nhu cau va
dic diém ctia nhau va c6 nhimng diéu chinh tirc thoi.

— Xay dung quan hé. Ban hang truc tiép cho phép thiét 1ap nhiéu mdi quan hé, tir
quan hé mua ban thong thuong dén quan hé ban bé than thiét. Nhitng ngudi dai dién ban
hang gioi thuong phai thuc 10ng quan tim dén khach hang, néu ho mudn c6 quan hé lau
dai.

— Phan tng déap lai. Ban hang truc tiép lam cho ngudi mua thiy c6 bon phan ling
nghe 10i chao hang. Nguoi mua can phai cht y nghe va dap lai, cho du chi 1a mot 16i cam
on lich su. Tuy nhién, dé c6 dugc nhing loi thé dé, luc lugng ban hang doi hoi mot
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khoan chi phi 1au dai 1én hon so véi quang cdo. Quang céo co thé bt dau va két thuc,
nhung quy md ciia lyc lugng ban hang thi rt kho thay doi.

Khong giéng nhu quang céo, ban hang ca nhan c6 su lién hé truc tiép giita nguoi
ban va ngudi mua, va sy tiép xlc truc tiép. su twong tac nay cho phép cac chuyén gia
marketing linh hoat trong viéc truyén thong, giao tiép, nguoi ban hang c6 thé nhin hoic
nghe nhiing phan hdi cua khach hang tiém niang va diéu chinh thong diép cho phu hop
v6i ho. Phuong tién truyén théng dugc ca nhan héa trong ban hang ca nhan cho phép
ngudi ban thiét ké thong diép cho timg nhu cau va hoan canh cu thé cta khach hang. Ban
hang c4 nhan cho phép xur 1y cac phan hdi cia khach hang mot cach nhanh chéng va
chinh xac bdi vi tdc dong cta vi¢c ban hang co thé duoc quyét dinh tir phan hdi cua
khach hang

9.5.2. Qua trinh ban hang ca nhan

Trude khi Iya chon va dao tao nhin vién ban hang, nha quan 1y phai hiéu biét vé
quy trinh ban. T4t nhién, quy trinh ban hang s& thay ddi theo quy mé cta doanh nghiép,
ban chit san phém, dic diém thi truong, va nhiéu thir khac, nhung van c6 mot s6 chi dan
chung cho hiu hét cac tinh hudng ban hang. Nhimg chi din d6 xoay quanh hai ndi dung
co ban: ban hang 1a mot chudi cac giai doan hodc budc cong viéc ma ngudi ban nén tuan
thu theo trong nd lyc ban hang hoa va dich vy, ban hang can theo dudi mot tdp hop cac
nguyén tic co ban ma néu trung thanh véi né s& lam tang them kha ning thanh coéng cua
hoat dong ban

Theo cach tiép can truyén thong, ban hang c4 nhan lién quan téi mot cong thic
hay 1a qué trinh nhiéu bude. N6 duge biét vai cai tén cong thirc AIDAS: tao sy chl y cua
khach hang, danh thirc su quan tdm cta khach hang tiém ning, kich thich wéc mudn cua
khach hang tiém ning vé san pham, tao quyét dinh mua, tao dung sy hai long.

Theo qua trinh giao dich, bdn hang c6 nghia la gitip khach hang thuc hién vigce
mua. Diéu d6, c6 nghia qué trinh mua cua khach hang thuong bao gom 5 giai doan, do d6
ngudi ban hang c6 thé anh huong dén hanh vi ciia khach hang tai tat ca cac giai doan cua
quy trinh nay.

Qua trinh ban hang la cac budc cua cong viéc ban hang ma mot nhan vién ban
hang phai thuc hién bao gdm: Tim kiém va danh gia khach hang, chuan bi trudc khi tiép
xtc v6i khach hang, tiép xac khach hang, gidi thiéu san phdm chao ban, mg xur véi
nhirng phan d6i, két thiic ban hang va hoat dong sau ban hang.
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So @6 9.3: Qua trinh ban hang c4 nhin
9.6. MARKETING TRUC TIEP

9.6.1. Ban chit marketing truc tiép

Marketing tryc tiép 1a phuong thirc sir dung cac phuong tién truyén thong dé cac
t6 chirc ¢ thé giao tiép truc tiép voi khach hang myc tiéu nham tao ra sy phan hdi hay
giao dich cua khéach hang tai moi dia diém

Marketing truc tiép c6 thé coi la phuong thirc marketing méi ¢6 pham vi hoat
dong rong hon 1a mot cong cu cia xuc tién hdn hop. Tuy nhién, boi vi nd tré thanh mot
phan khong thé thiéu ctia chwong trinh truyén thong tich hop ctia nhiéu t6 chirc va thudng
lién quan td1 cac muc ti€u, ngan sach va chién lugc riéng biét, vi vay chung ta xem nhu
marketing truc tiép 1a mot yéu té thude xuc tién hdn hop.

