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LOI NOI PAU

Toan cau ho4, hoi nhép kinh té khu vuc va quéc té 1a xu thé khong tranh khoi ddi voi cac
qudc gia, trong d6 c6 Viét Nam. Pang va Nha nudc ta chi trrong chi dong hoi nhap dé phat trién
va yéu cau cac nganh phai xdy dung 16 trinh hoi nhap.

Trong diéu kién do6, canh tranh ngay cang trd nén gay git voi quy mé, cudng do va pham
vi ngay cang rong. Didu nay budc cac doanh nghiép phai thay doi tur duy kinh doanh, huéng toi
khach hang. Do vdy, Marketing trd' thanh mon hoc khong thé thiéu duge dbi véi cac sinh vién
nganh quan tri kinh doanh cua cac trudng néi chung va ciia Hoc vién cong nghé Buu chinh Vién
thong noi riéng.

Cubn tai liéu “Marketing cin ban” dugc tic gia bién soan nham muc dich cung cap nhiing
kién thirc Marketing cin ban cho céac sinh vién hé dao tao tir xa nganh quan tri kinh doanh, Hoc
vién cong nghé buu chinh vién thong. Ngoai ra, cac nha quan tri kinh doanh trén mang luéi cling
c6 thé tham khao dé trang bi cho minh mot cong cu ho trg déc luc cho cac quyét dinh kinh doanh
trong mét moi truong canh tranh manh me.

Tai li¢u dugc bién soan dua trén gido trinh “Marketing can ban” cua tac gia, dugc ciu tao
thanh 11 chuong theo thir ty 16 gic cia mon hoc. Ngoai nhitng nguyén ly Marketing can ban, tai
lidu con phan tich cac dic diém thuc tién moi trudng kinh doanh cua Viét Nam dé giup cho nguoi
doc dé& ap dung cac kién thirc co ban cia Marketing trong thyc tién. Tac gia con lya chon nhiéu vi
du, tinh hudng kinh doanh trén thi truong Viét Nam néi chung, va thi truong buu chinh vién théng
n6i riéng dé minh hoa cho céac luan diém 1y thuyét duoc trinh bay. Cudi mdi chuwong, tic gia cung
cép nhing cau hoi dé on tap va thao luan, gitp cho sinh vién ndm chic bai hon.

Tac gia da gianh nhiéu cong strc cho viéc bién soan gido trinh nay. Tuy nhién, vi day la lan
dau tién tai liéu duoc bién soan cho hé dao tao dai hoc tir xa, nén chéc réng tai liéu khong tranh
khoi nhitng han ché nhat dinh. R4t mong nhan dwoc cac ¥ kién dong gdp chan thanh cua doc gia
gan xa.

Tac gia

TS. Nguyén Thugng Thai
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CHUONG |

BAN CHAT CUA MARKETING
MUC TIEU

Sau khi hoc xong chwong nay, sinh vién can nim duoc cac van dé sau:

e Ban chét ciia Marketing

e Vai tro, chltc nang cia Marketing

e MGdi quan hé cua chirc ning Marketing véi cac chirc nang khac trong doanh nghiép.
e Con dudng phat trién ctia tw duy kinh doanh

e Nhiing van d& co ban trong “Quan tri Marketing”

NOI DUNG

1.1. VAI TRO CUA MARKETING
1.1.1. Su ra doi ciia Marketing

Marketing ra doi trong nén sdn xudt hang hod tu ban chii nghia nham giai quyét mau thuan
giita cung va cau. Xuit phat tir nudc MY, sau d6 dugc truyén ba dan dan sang cac nude khac. Viét
Nam d3 tiép nhan va dua vao giang day mon hoc Marketing tai cac truong hoc vao cudi nhiing
nam 80 du 90 khi nén kinh té dang chuyén sang co ché thi truong. Hién nay, Marketing 1a mot
mdn hoc bét budc trong cac chuong trinh nganh Quan tri kinh doanh.

Marketing 1 qué trinh tong két thuc tién san xuat kinh doanh trong méi truong canh tranh
va dan dan duoc khai quat hoa va nang 1én thanh 1y luan khoa hoc. Do qua trinh san xuét hang
hoa phat trién, tir chd lao dong thu cong dén lao dong co gidi hoa, san xuit hang loat 16n, luong
hang hoa cung cip ngay cang nhiéu dan ti vuot nhu ciu cua thi truong. Mit khac, mbi quan hé
gilta nguoi san xuat va nguoi tiéu ding ngdy cang xa do xuat hién cac trung gian phan phdi khi
quy mb san xuit ngay cang 16n. Do vy, nguoi san xudt ngdy cang it co co hdi hiéu rd duge mong
mudn cta khach hang. Pay 1a nhitng nguyén nhan cin ban dan téi hang hoa san xuit ra khong ban
duogc vi khong dap tmg nhu cau clia khach hang. Hoan canh nay budc cac nha san xuat phai tim
toi cac phuong phap khac nhau dé tiéu thu hang hoa. Mdi khi phwong phap cii khong giai quyét
duogc van dé dat ra thi lai xuat hién phuong phép mai thay thé. Do vay, ndi dung, phuong phép va
tu duy kinh doanh ciing bién ddi dé thich nghi voi méi truong kinh doanh moi.

Tt tu duy kinh doanh “Bdn nhitng cdi minh ¢é san” trong diéu kién cung nho hon cau, cac
doanh nghiép phai chuyén dan sang tu duy “Bdn cdi ma khach hang can” khi cung vuot ciu va
canh tranh gia tdng. D6 chinh 1a tu duy kinh doanh Marketing.

Pé thuc hién duoc tu duy “Bdn cdi ma khdch hang can” thi nha san xuat phai hiéu rat rd
khach hang ctia minh qua cong tac nghién ciru thi trudng. Do vay, doanh nghiép phai tién hanh
hoat d6ng Marketing & tit ca cac giai doan ctia qué trinh san xuét, tir khi nghién ctru thi trudong dé
nim bit nhu cau cho dén ca sau khi ban hang.

|:> San xuét ra san phém |:> Ban j Dich vu hau mai

Phat hién nhu cau
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Marketing ddu tién dugc ap dung trong cac doanh nghiép san xuat hang hoa tiéu ding, roi
sau d6 chuyén sang cac doanh nghiép san xuat hang cong nghiép. Va trong thap ky gan day,
Marketing da xam nhap vao cac nganh dich vu va phi thwong mai. Tir chd chi b hep trong linh
vuc kinh doanh trong giai doan déu, sau do Marketing con xam nhap vao hau hét cac linh vuc
khac nhu chinh tri, dao tao, vin hoa-xi hoi, thé thao... Ngay nay, chung ta c6 thé thiy nhiéu
truong dai hoc quéc té thuc hién hang loat cac chwong trinh truyén thong tai Viét Nam dé thu hat
sinh vién Viét Nam theo hoc. Tham chi, cac chwong trinh “Sinh dé c6 ké hoach” ciing can dén su
hd tro cia Marketing néu mudn thuyét phuc dugc cong ching thuc hién. Nguoi ta phai tim hiéu rd
cac nhom cong chung khac nhau dé nim dwoc nhu cau mong mudn cia ho. Trén co so do, cac
chuyén gia vach ra noi dung ctia chuong trinh truyén thong sao cho thuyét phuc dugc céng ching
tin theo.

1.1.2. Cac khai niém co ban cia Marketing

1) Marketing l1a gi?

a) Marketing theo nghia rong

Marketing 1a hoat dong c6 pham vi rat rong, do vay can mot dinh nghia rong. Ban chét cua
Marketing 1a giao dich, trao déi nham muc dich thoa min nhu cau va mong muén ciia con ngudi.
Do do, hoat dong Marketing xuét hién bat ky noi nao khi mot don vi xa hoi (cé4 nhan hay td chirc)
c¢d ging trao doi cai gi d6 c6 gia tri véi mot don vi xa hoi khac. Tir d6, chung ta ¢ thé dua ra cac
dinh nghia Marketing theo nghia rong sau day:

Marketing la cac hoat dong dwoc thiét ké dé tao ra va thic dcfy bat ky suw trao doi nao

nham thod man nhitng nhu cau va mong muon cua con nguoi.

Nguoi thye hién béi tuong dugc béi tuong nhan
Marketing Marketing san pham
(Chu the) (San pham) (Khach hang)

Bét ky khi ndo ngudi ta mudn thuyét phuc ai d6 lam mot diéu gi, thi tic 1a cac chi thé d6
da thuc hién hoat dong Marketing. D6 c6 thé 1a Chinh phu thuyét phuc dan ching thyc hién sinh
dé c6 ke hoach, mot dang chinh tri thuyéet phuc cu tri bé phiéu cho tng ctr vién cia minh vao ghé
Tong thong, mot doanh nghiép thuyét phuc khach hang mua san pham, hay ban than ban thuyét
phuc cac dong nghi¢p, ban be thuc hi¢n mdt y tudng mdi cia minh...Nhu vay, hoat dong
Marketing xay ra trong moi linh vuc doi song xa hdi, d6i véi cac doanh nghi¢p, cac to chirc phi
lgi nhudn ciling nhu co quan Pang, Nha nudc.

Chii thé Marketing c6 thé 14 mot ca nhan, mot doanh nghi€p, mdt dang chinh tri, mot tb
chure phi lgi nhuén, va ca mdt chinh phu.

DPoi tirong duoc Marketing, duoc goi 1 sdn pham c6 thé 1a:

1. MOt hang hoa: 6 t6 Toyota Innova, so mi Viét Tién...

Mot dich vu: Mega Vnn, chuyén phéat nhanh DHL, nganh hoc PR...
Mot y tuwong: phong chdng HIV, sinh dé c6 ké hoach

Mot con ngueoi: Gmg ctr vién tong théng, ing cir vién qudc hoi...
Mot dia diém: khu du lich Tuan Chau, Sapa...

nok »n
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6. Va ca mot dat nuéc: Vietnam Hiden Charme...

Poi twgng tiép nhdn cac chuong trinh Marketing ¢6 thé 1a ngudi mua, nguoi st dung,
ngudi anh hudng, ngudi quyét dinh...

b) Marketing theo nghia hep

Marketing nhu dinh nghia & trén day dé cap dén vai trd cia n6 trong mot hé thong kinh té -
x4 hoi rong 16n. Tuy nhién, muc dich cta gido trinh nay 1a nghién ctru vé van dé Marketing cho
mot té chirc riéng biét trong hé théng d6. T6 chirc nay co thé 13 mot mot doanh nghiép, hodac mot
16 chire phi loi nhuan. Nhu vay, ching ta cdn mot dinh nghia Marketing theo nghia hep hon.

Marketing la mét hé thong tong thé cdac hoat dong cia té chirc dwgc thiét ké nham hoach
dinh, ddt gia, xic tién va phdan phéi cac san phiam, dich vy, ¥ twong dé dap vmg nhu cau ciia thi
triweong muc tiéu va dat dwoc cde muc tiéu cia to chire (theo Hiép hoi Marketing My — AMA).

N6i riéng, néu t6 chirc thyc hién Marketing 14 doanh nghiép, ching ta c6 thé tham khao
mot dinh nghia Marketing tiéu biéu sau day:

Marketing la qud trinh qudn Iy cia doanh nghiép nham phdt hién ra nhu cau cia khdch
hang va ddp ing cdc nhu cau dé mét cdach cé hiéu qua hon so véi cac doi thii canh tranh
(Chartered Institute of Marketing).

Marketing theo dinh nghia nay c6 cac ham y quan trong sau day:

e Marketing 12 mét triét 1y kinh doanh mdi, triét 1y vi khach hang. Pong thoi, d& dam bao
cac hoat dong Marketing, trong t6 chirc can c6 mot chirc ning quan tri mdi — chirc nang
quan tri Marketing.

e Chirc nang quén trj Marketing ctia doanh nghiép, t6 chirc nham dam bao cho toan bo cac
hoat dong cua t6 chic phai huwdng tdi khdch hang. Mudn viy, to chirc phai xac dinh
dung dugc nhu cau va mong mudn cua khach hang va thoa min cac nhu cau d6 mot cach
hi¢u qua.

e Doanh nghiép thu duoc loi nhuan théng qua thoa méin nhu ciu cua khach hang.

e Marketing nham dap Ung cac muc tiéu ciia doanh nghiép trong dai han.

Ciing c6 thé noi, Marketing la qud trinh lam thod méan nhu cdu ciia khach hang, dugc thuc
hién bang cach:

e Phdi hop cac bo phéan chite ning khac nhau trong doanh nghiép

e Nhim trong tdm vao “Khach hang muc tiéu”

e Thong qua viée st dung “Céc muyc tiéu, chién luoc va ké hoach Marketing”

duogc thuc hién bang “Hon hop Marketing 4P”.

Hon hop Marketing 4P 13 gi? D6 13 bbn cong cu Marketing trong tim tay ma mot doanh
nghiép co thé st dung dé tac dong vao thi truong muc ti€u nham dat dugc muc tiéu dit ra. Hon
hop Marketing 4P gom 4 thanh t6:

San pham

San pham 1a phuwong tién ma cong ty dung dé thoa man nhu cau cia khach hang. San pham
¢6 thé 1a hang hoa hitu hinh, dich vu v6 hinh, ¢6 thé 1a mét dia diém... D& khach hang phan biét
duogc, san pham phai c6 nhin hiéu va phai dugc déng goi.

Gia ca
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Gia ca 1a s6 tién khach hang phai bo ra dé c6 dugc san pham. Khach hang mua nhiéu c¢6 thé
dugc giam gia. Khach quen c6 thé duoc gid wu dai. Phuong thirc thanh toan tién loi, linh hoat
cling giup cho khach hang mua nhiéu.

Phan phoi

Phéan phdi 14 cac hoat dong nham chuyén san phdm dén tay khach hang muc tiéu. Néu
doanh nghiép t6 chirc kénh phan phdi tot s& ting kha ning tiéu thy, dong thoi tiét kiém duoc chi
phi, va nhu vay tang dugc kha nang canh tranh.

Xiic tién

Xuc tién, hay truyén thong Marketing, lai 1a mot hdn hop bao gdm céc thanh t§ cdu thanh
13 qudng cdo, quan hé véi cong chiing, tuyén truyén, khuyén mdi va ban hang trye tiép. Xuc tién
¢6 vai tro cung cap thong tin, khuyén khich va thuyét phyuc cong chiing tin tuong vao cong ty, vao
san phdm va tiéu dung san pham cta cong ty.

Néu cong ty nghién ctru k¥ nhu cdu cta thi truong, sau d6 san xuit ra cac san pham phu
hop v6i nhu cau thi truong va xac dinh gia ca phi hop vé6i gi tri san pham, t6 chic hé thong phan
phéi t6t va truyén thong Marketing c6 hiéu qua thi chic chan s& dé dang tiéu thu san pham cia
minh.

Khi cong ty thuc hién nghién ctru thi truong ky dé thiét ké san pham, thi ban than san phim
d3 c6 kha nang “tu ban no” rat tét. Do vy, mot chuyén gia vé Marketing, ong Peter Drukker két
luan nhu sau: “Muc dich ciia Marketing la nhdn biét va hiéu ré khdch hang ky dén mirc hang hod
hay dich vu dem ra béan sé dép vmg tot nhu cau ciia khdch hang dén mirc t né da ban né!”.

2) Nhu ciu, mong mudn

Chung ta da thiy Marketing hién dai huéng t6i thoa man nhu cau cia thi truong, vi nhu cau
chinh 1a dong luc thdi thic con ngudi hanh déng ndi chung va mua hang noi riéng. Vay nhu cau 1a
gi? Mudn hiéu rd chiing ta can phan loai cdc nhu ciu:

a) Nhu cau tw nhién

Nhu cau tu nhién, hay nhu ciu con ngudi (human need) 12 nhu cau duoc hinh thanh khi con
ngudi cam thay thiéu thén mot cai gi d6. Nha kinh té hoc Maslow da phén loai nhu cau ty nhién
cua con nguoi thanh 5 bac khac nhau (xem hinh 1.1.)

Nhu cau ty nhién 1a vbn ¢6 d6i voi con ngudi. Marketing chi phat hién ra cac nhu cau ty
nhién cta con ngudi chur khong tao ra no.

b) Mong muon

Mong muén 13 nhu cau tu nhién co dang dac thu, cu thé. Mdi c4 nhan c6 cach riéng dé thoa
man mong muén cta minh tuy theo nhéan thirc, tinh cach, van hoa cuia ho.

Vi dy: Déi 1a nhu cdu tw nhién. Nhu cau nay dugc dap Gmg bang cac cach khac nhau ddi
v6i cac khach hang khac nhau. Ngudi thi mubn an com, ngudi thi mudn in phd, nguoi thi an banh
my, ngudi thi an mén mén... Cing la com, ngudi thi an com bui binh dén, nguoi thi mubn vao
nha hang sang trong. Cung 1a nhu cau thong tin, ngudi thi ding may di dong nhin hiéu Noikia
hoic Motorola, ngudi thi ding nhan tin két hop dién thoai thé.

Hiéu biét nhu cau ty nhién ciia khach hang théi thi chua di. Ngudi lam Marketing con phai
ndm duogc mong muén cua ho dé tao ra cac san phém dac thu co6 tinh canh tranh gitip doanh
nghiép thing loi. Ai ciing biét 13 con ngudi c6 nhu ciu an dé ton tai, nhung cac nha kinh doanh in
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uéng khac nhau tao ra v6 van cac loai thuc phém khéc nhau, cac cach thue phuc vu khéc nhau dé
dap ung cac mong mudn khac nhau cta khach hang. Giao luu ciing 1a mot nhu cau ty nhién cia
con ngudi. Cac nha kinh doanh Buu chinh Vién thong (BCVT) da tao ra v6 van cac dich vu khac
nhau dé dap Gmg cic mong mudn giao luu gian tiép khac nhau cta khach hang.

Nhu cau tw
khang dinh minh

Nhu cau dwoc tén trong

Nhu cau xa héi (tinh cdm, giao lwu...)

Nhu cau an toan (dwoc bdo vé, yén én...)

Nhu cAu tw nhién (&n, ubng, thd, duy tri noi giéng...)

Hinh 1.1. Thang bac nhu cau cia Maslow

Pap mg cac mong mudn ciia cac nhom khach hang khac nhau sé gitup cho doanh nghiép
tang duoc kha nang canh tranh, déng tho1 mang lai cho xa hoi nhiéu loai san phém, dich vu khac
nhau cting thoa man mét nhu cu tu nhién cua con ngudi. Tuy nhién, xac dinh ding mong muén
ctia khach hang khong phai 1a cong viéc dé dang. Do vay, doanh nghiép ciing phai goi md mong
mudn dang tiém an trong mdi con ngudi. Ai ciing mudn duge ton trong, tu tin. Nhung khong ai
biét 1 mudn tuy tin thi phai ding kem danh rang “Close up”, hay phai nhai keo cao su dé “ tap thé
duc mat”. Bang cic san pham ndy, cac cong ty san xudt kem danh ring va keo cao su da gitip
khach hang thoa man nhu cu duoc ton trong, tu tin.

¢) Nhu cau c6 kha nang thanh todn

Nhu cau c¢6 kha nang thanh toan 1 nhu ciu ty nhién va mong muén phi hop véi kha ning
tai chinh cta khach hang. Néu khong co gi tré ngai d6i voi hanh vi mua, nhu chua c6 sin dé ban,
ban khong dung lic, diing chd. .. thi nhu ciu c6 kha ning thanh toan s& chuyén thanh quyét dinh
mua. Nhu cau cé kha ning thanh toan con duoc cac nha kinh t& goi 13 cdu cia thi truong
(Demand).

C6 thé néi, néu doanh nghiép chim séc khdch hang tot thi s& loai boé nhiéu tré ngai, rao can
d6i v6i hanh vi mua va giap khach hang chuyén tir nhu ciu c6 kha ning thanh toan thanh quyét
dinh mua.

Nhu ciu c6 kha ning thanh toan 1a nhu cau ma doanh nghiép can quan tim trudc hét, vi
day chinh 1a co hoi kinh doanh can phai nim bat va dap ung kip thoi. Co hoi kinh doanh khong
danh cho riéng ai. Trong diéu kién thi trudng ngay cang duoc tu do hoa, thi nhu cau c6 kha ning
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thanh toan chua dugc thoa mén sé kich thich cac d6i thi canh tranh tham gia thi truong.

C6 thé noi, trén thi truong Viét Nam hién nay con rat nhiéu nhu cu c6 kha ning thanh toan
nhung chua dugc thod man. Pay chinh 1a co hi 16n cho céc nha kinh doanh.

Dbi voi thi truong Viét Nam thi kha ning thanh toan 1a van dé rat quan trong. Do vay, san
pham phai vira thi tién ctia ngudi tiéu dung.

Vi du, mic dau nhiéu loai hang hoa Trung Quéc chit luong chua cao, nhung van duogc
khach hang Viét Nam mua ding. Ly do co ban 1 gia ca cac hang hoa d6 vira véi thi tién cua dong
dao khach hang Viét Nam, dac biét 1a & nong thon.

d) Cac muec do khac nhau cua cau va nhiém vu Marketing

- Cdu ém

La cau thi truong ma phan 10n khach hang khong thich san pham. Nhiém vu ctia Marketing
1a tim nguyén nhén vi sao khach hang khong thich san pham. Trén co s& d6 cn phai thiét ké lai 4
thanh t6 Marketing — mix dé thu hat khach hang.

- Khéng c6 cau

La truong hop khi khach hang muc tiéu tho o khong quan tdm dén san phdm dwoc moi
chao. Trong truong hop nay, nhiém vu ciia Marketing 1a thong qua cac chuong trinh xiic tién dé
1am cho khach hang thay dugc rang san pham s& dép Gmg nhu ciu nao do6 cua ho.

- Cdu tiém tang

La cau chua dugc thoa mén. Trén thi truong ludn luén cd cac muc cau chua dugc thoa
man. Nhiém vu ctia Marketing 1a phat hi€n va danh gia quy mo cua thi truong va tao ra cac san
pham thoa mén cac mirc cau do.

- Cdu suy gidm

La cau dang giam dan. Nhiém vu ctia Marketing 13 phai xac dinh 16 nguyén nhan suy giam
véa dé ra cac chinh sach, chién lugc mo rong cau béng cach tim cac thi truong muyc tiéu moi, hodc
thay doi cac noi dung cua 4 chién luoc Marketing mix.

- Cau khéng déu theo thoi gian

D6 1a cau thay doi theo thoi gian (gid trong ngay, ngdy trong tuan, tuin trong thang, thang
trong nam...). Cau khéng 6n dinh lam cho t6 chirc luc thi du thira kha ning cung cip, luc thi qua
tai cong viéc. Nhiém vu ctia Marketing 1a tim cach dan déu murc cau thong qua chién luoc gia linh
hoat, chién lugc xuc tién va cac chinh sach khuyén khich khac.

- Cau day du

Day 1a truong hop khi t6 chire hai 1ong véi lugng cau dang co. Nhiém vu ciia Marketing 13
duy tri mtc do cau hién ¢6 nham phong tranh tinh hudng cau sut giam do canh tranh ting 1én ciing
nhu sy thay ddi so thich, thi hiéu ctia khach hang. Doanh nghiép can phai thuong xuyén do luong
mirc d6 hai 10ng ctia khach hang dé kip thoi diéu chinh cac chién luoc Marketing mix.

- Cdu vuot qud kha ndng cung cdp

Pay 1a truong hop khi t6 chirc khong c6 kha ning dap ung hét cau thi truong. Nhiém vu
ctia Marketing 1 sir dung céc chién luoc gia ca, xuc tién dé giam bot cau tam thoi hay vinh vién
cua cac phﬁn thi truong c6 loi nhuidn thép, hodc cau khoéng cép thiét. Cau vé dién hién nay ¢ Viét
Nam thudc loai nay. Nha nudc tinh gia dién theo kiéu luy tién dé han ché ngudi dung nhiéu. Pong
thoi Nha nudce ting cudng viée tuyén truyén dan chung st dung dién tiét kiém.

8
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- Cau khéng lanh manh

Nhiém vu ctia Marketing 14 1am giam cau bang cac chién lugc xtc tién, gid ca va han ché
nguén cung (thuéc 14, ruoi, bia, game, ma tuy...).

Qua xem xét 8 mirc d6 cua cAu va nhiém vu cua Marketing trén day, ching ta thiy
Marketing c6 vai trd qudn Iy cau bang cac chinh sach khac nhau.

3) Gia tri, chi phi va su théa man

Ngudi tidu dung khéng mua mot san phdm. Ho mua loi ich ma san pham mang lai khi tiéu
ding. D6 chinh 1a gid tri tiéu ding ctia mot san pham. Va 14 cin ctr dé ngudi tiéu dung lwa chon
mua san pham . Ta c6 thé dinh nghia nhu sau:

Gid tri tiéu dung ctia mot san pham 1a sy danh gia cua nguoi tiéu dung vé kha ning tong
thé ctia san phdm c6 thé thoa mén nhu cau cua ho.

Chi phi d6i v6i mot san pham 13 toan bo nhimng hao tén ma nguoi tiéu dung phai bo ra dé
c6 duoc gia tri tiéu dung cua no.

Sw théa mén cta ngudi tiéu dung 1a mutrc d6 trang thai cam giac ciia ho khi so sanh giita két
qua tiéu dung san pham véi nhitng diéu ho mong doi trudce khi mua.

4) Thi trudng, san phim

a) Thi truong

Theo quan diém Marketing, thi truong bao gém con ngwoi hay té chirc ¢6 nhu cdu hay
mong mudn cu thé, san sang mua va cé khd ndng mua hang hoa dich vu dé thoa man cac nhu cu
mong mudn dé.

Theo dinh nghia nay, chung ta cAn quan tdm dén con nguwdi va té chirc ¢ nhu ciu, mong
mudn, kha nang mua cua ho va hanh vi mua cuia ho.

Can phan biét khai niém thi truong theo quan diém Marketing, v&i khai niém thi truong
truyén thong, 13 noi xay ra qua trinh mua bén, va khai niém thi truong theo quan diém kinh té hoc,
1a h¢ théng gom nhitng ngudi mua va ngudi ban, va mbi quan hé cung ciu giita ho.

b) Sin pham

Con ngudi st dung hang hod, dich vu & thoa min nhu cau ciia minh. Marketing ding khai
niém san pham (product) dé chi chung cho hang hoa, dich vu.

San pham 1a bit ky céi gi c¢6 thé chao ban dé thoa man nhu cau, mong mudn.

San pham c6 thé 13 hang hoa, dich vu, y twong, dia diém, con nguwoi...Can luu y ting nguoi
tiéu dung khong mua mot san phdm, ma mua mot loi ich, cong dung, mét sw hai long ma san
pham mang lai.

5) Trao doi

Trao d6i 1a viéc trao cho nguoi khac mot thir gi d6 dé nhan lai mot san phdm ma minh
mong mudn.

Marketing xuat hién khi con nguoi quyét dinh théa mén nhu cau mong mudn thong qua
trao d6i. Trao d6i 1a khai niém can ban nhét ctia Marketing.

Trao doi 12 mot trong 4 cach ma con ngudi c6 thé co duge san pham. Cach thir nhat 13 tu
san xuat ra san pham. Céch thtr 2 1a 1dy cta ngudi khac. Céch tht ba 1a di xin. Va cach thir tu 1a
trao d6i (mua la mot hinh thirc trao di).
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Dé trao d6i dugc thuc hién, can phai c6 céc diéu kién sau day:

e (C6 hai phia (hai don vi x4 hoi) tham gia trao d6i.

e Hai bén déu tu nguyén tham gia va c6 nhu cau can dugc thoa man.

e MaJi bén c6 thir gi do6 co gia tri dé trao ddi va cac bén déu tin 1a ho dugce loi qua trao doi.

e Hai bén phai thong tin cho nhau vé nhu cau, vé gié tri trao doi.

Trao d6i 1a hanh dong c6 dugc mot san pham mong mudn tir ngudi khac bang cach chuyén
giao cho nguoi d6 mot thir khac ¢ gia tri twong duong. Trao ddi 1a mot khai niém cin ban dé
dinh nghia Marketing.

1.1.3. Vai tro, chirc ning ctia Marketing trong doanh nghiép

1) Vai tro cua Marketing trong doanh nghiép

Marketing ¢ vai tro 1a cau ndi trung gian giita hoat dong ciia doanh nghiép va thi trudng,
dam bao cho hoat ddng ctia doanh nghiép hudng dén thi truong, lay thi truong lam muc tiéu kinh
doanh. Noi cach khac, Marketing c6 nhi¢m vu tao ra khach hang cho doanh nghi€p. Str dung
Marketing trong cong tac ké 1ap hoach kinh doanh s& gitp cho doanh nghiép thuc hién phuong
cham ké hoach phdi xudt phdt tir thi trieong.

Trong diéu kién canh tranh trén thi trudng gay gét thi chi c6 doanh nghiép nao biét hudng
dén thi trudong thi méi c6 kha nang ton tai.

2) Chirc nang ciia Marketing trong doanh nghiép

Marketing can phdi tra 10i cdc vin dé sau ciia doanh nghiép :

e Aila khach hang myc tiéu cua doanh nghiép? Ho c6 cac dic diém gi? Nhu ciu, mong
mudn cta ho nhu thé nao? (Hiéu ré khéach hang)

e  Moi truong kinh doanh cia doanh nghiép c6 tac dong tich cuc, ti€u cuc nhu thé nao
dén doanh nghiép? (Hiéu ré méi truong kinh doanh).

e  Cac ddi thi nao dang canh tranh v&i doanh nghi¢p? Ho manh yéu nhu thé nao so voi
doanh nghiép? (Hiéu ré déi thii canh tranh)

e Doanh nghiép st dung cac chién lugc Marketing hdn hop gi dé tac dong toi khach
hang? (Sdan pham, gid ca, kénh phdn phéi, xiic tién — Marketing mix). Pay 14 vii khi chu
dong trong tay ctia doanh nghiép dé “tin cong” vao thi trudng muc tiéu.

Nhu vy, c¢6 thé néi mudn kinh doanh thanh cong, doanh nghiép phai hiéu r& minh, hiéu 5
d6i phuong, hiéu rd khach hang, hiéu thién rd thién thoi, dia loi (diéu kién méi truong). Tir d6
cong ty méi c6 thé xdy dung nén chién luge Marketing hudng t6i thi trudng.

bay la chuc nang riéng cua “Quan tri Marketing” ma cac chuc nang khac trong cong ty
khong thyc hién duge. Do vdy, n6 mang tinh doc 1ap twong ddi voi cac chirc nang khac. Tuy
nhién, dé thyc hién cac hoat dong cua minh, by phan Marketing can duoc su hd tro phéi hop cua
cac chtrc nang khac.

3) Mdi quan hé ciia Marketing véi cac chirc ning khac

Trong mot doanh nghiép c6 nhiéu chirc nang. D6 1a:

e Chirc ning quan tri tai chinh- ké toan

e Chuc nang quan tri nguén nhan lyc
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e Chtrc nang quan tri san xut
e Chuc nang quan tri Marketing
e Chtc ning nghién ciru-phat trién. ..
Hinh 1.2 mé ta mdi quan hé giira chirc ning Marketing va cac chirc ning khéc trong cong
ty, trong d6 chirc ning Marketing 1 cau ndi giita thi truong va doanh nghiép thong qua cac chic
nang khac.

TAI CHINH - KE TOAN

MARKETING

NHAN SU MARKETING MARKETING | SAN XUAT

MARKETING

NGHIEN CUU - PHAT TRIEN

Hinh 1.2. Méi quan hé giita chirc ning Marketing va cac chirc ning khac

Vay mbi quan hé giita cic chirc nang nay nhu thé nao? Marketing c6 thé dtng riéng ré dé
tao ra khach hang cho doanh nghi¢p duoc khong? Cau tra 1oi l1a mudn thue hién duge muc tiéu
ctia minh thi Marketing phai biét phdi hop v6i cac chirc ning khac dé tao ra sitc manh tong hop.
Ly do don gian 1a mudn thuce hién chién lugc cua minh thi cic nha quan tri Marketing phai cé cac
nguén luc nhu tai chinh, nhéan lyc, cong nghé, thiét bi san xut.. ., tirc 1a phai biét phéi hop véi cac
chire ning khac trong doanh nghiép dé tao ra sirc manh tong hop hudng t6i thi truong. Nhu vay,
Marketing vira c¢6 cac chirc nang doc 1ap, vira phai phdi hop véi cac chirc niang khéac trong doanh
nghiép dé thuc hién duoc muc tiéu dit ra. Chire nang Marketing c6 mbi lién hé théng nhét hitu co
véi cac chure nang khac.

C6 thé ndi Marketing vira 1a mot tu duy kinh doanh méi — tu duy hudng vé khach hang,
ddng thoi vira 1a mot chire ning quan trong trong cong ty — chirc ning két ndi thi trudng véi cong
ty, dam bao cho cong ty thuc hién tu duy hudng vé khach hang. Trong diéu kién kinh té thi truong
6 thé no6i Marketing 13 chia khoa ctia sy thanh cong cho doanh nghiép.

1.2. QUAN TRI MARKETING
1.2.1. Thé nao 1 quan tri Marketing?

Ciing nhu cac hoat dong khac trong doanh nghiép, dé dat duoc muc tiéu dat ra, hoat dong
Marketing can phai duoc quan tri. Theo Ph. Kotler:

Quan trj Marketing 13 qué trinh phdn tich, ldp ké hoach, thwc hién va kiém tra viéc thi hanh
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cac bién phap nham thiét lap, cung cb va duy tri nhitng cudc trao ddi ¢ loi voi nguoi mua dugce
lua chon dé dat duoc muc tiéu cua doanh nghiép.
Nhu vay, quan tri Marketing c6 lién quan truc tiép dén cac van dé sau day:
e Nim bit nhirng bién dong (ting, giam) ctia nhu cau thi trudng
e Goi md, kich thich va diéu hoa nhu ciu cta thi truong
e Dé ra cac bién phap nham tic dong dén cau cua thi truong sao cho doanh nghiép c6 thé
dat duoc cac muc ti€u dat ra.

e Kiém tra viéc thuc hién céac chién lugc, ké hoach va cac bién phép Marketing
1.2.2. Céc quan diém quan tri Marketing

Marketing hinh thanh va phat trién trong mot qua trinh hoan thién khong ngimg ctia nhan
thirc vé quan tri doanh nghiép. Cho dén nay, trén thé giéi nguoi ta da tong két 5 quan diém quan
tri Marketing. C6 thé tom tit nam quan diém d6 nhu sau.

1) Quan diém hwong vé san xuit

Quan diém hudng vé san xudt cho rang khdch hang sé wa thich nhiéu san pham gid phai
chang dwoe ban réng rdi. Do vdy, doanh nghiép can phdi mé réng quy mé san xudt va mé rong
pham vi phén phoi.

Theo quan diém nay thi yéu t& quyét dinh thanh cong cho doanh nghiép 14 gia ban ha va c6
nhiéu hang hoa. Doanh nghiép san xuat nhitng hang hoa ma ho c6 thuan lgi. Trén thuc té, cac
doanh nghiép theo dudi quan diém nay s& thanh cong néu lugng hang cung cip con thdp hon nhu
cau va doanh nghiép co loi thé theo quy md (tirc 13 san xudt cang nhiéu thi gia thanh cang ha),
ddng thoi thi truong mong mudn ha gia san pham. Tuy nhién, trong diéu kién san xuét co gidi hoa
hang loat dan t6i cung vuot cau thi quan diém nay kho ddm bao cho doanh nghiép thanh cong.

Hang hod Trung Qubc xdm chiém thi truong Viét Nam va nhiéu thi truong khac trén thé
giéi nho gia thap va chat lugng tam tam. Chién lugc nay di thanh cong do thi truong néng thon
rong 16n ctia Viét Nam nhiéu nhu cau tiéu dung chwa duoc dap tmg, va kha ning thanh toan chua
cao.

