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Lot no1 dau

mot thoi gian dai “thai nghén” béng tréi day va trd thanh mot trong nhing hien tugng tren
ban db kinh té thé gidi. Trong b6i cinh cta neén kinh t& sinh d6ng nhu vay, sin phdm/dich
vu dang va sé la nhing phan khuc thay d6i nhanh ca ve chat va lugng. Nhu cau d6i véi cong viec
xay dung thuong hiéu, kenh phan phéi, xuc tién quang ba... ctia titng cong ty, timg linh vuc nganh
nghe, méi viing mign va tham chi [a méi quéc gia cang tré nen “ndng béng” hon bao gis hét Nhu
cau ve cdc cdp quan ly 6 tu duy, ning lyc chat lugng cao trong linh vigc quén ly marketing cuc ky
can thiét d6i véi méi doanh nghiep va d6i v6i su ting trudng kinh t€ ben vitng ctia Viet Nam. Lam
sao d€ tan dung dugc cdc lgi the ngay tir dau dé ton tai, trudng thanh va thang hoa? Lam sao dé
cdc cong ty Viet Nam ciing nhu cdc tap doan kinh t& thé gisi dé dang hudng loi tif sy phdt trién
nhanh chéng ctia thi trudng Viet Nam ngay trong nhitng ngay dau hoi nhap? Lam sao tao sy “rieng
biet"dé nhitng cong ty nay chiém linh thi trudng va dan khing dinh vi the ctia minh hay dé chuyén .
cong ty ctia minh tir t6t tré nen vi dai? Nhing cau héi thu vi nhu vay sé dugc chung toi chia sé
cung quy vi doc gia xuyen sudt noi dung cudn sich nay. . v
Muc dich cda quyén sich nay nhim cung cdp cho ngudi doc nhing kién thic cin ban ve ly
thuyét marketing, tién trinh lap k& hoach marketing, thong qua cdc giai thich chi tiet véi tat ca cdc
khdi ni¢m, quan diém va phuong phép tiép can ly thuyét marketing hien dai. Noi dung ciing ham
chia nhing van de c6t 16i ctia marketing dudi goc do thuc t&, séng dong duge thé hien qua nhing
kién thuc cap nhat ve marketing trong thai dai mdi: moi trudng kinh doanh canh tranh khéc liet,
ngudi tieu dung hiéu biét rong, sau sdc hon va ddi héi nhiing cam xuc, sdng tao cao hon vé chat
lugng san phdm, dinh gid dya tren gid tri cim nhan, tinh tien lgi trong phan phdi, phuong thuc
truyen thong ning dong va hon thé nia.
Noi dung sich dugc trinh bay don gian, khoa hoc, nhim gidp ngudi doc d& cam nhan, d& hiéu
va ghi nhd cic kién thitc c6t 161 can thiée ve marketing duong dai:
1. Phan gidi thieu: khdi quét cdc khdi niem, quan niém, cic noi dung can ban va mé rf)ng
vé marketing hien dai.
2. Phan thd nh4t: tap trung vao cdc n01 dung phan txch va ddnh gid cdc tinh hudng ben
trong va bén ngoai marketing,
3 Phan thu hai: thiét k& cdc chién lugc, chuong trinh marketmg mix.
4. Phan thd ba: t6 chuc thyc hien va quan ly ke hoach marketing.
5. Phan thu tw: cic tinh hu6ng dién hinh nhim cung cdp them thong tin cic trudng hdp :
dién hinh tai Viet Nam d€ ban doc cung tham khao.
Hy vong quyén sich nay sé¢ mang dén cho quy doc gia nhing cam xtic thd vi, g6p mot phan tich
cuc vao sy hiéu biét va niem say me d6i v6i marketing — linh vuc nhigu thach thic va sdng tgo,
gian kho nhung khong kém phin ling man trong béi cinh “thé gi6i phing” hlen nay.

‘ Jiet Nam ngay nay dang chuyén minh cing thai dai. Nen kinh € dang phit trién nay sau
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Lot cam on

va nghién cdu thuc t&€ hoat dong marketing tai cdc doanh nghiép v6i su thong hiéu, chia sé,
hudng din tan tinh va dong vien cia moi ngudi.

Tac gia xin cdm on tit ci cdc hoc gi, cdc tic gid sdch chuyen nganh marketing téng hop va
chuyén sau trong ting linh vic nghien ctu thi trudng, truyen thong, quing cdo, quang b4, ban
hang, xay dung thuong hieu... va cdc tai lieu, thong tin bdo chi, tap chi dugc trich din trong noi
dung sich.

Tdc gia déc biet biét on cdc lanh dao, dong nghiép va cong su trong linh vyc thuc hanh market-
ing tai cc cong ty/tap doan: ICP (thuong hieu Xmen), Ladofoods (thuang hi¢u Vang Da Lat}, Cong
ty V-Phano, Gidy Sai gon, Nutifoods, Cong ty V.UA Biotech (thuong hi¢u Vua Nha dam), NHG...
da déng gop nhitng y kién tranh luan, nhan dinh quy bdu tai cdc hoi nghi, hoi thao marketing day
thach thic va dong thuan cho tic gi4 trai nghiem d€ nghien ctu tinh huéng dién hinh va thu thap
hinh anh minh hoa trong noi dung siach nay.

Xin chan thanh ciAm on su nhiét tinh dong vién, hudng dan hét long cia Quy vi gido su, gidng
vien, cic nha gido ddng kinh va cic dong nghiep tai Trudng dai hoc Yersin Da Lat, Khoa Kinh t&
Dai hoc Quéc gia TPHo Chi Minh d diu dét, chi din va hé trg chiing toi nhitng tréi nghiem quy
gid trong cong viéc giang day bo mon marketing, quan tri chién lugc va hét long cam kich dén quy
ban doc da tich cic déng gop ¥ kién, thio luan va chia sé trong su6t qua trinh ching toi thyc hien
cudn sach nay.

Chan thanh cim on cdc bien tap vien va thiét k& ctia Tap chi Thanh Dat da hd trg va dong hanh
ciing chiing toi trong viec thi€t k&, in 4n va quing bd cho cudn sich dén véi ban doc. Tran trong
cam on Nha xudt ban Dai hoc Quéc gia TP. Ho Chi Minh va dac biet 1a bo phan bien tap da-dong
vien va lam viec heét sic chuyen nghiep dam bao giéi thieu sdch nay véi tit ca ban doc. Chuing toi
chan thanh cam on cdc cong ty Duong Dong, cong ty VU.A Biotech... d tan tinh hé trg chung toi
ve tinh thin cang nhu vat chdt dé cuén sich dén dugc tay ngudi doc véi chat luong t6t nhat. Dac
biet, chung toi that sy tri an dén cd nhan ong Hoang Quéc Viet — Chu tich Tap doan NHG - véi
vai trd mot ngudi ban, da dong vien, khuyén khich va hé trg ching toi tit y tudng, phan bien cang
nhu vat chat dé cu6n sach nay kip thai dén tay ban doc véi nhigu tinh cam chan thanh nhat

Téc gia rat mong nhan dugc nhing nhan xét, gop y b8 sung thi€u sét ve noi dung va hinh thuc
trinh bay caa sdach nay tit Quy thiy c6, Quy ddng nghiep, ban be than hiu va Quy ban doc véi tinh
than khiem t6n hoc hdi va cii tién lien tuc.

Soan thao sich nay, cdc tic gia da nd luc trong'thdi gian dai doc, hoc, tham khao ly thuyét
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Bo' cuc not dung

B& cuc noi dung giﬁo trinh marketing cin ban dugc trinh bay 4 phin chinh theo tién trinh:
E-STP—-»MM—-B—I[-C!.

A
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_y_ - '
A .

Chuong 2: Moi trudng marketing Chuong 3: Nghién ciu marketing
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\
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clia ngudi tieu dung — Tién tinh quyét
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clia nguoi mua 12 té chuc.
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va C (Control-kiém sodt).



PHAN GIGI THIEU

Tong quat ve Marketing

Day 1a phan gigi thieu tdng qudt vé marketing, bao gom:
lich st hinh thanh va phat trién ctia marketing; kh4i niem
marketing; cdc giai doan phét trién ctia marketing; vai trd
clia marketing d6i vdi hiéu qua hoat dong ctia doanh
nghiép; phan tich, ddnh gi4, xem xét van dung cdc phéi
thiic marketing trong tng thé cic chic ning khic cda
doanh nghiép; va cudi cung la phan loai marketing.
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MUC TIEU CAN BAN

Sau khi dm hiéu chuong nay, ngusi doc c6 kha nang:

[1] Nhan thic day &G vé vai trd clia marketing d6i véi
hiéu qua hoat dong cida doanh nghiép.

[2] Thau hi€u duge cac thanh phan co ban cia
marketing ciing nhu nhing quan diém, khai niém vé
marketing dang dugc van dung trén thé gidi.

[3] Nhan thic day dd vé lich st marketing cing nhu
xu hudng cda marketing trong thdi dai méi.

[4] Phéan tich, danh gia, xem xét van dung cic phdi thic
ctia marketing trong tong thé cic chic niang khic cia
doanh nghiép.

[ 1 GIGI THIEU MARKETING

IR
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MARKETING BUONG BAI

Dcm n/zap

“Nhlem vu chmh ctia mot cong ty la sdng tao va marketing”
"~ Peter Drucker!

Marketing hien dien khip moi noi. Nhitng t8 chic va cd nhan d4, dang that
st tham gia vio cdc hoat dong duge goi Ia marketing. That vay, marketing da
tré nén mot thanh phan séng con d6i véi thanh cong cia t6 chidc va né da
tic dong mot cach tham tram sau sdc tdi doi s6ng hang ngay cta ngudi tieu
dung: tit quan 4o, thdc u6ng, my phdm, tien nghi vat dung gia dinh, dén nhing
quang cdo trén truyen thanh truyen hinh, dén website va cic cong cu tuong tic
internet khdc...

Nhing khdu hiéu ngan vang trong long ngudi tieu ding tren khip the gidi
thong qua cdc cong cu truyén thong quang cdo, quang ba bing nhitu phucng
tien khdc nhau: “Just do it”, “Bveryday low price”, “Always Coca-Cola”, “Tools
for creative minds”, “The generation next”.. hay “Nang niu ban chan Viet’,
“Khoi ngudn szing tao”, “Ban linh dan ong”, “Vang cia ngusi Viet”, “Colgate
khong sau ring”, “Lien két moi ngusi”, “Khdt khao hon”, “Khéi dau ngay mét’,
“Sén sang mot stic s6ng”, “Toi yeu Viet Nam”, “Vi cuoc song la khong cha dgi’...
that sy 1a nhang cung bac thanh cong d6i véi nhimng chién dich marketing tai
Viet Nam va tren the gisi trong thai gian hon mot thap ky qua.

Theé gisi phing?, internet va thuong mai dién tit cing v6i nhigu thit khac
da g6p phan tao nen ky nguyén toan cau héa 3.0 la dong luc méi cho phép
ngudi tieu dung va céc t4 chuic tieu thy hién tai ¢6 nhigu sy lya chon cho méi
loai hang héa va dich vu ho can. Va n6 cho phép cdc.cd nhan cong tic va canh
tranh trén thi trudng toan clu... dit ra hang loat thach thic cho cdc cong ty tir

- nhung tap doan khéng Id toan cau, dén nhitng co s& sin xu4t vira va nhé tren

* khip the gisi.phai lien tuc tim kiém nhiing cich thuc mdi-hon - t6t hon dé
hép din va tao lap m6i quan he ben vitng vi khich hang, néu khong musn
bi loai ra khéi cong cu¢c kinh doanh. Do vay, moi ¢ong ty phéi phuc vu nhu
cau, mong mudn va khdt khao ctia khdch hang, l4y sy hai long ngay cang cao
ctia khédch hang lam nen ting cho moi hoat dong marketing dé cong ty gat hdi
thanh cong.

Trong phan dau - Chuong 1 d& cap dén y nghia ctia marketing huéng dén
khédch hang va tim quan trong ctia né d6i vdi tit ca t6 chuc, cd nhan kinh
doanh trong viéc tim hiéu nhu cau khich hang, sau d6 ¢6 ging thda méan nhu
cu d6 bing cdch hudng dén thiét k& cic san phdm va dich vu mang lai loi
ich khéach hang mong muén va khach hang khong thé tim tir cic d6i tha khac
ngoai san phdm va dich vu ctia t8 chic. Noi dung nay cing mo ta sy hinh
thanh va phdt trién cdc quan niém marketing tit nhitng nam dau the ky 19 den
nay - dit trong tam vao viéc xay dung cic m6i quan he ben viing véi khach
hang va dong gop cia marketing véi xa hoi.

Peter Drucker, Managegnent, Pr;ntice Hall, 1996.
2Thomas Friedman, Thé gidi phiang (The World is flat), NXB. Tré, 2006.



Lich sit ra dvi va
- phdt inén Marketing

Hinh 1.1
So sdnh su
khdc nhau gita
-marketing hién

dai va marketing °

truyen théng.

Su hinh thanh ciia marketing

Hoat dong marketing c6 tir lau, tuy vay khéi niem chi hinh thanh tir nhéng
nam dau the ky 20. Thuat ngit “marketing” dugc s dung Ian dau tien vao nam
1902 tai Dai hoc Téng hop Michigan (My} va dén nam 1910 tit ca cdc trudng
dai hoc quan trong & My bt dau gidng day mon hoc marketing.

Sau thé chién thi hai, tinh hinh kinh t€ thé gidi ting trudng manh, khoa hoc
ky thuat phat trién nhanh, canh tranh thi trudng dién ra gay git, gid ca hang
hoa bién dong manh, rdi ro trong kinh doanh ngay cang nhieu va phuc tap...
Nhing chuyén bién trén dit ra nhing mau thuin va théch thiic ma marketing
truyen thong khong thé giai quyét duge, do vay cac nha kinh doanh phéi ¢6
nhtng phuong phiap méi dé tng xi hgp ly véi thi trudng. D6 chinh la tien de
cho marketing hien dai xu4t hien.

Marketing hien dai khong con giéi han trong pham vi thuong mai, khong chi
la tieu thu va kich thich tieu thu hay néi cich khéc 1a ban nhing gi da 6 sin.
Marketing hien dai coi thi trudng la quan trong nhat, ngusi mua dong vai tro
quyét dinh cho qua trinh san xudt kinh doanh. Marketing bao gdm t4t ca moi
hoat dong va tinh todn vé muc tieu, y 85 chién lugc tir trude khi san xudt ra sin
phém, tieu thy, kich thich tieu thu va nhing dich vu sau ban hang.

Muc dich  Phuwong tién Két qua
Marketing truyén_ théng
) S ; Thulot nhudn/
San pham Ban‘hang' va khéiluong hang |
Quang cao banra
Marketing hién dai
| § Thu loi nhudn/
§ Thoa mén nhu cau | Chienluoe tong " 7? 19“ &uank:
1 Kkhachhang _ 10a man nhu cau

lye marketing khachhang -




MARKETING BUING DAI

Marketing la gi?

Sén xudt va marketing, sin phdm va dich vu Ia linh hon cta doi séng kinh
t€ trong b&: et x4 hoi nao. Tat ca céc t6 chic deu thuc hien hai chuc ning cin
ban nay nhim dat nhitng cam két ctia minh déi véi xa hoi, d6i véi khéch hang
va d6i véi ban than t3 chuc. ~

Ngay nay, marketing lien quan dén viec “kién tao” khich hang tieu thy tren
thi trudng, tim kiém nhing nhu cau caa khich hang ma t6 chic c6 thé théa
man va phit trién nhang dich vu cung tng dé bien nhing khach hang titm
nang tr thanh nhing ngusi tieu thu that sy. Nhing nha quan ly marketing
chiu trich nhiem hau hét cic hoat dong can thigt gom: '

* Nhan dién nhu cau cta khach hang hien tai va khich hang tiem nang -
trong tuong lai
* Thiét k& san phdm va dich vu d4p dng nhing nhu cau dé trong ngin,
trung va dai han .

~® Truyen thong nhing thong tin can thiét ve sin phdm va dich vu dén cic
khdch hang trién vong _
* Mang lai cho khdch hang muyc tieu sin phdm va dich vu sin c6 dung thsi
gian, dung dia diém ddp ung nhu cau cta khdch hang
* Dinh gia sin phdm/dich vu twong xing véi gid tri khach hang, l¢i thé canh
tranh va ddp ng kha ning thanh todn cia khach hang
* Hinh thanh va cung cdp cic dich vu can thiét dam bio sy hai long ctia
khdch hang sau khi mua va sit dung
® see

Ben canh d6, marketing con lien quan dén viec phan tich nhu cau khich
hang, cich thic cd dugc nhing thong tin cin d€ thiet ke va sin xuit sin phdm
va dich vu phit hop véi mong doi ctia ngusi mua, tao lap va duy tri m6i quan
he véi khdch hang va nha cung ing. Ngay nay, marketing khong chi bao ham
hudng dén l¢i nhuan cho cong ty ma con hudng dén nhiing nhan t6 phi lgi
nhuan khdc cho 3 chutc va cong dong xa hoi.

Khdi mem ve M, arketing

Co nhieu cich ti€p can khdc nhau ve marketing: marketing la qud trinh
'quang cdo va ban hang, hay marketing Ia qud trinh tim hi€u va théa man nhu
cau cha thi fru:(mg, marketing 1a lam thi truding, nghien ctu thi trudng dé théa
man né, hay cing c¢6 thé hiéu ring marketing 2 cdc co ché kinh t€ va xa hoi
ma cdc t6 chiic va ¢ nhan st dung nhim théa min nhu cau va mong mudn
cta minh thong qua quy trinh trao d6i sin phdm tren thi trusng.



Dinh nghia marketing

Mot s6 khdi niem va quan diém marketing hién dai ctia cac td chuc, hiep hoi
va cdc nha nghién citu vé marketing trén thé gii:

“Marketing la viéc tién hanh cic hoat dong kinh doanh ¢6 lien quan tryc
ti€p dendong van chuyén hang héa, dich vu tir ngusi sén xudt dén ngusi tieu
ding”. (Theo AMA - American Marketmg Association - Hlep hoi Marketing My,
nam 1985). '

“Marketing la mot qud trinh qudn ly mang tinh xa hoi, qua d6 cdc cd nhan
cing nhu t6 chite dat dugc nhing gi ho can va mong muodn thong qua viec
tao lap va trao d6i nhang san phdm c6 gid tri voi nhu:ng ngudi khdc, t6 chudc

khac”. (Philip Kotler?). ,
Cac khéi niém cén ban ham chiia trong marketing

Nhu cau (Needs)

La mot cam gidc “thi€u hut” cdi gi d6 ma con ngusi c6 thé cim nhan duoc
Tu duy marketing bit dau tit nhang nhu cau thyc & cta con ngusi. Ngudi ta
can thuc an, khong khi, nudc, quan 4o va ngi & d€ tdn tai. Nhing nhu ciu nay” -
khong do xa hoi hay nhing ngusi lam marketing [marketer] tao ra'ma phat sinh
tir tam sinh ly va bin nang clia con ngudi.

Mong muc‘in (Wants)
La dang nhu cau dic thy, tuong dng véi trinh d6 van héa va nhan cich caa

méi con ngudi. Mong muén ddng nghia véi su “ao usc”, “khao khat” hay “them .
gu g y .

mudn” ¢6 nhing thit cy thé dé thda man nhang nhu cau sau xa hon. Du vay
mong mudn cang phdt sinh tir tam sinh ly con ngudi nhung ¢6 v thic.

Vi dy, mot ngudi Viet ¢6 nhu cau an v mong muén ¢6 moén com, phd, c6
nhu cau v& quin 40 va mong mudn c6 bo dd Pierrre Cardin, ¢6 nhu cau v& su.
quy trong va mong mudn ¢6 mot chi€c xe Mercedes. Trong mot xa hoi khéc
thi nhiing nhu cau nay lai dugc thda man theo mot cdch khic theo dic thu

~ van héa cha xa hoi. Mong muén ctia con ngudi phat trién va duge dinh hinh
béi cc lyc lugng va dinh ché xa hoi nhu gia dinh, trutdng hoc, ton gido va ca
doanh nghiep.

Nhu cau c6 kha ning thuc hién (Demands)

La mong mu6n c6 dugc nhimng sin phdm cu thé dugc hau thuin bdl kha.
nang va thdi do sin sang mua chung. Mong mu6n tr& thanh yeu cu khi ¢6 sic
mua hé &rg. Nhigu ngudi mong mudn c6 mot chiéc xe Mercedes, nhtrng chico

- mot s6 it ngudi c6 kha nang mua kiéu xe do. Vi the ditu quan trong vdi cong
ty la phii dinh lugng xem ¢6 bao nhiei ngusi thuc sy sén sang va ¢6 kha ning
cu thé héa mong muén d6 bing cich mua sin phdm hay dich vu do cong ty
cung cip. :

’Gigo su Truomg Quan ly Kellog - Pai hoc tdng hop SouthWest (My), ong dugc cong nhan 12 t§ sw marketing hién dai cia
thé gioi.
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San pham (bao gom ca dich vu)

La tdt ca nhiing gi c6 thé thda man dugé mong mudn hay nhu cu va dugc
cung tng cho thi trudng nhim muc dich thu hudt sy chd ¥, mu4, st dung hay
tieu diing. Tu duy cia marketing ve san phdm bao ham ca san pharn vat chdt va
phi vat chat Y nghia quan trong ctia san phdm vat ch4t bit ngudn khong phai
tir viec s6 hitu chuing, ma chinh 1a tit viec c¢6 duge nhiang dich vu ma ching
dem lai. Vi vay cdc san phdm vat chat thyc sy la nhing phuong tien dam bao
phuc vu nhu ciu ciia ¢4 nhan chung ta. | .

Thuyc ra thi dich vu con do nhiing yéu t6 khdc ¢am bio, nhu con ngudi, dia
diém, cdc hoat dong, t6 chic va y tudng. Néu ta cam thay budn thi ta c6 thé
dén mot cau lac bo hai kich dé xem dién vién hai biéu dién, gia nhap cau lac
bo doc than [t6 chic) hay chap nhan triét Iy séng khéc nhau [y tudng). Vi the ta
sé st dung thuat ngit san phdm dé am chi sin phdm vat chat, sin phdm dich
vu va nhitng phuong tién khéc ¢6 kha ning thda min mot mong mudén hay
mot nhu cau nao d6 cta con ngudi. Doi khi ta ciang sé s dung nhing thuat
ngi khac nhau thay cho san pham, nhu hang hod, yéu t6 thoa man hay ngubn
tai nguyén, V.v... -

Mot ngudi phuy nit khong chi mua théi son méi, ma con mua “mot niem hy

- vong” lam dep cho ban than. Ngusi ta khong mua mot lon nudc giai khat Coke
don thuin, ma thudng thiic mot “I6i s6ng, phong cich séng”. Va tat nhien
ngudi ta khong s& hitu mot chiéc BMW chi d€ di chuyén ma con la dé thé hien
mot “déng cdp rieng” cho minh. Do vay, marketing la ban nhidng loi ich hay
dich vu chita dung trong nhiing san phdm vat ch4t, chu khong phéi Ia mo ta
nhing tinh chat vatly caa ching. '

Trao ddi (exchanges), giao dich va marketing quan hé

- La hanh vi nhan dugc mot vat phdm mong muén tit ngusi khdc bing cich
déi lai mot cdi gi d6. Trao d6i chi x4y ra khi théa'min da dieu kien sau: (1) it
nh4t phai ¢6 hai ben, (2] méi ben phai ¢6 mot tha gi d6 c6 thé c6 gid tri d6i véi
beén kia, (3) méi ben phai c6 kha nang tu giao dich va chuyén giao hang hod ciia
minh, (4) mdi ben deu c6 quyen ty do chdp nhan hay khudc tir 16i d& nghi cia
ben kia, (5) méi ben ddu tin 12 minh nén hay mué6n giao dich véi ben kia.

Giao dich la mot cudc trao déi ¢é tinh chat thuong mai nhing vat c6 gid

tri gitra hai ben, giao dich 1a don vi co ban cta trao ddi. Maketing giao dich la
mot bo phan y tudng I6n hon 1a marketing quan he. Marketing ngay cang c6
xu hudng chuyén tit chd ¢6 géng tang t6i da lgi nhuan trong timg vu giao dich
sang ché ting t6i da nhing m6i quan he doi ben cung ¢6 lgi vdi cic dai tic.

Thi truong (market)

La tap hgp tdt cd nhitng ngudi mua thyc sy va trong tuong lai d6i véi san
phdm hay djch vu. Nhu vay quy mo cta thi trudng phu thuoc vao mot s6 ngusi
mua (nhu ciu) va ¢é nhiing tai nguyén dugc ngudi khdc quan tam, va sin sang
dem lai nhing tai nguyen d6 dé€ ddi ldy cai ma ho mong mudn. Thi trudng



nhu cau (thi trudng thuc phdm thudng ngay), thi trudng san phdm (thi trudng
giay dép), thi trudng nhan khdu {thi trudng thanh nien] va thi trudng dia ly (thi
truong Viet Nam, Nhat Ban, chau Au...).

Khach hang, ngudi tiéu ding va gia tri nguoi tieu dung
Khich hang (customer] | nhiing ca nhan hay t6 chiic ma doanh nghiéep dang
hudng cdc nd luc marketing vao. Day la nhtng cd nhan hay t8 chuc ¢6 ditu
kien ra quyét dinh mua. Ngudi tieu ding {consumer] bao gom cd nhan, ho gia
dinh st dung hay tieu thu sin phdm. Gid tri ngudi tieu ding 1a sy khac biet
gitta gid tri ma ngudi tieu dung d6 c6 duoc tir viec 58 hau cing nhu st dung
mot san phdm va gid ca dé c6 sin phdm deé.
Tir nhing khdi niem c6t 161 trén, ching ta ¢6 thé dit trong tam vao nhutng
nguyén tic marketing nhu sau:
- Marketing 13 mot tién trinh quan tri (David Packard). Tuy vay, thue té
marketing vin la mot bo phan chic nang quan tri ctia t6 chic bao gom viec
phan tich, lap k& hoach, td chuc thyc hién va ki€m sodt ngudn lyc dau tu vat
chat va con ngudi ctia t8 chuc nhim dat duge muc tieu ma 8 chuc d@ ra.
- Marketing tap trung vio nhu cau va u6c mudn ctia khach hang. Marketing
bit dau tir y tudng vé “san phdm théa min mong muén” va khong dimg lai
khi nhitng mong mu6n cda khach hang di dat dugc ma vin 6é€p tuc sau khi
thyc hien trao déi. ‘
- Marketing chi trong tao lap gid tri khach hang. Moi hoat dong marketing
deu anh hudng dén gid tri cAm nhan cta khdch hang. Dé€ quén ly gid tri cam
nhan t6 chic phéi ndm ré moi trudng canh tranh va thi trudng muyc tieu,
cic chién lugc marketing hén hgp [marketing mix, nhim théa méan nhu cau
khach hang t6i da dé c6 dugc lgi the canh tranh bén witng)
- Cot 161 cia marketing la tién trinh trao d6i trong d6 hai hay nhigu t6 chric,
cd nhan mang lai cho ngudi khdc vat g1 d6 c6 gid tri d€ ho cam thdy thda
man nhu ciu cda minh..

Cdc giai dogn phdt trien
cia Marketing

~ Mic dut marketing da luon 1a mot thanh phin cta t6 chdc nhung tim quan
trong ctia marketing ciing bién ddi mot cich sau sic qua cdc thdi ky. Nhan
dien bon ky nguyen* trong lich stt ctia marketing: (1) hudng theo san xuit; (2)
hudéng theo bdn hang; (3] hudng theo marketing; (4) hudng theo vigc thiet lap
mdi quan he.

“Louis E. Boone & David L. Kurtz, Contemporary Marketing 2005, Thomson/South Western, 2005.
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Ky nguyen sin xuat va san pham (the production era)

Truéc nam 1925, phian Ién cdc cong ty, ngay ca nhing cong ty hoat dong
kinh doanh trong n&n kinh t& phat trién kh cao tai cic nudc Tay Au va Béc
My, chi tap trung vao viéc san xudt san-phdm c6 chat lugng va roi tim kiém
ngudi mua ching. Thai do ngy tri cia ky nguyen nay cho ring sin phdm chat
lugng cao sé tw than tieu thu dugc vi ngusi tieu ding va chuong nhiing sin
phdm c6 sin dé dung va dugc.cung cdp dvi dao. Do vay, viec quén tri nén tap
trung vao cai tién hi¢u ning san xudt va phan phéi.

Quan diém nay thong tri triét ly kinh doanh cta cdc cong ty cho dén nhing
nam diu the ky 20. Ban chat cta quan diém san phdm khéng dinh ring ngusi
tieu diing sé ua thich nhang sén phdm c6 chat lugng cao nhit, cOng dung
nhigu hay ¢6 nhing tinh niang méi.

Quan diém san phdm din dén' can benh “thién can trong marketing™, chi
chu trong dén sin phdm ma khong tinh dén nhu cau caa khach hang. Dién
hinh, lanh dao kinh doanh nganh dudng sit nghi ring nhing ngusi sit dung
can tau hoa chu khong phai Ia ho can van chuyén va da xem thudng nhang

‘thach thuc ngay cang ting cia mdy bay, xe buyt, xe tii v xe con.

- Ky nguyén né luc ban hang hay né luc thuong mai (the sales era)

Ky thuat san xust cia My va Chau Au di & nen tinh t& hon va san lugng
san phdm tang cao trong thap ky 1920 va mai dén nhing nam thap ky 1950.
Do vay cic nha san xudt bit dau chu trong dén hoat dong ban hang hieu qua
nhim tim ki€m khdch hang dé tieu thu san lugng dau ra. Quan diém né luc
ban hang khéng dinh ring néu cu dé yen thi ngudi tieu ding thudng sé khong
mua cic san phdm ctia cong ty vdi s6 lugng kha In. Vi vay t6 chic can phai c6
nhitu nd lyc tieu thu va khuyén mii.

Tuy vay, muc dich cta marketing la bigt dugc, hiéu duge khach hang mot
cdch thau ddo dén muc do la sén phdm hay dich vu deu vira ¥ ho va t¢ né tieu
thu. Ditu ly tudng la marketing phai dua dén ket qua 1a c6 mot khach hang sin
sang mua hang. Khi d6 tat ca nhing viec can lam la ¢am bao cho sén phdm hay
dich vu luon sdn c6... Nhu vay, dé ban dugc hang thi truée d6 phai tien hanh
mot s6 hoat dong marketing nhu dénh gid nhu cw, nghien ctu marketing, phdt -
trién san phdm, ddnh gid va phan phdi san phdm. Néu ngusi lam marketing
thuc hién t6t viec xdc dinh nhing nhu cau cta ngudi tieu ding, phit trién san
phdm thich hop, roi dinh gid, phan phéi va khuyén mai chang mot cich c6
higu qua, thi nhitng san phdm d6 sé dugc tieu thu dé dang, :

Quan di€ém v& ban hang cang dé dan dén viec that bai trong né luc ban hang
néu céch thic tién hanh va thu thap da lieu khong phu hgp, din dén hang héa
dugc san xudt ra khong thyc sy phat hgp véi nhu cau. Ngoai ra, viec tién hanh
ddnh gid thi trudng doi khi sé “danh mat” co hoi &€ cong hién san phdm ra thi
truong dung lic va ding thoi diém, nhét 1a trong bsi canh trong nen kinh t&
“chuyén dong khong ngiing” nhu ngay nay.

*Theodeo Levitt, Marketing Myopia, Harvard Busincss‘Revie\v, July -~ August, 1960



Hinh 1.2

Su khdc biet
giita quan niém
nd luc ban hang
va quan niém
marketing.

Ky nguyén marketing (the marketing era)

Quan niém nd lyc marketing la mot sy thay d6i sau sic trong triét Iy quan
ly chuyén tit quan diém thi trudng ngudi ban sang thi trudng ngusi mua. Cong
ty phai lam ra sdn phdm va dich vu cha khong don thuin 1a sin xust va bén.
Nhitng nguyen Iy trung tam ctia né dugc hinh thanh vio gitta nhing nam 1950
va théng tri thi trudng vao nam 1952 véi dién hinh la General Electric (My).
Quan di€m marketing khang dinh ring, chia khoi dé dat dugc nhtng muc
tieu cta td chiic la xdc dinh dugc nhang nhu cau cung mong muén cia cic
thi trudng muc tieu va dam bio muc do thda man mong muon bing nhing
phuong thic hau hieu va hieu qua so véi cic d6i thit canh tranh

Theodoe Levitt — Gido su Dai hoc Harvard (My) - da neu ra su wrong phén
sau sic gitra quan diém bdn hang va quan diém marketing.

. T B TUONG CAC PHUONG TIEN MUC TIEU
BIEM XUAT PHAT QUANTAMCHUYEU  DE DAT TG MUC TIEU cudi cUNG
_ . Thu lgi nhusn va"
Cong ty Hang héa tang khoi ludng

QUAN NIEM NO LUC THUONG MAI

Nhu cdu cla

. Thi trudng khach héng muc tié

QUAN NIEM MARKETING

Quan di€m bdn hang tap trung vao nhing nhu cau cta ngudi bdn, quan
diém marketing thi chu trong dén nhitng nhu cau ctia ngudi mua. Quan.diém
ban hang dé tam dén nhu cau ctia ngudi ban 1a lam the nao d€ bién san pham
caa minh thanh tién mét, con quan diém marketing thi quan tam dén y tudng
théa man nhu cau ctia khach hang bing chinh sin phdm va tat ca nhitng gi lien
quan dén viéc tao ra, cung ing va cudi cung la tieu diing sin phdm do.

Quan diém marketing dya tren bon try cot chinh 1a: thi trudng muc tiéu,
nhu ciu ctia khich hang, marketing phéi hop va kha nang sinh I5i. Quan diém
ban hang nhin trién vong tit trong ra ngoai. N6 xust phat tir nha mdy, tap trung
vao nhing san phdm hién c6 cda cong ty va doi héi phéi c6 nhang bien phdp
tieu thu cing théng va khuyén mai d€ dam béo ban hang c6 16i. Trong khi do,
quan diém marketing thi nhin trién vong tir ngoai vao trong. N6 xudt phat tir
thi trudng dugc xdc dinh r6 rang, tap trung vao nhiing nhu cau ctia khach hang,
phéi hop tt ca nhing hoat dong nio c6 tic dong dén khach hingvataoralgi
nhu4n thong qua viec tao ra sy théa man cho khich hang.

Tai Viet Nam, mot vai cong ty trong va ngoai nudc thuc sy hudng theo quan
di€m marketing nay: Cong ty CP Banh keo Kinh De, cong ty Hang tieu dung
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gia dung quéc t&€ ICP vdi thuong hieu X-men, cong ty An Nam véi thuong hieu
Phd 24, rdi cdc cong ty Colagte Palmolive, Pepsi, Procter & Gamble, Unilever,
Singapore Airline... Va thé gisi Apple, Coca-Cola, Disney, Wal-Mart, McDonal’s,
Marriott Hotels, Delta Arlines... Mot s6 cong ty Nhat (Sony, Toyota, Canon) va
cdc cong ty chau Au (Ikea, LVHM, L'oreal, Ericson, Marks va Spencer). Nhitng
cong ty nay deu tap trung vao khach hang va duge t8 chuc d€ c6 thé ddp ting
mot cich ¢6 hiéu qui nhing nhu ciu luon thay déi cda khach hang. Ho khong
chi t6 chic bo phan kinh doanh (marketing va ban hang] véi doi nga nhan vien

" ¢6 néng luc, ma con ddm bio dugce tit ca nhiing bo phan khac nhu san xudt, tai
chinh, nghien citu va phat trién, nhan sy, cung tng deu theo dung quan diém
khach hang la quan trong. Cdc t6 chitc nay deu c6 mot ne nép marketing bét
ré sau vao tit ca cdc bo phan va chi nhanh ciia minh.

Tuy vay hau hét cdc cong ty deu chua dat t6i trinh do hoan toan thanh thuc
ve marketing. Vin con d6 hang loat cong ty Viet Nam ¢6 ging thanh lap bo
phin marketing nhung that sy thi chua chic cong ty d6 theo dung quan diém
marketing. Nhang ly do ¢6 thé dugc dua ra la do yéu t6 lich s& cta doanh
nghiép, dic thu ctia doanh nghiép hay quan diém cta nha sdng lap ve market-
ing ciing nhu nhitng hiéu qué tir marketing dem dén cho doanh nghiép hoic
do trinh do hiéu biét ve marketmg ctia doi nga bo phan marketing va cic bo
phan lien quan...

Dieu quan trong, cong ty c6 nhiang dic d1érn marketing thi ditu d6 khong
6 nghia la cong ty d6 theo quan diém hudng ve thi trudng va phuc va khich
hang. Vdn de 1a & chd n6 ¢6 ndm dugc chinh xdc nhing nhu ciu luon thay d6i
ctia khdch hang va nhing chién luge canh tranh hay khong ma thoi. -

Ky nguyén marketing quan h¢ (the relationship era)

Ky nguyen thut tu trong lich st marketing dién ra trong thap ky vira qua cia
thé ky 20 va tiép dién dén ngay nay trong the ky 21 de cap dén quan niem
marketing chinh thé luan hgp nh4t marketing quan hé va marketing dao duc
x4 hoi. _
Quan diém marketing quan he cho ring cdc 6 chuc gis day chuyén tir ky
nguyén marketing dinh huéng quan Iy méi quan hé khach hang (CRM - Cus-
tomer Relationship Management] tiing budc sang tap trung vao viec thi€t lap
va duy tri nhing m6i quan hé lau dai véi 4t ca cdc d6i tic (PRM - Partnership
Relationship Management]®: khich hang, nha cung dng, nha phan phéi va
nhiing d6i tic marketing khdc.

Marketing quan hé xay dung quan hé gin bé nén kinh t€, ky thuat va xa hoi
ben vitng. Trién khai marketing quan hé 1a hinh thanh dugc mot tai sdn doc
ddo ctia cong ty - mang ludi marketing - gdm cong ty va nhiing ngudi cung tng,
nhiting ngudi phan phéi va khach hang cia minh ma cong ty di xay dung dugc
nhitng méi quan he vitng chic, tin cay va hiéu qué trong kinh doanh. _

Quan diém marketing dao ditc-xa hoi khing dinh ring, doanh nghiép khong
nhitng phai théa man nhu ciu va doi héi cta khdch hang ma con phai cing

‘Boone & Kurtz, Contemporary Marketing 2005, Thomson/South Western, 2003.



¢6 muc sung tic cho ngudi tieu ding va cho toan xa hoi. Quan diém nay doi
héi mot san pham phai théa mén ci ba yé&u t6: (1) théa man nhu ciu va mong
mudn ctia khdch hang; (2) d4p dng nhiing lgi ich chung, lau dai cta x4 hoi; (3)
dat duge nhitng muc tieu hoat dong kinh doanh ctia cong ty.

XA HOI
(Miic sung tic clia moi ngudi)

Hinh 1.3

Ba yéu t6 co bin

cua quan niém L N n
marketing NGUOI TIEU DUNG CONGTY

dao duc x4 hoi. (thda man mong muén) (igi nhuan) .

Vai tro cia Marketing
dot vdr doanh nghigp

Doanh nghiep véi cdc hoat dong chic niang noi tai la san xust, tai chinh,
quan tri ngudn nhan luc, ky thuat... thi chic ning ket n6i moi hoat dong kinh
doanh caa doanh nghiép véi thi trudng trude khi doanh nghiep bit tay vao san
xudt mot sdn phdm cy thé d6 1a marketing - cau tra 16i cho hai vén d& quan
trong c6 tinh dinh hudng thi trudng 1a ldy nhu ciu mong muén ctia khach
hang lam ché dva ving chic cho cong ty.

Co thé noi nhiem vu co ban ctia marketing 1a tao lap khdch hang, tuong tur
nhu san xudt tao ra sin phdm cho doanh nghiep. Tren binh dien quan ly thi -
chic ning marketing ¢6 mé6i lien he théng nhat va doc lap (vira chi phéi va
bi chi ph6i béi cdc chic nang khac) trong doanh nghiep dinh hucng theo thi

- trudng. Sy thanh cong cda cdc chién lugc, sich luge marketing phu thuoc vao
van hanh cdc chic nang khdc nhu nghién cttu va phat trién, ky thuat, ban hang,
quéang cdo, nhan hiew.. Mot mit xich cic chic ning khidc khong hoan thanh

- nhiém vu thi sy phadt hien tap hgp khich hang hap din nao d6 ctia marketing
ciing dé dang gap that bai!

Thuc t€ rat hay xay ra tinh trang lyc lugng ban hang phai dien dau vi nhitng
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ngudi quan ly san phdm da de ra “gid qud cao” hay “chi tieu khéi luong qud
l6n”, hay gidgm d6c quéng cdo va ngusi quan ly nhan hieu khong thé nhat tri
vdi nhau v mot chién dich quang cdo t6t nhdt cho nhan hieu d6. Nhing chuic
ning marketing nay phai dugc phéi hop véi nhau theo quan diém su théa min
ctia khdch hang. : -

Muc tiéu chién luoc cia marketing d6i véi doanh nghiép

Muc tieu chién lugc ctia marketing d6i v6i doanh nghiep:

Hinh 1.4

Muc tieuchién
Iugc ctia market-
ing hien dai.

¢ Chinh phuc trdi tim tam hdn cta khdch hang: day la van de s6ng con
cia doanh nghiép trong viéc thda mén khach hang. Cédc né luc marketing
nhim ddp tng nhu ciu cda khich hang, Iam cho ho hai long, trung thanh
v6i doanh nghiép va qua d6 thu hut them khdch hang mdi.
e Chiém linh tam tri khdch hang so v6i cdc d6i tha canh tranh bing cdc
gidi phdp sing tao vugt troi gitp cong ty d6i pho vdi cdc thach thic canh
tranh, bao dam vi thé canh tranh thuan lgi trong tam tri ciia khach hang
béng cich xay dung va quan ly cdc san phdm va thuong hiéu dugc yeu mén
va tin cay. v _
* Dat dugc lgi-nhuén lau dai cho doanh nghiep bing cich tich lay va phat
trién ben vitng véi cdc muc tieu thi phin théng linh trén thi truong.’ _
Vin d& cin nhin manh & day la khdi niem “khdch hang” khong chi duge
hiéu Ia nhing ngudi mua hang bén ngoai t8 chitc ma bao ham ca khach hang
bén trong td chic ciia minh. Ho sdn xudt ra san phdm va sin phdm d6 cin
chiém dugc tam tri cda ho. Ditu nay dugc hiéu la trusc khi chinh phuc thi
trudng, doanh nghiép cin chiém dugc con tim cta 'chinh nhing ngusi lao
dong ben trong td chuc cda minh.

Philip Kotler & Hermawan Kartajaya, Hooi Den Huan and Sandra Liu, Rethinking Marketing: Suitainable Marketing
Entarnrice in Acia Prentice Hall 2003



Chitc nang cia marketing ddi véi doanh nghiép
Chuc nang co ban cta marketing la dya tréen sy phan tich moi trudng dé
quan tri marketing thanh cong: , :
* Phan tich moi trudng va nghién ciu marketing nhim du bdo va thich dng
Vdi cdc yéu t6 moi trudng anh hudng dén sy thanh cong hay thit bai, tap
hop thong tin dé quyét dinh cdc vin de marketing dam trach.
® M3 rong pham vi hoat dong bing cdch lua chon va dua ra cich thdc tham
nhap nhitng thi trudng méi.
o Phan tich nguoi tieu ding bing cich xem xét va danh gid nhing dic tinh,
yéu chu, tién trinh mua ctia ngusi tieu dung, lya chon cic phan khuc thi
trudng dé hudng cdc phéi thic marketing.
* Hoach dinh chién lugc san phdm va xay dung thuong hieéu bing cich phat
trién va duy tri san phdm, dong san phdm, c4u triic san phdm, bao bi, nhin
hi¢u va cic phuong thitc quan ly thuong hieu.
* Hoach dinh chién lugc gid xdc dinh cac muc gid, ky thuat dinh gid, chinh
sach gid ban d6i véi tirng d6i tac kenh phan phéi, ditu chinh gid va st dung
gid nhu mot yéu t6 tich cyc dat muc tieu chién luge marketing.
* Hoach dinh chién lugc phan phéi: xay dung cic mdi lien he trung gian
phan phéi, quan ly dy trit hang ton kho, van chuyén va phan phéi san phdm
va dich vy, ban si va I&. ' '
* T4 chuc thyc hien kiém sodt va ddnh gid cic chién lugce truyen thong tich
hop, chuong trinh kich thich tieu thu dam béo tap trung chat lugng toan
dien marketing,

Phot thiee Marketmg

Khai niém phéi thic marketing

Phéi thic marketing 1a tap hgp nhiing cong cu marketing ma cong ty. st
dung dé dat dugc muc tieu trong mot thi trudng da chon. Marketing mix la
.mot giai phdp c6 tinh ch4t tinh thé va thé hien muc tap trung cao do cia té
chitc doanh nghiep trong mot giai doan nhat dinh. Céc cong cy marketing mix
chinh (4Ps): san phdm (product}, gid ca (price), phan phéi (place) va xdc tién
{promotion). :
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Hinh 1.5
Cdc noi dung
ctia marketing mix

Danh muc san pham

Chét luong Phén loai mit hang
Thiét ké B g_h:u
Diic diém - ?}!3 Sm
Tén hiéu va °nh 1?:
Bao bi an chuyen
Kich c&
Dichvu
Bao hm.h Gia Xiic tién
Hoan tvi . B .
Mhike san pham Khuyen mai
Giam gia Quangfcao
Chiét khan Ban hang c4 nhan
Thé&i han thanh todn Quan ¢ coag dong
Tin dung Marketing trire tiép

Cdc thanh phan ciia markéting mix

San phim

San phdm la thanh phan co ban nhét cta phdi thitc marketing, bao gdm cic
san phdm vo hinh hoic hiu hinh. San phdm hau hinh bao gom céc dic tinh
chat lugng sin phdm, hinh dang thiét k&, dic tinh bao bi va nhan hieu. San
phdm con bao gdm cdc dic tinh vo hinh nhu hinh thuc dich vu glao hang, bio
hanh, hudn luyen ky thuat, tu van khich hang, sia chia..

-Gia ca

Cic loai hinh gid ban si, bdn 1¢, gid chiét kh4u, gidm gi, tin dyng.

Ditu quan trong la gia phéi tuong xing vdi gid tri cdm nhan cta khach hang.
ciing nhu ¢6 kha nang canh tranh “hau higu” trong cic moi trudng kinh doanh
khédc nhau.

Phan phéi

Day la phuong thitc t8 chuc dua sin phdm ctia doanh nghiep tiép can tdi
khach hang muc tied. Doanh nghiep phai hiéu 1o, tuyén chon va lien ket véi
cic trung gian phan phéi truc ti€p hoic gidn ti€p dé dam bdo hieu qua, dat loi
the canh tranh toan chubi he théng cung van tich hop gitia cong ty, d6i tic va
ngudi tieu ding.

Xuc tién

Bao gdm nhitu cong cu truyen thong dé tuyen truyen, thuc ddy san phdm
dén thi trudng muc tieu. Cédc cong cy chinh yéu bao gdm cong cy truyen thong
(media): quing cdo, khuyén mai, quan he cong chiing, doi nga ban hang, mar-
keting truc ti€p, cdc cong cu tuong tic truc tuyén internet...

Quan diém ctia doanh nghiep (ngudi ban) thi 4Ps 1a nhing cong cu tic dong



dén ngusi tieu ding va khach hang (ngusi mua). Tuy nhien tren quan diém
clia ngudi mua mébi cong cu marketing mix phai dugc thiét k& dé cung cip loi
ich cho khich hang nhim ddp dng nhu cau cda khiach hang mot cich t6i uu.
Theo Robert Lauterborn® phit biéu 4P ctia doanh nghiep 1a ddp ung 4C caa

khach hang.
4P - 4C _
Sén phém Nhu cau, doi héi va khat khab cta khach hang.
(product) Consumer needs va wants.
Gia ca Chi phi d6i v6i khach hang.
(price) Cost to customer.
Phan phéi Thuan tién khach hang.
- lace Convenience.
Bang 1.1 ® )
Marketing mix Xuc tién. Thong dat.
duoi goc do (promotion) Communication.
nguol mua -

Cac yéu t6 anh hudng marketing mix

Trong thyc t€ cac doanh nghiép tity vao dic thit nganh kinh doanh, vi the
doanh nghiep, chién lugc sit dung cdc phdi thuc tiép thi c6 thé bd sung cic P
dac trung khdc nhu con ngusi (peoplel, bao bi (packaging), tién trinh [process),
triét ly (philosophy). Marketing mix bi tic dong bdi cic yeu t6 sau:

Thi truong

Tuy thuoc vao tdng cau cia thi trudng, kha ning tieu ding cia ting phan
khuic thi trudng ma doanh nghiép st dung cdc phéi thitc marketing khdc nhau.
Vi du nhu dic thit siic mua cta thi tradng trong nuéc so véi thi trudng quéc
t& thi truong thanh thi so véi nong thon, thi trudng ban 1€ so véi thi trudng
bén si...

Vi thé doanh nghiép

Déi véi nhitng doanh nghiép dang & vi tri din dau nganh kinh doanh, théng
linh thi phan, doanh nghiép c6 thé khong can chi qua nhitu cho hoat dong
truyen thong trén thi trudng.

San pham -

Céch thuc t6 chiic he théng phan phdi, t8 chic doi nga ban hang, hoat dong
xtc ti€én cang khdc nhau d6i véi ting loai san phdm, nganh hang. Véi cic san
phdm cong nghiep hoat dong marketing mix dugc t6 chic thyc hien r4t khac

*Robert Lauterborn, M6 hinh marketing 4C: xem xét marketing dudi géc dé ngudi mua hang.
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so v6i nganh hang tieu dung nhanh (FMCGs - fast moving consumer goods)
hoic san phdm nganh cong nghe thong tin (informatic technology).

Chu ky song caa san pham
Ve ly thuyét hoan toan c6 thé danh gid ding va van dung céc yéu t6 market-
ing trong ting giai doan chu ky s6ng ctia san phdm (PLC - Product Life Cycle®)
. nhim dam béo tinh hiéu qua dau tu ngan sich cic chuong trinh hanh dong
marketing mix trong titng thai doan.

Phan logi Marketing

Marketing dugc ip dung trong nhidu linh vuc khdc nhau va chia thanh
nhiéu hinh thic cin cd theo:

Quy mo va tam voc hoat dong kinh doanh

Marketing vi mo (macro-marketing] gom: ting dung trong he théng quéc gia,
qudc t€ va toan cau nhim ditu tiét, ditu chinh sy phit trién kinh t& caa tiung
nudc, mdi khu wic va the gidi trong cdc linh wirc dieu tiet thi trudng, can déi
cung cau, ké hoach thi trudng, han ché va chat dut khang khoang.

Marketing vi mo (micro-marketing]: ting dung trong he théng nhé cia cic
cong ty, khu du lich, khach san, nha hang, ngan hang...

Linh vuc hoat dong kinh doanh

Marketing trong kinh doanh (business marketing) lien quan tryc tiép dén
viéc trao d6i sin phdm va dich vu gdm: marketing cong nghiep (B2B), market-
ing thuong mai (trade marketing), marketing du lich (tourism marketing) va
marketing dich vu [service marketing], marketing hang tieu dung (consumer
goods marketing), marketing xust nhap khdu [import-export marketing]...

Marketing trong t8 chiic kinh doanh phi lgi nhuan (non-business marketing)
gdm: marketing trong linh virc xa hoi, van héa, van nghe, y t&, gido duc, ton gido,
quan doi va chinh tri...

Pham vi hoat dong _
Marketing trong nudc [domestic marketing): thuc hien trong pham vi lanh
thé dia ban cia mot qudc gia. o
Marketing quéc t€ (international marketing): do cic tap doan da quéc gia
thuc hien tren pham vi thi trudng quéc t€ va toan cau.

Phan loai khach hang v
Marketing cho cdc t8 chitic doanh nghiep (B2B-business to business): d6i
tugng tic dong cta marketing 1a cic nha s& dung cong nghiep, trung gian va

Xem chi tiét “Vong doi san phdm” trong chuong 7- Quyét dinh san phim.



cdc td chuc chinh phi ...
Marketing cho ngudi tieu dung (consumer marketing): d6i tugng la cdc cd
nhan, ho gia dinh, nhém khach hang riéng biét...

Pac diém cdu tao san pham

Marketing san phdm httu hinh: dugc st dung trong nhing t6 chitc cung cip
cdc loai san phdm cu thé nhu nganh thyc phdm ngot-min, rugu-bia-nudc giai
khat, my phdm, hang kim khi dien mdy, hang gia dung...

‘Marketing san phdm vo hinh: marketing dich vu dugc ung dung trong cic t8
chuc cung cép dich vu kinh doanh (tu vén, tai chinh, ngan hang), dich vu co s6
ha tang (giao. thong, van tii, thong tin, truyen thong), dich vu thuong mai [ban
18, stra chira, bao hanh..), dich vu cd nhan (bio hiém, benh vien, trudng hoc,

nha hang, khich san, du lich.)"

TS, Trinh Qudc Trung, Marketing trong kinh doanh ngén hang, NXB. Théng k&, 2008.

19




MARKETING BUONG BAI

Tom Lt

Marketing la tdng thé cdc hoat dong dua trén nen ting tim hiéa cdc nhu cau
cua khdch hang va thiét k€ cic san phdm va dich vu nhim théa man nhu cau
d6. Nhitng phai thic marketing [san phdm, gia c, phan phéi va xic tién} dugc
thi€t k& dya tren két qua ditu nghien thi trudng la cong cu manh mé va séng
dong gitip doanh nghiép c6 thé ton tai va phit trién.

Marketing la mot mon khoa hoc rat mdi, ban than khdi niem markeung ham
chua nhing vén de c6t 16i lien quan dén qua trinh trao ddi san phdm va dich
vu gitta doanh nghiéep va ngusi tieu ding, nhu nhu-cu, mong mtidn khdt khao
clia ngudi tieu dung va thi trudng. Nhing quan niem marketing cang da dugc
tu duy d6i méi lien tuc trong nhieu the ky d€ dat duge su dong thuan sau sic
ham chda trong quan niém marketing.

Marketing d6ng vai tro rdt quan trong, doi héi moi thanh vien trong t6 chuc,
doanh nghiép phai tham gia vao qud trinh hoach dinh, t6-chuc, thuc hien va
ki€m sodt hieu qua cdc chién lugc marketing trong titng giai doan. Marketing
vdi muyc tieu chién luge hudng dén chinh phuc trdi tim, tam tri cta khach hang
va thi phan tren thi trudng canh tranh hien tai va tuong lai.

Cac marketer phai hiéu ring dit khach hang c6 r4t nhitu co hoi va cich tiep
can thong tin khong gisi han, tuy vay ho vin doi héi cao ve chat luong va sy
hai long trong cdc san phdm ho mua. Marketer phai vugt qua nhing rao cin dé
tao lap m6i quan he tuong tic tryc dien véi khach hang ctia minh, canh tranh
nhanh hon va ¢6 kha niang 4p dung nhang thay d6i khi cin thiét trong titng
phéi thic marketing hien dai.



Cau hou thao luan

(1} Dya vao cédc dinh nghia marketing, hay xdc dinh chdc nang ctia marketing
trong doanh nghi¢p la gi.

(2} Quan diém phe binh marketing cho la marketing khong chi don thuan
“théa man” nhu ciu, mong mu6n va khdt khao cta khiach hang ma con lam
nhitu hon th€ ntra, ching han “tao lap” nhu cau méi ma trudc do chua ton tai
& khach hang, marketing cé v ngudi tieu diing phai chi tra nhieu hon doi véi
san phdm va dich vu ma khach hang that sy chua ¢6 nhu cau. Y kién ctia ban
déi véi nhan dinh tren!?

(3) Hay trinh bay nhing diém chinh yéu khdc nhau gitta quan niem marketing
dinh huéng ban hang va dinh huéng marketing.

(4) Phat biéu suy nghi cta cd nhan minh d6i véi quan niém marketing cia
Philip Kotler va quan niém marketing cia Robert Lauterbomn.

{5) Hay tim hiéu nhing nhan t6 thanh cong cot 16i ciia Coca-Cola tren thé gici
hoic trong khu vizc Chau A 1a gi. [thong tin www.coca-cola.com)

(6) Tim hiéu nhtng thuan Igi va thich thic d6i véi hoat dong marketing caa
cong ty Pepsi tai thi trudng Viet Nam.

(7} C4 nhan/thanh viéen nhom thuc hanh (t6i da 5 ngudi) danh théi gian ghé
tham mot quan ca phe Highland va mét qudn ca phe khic? Cdc qudn nay c6
trang bi wireless? Bau khong khi & hai dia diém nay khdc nhau nhu thé nao?
Hay thu thap tit ca cdc thong diep marketing tai dia diém? Két luan cda cd
nhan/nhém vé hoat dong marketing cia Highland va quén ca phe khic d6
(néu c6)? Gidi phdp de xudt cai tién cho ci hai hinh théi ban ca phe néi tren?
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'pu‘iu\l |\mfn'
- Ddnh gid va phan tich
Marketing

Phian nay néu len cdc khdi niém vé moi trudng market-
ing, cdc yéu t6 dnh hudng dén hoat dong marketing ctia
doanh nghiép. Mit khidc, phan nay con de cap dén he
thong thong tin marketing ciing nhu néu len nhing khai
niém thi trudng ngudi tieu ding va t8 chitc cang nhu céc
mo hinh hanh vi clia ngudi tieu ding va cta t8 chic. Phan
nay gom c6 bén chuong, cu thé nhu sau:

Chuong 2: Moi trudng marketing

Chuong 3: Nghién citu marketing v
Chuong 4: Hanh vi mua hang cda ngusi tieu ding
Chuong 5: Hanh vi ngusi mua la té chuc
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MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, ngusi doc c6 khd ning:

(1) Téng quit thanh thao cdc yéu t6 anh hudng dén moi
truong marketing ctia cong ty.

(2) Trinh bay nim yéu t6 co ban cta moi trudng vi mo tic
dong dén hoat dong marketing caa cong ty.

(3) Phan tich, ddnh gid, xem xét van dung cic nhan t& cua
moi trudng marketing vi mé tic dong dén chién lugc va
hoat dong marketing trong cong ty.

(4) Giai thich méi trudng vian héa anh hudng nhu thé nao
dén hanh vi mua hang cia con ngudi.

AN

[ 2 MOI TRUGNG MARKETING
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Gior the
Gdi thieu

Hoach dinh chién lugc, sdch luge marketing cho cong ty doi héi phai xem
xét nhiing yéu t6 ciia moi trudng kinh doanh va rat nhitu cic nhan t6 khach
quan va chi quan khic. Xét tren géc do cda marketing trong moi trudng kinh
doanh, chii yéu sé la nghien cu thi trudng, nhu cau, khich hang muc tie,
nhan vién trong cong ty, cic ¢ dong va cic thanh vien trong cong dong.

Moi trudng marketing cia cong ty la tap hop nhing chi thé tich cuc va
nhiing lyc lugng hoat dong & ben ngoai cong ty va c6 anh hudng dén kha nang
chi dao bo phan marketing, thiét lap va duy tri m&i quan he hgp tic t6t dep véi
cdc khdch hang muc tiew.

Ben canh d6 yéu t6 canh tranh trong nganh hang, nhing han ché cia luat
phdp, tic dong cta ky thuat d6i véi viec thiét k& sin phdm va quan tam cta
cong dong xa hoi cing la nhing nhan t6 quan trong dinh hinh moi trudng
kinh doanh ctia cong ty.

Mac du nhing yéu t6 ben ngoai de cap thudng vugt tam kiém sodt ciia cong
ty, tuy vay mdi mot quyét dinh ctia cong ty phéi xem xét nhing anh hudng ben
ngoai d6 cing v6i nhitng yéu t6 bién déi cia phdi thiic ti€p thi ben trong cong
ty trong viéc hoach dinh, b sung thudng xuyen cic k& hoach va chién luge
marketing. :

Chuong 2 phan II de cap dén nhing y&u t6 moi truéng marketing vi mo ben
trong cong ty v nam tic lyc ben ngoai bao gdm: canh tranh, chinh tr - luat
phdp, kinh t&, ky thuat va vin héa-xa hoi cing nhu taim quan trong ctia ching
d6i vei ban chit trich nhiem ctia cong ty trong cong tic marketing: trach nhiem
kinh doanh va trach nhiem dao dwc xa hoi trong qua trinh chinh phuc trdi tim,
tam tri va thi trudng cda cong ty trong thoi ky méi.

-~ Mo truong Marketing
Khai niém moi trudng marketing

Moi trudng marketing gdm nhing tic nhan va lyc lugng beén ngoai, dang
anh hudng dén kha ning quin tri marketing trong cong cuoc trién khai va duy
tri m6i quan he thanh cong vsi khdch hang muc tieu cia cong ty.!!

Moi truong marketing gdm moi trudng vi mo (macro environment] vi moi
trudng vi mo (micro environment). Moi trudng vi mo la nhing luc lugng 6
quan he¢ tryc ti€p véi ban than cong ty va nhing kha nang phuc vu khéch hang
cta né, tic la nhitng ngudi cung dng, nhiing ngudi moi gici marketing, cic
khdch hang, cic d6i tha canh tranh va cong chung truc tiép.

_UPTS Phan Thing, Vi Thi Phuong, Giang Van Chién, Marketing can ban, Nxb. Théng ké&,1994.



Hinh 2.1
Cic nhan t6 moi
trudng marketing

vimo.

Hinh 2.2
Moi trudng vi
mo6 cua cong ty.

Moi trudng vi mo la nhing luc lugng tren binh dien x4 hoi rong lén hon,
¢6 anh huéng dén moi trudng vi mo, nhu cdc yéu t6 nhan khdu, kinh t&, tu
nhien, ky thuat, chinh tri va van héa. Cdc marketer ¢6 trach nhiém chinh trong
viec nhan dién ra nhing khuynh hudéng déi thay chinh ctia moi trudng trong
va ngoai cong ty bing cich 8 chiic doi nga digu nghien thi trudng, tinh bio
marketing,

Mai trudng marketing vi mo

Moi trudng marketing vi mo 1a cic nhan t6 can ke va ben trong doanh
nghiep, anh hudng dén kha niang phuc vu khach hang muc tieu cia cong
ty - noi bo cong ty, cic nha cung cdp, cic d6i tic kenh phan phdi, thi trudng
khdch hang, d6i thit canh tranh va cic gidi khdc (tai chinh, truyen thong, cong
quyen...)

™ Nha cung timg ! >
Nha cung Trung gian Khach hang
wng marketing
e Dol tha . |
canh tranh

Céng ching (tai chinh, truyén thong, céng quyén...)

Moi truong ndi bo cong ty

La tap hop nhing chu thé tich cuc va lyc lugng hoat d()ng & bén trong cong
ty va ¢6 anh hudng dén kha nang chi dao bo phan marketing.

Khi thiét k& cic k& hoach marketing, cdp quan tri marketing can phai quyét

>th|et k& thu’
Q nghlem

¢ BO phén Ban :
:marketing/| i 1anh dao §

4 Bo phan )
{ eung u’ng
( VatH

" Ba phan
. 5an xudt |
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dinh ben trong khuon khé ctia nhing ke hoach do ban lanh dao de ra; va cic
ke hoach, chuong trinh marketing can phai dugc lanh dao thuan duyet truse
khi ban hanh. v

Dé€ hoach dinh ké& hoach marketing thanh cong can phai ¢6 sy hop tdc chat
ché gitta cdc bo phan khic trong cong ty: bo phan R&D, tai chinh ke todn, ky
thuat va san xudt, cung van... tat c nhém ¢6 si quan he d6 tao nen moi trudng
noi bo cong ty.

Nha cung ung

Nha cung tng la nhtng cong ty kinh doanh va nhing c4 thé cung cip cic
yéu t6 dau vao clia qud trinh san xu4t kinh doanh cho cong ty va cic dsi tha
canh tranh. ’

Cac trung gian marketing

Céc trung gian marketing gdm cdc doanh nghiép truyen thong, phan phéi
san phdm dén ngudi tieu ding cudi. D6 c6 thé la cong ty cung ung dich vu
marketing, cdc trung gian phan phdi hay cdc t6 chuc tai chinh dau tu.

Té chiic cung cdp dich vu marketing

Té chic cung cdp dich vu marketing la nhing t6 chdc dich vu marketing
nhu nghién ciu thi trudng, quang cdo, t8 chite tu vin, t8 chic cic phuong tien -
quang cdo..gitip cong ty dinh hudng chinh xdc hon va dua hang héa dén noi
thich hgp.

Cac trung gian phan phoi

Trung gian phan ph6i bao gdm cic doanh nghiep hoic ¢4 nhan ma hoat
dong ctia ho hé trg cdc nha san xut trong viec tim kiém khach hang, tieu thy
san pham.

Té churc cung cidp dich vu luu théng san phidm

T8 chitc cung cdp dich vu luu thong sin phdm bao gom cdc trung gian du
trit san phdm va van chuyén ching tit noi san xudt dén noi tieu ding. Day la
nhimg doanh nghiep chuyen hoat dong trong céc linh virc nhu kho bai, van
ta1, cung van...

T6 chirc cung cédp dich vu tai chinh

T6 chitc cung cdp dich vu ti chinh la nhiing t6 chc tai chinh tin dung nhu
ngan hang, cong ty tin dung, bdo hiém va cic t6 chuc khac hd trg cong ty dau tu
cdc thuong vu va hay bio hiém rdi ro lien quan dén viec mua ban hang héa...

Khach hang

Khéch hang la déi tugng phuc vu cta cong ty va 1a nhan t6 tao nén thi
trudng. Do d6 cong ty can phéi nghién ciu ky nhing khich hang cia minh.



* Nhin chung c6 nhtng dang khach hang sau: Thi trudng ngudi tieu dimg, thi- .
trudng nha san xudt, thi trudng trung gian phan phdi, thi trtdng co quan nha
,nufdc- va doanh nghiép phi lgi nhuan, thi trudng quéc té.

Péi tha canh tranh -

Moi cong ty deu 6 nhitu d6i tha canh tranh khéc nhau gdm cic d6i thu
canh tranh tryc ti€p, gidn tiép.. Tuy vao tinh chdt nganh nghg, dic thi kinh
doanh... ma muc d0 canh tranh ca d6i thia la rat khdc nhau.

Cong chung truc ti€p : _

Trong thanh phan moi trudng marketing ¢6 nhitu cong chung trye ti€p khdc
nhau ctia cong ty. Cong chung truc ti€p 12 mot nhém bat ky té ra quan tam
.thyc sy hay sé quan tam dén nhtng té chic ¢6 4nh huong dén kha ning dat
t6i nhing myc tieu de ra cia né.

Cong ty c6 thé xay dung ké& hoach marketing cho tit ca cdc cong chung tryc
ti€p,;c ban ctia minh, ciing nhu cho t4t ca thi trudng khach hang. Gia sit ring -
“cong ty mudn gianh dugc tir mot nhém cong chung truc tiép cu thé nao d6
thdi do phan ng thien cam, nhitng 16i khen nggi hay su dong gép thai gian
tien bac. Dé lam dugc viec d6 cong ty can phai thiét k& hang hod hip din dei
v6i chinh nhém cong ching nay. - . -

Cic,loai cong chiing truc ti€p clia cong ty thudng la giGi tai chmh cde’
phuong tien thong tin, cic co quan Nha nudc, cic nhém cong dan hianh dong,
cong chung tryc tiép dia phuong, qu’.ln chung dong ddo va cong chung truc
tne’p not bo. :

: _'Mﬁi truang marketmg vimd

v Mo: trudng marketing vi mo 1a cic nhan t6 xi hot ném ben ngoai doanh
nghi¢p ¢6 dnh hudng dén toan bo moi trudng vi mo. ’
Céc cong ty va ngudi tieu dung ngay cang phéi chiu nhléu tic dOng clia
nhang luc lugng toan ciu dang bién d6i nhanh chong. Cong ty phai theo dai
nhitng lyc luong chii yéu: nhan khdu hoc, kinh t€, tu nhien, ky tlluat—cong nghe,
chinh tri-luat phap va vin hoa—xa hoi. - :

Nhan khiu hoc
Lic luong dau tien ctia moi trudng vi mo cin theo doi 1a dan s6, bao gbm :
theo doi va ddnh gid quy mo va ty lé ting dan s6 & cdc thanh phd, khu vuc va
qudc gia khic nhau, s phan b6 tudi tic va co csu dan toc; trinh do hoc vén,
- miu hinh h¢ gia dinh, cing nhu cdc dic diém va phong trao ctia khu vuc.
Can luu y riing, sy bung nd dan s6 trén toan thé gidi la mot méi lo chu yéu
ctia cdc chinh phi va cic t8 chitc khic nhau tren khip the gisi.
- ‘Ben canh d6, ¢ cqu tudi cia dan s6 quyét dinh céc nhu ciu: dan s6 c6 thé
chia thanh siu nhom tudi: chua dén tudi di hoc, tudi di hoc, thi€u nien, thanh
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* Hinh 2.3
Du bdo dan s6
theo nhom tudi
cta Viet Nam
vao nam 2010.

nién tudi tir 25 dén 40, trung nien tudi tir 40 dén 65 va cao nien tudi tir 65
tré len'? Marketing ngay cang ¢6 ging phan nhé cic nhom tudi hon nita dei
v6i cdc thi trudng muc tieu:

Tridu ngudi

04 | 59 | 10-14' 151912024 2\-29 30—34 3'\—39 40—44 T45-49 ~0-~4 55~59 6()—64 65-69 70-74 75-79 80+ Tudi

[ Nam 2007

B Nam 2010

Ngoai ra, can ¢6 ddnh gid cdn trong va yéu t6 dan toc. Béi vi cdc nudc ¢6
cd cdu dan toc va chiing toc rdt khdc nhau. M6i nhém dan cu ¢6 nhiing mong
muén va nhitng théi quen mua sim nhé4t dinh.

Mt khdc, trong bt ky xa hoi nao dan cu. cting dugc phan thanh nam nhém
trinh d¢ hoc van: mit chi, hoc dé dang trung hoc, t6t nghi¢p trung hoc, t6t
nghiép dai hoc va tot nghiep nghlep vu chuyén mon.. Cin xem xét cdn trong
yéu t6 nay trong moi trudng vi- mo de o nhu'ng quyét sach duing dén cho do-
anh nghiep.

Cic kiéu ho gia dinh: mot ho gia dinh truyén théng “tam dai dbng duang ~

-dan dugc thay thé bdi xu hudng tich ra tao cuoc séng doc lap khi trudng thanh

va lap gia dinh. M&i loai h¢ gia dinh c6 nhitng nhu cu va théi quen mua sam
rieng... Do vay cic bien phap, chmh sach marketmg mix phai dufdc thay déi phit
hgp hon. :

Hon thé nita, xem xét xu hu:dng dich chuyén tit thl truang dal chung sang

céc thi trudng nhd rieng biet: tic dong cta tat ca nhing thay déi tren the gici

hién nay da dan dén viec “chia nhé” thi truong dai chiing thanh rét nhigu vi thi
trudng khdc nhau ve Ia tudi, gisi tinh va dan toc, trinh do hoc van, dia ly, I6i.

song... Cdc cong ty da tir bo phuong thitic marketing “dai tra” nhim vao tat ca
ngudi tieu diing va ngay cang chuyén sang thiét ke nhing san phém Va chuong
trinh marketing ctia' minh cho nhIIng th1 tnrdng nhat dinh.’ ‘

Moi truong kinh té
La nhiing y&u t6 4nh huéng dén s1Ic mua va két cdu ch1 tieu ctia cOng chung.

Stic mua hién ¢6 trong mot nén kinh t& phu. thuoc vao thu nhap hién 6, gid
c4, lugng tien ti€t kiem, ng n4n va kha ning c6 thé vay tien... '

- Thu nhap: thyc t& thu nhap binh ‘quan dau ngudi c6 thé bi nh hm:ing
bdi nhitu yeu t6 trong nudc va qudc t€. Nhigu hanh vi mua sim cia ho cd.
nhan va.gia dmh sé duac dléu chlnh tuy theo cdc giai doan tinh hinh kinh

© 12AC Nielsen (Viét Nam), 'Yourcob'swﬁer'ﬁom head to toe, VNU Busi_hess, 2007.- . B



té trong va ngoai nudc.

~ C4u tric chi tieu: theo luat Engel cho thdy ngudi ta thay d6i chi tieu cho
thuc pham, di lai, y t€ cing nhiing loai hang héa va dich vu khac theo mic
bién dong thu nhap va ngusi tieu thu ¢6 muc do thu nhap khac nhau lai ¢6
ket csu chi tieu khdc nhau. Vi du khi thu nhip gia dinh ting len, phin tram
chi tieu cho thyc phdm gidm xuéng, phan tram chi tieu cho nha cita van git
nguyén va nht“mg thu tiét kiem khdc néi chung la ting len.

Moi truong tu nhlen
" Moi trudng ty nhién bao gom he théng cédc yéu t6 ty nhien dnh hu’cmg nhigu
miit dén ngudn luc dau vao cin thiét cho cdc nha san xudt kinh doanh va cé
thé gay 4nh hudng dén hoat dong marketing trén thi trudng:
-"Sut khan hi€ém mot s6 nguyen lieu tho, sy gia tang chi phi nang lugng trd
- nén nghiém trong, xu huéng chung doi héi cdc nha san xuit pha1 tap trung
st dung ngudn nguyeén ligu méi thay the.
- Chdt thai cong nghiéep gay 0 nhiém moi trudng dang la van d& nan gidi cho
hoat dong san xudt kinh doanh. Cdc quy dinh ve st dung héa chat trong
.. cong nghiép, nong nghiép, an toan thyc pham... dang tré thanh van dé quéc
t& Chi phi marketing ¢6 thé ting len nhung ngudi tieu dung sin sang tra gid
d€ c6 dugc san phdm an toan hon v& sinh hoc va moi trudng.
- Cong tic quan tri marketing can that sy chu trong dén nhing chi s6 nay
béi vi suc ép bio vé moi trudng tu nhien ngy cang trd nén manh mé hon
"buoc cdc chinh phti phéi can thlép quyét liet hon vao qud trinh st dung hdp
_ly VA tdi sdn xudt cdc ngubn tai nguyen thien nhien.

‘ Mon truong khoa hoc-ky thuat :

Moi trudsng khoa hoc-ky thuat gom cdc nhan t6 gay tic dong dén cong nghé
‘mdi, sing tao san phdm va co hoi thi trudng mdi. Nhiing phat minh ve thuse
khang sinh, mdy tinh dien t, cic cong cu truyen thong ky thuat s6, internet da
- thay d6i tap quan va xu thé mdi trong tieu ding. Cuoc canh tranh v dp dung
ky thuat cong nghe méi khong chi dem lai nhigu san pham va dich vu méi ma
con cho phép gidm chi phi sin xudt, ting nang suit lao dong, anh hucng truc
ti€p dén cdc gidi phap cu thé ctia marketing.

Nhung xu the cha chét can dugce chd y trong cong téc marketing gom:

- Tang cuong dau tu cong tic nghién ciu va phdt trién, thit nghiém cic tién

bo khoa hoc ky thuat trong linh vic cong nghe sinh hoc, dien i hoc, vat

lieu hoc, ting dung st dung nang lugng mat troi, ky thuat va tru... gép phan
tao uu th€ canh tranh ben vitng cho cong ty. ‘ ‘

- Tap trung cai ti€n va hoan thién sén phdm va dich vu hién c6 ctia cong ty

nhu cai ti€n bao bi nhan hiéu, cii tién mot s6 dic tinh san phdm, phat trién

y tudng san phdm d6i tha canh tranh... kéo dai vong d6i san phdm mang lai

nhigu 1gi ihuan cho cong ty va xa hoi. ‘

- Tang cudng cht lugng va tinh an toan cho san phdm va dlch vu ddp tng
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yéu cau cang cao ctia nha nudc, cs quan thdm quyen vé quy dinh chat hugng
san ph4m va an toan vé sinh thyc phdm d6i vei sic khée ctia ngudi tieu
ding va moi trudng tu nhien.

- Cong tic quan tri marketing can cong tic chat ché véi cdc chuyén gia trong
linh vuc nghien ciu khoa hoc, thiét k& thit nghiem va khuyén khich nghien
cttu dinh hudng thi trudng ngudi tieu ding, chi y loai bé nhing y tudng
c6 thé gay tieu cuc cho ngudi sit dung lam ho mit tin tudng hoic chdng lai
cong ty.

Moi truong chinh tri
Moi tridng chinh tri 1a mot trong nhing nhan t6 4nh hudng manh dén cdc
quyét dinh ctia cong ty. Moi trudng chinh tri bao gom he thong luat va cdc van
ban dudi luat, cac cong cu chinh sdch nha nuéc, t8 chic bo méy va co ché dieu
hanh cta chinh phi va cic t6 chuc chinh tri - xa hoi thé hien qua sy tic dong
can thiép ctia cic chii thé quan ly vi mo t6i kinh doanh ctia cong ty.
- Luat phép: dé ditu chinh hanh vi kinh doanh, quan he trao ddi thuong
mai, tham chi ca tieu diung cdc nude deu c6 mot he thong luat phdp quy
dinh cu thé: hién phdp, luat dan sy, luat doanh nghlép, luat thug, luat ngan
hang, luat bdo ve ngudi tieu dung...
- He théng cic cong cu chinh sdch nha nude: bao gdm toan bo chinh sich
chung cho n&n kinh t&€ quéc dan va cic chinh sach dic thu v ting linh vuc
nhu chinh sdch tai chinh, chinh sich thu nhap, chinh sich tien te, chinh
sdch xu4t nhap khdu, chinh sich phdt tridn cic thanh phan kinh t€..e1t ca
deu lien quan dén khuyén khich hay han ché ké ca san xust lin tieu ding.
Ditu nay tryc ti€p tic dong dén nhu.ciu cta thi trudng.

- Moi truding chinh tri trong hoat dong marketing: viec chinh pha ty ding
ra hoic cho phép thanh lap cic t8 chitc béo ve ngudi tieu ding nhu céc co
quan quan ly thi trudng, cic doan kiém tra lien nganh, hiep hoi ngudi tieu
dung...ciing ngay cang dnh hudng dén cic quyét dinh marketing trong cong
ty nham dap ung yeu cau cta ho.

Moéi truong van hoa - xa hoi _ .
Moi trudng van héa bao gdm nhitng dinh ché& va lyc lugng dang tic dong
dén cdc gid tri co ban, nhan thuc, thi hieu ciing cich xtr sy ctia xa hoi. Van hea
dugc dinh nghia la mot he théng gid tri, quan niem, niem tin, trayen thong va
cic chudn myc hanh vi don nhét véi mot nhém ngudi cu thé nao do duge chia
s¢ mot céch tap thé Vin héa la mot vin de khé nhan ra va hiéu bigt thau ddo,
mic dit né tdn tai khdp moi noi va tic dong thudng xuyen dén kmh doanh vi

cic quyét dinh marketing: -
- Nhitng gid trj truyen thong can ban' 1a cic gla tri chufn muyc va niém tin
trong x4 hoi ¢ mitc do ben vitng, khé thay ddi, tinh kien dinh rt cao, duge
~ truyen tit nhitu thé he va dugc duy tri trong gia dinh, trudng hoc, ton gido,
luat phdp noi cong s3...va chung tic dong manh mé vao th4i do, hanh-vi ing

1Nhiéu ngwdi My tin tuyét déi ring cin phai séng trung thyc, 1am viéc, xdy dung gia dinh, déng gop tir thién.



xt, hanh vi mua hang va tieu ding cda titng cd nhan va nhém ngudi.

- Nhitng gid tri vin héa tha phat'% 1a nhém gid tri chudn myc va nigm tin
mang tinh “thit phat” thi linh dong hon, ¢6 kha ning thay ddi dé hon so véi
nhém cin ban cdc gid tri chudn muc vé dao duc. Sy thay d6i va dich chuyén
cia nhitng gid tri nly sé tao ra cic co hoi thi trudng hoic cdc khuynh hudng
tieu dung mdi doi héi marketing phéi bit kip va khai thdc t6t nhat

- C4c nhdnh vin héa cia mot nén vin hoa: ¢6 nhing “téu nhém” vin hoa
lu6n ton tai trong xi hoi va chinh ho la nhitng co s6 quan trong dé hinh
thanh va nhan rong mot phan khic thi trudng nao dé. Nhiing nhém nay
cting nhau chia sé cdc gid tri vin héa-dao dic-ton gido..ndo d6, dua trén co
s6 kinh nghiém s6ng hay hoan canh chungphd bién. D6 la nhiing nhém tin
dd ctia mot ton gido, nhém tudi thiéu nien, cic nhém dan toc...

‘Nhin chung cdc gid trj van héa chii yéu trong xa hoi dugc thé hien & quan
niém hay cdch nhin nh4n, dinh gid con ngudi v& ban than minh, vé mé6i quan
he gita ngudi va ngudi véi nhau, ve thé che xa hoi néi chung, ve thien nhien
va vé thé gi6i. Xu thé phd bién hieén nay la con ngusi dé cao y thuc trach nhiem
cong dong, hoa nhap va can bing gita “cdi t6iva ching ta”, chung s6ng hoa
binh, bio v¢, duy tri va phat trién thien nhién, moi trudng sinh thdi. Nhing
khdi niem marketing trach nhiém x4 hoi dang dan quen thuoc va chiém uu the,
do vay cdc cong ty can xay dung hinh 4nh va uy tin t6t dep hon trong tam tri
.ngudi tieu dung va khach hang: néu cdc hoat dOng marketing ddp ting nhing
chudn muc xa hoi do. '

The gisi phing, moi trudng marketmg vi mo can ké va moi trudng market- -
ing vi mo rit rong lon khong nhitng trong qudc gia va qudc t&'5, doi hoi cong
tic hoach dinh chién lugc va sdch luge marketing phai hudng dén tinh Chan-
Thién-My vita mang ban sic dia phuong vira hoa nhap xu the toan cau khi
trién khai vao thuc t€ kinh doanh.

