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LOI MO DAU

Marketing dugc xem 1a mon co s¢ ciia chuyén nganh Quan tri Kinh doanh, dong thoi
no ciing 1a mot mén hoc cin ban, nén tang cho cac nganh hoc thude khdi nganh Kinh té tai
cac truong Pai hoc, Cao dang noi chung va trudng Cao ding Cong nghi¢p Tuy Hoa noi riéng.
Thém vao d6, mon hoc nay con trang bi cho sinh vién mét cai nhin tong thé vé cac hoat dong
Marketing ma trong thuc t1en hién dang ngay cang pho théng. Chinh vi 1y do ¢6 ma céc gido
vién trong t6 bd mén Kinh té co s da quyét dinh bién soan Gio trinh Marketing. Gido trinh
nay dugc bién soan dua trén dé cwong va bai giang Marketing da dugc giang day tai truong
Cao ding Cong nghiép Tuy Hoa tir nhiéu nim nay, c6 tham khao thém céc tai lidu vé
Marketing trong va ngoai nudc. Tham gia bi€n soan gido trinh 1a nhitng gido vién c6 kinh
nghiém giang day bd mon nay trong mot thoi gian tuong d6i dai. Pay 1a gido trinh dung dé
tham khéo cho cac khdi nganh kinh té cac bac Cao déng va Pai hoc cua tat ca cac hé.

Gi4o trinh nay s& dugc chia 1am 6 chuong véi cac ndi dung cu thé nhu sau:

- Chwong 1: Nhitng vin dé chung vé Marketing, ndi dung ctia chuong nay gioi thiéu
dén nguoi doc mot cach khai quat vé su ra doi, khai niém, vai tro va chlrc nang ciia Marketing
cling nhu chinh sach Marketing hon hop.

- Chuong 2: Thi truwong va nghién cvu thi truong, ngi dung chuong nay tap trung vao
viéc phan tich thi truong, nghién ctru thi truong cling nhu mo hinh STP (phan khic thi trudong,
lya chon thi truong muc ti€u, dinh vi thi truong).

- Chuong 3: Hanh vi nguoi tiéu ding va chién lwpc Marketing cia doanh nghiép, ndi
dung chuong nay tap trung vao vi¢c phan tich hanh vi nguoi tiéu dung va céac chién lugc
Marketing cia doanh nghiép.

- Chuong 4: Chinh sach san phdm, n6i dung chuong ndy tap trung vao viéc dua ra
khai ni¢m vé san pham, nhimg quyét dinh co ban vé san pham, qué trinh phat trién san phim
moi va chu ky séng ciia san pham.

- Chuong 5: Chinh sach gia cd, ndi dung chuong nay tap trung vao viéc dua ra khai
ni¢m va vai tro cua vi¢c dinh gid va cac phuong phap dinh gia trong Marketing.

- Chuong 6. Chinh sach phan phai, n6i dung chuong nay tap trung vao viéc dua ra
khai niém va chirc nang cua phan phoi, cac phan tir trung gia va céc loai kénh phan phoi.

- Chuong 7: Chinh sach xuc tzen—yem tro, n0i dung chuong nay tap trung vao viéc dua
ra khai niém, muyc tiéu va vai tro xic tién-yém trg va cic cong cu ciia xuc tién-yém trg.

Khi tham khao gido trinh Marketing nay, ngoai viéc cung cp cac kién thirc co ban,
cot 161 vé Marketing, nguodi doc cod thé dugc trdi nghiém ciing nhu hiéu 16 cac van dé ve
Marketing hon théng qua nhirng bai tap thao ludn, bai tap tinh hudng va cac cau hoi kém theo
& phan cudi cia mdi chuong.

Phan c6ng bién soan giao trinh:

- Tran Pic Tho: cha bién va bién soan chuong 6

- ThS. Hoang Thi Cam Tu: bién soan chwong 1

- Hoang Thuy Nhung: bién soan chuong 2, 3

- Nguyén Thi Bich Thuy: bién soan chuong 4, 5

- Huynh Vin Thai: bién soan chuong 7 va phan phuy luc



Trong qua trinh viét va bién soan gido trinh Marketing, ching t6i nhan dugc rat nhiéu
¥ kién dong gop tir Ban giam hiéu nha trudng, cic phong ban, ddng nghiép trong va ngoai
khoa. Chung t6i xin ghi nhan va cam on tat ca cac y kién dong gop ¥ quy bau do vi n6 tao ra
su thanh cong cho gido trinh Marketing ma chiing t6i da bién soan.

Phu Yén, thang 12 nam 2012

Nhém bién soan



Chuong 1 NHIPNG VAN PE CHUNG VE MARKETING

Marketing la mot trong nhirng mon khoa hoc va ngh¢ thuat kinh doanh quan trong cua
nén kinh té thi truong. Do d6 chwong nay giup cho ngudi doc ¢6 duoc nhitng kién thirc cin
ban vé Marketing nhu cac khai niém trong Marketing, vai tro, chirc ning ciia Marketing hay
Marketing hon hop.

Sau khi nghién ciru chwong nay, nguoi doc ¢6 thé:

- Hiéu duoc nguyén nhan ra doi ciing nhu vai trd ciia Marketing

- Hiéu dugc cac khai niém co ban ciia moén hoc Marketing

- Hiéu va phan tich dugc 5 giai doan phat trién ciia Marketing

- Hiéu duoc tong quan vé ndi dung nghién ctru Marketing

- Hiéu duoc tong quan vé tap hop cac cong cu Marketing.
1.1. SU RA POI VA CAC GIAI POAN PHAT TRIEN CUA MARKETING
1.1.1. Su ra doi cua Marketing

Dé ton ta1 va phat trién, cac nha kinh doanh can pha1 giai quyet hang loat céac Van dé
quan ly, kinh té, k¥ thuat. Trong nhitng van dé d6 luon noi bat hai van dé can giai quyét mot
cach thong nhét 1a san xuat va tiéu thy. Trong nhiéu trudng hop, van dé tiéu thu co ¥ nghia
quyét dinh dén su séng con cia doanh nghiép.

Gan lién v6i van dé tiéu thu 13 hai mau thuan ton tai khach quan tir khi phét trién nén
kinh té hang hoa:

- Mau thuan gilra ngudi ban v6i ngudi mua: nguoi ban ludn mubn ban nhiéu hang, ban
v6i gia cao dé c6 nhiéu loi nhuan. Nguoc lai, ngudi mua mudn mua véi gia thip dé co thé
mua dugc nhiéu.

- M4u thuén giita nguoi ban véi ngudi ban: nhitng ngudi ban déu mudn 16i kéo khach
hang vé phia minh, gianh va chiém giir nhiing thi truong thuan loi.

Két qua ctia hai mau thuan nay lam cho qua trinh tiéu thu hang héa trd nén khé khin.
Vi vay, cung vdi sy phat trién cua san xuat va canh tranh thi truong, cang ngay cac nha kinh
doanh cang dac bi¢t quan tam tdi cac gidi phap nham thuc day tiéu thu.

Bit dau tir nhitng kinh nghiém thyc tién, cic nha kinh doanh Nhat Ban thé ky 17 da
dua ra 5 nguyén tic can thuc hanh trong kinh doanh: phai c6 mét hang bén dep, 1am vui long
khach hang khong dé ho thic mac khach hang c6 quyén lya chon khi mua, khi ho khong hai
long thi sin sang d6i lai cho ho, can ghi chép can than cac mat hang khi ban dé xac dinh mat
hang ban nhanh va ban chdm. Nhirng kinh nghiém va nghé thuat ban hang nay la co s¢ quan
trong dé xay dung 1y thuyét Marketing sau nay.

Cubi thé ky 19 déu thé ky 20, do sy phat trién manh mé cua cach mang khoa hoc ky
thudt, tinh hinh san xuét kinh doanh va thi truong co ‘nhing bién dong rat 1om. Khung hoang
thira xuét hién, chu ky khung hoang ngay cang rit ngin va trd nén trim trong, van dé tiéu thy
san phim tro thanh van dé sdng con ciia moi doanh nghiép va ngay cang nan giai bugc cac
nha kinh doanh phai nhanh chéng tim phwong thtc giai quyét dé ton tai.



Trude doi hoi cap bach ciia giai doan phat trién, cling v6i nhirng kinh nghiém thyc tién
ctia qua trinh tim kiém céc giai phap nham thac day ban hang, ting cuong kha ning canh
tranh va 16i kéo khach hang di hinh thanh nén mot hé théng 1y luan khoa hoc méi, mot mon
khoa hoc mai, d6 1a mén Marketing,

Marketing 1a thuat ngtr tiéng Anh dugc sir dung dau tién vao nim 1902 trén giang
duong Pai hoc Tong hgp Michigan & MJ.

Sau chién tranh thé gi6i thir 2, Marketing v6i nhimng tu tuéng va quan diém kinh
doanh méi dugc nghién ciru va thuc hién & cac nudc tién tién. Qua nhiéu giai doan phat trién,
n6i dung cua Marketing ngay cang phong phil va hoan thién. Pén cudi thé ky 20, Marketing
da dugc dua vao giang day ¢ hau hét khip cac nude trén thé gi¢i voi pham vi va linh vuc tng
dung rong rai.

1.1.2. Cc giai doan phat trién ciia Marketing

La mot mon khoa hoc kinh doanh con non tré, hinh thanh va phat trién trong thé ky
20. Marketing khong ngimg phat trién ca vé noi dung hoat dong, tu tudong kinh doanh va linh
vuc tmg dung. Qua trinh phat trién nay c6 thé chia chi tiét thinh niam giai doan: giai doan
hudng theo san xuat, giai doan hudng theo san pham, giai doan huéng ban hang, giai doan
Marketing hién dai, giai doan Marketing xa hoi

a. Giai doan hwéng theo sin xudt
Quan diém san xuat 13 mot trong nhitng quan diém chi dao ngudi ban lau doi nhat.

Quan diém san xuét cho rang ngudi tiéu dung wa thich nhitng san pham duogc ban rong
rdi va gia thip. Do d6, cac nha san xuat va phan phdi chi tap trung vao viéc kiém soat chi phi,
nang cao hiéu qué san xuat dé giam gia thanh va mé rong pham vi phan phdi.

Gia thiét nguoi tiéu dung chu yéu quan tim dén mirc d6 san c6 cua san phim va murc
gia thdp cta san pham thudng duoc gidi thich chii yéu boi hai Iy do. Thu nhét 13 khi nhu cau
vé mot san pham vuot qua kha ning cung ung, nhu thuong thay & cac nudc dang phat trién,
nguoi tidu dung quan tim nhiéu hon dén viéc c6 duoc san pham dé tiéu dung hon 1a chu trong
dén nhitng thudc tinh tinh té ca chét luong san phﬁm Do d6, cac nha san xuat s& tip trung
vao vi¢c gia tang qui mo san xuat véi mong muon tang duoc khdi lwong ban va loi nhuan.
Thtr hai 1a khi gla thanh san phim cao va can phai giam xudng, cac doanh nghiép tim cach
tang san lugng dé dat duge hiéu qua kinh té theo qui mo6 va nhd d6 ma mé rong thi truong.

Henry Ford 1a mot trong nhiing nguoi di t1en phong trong giai doan huéng theo san
xuét. Tir nhirng ndm 1900, 6ng da tap trung moi cb gang dé hoan thién viéc san xuét 6 to hang
loat nham ha thap chi phi, sao cho nhiéu nguodi My co thé mua duge chung. Sy dinh hudng
nay ciing da 1a mot chién lugc then chdt ciia rat nhidu cong ty Nhat.

O giai doan nay, cic nha san xuit c6 bo phan ban _hang, nha quan tri ban hang c6
nhiém vu quan 1y lyc lugng ban hang thuc hién chirc nang t chuc giai quyét dau ra cia cong
ty voi gia dugce xac dinh bdi bo phan san xuét va tai chinh.

Tom lai:

- Noi dung: Nguoi tiéu dung s€ wa chung nhirng san pham duoc phan phdi rong rii,
dé dang mua sim véi gia thap

- Giai doan nay tap trung vao viéc san xuat va phan phoi hi¢u qua
- Ti€u diém: San xuat

- Triét Iy: Chiing ta san xudt ra bao nhiéu san phdm?



- Phuong tién: Xt Iy don gian
- Két qua: Loi nhuan thong qua hiéu qué san xut va san luong ban.
b. Giai doan huéng theo sin phim

Giai doan hudng theo san phim Marketing phat trién duva trén quan diém nguoi tiéu
dung wa thich nhitng san pham c6 chét luong cao nhit, cong dung nhiéu hay c¢é nhiing tinh
ning mé&i. Nhitng ngudi linh dao cac to chirc theo quan diém san pham thudng tap trung sue
lyc vao viéc 1am ra nhiing san pham co chét luong t6t, gia tri cao va khong nglmg cai tién
ching.

Nhu véy, theo giai doan hudng theo san pham ngudi ta cho rang yéu t6 quyét dinh sy
thanh cong ddi véi mot doanh nghiép chinh 1a chat lwong san phdm va dic tinh sian pham hién
co.

Trong diu kién ctia Viét Nam, viéc ndng cao chit luong san pham dé ting cudong kha
nang canh tranh 13 diéu hét sirc can thiét dac biét khi chét luong san pham con thip va yéu
cau hdi nhap dat ra ngdy cang gay gat Nhung néu mot doanh nghi€p chi chu trong vao viéc
nang cao chat lugng va nghién ciru cai t1en cac dic tinh san pham hién c6 thi chua c6 gi dam
béo chic chin cho sy thanh cong. Boi vi néu chi theo huéng nay dé lam cho doanh nghiép it
chii ¥ dén sy bién d6i nhu ciu, thi hiéu tiéu dung cta khach hang va sy xuat hién nhirng san
phim moi thay thé hiéu qua hon.

Tom lai:

- NOi dung: Trong giai doan nay khach hang wa chudng nhirng san pham ¢6 chét luong
t6t, kiéu dang doc dao. Cac cong ty tip trung vao viée cai tién lién tuc san pham

- Tiéu diém: San pham

- Triét Iy: Chiing ta san xudt ra san pham nhu thé nao?

- Phurong tién: Dau tu cho R&D (nghién ciru va phat trién)

- Két qua: Loi nhuan thong qua sy dot pha vé dic tinh san pham
¢. Giai doagn huong theo ban hang

Mot giai doan khac xuat hién kha sém, ton tai 1au doi va chi phdi manh t6i dinh hudng
kinh doanh cua céc doanh nghiép la giai doan hudng theo ban hang.

Giai doan hudng theo ban hang nhan dinh rang nguéyi tiéu dﬁng kh6 ma tiép can to1i
san pham néu khong co nhiing hoat dong xuc tién dang ké. Vi vdy to chirc can phai nd luc
nhiéu trong tiéu thy va khuyén mai.

- Quan diém hudng theo ban hang nay xuét hién trong giai doan dai khung hoang kinh
te the gidi, nguoi ti€u dung thuong té ra cod suc y hay thai do ngan ngai trong viéc mua hang.
Do d6, cac cong ty phai thuc hién nhi€u xic tién d€ kich thich mua hang nhiéu hon.

Quan diém nay van c6 thé gitip cho doanh nghiép thanh cong trong nhirng truong hop
kinh doanh cac san pham it c6 kha ning bién d6i vé chit luong va dic tinh hodc nhiing san
phim c6 nhu ciu thy dong, tic 1a nhiing san phim ma ‘ngudi mua it nght dén viéc mua sim
ching, vi san pham d6 chua lién quan dén loi ich truc t1ep cua ho.

Nhin chung, quan diém ban hang déng gop khong nhé trong qua trinh phat trién hoan
thién Marketing. Tuy nhién cling trong giai doan nay da xuét hién nhirng cach ban hang qua
tich cyc nhu "ban cing"” (hard sell) va phi dao dic, két qua 1a tat ca cac hoat dong ban hang
phai ganh chiu nhiing tiéng xau.



Tom lai:

- Noi dung: Nguoi ti€u dung s€ khong chu dong tiép can va mua hang cua doanh
nghi¢p néu doanh nghi¢p thiéu nhitng no lyc ban hang va khuyén mai manh me.

- Tiéu diém: Ban hang

- Triét Iy: Chiing ta ban san phdm nhu thé nao?

- Phurong tién: Ban hang truyén thong va ¢ dong

- Két qua: Loi nhuan thong qua doanh sb ban
d. Giai doan huong theo Marketing

Giai doan huéng theo Marketing phat trién mot triét 1y kinh doanh méi lam thay doi
hudng phat trién Marketing da tung c6 trong cac giai doan trude day. Nhitng nguyén ly trung
tam cua n6 dugc hinh thanh vao gitta nhitng ndm 1950.

Giai doan hudng theo Marketing khang dinh rang, chia khoa dé dat duoc nhitng muc
tiéu cua to chirc 1a xac dinh dugc nhiing nhu cau cua khach hélpg muc ti€u va dam bao thoa
man khach hang bang nhirng phuong thuc hi¢u qua so véi cac doi thu canh tranh.

Sau chién tranh thé giGi lan tha hai, nhu cdu gia ting nhanh chong & khip cic nude.
Cac nha san xudt gia tang san lugng. Ho cling su dung cdc hoat dong ban hang va xuc tién dé
day manh ti€u thy. Tuy nhién, lic nay nguoi ti€u dung khong de bi thuyét phuc. Béi vi, ho da
c6 kinh nghiém, sy hi€u bict, it bi anh huong hon. Ngoai ra ho con c6 nhiéu sy Iya chon nho
nhiing ky thuat méi 1am cho san pham ngay cang phong pha va da dang. Do vay, hoat dong
Marketing tiép tuc thay d6i. Nhiéu doanh nghiép di nhan thiy rang ho phai san xuét nhiing gi
nguoi tidu dung can.

 Trong giai nay, cac doanh nghi€p da phai xac dinh nhu cau cia ngudi tiéu dung va
thict ké cac hoat dong ctia doanh nghiép dé dap g nhu cau cang hi€u qua hon. Luc nay
Marketing hién dai dugc ap dung,

Tom lai:

- Noi dung: Giai doan ndy chu trong viéc xéc dinh rd nhu cau cua khach hang trudc
khi san xuat ra san pham lam thda man khach hang.

- Tiéu diém: Khach hang

- Triét Iy: Chiing ta thoa man nhu ciu va mong mudn cia khach hang nhu thé nao?

- Phuong tién: Marketing hon hop

- Két qua: Loi nhuan thong qua sy thoa mén ctia khach hang
e. Marketing xd hgi

baéy 12 mét giai doan m6i me dugc hinh thanh vao nhirng ndm 1970 va gy duge nhiéu
su cht y, quan tam cua céac tang 16p xa hoi.

Giai doan nay khing dinh rang, doanh nghiép khong nhiing phai thoa man nhu cau,
mong muon va doi hdi cua khach hang ma con phai gilt nguyén hay nang cao phuc lgi cua
nguoi tiéu dung va xa hoi.

Giai doan nay doi hoi mot san pham phai thoa mén ca 3 yéu tb:

- T6i da sy thoa mén cta khach hang

- T6i da hoa loi nhuan cho doanh nghiép



- Bam bao phuc lgi vé mét xa hdi
Tom lai:

- N6i dung: TO chiic nén xdc dinh nhu cau, mong mudn va nhitng moi quan tam cua
thi truong muyc ti€u nham dem lai nhitng théa man hi¢u qua hon nhiing do6i thi canh tranh
theo cach bao toan va nang cao phuc lgi cia khach hang va xa hoi.

- Tiéu diém: Toan thé xi hoi
- Triét ly: Chung ta théa min nhu ciu va mong mudn cta khach hang nhu thé nao?
Cong dong duoc loi ich gi?

- Phuong tién: Marketing hon hop
- Két qua: Loi nhuan thong qua sy thoa mén ctia khach hang va cong ching
* Marketing ¢ dién va Marketing hién dai

Niam giai doan phat trién ctia Marketing c6 thé hé thong thanh hai giai doan phat trién
chinh: d6 1a Marketing c6 dién va Marketing hi¢n dai.

- Marketing c¢6 dién (con goi la Marketing truyén théng) biéu hién rd rang nhit & giai
doan dau thé ky 20 & nuéc My. O giai doan nay, nhin chung van dé thi truong chua tré nén
gay git voi cac nha kinh doanh. Dién bién cua quan hé cung ciu chwa dit ra nhirng cing
thang va buc xtic cho van d& tiéu thu cac san pham hang héa dich vu, san xuat va tiéu ding
chua c6 nhitng mau thuin va khoang cach 16n. Mit khac, canh tranh thi trudng chua tré nén
quyét liét, hinh thai kinh doanh doc quyén con phat trién manh & nhidu nude. Tt ca nhiing
bdi canh d6 1am cho lgi thé trén thi truong nghiéng vé phia nha san xuat kinh doanh, vai tro
va vi tri ciia ngudi ban dugc dé cao trong quan hé thi truong. O giai doan nay xudt hién thuat
nglt “Thi trudng ngudi ban”.

Marketing truyén théng c6 ndi dung hoat dong don gian, gén lién v6i hoat dong tiéu
thu hang hoa ctia cac nha san xuét kinh doanh. D6 1a nhitng hoat dong nhim tim kiém thi
truong dé ban hang, cing voi nhirng k§ ning va giai phap nhiam diy manh tiéu thy (nhu
quang céo, khuyén mii,...). Chinh vi vay, nhiéu ngudi di dong nhat hoat dong Marketing
truyén thong véi cac hoat dong ban hang ciia doanh nghiép.

Marketing truyén thong di theo tu tudng kinh doanh “ban cai doanh nghiép c6”. Tu
tuong kinh doanh nay mang tinh chét ap dat v6i thi truong khach hang. Di theo tu tuong nay,
cac nha kinh doanh khong quan tim nghién cru nhu cau cua thi truong, cling nhu khong co
doi hoi birc xtc phai tim ra cac giai phap nham théa man tot nhat nhu cau cua thi truong va
khach hang. Nhitng nghién ctru thi truong va khach hang ¢ giai doan nay thudong mang tinh
chit chip v va thiéu triét ¢é. Khach hang chua duoc coi 14 trung tim ciia nghién ciru va thuc
hanh Marketing. Xét vé linh vuc (mg dung, Marketing truyén thong chi giéi han hoat dong
trong linh vuc kinh doanh hang héa, dich vu, Iy thuyét Marketing ¢ giai doan nay chua phat
trién sang cac linh vuc khéac cua doi séng xa hoi.

- Marketing hién dai ra doi tir nhitng nim 50 cta thé ky XX. Sau chién tranh thé giGi
lan ther 11, nén kinh t& cua nhiéu nude trén thé gidi cé sy ting trudng va phat trién cao. Sy
canh tranh trén thi truong dién ra gay git, gia ca hang hoa c¢6 nhiéu bién dong, rui ro trong
kinh doanh xay ra d6i v6i nhiéu doanh nghiép, hang hoa 1dm véo tinh trang “khung hoang
thira”,... Thyc té trén doi hoi cac nha kinh doanh, cac doanh nghiép can c6 nhitng phuong
phép ung xu thich hop hién dai coi thi truong la khau quan trong cia qua trinh tiéu thy hang
ho4, coi nhu cau ciia ngudi mua 1 trung tam, 1a yéu td quyét dinh ciia qua trinh tiéu thy san



pham. Chinh vi vy ma Marketing hién dai bat diu tir nhu cau ciia nguoi tiéu ding trén thi
truong. Marketing hién dai c6 nhitng tu tudng co ban sau:

+ Trén co s& nghién ciru thi trudng va nhu cau cta khach hang, doanh nghiép méi tién
hanh hoach dinh chién lugc va chién thuat kinh doanh, trong d6 chu trong khau ti€u thu san
pham.

+ Doanh nghiép tién hanh san xut san phém thoa man nhu cau hién tai cia thi truong.

+ Doanh nghiép rit coi trong cong tac nghién ciru thi trudng dé thich tng véi moi bién
dong cua thi truong.

+ Duya trén co sé thoa man nhu cu ctia nguoi tidu ding dé 6n dinh san xuat va ning
cao lgi nhuan cho doanh nghiép.

Nhiing tu tudng co ban trén ctia Marketing hién dai da khang dinh duoc vai tro cua
Marketing trong san xudt kinh doanh cua doanh nghi€p. Dong thoi nghién cuu, hoc tap
Marketing c6 y nghia thyc tien quan trong doi voi hoat dong san xuat kinh doanh trong nén
kinh t€ ¢ nudc ta hién nay.

* Sw khac nhau giira Marketing truyén théng va Marketing hi¢n dai:

Tiéu chi Marketing truyén thong Marketing hién dai
o Bén san pham d4 duoc san xuat Thoa man tdi da nhu ciu ciia khach
Muc tiéu ha
ang
Phurong ti¢n Bén hang, quang céo Van 4ung tong hop chién lugc
: Marketing
Thu dugc lgi nhuén trong ngén han | Thu lgi nhuén trong dai han trén co s&
Két qua dya trén khoi lwong hang hod banra | thu hut khach hang nho thoa man duogc
nhu cau khach hang

1.2. KHAI NIEM, CHU'C NANG VA VAI TRO CUA MARKETING
1.2.1. Khai ni¢m vé Marketing
a. Khai ni¢m
Marketing /a tién trinh qua dé cdc cd nhdn va té chire ¢6 thé dat dwoc nhu cau va

mong muoén bang viéc sang tao va trao doi san pham va gid tri gitka cdc bén. (Philip Kotler
va Gary Armstrong, 1994, "Principle of Marketing" )

b. Mt sé thudt ngiv lién quan

Nhu cau (Needs): La cam giac thiéu hut mot cai gi 6 ma con ngudi cam nhéan duoc
can phai thoa man trudc hét, nd xuat phat tir tdm sinh ly va ban nang con nguoi.

Vi dy: Nhitng nhu cau co ban: An, mic, sudi 4m va an toan tinh mang,...

Mong muén (Wants): La hinh thai cu thé cta nhu cau, mong mudn duoc hinh thanh
dya trén nhimg yéu t6 nhu van hoa, ton gido, nha truong, gia dinh,... Mong mudn cua con
nguoi thuong da dang hon rat nhidu so voi nhu cau.

Vi du: Ngudi Viét Nam khi d6i can an com nhung ngudi My khi d6i lai can banh mi
kep thit va mot coc Coca Cola




So cau (Demands): 1a nhitng mong muon v€ nhitng san pham cu thé c6 tinh dén kha
nang va sy san sang d¢ mua ching.

Marketing khong tao ra nhu cau (needs), nhung c6 thé tac dong dén udc mudn (wants)
bang céch tao ra san pham thich hop, hap dan, tién dung, hoic anh huong dén sé cau
(demands) bang cach khuyén mai dé kich thich khach hang myc tiéu.

Trao doi (Exchanges): 1 hanh vi trao nhan duoc vt mong mudn tir ngudi khac va dua
cho ho vat ma ho mong muon.

Thi truong (Market) bao gdm tit ca cac khach hang ¢6 nhu cau hay mong mudn chua
thoa mén, c6 kha nang va sdn sang tham gia trao d6i dé thoa man nhitng nhu cau hay mong
muén do.

Khdch hang (Customers): 1a nhing ca nhan hay t6 chirc ma doanh nghiép dang huéng
cac nd lyc Marketing vao. Dy co thé 1a nhitng c4 nhan hay t6 chirc c6 didu kién mua sam.

Ngueoi tiéu ding (Consumers): bao gdm ca nhan, ho gia dinh sir dung san pham.
1.2.2. Chirc nang ciia Marketing

V6i ndi dung chii yéu 1a trén co s¢ nghién ciru ndm bat nhu cau thi truong, dua ra hé
thong cac gidi phap nham théa man nhu cau Marketing chira dung trong né nhi€u chitc nang
khac nhau. Duéi day 1a nhitng chirc nang chu yéu:

a. Chirc ndng thoa man tot nhat nhu cau tiéu dung cia xa hpi

Pay 1a chic nidng co ban nhit cia moi hoat dong Marketing. Chirc ning nay dugc
thyc hién thong qua viéc nghién ciru, phan tich nhu cau thi truong bao gdm ca nhu cau thuc
té, nhu cau tiém ning va nhu cau 1y thuyét. Qua trinh phan tich cho phép nim bét dugc tinh
quy ludt ctia viéc hinh thanh va phét trién nhu ciu ciing nhu nhitng biéu hién cu thé phong
pht va da dang cua nhu cau. Trén co s& do, hoat dong Marketing s& hudng to1 nhimg giai
phép cu thé, phui hop dé khai thac va thoa min phat trién ciing 1am kéo theo sy phat trién cta
san xudt xa hoi va nhu thé véi chirc nang nay, hoat dong Marketing s& dam bao cho xa@ hoi
mot mirc san xudt va tidéu dung cao nhat.

b. Chirc nang ting cwong kha nang thich wng va khd nding canh tranh ciua doanh nghiép
vdi thi truong

Thi trudng 1a mot linh vuc phirc tap. Nhu cau thi truong rat phong phi va da dang. Thi
hiéu, tap quéan, dic diém va tim ly tiéu dung ciia khach hang & cic viing thi truong khac nhau
la khac nhau. Vi vay hoat dong Marketing tao ra sy phan hoa cua cac gidi phap kinh doanh,
dam bao su thich ung cia cac giai phap véi dic diém cua thi truong va nhom khach hang. Mit
khac, nhu cau thi truong ludn bién dong phat trién, viéc d6i méi cac giai phap Marketing cho
phép céac doanh nghiép tranh dugc tinh trang lac hau va tri tré trong kinh doanh, don trudce
duoc nhirng tinh huéng va co héi kinh doanh. Véi viéc st dung hé théng cac chinh sach
Marketing cac doanh nghiép da nim bt va st dung linh hoat cac vii khi canh tranh thi truong,
tang cudng mo rong thi trudng thu hit khach hang, gia ting sirc séng va kha ning canh tranh
thi truong ciia doanh nghiép.

c. Chikc ning tiéu thu sin phim

Trong hoat dong san xuét kinh doanh,van d¢ tiéu thu cac san pham hang hoa dich vu
do doanh nghiép san xuét ra c6 mot vai tro dic biét quan trong. Mot trong nhiing chirc ning
va nhi€ém vu co ban cia hoat ddng Marketing 1a phai déy manh qua trinh ti€u thy mé rong thi
truong va ting cuong kha ning canh tranh. Giai quyét bai toan tiéu thu theo quan diém kinh
doanh Marketing hién dai luén gin lién v6i mot tong thé cac giai phap Marketing. D6 1a viéc
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xé4c dinh mot chién lugc gia ca c6 kha nang thich ung va kich thich ti€u thy manh mé nhét, 1a
viée t6 chirc va hoan thién hé théng phan phéi, xay dung va thuc hién cac k¥ thuat kich thich
tiéu thy nhu quang céo, xuc tién ban hang,... Ngoai ra, dé ddy manh qua trinh tiéu thy, cac
doanh nghiép can thiét chu y dén viéc dao tao va nang cao kién thire cung nghé thuét ban
hang ctua nhan vién.

d. Chirc niing ting cwong hiéu qud ciia hoat djng sin xudt kinh doanh

Toan b cac hoat dong cua Marketing luén hudng téi muc tiéu hidu qua cia san xuét
kinh doanh. Tuy nhién, khi giai quyet bai toan hiéu qua kinh doanh, Marketmg hi¢n dai luén
dam bao sy hai hoa giita cac mbi quan hé loi ich. D6 chinh 1a mbi quan hé giita loi ich cta xa
hoi, 1gi ich cua doanh nghiép va loi ich cia thi truong. Loi ich ctia xa hdi duoc thé hién & sy
tang trudng ctia san xudt va tiéu ding, & mot thi trudng va méi trudng canh tranh lanh manh,
& viéc khai thac c6 hidu qua ngudn tai nguyén chdng 6 nhiém. Loi ich cuia thi truong chinh 14
su thoa min nhu ciu da dang ciia nguoi tiéu dung. Chi c6 thé trén co s thoa min nhiing loi
ich do, cac doanh nghi¢p mdi co thé théa man dugc céac lgi ich ciia minh, thong qua viéc thuc
hién cac muc tiéu cua chién luoc Marketing. N6i mot cach khac, hoat dong Marketing ludn
hudng tdi viée thda man nhu cau cua x3 hoi va thi trudng dé thoa man cho nhu cau cua chinh
ban than doanh nghiép.

1.2.3. Vai tro cia Marketing

- B6i voi doanh nghiép:

+ Marketing gin két san xuat voi nhu cau con ngudi. Nho cac két qua nghién ctu
Marketing, cac quyet dinh dé ra trong san xuat kinh doanh c6 co s¢ virng chac hon.

+ Marketing hudng ,d?m chi dao va phdi hop céc hoat dong san xuat kinh doanh, 1a
mot cong cu tao ra cac lgi thé canh tranh cho doanh nghiép.

+ Marketing quyét dinh doanh sb, chi phi, loi nhuan va qua d6 tac dong dén hiéu qua
kinh doanh. Sy dénh gia vé€ vai tro cia Marketing thay doi nhi€u cung v&i qua trinh phat trién
cua no.

- Pbi v6i nguoi tiéu dung:

+ Marketing gitip cho san pham c6 xu huéng ngay cang da dang phong phu vé kich
cd, chung loai, ki€u dang nhung gié thanh lai ré, chat lugng hon va ngay cang c6 nhicu dich
vu uu dai.

~+ Marketing kich thich nhu cau, khuyén khich tiéu dung, c6 kha ning tao ra nhitng san
pham thod man nhu cau nguoi tiéu dung hon.

+ Ngudi tiéu ding c6 thé dua ra yéu cau, doi hoi vé san pham ma doanh nghiép can
dap ung.

- B6i véi xa hi:

Marketing tao ra canh tranh, la tdc nhén thic day nén kinh té ngay cang phat trién.
Marketing thod man nhu cau nguoi tiu dung tot hon vdi gia ré hon va doanh nghi¢p cling ban
dugc hang nhiéu hon. Do d6 lam cho xa hdi ngay mot phat trién.

1.3. CHINH SACH MARKETING HON HQP (MARKETING-MIX)

Chinh sach Marketing hon hop (Marketing-mix) la sw tdp hop cdc cong cu ma doanh
nghiép phoi hop sir dung dé dat dwoc cac muc tiéu trong mét thj truong da chon.
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C6 nhiéu cong cu khac nhau duoc sir dung trong Marketing-mix, nhung vao nim 1964
gido su J.Mc Carthy, da phat minh ra t() hop tiép thi bon chit P (4P): san phdm (product), gid
cd (przce) phén phéi (Ulace) va xuc tién (promotzon) Cac doanh nghlep thuc h1en Marketmg—
mix bang cach phan phdi 4 yéu t6 chi yéu d6 dé tac dong lam thay ddi suc cau thi truong vé
san pham cuia minh theo hudng cé lgi cho kinh doanh.

San Phim (Product)

Ching loai, chét lwong, tinh
ning, mau ma, nhin hiéu, bao bi,

kich ¢&, dich vy, bao hanh

Gia ca (Price)

Gia quy dinh, chiét khiu, diéu

chinh, thdi han thanh toan, diéu
Thi trwong

Marketing

kién tra cham

mix muc tiéu

Phén phoi (Place)

Kénh, cac trung gian, pham vi
bao phu, dia diém, dir trit, van

chuyén

Xiic tién (Promotion)

Quang cao, khuyén mai, quan h¢

cong chung, Marketing tryc tiép

Céc bién s6 trong Marketing-mix khong phai tat ca déu diéu chinh dugc trong mot
thoi gian ngin han. Thudng thi doanh nghiép c6 thé thay d6i trong ngén han céc bién s nhu
gi4 ca, qui mo lyc lugng ban hang va chi phi quang céo. Con phat trién san pham méi hay
thay doi kénh phan phdi doi hoi phai c6 thoi gian dai hon. Vi thé trong ngén han, doanh
nghiép thudng khong thay d6i phuong an Marketing-mix d4 lwa chon, ma chi diéu chinh mot
s0 bién s6 ma thoi.

Trong nhiing ndm maoi day gido su mon quang ba Bob Lauterborn, James L.Knight &
Pai hoc North Carolina d3 phat minh ra bon chit C dé thay thé bon chir P, 1y luan ring bon
chit P xuat phat tir quan diém ctia nha san xuét trong khi bén chit C ciia ong phan anh quan
diém cta nguoi tiéu dung. Cu thé:

- Nhu cau va y muon cta nguoi tiéu dung (Consumer) thay vi sain pham
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- Chi phi (Cost) thay vi gia ca
- Truyén dat, thong tin (Communication) thay vi quang b4, xtic tién
- Su tién lgi (Convenience) thay vi dia diém

Trong chién lugc Marketing - mix, tiy tinh hinh cy thé vé nhu ciu khach hang, cia
doanh nghiép, ctia d6i thi canh tranh... ma c6 chinh siach ctia bién sO nao 1a trong tam va
chinh sach nao 1a b6 tro:

- Chinh sach san phdm: chinh sach san pham la tong thé nhitng qui tic chi huy viéc
tung san pham vao thj trudng dé cung cb, gat bo hodc bod sung, d6i méi san pham nham céac
muc dich: ting kha ning dap Gmg nhu cau thi trudng, ting sirc manh canh tranh cta san phim
trén thi truong, mé rong thi truong.

- Chinh sach gia: chinh sach gia ciia doanh nghi¢p la tap hop nhiing cach thirc va qui
tdc xac dinh muc gid co s¢ cua san phdm va qui dinh bién d¢ giao dong cho phép thay doi
muc gia co s trong nhitng dicu kién nhat dinh ctia hoat dong san xuat trén thi truong.

- Chinh sach phan phbi: chinh sach phan phdi ciia doanh nghiép giir vai tro quan trong
trong Marketing. Trong chinh sach phén phoi thi lya chon dia diém, hinh thirc, phuong thire
phén phoi ludn la ndi dung chu yéu nhat.

- Chinh sach xuc tién, yém trg: ¢6 nhidu cong cu khac nhau dé thuc hién chinh sach
xuc tién, yém tr¢' ban hang nhu: quang cdo, xuc tién ban hang, tuyén truyén, ban hang,...
TOM TAT KIEN THUC:

Dé c6 thé thyc hién tot cac chinh sach Marketing hdn hop (Marketing - mix) doi hoi
nguoi doc phai hiéu dugc thé nao 1a Marketing, Marketing phat trién qua cac giai doan nao,
chirc ning va vai trd ctia Marketing, ... cu thé can phai hiéu dugc cic van dé:

Cic giai doan phat trién ciia Marketing:
- Giai doan hudng theo san xuét

- Giai doan hudng theo san pham

- Giai doan hudng theo ban hang

- Giai doan hudng theo Marketing

- Marketing xa hoi

Marketing: 1a tién trinh qua doé cac ca nhan va to chiic c6 thé dat dugc nhu cau va
mong muon bang viéc sang tao va trao doi san pham, gia tri gitra cac bén.

Chirc nang cua Marketing:

- Chtrc ning thda mén t6t nhat nhu cau tiéu dung cta xa hoi

- Chirc nang tang cuong kha nang thich rng va kha nang canh tranh ctia doanh nghiép
véi thi truong

- Chirc ndng tiéu thy san phim

- Chirc ning ting cudng hiéu qua cua hoat dong san xuat kinh doanh

Vai trd ciia Marketing: khi ddi véi doanh nghiép, ngudi tiéu dung va xa hoi

Chinh sach Marketing hén hop (Marketing - mix): bao g0m san pham (product),
gia ca (price), phan phoi (place) va xuc tien (promotion).
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CAU HOI ON TAP
1. Marketing c6 tir khi nao? Nguyén nhan dan dén sy ra doi Marketing?

2. Cac quan diém hoat dong Marketing & nam giai doan phat trién c6 con dugc van dung
trong thoi di€ém hi¢n nay?

3. Hoat dong Marketing ctia doanh nghiép co tac dong dén nhiing ddi trong nio trong xa hoi?
4. Trong cic nhom cong cu ctia Marketing-mix, nhom hodc cong cu nio 1a quan trong nhat?