Trong mdt cong ty huéng vé san xuat, cic nha quan Iy cip cao nhu Chu tich Hoi dong quan
tri, gidm dbc diéu hanh co chuyén mon k¥ thuat thudc linh vuc san xuét cta cong ty, con bd phén
ban hang 1a mdt phong nhd thuc hién chirc ndng quang cdo ma thoi.

2) Quan diém hoan thién san phim

Quan niém hodn thién san pham cho rang nguwoi tiéu ding wa thich nhimg san pham cé
chdt lwong cao nhdt, ¢6 tinh nang sir dung tot nhat. Tir d6, doanh nghiép can phdi né luc hoan
thién san pham khéng ngirng.

Tt nhién, trong mdi trudng canh tranh cac doanh nghiép can phai thuong xuyén hoan thién
san pham ctia minh, nhung d6 khong phai 13 tit ca. Nhu cau cta thi truong ludn thay dbi. Néu cac
doanh nghiép quén mat diéu do, chi say swa hoan thién san phim di cé cta minh, thi s& c6 khi bi
thit bai vi nhu cau thi truong da thay d6i. Hang sam 16p xe 6 t6 Mit-xo-lanh cta Phap timg ni
tiéng vi chét lugng sam 16p bén tét, di theo dudi quan diém hoan thién san phdm. Tuy nhién, sau
d6 ho di bi that bai khi xu huéng cua thi truong 1a thay d6i mdt 6 t6 nhanh chong. Néu Buu chinh
cc nude chi nhdm vao cac dich vu truyén théng dé hoan thién thi s& kho tranh khoi sy that bai do
cac dich vy vién thong thay thé dang canh tranh quyét liét.
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3) Quan diém huwéng vé ban hang

Quan diém hwéng vé ban hang cho rang khdch hang hay ngan ngai, chan chir trong viéc
mua sam hang hod. Do vdy, doanh nghiép phdi né lwc thiic day ban hang thi méi thanh céng.

Theo quan diém nay doanh nghiép san xuit rdi méi lo thuc ddy tiéu thu. Dé thuc hién theo
quan diém nay doanh nghiép phai dau tu vao t6 chirc cac ctra hang hién dai va chu trong tuyén
chon huén luyén nhan vién ban hang c6 k¥ ning thuyét phuc gidi, chu ¥ dén cong cu quang cdo,
khuyén méi. ..

Trong lich sir, quan diém nay ciing mang lai thanh cong cho nhiéu doanh nghiép. Va cho
t6i ngdy nay cac ky thuat ban hang, khuyén mai van phat huy tic dung. Tuy nhién, nd khéng phdi
la yéu té quyét dinh. Ngay nay, nhidu ngudi van 1am 1an giita Marketing va ban hang. Tuy nhién,
néu san phém khong dap tng dugc nhu cau cua khach hang thi cac nd luc nham vao ban hang
cling s& 1a v6 ich. Ban sé& v6 ich khi thuyét phuc mot thanh nién thdi nay mua bd 4o dai the, khin
xép mic du v6i gia rat ré!

Dbi v6i cong ty huéng vé ban hang thi nha quan tri ban hang trd thanh ngudi quan trong
nhit trong cong ty, chirc nang ban hang la chirc ning quan trong nhat trong cong ty. Ho 1a ngudi
mang lai su thanh cong cho cong ty. Theo quan diém nay, ngudi ban hang gioi c6 thé ban dugc
moi thir hang ho4, ké ca cac hang hoa ma khach hang khong wa thich!

4) Quan diém huéng vé khach hang

Quan diém hwdng vé khdach hang khang dinh rang dé thanh céng doanh nghiép phdi xdc
dinh chinh xdc nhu cau va mong muén cua thi truong muc tiéu, dong thoi c¢é thé thod man cdc
nhu cau mong muén dé sao cho c6 hiéu qud hon cdac doi thii canh tranh.

Thoi diém xuét hién cua quan diém nay 1a vao cudi nhitng nam 1960. Pay chinh 1a triét 1y
kinh doanh Marketing dinh huéng khach hang.

So sanh khai quat gitra cac tu tudng dinh hudng ban hang va dinh huéng khach hang dugc
mo ta trong hinh 1.3.

Pé phan biét 1 quan diém dinh huéng khach hang ching ta vach 16 cac dic trung co ban
ctia quan diém nay nhu sau:

e Nhim vao thi truong muc tiéu nhat dinh

e Hiéu 15 nhu cau, mong mubn ciia khach hang muc tiéu

e Sirdung tong hop cac cong cu khac nhau (Marketing hdn hop)

e Tang loi nhuan trén co s¢ thod man nhu cAu cta khach hang

C6 thé noi, Marketing 1a mot tw duy kinh doanh mdéi, tu duy huéng t6i khach hang, 13y
khach hang 1am muc tiéu ton tai. Dé thuc hién tu duy ndy can phai c6 mét to chirc dam nhiém cac
hoat dong Marketing trong doanh nghiép. Do viy, xuit hién mot chirc ning méi 1a chitc ning
Quan tri Marketing nhu cac chirc nang khac: Quan tri nhan sy, Quan tri tai chinh - ké toan, Quan
tri san xuét...

Trong mdt cong ty hudng vé khach hang, Chu tich Hoi ddng quan tri va Giam déc diéu
hanh c6 kién thirc co ban 1a Marketing chir khong phai 14 kién thirc cong nghé.
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Dinh huwéng ban hang Dinh huwdéng Marketing
Piém xuit phat Nha may Thi trudong muc ti€u
Cach lam e San xuit trudc roi méi tim e Tim hiéu nhu cau rdi méi san
cach ban xuét va ban
e Doanh sd e Kha nang thu lgi
Dinh huong e Kéhoach nga“in han e Ké hoach dai han
no lye e Chi trong nhu cau cua e Chu trong nhu cau cia nguoi
nguoi ban mua
Cac cong cu e Kich thich mua nhiéu nho e Chién lugc tong hop Marketing
sir dung cac nd lyc thuong mai hdn hop
Muc tiéu e Tang lgi nhuan nho tang e Tang lgi nhuan nho dap ung nhu
doanh sb cau thi trudng

Hinh 1.3. So sanh giita hai quan diém

Trong thoi ky kinh t& ké hoach ho4 tap trung ¢ Viét Nam, Marketing khong c6 chd ding.
Kinh t& quéc doanh c6 vi tri tuyét d6i ca vé quy mo va vi thé. Nhung cac doanh nghiép nha nudc
khong c6 dong luc 4p dung Marketing, vi ho khong can khach hang. Con cac thanh phan kinh té
hop tac xa va tu nhan thi nhé bé, manh mun. Do vay, ho ciing chi chu trong tdi khau ban hang ma
thoi.

Tir khi Viét Nam chuyén sang co ché thi truong thi bat ¢au nay sinh nhu cau tim hiéu, hoc
tap va van dung Marketing vao thyc tién kinh doanh. Vao cudi nhimg nim tam muoi va dau
nhitng nam chin muoi, Marketing bat dau duoc dwa vao giang day tai cac truong dai hoc Viét
Nam .

Di nhién 1a khéng phai mot sém, mot chidu ma mot cong ty co thé chuyén ngay sang dinh
huéng Marketing. Dé danh gia mire d6 dinh huéng Marketing ctia mot cong ty, chung ta c6 thé sir
dung phuong phép cho diém theo céc tiéu chuan khac nhau (xem Phu luc cubi chuong).

4) Quan diém Marketing dao dirc xa hoi

Pay 1a quan diém xuat hién gan day nhat. Quan diém nay doi hoi phai két hop hai hoa gitra
3 lgi ich khach hang nhau: lgi ich khach hang, 1gi ich doanh nghiép va lg¢i ich xa hgi. San phém
cua cac doanh nghié¢p phai gitip cho cong déng cai thién chit luong cudc séng, chtr khong chi don
thuan 1a doi sdng vat chat.

Trén thue té, c6 nhiéu doanh nghi€p thoa man dugc hai lgi ich dau nhung da lang quén loi
ich xa hoi nhu: gay 6 nhiém, huy hoai méi trudng, 1am can kiét tai nguyén, gay bénh tat cho con
ngudi... Két qua 1a bi xa hoi 1én an, tiy chay. Cac hang thudc 14 ngay cang bi xa hoi 1én 4n, va

Chinh phu nhiéu nudc dd cdm moi hinh thirc quang cdo thudc 14. Hing Coca—Cola ciing
tung bi td chirc bao vé nguoi tiéu dung budc tdi vé cac chat hod hoc ¢6 hai cho strc khoé con
nguoi. Cac loai bao bi hang hoa khoé phan huy cling bi 1én an.

1.2.3. Quan tri qua trinh Marketing
1) Qua trinh cung wng gia tri cho khach hang
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Muc tiéu ctia bt ky doanh nghiép nao 13 cung itrng gid tri cho khach hang dé théa man nhu
cau cua ho, va thu loi nhuan cho doanh nghiép. C6 2 quan diém cung tmg gia tri cho khach hang.

Theo quan diém truyén thong, & cung Gmg gia tri cho khach hang, doanh nghiép trudc tién
can phai c6 san pham. Sau d6, doanh nghiép dinh gi4, théng tin cho khach hang, va tiéu thu san
pham. Quan diém nay chi thanh cong trong diéu kién thi truong khan hiém.

Theo quan diém hién dai, qua trinh cung tng gia tri cho khach hang bao gom 3 budc:

Buoc 1: Lya chon gia tri. Trong budc nay, can tién hanh phan doan thi truong, lya chon thi
truong muc ti€u thich hop, va dinh vi san phém (tire 1a tao ra sy khac biét cua san ph'fim S0 vOi
cac san pham canh tranh).

Buée 2: Tao ra gia tri. Trong budc nay cong ty phai phat trién san pham, dich vu kém theo,
dinh gia, to chtrc mang ludi phan phbi.

Buoc 3: Thong bao va cung ung gié tri. Trong budc nay, doanh nghi¢p thuc hién cac hoat
dong truyén thong nhu quang céo, khuyén méi va ban hang.

2) Quan tri qua trinh Marketing

Qua trinh Marketing bao gém 5 budc sau day:

e Phan tich co hoi Marketing

e Phan doan va lya chon thi truong muc tiéu

e Thiét ké cac chién luoc Marketing

e Hoach dinh cac chuong trinh Marketing

e Tb chire thuc hién va kiém tra cac nd lyc Marketing.

a) Phdn tich cdac co hoi thi truong

Qua trinh phan tich cac co hi thi truong bao gdm hai bude 1a phat hién thi truong méi va
danh gia kha nang cua thi truong.

- Phat hién thi truong maoi

Trude khi budc vao thi truong méi, mot cong ty phai nghién ciru thi trudng d6 ki cang dé
phat hién ra nhitng kha ning kinh doanh phu hop vé6i ning luc ctia minh. Néu cong ty da co vi tri
trén thi truong 101, ho cling tim cac co hoi kinh doanh méi dé tao ra mot vi thé an toan, vi thi
truong luén luén bién doi. Cé thé noi, trén thi treong ludn ludn co cac co hoi kinh doanh. Van dé
la & cho doanh nghiép c6 kip thoi phat hién ra hay khong, va co hoi d6 cé phu hop voi nang luc
cua doanh nghi¢p hay khong?

- Danh gia kha nang dap vng co hgi thi truong cua cong ty

Trén thi truong ludn cod céc co hoi kinh doanh khac nhau. Van dé 1a cac co hoi do ¢co phu
hop véi cong ty hay khong, tirc 1a cong ty c6 kha ning tham gia thi truong véi wu thé cao hon so
v6i cac d6i tha canh tranh hay khong. .. Néi cach khéc, cong ty phai xem xét dén myc tiéu va tiém
nang cua cong ty.

b) Phan doan thi truwong. Lwa chon thi truong muc tiéu

Sau khi phan tich co hdi thi truong, cong ty phai lya chon thi truong muc ti€u, tic 1a cong
ty c¢6 thé nham vao ddi twong khach hang nao hip din nhat dé phuyc vu thi thuan loi nhat cho cong
ty: phuc vu tat ca cac khach hang trén tat ca cac dia ban, hay chon mot nhém hodac mét s6 nhom
khéach hang nao? Trudc khi chon thi truong muc ti€u, cong ty can phan doan thi truong, tuc la
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chia khach hang thanh cac nhom khac biét vé nhu cau, tinh cach hay hanh vi. Thi truong muc tiéu
c¢6 thé bao gdm mot hodc mot vai doan thi truong. Sau d6 cong ty phai dink vi san pham trén thi
truong muc ti€éu da duogc chon, tirc 1a dam bao cho san phém du kién tung ra thi truong co6 cac dac
tinh gi khac biét voi cac san pham canh tranh va pht hop voi mong muén ciia khach hang muc
tiéu. Lam duoc nhu vy cong ty sé ting dugc kha ning canh tranh cho san pham.

¢) Xay dung chién lwoc Marketing

Moi cong ty déu phai hoat dong c6 dinh hudng, c6 muc tiéu rd rang. Mudn vy, cong ty
phai dit ra muc tiéu va cach thie dé dat duge muc tiéu d6. Cong cu dé thuc hién 13 ké hoach chién
lwoc va ké hoach Marketing.

Mbi cong ty co thé c6 mot vai linh vuc hoat dong. Mbi linh vuc hoat dong c¢6 nhitng mait
hang khac nhau. Tap doan BCVT Viét Nam c6 ba linh vuc kinh doanh: cac dich vu buu chinh, cac
dich vu vién thong va linh vuc cong nghiép vién thong. Trong timg linh vuc d6 lai c6 cac san
pham, dich vu khéc nhau. Tuy nhién, khong phai tit ca cac linh virc hoat dong ctia cong ty déu co
tuong lai t6t dep nhu nhau. C6 linh vyuc suy giam, thua 13, c6 linh vuc ting truong nhanh. Myc
tiéu ctia ké hoach chién lwoc 1a xac dinh rd cong ty dang tim dugc va phat trién cac linh vuc san
xuat manh va thu hep cac linh vyc san xuét yéu kém.

Viéc lap ké hoach Marketing c6 nhi€ém vu soan thao céac ké hoach cho riéng ting nganh san
xudt, timg mat hang ctia cong ty sau khi cong ty di théng qua cac quyét dinh chién lugc ddi voi
timg nganh san xuat cia minh. Ké hoach Marketing bao gdm cac ké hoach dai han (trén 1 nim) va
ké hoach hang nam.

Ké hoach dai han phan tich cac nhan t6 chil yéu anh huong dén thi trudng trong giai doan
ké hoach, dé ra cac muc tiéu cho giai doan do, nhirng bién phap chién lugc co ban dé chiém linh
thi phén du kién cho san phém, loi nhuan du kién, doanh thu va chi phi du kién. K& hoach nay
dugc xem xét va diéu chinh cho phu hop véi cac bién dong trong mdi truong.

Ké hoach nam 1a phuong 4n chi tiét cua cac du kién dé ra trong ké hoach dai han ddi véi
nam thuc hién dau tién. Trong ké hoach nam trinh bay céc tinh huéng Marketing hién tai, vach ra
nguy co va co hoi, cac muyc tiéu dit ra d6i véi mdi san pham, ké hoach Marking cho nim ké
hoach. Ké hoach Marketing 1a co so dé phéi hop tt ca cac loai hinh hoat dong: san Xuat,
Marketing, tai chinh.

d) Xay dung cac chwong trinh Marketing hon hop (Marketing mix)

Marketing mix bao gém tat ca nhitng gi ma cong ty c6 thé van dung dé tac dong dén thi
truong muyc tiéu nham tao ra cac dap img mong mudn.

Sau khi quyét dinh v& dinh vi san phdm, cong ty phai tién hanh 1ap ké hoach Marketing hdn
hop nhim huy dong moi niang luc cua cong ty dé dat duoc muc tiéu. Pay 1a khac biét co ban cua
Marketing hién dai so v6i quan diém dinh huéng ban hang. Trong chuong trinh Marketing hon
hop, cong ty phai xac dinh 15 cac ddc trung cia san phdm nhu tén goi, bao bi, cac thudc tinh, cac
dich vu kem theo; gia ban cta san ph:?im bao gém ban 1&, ban buon, gia vu dai, chiét khau, ban tra
cham...; phuong thirc phan phdi san phdm dén tay khach hang; va cudi cung 1a chwong trinh
truyén thong Marketing nham thong tin cho khach hang muyc tiéu vé san pham méi, thuyét phuc
ho, nhic nhd ho, gay thién cam cua ho d6i véi cong ty.

e T6 chire thue hién cac hoat dong Marketing

Pé thuc hién cac hoat dong Marketing cong ty can phai c6 bo may twong Gmg. D6 1a hé
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thdng bo may to chirc Marketing.

bai véi cac cong ty nho, bo may to chirc Marketing c6 thé chi do mot vai nguoi dam nhiém

tat ca cac hoat dong Marketing nhu nghién ctru Marketing, t6 chirc tiéu thy, to chirc truyén thong

Marketing, cung cp cac dich vu khach hang. ..

Dbi vai cac cong ty 16n, ngudi ta phai xdy dung mot bd may to chirc marketing c6 quy cu.

B6 may Marketing c6 thé duoc to chirc theo san phém; theo khach hang, theo dia du; va td chirc
kiéu hon hop két hop 2 hodc 3 tiéu chuan (theo dia du, theo san pham, theo khach hang).

CAU HOI ON TAP VA THAO LUAN

1))

2)

3)
4)

5)
6)

7)
8)

9)
10)
11)

12)

13)

14)

15)

Trinh bay tu duy “Chi ban nhiing thir ma khach hang can”. Ly vi du doanh nghiép thuc
hién theo tu duy nay (*).
Hay néu mét vi dy vé sy xam nhap cua Marketing vao cac linh vuc ngoai kinh doanh nhu
chinh tri, gido duc, cong ich.
Trinh bay vai tro va chirc nang Marketing trong doanh nghi¢p (*).
Tim mét tinh hudng ching to ring doanh nghiép that bai khi khong thyuc hién tu duy chi
ban nhitng thir ma khach hang can.
Trinh bay quan diém hudng vé khach hang.? (*)
Phan tich quan diém cho ré‘mg Marketing vira 1a mot tu duy kinh doanh mdi, vira 1a mot
churc nang trong cong ty.
Trinh bay su khac nhau gitta dinh hudéng ban hang va dinh hudéng Marketing.(*)
Trinh bay mdi quan hé cua chitc ning Marketing v6i cac chirc niang khac trong doanh
nghiép (*)
Trinh bay quan diém Marketing dao dtre xa hoi (*)
Phén biét giita nhu cau va mong mudn cua khach hang. (*)
Céc doanh nghiép Viét Nam dudi thoi bao cdp c6 can dung dén Marketing hay khong? Vi
sao?
Ban dang c6 nha ¢ tai mdt dia diém co nhiéu truong dai hoc. Ban dinh mé cua hang com.
Ban s€ thuc hién cac budc trong cong tac Marketing nhu thé nao? Phuong an kinh doanh
cua ban c6 gi khac nhau trong 2 truong hop cung 16n hon cau, va cung nho hon cau?
Tai sao cac nha kinh doanh tu nhan nho khong du cac cac khoa hoc vé Marketing ma van
thanh cong? Neéu ban dugc hoc Marketing mot cach bai ban, ban c6 hy vong rang minh s€
tr¢ thanh nha kinh doanh gidi khong? Vi sao?
Ban thir tim kiém cac co hoi kinh doanh tai dia phuong ban. Ban thtr chon léy mot co hoi
kinh doanh phu hgp véi kha nang cia ban?
Phan tich qué trinh quan tri Marketing (*)

Ghi chii: Nhitng cau héi cé diu (%) & cudi la nhitng cau cé ddp dn tém tit dwoc trinh bay

0 phén cudi cung cua tai liéu.
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CHUONG I
HE THONG THONG TIN VA NGHIEN ClPU MARKETING

MUC TIEU

Sau khi hoc xong chuong nay, sinh vién can nam duoc:
e Khai niém nghién ctru Marketing va hé thong thong tin Marketing
e Noi dung 4 hé thdng con trong hé théng thong tin Marketing
e (Cac giai doan, cac ndi dung nghién ctru Marketing
e Cac phuong phap nghién ctru Marketing

e Céc ngudn thong tin khac nhau dé nghién ciru Marketing.
NOI DUNG

2.1. HE THONG THONG TIN MARKETING
2.1.1. Khai niém

H¢ thong thong tin Marketing la mét tdp hop con ngueoi, thiét bi va cdc thi tuc ding dé thu
thdp, phan logi, phan tich, ddnh gid va phdn phéi thong tin can thiét mét cach chinh xdc, kip thoi
cho cdc nha quyét dinh Marketing.

Theo dinh nghia nay, con ngudi va thiét bi ¢ vai tro thiét yéu trong hé thdng thong tin
Marketing.

Mot hé thong thong tin Marketing 1y tudng c6 kha nang:

e Tao ra cac bao cdo thudng xuyén va cac nghién ciru dic biét khi can thiét.

e Két hop cac sb lidu cii va mdi dé cung cép cac thong tin cip nhat va xac dinh cac xu

hudng thi truong.

e Phan tich sé liéu (dung cic mo hinh toan hoc)

e  Gilip cho cic nha quan 1y tra 1di cac cAu hoi dang “Néu... thi...?”.

Vi du “Néu cong ty giam gia 10% thi doanh s ting bao nhiéu?”

Do may tinh c4 nhan ngay cang dugc sir dung rong rii va dé dang vdi chi phi thip va kha
ning ndi mang cic mdy tinh & cic dia diém khac nhau, hé thong thong tin Marketing mang lai
nhitng tiém ning to 16n hon cho cac nha quan tri Marketing.

Mot hé thong thong tin Marketing trén co s Gmg dung mang may tinh ¢ thé cung cap
nhanh chéng cac thong tin Marketing can thiét véi chi phi thip. Gia trj va su thanh coéng cia Hé
thdng thong tin Marketing phu thudc vao ba yéu to:

e Ban chit va chit lugng cua céc sb lidu san c6

e DG chinh xac va tinh hién thyc cua cac mo hinh va ky thuat phan tich cac s6 liéu.

e Mbi quan hé cong tac giita nha khai thac Hé thong thong tin va cac nha quan ly

Marketing st dung thong tin.
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2.1.2. Su can thiét mot Hé thong thong tin Marketing

Hoat dong Marketing trong doanh nghi€p ngay cang phuc tap va da dang, doi hoi phai cé
day da va kip thoi cac thong tin can thiét. Viéc quan tri cac hoat dong Marketing phai dua trén cac
thong tin vé thi trudng, vé moi truong bén trong, bén ngoai doanh nghiép. Hiu nhu mdi budc
trong qué trinh quan tri Marketing nhu phan tich, 1ap ké hoach, thuc hién va kiém tra hiéu qua cta
cac hoat dong Marketing thi nha quan tri Marketing déu can thong tin. Ho cin thong tin vé nhu
cﬁu, thi hiéu cua khach hang, vé hoat dong cua cac ddi thu canh tranh, vé chc yéu td cua mot
truong kinh doanh... Cac thong tin nay can dwoc luu trix, cdp nhat thuong xuyén, duoc chia sé
gilta cac nha quan ly, dugc truy nhdp dé dang. Pay ciing 1a Iy do dé can phai t6 chirc thong tin
Marketing thanh mot hé théng. C6 thé tom tat nhitng yéu t6 dan téi su can thiét ¢ Hé thong thong
tin Marketing d6i voi doanh nghiép nhu sau:

e Cac nha quan 1y cip cao ciia doanh nghiép ngay cang co it thoi gian dé ra cac quyét
dinh Marketing. Ly do 12 méi trudng ép budc doanh nghiép thay ddi cac san pham hién
tai va dua ra cac san phdm moi ngay cang nhanh hon. Do viy, ho can iy thong tin
nhanh hon, nhiéu hon.

e Céc hoat dong Marketing ngay cang phuc tap hon, pham vi va dia ban ngay cang rong
hon do canh tranh ngay cang manh cing v6i xu hudng toan cau hoa. Do vdy, thong tin
Marketing ngay cang da dang, d6i tuong sir dung ngay cang nhiéu va dia ban rong hon.

e Mong doi ciia khach hang ngay cang cao, doanh nghiép ngay cang phai quan tim nhiéu
dén khach hang. Do vay, doanh nghiép ngay cang can nhiéu cac nghién ciru Marketing.

e Xu hudng hoi tu giira tin hoc va vién thong tao ra su dé& dang cho viéc thiét 1ap céc co
s& dit liéu 16n duoc ndi mang.

Mot hé théng thong tin duoc thiét ké va t6 chirc tot co thé cung cap cac ngudn thong tin
Marketing day du, tién loi v6i chi phi thap cho cac nha quan tri Marketing ra quyét dinh. Nang luc
luwu trit va truy cép thong tin ctia hé thong cho phép xir Iy va luu trit mot s6 luong 16n cac thong
tin. Trén co s& d6, cac nha quan 1y co thé kiém tra thuong xuyén két qua tiéu thu san pham, tinh
hinh bién dong cta thi truong...

2.1.3. M hinh H¢ théng thong tin Marketing

So d6 trén Hinh 2.1 mé ta cu trac cia mo hinh hé thdng thong tin Marketing ctia Doanh
nghiép, gdm 4 hé thong con trong hé thong thong tin Marketing. D6 1a:

e Hé théng bao cdo ndi bd (doanh thu, chi phi, san lugng, vat tu, tién mit. . 2.

e H¢ thong thu thap thong tin Marketing bén ngoai (théng tin bén ngoai doanh nghiép ,
bao gom thong tin doanh nghiép tu thu thap hoic mua bén ngoai).

e Hé thong nghién ctru Marketing (t6 chirc nghién ctru dé thu thap thong tin can thiét).

e Hé thong phan tich thong tin Marketing (ding cac phuong phap théng ké toan va may
tinh dé phan tich théng tin thu dugc).
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Hé thong théng tin Marketing
Cac nha . Panh gia HEAIU’U tl'fl' < > Hl\'z thlf)ng tin
quintri  [¢T¥ nhu chu thong tin arketing Mo
Marketing Théng tin bén trong bén ngoai trudmg
e Phan tich »+ 4 Marketing
N - Moi
e Lapke truong vi
hoach mo
e Thyc hién Phan phdi \ 4 A 4 - Mobi
o Kitm tra Théng tin HT phén tich Hé théng truong
x —p] A A
ho trg Qb nghién ctru Vimo
Marketing Marketing y

Céc quyét dinh va truyén thong marketing

Hinh 2.1. Hé thng thong tin Marketing

1) Hé thong bao cio ndi bd

Bit ky cong ty nao ciing c6 hé thong bao cao ndi bd. Pdi véi cac doanh nghiép nha nudce
nhu Tép doan BCVT Vi¢t Nam, theo phap 1énh théng ké, viéc thuc hién hé théng bao cdo ndi bo
1a bat budc. Cac béo cao di tir cip dudi 1én cdp trén, phan dnh cac chi tiéu tiéu thu cac san pham,
dich vu hang ngay, hang tuin, hang thang, hang quy, hang nim (dudi dang gia tri va dang hién
vat); chi phi, dau tu, cong ng, vat tu. ..

Nhiéu cong ty da xay dung Hé théng bao cdo ndi bd hoan chinh trén co sé tin hoc hoa, dam
bao kha nang luu trit mot khdi lwong théng tin 16n, dong thoi tién loi cho viée tim kiém va lay
thong tin.

2) He¢ thong thu thip thong tin Marketing bén ngoai

Heé thdng thu thap thong tin thuong ngay bén ngoai 1a tap hop cac ngudn tin va cac phuong
phép thu thap thong tin thuong ngay vé cac su kién tir méi truong kinh doanh cuia cong ty.

Céc ngudn tin thuong ngay bén ngoai rat phong phil. D6 1a cac thong tin ma cac chuyén
vién Marketing c6 thé thu duoc trén bao chi, tap chi, trén TV, trén céc trang Web. Tai Tap doan
BCVT Viét Nam, hang ngay c6 cac chuyén vién theo doi tin tirc khen ché ctuia khach hang trén cac
bao chi. Cac nhan vién thuong xuyén tiép xtic voi khach hang c6 thé thu thap dwoc nhiéu thong
tin bd ich tir cac khach hang qua giao tiép truc tiép voi ho. Céc dai 1y ciing 14 cac ngudn thong tin
Marketing quan trong. Cac chuyén vién Marketing chuyén trach vé thong tin ¢ thé dong vai cac
khach hang dén mua tai cac quay hang cua cac d6i thi, hodc du cac cude hop c¢b dong, cac cude
trién 1dm, noi chuyén voi cac nhan vién cta ho...Cudi cing, cong ty c6 thé mua tin tirc thong
thudng tir cac nha cung cip thong tin chuyén nghiép thudng ngay bén ngoai.

Dbi v6i cac thong tin ndy, vin d& quan trong 1a vin dé to chuc thu thap thong tin thuong
xuyén. Vi du nhu doanh nghiép c6 thé quy dinh ché d6 bao céo dinh ky cho cac nhan vién thuong
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xuyén tiép xuc voi khach hang, cac dai 1y phan phdi...Véi cac doanh nghiép 16n c6 doi ngii nhimg
ngudi thudng xuyén tiép xtic véi khach hang thi ddy 12 ngudn thong tin quan trong va chi phi thap.
3) Hé thong nghién ciru Marketing

C6 thé noi, nghién ctru Marketing 1a chia khod cho sy thanh cong ctia doanh nghiép. Bét ky
mot doanh nghiép nao theo dudi dinh hudng khach hang ciing can dén cac nghién ctiru Marketing
dé thyc phuong chdm ban nhitng thir ma khach hang can. Nghién ctru Marketing nham xac dinh
mot cach co hé théng nhitng tu lidu can thiét do tinh hudng Marketing dit ra cho cong ty, thu
thap, phan tich chung va bao cdo két qua. Nghién ctru Marketing c6 thé dugc thyuc hién bang hai
cach 13 ban than cong ty ty 1am lay hodc cong ty thué ngoai lam.

Céc cong ty nho thuong khong cé di nhan luc dé tién hanh cac nghién ctru Marketing cho
minh. Ho ¢6 thé thué sinh vién, gido vién cac truong dai hoc, hodc thué cac td chirc chuyén nghién
ctru Marketing thyuc hién theo yéu cau dit ra ciia cong ty.

Céc cong ty 16n thuong co du tiém luc dé to chic mot bd phan nghién ciru Marketing
chuyén nghiép. Nhu vay, cong ty sé chu dong trong nghién ctru Marketing.

Sau day 1a két qua cua mot nghién ciru 798 cong ty vé cac linh vuc nghién ctru Marketing
ma cong ty tién hanh (Hinh 2.2).

4) Hé thong phan tich thong tin Marketing

Heé thong phan tich thong tin Marketing 13 tip cac phuong phap phan tich, xir 1y thong tin
Marketing thu thap dwoc nham dua ra cic két luan can thiét cho qua trinh ra quyét dinh
Marketing. Hé théng nay bao gdm ngan hang thong ké va ngan hang mé hinh.

Ty 1& % cong ty tié
Linh vwe nghién ctru y‘ v Coﬁg y’ o
hanh nghién cuou

1. Quadng cao

» Nghién ctru dong co mua cua nguoi tiéu dung 48
» Nghién cut ndi dung quang céo 49
» Nghién ctru phuong ti€n quang cao 61
= Nghién ctru hiéu qua 67
2. Hoat dong thwong mai va phan tich hiéu qua Kinh té
= Du bao ngin han (Pén 1 nim) 85
* Du bao dai han (Trén 1 nam) 82
= Nghién ciru xu thé kinh doanh 86
» Nghién cuu chinh sach gia 81
* Nghién ctru chon dia diém nha may, kho, ctra hang... 71
= Nghién ctru thi trudng quéc té 51
= Hé thdng thong tin cho lanh dao 72
3. Trach nhiém cua cong ty
= Nghién ciru vin dé quyén duoc thong tin ctia khach hang 26
= Nghién ctru tic dong dén moi truong 33
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= Nghién ctru rang budc cua luat phap doi véi quang cdo va

khuyén mai. 51
4. Nghién ciru sain phim
= Nghién ctru san pham canh tranh 85
* Thir nghiém san pham 75
= Nghién ctru thiét ké bao bi 60
5. Ban hang va nghién cu thi truong
=  Po ludng tiém ning thi trudng 93
= Nghién ctru thj phan 92
=  Nghién ctru cac dac trung cua thi truong 93
* Phan tich tinh hinh ti€u thy 89
= Nghién ctru khuyén mai 52
= Nghién ctru kénh phan phdi 69
* Nghién ctu th nghiém Marketing 54

Ngdn hang thong ké 13 tap hop cac phuong phéap thong ké hién dai dé xir 1y cac thong tin
Marketing thu dugc, cho phép phat hién ra cac mdi quan hé phu thudc 13n nhau giita cac bién sd
duoc nghién ctru va xac dinh do tin cay théng ké cua cac két luan dat duge. Do 1a cac ngan hang
dir liéu, phuong phap phan tich hdi quy, phan tich twong quan, phan tich nhan t6...Qua xtr Iy
théng ké c6 thé thu duoc cac cau tra 101, chéng han nhu sau:

e Céc bién s co ban nao anh huong dén muc tiéu thy ciia san pham dang xét? Tam quan

trong ctia mdi bién s6 d6?

e Néu cong ty nang gia ban 1én 10%, thi doanh thu giam di bao nhiéu?

e Dy bao nhu ciu tiéu thy trong nim sau la bao nhiéu?

Ngan hang mé hinh 1a tap hop cac mo hinh todn hoc gitp cho céc nha quén tri Marketing ra
cac quyét dinh Marketing t6i wu. D6 1a cac md hinh tinh toan gia, mo hinh chon dia diém t6i uu,
mo hinh xac dinh ngén sach quang céo...

M6 hinh g6m mot tap hop cac bién s lién hé qua lai v6i nhau, m6 phong mot hé théng,
mot qua trinh thyc té nao do.

2.2. NGHIEN CUU MARKETING
2.2.1. Khai niém

Theo hiép hoi Marketing My, “Nghién ciru Marketing la qua trinh thu thép va phan tich c6
hé thdng cac thong tin (dit liéu) vé cac van dé lién quan dén cac hoat dong Marketing hang hoa va
dich vu”.

Ban chit cua nghién ctru Marketing 1a xac dinh mot cach co hé théng cac tu liéu can thiét
do tinh huéng Marketing dit ra cho cong ty, thu thap, xir Iy, phan tich chung va bao céo két qua.

Diéu quan trong ¢ ddy 1a thong tin phai duoc thu thap va phan tich mot cach c6 hé thong,
tirc 1a phai theo mét trinh ty logic nhét dinh, déng thoi phai dam bao tinh chinh xac, khoa hoc,
phan anh trung thuc thyc té.
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2.2.2. Muc dich cia nghién ctiru Marketing

Tu tudng cha dao ciia Marketing 13 ”Moi quyét dinh kinh doanh déu phai xuét phat tir thi
truong”. Mudn thyc hién duoc tu tudng chi dao nay thi phai co ddy du thong tin vé thi truong, vé

moi truong kinh doanh, tirc 13 phai nghién ctru Marketing dé:

Hiéu rd khach hang.
Hiéu r06 cac do6i tha canh tranh.
Hiéu 10 tac dong ctia mdbi truong dén doanh nghiép.

Hiéu 16 cac di€ém manh, di€m yéu cua ta.

Cén cu vao cac thong tin thu dugc qua nghién ciru Marketing, cac nha quan ly s€ vach ra

chién lugce, chinh sach kinh doanh phu hop nham vao thi treong muc tiéu.

Nghién ctru Marketing khong chi hd trg cho cac quyét dinh Marketing ¢6 tinh chién thuat

va chién lugc, ma con dugce dung dé xac dinh, gidi ddp mot van dé cu thé nhu: tim hiéu phan ung

cua nguoi tiéu dung ve gid ca mat loai san pham, vé mot loai bao bi madi hay vé hi¢u qua ciia mdt

chuong trinh quang céo.

