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CHUONG 1. TONG QUAN QUAN TRI MARKETING

Muc tiéu:

- Hiéu rd ban chit cua marketing

- Quan diém dinh huéng kinh doanh ctia Hop tac xa (HTX)

- Hiéu rd ban chat cia Quan tri marketing va Qui trinh quan tri marketing

1.1. Ban chat ciia marketing

1.1.1.  Khainiém marketing va marketing HTX

» Khai niém marketing

Marketing 12 gi? Nhin chung ¢ rat nhiéu nguoi, ké ca cac nha quan tri kinh doanh
thuong cho rang marketing 14 ban hang, quang cao hodc nghién ciru thi truong. Tuy
nhién, nhitng cong viéc nay 1a nhimng viéc cu thé cia marketing, chua bao ham toan bo
hoat dong marketing.

Theo Philip Kotler: “Marketing la hoat dong cia con nguoi huong toi su thoa
man nhu cau va wéc muén théng qua tién trinh trao doi”

Theo Hiép hoi marketing Hoa Ky (AMA): “Marketing 1a chirc nang quan tri cua
doanh nghiép, 1a qua trinh tao ra, truyén thdng, chuyén giao gia tri cho khach hang va
la quad trinh quan ly quan hé khach hang theo cdach dam bao loi ich cho doanh nghiép
va cdc ¢ déng”.

Theo céc khai niém néu trén cho thay cac hoat dong co ban ctia marketing: nghién
ctru, phat hién, phan tich va danh gia nhu cau cua khach hang, 1am cho khach hang thoa
min cac nhu cau. Nhu vay, co thé hiéu “Marketing la sw phéi hop cdc thanh t6 lién
quan ¢di viéc ban mét san pham: danh Qié nhu cdu, Xac dinh thi truong, lwu kho, qudng
bd... Marketing dwa trén tw duy kinh doanh tir quan diém ciia khdach hang va xem xét
nhu cau va sy hdi long ciia khdach hang.”

» Khéi ni¢m Marketing HTX

Tap hop cac dich vu marketing khac nhau ma mot hop tac xa cé thé cung cp,
nghia 13 marketing HTX ciing nhu cic dich vu hd trg marketing cua cac thanh vién
HTX.

HTX c6 thé hodc hd trg marketing riéng san pham cua cic thanh vién bang cach
cung cap cac dich vu marketing ctia HTX, hodc c6 thé mua san pham cua céc thanh
vién va ty quang ba cho nhiing san pham nay.

Hoat dong tiép sau d6 goi 1a marketing hop tac va day ciing 1a mot tinh nang ctia
nhiéu HTX. Do d6, marketing hop tac dé cap dén viéc “citng nhau bdn hang”.

Trong marketing hop tac, HTX mua san pham cta cac thanh vién va tro thanh chii

so hiru san pham (ching han nhu moét nha van hanh chudi).



1.1.2. Mot s6 khai niém mé rong vé marketing

- Marketing no1 b (Internal marketing): marketing noi bo 1a nhitng hoat dong
din ra trong HTX, mbi quan hé giita 1anh dao va nhan vién, giira cac bo phanchic
ning, gitta nhan vién véi nhan vién duoc giai quyét theo quan diém cua marketing.
Diéu nay c6 nghia 14 moi ngudi trong HTX déu 1a khach hang ciia nhau. HTX dugc coi
13 thi tredng ndi bo. Marketing noi bo thé hién ¢ su phdi hop giira cac bo phan khac
nhau trong chirc nang marketing (phat trién san pham, quan 1y hé théng phan phdi, luc
luong ban hang) va thé hién ¢ su phdi hop hoat dong giita cac phong ban chirc ning
khac nhau theo dinh hudng khach hang. Nhu vay, marketing khong chi 1a viéc cua
nhém nguoi 1am marketing trong HTX. Ma mdi mot thanh vién trong HTX nén thyc
hién cong viéc nhu mot nguoi lam marketing

- Marketing quan hé (Relationship marketing): Muc tiéu ctia marketing quan h¢
1a xdy dyng mdi quan hé 1au dai v6i cac khach hang quan trong — nha cung tng, nha
phan phdi, nguoi tiéu dung va cac dbi tac khac trong hoat dong marketing- nham thoa
man loi ich cia tit ca cac bén tham gia vao hoat dong marketing. Marketing quan hé
s& xay dung sy gan két chat ché vé kinh té, k¥ thuat, xa hoi gitra cac bén. Piéu nay tao
diéu kién cho HTX duy tri va phét trién kinh doanh. Xu huéng méi trong quan tri
marketing chinh 1 quan tri quan hé khach hang. Tuy nhién, mudn lam duogc diéu nay,
HTX can phai c6 chién lugc, ké hoach, chinh sach. HTX can phai c6 day du ho so vé
khach hang, theo ddi thudng xuyén, hd trg khach hang trong qua trinh mua hang va str
dung san pham, thuong xuyén thim héi khach hang.

- Marketing quéc té: hoat dong marketing duoc thyc hién bén ngoai qudc gia.
Hoat dong marketing qudc té tuan theo nguyén tic cta hoat dong marketing trén mot
qudc gia nhung xem xét t&i khia canh khac biét cua thi trudng: van hoa, dic diém khach
hang.

- Marketing internet: day la xu huéng hién nay, dic biét 1a trong méi trudng sd
hoa va su phat trién nhanh cua cong nghé. Internet marketing sé& gitip giam chi phi (chi
phi thué diém ban, giam lyc luong ban hang), ting hiéu qua cua hoat dong marketing.

- Marketing trach nhiém x& hoi: marketing x4 hoi quan tm dén ca nhimng van dé
vé dao durc, mdi truong, luat phap. Piéu ndy c6 nghia 14 hoat dong marketing dugc thuc
hién trong bdi canh giai quyét cac van dé xa hoi. Trach nhiém xa hoi doi hoi nguoi lam
marketing phai quan tim t6i viéc dam béo loi ich ctia cong dong va xa hoi néi chung.

1.1.3. Quan diém dinh hwéng hoat dong marketing

= Quan diém dinh hwéng theo sdin xuit

Véi quan diém nay, hoat dong san xudt 1a quan trong nhat dbi voi HTX. Cac HTX
cho rang viéc san xuit v6i qui mo 16n, ban rong khap trén thi trudng voi gia thap thi

khach hang s€ mua.



Do vay cac HTX chii trong vao dau tu san xuét, hoan thién qui trinh cong nghé.

= Quan diém dinh hwéng theo sir hoan thién ciia sin phim

Theo quan diém nay, c4c nha quan trj cho rang thanh cong cua HTX 14 do c6 san
pham dat chit luong t6t. Cac HTX cho rang chi cin ¢6 san pham t6t ma khong can phai
thyc hién cac hoat dong khac thi khach hang van dén mua. Nhu vay, HTX s¢€ chi chu
trong vao vi¢c nghién ctiru hoan thi¢n san phém mot cach lién tuc, khong tinh téi nhu
cau cta khach hang, mién 1 san pham cta ho tot hon san phdm cua dbi thi canh tranh
la duoc.

= Quan diém dinh huwéng theo ban hang

Quan diém nay cho rang khach hang s& khong mua san pham véi s luong nhu
mong doi cia HTX. HTX can tap trung dau tu vao quan tri ban hang, tim moi cach dé
ban dugc san pham. Cac HTX cho rang chi can c6 phuong phap, chién thuat tét 1a co
thé ban dugc cho khach hang. Piéu nay dan dén viéc cac HTX s& chu trong vao khau
t6 chtre ban hang, nang cao chat lurong d6i ngii ban hang, nghién ctru phuong phap béan
hang mai 14 c¢6 thé thanh cong trén thi trudng.

= Quan diém dinh hwéng theo marketing

Dé dat dugc muc tiéu kinh doanh, cac HTX can phai xac dinh dugc nhu cau cua
khach hang muc tiéu, dam bao thoa man nhimng nhu cau d6 mot cach tt hon so véi dbi
thu canh tranh. Cac hoat dong marketing la toan by hoat dong kinh doanh cua HTX
nhin tir phia khach hang. Nhiing triét Iy co ban trong kinh doanh caa HTX 12 dinh huéng
theo khach hang; phbi hop cac chitc ning quan tri cia HTX; xdy dung vin héa HTX
dé két nbi moi cap quan Iy, moi bd phan va véi toan thé nhan vién theo hudng thoa man
nhu cau khach hang; toan HTX phdi quan tdm t&i sy sang tao, ddi méi san phém; phéi
hop ddng bo cac hoat dong chirc ning trong marketing.

Nhu vy, néu theo quan diém nay thi HTX sé& tdi da hda loi nhuan thong qua viéc
thoa man nhu cau cta khach hang chir khnéng phai lugng ban t6i da nhu trong quan diém
dinh hudng ban hang.

Duéi day 1a sy so sanh hai quan diém: dinh huéng ban hang va dinh hudng
marketing.

Diém Trong tam Bién phap A
xuéit phét chdy kinh doanh Mpyc ticu
. X Tap trung ban | Loi nhudn c¢o
g[’la gfem Doanh nhiép | San phdm hang, quang cao, | dugc nho lugng
an hang khuyén mai,... ban ra
\ Loi nhuan c6
St dung i g
hat hién Va ng Keti X dugc nho thoa
Quandiém | Thi trudng Phat hién va ndm | mar etlr_19 dong mén t6t hon
. R bat nhu cau cua| bd: nghién ctru thi o,
marrketing | muc tiéu khach han truone. san phim nhu cau cua
g ong, san pham, |y pach hang
phan phoi.




= Quan diém dinh hwéng theo lgi ich xa héi

Theo quan diém nay, HTX khong chi quan tam t6i loi ich cia HTX minh ma con
phai quan tdm tdi loi ich cua cong dong, xa hoi. Vi du: HTX phai chd ¥ téi bao vé moi
truong trong san xut (chét thai, st dung nguyén vat liéu khong dam bao chat luong).
Nhu vay, ngoai viéc nghién ciru va phat hién nhu cau cua khach hang muc tiéu, HTX
con phai nghién ctru ca nhu cau, loi ich cta toan xa hoi.

Quan diém nay c6 thé duogc thé hién nhu sau:

HTX

Xa hoi Khéch hang

1.2. Quan tri marketing

Theo hiép hoi marketing My: “Qudn tri marketing la qud trinh ldp ké hoach, va
thuee hién ké hoach do, dinh Qia, khuyén mai va phan phéi hang hoa, dich vu vay tucng
dé tao ra sw trao doi véi cac nhém muc tiéu, théa man nhitng khach hang muc tiéu va
dat dwoc muc tiéu cua doanh nghiép”.

Qua trinh quan tri marketing bao gom c4c hoat dong nhu sau:

(1) Phén tich co hoi marketing

(2) Phéan doan thi treong va lua chon thi trrong muc tiéu

(3) Xéc dinh chién luge marketing

(4) Xéac dinh cac chuong trinh marketing hon hop

(5) T6 chirc, thuc hién

(6) Kiém soat va danh gié viéc thuc hién dé diéu chinh ké hoach cho hop ly

1.3. Quan tri quan hé khach hang

Viéc giit khach hang va phat trién quan hé lau dai v6i khach hang 1a dinh hudng
chién lugc cho HTX. D¢ hiéu quan tri quan hé khach hang, can phai hiéu khach hang.
Gia tri ma khach hang nhan dugc, su thoa man cia khach hang va cac cong viéc cu thé
cua quan tri quan h¢ khach hang.

= Giétrivachiphi

- Theo quan diém cua khach hang: gié tri ciia mot hang hoa nao d6 1a tap hop tat
ca cac loi ich ma khach hang nhan dugc khi ho mua va stir dung hang hoa d6 (Philip
Kotler). Khach hang khong mua ban than san pham, ho mua loi ich ctia san pham hoic
giai phap ma san pham mang lai cho ho. Vi du: Khach hang can di chuyén giita cac

diém, ho s€ can phuong tién di chuyén, nhu vay ho c6 thé mua xe dap, xe may. Nguoi



lam marketing can nhé rang gia tri ctia san pham nam trong suy nghi ctia khach hang.

Cong thire tinh gia tri ma khach hang nhan dugc nhu sau:

Gia tri cua san phcfm = gia tri cua ban than san phafm + gid tri dich vu + gia tri
Vvé cd nhdn + gid tri vé hinh dnh

- Nhin tir goc d6 khach hang, chi phi ciia mot san pham ddi v6i khach hang 1a
tong s6 chi phi ma khach hang phai b6 ra dé c6 duoc san pham dé, bao gdm chi phi
bang tién, chi phi vé thoi gian, sire luc, tinh than. Cong thirc nhu sau:

Téng chi phi cua khach hang = tién mua sdan phdam + chi phi vé thoi gian + ndng
luong bo ra + the lyc

Nhu vay:
Gia tri ma khach hang nhdn diwgc = gia tri ciia sdn phdm — tong chi phi
M@ hinh vé gia tri nhan dwoc ciia khach hang Sw théa man ciia khach hang

Gié tri san Gid tri dich G trf ¢ Gi trj hinh
pham Vi nhén anh
Y
Tong gi tri clia khach hang
Gia tri khach
hang nhan
Tong chi phi ctia khach hang
3
[ l ! I
Chi phi bang Chi phi thot Chi phi nang Chi phi the
tién gian lwong luc

Su thoa man cia khach hang 1a trang thai hai long cua ho khi mua va tiéu dung
san pham. Sy thoa man cua khach hang 1a két qua cua su so sanh giita ky vong (E-
Expectation) cua khach hang khi mua hoic tiéu ding san pham va cam nhén thuc té (P-
Perception) cta ho vé gia tri tiéu dung. Néu E > P thi khach hang cam thdy thit vong,
néu E < P thi khach hang hai long v&i san pham. Khi khach hang hai 1ong thi ho c6 thé
s€ tré thanh khach hang trung thanh cua HTX.

Quan tri quan hé khach hang: Quan tri quan hé khach hang (CRM-customer
relationship management nham lua chon, duy tri va phat trién cic mdi quan hé 1au dai
gitta HTX va khach hang. Trong qua trinh quan tri quan hé khach hang, khach hang
1a trong tAm ctia moi hoat dong. Céc cong viéc cu thé ctia quan tri quan hé khach hang:
Xay dung co s& dir li¢u khach hang; phan tich co s& dit liéu khach hang; lya chon
khach hang muc tiéu; phét trién cic chuong trinh quan hé véi nhiing khach hang do;
dao tao nhan sy quan 1y khach hang; danh gid hiéu cua chuong trinh quan tri quan h¢
khach hang.



CHUONG 2. PHAN TICH CO HOI MARKETING

Muc tiéu:

- Hiéu rd céc yéu t6 trong méi truong vi md va mo hinh ap dung trong phan tich
moi truong vi mo

- Hiéu cac yéu t6 trong mdi truong nganh va mé hinh phan tich méi trudng nganh

- Hiéu tam quan trong ctia phan tich doi tha canh tranh

- Hiéu myc dich va su phan tich hanh vi mua cta khach hang ca nhan

- Hiéu qué trinh ra quyét dinh mua va nhan t6 tac dong dén hang vi cua t6
chirc

2.1. PHAN TiCH MOI TRUONG MARKETING
2.1.1. Phén tich mdi trwong vi mo

Nhitng HTX thanh dat 1a nhitng HTX ¢6 thé nhén thirc va dap tmg nhitng nhu cau
va xu huong chua duoc dap ng trong moi truong vi md. Nhing nhu céu chua duoc
dap tng ludn ton tai.

Xu huong la mot chiéu huéng hay két qua cia nhitng su kién xay ra tirc thoi hay
lau dai. Can phan biét hién twong nhat thoi, mot Xu hudng voi xu hudng 16n. Hién tuong
nhat thoi 14 hién tuong khong doan trudc dugc, xudt hién trong mot thoi gian ngan,
khong c6 v nghia xa hdi, kinh té va chinh tri. Mat khac, xu huéng dé du doan va lau
bén hon. M6t xu hudng thudng thé hién hinh déng cua tuong lai. Vi du: Gia dao dong
16n gitra cac khu vuc, trong mot muia va giira cac mua. Diéu nay lién quan dén dic diém
ciia nganh nong nghiép phu thudc nudc mua, mit mua thudng xuyén, cic co so luu
khohan ché va han ché hoi nhép thi truong do duong s& kho tiép can. Trong nhitng nim
“binh thudng”, gia san xut cay luong thuc c6 thé du kién ting gip d6i hodc tham chi
nhiéu hon nita, ngay sau vu thu hoach 12 lai dén khi “mat mua” trude vu thu hoach tiép
theo.

Khi phan tich m6i truong vi mo, nguoi lam marketing thuong 4p dung mo hinh
PEST (chinh tri-political; kinh té-economic; x& hoi-social; cdng nghé-technology) hoac
PESTEL (chinh tri-political; kinh té-economic; xa hi-social; cong nghé-technology;
moi truong-environment; ludt phap-legal).

= M0i triweong nhan khdu

Nhitng ngudi 1am Marketing quan tdm sau sic dén quy mo va ty 1¢ ting dan sé &
cac thanh phé, khu vuc va quéc gia khac nhau, sy phan bd tudi tac va co ciu dan tdc,
trinh do hoc van, qui mo6 gia dinh, sy di chuyén dan cu, vai trd moi cua phu nit, qua
trinh do thi hoa.

Su thay d6i vé co cu tudi tac trong dan cu sé& dan dén tinh trang thay ddi co
cau khach hang tiém nang theo d¢ tudi. Bén lugt nd, nhitng thay doi nay s€ tdc dong
quan trong tdi co cau tiéu dung va nhu cau vé cac loai hang hoa. Su thay déi vé quy mo
gia dinh ciling lam cho céc hoat dong Marketing thay doi thuong xuyén lién tuc.



Cac nudc, cac VL‘J(\g co co cdu dan tdc va ching toc rat khéc nhau. Mbi nhém dan
cu c6 nhitng mong mudn nhat dinh va nhirng thoi quen mua sam nhat dinh.

Nén kinh té ngay cang phat trién, trinh d6 vin héa gido duc trong dan cu duoc
tang 1én, nhiéu nganh nghé mai ra doi va cang trd 1én phd bién. Diéu d6 ciing doi hoi
cac nha hoat dong thi truong phai dua ra va ap dung cac chinh sach marketing phu hop
hon.

Tai Viét Nam, qua trinh d6 thi héa dang tang Ién. Sy mé rong cac khu trung tam
d6 thi, sy hinh thanh cac khu dé thi méi kéo theo dan sé & céc thanh phd 16n ting thém.
Diéu ndy anh hudng 16n téi nhu cau tiéu dung. Qui md gia dinh cua ngudi Viét nam co
xu huéng nhé dan, tudi tho trung binh ting 1én ciing din dén su thay ddi trong tiéu
dung.

= MO0i trwong kinh té

M®i trudng kinh té trude hét phan anh qua téc do ting truong kinh té chung vé co
c4u nganh kinh té, co cu vung. Tinh hinh d6 c6 thé tao nén tinh hap dan vé thi truong
va sttc mua khac nhau d6i voi céc thi truong hang hoa khac nhau. Mbi truong kinh té
bao gdm cac yéu té cha yéu nhu tdc d6 ting truong nén kinh té (GDP), tinh trang lam
phat, that nghiép, ty gid, 13i suat ngan hang, thu nhap binh quin dau ngudi, co cdu chi
tiéu, sw ph&n hda thu nhap. Phan hda thu nhap sé chi cho cac nha hoat dong Marketing
nhitng doan thi trudng khac nhau rd rét boi mire do chi tiéu va phan bé chi tiéu. Nhiing
ngudi ¢6 thu nhap cao s& doi hoi chat luong hang hoa dich vu & mirc cao hon va c6
nhitng nhu cau vé vin hoa tinh than 16n hon tiéu dung vat chat.

Nhirng nguoi lam marketing phéi theo doi k ludng moi bién dong 16n trong thu
nhdp, gia sinh hoat, 131 suét, cac kiéu tiét kiém va vay tién, boi vi ching co thé c6 anh
hudng 16n, dic biét 1a &én nhitg HTX, nhirng san pham c6 mutrc d6 nhay cam cao ddi
v6i1 thu nhap va gia.

Vi du: Theo khao sat thuc hién 9/2018 do Hiép hoi Cac nha ban 1¢ Viét Nam thuc
hién, cho thdy, c6 dén hon 40% ngudi tiéu dung sin sang tra tién thém cho thuc phim
sach. Riéng vé chi tiéu cha dong tim kiém cac san pham c6 chira cac thanh phan t6t cho
strc khoe thi dat téi 79%. Ly giai thuc té trén 13 do sy ting trudng kinh té 6n dinh da
lam ting mirc thu nhdp binh quin diu nguoi va tao nén tang cho su ting trudng bing
nd cua nganh thuc phim. Cung vé6i do, xu hudng tiéu dung cta ngudi dan dang dich
chuyén tir 4n ngon mic dep, sang tiéu dung an todn va mdi quan tdm hang dau cua
nguoi tiéu dung Viét 1a an toan thuc phém va bao vé suc khoe.

Nhu vay nguoi lam marketing phai diéu chinh chién lugc marketing theo nhing

bién d6i nhanh chéng cuia thi trudng
» MOi trwong tw nhién
M®6i trudng ty nhién bao gdm hé théng cac yéu t tu nhién anh hudng nhiéu mat



t61 cac nguodn lyc dau vao can thiét cho cac nha san xuét - kinh doanh va chiing c6 thé
gay anh hudng cho cac hoat dong Marketing trén thi truong.

Nhitng nguoi 1am Marketing can nhay bén v6i nhitng mdi de doa va co hoi gin
lién v&i ba xu hudng trong moi truong ty nhién: Thiéu hut nguyén liéu, chi phi ning
luong ting, qui dinh cua chinh phu vé vé sinh cong nghiép, chdng 6 nhiém moi truong.
Hoat dong marketing bi anh huong rat nhiéu bai méi trudng ty nhién. Vi du: Viéc thiéu
nude ngot ding trong sinh hoat ho gia dinh tai ving Pong bang Séng Ctru Long trong
thoi gian toi do bién doi khi hau.

* MOi trwong cOng nghé

Moi truong cong nghé bao gdm cac nhan té giy tic dong anh hudng dén cong
nghé mai, Sang tao ra nhimng san pham va co hoi thi truong mdi. Cong nghé cé thé tao
ra nhitng diéu ky diéu, nhung ciing 6 thé gy ra nhiéu tiéu cuc. Toc do ting truong cua
nén kinh té chiu anh hudng cua sd luong cong nghé méi. Nguoi lam Marketing phai
theo do1 nhirng xu hudng sau day trong cong nghe.