Cac yéu td anh hudng dén hoat dong marketing

M8} truing K7 thust ' Theo quan niém mar-
st keting hien dai, qud trinh
cung ng gid tri cho ngudi
tieu diing theo cdc budc:
lya chon gid tri, ddm bao
gid tri, thong bdo va cung

M6i truding kinh 18
va nhan khdu

Khach hang

o i tng gid tri. D& thyc hien

' dugc cic budc nay cong

ty phai xem xét ngudn huc

Hinh 24 trong va ngoai cong ty dé

Cdc yéu t6 dnh M g i W6 g v quyét dinh cdc chién lugc
hudng dén chien va php lugt -8 hoi duing ddn cho minh trong

Iugc marketing, .

ngin, trung va dai han.-

4Phong trao Beatles mania, Elvis Preslay...
5Glocal: Global + local: khai niém tu duy chién lwge toan cu va hanh dong d;a phuo‘ng hoic nguqc lal
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Tom it

Moi truong marketing bao gom cdc linh vize ma & d6 cong ty can phéi tim-
cho minh nhitng kha ning méi va theo déi sy xudt hien nhang méi de doa
tiém dn. Moi trudng makerting gdm t4t c nhang luc lugng ¢6 dnh hudng dén
kha nang thiét lap va duy tri sy tép xuc vdi thi trudng muc tieu. N6 bao gdbm
moi trudng marketing vi mo6 va moi trudng marketing vi mo.

Moi truong marketing vi mo, trudc hét la ban than cong fy gom cic don vi
trye thuoc va doi ngit quan ly, ¢6 anh hudng dén quyét dinh ctia ban lanh dao
bo phan marketing. Th dén la luc lugng cic cong ty. v cd nhan sin xudt ra
hang héa dich vy can thiét cho cong ty bao. gom nhing nha cung tng. Tiep
theo Ia cdc trung gian moi gidi marketing, cdc loai thi truong khic nhau bao
gom thi trudng khich hang, thi trudng ngusi tieu thy, thi truong ngudi san
xudt, thi trudng ngudi buon ban trung gian va thi trudng cic ¢o quan nha nudc,
thi truong qudc t, cdc d6i thi canh tranh tryc tigp hoic gidn tiép clia cong ty.
Vi cu6i cing la cic nhom tieu dung tryc ti€p 6 anh hudng dén kha nang cong
ty dat muc tieu da de ra, cdc gidi tai chinh, cic phuong tien truyen thc‘mg, cong
chung tryc ti€p dia phuong, quan chiing, cong chiing truc ti&p noi bo.

Moi truong marketing vi mo gdm nhing luc lugng co ban xung dot véi loi
ich ctia cong ty gdbm yéu t6 nhan khdu, kinh t€, tu nhien, khoa hoc, ky thuat,
chinh trj va cic yéu t6 moi trudng van héa. Mai lyc lugng deu tic dong manh

“mé dén quyét dinh marketing cta cong ty, dac biet moi trudng van héa 1a xu
hudng lau dai, ben vitng ddm bao tu phuc vy, théa min mong muén nhanh
chong, cuoc séng dé dang, quan he khong hinh thuc va dinh hudng tri tue.



Cau hot thao luan

(1) Trinh bay tém tit nhing yéu 6 moi trudng marketing vi mo tic dong dén
mot s6 cong ty kinh doanh swa tai Viet Nam (Vinamilk, Nutifoods, Nestl¢...)
trong giai doan hau gia nhap WTO cta Viet Nam.

(2) Gia dinh nhiing xu th€ moi trudng nao s& anh hudng dén sy thanh cong
ctia cong ty ban (thudc 14, bia, banh keo, nudc gidi khdt...] trong vong mot thap
ky t6i? K& hoach marketing nao cia ban dé€ ung bién véi su bién déi de.

(3) Ngusi Viet ngay cang quan tam dén vin de suc khde. Hay luan gidi xu hudng
nay sé tic dong ra sao véi mot cong ty san xust Rugu Vang tai Viet Nam. Hay
liet ke va giai thich mot s6 ddp dng hieu qué vdi xu hudng nay.

(4) Thu nhap binh quan dau ngusi cda Viet Nam dang tang trudng hang nam
khoang 7,5% - 8%. Ngudi Viét tai cdc thanh phé I6n da thay d6i theo chitu
huéng “Tay héa” [di an nha hang thuc 3n nhanh, mua sim tai cdc sieu thi, da
ngoai cudi tuan...). Theo ban, xu huéng nay sé tic dong ra sao téi mot cong ty
kinh doanh ca phe tai Viet Nam.

(5) O nhitng quéc gia 6 nen kinh t& dang phat trién nhut Viet Nam, theo ban .

nhiing nhan t6 nao sé la tic nhan quan trong anh hudng dén sy tham nhap,
duy tri va ting trudng cia té chue’ Neu vi du va g1a1 thich.
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MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, nguoi doc co khd ndng:
(1) Trinh bay v nghia cta thong tin d6i vé6i cong ty.

{2) Biét dugc nhang thanh phin co ban ciia hé théng
thong tin marketing.
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Dain nhap

Nhu ching ta da biét nghien cuu thi trudng lien ket cong ty v6i ngusi tieu
dung: viec phan tich thdi d6 va hanh vi ngusi tieu dung, khdch hang, d6i tha
va noi luc cong ty duge két hgp mot cach he thong dé thau hidu téng quat va
chi tiét nhitng phan khtc nhu cau va thi truong hién hitu, quyét dinh chon hra
nhing phan khic thi trudng muc tieu ¢6 lgi nh4t, dinh vi san phdm, thuc thi
cic chién lugc xay dung thuong hieu, trién khai cic chién luge truyen thong
tich hgp théng nhét mot cach chinh x4c la nhiem vu quan trong ctia marketing.

T4t ca nhing van de tren chi ¢6 thé thanh cong khi va chi khi dua trén nen
tang két qua phan tich thong tin mang lai. Thong tin dugc s dung:

- D€ dinh dang va xdc dinh co hoi va vin de thi trudng

- Dé 1am 16 va dédnh gid hieu qua hoat dong thi trudng

- Hieu chinh cdc hoat dong tiép thi cong ty nang cao hiéu biét cong tic
marketing nhu mot quy trinh dai han...

Nghien ciu marketing it duge danh gid ding muc véi doanh nghiep trong
nudc cho dit cac marketer tai cdc cong ty trong va ngoai nudc deu nim long
stic manh va vai trd quyét dinh cta cong tic nghién ctiiu marketing trong thanh
cong cta cdc chién dich ti€p thi cta café Nespresso hay chién dich quing cdo

~ doat giai thudng ldn Grand WinnerrLexﬁs/ Ogilvy Awards.2005. Mac du vay,

" vai nam gan day, dac biet 1a khi Viet Nam ¢6 co hoi mé rong hop tic, co xdt
v6i qudc t€, nhat 14 khi nhiing anh hudng cta cic v kien chong phd gid hay
gan day Ia anh hudng ctia khiing hoang kinh t€ thé gidi, cic cong ty Viet Nam
cing d4, dang bdt dau chu trong diu tu vio cong tic nghien ciu thi truong
mot cdch can ban thong qua viéc ty té chic doi nga chuyen trach thuc hien cic
nghién ciu tic thuat ngédn han hoac hgp tic vdi cic cong ty chuyen nghiep ve
nghien cdu thi trudng trong timg chién dich giai doan cu thé. D6 chi mdi bit
dau! Khoang cdch con rt xa so véi dau tu nghien ciu thi trudng nhu cdc cong
ty da quéc gia. Ly do cia hién tugng trén mot phan vi cong ty thuc su chua
“quen” quén ly thong tin! (Trong khi ho luon y thic dugc ring lam cha thong
tin |2 tuong lai ctia cong ty trong thai dai thong tin hien nay), phan vi chi phi
nghién ctu thi trudng 1a qué cao do géc nhin ctia ho ve nghien ciu marketing
khong phai Ia dau tu dai han, trong thyc t€ ho con ¢6 thé phai “tra gia” rat dit
cho nhiing y tudng kinh doanh thi - sai - stta.



Khdy mem he thong z‘/zong tm Marketing

Hinh 3.1
He thong thong
tin marketing.

Khai niém

Thong tin marketing 14 mot yéu t6 cuc ky quan trong dam bio marketing
c6 hieu qua nhu mot két qua ctia xu hudng marketing chuyén tit nhu ciu cta
ngudi mua sang mong mudn cia ngudi mua, va chuyén tit canh tranh bing gid
ca sang canh tranh phi gid ca. T4t ca cdc cong ty deu c6 mot he théng thong
tin marketing, nhung nhtng he théng nay khédc nhau r4t nhieu vé mic do tinh
vi. Ngay nay nhitu cong ty dang ¢6 ging cai tién he théng thong tin marketing
t6t hon gdm bén he théng phu trg.

- - Dau tien 1a he thong ghi chép noi bo ddm bio cung cdp nhiing s6 lieu
hien thd1 muc tieu thy, ch1 phi dau tu, dy trit hang héa, he théng cung
van..

- Sau 46 1a he théng “tinh bdo” marketing, cung cdp cho nha quén trj mar-
keting nhiing thong tin hang ngay vé dién bién thi trudng bén ngoai.

- Tiép dén la nghién ciiu marketing bing viec ddm bao thu thap nhing
thong tin lien quan dén mot van de marketing cu thé dit ra truoc cong ty
trong tiing thoi diém cu thé.

Sau cung 1a he théng hé trg quyét dinh marketing gobm cdc phuong phép
théng ke va cdc mo hinh quyét dinh d€ hé trg nhiing nha quan tri marketing
dua ra dugc cdc quyét dinh ding dén hon. _

He thong thong tin marketing (MIS - marketing information system) 12 mot
he théng lien he qua lai gita ngudi va ngudi, thiét bi va cdc phuong phép, hoat
dong thudng xuyen dé thu thap, phan loai, phan tich, d4anh gid va phan phéi
nhting thong tin can thigt, kip thai va chinh xdc cho nhiing ngudi soan thao
cdc quyét dinh marketing.

Hé thong bao cao noi bo

Hé théng théng tin
Marketing
|  Hethdng -  Héthdng -]
-baocao ) nghién cliu
Mbi trudng ndi b marketing Céac nha quan tri

Marketing I >< I Marketing
Hethdng < Hethdng

- Nhiing thy trudng myc tiéu thu thap phan tich - Phan tich
- Ce:m ké‘Ph rparketing théng iin thong tin -Lap ké’_}joach
- C?c dsi t!\u canh tranh marketing marketing - TI.’I-I:IC hl(;}f‘l N
- Cong ching bén ngoai - Kiém soét qua trinh
- Cac yéu t6 cla mbi trudng thyc hién
vimod .

Cac quan hé va quyét dinh marketing
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Hé thong bao cdo noi ho

Bit ky cong ty nao cing 6 sy thuyét trinh bén trong thong qua ché do bdo
cdo noi bo. Bdo cdo phan dnh cdc chi tieu ve lugng tieu thy thudng xuyen, tdng
s6 chi phi, khéi lugng dy tri¥ vat tu nguyén lieu, dong luu chuyén titn mit,...
Nho sy hé trg ctia he théng mdy tinh dien t, cic nha quan ly ¢6 thé nhan biét
dugc nhitu thong tin trong mot thoi gian ngidn. Chinh digu nay 1a yéu t6 canh
tranh trong viec ra cac quyét dinh quan trong ddp dng su thay d3i nhanh chc‘m!g
cta thi trudng, mang lai hieu qua cho cong ty.

Thong tin thu thap phai tao dieu kien dé dang cho cdc nha quan tri ra quyét
dinh co ban. Vi du dé€ ra cdc quyét dinh ve kinh phi cho quang cdo, nha quan
tri can phai biét, phan tich va ra quyét dinh dya trén nhang s6 lieu ciia bo phan
phu trich nhan hiéy, truyen thong cung cfp: ngan sich thuc hien quang cdo
tren cdc phuong tién truyen thong va phi truyen thong cta cong ty ciing nhu
cta cdc d6i tha truc ti€p, cdc hoat dong chieu thi khuyén mai cho ngusi tieu
dung ciing nhu cho cdc kenh phan phéi truyen théng va hien dai caa cong ty
va déi tha ...

‘Hé thong thu' thap thong tin marketing thutng xuyén bén ngoai

~ He théng nay cung cdp cho ngudi lanh dao nhang thong tin vé cic sy kien
mdi nhat dién ra trén thi trudng. Thong tin nay 6 thé thu thap tir sich bdo,
dn phdm chuyén nganh, trd chuyén véi khdch hang, véi cdc nha cung cip, cic
td chuc tai chinh, cdc cong sy cha cong ty, cic trung gian marketing, theo doi
cdc thong tin tir quing cdo, tham chi néi chuyén véi cic d6i tha canh tranh,
tham quan céc gian hang hoi chg trién lam cta ho, hay tham du cic hoi thao
hoi nghi chuyen nganh...
Ben canh d6 d€ c6 thong tin ben ngoai thudng xuyen va kip thoi cdc doanh
nghiép con hudn luyén va khuyén khich nhting ngusi ban hang ghi chép, cung
cdp céc sy kien dang dién ra, khuyén khich cic nha ban 1¢, nha phan phéi, d6i
tic thong bdo nhiing thong tin quan trong khdc. Nhitu doanh nghiep tu t§
chuc bo phan thu thap thong tin hang ngay hoic thue céc t8 chiic nghien ciu
thi trudng, td chic cung cép dich vu thong tin marketing.

Hé thong nghién ciiu marketing

Trong thyuc t€ cic nha quan trj marketing khong thé cha thong tin dén theo
ting phan, ho doi hoi thong tin phéi duge tién hanh nghién cidu t mi thusng
xuyén va dinh ky vé toan bo nhiting vin de lien quan dén hoat dong marketing
ctia cong ty. Do vay ho ¢6 thé 6 chuc doi ngi nghien cdu marketing noi bo
(ngudi lap k& hoach nghién aiu, théng ke, x4 hoi hoc, tam ly hoc, chuyen vien
thiét ké...) cing nhu cin phai nhd nhiing 6 chitc khic nghien citu ho (TNS,



AC Nlelsen, FTA, GFK...}

Nhitng nghien ctu marketing c6 thé la nghien ciu v quing cdo (nOl dung,
phuong tién, hieu qué quing cdo), nghien ciu tieu thu va thi trudng (téng dung
lugng thi trudng tiem nang, dic diém thi trudng, muc do tieu thy, kenh phan

- phdi, chién luge kich thich tieu thu...) hoac sin xust hang héa (phan ung d6i

vé6i hang héa méi va tiem nang phdt trién, thit nghiem hang héa va thiét k&
bao bi..] »

Hé thong phan tich thc‘mg tin marketing

He théng phan tich thong tin marketing la tap hgp cdc phuong phdp phan
tich, hoan thien tai lieu va cdc vin d& marketing dugc thyc hien bao gbm cic
ngan hang thong ke va ngan hang mo hinh.

Ngan hang théng keé la tap hop cic phuong phép hien dai xi ly théng
ke cic thong tin, cho phép phit hien day dit m6i quan he phu thuoc lin nhau
trong khuon khé lua chon s6 lieu va x4c lap muc do tin cay thong ke caa
chung. Hieu qué ctia n6 lien quan dén cic quyét dinh ve:

- Nhitng bién co ban anh hudng dén<inh hinh tieu thu sén phém dich vu

12 gi va trong s6 tam anh hudng ciia né.

* - Tham s6 no la quan trong nhdt cho viéc phan khic thi trudng cia cong
ty chon lya.
- - Dic trung niao 1a tieu chudn quan trong nhat dé khach hang la chon mua
san phdm va dich vu cta cong ty.

- Muc do tieu thy va thi phan cta cong ty sé theo khuynh hudng nao néu

gia tﬁng chi phl quang cdo ddng thai vdi viec ting gid.

Ngan hang mo hm,h Ia tap hop nhiing mo hinh todn hoc giup cho nha
quan trj thong qua cdc quyét dinh marketing t6i wu:

- Mo hinh tinh todn gid va phuo ng phdp dinh gid.

- Mo hinh xic dinh t8 hgp cdc phuong tien quang cdo.

- MO hinh xit Iy ngan sdch danh cho quéang cdo.

Nghien ciu Mar/aez‘mg

Khai niém nghién ciu marketing

Theo Hiep hOl marketing My (AMA.), nghlén ciiu marketmg 1a qud trinh thu
thap va phan tich c6 he theng nhimng da lieu v cic vin de hén quan dén hoat
dong marketing”. )

Muc dich cta nghién ctiu marketing Ia de ra giai phdp cho nhitng vin d& gip
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phai trong qud trinh hoat dong marketing ctia cong ty. Trong thuc &, cic hoat
dong marketing cia cong ty thudng d6i dien vi nhing van de:
- Xdc dinh va do ludng cic €0 hoi kinh doanh: trudc khi phat trién mot
chién lugc marketing cong ty phéi xic dinh dugc muc tieu can dat duge.
Nghien.ctiu marketing c6 thé gitp tra 151 van de tren thong qua cdc cuoc
digu tra nhting co hoi tigm ning, xdc dinh nhing khu vuc hap din d6i véi
- hoat dong cong ty :
. - Nghién ctu marketing cung cdp nhitng thong tin cho phép chdn dodn
nhitng sy viec x4y ra trong moi trudng kinh doanh. Mot sy mo6 ti nhé ve
~ cic hoat dong x4 hoi hay kinh t& nhu nhang xu hudng trong hanh vi cta
khach hang c6 thé gidp nha quan ly nhan ra nhiing vin d& va xdc dinh dugc
nhitng co hoi lam an hi¢u qua. :
- Phan tich va lya chon thi trudng muc tieu: nghien citu marketing cung cip
thong tin cha yéu nhéim lam r6 dic tinh cta mot phan khc thi trudng khéc
biet nhu the nao véi toan bo thi trudng. Tt d6 cho phép cong ty tap trung
ngudn lgc phuc'vu nhitng nhém khach hang muc tieu mang tinh hieu qua
- Cung cdp thong tin d€ hoach dinh va thuc hieén chién lugc marketing mix:
tit ket qua thong tin caa hai phan trén cdc nha quan tri marketing sé tién -
hanh hoach dinh va thuc hien chién lugc marketing mix. Tuy nhien, & giai
doan nay, nghién cdu marketing ciing r4t can thiét dé€ hé tro cho nhing
quyét dinh cu thé lien quan dén b4t cit khia canh nao ctia marketing mix
- Do ludng dinh gid cic hoat dong marketing: sau khi thuc hien chién
lugc marketing, cong viec nghien ciu marketing sé gitip cong ty nhan biét
dugc cic hoach dinh ban dau ¢6 dung véi k& hoach va mong dgi cia ho
hay khong. Néi cich khéc, nghién ciu marketing ¢6 thé dugc tién hanh -
dé thu thap cdc thong tin phan hdi nhim do ludng, dinh gid va kiém sodt
* cdc chuong trinh marketing. Mot khi ket qua phan tich cho thdy viec thuc
hien marketing khong dung véi nhitng muc tiéu de ra thi viec nghien ciu
marketing phai dua ra dugc cic ly do tai sao c6 nhiing sai lech d6, dac biet
vdi nhitng thong tin chi tiét v& nhiing sai pham cu thé sé duge thudng
xuyen tim kiém. D€ gidi quyét nhiing van d@ neu tren, cong viec nghien cdu
marketing phéi trii qua mot qud trinh: thu thap, ghi chép, phan tich va x
Iy dix lieu mot cich ¢6 he thong, nghia la da lieu thu thap va phan tich phai
theo mot trat ty va mot logic nh4t dinh dbng thoi phai bio dam tinh khach
quan, tmh khoa hoc.

Céc loai-hinh nghién ciu ma’rke‘ti'ng'

Duta vao myc teu thl nghién citu marketing c6: ngh1én ctu co ban va nghlen
ciu dng dung,

.- Nghién cttu co ban: Ia nghién ctu nhim muc dich phat tnén toan thé cic
- hidu bi¢t cho moi ngudi néi chung va chuyen nganh néi rieng. Vi du: nghien
. cttu chi s6 gid, chi s6 ting trudng kinh t&, chi s6 ting trudng d4n s6...Nghien



ciu co ban thuong cong bs cong khai dé moi ngudi c6 thé st dung k&t qua
nghién cttu nay cho viéc nghien citu cia minh.
- Nghién ctiu wng dung: la nghien cdu dugc dung dé gidi quyét mot van de
dic biét hay hudng din di dén mot quyét dinh dic biet mang tinh chat cd
biet cho cd nhan hodc td chuc. Vi du khi doanh s6 sut gidm bt ky cong ty
nao cing phéi thyc hién cic nghien ctu dé tim hiéu ly do tai sao. Nghien
ctiu dng dung 1a trong tam ctia nghién cdu marketing.
Dua vao cdch thidc nghien adu thi dugc chia lam hai loai: nghién ctu tai ban
va nghién cdu tai hién trudng.
- Nghién ciu tai ban la phuong phdp nghien citu ma céic thong tin can thu
thap 14 da lieu thit cdp. D6 1a di lieu da duoe thu thap va xi ly cho muc
dich nao d¢ truse day va dugce tiép tuc st dung dé phuc vu cho viec nghien
citu ctia minh.
- Nghien ciu tai hien trudng la nghien ctu ma cdc dit lieu thu thap va xi
ly 1a cdc dt lieu so cap. D6 la nhing dit lieu ma cong ty thu thap tryc tiép
tit hien trudng chit khong phai 1a nhing da lieu duge st dung hay xi ly
trude day.
Dua vao dic diém thong tin thi ¢6: nghién adu dinh tinh va nghien ciu dinh
lugng.
- Nghién cidu dinh tmh c6 thé coi 1a mot phuong phdp diung dé khio sit
mot vin de qua d6 bigt duge “noi cam” cta ngudi tieu diung. Ky thuat phan
_tich dinh tinh 4p dung trong nghién cttu dong co caa khach hang khi thyc
hien viec phong vin tryc ti€p vdi d6i tuong ngusi tieu dung.
- Nghién ciu dinh lugng la cdc nghién ctu ma thong tin thu thap mang
tinh lugng hoa, nghia la c6 thé do lusng chung bing con s6 cu thé, ¢ y
nghia théng ke.
Dua vao muic do am hiéu thi trudng cé: nghien ciu kham phd, nghien ciou
sd bo va nghien ciu tham do.
- Nghien cttu kham pha la buée dau ctia nghien cdu, muc dlch la nhiim phat
h1¢n vin d& cin nghién caru.
- Nghién ciu s6 bo nhim muyc dich lam r6 van d& phit hien trong nghien
ciu khdm pha. :
- Nghién cqu thim do nhim tim hi€u mot cich sau sic nhing sy ¢6 va mic
do rui ro ¢6 thé xdy ra.
Duya vao cich thic x ly s6 lieu dinh lugng c6: nghien ciu mo ta va nghien
cdu nhan qua. _
- Nghien ciu mo td ding d€ dién t4 thi trudng nhu cic dac diém, théi quen
tieu dung, thdi do cia ho d6i véi cdc thanh phan marketing ctia cong ty va
~d6i tha canh tranh. Nghién citu mo ti 1a dang nghién ciu phé bién nhat va
thuong dugc thuc hien thong qua ky thuat nghien citu dinh lugng
- Nghién citu nhan qua nhim tim ra m6i quan he gitta cdc bién s6 cia thi
trudng nhu méi quan he cta chi phi quéng cdo véi mic do nhan biét nhan
hieu, doanh s6 hay tic dong ctia mot chuong trinh khuyén mai d6i véi muc
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tieu thu. Nghien ciu nhan qua thuong dugc thuc hien qua céc ky thuat
thyc nghiem.

Duya vao tan sudt c6: nghien ciu dot xudt va nghien ciu thudng xuyen.

- Nghien ciu dot xust la cic nghien ctu can gidi quyét cic vin de cu thé nay
sinh ma cong ty dang gip phai (tung san phdm mdi, doanh s6 tut gidm hoac
tang nhanh}. Nghien ciu nay thudng duge thyc hien theo don dit hang hay
yéu cau rieng biét cda cong ty. :
- Nghién citu thudng xuyen: 1a nghién citu duge thuc hien deu din theo ke
hoach dinh trudc dé dé theo déi viec kinh doanh ctia cong ty nhu theo doi
chi phi quing cdo, khuyén mai, lugng hang b4n ra tai cdc sieu thi.

Quy trinh nghién ciu marketing

Khi de cap dén nghién ciu marketing, quy trinh thuong dugc xem la tic
thuat thu thap thong tin va dugc cho la nham chan. Ching han nhu s6 lieu
khach hang, khuynh hudng thi trudng, do ludng tin s6 quing cdo trén cdc
phuong tien truyen thong cta d6i thi hay chinh cong ty, cic hoat dong chuong
trinh khuyén mai d6i véi ngudi tieu ding va khdch hang hay hieu ting ctia mot
sut kien...

V6i nhiing digu tren, qua that, téc thuat nhu vay la quan trong nhung khong
thé goi 1a nghien cttu marketing voi day dt ¥ nghia nhat trit khi cong ty c6 kién
thuc khoa hoc va kinh nghiem chuyen nghiep. Vi thé trude khi tu thuc hien
cdc nghien ciu marketing hosic hop tdc véi cdc t8 chiic nghien ciiu marketing
chuyen nghiép, ching ta’cin ddm bao hiéu nhing tic thuat, quy trinh 8 chuc
- noi dung can thiét vé khoa hoc va nghe thuat nghién citu marketing véi quy
trinh téng qudt 4 dén 6 budc!®:

X4c dinh Xéc dinh Thiét ké Thu thip Chuén bj Thuyét
vin dé ciia vén dé cin cic nghién thong tin . va phiin trinh va
chp Einh nghién ctu vi thuc ‘tich di¥ bao cao
Hinh 3.2 dao ciru thi dia nghién liéu Kkét qui
Quy trinh nghién trwimg ot '
cttu marketing.

< >
< >

Dinh rd nhitng vin dé thich thic va xdac dinh nhirng muc

tiéu nghién cru marketing
- Thudng day la budc kho khan nhit trong quy trinh nghien ciu market-
ing. Ditu quan trong nhét ban lanh dao phai nhan biét dugc vin de that
sut ca cong ty la gi mot cich tdng qudt nhit nhung khong phai la nhang
- nguyén nhan cy thé. Co nhitng vin dé ma ban lanh dao gap phai nhung
khong phai la van de chon loc nghien ciu. Vi du cdp lanh dao cia mot nha
ban 1é cho ring doanh s6 cta chudi ctra hieu bdn 1é cong ty gidm sut la do

1Prof. Dr. Delphine Dion, Marketing Intelligence, Dai hoc Paris1 (Sorbonne), 2007.



* nguyén nhan hieu qua quang cio qua kém. Trong khi két qua ditu nghien
ching minh ring chién dich quing cdo dang chuyén tii ding thong diep
tdi dung khédch hang muc tieu va van d lai ndm &'ché la cdc cita hang bin
1¢ khong cung cap day du nhimg hang hod dich vu va chuong trinh chieu
thi ding noi dung ma thong digp quang cdo hia hen. Khi van de da dugc

' xédc dinh mot cach cdn than thi mdi ¢6 thé xdc dinh nhing muc tieu chign
dich nghlen cdu.

- Nghien. citu hinh thic luan gii [exploratory] de thu thap thong tin .t6t
hon, tim ki€ém nhu‘ng “insight - noi cam”'?, ban chét van dé mot cach tdng
qudt, phét trién nhing gid thuyét hoic thiét lap nhing thy tr vu tien cho.
nhiing hghién aiu sau hon. Phuong phdp sit dung thudng 1a khéo sdt y kién
cdc chuyeén gia, phan t1ch du lieu thy cdp hudng dmh tinh va nhitng nghién
ciu dinh tinh khéc.

- Nghien cdu hinh thic mo ta [descriptive] nhﬁm mo ta dac diém cta nhing
nhom dai tugng lien quan nhu thi trudng tigm nang, théi do cia ngudi tieu
dung, hanh vi tieu dung cta 6 chic... Phuong phép ung dung thudng st
dung dit lieu thu cdp phan tich dinh lugng d6i lap véi dinh tinh, cic khao
sdt chuyén sau, va panels. _

- Hinh thic nghién cdu nhan qué (casual] nhim kiém dinh gia dinh msi
quan he nhan - qua. Thudng diing nghien ciu thit nghiem. Ching han nhu
cong ty nghien aitu gia dinh doanh s6 sé c6 thé gia taing mot cich ding ké
hay khong néu gidm gid 5-10% trong giai doan ngin han?

“(Exploratory) (Descnp’uve) lcasuad
Muc tieu Tai sao (Why)? Cai giva ai (what, | M6i quan he
Khdm phd y tuéng | who?) Mo ta dic nguyén nhan va he
va noi cam. © | diém thi rudng qua tic dong 1a gi?
» hodc chuc ndng.
Dic diém Linh hoat. Gia thuyét da dugc | Mot hay nhieu thay
Thuong dung trudc | dy dinh trudc. déi doc lap.
thiét k€ nghien ciiu | Thiét k€ mau sidn va
marketing. chudn bj trugc. - -
Phuong phap Khao sit chuyen gia. [ Dt lieu the cdp . | Thuc nghiem.
Bang 3.1 Khao sat thir’ phan tich dinh lugng
Pic diém cin | nghiem. Khdo sit.
bén cdc hinh Du lieu thit cap
thuc nghién cuu (nghién cutu va phan
marketing, tich dinh tinh).

Trong thyc t& 6 thé ting dung cdc hinh thic nghien ciu hén hgp thay
thé gitta cdc hinh thdc nghien cdu tren, phit trién va 4p dung nhidu cong cy,
phuong phdp, hinh thdi nghién citu thi trudng phong phu va hlén dai trong

nhiing nim gin day.

Gs.TS. Ton Thit Nguyén Thiém, D4u 4n thuong hiéu, Nxb.Tré, 2007,
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Bang 3.2
‘So sdnh dic
diém co sé

" du lieu

Phat trién ké hoach nghién ciru _

Budc nay lien quan dén viec phdt trién mot ké hoach thu thap thong tin.
Nhing thong tin nay c6 thé sin c6 theo hinh théi dit lieu thu csip (secondary
data) hien da c6 sin dau d6 hoic nhlmg thong tin can thu thap mot cich cu
thé cho du 4n hien tai goi la dit lieu so cap (primary datal. Viec thu thap nhang
du ligu so cdp can thiét cho nhang quyét dinh ve cich ti€p can nghien c,
phuong phap tiép can, ké hoach miu va cdc thiét bi cin thiét cho mot dy 4n

‘nghién cdu.

Muc dich thu thap - |  Vén de trudc mét Cho. ¢ic véin de khic
Quy tiinh thu thap Chuyensau | Nharh va dé diing
Chi phithu thap Cao . /| Tuongd6ithip
Thoigianthuthdp | = Dai _' o Ngin - '

Phuong phap tiép can bao.gdom ba cich -

Trucc hét do 1a phuong phdp quan sit {observation): lien quan dén viec thu
thap thong tin bing cich quan st nhing c4 nhan, nhém ngudi, hanh dong va
tinh huong lien quan. Vi du mot cira hang ¢6 thé tinh muc do den ich c6 thé
tic dong thu hut khach hang cho cita hieu minh bing cich quan sét thdi gian

" ho c6 mit trong ctra hang/khu vyc b6 tri nganh hang. Phudng phép nay thich

hop véi muc tieu cia hinh thic nghien ciu luan gidi.

Rieng phuong phip khdo sit (survey): thich hop vei hinh thuc nghién ciu
mo td. Nhing khio sit nay thudng duge sit dung hinh thac dang cic bang cau
hdi tinh todn trudc dugc sit dung ciing mot cich cho tit ca nhang ket qua -
phan-hdi cta ngudi tham dy nghién ciu hoic cing c6 thé khong tinh todn

- trude cau héi khi nhitng cudc phéng vin duge din dit d¢ nhang ngusi tham

dy tra loi va phuong phdp thyc nghiem thi thich hgp véi hinh thii nghien ciu

- nhan-qua lien quan dén viec chon lva nhém ngudi de tai thich hgp, dua ra cho

ho nhing bien phép gidi quyét khic nhau, kiém sodt nhing yéu t6 khong lien
quan va kiém tra sy khdc nhau trong cau tr3 16i ciia nhém phan hoi. Phuong
phdp tiép xic thu thap nhing thong tin thOng qua mail, dien thoai hay phong
vin cd nhan.

Nhing quyét dinh phai thuc hlén lien quan dén k& hoach méu nghien cdu:
Mot miu nghién ctu la mot phan khic phd bién dai dien cho tat ci. Cé ba
bién s6 cin chon loc va kiém sodt: thit nh4t 1a don vi miu (sample unit) tic doi
tugng miu chon lya Ia ai? Thy hai 1a kich ¢& miu (sample size) tic s6 luong
méu nghién ciu la bao nhiew? Thut ba Ia thd tuc thyc hien mau thi (sampling



Bang 3.3

Hinh thuc va
yéu ciu cdn ban
d6i véi miu
nghién atu

procedure] titc cich thic nao chon ngudi Iam mau thd chon: ngiu nhien, tien
ich miu chon, dua trén cin ban phdn dodn trudc.

Nhan dién van dé nghién ctu ' '

Vd : tiem nang thi truong 500 1.000-2.500
Ngl?lé'n’ a’{u giai quyét van de 200 300-500
Vd : gid ca

Thit nghiém san phdm = . 200 300-500
Thtt nghiém chién dich ti€ép thi | - 200 300-500
Thi nghiém phuong tién

truyén thong (TV, Radio...) 150 200-300
Phéng vén chuyén sdu nhom 2 nhém L
Vd : mAu thiét ké bao bi | 6-15 nguoi

Mau 12 mot tap hop nhd, dién hinh va dudc chon ra tit ddm dong dé nghien
ctiu va két luan, Tieu chi chon lya miu tha nghiem phéi ddm bao da lén d€ co
y hieu qud, it nhat phai ddm bio tinh dai dien ve mat: hanh vi tieu ding, dan
s6, phuong tien truyén thong, muc canh tranh, s6 lugng dai dien thi trudng
tiem nang. Chon miu nghién ctu c6 hai cdch: (a) chon méu c6 xdc sudt la chon

_ miu mang tinh ngdu nhien bao dam tit ca cac d6i tugng trong ddm dong deu - -

c6 cting co hoi tham gia vao miu va (b) chon méu phi xdc suit la d6i tuong
dugc chon khong theo mot quy luat ngiu nhien ma theo sy tién loi va dénh
gid chd quan cda ngudi nghién ciu

T chuc thuc hién cac ké hoach nghién ctru

Dé phit trién k& hoach nghién ctu can phéi chon lya theo cong cu nghién
cdu. Cach phé bién nh4t la bang cau héi (questioninaire). D& chudn bi bang cau
héi, nha nghién citu thi trudng phai quyét dinh can phai hoi cau hoi gi, hinh
thic cau hoi [cau hdi dong/md/chon loc/chon lya), noi dung tir ngit trainh
hiéu sai ngtt nghia caa cau héi va trat ty cau héi dam bao khuyén khich ngudi
dugc phéng van tham gia vao cuoc, hgp tdc va hoan, thanh noi dung phdng vin

" va can phai tranh 16i t6i thiéu.

Quy trinh thiét ke bang cau héi thudng dugc cic nha nghlen ciu thyc hien:
(1) cu thé hod thong tin can tim hiéy; (2] cu thé hod hinh thuic phuong phép
phéng vin; (3) xdc dinh noi dung nhitng cau hdi cd nhan; (4) thiét k& cau hoi
nhim gitip cho ngusi dugc phong vin c6 thé va mong mudn tra 16i dugc; (5)
quyét dinh cqu tric cau héi; (6] sip x€p trat t cau hoi; (7) hinh thuc trinh bay
va miu cin thiét; (8) chinh sita miu cau héi; (9) thit nghiem trude bang cau hoi
dé chinh stra'[an cudi.
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Mic du bang cau hoéi Ia cong cu duge st dung phd bién nhung vin c6 thé
dp dung phéi hogp véi cdc cong cu he thong khac d€ do lusng diém manh cta
m6i quan tam hodc cam xiic goi nén nhd vao cong cu nghien ciu va gidi bay y.
kién d6i véi hinh thic khic ching han suy nghi vé mot buc tranh minh hoa...

Sau khi hoan tit viec thu thap di lieu, thi can phai tién hanh xi Iy bing
nhigu cich nhu phan tich dinh tinh va phan tich dinh luong. Trong phan tich
dinh lugng, ky thuat phan tich théng ke dugc 4p dung. Nguai ta phan biet phan -
tich dinh lugng thanh hai loai d6i nhau, d6 la phuong phdp mo ti va phucng
phdp nhan qua. '

Cic da lieu dung dé dung cdc mo hinh tugng trung, don gidn hoéa thuc t&
chi giit lai cdc yéu t6 hop thanh, dac biet cic yeu t6 duge nhan thuc la quan

_trong nhét. Mu6n xay dung mo hinh can phai xdc dinh dugc cic dac trung ctia
mo hinh, ddnh gid cic thong s6, danh gia mo hinh va chi khi dugc danh gid la
chinh xdc thi méi st dung.

Cidc dw lieu thu thap dugc phai dugc ngusi phu trich chuyen biet xi ly
thong qua hé théng marketing. Do 12 kenh truyen, thong tin quan trong dam
bao tinh chinh xdc cda nghien cdu trudc, trong va sau khi ra quyét dinh tién
hanh nghien au.

~ Giai doan trién khai thyc hién nhin chung t6n kém nhat va gin lien véi
nhitu 16i sai sot nh4t Viec trién khai thuc dia cic nghien ciu phai duge dizu
khién mot cach chit che dé dam bao ke hoach nghlen ciu dugc thuc hien mot
cich dung dén.

Truyén dat thong tin va trinh bay nhimg két qua

Giai doan cu6i cung la dién dich va bdo cdo. Nha nghién ciu nén 6 ging
khong dién dich dp dat v6i nhiing s6 lieu théng ke, nhung trinh bay nhing
phat hien chinh yéu ma hau ich lien quan dén quyét dinh cu6i ctia ban lanh
dao cong ty.

Yeu ciu cta mot ban bdo cdo doi héi phai ngin gon, stc tich va chinh xic.
Cdu tric cia mot ban bdo cdo nghien citu marketing gom: (1} trang nhan d¥;
(2) muc luc; (3) gidi thieu muc tiéu nghién ciy; (4] t6m tit bdo cdo; {5) phuong
phdp 4p dung thu thap thOng tin va phan tich; (6) k&t qua nghlén cuy; (7) két
luan va de xudt gidi phap; (8) phu luc.

Nghien citu marketing Ia khoa hoc dinh dien van de, ky thuat thu thap, phan
tich va st dung thong tin mot cich c6 he théng va ¢6 muc tiey; chi dich nham
gitp nang cao hi¢u qua quyét dinh chién lugc, gidi quyét nhing van de thach
thuc, giai phdp va co hoi trong marketing. Néu khong “thau hiéu” khoa hoc
nghién ciu marketing thi t4t ci nhing de xudt quyét dinh chién luge marketing
rdt c6 thé khong mang lai hieu qua cho cong ty.



T om tit

He thong thong tin marketing (MIS) bao gom bon he thong hé trg la: bdo céo
noi bo, he thong thu thap thong tin ben ngoai hang ngay, he théng nghien ciu
marketing va he thong phan tich thong tin marketing. He théng MIS 1a mot
cong cu chién lugc gitip cho qud trinh ra quyét dinh lien quan hoat dong kinh
doanh cta cong ty ca géc do chién luge va tdc thuat, do vay cdc cong ty deu
hét suc chu trong thiét lap va cai tién khong ngimng he théng MIS ciia cong ty.

Nghien ciu marketing la mot cong cu hieu qua hudng din cdc hoat
dong marketing. Nghién ciu marketing gitip cho cdc nha tiép thi tm ra
duge ditu ma khdch hang mong muén va thiet k& cic chién lugc chuong
trinh marketing ddp tng thich hop dua tren thong tin c6 duge, chi khong
phéi la nhiang ditu ma cong ty ty than nghi ring khdch hang muén. Qud
trinh nghién cu marketing bao gbm nhigu giai doan: trude hét 1a phai xdc
dinh r6 nhang vin dé can nghien ctu, phit trién k& hoach nghien cuu,
t6 chiic thuc hien k& hoach nghien ciu va béo cdo két qua nghien cvu.

- Ditu quan trong nhat phai xic dinh va phan tich van d& mot cich cin trong,
sau d6 mdi tién hanh thu thap thong tin d€ giup tim ra nhitng giai phap dé
gidi quyét van de. Viec thu thap thong tin ¢6 thé st dung cic dit lieu so cdp
va thit cap. Phuong thic ditu nghien dir lieu so cdp doi héi phai lua chon
cdc phuong phdp nghien ciu phit hgp (quan sdt, thuc nghiem, thit nghiem)
va chudn bj cdc cong cu nghien ciu (bang cau hdi, thiét bi can thiét), lap ke
hoach chon méu (don vi miu, khéi lugng méu, cich chon méu) va lya chon
cdc phuong thic lien he véi cong ching [phdéng vin tryc tiép, dien thoai, buu
dien, email, website...J. Sau khi hoan t4t cong viec phan tich thong tin dé rit ra
cdc két qua va m6i quan he thi dugc trinh bay trong bo cio mot cich suc tich
d€ cic nha quén tri marketing c6 thé can nhic ra quyét dinh thich hop nhat
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Cau ho théao lugn

{1} Vi sao xdc dinh vin d& nghien ciu la budc kho khan vé-quan trong nhat
trong ti€n trinh nghién citu marketing?

(2) Nghien cdu dinh tinh va dinh luong c¢6 su khdc biet c6t 161 nhu thé nao?
Trat t¢ ti€én hanh nghién cdu dinh tinh trudc hay dinh lugng trusc? Giai thich
ly do vi sao.

(3] Vai trd ctia bang cau héi trong nghién citu marketing.

{4) Thanh phian ciia mot ban bdo cdo nghién cttu marketing gom nhting gi.
(5} Ban/nhém dua ra nhing nhan xét ve tinh hinh thyc hien nghien cGu mar-
keting tai hai mo hinh cong ty khdc nhau (cong ty noi dia - cong ty nudc ngoai, -

cong ty rieng biet — tap doan.., tir d6 dua ra nhung gidi phap nham cii tién qua
trinh nghién cdu marketing tai cdc doanh nghiep dugc nghién cuu.



* MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, ngudi doc co kha nang:

- [1) Nhan thuc 16 cac yéu t6 tic dong dén hanh vi cua
ngudi tieu dung. ‘

(2) Nhitng yéu t6 co ban ¢6 anh hudng dén hanh vi mua

hang cta ngudi tieu ding.

(3) Giai thich tién trinh quvét dinh cua ngudi mua va
ngudi st dung.

HANH I MUR HANG CUA
NGUDI TIEU DUNG

T
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Gior thieu

Nhing ké hoach marketing dugc phéc thdo mot cach chuyen nghiep phai
bat dau bing viec tm hiéu trudc thi trudng ngudi tieu dung va hanh vi mua
sam ctia ngudi tieu ding. Phan tich mot thi trudng ngusi tieu diung can phai
biét khdch hang, cdc d6i tugng va muc tieu cda ngudi mua, cic t8 chuc hoat
dong va nhang ctra hang bdn si, 1€ cang nhu he théng phan phéi truyen thong
va hién dai.

Hanh vi ctia ngudi mua chiu dnh hudng chi yéu bsi bon yéu t6: van hoa, xa.
hoi, cd nhan, va tam ly. T4t c4 nhang yéu t6 nay deu cho ta nhing can cu aé
bi€t cich ti&p can va phuc vu ngusi mua mot cach hieu qua hon. Miic do can.
nhic khi mua sim va s6 ngudi tham gia mua sim ting theo mtuc d(”) phue tap
cia tinh huéng mua sam .

C6 bon dang hanh vi'mua sim cda ngudi tieu dung: hanh vi mua sim phutc
tap, hanh vi mua sim d4m bao ung y, hanh vi mua sim thong thudng va hanh
vi mua sim tim ki€m sy da dang, do vay cic marketer phéi c6 nhitng k& hoach,
tic thuat thich hgp dua trén co s6 muc do tham gia cao hay thdp clia ngudi
tieu ding vao chuyén mua sim va c6 nhidu hay it nhtmg diém khic blét ldn _
gitta cdc nhan hieu. S

Nghién ciu nhing mong muén, nhan thc, s& thlch Vi CiC hanh v1 lua chon .
va mua sim cta nhing khich hang myc tieu sé cho ta nhing goi y d€ phat
trién san phdm mdi, tinh ning ctia san phdm, xdc dinh gid ca, cic kenh, noi
dung thong tin va nhing yéu t6 khic trong marketing mix. ‘

Trong chuong nay ta sé tim hiéu nhing dong thdi mua sim cia ngudi tieu
dung va ctia nhitng 1 ngudi mua hang cta doanh nghi¢p. Trong chudng tlép dén 5
sé de cap dé’n quy trinh marketing chién. hIdc ’ : <

T/zz truomg ngzmz tiew dung
Khai niém vé thi truong ngudi tiéu dung

Nguoi tieu dung la nhing ngusi mua sén phédm, dich vu va thi trudng ngusi
tieu dung la cd nhan va ho gia dinh mua hay bing mot phuong thic nao d6 ¢6
dugc hang héa va dich vu cho tieu ding ban than.

Ddc diém vé thi trudng ngudi tiéu ding
Thi trudng ngudi tieu ding ¢ nhitng dic diém co ban:

- C6 quy mo I6n va thudng xuyen gia ting.
- Khich hang rat khac nhau ve tudi tac, giéi tinh, thu nhép, trinh d¢ vian

N



hda, s6 thich da tao nén su phong phu va da dang vé nhu cau va mong
muén cda ho trong viec mua sim va st dung hang héa.
- Thi trudng ngudi tieu ding bao gom nhing khach hang mua sin hang
héa nhim muc dich tieu ding cd nhan. Cic quyét dinh mua cta ho mang
tinh chét ca nhan. Vé6i ho tieu dung khong chi don gidn 1a tieu dung thong
thudng ma ngay nay né con dudgc xem nhu la mot “nghe thuat s6ng”. Moi
nhu cau deu thay d6i theo thoi gian, nhu cau cd nhan ¢6 nhip d¢ thay d6i
nhanh chéng hon ca.

Su én trién clia cic kidu tieu ding va nhing thay d6i trong co cu chl tieu
clia ngudi mua vira 1a nhang rdi ro, vita la nhiing co hoi luon thich d6 cic nd
Iuc marketing ctia cong ty. Thuc t&€ di chi ra ring nhtng thanh céng trong kinh
doanh luon thuoc ve nhiing cong ty nao nhan biét va ddp tng kip thoi nhing
thit thach do.

Mo knh hanh vi ciia ngudi tieu ding

Khai niém hanh vi mua cua nguoi tiéu diing )

Hanh vi mua ciia ngudi tieu ding 14 hanh vi cta con ngudi boc 1o trong qua
trinh tim kiém, mua sim, st dung, danh gid va chi tieu hang hod hay dich vu
dé théa man nhu ciu ctia minh (Philip Kotler].

Mo hinh hanh vi mua ctia ngudi tiéu ding

C6 thé hidu dugc ngudi tieu ding thong qua nhiing trai nghiem ban hang
hang ngay. Tuy vay, nhitu nha quén tri marketing khong con nhizu ditu kien
dé tigp xuc tryc ti€p véi khach hang ntta do sy phit trién 16n manh cua cong
ty nén cang nhitu nha quan tri da phai dua vao he théng hé trg thong tin ra
quyét dinh marketing dé tra 161 nhiing cau héi chi chét sau day:

- Ve thi trudng: nhiing ai tao nén thi trudng d¢?

- Khdch hang: thi trudng d6 mua cdi gi? Tai sao thij trudng d6 mua’

- Muc tiew: nhing ai tham gia vao viec mua sim?

- T8 chuc: thi trudng d6 mua sim nhu the nao? Khi nao thi trudng d6 mua
sim? Thi trudng d6 mua hang & dau?

Nhiing dic diém va qud trinh quyét dinh cta ngudi mua din dén nhing
quyét dinh mua sim nh4t dinh. Nhiém vy cta marketer 1a hiéu duge didu gi
xay ra trong y thiic clia ngudi mua gitia ldc cdc tic nhan ben ngoai bit dau tic
dong vao luc quyét dinh mua. Ching ta sé tap trung vao hai cau héi sau:

- Nhing dac diém cta ngusi mua, vin héa, xa hoi, cd nhan va tam ly, anh
hudng nhu thé nao dén hanh vi mua sém?
- Ngusi mua thong qua quyét dinh mua sim nhu the nao?

25




MARKETING BUONG BAI

Mot vin de khic can quan tam va gidi ddp la ngusi teu dung da hoac sé c6
nhang phan dng nhu the nao dsi véi cic chuong trinh, cic hoat dong market-
ing ctia cong ty? Nidm r6 nhing phan tng ngusi tieu dung d6i véi nhing dac
tinh cdia san phdm, véi muc gid dua ra, hodc v6i cic thong diep quang cdo cho
phép cong ty ¢6 dugc loi the canh tranh trén thi truong.

Do tam quan trong d6 ma cic marketer phai thudng xuyéen nghién cu nim
bit dugc cic m6i quan he gitta nhimg tic nhan kich thich marketing va cic
phéan ung hanh vi tir ngusi teu ding,

Mo hinh chi ra mot quy trinh, & d6 cdc tic nhan kich thich marketing va
cdc tic nhan kich thich ctia moi trudng sé dugc ngudi tieu ding tiép nhan. Su
ti€p nhan nay sé dua ra nhing nhan thuc rat khic biet va mot tién trinh dua ra
quyét dinh mua khac nhau. Chinh sy cdm nhan khic biet nay sé lam cho ngusi
‘tieu ding c6 nhiing phéan tung va hanh vi rdt khac biet.

- Cdc yéu t6 kich thich cta marketing gom bon yéu t6: sin phdm, gid ci,
phan phéi va xic tién ban.

- Cdc tdc nhan kich thich khdc bao gom nhing luc lugng thuoc moi trusng
cia ngudi mua: moi trudng kinh t&, khoa hoc ky thuat, chinh tri va van hoa.!®
- Nhiing phin tng cia ngusi mua cé thé quan st dugc bao gom nhing
hanh vi ma ngudi mua boc 1o trong viéc lya chon san phdm, nhin hiey,
ngudi cung ung, thai gian va khei lugng. Digu quan trong la can phdt hien
nhiing gi dién ra trong “hop den” y thic ngusi tieu ding khi ti€p nhan duge
nhing tic nhan kich thich cta thi trudng. Hop den y thic ngusi tieu dung
chia lam hai phan :
+ Céc dac tinh ctia ngusi mua: la nhing dac tinh ¢6 4nh huéng co ban
dén vigc ngusi mua ti€p nhan cdc tic nhan kich thich va phén tng dap
lai nhing nhan t6 do. :
+ La quyét dinh cta ngudi tieu dung: két qua cta viec mua sim san
phdm sé phuc thu¢c vao nhiing quyét dinh nay. Day cang 12 hai noi dung
cd ban cta viec nghien ctu hanh vi mua ctia ngusi tieu dimng.
- Céc phéan tng dép tré: lya chon hang héa, lga chon nhin hiey, lua chon
nha kinh doanh va lya chon khéi lugng mua.

Nhimg yéu td co ban anh hudng hanh vi mua ca ngudi tiéu ding

Nhang yéu t6 anh hudng dén hanh vi ctia ngudi mua duge chia lam bén
nhém chinh: nhing yéu t6 van héa, nhiing yéu t6 x4 hoi, nhing yéu 5 tinh
chdt cd nhan va nhing yéu t6 tam ly. Phan lon nhing yéu 6 nay khong chiu
sy kiém sodt ctia cdc marketer, nhiem vu cta ho 1a phai nghien cdu va theo doi
ching d¢ hiéu biét va hanh dong phit hop véi ngusi tdeu dung,

'Nhimg yéu t6 thudc vé vian hoa
Vian héa la he théng nhing gid tri, niem tin, truyen théng va chudn muc
dugc hinh thanh va gin lign véi mot x4 hoi, mot ché do, mot ton gido hay mot

*M& hinh PEST: Politics (chinh tri) , Economics (kinh t€), Social (x4 hdi), Technology (ky thuat).



dan toc nhdt dinh, dugc luu truyen qua cdc thé he. Nen van héa la yéu t6 quyét
dinh co ban nh4t nhiing mong muén va hanh vi cta mot ngudi manh hon bat
ky mot lap luan logic nao khéc. Nhing ditu co ban ve gid tri, su cam thy, sy va
thich, tic phong, théi quen, hanh vi mua sim san phdm deu chua dung ban sic

. van héa. Doi khi vian hoa cing bi anh hudng bdi tic dong cia cdc trao luu vin
hoa khic. Qud trinh thay d6i nay ciing tao ra nhiing nhu cau mdi, nhitng hanh
vi tieu dung méi. Cdc marketer can ndm 16 thi trudng cia cong ty hien dien dé
c6 thé khai thdc nhing trao luu tich cuc va han ché nhitng trio luu tieu cuc,
dé co thé hoach dinh phu hop hoi thé thoi dai.

Nhanh van héa: méi nén van héa deu ¢6 nhing nhanh vin héa nhé hon tao
nén nhing dic di€m dac thi hon va muc do hoa nhap véi xa hoi cho nhing
thanh vien cta né. Cdc nhdnh van héa tao nen nhing phan khic thi trudng
quan trong, va cdc marketer thudng thiét k& cdc san phdm va chuong trinh
marketing theo cdc nhu cau caa chuang.

Dia vi giai tang xa hoi'® xa hoi loai ngudi deu thé hien 16 sy phan tang xa
hei Su phan ting nay doi khi mang hinh thic mot he théng déng cap theo
d6 nhing thanh vien thuoc cdc ding c4p khic nhau dam nhiem nhiing vai tro
nhit dinh. Cic tang I6p xa hoi la nhing bo phan tuong d6i dong nhit va ben
viing trong x4 hoi, dugc xép theo thu bac va gdm nhiing thanh vien ¢6 chung
nhing gid tri, m6i quan tam va hanh vi.

Nhimg y€u t6 mang tinh chat xa hoi
Hanh vi ciia ngudi tieu ding con duge quy dinh béi nhang yéu t6 mang
tinh chat xa hoi: cic nhém tham khio, gia dinh, vai tro xa hoi va cdc quy ché
chudn muc xa hoi.
- Nhang nhom tham khéo: 1a nhitng nhém ma mot cd nhan xem xét khi
hinh thanh théi d¢ va quan diém ctia ngudi d6. Nhém tham khao la nhing
nhom ¢6 anh hudng truc tiép (khi tiép xuc truc tiép) hay gidn tiep dén thdi
d6 hay hanh vi cta con ngudi. Cic nhém tham khao tao digu kien dé mot
cd nhan ti€p xic v6i nhing hanh vi va 16i s6ng méi. Nhing nhém nay cang
anh hudng dén thdi doi va ty y niem ctia mot ngudi, bsi vi ngudi d6 thudng
mudn hoa nhap vao d6. Nhitng nhém nay tao ra nhing dp luc buoc phai
tuan theo nhiing chudn myc chung va c6 thé tic dong den cach lya chon
sin phdm va nhan hiéu trong thuc t€ ctia ngudi do.
- Nhom tham khéo dau tien c6 dnh huéng tryc tiép bao gbm: gia dinh, ban
be, hang xom lang gieng, ddng nghiep ma ngudi d6 c6 quan he thusng -
xuyén c6 anh hudng tryc ti€p dén thdi do hay hanh vi cta nhing thanh
vien nhém.
- Nhém tham khéo thit hai gom nhiing t8 chiic mang tinh chat hiep hoi: 6
chc ton gido, hiep hoi, nganh ngh¥, cong doan, doan thé, nhém vui choi
gidi tri...
Ngoai anh hudng ctia nhém ma cd nhan dugc coi la thanh vien, con ngusi
con chiu anh hudng ctia nhitng nhém ma ban than khong la thanh vien:

19X3 hoi Viét Nam d:?t tirng chiu &nh hudéng manh me tu tuéng Khéng gido “Sy, Nong, Cong, Thudng”™ va mdi téng lop 1a
mot bg phén tuong dong.
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Bang 4.1

Muic do anh
huéng ctia nhém
dén su chon Iua
s4n phdm.

- Nhom nguéng mo: la nhém ma cd nhan ¢6 mong mudn durge gia nhap.
Ching han mot nhém ngusi doc c6 mong muén tham gia cau lac bo tai
nang tré, UGc mudn do tao dong luc cho anh ta ¢6 nhing ung xt ké c&
trong viéc stt dung san phdm giéng nhu cic “ngoi sao”, “than tugng” cta
ho.

- Nhom tdy chay: bao gdbm nhing thanh vien ma c4 nhan khong chap nhan
nhitng hanh vi cta ho. Ho thudng c6 thdi do tdy chay véi nhiing hoat dong
cta cdc thanh vien thuoc nhém nay, ké cd hoat dong mua sim va sit dung
san pham. :

Anh huéng ctia nhém xa hoi t6i hanh vi mua ctia mot cd nhan thong thusng
thong qua du luan xa hoi cda nhém. Nhing y kién va quan niém cta nhiing
ngudi trong nhom danh gid ve cdc sy kien, san phdm va dich vu. Déi v6i mar-
keter, nhiem vu la phéi ¢6 géng phdt hien t4t cd nhitng nhom tieu biéu & giai
doan thi trudng muc tieu va phan chia ho thanh ba nhém tiy thuoc vao muc
do 4nh huédng t6i hanh vi mét cd nhan:

- Nh6ém mot 1a nhém gay anh hudng dén hanh vi va phong cach song méi
cta cd nhan.

- Nhém hai 1a nhom ¢6 tic dong dén thdi do ctia cd nhan va quan niem
cta ho vé ban than minh.

- Nhom thda ba bao gdm nhting c4 nhan tao ra nhing anh hudng c6 tinh
chat 4p Iuc bit buoc cd nhan va thanh vien phai tuan theo la nhing bac
dédng kinh trong c4 nhém.

Muic do anh hudng cia nhém manh hay yéu phu thuoc rat lon vao cic san
phdm va nhan hiew.

Manh Hang x: éﬁgtif;n?ng noi Hanh xa xi tiéu dung ca nhan
CLB Golf Dau mdy Video
San tennis , May giat
Mdy bay, thuyén budm Thoi trang
Hang thict yéu tieu dung | . vniet yeu rieng fi
noi cong cong
Pong ho deo tay ‘ Do trang bi noi that
Xe mdy
Yéu Trang phuc




Gia dinh: Gia dinh dugc xem la yéu t6 c6 anh hudng manh, tham chi rat
manh, c6 thé dugc coi trong hon cdc yéu t6 khdc tdi hanh vi mua.Céc thanh
vien trong gia dinh la nhém tham khio quan trong 6 dnh hudng lon nhat Co
thé phan biét hai gia dinh trong doi s6ng ngusi mua.

- Gia dinh dinh huéng la loai gia dinh gin véi khdi niem huyét théng bao

gdm ong, ba, cha, me va con cdi. Tir ong ba, cha me, méi cd nhan deu dugc

+ dinh hudng ve ton gido, chinh tri, kinh t& nhiing tham vong cd nhan, long

tu trong va tinh yeu. Véi Viet Nam, 4nh hudng cta ne nép gia phong téi
hanh vi ¢4 nhan rat dang ké Ngay ca khi ngusi mua khong con quan he
nhigu véi b6 me, thi anh hudng ctia b6 me d6i véi hanh vi cia ngudi mua
vin c6 thé rat lén. O nhitng nuéc ma b& me s6ng chung véi con cdi da
trudng thanh thi 4anh huéng cda ho ¢6 thé la ¢ ban.
- Gia dinh két hon: bao gdom vg chong va con cdi. Gia dinh két hon dugce goi
la “mot trung tAm mua” anh huéng tryc tiép hon dén hanh vi mua sim hang
ngay la gia dinh rieng cda ngusi do, tic 1a vg chong va con cdi. N6 dang thu
huit sy nghién cttu rong rii cta cac nha khoa hoc va nhing marketer vi anh
hudng truc tiép cda né dén hanh vi con ngusi néi chung va hanh vi mua
siam hang ngay néi rieng. Ditu cin quan tam 14 vai trd tuong d6i cha ngusi
vg, chong va con cdi trong gia dinh két hon d6i véi viec mua sim céc loai
san phdm va dich vu cu thé.

Gia dinh la mot t6 chdc mua hang tieu diing quan trong nhat trong xa hoi va
no da duge nghién ciu rit nhitu nam. Nhitng marketer quan tam dén vai tro
va anh hudng twong d6i cta chong, vg va con cdi dén viec mua sdm rat nhigu
loai san pham va dich vu khdc nhau. Vin de nay sé thay d4i rat nhieu d6i vai
cdc nuée va cdc tang 16p x4 hoi khdc nhau nén phai nghién ciu nhtmg dang
miu dac thii trong tiung thi trudng muc tiéu cy thé

Rieng véi thi trudng Viet Nam, phy nit tham gia vao cdc cong viec khdc nhau
dé tao ra thu nhap ding ké trong gia dinh va chiém ty lé rdt cao. Theo truyen
théng ngudi vg thudng la ngudi mua sim chinh cda gia dinh, nhat 1a d6i véi
thuc phdm, giit Gi va quan do. Ditu nay dang thay déi khi ngay cang ¢6 nhieu
ba vg di lam va ngusi chdng tham gia nhitu hon vao chuyén mua sim cta gia
dinh. Trong trudng hop nhing san phdm va dich vu dit tign, vg chdng ciing
. ban bac dé thong qua quyét dinh chung. Do vay can phéi xdc dinh xem thanh
" vien nao thudng ¢6 anh hudng lén hon dén viec liza chon nhiing san phdm
khac nhau.

Vai tro va dia vi ctia cd nhan trong nhém va trong xa hoi: Trong ddi minh,
mot con ngudi thudng tham gia vao rat nhitu nhém, gia dinh, cic cau lac bo,
cdc td chuc. Vi tri cia ngudi d6 trong mbi nhém c¢6 thé xac dinh cin ad vao vai
tro va dia vi caa ho. Tai gia dinh m6t cd nhan c6 thé dong vai trd 1a mot ngusi
con, mot ngudi chdng va trong cong ty anh ta lai c6 thé c6 vai tro 1a gidam déc...
Ngudi ta lya chon nhitng sdn phdm thé hién dugc vai trd va dia vi ctia minh
trong x4 hoi. Vi du cdc cha tich cong ty thudng di xe Mercedes, BMW, Lexus,
mic nhing bo dd dit tien CK, Valentino va udng Chivas Regal Scotch. Nhitng
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marketer deu biét ro6 kha ning thé hien dia vi xa hoi ctia san phdm va nhan
hieu. Khong c6 gi ngac nhién khi cdc quang cdo lien quan dén Mercedes deu
gin lien vé6i hinh 4nh nhing nguoi dan ong thanh dat.

Tuy nhien, biéu tugng cda dia vi cang thay ddi theo cic tang lop xa hoi
va theo ca viung dia ly nita. Chéng han, can phai nghien ciu mot cich chinh
xdc viec xay dyng biéu tugng san phdm va thuong hieu phu hop vdi nhing
ngudi séng & cac thanh pha lon va khu vyc nong thon. Trat t “si, nong, cong,
thuong” dudng nhu hién da thay d6i véi xa hoi Viet Nam, cic “doanh nhan”
trong x4 hoi hién tai va hinh anh cac doanh nhan khong con gin lien véi “troc
pht” nita, ma dugc vinh danh la chién si thei binh tréen mit tran dong gép kinh
t€ phat trién d4t nude.

Nhimg y€u t6 mang tinh chat ca nhan

Hanh vi ctia ngusi tieu dung con duge quy dinh béi nhang yéu t6 mang tinh
chdt xa hoi ma quan trong nhat vin la 4nh huéng ctia nhitng diac diém c4 nhan,
ndi bat nhat 1a tudi tic va giai doan chu ky séng ctia ngusi mua, nghe nghiep,
hoan canh kinh t€, 16i s6ng, nhan cdch va ty y niem ctia ngusi do:

Tudi tic va vong doi: Ngusi ta mua nhing hang héa va dich v khdc nhau
trong su6t doi minh. Ho an thuc 4n cho tré so sinh trong nhing nam dau tien,
phan Ién thuc phdm trong nhing nam I6n len va trudng thanh va nhing thuc
an kieng cit trong nhitng nam cu6i doi. Thi hi€u cta ngusi ta vé quin 4o, xe
6 va cdch giai tri cing tuy theo tudi tdc. Viec tieu dung ciing dugc dinh hinh
theo giai doan caa chu ky s6ng ctia gia dinh. Nhitng marketer thuong hay chon
cdc nhom cia chu ky song lam thi trudng myc tieu cta minh. Mot s6 cong
trinh mdi da xdc dinh cdc giai doan tam ly cda chu ky séng. Nhiang ngusi lén
tudi da trai qua nhing thoi ky hay nhing bién déi nhat dinh trong qué trinh
song. Marketer can theo doi rdt sdt nhang hoan canh séng luon thay d4i, ly
hon®, tii gid, va tic dong cta nhing thay ddi d6 dén hanh vi tieu dung. Rieng
tai Viet Nam viéc phan chia khdch hang theo chu ky séng gia dinh cin quan
tam nhieu dén tieu thic b sung nhu: s6 lugng con cdi gin litn vai vi tri dia
ly*.. Tham khéo céc giai doan cta chu ky séng va hanh vi ngusi mua hang caa
gia dinh?2, '

Nghe nghiep: Nghe nghiép cia mot ngusi ¢ anh hudng nhat dinh deén cach
thuc tieu dung cta ho. Gidm d6c cong ty sé mua quin do dit tien, di du lich
bang dusng hang khong, tham gia cdc cau lac bo golf va thuyen budm. Ngusi
cong nhan s& mua quan 4o lao dong, gidy di lam, bita an trua déng hop va tro
choi giai tri hai nguoi. Marketer ¢6 ging xdc dinh nhing nhém nghe nghiep c6
quan tam trén muc trung binh dén cdc san phdm va dich vu ctia minh. Tham
chi cong ty c6 thé chuyen mon hoa san phdm cta minh cho nhimng nhém
nght nghiep nhét dinh, nhu cic cong ty phin mém mdy tinh sé thiét k& phan
mem mdy tinh khdc nhau cho nhing ngusi quan li, kién tric su, luat su , bac
si, ngudi bén Ié... ‘

2Trich thong tin tir tap chi bao Tudi Tré sb ra ngay 27/8/2008.
21Djéy tra thong tin cia AC Nielsen (Viét Nam), 2007.
2Philip Kotler, Marketing Essentials, NXB.Thong K&, 1994.



Tinh trang kinh t& viec chon lya san phdm va dich vu chiu tic dong rat lén
tit hoan canh kinh t€ ctia ngudi d6. Hoan canh kinh t€ ctia ngudi ta gom thu
nhap ¢6 thé chi tieu dugc cia ho (muc thu nhap, mic 8n dinh va cich sip xép
thoi gian), tien tigt kiem va tai san, ng, kha ning vay muon, thdi do déi vdi viec
chi tieu, tiet kiem va he théng gia ca hang héa. Khi chi s6 CPI chi s6 gid ca
hang héa) gia ting, ngudi tieu dung cé khuynh huéng giam chi tieu va gia ting
tiét kiem. Nhin chung, ngudi nghéo nhay cdm véi nhu cau hang hoa thiét yeu
tieu dung cd nhan va gia dinh hon ngudi trung luu va giau c6. D6i véi hang
héa thiét yéu sy nhay cdm ve thu nhap sé thdp hon nhitng loai hang hoa xa xi.
Marketer nhing hang héa nhay cdm véi thu nhap phéi thudng xuyen theo doi
nhitng xu huéng trong thu nhap cd nhan, s6 tien tiét kiem va lai sudt. Néu cic
chi s6 kinh t& ¢6 su suy thodi tam thai, thi nhing marketer ¢6 thé tién hanh
nhitng bien phép thiét k& lai, xdc dinh lai vi tri va dinh gid lai cho sin phdm cta
minh dé chung tiép tuc dam bao gid tri danh cho cdc khdc hang muc tieu.

Lsi s6ng: 161 s6ng ctia mot ngudi la mot cdch séng trén thé gisi cia ho dugc
thé hién ra trong hoat dong, su quan tam va y kién cda nguoi do. Chi co 16i
s6éng mdi miéu ta sinh dong chan dung toan dién mot con ngudi trong quan
he v6i moi trudng cia minh. Nhing ngudi ciing xuét than vt mot nhanh van
héa, tang 16p x4 hoi va cung nghe nghiep c6 thé c6 nhiing 16i séng hoan toan
khdc nhau. Marketer sé phai tim kiém nhiing m6i quan hé gitra sin phdm cta
minh va cic nhém theo 16i s6ng ma dinh hudng hang héa ro rang hon. Dic
biet, chién lugc truyen thong phai dua trén nhing khdm phd méi quan he
giita san phdm va 16i s6ng phtt hop d€ c6 thé phic hoa nhiing biéu tugng c6
stic hdp dan cho khéch hang muc tieu. Vi dy, nhting nguéi trung nién ¢6 thé
lia chon cich séng “tht cuu” dugc thé hién trong cdch dn mic bao thu, danh
nhigu thdi gian cho gia dinh va dong gép cho cic t6 chite xa hoi minh tham
gia. Nhiing ngudi tré c6 thé chon 16i s6ng hien dai “song thi khong cha dot’,
“khit khao hon” tham gia vao nhing d& dn quan trong cia cudc doi va thich
di du lich va chai thé thao. _ '

Nhin cich va ¥ niem ve ban than: nhan cich c6 nghia 1a nhiing dic diém
tam ly khdc biét cia mot ngudi din dén nhiang phan dng tuong déi nhat quan
va lau ben véi moi trudng cta minh. Nhan cich thuong duge mo ta bang
nhitting nét nhu ty tin, cé uy luc, tinh doc lap, long ton trong, tinh chan hoa,
tinh kin ddo va tinh dé& thich nghi. Nhan cich ¢6 thé 12 mot bién hitu ich trong
viec phan tich hanh vi cta ngudi tieu dung, vi ring c6 thé phan loai cic kiéu
nhan cich va c6 méi tuong quan chit ché gitra cic kidu nhan cdch nh4t dinh
v6i cdc lya chon san phdm va nhan hieu. Marketer can phai stt dung mot khai
niém gin lien v6i nhan cdch 1a y niém vé ban than, phai né luc ging xay dung
hinh anh nhén hi¢u tuong xing véi hinh anh ban than cua thi trudng muc tieu.
Vi dy, mot cong ty san xuit nudc hoa c6 thé phdt hien ra ring nhitu khach
hang trién vong ¢6 tinh ty tin rdt cao, ¢ uy luc va tinh doc lap. Digu nay ggi y
phai stt dung nhitng n6i dung nhét dinh trong quang cdo nuéc hoa khong chi
la ban miti huong ma 1a 181 tuyen ngon cia phu na “khdng dinh déng cip phu
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- ot ” hay “nét duyen déng va quyén ra cta phéi yéu”. Tuong ty d6i véi dau goi
dau nam “Dan ong dich thyc” hay “Khing dinh ding c4p phdi manh” thé hien
phong cich va ban linh cta khach hang dén muc do nao.

Nhimg yéu t6 thudc vé tam ly mang tinh chat ca nhan

Hien nay, nhiing két qua nghién ctu vé hanh vi ctia ngusi tieu ding lam nen
tang hoach dinh marketing. Nhitng yéu 6 co ban ¢6 tinh chat tam ly: dong co,
nhan thic, sy ti€p thu, niem tin va théi do. '

Dong co: la nhu cau da trd nen bic thiet dén muic buoc con ngudi phai
hanh dong dé théa man. Tai bat ky mot thsi diém nhét dinh nao con ngusi
cting c6 nhitu nhu cu. Mot s6 nhu ciu ¢6 ngudn géc sinh hoc. Chung nay
sinh tit.nhiing trang thdi cang thing ve sinh ly nhu doi, khdt, khé chiu. Mot s6
nhu cau khdc ¢6 ngudn gdc tam ly. Chiing ndy sinh tir nhing trang thdi cing
thing v& tam ly, nhu nhu ciu dugc thira nhan, dugc kinh trong hay dugc gan
giii v& tinh than. Hau hét nhitng nhu cau c6 ngudn géc tam ly deu khong du
manh dé thic ddy con ngudi hanh dong theo chiing ngay lap tic. Mot nhu cau
sé tr6 thanh dong co khi né ting len dén mot muc do di manh. Mot dong co
(hay mot sy thoi thuc] 1a mot nhu cau di c6 da sic manh d€ thoi thuc ngusi
ta hanh dong. Viec thoa méan nhu cau sé lam gidm bét cam gidc cang thing.
Trong s6 nhitng ly thuyét ve dong co con ngudi, néi tiéng nh4t c6 ba ly thuyét
la ly thuyét: Sigmund Freud, Abraham Maslow va Frederick Herzberg. Nhing
ly thuyét chia dung nhing ham y hoan toan khac nhau d6i véi viec phan tich
ngudi tieu dung va chién luge Marketing.

Ly thuyét dong co cia Freud cho ring nhing luc lugng tam Iy thuc t€ dinh
hinh hanh vi cta con ngusi phin 16n 1a vo thic. Freud thdy con ngusi da
phai kim nén biét bao nhieu ham muén trong qui trinh Ién len va chdp nhan
nhiing quy tic xa hoi. Nhitng ham mu6n nay khong bao git bién mat hay bi
kiém sodt hoan toan. Chiing xuit hien trong gisic mo, khi 15 15i, trong hanh vi
boc phat. Nhu vy la con ngusi khong thé hiéu ducc day da nhung dong co
cta chinh minh. Nhitng ngudi nghién ciu dong co da dua ra nhing gia dinh
ly thu va doi khi ky quic v nhang gi c6 thé nay sinh trong dau ngusi mua khi
xem xét nhitng san phdm nh4t dinh.

Ly thuyet dong co cia Maslow da tim cdch gii thich tai sao nhing thai
diém khéc nhau, ngudi ta lai bi thoi thuc béi nhing nhu cau khic nhau. Theo
Abraham Maslow, c¢6 nhizu nhu cu cting tn tai trong mot c4 thé, Chiing canh
tranh véi nhau trong viéc thda man va tao ra nhing xung dot lam phuc tap
them quad trinh ra quyét dinh mua. Tuy vay, cdc cd nhan sé thiét lap mot trat tu
uu tien cho cdc nhu ciu theo mic do cdp thi&t nhat. Tha bac nhu ciu duge
sdp x€p theo thi ty tam quan trong cic nhu cau d6: nhang nhu ciu sinh ly,
nhitng nhu ciu an toan, nhing nhu cau xa hoi, nhitng nhu cau dugc ton trong
va nhing nhu ciu ty khing dinh minh. Con ngudi sé ¢6 ging théa man trudc
hét 1a nhing nhu ciu quan trong nhat. Khi ngudi ta da thda min duge mot
nhu ciu quan trong nao d6 thi no sé khong con 1a dong co hien thai nita, va



Hinh 4.1
Thit bac cia nhu
cau theo Maslow.

Nhu cdu tu
khing dinh
(tu phét tridn va
thé hign moi t8m ning)

Nhu cdu dugc ton trong
(fuf ton trong, dudc cdng nhan, ¢b dia vi)

Nhu cau x4 héi (nhu cdu finh cam, tinh véu)

ngudi ta lai ¢6 ging théa man nhu ciu quan trong nhat tiép theo.

Vi dy, mot ngudi dang d6i (nhu cau 1) sé khong quan tam dén nhing gi vira
méi x4y ra trong thé gisi nghe thuat [nhu ciu 5] hay nhing ngusi chung quanh
nhin minh hay t6n trong minh nhu thé nio [nhu cau 4). Nhung khi méi nhu
cau dugc thoa man, thi nhu ciu quan trong nhét ti€p theo sé néi len hang dau.
Ly thuyét cia Maslow da gidip marketer hiéu duge cic sin phdm khac nhau
phit hgp nhu thé nao véi cac y dd, muc dich va ddi séng cia nhiing ngudi tieu
dung tigm ning. '

Nhan thuc (perception): Nhan thic la mot qud trinh thong qua do cd thé
tuyén chon, t6 chic va ly giai nhtng thong tin tao ra mot “buc tranh ¢6 y nghia
ve thé gidi xung quanh”. Nhan thic khong chi phu thuoc vao nhing tic nhan
vat ly, ma con phu thuoc vao ¢ méi quan hé cia tic nhan.dé véi méi trudng
xung quanh va nhing ditu kién bén trong cd thé dé. Chuing ta nidm bét sy vat
la tic nhan thong qua nhing cim gidc truyén qua nim gidc quan cta minh: -
thi gidc, thinh gidc, khdu gidc, xdc gide va vi gidc. Tuy nhién méi ngudi chiing

* ta lai suy xét, t6 chuc va gidi thich thong tin cim gidc d6 theo cdch rieng clia

minh. Ngudi ta c6 thé ¢6 nhing nhan thic khdc nhau vé cing mot khach thé
do ¢6 ba qud trinh nhan thic: sy quan tam c6 chon loc, sy bép méo ¢ chon
lua va su ghi nhé ¢6 chon loc. Vi du: nhitng quang cdo c6 kich thich cang lén
hay stt dung bén mau, mdi va ¢6 sy tuong phan, nhing thong diep quang cio
lap di lap lai nhitu fan dén cdc thi trusng muc tieu chdc chdn sé duge chad v
dén nhitu hon. Sy hdp din cia mot nhan hieu khong chi do kich thich caa
nhin hiéu d6 véi cdc gidc quan khach hang ma con phu thuoc vao nhitu yéu

't6 khdc nhu muc do trung bay, do pha thi trudng va ngay cd tam trang clia

ngudi mua. .
Hiéu biét (learning): Hiéu biét dién t4 nhing thay d4i trong hanh vi ctia mot
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- con ngudi phit sinh tir kinh nghiem. Cdc nha ly luan v hiéu biét cho ring hiéu
biét ciia mot ngudi duge tao ra thong qua sy tic dong qua lai ctia nhing thoi
thc, tic nhan kich thich, nhitng phan tng ddp lai va sy cing ¢6 tich cuc trong
hiéu biét cta con ngudi. Vi du mot cong ty mdi ¢6 thé tham gia thi trudng bing
cich van dung nhiing sy thoi thic ma cic d6i tha canh tranh da st dung va
tao ra nhing kidu ddang tuong tir bdi vi ngusi mua c6 khuynh hudng chuyén
long trung thanh sang nhimg nhén hiéu tuong ty hon la sang nhiing nhan hieu
khac han. Tuy vay, cong ty cing c6 thé hay khéc biet hoa thiét k& nhan hieu cia
minh d€ céng hién nhing i ich manh mé, nhiing thoi thuc khic va ddm bao
c6 nhitng tic nhan manh mé kich thich sy thay déi hiéu biét caa ho va dich
chuyén st dung nhin hieu khdc biét. ‘

Niem tin va théi do: 1a sy nhan dinh chda dung mot y nghia cu thé ma ngudi
ta c6 dugce vé mot cdi gi d6. Thong qua hoat dong va tri thic, ngusi ta c6 dugce
nieém tin va thdi do, nhiing yéu t6 nay lai ¢6 dnh hudng dén hanh vi mua sim
cta con ngudi. Cac cong ty cin quan tam dén nhing niem tin ma ngudi ta
mang trong dau minh vé nhitng san pham va dich vy cda minh. Nhing niem
tin d6 tao nén nhing hinh anh ctia san phdm cing nhu nhan hiéu va ngusi
ta hanh dong theo nhing hinh anh d6. Néu ¢6 niem tin nao d6 khong ding
ddn va can rd viec mua hang thi nha sin xudt can tién hanh mot chién dich
dé uén ndn lai nhitng niem tin d6. Théi do dién ta nhing ddnh gid t6t hay xdu -
dua tréen nhan thuc ben vitng, nhitng cdm gidc cdm tinh va nhing xu hudng
hanh dong cia mot ngudi d6i véi mot khach thé hay mot y twdng nao do.
Ngudi ta ¢6 thdi do d6i véi hau hét moi sy viec: ton gido, chinh tri, my phdm,
thuc phdm, thdsi trang... Thai do dan ho dén quyét dinh thich hay khong thich
mot d6i tugng nao do, dén véi né hay rdi xa nd, lam cho nguéi ta xa su khd
nhit quan d6i véi nhitng sy vat tuong tu va cho phép tiét kiem stc luc va tri
6c. Thai do cta mot ngusi duge hinh thanh theo mot khuon miu nhit quin
vi thé€ ma rdt kho thay d6i dugc thdi do. Do vay cong ty nén lam cho san phdm
cta minh phit hgp véi nhitng thédi do sin c6, chit khong nén c6 ging thay déi
thai do cia moi ngudi.

Quyét dinh mua sim ctia con ngudi la két qua tic dong qua lai phic tap cia
yéu t6 van hoa, xa hoi, tam ly tiy theo mutc do khadc nhau song r4t ¢6 ich dé c6
thé gitip marketer nhan dang chinh xdc dugc ngudi mua & cic phan khuc thi
trudng va goi ¥ cho ho phai phit trién san phdm, dinh gi4, t6 chuc luu thong
va khuyén maii nhu the nao dé tao dugce sy hudng ing manh mé ctia ngusi
tieu ding.



Tien trinh quyet dinh mua
cla nguor heu dung

Bing 4.2
Bén dang hanh
vi mua sim.

Vai trd va phan loai nguoi mua

Marketer khong nhiing phéi tao dugc nhing anh hudng khic nhau dén
ngudi mua ma con phai tim hiéu xem ngudi tieu dimg thyc t€ da thong qua
cic quyét dinh mua hang ctia minh nhu thé nao.

Marketer phai xdc dinh dugc ai la ngusi thong qua quyét dinh mua hang,
cdc kiéu quyét dinh mua sim va nhing budc di cia quéd rinh mua sim d€ tinh
chinh chuong trinh marketing mix phit hop. Phan loai ngusi mua theo quan
diém marketing gbm:

- Ngudi khdi xudng (initiator): ngusi dau tien de nghi hoic ¢6 y nghi mua
mot san pham hay dich vu dic thu nao do.

- Ngudi anh hudng (influencer}: ngudsi ma qua cach nhin hay 16i khuyen téc

dong dén quyét dinh mua.

- Ngusi quyét dinh (decider): ngusi c6 quyét dinh t6i hau mua hay la khong

mua gi, mua ra sao hoic mua & dau.