Sau day la cac loai nghién ctru Marketing thuong duoc tién hanh:

Nghién ctru thi truong: Nham tra 101 cac cau hoi ve tiém nang thuong mai cua thi
truong.

Nghién ctru vé san pham: Nham tra 101 cac cau hoi vé kha nang chap nhan san pham cua
cong ty, v€ cac san pham canh tranh, vé phuong hudng phat trién san pham cua cong
ty.

Nghién ctru phan phoi: Nham gidi dép cac van dé ve to chirc, quan 1y kénh phan phoi.
Nghién ctru quang cdo: Nham gidi dédp cac van dé vé hi¢u qua quang cao, vé chon
phuong tién quang cdo, veé ndi dung quang cao.

Nghién ctru dy bao: Nham giai dap cac van dé vé du bao nhu cau ngan han (1 nam), du
bao trung han va dai han (tir 2 ndm tré lén)

Vidu: Céc ndi dung nghién ctru v€ quang cao co thé la:

Nghién ctru dong co mua cla nguoi ti€u dung

Nghién ctru tam 1y : tdm ly gia dinh cta nguoi Viét Nam
Nghién ctru lya chon phuong tién quang cao

Nghién cttu chon ndi dung quang céo

Nghién ctru hi¢u qua cua quang céo

Vi du: Nghién ctru thi truong di€n may Viét Nam nam 2006

Thi truong dién may Viét Nam hién nay (ndm 2006) dang trong thoi ky tang trudng véi

tbc d0 cao va tiém ning 16n. Theo cong ty nghién ciru thi truong GfK, thi truong dién may Viét

Nam c¢6 hai phan khuc rd rét, d6 1a dong tiéu dung dap ng nhu ciu can thiét cta nguoi ¢ thu

nhap dudi trung binh, va dong tiéu ding thay thé v6i nhu cau cao hon ciia ngudi co thu nhap tir

trung binh cao tr¢ 1én.
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Ca hai dong nay, ciing theo GfK, tao nén sirc ting trudng cao cua thi truong dién may. S6
lidu cia GfK cho biét, chi méi co 25-30% sb ho gia dinh c6 ti lanh va 10-15% c6 may giat, con
) qua thép s0 voi cac nudce trong khu vuc va dac biét 1a véoi dan s6 hon 80 triéu nguoi Viét Nam.

Vi sb liéu nay, danh gia ciia GfK cho rang nhu cau mua sim nhirg mat hang dién may nay
rat 16n v6i phan khic mua sdm thiét yéu. Trong khi d6, 75-80% sb ho gia dinh Viét Nam déu c6 tivi
lai tao ra thi truong thay thé san phim cong nghé cao hon duge cho 1a ¢6 téc do ting truong cao hon
bén canh thi truong nhu ciu thiét yéu cia 20-25% ho gia dinh con lai chura ¢ may thu hinh.

Chién dich giam gia ma cac hang dién tir tryc tiép va gian tiép dang thuc hién khuyén
khich ca hai dong phan khic, tao co hoi cho nguoi tidu ding ao udc cb6 mot chiée ti lanh hay may
gidt ¢6 thé thyc hién udc mo. Con nhitng ngudi cd thu nhdp cao trang bi thém san pham dién ti,
dién lanh cong nghé mai.

2.2.3. Qua trinh nghién ciru Marketing

Qua trinh nghién ctru Marketing bao gdm 5 giai doan (5 budc) nhu duoc mé ta trén Hinh
2.3. Chung ta s& tim hiéu ndi dung cac budc trong qué trinh nghién ctru Marketing do.

1) Phat hién van dé va hinh thanh muc tiéu cin nghién ciru

Phat hién dung véan dé tirc 1a da giai quyét dugc mot nira. Néu phat hién van dé sai thi cac
phuong phap nghién ciru ciing lac hudng, dan t6i ton kém vo ich. Mit khac, nhiéu khi cac van dé
dang 4n ndu ma ta c6 thé chua biét, néu khong dugc phat hién s& dan dén cac hau qua 16n. Chang
han trong nam 2001 doanh thu ctia Tap doan Buu chinh vién thong ting, dat 120% ké hoach. Tuy
nhién nghién ciru chi tiét cho thiy mic du doanh thu ting, nhung thi phan giam, tirc 1a Tap doan
bi mét thi phﬁn vé tay cac dbi thi canh tranh méi.

Phat hién van dé va hinh thanh
muc tiéu nghién ctru

\7
Xay dwng ké hoach nghién ctru

\7
Thu thap théng tin can thiét

Phéan tich théng tin thu thap duoc

Trinh bay két qua thu thap duwoc

Hinh 2.3. Qua trinh nghién ctru Marketing
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Nhu vay, muc tiéu nghién ctru 1a phat hién van dé va giai quyet van de. Néu van dé da ton
tai r0 rang, thi muc ti€éu nghién ctru 1a gidi quyét van de.

Trude khi dua dich vu DataPost ra thi trudng, cong ty VPS phai tién hanh nghién ctu thi
truong. Van dé chung can phai tra 11 1a cong ty ¢6 nén dea vao khai thdc dich vu ndy khong? Pay
chinh 14 myc tiéu nghién ciru. C6 thé chia nho muyc tiéu chung nay thanh cac muc tiéu nho — cac
van dé sau:

Nhu cdu thi trudng ddi voi dich vu nay 1a bao nhiéu?

Khach hang mong muén cac dic trung bd sung thém gi cho dich vu nay?
St dung céac kénh phan phdi nao cho dich vy nay?

Cong nghé s& thay dbi nhu thé nao trong 5 nam t6i?

Tinh hinh canh tranh s€ ra sao trong 5 nam t6i?

Nhu vy, tir myc tiéu nghién ctru chung ta chia thanh cac muc tiéu nho, cu thé hon.

Ngudi ta phan biét 3 loai nghién ciru sau, mdi loai nghién ctru ¢6 muc tiéu cta minh:

Nghién ctru kham phé (exploratory research): ¢6 muc tiéu thu thap dit liéu ban dau dé
lam sang to ban chét thuc ciia vin d& va goi ¥ cac gia thiét hay cac ¥ tuong méi. Can co
cac nghién ctru tiép theo dé khing dinh cac gia thiét, ¥ tuong.

Nghién ctru mo ta (descriptive research): c6 muc ti€u xac dinh do 16n cua céc chi tiéu
nao do6. Vi du nhu bao nhiéu nguoi sé sir dung dich vu DataPost voi mirc gia...Tang chi
phi khuyén mai EMS 1én 20% thi doanh thu ting 1én bao nhiéu?

Nghién ctru nhan qua (causal research): ¢6 myc tiéu kiém tra mdi quan hé nhan qua cia
cac hién tuong nao d6. Thuong thi co mbi lién hé rang budc gilra cac hién tuwong nao do
ma su thay ddi cua mot hién tuong nay dan dén su thay ddi cua hién tuong kia. Vi du
mdi quan h¢ gitra thu nhap quéc dan trén dau nguoi va mat do dién thoai trén 100 dan.

2) Xay dung ké hoach nghién ctru

Pay 1a giai doan thir 2 ctia qua trinh nghién ctru Marketing. Trudc khi quyét dinh nghién
clru ciing can phai biét 15 chi phi can thiét cho nghién ciru. K& hoach nghién ctiru Marketing bao
g6m nhimng ndi dung sau day (Xem hinh 2.4.):

1 Nguén dit liéu can thiét Dir liéu so cép; dir liéu thir cép

2 | Phuong phép nghién cuu Quan sat, diéu tra, thi nghiém, nhém tap trung

3 | Céc phuong tién nghién ctru Bang cau hoi; Cac dung cu hd trg

4 | Ké hoach chon mau Pon vi mau, C& mau, thi tuc chon mau

5 | Phuong phap tiép can bién thoai, thu, tiép xuc truc tiép voi nguoi dugc hai.

Hinh 2.4. K& hoach nghién ctru Marketing

3) Luwa chon ngudn dir liéu cén thiét

Ta c6 thé chia dit liéu nghién ciru Marketing thanh hai ngudn:

a) Nguon dit liéu thir cip

Dit liéu thir cap (cdp 2) 1a nhitng dit liéu da thu thap truéc ddy vi muc tiéu khac, nhung
hién nay ta van c6 thé st dung duoc. Ngudn dit liéu nay bao gom:
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o Nguon dir liéu bén trong doanh nghiép: Cac bao cio tai chinh, bao cao két qua hoat
d6ng san xuat kinh doanh dinh ky (hang thang, hang quy, hang ndm); théng ké don thu
khiéu nai cua khach hang; cac bao céo nghién ciru Marketing trude do.

o Nguon dir liéu bén ngodi doanh nghiép: Ngudn nay rat da dang, tir cic an pham, cac
nghién ctru cua Nha nudc, cua cac to chirc qudc t& nhu Ngan hang thé gisi (World
Bank), Té chirc thuong mai thé gi¢i (WTO), Lién minh vién thong thé giéi (ITU), Lién
minh buu chinh thé giéi (UPU); Trung tdm thuong mai thé gidi; cac ngudn thong tin dai
chung (nién giam thdng ké, bao, tap chi, Internet...).

Céc ngudn dit liéu thir cip san c6 trong doanh nghiép va phan anh nhidu mit qua trinh hoat
d6ng san xuat kinh doanh ciia doanh nghiép. Cac ngudn thong tin bén ngoai ciing rit phong pht.
Nguon dit liéu thir cp thuong ré tién, dé thu thap va chap nhan duoc. Do vay, nén tdn dung ngudn
dit liéu thir cép. Khi nao khong du dit lidu thir cap can thiét cho nghién ctru thi méi nén tim kiém
dir lidu so cap. Thong thuong, dir lidu thir cdp chiém dén 80% nhu cau dir liéu cho mot nghién ctru
Marketing. Tuy nhién, can luu ¥ tinh thoi sy va d chinh xac cia di liéu thir cap.

b) Nguon di liéu so cdp

Dir liéu so cdp (cap 1) 1a nhimg dit liéu dwoc thu thap lan dau cho mot muc tiéu nghién ctru
nao d6 cua Doanh nghiép. Khi nghién ciru cac van dé mang tinh dic thu ciia doanh nghiép thi phai
can dén céac thong tin so cap.

4) Thu thap dir liéu

Thu thap dit lidu 14 giai doan ton thoi gian va kinh phi nhét, dong thoi ciing d& méc sai 1am
nhat. Nhimg kh6 khan thuong gip trong qua trinh thu thap di liu 1a:

e Kha ning tiép can truc tiép v6i nhitng ngudi can thiét dé thu thap dir liéu

e Kha ning thuyét phuc khach hang tham gia cung cap dit liéu

e Do tin chan thyc cua cac dit liéu ma khach hang cung cap

e Do chan thyc khong thién vi cua nhimg nguoi tham gia thuc hién phong van

Dé thu thap dir liéu chung ta c6 thé dung cic phuong phap khic nhau duoc mo ta trong
muc 2.2.5.

5) Phan tich thong tin thu thap dugc

Pay la giai doan xir Iy cac dir liéu da thu duoc dé co duoc cac két qua nao d6. Bé xu 1y dir
liéu, nguoi ta ding cac phan mém thong ke, cac md hinh du béo khéc nhau.

6) Trinh bay két qua thu dwoc

Céc két qua thu duoc can phai trinh bay rd rang, mach lac va theo cac yéu cau dit ra dé bao
cao cép trén.

2.2.4. Cac phuwong phap thu thip dir liéu
C6 nhiéu phuong phap khac nhau dé thu thap dir liéu. Ngudi ta c6 thé chia thanh hai loai.
D6 13 phirong phdp ban gidy va phwong phdp hién truong.

e Phuong phap thu thap dit liéu ban gidy 13 phuong phap thu thap cac dir liéu sdn c6 bén
trong va bén ngoai cong ty, tic 1 dit liéu thir cap. Tuy nhién, bang cac phuong tién vién
thong hién dai nhu web, e-mail, dién thoai, may ghi hinh ndi mang..., nguoi nghién ciu
c6 thé tiép can gian tiép v6i d6i tugng can nghién ciru dé thu thap ca dit liéu so cap.
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Nhu vy, nguoi thu thap dit liéu c6 thé ngdi tai van phong dé tim kiém dix liéu thir cdp
va so cdp. Trong thoi dai Internet thi phuong phap nay dé& thuc hién. Tuy nhién, hién
nay ¢ Viét Nam cac nguodn dit liéu thir cAp con nhiéu han ché.
e Phuong phép hién truong bao gdbm nhidu hinh thirc khac nhau dé thu thap dir liéu so
cap. Do 1a cac phuong phap:
1) Phwong phap quan sat

Phuong phép quan sat (Observational Method) 14 phuong phap thu thap dir liéu so cip vé
khach hang, vé cac ddi thii canh tranh bang cach sir dung ngudi hodc may moc dé ghi lai cac hién
tuong, hanh vi cua khach hang, ctia nhan vién cong ty, va cia cac dbi thi canh tranh. Myc dich
cua quan sat 1a ghi lai hanh vi, 161 ndi cua nhan vién, cua khach hang khi ho & cac noi giao dich
v6i khach hang. Sau khi quan sat thiy mot hanh vi nao d6 cia khach hang, ta c6 thé phong van ho
dé biét thém thong tin vé hanh vi 6. C6 thé thuc hién cac quan sat bang mat, bang may ghi am,
ghi hinh...Vi du nhu quan sat hanh vi cta khach hang khi ho budc vao buu cuc, cira hang, diém
phuc vu; khi ho xem mdt quang cao; nghe ho binh luan vé chat lugng hang hoa, dich vu, thai do
phuc vu ctia doanh nghiép, ctia cac d6i thu canh tranh. Tai cac siéu thi, cic may quét laze giup cho
viéc thong ké cac loai hang hoa duoc tiéu thy trong ngay nhanh chong. Ngudi nghién ciru cb thé
dong vai mot khach hang bi mat && quan sat hanh vi, phong cach cua ngudi ban hang cua cong ty
hodc cta cac ddi thu canh tranh.

Phuong phép quan sat cho ta két qua khach quan. Tuy nhién, kho khin dbi voi phuong
phap nay 1a khong thdy duoc mdi lién hé giita hién tuong va ban chét ciia nd. Mudn vy nguoi ta
phai tién hanh quan sat nhidu lan dé tim ra quy luat.

Khi quan sat can gitr bi mat dé dam bao tinh khach quan. Néu khach hang biét ching ta
quan sat thi hg s€ khong trng xtr hanh vi mét cach khach quan.

2) Phwong phap phong vin

Phuong phép phong van (Interview Method) 1a phuong phap thu thap dit liéu so cap bang
cach phong van cac dbi tuong duoc chon. Pay 1a phuong phap duy nhat dé biét dwoc ¥ kién, du
dinh cua khach hang. Tuy nhién, phuong phép phong van ciing c6 cic nhuge diém nhat dinh. D6
1a chi phi cao, ton kém thoi gian va nhiéu khi nguoi duge phong van khong tra 10i hodc tra 1oi
khong trung thuc (ddc biét d6i véi ngudi chau A).

Phong van c6 thé duoc tién hanh bang cach phdng van truec tiép ca nhin, phong van tai noi
céng céng, phong vin nhém tdp trung, phong vin qua dién thoai va phong vin qua thi. Mi
phuong phép nay ciing ¢ cic ru nhuge diém riéng.

a) Phong van trec tiép cd nhan

Trong phuong phap phong van ca nhan (Personal Interviews), ngudi phong van va nguoi
dugc phong van gip g& truc tiép. Phuong phap nay co tinh linh hoat cao hon so véi cac loai
phong van kia, vi ngudi phong van c6 thé thay d6i cach hoi hodc giai thich thém néu nguoi duge
hoi chua hiéu 1& cau hoi. Phong vén truc tiép c6 kha ning thu dugc nhiéu dit liéu hon ngoai bang
ciu hoi ma khach hang tra 101, boi vi ngudi phong van c6 thé quan sat dé thu dugc thém dit liéu vé
ngudi duge phong vin qua ngdn ngit khong 10i (nha ctra, thai do, hanh vi, trang phuc...). K§ ning
phong vén, k§ nang giao tiép, thuyét phuc s& quyét dinh dén chat lugng va sé luong thong tin thu
duoc.

b) Phong van tai noi cong cong
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Phong van tai nha ngudi dugc phong van dan dén kho khan gip mat ho, dong thoi chi phi
cao. Do viy, thong thudng ngudi ta tién hanh phong van gip ngau nhién tai cac trung tim tap
trung dong nguoi nhu cac trung tim thuong mai, tai cac quay giao dich.

Phoéng van tai noi cong cong (Public Interviews) yéu cau phai thyc hién nhanh dé tranh lam
phién khach hang. Do vy ndi dung phong van phai ngin gon. Ngudi phong van ciing phai ¢6 ky
nang tiép can va thuyét phuc khach hang cong tac.

Phong vén tai noi cong cong co thé tién hanh nhanh, chi phi ré, dé kiém tra. Nhugc diém
ctia phuong phap nay 1a kho khan trong viée tiép can, thuyét phuc khach hang trong khi ho dang
di lai hodc lam viéc khach. Tinh ngau nhién ctia mau ciing cé thé khong dugc dam bao.

¢) Phong vin nhém tap trung

Trong phuong phap phong van nhom tap trung (Focus-group Interviews), nguodi phong van
s& gip g& voi mot nhom khach hang tir 4 dén 10 ngudi trong mot bau khong khi gn giii, than
thién. Cac cau hoi mé duge sir dung dé khuyén khich khach hang ty do thao luan van dé duoc dat
ra. Ngudi phéng véan cé thé dat cc cau hoi lién tiép dé hiéu sau hon thai do cua khach hang vé
mot van dé. Muc dich cta phuong phap phong van nhom tap trung 12 nham dua ra cac khai niém,
gia thiét ma sau d6 s& dugc kiém tra qua cac tham do trén pham vi 16n hon. Phuong phap nay
ciing dugc dung dé tim hiéu sdu hon vé hanh vi cta nguoi tiéu dung.

Nhin chung, phuong phap phong van truc tiép ¢6 nhuge diém 1a chi phi cao, thoi gian kéo
dai, ngudi phong van phai c¢6 kinh nghiém dan dit, goi mé cac van dé khac nhau trong qua trinh
thao luan.

d) Phong vin qua dién thoai

Phuong phap phong van qua dién thoai (Telephone Interviews) tiép can véi khach hang
bang phuong tién dién thoai. Vi su hd tro cua cong nghé thong tin va méy tinh, kha ning cia
phuong phép nay duoc mé rong. Nho su hd tro ndy, viéc quay sb dién thoai ¢ thé duoc thyuc hién
ngiu nhién, cac ciu tra 1oi co thé duge luu trir véi dung luong 16n. Uu diém ciia phong van qua
dién thoai 1 kha nang tiép can nhanh khong phu thudc vao khoang cach, chi phi thap, thoi gian
ngan, dé quan 1y. Nhuoc diém cua phuong phap nay la khong phu hop véi cac phong van c6 noi
dung dai, khong quan sat dugc hanh vi ctia khach hang. Ngoai ra, cac s6 dién thoai dugc in trong
danh ba c6 thé d3 lac hau vao thoi diém phong van; mot sb ho gia dinh khong c6 may di¢n thoai
hodc c6 dién thoai nhung khong dang ky vao danh ba.

e) Phéng vin qua thie

Phong van qua thu (Mailing Interviews) dugc thuc hién bang cach guri bang cau hoi
(Questionnaire) cho khach hang qua buu dién. Nguoi nhan chi can danh dau vao cac cau hoi trong
bang va ciing s& giri lai qua buu dién. Phuong phap phong van ndy c¢6 cac wu diém nhu sau. Thir
nhit, do khong tiép xuc mat d6i mat véi nguoi phong van nén nguoi tra 16i (vo danh) khong bi
lang tung, két qua phong van khong bi thién léch. Thir hai, chi phi phong van thip hon nhiéu so
v6i phong van truc tiép, do vay phit hop cho cac phong vén trén pham vi toan qudc. Nhuoc diém
ctia phuong phap nay 1a thoi gian kéo dai (tir 3 dén 4 tuan). Ciing c6 thé thuc hién phong van qua
e-mail.

Do mdi phuong phap thu thap dit liéu c6 cac vu diém va nhugc diém riéng. Do vay, ngudi
ta thudng két hop cac phuong phap thu thap dir liéu khac nhau.

3) Phuong phap thuc nghiém
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Phurong phdp thire nghiém (Experimental Method) nhdm tao ra diéu kién nhan tao dé xac
dinh két qua khi ta thay d6i mot bién s6 nao d6 trong khi giit nguyén cac bién sd khac, tic 1a
kham pha ra méi lién hé nhan qua ciia hai bién s6 nao dé hodc kiém chimg cdc gia thiét dat ra.
Chang han, khi ta thay dbi gia (ting, giam) va mudn biét anh hudng cia quyét dinh d6 dén sirc
mua cua khach hang. Hoac khi ta mubn thir nghiém mot san ph'flm moi, mot cach dong goi, bao bi
méi, mdt quang cao méi dé xac dinh phan umg cia khach hang. Phwong phdp thire nghiém phu
hop v6i loai nghién citu nhdn qua, tic 1a nghién ctru tic dong ciia mot bién sd nao d6 dén mot
bién s6 khac, vi du su thay dbi vé gia, hay su thay d6i vé bao bi anh hudng nhu thé nao dén stc
mua ctia khach hang. Sau day 14 tém tat mot s6 muc tiéu ctia phuong phap thuc nghiém

e Kham pha mdi lién hé nhan qua giita 2 dai lugng

e Kiém ching mot gia thiét nao dé

e Thitr nghiém san phim méi

e Thir nghiém cac chién luoc Marketing médi (bao bi méi, gia méi, quang cdo méi...).

Két qua thuc nghiém dwoc quan sat, hay nguoi tham gia duoc phong van dé nguoi nghién
ctru biét duoc phéan g cua ho, va dir liéu dugc ghi chép cAn than dé phan tich.

Nhuoc diém cia phuong phap thuc nghiém 13 chi phi cao, dong thoi khé kiém soat anh
hudng cua cac nhan té ngoai lai.

2.2.5. Phwong phap chon d6i twong diéu tra

Trong phuong phép nghién ctru hién truong, ching ta phai quyét dinh lya chon déi twong
can diéu tra nhu thé nao? Chung ta ¢ thé diéu tra toan bd ddi tugng can quan tdm, hodc diéu tra
mot mau duge chon ra tir do, tac 1a mot bod phan nao do trong sb cac dbi tugng khach hang ma
chung ta quan tam. Chung ta s& tim hiéu hai cach diéu tra nay.

1) Diéu tra toan bd

Néu s6 luong khach hang ma ching ta quan tam khong 16n thi chung ta c¢6 thé diéu tra toan
bd. D6 1a truong hgp nhitng khach hang 16n tai mot dia phuong. Day 1a nhom khach hang quan
trong ctia cong ty nén can tiép xuc truc tiép, thuong xuyén theo mot lich trinh nhat dinh. Nhing
thong tin sau mdi lan gip g& voi cac khach hang 16n can duge ghi chép day du, hé thong. Ciing
can 1ap ho so khach hang 16n dé theo dai.

2) Piéu tra chon miu

Diéu tra chon miu duoe str dung khi lugng khach hang quan tim c6 s6 luong 16n. Trong
truong hop nay néu diéu tra toan bo thi chi phi s& cao, thoi gian s& kéo dai va ciing khong can
thiét.

Phuong phap chon miu c6 co s& khoa hoc 1a phuong phap thong ké toan hoc. Theo Iy
thuyét théng ké, viéc nghién ciru thong tin thu duoc tir mot mau ldy ra tir mot dam dong cin
nghién ciru c6 thé cho phép ta suy ra cac két luan twong dbi chinh xac vé cac tinh chit nao do6 cua
dam dong. D9 tin cay cua cac két luan tuy thudc vao tinh dai dién cia mau dugc chon, tic 1a phu
thugc vao phuong phap chon miu va sé luong cac phan tir miu dugc chon. Cé thé st dung cac
phuong phap chon mau sau day:

a) Chon mau ngau nhién

Theo phuong phap nay thi mdi phan tir cia ddm dong duge chon ngiu nhién vao mau. Nhur
vay bat ky phan tir nao cuia dam dong ciing c6 xac suat nhu nhau dé duoc chon vao mau. Phuong
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phéap nay cho chung ta kha nang tinh dugc do tin cay cua céac két luan cho dam dong dugc rut ra
tir cac két qua nghién ctru trén tap hop mau.

Diéu kién 4p dung phuong phap chon mau ngiu nhién la ddm déng can nghién ciru phai c6
tinh dong déu vé cac dic tinh can nghién ciru. Vi du d6 1a dam dong cac doanh nghiép nho, dam
dong 1a sinh vién cac truong dai hoc tai Ha ndi.

b) Chon mdu ngdu nhién phdn tang

Khi ¢dam d6ng khong c6 tinh dong déu vé dic tinh cin nghién ciru thi trudc hét ta can chia
dam dong d6 ra thanh cac nhoém dong déu theo cac didc tinh can nghién ciru. Sau d6 tir mdi nhom
dong déu d6 ta lai chon ra mot mau theo phuong phap chon ngau nhién. Viéc chia dam dong can
nghién ctru thanh cac nhom dong déu ciing gidng nhu viée phan doan thi truong.

Mot van dé can tra 1oi 1a kich thuéc miu bao nhiéu thi vira. RS rang la kich thudc mau
cang 16n thi do tin cay cua cac két ludn cang cao, nhung dan dén chi phi cao. Do vdy, can phai
tinh toan ¢& mau sao cho dam bao dd tin cdy cho trudce. Cach tinh toan nay c6 thé tham khao & cac
gi4o trinh thong ké.

2.2.7. Phiéu diéu tra

Phiéu diéu tra (Bang cau hoi - Questionnaire) 1a mot cong cu thuong duoc ding dé ghi
chép céc y kién ciia khach hang trong phuong phap phong véan. Phiéu diéu tra 1a mot bang cac cau
hoi ma nguoi duoc phong van can tra 10i. Viée bién soan mot bang cau hoi phut hop 1a mot van dé
quan trong trong phuong phap ndy. Cac cau hoi phai dugc dit rd rang, tranh hiéu nham, tranh
nhing cau hoi t€ nhi kho tra 16i.

C6 hai loai cau hoi 1a cau hoi dong va cau hoi mo. Cac cau héi dong néu ra cac phuong an
tra 101 (vi du ding, sai?), nguoi dugce hoi chi viée lya chon mét trong cac phuong an d6. Cau hoi
md cho phép ngudi duge hoi co thé tra 16i theo ¥ riéng cua minh, khong bi rang budc, do vy cau
hoi m& phi hop véi giai doan nghién ciru tham do dé biét xem khach hang suy nghi gi?

Do tin cay cua cac cau tra 10i 1a van d& ma ngudi phong van khong kiém tra duge. Ly do 1a
ngudi phong vin khong biét 1a cau hoi c6 dugc hiéu ding hay khong? Ngudi tra 161 ¢6 phai 1a chi
ho hay khong? Mot nhuoc diém nita ciia phuong phap nay 1a sé cac thu tra 101 thuong khong cao,
khoé dam bao tinh ngu nhién cia mau duge chon. Do vay, nguoi phong van can ¢ cac bién phap
khuyén khich khach hang tra 10i.

Nhiing sai lam thuong gap khi soan thao Phiéu diéu tra la:

e Cau hoi ma nguoi duge hoi khong c6 kha nang tra 101: “ V¢ anh thich kem gi?”

e Cau hoi ma nguoi dugc hoi khong mudn tra 10i: “C6 bao nhiéu tudi?”

e Cau hoi ma nguoi duge hoi khong thé nhd: “Nam qua anh di viét bao nhiéu 14 thu?”

e Cau hoi c6 cac tir nglr khong 16 : “Anh c6 thuong goi dién thoai khong? Khai ni¢m
“thudong” & day khong xac dinh (thé nao 1a thuong?)

e Cau hoi té nhi, khé tra 10i: ”Thu nhap cta anh bao nhiéu mot thang?”. Trong trudng hop
nay nén hai : “khoang tur 1 tri¢u dén 2 triéu hay tur 2 triéu dén 3 triéu...”

Vidul:
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Vi DU: PHIEU PIEU TRA KHACH HANG BUU PIEN

Dia diém phong van : Ma sé KV: [][]
Ho tén ngudi phong van:

Ngay phong van:

Ho tén ngudi duoc phong van: Nam [] ntt [
Dia chi : Co quan: DT:

Nha riéng: bT:

Bén cdu hoi nay dung dé nghién ctru mirc do sir dung va hiéu biét cia Ong/Ba vé mot sb
dich vu Vién thong. Chung t6i danh gia rat cao nhitng nhan xét va y kién dong gop quy bau cua
Ong/Ba. Chung t6i xin bao dam rang cac thong tin tra 161 s€ duoc gitt bi mat. Be ching t6i co6 thé
phuc vu khach hang tot hon xin Ong/Ba vui long tra 161 mot s cau hoi sau.

Cau 1. Hién nay Ong/Bé c6 st dung dién thoai ¢6 dinh tai nha khong?

a). Co /khong str dung:
1. Co ] 2. Chua str dung ]

b). Ly do chua st dung:
1. Chua ¢ nhu ciu
2. Gia lap dit cao

3. Cudc thué bao cao

OO0 Ooad

4. Thu nhap con han ché
5. Pa dé nghi nhung buu dién chua lip O

Cau_2. Trong tuong lai Ong/Ba c6é mudn lip dat dién thoai tai nha khong?

a) Co: 1: Trong nam 2000 n
2: Nam 2001 n
3: Sau nam 2001 ]
4: Chua nghi dén ]

b). Muc dich lap dat dién thoai cia Ong/Ba cha yéu dé lam gi?
1. Kinh doanh, buén ban ]
2. Lién lac gia dinh, ban be O]
3. Pap tmg yéu cau khan cap khi ¢6 viéc can. []

Cau_3. Hién nay Ong/Ba c6 sir dung dién thoai di dong khong?
a). Co st dung:
1. Loai tra trude (Prepaid card): [ 2. Loai trd sau: []
b). Chua sir dung vi:
1. Chua c6 nhu cu
2. Cudc hoa mang cao

3. Cudc thué bao cao

OO 0od

4. Thu nhap con han ché
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Ciu_4. Trong twong lai Ong/Ba c6 mubn st dung dién thoai di dong khong?
1. C6 néu gia thué bao va cudc thong tin giam =
2. C6 néu c6 nhu cau O
3. Chua biét O
4. Khong OJ
Ciau_5. Xin Ong/Ba cho biét nghé nghiép nao sau diy gan v4i nghé nghiép ciia Ong (ba)
nhat?
Nhan vién co quan HCSN
Nhan vién doanh nghi¢p NN
Nhan vién doanh nghi¢p khac
Ho kinh doanh
San xuét nho
Buon ban nhé
V& huu, ndi tro

Nong dan

S R U S e
OO0 ooooodaod O

Sinh vién, hoc sinh
10. Khac (ghi r9)....
Ciu 6. Xin Ong/Ba cho biét ngudn thu nhap chinh cta gia dinh 1a tir hoat dong nao?

O

1. Luong CNVC Nha nudc O
2. Luong nhan vién doanh nghiép ([
3. Kinh doanh bu6n ban O
4. Tréng trot, chan nuoi I
5. Nghé tha cong O
6. San xuét nho O
7. Ngudn khac O
Céu 7. Xin Ong/Ba cho biét thu nhap binh quéan hang thang cuia gia dinh?
1. fthon 500.000 O
2. Tir 500.000 dén 1.000.000 O
3. Trén 1.000.000 dén 2.000.000 O
4. Trén 2.000.000 - 3.000.000 O
5. Trén 3.000.000 - 5.000.000 -
6. Trén 5.000.000 O

Ciau 8. Xin Ong/Ba cho biét hién nay c6 sir dung may tinh (PC) tai nha hay tai co quan
khong?
a). Co/6nha [0 b). Cd/tai co quan L1 ¢). Khong sir dung O]
Cau 9. Ong/Ba d3 bao gio sir dung dich vu Internet/ email chua ?
1. ba str dung L] 2. Chua st dung 0
Cau 10. Trong twong lai Ong/Ba c6 mong mudn sir dung Ineternet/email khong?
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a). Co b). Khong
1- Vi can cho cong viéc O 1- Vi chua biét. [
2- Vi mudn hoc/ tim hiéu [ 2- Vi khong c¢6 nhu cau [
3- Dé giai tr ] 3- Vi han ché vé kinh t& [
Ciu 11. Theo Ong/Ba hinh thirc khuyén mai nao 1a hip dén nhat trong cac hinh thirc sau?
1.  Quatang co gia tri O 4. Tra gop Ol
2. Xosb O 5. Hinh thtrc khéc.... O
3. Giam gia lp dat L

Cau 12. Xin Ong/Ba cho biét danh gia ciia Ong/Ba vé chét lugng phuc vu cta buu dién
hién nay ?

1. Tét ]
2. Binh thuong O
3. Chua tot O
Tai Sao?...........

Ciu 13. Xin Ong/Ba déng gop y kién dé buu dién phuc vu khach hang tot hon ?
Vidu2:

Theo diéu tra ciia Taylor Nelson Sofres — mot cong ty nghién ctru thi truong, Viét Nam
dang c6 mot 16p nguoi tiéu dung ¢ thu nhap cao nhét trong xa hoi, chi yéu sdng & cac  thanh
phé 16n. Ho chiém 37% dan sb tai cac thanh phd, 3% trong s6 d6 c6 thu nhdp kha cao. Ciing theo
didu tra cua Coéng ty, thi 10p ngudi méi chiém 5% dan sb, véi thu nhdp trung binh
350USD/thang/hd. Vé ty 1é chi tiéu cac khoan khéc nhau, ho chi nhiéu cho giai tri, du lich, thé
thao va dau tu cho gido duc con cai. Trong phong cach mua siam, ho thich hang hiéu hon 13 in
chic mic bén. Cach nhin cudc sdng ctia nhitng ngudi ndy 13 gan chit voi truyén thng, ton trong
ngudi gid. Strc khoé quan trong hon tién bac. Phu nit phai tham gia vao cac cong viéc xa hoi. Ho
mudn 1am viéc cham chi vi thé hé sau. Ho cho rang dau tu nuwdc ngoai trong nhing nim qua da
gitip ting cudng chét lugng cudc séng clia ngudi Viét Nam.

Mot diéu tra khac dugc cong bd cho thay hién 70% lan mua sim & VN 1a do phu nit quyét
dinh, trong khi d6 65% viéc ludt trén mang Internet 1a do nam gidi thyc hién. Nguoi ti€u dung
VN van c6 théi quen an trong cac quan com binh dan, lang thang ngoai phd mua sim, nhung
dimg dé xem nhiéu hon mua. Ho coi thé thao 13 hinh thirc thu dan phd bién. C6 43% 16p nguoi
tiéu dung mudn di du lich nudc ngoai, 39% trong sé nhitng ngudi ndy mudn ¢ xe hoi va 30% sd
nhiing nguoi ti€u dung méi mudn ¢ may tinh ca nhéan loai hién dai.

Két qua diéu tra cling dwa ra mot 1oi khuyén céo can thiét cho cac cong ty khi tiép thi vdi ngudi
tiéu dung. Can ting cuong ning cao chat lwong san pham, va khi quang cdo, tiép thi hang hoa,
dich vu dén nguoi tiéu dung thi hiy thé hién phong cach gian di, tinh té thi s& c6 hiéu qua hon.
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CAU HOI ON TAP VA THAO LUAN

34

1) MO ta khai quat hé thong thong tin Marketing va chtrc ning ctia n6 (*).

2) Phan tich nhu cu can thiét mot hé thong thong tin Marketing dbi véi doanh nghiép.

3) Trinh bay va phén tich cac thanh phan cau thanh mo hinh hé théng thong tin Marketing (*).