5. T6 chirc phi loi nhuén c6 thyc hién Marketing?

BAI TAP TINH HUONG
Tinh hudng 1: Cac doanh nghiép xe may Trung Quéc

Céc doanh nghiép xe may Trung Qudc thuc hién chién dich quang cdo rat it, chat
lwong san pham thap nhung gia ré va dugc bay ban xuong dén cac cira hang xe may tan cac
huyén ndng thon, ving cao.

Yéu ciu:
1. Anh (chi) hiy phén tich va x4c dinh quan diém quan tri Marketing ctia doanh nghiép?
2. Nhimg hoat dong Marketing nao cta ho chimg t6 diéu d6?

Tinh hudng 2: Phé Viét Nam

Ph¢ 1a mot mon an truyén thong Viét Nam. Nhiéu nguori dn phé mdi sang. Tuy nhién,
¢ cac thanh phd 16n, sb gia dinh thanh dat va gia dinh ngoa1 kiéu ¢ Viét Nam dang tang. Ho
van mdi sang in phd nhung ho that sy khong hai long v&i cac quan phd hién c6 boi cac quan
ph¢ nay tuy ngon song phuc vu chua dugc lich sy va déc biét it chu trong dén diéu kién vé
sinh. Phat hién diéu nay, 6ng Ly Quy Chung t6 chirc mdt hé théng cac quan "Phd 24", trong
khi van giit huong vi pho truyen thong nhung cach bai tri, cach phuc vu va nhét 1a diéu kién
vé sinh dat tiéu chuan qudc té. Tuy gid ca co cao nhung d6i tuong khach noi trén kha hai long
va hé thdng "pho 24" dang ngay cang phat trién ¢ cac thanh phd 16n nude ta.

Yéu ciu:
1. Anh (chi) hiy phén tich va xac dinh quan diém quan tri Marketing ctia phd Viét Nam?
2. Nhimg hoat dong Marketing nao cta ho chimg t6 didu d6?

3. Nhiing thuan lgi va han ché khi ho theo dubi quan diém quan tri Marketing nay?

Tinh hudng 3: San phim ciia Coca Cola

Dé dap ing nhu ciu giai khat, mang lai sy thom ngon (chua, ngot) va sang khoai
(thom, giai nhi€t), san pham cua Coca Cola c6 duong, acid citric, caféine, gas... Tuy nhién,
Coca Cola thiy rang néu dung nhiéu va thuong xuyén, ngudi tiéu ding c6 nguy co bi béo phi,
hu ring va c¢6 van dé vé tim mach. Vi vay, Coca Cola chii dong glam hrorng duong, acid citric
va khong c6 caféine. Puong nhién, loai Coca Cola nay khong thé ngon bang, tirc 1a khong thé
mang lai su sang khoai va su hai 1ong bang loai cii. Du vay, do ngudi tiéu dung ngdy cang ¥
thirc nhiéu hon vé phuc loi lau dai cua ho va do tinh dén nghia vu xa hi cia minh, Coca Cola
d3 tung ra loai san phdm mai nay cting v6i mot chién dich truyén thong manh mé& va tén kém.
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Két qua 1a ugng tiéu thu nudc ngot Coca Cola da dugce duy tri va tham chi con ting cao hon
cil.

Yéu céu:

1. Anh (chi) hiy phén tich va x4c dinh quan diém quan tri Marketing ctia Coca Cola?

2. Nhimg hoat dong Marketing nao cta ho chimg t6 diéu d6?

3. Nhiing thuan lgi va han ché khi ho theo dubi quan diém quan tri Marketing nay?
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Chuwong 2 THI TRUONG VA NGHIEN ClPU THI TRUONG

Hién nay, cac doanh nghiép gip rat nhiéu kho khan vi vira dwong dau véi cac dbi tha
canh tranh, vira thuyét phuc va 16i kéo khach hang. Vi vay, doanh nghiép can phai hiéu rd thi
truong ma minh dang kinh doanh, d6ng thoi phai nd luc nghién ciru Marketing. bé nang cao
mirc d6 chuan muc ciia cac quyét dinh Marketmg, cac doanh nghiép phai to chuc tot tir vide
thu thap xir I, chuyén giao va luu giit théng tin dén viéc chon phan khic, Iya chon thi truong
muc ti€u va dinh vi san phém trén thi truong.

Sau khi nghién ciru chuwong nay, ngudi hoc cn phai:
- Trinh bay dugc khai ni€m thi truong, nghién ctru thi truong.
- Hiéu duoc phan khuc thi truong, xac dinh thi truong muc ti€u va dinh vi thi truong.
- Phan loai dugc cac loai thi truong
- Trinh bay dugc cac loai hinh nghién ctru va quy trinh nghién ctru thi truong.
- Trinh bay duoc cac yéu ciu va tidu thirc phan khac thi truong,
- Trinh bay dugc cac can ci dé lua chon thi truong muc ti€u
- Phén tich dugc cac chién lugc dinh vi.
- Trinh bay dugc qui trinh ctia viéc dinh vi
2.1. THI TRUONG
2.1.1. Khai niém thi truong

Theo nghia rOng: Thi truong la noi gap go gitta cung va cdu ciia mot logi hang hoa,
dich vu nhat dinh. La téng hoa ciia cic moi quan hé trao doi hang héa — tién té.

Theo quan diém Marketlng Thi truong la tap hop nhitng nguoi mua (ca nhan hodc 16
chirc) hién tai va ngwoi mua tiém nang doi véi mét san pham. Khai niém nay cho phép cac
doanh nghiép c6 thé dy doan dugc dung lugng thi truong mot cach chinh xéc.

2.1.2. Phan loai thi trwong

Dé hiéu rd hon vé tung loai thi truong, doanh nghi€p phai tién hanh phan loai thi
truong, co thé phan loai thi trudng trong hoat dong Marketing nhu sau:
a. Thi trwong theo vung dia ly

Thi trudng dia phuong: 1 tdp hop nhitng nhom khéch hang ¢ gin doanh nghiép trong
khu vyc dia Iy nhat dinh.

Thi truong vung: 1a thi trudng rong hon thi trudng dia phuong, ngoai khach hang dia
phuong, doanh nghi¢p con c6 khach hang cua nhiéu dia phuong lan can. Chang han nhu thi
truong vung dong bang Song Cuu Long, thi trudng viing nam mién Trung. ..

Thi truong toan quoc la khi doanh nghi¢p co mang ludi phan phi tra1 rong trén nhidu
vung khip dat nudc, san phdm cta ho duoc tiéu ding phd bién trén toan quéc.

Thi truong qubc té: 1a truong hop hoat dong kinh doanh cta doanh nghiép da tham gia
vao hoat dong ngoai thuong — xuat nhap khau hang hoa va c6 mang luéi dai Iy ¢ nhidu qudc
gia khac nhau.
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b. Thi trwong theo sin phim

Thi trudong hang tu liéu san xudt: 14 thi truong cic yéu td dau vao cho qua trinh san
xudt, bao gom thi truong von, thi truong lao dong, thi truong nguyén nhién li€u, thi truong
cong nghe...

Thi truong hang tiéu dung: 1a thi truong trong do khach hang 1a ca nhan hay h gia
dinh mua san pham dé phuc vu cho muc ti€u tiéu dung ca nhan hay hd gia dinh.

c. Thi trwong theo sw canh tranh trén thi truwong: thi truong dugc chia ra thanh thi truong
ddc quyen, thi truong canh tranh hoan hdo, thi truong doc quyen nhoém va thi trudng canh
tranh doc quyén.

Thi truong canh tranh hoan hao: 1a thi trudng bao gdm nhidu ngudi mua va nhiéu
nguoi ban trao dbi véi nhau mot thir hang hoa ddng nhat nhu gao, banh mi... Trén thi truong
nay, ngudi ban va ngudi mua phai chip nhan gia chir khong phai 1a nguoi 4n dinh gia. Nguoi
béan khong thé ban gia cao hon hodc khong nén ban gia thap hon gia thi truong.

Thi truong canh tranh doc quyén: 1a thi trudng bao gdm nhidu ngudi mua va ban giao
dich voi nhau trong cung mot khoang gid rong chur khong phadi la mdt gia trén thi truong
thong nhéat. Ly do khién c6 ca mot khoang gia rong nhu vay 1a vi nguoi ban c6 thé da dang
héa nhiing céng hién cua ho dbi voi san phém nhu sy khac nhau vé chit luong, dac diém,
mau ma hay dich vu di kém. Do thi trudng cé nhidu d6i thi canh tranh nén chién luoc
Marketing mang tinh séng con d6i v6i doanh nghiép.

Thi trudong doc quyén hoan toan: 1a thi truong chi mot ngudi ban, nén ho 1 ngudi co
quyen ra quyét dinh gia. Vi du nhu doanh nghiép EVN- tap doan dién lyc Viét Nam, doc
quyén trong viéc ban dién tai thi truong Viét Nam.

Thi truong doc quyén nhom: 14 thi truong bao gdm mdt s it ngudi ban, mdi ngudi
ban deu rat canh gidc trude nhitng chién lwgc Marketing cua doi thu canh tranh va phan ung
cua khach hang. Vi du nhu thi truong vien thong.

d. Thi trwong theo vai tro quyét dinh ciia ngwoi mua va ngwoi bdn: thi truong duoc
chia ra thanh thi trudng cua ngudi mua va thi truong cia nguoi ban.

e. Thi truwong theo kha nang tiéu thy sin phéam: gdm c6 thi trudong tiém ning, thi truong
hang thay the, thi truong hang bo sung.

Trong kinh t€ thi truong hién dai con xuét hién nhiéu loai thi truong dic biét d¢ dap
ung yéu cau kinh doanh nhu thi truong chiing khoan, thi truong hoi dodi, thi truong lao
dong...

2.2. NGHIEN CUU MARKETING
2.2.1. Khai niém va muc dich ctia nghién ctru Marketing
a. Khai ni¢m

Nghién ciru Marketing la qua trinh tim kiém, thu thdp va phan tich c6 hé thong nhitng
dir liéu vé cac van dé lién quan den hoat dong Marketing.

Dé hiéu dugc khach hang ctia cong ty va cac d6i thil canh tranh, phai tién hanh nghién
ctru Marketing. Viéc nghién ctru Marketing phai nam céc dac trung cua nd, nham thu dugc
nhirng thong tin hitu ich va giai thich hop Iy cac thong tin nhan duogc.

b. Muc dich cua vi¢c nghién ciru Marketing



17

- Xac dinh va do ludng cic co hoi kinh doanh: trudc khi phét trién mot chién luoc
Marketing, doanh nghiép phai xac dinh dugc muc tiéu can dat duoc. Nghién ctru Marketing
c6 thé giup tra 16i nhitng cau hoi trén thong qua céc cude didu tra nhitng co hdi tiém ning, xac
dinh nhitng khu vuc hip dan ddi v6i hoat dong cua doanh nghiép. Pdng thoi, nghién ciru
Marketing cung cip nhitng thong tin cho phép chan doan nhiing sy viéc s& Xay ra trong moi
truong kinh doanh. Mot sy md ta nho vé cac hoat dong xi hoi hay kinh té nhu nhimg xu
hudng trong hanh vi ciia khach hang c6 thé gitip nha quan 1y nhdn ra nhitng van dé va xéac
dinh dugc nhitng co hdi lam an hi€u qua.

- Phén tich va lya chon thi truong muc tiéu: nghién ciru Marketing cung cdp nhiing
thong tin cht yéu nhdm 1am 1 nhitng dic tinh ciia mot khuc thi truong khac biét nhu thé nao
v6i toan bo thi trudng. Tir d6, cho phép doanh nghiép tap trung ngudn luc vao phuc vu nhitng
nhoém khéach hang muc tiéu mang tinh hi¢u qua cao.

- Cung cép thong tin dé hoach dinh va thuc hién chién luoc Marketing — mix: nghién
ctru Marketing cling rat can thiét dé ho trg cho nhitng quyét dinh cu thé lién quan dén bat cu
khia canh nao ctiia Marketing — mix.

- Po ludng danh gia cac hoat dong Marketing: sau khi thic hién chién lroc Marketing,
cong viéc nghién ctru Marketing s& gitip cho cac doanh nghiép nhan biét dugc cac hoach dinh
ban dau c6 dung voi ké hoach va nhitng mong doi ctia ho hay khong. N6i mot cach khac,
nghién ciru Marketing c6 thé duoc tién hanh dé thu thap nhimng thong tin phan hdi nhim do
luong, danh gia va kiém soat cac chuong trinh Marketing. Ta goi d6 1a viéc nghién ciru kiém
tra thyc hién. Vi du nhu viée kiém soat lién tuc cac hoat dong ciia cac nha ban si hodc ban 1é
nhim dam bao loai trir sém nhitng suy giam doanh sé va nhitng bat thuong khac.

2.2.2. Cac loai hinh nghién ciru Marketing
a. Nghién ciru co ban va nghién ciru vwng dung

Nghién ciru co ban 14 cac nghién ctru nhim muc dich phét trién toan thé cac hiéu biét
cho moi ngudi n6i chung va cho mot nghanh noi riéng nhu nghién ctru vé chi sé gia cé, chi s6
tang truong kinh té, chi sb ting dan sb...Nghién ctru co ban thudng duoc cong bd cong khai
va moi nguoi déu c6 thé s dung két qua nghién ctru niy cho viée nghién ctru ciia minh.

Nghién ctru tmg dung chi duoc dung dé giai quyét mot van dé dic biét hay hudng dan
dé di dén mdt quyet dinh dac biét mang tinh chat ca biét cia mdt nguodi hay mot to chirc nao
d6. Chang han, khi doanh s6 bi sut giam bat thuong thi cong ty phai thyc hién nghién ctru dé
tim hicu ly do tai sao. Pay cling 1a trong tdm cua nghién cuu Marketing.

b. Nghién ciru tgi ban va nghién ciru tai hi¢n truong

Nghién ciru tai ban 1a phuong phap nghién ctru ma cac dir liéu can thu thap 1a dir lidu
thir cap. Do 1a cac dit liéu da dugce thu thdp va xtr Iy cho muc dich nao do trudc day va duogce
nha nghién ctru tiép tuc sir dung dé phuc vu cho viéc nghién ctru ctia minh.

Nghién ctru tai hién truong 1a nghi€n ciru ma cac dir liéu thu thdp va xur ly 1a cac dir
liéu so cap. Do la nhitng dit liéu duge t0 chirc thu thdp truc tiép tir hién truong chir khong
phai 1a nhirng dir liéu dugc st dung hay xu 1y trude day.

c. Nghién cwru dinh tinh va nghién cwu dinh lwong

Nghién ctru dinh tinh c6 thé coi 1a mot phwong phap dung dé khao sat mot van dé qua
do dé bit ti€ém thirc cua ngudi ti€u dung. Ky thudt phan tich dinh tinh dp dung trong nghién
ctru dong co khi thuc hién viéc phdng van tryc tiép nguoi tiéu dung.
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Nghién ctru dinh lugng la cac nghién cliru ma thong tin thu thdp mang tinh dinh lugng,
nghia la c6 thé do luong chung bang cac con so cu the, cé y nghia thong ké.

d. Nghién ciru so by va nghién ciru tham do
Nghién ctru so by nham lam 13 van de.

Nghién clru tham do nham tim hiéu mét sach sau sac nhiing sy ¢6 va mirc do rui ro co6
the xay ra.

e. Nghién ciru mé td va nghién ciru nhdn qud

Nghién ciru mé ta dung dé dién ta thi truong nhu dic diém, thoi quen tiéu dung, thai
d6 ciia ho dbi voi cac thanh phan Marketing ctia cong ty d6i voi ddi thu canh tranh. Nghién
ctru mo ta 1 dang nghién ctru phd bién nhat va dugc thuc hién thong qua k¥ thuat nghién ctru
dinh lugng.

Nghién ctru nhén qua 1a cac nghién ciru nhim muc dich tim ra mdi quan hé nhan qua
giita cac bién sb cua thi trudng nhu moi quan hé cua chi phi quang cdo voi mire d¢ nhan biét
nhin hiéu, doanh s6 hay tac dong ciia mot chuong trinh khuyén mai ddi véi mirc tiéu thy.
Nghién ctru nhan qua thuong dugc thuc hién thong qua ky thuat thuc nghi¢m.

f. Nghién civu dét xudt va nghién ciru thuwong xuyén

Nghién ctru dot xuat Ia cac nghién cru nhim giai quyét cac van dé cu thé nay sinh ma
cong ty dang vudng phai. Nghién ctru dot xuat thuong dugce thuc hién theo don dat hang hay
theo yéu cau riéng biét clia cong ty.

Nghién ctru thudng xuyén 1a nghién ctru dugc thyc hién déu din theo ké hoach dinh
trude de theo ddi viéc kinh doanh cua doanh nghi€p nhu theo ddi doanh thu, chi phi quang
cdo...

2.2.3. Quy trinh nghién ciru Marketing

Theo Philip Kotler, mot qui trinh nghién ctru Marketing bao gom cac budc sau: xac
dinh van d¢€ va muc ti€u nghién ctru, xay dung ké hoach nghién ctru, thyc hién nghién ciru,
thuc hi¢n nghién ctru, trinh bay bao cao két qua nghién ctru.

a. Xdac dinh van dé va muc tiéu nghién ciru

Xéc dinh van dé va muc tiéu nghién ctru 1a budc dau tién va quan trong nhat trong qué
trinh nghién ciru. Dé c6 mot chién lwge Marketing chinh xac va phu hop, cac nha quan tri
Marketing luén phai xac dinh ding van dé& va muc tiéu nghién ctu trude khi thye hién mot
cudc nghién cuu. Chéng han, doanh s cua cong ty sut giam c6 thé c6 nhiéu nguyén nhan, co
thé do sy canh tranh vé gid, co thé do nd lyc ban hang cua hé thong phan phdi yeu, co thé do
san pham kém chét luong... Trong so nhitng van dé ma cong ty dang gap phai, can chon mot
hay vai van dé quan trong nhét va cap bach nhét dé tién hanh nghién ctru, trong diéu kién han
ché vé ngan sach, thoi gian va nhan su.

b. Xay dung ké hoach nghién civu

Bén ké hoach nghién ctru bao gdm céac ndi dung:

- Xéc dinh céac dit liéu can thu thap: tuy theo muc ti€u nghién ctru doanh nghiép can
phai xac dinh cac dir liéu thich hop.

- Xac dinh phuong phap thu thép dir liu: sir dung cac phuong phap trong nghién ctru
nhu quan sat, thr nghiém hay dicu tra.
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- Xac dinh cac k¥ thuat xir Iy dir liéu: nguoi nghién ctru c6 thé st dung cac k¥ thuat
phan tich, xay dung mo hinh hay h¢ thong thong tin Marketing.

- Xéc dinh ngan sach nghién ctru: ngan sach nghién ctu s€ tuy thudc vao thoi gian
nghién ctru va van dé nghién cuu.
c. Thue hién nghién ciru

Thyc hién nghién ctru gdm thu thap va xir Iy dit liéu. Viéc thu thap dit lidu c6 thé do
cong ty tién hanh thi dir liéu s& dam bao tinh bi mat hon. Néu thué ngoai thi viéc thu thap di
lidu c6 thé nhanh hon. Thu thap dir liéu 1a khau d& xdy ra sai sot nhét, do d6 khau nay can
duoc quan Iy k§ dé dam bao tinh chinh xac cta sb liéu nghién ctru. Cac dit liéu xudt phat tir
hai nguon.

- Nguon dit lidu thtr cap 1a ngudn thong tin ¢é sin, nd bao gdm: ngudn ndi bo nhur tir
cac bao cao ciia cong ty, bao cdo tir cac cude nghién ciru trudce; ngudn bén ngoai nhu tir sach
béo, tap chi, thué, nién giam théng ké, dir liéu ciia cic cong ty nghién ctru thi truong da thyc
hién va ban lai...

- Ngudn dit liéu so cip dugc thu thap qua mot trong ba k¥ thuat chinh nhu quan sat,
nghién ctru thir nghi¢ém va dicu tra.

Phuong phéap nghién ctu:

Quan sat (Observation): phuong phap thu thép thong tin thong qua qua trinh quan sat
d6i tuong nghién ctru. Vi du mudn biét hanh vi mua hang cua khach hang muc tiéu thong qua
quan sat ho trong khi ho mua hang tai cac diém mua sim.

Nghién ctu thir nghiém (experimentation): phuong phép trai nguoc voi phuong phép
quan sat, phuong phap nay cho phép ngudi thir nghiém kiém soat duogc sy can thiép. Dé co
dugc két qua nghién ctru nguoi ta thuong thir nghiém trén cac nhom dbi tugng khic nhau.
Thir nghiém thudng chiing to dugc quan hé nhan qua.

'Phuong phap didu tra (servey): phuong phap nay co thé dugc thuc hién tryc tiép hay
gian tiép. Phuong phap truc t1ep bao gom phong vin ca nhan va phong van nhém. Phuong
phap gian tiép thong qua d1eu tra qua dién thoai, internet va qua thu. Trong k¥ thuat cia
phuong phép nay can phai tién hanh qua hai budc: chon mau diéu tra; 1ap bang cau hoi.

Céc cong cu nghién ctru:

Chon mau nghién ctru: tiy theo muc tiéu nghién ctru ma chon méu diéu tra. Co hai
cach chon mau: chon miu c6 xac suit 1a cach chon miu mang tinh ngau nhiém bao dam cho
tat ca cac d6i twong nghién ctru trong dam dong déu ¢ cung co hoi tham gia vao mau; chon
mau phi xac suit 1a dbi twong dugc chon khong tuan theo qui luat ngau nhién ma theo su tién
loi va nhitng danh gia chu quan cua nha nghién cuu.

Béng cau hoi 1 cong cu phd bién nhét hién nay trong ky thuat diéu tra. Dé thiét lap
bang céu hoi, nha nghién ctru phai quyet dinh loai cau hoi, hinh thttc cau hdi, thu ty cac cau
hoi va mdi lién hé ciia mdi cau hoi dén myc tidu nghién ciru. Hinh thirc cau héi 6 hai loai:

- Cau hoi déng 1a loai cau hoi dua ra tat ca cac kha nang tra 101, ddi tuong phong van
s€ chon mdt trong nhitng kha nang do.

- Cau hoi mé 1a loai ciu hoi cho phép ddi tuong duge phong van tra 1oi theo suy nghi
ctia ho. Nén sir dung céc tir ngit dé hoi cho phu hop vé6i d6i twong duge hoi, tir ngit nén don
gian, d& hiéu, thong dung, chinh xac va khach quan. Thir tw cdu hoi phai tuan theo mot thir tu
logic, cac cau hdi gan loc va dé thuong dé & dau, cac cau hoi chinh lam rd muc tiéu & gilta va
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cuoi cung 1a cau hoi déc trung xa hdi-dan so ctiia doi tugng tra 101. Lap cau héi dua trén 4 loai
thang do sau:

* Thang biéu danh: dung dé xac dinh tht bac va cip do.
* Thang thtr ty: ding dé xép hang theo wu dai.

» Thang khoang cach: dung dé xac dinh mirc chénh 1éch cta cdc muc tiéu hoi nhu gitra
gia ban cac san pham tuong tu nhau.

* Thang ti 1¢: dung trong truong hop lién quan dén kich cd.

Sau khi thu thap dir liéu, chuyén vién nghién ciru phai xur ly, phén tich dit liéu bang
phuong phép phan tich thong ké, mo hinh va hé thong thong tin Marketing. Tir d6, dua ra
nhitng kién nghi, nén kiém tra xir li s6 liéu va ma hoa né dé may tinh tinh toan céc chi tiéu
thong ké (thuong sir dung phan mém thdng ké nhu Excel, SPSS). Cudi cing, dya trén sb liéu
ma may tinh da thuc hién, chuyén vién nghién ciru viét bao cdo va trinh bay két qua nghién
ctru cho nha quan tri Marketing.

d. Trinh bay cdo cdo két qud nghién ciru

Yé&u cau cua ban bdo cao la phai rd rang, ngan gon, chinh xac. Cau trac cua mot ban
bao cdo bao gom:

- Trang tiéu d¢

- Muc luc

- Loi gidi thigu

- Tém tat bao cao

- Phuong phép str dung trong nghién ctru
- Két qua nghién ctru

- Két luan va dé xuat giai phap

- Phu luc

2.3. MO HINH PHAN KHUC THI TRUONG (SEGMENTATION) - THI TRUONG
MUC TIEU (TARGETING) — PINH VI TRONG THI TRUONG (POSITIONING)

2.3.1. Phan khic thi truomng (Market segmentation)
a. Khai ni¢m

Phdn khuc thi truong la chia thi truong khong dong nhdt thanh cdc khiic thi truong
dong nhat dé lam néi ré lén sy khac biét vé nhu cau, tinh cdach hay hanh vi.

Phan khic 12 yéu cau can thiét d6i voi mdi doanh nghiép, c6 phan khic méi nhan rd
nhu cau cta khach hang trong tirng khiic thi trudng, tir d6 gitp doanh nghiép trién khai chinh
sach Marketing — mix thich irng nham thoa man t&t nhat nhu cau d6. Phan khuc thi trudng con
gitp cac nha quan trj Marketing quén tri cong viéc va cac ngudn luc hiéu qua hon, phi hop
v6i qui mo cia doanh nghié€p hon.

b. Yéu ciu ciia phin khiic
- Tinh do Iuong dugce: phai do luong dugc qui md va sitc mua cua khiic thi truong.

- Tinh tiép can duoc: cac khuc thi truong phai tiép can va phuc vy t6t nhu cau cia
khtic thi truong nham t6i thong qua hé thong phan phoi va cac hoat dong dong truyen thong.
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- Tinh hdp din: cic phan khiic thi truong phai c6 dii qui mé du 16n va kha ning sinh
101 tot.

- Tinh kha thi: cac doi hoi cta khuc thi truong ma doanh nghiép nhdm téi phai nam
trong kha nang ma cac nguon lyc ciia doanh nghiép dap trng dugc.
¢. Cdc tiéu thirc phdn khic thi truong

C6 rat nhidu tiéu thirc dung dé phan khiic thi truong. Nha quan tri Marketing phai
nghién ctru, thir nghiém dé dua ra tiéu thirc phan khuc thich hop. Tuy theo qui mé, ngudn lyc
va nhirng tac dong ctia moi trudng bén ngoai, ma mdi doanh nghiép cé thé sir dung mét tiéu
thirc hodc c6 thé phdi hop nhiéu tidu thirc dé phan khiic thi truong.

Phén khuc theo khu vire dia li: phan khic thi truong theo ti€u thirc nay yéu cau chia
thi truong thanh cac khu vuc dia ly khac nhau nhu quoc gia, toan quoc cac ving mién, cac
tinh, thanh pho, quan, huyén. Mbi khu vuc thi truong cé su khac nhau vé khi hau, thd nhudng,
kinh té, vin héa... Do d6, nhu cau cta khach hang ciing khac nhau.

Phan khc theo dan sb: phan khuc theo ti€u thitc dan s6 dugc chia ra lam nhiéu loai:

- B0 tuodi: do tuodi khac nhau cé tdm sinh 1i khac nhau. Do d6, nhu cau vé quéan o, thuc
pham, cac san pham tiéu dung, cac hoat dong giai tri... cling khac nhau.

- Phan khuc theo gidi tinh: yéu td giGi tinh dwugc sir dung nhiéu trong phan khuc thi
truong. Sy khac biét vé gidi tinh lam cho nhu cau khach hang khac nhau trong lya chon hang
hoéa khi mua, nhu xe may, quan 4o, my pham...

- Qui mé6 gia dinh cling anh huong rat 16n dén viéc mua sam nhu mua nha, tu lanh,
may giat...

Phan khiic theo tam 1Iy: theo tiéu thirc nay, khach hang dugc chia lam cac nhom dya
trén tang 16p xa hoi, 101 sOng va cé tinh.

- Céc tang 16p xa hoi: trong xa hoi thuong cé nhiéu tang 16p, mdi tang 16p déu co su
khac biét vé tam ly tiéu dung, chang han tang 16p thugng luu s€ c6 hanh vi mua sam khac voi
tang 16p trung luu.

- L6i sdng: mbi ngudi thudng cd nhiing 16i sdng khac nhau va diéu nay anh huong t6i
su quan tam cua ho véi cac san pham.

- Ca tinh: tinh cich ciing 14 mot yéu t6 ma khi phan khuc thi truong cac nha quan tri
Marketing thuong hay quan tdm, vi du nhu nguoi co tinh cach nang dong thé thao s& chon
mua san pham khac v&i nguoi c6 tinh cach hudng ndi, lang man.

Phéan khuc theo hanh vi:

Theo co s nay, thi truong nguoi tiéu ding s& dugc phan chia thanh cac nhém ddng
nhit vé cac dic tinh sau: Iy do mua sam, loi ich tim kiém, sb lugng va ty 1€ sir dung, tinh
trung thanh, cuong d¢ ti€u thy, tinh trang st dung (da st dung, chua st dung, khong sir dung,
...). Khi lra chon cac tiéu thirc phan khic, nhirng tiéu thire thudc nhém nay di duge nhidu nha
Marketing cho ring cic dic tinh vé hanh vi Gng xtr 1a khoi diém tot nhat dé hinh thanh cac
khuc thi truong.

Ly do mua hang: ngudi mua trong truong hop nay dugc phan biét theo nhiing ly do
mua khac nhau, mua cho nhu ciu ca nhan, mua cho nhu cau gia dinh, mua cho nhu cau cong
viéc, mua cho nhu ciu giao tiép. Viéc phan khuc theo 1y do mua hang c6 thé gitip cong ty
khong chi trong viéc dap ung ding ly do mua cua khach hang ma con gitp cho ho tao nén
kiéu sir dung san phdm moi tir nhitng san pham hién c6 dé ting cudng kha ning tiéu thu. Vi
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du: nguoi ta tding muc ti€u dung keo cao su bang cach quang cao loai keo nay con dugce sir
dung d¢€ “luyén tap cho khudén mit ctia ban”.

Loi ich khi mua: tién dé cta cach phan khuc nay 1a loi ich ma ngudi mua tim kiém khi
st dung san phém. Dé thuc hién duoc viée phéan doan thi truong theo 1¢i ich tim kiém nguoi
ta phai tim cach phat hién va do luong hé thong gia tri va kha ning khach hang c6 thé nhan
biét duoc tir cac nhan hidu khac nhau trong mot chiing loai san pham.

Mtc d trung thanh: theo cach nay thi c6 cac loai khach hang: khach hang trung
thanh, khach hang hay dao dong, khach hang hoan toan khong trung thanh. Pdi voi khach
hang trung thanh, ho c6 su nhét quan trong viéc lya chon va tiéu dung véi nhan hiéu do.
Nhiing khach hang dao dong thuong 1a khach hang ma viéc tiéu dung va mua sam cua ho
khong nhét quan véi mot loai nhan hi¢u. Ho co thé chuyén tr nhan hi€u ua thich nay sang mot
nhan hi¢u wva thich khac. Khach hang hoan toan khong trung thanh thuong wa thich nhirng
nhan hiéu c6 sin; viéc mua thuén lgi hodc nhitng san phém moi la.

Mirc d6 sir dung: Phan chia theo tiéu thirc nay, thi trudng tong thé duoc tinh thanh cac
nhém khach hang dung nhiéu, dung thuong xuyén, dung it, ding vira phai. Tiéu thice sO lugng
va ty 1¢ dung giap cho ngudi phén khic c6 mot khai niém dang dan vé mot quy mo thi truong
“thich hgp” - bao gom mdt nhom nguoi ¢6 nhu cau du 1on dé dam bao cho mot nd luc
Marketing. Trong hau hét cac trudng hop, cau ciia khuc thi truong khong chi phy thude vao
sO lugng ma con phu thudc vao sirc mua ctia nhom khach hang trong khic thi truong d¢6. Nhur
vay, nhitng khiic thi truong du chiém ty 1é nho, nhung strc mua 16n s& ¢6 ty 18 tiéu thy 16n.

Ngoai cac tiéu thirc da phan tich & trén: mirc d6 san sang mua, thai d6 (va chuong, tho
0, tiy chay) ctia khach hang ciing dugc sir dung dé phan doan thi truong. Song trén thuc té dé
lugng hod cac tiéu thirc nay thuong gap kho khan hodc phdi bd ra céc chi phi 1on. Trong linh
vuc thuong mai, ngudi ta thuong sir dung ching dé phan loai khach hang trong ting tinh
hudng giao dich truc tiép. Mirc d6 trung thanh, thai d6 lai dugc s dung twong d6i phd bién dé
phan khtic linh vuc Marketing xa hoi.

d. Cac bwdc phin khuc thi truong
Viéc phan khiic thi truong thudng dugce tién hanh qua cac budc sau:

Budc 1: xac dinh thi truong kinh doanh. Thi truong nay s€ bao g6m nhiéu khach hang
khong dong nhat. Thi truong nao 1a thi truong ma doanh nghi€p c6 kha nang kinh doanh, vi
du nhu thi truong stra, thi truong nudc ngot, thi truong ca phé rang xay...

Budc 2: xac dinh tiéu thirc dé phan khuc thi truong: trong bdn tiéu thirc néi trén, tiéu
thirc nao 1a phu hop véi thi truong kinh doanh cta doanh nghi€p. Chang han, doanh nghi¢p
xac dinh kinh doanh san pham sita thi chon tiéu thirc d6 tudi dé phan khuc.

Buée 3: tién hanh phan khuc thi truong theo tiéu thire da dugc lya chon.

2.3.2. Thi trwdng muc tiéu (Market Targeting)

Sau khi danh gia cac khuc thi trudng khac nhau cic cong ty can phai quyét dinh lya
chon cac khuc thi truong cu thé dé tién hanh kinh doanh. P6 1a van d€ lya chon thi truong
muc tiéu.

. Thi truong muc tiéu la thi truong bao g&m cdc khdch hang cé ciing nhu cau hay mong
muon ma doanh nghiép quyét dinh dap ung. PE lya chon thi truong muc ti€u, doanh nghiép
phai thyc hién 2 budc sau:

a. Danh gia cac khuc thi truong
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Sau khi phan khuc thi truong, cdc doanh nghi¢p nén chon ra cac khuc thi truong phu
hop véi ti€ém lyc ciia minh vai ky vong mang lai 191 nhuén cao. Co6 thé can cr vao cac ti€u
chuan nhu:

- Qui md va muc ting trudng cua khuc thi truong: doanh nghiép can phan phan tich
cac dir liéu nhu doanh thu hién tai, cling nhu dy doan ty 1¢ ting truong sé luong khach hang
trong twong lai. Tty theo qui mé va ngudn lyc ma doanh nghiép nén quan tam khic thi truong
nao cho phu hop.

- Mirc d6 hap dan cua khic thi truong: mot khiic thi trudng c6 qui mo va mirc ting
trudéng mong muon nhung c6 the lai thiéu tiém nang sinh 10i. B¢ danh gia mdt khuc thi truong
hap dan vé lgi nhuén, can xem xét cac yéu to sau day:

+ Céc dbi thu canh tranh hién c6 trén thi truong: khi chon thi truong muc ti€u, doanh
nghi¢p nén quan tam thi phan ma cac doi thu dang nam gitr, doi thu nao 1a doi thu truc tiep
cua doanh nghiép.

+ Céc d6i thu canh tranh m&i: sy gia nhap nganh d& hay kho ciing 1a van dé cac doanh
nghi¢p can phai xem xét.

+ Céc san pham thay thé: cAn xem xét trén thi truong dd c6 san pham nao co thé thay
the san pham ctia doanh nghi¢p hay chua.

+ Ap Iyc v& phia khach hang: thé hién & viéc khach hang c6 trung thanh hay tir chéi
mua san pham ctia doanh nghiép.

+ Ap Iyc vé phia nha cung cap: thé hién thong qua viéc cung cap nguyén vat lidu c6
ding thoi gian, qui cach, chat lugng, kich cd va tao di€u kién dé dang trong viéc thanh toan
hay khong.

- Muyc tiéu va ngudn lyc: doanh nghiép phai ¢ kha ning thoa mén nhitng doi hoi cta
khach hang v€ s6 lugng va chat lugng hang hoa, cac dich vu ho tro khach hang, gid ca phu
hop. Tat ca nhitng diéu nay, doi hdi doanh nghiép phai c6 ngudn lyc viing manh.

b. Lwa chon thi truwong muc tiéu

- Marketing khong phan biét

Cong ty co thé quyét dinh khong xét dén nhing khac biét gilta cac khu vuc va theo
duoi ca thi truong bang mdt mat hang. Ho dinh hinh mdt san qphﬁm va n}ét chuong trinh
Marketing hudng toi dai da s6 khach mua. Ho trong cdy vao kiéu phén phdi hang loat. Tao
mat hinh anh dang cap trong y nghi cua cong chiung. Véi phuong phép nay, dem lai mét vu
diem la tiét kiém chi phi, nhung nhugc di€m 1on 1a hi¢u qua khong cao.

Marketing — mix > Thi trud'ng

Hinh 2-1. Marketing khéng phén biét

- Marketing phan biét

Mot doanh nghié€p co thé hoat dong trong nhiéu kl}ﬁc thi truong va tung ra & mdi khiic
thi trudng nhitng chién lugc Marketing khac nhau. Uu diém cta cach chon nay la thuong dua
lai doanh s0 cao hon Marketing khong phan biét nhung nhugc diém lai lam tang chi phi.
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Marketing — mix 1 » Khtc thi truong 1

Marketing — mix 2 Khtc thi truong 2

Y

Marketing — mix 3

Y

Khuc thi truong 3

Hinh 2-2. Marketing phdn biét

- Marketing tap trung

Nhiéu doanh nghiép nhén ra kha niang hap din trong truong hop tiém lyc ciia ho tuong
d61 han hep. Thay vi theo duéi mdt phan nhd chiém dugc trong mdt thi truong 16n, thi nén
theo duodi chiem lay mdt phan lén cia mot hay vai thi truong nho.

Khuc thi treomg 1

Marketing - mix - Khuc thi trwong 2

A

Khuc thi trweong 3

Hinh 2-3. Marketing tdp trung

¢. Cdc cin cir xdc dinh cdach lya chon thi truong
Viéc lya chon thi truong muc ti€u dya vao cac can cir sau:

- Ngudn lyc ciia doanh nghiép: chon Marketing khong phan bi¢t hay phén biét hodc
tap trung va c6 thé chon ca ba déu phai dya vao ngudn luc caa mdi doanh nghiép. Néu ngudn
luc ctia doanh nghiép it thi nén chon Marketing tap trung 1a hop Iy nhét.

- Tinh dong nhat cia san pham: néu san phim déng nhét (gidng nhau hoan toan) thi
Marketing khong phan bi¢t 1a thich hop, con néu san pham khong dong nhat thi nén st dung
Marketing phan biét hay tap trung.

- Chu ky sdng ciia san pham: néu san pham & giai doan gidi thiéu thi Marketing khong
phan biét hodc tap trung 1a hop 1y nhat. Dbi véi san phdm ¢ giai doan trudng thanh thi nén sir
dung Marketing phan biét.

- Tinh ddng nhit cta thi truong: néu khach hang dong nhit thi nén ap dung Marketing
khong phan biét.

- Cac chién lugc Marketing ctia ddi thii canh tranh: tuy theo chién luoc phan khiic cua
doi thu canh tranh ma doanh nghip c6 nhiing cach chon thi truong muc ti€u riéng. Chang
han, khi doi thi canh tranh chon Marketing khong phan biét thi doanh nghi€p nén chu trong
vao phan biét hodc tap trung.