- Ngusi mua (buyer): ngudi thyc hien that sy viec mua.

- Nguai stt dung {user): ngudi tieu thy hay stt dung san phém va dich vu.

Cac loai hanh vi quyét dinh mua

Khai niém:

Céch thong qua quyét dinh cia ngudi tieu dung thay d6i tuy theo kiéu quyét
dinh mua sim. Gitta viec mua mot tuyp kem ddnh ring, mot mdy tinh cd nhan
va mot chi€c 6t6 mdi c¢6 nhing su khac biét r4t I6n. Chic chin la nhang mon
hang phic tap va dit tien sé doi hdi ngudi mua phai can nhic ky hon va c6
nhitu ngudi tham gia quyét dinh hon. Assael da phan ra bon kiéu hanh vi mua
sdm chia ngudi tieu ding can ¢ vao muc d6 tham gia ctia ngusi mua va muc

 |Mucdo thamgiacao |Muc do thamgiathdp

Cdc nhan hiéu khac
nthau rdt nhiéu

Hanh vi mua sim tim kiém su

Hanh vi mua sdm phuc tap. da dang

Céc nhén hiéu khac | Hanh vi mua sém dam bdo

nhau rét it hai hoa. Hanh vi mua sam thong thudng.
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do khdc nhau gitta cic nhan hieu.

Cac loai hanh vi mua :

Hanh vi mua sim phtc hgp (complex buying behavior): 1a hanh vi mua cia
ngudi tieu dung trong cic tinh huéng c6 dic trung la sy tham gia cda khd nhieu
ngudi tieu thu vao viec mua va khdc biét cdm nhan gitra cic thuong hieu a rat
lén. Trudng hop nay ngusi tieu ding tham gia nhitu trong nhing trudng hop
san phdm dit ten, it khi mua, c6 nhieu rdi ro, va ¢ gid tri tu biéu hién cao.
Thong thudng nguosi tieu dung d6 khong biét nhitu lim ve loai san phdm va
phii tim hiéu nhidu. Vi dy, mot ngusdi mua mdy tinh cd nhan c6 thé khong biét
phai tim kiém nhitng tinh chdt no cta may. Nhieu tinh niang cta san phdm
khong chita dung y nghia gi: “d6 phan gidi man hinh”, “luu bing dia” ... Nguoi
mua d6 sé phai trai qua mot qud trinh hoc tap d€ trudc tien la xay dung niem
tin v& san phdm, rdi dén thdi do, va sau d6 1a tién hanh lua chon hang mot cich
than trong. Cdc marketer can xay dung nhing chién luge nhim hé trg ngusi
mua tim hiéu nhiing tinh ning cta I6p sin phdm d6, tam quan trong tuong
d6i ctia chiing va sy dénh gid cao ve nhiing tinh ch4t tuong d6i quan trong cia
san phdm va can lam cho nhing tinh ch4t cia nhan hieu khac biet hin, cin st
dung phuong tién in 4n va bai gici thieu dai dé mo ta nhing ich lgi ctia nhan
hi¢u, dong vien nhan vien ban hang ca ctta hang va nhing ngudi quen caa
ngudi mua dé tic dong dén viec lua chon dut khost nhan hieu.

Hanh vi mua sim gian lugc b4t dong (dissonance-reducing buying behavior):

~ la hanh vi mua cta ngusi tieu ding trong tinh huéng ¢ dic trung 1 tham gia
clia ngudi tieu dung thi nhitu nhung khdc biet cim nhan gita cic thuong hieu
thi it. Trong trudng hop nay do tinh khdc biét ctia cic nhan hieu khong cao,
ngudi mua sé di vong quanh dé xem ¢6 nhiing gi dang bén, khong do ludng,
so sdnh giwa cic dic tinh cda cdc nhan hiéy, rdi mua khd nhanh. Ngudi mua
c6 thé phan tng chu yéu la theo thong diep quang cdo, muc gid, khuyén mai
va sy thuan tien. Vi dy, viec mua tham trai san ddi héi phéi tham gia nhigu vao
quyét dinh, vi n6 dit tien va dé dap vao mit, song ngudi mua ¢6 thé cho ring
v6i mot khoang gid nhét dinh cdc nhan hieu tham deu nhu nhau. Sau khi mua
ngudi tieu dung c6 thé thdy né khong hai hoa do nhan thdy tham c6 nhing
tinh chdt nhat dinh ddng ban khoan hay nghe thay nhimng du luan t6t ve nhung
loai tham khdc. Ngusi tieu ding sé rdt nhay cdm véi nhing thong tin c6 thé

- bien ho cho quyét dinh cia minh. Ngudi tieu dung da hanh dong trudc tien,
101 sau d6 méi c6 nhing ni¥m tin mdi va cudi cung la di dén mot s6 thdi do,
& day cdc thong tin marketing phai nhim tao dung ni#m tin va dua ra nhing
‘danh gid gitp ngudi tieu dung yen tam vdéi cach lua chon cia minh.

Harih vi mua theo théi quen (habitual buying behavior): 12 hanh vi mua ctia
ngudi tieu dung trong tinh huéng ¢4 dac trung la tham gia ctia ngudi tieu ding
thi it, khdc biét cdm nhan gitta cdc thuong hieu cang it. Trong trudng hop nay
hanh vi ctia ngudi tieu ding khong trai qua trinh ty binh thudng: niem tin, thai
do, hanh vi. Nguoi tieu dung khong ra stc tim kiém thong tin vé cdc nhan hieu,



ddnh gid cic dic diém ctia ching, roi di dén quyét dinh mua nhén hieu. Do
thu dong tiép nhan thong tin khi xem truyen hinh hay cic muc quang cdo trén
bdo chi nén ngudi tieu dung lua chon né chi vi né quen thuoc chut khong tao
ra sy tin tudng vao nhan hieu. Sau khi mua, tham chi ho ¢6 thé khong danh
gid viec lua chon vi ho khong quan tam nhigu dén san pham d6. Nhu vay qud
trinh mua sim 12 niem tin vao nhan hieu dugc hinh thanh theo tri thuc duge
linh hoi thu dong, ti€p dén la hanh vi mua hang, roi sau do ¢6 thé tiép dén
viec ddnh gid. Vi du mua muéi an, ngusi tieu dung it phai ban tam d6i véi loai
san phdm nay. Ho dén ctra hang va mua mét nhin hi¢u bit gip. Néu ho ¢8
tim nhan hi¢u cq, thi d6 chi la do théi quen, chu khong phéi la mot sy tung
thanh véi nhan hieu. Marketer can nhat la st dung gid ca va cdc bien phdp kich
thich tieu thu dé€ kich thich viec dung thd san phdm, vi ngusi mua khong gin
bé chat ché véi bat ky nhan hieu nao. Khi quang cdo chi nén nhan manh vao
mot vai diém then chst. Nhing biéu tugng va hinh anh rdt quan trong, bdi vi
chung dé nhé va gin lign v6i nhan hiéu va phai lap di lap lai nhigu Ian véi thoi
luong ngin pht hop véi trudng hop linh hoi tri thic thu dong.

Hanh vi mua tim kiém nhigu su da dang (variety- seeking buying behavior): 1a
hanh vi mua cda ngusi tieu dung trong tinh huéng sy tham gia ctia ngudi tieu
dung it ban tam, nhung khdc biét cdm nhan gitta cdc thuong hiéu rit ddng ké.
Trudng hop nay, ta thudng thdy ngusi tieu dung thay d6i nhan hiéu rdt nhitu
[an. Sy chuyén dich nhan hieu trong tieu ding a rat 16n, nhung la dé tim kiém
su da dang chit khong phai vi khong hai long, do vay chién lugc marketing véi
nhan hieu din diu thi trudng sé c6 ging khuyén khich hanh vi mua sém thong
thudng bing cich khong ché phan I6n khong gian trung bay hang, khong dé
xdy ra trudng hgp hét hang du tr va bao trg viec quang cdo nhic nhd thudng
xuyén. Véi nhan hiéu thach thie thi khuyén khich tim kiém sy da dang bing
cich chao gid thdp hon, phiéu titn thudng, dua mau hang mién phi va quang
cdo trinh bay nhing ly do nén thd nhitng thit mdi. Vi du mua banh bich quy,
ngudi tieu dimng c6 nhing niem tin nao d6, chon mot nhan hieu bich quy ma
khong can can nhic nhiey, khi tieu dung mdi danh gid né. Nhung lan sau
ngudi tieu dung dé c6 thé chon nhin hiéu khdc mot cach thoi m4i hay musén
ki€m mot huong vi khidc.

Tién trinh quyét dinh mua

Khii niem: Nghién cidu qud trinh thong qua quyét dinh mua sim lien quan
dén viec hoi ngudi tieu diing xem ho di Iam quen véi loai san phdm nay va cic
nhan hiéu tir khi nao, ho ¢6 niem tin d6i véi nhan hiéu nao, ho dé y dén sin
phdm nhu thé nao, ho lua chon nhan hiéu ra sao va sau khi mua ho hai long
nhu thé nio. Puong nhién 1a ngudi tieu diung c6 nhing cich thitc mua khic
nhau d6i véi bat ky mot sin phdm nh4t dinh nao.

Vi du khi mua mot mdy tinh ¢4 nhan, mot s6 ngudi tieu diung sé danh nhigu
thoi gian dé tim kiém thong tin va so sinh, mot s6 khéc thi di ngay dén cira
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Hinh 4.2

Tien trinh quyét
dinh mua cda
ngudi mua.

hang mdy tinh va mua b4t ky mot nhan hieu nao duge gidi thieu. Nhu vay la c6
thé phan nhém ngudi tieu dung theo cich mua sim, ching han nhing ngusi
mua ¢6 can nhic ky va ngusi mua theo ngiu hing. Va ciing ¢6 thé ap dung
nhing chién lugc marketing khic nhau d6i véi timg nhém do.

Lam the nao cic marketer lai c¢6 thé nhan ra nhing giai doan dién hinh
trong qud trinh mua sim mot san phdm nhat dinh bt ky nao? Ho ¢6 thé ty suy
xét vé hanh vi kha di cia ban than minh [phuong phdp tu suy xét). Ho c6 thé
phéng vin mot s6 it ngudi mua sim hang, de nghi ho cho biét nhing ditu gi da
din ho dén ché mua hang ([phuong phap hdi tudng). Ho c6 thé xic dinh nhiing
ngudi tieu dung c6 y dinh mua sin phdm d6 va de nghi ho néi ra nhang suy
nghi cda minh vé nhing budc thyc hien qud trinh mua sém sép i [phuong
phdp tham do). Hay ho c6 thé de nghi ngusi tieu dung mo ti cich mua sin
phdm ly tuéng (phuong phdp mo ta). Méi phuong phdp deu cho ta mot bic
tranh v cdc budc di trong qud trinh mua sim ctia ngudi tieu dung. Digu quan
trong la can tap trung vao toan b qué trinh mua hon la chi & giai doan quyet
dinh mua khong thoi.

Céc giai doan tién trinh quyét dinh mua: d¢ di dén hanh dong mua, ngusi

SX KH
sX |\ KH
. Trung gian |
_phanphdi |
SX KH
SX KH

tieu dung thong thudng trdi qua cdc giai doan: nhan biet nhu cau, um kiém
thong tin, ddnh gid cic phuong 4n, quyét dinh mua va hanh vi sau khi mua.

Tién trinh mua mo ti tdng qudt v day da hanh vi mua ctia ngusi tieu dung
khi mua mot san phdm phai tri qua t4t cA nam giai doan va méi busc caa qud
trinh mua ngudi mua phai c¢6 nhing quyét dinh cu thé ctia ban than minh.
Nhung trong thyc t€ khong nhat thiét phai bao ham day da cdc busc tren,
ngudi tieu ding ¢6 thé bé qua hay déo lon trat tu mot s6 giai doan. Piém chinh
y€u clia tién trinh nay giip biét dugc ngudi mua ¢6 nhing hanh vi khdc nhau
1a' do nguyen nhan nao? Muén hiéu dugc nhiing yéu t6 anh hudng cu thé nao
sé tdc dong trong timng thdi diém nh4t dinh dién ra trong “hop den” y thuc cta
ngudi mua can xem xét mot cich chi tiét cdc giai doan cu thé:

Nhan biet nhu cau: giai doan khéi dau qui trinh mua tir lic nguoi tieu dimng



y thic dugc vin de hoic nhu cau ma ban than mong muén dugc théa man.
Ngudi mua cam thdy c6 sy khdc biet gita tinh trang thyc t&€ va tinh trang mong
mudn. Nhu cau ¢6 thé bit ngudn tir nhitng tic nhan kich thich noi tai hay ben
ngoai. Mot trong nhiing nhu cau bén trong thong thudng cia con ngusi nhu
doi, khat, tinh duc, ting dian len dén muc ngudng va trd thanh mot nigm thoi
thuc. '

Theo nhitng kinh nghiem qud khi ngusi dé da biét cich gidi quyét niem
thoi thuc d6 va dong co ctia né sé hudng vao I6p d6i tugng c6 kha ning thoa
min dugc nigm thoi thuc dé. Bt ngudn tir mot tic nhan kich thich ben ngoai
deu c6 thé goi len mot van d@ hay nhu cau ctia ngudi tieu ding nhu mot ngudi
di ngang qua mot cita higu banh mi va hinh anh nhtng chi€c banh mi vira mdi
nudéng xong di kich thich lam cho ngudi d6 cam thdy déi, hay xem muc quang
cdo trén bdo, truyen hinh hdp din vé cic chuong trinh du lich, giai tri... Tat ca
nhing tic nhan kich thich nay deu c6 thé ggi len mot vin de hay nhu cau.

Cic marketer can phat hien ra nhitng hoan cinh ggi len mot nhu cau cu thé
bing cach thu thap thong tin tifr mot s6 ngudi tieu diing, dé c6 thé xdc dinh
duge nhitng tic nhan kich thich thudng gip nhdt da lam nay sinh sy quan tam
~ dén mot loai san phdm nao d6, sau d6 c6 thé hoach dinh nhitng chién luge
san phdm va dich vy, chuong trinh marketing hiéu qua thuac ddy nhu cau tré
thanh dong co mua hang ctia nguoi tieu diung.

Tim kiém thong tin: Sau khi ngudi tieu dung nhan ra nhu cau, ho sé bit
diu tim kiém them thong tin. Thong thudng, s6 lugng hoat dong tim kiém ctaa
ngudi tieu ding sé ting len khi ho chuyén tir tinh huéng giai quyét dén van de
c6 muic do sang tinh huong giai quyét van de triet dé. Cac nguon thong tin chi
yéu ma ngudi tieu dung tim dén va dnh hudng tuong d6i dén quyét dinh mua
sim ti€p sau dugc chia thanh bén nhom. Ngudn thong tin cd nhan: gia dinh,
ban beg, hang x6m, ngudi quen. Ngudn thong tin thuong mai: quang cdo, nhan
vién ban hang, dai ly, bao by, trién lam. Ngudn thong tin cong cong: cic phuong
tien thong tin dai chung, cdc t6 chidc nghién ciu ngusi tieu ding. Ngudn thong
tin thyc nghiém: s& mé, nghién cdu va dung thi. S6 lugng tuong d6i va anh
hudng cia nhitng ngudn thong tin nay thay déi tuy theo loai san phdm va dic
diém ctia ngudi mua.

Noi chung, ngusi tieu dung nhan duge nhieu thong tin nhét vé san phdm tir.
nhitng ngudn thong tin thuong mai trong tim kiém so4t ctia marketer [quang
cdo, chao hang, bao bi, 4n phdm...). Tuy nhién, ngudn thong tin c4 nhan lai
la nhitng ngudn ¢6 hiéu qua nhit. Méi ngudn thong tin thuc hien mot chic
ning khdc nhau trong mot mic do nao dé ve tic dong dén quyét dinh mua
sdm. Ngudn thong tin thuong mai thudng thuc hién chic nang thong bdo, con
ngudn thong tin cd nhan thi thuc hien chic ning danh gid hay khang dinh.

Dinh gid cdc phuong 4n: giai doan nay ngudi tieu ding da c6 tuong dé6t da
nhitng thong tin cin thiét d€ ddnh gid, lya chon cdc phuong 4n khédc nhau nhu
xt ly thong tin ve cdc nhan hiéu canh tranh roi dua ra phdn quyét cudi cung ve
gid tri nhu thé nao. C6 mot s6 qud trinh danh gid quyét dinh. Nhing mo hinh
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thong dung nht ctia qué trinh dénh gid cta ngusi tieu dung deu dinh husng
theo nhan thuc, nic la cho ring khi hinh thanh nhing xét doan ve san phdm,
ngudi tieu dung cht yéu dya trén co s y thuc va hop ly.

Ngusi tieu dung ¢ ging théa man nhu ciu biang cich tim kiém trong giai
phép cta san phdm nhing ich lgi nhat dinh. Ditu déng chd y 1a ho xem méi
san phdm nhu mot tap hop cdc dic tinh co ban: dac tinh ky thuat gom cong
thiic, thanh phan, mau sic, kich ¢5; dic tinh st dung gom do ben, thoi gian st
dung; dac tinh tam ly gom sy thodi mdi, tré, duyen dang, tu hao; dic tinh ket
hgp gom nhan hieuy, gid ¢4, dich vy, nhu véi khéch san gdm vi tri, tinh trang ve
sinh, khong khi, gid c4; véi nudc sic mieng gom mau sic, cong hieu, kha ning
sdt trung, gid, mii vi.

Ngusi tieu dung con nhin nhan nhiing tinh chat nao ¢6 kha ning dem lai
nhiing ich Igi quan trong hay ndi bat. Tuy nhien tinh ch4t néi bat nhat c6 thé
khong phéi la nhing tinh chdt quan trong nhat. Mot s6 tinh chat c6 thé ndi
bat len Ia vi ngusi tieu ding vira mdi xem mot quang cdo ¢ nhic t6i chung.
Hon nita nhang tinh chédt khong néi bat ¢ thé bao gom ca nhing tinh chat
ma ngudi tieu dung da quen mét, nhung khi dugc nhic dén thi lai cong nhan
la quan trong. Do vay mot san phdm thudng thi truding c6 thé dugc phan khuc
theo nhing tinh chdt dugc xem 1a quan trong nhat d6i véi cic nhém ngusi
tieu dung khdc nhau.

Nguoi tieu dung con c6 khuynh huéng xay dung nigm tin cta ho gin ket
v6i tinh chét sin phdm va hinh 4nh cta cdc nhan hieu nhu Mercedes la sang
trong, Lexus 1a sy hoan hio, nu6c hoa Chanel 1a quy phdi, quin Jean Dielsen la
chit tré, ca phe Trung Nguyen la sdng tao, stta Vinamilk la chat lugng quéc t€,
dau goi Xmen la dich thyc dan ong... Nhitng nigm tin vao nhan hiéu tao nén
hinh 4nh ve nhan hi¢u. Nigm tin vao nhan hi¢u cta ngusi tieu dung sé thay
ddi theo kinh nghiém ban than va tic dong ctia nhan thic ¢6 chon loc, bop
méo ¢6 chon loc va ghi nhé ¢6 chon loc. Nigm tin nhin hieu rat kho chiém
linh trong d4u ngudi tieu dung nhung rat mong manh, dé v&, néu nhing né
lue marketing khong bit nhip hoi thé thoi dai.

Quyét dinh mua: giai doan ddnh gid, ngudi tieu dung di hinh thanh sé thich
dai vsi nhiing nhan hieu trong tap lya chon. Ngusi tieu dung cing ¢6 thé hinh
thanh y dinh mua nhin hiéu wa thich nhat Tuy nhien con hai y&u t6 nia cé
thé xen vio gitta ¥ dinh mua va quyét dinh mua hang: thii do cta ngusi khdc
va nhiting yéu t6 hoan canh khic.

Thai d6 ctia nhing ngudi khidc: Muc do ma thdi d6 ctia nhang ngusi khic
lam suy yéu phuong 4n vu tién ciia mot ngudi nao d6 phu thuoc vao hai disu:
(1] mic do manh liet & thdi do phan d6i cda ngusi khac d6i vai phuong dn wu
tien ctia ngudi tieu dung va (2) dong co cta ngudi tieu dung lam theo mong
mudn cta ngudi khédc. Thai do phan d6i cia ngudi khdc cang manh va ngusi
khédc cang gan giai véi ngudi tieu dung thi cang c6 nhitu kha niang ngudi tieu
dung dieu chinh y dinh mua hang ctia minh. Trudng hop ngugc lai cang dung:
Muc do ua thich cda ngusi mua d6i véi mot nhan hieu sé ting len néu ¢6



mot ngudi nao d6, duge ngusi d6 va thich cing ung ho nhan higu nay. Anh
hudng ctia nhitng ngusi khic sé trd nen phdc tap khi ¢6 vai ngusi than can
v6i ngudi mua ¢6 y kién trdi ngugc nhau va ngudi mua lai mudn lam vui long
tit ca nhing ngudi dé.

Nhing yéu t6 hoan canh: khi ngusi tieu ding sdp stta hanh dong thi nhing
yéu t6 tinh hudng bat ngs c6 thé xudt hien dot ngot va lam thay déi y dinh mua
hang. Vi vay nhimng s& thich va tham chi ca nhang y dinh mua hang cang khong
phai 1a nhiing d4u hiéu hoan toan tin cay bdo trudc hanh vi mua hang. Quyét
dinh ctia ngusi tieu dung thay d6i, hoan hay huy bé quyét dinh mua hang chiu
anh hudng rat nhieu ri ro nhan thic duge. Mdc do rui ro nhan thic duge
thay d8i theo s6 tien bi nguy hiém, muc do khong chédc chdn cua cdc tinh chat
va muc do ty tin cia ngudi tieu dung. Ngusi tieu diing trién khai nhing bien
phép nhat dinh d€ giam bét rdi ro, nhu huy bé quyét dinh, thu thap thong tin
tir ban be, va nhing y&u t6 gay ra cam gidc bi rai ro & ngudi tieu dung, cung
cdp nhiing thong tin va hé trg dé lam gidm bdt ridi ro nhan thuc duge. Ditu
nay cho thdy cic hoat dong xuc tién ban hang nhu khuyén mai, mua hang giam
gid, qua ting, quang cdo, trung bay, dich vy ban hang rdt hiu ich trong viec tic
dong hanh vi mua cta ngudi tieu ding ' :

Dinh gid sau khi mua: hanh vi mua tiép theo cta ngudi tieu ding bi anh
hudng béi sy hai long hoac khong sau khi mua va st dung san phdm. Ngudi
tieu dung cang sé ¢6 nhing hanh dong sau khi mua va nhing cich st dung
san phdm ding dé cho cic marketer quan tam. Digu gi d4 quyét dinh trang
thdi nguoi mua rat hai long hay khong hai long véi mén hang da mua? Mic d¢
hai long ctia ngudi mua la mot ham cda muc do gan nhau gitta nhang ky vong
clia ngudi mua & san phdm va nhing tinh nang st dung nhan thuc duge caa
san phdm. Néu nhang tinh niang s dung ctia sin ph4m khong tuong xing vdi
nhiing ky vong ctia khich hang thi ngusi khach hang d6 sé khong hai long.
Neéu né didp ting dugc nhing ky vong d6 thi khach hang sé hai long. Néu né
vugt qua ky vong thi ngusi khdch hang do6 sé r4t hai long. Nhitng cam gidc nay
sé din dén hai trudng hgp khdc nhau, hoic 1a khdch hang sé mua san phdm do
nita va néi t6t cho ng, hoic la néi x&u vé san phdm dé véi ngusi khac.

Ngusi tieu dung hinh thanh nhing ky vong cda minh trén co s& nhitng
thong tin nhan dugc tir ngudi ban, ban bé va nhiing ngudn khdc. Néu ngusi
bin qud phéng dai nhing ich lgi, thi ngudi tieu dung sé cam thdy nhing ky
vong ctia minh khong dugc thuc hien va ditu d6 sé din dén sy khong hai long.
Ly thuyét nay cho ring, ngudi bin phai quiang cdo sin phdm ctia minh mot
cich trung thyc vé nhing tinh niang s& dung chic chin ctia n6é dé cho ngudi
mua sé cam thdy hai long. Cé nhiing ngudi ban, tham chi con c6 thé ha thdp
muic do cta nhiing tinh niang s& dung, dé cho ngudi tieu dung sé cam thay hai
long cao hon mong dgi véi san phdm dé.

Ngudi ban ¢6 thé lam ting miic do hai long bing cdch hita hen giao hang
vao 4 giG chitu rdi trong thyc t€ lai giao hang vao hic 2 gid chiey, hon la hita
hen giao hang vao 11 gid sdng, nhung roi mai dén 12 gid vin chua giao duge
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hang. Festinger va Bramel tin chéc riing cho dit mén hang da mua c6 duoc lua
chon ky cang nhit thi vin c6 mot sy khong ung y nao d6 sau khi mua: Khi
mot ngudi lva chon gita hai hay nhieu phuong an thi hiu nhu chic chin sé 6
nhitng diém ban khoan hay khong ung v, vi ngusi d6 biet ring quyét dinh ma
ngudi d6 thong qua c6 nhitng uu diém nhat dinh, nhung dong thai né cing c6
nhing nhuge diém nao d6. Hau nhu sau méi quyét dinh deu c6 diém khong
ung ¥ va ti€p d6 ho chic chdn sé im cich dé giam bét sy khong ung y do.
Nhang hanh dong sau khi mua, sy hai long hay khong hai long ctia ngusi tieu
diing véi sin phdm sé dnh hudng dén hanh vi tiép theo. Néu ngudi tieu dung
hai long thi xdc suat dé ngusi d6 sé mua sin phdm 4y naa sé lén hon.

Nhing s6 lieu ve viec lya chon nhan hi¢u 6t6 cho thdy c6 méi tuong quan
chit cheé giwa trang théi rat hai long v6i nhan hieu méi nhat da mua va y dinh
s¢ mua nhan hi¢u d6 nwta. Vi dy 75% s8 ngudi mua Toyota rat hai long va gan
75% c6 y dinh sé mua Toyota nita, 35% s6 ngusi mua xe Chevrolet nita. Khach
hang hai long cang sé c6 xu hudng chia sé nhang nhan xét t6t ve nhan hieu d6
v6i nhiing ngusi khic. Dung nhu 16i nhing marketer van thudng néi: “Khdch
hang hai long la cich quang cdo t6t nh4t ctia ching ta”. Neusi tieu dung khong
hai long thi phan ting khdc nhau. Nhing ngusi tieu ding khong ung y sé phan
ting theo mot trong hai hudng hanh dong. Ho ¢6 thé c6 ging lam gidm bet
muc do khong ung y bang cich viit bé hay dem tra lai san phdm d6 hay ho c6
thé c6 ging tim kiém nhing thong tin x4c nhan gia tri cao cta né (hay bd qua
nhing thong tin ¢ thé xdc nhan gid tri thap cta nd}.

Marketer can nim dugc day du t4t ca nhang cich ma ngusi tieu dung xit Iy
trudng hop khong hai long ctia minh. Nhing ngusi teu ding c6 thé lua chon
gitta viéc s& c6 hay khong c6 bét ky hanh dong nao. Trong trudng hop dau ho c6
thé hanh dong cong khai hay hanh dong rieng 1¢. Nhing hanh dong cong khai
bao gom viec khi€u nai v6i cong ty, dén gap luat su, hay khigu nai véi nhing
nhém khic c6 thé gitip ngudi mua c6 dugc sy hai long, nhu doanh nghiep, cic
¢d quan tu nhan hay nha nuéc. Hay c6 thé, ngusi mua chi thoi khong mua san
pham d6 nira [chon cdch r5i bd) hay bao dong cho ban beé {chon cich néi ra.
Trong tat c4 cdc trudng hop nay ngudi ban deu bi thiet hai vi da khong lam hai
long dugc khich hang. Cédc marketer c6 thé ¢ nhiing bien phdp nhim giam
dén muc t6i thi€u s6 nguoi tieu dung khong hai long sau khi mua.

Céc cong ty may tinh c6 thé gui dén nhing ngudi méi mua mdy tinh mot
bic thu chic mimng ho da chon duge mot mdy tinh t6t Ho c6 thé dua len
quang cdo nhing nguoi hai long v6i nhan hieu ciia minh. Ho ¢6 thé tha thiét
d& nghi khach hang gép y cdi tién va dua ra danh sich nhing dia diém bio
dam dich vi. Ho ¢6 thé viét nhiing tai lieu hudng din dé hiéu. Ho c6 thé gt
cho nhiing ngudi da mua mot tap chi c6 dang tii nhing bai viét ve nhing dng
dung méi ctia mdy tinh. Nhiang thong tin sau khi mua cho ngusi mua da ching
td 1 ¢6 téc dung lam gidm bét nhing trusng hop tra lai san phdm va hay don
dat hang40. Ngoai ra ho c6 thé dam bao nhiing kenh thuan ten dé khach
hang khi€u nai va d€ gidi quyét nhanh chéng néi bat binh ctia khach hang. Noi



chung, cic cong ty can dam béo t&i da nhing kenh dé khach hang trinh bay
khi€u nai v6i cong ty va xem d6 1a mot cdch dé khong ngting cai tién hang héa
va két qua hoat dong ctia minh. '

Marketer cting cian theo doi xem ngudi mua sé st dung va xi ly san pham d6
nhu thé nao. Néu ngudi tieu diing phat hién ra nhing cong dung méi caa sin
phdm, thi ngusi lam marketing cin quan tam dén chung, bdi vi ¢6 thé quang
cdo nhitng cong dung mdi d6. Néu ngusi tieu dung x€p x6 san phim dg, thi
nhu vay c6 nghia l1a san phdm d6 khong thuc sy théa min duge ho va nhing
161 truyen miéng sé khong gay git. Néu ho ban hay dem déi san phdm d¢, thi
muc tieu thy sdn phdm mdi sé bi giam. Néu ho wit bd san pham do, thi mar-
keter can biét ho da xit Iy n6 nhu thé nao, nhat 1a néu né c6 thé anh hudng xau
dén moi trudng (nhu cic rudng hgp vo lon bia va ta 16t dung mot lan).
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Tom Lit

Marketer can nghien ciu tinh hinh st dung va xi ly san phdm dé biet dugc
nhung van de va co hoi ¢6 thé ndy sinh. Viec hi€u duge nhing nhu cu va qud
trinh mua sim ctia ngudi tieu ding la hét stc quan trong, d€ c6 thé hoach dinh
dugc nhitng chién luge marketing c6 hieu qua. C6 bon nhom yéu 6 co ban
anh hudng dén hanh vi ngust mua la nhém yéu t6 van héa - xa hoi, nhém yéu
t6 ¢6 tinh chat cd nhan, nhom yéu 6 tinh trang kinh t€ va nhém yéu t6 ¢6 tinh
chat tam ly cuia ngusi tieu ding. '

Bing cich tim hiéu phuong 4n, quyét dinh mua va hanh vi sau khi mua,
marketer c6 thé phat hien ra nhang cich lam thé nao dé ddp wng nhang nhu
cau cua ngudi mua. Qua viec ndm dugc nhiing ngudi lam tham gia qud trinh
mua sim va nhang anh hudng chi yéu dén hanh vi mua sim caa ho ngusi lam
marketing c6 thé thiét k& dugc nhitng chuong trinh marketing ¢6 hiéu qué cho
cdc thi trudng muc tieu ctia minh.



Cau hot thao luan
(1} Nhang nhan t6 4nh huéng dén hanh vi mua hang cia ngu01 tieu dung?
Tam quan trong cua tirng nhan t6 d¢?
{2) Cdc loai hanh \/1 mua hang? Neu vi du minh hoa cho ting loai hanh vi.
(3) Mo ta chi tiét tién trinh quyét dinh mua hang cia ngusi tieu ding.
{(4) Hay quan sat hanh vi gc_)i‘ thitc uéng ctia ngusi tieu diing (na) trong mot

quin ca phe trong tinh huéng mot minh va nhém ban (nam & na). Giai thich
ly do nhitng khdc biet di xay ra.

[5]
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MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, nguoi doc c6 khd nang:

(1) Nhan dien dugc cdc yéu t6 tic dong dén hanh vi caa
ngudi mua la 6 chuc.

{2) Nhiing yéu t6 co ban cé dnh hudng dén hanh vi caa
ngudi mua la t6 chuc.

(3] Giai thich tién trinh quyét dinh cta ngudi mua-la 8 chue.

HANH VI NGUOI MUA
LA Td CHUC |

IIHI Il
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Gior thie
Gt thieu

Thi trudng cic doanh nghiép bao gdm cdc cd nhan va t8 chiic mua hang dé
phuc vu nhang muyc dich sin xuit ti€p, ban lai hay phan phéi lai. Cdc doanh
nghiep (ké ca cic t3 chic cta nha nudc va cic t6 chic phi 1gi nhuan) la thi

, truong nguyén lieu va vat tu, phu tiung thay thé, lip dat, thiét bi phu trg, vat tu
phu va dich vu.

Thi trudng cong nghiép mua hang héa va dich vu nham muyc dich ting muc
tieu thy, cit giam chi phi hay ddp ing nhiing yéu cau xa hoi va phép ly. So
vdi thi trudng ngudi tieu ding, thi trudng cong nghiép ¢6 it ngusi mua hon,
ngudi mua cé tam ¢& hon, va ngudi mua tap trung manh hon, viec mua sim la
do nhing ngudi c¢6 trinh do chuyén mon hon thlIC hién, va chiu tic dong cia
nhieu anh huéng hon.

Ngusi mua tu lieu san xudt thong qua quyét dinh theo nhitng cach khac
nhau tuy theo tinh huéng mua sim. Cé6 ba tinh huéng mua sdm: mua lap lai
khong thay déi, mua lap lai c¢6 thay ddi va mua sdm phuc vu nhiem vu méi
Don vi thong qua quyét dinh cda t8 chiic mua sim, trung tam mua sidm bao
gbm nhitng ngudi git mot trong sdu vai trd saw: ngudi st dung, ngudi anh
hudng, ngudi mua, ngudi quyét dinh, ngusi phe duyét va ngudi canh céng.

Cic marketer trén thi trudng tu lieu san xudt can bi€t: Ai 1a nhing ngusi
tham gia cha y&u? Ho ¢6 anh hudng déi véi nhing quyét dinh nao? Muc do
anh hudng twong doi cia ho ra sao? Mi ngudi tham gia quyét dinh st dung
nhing tieu chudn danh gid nao? Marketer tu lieu san xudt ciing can ndm viing
nhitng 4nh hudng cta cic yéu t6 moi trudng, t6 chitc, quan he cd nhan va cd
nhan tic dong trong qud trinh mua sém. -

Chuong nay sé d& cap dén cic thi trudng doanh nghiep san xu4t va thuong
mai ciing nhu gidi thieu tom hege thi trudng cdc té chiic va co quan nha nudc.
Ta sé nghién cdu nam cau héi: Ai tham gia thi trudng nay? Ngusi mua thong
qua nhiing quyét dinh mua sidm nao? Ai tham gia qud trinh mua sdm? Nhing
anh hudng chi yéu dén ngudi mua la gi? Ngusi mua thong qua quyét dinh mua
sdm cda minh nhu thé nao?



Thi truomg va hanh vi mua
clia cdc 10 chuc

Khai niém ve thi truang cdc td chuc

Thi truding cdc t6 chiic sin xudt gdm tdt ci nhing t6 chiic mua hang héa va
dich vy dé st dung vao viéc san xudt ra cic sin phdm khac hay nhang dich vu
dé€ bdn, cho thue hay cung tng cho nhitng ngusi khéc.

Nhiing nganh cha yéu hgp thanh thi truding cic t6 chic 12 nong nghiep, lam
nghiep va ngu nghiep, gia cong ché bién, xay dung, giao thong van ti, thong
tin lien lac, cong trinh cong cong, ngan hang, tai chinh va bao hiém, luu thong
phan phéi va dich vu. Mot s6 dang thi trudng t8 chuc:

- Thij trudng cong nghiép gdm cdc t3 chitc mua san phdm d€ san xudt ra cic
san phdm khac nhim muyc dich cung iing cho ngudi tieu dung. Vi du cdc
cong ty Toyota, Mercedez, Boeing, Airbus...

- Thi trudng cdc nha bdn 1é gobm cdc c4 nhan hoic t8 chic mua san phdm
dé ban lai cho ngudi khdc véi muc dich kiém 16i: trong nuéc CoopMart,
MaxiMart, CitiMart, Big-C, Metro, Vinatex, G7Mart, Shop and Go..., nudc
ngoai: WalMart, Carrefour, Cosco, Target, Seven-Eleven, AM&PM...

- Thi trudng cdc co quan chinh phd: cdc don vi hanh chinh tir trung wong
dén dia phuong, mua hay thué nhang sin phdm va dich vu can thiét dé thuc
hién chiic ning co ban theo phan cong ctia chinh phi.

Chuing ta sé chi tim hiéu sau vao dic diém khdc biet va tién trinh mua hang
thj trudng cong nghiép gdm cdc doanh nghiép san xust. Rieng cic thi trudng
khic sé chi neu nhing déc trung co ban.

Dac diém co ban thi trudng cdc doanh nghiép san xudt

Quy mo thj truong: khéi lugng danh muc hang héa ban cho cic doanh
nghiép 16n hon so véi trudng hgp ban cho ngusi tieu dung.

Khéi lugng tign luu chuyén ldn trong tirng thuong vu giao dich mua ban va
¢6 tinh 6n dinh.

Vi du nhigu thi trudng cic doanh nghiép c6 dac diém la ty le tap trung nguot. -
mua rit cao, mot vai ngudi mua tim c& chiém gin hét kh61 lugng mua: xe co '.
gidi, dong co mdy bay, miay ATM...

Cau truc thi truong: it ngusi mua hon, s6 luong khach hang it va tam ¢6

~ lon, thong thudng c6 quan he kinh doanh dai han. Vi du doanh s6 cia cong ty
- v8 xe Michelline phy thuoc hoan toan vao viec nhan duge don dit hang cta

* mot trong ba hang sin xudt 6to l6n ca Phdp, Pric va Y. Nhung khi Michelline
ban v6 xe thay the cho ngudi tieu dung thi n6 ding trudc mot thi trudng tigm
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ning cta 400 trieu ngudi’EU ¢6 xe oto: -

Quan he chit ché gita ngudi cung dng va khdch hang: do ¢6 it khach hang
va tam quan trong cung quyen lyc cia nhitng khach hang tam cg, ta thdy c6
nhimng méi quan he chit ché gitta khich hang va ngusi cung tng trén thi
trudng cdc doanh nghiép. Nguoi cung dng thudng sin sang cung cip hang hoa
theo y khach hang che timng nhu cau-ca doanh nghiep khach hang. Cic hop
dong deu don ve nhiing ngudi cung dng nao dam bao dugc nhing quy cich
ky thuat hang va yeu cau giao hang ctia ngudi mua. Nhitng ngudi cung ng sin
sang tham dy nhting hoi nghi.chuyen de do doanh nghiep khach hing t6 chuic
dé biét dugc nhing yeu cau chat lugng va mua sim cia ngudi mua. Ngudi mua
tap trung theo viing dia ly: cic doanh nghiép mua hang thong thusng tap trung
vao khu cong nghiep, khu sén xust ché bién nong san..la trong diém. Tai Viet
Nam, thi trudng nay tap trung tai KCN Dong Nai, Binh Duong, Ha Noi, Can
The, Da Néng. Viec tap trung cic nha san xu4t theo ving dia ly gép phﬁn gidm
bét chi phi ban hang cho doanh nghiep.

Nhu ciu phit sinh: nhu cau vé hang tu lieu sin xu4t bit ngudn tir nhu ciu
ve hang tieu diing. Chdng han nhu ngudi ta mua da séng la vi nguoi tieu ding
mua giay va nhing mit hang da khdc. Néu nhu nhu cau vé nhing hang hoa
tieu diung d6 gidm di thi nhu ciu v tdt ci nhang the hang tu lieu san xust

“tham gia vao qu4 trinh sin xudt ra chiing cang gidm theo. Vi vy, nhiing ngudi
_hoat dong tren thi trudng cdc doanh nghiep phai theo doi chat che tinh hinh
mua sim cda ngudi tieu dung cudi ciing.

Nhu cau khong co gian: t8ng nhu ciu c6 kha ning thanh todn ve nhizu mat
hang tu lieu san xudt va dich vy khong chiu tic dong nhitu cta nhing bién
dong gid ca. Nhitng ngudi sin xuat giay sé khong mua nhitu da thuoc hon khi
gid da gidm. Ho cing khong mua it da thuoc di khi gid da tang, trir khi ho 6
thé tim dugc nhing vat lieu thay the da thuoc. Nhu cau dic biet khong co gidn -
trong nhing khoang thoi gian ngin vi nhing pguéi san xuit khong thé thay -
ddi nhanh cdc phuong phdp sin xu4t ctia minh. Nhu cau v& nhitng mat hang
chiém ty le nhé trong tdng chi phi cda san phim cing khong co gidn. Vi dy,
gid khoen gidy ting thi ciing chi tic dong dén tdng nhu ciu ve khoen. Trong
khi d6 nhitng ngudi sén xu4t c6 thé thay déi ngudi cung tng khoen cia minh
do c6 chénh lech gid.

Nhu cau bién dong manh: nhu ciu ve hang tu lieu sdn xudt va dich vy c6é xu
huong bién dong manh hon nhu cu ve hang hod va dich vu tieu dung, Dieu
nay dic biet dung d6i véi nhu cau ve gid nha mdy va thiét bi méi. Véi mot ty
l¢ phan tram ting nhu cau cua ngusi tieu ding c6 thé dan dén mot ty le phan
tram l6n hon nhitu v& nhu cau d6i véi nha mdy va thigt bi can thiét d€ san
Xudt ra san lugng ting them d6. Cdc nha kinh t€ goi hien tugng nay 1a nguyen
Iy gia t6c. Doi khi nhu cau ctia ngusi tieu ding chi ting c¢6 10% cing c6 thé
lam ting nhu cau tu lieu sin xudt trong ky téi len dén 200%. Nguoc lai, néu
nhu cu ctia ngudi tieu ding chi gidm di 10% thi cing dt d€ lam suy sup hoan
toan nhu cau v& hang tu lieu san xust Do vay nhitu ngudi hoat dong trén thi



truong ciac doanh nghiép phai da dang hoa san phdm va thi trudng ctia minh
dé dam bao muc tieu thu can bing hon trong chu ky kinh doanh. :

Nguoi di mua hang 1a ngudi chidyén nghiep: hang tr lieu san xudt deu do
nhan vien cung ung dugc dao tao di mua. Ho hoc tap su6t doi € hanh nghe
ctia minh sao cho mua hang ¢6 lgi nhat. Véi con méit nha nghe va ning luc
¢ii hon ve dinh gid cic thong tin ky thuat s¢ dam bio mua hang c6 hieu qua
hon ve chi phi. Ditu d6 c6 nghia la nhéng ngusi hoat dong tren thi trudng cdc
doanh nghiép phai cung <&p va nim viing nhizu s& lieu ky thuat hon ve san
phdm ctia minh va sén phdm ctia cdc d6i thi canh tranh.

Nhieu ngusi anh hudng dén viec mua hang: thong thuong, s6 ngudi ¢6 anh
hudng dén quyet dinh mua tu lieu san xudt nhiu hon so vdi trudng hop quyét
dinh mua sim cda ngudi tieu dung. Trong viec mua sim nhing th hang quan
trong thudng 1a c6 mot hoi ddng mua sdm gdm nhiing chuyen vien ky thuat
va tham chi cd cdp quan tri co's6 nia. Do d6, nhing ngusi hoat dong tren thi
trudng cic doanh nghiep phéi cit nhiing dai dien ban hang dugc dao tao ky va
thudng la ca mot tap thé ban hang dé lam viec v6i nhiing ngudi mua c6 trinh
do nghiép vu giéi. Mic di quang cdo, kich thich tieu thu va tuyen truyen gia
mot vai trd quan trong trong nhiing bien phdp khu’yér'l mii tu lieu san xudt, viec
ban hang tryc tiép vin la cong cu marketing chinh.

Nhung dac di€m khdc: nhang dic diém phu cta vlec mua sdm tu lieu san
xudt. Mua tryc ti€p: nhing ngudi mua ta héu san xudt thu:dng hay mua tryc
ti€p ctia nhiing nha san xuit chi khong qua trung gian, nhdt la nhing mat
hang phuc tap've ky thuat hay dit titn, nhu mdy chu vi tinh hoic mdy bay. Trao
ddi: nhing ngudi mua tu lieu sén xudt thudng lya chon nhitng ngudi cung ting
cing mua hang ctia minh. Vi dy, nhu nha san xust gidy thusng mua héa chat
ctia mot cong ty héa chdt 6 mua mot s6 lugng gidy ding ké ctia minh. Thue
mudn: nhigu ngudi mua tu lieu san xudt di thug¢ thiét bi cho minh, thay vi mua
ching. Phuong thic nay thudng dugc dp dung d6i v6i méy tinh, may méc lam
gidy, thi¢t bi dong g6i, mdy xay dung hang ning, xe giao hang, mdy cong cu va
xe 0t6 cda cong ty. Ngudi thue sé c6 dugec mot s6 diém loi [a khong mat von,
¢6 dugc nhang san phdm t6i tan nhét cta nguoi ban, duge hudng dich vu tot
~ hon va duge lgi mot chitng muc nao d6 ve thu€ Ngudi cho thue thudng cé’
dugc thu nhap rong 16n hon va c6 kha ning ban duge hang cho nhing khach
khong c6 du tien mua ngay.
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Hanh vi NguvL mud hang L

cdc 10 chiic doanh nghigh san xuat

~ Mo hinh hanh,vi mua sam cia cic doanh nghiép san xuat

" Dya trén noi dung ctia mo hinh hanh vi mua hang ctia ngudi tieu dimng; tuy -
vay nhimng thanh t6 tic dong cda cdc tic nhan moi trudng, tic nhan kich thich
marketing vao ban than ngudi mua va hanh vi dap tra cia ngudi mua c6 nhiing

diém khic nhat dmh

Cac dang chinh cia hanh vi mua cia doanh nghiép san xuét

‘Mua lap lai khong co thay déi

La mot tinh hu6ng mua sim trong do bo_phan cung ung dat hang lai theo
nhu thudng I¢ (vin phong phdm, héa chat dé rsi). Ngusi di mua lua chon
ngudi cung ung trong “danh sich da dugc duyet”, cé tinh dén muc do thoa

man cta ho trong nhing fan mua trugc.

Nhing ngudi cung tng “dugc chon” ¢4 ging duy tri chat lugng sin phdm va
dich vu. Ho thudng de nghi st dung he thong don dat hang lap lai tw dong dé
nhan vien cung ing khong m4t thei gian lam tha tuc dat hang lai. Nhiang ngusi
cung tng “khong dugc chon” thi ¢6 ging chao mot mat hang méi hay loi dung
trudng hgp ngudi mua khong hai Tong dé€ ho sé xem xét dén viec mua mot s6

lugng nao d6 ctia minh.

Nhitng ngudi cung tng khong dugc chon ¢4 ging gianh cho duge mot don
dat hang nhd rdi sau d6 dan dan phén d4u ting “ty le hang mua” ctia minh.

Mua l3p lai co thay déi

La tinh hudng trong d6 ngudi mua mudn thay ddi quy cich san phdm, gid

c4, yéu cu giao hang hay nhitng ditu kien khic.

Tinh hudng mua lap lai c6 thay d6i thudng lien quan dén quyét dinh bé
sung ve nhitng ngudi tham gia ctia ca hai ben, ben mua va ben bén.

Nhiing ngudi cung ing duge chon trudc day bit dau lo ling va buoc phai ¢6
gang gitt khach. Nhing ngudi cung tng khong dugc chon trude day thiy c6 co
hoi d€ dua ra don chao hang c6'lgi hon nhim gianh ldy méi lam an méi.

Mua sam phuc vu nhiém vu méi

- La tinh huéng ngusi mua phai mua mot san phim hay dich vu Ian diu tien
(xay dung vin phong, he théng via khi méi). Chi phi hay rti ro cang Ién thisg
ngudi tham gia quyét dinh cang dong, khéi lugng thong tin can thu thap cang -

Ion, vi the ma thoi gian dé hoan it quyét dinh dai hon.



Tinh huéng mua sim phuc vu nhiém vu méi la mot co hoi va thich thuc
l6n nh4t d6i vai ngusi hoat dong thi trudng. Ho ¢6 ging tim cdch ti€p can cang
nhieu ngusi c¢6 anh hudng dén chuyén mua sdm cang t6t va ¢6 ging cung cdp
nhing thong tin hiu ich va hé trg them. '

Do tinh chat phuic tap cia viec ban hang trong tinh huéng mua sdm phuc
vu nhiém vu mdi, nhieu cong ty da st dung mot luc lugng ban hang va tuyen
truyén gdm nhdng nhan vién ban hang giéi nhat ctia minh.

Qu4 trinh mua sim phuc vu nhiem vy méi phai trai qua mot s6 giai doan.
Ozanne va Churchil da xdc dinh duge nhing giai doan d6 1a biét dén, quan
tam, d4nh gid, dung thit va chadp nhan. Ho phit hién ra riing cdc cong cu thong
tin c6 hieu qua thay déi theo ting giai doan. Phuong tién thong tin dai ching
la quan trong nhit trong giai doan quan tam. Cdc ngudn thong tin ky thuat [a
quan trong nhat trong giai doan dinh gid. Cdc marketer phai st dung nhiing
- cong cu khdc nhau cho ting giai doan ca qué trinh mua sdm phuc vu nhiem
vu moi.

Nhimg ngudi mua hang trong td chuc

Nhiém vu mua sdm cda té chitc mua thong thuong 1a trung tam mua sim
“t4t ca nhitng cd nhan hay tap thé tham gia vio qud trinh thong qua quyét dinh
mua hang, ¢6 chung nhiing muc dich va ciing chia sé nhiing rdi ro tit nhing
quyét dinh do

Trung tam mua sim gdm tit ci nhang thanh vien ctia t6 chutc c6 giir bat ky
mot vai trd nao trong sdu vai trd thuOc qud trinh thong qua quyét dinh mua
hang:

- Ngudi st dung: la nhtmg ngudi sé stt dung sian phdm hay dich vu do.

Trong nhitu trudng hop, ngudi st dung de xudt viec mua hang va giip xdc

dinh quy cich ky thuat ctia san phdm.

- - Ngudi 4nh hudng: la nhang ngudi ¢6 anh hudng dén quyét dinh mua
sim. Ho thuong gitip xdc dinh quy cdch ky thuat va cang cung cép thong tin
dé ddnh gid cic phuong an. Cac nhan vién ky thuat thudng 1a nhing ngudi
anh hudng quan trong.

- Ngudi quyét dinh: Ia nhing ngudi quyét dinh nhitng yeu cau v san phdm
va/ hay vé nhiing ngudi cung tng.

- Ngudi phe duyet: 12 nhiing ngusi phe chudn nhtmg de ngh1 clia ngusi

quyét dinh hay ngudi mua.

- Ngusi mua: 1a nhang ngusi chinh thitc dugc quyen lya chon ngudi cung
ung va thuong lugng nhitng ditu kien mua hang. Ngudi mua c6 thé gidp
hinh thanh nhiing yeu ciu vé quy cich san phdm, nhung ho vin git vai
trd chit yéu trong viéc lua chon ngudi ban va thuong lugng. Trong nhiing
trudng hgp mua ban twong d6i phuc tap, ngusi mua ¢6 thé bao gom ca -~
nhitng nha quan tri cdp cao tham gia thuong lugng.

- Ngudi canh cdng: la nhitng ngudi c6 quyen chin khong cho nhing ngusi
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bdn hay thong tin ti€p can nhing thanh vien ctia trung tam mua sim. _

Trong b4t ky t8 chic nao cing vay, trung taim mua sim c6 s6 luong va loai
ngudi tham gia khdc nhau déi véi nhing I6p san phdm khdc nhau. Vin de
quan trong can xic dinh: Ai 1a nhing ngusi tham gia cht yéu vao viec quyét
dinh? Ho ¢6 4nh hudng dén nhing quyét dinh nao? Muc do anh hudng ctia ho
ra sao! Ho sit dyng nhitng tieu chudn dinh gis nao? Khi trung tim mua sdm
c6 nhitu ngudi tham gia thi ngudi hoat dong tren thij trudng cic doanh nghiep
khong c6 da thoi gian va tign bac dé tiép. can t4t ca ho ma chi tiép can nhing
ngudi ¢6 anh hudng quan trong dén viec mua sim. Nhing ngusi bén tuong d6i
lén hon thi ¢6 ging ti€p can cang nhidu ngusi tham gia mua sim cang t6t

Cac yéu td anh hudng hanh vi mua ciia td chiic

Nhang ngusi mua tu lieu sin xust phai chiu nhizu anh hudng khi ho thong
qua cdc quyét dinh mua sdm cda minh. Webster va Wind da phan loai cdc 4nh
huéng khdc nhau dén nhing ngusi mua tu lieu san xudt thanh bén nhom
chinh: moi trudng, t6 chiic, quan hé¢ gitta cic cd nhan va cd nhan.

Cac yéu t6 moi truong :

Nhing ngudi mua tu lieu sin xudt chiu anh huéng r4t 16n béi cic yéu t6
moi trudng kinh t€ hién tai va sdp t6i, nhu mutc cau chd yéu, quan diém kinh
t& va gid tri cia dong tien.

Trong mot nen kinh t€ suy thodi, nhing ngudi mua tu lieu san xudt gidm
bt viec dau tr vao nha mdy, thiét bi va dy tre. Nhing ngusi hoat dong mua tu
ligu sdn xudt giam bot viec dau tu vao nha mdy, thiét bi va dy trit. Nhang ngudi
hoat dong trén thi trudng cdc doanh nghiep chi ¢6 thé kich thich duoc doi chut
nhu cau dau tr d6. Nhitng hoat dong tréen thi trudng cic doanh nghiep chi 6
the kich thich dugc doi chit nhu cau dau tu d6. Ho chi ¢6 thé phén dau quyét
liet hon d¢€ tang hay giw viing phan nhu ciu d6i v6i minh.

Nhitng ngusi mua tu lieu san xudt cing chiu tic dong ctia nhing su phdt
tri€n vé cong nghe, chinh tri va canh tranh trong moi trudng. Ngusi hoat dong
trén thi trudng cdc doanh nghiép phai theo doi t4t ca nhing huc luong nay, xic
dinh xem ching téc dong nhu thé nio dén ngudi mua va ¢6 géng bién nhing
vén d& thanh nhitng co hoi.

Cac yéu té t6 chuc

Msi t6 chitc mua hang deu c6 nhing muc tieu, chinh sédch, tha tuc, co csu
té chiic va cdc he théng rieng cia minh. Ngudi hoat dong tren thi trudng cdc
doanh nghiép phéi tim hiéu ching. Thuéng nay sinh nhing cau héi nhu: c6
bao nhi¢u ngudi tham gia vao quyét dinh mua siém? Ho Ia nhing ai? Tieu
chudn dinh gid cda ho nhu thé nao? Nhitng chinh sich va han ché cta cong
ty d6i v6i ngudi mua la gi?

Nhing ngudi hoat dong tren thi trudng cic doanh nghiep phai luon tinh tio



v6i nhiing xu huéng t6 chic sau day trong linh virc mua sam:

Nang cdp bo phan cung ting: nhiing bo phan nay da chuyén tit b phan cung
tng theo kiéu ci, chi chu trong dén viec mua dugc ré nhat thanh bo phan mua
sim c6 nhiem vu tim kiém gid tri t6t nhat tir s6 ngudi-cung ung it hon va t6t
hon nita.

Cung tng tap trung: trong nhing cong ty c6 nhitu chi nhanh, toan bo viec
cung dng deu do cdc chi nhanh thyc hién rieng ré vi cdc nhu cau cta ho khong
giéng nhau. Nhung gin day cdc cong ty da bit dau tr6 lai tap trung cong tic
cung dng trong mot muc do nao d6. Cic co quan dau nio xdc dinh nhitng vat
tu cin mua cho mat s& chi nhanh con thi mua tap trung. Nhu vay la cong ty
ddm nhiem phan I6n cong tic cung dng. Ting chi nhdnh ¢6 thé mua hang tir
nhang ngudn khéc, néu c6 thé ky duge hgp dong t6t hon, nhung néi chung
thi viec cung ting tap trung sé tiét kiem dugc nhigu cho cong ty: sieu thi, trung
tim mua siam... . ) )

Hop dong dai han: nhiing ngudi mua tu lieu sén xust ngay cang hay cha
dong d& xust hay chdp nhan nhing hgp dong dai han véi nhing ngudi cung
tng tin cay. Ho ¢6 thé nhap cdc don dat hang tryc tiép vao mdy tinh va cic don
hang sé dugc truyen ty dong dén nhting ngudi cung tng nhu cita hieu sich,
bénh vién...

Dénh gid thanh tich cung dng: ngay cang c6 nhitu cong ty dinh ra cic ch&
do khen thudng d€ thudng cho nhiing ngusi quan ly cung tng ¢6 thanh tich
mua sim t6t, rat giong cich cdc nhan vien bdn hang dugc thudng vi c¢6 thanh
tich ban hang t6t. Nhing ch€ do nhu vay sé kich thich nhang nha quan tri
cung tng ting cudng stc ép clia minh dé nhitng ngudi ban chdp nhan nhiing
ditu kien ¢6 loi nhit. Nhang yéu t6 quan hé trung tim mua sim thudng gom
¢6 mot s6 ngudi tham gia ¢6 mic do quan tam, quyen han va stic thuyét phuc
khdc nhau.

Nhimg yéu t6 ca nhin

M6i ngudi tham gia vio qud trinh mua sim deu c6 nhing dong co, nhan
thutc va sé thich rieng cia c4 nhan minh. Nhiing yéu t6 nay phu thugc vao tudi
tic, thu nhap, trinh d6 hoc vin, trinh do6 ngh nghiép, nhan cdch, théi do dei
vdi i ro, va van hoa ca ngusi tham gia.

C6 nhitng ngudi mua “thich moi chuyén deu don gidn”, nhing ngudi mua
“t4 ra minh la chuyén gia”, nhing ngusi mua “muén thy t6t nhat” va nhiing
ngudi mua “mudén moi thi deu dadm bao”.

Mot s6 ngudi tré tudi, ¢ trinh do dai hoc rit say me mdy tinh va trugce khi
Iira chon, ngudi cung dng tién hanh phan tich cin ké trén mdy t4t ca don chao
hang canh tranh. '

Mot s6 ngudi mua khéc 14 nhitng ngudi “sat d4” thuoc phai ky cuu va hay
choi trdo dé€ nhiing ngusi ban dung d6 nhau. :

Nhitng ngudi hoat dong kinh doanh trong thi trudng cic td chic phai biét
nhitng khach hang cia minh va digu chinh chién thuat ctia minh cho phu hgp
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véi nhting dnh hudng da biét cia cic yéu t6 moi truong, 8 chuc, quan he c4
nhan va cd nhan dén tinh huéng mua hang.

Cac budc cia tién trinh mua cia doanh nghiép san xuat

V& co ban, tién trinh mua ctia ngudi mua tu lieu sdn xudt cing bao gdm céc
budc tuong tu tién trinh mua ctia ngudi tieu dung. Do dong o, hinh thc, cdc
yéu t6 dnh hudng khic nen tieu chudn chon lya san phdm, nhan hieu va quyet
dinh mua ¢6 khdc nhau. Thong thudng theo 8 budc:

1.'Y thuc van de.

2. Mo ta khdi quit nhu cau.

3. Xdc dinh quy cach san phdm.
4. Tim kiém ngudi cung ung.

5. Yeu cau chao hang.

6. Lya chon ngudi cung ung.

7. Lam tha tuc dat hang.

8. Ddnh gid két qua thuc hien.

Y thuc van dé: qua trinh mua sim bét dau khi c6 mot ngudi nao do trong
cong ty y thitc duge mot van de hay nhu cau 6 thé dap ung dugc bing cich
mua mot loat hang héa hay dich vu. Y thuc vin de c6 thé Ia ket qua tic dong
ctia nhing tic nhan kich thich ben trong hay ben ngoai.

Trong n¢i bo thi nhing sy kien phd bién nhat din dén y thic duge van de:
nhu cau trang thiét bi, nguyen lieu can thiét va vat tw dé san xust sin phdm
mdi, cd hoi ki€m dugc gid ha hon va chét lugng t6t hon...

Tur ben ngoai ngudi mua c6 thé ndy ra nhing y tuéng mdéi khi xem trién
lam thuong mai, xem quéng cdo hay ti€p mot dai dien ban hang d4 chao mot
san phdm 6t hon hay gid ha hon. Nhing ngusi hoat dong tren thi trudng cic
doanh nghiép c¢6 thé kich tluch dé y thuc dugc bing quéng cdo, tham khach
hang trién vong...

Mo ta khai quat nhu cau: Sau khi v thic duge nhu ciu, ngudi mua phai
tién hanh xdc dinh nhing dic diém chung va s§ lugng mit hang ¢6 nhu cau.

V6i nhing mit hang phuc tap thi ngudi mua phai ciing véi nhing ngusi
khdc, nhu cdc ky su, ngudi sit dung v..v. xdc dinh nhing dic diém chung. Ho s&
phéi xic dinh tam quan trong ctia d¢ tin cay, do ben, gid va cac tinh chat mong
mudn khic lien quan dén mua va sit dung tu lieu sin xust.

Trong giai doan nay, nhu cau thong tin rat I6n, do vay cdc marketer phai
cung cdp day dit thong tin, tin tinh va trung thyc gitip ngudi mua trong viec
xdc dinh nhanh va chinh xic nhu ciu san phdm va dich vu. Ditu nay sé gidp
tao ditu kien chon lya cic giai doan sau.

Panh gia cac dic tinh: viec danh gid cdc dic tinh tu lieu san xu4t (TLSX)
dugc thyc hien bdi mot nhém cdc chuyen gia ky thuat do cong ty quyét dinh.



Nhiem vu cta ho 1a dua vao phan tich gid tri khong chi & phuong dien ky
thuat ma ca phuong dién kinh t& dé xdc dinh sin phdm tu liéu sin xudt can
thiét. Trong qu4 trinh phan tich gid tri - chic ning ngudi ta thudng nghién ciu
nhing vin de sau:
- (1) Nhitng gid tri ma viec stt dung c6 thé dem lai cho ngudi st dung?
(2) Tuong quan gita chi phi cho viéc st dung va lgi ich dem lai?
(3) Nhu cau st dung ¢6 can dén tat ci dic tinh ma né <6 khong?
(4) Nhitng san phdm thay the ddp ung day da hon nhu cau du kién?
(5) Co thé cheé tao chi tiét dang tim ki€m c6 chi phi it hon?
{6) Co thé lua chon dé st dung hang tieu chudn sin co?
(7) Trang bi cong nghe caa san xudt c6 phu hop vdl cong dung cta né
khong theo quan diém khéi lugng nhu cau?
(8] Nhiing chi phi vat tu nhan cong, chi phi chung va chiét khiu lgi nhuan
¢6 nim trong gid thanh? :
(9) Co thé ki€m dugc hang gid ré hon & ngudi cung dng tin cay khac? -

Giai doan nay phit sinh nhiing mau thuin d6i lap gita ngudi cung ung va
ngudi mua, trong d6, mot ben 1a ngudi cung ng phai chuing té dang cung cdp
dau vao 6t nhat dung mong doi va ngudi mua s& dung nhing tieu chi tren dé
chon lya d6i tic.

Tim ki€m nha cung ung: giai doan nay ngudi mua c6 ging phdt hién
nhing nha cung ung thich hgp nhat. Ho phan tich cdc cong ty cung ung dya
vao ngudn thong tin co ban: cdc 4n phdm thuong mai, quang cdo, dién thoai,
internet, qua ti€p xuc véi nha cung dng va thong tin noi bo sén c6 dé phan tich
xé&p hang cic nha cung ung thich hgp. Ngusi ban can cung cdp day da thong
tin san phdm, uy tin nhan hi¢u cong ty nham gidp cho ngudi mua quyét dinh
hop Iy nhat.

Yéu ciu chao hang: giai doan niy ngusi mua sé mdi nhiing ngudi cung ung
du tieu chudn gdi ban chio hang. Mot s6 ngudi cung tng sé chi gl catalog
hay ¢t dai dien ban hang dén. Trong trudng hgp mat hang phuc tap hay dit
tien, ngudi mua sé yéu ciu titng ngudi cung ung dd tieu chudn gdi vian ban
chao hang chi tiét. Ngudi mua sé loai b6t mot s6 ngudi cung tng, con lai lam
ban trinh bay chinh thic. Cdc marketer hoat dong tren thi trudng cic doanh
nghiép phai ¢6 di trinh do chuyen mon dé nghien ciu, viée va trinh bay ban
chao hang. Nhitng ban chao hang ctia ho phéi la nhing vin ban marketing,
chit khong phai la van ban ky thuat. Céch trinh bay miéng phai tao dugc nitm
tin. Ho cin xdc dinh vi tri cda ning luc va cdc ngudn tii nguyén cta cong ty dé
dam bio ding vitng trong canh tranh.

- Lua chon nha cung ung: giai doan nay cic thanh vién trong trung tam mua

hang sé nghién citu cic ban chiao hang va chuyén sang chon lya ngusi cung
tng. Trung tam mua sim s& xic dinh nhing tinh chdt mong mudén & ngudi
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cung dng va néu 16 tim quan trong tuong d6i cta chuing. Trung tim mua
sim sé x€p hang nhing ngudi cung ing theo nhiing tinh chat nay va xdc dinh
nhiting ngudi cung ing hdp dan nhét: uy tin nha cung ung, chat lugng va ching
loai hang héa, dich vu ky thuat, phuong 4n giao hang, gid ca hang hoa, trinh
do chuyen mon ngudi bén, dieu kien thanh todn, cic quan he cd nhan...Cic
trung tam mua sim ciing ¢6 thé quyét dinh sé s dung bao nhitu ngusi cung
ting. Nhitu doanh nghiep thich sit dung nhigu nha cung ting d€ ho khong phu
thuoc hoan toan viao moét ngudi cung tng va cing cé thé so sanh gid ca va ket
qua thyc hién ctia nhiing ngudi cung ting canh tranh. Ngusi mua thuong don
phan Ién don dat hang cho ngudi cung ung t6t nhat. Vi du mot khéach hang
c6 thé mua 60% cia ngudi cung dng t6t nhat va 30% va 10% tuong ung cha
nhiing ngudi-cung ung khdc. Ngudi cung tng t6t nhat sé phai nd luc bao veé vi
tri hang dau cta minh. Con nhing ngudi cung ng thuoc cic hang sau thi ¢6
«= gng ting phan cung dng cda minh.

Lam tha tuc dat hang: sau khi lya chon xong nhan vien mua hang sé thuc
hign cdc tha tuc ddt hang véi mot hay nhigu nha cung dng. Bay gid ngudi mua
thuong lugng ve don dit hang cu6i cing véi nhing ngudi cung wng da dugc
chon, dua ra nhitng quy cich ky thuat, s6 lugng can thiét, thai gian giao hang
du kién, chinh sachitra lai hang, bao hanh.. Mot hgp dong bao quit thiét lap
duge méi quan he lau dai, trong d6 ngusi cung tng hia hen sé cung cdp
ti€p cho ngusi mua khi can véi gid da théa thuan trude cho mot khoang thai
gian nhat dinh. Ditu quan trong nhét ma ngudi mua quan tam la viec ky ket
hop dong mua bén dé dang hay kho khan; Sy dép dng ctia ngusi cung ting
vé nhing ditu ngudi mua mudn digu chinh nhu thé nao. Do vay, ngusi cung
ung cin hd trg ngudi mua soan thao hgp dong mot cich chinh xdc va nhanh
chong vsi day du nhing cam két dép dng nhu cau ngudi mua. Viec dy trit hang
do ngusi ban dam nhiem, vi the ma cé ten goi la “ké hoach cung tng khong
dy tra” mady tinh cda ngudi mua tu dong gdi don dat hang tir mot ngudn, dat
hang cho ngusi ban khi can hang, va dat nhitu mat hang hon tir ngudn mua
do. Dieu nay lien ket chat ché hon ngusi cung dng véi ngudi mua va lam cho
ngudi cung ung & ngoai khé chen ngang trong thai han hop dong.

Danh gia ket qua thuc hién: giai doan nay, ngusi mua xem xét lai ket qua
thuc hién cta nhitng ngudi cung dng cu thé bing cic phuong phdp: ngudi mua
c6 thé lien he v6i nhing ngudi sit dung cu6i cing va d nghi ho cho y kién
danh gid; ngudi mua c6 thé dinh gid ngusi cung dng theo mot s6 tieu chudn
bing phuong phdp cho diém c6 trong s6 va ngudi mua c6 thé tinh tdng chi
phi phit sinh do thuc hien tdi dé din t6i chi phi mua hang dtrdc dieu chinh
va bao gdom trong ca gid mua.

Viec ddnh gid két qua thuc hien ¢6 thé din den ngudi mua t€p tuc quan
h¢, thay ddi hay loai bé ngudi cung dng. Rieng ngudi cung tng phai theo doi
nhitng bién giéng nhu ngudi mua va ngudi sit dung cudi ciing san phdm do. Dé



duy tri dugc nhing hop dong tiep theo, ngudi ban can phéi biét duge muc do
hai long ctia ngusi mua va cic hoat dong mua ban ma hai ben da thuc hien, d€
ddnh gid nd luc cta ho va im cich thoa man nhang nhu cau ma ngudi mua
"‘mong dgi.

Tiép can 8 giai doan thé hien nhing budc chi yéu cda tién trinh mua phai
trai qua trong tinh huéng mua ctia cdc cong ty. Trong cdc tinh huéng mua lap
lai c6 thay ddi hay khong thay déi mot s6 giai doan c6 thé dugc nit lai hay bd
qua. R6 ring marketing trong méi trudng nay a mot linh vic ¢6 nhigu thach
thuc. Vin de then ché6t-la phai biét duge nhing nhu ciu cha ngudi st dung,
nhitng ngudi tham gia mua sim, tieu chudn mua va tha tuc mua. Khi da biét
nhing y&u t6 nay, ngudi hoat dong tren thi trudng cic doanh nghiép c6 thé
thiét k& cic k& hoach marketing dé ban hang cho cdc loai khdch hang khic
nhau thanh céng.

Thi truing cdc t chiic va cdc cd quan nha nudc

Nhu vay 1a ta da tap trung kha nhitu vao viéc xem xét hanh vi mua sdm cta
cdc cong ty kiém 13i. Phiin 16n nhing dieu da trinh bay deu c6 thé 4p dung cho
thuc tién mua sdm cta cic t8 chuc va cic co quan nha nuéc. Nhing tinh chat
dic biet nhat dinh thudng gap tren nhing thi trudng cdc ¢ quan nha nudc:

“Thi trudng cdc t6 chuc bao gdm cdc trudng hoc, benh vien, nha ho sinh, nha
tit va cdc t6 chuc khdc phéi cung cdp hang héa va dich vu cho nhiing ngusi
thuoc dien quan tri cda minh. Dic diém chung 1a myc tieu mua sim khong
phii la lgi nhuan, ngan quy nhé va khach hang khong duge di lai tr do.

Dic diém dau tien ctia cdc té chitc cia nha nudc 1a ngusi mua cha yéu mua
hang hoa va dich vu. Viec mua sim cda nha nudc ¢6 nhang dic diém nhat
dinh. Vi nhitng quyét dinh chi tieu ciia ho chiu sy kiém tra chung, cic t8 chuc

nha nudc doi héi rit nhidu cong viéc gidy t5 ben phia ngusi cung dng. Hau hét
~ cic chinh phit deu cung cdp cho nhimng ngudi cung tng tuong lai nhing tii
lieu huéng dén chi tiét nhing thi tuc ban hang cho chinh phd.

Dic diém khac nita 1a cdc t8 chite nha nudc thudng doi hoi ngusi cung ung
tham gia dau thay, va thong thudng ho ky ket hop dong véi ngusi thau gid
thdp nhét. Trong mot s6 trudng hop don vi nha nuéc ¢6 chi€u c6 dén chat
luong thuong hang hay uy tin hoan thanh hgp dong dung thdi han cta ngusi
cung ung. Cdc chinh phd ciing mua theo hgp dong da thuong lugng cha yéu
1a trong nhitng trudng hgp cia nhing de 4n phiic tap lien quan dén nhang chi
phi I6n vé nghién ciu va phit trién hogc nhitng rai ro, va trong nhiing trudng
" hogp canh tranh it c¢6 hieu qua.

Dic diém thu ba la cic t6 chic nha nudc c6 xu hudng chuc)ng nhitng ngudi
cung dng trong nudc hon nude ngoai. Ditu quan trong nita la cic chinh sich
mua sim cda chinh pha chd trong nhigu dén gid ca lam cho cic nha cung tng
phai dau tu ding ké dé ha gid thanh ctia minh. '
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Tom tit

Trude day ngudi ta thudng lap luan ring khach hang la tai san cha chét caa
cdc cong ty tham chi con quan trong hon ci tai san hiu hinh thé hien tren
bang can d6i ké todn ctia cong ty. O mot s6 nganh, nen téng khich hang chinh
la tai sén “thuc” theo nghia méi quan he phdp ly tiep dién va c6 thé ban di,
giong nhu khi mot cong ty cung cdp dich vu tai chinh bdn “s6 kinh doanh” ctia
minh vay. That vay, ly do duy nhdt ma ngusi mua & bat ky nganh nghe kinh
doanh nao cung can phéi trd cao hon gid tri thanh ly cia céc tai san tren bang
can d6i ke toan chinh 1a béi vi ky vong ve dong lgi nhuan trong tuong lai, vén
chiu sy tic dong ciia dong doanh thu do khach hang hien tai va tuong lai déng
gép. Do d6, rdt can phai hiéu thiu ddo cich thac khach hang mua va sit dung
san phdm cing nhu digu gi thic ddy hanh vi cta ho.

Mot khdch hang ¢6 thé mua khong chi mot ma nhitu sin phdm cta cing
mot nha cung cdp. Nhing khich hang “rung thanh” nhu the c6 gid tri nhitu
hon khach hang mua di mua lai mot sin phdm hay dich vu duy nh4t ma thoi.
Khong chi mic do kinh doanh lon hon tai b4t ky thai diém nao ma tap hap
cdc méi quan he giita cong ty cung cdp va khdch hang cia minh gén két ho
chat ché hon va tao ra sy phu thuoc lin nhau. Do nhan dudc gid tri cao cho
nén khong chi chi phi chuyén déi ctia khich hang tir nha cung cdp niy ‘sang
nha cung cdp khéc ting len ma ho con 6 thé gitip tim them khéch hang méi
bing con dudng truyen mieng tich cuc.

Vi nhing Iy do nay, rat can thiét phai hiéu 16 khéch hang la gi va vai tro cia
khdch hang trong don vi ra quyét dinh (DMU). Hon nita, cong ty can phai hiéu
cdc qud trinh ra quyét dinh (DMP), bao gdm ban chat nhu cau khéch hang va
nhing lgi ich can ¢6, qud trinh danh gid cdc lua chon thay the va di dén lua
chon, ciing cic yéu t6 khdc nhau anh hudng dén viec ra quyét dinh ctia khdch
hang. Chiing nao cong ty thyc hien cic co ché bao dam hiéu khéch hang r6
hon d6i tha canh tranh cda minh thi chimg d6 cong ty méi & vi the 6t hon
d€ phuc vu ho va ¢6 dugc anh hudng va hanh vi mua hang can thigt dé ti€p
tuc thanh cong. Cé mot nguyen tic quan trong: bat chdp hom nay cong ty da
nd luc bao nhieu dé hiéu 6 khach hang nhung khach hang ngay mai ¢6 thé c6
nhu ciu khdc va ho dua ra quyét dinh cang theo nhitu cich khic.



Cau hor thao lugn
(1) Céc dic diém cha thi trudng mua hang la td chic? So sanh sy khac biet gitra
thi trudng ngudi tieu ding va thi trudng ngusdi mua hang Ia té chic.

(2) Mo ta chi tiét tién trinh quyét dinh mua hang ca t8 chdc. Vi du minh
hoa? o '

(3] Nghién ctiu thong tin www.micheline.com, nhan xét cic chién luge market-
ing B2B (business to business}. Tién hanh thao luan nhém.
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PHAN HAI

Phat trien cdc chuen luoc
M, arketing

Phan nay de cap dén sy phit trién cdc chién luge market-
ing bang viéc hoach dinh thi trudng chién lugc, phan khic
thi tnidng va dinh vi thi trudng cting nhu nhing quyst
dinh ve sin phdm, gid 4, phan phéi, xuc tién. Phan nay
gom ¢6 nam chuong, cu thé nhu sau:

Chuofng 6: Hoach dinh thj tnmng chién luge
Chuong 8: Quyét dinh gid ca

Chuong 9: Quyét dinh phan phsi

Chuong 10: Quyét dinh xuc tién
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MUC TIEU CiiN BAN

Sau khi tim hi€u chuong nay, ngudi doc c6 khd nang:

(1) Hiéu dugc phan khuc thi trudng va nhan dien mot 6
o s va yéu cau can thiet dé phan khuc thi truong.

(2} Trinh bay cach nguyen tic chon lua va danh gid phan
khtc thi trudng va gidi thich cdc cong ty chon lua chién
lugc chiém linh thi trudng nhu thé nao. ‘

(3) Hiéu dinh vi dé ¢5 loi thé canh tranh bing viéc xdc
dinh vi tri san pham trén thi truong: khac biet hoa bi’mg__
san pham, kénh phan phéi, nhan sy, thuong hieu.

HOACH BINH
CHIEN LUGC THI TRUGNG
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Dan nhap

Cic cong ty c6 thé quyét dinh bd qua sy khac nhau cda ting phan khuc thi
truong va nd. luc phuc vu toan bo ngudi mua hang trén thi trudng. Cich tiep
can nay dya trén quan niém nhu ciir chung cho tit ca thi trusng. Phan phai

-dai tr3, quing cdo doi bom la nhing “va khi t6i thugng” dé cdc marketer tung
san phdm ra ngoai thi trudng. Dién hinh cho cich thuc nay la bianh ngot hay
s0-co-la thanh. Tiép can phuong thic nay dugc luan gidi la gidp cdc cong ty tiét
kiem chi phi trong viec san xudt, ton trit va cung van. Tuong tu, chi phi nghien
ciu thi trudng, quan ly dong san phdm, quang cdo chiéu thi deu gidm. -

Tuy vay cdc marketer hién dai khong tin cay chién lugc nay nita bdi trong
thuc t€ hien nay khong thé hoic it ra la ho khong c6 kha nang cting mot san
phdm, nhan hiéu va chuong trinh marketing dugc thiét k& dé ¢6 thé thu hut
dugc toan bo ngudi mua hang béi khach hang thi qua I6n vé s6 lugng, phan bg
rong vé mat dia ly, va quan trong nh4t 1a nhu ciu va cich mua sin phdm cta
ho cting qud da dang va phic tap. Ve phia doanh nghiép thi kha niang d4p tng
nhu cau thi trudng cta ho cing rit khdc nhau do ho khdc nhau vé nang luc, ve
chuyén mon. Nhu vay, thay vi phan tin ning hyc d€ phuc vu cho toan bo nhu
cau trén thi trudng, titng doanh nghiép cin xdc dinh cho minh mot phan cia
thi trudng ma ho ¢6 kha nang phuc vu t6t nhit, ¢6 lgi nhit.

Nhu vay, trong thuyc t€ ting dung can xem xét rit nhitu yéu t5 dé chon lua
cdc chién luge thich hgp. Khi ngudn luc cong ty c6 gidi han thi viéc tap trung
vao mot thi trudng hoic vai thi trudng 1a thich hgp nhit. Rieng vdi cic san
phdm nhu sit, thép hay mot s6 nudc ép trdi cay thi thich hop véi chién luge
dai trad. Tuy vay, cin luu y vong d6i san phdm 4t quan trong trong chién luge
gidi thieu dai tra hoic c6 thé néi muc tieu ctia phan khuc thi trudng nhim xdc
dinh phan khiic thi trudng nao doanh nghiép sé canh tranh va phan khiic nao
doanh nghiép sé khong canh tranh. Ti€p can theo hudng chién lugc market-
ing muc tiéu 2 ti€p can phan khic thi trudng, lya chon thi truéng muc tiéu va
dinh vi san phdm.

Thi truomg
Khdi niém ve thi truding
Ngudi tieu ding la nhitng ngudi mua sin phdm va dich vu va thi trusng

ngudi tieu ding? 1a ¢4 nhan va ho gia dinh mua hay bing mot phuong thuc
nao d6 co6 dugce hang héa va dich vu cho tiéu diing ban than (Philip Kotler].

BHién tai, khuynh huéng déng gép cia ngudi tiéu dung thong thudng bao gbm thi trudmg dia diém (marketplace) va thi
truong khong gian (marketspace) v&i mét ting 16p ngudi ticu dung c6 doi séng thr hai (second life) thwe thu dang tdn
- tai & cdc nudc Tay Au, M9,... khac véi lérp ngudi tiéu ding c6 doi séng 4o (virtual life) gin lién voi viée khai thac cong.
cu internet.



Phan loai thi tririmg

Cic cong ty thudng phan loai thi trudng dya trén cic tieu thic sau:

- Theo vai trd quyét dinh ctia ngudi mua hay ban: thi trudng ngudi mua

hoic thi trudng ngusi ban.

- Theo ditu kien dia ly: thi trudng trong nudc va thé gisi: trong giai doan

- hién nay c6 cong ty xem trong thi trudng quéc t&€ dé phuc vu cho thi traong

noi dia thong qua hoat dong xust nhap khiu va ¢6 cic cong ty dimng chién

lugc coi trong thi trudng trong nudc nhung két hop cdc chién lugc market-
ing truyen thong quéc t&€ dé “l4y trong danh ngoai, hay ngugc lai”

- Thi trudng dia phuong va thi trudng toan quéc: cong ty tiy theo ngudn

lyc ctia minh ¢6 thé chi tap trung vao dia phuong tinh, dia ban ma cong ty

san xu4t va ban hang, ' :

- Thi trudng ving, mign: cong ty tity theo ngudn Iuc cia minh ¢6 thé coi

trong viec tham nhap va chiém linh thi trudng toan quéc hoic chi mot khu

v, viing, mien trong tithg giai doan cu thé vong dsi sin phdm cda minh

nhim dam bao chién lugc “ldy ngin nuoi dai” hoic “ldy nong thon nuoi

thanh thi"?...