4) Muc dich cua nghién ctru Marketing? Phan biét gitta nghién ctru thi truong va nghién ctru
Marketing?

5) Trinh bay cac phuong phap nghién ctru Marketing? (*)

6) Trinh bay cac phuong phép chon dbi twong diéu tra (*)

7) Cac giai doan trong qua trinh nghién ciru Marketing?

8) Dé hiéu 1d khach hang, cac doanh nghiép c6 thé thu thap cac ngudn thong tin vé khach hang
nhu thé nao? (*)

9) Cac nguodn thong tin Marketing khac nhau va phuong phéap thu thap thong tin d6 (*).

10)Gia sir mot cong ty vién thong can tim hiéu vé cac doanh nghiép tu nhan dang 1am an trén
dia ban huyén dé danh gid nhu cau phat trién thué bao dién thoai. Khi do cong ty c6 thé tim
nguodn thong tin tht cap hay so cap? Néu la thong tin thir cap thi lay & dau?

11)Sau khi cong ty tién hanh mot chién dich quang cdo, cong ty c6 cin tién hanh nghién ciru
Marketing khong? Neéu co thi cong ty can nghién ctru van dé gi?

12) Trinh bay vé cic ngudn thong tin nghién ciru Marketing. Lién hé véi cac doanh nghiép noi
ban dang lam viéc hodc hicu biét (*).

13) Ban hiy dé xuit cic bién phap dé ddy manh hoat dong thu thap va luu trir nguon thong tin
thtr cap trong doanh nghi€p noi ban dang cong tac, hoac ban quen biét.

14) Trinh bay cac phuong phép thu thap thong tin Marketing (*).

15)Pé tim hiéu tinh hinh canh tranh trén thi trudng mdy dién thoai di dong, cong ty c6 thé dung
phuong phép gi? Thong tin can thiét thu thap ¢ dau?

16)Mdt doanh nghiép san xuét thiét bi tin hoc Viét Nam c6 du kién mé rong thi trudng sang
cac nuoc khu vuc ASEAN. Doanh nghi¢p d6 phai can nhitng thong tin Marketing gi? Va
doanh nghiép c6 the thu thap céc thong tin d6 ¢ dau? doanh nghi€p co st thé sir dung cac
phuong phap nghién ctru Marketing nao?
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CHUONG Il

MOI TRUONG MARKETING
MUC TIEU

Sau khi hoc chuong nay, sinh vién cén:

e Nim duoc cic yéu té mot trudng anh huong dén hoat dong cua doanh nghiép

e Hiéu rd cac nguy co do méi truong mang lai cho cic doanh nghiép BCVT hién tai va
trong tuong lai

e Nim dugc cac co hdi ma méi truong mang lai cho cac doanh nghi¢p BCVT hién tai va

trong tuong lai

NOI DUNG
3.1. MOI TRUONG MARKETING LA GIi?

Mbi truong Marketing 12 tong hop cac yéu té bén trong va bén ngoai cong ty c¢6 anh hudng
tich cuc hodc tiéu cuc dén hoat dong Marketing ctia doanh nghi¢p.

D@ thay rang, bat ky doanh nghiép nao ciing hoat dong trong mot moi truong kinh doanh
nhét dinh va chiu sy chi phéi, tac dong manh ctia moi truong do dén céc hoat dong kinh doanh
ctia doanh nghiép. Nhitng bién dong trong méi trudng anh hudng siu sic dén doanh nghiép, bao
gdm ca cac anh hudng tot va anh hudng xau. Nhitng bién dong trong moi truong co thé dién ra tir
tir, nhung cling c6 thé xay ra dot ngot.

Méi trwong Méi trvong Méi trwong M6éi trwdng Moi trwdng Mbi trwong
Nhan khau Kinh té Ty nhién Cong nghé chinh tri VH-XH

MOl TRUONG VI MO

Hinh 3.1. Cac yéu t0 cia mdi truong vi mo

Céc yéu to méi truong thudng mang lai cho doanh nghiép cic nguy co de dog, nhung dong
thoi ciing mang lai cac co hoi kinh doanh cho doanh nghiép. Néu doanh nghiép c6 day du cac
thong tin d6, ho s& cé ké hoach, cac bién phap chu dong vuot qua cic nguy co va ndm lay cac co
hoi thuan lgi. Do vay doanh nghiép can hiéu rd cac yéu td ctia moi truong. Ta cod thé phan chia
thanh 2 loai moéi trudng: moi trudong vi mo va moi trudong vi mo.

3.2. MOI TRUONG MARKETING Vi MO

Mobi truong vi mo gém cac yéu td, cac luc lugng xa hdi rong 16n, co tdc dong dén toan bod
moi trudng kinh doanh cta doanh nghiép. Doanh nghiép khong thé kiém soat, thay d6i duogc cac
yéu té ctia moi trudng vi mo. Cac yéu td trong mdi truong vi mé mang lai nhitng co' hdi méi ciing
nhu cac thdach thirc d6i v6i cac doanh nghiép. Vi doanh nghiép khéng thé thay dbi dugc méi
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truong vi mo, do vay phai tim cach thich tmg v6i nd thi méi c6 thé ton tai va phat trién dugc. Sau
day 1a cac yéu t6 moi trudng vi mo (xem Hinh 3.1).

3.2.1. Méi treong nhin khau hoc

Nhan khau hoc 1a mot mén khoa hoc nghién ctru dan cu va sy phan b6 dan cu. Cu thé, n6
nghién ctru cac van dé& nhu quy mo, mat do, phan bd dan cu, nghé nghiép, tudi tac, gisi tinh, ton
gi4o, ty 1& sinh, ty 1& chét...Cac nha quan Iy Marketing rat quan tim dén cac yéu t6 cua moi
truong nhan khau, vi con ngudi hop thanh thi truong cho cac doanh nghiép. Sau day ching ta s&
tim hiéu xem céc yéu t6 nhan khau anh hudng nhu thé nao dén cac hoat dong Marketing ctia
doanh nghiép.

1) Quy md, co ciu tudi tac

Quy md, co ciu tudi tac ciia dan cu 1a yéu té quy dinh co cau khach hang tiém ning cia
mot doanh nghiép. Khi quy mo, co cdu tudi tac dan cu thay doi thi thi truong tiém ning ctia doanh
nghiép ciing thay doi, kéo theo su thay d6i vé co cdu tiéu dung va nhu cau vé cac hang hoa, dich
vu. Do vay cac doanh nghiép cling phai thay dbi cac chién lugc Marketing dé thich ung.

Vao nhitng ndm 90, tai nhiéu nudc phat trién ty 1¢ nhitng nguoi song doc than ting 1én, ty
1€ sinh d¢ cang giam, ty 1¢ nguoi gia ngay cang tang va tré em ngay cang giam. Céac cong ty san
xudt thire dn va dd dung tré em c6 nguy co mat dan khach hang. Ho budc phai chuyén dan sang
phuc vu cac khach hang 16n tudi bang cach dua ra cac san pham, dich vu méi nhu sita chéng
loding xuong cho phu nit ¢6 tudi, shampo cho téc trén 40, kem dudng da cho phuy nit trén 50, bao
hiém cho nguoi gia. Cac quang cdo “Tré em 1a mdi quan tdm cia chung ta” dugc thay bang cac
quang cdo “Chiam soc ngudi gia nhu bé me”. Cac cong ty du lich, khach san ciing c6 thé thu hat
thém cac khach hang doc than, nhan rdi. Nhiu cong ty cung cdp thirc an tré em di md thi trudng
moi tai cic nude dang phat trién, noi ¢ ty 18 tré em cao.

DPé mo ta co cdu dan cu theo tudi tic, nguoi ta dung khai niém thap tudi. Thap tudi Viét Nam
trén to dudi bé, tirc 1a ty 18 dan sd tré cao. Pay 1a thi trudng quan trong cho nhiéu nha kinh doanh.

2) Quy mé va téc df ting dan sb

Quy md va tdc do ting dan s 14 hai chi tiéu dan sé hoc quan trong. Déan sb 16n va ting cao
tao ra mot thi truong tiém ning rong 16n cho nhiéu doanh nghiép. Viét Nam véi quy md dan s6 hon
70 triéu ngudi véi toe do ting cao 13 thi treong hap dan cia cac cong ty trong nudc va nudc ngoai.

3) Co ciu, quy md gia dinh, ké hoach hoa gia dinh, giai phéng phu nir

Pay 14 cac yéu td anh huéng manh dén nhu cau thi truong nhiéu hang hod, dich vu khac
nhau. Thyc hién chinh sach ké hoach hoa gia dinh, tdc do tang dan cu Viét Nam dang giam.

Quy mé gia dinh 2 con ¢ Viét Nam, 1 con ¢ Trung Qudc din dén muc tiéu dung thuc
pham, dd choi, quan 4o tré em giam, nhung lai yéu cau chét lugng cao hon. Phu nir dugc giai
phong va tham gia vao moi hoat dong xa hoi 1 nhan t6 thuc dy tiéu dung nhiéu loai hang hoa,
dich vu nhu nha tré, hoc sinh noi tri, may giit, bép ga, thuc phdm ché bién sin, my pham, quan
4o thoi trang, giit 13, goi dau, giao hang tai nha, nguoi giup viée. ..

4) Qua trinh d6 thi hoa, phan bé lai dan cu

Tai cac nudce dang phat trién néi chung va tai Viét Nam nodi riéng, qua trinh do thi hod va
phan b6 lai dan cu dién ra manh mé&. Cac do thi ngay cang mo rong va déng dac. Dong ngudi tir
cac ving qué d6 x0 ra thanh phd 1am an. Pay 13 yéu t6 1am ting nhu cdu xAy nha cira, sim d6 dac
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gia dinh, nhu cAu thué nha binh dan, nhu cu com binh dén, nhu cau gui tién vé qué, nhu cAu goi
dién thoai cong cong, nhu cau van chuyén hanh khach... Dat dai & cac khu ven do ciing dan dan
dat 1én va tro thanh cac tu diém dan cu méi, mang lai nhiéu tién cho cac gia dinh néng dan ngoai
thanh truéc ddy von thiéu thon. Piéu ndy tao tién dé cho cac nhu cau xdy nha cira, mua sim do
dac. Qua trinh d6 thi hoa va chuyén dich lao dong ciing giup cho doi séng nong thon thay doi.
Néng thon tro thanh cac thi trudng quan trong cho nhiéu doanh nghiép.

5) Trinh d van hoa gido duc cia dan cw

Hanh vi mua sdm va tiéu dung cua khéach hang phu thudc vao trinh d6 van hod, gido duc
cua ho. b6 la van hod ti€u dung nhu van hoa 4m thuc, van hoa thoi trang, van hoa tra... Nhiing
ngudi ¢ vin hoa cao s& co co hdi kiém duge nhiéu tién hon, ho ¢6 nhu cau tiéu dung nhimng hang
hoa c6 chat luong cao hon.

3.2.1. Méi truwong kinh té

Mai truong kinh té bao gom tat ca cac yéu td vi mé anh hudng dén sirc mua cia nguoi dan.
D6 14 toc db tang trwcng kinh té quoc dan, la lam phat, thdt nghiép, ldi sudt ngan hang. Cac yéu
t6 kinh té nay anh huéng tryc tiép dén sitc mua cta ngudi dan, cua Chinh phi va cua cac doanh
nghiép, va do vay ciing anh hudng truc tiép dén hoat dong Marketing ctia doanh nghiép.

Vao thoi ky tang truong kinh té, dau tu mua sim cua xi hoi khong nhiing ting, ma con
phan hoa rd rét. Nhu ciu tiéu dung cac san phém, dich vu cao cép tang. Nguoi ta hudng téi nhu
ciu 4n ngon, mdc dep, nghi ngoi, vui choi giai tri, du lich. Pay la co hdi vang cho cac nha san
xuét, kinh doanh cung cép cac dich vu du lich, nghi ngoi, cac hang hoa tiéu dung dét tién. Cac
cong ty mo rong cac hoat dong Marketing, phat trién thém cac san phdm moi, xAm nhdp thi
truong méi. Nguoc lai, khi téc d6 ting truong kinh té giam sat, nén kinh té suy thoai, dau tu, mua
sam ctia Nha nudc, dan chung va doanh nghiép déu giam sut. Diéu nay anh huong 16n dén cac
hoat dong Marketing ctia cac doanh nghiép.

Vao nhitng nam 90 kinh té toan cau va nhiéu nén kinh té 16n suy giam, anh huong 16n dén
thwong mai qubc gia va qudc té. Nha nude ban b6t cac doanh nghiép cong ich dé giam no. Cac
cong ty giam bdt von dau tu, cit giam bién ché, that nghiép ting, sirc mua cta xa hoi giam. Tuy
nhién, diéu nay con phu thude vao cac ting 16p dan cu. Nhitng nhom nguoi giau ¢ van tiéu dung
nhiéu hang hod dit tién ngay ca vao thoi ky kinh té khé khan. Nhung tang 16p nghéo trong xa hoi
budc phai thay ddi co ciu chi tiéu, tip trung vao nhitng hang ho4 thiét yéu nhit va sé luong mua
cling giam sut. Trong diéu kién d6, hoat dong Marketing ciing phai thay d6i dé thich tmg. Cac san
pham vira tai tién s& ban chay hon la cac san phdm xa xi.

Khi lam phat tang, gia ca ting nhanh hon thu nhdp c4 nhan, nhu cau tiéu ding cia dan
chung ciing thay d6i. Mot s6 tam gac lai cac chi tiéu 1on. S6 nhitng nguoi nhiéu tién lai voi va dau
co vang, do6 la hoac nha dat dé gitr cua.

Khi 13i suat tién giri cao s& lam giam sirc mua cac hang hoa 1au bén va thu hat dan ching
gui tiét kiém hon 13 dau tu hodc tiéu dung. Khi 13i sudt giam, cac cong ty thudng kich thich tiéu
thu bang cach ban tra chdm vdéi 14i suat thdp hon thi trudng hoic khong 14i.

Trong hon mudi nim d6i mai, kinh té Viét Nam dang tiang truong nhanh. Nam 2001 mtc
tang truong GDP ciia Viét Nam chi ding sau Trung Qudc. Thu nhap ciia dan ching ting, dau tu
trong va ngodi nude van & mirc cao, lam phat that nghiép thap, nha nude ciing ¢6 chinh sach kich
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cAu. Day chinh la cac diéu kién kinh t& vi mé thuan loi cho cac doanh nghiép md rong san Xuét
kinh doanh.

Mit khac, Viét Nam dang chuyén manh sang nén kinh té thi truong, déng thoi tung budc
cha dong hoi nhép kinh té khu vuc va quédc té. Viét Nam di ky hiép dinh thuong mai Viét - My, 1a
thanh vién ASEAN, APEC va di tré thanh thanh vién thit 150 cia WTO vao cudi nam 2006.
Trong diéu kién d0, canh tranh s& ngay cang gia ting ca vé quy md va mic do. Nha nudc bude
céc nganh phai xay dung 16 trinh hoi nhap dé thich nghi v6i méi trudng canh tranh trén pham vi
qudc té. Trong diéu kién d6, cac doanh nghiép phai tai ciu trac, ddi méi cong nghé, san pham
dich vu, thay d6i tur duy kinh doanh, hudng t&i khach hang thi mai c6 thé ton tai va phat trién.

3.2.3. Moi trwong tu nhién

Maéi truong tu nhién 1a hé thdng cac yéu té tw nhién c6 anh huong dén cac ngudn luc dau
vao can thiét cho hoat dong cua cac doanh nghi€p, do vay ciing anh hudng dén hoat dong
Marketing cuia doanh nghiép. Do 1a cac yéu t6 nhu khi hau, thoi tiét, vi tri dia 1y, tai nguyén thién
nhién, moéi trudong...

1) O nhiém méi truong

Vao nhimg ndm 60 du luan thé gidi dd canh bao vé vin d& 6 nhidm moi trudng do hoat
dong san xuét va tiéu dung cua con ngudi gay ra. Nhiéu to chirc bao vé méi trudng ra doi va da
hoat dong tich nham han ché nhitng 6 nhidm do chat thai cta cic nganh cong nghiép va chit thai
tiéu dung gay ra. Trudc tinh thé d6, cdc nganh san xuat hang hoa cling bat ddu phai thay doi cong
nghé san xuat nhdm giam 6 nhiém méi truong nhu sir dung bao bi dé tai ché, sir dung xing khong
chi, st dung hé théng loc nudc, khi thai. Cac san phém “than thién v&i moi truong” nhu xe dap
dién, 6 to dién, 6 t6 khi ga, xing khong chi...ngdy cang xuat hién nhiéu va dang chiém dugc thién
cam cua nguoi tiéu dung va xa hoi.

Kinh té Viét Nam phat trién nhanh chéng. Tuy nhién, van dé 6 nhiém méi trudng ciing trd
nén ngay cang trd nén ning né, dugc xa hdi quan tam lo lang.

2) Tinh hinh khan hiém nguyén, nhién liéu

Céc nguyén, nhién li¢u truyén théng nhu vang, bac, sat, thép, déng, dau mé, than da...
ngay cang can kiét. Diéu ndy budc cac cong ty sir dung cac nguyén, nhién liéu d6 phai chi phi
nhiéu hon do thué tai nguyén ting 1én déng thoi voi chi phi cho cic dau tu nghién ciru tim cac
nguyén liéu méi thay thé. Nang lugng gi6, mit troi, dia nhiét ngay cang duoc sir dung nhiéu hon.
Diéu ndy mo ra co hoi kinh doanh cho cic nganh san xuat méi.

Trong nhimg nim gan day, gid dau trén thé giéi da ting nhanh chong. Pay 1a thach thic
d6i voi cac doanh nghiép Viét Nam sir dung nhiéu xang dau, nhung ciing 1a dong luc dé cac
doanh nghiép nghién ctru dura ra nhiéu san pham mai nhu xe chay bang ga, dién...

3) Sw can thiép cia luat phap

Nha nudc ngay cang can thiép bang phap luat vao cong cudc bao vé moi truong va dam
bao cho xa hoi sir dung ngudn tai nguyén thién nhién hop 1y. Cac b ludt méi ra doi nham bao vé
ngudn nudce, khong khi, dit dai, bién, rimg, chim muéng, tha quy hiém. Nhiéu khu vuon qudc gia
m&i ra doi tao nén nhitng mdi trudng binh yén cho céac loai dong thuc vét phat trién.

Hoat dong kinh doanh ctia cac doanh nghiép chiu su diéu tiét nghiém ngat clia cac co quan
nha nudc, déng thoi chiu sy theo ddi, giam sat chdt ch€ cia du luén xa hdi va cua cac td chirc bao
vé mdi truong. Didu ndy budc cac doanh nghiép ciing phai tim kiém cac giai phap méi tranh vi
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pham luat 1€ bao v¢ tai nguyén, moi trudng.
3.2.4. Moi trwong cong nghé

Cong nghé ngdy cang thay doi nhanh chong, mang lai cho con ngudi nhiéu diéu ky diéu,
nhung cling dat ra cac thach thirc mai cho cac doanh nghiép.

1) Coéng nghé 1a mot vii khi canh tranh. Cong nghé méi sé tao ra cac san pham mdi canh
tranh véi san pham hién tai. Do vy cong nghé tao ra co hdi cho cac doanh nghiép méi gitp cho
cac doanh nghi¢p moi canh tranh voi cac doanh nghi¢p cli cham chap. Cac doanh nghi¢p moi
thuong dung cong nghé méi dé canh tranh véi doanh nghiép cii nhu 1a mot chién luoc thoc suon.

May pho to copy ra doi dd 1am thiét hai cho nganh san xuét gidy than, may chir. Pong hd
dién tir cia Nhat ¢ mot thoi ting 1am diéu ding nganh san xuit dong ho co hoc ctia Thuy Si.

Trong linh vuc dién tir vién thong, cic con chip nho vai gia ca ngay cang ha, cac tuyén céap
quang dung luong ngady cang 16n voi gia ngay cang ré da tao ra cudc cach mang trong tin hoc va
vién thong. Didu nay din dén mot loat cac dich vu méi ra doi lam thay d6i bo mat xa hoi. Thé tra
trudce dién tr cho dich vu dién thoai di dong da kich thich nhu cau cua khach hang, 1am cho ty 1¢
thué bao di dong tra trudc ting 1én chong mit va dat con s6 70% téng s6 thué bao di dong toan
qudc vao cudi nim 2001.

2) Ngay nay cong nghé thay d6i nhanh chong. Cong nghé truyén thong s6 hoa, tin hoc hoa,
quang hoa phat trién nhanh chéng lam cho gia ca gia ca cac thiét bi vién thong giam nhanh, va
chat lugng lwong duge nang cao, c6 kha nang tao ra cac dich vu da dang.

3) Xu hudéng hi tu gitta cac cong nghé: Vién thong - Tin hoc - Truyén thong da va dang tao
ra nhidu dich vu méi, nhiéu ddi thu canh tranh méi, dic biét 1a Internet mang lai nhiéu dich vu
vién thong méi canh tranh véi cac dich vu vién théng truyén thong. Twong tu nhu vay, xu hudng
hdi ty gitra Buu chinh truyén théng, Tin hoc va Vién thong ciing mang lai cho xa hoi cac dich vu
moi 1a buu chinh dién ta.

4) Céc cong ty va Nha nude ngay cang chi trong dén dau tu nghién ctru céng nghé méi,
san phdm mai. Diéu nay gitip tang kha nang canh tranh cho cic doanh nghiép, cho quéc gia. My
1a nuéc dau tu 16n nhat cho nghién ciru khoa hoc va thir nghiém san pham moi. Py 1a mot trong
cac nguyén nhan gitp nén kinh t& My tré thanh mot nén kinh té c6 kha ning canh tranh manh nhat
trén thé gioi.

Dé ning cao kha ning canh tranh, cic nha quan trj Marketing phai luon theo dai su bién d6i
ctia cong nghé mai dé gitr vi tri tién phong trén thi trudng. Viée Vietel md dich vu 178 trudc so voi
VNPT Ia mot bude dot pha théng loi cua Vietel vao thi truong dién thoai lién tinh ¢ Viét Nam.

Vi du:

e Di¢n thoai cong nghé¢ VoilP canh tranh manh véi dién thoai duong dai truyén théng,
e  E-mail, e-card canh tranh véi thu, buu anh buu thiép truyén thong.

e Dién thoai di dong ndi vung canh tranh véi dién thoai c¢d dinh, dién thoai di dong.

e  Thuong mai dién tr anh hudng dén Buu chinh truyén thong

e Thanh toan dién tir canh tranh v6i chuyén tién truyén théng

e Bao dién tir canh tranh vdi béo chi truyén thong

e CityPhone canh tranh véi dién thoai c¢d dinh. ..
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3.2.5. Moi trwong chinh tri, luat phap

Moi truong chinh tri phap luat c6 anh hudng 16n téi cac hoat dong Marketing cua doanh
nghiép. Mai truong chinh tri phap lut bao gdm hé thdng luat va cac vin ban dudi luat, cac cong
cu, chinh sach nha nudc, cac co quan phap luat, cac co ché diéu hanh cua Nha nude. Téac dong cua
moi truong chinh tri phap luat dén doanh nghiép thé hién vai trd quan 1y nha nuwéc ddi véi nén
kinh té qudc dan.

1) Hé théng phap luat diéu tiét cac hoat dong ciia doanh nghiép ¢ Viét Nam nhu: Luat
doanh nghiép, Luat ddu tw nudc ngoai, Luat hai quan, Luat chdng doc quyén, Luat Doanh nghiép
nha nude, Luat Buu chinh, Luat Vién théng, Nghi dinh vé quan 1y Internet, Nghi dinh vé quang
céo... dang dugc soan thao, bd sung va hoan chinh. Cac vin ban phap luat nay néu rd linh vuc ma
doanh nghiép dugc phép kinh doanh va linh vuc cAm khong duge kinh doanh ciing nhu nghia vu
va quyén loi d6i véi doanh nghiép. Cac nha quan tri Marketing can nim virng ludt phap dé tranh
vi pham sai 1dm. Mat khac, kinh doanh trong mdt moi truong phap luat hoan chinh giup cho
doanh nghiép hoat dong an toan, binh dang. Hoi nhap qudc té, tham gia kinh doanh trén thi trudng
toan cau doi hoi cic doanh nghiép Viét Nam phai hiéu biét luat phap qubc té dé tranh xay ra
nhing sai lam dang tiéc.

2) Hé thong cac cong cu chinh sich Nha nude c6 tac dong 16n dén cac hoat dong kinh doanh
ctua doanh nghi¢p. D¢ la: Chinh séach tai chinh, tién té, Chinh sach thu nhap, Chinh sach XUAt nhdp
khau, Chinh sach da dang hoa s hitu, Chinh sach khuyén khich dau tu nudc ngoai, Chinh sach phat
trién nong thén, mién nai... Nghi quyét Hoi nghi 3, Ban Chap hanh TW khoa IX vé ting cudng
tinh tu chu cho cac doanh nghiép nha nudc ciing dang duoc thé ché hoa thanh cac chinh sach cu thé
dé di vao cudc séng. bang va Nha nudc ta dang thuc hién duong 16i cha dong hoi nhap khu vuc va
qudc té theo tinh than “Hoi nhap dé phat trién”. Chu truong duong 16i nay ciing dang dwoc thuc thi
bang céc 16 trinh hoi nhap cta cac nganh kinh t& Viét Nam dén nam 2020.

Cac doanh nghiép Buu chinh vién théng chiu su tac dong manh cua cac chinh sach nhur:
Chinh sach d6i méi, c6 phan hoa doanh nghiép nha nudc, khuyén khich da dang hoa so hiru,
khuyén khich thuc ddy canh tranh trong nude, khuyén khich phat trién kinh t& nong thon, mién
nui. Pay 1a co hdi cho cac doanh nghi€p mdi tham gia thi truong dang tdng truong nhanh nay,
nhung lai 14 thach thirc, nguy co 16n d6i voi cac doanh nghiép cil.

Nghi dinh vé BCVT, luat vé cong nghé thong tin da dugc dua vao thuc thi. Bay la mot dao
ludt chi phdi 16n dén hoat dong san xuat kinh doanh cua cic doanh nghiép trén thi truong BCVT
va cong ngh¢ thong tin.

3) Co ché diéu hanh ctia Chinh phu quyét dinh truc tiép dén tinh hiéu luc ciia phap luat va
dudng 16i, chinh sach kinh té ciia Nha nudc, va do vay dén hoat dong kinh doanh cua doanh
nghi¢p. Mot Chinh phi manh, trong sach s¢& khuyén khich thic déy kinh doanh lanh manh,
khuyén khich kinh té phat trién. Viét Nam dang ddy manh cai cich hanh chinh Nha nudc, théng
qua dao ludt chong tham nhiing, thanh 1ap Cuyc chéng tham nhiing... nhim nang cao hiéu qua
quan ly nha nudc, tao diéu kién thuan loi cho cic doanh nghiép phat trién, thu hat vén dau tu
trong va ngoai nudc.

Nguoc lai, mot Chinh phu tham nhiing s€ lam méo mo6 céc chinh sach, luat phap, [am giam
hiéu qua du tu, 1am thui chot cac nd luc phat trién cua xa hoi.

Chinh phu ciing khong dugc can thiép qua siu vao hoat dong san xuat kinh doanh cua céc
doanh nghiép, 1am cho doanh nghiép thiéu quyén tu chu san xuat kinh doanh. Cac nuéc thude
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khdi XHCN cii sau khi chuyén ddi sang nén kinh té thi truong déu phai thuc hién viéc tach bach
gitta chuc nang quan ly nha nudc va chiic ndng quan tri kinh doanh kinh doanh tai cac doanh
nghiép nham khéc phuc hién tuong vira da bong, vira thdi coi, dong thoi tao quyén ty chi ning
dong cho cac doanh nghiép.

4) Chinh sach bao vé nguoi tiéu dung

Chinh pht luén c6 trach nhi¢m bao vé ngudi ti€u dung thong qua luét phap, hoac cho phép
thanh lap cac t6 chuc bao vé nguoi tiéu dung. Trong diéu kién do6, cac doanh nghi¢p phai diéu
chinh céc hoat dong Marketing sao cho dap ing duoc quyén loi ciia ngudi tiéu dung.

5) M6i truong chinh tri 6n dinh, khong c6 mau thudn sic toc, ton gido, chién tranh 1a diéu
kién 1y tuong cho viéc thu hut dau tu trong va ngoai nude. Sau su kién khung bé tai Trung tdm
thuong mai My ngay 11/09/ 2001 va nhiéu vy khing bd trén thé gioi, van dé 6n dinh chinh tri
duoc cac nha dau tu nude ngoai dic biét quan tam. Hién nay, Viét Nam dugc xem nhu mét quéc
gia 6n dinh chinh tri va an toan nhét thé giéi dé thu hut cac nha dau tu nudc ngoai.

3.2.6. Mi trudmng viin hod xa hoi

Vin hoa 1a mot hé théng gia tri, quan niém, niém tin, truyén théng va cac chuan muyc hanh
vi dugc mot tap thé gilt gin, dugc hinh thanh trong nhitng diéu kién nhit dinh vé vat chat, moi
truong tu nhién, lich st ciia cong dong va dudi tic dong cia cac nén van hod khéc.

Hanh vi tiéu ding ctia khach hang chiu anh hudng sdu sic ctia nén van hoa cua déan toc ho.
N6i cach khac, cac yéu t6 van hoa co tic dong 16n dén hoat dong kinh doanh ciia doanh nghiép. Do
vay, doanh nghiép can hiéu biét méi trudong vin hoa ma ho dang kinh doanh dé 1am cho hoat dong
kinh doanh ctia ho phii hop véi méi truong van hoa d6. Néu ban muén md mot nha hang Nga tai
Viét Nam, ban phai nghién ciru rat k§ van hod Nga thi méi c6 thé thanh cong. Thuc khach dén nha
hang ctia ban khong phai chi dé an cic moén an Nga, ma cao hon 1a dé thirong thire vin hod Nga.

Sau déy la cac biéu hién cia mdi trudng van hoa:

1) Nhirng gi4 tri vin hoa truyén thong

Gia trji van hoa truyén théng 13 cac chudn muyc va niém tin trong xa hoi, duoc truyén tir doi
nay sang doi khac, dugc duy tri va thira ké trong moi truong gia dinh, xa hoi. Gia tri van hoa
truyén thong tic dong manh dén hanh vi ing xur, tiéu ding hang ngay cta con nguoi. Dong thoi
gi4 tri vin hod truyén thong co tinh bén virng, khé thay doi. Cac nha quan trj Marketing khong thé
thay ddi dugc cac gia tri van hod truyén thong ma chi co thé thay dbi cac gia tri vin hod thir phat.
Chrfmg han, niém tin cta nguoi Viét Nam vao ché @6 hon nhan mot vo mot ch6ng la gia tri van
hoa truyén thdng, khé thay d6i. Con niém tin vao viéc can thiét xdy dung gia dinh 13 niém tin tha
phat, c6 thé thay doi.

2) Nhirng gia tri van hoa thiur phat

Pay 1a nhitng xu hudéng vin hoa méi hinh thanh, tinh bén viing ctia né khéng cao, dé thay
d6i. Néu thay ddi cac gia tri van hod thir phat s& tao ra cac khuynh hudng tiéu ding méi, co hoi
kinh doanh méi c6 thé khai thac. Thong thudng, thanh vién cua cac nhanh van hod thtr phat 1a
thanh nién chiu anh hudng cta cac ngoi sao ca nhac, thé thao, man bac. Ho mudn doi lap voi van
hoa truyén thong. Ho thé hién quan diém qua cach an mic, dau toc, qua thai do vé quan hé nam
nit. Hang Pepsi timg nim lay tu tuong trdi ddy cia gidi tré, khuyén khich ho qua khau hiéu quang
cao: “Pepsi, su lya chon cua thé hé méil”

3) Cac nhanh van hoa
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Trong mat nén vin hod ludn ludn ton tai cdc nhém dan cu véi cdc sic thai van hoa dic
trung riéng ngoai cac dic trung chung cta nén vin hoa. Céc thanh vién trong nhém cung chia sé
cac hé théng gia tri van hod, dao dic nao do. Bo 1a cac nhém toén gido, dan tdc, thanh nién...Cac
nha quan tri Marketing nén xem cac nhanh vin hoa nay nhu 14 cac doan thi trudng dic thu dé khai
thac nham nang cao kha ning canh tranh ctia minh.

Xu hudng toan cau hoa, hoi nhap qudc té s& dan t6i su giao thoa giira cac nén vin hoa khéc
nhau, nhung ciing c6 thé tao ra cac xung dot. Mudn cho san phim cta minh duoc chip nhan tai
Viét Nam va vuon ra toan cau, cac doanh nghiép phai hiéu biét méi trudng vin hoa noi minh dang
kinh doanh dé lua chon cac chién lugc Marketing phu hop. Mat khac, khi doi séng vat chat duoc
nang cao, van hod tiéu dung ciing thay doi theo. Tir tim 1y an tiéu tiét kiém, n chic mic bén
chuyén sang tiéu pha thoai mai va chu trong tGi mau ma va chét luong hon.

Vi du:

e Thoi quen tiéu ding cua dan ching ¢ cac thi truong nudc ngoai cho doanh nghiép xuat
khau biét san pham gi thi dwoc chap nhan tai mot dia phuong, mot quéc gia?

e Vin hoa Viét Nam hudng vé tinh cam gia dinh. Do vdy, quang céo thuc pham, d6 ding
gia dinh... mang hinh anh gia dinh ddm 4m thi dé gy 4n tuong, dé duoc chip nhan.
Hang xe tic xi Thanh hung quang cdo: “xe gia dinh, xe ctia chting minh!”.

e Cic doanh nghiép mubn xuat khau ciing phai nghién ctru cach dit tén cho san phdm
xuit khau ctia minh nhu thé nao dé khong géy ra cac 4n trong x4u cho khach hang & cac
nuée nhap khau?

e Trong cac vu dinh cong tai cac doanh nghiép c6 von dau tu nude ngoai, ty 1& dinh cong
xay ra tai cac doanh nghiép Han Quéc va Pai Loan chiém sé dong. Mot trong cac 1y do
xay ra dinh cong 1a xung dot vé van hoa giita cong nhan Viét Nam va cac 6ng chi nudc
ngoai Han Qudc va Pai Loan.

Vi du vé nhin hiéu san pham & nuéc ngoai gay kho chiu do bt dong ngdn ngit:

1. Khi xam nhap vao thi trudong Trung Québc, nhan hiéu Coca-Cola thoat dau dugc phién
am thanh Kekou-Kela. Tir nay theo nghia tiéng Trung thi gidng nhu : ”Can con nong
noc tron nhay. Sau d6 Hang Coca budc phai tim mot tir phién 4m méi 1a:” Kokou-kole”
mang y nghia la: “Cam giac hanh phic ngon mi¢ng”. Cach phién am nay gitp cho san
pham cua hang tiép can duoc thi truong khong 16 nay.

2. San pham nuéc khoang ciia Schweppes 1 “Schweppes Tonic Water”. Khi duoc nhép
vao Ytalia thi t€n nay dugc dich 1a “Schweppes Toilet Water” véi nghia “Nudc raa WC
hiéu Schweppes. Tén nay chic chan khong phu hop v6i san phdm nude khoang. Do vy,
sau d6 cong ty da phai doi tén san pham do.

Céc gié tri van hoa chu yéu trong xa hoi dugc thé hién qua thai do, quan diém cua mdi con
ngudi vé ban than, vé nhitng ngudi xung quanh, vé cac thé ché xa hoi, vé xa hoi va thién nhién.
Chang han, 3 mot thoi ngudi ta dé cao cai toi ma bo qua ¥ thire trach nhiém véi cong dong. Thai
dd d6 duogc thé hién qua céac hanh vi tiéu dung doc déo dé lam ndi bat cai toi cua ho. Ngay nay,
ngudi ta lai dang c6 xu thé tré vé voi cong dong, dung hoa giita cai t6i va xa hoi, cham soc dén
moi truong thién nhién, nang cao chét luong cudc sdng chtr khong phai chit lwong san pham.
Xuét hién ngay cang nhiéu céc to chirc bao vé thién nhién, méi truong. Do vay, Marketing ciing
phai chuyén sang hudng t6i xa hoi (Marketing dao dirc xa hoi). Khach hang s& c6 thién cam va
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lga chon cac cong ty dam bdo hai hoa ca ba lgi ich: lgi ich cua doanh nghi€p, 191 ich ctuia khach
hang va loi ich cta xa hdi.