- Sw tdng toc ciia viéc thay déi céng nghé: toc do phdt trién va déi méi cong
nghé ky thudt ngay cang nhanh

- Kha nang vng dung V0 tan cua cong nghé moi

- Thay déi ngan séch nghién citu va phét trién: chi phi ndy ngay cang ting

- Quy dinh quan ly cac urng dung cong nghé ngay cang chat ché

Nhirng nguoi 1am Marketing can hiéu ré 1a moi trudng cong nghé ludn thay doi
va nam duoc nhiing cong nghé méi d6 phuc vu nhu cau ciia con ngudi nhu thé nao.

» MOi trwong chinh tri - ludt phap

Moi truong chinh tri bao gém hé théng luat phap va cac van ban dudi luat, cac
cong cu chinh sach ctia nha nudc, td chirc bd may va co ché diéu hanh chaa chinh phu
va cac td chire chinh tri- x4 hoi, sy 6n dinh chinh tri. Mbi truong nay co thé han ché
hoat dong cua HTX.

Vi du: Theo Diéu 22 Luat HTX 2023 quy dinh chinh sach thué, phi va 18 phi: T6
hop tac, HTX, lién hi¢p HTX duoc hudng mirc wu dai thué, vu dai phi va 1€ phi cao
nhit trong cung linh vuc, nganh, nghé va dia ban theo phap luat vé thué, phi va 1é phi.

Khong thu 1& phi dang ky ddi vé6i té hop tac, khong thu phi cong bd nodi dung
dang ky trén hé thong thong tin dién tir cia co quan diang ky kinh doanh.

Mién, giam thué thu nhap doanh nghiép theo quy dinh ctia phap luat vé thué thu
nhdp doanh nghi¢p ddi voi: thu nhap tur giao dich ndi bo ciia HTX, lién hi¢p HTX; thu
nhap cia t6 hop tac, HTX, lién hiép HTX khi tham gia lién két voi ca nhan, to chirc
khac hinh thanh chudi gia tri, cum lién két nganh, gin véi kinh té xanh, kinh té tuan
hoan, kinh té tri thirc vi muc tiéu phat trién bén viing..

» MOi trwong vian hda-xa hoi



MBoi trudng vin hoa bao gdm céc thé ché xa hoi, gia tri xa hoi, truyén thong, ton
gido, thai do ctia xa hoi. Van hoa 1a mot h¢ théng gia tri, quan niém, niém tin, truyén
thdng va cac chuan muc hanh vi don nhét véi mot nhém ngudi cu thé nao d6 duge chia
s¢ mot cach tap thé. Moi truong van héa xd hoi chi phdi khach hang va hanh vi kinh
doanh, anh hudng to61 hoat dong marketing.

Nhitng gid tri van héa cét 16i, truyén thong can bdn rat bén vitng: D6 1a cac gia
trj chuan muc va niém tin trong x4 hoi c6 mirc do bén viing, kho thay doi, dugc truyén
tir doi nay qua doi khac va duoc duy tri qua moi trueong gia dinh, truong hoc. tao nén tap
quan tiéu dung. Nha quan tri marketing nén tim cach thich tng vi moi truong ndy hon
1a 1am thay doi n6. Gia tri xa hoi 14 su thé hién quan niém vé tot, x4u, dung, sai, trong
suy nghi va hanh dong ctia con ngudi. Piéu nay anh hudng truc tiép dén hanh vi cua
khéach hang. Long tin ctia con ngudi cling anh hudng téi hanh vi cua khach hang. Vi du
mot bd phan nguoil Viét Nam van tin réng san phém nhap khau tot hon san phém san
xudt trong nudc.

Nhitng gid tri vin héa thir phat: nhém gia tri chuan muc va niém tin mang tinh
“thit phat” thi dé thay d6i hon va sé& tao ra nhitng c6 hoi thi truong ma cac hoat dong
marketing phai bat kip va khai thac ddi da.

Nhitng gid tri vin hoa thir yéu bién déi theo thoi gian: van hda van ¢ nhitng bién
d6i nhat dinh. Nhitng chuan muc vé nam, nit, muc dich cudc séng cua gidi tré, quan
diém vé nghé nghiép cua tang 16p tré hién nay da thay doi so véi trude day.

Céac nhanh vén hoa ciia mét nén van héa: Moi xa hoi déu chira dung nhiéu nhanh
van hda, tic la nhitng nhom ngudi khac nhau cung chia sé cac gia tri van hoa, dao duc,
ton gido, kinh nghiém, cach séng,..tao nén nhiing nhém ti€éu dung khac nhau. Trong
truong hop cac nhém cua nhitng nhanh vin héa thé hién nhitng mong mudn va hanh vi
tiéu dung khac nhau, thi nhitng nguoi 1am Marketing c6 thé lua chon cac nhanh vin
hoa lam nhirng thi truong muc ti€u ctia minh.

Vi du: Luat HTX niam 2012 ra doi thay thé Luat HTX nam 2003 da lam thay d6i
nhan thtrc, cach nghi, cach lam cua nhiéu HTX trén dia ban tinh, dic biét 1a vé& cach
quan 1y, xdy dung mé hinh, lién két san xuit, mé rong thi trudng tiéu thu. Tir 4o, da
mang lai nhiéu loi ich thiét thuc cho thanh vién tham gia. Néu nhu trude day, hau hét
cac ho nong dan khi tham gia HTX déu c6 chung mét cach nghi 1a vao dé duoc hd tro,
hudng loi tir cac chinh sach ctia Nha nude. Nhung hién nay, cach nghi d6 di c6 nhiéu
thay d6i va thay vao d6 1a mudn dugc chia sé kinh nghiém, k¥ thuat hay dé cing nhau
phat trién.

2.1.2.  Phéan tich méi trwong nganh ciia HTX

Céc lyc lugng trong moi truong vi md ciia HTX bao gdm nhing yéu t6 sau:

* Nhitng ngwoi cung irng



Nhirng nguoi cung ung 1a nhitng HTX va nhitng cd nhan dam bdo cung ing cac
yéu t0 can thiét cho HTX va céc doi thu canh tranh dé c6 thé san xuat ra nhitng mat
hang cu thé hay dich vu nhat dinh.

Nhirng bién d6i trong mdi truong “ngudi cung tng” cé thé anh huong nghiém
trong dén hoat dong marketing cua HTX. Vi vy cac nha quan ly can nam ving thong
tin vé cac nha cung Gng, vé thai d6 ctia ho ddi v6i minh va ddi thi canh tranh

= Cac trung gian marketing

D6 1a cac td chire dich vu, cac HTX khac va ca nhan gitp cho HTX t6 chirc tiéu
thy hang héa t6i nguai mua cudi cling. Do la cac HTX cung cap dich vy marketing nhu
tu van, nghién ciru marketing, quang cao, dai phat thanh, bao, tap chi gip cho HTX
khuéch truong san pham ciia minh. D6 13 cac td chire tin dung trung gian nhu ngan
hang, tai chinh, bao hiém, kiém toan.

Nhitng thay d6i trong cac to chirc nay déu co thé anh huong t6i hiéu qua hoat
dong marketing cia HTX.

= Khach hang

HTX can phai nghién ctru k¥ nhitng khach hang ciia minh, khach hang khac nhau
c6 nhu cau va dac tinh mua hang khac nhau. Nhin chung nhitng dang thi trudng sau:

- Thi trwong nguoi tieu dung: nhitng nguoi va ho dan mua hang hoa va dich vu
dé st dung cho cé nhan.

- Thj truong céc nha san xudt: c4c to chire mua hang hod va dich vy dé sir dung
chung trong qua trinh san xuat.

- Thi truong nha ban budn trung gian: to chirc mua hang va dich vu dé sau do
ban lai kiém 101.

- Thi truong quéc té: nhitng ngudi mua hang & ngoai nudc bao gdm nhitng ngudi
tiéu dung, nha san xuat, nguoi mua trung gian va cac chinh phii ¢ cac qudc gia khac
nhau. Cong chiing truc tiép va cac nhom c6 dong (tai chinh).

- D6 1a bat ky mot nhém, mot t6 chtrc nao c6 moi quan tam thuc su hodc co thé
s& quan tdm hay anh hudng t6i kha ning dat duoc cac muc tiéu cia HTX. Céc quyét
dinh marketing can phai dugc chuan bi chu dao dé khong chi huéng vao nhém khach
hang muc tiéu ma con phai huéng vao cong chiing néi chung dé c6 dugc nhimng ung ho
tich cyc cta cong dong.

= Poi thii cgnh tranh

Moi HTX déu c6 rat nhiéu déi thi canh tranh khéc nhau.

2.1.2.1 Quan diém nganh vé canh tranh

Nganh duoc dinh nghia 14 mot nhom nhitng HTX chiao ban mét san pham hay
mat 16p san pham c6 thé hoan toan thay thé nhau dugc. Nhitng yéu té chinh quyét dinh
co cau nganh gom: (1) sé luong ngudi ban (cung tmg); (2) R0 can gia nhap nganh;
(3) rao can rat lui khoi nganh; (4) co cdu chi phi; (5) kha ning vuon ra thi trudng toan

cau.
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= $6 lwong nguwoi ban va mive dé Khac biét ciia san phim:

- Ddc quyén hoan toan

- Nhém ddc quyén hoan toan: nhém doc quyén hoan toan bao gobm maot vai HTX
san xuat phan 16n mot loai san pham (dau mé). Pic diém phan biét ciia doc quyén nhém
khong phai 1 qui m6 cua HTX, ma 13 su chi phdi thi truong cia HTX.

- Nhém doc quyén c6 khac biét: mdi HTX déu c6 kha ning din dau thi trudng
vé mot trong nhiing tinh chét chu yéu, hodc mdt nhém khach hang.

- Canh tranh c6 doc quyén: gdbm nhiéu HTX c6 kha ning tao ra dic diém khac
biét cho toan b hay mot phan san pham. Nhitng HTX nay c6 kha ning anh huéng toi
thi trudng va phi phdi vé gia.

- Canh tranh hoan hao: s6 lugng 16n cac HTX cling cung tmg mot loai san
phém, dich vu.

* Rao0 cdn gia nhdp nganh

Cac nganh rat khac nhau vé mirc d6 gia nhap dé dang nhap nganh. Nhiing rao can
gia nhap chu yéu 1a v6n 16n, mic do tiét kiém nhd qui md, yéu cau vé bang phat minh
sang ché, dia diém san xuat, nguyén vat lidu, uy tin. Mot sb rao can 1a vén c6 ddi voi
mot s6 nganh nhét dinh, nhung c6 nhiitng rao can 1a do nhiing bién phap riéng 1é hoic
két hop ctia cac HTX hién c6 tao nén.

* Rao0 cdn rut lui khéi nganh

Nhitng rao can rit lui bao gdm nghia vu phap ly; dao duc ddi véi khach hang, cha
ng, nhan vién; gia tri thu hdi tai san thép do 15i thoi; khong co cac co hoi khac.

= Co cdu chiphi

Cac nganh khac nhau c6 co ciu chi phi khac nhau. Nganh cong nghiép ning co
chi phi 10n vé san xuat va nguyén liéu, trong khi nganh san xuat d6 choi thi chi phi phan
phéi, truyén thong marketing rat 1on.

= Khd néing vwon ra toan cdu

Kha ning dua san pham ra todn cau ciia cac nganh khong gidng nhau. C6 nganh
c6 tinh chat dia phuong, c6 nganh c6 tinh chat toan cau.

2.1.2.2 Quan diém thi trwong vé canh tranh

Quan diém thi trudng vé canh tranh dé cap t6i nhing HTX cung théa min nhu
cau ciia khach hang.

Vi du: HTX san xuét thit ga sach duong nhién xem nhitng nha san xut thit ga
sach khac 1a cac dbi thu canh tranh. Nhung néu theo quan diém thi trudng, dé thoa man
nhu cu “thuc phém sach” cua khach hang, thi ddi thu canh tranh cua HTX 1a nhiing
nha san xuat thue pham khac khong riéng gi nha san xudt thich ga sach.

Theo quan diém thi truong gitp cho HTX c6 thé thay rong hon cac dbi thii canh

tranh hién tai va tiém an.
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2.1.2.3 Phantich 5 lwe lwgng canh tranh
M6 hinh &p dung phan tich ndm lyc lugng canh tranh 12 mo6 hinh ctia Michael
Porter:

CA4c dbi thu canh tranh trong nganh: day 1a canh tranh giita cac HTX hoat dong
trong cung mot nganh.

Poi thii canh tranh tiém 4n: Nha quéan tri marketing phai phan tich nhiing diéu
kién ma d6i thi canh tranh tiém an c6 thé 13 nguy co. Vi du: Mtic do trung thanh voi
thuong hiéu ctua khach hang khong cao thi cdc HTX méi s€ kho gia nhap hon; hoac su
khac biét giita cac HTX cao sé& trd thanh mét trd ngai 16n cho HTX mudn gia nhap.

Sy de doa ctia san pham thay thé: Néu xét theo quan diém thi trudng vé canh tranh
thi cac HTX trong nganh khong chi canh tranh vé&i nhau ma con phai canh tranh véi cac
HTX trong cac nganh khac c6 san pham cing théa man nhu cau cia khach hang. Sy
tn tai cia nhirng san pham c6 thé thay thé 13 mot thach thirc v6i cac HTX.

Quyén lyc ctuia ngudi mua: khach hang gay stic ép cho cac HTX nhu yéu ciu giam
gi4, tang chat lwong. HTX s& gap nhiéu thach thirc néu cung 16n cau, chi phi ma khéch
hang chuyén d6i ma cung cap khong cao.

Quyén luc ctia nguoi cung tmg: Cac nha cung tmg c6 thé giy stc ép vé gia, thoi
gian giao hang.

Mo hinh Nam luc lugng canh tranh theo Porter

Dai tha mai

Quy&n tiem nang
thuong Nguy co tir doi
lugng thd mdi gia nhap
cua nha
cung cap
Nha « | Khach
cung cap hang
Quyén
thuong
Nguy cd tir lugng cua
san pham/ T khach hang
dich vu thay thé
San pham
thay thé
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Phan tich déi thi canh tranh ciia HTX
CAc budc trong phan tich dbi thu canh tranh nhu sau:

Xac dinh ::l> Xac dinh chién luoc
do1 thu canh tranh cua do1 thu canh tranh

M@@J

Xac dinh muc tiéu

i ek Pénh gi4 diém manh, diém yéu cua
cua doi1 thu canh tranh l:> P ’ ‘
do1 thu canh tranh

o L

Danh gia cach phan tmg :> Lua chon do1 thu canh tranh

cua do1 thu canh tranh de tién cong / tranh né

a. X&c dinh déi thii canh tranh

Chuing ta c6 thé phan biét thanh bén mirc dd canh tranh cin cir vao mic do thay
thé ctia san pham:

- Canh tranh nhan hiéu:

HTX c6 thé xem nhitng HTX khac ¢6 ban san pham va dich vy tuong tu cho ciing
mot s6 khach hang véi gia twong ti nhu 14 cac d6i tha canh tranh cta minh.

- Canhtranh nganh:

HTX c6 thé xem mot cach rong hon tit ca nhimg HTX san xuit cing mot loai hay
mot 16p san pham déu 13 ddi thi canh tranh ctia minh.

- Canh tranh cong dung:

HTX con ¢ thé xem mét cach rong hon nira la tat ca nhitng HTX san Xuét ra
nhitng san phém thuc hién cung moét dich vu 1a dbi thu canh tranh ctia minh. Vi du
Toyota coi cac HTX san Xuat xe may, xe dap déu 1a ddi thu canh tranh ctia minh.

- Canh tranh chung:

HTX c6 thé xét theo nghia rong hon nita la tat ca nhimg HTX dang kiém tién cua
cing mot ngudi tiéu dung déu 1 dbi thii canh tranh ctia minh. Trong truong hop nay
Toyota s& thdy minh dang canh tranh véi nhilng HTX ban hang tiéu dung, HTX du
lich,...

b. X&c dinh chién lwgc ciia dbi thi canh tranh

Nhirng d6i tha canh tranh gan nhat cia HTX la nhitng HTX cuing theo dudi nhitng
thi trudng muc tiéu gidng nhau véi chién lugc giéng nhau. Nhitng HTX nay duoc goi
12 nhém chién luoc.
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Mic di canh tranh dién ra quyét liét nhat trong ndi bd nhom chién luge, nhung s
canh tranh giira cac nhoém chién lugc ciing khong phai 1a nho.

HTX can c6 nhitng thdng tin chi tiét trong timg mit cua chién luoc marketing cua
tirng d6i thu canh tranh:

- San pham dugc dinh vi nhu thé nao?

- Phan phdi: Ho ban san pham & nhitng ddu? Tai sao? Ho phan phdi san pham
nhu thé nao?

- Khuéch truong san pham: Bang cach nao ho khuéch truong san pham/ dich vu
cua ho? Thong di¢p quang cao cua ho la gi?

- Gié ca: CAu tric gia cua ho nhu thé nao?

- San pham: San pham ciia ho nhu thé ndo? danh muc san pham, bao bi, dic tinh
ndi bat, dich vu khach hang nhu thé nao?

Cac nha quan tri marketing can phai thudng xuyén theo ddi chién lugc ciia ddi thu
canh tranh vi chién lugc nay sé& thay d6i sau mot thoi gian.

c. XAc dinh muc tiéu ciia d6i thi canh tranh

Phan tich va xac dinh muc tiéu ctia ddi thi canh tranh 1a co s& quan trong cho nha
quan tri marketing dua ra cac quyét dinh, doi sach déi véi dbi thu canh tranh. Nha quan
trj marketing can biét tim quan trong twong ddi ciia mdi muc tiéu ma dbi tha canh tranh
dua ra: tang thi phén, tang loi nhuan, dan dau vé dich vu.

d. Panh gi4 diém yéu, diém manh cia ddi thi canh tranh

Mudn danh gia diém manh, diém yéu cta d6i thi canh tranh, HTX can phai thu
thap théng tin vé tinh hinh kinh doanh nhu doanh thu, thi phan, lgi nhuan, sy dau tu,...
HTX c6 thé st dung s6 liéu thu cép, kinh nghiém c4 nhan, hay thuc hién nghién ctru
thi truong (khach hang, ngudi cung tng, trung gian marketing.

Ba yéu t6 co ban ma HTX nén theo dbi Ia:

(1)  Thiphén ctia dbi thu canh tranh trén thi truong myc tiéu;

() Phan tam tri: ty 1 phan tram khach hang néu tén ddi thi canh tranh khi
tra 101 cau hoi “Hay néu tén HTX dau tién ban nghi t&i khi nghi dén nganh nay”;

(3) Phan trai tim: ty 1& phan tram khach hang néu tén di tha canh tranh khi
trd 101 cau hoéi “Hay néu tén HTX ma ban thich mua san phém cua ho”.

e. Panh gi4 cach phan ng ciia cac ddi thii canh tranh

Nhirng cach phan tig pho bién ciia cac ddi thii canh tranh nhu sau:

- Dbi tha canh tranh diém tinh: 12 nhitng HTX khong c6 phan tmg nhanh hay
manh d6i véi cac hoat dong cua ddi thi nhét dinh.

- D6i thu canh tranh ¢6 Iwa chon: HTX canh tranh ¢6 thé chi phan tmg v6i nhiing
hanh dong nhat dinh ma khong c6 phan mg gi véi nhitng hanh dong khéc.
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Vi du: HTX ¢6 thé c6 phan Gmg v&i hoat dong giam gia, nhung lai khong co
phan tng gi trude viée ting cudng quang cio cta ddi thi canh tranh.

- Dbi thu canh tranh hung dit: 12 nhitng HTX ¢ phan tmg nhanh, manh véi moi
hanh dong tin cong cua ddi thi canh tranh.

- Dbi thii canh tranh khon ngoan: 1a nhitng HTX ma kho cé thé dy doan trudc
dugc phan ing cua ho.

f. Lua chon d6i thii canh tranh dé tin cong va né tranh

- Céc ddi thi canh tranh manh va yéu: HTX tan cong cac ddi thi yéu thi thuong
1a s& thanh cong, nhung c6 thé dat duogc it két qua trong nang cao ning luc. Vi vy,
HTX ciing nén canh tranh v&i nhitng d6i tha canh tranh manh.

- Cac d6i thi canh tranh gan va xa: Nhiéu HTX thuong canh tranh véi cac dbi
thil canh tranh gan giéng minh nhat. Nhung dong thoi HTX khong nén “pha roi” d6i
thil canh tranh gan, boi vi khi dbi dau véi d6i thu canh tranh gan, HTX sé& phai ddi mit
v6i nhiing d4i thu canh tranh 16n manh hon.

- Céc ddi thu canh tranh tét va xau: Nhitng d6i tha canh tranh tt 12 nhimg HTX
tuan theo ding luat ciia nganh. Nhitng d6i thu canh tranh x4u thi vi pham lut choi.

2.1.3 Phan tich moi truwong néi bo

Muc tiéu caa phan tich mdi truong ndi bo 12 nham gitp HTX danh gia duoc diém
manh, diém yéu ctia minh, tir d6 c6 thé tim ra loi thé canh tranh. Cac van dé co ban
can danh gia:

- 'Vé marketing: thi phan, uy tin, hiéu qua phan phéi, lyc lugng ban hang.

- V& tai chinh: chi phi, su 6n dinh vé tai chinh.

- V& san xuat: nang lyc, cdng nghé, kha nang san xuat ding han.

- V&b chte: tAm nhin cua 1anh dao, triét 1y kinh doanh, su linh hoat.

Khi phan tich diém manh, diém yéu, HTX khdng nhat thiét pha chan chinh lai tat
ca nhitng diém yéu, cling nhu khong thé théa man voi tit ca nhitg diém manh. Mot
van dé dat ra 1a HTX nén 2161 han minh ¢ nhiing co hdi ma minh c6 thé manh, hay 1a
nén tinh dén co hoi tét hon nhung phat trién nhitng thé manh nhat dinh. Vi du:mot HTX
san xudt trong linh vuc dién tir cong nghiép: mot s nha quan 1y mudn chi theo dudi
linh vire ctia minh, mot s6 nha quan ly Khac lai muén HTX dua ra nhitng san pham dién

tu tiéu dung, mot linh vuc ma HTX con thiéu mot s6 thé manh marketing can thiét.

2.1.4. Phan tich SWOT trong qua trinh ra quyét dinh marketing

Phan tich méi truong bén ngoai: Khi phan tich moi truong bén ngoai (vi mo,
nganh, khach hang) HTX sé& xac dinh dugc co hoi va thach thirc d6i véi ban than ho.