- Theo san phdm: thi trudng c6 thé phan chia thanh thj trudng tu lieu san

xudt, thi trudng hang tieu ding nhanh (FMCGs - fast moving consumer

goods), thi trudng dich vu...Vi du thi trusng my phdm thong thuong va cao
cdp, thi trudng ca phe, thi trudng nudc gidi khat (NGK] va rugu bia...

- Theo khé nang tieu thy: thi trudng c6 thé phan chia thanh thi trudng

tigm nang, thi trudng hien tai, thi trudng tuong lai, thi trudng thay the, thi

truong hang bd sung. Vi duy thi trudng my phdm thong thuong va cao cdp,
thi trudng ca phe, thi trudng nudc gidi khat (NGK] va rugu bia...

- Theo mutc do canh tranh: thi trudng c6 thé phan chia thanh thi trudng

doc quyen, thi trudng canh tranh hoan hao, thi trudng doc quyen nhém va
thi trudng canh tranh doc quyen. Vi du thi trudng dien nudc do cdc cong ty
nha nudc doc quyen kinh doanh, thi trudng vién thong...

Trong nen kinh € thi trudng hien dai con xu4t hien nhitu loai thi trudng
dac biet d€ ddp tng yeu cau kinh doanh nhu thi trusng chung khodn, thi
trudng hei dodi, thi truong lao dong, thi trudng ngudi tieu ding trén mang
internet...

Do lutng va du hao nhu cau cta thi trutng

Nhiing khéi niém chu yéu trong viec do ludng nhu cau la nhu ciu cta thi
trudng va nhu cau cong ty. Trong pham vi tung khdi niém, ta phan biet gita
ham nhu cau, dy bédo va tiem nang,

Nhu cau thi truong: nhu cau ctia thi trudng d6i véi mot san phdm la téng
khéi lugng san phdm ma nhém khich hang nhét dinh sé mua tai mot dia ban

24Thi trudng Viét Nam thudng duoce cac céng ty FMCGs phén chia thanh cac viing dia ly dac trung: Mién Tay, TP. HCM,
Dong Nam B, Cao Nguyén-Duyén Hai, Mién Trung, Ha N$i, Mién Pong Béc & Tay Bic Bo.
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nhit dinh va trong mot thsi ky nhat dinh véi mot moi truong marketing nh4t
dinh va chuong trinh marketing nhat dinh.

Du bao thi trudng: chi c6 mot muc chi phi marketing nganh tren thuc t&.
Nhu cau ctia thi trudng tuong ting véi muc d6 goi la du bdo thi trudng.

. Nhu cau cong ty: nhu cau cong ty mo ta muc tieu thy du kién ctia minh tng
v6i cdc khdc nhau ctia nd lyc marketing. Ban lanh dao chi con phéi lya chon
‘mot trong nhiing muc d6. Muic nd lyc marketing dudc chon sé tao ra muc tieu
thu du kién, goi la du bdo muc tieu thu cta cong ty. ‘

- Dy béo muic tieu thy cta cong ty 1a muic tieu thu cong ty dy ki€n cin cavao
ke hoach marketing da dugc chon va moi trudng marketing d3 gia dinh.

- M6i quan hé nhan qua gitta dy bdo va k& hoach marketing ctia cong ty rat
hay bi r6i loan. Ngudi ta thuting nghe néi ring cong ty cin xay dung k& hoach
marketing cta minh trén ¢ sé dy bdo muc tieu thu cta cong ty. Chudi du
béo k& hoach chi dung khi du bdo ¢6 nghia 1a mot udc tinh ve hoat dong kinh
t&€ clia qudc gia hay khi nhu ciu ctia cong ty 1a khong thé mé rong dugc. Tuy
nhien, chudi d6 sé khong con dung khi nhu cau cha thi trudng la c6 thé mé
rong dugc hay khi dy bdo c6 nghia la wdc tinh miic tieu thy cta cong ty.

- Du bdo muc tieu thu cia cong ty khong tao co s6 d€ quyét dinh phai chi
phi bao nhiéu cho marketing, nhung hoan toan ngugc lai, du bao muc tieu
thu 1a két qua ctia mot k& hoach chi tieu cho marketing.

- Han muc tieu thy [a chi tieu tieu thu d& ra cho mot ching loal san phdm,
mot chi nhdnh cda cong ty, dai dien ban hang. N6 chi yéu la mot cong cu
quén tri dé x4c dinh va kich thich né lyc tieu thu.

- Ban lanh dao de ra cdc han muc tieu thu trén co s& du bdo ctia cong ty
va tam ly cda viec kich thich dat cho dugc chi tieu d6. N6i chung, han muic -
tieu thu dugc de ra hai cao hon mutc tieu thy udc tinh d€ cho luc lugng
ban hang phai ¢ ging.

- Ngan sich ban hang la con s6 tinh than trong khdl lugng tieu thyu dy kién
va dugc st dung cht yéu d€ thong qua nhing quyét dinh cung ung hien
tai, sdn xudt.

- Ngan sich bdn hang phai tinh dén dy bdo tieu thu va nhu ciu dé tranh
rti ro qud muc. Ngan sdch ban hang néi chung dugc de ra hoi thép hon so

vdi du bdo muc tieu thuy.

Tieém nang cta cong ty: 1 gidi han tiem can ctia nhu cau cong ty khi nd
Itc marketing ting len tuong d6i vdi cdc d6i thi canh tranh. Duong nhien, gisi
han tuyét d6i cta nhu ciu cong ty [a titm ning cta thi trudng. Hai dai luong
nay bing nhau khi cong ty gianh dugc 100% thj trudng. Trong hau hét cic
trudng hop tiem ning tieu thu cta cong ty nhé hon tigm ning cta thi trudng,
cho di1 chi phi marketing ctia cong ty c6 ting len ding ké so véi cac d6i tha
canh tranh. Ly do 13, méi d6i thit canh tranh d2u c6 mot s6 ngudi mua trung
thanh chi ¢6t ma nhing nd lyc cda cic cong ty khac rat khé c6 thé but ho ra
khoi cong ty duge.

Panh gia nhu cau hién tai: nhing ngusi phuy trach marketing s& can ugc



tinh tdng tiem nang cta thi trudng, titm nang thi truong khu vuc, tdng muc
tieu thy cda nganh va cdc thi phan.
- Téng titm ning cta thi trudng: la s6 lugng tieu thu cire dai ma tat ca cdc
cong ty c6 thé c6 dugc trong mot nganh va trong mot thai ky nhét dinh,
vdéi mot muc nd luc marketing cda nganh da dinh va moi trudng nhat dlnh
Cich ddnh gid udc tinh phd bién:

Q =nqp

Trong do

Q = tdng titm nang cta thi trudng

n = s6 ngudi mua d6i véi mot san phdm/thi trudng nhat dinh véi nhing
gia thiét nh4t dinh

q = s6 lugng ma mot ngudi mua trung binh di mua

p = gid cia mot don vi trung binh

- Téng hop y kién ctia luc lugng ban hang: trong trudng hop khong c6 dieu
kien phdng vin ngudi mua cong ty sé yéu cau cdc dai dién ban hang cia
minh uSc tinh. Méi dai dien bdn hang udc tinh xem méi khach hang hien
6 va trién vong sé mua bao nhiéu san pham cta cong ty theo tiing ching loai.

Cé6 mot vai cong ty stt dung luon nhing con s6 udce tinh tir luc lugng bén
hang cda minh ma khong can ditu chinh. Tuy vay, cic dai dien bdn hang
thuong khong ndm dugc nhitng phit trién kinh t€ 16n hon, khong biét nhitng
ké hoach marketing ctia cong ty sé anh hudng nhu thé nao dén muc tieu thu
tuong lai trén dia ban cia minh, ¢6 thé thiéu thdi gian dé phan tich danh gid,
ap lyc chi tieu doanh s6, ban than tinh cich ctia dai dien ban hang... do vay c6
thé uéc tinh thdp hodc cao so véi nhu ciu thuc t&

Dé uac tinh xdc thuc hon, cong ty ¢6 thé ¢6 sy hé trg nh4t dinh hay khen
thudng dé khuyén khich luc lugng ban hang uéc tinh chinh xdc hon. Cic dai
dien bdn hang c6 thé duge cung cdp nhiing s6 lieu dy bdo trudc day ctia ho so
v6i muc tieu thu thyc t€ cda minh cing nhu tai lieu thuyét minh ve nhing gia
thiét caa cong ty d6i voi két qua kinh doanh, hanh vi ctia d6i thd canh tranh,
cdc chuong trinh marketing, v.v...

Thuc t& viec luc lugng ban hang tham gia du bdo mang lai mot s6 ich lgi
rdt quan trong. Bdi cdc dai dien ban hang c6 thé hiéu ré6 hon nhing xu huéng
phit trién so véi mot nhém b4t ky nao. Hoic thong qua viec tham gia vao qud
trinh dy bdo, cdc dai dien ban hang c6 thé tin tudng hon vao cic han muc tieu
thu ctia minh va sé ¢& ging hon dé hoan thanh han muc. Cich lam du bdo tir
cd s& cng con cho ta nhitng uéc tinh chi tiét d6i vdi ting san phém dia ban,
khich hang va ting dai dién ban hang.

Y kién chuyen gia: cong ty ciing ¢6 duge nhing du bdo do cic chuyen gia
thuc hien. Cédc chuyen gia & day bao gom cic dai ly, nhing ngusi phan phéi,
nhiing ngudi cung tng, cdc ¢6 vin marketing va cic hiep hoi thuong mai.

Nhigu cong ty mua nhing du bdo kinh t& va nganh cta nhing cong ty du
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bdo kinh t& ndi tiéng, nhu Data Resources, Wharton Econometric va Chase
Econometric. Nhiing cong ty chuyen du béo nay 6 kha nang chun bi nhiing
du bdo kinh t€& t6t hon so vsi cong ty, vi ho ¢6 nhieu da lieu hon va ¢6 kinh
nghiem du bdo hon.

Doi khi, cdc cong ty cang mdi mot nhém chuyen gia dé lam du béo. Nhiing
chuyeén gia d6 trao déi v6i nhau ve cic quan diém va dua ra két qua udc tinh
chung ctia nhém [phuong phép ban bac tap thé). Hay ho cing c6 thé dua ra
nhtng udc tinh cla titng cd nhan d€ rdi sau d6 ngusi phan tich sé téng hgp
chung lai thanh mot két qua udc tinh (dong gép cdc udc tinh cd nhan). Ho ciing
cd thé dua ra nhing udc tinh cd nhan va nhing gi thiét dé cong ty ra sodt, sira
lai rdi sau d6 lai ti€p tuc nhang vong udc tinh sau (phuong phap Delphi).

Phuong phdp thir nghiem thi trudng: trong trudng hop ngudi mua khong
dy tinh viec mua sdm ctia minh mot cach than trong hay cdc chuyen gia khong
c6 hay khong ddng tin cgy, thi nen tién hanh thi nghiem truc 6ép tren thi
trudng.

Ciéch thir nghiem tryc ti€p tren thi trudng dic biet thich hop véi truong hgp
du bdo muc tieu thy san phdm mdi hay muc tieu thy sin phdm ca trong kenh
phan phéi méi hay tai dia ban mdi. y

Phan tich chudi thai gian: nhitu cong ty chudn bi du bdo ctia minh cin ot
vao muc tieu thu trong qui khi. Muc tieu thu qua khit (Q) duge phan tich
thanh bon thanh phan cha yeu.

Xu hudng (T), Ja két qua ctia nhing phit trién co ban ve dan s6, hinh thanh
vén va cong nghe. N6 dugc xdc dinh bing cich dung mot duong thing hay
duong cong qua cdc muic tieu thy qua khu.

Chu ky (C), thé hien chuyén dong séng cia cic muc tieu thy. Nhitu muc
tieu thu chiu tic dong ctia nhing dao dong trong hoat dong kinh t€ chung c6
xu hudng mang tinh chdt chu ky. Thanh phan chu ky ¢6 thé 6 ich khi du béo
trung han.

Thai vy (S), néi dén kiéu bign dong nhat quin cia muc tieu thy trong mot
nam. Tir thoi vu & day mo t4 theo nghia rong moi dang bién dong muc tieu thu
lap di lap lai ting gid, ting tuan, ting thang hay ting quy. Thanh phan thsi vy
¢6 thé lien quan dén cdc yéu t6 thai tiét, ngay nghi va tap quén mua sim. Dang
thsi vu cho ta méc chudn d€ du bao muic tieu thy ngin han.

Nhitng sy kien th4t thudng (E), gom dinh cong, bao lut, thi higu nhat thoi,
bao loan, héa hoan, nguy co chién tranh va nhang r6i loan khdc. Nhing thanh
phan bat thudng nay khong thé du dodn duge va can loai bo khoi nhing s6
lieu qua khu dé thdy ro dugc dang dieu binh thudng cta muic tieu thy.

Phan tich th6ng ke nhu cau: phan tich chuéi thai gian xem cdc muc tieu thu
qud khtt va tuong lai 1a ham cta thdi gian cha khong phai la cia nhing yéu t6
thuc t&€ ctia nhu ciu. Song ¢6 vo s6 cic yéu t6 thuc t& tic dong dén muic tieu
thu cta bt ky san phdm nao. Phan tich théng ke nhu cau la mot s6 bien phdp
théng ke nhim phdt hién ra nhing yéu t6 thuc t€ quan trong nhét c6 tic dong
dén muc tieu thy va anh hudng tuong d6i cia ching. Nhang yéu t6 thusng



dugc phan tich nhieu nhat la gid c3, thu thap, dan s6 va khuyén mai. Phan tich
thong ke nhu cau gom viéc biéu dién mic tieu thy (Q) nhu mot bién phu thuoc
va c6 ging gidi thich muc tieu thy nhu mot ham cia mot s6 bien doc lap cua
nhu cau (X1, X2, ..., Xn), nghia la:

Q = fXI, X2, ..., Xn)

Stt dung cich phan tich hdi quy boi c6 thé bién déi cic dang phuong trinh
khic nhau cho phu hgp ve mit théng ke véi nhang s6 ligu trong khi tim ki€ém
nhitng bién va phuong trinh dy bdo t6t nhat.

Nhing nha quan tri marketing can udc tinh nhu cau hién tai va nhu
cau tuong lai. Nhitng phép do dinh lugng la rat quan trong d6i vdi viec phan
tich co hoi cta thi trudng, hoach dinh chuong trinh marketing va kiém sodt nd
luc marketing. Cong ty thudng chudn bi vai kiéu ude tinh nhu cau, khdc nhau
ve muc do ghép san phdm, quy mo thdi gian va quy mo khong gian.

- Phan khiic th truong
Knai nigm phan khiic thi truging

Phan khic thi trudng 1a quéd trinh phan chia ngudi tieu dung thanh tiung
nhom trén ¢ s6 nhing diém khdc biet ve nhu cau, tinh cach hay hanh vi mua
hang. Digu nay c6 nghia: o

- Phan chia khdch hang thanh nhém dua theo dong co thuc ddy hay dua
theo nhiing yéu t6 quyét dinh ma ho dit ra dé mua hang, chon ngudn cung
cdp hang hod [san phdm, dich v, y tudng ..)

- Viec sép x€p khach hang thanh nhoém dya trén nhu cau va hanh vi cta
khich hang. '

- Phan khic thi trudng giip cdc cong ty trong viéc lga chon mot hodc vai
phan khic thi trudng muc tieu dé lam d6i tugng uu tien cho cdc nd luc
marketing nhim thda man nhu cau cta khich hang trong ting phan khic.
- Mot cong ty nhé véi ngudn lyc gidi han c6 thé canh tranh hiéu qué bing
cich dinh vi manh mé trong mot vai phan khdc thi trudng phit hop véi
ning luc cha cong ty dé chiém linh hoic cing ¢6 vA mé rong thi trudng
trong titng giai doan cu thé.

Cac tiéu chi phan khuc thi trugng hiéu qua
Dya vao phar; khuc thi trudng muyc tieu di chon cdc cong ty sé nhdm vao

muc tieu cu thé, rd rang va ¢é hiéu luc hon. Bing cich phan khic qué rong,
ban sé tré nén chung chung va thi€u ban sic dé ton tai trén co 6 la mot sin
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phdm va thucng hieu ¢6 sy khdc biet va vu thé canh tranh néi troi dé khai thdc
t6t phan khuc d6. Ngugc lai, bing cich chia qud nhé va qud hep dé& din den
hoac la tring lip hoac la phan khuc d6 khong ton tai.

Ditu quan trong nhit la phai phét hien dugc tring “nhu cau”, bing cich
luon phai kiém ching do 16n va sy ton tai ctia phan khc thong qua nghién
ciu thi trudng (tinh dong nhat gitta cic nhém khdch hang, s6 lugng khdch
hang tréen méi phan khuc..) da kha nang bi ddp nhing né luc marketing ctia
cong ty thi méi hieu qua:

- Po luding dugc: quy mo, mai luc va hieu qua caa ting phan khiic,
- Tiép can dudgc: cic phan khic thi trusng phai nhan biét va phuc vu duoge
bing h¢ théng phan phai va cic hoat dong truyen thong.
- Tam quan trong: quy mo du I6n, sinh 15i dugc va anh huéng den cong ty
néu bo phan doan dé.
- Kha thi: khi nang cong ty dt ngudn luc d€ trién khai cic hoat dong mar-
keting d€ ddp ting yeu cau ctia phan khuc. Vi du thi truéng dau goi dau khi
tdt ca moi nd luc cta thi trudng nhim vao gianh giat mi téc éng mugt ca
phu nit mugt nhu to, chuyen gia tri gau, chat dusng toc... thi Romano va
Xmen la dau goi cho dan ong. Dac biet, bing cach phét hien va khai théc
phan khiic ¢6 that nay cong ty hang gia dung quéc & (ICP} véi Xmen tuy
tung san phdm ra sau nhidu nhan hieu khéc da tim dugc mot co hoi thanh
cong ryc 15 cho thuong hieu ctia minh, va cang lam cho cdc hang dau goi
khdc phai ngam ngui vi khong nhin thay hoic di sau trong khai théc phan
khic nay (Bioré, Clearmen....)

Céc kiéu phan khuc thi truing

Phan khuc thi trudng khong nhat thiét phai thuc hien bing mot phuong
phdp ma c6 thé stt dung cdc hinh thic phéi hop. Viec phan khuic doi héi ning
lyc sing tao va kha nang “doc” dit lieu mot cich khoa hoc dam bio st dung
nang luc ctia cong ty dat uu thé t6i uu. Trudc day ta da phan khuc thi trudng
theo thu nhap va tudi tic va két qua thu dugc nhiing phan khic thi trudng dia
ly nhan khdu khac nhau. C6 thé c6 ba dang khdc nhau:

- S thich dong nhét: thé hien mot thi trudng trong d6 it ci ngudi tieu
dung deu c6 s& thich dai loai nhu nhau. Thi trudng nay khong thé hien ro
cdc phan khuc tu nhien. C6 thé dy dodn ring nhing nhan hieu hien ¢6 deu
tuong tu va cum lai & gita. .

- 56 thich phan tin: nguoc lai, s& thich ctia nguoi tieu diing c6 thé phan

tan rai rdc khdp moi noi, chung 4 ring ngudi tieu ding c6 nhing s thich

khédc nhau rat nhitu. Nhan hi¢u dau tien tham dy thi trudng cé thé chiém

vi tri § trung tam d€ thu hut dugc nhigu ngusi nh4t. Nhan hieu 6 trung tam

s& gidm dén muc t6i thiéu muc do khong théa man chung ctia ngusi tieu

dung. Déi thu canh tranh thi hai c¢6 thé chiém vi tri ke v6i nhan hieu thu

nh4t va ddu tranh dé gianh thi phan. Hay né ¢6 thé chiém vi tri & goc dé



thu hut mot nhém ngusi tieu ditng khong hai long véi nhan hieu & trung
tam dé thu hut dugc nhigu ngusi nhat

- S thich cum lai: thi trudng c6 thé c6 nhing cum s& thich khédc nhau, goi
la nhing phan khic thi trudng ty nhien. Cong ty dau tién trén thi tuong
nay c6 ba cich chon: c¢6 thé chiém vi tri trung tam dé thu hut tdt ca cic
nhom (marketing khong phan biet), c6 thé chiém vi tri & phan khic thi
truong I6n nhat (marketing tap trung, cé thé chiém mot s6 nhin hieu, méi
nhin hieu chiém vi tri & mot phan khuc thi trudng khic nhau (marketing
phan biet).

Ro rang la néu cong ty dau tien chi phdt trién mot nhan hiéy, thi cic d6i tha
canh tranh sé& nhdy vao va tung ra nhang nhan hieu khidc tren khic thi truong
con lai. Hien nay thir thach véi cdc nhan hiéu canh tranh la can tim ra mot
phan khuc it canh tranh nhat dé chiém linh chi khong phai 1a d6i dau truc
dién v6i cdc phan khic ma cdc nhin hieu din dau dang thong linh.?

Ca s6 phan khiic thi trutng nguoi tiéu dung

Dé phan khuc thi trudng ngudi tieu diing ngusi ta sit dung nhitng bién khdc
nhau. Nhing bién nay thuoc hai nhém l6n. Mot s6 ngudi nghién ciu ¢6 ging
hinh thanh cdc phan khic thi trudng, bing cich xem xét nhitng dic diém cia
ngudi tieu diing. Ho st dung phé bién nhitng dic diém dia ly, nhan khdu hoc,
tam ly va ich Ioi san phdm. Sau do6 ho nghién citu xem nhing nhém khéach
hang d6 ¢6 nhtang nhu ciu hay phan dng véi san phdm khac nhau khong. Vi
dy, ho ¢6 thé nghien citu nhitng thdi d6 khdc nhau cta nhém ngusi séng doc
than, nhém vg chong tré, nhém vg chong 6 con cdi tudi vi thanh nién... d6i
v6i thi trudng mua hoac thue ching han vdi tinh cich la mot ich lgi cia cian
ho cao cip.

Cé6 nhing ngudi nghién ciu lai ¢6 ging hinh thanh cdc phan khudc thi
trudng bing cich xem xét phan ung ctia ngusi tieu dung d6i véi nhing ich
lgi da tim kiém, nhdang dip s& dung hay nhan hieu. Sau khi da hinh thanh cic
phan khiic thi trudng, ngudi nghién citu d6 xem xét xem nhiing dic diém khac
nhau cta ngudi tieu ding ¢6 gin lien véi titng phan khuc thi trudng theo phan
ung cla ngudi tieu ding hay khong Vi dy, ngudi nghién citu c¢6 thé nghien ciu
xem nhitng ngudi mudn chat lugng va nhing ngusi mudn gid thap, khi mua
can ho cao cdp c¢6 khdc nhau ve cic dic diém dia ly, nhan khdu hoc, tam ly va
ich lgi san pham khong.

Nhing cich tiép can wen ¢6 thé mang lai nhitng chi din quan trong cho
chién lugc marketing, nhan dieén nhing sy khac biet néi bat trong hanh vi mua
hang cta ngusi tieu ding. ‘

Phan khtc thj truc‘mg theo yéu 16 dia ly: 1a viec phan chia thi trudng theo
ting don vi dia ly khdc nhau (quéc gia, viing, thanh phég, tinh, xa phuong...), mat

ZQuan diém chién lugc “Dai dwong xanh” (Chién luoc Dai duong xanh, W. Chan Kim & Renee

Mauborgne. NXB. Tri thirc, 2006): Dién hinh Ia ddu gi ddu Xmen cia cong ty ICP (Viét Nam) d thanh cong ruc rd tai Viét
Nam tir 2003 dén nay do biét chon lya mét “dai-duong xanh” phén khic diu géi danh cho dan ong, trong khi céc dai gia
khéc nhu Unilever. P&G. Colgate Palmolive, KAO, LG Cosmetic chua tip trung.
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do dan sg, dieu kien khi hau... Dya vio d6 cong ty c6 thé quyét dinh hoat dong
trong mot hay mot vai ving dia ly hay hoat dong trong tt ca cic viing, nhung
chu y dén nhiing sy khéc biet ve nhu cau va s§ thich cta ting ving dia ly.

- Mat d¢ va kich ¢5 dan s6 tap trung tai méi viing dia ly con can phéi ket hop
v6i cdc yéu t6 khdc nhu mic do tuong ddng cia dan s6, miu hinh st dung sén
phdm, muc ting trudng cong an viec lam, miu hinh chu chuyén dan s6 nhap
cu hay khuynh huéng dich chuyén dan s6 tit khu vuc nong thon vao cac khu
wire thanh thi.

- Nhu cau mot s6 san phdm va dich vu c6 thé thay d6i theo tiing viing dia ly
Vva cdc marketer can nhan biét dugc sy thay ddi khac nhau nay. Céc nhan hieu
16n c6 doanh s6 tieu thu tir 40-80% déng gop tit cdc “ving c6t 16i” va nhing
khu vyc khdc tren dia ban quéc gia can thiét k€ mot nhan hieu chuyen biet.
Phan bd dan dinh cu trong khu vyc dia ly cang 1a bién s6 phan khic quan
trong. Chéng han ngudi s6ng & thanh thi thuong sit dung 6 t6 va ngusi séng
khu vuc nong thon thudng si dung cic phuong tien khac hay ngay ca viec st
dung thuc phdm hang ngay cia ho?¢

- Vigt Nam c6 thi trudng véi khodng 86 trieu ngudsi, tuy vay mot s6 cong ty
chuyen kinh doanh ban 1é nhu sieu thi Big C, Metro, Coopmart, Maximart chi
tip trung vao mot vai tinh, thanh phé lén nhu TPHCM, Can Tho, Dong Nai,
Binh Duong, Nha Trang, Da Ning, Ha Noi, Hai Phong...?

| CACH PHAN CHIA TIEU BIEU

Dong bang song Citu Long, TP. HCM, Dong Nam Bo, Mién
Cao nguyén duyén hai, Mien Trung, Ha Noi, Mien Bic.

BIENSO

Viing

Thanh pho loai |, thanh phé truc thuoc Trung uang (TP.

Bang 6.1 Quy mo do thi HCM, Ha Noi, Hai Phong, Da Nang); loai ll, thanh phé truc
Cich thuc phan Y " | thuoc tinh (Bong Nai, An Giang, Binh Duong, Viing Tau..), thi
khuc thj truong x4, thi tran...
tiéu diang th |
khu ‘l,lmlg;agly :;- Khi hau Khu virc mién Nam, khu vuc mién Trung, khu vuc Tay
" Viet Nam. i Nguyen, khu yuc Duyén Hai, khu vuc Mekong..

Phéan khuc thi truong theo nhan khau hoc: Ia phan chia thi truong
thanh nhang nhom dya treén bien s6 dan s6 hoc: tuéi tic, gisi tinh, kich ¢6 gia
dinh, vong dai, lgi titc, nghe nghiep, hoc van, ton gido, chiing toc, quoc tich...

Cidc bién nhan khdu hoc la co sd phd bién nhat dé phan biet cic nhém
khich hang. Thi nhat 1a nhiing mong mu6n, sé thich va muc do st dung cta
ngudi tieu diung thudng gin bo chit ché véi cic bign nhan khiu hoc. Tha hai
la cdc bién nhan khdu hoc dé do ludng hon hau hét cic bién khic.

*Louis E. Boone and David L.Kurtz, Contemporary Marketing 2005, Thompson,2005: cdng ty Domino’s Pizza da sir
dung hé théng thong tm dia ly (geographic information system) hoach dinh viéc sin phim banh Plzza cua ho tdn nha cho
hon 900.000 nguoi song & khu vyrc thanh thi khép toan quéc vao nhimg sur kién quan trong trong tudn 18,

7Tai Viét Nam tinh d&n 2008 nha ban 1é Metro c6 8 trung tam bén si phan b6 tai TP. HCM (3), Cn Tho (1), Ha Noi (1),
Da Ning (1). Hay CoopMart v6i 32 siéu thi phan bd chi yéu tai TP. HCM (28), Cin Tho (1), Thi Dau Mot (1); Bién Hoa
(1), Viing Tau (1), Phan Thiét (1)...



Bang 6.2

Céch thuc phan
khiic thi trudng
tiéu ding theo
nhan khiu hoc.

Ngay ca khi thi trudng muc tieu dugc xem xét khong phai theo yéu t6 nhan
khdu hoc [ching han nhu theo kiéu nhan cich) thi vin cin thiét phai suy & lai
cdc diac diém nhan khdu hoc dé biét quy mo cda thi trudng muc tieu, phuong
tien truyen thong ti€p can no c6 hieéu qua.

"Tubi tic: mot s6 cong ty xdc dinh phan khic thi trudng tren tudi tic (lien
quan dén sdc khoé, tinh trang gia dinh, vi tri cong tic...) cda ngudi tieu dung
va thiét k&€ nhtng san phdm va dich vu chuyen biet ddp tng nhu cau cta tiing
nhém khdch hang c6 do tuéi tuong dong. Tai Viet Nam ¢6 sita bot Alene cho
ngudi gia, cacao dinh dusng Milo danh cho tuéi thi€u nién, sita Dielac danh
cho tré em tudi tir 1-3, Kotex style danh cho tudi thiéu nien, Pepsi véi the he
tré...»8

BIENSO "“]E'\‘CH‘PHAN‘CHIATIEU‘BVII?LI |

Thong thudng 1-6 tudi, 7-18 tudi, 19-34 wdi, 35-49 wdi,
50 — 64 tudi va >65 tudi.

Do wdi

Gidi tinh Nam, nt

Nho (1-2 thanh vien), trung binh (3-4), 16n (>=5)

Quy mo gia dinh

Chu ky s6ng cda
gia dinh

Thu nhap

Tré, doc than; tré, co gia dinh va chua con; tré, ¢6 gia dinh va
6 con dudi 6 tudi; gia, cd gia dinh va ¢6 con vi thanh nién...

Tir <1.2 tieu, tiy >2 trieu,...2?

Doanh nhan, chuyén mon, ky thuat, quan ly, CBCNV, cong

Nganh nghe nhan, thg thi cong, lao dong phé thong...

Hoc van Tiéu hoc, Trung hoc, Pai hoc, Cao hoc..

Qudc tich Viet Nam, Viét kieu, ngudi nudc ngoai...

Ton gido Thién chua gido, Phat gido, Thanh gido, Hoi gido...
Thé hé Bung nd dan s6, thé he X, thé he Y.

Gidi tinh: viec phan khuc thi trudng theo gidi tinh da dugc dp dung tir lau
d6i véi quin do, dd diing cham séc téc, my phdm va tap chi. Doi khi marketer
khdc cang phat hien thdy c6 co hoi dé phan khuc thi trudng theo gidi tinh.
Gillette trude day san xudt dao cao rau danh cho nam gidi va vao khoang nam
1915 bit dau them san phdm danh cho phu nit. Ho thiét k& thanh cong dao
cao ding mot lan rdi bé Slim Twiste hai mau danh cho nam va mot mau danh
cho nit. Tai Viet Nam thi trudng dau goi dau, trong d6 hau hét cdc nhan hieu

- deu dugc st dung cho ¢ na lin nam. Tuy nhién, ngiy cang xust hien nhizu

nhan hiéu danh cho nam gidi, nhu Xmen, Nivea, Bioré, Clearmen... véi dic

*Louis E. Boone and David L.Kurtz, Contemporary Marketing 2005: Cohort Effect (tam dich Hé qua thé hé): khuynh
huéng cia cac thanh vién ctia mot thé hé bj anh huéng va gin lién véi nhitng su kién quan trong trong mot giai doan chinh
cla cudc song cua ho. Chang han nhu thé hé 11/9 gdm nhém tudi tir 17-22 tudi tai My chiing kin tham hoa khing bé
11/9/2001 c6 nhén thirc gid trj dao ditc va wu tién khac biét v6i thé hé truée day. Baby Boomers (thé hé bing nd dan sé chiém
trén 42% dan s6 My hién tai) sau chién tranh thé gi6i lan thi hai (1946-1965).

¥Céc nghién cru thi tredng tai Viét Nam thudng phan loai thu nhdp kinh té gia dinh (SEC- Social Economic Clasification).
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di€m bao bi va cdc quang cdo deu nhim tang them vé nam tinh. Nganh sin
xudt quan do thoi trang trude kia duge thiét ke chi yeu dé thu hiit nit giéi. Tuy
nhien, do ngay cang c¢6 nhitu nam giéi lam viéc trong van phong, can bo cong
nhan vien va cdc chi doanh nghiép nhé va vira, mot s6 hang An Phudc, Viet
Tién, Nha Be, Det Thanh Cong da thiét ké nhing kiéu quan do nh4t dinh dé
thu hdt nam gidi va Vien thiét ke thai trang Fadin, cong ty Det may Thai Tudn
chuyén thi trudng nit gi6i.*°

Thu nhap: phan khiic thi trudng theo thu nhap cing la mot thong le di c6
tir lau d6i v6i nhitng loai sdn pham va dich vu nhu 6 t6, my phdm cao cip, thoi
trang va du lich. Tuy nhién, thu nhap khong phai bao gi& cing du bdo trude
khich hang t6t nh4t d6i véi mot san phdm nhat dinh.

Tai Viet Nam, nhitng gia dinh khu wgc nong thon lai 1a nhing ngusi mua
thich mua TV mau hiéu Sony, diu mdy video hieu Sharp, xe Honda Dream...vi
d6i v6i ho mua hang dien t cia Nhat 1a t6t, ben va tiét kiem. Ngay ca giai doan
6 thang dau nim 2008 chi s6 lam phdt gia ting muic trén 2 con s6, thi trudng
chuing khodn am dam khi chi s6 VN Index sut gidm dugi mic 300 va chi s6
gid ca hang hod tieu dung (CP]) tai Viet Nam ting gan gdp doi so véi 2007, s6
lugng nhing xe hoi hang sang, siéu xe nhap vé trong 2 thing dau nam 2008
bing 8 thing dau nam 2007 vdi cdc nhan hieu xe hoi néi tiéng toan thé gidi
deu di c6 mit tai Viet Nam.!

Phan khuc thi truong theo yé€u té tam ly: trong cich phan khuc thi
trudng theo yéu t6 tam ly, ngusi mua dugc chia thanh nhang nhém khic nhau
can ct vao tang I6p x4 hoi, 16i s6ng hay nhan cich. Nhang ngudi trong cing
mot nhom nhan khdu ¢6 thé c¢6 nhiang dic diém tam ly rat khic nhau.

Tang I6p xa hoi: tang 16p xa hoi (khd, ngheo, trung luu, thugng luu...] ¢6 dnh
hudng manh mé dén s thich cia mot ngusi ve 6 t6, quan 4o, dd dac trong
nha, hoat dong nghi ngoi, thoi quen doc sdch bdo, cdch lwa chon ngusi ban 18
.. Nhigu cong ty thiét k& san phdm va dich vu chuyén biét cho nhing tang l6p
xd hoi nhat dinh.

L6i song: ta cang da thdy ring sy quan tam dén san phdm ctia moi ngudi
chiu anh hudng ctia 161 séng cta ho [thanh dat, tin tudng, phin d4u..) va trén
thuc t€ hang hod ho tieu dung thé hien ro6 161 s6ng ciia ho. Ngay cang c6 nhigu
marketer phan khiic thi trudng theo 161 séng ctia ngudi tieu diing. Cdc nha sin
xudt 6 to da thigt k€ 6 to theo 16i séng, tinh kinh t& d¢ an toan va sinh thdi
moi trudng: Volvo an toan, BWM xe cho nhitng ngusi “choi xe” chu trong dén
cich digu khién, Posche, Lamborghini chi trong tinh ca dong va tinh thé thao...
Nhitng cong ty san xuit my phdm, rugu bia dang tim kiém nhing co hoi trong
cich phan khuc thi trudng theo 16i s6ng: Heneiken sang trong va ding cip,
Nestlé véi loai ca phée hoa tan Nescafé cho nhitng ngusi l1am viéc van phong,

**Tai Viét Nam trong thoi gian 2007-2008 viéc xdy dung céc trang web mang tinh tuong tic cao gitta nha san xudt va giéi
tiu diing &4 dugc cac cong ty thuc hién kha thanh cong trong phén khic gi6i tinh nhu www.spacegirls.com.vn ciia KC
Vina hay www.pepsiworld.com.vn thu hit ca nam 1an nix thanh thiéu nién.

“Nguén Atofun.com : Sé lugng cac nhan hidu xe hang sang va siéu xe c6 mit tai Viét Nam 2008 gdm Rolls-Royce (15
chu,c) Bentley (20 chiéc), BMW X6 (7 chiéc), Audi R8-2008, Lamborghini Gallado 2003-2004, McLaren SLR 2005,

el TMAN Ot NAL LN WA 3O s T T O AN



Bing 6.3

Cich thuc phan
khuc thi ruong
tiéu dung theo
tamn ly.

BIENSO | CACHPHAN CHIA TIEU BIEU
Tang 16p xa hoi | Nghéo, binh dan, trung luu, thugng luu...

L&i séng An phan, cau tién, thanh dat, ...

Cd tinh Ning dong, thich giao luu, tham vong, hudng noi,...

gi6i tré da chinh phuc thi trugng Viet Nam trong vong 10 nam.

Nhan cdch: marketer da sit dung bién nhan cich d€ phan khuc thi trudng.
Ho tao cho san pham ctia minh nhitng nhan cdch theo nhan hiéu tuong tng
véi nhitng nhan cdch cta ngusi tieu ding®2. Hién tai cdc hang nuée hoa Phap
Chanel, Dior,...dang s&t dung nhan céch cia nhitng nit minh tinh dién anh hay
ngudi miu hang dau thé gisi nhu Angellina Jolie, Kate Moss, lam dac diém cho
nhin hiéu dé thu hit nhing ngusi ham mo6 mua nudc hoa. Tai Viet Nam ngoi
sao Ho Ngoc Ha véi Panasonic, My Tam véi Pepsi, Pham Anh Khoa véi dien
thoai di dong LG...

Phan khuic thi truong theo hanh vi: trong cich phan khuic thi trudng theo
hanh vi, ngusi mua dugc chia thanh nhigu nhom cin cu vao trinh do hiéu bié,
thdi do, cich st dung va phan dng d6i véi san phdm. Marketer thyc hanh tin
chic ring cdc bién hanh vi va diém xudt phdt t6t nhdt dé tao dung cic phan
khuc thi trudng.

Ly do mua hang: c6 thé phan loai ngudi mua dya theo ly do ndy sinh nhu
cau mua hang hay st dung sin phdm. Vi dy, ly do dé di may bay c6 thé la di
cong tic, di du lich giai tri. Cong ty hang khong ¢6 thé chuyén vao viec phuc
vu nhtng ngudi hay c6 mot trong nhing ly do d6. Ching han cic hang hang
khong cho thué mdy bay phuc vu ngudi di du lich tap thé. Viec phan khuc thi
truong theo ly do mua hang co thé gitp cic cong ty nang cao muic st dung san
phdm. Vi dy, café thudng dugc uéng nhizgu nh4t trong bita 4n sing. Cong ty
san xudt café c6 thé c6 ging quang cdo nén udng thém café ca viao nhing dip
khdc nhu budi trua va budi t6i, hoic nhu banh chocolate sira c6 thé bd sung
dinh du6ng vao ban dem...

Ich Igi: mot hinh thac phan khic thi trudng rét ¢6 tic dung la phan loai
ngudi mua theo nhing ich Igi khdc nhau ma ho dang tim kiém & sian phim.
Day chinh la cich phan khuc thi truéng thanh cong nh4t (sau phan khic theo
161 s6ng rdt thanh cong nhung kho thuc hien nhat] lien quan dén ly giai dong
co dé€ ngudi tieu ding hya chon nhan hieu nhim théa man nhu cau cia minh?.
Loi ich san phdm, trong d6 cdc lgi ich vé mat vat ch4t: thuoc tinh san phdm, gid

Coéng ty nghién cliu thi trudng Roper Research Worldwide (Nhét Ban) vé phan khuc thi trudng thé gi6i theo tam ly (mdu
nghién ciru 7000 ngudi tai 35 quoc gla) co thé chia lam 6 hinh thai: (1) ngudi ciu tién (strivers) chiém hon 1/3 dén sb chau
A, (2) ngudi nhiét tinh (devouts) chidm gin 22% dan sé ngudi trudng thanh tai Chau Phi va Trung Pdng, (3) ngudi vi tha
chiém khoang 18% dan sé truong thanh tai Chau My Latin va Nga, (4) ngudi than thiét (mmates) ton trong quan hé ca nhén_
va gid tri gia dinh v6i hon 1/4 1a ngudi My va Chau Au va chi hon 7% nguou tidu ding chiu A thuoc hinh thai nay, (5) ngudi
tim kiém vui thich dua trén c4 tinh va kinh nghiém hudng thu c4 nhan chiém khoang 12% dan sé thé gigi va ty le nam-nit
14 48/50 va phin lén séng tai chau A, (6) ngudi sang tao (creatives) phan khiic nho nhét chiém khoang 10% dén sb toan ciu
va ty & nam-nir 1a ngang nhau va chii yéu séng tai Tdy Au v My Latinh.
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ca ré..va céc lgi ich vé cdm xuc, cdm tinh: chan thanh, yeu mén, quyén ra....

Muc do st dung. thi trudng cing ¢6 thé phan khiic theo nhing nhém st
dung it, vira phai va nhieu san phdm d6. Nhiing ngusi st dung nhizu thusng
chi€ém mot ty le phan tram nho cda thi trudng, nhung chiém mot tf le phian
tram l6n trong khéi lugng tieu dung. Nhing ngusi sit dung nhizu sin phdm
thudng c6 chung nhiing dic diém nhan khdu hoc, tam Iy hoc va théi quen st
dung cdc phuong tién truyen thong.

Muic do trung thanh: thi trudng, c6 thé phan khic theo muc do trung thanh
cta ngudi tieu ding. Ngusi tieu ding ¢6 thé trung thanh véi nhan hieu ca phe
Trung Nguyen, sieu thi CoopMart, bénh keo Kinh Do, stta Vinamilk, nudc ting
lyc Number 1, x4 xi Chuong Duong.. Trung thanh vo dizu kien: nhing ngudi
tieu dung luon luon mua mot nhan hieu va thé hien mot ngusi trung thanh
v6i nhan hiéu nao d6. Trung thanh tuong d6i: nhiing ngudi tieu ding trung
thanh v6i hai hay ba nhan hieu nao d6, nhom nay dang ting len nhanh chéng.
Hien nay ngay cang c6 nhitu ngudi mua sim trong pham vi mot vai nhan hieu

.c6 thé chdp nhan dugc, va theo ho tuong duong véi nhau. Trung thanh khong
¢6 dinh: nhitng ngudi tieu diing thay déi s thich tir nhan hieéu nay sang nhan
hieu khic chit khong nhét thigt phai trung thanh véi mot hay vai nhan hieu
nao d6. Khong trung thanh: nhing ngudi tieu ding khong t6 ra trung thinh
v6i bat ky nhan hieu nao. Ho thudc loai ngudi gap gi mua ndy {mua nhan hieu
dang ban] hoic 1a thuoc loai ngusi thich da dang (musn mua méi lan mot thu
khdc nhaul.

Moi thi trudng deu bao gdom nhitng s6 ngudi mua khac nhau thuéc bén
nhom nay. Mot thi trudng trung thanh véi nhin hieu 1a thi trudng trong dé
nhtng ngudi mua trung thanh tuyet d6i véi nhan hieu chiém ty le phin tam
cao. Chang han nhu thi trudng café rang xay, thi trudng bia la nhing thi trudng
c6 muic doyrung thanh cao véi nhan hieu.Cong ty ¢6 thé biét dugc rdt nhizu
dieu khi phan tich sy trung thanh tren thi trudng cda minh. Ho cin nghiéen
ctu nhing dic diém cta nhing ngudi trung thanh vo digu kien véi san phdm
cta minh.

Cong ty ca phe Trung Nguyén phat hién thdy ring nhing ngusi trung thanh
v6 ditu ki¢n ctia minh phan Ién thuoc tang I6p trung binh, quan tam dén gia
dinh, tinh n dinh cong viéc va nhin chung la ngoi ca “séng cham”... Day dich
thyc la thj trudng muc tieu cho nhin hieu ca phe Trung Nguyen. Trong khi
d6, d6i véi nhitng ngudi trung thanh tuong d6i, cong ty dura vao nhing nhan
hiéu nao dang canh tranh gay git nh4t v6i nhan hieu ctta minh d€ khai théc.
Néu nhitu ngudi mua ca phe hoa tan G7 va ciing mua Nescafé hay Vinacaf,
thi cong ty c6 thé tinh dén chuyeén céi thién vi tri ciia minh so v6i Nescafé bing
cich quéng, ngay ca quéng cdo so sanh tryc tiep4

Bing nghién cttu nhiang khdch hang bé nhan hieu ciia minh d€ chuyén sang

33C(‘)ng ty Colgate Palmolive (VN) da tung ra kem dénh rang Coglage tai Viét Nam tir nam 1998 c6 ich lgi “khong sau
rang” thanh cdng my mén. “Khdng séu rang” da tré thanh mét cach chao hang doc ddo (USP-Unique Selling Point) dam
bae khong sau rang trude khi nghi dén chuyén lam dep hoac phai rang khong sdu thi méi 12 ring khoé lam nén cho viée
cham séc sic khoé va ring dep sau néy. Trong khi d6, Kem Dénh ring 3 mau Aquafres v6i 3 ich loi lal khéng thanh cong
nhu mong dei. Theo nghién ctru cia Heley phén khic theo loi ich thi trudng kem d4nh ring tai My gbm: tinh kinh té, tac
dung chu’a bénh,tic dung thdm my va mai vi.
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Biang 6.4

Cich thic phan
khiic thi trudng
tieu dung theo
hanh vi

tieu diing.

nhan hi¢u khic, cong ty c6 thé biét dugc nhing diém yéu vé marketing clia
minh va hy vong chidn chinh ching. Con nhiing ngusi khong trung thanh thi
ngay cang dong, cong ty c6 thé thu hut ho bing cach thudng xuyen chao hang
véi ho. Tuy vay day la d6i tugng khach hang c6 kha ning mang lai rii ro cao.

Mot hanh vi mua sdm c6 vé 1a trung thanh véi nhan hiéu c6 thé chi phin
anh thoi quen, su vo tinh, gid ré, chuyén sang nhan hieu khdc sé t6n kém, hay
khong c6 sin nhing nhan hieu khic. Cong ty phai nghien ciu nhing cii &
diing sau hanh vi mua sim quan st dugc.

Muc do sidn sang cta ngusi mua. Thi trudng bao gdbm nhing ngudi ¢6 muic
d6 sin saing mua khic nhau d6i véi mot san pham: Cé ngusi khong bigt dén

- san phdm d6, c6 ngusi thi bigt dé€n, c6 ngusi da nghe néi dén, ¢6 ngudi thi cé

quan taim dén va ¢6 ngudi mong mudn cé san phadm do va cé ngudi ¢6 y dinh
mua. Nhitng con s6 ty lé nhitng nhém ngusi nay cé anh hudng rit I6n dén viec
thiét k& chuong trinh marketing.

Dieu can chu y thai do cda ngusi mua: cé thé thdy c6 nim nhém thdi do
trén mot thi trudng: vui miing, t6t, thd o, x4u va thu ghét. Hiéu ro6 méi quan he
gitta thdi do va cdc bién nhan khdu hoc sé tao digu kien t8 chitc chinh phuc
nhing khach hang tiem ning ngay cang hieu qua. Phong trao tdy chay hang hod
san xudt khong ddm bao chat lugng hodc nhing tiéu chugn bio ve moi trusng
dang gia ting manh mé hon bao g hét.3s

BIENSO ~  |CACHPHANCHIATIEUBIEU
Ly do mua Thuong xuyén hay vao dip i€ hoi.

Lgi ich Chit lugng, dich vy, kiéu dédng, kinh té, t6¢ do, gia...

Chua str dung, trudc day da st dung, sé st dung, st dung lan

Loai khich hang day, str dung thudng xuyén...

Muic stt dung it, vira phai, nhieu.

Do trung thanh Khong trung thanh, frung binh, kh4, tuyét déi.

Mtic do san sang mua | Khong bi€t, biét, dugc gidi thieu, quan tam, udc vong...

Thdi do véi san phdm | Nong nhiét, tich cuc, ths o, tieu cuc, thu dich...

“Quy trinh phén khuc thi trugng

Quy trinh chinh dé phdt hien nhting khtic thi trudng cht y&u bing phuong
phap phd bi€n ma cdc cong ty thudng st dung gdbm 5 budc:

Budc 1: Nhan dang tién trinh phan khiic thi trusng. Phan khuc thi trudng bét
dau khi cic marketer quyét dinh nhiing co s& dé nhan dang thi trudng. Thong

3“Ngay 23/11/2003 cdng ty ci phé Trung Nguyén da t§ chuc mdt sy kién chin dong “Ngay hoi Café hoa tan Viét Nam” tai
Dinh Théng Nhit va da str dung hinh thirc quang bé truc tiép so sanh thir mui (blind test): ngudi ti€u dung chon lya ca phé
hoa tan nhan hidu G7 véi Nescafé. Két qua 89% ngudi tisu dung chon lua G7 so vdi 11% chon Nescafé.

*Michel Chevalier and Gelrald Mazzalovo, Pro-Logo, Palgrave Macmillan, 2004.
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thuong sé sit dung hai phuong phép tiép can dé dat muc tieu nay:

Phuong phap din dit bsi Ban quan trj dieu hanh®: cic nha quan ly thuc
hi¢n duya trén viec nhan dién lai phan khuc thi trudng biang kinh nghiem quan
st hay trdi nghiem cta ho d6i vdi cdc dic tinh hanh va vi tieu dung va ving
dia ly.

Phuong phép din dit béi thi trudng: thuc hien phan khic thi trudng biing
cdch tim hiéu/héi nhiing thuoc tinh nao 1a quan trong d6i véi ngudi tieu ding,
10i hop lai thanh ting nhém nhiang phan tng ddp trd ctia ho d€ nhan dang
phan khic tiem nang.

Ca hai phuong phdp nay deu c5.ging phat trién nhing phan khic nhom
khach hang ¢6 ddp ing tuong tr d6i vsi cic thay d6i ctia marketing hén hop.
Vi du P&G khong don gidn dat muc tieu thi trudng kem danh ring Crest ctia
minh véi cic ho gia dinh dong ngudi. Cdc nha quan ly phai xdc dinh ring phan
I6n cic gia dinh dong ngudi quan tam dén viec phong ngita sau ring va sé d
dang linh hoi cdc k& hoach marketing. Doi khi cac marketer gip phai kho khan
trong viéc phan tich nhing phan khuc uu tlen hoac phuc vu mot vai phan
khic it quan trong hon.

Budc 2: Phit trién hd so khach hang lien quan/méi phan khdc. Sau khi nhan
dang phan khiic tiem ning, marketer phai hiéu khdch hang ctia méi phan khuc.
Day la bugc phan tich sau ve khach hang nham gitp lam phu hdp gitta nhu cau
khéch hang va cdc chuong trinh marketing cong ty.

Tién trinh nay dim bao nhan dang dugc nhing dic tinh ma c6 the ly giai
dugc su tuong dong va khdc nhau trong méi phan khuic thi trusng.

Tién trinh nay phat trién dugc mot ho so chan dung cta khach hang dién
hinh cho méi phan khic. Ho so chan dung khéch hang gdbm nhing thong tin
ve kidu miu 16i séng, thdi do cta khach hang véi cic thuoc tinh san phdm va
nhan hiéu va dic diém khdch hang ting vimng dia ly.

Budc 3: Dy dodn thi trudng tiem nang. Budc nay doi héi ket hop giira phan
tich co hoi thi trudng va phan khdc thi trusng d€ du bdo duge tizm ning cia
mdi phan khuc. Thi trudng tiem ning dit ra nhing gisi han cao hon ve nhu
ciu ma cong ty mong dgi tir méi phan khuc.

Budc nay sé gitip cho nha quén ly ¢6 dugc dit lieu doanh s6 ban hang tiem
ning d€ quyét dinh ti€p tuc hoac ditng lai nhing ngudn lyc thiét yéu caa cong
ty dé chon lya phan tich sau hon cho méi phan khuc.

Vi du phan khuic thi trudng tigm niang khdng 15 ctia tré em tir 4-12 tudi tai
My cho théy ring chi phi tieu dung cta ho ting gan nhu gap doi trong thap
nien 1960 va gdp ba Ian trong su6t thap nien 1990 va muic hien tai 1a 24 ty
USD/nam. Ba muoi ndm qua tré em chi tieu phan lén cho banh keo va 1/3
trong s@ ho hién nay chi cho thyc phdm va nuéc gidi khét va phan con lai chi
cho quin 4o, phim anh, trd chai dién t& va db choi. Nha vay cong ty chuyen ve
quin do thdi trang Limited Too da thiét lap gan 300 cta hieu cting nhu trang

Mot sd marketer tai cac cong ty Viét Nam, Ban giam doc ¢dng ty thuong quyét dinh Iwa chon chién Ivoce “dinh vi dbi
thi” truc tiép dé quyét dinh tién trinh phan khac thj trgong cho cong ty.



Hinh 6.1
Quy trinh phén
khuc thj truong’®

web, va catalog khip toan quéc.

Budic 4: Dy dodn thi phan thi trudng c6 kha nang. Mot khi da udc tinh dugc
thi trudng tiem ning, cong ty phai du bdo dugc thi phan thi trudng tiém ning
ctia minh. '

Can phai phan tich dinh vi cdc d6i thi trong thi trudng muc tieu va thiét ke
céc chién lugc marketing ctia cong ty dé chiém linh nhing phan khic nay.

* Ben canh d6 cdc sich lugc va tic thuat marketing ctia cong ty can phai quyet
dinh muc do mong doi cin thigt &€ cong ty c6 thé cam két ngudn luc can thiét
lien quan nhu chi phi dau tue cin duge ban dén dé d4p ung nhu ciu tiém ning
cho méi phan khuc. Vi du cong ty Kindo di nhanh chéng thiét lap tren 1.100
cira hang chuyen photocopy khip cic chau A, Uc, Au va Béc My bang cam ket
hanh dong ngay lap tic trong viec lien két v6i cdc d6i tac tai cic nudc s§ tai.

Budc 5: Chon lua nhing phan khuc thi trusng cu thé. Nhing thong tin, da
lieu, phan tich va du bédo thi trudng thong qua toan bo tién trinh quyét dinh
phan khuic thi trudng da néeu cho phép ban quan ly cong ty danh gid dugc tigm
ning thi trudng, ngudn luc can thiét dé phat trién mot hay vai phan khuc thi
rusng. .

Duy bédo vé nhu ciu va du dodn chi phi quyét dinh Igi nhuan thu dugc ti viec
dau tu ma cong ty c6 thé mong doi tir méi phan khic thi trudng®. Cdc chién
lugc va chién thuat marketing can dugc thiét k& dam bo cing ¢6 hinh anh cta
cong ty va ning luc t6 chic van hanh cong ty doc nhét tren ting phan khiic.

Marketer phai can nhic ting diém cu thé trong phan tich, chi phi va lgi
ich va cting xem xét cic kho khan trong viec do ludng dé dam béo trit nhing

Quyét dich cic
—>»{  phbithic —
! marketing dé phuc !
! vy moi phin khic :
: !
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1 ¥ 1
: ! :
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diéntién et : [ tll; ! '] gigchi nhiing loi chon
trinh Sohimg P | Dubdo |1 | - O‘ng | phidei ichmuc phin
phin - ) tiém || h b fches tiéu cong Khie thi
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’Théng thudng cic marketer s& sir dung chi sb lgi nhuan ddu wr ROI (Return on Investment) dé tinh toan va thuyét phuc
ban quan ly cdng ty dic biét 1a b phén tai chinh dé quyét dinh chon lua tiép tuc nghién cru mét phan khic nay hodc vai

phén khic khéc.

111




MARKETING DUONG DAl

nhan t6 moi trudng va t8 chic. Cong ty c6 thé thi€u nhan luc du kinh nghiem
trong viéc tung ra san phdm thanh cong, hoic vi nhing quy dinh cu thé caa
luat phap quy dinh

Cong doan nay vira bao ham c4 nhiing nhan t6 ve tai chinh va phi tai chinh
va rédt kho khin trong viéc tinh todn nhung la budc s6ng con trong tién trmh
quyét dinh.

Xdc dinh thi truong muc tiew

Sau khi xdc dinh dugc nhitng phan khuc thi trudng tiem ning, cic marketer
clia cong ty sé d6i mat voi viec lua chon cuc ky quan trong: phai danh gid cdc
phan khuc thi trudng khdc nhau va quyét dinh 14y bao nhieu phan khuc thi
trudng va nhing phan khuc thi trudng niao lam muc tieu.

Néu chon lya khong chinh xdc thi trudng muc tieu, sé rat kho tm duoc bat
ky chién lugc marketing nao thyc hien duge va dieu nay doi héi chi phi rat
I6n vi tdt c cdc nb luc marketing c6 dugc tir viec dau tu ngudn lyc cong ty
vao nhiing phan khiic khong ¢6 khéd ning dem lai lgi nhuan cho cong ty. Ta sé
nghien ciu nhing cong cu dé danh gid va lua chon cdc phan khuc thi trudng.

Ddnh gid cac phan khiic thi truong

Khi dénh gid cic phan khuc thi trudng khdc nhau, cong ty phai xem xét ba
y€u t6: quy mo va muic ting trudng cta phan khuc thi trudng, muic do hap din
Ve 0 cdu ctia phan khic thi trudng, nhing myc tieu va ngudn tai nguyén ciia
cong ty.

Quy mo va miic tang truéng cta phan khuc thi truong

Dau tien, phan khuc thi trudng tiem dn c6 nhing dic diém ve quy mo va
muc ting trudng vira sic khong? “Quy mo vira stc” la mot y&u t6 ¢6 tinh tuong
d6i. Nhing cong ty Ion ua thich nhing phan khdc thi truong ¢6 khéi lugng
tieu thu 16n va thudng coi nhe hay b qua nhitng phan khic thi trudng nhd.
Nhiing cong ty nhé thi lai tranh nhéng phan khuc thi trudng 16n, vi chung doi
héi qud nhitu ngudn tai nguyen.

Mgc ting trudng thuong la mot dic diém mong mu6n, vi cic cong ty, néi
chung, déu muén c6 mic tieu thu va lgi nhuan ngay cang tang. Song cc dsi
tha canh tranh sé nhanh chéng xam nhap nhing phan khuc thi truong dang
ting trudng va lam gidm di kha nang sinh 15i cia ching.

Muc d¢ hap dan vé co cidu cia phan khuc thi truong
Mot phan khic thi trudng ¢6 thé c6 quy mo va muc tang truéng mong
mu6n, nhung lai thi€u titm néang sinh 16i. Ly tudng nhat, cong ty muén tim

#¥M. Dale Beckman & John M. Rigby, Foundation of Marketin. Toronto,Nelson, 2001.



mot thi trudng muc tieu cuc ky hdp din, nhung moi tnrdng canh tranh trong
thi trudng dé it khoc liet

Michael Porter da phat hien ra nam lyc lugng quyét dinh mic do hap din
noi tai ve lgi nhuan lau dai cia mot thi trudng hay phan khic thi trudng: cdc
d6i thi canh tranh trong nganh, nhiing ké xam nhap tiem 4n, nhing sin phdm
thay thé, ngusi mua va ngudi cung dng. Sau day la nam mdi de doa do chung
gay ra.

(1) M6i de doa ctia su kinh dich manh mé trong phan khuc thi trusng: mot
phan khuc thi trudng sé khong hip din, néu né ¢6 qud nhitu nhing dsi tha
canh tranh manh hay la hay tdn cong. Bic tranh sé cang toi té hon, néu phan
khc thi trusng d6 da 6n dinh hay dang suy thodi, néu ting thém ning luc san
xudt len qud nhieu, néu chi phi ¢6 dinh cao, néu rao can san xudt cao hay néu
cic d6i tht canh tranh deu da dau tu qud nhitu dé bam tru tai khuc thi truong
d6. Tinh hinh nay sé din dén nhtng cuoc chién tranh.

(2) Méi de doa cia nhitng ké méi xam nhap: mot phan khic thi trudng sé
khong hép din, néu c6 thé thu hit nhing d6i thu canh tranh mdi, nhiing cong
ty sé mang theo vao nang lyc san xudt mdi, nhiing ngudn tii nguyen dang ké
va phan ddu dé ting thi phan. Van de rat lai la lieu nhing ké xam nhap mdi
6 thé dé dang nhay vao khong. Ho sé thdy rdt kho, néu ¢6 rao can nhap cao
kem theo quan he cang thing tit phia nhing cong ty dang chiém gi. Rao can
nhap cang thdp va muc do sin sang trd dia ctia nhing cong ty cit cang thap
thi phan khuc thi trudng cang kém hdp dan. Mdc do hdp dan cia phan khuc
thi trudng thay d6i theo chigu cao ctia cdc rao cin nhap va xudt. Khi rao can
nhap va xudt deu cao, titm nang sinh 15i cao nhung thudng kém theo nhitu
rtii ro hon, bi vi nhiing cong ty yéu kém con 6 lai sé ddu tranh d€ gianh giat
them thi phin. Khi ca hai rao cin nhap va xuat deu thdp, thi cdc cong ty deu
dé dang xam nhap va i b nganh d6, khi d6 Igi nhuan sé 6n dinh va thap.
Trudng hop xdu nhit la khi rao can nhap thdp va rao cn xudt lai cao: & day
dé dang xam nhap vao nhing thai ki thuan 1¢i, nhung lai rdt kho r6i bo vao
nhiing thai ky khé khan. Két qua la tinh trang du thira niang luc san xudt trien
mién va kha ning kiém tién ngay cang giam sut.

(3) Msi de doa ve nhitng san phdm thay thé: mot phan khtc thi trudng sé
khong hdp din khi c6 nhitng san phdm thay the thuc t€ hay tiem 4n. Cdc san
phdm thay thé sé tao ra giéi han d6i vdi gid c va Igi nhuan ma mot phan
khuc thi truong c6 thé kiém duge. Cong ty phai theo déi chiat ché xu hudng
_gid c ctia nhing san phdm thay thé. Néu tién bo cong nghiep hay tinh hinh
canh tranh ting lén trong nhang nganh cta san phdm thay thé, thi gid ca va lgi
nhuin trong phan khuc thi trudng d6 co thé gidm sut

(4) M6i de doa ctia quyen thuong lugng ngay cang 16n clia ngudi mua: mot
phan khic thi trudng sé khong hdp ‘din, n€u nhing ngudi mua cé quyen
thuong lugng 16n hay ngay cang ting, Ngusi mua sé ¢6 ging buoc phai gidm
gid, doi héi chit lugng va dich vu cao hon, va dat cic d6i thi canh tranh vao
the d6i lap nhau, tdt cA deu bing cdi gid cda kha ning sinh 161 ctia ngudi ban.
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Quyen thuong lugng cta ngudi mua ting len khi ho cang tap trung va c6 t3
chic hon, khi san phdm la mot phan déng ké trong chi phi ciia ngusdi mua,
khi san phdm khong ¢6 nhiing dic diém khdc biet, khi chi phi chuyén déi cia
ngudi mua khong In, khi ngusi mua nhay cdm véi gid, béi vi Ioi nhuan thép,
hay khi ngudi mua c6 thé nhat hod nguge. Dé phong tha, ngudi ban ¢6 thé lua
chon ngudi mua nao ¢6 quyen lyc thap nhat dé thuong lugng hay chuyén déi
ngudi cung dng. Cach phong thu t6t nhat la phat trién nhang san phdm 6t
hon dé nhang ngusi mua manh khong thé ar chéi.

(5) M6i de doa ve quyen thuong lugng ngay cang ting ctia ngudi cung dng:
mot khic thi trudng sé khong hdp din néu nhing ngusi cung ung clia cong ty
¢6 thé nang gia hay giam chat lugng. Nhitng ngudi cung ng ¢6 xu hudng trd
nén c6 quyen luc manh hon khi ho tap trung va ¢6 t8 chuc. Khi ¢6 it san phdm
thay thé, khi sin phdm nhan dugc cung ing 1a mot dau vao quan trong, khi chi
phi chuyén déi cao, va khi ngusi cung dng c6 thé nhat the hoa thuan. Cich
phong thu t6t nhat la xay dung nhiing quan he binh ding véi nhing ngusi
cung ung hay st dung nhigu ngudn cung tng.

Muc tiéu va nguon luc ciia cong ty

Ngay ca khi mot phan khuc thi trudng 16n dang tang cudng va hap dian ve
O cdu, cong ty vin cin xem xét nhiing muc tiéu va ngudn tii nguyén cia ban
than minh so véi phan khic thi trudng d6. Mot s6 phan khuc thi trusng hap
dén c6 thé van bi loai bo, bdi vi chiing khong phut hop véi muc tieu lau dai cta
cong ty. Ngay ca khi phan khdc thi trudng phit hgp véi nhing muc tiéu cta
minh, cong ty vin phai xem xét xem ¢6 d nhing ky nang va ngudn tai nguyéen
dé thanh cong trong phan khuc thi trusng d6 khong.

Mai phan khuc thi trudng deu ¢6 nhing yeu cau nhat dinh dé thanh cong.
Can loai bo phan khuc thi trudng d6 néu cong ty thiéu mot hay nhizu ning luc
can thiét va khong c6 dieu kien dé tao dugc nhing kha ning can thiét. Song
cho dit cong ty c6 dt nhing nang luc can thiét, thi né vin phai phat trién mot
s6 uu the troi hon. Cong ty chi nén xam nhap nhing phan khiic thi trudng nao
ma minh c6 thé cung ng gid tri lon hon.

Lua chon khuic thi truang

Sau khi di ddnh gid cdc phan khdc thi trudng khdc nhau, bay gis cong ty
phai quyét dinh nen phuc vu bao nhiéu va nhing phan khic thi trudng nao.
Tc la van de lya chon thi trudng muc tieu. Cong ty 6 thé xem xét 5 phuong
an lya chon thi trudng muc tieu, gom: tap trung viao mot phan khic thi trudng,
chuyen mon héa chen loc, chuyen mon héa thi trusng, chuyen mon héa san
phdm va phuc vy toan bo thi trusng.

Cac phuong an chon lua thi truong muc tieu
Tap trung vao mot phan khic thi trudng: Trong trudng hop don gian nhat,



cong ty Iya chon mot phan khic thi trudng. Cong ty Volkswagen da tap trung
vao thi trudng xe 6 t6 ¢& nhé. Thong qua marketing tap trung cong ty sé gianh
dugc mot vi tri viing chic trong phan khic thi trudng nha hiéu biét ro hon
nhang nhu cau cta phan khuc thi trudng d6 va danh tiéng dic biet ma cong ty
¢6 duge. Hon nita, cong ty sé tiét kiem dugc trong hoat dong nhs chuyen mon
hoi san xuit, phan phdi va khuyén mai. Néu cong ty gianh duge vi tri din diu
trong phan khuc thi trudng thi né c6 thé dat duge ty sudt lgi nhuan tren von
dau tu cao. Mat khac, marketing tap trung gén lien v6i nhing rdi ro I6n hon
binh thudng. Phan khuc thi trudng cu thé c6 thé «d nen toi te hon. Vi dy, khi
nhting phu nit tré dot nhiéen thoi khong mua quan do thé thao nia lam cho Igi
nhuan cda cong ty Bobbie Brooks sut hdn xu6ng. Hay mot d6i tha canh tranh
nao d6 ¢6 thé xam nhap phan khuc thi trudng nay. Vi nhing ly do do6 nhigu
cong ty thich hoat dong trong nhigu phan khic thi trusng hon.

Chuyen mon hod ¢6 chon loc: cong ty lua chon mot s6 phan khdc thi
trudng, mbi phan khuc thi trudng deu ¢6 siic hdp dan khdch quan va phi hgp
véi nhiing muc tieu va ngudn tai nguyén cdia cong ty. Cdc thi trusng deu haa
hen 14 ngudn sinh 16i. Chién lugc phuc vu nhigu phan khic thi trusng nay ¢6
uu diém la da dang hod riii ro ca cong ty. Dit cho mot phan khiic thi trudng
¢6 trd nén khong hdp din nwa thi cong ty van ¢6 thé ti€p tuc kiém tien trong
nhitng phan khdc thi wrudng khéc.

Chuyen mon hod san phdm: cong ty can san xuit mot san phdm nhat dinh
dé ban cho mot s6 phan khuc thi trudng. Vi dy, hing san xu4t kinh hién vi
ban san phdm ctia minh cho cdc phong thi nghiém caa cdc trudng Dai hoc, cac
phong thi nghiem cta Nha nudc va cac phong thi nghiém cia doanh nghiép.
Cong ty san xuét nhiing kinh hién vi khdac nhau cho nhitng ngudi khach hang
khéc nhau, nhung khong san xui4t nhing thiét bi khac ma cdc phong thi nghiem
d6 c6 thé stt dung. Thong qua chién lugc nay cong ty tao dung dugc danh tiéng
rong khip trong linh vuc san phdm chuyén dung. Rdi ro bi d6 bé sé xudt hien
néu nhu kinh hién vi dugc thay the bing mot cong nghe hoan toan méi.

Chuyen mon hod thi trudng: cong ty tap trung vao viéc phuc vu nhigu nhu
cau cia mot nhom khach hang cu thé. Vi dy, mot cong ty ban mot danh muc
san phdm cho cdc phong thi nghiém ctia cic trudng dai hoc, bao gom kinh hién
vi, dao dong ky, dén Bunsen, va binh hod nghiem.

Phuc vy toan bo thi truding: cong ty c6 y do phuc vu tdt ca cac nhom khach
hang t4t ca nhitng san phdm ma ho ¢6 thé can dén. Chi ¢6 nhing cong ty Ién
mdéi c6 thé thyc hién chién huge phuc vu toan bo thi trudng. Vi du nhu cong
ty IBM (thi trudng mdy tinh], General Motors (thi trudng xe co) va Coca Cola

{thi trudng db udng].

Cac chién lugc dap ung thi truong

Cong ty Ion c6 thé phuc vu toan bo thi trudng theo ba cich: marketing
khong phan biet, marketing phan biét va marketing tap trung.

Marketing khong phan biét (undifferentiated marketing): cong ty c6 thé quyét
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dinh quen nhing khdc biet ctia phan khic thi trudng va theo doi thi trudng
toan bo bing mot cong hién duy nhat Cong ty tap trung vao nhing gi ma
ngudi mua thudng hay ¢6 nhu cau chd khong phai la vao nhing gi khdc nhau.
Cong ty thiét ké mot san phdm va mot chuong trinh marketing nio thu hut
dugc dong dao ngusi mua nhit Cong ty dua vao phan phdi dai tra va quéng
cdo dai tra. Muc dich [a nhim tao cho san phdm mot hinh énh tuyet hio trong
tam tri moi ngudi. Vi du marketing khong phan biet la marketing trong thoi ky
dau cta cong ty Coca - Cola chi ra mot tha do uéng trong mot ¢& chai véi mot
mui vi cho t4t ca ngudi. Co s& dé chon marketing khong phan biet [a dét kiem
chi phi. N6 dugc xem la “marketing tieu chudn hoa”. Chung loai sin phdm hep
dam bao sdn xudt du trt, chi phi van chuyén & mue thap, chuong trinh quang
cdo khong phan biéet ddm bao chi phi quang cdo thap, khong nghien ciu va

. lap k& hoach theo phan khc thi trudng sé gidm bét dugc cic chi phi nghien
citu marketing va quan ly san phdm... Trong thyc t€ r4t khé c6 thé lam hai long
dugc hét moi ngusi tieu ding.

Mo hinh marketing khong phan biet

h 4

Marketing mix Thi truong tong thé

Marketing phan biét (differentiated marketing): trong trudng hop nay, cong
ty hoat dong & mot s6 phan khuc thi trudng va thiét k& nhing c6ng hién khdc
nhau cho tung phan khuc thi trusng. Nike thi céng hién nhing doi giay thé
thao cho hang t bo mon thé duc thé thao khic nhau. Cong ty IBM da chao
hang nhieu kiéu tron géi phan cing va phin mém cho cic phan khic thi
trudng mdy tinh khdc nhau. Marketing ¢6 phan biét thusng tao ra dugc téng
muic tieu thy I6n hon so v6i marketing khong phan biet. “Dizu do noi len mot
le don gian la c6 thé ting téng muc tieu thy bang cich ban ching loai sén
phdm da dang hon thong qua nhing kenh da dang hon”. Tuy nhien né cang
lam tang chi phi kinh doanh. Sau day la nhing chi phi c6 thé cao hon:
(1) Chi phi cai tién san phdm: viéc cai tién mot sin phdm d¢€ ddp tung nhing
yéu cau ctia cic phan khuc thi trudng khéc nhau thudng doi héi ¢6 nhitng
chi phi nghién ciu phit trién, thiét ké ky thuat va/hay dung cu chuyen’
dung. ~
(2) Chi phi sin xu4t: thong thudng chi d€ sén xuat musi don vi sén phdm -
khac nhau phai t6n kém nhieu hon 1a san xuat 100 don vi san phdm giéng
nhau. Thai gian chudn bi d€ san xudt méi kiéu san phdm cang nhé thi cang
t6én kém hon. Mit khéc, néu méi kidu dugc ban ra véi khéi lugng da lon,
thi chi phi cho thdi gian chudn bij cao hon d6 c6 thé rat nhé khi tinh tren
mot don vi sin phdm.



(3) Chi phi quan tri hanh chinh: cong ty phai xay dung nhang k& hoach
marketing rieng biét cho titng phan khuc thi trudng. Dieu nay doi héi phai
tang them cdc cong viec nghién ciu marketing, du bdo, phan tich muc tieu
thu, khuyén mai, lap k& hoach va quan tri kenh.
(4} Chi phi du trir: viec quan tri da lieu nhigu kiéu san pham sé ton kém
hon so véi quan ly duy tr it san phdm.
(5) Chi phi khuyén mii: cong ty phai vuon t6i nhing phan khuc thi trudng
khac nhau véi cdc chuong trinh khuyén mai khdc nhau. Pitu nay lam ting
chi phi lap k& hoach khuyén mai va chi phi cho cic phuong tién truyen thong.
Vi marketing phan biet lam ting ca muc tieu thu lan chi phi, nen khong thé
khai qudt ve kha ning sinh 161 cta chién luge nay. Cong ty can than trong dé
tranh phan khuc qua muc thi trudng cta minh. Néu da xéy ra tinh trang nay
thi ¢& thé ghép bét chuing lai hay mé rong o s& khach hang®.

Mo hinh marketing phan biet

Phan khuc thi truongl
Phan khtic thi truong?2
Phan khuc thj truong3

Marketing mix|1

Marketing mix2

1]

Marketing mix3

Marketing tap trung (concentrated marketing): chién lugce hdp dén khi ngudn
luc cong ty ¢6 gi6i han. Triét ly ctia phuong 4n nay la theo dudi mang Ién ctia
mot thi trudng nhé thay vi mang nhé cta mot thi trudng I6n. Tai Viet Nam
minh chung phuong 4n nay la nhan hieu Xmen da rdt thanh cong khi chiém
ducc 7% thi phan dau goi dau néi chung, tuong duong véi 60% thi phan phan
khuc dau goi dau nam*®. Uu the néi bat phuong dn nay 14 tap trung né luc mot
phan khuc thi trudng, nén cong ty tao dugc thé dung vitng chic nhg hiéu duge
16 nhu ciu va uéc mudn caa khich hang, thiét ké cung tng nhing sén phdm
phtt hgp. Ngoai ra cong ty con c6 thé chuyen mon hod trong cdc sich luge
marketing mix dam bao ty sudt lgi nhuan cao. Mot ditu ddng chu y Ia phan
khtc thi trudng nay c6 thé khong ton tai hoic giam stit do nhu cau khach hang
thay d6i hoic cic cong ty canh tranh the luc manh quyét dinh dau tu vao phan
khiic ma cong ty dang chiém linh*.. Hien tai ICP - Xmen du da c6 ging da dang
hod san pham va da né luc mé rong va khai thac cac phan khiic nhé hon trong

¥Cong ty Johnson & Johnson di m& rong thi trrdng muc tiéu cia minh d6i v6i dau gdi ddu cho tré so sinh bing cich gdp
thém ca ngudi 16n vag d6 nira. Con cdng ty Beecham thi tung ra thubc danh rang Aquafresh de thu hut ddng thoi ba phan
khuc thi trudong tim kiém ich lgi khac nhau: nhirg ngudi muén thom miéng, nhirmg ngudi mudn ring tring va nhitng ngudi
mudn ngira sau ring — P.Kotler & Gary Amstrong, Principles of Marketing. 2003.

“Ngudn : www.icpvn.com va tinh hudng dién hinh chwong trinh “Tép lam gidm déc Marketing 2008”

“#Unilever (Viét Nam) da tai tung nhan hiéu Clearmen vao thi truong diu goi diu nam vao ddu nam 2007 dé tan cong truc
dién nhin hiéu Xmen. Du ri‘mg céc hoat dong Marketing mix cta Clearmen nhin manh vao dbi tugng phéi nam c6 tinh cach
khong phai la “vai u thit bip, anh hung ciru my nhan” nhu Xmen hozc dan éng “déng cip” nhw Romano, van cho thy ring
tran chién thuong hidu ddu goi diu nam rét khéc liét trong thdi gian sip toi.
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phan khic dau goi Nam véi cic nhin hieu DrMen, Bossmen, TeenX...dy bdo
rat kho thanh cong, phan vi phan khuc chuyen biet con qua nhd, phan vi ban
sdc va hinh anh nhan hieu Xmen hién hau.

Mo hinh marketing tip trung

Phan khuc thi truong
Marketingmix ~|————»  Phan khuc thj truong
Phan khuc thi truong

Cac can cu lya chon chién lugc dap ung thi truong

Kha nang tai chinh va ngudn luc cong ty: cic tap doan néi tiéng véi ngudn
lyc tai chinh manh thudng dp dung chién lugc “marketing chuin hod” cho
toan bo thi trudng noi dia hodc ngay ca toan ciu hoic marketing phan biet
Ngugc lai cac cong ty vita va nhé dat hieu qua t6t nhat khi si dung chién luge
marketing tap trung.

Muc do dong nhat san phdm: chién lugc marketing khong phan biet rat
thich hgp cho nhing san phdm dong nhit I6n, dinh gid san phdm dya vao
nhiing dac tinh thudng dugc tieu chudn hod: sit thép, nong thuy san, vi khi
mua va st dung san phdm, khdch hang dé dang thay d6i ngudn cung ung va
nhan hieu. Ngugc lai, nhing loai san phdm nguéi mua dé dang nhan ra sy khic
biet nhu quan do, moto, khach san...cong ty nén dp dung chién lugc marketing
tap trung.

Chu ky s6ng cta san phdm: viéc st dung chién lugc marketing nao thich
hgp trong titng thoi ky con phu thuoc vao sin phdm kinh doanh va tuong ung
vong doi cia chu ky san phdm. Marketing khong phan biet hoic tap trung c6
thé ing dung hi¢u qua giai doan tung san phdm méi va marketmg ¢6 phan biet

.thich hgp giai doan bio hoa san phdm hon.

Muc do dong nhdt cta thi trudng: cong ty nén dp dung marketing khong
phan biet d6i véi cdc thi trudng ¢6 nhu cau va hanh vi tieu dung dong nhat va
ngugc lai, voi thi truong nhu cau khich hang khong dong nhat nen si dung
marketing phan biet dé c6 thé ddp dng nhang dic tinh, hanh vi mua sém khdc
nhau.

Chién luge marketing ctia cdc d6i thi canh tranh: cin xem xét cdc chién luge
va chién thuat marketing cia déi tha canh tranh trién khai tai mot thi trudng
nhit dinh. Co thé bién tdu cic chién lugc marketing hieu qua cta déi tha dé
gianh dugc vi thé t6t hon hoic c6 thé lam “khéc biet” bing cich chon cic chién
lugc marketing trdi ngugc v6i d6i tha canh tranh tai thi trudng cu thé.



Dinh vi thi z‘mb’ng

Dinh vi 1a trung tam cda chién lugc marketing. Xdc dinh dinh vi san phdm
va thj trudng muc tieu 1a hai quyét dinh quan trong nhat khi tién hanh xay
dung chién lugc marketing. D€ thuc hien thanh cong, Marketer phai hiéu r6
khach hang cang nhu kha ning tai chinh ctia cong ty cing nhu cta cic d6i tha
canh tranh d€ quyét dinh can phai ding & “vi tri” nao trong cic phan khuc thi
trudng di lua chon.

Khai niém dinh vi

Dinh vi thi trudng la thiét k&€ mot san pham c6 nhung dac tinh khdc biet so
v6i san phdm hoic dich vu céa d6i thi canh tranh va tao cho n6 mot hinh dnh
rieng d6i véi khach hang*2.

Dinh vi bao gdm tir mot dén hai, hoic cting c6 thé 1a ba Igi ich ma khach
hang mong mu6n nhan dugc tit san phdm hoic dich vu ctia cong ty hoac day
phai Ia nhing Igi ich ma cong ty c6 thé cung cdp & muc do t6t hon d6i thu
canh tranh®,

Ditu nay c6 nghia 1a xdc dinh vi tri ctia san phdm trén thl trudng so véi san
phdm cing loai ctia d6i thi. Va vi tri san phdm tren thi trudng la mic do sin
phdm dugc khdch hang nhin nhan & tam ¢& nao, chiém mot vi tri nhu thé nao
trong tam tri ciia khach hang so véi cdc san phdm canh tranh.

‘Cac mitc do dinh vi

Dinh vi c6 thé dugc tién hanh ¢ nhitu mic do khac nhau cho 4t ca nhing
cong hién cho thi trudng bao gdm ci nhitng c6ng hién htu hinh va vo hinh.
Cdc muc do dinh vi:

DPinh vi dia diém _

Cich thuc dinh vi dya tren dic diém dia ly qudc t€, quéc gia*, viing lanh
thd, chau luc. Noi dung chi yéu dat trong tam vao cic yéu t6 dia diém, truyen
thong lich st -viin hod, khoa hoc, kinh t€, dan s6... Hinh thuc dinh vi nay rat

~hetu ich cho viéc thu hut dau tu, du lich, giao luu vin hod, xust khéu,...