Thai d6 gan giii v6i thién nhién phat sinh ra nhu cau du lich sinh thai nhu ldn bién, di cau,
di tham cac khu bao ton thién nhién, di cim trai, di du lich duong song, dudng bién... Thai do cua
con ngudi ddi véi ton gido & Viét Nam ngay nay dang thay doi. Hinh anh cyu Tong bi thu Pang
cong san D6 Muoi di viéng chia vao dip tét Nguyén déan nim 1997 1a sy khang dinh lai quan
diém cua Pang vé tu do tin ngudng. Cac chua chién, nha thd, miéu mao, cung dién, di tich lich st
duoc ton tao, cac 1& hdi duoc phuc hung da thu hut nhiéu khach thap phuong dén du ngoan van
canh. Py 14 co hoi kinh doanh cho nhiéu cong ty.

Quan diém nam nit binh dang da trd thanh hién thyc tai nhiéu qudc gia ciing anh hudng dén
hoat dong Marketing ctia doanh nghiép. S6 phu nit di 1am ngay cang ting dan dén ting nhu cau vé
quan 40, my pham, nha tré, thirc n tré em. Buu chinh Bac Kinh d thanh cong khi dwa ra dich vu
“Pua dén tré em di hoc”. Quan diém vé thAm my ngay nay ciing thay doi. Nguoi ta khong con thich
nghe 151 khen béo nita. Cac phong tap thé hinh di thu hat nhiéu phu nit. Cac sin tenit cing véi cac
dung cy, quz‘in 4o thé thao cling dang c6 gia, thu hut nhiéu nha kinh doanh. Cac nha hang an chay
ciing thu hiit khach hang, méc du gia ca cia cac thirc an chay con dét hon ca thirc an binh thuong.
3.3. MOI TRUONG MARKETING VI MO

Mbi truong vi md bao gém cac yéu td co quan hé tryc tiép dén hoat dong Marketing cua
cong ty va anh huong dén kha nang phuc vu khach hang. D6 1a cac nha cung cép mg, nhing
ngudi moi gidi, cac khach hang, cac dbi thu canh tranh, cac cong chung tryc tiép.

Khac véi méi truong vi mo, doanh nghiép co thé tac dong dén moi truong vi mo thong qua
cac chinh sach, chién luge kinh doanh ctia minh.

Sau day la cac yéu t6 thudc méi truong vi mé (xem Hinh 3.2).

Céng chung

Cac o
nha |::> Cong ty
|:> Céc dbi thu

Céng chung

—
—

Hinh 3.2. Cac yéu té méi trudng vi mo

3.3.1. Céc yéu tb va lwc lwong bén trong doanh nghiép

Hoat dong Marketing khong phai 1a mdt hoat dong riéng ré trong doanh nghiép. Nguoc lai
n6 bi chi phdi bai cac luc lwong, cic yéu té khac trong doanh nghiép. Do véy:
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Chién luoc Marketing 1a mdt by phan cua chién lugc doanh nghiép. Do vay hoat dong
Marketing chiu sy chi phéi, diéu hanh truc tiép cua Ban giam déc.

e Churc niang Marketing phai két ndi chit ché véi cac chirc nang khac trong doanh nghiép
nhu Tai chinh, Ké& toan, Nhan luc, R&D, San xuit, Vat tu, K& hoach. Do vay, nguoi phu
trach Marketing phai biét két ndi va nhan duge su déng tinh, hd tro cua cac bd phan lién
quan. Vi duy, néu nha quan tri Marketing du dinh tung ra thi truong mot san phém moi,
anh ta phai thao luén véi cac chirc ning khac xem c6 da ngudn tai chinh, cong nghé, thiét
bi, nhan luc ... dé thyuc hién du dinh d6 khong? Ngoai ra, con c6 nhiing cén tr¢ do mau
thuan giita cac nha quan trj cac chirc nang khac nhau trong cong ty. Nha quan tri san xut
thi muén duy tri lau dai cac san pham tiéu chuin hoa. Nha quan tri Marketing thi thiy can
thiét phai da dang hoa san pham cho cac doan thi truong khac nhau. Nha quan tri tai
chinh thi khong mudn chi phi nhiéu cho chién dich quang céo...

Dé thyc hién thanh cong chién luoc Marketing, can phai xay dung dugc su cam két thuc
hién chuong trinh Marketing dbi voi moi thanh vién trong cong ty. P6 chinh 1a cong tac
Marketing bén trong.

3.3.2. Cac nha cung trng

Céc nha cung {mg cung cip cac yéu té dau vao cho doanh nghiép hoat dong. D¢ la tai
chinh, di€n, nudc, vat tu, may moc thiét bi... Néu qua trinh cung c?ip cac dau vao nay bi truc trac
thi anh hudéng 16n dén qua trinh san xuét cia doanh nghiép, dic biét trong diéu kién canh tranh.
Pac biét, gia ca va dich vu ctia nha cung cép ¢6 anh hudng lon dén hoat dong cua doanh nghiép.
Do vay doanh nghiép phai hiéu biét, quan tim va xdy dung mdi quan hé bén viing véi cac nha
cung cép.

Déi voi linh vuc ché bién thuc pham, c6 dugc ngudn nguyén lidu 6n dinh 13 yéu td tién
quyét cho su thanh cong cua cong ty. Dé dam bao cac ngudn cung cip nguyén liéu 6n dinh, nhiéu
cong ty da co cac chinh sach xdy dung mdi quan hé 6n dinh, hd tro cho cac nha cung cip. Cong ty
mia dudng Lam Son tinh Thanh Hoa d3 xdy dung dugc ving nguyén liéu mia 6n dinh thong qua
céc chinh sach nhu hd trg nong dan vbn, gidng, phan bon, ky thuat, va cao hon nita 13 cho phép
noéng dan mua cd phan ciia nha may khi nha may tién hanh c6 phan hoa. Nhu vay, nong dan tré
thanh ngudi ddng s hiru nha may, quyén loi cia ho gin lién véi su phat trién cta nha may. Chinh
ho ¢ trach nhiém va c6 dong co manh mé phai dam bao du nguyén li€u cho nha may hoat dong.
Mot cong ty xudt khau nim d t6 chirc hudn luyén k§ thuat trong, cung cp giéng va ché bién nim
cho nong dan mién phi, t6 chirc thu mua nguyén liéu v6i gia on dinh dé néng dan yén tdm san
xuat. Mot sb cong ty nude ngoai trong nganh ché bién thuc phdm di cung cép gidng, k¥ thuat,
thirc an chin nudi cho nong dan va bao tiéu san phiam véi gia 6n dinh. Dé cho néng dan san xuét
nguyén lidu gin bé véi su thanh cong ciia cong ty, mot s6 cong ty ché bién da cho nong dan mua
¢d phan ciia cong ty.

3.3.3. Cac trung gian Marketing

Ai 1a cic trung gian Marketing? Vai trd cta ho nhu thé nao?

Trung gian Marketing 13 cac t6 chtrc kinh doanh doc 1ap tham gia hd trg cho doanh nghiép
trong cac khau khac nhau trong chudi gia tri ciia doanh nghiép. Cac trung gian nay rit quan trong,
nhat 1a trong mdi trudng canh tranh qudc té, cac doanh nghiép co6 xu hudéng thué ngoai
(Outsoursing) mot s6 khau khac nhau trong chudi gia tri ctia doanh nghiép. Diéu nay s& gitip cho
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doanh nghiép tiét kiém chi phi va nang cao hiéu qua kinh doanh. Do véy, doanh nghiép phai biét
lwa chon céc trung gian pht hop va xay dung mdi quan hé lau dai véi cac trung gian.

Sau day la céc loai trung gian:

e Cic dai 1y ban budn, ban 1é, cac dai Iy phan phdi doc quyén, cac cong ty van chuyén, kho
van.

e Ho gilip cho doanh nghiép trong khau phan phdi hang hoa, dich vu dén tay nguoi tiéu
dung cudi cung nhanh chéng va hiéu qua.

e Cac cong ty tu van, nghién ciru thi truong, cac cong ty quang cio, cac dai, bao chi, phat
thanh, truyén hinh.

e Ho giup cho doanh nghiép tuyén truyén, quang cdo san phdm, uy tin ctia doanh nghiép.
Do vay viéc lwa chon dbi tac phu hop 1a rat quan trong.

e Cac t6 chirc tai chinh trung gian nhu Ngan hang, Cong ty tai chinh, Cong ty bao hiém,
Cong ty kiém toan.

e Ho hd tro tai chinh, gitip cho doanh nghiép dé phong rui ro.

C6 thé c6 cac cong ty 16n tu t6 chirc 1dy qua trinh phan phdi, tic 1a thuc hién kénh phan
phéi truc tiép ma khong qua trung gian, hodc tu t6 chirc nghién ctru thi truong... Tuy nhién, canh
tranh budc doanh nghiép phai nghi t&1 viéc chuyén mon hod moi hoat dong cua minh. Do vay, cac
trung gian Marketing c6 vai tro rit quan trong. Ho gitip cho cong ty tiét kiém dugc chi phi, ning
cao chit lugng san phém dich vy, trién khai nhanh chong hoat dong kinh doanh, va m& rong thi
truong. Vi muc dich d6, Tap doan BCVT Viét Nam ciing da chuyén dan cac buu cuc 3 khong
hi¢u qua thanh cac dai 1y hodc cac diém buu dién vin hod xa.

3.3.4. Khach hang

Khach hang 1a nguoi quyét dinh thanh bai d6i v6i doanh nghiép, 1a muc tiéu kinh doanh
ctia doanh nghiép. Muc tiéu cua doanh nghiép 13 dap Gmg nhu cau cua khach hang myc tiéu. Do
vy doanh nghiép can hiéu rd khach hang.

Khach hang tao nén thi truong ctia doanh nghiép. Thudng ngudi ta c6 thé chia thanh 5 loai
thi truong nhu sau:

e Thi truong nguoi ti€u dung

e Thi truong khéach hang doanh nghiép

e Thi truong cac nha buodn trung gian

e Thi truong cac co quan to chirc Pang, Nha nudce
e Thj trudng quic té

Nhu cau, mong mudn, kha nang thanh toan, muc dich va dong co mua sdm cla cac thi
truong nay 1a khac nhau. Do vay, doanh nghiép cin nghién ctru riéng mot cach can than timg loai
thi trudng nay. Van d& nay s& dugc nghién ciru ki trong phan phan doan thi trudng & chuong sau.
3.3.5. Péi thii canh tranh

Yéu tb canh tranh tic dong 16n dén hoat dong Marketing ciia doanh nghiép. Cac nha quan
tri Marketing ludn luén quan tim dén hoat dong cta cac dbi thii canh tranh, dén cac chién lugc
san pham, gia ca, phan phdi va xuc tién cua cac dbi thu.
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1) Cac loai canh tranh

Mot cong ty thuong gip phai sy canh tranh tir 3 ngudn khac nhau nhu sau:

Canh tranh gitta cac nhan hi€u khac nhau ctia cac san phém cung loai. Chfmg han, do la
su canh tranh gitta dich vu di¢n thoai di dong Mobifone va Vina-phone, gitra dich vu
internet FPT va VDC, gitta dich vu VoIP 171 va 178, gitta dich vu hang khong cua
Vietnam Airline va Pacific Airline...

Canh tranh giita cac san pham thay thé. Cac loai san phdm khac nhau nhung c6 thé mang
lai lgi ich twong tu cho khach hang. Vi du: e-mail thay cho thu tin, E-card thay cho buu
anh, Fax thay cho di¢n bao, may nghe dia compact thay cho cassetes, di may bay thay
cho di tau hoa... V&i gia vé thap va chuyén bay thudng xuyén, hing hang khéng
Southeast Airline cia My da tuyén b canh tranh ngay véi ca 6 t6 lién tinh.

Canh tranh gianh tui tién ctia khach hang. Bat ky cong ty nao ciing bi canh tranh béi cac
cong ty khac dang nham vao gianh ly tdi tién ctia khach hang, trong khi tai tién cta ho
thi c6 han. V&1 ngan sach chi tiéu c6 han, khach hang lai co nhiéu nhu cau khac nhau. Tt
nhién, ho s€ c6 nhirng ké hoach chi tiéu nhét dinh, va gianh sy uu tién cho cac nhu cau
thiét yéu hay cip bach. Tuy nhién, bang cac chién luoc Marketing linh hoat, cong ty co
thé canh tranh dé gianh Iy sy wu 4i chi tiéu ciia khach hang cho san pham ctia minh.

Céu tric thi truong
Ciac dac trung Can‘h tre}nh Canh trarklh doc boc quyen Poc quyén
hoan hao quyen nhom
1. Sb cac nha R4t nhiéu Nhiéu it DPoc nhat
canh tranh
2. Quy mé Nho Nho Lén Rt 16n
3. Ban chét Pong nhit Khac biét Pong nhit hay Duy nhét, khong c6
4. Kha nang Theo gia Chat it, theo sy Chut it Hoan toan, trir phi
kiém soat gia thi truong khac biét Nha nudc dieu tiet
ca
5. Rao can gia Rét d& dang Dé Kho khan Rét kho gia nhap thi
nhap thi truong gia nhap truong

Hinh 3.3. Céu truc thi trudng

2) Céu tric thi truong

Theo céac nha kinh té hoc thi c6 4 loai thi truong. Do 1a: thi truong canh tranh hoan héo; thi

truong canh tranh doc quyén; thi trudng doc quyén nhom; va thi truong doc quyén. Tuy vao mdi

loai thi truong ma doanh nghiép co cach tng xir khac nhau dé canh tranh (xem Hinh 3.3.). Nguoi

doc c6 the tim hi€u chi tiét hon van d¢ nay trong cac gido trinh kinh t€ vi mo.

3) Phan tich canh tranh ding Mé hinh 5 yéu t6 canh tranh Michael Porter
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Dé phan tich canh tranh, chung ta c6 thé st dung mé hinh 5 yéu t§ canh tranh Michael

Porter. Theo mé hinh nay, ¢6 5 yéu té canh tranh d6i v&i mot doanh nghiép trong mot nganh kinh

t€ nao do:

Dé phan tich canh tranh, chung ta c6 thé st dung mé hinh 5 yéu t6 canh tranh Michael

Porter. Theo md hinh nay, c6 5 yéu t6 canh tranh d6i v6i mot doanh nghiép trong mot nganh kinh

t€ nao do:

Canh tranh gitra cac cong ty cung loai, tirc 1a cac doanh nghi€p trong cung nganh, cung
cép cung mot loai san phém dich vu.

Canh tranh tir phia cac nha cung cip.
Canh tranh tir phia khach hang.
Canh tranh tir cac san phdm thay thé

Canh tranh tir cac ddi thit méi s& tham gia vao nganh do xu thé hoi nhap, mo cua thi
truong.

Vi¢e phan tich cac ap luc trong mdi truong canh tranh theo mé hinh Michael Porter sé giup

cho chung ta nhan dang dugc cac ddi thu canh tranh hién tai cling nhu trong tuong lai, ddi thu truc

tiép cling nhu gian tiép dé co6 the luya chon cac chién Iugc canh tranh, doi pho c6 hi¢u qua doi véi

cac 4p luc canh tranh trén thi trudng Buu chinh, Vién thong.

(Chi tiét hon xin xem Phu luc cudi chuong 3)

3.3.6. Cong chung truc tiép

Trong phan nay, chung ta s€ tra 101 cac cau hdi sau day:

Ai la cong chling truc tiép cua doanh nghiép?

Vai tro ctia ho dbi voi doanh nghiép?

Cong chung truc tiép 1a bt Iy mot nhom, mét to chirc nao cdé mbi quan tdm, cé anh hudng

dén hoat dong ctia doanh nghiép. Cong chung truc tiép s& ung ho hoic chdng lai cac quyét dinh

kinh doanh ctia doanh nghiép, tirc 1a tao thuédn loi hay gay kho khan cho doanh nghi€p. Doanh

nghiép can phén loai cong ching va xay dung cac mbi quan hé phu hop véi timg loai.

Theo cach nay c6 thé chia cong chiing thanh 3 loai:

Cong ching tich cuc. Pay 1a nhom cong chung cé thién chi ddi voi doanh nghiép.

Cong chung tim kiém. Pay 12 nhoém cong chiing ma doanh nghiép phai tim cach thu hut,
161 kéo ho ung ho.

Cong chiing phan tng 1a nhom nguoi khong o thién chi v6i doanh nghiép, can phai dé
phong phan ung cua ho.

Cu thé hon, ta ¢ thé thay co cac nhom cong chung sau ddy (thudc vé mot trong 3 loai

trén):

Céc t6 chirc tai chinh, ngan hang, tin dung, cac c6 dong. Ho dam bao cho doanh nghiép
ngudn vbn kinh doanh. Nhém cdng chiing ndy quan tim dén su hoat dong kinh doanh c6
hi€éu qua cua doanh nghiép. Doanh nghiép mudn c6 duoce su thién cam cia ho thi phai
kinh doanh phat dat, tai chinh lanh manh va thong tin thuong xuyén véi ho vé tinh hinh
tai chinh doanh nghiép.
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e Cac co quan thong tin dai ching nhu bao chi, truyén hinh, truyén thanh. Ho dua tin
tuyén truyén cho doanh nghiép, giup cho doanh nghiép chiém duoc thién cam cia x4
hoi.

e Cac co quan chinh quyén. Thong qua luat phéap, cac co quan chinh quyén thyc hién chic
nang quan 1y nha nudc dbi v6i doanh nghiép. Doanh nghiép phai chip hanh nghiém
chinh luat phéap, chu truong chinh sach ctia Nha nudce.

Moi truong

van héa - xa hoi Moi truong kinh té Moi truong cong nghé

MGi trudng vi mo

\ Gia /
Thi truong
muc tiéu

/ Xuc tién

MGi trudng vi mo

Phan phéi

N

San pham

Moéi truong tu nhién Moi truong dan s6 MT . chinh tri ph ap luat

Hinh 3.4. Moi truong Marketing

e Céac T6 chirc bao vé nguoi tidu dung, bao vé moi truong ngay cang c6 tiéng noi trong du
ludn xa hoi. Cac cong ty phai tranh sy 1én tiéng phan dbi cua cac t6 chirc nay, vi nhu vay
s& gdy tiéng x4u trong du luan x3 hoi.

e (Cén bd cong nhan vién trong cong ty. Pay 1a nhom khach hang hang bén trong doanh
nghiép. Ho 13 ngudn luc quan trong cua doanh nghiép. Ho can duoc quan tdm, dong
vién, danh gia dtng mirc. Ho ciing can dugc thong tin thuong xuyén vé tinh hinh hoat
dong cua cong ty, duge tham gia vao qua trinh xay dung ké hoach, qué trinh quan Iy...

e Quién ching dong dao. Ho c6 thé trd thanh khach hang cua cong ty. Néu du ludn cua
quan chung ddi véi cong ty 13 x4u thi chic chian cong ty s& gap khé khin trong kinh
doanh. Do viy, cong ty phai theo ddi thudng xuyén du ludn cong chiing vé& cong ty va
san pham ctia cong ty. Cong ty ciing can phai tham gia vao cac hoat dong tai tro gitp d&
dia phuong dé tao ra hinh anh tbt dep vé cong ty trong con mit cong chiing.

Céc doanh nghiép phai quan tim dén cong ching truc tiép, co6 bd phan chuyén phu trach
linh vuc quan hé v6i cong chung (Public Relation).
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CAU HOI ON TAP VA THAO LUAN

1) Trong diéu kién Viét Nam vira trd thanh thanh vién cia WTO, hiy phén tich nhiing co hoi
va thach thirc mang lai cho cac doanh nghiép Viét Nam?

2) Vin hoa c¢6 anh huong gi dén giao tiép, dam phéan kinh doanh qudc té, quan 1y doanh nghiép
lién doanh?

5) Néu ban ¢6 du dinh m& mot nha hang an Nga tai Viét Nam, ban hay hinh dung xem khach
muyc ti€u cia nha hang 1a ai? Ho c6 nhu cau gi khi dén nha hang? Va ban phai lam gi dé¢ dap
ung nhu cau cua khach hang? (*)

6) Ban hiy tim hiéu xem cong ty Viettel, cong ty Honda di c6 nhirng hoat dong gi dé gay duoc
thién cam vdi cong chung?

7) Phén tich co cdu thi truong d6i véi thi truong dich vu dién thoai di dong ¢ Viét Nam,

8) Hiy chon mdt san pham va phan tich 5 yéu té canh tranh d6i véi no.

9) Cac yéu td thudc moi truong kinh té anh huong nhu thé nao dén hoat dong Marketing cua
doanh nghi¢p? (*)

10) Cac yéu t6 thudc moi truong chinh tri - ludt phdp anh huéng nhu thé nao dén doanh nghiép?
Viéc Viét Nam gia nhap WTO c6 anh huong gi dén cac cac nha dau tu ngan hang nudc
ngoai muon dén dau tu ¢ Viét Nam? (*)

11) Cac yéu tb thudc méi truong céng nghé anh hudng nhu thé nao dén hoat dong Marketing cua
doanh nghiép? (*)

12) Céc yéu t6 thudc moi truong dan sb hoc anh hudng nhu thé nao dén hoat dong Marketing
cua doanh nghi¢p?(*)

13) Cac yéu t6 thudc moi truong vin hod-xd héi anh huong nhu thé nao dén hoat dong
Marketing cuia doanh nghiép? (*)

14) Hay phan tich cde co hdi ma moi trudng vi md mang lai cho cac doanh nghiép vién théng
trong diéu kién hién nay? (*)

15) Hay phan tich cdc thach thire ma moi trudng vi mdé mang lai cho cac doanh nghiép vién
thong Viét Nam trong diéu kién hién nay? (*)

16) Néu ban 1a giam doc mot doanh nghiép san xuét sira cho tré em tai mot qudc gia ma ty 18 tré
em ngay cang giam, thi ban dy kién c6 chién lugc gi d€ vuot qua thach thuc d6? (*)

17) Trong mét qudc gia theo dao hoi, chinh phii ¢6 chu truong thuc hién ché d6 nam nir binh
dang. Ban hay phan tich xem cac doanh nghiép ¢ d6 co6 thé c6 nhiing co hoi kinh doanh gi
maoi? (*)
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PHU LUC

PHAN TiCH MOI TRUONG CANH TRANH
TREN THI TRUONG BUU CHINH VIEN THONG VIET NAM

Nghién ctru méi truong canh tranh 1a mot cong viée hét sirc quan trong va 1a mbi quan tam
hang du cua bat ky doanh nghiép nao hoat dong trong mdi trudng canh tranh. Trén co s¢ nghién
ctru mdi trudng canh tranh ma doanh nghiép ¢ thé vach ra chién luoc canh tranh phu hop.

Thi truong buu chinh vién thong ciing bat dau xuat hién cac d6i thu canh tranh tir nim
1995. Tuy nhién, c6 nhiéu loai canh tranh da xuét hién tir true thoi diém d6. Bé c6 mot b tranh
téng quan vé moi trudng canh tranh trén thi trudng buu chinh vién thong, ching ta s& sir dung mo
hinh phan tich canh tranh ctia Michael Porter.

Theo Michael Porter, c6 5 yéu td canh tranh trong moi trwong canh tranh dbi voi mot
nganh kinh doanh néi chung va dbi v6i nganh buu chinh, vién thong néi riéng nhu duge mo ta
trong so do sau day:

[ CAcC POI THU ]

J L

[ NGUOI CUNG CAP ] CAC C.TY CANH TRANH
TRONG NGANH BCVT

NGUOl MUA

[ SAN PHAM THAY THE ]

Hinh 3.5. Mo hinh 5 yéu té canh tranh Michael Porter

Chung ta s& phan tich chi tiét 5 yéu t6 trong mo hinh dé mé ta birc tranh mdi truong canh
tranh trén thi trudng buu chinh, vién thong. L& ra cdn phai mé ta riéng ré cho hai thi trudng buu
chinh va vién thong. Nhung dé cho gon chiing ta c6 thé chi néu riéng timg thi truong khi c6 cac
van dé riéng. D4i tuong nghién ciru 1a Tap doan BCVT (VNPT).

1) Cac dbi thi tiém tang

Day 1a cac d6i thi trong twong lai khi ho c6 thé gia nhap vao thi truong buu chinh, vién
thong. Tuy nhién, khong phai dé dang tham gia vao mot thi truong nao dé, dic biét 1a thi truong
buu chinh, vién thong. Khi mudn tham gia vao mot thi truong néi chung va thi truong BCVT noi
riéng, cac d6i thi twong lai phai vugt qua dwoc rao can gia nhap nganh kinh doanh nay. C6 thé
néu ra ddy cac loai rao can ngan chan mot dbi thu mudn gia nhap nganh BCVT:

e Rao can thi nhat 1a lgi thé theo quy mé. Trong mdt s6 nganh khi quy mo san xuat cua
mot cong ty tang 1én thi chi phi trung binh cho 1 don vi san pham giam xudng. Nganh Buu chinh,
Vién thong 13 mot nganh c6 tinh chat nhu vay. Piéu ndy c6 nghia 1a néu mot nha khai thac buu
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chinh vién thong c6 quy mé 16n thi ho c6 loi thé canh tranh so vé6i cac ddi tha méi. Tap doan
BCVT Viét Nam (VNPT) - nha khai thac chu dao trén thi truong c6 dugc loi thé canh tranh nay.
Tuy nhién, & nhiéu nudc “Pao ludt chong doc quyén’’ khong cho phép mot cong ty chiém thi
phan qua 16n. Vi du: Chinh pha My dd quyét dinh chia tach cong ty vién thong AT&T thanh
nhiéu cong ty nho. Gan day nhét, vao giita nam 2002, Chinh phii Trung Qudc ciing yéu cau China
Telecom tach thanh 2 cong ty 1a China Telecom hoat dong & phia Nam, va cong ty China NetCom
hoat dong ¢ phia Bic Trung Qubc.

e Rao can tha 2 13 su trung thanh ciia khdch hang. Mot cong ty di c¢6 chd dimg vimg chéc
trén thi truong thi co nghia 1a da chiém dwoc cam tinh, long tin va sw trung thanh cia khdach hang.
Long tin va su trung thanh cua khach hang cang cao thi cang gay kho khin cho cac dbi thi méi
mudn gia nhap thi trudng.

Do vay, cac ddi thi méi phai tim kiém nhitng k& ho (thi truong ngach) cua thi truong hién
tai con bo ngo dé xam nhdp, hoac khai thac nhiing nhugc diém trong chinh sach Marketing mix
ctia d6i thu hién hanh dé dua ra cac san pham thay thé, gianh thién cam cuia khach hang.

Pé giit duoc loi thé ndy trong moi truong canh tranh, VNPT chi c¢6 mét chién luoc duy
nhét 1a phai thuc hién “Céng ty hod” dé c6 duoc quyén tu trong kinh doanh, va “Thwong mai hoa”
dé chuyén sang tu duy kinh doanh moi, hudng vé khach hang.

e Rao can thtr 3 13 loi thé tuyét doi vé gid thanh do cong nghé cao, do kinh nghiém lau
nim, do bang phat minh sang ché, do chi phi dau vao thap, do chinh sach wu dii ctia Nha nuéce, do
hiéu qua theo quy mo...

Mubn gitr duoc loi thé nay, VNPT phai luon luén dan dau vé cong nghé, phai chi trong
cong tac quan tri kinh doanh dé giam chi phi, nang cao hiéu qua san xuét kinh doanh. Cac doanh
nghiép 16n néu khong quan 1y t6t s& d& mac phai nhuge diém 1a bd may cong kénh, lang phi, tinh
quan liéu ménh 1énh, cira quyén. Cong nghé tin hoc, vién thong ngay nay thay d6i hét sirc nhanh
chong. Nhiéu cong nghé méi véi chi phi dau tur thap ra doi. Do vay, cac cong ty nho méi tham gia
thi truong ciing c6 thé ndm 13y co hoi d6 dé canh tranh véi cac “‘Pai gia’’ phan tmg cham chap
v6i cac nhu cau méi cua thi treong. Vietel voi cong nghé IP da xam nhdp thi truong dién thoai
duodng dai va gianh dugc mot chd dimg chan ban dau dé tiép tuc mo rong thi phan.

e Rao can thir 4 1a vé phdp Iy. Bbi v6i linh vue BCVT, mudn gia nhip nganh can phai
duoc su chép thudn cua Nha nudc. Ngay nay, theo xu thé hoi nhdp, md cira, cac nudc déu cong bd
10 trinh m¢ cua thi truong BCVT. Viét Nam cling khong 1a ngoai 1€. Pang va Nha nudc chu
trrong timg budc cho phép cac thanh phan kinh té tham gia thi truong BCVT, dong thoi c6 cac
chinh sach nang d& cac cong ty mai gia nhap thi trudng. DAy chinh 13 co hoi thuan loi cho cac ddi
thit m&i bude vao thi trudng va la nguy co s& c¢6 thém cac d6i thu canh tranh ddi véi VNPT.

e Rio can thir 5 1a vé von liéng, cong nghé 1a mot tro ngai 16n ddi vai cac dbi tha mudn gia
nhap thi truong BCVT. Tuy nhién, khi hinh thirc lién doanh cung cép dich vu BCVT duoc chinh
pht cho phép thi van dé vén liéng va cong nghé s€ khong con la sy can trd 16n dbi v6i cac nha
khai thac méi mubn tham gia thi truong nira. Véi cac kénh huy dong von ngay cang phong phu,
cac d6i thu twong lai ciing ¢6 nhiéu co hdi thu hiit ngudn vén dau tu hon.

2) Cic d6i thii canh tranh hién tai trong nganh BCVT

D6 1a cac cong ty BCVT dang hoat dong trén thi truong BCVT. Loai canh tranh tryc tiép
nay manh phu thudc vao cac yéu t6 sau:
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a) Co cdu thi trieong canh tranh

D6 1a cac kiéu co cAu nhu canh tranh hoan hdo, canh tranh ddc quyén, ddc quyén cia mot
nhém cdc doi thu (trudng hop riéng 1a doc quyén song phuong cua 2 d6i thi). Chién luge canh
tranh s€ khac nhau tuy vao tung co cAu thi truong. Hién nay, thi truong BCVT co6 co cAu doc
quyén nhom gébm mot sb it cac dbi thi. Trong thi trudng kiéu nay, chién luge canh tranh cua cac
d6i thu phu thudc 1an nhau.

b) Toc do tang truéng ciia nganh

Néu nganh c6 téc do ting trudng cao thi mirc d6 canh tranh s& khong cing thang vi chiéc
béanh thi trudng con c6 thé 16n 1én da chd cho cac ddi thi. Khi toe do ting trudng cham lai thi cac
db6i thu s& canh tranh s& gay git dé gianh giat thi phan. Thi truong BCVT Viét Nam dang ¢ giai
doan tang truong cung voi mue do tang trudng cla nén kinh té, do vay muc d0 canh tranh chua
gay git. Tuy nhién, néu tdc do ting trudng cua nén kinh té chdm lai do nhitng nguyén nhan nao d6
thi nhu ciu tiéu dung cac dich vu BCVT sé& giam, diéu nay dan dén mtc d6 canh tranh trén thi
truong BCVT s& manh hon vi cac dbi thu phai ¢b gang gitr va gianh giét thi trudng.

Mot trong cac chién lugc c6 thé ap dung dbi véi cac ddi thii canh tranh cing nganh nghé 1a
chién lwoc hop nhdt theo chiéu ngang. Muc dich ciia chién lugc nay 1a nhdim mé rong quy mod
kinh doanh, tan dung loi thé cua nhau, nang cao kha ning canh tranh. Vi duy, thay vi canh tranh
v6i cac cong ty chuyén phat nhanh toan cau, Buu chinh Viét Nam nén lién doanh, lién két v6i ho,
tan dung mang ludi van chuyén nhanh toan cau cia ho dé vuon ra thi truong thé gidi. Cac cong ty
chuyén phat nhanh ciing tan dung dugc mang ludi buu chinh ngi dia ciia Viét Nam dé tiép can voi
khach hang nhung giam duoc chi phi khai thac, va do vay nang cao dugc kha nang canh tranh.
Chién lugc nay da dugc ap dung thanh cong & mot sé nudc.

3) Ap lwc tir phia cac sin phdm thay thé

Céc san pham thay thé 13 cdc san pham mang lai nhiing loi ich tiéu ding nhu san phdm
hién tai hodc cao hon cho khach hang. Céc san pham thay thé thuong 1a két qua cta cong nghé
moi. Cac dich vu buu chinh truyén théng bi cac dich vu vién thong hién dai canh tranh manh mé
dén muirc nguoi ta nghi ngd su ton tai cia thu tin truyén thong. Ban than cac dich vu vién thong
cling bi chinh cac dich vu vién thong mdi canh tranh gay gat. Pién thoai IP dang canh tranh véi
dién thoai truyén théng nho gia cudce théip va chat lugong chfip nhén dugc. Pién thoai di dong ndi
vung cling gianh khach hang cua dién thoai di dong GSM va tham chi ca di¢n thoai ¢ dinh noi
hat. Nhu vay, khach hang co nhiéu co hoi lya chon, ho “cd gia hon”.

Canh tranh tir phia cdc san pham thay thé 13 loai hinh canh tranh gidn tiép. Pé canh tranh
v6i cac san pham thay thé, doanh nghiép phai chii trong, dau tu thich dang dén cong tic nghién
clru phat trién cong nghé, san phdm mai va ludn ludn di dau trong d6i méi san pham. Riéng ddi
v6i Buu chinh, dé dap ung nhu cau ctia khach hang, VNPT can phai str dung chinh cac cong nghé
vién thong, tin hoc hién dai dé tao ra cac dich vu méi — dich vu buu chinh dién tir (e-Post) cung
cép cho khach hang. Py chinh 14 xu hudng hoi tu giita Buu chinh truyén thong-Vién théng va
Tin hoc dang xay ra & nhiéu nude trén thé giéi. Buu chinh c6 thé lién két voi Vién thong dé cung
cap cac dich vu nay.

4) Ap luc tir phia khach hang

Khach hang thudng muén duoc cung cip san phdm vé6i chét lugng cao va gia thip, dich vu
khach hang hoan hao. Diéu nay s& 1am cho chi phi khai thac ting 1én, loi nhuan giam. Khach hang
c¢6 kha ning gay ap luc ddi voi nha cung cip trong cac diéu kién sau day:
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Khi s lugng khach hang it. Khi d6 khach hang c6 thé lién két véi nhau dé gy ap luc véi
ngudi ban. Tong cong ty BCVT VN la mot khach hang 10n cta cic nha xuat ban béo chi. Do vy,
VNPT c6 thé dung vi thé nay dé ép cac nha xudt ban khong ban bao cho cac ddi thi canh tranh
v&i minh.

Khi c6 cac khach hang l6n. Ho la nhitng nguoi mua chuyén nghi¢p. Nhitng khach hang
nay c6 kha ning gay stc ép cho nha cung cap trong dam phéan vé chat lugng, gia ca ciing nhu cac
diéu kién cung cip dich vu. Nhitng ap luc nay s& cang 16n néu c6 cac nha cung cap dich vu BCVT
khac nhau moi chao 161 kéo hg. Do vay, viéc quan ly, cham s6c khach hang 16n (Key account
Management) 13 nhiém vu hét sitc quan trong d6i véi VNPT.