2.3.3. Dinh vi trong thj trwomg
a. Khai ni¢m
Ngay nay, khach hang bi tac dong boi vo s6 hoat dong truyen théng vé hang hoa va

dich vu. Céac 4n tugng chi ton tai khi né khac biét so v6i cac déi thu canh tranh, doc dao va
phut hop tam 1y khach hang. Vi vay, 1y thuyét dinh vi ra doi giai thich cho su khac biét do.
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Dinh vi trong thi trieong la viée dwa cdc dn twong tot, dic sdc, khé quén vé san pham
doanh nghiép vao trong tam tri khach hang bang cdc chién luoc Marketing — mix thich hop.

Viéc dinh vi ¢6 hi€u qua phu thudc vao kha nang ciia doanh nghié¢p lam khac biét
nhiing san pham cua hg véi san pham doi thu canh tranh bang cach dap tng cac gia tri vugt
trdi cho khach hang.

b. Cac mwc dj dinh vi

Dinh vi c¢6 thé dugc tién hanh & nhiéu mic d6 khac nhau cho tat ca nhitng gi c6 thé
dua vao thi truong tur san pham hiru hinh dén san pham vo hinh.

Dinh vi dia diém: viéc dinh vi dia diém 14 rit can thiét cho viéc thu hat dau tu, giao
lru van hoa, xuat nhap khau... O dady nhan manh dén yéu to dia di€ém, c6 thé la mot quoc gia,
mat vung lanh thd hay mdt chau luc.

Dinh vi nganh: mdi nganh déu c6 sy khac biét vé k¥ thuat, cong nghé, lao dong...
Viéc dinh vi nganh gbp phan nang cao hinh anh doanh nghiép doi véi cong chiing.

Dinh vi doanh nghiép: mot s6 doanh nghiép trong cling nganh, tuy ¢ cung san pham
nhung lai c6 nh1eu diém khac nhau nhu lich str v qua trinh phat trién, tAm nhin va st mang,
cac qui dinh, von, thi phan, cac chién lugc kinh doanh va Marketing... Vi vy, doanh nghiép
can gy 4n tuong voi khach hang bang cac dic diém ndi bat va hon han cac doi thi canh tranh
dé tir @6 khach hang s& chu ¥ dén cac nhin hiéu ctia minh hon.

Pinh vi san phém: dinh vi san phém 13 4n dinh hinh anh san phém trong tam tri khach
hang bang cac dac di€m nodi bat nhu chat lwong, gia ca, hinh anh, lgi ich, truyén thong, hé
thong ban hang... Cac hinh anh dung d€ dinh vi phai ddc dao hon han cac doi th canh tranh.

c. Chién lugc dinh vi

- Pinh vi theo san phﬁm: dua trén mot thudc tinh nao dé cua san phﬁm, vi du bot giat
Viso dinh vi “loai bo sic nga vang, lay lai vé trang sang”, hodc duya trén loi ich ciia san pham,
vi du kem danh rang Colgate dinh vi “nglra siu rang”, hay duya trén cong dung ctia san pham,
vi du “udng nescafe lam tinh tao hon”.

- Pinh vi so sanh va tach biét hin so v6i cac dbi thu canh tranh: chién lwge nay cong
ty can thuyét phuc khach hang bang cach nhdn manh loi thé san pham ciia cong ty so v6i san
phﬁm dbi thu canh tranh. Trong chién luge dinh vi nay, mot vi tri clia dbi thu canh tranh s&
dugc sir dung 1am diém so sanh véi cac san pham cia cong ty. Vi du: AMD ty so sanh véi
Intel khi gidi thi€u bd xtr ly 486 DX - 100 tai Viét Nam. Bot giat Tide so sanh vai bot gidt
thuong. Chién luoc nay s& duge coi 1a phu hop néu: vi tri cia san pham c6 sin trong tam kha
nang cua cong ty, thi truong du 16n cho ca hai cong ty cung khai thac, san pham cua cong ty
phai ¢6 vu thé ma khach hang co6 thé nhan biét dugc mot cach rd nét so voi san phdm & ciing
vi tri. Vi du: chat luong bang v6i san phim canh tranh, gia ban ré hon han.

d. Cac budc ciia qua trinh dinh vi

Budce 1: Xéac dinh mirc d6 dinh vi. Nén chon dinh vi loai dinh vi ndo, uu tién cho dinh
vi nao trudc, san pham hay doanh nghiép.

Budc 2: Xéac dinh cac thudc tinh c¢dt 18i quan trong cho cac khic thi truong da lya
chon. O budc nay, can nghién ctru nhu cau cua khuc thi truong muc tiéu da chon dé xac dinh
cac thudc tinh n61 bat va cac loi ich cu thé.

Budc 3: Xac dinh vi tri cac thudc tinh trén ban dd dinh vi
Budc 4: Panh gia cac lya chon dinh vi
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Khi danh gia sy Iya chon dinh vi can nghién clru quan ni¢m cua khach hang, ddi thu
canh tranh va ciia chinh ban than doanh nghiép. Pong thdi nghién ciru quan niém cta doanh
nghiép dbi voi khach hang, ciia dbi thu canh tranh dbi voi khach hang, cua chinh déi thi canh
tranh va cua chinh ban than khach hang. Doanh nghiép can Iua chon cac chién luge dinh vi
sau:

Pinh vi Cich thé hién
- Dé4n dau thi phan - Doanh s6 16n nhét
- D4n dau chét lugng - Chét luong tot nhét
- Dan d4u dich vu - Cham soc khach hang tt nhat
- D4n dau cong nghé - Phat trién cong nghé mai dau tién
- Dan dau vé sy d6i moi - Sang tao nhit trong ap dung cong nghé méi
- Dan d4u toan cau - Vi tri kinh doanh toan cau
- Dan dau vé gia ré - Gia thap nhat
- Déan dau vé gia tri - San pham c6 gia tri tot nhat

Buéce 5: Thyuc hién dinh vi va Marketing — mix

Dinh vi can duoc thong tin téi khach hang bang tat ca cac phuong tién truyén thong.
Tat ca cac thanh phan trong doanh nghi¢p, nhan vién, cac chinh sach, cac hoat dong truyen
thong can dugc xay dung thanh cac hinh anh dac sac nham thé hién chién lugc dinh vi.

Marketing — mix 1a chia khoa quan trong dé thyc hién chién lugc dinh vi gop phan tao
ra sy dic sic va khac biét. Pinh vi néu 1én duoc cac uu diém lam théa min nhu cau khach
hang.

TOM TAT KIEN THUC:

Khéc v6i nhirng mén hoc khac, moén hoc Marketing khai niém thi truong la tdp hop
nhiing nguoi mua (cd nhan hodac 16 chuc) hién tai va nguwoi mua tiém nang doi véi mot san
phdm. Thi trudng duogce phan thanh nhiéu loai: theo dia 1y, theo san pham, theo su canh tranh,
thi truong theo vai tro quyét dinh ctia ngudi mua va ngudi ban, thi trudng theo kha ning tiéu
thy san pham.

Nghién ciru Marketing la qud trinh tim kiém, thu thdp va phan tich ¢é hé thong nhing
dir liu vé cac van dé lién quan dén hoat dong Marketing. Co 6 loai hinh nghién ciu
Marketing phé bién hién nay: co ban va Ung dung; tai ban va tai hién truong; dinh tinh va
dinh lugng; kham pha, so bd va tham do; mo ta va nhan qua; dot Xuat va thuong xuyén. Dé co
thong tin chinh xac, doi hdi mot quy trinh nghién ctru phai di theo trinh ty nhu sau: xac dinh
van dé -> xay dung ké hoach nghién ctru -> thyc hién nghién ciru -> trinh bay bao cao két qua
nghién cuu.
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Dé c¢6 mot chién luge Marketing hoan hao, nhitng nha lam Marketing ludn thyc hién
mod hinh S — T — P (phan khuc thi trudng — lya chon thi truong muc tiéu — dinh vi san pham
trong thi truong).

CAU HOI ON TAP

1. Thi truong 1a gi? Thi truong duoc phan thanh may loai?

2. Hay cho biét uu, nhugc diém cua cac cong cu nghién ciru Marketing? Cho vi du?

3. Phan khtc thi truong 1a gi? Tai sao phai phan khiic? Cac yéu té dung dé phan khiic?

4. Dya vao cac khai niém co ban vé Marketing, hiy giai thich cau n6i “Marketing bat dau va
két thuc véi khach hang”.

BAI TAP TINH HUONG
Cong ty Ipa-Nima

Nhiing chiéc tii thoi trang mang nhan hiéu Ipa-Nima khong xuét hién dn &, dinh dam
trudc cong chung ma chi khiém ton trong tai cac khach san sang trong nhét Viét Nam, noi ma
nhiéu khach nudc ngoai thuong luu tra.

Giam d6c didu hanh 1a c¢6 Christina Yu dong thoi ciing 1a nha thiét ké chinh cta nhan
hiéu Ipa-Nima, 1 mot phu nit Hong Kong theo chong téi Ha Noi sinh séng va thanh dat chinh
nho nhiing ¥ tuéng sang tao ctia minh két hop chit liéu truyén théng va doi ban tay khéo 1éo
ctia nhitng ngudi thg Viét Nam. Chi trong thoi gian ngan Ipa-Nima da thu hat dugc sy chi y
ctia nhiéu ngudi tidu ding trén thé giéi ddi voi thoi trang Viét Nam, nhu tap chi Discover d
binh luan.

Nhitng san phim cua Ipa- -Nima da duogc gidi thiéu tai hdi chg thu cong gy quy tu
thién danh cho nhitng ngudi hdi huong nam 1997 tai Ha Noi. Khac voi nhitng san phim cia
cac gian hang khac, nhiing chiéc tai Ipa-Nima dugc thiét ké bang tay, dinh hat cuom, hat xa
cur va sung tré nén ndi bat. Nhung ¢ Viét Nam nhirng san pham nay rat kho tiéu thu, nhidu
nguoi da chan thanh néi voi Yu rang: “Chi nén xuat khau” va Yu ciing nhan ra diéu do. Thiét
ké cua Yu su dung hau hét chat liéu co sin tai cac dia phuong, moi thir tur day, lua, bac, sung
bo, hat cudm, gd, ludi kim loai. Ngoai ra, Yu ciing nhap khau nhiéu bo phan ma ¢ Viét Nam
khong c6 nhu quai ti kim loai, ca hat cudm cao cap va d6 sequin (do trang strc tron deo & cb
40). Theo Yu can phai lam nhu vay 1a dé dat muc dich kép 1a dap tmg chinh xé4c tiéu chuan
ctia khach hang qudc té va tao ra thé giéi mau sic va hinh dang tinh té hon ma khong dé dang
duoc lap lai tai Viét Nam. Thiét ké cta Yu duogc bao chi qudc té danh gia 1a doc dao.

Ké tir thang 4 ndm 1997 xuit khau san pham déu tién, cho dén nay Ipa-Nima c6 ctra
hang ¢ Hong Kong, My, Anh, Uc, Nhét Ban,...v6i danh sach khach hang trong mo doi voi
bat ky nha thiét ké nao nhu: Ba Hilary Clinton, Toni Braxton, Duong Tt Quynh, Martha
Stewart,...

Yéu cau:

1. Xac dinh phan khiic thi truong ciia Ipa-Nima mudn nhim t6i? Tai sao Ipa-Nima lai tap
trung vao l6p khach hang nay?

2. Hoat dong Marketing chu dao cho phan khuc thi truong nay la gi?
3. Xac dinh thi truong muc tiéu cua Ipa-Nima?

4. Pinh vi cua nhan hi¢u nay 1a gi?
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Chuong 3 HANH VI CUA NGU'O'l TIEU DUNG VA CHIEN LUOC
MARKETING CUA DOANH NGHIEP

Nghién ctru hanh vi ciia khach hang dugc xem 1a ndi dung quan trong nhit ctia nghién
ctru Marketing. Nho nghién ctru nay, nhitng ngudi 1am Marketing ¢ thé giai dap nhiing cau
hoi mang nén tang cho viéc dé xuét cac chién lvoc Marketing. Xay dyng chién luge chung
ctia doanh nghiép bao gdm cac ndi dung xac dinh cuwong linh ciia doanh nghiép, dé ra nhiém
vu cho doanh nghiép, ké hoach phat trién linh vy kinh doanh va tirng nganh san xuét phai
xay dung ké hoach Marketing cho timg hang héa, nhin hiéu va thi truong. Tir d6, doi hoi t6
chirc bd may hoat dong Marketing la td churc theo chire nang, theo dia ly, theo mat hang san
xuét hodc theo thi trurong dé dam bao chic chin cho ké hoach Marketing.

Sau khi nghién ciru chwong nay, nguoi hoc c6 thé:

- Trinh bay duoc khai niém, cac nhan td anh huong dén hanh vi ctia ngudi tiéu ding,

- Phén tich dugc nhitng anh huong dén hanh vi ciia ngudi tiéu ding va to chirc

- Hiéu duoc sy tac dong ciia hanh vi dén qua trinh ra quyét dinh mua ctia khach hang.

- Gioi thiéu duge qua trinh ra quyét dinh mua cta nguoi tiéu dung va to chirc

- Trinh bay dugc khai ni€ém, vai tro cua chién lugc va chién lugc Marketing

- Thiét 1ap duoc ké hoach chién lugc Marketing.

- Gi6i thiéu duogc cac loai chién luge Marketing canh tranh ctia doanh nghiép.
3.1. HANH VI NGUOI TIEU DUNG
3.1.1. Hanh vi mua hang ciia ngudi tiéu dung
a. Khai ni¢m

Hanh vi mua hang cua nguoi tiéu ditng‘ la hanh vi mua mét san pham cu thé hay mét
dich vu nao do nham muc dich théa man nhu cau ca nhdn hodc cua gia dinh ho.

Nghién ctru hanh vi ngu/éyi tiéu dung cling chinh 1a viéc nghién ctru cach th}'IC ciia mot
nguoi tiéu Qﬁng khi dua ra quyét dinh tiéu dung tirc 12:1 ho s& sur dung '[E‘li‘ san nhu tién bac, thoi
gian nhu the nao khi thyc hién trong viéc dua ra quyéet dinh. C6 rat nhiéu cau hoi dua ra xoay

quanh céc van dé nay nhu con ngudi phan g nhu thé nao trudc nhing kich thich Marketing
cua doanh nghiép?
b. M6 hinh hanh vi mua hang cia nguoi tiéu dung

Nguoi tiéu dung khi dua ra cic quyét dinh mua sim hang ngay cho nhu cau ca nhan
hay gia dinh, ho ludén dua ra nhitng hinh thai mua sam khac bi¢t. Thong qua cac cudc nghién

ctru Marketing, cac doanh nghiép nd Iyc ndm rd hon nhitng thong tin lién quan dén viéc mua
sam cua khach hang nhu ho 1a ai, ho nhu thé nao, ho mua & dau, khi nao va tai sao ho mua.
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Cic nhin tb kich thich “Hép den y thirc” Cac dap wrng cia nguwoi
Marketing Moi truong mua
San phém Kinh té Lua chon san phém
Gi{l cd Z. Kh(za hoc - ky Pic diém | Qua trinh Lwa chon thuong hi¢u
;llljacnt%};m t\}]l;fllthéa ' cita nguoi ra quyét Lua chon nh‘z‘l‘ cung 1’r‘ng‘
Chinh tri mua dinh mua Eé?n CESUI; thoi gian va dia
Iégi;r;}rljgh Lya chon khéi lugng mua

Hinh 3-1. M6 hinh hanh vi mua hang ciia nguoi tiéu
Noi dung cia so do:

Céc nhén t6 kich thich: 1a tit ca cac tac nhan, lyc lugng bén ngoai nguoi tidu ding co
the gdy anh huong dén hanh vi cua nguoi tiéu dung.

“Hop den y thirc” ctia ngudi tiéu dung: 1a viée tiép nhan, xir Iy cac kich thich cua ndo
bd con nguoi.

Phan ung dap lai ciia nguoi tiéu dung: 1a nhitng phan tng nguoi tiéu dung boc 19 trong
qua trinh trao doi ma ta c6 thé quan sat duogc.

Mot van dé khac can quan tim va giai dap 1a khach mua d3 va s& c6 nhirng dap tng
nhu thé nao do6i voi cc tdc dong Marketing cua doanh nghi€p va cac yéu to cua mdi trudng.
Viéc nam rd dugc nhitng nhu cau ctua khach hang doi véi nhitng dac tinh cua san pham, voi
muc gid dua ra hodc voi cac thong di€p quang cdo s€ cho phép doanh nghiép c6 duge mot lgi
thé canh tranh trén thi trudng. Do tam quan trong dé ma nguoi lam Marketing phai thuong
xuyén nghién ctru dé nam bét duogc cac mdi quan hé giira nhirng tac nhan kich thich d6 va cac

dép Gng tir phia ngudi tiéu dung. Mdi quan hé nay duoc thé hién qua mé hinh hanh vi mua
hang cua nguoi tiéu dung (xem hinh 3-1).

Mo hinh chi ra mt qui trinh qua d6 cdc tac nhan kich thich Marketing va méi truong
s€ tac dong vao y thirc cua nguoi ti€u dung Tai d6 chung s& chuyén thanh nhiing dap tmg can
thiét ciia ngudi mua. Tuy nhién do ngudi mua ludn c6 nhitng dic diém va tién trinh ra quyet
dinh mua khac nhau nén s& lam cho ngudi mua co nhitng dap tmg va hanh vi mua hang rat

khac nhau.
¢. Nhiing nhdn to anh hwong dén hanh vi mua hang ciia nguoi tiéu dung
* Cac nhan to van hoa:

Mot nén van hoa nhat dinh s€ gitp nha nghién ctru hiéu dugce nhu cau ty nhién cta con
ngudi bién thanh nhu cau cu thé nhu thé nao, vi du con nguoi ai cling ¢c6 nhu cau an nhung co
nguoi thich an banh mi, c6 nguoi thich an com...

Van hoa la nhén t0 co ban quyét dinh wéc mudn va hanh vi cua con nguoi. Nhirng
didu co ban vé gid tri, sy cam thy, va thich, tac phong va hanh vi ing xtr ma ta quan sat dugc
qua viéc mua sim déu chira dung ban sic van hoa riéng biét.

D6i khi mot nén vian hoa ciing bi anh hudng boi nhitng tic dong ciia cic trao luu vin
hoa khac. Qua trinh bién doi nay tao ra nhiing nhu cau méi va do dé6 anh huong dén hanh vi
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mua hang cia ho. Co6 nhiing trao luu van hoa mai 1a tich cyc nhung cling ¢6 nhitng trao luu
mang tinh ti€u cuc vé x3 hoi va dao dirc. Van dé ¢ day la nha quan tri Marketing phai nim rd
dugc xu huéng bién d6i ctia nén vin héa, nhitng trao lru vin hoéa méi nao co thé duge chip
nhan dé huéng san pham cta doanh nghiép pht hop v6i xu huéng vin héa d6 ciing nhu bt
kip nhitng thay ddi tich cyc ciia cac trao luu van hoa méi.

Song song do, trong mdt xa hoi bao gid cling ¢6 sy phén chia thanh céc giai tang xa
hoi va mdi giai tang 1a mot b phén tuong d6i ddng nhat, bén viing dugc sap xép theo thir bac
va ¢ chung nhitng gi4 tri, mbi quan tim va hanh vi.

Cdc nhan to xa hoi:
- Gia dinh: 1a mét tap thé co so ma sy tdc dong ciia nd cd tinh thudong xuyén, anh
huong manh m€ dén hanh vi, tng xur cia ca nhan.

Céc thanh vién trong gia dinh c6 thé anh hudng manh dén hanh vi cia ngudi mua.
Nguoi day bao (cha me, 6ng ba, anh chi, cha bac, cdu di) thuong hudéng ca nhén theo nhiing
gia tri riéng biét vé ton giao, chinh tri, kinh té, danh dy, long ty trong, ... Nhirng anh huong
nay rat siu sic va mang tinh lau dai, ké ca khi cac moi quan hé nay khong con thuorng xuyén
va vitng chic nita, dic biét & nhitng nudc ma mdi quan hé gia dinh duoc xem 13 nén tang nhu
cac nudc A Pong,

Gia dinh nho cta ca nhan gdm vo chdng con cai ¢6 anh hudng truc tiép nhidu hon dén
hanh vi mua hang thuong ngay. Mtc d¢ anh hudng cua ngudi chong va nguoi vo dao dong
trong pham vi rat rng tuy theo tirng loai san pham.

- Cac nhom anh hudng

Hanh vi cta nguoi tiéu diung ciing dwoc qui dinh boi nhitng yéu tb mang tinh chat xa
hoi nhu nhitng nhdm tham khao. Pay 1a nhiing nhém c6 anh hudng tryc ti€p hodc gian tiep
den hanh vi tiéu dung. Co6 rat nhieu nhom tham khéo anh hudng dén hanh vi tiéu dung nhu:

 Nhom than thudc: 1 nhitng nhom ma ca nhan nam trong d6 va c6 tac dong qua lai
lan nhau nhu 6ng ba, cha me, anh chi, ban bé, dong nghi€p, cong doan, doan thé va cac to
chirc xa hoi khac.

* Nhom ngudng m¢: la nhdm ma ca nhan ciing chiu anh hudng, tuy khong phai la
thanh vién nhung c¢6 udc muon hién dién trong do.

* Nhom truyén ba va lanh dao du luan: nhom nay ciing anh hudng rat 16n dén hanh vi
mua cua nguoi tiéu dung.

* Nhém bat ung: 1 nhém ma hanh vi, ing xu cua ho khong dugc sy chép nhan cta ca
nhan. C4 nhan thuorng c¢6 cac hanh dong tay chay nhiing hoat dong, hanh vi cua cac thanh
vién nhom nay, ké ca hoat dong va hanh vi mua sim.

* Nhém tién phong d6i moi. ..

- Vai tro va dia vi xa hoi

C4 nhan thudng 13 thanh vién cia nhiéu nhém xa hoi, gia dinh, t6 chirc, hiép hoi, tin
ngudng, ... Thong qua do ca nhan thé hién vai tro va vi tri ctia minh.

Vai tro bao gdm cac hoat ddng ma ca nhan mong mudn thyc hién déi véi moi ngudi
xung quanh. Moi vai tro d€u chita dyng mot dia vi phan anh sy kinh trong ctia xa hdi doi vaoi
ca nhan, phu hgp vdi vai tro cua ho.

Khéach hang s& co nhitng hanh vi mua sim rit khac biét tuy theo vai trd va dia vi khac
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nhau trong xa hdi. Mot nguoi c6 dia vi cao va vai tro quan trong trong xa hdi s€ luén co
nhiing hanh vi mua sam khac véi nhitng nguoi ¢6 vai tro va dia vi thap hon.

* Cdac nhan té ca nhan.:

- Tudi tac va cac giai doan chu ky song gia dinh: ¢ nhiing Ira tudi khac nhau, nguoi
tiéu dung s€ co nhirng nhu cau va mong muon khac nhau. Tinh chat tiéu dung ciing phu thudc
vao giai doan cua chu ky séng gia dinh. O timg thoi diém cua trang thai gia dinh ma nguoi
tiéu ding c6 nhitng nhu cau, kha ning tai chinh va s¢ thich khac nhau, do dé c6 nhitng hanh
vi va sy lya chon khac nhau trong mua sam.

- Nghé nghiép: nghé nghiép c6 anh hudng nhat dinh dén sy Iya chon san phiam. Do
tinh chat cong viéc khic nhau, con ngudi s& c6 nhitng nhu cau khac biét vé quan 4o, phuong
tién van chuyén, lwa chon noi giai tri, n uéng... Cong viéc ciing anh hudng nhiéu dén cach
thirc tién hanh viéc mua sim bai vi thoi gian lao dong va tinh chat cong viéc anh huong dén
thoi diém va thoi quen mua sam cua ho. Su khac biét vé nghanh nghé cling tao ra cac nhu cau
rat khac nhau vé san pham, chat lwong, gi4 ca va tinh cap thiét cua san pham dé.

- Trinh d6 hoc van: trinh d6 hoc vin cling tao ra cac nhu cau rat khac nhau trong gigi
tiéu dung. Trinh d6 hoc van cang cao tao ra mot xu hudng ti€u dung tién tién va hién dai hon,
c¢6 nhiéu lya chon nhiéu hon, chi ¥ nhidu hon dén thim my, chét lugng, nhan hiu, bao bi,
tinh an toan va cac dich vu kém theo, dong thoi cac nhu cau vé cac hoat dong giai tri du lich,
sach bao, am nhac, strc khoe va hoc tap ciing cao hon. Dé tién hanh tiéu dung mot san pham,
nguoi ¢é trinh @6 cao thudng bo nhidu cong st trong viée tim toi thong tin, so sanh trude khi
dua ra quyét dinh tiéu dung.

- Tinh trang kinh té: tinh trang kinh té ciia moOt c4 nhan thé hién murc thu nhdp va chi
tiéu clia nguoi do. Diéu nay c6 anh hudng rat 16n dén cach Iya chon san phém va dich vu cta
ca nhan do.

- C4 tinh: theo Philip Kotler: “Cd tinh la nhitng ddc tinh tam Iy néi bt cia méi con
nguoi tao ra thé vmg xir (nhitng phdn g ddp lai) cé tinh on dinh va nhat qudn véi méi
truong xung quanh’”.

Con nguoi co thé ¢ cac ca tinh nhu: tu tin, thin trong, khiém nhuong, hiéu théng,
ngan nap, dé dai, ndng dong, bao thu, cdi md, ... Nhitng ca tinh khac biét nay ciing tao ra
nhirng hanh vi mua hang rat khac biét.

- Loi song 16i song thé hién su tac dong qua lai cua con nguoi v6i moi trudng song

Trong thyc té c6 thé tOn tai cac dang 161 séng sau ddy: séng mon, bt nguyén, an phan, cau
tién, thanh dat, tu ky, thuc nghiém, xa hdi va bao dung.
* Cdc nhdn t6 tam ly: hién nay, cac két qua nghién ctru vé& hanh vi nguoi tiéu ding c6 anh
hudng to 1on dén khoa hoc Marketing. Tir d6, ngudi ta dua ra nim nhén t6 tam 1y c¢6 kha ning
anh huong dén hanh vi mua hang cia nguoi tiéu dung, d6 1a dong co nhan thirc, sy tiép thu,
niém tin va thi do.

- Pong co (Motivation): mot ngudi ludn ludn cé rat nhidu nhu cau khac biét tai mot
thoi diém cu thé. Poi lac nhu cdu d6 1a nhitng nhu cau sinh 1y co ban ban nay sinh tir trang
thai thiéu thdn nhu do6i, khat, lanh... ciing c6 thé d6 1a nhitng nhu cau tim Iy nhu sy mong
muén duge nhin nhan, trong vong, yéu quy, thanh dat... Hau hét 1a nhitng nhu cau d6 ludn
ton tai bén trong mdi ngudi. Tuy nhién dé c6 thé din dén hanh dong théa min mot nhu cau cu
thé, doi hoi nhu cau d6 phai c6 sy thoi thuc dit manh dé nguoi tiéu dung dua ra quyét dinh
mua hang, d6 1a dong co. Tom lai, mét nhu cau s& trg thanh dong co khi nhu cu d6 bi thoi
thiic birc thiét dén mirc 46 budc con ngudi phai hanh dong dé thoa man né.
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Theo Abraham Maslow, ¢6 nhiéu nhu ciu cung ton tai trong mot ca thé. Ching canh
tranh v61 nhau trong viéc dugc thda man va tao ra nhirng xung dot lam phuc tap thém cho qua
trinh ra quyét dinh mua. Tuy nhién, cic ca nhan s¢& thiét 1ap mdt trat ty wu ti€n cho cac nhu
cdu theo muc do cip thiét ciia chiing. Abraham Maslow da sép xép cac nhu cau d6 theo thang
thir bac dugc mo ta trong hinh 3-1.

Abraham Maslow cho rang trugc tién con ngudi ¢ ging thoa man nhu cau cép thiét
nhat. Nhu cau da dugc thoa man s€ khong con la dong luc thuc day trong hién tai nira, khi ay
nhu cau ke tiep trd nén cap thiet va trd thanh dong luc cua hanh dong.

Nhu ciu duoc tén trong
(Puogc cong nhan, dia V1)

Nhu cdu x3 hoi
(Nhu cau tinh cam, tinh yéu)

Nhu ciu an toan
(An toan — dugc bao v§)

Nhu cdu sinh Iy
(An, uong, mac....)

Hinh 3-1. Thdp nhu cau Abraham Maslow

- Nhan thuc (Perception): dong co thiic ddy con ngudi hanh dong, tuy nhién con ngudi
hanh dong nhu thé nao lai bi anh hudng boi nhirng nhdn thirc cia ho vé tinh huong cua nhu
cau. Hai ngucn c6 dong co gidng nhau trong mot tinh huong nhu cau cu thé co thé s& c6
nhitng hanh vi rat khac biét tuy theo sy nhan thic cia ho vé tinh huong d6. Tai sao con nguoi
lai nhan thirc khac biét vé mot tinh hudng giéng nhau? Ching ta ludn tiép nhan thong tin theo
nim giac quan: thi giac, thinh gidc, khiru gidc, xtc giac va vi giac. Tuy nhién, mdi ngudi
trong chung ta tiép nhan, to chirc va Iy giai nhitng thong tin d6 theo mot cach thic riéng biét,
c6 su dung kién thuc, kinh nghiém, tri nhé cua riéng minh. Vay, nhén thirc 1a mot tién trinh
ma tir 6 mot ca nhan Iya chon, t chirc va Iy giai nhirg thong tin dugc tiép nhén.

- Su tiép thu (Learning): su tiép thu thé hién nhirng thay d6i trong hanh vi ctia mot ca
nhén tir nhitng kinh nghiém ma ho d trai qua. Cac nha tdm Iy hoc cho rang hau hét nhiing
hanh vi ctia con ngudi dwoc hinh thanh do qué trinh hoc héi va tiép thu.

Con ngudi tiy thudc vao mirc do hiéu biét vé san phim cong voi cam nhan khi tiéu
ding — thoa méan hay khong thoa man — ma ho s€ c6 nhirng hanh vi rat khac biét trong viéc
tiéu dung san pham d6. Qua trinh tiép nhan thong tin, tiéu dung va ghi nhan, danh gia tur nhiéu
san pham 1am cho nguoi tiéu dung c6 nhitng kién thic va kinh nghiém vé san pham, do 1a sy
tiép thu.
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Qua trinh tiép thu nay con lam cho ngudi tiéu dung co nhitng cam nhan khac biét
trong qua trinh tiép nhan nhitng tac nhan kich thich va tir 46 dua ra nhitng phan tng tiéu dung
khac biét. Nguoi tiéu dung co thé tich lily thém nhitng quan diém tich cuc hodc tiéu cuc vé
san pham tir qua trinh tiép thu nay.

- Niém tin va thai d6 (Beliefs and attitudes): thong qua nhitng hanh dong va tiép thu
trong tiéu dung, con nguoi s€ dan dan xay dung trong tam tri minh niém tin va thai d§ hudng
den san pham. Chinh nhiing niém tin va thai d§ nay cling s€ anh huong dén hanh vi cta ho.

Niém tin thé hién y nghia cu thé ma nguoi ta co dugce vé mot sy vt ndo d6. Niém tin
c6 thé xuat phat tir nhitng nhan thirc, nhitg quan diém, nhitng hanh dong da trai qua. Mot
ngudi tiéu dung khong c6 niém tin vao nhitng dic tinh ctia san pham, vao hinh anh cia
thuong hiéu thi ho s& dé dang tir chdi san pham, nhén hiéu d6 quyét dinh tiéu ding,

Thai d6 thé hién nhitng danh gia c6 y thic, nhitng cam nghi, nhimg xu huéng hanh
dong twong ddi kién dinh ctia con ngudi ddi voi mot chu thé, mot ¥ tuong.

Niém tin va thai d6 dugc hinh thanh trong nguoi tiéu dung theo nhiéu cach khac nhau.
D61 khi con nguoi da hinh thanh mot thai d¢ tich cue vé€ mot san pham trude khi mua nd. Pac
biét dbi voi nhitng san pham can mot quyét dinh mua nhiéu can nhic nhu nhiing san pham dit
tién, phan dong nguoi tiéu dung xay dung mot niém tin va thai do tich cuc ddi v6i san phim
trude khi ra quyét dinh mua. Nguoc lai, dbi v6i nhiéu san phém khac, niém tin va thai do chi
duogc hinh thanh trong nguoi ti€u dung qua mdt qua trinh su dung.

3.1.2. Tién trinh ra quyét dinh mua ctia nguoi tiéu ding

Tién trinh ra quyét dinh mua hang cia ngudi tiéu dung 1a mot chudi cac hanh dong
thong qua d6 nguoi tiéu dung thu thap, phéan tich thong tin va dua ra cac lya chon gitra cac san
pham hay dich vu. Tién trinh nay bao gdm 5 giai doan co ban: Nhan thirc van dé; Tim kiém
thong tin; Panh gia cac lya chon; Quyet dinh mua; Hanh vi sau khi mua.

Nguoi tiéu dung chi sir dung mo hinh nay khi mua méi mot san pham trong khi cac
cudc mua sam thong thuong khac thi ho c6 thé bo qua hoac lam nguogc lai mot s6 budc trong
giai doan nay.

a. Nhin thirc vin dé

Day 1a giai doan ma ngudi tiéu dung nhan ra rang ho dang cé nhu cdu va mong mudn
chua dugc dap tng. Su nhan thure nay c6 theé do tac dong tir cac yeu to bén ngoai hodc tir cac
tac nhan kich thich bén trong. Vi du khi ta d6i ta c6 nhu cau an va mdt phan cua nhu cau nay
c6 theé tdc dong tr mui vi hap dan cia moén an.

b. Tim kiém thong tin
Sau khi ngudi tiéu dung nhan ra nhu cau va mong mudn cé duge mot san phim hay

dich vy ndo do thi cac thong tin lién quan dén no s& duogc thu thap. Cac thong tin ma nguoi
tiéu dung thuong quan tAm nhu san pham, chét lugng, nhan hiéu, kich ¢&, mau sic..

Cac thong tin 1am co s& dé nguoi ti€u dung 1€n danh sach lya chon cé thé dugce thu
thap tur nhi€u nguon nhu tr ban bé, ngudi quen, internet, bao chi, ... hay c6 thé tr tiep xuc, st
dung san pham.

c. Danh gia cdc lya chon

O giai doan nay nguoi tiéu dung da cé di nhitng thong tin can thiét dé danh gia cac

phuong an khac nhau trong viéc Iya chon san pham. Thong thuong dé Iya chon mdt san pham
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nguoi ti€u dung s€ chi y dén cac thudc tinh nhu mirc gia, do bén, tinh ndng, ki¢u dang, mau
sac...

d. Quyét dinh mua

Sau khi dé lya chon duoc san pham phil hop nhat v6i sy mong d¢i cua minh, ngudi
tiéu dung sé ra quyét dmh mua. O giai doan nay, c6 ba yéu t6 quan trong cé thé anh hudng
dén hanh dong mua sdm, d6 1a noi mua, hinh thic thanh toan va sy hién hiru cia san pham
dugc lya chon thong qua cac phuong tién truyén thong,

Can phén biét gitra ¥ dinh mua va quyét dinh mua. Y dinh thudng bi anh hudng boi
cac tac dong bén ngoai nhu quan diém cia ngudi khac va thuong khong co tinh thoi thuc
nguoi mua. Trong thyc t€ c¢d nhieu ngudi cd y dinh mua nhung c6 thé khong quyét dinh mua.

e. Hanh vi sau khi mua

Sau khi mua, nguoi ti€u dung c6 thé hai long hodc khong hai long vé san pham. Ho
hai long khi san pham théa man mdt cach tot nhat sy cho doi cua ho, tir d6 s€ dan dén hanh
dong mua lap lai va ho s€ gidi thi€u cho nguoi khac biét vé san pham do.

Khi ngudi tiéu ding cam thay khong thoa man véi san pham da mua, ho s& tir bo hodc
chuyen sang nhan hiéu khac, dong thoi c6 thé ho sé& lan truyén thong tin bét loi cho nha san
xuat. Nhu vay, cong viéc cta nhiing nguoi lam Marketing khong két thuc khi san pham da
dugc ban ra ma con phai kéo dai ca dén giai doan sau khi mua.

3.1.3. Hanh vi mua ciia khach hang t6 chirc
a. Nhitng ngwoi tham gia vao qud trinh mua hang

Viéc mua hang cua doanh nghiép la mdt cong vi¢c phuc tap, cé su tham gia va anh
huong tir nhiéu cd nhan, nhiéu by phan trong va ngoai doanh nghiép do. Ho c6 the¢ dam nhiém
mot hodc nhi€u vai tro sau day:

- Ngudi sir dung: 1a nhirng thanh vién trong doanh nghi€p s& str dung san pham hodc
dich vu duoc mua. Trong nhiéu truong hop, nhirng nguoi s dung 1a nhiing ngudi dva ra cac
dé xuat mua hang va dinh ra cic qui cdch san pham s& duoc mua.

- Nguoi anh hudng: 1a nhiing thanh vién trong doanh nghi€p cé anh huong den quyét
dinh mua. Nhimg nguoi ndy thuong trg gitip xdc dinh qui cach san pham va cung cap nhiing
thong tin can thiét cho viéc do ludng cac lya chon. Céc k¥ thuat vién ciing 1a nhitng nguoi co
anh huong quan trong nhat dinh dén quyét dinh mua.

- Nguoi mua: 1a nguoi thuc hi¢n cong viéc mua hang. Pay la nguoi c6 nhi¢m vu lya
chon nha cung Gng va chuan bi cac dicu kién mua hang. Nhitng ngudi mua nay cé thé giap
dinh hinh cic qui cach san pham, tuy nhién nhiém vu chinh cta ho 1a chon nha cung tng va
dam phan.

- Nguoi quyét dinh: 1a nhitng nguoi trong doanh nghiép c6 quyén han trong viéc lya
chon va thong qua su lya chon nha cung tng sau cung. Poi vdi cac tinh huong mua thong
thudng, nguoi mua cé the 1a nguoi quyet dinh, chang han ngudi mua la gidam doc hodc ke toan
trudng,

b. Cic loai quyét dinh mua va tién trinh ra quyét dinh mua

Khéach hang 1a t6 chic khi mua thudng d6i dién voi mot loat cac quyét dinh. S6 luong

cac quyet dinh nay tuy thudc vao dang tinh huong mua. Cé ba dang tinh huéng mua cu thé:
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- Mua hang 1ap lai khong c6 thay d6i: day 1a tinh huong ma ngudi mua glao hang don
dit hang 1ap lai vé mot san pham dd mua va khong kém theo bat cir mot sy thay d6i hay diéu
chinh nio ca. O tinh hudng nay bo phan mua hang ctia doanh nghiép (thuong 1a phong vat tu)
tu xu ly theo céc thu tuc thong thudng. Ngudi mua lya chon nha cung tmg theo mét danh sach
c6 san va sy lya chon ndy tiy thudc vao mirc d6 thoa man trong nhing lan mua trude.

- Mua hang lip lai c¢6 diéu chinh: trong trudong hop nay ngudi mua dua don hang lap
lai c6 kém theo nhirng thay d6i lién quan dén tinh ning, qui cach san pham, gi4 ca va nhirng
diéu kién cung tng khac hodc c6 thé thay thé cac nha cung cép khéc.

- Mua méi: ddy 1a tinh hudng ma nguoi mua tién hanh mua san pham va dich vu lan
dau tién. Thong thudng doanh nghiép phai d6i dién v6i nhitng doi hoi vé san pham mai, do do
ho phai c6 nhu cdu mua san pham méi. O ddy yéu cau doanh nghiép phai thong qua nhiéu
quyét dinh lién quan nhu quy cach san pham, tim kiém va lya chon nha cung tmg, cac van dé
vé gia, hinh thirc thanh toan, s6 lugng hang dat, thoi gian giao hang va cac dich vu kém theo.

c. Tién trinh ra quyét dinh mua ciia to chirc

- Nhén biét vin dé: t6 chirc nhan thirc hodc c6 nhu cau vé san phdm hay dich vu phuc
vu nhitng muc dich riéng cua doanh nghi€p nhu san xuat kinh doanh, dong vién nhan vién,
quang cao, ... Tien trinh ndy c6 theé do nhitng tdc dong bén trong hay bén ngoai doanh nghiép.