. Dién hinh cdc sin phdm thuong hieu ¢ia My thudng ngudi ta nghi ngay dén
cong nghe hang khong - v tru cong nghe thong tin, dien anh...véi Nhat Ban
ngudi ta lien tudng dén cic nganh san xudt dien ti, ngudi mdy... nudc Duc’
gin v6i xe hoi... Thuy Sy lien tuéng dén nganh ngan hang, dong hd, quéan tri
du lich...

“Philip Kotler & Kevin Lane Keller, Markctmg Managcment 12th Editition, Pearson 2006.
“Don Sexton, Marketing 101, NXB. Lao dong-Xa hoi, 2007.

“Country of Orlom Effect (COO): hiéu tng tac dong cua ving lanh thd da tr& thanh mot trong nhu'ng 1¢i thé canh tranh doe
d40 cia mot sb cong ty va thuong hiéu trén toan ciu. '
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Dinh vi nganh

Mai cong ty tap trung vao viéc san xudt, kinh doanh mot nganh hay linh vuc
nhét dinh va mot nganh deu c6 sy khac biet ve ky thuat, nguyen vat liey, lao
dong...Viec dinh vi nganh gép phan nang cao hinh anh cong ty.d6i véi ngusi
tieu dung

Boeing - mdy bay, Kodak - mdy anh ky thuat s6, Microsoft — cong nghé phan
mem, Wallmart — cong nghe ban 1¢, Intel = nganh vi mach xi ly, CNN - truyen
thong,...Coca-Cola — nuéc ngot ¢6 gaz..Tai Viet Nam, c6 thé ké dén Vinamilk
— stfa va thyc phdm dinh duéng, Trung Nguyen — ca phe rang xay, Kinh Do -
banh keo, THP - nudc gidi khat, Gidy Sai gon — gidy...

Dinh vi cong ty

Mai cong ty deu ¢6 nhang dac thu kinh doanh rieng nhu be day lich st hinh
thanh va phit trién, di sdn kinh nghiem sn xudt hay cong nghe, ch4t lugng san
phém, thi phin, bi quyét marketing, ngudn nhan lyc, ngay ca uy tin cd nhan cta
ngudi sing lap... Day ciing 1a mot hinh thic dinh vi dugc ung dung phd bien
va gdy dn tugng sau sdc v6i ngudi tieu dung t6t hon cdc d6i tha canh tranh
ctia minh

Dién hinh the gidi khi Coca-Cola vin dugc xem nhu la nhang bac thay - -

marketing truyen thong va hien dai. Apple gin lien véi hinh anh sdng tao trong
cong nghe san xudt mdy vi tinh, dien thoai, hay llly ca phe vdi chat lugng tuyet
héo...Tai Viet Nam, Trung Nguyen dién hinh cho sy sing tao va khidt vong Viet
hay CoopMart — he théng bédn Ié hang dau cia Viet Nam,...

DPinh vi san pham

Tren co sé hi€u biét sau sic thi trudng muc tieu, cong ty phai phat hien
nhitng dieu khdc bigt vé san phdm, dich vy, nhan sy va hinh dnh c6 thé tao ra
dugc dé phan biet véi di tha canh tranh. Chién luge dinh vi san phdm cta
cong ty sé cho phép xdc dinh hinh anh sén phdm trong tam tri cia khich hang
(biing cdc dic diém nhu lgi ich, chat lugng, gid ca, dich vy, thong tin,..] mot
cich doc ddo khdc biet so vdi cdc d6i tha canh tranh.

Dién hinh thé gici: Lexus ~ chat lugng ctia sy hoan hao, Volvo - cam gidc an
toan hay Mercedes — sy sang trong... Trudc day tai Viet Nam, Vinamilk — chat
luong quéc t& G7 ca phe hoa tan — bi quyét khic biet ca phe tuoi...

Chién lugc dinh vi san phim

~ Lua chon va thuc hién chién lugc dinh vi san phdm
Cong viéc dinh vi bao gom ba budc: nhan dien céc Ioi the canh tranh c6
thé, chon lua cdc Igi the canh tranh thich hgp va truyen dat vi tri da chon dén
thi trudng.
Loi thé canh tranh [a sy loi the hon cdc d6i thd cda minh nhci vao c6ng hién
gid tri 16n hon, hoic do 6 gid ré hon, hay vi cung cdp nhieu loi ich hon, da



Bang 6.5
Cic bién tao dic
diém khdc biet .

Sinphdm  |Dichws  |Nhanst  |Hinhanh

Tinh chat Giao hang Ning luc Biéu tugng
Cong dung Lip dit Lich st Ph_uong tién truyén
thong

Muc do phu hgp Huan luyén khdch | Tin nhiem Bau khong khi
hang .

Po ben Dich vu tu van Tin cay SLf kién

Po tin cay Stra chira Nhiét tinh

Kha ning st dung Nhtmé dich vu khac | Bi€t giao ti€p

Kiéu diang

Két cau

bien minh cho muic gid cao ctia minh. Trong thyc t€, khong phai cong ty nao
cing c6 thé im co may trong viéc phan biét c6ng hién cda minh dé dat,dugc
lgi thé canh tranh vitng chic. Cdc cong ty hay mot.cong hién cho thi trudng c6
thé khdc biet hod theo cdc tuyén san phdm, dich vy, nhan sy hoic hinh anh
cong ty.

Tao diac diém khac biét cho san pham

Nen tang dau tien, phuong dn duy nhit la tao dac diém khdc biet cho sén
pham clia cong ty so véi san phdm chia cdc d6i tha canh tranh 1a san pham. Viec
tao dic diém khdc biet cho phép cong ty tinh gid cao hon dua trén ¢o s8 gid tri
troi hon ma khadch hang nhan thitc dugc va duge cung ung. _

Cong ty o thé thuc hien bing cich cung dng mot san phim t6t hon, nhanh
hon*, hay ré hon. _ . '

“T6t hon”: san phdm ctia cong ty phai hon hin cic dich tha cta né: hiéu
biét khach hang minh t6t hon hay luon lam ra san phdm céi tién san phdm

" hién c6 t6t hon.

“Mdi hon”: phét trién mot gidi phdp ma truée day chua timng ¢6. Viec nay
thudng chia dung rai ro 16n hon so véi truding hop chi céi tién, nhung cing
lai tao co may théing lgi hon.

“Nhanh hon™*: gidm bt thai gian thyc hi¢n hay giao hang lien quan dén
viec stt dung hay mua mot sdn phdm/dich vu cuéi ciing.

“Ré hon”: c6 thé mua dugc mot san phdm tuong tu véi s6 tien it hon. Luu
¥, néu cong ty khong lam cho san phdm cda minh tr6i hon ve bt ky mit nao

“Treacy va Wiersema d néu Ién ba chién luge din dén dic diém khéc biét tao nén thanh céng ctia vi tri din diu thi trudng
d6 la: (1) Hoat ddng tuyét hao: cung cdp cho khach hang nhing san phim hay dich vu tin cy véi gi4 canh tranh va dam bao
dé kiém: Dell Computer, Wal- Mart, American Airlines, Federal Express (2) Quan hé than thiét véi khach hang voi s hidu ©
biét sdu séc khach hang va ¢6 kha ning d4p (ing nhanh chéng nhirmg nhu cau dic thi va chuyén biét ciia né: Home Depot,
Staples, Kraft (3) D4n dau vé san phim: cung (g cho khach hang nhirng san phdm dich vu déi méi, ting thém ich loi cho
khach hang va hon hin sin phim cita c4c déi thii canh tranh: Nike, Apple, Sony. .
“Milind Lele da nhdn dinh nhimng céng ty ca nhan c6 thé c6 dic diém ndi bat la c6 kha nang “co dong” 16n trong nam
huéng: thay ddi thi truong muc tidu, san pham, kénh phan phéi, khuyén mai va chiéu thi, hay gia.
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khéc, ngoai chuyén ré hon, thi n6 sé bi thua dsi thit canh tranh dé.

Ciéc bién tao dic diém khac biet sin phdm bao gom cc yéu t6 cha yéu tao
dac diém khic biet cho san phdm tinh chat, cong dung, muc do phu hgp, tudi
tho, do tin cay, kha nang stra chita dugc, ki€u dang va ket cau.

Tinh chat cic san phim deu 6 thé chao ban. Diém xust phat la mot miu
san pham “tran trui” hay “co ban”. Ngusi dau tien dua ra nhing tinh chat méi
€6 gid tri ]a ngudi canh tranh c6 hieu qua nhat.

Chat lugng cong dung theo thsi gian. Ba chién luge dp dung: (1) khong
nging cdi tién sin phdm thudng dat dugc ty sudt loi nhuan va thi phan lon
nhit, (2) duy tri san phdm v6i chat luong ban dau khong ddi trit phi thdy ro
nhang thi€u sét hay co hoi, (3} gidm bét chét lugng theo thi gian.

Chit lugng dong deu 1a muc do thiét k& va tinh nang ctia mot san phdm gin
vdi tieu chudn muc tieu. N6 phan dnh cic don vi san phdm khac nhau duogc
lam ra ddng deu va ddp ung dugc nhing yeu cau ky thuat.

Do ben la s6 do tudi tho dy kién ctia mot san pham. Volvo quang cio ring
ho san xudt 6 t6 ¢6 tudi tho trung binh cao nhat va vi the ma tinh gid cao hon.
Tuy nhien, ditu nay phai dugc thim dinh thuc t& va tiy loai hinh san phdm. Vi
du quang cdo mdy tinh c4 nhan, dien thoai di ' dong c6 do ben cao nhit c6 thé
it hdp dan, béi nhing tinh ch4t va tinh ning cia ching thay d6i 4t nhanh.

Do tin cgy la s6 do xdc sudt d€ san phdm d6 khong bi truc tric hay hu héng
trong mot thai ky nhat dinh. Ngusi mua sin sang tra them tien dé mua nhing
san phdm c6 d¢ tin cay cao. Ngudi Nhat, Duc dic biet thanh cong trong viéc
nang cao do tin cay. _

Kha nang stra chia: 1a muc do dé& dang phuc hoi mot sin phdm bi truc tric

* hay héng héc. Kha nang stta chia ly tudng la trusng hop ngudi st dung c6 thé
tu phuc hdi sin phdm ma khong can thay, digu nay chi t6n it tien va thoi gian.
Mot khd nang t6t nhat nita 1a c6 mot s6 san phdm c6 tinh chat d& dodn dugc
béenh cho phép nhan vien dich vu ¢6 thé hiéu chinh né tir xa qua dien thoai
hay huéng din ngusi st dung cdch hieu chinh no.

Kiéu déng: 1a hinh thuc va ddng vé ben ngoai ma ngudi mua cim nhan dugc.
Ki¢u ding c6 uu.diém la tao cho san phdm mot dac diém khac biet kho c6 thé
bit chugc duge. Dé c6 sy khdc biet ve kiéu dang, ta phai xem cich bao g6i nhu
mot cong cu tao dang. Bao bi dap vao mit ngusi mua dau tien va ¢6 thé lam
cho ngudi mua chu y dén hay quay mat di. ' _

Ket cdu: tat c nhang chat lugng, néu c6 & tren, deu la nhang thong s6 cta
ket cau. Tir d6 thdy ring nhiem vu thiet k& san phdm kho khan dén the nao,
phai lam sao dung hoa dugc tit ci moi mat. Thiét ké phai hinh dung xem cin
dau tu bao nhieu cho viec phit trién cic tinh chat, cong dung, muc do tring
hdp, do tin cay, kha ning stta chia, kidu dang... Theo quan diém caa khich
hang thi moi san phdm thiét ke 6t phai trong vui mit va dé lip dit va dé hoc
cdch st dung, stra chia va thai loai. Ngusi thiet ke phai dung hoa mot s6 dic
diém mong mudn, phai biét thi trusng muyc tieu nhan thic va coi trong nhirng
loi ich khdc nhau v gid ca nhu the nao.



Tao su khac biét bang dich vu
Trong trudng hop kho tao dic diém khac biet cho san phdm vat chat thi chia
' khod dé canh tranh thing lgi la ting them dich vu va chat lugng. Viec tao khac
biet cho dich vu ctia mot cong ty bing cic dich vu kém theo san phdm: giao
hang, lip dat, husn luyen cho khich hang, tu vin mién phi...

Giao hang: la viec ddm béo t6t cong viec chuyén giao san phdm hay dich vu
cho khach hang. N6 bao gom t6c do, do chinh xdc va sy cdn than trong qud
trinh giao hang. Ngudi mua thudng chon nhing ngusi cung tng néi tiéng hon
vé viéc giao hang dung han. Dién hinh: Domino’s Pizza, Fedex, UPS, DHL... Tai
Viet Nam do yéu t6 co dia va phan b6 cum dan cu, khdch hang rét tin mac,
cdc cong ty FMCGs*7 chu trong chdt lugng dich vu giao hang nhanh va an toan
lam nen tang chién luge phan phéi cia minh: P&G cii tién viec ban hang va
giao hang cung luc, trong khi d6 Colgate Palmolive lai 4p dung rat thanh cong
mo hinh 1:1 (mot dai dién chuyen ban hang va mot dai dien cung ung dich vu

trong d6 ¢6 giao hang va thu tien), Unza (VN lai thuc hien viec ban hang va
thu tien do cing mot nhan vien ban hang,...

Lip dat: la nhitng viec phéi lam dé cho mot san phdm hoat dong tai noi da
du ki€n. Ngusi bian ¢6 thé khic nhau ve chat lugng cia dich vy ldp dat vai
thiét bi chuyen dung, hang ning ...ngudi mua trong dgi vao dich vu lip dit ctia
ngudi ban. Dién hinh IBM giao toan bo thiét bi da mua dén tan noi ciing mot
Iic chit khong gt cac bo phan khac nhau vao nhitng thai diém khac nhau dé
101 phéi cha doi cho dén khi moi tha dugc chuyén dén noi...

Hudn luyen khdch hang: la viec huan luyen cong nhan vien ctia khach hang
cdch st dung diing quy tic va c6 hieu sudt thiét bi ctia nguoi ban. Céc cong ty
cung cdp thi€t bi ky thuat cao, chuyen dung khong-chi ban va lip dat thiet bi,
ma con chiu trich nhiem hudn luyen ngusi sit dung thiét bi d6. Trong linh vuc
Franchising*®, cic cong ty dau tu rdt lén vao hoat dong husn luyen nhan vien
va khédch hang®. :

Dich vu tu van: la nhimng he thong dit lieu, thong tin va ¢6 vin ma ngudi
bin cung @ng mién phi hay c6 tra tien cho ngusi mua, Mot s6 cong ty tin chic
ring viéc giip ds khdch hang ctia minh canh tranh t6t hon sé lam cho ho trung
thanh hon. Tai Viet Nam, hau hét cic cong ty chuyén doanh v& sita va thuc
phdm dinh duéng deu thiét lap trung t4m tu van mién phi cho khach hang cta
cong ty: Nestlé (VN] thiét lap dudng day néng tw van sic khoé va dinh duong
tré em mién phi va in 4n tren t4t ci bao bi sin phdm cong ty, Nutifoods véi
trung tam dinh dudng ba me va tré em... .

Cdc dich vu khic: cic cong ty c6 thé tim thdy nhidu cich khdc d€ lam gia
ting gid tri thong qua viec tao dac di€m khdc biet cho dich vu d6i véi khich

“Fast Moving Consumer Goods (FMCGs) - hang tiéu dung nhanh. Hién nay cac ngéanh kinh doanh tai Viét Nam chia thanh
5 nganh chinh yéu: nganh sira va thue phém tir sita, nganh hod my phdm, nganh bia —ruvou va nuéc giai khat, nganh hang
ti€u ding nhanh va nganh tap pham.

*Nguyén Khanh Trung, Franchise: Chon hay Khong?, NXB Pai hoc Qudc gia TPHCM, 2008.

“Tai Viét Nam, cong ty c& phé Trung Nguyén yéu cdu cic dai ly nhuong quyén kinh doanh méi cia minh tham du khoa
huan luyén 1-2 tuan tai trung tam hudn luyén cia cong ty vé lich s, véin hoa ca phé, kién thirc san phdm, quy trinh pha ché,
ky nang quan 1y, ...hoac céc chuyén vién tu vin nhugng quyén cong ty t6 chirc dao tao cho ho ly thuyét va thuc hanh theo

tiéu chudn cong ty tai dia diém kinh doanh cia déi tc.
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hang va chdt lugng dich vu ctia minh. Cong ty ¢6 thé dam bdo bio hanh
san phdm hay ky hop dong bio tri véi dieu kien d& dang hon so véi céc d6i
tht canh tranh. Chuong trinh thudng tich lay cho nhing khdch hang thusng
xuyen, nhu cic cong ty hang khong da thyc hien nhang chuong trinh ctia minh

~ d6i v6i cdc hanh khach thudng xuyen. Cé vo s6 nhing dich vu dic biet va ich
loi ma cac cong ty c6 thé st dung d€ tao cho minh nhing dic diém khdc biet
0 véi cdc d6i thd canh tranh.

Tao su khac biét vé nhan sy ,

cdc cong ty ¢6 thé gianh 1¢i thé Ion trong canh tranh nha viec thue va huan

"luyen con ngudi t6t hon cdc d6i tha canh tranh ca minh. Singapore Airline

ndi tiéng khip noi véi hinh dnh co gdi Singapore vira xinh dep vira duyen ddng,
IBM gidi nghiep vu chuyén mon, nhan vién ctia Disney thi rat vui vé, Wal-Mart
da tao dic diém khdc biét cho cdc sieu thi cta minh bing viec nhan vien tiép
tan ¢ nhiem vu chio d6n khach, huéng din noi ban nheng mit hang ho can,
danh d4u nhing tht hang dem dén dé tra lai hay ddi, va tang nhiing mon qua
nhd cho tré em.

Nhan sy dugc hudn luyen t6t hon phai ¢6 sdu dic diém sau:

- Nang luc: nhan vién c¢6 nhiing ky ning va kién thuc can thiét.

- Nha nhan: nhan vién ¢6 thdi do nigm nd, 1& phép va chu dio.

- Co tin nhiem: c6 thé yen tam dé€ giao viec cho nhan vien.

- Tin cay: nhan vien ddm bao dich vu dong deu va chinh xdc.

- Nhiét tinh: nhan vien nhanh chéng gidi quyé&t nhing yeu ciu va vén de

cta cdc khiach hang.

- Biét giao thiep: nhan vien deu c6 ging hiéu khach hang va cung cdp thong

tin ro rang.

Tao dac diém khac biét vé hinh anh

Ngay ca khi hang hod canh tranh trong hoan toan giong nhau, ngusi mua
vin ¢6 thé c6 phan ung khic nhau d6i véi hinh anh cta cong ty hay ctia nhan
hieu. Hay xét trudng hgp thanh cong ctia diu goi Xmen. Con dudng chu yéu
dé Xmen gianh dugc mot thi phan Ién tai Viet Nam [trong 60% thi phan dau
goi dau nam) l1a hinh anh “dan o6ng dich thuc” véi nhan cich tré trung, ban
linh, cao thugng... '

Xay dung ban sic va hinh anh nhan hiéu:
Ban sic cua mot nhin hiéu thanh cong khong tiy né hinh thanh nen. No
Ia ket qua ctia mot chuong trinh ¢6 y thitc nhim tao nén nhang dac diém
nhan dang. Cong cy dé€ tao nén dic diém nhan dang la ten, logo, biéu tuong, .
bau khong khi, cdc su kién...sé tao dugc hinh anh mong muén caa nhan hieu.
“Nhitng ditu quan trong la phai phan biét r6 dic diém nhan dang va hinh anh.
Dic diém nhan dang la nhing cdch ma cong ty st dung dé lam cho cong chung
nhan ra minh. Con hinh anh 1 cdch cong ching nhan thic vé cong ty.



Ngusi ta di im kiém nhang dac trung nhét dinh trong mot hinh anh. No
phai truyen dat mot thong tin doc ddo tao nén nhing nét chinh cta san pham
va vi tri ctia n6. N6 phai truyen dat thong tin d6 mot cach khac biet dé khong
thé nham lin vé6i thong tin tuong ty cta cdc d6i thu canh tranh. N6 phai c6
stic truyen cAm dé lam rung dong trdi tim va tam tri ngudi mua. '

Dé ¢6 dugc hinh anh sau sic can phdi ¢ su sdng tao va rat nhidu cong
site. Khong thé tao nén hinh 4anh trong tam tri cong ching qua mot dem hay
chi bing phuong tién truyen théng. Hinh anh phai dugce truyen dat bing moi
phuong tien truyen thong hien c6 va phai phit di lien tuc.

Biéu tugng: mot hinh anh sau sic gdm mot hay nhizu biéu tugng lam cho
ngudi ta lien tudng dén cong ty hay nhian hieu. Logo va nhan hieéu phéi dugc
thiét k& dé c6 thé nhan ra ngay lap tic. Dién hinh: qua tdo khuyét (mdy tinh
Apple), chigc cdng vang (McDonal’s), vang tring bén nguyét (Nike)...hay mii ten
(Trung Nguyén), V-Phano (hinh vien thu6c con nhong), Con nai [Vinh Tién),
va doi khi mot doan nhac, am thanh nhat dinh nhu Microsoft, Samsung, Mo-
bifone...

Chu viét va phuong tien nghe nhin: nhitng biéu tugng da chon phai dugc
dua len quang cdo d€ truyen dat nhan cdch cia cong ty hay nhan hieu. Quang
cdo phai truyen dat mot tinh ti€t, mot tam trang, mot muc do cong hieu, hay
mot cdi gi d6 ndi bat. Thong diep phai duge dang tai trong nhing #n phdm
khic nhau nhu bdo cdo hing niam, catalogue... Dién hinh ten thuong hieu
WaltDisney, IBM, Google, Nokia va tai Viet Nam nhu véi font cht dic biet
Vang Da Lat, V-Phano,...hoic nhing quing cdo 4n tugng sau sic “Khdt Vong”
ctia Trung Nguyen, Bitis’ “Nang niu ban chan Viet”, Bia Sai gon “Cé thé ban
khong cao,...”. ‘

Biau khong khi: khong gian vat ly trong d6 san xudt hay cung tng sdn phdm
va dich vu cia minh a2 mot yéu t6 tao hinh dnh rat cong hiew. Dién hinh la he
théng cdc khach san Sofitel tao nén mot hinh anh khdc biet bing céc gian tign
sanh ctia né, ngan hang HSBC, Citibank thé hién sy nghiém trang nhung hét
stic than thien hiéu khdch. Phai chon mot thiét ké phtt hgp véi toa nha, thiét
k& noi thdt, cich bé tri mat bing, mau sic, trang tri thich hgp..

Su kien: cong ty c6 thé tao dic diém nhan dang qua nhitng loai hinh sy kien
ma né bao trg. Dién hinh: thuong hieu Number 1 mot cong ty nudc gidi khat
tré nén ndi bat nho viec tai trg cip dua xe dap dai truyen hinh xuyen Viet va
bao trg nhung sy kien thé duc thé thao ¢ tinh cht ton vinh quéc gia Viet
Nam, hay Pepsi tao cho minh dac diém nhan dang 1 nhing ngusi béo trg cic
su kien van hod, am nhac va giai tri

Chon loi thé canh tranh ding

khi di chon lua dugc Igi the canh tranh titm ning niao do, cong ty sé phai
chon lua nhiing lgi the nao dé xay dung chién lugc dinh vi. Cong ty sé xem can
quang cdo bao nhieu cho khdc biet d6 va d6 la nhang cdi nao.

Can quéang cdo bao nhieu cho cdi khic biet: Ditu quan trong la phéi trién
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khai dugc mot de nghi ban hang doc ddo trong méi thong diep quang cdo cha
cong ty (USP - Unique Selling Point). Do d6, ditu quan trong trudc sau nhu
mot la phai kien dinh trong viec dién dat cai khéc biet cta cong ty thi méi c6
thé dugc moi ngusi nhé dén. Ngay nay, khi ma cic phan khuc thi trusng dai
tra phan manh thanh nhieu phan khic nhé, doi hdi cong ty phéi quyét dinh
nhung diém khdc biet dang gid nao véi khach hang muc tieu va cho phép cong
ty dinh hudng va tim dugc cdc gidi phap luon ca c6t 16i ctia viec hoach dinh
marketing mix (sin pham, gid ca, phan phéi va xdc tién)

Nhitng chi tiét chién thuat caa chién luge dinh vi*°.

Dinh vi khong dén noi nén chén: xic dinh ra ring mot s6 ngutdl mua chi ¢6
¥ tuéng ma hd ve nhan hieu do. Ngudi mua thuc sy khong nghi dén 1a n6 ¢6
mot tinh chat dic biet nao do.

Dinh vi qua I6: ngudi mua c6 thé c6 mot hinh dnh qud hep ve nhan hieu do.
Chéng han nhu mot ngusi tieu dung ¢6 thé nghi ring & cia hieu Tiffany cic
loai nhin kim cwong bt dau tir gid 5.000 USD, trong khi tren thyc t€ hien nay
Tiffany ban nhing loai nhin kim cuong vira tdi tien bt dau tr 900 USD.

Dinh vi ric r6i: ngudi mua c6 thé c6 mot hinh inh khong r6 ring ve nhan
hieu, do dua ra qud nhigu dieu quang cdo hay thay déi vi tri ctia nhan hieu
qud nhigu [an.

Dinh vi ddng ngé: ngusi mua ¢6 thé cam thay kho tin tudng vao nhiing ditu
quang cdo vé nhan hieu theo géc do tinh ning, gid cd hay nha san xudt ctia
san phdm. , ‘

Nhitng diém khéc biet 6 y nghia va gid tri khi théa man nhang tieu chudn:
Thuc t€ dinh vi la thiét k& san phdm va hinh anh caa cong ty lam sao dé n6
chiém dugc mot ché dic bigt va ¢ gid tri trong tam tri cia cdc khdch hang
muc tieu theo quan niem “Khdc biet hay la chét”!, tuy nhien khong phai khic
biét nao cing deu quan trong hay cé y nghia véi khdch hang, do vay cong ty
can phai cdn than tao lap sy khdc biet trong tam tri khdch hang so véi d6i thi.
Nhing tieu chudn d6i véi mot khac biet ¢6 gid tri:

- Quan trong: dem loi ich c6 gid tri lon cho khd dong ngusi mua.

- Rieng biet: dic diém khong ¢6 ai da tao ra hay dugc cong ty tao ra mot

cich dic biet.

- Tuyét v&i hon: la cach t6t hon so véi nhing cach khac dé dat dugc ich loi

nhu nhau.

- C6 thé truyen dat dugc: dé truyen dat va dap va mét ngudi mua.

- Co tinh chét doc quyen: khong dé dang bi cdc d6i th sao lai.

- Phu hop tui titn: ngusi mua co da tien trd cho diém khdc biet d6.

- C6 1oi: tao diém khdc biet do6 1a c6 161 cho cong ty.

Truyén dat va mang lai vi tri da chon: Cong ty khong nhang phai xay dung
mot chién lugc dinh vi 1o rang, ma con phai truyen bd né mot cdch ¢6 hieu qua

“Dién hinh dinh vi cong vién cha dé: (1) Thude tinh: Disneyland quéang cdo minh 12 cong vién chu dé& 16n nhét thé gi6i. Tinh
chit 16n nhét c6 ham y gién tiép mot ich loi la co nhleu diéu kién lua chon cach giai tri nhét. (2) Ich loi: Knott’s Berry Farm
- mdt céng vién chu dé danh cho nhitng ngudi muon tim mdt noi tho mdng (3) Céng dung/img dung: Japanese Deer Park
danh cho khach du lich nao chi ¢4 it thoi gian va mudn c6 mot trd giai tri nhanh nao d6 (4) Ngudi st dung: Magic Mountain
danh cho “nhing ngudi thich chuyén ly ky

$1Jack Trout and Ries, Pjnh vi: cuée chién gzanh vi tri trong tam tri khach hang NXB Théng ké, 2004



dén véi khach hang trong diém. Thigt k& cdc marketing mix - sich luge quan

trong bac nhat thé hien chi tiét chién thuat cia chién luge dinh vi. Can rit

nhitu thoi gian trong viec thiét lap vi the ctia cong ty, phai dam bao tinh nhat -
quén trong cdc chién luge truyen thong va tinh chat thsi dai dé ddp wng nhu

cau khach hang trong diém cong ty so véi chién luge cda d6i tha canh tranh

trong moi trudng marketing luén déi thay.

127




MARKETING BUGNG BAI

Tom Lit

Ngay nay, khong qud nhieu cong ty chon lya phuong phdp marketing dai tra
véi mot cong hién duy nhat ma vu thé nghieng vé van dung marketing trong
diém bang cich cong hién nhiing sin phdm chuyen biet dé hap dan mot dei
tugng khach hang trong diém.

Marketing chién lugc bao ham va bt dau bing viec phan khic thi
truesng, tic la phan chia thi trudng [con ngudi) thanh nhiing nhom khach hang
mua thich hgp véi ciac phéi thic marketing danh cho ho. Thong thudng cic
bién s6 dugc st dung trong phan khic thi truong 1a dia ly, dan s6, tam ly, va
cich thé xt sy..Dé phan khic hiéu qua can tim thdy dugc nhing phan khuc
6 thé do lusng dugc, tiép can duge, quan trong va kha thi.

Tién trinh chon lya thi trudng trong diém bao ham viéc lua chon
nhitng phan khic hia hen nhit va quyét dinh nhing chién luge dé ddp ng.
Can phai ddnh gid cdc phan khic thi trudng vé mit quy mo, diac diém phat
trién, stic hap dan ve mit cdu trdc va muc do thich hgp véi muc tieu va tiem
luc cong ty. Tiép dén, cong ty méi chon lya mot trong ba chién lugc ddp tng:
marketing khong phén biét, marketing phan biét va marketing tap trung phu
hgp véi ngudn luc cong ty, do kha bién cta san phdm, vong doi sian phdm va
cdc chién luge marketing ctia d6i tha canh tranh.

‘ Sau khi d4 chon luya nhing phan khic thi trudng thich hgp, cong ty
sé tiép can bing viec dinh vi dé dat lgi thé canh tranh. Chién lugc dinh vi bao
gdm ba budc: nhan dien nhing Igi the canh tranh cia cong ty dé xay dung vi
tri, chon lya nhitng Igi thé canh tranh thich hgp va truyen dat hieu qua mang
lai dugc vi tri di chon.



Cau hot théo lugn

(1) Dya vao tién trinh R (Researchj — STP (Segmentation-Targeting-Positioning)
— MM {Marketing mix) hiy néu vai trd marketing chién lugc ctia mot cong ty.

(2) Hay phéc thdo nhing bién sé duoc dimng trong phan khuc thi trudng Du
lich tai thanh phé Da Lat Cho vi du minh hoa. .

(3) Mo 4 vai tro ctia thuoc tinh sin phdm va cia sy cdm nhan v& thuoc tinh
trong viec dinh vi mot san phdm. Cé thé sit dung mot thuoc tinh ma mot s6
nhan hieu canh tranh cing ¢6 cho mot chién luge dinh vi thanh cong khong?

(4) Tim hiéu cich thdc phan khuc thi trudng, chon lya thi trudng muc tieu
va dinh vi ctia cic cong ty kinh. doanh nganh hang stta tai Viet Nam (Nestl¢,
Friesland, Vinamilk, Nutifoods, Dumex, Arla).

(5) Hay tién hanh phan khic cic ban hoc trong 16p va giai thich cic bién sél
phan khdc chinh di sit dung. Gia dinh san phdm cta ban la ca phe mang di
(take-away), ban c6 thé chon hya cich thic dinh vi hieu qua nao? ‘

(6) Gia dinh ban/nhém la thanh vien cia cong ty tu vin Marketing cho mot
cong ty kinh doanh b4t dong sin {(BDS] tai Viet Nam hién nay, hay phdc thio
chi tiét chién lugc STP cho cong ty mot cach hieu qua.

(7) Tim hiéu va phit bidu nhiing nhan xét cta ban ve tuyen ngon dinh vi

thuong hieu quéc gia Chau A: Han Quéc (Dynamic), Singapore (Uniquely Sin-
gapore), Malaysia (Truly-Asia), Hong Kong (World’s Asia city) :
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MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, ngudi doc co khd nang:

(1} Dinh nghia duoc san phdm, phac thio cic thanh phan

cdu thanh san phdm; y tudng, thyc t€ va b8 trg va chira
~ tam quan trong cua san pham trong kinh doanh.

[2) Giai thich cach phan loai san pha{m VA cdc quyet dinh

Ve ting san ‘pham: chat lugng, tinh ning, thiét k& san

pham.

(3] Thao luan vied fap thuong hiéu va so sdnh su khéc bigt
giita mo rong san pham, md réng thuong hieu.

{41 Nhan dien cac thach thuc khi phat trién. s4n pham méi

va liet ke tién trinh phat trién san pham méi.

(5) Hiéu dugc chu ky s6ng ctia san pham va biét cach van
dung céc chién luge marketmg mix thich hdp trong tu’ng
giai doan vong doi san pham.

[ 7 QUYET BINH SAN PHAM

Il

-
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BENH VIEN MAY TiNH qudc TE
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Dan nhap

“Mot san pham t6t c6 thé tao ra mot thuong hiéu manh, nhung mét
thuong hiéu manh khong thé khéng c6 mét san pham tét ”.

Ngay nay, c¢6 nhigu trudng hgp cho théy ring, cic cong ty c6 thé quyét dinh
bé qua sy khdc nhau cta ting phan khuc thi tradng va né luc phuc vu toan
bo ngudi mua hang tren thi trudng. Cach tiép can nay dya trén quan niém nhu
cau chung cho tit c thi trudng. Phan phéi dai tra, quang cdo doi bom la nhiing
“vi khi t6i thugng” € nhiing marketer tung san phdm ra ngoai thi trudng. Dién
hinh cho cdch thic nay 1a banh ngot hay so co la thanh hay nuéc uéng dong
chai... Tiép can phuong thic nay dugc luan gidi la gitp cdc cong ty tiét kiem chi
phi trong viéc san xu4t, ton trit va cung van. Tuong ty, chi phi cong tic nghien
ctu thi trudng, quan ly dong san phdm, quang cdo chieu thi deu giam.

Tuy vay, cdic marketer hién dai c6 khuynh huéng khong tin cay chién luge
nay nita. Béi trong thuc t€ hieén nay khong thé hojc it ra la ho khong c6 kha
ning cung mot san phdm, nhan hieu va chuong trinh marketing dugc thiét
k& dé co thé thu hat duge toan bo ngusi mua hang. Ly do dé gidi thich cho
khuynh huong nay 12 béi khdch hang.thi qud_ Ién ve 56 lugng, phan b6 dan trai
ve mat dia 1y, va quan trong nha’t"’nhu cau va cach- -mua san phdm cta ho cang
qud da dangva phtrc tap.: ’Vé phia doanh nghiep th1 kha ning ddp ung nhu cau
thi trudng cia ho cang rﬁt khéc: nhau do ho khao nhau ve nang lyc tai chinh,

_.con ngudi, ve. chuyén mOn e
- Nhu vay, thay vi dan trai nang lue dé phuc vy cho toan bO nhu Cau trén th1
.~ trudng, tung doanh. nglnep can xac dm tho minh mot phﬁn cha thl trudng m?
""ho ¢6 kha nang phuc v t6t nhidt, ¢8 [5i nhﬁt it hét cic doanh ‘nghiep nigay
nay di rdi bd chién luge marketing dai tr3, thay vao d6 tao dac diém khidc biet
cho san phdm va chuyén sang marketing theo muc tiéu, béi vi cich mdi nay c6
ich hon trong viec phdt trién cdc co hoi cta thi trudng, phit trién nhing san
phdm va marketing mix ddm bio thing loi. He qua, s& c6 thé ¢6 nhiing phan
khtc thi trudng ho ridt lui hoac chi phuc vy cam chiing, va ¢6 nhing phan khac
thi trudng ho quyét tam, né luc phuc vu dé dat dugc muc tieu cho cong ty.

. P . A 9 2
Giov thigu sén pham
Khai niém san pham
San phdm 1a nhitng hang héa va dich vu véi nhiing thuoc tinh nh4t dinh,

vdi nhiing ich dung cu thé nhim théa man nhiing nhu cau doi héi cia khich
hiang. San pham khong chi ¢6 gid tri s& dung ma con c6 gid tri khdc, né ¢6 thé



Hinh 7.1

Cédc nuge db san
phédm Theodore
Levitt,

la hatu hinh hodc vo hinh.

Vi du khi ban nuée hoa, cong ty khong chi ban san pham hitu hinh ma con
bén cii gi d6 nhieu hon nhiing nuée gay huong thom, tic 1a ban nhing tha gi
nudc hoa c6 thé quyén ri: phong cich séng doc lap, sy thanh danh va dia vi,
ky wc, hy vong va nhiing wéc mo trong noi cidm sau ling tam hdn ngudi phu
nit huéng vong. -

Trong viéc trién khai san phdm ngudi lap k& hoach cin suy nghi san phdm &
4 muc d6: phin c6t 161 cda sin phdm, phan sdn phdm cu thé, phin san phdm

~ gia ting va phan san phdm tigm ning.

Phan c6t 16i san phdm 1a phan thé hien Igi ich c6t yéu hoac dich vu cu thé

.ma ngudi mua that sy mua khi ho ¢é trong tay san phdm.

Phan san phdm cu thé la.cic bo phan, cdp do chat luong, tinh nang, thiet ke,
ten hieu, bao bi ciing nhing thuoc tinh khédc cda san pham ma gop lai cing
mang dén 1gi ich cha yéu chia sdn pham. :

Phan san phdm gia ting la nhing dich vu va lgi ich c6 them cho ngusi tieu
dung, dugc xay dung quanh san phdm c6t 16i va san phdm cu thé.

Phan sin phdm tiem ning la nhitng sing tao vugt ra khdi cung cich canh
tranh thong thudng, né vach ra tuong lai méi cho sy phat trién san phdm.

oy
P S o
7 - AN
/ - ~ \
/
\
\ \
\
i I
San phdm cbt 16 I
P |
San phim cy thé Vo VY
San phim gia téng r ~ o P ) / /
- by ’ ‘ - ) /
San pham tiém 1'15mg--—-—--_-J-___—--—>~ Mo -’

Phan loai san phdm _

Dé trién khai chién luge marketing cho san phdm va dich vy, can phan loai
sén phdm va dich vy tuy theo céc tieu thic khdc nhau: muc dich st dung, thsi
gian stt dung, diac diém c4u tao, tinh chit phuc tap cta san phdm. Trong pham
vi séch, chung toi d& nghi nghien citu phan loai san phdm nhu sau:

- Sin phdm tieu dung: nhing sin phdm dugc ngusi tieu ding (NTD) dau
cudi mua dé tieu dung cd nhan nhu hang tien dung, hang mua sim, hang
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chuyeén dung...

- San phdm cong nghiép: nhitng sin phdm ma cd nhan hay t8 chdc mua dé
ché bién them ntta hay thyc hién mot cong cuoc kinh doanh nhu vat tu va cau
kien, ot ban phdm, tiép lieu va dichvu.

- Dich vu: bat e hoat dong hay lgi ich nao ma ben nay c6 thé c6ng hién cho
ben kia, mot cong hién ma vé co ban mang tinh chét vo hinh va khong la ket
qua ctia viéc s& hitu bat cu thu gi.

Nhing quyez‘ dm/z lzen quan
den san pham

Viec trién khai mot san phdm bao ham x4c dinh cdc loi ich ma sin pildm
céng hién c6 anh hudng dén viec phin tng ca ngusi tieu thu vdi sin phdm.
Nhitng thug¢c tinh nay gdm chét lugng, tinh ning va thiét k& bao bi kiu dang.

‘Thudc tinh san pham

Chat luong san phdm: kha nang ma ;n()t san phdm thyc hién cong ning ctia
minh bao gdm d¢ ben, do tin cay, su dé sit dung, bao tri, cuing cic thuoc tmh
dugc ddnh gid khdc cta sin phdm.

Tinh nang san phdm: 1a cong cu canh tranh, lam phan bigt gitta san phdm
cong ty vdi cic d6i thi

‘Thiét ke bao bi va kiéu dang: tao ra mot san phém hap dan stt dung va phuc
vu dé dang, an toan, ré titn, dong thoi viec san xudt, phan phéi don gian va
tiét kiem. :

Viéc lap thuong hiéu

Khii niem thuong hieu : ten, cum t, ky hieu, biéu tugng hay mau ma, hoac
su két hgp nhing yéu t6 dé nhim muc dich nhan dien san phdm va dich vu
ctia mot ngudi ban hay mot nhém ngudi bdn, va d€ phan biet véi cic dsi tha

Thuong hiéu la 16i hia ctia ngudi ban cam két mang lai cho ngusi mua céc
tinh ning, loi ich va dich vu chuyen biet ndio d6. Thuong hiéu mang dén cho
ngudi tieu dung nhing cdp do y nghia:

Cic thuoc tinh la cdi trudc tien mang dén trong tam tri clia ngudi mua ve san
phdm. Vi du sin phdm dugc thigt k& hoan hio, ben, sang trong, danh tiéng...

Cidc lgi ich 1a cdi khach hang mua chd khong phai 1a dic diém san phdm.
Vi dy, “sang trong” 1 cdm gidc ma sin phdm dem lai cho ngudi mua hay “ben”
dem lai cho ngudi mua cam gidc an toan, tiét kiem...



Gid- tri biéu tugng cho cdc gid tri ¢dm nhan cia ngudi mua c6 dugc khi sit
dung san phdm. Vi du di xe Mercedes dem lai cho ngudi st dung cam gidc vi
thé cao cép, thanh danh, an toan...

Tinh cdch: nhin tir géc do thuong hiéu 3 mot con ngudi® phan anh tmh '
cach ngudi st dung. Vi du nudc hoa Revlon 1a sy thanh dat va quyén ra cia
phidi dep.

Quyét dinh chién lugc thuong hieu: ¢ thé chon4 chién lugc cari ban sau:

Lya chon mot nhan hiéu duy nhat cho-t4t cd san phdm va dich vu ctia cong
ty. Chién lugc niy ddm bao sy néi tiéng nhanh chéng cta san phdm cang nhu
ti€t kiem dang k€ ngan sich ¢cho cong ty. Tuy vay, viec “bd tit cd tring vao
trong mot r8” cang thuc su la mot nguy co cho doanh nghiep vi néu thuong
hiéu nay c6 sy phan ung thiéu tich cuc cia thi trudng thi “su that bai” ¢6 thé
gay nguy hai cho tit ca cdc san phdm khdc.

Lua chon phan biét hod cdc sin phdm cho titng dong san phdm: khi san xudt
ra mot dong san phdm hoan toan khic nhau thi nén s dung tirng nhin hieu
rieng 1é dé tao su luya chon phong phi cho ngudi mua.

Phan biét hod cdc nhan hiéu cho tdt c4 san phdm: thuc hien chién lugc nay
cho phép tham nhap vao nhiing phan khuc thi trudng manh hon, nhung khi
dua san phdm vao thi trudng cin dau tu chi phi truyen thong.

Két hop thuong hieu doanh nghiep vdi ten néng ting sén phdm nhu Nestea,
Nescafé, Microsoft word, excel... '

Dat ten nhan hieéu: phai nhin van de dat ten hieu tir quan dlem clia ngutcn
mua, ngudi ban va xa hoi

Quan diém ngudi mua: tén hieu giap ngudi ta bigt it nhleu ve chat lugng:

* Vinamilk, Kido, Nutifood, Trung Nguyén, Vinacafé, Thien Long... Néu hang tieu
- ding khong nhén hiéu thi phai s&, ngéi... khd mat thoi gian. Néu nhs ngudi
khic mua ho sé rat kho khan. .

Quan diém ngudi ban: ten hiéu sé gitip cong ty dé& thuc hien don dit hang,
quang cdo, thu hidt duge khich hang, tao ditu kien chéng canh tranh, dugc
phép luat bdo vé va tang uy tin ctia cong ty.

Quan diém xa hoi: dit ten hieu dua t6i chat lugng san phdm cao hon, ¢6 -
nhitu mat hang, dé lya chon.

Quyét dinh ten hiéu: san phdm c6 thé du'dc tung ra véi tén hieu ngudi san

- xuft hay tén hiéu ctia ngudi phan phdi (trung gian). Tham chi ngudi ta c6 thé
mua nhugng quyen tén hieu.

Quyét dinh ve chat lugng ten hieu: chat lugng la mot trong nhitng cong cu
dinh vi chd yéu ctia marketer, chét lugng thé hien: tinh ben, tinh tin cay, tinh
an toan, dé sit dung, dé sita chita. C6' 4 muc chat lugng: thap, trung binh, cao
va hao hang. Muc 16i ting theo muc chdt lugng ciia san phdm. Cong ty nén
nhim vao ch4t lugng cao. Chat luong héo hang chi lam mitc 101 ting nhe chut.
it ma chi phi lai lén .

Quyét dinh ten hieu rléng hay tén cong ty: chiing ta c6 thé lya chon mot
trong hai hUOng, tén hieu neng hoic tén hieéu ¢6 kém theo ten cong ty. Ten

“Theo David A. Aaker, Building strong brands (Xdy dung thuong hiéu manh), The Free Press 1996
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hiéu rieng khong dnh hudng dén uy tin cia cong ty. Con tén hiéu c6 kém tén
cong ty ¢6 nhieu thuan lgi khi cong ty néi ti€ng, ¢ uy tin. Tuy nhién néu sin
phdm chét lugng kém thi sé anh hudng dén cong ty.

Quyét dinh md rong mit hang: mat hang 12 nhém sin phdm 6 quan he
gan gai do gi6ng nhau veé chidc nang, cing nhém khéach hang va kiéu t8 chuc
thuong mai...

Cso : SP MOT
A‘ 3
- »

: g i

Hinh 7.2 E Lor

Cic chonlya . SP MOI

phit trién .

san ph:i'm :n'nin;sl--nun'nutnn'aasa-tncl-utcu-tunuu-ul
aap CHAT LUONG Cao

Quyét dinh m& rong tén hiew: st dung mot thuong hieu thanh cong dé tung
ra nhiing sdn phdm mdi hay nhiing cai tién thuoc sin phdm mdi hay san phdm
cai tién. Vi dy, cong ty Gillette stt dung ten Gillette dé tung ra cd¢ mit hang ve
sinh nam giéi.

SAN PHAM

Hign tar MSi
.| Mérong | | Méréong
P& ] mgthang | |thuong hiéu
TENHIEU
Hinh 7.3 MG ba - | Nhén hiéu
m . -~ A o
Bén chién Iuoc nhan h‘gu maoi
- v& thuong hiéu. '




Quyét dinh da hieu: Ia quyét dinh trién khai hai hay nhitu nhan hi¢u trong
ciing mot loai san phdm. Vi du, cong ty P&G san xust dugc 11 loai bot giat
véi ten hieu khdc nhau. Do do, cong ty ting nhanh dugc doanh s6, 101 nhuan,
chiém dugc nhigu ché trén ke bay hang,

Quyét dinh nhan hieu méi: chién ludc tao ra thuong hléu mdi khi : sdn xuat
san phdm mdi hay budc chan vao thi trudng méi.

Trong thuc t& dit mot ten hieu dugc dinh vi t6t the nao trong thi mrdng
thi sau d6 nha san xudt cing phai ta1 dinh vi cho no @é phu hop v6i hoi thé
thoi dal :

Viéc 1ap nhén hiéu hao bi

Bao bi la mot cong cu marketing quan trong. Bao bi thu hit khdch hang,

mo ta duge ich dung ctia san phdm, tao nitm tin va 4n tugng tot dep v2 san

- phdm. Ngudi tieu dung sin sang mua sy tién lgi, ki€u ddng dep, mic déng tin
cay va uy tin cia mot bao bi t6t. Bao bi gidp cho khach hang nhan ra cong ty
hoic san phdm nao do.

Vai trd chic niang cta bao bi quan trong nhu Ia mot P thit nam (package]
trong marketing: mix lam ting gid tri cia san phdm, tham chi: quyet dinh tsi
muic tieu thy san phdm.

Viec tao bao bi [packaging] la nhtmg hoat dong nham vé kléu va san pham
do chua hay db bao géi cho mot san phdm. Bao bi gom 3 l6p:

_ Bao bi l6p dau Ia cdi tryc tiép chua sin phim V1 du cha1 dung nuéc hoa la

- bao bi ldp dau.

"~ Bao bi lép nhi la bao bi bio ve bao bi lép dau va sé bo di khi ta sip dung
san phdm d6. Hop dung chai nutéc hoa 1a bao bi 16p nhi. N6 ¢6 tic dung bao
vé bd sung, vita dé quang cdo, hudng din si dung, dinh lugng...

~ Bao bi van chuyén la I6p bao bi can thi€t-cho viec luu kho va van chuyen
Mot s6 hop cing dung 6 chuc chai nuéc hoa néi trén 1 bao bi van chuyén.

Thiét ké nhan

Thiét ké nhan: [a cong cu chuic ning nhan biét mo ti san phém thdl han st
dung va dac thu khdc.

O muc do can ban nhat, nhén gitp nhan dlén san phém hoic hieu hang,'
ching han cdi tén “5 roi” ddn trén trdi budi.

Nhin c6 thé dung dinh cip cho sin phdm hay mo'ta mOt vai digu ve. san
phdm : nha sin xudt, noi sin xudt, thai glan san xudt, cong dung, cich st dung
va bdo quan.

Nhin con c6 thé quing cdo cho sin phdm thOng qua hoa tiét hﬁp din
~ Nhan hieu mang tinh lich st rdt dai va cé tinh phdp ly*. Do d6, d4 c6 mot -
s6 luat dinh cia quéc gia chi phdi viec lam nhan san phdm. Trong nhing nim .
gan day, viec lap nhan bi anh hudng béi cic chudn do ludng, quan ly ve an toan

53Viét Nam da ban hanh luat quy dinh v& nhin maéc.
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thuc phdm, bao vé moi truong...
Dich vu ho trg khac

Dich vu hé trg gdm nhing dich vu b8 sung them cho sin phdm cu thé. C6
thé dugc xem nhu 1a mot bo phan hoic phin lén cong hién cta cong ty cho
thi trudng,

Dich vu khéch hang Ia cong cu marketing quan trong, nhigu cong ty da 4p
dung cdc nghiép vu xi Iy than phien ctia khach hang qua dusng day néng, hozc
cdc s6 dien thoai tu van, hé trg ldp rp, bdo tri, tw van dinh duéng...

Dich vu khich hang tich cyc sé digu phéi t4t ca cic dich vu ctia cong ty, tao
neén sy hai long va trung thanh cia khach hang, va glup cOng ty vugt troi hon
cdc d6i tha canh tranh.

Thiet ke san pham moi
Khi niem thiet ke san pham mdi

Sén phdm méi: nhing sin phdm nguyen khéi, nhiing sin phdm cai tién,
nhitng cich tan sin phdm va nhang nhan hieu méi ma cong ty trién khai tir
cdc nd luc nghien ciu va phét trién cta rieng minh.

Thiét ké san phdm moi: trién khai nhing sin phdm dau ten, cich tan, ci
ti€n va nhing nhan hieu méi thong qua cic né lyc cta chinh bo phan nghien
cttu va phat trién (R&D) cda cong ty.

Viégc trién khai san phdm méi la mot doi héi tir thi trudng do canh tranh gay
gdt, tif rang byoc ctia x4 hoi va caa nha nudc ngay cang cao v& tieu chudn an
toan san phim, ve sinh thdi moi trudng... ' :

Ty le trién khai thanh cong san phdm mdi la rat thip. Cic san phdm méi
thanh cong dugc khdm phd la: san phdm doc ddo sieu hang, ¥ niem ve san
phdm da dugc xic dinh 1o trudc khi phat trién. Néi chung la can phai- hidu
ngudi tieu dung, thi trudng va cdc d6i thi canh tranh d€ tién khai dugc nhing
san phdm mang lai gid tri tuyet v&i cho ngudi tieu dimng.

Tién trinh trién khai san pham méi-

Tién trinh trién khai san phdm mi nham tim kiém va phdt trién cic san
phdm méi bao gdm 8 budc:

Khéi dong y tuéng
Viéc tim kiém c6 hé théng nhing y tudng cho sn phdm méi.
Ngudn y tudng c6 thé xudt phidt tir trong noi bo cong ty, y kién déng gop



ctia khich hang, déi thi canh tranh, t8 chic tu vin, cdc kénh tiép thi trung
gian khic...

Sang loc y tuong
Cidc san phdm mdéi nhim phat hién nhing y hay va loai trit nhung y chua
hay cang séin cang t6t nhim gidm chi phi cho cédc giai doan ti€p theo khong
mang lai hieu qua kinh t€ cao.
; Trong qud trinh nay can phai sang loc va ddnh gid mo ti san phdm, thj
trudng muc tieu, va cic muc canh tranh dong thoi ndm 16 quy mo thi trudng,
gid c4 san phdm, thoi gian va chi phi dau ..

Trién khai va thir nghiém khai niém
Y tudng hdp din cin phai dugc trién khai thanh khai niem sin phdm. Cin
...phan bi¢t y tudng san phdm, khdi niém san phdm va hinh anh san phdm.

Y tudng san phdm la y tudng vé mot sin phdm c6 thé c6 ma cong ty thdy ¢6
thé cong hién ra thi trudng. Khai niem san phdm la mot phien ban chi tiét caa
y twdng duge phdt biéu thanh thuat nga tiéu diing c6 y nghia. Hinh anh san
phdm la cich ma ngudi tieu dung cdm nhan mot sin phdm thyc t€ hay tigm
nang.

Tric nghiem khdi niém la viec thit y tudng san phim méi véi mot. nhém
khdch hang tieu thu trong diém dé tim xem y tudng c6 hdp din manh meé d6i
v6i ngudi tieu ding hay khong.

Trién khai chién lugc marketing

Viec thiét k& mot chién luge so khéi cho san phim mdi dua tren khéi niem
san phdm. Phdt bidu mot chién lugc marketing gdm ba phan®

Phan thd nhét : mo ta thi rudng trong diém, dinh vi sin phdm theo du tinh
va cic muc tieu doanh s6, thi phan, lgi nhuan trong nam dau tien.

- Phan tha hai: phdc thio cdc chinh sich gid, phan phéi va ngan sach market-

ing cho nam thit nhit. ~ '

Phan thu ba: 1a mo ta chién lugc doanh s6, muc tieu lgi nhuan va phéi thic
marketing mix giai doan trung va dai han.

Phan tich kinh doanh
Viec xem xét lai cdc dy ki€n ve doanh s6, phi tén, 1¢i nhuan cho san phdm

o

*Ca phé hoa tan G7 chon lya thi trwdng trong diém la ngudi doc, CB-CNV ¢6 nhu ciu sit dung ca phé hoa tan tai nha. Loai
ca phé hoa tan ¢6 chét lugng, cha trong “mui vi” khong chua, v&” huong” ¢4 phé thom hon hin loa1 ¢4 phé N hién c6 tai thi
trudng. Cong ty du tinh ban duge 50 ty VND trong nam dAu tién va binh quén ting truorng doanh s 25%/nam va s& dat hoa
von trong nédm thir 3. Loai ca phé hoa tan s& c6 nhiéu loai bao bi hop, bich.. Gia ban 1é dén ngudi tiéu dung 12 1.000VND vorl
mic chiét khdu dai Iy tir 5-10% so véi gid ban 1€ quy dinh va cdc khoan thu'orng thang/quy/nam tuy theo mirc dat doanh so
Kinh phl quang cio va khuyén mai khach hang s¢ [2 20 ty VND dugc chia déu trong 3 nam diu tién véi thong diép qua.ng )
c40 nhin manh dén cam xuc “dong goép xdy dung ndng san Viét Nam” va danh manh vio dic diém Ly tinh “vi khong chua”.
Ngén séch nghién ciru thi trudmg sé dimg lai & mitc d6 2-5% tdng doanh s nam thit nhit tap trung vao sy cim nhén chit®
lwong cia ngudi tiéu ding. Cong ty chu dinh chiém linh 25%-30% thj phan da1 han trong tong thi trurdng ca phé hoa tan va
loi nhudn sau thué tir 7-1 0% . Pé dat duge didu nay, chét lugng san pham s& rat t6t va cai tién theo fRoi gian. Gia s€ duge
nang dan trong nam thir 3 néu mirc canh tranh cho phép. Binh quén tdng ngén sach quang cdo, khuyén mai sé tang 10-15%/
nim va chi phi didu nghién thj trudng s& giam 1/3 so véi nim dAu tién.
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méi d€ xem nhiing yéu t6 d6 ¢ ddp ung véi muc tieu ctia cong ty hay khong.
Can khao sdt qué trinh buon bdn sin phdm cda cong ty va cic d6i thia canh
tranh va ditu nghién du luan trén thi truong. Cong ty sé xic dinh doanh s6 t5i
da va t6i thiéu d€ han ché rdi ro.
Tinh todn cdc chi s6 dau tu 1¢i nhuan, chi phi marketing va cic phi tdn quan
ly doi nga nhan luc, k& todn, nghien ciu khic dé phan tich sy hap din cda san
phdm méi duéi géc do tai chinh.

Phit trién san pham

Néu khdi niem san phdm thda min dugc nhiing muc tieu kinh doanh cong
ty thi sé dugc chuyén dén bo phan R&D dé tao ra sian phdm vat chat. Cong
doan nay sé tao ra mot hay nhigu dang méu vat chat ctia khdi niem san phdm
dé tim dugc mot nguyen miu ma ngudi tieu dung thay ring né c¢6 da nhing
thuoc tinh then chét duge mo td trong quan niém san phdm, hoat dong an
toan trong dieu kién st dung binh thudng, va c¢6 thé san xudt trong pham vi chi
phi san xudt da dy todn. Sau d6 sé mang di thi nghiem tinh ning, thut nghiém
khdch hang dé xem xét vé mit yéu cau ky thuat ctia san phdm.

Viec phidt trién dugc mot nguyén méiu thianh cong phai mat nhitu ngay,
tulin, thang, tham chi nhigu nam. Véi nganh dugc phdm, trung binh phai mat
3-5 nam, d6i khi hon mot thap ky d€ nghien citu mot san phdm mdi. Bo phan
ky thuat cong ty sin xudt ca phe hoa tan can bén théng va doi khi ca nam dé
nghién ciu pha ché cdc thanh phan ca phé khac nhau c6 huong vi khdc nhau
d€ tao ra mot huong vi thich hop.

Thir nghiém trén thij truong

Viec thit nghiém véi ngudi tieu ding c6 thé thuc hien theo mot s6 hinh thc
khdc nhau, tir viec dua ngudi tieu dung dén phong thi nghiem dén viec cho ho
méu hang dem veé nha dung thit. Viéc tric nghiem s thich cia ngusi tieu ding
stt dung nhitu phuong phdp khdc nhau, nhu xép hang, so sanh ting cap, va
cho diém, méi phuong phdp deu cé nhing vu diém va nhuge diém cta né.

Khong phéi cong ty nao cing chon con dudng thit nghiem tren thi trudng.
Cong ty Revlon, cht yéu 12 my phdm gid cao, khong phan phéi dai tra, c6 thé
khong can thiét phéi thi nghiem tren thi trudng. Tuy nhien, hau hét cic cong
ty deu bi€t viec thit nghiem tren thi trudng 6 thé cung cdp nhlmg thong tin c6
gid tri V& ngudi mua, cc dai ly, hi¢u qua ctia chuong trinh marketing, tiem ning
ctia thi trudng va nhitu van de khac du phai can nhic cach thuc thlI nghiem,
suc ép thoi gian, chi ph1 nghién ciu... -

Thuong mai hoa

Sau khi thyc hién viec thr nghiem trén thi trudng c6 lé da cung cdp da
thong tin dé ban lanh dao quyét dinh xem xét d€ cdc sén phdm méi ra d6i hay
khong. Néu cong ty tiép tuc thudng mai hod thi cin can nhéc cic quyét dinh
lien quan:



Chon thoi diém thich hop: tung san phdm dung théi diém la cuc ky quan
trong, can tinh todn hét suc chit ché cdc hinh thic: (1) tung ra thi trudng trudc
tien dé c6 “uu the cta ngudi chi dong” 1a ndm chidc duge nhing ngusi phan
phoai va khach hang chi chét va gianh dugc vi tri din dau ve tiéng tam; (2) tung
ra thi trudng dong thoi véi d6i tha canh tranh do; (3) tung ra thi trudng muon
hon. Méi quyét dinh thoi diém deu c6 mat tich cuc va diém can cai tién, do vay
can phai suy nghi ky vé thsi diém tung ra thi trudng.

Khu vue thi trudng: cong ty sé phai quyét dinh tung san phdm méi ra tai mot
dia ban, mot khu vuc, nhigu khu vuc hay thi trudng toan quéc, thi trudng qudc
t&. C6 mot s6 cong ty tung sin phdm méi ra thi trudng toan qudc hodc chon
{4y mot thanh phé hap din va mé mot chién dich chép nhoang dé xam nhap
thi trudng hoac tung tirng sin phdm ra toan bo khu vyc roi sau d6 chuyén sang
khu wiyc ti€p sau.

Xac dinh khéach hang trién vong cta thi trudng muc tiéu: can phai hudng
muc tieu phan phdi va khuyén maii cia minh vao nhing nhom khédch hang
trién vong quan trong nhét. Nhirng khach hang trién vong hang dau déi véi
mot san phdm tieu ding méi la nhing ngudi chdp nhan sdn phdm sém, s
dung nhitu, huéng din du luan. Cong ty c6 thé xép hang cdc nhom khéch
hang trién vong khac nhau rdi chon nhém t6t nhat lam myc tieu d€ dat muic
tieu thu manh cang sém cang t6t, d¢ dong vien lyc lugng bén hang va thu hut
them nhing khiach hang trién vong khéc.

Chién lugc gidi thigu ra thi trudng: trong trudng hop nay, doanh nghiep
can c6 nhiing lua chon dé xay dung mot ké hoach hanh dong nhim tung san
phim mdi ra nhing thi trudng lan chiém®s. Cong ty c6 thé chon lya phuong
phdp marketing dai tra, marketing phan biét hoic marketing tap trung dé gisi
thieu voi khach hang san phdm méi cia minh. Tuy vay, can hét suc cdn trong
khi chon phuong phdp giéi thieu dai tra bung nd phan phéi, quang cdo, quang
b4, chieu thi...rdt kho danh tring muc tieu ngusi tieu diing von rit phan manh
nhu hién nay.

Khéi Sang loc Trién Chién lwge | Phan Phat Marketing | Thwong

dong ¥ ytudng | khaithtt | marketing tich trién san tric | mai hoa
tudng nghiém kinh pham nghiém

doanh

0. 0 —
© o O 0o o©
Hinh 7.4 —
Tién trinh phidt
trién sdn phdm —
maoi

3Ngay 23/11/2003, cong ty café Trung Nguyén da gidi thi¢u café hoa tan mang tén hi¢u G7 sw dung phuong thirc tiép can
marke.ting muc tiéu, theo d6, lic diu sin phdm dwoc huéng vao nhitng ngudi di quen ding café hoa tan, cu thé danh tring
muc tiéu nhitng ngudi da, dang sir dung Nescafé, va G7 dd thanh cong ruc rd khi dwge khach hang sém chip nhan.
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Vong dov san phdm

‘Hinh 7.5
Mo hinh vong
ddi sén phim
dién hinh.

Hinh 7.6

Mo hinh vong
doi san phdm
theo phong cich,
thoi trang va mot
nhat thoi.

Khai niém vong doi san pham

La khoang thdi gian san phdm ton tai tren thi trudng trong d6 cac giai doan
trong lich st thuong mai ctia mot san phdm dugc mo ta khédc nhau.

Duang huéng doanh s6 va li nhuan theo dutng d6i ctia mot san phdm?s.
N6 bao gdm 5 giai doan: trién khai san phdm, gi6i thieu, tang trudng, trudng

- thanh va suy thodi.

DOANHSO
&LOT NHUAN

P L.

TRIEN GIOL TANG TRUTNG SUY

KHAISAN| THIEU TRUONG  THANH THOATL
PHAM
LO/PAUTY

Tuy vay, khong phai it ca cdc sén phdm deu c6 dang hinh trén. Vin c¢é mot
s6 san phdm vita mdi gidi thieu da suy tan, mot s6 khdc tru lai dugc giai doan
trudng thanh khd lau, mot s6 dang & giai doan suy tan vin c6 thé ting trudng
tr lai nho chién luge téi dinh vi thanh cong...

Mot s6 vong doi dac thit ciia cdc sin phdm theo phong cich, thoi trang va
mo6t nhat thoi:

{ | Phongcach Théi trang Nhat thai

Doanh sé
Doanh sd
Doanh s6

Thoi gian Thoi gian Thdi gian

*Philip Kotler & Gary Amstrong, Priciples of Marketing, 12th European Endition, 2004.



Cac &lal doan trong vong doi san phdm va chién ligc
marketing mix

Giai doan trién khai san pham
Bit dau khi cong ty tim va trién khai mot y tudng san phdm méi. Giai doan
nay doanh s6 chua c6 va chi phi dau tu gia ting.

Giai doan gidi thiéu

C6 suc tang trudng doanh s6 thap do rdt it ngudi tieu dung biét dén, chua
¢6 1oi nhuan do phi tdn gisi thieu san phdm rat cao.

Marketing mix: c6ng hién nhitng sin phdm cc bén, tap trung hieu chinh ky
thuat va chat lugng san phdm. Chinh sich gid thanh va phan trim 16i mong
mudn la cha yéu hoic gid “hdt vang” d6i véi san phdm doc ddo chua c6 tren
thi trudng. Phan phéi c6 chon loc. Xuic tién sy nhan biét dai ly va ngudi tieu
diing tien phong, khuyén mai 16i cusn khach hang.

Giai doan tang truéng

Doanh s6 bin hang ting len nhanh do thi trudng chdp nhan va lgi nhuan
ciing ting theo.

Marketing mix: sin phdm c6ng hién mé rong, dich vu, bio hanh. Ap dung
chinh sich gid tham nhap, xay dung phan phéi rong, gia ting sy nhan biét va
thich thu thi trudng dai tra, gidm khuyén mai tin dung nhu cau ngudi tieu
dung.

Giai doan truéng thanh

Stic tang trudng doanh s6 g. im dan, do san phdm da dugc sy chdp nhan cta
hiau hét khach hang mua tiem ning. Lgi nhuan binh 6n hoic giam.

Marketing mix: da dang 1:6: miu ma va nhan hi¢u. Chinh sich gid d6i choi
va danh bai, xay dung phai: j h6i rong va sau them. Quéng céo nhdn manh
khdc biet va loi ich cua nhin 1.ieu, ting kich thich dé thay d6i nhan hieu hoac
ting cudng quang cdo dén thi tudng phan biet.

Giai doan suy thodi

Doanh s6 gidm dan va loi rauao se s it

Marketing mix: loai dan cdc san ph i1 y&u, chinli ¢ ich gid gidm, phan phéi
chon loc loai bé diém ban khe ng Jai. Gi-.m truyen the'ag dén muc can thiét dé
gitt khdch trung thanh, gidn n.dc tdi i u cdc khuyén mai
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T om tit

San phdm theo quan diém cia marketing gin lign véi sy théa man nhu
cau cua ngudi tieu dung. Cong ty can cung c4p cho khdch hang sy hai long va
nhang loi ich vugt troi ma khdch hang tim kiém. San phdm bao gdm it nhat
4 muc do: c6t 16i san phdm, san pham cy thé, san phdm gia tang va san phdm
tiem ning. Tuy theo muc dich s dung, thai gian s dung, dic diém san phdm
c6 thé phan loai: san phdm tieu diing, san phdm cong nghiep va dich vu.

Chién lugce san phdm dong vai tro rdt quan trong la nhan t6 quyét dinh
su thanh bai cta cong ty. Cé dugec mot san phdm t6t 1a nen ting d€ xay dung
cdc phdi thic ti€p thi khdc nhu gid ca, phan phéi va xuc tién hieu qua. Céc
marketer ¢6 thé dua ra cic quyét dinh lien quan dén san phdm nhu thuoc tinh
san phdm, ten hiéu, bao bi, lap nhan va dich vu hé trg san phdm d€ c6 thé dat
dugc muc tieu hdp dan khédch hang, xay dung long trung thanh nhan hieu...

Ben canh cdc quyét dinh chinh yéu mé rong san phdm, mé rong nhin
hieu, nhan hieu mdi, thi quyét dinh trién khai chién lugc san phdm mdi dap
tng nhu ciu ngly cang cao cta thi trudng va xa hoi cing nhu mic do canh
tranh thij truong khéc liet can dugc quan tam mot cich day di. Mic di ty le
thanh cong sin phdm méi rét thap, tuy vay nd luc cia toan cong ty trong viéc
hoach dinh va trién khai san phdm méi c6 he théng sé gép phan thanh cong
cho doanh nghiép trong dai han. Tién trinh phit trién san phdm méi theo 8
giai doan cin ban tir viec khoi day nhing y tudng tit ben trong va bén ngoai
cong ty, sang loc y tudng, trién khai va tric nghiem khdi niem, trién khai chién
lugc marketing mix, phan tich kinh doanh, trién khai san phdm, ti€p thi tric
nghiém va cuéi cung la thuong mai hod ra thi trudng.

Maéi san phdm deu c6 mot vong ddi nhat dinh. Tix lic tim dugc y tudng
san phdm, cong ty sé ti€n hanh gisi thieu ra thi trudng vdi viec danh dau bing
doanh s6 va lgi nhuan thap. Néu thanh cong, sin phdm sé budc vio giai doan
tang trudng danh dau bing viéc gia ting doanh s6 va lgi nhuan. Ké tiep 1a giai
doan trudng thanh khi doanh s& cham lai dan va lgi nhuan binh 6n va sau
cung la giai doan suy thodi véi doanh s6 va lgi nhuan giam dan. Trong méi giai
doan cia chu ky s6ng san phdm, cong ty sé van dung chién thuat marketing
mix thich hgp dé€ ddm bao hieu qua diu tu kinh doanh.



Cau hor thao lug
au hot thao luan
(1) Hay liet ke va giai thich sy khéc biet vé cdc muic do sin phim gi&i thieu ra

thi trudng ctia mot khdch san tai dia phuong va mot san phdm nudc giai khat
cu thé.

(2) Hay giai thich tai sao nhigu ngudi sdn sang tra gid cao cho cdc san phdm c6
ten hieéu hon la nhitng san phdm khong c6 tén hieu.

(3} “Mot san phdm t6t c6 thé tao lap mot thuong hieu manh va mot thuong
hieu manh khong thé khong c6 mot san phdm t6t”. Digu nay néi cho ban biét
vai trd gi cia mot san pham d6i véi viec tao lap thuong hieu?

(4) Vai nam trudc day chi c6 mot loai Tra xanh khong do, thi gis day ching ta
bit gap Tra xanh khong do c6 hon 4 loai bién thé (tr2 xanh khong dudng, cé
dudng, giam béo, ting cudng khodng ch4t). Hay liet ke mot s6 vin de trong viec
md rong thuong hieu nay d6i véi nha san xuit, ngudi tieu diing, nha ban 1é.

(5] Vi sao c6 rdt it viec d6i méi san phdm trén thi trudng? Hay so sanh co hoiva -
1 ro chia viec dp dung chién luge phit trién sin phdm méi theo huéng “mee-
too” clia cdc nha san xudt chuyén in theo thi trudng cda cdc nha san xudt tien
phong s6 hitu nhing thuong hiéu dugc khdch hang yeu thich.

(6] Viec van dung cdc chién lugc marketing mix thich hgp tai méi giai doan cta
vong dai cda sian phdm hét siic hitu ich cho cong ty c6 dugc hieu qua dau tw.
Theo ban, trong thuc t& cé thé dé dang x4dc dinh chinh xdc cic giai doan dé d6i
v6i san phdm va dich vu cu thé? Cu thé hod mot vai bién s6 dé giai thich.

(7) Dya vao tinh huéng dién hinh da gidi thieu, hay d& xuit cdc gidi phdp mar-
keting mix thich hgp cho cong ty dya vao ly thuyét vong ddi san phdm.
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~ MUC TIEU CAN BAN
Sau khi tim hiéu chuong nay, nguoi doc c6 kha ning:

- (1) Thao luan tam quan trong cda nhing quyét « dmh gla

doi vei cong ty.

-~ (2) Giai tthh nhing budc chmh yéu trong quyét dinh

chién lucc gid.

(3) Minh hoa nhang yéu t6 bén trong va bén ngoai tic
dong dén chién luoc gid. :

(4) Giai thich cac quyét dinh gid dya trén \}éng dai san pham.

(5) Hi€u nhing ich loi trong viéc stt dung mot chién lugc
gia khac biet cho phan khic thi truong,

(6] Thao luan nhing van de dic biet trong chién lugc gid
quoc té.

& ﬂUVET DINH GIA CA
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Dan nhap
“Gid ca la nhiing gi ban phai trd va gid trj Ia nhing gi ban ¢6 dugc”
Warerent Buffet

Tat ca cdc t6 chiic thuong mai va phi thuong mai deu dung truée nhiem vu
xdc dinh gid ca cho san phdm va dich vu cta cong ty. Gid ca la yéu t6 co ban
quyét dinh viéc lya chon ctia ngudi mua. Mic dir hien nay, yéu t6 canh tranh
chat lugng va dich vy, sy kich thich tieu thu dugc dat trong tam hon déi véi
cdc cong ty, tuy vay, chién lugc gid nhin chung vin khong mat di vai tro cia n6
trong cic quyét dinh kinh doanh ctia doanh nghiep. Cac marketer ¢6 thé hoan
toan hiéu ly thuyét ve gia nhung chic chim s€ gap phai nhiang khé khan trong
viéc van dung trong thuc t&

Nhing gi6i han thach thue trudc het la CC - cC)ng ty khong phai deu dat muc
tieu t6i da hod Ioi nhuan ma thay vao d6 ho phian tich muc do tieu thu caa thi
truong d€ dat dugc hieu qua kinh’; th1ch hdp "Tiép dén cong ty cing gap rit
nhitu kho khin dé dy béo du0c o 'co gian cia nhu cau thi trudng. Tién trinh
ké todn hien dai c6 thé cung cdp cho cong ty hiéu nhiing cdu tric gid rat ro
rang dé tinh toan cich thic cung tng gi4, nhung khong phai dé& dé dit ra muc
gid khdc nhau cho timg mc nhu cau. Sau cing, dit cdc yéu t6 nhu ciu ¢6 thé
nhan dien dugc, nhung khéng thé tinh todn chinh xic dudng cau so v6i 56 lieu
cta cdc loai chi phi sin xust san phdm va dich vu caa cong ty.

Hau hét cic cong ty hien nay dang c6 ging van dung nhitu phuong thic
dinh gid khdc nhau, tuy nhien wu thé vin nghieng vé cich tinh toan gid dya
vao chi phi (c6 it nhat 2 phuong thic) hon Ia dinh hucmg theo thi trudng mot
cich ding nghia.

Trong chuong nay, ching ta sé ciing xem xét mot khung dinh hudng gid hieu
qua va nhing nhan t6 ndi bat tic dong dén chien lugc gid, cang nhu xem xét
gid cd |]a mot y&u t6 trong marketing mix va la nhan t6 tao ra loi nhuan cho
cong ty.

Khdir niem
va tam quan trong cla gid
Khai niém ve gia

Gid la s6 tien phai trd cho mot san phdm hay dich vu. Ditu nay c6 nghia
tong gia tri ma ngudi tieu ding d6i cho nhimg lgi ich ctia viec ¢6 dugc hay st



dung san pham hoic dich vu.
Tam quan trong ctia gia

Gid ca la mot trong nhitng y&u t6 quan trong nhat cta phdéi thuc marketing

mix, 1a yéu t6 duy nhit trong phéi thic marketing mix tao ra doanh thu, cic

* yéu t6 khdc deu tugng trung cho chi phi. Gid ca khong phai la mot quan niem

don 1¢, ma la mot quan niem da chizy, c6 y nghia khac nhau trong viec tng

dung ctia nha san xudt, nha ban 1¢, ngusi tieu dung cudi. Chién luge gia dong

vai trd quan trong bdi n6 ¢6 thé tic dong ca ve mat doanh thu ctia cong ty va
hanh vi tieu dung cta ngusi mua san phdm.

Cdc quan migm
lien quan den gud
Cac kiéu thi truong canh tranh

Gom 4 loai thi trudng canh tranh chinh: (1) thi trudng canh tranh hoan hio
- nhitu ngusi mua va ngudi ban trao ddi véi nhau mot thit san phdm thuan
nhat, khong mot ngusi ban hay ngudi mua doc nh4t nao ¢6 tic dong den gid
cta thi trudng; (2] thi trudng canh tranh doc quyen - nhitu ngusi mua va ngusi
bén trao ddi véi nhau qua mot day gid chit khong phai ¢6 mot gid duy nh4t; (3)
thi trudng doc quyen canh tranh - mot s6 it ngusi ban, rat nhay cam véi chién
luge dinh gid va marketing; (4) thi trudng doc quyen hoan toan - c6 mot ngusi
ban duy nhat, ¢6 thé la nha nudc, mot doc quyen tu nhan ¢6 dizu tiet hay doc
quyen tu nhan khong dieu tiét.

Nhu cau cd kha nang thanh toan

Tuy vao muic gid cong ty dua ra ma din dén mot muc cau khac nhaw. Dizgu’
nay thé hien sy nhay cdm ve gid ciia ngudi mua. Do co gidn theo gid ¢ la su
do luong cta nhu cau trude sy thay ddi cia gid ci Trong tinh huéng nay, do
co gian nhu cau thé hien s6 lugng don vi ma thi trudng sé mua trong mot thoi
gian da dinh nao d6, tai nhiang muc gid khdc nhau ma ngudi mua c6 thé dua
ra quyét dinh.
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Hinh 8.2
D6 co gidn ctia
nhu ciu.

Gid Gisd
Cao

P2
Pi

Thdp Nhu cau Nhu cu

it K2 Kl Npiew i K2 . K¥ Nhitu
Nhu cau co gian it Nhu c2u co gian nhien

Trong ditu kien binh thudng, phin I6n sin phdm c6 nhu ciu va gid ¢6 quan
he ty le nghich véi nhau. Digu nay c6 nghia la gid cang cao, nhu cau cang thap.
Trong hinh tren, gid ting tit P12P2 din dén sy thay ddi nho trong stc cau tix
K1-K2, chung ta néi nhu cau khong co gian. Va ngudgc lai trong hinh tiép theo
6 sy thay d6i l6n, sic cau tit KI'=K2’, ching ta néi nhu ciu co gidn nhigw.
Cong thuic tinh d6 co gian cta nhu cau theo gid:

% su thay ddi lugng cau

Do co gidn nhu cau theo gia =
% sy thay dai gia

Nhu cau co gian it khi ma: (1) ¢6 it sin phdm canh tranh hay thay thé; (2)
ngudi mua khong qud chu trong dén yéu t6 gid; (3) ngudi mua cham thay d6i
théi quen mua sim va (4] ngudi mua khé so sanh chat lugng sin phdm nen
cho gid cao phir hop muic cai tién. Néu cu c6 tinh co gidn cao thi cong ty nén
dieu chinh gig d€ c6 doanh thu t6t hon va chi phi bu dip nhs vao lugng doanh
thu bdn ra & muc cao hon. ’

Phi ton

Dé6i v6i mot cong ty san xudt cdc chi phi san xudt gdm chi phi truc tiép, chi
phi gidn ti€p, chi phi chung, chi phi quan ly va nhiing chi phi cho cdc hoat dong
marketing gom chi phi phan phéi, chi phi quing cdo, quang b, chieu thi.

Dinh phi FC (fixed cost): nhitng phi tdn khong blén thien theo muc do san
xuit hay doanh sé.

Bié¢n phi VC [variable cost}: nhitng phi tdn bién thién theo muc d6 sin xu4t
hay doanh s6.

Téng phi TC [total cost): s6 lugng dinh phi va bién ph1 cho b4t ky cap do
san xudt nao.



TC - total cost: téng chi phi
TEC - total fixed cost: tdng chi phi ¢6 dinh
TVC - total variable cost: tdng chi phi kha bién

Chi phi trung binh dugc ky hieu 1a ATC (average total cost] va dugc tinh
theo cong thic:

TC - total cost: tdng chi phi
Q - quantity: s6 san phdm giai doan.
ATC - average total cost: chi phi trung binh

Chi phi trung binh ¢6 dinh dugc ky hieu 1a AFC (average fixed cost] va tinh
theo cong thuc:

AFC - average fixed cost: chi phi trung binh c¢& dinh
Q - quantity: s6 san phdm trong giai doan.
TEC - total fixed cost: tdng chi phi ¢6 dinh

Chi phi kha bién trung binh ctia mot san phdm dugc ky hieu 1a AVC (aver-
age variable cost) va tinh theo cong thuc

AVC - average variable cost: chi phi trung binh kha bién.
Q - quantity: s6 san phdm trong giai doan.
TVC - total variable cost: tdng chi phi kha bién.

Chi phi can bien hay chi phi bien t€ la lugng thay d6i ctia téng chi phi khi-

san xudt tang them hay bét di mot don vi san phdm. Chi phi can bién ky hieu
la MC (marginal cost).
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Hinh 8.3

Cic yéu t6 4nh
hudng dén quyét
dinh gid.

Téng doanh thu: la tdng s6 tien ban hang thu dugc khi ban Q sin phdm
trong mot giai doan. Téng doanh thu ky hieu 1a TR (total revenue).

Doanh thu can bien hay doanh thu bien t& Ia lugng thay déi téng doanh thu
ban them hay bét di mot san phdm. Doanh thu can bien dugc ky hieu 1a MR
(marginal revenue).

Lgi nhuan dugc ky hieu la L thi cong thuc tinh Igi nhuan bing téng doanh
thu trir cho tng chi phi. Va lgi nhuan dat cuc dai khi chi phi bien t& bing
doanh thu bien t& titc MR (marginal revenue) = MC [marginal cost).

TR -total revenue: tdng doanh thu
TC- total cost: tdng chi phi

Nhing nhéan t6 anh hudng chién lugc dinh gia

Khach hang

Mot trong nhitng thuéc do quan trong tic dong quyét dinh gid cda cong ty
xudt phat tit khach hang. Cédc cong ty thudng thay rat khé hiéu cich thc khach
hang danh ra bao nhiéu gid ca dé c6 dugc loi ich cin thigt cho nhu ciu ciia ho,
dé c6 thé de ra muc gid thich hop.