Marketing truc tiép khong chi don thuan 1a gui thu truc tiép va dat hang theo
catalog qua thu. N6 bao gom rat nhiéu cic hoat dong: quan 1y co so dit liéu, ban hang
truc tiép, ban hang qua dién thoai va phan hoi truc tiép qua gui thu tryc tiép, internet va
cac quang céo truyén hinh va phuong tién truyén théng in an

Pdc diém ciia Marketing truc tié'p:

— Khong cong khai. Thong diép thuong duoc chuyén dén mot ngudi cu thé va
khong dén voi nhitng nguoi khac.

— Theo y khach hang. Thong diép co thé duoc soan thao theo ¥ khach hang dé hap
dan c4 nhan ngudi nhan.

— Cap nhat. C6 thé soan théo va gui thong diép rat nhanh cho nguoi nhan.

9.6.2. Cic hinh thirc marketing truec tiép

Nhing nguoi lam marketing truc tiép st dung cac phuong tién quang céo tra 10i
truc tiép dé ban hang va tim hiéu vé cac khach hang c6 tén va cac dic diém chu yéu da
duoc nhap vao co so dit liéu khach hang nham thiét 1ap mbi quan hé thudong xuyén. Cac
hang hang khong, cac khach san va cac doanh nghiép khac dang thiét 1ap nhimng quan hé
chit ché v6i khach hang thong qua nhing hinh thirc thuong vi c6 tin suat sir dung cao va
sir dung co s dir liéu vé khach hang dé chao hang dén timg khach hang, gdm cac khach
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hang hién c6 va ca nhitng khach hang tiém niang. Cac hinh thirc phd bién ciia marketing
tryc tiép 1a: marketing bang catalog, marketing bang thu truc tiép, marketing dap tng
tryc tiép trén truyén hinh, truyén thanh, bao va tap chi, mua hang dién tir, mua hang bang
may dat hang tai cac cura hang, san bay...

Cau héi thao luin
Cau 1: Ban chét cia truyén thong marketing
Céau 2: Trinh bay ndi dung chu yéu cta cic cong cu truyén thong
Cau 3: Quéng cao 1a gi? Su khac biét giita quang cdo va xuc tién ban hang? Phan tich
cac budc thyc hién mot chuong trinh quang céo?
Cau 5: Trinh bay ban chét va chirc ning cia Quan hé cong chiing?
Ciau 6: Xtc tién ban hang 14 gi? Trinh bay cac hinh thirc xuc tién ban hang?

BAI TAP UNG DUNG

Tinh hudng:

Tai Liverpool nuéc Anh c¢6 mot nha budn ban pho-mat tén 1a Lipton. Trudc 18
Giang sinh, dé ban duoc nhiéu pho-mét ctr 50 gbi c6 mot goi ong ta dé vao d6 mot dong
bang Anh rdi cho ngudi di théng bao tin nay khap moi noi. Thé 13 hang nghin hang van
nguoi tiéu dung d6 x6 dén cira hang Lipton chuyén ban pho mat ctia 6ng ta. Cach lam
nay da bi cdc nha budn ban khac phan dbi va canh sat can thiép. Lipton di tién doan
trude duge diéu do. Ong lién cho dan ngay mot ban thong bao 1én trén cac ctra hang dai
1y ctia minh “Céc ban than mén! Xin cam on cac ban da dung pho mat cua Lipton. Néu
phat hién thiy c6 dong bang Anh, xin mang tra lai. Xin cam on su hop tic cia tit ca cac
ban.” Quang céo vira dua ra, khach hang cang kéo dén a0 do.

Sau ndy, khi dugc uy ban sitc khoe nguoi tiéu dung khuyén cdo, Lipton lai cho
dang bao quang cdo sau “Xin quy vi chil y khi n bén trong c6 dong bang Anh, chd nén
an voi vang, can hét strc can than dé khoi nudt nham, nguy hiém 1am.” Quang céo dua ra,
khach hang cang kéo dén a0 ao trude su kinh ngac cua tit ca cc cira hang ban pho-mat
khéc. Thé 1a dbi tha canh tranh khong lam cach nao ma cé thé kién ong ta duogc.

Cau hoi:

1. Phén tich cic bién phap nhim day manh ban hang cua Lipton? Lipton da thuc
hién céc bién phap xitc tién khuéch truong nao?

2. Dua véo co s& nao dé Lipton thuc hién céc bién phap trén? Li¢u cac bién phap
nay co thé sir dung va thanh cong lau dai khong?
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