- Phac hoa tong quét nhu cau: sau khi nhan biét van dé nguoi mua tién téi xac dinh qui
cach, khdi luong vé san phdm can mua.

- Tim kiém nha cung tng: ngudi mua sé 1ap cac danh sach nhitng nha cung tmg c6 uy
tin va co kha ning dap ung dugc nhirng yéu cau dit ra cia to chic nhu: khéi lugng, chat
luong, gia ca, phuong thirc thanh toan, thoi gian va diéu kién giao hang, ...

- Dé nghi chiao hang: ngudi mua s& moi cac nha cung Gng theo danh sach duoc lya
chon guri hinh anh vé san pham, hang mau va dai di¢n ban hang kém theo dén trinh bay theo
yéu cau.

- Lua chon nha cung tng: trong giai doan nay, nguoi mua s€ phén tich cac hd so chao
hang dé tir d6 lya chon nha cung tng dat yéu cau t6i uu nht.

- Lap don dat hang: trong don dat hang bao gdm cac ndi dung nhu chi tiét ky thuat,
khdi Iugng can ding, gia ca, thoi han giao hang, phuong thirc thanh toan va cac dich vu sau
khi bén, ...

- Péanh gia hiéu qua: ngudi mua c6 thé danh gia hiéu qua bang viée tiép xac voi nguoi
sir dung thanh phdm dé xem mirc d6 hai long cua ho. Qua viéc nay, ngudi mua méi tinh dén
chuyén mua tiép, diéu chinh hay khudc tir ngudi ban nhitng lan tiép theo.

3.2. CHIEN LUQC MARKETING CUA DOANH NGHIEP
3.2.1. Cac khai niém va vai trd ciia chién lugc Marketing
a. Cac khdi ni¢gm
) Chién lwgc la mét chuwong trinh hanh dong tong quat nham hwong 101 nhitng muc tiéu
nhat dinh. Noi dung cua n6 bao gom nhirng muc ti€u dinh hudng then chot, nhirng cam két vé

nguén luc ¢ thé huy dong va mot hé théng cac chinh sach lién két, tuan thu khi st dung
nguon lyc nham thyc hién nhitng muyc tiéu da dinh cta t6 chirc.
Ké hoach héa chién lwoc la mét qud trinh quan li nham duy tri va phat trién sw thich

nghi chién hroc gitta mot bén la cac muc tiéu va nguon lyc cua t6 chire, voi mot bén la cic co
héi Marketing day bién dong. N6 dua vao sy phat trién cac chirc ning kinh doanh ciia doanh
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nghiép huéng theo nhitng ¥ dd va muc tiéu cy thé, trén mot hd so kinh doanh viing chic 1a hé
thong cac chién luge bd phan thong nhat.

Marketing chién lwoc la mot triét li kinh doanh, nham vao nhitng cach thirc doi véi
canh tranh dé hy vong dat dwoc nhitng muc tiéu Marketing cua té chirc. N6 bao gom cac bo
phéan chién lugc chuyén biét li€én quan dén thi truong muc ti€u, Marketing hon hgp, chuong
trinh hanh dong Marketing va ngan sach Marketing cho tirng chién lugc cu the.

b. Vai tro

Tinh ddc dao va vuot trdi ciia Marketing chién lugc duoc thé hién & nhitng vai tro dac
trung co ban:

- Trung tdm chu y dic biét danh cho két qua dai han.

- Xéc nhan vai tro ctia cac cdp san pham — thi truong khac nhau qua timg thoi ky.

- Can thiét phai st dung thudng xuyén nhing yéu t6 thong tin trén toan bo hoat dong
kinh doanh ctia doanh nghiép (tai nguyén, san xuat, cong ching, vin hoa, ddi thu. .

- Chién luoc Marketing c6 sy anh hudng va tac dong déng loat, théng nhit vao cac
linh vuc hoat dong khac nhau ctia doanh nghiép.

- Trong viéc d6i phod v6i cac moi truong bién dbi va canh tranh gay git, Marketing
chién lugc gilt vai tro quan trong va quyét dinh dé danh lgi thé canh tranh, tao da tang truong
nhanh chong.

- Marketing chién lugc giit vai trd then chdt va trung tim trong hoach dinh chién luoc
chung cua doanh nghi€p. N6 lam nhi€ém vu phoi hop gitta cac chién lugc by phan nhu san
xudt, nhan sy, tai chinh va la cau noi lién két gitta cac hoat dong chién lugc ciia doanh nghiép
v6i nhu cau ciia khach hang.

3.2.2. Qua trinh lap ké hoach chién lwgc Marketing

Muc tiéu ciia mot ké hoach 1 xac dinh mot cach c6 hé théng va khach quan nhirng de
doa va co hoi co thé tac dong dén tuong lai cia doanh nghi€p, dya trén nhimg thong tin hiru
ich va nhirng quyet dinh th1ch hop nham phong tranh rdi ro va tan dung khai thac co hoi thi
trudng, Qua trinh nay bao gom cac giai doan: Panh gia, phan tich tinh thé; Xac 1ap muyc tiéu;
Phéc thao hd so kinh doanh; Hoach dinh chién lugc Marketing.

a. Ddnh gid, phén tich tinh thé

Trén co sé cac nguén tai liéu thu thap vé qua khi, hién tai va twong lai cia doanh
nghi¢p, co the tién hanh cac phan tich vé anh hudng cua moi truong kinh doanh vi mé va vi
mo, kha nang va gidi han cia doanh nghiép trude nhitng de doa va co hoi thi truong.

Phan tich méi truong kinh doanh

- Xac dinh nhitng bién s6 then chdt trong timg nhén té thudc moi truong vi mo va vi

- Phan tich va dy doan nhiing thay ddi chu yéu trong méi truong. Trén co s nhiing
thay d6i d6 ma c6 thé xuat hién nhiing de doa va co hoi.

Phan tich san pham — thi trudng cua doanh nghiép

Nham danh gid mirc cung, mirc cau cua san pham va su tdc dong qua lai gitra chiing
trén thi truong. Cu thé:
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- Xac dinh s6 cau cho ting tong thé hodc tirng phan khuc thi truong - Cac dic trung
cua khach hang

- Cac vung manh, yéu ctia ddi thu canh tranh.

- Kha nang tap trung va phan hoa canh tranh...

Phan tich ning luc ctia doanh nghiép: 1a danh gia kha ning c6 thé nim bat dugc va
lam chu dugce thoi co dén v6i doanh nghiép. DE danh gid nang lyc nguoi ta thuong s dung
cac ban kiém ké nhén t6. Can chon nhirng nhan t6 thich hop v6i muc ti€u cudi cung 14 nham
duy tri hay tranh thi mét lgi thé canh tranh. Co6 thé danh lgi thé canh tranh bang cac cach nhu:

- Danh thi phan 16n dé khdng ché thi truong

- Phat trién san phdm méi

- Thiét 1ap kénh phan phéi manh

- C6 tai chinh viing manh

- C6 kha ning tac dong dén ngudi tiéu thy. .

Loi thé canh tranh chi c6 thé danh duoc khi ¢ sy trong tng gitra nang luc cua doanh
nghi¢p véi co hoi thi truong. Sy tuong ung do co trong mot thoi diém nhét dinh, néu doanh
nghiép khong kip thoi ndm bat thi ctra chién luoc tiém ning s& troi qua va sé 1a cua cac doanh
nghi¢p khac.

b. Xdc dinh muc tiéu cua doanh nghiép

Nhiém vu ctia doanh nghiép phai dugc thé hjén cu thé béng cac muc tiéu kinh doanh
va chién lugc Marketing. Nhitng muc tiéu co ban nhat thuong la:

- Tang loi nhuén: ting lgi nhuén bang cach ting doanh s hoic giam chi phi kinh
doanh. Mudn tang doanh s6 doanh nghiép c6 thé tang thi phan hodc tang gia ban san pham.
Tuy vao tinh hinh thi truong va vi thé cia doanh nghi¢p ma thyc hién muc ti€u nay.

- Gianh vi thé canh tranh: bang cach dat miic ting trudng cao vé doanh sd, san lugng
va lgi nhuan. Tang thi phan va ting cudng tap trung héa san xuét.

- An toan trong kinh doanh: cing ch nhiing linh vuc kinh doanh chiém vu thé va 6{1
dinh. Manh dan mao hiém dau tu khi thoi co dén va chi dong phong tranh nhiing rii ro ¢6 thé
duoc du bao trudec.

¢. Phdc théo chién lwgc Marketing

Khi cac nhiém vy va muc ti€u cua doanh nghiép da dugc xac dinh, can tién hanh phan
tich cac hoat dong kinh doanh ctia né dé dua ra nhitng quyét dinh vé san pham, thi trudng cho
thich hop nhat v&i nhitng diém manh va diém yéu cta doanh nghiép trudc cic co may va
hiém hoa xuat hién trong méi trudng hoat dong. Phac thao chién lugc c6 hai noi dung chir yéu
sau:

Phén tich hd so kinh doanh hién tai va quyét dinh ra soat lai nhitng hoat dong kinh
doanh mtii nhon, can tiép tuc gia taing ngudn lyc. Con nhitng hoat dong kinh doanh giam sut
hodc cam chimng thi thuc h1en phan tich ma trdn BCG (phuong phap hoach dinh hé so bang
phuong phép ma tran ndi tiéng ctia nhom tu vin Boston va cong ty General Electric).

d. Hoach dinh Marketing — mix va chwong trinh hanh dong Marketing
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Dé thuc hién chién luoc dinh vi, tao ra mot sy khac biét trong nhan thic ciia mdi
nguoi ti€u dung vé san pham cua doanh nghi¢p so vdi doi thu canh tranh, nhat thiét phai su
dung Marketing hon hgp (Marketing — mix).

Viéc phac thao Marketing — mix lién quan dén hai quyét dinh thudc vé ngan sach va
dinh mtrc phan phoi tong ngan sach danh cho ting bo phan ciia Marketing — mix (san pham,
gia, phan phoi, xuc tien).

Marketing — mix 14 tip hop céc cong cu, cac bién sd c6 thé kiém soat dugc ma doanh
nghi¢p phoi hop sur dung dé tao nén su dép ung can thiet trong thi truong muc tiéu.

Cubi cung chién lugc Marketing phai duoc chuyén thanh nhitng chuong trinh hanh
dong chuyén bi¢t. Cac chuong trinh hanh dong can luén dugc danh gid va dicu chinh kip thoi
qua turng thoi ki, trudc nhitng van dé mdi va co may mdi phat sinh cia moi truong Marketing.

3.2.3. Cac loai chién lwgc Marketing canh tranh

Pé thanh cong trong kinh doanh, doanh nghiép phai thyc hién viéc lam vira long
khach hang tot hon so voi d6i thi canh tranh. Vi vay, cac chién lugc Marketing cua doanh
ngh1ep phai thich ing chang nhirng voi nhom khach hang muc tiéu, ma con voi ca toi nhiing
chién luoc cua cac d6i thu canh tranh, von ciing dang phuc vu cho nhiing khach hang trong
tam d6. Dya trén tam ¢& va sy dinh vi trong thi trudng, doanh nghiép phai tim ra nhing chién
lwgc thich hop, cho phép dat dugc nhiing loi thé canh tranh hitu hiéu nhat.

Mdi doanh nghiép ddi véi ting loai san pham hodc thi truong khac nhau cé thé c6
nhitng vi thé canh tranh khac nhau. Ho c6 thé 1a nguoi dan dau thi truong hoac thach db thi
trudng, ma cling co thé 1a nguoi bam theo thi truong hodc dién khuyét thi truong. O mdi vi tri
khac nhau, mdi doanh nghiép theo dudi nhirng chién lwgc Marketing canh tranh khac nhau.

a. Céc chién lwpc Marketing ciia nha dén dau thi truong

Nha d?ln dﬁq thi truong 1a nhitng doanh nghiép chiém thi phan I16n nhat trong thi
truong san pham nhat dinh.

N6 thuong dan dau vé sy thay d6i gia, san pham méi, khoi lugng phan phdi va cudng
dd cua hoat dong xtic tién. Ho 1a diém dinh hudng cho cac ddi tha khéc thach thire, bat chudce
hodc lang tranh. bé gilt gin va bao vé vi tri uu thé vugt troi cia minh, nha dn dau thi trudng
thuong ap dung cac loai chién lugc sau:

M¢ rong thi truong: nhitng doanh nghiép vao loai hang dau luén luén mé rong thi
truong lon nhit, nén ho dugc loi nhidu nhat khi téng s6 nhu cau thi truong tang 1én. Ho ludn
tim moi cach dé gia ting sb ngudi sir dung mdi, gia ting nhirng cong dung méi cho san phim
va gia ting cuong do st dung san pham.

Béo vé thi phan chiém gur trong lic cb gang m¢ rong quy mo thi trudng, doanh
nghiép din dau ludn pha1 canh gidc chéng lai sy tan cong cua cac dbi thii canh tranh, bang
cach lam mdi lién tuc ve san pham dich vu, phan phdi va giam gia nhim gia tang hiéu qua
canh tranh va gia tri thuc sy d6i v6i khach hang. Phong thi chic chin nhét 1a sy tin cong hay
nhét, vi vay ho thudng st dung céac chién luge:

- Phong tha vi thé: dung cac chién lugc bang cach 1iy cac thé manh cta doanh nghiép
dé bao vé mot vi tri hodc mdt san pham hién tai.

- Phong thu bén suon: phat hién khe ho va diém yéu cia dé dé phong su tdn cong bat
ngo cua doi phuong.
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- Phong tha chin trude: chi dong tung ra mot sy tin cong chdng lai d6i thu, trude khi
ho c6 thé tan cong vao doanh nghi€p. Pua doi phuong vao theé bat an va tu v¢ bi dong.

- Phong thu phan cong: khi vi thé ciia nha din dau thi truong bi tin cong, mot cude
phan cong c6 hi¢u qua co6 thé 1a tan cong truc dién hodc khai thac triét dé diém yeu cua ho.

- Phong thi co dong: 1a sy mé rong dén cac thi truong tiém nang, noi s€ trd thanh co
sO cho su phong thu va tan cong trong tuong lai cua doanh nghiép.

- Phong thii co cum (rit lui chién lugc): tir bo nhiing vi thé yéu kém va tai phan chia
tiém lyc tap trung vao nhitng vi thé manh hon, nhim cing ¢ sitc manh canh tranh va bao vé
vi tri then chét ctia minh.

M¢ rong tan suat cta timg phan khuc thi truong: nham muc dich cai thién va gia ting
kha nang sinh lgi theo cac hudng:

- Doanh nghiép can ha thip chi phi don vi san pham trong mbi quan hé véi téc do gia
tang thi phan (loi the san xuat quy mo 16n).

- Doanh nghi€p c6 kha nang cong hién cho mdt san pham nao do6 cé chat lugng cao
vuot trdi voi mot muic gia cao ddc biét, du trang trai chi phi dé dat mot mirc 1gi cao hon hién
tai.

b. Cic chién lwoc Marketing ciia nguwoi thich do thi truong

Nhitng nha thach d6 thi trudong 1a nhitng doanh nghiép thudng dimg sau cac doanh
nghiép dan dau thi trudng, ho c6 thé 1a hang nhi, hang ba trong nganh. Ho ning nd tan cong
cac d6i thu canh tranh d¢é gianh dugc phén thi truong nhiéu hon. D6i tha tin cong cua ho 1a
mat trong s ba dbi tugng:

- Nha dan dau thi truong: tin cong ¢ nhitng diém yéu va so ha.

- Pi thu cing ¢& v6i minh: tin cong vao nhitng hoat dong ciia ddi thu ngang bang véi
doanh nghi¢p nhung khong thanh cong hodc ycu kém vi kha nang tai chinh.

7 - Cac doanh nghiép nho & dia phuwong va khu vyc: thu tom cac di thi nho dé phat
trién thi truong rong 16n va phuc vu khach hang hi¢u qua hon.

Vian dé then chdt va quyét dinh 1 van dé phan tich, danh gia va lya chon ddi thu canh
tranh chinh xac va thich hop. Trén co s& d6 quyét dinh muc tiéu va chién Iugc tan cong hitu
hiéu nhat. Cac chién lugc ma cac doanh nghiép thach do thi truong thuong st dung:

+ Tan cong truc dién: tap trung toan bo nguén luc dé chéng lai d6i thu. Chién lugc nay
thuong la nham vao sé truong va wu thé cia doi thu.

+ Tén cong suon: tin cong vao nhing diém yéu va so hd ciia dbi tha. Chién luoc nay
thuong dugc st dung khi doanh nghiép co it tiém lyc hon doi thu.

+ Tén cong bao vay: la cude tAn cong toan dién trén nhiéu tran tuyén, budc déi thu
phai phén tan lyc luong dé d6i pho trén nhidu dia ban va linh vyc khac nhau. Doanh nghlep
chu truong cung cap moi thtr cho khach hang ma dbi thu dang déap tng dén mirc khong thé tir
chdi duge vi sy m&i mé va hap dan cia né. Chién luge nay rat ¢6 ¥ nghia khi nguoi thach d6
c6 tiém ndng cao hon va tin rang cudc bao viy d6 du sirc pha v& thanh tri ma d6i phuong
dang nim giir trén thi trudng.

+ T4n cong dudng vong: 1a mot chién lugc canh tranh gian tiép tranh dugc viée duong
dau truc di€n voi doi thu canh tranh. Cac phuong phap trong chién luge nay:

* Da dang hda vao nhitng san pham khong lién quan gi v4i san pham cua doi thu.
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* Pa dang hoa vao nhitng vung thi trudong moi
* Nhay vot vao nhitng ki nghé mgi dé thay thé san phim hién hanh.

- Tan cong du kich: 1a trién khai nhitng cudc tan cong nho, dinh ki dé¢ lam suy ycu
tiém lyc cua do6i thu véi hi vong dan dan s€ cing co va chiém linh dugc thi truong ctia doi
thu.

c. Cdc chién lwgc Marketing ciia ngwoi di theo thi truong

Khong phai tit ca cac doanh nghiép hang nhi déu lya chon con dudng thach thic va
d6i choi v6i nha dan dau thi truong, vi d6 1a con dudng day mao hiém va t6n nhiéu chi phi.
Do vdy, nhiéu doanh ngh1ep chon di theo nha dan dau thi truong, mo phong theo san phdm
cta cac doanh nghiép dan dau. Cac phuong an cha yéu trong chién luoc:

- Theo sat: ngudi di theo thuong theo sat nha dan dau trong nhiéu phan khuc thi
truong. Bén ngoai ho ¢6 vé 1a mot ngudi thach thirc nhung thyc chét rit mém déo, khong hé
ngin trd va va cham tryc tiép v6i nguoi dan dau. Ho thudng chu trong nhirng hoat dong kich
thich dé tac dong vao thi truong nhu 1a khuyén mai, ho thuong dua vao sy dau tu cac chién
luoc Marketing ctia ngudi dan dau thi truong.

- Theo cach mot khoang xa: ngudi di theo duy tri mot sd khac biét, nhung van di theo
nha dan dau trong pham vi cach tan chu yéu vé thi truong, san pham, gia ca, phan phdi, ... Ho
dugc nha dan dau chap nhan, khong can tré ké hoach va vai trd lanh dao thi truong. Ngucn di
theo khoang xa thuong dat dugc su tdng trudng thong qua viéc mua lai nhitng doanh nghi¢p
nho hon trong nganh.

- Bam theo ¢6 chon loc: ho c6 thé theo sat nha dan dau & mot vai phuong dién nay va
trén mot sd phuong dién khac ho di theo nhiing cach thirc ctia minh. Ho ¢c6 thé thuc hién su
cach tdn hoan toan nhung tranh canh tranh tryc tiép va chi di theo nha din dau khi chéc chin
¢6 loi. Ho c6 thé tré thanh ngudi thach thirc twong lai d6i voi ngudi dan dau thi truong khi da
strc manh tin cong.

Chia khéa dé di dén thanh cong ciia ho 1a sy thong minh va khéo 1éo trong phan khic
thi truong, tap trung vao cong tac nghién ctru thi truong dé dat hi€u qua cao trong cach doi
mai san pham, nhan manh muc ti€u lgi nhuédn hon 1a xac suat c6 dugce cia tung phan khic.

d. Chién lwoc ciia nguwoi dién khuyét thi truong

Nguoi dién khuyét thi truong 1a nhitng doanh nghiép nho, chiém linh nhitng chd tréng,
khe hé cua thi truong va tranh dugc nhiing dung cham, canh tranh véi cac doanh nghiép 16n
trong viéc théa man mdt nhu cau nhat dinh cua thi truong, dya trén sy cung ing hiéu qua hon
va toan dién hon nhirng nhu cau cé bi¢t va da dang cua khach hang.

Viéc dién khuyét thi truong chang nhiing c6 lgi cho nhitng doanh nghiép nhé ma con
¢6 loi cho ca nhirng chi nhanh va doanh nghiép 16n khong c6 kha ning dap ting day du va co
hidu qua moi yéu cau vé san pham, dich vu cua thi truong. Nhitng ké ho 1y twong can dam
bao:

- C6 quy mo6 du 16n va mang lai 1gi nhuén

- C6 tiém ning ting trudng va khai thac hiéu qua.

- Khong duoc nha dan dau thi trudng quan tim, dé y.

- Phu hop véi k¥ nang va tai lyc phuc vu cia doanh nghiép.
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- C6 kha niang phong thi, bao vé dugc doanh nghiép chdng lai cudc tan cong cua cic
d61 tha khac.

Tinh chuyén mén héa cao 1a mot lgi thé trong dién khuyét thi trudng. Cac doanh
nghiép can phai dat dugc mdét trinh d6 chuyén mon hoa hodc trong mdt khuc tuyén thi truong,
hodc mdt loai san pham, dich vu nhat dinh.

Tom lai, du 1a doanh nghiép dan dau, thach d6, bam theo hay dién khuyét thi truong,
thi moi doanh nghiép déu phai nghién ctru va lya chon cho minh nhitng chién Iugc Marketing
canh tranh va dinh vi c6 hiéu qua nhit, nham chéng lai cac d6i tha canh tranh va thich ngh1
lién tuc véi su thay d6i nhanh chong ctia moi trudong kinh doanh. Muyc tiéu co ban va cudi
cung cua chién lugc 1a phai dam bao cho doanh nghiép dat dugc sy dép tmg va thoa man nhu
cau cua khach hang mot cach t6t hon va hiéu qua hon so véi dbi thu canh tranh cta minh.

TOM TAT KIEN THUC

Nghién ctru hanh vi ciia khach hang dugc xem 1a ndi dung quan trong nhit ctia nghién
ctru Marketing. Nho nghién ctru nay, nhitng ngudi 1am Marketing ¢ thé giai dap nhiing cau
hoi mang tinh chat nén tang cho viéc dé xut cac chién lugc Marketing. Hanh vi khach hang
duogc chia 1am 2 loai: hanh vi ngudi tiéu ding va hanh vi to chirc.

Hanh vi mua hang ciia nguwoi tiéu ding la hanh vi mua moét san phdm cu thé hay mét
dich vu nao do nham muc dich théa man nhu cau ca nhdn hodc cua gia dinh ho.

Nhiing nhén t§ anh huéng dén hanh vi ciia nguoi tiéu dung: van hoa, xa hoi, ca nhan
va tam ly. Moi nhén t6 c6 nhicu yeu to6 nho tdc dong rat l1o6n vao hanh vi ciia nguoi tiéu dung
va anh huéng dén qua trinh quyét dinh mua cua ho.

Qua trinh ra quyet dinh mua ctua nguoi tiéu dung thuong tra1 qua 5 giai doan: nhan
thirc vin dé -> tim kiém thong tin -> dénh gia cac lya chon -> quyet dinh mua -> hanh vi sau

khi mua. Tuy tirng san pham va thoi diém mua ma c6 thé mot s6 giai doan bi bo qua trong qua
trinh mua.

T chirc 1a mot nhom nguoi thuc hién cung mét myc ti€u chung, nén hanh vi mua cia
ho thuong chiu anh hudng boi cac nhan td nhu: nguoi tham gia vao qua trinh mua, nguoi sir
dung, ngudi anh huong, ngudi mua va ngudi quyét dinh. Do viy qua trinh ra quyét dinh mua
ctia ho ciing khac véi qua trinh quyét dinh mua ctia mot ¢4 nhan. Qua trinh ra quyét dinh mua,
thuong theo trinh ty nhu sau: nhan biét van dé -> phéac hoa téng quat nhu cu -> dinh chi tiét
k¥ thuat san pham -> tim kiém nha cung mg -> d& nghi chao hang -> lya chon nha cung tng -
> lap don dat hang -> danh gia hi¢u qua.

Xay dung chién lugc chung ciia doanh nghiép bao gdm cac ndi dung xac dinh muc
tiéu cua doanh nghiép, dé ra nhiém vu cho doanh nghiép, ké hoach phat trién linh vuc kinh
doanh va timg nganh san xuat phai xay dung ké hoach Marketing cho tirng hang hoa, nhan
hidu va thi trudng. Tir d6, doi hoi doanh nghiép phai thiét 1ap mot quy trinh 1ap chién luoc
Marketing.

Mot sb chién lugc Marketing canh tranh phd bién nhu: chién lugc Marketing ctia nha

dan dau thi truong, chién luge Marketing ctia nguoi thach d6 thi truong, chién luoc Marketing
cua nguoi di theo thi truong, chién lugc Marketing cua nguodi dien khuyet thi truong.
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CAU HOI ON TAP
1. Phén tich nhitng yéu t6 co ban anh hudng dén hanh vi mua cia nguoi tiéu ding?

2. Hay néu trinh ty cac budc cua qua trinh ra quyét dinh mua cua mét san pham ban mua gan
day? Néu mua lai, giai doan nao ban s€ bd qua, vi sao?

3. Doanh nghiép mua tu li¢u san xuat phai trai qua cac giai doan nao trong tién trinh mua. Tai
sao?

4. Chién lugc 1a gi? Hiy néu cac chién lugc Marketing canh tranh?

BAI TAP TINH HUONG
Chién lwgc Marketing ciia ca phé hoa tan G7

Niam 2004, cong ty ca phé Trung Nguyén quyét dinh tung san pham ca phé hoa tan vai
nhédn hiéu G7 vao thi truong. Khach hang muc tiéu ma Trung Nguyén mong mudn phuc vu 1a
can bo cong chirc, nhan vién vin phong tap trung tai cic thanh pho 16n ciia Viét Nam nhu Ha
Noi, Hb Chi Minh, Can Tho, Pa Ning, Hué,... Dbi thu chinh ma Trung Nguyén mudn dbi
déau 1a Nescafe cua cong ty TNHH Nestlé Viét Nam. Nham 16i kéo khach hang va chiém linh
thi phﬁn, Trung Nguyén da thiét 1ap mot chién lugc Marketing manbh, tir sy kién gigi thiéu san
pham dén chién dich ban hang.

Diém manh cia G7 1a gi? G7 la san pham cua Trung Nguyén, san pham cua Viét
Nam. Nescafé 1a san phdm cua Nestlé, san pham nudc ngoai. Tinh than déan toc ludn 1a mot vii
khi lgi hai. Trong viéc khoi day tinh than dén toc, thuc day nguoi Viét dung hang Viét, CEO
Ding Lé Nguyén Vii ciia Trung Nguyén da lam rét tét. Diém khaic biét gitra cach thudng thire
café cua nguoi Vi¢t va ngucn nuge ngoai la nguoi Viét udng café manh hon rat nhiéu.
Nescafé dugc 1am voi hwong vi qudc t& hoa nén kha nhat hon so voi khau vi ciia nguoi Viét
Nam. Nhung Nestlé d4 tung ra nhitng san phdm dugc ban dia hoa nhu Nescafé-Café Viét véi
khau hiéu: “Café manh, cho phai manh”. Pay la mot dinh vi hay. G7 phan phéo bang “Manh
khong dii, phai ding gu”. Don danh tra nay khong tring. Pon gian vi néu ding “gu”, khong ai
dung café hoa tan. G7 phai thyc hién cach khac. Loi thé ciia G7 1a xuit phat diém tir vung dat
trung tdm café cua Viét Nam - Buon Ma Thuot, G7 nén tdp trung chiém linh tir café Viét “thu
thiét”. G7 khong dung dau & mang café hoa tan, nhung ciing da chiém duogc vi tri s6 1 & thi
phan café hoa tan 3 trong 1. G7 can phai chiém linh vi tri s6 1 tai thi phan café 3 trong 1 mot
cach bén vitng va vuogt troi so v6i Nescafé trude khi mo rong cudce tAn cong sang cic mat trin
khac. Va lgi diém 16n nhat cia G7 so voi Nescafé nam ¢ thuong hiéu me. Trung Nguyén la
cong ty chuyén vé café. Nestlé 1a cong ty san xuét café, sita, kem va nhitng san pham khac.
Xét riéng vé mat thuong hiéu, Trung Nguyén tdp trung vao café hon. Pay 1a mot lgi thé.
Gibng nhur mot bac si da khoa va mot bac si chuyén vé tim. Trén thyc té bac si tim c¢6 luon
ludn gioi hon bac si da khoa trong linh vye tim hay khong? Chua chic! Nhung bénh nhan co
van dé vé tim chic chin s& tim dén bac si tim. Day la diém khac biét ma Trung Nguyén can
nhin manh, d6 1a tinh chuyén mén va tdp trung cao trong linh wvuc café.
Vé mit tam ly, ngudi tiéu dung yéu thich ké yéu thach thirc nguoi khdng 16. Va chi can “6ng
16n” say chan, vi tri hiang dau s& d6i chu. Trong truong hop nay, v6i nhing loi thé d6i 1ap cua
minh, G7 hoan toan c6 thé thuc hién mot cudc hoan doi ngdi vi ngoan muyc.

Yéu ciu:

1. Chién lugc Marketing cta thwong hiéu G7 1a gi? Hay phén tich nhitng chién lugc do, chién
lugce nao la cha dao?

2. La mot “nguoi” di sau, lam cach nao ma G7 chiém dugc thi phﬁn?

3. Hay phén tich nhitng nhan t6 tao nén sy thanh cong ciia G772
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Chuong 4 CHINH SACH SAN PHAM

San pham 1a cong cy dau tién Marketing quan tdm boi né chinh 13 thr ma doanh
nghiép mang ra chao ban nham thu hat sy chii ¥ ctia khach hang. San phﬁm chi ¢6 thé dugc
khach hang chon mua khi né htra hen v6i khach hang kha néng cung cap nhirng gia tri loi ich
ma ho dang tim kiém. Muon c¢6 dugc san phim nhu vay Marketing cin quan tAm t&i mot s6
van dé nhét dinh qua d6 gin cho san phdm nhiing gia tri loi ich ma khach hang quan tam.
Chuong nay s& dé cép t6i san pham trén nhitng khia canh ma Marketing quan tam.

Sau khi nghién ciru chwong nay, nguoi doc ¢6 thé:
- Trinh bay duoc san phim theo quan diém Marketing
- Phén biét dugc cac yéu td cAu thanh san phdm
- Phén tich dugc tat ca cac giai doan ciia chu ky sdng
- Hiéu duogc ndi dung nhitng quyét dinh co ban vé san phdm
4.1. KHAI NIEM VA CAU TAO SAN PHAM
4.1.1. Khai niém sian phim
a. Sin phim theo quan diém truyén thong

San phcfm la tcfng hop cac ddac tinh vdt ly hoc,’ hoa hoc, si{zh hoc... co thé quan sat
dwoc, dung thod man nhitng nhu cau cu thé cua san xudt hodc doi song.

Vi dy: Vién phén, bang, viét, quan 4o, ....
b. Sin phim theo quan diém Marketing

San pham theo quan di€ém Marketing gan lién v6i sy thod man nhu cau va udc muon
cua khach hang.

Vi dua Bong dién, bang, phén viét, dich vu dién thoai 108, hay vé xem phim... tat ca
deu 1a san pham.

San pham la tdt cd nhimg gi cé the dwa vdo thi truong dé tao sw chii y, mua sdm, sur
dung hay tiéu thu nham thod man nhu cdu, mong muon ciia khach hang. San pham co6 thé ton
tai dudi dang vat chit hay phi vat chit bao gdm hang hoa, dich vu, noi chdn, hoat dong. ..

Mdi san pham duge mo ta theo nhitng dic tinh khic nhau:

- Pic tinh k¥ thuat, 1y, hoa: gdm cong thic, thanh phan vat liéu, kiéu ddng, mau sic,
chat 1iéu, kich ¢&...

- Bac tinh st dung: thoi gian st dung, d6 bén, an toan, hiéu nang...
- Pic tinh tam 1y: dep, tré trung, thoai mai, vitng chic
- Dic tinh két hop: gia ca, nhan hi€u, dong gobi, t€n goi, dich vu...
c. Phén logi sin phim
- Theo muyc dich st dung ctia ngudi mua hang ¢ thé chia san pham thanh cac loai:

+ Hang tiéu dung: 13 nhitng mit hang théa min nhu ciu c4 nhan hay gia dinh. Bao
gom hang mua thuong ngay, hang mua c6 dan do, hang dac hi¢u, hang khong thict yeu.

Vi du: Quan 4o, gao, nudc, xe may, thudce 1a, bao chi....
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+ Hang tu liéu san xuat: 1a nhitng mat hang phuc vu cho san xuét va ché bién cua cac
doanh nghi¢p, bao gdm nguyén vat li€u, trang thi€t bi co ban, cac vat tu cung ung, dich vu
bao tri, stra chira, tu van phuc vu kinh doanh.

Vi du: Sét, thép, vat dung van phong phﬁm,
- Theo thoi gian sir dung co thé chia san pham thanh cac loai:

+ Hang bén: la nhiing hang hoa thuong dugc sir dung rat nhidu 1an va trong thoi gian
twong doi dai. Hang bén thuong doi hoi vé dich vu va k¥ ndng ban hang chuyén nghiép phuc
vu khach hang.

Vi du: Xe moto, 6t0, tivi,....

+ Hang khong bén: 1a nhitng hang héa cu thé thuong chi qua dugc mot hay vai lan sir
dung.

Vi du: Bia, xa phong, muoi,....
- Theo dac di€ém cau tao co thé chia san pham thanh cac loai:

+ San pham hitu hinh: 14 san phim ma ngudi ta c¢6 thé thiy, ném, so, nghe hodc ngiri
duoc trudce khi mua.

Vi du: Dién thoai, sita, banh, xe may;,...

_+ San phﬁm vo hinh (dich vu): 1a nhitng hoat dong, loi ichﬁ hay nhfrng cach ‘ghéa man
nhu cau khac duoc dua ra va chao ban. Cac dich vu khong cu thé, khong dong nhat, khong
tach bach ra gifra san xuat va ti€u dung, khong thé du trit dugc.

Vi du: Tour du lich, hét toc, phong nghi khach san,...
- Theo tinh chat phtrc tap ciia cac loai san phdm c6 thé chia san pham thanh cac loai:

~ + Hang don gian: 1a nhirng hang hoa khong da dang nhu mot s6 mat hang nong san
pham.

Vi du: Gao, be“ip. ..

+ Hang phirc tap: 1a nhitng hang hda c6 nhiéu chung loai, kiéu, ¢&, mau sic khac nhau.

Vi du: Xe moto, Tivi, tu lanh, may vi tinh...

4.1.2. Ciu tao san phim

Mot san phﬁm duoc ciu tao tr 4 yéu td: yéu td cot 161, yéu t6 cu thé, yéu tb gia tang,
yeu to tiém nang.

- Yéu t6 cbt 15i: 1a phﬁn thé hién loi ich hodc dich vu cu thé cua san phﬁm do.

- Yéu t6 cu thé: 1a dang co ban cua san phﬁm do, bao gém: dac diém, nhan hiéu, bao
bi, chat lugng, kiéu dang ctia sain pham.

-Yéu tb gia tang: bao gém dich vu va lgi ich phu thém dé phan biét vdi san phﬁm cua
d61 tha canh tranh, d6 1a cac vat trang tri thém, dich vu sau ban, bao hanh, giao hang va cho
huong tin dung.

- Yéu td tiém ning: 1a nhitng sang tao vuot ra khoi kha ning thong thudng, vach ra
tuong lai madi cho sy phat trién cua san pham.
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Vi du: Tai sao phu nit mua son? Khong don gian la ho da chi mua 1 cay son. Thuc ra
ho muon 1am dep, muodn biéu 16 ca tinh, va su khac biét, ... Ho s€ di tim va lya chon mau son
moi ma ho cho 1a n6 thoa man mong muon cua ho.

Do vy cac nha nghién ctru Markerting phai kham ph4 ra nhu cau an giau sau mdi san
pham va dem ban nhitng lgi ich chir khong phai nhitng déac diém.

Vi du: San pham c6t 161 doi véi san pham xe may Dylan la: Thod man nhu cau di lai
cua nguoi ti€u dung. Ngoai ra hg con c6 nhu cau pho truong sy giau cd, mua sy sang trong va
lich su, su sanh diéu..

Hinh 4-1. Céu triic san phim

Levitt cho rang: sy canh tranh ngay nay khong con giita cac san pham do cac cong ty
san xuat trong nha may nita ma 1a giita nhitng gi ho thém vio cho san pham cu thé xuat xuong
dudi dang bao bi, cac dich vu, quang céo, tu van cho khach hang, viéc giao hang va nhiing
diéu khac ma khach hang coi trong.

Va hién thyc trén thi trudng ngay nay, ngudi ta coi san phim bao gom c6 2 yéu té 1a
“lyc” va “thé” ciia san phim d6. “Luc” cta san pham 13 nhitng gi ma ching ta c6 thé nhin
thdy, c6 thé dinh lugng dugce nhu: chit lugng, mau ma, kiéu déng, gia thanh. “Thé” ciia san
pham 14 nhitng gi ma ching ta khong nhin thay, khong thé dinh luong duogc, d6 chinh 1a cac
dich vu kém theo san phém, cac hoat dong bao v¢ thuong hi€u san phém, cac hoat dong hd tro
khach hang, ... D6 1a cac yéu td khong nhin thiy nhung rat quan trong.

Nhu vy cong ty can khai thac t6i da nhitng dich vu ma minh c6 dé lam hai long khach
hang. Chinh sy hai long d6 1a phuong tién quang ba san phiam va doanh nghiép 1 cach hiéu
qua nhat.

4.2. NHUNG QUYET PINH CO BAN VE SAN PHAM

Chinh sach san pham trong hoat dong Marketing ctia doanh nghiép co ndi dung rat
phong pht va sau sac, bao gom:

4.2.1. Quyét dinh vé bao bi déng géi
a. Khdi quat
Can phan biét bao bi va dong goi

- Bao bi 1a tao v bén ngoai cho san pham (nhitng cai dung dé dung va giir san pham)
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- Pong goi 1a viéc dat san pham vao trong bao bi.

Bao bi san pham c6 ba 16p co ban:

- Bao bi tiép xuc: 1a 16p bao bi tryc tiép dung va goi san pham

- Bao bi ngoai: 1a 16p bao bi dung dé bao vé 16p bao bi tiép xtc, dam bao an toan cho
san pham va gia tang tinh tham my cho bao bi

- Lop bao bi van chuyén: 1a 16p bao bi dugc thiét ké dé bao quan, van chuyén san

pham mot cach thuan tién.
b. Cic chikc ning vé bao bi sin phim

Bao bi 1a mot quyét dinh quan trong cua chién lugc san pham. Ca dong goi va bao bi
déu c6 cac chirc nang sau:

- Bao vé san pham: chdng am udt, d& vo

- Cung cap cho khach hang thong tin vé san pham, doanh nghiép...