Co hoi marketing 1a mot linh vuc nhu cdu ma HTX c6 thé c6 duogc loi nhuan. Co

hoi 1a nhitng yéu td tao nén nhiing thay di trén thi trudng ma mang lai thuan loi cho
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HTX. Co hoi c¢6 thé duoc phan loai va liét ké theo mirc d6 hap dan va xac suit thanh
cong cua no.

Thach thirc cia méi truong 1a do mot xu hudng hay mot bude phat trién bat loi
tao ra, gay thiét hai cho HTX néu HTX khong c6 giai phap dé bao vé. Thach thirc duoc
phan loai theo mirc d6 nghiém trong va xac suat xuat hién cta né.

Viéc phan tich méi trudng ndi bo sé chi ra diém manh, diém yéu ctia HTX khi so
sanh véi ddi thu canh tranh.

Khi 4p dung phan tich SWOT, can phai nh¢ rang nhitng phan tich néu ra déu 1a
nhirng khai niém twong ddi, nghia 1a manh hay yéu trong méi quan hé so sanh véi ddi
thu canh tranh.

Ma tran SWOT Co hdi (O) Théach thire (T)
Cac chién lugc str dung

Céc chién luoc st dung A T
2 ... .., |(dém manh hién tai/ma&i dé
Piém manh (S) di€ém manh hi¢n tai/mai dé

o .. han ché/vuot qua tac
khai thac co hoi

dong cua cac thach thirc

Nhirng chién luge khic phuc [Nhirng chién lugc khic phuc
Piém yéu (W)  (diém yéu d¢ ndm bt diém yéu dé ché ngu
co hoi thach thirc

22 PHAN TICHHANH VI KHACH HANG

Y nghia cta viéc phan tich hanh vi 1a dé

- Thiét ké céc chuong trinh marketing anh hudng dén nhén thirc va tinh cam cua
khéch hang

- Thiét ké cac chuong trinh marketing anh hudng dén hanh dong/ra quyét dinh
mua cua khach hang

- Puara cac quyét dinh vé san pham: thay d6i, cai tién, C4c yéu to ciia san pham
dé tac dong t6i mirc d6 thoa man cia ho

- Dua ra c4c quyét dinh vé truyén théng marketing: thong diép pht hop, cach
tiép can phu hop

- Dua ra c4c quyét dinh vé gia: cach thong tin vé gia cho khach hang, muc gia
phu hop véi nhéan thic cia khach hang

- Pua ra cac quyét dinh vé kénh phan phéi: chiéu dai kénh, thanh vién kénh,
diém ban, cach trung bay san pham, thiét ké cta diém ban (nha hang, siéu thi,..).

2.2.1 Hanh vi cia ngwoi tiéu dung

Nguoi tiéu ding duoc dinh nghia 1a nhitng ngudi mua san pham dé tiéu ding cho
ca nhan va gia dinh ho. Nha quan tri marketing can phai tra 161 dugc nhimng cau hoi cha

chét sau day:
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- Nhirng nguoi tiéu dung la ai?
- Nguoi tiéu dung mua gi?

- Tai sao ngudi tiéu ding mua san phiam nay?
- Nhitng ai tham gia vao qua trinh mua sam?
- Khi nao nguoi tiéu dung mua?

- Nguoi tiéu dung mua hang ¢ dau?
Theo Philip Kotler, mé hinh hanh vi nguoi tiéu dung nhu sau:

Pac
diém cuaa
gwoi
mua

Qua trinh ra
quyét dinh cua
nguwoi mua

Tac nhan | Tac nhan
Marketing Kkhac
San pham | Kinh te
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Phan phéi | Chinh tri
Truyén Van hoéa
thong
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Van hoa
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Ca tinh
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Nhan thire van de

Tim kiém thong
tin

Panh gia kha
nang thay thé

Quyet dinh mua

Hanh vi sau khi
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cua nguwoi
mua

a. Qua trinh ra quyét dinh mua ngwoi tiéu ding
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Sau mua

Theo mé hinh trén, khi ngudi tiéu ding mua san pham, nguoi tiéu dung phai trai

c6 thé bo qua hoac dao lai mot so giai doan.

qua 5 giai doan. Tuy nhién trén thyc té khong phai nhu vay, dic biét 14 trong nhiing
truong hop mua nhitng san pham tiéu dung hang ngay, nguoi mua it dé tam. Nguoi mua

- Nhdn thirc vin dé 1a khi ngudi mua cam thay sy khac biét gitra thyc té va mong

nhu cau cu thé

mudn. Viéc nhan thirc van dé c6 thé bat ngudn tir nhitng tac nhan kich thich bén trong

hodc bén ngoai. Nguoi lam marketing phai phat hién ra nhitng hoan canh goi 1én mot

- Tim kiém théng tin: sau khi nhan ra van dé/nhu cau, ngudi tiéu ding phai tim
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kiém thong tin vé san pham. Ngudn thong tin c¢6 thé 1 tir ca nhan, cong cong, thuc
nghiém, thdng tin thuong mai. Nhin chung nguoi tiéu ding nhan dugc nhiéu thong tin

nhat vé san pham tir ngudn thong tin thuong mai. TAm quan trong twong ddi cua cac




ngudn thdng tin d6i véi timg san pham cu thé 1a diéu quan trong trong viéc 1ap ké hoach
truyén thong marketing ctia HTX.

- Danh gia cac phwong an thay thé: ngudi tiéu dung s& tim kiém san pham co
nhiing loi ich nhat dinh thoa man nhu cau ciia ho. Ngudi tiéu dung c6 khuynh hudng
xay dung mot tap hop niém tin vao cac san pham. Niém tin ndy tao nén hinh anh vé san
pham. Niém tin nay thay ddi theo kinh nghiém cta nguoi tiéu ding va tac dong cia
nhan thirc c6 chon loc, bop méo c6d chon lgc va ghi nhé ¢6 chon lgc.

- Quyét dinh mua: khi danh gia cac phuong an thay thé, nguoi tiéu dung da hinh
thanh nén s& thich dbi voi san pham. Nguoi tiéu dung c6 thé hinh thanh ¥ dinh mua
nhirng thuong hiéu nhat dinh. Tuy nhién, ngudi lam marketing can phai chi téi 2 nhan

t0 cd thé xen vao gilra y dinh mua va quyét dinh mua.

Thai do cua
nguoi khac
Dénhgidcac | | VY dinh mua Quyét dinh
phuong 4n - mua
Tinh hudng
bat ngd

Thai do cua ngudi khac sé 1am nguoi tiéu dung suy nghi lai quyét dinh mua
ctia minh. Néu c6 su phan ddi manh tir ngudi khac thi nguoi tiéu dung c6 thé dimg
quyét dinh mua.

Tinh hudng bat ngd lam can trod qué trinh bién y dinh mua thanh quyét dinh mua.
Nguoi tiéu dung hinh thanh y dinh mua dya trén thu nhap, loi ich ctia san pham,

... Khi ngudi tiéu ding chuan bi quyét dinh ma tinh hung bat ngd xay ra (nhan
dugc thong tin tiéu cuc vé san phém, mét viéc lam) s€ lam cho nguoi tiéu dung dung
quyét dinh mua.

- Hanh vi sau mua: Sau khi mua san pham, nguoi tiéu dung c6 thé hai 1ong hoic
khong hai long. Luc nay, vai tro cla truyén thong marketing rat 16n.

b. Nhirng nhan to chii yéu anh hwéng dén hanh vi mua ciia nguoi tiéu

- Vin héa: Cac yéu td vin hoa c6 anh huéng sau rong dén hanh vi nguoi tiéu
ding. Yéu té van hoa bao gdm nén vin hoa, nhom vin héa nho (nhanh vin hoa), ting
16p x& hoi. Nén van hoa 12 yéu té quyét dinh co ban dén nhitng mong mudn va hanh vi
ctia ngudi tiéu dung. Van hoa chinh 13 gia tri, hanh vi, niém tin, va trong nhiéu trudng
hop, N6 con la cach hanh dong ma ching ta hoc dugc trong qué trinh trao d6i hay quan
sat nguoi khac trong xa hdi.

- Trong trudng hop nay, hau hét hanh dong cua chung ta duoc thé hién ¢ dang
hanh vi chia sé c6 kha nang lan truyén tir ngudi ndy dén ngudi khac trong xa hoi. Nhimng
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gia tri van hoa truyén théng tao nén phong tuc tap quan tiéu ding. Nguoi lam marketing
phai thich tng véi gia tri vin héa d6 cht khong phai 1a thay d6i gia tri d6. Tuy nhién,
cling ¢4 nhitng yéu t6 vin hoa dé thay dbi tao nén nhitng xu hudng tiéu ding méi, tir
do tao co hoi cho HTX.

MJdi nén van hoéa déu co nhitng nhanh van hoéa nhé hon tao nén nhiing dac diém
dic thu hon. Cac nhanh vin hoa bao gém cac dan toc, ton gido, ving dia 1y. Nhimng
ngudi lam marketing nén nghién ctru nham phét hién ra nhitng khéc biét cua timg nhom
van hoa con. Nhitng nghién ctru nay gitp cho vi¢c phat hién ra nhitng khuynh hudng
trong nhém vin hda con ma tir d6 nguoi lam marketing c6 thé loi dung dé dua ra nhiing
chién thuat marketing méi.

X& hoi: Hanh vi ctia nguoi tieu ding chiu anh hudng cua nhitng yéu t6 x4 hoi nhu
nhom tham khdo, gia dinh va vai tro, dia vi xa hoi.

Nhom tham khao ciia mot ngudi bao gdm nhitng ngudi c6 anh hudng truc tiép
hodc gian tiép dén thai do hay hanh vi cia nguoi tiéu dung. Nhom anh hudng truc tiép
la nhém ma cé nguoi d6 tham gia va c6 tdc dong qua. Bén canh d6, nguoi ti€u dung
cling bi anh huong bdi nhitng nhom ma ho khong la thanh vién — nhom khao
khat/nguong md. Mot nhdm khac nita ¢ anh hudng tdi nguoi tiéu dung 1a nhom khong
ua: nhitng gia tri, hanh vi ciia nhom nay bi ca nhan tir chdi. Nguoi 1am marketing can
nhan dién nhém tham khao va phan tich mic do anh huéng cia nhém tham khao. Anh
huéng ciia nhom tham khao thay doi theo san pham va thuong hiéu, theo chu ky séng
ctia san pham. Anh hudng ciia nhém manh trong giai doan giGi thiéu san pham va giai
doan tang truong ddi voi ca viée lya chon san pham va thuwong hiéu. Diéu nay nguogc
lai trong giai doan suy thoai cia san pham.

Céc thanh vién trong gia dinh ¢6 anh huéng 16n dén hanh vi tiéu dung. C6 hai
nhom thanh vién gia dinh: gia dinh dinh hudéng (b6, me), gia dinh riéng (vo, chong,
con)

Vai tro va dia vi: nguoi tiéu ding tham gia rat nhiéu nhém (gia dinh, céc to chic).
Vi tri ctia ngudi d6 trong mdi nhdm c¢é thé xac dinh cin ct VAo vai trd va dia vi cta ho.
Mot ngudi co thé c6 nhiéu vai tro: vai trd bd, me, con. trong gia dinh, vai trd nguoi
quan 1y trong HTX. Mdi vai tro déu gin v6i mot dia vi. Ngudi 1am quan 1y co dia vi
cao hon nhan vién. Pé cung ¢ vai trd ciia minh, lya chon san pham cta nguoi tiéu
dung s& thay dbi tiy thudc vao vi tri ma ho dang nam giit. Nguoi lam marketing nén
cht y khi thuc hién cac hoat dong truyén thong. Vi du cac chuyén gia quang c4o thuong
chtng minh loi ich ma san pham caa ho mang lai s& c6 ich cho khach hang nhu thé nao
khi ho thuc thi mét s6 vai trd nhét dinh. Thong thuong, théng diép tiém an ctia phuong
phap tiép thi nay 1a: sir dung san pham ma ho quang céo s& gitp gia tang vi thé cua

khach hang trong mét nguoi khac trong khi sir dung san pham ctia d6i thu canh tranh
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c6 thé anh huong tiéu cuc dén vi thé x& hoi cua khach hang.

- Dic diém c4 nhan quyét dinh cta ngudi tiéu dung bi anh hudng boi tudi, giai
doan trong chu ky sdng, nghé nghiép, hoan canh kinh té, 16i séng, tinh cach ngudi do.

- Tam ly ca nhan: cac yéu t6 tm 1y anh huong dén ngudi tiéu dung 1a dong co,
nhan thie, tri thire (hiéu biét), niém tin va thai d6. Pong co 1a nhu ciu di co du sic
manh dé thoi thic ngudi tiéu dung hanh dong. Néu nguoi lam marketing ap dung thuyét
Maslow dé phan tich dong co, thi ngudi 1am marketing c6 thé hiéu dugc muc do phu
hop ctia cac san pham khac nhau voi muc dich, 16i song ctia ngudi tiéu dung. M6 hinh
Maslow dé cap dén 5 thir bac ctia nhu cau: nhu cau sinh 1y (d6i, khét), nhu cau an toan
(duogc bao v¢), nhu cau x3 hoi (tinh yéu, su hoa déng), nhu ciu duoc tén trong (dugc
cong nhan, ¢ dia vi xa hoi) va nhu ciu ty khang dinh ban than.

Mot nguoi 6 dong co ludn sin sang hanh dong. Tuy nhién nguoi d6 hanh dong
nhu thé nao con phy thudc vao nhan thirc ciia ho. Nguoi tiéu ding c6 thé ¢6 nhiing
nhan thirc khac nhau vé ciing mot khach thé do ¢6 3 yéu tb: (1) sy quan tdm c6 chon
loc; (2) su bop méo c6 chon loc; (3) su ghi nhd ¢é chon loc.

Niém tin va thai d6 c6 duoc thong qua hoat dong va tri thirc. Niém tin 12 ¥ nghi
khéng dinh ctia con nguoi vé mot su viéc nao d6. Thai d6 dién ta nhitng danh gia tot,
xau duy trén nhan thirc bén vitng, nhitng cam giac, cam tinh va xu huéng hanh dong cia
con nguoi ddi voi mot khach thé. Thai d6 dan dén viéc nguoi tiéu dung thich hodc roi
xa mot san phém nao d6. Thai do duoc hinh thanh theo khudn mau nhat quan nén rat
kho thay d6i thai do, hodc mudn thay d6i thai do ndo d6 thi phai thay doi ludn thai do
khéc. Nguoi lam marketing nén c6 nhitng hoat dong marketing phu hop véi thai d6 cé
san, chir khong nén thay doi thai do.

c. Céc vai tro trong mua sim

C6 nhing san pham rat dé x4c dinh nguoi mua, nhung ciing c¢6 nhimng san pham
ma can co tir 2 ngudi trd 1én dé ra quyét dinh mua.

C6 5 vai tro trong mot quyét dinh mua sam nhu sau: (1) Nguoi khai xudng; (2)
Nguoi gdy/cé anh hudng; (3) Nguoi quyét dinh; (5) Ngudi mua; (6) Nguoi sir dung.

Nguoi 1am marketing cin phai xac dinh vai tro nay vi né c¢6 sy anh huong t6i
truyén thong marketing, chinh sach khuyén mai. Vi du: Néu tré con anh hudng chinh
dén nhiing quyét dinh vé mua sita, banh keo ciia cha me, thi nguoi 1am marketing phai
hudng quang cdo tdi tré con

2.2.2  Hanh vi mua ciia khach hang 14 #6 chikc

Khi ban hang cho cac t6 chirc, cdc HTX can chl ¥ t6i mot sb diém khac biét nhu:

- Céc to chirc mua san phdm nham théa man nhiéu muc dich khac nhau: giam
chi phi, dép tmg nhu cau ciia nhan vién.

- Trong qua trinh ra quyét dinh mua, s6 lugng ngudi tham gia vao qué trinh nay
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d6ng hon so véi s6 ngudi tham gia vao qué trinh ra quyét dinh mua ctia ngudi cudi ciing

- CAc to chire quan tam tdi thii tuc mua hang, bang gia, 1am hop dong

Khi phan tich thi trudng ngudi mua 1 t6 chirc, ngudi lam marketing ciing phai
xac dinh dugc ai 1a khach hang cua HTX? Ai tham gia qué trinh mua? Nhitng anh
hudng chu yéu dén ngudi mua? Qua trinh ra quyét dinh mua nhu thé nao?

a. Quatrinh ra quyét dinh mua:

Nhén thirc M6 ta chung vé Xac dinh dac diém, tiéu Xac dinh tiéu chuén lua
A A » A » , 5 5 A » \ ’
van dé nhu cau thirc cia san pham chon nha cung ung
Panh gia mirc d6 Lwachonnhacung [<*= Xem xétban chao
thoa mén sau khi mua l ung hang

- Nhan thirc van d&: HTX s& ¢6 cac quyét dinh mua khi ho quyét dinh phat trién
mot san pham méi; can phai thay thé phu ting cho nhitng may hong; thay doi nha cung
ung;

- Mo ta chung vé nhu cau: HTX xéc dinh dic diém chung, s6 lugng san pham
can mua. Nguoi 1am marketing c6 thé hd trg nguoi mua trong giai doan nay bang céch
mo ta cac tiéu chan khac nhau dé giup ngudi mua xac dinh duge tim quan trong cia
céc tiéu chi nhu do bén, tinh kinh té.

- Xéc dinh san pham: phan tich gia tri san pham. Néu nguoi lam marketing c6
thé tham gia vao giai doan ndy thi s& c6 co hoi tré thanh ngudi cung tng cia ho.

- Ti€u chi lya chon nha cung ung: cac ti€u chi dugc xay dung dua trén chinh
sach, thu tyuc. ciia ngud1 mua

- Xem x¢&t ban chao hang: nguodi lam marketing ciia nha cung tng phai c6 du
trinh d6 chuyén moén dé nghién ctru, viét va trinh bay ban chio hang, ddy 13 vin ban
marketing chir khong phai van ban k¥ thuat.

- Luwa chon nha cung tmg

- Panh gia sau khi mua: nguoi mua c6 thé ap dung 3 phuong phép: lién hé véi
ngudi sir dung cudi cling dé biét y kién danh gia cua ho; danh gia nguoi cung tmg theo
mot s6 tiéu chudn bang phuong phap cho diém cé trong sb; tinh tong chi phi phat sinh
do 1am khong t6t dé din t6i chi phi mua hang phai diéu chinh.

Muc dich ctia danh gia sau khi mua la dé ngudi mua biét duge c6 nén tiép tuc
moi quan hé kinh doanh hay khong, thay doi hay loai bo nha cung tng.

b. Nhitng nguoi tham gia vao qué trinh ra quyét dinh mua ciia tochire

Nhitng ngudi nay bao gom: (1)Nguoi str dung; (2)Ngudi anh huong; (3)Ngudi
quyét dinh; (4) Nguoi phé duyét; (5) Nguoi mua; (6) Nguoi gac cong (18 tan, thu ky.
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c. Nhirng dnh hwéng chii yéu dén ngwoi mua to chire

- Cdc yéu t6 méi truong: Ngudi mua 13 td chirc chiu anh hudng 16n cua cac yéu
t trong mai trudng kinh té nhu lam phét, quan diém kinh té. Nhitng HTX so khan hiém
nguyén vat liéu chi chét s& sén sang mua va duy tri muc du trit cao.Nhitng ngudi mua
con chiu anh hudng cua cong nghé, chinh tri, canh tranh.

- CAC yéu t6 t6 chire: mbi td chirc mua hang déu c6 muc tiéu, chinh sach, co ciu,
thi1 tuc cua riéng ho. Trong t chirc cia ho, b phan mua sim c6 thé 6 vi tri quan trong,
ho c6 thé str dung co cAu mua sim tap trung.

- C4c yéu t6 c& nhan: ngudi lam marketing can phai ch( y t6i mdi quan hé ca nhan
trong by phan mua sdm cua td chirc, can phai ndm bat duoc vi tri cua ho, stc thuyét
phuc ctia ho, nhitng bién dong vé hanh vi. Bén canh dé, nguoi lam marketing ciing phai
quan tam toi dong co c& nhan. Mbi ngudi tham gia vao qué trinh mua sim déu c6 nhimng
nhan thire, s¢ thich riéng c6 ciia ho. Nhitng yéu t6 nay phu thudc tudi, gidi tinh, trinh
d6 chuy@n mon, nhan cach, thai do ddi véi rui ro, van hda caa ho. Nguoi mua c6 nhiéu
phong cach khac nhau nhu c6 nguoi thich ”don gian”, ¢6 nguoi thich “thé hién la

chuyén gia”, ¢6 ngudi thich ”moi thit tét nhat”.
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CHUONG 3. PHAN POAN THI TRUONG VA LUA CHON
THI TRUONG MUC TIEU

Muc tiéu:

Nghién ctru qua trinh phén doan thi truong
Hiéu rd va van dung duoc céc tiéu chi st dung dé phan doan thi trudng nguoi

tiéu
Van dung dugc cac tidu chi sir dung dé phan doan thi trudong ngudi mua la t

chuc

- Céc tiéu chi danh gia hiéu qua ctua phan doan thi truong & lya chon thi truong
muc tiéu

3.1. BAN CHAT PHAN POAN THI TRUONG

3.1.1 Khai niém phan doan thi truong

Theo Philip Kotler “Phan doan thi trieong 1a Qua trinh phén chia thi truong téng
thé thanh cac nhom khéch hang khac nhau theo nhiing tiéu thire nhat dinh nhw nhu cau,
wéc muon va cde dic tinh hay hanh vi”

“Doan thi truong la mot nhom nguoi tiéu dung co doi hoi (phan wng) nhw nhau

déi véi ciing mot tap hop kich thich marketing”. Nhu vay khach hang trong mdi doan
thi trudng déu c6 nhitng dic diém chung, c6 nhu cau va hanh vi mua twong ddi giéng
nhau.

Khi phan doan thi trudng, nha quan tri marketing can chu ¥ toi thi trudong ngach.
Thi truong ngéch 1a “Nhom nho thi truong (Nich market) la mét nhém nho hep hon ¢
thé tim kiém mot s6 nhitng ich loi dac biét”.

3.1.2. Ly do phai phan doan thj trwong

= Ting cuong su hiéu biét cia HTX vé thi trieong muc tiéu — HTX ¢6 thé tap
trung 1én mot lugng khach hang it hon, tim hiéu va ndm bat dugc nhu cau cia ho.

= Co hgi kinh doanh rd nét hon- Hiéu biét sau sic hon vé doan thi truong cy thé
s€ gitip HTX xac dinh dugc nhitng co hdi kinh doanh mai.