Yéu t6 bén trong Y€u t6 bén ngoai
Muyc tieu marketing . . Tinh ch4t canh tranh
Chién lugc marketing mix > Cac yéu to. ., [ Nhu cau
Vong ddi sén phdm quy€t dinh gia Dsi tha canh tranh
Chiphi Chinh sdch nha nudc

Dieu hién nhien la khich hang phai mua sin phdm cta cong ty néu do la
san phdm doc ddo va cong ty la nha cung cip doc quyén Nhung thyc t&€ can
xem xét dinh gid trong m6i trudng canh tranh, quan he cung cau (gid ca va nhu
cau ma khach hang muén mua va c6 khé nang chi tra).

. Ly tudng thi cic marketer can biét biéu dd nhu cau cho viec dinh gid cho
san phdm hoic dich vu. Dieu nay c6 nghia can xem xét yéu t6 thoi diém nhat
dinh trong m¢t thoi doan nhét dinh ngén - trung va dai han khi thiet lap gid.
Do nhu c2u ¢6 thé thay d6i theo thoi gian cu thé khdc nhau, nen yéu t6 quan
he gita thoi gian va nhu cau phéi duge can nhic.

Nang lyc mua, titc khé nang mua san phdm va dich vy, phu thuoc VA0 mtic
thu nhap.va sic mua [chuyén d6i sang nhu cau va mong mudn cia ngudi tieu
dung) thyc t€ cia ngusi tieu dung. Cac'nha kinh & de cap ning hyc mua la
nhu cau hi¢u qué ctia ngudi tieu dung va d6i véi ngudi mua la mot t6 chuc thi



la nang luc truc tiép lien quan dén yeu cau ngan sich va pham vi han ché caa
t6 chitc mua hang. :
Nhu cau san phdm va dich viz va gid c ngudi mua mong mudn tra lien quan
. dén cdc thuoc tinh ctia cdc san phdm chio ban. Do vay, nhu cau mot san phdm
lien quan chit ché dén cich thic ma khdch hang cdm nhan d6i véi nhing
thuoc tinh thay déi ctia cdc san phdm canh tranh. Nhing thuoc tinh sin phdm
nay c6 thé 1a vo hinh hoic htu hinh nhu chét lugng san phdm, bao bi, kiéu
“ddng, ten hieu va hinh anh cta cong ty va d6i tha canh tranh.

Khong c6 gi nghi ngo la can phéi biét tinh phc tap ctia phén dng khédch
hang déi véi gid ci va nhing yéu t6 tam ly tic dong tién trinh quyét dinh gid
cta ho. Tuy nhién, digu quan trong la cin bi&t sy hén tap trong phan tng véi
yéu t6 gid d6i véi ngusi khach hang tiem niang. Nhitng hén tap do luon di doi
véi mutc do hidu biét va nhan biét gid d6i véi khach hang tiem ning. Tuc la
khich hang dinh gid ve y&u t6 gid ca rdt khdc nhau dua tren lugng thong tin
it hay nhieu ve dic tinh va gid ca ciia vat phdm dang thinh hanh. Marketer can
phai nhan biét nhiing khdc biét nay va khai thdc hieu qua trong qua trinh phat
trién chién lugce va téc thuat dinh gid.

Doi thi canh tranh

Két qua cta chién luge gid sé khong chi phu thuoc vao phan ung dip trd
ctia khach hang ngoai thi trudng ma con bi tic dong bdi phan ting ctia d6i thi.
canh tranh. Hanh vi canh tranh thay d6i déng ké cdu trdc thi truong, mic do
canh tranh va sy ton tai va ban chét cda Igi & canh tranh.

Gid ci ctia cic d6i thi canh tranh ¢6 ¥ nghia sau sic d6i véi quyét dinh gid
ctia ban than cong ty trén thi trudng véi nhitu d6i tha canh tranh khdc nhau
Cdu tric va miic d6 canh tranh thay déi theo vong ddi cia sin phdm. Khi mot
déi thit méi tham gia thi crudng va san phdm trd nen dong nhat, thi muc do
canh tranh trong hiu hét cic trudng hgp trd nén khic nghiéet hon trong giai
doan trudng thanh va suy thodi.

Ben canh d6, cic yéu t6 muc tieu marketing, phan phdi, thi phan, Igi thé
canh tranh, phan ng chién lugc va tic thuat cta d6i thi canh tranh deu anh
hudng dén quyét dinh gid ctia cong ty. Nhing ditu cin xem xét lien quan dén
déi tha canh tranh bao gom:

- Gid ctia d6i tht bao gom cdc khoan chiét khdu, dxéu kien thmmg mai va

chinh sdch tin dung.

- Ngudn tai nguyeén ctia d6i tha dic biet 1a ngudn tai chinh.

- Miic d6 chi phi v muc lgi nhuan cta d6i tha

- Mitc d¢ phan ng ctia d6i thi trude quyet dinh gid cda cong ty.

- Céc d6i tha va han ché tiem nang d6i véi nganh san xudt.

- Cidc ké hoach marketing chién lugc ctia d6i thu.

Ba ditu quan trong can xem xét lien quan tryc tigp dén chinh sdch gid cia
déi tht nhim tao ra lgi thé canh tranh've gid:

- 56 lugng cic d6i thi canh tranh tham gia thi trudng.
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- Muic do khic biét hod san phdm gita cdc d6i thi
- Muc d¢ ty do tham gia thi trudng nganh.

Cong chung :

Ben canh yé&u t6 khéch hang, d6i thi canh tranh thi con cé mot s6 yéu t6
cong ching anh hudng dén quyét dinh gid. Ching han yéu t6 kinh t&€ nhu lam
phat, ting trudng hay suy thodi va lai sust ngan hang deu anh huéng dén cic
quyét dinh lap gi4, bdi vi ching anh hudng dén phi tdn sdn xudt ctia mot san
phdm lin nhiing cim nhan ctia ngusi tieu dung ve gid ca va gid tri cia sin
pham do.

Chinh sdch phdt trién kinh t&, quy dmh Juat phdp cia Nha nuéc viing lanh
thd, cic quan tam cta xa hoi ¢6 anh hudng dén quyét dinh gid. Viet Nam da
¢6 nhing luat dinh quy dinh chong pha gid, doc quyen cdc mat hang thudc tay,
nhap khdu xe hai ...

Chien lugc marketing
| Chién lugc marketing mix

Quyet dinh gia chi 12 mot phan cda chién lugc marketing tdng thé. Vi the
can phai twong tic chit ché va phan anh, dugc hé trg dong bo véi cic phéi
thiic marketing mix khdc. Chéng han, mot cong ty sin xuat mot san phdm hoic
dich vu chat lugng cao nhim dén thi trudng cao cdp va hinh anh uy tin thi
khong thé phu hop véi quyét dinh gid thdp (ngay ca néu chi phi sin xu4t vin
dat hieu qua cho phép). Do vay, chién lugc gid-can thigt k& phi hgp véi chlen
higc dinh vi va chon Iya thi trudng muc-tieu cu thé.

Mot s6 cong ty thudng dinh gid san phdm tru6c®” rdi mdéi thuc hien cic quyet
dinh marketing mix khdc con lai. Nhu vay, quyét dinh gi4 1a yéu t6 chinh dinh
vi thi trudng va quyét'dinh dac diém, chi phi cho san phdm va dich vu ctia cong:
ty. Trong thyc t& nén can nhic xem xét téng thé cic chi¢n luge marketing khi
tién hanh dinh gid. :

Muc tiéu marketing

Quyét dinh chién lugc gid con phu thudc viao muc tieu marketing ciia cong
ty trong titng giai doan cu thé Neéu muyc tieu co ban cta cong ty la ton tai (do
muc 46 canh tranh qud gay git bsi nhigu cong ty tham gia)®, thi cong ty sé
buoc phiéi dinh gid thdp vdi hy vong sé dugc ngusi tieu ding trong phan khuc

“Honda (Viét Nam) da thiét ké nén dong san phim Wave Alpha dya trén viéc dinh gia canh tranh cia nhing déi tha
Yamaha, SYM,..

%Trong thép nién nhung nam 90 dén nam 2000, trude lan song dau tu b at cua cac “dai gia”/nganh hang vao Viét Nam,
chingtada chung kién “budc 1ai” nhét dinh cua cac nhan hiéu ndi tiéng cuia Viét Nam trude day : Tribeco, X4 xi Chuong
Duong, tridc sy tin cong cua Pepsi, Coca-Cola...



cu thé vin chdp nhan san pham cong ty. _

Trong trudng hop cong ty dat myc tieu marketing: t6i da hod lgi nhuan ngin
han, t6i da héa khéi lugng ban ra®®, din dau chat lugng san phdm, din dau ve
gid hay gitt phong tht chi dong né tranh tin cong truc dién cua cdc d6i tha
manh thi cong ty buoc phéi thuc thi cdc quyét dinh gid linh hoat va phu hop
v6i muc tieu marketing trong ting giai doan.

Muyc tieu dinh g

Nhu da d& cap, quyét dinh gid het sic ddng chu y d6i véi thanh tuu kinh
doanh cong ty, vi muc tiéu marketing. Vi thé, muc tieu quyét dinh gid va chién
lugc trién khai phai ddng nhét va hé trg nhiing muc tiéu trén.

Phan tich cdc yéu t6 moi trudng cung cdp nhitng s6 lieu dau vao cu thé dé
mo tA cdc muc tieu dinh gid c6 thé dat duge va van hanh hiéu qué, nhimg muc
tieu dinh gid di doi véi muc tieu va chién luge tdngsthé cda cong ty va khai
thdc t6i da nhing kha niang chinh phuc thi trudng. Nhirng muc tieu dinh gid
ma cong ty c6 thé theo dudi:

- Muc tieu dinh huéng lgi nhuan: t6i da hod lgi nhuan, théa man 1gi nhuan,

hieu qua tren vén dau ta (ROI - return on investment)

- Muc tieu dinh huéng chi phi: dam bao ¢6 thé thu hbi chi phi dau tu trong

thoi diém cu thé cta giai doan dau tu, gia ting doanh s6 dé ma giam chi phi.

- Muc tieu dinh huéng doanh s6/nhu ciu: ddm bao ting trudng hay duy tri

doanh s6, ting trudng hay duy tri thi phin, st dung gid ctia mot san pham

dé ban nhitng sidn phdm khdc trong dong san phdm, gia ting nhu ciu mua
san phdm; hoic

- Muc tieu dinh hudng canh tranh: din dau ve gid, gidm sic hdp din cdc

déi tht tiem ning mudn tham gia thi trudng, gidm tic thuat gidm gid hay

phd gid cta cic d6i tha.

DPuong nhién mot cong ty c6 thé theo dudi mot hay nhitu mic tieu dinh
gid khdc nhau. Tuy vay, can phdi ddm bao muc tieu dinh gid nh4t quan va dinh
hinh mot cich r6 rang. Thong thudng cic marketer stt dung muc tieu dinh gid
dinh hudng chi phi vi dé dang chdp nhan trong cang ty va don gidn hod cdc
vin de phuc tap ndy sinh va thudng khong quan tam dén nhing co hoi cho
viec dinh gid lgi nhuan dua vao cdc yéu t6 khic.

Cluen lugc dinh gid

Rit nhizu chién luge dinh gid dugc cic nha ly thuyét va thuc hanh market-
ing van dung trong thyc t& Nhing chién luge dinh gia kha thi trong mot tinh
hudng c6 vin de phu thuoc vao 3 nhan t6 chinh nhu da neu: (1) dic tinh cia
cdc yéu t6 moi trudng; (2) chién lugc marketing téng thé ctia cong ty; (3) muc

5"Nuo:'c rira chén My Héo, Kem dénh ring P/S di chu ddng chon lya muc tiéu din dau vé gidva t8i da ho4 loi nhusn trudc
strc tan cong truc dién cia Unilever, P&G, Colgate Palmolive. ..
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tieu dinh gid caa cong ty.
Trong pham vi sich, ching toi d& nghi mot vai chién lugc dinh gid dién hinh
nhu sau:

Chién lugc dinh hwdng chi phi 50 Vi dinh hudng thi trutng

Dinh gia dua trén chi phi: phan l6n quyét dinh gia dua tren chi phi cia
cong ty. Phuong phdp nay lien quan dén cich thic dinh gid chi phi cho méi
don vi san phdm va cong them phan tram lgi nhusan mong mu6n dat dugc
(cost plus pricing).

Xem vi du®®

G: gia ban don vi san xuit
Z: gia thanh hoan toan don vi san xuat
m: lgi nhuan muc tieu (%)

Phuong phép nay ¢6 1¢i thé: dam bio tinh 6n dinh gi4, bé qua nhu ciu va
do nhay cam ve gid va thudng dugc xem la “cong bing” ca cho khach hang va
dei tha vi gid lien quan tryc tiép dén chi phi.

Phuong phép nay c6 b4t lgi: viéc tinh todn va phan b8 nhiing chi phi ¢6 dinh
thuong rédt ty hding cta cdc nha quan ly vi dyua tren uéc tinh doanh s6 sin
pham va muc tieu thu. Ben canh d6 la van d& quyét dinh phan tram Igi nhuan
cong them thusng dugc tinh theo ty sudt Igi nhuan diu tu trén ngudn vén ma
chua tinh dén yéu t6 nhu cau thj trudng.

Pinh gia dua trén diém hoa von: la mot phuong phap khdc cia dinh gid
mang tinh chdt dinh hudng theo phi tdn.

Dinh gid theo muic hoa vén (break-even pricing) con dugc goi la dinh gid
theo lgi nhuan chi tieu. Titc cong ty c6 ging xic dinh nén muc gid ma tai d6 sé
dugc hoa von hay thyc hien dugc muc Igi nhuan chi tieu ma cong ty mudn.

Dinh gid nay sit dung khdi niem biéu dd hoa vén trong d6 thé hien tdng phi
t6n (total cost] va téng doanh thu (total revenue) dy kle'n tai cic mitc doanh
s6 khdc nhau.

Cong thuc tinh dugc khéi luong diém hoa von biang dinh phi chia cho (gid
- bién phil, titc tai di€ém ma téng doanh thu bing véi téng chi phi.

Vi dy mot san phdm 6 gid ban 1é 1a 10 USD/don vi san phdm va ¢6 chi phi

“Biét gia thanh hoan toan hay chi phl sin xuit mét hop gb ruou vang Pa Lat nhén hleu La Penseé trong bd suu tép Dalat
wine Collectlon 12 80.000 VND. Cén dmh gia ban cho ngudi tiéu dung 12 bao nhiéu néu 'NSX mubn 131 10%, ngudi ban
budén mudn 1ai 20% va ngudi ban 1é mudn 13 40% gia ban cia ho. PSi v6i nha san xudt Gsx = Zsx +msx 1) NSX co
131 10% gid ban cia ho nén Msx=10% x Gsx = 0, 1Gsx, thay gid tri clia Msx vao (1) Gsx = Zsx + 0,1Gsx, chuyén vé ta
¢6 Gsx - 0,1Gsx = Zsx hay 0,9Gsx = Zsx. Theo s6 liéu thi Zsx = 80.000 VND, 0,9Gsx = 80.000VND ; Gsx = 88.000
VND. Cach tinh twong ty 4p dung cho nha bén budn véi gid s& 1a Gsx = 110.000 VND va gi4 ciia nha ban 1é s& 13 Gsx =
146.000 VND.



Hinh 8.4
Dinh gid theo
diém hoa vén.

Doah tha
&
chi phi

Téng doanh thu
10 USDiSP

Téng phi

Diém hod von

80.000 --~mmmmm———— ! . )
: Tong phi kha bién
H 5 TISD/SP
40.000 H
E
. " Téng chi phi ¢é dinh
. 40.000 USD
4.000 8.000 16.000 86 Twong

5P

kha bién trung binh la 5USD ket qua trong mbi déng gép don vi san phdm déi |

-v6i chi phi ¢6 dinh. Két qua di€ém hoa vén duge tinh theo cong thic méi don vi

déng gop bang gid san phdm trir chi phi kha bién ctia mdi don vi sin phdm:

Diém hoa von theo gia thuyét trinh bay trong hinh khong phu thuoc vao
khéi lugng tieu thy nhing chi phi ¢6 dinh & muc 80.000. Tdng chi phi (c6
dinh va bién déi) ting dong thai véi muic tieu thu. Do thi tdng doanh thu bat
diu tir O ting dan theo qud trinh ting s6 lugng don vi hang hod ban duge. Do
dé6c dd thi phu thuoc vio gid ci san phdm.

Dé dat diém hoa v6n cong ty phai bén ti thiéu 8000 don vi sin phdm vdi
muic gid la 10USD/don vi sin phdm. Diém hoa von {don vi sén phdm) = Tong
chi phi ¢6 dinh/ déng gép tréen mébi don vi san phdm — chi phi ¢6 dinh =
40.000/5 = 8000 don vi san phdm va diém hoa vén (gid tri USD) = 40.000/1-
5/10) = 80.000 USD. Trong trudng hgp cong ty ting gid ban len 15USD/don
vi san phdm thi khong cin phai bdn nhitu don vi sdn pham nhu trén, tuy vay
6 thé s& khong c6 duge khach hang.

Mot khi di dat dugc diém hoa von, doanh thu sé phai dat dugc tir doanh
s6 ban hang di bu ddp cho t4t ca chi phi ¢6 dinh va déng gop ctia méi don vi
san phdm sé tré thanh 1 Igi nhuan trén méi don vi san phdm. Vi du néu cong
ty ban them 1 don vi sin phdm nita tic dat 8001 don vi (1 don vi san phdm
tren diém hoa von) sé tao ra dugc loi nhuan rong Ia 5USD (10USD gid ban trir
bién phi cho méi don vi san phdm la 5USD).

- Phuong phdp tinh gid nay doi hdi cong ty phai xem xét nhigu phu'dng an gid
khéc nhau, 4nh hudng cta ching d6i véi khéi luong tieu thy can thiét dé vuot
qua diém hoa von va thu dugc lgi nhuan muyc tieu.
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Dinh gia dinh hudng ra thi trudng (market-oriented pricing) nay dua tren
hai yéu t6 quan trong:

(1) Canh tranh gi4 cta cac san phdm tuong tu: d6i véi yéu t6 dau tien thusng
dya vao nhing gia dinh lien quan dén hinh anh sin phdm va dinh vi cta cong
ty so véi cdc d6i tha. Mac du viec xem xét gid ca, chi phi cta d6i tha la yéu t6
s6ng con, tuy vay nhing thong tin nay chi duge xem la 4nh hudng hon a mot
cong thic dinh gid. Phuong phdp nay hieu qué trong truong hop do co gian
caa ciu khé do lusng. v

(2) Gid tri cdm nhan cta khich hang déi véi san pham. Yéu t6 thu hai dua
vao cam nhan cta khich hang va yéu t6 loi ich tam ly tac dong quyét dinh gia
mua cda khach hang. Ngay cang nhigu cong ty ting dung phuong phdp st dung
y€u tS phi gid ci trong chuong trinh marketing xay dung gi4 tri cam nhan dugc
cua khach hang.

Phuong phdp dinh huéng ra thi trusng ¢6 thé tng dung khi hiéu lgi ich lien
quan dén khich hang hon la nhang thuoc tinh c6t I6i cta sin phdm va digu
ndy 6 nhigu tinh hudng chon lya cho cong ty trong viec khai théc cic muc
do gia ting sén phdm d¢ dinh vi khdc biet cho san phdm céa minh thong qua
yéu t6 gid.

Phuong phdp dinh hudng ra thi trudng gap khé khan I6n nhét 1 vin de do
ludng cim nhan cda khich hang d6i vdi san phdm caa cong ty so véi cdc san
phdm cia d6i thi. Hon nita nhan thic gid tri caa khach hang thuéng thay déi
trong ting phan khuc va ting tinh hudng st dung cu thé.

Chién lugc dinh hudng gia phan biét trén mdi phan khuc

Tai bat ky muc gid nao dinh vi tren thi trudng dya tren chién luge marketing
tdng thé deu c6 thé mang lai rii ro Ién cho cong ty, do méi khach hang tai méi
phan khic thi trudng 6 cich danh gid gid tri/gid ca san phdm va dich vu khac
nhau. Viec dinh gid trung binh cho t4t ci cdc khich hang c6 thé mang lai ket
qud sai trong tat c4 cdc phan khic (Simon and Butscher 2001). Do vay, cong ty
¢6 thé sit dung dinh gid nay cho mai phan khuic thi trudng.

Dinh gia phan biét/phan khuc

Ly tudng chién lugc gid nen tuan theo phan khiic thi trudng dua tren cim
nhan gid tri. Bing cich dinh gi4 thap hon gi4 tri cim nhan cta khach hang
tréen mbi phan khic sé gitp cong ty dat dugc loi nhuan va doanh thu t6i da.
Vai tr6 ctia marketing trong tién trinh nay la nhan dien gid tri phan khuc khach
hang va dit gid tuan theo; va vai trd bdn hang la duy tri csu tric gid khdc biet
biang cich ban hang theo gid tri hon la gid c& don thuan. D€ thanh cong trong
phuong phdp nay cic bo phan ban hang va marketing phai cung hiéu nhu cau
clia khach hang va thiét ke san phdm phu hop.

Trong nhizu trudng hop thanh cong tity thuoc vao viec nhan dien va chon
lya thi trudng muc tieu trén co s& cung cdp gid tri toan phan dai vdi géi san



Hinh 8.5
Dinh gid phan
biet cho méi
phan khic.

phdm va dich vu. Dinh gid géi san phdm va dich vu la viec marketing cho hai
hay nhieu sin phdm trong mot “g6i” san phdm don 18. Vi du nhu ban hgp dong
béo tri phan cing mdy vi tinh va cdc thiét bi van phong khac.

Loi the cta gid phan biet la kich thich ban hang dugc nhigu va khi gid khong
6n dinh do anh hudng thi trudng, van dung chiét khau tam thoi hoac giam gid
mua nhieu c6 Igi hon giam gid co ban: Ngoai ra con ¢6 thé dp dung cic chinh
sach linh hoat nhu tin dung thanh todn, digu kien chiét khau giao nhan...trong
ting thoi diém doanh s6 ban cao hoic thdp hoic dp dung gid tam ly d€ kich

* thich tieu dung khach hang tren ting phan khuc.

Theo Simon & Butscher 2001: méi phan khuc khach hang cam nhan it gid
tri hon 1a gid xdc dinh cta cong ty va khach hang sé khong mua san phdm. Béi
cdc nd lyc truyen thong marketing va ban hang c6 thé dat duge nhan thuc cho
mdi phan khic khdch hang, nén chi mot s6 it khach hang trong ting phan
khtic cdm nhan gid tri tiém can vdi gid ca trung binh da dinh caa cong ty va &
diém gid cao nh4t va thap nht, 1gi nhuan va doanh thu ben viing ciia cong ty
khong dat hieu qua.

MOT GIA / TAT CA PHAN KHUC
SO VOI GIA PHAN BIET TUNG
PHAN KHUC Doanh thu va loi
nhugn that thodt
GA} ——
N
v Doanh thu va igt
’ : nhugn thit thoat /
/ phin khue

/

cho toan thi trudng

Binh mot gia /

Doanh thu hien tyi véi ]

mot gid
Phan khuc " Phan khiic Phan ke Phan khix Phan khic $6 lugng
N 2 3 4 5
~

56 don vi sdn phdm bin ra
i cic phan khic

Dinh gia dau thau kin

Pinh gid ddu thau thong thudng 1a chién luge dinh gid t6t nhat dé dat muc
t6i da “mong mu6n chi trd” cho mot sin phdm hien hanh tren thi trudng nho
vao muc bé thiu cao nhat.

Di nhien, mic ddu thau cao nhat c6 thé da dugc tra gid cao hon. Dinh gid
ddu thau c6 thé dién ra tai thi trudng dia diém thong thuong hoac thong qua
dien thoai, fax va cic cong cu ky thuat khac. D€ bao dam dau gid thanh cong
phdi ddm bdo 6 du s6 lugng lon khich hang va ¢6 kha ning bé thau.
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Hinh 8.6
Dinh gid

theo vong doi

sén phdm

Dinh gid d4u thau sé dya vao phan lon gia dei thu canh tranh hon la chi phi
va nhu cau cta cong ty. ‘

Pinh gia dau thau theo kiéu Ha Lan

St dung cong cu tuong tu hinh thic ddu thau thong thusng, tuy vay cich
thuc ra gid khic bing cdch dua ra gid cao nhdt ma ngusi Abzin nghi la ¢6 thé
ban, rvi tir d6 gidm dan dén lic c6 khich hang muén mua. Ngudi mua c6 thé
doi gid gidm thdp nh4t phit hop véi mong muén chi tra cia mmh dé dit mua,
tuy vay rdi ro c6 thé bi khach hang khdc hét tay tren.

Cong cu internet ¢o thé la cich thic t6t nhat dé dat dugc dleu nay, nhung
con phu thuoc thi trudng ma cong ty tham gia.

Chién lugc dinh hudng theo vong doi san pham

Chung ta biét tinh thé canh tranh luon thay d6i d6i véi mot san phdm trong
sudt chu ky ddi s6ng cta né. Va méi chu ky can c6 chién luge dinh gid khac
nhau. Chién lugc gid theo phuong dn nay cin dugce xem xét kha nang ting dung
chién lugc.

............................ Gia tran
,,~—*G13 - @ g{ham nhip Gi4 cagh tranh )
Trién khai Gidi thiéu | Téng trudng | Trudng thanh | Suy thoai

\___1-10 nim tiy sén phdm
~

Giai doan trién khai: thsi diém truge khi gidi thieu san phdm, rat kho c6
thé cim nhan dugc gid tri 1gi ich cda san phdm. Thiét lap pham vi gid c6 kha
ning theo hudng dinh tinh gdm c2 gid san va gid tran san phdm. Két qua dieu
nghién thi trudng sé c6 dugc vai mic “gid dinh chudn” va la co s de cong ty
quyét dinh muc gid khi gidi thieu.

Giai doan gidi thlfj:u san pham: Cong ty thudng dinh hudng cic tic thuat
gid dya vao chi phi cong them phan tram 1¢i nhuan mong muén, dinh giad dua
diém hoa vén hoic dua vao thi trudng.

Giai doan tang truéng: Cong ty thudng van dung cic chién lugc gid tham
nhap d6i véi nhitng sidn phdm khong ¢6 nhing Igi ich vuct troi so véi cic d6i
tht va trién khai manh mé chién lugc gid vét méng stta d6i v6i nhiing san



phdm c6 ham lugng sing tao doc ddo va c6 nhu cau thi trudng cao.

Giai doan truéng thanh: Cong ty thudng thyc hien tic thuat gid canh tranh
d6i choi hoic deé bep cdc d6i tha dya vao céc loi the canh tranh hoic muc tieu
marketing cta cong ty lgi nhuan, thi phin, doanh s6 hoic cic chién thuat gid
khic dong hanh véi chién lugc tdi dinh vi sin phdm, nhan hiéu.

Giai doan suy thoai: Tién hanh gi4 dieu chinh ting/giam gid nham dat
 dugc hieu qua tiét kiem chi phi nhét.

Chién lugc dinh hudng gia quéc té

Nhitng cong ty dang marketing sin pham tren khip th€ gisi phai quyét dinh
can de ra nhing muc gid tai méi thi trudng khdc nhau. Tuy vay, trong mot.s6
trudng hop, cdc cong ty hoat dong kinh doanh trong mot nganh dic biet ¢ thé
dua ra mot muc gid chung toan causl.

Dinh gid quéc t&€ phu thuoc vao nhitu yéu t6, bao gdm tinh hinh kinh t€
dieu kien canh tranh, luat phdp hay hién trang t6 chiic hé¢ théng bdn lé. Dizu
quan trong hon nira 1a cAm nhan va thi hi€u cda ngusi tieu dung cang c6 thé
- khédc nhau tuy theo titng nudc. Ben canh, tiy thuoc vao chién luge tdng thé
ctia cong ty theo dudi (toan cau hay khu wiyc) va nhing muc tieu marketing
khdc nhau tai ting thi trudng khdc nhau, ditu d6 khién viec dinh gid cing
khdc nhau.

Dinh gid quéc t& can tinh todn dén phi tén do tic dong bdi chién luge ban
hang va dieu kien thi trudng cia tiing quéc gia. Cdc phi tén dé cai tién san
phdm cho phit hgp, cdc chi phi cung van, b4o hiém, chinh sich thu& nhap
khdu, ty gid trao d6i ngoai te, kenh phan phéi...quyét dinh viec dinh gid quéc
t&. Chang han binh quan mot chiéc xe BMW, hay Mercedes nhap khdu vao Viet
Nam thudng c6 gid gin gdp 3 [an gid ban Ié xu4t xudng cta chinh hing la do
thué& nhap khau, thué tieu thu dic biet quy dinh.

Dinh gid quéc t€ dsi dien van de rat phuc tap 1a gid thi truong chg den, tic
do viec khai théc chenh lech gid gay ra bdi chinh ban than chinh sich gid cda
cong ty hay viec khai thédc cdc yéu t6 khac nhu chenh lech ty sudt héi dodi gita
cdc gid tri dong titn thanh toan hay do sy mau thuin caa chinh sich thuong
mai cia cong ty.

Dinh gid quéc t&€ con lien quan dén quy mé6 va diac diém chia cic d6i tic
phan phéi bén 1é tai cic quéc gia. D6i v6i cic nuéc phit trién <6 he théng
phan phdi hieén dai tap trung chd yéu vao cdc dai gia nhu Wal-Mart, Metro,
Carrefour, Tesco, Kmart... ngay cang ¢6 théem quyen luc dam phdn mua, nho
vy ¢6 thé chinh sich gid dugc 6n dinh tuong d6i. Trong khi d6 tai cdc nudc

'!Nganh hang khong: hang Boemg khi tung ra san phdm Booeing 787 Streamline, hay hing Airbus tung san phim A380 tai
hdi cho trién 1am hang khong quoc té 2005 & Le Bourgre (Phap) déu thdng nhét mot muc gi4 nhit dinh di khach hang 14
Singapore Airline (Chau A), AirFrance (Chau Au), United Airline (M¥). Véi nganh khéc ciing vin dyng chinh sach trén:
nhu cong ty Apple khi tung ra san pham dién thoai Iphone 3G trong nam 2008, véi mirc gid quy dinh 199 USD/don vi san
phidm twén toan cAu miac do dia diém tung san phdm dugc chonloc tai cic thanh phd trong diém tai My, Uc, Anh, Hong

Kong, Nhit Ban..
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Dan nhap

“Xu thé thong tri hé théng phan phm bdn ¢ hién dai va sy suy giam
- nhanh chéng hé théng phan phéi truyen théng tai Viet Nam sau khi
gia nhap WTO”

Khong c6 gi dim bdo Viet Nam sé vugt qua dugc thich thuc trong cuoc

‘cach mang thanh binh va 4n tugng” - tir ngwt thudng duoc de cap deén nganh

cong nghiep phan phdi, ban I¢ hien dai tren san nha trong nhing nam sip dén.

Kinh nghiem' chuyen dich. he théng phan phei (HTPP) truyen theng sang HTPP

hien dai i cdc-nudc: MV mat 80 nam, chau Au m4t 30 nam, Ma Lai va Thai

Lan mat 10. nam, Thuong Ha1 mit 5 nam. Sy kien Viet Nam sau khi chinh thuc

gia nhap "WTO vao thang 12/ 2007 s€ ¢6 tdc dong thic ddy viec “md toang

-+~ canh cira” nganh cong nghlép ban 18 tai Viet Nam, dy bio mot cuoc chuyén

. .dich ngoan ‘muc trong’ lmh vu?c phan ph61 va tieu dung véi t6c do chéng mat
7ve chat va lucmg : »

. 'Vién canh tren ket hcip Vi dic thu néng vin héa tieu ding va cich thic ban

4 le Viet Nam sé gay tic dong khong chi dén san xust - ti€p thi - phan phéi, ma

. s tao ra ci nhing ¢o hoi va thach thite chio nha sén xu4t - doanh nghiép bin
.. 1é trong nudc von da, dang va sé bi théng tri béi cdc tap doan da quéc gia. .
.- Mot ket thic c6 hau cho nen sin xust - phan phéi Viet Nam véi HTPP

- truyen thong da dinh hinh tit hon 10 nam qua trude sy d6 bo ao at caa cic
. Nha ban 1¢ (NBL] hi¢n dai vao Viet Nam? Ai sé nam bit dugc “huyet mach”
-~ chinh dé co'thé thuc th1 chién luoc tai trg'- hd trg - bdo trg nganh ban 1é hien
d dai va nganh sdn xu#t non tré Viet Nam? Chién dia sé dién ra thé no khi cic
S khOng o trong nganh bén 1é hien dai: Wal-mart (My), Tesco (Anh), Carrefour
+" [Phap], Ahold (Ha Lan)," Metro (Duc), Cosco (My), 7-Eleven (My), Familymart

' -[Nhat] Watsons, Dairy Farm [HK)], Parkson (Malaysia) ... vao cuoc?

" Paula giai phéap kha. thi that sy cho HTPP hién dai Viet Nam thanh cong?
Thu'c tién‘cho thdy cac NSX: trong nudc da, dang thua st trén san nha qua hai
cudc “tiép can” xay du’ng he thong phan phéi. Khong nim gii duge he théng

“huyet mach? kinh' doanh phan phéi truse suc tin cong vii bao cia cic tap
doan NBL nudc ngoai nhiing nam tdi sé la m6i nguy. Xu huong thay ddi tren
la that! Kha ning “gia tir v khi” hoac hy vong sy tréi day thanh cong cic¢ nha
san xudt, nha ban 1¢ va doanh nghiep Viet la that.



- Guot thieu

Mot san phdm phai dugc chuyén giao dén thi trudng muc tieu véi gid ca hop
ly. Quyét dinh phan phéi lien quan dén van d€ dich chuyén nhing san phim
titc dia diém san xudt ban dau den diém tieu thu va trong marketing dugc goi
la chiic nang phan phsi [place] va nhing quyét dinh phan phéi truc tiép dam
bao san phdm dugc giao dung dia diém, diing thoi gian va dung s6 lugng.

Vige tao lap dia diém, thoi'gian va tinh s& hiu san phdm cho mot nhom
khich hang muc tieu chon lya tai mot vi tri dia ly cy thé dugc cung ung béi
nhitng nd luc cung ung va van chuyén hang hoa (logistics) trong cong ty.

Mang lusi phan phéi duge quan niem la t6 chic kenh marketing dam trach
chiic nang dam bao san phdm va dich vu tit dia diém san xu4t ban dau dén
diém tieu thu. Thuc hi¢n chic nang nay doi hdi dau tu nhidu chi phi. Viec thiét
lap mang ludi phan phai chat ché, he thong gidp tao lap dugc mot loi thé canh
tranh ben viing cho cong ty, c6 thé 1a mot trong nhing trong trach thach thic
d6i v6i mot marketer hien dai.

Khdi nigm kenh phan phoi va
vai tro trung gian kénh phan phoi

Khai niém kénh phan phéi

Kenh phan phéi la tap hop nhiing t6 chuc lien thuoc c6 lien quan dén tién
trinh lam cho mot san phdm hay dich vu ¢6 sin cho khdch tieu diung hoic
khach doanh thuong sit dung hay tieu thu.

Vai trd cda trung gian phan phéi

Sy tham gia ctia cdc thanh vien trong kenh marketing cia cong ty mang lai
hieu qué va tiét kiem chi phi nha vao sy chuyen mon héa va quy mo hoat dong
cta cdc trung gian phan phéi. Nhing thanh vien trong kenh (nha sin xudt, nha
ban si, nha ban 1¢, ngusi tieu ding) gidi quyét nhing vén de khong théng nhat
gita cdc phan loai hang hod va dich vu ngusi tieu thy, ‘hang hod cong nghiep
va hang tieu dung c4 nhan.

Ben canh do, nhtng cong ty luon tap trung san xu4t s6 lugng I6n san phdm,
trong khi d6 ngudi tieu thu c6 nhing yeu cau da dang, tap trung phan tin va

- chi mua mot vai chiing loai hang hod can thiét. Do vay, nhitng ngudi trung gian,
Vi cdc chie nang du trd, t8 chic luu thong va cung ting san phdm va dich vu
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dung lac, giip cho ngusi tieu thu c6 kha nang tryc tiép hoic gidn tiép thda
méin nhu cau va mong mudn cua ho.

SX KH SX KH
SX KH SX KH
Trung gian
RSSO phén phéi
- sX KH sX KH
) Hinh 9.1 SR |
Vai 16 cdc trung SX ! KH - 8X KH
gian phin ph6i. j
SX: nha san xuft  KH: khach hang  TGPP: trung gian phan phéi
Hien tai, cic cong ty nhan thitc dugc tam quan trong cda trung gian phan
phai, nen di tap trung tao lap, xay dung méi quan hé chit ché, lau dai d€ tao
ra chudi gid tri phan phéi cia minh bén canh cdc nha cung cdp va ngudi tieu
dung. Tuy vay, néu khong c6 chién lugc t8 chuic phan phéi hieu qua, ¢6 thé
din dén nguy co xung dot giita cic trung gian phan phéi, din dén viec lam anh
hudng dén muic thi phan thi trudng, hieéu qua tai chinh va hinh anh thuong
hieu.
Chiic nang cda kénh phan phéi
Nhng nha trung gian c6 thé tham gia vao két qua thuc hign cda tat cd hoat
Thyre hién chike ning d6i véi nha sin . Thwe hié;n chite niing marketing
xuit/nha cung ing marketing [ @6i voi khach hang
. st sinothn
» Hop dong ban han 1 e .
' Dgg)hiltlitmonu ¢ = Sy tién loi ching loai
Du L i G . - hang hod
*  Dutrir hang hoa s : : RPTI ;
Hinh 9.3 . Xilydondsthang ~ Chécning = Tindungvatiichinh
Gidtrigiating = = Thu thip thong tin <— (WS gn o, * Dich w khich hing
dong gop bdi thi truong 3 mmmepeseees e trude-trong-sau  ban |
trung gian mar- » Hitrgkhachhang o hang i
1ng g ’ = ‘ «  H tro k§ thuit va tx
keﬁrfg théng qua vén tong quat
hieu qud chuc D" . o
nang market- “Gi4 tri gia ting” thong qua chudi gia tri phan phdi

ingctaNSXva = (phan 4nh qua ty 18 1oi nhuan c6 dwoc)
khadch hang. e : _ AR o




dOng marketmg (so httu, s& hiu vat ly, thong tin, tai chlnh dam phan rdi. 1o,
xtt ly dit hang va thanh todn). Tuy nhien, ly do chinh sy tdn tai cia he thong

‘trung gian-1a ho mang lai “gid tri gia ting” cho nha sin xudt/nha cung tng va

khach hang ctia ho.

Cic- ChlIC ning trén ¢6 thé thay déi duoc guIa cdc thanh vien trong kénh
Néu nha san xudt thyc hién dugc cic chiic nang nay thi chi phi sé ting va gid ca
sé cao hon. Khi mot s6 chic nang dugc chuyén sang cho gidi trung gian thi chi

phi va gid c4 cta nha san xudt sé thdp hon nh& nang suit va hiéu qua cia ho.

Caiu z‘ruc kenh phan p/zoz

Hinh 9.4
Cic cdp cua
cdu triic kénh

phan phei.

S cap cua kenh phan phéi

- Tuy thuoc vao dac diém cta san phdm, muc tieu phan phéi, nang luc cong
ty diic diém thi trudng (moi trudng kinh doanh, trung gian phan phdi, dai tha

~ canh tranh..) c6 thé lya chon s6 c4p cfu tric cia kenh phan phéi.

: "
NSX > NTD [{ g
NSX » | NBL || NID @
NSX » NBS |# | NBL |/7| NTD Q}
NSX NBS NBSN 'NBL | {3}

Bén canh cic thanh vién trung gian tham gia kenh phan phdi, thi ban than
cong ty/nha sin xust va ngudi tieu dung (NTD) cting thyc hien mot phan trich
nhiem nhdt dinh, do vay ho cing 1a mot bo phan tao nén c4p phan phéi.

~ Bén si (wholesaler] la nhing ngusi mua san phdm tit cdc nha sin xudt hoac

- 1a nha cung ¢4p ban lai san phdm cho cdc nha st dung cong nghiép, nha ban

1¢ hoac ngay ca nhing nha bén si nhé khdc. Ho thudng bdn hang vdi s6 lugng
l6n va ban chat 1a khong ban hing cho ngudi tieu dung cudi.
Bén 1¢* bao gdm rdt nhizu cdc loai hinh hoat dong bén sin phdm va dich vu .

" truc ti€p dén ngudi tieu dung cudi cung 1a cic cd nhan, ho gia dinh. Nha ban 18
la thanh vien cu6i ciing trong kenh phan phéi. Hien tai vai trd bén 1€ rdt quan

trgng va thudng d(_) cdc nha ban 'lé chayen nghiep dam nhan.

63Cac loai hinh ban1é: (1) Cira hang tién Igi - Convenience store 14 ctra hang nho kinh doanh mét vai mat hang nhit dinh. Vi
du 7-11, Stop N Go, Circle K Family art, AM & PM, hay tai Viét Nam -
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Hinh 9.5
Cic loai he

théng phan phsi

lien ket doc.

Moi gici va dai ly: nhing nha ban si khong mua gitt hang ¢6 chie nang trung
gian nha san xudt va khach hang.

Hé thong kénh phan phéi doc

Nhitng nam gan day, mot trong nhiing su phit trién I6n nhat kenh market-
ing 12 he théng kenh phan phéi doc (VMS - vertical marketing system) dang
théch thuc cdc kenh phan phéi truyen théng.

Ditu khdc biet véi kenh phan phéi truyen théng, kenh marketing doc bao
gom nha san xudt va nha ban si hoat dong nhu mot he thng théng nhat Céc
thanh vien trong kenh c6 thé 1a chi cda thanh vien khéc, hodc danh cho ho
nhitng vu dai trong bin buOn hodc ¢6 da stic ddm bao cho ho phai hagp tic
toan dien. .

He théng kenh marketing doc la mot trong nhing phuong tien hieu qua
kiém sodt sy xung dot gitta cic thanh vien trong kenh. He théng nay c6 thé
dat dugc hiéu qua kinh té€ thong qua viec khai thédc sic manh dam phan, dich
vu hé -trq manh va mang luéi chit ché va da trg thanh he théng dugc dp dung
rong rii hién nay.

VMS
VMS VMS VMS
Téap doan Hop ddng Duoc quin 1y
VMS VMS VMS
Chubi tinh Déc quyén kinh Hop tac x4 ban 16
nguvén » tidu

He théng phan phéi doc ctia ban than cong ty [Corporate VMS): nhitu giai
doan san xudt va phan ph6i thuoc mot chi sé hitu duy nhat. He théng nay
don gidn hod t6i da tinh chat phuc tap cta hoat dong kinh doanh cong ty va
khong quan tam diing muc thyc tai thi trudngVi du nhu nha sin xust rugu

- vang Modesto ¢6 cong ty Gallo Brothers chuyeén van chuyén rugu vang cho

cho cong ty Modesto va cung cdp ngugc lai cic nguyen vat lieu san xust vang.
Hay nhu chuéi khéch san Holiday Inc ¢6 cic cong ty con chuyen san xudt tham
phuc vu cho toan he théng khach san cia minh tren khip thée gici.

 Véi G7 Mart, Shop & Go, Day & ngm

2)Ctra hang chuyen doanh - specxalty stores: [a cira hang kinh doanh mgt mit

hang hep nhung rat chuyén sau nhu thuéc tay, dung cy thé thao, my pham cao cdp... Vi du Sony store, Apple store... hay
V-Phano (Nha thude tdy), (3) Cira hang béach hoéa - Department store: 13 cira hang kinh doanh nhidu mat hang, mdi mat
hang duoc td chitc thanh mat hd phin rigne hiét: auidn 4o, dune cu oia dinh. dd nai thit



He thong phan phéi doc theo hgp dong (contractual VMS): gom nhiing
cong ty doc lap gin bé vé6i nhau bing quan he hop dong dé c6 duge muc tiét
kiem hay két qua ban hang t6t hon khi ho hoat dong rieng 1é. He thong nay
c6 ba dang chinh: chuéi lien két oy nguyen cta cic nha ban 1é dugc bio tro
ctia nhitng nha bén si, hgp tdc xa cda nhitng nha béan 1€ va td chuc cta nhing
ngudi hudng dic quyen wu dii cda nha san xuit (bao gdm ba hinh thuc nha
ban 1854, nha b4n si®® va nha ban 1é dugc sy bao trg ctia cong ty dich vubé).

He théng phan phéi doc ¢6 quéan ly ladministered VMS): nhizu giai doan san
xudt va phan phéi khong phéi chung mot chd ma la do quy mo va sic manh

' cia mot thanh vien cta né. Cong ty/Nha san xudt véi nhing nhan hieu din
dau c6 thé tao ra su hop tic thuong mai manh vdi cdc thanh vien trung gian.

Colgate Palmolive, Unilever, P&G, Kinh Do, Vinamilk...
Thiet ke'va quan ly
kenh phan phot

Mot khi da xem xét va chon lya cdc chién lugc tham nhap thi trudng thi cic
nha san xudt sé tap trung chu y dén viec thiét k& cic kenh phan phéi. Viec thiét
k& kenh 1a mot tién trinh phit trién nhang kenh méi chua ton tai hoac b6 sung
theém cho nhiing kenh hién c6. Tién trinh thiét ké va viec quan ly kenh nay ¢6
thé dugc sip xép theo 7 budc cian ban:

(1) Thiét lap muc tieu phan phoi

(2) Cu thé chitc ning can thyc hien cia kenh.
(3) Xem xét chon luya cfu tric kenh.

{4] Chon lya kenh t6i uu.

(5] Chon d6i tic phan phéi.

(6) Chinh sich dong vien.

(7] D4nh gid kenh.

Thiét 1ap muc tiéu phan phoi

Muc tieu kenh phan phdi lien quan dén nhing cich thuc cong ty muén
chién lugc phan phai dat dugc: phuong phip, khi nao va & dau san phdm va
dich vu dugc cung cdp dung thi trudng muc tieu. B

Muc tieu kenh phan phéi can phai thé hien 16 rang cu thé dé hudng céc

“Phé bién trong nganh cdng nghiép ché tao 6 t6: Toyota (Viét Nam) cip gidy phép cho cac dai Iy doc lap ddng ¥ chip
héph nhitng di€u kién nhat dinh trong hop déng tiéu thy va tb chitc dich vu khac.

“Ung dung trong linh vyre budn ban nudc giai khic déng chai khong cbn : Cong ty Coca-Cola cdp gidy phép kinh dpanh
cho cdc nha bén si & cac thj trudng khac nhau cho nhitng nha may déng chai dé ho mua nudc cbt, dem vé nap ga, dong
ch,ai vé béan cho nhitng nha ban ¢ dia phuong,

%Ap dung rong rai trong linh vyc thirc in nhanh (MacDonals, KFC,BurgerKing), ca phé (Starbucks, Illy), cho thué 5t6
(Hertz, Avis), kinh doanh nha nghi (Holiday Inc, Ramada Inn) - :
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hoat dong tic thuat hop ly. Dong thai phai dam bao phit hop véi cic muc tieu
t6 chuic va k& hoach marketing tdng quét cia cong ty. Vi du mot cong ty chuyen
san phdm xa xi cao cdp (dau thom, quin o thoi trang hang hiey, dong ho..)
thi thudng huéng dén chién luge phan phéi doc quyen va cic yeu cau khit
khe ve mat dia diém, dien tich, doi nga nhan vien, nhat quin he théng nhan
dien ben ngoai... :

Ly tudng, thi cic marketer phdi nhan thic nhay cim va lam gia tang hieu
qua kha ning phéi hgp va quan he gitra chién luge kenh véi cic chlén luge san
phdm, gid ca va xic tién chieu thi.

Cu thé churc nang can thuc hién ctia kénh

Budc nay cung cip chi tiét tdng quit chudi cung van va kenh phan phéi cho
cong ty. Marketer vi the phai c6 géng cu thé hod nhiing gi can thuc hien dé dat
dugc muyc tieu phan phdi:

Dong luu chuyén san phdm va dich vu [tit nha sdn xudt dén khdch hang .
cudi). Quan ly tdn tr san phdm, phuong tién van chuyén san phdm, dich vu
hau mai, phan dinh sin phdm cu thé theo nhu cau cda ting khich hang/nha
phan phdi, cang cdp dich vu ky thuat, bdo hanh va bao tri san phdm, tht tuc
xtt ly hang tra lai, xdc ti€n sy hién dién sén phdm, bao bi dong goi, danh gid
san phdm méi...

Dong luu chuyén thong diep d6i thoai [tir nha sdn xudt dén khach hang
cu6i). Khuyén mai cho khdch hang cuéi, thong tin v& diac diém sin phdm,
quang cdo, luc lugng ban hang, cac chuong trinh xay dung long trung thanh
khach hang, cdc trang web thong tin...

Dong luu chuyén thong tin (tir khach hang dén nha san xu4t). Chia sé kién
thuc thi trudng, thu thap va luu trit thong tin khach hang, dich vu xt ly thong
tin phan nan qua cdc dudng day néng, ting s6 don dit hang ctia khach hang,
xt ly thong tin mdc tieu thy ...

Dong luu chuyén thanh todn va tai chinh (6t ngudi tieu dung dén trung gian
phan phéi va nha san xu4t). Kiém sodt tin dung chi tra cta khach hang cudi,
hod don khdch hang, cham séc don dat hang, cung cép tin dung mua hang,
bao hanh gid c4, tai chinh...

Xem xét chon Tua cau tric kénh

Trir khi cong ty chon lua kenh phan phéi truc tiép, ciu triic kenh phan phéi
sé bao ham sy két hgp nhitng trung gian doc lap nhu nha bdn si, nha ban 1¢,
dai ly va méi gidi trung gian. Cac marketer phai xem xét ba thuéc do chinh ctia
cdu tric kenh:

Do dai cta kenh: nhang cong ty kinh doanh ngianh hang tieu dung tai cic
qudc gia phit trién thudng chi sit dung keénh phan phdi 3-4 cdp do trung gian
va d6i véi cdc san phdm cong nghiép thi lya chon cdp do kenh rat chat che va



han ché.

Do rong kenh: hén quan dén s6 lugng cdc thanh vien trung gian va thuong
dugc mo ta: (1) chién luge phan phéi rong, titc cang nhigu trung gian cang tot;
(2) chién hugc phan phéi chon loc gidi han cdc trung gian mot cich cdn trong;
~va (3] chién luge phan phéi doc quyen chi danh cho mot thanh vién trung gian
tai mbi khu vuc nhat dinh.

Cic kiéu thanh vien trung gian lien quan dugc st dung tuy cdp do kenh va
phu thuoc viao nganh hang cong ty/nha san xudt, kinh doanh.

Cic thude do cdu tric kenh, dac biet véi do rong va kiéu trung gian cin bam
chit theo noi dung chién lugc kenh va muyc tieu phan phsi ma cong ty theo
dudi nhim tranh sy khohg tuong thich gita cfu tric kenh va chién luge muc
tieu. Vi du muc tieu vi chién lugc cda cong ty mudn san pham va dich vu dat
:dugc sy chi y cda khach hang cao, thi néi chung l1a phan phéi rong sé rdt kho
khin trong viec kiém sodt cic thanh vien trung gian, so vdi hinh thic phan
phéi chon loc.

Chon lua cau triic kénh t6i uu

Trong thuc € rdt khé chon lya cdu tric kenh t6i uu theo yeu cau. Tuy vay,

hoan toan ¢6 thé thlét lap dudc cdu triic kenh dat hi¢u qua ddp dng muc tieu
clia cong ty.

C6 nhigu cich ti€p can g1a1 quyet vin de trén. Mot trong nhiing cdch thiic
phd bién nh4t la phuong phdp khdm phé va danh gla cta ban quan ly thong
qua céc ¢ s§ dit lieu ve chi phi phan ph61 va tiem nang lgi nhuan Nhing
phuong phdp trén dua vao cic bién s6 can ban:

- Bién s6 thi trudng: dia diém, s6 lucing khach hang va mat do phan bé ctia

khach hang va hanh vi mua hang cta ho.

- Bién 56 san phdm: dic diém san phim, dong géi, gid ddn vi, tinh chat mdl

ctia san phdm, ky thuat san phdm...

- Bién s6 tiem luc cong ty: tai chinh, muc klém sodt cong ty, myc tieu chién

lutoc :

- Bién s6 thanh vien trung gian: uy tin, mang ludi, dich vy, khé ning thanh
todn, tinh hgp tdc cda thanh vien d6i tic trung gian.

- Bién s6 hanh vi ung xit d6i tdc: tiem ning ting-ciu triic kenh, hieu qua t6i
da hod sic manh kenh vé mat thong tin v d6i thoai marketing... _
- Bién s6 moi trudng kinh doanh ben ngoai: ditu kien kinh t€, quy dinh nha
nudce, cong nghe ky thuat, cfu tric canh tranh...

Chon lua thanh vién trung gian
Day la giai doan sau cung ca thi¢t k& kenh phan phéi. ThOng thudng dugc

thuc hién qua bén budc:
Phat tnen cdc tieu chudn chon lya: khong phai nhu?ng fiew- chudn deu ip
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dung cho cdc cong ty, tuy vay uy tin cda thanh vien, dong sén phdm phan phéi
hi¢n tai ctia thanh vien, kinh nghiem quan ly phan phéi, he théng khach hang
ctia thanh vién..Ja nguyen tic can ban cin xem xét.

Tim ki€m s6 lugng thanh vien c6 trién vong: tiy thuoc vao s6 luong thanh
vien hi¢n c6 tren thi trudng. Néu cong ty ¢6 sin luc lugng quan ly ban hang
beén ngoai thi rdt hieu qua, béi ho la nhitng ngusi ¢6 kién thic quan Iy dia ban
va quan he khich hang rong. Thanh vién c¢6 thé tir ngudn thong tin quang cdo,

“hoi chg thuong mai... _

Dinh gid thanh vien trién vong so véi cic tieu chuin mong mudn: Co thé
thyc hién theo nhém tdc nghiép hoic trong trich cho quan ly bén hang thuc
hi¢n viec ddnh gid d6i tic thanh vién tigm nang. Tuy vao muc d6 quan trong
tung tieu chudn chon lya, cdp quan ly cao nhat ¢6 thé ra quyét dinh cudi.

Chon déi tic thanh vien: van dé quan trong la tién trinh tuong tic gitta hai

~ ben: nha san xudt va doi tdc®”. Cong ty cin dam bao chat luong dich vu cta
déi tic thanh vien véi thi trudng va : NgUQC lai, can mang lai lgi ich thuyé&t phuc
cho déi tic thanh vien. _

Khuyén khich cac doi tac thanh vién

Nha san xudt can c6 chinh sich phan phéi hop ly d6i véi cdc d6i tac va
thudng xuyen khuyén khich ho thuc hi¢n t6t cic muyc tieu phan phéi trong
ngin - trung va hop tac lau dai.

Quan ly chinh sdch khuyén khich®® déi tac thanh vien dugc xem nhu la mot
su phéi hogp gdm ba budc:

- Hiéu nhu cau va nhiing vin de cia d6i tic thanh vien: d6i tic 1a nhung

don vi kinh doanh doc lap, ho ciing ¢é nhitng muc tieu, chién lugc rieng

ctia minh, nhung vi ho doc lap do vay luon ton tai nhing van de trong

mdi lien ket véi nha san xudt. Do vay, cdc nha san xudt can phai kham phd

nhing nhu cu {lot nhugn, mé rong he thong khach hang...) va van de (chi

phi quan ly, chinh sich thué, dy trit ton kho, cung van, thong tin hgp tic,
canh tranh san phdm, thi trudng...) cia ho. Gidi phdp Ia lap kenh d6i thoai
¢6 tinh cht xay dung hop téc véi ho d€ dim bao thanh cong hai bén. -

- Hb trg cdc chinh sich hgp ly d€ ho gidi quyét cdc vin de he theng bing’

cdch tim hiéu va giup d6 cic d6i tic véi cdc chinh sdch dai han (tinh chat

- hgp dong doc quyen, chiet khgu dai han, gi4i phap dau tr quan ly kenh..) .

ciing nhu bat thudng (thudng theo chuong trinh, cuoc thi bay hang... dé

“ddy” doanh s6 ban hang) nhim tao lap quan he lien minh viing chic

- Hudng dén lien tyc: ngay ca véi nhitng chinh sdch khuyén khich tot cua

%Céc nha ban si va Ie hién dai (Wal-Mart Carrefour, Metro, Aldi, hay 7-11, AM & PM) nim gitr quyén luc rat 1on trong

* dam phan hop tac véi nha san xuit d& phan phébi san phdm va dich vu trong chudi siéu thi cia ho. Tai Viét Nam, cac hé
théng CoopMart, Maximart, CitiMart, BigC, Metro, Parkson...d%t ra yéu ciu ngay cang cao d6i véi cac nha san xudt.
$¥Céc chinh sach khuyén khich dbi tac phan phdi thuong dugc cic nha san xuét 16n 4 4p dung thanh cong tai Viét Nam: chiét
khéu phén phéi hop ly, hd tro luong thirdng cho ddi ngil ban hang, thudng dat chi tiéu doanh s6 theo thang/quy/nam, chinh -
sach tin dung hodc ky quy dai han, hd tro chl phi giao nhdn san pham tir NSX — dbi tac —» khach hang si/lé, ddo tao nghiép
vu cho d6i ngit ban hang hogc hdi thao tw vin doanh nghiép, hé tro dung cu trang thiét bi, phin m&m ké toan, quan Iy ban
hang chuyén nghiép, chuong trinh khuyén mai khach hang si/l¢ va céc quang c4o truyén hinh dia phuong ..



cdc nha sén xudt vin khong thé dam bio hiéu hét nhiing nhu cau va van
de cua d6i téc. Do vay nha san xudt cin ciing véi d6i tdc thyc hien thudng
xuyén cic chuong trinh h tr¢ hudng dan va dinh hudng thuc t€ thi trudng
bién dong (tung san phdm mdi, canh tranh d6i thi, quy dinh ky thuat, chinh
sich quan ly nha nudc...) va chinh ho thyc hien cdc giai phdp phii hop.

Panh gia hiéu qua thuc hién cta d6i tac thanh vién

Day la viec can thiét dé danh gid su thanh cong viec thyc hién chién luge
kenh va muc tieu phan phdi ctia nha san xuit. Can dya vao cdc thong tin lien
quan dén thanh vien kénh va kha ning thuc hien cta cic nha sin xudt di voi
viec thu thap thong tin bi &nh huéng béi: (1) muc do kiém sodt kenh; (2) tam
quan trong ctia cic thanh vién; va (3] s6 lugng thanh vién. Dédnh gia hieu qua
thuc hién kenh bao gom ba buéc:

Dinh cdc tien chudn hieu qua thuc hién: gdm cic tieu chudn chi tieu va thuc
hien doanh s6, du trit ton kho, niang luc ban hang, thdi do hop tdc, hieu qua xt
ly cdc san phdm canh tranh va trién vong ting trudng tuong lai. '

Diénh gia hieu qua thuc hien cdc thanh vien: thong thudng c6 thé st dung
phuong phép dinh lugng so sanh véi cdc dinh chudn cta cong ty cho ting tieu
chudn d6i vaéi tiing kenh khdc nhau.

Quyét dinh chon Iua thanh vien: muc dich quan ly ctia viec danh gid thuc

- hién ctia cdc d6i tdc thanh vien khong nhitng dé do ludng hieu qua thuc hien
ctia ho ma con tim ki€m cdc hanh dong can thiét d€ cai tén hieu qua thuc
hien. Tién trinh ddnh gid [A mot budc cin thiét dé tim giai phdp cho cdc d6i
tac thanh vien ddp ung mong doi ctia nha san xudt va la budc sau cung trong

. ti€n trinh tien hoach dinh. :

Luu z‘ﬁ(mg Cung van san pﬁam

Khai niém

T3 chuc luu thong san phdm la hoat dong lap ke hoach, thuc hien va kiém
tra sy chuyén van vat tu va sin phdm tir nha san xu4t dén ché tieu dung nhim -
muc dich ddp ding nhiing nhu cau ctia ngudi tieu dung va thu lei cho minh.

Nhing chi phi luu thong sin phdm: van i, luu kho, dy trit giao nhan, chi
phi xtt ly don dit hang, chi phi hanh chinh nhan sy... Tuy vay, cin quan niém

ltu thong hang héa con 1a mot cong cu ¢6 tiem nang tao ra nhu cau nhs vao

hieu qua chudi cung tng va dich vu khédch hang tst.

179




MARKETING BUCNG DAI

Daén nhap

“Quang c4o truyén hinh va khuyén mai lién tuc - con dwong duy
nhit dé quing c4o va quing ba thwong hiéu hay 18i mén xay dung
thwong hig¢u”

Nhang cuoc doi bom trén truyen hinh lien tuc ctia cdc thuong hieu I6n
trong “git vang” trong cuoc chién gianh giat “tri phan” ctia nguoi tieu ding da
gidn ti€p va truc ti€p tao san choi rieng cua nhing dai gia ma thoi? Nhing cuoc

. v khuyén mai cho ngudi tieu dung ngay cang gia ting hét mua hang tring vang,
mua sén phdm tring nha, udng bia tring xe hdi... chiet khau giam gid lien tuc
gép phin phd ndt tam tri ngudi tieu dung ? :

Khong pht nhan thi trudng va y thic ngusi tieu dung luon duge nang cao,
thay ddi nhanh chéng va cong cugc chinh phuc trdi tim ngudi tieu dimng gida
cdc d6i tha ngay cang khoc liet. Tuy vay cin tinh tdo trudc trudc khi nhap cuoc
la ditu can thi&t véi cdc marketer. Hinh thc quang cdo, quang ba thuong hieu
bing bien phaip quang cdo ‘trén phuong tien truyen thong dai chung thong
thudng, dic biet quing cdo'trén cdc phuong tien truyen hinh dang chiém linh
uu the hien tai thi trudng Viet Nam, néu khong néi la tuyet d6i véi cic thuong
hiéu nuSc ngoai di, dang va sé ¢6 mat tai Vi‘ét?Nam trong nhiing nam qua.
Nhiing dai gia Unilever, P&G, CocaCola, Pepsi, Neste Tiger/Heneiken, Dutch
Lady, Samsung... véi ngan sich dau tu cho quéng édo trén cdc phuong tien
truyen thong hang nam tang gap doi tir 50 trieu USD. trong nam 1997 den nay
xdp xi 450 trieu USD, trong d6 hon 90% la cic nhan hieu ctia cdc tap doan
da quéc gla/ ting nganh hang Unilever, P&G, Dutch ‘Lady, Nokia... :

KhOng it thuong hieu thanh cong gin lien vdljn ung huyen thoai quang cio
truyen hinh; nhung khong phai tat cd! Hieu qua ctia quang cdo dj, dang va sé
dong vai trd quan trong trong chle’n luge marketmg Tuy vay, khong chudn bi
phoi hop. ha1 hoa' chien‘dich quang cid: trong mot chién luge thuong hieu tdng
thé sé c6 tac dung t6n hai hmh anh thu:dng higu hien hatu véi nhiing y tuéng
quéng cdo it dau t chat xam. VA vi thé trong giai doan ngin han, vin phdi xem
trong hinh thiic truyen thong nhung khong coi d6 1a ciu cinh duy nhat

P . A \ ) A A
Xuic tieh va truyen thong
Khdi niém xuc tién
Xiic tién la nhitng nd lyc cda cong ty d€ thong tin, thuyét phuc, nhic nhé

* va khuyén khich khach hang mua san phdm va dich vu ciing nhu hiéu r6 ve
cong ty. Hien tai, cdc cong ty thuong thyc hién cic hoat dong truyen thong



Hinh 10.1

He théng truyén
thong va lien

hé ngugc trong
he thong truyén

théng marketing.’

Hinh 10.2

Cic phuong tién
truyén thong
marketing.

bing mot hén hop truyen thong marketing (marketing communication mix).
He théng nay dam bdo méi lien lac gitta cong ty va nhitng ngudi trung gian,
ngudi tieu dung, tin don va nhitng cong ching ¢6 ti€p xiic véi cong ty. Dong
thsi, m6i nhom cing duy tri mai lien he thong tin ngugc véi tit cd cic nhém

khéc trong he thong.
| :

Quang cao Quéng cao l y
kich thich Kich thich L 4 Céng
tigu thy Nhitng tiéun thy Ngudi Cic ching

Céng Tuyén ngwdi Tuyén tiéu tin b

ty tuyén ban  |-» tung || tuyénban [ dimg Ly don |y tiép

bang trge gian ha ng tryc xtic

234 tiep tiep
A T

Ve mit khdi niém, c¢6 thé —phan loai cdc phuong tién truyen thong market-
ing thanh hai phuong dién (1) lien quan dén viec xdc dinh khdch hang muc
tieu va dieu chinh theo yeu ciu cta ho va (2] lien quan dén viec thé hién ba
cdch giao tiép gitta ngudi phat va ngudi nhan thong diep.

Dicu chinh
theo yéu
cau khach

Pai tra

»

Phwong tién
truyen thong

/ __,.__\__h\\\
//
/ i
/' Radio Tap chi

\

Ban hang cd nhan
Web

Truc tiép 7
) TeleMarketing

Email

\ Catalog

v .
\ o £z .
! An pham thirong mai

\\\m ,.,/ e
Théng diép Hai chiu véi thoi Hai chiéu thoi gian
mét chiéu

gian hdi dép hoi ddp 1ap tirc

Xuc tién hon hop (promotion mix)

Téng chuong trinh truyen thong ti€p thi cta mot cong ty con duoce goi la

phdi thitc c6 dong bao ham mot sy hoa tron chuyen biet cic cong cu quéng
cdo, khuyén mai, giao t€ [tuyen truyen va quan he cong chung), bin hang cd
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nhan, marketing tryc tiép va xic tién qua internet.

Quz’mg cao’' - Xay dung d¢ nhan. | - Phi cd nhan nén

B4t ky hinh thc gidi | biét t6t. kho ddp ting tat ca
thieu hay c6 dong | - Ti€p can dai chung | vin deé khach hang.
nao mang tinh phi | hieu qua. - Khong chic chin

¢d nhan cho cdcy |- Xay dung d¢ tin quyét dinh mua chia
tudng, hang hoa hay | cay khich hang. khéch hang.

dich vu ma nguoi - Chi phi dau tu cao.
muon thuc hién chi

tienralam.

Khuyén mai’? - Kich thich gia ting | - Néu st dung dai

Cung cdp cdc hinh | doanh s6 bdn hang | han khdch hang co
thuc khich lé cho nhanh, ngdn han. - | thé bi “hiéu tng”

khdch hang hay - Téc thuat ngdn han | khuyén mai.

kénh phan phoi rat tot. - Khuyén mai qua
nham kich thich méi \ miic ¢ thé hady hoai
quan tam va nhu hinh anh thuong hiéu.

cau d6i véi mot san
phdm hay dich vu.

Giao té’3 - Thuong dugc - Khong phaii ltic nao
Xay dung maéi quan | khdch hang cdm © . | cang kiém sodt dugc
hé t6t vai cdc cong | nhan “ddng tin” do | thong diép vé san
chung khac nhau thong diép tir bén phdm/cong ty.

bing cdch lam cho |thu ba (bdo, tap - Tinh linh hoat thap
nhiéu nguoi biét chi..) va doi khi nham chan
va 6 thién cam - Céch thuc ré, ti€p | vdi thinh gia.

véi minh, xay dung | can nhieu khach

mot “hinh anh hang néu tuyén

cong ty’ t6t va x| truyen dung kenh.
ly hodc ngin chan
nhiing dam tiéu, cau
chuyén, vu viéc bat
loi.

7INi dung chi tiét muc 10.4 Quang céo.
"Chi tiét muc 10.6 Khuyén mai.
Chi tiet muc 10.5 Giao té.



Ban hang

ca nhan’

Su gidi thiéu mang
tinh ¢d nhan, cu thé
cta nhan vién ban
hang ctia cong ty
'nhdm muc dich ban
hang va xay dung
moi quan hé vdi

- Tuong tdc truyén
thong riéng biét rat
cao gilta ngudi mua
va ngudi ban.

- Cuc ky httu dung
dé truyeén thong céc
thong tin dac diém
san pham chi tiét
hodc phuc tap.

- Khong thich hgp

- Chi phi cao, viéc
thiét 1ap doi ngi-bdn
hang tao ra nhiéu
chi phi 4n bén canh
luong c6 dinh.

néu c6 nhiéu khach
hang mua quan trong.

mot kenh doi thoai
nhu 13 buu dien (thu
truc ti€p), dién thoai
(chao hang qua dién
thoai) hay quang
cdo thong qua thu
dién t dam bdo vai
cdc ¢ nhan c6 chon
loc trong thi truong
muc tiéu. Trong
nhigu ndm qua hinh
thiic marketing truc
ti€p dugc st dung
nhiéu nhat la thu
dién t tryc ti€p.

khach hang. - Xay dung moi

quan hé chat ché vdi

khdch hang, dac biét

néu viéc mua hang

) mat nhiéu thoi gian

quyét dinh.
Marketing - Tuong tdc truyén | - Chi phi cao tuy vay
truc ti€p”s thong riéng biét véi | van ré hon thiét lap
Truyen thong gitta | timg cd nhan. “ban hang ca nhan”.
¢d nhan vdi ¢d nhan, | - Quang cdo truc
nhung thong qua ti€p vai tung doi

tugng chon loc trong
thi trudng muc tiéu.
- Thong diép co thé
rat danh trang doi
tugng muc tieu.

Chi tiét muc 10.2 Ban hang cé nhén - Personal Selling.
*N¢i dung chi tiét muc 10.7 Marketing truc tiép - Direct marketing
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C6 dong qua
Internet’®

Intemet dai dién su
thay dai tir chién
lugc “ddy” sang
chién lugc “kéo” ma
cdc nha san xust
truyén thong truc
ti€p vai khiach hang,
Vi du nhu cic cong
cu biéu ngrr tren
mang, quang cdo
video trén mang,
marketing qua dién
thoai di dong, va
“viral marketing”””

Bang 10.1

Thuan lgi va bat

loi cda cdc yéu t6
trong phdi thic
xdc tién *

- Tuong tdc truyeén
thong vdéi khach
hang.

- Giam chi phi
quang cdo toan ciu.
- Phuong tién dé cho
moi nguoi ¢6 thé
truy cap vao trang
chil cta cong ty.

- San phdm chieu thj
6 thé khong “s¢”
dugc (d6i véi san
pham htru hinh)

- Thong diép quang
cdo trén mang
thuong chi o thé
cam nhan trong ng
canh dia phuong,
nén chi ap dung moi
trudng dia phuong. -
bieu nay 1am gia ting
chi phi quang cdo
trén pham vi toan
cau.

Tam quan trong va ich 1gi cda xuc tién

Xuc tién la mot yéu t6 trong y&éu ¢la marketing mix. Xdc tién thanh cong
c6 thé dong gop va thuc ddy sic tieu thy, tao su khdc biet cho cic san phdm,

thuong hieu...

D6i véi san phdm mdi, xiic tién c6 thé thong tin vé san phdm, chat lugng,
ki¢u ddng, bao bi... D6i v6i cdc sin phdm hien c6, xiic tién c6 thé lam gia ting
do nhan biét, thay d6i nhan thdc thuong higu, nhic nhé hay thuyét phuc ho
tin cay, trung thanh va yeu mén thuong hiéu hon. D6i véi cong ty, xic tién c6
thé dung thé hién, nang cao hinh anh ctia cong ty, quan diém kinh doanh, hoat

dong dong gdp thiét thyc cho cong dong va xi hoi.

Nhung loi ich xiic tién mang lai cho cong ty: thong tin san phdm va dich

Xdic tién hén hop
{promotion mix)

Quang cao
Giao té
Khuyén mai
Bién hang ¢a nhan
Marketing tric tiép
Xic tién qua internet

Hinh.10.3

Xtic tién hén
hop va marketing
hén hop

Phoi thire marketing
(marketing mix) -

San pham
Gia
Phan phéi
Xuc tién

@
&
&
) %

& b Y
o Thi trwdng muc
tiéu b

W
h

“5"‘\@ \&, , ﬁ
g P

76Ndi dung chi tiét muc 10.8 C dong qua Internet- Internet promotion
""Viral marketing: hinh thirc truyén thong gitta ngudi tiéu ding véi ngudi tidu ding thong qua cac cong cu dién tr.



- Hinh 10.4
Qud trinh vin
hanh truyén
théng hiéu qud

vy, xay dung nhan thic vé san phdm mdi, quang cdo va quang b4 san phdm
hien c6, dinh vi hoac dinh vi lai hinh &nh ban sic thuong hieu, hé tr¢ va thic
ddy viec tieu thu san phdm, xay dung méi quan he khach hang, duy tri long
trung thanh thuong hieu va dat dugc lgi the canh tranh ben viing so vdéi cdc
dei tha.

Qud trinh van hanh cia truyén thang hiéu qua

Hai yéu t6 chinh la ngusi gti va ngudi nhan. Hai yéu t3 khdc cta cong cu
truyen thong chinh la thong diep va phuong tign truyen thong. Bén yéu t6 khic
Ia nhing thanh phan chic nang co ban gom ma ho4, gidi ma, ddp dng va phan
hoi. Yéu t6 cudi cung la sy nhiéu trong he théng.

N(;UOl MA HOA

PAP UNG

_______________________

Neudi gisi: a ben gii thong tin dudi dang ky hieu, tiic cic cong'ty, td chuc.

Ma héa: qua trinh thé hien y nghi dudi dang ky hieu.

Thong diep: tap hop nhing ky hieu do ngudi gai truyen di.

Phuong tien thong tin: cic kenh truyen thong thong tin theo d6 cac thong
diep dugc truyen tir ngudi gai dén ngudi nhan.

Giai ma: qud trinh ngudi nhan gin y nghia cho nhang ky h1éu ma ngudi gai
truyen di.

Nguai nhan: 1a ben nhan thong diep do ben kia gti. Vi du ngudi tieu dung
dang xem quang cdo hay doc quang cdo trén bdo, tap chi...

Pip tng: 1a tap hop cdc phan dng ctia ngudi nhan ndy sinh trong qud trinh
ti€p xtic véi thong tin.

Su nhiéu: sy xu4t hien trong qud trinh truyen thong nhung anh hudng ngoai
dy ki€n ctia moi trudng hay nhiing méo mé lam cho thong tin dén ngudi nhan
khdc véi thong tin do ngudi gl truyen di.
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Phan hoi: Ia phan phan ung dép lai ma ngusdi nhan theng bao cho ngusi
gui biet

Nhing yéu té anh huéng dén hon hop xiic tién

Loai hinh san pham va thi truong

Higu qua cta xic tién tity thudc vao thi trudng nganh hang ma cong ty kinh
doanh. Thi trudng hang tieu ding nhanh thi cong cu quang cdo dong vai
trd quan trong nhat, rdi dén khuyén mai, bén hang ca nhan va giao t&. Déi véi
nganh hang cong nghiép thi ban hang cd nhan dong vai tro hang dau, khuyén
mai, quing cdo va giao t&€ o trat ty quan trong ti€p noi.

a

40
35
30

25
Hinh 10.5 5

Higu qud xic 5
tién hén hop

theo sdn phdm
va thi truong
Quang cdo Khuyé"n m3i B8an hang Giao t&
BHangtiduding #®Hang cdng ngimiép
Su san sang cia nguoi mua
Khich hang phai trdi qua ba giai doan trén d€ di dén viec mua. Chung ta
chi tap trung xem xét giai doan nhan thic khdn thinh gia muc tieu. Khdn thinh
gia myc tieu ¢6 dnh hudng quan trong dén cic quyét dinh truyen théng cia
cong ty. D6 la cic quyét dinh: Noi cdi gi? N6i nhu the nao? Néi khi nao? Néi &
e B by Fomommees
v Mua 5
! (Hanh dong mua) H
i Cam thu i
: {Thién cam — Ua thich) ‘
Hinh 10.6 : A PRV
Mo hinh <ic giai - : Nhan thite :
doan sin sang s (Biet — Hiéu) 5
c4a nguéi mya, T TTTTT{ITTTTTTmmmmmmmmmTTTTTTTOTYS

William J.Stanton Michael J. Etzel, Bruce J. Walker, Fundamentals of Marketing,



dau? Noi vdi ai?

Sau khi xic dinh khdn thinh gid muc tieu, cong ty phéi xdc dinh xem s& c6

nhang dap tng nao. Di nhien d4p tng t6i hau la viec mua hang. Nhung hanh

v mua la k&t qui ciia mot tién trinh dai thuoc quyét dinh mua hang cta ngusi
tieu thu. Nha marketing can phéi biét khan gia muc tieu dang dung & dau va
can dua ho dén trang thdi nao? Thinh gid muc tieu c6 thé dang & bat ky mot
trong 6 trang thdi sin sang cia ngudi mua:

Nhan biét (awareness]: cin phai ndm dugc viec thinh gid muc tieu bigt dén
san phdm hay doanh nghiep ctta minh nhu thé nao? Néu ho chua biet thi phai
lam cho ho biét, bing nhang thong diep gidn don lap lai nhizu Ian. Cong viec
nay doi héi ton thsi gian.

Hiéu biet (knowledge): thinh gid muc tieu c6 thé bit ve san phdm hoic cong
ty nhung lai khong hiéu y. Can lam cho ho hiéu vé cong ty: nhiem vu, muc tieu
va cdc san phdm ctia nd.

Thi¢n cam (liking): néu thinh gid da hiu ve sén phdm, ho c6 cam nghi gi
vt san phdm do (ghét, khong thich, thich). Néu c6 sy khong thich do nhiing
khuyén khuyét cta sin phdm cia cong ty thi can phi cii tién hoan thien san
phdm sau d6 mdi truyen thong ve chét lugng san phdm. Can phéi c6 “san
phdm t6t di trudc 161 néi st ‘

Ua chuong (preference): khan thinh gi4 muc tieu c6 thé thich sin phdm
nhung lai khong ua chuong n6 hon nhing sian phdm khdc. Cin c6 ging xay
dung su ua chuong san phdm noi khach hang. Can dua ra nhing 16i chao bin
cu thé ve ch4t lugng, gid ca, tinh nang va nhiing thuoc tinh khéc cia san phdm.
Nen kiém tra muic do va chuong ctia khich hang sau chién dich do.

Tin tudng [conviction): khan thinh gia c6 thé ua chuong sin phdm nhung
chua chic da mua. Can tao ra mot niem tin vitng chéc la sin phdm d6 ¢6 thé
c6 nhitudgi féh, ddp ing nhitng nhu ciu, doi héi cia ngudi tieu dung.

Hanh doné ‘mua (purchase}: khi thinh gia di c6 long tin, cin phai din ho dén
budc cu6i cang. Ching han mai khich hang dung thi, ban véi gid ré, ¢o ting .
thudng hoac b cho ho biét sén phdm sip het.

Chu ky song ctia san pham

Téc dong tryc ti€p dén quyét dinh chién lugc xdc tien 1a cac giai doan chu
ky s6ng cda san phim:

- Giai doan trién khai sin phdm: bét dau khi cong ty tim va trién khai moty -
tuéng san phdm mdi. Giai doan nay doanh s6 chua c6 va chi phi dau tu gia
- ting nhanh. :

Giai doan gi6i thieu: xuc ti€n sy nhan biet dai ly va ngudi tieu dung tien
phong v& sy hién dien ctia san phdm d€ kich thich nhu cau ve loai sén pham.
Tang cudng cic hoat dong bén hang cd nhan, trung bay sin phdm tap trung
ciing nhu cic chuong trinh quan he cong chung, khuyén maii l6i cusn khach
hang st dyung thu.

Giai doan tang trudng: xtc tién gia ting sy nhan biét va thich tha thi trudng
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Hinh 10.7
Mo hinh chién
Iuoc “Day” va
“Keo”.

dai tra, ting cudng quang cdo, quang b va gidm khuyén mii tan dung nhu cau
ngudi tieu diung. '

Giai doan trudng thanh: quang cdo nhin manh khac biét va lgi ich ctia nhan
hiéu, ting kich thich dé thay di nhan hieu hoic ting cudng quing cdo dén
thi trudng phan biét. ‘

Giai doan suy thodi: giam truyén thong dén mutc can thiet & gitt khich trung
thanh, gidm dén muic t6i thiéu cac khuyén mai.

Chién lugc diy hay kéo

Chién luge ddy tan dung luc lugng ban hang ciia cong ty va cic hoat dong
khuyén mai khdch hang d€ tao nhu cau ctia cdc trung gian phan phéi d6i véi
san phdm. Cong ty khuyén mai cho nha phan phdi, nha ban si va nha ban 1é
va gidn tiép dén ngusi tieu dung. Vi du khi tung ra san phdm ca phé hoa tan
G7, cong ty Trung Nguyen di t6 chic cuoc thi dat doanh s6 ban cao cho hon
75 nha phan phéi, 2000 nha bdn si va siéu thi Ién, dong thai t6 chuc cuoc thi
bay hang tai hon 10.000 diém ban 1€ 16n gia nhap “Gia dinh G7” trong suét 2

- quy dau. Chién dich tung sén phdm di gép phin thanh cong, kich thlch ngutdl

tieu ding st dung thit'san phdm.

Dz’iy (Quéng céao, PR, Internet...)

Nha san xuit

Nha san xuit Nha san xuit

Kéo (Khuyen mai, ban hang canhan...)

A 4

A 4

Chién lugc kéo doi héi cong ty tién hanh cic chién dich quing cdo truyen
hinh, khuyén mai cho ngudi tieu diing dé xay dung nhu cau cho san phdm. Néu
thanh cong, ngudi tieu dung sé yéu ciu cdc nha bdn 1é cung cdp san phdm, va
theo trinh ty nha bén 1é sé doi héi nha bén si va cong ty cung tng sin phdm dé
ddp ing nhu ciu di dugce tao ra. Vi du chién dich tung sdn phdm nudc cam ép
Twister ctia Pepsi tai Viet Nam trong giai doan 2005, cong ty d4 lién tuc tung ra
cdc quang cdo truyen hinh TVC (TV commercials) téng luc trén céc kenh truyen
hinh VIV3, HTV7... rong ra trong sudt 3 thang lien tuc vao céc thoi diém gio
vang va cdc hoat dong giao t€, sy kien da gép phan chuyén hudng ngudi tieu
diung dang udng nudc giai khdt, nudc ting luc cola sang dung thit san phdm.