- Thuén tién trong viéc chuyén chd: dam bao cho viéc bdc xép nhanh choéng, van
chuyén an toan.

- Chtre nang kich thich tiéu thy thong qua mau sic kiéu dang bao bi hip dan
¢. Chinh sdach vé bao bi sin phim

- Tao thuén loi cho viéc ban hang: gitp cho viéc ban hang nhanh chdng, nhat 1a hang
tur chon.

- Tao sy thich g ctia san pham ddi véi nhu cu ciia ngudi tiéu thy: thong tin trén bao
bi da goi lai nhitng yéu t0 da quang cdo nham giap khach hang nhan ra nhan hi¢u

- Tao thuén lgi cho viéc tiéu dung: nhd hudng dan, dinh luong ghi trén bao bi

- D& dang cho viéc bao quan hang hoa: trong qua trinh dy trit nhd bao bi san pham
duoc bao quan tot hon.
4.2.2. Quyét dinh vé nhin hiéu sin phim

Nguoi ti€u dung cam nhan nhan hi¢u san phﬁm nhu mot phﬁn thuc chat cua san phém
va viéc dat nhan hi€u c6 thé lam tiang gia tri cho san pham. Vi du, hau hét khach hang déu
xem mot cai 40 so mi gan mac Pierre Cardin nhu mét loai 4o dat tién chat lwgng cao, né da
tung la niém mo udc cua nhi€u nguodi. Nhung cling 40 so mi d6 dugc gan mac khac (An
Phudc) hodc khong gan mac thi gia tri s€ thap di hay s€ dugc it nguoi dé y dén cho du chat
lwrong vai nhu nhau. Nhu vay, viéc quyét dinh vé nhan hi¢u 1a mdt cong vi€c quan trong cua
chién lugc san pham.

Tuy nhién viéc dat nhan hiéu cho mot san pham khong don gian 1a dat cho n6 mot cai
tén, ma dé cho nhan hiéu trd thanh mot danh tleng con nhidu cong viéc khac phai lam nhu dau

tu dai han, quang cdo, khuyén mai, ... doi hoi rat nh1eu chi phi tién bac va cong stc. Vi thé,
mot s6 nha san xuat 1am ra san pham cho nguoi khac gan nhan.

~ Vidu: cdc nha sén Xuét Nhat Ban va Han Quéc ty minh tao 1ap danh tiéng cho céc san
pham cua hgo. Ho da dau tu rat nhicu dé thé gidi biét dén veé nhling nhan hiéu nhu Sony,
Toyota, LG, Samsung, ...

a. Khai ni¢m
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Theo dinh nghia ciia Hiép hoi Marketing MY, nhdn hiéu la mot tén goi, thudt ngir, ddu
hiéu, biéu tuwong hay kiéu dang, hodc mét sy két hop giita nhitng cdi do nham xdc dinh nhitng
hang hod hay dich vu ciia mot ngwoi hay nhém nguoi ban va phén biét ching véi san pham
ctia cac doi thii canh tranh.

Cac thuat ngtr lién quan:
- Tén hiéu: 1 phan doc duoc cua nhén hiéu.
Vi du: Cocacola, Pepsi, Viét Tién...

- Biéu tugng (]?éu hiéu): 1a mot phan cua nhan hi¢u nhung khong doc duoc. Nhu biéu
tugng, hinh v€, mau sac, ...

Vi du: Ngoi sao 3 canh trong mét vong tron ciia Medcedes, ...

- Nhin hiéu thwong mai (thwong hiéu): 12 nhan hiéu hay mot phan ciia nhan hiéu dugc
phép luét bao v¢ dé tranh viéc lam gia. Nhan hiu thuwong mai bao vé quyen loi hop phép cua
nguoi ban trong viée sir dung t€n hi¢u hay dau hi¢u da dang ki ctia nguoi ban do.

Ghi chi: nhan hiéu do doanh nghiép tao ra con thuong hiéu phan 16n do khach hang
tao ra.

Yéu ciu cta nhin hiéu

- Phai n6i 1én mét diéu gi d6 vé loi ich cua san pham

Vi du: Nudc tang lyc Red Bull, dau 201 dau Clear,...

- Phai n6i 1én dugc chat lugng cua san phim

Vi du: San pham Angel (thién than), Bonus (phan thudng), Dream (gidc mo) 14 nhirng
cai tén ma cac nha Marketing xe gan may muon néi lén phan nao chat luong, gia tri.

- Phai dé doc, dé viét, d& nhd, co thé st dung & nudc ngoai va khi dich ra tiéng nudc
ngoai khong c6 nghia xau.

Vi du: LG (like good)
b. Chirc ndng ciia nhdan hiéu

Chtrc niing thyc tién: nhin hiéu cho phép ghi nh¢ dé dang két qua cta qua trinh lya
chon trude day, nho d6 giup nguoi ti€u thu co thé tim lai nhanh chong cac nhan hi¢u ma ho
cho 1a thich hop.

Chtic nang bao dam: dbi voi nguoi tiéu thy, mot nhan hiéu quen thudc la sy dam bao
cho chat lugng tot.

Chirc ning ci thé hoa: khi ngudi tiéu dung lya chon mot nhan hiéu nio d6 tic 1a
khang dinh nét ddc dao, nhan cach cia ho.

Chirc niang tao sy thich thu: nguoi tiéu thy cam thiy thich tha khi lya chon trong nhiéu
san pham c6 nhan hiéu da dang.

Chirc ning chuyén biét: khi nhan hiéu phan anh hinh dang doc nhit cac dic trung cia
san pham. Vi du nhan hi¢u xe hoi thuong 1a con thi, ng6i sao, dong séng, con chim dé chi sy
di chuyén nhanh.

Chtrc ning dé phén biét: nhan hi¢u la diém duy nhat dé nguoi tidu thy bam vao trong
viéc chon mua san phim, nhit 14 san phim c6 mau sic giéng nhau, kho phan biét.

c. Chién lwoc thiét ké nhan hiéu
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- Lya chon nhén hiéu duy nhit cho tit ca cac san phém: thue hién chién luoc nay co
tac dung bao dam su noi ti€ng nhanh chong nhung trong trudng hop that bai s€ lam hai dén tat
ca san pham.

Vi du: Céng ty Electrolux ¢ cac san phim:
May giat Electrolux
May hut buyi Electrolux
May diéu hoa Electrolux

- Phan biét héa cac nhan hiéu cho timg dong san pham: khi cong ty san xuat ra nhiéu
loai san pham hoan toan khac nhau thi khong nén st dung mét nhan hi€u chung nham tao sy
lua chon de dang cho ngudi mua hang.

- Phan biét hoa cac nhin hiéu cho tit ca san pham: cho phép san pham thim nhap vao
nhirng phan khuc thi truong manh hon, nhung doi hoi phai tang chi phi quang céo.

Vi dy: Cong ty Unilever c¢6 cac nhan hiéu:

Dau £oi dau: Clear, Sunsilk, Dove,...

Bot gidt: Omo
- Két hop thuong hiéu ciia doanh nghiép voi tén riéng clia ting san pham.
Vi du: Nestea, Nestcafe

Sau khi chon nhén hiéu doanh nghiép can phai xdy dung thuong hiéu (Trademark).
Thuong hiéu 1a tén hiu (Brand name) hay dau hi¢u (Brand mark) duoc dang ky va bao vé boi
luat phap dé doanh nghiép doc quyén st dung trén thuong truong.

4.2.3. Quyét dinh vé chiing loai sin phim
a. Khai ni¢m
Chung logi san pham la mgt nhém san pham c6 lién quan chdt ché véi nhau do giong

nhau Vé"ChI/?’C nang hay do ban chung cho cung nhitng nhom khdach hang, hay do thong qua
cung kiéu to churc thwong mai hay trong cung khuén kho day gia.

Quyét dinh vé chung loai san phim nhim xac dinh co cau ching loai mit hang thich
hop ma doanh nghiép c6 theé cung cap va dap tng nhu cau thi truong theo nhiém vu va muc
tiéu kinh doanh ctia minh.

b. Cic quyét dinh vé chiing loai sin phim
- Quyét dinh vé bé rong ciia chung loai san pham

Vi du: San phim ctia hing Avon gdm 4 ho san pham: mi phdm, dd nit trang, thoi trang
va hang gia dung.

- Quyét dinh phat trién chung loai san phim
Vi du: San phdm bot gidt cua cong ty Unilever: truéc cd6 Omo, nay thém Suft

- Quyét dinh bf) sung chung loai san pham 14 s6 luong nhitng san pham khac nhau c6
trong ting loai san pham (hay ho san pham).

Vi du: Ho mi phém: phén, son, kem, chi ké,...
4.2.4. Quyét dinh dich vu khach hang
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a. Khdi quat

Dich vu khach hang la nhiing loi ich cdng thém vao san phém, 1a cac loi ich hd tro
trong qua trinh mua hang lam ngudi mua hai long hon ve san pham cta doanh nghiép.

Dich vu khach hang anh huéng dén nhan thic ciia khach hang vé san phém. Trong
nhiéu truong hop, dich vu khach hang la mdt cong cu canh tranh vdi cac san pham khac trén
thi truong.

b. Cic quyét dinh vé dich vu hé tro

Tuy thudc vao dic tinh san pham, dic diém sir dung va yéu cu cia khach hang ma
doanh nghi¢p quyet dinh chon mot hodc nhiéu dich vu ho tro sau:

- Bao hanh, bao tri va stra chita san phim
- Chuyén chd, lip dit san pham

- Cung cép céc chi tiét, phu ting thay thé
- Tu van tiéu dung

- St dyng thir san pham, ...

Trong chinh sach dich vu khach hang phai ké dén viéc duy tri va giir khach hang. Viéc
nay cho phép cong ty phat trién mbi quan hé, khuyén khich va gia ting cac hoat dong mua
dugc lap lai thuong xuyén hon. Viée tim hiéu nguyén nhan khién khach hang bo di 1a hét sirc
quan trong. Do ¢6 thé 14 viéc phai cho doi qua lau, phai xép hang dai truéec mot quay thu tién
do nhan vién khong dugc dao tao nghiép vu day du, hay ho khong co dong co lam viéc hodc
1d do khong ¢6 du s6 nhan vién tai quay; hodc 1a do cong tac t6 chirc, sip xép cira hang khong
t6t; hodc chi don gian 1a do thi tuc ding ky qué rudm ra phtc tap, ... Hau qua tat yéu s& 1a
khach hang khong dugc thoa min va ho c6 thé don gian coi d6 1a do cira hiang khong du nhan
vién phuc vu mic du trén thyc té lai do mot Iy do khac.

4.3. QUA TRINH PHAT TRIEN SAN PHAM MOI
4.3.1. Khii quat vé sin phAm méi

San pham méi 1a san pham dugc mot so khach hang tiém nang cam nhan nhu maéi, bao
gom san pham maoi hoan toan, san pham cai tien, san pham hoan chinh va san pham c6 nhan
hi¢u méi ma doanh nghiép phat trién.

- San phém moi hoan toan: 1a cac dang san phﬁm 1an dau tién c6 mit trén thi trudng,
vi du: Sonywalkman, dia compact khi vira tung ra thi truong. Nhirng san pham dang nay rat it,
chi chiém khoang 10%.

- San pham c6 nhin hiéu méi:

+ Thém dong san pham méi: 1a cic dang san phim mdi cong ty tham gia vao thi
truong. Céc san pham nay khong c¢6 gi méi doi vai thi truong nhung méi doi voi cong ty. Vi
du: cong ty Thai Tuén truge day chi san Xuét vai, bay gio Thai Tuén tham gia vao thi truong
quan 4o thoi trang may sin. Dang san pham mai nay chiém ti 18 20%.

+ B sung vao dong san pham hién co: 1a cac san pham cong ty bd sung vao dong san
pham hién c6 ctia cong ty. Vi du Unilever thém vio loai kem danh ring tra xanh, hay Colgate
thém loai duoc thio trong dong san phim kem danh riang hién co trén thi truong. Dang san
phim m&i nay chiém ti 1¢ kha cao (26%) trén thi truong.
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- San phim cai tién: 1a dang san pham khong cé gi m&i nhidu nhung né duoc céi tién,
bd sung dé thay thé cho san pham hién c6. Dang nay chiém ti 1¢ ciing kha cao trén thi truong
(26%). Lay vi du trong nganh may tinh ca nhan, hang loat san phdm nay xuét hién nhu thay
d6i dang chudt cho mot may tinh xach tay.

- San pham hoan chinh:

+ Pinh vi lai: 1a dang san phﬁm cong ty muén dinh vi lai chirc nang cua nd trén thi
truong. Thong thuong, c()ng ty phai tim thi truong mdi cho cac rng dung méi cua cac san
pham nay. Loai nay chiém khoang 7% trén thi truong. Vi du nhu Aspirin thuong cb cong
dung 1a tri nhtc dau va glam sOt, sau d6 no dugc dinh vi lai véi cong dung 14 ngin ngira tin
cong ctia bénh tim mach, chong sbc.

+ Giam chi phi: 13 dang san phim it m&i nhét trong ho san pham moi. N6 1a cac thiét
ke mai dé thay the cho thiet ké cii voi cung chitc nang nhung chi phi thap. Dang nay chiém
khoang 11%.

4.3.2. Cac giai doan phit trién sin phim méi
a. Hinh thanh va lwa chon y twong sin phim

Giai doan nay 14 tim ra nhitng y tuéng vé san pham méi cang nhidu cang tot. Nhitng y
tuong d6 co thé tir khach hang, tir nhitng chuyén tham quan, tir quan sat canh tranh, tir trung
bay, tir y kién ctia nhan vién hay viéc ap dung phuong phép tu duy sang tao. Sau d6 doanh
nghiép s& chon ¥ tudng trong nhiéu y tuorng, tuong nao pht hop nhat v6i muc tiéu, chién
luge va tiém luc ciia doanh nghiép, vi y tudng kém sé& ton chi phi va khong mang lai hiéu qua
kinh té.

b. Soan thio va thim dinh dw dn

Sau khi y tuong vé san phém da dugc lya chon, nhiing ngudi c¢6 trach nhiém s€ xay
dung ban dy an vé san phiam. Dy 4n la phuong an san xuat kinh doanh san pham dé x4c dinh
tinh kha thi ciia san phim méi. Ban du 4n phén tich cac tham s kinh doanh ctia san pham, chi
phi, nhitng yéu t6 dau vao ciia san pham, kha nang san xuét kinh doanh, kha ning thu hdi von,

c. Thiét ké chién lwgc Marketing

La budc doanh nghiép phai trién khai so bd mot chién lugc Marketing dé tung san
pham ra thi truong. Ban chién lugc Marketing gom 3 phan:

- Phan thr nhat: mé t4 quy md, co cau, hanh vi cua thi truong muc tiéu, dy kién dinh
vi va ban san pham, thi phan va muc lgi nhuan mong doi trong vai nam dau.

- Phan thir hai: dy kién gia san pham, chién lugc phan phdi va kinh phi Marketing cho
nam dau tién.

- Phéan thir ba: trinh bay chi tiéu muc tiéu thy, lgi nhuan lau dai va chién luoc
Marketing - mix theo thoi gian.
d. Thiét ké sin phim mdi

Thiét ké san pham bao gdm céc ndi dung:

+ Thong s6 k¥ thudt ciia san pham (kich thudc, trong lugng, ...)

+ Kiéu dang, mau sic, dic tinh k¥ thuat ciia san pham

+ Thiét ké bao bi san phim
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+ Thiét ké cac yéu té phi vat chit cua san pham (tén goi, logo, dich vu hd tro, ...)
e. Giai doan thir nghiém

Sau khi khai niém san phdm méi dap ng dugc muc ti€u cia doanh nghiép thi s&
chuyén dén bo phén nghién ctru va phat trién (R&D) dé phat tr1en thanh san pham vat chat. O
day, ho s& phat trién san pham thanh mot hay nhiéu dang mau vat chit nhu khai niém san
pham sau d6 mang thir nghiém vé tinh nang va thir nghiém khach hang dé xem mirc do dat
yéu cau vé mat k¥ thuat ctia san pham.

Néu san pham vuot qua duge thir nghiém vé tinh nang va khach hang thi tiép tuc thir
nghiém trén thi truong dé thu nhirng thong tin ¢ gia tri vé ngudi mua, cac dai ly, hiéu qua

cua chuong trinh Marketing, tiém nang cua thi truong dé doanh nghiép chuan bi tung san
pham.

f. Thwong mai héa sin phim

Sau khi thir nghiém, voi nhiéu thong tin dugc thu thap, ban lanh dao quyét dinh tung
san pham ra thi trudng hay khong. Néu doanh nghiép ti€p tuc thwong mai hoa thi phai can
nhac dén 4 quyet dinh quan trong:

- Chon thoi diém tung san pham ra thi truong
- Chon khu vyc dé tung san phim
- Xac dinh khach hang trién vong cua thi truong muc tiéu

- Céch thure gidi thi¢u c6 hi¢u qua khi tung ra thi truong.

Xay dung ¥ Sang loc Phat trién va Phat trién
tuong tuong thir khai niém chién lugc
Marketing
Thuong mai Thu thi truong Phat trién san Phan tich kinh
hoéa san phdm phim mai doanh

Bdng 4-2.Cac giai doan phat trién sin phffm moi

4.4. CHU KY SONG CUA SAN PHAM

Sau khi tung san phiam méi ra thi truong, ban lanh dao doanh nghiép mudn san pham
¢6 duge mot chu ky sdng lau dai va t6t dep. Tuy khong thé ¢6 40 tuong rang san pham sé& ban
dugc mai mai nhung cac nha quén tri mong muodn dat muc doanh so cao trong thoi gian dai va
thu dugc mirc lgi nhuan twong d6i du dé trang trai cho moi ¢d gang va rui ro gip phai. Ho
hiéu rang mdi san pham s& c6 mot chu ky séng cua riéng no, tuy khong thé biét chic chan
hinh dang va mirc d6 kéo dai ciia né s& nhu thé nao.

4.4.1. Khii niém chu ky sdng ciia sin phim
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Chu ky song cuia san pham la thudt ngit mé ta sw bién doi cia san lwong va doanh sé
trong cdc giai doan khac nhau cua qud trinh kinh doanh san pham ké tir khi san pham dwoc
tung ra thj truong cho den khi né phdi rut lui khoi thi truong.

Mot chu ky song gom 4 giai doan: giai doan mé dau (introduction), ting trudng
(growth), truong thanh (maturity) va suy thodi (decline).

Doanh so

/\\

»
»

Mo dau Tang truong  Truong thanh  Suy thoai Thoi gian

Hinh 4-2. Chu ky séng ciia sin phim

- Chu ky sdng ctia san pham mo ta sinh dong cac giai doan trong qué trinh tiéu thy cia
mat san pham. Tuong ng vdi nhitng giai doan nay 1a nhitng co hdi va nhiing van dé can giai
quyet doi voi chién luge Marketing va kha nang sinh 1oi.

- Céc san pham khéac nhau c¢6 chu ky sdng khac nhau va céc giai doan ciia chu ky song
c6 do dai hay ngén khac nhau, muc ti€u thy va lgi nhun ¢ nhirng giai doan khac nhau ciing
khac nhau. Diéu d6 ciing doi hoi doanh nghiép phai co chién lugc Marketing, tai chinh, san
Xut, cung Ung va nhan sy khac nhau trong mdi giai doan thudc chu ky sdng ctia mdi san
pham.

- Khong phai tat ca cac san pham déu co chu ky séng dang hinh Sin. Cac nha nghién
ctru san pham da phat hién ra hang chuc dang chu ky song khac nhau. Nhung c¢é cac dang phd
bién dugc trinh bay duéi day:



53

v
v

Hinh 4-3. Chu ky - Tdi chu ky Hinh 4-4. Chu ky tang truéng — Tan - On dinh
A

v

»
»

Hinh 4-5. Chu ky ting truong - On dinh Hinh 4-6. Chu ky tham nhdp nhanh, rut lui nhanh

4.4.2. Cac giai doan ciia chu ky séng san phim
a. Giai doan mé diu

Trong giai doan nay hang hoa tiéu thy mot cach cham chap vi do c6 nhiéu ngudi chua
bict den, chua cé nhicu doi chirng trong ti€u thu. Trong trudng hgp nay Marketing - mix la:

- San pham: doanh nghiép phai quan tdm dén viéc hiéu chinh k¥ thuat va thwong mai
san pham va tang cuong kiém tra chat lugng san pham.

- Gia ca: doanh nghiép c6 thé sir dung gia “hét vang” (gia cao) trén thi truong ddi vai
san phdm ddc ddo chua ting co trén thi truong hodc st dung gia linh hoat, gia khu vue (moi
noi c6 gia khac nhau), gia thim nhap thi truong doi véi hang héa pho bien, gia ha thap nhat
thoi.

- Phan phdi: phan phdi cé gidi han: ddc quyén hay chon loc, phu phi cao

- Xtc tién: tao sy hiéu biét vé san pham, wu tién nhim téi nguoi tién phong, ngudi
khuyen khich tiéu dung. Phuong ti¢n 1a ban hang ca nhan hay tdp mau catalog.

Muc tiéu Marketing: tao su biét dén va dung thur
b. Giai doan ting truong

Trong giai doan niay hang héa tiéu thy ting 1én nhanh chong do thi trudng da chap
nhan. Trong truong hop nay Marketing - mix la:

- San phdm: san xuit hang loat, da dang héa san pham, ting cuong cai tién k¥ thuat,
tiéu chuan hoa san pham de d¢ dang mo rong ban ra.

- Gia ca: xu hudng giam gia dé mo rong thi truong, s dung thang gia rong theo dia
ban khéc nhau.

- Phén phdi: phan phbi mé rong va manh, ton kho 16n va da kha ning cung cap

- Xtc tién: tao sy ua thich cao nhat ciia da sd khach hang. Phuong tién 1a s dung
phuong ti¢n thong tin dai chiing.
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Muc tiéu Marketing: ting toi da thi phan
c. Giai dogn trwéng thanh

Trong giai doan nay hang hoéa tiéu thu ting cham lai do san phdm duoc hau hét thi
truong tiém niang chap nhan. Trong truong hop nay Marketing - mix la:

. - San pham: phan biét hoa san pham nhim dap tmg viéc phan khac thi truong sau hon
bang cach da dang hda nhan hi¢u va kiéu dang.

- Gi4 ca: ¢6 su canh tranh manh vé gia, vi vay xu hudng di dén thoa thuan ngﬁm hoac
cong khai gitra nguoi ban nay chong nguoi ban kia hay chong khach hang.

- Phén phdi: phan phbi mé rong va manh.

- Xc tién: cing ¢ long trung thanh v&i nhan hiéu bang cach str dung thong tin dai
chiing hay ting cudng khuyén mai, quang cdo nhim tim khuc thi truong khac.

Muc tiéu Marketing: tang t61 da lgi nhudn va bao vé thi phﬁn
d. Giai doan suy thodi

Trong giai doan nay hang héa tiéu thy giam xudng, nguy co ton kho ting nhanh do sy
tién bg ctia khoa hoc cong nghé, su thay doi vé s& thich ctiia khach hang va sy canh tranh ting
lén. Trong trudng hop nay Marketing - mix la:

- San pham: giam bt nhitng mit hang khong con hiéu qua nira
- Gi4 ca: giam, d6i khi tang gia vi chi phi ting do giam khdi lwong san xuat
- Phéan phdi: phan phbi mo rong va manh, tén kho 16n va nhanh chéng
- Xuc tién: giam chi phi dén it nhat
Muc tiéu Marketing: giam chi phi va tan dung nhan hi¢u
4.4.3. Y nghia ciia viéc nghién ctru chu ky sdng ciia sin phim

- Sy ton tai chu ky sdng san pham 1a nhén t6 tit yéu khach quan do sy phat trién cia
khoa hoc — cong nghé va trao luu ti€u dung xa hdi quyét dinh.

- La co s& khoa hoc cho viéc nghién ciru Marketing chién luoc va tién hanh cac hoat
dong Marketing thich hgp cho ting giai doan.

- Nam bat dugc nhitng yéu cau c¢dt 151 ciia vin dé phat trién san pham méi, bao dam
dua san pham ra thi truong dung luc can thay theé va bo sung.

- Du bao chinh x4c va ¢ co so khoa hoc vé trién vong thim nhap thi truong va phac
thao chien lugc kinh doanh hiru hi€u trong tirng thoi ky nhat dinh.

TOM TAT KIEN THUC

San pham 1a yéu t6 dau tién va “quan trong nhit” ctia hé thong Marketing — mix. Theo
quan diém cua Marketing, san pham vé thuc chat la tat ca cac lgi ich ma cac doanh nghiép dinh
chao ban cho khach hang va ho cam nhan dugc.

M&i san phdm hang héa dua vao san xuat déu c6 mot chu ky song riéng cia no. Lich
sir thuong mai san phdm cua hang hoa dién hinh c6 thé biéu dién dudi dang do thi trén do
phan ro bdn giai doan. Giai doan md dau dic trung béng su tdng cham mrc ti€u thu va lgi
nhuén ti thiéu cho dén khi hang hoa khai thong duoc cac kénh phan phéi. Néu thanh cong
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hang hoa budc vao giai doan tang trudng ma nét dac trung 1a tang nhanh mure tiéu thy va tang
loi nhuén. Trong giai doan nay cong ty cb gang céi tién hang hoa, xam nhap vao nhung phan
thi truong moi va cac kénh phan phdi méi, cling nhu gid giam chut it. Sau do 1a giai doan
truong thanh, mic tiéu thy ting cham lai, con loi nhuan thi 6n dinh. Cudi cing hang héa budc
vao giai doan suy thoai voi muc tiéu thu va lgi nhuan gidm. Nhiém vu cta cong ty trong giai
doan nay 1a phat hién nhirng hang hoa gia cdi va thong qua quyét dinh d6i v6i nhitg mit
hang d6 co thé 1a tié tuc san xuét hodc loai khoi danh muc hang hoa.

Lién quan dén san pham c6 céc loai chinh sach: chinh sach vé chiing loai san pham,
chinh sach vé nhin hiéu san pham, chinh sach vé bao bi san pham va chinh sach vé san phdm
moi. D& hinh thanh cac chinh sach trén, cac nha quan tri Marketing can phai c6 day du nhiing
thong tin can thiét tir phia khach hang — thi truong, d6i tha canh tranh va sy can nhic tir phia
doanh nghiép.

CAU HOI ON TAP
1. Nghién ciru céu trac san pham c6 ¥ nghia gi d6i véi viéc hoach dinh chinh sach san

pham cta doanh nghiép?

2. Pinh nghia lgi ich c6t 16i ca nhitng san phim sau day: xe may, may vi tinh ca
nhan, dién thoai di dong?

3. Marketing — mix thé hién nhu thé nao cho timg giai doan cuia chu ki sdng?

4. Chtrng minh nhan dinh: “Trong kinh doanh hién dai, bao bi 1a ngudi ban hang im
lang”

BAI TAP TINH HINH HUONG
San phim nhét — Cé quyét dinh béi dng tho sira xe

Ong A truée gio chi thay cach lam Marketing cho mit hang tiéu ding, nhung nhung
hang nhu dau nhot, vat liéu xay dung thi qua 1a khong biét moi ngudi lam tlep thi nhu thé
nao. Nhu dau nhét chang han, 6ng A xem quang cdo trén ti vi day du, ciing biét nhét Castrol
hay Vilube nay no. Nhung mdi lan thay nhét, thi ong tho stra xe khuyén dung cai nao ong A
mua cai d6. C6 liic 6ng A ciing dinh mua thir Castrol ching han, nhung chd sira xe khong ban
thi cling str dung cdi khac thoi chir chang ban tdm. Vi ong A ching thé nao phan biét nhdt nao
tot hon ca.

Yéu ciu: Nhu vay san pham nhot sé tiép thi huéng vao nguoi s dung hay ngudi ban hang?
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Chuwong 5 CHINH SACH GIA CA

Dé ¢6 duoc san pham, cai ma khach hang can c6 khong chi 14 nhu cau, mong muén
hay quyén doi hoi ma ho phai c6 kha ning chi tra. Kha ning chi tra ctiia khach hang phai
tuong Umg véi mirc gid ma doanh nghip dat ra cho san pham. Bing khong khach hang s&
khong c6 dugc san pham. Ve phia doanh nghiép ho phai tim céch tao ra nhitng san pham phu
hop véi nhu cau, u6c mudn cua khach hang v6i mot mirc gia phu hop. Bay la mét trong
nhitng quyet dinh co ban ctiia doanh nghiép dé dam bao kha nang lgi nhuan. Pinh gia la mdt
trong nhitng quyét dinh co ban cua Marketing lién quan truc tiép dén doanh thu va loi nhuan.
Nha quan tri phai xac dinh mot mue gia phu hop cho ca doanh nghiép va khach hang. Vay gia
la gi? Chuong nay s€ cung cap cho nguoi doc kién thirc vé khai niém, yéu ciu cua viéc dinh
gia va cac phuong phap dinh gia trong Marketing.

Sau khi tim hiéu chuong nay, ngudi doc co thé:
- Nhan dinh viéc dinh gia c6 vai trd nhu thé nao?
- Phan tich cac yeu td bén trong va bén ngoai doanh nghi€p c6 anh hudng nhu thé nao
trong viéc quyét dinh gia cho mot mau san pham.
- Phan tich cac phuong phéap hinh thanh gia
5.1. KHAI NIEM GIA CA VA VAI TRO CUA VIEC PINH GIA
5.1.1. Khai niém gia ca
Nhin ttr goc do ctia kinh té chinh tri hoc thi gia ca la biéu hién béng tién cua gia tri

hang hoa. Do chinh 1a tap hop chi phi cho viéc san xuét va tiéu thy san pham la thuéc do hao
phi lao dong xa hoi ket tinh trong hang hoa.

Trén thi truong giad ca dugc hinh thanh trong su tuong tac gitta ngudi mua va ngudi
ban. Thuat ngit gid ca c¢6 nhicu tén goi khac nhau, tuy thudc vao ting loai thi truong cu thé
(xem bang)

Thi trudong Thuéat ngir
- Cac san pham hitu hinh - Gid ca
- Cac dich vu sir dung tai san (nha cira, may moc, thiét bi...) - Tién thué
- Dich vu gido duc, dao tao - Hoc phi
- Vbn bang tién - Lai sudt
- Dich vu bao hiém - Phi bao hiém
- Hang hoa4, strc lao dong - Tién lwong, tién cong
- Dich vu van tai - Tién vé, tién cudc
- Cac dich vu chuyén mén (luat su, y té, tu van...) - Lé phi

Xét vé ban chat, gia ca phan 4nh nhiing nhing mdi quan hé kinh té trong qua trinh trao
d6i hang hoa cua thi truong. Vi vay, theo yéu cau cia quy luat gia tri, gia san pham phai dam



57

béo loi ich binh dang giita ngudi mua va nguéyi ban. Gia san pham dugc dung dé trao doi phai
dya trén co s¢ gia tri nhimg tha dem trao d6i. Mat khac, gia san pham cling pha1 ton trong
nhitng nguyén tic co ban ciia trao doi thi trudng 1a: tu nguyén, binh dang, ngang gia va cliing
6 loi.

Xét tr goc do cua hanh vi mua, ban thi ngudi mua va ngudi ban c6 quan ni¢ém khac
nhau vé gid san pham.

+ Poi voi nguoi mua. gia cua san pham la khodn tién ma nguwoi mua phdi trda cho
nguoi ban dé duoc s dung hodc s¢ hitu san phdam do.

No6i mot cach khac, dé thoa man nhu cau va mong muon ctiia minh tir 191 ich cua hang
hod, dich vu, nguoi mua phai tién hanh trao d6i voi ngudi ban. SO tien ma ngudi mua quyet
dinh bd ra va ngudi ban chap nhan do la gia ciia san pham.

Do6i véi ngudi mua, gid san pham 1a yeu to c6 anh huong manh mé€ dén quyet dinh
mua cua hg. Tuy nhién gid san pham khong phai 1a nhan to duy nhat trong quyet dinh mua
cua khach hang va su tac dong cua gia san pham ciing s€¢ khong giong nhau vdi nhitng moén
hang khac nhau.

+ Poi voi nguoi ban: gia san pham ma so tién nguwoi ban thu dwoc cia ngwoi mua tie
viéc cung cdp san pham.

Trén thi truong, ngudi ban 1a nguodi cung cap hang hod, dich vu. Ho mong muon thong
qua trao doi dé tim kiém loi ich ciia minh. Chinh vi vy, xu hudng c6 tinh quy luét trong trao
doi 1a ngudi mua thich mua ré, con nguoi ban lai mudn ban dat.

Nhin tir goc d6 kinh doanh thi gia ca 1a mdt bién sb tao nén doanh thu va lgi nhuan cua
doanh nghiép. Vi vay, sir dung gi4 ca linh hoat dé kich thich nhu cau thi truong, tao loi thé
canh tranh va nang cao hiéu qua kinh doanh 1a nhiém vy rdt quan trong cta quén tri
Marketing.

Mit khac, cac thong tin vé gia ca thi truong 1a mot trong nhirng théng tin quan trong
nhét dé cac doanh nghiép ¢ nhing quyét dinh kip thoi trong kinh doanh. Chinh vi vay, chinh
sach gi4 ca san pham 14 chinh sach c6 ¥ nghia dic biét quan trong trong hé théng chinh sach
Marketing cia doanh nghiép.

5.1.2. Vai tro caa viéc dinh gia

Chién luoc gia c¢6 vai tro dic biét quan trong trong cac quyét dinh Marketing ctia nha
kinh doanh. Chung ta c6 thé thay tam quan trong cta vi¢c dinh gia trén nhirng goc do sau day:

- Tru6c hét chién luoc gia co anh huéong manh mé dén khéi luong hang hoa tiéu thu
cua doanh nghiép: O day can phai nhan manh rang viéc dinh gia c¢6 tac dong rat manh mé& va
la nhan t0 c6 anh hudng to 16n den viéce kich thich nhu cau thi truong vé san pham.

- Viéc dinh gia ¢6 anh hudng to 16n dén thu nhap va lgi nhuan cia nha kinh doanh: Khi
diéu hanh viéc dinh gia cac doanh nghiép can nhan thirc rd tac dong kép cia nd dén hiéu qua
san xuit kinh doanh. Trong kinh doanh, lgi nhuan 1a hi¢u s6 cua thu nhap va chi phi. Trong
quan hé nay, chién lugc gia c6 anh hudng ca hai nhan td nay.

- Viéc dinh gi4 c6 anh huong tryc tiép dén sy phat trién ciia vong doi san pham. Nhu da
phan tich ¢ chuong 4, vong ddi san pham chiu anh hudng rat manh cta cac chinh sach
Marketing ctia doanh nghiép, trong d6 ¢6 cac quyét dinh vé gia. Sy linh hoat trong tng xir vé
gia ban san pham cho phép cac doanh nghiép c6 thé kéo dai vong doi ctia san pham, kéo dai cac
giai doan kinh doanh ¢ hiéu qua va riit ngan cac giai doan kinh doanh kém hiéu qua.
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- Viéc dinh gia c6 anh huong dén uy tin ciia san pham, thwong hiéu cta doanh nghiép
va con 1a mot vii khi canh tranh sac bén trén thi truong. Pac biét 1a trong diéu ki€n ¢ nhiing
thi truong cé kha nang thanh toan thap.

5.1.3. Céc yéu t6 anh hwéng dén viéc dinh gia

Su hinh thanh va van déng clia gia ca san pham chiu sy tic dong cta nhiéu nhan t6,
ching bao gom nhitng nhén t6 bén trong va bén ngoai doanh nghiép. Vi vay, khi de ra nhirng
quyét dinh vé gia, doi hoi phai xem xét va giai quyét nhidu van dé. Y nghia ciia van d& nay 13
gitip cho nhitng nguoi lam gia xem xét bién d6 dao dong cia mot muc gia dé chon duge mirc
gia ban hop 1y nhat va c6 thé sir dung gia nhu mot cong cu canh tranh sic bén.

Yéu t6 bén trong Yéu t6 bén ngoai
Cac
- Muc tiéu Marketing quyét - Thi truong
- Chién lugc Marketing — > dinhve [« -S4 cau
mix gia - Béi thu canh tranh
- Déic tinh san phim - Chinh sich gia ca cia
- Chi phi nha nudc

Bang 5-1.Cdc yéu té anh huwéng dén chinh sach gid

a. Nhitng yéu té bén trong bao gom:
- Muc tiéu Marketing cia doanh nghiép

+ Muc tiéu “Ton tai”: tdn tai s& trd thanh muc tiéu co ban cua doanh nghiép trong
nhitng trudng hop trén thi truong ¢6 qua nhiéu nha san xuat hodc cung cap dich vu cung loai.
Véi sy canh tranh gay gét, dé dam bao viéc 1am cho cac doanh nghiép, budc ho phai dinh gia
thap véi hy vong s& c6 nhitng phan tng tir nguoi tiéu ding t6t hon. Trong trudng hop nay su
ton tai cho doanh nghiép quan trong hon lgi nhuan.

+ Muyc tiéu “Tdi da hoa lgi nhuan trudec mét”: tién hanh wéc lugng s6 ciu san pham
trén thi trudng va cac chi phi ing v6i mirc gia khac nhau. Sau do, ho lya chon murc gia dam
béo thu loi nhuan trude mit cao nhat dé bu dap cac loai chi phi. D6i v6i cong ty sy thanh
cong tai chinh truéc mat quan trong hon sy thanh cong vé lau dai.

+ Muc tiéu “Téi da hoa khdi lugng ban ra” : khbi luong bén ra la dai lugng ty 1¢
nghich véi gid. Muc tiéu nay duoc ap dung khi mudn tan dung t6i da cong suét thiét bi, can
dam bao viéc 1am cho lao dong. Khi ap dung muyc ti€u nay, cong ty s€ giam duoc chi phi va
tang loi nhuan, doanh nghiép s& dan dau vé thi phan trong tuong lai. Mudn dat myc tiéu nay
doanh nghiép can phai chip nhan mot muc gia twong ddi thap.

+ Muc tiéu “Dan dau vé chat lugng san phdm”: cic san pham doanh nghiép san xuat
ra phai c6 chat lugng tot nhat. Thong thudng dinh gia cao san pham dé bu dap chi phi va tién
hanh cong tac nghién cuu, thiét ké, thu nghiém.

+ Muc tiéu “Giir thé 6n dinh, tranh nhitng phan (ng bat thudng tir di thu canh tranh”:
trong trudng hop niy cac doanh nghiép thuong né tranh canh tranh vé gia, chap nhan gia hién
c6 trén thi trudng, chu ¥ dén chét lugng, dich vy hiu mai.
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- Chién lugc Marketing — mix

Céc chién lugc vé gia can phai lién két mot cach chit chd voi viée thiét ké san phﬁm,
van d€ phan phoi voi cac quyet dinh xtc ti€én ban hang nham hinh thanh mdt chuong trinh
Marketing dong bd va cé hi¢u qua. Cac doanh nghi€p thuong dua ra mic gia trudc roi maoi
dua ra nhiing quyét dinh Marketing khac cho san pham tuwong tng véi gia do.

Néu san pham duoc dinh vi trén nhiing yéu t6 phi gia ca thi chat luong, quang cdo va
phén phoi s€ anh hudng Ién gia ca, nguoc lai, gia ca s€ anh huong manh 1én nhitng quyet dinh
cua khau khac.

- Vi tri trén duong biéu dién chu ky séng

M&i san phdm c6 mot chu ky song khac nhau tiy theo dic tinh ciia n6. Mdi giai doan
khac nhau cua chu ky song s€ kém theo lugng cau thay doi tdc dong 1én chinh séch gia.