= Cho phép sit dung nguén liec hiéu qua hon

= Cho phép HTX hoach dinh chién lwoc hiéu qua hon - ngudn lyc va nhitng nd
lyc cua HTX tap trung hon.

= Ho tro qua trinh dir b4o va phan phéi ngan séch.

» Hitu ich khi dy tinh kha nang canh tranh va cho pheép dinh vi nh@n hiéu hién
tai hiéu qua hon .

3.1.3. Cac tiéu chi danh gia tinh hi¢u qua ctia phan doan thi trwong

- Po lwong dwoc: vé quy md va hiéu qua ctua doan thi truong

- Tiép cdn dwoc: nhan biét dugc va c6 kha ning thoa man nhu cau cta doan thi
truong do.
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- Pui lén: ¢6 quy md du 16n dé HTX phét trién

- Kha thi: di ngudn luc dé hinh thanh va trién khai chuong trinh marketing riéng
biét cho tirng doan thi truong da chon.

3.2. CO SO PHAN POAN THI TRUONG NGUOI TIEU DUNG

Phan doan thi trieong theo yéu t6 dialy

Phan tich thi truong theo yéu t6 dia 1y doi hoi phai chia thi truong thanh nhiing
don vi dia ly khac nhau nhu quéc gia, bang, vung, tinh, thanh phé, hay thi xa. HTX c6
thé quyét dinh hoat dong trong mot hay mot vai ving dia 1y hay hoat dong trong tat ca
cac vung, nhung chi y dén nhimg sy khac biét vé cac nhu cau va s thich cta con ngudi
trong tirng vung dia ly.

Phan doan thi truong yéu té nhan khau hoc

Phan doan thi trudng theo yéu té nhan khau hoc 14 phan chia khach hang thanh
cac nhom can ¢t vao: tudi tdc, gidi tinh, quy mé gia dinh, chu ky séng cia gia dinh,
thu nhdp, nghé nghiép, trinh dg vin héa, tén gido, chiing téc va dén tjc.

Céc tiéu thirc nhan khau hoc 13 co s& pho bién nhat dé phan doan thi trudng vi:
thir nhat 13 nhitng mong mudn, sé thich va mirc d6 str dung ctia nguoi tiéu dung thuong
ge“in bo chat ché voi cac yéu t6 nhan khau hoc. Thit hai 1a cac dic diém nhan khau hoc
dé do ludong. Cac s6 lidu nhan khau hoc thudng ¢d san vi chling con can thiét cho nhiéu
muc dich khac nhau.

Nguoi ta thuong sir dung két hop nhiéu tiéu thirc thudc nhan khau hoc trong phan
doan vi cac co s& d6 ludn c6 mbi quan hé va anh hudng qua lai voi nhau va khong co
mot tiéu thirc doc 1ap nao phan anh dﬁy du cac dic diém khach hang.

Phan dogn thi truwong theo tam ly hoc

Céc yéu t6 thudc tam ly dong vai trd quan trong trong hanh vi lya chon va mua
sam hang hoa ctia nguoi tiéu dung. Phin doan thi truong theo tAm 1y hoc 14 chia thi
truong thanh cac nhém khach hang can cit vao vi tri xa hdi, 16i song va nhan céch ciia
ho. Nhitng ngudi trong cing mot nhom nhan khau hoc cé thé c6 nhirng dic diém tim
1y rat khac nhau.

Nhirng san pham khach hang danh sy cha ¥ dén cac dic tinh ciia san pham gan
v6i cac thude tinh tdm 1y nhu: 1ong ty hao vé quyén s& hitu, ca tinh, 16i séng hon la
nhitng khia canh khac. Kinh doanh cac san pham xe may, quan 40, m§ pham, thé thao,
dich vu giai tri thuong str dung tam ly hoc trong phan doan thi truong.

Phan doan thi trwong theo hanh vi

Trong cach phan doan thi trudng theo hanh vi, ngudi mua duoc chia thanh nhiéu
nhém can ¢ vao ly do mua hang, loi ich tim kiém, sy trung thanh, s6 lugng va ty 1é st
dung, cuong do tiéu thu..

Ly do mua hang: C6 thé phan loai ngudi mua dya theo Iy do mua khac nhau, mua
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cho nhu cau ¢4 nhan, nhu cau gia dinh, nhu ciu cong viéc, nhu ciu giao tiép..

Viéc phan doan thi truong theo 1y do mua hang khong chi dap img dung 1y do
mua ctia khach hang ma con gitp cho ho dua ra kiéu sir dung méi ¢ nhiing san pham
hién c6, nhdm ting muc tiéu thy & ngudi tiéu ding

Loi ich tim kiém: Mot hinh thirc phan doan thi trudng rat ¢ tac dung 1a phan loai

ngudi mua theo nhitng ich loi khac nhau ma ho dang tim kiém & san pham. Cach phan
doan nay c6 thé xac dinh rd nhu cau va udc mudn cua nhom nguol mua cy thé dbi voi
tung nhan hiéu hang hoa.

S6 lwong va 1y 1é tiéu ding (muc dg, cuong do s dung): Vai tiéu thic nay thi

truong tong thé dugc phan thanh cic nhom khach hang sir dung it, vira phai va nhiéu
mot san pham cy thé.

Mikc d6 trung thanh véi nhan hiéu: Ngudi mua cé thé duge phan ra thanh bbn

nhom theo mure do trung thanh véi nhan hi¢u cua ho.

- Trung thanh v diéu kién: ngudi tiéu ding luén ludn mua mét nhan hiéu.

- Trung thanh twong ddi: nguoi tiéu ding trung thanh véi hai/ba nhan higu.

- Hay dao dong: Nhitng ngudi tiéu dung thay doi sé thich tir nhan hiéu nay
sang nhan hi¢u khac.

- Hoan toan khéng trung thanh

Khi str dung tiéu thirc ndy dé phan doan, ching ta can tim hiéu “céi gi” & dang
sau nhitng hanh vi quan sat dugc Ngoai céac tiéu thirc phén tich & trén thi mot s khac
nhu muc d6 san sang mua, thai do (wa chudng, tho o, tay chay.) ctia khach hang ciing
dugc su dung dé phan doan thi truong.

3.3 CO SO PHAN POAN THI TRUONG KHACH HANG LA TO
CHUC
Bang CA4C co’ s¢ va tiéu thire ding dé phan doan thi truong to chirc
Nhan khau hoc
+ Nganh: Ta nén tap trung vao nganh nao?
Tanén tap trung vao nhimg khach hang c6 quy mo
nhu thé nao?
+ Dia diém: Ta nén tap trung vao nhimg vung dia ly nao?
Céc bién khai thac

+ Quy mo HTX:

Ta nén tap trung vao nhirng cong nghé ndo cua
khach hang?
+ Tinh trang Ta nén tap trung vao nguoi sir dung nhiéu, trung
nguoi st dung/khong binh, it hay, nhitng nguoi khong str dung?
st dung

+ COng nghé:
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hang

ung

+ Nang luc cua khéch
Phwong thire cung

+ T0 chtrc chirc nang

cung Ung:

+ Co cau quyén lyc:

+ Tinh chét ctia nhiing

moi quan h¢ hién co6:

+ Chinh sach

muasim chung

hang

+ Tiéu chuin mua sim

Nhirng yéu t6 tinh

+ Ung dung dic biét
+ Quy md don dat

Pic diém c4 nhan
+ Nguoi mua, ngudi

ban tuong ty nhu nhau:

ro

+ Thai d6 doi vai rui

+ Long trung thanh:

Ta nén tap trung vao nhitng khach hang can nhiéu
hay it dich vu?

Ta nén tap trung vao nhitng khach hang t6 chirc cung
(g tap trung cao hay phan cap?

Ta nén tap trung vao nhirng khach hang co k¥ thuat
chi phdi, tai chinh chi phdi ..

Ta nén tap trung vao nhirng khach hang da cé quan
hé chit ch& hay theo dudi nhitng khach hang tiém ning
nhét?

Tanén tap trung vao nhirng khach hang thich thué
mua, hop dong dich vu hay thich dau thau?

Ta nén tap trung vao nhitng khach hang tim kiém
chét luong cao, dich vu hay gia ca?

Ta c6 nén tap trung vao nhitng khach hang can mua
hang do6t xuat khong?

Ta nén tap trung vao nhiing tmg dung nhat dinh cia
san pham cua minh hay 13 vao tit ca cac ing dung?

Tanén tap trung vao cac don hang 1én, nho hay moi
don hang?

Ta cO nén tap trung vao nhirng khach hang c6 con
nguoi va gia tri tuong tu nhu ta khong?

Ta c nén tap trung vao nhitng khach hang chap
nhan rai ro hay né tranh rui ro khong?

Ta c nén tap trung vao nhimg khéach hang to ra rat
trung thanh v&i nhitng ngudi cung tng cua minh khéng?

Trong céc bién trén cac bién nhan khau hoc 12 quan trong nhét, sau d6 dén cac

bién khai thac, roi cudi cung 1a dic diém c4 nhan cta nguodi mua.

3.4, LUA CHON THI TRUONG MUC TIEU

34.1.  Danh gia cic doan thi trweong

Céc budc trong qui trinh danh gia lya chon thi trudng muc tiéu nhu sau:

- (1) lya chon cac yéu t do luong sy hap dan ctia doan thi truong va vi thé canh

tranh cia HTX. Céc yéu t6 do luong sy hip dan bao gom: cac yéu t6 thi truong (qui

mo, ty 18 ting trudng, khach hang, chu ky séng cua san pham); yéu t6 cong nghé va

kinh té; yéu t6 canh tranh (san phém thay thé, su khac biét hoa, mac do canh tranh);

méi truomg kinh doanh (luat phéap, xa hoi)

- (2) Panh gi4 diém manh, diém yéu cua HTX: thi phan tuong ddi, ngudn luc
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marketing, vé céng nghé, kinh nghiém, nang lyc quan ly

- (3) Xé4c dinh tAm quan trong cta timg yéu td do ludng sy hip din cua thi
truong

- (4) danh gia vi tri hién tai cua tirng doan thi truong

- (5) quyét dinh lya chon c4c doan thi trudng phi hop (thi trudng muc tiéu)

3.4.2.  Lwa chon doan thi truong muc tiéu

Khai niém: “Thi truong muc tiéu la thi truong bao gom cdc khdch hang c6 cing
nhu cau hodc mong muon ma HTX c¢6 kha nang dép img, dong thoi cdc hoat dong
Marketing ciia HTX ¢6 thé tao ra wu thé so véi doi thii canh tranh va dat dwoc cac muc
tidu kinh doanh da dinh. Thi truong muc tiéu chinh 1& doan thi trirong hdp dan ma HTX
quyét dinh lya chon dé tdp trung né lwc Marketing ciia minh.”

Sau khi da danh gia doan thi trudong khac nhau, cac HTX can phai quyét dinh lya
chon nhirng doan thi truong nao dé kinh doanh. HTX c6 thé xem xét nam cach lira chon
thi truong muc tiéu gdom: tap trung vao mot doan thi trudng, chuyén moén hoa tuyén
chon, chuy&n mén hoa theo dic tinh thi trudng, chuyén mdn hda theo dic tinh san pham
va bao phu toan bd thi truong.

Céc phuong thirc marketing nham khai thac cac doan thi truong muc tiéu bao
gom: marketing khong phéan biét (gidng nhu nhau trén toan bo cac doan thi truong),
marketing phan biét (nhiéu chuong trinh marketing hdn hop cho cac doan thi trudng
khac nhau); Marketing tap trung (tap trung cho 1 doan thi truong muc ti€u da chon);

marketing cho thi truong ngach; marketing theo khu vuc dia ly.
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CHUONG 4. HOACH PINH CHIEN LUQC MARKETING

Muc tiéu:

- Hiéu ban chét ciia khac biét hda & hiéu cach thire dé khac biét hoa va dinh vi

- Hiéu ban chét cta chu ky séng cua san pham, y nghia d6i v6i hoat dong
marketing

- Hiéu va phan tich duoc ndi dung cac chién luoc marketing trong timg giai doan
ctia chu ky song ctia san phim

- Hiéu chién luoc marketing

41  CHIENLUQC KHAC BIET HOA VA PINH VI

4.1.1.  Chién lwoc khac biét hoa

Tao su khac biét cho san phém s& tao ra co hdi cho HTX ¢6 dugce loi thé canh
tranh. SO co hdi tao su khac biét thay ddi theo nganh: c6 nhitng nganh c6 nhiéu co hoi
dé tao su khac biét, co nhirng nganh s& c6 it co hd1 hon.

Theo Philip Kotler “tao diém khac biét 1a viéc thiét ké nhitng diém Khac biét cO Y
nghia dé phdn biét san pham ciia doanh nghiép véi san pham cia cdc doi thii canh
tranh”. Co bbn cach suy nghi va vi¢c tao dic diém khac biét cho san phém cua mot
doanh nghiép. Khi tao ra sy khac biét, doanh nghiép can phai cha y:

- (1) su khac biét @6 phai quan trong dbi voi khach hang, tirc 1a phu hop véi
mong mudn, nhu cau cua khach hang. Co nhu vay thi khach hang méi chap nhan tra
thém tién cho sy khéc biét do;

- (2) su khac biét phai dugc khach hang nhan biét (qua thuong hiéu, kiéu
dang), d& truyén dat

- (3) nhitng diém khéc biét phai dugc duy tri 1au dai, hay noi cach khac 1a dbi
tha canh tranh kho bét chudc;

- (4) phai thé hién duoc loi thé canh tranh cta doanh nghiép

- (5) ¢6 tinh kha thi: phti hgp nguon lyc, ning lyc ciia doanh nghiép trong qua
trinh thuc hién su khac biét hoa

- (5) su khac biét phai dem lai lgi nhuan cho doanh nghiép

Bang: C4c bién tao dic diém khac biét

San pham Dich vu Nhan sw Hinh anh
Tinh chat Giao hang Ning luc Biéu tuong
Cong dung Lap dat Lich s Phuong tién truyén théng
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Mutrc @6 phithop  [Huén luyén khach hang  [Tinnhiém  [Bau khdng khi

Do bén Dich vy tu van Tin cay Su kién
Do tin cay Stra chira INhiét tinh

Kha nang sir dung  [Nhitng dich vu khéc Bict glao ticp

Kiéu dang

Két cau

4.1.2 Chién hrge dinh vi

Theo Philip Kotler “Binh vi la thiét thiét ké san pham va hinh anh ciia doanh
nghiép nham chiém dwoc mot vi tri ddc biét va co gia tri trong tam tri khach hang muc
tiéu”. Boi twong ctia dinh vi ¢6 thé 14 san pham, dich vu, thuong hiéu hoic chinh doanh
nghiép. Pinh vi khong phai 1a vi tri trén thi truong ma 1a trong tdm tri khach hang.

Dé dinh vi, cac doanh nghiép phai quyét dinh khuyéch truong bao nhiéu diém
kh&c biét va nhimg diém khac biét nao danh cho thi trudng muyc tiéu. Nhu vy, dinh vi
khac voi khac bi¢t hoa. Khac biét hoa cung cép yéu t6 co s& dé tao nén dinh vi.

“Chién lwoc dinh vi cho mét thwong hiéu la viéc doanh nghiép lwa chon va xdy
dung trong tam tri khdach hang muc tiéu mét hinh dnh ré nét va cé gid tri vé thwong
hiéu nay so voi cdc thwong hiéu canh tranh.”

Phén tich

hanhvi cua

khachhang [ | Thiét 1ap ban Lua chon hinh Xay dung chuong trinh

muc tiéu d6 dinh vi cia anh dinh vi marketing (marketing

,| doanh nghigp | —>trong tam tri | ™1 hdn hop) dé thuc hién

Phan tich ban khéch hang chién lugc dinh vi
db dinh vi ciia muc tiey

ddi thu canh [+

tranh

Quaé trinh xay dung va thye hién chién lwgc dinh vi

XAy ding ban dé dinh vi cho thuwong hiéu ciia HTX

Nguoi ta thudng st dung ban d6 véi hai truc, thé hién hai yéu t6 (tiéu chuan) khac
biét hoa. Sau khi 1ap dugc ban @b dinh vi, HTX s& tim ra huéng dé phat trién san pham
moi hodc thay d6i hinh anh dang cé.

HTX phdi tranh bén sai lam chii yéu sau ddy trong viéc dinh vi:

- Dinh vi qud thdp: Mot sé HTX xéc dinh ra ring mot sb ngudi mua chi cé
tudng mo hd vé nhin hiéu do. Nguoi mua thyc sy khong nghi dén 1a n6 c6 mot tinh
chét dic biét nao do.

- Pinh vi qua cao: Nguoi mua c6 thé c6 mot hinh anh quéa hep vé nhan hiéu do.

- Dinh vi khdng rd rang: Nguoi mua c6 thé c6 mot hinh anh khong rd rang vé
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nhan hiéu, do dua ra qua nhiéu diéu quang céo hay thay doi vi tri caa nhan hiéu qua
nhiéu lan.

- Dinh vi tri ding ngo: Ngudi mua cd thé cam thy kho tin twéng vao nhitng diéu
quang cao vé nhén hiéu theo goc do tinh ning, gia ca hay nha san xuét ctia san pham.

Tdi dinh vi: xay ra khi HTX can thay d6i hinh anh d3 c6 cta san pham, trong
tam tri khach hang. Ly do cta tai dinh vi bao gdm: khéach hang gia di (dinh vi khi ho
con tré s& khong phu hop nita); nhu ciu cta khach hang c6 su thay d6i; dinh vi ctia
ddi tha canh tranh; dinh vi cia HTX khong dat hi¢u qua.

4.2 CHIEN LUQC MARKETING THEO CHU KY SONG CUA SAN

PHAM

Chu ky séng ciia san pham mo td sinh dng cac giai doan trong qua trinh tiéu thu
san pham ké tir khi né xudt hién dén khi né khéng ban dwoc nita. Qud trinh ndy ciing
thé hién bién doi doanh thu va loi nhudn theo thoi gian cua san phcfm.

Chu ky sbng cua ting loai san pham cu thé phu thudc vao nganh kinh doanh. Mo
hinh dién hinh cta chu ky song ctia san pham bao gom 4 giai doan:

- Giai doan gi6i thiéu: san pham m&i dugc tung ra thi truong, doanh thu ting
truong cham, lgi nhuén co thé chua co

- Giai doan ting truong/phat trién: san pham duogc chap nhan nhanh chéng va loi
nhuén tang 1én dang ké

- Giai doan bao hoa: muc ti€u thy tang truong cham, 191 nhudn on dinh hodc
giam. Giai doan nay c6 thé chia thanh 3 giai doan nho hon: bdo hoa ting trudng, bio
hoa 6n dinh va bdo hoa suy thodi.

- Giai doan suy thoai: mirc tiéu thy giam xudng va lgi nhuan ciing giam

So d0 Chu Ky song san phim

Doanh s6

Bao hoa

N

[
Lgd

[
!
[
[
[
;
Ll

! ! ! I Thoi gian
| ! | i
Tuong tng v&i mdi giai doan trén 1a co hoi va van dé riéng biét ddi vai chién

lugc marketing.
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42.1 C}lién lwge marketing trong giai doan gi¢i thi¢u san phim ,

Muc tiéu tong thé cua hoat dong Marketing: gidi thi¢u san pham, khuyén khich
dung thir, thiét 1ap kénh phéan phbi.

- Chién luoc hét vang sira nhanh: diéu kién 4p dung 13 phan 16n thi trudng chua
biét dén san pham; nguoi biét thi mong mudn mua ngay va ho co thé tra gia cao; dbi
thil canh tranh tiém 4n mudn gia nhép thi trudng va mudn tao ra su va thich nhan hiéu.

- Chién lugc hot vang sita cham: diéu kién ap dung khi thi trudng c6 qui mé hitu
han, phan 16n thi trudng khong biét dén san pham, nguoi mua sin sang tra gia cao, su
canh tranh tiém an khong c6 dau hiéu sip xdy ra

- Chién lugc thAm nhap nhanh: diéu kién &p dung 1a khi thi truong 16n; thi treong
chua biét dén san phém; hau hét nguoi mua déu nhay cam vé gia; canh tranh c6 kha
ning xay ra manh mé trén thi truong; chi phi san xuét trén mot don vi san pham giam
dan khi qui mo san xuét tang lén.

- Chién lugc thAm nhap cham: phl hop khi nhu cau thi truong co gidn manh theo
gia, nhung rat it co gidn theo khuyén mai; thi truong 16n; thi trudng biét rd san pham;
thi trudng nhay cam véi gid; co su canh tranh tiém an

422  Chién lwge marketing trong giai doan phat trién /ting truéng

Céc dbi thii canh tranh xAm nhdp thi truong vi bi hap dan boi nhing co hoi mé
rong san xuat va loi nhuan cao. Ho tung ra nhiing tinh chat méi cta san pham va phat
trién thém cac cira hang phan phbi.

Gia ca van gitr nguyén hay c6 giam xudng d6i chit vi nhu cau ting rat nhanh. Céc
HTX van duy tri chi phi khuyén maéi ciia minh & murc cii hay c6 ting doi chat dé d6i
phé voi su canh tranh ma tiép tuc huan luyén thi truong. Mire ti€u thu ting nhanh hon
nhiéu lam ha thap ty 1é khuyén mai doanh s6 ban.

Chién lwpc Marketing trong giai doan phéat trién

Trong giai doan nay, HTX st dung mdt s6 chién luoc dé kéo dai mirc ting truong
nhanh cua thi trudng cang 1au cang tot.

- Giir nguyén muc gia hodc giam cht it dé thu hat khach hang

- Nang cao chat lugng san pham, bo sung thém nhiing tinh chat méi cho san
pham va miu mi méi

- Xam nhap cac doan thi truong mai.

- Mo rong pham vi phan bd ciia minh va sir dung kénh phan phéi méi.

- Chuyén tir quang 40 murc do biét dén murc d6 wa thich san pham.

4.2.3 Chién lwge marketing trong giai doan b&o hoa

Trong giai doan b3o hoa nhirng ngudi lam Marketing c6 thé ¢ cac phwong &n
lura chon sau:
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- Cai bién thi truong: HTX c6 thé mo rong thi trudng bang cach ting s ngudi
str dung hodc murc d6 sir dung trén mot nguoi. Dé ting s6 ngudi sir dung, HTX ¢6 thé:
(1) thay dbi thai do ctia ngudi mua; (2) tham nhap nhtng thi truong mai; (3) gianh
khach hang cua dbi thu canh tranh. Dé ting mirc do str dung, HTX c6 thé: (1) lam
cho khach hang sir dung thuong xuyén hon; (3) dua ra nhitng cong dung méi, phong
pht hon nhu: Céi bién hang hang hoa, thay d6i mot sé yéu t6, diac tinh cta san pham

- Cai bién c&c cong cu marketing hdn hop.