Khi ¢6 sy de doa hoi nhap cua khach hang vé phia sau. D6 13 khi ¢ cac khach hang 16n co
thé mua dit nguoi ban, hodc tu dau tu va khép kin qua trinh san xuat. Va nhu vay, ho c¢6 thé mé
rong chudi gia tri vé phia trudc, chiém mat “phan miéng banh thi trieong” cia VNPT. Cong ty
dién luc, Cong ty tin hoc, Cong ty phat thanh truyén hinh, ngan hang... 1a nhitng khach hang cii
cia VNPT, nay rat c¢6 kha nang tré thanh ddi thu canh tranh ctia VNPT. Day ciing 1a thé hién xu
hudng hoi tu ba loai cong nghé: Vién thong -Tin hoc - Truyén thong. Trong trudng hop nay, chién
lugc ciia VNPT nén dung 1a chia sé loi ich thong qua lién doanh, lién két. Pay 1a kiéu chién lugc
ho6i nhap (hop nhét) vé phia truée. Cac cong ty BCVT ¢6 thé lién két voi cac khach hang 16n dé
cung chia s¢é 1gi ich.

5) Ap luc tir phia cac nha cung cip

D6 1a cac doanh nghiép cung cip cac yéu té dau vao cho qua trinh san xuét kinh doanh ciia
ching ta. Cac truong hop sau ddy sé tao ra strc ép ddi voi VNPT tir phia céc nha cung cap:

Chi c6 mét sé it cac nha cung cap. Trong trudng hop ndy cac nha cung cap co thé lién két
dé tao ra cac ap luc ddi voi VNPT vé gia ca, chit luong, phuong thirc thanh toan.

Khi khong c6 san san phém thay thé cho cac yéu t6 dau vao. Trong trudong hop nay, ap luc
clia cac nha cung cip sé ting 1én. Pac biét, trong truong hop cac yéu té dau vao c6 vai trd quan
trong d6i v6i qua trinh san xuét ciia doanh nghiép.

Khi viéc thay ddi nha cung cdp dan dén mot chi phi 16n cho doanh nghiép thi ap luc cia
nha cung cip sé& cao.

Khi nha cung cép de doa hoi nhap vé phia truéc dé mo rong diy chuyén gia tri ciia ho
thong qua dau tu mé rong san xuat hoic mua dirt ngudi mua. Cac nha cung cip san pham, dich
vu dau vao cho doanh nghiép nhu cac cong ty tin hoc, cac cong ty van chuyén duong bd, dudong
sat, hang khong ciing rt c6 thé trd thanh cac ddi thu tuong lai cia VNPT néu ho hoi nhap vé phia
trude dé cung cép luén cac dich vu BC, VT.

Chién lugc cia VNPT trong truong hop nay ciing c6 thé 1a lién doanh lién két chia sé
quyén loi, xay dung mbi quan hé than thién cing c6 loi lau dai véi cac nha cung cap. Pay la kiéu
chién lugc hoi nhap vé phia sau.

Toém lai, viéc phan tich cac ap luc trong moi truong canh tranh nhu trén s€ gitip cho doanh
nghiép (VNPT) nhén dang duoc cic ddi thii canh tranh hién tai ciing nhu trong twong lai, d6i thu
tryc tiép cling nhu gian tiép dé co6 thé lia chon cac chién luoc canh tranh, ddi pho ¢6 hiéu qua dbi
v6i cac ap luc canh tranh trén thi truong Buu chinh, Vién thong.
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CHUONG IV

PHAN POAN THI TRUONG. THI TRUONG MUC TIEU.
DINH VI SAN PHAM

MUC TIEU

Sau khi hoc chuong nay, sinh vién can nim duoc:
e Khai ni¢ém “phan doan thi truong”, “lya chon thi truong muc ti€u” va “dinh vi san phém
trén thi truong”.
e Ly do valoi ich cua viéc phan doan thi truong
e Céic nguyén tic phan doan thi truong
e Céc chién lugc dap tng thi truong
e Qua trinh Iya chon thi truong muc ti€u

e Phuong phap dinh vi san pham trén thi truong
NOI DUNG
4.1. PHAN POAN THI TRUONG
4.1.1. Khai niém

1) Thé nao 1a phin doan thi truong

Phan doan thi truong (Market sergmentation) la qua trinh phan chia nguoi ti€u dung thanh
cac nhom dua trén cac khac biét vé nhu cau, tinh cach, hanh vi.

Poan thi truong (Sergment) 1a mot nhom ngudi tidu ding c¢6 yéu cau twong tu nhau vé cac
thanh t6 trong Marketing hon hop.

Nhu véy, trong ciing mot doan thi truong, khach hang c6 tinh ddng nhat vé nhu cau, sé thich,
kha ning thanh toan...Va doanh nghiép c6 thé dép mg bang cting mot chuong trinh Marketing
hon hop 4P.

2) Cac yéu ciu ddi véi phan doan thi truong

Nhu cau ciia con nguoi rat da dang. Dé thuc hién phuong cham “Chi ban nhitng thir ma
khach hang can” thi chiing ta phai thuc hién phan doan thi trudng dé c6 dugc nhitng nhom khach
hang ddng nhit vé nhu cau. V& mat 1y thuyét thi mdi khach hang c6 thé duge xem nhu mot doan
thi truong. Tuy nhién, néu cang chia nho thi truong dé dam bao tinh dong nhét tuyét ddi vé nhu
cau trong mdi doan thi truong thi chi phi san xuit cho mdi doan d6 s& cang cao va khach hang
kho chip nhan. Do viy, dé dam bao tinh hiéu qua, viéc phan doan thi truong phai dam bao céc
diéu kién sau day:

e C6 sy khac nhau vé nhu cau giita cac nhom khach hang khac nhau.
e Phai do ludng duoc vé quy md va hiéu qua kinh doanh cua doan thi truong

e Doanh nghiép co thé nhan biét duoc doan thi truong do dé phuc vu
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e Nhu cau cua khach hang trong doan thi trudng phai dong nhét, quy mé da 16n, c¢6 kha

nang sinh 161 khi cung cip san pham riéng cho doan thi truong do6

e Doanh nghiép phai du ngudn lyc dé thuc hién chuong trinh Marketing riéng cho timg

doan thi truong.
3) Cic vi du vé phan doan thi truomng

Vi dy 1: Hang Canon cua Nhat d3 xdm nhap thi truong méy photocopy Australia bang loai
may dé ban don gian, gia thap, trong khi trén thi truong di c6 ban cic may pho to 16n, phic tap,
gi4 cao cua hang Xerox (My).

Vi du 2: Céc hiang 6 t6 ciia Nhat ban ddu di xam nhap va chiém linh dwoc mot phan thi
truong 6 t6 thé gioi bang cac kiéu 6 t6 nho, gia thip, tiét kiém xing. Sau d6 ho banh truéng dan
sang cac thi phan xe sang trong.

Vi du 3: Hing xe may Minsk cua Belarussia da chiém linh thi truong xe may ding cho nong
thon, mién nui Viét Nam véi kiéu xe “trau” Minsk véi gia thép, chét luong bén, dong co khog,
hinh thtrc tho.

Vi du 4: Cac hing xe may Trung Qudc di chiém linh mot phan thi truong xe may Viét Nam
bang cac xe kiéu déang twong ti xe Nhat, chat lugng tim tAm va gia thép.

Vi du 5: Cong ty vién thong quan doi Viettel dd chiém dwoc mot phan thi truong dich vu
dién thoai duong dai Viét Nam bfmg dich vu VoIP chit luong chép nhan duoc va gia thép.

Vi du 6: Cac nha hang com hop da gianh duoc mot phan miéng banh thi truong 1a cac thyc
khach ludi hay ban biu khong mudn ra khéi co quan dé dn com  trua.

Vi du 7: Céac truong dai hoc nudc ngoai da gianh mot sé sinh vién con nha kha gia ¢ kha
nang thanh toan cao va mong mudn duoc hoc chuong trinh chét lugng cao.

Vi du 8: Cac cira hang rau sach da gianh duoc doan thi truong gdm da phan ngudi nudc
ngoai, cac khach san va khach hangViét Nam c6 thu nhap cao.

Vi du 9: Dich vu di¢n thoai di dong ndi vung nham vao céac khach hang c6 pham vi di dong
hep va kha ning thanh toan chua that doi dao.

Vi du 10: Hang xe 6 t6 Rolls Royce nham vao thi trudng muc tiéu 1a cac nha ty phi, cac
nguyén thi qudc gia. Trong thi truong muc tiéu nay lai gdm nhiéu doan thi trudng, mdi doan 1a
mot khach hang, vi hing thiét ké va san xuét xe theo don dat hang c4 nhan. Chi phi san xut cho
mot xe rat cao. Tuy nhién né dwoc bu dap boi gia ban hang triéu USD mét chiée cting véi chi phi
bao dudng xe, chi phi hudn luyén dic biét cho lai xe.

Vi dy 11: Cing 1a ban ca phé, nhung cic chu quan khic nhau di dwa vao cac dich vy bd
sung khac nhau dé nham thu hit cac doan thi truong khac nhau. D6 1a: Ca phé bong da, Ca phé
vuon, Ca phé sinh vién, Ca phé ngh¢ si, Ca phé dién anh, Ca phé Trung nguyén, ca phé Internet,
ca phé Thanh Hoa...

Céc quan ca phé bong d4 da thu hit dugc nhom khach hang nghién ca phé va nghién ca
bong da!

Vi du 12: Cac hang van tai dudng khong, duong sit da phan doan thi trudng bang cach chia
ra nhiéu hang vé khac nhau dé khach hang lwa chon theo yéu cau.

Trong thoi ky kinh t& bao cdp, hau hét cac doanh nghiép Viét Nam déu thyc hién kiéu
Marketing dai tra: san pham cung loai, gi4 ca dong hang cho moi khach hang. Khi chuyén sang
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kinh té thi trudng, nhu ciu thi truong tré nén phan hoa rd rét. Néu cac doanh nghiép cii khong
thay d6i tw duy dé thuc thi phan doan thi truong thi chiac chin sé& bi cic nha canh tranh méi gianh
mat cic phan doan thi truong khac nhau. Cac dich vu Buu chinh Vién thong ciing can phan biét
hoa dé tiép can cac nhom khach hang c6 nhu cau khac nhau.

4.1.2. Tién trién ciia quan diém phén doan thij truong

Khong phai cac cong ty déu thuc hién phan doan thi truong ngay tir ban dau. Ho thudng trai
qua mot sb giai doan khac nhau tuy vao diéu kién thi truong.

1) Giai doan 1: khong phan doan

Trong giai doan nay doanh nghiép khong phan doan thi truong ma coi moi khach hang déu
¢6 nhu cau dong nhat. Quan diém nay duoc goi 1a Marketing dai tra. Theo quan diém nay, cong
ty san xudt mot loai san pham, ban voi gia nhu nhau cho tat ca cac khach hang. Lam nhu vay,
cong ty s& giam duogc chi phi san xuat, giam gia ban, mé rong dugc thi truong. Quan diém nay
phu hop véi diéu kién thi truong khong c6 su canh tranh, khach hang khong ¢ su Iya chon. Tuy
nhién, khi c6 cdc doanh nghi€p canh tranh mdi, ho kham pha ra ¢6 nhitng nhom khach hang
khong dugc thoa mén boi san pham dai tra cua cong ty hién hanh. Pay chinh 1a co hoi dé ho dua
ra nhiing san pham moi dap tmg nhu cau do.

Trén thi trudng Viét Nam trong nhitng nim qua, chiing ta c6 thé thdy rd xu hudng d6. Ban
dau, hau hét cac doanh nghiép chi cung cip mot loai san pham cho moi khach hang. Nhung khi
doi sdng nang cao, xuét hién cac nhu cdu cao hon, va thé 1a cac dbi thi méi budc vao thi trudng
gianh phan mot vai miéng banh bang cac san phdm chét luong cao hon: Nha hang, khach san cao
cip, quan 4o, d6 ding cao cip...Cac nha canh tranh méi gia nhap di thyuc hién chién luoc thi
truong ngach dé chiém mot chd dung ban dau trén thi truong, sau dé sé& 1an rong ra.

2) Giai doan 2: Phan biét san pham

Doanh nghiép san xut ra cdc san pham khac nhau vé chit luong, bao bi, gia ca... khac nhau
dé khach hang tu chon. Cach nay tuong d6i dé thyuc hién. T4t nhién 1a truée khi san xuat, cong ty
can phai nghién ctru thi truong dé ndm bat duoc nhu cau. Tuy nhién, dy 1 cach phan doan thi
truong bi dong.

3) Giai doan 3: Huéng vé thi troomng muc tiéu

Pinh vi sin phim
trén thj treong
muc tiéu

Phén doan

Lua chon thi
thi truwomg

treong muc tiéu

Hinh 4.1. Céc budc trong Marketing muc tiéu

Doanh nghi¢p tién hanh phan doan thi truong va Iya chon mét hay vai doan thi truong (thi
truong muc tiéu) dé phuc vu. Sau d6 doanh nghiép tién hanh san xut san pham sao cho dap tmg
yéu cau cua thi truong muc tiéu da chon. Pay 14 phuong phap mang tinh chu dong theo quan diém
Marketing hién dai. Trén co s& d6, doanh nghiép c6 thé tap trung nd lyc Marketing véo thi trudng
muc tiéu d3 chon dé nang cao kha nang canh tranh. Giai doan nay con duoc goi la Marketing muc

tiéu.
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Theo quan diém nay, can phai tién hanh céac bude sau day: Phan doan thi truong; Lua chon
thi truong muc tiéu, va cudi cung la Pinh vi san phém SO V01 cac san phém canh tranh sao cho
dam bao tinh canh tranh cta san pham (xem hinh 4.1).

4.1.3. Ly do va lgi ich ciia phan doan thj truwong

C6 nhiéu 1y do va lgi ich bude cac doanh nghiép phai thuc hién phan doan thi truong. Co thé
néu ra mét s6 1y do va loi ich co ban sau déy:

e Do khach hang da dang, trong khi doanh nghiép khong thé dap tmg tat ca cic nhu cau. Mdi
doanh nghi¢p chi c6 mdt s6 thé manh nhét dinh ma théi.

e Phén doan thi truong gitp cho doanh nghiép phan bd c6 hiéu qua cic ngudn luc, tip trung
nd lyc vao dung chd.

e Phan doan thi truong gitip cho doanh nghiép dap mg cao nhat nhu cau cua khach hang, do
vay tang kha nang canh tranh cho doanh nghi€p, ngay ca vdi cac doanh nghi€p nho.

Céc cong ty nho dung chién luoc phan doan thi truong dé chiém duge mot chd dung trén thi
truong di c6 ké chiém gitt nhung chwa chu trong dén hét cac phan doan hodc chi thuc hién
Marketing dai tra. Cac cong ty 16n da chiém linh thj trudng thi phai d& phong ké xdm nhap bang
cach ap dung chién lugc phan doan thi trudng.

C6 thé noi, nguyén nhdan co ban clia vi¢c phai phan doan thi truong 1a do canh tranh. Vi
canh tranh ma doanh nghié¢p budc phai thyc hién phan doan thi truong dé nang cao kha nang canh
tranh cua minh. Thoat dau, doanh nghiép co thé chua thuc hién phéan doan thi truong ma phuc vu
tat ca cac khach hang voi ciing mot chién luge Marketing hdn hop. Tuy nhién, dén mét luc nao d6
ho s& tu nhan thiy rang san pham cua minh khong thé thoa méin dugc tit ca moi khach hang véi
nhu cau rat da dang. Do vay, doanh nghiép budc phai lwa chon nhitng nhém khach hang hap dan
nhat ma ho co6 kha nang canh tranh cao so vdi cac ddi thu canh tranh. Phan doan thi truong, do
vay 1a mot vii khi canh tranh hiru hi¢u.

Phén doan thi trudng chinh la dé thuc hién tu tuong chi dao ciia Marketing: “Chi ban nhiing
th ma khach hang can!”. Néu doanh nghiép ban mot loai san pham cho tit ca cac khach hang
khac nhau, rit c6 thé doanh nghiép s& khong dap tmg dwoc nhu cu cua tit ca cac khach hang c6
nhu cau khéac nhau.

4.1.4. Cac ndi dung cin nghién ctru vé phan doan thi trueong

Lién quan t&i phan doan thi truong, chung ta s& nghién ctru trong chuong nay cac van dé sau
day:

1) Phén doan thi truong:

e Xac dinh nguyén téc phan doan thi truong

e Xac dinh dic diém cia cac doan thi truong

2) Chon thi treong muc tiéu

e Danh gia muc do hap din cua cac doan thi trudng

e Luya chon mdt hay nhiéu doan thi truong

3) Pinh vi sain phim

e Xac dinh vi tri cia san pham trong timg doan thi truong
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e Xay dung hé théng Marketing cho timg doan thi truong muc tiéu
4.1.5. Co sé dé phéan doan thi trudong

Mot doanh nghiép c6 thé phan doan thi truong bang nhiéu cach khac nhau. Co sé dé phan
doan thi trudng thi tuy thudc vao timg loai san pham. Mot cach phan loai khai quat nhat ddi véi
cac loai san pham 1a chia khach hang thanh hai nhém Ién: khach hang tiéu dung cudi cing va cac
khéch hang 1a nguoi st dung trung gian.

e Khach hang tiéu dung cudi cing (End Users) 1a nhitng ngudi mua san pham cho tiéu
dung ca nhan hoac cho gia dinh. Ho 1ap thanh thi truong tiéu dung (Consumer Market).

e Khach hang st dung trung gian hay con goi la cac khach hang cong nghi€p (Industrial
Users) 1a cac doanh nghiép, céac to chirc, co quan nha nudc, phi chinh phu. Ho ding san
pham cuia cong ty dé phuc vu cho qua trinh hoat dong ctia minh. Cau cta ho d6i véi san
pham cta cong ty 1a cau thir phdt, phu thudc vao cau dbi voi cac san pham dau ra cua
ho. Ho lap thanh mdt thi trudng ri€ng voi cac hanh vi mua khac véi thi truong ti€u
dung.

Cung mot loai san pham c6 thé ban cho ca hai loai khach hang trén. Cac khach san mua thuc
pham dé ché bién cac mon an cho thuc khach. Ho 1a khach hang trung gian ctia cac nha san xuét
thuc pham. Ngudi tiéu dung cudi cung thi mua thuc phdm vé ché bién cho bita dn ciia ban than
hay gia dinh.

Viéc phan doan thi truong thanh hai nhom 16n nhu vay la dac biét c6 y nghia theo quan
diém Marketing, vi hanh vi mua cia hai nhém nay khic nhau vé co ban. Tir 4o, chién lugc
Marketing hon hop ctia cong ty d6i v6i hai doan thi trudong do cling phai xay dung khac nhau.

Trong cac chuong sau chung ta s€ nghién ctru hanh vi mua cua hai thi truong nay.

1) Co sé dé phan doan thi trwdng nguoi tiéu ding

Sau khi chia thi truong thanh 2 nhom 16n nhu trén, doanh nghiép phai chia thi truong ra
timg nhom nho hon. Cac co s dé tiép tuc phan doan nhom khach hang ngudi tiéu ding 1a cac
nhom tiéu thirc sau day: Nhom céc ti€u thirc dia du dia ly, nhom cac tiéu thuc nhan khéu hoc,
nhém céc tiéu thirc tim 1y hoc va nhém céc tiéu thirc hanh vi dbi v6i san pham. Khi phan doan
thuc té, co thé két hop céc tiéu thirc khac nhau méi c6 thé dam bao tinh dong nhat vé nhu cau
trong mdi phan doan. Sau diy ching ta s& tim hiéu cach phan doan thi trudng theo cac tiéu thirc
khac nhau (xem hinh 4.2).

a) Phan doan theo cac tiéu thiec dia ly

Céc tiéu thi dia 1y thuong dwoc ding két hop véi cac tidu thirc nhan khau hoc dé phan doan
thi trudng tiéu dung. Ly do 1a nhu ciu cta ngudi tiéu ding thuong co lién quan chit ché véi cac
tiéu thirc dia 1y hay dan s6. Hon nita, phan doan theo céc tiéu thirc ndy thoa man cac doi hoi cua
phan doan c6 hi¢u qua: do luong dugc, tiép can duoc, va da 16n.

Céc tiéu thirc dia Iy thuong dung 1a: khu vue, qubc gia, qudc té, nong thon — thanh phd. Thi
truong thanh phd c6 nhu cau va kha ning thanh toan khac véi thi truong néng thon. Thi trudng
trong nude khac vai thi truong nudce ngoai. Giita cac thanh phd, cac

khu vuc, qubc gia khac nhau thi nhu cau va sé thich ciing khac nhau.

Vidu: So¢ thich an mac, ti€éu dung ctia nguoi mién Bic khac so véi nguoi mién Nam. Nguoi
Ha Ni chu trong hinh thirc hon ngudi Sai gon. Cach udng ca phé, uéng ché, khau vi an ctia ngudi
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Viét Nam ciing khac v6i ngudi chau Au. Mot s6 cong ty thuc phiam Thai Lan da xuat khau thuc
pham theo khau vi ctia nguoi Viét Nam, véi bao bi in bang tiéng Viét sang cac nudc co dong Viét
kiéu sinh séng nhu My, Phap. ..

Tai Austalia, dan chung bang Queensland wa thich mau 4m, sang. Trong khi d6 dan cac bang
phia Nam lai thich mau xam va lanh.

b) Phan doan theo cac tiéu thirc nhan khau hoc

Céc tiéu thirc nhan khau hoc duoc dung phd bién dé phan doan thi truong, Iy do 1a nhu ciu,
sO thich ciing nhu cudng do tiéu dung ciia dan chung c6 lién quan chit ché véi cac dic diém nhan
khau hoc. Mit khac, cac dic diém vé nhan khau hoc ciing dé do luong. Cac s6 liéu théng ké vé
nhan khau hoc can thiét cho viéc phan doan thi truong la cac s6 licu thu cép san co tir cac nguén
thong tin chinh théng ciia Nha nudc.

Theo cac tiéu thirc nhan khau hoc ngudi ta chia thi truong thanh cac nhém cin cir vao cic
bién sb nhu: Tuéi tac, gidi tinh, quy mé gia dinh, giai doan cia chu ky gia dinh, thu nhdp, nghé
nghiép, hoc van, hén nhan, giai tang xd hoi, tin ngueéng, ching toc ... Tuy vao loai san phdm ma
doanh nghiép chon céc bién sé dé phan doan. Ngoai ra c¢6 thé két hop mot vai bién sb.

Vi du:

e D4i voi san phdm quan 4o, ta c6 thé sir dung 2 bién sd phan doan. D6 1a phan doan trude

hét theo khu vuc thanh thi, néng thon. Sau do lai phan doan tiép theo gidi tinh nam, nir.

e Ddi voi thude 14 nguoi ta c6 thé phan doan theo nghé nghiép (nguoi lao dong chan tay
thuong hut thude ning), theo gidi tinh (phu nit thich thude nhe, kiéu dang diéu thude, bao
bi thanh nha)

o Ddi v6i xe may ngudi ta co thé chia ra xe thé thao cho thanh nién (xe Win), xe cho cong
chue (xe Dream), xe sang trong (xe Spacy), xe thd (xe Minsk).

e Ddi voi d6 choi, quan 4o thi 2 bién s6 tudi tac va gidi tinh 1 co sé quan trong dé phan
doan.

e Ddi v6i 6 10, do ngay cang c6 nhiéu phy nir di 1am tyr 14i xe, cho nén cac nha san xuét 6 to
nudc ngoai da chu y dén viée thiét ké va san xuét loai 6 t6 con cho phu nit.

e Phan doan theo tudi tac, gidi tinh, dan toc hay qudc tich co thé gitp cho nguoi ban hang
tim hiéu quy luat tim 1y theo tudi tac, gidi tinh dé tim cach Gng xa cho phu hop.

e Ddi véi dich vu vién thong qudc té tai Australia, cong ty Telstra nhdam vao nhitng ngudi
dan nudc nay cé nguoi than séng tai Anh, Hy Lap, Ytalia, Ha Lan, Buc, Nam Tu, Trung
Qudc. Coéng ty vién thong Optus ctia Australia khuyén mai giam gia cho khach goi di
Hong Koéng vao dip Tét nguyén dan.

e Dich vu dién thoai quéc té Collect-Calltai Viét Nam (trong giai doan ban déu) cling chu
yéu nham vao khach hang Viét Nam c¢6 ngudi than & My.

e Céc nganh cong nghiép nhu du lich, thong tin lién lac va thuc pham thudng dung bién sb
dan toc dé phan doan.

e Nhiéu loai hang hod, dich vu tiéu dung duoc cic cong ty cung cip v&i nhiéu mic gia
khac nhau twong tmg véi cac mirc thu nhdp khac nhau: tau hoa, nha hang, khach san, quin
40, my pham. ..
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O Viét Nam, nguoi ta khong phan biét giai ting xa hoi rd rét nhu cac nude tu ban. Tuy
nhién, & nong thon nguoi ta cling chia thanh cac hd gia dinh ngheéo doi, cac hd trung binh
va cac ho giau. Con tai thanh phd trén thyc té cling da hinh thanh céac gia dinh giau ¢, cac
gia dinh trung luu va cac gia dinh nghéo. Cac gia dinh nay s& ty xép minh vao tang 16p
nao khi ho chon mua cac san phém c6 muc do sang trong khac nhau.

Cac tiéu thuce Vi du vé cac doan thij trueong

Cdc tieu thirc dia ly

e Khu vuc - Ha Noi; HO Chi Minh; ba Nﬁng; Bic- Trung - Nam.
e Quy md thanh phd | - Dudi 25.000; 25.000 — 100.000; 100.000 — 500.000; 500.000 —

e Nong thon- T.thi
e Khi hau

Cdc tiéu thirc nhan

1000.000; 1000.000 —2000.000; 2000.000 — 3000.000.
- Thanh thi; giap ranh; nong thon.

- Nong; 6n hoa; lanh,

khéu hoc

o Tuoi tac - Dudi 6t; 6 — 12; 13 — 19; 20 — 34; 35 — 49; 50 — 64; trén 65.
e @Gidi tinh - Nam, Nit.

e Chuky gia dinh - Boc than tré, co gia dinh tré chua con...

e Giao duc - Tiéu hoc; Trung hoc; Pai hoc; Trén dai hoc.

° Nghé nghiép - Can bo nha nudc; Doanh nhan; Cac quan chtrc; Sinh vién..,
o Khu vuc - Bic; Trung; Nam

e Dan toc - Dan toc Kinh; déan toc thiéu sb

e Thu nhap - Giau c¢6; trung luu; du séng; nghéo kho.

Cdc tiéu thuc tdm ly

e Tang 16p xa hoi - Tang 16p trén; Trén trung binh; Trung binh; Dudi trung binh.
e Catinh - S6i ndi, diing cam; bao thi, tiét kiém.

o Lbi séng - Hiéu dong; thich ngéi nha; chu doanh nghiép; thanh dat.

Hanh vi tiéu dung

e Loi ich theo dudi - Loi ich vat chat; loi ich tinh than.
e Tinh trang str dung | - Chua dung; dung 1an dau; dung nhiéu lan.

e Mirc d6 mua - Mua it, mua vira, mua nhiéu.

Hinh 4.2. Cac ti€u thuc phan doan thi truong

V61 mot so loai san pham, nguoi ta cling thiét ké riéng cho nhitng nguoi c6 dia vi trong xa
héi. Vi dy, hang xe 6 t6 Mercedese quang cao: “Xe hang dau cho nhitng nguoi dung dau”.

C6 thé phan doan theo mot tiéu thirc, theo 2 tiéu thirc, hodc két hop nhiéu tiéu thirc khac

nhau dé phan doan nham dam bao tinh dong nhat cao vé nhu cau mong muon. Vi du nhu phan
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doan theo ba tiéu thirc nhan khéu hoc nhu twdi tdc, gidi tinh, mirc thu nhdp. Két qua chung ta c6
tat ca 3x3x2 = 18 doan thi truong.

¢) Phdn doan theo nguyén tdc tam Iy hoc

Khi phan doan theo tam 1y hoc, dan chung dugc chia thanh cac nhom theo cac dac tinh nhu:

Thai d9, nhan cach, dong co, 101 song... Cac bién s0 nay anh hudéng dén nhu cau, hanh vi mua sam

tiéu dung cia dan ching.

Vi du:

Tudi tré thudng mudn c6 [6i song khac véi thé hé gia. Ho mudn ving 1én. Ho phan khang
lai su ¢6 hu, bao thu. Piéu nay thé hién qua hanh vi tiéu dung ctia ho. Nam bt tim 1y nay,
Hing nudc udng cd ga Pepsi nham muc tiéu vao thé hé tré, 161 kéo ho khoi bi anh hudng
cii ciia Coca- cola va dén véi Pepsi bang quang cdo:” Pesi — sy lwra chon cia thé hé tré”.
Pepsi cling chon mau xanh dbi lap véi mau do cua Coca. Thanh nién ciing 1a thi truong
muyc tiéu cho nhiéu san phdm tiéu ding khac v6i cac san phiam sin c6 nhu quan 4o, gidy
dép, 6 trang sirc. ..

Céc hing nudc hoa ciing san xuét cac loai nudc hoa cho cac khach hang c6 16i sdng khac
nhau: cho nhing nguoi c6 16i song phong khoang, cho nhitng ngudi co 16i song theo kiéu
truyén thdng, cho céc tinh cach diu dang...

Quén Jeans ciing dugc thiét ké cho céac tinh cdch, 16 song khac nhau: nhimg ngudi c6 tinh
cach hiéu dong; nhimg ngudi thanh dat; nhimg ngudi cha doanh nghiép; nhiing nguoi
thich ngdi nha. ..

Cac san phém nhu 6 t0, bia, rugu, my phém, thude 14 cling dugc san Xuat riéng cho cac
kiéu nhdn cdch khac nhau va duogc thé hién qua quang céo. Xe Ford danh cho nhimg
nguoi co6 tinh cach “doc lap, soi ndi, diing cam, ty tin”. Xe Chevrolete danh cho nhiing
nguoi “bao thu, tiét kiém, cham lo dén uy tin, diém dam”.

Khach hang c6 thé nhan biét dugc bicu hién cua 16i sdng trong cic san pham chi thong
qua quang cao ma thoi. Néu khong c6 quang cdo thi kho ma nhan biét dugc ngudi ding
san pham nay mang 16i séng gi.

d) Phan doan theo hanh vi tieu dung

Nhom céac tiéu thire theo hanh vi ti€u dung bao gém: loi ich theo dudi, murc do tiéu thu, tinh

trang st dung, muc do trung thanh...

Vi du:

Cé thé chia lgi ich thanh 2 loai 16n 14 lgi ich vé vat chét va loi ich vé tinh than. Chi tiét
hon, mdi loai san pham c6 thé mang lai cac loi ich khac nhau cho cac khach hang khac
nhau. Cung la thudc danh rang, nhung co thé dé bao vé rang (thiéu nién, cu gia); gitp cho
thom miéng, tring rang, tu tin (thanh nién). Cung 14 keo cao su, nhung c6 thé gitp cho
sang khoai; giup tp thé duch mat; gitip cho thom miéng. Cung 1a dién thoai, nhung mang
lai nhiéu loi ich khac nhau nhu: mot phuong tién canh tranh hitu hi€u (cho cac doanh
nhan); mot phwong tién giao luu tinh cam 2 chiéu nhanh chéng (cho quan hé gia dinh, ban
bé); mot phuong tién 1am cho sang trong (d6i v6i nguoi cé tién). ..
Khéach hang mua mot loai hang hod nhung véi céc lgi ich theo dudi khac nhau. Do vay,
tuy timg dbi trong khac nhau ma gidi thiéu, thuyét phuc ho bang céac lgi ich khac nhau
ma ho tim kiém & hang hoa. Hon nita, ngay ¢ giai doan thiét ké san pham, nguoi ta da
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phai chi trong toi viée dap tmg cac nhu cau khac nhau cua cac nhom khach hang khac
nhau. Day ciing chinh 1a thé hién tu duy “Bén nhirng thr ma khach hang can”.

e V& tinh trang st dung, c6 thé c¢6 cac kha ning: Chua dung, da ding, c6 ¥ dinh ding, sir

dung thudng xuyén. Ddi voi cac nhom khach hang nay, cong ty can co cac chinh sach tiép
can khac nhau. Céac cong ty 16n thi muén mé rong thi phﬁn, do véy ho nham vao ca cac
khach hang tiém ning. Cac cong ty nho thi thuong chi nham vao nhom cac khach hang
thuong xuyén.

e V¢ muc do mua, c6 the la: mua nhi€u, mua trung binh, mua it. Néu cong ty muon nham

vao nhém khach hang nao trong 3 nhém trén thi ho can nghién ctru k¥ hanh vi, 16i song
ctia khach hang thudc nhom do dé co cach tiép can phu hop.

e Dé khuyén khich khach hang mua nhiéu, céng ty nén c6 cac chinh sach khac nhau, vi du

chinh sach chiét khau mua nhiéu.

2) Phan doan thi truong khach hang cong nghiép

Khach hang cong nghiép bao gdm cac doanh nghiép, cic to chirc, co quan dang- chinh

quyén, trudong hoc. Ho ding san pham cua cong ty dé phuc vu cho hoat dong cua ho. V& nguyén

tac c6 thé ap dung cac tiéu thirc phan doan thi truong dbi véi khach hang tiéu dung cudi cing.

Tuy nhién, vi su khac biét vé myc dich mua hang cta khach hang cong nghiép, cho nén ngudi ta
thuong tap trung vao cac tiéu thirc phan doan co ban sau day:

Phan doan theo quy md cua khach hang: Quy mo 16n; quy mo vira; quy mo nho. Cach
phan doan nay gitp cho ta dé ra cac chinh sach quan Iy khach hang 16n phu hop.

Phéan doan theo loai hinh t6 chirc: Cac co quan nha nudc; cac co quan nghién ctru, ddo
tao; cac doanh nghiép lién doanh; cdc doanh nghiép tu nhan; cic doanh nghiép qudc
doanh.

Phan doan theo linh vuc kinh doanh: thuvong mai; dich vy; san XUét. ..

Vidu 1:

Nhom khach hang 16n 13 nhém gom khoang 20% khach hang nhung mang lai trén 80%
doanh thu cho cong ty (quy tic 80/20). Pay 1a nhom khach hang dic biét quan trong ddi
v6i cong ty. Do vdy, cong ty can c¢b cac chinh sach dic biét (Key Account Management -
Quan 1y khach hang chi chét). Trong nhém niy c6 thé chia nho hon nita, vi du 30 khach
hang 16n nhét, 10 khach hang 16n nhat.

Vidu2:

Phan doan thi trudng buu chinh vién thong huyén Séc Son theo dia du. Theo tiéu thic nay,

ta co thé chia thi truong Séc Son thanh 4 ving nhu sau:

62

e Ving 1: Ving ban son dia. Py 1a ving san xuat nong nghiép. Thu nhap ctia ngudi dan

thap, dong thoi nhu cau thong tin lién lac cling thap. Pay 1 ving phuc vu cta buu dién.
Do vay, muc dau tu cho mang ludi thap.

Ving 2: Ving dong bang ven séng. Nhan dan ¢ day chii yéu song bang nghé nong, thu
nhap thap, nhu théng tin lién lac ciing thap, trir nhu cau chdng lut bio vao mua mua bio.
Pay ciing 14 ving phuc vu. Do vdy, muc dau tu cho mang ludi cling thap. Ngoai ra can
trang bi thém céc thiét bi vo tuyén du phong dé phuc vu chdng lut bao khi can.
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e Vung 3: Thi trdn huyén, 14 noi tip trung cac co quan huyén va cic nha kinh doanh. Ving
nay c¢6 nhu cu thong tin lién lac cao, dong thoi kha ning thanh toan ciing cao. Pay la
vung vua kinh doanh vira phuc vu. Do vy can dau tu xdy dung mang ludi hién dai.

e Vung 4: Ving San bay Noi Bai va khu cong nghiép Bac Thang Long: Nhu cdu ¢ ving nay
rat cao, kha ning thanh toan ciing cao. Pay 1a ving kinh doanh trong diém cua Buu dién
huyén. Do vay, cAn dau tu cac phuong tién thong tin hién dai.