- Chi phi

Chi phi tao nén cho viéc dinh gi4 san phdm. Doanh nghiép dinh gi4 trén co so trang
trai moi chi phi v€ san xuat, phan phoi, tiéu thu va mét khoan 101 hop Iy cho nhiing no luc va
rui ro cia doanh nghi¢p. Neu chi phi cao, doanh nghi€p dinh gia cao hon doi thu thi sé bat lgi
trong canh tranh.
b. Nhitng yéu té bén ngoai bao gom

- Tinh chét canh tranh cta thi truong: chinh sach gia ctia doanh nghi€p s€ bi phu thude
vao cac kiéu thi truong khac nhau

+ Thi trudng canh tranh hoan hao: ngudi ban khong thé ban gia cao hon va khong can
ban thap hon gia hién hanh. O thi truong nay, ngudi ban khong can nhiéu thoi gian cho hoach
dinh chién lugc Marketing ve gia.

Vi du: Thi truong gao

+ Thi truong canh tranh doc quyén: ¢ thi truong niy, ngudi ban can hoach dinh chién
lwgc Marketing vé gia dé dua ra muce gia phu hop.

Vi dy: Thi trudng thudce tay

+ Thi truong ddc quyen canh tranh (doc quyen nhém): ¢ thi trudng nay, moi ngudi
ban déu canh giac nhitng chién lugc va thay doi vé gia ciia ddi thi canh tranh.

Vi du: Thi trudong vién thong

+ Thi truong ddc quyén hoan toan: & thi trudng niy, nguoi ban can hoach dinh chién
lugc Marketing ve gid dé dua ra murc gid ma tai d6 doanh nghi€p dat lgi nhudn mong muon
ma khong thu hut sy canh tranh va thu hut sy di€u ti€t cia chinh quyén.

Vi du: Thi treong dién

- S6 cau

M&bi mirc gia ma doanh nghiép dua ra déu s& dan dén mot muc cau khac nhau, thé hién
su nhay cam cua ngudi mua trude gia. Do do, khi dinh gia doanh nghiép phai xac dinh hé so
co gidn cua cau doi voi gia.

Vi du: Mubn khuyen khich mua hang, nhat 1a nhung mat hang c6 do co gian ciu cao

(E>1) thi phai xac dinh gi4 thap, ddi v6i san phim cau co gidn kém (E<1) thi c6 thé dinh gi4
san pham cao.
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Cau co gian it Q Cau co gian nhiéu Q

Hinh 5-1. Duong cdu

(S6 lugng ban dau — Sb lwong mai)/ S6 lugng ban dau

Do co gidn cau theo gid = - -
(Gid ban dau — Gid méi)/ Gid ban dau

Hay % thay di trong luong cau

Do co gian cau theo gia =

% thay d6i vé gia

Theo nghién ctru, d6 co gidn cau it trong nhing didu kién sau:

+ Co it san phﬁm thay thé hodc canh tranh

+ Nguoi mua khong dé y dén gia mua

+ Ngudi mua cham thay déi théi quen mua sam hay di tim san pham méi
+ Ngudi mua nghi gia cao vi san pham cé chét luong,

- Gia va hang hoa cua d6i thu canh tranh

S6 cau quyét dinh d¢ cao cua gia (gié tran), chi phi 1am nén cho gia (gia séln) gia ddi
thi canh tranh gitp doanh nghi€p dinh gia ¢ mirc nao. Nguoi tiéu dung lya chon gia ca cua
san pham trén co s& gia san pham twong duong Khi doanh nghiép dinh gia ban san phdm
phai lu6n dit minh trong mdi twong quan véi ddi thi canh tranh,

- Céc ché d6 chinh sach quan Iy ctia nha nudce
Day la nhiitng bat budc cua luat phap ma doanh nghiép can phai chap hanh khi dinh gia

cho san phim. Nha nudc bang nhiéu cach khac nhau c¢é thé can thiép vao co ché gia vi: Nha
nudc muon kiém soat gia (chi so gia, lam phat) va dé khuyen khich tu do canh tranh.

5.2. CAC PHUONG PHAP PINH GIA TRONG MARKETING

Chinh sach gia 1a su tdp hop nhitng cach thirc va quy tic xac dinh mirc gia co so cia
san phdm va quy dinh bién d¢ giao dong cho phép thay d6i mirc gid co' s¢ trong nhiing dicu
kién nhat dinh ctia hoat dong san xuat kinh doanh trén thi truong.

C6 nhiéu phuong phap dinh gia khac nhau, doanh nghiép co thé sir dung mot phuong
phap hoic két hop chiing v6i nhau dé xac dinh khung gia cho san pham.
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Khi doanh nghiép quyét dinh phuong phép dinh gia nao phai chii ¥ nhan dinh mot sb
cac yéu to sau:

- Gia thap dé thu hut khach hang nhung khong dat vé chi tiéu loi nhuan
- Chét luong va kiéu déng
- Tong chi phi
- Gié ca cua céc dbi thi canh tranh
- Khéach hang va sy cdm nhan cua khach hang
- Gid cao thi c¢6 1gi nhuan nhung khong c6 khach hang.
5.2.1. Phwong phap hinh thanh gia ban theo chi phi trung binh
a. Dinh gia cong thém vao chi phi mgt murc loi dinh trudc

Phuong phap dinh gia don gian nhét 1 cong thém mot mirc 16i dinh trude (m,AC) vao
chi phi tinh trén don vi san pham (chi phi trung binh AC) d€ c6 mét mure gia ban (P). Cac
muc 101 dinh trude thay doi tuy theo nhiing loai san pham khac nhau.

Goi:

P: Muc gid ban

Q: Sé luong ti€u thy

AC: Chi phi trung binh

AVC: Chi phi bién ddi trung binh

FC: Chi phi c¢6 dinh

m: Ti 1¢ sinh 101 trén chi phi

Cong thuc: P =(1 + m)*AC

AC=AVC+ (FC/Q)
Vi dy: Gia sir mot doanh nghiép lip rap may vi tinh c4 nhan ¢ cac mirc chi phi va san
lwong ti€u thu dy kién nhu sau:

Chi phi bién d6i trung binh 8 triéu dong

Chi phi ¢6 dinh 4.000 triéu dong

) lwong ti€u thu du kién 1.000 san phém
1. Tinh chi phi trung binh ctia mot don vi san pham

2. Néu doanh nghiép mudn ¢ ti 1¢ sinh 16i dinh trudc 14 25% chi phi trung binh, thi s&
dinh gi4 ban cho cac nha ban si 1a bao nhiéu?

3. Bay gio cac nha ban si sau khi mua véi muc gia duge tinh ¢ cau 2, néu muodn co6 ti
1¢ sinh 101 1a 20% gid mua vao (chi phi mua vao), thi hg s€ ban vai gid bao nhiéu?

Cach giai:

1. Chi phi trung binh ctia mot don vi san phim

Chi phi trung binh = Chi phi bén ddi trung binh + (Chi phi ¢ dinh / S6 lugng tiéu thu)
AC = AVC + (FC/Q)
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AC =8+ (4.000 / 1.000) = 12 tridu dong
2. Gia ban cho cac nha ban si
P=(1+m)*AC
= (1 +0,25) * 12 = 15 triéu dong
3. Gia ban cta nha ban si
P,=(1+m’)*P,
P,=(1+0,2)* 15 = 18 triéu dong

Thuyec ra viéc dung mtrc 15i dinh trudc dé dinh gia san pham 14 khong hoan toan hop 1y,
mac du nd de 1am. Vi phuong phéap dinh gia nay chua xem xét mdt cach day du nhu cau hién
tai cua thi truong va tinh hinh canh tranh trong cung mét nganh, gitra cac san pham thay the.

Tuy nhién, cach dinh gia mot mirc 1i dinh trudc van con pho bién vi mét s6 1y do:

- Thir nhat, do ngudi ban biét chic vé chi phi hon 1a sirc cau, nén bang cach gin gia
vao chi phi, nguodi ban don gidn hoa cong viéc dinh gid cia ho, ho khong phai thuong xuyén
dicu chinh gia khi nhu cau thay doi.

- Thir hai, khi tit ca cac doanh nghiép trong nganh déu sir dung phuong phap dinh gia
nay, gia c6 xu hudéng van dong nhu nhau.

- Thir ba, nhiéu ngudi cam thay cach dinh gia cong thém vao chi phi cong bang hon
cho ca nguoi mua lan nguoi ban. Nguoi ban khong loi dung nguoi mua khi nhu ciu tang
manh, nhung van dat dugc mirc doanh thu trén von dau tu mét cach kha quan.

b. Dinh gid theo ti sudt lpi nhudn muc tiéu

Mot cach tiép can dinh gia theo chi phi khac nita 1a dinh gi4 theo loi nhuan muyc tiéu.
Doanh nghi¢p xac dinh mirc gia trén co s& dam bao ti suat lgi nhuan muc ti€u trén von dau tu
(ROI) ma doanh nghi€p mong muon dat dugc.

Viéc dinh gia theo loi nhuan myc tiéu sir dung khai niém biéu do hoa von, trén d6 biéu
dien tong chi phi va tong doanh thu du kién tai nhitng muc san lugng ban ra khac nhau.

Phuong phéap dinh gia nay doi hoi doanh nghiép phai xem xét nhiéu murc gia Kkhac
nhau, anh hudng cta ching d6i voi khéi lugng tiéu thy cén thiét dé vuot qua diém hoa von va
thyc hién dugc mirc loi nhuan muc tidu va xac sudt s xay ra ciia timg mirc gia c6 thé.

Goi:

P: Gia theo lgi nhuin muc tiéu\

I: Vbn dau tu

ROL: Ti suét loi nhuan trén vbn dau tu
Cong thac: P = AC + ((ROI*I)/Q)

Vi du: Mot doanh nghiép lap rap may vi tinh ca nhan ma ta da xét & trén du tinh dﬁ}l
tu (I) vao viéc kinh doanh 15.000 tri¢u dong va muodn dinh gia sao cho cé thé thu dugc ti suat
loi nhuén trén von dau tu ROI 1a 20%. Hay tinh gia theo lgi nhuén muc tiéu

Cach giai:
Gia theo lgi nhuan muc tiéu
P = AC + ((ROI*I)/Q)\
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P =12+ ((0,2*15.000)/1.000) = 15 triéu dong

Doanh nghiép s¢ dat duoc ti suit lgi nhuén trén vn dau tu ROI 1a 20%, néu dam bao
duoc chi phi trung binh va mc ti€u thu dung phu du kiér}. N§u np’rc tiéu thu khong dat duogc
nhu du kién thi doanh nghi€p phai phan tich d6 thi hoa von dé biét dugc tinh trang chi phi va
loi nhuan tng vdi cac muc tiéu thu khac nhau.

Phuong phap dinh gia theo lgi nhuan muc tiéu c6 nhuoc diém la chua xem xét su co
dan ciia cau doi v6i gia ca, didu nay c6 thé anh huong dang ké dén doanh s ban ctia doanh
nghi¢p. Vi t}}e doanh nghiép phai can nhglc nhiing mtrc gia khac nhau va tién lugng nhirng anh
huong cé theé co cuia chung dén doanh s6 ban va lgi nhuan. Doanh nghiép ciing phai tim cach
giam céc chi phi ¢6 dinh va chi phi bién doi, chi phi thap s€ giam bot duge mure san lugng hoa
von.

5.2.2. Phuong phép hinh thanh gii ban dua vao phén tich diém hoa von

La hoat dong phan tich nhim bao dam cho doanh thu dy kién trong nhitng hoan canh
thi treong nhat dinh, c6 thé cho phép bu dap dugc toan bd chi phi da bo ra de dat hoa von.

Xéc dinh diém hoa vén chinh 1a qua trinh xac dinh mot khéi luwong san phém can thiét
va toi thi€u dugc dua ra ti€u thu vdi mic gia du kién nhat dinh, ma tai d6 doanh thu bu dap
toan bo chi phi da bo ra.

D6 thi hoa vbn dugc xay dung boi dudng tong doanh thu (TR) va dudng tong chi phi

(TC). Budng tong doanh thu va dudng tong chi phi s& giao nhau ¢ mirc tiéu thu duoc goi 1a
“diém hoa von”.

Séan lugng hoa von dugce tinh theo cong thirc:

San lwong hoa von = Chi phi ¢b dinh / (Gia — Chi phi bién ddi trung binh)
Quw =FC/(P-AVC)

Q= 4.000/ (15 — 8) =571 san phdm

Chung minh:
Ta co
TR = Q*P
TC=FC+ VCmaVC=AVC*Q
=>TC=FC + AVC*Q
Khi hoa von thi TR = TC hay AC =P (Vi AC = TC/Q con TR = Q*P)
=> Q*P=FC+ AVC*Q

Qu =FC/(P-AVC)




64

TR, TC , Ti ddng

u 4L Téng doanh thu

LN muc tiéu
12 —+

10 + 8.565 tridu dong

8 T Téng chi phi

4 FC

200 400 571 600 800
Hinh 5-2. Do thi phén tich héa vén

Nhu véy la cac doanh nghiép c6 thé cin cr vao muyc tiéu hoa von ciia minh dé xéac
dinh muc gia ban cho hgp ly nhat. Mit khac, cling can dy tinh dugc tir cac mue gia bép khac
nhau c6 anh hudng deén doanh thu va lgi nhuén cua doanh nghi¢p, tr d6 c6 nhirng quyet dinh
ve gia ban hop Iy nhat.

5.2.3. Pinh gia doc quyén, gia canh tranh
a. Phwong phdp hinh thanh gid djc quyén
MR =MC

Nguyén tic tdi da hoa lgi nhudn 1a: dé dat duoc loi nhuan téi da doanh nghiép phai
tang san lugng tiéu thu cho dén khi tai mgt mic san Iugng nao dé6 ma doanh thu can bién bang
v6i chi phi can bién dé san xuat don vi san lugng d6 (MR = MC)

b. Phuwong phdp hinh thanh gia canh tranh

Trén thi truong canh tranh, viéc xac dinh gia ban san phém cua doanh nghiép c6 thé
dua vao gid ban cua san pham canh tranh khac. Gia ban san pham c6 thé ngang bang hoac co6
thé cao hon, thap hon gia ctiia doi thu canh tranh.

- Piat gia ngang bang voi gia clia san pham canh tranh: phuong phap lam gia nay
thuong xay ra khi doanh nghiép hoat dong kinh doanh trong hinh thai thi truong doc quyén
theo nhom san pham nhu: vat lidu xdy dung, xang dau, dién, nudc... Mit khac, néu san phim
kinh doanh cua cac doanh nghi¢p xdm nhap thi trudng sau ma g10ng cac san pham hi¢n c6
trén thi truong khong c6 sy khac biét 16n thi co thé 14y gia mit bang cta cac san phiam canh
tranh lam chuén muc.

- Pit gi4 cao hon gia ciia san phim canh tranh: phuong phép lam gia nay thuong dugc
ap dung trong truong hop san pham cua doanh nghiép c6 nhing dic tinh loi ich vuot trdi so
v6i san pham cua d6i thu canh tranh. Trong trudng hop uy tin ciia doanh nghiép, gia tri ctua
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thuong hiéu va niém tin cta khach hang vao san phdm va cach kinh doanh cia doanh nghiép
cao thi cling c6 thé dinh gia cao hon mét bang cua gia ca canh tranh thi truong.

- bat gia thép hon gia ctia san pham canh tranh: khi dt gia theo phuwong phap nay, cac
doanh nghiép can het sirc cht y t61 nhiing phan ung tir phuong dién tdm ly cua khach hang.
Pong thoi cling can chi ¥ toi nhitng quy dinh cia phap luat vé chéng ban pha gia. Phuong
phép lam gia ndy thudng dugce st dung trong trudng hop san phim m&i xam nhap thi truong,
thuc hién chuong trinh khuyén mai hoic khi san pham budc vao giai doan suy thoai.

Tuy nhién, doanh nghiép khong thé dinh gia thap hon mot mirc gia nao d6. Chang han
doanh nghiép khong thé dinh gia thdp hon chi phi ma khong anh hudong dén vi tri ciia minh, vi
trong trudng hop niay doanh nghiép phai chap nhan thua 15. Néu doanh nghiép dinh gi4 ngang
béng v6i chi phi thi hoa vbn, dinh gia cao hon chi phi thi thu dugc lgi nhuan. Nhung mat
khac, cang dinh gia cao hon chi phi, thi doanh nghi¢p cang it c6 co hoi danh dugc thi truong.

5.2.4. Dinh gia theo gia tri cim nhin cia khach hang

Ngay cang nhiéu doanh nghiép dinh gia dua trén gia tri dugc cam nhan cia san pham.
Khéach hang 13 nhan vat c6 anh huong quyét dinh téi viée xac dinh gia ban san pham cua nha
kinh doanh. Thong thuong ngudi mua thiéu kién thirc dé hiéu biét gia tri dich thyc cia san
pham. Trong truong hop nay ho thuong mua va chip nhan gia ban theo sy cam nhan cua riéng
minh. Cac doanh nghiép khi dinh gi4 theo phuwong phap nay khong dya vao chi phi san xut
san pham ma dya vao su phén tich va ¢anh gia tdm 1y va sy cam nhan tir phia khach hang.

) Dé xac dinh gia theo phuong phap nay, cic doanh nghiép can phai chu ¥ t6i nhitng
van d¢€ sau day:

- Panh gia duoc uy tin va chit lugng cia san pham, hinh anh ciia doanh nghiép, gia tri
cua thuong hi€u trong suy nghi va tinh cam cua nguoi tiéu dung.

- Xéc dinh dugc mit bang gia ca cua san pham trén thi truong.

- Phan tich dugc tam 1y tiéu dung ciing nhu thu nhap va kha nang thanh toan cta thi
truong va khach hang muc ti€u cua san pham.

- Xac dinh dugc chi phi san xuét kinh doanh khéi lrgng hang hoa ban ra dy kién va
miurc loi nhuan muc ti€u can dat duoc.

- Panh gi4 dugc sy phan Ung ctua ddi thu canh tranh trude quyét dinh gia ban san
pham ctia doanh nghiép.

Vi du:

Ngudi tiéu dung chi tra 5.000 dong khi udng tach café & 1& duong, 15.000 dong trong
mot nha hang sang trong. Vi khach hang nhan thirc dugc nhiing gia tri khong khi, khung canh
khac nhau.

Diéu quan trong ma cac doanh nghiép can phai luu ¥ trong phuong phéap dinh gia nay
la phai thiét 1ap duoc gia tri noi y nghi ciia khach hang trong su tuong quan vGi nhirng cong
hién canh tranh khac, danh gia cho dugc phan ung tim 1y tir phia nguoi tiéu dung veé murc gia
clia san pham. Mirc d chép nhan ctia nguoi tiéu dung 1a thude do tiéu chuan quyét dinh cua
viéc dinh gi4, khach hang san sang tra thém bao nhiéu tién dé dat duoc loi ich (théa man) cao
hon.

5.2.5. Pinh gia phan biét

Cac doanh nghiép thuong thay dbi gia can ban cho phu hop v&i nhitng diém khéc biét
cua khach hang, san pham va dia diém. Doanh nghiép thuc hién viéc dinh gia phan biét khi



66

ban mot san pham hay dich vu v6i hai hay nhiéu mirc gi4, ma nhitng murc gia nay khong phan
anh sy khac biét twong ung vé chi phi.

Viéc dinh gia phan biét co6 nhiéu hinh thirc:

a. Dinh gia theo nhom khdch hang

Trong cach dinh gia theo nhom khéach hang, cac khach hang khac nhau s€ phai tra
nhirng khoan tién khac nhau cho cung mgt san pham hay dich vu. Dinh gid phan biét theo cac
nhoém khéach hang doanh nghiép c6 thé can cur vao céc tiém thirc ¢6 lién quan nhu: khach quen
va khach la, theo gidi tinh, theo tudi tac, theo thu nhap va dia vi xa hdi, ...

Vi du: cac vién bao tang s& lay gia vé vao cira thap hon déi v6i hoc sinh, sinh vién va
nguoi cao tudi
b. Dinh gid theo sin phim

Dé thoa min nhu cau da dang va tic dong vao tim Iy cua cdc nhom khach hang khac
nhau, cac doanh nghiép thuc hién viéc da dang hoa cac kiéu san pham hay mat hang khac va
dinh murc gia ban phan biét.

Vi du: Gia nu6c udng dong chai Vinh Hao loai lo nhua va lo thuy tinh. ..

c. Pinh gid theo dia diém

O nhitng ving thi truong khic nhau, do dic diém tiéu dung, quan hé cung- cau, tinh
hinh canh tranh va két cau chi phi san phdm khac nhau, doanh nghiép 4p dung gia ban san
pham khac nhau cho mot loai hang hoa.

Vi dy: Gia vé chd ngdi tuy theo vi tri ma ngudi xem, gia kinh doanh du lich. ..

d. Dinh gid theo thoi gian

i O nhitng thoi diém khéc nhau, do quan hé cung- cu thay doi, gia ban cia mot loai san
pham dugc xac dinh theo nhitng muc gid khac nhau. Gia ca dugc thay doi theo mua, theo
ngay va tham chi theo gio.

Vi du: Gia ciia nong san pham chinh vu va trai vu, gia san phim ¢ thoi ky mot va sau
mot, gid cung cap cdc dich vy cong cong thay doi theo gid trong ngay va theo ngay nghi cudi
tuan so voi nhitng ngay thuong.

Muc tiéu cua chinh sach phén biét 1a nham kich thich vao nhu cu va dic diém tiéu
dung cua tat ca cac nhom khach hang va vung thi truong khac nhau. Mat khac, chinh sach
phan bi¢t gia con giip cac doanh nghi¢p khai thac tri¢t d€ cac ngudn doanh thu ti€ém nang,
thuc hi€n muc tiéu mé rong thi trueong.

Dé viéc dinh gia c6 hiéu qua, can phai bao dam nhiing diéu kién nhét dinh:

- Thi nhat, thi truong phai phan khiic duoc va nhitng phan khiic thi trudng niy phai co
nhu cau voi cudong do khac nhau.

- Thtr hai, cac thanh vién trong phan khiic thi truong gia thip khong c6 kha ning ban
lai san pham cho phan khuc thi truong gia cao hon.

- Thir ba, cac d6i thu canh tranh khong thé ban gia thdp hon trong phan khuc thi
truong ma doanh nghi¢p dang ban gia cao.

- Thur tu, chi phi cia phan khiic va dap ung thi truong khong dugce vuot qua khoan thu
nhap thém do phan biét gia ca.
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- Thi nam, viéc phan biét gia khong duoc gdy nén bat binh va khé chiu cho khach

hang.
- Tht sau, hinh thirc phan biét gia ca cu thé nao do khong dugc trai Phap luat.
TOM TAT KIEN THUC

~Ngay nay, mac du vai tro cua cac yéu t6 phi gia ca dang tang lén, nhung gia ca van la
mot yéu td cuc ki quan trong trong chién luoc Marketlng mix cua cac doanh nghlep Trong
qué trinh kinh doanh ctia minh, cic doanh nghiép phai tién hanh viéc dinh gi4, diéu chinh gia
va thay d6i gia ca san pham. Diéu nay dugc thé hién rd trong vai tro viée dinh gia trong kinh
té thi truong.

Sy hinh thanh va van dong cuia gia ca san pham chiu sy tac dong cta nhiéu nhén t6. Vi
vay, khi dé ra nhitng quyét dinh v& gia, doi hoi phai xem xét va giai quyét nhiéu van dé. Y
nghia ciia vn dé nay la gitip cho nhirng nguoi lam gia bién d6 dao dong ciia mot mirc gia dé
chon dugc muc gia ban hop 1y nhit va c6 thé st dung gid nhu mot cong cu canh tranh sic
bén.

C6 nhiéu phuong phap dinh gia khac nhau, doanh nghiép c6 thé sir dung mot phuong
phap hodc két hop ching véi nhau dé xac dinh khung gia cho san pham. Cac phwong phép
xac dinh gia & ddy bao gom: phuwong phap hinh thanh gia ban theo cach cong 1di vao chi phi,
phuong phap hinh thanh gid ban dya vao phan tich diém hoa von, dinh gia theo phuong phép
canh tranh, dinh gia dua vao gia tri cam nhan ctua khach hang va phuong phap hinh thanh gia
phan biét.

CAU HOI ON TAP

1. Din}l gia c6 vai tro nhu thé nao? Tai sao néi khi dinh gia can cht y “Pdi thu canh
tranh khong tan cong gid vao khu vuc gia cao”?

.. 2. Phén tich nhirng nhan t6 anh huong dén viéc dinh gia san phdm ma doanh nghiép c6

thé kiém soat duoc?

3. Phan tich nhiing nhan t6 anh huong dén viéc dinh gia san pham ma doanh nghiép
khong thé kieém soat dugc?

4. Trong cac phuong phap hinh thanh gia ban phuong phap nao hién nay doanh nghiép
st dung nhiéu nhat? Néu vu va nhugc diém cua phuong phap do?

5. Pinh gia phan biét 14 gi? Khi ndo can phai dinh gia phan biét? Loi ich ciia dinh gi4
phan bigt?

BAI TAP TINH HUONG
Gi4 cao vin ban dwgc nhiéu sin phim

Cong ty Approach software & Redwood, California, khi méi dua ra 1 san phdm mdi,
ho mudn béan ra thap dé ty giéi thiéu va khuyén khich ngudi ta dung thir chwong trinh phan
mém dit liéu ctia minh. Giam déc tiép thi ctia Approach 1a ba Jaleh Bisharat, trén co s& phan
tich tinh hinh di dwa ra mirc gia 1a 149USD/dia chwong trinh. Dé c6 thém thong tin khi ra
quyét dinh ba Jaleh Bisharat quyét dinh guri téi 50.000 khach hang thir chao hang, trong d6
dua ra 3 muc gia dé tham do 99USD, 129USD, 149USD. Thong qua tap hop thong tin tir cac
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thong tin tra 10i cua khach hang, ba Jaleh Bisharat nhan thiy sé dit mua & 2 murc gia 129 va
149 1a xp xi bang nhau, mirc gia 99USD c¢6 it ngudi dat mua nhat. Tiép sau do, cong ty nay
da thir chao hang véi muc gia 199USD, cong ty van tiép tuc nhan duoc nhidu don dit hang
hon. Ba thang sau khi dua san pham ra thi trudng, Approach di nang mtc gia ban 1é 1én t6i
399USD ma van la 1 trong nhirng san phim ban chay trén thi truong.

Yéuciu:

1. Hay nhédn xét vé chién lugc gia cta cong ty Approach software?

2. Khi d3 ndng murc gi4 ban 1¢ 1én t6i 399USD ma san pham cta cong ty van ban chay. Theo
ban, cong ty c6 nén tip tuc tang gid nira khong? Neéu tang thi tang l€n bao nhiéu? Tai sao?

3. Qua tinh hudng nay, ban c6 cho rang: Lic nao dit gia thap ciing s& ban hang tot hon dat gia
cao khong? Tai sao?
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Chuwong 6 CHINH SACH PHAN PHOI

Phan phdi 1a mot hoat dong ciia Marketing - mix, n6 dam nhiém vai trd chuyén san
pham tir nha san xudt dén ngudi tiéu dung cudi cung. Hoat dong phan phdi duoc to chic,
quan Iy hiéu qua sé& gitip cho san pham bao phu dugc thi trudng, giam chi phi luu thong, 1am
tang kha ning canh tranh, ... Quan Iy hoat dong phan phdi 1a thiét 1ap kénh phan phdi bao
gom nhung trung gian phéi ho*p thyc hién cac chirc ning khac nhau. Dong thoi quan ly cac
trung gian bang nhitng chinh sach nhu: hd tro quang céo, hd trg dao tao nhan vién ban hang,
thoa thuan phan chia loi ich, trach nhiém nham huéng cic trung gian hoat dong vi muc tiéu
chung.

Sau khi nghién ctru chwong nay, nguoi doc c6 thé:
- Hiéu duoc thé nao 1a phan phdi va kénh phan phbi Marketing
- Hiéu duoc tim quan trong ctia hoat dong phan phéi
- Phén biét dugc sy khic nhau va vai trd ciia cac trung gian phan phéi
- Phan tich dugc cac cin cir dé lya chon kénh phan phéi
- Biét duoc cach thirc t6 chirc quan Iy kénh phan phdi.
6.1. KHAI NIEM VA CHUC NANG CUA PHAN PHOI
6.1.1. Khai niém phéan phdi va kénh phan phéi

Phén phdi 1a mot bién s quan trong cua Marketlng hén hop. Hoat dong phan phdi giai
quyét vin dé hang hoa dich vu duoc dua dén nguoi tiéu dung nhu thé nao. Cac quyét dinh vé
phan phéi c6 anh huong tryc tiép dén tat ca cac quyét dinh Marketing khéc.

C6 thé hiéu phdn phoi la mét qua trinh chuyén dwa sin pham tir nha san xudt dén
nguoi tiéu dung cuoi cung thong qua nhiéu phuwong thirc va hoat dong khdac nhau.

Do d6, phan phdi bao gdbm céc hoat dong dién ra trong khau luu thong, 1a cau ndi giira
san xuat voi tiéu dung. Noi dung ctia phan phoi 1a thuc hién hang loat cac dich vu sau qua
trinh san xuat va trudc qua trinh ti€u dung.

Tdp hop cac 16 g’hd"c va cd nhan lam nhiém vu clguyén dwq san phém fir nha san xudt
den nguoi tiéu dung cuoi cung dwoc goi la kénh phdn phoi san pham.

Céc kénh phan phdi tao nén dong luu chuyén hang hoa, dich Vu tir nguoi san Xut qua
hodc khong qua céc trung gian thuong mai dé téi ngudi tiéu ding cudi cing.

Céc trung gian thuong mai tham gia vao kénh phan phdi chu yeu la nha ban budn
hodac nha phan phoi cong nghiép, nha ban 1é, dai Iy, nha méi gii. Mbi loai trung glan co
nhitng vu thé khac nhau vé so truong, nang lyc kinh doanh. Céc cong ty s& phai can nhic st
dung trung gian nao cho kénh phan phdi nhim dam bao gia tri cung ing cho khach hang va
tao duoc loi thé canh tranh.

6.1.2. Vai trd va chirc niing ciia phan phoi
a. Vai tro ciia phin phéi

- Phan phéi gop phéan trong viéc théa man nhu cau thi trudng muc tiéu, lam cho san
phim c6 mit trén thi truong dung lic, ding noi dé di vao tiéu dung. Phan phdi gitip doanh
nghiép ting cuong muc do bao phu thi truong, dua san phim thdm nhap vao cac doan thi
truong maoi.
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- Phan phdi gop phan thoa man nhu cau thi trudng nhidu hon bang cach tang cuong
lién két hoat dong san xuét voi nhu cau thi truong thong qua phan hoi thong tin, trién khai cac
hoat dong khac cua Marketing nhu: gi6i thiéu san pham méi, khuyén mai, dich vu sau ban
hang, ...

- Trong mdi trudng canh tranh gay git, phan phdi gitp cho doanh nghiép tao su khac
biét cho thuong hi¢u va tré thanh vii khi canh tranh hitu hi¢u.

- Phéan phdi hd tro cac chinh sach khac cua Marketing hdn hop dong thoi phdi hop
thuc hi€n dong bd nang cao hi€u qua kinh doanh ctia doanh nghiép.

b. Chirc niing ciia phén phéi

- Thay d6i quyén s& hiru tai san: qua trinh phan phéi thyc hién chuyen giao quyén so
hiru tai san tir nguoi san xudt den ngudi ban budn, ban 1¢ va cudi cung dén ngudi tiéu dung.
Mdi quan hé gitra ngudi san xuat, ngudi phan phdi va ngudi tiéu dung 1a quan hé mua ban
song phang.

- Van dong di chuyén hang héa: day 1a chirc ning quan trong nhat ctia phan phdi, qua
trinh vén dong va di chuyen hang hoa dugc thuc hién thong qua cac hoat dong du trit, luu
kho, bdc xép, van chuyén, déng goi va ban hang.

- Thong tin hai chiéu: thong qua céc phan tir trung gian, nha san xuat tién hanh giGi
thi¢u san pham cua doanh nghi¢p va cac hoat dong ciia minh nham khuyén khich viéc tiéu
thu.

Mat khac cling thong qua cac phan tir trung gian, nha san xut nim bét dugc cac thong
tin vé nhu cau, thi hiéu va tim 1y tiéu dung cua khach hang ¢ cac vung thi trudng khac nhau.
Ngoai ra nhiing nguoi trung gian ciing 1a ngudn cung cap thong tin thwong mai cho nha san
XUat.

- San sé céc rui ro trong kinh doanh: nha san xuat phai chp nhan chia sé¢ lgi nhuan
cho céc trung gian dé cac trung gian nay thuc hién chiic nang phan phéi, dong thoi san sé rui
ro trong qua trinh phén pho1 Do chinh 1 hinh thirc tap trung ngudn lyc dé chuyén mén hoa
san xuat va phan phdi nham huéng dén hiéu qua cao hon trong san xut kinh doanh.

6.2. CAC PHAN TU TRUNG GIAN VA CAC LOAI KENH PHAN PHOI
6.2.1. Cac phén tir trung gian trong kénh phén phéi

C6 nhiéu loai trung gian tham gia vao kénh phan phéi va thyuc hién cac chirc nang
khac nhau, c6 thé go1 la cac trung glan phan phdi hay cac thanh vién ciia kénh phan phdi.
Du6i day 1a mot s6 loai trung gian chi yéu:

a. Nha ban Ié (Retailers)

Nha bén ¢ 13 nhiing trung gian ban san pham cho ngudi tiéu dung cubi cung. Pay la
giai doan cudi cung trong kénh phan phdi. Nha san xuét, nha nhap khau, nha ban budn ciing
c6 thé ban hang tryc tiép cho nguoi tiéu ding cudi ciing. Nhung phéan 16n cong viée ban 1é va
chiém linh thi truong 14 do nha ban 1¢ chuyén nghiép ¢am nhan.

Do phai tiép xtic, giao dich tryuc tiép voi ngudi tiéu ding cudi cting nén vi tri clra hang,
chung loai san pham gi0 ban, nhan vién ban hang, giao hang, dich vu khach hang, ... 14 nhing
yéu t6 quan trong dé hap dan khach hang dén cira hang,

Céc nha ban 1¢ thuong c6 nhitng chirc ning chi yéu sau:
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. - Tap hop va phan loai san phim tir nhirng nha cung cdp khac nhau dé phuc vy nhu
cau da dang va phong phu cua khach hang.

- Cung cap thong tin cho nguoi tiéu dung théng qua quang cdo, trung bay, nhén vién
ban hang. Ngoai ra con hd trg nghién ctiru Marketing, cung cap thong tin phan hdi cho nhiing
thanh vién phan phdi khac trong kénh.

- Dy trit sin pham, bao quan, ghi gi4, sap xép, chuan bi san sang san pham ban ra.

- Tao diéu kién thuan tién va hoan tit giao dich béng cach trung bay hop 1y, hd trg
giao hang, tin dung va nhiing dich vu khéac cho khach hang.

Hoat dong ban 1¢ rit da dang vé quy mé va hinh thic, tir nhitng ngudi ban hang rong
deén céac ctra hang, siéu thi va ngay cang xuat hi¢n nhicu cach ban hang mdi. Mot so hinh thuc
hoat dong clia cac ctra hang ban 1¢:

- Cua hang ban 1¢ doc 1ap (Independent retailer): 1a cac cua hang ban 1¢& hoat dong
khong phu thudc nhau.

- H¢ thong ban 1¢ (Retail chain): c¢6 nhieu dau moi ban 1¢ c6 chung so hitu va dugc
tiéu chuan hoa, chuyén mon hoa va chung hé thong kiém soat.

- Ban I¢ déc quyén (Retail franchising): cac nha dic quy‘éqn (nha san xuét, nha ban
budn) cap dac quyen cho nha ban 1é dugce kinh doanh ban 1& san pham véi t€n higéu va quy tac
riéng biét.

- Hop tac ban 1é (Retail Cooperative): mot s6 cira hang ban 1¢ lién két véi nhau dé chia
sé chi phi ban hang, du trit, van chuyén, quang cao, ...

b. Nha ban buén (Wholesalers)

Nha ban budn 1a nhitng ngudi mua san pham tir nha san xuat hodc nha cung cap dé
ban lai cho nha ban 1¢é va nhitng nha ban buén khac. Ho khong ban truc ti€ép cho nguoi tiéu
dung cudi cung.

Béan budn thudng thyc hién véi sé lugng 16n nén giam duge chi phi phan phdi san
pham vat chat.

Cac chtric nang chu yeu cua nha ban budn:

- Thu mua va phan loai san pham nham tao diéu kién dé& dang cho khach hang trong
viéc lua chon.

- Cung cap nhirng thong tin hd trg nghién ctru Marketing,

- Dy trit san pham dé dam bao cung cap hang hoa déu dan.

- Phéan phdi san pham dén nhirng phan khuc thi truong mai.

- Hd trg von béng cach dat hang trudc va tra tién dang han, trg cép tin dung cho nha
ban 1¢.

- Giup d& cac nha ban 1¢ trong viéc huin luyén nhan vién ban hang, trung bay va gidi
thi¢u san pham, xay dung h¢ thong ké toan va kiém kho.
c. Dai ly (Agents)

Dai ly 1a nhirg nguoi thay mat cho nguoi ban hoac ngudi mua dé thyc hién cac giao
dich V‘(’Yi khach hépg. Ho nhan dugc mot khoan hoa hong hodc thu lao do bén str dung tra theo
hop dong da ky ket.
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Pai ly ¢o6 thé dai dién cho mét hodc nhiéu cong ty khac nhau nhung khong la ddi tha
canh tranh tryc ti€p ctia nhau.

Theo luat thwong mai Viét Nam, dai 1y gdm c6 dai ly hoa hong, dai Iy bao tiéu, dai Iy
ddc quyen va tong dai ly.

d. Ngwoi moi gioi (Brokers)

Ngudi moi gioi 1a ngudi khong tham gia mua ban hang hoa ma chi lam nhiém vu chip
noi ngudi ban voi ngudi mua, khong ganh chiu mdt su rui ro nao va dugc huong thu lao cua
bén sir dung moi gidi.

Ngudi moi gioi 1a mot trung gian rat can thiét vi trén thi trudng c6 rat nhidu ngudi ban
va rat nhiéu nguodi mua, gitra ho khong cé dicu ki¢n dé hieu biét nhau. Nguoi moi gidi lam
cho qué trinh mua ban dugc nhanh chdong, tin tudéng va hiéu qua cao.

6.2.2. Cac loai kénh phan phéi dién hinh
a. Cac logi kénh phdn phéi dién hinh

Mot kénh phan ph01 c6 thé don gian hodc phurc tap. Kénh phan phdi ¢é nhiéu kiéu cau
trac khac nhau nhung c6 thé dua vé 2 dang: kénh phan phdi san pham tiéu ding va kénh phan
phdi san pham cong nghiép.

- Kénh phéan phdi san pham tiéu dung:

Kénh phan phdi san pham tiéu dung thuong phue tap va phong phu. Tuy theo ting
loai san pham, timg thi truong, ting doanh nghiép ma sd luong kénh va ciu trac kénh ciing
khac nhau.

NHA » NGUOI
SAN TIEU
XUAT Nha ban Nha béan DUNG

| buon 1é
Nha ban Nha ban
| buon lé
Nha ban Nha ban Nha ban
_’ = a
budn budn 1é

Hinh 6.1 Ciu tritc kénh phén phoi san phém tiéu ding

Kénh khong c6 trung gian goi 1a kénh tryc tiép hay 1a kénh khong cap

Kénh c6 trung gian goi la kénh gian tiép, bao gébm cac kénh c6 tir 1 dén 3 cap. SO cép
ctia kénh duogc thé hién boi sd trung gian tham gia vao kénh. Chang han kénh 2 cép ¢6 2 trung
gian tham gia phan phdi san pham tir nha san xuat dén ngudi tiéu dung.