424  Chién lwrge marketing trong giai dean suy thoai

Giai doan suy thoai xuit hién khi murc tiéu thu ctia c4c loai san phim va nhan
hiéu déu giam sat. Toc d6 suy thoai c6 thé dién ra nhanh chong, cham chap.

Chién luoc Marketing trong giai doan suy thodi: Khi muc tiéu thu va lgi nhuan
suy giam, mot s6 HTX rat lui khoi thi tredng. Nhitng HTX con & lai ¢6 thé giam bét s6
san pham chao ban. Ho co thé rat khoi nhiig doan thi truong nhod va nhiing kénh
thuong mai twong ddi yéu hon. Ho c6 thé cit giam ngan sach khuyén mai va tiép tuc
giam gia hon nita. HTX can quan tdim dén viéc phat hién nhiing san pham budc vao
giai doan suy thodi va phai nhanh chong quyét dinh tiép tuc luu giit hay thai loai chling
ra khoi danh muc san pham ciia HTX

Bang sau s& tom tat bon giai doan trong chu ky séng ciia san pham va chién luoc
markting.

Téc ddng ciia chu Ky song t6i chién lwgc marketing

Céc tac CA4c giai doan chu ky song san pham
donganh | s thicu Ting truong | B&o hoa Suy thoai
hwdng
Canh it Tang Ién Nhiéu dbi tht | Giam bét
Tranh canh tranh
Thiét lap thi Tham nhép thi | Bdo vé vi tri | Chuan bi rit
truong, thuyét truong, thuyét nhdn  hiéu, | lui, tandung
Chién phuc phfrng . phuc dugc lugng kiém tra su | moikha nang
lroc tong r}{guc‘n mua dau llc'rn thi truong th’ém nhap cua | thu lgi nhuén
j thé tién tiéu dung san| doi thu
pham
Muc tiéu  thu | Muc tiéu thu Murc tiéu thu Muc tiéu thu
thap, loi nhuan | ting nhanh va | datdinh caova | suy thoai va loi
am hodc khong | loi nhuén tang |tao  raloi nhuan giam
Loi dang ké do chi | Ién nhuan cao
nhuin | phi san xuit va
Marketing cao
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Chaoban  san | San pham phat | Pa danh héa | Loai  bomit
San pham pham co ban trién, dich  vu, | nhan hiéu, |hang yéu kém
bdo hanh mau ma
Chiphicongldi | binhgiddéxam | Pinh  gia | Catgiam gia
- nhap thi trudong | ngang hay tét
Claci hon d&i thi
canh tranh
Phanphéi c6 | Phanphdioat | Phan  phdi | lwa chon, loai
Phan phéi | chon loc manh mé& hon  |bo dan cac dai
nira ly khéng co lai
g Chi ptﬂ ca. tz;io Lam cho toan bo S}I dung quang Gl,a T RUonE
Chién su nhan biét san C R cao dé phan | mirc can thiet
2 thi truong nhan D X i 1A
luwgc pham trong N \ biét véi cac de gilr chan
, . . A biét 101 ich cua \ 2 b N
qudng cao | khach hang tién <an phim san pham canh | khach hang
phong va dai ly P Tranh trung thanh
Lén, dé thu hut Giém bot dé’ Tang cuong,
khach hang myc | chiém loi thé va | khuuyén khich
. .. [titu qua hang [nhu cau cua | viéc tiéu dung
Chi tiéu | .z o \ SR e,
xiic tién | WA phiéu nguoi dung san phgm, bién Q1am to1 mire
ban han thudng va cac nhiéu. Tao ra sy | mdt sO nguwdi | toi thi€u
9 |cong cu khac  [thichthdnhdn | mua thanh
khuyéen khich hiéu (quang cao | khach hang
thir san pham phu hop) trung thanh

4.3

TRUONG, NGUOI THACH THUC, THEO SAU

43.1

Chién lwgc ciia ngudi din dau thi truong

CHIEN LUQC MARKETING POI VOI NGUOI DAN PAU THI

a. Mo rong thi truong: HTX dan dau c6 3 cach dé mé rong thi truong: tim ngudi

tiéu dung méi, dua ra cong dung méi va ting khdi luong tiéu dung (khuyén khich sir

dung nhiéu hon)

HTX c6 thé tim nguoi tiéu ding méi & 3 nhém: nhém dang st dung san pham,

nhom khach hang moi, mé rong thi truong theo khu vuce dia ly

Pua ra cong dung méi cho san pham nghia 1a sir dung san pham cho nhiing muc

dich khac. Mbi cong dung lam cho mot san pham cé chu ky song méi. Trong nhiéu

truong hop, chinh ngudi mua 1a ngudi phat hién ra cong dung méi ciia san pham.

Tang khdi luong tiéu dung cé nghia 1a khuyén khich khach hang sir dung nhiéu

hon san pham trong mdi dip dung.
b. Bao vé thi phﬁn: dé bao vé thi phﬁn, HTX dan dau co thé ap dung cac chién

luoc sau:
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- (1) Bao v& vi tri: st dung moi ngudn luc dé ctng cb va giit vi tri;

- (2) Bao vé man sudn: tap trung dé bao vé nhirng mit xung yéu;

- (3) Phong thu phu ddu: t6 chire tién cdng d6i thi canh tranh trude khi ho 6 thé
bat dau tAn cong nguoi dan dau;

- (4) Phong thl phan cdng: phan cdng khi bi ddi thi canh tranh tin cong

- (5) Phong thu linh hoat: ngudi dan ddu trai rong linh vuc cua ho ra nhitng viing
lanh thdé méi ma sau nay co thé tro thanh nhitng trung tim phong thi va tién cong;

- (6) Phong thu co cum: néu ngudi dan du thay rang khdng thé bao vé duoc toan
bo thi trudong ctia minh thi ho s€ co cum lai (rut lui chién lugc).

c. M6 rong thi phan: nguoi dan dau thu hat khach hang tir dbi tha canh tranh. Tuy
nhién viéc tang thi phan khong c6 nghia 1a 1am ting loi nhuan cho HTX. HTX can xem
xét 3 yéu tb trudc khi tang thi phan: (1) kha ning gay ra hanh dong chéng doc quyén:
rii ro nay 1am giam tinh hp dan cua viéc ting thi phan 1én cao; (2) hiéu qua kinh té:
loi nhuén c6 thé giam sut khi thi phﬁn vuot qua mot mirc do nao d6. Chi phi cho hoat
dong marketing va hoat dong khac s& ting 1én cing véi thi phan. Chi phi ting 1én do
mo rong thi phan doi hoi HTX phai tinh téi thi phan tdi wu.

432 Chiéc lwgc ciia nguoi thach thire

Nguoi thach thie (HTX dung tht hai, ba) thuong mudn vuon 1én. Nguoi thach
thirc ¢6 thé c6 nhirng chién lugce nhu sau:

a. Lua chon muc tiéu chién lugc va ddi thu canh tranh

Nguoi thach thirc c6 thé chon tAn cong mot trong 3 loai HTX sau (1) Nguoi din
dau thi truong; (2) nhitng HTX c¢6 cung qui mé nhung dang gip khé khan; (3) nhiing
HTX nho hon, yéu hon

b. Lya chon chién luoc tin cdng: HTX ¢6 thé Iya chon chién luogc tin cdng chung
va chién luogc tin cong cu thé

- Chién lugc tn céng chung bao gdm:

+ (1) tan cong truc dién: tap tung luc luong, ngudn luc dé danh thang vao dbi
phuong, vao chd manh chtr khong phai chd yéu cta dbi phuong;

+ (2) T4n cdng man sudn: tim va phat hién ra diém yéu cua dbi phuong va tan
cong;

+ (3) tAn cong bao quanh (gong kim): dap tmg mot nhu cau thi trudng ma déi tha
b6 qua, tham nhap va xdm chiém mét thi trudng bang cach tién cdng nhanh, toan dién;

+ (4) Tan cong vu hoi: di vong qua dbi phuong, tin céng vao nhirng thi truong dé
dang hon bang cach da dang hoa san pham sang nhirng san pham khdng lién quan, sang
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thi truong mai, cONg nghé mai;

+ (5) tAn cong du kich: day thuong 1a chién lugc cua ngudi it von, tan cong timg
dot nho va nhitng thi trudng khéac nhau cia d6i phuong dé quay rdi va lam nhuyt chi cua
ho.

4.3.3 Chién lwgc ciia ngwoi theo sau

Nguoi theo sau can phai biét Iam thé ndo dé gitr khach hang hién c6 va gianh duoc
mot phan khach hang méi. Mdi ngudi theo sau thi truong déu cd ging tao ra nhiing loi
thé trén thi truong muyc tiéu. Ngudi theo sau ¢ thé (1) sao chép (2) nhai kiéu (3) cai

bién.
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CHUONG 5. HOACH PINH CAC CHUONG TRINH MARKETING

Theo cach tiép can tir khach hang, marketing hon hop bao gom 4 Cs:
Customer solution - Giai phap ma khach hang can;

Cost - Chi phi bo ra cua khach hang;

Communication - Giao tiép voi khach hang;

- Convenience - Sy thuan tién cho khach hang.

Theo céch tiép can tir doanh nghiép, marketing hdn hop bao 4Ps:

- Product - San pham;

- Price - Gia ca;

- Place - Phan phéi;

- Promotion — X{c tién thuong mai.

Con dbi v6i mot doanh nghiép kinh doanh cung cap dich vu, can phai cong thém
vao 3Ps:

- People - Con nguoi: Do san pham dich vu khdng cé hinh thai vat chat nén chinh
nhitng nhan vién ban hang trong HTX ban tao nén san pham. Ho can phai duoc dao tao
va khuyén khich dé cung cap dich vu dat chat lugng cao nhat;

- Process - Quy trinh: Trong nganh dich vu viéc tao ra gia tri san pham chi c6
thé dat dugc nho trién khai mot quy trinh (hay qué trinh) gian don nham dam bao
rang dich vu duoc tit ca cac nhan vién cung cap dung cach tai bat ky thoi diém
diém ban hang nao.

- Physical evidence - Nhitng cau phan hitu hinh: Do san pham dich vu 12 phi vat
thé nén vo tinh khach hang thudng danh gia gia tri dich vu thong qua nhimng gi ma ho
c6 thé théiy tr HTX cung cép dich vu. Do d6 tir dién mao ctia nhan vién (vi du d@)ng
phuc ciia ho), van phong, va cac vat pham khac nhu sach quang cdo, vian phong pham,
phuong tién giao dich ..déu phai duoc coi trong dé tao dung nén hinh anh cia HTX
trong con mét khach hang nhu mong mudn.

51.  SANPHAM

Muc tiéu

- Van dung dugc md hinh 5 cip d6 san phim

- Hiéu c4c quyét dinh co ban lién quan dén san pham, thuong hiéu

5.1.1.  Khé&iniém vé san pham.

“Sdan phdm 1a tdt ca nhitng cdi, nhitng yéu té cé thé théa man nhu cau hay wéc
muon dwoc dra ra chdo ban trén thi truong véi muc dich thu hat sw chii y mua sdam, s
dung hay tiéu dung”

Cép dj ciia san pham

Khi tao ra mot mat hang, nguoi ta thudng xép cac yéu td, dic tinh va thong tin
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khac nhau theo cé4c cap d6 c6 nhitng chirc ning marketing khac nhau (xem so do sau)

San pham tiém nang

San pham b sung

San phim mong doi

S T

San pham co ban

So do Nam cap do cua san pham

Cip dé co ban nhit la li ich cét 16i: 101 ich co ban ma san pham c6 thé mang
dén cho khach hang dé thoa man nhu cau hay wdc mudn cua ho, 1a Iy do khién ho mua
san pham.

Cip dp thir hai la sdn phdm co ban: 1¢i ich cot 16i phai dugc chuyén tai thanh
san pham co ban dwa trén cac chi tiéu phan anh chat luong, cac dic tinh, bao gi, tén
nhan hiéu. Trong thuc té, khi tim mua nhiing loi ich co ban, khach hang dua vao nhitng
yéu t nay.

Cip dé thir ba | sdn phdm mong doi

Khi mua, khach hang sé& thiét 1ap nén cac dac diém, tiéu chi, diéu kién ma nguoi
mua ky vong sé& c6 dugc khi mua san pham vi du dé dang mé bao bi ctia san pham, tén
nhan hiéu phai an tuong, dic trung.

Cip dé thir twa sdn phdam bé sung

Tao cho khach hang cam giac qua muc ky vong cua ho, gia tang gia tri cho ho.
Cac yéu tb nay da tr¢ thanh mdt trong nhitng vii khi canh tranh ctia cac nhan hi€u san
pham. Vi du nhu dich vu sau ban hang mién phi, sira chita tai nha.

Cdp dp cuéi cung 12 sdn phdm tiém ndng: sy phat trién cua san pham trong
tuong lai.

Cac quyét dinh vé san pham bao gom: (1) Quyét dinh vé hon hop san pham, (2)

Quyé dinh vé dic tinh cia san pham; (3) Quyét dinh vé nhan hiéu, (4) Quyét dinh
vé bao bi. Sau day s& nghién ctru tirng quyét dinh trén.

5.1.2. Quyét dinh vé hon hop san pham

Hdn hop san pham la tong thé cac san pham ma HTX kinh doanh, 12 tap hop tat

c4 cac nhom chung loai hang héa cia HTX ma HTX c6 thé dwa ra dé ban.
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Khi thiét ké hon hop san phim, nguoi 1am marketing phai cha y t6i 4 yéu té co
ban: (1) chiéu rong cta hdn hop san pham: tit ca cac dong san pham ma HTX c6; (2)
Chiéu dai ctia hdn hop san phim: sb luong san pham trong mot dong san pham, (3) do
sAu ctia hdn hop san pham: sb lwgng mit hang cu thé cua ting san pham trong dong san
pham, (4) d6 nhit quan cta hdn hop san phadm: mdi quan hé giira cic dong san phim
v6i nhau theo muc dich st dung cudi cing, thiét bi san xuat hay theo kénh phan phbi
hodc chi tiéu khac.

5.1.3 Quyét dinh vé diic tinh ciia sin phidm

HTX can phai xac dinh ban mé ta cac yéu td va dic diém cua san pham dya trén
nhu cau cua khach hang muc tiéu: chtrc ning, céng dung, thanh phan, mau sic, kiéu
dang.

5.1.4. Quyét dinh vé thwong hiéu

a. Thwong hiéu va nhitng bé phin ciu thanh Khai niém thwong hi¢u

Theo Philip Kotler “Nhdn hiéu 1a tén goi, thudt ngir, hinh vé, biéu twong, hinh vé
hay su phéi hop giita chiing, dwoc ding dé xdc nhdn hang héa hay dich vu cia nguoi
ban hay mgét nhdm ngwoi ban va dé phan biét véi hang hoéa va dich vu ciia doi thii canh
tranh”

H¢ théng nhan di¢n ciia thwong hiéu:

- Tén: La mot bo phan cta thuong hidu ma ta c6 thé doc duoc; vi du: Ca phé
Trung Nguyén, Biti“s

- Ddu hiéu: Labo phan cta thuong hiéu ma ta c6 thé nhan biét nhung khong
thé doc dugc; Bao gom biéu tuwong, hinh v&, mau siac hay kiéu chir dic thu;

Vi du: Biéu tugng cuia KTX c6 logo nhu sau:

- Khau hiéu: lua chon khau hiéu cho thuwong hiéu ctia HTX va cho timg thuong
hiéu san pham. Mdi khau hiéu phai ndi Ién hinh anh dinh vi, phai hip dan va gay chay

CAc yéu t6 nhan dién khéc bao gdm: dong phuc, bién hiéu HTX, d4u hiéu trén céc
gidy to giao dich (bi thu).

Ngoai ra, lién quan dén phuong dién quan ly thuong hiéu:

- Dau hiéu hang hoa: La toan b thuong hi¢u hay mdt by phan ctia né da dugce
dang ky tai co quan quan 1y nhan hi¢u va do d6 duogc bao vé vé mit phap 1y.

- Quyén tac gid: La quyén doc chiém tuyét dbi vé sao chup, xudt ban va ban noi
dung va hinh thirc cia mot tac pham (thiét ké san pham, kinh té, van hoc, &m nhac hay
ngh¢ thuat...)

b. Cac quyét dinh |ién quan dén thuwong hiéu
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- CO gan thwong hiéu cho san phdam ciia minh hay khong?

- Ai la nguoi chii thwong hiéu san pham?

- Dt tén cho thirong hiéu nhir thé nao?

C6 thé 4 céach dit tén cho thuwong hiéu nhu sau:

o Tén thuqng hiéu riéng biét dugc sur dung cho cung mat hang, nhung c6 dac tinh
khéc nhau it nhiéu

o Tén thuong hiéu déng nhat cho tit ca cac hang hda dugc san xuit boi HTX

o Tén thuong mai cia HTX két hop v&i tén thuong hiéu riéng biét cua hang hoa

o Tén thuong hiéu tap thé cho timg dong hang hda do HTX san xuat

Yéu cau khi dat tén cho thuong hiéu:

o NO phai hamy v§3 loi ich hang héa

o NO phai ham y vé chat lwong hang hoa

o NO phai dé doc, dé nhan biét va dé nhé

o NO phai khac biét han v6inhimg tén khéac q

o De dang dich sang tieng nude ngoai va co thé dugc dang ky va phép luat bao
vé de dang.

d. Quyét dinh mé réng tén thwong hiéu:

- Cac HTX c6 thé str dung mot tén hiéu da thanh céng gan cho nhitng san pham
mo&i hay san pham cai tién dé dua chung ra thi trudng.

o Uu diém: tiét kiém duoc chi phi dé tuyén truyén quang céo, hang héa dé dugc
khéach hang nhan biét

o Nhuoc diém: néq san pham méi khong dugc yéu thich thi s& lam giam uy tin
cua thuong hiéu dé cho tat ca hang hoa

- Str dung mot hay nhiéu thwong hiéu cho cac san pham c6 nhirng dic tinh khac
nhau cta cung mgt mdt hang

Loi khuyén dé xay dung thwong hiéu san pham

Quy trinh cac budc sau day can thuc hién sir dung khi dua ra mot thuong hiéu san
pham:

1) Thiét 1ap tiéu chudn cho thuong hiéu - thuong hiéu phai trong tng véi hinh
anh san pham va marketing hdn hop (vi du: néu bat uy tin hodc tinh kinh té). Thuong
hiéu phai néu duoc dic tinh va loi ich cua san pham, d& dang nhan biét va dich sang
ngdn ngir khac; twong thich v6i cac san pham khac ma hing ciing cung cap.

2) Néu ra danh muc cac thuong hiéu c6 thé Iya chon - Mot s6 HTX quang céo va
marketing gilip cung cap danh muc cac thuong hiéu dé lia chon néu ban dwa ra mot sd
mo ta cdt yéu 1am co so.

3) Sang loc tir danh sach nay dé chon ra mét thuong hi¢u tdt nhat va tiép tuc thir
nghiém — xem thuong hiéu c6 thoa mén tiéu chuan ban dau khéng.

4) Thu thap théng tin phan tng cta khach hang dbi voi thuong hiéu hién tai
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5) Bang ky thuong hiéu

6) Nhin mét cach tér}g thé: :[ét ca moi cdng viéc Marketing phai 1am can c6
sy nhat quan, ro rang va dong nhat

7) Bay hang: chu y vao cong viéc bay hang trén gia

5.1.5 Quyét dinh vé bao bi san phidm va dich vu di kém

Bao gdi 1a “nhitng hoat dong thiét ké va san xuat hop dung hay gidy goi cho san
pham”-Philip Kotler

Bao bi dang tré thanh mét cdng cu marketing déc Iyc. Bao bi thu hat khach hang,
cung cip thoéng tin vé san phim nhu cach sir dung, thanh phan sb lueong va thoi han st
dung, tao niém tin va 4n tuong t6t dep vé san pham. Bao bi giup truyén thong va
khuyéch trrong hinh anh vé san pham. Bao bi dugc thiét ké dep, ndi bat cd thé thu hit
khach hang va ting doanh s

5.2. GIA

Muc tiéu:

- Hiéu rd ban chat ctia gi trong hoat dong marketing

- Hiéu c4c nhan t6 anh huong dén quyét dinh gia

- Ném dugc cac phuong phép dinh gia

52.1.  CAc yéu to chii yéu anh huéng dén quyét dinh vé gia ca

a. Nhitng yéu t6 bén trong ciia HTX dnh hwéng dén cac quyét dinh vé gia

Muc tiéu marketing:

Céc muc tiéu Marketing dong vai tro dinh hudng trong viéc xac dinh vai tro va
nhiém vu cua gia ca. Cac muc ti€u phé bién 13 su ton tai, t6i da hda loi nhuan, dan dau
vé thi phan va dan dau vé chat luong san pham. Ngoai ra con c6 cac muc tiéu khac nhu
dinh gia thap dé ngan chan khéng cho dbi thi canh tranh tham gia thi truong va thu hit
khach hang cho san pham moi, dinh gia ngang bang v&i d6i thu canh tranh dé 6n dinh
thi truong, dinh gia vu dai dé tim kiém su ung ho va hop tac cua lyc lugng trung gian

Gid cd va cdc bién sé khdc cia Marketing mix: gia ca va cac chién lugc
Marketing mix phai ¢ su hd tro 1an nhau ¢é HTX thuc hién dugc chién luge dinh vi
va cac muc ti€u da chon

Chi phi sdn xudt

Hiéu biét chinh xé&c vé chi phi bo ra dé san xuat hang hda, dich vu Ia rit quan trong
dbi v6i cac quyét dinh vé gia vi: khoang cach gitta gia ca va gia thanh 1a loi nhuan va
khi HTX kiém soat dugc gia ca va chi phi ho s& cha dong trong viéc thay doi gia.