Nhu vay, phan doan thi truong theo cach nay gitp cho cong ty ¢b cin ctr dé phan bd vén
dau tur hiéu qua theo nhu cau khach hang trén cac ving khac nhau (Tranh dau tu tran lan, dong
déu vao tit ca cac ving).

Trong nganh buu chinh vién thong, ngudi ta quan tim dén cac ludng thong tin trao ddi giira
nhom khach hang ti€u dung (Cunsumer) va nhom khéach hang la cadc doanh nghiép (Business) va
Chinh phu (Government). Theo cach d6, ngudi ta chia cac ludng trao ddi thong tin thanh cac
nhom sau day:

e Business to Business (viét tit 1a B2B)

e Customer to Business ( viét tit C2B)

e Customer to Customer ( viét tit C2C)

e Business to Government ( viét tit B2G)

e Customer to Government ( viét tit C2G)...

Céc ludng thong tin khic nhau trén day c6 cac dic trung khac nhau. Cac nha tiép thi can
hiéu rd céc ddc diém do6 dé c6 chinh sach tiép thi phu hop.

4.2. CHON THI TRUONG MUC TIEU

Sau khi chiéc banh thi truong dugc chia thanh mot sb miéng khac nhau — cac doan thi
truong, cong ty can phai di dén quyét dinh s& nham vao cac doan thi trudng nao hap dan va phu
hop v6i kha ning cua minh. Mubn vay cong ty can danh gia cac doan thi truong vé do hap din va
dya vao do dé chon thi truong muc tiéu.

Trong muc nay ching ta s& tim hiéu chi tiét hai van dé nay.

4.2.1. Panh gia cac doan thi truong

Danh gia cac doan thi truong la nham dé xac dinh duge muc do h'c‘ip dan cua mdi doan thi
truong ddi véi viée thyc hién muc tiéu cua cong ty. Pé danh gia cac doan thi trudng ngudi ta c6
thé sir dung ba tiéu chuan co ban sau day:

a) Quy mo va su tang truong (Thi phan, mirc ting trucng)

Mot doan thi truong duge xem nhu ¢6 hiéu qua néu no thoa méan diéu kién sau day: Co quy
mé hién tai va mirc tang trucng trong twong lai di bi ddp cdc chi phi Marketing hién tai va
twong lai cua cong ty.

Céc cong ty 16n nham véo cac doan thi trudng 16n. Cac cong ty nhé nham vao cac doan thi
truong nho (thi trudng ngach) dang bi bo ngé do nd khong di hip din cac cong ty 16n.

Khi cac cong ty san xuét 6 to ctia Nhat Ban vuon ra thi truong thé gi6i, ho di dung chién
thuat thi truong ngach. Ly do 13 vao thoi diém d6 trén thi truong thé gidi da co mit cac xe 6 6 to,
sang trong cua cac cong ty 6 to hang dau cia Tdy Au nhu Mercedece, Fiat, BMW... Xe 6t0 cia

Nhat sé khoé long canh tranh dugc. Do vay, cac cong ty Nhat san xuét cac xe nho, tiét kiém xang,
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gia thip dé xuit khau. Thi trudng ndy bi cac cong ty 16n bo ngd do khong du hap din. Sau khi
chiém dugc 10ng tin ctia khach hang, cic cong ty 6 to Nhat bat dau mé rong ra cic doan thi truong
xe 0 t0 sang trong.

Pé danh gia quy mé va mirc d6 ting trudng ciia mot doan thi truong dang xem xét, cong ty
can thu thap thong tin vé tat ca cic doan thi trudng di dugc phan chia. Do 13 thong tin vé doanh
s6 ban, vé nhip d¢ tang ti€u thu du kién, mtrc 13i du kién, muc do canh tranh...Doan thi truong co
do hép dan nhét 1a doan c6 muc tiéu thu hién tai cao, téc do tang truong cao, muc lgi nhuan cao,
mirc d6 canh tranh thap, cac kénh phan phéi khong yéu cau cao.

b) D6 hdp dan cua thi truong

Dé d4nh gia d6 hap din cia mot thi truong, can phai danh gia vé mirc d6 canh tranh trén thi
truong do. bo hép dan ctia mot doan thi trudng ty 1¢ nghich véi mite d6 canh tranh trén doan thi
truong d6. Dé danh gid toan dién vé tinh hinh canh tranh, ta c6 thé dung mé hinh 5 yéu t canh
tranh Micheal Porter (Xem phu luc 1, trang 58 ¢ cudi chuong 3) dé xem  xét. Theo mé hinh nay
can xem xét 5 yéu t6 canh tranh 1a cac d6i thu tiém tang, cac san pham thay thé, cac nha cung cip,
cac khach hang, cac ddi thu hién tai. Do vay, chiing ta s€ tim hiéu cac mdi de doa canh tranh d6
dé danh gia 46 hip dan cua mot thi trudng.

e Rao can gia nhap thi truong.

e Néu mot thi trudng cé rao can gia nhap thip, cac déi thu méi dé dang xam nhap. Do vay
thi truong do it hép dan. Nguoc lai, khi rio can gia nhap cao, thi cac dbi thu kho gia nhép.
Do vay d6 hép dan cao.

e De doa clia cic san pham thay thé.

e Néu doan thi truong c6 nhiéu san pham thay thé thi mic do canh tranh gian tiép s& cao, do
vy khong hap dan. Nguoc lai, néu it c6 san phdm thay thé thi san phdm it bi canh tranh,
do vay d6 hip din cao.

e De doa cta cac san pham cung loai.

e Néu trén mot doan thi trudng c6 nhidu san pham cing loai canh tranh thi doan thi truong
d6 co d6 hap dan thip. Nguoc lai, néu c6 it san pham cung loai thi do canh tranh thap va
d6 hap dan cao.

e De doa do quyén lyc dam phén ciia nguoi mua.

e Néu trén mot doan thi trudng ngudi mua cé quyén dam phdn cao, ho c6 kha nang ép gia,
doi hoi chat luong san pham cao, dich vu cham soc khach hang t6t. Didu nay gay kho
khan, chi phi ton kém cho cong ty. Do véy, d6 hap dan cua thi trudng kém. Tinh hinh s&
nguoc lai néu ngudi mua cé quyén dam phan thap.

e Pe doa do quyén lyc ciia ngudi cung tng.

e Tuong ty nhu khi xét quyén lyc cia nguoi mua, néu ngudi cung tmg c6 kha ning dam
phan cao thi ho s& gay sirc ép cho cong ty, thi doan thi trudng d6 co sirc hap dan thap. Néu
ho ¢6 kha niang dam phan thap thi d6 hdp din cua thi truong do cao.

¢) Cdc muc tiéu va kha nang cua cong ty

e Muyc tiéu va kha ning cua cong ty ciing 1a cac yéu t6 can xem xét dé danh gia do hap dan
cua mdt doan thi truong. Néu doan thi truong khong phu hop véi kha nang va muc ti€u

lau dai cua cong ty thi ciing bi loai. Néu mot doan thi truong dii pht hop véi muc tiéu
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cong ty nhung cong ty khong du khd ndng thi ciing bi loai bo. Do vdy, can xem xét ca
nang lwc quan ly, tai chinh, nhdn lyc, cong nghé... cua cong ty xem co phu hop voi thi
triwong dy kién hay khong.

e Vi du: Cong ty Vietel chon doan thi truong VoIP Ha Noi - Thanh phé Ho Chi Minh dé
budc vao thi truong dich vu vién thong ciling 1a mot chién luoc phu hop véi muc tiéu va
kha nang cua cong ty.

e Néu cong ty tham gia nhiéu thi truong mot luc trong khi kha nang han ché, ho s& phan tan
nang lyc va lam suy yéu kha ning canh tranh ctia cong ty.

4.2.2. Lya chon thi treong muc tiéu

1) Khai niém

Thi truong muc tiéu la thi truong bao gom cdc khach hang c6 cing nhu cau, mong muén ma

cong ty 6 thé dap iimg va cé loi thé hon so véi cdc doi thii canh tranh.

2) Chgn thi trwdng muc tiéu

Co 5 phuong an lya chon thi truong muc tiéu nhu sau:

e Phuong dn I: Tap trung vao mot doan thi trudng thudn loi nhit dé kinh doanh mét loai
san pham thuan loi nhat. Phuong 4n nay thuong dugc chon khi cong ty méi budc vao thi
trudong, chua da kinh nghiém va von liéng, nhan lyc, uy tin, tiéng tam.

Vi du 1: Céng ty Vietel khi méi bude vao thi truong dich vu vién thong Viét Nam da
chon dich vu VoIP 178 trén doan thi truong gitta Ha Noi va thanh phé Ho Chi Minh.
Poan thi truong nay c6 nhu cau cao. Dich vu VoIP 1a dich vu ¢6 gia cudc thép dé thu hat
khach hang.

Vi du 2: Mot cira hang an méi ra doi (6 gan ky tic xa sinh vién Hoc vién Cong nghé
BCVT) tap trung ban com binh déan cho sinh vién.

e Phuwong dn 2: Chuyén mon hoa theo kha nang. Cong ty chon mot s6 doan thi truong phu
hop voi kha niang cua cong ty dé kinh doanh.

Vi du: Cong ty cung cap dich vu Internet ban 1¢ va dién thoai ban 1é cho Sinh vién trong Ky

tuc x4, dich vu Dién thoai ban 1é cho khu tap thé Ao Sen, Ha Pong.

e Phuwong an 3: Chuyén mon hod theo thi truong. Cong ty chon mot thi truong nao do6 va
cung cép cac san pham ctia minh. Noi cach khac, cong ty cung cdp tat ca cac san phim
cho mot thi truong dugce lya chon phu hop.

Vi du: Chon thi truong la thanh phé Hé6 Chi Minh dé cung cdp tat ca cac logi dich vu

BCVT.

e Phuwong dn 4: Chuyén mon hoa theo san pham. Cong ty chon mot san pham thuan loi va
cung cip cho tat ca cac doan thi truong.

Vidu: Net Nam cung cap dich vu Internet cho tat ca cac dbi twong khéach hang.

e Phirong dn 5: Bao phu toan bd thi trudng véi tat ca cac loai san pham khac nhau.

Vi dy: Tong Cong ty BCVT hién nay cung cdp tat ca cac dich vu BCVT cho tt ca cac

khéch hang.
Trén hinh 4.3. mo ta cac phuong an lya chon thi truong muc ti€u khac nhau. M, M ,, M5 1a
cac nhom khach hang khac nhau. Py, P,, P; 1a cac san phém khac nhau.
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M; M, M; M; M; M; M; M; M; M; M; M; M; M; M;

P, P, P, Py

P; Ps P; P

(1) ) 3) 4 &)
Pi: San phami (i=1; 2; 3) . M;: nhom khéch hang i (i=1; 2; 3).

(1) : Tap trung vao 1 doan thi truong

(2) : Chuyén moén hoa theo kha nang

(3) : Chuyén mon hoa theo thi truong

(4) : Chuyén mon hod theo san pham

(5) : Chiém toan bo thi truong

Hinh 4.3. Cac phuong an Iya chon thi truong muc tiéu

Marketing mix

Marketing khong phan biét

Toan b6 thi trwdng

Marketing mix 1

v

Poan thj tredng 1

Marketing phan biét

Marketing mix 2

v

Doan thj trwdng 2

Marketing mix 3

v

Poan thjtruwdong 3

Doan thj trvdng 1

Marketing tap trung

Marketing mix

v

Doan thi trwdng 2

Doan thj trwdng 3

Hinh 4.4. Cac chién lugc dap tng thi trudng

3) Cac chién lrgc dap wing thi truong

Dé dap tng nhu cau cua thi truong, cong ty co thé chon cac chién lugc khac nhau. Sau day
1a 3 chién lugc Marketing dap tng thi truong (xem hinh vé 4.4):

e Marketing khong phan biét

e Marketing phan biét

e  Marketing tap trung

a) Chién lugc Marketing khéng phdn biét
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Chién lugc Marketing khong phan biét 1a chién lugc trong d6 cong ty tép trung vao nhiing
cai dong nhat trong nhu cau, bo qua cac diém khac biét nho cua cac phan thi trudng khac nhau.
Do vay san phdm ciia cong ty ciing nhu cic bién s Marketing mix nham vao nhu cau ciia dong
dao khach hang.

Uu diém quan trong cia Marketing khong phén biét 1a tiét kiém chi phi san xuat, chi phi
Marketing do hiéu qua tang theo quy mé. Piéu nay gitip cho cong ty dat gia thap, va nhur vay phu
hop véi thi truong nhay cam vé gia.

Co thé théy viéc ban phong bi hién nay & Vi¢t Nam dang thuc hién theo chién lugc
Marketing khong phan biét: Ban mot loai phong bi “Thu di may bay” cho tat ca cac nhu cau nhu
gui thu thuong, thu may bay, hiéu hi, 18 tét... Tuy nhién, ciing di xuat hién cac san pham phong
bi canh tranh ¢6 chti ¥ dén cac nhu ciu riéng biét nhu phong bi cho dich vu EMS, phong bi ¢6 ctra
s6 trong sudt cho dich vy Data Post, phong bi d6 (tir Trung Qudc) dé Ii xi ba ngay tét.

Céc quan ca phé thoat dau cling thyc hién chién luoc Marketing khong phan biét. bé canh
tranh gianh thi phan, cac d6i thu mai xuat hién thuc hién chién luoc Marketing tap trung. Ho
nham vao cac so thich khac nhau cua khach udng ca phé va mo cac quan ca phé khic nhau nhu:
Ca pheé sinh vién; ca phé bong da; ca phé dién anh; ca phé vuon; ca phé am nhac va ca phé Trung
nguyén...Bing cach do, cac ddi thu moi di dap tmg tot cac nhu cau khac nhau cua thi truong, do
vay chia sé thi truong, gianh duge mot phan thi trudng ¢ cac nhu cau riéng tir tay cac “cyu chién
binh” trén thi truong.

Nganh cong nghiép 6 t6 & My va cac nude TAy Au trong nhiéu nam chi san xuit cac 6 to
16n, gia cao. Do vy, Nhat Ban da nim iy co hoi nay va xam nhap thi trudng 6 t6 nay bang chién
luoc san xuét cac 6 td nho va ré.

Nhuogc diém cta chién lugec Marketing khong phan biét 1a:

e Kho khin khi hoan canh kinh doanh thay déi boi vi quy mo thi trudng cang 16n thi cang

kho thay doi.

e Do nhu cau thi truong da dang nén san pham cua cong ty khé long dap img nhu ciu cta

dong dao khach hang.

e Viéc bo qua thi truong nho s& dan t6i nguy co tiém an cho cac dbi thi canh tranh xam

nhap vao thi truong.

Chién luge Marketing khong phan biét co thé dugc ap dung khi mirc d¢ canh tranh trén thi
truong chua gay git va thi truong van con ting truong.

b) Chién lirge Marketing phdn biét

Theo chién luge Marketing phan biét, cong ty tham gia nhiéu doan thi truong khac nhau véi
cac chuong trinh Marketing phan biét cho timg doan thi truong. Nhu vdy, véi mdi doan thi
truong, cong ty xay dung mot chién luoc Marketing hdn hop riéng.

Chién lugc Marketing phan biét c6 kha ning xam nhap sdu vao cic doan thi trudng nho dép
g nhu cau riéng biét ctua khach hang trén mdi doan, do vy s& giam bdt nguy co bi cac dbi thu
m&i nhay vao canh tranh. Thi truong cang tranh tranh manh thi cic cong ty cang can thiét sir dung
chién lugc nay. Hién nay, nhiéu cong ty thuc hién chién luoc Marketing phan biét. Trong linh vuc
an udng cong ty c6 thé mod cac cira hang com binh dén cho khach hang it tién; cac nha hang kha
cho cac khach hang trung luu; va cac khach san, nha hang sang trong cho céc khach hang 1am
tién. Linh vuc xe mdy, xe 6 t6, may tinh... ciing ¢6 tinh hinh tuong tu.
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Nhuoc diém ciia chién luge nay 1a chi phi s& 16n. D6 1a cac chi phi san xuét, chi phi
Marketing do phai san xuat va ban nhiéu loai san pham. Piéu ma cic cong ty quan tdm 1 cin phai
can d6i dugc sé doan thi trudng phit hop va quy mé cua timg doan. Néu cong ty chon qua nhiéu
doan thi truong thi s€ lam giam hi¢u qua kinh doanh.

c) Chién lwgc Marketing tap trung

Chién Iugc Marketing tip trung nhdm vao mot doan thi trudng nao d6 phu hop véi kha
ning cua minh. Pay 14 chién lugc phit hop vdi cac cong ty mdi tham gia thi truong, kha ning tai
chinh, cong ngh¢, nhan lyc con han ché. Theo chién luoc nay, cong ty co thé tap trung duoc tiém
lyc vao doan thi truong duge chon, tic 1a thyc hién chuyén mén hoa cao d§. Do vay, cong ty
nang cao duoc chét lugng, ha gia ban, dap Gng t6t nhu cau cua thi trudng. Tuy nhién, nhuge diém
ctia chién Iuoc nay 1a d6 rai ro 16n néu c6 bién dong vé nhu ciu thi truong.

Hing xe may Minsk xam nhép thi trudng xe may Viét Nam bang loai xe “Minkho” ding
cho nong thén, mién ndi. Pay 13 chién luoc Marketing tap trung. Tuy nhién, truéc diy tai qué
huong Belaruss (Bach Nga), Hang Minsk lai ding chién luoc Marketing khong phan biét: cung
cap cho moi khach hang cing mot loai xe may Minsk. Diéu kién ap dung chién luoc nay 1a thi
truong xe may & Belaruss tai thoi diém d6 hau nhu khong c6 canh tranh.

Hang Canon Nhat Ban budc vao thi truong Australia véi loai may pho-to-copy dé ban don
gian, gia thip nham vao thi trudng ma cac san xudt 16n nhu Xerox bo qua (ho chi san xuit may
pho t6 to, gia cao, dé trén san nha.

Mot s hing may tinh dd san xudt may tinh nho xach tay cho cac nhan vién ban hang, cac
nha kinh doanh di lai nhiéu.

d) Cdc can cur dé lya chon chién luoc

Khi chon chién lugc chiém linh thi trudng, cong ty phai can nhic cac yéu tb sau day:

e Kha nang tai chinh cta cong ty

e Néu kha nang tai chinh c6 han, thi cong ty nén chon mét doan thi truong thuan loi nhét,
tte 1a chon chién luge Marketing tap trung.

e Mirc d6 dong nhit cuia san pham.

e D4i voi mot sé mat hang ¢o tinh dong nhit cao nhu thép, hoa chat, xiang dau thi phu hop
v6i chién lugc Marketing khong phéan biét. D6i v6i cac mat hang tinh dong nhat thap nhu
dién thoai di dong, quﬁn 40, xe may... thi nén dung chién lugc Marketing phan biét.

e Giai doan cua chu ky séng.

e Khi cong ty méi dua san pham ra thi truong thi chi nén chao ban mot phuong 4n san
pham moéi. Piéu d6 co nghia 1a cong ty st dung chién lugc Marketing khong phan biét hay
Marketing tap trung.

e Muc do dong nhat cua thi truong.

e Néu thi trudng co tinh dong nhét cao, tic 14 ¢6 thi hiéu twong tu nhau thi cong ty nén ding
chién lugc Marketing khong phén biét.

e Chién lugc Marketing cua cac ddi thu canh tranh.

e Chién lugc cua cong ty con tuy thudc vao chién lugc cua cac ddi thu canh tranh. Néu céac
db6i thu ap dung chién lugc Marketing khong phan biét thi s& ¢6 co hoi cho chung ta st
dung chién lugc Marketing phan biét hodc Marketing tap trung (thi truong ngach). Néu
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cac ddi thii ap dung chién luge Marketing phan biét thi chung ta ciing budc phai ap dung
chién lugc Marketing phan biét, nhung nham vao cac doan thi trudng ma cong ty ching ta
¢6 thé manh hon.

4.3. PINH VI SAN PHAM

4.3.1. Khai niém dinh vi san phim

1) Dinh nghia

Pinh vi san pham (Product positioning) trén thi truong la thiét ké mot san pham c6 nhitng
ddac tinh khac biét so voi san phcfm ctia doi thii canh tranh nham tao cho san phcfm mot hinh dnh
riéng trong con mdt khéch hang.

Noi cach khac, dinh vi san phém la xac dinh vi tri mot san phém trén thi truong sao cho khdc
biét so véi cac san pham canh tranh cting loai nham gianh duoc nhitng khach hang nhat dinh.

Pé dinh vi mot cach ¢ hiéu qua, can xac dinh dugc cac loi thé bén viing ma cong ty cb thé
phét huy. Céac loi thé cong ty c6 dugce nhd cung cip cho khach hang gia tri 16n hon so véi ddi tha do
gia thap, chét lugng cao hon, chdm soc khach hang t6t hon, hinh anh ctia cong ty ¢ uy tin hon, tin cdy
hon, nhéan vién clia cong ty c6 ning lyc cong tac tot, giao tiép tmg xir than thién, tir t& v6i khach hang.

Dinh vi ciing ¢6 nghia 13 lam khdc biét san pham cta cong ty so voi dbi tha canh tranh. Piéu
gi 1am cho san pham cua cong ty khac biét va tét hon so v6i d6i tha canh tranh? Mot cong ty c6
thé khéc biét boi san pham, dich vu, nhdn vién hay hinh dnh tin cay. Hay xac dinh xem nhimng yéu
t6 ndo trén ddy 1a quan trong ddi voi khach hang muc tiéu? Cac yéu té d6 co phai 1a loi thé cua
cong ty khong. Tir d6 cong ty s& ¢ can clr xac dang dé dinh vi san pham sao cho c¢6 duoc su khac
biét voi san pham cua d6i thu.

Nhu vay mudn dinh vi san pham, cong ty phai hiéu rd ba van dé sau déy:

e Khach hang danh gia vé san pham nhu thé nao?

e Cic dic tinh ndo cua san pham dugc khach hang ua chudng?

e Cong ty co loi thé gi dé tao ra duoc cac dic tinh d6?

2) Thé nao 14 vi tri ciia san pham trén thi truong?

Khi c6 nhiéu san pham cting loai trén thi truong thi trong qua trinh mua, khach hang sé& can nhic,
so sanh giita cic san pham do, tirc 14 xép loai ching theo cac tiéu thirc loi ich quan trong ma san pham
mang lai cho khach hang. Nhu vay khach hang da “dinh vi” san phém, hay dat mot san phém vao mot
vi tri nhat dinh. Qua diéu tra khach hang, cong ty xay dung dwoc mot “ban db dinh vi” cac san pham
hién hanh. Vi tri san phim c6 tac dong manh dén quyét dinh mua hay khong cua khach hang.

Vi du:

e Khach hang so sanh, xép loai (dinh vi) nhu thé nao d6i v6i hai dich vu chuyén phat

nhanh “EMS” va dich vu “DHL”?

e Khach hang dinh vi nhu thé nao ddi véi hai dich vu “Vinaphone” va “Mobifone”?

3) Khach hang dinh vi sain pham nhu thé nao?

Khéch hang c¢6 thé ty ho dinh vi san pham thong qua kinh nghiém khi tiéu ding san phim
d6 hodc qua anh huéng cua ban be, dong nghiép di s dung. Tuy nhién, dé chu dong, doanh
nghiép can phai chii dong tac dong dén khach hang, giup ho dinh vi diing dan san pham. Diéu nay
c6 thé thuc hién thong qua cac chién luge Marketing mix.
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4) Loi ich caa dinh vi san phim

e Ting kha ning canh tranh ctia san phdm cong ty

e Thuyc hién phuong chim ban nhimng thr ma khach hang can
4.3.2. Cac loai dinh vi san phim

1) Pinh vi san phim dwa vao cac dic tinh ciia san phim

Dbi véi mot s6 cac san pham, khach hang muc tiéu c6 thé quan tim t&i cac dédc trung loi ich
nao d6 ma ho dugc dap ung khi ding. Chang han, d6 1a cac ddc tinh nhu bén, tiét kiém xing, gia
ca phai chiang dbi voi xe may; 1a trang rang, thom miéng dbi voi kem danh rang; 1a ving phi song
dién thoai di dong rong, dich vu phong phu, tot...

Mubn dinh vi theo kiéu nay, Cong ty phai hiéu dugc nhiing loi ich ma khach hang mong doi
khi ding san pham, dong thoi phai hiéu duge nhén thirc ciia khach hang vé cac ddc tinh d6 ddi véi
cac san phém canh tranh hién c6 trén thi truong.

2) Pinh vi sin pham thong qua cic hinh anh vé khach hang

DBdi véi mot sd cac san phém khong c6 sy phan biét rd rét boi cac dac tinh ctia nd. Trong
truong hop ndy ngudi ta gan cho san pham mét [6i song, mét hanh vi, phong cdch cho ngudi sir
dung n6. Thong qua quang cao, tuyén tmyén cac nha tiép thi khic hoa vao nhan thirc ctua khach
hang mot nhan thirc 6 vé san pham.

Vi du 1: Cac loai san ph'flm nhu Bia, nudc khoang thuong kho phan biét boi cac dac tinh
nhu mau sic, mui vi. Do vy, cong ty quang cdo bia thong qua viéc xdy dung mot hinh anh vé
khéach hang muc tiéu ma ho hudng téi. Bia Tiger xay dung hinh anh khach hang la nhitng nguoi
manh mé, diing cam (tit nhién cong ty co thé két hop véi viéc nang cao do con cua bia). Nudc
giai khat Pepsi- Cola lai dé cao khach hang muc tiéu 13 giéi tré mudn kham pha ci méi.

Doc gia thir tim hiéu xem céc san pham nao sau day co thé sir dung cach dinh vi nay: My
phém, nudc hoa, xa phong, banh keo, dién thoai di dong?

3) Pinh vi theo di thi canh tranh

Theo kiéu dinh vi nay, “vi tri” cua san phém ctia ddi thu canh tranh duge léy dé so sanh véi
san phdm cua cong ty. Cong ty c6 thé dinh vi & vi tri cao hon, hodc thip hon so v&i déi thii canh
tranh. Khi dinh vi cao hon so v&i d6i thu canh tranh, cong ty can co cac nang luc vuot trdi vé
nhitng mat nao do dé dbi dau truc tiép voi cac dbi tha canh tranh.

4) Pinh vi theo chit hrong/gia ca

Hai tiéu thirc quan trong 13 “chat lugng” va “gia ca” thudng dugc 1ay 1am cac tiéu thirc dé
tao ra mot vi tri ma khach hang mong doi cho san pham cua cong ty (xem hinh 4.5.). Tir 2 bién sb
chat lwong va gia ca, cong ty ¢ thé c6 cac chién luge dinh vi nhu sau:

e Gia thap - Chét luong thip

e Gia thip - Chét lugng cao

e Gi4 cao - Chét lugng cao

Thong thudng, chit luong thip thi gia thip, chat lugng cao di kém voi gid cao. Nhung néu
cong ty 6 kha ning thi c6 thé chon chién luge gia thap chét luong cao.
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Chit lwong
Thép Cao
Théip 1 2
Gia
Cao 3 4

Hinh 4.5. Céc chién lugc dinh vi theo gia va chét lugng

4.3.3. Hai chién lwgc dinh vi sin phim

Khi trén thi trudng c6 cac san pham cung loai cua cic dbi thu canh tranh, cong ty phai dinh
vi san pham cia minh trong mdi twong quan véi cac san phdm canh tranh do.

1) Canh tranh trye dién véi cac san pham hién c6 trén thi truong.

Khi chon chién lugc nay, cong ty phai thuyét phuc khach hang qua cac wu thé ciia san pham
clia cong ty so voi cac san phdm can tranh : ré hon, bén hon, an toan hon, nhanh hon...Nhu viy
cong ty dang dbi dau truc tiép véi dbi tha canh tranh.

Cong ty ¢ thé chon chién lugc nay khi nao?

e Khi cong ty c6 kha ning tao ra san pham c6 wu diém hon han san phim cua cac d6i thu

canh tranh.

e Khi khach hang c6 thé nhan biét dugc wu thé ctia san pham cia cong ty (cac dic tinh wu

viét rd nét)

e Thi truong van du rong dé ca hai c6 chd ding.

1) Chiém vi tri méi trén thi truomg

Trong truong hop nay cong ty phai tim dugc mot chd tréng trén thi truong dé dua san pham
ctia minh vao do, ttrc 1a phat hién ra nhu cau nao do cua thi trudng van chua duge dap ung. C6 thé
néu ra day cac chién luoe dinh vi sau:

a) Chién lwge dinh vi bang gid cd va chdt lwong

Chang han, khi cdn nhic mua mot san pham, khach hang thuong quan tim dén hai dic tinh
1a chat luong va gia ca. Co 4 kha nang sau day khi xem xét dén 2 bién s6 nay:

e Gia thip - Chat lugng thap

e Gia thap - Chat lugng cao

e Gi4 cao - Chat luong thap

e Giacao - Chat luong cao
(Xem hinh 4.5.).

Thong thudng chét lugng thap thi gia thap, chat lugng cao di kém vai gia cao, tirc 1a chon 6

s6 1 hodc s6 4. Nhung néu cong ty co kha ning chon 6 s6 2, tuc 1a gia thap nhung chét lugng cao
thi cong ty c6 thé chon chién luoc nay va ting kha ning canh tranh ciia minh.
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b) Chién hege thi trwong ngdch ciing thude loai ndy, tirc 1a cong ty tim mot “ngach” nho
trén thi truong dé tranh d6i dau truc dién v6i di thi manh.

Vi du 1: Cong ty 6n ap LIOA Viét Nam da sir dung chién lugc dinh vi “gia thap-chat lugng
cao” (gia ndi chét luong ngoai!). Béng chién luoc dinh vi d6, LIOA di chiém duoc mét vi tri
virng vang trén thi truong Viét Nam va dang vuon ra thi trudng thé gidi.

Dé canh tranh voi hang ngoai chit luong cao-gia cao, cac cong ty Viét Nam phai chon chién
lugc “chat luong cao-gia thip” thi méi c6 thé ¢ chd dung trén thi trudng thé gidi.

Vi du 2: Hang Trung Quéc xam nhap b at vao thi truong Viét Nam voi chién luoc dinh vi «
Chat luong tam tam - gia ré”. Chién lugc nay ciing duoc dong dao khach hang Viét Nam chip
nhan.

c) Chién luoc dinh vi lién quan dén thi truong muyc tiéu

Cong ty co thé dinh vi lai dé thay ddi thi truong muc tiéu cho san pham. Do ty 1¢ sinh dé
giam sut, cong ty Johnson & Johnson da dinh vi lai Sampo t&m nhe cho tré em sang cac dbi tuong
khac can tim nhidu. Mot s6 cong ty sita ciing chuyén tir thi truong muc tiéu 1a tré em sang khach
hang 16n tudi.

Do s6 ngudi mudn giam béo ting 1én, mot s6 nha hang da chuyén tir thi trudng phuc vu dn
man sang thi truong an chay chua cé ai phuc vu.

4.3.4. Cac buéc tién hanh dinh vi san phim

Qua trinh dinh vi san phim bao gdm cac budc sau:

1) Xdac dinh vi tri ciia cic sin pham canh tranh hién hanh theo cac tiéu chuin danh gia
cua khach hang.

Chéng han, trén thi truong Chuyén phat nhanh da c6 2 loai dich vu la DHL va FeDex. Theo
nhu cdu cta khach hang thi 2 tiéu chuan quan trong 1a chét luong (thoi gian, do tin cdy) va gia
cude. Ta dat DHL va Fedex 1én db thi gdm hai truc toa d6 1a chat lwong va gié ca.

2) Cin cir vao tiém lue ciia cong ty dé chon chién lwgc canh tranh

Ta thdy DHL thi chat luong cao, gi4 cao. Con Fedex thi chit lugng thap hon nhung gia thi
gan bang. Vay ta nén chon chién luoc ndo trong cac kha ning sau day:

e Chét luong cao nhu ctia DHL nhung gia thap hon

e Chat luong thap hon DHL va gia ciing thap hon.

V61 ndng luc hién nay cua ta thi nén chon chién lugc thi 2 thi phu hop.

2) Xay dung hé théng Marketing mix phu hop véi chién lwgc dwogc lya chon

Sau khi cong ty xac dinh dugc chién lugc dinh vi san phém dinh dua ra thi truong, ho phai
trién khai xay dung chién luge Marketing hdn hop dé& nham vao thi trudng muc tiéu. Pay 1a cong
cu Marketing ma cong ty chii dong tac dong vao thi truong muc tiéu nham hinh thanh trong nhan
thirc ciia khach hang vé hinh anh san pham sip dua ra thi truong sao cho tuong ximg véi vi tri ma
cong ty dd chon & trén. Mudn vay cong ty phai phdi hop hai hoa cac bién s6 trong 4 thanh t cua
Marketing- mix nhu chét luong; gia ca; dich vy; phan phéi; bao bi; tén goi; truyén thong...

CAU HOI ON TAP VA THAO LUAN

1) Phan doan thi truong mang lai nhitng 191 ich gi cho doanh nghiép?
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2)
3)

4)

S)
6)
7)
8)
9
10)

11)
12)
13)

14)

15)

16)

17)
18)

Phan doan thi truong duoc thuc hién theo cac nguyén tic nao?
Lam thé nao dé luva chon thi truong muc ti€u? Co cac phuong an nao dé lua chon thi truong
muc tiéu?

Khi mdt doanh nghiép mdi xam nhap thi trueong thi ho co thé sur dung chién luoc gi? Cho vi
du minh hoa. (*)
Co so dé phan doan thi truong dbi véi hai loai thi truong?
Trinh bay khai niém dinh vi san phdm? (*)
Trinh bay va phan tich cac chién lugc dap ung thi truong. (*)
Trinh bay 2 chién lugc dinh vi san phém. Cho vi du minh hoa (*)
C6 thé dya vao cac dic tinh ndo dé dinh vi nuéc hoa?
Hay chon mot san phém nao dé ma doanh nghiép thyc hién theo:

a. Chién lugc Marketing khong phén biét

b. Chién lwoc Marketing tap trung

¢. Chién lugc Marketing phan biét
Chon mét dich vu hodc san phém nao do va trinh bay cach chon thi truéong muc ti€u cho no.
Xe may Dylan duoc dinh vi nhu thé nao? Va nham vao thi trudng muc tiéu nao? (*)
Hay tim cac doanh nghiép trong thuc té n6i chung hodc cac doanh nghiép Buu dién noi riéng
ve€ cac cach gan nhan hi¢u san pham khac nhau va y nghia cua cac quyét dinh d6.(*)
Chon mot san phém duoc ap dung chién lugc thi truong ngach va néu ly do cua su lya chon
do?
Xe méay Dream cua Honda c¢6 nhuge diém gi? Cac loai xe may moi ra doi cia Yamaha,
Suzuki dinh vi nhu thé nao dé canh tranh v4i xe may Dream cuia Honda? (*)
Mot doanh nghi¢p cod thé déng thoi thuc hién cac chién luoc Marketing dai tra; Marketing
phan biét; va Marketing tap trung khong? (*)
Hay tim cac tinh huéng khi doanh nghi¢p coi mdi khach hang 1a mdt doan thi truong (*)?
Céc doanh nghiép nhiéu nudc trén thé gidi bi hang hoa gia ré ciia Trung Qudc (quan 4o, day
dép, dd choi...) xam chiém. Vay cic doanh nghiép cta cac nudc d6 nén sir dung chién luge
gi? (%)
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CHUONG V

HANH VI CUA KHACH HANG
MUC TIEU

Sau khi hoc xong chuong nay, sinh vién can nam dugc:
e (Céc yeu to anh hudng dén hanh vi ciia nguoi ti€u dung
e (Cac ycu to anh hudng deén hanh vi cia cac doanh nghié¢p

e Trén co so do, doanh nghiép c6 dinh hudéng dé tac dong tich cuc t&i hanh vi cua khach
hang.