Kénh tryc tiép hay kénh c6 mot trung gian dugc xem 1a kénh ngén. Kénh c6 tir 2 trung
gian tr¢ 1én 1a kénh dai.
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Trong thyc té co thé co nhing kénh phén ph01 ¢6 nhiéu cap hon. Theo quan diém cua
nha san xudt thi kénh cang nhiéu cap cang kho kiém soat.

- Kénh phan phdi san pham cong nghiép

NHA »| NHA SU
SAN DUNG
XUAT Nha phan phéi CONG
> cong nghiép ”| NGHIEP
Dai ly Nha phan phdi
> cong nghiép >

Hinh 6-2. Ciu tritc kénh phén phoi sin phéim cong nghiép

Céc kénh phan phdi hang cong nghiép thuong ngin hon kénh phan ph01 hang tiéu
dung. Nhirng nha str dung céng nghiép thuong it vé sb lwgng nhung mua véi sé lugng 1on.

b. Sw hoat dong ciia kénh phin phéi

Mot hé théng kénh phan phéi cé thé duoc biéu dién nhu hinh 6.1. Hinh v& biéu dién
hinh anh céc kénh phan phdi hoat dong thong qua cac dong két ndi cac thanh vién trong kénh.
Noi dung cua cac dong két ndi co thé mo ta nhitng cong viéc ma cac thanh vién trong kénh
phai thyc hién trong sudt qua trinh phan phdi hang hoa. Mot hé thong kénh hoat dong tt khi
tat ca cac dong trong kénh van dong thong sudt. Cac dong van dong trong kénh chi yéu bao
gom:

- Dong chuyén so hitu: mo ta viéc chuyén quyén so hiru san pham tir thanh vién nay
sang thanh vién khac trong kénh. Mdi 1an mua ban 1 mot lan chuyén quyén so hiru tir nguoi
ban sang ngudi mua.

- Dong thong tin: md ta qua trinh trao d6i thong tin giita céc thanh vién trong kénh
trong qué trinh phin phdi. Qua trinh trao d6i thong tin co thé dién ra giira 2 thanh vién ké can
hodc khong ké can. Cac thong tin trao d6i trong kénh co thé 1a tinh hinh thi truong, khdi
lwong, chat lwong va gia ca san pham, thoi gian va phuong thic thanh toan, ...

- Dong van dong vat chét: mo ta viée di chuyén hang hoa hién vat that sy trong khong
gian va thoi gian tir dia di€ém san xuat toi dia diém ti€u dung qua hé thong phuong tién, kho
bai. Pay la dong van chuyén c6 chi phi 16n nhat trong tong chi phi phan phoi.

- Dong thanh toan: mo ta sy van dong cua tién va ching tir thanh toan. Tién chay
nguoc tir nguoi mua tro' lai nguoi san xuit con chimg tir thanh toan thi chuyén tir nguoi ban
dau tién toi ngudi mua cudi cung,

- Dong xuc tién: mo ta sy phdi hop va trg gitip hoat dong xuc tién gitra cac thanh vién
trong kénh vdi nhau.

Xay dung va quan 1y kénh phan phdi thyc chét 1a thiét ké cac dong van dong trong
kénh hop ly va quan ly qua trinh van dong cua cac dong trong kénh.
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c. Cac quan hé va hanh vi trong kénh

Mot kénh phan phéi 1a sy lién két cac doanh nghiép san xuat va thuong mai khac nhau
vi loi ich chung. Mdi thanh vién trong kénh déu dya vao cac thanh vién khac cua kénh va
thanh cong cta ho gin lién v4i thanh cong cua cac thanh vién khac. Mdi thanh vién cta kénh
gilt mot vai tro riéng va thuyc hién mét hodac mot s6 chirc nang. Kénh phéan phéi s€ hiéu qua
nhét khi ting thanh vién duoc giao nhitng nhiém vu phtt hop vé6i kha ning nhat.

Trén thyc té, cac thanh vién thuong quan tim nhiéu dén nhirng loi ich ngén han cua ho
va thuc hién nhimmg giao dich v6i thanh vién trai tuyén. Ho thuong khong dong y vé vai trd
mdi thanh vién phai lam va loi ich twong tmg. Nhiing bat dong vé vai tro, muyc tiéu nhu vay
lam nay sinh nhiing xung dot gitra cac thanh vién trong kénh. Trong mdi kénh phan phbi ¢6
nhiéu xung dot tiém an:

- Xung dot chiéu ngang: 1a nhitng xung dot giita cac trung gian & cung cép do phan
phoi trong kénh. Vi du nhu xung dgt gitra nhitng nguoi ban budn cung mdt mat hang do dinh
gia khac nhau hodc ban hang ngoai khu vuc da phan chia.

- Xung ddt chicu doc: xdy ra gilra cac thanh vién & cac cap phan phoi khac nhau. Vi du
nhu xung ddt gitra nha san xuat voi nha ban budn ve viéc dinh gia, cung cap dich vu va quang
cdo.

Céc xung dot & trong kénh c¢6 thé lam giam hiéu qua ciia kénh, tham chi pha v& kénh
nhung cling c6 thé xung dot s€ lam kénh phat trién hiéu qua hon nhd cac thanh vién tim ra
bién phap phan phoi tot hon dé gidi quyet xung dot.

Dé kénh hoat dong tot can phai phan dinh rd vai tro cta ting thanh vién va giai quyét
xung dot. Muon vay can phai cé sy ldnh dao diéu hanh tot, c6 nghia la can mdt thanh vién
hodc by may c6 quyen luc phan chia hgp ly nhiém vu phan phdi trong kénh va gidi quyét
xung dot.

d. Cic hinh thirc té chivc phén phéi

Céc kénh phan phdi 12 nhitng hé théng hoat dong phtrc tap, trong d6 cac thanh vién
cua kénh twong tac 1an nhau dé dat dugc muc tiéu cua riéng minh. Mot sb hé thong kénh chi
c6 mbi lién két long 1éo giita cac thanh vién, trong khi mot s6 hé thong kénh khac lai co su
lién két rat chat ché. Cac hé théng kénh ciing khong ¢d dinh ma thudng xuyén c6 nhiing thay
d6i nhu xuét hién nhing t6 chirc trung gian méi hay hinh thanh nhiing ciu tric kénh moi.
Hién c6 cac loai kénh phan phdi trén thi truong: kénh truyén thdng, kénh lién két doc, kénh
lién két ngang, lién két nhidu kénh.

- Kénh truyén thong la kénh phan phdi hinh thanh boi tip hop ngiu nhién cac doanh
nghiép va cd nhan doc 1ap vé chu quyén va quan 1y, mbi thanh vién trong kénh it quan tam t6i
hoat dong cua ca hé théng. D6 1a mot mang luéi két ndi khong chit ché gura nha san xuét,
ban budn, ban 1é do budn ban tryc tiép véi nhau, tich cyc thuong luong vé cac didu khoan
mua ban va hoat dong doc 1ap. Quan hé mua ban gilra cac thanh vién hinh thanh mdt cach
ngiu nhién trén thi truong theo co ché thi trudng ty do. Nhuoc diém cua dang kénh nay 1a
hoat dong kém hiéu qua, c6 nhiéu xung dot tai hai, chi phi phan phdi cao, nhiéu rui ro cho cac
thanh vién kénh.

- Kénh phan phdi lién két doc: 1a kénh phan phéi bao gdm nha san xuat, mot hay nhiéu
nguoi ban si va mot hay nhiéu nha ban 1¢ hoat dong nhu mot hé théng théng nhit. Trong d6
c6 mot thanh vién déng vai trd 1a chi ctia cac thanh vién khac hodc ¢6 quyén luc dam bao cac
thanh vién khac hop tac mot cach toan dién. Kénh phan phdi doc di trd thanh mot hinh thirc
phan phéi thinh hanh cho san phim hang tiéu dung.
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- Kénh phan phdi lién két ngang: 14 hinh thirc hai hay nhiéu cong ty san sang hop luc
lai dé cung nhau khai thic nhirng kha nang Marketing cua nhau. Timg cong ty ri€ng ré khong
c¢6 da von, tri thirc k¥ thuat, ning lyc san xuat hay nhung ngudn tai nguyén dé hanh dong don
ddc va phai ganh chiu nhiéu rai ro. Cac cong ty ¢ thé hop tac c¢6 thoi han hodc lau dai va
ciing ¢6 thé thanh 1ap mot cong ty chung khac.

- Kénh phan phdi nhiéu kénh: 1a hé thong kénh phan phdi c6 tap hop nhiéu kénh. Cac
cong ty ngay cang hay sit dung cac kénh phan phdi nhiéu kénh dé chiém linh mot sé thi
truong hay nhiéu thi truong khac nhau. Vi du nhu cong ty san xuat nuéc tinh khiét da xay
dung nhirng kénh phan phdi ctia minh nhu sau: kénh thir nhat phan phdi cho cac bénh vién,
truong hoc va cac cong s, kénh thi hai phan phdi cho cic khach san, nha hang, kénh tha ba
phan phdi cho cac dai Iy ban 1¢, ... Viéc ban hang qua nhiéu kénh mot mit c6 thé giy ra mau
thuan trong hé thong kénh phan phdi nhung mit khac lai ting kha nang tiép can va thoa man
nhu cau cua khach hang Vi ly do nay, cac cong ty phai tim cach khic phuc nhitng mit bat lgi
ctia cach t6 chirc nhiéu kénh phan phdi nay.

6.3. CAC PHUONG THUC PHAN PHOI
6.3.1. Phén phdi rong rii

Céc nha san xuat hang tiéu ding va cac loai nguyén liéu thong thuong van dung cach
phan phéi rong rai, tc 1 tim cach ban hang hoa qua rat nh1eu trung gian v6i mong mudn
lwong hang hoa cia ho ¢6 mit & cang nhiéu ctra hang cang tot.

_Nhimg loai hang nay phai tién l¢i cho viéc luu gilt tuong d6i lau nhu: thudce 14, bot
giat, sat thép, ...

6.3.2. Phén phdi ddc quyén

Khi thyc hién phuong thirc phan phdi nay, doanh nghiép chi Iya chon mot sé trung
gian & moQt sO noi nhat dinh d¢ ti€u thu san pham ma khong can phan tan lyc lugng ra nhicu
diém ban nham gianh dugc thi phan can thiét voi sy kiém soat chat che va tiet kiém chi phi.

Hinh thirc nay thuorng ap dung cho loai hang hoéa c6 gia tri cao, khach hang thuong
suy nghi tinh toan nhiéu mé&i quyét dinh mua.

6.3.3. Phan phéi chon loc

V6i phuong thirc phan phdi nay, doanh nghiép chi sir dung mot s trung gian rat han
ché & mot khu vuc thi truong dé tiéu thu san pham. Ho yéu cau dai 1y chi dwoc ban hang cua
minh, tuyét doi khong dugc ban hang cua doi thu canh tranh.

Céach phan phdi nay gitp dé cao hinh anh cta san pham va c6 thé mang lai cho
doanh nghiép nhiéu thanh cong hon.
6.4. LUA CHON VA QUAN LY KENH PHAN PHOI
6.4.1. Lua chon kénh phan phdi

La mot qua trinh phan tich danh gia cac nhan t6 anh huong dé lya chon kénh va trung
gian phan phoi thich hop d€ tiéu thu san phdm dat hi€u qua cao. Day la mot trong nhirng
quyéet dinh Marketing quan trong anh hudng dén doanh so, chi phi va thi phan cta cong ty.

Céc can cr dé lya chon kénh phan phdi:

a. Cdn cir vao cdc muc tiéu phéin phoi



76

- Chiém linh thi truong: dé san phém c6 thé bao quat duoc thi truong myc tiéu, cac
doanh nghi€p co6 thé Iyra chon kénh phan phdi dai v6i hé théng céc cira hang ¢6 quy mo 16n va
nhiéu tang nic phan phoi.

- Xay dung hinh anh san pham: véi muc ti€u nay, san pham khong chi can hién dién
trén nhiéu khu vy thi truong, nhiéu diém ban ma con can cha y lya chon vi tri ciia hang, cach
trung bay, ...

- Kiém soat: nhitng kénh ngan thuong dugc kiém soat dé hon nhing kénh dai nén dé
dat dugc muc ti€u nay cac doanh nghiép c6 xu hudng chon nhirng kénh it trung gian.

- Giam chi phi, tang loi nhuén: hudng lua chon nhing kénh véi trung gian c6 kha
nang phan phoi manh, tir d6 chi phi phan phoi s€ thap va lgi nhuan tang 1én.

b. Cin cir vao ddc diém cua thi truong

- Loai thi truong: do hanh vi mua cua khach hang cong nghiép khac véi nguoi ti€u
dung la ca nhan hay gia dinh nén cac doanh nghiép can thict ké kénh phan phodi cling khac
nhau.

- Quy mo khach hang tiém ning: néu luong khach hang it nén su dung kénh truc tiép
hay kénh ngan. Kénh dai chi dugc str dung khi lugng khach hang nhiéu.

- Mirc d6 tap trung vé mit dia Iy cua thi truong: nhimng thi truong c6 nhu cau 1on va
tap trung nén dung kénh tryc tiép hay kénh ngan. Nguoc lai khi thi truong phan tan thi nén su
dung kénh dai.

- Quy m6 don hang: d6i voi khach hang c¢6 s6 luong mua 16n nhu siéu thi thi doanh
nghi¢p cd thé ban hang tryc tiép. Néu so lwgng mua cua khach hang nho nhu cac diém ban 1¢
thi nén sir dung céac trung gian ban buoén dé phan phoi.
¢. Can cir vao sin phim

- Pic diém cua san pham: ddi voi nhitng san phdm co gia tri thip, sir dung thudng
xuyén thi nén phan phoi qua nhi¢u kénh trung gian. Nhitng san pham de hu hong, cong kénh
thuong dugc phan phdi qua cac kénh ngan.

Déi véi nhiing san phém c6 tinh k¥ thuat cao, can dich vu chuyén mén hd trg doi hoi
phai chon céc trung gian chuyén nghiép.

- Céc giai doan cuia chu ky séng san pham: tiy timg giai doan ciia chu ky séng san
pham ma nhitng yéu cau khi lga chon kénh va trung gian phan phoi s€ khac nhau.

d. Can cwr vao ddc diém ciia trung gian

- Ning lyc ctia cac trung gian: thé hién qua kha ning tiéu thy san pham, uy tin trén thi
truong, trinh do cua doi ngd ban hang, hé thong cira hang, von, kha ning thanh toan, vi tri
kinh doanh, kha nang cung cap dich vy, ... doanh nghiép tuy theo nang lyc cua modi trung gian
s€ giao cac nhiém vu phan phoi khac nhau.

- Y muén ciia cac trung gian: trung gian ¢6 thé khong muén nhan phan phdi san pham
cho cong ty médc du ho c6 kha nang bdi vi ¢6 theé ho da phan phoi san pham khac.

- Chinh sach kinh doanh: quan diém va phién lugc kinh doanh ctia doanh nghiép c6
thé khong thong nhat voi cac trung gian phan phoi cho nén trong qua trinh Iya chon cac doanh
nghi¢p can phai xem xét chinh sach kinh doanh ctia ho c6 phu hgp hodc mau thuan véi minh
khong.

e. Can cw vao nang lyc ciia doanh nghiép
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- Ning Iyc va kinh nghiém quan 1y: néu c¢6 dii ning luyc va kinh nghiém quén ly, doanh
nghi¢p co the truc tiép dicu hanh hé thong phan phoi voi nhiéu kénh, nhicu trung gian.

- Kha ning tai chinh: néu doanh nghiép c6 ngudn tai chinh manh thi c¢6 thé ty dam
nhan va diéu hanh vi¢c phan phoi thong qua cac cura hang cua minh.

- Danh tiéng va uy tin ctia doanh nghiép: nhitng doanh nghiép ndi tiéng lau nam, cé uy
tin trén thi trudng dé lya chon trung gian phan phdi hon cic cong ty khac.
f. Cin cir vao ¥ muon canh tranh ciia doanh nghiép

~ Nhiing quyét dinh thiét ké kénh phan phdi cta doanh nghiép ciing chiu tac dong boi y

muon canh tranh cia hg. Cé nhi¢u doanh nghiép thich xay dung hé thong cac clra hang cua
minh tai cac trung tim thuong mai (vai, quan 4o, my pham, trang tri noi that, ...) nhung ciing
¢ nhirng doanh nghi¢p thich xay dung h¢ thong ctra hang theo kiéu phan tan (kinh doanh
xang dau).
g. Can civ vao diic diém méi trwong

Nhitng quyét dinh vé thiét ké kénh, hinh thirc ban, st dung va quan ly trung gian, ..
phai tudn theo nhirng quy dinh phap luat hién hanh. Vi du: Hién nay, Nha nu6e khong cho
phép kinh doanh da cap d6i v6i cac mit hang thude tay, hoa chét.

Néu thi truong dang vao giai doan suy thoai thi nén t6 chirc kénh phan phdi ngin va
bo b6t nhitng dich vu khong can thiét lam tang gia ban 1€n. Vi du: Hién nay thi truong tivi
trang den suy thoai thi cac doanh nghi¢p khong nén str dung kénh phéan phoi dai.

6.4.2. Quan Iy kénh phan phdi
a. Tuyén chon cdc thanh vién ciia kénh

Mdi nha san xuat c6 kha ning khac nhau trong viéc thu hit cic trung gian c6 chét
lugng cho kénh du dinh. Mot sO nha san xuat khong gap kho khan gi trong viée tuyén mot
trung gian. Nguoc lai cling ¢6 nhiéu nha san xuat phai cuc nhoc mai tim dugc trung gian theo
tiéu chuan mong muon.

Céc trung gian tot dugc cac nha san xuat danh gia theo nhirng tiéu chi cu thé nhu thim
nién trong nghe, nhirng mat hang ho ban, muc lgi nhudn va phat trién, kha nang chi tra, tinh
hop tac va uy tin. Tuy theo tirng doi twong ma cac dac diém nay co thé thay doi.

Dé Iya chon dugc kénh t6i wu, nguoi lam Marketing can phan tich mot sé yéu cdu ma
nha san xuat dat ra dé dat dugc muc tiéu phan phoi. Nhitng yéu cau do co thé la:

- Yéu céu bao phu thi truong ctia hé thong

- Mirc d6 diéu khién kénh mong mudn

- Tong chi phi phan phdi thap nhat

- Pam bao tinh linh hoat ctia kénh.

b. Khuyén khich cdc thanh vién hoat dpng

Céc trung gian phai dugc khuyén khich hoat dong mét cach thuong xuyén. Nha san
xudt phai tao dugc moi lién hé chat ché véi cac thanh vién, kip thoi khen thudng, dong vién
ho va tien hanh cdc hoat dong xuc tién doi voi thanh vién nhu 14 nhitng ngudi ban hang,
khach hang cua nha san xuat.

Mot s6 chuong trinh ma nha san xut thudng dp dung dé khuyén khich cac thanh vién
cua kénh phan phoi:
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- Tro cip quang co
- Chi phi cho san pham miu trung bay
- Thi tuyén chon ngudi ban
- Tro cip cho cac b phan chirc ning, kho bii.
- Thanh toén chi phi cho khong gian trung bay
- Cir nguoi dién thuyét, gioi thiéu san phim
- Biéu, ting hang hoa
- An dinh mc doanh s6 ban hang dam bao
- Nghién ctru dia diém
- Phan thuéng cho khach hang
- Viét nhan hang hoa
- H¢ théng dat hang ty dong
- Chi phi van chuyén t&i nguoi ban budn, ban 1é
- Uu tién cho viéc ty do quan 1y tra hang
- Bong gop vao cac cong viée tir thién cho cac nhan vién trong clra hang
- Bong gop vao nhirng dip ky niém dac biét
- Phan qua cho ngudi mua khi di xem phong trung bay
- bao tao nhan vién ctra hang
- Thanh toén chi phi ctra hang m&i hodc stra sang ctra hang hi¢n c6
- Thay d6i hinh thirc gitip cho hoat dong xtc tién
- Tra mot phan luong cho nhan vién ban hang
- Piéu chinh gi4 hang t6n kho
- Pé cap dén tén cira hidu hodc ciia nha phan phdi trong cac quang cio
- Cir ngudi kiém tra hang hoa trong kho, van chuyén hang
c. Danh gid cdc thanh vién
~ Doanh nghiép can phai thuc hién danh gid cac thanh vién trong kénh. Viéc danh gia c6
th¢ tién hanh dinh ky hay dét xuat. Hoat dong ctia cac thanh vién trong kénh thuong dugc

danh gia ¢ cac ndi dung nhu mirc doanh sé dat dugc, luong hang t6n kho, thoi gian giao hang,
cac dich vu ma ho cung cap va quy trinh xur ly hang that thoat hu hong, ...

Trén co s& d6 danh gia xem thanh vién nao hoat dong tbt, bd sung nhiéu lgi ich cho
khach hang va thanh vién nao hoat dong khong tot. Qua dd, c6 chinh sach khen thudng kich
thich hoac ké hoach Iya chon thay thé trung gian hoat dong khong hi¢u qua.

TOM TAT KIEN THUC

Doanh nghiép phai t6 chic va quan Iy duoc kénh phin phbi dé dwa san phiam dén
ngudi tiéu dung cudi cung. Tham gia vao kénh phan phoi c6 cac thanh vién: nha san xuat, cac
trung gian thuong mai (ban buodn, ban I¢), nguoi ti€u dung cuoi cung. Cac trung gian thuong
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mai tham gia vao kénh do ho chuyén mén hoa va thyc hién cac chiic nang phan phoi tot hon
nha san xuat.

Céc kénh phan phdi bao gdm: kénh tryc tip, cic kénh gian tiép qua nhiéu cap do
trung gian.

Cac kénh phan phdi hoat dong rat phirc tap bao gdm trong 6 nhiéu mdi quan hé giita
cac thanh vién nhu: canh tranh, hop tic, xung dot, ... Cac kénh phan phdi c6 thé hinh thanh
ngiu nhién theo truyén thong trén thi truong hodc 1a cac hé thong kénh phan phdi lién két
chiéu doc, chiéu ngang hay hon hop, dugc to chirc va quan 1y theo chuong trinh nhim tao 1én
su lién két dai han va chit ché gitlra cac thanh vién trong kénh.

Doanh nghiép phai lya chon kénh phan phdi t6i wu cho san phdm ctia minh. C6 nhiéu
cin ctr dé doanh nghiép phai tinh dén khi lya chon kénh phan phdi nhu: dic diém cua san
pham, dic diém cua thi truong, dic diém kha ning ciia cac trung gian, ... Doanh nghiép c6
thé sir dung nhiéu kénh phan phdi dé khai thac thi trudng muc tiéu.

Quan Iy hoat dong kénh phan phdi doi hoi phai duy tri quan hé hop tac hiéu qua gitta
cac thanh vién trong kénh. Hoat dong quan ly kénh, trudce hét, doi hoi nha quan tri phai tuyen
chon dugc cac thanh vién c6 nang lyc. Tiép dén, can sir dung cic cong cu phi hop dé khuyén
khich cac thanh vién hoat dong tich cuc va thuong xuyén danh gia hoat dong ciia hé thong
kénh.

CAU HOI ON TAP
1. Phén tich anh hudng cta chinh sach phan phéi dbi vdi cac chinh sach khac trong Marketing
hon hop?

2. Vai trd cta trung gian phan phdi? Phan biét cac trung gian phan phdi?

3. Phén tich vu nhuoc diém cta céc hinh thirc t6 chirc phan phdi. K& tén cac san pham trén thi
truong dang sir dung céc hinh thurc t6 chuc phan phoi d6?

4. Thao luan cac nguyén nhin co thé tao ra xung dot gitta cac thanh vién trong kénh phan
phoi. Bé xuat gidi phap?
5. Trinh bay cac cin ctr dé lya chon kénh phan phdi. Lay vi du cu thé cho ting cin cir?

6. Phan tich cong viéc ciia quan tri kénh phan ph6i?

BAI TAP TINH HUONG

Cong ty Thién Hoa An d3 va dang 1a nha phan phéi chinh thirc cdc san phim may phat
dién tir Nhat Ban trén thi truong Ha N§i noi ri€éng va thi truong Viét Nam noéi chung. Sau hon
12 nidm ton tai va phat trién, cong ty da c6 dugc mot vi tri twong dbi trong nhén thirc cua
khach hang cong nghi¢p ndi chung. Hién nay cong ty c6 mot tru s& chinh tai Ha Noi va mot
chi nhanh tai thanh phé H6 Chi Minh. Trong thdi gian vira qua, tinh trang mat dién hodc cat
dién hodc cat dién luan phién & Viét Nam dugc du bao 13 con dién ra va kéo dai thuong xuyén
nén Thién Hoa An da va dang 1ap du an kinh doanh hudng t&i khach hang nguoi tiéu dung.

Yéu ciu: Hiy thiét ké hé thong kénh phan phdi cho san pham may phat dién cong sudt nho
danh cho céc ho gia dinh gitip cong ty Thién Hoa An phan phoi san pham nay trén thi truong
cac tinh mién Bac.
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Chuwong 7 CHINH SACH XUC TIEN - YEM TRQ’

“Dirng bao gio ding mjt quing cdo khi chinh gia dinh ban khong muén doc né va khi ban
khéng muon néi doi voi vg' minh”

- David Ogilvy -

Mot san pham dugc tao ra nhd két qua nghién ctru thi truong, tim hiéu nhu cau khach
hang va c¢6 kha ning dap tng tot nhitng nhu cau d6; dong thoi, duge dinh gia & mirc phi hop
v6i kha ning chi tra ciia khach hang muc tiéu, duoc phan phdi mot cach gan giii va thuan tién
nhét . Tom lai, n6 c6 day du cac diéu kién c6 thé thoa man nhu cau khach hang. Tuy nhién,
néu khach hang khong nhan ra sy c6 mit cta san phim trén thi truong hodc khong b1et to1
nhitng gi4 tri loi ich cua san phim do thi kha ning tleu thy 1a rat thip. Ky thuat xac tién-yém
trg s& giip cho doanh nghiép truyén tai théng tin vé san pham va tac dong vao ngudi mua
nham ban dugc nhiéu hang va ban nhanh hon. Vay xtic t1en yém trg la gi? Co nhiing cong cu
xuc tién-yém trg nao? Pic diém coa timg coéng cy xuc t1en—yem trg, ... Trong chuong nay
chiing ta s& tim hiéu mot cach khai quéat nhat vé nhitng van dé néu trén.

Sau khi nghién ctru chuong nay, nguoi doc c6 thé:

- Hiéu dugc khai niém xc tién

- Phan tich dugc cac muc tiéu cia xic tién—yém tro

- Phan biét dugc cac cong cu xuc tién—yém trg co ban

- Trinh bay dugc uu va nhugc diém cua cac cong cu xuc tién—yém tro
7.1. KHAI NIEM VA MUC TIEU CUA XUC TIEN - YEM TRQ
7.1.1. Khai niém

Xiic tién la né luc cia doanh nghiép dé thong tin, thuyét phuc, nhdac nhé va khuyén
khich khdach hang mua san pham ciing nhw hiéu ré vé doanh nghiép. Nho xic tién ma doanh
nghiép co thé ban hang nhanh va nhiéu hon.

Céc hoat dong trong Marketing - mix chii yéu hinh thanh bén trong doanh nghiép hodc
gilta doanh nghiép v6i trung gian Marketing, nhung xtc tién giip doanh nghiép truyén thong
truc tiép voi khach hang.

Hién nay céc doanh nghiép thudng thyc hién cac hoat dong truyén thong Marketing
dén khach hang va gi6i trung gian béng hén hop truyén théng Marketing (Marketing
Communlca‘uon mix) hay con goi 1a xtic tién hdn hop (Promotion mix). Mot xtic tién hdn hop
bao gom nam céng cu chii yéu sau:

- Quang c4o (Advertising): bao gdbm moi hinh thirc gidi thiéu mot cach gian tiép va dé
cao v€ nhiing y twdng, hang hoa hodc dich vu dugc thyc hién theo yéu cau cta chi thé quang
cao va chu the phai thanh toan céc chi phi.

- Quan h¢ cong chung va tuyén truyen (Public Relations & Publicity): 1a viéc kich
thich mot cach gian tiép nhim ting nhu cau vé hang héa, dich vu hay tang uy tin cua mgt don
vi kinh doanh bang cach dua ra nhiing tin tirc ¢ y nghia thuong mai vé ching trén cac 4n
pham, cac phuong tién thong tin dai chiing va mién phi.
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- Khuyén mai (Seles Promotion): 1a nhiing bién phap tac dong tirc thoi trong ngin han
de khuyéen khich viéc mua san pham hay dich vu.

- Ban hang c4 nhan (Personal Selling): 1a su gidi thiéu bang miéng vé hang hoa va
dich vu cua nguoi ban hang qua cudc do6i thoai véi mot hoac nhicu khach hang tiém nang
nham muc dich ban hang,

. - Marketing truc tiép (Direct Marketing): 1a viéc sit dung mot hoic nhidu cong cu
truyén thong Marketing d¢ anh hudng dén quyet dinh mua truc tiép ctua khach hang va tao
nén céc giao dich kinh doanh & moi thoi diém.

7.1.2. Muc tiéu ciia xuic tién-yém trg

- Thong bao cho khach hang myc tiéu vé sy c6 mat ciia san pham trén thi trudng. Do sb
luong khach hang tiém nang ngay cang gia tang va ranh gioi dia Iy cua thi truong ngay cang mo
rong nén nhitng van dé vé truyén thong ngay cang duogc coi trong,

- Khuyén khich khach hing mua san pham, thiic ddy mua nhanh hon va nhiéu hon.

- Xtc tién con dung dé so sanh cho khach hang thay duoc san phdm ctia doanh nghiép
khac v&i san pham cua doi thu canh tranh khéc.

- Thuyét phuc khach hang, boi sy canh tranh ngay cang gia tang tao nén ap luc cho
chwong trinh xtic tién. Trong nén kinh té thi truong, mot san phim du thoa man nhu cau
khach hang dén dau ciing can c6 hoat dong xuc tién vi khich hang hién nay c6 qua nhiéu nhan
hiéu dé luya chon.

- Nhéc nhé khach hang vé sy sén ¢ va nhitng loi ich cua san pham. Cac doanh nghiép
thuc hi€n xac tién nham 161 kéo khach hang va hinh thanh thi trudng méi cho san pham.

7.1.3. Vai tro cia xiic tién-yém tro

Xc tién-yém trg c6 vai trd ré‘g quan trong khong chi ddi véi cac doanh nghiép ma con
giup nguoi tiéu dung va xa hoi c6 nhicu loi ich hon.
a. Déi véi doanh nghi¢p

- La cong cu canh tranh giup doanh nghiép tham nhap thi truong méi, giit thi phan.

- Giup cai thién doanh sb, diéu chinh nhu cau thi treong, tim khach hang mai.

- Cong cu truyén thong gidi thiéu san phim, doanh nghiép va hd tro cho chién luoc
dinh vi.

- Tao sy thuén tién cho phan phéi, thiét 13p quan h¢ va khuyén khich trung gian phan phéi.

- Gitip xay dyng hinh anh tich cuc cua doanh nghiép ddi voi cac nhom cong chiing,
giai quyet nhitng khiing hoang tin tirc xau, tao sy kién thu hat sy chi y.

b. Déi véi ngwoi tiéu ding
- Cung cap thong tin cho ngudi tiéu dung, gitip tiét kiém cong stc, thoi gian khi mua sim.
- Cung cap kién thirc, giip ngudi tiéu dung nang cao nhan thirc vé san pham trén thi truong.
- Cung cap cac loi ich kinh té cho ngudi tiéu diung,

- Tao ap luc canh tranh budc doanh nghiép cai tién hoat dong Marketing nhim thoa
man to6t hon nhu cau nguoi ti€u dung.

c. Doi voi xa hoi
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- Xuc tién hd trg cho cac phuong tién truyén thong nang cao chat lugng va giam chi
phi phat hanh ciing nhu da dang hoa san pham phuc vu xa hoi tt hon.

- Tao cong viéc cho nhidu ngudi trong linh vyc san xuét va linh vyc lién quan tao
dong luc canh tranh.

- La yéu t6 danh gia sy ning dong, phat trién ciia nén kinh té.
7.2. CAC CONG CU XUC TIEN-YEM TRQ
7.2.1. Quang cao
a. Khai ni¢m
Qudng cdo bao gom cdc hoat ddng gidi thiéu va truyén di cdc théng tin vé san pham

va hinh anh cia doanh nghiép nham kich thich khach hang tiéu thu hang héa dich vu, ning
cao uy tin cho nha kinh doanh va tang cwong khd nang canh tranh trén thj truong.

Quaéng co 1a hinh thirc thé hién va quang bé dai chung cac y tuong, hang hoa hay dich
vu cua mot doanh nghiép, t6 chirc tir thién, co quan chinh phu, diéu hudng cac thong diép cho
cong chiing muc tiéu, 1a phuong thic tiét kiém chi phi dé phd bién thong diép, bat dau bang
viéc x4c dinh thi trudng muyc tiéu va dong co cia ngudi mua. Va thuc hién 5 quyét dinh (5M)
quan trong lién quan:

- S&t ménh (Mission): myc ti€u quang cao?
- Chi phi (Money): chi tiéu bao nhiéu?
- Phurong tién truyén thong (Media): ding phuong tién nao?
- Thong di€p (Message): s€ gui di thong di¢p nao?
- Po luong (Measurement): cach thic danh gia két qua?
b. Muc tiéu

Muc tidu quang cdo phai xudt phat tir nhung quyet dinh truéc d6 vé thi trudng muyc
tiéu, dinh vi thi truong va Marketing-mix. Co thé sip xép muc tiéu quang cao thanh cac nhom
muc tiéu thong tin, thuyét phuc hay nhéc nho.

- Muyc tiéu thong tin: quang cao thong tin dung nhiéu trong giai doan d‘ﬁu cua mot san
pham mdi xdm nhdp vao thi truong. Muc ti€u chi yeu l1a lam nay sinh nhu cau ban dau cua
nguoi tiéu dung v€ san pham.

+ Thong béo cho thi truong biét vé mot san phim méi
+ Néu ra nhitng cong dung méi ciia san phim

+ Thong béo cho thi truong biét viéc thay ddi gia

+ Giai thich nguyén tic hoat dong ciia san pham

+ MO ta nhiing dich vu hién c6

+ Diéu chinh lai nhitng 4n tuong khong ding

+ Giam bot ndi lo ngai ctia nguoi mua

+ Tao dung hinh anh cta doanh nghiép

- Muc tiéu thuyét phuc: quang cao thuyét phuc tré nén quan trong ¢ giai doan canh
tranh, khi muc tiéu cia doanh nghiép 13 tao nén nhu cau ¢6 chon loc ddi véi mot nhan hiéu cu
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thé. Doanh nghiép tim cach xac dinh vi tri ndi bat cia nhan hiéu béng cach so sanh v&i mot
hay nhiéu nhan hi¢u khac.

+ Hinh thanh su ua thich nhan hiéu

+ Khuyén khich chuyén sang nhin hiéu ctia minh

+ Thay d6i nhan thirc cia ngudi mua vé cac tinh chat ciia san pham
+ Thuyét phuc ngudi mua mua ngay

+ Thuyét phuc ngudi mua tiép nguoi chio hang va mé giao dich

- Muc tiéu nhic nhd: quang cdo nhic nhé rat quan trong trong giai doan hung thinh
ctia san phdm nham giir cho khach hang nhé ti san pham cia doanh nghiép, cung cb niém tin
cua khach hang.

+ Nhéc nhd nguoi mua 1a sap toi ho can san pham d6
+ Nhéc nhd nguoi mua vé dia diém c6 thé mua san pham do6
+ Nhéc nhd nguodi mua vé sy ¢6 mat ciia san pham trong thoi ky trai mua vu
+ Duy tri sy biét dén san pham & muc d6 cao
c. Cdac phwong tién thong tin qudng cdo
Quang c4o duoc thuc hién théng qua cac phuong tién chi yéu sau:

- Béo chi: 1a phuong tién phd bién va quan trong, c6 pham vi rong va chi phi khong
qua cao, co the dua thong tin dén cac loai doc gia riéng biét.

- Radio: c6 tim hoat dong 16n, chi phi ré, tuy nhién do chi c6 4m thanh nén han ché vé
kha nang gay anh hudng.

- Truyén hinh: 13 phuong tién quang cdo cho phép két hop 4m thanh, mau sic, hinh
anh c¢o6 hi€u qua tot nhat, c6 pham vi hoat dong rong, cho phép 1ap di 1p lai nhi€u lan thong
diép quang cdo. Tuy nhién, chi phi cao 1a han ché 16n nhat khi chon phuong tién nay.

- Quang cdo ngoai troi: bang cac pa-nd, bang hiéu, bang dién, bang ron, ... quang cdo
ngoai troi co thé gay tac dong nho vao kich thude, hinh anh va vi tri thich hgp. Tuy nhién
lugng thong tin bi han ché va khong c6 doc gia riéng.

- Ngoai ra con cac cong cu quang cao khac dang dan phd bién nhu: 4n pham giri truc
tiép (Folder, brochure, catalogue); quang cdo qua mang; quang cao trén khong; quang cdo
thong qua phuong tién van chuyén, thong qua vat dung quang cao; sach ni€n giam.

d. Uu va nhwge diém ciia cdc phwong tién qudng cdo

UU PIEM NHUQC PIEM
Bao chi
- Linh hoat vé thoi gian - Thoi gian séng ciia quang c4o ngin
- Kha nang bao quat thi truong cao - Khéch hang it chu y, doc ludt nhanh
- D& chuan bi, it tén kém - Han ché & s6 luong phat hanh
- Pugc chap nhan va st dung rong rii




84

- Co6 d9 tin tuong cao

Radio

- C6 kha nang bao quat thi truong cao

- C6 nhicu thinh gid, c6 thé nhac lai nhiéu
lan

- Thinh gia ¢6 tinh chon loc twong d6i

- Chi phi quang c4o va san xuét thip

- Thong tin chi duoc thé hién dudi dang am
thanh

- Thinh gia ¢6 lién quan dén muc dich quang
céo it

- Viéc phan chia tram phat kho khan

- C6 tinh dia phuong

Truyén hinh

- Bao quat thi truong cao

- Gay duoc sy cha ¥ nhiéu do ¢ su két hop
gitra hinh danh, am thanh, mau sac

- S lugng khan gia 16n do it ton kém

- Pua thong tin quang cdo dén timg ho gia
dinh

- Tinh chon loc khén gia thap

- Chi phi quang cdo va san xuét cao

- Co su canh tranh cao gilta cac quang cao
- Thoi gian ton tai ngin

- C6 thé gay nham chan va bi bé qua

Quang cao ngoai troi

- Tao an tugng nho kich thudc, mau sac
hinh anh

- Tinh canh tranh khong cao
- Thoi gian ton tai lau

- Chi phi thap

- S6 lugng thong tin quang cdo ngin han
che

- Khéng c6 su chon loc khan gia
- Dung dé quang cao nhac nhd

- D& anh huong dén m¥ quan d6 thi, thuan
phong my tuc

An pham giri trye tiép

- Khan gia c6 tinh chon loc cao

- Théa man nhu cau cd nhan mang tinh ca
nhan

- Khéng chiu tac dong canh tranh

- Linh hoat

- Chi phi khé cao
- S6 lugng ngudi nhan quang cdo han ché

- Nguoi nhan dé bé qua hoic it chi y thong
tin

- Thong tin kho cap nhat

Quaéing cdo qua mang
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- Thong tin truyén nhanh, truyén rong - Thong tin d& bi bé qua

- Tinh lya chon cao, chi phi thip - Chi phi c6 xu hudng gia ting

- D& do ludong khan gia - S luong khach hang st dung mang con
. han ché

- La phuong tién ngay cang cd nhi€u nguoi

quan tam

7.2.2. Quan hé cong chiing va tuyén truyén
a. Khai ni¢m
Quan hé céng chiing (PR) bao gom cdc hoat dong nham xdy dung va duy tri cdc moi

quan hé tot dep véi cdc tang 16p cong ching nham tranh thii s6 iing hé ciia ho dé ndng cao uy
tin va thanh thé cua doanh nghiép trén thi truong.