CAac yéu t6 khéc

Ngoai nhirng yéu té co ban néu trén, gia ca con bi anh hudng ciia nhitng nhan t6
khac nhu nhiing dic trung cta san pham, hé sé co gidn cung, thaim quyén quyét dinh
gia. Quyén quyét dinh vé gia thudng thude quyén cia ban 1anh dao HTX. C6 nhiéu md
hinh vé& quan 1y gi ca: ban ldnh dao HTX truc tiép ra quyét dinh vé muc gia ca cu thé
hodc ban lanh dao chi nim quyén xac dinh va kiém soat gia ca thong qua céc chi tiéu

nhu khung gia, gia chuan, gia gi6i han.
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a. Nhitng yéu té bén ngoai anh hwéng dén cac quyét dinh vé dinh gia Thi
truwong va nhu ciu

Anh huodng cua thi truong va cdu dén gia ca cha yéu tap trung vao 3 van dé 16n:

- M&i quan hé téng quét giita gia ca va cau

- Su nhay cam vé gia ca hay do co dan cua cau theo gia (mirc do phan tng cua
cau khi gia ban cau nhitng hang hoa thay d6i): San pham cang doc ddo, cang it c6 kha
ning thay thé, nguoi mua cang it nhay cam vé gia

- Céc yéu t6 tam ly caa khach hang khi chap nhan mirc gia

Canh tranh.

Gia ca cua ddi thu canh tranh va phan (mg ctia ho vé gia anh huong khong nho
dén viéc dinh gia cuia HTX. Vi vay khi dinh gia san pham ciia minh cac doanh nghiép
ludn phai dit minh trong mdi trong quan vé canh tranh dé diéu chinh gia cho hop Iy

CAc yéu td bén ngoai khac

Khi dinh gia, HTX ciing phai xét dén nhimng yéu té khac thudc moi truong bén
ngoai:

o MB0i truong Kinh té:nhu lam phét, ting truong hay suy thoéi va 13 suat

e Luét va nhirng qui dinh lién quan t&i canh tranh

5.2.2.  Phwong phap tiép can tong quat vé dinh gia

Phuwong phap dinh gia dua vao chi phi.

Phuong phap dinh gia so dang nhat 1a cong l4i vao gia thanh

Mot cach tiép can khac ctia phuong phap dinh gia dia vao chi phi 1a loi nhuan
muc tiéu va phuong phap xac dinh diém hoa von.

Dinh gia theo gia tri cAim nhin

Cac HTX dinh gi4 ban ctia minh cin ¢ Va0 sy cam nhan vé gié trj cua ngudi mua,
chtr khong phai chi phi ma ho bo ra dé san xuat san pham. Nguoi dinh gia can hiéu
duoc gia tri nguoi tiéu dung mudn co qua nhirng loi ich ho nhin dugc tir san pham dé
dé ra mot mirc gia ca phu hop vé6i gia tri 6. Céc loi ich bao gdm ca hiru hinh va vo
hinh. Khi dinh gia theo gia tri cdm nhan cta khach hang, ngudi lam gié phai xay dung
duoc nhitng bién tao nén gia tri cim nhan trong suy nghi ctia ngudi mua.

Pinh gid dwa vao canh tranh.

Khi xéc dinh gi4 theo phuong phap niay HTX can cir cht yéu vao gia cia d6i tha
canh tranh, it cha trong dén chi phi hay stc cau . HTX c6 thé dinh gi bang, cao hon
hay thap hon dbi thu canh tranh chinh.

Pinh gi4 dau thau

Gia dau thau thudc loai giad canh tranh. Cac HTX tham gia d4u thau dinh gia dua
trén co s& dy doan cac d6i thi canh tranh s& dinh gia bao nhiéu chir khong phai dwa

trén chi phi. Doanh ngiép mudn gianh duoc hop ddng thi phai dinh gia thap hon cac
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HTX khéc. Con néu chon muc gia ddu thdu bang mirc gia cua dbi thu thi HTX phai
chtrng minh dugc san phidm minh cung tmg tot hon cua d6i tha canh tranh.

5.3. KENH PHAN PHOI

Muc tiéu

- Hiéu rd ban chét va chtrc ning cuia kénh phan phdi

- Hiéu rd cac kiéu cau trlic kénh

- Céc quyét dinh lién quan khi thiét ké kénh phan phdi

- Céc quyét dinh lién quan khi quan Iy kénh phan phéi

53.1.  Céutric kénh phan phéi

Céc loai kénh phan phéi thuong dung nhat duoc trinh bay trong hinh sau:

MNha S Nha SX Nha SX Nha SX
<
Paily
bhan si
A 4 y
Nha ban si Nha ban si
v h 4 y
MNha ban 1 Nha ban 18 Nha ban 18
v v v y
MNourdi tiéu MNguwiri tigu Mg tigu Mo tiéu
dino dina dino dino
Kénh truec tigp Kénh 1 cap Kénh 2 cap Kénh 3 cap

Chiéu dai cua kénh phan phéi dugc xac dinh bang s6 cap do trung gian trong kénh.
Kénh truc tiép khong c6 trung gian, nha san xuat ban hang thang cho nguoi tiéu ding.
Marketing truc tiép bao gdbm: Ban dén tiing nha, ban tai cira hang gidi thiéu san pham
va ban hang qua thu, dat hang qua thu hoac dién thoai dat hang, ban hang qua internet

Kénh 1 cap chi c6 mot trung gian ban hang trong thi truong hang tiéu ding, d6 1a

nguoi ban €. Trong thi truong hang cdng nghiép, d6 1a nguoi moi gidi hay dai dién ban
hang.

Kénh 2 c4p c6 2 trung gian marketing. Trong thi truong hang tiéu ding, d6 thuong
|a nha bén si va béan 1é. Trong thi truong hang cong nghiép thi d6 1a bo phan phan phdi
cua HTX va céac dai ly hoat dong nhu luc lugng ban hang ddc 1ap ctia nha san XUuAt.

Kénh 3 cdp c6 3 trung gian phan phéi. Pugc sir dung khi ¢6 nhiéu nha san xut
nho va nhiéu nha ban 1é nho, mét dai 1y duoc st dung dé gitp phdi hop cung cap san
pham véi khéi lugng 16n.

Chiéu rong cua kénh phan phdi 1a sé lwong trung gian c6 trong mdi cap do cua
kénh phan phdi. HTX c6 thé lya chon phan phdi rong rii (s6 lugng trung gian khong
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han ché), phan phdi déc quyén (mot trung gian trén mot thi truong) hodc phan phdi
chon loc (mot ) trung gian dugc chon loc trén mot thi trudong)

53.2.  T6 chirc va hoat dong cia kénh

Kénh phan phéi truyén thong

Xung dot chiéu ngang. La cac xung dot gitra cac trung gian ¢ cung mirc do phan
phéi trong kénh

Xung dét chiéu doc xay ra giita cac thanh vién ¢ cac mure do phan phéi khéc nhau
trong kénh. Vi du xung dot giitra ngudi san suat véi ngudi ban budn vé viée dinh gia,
cung cép dich vu va quang cdo.

Kénh phan phéi lién két doc (hé théng Marketing chiéu doc)

Hé thong Marketing chiéu doc (VMS) 12 cac kénh phan phdi c6 chuong trinh trong
tam va quan 1y chuyén nghiép duoc thiét ké dé dat hidu qua phan phdi va anh huong
Marketing tdi da. Cac thanh vién trong kénh co6 su lién két chat ché véi nhau va hoat
dong nhu mot thé théng nhat, vi muyc tiéu thoa man nhu cau thi trudng cta ca hé théng.

So d6 sau mo ta cac loai hé théng Marketing doc chi yéu

VMS
\/
VMS VMS VMS
Tap doan Hop dong Pugc quan ly
\ 4 Y - : \ 4
Chudi tinh nguyén Nhl_IQ’ng quyén To chure hop tac
kinh doanh ban 1¢

Hé thong kénh thir nhdt dé la hé thong Marketing lién két doc. Pay 1a kénh phan
phbi ma tt ca cac thanh vién trong kénh déu thudc quyén sé hitu ctia mot to chire, hodc
ngudi ban 1é ¢ thé 1am chu cac HTX san xuat. Cac kénh nay 1a két qua mé rong mot
HTX theo chiéu doc nguogc 1én phia trén tir nha ban 1é hoic xudi xudng phia dudi tir
nha san xut. Trong kénh doc tap doan, sy hgp tac va giai quyét xung dot dugc thuc
hién qua nhing cach thirc to chirc quan 1y thong thuong trong ndi bd HTX.

Hé théng kénh thir hai la hé thong Marketig lién két doc hop dong. Pay 1a hé
thdng kénh phan phbi ma su lién két gitra cac thanh vién trong kénh dugc thyc hién qua
cac hop dong rang budc trach nhiém va quyén loi gitra cac thanh vién kénh.

Hé thong kénh thir ba, dé la hé thong Marketing lién két doc dwoc quan Iy. Khac
v6i hai hé thdng trén, VMS duoc quan 1y dat dugc sy phdi hop & cac giai doan ké tiép
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trong san xuét va phan phdi khdng phai qua su s& hiru hay hop dong rang budc ma bang
quy mo va anh huong cia mot thanh vién kénh téi nhirng nguoi khéac.

5.3.3 Thiét ké kénh phan phéi

CAc budc dé thiét ké kénh phan phdi nhu sau: (1) phan tich cin ctr dé thiét ké kénh
phan phdi; (2) phat trién cac phuong &n chinh cho kénh; (3) danh gi4 va lua chon kénh
ti wu;

- Cian ctr dé thiét ké kénh phan phdi 1a dic tinh cua khach hang (qui mé mua,
thoi gian cho, dia diém, dich vu hd trg), san pham, trung gian, HTX, canh tranh va mdi
truong

- Nhitng phuong an chinh ctia kénh:: xac dinh cac loai trung gian tham gia kénh
(luc lwong ban hang caa HTX, dai 1y); s6 luong trung gian (doc quyén, ¢6 chon loc, mé
rong); cac diéu kién va trach nhiém ca cac thanh vién trong kénh (gia, diéu kién ban
hang)

- Panh gia va lya chon kénh ti vu: dya vao tiéu chuan kinh té (doanh thu, chi
phi), tiéu chuan kiém soat, tiéu chuan thich nghi d6i véi thay doi trén thi trudng.

5.3.4. Qudn |y kénh phan phéi

a. Tuyén chon thanh vién ciia kénh

HTX phai xac dinh mét tap hop cac tiéu chudn dé tuyén chon thanh vién cho kénh
du dinh nhu phuong thire kinh doanh, kha niang am hiéu va quan hé t6t d6i véi khach
hang, thdm nién va kinh nghiém, kha nang hop tac, kha nang chi tra, hiéu qua, va uy tin
trong kinh doanh. Doi khi con danh gia vé dia diém kinh doanh, kha ning phét trién
trong tuong lai.

b. Khuyén khich thanh vién ciia kénh

Cac thanh vién trong kénh phai duoc thudng xuyén khuyén khich dé 1am viéc tot
hon. HTX can phai hiéu duoc nhu cau va uéc mudn cta ho vi ho ciing 13 nhitng HTX
kinh doanh doc 1ap, ¢ sirc manh riéng, c6 muc tiéu riéng. Co 3 phuong phap khuyén
khich pho bién Ia: hop téac, thiét 1ap quan hé thanh vién va xay dung chuong trinh phan
phdi:

- Su hop tdc dugce kich thich bang muc 16 cao, tién thudng, tro cip quang cio,
trg cAp trung bay hang, thi dua doanh sb.

- Thiét ldp quan hé thanh vién thé hién cach 1am an lau dai, vi loi ich chung d6i
v6i nha phéan phéi.

- Ldp chwong trinh phdn phoi. Nha san xuat 1ap ra mot b phan nim trong bd
phan Marketing dé hoach dinh quan hé véi cac trung gian phan phdi, xac dinh cac nhu
cdu va mong mudn cua cac thah vién va xdy dung chuong trinh phan phdi dé gitip cac
thanh vién kénh hoat dong dat murc tdi wu.

C. Ddnh gia hoat déng ciia cac thanh vién kénh
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Nha san xuat phai dinh ky danh gia hoat dong ctia nguoi trung gian theo nhiing
tiéu chuan nhu dinh mirc doanh sb dat dugc, mirc d6 luu kho trung binh, thoi gian giao
hang cho khach, cach xtr Iy hang hoa that thoat hodc hu hong, mirc hop tac trong cac
chuong trinh quang céo va huan luyén cia HTX va nhiing dich vu ho phai lam cho
khéach.

Mirc doanh sé dat dugc cuia cac trung gian co thé duoc so sanh voi muc ho di dat
duogc trong thoi ky trude do. Ty 1é ting tién trung binh cta ca nhom c6 thé dung nhu
mot tiéu chuan dé danh gia.

d. Qudn |y cAc mau thudn trong kénh phan phéi

C6 rat nhiéu nguyén nhan dan dén nhitng miu thudn/xung dot trong kénh phan
phéi. Trong d6, hai nguyén nhan dién hinh 1a do sy khéng thong nhat vé muc tiéu giita
céc bén, hodc ciling c¢6 thé 1a viéc phan chia vai tro va quyén loi khong rd rang.

Céc loai mau thuan c6 thé xay ra trong kénh phan phdi

- Xung dot giira cac thanh vién & cac cap do khac nhau

- Xung dot giita cac thanh vién cling mot cap do

- Xung dot giita cac kénh phan phéi

Céch thirc xir Iy mau thudn trong kénh phan phdi tly thudc vao ting tinh huéng
cu thé: c6 thé ap dung giai phap ngoai giao, hoa giai, phan xur.

54 TRUYEN THONG MARKETING

Muc tiéu

- Hiéu ban chat cua truyén thdng marketing tich hop

- Hiéu va van dung dugc cac cong cu truyén théng marketing

541 Hé thong truyén thong va 1ap ké hoach truyén thong

George E.Belch di dua ra khai niém vé Truyén thong marketing tich hop nhu sau:
truyén thong marketing tich zgp 1a mét qué trinh kinh doanh mang tinh chién liwoc dwoc
sir dung dé: (1) Ldp ké hoach, trién khai, thuwc hién va danh gia cac chirong trinh truyén
thong thirong hiéu 6 tinh thuyét phuc, ¢ thé do lwong dwoc Va ¢ su két hop véi nhau;
(2) Truyén théng véi nguwoi tieu dung, khach hang, nhan vién va nhitng doi tieong nhén
tin bén trong va bén ngoai c6 lién quan. Muc tiéu ngcn han cia truyén thong marketing
la dé tao ra doanh thu va muc tiéu dai han la dé xdy dung gia tri thwong hiéu.

Sy tich hop 14 su két hop hodc két ndi nhirng yéu t6 riéng r& dé tao nén mot tong
thé thong nhat, hai hoa. Logic cta sy tich hop chinh 1a cac hoat dong truyén théng duoc
thuc hién theo mot dinh huéng chién luge théng nhat. Sy tich hop s& tao nén sy nhat thé
hoa hai hoa cac thong diép roi rac.

54.1.1 Hgthong truyen thong marketing 7

Mod hinh hoat dong cia h¢ thong truyén thong thé hién ro: (1) ai; (2) gui thong
diép gi; (3) truyén tai qua phuong tién truyén thong nao; (4) cho ai; (5) hiéu qua nhu
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thé ndao. Cac bén tham gia chii yéu trong truyén thong 1a ngudi giri, ngudi nhan thong
tin. Théng diép va phuong tién truyén thong 1a nhitng cong cu truyén théng chi yéu.
C4c yéu t6 con lai & nhitng chirc ning chu yéu cua truyén théng, bao gdm ma hda, giai
m4, phan Gmg ctia khach hang, va thong tin phan hoi. Bén canh dé, ngudi 1am marketing
cling phai cht ¥ toi nhidu. Trong qué trinh ma hoa thong diép, c6 nhiéu cach thuc dé
ma hoa thong diép nhu st dung tir ngir (khau ngit,ngdn ngir, 151 bai hét,..), 6 hoa (tranh
v¢,..), am nhac (101 bai hat, giong hat,..), hoat hinh.

_——— - Nguwoi gl
|
1
Thong tin Ma hoéa
| ~ a
I Thoéng diép
Phan (rng

: Giai ma
1
- - A
Ngw&i nhan !l

Nguon: Quan tri marketing, Philip Kotler

Theo Philip Kotler, trong qua trinh giri théng diép dén cho ngudi nhan, ngudi lam
marketing can phai chl y t&i nhidu ctia mdi trudng. Hang ngay, khach hang bi tac dong
ctia hang tram thong diép. C6 ba yéu té ma HTX can phai quan tam,do 1a su chil y c6

chon loc, su b6p méo c6 chon loc va su ghi nhé ¢6 chon loc.

- Su chu y ¢6 chon loc 1a noi dén viéc khach hang chi nhé duoc phén nho cua
thong diép truyén dén ho.

- Su bop méo ¢6 chon loc: khach hang sé& tiép nhan nhiing cai phu hop voi hé
thong niém tin ctia ho. Ho cd thé thém that vao théng diép nhitng diéu khong ¢ (phong
dai) va khdng nhan thay nhiing diéu khac thuc 6 (lugc bst). Nhu vy, ngudi giri thong
diép phai truyén dat dugc nhitng thong diép don gian, rd rang, 1y tha, lap lai nhiéu lan
dé truyén dat duoc nhitng diém chinh dén khach hang.

- Su ghi nhé ¢06 chon loc la nhitng thong diép ma dugc khach hang luu lai l1au
dai trong tri nhé ctia ho va c6 thé 1am cai bién thai 6 cua khach hang.

5.4.1.2 Cé&c bwéc phat trién chwong trinh truyén thong marketing

» Xac dinh khach hang muc tiéu

= Xéc dinh muc tiéu truyén thong

= Thiétké thong diép
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= Lua chon c4c kénh truyén théng

= Dy tinh ngan sach cho hoat dong truyén thong

= Quyét dinh cac cdng cu truyén thdng

= Po ludng két qua truyén thong

= Quan |y va phéi hop toan bo qué trinh truyén théng

a. Xac dinh khach hang muc tiéu

Muc dich ctia x4c dinh khach hang muc tiéu 13 dé hiéu dic diém cua ho, dé biét
ho danh gia hinh anh hién tai cua HTX/thuong hi€u, hinh anh cac ddi tha canh tranh
nhu thé ndo. HTX c6 thé dinh lwong sy hiéu biét cta khach hang muc tiéu vé HTX
bang cac mirc @6 nhu (1) chwa hé nghe thay (2) chi méi nghe thay (3) co biét mot doi
chut (4) biét kha nhiéu (5) biét rat r6. Hodc HTX co thé st dung thudc do (1) rat
khong wa thich (2) khong wa thich (3) khdng ¥ kién (4) ua thich (5) rat wa thich.

b. Xac dinh myc tiéu truyén thdng

Muc tiéu truyén théng phai dua trén muyc tiéu marketing trong ké hoach marketing
ctia HTX, tuy nhién pham vi hep hon so véi muc tiéu marketing. Muc tiéu truyén thong
duoc thiét 1ap dé xac dinh thong diép phu hop truyén di va tap trung vao khach hang
muc tiéu cu thé.

Khi thiét 1ap muc tiéu, nhimg nguoi 1am marketing can phai chd y dén tiéu chi
SMART cuta muc tiéu, bao gém

- Muc tiéu dam bao tinh cu thé (S)

- Muc tiéu dam bao do luong dugce (M)

- Muc tiéu dam bao su c6 thé thue hién duoc (A)

- Muc tiéu dam bao tinh thyc té (R)

- Muc tiéu dam bao thyc hién trong mot khoang thoi gian cu thé (T)

c. Thiét ké thdng diép truyén thong

Thong diép can phai thu hit duoc su chil y ciia khach hang, tao dugc su quan tam,
kich thich dugc sy mong mudn va thuc day hanh dong. Khi thiét ké thong diép, nguoi
lam marketing cin phai cht ¥ t6i ndi dung thong diép (néi gi), két ciu thong diép
(truyén dat nhu thé nao cho hop 1y), hinh thirc ctia thong diép (truyén dat nhu thé nao
dé d& hinh dung va ngudn phat thong diép (ai noi).

No6i dung thong di¢p can phai néu dugc mat s6 loi ich, dong co, dac diém hay 1y
do tai sao ma khach hang can nghi dén hay nghién ctru san pham. C6 ba kiéu 16i cudn
khach hang: 16i cuén theo Iy tri, 18i cudn theo tinh cam, 16i cudn dya trén tinh dao dirc.
Két cAu cua thong diép phu thudc vao ndi dung cia thdng diép. Khi két cau thdng diép,
ngudi 1am marketing can chi y toi cach rat ra két luan va cach 1ap luan (luin mot chiéu
hodc hai chiéu). Di v6i cach rat ra két ludn, ngudi 1am marketing s& quyét dinh vé
viéc dua ra két luan rd rang cho khach hang hodc 1a dé khach hang tu rat ra két
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luan. Dbi véi cach 1ap luin: ngudi 1am marketing s& phai quyét dinh 1a chi nén néi
nhirng wu diém hay con phai n6i thém ca nhitng nhuoc diém cua san pham.

Hinh thtrc ctia thong diép c6 tac dung manh ddi voi khach hang. Néu thong diép
duogc truyén tai trén bao bi ctia san pham thi nguoi lam marketing phai chd ¥ t6i mau
sdc, hinh dang, kich thudc, huong vi. Néu thong di¢p duoc truyén tai trén tivi thi can
phai chi y téi tiéu d¢, cach minh hoa, mau sic, 10i 18, chat giong, cach dién cam, va
ngdn ngi cta co thé (ngdn ngir khong 151).

d. Lya chon céc kénh truyén thong

Thong diép c6 thé duogc truyén tai theo hai loai kénh: kénh truyén thong truc
tiép va kénh truyén thong gian tiép. Kénh truyén théng truc tiép doi hoi phai co hai
hay nhiéu ngudi giao tiép truc tiép voéi nhau. Kénh truyén thong tryc tiép tao ra hiéu
qua thong qua viéc ca nhan hoa gidi thiéu va nhimg thong tin ngugce. Kénh truyén
thong truc tiép bao gdm nhan vién ban hang, chuyén vién hoic ban bé, hang xém, gia
dinh. Cac budc trong qua trinh thyc hién truyén thong qua kénh tryc tiép nhu sau: (1)
phat hién nhitng c& nh&n hoac HTX ¢ anh hudng manh, (2) tao ra nhirng ngudi hudng
dan du luan, (3) 1am viéc voi nhitng ngudi ¢6 su anh huong manh trong cong dong,
(4) str dung nhirng nguoi €6 sy anh hudng manh trong quang cao, (5) soan thao quang
céo ¢ “gia tri dam luan” 16n, (6) sir dung marketing lan truyén, (7) phat trién kénh
truyén miéng, (8) tao 1ap dién dan.