Chién dich thanh cong ric 16 mot mat di tao ditu kien cho cic dai ly khidp
‘'toan qudc, cic nha hang, khach san deu yeu ciu cong ty Pepsi cung c4p Twister,
mot mit gép phan I6n xay dung do nhan biét thuong hieu Twister nhanh
chong trong thi trudng muc tieu thanh nien nam nw tré do tuéi 25-35, phan
 khtic ma cong ty nhim dén va hinh 4nh dep ve Pepsi - the he tré twong lai.

Phai hop cac phuang tién truyén thong hiéu qua (6M)

* Thi truong (Market): 1 con ngusi, can chu trong d6i tugng thinh gid muc
tieu la ai? Va ca nhiing ngudi bén si, ban 1é va cdc d6i tic kinh doanh khic.

Nhiem vu [Mission): xdc dinh dugc myc tieu caa giao tiep la gi?

Thong diep (Message): nhing dac diém cu thé nao can phai truyen dat?
Khdch hang st dung chi c6 thé quan tam dén cdc dic tinh va lgi ich cta sin
phdm. Trong khi d6, khich hang trung gian sé quan tam dén cic ditu khoén
thuong mai, thai gian giao hang, chiet khau mua hang va nhing né lyc caa
cong ty d€ phdt sinh nhu cau thong qua cic hoat dong quing cdo, quang b4.

Phuong tien thong tin dai chung (Media): phuong tien truyen thong nao
cong ty nén dung d€ chuyén tii thong diep. Thong thudng, cong ty can phai ket~
hop nhitu phuong tien truyen thong, phi truyen thong méi c6 duge hieu qua.

Tien bac (Money): ngan sich cong ty danh cho cic hoat dong truyen thong
la bao nhieu? ' .

Dinh gid (Measurement): nhiing tic dong clia giao tiép sé dugc dénh gid nhu
th€ nao? Cap quén ly c6 khuynh hudng théai mdi néu cic marketer c6 nhitng
ke hoach truyen thong thuyet phuc.

Kinh phi danh cho xuc tién

Téng s6 titn dau tr cho xuc tién [a mot nhan t6 quyét dinh sy thuc hien
hén hgp xuc tién. Dieu nay anh hudng dén kha nang chon lya cdc cong cu xiic
ti€n. Sau khi xdc dinh cdc myc tieu quang cdo rdi, doanh nghiep c6 thé quyét
dinh ngan sich quéng cdo cho méi sin phdm nhim hoan thanh t6t muc tieu
ban hang, S

C6 4 phuong phdp dé€ xdc dinh ngan sach:

- Phuong phdp tity khé nang: nhizu cong ty xdc dinh ngan sich quang cdo

tity theo kha ning cong ty c6 thé chi dugc. Phuong phdp nay bé qua 4nh

hudng ctia quang cdo d6i vai khoi luong tieu thy, né din deén ngan sich

quang cdo hang nim khong 6n dinh. .

- Phuong phdp tinh theo phin tram cia doanh s6 ban hang dy kién: uu tien

caa phuong phdp nay la chi phi quang cdo gin lien voi ket qua hoat dong

kinh doanh (v6i doanh s6, Igi nhuan..} va dam béo su én dinh canh tranh.

Vi du ngan sich xic tién hdn hgp trong nam ctia mot cong ty 1a 2 trieu -

USD v6i doanh s6 du kién dat duogc 1a 40 trieu USD va lgi nhugn rong du

kién 1a 10 triéu USD. Nhu vay ngan sdch xic tién hien tai cda cong ty la
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5%/doanh s& ban hang va la 20%/1i nhuan rong. ‘
- Phuong phdp can bing canh tranh: mot s6 cong ty xdc dinh ngﬁn sach
quéang cdo ctia ho ngang bing véi mic chi ctia cic hing canh tranh ciing ¢6.
Tuy nhién, do uy tin, tai hic, c6 may va muc tiéu cda ting cong ty khdc nhau
rdt xa nen chic chin ket qui chieu thi sé khic nhau.
- Phuong phédp muc tieu va cong viéc: doi hoi nha marketing lap ngan sach
bing cach: Xdc dinh muc tieu ciia doanh nghiép, xdc dinh nhang cong viec,
chuong trinh can thyc hien dé dat myc tieu {quang cdo tren bdo, radio, TV
nhu thé nao..] va udc tinh chi phi d€ hoan thanh cong viec tdng s6 ch1 phi
nay chinh 1 ngan sach quang cdo de nghi cho nim tdi.
Chung ta da biét ¢6 nhigu phuong tien truyen thong marketing khac nhau
~ [phi cd thé va cd thé d6i mat) va méi mot hinh thic deu ¢6 dic diém va lgi ich
rieng biet. Do vy can st dung nhitu phuong tien truyen thong khdc nhau dé
ting cudng nhan thdc ve san phdm va dich vu cta cong ty, thong bdo cho moi
ngudi ve dic diém va loi ich, cing nhu thiic ddy khach hang mua sdm. Hay xem
xét cdc cong cu truyen thong marketing tich hgp cu thé: '

Bdn hang cd nhan
Khdi niém ban hang ca nhan™

La hinh thtc ¢ dong truc tiép gitta ngudi ban va cic khach hang hien tai va
titm nang nhim thuy&t phuc ho mua sén phdm va dich vu caa cong ty.

Ngudi ban la cic nhan vien ban hang dai dien hanh sy thay mit cho mot
cong ty bang cich thyc hien mot hay nhieu_hoat dong: du dodn, truyen dat,
phiic vu va thu thap thong tin. Két qua ctia hoat dong ban hang khong chi
mang lai doanh s6 ban hang ma con tao ra sy hai long cda khach hang va loi
nhuan ctia cong ty.

Muc tiéu ban hang ca nhan

‘Thong thudng cdc cong ty xay dung muc tiéu cha yéu cta doi nga ban hang
la theo khich hang dén vdi san phdm, bén canh muc tieu tao nhu cau va xay
dung hinh anh cong ty. B

Qui trinh bén hang cd nhan 12 mot nghe thuat hon 1a khoa hoc, tuy thuoc
khong nhang vao kién thic, ky nang ban hang dugc huén luyen ma con vao
thdi do, tinh cach, kinh nghiem ban than ctia ngudi nhan vien.

Qui trinh bdn hang vé ¢ ban gdm cdc budc: tham do va danh gia khach
hang titm nang, tien tiép xuic va ti€p xdc khach hang, gisi thieu va minh ching
san phdm, xu ly cdc bat dong, ket thic ban hang va theo doi danh gid sy hai

- long caa khdch hang

”Boone & Kurtz, Contemporary Marketmg 2003, South-Western, Thomson, 2005: Ban hang c4 nhén 14 hinh thitc ¢b
dong cb Xua nhét, xuét hién khi c6 kinh doanh budn bén. Nhung thu’cng gia 3 m& rdng thj truong va chung loai hang héa
thong qua con dudng to lua giao thuong giita Trung Quéc va Chau Au thai gian 300 nam truéc Cong nguyén va 1.600



loaimuctieu| | Muctieucuthe

- Trinh bay day da céc thuoc tinh san pham..
- Gidi ddp cdc thdc mic khach hang,
- Khao sdt cdc van de co thé phit sinh.

Thong tin

- Phan biét thudc tinh sdn pham véi cac déi
tha canh tranh.

- Thay d6i cdc quyét dinh mua ctia khich
Thuyét phuc | hang.

- Téi da hda s6 lugng ban duya trén quan hé
khdch hang d3 xay dung.

Ban san phdm dong bo.

Hudng dén
nhu ciu

- Xoa diu su bat man ctia khach hang

- Bam bao dich vu giao - nhan hang én
dinh.

- Tiép tuc phat trién quan hé khach hang
hau mai.

- Phat tri€n quan heé khi sdp lap lai viec mua.

Nhdc nhé

Nganh san | Lam khédch hang yén tam dé tié€p tuc mua.
Xuat

Tao hinh anh t6t ve su hien dlen ctia nhan
vién ban hang.

Tao su chdp nhan cho cic hoat dong ban
hang dién ra thuan lgi.

Tao su tin cay cho khach hang va glan ti€p
Vvai cdc gidi khac.

Hudng ,
dén hinh anh | Congty

MBégg 12 . Thuong | Gop phan quang bd va quang cdo nhan
uc u ban .
hang c4 nhan®. hieu | hieu.

Thiét ke chién lugc va cau triic d0i ngi ban hang ca nhan

Quién tri ban hang la viec phan tich, lap k& hoach, thuc thi va kiém tra cic
hoat dong cta lyc lugng ban hang. Tuy theo dac thu nganh kinh doanh, quy
mo san xudt, dic diém sén phdm... cong ty c6 thé 6 chuic cau tric lyc luong
ban hang: .

C#u tric luc lugng ban hang theo lanh thé: bing cich phan cong méi nhan
vien ban hang phu trach mot khu vuc dia ly va ddm trich chao ban toan bo
cdc mat hang cta cong ty. Vi dy cdc cong ty Vinamilk, Kinh Do, Trung Nguyen,
Nutifoods, ICP, THP...deu t3 chitc phan chia doi nga ban hang ctia minh theo
8-10 viing dia ly toan Viet Nam.

Cdu tric lyc lugng ban hiang theo san phdm: biing cach t3 chuc huc lugng

¥Joel R. Evans, Barry Berman, Marketing, 2001
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bdn hang qua d6 nhan vien ban hang chuyén trich chao ban chi mot phan
trong dong san phdm ctia cong ty. Vi du cong ty Nestlé (VN] t6 chdc doi nga
bdn hang theo nganh hang thyc phdm (Milo, Nescafé, Nestea...} va doi nga ban
hang phi thuc phdm (nudc tuong Maggi, bot ném Maggi...)

C4u tric luc lugng ban hang theo khach hang: t6 chic luc lugng ban hang
qua d6 nhan vién chuyéen trach viec chao ban chi véi nhing khiach hang hay
cdc nganh cong nghiép nao d6. Cich td chic nay thusng duge cic cong ty
kinh doanh nganh hang cong nghiep 4p dung. Vi du cong ty Shell [Viet Nam)
t6 chic luc lugng ban hang thec dang khach hang trong diém la cic dai ly/
tinh trong toan qudc ma thoi. Cdc quan tri vien ban hang cta ho chi ban hang
xoay quanh s6 lugng khach hang giéi han nhim tao dung méi quan he gin
gii véi cdc dai ly.

C4u tric huc lugng ban hang kiéu phuc hop: td chic két hgp nhigu kiéu
cdu tric khdc nhau theo lanh thd, khach hang, san phdm hay lanh thé va san
pham. Vi du cong ty Unilever Viet Nam két hop phuong thic ban hang theo
kenh khich hang truyen théng va hién dai cho tit ci cic loai dong sin phdm
my pham, thyc phdm két hgp va chia theo dia ban viing lanh thé.

Hoat dong bdn hang c4 nhan phu thu6c vao ban chit san phdm, nhu cau
cia ngudi tieu ding va cdc giai doan trong qud trinh mua caa khéach hang. Co
rdt nhigu ngust tham gia vao hoat d6ng ban hang tir ngusi nhan don dit hang,
ngudi chao hang truc tép, ngudi xt ly dich vy khach hang...

Nhigu cong ty I6n td chuc lyc lugng ban hang dong déo, chuyen nghiep va
quan ly rat khoa hoc theo cic budc:

- Thiét ké doi ngi ban hang,

- Tuyén dung va chon lya doi nga thi trudng va ban hang.

- Hu4n luyén doi nga bdn hang.

- Dong vien doi nga ban hang.

- Thiét k& he théng chinh sdch twdng thudng.

- Ddnh gid va kiém sodt dai dién luc lugng ban hang.

Chuyen gia - Kha ning kiém soat | - Chi phi cao nhit.

nuéc ngoai t6t tir téng cong ty. - Chi phi huan luyén cao.
(cd nhan nguoi nudc | - Hiéu biét 1o ve lich st, | - Thi€u hiéu biét vin héa
ngoai dugc chi dinh | vdn hda cong ty, chinh | ban dia.

bdi tdng cong ty) sach quan ly, ky thuat, | - Bo viéc nhieu.

san pham...).

- Phuc vy muic do tot.
- Mong muén dugc
hiéu qua cao nhim
thing tién nghé nghiép.




Nhan luc nudc - Tiét kiem, giai phdp - Nhu cau huan luyén.

sG tai ot - C6 thé it uy tin.
(ca nhan tai dia - Hiéu biét thi trudng - Khong ¢6 tinh trung
phuong) dia phuong. thanh cao.

- Ngon ngir ban dia.
- Ngudi ra quyét dinh
hé théng dia phuong.

Nhan luc - Quién ly dia ban Vung. | - C6 thé ¢6 van de ban
nudc thur ba - Nhay cam ve vin héa. | sic.
(cd nhan duoc thue | - Tiét kiem. - Ngin can su thang tién
lam viéc tlr cac nudc ndi b trong cong ty.
: khac) - L6 hdng vé nhu cau san
Bang 10.3 phdm /cong ty.
Th“fa", loi va ba’f - Cong ty can doi ngil
loi ctia doi ngo trung thanh.

“bdn hang quéc €

Qgtcmg cdo (Advertising)

Khai niém

Quiéng cdo®! la “bong hoa ctia doi séng hien dai, la khing dinh sy lac quan
va nigm han hoan”. Mot quang cdo hieu qua phai ddm bao chuyén dat dugc
chit lugng cia san phdm va dich vu theo nhu ciu, uéc muén, khdt khao cia
ngudi tieu dimg. Cdch thic ti€p can thuyét phuc tao sic hdp din vé mit tinh
cam, biéu tugng nhim kich thich viéc mua sim va chinh phuc nhém khich
hang titm ning.

Quang cdo la mot trong nhiing yéu t6 quan trong ctia marketing mix, nhing
quyét dinh lien quan dén quang cdo bi tic dong chinh yéu bdi sy khdc biet van
héa tai cdc nude. Ngudi tieu dung sé phan dng vdéi thong diep truyen quing
cdo dya vao vin héa, phong cdch, cAm xic, he théng gid tri, thdi do va nhan
thdc caa ho.

Quaéng cdo 1a b4t ky hinh thue gidi thieu hay cd dong nao mang tinh phi cd
nhan cho cic y tudng, hang héa hay dich vu ma ngusi mu6n thyc hign chi tign
dé thuc hien (PKotler)

- Phai tra tien: 1a ngudi quang cdo phai tra tien cho viec truyen thong diep

cta minh.

- Mot chigu: thyc t€ quang cdo chi mot chity, c6 tinh chit doc thoai tit

ngudi quang cdo dén cic d6i tugng tic dong, cic tin hieu theo méi lien he

ngugc chi dudi dang ing x cu6i cing ctia khdch hang tiem nang.

- Khong cho cd nhan ai: khdc véi ban hang dugc thuc hien qua cic dai dien

$'Blais Cendrass, La publiccité de 1’ instrument économique & Pinstituion sociale, “Edudes et documents”, Paris, Payot,
1968.
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thuong mai, quing cio khong giti dén mot ngudi cu thé ma cho mot nhom
ngudi tao thanh cif toa c6 muc tieu. -
- Gidn ti€p: quang cdo hudng vio cit toa dong dio th1 bdo chi va cc
phuong tién truyén thong tin dai ching 1a ngudi trung gian, néu cdc nhém
nhé hon [a d6i tugng ctia quing cdo [cdc nha sdn xudt hay nhing ngusi
dan dit trong mot s6 nganh nhat dinh) thi ngudi ta sit dung bao chi va cic
phuong tien phd bién thong tin khiem t6n hon [quang cdo tric tiép, buu
dien, catalogue, trién lam).

Muc dich va muc tiéu cia quang cdo

Muc dich cta quing cdo la d€ thu hut sy chd y ctia khach hang, thuyét phuc
ho vé nhiing lgi ich, sy hdp din cta sin phim nhim thay d6i hoic cing c6
thai do va long tin tudng cta ngudi tieu thu v san phdm cta cong ty, tang long
ham mu6n mua hang cta ho vi di dén hanh dong mua hang.

Muc tiéu clia quing cdo phai tity thuoc vio nhitng quyét dinh trude dé ve thi
trudng muc tieu, ve dinh vi va ve marketing mix. Nhitng chién luge ve dinh vi
va marketing mix xdc dinh cong viec quang cdo phai lam trong toan bo chuong
trinh marketing.

Muc tiéu cta quang cdo c6 thé chia thanh hai nhém:

- Xay dung nhan thuc cha thi trudng

muc tiéu vé nhan hiéeu mdi.

- Tao su quen thuoc cho ngudi tieu thu

Thong tin | vé san phdm, ctra hang, cich bdn hang

moi.

- Gidm thoi gian nhan vien ban hang

Hudng dén giai thich nhiing dieu co ban cho khéch
nhu cau hang.

- D€ dat dugc su ua thich nhan hiéu.
- Gia tang muic dy trix.
- Xay dung long trung thanh nhan hieu.

Thuyét
phuc

- Duy tri su nhan biét va hinh dnh nhin
Nhic nhé | hieu.

- Duy tri su trung thanh nhan hiéu.



Béng 10.4

Muc dich va muc
tiéu cda quiang
cdo theo Joel R
Evans, Barry Ber-
man, Marketing,
2001

- Phat trién va duy tni hinh anh ¢6 Igi ve
nganh san Xxuait.
- Tao nhu cau goc.

Nganh san
xuat

Hugng - Phét trién va duy tri hinh anh t6t dep
dén hinh .
anh Congty |chacongty.

- Tao nhu cau lua chon.

|- Xay dung va phit trién danh tiéng cho
nhan hiéu. .
- Quang bd va quang cdo nhan hieu.

Thuong
hiéu

Xay dung ndi dung thong diép quang cdo
Noi dung thong diep quang cdo dugc thuc hien theo nguyen tic “ALD.A”:
A- Attention (tao ra sy chu y).
I - Interest (lam cho thich thu.
D- Desire (tao su ham muén].

A- Action (d4n dén hanh dong mua hang).

Noi dung thong diép quing cdo thudng dugc dinh gid dya tren tinh hap

- dén, tinh doc ddo va tinh ddng tin cay. Thong diep quang cdo phai néi len duoc

nhiing dic diém cta san phdm, lgi ich ctia san phdm hoic stic quyén ri ctia san
phdm trong viéc théa man nhu cu mong udc cia ngudi tieu ding.

‘Chon phuang tién truyén thong

D4 c6 sy thay d6i dén chong mit cic phuong tien truyen thong khong truyen
thong trong thdi gian gan mot thap ky qua. Tuy vay hiu nhu cic phuong tien
truyen thong hién nay deu giéng nhau tai cic qudc gia. Viec xem xét dua trén
céc yéu t6 tinh hien dien, chi phi, do phi va tinh thich hgp cho ting chién dich
quang cdo la rit quan trong.

Phuong tien quang cdo dugc chia thanh nhing phan nhém sau: :

- Nhom phuong tien in #n: béo chi, tap chi, an phdm thuong mai..Day la
nhang phuong tién da 6 khd lau va dugc stt dung phé bién tir trude dén
nay.

- Nhom phuong tien dien t&: truyen thanh, trayen hinh, phim anh, inter-
net..Nhing phuong tién nay bit dau xust hien tir gita the ky 20 va nhanh
chéng trd thanh nhitng phuong tien quéng cdo hieu qua.

- Nhom phuong tien ngoai trdi: pano, 4p phich, bang hieu..Phuong tien nay
€6 ngudn gdc tir thai ¢d dai va vin dugc sit dung phd bién hien nay.
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- Nhém phuong tien quang cdo tryc tiép: thu tryc ti€p, dien thoai.

" - Nhom cdc phuong tien khédc: quing cdo tai diém bdn, hoi chg, quang cdo
trén cdc vat pham POSMs®2
Khi lua chon cdc phuong tien quang cdo can tham chiéu cic yéu t6 sau:
- Pham vi (reach}: chi s6 lugng ngudi xem, nghe, doc quang céo trén mot
phuong tién trong thi trudng muc tieu. D6i v6i truyen hinh va truyen thanh,
tham s6 nay chi s6 lugng ngusi xem hoidc nghe quang cdo.
- Tan su4t (frequency): s6 [an quang cdo xudt hién tréen mot phuong tién.
Déi v6i phuong tien in #n, tham s6 nay ¢6 hai khia canh: s6 phdt hanh va
56 Ian doc [vi mot t& bdo c6 nhigu ngusi docl.
- Tac dong linfluence): bo phan quang cdo ciing phai quyét dinh midc tic
dong ma quang cdo phai c6 dugc moi khi dén duoc vii khach hang. Vi du

quang cdo tren truyen hinh ¢6 tdc dung hon radio.

Uu va nhugc diém chia mot s6 phuong tién quang cdo

Phuong ti _ |Nhugc diém

Bao chi - Linh hoat, dinh dugc thdi | - Thai gian quang cdo ngin .
gian. - Thong tin dé bi bd hodc
- Bao quat thj truong, doc so lugc.
Pugc chdp nhan va st - Chit lugng hinh anh va
dung rong rii. mau sic kém.
- Mtic do tin cay cao.
- Tan sudt cao.

Tap chi - Chon loc doc gia. - Thoi gian gidn doan gitta
- Chét lugng in an tét. hai lan xudt ban.
- Gin bo véi doc gia trong | - Tan sudt thép.
thdi gian dai.

Truyeén thanh | - Pham vi rong. - Chi danh vao thinh giac.
- Thinh gia chon loc. - ft gay cha y hon truyen
- Chi phi thap. hinh.

—

- Linh dong khu vuc dia ly.
- Tan suét cao.

- Thai gian quang cdo ngin.

Truyén hinh

- Két hgp t6t mau sic, am
thanh, hinh anh dé lién
tudng.

- Pham vi rong.

- Tan suat cao.

- Dé gay su chu y, co tinh
chdt hip dan.

- Khong chon loc thinh gia.
C6 thé bi nham chan hodc
bo qua.

- Thdi gian quang cdo ngin.
- Chi phi cao.

#2POSMs: Point of Sales Materials — V4t li€u quang céo ban hang




Quang cdo - Linh dong. - Han ché sing tao.
ngoai trdi - It chiu 4p luc quang cdo - Khong chon loc ngudi xem.
canh tranh. - Bi chi phdi veé yeu cau my
quan.
Thu tryc ti€p | - Linh dong. - Nguoi doc dé bo qua, it
. - Chon loc d6i tugng. chuy.
Bang 10.5 - Khong chiu tac dong cia | - Chi phi tuong d6i cao.
Uu va nhugc
diém ci canh tranh.
iém cdc phuong AR
fie . - C4 nhan hoa.
én quang cdo.

Ngan sach quang cdo

Cin cd vao muc tieu quang cdo dé€ xdc dinh ngan sach thich hgp?® gita cic
cong cu quang cdo néi rieng va cong cu xtc tién hén hgp néi chung. Mic du
ngan sich quing cdo dugc st dung phd bién theo phan tram doanh s6, tuy
vay ung dung phuong phép nay d6i véi viec phan b quang cdo cho thi trudng
toan cau thi khong thich hgp, ciang nhu phuong phdp dya vao muc do canh
tranh tham chi€u ctang vay. Thay vio d6 marketer nén dp dung phuong phdp
muc tiéu va cong viéc sé hgp ly hon.

Danh gia hiéu qua quang cdo

Thong thuong sé dugc thuc hien dua trén co s& danh gid chét luong cta
quang cdo (dinh gid dya vio muc tieu di de ra: thong tin ve dic diém san
phdm, stic hdp din, tinh chdt don gidn, o6 rang, dé hiéu..) va hieu qua cta
quang cdo (hieu qua tin tic - thu hit sy chu y khdch hang, sy ua thich, thdi do
khich hang gia ting doanh s6 bdn hang va phuong tién quang cdo-tin tifc tic
dong nhanh dén khdch hang va it t6n kém).

Giao te

Khai niém giao té

Giao t€ la hinh thuc truyen thong khong mang tinh cd nhan cho mot san
phdm va dich vu hay cho mot cong ty bing cich dua cdc tin tic ¢6 ¥ nghia
thuong mai ve chidng tren cic phuong tién thong tin ma khong phai tra tien.

Muc tiéu ctia Giao té

Dic trung cua giao t& la mot qud trinh giao ti€p thong tin hai chiéu, mang

®Trinh bay trong xéc dinh kinh phi xtc tién
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tinh khdch quan cao, lugng thong tin truyen tii ¢6 tic dung I6n, Ioi ich cu thé
cho cong chung va chi phi th4p.

Cidc muc tieu chinh yéu ctia giao t& tao dung long tin, gin ket nhan thuc
cong chiing véi doanh nghiep, Ia nén cho cic né luc ban hang, huéng dén cong
chuing, dinh hudéng du luan, gitip cong ty nhan biét nhu cau.

Noi dung chinh ciia giao t&

- Noi dung chinh cta giao t& thiét lap va duy tri lien he béo chi va cic co
quan truyen thong {press relations), t3 chuic cdc sy kien (event), xi ly cac rdi ro
va khic phuc su ¢6 (risk management], van dong hanh lang (lobbying}, cic hoat
dong tai trg cong dong {public affairs] va cic hoat dong phi thuong mai.

Tuyén truyén (publicity)

_La mot he théng cdc nguyen tic va cic hoat dong c6 lien he mot cach hiu
cd nh4t quan nhim tao dung mot hinh 4nh, mot 4n tugng, mot quan niem,
nhan dinh, hodc mot sy tin cay nao d6 ma khong phai tra tien.

Tuyen truyen la cong cu tuy chua duge xem-trong diing muic trong hoat dong
‘marketing nhung doi khi c6 tic dung manh, dat hieu qua cao nh4t ma lai ton
kém it hon quang cido.

Tuyen truyen c6 cdc hinh thic phd bién: bai viét gidi thieu san phém hay
doanh nghiép ding trén céc bdo, tap chi, cic phuong tien thong tin khdc.
Tuyen truyen c6 dic diém thuan loi 1 it t6n kém, do tin cay cao, nhitu thong
tin, nhieu thinh gia, kip thai, tuy vay mot s6 han ché la thong diep khong dén
dugc véi mot lugng rét 16n d6i tugng trong mot thai gian ngin nhu quang cdo.
Thong diep khong “4n tugng”, d& nhé va khé kiém sodt vi noi dung thong diep
thudng dugc chuyén tii qua géc nhin cia ben thit ba (nha bdo, nhan vat néi
ti€éng, chuyén gia, su kien..) A

~ Tuyen truy2n ve san phdm: cong b rong rii trén cic phuong tien thong tin
d¢€ ¢idi thieu san phdm méi, chinh sich dau tu kinh doanh mdi.

Cdc hoat dong phi thuong mai tryc ti€p vdi khach hang: hoi nghi khach
hang, chuong trinh hu4n luyen cich st dung, thu viét truc tiep dén khach hang,
trién lam, diéa hanh tren dudng phé (roadshow)..

Quan he tuyén truyen d6i noi: hoi nghi nhan vien, ngay truyen thdng cia
cong ty, binh chon nhan vien xu4t sic nh4t cta thdng, ctia nam. Nhing hoat
dong nay nhim nang cao su ty hio, gin bé va long trung thanh cda nhan vien
vdi cong ty.

Tu vin cho cdc nhan vien trong cong ty trong cdc linh vuc: giao & (1€ tan),
phat ngon [v6i bdo chi véi cong chiing, véi khach hang va v6i co quan nha
nué)

Hoat dong tuyen truyen noi bo thong qua cdc hinh thic hoi thao, hoi nghi
khich hang, hudn luyen d6i tic...



Bang 10.6

Mot s6 t& bdo
phé bién tai Viet
Nam.

An ninh thé giGi © | Tudi tré
Tién phong .Cc‘)ng an TP.HCM
Ha Noi mdi Thanh nién
Thé thao & Vin hoa An ninh thé gidi
An ninh Tha do Sai Gon tiép thi
Hoa Hoc Tro Tiép thi & Gia dinh
Thé thao ngay nay Tui tré Cudi
Nguoi doc Viet Nam Tudi tré Cha Nhat
_. Thai bdo Kinh t€ Viet Nam | Thai bao Kinh t€ Sai Gon

Cong tac xa hoi (public affairs)

La hoat dong truyen thong dé xay dung va bdo vé danh tiéng ctia cong ty,
san phdm va dich vu trude cong chung. Cong tic xa hoi cé cic hinh thdc phé
bién: tai trg cho cdc phong trao vian nghe, thé thao, cdp hoc bdng cho ngusi
doc, xay nha tinh nghia, tai tr¢ nong dan san xudt...

Cong tic xa hoi ¢6 cic dac diém la do tin cay cao nhd thong tin cung cip
béi ben thit ba khach quan va thong diep mang tinh chét thong tin nhigu hon
neén dé dugc chdp nhan, ben canh d6 c6 thé thu hut khdch hang tigm nang (do
mot s6 khach hang khong thich xem quing cdo hay chao hang cd nhan)

Quan hé bio chi (press release/relations)

Cung cdp nhitng thong tin c6 gid tri cho cdc phuong tien dé loi kéo su chu y
ve san phdm ctia cong ty thong qua cdc hoat dong phd bién: td chiic hop bdo,
soan thao thong cdo bdo chi, hay cic budi cung cdp thong tin cgp nhat bdo dai
hay thuc hien cdc phong sy hay phong vén dién gia cta cong ty. Thong diep
trong quan heé bdo chi thuong la thong tin cong ching vé cdc sy kién ¢6 tinh
ch4t dia phuong hay quéc gia, quéc t€, thong cdo ve tinh hinh tai chinh, nhtIng
bai bdo chuyen de ve kinh doanh, bdo 4nh hay hoa bio...

Mot thong cdo bdo chi cin ddp ting cdc tieu chi: stt dung tieu de hdp din,
gay dugc sy chi v, thong tin quan trong dua len dau, nang dong va di thing
vao vin de, ngin gon di nghia, can day du thong tin lien lac, s&t dung tir ngi
dé cam, cu thé khong chung chung, o rang, chi tiét va can kiém tra cdn than
truge khi 4n hanh.
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Vian dong hanh lang (lobbying)

Cong viéc van dong cic co quan lap phdp, quan ly nha nuéc, cic nha chinh
tri nhim thiic ddy hay han ché mot s6 quy dinh hay dao luat. D6i phé véi cic
rdi ro: nhu tai nan, khi€u nai cia khach hang, tranh chédp, hiéu lam. Nhiéu cong
ty, nh4t la cdc cong ty hoat dong trong cdc linh vite nhay cam hodc i ro cao:
thuéc 14, duge pham, hang khong, y t&, dau khi...thudng rat chi trong dén linh
viic nay va c6 he théng déi phé rieng dudc luyen tap thudng xuyen dé€ néu rdi
ro xay ra c6 thé d6i phé mot cdch tinh tdo va chinh xdc.

Cic cong ty thudng st dung cdc hinh thdc chi yéu trong hoat dong giao. t&:
in phdm xust ban, tu lieu bdo cdo hang nam, cuén sich nho, nhiing bai bio,
tu lieu nghe nhin, ban tin cta c6ng ty va cdc tap chi. T6 chic cdc sy kién: céc
budi khai truong, khanh thanh, tii trg cdc chuong trinh gin véi tén san pham
cong ty: tai trg tir thien (dng ho chéng bio lut, hoc bdng cho hoc sinh ngheo...]
hay tai trg thuong mai (cdc chuong trinh TV, ca nhac thé thao gin vdi tén sin
pham). Tin tic: 1a cdc tin tic vé cong ty, san pham va con ngudi cong ty d6.
Hoat dong cong ich: bing cdch déng gop cho cdc chuong trinh, sy nghiép cong
ich mot cich thich ddng va phuong tién nhan dién: la cdc phuong tien dung
trong kinh doanh nhu logo, bang hiéu, ddng phuc, van phong...

Xay dung ké hoach giao t€

Do tinh chét hoat dong khd doc lap va quy mo han ché trong hén hgp xic
tién, nén viec xay dung mot k& hoach giao t€ cing cin phai tuan thd cich thie
hoach dinh k& hoach truyen thong téng quit: xdc dinh cdc muc teu, thict ké
cdc thong diep®, lua chon cdc phuong tién va cong cy, chi phi ngan séch cho
giao t€, phuong phdp trién khai thuc hién va ddnh gid do ludng két qué chién
dich, chuong trinh giao t€ trong timg thai ky.

Muc tiéu giao té: xust phdt diém vin phai dya vao muc tieu marketing cda
cong ty. Muc tieu giao t€ phai nhim dat dugc nhing vi tri vao thoi diém t6t
trén cic phuong tien cho cdc thong cdo bdo chi va dién gid ctia cong ty (truyen
dat noi dung vé thanh qua hoat dong ctia cong ty, két hgp hoat dong xa hoi
véi cdc hinh thuc xdc tién khdc, gitt vitng tinh cdm clia cong chiing d6i véi cong
ty, san pham va nganh hang..) Muc tieu cang chi tiét, cu thé va rdé nét bao gdbm
dinh tinh va dinh lugng thi cang gitp cho viéc trién khai dat hiéu qua.

Cic budc thuc hien ti€p theo doi héi nd lyc sdng tao cu thé cta ting thong
diép, bien phdp thuc hién ctia ban than cong ty hay cdc d6i tic chuyén nghiép
nhim gianh dugc sy nhan biét, va thich ciia cong chiing va tao hinh anh thuan
lgi cho cong ty.

%Thong diép quang ba cin ddm bio nhimg yéu ciu (6C): Credibility — déng tin cdy, Context — pham vi phl‘{ hop muc dich,
Content —ndi dung d& cam, Clarity — rd rang, Channel — kénh quang ba phu hop, Capability — kha ning tiép nhan va hiéu
théng diép cua ngudi nhan.



Rhuyen mai

Bang 10.7
Cic ky thuat
va chién luoc
khuyén mai
thong thudng.

Khdi niém va phan loai khuyén mai

Khuyén mai la nhing kich thich ngdn han khuyén khich ngudi ta mua hay
bin mot san phdm va dich vu.

" C6 dong ngusi tieu ding [consumer promotion): dugc thiét k& dé kich thich
mua sim, bao gom cic hinh thic phat mién phi hang miu, phiéu thudng, giam
gid, hoan tign, qua ting, cuoc thi...

C8 dong thuong mai [trade promotion): dugc thiét k& dé gianh sy dng ho va
nd lyc ban lai cda cic trung gian phan phéi, gom trg cdp mua hang, hang mién
phi, cuoc thi doanh s6, trung bay, hoi nghi khich hang...

C3 dong nhan vien bdn hang {sales force promotion]): dugc thiét k& dé dong
vien nd luc cta luc lugng ban hang hieu qua hon, gom tign thudng, thi dua va
biéu duong doanh sé...

Muc tiéu cta khuyén mai

Muc tiéu cta khuyén mai ciing phai xuft phat tit muc tieu chién luge mar-
keting ctia cong ty va dic thit ctia hinh thdc kKhuyén mai.

Déi véi ¢ dong tieu ding: nhim kich thich mua sin pham, dong vien s
dung thit san phdm, chuyén dich khach hang tit nhan hi¢u caa d6i thy, gia ting
nhan thitc nhin hieu, khuyén khich mua lip lai va ngay cé kich thich hanh vi
mua sim béc dong,

KY THUAT CHIEN LUQC

Doanh s6 | Lién tuc

Hinh
anh

Sw dung

Hang mau
Phiéu thudng
Ghi gia bao bi :
Bao bi (tang
lwong va ga
khong dbi)

Tang pham

Hodan tién

Cudc thi

Cao trang thudng
Trd choi

Khac

IR E RIS

Déi v6i cd dong thuong mai: kich thich mua vio va ban ra cia cic trung
gian phan phdi, né lyc ban hang cta lyc lugng ban hang, chiém linh khong
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Bing 10.8
Cic ky thuat
khuyén mai
thuong mai.

gian trung bay san phdm, mé rong mang lusi khich hang phan phi, ung ho
san phdm mdi...

Mua hang dugc ting ngay | Rit nhieu

Té chure trung bay hang Binh ky

Thudng dat doanh s6/ Nhieu
Thang/Quy

Chiét khdu gidm gid/doanh | Nhieu
$6 mua

Khde

Tém lai: dit ¢6 nhitu cong cy khuyén mai khdc nhau nhung tit ca deu tap
trung vao viéc gay su chu y ngudi tieu ding, thuyét phuc va kich thich tieu thu
va thic giuc khdch hang mua san phdm va dich vu.

Quyét dinh trién khai chuong trinh khuyén mai

Cdc marketer can phai dua ra nhtng quyét dinh sau day d€ trién khai chuong
trinh khuyén mai:
- Quy mo6 khich lé: can quyét dinh hua hen bao nhiéu va cin cé mot kich
thich t6i thiéu nio dé néu muén chwong trinh thanh cong. Kich thich cang
nhitu thi két qua doanh s6 cang ting va gidm dan theo thoi gian.
- Ditu kien tham gia: nhing cuoc kich thich ¢6 thé danh cho moi khidch
hang ¢6 tham gia mua hang. Can cha ¥ cong nhan vién cta cong ty khong
dugc tham gia.
- Thoi han ¢8 dong: néu thai han qud ngdn, nhigu khach hang sé khong kip
tham gia va néu thoi han qud dai thi mat tinh hap din. Két qua nghién ciu
cho thdy ring tin s6 thuan loi nhat 1a 3 tuan/Quy. Cing cin qui dinh cu
thé han dinh cho cic cuoc khuyén mai.
- Thit nghiém trude: cdc cong cy khuyén mai nen duge thé nghiem trudc
néu c6 thé dugc, dé xac dinh xem chiing 6 phit hop véi muc tieu, quy mo
khuyén mai khong,
- Thyc hién va kiém tra dinh gid: dua vao cic k& hoach, chuong trinh
khuyén mai da lap dé chi dao thuc hien sudt ca théi gian khi bit dau thuc
thi dén luc ket thic chuong trinh.

Dé danh gid két qua cia dot khuyén mai; ngudi ta c6 thé so sanh doanh s6
trudc, trong khi va sau cuoc khuyén mai. Chuong trinh khuyén mai ro rang da



¢6 nhigu khéach méi thit dung va nhing khdch ca da mua hang nhieu hon. Sau
chuong trinh, doanh s6 gidm xuéng vi khach da c6 da hang. Doanh s6 tang len
sau nay cho thdy cong ty di ¢6 nhiing khach hang méi. Néu thi phan ctia nhian
hiéu tr§ vé muc ca nhu hdi chua ¢6 chuong trinh khuyén mai thi chuong trinh
chi tao su thay d6i mic cau trong nh4t thai chit khong phai téng sdc cau

Marketing tryc tiep
(direct marketing)

Khdi niém marketing truc tiép

Marketing truc tiép 1a mot he théng marketing tuong tic st dung mot hay
nhigu loai phuong tien truyen thong quing cio dé dat duge ddp ung truc tiép
hoic/va mot giao dich véi khich tieu dung & bat ky dia diém nao”- ADA®.

Markeiing tryc ti€ép phan 4nh xu thé truyen thong marketing mang tinh mot
d6i mot (one to one), thong qua d6 ngudi ban c6 thé tinh chinh cdc cong hién
marketing that phit hop vdi nhu ciu cta cdc phan khiic hep.

Cac dang marketing truc tiép

Marketing truc ti€p tao ra mot bo mit méi ciia truyen thong marketing ben
canh nhiing cong cu wa chuong kinh dién (truyen hinh, truyén thanh bdo chi...]
bao gdm cdc hinh thic truyen thong chinh:

- Marketing qua thu dien t& tryc ti€p (direct mail marketing): bao gom viec
gtii qua dudng buu dien gom thy, quang cdo, hang méu, sich méng, cung
" nhing “nhan vien ban hang biét bay” nao khic cho khdch hang tuong lai
theo danh sich thu gii. »
- Marketing qua catalog (catalog marketing): thong qua cdc catalog giri dén
danh sich khach hang chon loc hay dit sdn tai cac cira hieu.
- Marketing qua dien thoai (telemarketing)®: 1a viec st dung dién thoai dé
chao bdn tryuc tiép vdi khach tieu dung. Hinh thidc nay duge st dung nhigu
trong hoat dong marketing gitta cic doanh nghiép va doanh nghiep.
- Mua sdm tryc tuyén {on line shopping): thong qua cic dich vu dién todn
tuong tic truc ti€p, nhing hé théng hai chigu néi lien khéach tieu thy véi
ngudi ban bing dien td. Hinh thdc nay tao ra nhing catalog dien tir tren
mang va ngudi tieu ding cé thé truy cap vao he théng thong qua cic mady
tinh tai nha.
Cic marketer cing da thyuc hién cdc chién dich marketing tryc tiép tich hop

#Pinh nghia cuia Hiép hdi Marketing truc tiép cia My (DMA - Direct Marketing Association).
l“’Nhl‘mg‘nam gan day, telemarketing da 16n manh va phat trién hinh thirc marketing truyén hinh: quang cao tra 101 truc tiép
qua truyén hinh (DRTV - direct-response television) va chuong trinh thong tin throng mai-san phim (informercials).
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st dung cdc cong cu truyen thong da phuong tien va da giai doan nhim gia
ting ty lé ddp ung ctia khach hang va lgi nhuan cho cong ty.

Muc tiéu marketing truc tiép

Marketing truc ti€p nhu ban chét ctia n6 la muon dat duge hanh dong mua
ngay cua khdch hang. Péanh gid sy thanh cong cda mot chién dich marketing
tryc tiép thong qua ty-le ddp ung cta khdch hang, Marketing tryc tiép con ¢6
nhitng muc tieu sau:

- Cung cdp thong tin va huéng dan khach hiang mua sim.

- Tac dong nhan thdc va du dinh mua sdm cta khdch hang.

- Tao co hoi cho luc lugng ban hang.

- Tao dung hinh 4nh dugc ua thich cia khdch hang cho cong ty.

Lagi ich marketing truc ti€p: nhé vao su I6n manh cta Internet, marketing
truc ti€p di oS thanh mot kenh truyen thong quan trong. Marketing truc tiép
mang dén nhigu lgi ich khong nhiing cho cdc cong ty, t8 chic phi thuong mai
ma quan trong nh4t [a khach tieu diung, Déi v6i ngusi ban, marketing tryc tiép
cung cdp céc lgi ich sau:

Co hoi lya chon nhigu khach hang tiem ning t6t.

Thong diep truyen thong mang tinh ¢4 nhan va khach hang t6i da.

Co thé xay dung m6i quan he lien tyc vdéi titng khach hang.

Co thé tiép can khich hang titm ning vao nhing thai diém thich hop va
dugc ti€ép nhan nhitu hon.

Dieu nghién cdc y tudng & san phdm mdi, cdch thiic quang cdo méi...

Dianh gid dugc hieu qua vi ¢6 thé do ludng phan ng cia khach hang...

Co dong wnternet
(internet promotion)

Khdi niém c6 dong internet

Internet dugc xem nhu 12 mot kenh truyen thong toan cau, nhung thong
diep quang cdo dugc gii thong qua phuong tien nay dugc ngusi tieu ding cam
nhan trong ngt canh dia phuong.

Loi ich cia marketing thong qua internet

Ngay cang c¢6 nhieu ngudi st dung Internet va ho ngay cang quen thuoc véi
viec so sanh san phdm, gid ca va d4t hang qua mang va cdc cong ty cing da dau



tu lap trang web thuong mai dien & va tung cdc chién dich marketing thong
qua email..Nhiing lgi ich chinh Internet mang lai:

Vo hieu héa su cich biet ve ranh gici dia ly. Marketing qua internet ¢6 thé
mé ctra thi trusng khip tren thé gisi. Ngay nay ngudi ta c¢6 thé dat mua mot
mdy vi tinh Dell hay dien thoai iPhone qua cdc trang web thuong mai cta cong
ty hoidc dau gid trén mang.

Neusi st dung internet thuoc phan khic ¢6 thu nhap trén trung binh - day
la d6i tuong khdch hang tigm ning ma cdc cong ty deu mong muén chinh
phuc duge.

Chi phi dé thu hut ngusi khach mua tém ning qua mang thdp hon rat
nhieu so vai thong thudng, dac biét véi cdc mat hang gia ré va khach hang c6
thé tai tryc tiép thong tin vé cic mat hang nay.

Internet 1a mot moi trudng thuan tien dé giao ti€p va duy tri cdc m6i quan
he lau dai véi khach hang hién tai va titm nang.

Pic tinh 6 dong internet

Cic phuong tien truyen thong truyen théng c6 hai kha ning chinh la xay
dung thuong hieu va marketing tric ti€p. Nhin chung phan l6n cic hinh thuc
¢6 dong deu rdt hitu ich. Tuy nhien, internet ¢6 ca nhing dic tinh cta cdc
phuong tien truyen thong dai ching va quang cdo tra 16i tryc tiép.

D6i véi cic mo hinh truyen thong truyen théng “trén thi trudng-market
place” deu ¢6 su phan biét ro giita ngudi géi va ngudi nhan va ngudi gii kiém
sodt thong diep gui di. Trong “thi trusng khong gian - market space” viec kiém
sodt thong diep phan deu cho ci hai ben nha vao hoat dong tuong tic cua
phuong tién, kha ning cta cdc phuong tién mang thong diep trd lai véi ngudi
gtii va tic dong cta ky thuat thong tin dung thai diém, khong gian va phuong
tiéen truyen thong.

Web dai dien cho su thay d6i tir mot chién luge ddy cta hinh thic xuc ti€n
quéc t€ - tap trung vao viec thuyét phuc trung gian gidi thieu sin phdm hay
dich vy, luu trit hang hoa sang chién lugc kéo. Vi hinh thuc nay chi phi giao
dich va tién trinh xuc tién giam thiéu. Dic diém gidp cho internet khdc biét so
v6i cdc hinh thic khdc [a tinh tuong tic lan nhau ctia n6 va két qua la internet
két hop cdc thuoc tinh vira ban hang vira quang cdo.

V6i internet, khdch hang tigm nang ¢6 tinh ti€p can lién quan cao véi quang
cdo. M&i mot cu “nhdp chuot” tren ban phim cta khiach hang dai dien cho
quyét dinh ctia ho. Do vay internet 1a mot cong cu truyen thong mang tinh lien
quan cao. Ben canh d6, khong giong nhu cic phuong tién truyen thong truyen
théng, trang web dien tir 1a mot phuong tien giip khach hang ¢6 thé “nhdp
chuot” dé c6 dugc thong tin va dit mua san phdm.

Mot s6 hinh thic phd bién quang cdo tdn tai trén trang web la cdc biéu ngix
dien tt tren dau trang web thuong mai, bang biéu quang cdo trén mang (ban-

Tai Viét Nam (riéng voi 2000 doanh nghiép tai TP. Hd Chi Minh, Ha Noi va Da Ning), ty 1& doanh nghiép ¢6 trang web
tang tir 31% nam 2005 1én dén 38% ném‘2007. Gén 15% téng doanh thu tir cdc don dit hing qua phuong tién dién tir trong
nam 2007 so v&i chi 8% ndm 2005. Ngudn: Tap chi Marketing Viét Nam, s6 44, thang 7/2008.
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ner ad)...
Chién lugc quang cdo truc tuyén hiéu qua

Thi truong muc tieu (Quang cao dén ai?)

Quang cdo tryc tuyén danh cho moi ngusi? Thiet k& mot quang cdo truc

tuyén phu thugc vao loai hinh sin phdm hay dich vu va phan khuc thi trudng
~ muyc tieu mong mudn. Dya vao phan khic ngusi sit dung mot trang web c6 thé
thi€t k€ chuong trinh dé€ ddp dng thich hop.

Vi du nhiing ngudi lan dau tién truy cap vao trang web c6 thé thdy ciing mot
miu quang cdo dién tl, nhitng khdch tham vieng - ngusi tim kiém thong tin -
sé nhan dien thong tin hitu ich thay vi san phdm hay dich vu va nhang ngudi
ding ky stt dung c6 thé thay thong diep quang cdo mang tinh c4 nhan héa cao
dua vao “hd so” ding ky caa ho.

Cach thuc quang cao

Sau khi nhan dién ngudi st dung hay ngusi tham viéng trang web, bucc ke
ti€p la cich thac quing cdo va hinh thic nao dé quing cdo cho ho. Cich thuc
thi vi Ia hinh thic quing cdo khong chi tryc tiép “ddy” thong diep cho ho ma
con “kéo” khach hang truy cap thong tin sau hon v& trang web bing cic thiet
ke quang cdo ma c6 thé déng gép cam gidc trai nghiem tdng thé trang web cho
khdch hang,

Moi ngui stt dung internet tim ki€m thong tin ciing nhu san phdm hay dich °
vi. Marketer phéi hét sic sdng tao va thiét k& quang cdo phai cung cdp cho ho
thong tin hitu ich. Vi du ngudi mua may chup anh ky thuat s6 cin duge cung
cdp cdc meo ky thuat hay huéng din tha vi dé c6 duge buc anh chup t6t nhat
Hinh thic quang cdo phi thuong mai nhu vay khong dat dugc doanh s6 ban
ngay nhung hoan toan c6 thé déng gép trai nghiem gid tri cao cho khdch hang
va gitip dat dugc long trung thanh ctia khach hang va Lip lai hanh dong truy
cap trang web.

Néu biét dugc hanh vi mua hang trong qua khu cta ngusi st dung hoic ho
s0 ctia ho thi ¢6 thé tien dodn hanh vi mua hang twong lai ciia ho. Cong ty can
luu gitt cdc thong tin ctia ho dé c6 thé sit dung cic chién dich quing cdo sau
nay va c6 thé gitip ban hang chéo (cross selling] trong tuong lai thong qua cic

- thong diep quang cdo tryc tuyén ket hop.

Quang cao khi nao
- Ngudi st dung web ¢6 thoi gian truy cap rat khdc nhau, mot s6 thi truy cap
khi lam vigc tai van phong, mot s6 thi truy cap vao ban dem hoic vao nhiing
thoi gian nhat dinh trong ngay. Do vay thai gian quing cdo trong ng cinh
internet nén xem xét la thoi gian thong thudng nhat ma ngusi st dung truy
cap mang. ‘
Thoi gian thong thudng la ngay khi ngusi st dung truy cap mang hay khi ho



da lust web mot thai gian ngin hoac ngay khi ho mua hang Ian dau la thich
hop? Nghien citu cho thay tinh huéng dau tien la c6 két qua t6t nhat d6i vei
viec quang cdo nhitng pop-up, tuy viy két qua cé thé thay dai rdt 16n tuy thuoc
vao phan khic ngudi diing va muc dich tim kiém thong tin caa ho.

Quaing cio 6 dau?

Ditu quan trong quang cdo internet cian dugc dat & vi tri thuan lgi nhat dé
gia tang t6i da lugng ngudi truy cap trong phan khic thi rudng nhim deén.
Khong giéng nhu cic phuong tien truyen thong khéc, ngudi ta c6 thé chon lua
mot noi quang cdo tét-nhat da co dei véi titng phuong tién, quing cdo tren
mang ¢6 kha nang vo han thong qua cdc cdng truy cap, trang web tim ki€m va
bdo chi dien it cing nhu nhigu tién ich da dang tren méi trang web. Tim ki€ém
vi tri hoan hao d€ quing cdo trén mang that kho khan.

C6 hai cich chinh dé€ gidi quyét vain d& nay. Dau tien la cich dé& dang nh4t
tuan theo cdc vi tri dat quang cdo sdn ¢6 trén mang nhu la cdc céng truy cap
ma khdch thudng xuyén tham viéng ciing véi cdc cong cu tim kiém tréen mang.
Tuy vay cich nay khong phai la hiéu qua chi phi. Mot cdch phiic tap khac lien
quan dén viec phan tich nhiing khuon miu ngusi sit dung internet truy cap
trang web cong ty dé tao lap chan dung ngudi st dung trang web ctia minh.
Phan tich nhitng mo ti so lugc ngudi sit dung nay co thé thiét lap mot hinh
mau hanh vi ludt web ctia mot khach truy cap ngiu nhien. Dya va nhing thong

~ tin niy quang cdo trén internet ¢é thé tim thdy nhitng vi tri dat quang cdo thich

hgp. Cdc marketer cing c6 thé thic ddy viec ban hang bé sung d6i véi nhing
khich hang titm ning.

Vi du ctra hieu Marks & Spencer c6 thé quang cdo my phdm trén cdc trang
web ma khdch hang mua nudc hoa trén mang hay mot cira hang dien tit Best
Buy c6 thé quang cdo cho mot CD mdi nh4t tren cdc trang web liét ke danh
sich he thong dien ti khéc. Tuy vay, hinh thitc phan tich nay ciing ¢6 gidi han
d6i véi viec quang cdo trang web ctia cong ty. Mot cich ti€p can tien tién hon
lien quan dén thiét lap mo6 hinh hanh vi luét web tai cdc trang web phiic hgp
bing cich st dung cdc dong dit lieu truy cap. Thong tin ctia phuong thuc nay
dién td mot cdch nhin tdng thé ve hanh vi cia mot khach hang truc tuyén trude
khi xem xét mua hang, Nhing thong tin nay rit dang gid d6i véi cdc marketer
quan tam biét dugc hau hét cic khich hang tiem nang cta ho & dau va thoi
diém lic nao va dya vao d6 ho sé dit nhing quang cdo thich hgp d€ thu hut
ho truy cap vao trang web.

Theo dm hiéu qua quang cio? -

Sau khi da thiét k& chién lugc quing cdo trén mang, budc ké tiép la thiét ke -
viéc do ludng hieu qua quing cdo. D6i véi cic phuong tien quing cdo truyen
thong khic [radio, truyen hinh va quéng cdo bdo) da ¢6 nhiing phuong tien do -

~ ludng rdt t6t c6 thé do duge hieu qua va tic dong tuong d6i chinh xic [do tic

dong hieu qué quing bd s6 hugng ngudi xem chuong trinh phit trén truyen
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hinh). Mot vai phuong phép thong thudng do ludng quang cdo trén mang:

S6 an “nhdp chuot” (click throughs): s6 an ma ngusi st dung nhap chuot
Va0 quang cdo trén mang. '.

Chi phi/lan nhép chuot (cost per click}: s6 tien chi phi ma nha quang cdo
phéi tra cho s6 Ian nhdp chugt vao mot quang cio.

Chi phi/doanh s6: s6 tien cin chi trd dua vao doanh s6 tic 1a dya vao s6

- lugng thyc mua hang. Cich thitc nay nhan manh vao muc tieu ban hang do vay

han ché trong viéc tao dung mé6i quan he lau dai véi khach -hang cia cong ty.

Trong tuong lai phuong dn dya vao gid tri khdch hang toan thai gian {cus-
tomer lifetime value). Phuong thuc nay dya treén gid tri lgi nhuan mong doi tix
viéc tao lap m6i quan hé khiach hang trong thoi diém hien tai dén mot thoi
diém cu thé trong tuong lai va dugc thiét k& lien quan t6i hau hét ciac phuong
thuc do lusng.

Xay dung long trung thanh nguoi mua?

St dung quéng cdo trén mang nhu la mot phuong tien xay dung long trung
thanh khédch hang lien quan dén nhigu buéc khéic nhau:

Hap din [attractl: Loi cudn khach hang viéng thim trang web khong phai
don gian la chi can lap mot trang web cho cong ty roi thoi. Dé tao lap do nhan
biét ctia khdch hang d6i véi trang web thi viec cin thiét la si dung biéu ngi
quang cdo va cac dudng lien két (link) véi cac trang web khic.

Thoi gian thu hit khach hang (engage): lien quan dén viec tham gia va khich
le tuong tic gitta khich tham viéng va trang web cong ty. Phan lon cic trang
web khong thanh cong trong viec cd dong khach tham viéng do hinh thuc cta
trang web r4t nham chan, d4c biet nhitng noi dung trang web déng vai trd quan

“trong nhat.

Gitt khéch (retain]: lien quan dén viec cing ¢6 sy quan tam ctia khdch tham
viéng da6i véi trang web nhim dam bao hanh dong truy cap lap lai caa khich
tham viéng va tao lap m6i quan he gin két mot-mot gitra cong ty va khach hang
tiem nang. Mot céch thuc thuyét phuc t6t la cung cdp cho khéach thim viéng
nhang thong tin yeu ciu dé cong ty c6 thé lam theo yeu cau cia tirng cd nhan,
duong nhién sé gia ting chi phi.

Hoc tap (learn): nghien ciu khdch tham viéng va sy ua thich cia ho, bing
cach thiét lap cdc phuong tien st dung don gian dé khach c6 thé phan hoi va
binh luan tryc tiép ve cong ty.

Lien ket (relate): can nhéc cdc chinh sdch xay dung quan he khdch hang truy
cap trang web. Ditu nay c¢6 thé thyc hien thong qua cic noi dung gid tri gia
tang hoac cung c4p san phdm/dich vu thich dng nhu ciu méi khich hang va
chuyén giao nhiing gid tri t&¢m ning cho khach hang.

Marketing truyén miéng truc tuyén (viral marketing)
Hinh thic marketing truyén miéng thong qua cic phuong tien dien ti
(web,mail, dien thoai di dong,..) gitta nhing ngudi tieu dung véi nhaw. Tic



dong hét sic hieu qua khi khach truy cap trang web ma cung cdp nhiing thong
tin lien he khong chi cho chinh bén than ho ma con cho nhiing ngusi khic
quan tam dén san phdm hay dich vu hoic khi ho chuyén nhiing thong tin tren
web dén ngusi khac.

Vi du khich truy cap vao mot trang web chuyén kinh doanh ve hoa hoic
cong cu phuc vy cdm hoa c6 thé chon lya mot chang loai hoa hay binh hoa dé
tao lap va gt 161 chic mitng 40 mién phi. D3i lai cong ty ¢6 thé ¢6 duge dia
chi thu dien tif cda hai khach hang tiem nang 1a ngusi gii hoa va ngusi nhan
hoa va stt dung nhing dia chi nay dé thuc hien cic giao dich kinh doanh that
su. (Wishwanath and Mulvin,2001)

Ngoai ra, sy phat trién cta marketing di dong [mobile marketing) trong béi
canh kinh doanh thuong mai dién t, nhd sy hgp nhit cic ky thuat truyen
thong thong tin hoi tu gita vién thong va internet ma marketing c6 thé dinh
nghia nhu la viéc tng dung marketing trong moi truang dien thoai di dong
thong minh, dién thoai di dong, thiét bi hé trg cd nhan ky thuat s6 (PDA).
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Tom tat

Ban chat cia marketing bao ham viéc tao lap nhing gid tri vuot troi dip tng
nhu cau ciia ngudi tieu dung, truyen thong nhing gid tri dén ngudi tieu dung
va chuyén giao nhiing gid tri d6 dén tan tay ngusi tieu ding. Chuc nang truyen
thong c6 thé ndi la xuong séng ctia marketing hien dai.

Xic ti€n [a mot trong bon thanh t6 quan trong chinh trong phéi thitic mar-
keting. Hoat dong xtc ti€én hén hgp trong marketing la sy két hop tdng thé cic
hoat dong truyen thong ma cong ty st dung dé deo dudi muc tieu quang cdo

“va tiép thi ctia minh téi ngudi tieu dung, bao gdm: (1) quang cdo, (2) khuyén
mai, (3} chao hang hay ban hang cd nhan, (4) giao t€, (5) marketing truc tiép va
(6) c8 dong internet. ‘

Céc budc trién khai truyen thong hiéu qua bao gdm cdc yéu t6: ngudi gui,

" ngudi nhan, ma hda, giai ma, thong diep, phuong tien truyen thong, ting dip,
phan hodi va sy nhiéu. Ditu diu tien cin lam 1a phéi xdc dinh thi trusng muc
tieu tic quang cdo cho ai, xdc dinh d4p dng muén c6 cho du la sy bigt, hidy,
thich, wa chuong, tin tuéng va hanh dOng mua di cdu tric qua mot noi dung,
ket cau, dang thitc hieu qua.

Hoat dong xic tién hdn hop chiu 4nh huéng manh mé cta viec cong ty
chon chién luge ddy hay kéo, giai doan sin sang ctia ngudi mua va vong doi
san phdm d¢€ tieu thu sdn ph4m cta minh: chién lugc ddy doi héi cong ty quang
cdo, khuyén mai t6t d6i vdi gici buon bin d€ ddy san phdm di qua cdc trung
gian phan phdéi dén ngudi tieu dung. Ngugc lai chién luge kéo doi héi chi phi
thiét lap doi nga ban hang, khuyén mai ban hing va hoat dong chieu thi nang
dong d6i véi ngusi tieu diing d€ tao nén nhu cau tieu thy.

Sy thay d6i tir marketing dai tra (mass marketing) sang marketing mot déi
mot [(one-to-one marketing) va sy phdt trién manh mé cdc cong nghe dien
todn va thong tin da tic dong sau sic d&n moi trudng truyen thong marketing.
Su chuyén dich viéc st dung cdc phuong tién truyen thong truyen théng sang
cdc phuong tien truyen thong hien dai dugc thé hien r6 nét qua viec sit dung
marketing trirc ti€p [thu truc ti€p, catalog, telemarketing...] hay cic hinh thuc c8
dong qua internet va cic cong ty di chu trong van dung truyen thong marketing
tich hgp nhiam dat hieu qua myc tieu truyen thong ciia minh t6t hon cting nhu
ddp wng nhidu hon nhu cau cia ngusi tieu thu. ‘



Cau hét thdo lua
au not thao tuan
(1) Trinh bay tam quan trong cta xiic Gén {promotion] trong marketing mix

(2] Vai trd ciia giao t€ néi chung va PR néi rieng trong moi trudng marketing
dia phuong/toan quéc/va thi trudng toan cau!

(3) X4c dinh va thao luan nhing vin de lien quan dén tic dong clia quang cdo
truyen hinh so véi cdc phuong tien quing cdo khdc.

(4) Nhan dinh ve cich thuc thiét k& ngan sich danh cho quéng cdo truyen hinh
theo “phan trim doanh s6 ban hang”. Thao luan cich thic do luong hi¢u qua
cing nhu nhing vin de phit sinh d6i vdi cic hoat dong xic ti€n khic (PR,
quéng cdo ngoai trdi, thu tryc tiép, internet...).

(5] Dénh gid viec cdc cong ty nudc ngoai hi¢n nay (P&G, Unilever, Colgate
Palmolive, Nestlé, NewToyo...) va cic cong ty hang diu cta Viet Nam (Vinamilk,
Kinh Do, THP, ICP, ..) da dau tu t3 chic mot doi nga ban hang rong khip toan
quéc trong khi vin danh ngan sich lén cho hoat dong quéng cdo truyen hinh
va cdc hoat dong xiic ti€n khdc.

(6) Dénh gid cdc co hoi tham gia thi trudng clia mot cong ty thong qua céc hoat
dong Hoi cho hang Viet Nam chat lugng cao t8 chiic hing nam tai cdc khu vuc
TP. Ho Chi Minh - Ha Noi, Can Tho, Da Ning...

(7) Nhitng téc dong cia viéc quang cdo trén internet d6i vdi viec truyen thong
marketing quéc t€ hién nay d6i véi cic doanh nghiep kinh doanh trong linh
vuc thuong mai, xust nhap khdu, du lich va ca d6i véi chién lugc xay dung hinh
anh quéc gia Viet Nam tren thé giéi? - ’
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- Thuc hign va quén ly
ke hoach Marketing

Phin nay de cap dén viec lap k& hoach marketing, thuc
hién va kiém sodt k& hoach marketing, dong thoi néi dén
md6i lien quan gitta marketing va dao duic xa hoi. Phan nay
gdm c6 hai chuong, cu thé nhu sau:

" Chuong 11: Kiém sodt va thuc hien
Chuong 12: Marketing va xa hoi
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KL

MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, ngudi doc c6 kha ning:

(1) Thau hiéu viec xdc dinh muc tiéu marketing cting nhu
thiét lap dugc ke hoach marketing cho cong ty.

(2} Hinh thanh dugc cdac phuong 4n chién lugc marketing:
cua cong ty.

(3] Nam viing cach thuc 6 chic kiém sodt thuc hien k&
hoach marketing.

KIEM SOAT \IA THUC HIEN
1
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Gt thieu

Hinh 11.1
C4u tric noi
dung chuong.

11.1 Gidi thieu

A 4

11.2 Lap ké hoach marketmg

- Khdi niem

- Quy trinh

- Noi dung ké hoach marketing {t6m tit
cho Ban quén tri tinh hinh hién tai, phan
tich SWOT, muc tieu, chién luge, chuong
trinh, du todn, kiém sodt]

A

I l 3 To chirc marketmg
5 N01 dung ) L
- Cau tric 6 chic marketmg [th1 trmmg,

chic nang, nhan hiey, hén hOp] :

l I 4 Thue hlen marketmg

- Khii niem va cdc yeu cau

- Ky nang marketing (dy dodn va phdt hien
vin de, danh gid vin de, thuc hien )

- Trién khai thuc hien

I 1.5 Kiém soat marketing

- Muc dich

- Noi dung kiém sodt (muc tieu, kha ning
sinh 1gi, hieu qua thyc hien, pham vi chién
lugc)




Lap ke hoach marketing -

Khai niém ké hoach marketing

Ké& hoach marketing 12 mot bing chi din chi tiét nhiing noi dung va pham vi
cdc hoat dong marketing. Noi dung k& hoach chii yéu bao gdom nhiem vy, muc
tieu, phan tich tinh huéng, su phit trién cic co hoi, thi trudng muc tiey, cdc
chuong trinh marketing, ngan sich, thai gian thyc hien.

Dé phit tri€n mot k& hoach marketing, cong ty can xem xét cdn trong nhang
“cdi bay” dat ra gitra cdc thanh phan chi tiét va téng thé. Digu quan trong la can
phai xem tat ca chi tiét trong cdi toan thé va khai thdc cic co hoi thi trudng
mot cich tdng thé va chi ti€t. Can ndm bét cac “thong diep” chuyén tii trong
titng yéu t6 rieng ¢ va tdng thé dé€ didm bao ké& hoach marketing thanh cong.
Keét qué caa mot ke hoach marketing phai dugc gici thieu mot cich r6 rang va
dé dang tiép can thuc hien.

Lap ke hoach marketing nhim givip cho cong ty truc tiép va phéi hop cdc
n6 lyc marketing. Chuén bi mot ke hoach marketing thuc ép cic marketer phai
ti€p can dugc nhing gi dang dién ra trén thi trudng va tic dong cia né d6i véi
hoat dong kinh doanh ctia cong ty. Mot k& hoach marketing phéi chua dung
cdc thong tin vé cong ty va san phdm ctia n6, muc tieu va chién lugc marketing
ciing nhu cich thiic do ludng thanh cong ctia méi chuong trinh marketing. N6
mo ta cic hoat dong marketing ma cOng ty sé thuc hién trong suét thdi gian cu
thé (théng thuong 1a 3 nam). »

Quy trinh 1ap ké hoach marketing

Can ban, chic nang chinh cia mot k& hoach.marketing Ia quyét dinh lieu
cong ty sé la gi, cong ty mu6n phit trién dén dau va cach thuc dé dat duogc vi
tri d6. K& hoach marketing c6 thé ddm nhan cdc chuc ning trén biang cich din
dét cong ty thong qua ba hoat dong téng thé:

- Phan tich tinh hudng ben trong va ngoai tic dong dén cong ty.

- Phit trién cdc chién lugc marketing,

- Thiét ke va thuc hién cdc chuong trinh marketing.

Tién trinh k& hoach marketing gén lien véi cic linh vuc chitc ning khac
trong noi bo cong ty va chién luge tdng thé ctia cong ty. Tién trinh nay phu
thuoc vao tién trinh quan ly marketing rong 16n hon caa cong ty. Dé c6 thé
hop ly va dat hieu qua cdc marketer phai can d6i chinh xdc cic ngudn luc véi
cdc muc tieu va ¢d hoi thi trudng. Ké hoach marketing cung cap chi tiét cac .
ngudn lyc can thiét va thé hien ndi bat cic chudng ngai tlém dn doi vei tién
trinh hoach dinh3® v

8Cac chudng ngai tién trinh hoach dinh: chién lwge mang tinh thap nga, mau thudn myc tiéu truée mit va lau dai, thidu
nhing ké hoach chi tiét, strc ¥ trong td chirc cong ty.
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Bang 11.1
Noi dung cdc

budc ciia mot k¢
hoach marketing

Noi dung ké hoach marketing

Trang tieu de.

Muc luc cdc ngi dung

Tom tdt cho cdp lanh dao

Gidi thiéu va tuyen bo ve vin de

Phan tich tinh hudng

Muc tiéu va chi tieu marketlng

Cdc chién Iuoc marketing

Cdc chuong trinh marketing/ké hoach hanh dong

O 100 [N oy | | N

Ngﬁn'séch du todn

o)

Thuc hién va kiém sodt

11 | Két luan

Trang tiéu dé: cung cdp nhing thong tin cin thiét gdbm tén cong ty, tén tai
lieu, ngay chudn bj hay bé sung tai liéu, ten va dia chi cua cong ty va cd nhan
lien lac, tén va dia chi ca cd nhan lap k& hoach marketing, thoi gian lap k&
hoach.

Muc luc cic néi dung: cha de chinh cda ké’ hoach marketmg va vi tri cy thé
chia noi dung tii lieu.

Tom tfit cho cap lanh dao: trinh bay khdi qudt ngin gon muc tieu va de
nghi cia k& hoach dé€ nha quéan tri ndm bait nhing vin de c6t loi.

Gigi thiéu va tuyén bo vé van dé: trinh bay cu thé vin de hay tré ngai ma

"cong ty dang gap phai la phan c6t 16i cta phan gidi thieu. Chi c6 van de that

su chinh yéu da xic dinh dugc trinh bay va luét qua nhanh choéng va cdc vian
de phu can néew. Cin chu y 1a van de chinh ¢6 tinh chat dai han va cin néu bat
nhiing canh bdo “hoi chdn” lien quan dén vin de chinh cang sau sic cang t6t.

Phan tich tinh hinh marketing hién tai: trinh bay nhing da liéu cin ban
(c6 thé nhitu nam] veé thi trudng, san phdm, canh tranh, phan ph61 va moi

~ trudng vi mo.



Tinh hinh thl truong: nhing da lieu ve thi trudng muc tieu (quy mo, muc
tang trudng, nhu cau, nhan thic, va nhiing khuynh huéng mua sim cta khach
hang).

Tinh hinh san pham: muc bén, gizi muc déng gép vao lgi nhuan bien, lgi
nhuan.

Tinh hinh canh tranh: dw licu ctia nhing d6i tha canh tranh chdé yéu ve quy
mo, thi trudng muc tieu, thi phin, chat lugng san phdm, chién lugc marketing,
nhing dic trung khac d€ hiéu ve du dinh va hanh vi cta ho.

Tinh hinh phan phéi: quy mo va tam quan trong ctia méi kenh phan phei,
khuynh hudng chuyén bién trong twong lai.

Tinh hinh méi truéng vi moé: mo ti nhing khuynh huéng ctia moi trudng
vi mo: dan s6, kinh t€, chinh tri, xa hoi, luat phap, vin héa tic dong dén tuong
lai ctia dong sén phdm nay.

Phan tich co hoi va van dé: phan tich cic co hoi va thach thic cdc nha
quan tri phai nhan thuc.
- Phan tich diém manh yéu ctia cong ty va san phdm.
- Phan tich nhtng vin de thdch thitc dya vao nhang phan tich, danh gid
tren dé c6 thé xdc dinh vén de chinh can giai quyét.

Cac muc tiéu marketing: xic dinh cic muc tieu 16n va chi tieu cu thé ma
ké& hoach marketing dat ra. Vi dy, dat doanh s6 ban hang la mot trieu don vi
sdn phdm, gia ting thi phan 10-12% tdng dung htong thi trudng vao cudi nam
tai chinh.

- Cdc muyc tieu marketing: v& thi phin, ting truéng doanh s6, phdt trién

khach hang, kenh phan phéi...

- Cédc muyc tieu tai chinh: ROJ, lgi nhuan...

“Chién lugc marketing: trinh bay cdc gidi phdp d€ thuc hien cic muc tieu
marketing da dit ra bao gdm:

- Thi trudng muc tiéw: xdc dinh phan khuc thi trudng can tham nhap, ¢6 thé

phan khuc theo nhan chiing hoc, san phdm, muic gi4...%

- Dinh vi san phdm va thi trudng.

- Dong san phdm.

- Gid ca.

- Phan phéi.

- Dich vu gia ting gid tri khach hang

- Quang cdo,

- Khuyén mai khdch hang va khuyén mai ngusi tieu dung.

#¥Xem chi tiét trong phin Phan khic thj truomg — chuong 6: Hoach dinh thi truong chién luge
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- Nghien cidu va phit trién: san phim mdi...

Chuong trinh marketing/chuong trinh hanh déng:
- Nhitng cong viéc cian lam (jobs to be done)?
- Théi gian dy tinh trién khai?
- Phan cong ngusi phu trach?
- Chi phi?

Du tinh ngan sich: len ke hoach ngan sach d€ thuc hien cac ké hoach san
xudt, nhan sy, cung van, dich vu khédch hang...Cach thic chi yéu dua tren phan
tram doanh s6 nam vira qua, so sanh vdi ngan sich d6i thd, hay dua vao quyét
dinh rieng cta lanh dao cong ty.
* - Phéc théo ngan sich cho cdc hoat dong marketing va cic khoan chi phi
phit sinh khac?
- Dy tinh l4i/15...

Thuc hién va ki€ém soat: ngay khi ke hoach dugc thuc hien, nha quéan ly
marketing khi 4y sé chiu trach nhiém kiém sodt tién trinh t3 chuc thuc hien dé
dat muc tieu de ra. Can phai than trong déi vdi chi phi ngan sich tai méi thoi
diém thyc hién chuong trinh: doanh s6 badn so véi ngan sich, chi phi thuc t&
so véi chi phi du todn, chi phi thyc t& cd nhan/bé phan so véi ngan sich... néu
¢6 sy chenh lech cin tién hanh cdc hoat dong hiéu chinh.

K&t luan: tdng hop céc van de thong bio ngay tir dau dua trén cic phan tich
ctia k€& hoach. Luu y day khong phai 1a mot bang tém tit. Tém tit céia ban lanh
dao thong thuong dua tren cdc két qua chinh y&u tir phan tich thi trudng.

Cau triic 10 chic markez‘ing

Triét thuyét hien dai v marketing téng hdi*® cho ring méi ngudi trong cong
ty phai la mot marketer da dang 4nh hudng sau sic dén cfu tric 8 chiic ctia
cdc cong ty. .

Mot k& hoach marketing hieu qua khi va chi khi chi¢n luge marketing va cdu
tric t8 chic marketing phtt hgp véi nhau. Vin de dit ra d6i véi cic lanh dao
cong ty: lieu cong ty c6 mot cdu tric t6 chuic duing véi chién luge cia minh hay
khong? Va vin de nay lien quan dén viec tao lap khéi/phong chic nang chiu
trach nhiem chinh vé ngudn nhan luc va phan con lai 1a tap trung vao chuc
ning cong tic thuc hien va t8 chuc kiém sodt. C6 nhitu thiét k& cdu tric t8
chuc cia cong ty va thong thudng s6 do t8 chitc marketing theo cic khuynh
hudng chic ning, san phdm, thi tritdng va hén hop.

%Philip Kotler, Holistic marketing - marketing tong hdi, Hoi thao marketing qubc té tai TRHCM, Viét Nam, 2007.



Hinh 11.2

So do t6 chuic
marketing theo
chic nang.

Hinh 11.3
So db t6 chuc

marketing theo
sin phdm.

To chuic theo chiic nang

Co ciu gbm cic quan ly marketing phu trach phin viec chuyén mon hoa
dudi sy lanh dao tryc tiép cha gidm d6c marketing hoic phé tdng gidam déc
marketing. Uu diém ciia hinh thdc t6 chic nay la sy chuyén mon héa theo
chic ning va tinh don gian ve hanh chinh. Tuy vay khi s6 lugng sin phim
nhigu va thi trudng ctia cong ty mé rong thi co cqu nay trd nén kém hiéu qua.

Téng Gidm dbc

CEO.

l

B6 phin
Tai chinh

B& phan
R&D

B6 phin B¢ phin
San xuat Bén hang &
Marketing
|
Thi truweéng
N6i dia

Td chic theo san pham

L

Thj trudng
Xuat khau

Ap dung phd bién tai cdc cong ty sin xudt kinh doanh nhigu sin phdm
hay phigu nhin hieu. Cdc quén ly vien san phdm trién khai cic k& hoach san

CEO.
Téng Gidm déc

} .

I

B6 phin
khac trong céng ty

B3 phin B3 phan
San pham A San pham B
B phin

Nghién ctru & Phat trién

B phin
Ban hang & marketing

B4 phin
T6 chirc - Nhan sy

phdm, chién lugc
canh tranh cho
san phdm, soan
thao k& hoach
marketing, tién
dodn mic tiéu
thy, cong tic véi
cdc ¢o sG quang
cdo dé wién khai
cic chién luoc
quéng cdo, khich
le luc lugng bin
hang va cic nha-
phan phéi ang ho
san phdm, phan
tich thanh tich
cua san phdm va
de xudt nhing sy
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Hinh 11.4

So do t8 chuc

marketing theo
thj truong.

cdi tién san phdm dé ddp ung nhiing nhu cau dang thay d6i cta thi trusng.
Nhitu vu diém phdt huy duge sy phdi hop, c6 thé phan 1ing nhanh chéng hon
trén thi trudng, trich nhiem cu thé d6i véi san phdm va phuc V4 cong tic dao
tao, huin luyen doi nga ke thira

To chiic theo thi truong -

Ap dung tai cic cong ty ban san phdm ctia ho cho nhitu thi truong khidc
nhau. Noi nao khdch mua hang hgp thanh titng nhém ¢6 hanh vi mua hang
hoic thi hi€u san phdm giéng nhau thi mot t3 chic quan tri theo thi truong la
can thi€t. Thuan loi la r6 rang trach nhiém va quyen han cta nha quan ly, cic
nha quan ly thi trudng c6 nhiém vu trién khai cdc k& hoach trudng ky va hang
nam vé doanh s6 va Igi nhugn trong thi truding ctia ho. Bét loi 1a phu thuoc
vao nhém nhé cdc nha quan ly gidi, c6 thé sé d& dang bé qua cic san phdm cu
thé ma chi tap trung vao dong san phdm ma thoi.

CEO.
Tong Giam doc

. Bé phén
khac trong cong ty

Thi treéng Thi rwdng Thi tredng
T4 clittc tidu ding Newdi tiéu dimg Toan ciu
(B2B) . ®20)
BO phin

Nghién cttu & Phat trién

B phan
Ban hang & Marketing

B¢ phén
San xudt- Ky thudt

T6 chiic theo ma tran

Ap dung tai cic cong ty dang sin xusit nhitu sin phdm tung ra thi trudng, mo
hinh doi héi cic quan ly vien sén phdm phai thong thao véi nhiing thi trudng

khiéc biet rat xa. Thuan 1¢i 1a c6 thé ddp tng moi trudng kinh t& chinh trj khac
“nhau tai ting thi trudng do.két hgp giita quan ly sin phdm va thi trudng. Bt



lgi 1a rdt dé bi sup d6 trong thoi gian khing hoang, truyen thong kha phic tap
phu thu¢c kha ning ra quyét dinh ctia cic nha quan ly.

 CEO.
Tang Giam d6c
B§ phin
khac trong cong ty
) ) Thi trudng
- Bophin | | Nguti t@‘; ding
s | 1 Sanphima . e (B2C
e G, Quan
A ;E.:"\ e g
n?g;.n Bﬁ Ph"-in :‘." ‘\'4". ‘.\'\ :Th!: ﬁ'lf?’llg. 1 thi
! 1 SanphdmB [NTrtveny TO chic figu ding trwig
phim N T (B28)
S ::,‘.:"\\
Bg phin (- SN
—1" SaphdmC [~ | Thitruing
T Toén cdu -
Sa db t68 chiic Quan Iy ban hing
marketing theo . San phdm C tai thi tredng todn cdu
ma trin hén hop

[ ] 7 L ]
T huc hign ke hoach marketing

Khdi niém

Thyc hién k& hoach marketing 14 mot tién trinh chuyén ke hoach market-
ing thanh nhtng hanh dong cy thé dé dat nhang muc tieu ciia k& hoach. Néu
nhu viéc xdc dinh chién lugc la cic hoat dong lien quan dén viec xdc dinh thi
trudng muc tieu, marketing mix va muc ngan sich thi thuc hien marketing thé
hién qua ngudi tién hanh, thai gian, dia diém va cdch ti€n hanh.

Yéu cau thuc hién

Dé c6 thé dam bao hoan toan cho viec thyc hien hoan hao cic chién luge
marketing cho t8 chuc: '

231




MARKETING BUONG BAI

- Can thong bdo 16 rang muc tiéu va cic phudng tien d€ hoan thanh muc
tieu cho nhiing ngudsi thuc hien. _

- Can d3m béo cho ngusi thuc hien duge hudng lgi ich tir viec thyc hien
cdc cong viée, cac k& hoach.

- Can hanh dong ngay, tranh bj te liet vi méi me phan tich. Chu truong
hoan hao sé hoan thanh cong viéc sau cung din dén viec gidm hieu qua
kinh doanh.

- Can khuyeén khich phat huy sdng kién, mé rong thOng tin hén lac dé€ gidi
quyét vin de.

Mot s6 kij nang markéting

Ky nang du dodn va phit hien vén d&: xic dinh dugc van de la c6 kha nang

thanh cong hon mot nda cia mot k& hoach hay chién luge marketing. Tir d6
- dua ra cdc cdch thdc giai quyét.

Ky nang danh gid cdp do cta vin de: Nhing van de trong thuc hien market-
ing c6 thé xdy ra § ba muc:

- Chic ning cong ty yeu cau dai lv quang cdo sang tao hon.

- Chuong trinh tung san phdm mdi.

- Chién lugc marketing doi héi moi nhan vien trong cong ty phai xem khach

hang la quan trong nhit.