Tuyén truyén la viéc sic dung nhing phwong tién truyén théng dai ching truyén tin
khéng mat tién vé hang hoa dich vu va vé chinh doanh nghiép toi cdac khach hang hién tai va
tiém nang nham dat nhitng muc tiéu cu thé cia doanh nghiép.

Tuyén truyén co thé tac dong sau sic dén muc do hiéu biét cua xa hoi, co kha nang
thuyét phuc ngudi mua 16n va it ton kém hon nhiéu so véi hoat dong quang cdo. Tuyén truyén
la m&t hinh thirc ciia PR.

b. Muc tiéu

- Nhim dat duoc nhitng vi tri va thoi diém tot trén cac phuong tién cho doanh nghiép
hay nganh.

- Truyén thong nhitng vi tri can thiét cho doanh nghiép khi xay ra nhimng cudc khing
hoang, rui ro.

- Két hop hoat dong xa hdi voi quang cao

- Gilr virng tinh cam véi cong chung

- Xay dung thién cam cua cong ching ddi voi san pham, doanh nghiép
c. Mt 56 cong cu chii yéu ciia quan hé cong chiing va tuyén truyén

- Xuét ban phdm: bao gém cac tai liéu nhu bao cdo hang nim, nhitng cudn sach nho,
nhirng bai bdo, nhiing tu li€u nghe nhin, ban tin ciia doanh nghiép va cac tap chi.

- T6 chure sy kién: t6 chiic cac budi I8 khai truong, dong thd, khanh thanh, ky niém.
- Tai trg: tai tro tir thién hodc tai trg thuong mai.
- Tin tirc: déy 1a céc tin tic vé doanh nghiép, san pham va con ngudi clia doanh nghiép do.

- Bai n6i chuyén: giam dbc doanh nghiép co thé trinh bay vé tinh hinh hoat dong cuia
doanh nghi¢p va tra 161 thac mac cua khach hang trong cac cudc hdi nghi.

- Hoat dong cong ich: cic doanh nghiép c6 thé ning cao uy tin ctia minh bang cach dong
g0op tien bac va thoi gian cho nhitng su nghi€p cong ich mét cach thich dang.

- Phuong tién nhan dang: d6 la cac phuorng tién dung trong kinh doanh nhu logo, bang
hiéu, 40 quan dong phuc, vin phong pham, .

d. Uu va nhwgc ciia quan hé cong chiing va tuyén truyén
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- Uu diém

+ Mang tinh khach quan hon quéang c4o nén dé di vao long ngudi

+ Tiép can d& dang vai khach hang khi ho né tranh cac nhom cong cu xuc tién khac

+ Luong thong tin cao hon, chi tiét hon

- Nhuoe diém

+ Khéng tiép cin duoc voi mot lugng 16n ddi tuong trong mot thoi gian ngdn nhu quang céo

+ Kho kiém soat vi ndi dung thong diép thuong duoc chuyén tai qua goc nhin ctia bén
th{r ba (nha bao, nhan vat nodi tiéng, chuyén gia, su kién, ...)

7.2.3. Khuyén mii
a. Khai ni¢m
Khuyén mdi la tdp hop cac ky thudt lghc%m tao ra sy khich lé ngcfn han, thuc dcfy khach
hang hodc cdc trung gian mua ngay, mua nhiéu hon va mua thuong xuyén hon.
~ C6 hai doi twong khuyén mai d6 1a: khuyén mai nguoi tiéu dung va khuyén mai hé
thong phan phoi.
b. Muc tiéu
- Kich thich ngudi tidu dung thir va mua san pham méi
- Kich thich tiéu dung nhitng san pham dang ban
- Kich thich ngudi tiéu dung gin bo trung thanh véi nhin hiéu
- Bao v¢ khach hang hién tai cua doanh nghi¢p
- Phéi hop va lam ting hiéu qua cta quang cao va cac hoat dong Marketing khac
¢. Mjt sé cong cu chii yéu ciia khuyén mai
- Phiéu giam gid: la phiéu xac nhan giam gid hay ban gid vu dai cho cac nha phan
phoi, nha san xuat cung cap va dugc hoan lai tai diém ban 1¢.

- Qua ting khi mua san pham: 1a nhitng mén hang duoc biéu khong hay ban vai gia uu
dai cho ngudi mua hang dé khuyen khich ho mua mdt loai hang héa nao do.

- T6 chire cac cudce thi: doi hoi nguoi tham gia phai dung mot ky nang nao d6 dé danh
gia so voi nguoi khac.

- Tang hang mAu: 1 nhimg mon hang khuyén khich dung thir, c6 thé phan phéi tai cac
ctra hang hoac guri dén tan nha qua duong buu dién hay qua doi ngii nhan vién tip thi.

- X6 s6: 1a trd choi may rui, khong yéu cdu ngudi tham duy phai ¢6 kj ning nio.

- Uu dai nguoi tiéu dung: nhu giam gia tryc tiép, thuong thém hang, hoan tién hodc
phoi hop céc hinh thirc vu dai.

d. Uu va nhwge diém ciia khuyén mai
- Uu diém
+ C6 thé d& dang két hop voi cac cong cu xuc tién khuéch truong khac
+ C6 hiéu qua dé thay doi nhiéu hanh vi ngudi tiéu ding

- Nhuoc diém
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+ Chi ¢6 anh huéng ngan han
+ Céc d6i thu canh tranh dé dang bat chudce
+ C6 thé gay anh huong dén hinh anh nhin hiéu va loi nhuan
7.2.4. Ban hang c4 nhan
a. Khai niém
Bdn hang cd nhan la hinh thike truyén théng truc tiép giita nhdn vién ban hang va

khdch hang hién tai/tiém nang nham giGi thiéu va thuyét phuc ho quan tam hodc mua sin
pham.

Viéc ban hang mang tinh nghé thuat rat cao. Trong mot sd truong hop va hoan canh cu
the viéc ban dugc nhi€u hang hay khong 1a do tai nang ctia nhan vién ban hang. Do vdy nhan
vién ban hang can phai dugc tuyén chon, dao tao, huan luyén can than, phai hiéu dugc tam ly
khach hang, vui vé, nha nhén, lich sy, .

b. Muc tiéu

Nhitng muc tiéu ctia ban hang ca nhan (personal selling) c6 thé theo huéng tao nhu
cau hay theo hudng xay dung hinh anh. Mdc du nhi€u cong ty quan tam dén viéc thong tin,
nhac nho va xay dung hinh anh nhung muc tiéu chu yeu van la huéng dan khach hang dén voi
san pham. Cac muyc ti€u cua ban hang ca nhan (personal selling) dugc trinh bay theo hinh sau:

Loai muc tiéu Muc tiéu cu the

- Trinh bay day du tit ca cac thudc tinh ciia san pham
Thong tin - Giai thich cac thic mac

- Khao sét chi tiét hon cac van dé co thé phat sinh

- Phén biét nhing thudc tinh ctia san pham

Thuyét phuc - Thay d6i quyét dinh mua ciia khach hang
Hudéng - Tbi da hoa sé san pham bén trén cac mbi quan hé xay dung
tl}eo nhu duoc
cau . 3
- Ban san pham dong bo
- Xoa dju sy bit man cua khach hang
Nhic nho - Pam bao giao hang déu din, 6n dinh
- Tiép tuc phat trién quan hé sau khi khach hang ¢ mua
- Tao cho khach hang yén tam dé tiép tuc mua
Huéng - Tao hinh anh tot v€ sy hién dién ctia nhan vién ban hang.
grlleho hinh Nganh va cong | - Tao sy chap nhin cho cac hoat ddng ban hang.

ty
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- Tao sy tin cay cho khach hang

c. Mt so hinh thirc chu yéu ciia ban hang cd nhin

Hoat dong ban ca nhan cé thé dugc thuc hién thong qua viéc sir dung hoat dong tai cura
hang gidi thi€u san phém; tu van ban hang; hoi nghi ban hang; hdi cho va trién 1dm; mau chao
hang; ...

- Cira hang gi6i thiéu san pham

Ctra hang gi6i thidu san phdm c6 thé ¢6 chirc ning: quang céo, yém trg va ban hang.
Quang cao thong qua ctra hang gidi thi¢u san phﬁm khong phai chi don thuan 14 gi6i thiéu mat
hang ma quan trong hon la théng qua d6 khuéch truong mat hang bang viéc goi mo nhu cau.
Thong qua cac noi nay dé xiic t1en—yem trg cho san pham (nhat la xuc t1en -yém trg' cho kha
nang tham nhap thi trudng cla san pham va uy tin ctia san pham), xtc tién-yém trg cho quang
c40, cho ban hang, ... Yéu cau ddi voi cira hang giéi thiéu san pham:

+ C6 dia diém phu hop v6i yéu cau quang cao (thuong 1a cac tu diém mua ban, cac thi
tran, cac dau moi giao thong, ...)

+ T6 chltc quang cao tot & cac clra hang, gian hang, ...

+ Trong cira hang trinh bay nhitng mit hing cta cong ty va ca nhimg mit hang can thiét
phai c6 khi sir dung cdc mét hang cta cong ty, ... chi ¢6 lam nhu vdy méi ¢6 thé thyc hién yéu
cau goi mé nhu cau. Viéc trinh bay va ban hang phai thong nhat v6i nhau.

+ Cac diéu kién mua ban phai thuan tién, thu hat khach hang. Cira hang ciing la noi
tang cuong quan hé giao ticp.

- H6i cho va trién 1am

Ho1i chg 1a mdt hinh thire t0 chure dé cho cac nha san xuat kinh doanh quang cdo hang
hoa, ban hang va nam bat nhu cau, nhan biét cac vu nhugc di€ém ¢ mat hang cua minh.

Hoi chg mo ra dé ban hang hay giai thich giéi thiéu nhitng k¥ thuat méi. Khi tham gia
hoi cho cong ty phai:

+ Khai thac triét dé loi thé quang cdo dé quang céo cho mat hang ciia minh. Ngh¢
thuat quang cédo ¢ hdi chg ¢6 vai tro vo cung quan trong.

+ Nang cao uy tin ctia cong ty, ciia san phim va bang nhitng bién phap dé khuéch
truong nhitng uy tin do.

+ Ném bét chinh xac nhu cau, tim hiéu k¥ ludng, chinh x4c cic ban hang, ddy la mot
trong nhitng co hdi tot nhat dé tim hi€u ban hang.

+ Téan dung nhitng diéu kién c6 thé c6 dé ban hang bai vi ban hang ciing 1a mot chirc
nang quan trong cua hdi cho.

+ Thong qua hoi chg dé ting cuong quan hé giao tiép.
d. Uu va nhwoc diém ciia ban hang cd nhin

- Uu diém

+ Cho phép trao d6i thong tin hai chiéu

+ C6 thé anh hudng tryc tiép dén hanh vi mua hang

- Nhuoc diém
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+ Chi phi cao cho mdi lan giao dich

+ Cac dai dién ban hang c6 thé lam ton thuong dén cong ty, san phim va hinh anh cia
nhan hiéu.

+ Viée tuyén dung luc luong ban hang twong d6i kho khin
7.2.5. Marketing tryec tiép
a. Khai ni¢m

Tru6e day, Marketing truc tiép duwoc hleu la mét hinh thitc Marketing trong do sdn

phdm hay dich vu dwoc chuyén tir nguedi san xudt dén nguoi tiéu ding, khéng phdi qua nguoi
trung gian nao.

Theo cach hiéu nay, cac doanh nghiép st dung lyc Iugng ban hang tryc tiép cho ngudi
sir dung cudi cting hay té chtrc ra cac cira hang ban 1¢ déu la markeing truc tiép.

Ngay nay cung voi sy phat trién cua ky thuat truyén thong, Marketing truc tiép duwoc
hiéu la mot hé thong twong tiac Marketing c6 sir dung mot hay nhiéu phwong tién quang cdo
dé tac dong dén mot phan vmg dap lai do hwong dwoe cia khach hang hay mét giao dich tai
bat ky dia diém nao.

Theo cach hiéu nay, Marketing truc tiép duoc thuc hién nhdm thu dugc mot dap ung
do luong dugc, thuong 1a mdt don dat hang ciia nguoi mua (con goi la Marketing don hang
tryc tiép). N6 théng qua cac phuong tién quang céo tra 10i truc tiép dé ban hang va tim hiéu
vé mot khach hang cu thé di duoc nhép vao co so dir liéu khach hang nham thiét 1ap mbi
quan hé thudng xuyén va day du v6i khach hang.

b. Muc tiéu
- Lam cho khach hang tiém ning mua ngay
- Tac dong dén nhan thirc va du dinh mua ngay sau d6 ciia khach hang
- Tao co hdi cho nhén vién ban hang
- Gui nhiing thong diép nhin manh dén hinh anh va sy wu thich
- Thong tin va huéng din khach hang cho 1dn mua sau
c. Cdc hinh thirc ciia Marketing truc tiép

- Marketing bang catalog: doanh nghiép giri cac catalog t6i cac khach hang tiém ning qua
duong buu di¢n, dua trén cac catalog nay, khach hang s€ dat hang ciing qua duong buu dién.

- Marketing bang thu tryc tiép: doanh nghiép gii qua buu dién nhitng thu chao hang,
to' quang cao, to gap va cac hinh thirc chao hang khac cho khach hang qua d6 huy vong ban
duoc san pham hay dich vu.

) - Marketing qua dién thoai: doanh nghiép sir dung dién thoai dé chao hang truc tiép
dén khach hang chon loc.

- Marketing truc tiép trén truyén hinh: truyén hinh dugc sir dung theo hai cach. Thir
nhét: 1a phat cac chuong trinh truyén hinh giéi thidu vé san pham va cho khach hang s6 dién
thoai goi mién phi dé dat hang. Thi hai: st dung toan by chuong trinh truyén hinh hodc kénh
truyén hinh cho viéc ban san pham va dich vu.

- Marketing tryc tiép trén truyén thanh, tap chi, bio: cac phuong tién nay ciing duoc
su dung deé chao hang truc tiép cho khach hang thong qua s6 dién thoai dat hang mién phi.
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- Computer Marketing (Marketing online): mua hang qua méay tinh ndi mang. Khach
hang c6 thé dat hang, thanh toan truc tiép qua mang internet.

d. Uu va nhwgc diém ciia Marketing truec tiép

- Uu diém

+ Chon loc dbi tugng cao cho phép nhim vao cac khach hang dac biét

+ Linh dong trong truyén thong it phy thudc vao cac phuong tién

+ Cé nhan hoa cudc giao dich, 1am khach hang quan tam

+ Dé dinh luong va danh gia hiéu qua

- Nhuoe diém

+ Tinh chinh xac cta co s& dit liéu: danh sich khach hang cé thé thay d6i, khong

chinh x4c va diéu d6 lam tang chi phi

+ Thudng bi phé phan 1a quiy nhiu quyén tu do thu tin ctia khach hang

+ Thiéu sy hd trg k¥ thuat, my thuat so vdi quang cao, co6 thé it tao 4n tuong

BANG TONG HQP MOQT SO CONG CU XUC TIEN-YEM TRQ

QUAN HE

< < P A BAN HANG | MARKETING
QUANG CAO | KHUYEN MAI CONG CA NHAN TRUC TIEP
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An pham, quang | .o o e .
cao trén truyen . . A K . Trinh dién ban | Catalog, gui
X danh ca, x0 so Hop bao \
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cong ching

Quang céo ngoai
troi

Giam gia

Véan dong hanh
lang

Tai tro 141 suat

Quan hé véi

Bang hi¢u % gidi truyén
thap thong

Tqrung‘ bay tai Tiép khéch Tf,lp chi cua

ctra hang cong ty

Tu liéu nghe
nhin

Phiéu mua hang

Cac su kién

Biéu tuong va
logo

Ban kém c6 b6t
gia

TOM TAT KIEN THUC

Céac chinh sach vé xtc tién 1a nhom cong cu Marketing mang tinh bé ndi cua
Marketing hon hop c6 chirc ning thong tin vé san pham va doanh nghiép tdi khach hang muc
tidu, tao long tin va thuyét phuc thuc day ho mua. Nguoi lam Marketing phai biét cach sir
dung nam nhém céng cu chu yéu cia xac tién hdn hop la: quang cao (advertising), quan hé
cong chung va tuyén truyén (publicity va pulic relations), khuyén mai (sales- promotion), ban
hang c& nhan (personal selhng) Marketing truc tiép (D1rect Marketing). Mdi cong cu truyén
thong Marketing c6 ddc diém riéng va c6 kha ning thuyét phuc khach hang khac nhau:

Quing cdo: 1a hoat dong truyén thong phi c4 nhin dé dua thong tin vé san pham,
thuong hi¢u tdi thi trudong muc ti€u thong qua cac phuong tién truyén thong.

Quan hé cong ching va tuyén truyén: la cac hoat dong nhim xay dung hinh anh t6t
dep cho thuong hi¢u hodc cho doanh nghiép trong cong dong.

Khuyén mii: 13 tit ca cac bién phap tac dong tirc thoi ngin han dé klluyé'n khich viéc
dung thir mua nhi€u hon san pham hay dich vu nho cung cap nhitng loi ich bo sung cho khach
hang. Cac bién phép khuyén mai chu yeu la giam gia, qua tang va tro choi.

Ban hang ci nhén: 13 hoat dong giGi thidu hang hoa va dich vu tryc tiép cia nguoi
ban hang cho khach hang tiém nang.

Marketing trwe tiép: 13 hinh thic truyén thong truc tiép dén cac ddi twong di xac
dinh thong qua huong ti€n nhu thu tin, email, fax... vdi mong muon nhan duge sy dap ung
tuc thoi.

CAU HOI ON TAP
1. Thé nao 1a xuc tién? Muyc tiéu cia xuc tién 14 gi?
2. Xc tién-yém tro gom cac cong cu nao? Uu va nhuoc ciia mdi cong cu?

3. Phén tich tim quan trong ctia quan hé cong chiing d6i v6i cac doanh nghiép hién nay?
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BAI TAP TINH HUONG
Khai thac cac kénh ban hang qua tivi

Mark Sneider chudn bi tung ra thi truong mot thir khin quang ¢6 ¢ yéu to ham nong
va mdt thir khan rén c6 kém tdi lam lanh. Mac san pham cua Sneider kha doc dédo nhung didu
do ciing khong quyét dinh dugc rang chung s€ dugc ban chay trén thi trudng. Sneider cling
hiéu diéu do, Sneider ciing b1et rang can phai quang céo san pham nay ra thi truong, nhung
quang cao thi s& mat nhiéu tién, véi mot ngudi méi kinh doanh nhu Sneider thi ddy ciing 1a
mot vin dé phai suy nghi.

Quing cao trén bao hay trén truyén h1nh‘7 Sneider nghi tai sao lai phai quang cao trén
béo hay trén truyén hinh, roi sau d6 con phai t6 chirc hoat dong ban hang va lai tiép tuc tang
chi phi. Cubi cing Sneider quyét dinh lién hé v&i mot chwong trinh ban hang tryc tiép trén
truyén hinh.

QVC la mét chuong trinh nhu vay, khi mdt cong ty thoa thuan voi QVC dé dua san
pham gioi thiéu trong chuong trinh ban hang tryc tiép ciia QVC, QVC sé& duogc huong hoa
hong trén sé san pham ban ra. Khi Sneider thoa thuin véi QVC, QVC yéu cau Snelder phal
dua dén kho ciia QVC 5. 000 san pham trude gid gidi thidu trén song va s& phai lay vé hét sd
hang khong ban dugc. Két qua ngoa1 mong doi cua Sneider, sau 15 phut phat song, 2.500 san
pham dau tién da dugc ban hét. Tiép sau do, Sneider lién tuc gidi thiéu san phdm ctia minh
trén kénh ban hang tryc tiép va di ban dugc 250.000 san pham.

Yéu ciu:

1. Phan tich nhirng loi thé ciia kénh ban hang truc tiép qua truyén hinh thong qua tinh hudng
trén?

2. Dé khuéch truong san phim ctia minh, doanh nghiép c6 nén chi dung kénh ban hang truc
tiép qua truyen hinh hay khong? Tai sao?

3. Néu dit ban vao vi tri cia Sneider, ban c6 quyét dinh gidng nhu thé khong? Néu khong,
hay néu cach lya chon cua ban dé dua san pham ctia minh ra thi truong.
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PHU LUC
MARKETING DICH VU

“Canh tranh thuc sw khéong dién ra giiva nhitng vit phim ma cdc cong ty tao ra trong cdc
nha mdy ciia chung ma chinh nam & nhitng thiv ma cdc cong ty nay thém vao nhung vat
phim dy nhw bao géi, dich vu hé trg, quing cdo, dich vu vdn chuyén, hé tro tai chinh, .
nhirng thir khdac ma khdch hang phdn bi¢t chung”.

Levitt

Dich vu 1a mot hinh thirc cia san phém bao gém cac hoat dong, cac loi ich hoac cac su
thoa méan dugc dua ra ban va né chu yéu la v6 hinh va khong c6 sy s& hitu vat chat. Dich vu
ton tai dudi nhiéu loai hinh hoat dong va nghiép vu thwong mai khac nhau. Va khai niém dich
vu theo thoi gian ciing ludn c¢é tinh ké thira va phat trién nhim pht hop hon véi thyc té nhu:

Zeithaml Valarie A. & Mary J Bitner: dich vu la nhitng hanh vi, qua trinh va cach thuc
thuc hién mot cong viéc nao d6 nham tao gia tri st dung cho khach hang lam thoa man nhu
cau va mong doi cia khach hang.

Philip Kotler: dich vu 1a bat ky hoat dong nao ma mot bén co thé cung ung cho bén kia
va cung Ung nay la vo hinh va khong tao ra bat ky su so hitu nao ve vat chat cu thé. Viéc san
xuat ra dich vu c6 thé hoac khong st dung cac ho tro ctia san pham vat chat.

Dich vu vén c6 4 diic diém co ban va khac véi sain phim hiru hinh khac. Vi vay
can dugc chu y khi xdy dung ciac chwong trinh Marketing:

* Tinh vé hinh (intangible)

Dich vu khong c6 hinh dang cu thé, khong thé s& nam, can do, dong dém mot cach cu thé.

Dich vu thi khong thé tién hanh danh gia, thir nghiém san phiam khi mua. Vi dich vu
khong c6 “mau” trung bay.

Vi vay, chi thong qua viéc sit dung dich vy, khach hang mdi cé thé cam nhan va danh
gia chat lugng dich vu mdt cach dung dan nhat.

* Tinh khong dong nhit (heterogeneous)

) Viéc thyc hién dich vu thuong khac nhau tuy thudc vao cach thirc phuc vy, nha cung
cap dich vy, nguoi phuc vy, thoi gian thyc hién, linh vuc phuc vy, d6i tuong phuc vu va dia
diém phuc vuy.

Vi véy, viéc danh gia chat lugng dich vu kho co thé xac dinh dwa vao mot thudc do
chuan ma phai xét dén nhicu yéu to lién quan khac trong truong hop cu the.

* Tinh khong thé tich roi (inseparable)

Khoé c6 thé phan chia dich vu thanh hai giai doan 14 giai doan san xuét (production) va
giai doan st dung (consumption) vi dich vu thong thuong dien ra dong thoi cung lic voi
nhau. Hay khach hang dong hanh trong suot qué trinh hodc mét phan ctia qua trinh tao ra dich
vu.

* Tinh khong thé cit trit (unstored)

Dich vu khéng thé cat trit, luu kho vi dich vu 1a san phém duoc str dung khi tao thanh
va két thuc ngay sau do.
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MUC PQ AP DUNG MARKETING TRONG LINH VUC DICH VU

Céc cong ty dich vu thuong lac hau so véi cic cong ty san xudt trong viée sir dung cac
cong cu Marketing. Nhiéu cong ty dich vu ¢6 quy md nho (tiém sira chira giay dép, tiém hot
toc, ...) nén Marketing dbi voi ho 1a mot viée ton kém va khong phu hop. Vi Iy do phép luat,
nhiéu dich vu tu nhan (bac s, luét su, ...) khong thé van dung cac bién phap Marketing nham
thu hat khach hang. Mot sO to chirc d1ch vu (truong hoc, bénh vién, ...) di ndi tiéng nén
khong can thiét ap dung Marketing.

Ngay nay, khi tinh canh tranh ngay cang quyét liét, chi phi ting, nhip do ting ning
sudt giam va chét lugng dich vu ngay mét sut kém, budc nhiéu t6 chire dich vu bat dau quan
tam dén Marketing. Cac cong ty hang khong 1a nhitng cong ty dau tién trong linh vuc dich vu
d3 bat dau nghién ctru khach hang va cac dbi thu canh tranh ciia minh dé thi hanh nhitng bién
phap tich cyc 1am cho viéc di lai bang may bay d& vat va hon va dé chiu hon. Ngan hang ciing
la mét linh vuc hoat dong ma trong mot thoi gian tuwong dbi ngén, Marketing da tr¢ nén phé
bién. Luc dau cac ngan hang hinh dung Marketing 1a mot su két hop cac bién phap khich
thich v6i thai ¢6 niém nd, nhung bay gio ho da co nhitng bo phan Marketing, nhimng hé thong
thong tin, 1ap ké hoach va kiém tra. Nhitng nguoi moi gidi chimg khoan, cic cong ty bao
hiém va khach san st dung Marketing theo cac cach khac nhau. Pac biét trong linh vuc gido
duc c6 dugc xem 1a mdt loai hang hoa dich vu hay khong? Thi con rat nhiéu tranh cai va chua
thong nhéat nhung thyc té cho théy rang cac truong hoc, véi phuong cham liy nguoi hoc 1am
trung tdm, nén coi hoc vién la dbi tuong phuc vy, con hoc vién co quyen lya chon cho minh
mat truong hoc co chat lugng dich vu tt va cung cip dich vu co chat lugng theo cam nhan
riéng cia minh. Ngoai ra, cung vdi sy da dang hoa cac loai hinh dao tao cling da tao nén su
canh tranh giita cac truong. Vi vdy cic truong ciing can c6 nhitng chwong trinh Marketing
phi hop dé thu hat ngudi hoc.

CHIEN LUQC MARKETING POI VOI DICH VU

Ciing gidng nhu cc cong ty san xuét, cac cong ty dich vu st dung Marketing dé dinh
vi minh mdt cach manh mé trén phan doan thi trudng muyc tiu. Cac cong ty dich vy déu sir
dung céc hoat dong cua phdi thire Marketing truyén thong de dinh vi. Tuy nhién, vi dich vu
khac véi san pham hiru hinh, nén thuong doi hoi cac cach tiép can Marketmg khac biét hon.
Dbi véi cac cong ty cung ng san pham hiru hinh, san pham 1a twong ddi chuan va c6 thé Iuu
kho dé cho khach hang dén mua. Nhung v6i kinh doanh dich vy, khach hang va cac nhan vién
dich vu tryc tiép twong tac v6i nhau dé tao ra dich vu. Do vay, cic nha cung tng dich vu phai
twong tac mot cach hidu qua voi khach hang dé tao ra gia tri vuot trdi trong sudt qua trinh
cung ung dich vu.

* Chudi lgi nhuan — dich vu

Céc cong ty dich vu thanh cong tip trung su cha ¥ ctia ho vao ca khach hang 13n cac
nhan vién ctia minh. Ho hi¢u rang chuoi lgi nhuén — dich vy, noi két 1gi nhuan ctia cong ty véi
cac nhan vién va sy thoa man cua khach hang. Chuoi nay bao gom 5 moi lién két:

- Chat lwong dich vu bén trong: lya chon va huan luyén nhitng nhan vién cao cap,
mot moi truong lam viée chat lugng va su ho trg manh m€ cho nhung nhan vién lam viéc véi
khach hang.

- Cdc nhdn vién dich vu hiéu sudt va dwoc théa man: cac nhan vién cang dugc thoa
man, ho cang trung thanh va lam viéc tan tam.

- Gid tri dich vu cao hon: sang tao va cung rng dich vu hiéu qua.
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- Khdch hang trung thanh va théa man: nhitng khach hang théa man s€ trung thanh,
mua hang lai va n6i tot voi nhitng ngudi khac.

- Sw tang trwong va cdc lpi nhudn dich vu lanh manh: nang lyc cua cac cong ty dich vu
cao hon.

Tuy nhién, dat cac muc ti€u Ve su tang trudng va lgi nhuan dich vy bat dau vai viée
quan tam dén nhirng nguoi cham soc khach hang.

That vdy, Marketing dich vu doi hoi nhidu hon 1a chi s dung nhitng bién sb
Marketing truyén thong (4P). Hinh bén dudi thé hién Marketing dich vu con doi hoi
Marketing bén ngoai, Marketing ndi by va Marketing tuong tac.

Cong ty

Marketing Marketing

ndi bo bén ngoai

Nhan vién Khach hang

Marketing
tuong tac

Ba loai Marketing trong nganh dich vu
Nguf")n: Kotler, Keller, 2006

Marketing bén ngoai: md ta cong viéc binh thudng can chuan bi, dinh gia, phan phdi
va quang ba dich vu.

Marketing ngi bo: md ta cong viéc dao tao va dong vién nhan vién phuc vu khach
hang tot.

Marketing twong tac: md ta ky nang nhan vién trong qua trinh phuc vu khach hang,
dugc danh gia ca trén chat lugng ky thuat va chat lugng chuc nang.

Trong moi trudng ngiy nay, cac cong ty phai biét lam thé nao dé cung tmg sy tuong
tac khong chi véi mot k¥ ndng dac bi¢t ma con véi cong nghé cao.

Khi canh tranh va chi phi ngay cang gia téng thi Marketing dich vu v6i d tinh xao

cao 1a rit can thiét. Cac cong ty dich vu d6i mat voi ba nhiém vu Marketing co ban: ho can
phai gia tang sy khac biét canh tranh ciia minh, chat lwong dich vu va ning suét.

* Mo hinh Marketing — mix cho dich vu

Ngay nay, cac nén kinh té 16n déu hudng dén mot nén kinh té dich vu, voi su phat
trién rat nhanh va dong mot ti trong 16n ctia cac hoat dong dich vu. Poi vai cac linh vuc kinh
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doanh thién vé dich vu nhu du lich, tai chinh, nha hang, ... nhitng nha lam Marketing thién vé
mo hinh Marketing — mix mo rong cho dich vu bao gém céc bién s Marketing — mix (4P)
dugc dinh nghia lai va cac bién s6 méi dugc dé cap do tam quan trong ciia nd trong kinh
doanh. M6 hinh 7P dugc biét dén nhidu nhat trong Marketing dich vu nhu sau:

- Sdn phiam (Product): 1o ich vt chit va can ban ma doanh nghiép cung cép cho
khach hang.

- Gid (Price): chi phi bang tién ctia khach hang dé thu huong dich vu

- Dia diém (Place): dia diém trong Marketing dich vu trd nén rit quan trong trong
tong thé hoat dong phan phoi va né quyet dinh rat 1on dén thanh cong cua mot mo hinh kinh
doanh dich vu.

R ruyén thong cé dong (Promotion): cac hinh thirc truyén théng ¢ dong cho san
pham dich vu va thuong hi¢u. Truyén thong qua mi¢ng ddc biét quan trong trong kinh doanh
dich vu.

- Nhan vién (Persons): nhiing nhan vién tham gia vao qua trinh tao ra dich vu. Trong
Marketing dich vu, con ngudi ludn xuat hién va giir vai trd quan trong trong hoat dong cung
cép dich vu va anh hudng manh mé dén chit lwong cam nhén cia khach hang dbi véi dich vu
duoc cung Gng.

- Tién trinh (Process): cung ung dich vy ludn dién ra theo mot tién trinh. Chat luong
va ddc tinh cta dich vu phu thudc kha nhi€u vao viéc thict 1ap va van hanh tién trinh nay nhu
thé nio.

- Moéi trwong vit chit (Physical environment): Nhiing diéu kién vat chat tao nén moi
truong dien ra hoat dong cung tng dich vu nhu khung canh ctia nha hang, van phong lam
viéc, ...

Phdi thire Marketing — mix cho dich vu nhin manh dén cac dic tinh riéng biét ciia hoat
dong kinh doanh trong linh vuc nay. Do dac tinh vo hinh va khong 6n dinh ca dich vu, cac
nha lam Marketing dich vu phai tap trung vao chét lugng va sy khac biét cta dich vu cho muc
tiéu canh tranh ctua doanh nghiép. Piéu nay chi c6 thé c6 dugc néu c6 mot chién luoc phdi
hop va kiém soat tot cac bién sb Marketing.
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BI QUYET MARKETING DICH VU

Hién nay, trong vong mét tuan 16, gan nhuw phan 1ém nguwoi tiéu ding tai cdc thanh phé
I6n ngay nay khéng thé khéng sir dung it nhdt mét dich vu tir cdc cong ty khdc nhau. Cho dii
ghé qua tiém rika xe, son sira van phong hay sita chita chiéc may gidt, ho déu can dén mot
dich vu tir cdac nha cung cd}y. Viéc duy tri nhitng moi quan hé khdach hang manh mé dwoc xem
la chia khod tao dung thanh cong ciia cdc nha cung cap nay.

Khi sir dung mot dich vu ndo d6, da phin ngudi tiéu ding cam thay ho sé rii ro hon so
v6i viéc mua mot san pham hitu hinh. Diéu nay Ia ty nhién khi ma san pham 14 hitu hinh trong
khi dich vu lai v hinh. Tam 1y chung 14 khach hang khong biét hét dwoc minh s& nhan dugc
nhitng gi tir mot dich vu cho dén khi ho bo tién ra va thir nghiém dich vu do.

Trong hoat dong Marketing noi chung, Marketing dich vu 1am mdt khia canh kha khac
biét so v&i Marketing cac san pham thong thuong. Hai chir “dich vu” ham y t&i nhimng mdi
quan hé giao tiép mang tinh c4 nhian hon. Hiéu theo nghia nao do Marketing dich vu chinh 1a
Marketlng nhitng cam két, hira hen cta doanh nghiép s& cung cip cho nguoi tiéu dung mot
vai loi ich nao dé.

Va néu cong ty ctia ban dang cung cdp nhirng san pham dich vy vo hinh, mét chién
dich Marketing v&i nhitng yéu to thich hgp nham xay dung cadc moi quan hé bén virng 1a vo
cung thi¢t yéu cho thanh cong.

1. Pé cac khach hang biét rd ban

Nhitng mdi quan hé tot dugc xdy dung trén co so 10ng tin. Vi vay, viéc cac khich
hang mong mudn biét nhiéu nhit c6 thé vé cong ty ban vé nhitng con ngudi bén trong dé 1a
diéu gi d6 hét sirc tu nhién.

bac biét, nguoi ti€u dung nir gioi thuong tim kiém nhirng thong tin sdu hon khi quyét
dinh Iya chon mot cong ty hay mét dich vy va s6 dong khach hang ca nam 1an nit thuong tlen
hanh tim hiéu qua mang internet trudc khi ra quyét dinh st dung dich vu cia nha cung cép
nao d6. Xay dung trang web cong ty 1a cach thirc thong minh va hiéu qua dé truyén tai nhirng
thong tin sau rong vé hoat dong dich vu cia ban.

Ban c6 thé d& dang tim kiém nhitng nha cung cip website v6i nhiéu giao dién bat mat
va dé sir dung. Trén trang chi, hiy thé hién cac loi ich cua dich vu ban cung cép khong kém
gi mot catalog in 4n nghiém chinh ciia cong ty ban. Hiy dua lén trang web cic ciu truyén vé
cong ty, cac hinh anh va tiéu st doi ngii nhan vién, ... Va cho thiy cong ty ciia ban c6 thé
cung cdp dung nhitng gi dd cam két nhu thé nao qua cac nhan xét cua khach hang hién tai, cac
bai bdo, ...

2. Canh tranh dva trén gia tri

Diéu gi s& khién cac khach hang lya chon cong ty ban hay cac ddi thii canh tranh cua
ban? Hau hét s€ lya chon nha cung cap dich vu nao dua ra dugc nhirng gia tri 16n nhat cho
dong tién cua ho.

Trong thi truong canh tranh, khong c6 sy khac biét vé gid ca gitra nhung dai gia lon
nhét. Vi vay, céch thirc tot nhat dé danh phan thang kinh doanh khong phai cat giam gia cd ma
chia kho4 nim ¢ viéc bd sung thém céc san pham hay dich vu giup ning tam chao moi cua
ban, khién cac chao moi tré nén hap dan khong thé chéi tir duge. Do duoc goi 1a “boc goi”
(bundling).
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Hay danh thoi gian dé phat trién cac goi dich vu ctia ban ma ban biét chic rang sé 16i
cudn cac khach hang. Ban ¢6 thé thir nghiém nhi€u 101 chao khac nhau cho dén khi thay dugc
nhiing gi hi¢u qua nhat, sau d6 dinh ky stra doi ching dé cac y tuong ciia ban khong ngung
tuoi mai.

3. Thu hiit khach hang bang nhirng khich 1¢

Nhitng khach hang nao c¢6 dugc cac trai nghiém tich cuc vdi dich vu cla cong ty ban
trong qua khir s& hanh phuic quay tro lai. Nhung viée cam db cac khach hang méi doi hoi mot
chao mo1i dac biét hon.

Cac doanh ngh1ep cung cap nhiing dich nha ctra nhu son stra, don dep tham, stra chira
d1eu hoa, ... co thé c6 dugc nhiéu loi ich bang viée gui cac phiéu giam gia, khuyén mai hay
mién phi cho nhiing dich vy khac c6 lién quan. Cac phiéu nay c6 thé giri téi khach hang trong
tirng 14n cung cép dich vu hodc giri dong loat qua buu dién.

Vi nhiing lgét qua dai hgn, ban can tao‘dl_mg nhitng chao moi dac biét sé khich 1¢ cac
khach hang médi d€ c6 dugc nhiéu hon nhitng 1an sir dung dich vu khac nhau tir khach hang.

4. Giir lién lac véi khach hang

Viéc giit chdn mot khach hang cii it ton kém hon nhiéu s0 v6i viée tim kiém dugc mot
khach hang mdi, vi vay viéc duy tri mot chién dich dé két ndi lién tyc voi cac khach hang hién
tai 1a hét strc can thiét.

Trén thue té, néu ban khong lién lac voi cac khach hang trong co so dit liéu cua ban it
nhat mét lan trong bon dén séu tuan, ban dang 16 mat co hdi tang trudng kinh doanh.

Hay st dung phdi két hop cac chién thuat ban hang va Marketing dé giir lién lac véi
cac khach hang, chiang han nhu cac cudc goi ban hang xen k& v6i nhig email hay thu buu
dién quang cao. Thay vi giri di duy nhit mot giao tiép trong mot chao hang niao do hay rai rac
céc giao tiép ciia ban véi khach hang trong cac email dinh ky hay nhiing giao tiép khac mién
la cac thong tin gia tri va thich hop.

Ban ciing nén cé thoi quen dinh ky sir dung cac giao tiép tiép thi dé dé nghi khach
hang giéi thiéu ban v6i ngudi khac. Vi du, ban c6 thé giri di cac cau truyén thanh cong va dé
nghi ngudi nhan giri chuyén tiép no t6i ban bé va gia dinh cta ho — nhitng ngudi ciing thich
c¢6 duoc cac két qua twong ty.

Bing viéc cung cap cac thong tin siu rong vé cong ty ban cho cac khach hang méi va
nhitng chao moi 1an giao tiép khong ngimg tdi nhirng khach hang hién tai, ban s€ tao ra mot
chién dich tuong tac giup xay dung thanh cong nhitng mdi quan h¢ khach hang viing bén.

(Entrepreneur)
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