Déi voi kénh truyén thdng gian tiép, thong diép truyén di ma khdng can co su tiép
xuc truc tiép. Cac phuong tién truyén thong 13 nhitg cong cu chinh cta kénh truyén
thong gian tiép (bao, tap chi, truyén thanh, truyén hinh, béo dién tir, phuong tién trung
bay).

e. Dy tinh ngan sach cho hoat dong truyén théng

Khi phan bo ngan sach cho hoat dong truyén thong, nguoi 1am marketing can phai
can ddi gitra myc tiéu truyén thong va ngan sach truyén thong. Cau hoi dit ra 1a chling
ta s& sin sang lam gi va chi bao nhiéu tién? chung ta can gi dé dat dugc muc tiéu?

C6 hai cach tiép can dé xac dinh ngan sach truyén thong: phan bo tir trén xudng
(top-down budgeting) va phan bo tir dudi 1én (bottom-up budgeting). Bdi véi cach tiép
can phan bo tir trén xuéng dudi, ban 1anh dao cua HTX s& 4n dinh muc chi phi, sau d6
ngan sach truyén thong sé& chi gi6i han trong dinh mirc d6. Cac phuong phap xac dinh
ngan sach theo cach tir trén xudng bao gém: (1) Phuong phap can cir theo kha ning va
phuong phap an dinh chii quan 1a viéc xac dinh ngan sach & mac ma HTX ¢6 thé ¢ du
kha nang.

(2) Phuong phép can bang canh tranh 12 viéc xac dinh ngan sach dya trén nguyén
tac dam bao ngang bang voi muc chi phi cia ddi thii canh tranh. (3) Phuong phap phan
tram theo doanh thu I viéc x4c dinh ngan sach bang ty 1& phan trim nhat dinh cta
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doanh thu.

Theo cach tiép can tir dudi 1én, nguoi lam marketing s& xac dinh muc tiéu truyén
thong, cac hoat dong dat muc tiéu, du tru chi phi cho cic hoat dong d6 va cudi cung l1a
trinh 1é€n ban lanh dao HTX.

Phuong phap nay duoc goi la phuong phap can cir theo muc tiéu va nhiém vu.
Trong bdi canh hoan hao, thi viéc &p dung phuong phap nay 12 hiéu qua.

Phuong phéap
can ctr theo
kha nang

+
Phuong phéap cén | Ngansach _| Phuong phap theo
bang canh tranh " | truyén thong "| phan trim doanh thu

v
Phuong phép an
dinh chu quan

f. Quyét dinh cac cong cu truyén théng

Cong cu truyén thong: quang cio, khuyén mai (+ khuyén mai), quan hé cong
chung, ban hang ca nhan, marketing truc tiép va internet marketing/ marketing twong
tac. HTX can phai phan tich chirc ning ctia cac cdng cu truyén théng, wu diém va nhuoc
diém ctia mdi loai cong cu truyén thong trén thi trudng muc tiéu dé cé quyét dinh lua
chon hop ly. Chién luoc dy hodc kéo &p dung trong HTX tac dong dén viéc quyét dinh

str dung cac cong cu truyén thong.

g. Po luong két qua truyén thong

Nguoi lam marketing phai thuc hién nghién ctru thi truong dé lwong hoa lugng
khach hang muc tiéu d6i voi san pham. Céc tiéu chi ¢ thé sir dung:

- ¢6 bao nhiéu khach hang thay hay ghi nhé vé thdng diép, ghi nhé nhiing diém
nao, cam thay thé nao vé thong diép d6 (thay doi nhan biét san pham/thuong hiéu)

- ¢6 bao nhiéu khach hang da mua san pham

- sy thay d6i thai d6 cua khach hang nhu thé nao? C6 thich san phdm va néi
chuyén véi ngudi khac khong? Thay doi trong ¥ dinh mua hang

- Thay d6i trong thi phan

- Ty I8 gitra chi phi va tong doanh thu

- S0 séanh giira ké hoach va thuc té

Nguoi 1lam marketing con phai cha y t6i thoi diém thuc hién do luong hiéu qua
ctia truyén thdng. Viéc do ludng két qua c6 thé thuc hién theo dinh ky (thang, qui) hoic

c6 thé thuc hién vao thoi diém két thuc mot chuong trinh ndo d6. Thoi diém nay phai
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duoc dua vao trong ké hoach truyén thong.
54.2.  Quan ly hoat d)ng quang cao
54.2.1 Ban chit ciia quang c40
Philip Kotler di dua ra dinh nghia vé quang cdo: Qudng cdo la bat cik hinh thirc
thé hién khéng triee tiép (phi cd nhdn) ndo vé ¥ twéng, hang héa/dich vu theo yéu cdu
ciia chii thé va phdi tra tién béi chii thé qudng cdo.
“Qudng c&0 1 hoat ddng phdi tra tién dé truyén thong diép khuéch trirong qua
nhitng phuwong tién thong tin dai ching nhuw tivi, dai, bao, tap chi, internet "™ (trd23).
Quang c4o 1a mot cong cu truyén thong quan trong trong truyén théng marketing,
mang tinh dai ching, c6 kha ning tiép can téi lugng 16n khach hang. Quang céo gop
phan tao nén nhan thirc vé sy khéc biét giira cac loai san pham.
54.2.2 Cacbwdc xay dung va thue hién quang cao nhw sau (md hinh 5M)

Thong diép
(Message)
Muyc tiéu Ngéan sach \ Do luong
quang cao »| quang CA0 két qua
(Mission) (Money) (Measure)
Phuong tién
quang cao
(Media)

Quyét dinh vé muc tiéu qudng cao

Muc tiéu quang c4o phai xuat phat tir cac muc tiéu trong kinh doanh ciia HTX va
cac muc tiéu marketing. Vi dy: muc tiéu doanh s6, loi nhuan, thi phén, cac muc tiéu
nay nang cao uy tin, ...Cac muc tidu quang cdo thudng duoc phan loai thanh: dé thong
tin, dé thuyét phuc hay dé nhic nho.

- Qudng cao thong tin hinh thanh manh mé vao giai doan gidi thiéu san pham
nham tao nén nhu ciu ban dau.

- Qudng CAO thuyét phuc can thiét va rat quan trong trong giai doan canh tranh
khi myc tiéu cia HTX 1a tang nhu cau

- Qudng C&0 nhdc nhd rat quan trong trong giai doan truéng thanh (b&o hoa)
ctia san pham dé duy tri khach hang

Quyét dinh vé ngan sach qudng céo

Ngan sach quang cao s& phu thudc vao cac muc tiéu quang c4o va vao ngudn luc
ciia HTX. C6 4 phuong phap dé xac dinh ngan sach:

- Phuwong phdp theo kha néng téi da cé thé ciia HTX: Phuong phap niy bo qua
anh huong ciia quang cao doi voi khbi lwong tiéu thy, nd dan dén ngan sach quang cao

hang nam khong on dinh.
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- Phuong phéap tinh theo phan tram ciia doanh sé, Vi du: 5% hay 10% cta doanh
sO nam toi.

- Phuwong phap can bang canh tranh. Mot s6 HTX xac dinh ngan sach quéang céo
dwa trén ngan sach danh cho quang céo cua dbi thi canh tranh cting qui mé.

- Phurong phap die trén muc tiéu va nhiém vu can thire hién. Phuong phap nay doi
hoi nha marketing 1ap ngén sach bang cach:

+ Xac dinh muc tiéu cua HTX

+ X4c dinh nhitng cdng viéc, chuong trinh can thyc hién dé dat muc tiéu (quang
c4o trén bao, radio, TV nhu thé nao.. )

+ U'dc tinh chi phi dé hoan thanh cong viée tong sd chi phi nay chinh 12 ngan sach
quang cao dé nghi cho nam téi.

Quyét dinh vé thong diép qudng cao

Thong diép quang cdo can phai dap Gng hai tiéu chi 13 tuan theo cc nguyén tic
co ban cia truyén dat thdng tin va dugc xay dung dua trén ly thuyét vé dong co va hanh
vi cua khach hang. Mot thong diép quang cdo co hiéu qua phu thudc vao viéc ma hoa
thong diép do. Viéc ma héa la gidp cho khach hang hiéu duoc théng diép theo cach ma
chu thé mudn. Piéu nay cd nghia la thdng diép quang c4o phai dam bao khach hang co
thé hiéu duoc va c6 day du y nghia. Quyét dinh bao gdbm 3 budc: tao ra théng diép,
danh gia va tuyén chon thong diép, thuc hién quang co thong diép

Viéc tao thong diép quang cao doi hoi tinh sang tao rat cao, nd can giai quyét 3
van dé: Noi cai gi (ndi dung ), néi thé nao cho hop 1y (cau tric) va noi thé nao cho co
hi¢u qua (hinh thtc thuc hién)

Théng diép can noi 1én loi ich cua san pham, nhitng doc ddo khac biét so v6i san
pham khac. Phai lua chon ngdn ngit phit hop voi khach hang muc tiéu. Thong diép
quang cdo gom nhiéu yéu td va duoc trinh bay theo nhiéu phong thai thé hién khac
nhau: thé hién phong cach sdng, su ky thi, mot phan ciia cudc song, tim trang, ching
cur khoa hoc.

Quyét dinh vé phwong tién qudng céo.

Phuong tién quang c4o rat da dang do vay viéc lyra chon phuong tién nao dé quang
c4o c6 hidu qua khong phai 1a d& dang. Nguoi ta co thé chia phuong tién quang céo
thanh bao hinh (truyén hinh), bao anh (tap chi), bao néi (dai phat thanh), bao viét (bao
gidy), bao dién tir va cac phuong tién ngoai troi (pano, bién quang cio, banron).

Hoic nguoi ta ¢6 thé phan loai phuong tién quang c&o hién cd thanh phuong tién
in 4n (bao, tap chi, to roi, thu truc tiép, trang vang), phuong tién dién tir va ki thuat s6
(truyén hinh, phat thanh, internet, mang xa hdi va phuong ti¢n k¥ thuat ) khac),
phuong tién khac (ngoai troi, trén phuong tién giao thong, tai diém mua hang).

M&bi mét phuong tién quang céo c6 loi thé va nhuoc diém khéc nhau vé do bao
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phu, sb lugng doc gia. Can cir dé Iya chon phuong tién quang c&o nao dé hodc két hop
cac phuong ti€n quang cdo véi nhau la: thi truong muc ti€u (nguodi ti€u dung hay la
khach hang t6 chtre, khach hang cong nghiép), ban chit cia san phdm (san phim moi
hoan toan, cai tién, ...), ngan sach, va sy ¢ san nhitng phwong tién quang céo tai dia
phuong.

Panh gi4 két qua ciia quang cao

Danh gia két qua hodc hiéu qua cua quang céo ciing 1a mot ¢ong viéc khong may
dé dang. Cac HTX sé& phai can ctr trén muyc tiéu quang cao dé danh gia. HTX c6 thé lua
chon tiéu chi chi phi trén mot nghin ngudi nhan tin® (s khach hang tiém nang s& ¢
dugc), hodc tiéu chi doanh sé ban hang. Tuy nhién két qua kinh doanh ciia HTX khong
phai chi do mot hoat dong quang cdo tao ra, ma con bi tac dong boi rat nhiéu yéu td
khac. C6 mot sd phuong phap danh gia hiéu qua quang cdo ma HTX co thé sir dung
nhu: (1) danh gia cac quang cdo cu thé. Nguoi lam marketing sé& do luong sé luong
khach hang nhan dang dugc quang cao, ghi nhé quang cao, sy wva thich; (2) so sanh chi
phi quang c&o va doanh sé ban hang trong mot giai doan nhat dinh; (3) Theo di dé biét
khach hang dén tir ngudn thong tin nao.

54.3.  Quan ly cac hoat ddng xUc tién ban hang

5.4.3.1 Khainiém vé xuc tién ban hang

Hiép hoi Marketing cia My da dinh nghia vé xdc tién ban hang nhu sau: Xuc ién
ban hang la nhitng né lyc marketing dwegc dp dung trong mét khodng thoi gian dinh
truede, tdc dong vao khdch hang, ngwoi bdn 16, hodc ngwoi ban buén dé khuyén khich
viéc ding thir, tang nhu cau cia khdch hang, hodc cdi thién sw trung bay hay dw trir
san pham.

Xuc tién ban hang 1a bién phap tao su tac dong trong thoi ky ngan han nham gidp
khach hang ra quyét dinh mua nhanh hon, mua ngay lap tirc hoic mua nhiéu hon. Xuc
tién ban hang bao gdm khuyén mai (khuyén khich mua hang ddi véi nguoi tiéu ding)
va khuyén mai (khuyén khich cac thanh vién trung gian ban hang).

Bén canh nhiing loi ich, x(c tién ban hang c6 nhirng han ché nhu khdng tao ra su
cam két 1au dai cua khach hang.

5.4.3.2 Céac quyét dinh chii yéu trong xuc tién ban hang

Quyét dinh vé muc tiéu khuyén mai

Péi véi khach hang-ngudi tieu dung, muc tiéu cia xdc tién hang 1a khuyén khich
khach hang dung thir sin pham, mua nhiéu san pham hon, thuéng cho nhiing khach
hang trung thanh, gidi thi¢u san pham méi, ting lwong nguoi sir dung san pham hién
c6, dé thu hat khach hang méi

Dbi v6i nhitng ngudi trung gian, muc tiéu ciia xtc tién ban hang 1a thuyét phuc
ho chip nhan phan phéi san pham cua HTX, giam hang ton kho ctua HTX, khuyén khich
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ho danh cho trung bay cho san phdm & nhirng vi tri thuén loi hon, thudng cho nhitng
nd lyc ban hang cua ho.

Xc tién ban hang con c6 tac dong tot téi luc lwong ban hang. Muc tiéu cia xuc
tién ban hang d6i véi nhan vién ban hang 1a nham thac diy luc luong ban hang ban
nhiéu hon

Quyét dinh chon cong cu khuyén mai

Déi véi ngueoi tiéu ding:Nhém cong cu tao nén loi ich kinh té tric tiép thuc day
ngudi tieu ding: hang miu, qua ting kém san pham, phiéu mua hang (thuc chat 1 giam
gid), tién thudong, quay sb trung thudng, ...

- Hang miu: Khuyén khich dung thu.

- Phiéu thudng: 1 gidy ching nhan cho ngudi khach duoc giam mot khoan tién
nhat dinh hodc qua ting khi tring thudng

- Qua tang: 12 hang cho khong hodc dugc tinh véi gia thip. Qua ting thuong
duoc phan phdi cing v6i viéc mua hang, c6 thé goi cing voi hang

- Tang dich vy kém theo: mang hang dén tan nha, stra chita mién phi trong mot
thoi gian ndo d6 sau khi ban, huéng dan sir dung tai nha mién phi..

Déi véi cdc trung gian: Cac hinh thirc thuong st dung 13 trung bay tai diém mua
hang, t6 chirc cac cudc thi, trién 13m thuong mai, hoi nghi ban hang, chiét khau, tro cap
quang co (bién hiéu), ting hoa hong.

- Tai tro tai chinh khi mua hang 1a khoan tién hoic ty 1& chiét khau dugc giam
khi mua hang ctiia HTX, ting thoi gian tra cham trong mot khoang thdi gian cu thé nao
do

- Tai tro quang cdo: hd tro mot phan chi phi quang céo cho cac nha trung gian
phan phdi 16n

- Hang mién phi: la nhitng 16 hang ting thém cho céac nha buén khi ho mua hang
t&i mot khoi lugng nao do.

- Hoinghi khach hang, hi tro va trién 1dm thuong mai: gitip HTX tiép can khéch
hang va cong chiing, dy 1a co hoi dé giéi thiéu vé HTX

- HO tro trung bay hang hoa tai noi bén, str dung céc cira hang, quay hang gidi
thiéu san pham: trung bay cho dep, thuan tién cho ngudi mua nhin thay va lya chon.

Déi véi lire heong ban hang: Céc hinh thirc 4p dung nhu thuéng theo doanh sb,
td chire cudc thi tim hiéu vé san phém, dao tao.

Quyét dinh trién Khai chwong trinh khuyén mai.

Nha marketing can phai dua ra nhitng quyét dinh sau day dé trién khai chuong
trinh khuyén mai.

- Cwong dé khich I¢. Can c6 mot kich thich téi thiéu nao d6 néu mudn cho chuong
trinh thanh cdng. Cuong do khich 1€ nay ty 1€ nghich véi nhip d6 tiéu dung, vi vay, nhu
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cau giam cang nhiéu cang can kich thich manh.

- Déi twong tham gia. Can c6 nhitng qui dinh cu thé nhimmg dbi trong tham gia
chuong trinh xtc tién ban hang cua HTX.

- Thoi gian kéo dai ciia chwong trinh. Néu thdi han qué ngin, nhidu khach hang
s& khong kip tham gia. Néu thoi han qua dai thi tac dung théi thiic mua hang ciing bi
suy giam di nhiéu.

- Phuong tién phé bién tai lidu: can phai cong bd chwong trinh xtc tién ban cia
HTX va tuyén truyén cho no.

Pdnh gid hiéu qud ciia chwong trinh XUc tién ban hang

Hiéu qua cua chuong trinh xtc tién ban hang thuong duoc danh gia dua trén két
qua lam ting doanh s6. Cac HTX san xuat thuong sir dung phuong phap so sanh céc
chi tiéu doanh sb trudc, trong khi va sau khi thuc hién chuong trinh khuyén mai.

54.4 Quan ly quan hé cbng ching

Quan hé cong chung 1a phuong thirc truyén thong hai chidu vé mot to chuc, san
pham, hodc ¥ twong ma chu thé khong phai tra tién mot cach truc tiép. Muyc tiéu cia
quan hé cong chung 1a thiét 1ap va duy tri hinh anh tich cuc cia HTX. Quan hé cong
ching con gitip HTX xay dung mbi quan hé tét dep giita HTX voi cong dong va cac
nhom khac thong qua viéc truyén dat thong tin. Cac hoat dong cong dong ciia HTX
chinh 13 mot cach dé xay dung hinh anh, thuong thiéu cia HTX hay anh hudng t6i su
nhan thirc cua khach hang.

Khi xay dung ké hoach va thyuc hién hoat dong quan hé cong chung, HTX can
phai xac dinh duoc (1) muc tiéu ctia quan hé céng ching dé tir d6 cd thé lwa chon thdng
diép; (2) ngan sach; (3) d6i tuong ciia quan hé cong chung; (4) cac cong cu ciia quan
hé cong chiing; (5) do luong/danh gia két qua hoat dong ciia quan hé cong chung.

CA4c quyét dinh lién quan dén hoat dong quan hé cong chiing

Xac dinh muc tiéu ciia quan hé cong ching: nhirmg muc tiéu c6 thé co

- (1) hd tro trién khai san phadm méi

- (2) hd tro tai dinh vi san pham da b&o hoa

- (3) tao dung su quan tdm dén san phdm

- (4) bao vé san pham, xay dung lai hinh anh cta thuong hiéu, HTX khi gip van
dé (16i don, su cd, dang gip van dé mang tinh cong dong),

- (5) khic phuyc tré ngai ctia quang cdo do han ché vé viing phu séng

- (6) truyén thdng nhitng ndi dung khéng duoc quang cao.

Poi twong ciia quan hé cong ching la khach hang, nguoi trung gian, nha cung
cap, nhan vién, chinh quyén.

C4c cong cu chii yéu ciia quan hé cong ching 13 ban tin, bai néi chuyén, théng
c&o bao chi; to chire su kién; tai lidu in an, nghe, nhin; hoat dong tai tro cho cac hoat
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dong x4 hoi, vian hoa, thé thao; cac hoat dong phi thuong mai truc tiép véi khach hang;
website; quan hé cdng ching déi ndi. Cac hinh thirc cua quan hé cdng ching déi noi la
hoi nghi can bo, ky niém ngay truyén théng, td chue da ngoai, du lich, ban tin ndi bg,
binh chon nhan vién xuét séc.

Panh gia hoat dong quan hé cong ching, HTX s€ phai xem xét viéc cd dat muc
tiéu dua ra hay khong? C6 trong gidi han ngan sach di dinh khong? Nhan té nao anh
hudng t6i thanh cong va 1am thé nao dé dam bao thanh cong cho nhitng hoat dong tiép
theo? Phuong thirc danh gi4 hiéu qua cua hoat dong quan hé cong ching c6 thé 1a luvong
hoa khbi luong cong viéc thuc hién dugc (luong hoa sy nhan thuc, thai d§, hanh dong
ctia khéch hang), do luong su thay d6i vé mirc d nhan biét/hiéu biét va thai do ddi véi
san pham, hodc do ludng su anh huong téi doanh sb va loi nhuan. Vi du: khi luong hda
viéc thuc hién, HTX c6 thé tinh s6 luong thong di¢p, tranh anh, thu da gui; s6 lan dé
cap trong ban tin.

54.5 Quan ly hoat dong ban hang ca nhan

Bén hang cé nhan la phuong thire giao tiép truc tiép gitra nguoi ban hang va khéch
hang, ngudi ban hang cb giang tro giup hodc thuyét phuc khach hang mua san phim
hodc tao ra thi¢n cam cua khach hang ddi voi HTX, tir d6 tac dong td1 hanh dong mua
hang trong tuong lai.

Su tiép xuc truc tiép nay s€ tao nén sy linh hoat trong truyén thong. Nguoi ban
hang c6 thé nhin hoic nghe phan hdi cta khach hang va diéu chinh thong diép phl hop
v6i nhu cau va hoan canh cu thé ctua khach hang. Ngudi ban hang chinh 1a dai dién cua
HTX. Hon nira, ngudi ban hang 13 ngudi giai quyét van dé cho HTX, nhung ciing 1a
ngudi co thé tao ric réi cho HTX néu khong tmg xir khéo 1éo véi nhitng phan dbi cua
khach hang. Ngoai ra, ngudi ban hang ciing can phai biét rang ho con 1a ngudi dai dién
cho loi ich cua khach hang.

Y&u cdu déi véi ngwoi ban hang

Dé ban hang hiéu qua, ngudi ban hang can phai c6 kién thirc vé san pham, hiéu
biét vé HTX, x4 hoi, thi trudng, khach hang muc tiéu. Kién thirc t6t vé khach hang muc
tiéu s& gitp ngudi ban hang ¢ thé thuyét phuc khach hang. Bén canh nhiing kién thirc
can c6, ngudi ban hang can phai c6 mot sé k¥ ning nhu k§ ning ban hang, k¥ ning
giao tiép, k¥ ning dam phan, biét cach ling nghe (nghe chu dong/tich cuc),... Nhitng t6
chat, thai dg, hanh vi can ¢ clia nguoi ban hang dong vai trd quan trong, giup ngudi
ban hang thanh cong, do 1a suc khoe, su khéo 1€o, trung thuc, sy hoa déng.