Ky nang thuc hien marketing: bao gom bén ky nang chinh yéu la phan cong,
giam sdt, t6 chic va phéi hop. ‘

- Ky nang phan cong: phan phéi ngudn luc marketing {thoi gian, tien, nhan

lyc..) cho cdc bo phan chitc nang. v

- Ky nang gidm sdt: dung dieu hanh he théng, kiém tra, ddnh gid cic hoat

dong marketing.

- Ky nang t6 chuic: phdt trién mot co ciu van hanh hieu qua.

- Ky niing phéi hop: cic nha marketing phai dong vien va phéi hop ngudn

lyc trong noi bo va cdc d6i tic ben ngoai cong ty (dai ly quang cdo, dai ly

kenh phan phéi...)

Trién khai thuc hién

He th6ng marketing phai ph6i hop véi nhau mot cach dong bo dé thuc hien
chién lugc marketing thanh cong. Ben trong bo phan marketing cic nhan sy
lo v& quang cdo, ban hang, ditu nghien marketing va trién khai sén phdm mdi
deu phai thuc hien cic hoat dong hé trg cho k& hoach chién luge. Cong ty phai
trién khai cdu tric va he théng mot cich c6 hieu qua d€ phéi hop tit ca cdc
hoat dong nay lai v6i nhau thanh mot phuong 4n hanh dong thanh cong.

Trién khai cdc chuong trinh hanh dong: D€ trién khai va thuc hien thanh
cong chién lugc marketing, cong ty phéi xay dung mot chuong trinh hanh dong
chi tiét dinh o6 nhing quyét dinh va phan viec ¢6t yéu can thiét cho ai, thai



gian khi nao, cich thuc quyét dinh ciing nhu nhing hanh dong cu thé sé dugc
phéi hop... .

Xay dung mot cdu tric t8 chic hieu qua déng vai trd quan trong trong viéc
xdc dinh va phan chia nhiem vu cho titng bo phan, titng nhan vien, thiét lap
nhing tuyén thim quyen va lien lac, dong thoi phéi hop cdc quyét dinh cang
nhu cdc cong viéc phai lam trong toan cong ty..

Céc he thong quyét dinh va tudng thudng dudc thiét ke tot sé tao ditu kien
can bing hogp ly gitta nhing két qua hoat dong ngin han va thanh txch chién
luge lau dai.

Phit trién ngudn luc con ngusi toan he théng c6 ky niang, dong co va cd tinh
can thiét phut hop véi nhing ci tinh va ky nang khédc nhau.

Thiét lap bau khong khi quan tri t6t va nen vian héa ctia cong ty phit hop véi
phong cich quén tri va nen van héa cda minh. Phong cich t6t nhat luon luon
thay ddi tuy theo cfu tric, nhiem vy, con ngudi va hoan canh cu thé.

Ddnh gid va kiem sodt marketing
Muc dich
'Dam bio chuong trinh marketing hudng dén myc tieu da dinh.
Noi dung va kij thuat kiém soat

Kiém sodt chién lugc: linh viic marketing rat nhay cdm v6i tinh hinh thay déi
va khuynh huéng chuyén dich hanh vi tieu dung, canh tranh tren thi trudng.
Do vay, cic cong ty can dinh ky xem xét lai cic phuong dn chién luge tren thi
truong, kiém tra danh gid dé ddm bao nhiing muc tieu, k& hoach, gidi phdp va
tinh he théng ctia t6 chic marketing phit hgp. Thong thudng, cic cong ty sé
thue mot co quan doc lap véi bo phan marketing d€ thyc hien.

Kiém sodt hi¢u qué: can phdi tién hanh phan tich hieu qua vén dau tu cho
cdc hoat dong xic tién, bdan hang, quing cdo, nghien ciu thi truong...dé dieu
chinh hop ly

Kiém sot kha nang sinh lgi: xdc dinh trén titng sin phdm hay ky thuat quin
ly dong san phdm dé dam bao phit trién hay x6a bé chung. Céc cong ty con
phéi do ludng muc doanh loi cia cic san phdm theo titng khu v, theo ting
nhom khédch hang, theo ting cia hang, quay hang, theo timg nhan vien ban
hang va tham chi theo titng mét vuong dien tich ban hang. Kiém tra doanh lgi
dugc xdc dinh bing mot he théng chi tieu kinh t& ky thuat trong d6 quan trong
nhdt la ty sugt lgi nhuan tren von dau tw ROL

Kiém sodt nam: can phéi thuc hien viec kiém soit marketmg hang quy, hang

' nim ve cdc mat: doanh s6, thi phan, chi phi va'sy thoa man cda khdch hang,
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- Doanh s6: thyc t&€ so vdi chi tieu, dic biet can nhan thac duge chu ky,
khuynh hudng giita s6 lieu qud khy, thuc tién dé c6 du bdo trong tuong lai
mot cach hieu qua nhat.

- Chi phi: nhim dam béo can d6i hai hoa ngudn tai chinh phan bd, d€ c6
thé hieu chinh kip thoi cdc hoat dong marketing trudc nhiing bién dong.

- Phan tich tai chinh: nhan dién cdc yéu t6 tic dong dén ket qua tai chinh
cla cong ty trong ngin, trung va dai han.

- Phan tich sy hai long khéch hang: phit hien nhu cau va cung c4p kip thai
mong mudn khach hang. Co thé 6 chic cic cuoc ditu tra khach hang véi
nhiing miu dugc chon b4t ky; yeu cau khach hang dinh gid ve tinh than
than thién caa nhan vién cong ty, chit lugng phuc vu cting nhiing yéu t6
tic dong khdc...



T om tit

Cdc cong ty phai xay dung cdc ké hoach marketing [sau khi xay dung chién
lugc téng quit) cho ting sén phdm, nhan higu va thi trudng. Ditu quan trong,
mot chién lugc ro rang va chu ddo chi la mot trong bay yéu t6 din dén thanh
cong: cdu trdc [structure], chién lugc (strategy), he théng (system), ky nang (skills),
nhan sy (staff], phong cdch (style], va cdc gid tri (shared value). Ba yéu t6 dau la
“phan cing” va bon yeu t6 ke tiep la “phan mem”, chiing ¢6 méi lien he mat
thi€t tuong tic v6i nhau tao nen sy thanh cong. (Theo hiang Mc Kinsey).

Thanh phan chinh cia mot ké& hoach marketing la tdng hgp cdc chi tdeu
kiém tra, tinh hinh marketing hién tai ctia cong ty, nhing nguy co va kha nang,
nhiém vu va van de, chién luge marketing, chuong trinh hanh dong, ngan sich
va trinh ty kiém soat. D€ thyuc hien thanh cong cic chién luge marketing, cdc
cong ty can thyc hién xem xét cdn trong cdc ngudn luc marketing ben trong va
bén ngoai cong ty: trién khai cic chuong trinh hanh dong, thiét k& cac he theng
quyét dinh va tudng thudng, thiét lap bau khong khi quan tri t6t ciing véi mot
ne&n vin héa phit hop va mot cdu tric 8 chiic niang dong hieu qua. ,

Cic cong ty véi nhing chién lugc khic nhau thi can cdu tric t8 chic mar-
keting khdc nhau. Dya vao d6, xdc dinh va phan chia nhiéem vu cho ting bo
phan, ting nhan vien, thiét lap nhung tuyén thdm quyen va lien lac, dong thai
phéi hop cic quyét dinh ciing nhu cic cong viec phai lam trong toan cong ty.
Céc cong ty c6 thé 6 chuic theo chic nang, san phdm, thi trudng hay ma tran
két hgp nham tao ra mot cau truc t8 chitc uyén chuyén, khuyén khich sdng tao,
nang dong cda té chuc dé thyc hien thanh cong chien luoc marketing.

Vigc kiém tra thyc hien cdc k& hoach marketing hang nam la ditu can thiet
nhim dam bao két qué cing nhu tién trinh thuc hien k& hoach chi tieu so véi
thuc t& Cong ty c6 thé st dung viec kiém tra khdc nhu kha ning sinh lgi dua
trén tieu chi ROl hay kiém tra hieu qua thuc hien va kiém tra chién luge — dam
bdo sy hgp nhdt moi trudng marketing, nhiem vy, chién luge va hoat dong
nghiep vu dé cai tién toan dien hoat dOng marketing ctia cOng ty. -
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Cau hot thao lug
au not thao lugn
| (1) Liet ke nhiang thong tin thi trudng cin thigt d6i véi viec hoach dinh ke

hoach marketing. Lam thé nao dé c¢6 dugc nhing thong tin d6?

(2) Trinh bay cdc budc thiét lap va noi dung chi tiét ciia mot k& hoach market-
ing.

(3) Théao luan nhing thédch thic chinh ma cic marketer phai duoﬁg dau trong
viéc phat trién va thuc hien mot k& hoach marketing.

(4) Théo luan nhiing khé khan va thuan loi cia viec lap mot k& hoach market-
ing cho mot san phdm d4 tung ra ngoai thi trudng va mot san phdm hoan toan

mdi.

(5] Trinh bay nhtng thuan lgi va nhing b4t Ioi cta viec thiét k& cdu tric t6 chuic
marketing ctia mot cong ty theo chic nang. So sanh véi cic cdu tric khéc.

(6] Tam quan trong cta viéc kiém sodt marketing?

(7) Tim hiéu thuc t€ viec lap k& hoach marketing ctia mot cong ty nhé va vira
ma ban biét tai dia phuong. '



MUC TIEU CAN BAN

Sau khi tim hiéu chuong nay, ngu’di doc co kha néng-

[1] Thédu hiéu ve nhing luan dlem phé phan cda xa hoi
déi voi hoat dong marketing,

[2) Nhan thuc ré ring van de dao duc quan trong trong
hoat dong marketing ctia cong ty.

(3) Giai thich markeﬁng xa hoi va xay dung mé’i'quan he.

(4] Trinh bay cdc van de moéi trudng va cic van déve mar-
keting moi trudng.
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Gior thigu not dung

Chung ta da dugc gidi thieu khung téng quit thuyc hien viec hoach dinh ké
hoach marketing. Chuong cud6i ciing nay sé tap trung su chu y vao nhing vin
d& quan trong can dugc xem xét trong sudt tién trinh hoach dinh marketing.
Nhing vin de lien quan dén quan niem triach nhiem moi trudng, xa hoi va dao
duc da gia tang trong gan hon thap ky qua, theo sy doi héi cia cong chiing va
nhang thay déi luat phdp qudc gia lien quan dén van de nay. Noi dung de cap
bao gom vin de dao diuc trong marketing mix, marketing xa hoi va van de ve
moi trudng. Ddng thai, phan cubi cung cing sé de cap dén nhing thach thdc
tuong lai marketing.

Marketing va xa hot

Hinh 12.2
Ket qud dieu
nghién néi lo
ling cia nguoi
tieu ding.

Phé phan marketing tit phia du Tuan xa héi

Nhitu quan diém hién nay cho ring, marketing Ia mot he théng khoa hoc
cung tng dich vu va ddm bdo sy ¢6 lgi cho ngusi mua - ddp wng nhu ciu va
uSc mudn cia ho va ngusi ban - ¢6 dau tu dat 1gi nhuan can thiét. Tuy vay,
ngudi tieu dung dang lo ngai thuc tién marketing nao do darig lam hai c4 nhan
ngudi tieu ding, xa hoi xét trén binh dien t6ng thé va cic c(mg ty kinh doanh
khdc trong nganh.

Géc do ctia ngudi tieu ding: duge thé hien chi tiet trong cic divu nghien
vé m6i quan tam cta ngudi tieu dung d6i véi hoat dong marketing nhu chat
lugng san phdm khong twong xung, gid cao, noi dung thong diep va tan s6

| Gia san phém cao

Lii suat cao

Chat luong san phim kém

‘Chit hrong dich vy va sira chita kém

San phim hu héng

San phim nguy hiém

Khong lam d‘xﬁu{g nhu quang cao

Bao bi gay nhdm 14n

Khéng xir Iy théa dang cac khiéu nai
Bio hanh khong thich hop '
* Cho thi¢u no

56 % lo aw clia nguoi tidu ding



quéang cdo dugc cudng dieu qud muc, hoic sy nhiét tinh thuyét phuc caa doi
ngit nhan vien ban hang dén muc ¢6 thé goi la ddnh lita khach hang va cdc huia
hen khong dugc ddp dng...

Goc do tic dong cua marketing 1én xa hoi nhu mot tong thé: &
cap dén viec tao ra suic ép qud I6n vao viec s& hittu vat chat, gay 6 nhiém vin
héa, c6 nhigu quyen luc chinh tr. Vi di dién hinh cic nganh kinh doanh dugc
pham, thuéc 14, rugu bia... chu trong lgi ich cia nhém nganh rieng 1€ hon 1a
Igi ich toan xa hoi.

Goc do tac dong lén cic doanh nghiép: thé hien thong qua viec mé rong

nganh hang cia cdc cong ty 16n, sy sit nhap hay mua lai®! cic doanh nghiep

khdc din dén lam gidm nghien ciu phdt trién san phdm va dich vy, gia ting’
doc quyen hay sy canh tranh thi€u lanh manh cong bing®2.

Hanh dong dieu tiét marketing cia cong dan va nha nudc

Phan tng c6 he théng vdi cdc van de marketing thé hien trong cac phong trao
chinh: phong trao bao vé quyen lgi ngusi tieu dung va bao ve moi trudng,

Phong trao bao vé quyén loi ngudi tiéu dung: 1a mot phong trao van
dong ¢6 t8 chuc cia cic cong dan va co quan nha nudc, nhim nang cao quyen
lgi va quyen lyc ctia ngudi mua trong méi quan he véi ngudi ban. Dic biet voi
cic quyen lgi b6 sung ctia ngudi mua: quyen duge thong tin t6t ve cic khia
canh quan trong ctia sén phdm, quyén dugc bao vé chéng lai nhing san phdm
hay cung cdch marketing ddng ng& va quyen anh hudng dén sin phdm va céc
thuc ti&n marketing bing nhiing cich dé lam tang tién ch4t lugng cuoc séng.

Phong trao bao vé méi truong: la cuoc van dong c6 8 chic ctia cdc cong
dan, doanh nghiép va co quan nha nudc c6 quan tam dén viec cai thien moi
truong song cia ngudi dan. Dic biet véi cdc nganh cong nghiep sit thép, tien
ich cong cong bugc phai dau tu hang ty d6 la d€ kiém sodt 6 nhiém va nhien
lieu mdi hay nhu viec bao vé moi trudng ty nhien hien thai da dit ra cho moi
ngudi tieu thy va cdc cong ty phai trién khai nhing san phdm an toan ve mat
sinh thdi, bao bi t4i sinh va dugc phan hay bing sinh hoc, kiém sodt t6t hon va
c6 hieu qua nang lugng hon. Vi du tap doan bén 1é Walmart cang di yeu ciu
cdc nha cung cdp phéi cung cdp nhigu hon cic san phdm tii ch€ hay ban than
nha ban lé phai dat cic thiung rdc tai cic dai sieu thi ciia minh va mé nhang
ctta hang than thien véi moi sinh.

Dai voi cac co quan nha nudc: da khéi xudng nhing vin de lap phap véi .

*'Trong thdp nién dau cia thé ky 21, R.J.Reynolds d4 mua Nabisco Brands, Philip Moris mua General Foods, P&G mua
toan b§ cong ty Gillette, Nestle s¢ hitu Canation... v trong timg nganh d&u xay ra viéc sét nhép giira cc cong ty 16n: hang

khong, dwoc phim, 6 t6...

~»Tai Viét Nam: Colgate Palmolive mua lai }<em danh rang Da Lan, Unilever mua kem dénh ring P/S, Viso, Cong ty Kinh
Do mua lai Kem Wall va s¢ hivu phén [6n ¢b phan cua Bibica, Nutifoods. ..
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cdc du luat cu thé da di vao cuoc séng va kinh doanh va ngay cang nhigu cac
dy thio méi dugc b6 sung nhim gép phin dam bio hanh xd& cha gi6i kinh
doanh huéng dén marketing ¢6 trach nhiem d6i véi xa hoi.

Dao diic va nhang van de
dao dic trong marketing

Khdi niém dao duc

Dao duc la cdc tieu chudn ve cach hanh xi chi phéi tu cich cda cdc cd nhan
va 6 chuc kinh doanh. So véi cdc chiic nang khac, marketing 1a mot linh vyc
c6 nhieu kha niang phat sinh nhigu van de dao duc.

Dao duc marketing lien quan d€ nhing hanh dong duang hoic sai caa mar-
keting trén phuong dien dao duc. C6 thé xem xét theo hai khia canh:

- Nguyen tic lien quan dén viec nghién ciu c6 he théng d6i véi cdc danh
gid vé mat tinh than d6i vé6i cdc quyét dinh, cich thuc hanh va thé ché caa
marketing.

- Tieu chuin hay nhiing quy tic 4p dung dé phdn xét nhitng hoat dong
marketing 1 diing hay sai.

Don gian hon, dao dic marketing 1a nhiing vin d& vé mat phdm hanh cta
cdc nha quan ly marketing. N6 bao gom viéc xem xét phai trdi vé an toan san
phdm, tinh trung thyc trong quang cdo hay sy chinh tryc trong viéc dinh gia.
N6 la mot phan cia nhitng quyét dinh lien quan tryuc tiép dén viec hoach
dinh marketing.

Nhitng chi trich gan day ve dao diic marketing phan dnh nhing quan tam
ngly cang gia ting ctia xa hoi vé thyc hanh kinh doanh va da tap trung vao
nhitng vin de cu thé, nhing nganh cong nghiép cu thé va tiing cong ty cu thé.
Nhitu ngudi lien két hoat dong marketing, dic biet viec ban hang va quang cdo
vdi su khong trung thuc va lia d6i.

Nhitng nha phe binh cho ring marketing lam gia ting cha nghia trong vat
chat, lang phi ngudn lyc khan hiém va muc dich cu6i cung la tieu thy san phdm
va thudng bo qua vai tro cia ngudi tieu diing trong tién trinh nay. Va gan day
nhtng chi trich vé viéc lang phi marketing lien quan dén nhing Igi ich vo
hinh ma san phdm c¢6 thé cung c4p, bao gdom nhing Igi ich v tam ly va xa hoi.
Nhiing lgi ich vo6 hinh nay thudng gin lign véi cdc hoat dong marketing nhu
quang cdo va xay dung thuong hiéu. Ngugc lai, cic marketer tuyén b6 market-
ing thuc sy phuc vu x4 hoi.

Nhitng tranh luan trén da dé xem xét ring hoat dong marketing thuc su
khong thé khong lien quan dén vin de dao duc xa hoi: trude hét la khong phai

|



tdt ca thi trudng déu ¢6 canh tranh va khong phai tit ca ngudi tieu dung dugc
thong tin day di. Ké dén 1 luat phdp cing c6 gisi han nh4t dinh dén hoat
dong marketing va sau cting 13 thuc hanh marketing (dac biet la quang cdo)
phan dnh ban sic xa hoi.

Véan dé dao dic trong marketing

Doi véi san pham: Vin de dao duic ¢6 thé phit sinh tit chinh sdch san phdm

thong qua chu ky s6ng cta san phdm tir lac phat trién dén lic suy thodi. Sy an

toan cua san phdm thudng 12 mot van de dao dic ndi troi trong chinh sich san

phdm. Hau hét t4t ca cac quéc gia deu quy dinh phdp ly d6i véi cdc san phdm

ban ra phai c6 gid tri va phit hgp véi muc dich mong dgi ngusi tieu dung va
. yéu cau san pham phai an toan.

Cang nhu noi dung ham chia trong yeu cau nay la chinh sich bao hanh,
nha bdn hang [nha sin xudt, nha ban si va nha bén 1¢] phéi chiu trach nhiem
v6i san phdm cung cdp c6 thé gay phuong hai dén ngudsi tieu diung. Hon nia,
ngudi ban hang phéi gén ket véi nhing quy dinh an toan san phdm do co quan
luat phdp luat ban hanh. >

Tuy vay, xem xét van de dao duc trong an toan sén phdm c6 y nghia vugt
qua ca giéi han quy dinh cta phdp ly. Marketer phai ty héi: san phdm ctia cong
ty an toan dén muc nao? N6 khong ¢6 kha ning gay ra rdi ro cho méi trusng,
cho nhiing san phdm khong c6 kha ning gay hai bdi vi an toan san phdm la
mot chic ning cta ngudi tieu ding cing nhu thiét k& san phdm va san xudt
ra né!

Dai vai gid ca: Dinh gid la mot trong nhiing linh vuc quy dinh ctia marketing.
Nhang quy dinh cia nha nudc va phép luat lien quan dén gid ban quy dinh,
nhan thic dung gid ban, gid bdn qud cao va dinh gid chuyén nhuong. Trong
mot vai trudng hop, thuc t€ dp dung gid din khong vi pham phép luat nhung
khong c6 nghia 1a c6 dao duc.

Dai véi phan phéi: Vin de dao dic trong phan phéi thusng lien quan dén
nhiing xung dot gira cic trung gian phan phdi, dién hinh phin dnh trong
quyen lyc khong can béing trong méi quan h¢ kenh phan phéi. Quyen hic ctia
nhitng nha ban 1¢, nha bén si hay nha sin xu4t lén thudng bi lam dung trong
viéc yéu cau cdc nha cung ing phuc vu nhiang doi héi vugt qud stc cia ho. Vi
- du nha bin Ié yeu ciu nha cung cdp phai tra chi phi d€ ¢6 thé dua san phdm
cta minh vao danh myc bdn hang ciia nha ban 1é, mot s6 nha san xuit nhé
thuc sy khong thé dap ung dugc nhing uéu chudn qud khét khe cta cic nha
bdn Ié.

Ben canh d6 la nhang vin dé trong quan ly kenh phan phéi bao gom ca thi
trudng chg den, nhitu nha ban 1& da bi chi trich tha 1dng viec ban hang cho
cic kenh trung gian va thudng thi cic trung gian phai dugc diu tu véi chi phi
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rit cao do phai cung ting dich vy khach hang 6t hon va phai canh tranh quyét
liet nen buoc ho phai ddy gid len cao.

D6i véi truyén thong: Vin de dao dic trong truyen thong thé hién ro nhat
va bi chi trich nhizu nh4t trong cic hoat dong marketing la trong hoat dong
quéang cdo vdi vai trd truyen thong thuyét phuc khdch hang (su that la quang
cdo da ton tai van de dao duc tir lic quang cdo duge st dung). Hau hét cic
quéc gia deu quy dinh chat ché nhang quy dinh quing cdo cu thé theo tiung
nganh-va nha quéng cdo phai khai bdo tit ca két qua hoat dong cia ho.

Sy lam dung ctia quang cdo c6 thé bao ham viec cudng dieu qud mic hay
khong trung thuc cung c4p thong tin, hay cung c4p sai lech. Nhing sy lam dung
nhu vay, vé mit dao dic 1a hoan toan vi pham luat phdp. Tuy vay, rdt khé c6
thé kem ché dugc nhitu hanh vi xdu dudi danh nghia quang cdo. Chi c6 nhiing
nguyén tic dao duc t6t dep trong pham vi cong ty, nganh cong nghiép va cic
nhém chuyen nghiep la ¢6 thé da kha nang lam dugc.

Bén hang cd nhan thuong khong dugc gidm sat thudng xuyen, cic hanh
dong sau dugc xem xét 1a khong phu hop véi chudn muc dao duc: d@ cao
nhieu vu diém san phdm, hia hen nhitu hon kha ning cung cdp, cuong dieu
hoic noi d6i, hay cung cdp nhiing san pham khong dung. Nhitng xung dot ban
hang ca nhan thudng xay ra gitta ngudi ban hang va cong ty, ngudi ban hang va
khich hang, ngudi ban hang va déi thi

Hoat dong quan he cong ching, van dong hanh lang cang lien quan nhigu
dén van de dao duc, tit viec tao lap quan he d6i tic, cung cdp va khai théc thong
tin bdo chi, tic dong quyen lgi nhém lgi ich rieng 18, cong cu canh tranh..Vi du
nhu cdc hoat dong tung tin x4u c6 chd dinh d6i véi cdc co quan truyen thong
nhim muc dich rieng minh hoic t4n cong de bep dai tha...

Thuc t& mot trong nhitng thit thach marketing 12 céi thién niem tin ctia cong
chting vao cdc cudc truyen thong hiéu qua: cic hinh thic ban hang, quing cdo,
dinh gid, phan phéi va st dung thong tin khach hang phit hgp véi mot chudn
muc dao diic cao thong qua viec gitt dung 161 hia, ddnh gid va gidi trinh traich
nhiem va cu xt hop dao duc trude hét tir rieng bén trong cong ty (dir ring con
nhizu tic dong yéu t6 ben ngoai vuot kha ning kiém sodt cda cong ty} va bing
nhing k& hoach, chién lugc marketing hi¢u qua.

Khdr miem marketing xa hot

Khai niém

Marketing x4 hoi (social marketing] c6 thé hiéu a viec ting dung cic ky thuat
marketing thuong mai trong viéc phan tich, hoach dinh, thuc hién va danh gid
cdc chuong trinh thiét k& dé anh hudng hanh vi ty nguyén cia déi tugng muc



tieu nhim cai tién chinh sich xa hoi caa ho va phuc vu xi hoi

Marketing xa hoi c6 m6i quan heé r6 rang vdi marketing thuong mai. Tuy vay,
marketing xa hoi khac biet nhat dinh véi marketing thuong mai la né tap trung
- gidi quyét nhing van de xa hoi, trong khi d6 marketing thuong mai tap trung
viao viéc san xudt cdc loai hang héa dich vu khdc nhau nhim muc dich kiém lgi.
Khach hang cia marketing xa hoi thong thudng khong mong dgi “tra gid ngang
bing véi chi phi dich vu cung cdp” nhu khdch hang cia marketing thuong mai.
Marketing chiu trach nhiem veé mat xa hoi la marketing thuong mai ma c6 tinh
dén mot cich hop ly nhitng trich nhiém xa hoi ctia n6 trong viéc marketing
san phdm va dich vy thong thuong.

Marketing x4 hoi tap trung anh hudng dén hanh vi ctia moi ngudi tranh khoi
cic hanh dong hay 16i séng khong lanh manh, marketing xa hoi dugc thiét ké
dé dan dit hay dong gép d6i véi mot van de xa hoi ma sé cai tién dugc hanh
phic ctia mot ngudi. Su ¢6 ging thay d6i hanh vi ctia moi ngusi nay cang c6
thé lien quan su bd sung trong thdi do, gid tri, quy tic va y tudng caa ho. Qua
that, n6 doi hoéi nhitng thay déi ve hanh vi va gid tri trong cong dong hay nhém
ngudi ma ho séng hay lién he v6i nhau. Hanh phic cia méi cd nhan va xa hoi
mot cich chd quan duge nhin nhan bdi nhitng ¢4 nhan lién quan nhung gin
lien véi quyét dinh thong qua tién trinh tranh luan va phan xét cda xa hoi. Digu
nay khong c6 nghia 12 moi ngudi sé ddng y véi nhitng tién trinh nay.

Cidc nha hoat dong marketing nhim muc tieu dua ra cdc gia tri nhim tic
dong dén d6i tugng la nhitng ngudi khong tin tudng hoic mat niém tin vi
nhitng bt 6n xay ra trong cuoc s6ng ctia ho. Nhu vay, vin de xa hoi can duge
nhin nhan mot cach doc lap, khong lien quan dén nhan thdc cda con ngusi
trong xi hoi d6. Chang han nhu viec gido duc giéi tinh cho thanh thi€u nien
G cdc xd hoi trén thé giéi [a rdt khdc nhau theo quan diém cda con ngudi & xa
hoi do.

Marketing xa hoi va xay dung méi quan heé

Marketing xa hoi lam thay d6i hanh vi ngusi tiéu dung trong xa hoi. Nhing
thay déi nay khong phéi x4y ra trong thoi gian ngin, ma lien quan dén hang
loat cdc budc suy tinh va thong qua viéc ciing ¢6 cic su kien, tién trinh nang
dong va khong 6n dinh. Vi du khuyén khich moi ngudi tit bé hut thudc, tap
thé duc deu din hay cham séc sic khde thudng xuyen tai cic ¢ s& y t& hay
bénh vien.

Marketing vi xa hoi (societal marketing) cht truong ring mot cong ty sing
sudt sé dua ra cic quyét dinh marketing ctia minh duya trén su xem xét udc
muoén va loi ich cia ngudi tieu diing, yéu cau cda cong ty, va loi ich lau dai cta
. xa hoi.
 Marketing xa hoi dugc thiét lap tren n2n tang niem tin. Do vay, d€ xay dung
marketing x4 hoi hieu qua, can bt dau tir y thudc suy nghi xay dung méi quan
he dai han. Trong khi d6 giao dich chi c6 tinh chdt nong can va khong day da
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Hinh 12.3

M6i quan he t6
chic dinh hudng
marketing xa hoi
lam trong tam,

Hasting 2003

Nha cung edp

B¢ phan chire

Nawdi
tiéu dung

dé c6 thé so sinh véi quan niém xay dung quan he. Vi'dy mot ngudi muén bo
thuéc, cach thiic t6t dé tuong tic véi ho la phai thusng xuyen va danh cho ho
nhing cong hién ddp dng nhu ciu cda ho tai ting thdi diém trong mot tién
trinh dai han chw khong phai 1a nhing thong diep nhét thoi hay dé “dap tit”
tic thoi . ' '

Trong marketing thuong mai, xay dung méi quan he trong pham vi nay sé
la thong tin ky thuat doc lap. Sy tién bo theo chitu hudng nay di bt dau. Ky
thuat khai thac d lieu khach hang da dugc st dung d€ céi thien phong chéng
dich ta va chéng ung thu. Hay di lieu dugc st dung dé tinh tign hoa don c6 thé
ap dung va phuc vu cho titng khdch hang thong qua cdc thong diép cham s6c
sttc khée hay san phdm. Thong qua nhiing thong diép nay t6 chdc ¢ thé lam
gia tang hinh anh t6t dep cta minh trong long ngudi tieu dung. Viec chuyén
dich tir marketing giao dich sang marketing xay dung méi quan hé cung cdp
nhing thudc do s6ng con trong thai dai trao d6i marketing xa hoi tit xay dung
niem tin dén cam két va kha nang hoach dinh chién luge dai han.

Nguyén tac marketing xa hoi

Ngusi phu trich hoach dinh marketing x4 hoi can suy nghi ve viec xay dung
méi quan he trong 4 linh vuc mo ta chi tiét: (1) xay dung quan he d6i tic véi
ngudi mua va ngudi tai trg, (2) xay dung quan he d6i tic véi nha cung cdp
bao gdm cdc cong ty quang cdo, cong ty nghién ciu thi rudng dam bio dat
muc tieu dai han, (3) xay dung quan heé noi bo gom cdc bo phan chic ning
va nhan vien trong toan cong ty va (4) xay dung quan he Igi ich chung véi cic
<0 quan quan ly nha nudc, cic ¢o quan kiém sodt chic ning tao lap céc lien

" minh dai han véi cdc t8 chic xa hoi dé gia ting cdc co hoi phuc vu lgi ich xa

hoi dai lau.



Van de mor truong xanh
Khai niém

Marketing x4 hoi lien quan dén moi trudng da phdt trién thanh mot tién
trinh phuc hop ky chién thuat theo phuong dn ti€p can marketing tong hoi
hon la sy cudng dieu marketing don gian hay nhiing cg hoi tich thuat da ap
dung tai mot s& cong ty. Hinh thic nay mé rong tir quan niém marketing giao
dich bing cich lam giam thiéu nhing tic dong bét 1gi cha viec giao dich déi
véi moi trudng t nhién.

Can hiéu biét nhitng dong co cing nhu nhitng dp luc d6i véi “lam xanh moi
trudng” la hét sc can thiét dsi véi t8 chic cong ty, vi n6 c6 thé dinh hinh cac
hoat dong marketing moi trudng trong toan t6 chitc. Muc dich chinh cta cong
ty la théa man nhu cau cia khach hang tiem ang trong khi khai thac nhing
loi thé canh tranh va bio dam an toan luat phéap xa hoi quy dinh (Meffert and
Kirchgeorg, 1998]. D& dim bio hiéu qui, ban quan ly marketing cta cong ty
nén phat trién mot quan niém cu thé d6i véi marketing“xanh”.

A 1l

Cac miic dd “xanh"” marketing

Hoat dong marketing “xanh” c6 thé dién ra & ba muic d9 trong cong ty: chién
luge, hau nhu 1a chién luge va chién thuat.

- Goc do chién lugc c6 sy thay d6i nen ting trong triét ly cia cong ty (trang
bi he théng xit ly nudc thai, nguyen vat lieu i st dung..]

- Géc do hau nhu 1 chién luge [a mot sy thay d6i tiem nang trong thuc t&
kinh doanh cong ty (gidm tieu thy nudc, tiét kiem dien..)

- Va chién thuit la su chuyén dich hoat dong chiic ning (cdch thuc khuyén
mai, chuong trinh khuyén khich ngusi dung ¢6 trach nhiém véi viec bao ve
moi trudng...)

. 'Van dé moi truong xanh lién quan dén marketing

San pham

Phan tich vong d6i sén phdm c6 thé cung c4p nhiing gidi phdp than thien
moi sinh® d6i véi cic vin de lien quan dén chinh sich san phdm va bao bi.
Dé gidi quyét nhing vin de san phdm lien quan dén moi trudng cian phai phan
tich pham vi trdch nhiém ctia cdc nha cung c4p, nha sdn xudt, nha phan phéi
va ngudi tieu dung. :

Nhitng quy dinh méi dya trén cdc nguyen tic phidt trién ben viing va dam
bao nha san xudt sé bi bit buoc déng vai tro tich cuc trong chu ky phat trién
kinh t&

Giai phdp than thien moi sinh doi hoéi he théng cung van va trinh bay san

9% Bao SQTT sb ra thang 7/2008 thong t‘in cac siéu\ thi Metro,wBig C tai Viét Nam d3 tung céc chién dich khéng phat tai
nylon mién phi cho khach hang nira, nham g6p phan gidm thiéu chat thai i nylon ra méi trudng.
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pham tai diém ban, sy chudn bi can bing véi vat lieu bao bi, he théng bao bi va
cic phuong tién can thiét ddm bdo bao bi than thien véi moi trudng®.

Gia ca

Cic san phdm “xanh” thudng duge dinh gid cao hon cdc san phdm truyen
théng. Dizu nay khong 6 nghia lic nzo chi phi tao ra ching cing cao hon
khi xem xét moi chi phi lien quan. Ve nguyen ly chung, chi phi cho san phdm
“xanh” ¢6 thé cao luc dau nhung chi phi dai han phai thdp hon san phdm
thong thuong.

Vin de dinh gid lien quan dén do nhay cim ve gid cia ngudi tieu ding,
nhung gid day chi phi hgp le d6i véi viec kiém sodt moi trudng trong thanh
phin cia gid ngay cang quan trong va dugc chd trong hon.

Chién lugc dinh gid phai dua vao phan khic nhém khich hang myc tieu
thuc t€ va titm ning dugc phan chia véi sy hé trg ba tieu chudn chinh: {1)
nhan biét ve sinh thdi, (2) tic dong phu thuoc cd nhan, va (3) mong mudn tra
gid cao hon cho viec kiém sodt 6 nhiém. Nei chung, gid gisi thieu san phdm
than thien véi moi trudng sinh thdi thdp gitp ngusi tieu ding thay d4i thdi do
hanh vi mua hang caa ho, bing cich dé c6 thé phd bién san phdm than thien
véi sinh thdi. Két hop véi tinh chi phi d6i véi nhing san phim khong than
thien véi sinh thdi c¢6 thé ddm bao su can bing can thi€t véi nhan thic ciia ho.
Viec tra lai nhing bao bi hay san phdm da sit dung sé thanh cC)ng néu cong ty
dp dung cdc khoan thudng ve gid cho viec tra lai d6.

Phan phoi

Thong thuong nha san xudt phai chon lya nhigu kenh phan phéi khéac nhau,
gi¢ day ho phai xem xét vai trd lien quan céa quy trinh phan ph6i ngugc lai.
Viec thyc hién chudi gid tri cung ing chu trinh déng trong marketing “xanh”
doi hoi phai suy nghi lai viec phan phéi hén hop gitta chubi gid tri cung tng
chityén giao va chudi gid trj cung tng dy trit. Don gian la cong ty phai chd trong
can bang viéc cung ng hang héa giao di va viec tiép nhan hang héa tra lai (si
dung lai hay bi tra lai do 16i chat lugng, s6 luong, ky thuat..)

Tai mot s6 nudc tien tien (EU, My, Nhat...) da ¢6 nhing quy dinh ve sinh théi
ban hanh nhim khuyén khich nhing san phdm ma it tic dong véi moi trudng
trong sudt chu ky vong dsi cda né va cung cip thong tin t6t hon cho ngudsi tieu
duing ve tic dong dén moi trudng ciia san phdm.

Truyén thong ‘
Mot van de kho dai voi viec dién dat nhing thong tin ve moi trudng nao
" neén truyen thong va cich thuc truyen thong nhing thong tin dé nhu the nao?
Truyen thong nhiing thong tin moi trudng rieng biet c6 nhitu cich tiép can
thich hgp nhung doi hoi nhiing thay ddi hoat dong that su cia cong ty méi ¢6
y nghia, néu khong sé khong c6 tic dung.

%B4o Tubdi Tré s6 ra ngay 19-9-2008 Vedan “giét” song Thi Vai da néu lén viée cong ty Vedan xa nuoc thai truc tiép chua
qua xur ly cua cong ty Vedan xuong song Thi Vai vao ban dém thdng qua mdt hé théng dng thoat ngdm duéi séng, da co
dAu hiéu vi pham phép luat v& méi trrong nghiém trong.



Cong ty phai thuc hien nhing giai phdp than thien véi méi trudng mot cich
téng hoa d6i véi nhitng van de cta ho trudce khi dua thong tin dén vdi cong
chung, tuy vay khi wng dung cic ky thuat quing cdo ¢8 dién (thong diep tao
cam xuc va dinh huéng ban hang 1a chii y&u) sé phit sinh nhitu van de khong
phu hop véi cdc thong diep marketing ding tin cay, dinh hudng than thien moi

trudng ctia cong ty.
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Tom tit

Dao duc la nhitng tieu chudn ve cach hanh xi chi phéi tu cich cd nhan,
nhém ngudi va cc t8 chitc kinh doanh. Nhitng niem tin va tieu chudn dung
sai thay d4i theo thai gian va van de dao duc ngay cang trd nen quan trong khi
muc do canh tranh phat trién kinh t€, ky thuat toan cau hien nay heét suc phuc

- tap, da dang va khac liet.

Dao diic marketing ham chia nhing cich ung xit luat le, tieu chudn, phan
xét vé mit tinh than d6i véi nhing quyét dinh va tinh huéng marketing. Cic
cong ty can phai tranh nhing vin de vi pham dao dic trong viec xay dung
nhan thic khich hang bing cdc thong diep vi pham rieng tu cia khach hang,
cudng dieu hoa cic diém tich cyc va che gidu nhing diém tieu cuc bing be
ngoai dep mét hay khuyén khich khdch hang mua hang thong qua cdc hia hen
quéd muc. iR

Marketing xa hot 1a mot he théng ¢6 thé dugc st dung dé thay déi cach thuc
suy nghi va hanh x& cia moi ngudi. N6 vin dya vao nhitng quan niém market-
ing thuong mai. Tuy nhien, khong giong nhu marketing thuong mai, muc tieu
ctia marketing xa hoi 1a lam cho moi ngudi nghi khic ve nhitng y tudng ci va
tap trung vao nhing quan niém mdi ma c6 thé tao them gid tri véi cudc séng
ctia ho. Marketing xa hot lien quan dén cdc t8 chuc phi lgi nhuan, chinh phg,
t6 chiic cong dong, nhitng 3 chuc cd nhan va van de sic khoe, y t& xa hoi va
bt cit t6 chic nao mudn tic dong thay d6i xa hoi

Mic du vin d& moi trudng anh hudng dén hoat dong ctia nhan loai, nhung
¢6 rét it phuong phdp tich hop trong vin d& moi trudng xanh. Didu nay dic
biet dung vdi hoat dong marketing. Xa hoi thay d4i, ngay cang quan tam dén
van d& moi trudng va mot vai cong ty da chdp nhan nhiting quan niem nhu he
théng quan ly moi trudng va han ché chat thai, va di dp dung nhing vin de
moi trudng vao trong cong cuoc kinh doanh cia minh.

Marketing “xanh” lien quan dén nhieu hoat dong khic nhau bao gom viec
bd sung san phdm, thay déi quy trinh sin xu4t, cii tién bao bi cang nhu hoat
dong quang cdo. Tuy vay dinh nghia marketing xanh-khong phai la trach nhiem
don gian, ham chda trong cic quan niem marketing moi trudng, marketing
xanh va marketing sinh thdi.

Khong phai t4t ca lanh dao deu 6 tinh than trach nhiém dao dic cao d6i
v6i hoat dong ctia minh. Do dic thu ctia titng cong ty, tirng nen van hda va tinh
chit “md” ctia ting nen kinh t€ ma van de dao dic nay dugc dit & nhing muc
d¢ khic nhau. Do vay, tily quan niém va hinh thdc tng dung, cong ty can phéi
bao ddm ring c¢6 nhang chinh sich dao ditc marketing chinh thuc cho t6 chic
vdi nhtng nguyen tic chung dugc xdc dinh 6 rang cho tit cA moi ngudi phai
tuan theo vo ditu kien. Trong thuc tién, cic nha hoat dong marketing ding
ddn va c6 y thic cing gap phai nhiing tinh thé kho xt ve dao duc. Tuy nhien,
dieu t6i thiéu la cic cong ty can dam béo nhitng hoat dong ciia ho khong lam
cho ngudi tieu ding hay t6 chic [am lin va khong vi pham nhing quy dinh,
luat phdp lien quan dén moi trudng marketing.



Cau héi thao lua
au not thao luagn
(1) Giai thich tai sao van d& dao dc rat quan trong d6i véi viec hoach dinh

marketing va cic chuong trinh marketing mix ctia mot cong ty.

(2) Hay so sianh quan diém marketing thong thudng véi nguyen ly marketing
xa hoi.

(3) Thao luan nhtng yéu t& chinh ctia mot chuong trinh marketing mix phtt
hop véi quan niem marketing moi trudng/xanh.

(4] Théo luan ve mot chién dich marketing x4 hoi d6i véi cic cong ty dang hoat
dong tai dia phuong di van dung trong thuc t&?
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PHAN BON
Phu lyc finh huong
dien hinh

 Phan nay tap trung phan tich tinh huéng dién hinh vang
Da Lat, dong thoi d& nghi doc gia nghien citu them mot s6
thuong hiéu Viet Nam khic.







Tinh huong dien hinh 1

VANG DA LAT

“Vang cda nguoi Viet”







sy chuyén nganh Marketing — Dai hoc Paris 1{Sorbonne] Ngo Binh /

nguyen Trg ly CTHDQT/ phu trach Marketing Ladofoods va Cong ty
C6 phan Thuc phdm Lam Dong (Ladofoods) nam 2007-2008. Noi dung st
dung cho viéc gidng day va hoc tap thgo luan nhém cua sinh vien trong I6p hoc
hon la ung dung thuc tién vao quan ly chién lugc tiép thi va xay dung thuong
hieu. © ThS. Marketing Ngo Binh git ban quyen. Khong dugc phép sao chép
lai dudi moi hinh thic khi chua xin phép tic gia.

Tinh husng dién hinh nay duge nghien citu thuc t€ va viét bsi Thac

- Gio thagu tong qudt
Kién thiic can ban rugu vang

Truéc Cong nguyen, ngusi Ai Cap, Hy Lap va La Ma da biét cich lam ruou
vang &€ phuc vu trong cdc nghi thic ton gido. Nganh cong nghiép sin xudt
rugu vang da c6 tir lau doi tren thé gisi (tir the ky thi nhat di duge san xudt
nhitu tai Rhone - Y, the ky thi Il xu4t hi¢n tai Bordeaux - Phap va dén the ky
thit tu rugu vang duge san xust tai ving Champagne va thung ling Moselle -
Phap). Tix the ky tha 12, Phdp bit dau xudt khdu rugu vang sang Anh va Puc,
dén the ky tha 13, 14 rugu vang dugc tieu dung rong rii tai Phap.

Cung v6i ky nghe ché tao chai thiy tinh, ndt ban phat trién vao thé ky tha
18, phat minh xe lta vao thé ky 19, viec phan phéi rugu vang dugc mé rong,
tieu thy ting len, theo d6 viec trong nho rugu phit trién tir mien Nam léen mién
Béc nudc Phap.

Vang la thic uéng c6 con dugc san xust bing cich len men trdi cay, thudng
Ia tit trai nho dé chuyén hod cdc chdt dudng chia trong nudc qua thanh rugu
nhg hoat dong ctia ndm men rugu. Do d6 vang thudng c6 ndng do con thép,
trung binh tit 11-12% vol va chita nhigu chat dinh dusng dugc tao thanh ti
tién trinh téng hop lén men hodc ¢6 sin trong nudc qua ép nhu cic hop chat
thom, tannin, cdc vitamin, mu6i khodng, cic acid hitu co, hop chat Polyphe-
nol... :

Dic diém tiéu dung tdng quét ruou vang tai Viet Nam

Thi trudng tieu thy vang tai Viet Nam chu yéu 1a ngudi nude ngoai, chuyen
gia hién s6ng va lam viéc tai cdc van phong dai dien, tai cic doanh nghiep dau
tu nudc ngoai, cic o quan ngoai giao, khdch du lich... va cic doanh nhan, cin
bo cong chiic nha nuéc, nha quén ly cic cdp trung-cao tai cdc cong ty trong va
ngoai nudc. Ho thudng sit dung rugu vang trong nhiing dip thong thuong va
dac biét:

o Van hod dm thyc ctia nguot nudc ngoai (udng rugu vang hang ngay trong
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cdc budi 4n gia dinh va be ban]

o Phuc vu tai cdc sy kién quan trong (tiec chieu dai d6i tic kinh doanh, 1&
tiéc ngoai giao...)

o Chieu dai tiec than mat be ban (sinh nhat, da tiec, gip g& dic biet..)

o Nhitng tinh huéng dic biet [y thic sic khde, chita benh va nghe thuat 4m
thuc, dic sdn dia phuong khi du lich, ...]

o Ngay ca dung vang d€ ché bién thic an dic trung va muc dich khac.

Tong qudt rugu vang
tren the mor va Vigt Nam
Tinh hinh san xuét

Theo s6 lieu ctia Hiep hoi Rugu vang thé gidi, sin xust va tieu thu vang
trén the gidi trong nhing nam 4 lai day c6 chitu hudng suy giam. Cic nudc
sin xudt san lugng diung dau vin la cic nuée Chau Au (EU 27) va céc nudc
thuoc The Gisi Méi . Dic biet Uc, Chile, New Zealand, Nam Phi, My, Trung
Qudc, Nga mdi gia nhap nganh nhung ¢6 muc ting trudng manh va chiém
thi phan déng ké so véi cdc nuéc san xudt vang truyen thong nhu Phap, Y, Tay
Ban Nha. .

Nam 2005, vang dugc san xudt khodng 270 tricu hecto lit, trong d6 khu
vuc din dau 1a Chau Au sén xuit khoing 193 trieu lit (69%), ke dén 1a Chau
My [17%) va chau Uc, A va Phi chau . 12 nudc din dau la Phip, Y, Tay Ban
Nha, My, Argentina, Uc, Trung Qudc, Nam Phi, Duc, Chile, Bo Dao Nha va
Nga. Trong nim 2007 sén lugng sin xudt vang thé gidi vao khoang 261,6 -
271,2 trieu lit. Trong d6 Phdp sin xudt 46,2 trieu lit (-5,5 trieu lit/2006, Y
la 43,5 trieu lit - 6,1 trieu lit/2006), Tay Ban Nha la 36,5 trieu lit (-1,7 trieu
1it/2006)... Khuynh hudng tdng thé gidm stit gan 14 trieu lit so vdi nam 2006,
tuy vy san lugng cdc nudc Argentina, Nam Phi va Chile vin 8n dinh so vdi
nim 2006, rieng Tan Tay Lan (New Zealand) san lugng gia ting trong nam
2007 dat 1,5 trieu lit

Tinh hinh tiéu thu

Theo s6 lieu cia OIV (the Office International “Dela Vigne et du Vin”) ket
hop co quan FAO, ngusi Chau Au tieu thu vang ding dau tren the gidi, chiém
68% san lugng, k& dén 1a chau My chiém khoang 20%, ding thu ba 1a chau A,
khoang 6,6%. Theo Hiep hoi Vang thé gisi (wine market council) tai cic nuéc
Chau Au thi Phdp va Y la hai nudc c6 muic tieu thy vang binh quan dau ngusi



cao nhit thé gisi, khoang 54 lit/ ngusi/nam, Uc va Anh khoang 23 lit/ngusi/
niam; My dung tha 2 vé tieu thy vang trén thé gidi nhung chi tieu thu 11 lit
vang/ ngudi/nam. Trong nam 2007, tieu thu vang tai thi trudng My c¢6 khuynh
hudng ting trudng tich cuc.

Tinh hinh xuat khau

Cing theo OV, trong nam 2003, 75% luong vang dugce xuit khiu tit Chau
Au, 13% tit My va chi c¢6 khoang 8% tir Uc va New Zealand. Trong d6, vang
Phdp din dau vdi 15 trieu hl, Y dung thu 2 v6i tren 13 trieu hl, Tay Ban Nha,
12 trieu hl va dung thit o 1a Uc v6i hon 5 trieu hl. Céc nuée con lai nhu Chile,
My, Bd Dao Nha, Duc chi xust khdu téng cong gan 4 trieu hl.

Tuy nhien, dén nam 2004 thi Uc da vuon len vi tri thu 3 ve xudt khdu vang
tren thé gidi, véi kim ngach gan 2 ty USD, chi€m 10 % thi phan th€ gidi (Phap
chiém 34% thi phan, Y 18%), Chile vuon len vi tri thu 5, véi 843 trieu USD,
chiém 4% thi phian hon ca My, Duc va Bo Dao Nha, Nam Phi (méi nudc chiém
khodng 3% thi phin). Viet Nam duge xép tha 112/127 quéc gia va vang lanh
thé c6 xuidt khau vang, sau cdc nudc trong khu vuc nhu Thdi Lan (62/127), An
Do (66/127) va Indonesia (102/127). Dén nam 2005, Y din dau xuit khiu
v6i 1,57 ty lit, Phdp 1,41 ty lit, Tay Ban Nha 970 trieu lit, Uc 821 trieu lit, Duc
284 trieu lit, My va Nam Phi khoing 265 trieu lit méi nudc, Argentina 226
trieu lit, New Zealand 104,2 trieu lit,... '

Niam 2005 Viet Nam xudt khdu dugc 23 tan, Philippines 45 tdn, An Do
1,147 tdn, Trung Qudc 1,993 tin, Thdi Lan 2,798 tin, Singapore 40,96 tin,
Malaysia 7000 tan, Nhat Ban 372 tin, Han Quéc 43 tin, Indonesia 49 tin,
Lao 2 tan.

Tinh hinh nhap khau

Nam 2005 , nhap khdu vang trén toan the gisi dat 20,7 ty USD, twong tng
8,23 ty lit, trong d6 My 1a nudc nhap khdu vang hang dau thé gisi véi 1,527 ty
lit, twong ung 3,94 ty USD, dung thu 2 1a Anh 1,388 ty lit, tha 3 1a Puc 1,263
ty lit,..Viet Nam nam 2005 nhap 5,4 trieu lit, tri gia 14,28 trieu USD; cdc nudc
trong khu vizc gom: Nhat 164 trieu lit, Singapore 103,6 trieu lit, Hong kong 34
trieu lit, Trung Quéc 45 trieu lit, Dai Loan 16,5 trieu lit, Han quéc 19 trieu lit,
Malaysia 6,5 trieu lit, Philippines 9,6 tri¢u lit, Thdi Lan 4,7 trieu lit, An Do 2,4
trieu lit, Campuchia 1,5 triéu lit, Lao 841 ngan lit, Indonesia 113 ngan lit.

Ve xu hudng tieu dung rugu vang tren the gidi theo nghien cdu ctia IWSR
(International wine va spirit Record) thi trong téng s6 30 ty chai vang dugc tieu
thu trén thé gidi, loai vang c6 muc gid thap hon 5USD/chai chiém da s6, loai
c6 gid tir 5-10 USD/chai chiém 17,5% va loai ¢6 gia tren 10 USD chi chi¢m
5,2%.
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San luong (lit) Tang trudng %) | Ghi chu
2001 183,105 - |
2002 362751 98.1%
2003 628,187 73.2%
2004 826,600 31.6%
2005 1,029,831 24.6%
2006 1,181,218 - 147%
(20%?/33106) ) 5.2%

Ngudn: Ladofoods -Tieu thu vang tai Viét Nam (2001-2006)

Thi truong vang Viet Nam
Tinh hinh san xuat va kinh doanh rugu vang tai Viét Nam -

Cic san phdm vang nam 2005 da chiém 10,87% thi phan vang san xudt
trong nudc (12,5 trieu lit), chiém 9,1% thi phan tieu thu vang trong nudc (bao
gom 12,5 trieu lit vang san xuit trong nudc va 5,46 trieu lit vang nhap khdu
nam 2005). Giai doan 2001 - 2003, rugu vang dat miic ting trudng binh quan
la 85,2%, giai doan 2004-2006 la 23%. Rugu chét ¢6 mic ting tradng cham
lai trong 3 nam gan day, dat muc 6% giai doan 2004 - 2006 so vdi ca giai

01- |CTy-CP Thuc Phim LD | 2 triéu lit 1.600 708 1999

02 | CTy-CP Bia Da Lat I tieulit | 250 1,100 | 2001
03 | CT-TNHH Vinh Tién 0.5 treulit | 200 8,85 2003
04 |CTy-TNHH Phép Quéc | 04 tieulit | 150 6,65 2003

05 ] CTy-TNHH Vin Red 0,5 triéu lit 40 1,80 2004
06 |CTy-CPche Caubst | 0,1 tieulit | 20 0,80 2006
Téng cong 4,5 trieu lit | 2,260 100

Ngudn: San lugng tiéu thu cic co sé tai Da Lat 2005



Du bdo muc tieu
thu ruou tai

Viet Nam tir
2007 - 2012

doan 2001 - 2006 la 14,5%.

San luong tieu thy rugu vang cdc co s& Da Lat nam 2007 udc tinh khoang
2,3 trieu lit, chiem 18,4% san lugng tieu thy rugu vang san xuét trong nudc
(theo théng ke ctia hiep hoi rugu bia, tdng san lugng tieu thu vang san xuit
trong nudc nam 2005 khoang 12,5 trieu lit ) va chiém khoang 12,8 % so véi
téng cdc loai vang [ ude tinh téng céc loai vang tieu thy trong nuéc nam 2007
khoang 18 trieu lit bao gom: san xudt trong nudc + nhap khdu: 5,46 trieu lit
). Vang Dalat ciia cong ty, nam 2007 chiém thi phan 8,9% thi trudng vang ca
nudc (ké ca vang ngoai nhap ) va 12,8% thi trudng vang san xuit trong nudc.

T

STT |COSOSANXUAT | CAC NHAN HIEU CHINH

0l | CTy-CP Thyc Phidm LD Vang Dalat

Vang Dalat Beco, Vang Lang biéng.

02 |CTy-CP Bia Da Lat Vang Valey D,amour,...

03 | CT-TNHH Vinh Tién Vang d6 Dalat Vinh Tién

04 | CTy-TNHH Phdp Qudc Vang Phdp Qudc
05 | CTy-TNHH Vian Nguyén Vang Van Gres

06 | CTy-CP che Cau Dit Vang Cadalat, Vang Dran, Vang Shiraz

Ngudn: Ladofoods - khdo sat nhéan hi¢u vang tai

Da Lat 2007

Xu hudng san xuat va kinh doanh rugu vang tai Viét Nam

Hoi nhap vao WTO, nganh rugu vang san xudt trong nudc trong tinh trang
hien nay khé ¢6 loi thé so sanh so véi cic nuée EU, My, Uc... va sé phai d6i mat
v6i nhitng thich thuc, nguy co rat Ion khi sy canh tranh ngay cang binh ding
vdi cdc san phdm ngoai nhap ¢6 chit lugng cao, uy tin 16n ve thuong hieu, gid
cé canh tranh va thi trudng ban 1€ phit trién. Theo bdo cdo ctia Phong Kinh t€

1181218

1029831

226600

| , : e ] e —7 Stluwong (1)
0 200000 400,000 600,000 800,000 1,000,000 1,200,000
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Bdn 1é Viét Nam
2015: Huong
dén cdch phan
phéi hién dai.

thuong mai — Lanh sy quan Tay Ban Nha tai TPHCM nam 2006, nhap khdu
rugu vang vao Viet Nam trong 03 nam gan day ting len:

0 Xu hudng tieu dung rugu vang ting. Trong d6, tieu ding vang Phdp diing

dau vi ngudi tieu ding Viet Nam bi anh hudng manh béi van hoa Phdp, k&

dén 1a vang Uc, Chile, California (USA) ciing dang ting trudng. '
o Kenh phan phéi chit yéu vsi cdc sén phdm vang ngoai 1a cdc nha hang,

khach san l6n tai 14 Tinh, Thanh phé I6n. Vang nhap kh4u hién nay dang

gip phdi nhing trd ngai va han ché nhu: Nha phan phéi phai ¢6 gidy phép

nhap khdu, thué nhap khiu cao (65%).

ruyén +12%  +1% 8% - #9% 1%
thong i
Hién
dai

s g 2 8 2B £ s
2 £ = s 3 2 B
3 2 O 4 ® 5 K
=z 2 =
&
Giai doan 1 Giai doan 2 Giai doan 3

Kénh hién daf véu Phat trign kénh hién dai M& 18ng kénh hién dai

~ Ké&nh hién dai it hon
20% thi phén

- Nha phén phé&i ndi dia
{Citimart, Fivimart,

- Ké#nh hién dai chiém 20-
35% thi phin

~ Nha phéan phéi khu vire
{Lottemart...}

- Kénh hién dai chiém
hon 35% thi phin

- Nha phén ph8i quéc t&
{Metro, Carrefour,

Coopmart...) Philippines, Trung Quée W almart, Tesco...}
Han Quéc, Malaysia,
Viét Nam Thai Lag, Pai Loan

o Mic du dan s6 Viet Nam gan 86 trieu dan nhung 6 t6i 70% la nong
thon, thu nhap thép, vang vin dugc xem 1a mit hang tieu ding xa xi va thai
trang chiu anh hudng it nhitu béi vin héa tieu dung rugu vang.

o Tai cdc thanh phd I6n: ¢6 nen kinh t& phdt trién, noi giao luu qudc t&
ctia nhitu n&n van hod treén thé gidi, chiu 4nh hudng béi phong cich sdng
Phuong Tay, c6 16i song hien dai, giao t€ x4 hoi nhieu hon , ¢6 khuynh
hudng tieu dung rugu vang (theo ngudn CCA : Tieu thu (Novices — NTD
¢6 hiéu biét ve rugu Vang] tai Viet Nam).

o Thi truong Viet Nam di va dang hinh thanh mot nhém khong nhé d6i
tugng tieu dung san phdm vang nhap khau c6 gid cao, chat lugng t6t; ho 1a
nhiing ngudi Viet Nam ¢6 midc thu nhap cao, & nhing thanh phé lén, ¢6
kién thic, am hiéu vé vin hod rugu vang, biét thudng thdc rugu vang, la
nhitng ngudi di tirng séng va lam viec & nudc ngoai, dic biet tai cic nudc
phuong Tay, 1 nhang ngudi chiu 4anh hudng béi van hod phuong Tay, van
hod Phép, ho 12 nhitng ngusi nuéc ngoai dén tix Chau Au, My, Uc d€ lam
viéc, du lich. Nam 2005 don 2,5 trieu lugt khach khach quéc t€ trong do



Thi phin
rugu Vang tai
Viét Nam 2006

khdch Chau Au, Chau Uc, Chau My chi chiém 25%.

o Gid vang nhap khdu dugc phan thanh 03 loai ¢6 gid thap (tir 06 USD den

09 USD/chai), loai ¢6 gid trung binh c6 muic gia tir 10 USD dén 16 USD/

chai va loai ¢6 gid cao (tren 45 USD/ chai) chit yéu dugc nhap tir cdc nudc

Phip, Uc, Y, Chile, My. ,

Sén xuit vang nho cta dia phuong tap trung lén nhat & Da Lat-Lam Dong.
Day la dia phuong c6 tén tudi vé sin xudt rugu vang tieu thu chinh trong nudc,
bit dau sin xudt tit nim 1998. Nho sin xudt rugu tit ving Ninh Thuan phéi
tron véi trdi dau tim, c6 mot s6 san phdm phdi tron vé6i vang lit nhap ngoai
(chd y&u tit Phdp, Chi le, Tan Ban Nha ). Cho dén nay, Viet Nam chua c6
truyen théng sdn xuit va kinh doanh rucu vang.

o  Chit lugng rugu vang con thdp do chua c6 ngudn nguyen lieu nho
ruguy, gid cic loai vang dia phuong nay chi nim trong khoang 02 USD/chai.

o Ngudi Viet Nam dinh gid va cdm nhan ve rugu vang khéc rdt xa ngusi
dan cdc nudc ¢ truyen thong san xust rugu vang, ho con thicu hiéu bigt, thicu
kien thuc dé ddnh gid, chon lva rugu vang nhu: giéng nho, vudn nho, nhan
hiéu, phan loai vang trong qu4 trinh chon mua.

30%

E O Vang ba Lat

@ Vang Thang Long
0O Dabeco

o Vang d6 Vinh Tién
0 Khéc

{0 Vang nhép khéu

Do s
Loai | Mit hang Mat hang
Cty CP TP Lam Dong :
(Ladofoods) i A I T N R T B 8
‘Cty CP rugu bia Dilat
(Dabeco) 3 6 I ] 2 2 - -
Cty Vinh Tién 2 3 | ] - - - -
Cty Vang red 2 3 - - - - - -
Cty Ché Cau d4t 2 2 - - - - - -
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Khuynh hudng tiéu dung noi dia

Theo ket qua khao sdt ngusi tieu dung qua cdc nam, c6 thé phac hoa dac
diém chan dung ngudi teu dung vang Viet Nam hien nay:
o Gidi tinh: nam va nt; trong d6 nam chiém ty le 81,3%.
o Do tudi: tir 25 dén 50 tudi, chiém ty le 75.6%.
o Ngh# nghiép: cin bo cong nhan vien chuc va kinh doanh cd thé
o Noi &: thanh phé 16n va khach du lich dén Da Lat.
o Hiéu biét kién thuc san phdm va ngheé thuat thudng thidc vang thong qua
truyen miéng, tham quan hoi chg, 1€ hoi, dai ly, di mua sim
o Muc do thudng xuyén st dung : thinh thoadng (vai [an/nam) 72,6% (CB-
CNV] va 81,6% [nghe kinh doanh] v
o Dip sit dung: tiec, I& t&t, biéu ting, lien hoan
o Noi uéng chtt yéu: nha hang, quin bia, véi ban be.
o Ly do quyét dinh mua vang: thit ding, gid chdp nhan
o Lien tudng vang véi phong cach Phdp, thoi thugng d6i véi vang ngoai nhap
o Phan biet nhan hieu: c¢6 85,1% khong phan biét cdc loai vang ngoai
o Chit lugng vang: khé phan biet.
o Uu thich m&u ma dic biét cia vang ngoal.

Ngusi Viet Nam chua ¢6 truyen théng vé tieu ding rugu vang, chi mdi bit
dau trong may nam trd lai day. Ngusi tieu dung (NTD) danh gia va cam nhan
ve rugu vang khéc rdt xa véi ngudi dan cdc nudc c6 truyen théng san xust rugu
vang, phin 16n it biét kién thiac dé danh gid, chon lya rugu vang theo cic tiéu
chi nhu: giéng nho, vitsn nho, nhan hieu, cach phan loai vang... trong qua trinh
chon mua. Vi vay, ho con kh4 “dé tinh” trong viec chon mua va tieu dung. Tuy
nhien, mot khi ngudi tieu ding am hiéu hon vé vang, ho sé dit tieu chudn cao
hon cho san phdm chon mua, long trung thanh d6i véi chét lugng san phdm,
thuong hieu.

Vang Da Lat - nhan hgu
dan dau nganh vang Vigt

Ladofoods - mot cong ty c6 phan nang dong
Cong ty CPTP Lam Dong Ladofoods (LamDong Foodstuffs Join-Stock Com-
pany) [tit ngay 26/12/2003)} chuyen kinh doanh trong linh vitc ché bién rugu

cc loai, trong d6 rugu vang chiém ty trong dong gép doanh s6 cao nhat, ben
canh nhiing linh vyc khac nhu dich vu thuong mai, du lich, dau tu.. Tien than



dugc sat nhap tir hai co s& Xi nghiep Rugu Lafaro (1975) va Xi nghiep Thyc
phdm Da Lat. Thang 4/1995 cong ty dau tu them nha mdy Bia Da Lat va nha
may ché bién nhan dieu xust khiu Da Huoai. Chuyén minh tir doanh nghiep
nha nudc thanh cong ty ¢ phan véi von dieu le 1a 12 ty dong [nha nudce chi
phéi 51%, dén Quy 2/2007 1a 42,67%).

Hoat dong kinh doanh va tiép thi cong ty I.'a‘dofoods

Nhin hi¢u

Dic trung trén tem nhan la: thuong hieu Vang Dalat, Logo Vang Dalat da
duce biao ho, hinh trusng Cao Ding su pham Da Lat, HUNCLC va Sao Vang
Pt Viet, [ISO9001:2000. Ladofoods ve mit san lugng ding hang thit nhi sau
NSX Vang Thing Long (15%). Tuy vay, rieng doanh s6 va san lugng Rugu Vang
phan khuc trung binh nhin hi¢u Vang Dalat din dau. Nhan hieu vang Dalat
c6 d6 nhan biét cao nhit so véi cic d6i thi trong nganh véi 42,6% bo xa so
véi d6i tha trong nganh la Vang Thang Long 32,4% Vang Vinh Tién 28,4%
, Langbian 22,1%... tuy vay con chua tiép can dugc do nhan biét chuidn theo
phuong phap ctia ACNielsen (VN) ve do ludng siic manh nhan hi¢u yéu cau
do nhan biéet (> 95%)

NHANBIET  —— Nuévabiétiogo -~ Nhé va biét mau shcikidu ding
s NG VA hiét dac didm thwong hidu —%—  Nho' va biét stogan
. Biét @én thwong hisu
e . 428
Vang balat
45.0

40.0 |
35.3/

30,0} 4
25.1& .

Vang xuit khau Vang Thing Long

Vang Langbian Vang dé Vinh Tién
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Hé¢ thong phan phoi

Ladofoods - Vang Dalat® stt dung he thong “tu chay” la cha yéu thong qua
cdc trung gian. (Ngubn: Ladofoods “Dang ky giai thuéng HVNCLC 2007”.
Rieng d6i vi san phdm nhan digu: Ladofoods luon luon giit vimg, cing c6
m6i quan h¢ hgp tic vdi cdc khdch hang thusng xuyen cing nhu tim kiém
phit trién v6i cdc d6i tic mdi, cic hgp dong xust tryc ti€p nhan hat disu tang
nhanh qua cic ndm va én dinh. Hang nam Ladofoods deu tién hanh cuoc ditu
tra khdo sdt khéch hang bao gom: tt ca cc dai ly (cap 1 va II), téng dai ly trong
he théng phan phéi ctia Ladofoods, ngudi tieu ding & mot s6 thi trudng trong
diém (Ha Noi, TPHCM...).

Nhg vao sy phat trién he théng ban 1é hien dai trong nhing nam gan day,
Ladofoods di budc dau thigt lap phan phéi san phdm Vang Dalat véi cic nha
ban 1¢ Ion nhu Big-C, Metro, Coopmart, CitiMart, chuéi cra hang tien loi
G7Mart...tuy vay Ladofoods van phai thuc hien bang cich “gidn ti€p” thong qua
cic Tong Dai ly tai HCM (1TPL) va Ha Noi (1TDL).

80
SIEUTHILE (80} |~

_METRO (5) |-

94% 96% 97% 98% 100 108 110 115

| | P x %, N\ Y% % % /
l 1 I t I N — —

San phim

Ladofoods da dang san phdm: véi thuong hieu Vang Dalat [, ¢6 ba dong
chinh (Vang Dalat (12 loai), Vang sui bot: Champ Dalat (5 loai), Wine-cooler (4
loai). D6i v6i nhém rugu miii (6 loai), rugu chit (3 loai), nhém dic san: nude
€p trdi cay (4 loail, nudc giai khat (2 loai), tra tdi loc (1 loai) va hat dizu (1 loai).
MBai loai vang dugc ché bién tir cic loai trai cay tuyén chon khdc nhau véi mot

-ti I¢ khdc nhau va cong nghe ché bién rieng tao nen nhing nét dac trung cho

titng loai rugu vang. Bao bi déng g6i cho rugu Vang Dalat dugc nhap khdu &
nudc ngoai.

g Viét

Ngudn: Tic gid nghién cttu HTPP & Gid kénh truyen thén

Nam 2007”7,



Dsi v6i san phdm vang trong nudc ngudi tieu ding Viet Nam phan khuc
phé thong quan tam nhigu nhat la chdt luong thé hien & huong vi phu hgp,
dé udng, gid ca phu hop, nhan hiey, tien lgi..Nhing yéu t6 nay Vang Dalat
c6 uu thé canh tranh so véi cic d6i tha canh tranh bén canh trinh d6 cong
nghg, he thong quan ly chat lugng. Tuy nhién, so véi cdc sin phdm vang nhap
nguyen lieu 6 nude ngoai va dong chai tai Viet Nam nhu cic san phém ctia
ISC, Dabeco, Passion...vin ¢6 khodng cich lon.

Mui, 19,675,1% i Red

Chat, 344,610, 22% -
Red, 736,518, 48% e

Sweet

Export
Wine, 16,108, 1% P

B Superior
Gailtac

B Strong
Premium

@ Dankia

@ Strawbery
Sweet Wine
HCham

Strong, 48,425,3%

. B Winecooler
Export, 147,439,1 .
0% White, 132,651,9 % Chat

% OMui

Xem them kién thidc san phdm trén website: vangdalatcom.vn. Céc loai sin
phdm khdc bén canh con ¢6 cic nhém rugu mui — NGK - Pic san Da Lat:
Rugu Dau Dalat - Rugu Chanh - Rigu Thanh yen - Rugu Whisky Dalat -Rugu
Rhum Dalat - Rugu Vodka Dalat - Nudc gidi khat Actiso Dalat -Nudc ca r6t -
Nudc ép (dau thm, dau tay, mdc mdc, nho), Mut dau, Hat dizu rang mudi, Tra
Lam Vien atiso tui loc.

| mam [ 2002 | 2003 | 2004 | 2005 | 2006 |
S6 lugng san phdm dugc
T 20 | 22 | 34 | 39 | s0

Chat lugng sén phdm caa Ladofoods én dinh va thudng xuyén c6 su cdi
ti€n da dang héa sin phdm theo nhu cu thj higu khach hang dugc ngudi tieu
dung binh chon 7 nam lien tuc Hang Viet Nam Chat Lugng Cao (2001-2007).
Trinh d¢ cong nghe, thiét bi mdy méc: 1a don vi di dau trong sén xudt rugu
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" vang theo quy trinh céng nghe hien dai, luon dau tu trang thiét bi hien dai caa

nudc ngoai dé ty dong hod day chuyen sin xust (he théng chiét, dong nut
dong cua Y, day chuyen may nghien, ép trdi cay..) chi ¢6 & Ladofoods. Day la
mot uu the canh tranh dé tao ra nhing sin phdm c¢6 chit lugng, nang cao niang
sudt, giam chi phi, ha gid thanh san phdm.

Logi | Phuong php chébién

Trai dau, man, nho...

| Pacmgve chatiuong

Pongegsi

P06 rugu: 160. Mui thom dam
da nong dm cia cac loai rdi
cay hoa vdi mui chia rugu len

Chai thay tinh 500ml,
650ml, 750 ml

Ruigu chit men. Vi: hai chua két hgp véi
vi chat dam da va vi ngot nhe
hai hoa.
-Chi yé€u la trdi nho. - Mui thom nhe nhang, hodc |- Chai thay tinh 375, 750,
| -Mot ti lé thich hgp trdi dau | d3c trung rieng cta hoa qua 1500 ml nat liege.
Vang Dalat ta Da Lat (dau tim). Ién men hodc quyén vdi mui | - Hop gidy va bao phc
%6 @2 | -Thoi gian & khoang 9 thang | ruou @ hop 3 Iit
dén trén 2 nam tuy loai - Vi: hoi chua, hai chat hai
hoa.
- D6 rugu khoang 11-12% V
-Hoan toan tir trai nho - Mui thom tuoi cia trdi nho | - Chai thuy tinh
Vang Dalat | -Thai gian @ ngdn hon lén men. 375,750 ml, nut lege.
tring (khoang | nam) dé git mui | - Vi hoi chua, mot it vi chat | - Hop gidy va bao phic
thom tuci ctia nho. thanh ém diu. hop 3 lit
- D6 rugu khoang 11-12% V
.
-100% trai dau tay Pa Lat. -100% trai dau tay Da Lat. -Chai thiy tinh
Vang dau -Thdi gian d ngan hon -Thei gian G ngan hon 375, 750 ml, nut liege.

(khodng 9 thang) dé giir mui
thom tuoi cia dau tay.

(khoang 9 thang) dé gitr mui

thom tugi clia dau tay.

Chinh sach Gia

Ladofoods dp dung chinh sich “gid san” danh cho cdc Dai ly, ctta hang trung
bay, kenh phan phéi va tuy thuoc vao quy mo ting trung gian st dung chinh
sach gid linh hoat Véi ngudi tieu dung, Ladofoods 4p dung gid n dinh vsi
tung chung loai dé nguoi tieu dung ¢6 quyen lua chon. Gid ca hop ly la yéu
t6 d€ thu hut khach hang, gid ban cdc sdn phdm rugu vang dé tren thi trudng

Ngudn: Ladofoods tieu thy sdn phdm Vang cédc loai 2006-2007

trong nudc hién nay tir 25.000d - 45.000d/chai 750ml. So vdi cdc sin phdm .

ngoai nhap c6 chat lugng tuong duong, gid Vang Dalat® thap hon gan 1/3.

Gid ca la mot trong nhing nhan t6 quyét dinh dén sy canh tranh phan
khuc trung binh va phé thong véi cdc loai vang san xu4t tir nguyen lieu nhap



Vang Visa (Sai Gon)

Vang Synes (Ha Bong) ' 35
Vang Thiang Long 5 ndm (Ha Noi) - |42
Vang Bien Hoa (Bien Hoa- Dong Nai) ' 25-35

Vang Da Lat' Beco (Cty rugu bia Da lat — City Hi¢p Phat) 32-40

Vang Da Lat Sparrow (C.ty rugu bia P2 lat — Cty An Tudng) |35

Vang Phap Qudéc (Sai Gon) 42

Vang Bordeaux — AO.C (Phap) : 105

Vang Pipérs Creek (Uc) o S 125

Vang Merlot (Hungary) - 140

Vang Dalat -Ladofoods (Ztsu;:h:f) loai)
Vang Pipers Creek (Uc) ' - 1125

Vang Merlot (Hungary) 140

25—>45

Vang Dalat -Ladofoods

Ngudn: Bi€u gia ban 1é rugu vang dén ngudi tieu dimg tai sieu thi TP. HCM 2007

(tuy theo loai)

ngoai, déng chai trong nudc trong viec chon hya san phdm va trung thanh véi
cdc nhén hiéu vang trong va ngdai nuéc. Vang Dalat vin ¢6 uu the€ dugc khach
hang chon lya véi tieu chi cao hon so vdi cic d6i tha khic véi muc do chdp

Vang Dalat

Vang nhap

N Vang Thing
kh&u M

Long

Vang &6

Vang Langbian .’ hS Vinh Tién

Néu gi4 cao nhit Néu gi4 cao hon cdc loai khac
—2— Né&ugi4 cao hon giaré nhit - "B Néugiaré nhit
—#— Néugiabitla

Nguon: Tac gia khédo sdt dinh lugng anh hudng Gid ca/Trung thanh

nhan hiéu vang nam 2007
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nhan 40%, va chenh lech rédt ln (gan 30%) véi tieu chudn gid cao nhit tic
dong dén sy trung thanh nhan hieu cang nhu 1a thach thic véi nang csp hinh
anh cao cdp ctia Vang Dalat trong phan khuc trung ~ cao néu so véi cic loai
vang ngoai nhap.

Cam nhan khach hang vé hinh anh Vang Dalat

Trong nhiing niam gan day d¢ nhan biét v muc do than quen Vang Dalatll
d6i véi ngusi teu dung gia ting dang ké (dac biet thoi diém APEC14th t8 chuc
Ha Noi-Viet Nam), trong khi nhiing vang khac, dac biet nhan hieu vang trong
nudc vin chua tao khéi sic chung cho toan nganh sin xudt va xay dung thuong
hi¢u vang. Tuy vay, theo cdm nhan da phan ctia ngusi tieu ding, vang Viet Nam
chi ditng lai 6 muc do “CNLV” chu chua that sy tao 4n tuong déng cdp trong
long nguoi tieu dung. Cam nhan tren cing “ddng hanh” véi Vang Dalat : gid ca
phiéi ching, san phdm chét lugng phit hgp, dé usng, thuong hieu phé bien ... .

Tign loi St khioe Thiwong higu phd bién v

Gid higp li

Khuyrh hudng nguds ticu ding Dé ubng me ;

Thitt Iu’q‘eg sdn phim

DE]

o
N
('4\ P < ,;\:‘ - .
G Y¢&u 10 viin héa phi hop
\ Quan b xi b

Huong vi phit hop MAu ma dep

Ngubdn: Téc gid khéo sit ban db dinh vi nhan hiéu Vang Dalat 2007

Truyén théng

Hien tai khuynh hiong tieu dung vang trong nudc ¢6 gia ting ding k& va sy
bung nd hang loat nhan hiéu vang trong nu6c HCM-DNB va trong Tinh Lam
Dong trong d6 da phin la nhap nguyen lieu ngoai tir Uc, Chile, California...
dong chai trong nudc va sy ¢6 mat cda cic nhan hieu vang ngoai Y, Chile, My,
Phdp...thach thuc rit 16n d6i vdi Vang Dalat dang trong thoi ky “cash cow” tai
dia ban Tinh Lam Dong va it tinh, thanh ph6 lon. Tat ca vin con phia trudc véi
hy vong Vang Dalat — Vang ctia ngudi Viet téa sang tuyet voi trong tuong lai.



Két qua hoat dong vé san pham va dich vu

Ladofoods da luon c6 ging thiét lap va tao m6i quan he gin bo véi khdch
hang, tao uy tin, hinh anh thuong hiéy, luon hudng vao viéc san xudt nhing
thuc phdm ¢6 chat lugng, an toan ve sinh thuc phiam; thudng xuyén nghién ciu
nang cao chat lugng va phit trién san pham nhim théa min nhu ciu da dang
ctia ngudi tieu dung, Ladofoods da dung nhigu hinh thic d€ ti€p can, nghien
cdu tim hiéu nhu cau cda khach hang.
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Ngudn: Doanh s6 hang nam theo bdo cdo tai

chinh Ladofoods trong 2006
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Yeu ciu

Vi tu cach 1a mot Chuyen vien/Trg ly/TP/GD Marketing cho cong ty, vui long
thyc hién cdc yéu cau sau day:

1. Bdo cdo tom tit tinh hinh kinh doanh hién tai ctia cong ty.

2. Trinh bay ca¢ dlem manh, diém yéu, co hoi va thach thic ma c(’)ng ty da
dang va sé duong dau.

3. Nhitng nhan t6 thanh cong c6t 16i (Key Success Factors) d6i véi cong ty
tham gia kinh doanh nganh rugu vang tai Viet Nam? “

4. Neu nhan dinh ngin gon hoi chdn vin de chinh y&u ma cong ty dang gip
phai va phai gidi quyét trong k& hoach marketing?

5. Néu nhang muc tiéu tiép thi ngin han, trung han va dai han cta cong ty.

6. D& xudt nhing chién luge marketing hén hgp {4Ps) dé€ dat dugc nhing
~ muc tieu da vach ra trong k& hoach marketing ngin han.

7. Nhitng kho khan trong viec trién khai nhing gidi phdp tren va hudng giai
quyét trong k& hoach hanh dong?

8. Gia dinh ngan sdch marketing can thiét, hay thiét lap ngan sich chi tieu
cho cdc chuong trinh hanh dong cta cong ty theo tirng thang/quy/nam.

9. Két luan



- Tink huong dien hanh 2




Lig



Ngusi doc dugc de nghi tham khéo cic tinh hudng dién hinh tai Viet Nam
tit tap chi danh sdch 100 thuong hieu manh Viet Nam trong 2006.

Ghichs

(Chuong | Ten tinh huéng dién hin

| Chuong Duong — Thé manh huong x4 Xi. B2C/Thtic uéng
"Vinh Hao — 80 nam phit trién B2C/Thite uéng

Chinsu = Gian nan ldy long ngudi tieu dung. | B2C/Thyc phdm

Nutifood — “David” trong thi truong siia. B2C/Stta

Xmen - Vitng budc tién phong. B2C/Héa my phdm

V - Phamo Chia sé tinh yéu va cudc song. R2C/Dugc phdm

2
3
4
5 Nha xudt ban Tré - Canh chim mang anh It | B2C
6
7
8

Gidy Sai gon — Cau chuyén anh Idi xe lam. B2C

St Minh Long — Ngudi dua do st Viet Nam | B2C/B2B
lén dinh cao

Café hoa tan G7- Cung xay dung thuong hiéu | B2C
nong san Viét

~ 'B2B: Business to Business- nha san xuét kinh doanh va thi trudng cac t6 chic doanh nghiép, B2C: Business to Con-
sumer- nha san xuat kinh doanh va thi trudng ngudi ti€u ding, R2C: Retailer to Consumer- nha ban 1€ va ngudi tiéu dung
«cudi va C2C: Consumer to consumer - Ngudi ti€u ding va ngudi tiéu dung.
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