Qui trinh ban hang

Qui trinh ban hang bao gém 7 budc: (1) tim kiém khach hang tiém nang; (2) tién
tiép can; (3) tiép can khach hang; (4) trinh bay cac dé xuat ban hang; (5) xt ly/vuot qua
cac tir chdi ctia khach hang; (6) két thiic ban hang; (7) theo ddi sau ban hang. Dé lam
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tt qui trinh ndy nguoi ban hang cin phai van dung mot cach linh hoat céc kién thirc va
k¥ ning can c6 ciia ngudi ban hang.

Quan tri ban hang

Cong viéc ctia Nha quan tri ban hang bao gom (1) t6 chirc luc lugng ban hang, (2)
tuyén dung va lya chon nguoi ban hang tdt, (3) dao tao cho ngudi ban hang, (4) cac
chinh sach lién quan téi khuyén khich, dong vién, danh gia ngudi ban hang. Viée to
chtre Iuc lugng ban hang can phai gan két véi sy thay doi cia thi trudng. Dé cong viée
t6 chire luc lugng ban hang hiéu qua, HTX can phai x4c dinh rd rang muc tiéu va nhiém
vu cia lyc lugng ban hang. HTX can phai than trong trong viéc sir dung cac phuong
phap tinh todn s6 lugng nhan vién ban hang.

Lua chon va tuyén dung 1 cong viéc phirc tap. Dé cong viéc nay hiéu qua, nha
quan tri phai thuc hién t6t viéc mo ta cong viéc, cu thé hoa cong viéc, xay dung qui
trinh tuyén dung rd rang.

Pao tao luc luong ban hang cé vai trd quan trong trong nang cao hiéu suét cua luc
lugng ban hang. Pé cac chuong trinh dao tao ¢ hidu qua, nha quan tri phai danh gia
duoc nhu cau dao tao, nhitng kién thirc, k¥ nang can dugc dao tao, phai c6 phuong phap
danh gi4 hi€u qua cua dao tao.

Céc chinh sach dong vién, khuyén khich ciing dong vai tro vo cing quan trong
trong ndng cao hi¢u qua cua lyc lugng ban hang. Cac nha quan tri phai can cir vao muc
tiéu cia HTX,dic diém cua HTX, thi truong va cua luc luong ban hang dé c6 chinh
sach dong vién, khuyén khich pht hop. Bén canh dé, nha quén tri ciing phai c6 phuong
phap thich hop dé danh gia viéc thuc hién cia nguoi ban hang. Sy khac biét giira cac
thi trudng co thé sé tao ra kho khin cho HTX trong danh gia.

546  Marketing truc tiép

Hiép hoi marketing tryc tiép (DMA) dinh nghia marketing truc tiép 1a hé thong
marketing tuong tac str dung mét hodc nhiéu phuong tién truyén théng quang c40 nham
tao ra cac phan ng va giao dich mua ban c6 thé cta khach hang & moi khu vuc thi
truong (tim hiéu thong tin, dén tham ctra hang, hodc dat hang truc tiép).

Muc tiéu ciia marketing triee tiép 12 hudng téi sy huong tng tich cuc tir phia
khach hang: dit mua san phdm qua dién thoai, qua thu, qua website. Marketing truc
tiép kho c6 thé duoc sir dung don 1¢, nd can c6 su két hop véi cac cong cu truyén thdng
khéc dé bén truc tiép san pham cho khach hang ma khdng théng qua nhitng ngudi trung
gian. Nho c6 marketing truc tiép, HTX c6 thé thuong xuyén cap nhat nhing thong tin,
co s6 dit liéu vé khach hang va thiét 1ap dugc mdi quan hé vu tién voi khach hang.

Pic diém ciia marketing trwe tiép bao gom

- (1) hé thong hoat dong thuong xuyén, ngudi lam marketing va khach hang luén
c6 su twong tac, théng tin hai chiéu. HTX cung cap théng tin va khach hang c6 thé phan
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héi ngay 1ap tic;

- (2) viéc danh gia hiéu qua ctiia marketing truc tiép twong ddi d& dang néu so
sanh v6i viée danh gia hiéu qua cta cic cong cu truyén thong truyén thong khac. Sy
danh gid nay dua trén phan ing cua khach hang: thu, don dat hang.;

- (3) tao diéu kién cho khéach hang c6 thé mua san pham & bat ky noi nao. Khach
hang c6 thé lién hé thong qua dién thoai, fax, internet. Marketing tryc tiép két hop ba
yéu t6 12 quang cdo, xtc tién ban hang va ban hang c4 nhan.

Phwong ti¢n ciia marketing truc tiép

Céc phuong tién truyén thong cua marketing truc tiép 1a thu, catalog, dién thoai,
bao, tap chi, truyén hinh, truyén thanh, internet, mobile.

Marketing truc tiép c6 thé 4p dung cho tat ca HTX dd HTX d6 ¢6 qui md nhu thé
nao. Marketing truc tiép dang ngay cang duoc nhiéu cac HTX sir dung va vai trd cia
nd ngay cang trd nén quan trong.

CAac quyét dinh khi xay dung ké hoach marketing truc tiép

Cac budc xay dung ké hoach marketing truc tiép la

(1) x&c dinh muc tiéu;

(2) x&c dinh khach hang muc tiéu;

(3) thiét ké thong diép va lya chon phuong tién truyén théng;

(4) x&c dinh va phéan tich danh sach khach hang muc tiéu;

(5) xac dinh chién lugc chao hang. Chién lugc chao hang trong marketing truc
tiép 1a su két hop ciia san pham, phuong thirc chao hang, phuong tién truyén thong,
phuong phap phan phdi va kha ning linh hoat, sang tao.

(6) thir nghiém chién lugc chao hang;

(7) danh gia két qua ctia chuong trinh marketing truc tiép.

Viéc sir dung marketing truc tiép doi hoi phai c6 mot sé diéu kién nhat dinh. Do
|a phai xay dung va phat trién hé thong co sé dit lidu vé khach hang (nguon dit liéu, cin
ctr xay dung dir li¢u, nhiing thong tin cua khach hang, phuong phép xu ly dir li€u),
thong tin dén khach hang qua phuong tién truyén thdng ndo, ngudi nhan théng tin phan
héi tir khach hang, t6 chirc thuc hién tét, chu déo, dung gio.

54.7 Marketing twong tac (marketing trén mang internet)

Marketing twong tac 1a phuong thirc truyén thong dé thong tin dugc truyén qua
lai mot cach dé& dang. Khach hang c6 thé tham gia va nhan thong tin kip thoi hon.
Marketing twong tac cho phép khach hang nhan, bién dbi thdng tin, dua ra cac cau hoi,
phan hdi cho ciu hoi va thyc hién giao dich mua ban. Cac phuong tién truyén thong
mang tinh twong tic 12 CD-ROMs, chuong trinh truyén hinh twong tac, dién thoai di
dong.

Sy bing nd cua cdng nghé thdng tin va internet da tac dong 16n dén cac HTX
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trong truyén théng marketing. Ngay nay moi ngudi ngdy cang yéu thich viée lién lac
v6i nhau qua internet.

C6 nhiéu khéi niém khac nhau vé internet marketing. C6 nha nghién ctru cho rang
internet marketing 13 qua trinh chién luoc, tao dung, phan phdi, quang cao va dinh gia
san pham cho khach hang muc tiéu trén mang internet. Tuy nhién lai c6 mot khai niém
khac, internet marketing 1a nd lyc cia HTX dé gi6i thidu san pham va xay dung mbi
quan hé v&i khach hang thong qua internet, hodc internet marketing la cach thuc
marketing vin dung cac tinh ning cua internet nham muc dich cudi clng la phan phdi
duoc san phém hang hoa hay dich vu dén thi truong ti€u thu.

Nhitng dic diém co ban cia internet marketing 13 (1) sd hoa: internet
marketing hoat dong trén nén céng nghé sb; (2) su twong tac, cho phép khach hang truc
tiép thé hién nhu cau, mong mudn cta ban than va dap lai hoat dong marketing cta
HTX; (3) c6 tinh cong dong; (4) dung luong thong tin 16n, khach hang c6 thé truy cip
thong tin moi lic, moi noi, trong khi do HTX co thé giam dugc chi phi nho gidm chi
phi thué mat bang, giam lugng nhan vién ban hang; (5) tinh lién két tao “siéu van ban”,
tire 12 khach hang truy cap ¢ thé nay tir mot diém ciia website nay sang diém khéc hoic
website khac.

Nhirng hinh thirc ciia internet marketing bao gom website marketing, email,
quang cdo va khuyén mai trén internet. Khi sir dung internet marketing, ngudi lam
marketing phai (1) xac dinh thi truong muc tiéu; (2) phan tich canh tranh; (3) theo doi
khach hang truy cép.

Bén canh marketing tuong tac trén internet, nguoi lam marketing cling phai chi
trong t61 marketing di dong. Marketing di dong ngay cang tréd nén quan trong va la xu
huéng hién nay boi vi khach hang c6 xu huéng truy cap internet bang dién thoai di
dong/thiét bi di dong nhiéu hon 1a bang may tinh.

Mang truyén thong xa hoi ciing dang ngay cang pho bién va mang lai hiéu qua
cho HTX trong qua trinh truyén théng. Di véi truyén thdng xa hoi, moi ngudi st dung
cong nghé tryc tuyén dé chia sé ndi dung, ¥ kién, kinh nghiép, quan diém.

Loi ich ctia mang truyén thong x4 hoi:

e Cho phép cac HTX giao tiép vai khach hang theo cach khach hang ctia HTX
ua thich

e Gin két véi khach hang bang cach sir dung mét s phuong phap nhu: to chirc
cac cuoc thi, binh chon truc myén, game tryuc tuyén, dé xuét y tuong...

e Cho phép nguoi tidu ding biét dwgc nguoi khac str dung mot san pham hoic
dich vu nhu thé nao

e Cho phép khéch hang tuong tac véi nhirng khach hang khac ciing nhu vai HTX

e Duaranhiing ly do c6 vai trd quan trong ddi voi khach hang dé khach hang cé
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thé dua ra quyét dinh
o Mot phuong thirc tuyét voi dé tiép can v6i nhém khach hang muc tiéu cy thé
Céac dang truyén thong x& hoi bao gom: Cac website mang x& hoi (Facebook,
Twitter); Cac website chia sé tic pham sang tao; Video (Youtube), Website cong
tac (Wikipedia); Cong dong thuong mai dién tir (ebay, Amazon)...
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CHUONG 6. QUAN LY DICH VU KHACH HANG

6.1. DICH VU VA CHAT LUQNG DICH VUKhai niém dich vu

Theo Philip Kotler thi dich vu dugc dinh nghia nhu sau:

“Dich vy 1& mét giai phap hay lgi ich ma mgt bén cé thé cung ing cho bén kia va
chii yéu 1a vo hinh va khong dan dén viéc chuyén quyén sé hitu. Viéc thiee hién dich vu
c6 thé gan lién hodc khéng gdn lién véi san pham vt chat”

Mot dinh nghia khac “Dich vu la mét qua trinh hoat dong bao gém cdc nhan t6
khong hién hitu, gidi quyét cac moi quan hé giita nguoi cung cdp véi khach hang hodc
tai san ciia khdach hang ma khéng c6 sw thay doi quyén sé hitu. San pham ciia dich vu
c6 thé trong pham vi hodc vuwot qud pham vi ciia san pham vit chat”

Dich vu 1a mgt hang héa dac bi¢t, nd c6 nhitng nét dic trung riéng ma hang hoa
hién hitu khéng c6. Trong quéan ly dich vu khach hang can chil y dén 4 dic diém noi bat
ctia dich vu: tinh vé hinh hay phi vat chat, tinh khéng thé tach roi khoi nguén gde, tinh
khong 6n dinh va tinh khéng luu giit dugc. T nhitng dic diém nay c6 nhitng nhan dinh
sau vé chat luong dich vu:

- Khéch hang kho danh gia va nhan biét chat lugng dich vu

- Chit lugng 1a mot su so sanh gifta sy mong doi vé gia tri mot dich vu trong
khach hang véi gia tri dich vu thuc té nhan dugc (su thoa man) do HTX cung cép

“Chdt lwong dich vu & mike 6 hai 10ng ciia khach hang trong qua trinh cam nhdn
tiéu ding dich vu, 1a dich vu téng thé ciia HTX mang lai chudi loi cih va théa man day
dir nhdt gid tri mong doi ciia khdch hang trong hoat dong san xudt cung iing va trong
phadn phéi dich vu & dau ra”

Nim khoang céach chit lwong dich vu:

- Khoang cach thu nhat: su khac biét gitta dich vy khach hang mong do¢i va
nhitng hiéu biét ctia nha quan 1y vé nhitng su mong doi d6

- Khoang céch thir hai: sy khac biét gitta sy hiéu biét cua nha quan ly vé suw mong
doi cua khach hang véi céc dac tinh chi tiét vé chat lugng dich vu cua HTX. Nhiing
nguyén nhan co ban chi phbi khoang cach nay gom nhém nguyén nhan vé ngudn luc,
nhém nguyén nhan vé thi truong, va nhém nguyén nhan thudc nha quan ly

- Khoang céach thtr ba: su khac biét gitta cac dac tinh chi tiét chat lugng dich vy
dugc nhan biét véi qua trinh thuc té phan phdi t6i khach hang

- Khoang cach thir tu: Sy khac biét gitta dich vu thuc té phan phdi va cung cip
v6i nhirg thong tin ma khach hang nhan dwoc va qua hoat dong truyén thong vé dich
vu do.

- Khoang cach thtr nam: Sy khéc biét gitra dich vu mong doi va dich vu thuc té

nhan duoc.
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CA4c yéu t6 co ban quyét dinh chat lwong dich vu:

- Tinh tiép cén: kha ning tiép cén rd rang

- Tinhtin cay duoc: bao gdm sy thuc hién thich hop va co d6 tin cdy. Thyc hién
dich vu ding ngay lan dau

- Tinh sin sang: bao dam dich vu khi nao ciing c6 dé thoa man nhu cau cia
khéch hang
Ning luc: ¢6 nghia 12 k¥ nang va kién thirc can thiét dé thuc hién dich vu

Cu xtr lich sy: tinh lich sy, ton trong, quan tdm, than thién cta nhan vién
Giao tiép: giao tiép rd rang, dé hiéu phu hop véi timg ddi twong khach hang
- Uy tin: sy tin tudng vao chat luong dich vu: su ndi tiéng ctia HTX, tinh cach

ctia nhan vién, chat luong 6n dinh cta dich vu

- Swan toan: khdng bi nguy hiém, khong mao hiém, khong nghi ngo

- Tinh hiru hinh héa: nhitng d4u hiéu vét chat cua dich vu (phuong tién vat chat,
guong mat, trang phuc cua nhan vién.)

- Su hiéu biét cua khach hang

6.2. QUAN LY CHAT LUQNG DICH VU

6.2.1  Tim hiéu nhu cau khéch hang.

Hiéu rd nhu cau cta khach hang dé dua ra mirc 6 mong doi dting caa khach hang
vé dich vu cua HTX

Nhitng diéu khach hang mong doi tir dich vu khéch hang:

- Do tin cay: Kha nang thyc hién céc 101 htra vé dich vu mét cach chinh xac va
dang tin cay

- Tinh chic chin: khach hang tin twong vao kha nang cua HTX trong viéc cung
ung dich vu cho ho.

- M0i trudng: co sé vat chat, trang thiét bi va moi trudng dich vu phi hop véi
chat lugng dich vu

- Do thdng hiéu: Tim hiéu c4c y&u cau cu thé ciia khach hag,thé hién su quan tam
mang tinh c4 nhan, thé hién su nhan biét ti nhitng khach hang thuong xuyén

- Su tiép can dé dang

- Su phuc vu nhiét tinh

Tai sao HTX méat khéach hang ?

- Coi trong van dé tién va loi nhuén hon dich vu

- Bang 10ng véi thanh cdng hién tai

- Khéng c6 tinh than hop tac trong HTX

- Nhan vién khong duoc dao tao & khuyén khich dong vién day du

- Khéng ling nghe khach hang

- C0 lap: khdng chia y dén khach hang va déi thu canh tranh

- N6i doi
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Nghién ctru vé khach hang d chi ra rang:

- 36% sy hai l1ong hay khong hai 16ng cua khach hang: lién quan dén viéc ho
duge ddi xir nhu thé nao

- Su hai long cta khach hang tang 1én 30% khi nguoi ban hang chi dong lién lac
v6i khach hang dé giai quyét mdi lo ngai cta khach hang

-1 trong sé 27 khach hang khong hai long sé& khiéu nai. 26 khach hang con lai
s€ im lang va bo di.

HTX can phai thudng xuyén kiém tra mac d6 thoéa man cua khach hang vi khéng
c6 mot van dé nao c6 thé mai mai giir duge muc do hoan hao khong thay doi.

Po luong muc d6 théa man cua khach hang chinh x4c gitip HTX dé dang xur 1y
cac van dé can thiét dé bao dam chét luong cham soc khach hang.

Vén dé khong phai ¢ chd 14 HTX c6 sai sét hay khong ma van dé 1a & chd HTX
can biét minh sai s6t chd nio va dua ra cach xu Iy phu hop. Pé tim hiéu mirc do thoa
man cua khach hang HTX c¢6 thé dung nhiing cong cu sau:

1. Phiéu tham do y kién khéach hang
Hoéi nghi khach hang
S6 gop y cua khach hang
Dbong vai khach hang bi mat
Phong vén, diéu tra khach hang
Phong van nhan vién
7. Thao luan vé phan img ciia khach hang trong céc cudc hop dinh ky cia HTX
6.2.2. Pho bién chit lwgng dich vu mdt cach cu thé va chinh xac

o gk wP

Can ddo tao va phat trién nhan vién dé ho ludn c6 thai d6 hudng t6i khach hang
va c6 nhirng kién thirc, k§ ning phu hop trong cung cip dich vu cia HTX. Nguoi lam
cong tac dich vu can tao ra 4n tugng tot trong giao tiép voi khach hang, thAm nhuin
tiéu chuan 4 S trong giao tiép, biét cach ung xir voi khach hang dang nong gian

An twong trong khodnh khic

Bit ky su tiép xuc ndo giita nhan vién cua HTX véi khach hang déu tao co hoi
cho ho tao ldp hinh anh vé HTX.

(Theo Jan Carlzon - Scandinavian Airline System)

Tiéu chudn 4S trong giao tiép:

- Smile: tuoi cuoi

- Smart: lich su

- Speed: mau l¢

- Sincerty: chan thanh

Xir sw véi khach hang dang nong gidn NEN:

- Gitr théi d6 tich cuc; khéng thanh kién ca nhan
- LANG NGHE!!! Hay dé cho khach hang néi
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(@)
(@)
(@)

Thé hién sy cam thdng

NOi chuyén véi khach hang mot cach diém tinh, chuy@n nghiép

Khuyén khich khach hang ndi ra su néng gian cta ho:

Gat dau dong )'{hoéc noi: “Téi c6 thé ndi rang anh / chi rit buc ..”

“Anh chi c6 thé r:léi r§ I}O’n LD o 7

“Ro r{ang la c6 van dé roi. TOi Cé’thé hiéu tai sao anh/chi lai ndi néng”

Hoi dé tim ra nguyén nhén cua van dé

Giai quyét van dé cuia khach hang va coi viéc 1am khach hang hai 1ong 1a muc tiéu

KHONG NEN: Bao chita, Tranh ci
Can gidi quyét nhitng ché HTX chua 1am diing dé bao dam khach hang durge hai

long.

Sau budc co ban nham 1am thod man khach hang va hon thé niva

I o

Cung cap dich vu t6t hon murc do da hira

Téng gid tri cho dich vu/SP

Cho khach hang nhiing ly do dé quay lai véi ban

Lang nghe khéach hang mét cach chi dong & chia sé tinh cam

Tu thach thirc ban than trong viéc cung cap dich vu tot hon cho khach hang
Lién tuc cai tién nang cao chét luong dich vu

Thyee sw quan tam & dieng vé phia khach hang!
Bi quyét vé cung cap dich vu khach hang

Biét tén khach hang
Lap co s& dit liéu co ban vé khach hang gdm nhirng théng tin sau: tén, ngay

sinh, nhirng y8u cau dic biét, mua hang thuong xuyén

Giao hang tan nha mién phi, hodic vé&i gia ré
Tao ra chuong trinh “khach hang than thién” dé thuong cho khach hang mua

thuong xuyén

riéng

Gui thu cung cap thong tin cho khach hang ngan gon, in mau
Giri kém phiéu doi tién kém nhiing 101 khuy@n phi hop, thong diép khuéch truong

C0 gio lam viéc thuan tién, linh hoat phu hop véi thoi gian ctia khach hang
Cung cap dich vu trong xe thuén tién, mién phi.

Tang san pham mau

Gui thiép chic mimng sinh nhat kém phiéu giam gia nhan ngay sinh nhat
Lap dat, thuyét minh mién phi vé san pham

6.2.3.  Swcam két ciia |anh dao HTX

Viéc cham s6c khach hang toan dién phai di tir cap cao nhat trong HTX Nha quan
ly cAp cao nhat 1a ngudi thiét 1ap cac hé théng van hoa, cac chuan muc va hé théng co
s& vat chat dé HTX hoat dong t6t. Ho c6 toan quyén quyét dinh cac chinh sach.

Néu céc chinh sach, hé théng nay 1y khach hang lam trong thi céng tac dich vu
va cham séc khach hang cia HTX s€ gdp thuan loi.
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Khi néi dén dich vu va cham séc khach hang nguoi ta ludn ludn lién tudng dén
nhitng ngudi ¢4 nhiém vu tiép xdc va giai quyét nhimg vu viée ¢6 lién quan dén khach
hang - Yéu t6 con ngudi ludn 1a yéu t tién quyét. Thai dd cta nhan vién tai noi lam
viéc chiu anh hudng cua van hda HTX, dan dén cac hanh vi dbi xir véi khach hang. Vi
vay tat ca nhan vién caa HTX can duoc ddo tao, dao tao lai, duoc khuyén khich tot dé
ho lu6én hop tac véi nhau trong cong vig¢e va tao ra mot uy tin tdt cho HTX.

Xay dung quan diém dich vu khach hang trong HTX, nhan vién can luén hanh
dong tra 161 nhitng cau hoi sau

- Toi mudn khach hang nghi vé t6i nhu thé nao?

- Bing cach nao t6i co thé biét duoc khach hang cua téi mudn gi?

- T6i c6 thé 1am diéu gi bay gio dé tang 10ng trung thanh cua khach hang?

- Biang cach nao tdi co thé khuyén khich khach hang cua toi gi6i thiéu thém
nhirng khiach hang m1?.
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