NOI DUNG
5.1. KHAI NIEM

Khach hang ctia mot doanh nghiép thuong rat da dang vé nhu cau, muc dich, dong co mua
san phdm. Mubn thuc hién phuong chdm “Ban nhiing thir ma khach hang hang can” thi doanh
nghiép can phai thuc hién quan diém phan doan thi trudng, tirc 1 chia khach hang thanh cac
nhom c6 cac dic diém chung, nghién ctru cac dic diém chung ciia timg nhom — timg doan thi
truong. Trén co sé cac ddc tinh cta timg nhoém khach hang ma doanh nghiép c6 thé vach ra chién
luge, chinh sach kinh doanh phu hgp cho mbi doan thi truong.

Sau day chung ta s€ nghién ctru hanh vi mua cua hai doan thi truong 16n 1a thi truong
ngueoi tiéu dimg va thi truong cdc té chire.

5.2. THI TRUONG VA HANH VI NGUOI TIEU DUNG
5.2.1. Khai niém

Thi truong ngudi tiéu dung (Consumer Market) bao gdm nhitng c4 nhén va ho gia dinh
mua san phim cho muc dich tiéu ding c4 nhan, gia dinh. Nhu vy cac quyét dinh mua cua ho
mang tinh ¢4 nhan, véi muc tiéu phuc vu cho ban than hoac cho gia dinh.

Céc san pham cho tiéu dung c4 nhan rat da dang nhu quan 4o, thirc 4n, dd dung gia dinh, xe
o, dd trang strc, cac dich vu vui choi giai tri, giao luu tinh cam... Nho tiéu dung cac san phém
d6, con nguoi dap ung duge cac nhu cAu ca nhan dé tdn tai. Mat khéc, cling qua tiéu dung, con
ngudi co thé thé hién minh trude con mit cua cong dong. DO 14 van hod tiéu ding. Doc gia co thé
rat dé thay 1a cac dan tdc, cac ton gido khac nhau thi vin hod tiéu ding khac nhau. Vin héa tiéu
dung tao nén hanh vi ti€u dung.

Cho dén nay (nam 2006), Viét Nam co t6i trén 85 tri¢u dan. Pay 1a mot thi truong nguoi
tiéu dung 16n va rat da dang cho cac doanh nghiép trong va ngoai nudc noi chung, va cac doanh
nghiép BCVT noi riéng. Theo xu hudng giao luu, hoi nhap qubc té va doi sdng vat chit ngay cang
dugc nang cao, nhu cau tiéu dung nodi chung, va nhu cau thong tin lién lac sé& tang lén.

Nguoi tiéu ding rat khac nhau vé tudi tac, mirc thu nhap, trinh d6 hoc van va nhu cau thi
truong hiéu, tAm 1y... Su khac nhau d6 duogc thé hién qua van hoa tiéu dung cua ho. Do vay, ¢ day
chung ta s& tim hiéu cac dic tinh chung nhét ctia nguoi tiéu ding. Mdi doanh nghiép c6 thé chia
ngudi tiéu dung thanh cac doan thi trudng nhod dé phuc vu. Vi dy, quan 4o cho nam, nit, quan 4o
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binh déan, quan 4o cao cp...

Nhu vay, thi truong ngudi tiéu ding c6 2 dic diém 1on:

e Nhu cau tiéu ding da dang va bién ddi theo thoi gian

e Quy mo thi truong 16n va ngay cang tang
5.2.2. M6 hinh hanh vi mua ctiia nguoi ti€éu dung

Nghién ctru hanh vi ctia nguoi tiéu ding giup cho doanh nghiép tim hiéu xem khach hang
mua va st dung hang hoa nhu thé nao. Trén co so nhan thiic rd duge hanh vi ciia nguoi tiéu ding,
doanh nghiép sé& c6 cin ctr chic chian dé tra 11 cac van dé lién quan tdi cac chién luge Marketing
can vach ra. D6 1a cac van dé nhu sau:

e Aila nguoi mua hang?
e Ho mua cac hang hoa, dich vu gi?
e  Muc dich mua cac hang ho4a, dich vu d6?

¢ Ho mua nhu thé nao? Mua khi nao? Mua & d4u?

Cic véu tb Y thirc Phan ang dap
kichythich cia nguwoi lai ctia ngwoi
tiéu dung tiéu dung

Hinh 5.1. M6 hinh don gidan hanh vi mua cua NTD

Cac doanh nghiép mudn tim hiéu xem nguoi tiéu ding phan tng nhu thé nao trude cac
kich thich Marketing cta doanh nghiép — cac chién lugc Marketing hdn hop. Ly do 1a néu biét
dugc phan Gmg ciia ngudi tiéu dung, ho s& sir dung hiéu qua cac chién lugc Marketing hdn hop, va
do vay nang cao dang ké kha nang canh tranh cud doanh nghiép. Nhiéu nha nghién ciru di dua ra
cac mé hinh khac nhau mé ta hanh vi ngueoi tiéu ding. Ching ta tim hiéu cac mé hinh dé trén cac
Hinh 5.1 va Hinh 5.2.

Mo hinh trén Hinh 5.1 cho ta thiy khai quat mdi tac dong cua cac yéu té kich thich
Marketing vao y thirc ctia nguoi ti€u dung va cac phan ung dap lai ciia nguoi ti€u dung.

Mo hinh trén Hinh 5.2. mé ta chi tiét cac yéu t6 trong ca ba khdi & mo hinh trén Hinh 5.1.
Nhimng yéu t6 kich thich 1én nguoi tiéu ding bao gom cac yéu té Marketing mix va cac yéu té moi
truong vi mo. Y thire cta ngudi tiéu ding bao gdm céc dic tinh va qua trinh ra quyét dinh mua
cua hg. Cac phan tng dap lai ctia ngudi tiéu dung la cac lya chon dugc mé ta trong hinh chitr nhat
bén phai.

5.2.3. Cac yéu t6 anh hwéng dén hanh vi ciia ngudi tiéu dung

Nguoi mua — Nguoi tiéu dung song trong mot xa hoi, cho nén hanh vi ctia ho chiu anh
hudng cua rat nhi€u cac yeu to trong xa hdi. B¢ la:
a) Cdc yéu to thuoc vé van hoda-xa hoi, bao gom : Van hoa, Nhanh van hoa, Dia vi xa héi.

* Van hoa la mot h¢ thong nhitng gia tri, niém tin, truyén thong va cac chuan myc hanh vi
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duoc hinh thanh, phat trién, thira ké qua nhiéu thé hé. Vin héa dugc hip thu ngay trong cudc song
gia dinh, sau do 1a trong truong hoc va trong xa hoi.

. ?‘?l'l pham Cic dic tinh Cic phan ing
e Gidca - S dap lai cua NTD
« Phan phoi cia nguwoi mua .
e Xiic tién e Lya chon s.pham
e Lya chon nhan
Cac véu b mb: hi¢u san pham
ac ycu to mo1 Qua trinh e Lya chon nha

truong (chinh tri,
kinh té, van hodq, P
cong nghé, dan mua cua e Lua chon so

50...) ngudi TD lwong san pham
mua

quyét dinh kinh doanh

Hinh 5.2. M5 hinh chi tiét hanh vi mua ctia nguoi tiéu dung

Vin hoa 1a nguyén nhan co ban, dau tién dan dat hanh vi ciia con ngudi néi chung va hanh
vi tiéu dung noi riéng. D6 chinh 1a van hoa tiéu dung. Cach an mac, tiéu dung, sy cam nhan gia tri
ctia hang hoa, su thé hién minh thong qua tiéu dung... déu chiu sy chi phdi manh mé& cua vin hoa.
Nhing con ngudi c¢6 nén vin hoa khac nhau thi s& c6 hanh vi tiéu diung khac nhau. Vi du, ngudi
mién Bic in udng, sir dung xe cd, nha cira, quan 4o khac ngudi mién Nam. Phong cach tiéu dung
ctia ngudi chau Au c6 sy khac biét 16n so véi ngudi chau A. Do vay, dé thanh cong cac nha xuét
khau Viét Nam phai tim hiéu ky vin héa tiéu dung cua cac nudc nhap khau.

Nhanh van hoa 1a mot bd phan c4u thanh nhé hon cua mot nén van hoa. Nhém ton gido la
mdt loai nhanh vin hoa. Cac nhanh vin hoa khac nhau c¢é cac 16i song riéng, hanh vi tiéu ding
riéng. Nguoi dao Hoi kiéng khong &n thit bo, phu nir ra duong déu phai bit mang va mac quén ao
kin mit.Nhu vay, cac nhanh van hoé khac nhau sé tao thanh cac phan doan thi truong khac nhau.

= Giai tang xd hoi: Trong xd héi ndo ciing ton tai cac giai tang xd héi khdc nhau (cdc

ddng cdp xd hoi). Vay thé ndo la giai tang xa hgi?

Giai tang x4 hoi 1a nhitng nhém nguoi twong ddi on dinh trong xa hoi duge xap xép theo
thir bac, dang cp, dugc dic trung boi cac quan diém gia tri, loi ich va hanh vi dao duc chung
trong mdi giai tang.

Céc doanh nghiép can quan tim dén hanh vi tiéu dung trong cic giai tang, dic biét 1a ddi
v6i cac hang hod c6 tinh d& phé truong nhu quin 4o, gidy dép, xe cd, nha cira, hoat dong vui choi,
gia tri... Hiéu rd hanh vi tiéu dung cua cic giai ting, doanh nghiép s& c6 co s& dé thuc hién
phuong cham “Ban nhitng thtr ma khach hang can”.

O Viét Nam chua c6 phén loai chinh thirc xa hoi thanh cac giai ting. Tuy nhién, trong xa
hoi ciing thira nhdn mot sb cac tang 16p dan cu khac nhau. Nhimg ngudi cung chung trong mot
giai tang thi thuong co hanh vi tiéu ding giéng nhau. Nhitng nguoi thudc tang 16p thugng luu
khong an & cac quan an binh dan. Ho mua sim cac hang hoa tiéu dung dit tién, & nha cao cira
rong, choi tenit, di xe 6 t6 sang trong... O My, ngudi ta phan loai ra thanh 6 giai tang xa hoi khac
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nhau can ctr vao nghé nghiép, thu nhap, tai san, hoc van.

b) Cdc yéu t6 mang tinh chat cd nhdn: Tudi tac va giai doan trong doi séng gia dinh, nghé
nghiép, tinh trang kinh té, 16i séng, ca tinh.

= Tuéi tic va giai doan trong doi song gia dinh: Nhu cau vé cac loai hang hoa, dich vu
cling nhu kha ning mua ctia ngudi tidu dung gan lién véi tudi tac va giai doan trong doi séng gia
dinh cua ho (chi tiét xin xem phu lyc 1 cudi chuong).

= Nghé nghiép c6 dnh huéng lom dén hanh vi mua cia khdch hang. Ngoai cac hang hoa
lién quan truc tiép dén hoat dong nghé nghiép, khach hang véi nghé nghiép khac nhau ciing tiéu
dung khac nhau. Do véy, nha tiép thi cin tim hiéu hanh vi tiéu dung cta khach hang véi cac nghé
nghiép khac nhau nhu: Cong nhan, nong dan, cong churc, tri thirc, gidi nghé si, nha quan 1y kinh
doanh, nha chinh tri...

= Tinh trang kinh té la diéu kién tién quyét dé nguoi tiéu dung c6 thé mua duoc hang ho,
dich vu. Khi ngén sach tiéu ding cang cao thi ty 1& phan bd cho tiéu ding cic hang xa xi cang
tang 1én, ty 1¢ chi tiéu cho cac hang thiét yéu cang giam xudng. No6i chung, vao thoi ky kinh té dat
nude phon thinh, ting truong thi ngudi ta tiéu ding nhiéu hon va nguoc lai.

= L6i song phdc hog mét cdch ré nét vé chan dung cud mét con nguoi. Hanh vi tiéu ding
clia con ngudi thé hién rd rét 16i séng cua anh ta. TAt nhién, 16i sbng ctia mdi con ngudi bi chi
phéi béi cac yéu tb chung nhu nhanh van hoa, nghé nghi¢p, nhom xa hoi, tinh trang kinh té va
hoan canh gia dinh. Nhung 156i séng ctia mdi ngudi mang sic thai riéng. Mic du 16i sdng 1a mot
dic trung khong duoc lwong hoa, nhung cac nha tiép thi ding noé dé dinh vi san pham. D6 1a
“Dinh vi san pham théng qua cdc hinh anh vé khdch hang”(xem phan dinh vi ¢ chwong 4). Cac
loai hang hoa dugc dinh vi theo 16i song 1a my pham, d6 udng, thoi trang, xe hoi, xe may, du
lich...Céc nha quan Iy can tim ra mdi lién hé giira 16i séng va hanh vi tiéu dung cac loai hang hoa
dé 1am co s& cho cac chién luoc Marketing mix. Ho ciing ¢6 thé dan dat nhu cau tiéu dung cua xa
hoi bang cac sang tao ra cac san pham khac nhau c6 tinh hop 1y nham vao cac 16i sdng khac nhau.

Céc nha san xuét bia cho ra doi cac loai bia cho cac 16i séng khac nhau nhu: bia nng do
cdn cao voi quang céo: “Bia thuong hang danh cho nam gii”; bia nhe véi thong diép: “Bia cho
hai chiing t6i” hay “Bia cho chang va nang”. Con xe may thi dugc quang cdo:” Xe cho nhirng
nguoi va cam giac manh”.

= Cd tinh la nhitng ddc tinh tam Iy néi bdt ciia méi ngwoi dan d&én cac hanh vi ung xur
mang tinh 6n dinh va nhat quan dbi v&i moéi truong xung quanh. C6 thé néu ra mot sb cac ca tinh
thuong gap nhu: tinh can than; tinh tu tin; tinh bao thu; tinh hiéu thing; tinh nang dong...Ca tinh
s& anh huong dén hanh vi tién dung ctia khach hang. Nhitng ngudi can than, nhimg ngudi bao thu
thuong khong di tién phong trong viéc sir dung san pham moi. Nguoc lai, 1a nhiing nguoi ning
dong, sang tao san sang chiu mao hiém khi mua san phém moi. C4 tinh cling 1a mét can cur dé cho
doanh nghiép dinh vi san pham. Nghién ciru ca tinh khach hang ciing c¢6 ich cho doi ngii tiép thi.

c¢) Cdc yéu t6 mang tinh chat xa héi : Nhém tham khao, gia dinh, vai tro va dia vi.

Nhom tham khao 13 nhém c6 anh huéng truc tiép hodc gian tiép dén thai do, hanh vi cua
con nguoi.

e Nhom tham khdo dau tién (c6 anh hudng truc tiép dén thai do) bao gdm: gia dinh, ban

than, lang giéng than thién, ddng nghiép.

o Nhém tham khdo thir hai gdm céac t6 chirc hiép hoi nhu: T6 chirc ton gido, Hiép hoi
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nganh nghé, Cong doan, Boan thé, Cac cau lac bo.

e Nhém nguong mé 1a nhom ma ca nhan c6 mong mudn gia nhap, trd thanh vién (cac

ngoi sao...)

e Nhém tdy chay 1a nhom ma ca nhan khong chip nhan hanh vi cta nd. Do vay, cic ca

nhan khong tiéu dung nhu céac thanh vién cia nhdém ma ho tay chay.

Nhiing hang hoa xa xi ti€éu dung noi cong cong thi cd nhan chiu anh hudéng manh bdi
nhom. Hang hoa thiét yéu dung riéng tu thi mac do anh huong ctia nhom thap.

Nhing “ngdi sao” bong d4, ca nhac... thuong dugce chon dé quang cdo san pham. Nhimng
ngudi ngudng md ho mudn tiéu ding nhu ho. Do véy, hanh vi tiéu ding ciia cac ngdi sao cb tac
dong manh dén cac “fan”. Mot cira hang qu?ln 4o tai Bic Kinh d3 tang N&r hoang Anh mot bd
quan 4o truyén théng Trung Qudc va xin dugc chup anh chung voi Nit hoang trong bd quan 4o do.
Sau d6 chu cira hang treo birc anh tai mot noi trang trong trong cira hang. Ttr d6 nhiéu khach tham
quan dén cira hang déu mua loai quéin 4o ma NTr hoang duoc tang. Khach san Daewo tai Ha Noi
d3 danh mot noi trang trong dé trung bay s6 vang co liét ké danh sach cac nhan vt tiéng tim da
nghi tai khach san.

*  Gia dinh c6 anh hudéng manh dén hanh vi mua cua ca nhan, dic biét trong diéu kién
Viét Nam khi nhiéu thé hé séng chung nhau trong mot gia dinh. Tuy ting loai hang hod ma mirc
d6 anh huong cud vo va chong khac nhau. Mua xe may thuong do chong quyét dinh. Mua cac do
ding bép nuc do vo quyét dinh. C6 khi ca hai déu tham gia quyét dinh. Cac nha quang cao mdi
loai san phdm can phai biét nham vao ai dé thuyét phuc.

= Vai tro va dia vi xa héi: Nguoi tiéu dung thudng mua sam nhiing hang hoa, dich vu
phan 4nh vai tro dia vi ciia ho trong x3 hoi. Quang céo: “Xe hang dau cho nhitng ngudi ding

"’

dau!” nham vao nhiing ngudi tiéu ding c6 dia vi cao trong xa hoi.

d) Cdc yéu té mang tinh chat tam Iy : Dong co, Tri giac, Linh hoi, Niém tin va thai do.

»  Pong co la dong lyc manh mé thoi thac con ngudi hanh dong dé thoa man mot nhu cau
vat chat hay tinh than, hay ca hai. Khi nhu cau tré nén cép thiét thi n6 thiic duc con nguoi hanh
dong dé dap tmg nhu cau. Nhu vy, co s¢ hinh thanh dong co 14 cac nhu cdu ¢ mirc cao (Xem
“Thang bac nhu cau cia Maslow”- chuong 1).

* Nhu ciu caa con nguoi rat da dang. C6 nhu cau chu dong, c6 nhu clu bi dong. Doanh
nghiép can phai nim bit ding nhu cu ctia khach hang dé thuc day nhu cau d6 thanh dong co
mua hang.

= Tri gidc hay nhdn thirc 1 mot qua trinh thong qua d6 con ngudi tuyén chon, to chirc va
giai thich cac thong tin nhan dugc dé tao ra mot birc tranh vé thé gi01 xung quanh.

Con nguoi co6 thé nhan thirc khac nhau vé cung mat tinh huéng do su tri giac c6 chon loc,
bop méo va ghi nhd thong tin tiép nhan duge ¢6 chon loc. Do vay c6 thé hai ngudi co ciing mot
d6ng co nhung hanh dong khac nhau trong cing mot tinh hudng.

Céc dic tinh trén cua tri giac doi hoi cac nha tiép thi phai nd luc 16n dé mang thong tin
quang cao dén cho khach hang tiép nhan.

Linh hdi hay hiéu biét 1a nhiing bién dbi nhat dinh dién ra trong hanh vi ctia con nguoi dudi
anh huong cta kinh nghiém dugc ho tich luy. Con ngudi c6 duoc kinh nghiém, hiéu biét 1a do su
tung trai va kha nang hoc hoi. Nguoi 16n tung trai ¢6 kinh nghi€ém hon, mua ban thao hon. Nguoi
tig trai vé linh vure nao thi c6 kinh nghiém mua ban trong linh vuc dé.
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»  Niém tin va thdi do: Qua thuc tién va su hiéu biét con nguoi ta cd dugc niém tin va thai
d6, diéu nay lai anh huong dén hanh vi mua cta ho. Doanh nghiép phai chiém duogc long tin cta
khach hang vé cac nhin hang ctia minh. Mudn c¢6 chd dimg ving chéc trén thi trudng noi dia va
vuon ra thi truong thé gidi, hang Viét Nam phai chiém duoc niém tin ciia khach hang trong nudc
va thé gi6i.

5.2.4. Qua trinh thong qua quyét dinh mua ciia ngudi tiéu diung

Hanh vi mua cua ngudi tiéu dung xay ra trong mot qua trinh. Pé di dén quyét dinh mua
mdt loai hang hoa dich vu gi dé thi néi chung nguoi mua phai trai qua qué trinh bao gém 5 giai
doan nhu trén hinh 5.4.

Pay la qua trinh day du khi méi bat ddu mua. Ngudi mua thuong xuyén co thé bo qua cac
giai doan khong can thiét (do da duogc thuc hién ¢ cac 1an mua trude day), tic 1a qua trinh mua lap
lai s€ bd qua mat $6 giai doan. Mgt khach hang thuong goi dién thoai thi khi c6 nhu cAu ho s& dén
ngay buu cuc gan nha dé goi ma khong cAn mat cong tim kiém, danh gia cac phuong an.

Nhan biét Tim kiém Panh gia | Quyét Panh gia
nhu cau j Thong tin I:> cac ph.an i dinh mua j sau mua

Hinh 5.4. Qu4 trinh thong qua quyét dinh mua hang

Ta tim hiéu chi tiét cac budc trong qua trinh nay.

1) Nhén biét nhu ciu

Pay 1a budc dau tién. Nhu ciu phat sinh do cac yéu t6 kich thich tir bén trong ciing nhur tir
bén ngoai. Con ngudi cd cac nhu cau tiém an nhét dinh (xem béc thang nhu cau Maslow, chuong
1). Cac nhu cau tiém 4n d6 s& bi kich thich boi cac yéu t6 bén ngoai. Khi nhu cau chwa cao thi cac
kich thich Marketing 1a rit quan trong (quang céo hap dan, trung bay san pham, moi dung thir san
pham, khuyén mai...). Cach ban hang kiéu siéu thi c6 tic dung rit manh kich thich nhu cau.

Céc nhu cau tiém 4n 13 von c¢6 & mdi con nguoi. Ngudi 1am cong tic Marketing khong chi
phat hién ra cac nhu cau d6, ma can phai sang tao ra cic san phdm da dang dap tng cic mong
muon cy thé cua cac nhom khach hang khac nhau.

2) Tim kiém thong tin

Khi nhu ciu théi thiic thi con nguoi tim kiém théng tin dé dap tmg nhu cau. Nhu ciu cang
cAp bach, thong tin ban dau cang it, san phim can mua c6 gia tri cang 16n thi cang théi thuc con
ngudi tim kiém thong tin. Mot ngudi mua mot cin ho s& tim kiém thong tin vét va hon so v6i mua
mot chiéc 40 so mi. Sau day 1a cac ngudn thong tin co ban ma ngudi tiéu ding c6 thé tim kiém,
tham khao:

e Ngudn thong tin c4 nhan: tir ban bé, gia dinh, hang xom, ddng nghiép. ..
e Ngudn thong tin thwong mai: qua quang cao, hoi chg, trién 1dm, ngudi ban hang. ..
e Ngudn thong tin dai chung: du luan, bao chi, truyén hinh (tuyén truyén)
e Ngudn thong tin kinh nghiém thong qua tiép xtc tryc tiép voi san pham.

Nguon thong tin ndo c6 tac dong manh? Diéu ndy con tuy thudc vao loai san pham, vao dic

tinh cua khach hang. Nguoi can than thuong khong tin vao quang céo, ho phai tim kiém thém cac
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thong tin khac. DPdi vé6i cac quyét dinh mua quan trong nhu mua 6 to, mé tim, di hoc nudc
ngoai... thi ngudi ta thuong mudn co nhiéu thong tin dé ting do tin cdy cua quyét dinh. Noi
chung, thong tin tir quang céo c6 tinh chat théng bao vé su hién dién ctia san pham. Con ngudn
thong tin truyén miéng tir ban bé, ddng nghiép co tac dung thuyét phuc manh. Pic biét, ddi véi
cac dich vy, do c6 tinh v6 hinh nén 161 khuyén ctia ban bé, nguoi than co6 vai tro quan trong.

Trong giai doan nay, doanh nghi€p phai chon cac phuong tién thong tin khac nhau va ndi
dung phtt hop cung c¢ip cho cac nhom khach hang khac nhau. Néu cong ty khong cung cap du cac
thong tin can thiét cho khach hang thi cong ty da vo tinh ddy khach hang sang cac ddi thu canh
tranh.

Sau khi tim kiém thong tin thi khach hang da biét dugc cac nhan hiéu hang hoa khac nhau
¢6 thé dap tmg nhu cau va cac dic tinh cua chung.

3) Danh gia cac phwong an

Tir cac nhin hiéu san pham khac nhau d3 biét qua giai doan tim kiém, khach hang bét dau
danh gia dé chon ra nhan hiéu phu hop véi nhu cau ciia minh.

Doanh nghiép can phai biét dugc 1a khach hang danh gia cac phuong an nhu thé nao? Ho
dung tiéu chudn gi dé lya chon? Chit luong hay gia ca quan trong hon? Pé hiéu 1 viéc danh gia
ctia khach hang nhu thé nio, chung ta can tim hiéu chi tiét cac van dé sau day: Cdc thudc tinh ciia
san pham ma khach hang quan tam; Mirc do quan trong ciia cdc thudc tinh doi véi khach hang;
Niém tin cua khéch hang doi véi cdce nhin hiéu; Pé hiru dung cua cac thugc tinh.

- Thudc tinh cta san pham. Khach hang thuong xem mot san pham 1a mot tdp hop céc
thudc tinh nhat dinh. Cac thudc tinh nay phan anh céc loi ich khac nhau ctua san phém mang lai
cho nguoi st dung. Do 1a cac dac tinh vé ky thuat, dac tinh vé tam ly, vé gia ca, vé cac dich vu
khach hang.

bic tinh k¥ thuat: kich thudc, trong luong, thanh phﬁn hoa hoc, toc d0, thoi han sir dung,
do bén...

bac tinh tam ly: vé dep, vé tré trung, vé hién dai...

Dic tinh vé gia ca: hop tai tién

Pic tinh vé cac dich vy khach hang: Pay du cac dich vu, tién loi.

- Mirc d6 quan trong cua cac thudc tinh khic nhau ddi véi cac nhom khach hang khac nhau.
C6 hai khai niém sau ddy can lam rd:

Thudc tinh néi bdt 1a thude tinh tao nén do quang cao, do du luén xa hoi.

Thudc tinh quan trong 13 thudc tinh ma ngudi tiéu dung mong doi c6 thé dap tmg duoc cac
nhu cau cua ho, do d6 tuy thuoc vao cac nhém khach hang khac nhau ma thudc tinh nao dugc xem
1a thudc tinh quan trong. Pay 1a cac thudc tinh ma khach hang quan tim khi mua san pham.

- Niém tin ctia nguoi tiéu ding d6i véi cac nhin hiéu san pham c6 anh hudng 16n dén quyét
dinh mua ctia ho. Mot nhin hiéu da chiém duoc niém tin ctia khach hang s& dé duoc ho lya chon &
cic 1an mua sau. Nhan hiéu d6 1a mot tai san vo hinh cua cong ty. Do vay, viéc xay dung mdt
thwong hiéu manh c6 tim quan trong dic biét dbi voi cong ty.

- Mbi thudc tinh ctia san pham thuong dugc ngudi tiéu dung gan cho mot mire do hiru dung
khac nhau. Khi quyét dinh mua mét san pham, khach hang c6 xu huéng chon san pham co tong
gia tri hiru dung tr cac thudc tinh 1a 16n nhét.
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4) Quyét dinh mua

Sau khi danh gid cdc lwa chon, khach hang di t61 y dinh mua. Tuy nhién, tt y dinh mua
dén quyét dinh mua con co cdc can tré nhu thai d6 ciia cac nhom anh hudng (ban be, gia dinh...),
cac diéu kién mua hang (dia diém giao dich, phuong thirc thanh toan, cac dich vy hau mii...). Do
vay cac hoat dong xuc tién ban (khuyén mai, cac dich vy sau ban hang...) c6 vai tro rat quan
trong, dac biét khi c6 canh tranh.

Y dinh mua Cac can tré' mua

Pé thuc ddy qua trinh mua, doanh nghiép can loai bo cdc cdn tré mua tir phia ban than
doanh nghiép. D6 chinh 1a vai trd quyét dinh ctia cong tac cham séc khdch hang ciing nhu cia cac
hoat dong xiic tién. Trong trudng hop cung cip dich vy, do tinh vo hinh ctia san pham nén cac can
tré thudc vé thai do ctia cac nhoém anh hudng c6 vai trd quan trong dén quyét dinh mua cta khach
hang.

5) Danh gia sau khi mua

Sau khi mua xong khach hang s dung san pham va c6 cac danh gia vé san phim mua
dugce. Muc d6 hai long cua khach hang s& tac dong truc tiép dén cac quyét dinh mua vao cac lan
sau. Doanh nghiép can thu thap thong tin dé biét dwoc danh gia ciia khach hang dé diéu chinh cac
chinh sach. Diéu nay rat quan trong. Phuong chdm ¢ day 1a “Ban dugc hang va giit dugc khach
hang lau dai!”.

Su hai 1ong hay khong cta khach hang sau khi mua phu thudc vao méi twong quan giira s
mong doi cua khach hang truéc khi mua va sy cam nhdn cia ho sau khi mua va st dung san
pham. C6 thé c6 ba kha ning nhu trén bang dudi day.

Su mong doi cua khach hang dugc hinh thanh qua quang céo, qua su gidi thi€u cua nguoi
ban, qua ban be, nguoi than... Mong doi cang cao nhung cam nhan thyc té cang thap thi muc do
thit vong cang 16n. Do véy viéc quang cao, gioi thicu san pham can phai trung thuec.

Sé thir tur Céc kha nang c6 thé Tam trang cua khach hang
1 Mong doi > Cam nhan Khong hai long
2 Mong doi = Cam nhan Hai long
3 Mong doi < Cam nhan Vui suéng

Khi khach hang hai 10ng, ho s& chia sé tim trang hung phin d6 cho nhiéu ngudi khac. Nhu
viy, c6 thé noi khach hang hai 1ong 12 nguoi quang cdo mién phi va hiéu qua nhat cho ching ta.
Nguoc lai khi ho khong hai long, ho cling s€ “chia budn” véi nhiéu nguoi khac. biéu nay lam cho
cong ty c6 nguy co mat thém nhiéu khach hang.

5.3. HANH VI MUA CUA CAC TO CHUC
5.3.1. Phan loai khach hang 1a cac té chic
Diéu khac biét co ban cua cac to chirc so véi khach hang tiéu ding ca nhan 1a cac t6 chiic
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mua hang hod va dich vu dé phuc vu cho cdc hoat dong cua 16 chirc do. Chéng han, cac doanh
nghiép str dung thong tin lién lac, vat tu, thiét bi ... (tu liéu san xuét) dé tién hanh hoat dong san
xuat kinh doanh. Céc co quan nha nudc ciing str dung cac yéu té dau vao khac nhau dé phuc vu
cho cong viéc cua ho.
Hang ho4, dich vu mua phuc vu cho san xuét duoc goi 1a tu li¢u san XUuét.
Nhu vy, cac to chirc cAn dén cac fur liéu san xudt nhu 13 cde yéu t6 dau vao can thiét cho
qud trinh hoat dong cia cdc t6 chire do.
C6 thé chia khach hang 14 cac t6 chirc thanh bdn loai:
e  Céac doanh nghiép san xuit
e  Céc doanh nghi¢p thuong mai
e Cac to chirc phi lgi nhudn (co quan dao tao, nghién ctru, cong ty phuc vu cong ich...)
e (Céc co quan bBang, Nha nudec.
Chung ta s& tim hiéu ddc diém, hanh vi mua ciia cac khach hang t6 chic.
5.3.2. Hanh vi mua ciia cac khach hang t6 chirc
1) Téng quan
Diéu khac biét co ban ciia cac t6 chitc so véi khach hang tiéu ding c4 nhan la cac khach
hang td chirc mua hang hoa va dich vu dé phuc vu cho cdc hoat dong cua 16 chirc d6, tirc la hang
hod dich vu ho mua la yéu té dau vao cho hoat dong cua ho. Dic diém nay s& chi phdi cac dic
diém khac (nhu cau, hanh vi mua, sé lugng mua, ngudi tham gia mua) Chéng han, cic doanh
nghiép sir dung thong tin lién lac, vat tu, thiét bi ... dé tién hanh hoat dong san xuét kinh doanh.
Céc co quan nha nude ciing st dung cac yéu té dau vao nao d6 dé phuc vu cho cong viéc cia ho.

Hang hod, dich vu mua phuc vu cho san xuat dugc goi 1a tu li¢u san xuét. Nhu vay, tu licu
san xuat 1a cdc yéu t6 dau vao can thiét cho qua trinh hoat dong ctia cac doanh nghiép san xuat.

2) Pic trung co ban ciia thi trwdmg cac to chirc

Quy mé thi truong, khoi lwong mua

- Sb lugng cac khach hang to chirc thi it hon nhiéu so véi cac khach hang tiéu ding ca
nhan. Nhung sé lwong mua thi 16n hon nhiéu so véi nhu ciu tiéu dung ca nhan. Ho cling mua
thuong xuyén hon.

- Quan hé giita khach hang va ngudi cung cap dich vu than thién hon, gin giii hon. Céc
nha cung cdp ciing mudn c6 cac khach hang 6n dinh va lau dai. Cac khach hang ciing mudn cé
nha cung cip tin cdy, 6n dinh. Diéu nay c6 loi cho ca nha cung cp va cac DNSX.

- Thi truong cac t chirc thuong tap trung theo ving dia 1y (cac khu cong nghiép, khu ché
xudt, cac thanh phd). Cac doanh nghiép, co quan sir dung thong tin lién lac nhiéu thudng tap trung
tai cac do thi, khu cong nghiép...

- Nhu cau ctia khach hang t6 chirc 1a nhu cau thi phat, thu dong. Nhu cau vé cac yéu t6 dau
vao clia cac khach hang t6 chirc nay sinh do nhu cau trén thi truong ddu ra cta ho l1a thi truong
céc khach hang tiéu dung cudi cing. Mot doanh nghiép 1am 4n phat dat thi nhu cau thong tin lién
lac, nhu cau vat tu ting 1én. Mat khac, nhu ciu co dén thap khi gia thay doi, tirc 1a gid ca thay doi
nhiéu nhung cau thay doi it. Ly do 13 cau dbi voi cac yéu t6 dau vao san xudt cta td chirc chi thay
d6i khi san lugng dau ra thay d6i. C6 thé néu ra sau day mot sb dac diém chung ciia do co dan cau

82



Chuwong 5: Hanh vi cua khach hang

theo gia 61 vdi cac yéu td dau vao cua céac to chuc:

e Trong thoi gian ngan han thi cdu cic yéu t6 dau vao thudng it co din. Ly do 1a trong
thoi gian ngan khong thé thay d6i duoc cong nghé san xuat.

e Ddi voi cac yéu td tu lidu san xuat ddu vao thiét yéu s& c6 do co dén it hon cac yéu td
dau vao khac.

e Nhimg yéu t6 dau vao c6 mit hang thay thé, hay c6 nhiéu nha cung cap s& c6 do co dan
cao hon cac loai khac.

Nhitng nguoi tham gia mua hang trong t6 chirc:

C6 nhiéu nguoi ciia cong ty tham gia vao qua trinh quyét dinh mua (Hoi dong mua sim).

S6 nguoi tham gia tuy thudc vao mirc d quan trong cia hang mua. Vai tro cia cac thanh vién

trong Hoi dong 1a khac nhau.

Mua sam cac yéu to dau vao cua céac to chuc mang tinh chuyén nghi¢p. Cac nhan vién mua

sam dugc dao tao, co kinh nghiém mua sim. Do véy, doanh nghiép bén ban ciing phai thuyén

chon

d6i ngil ban hang chuyén nghiép, dugc tuyén chon k¥ va dao tao c6 bai ban vé nghiép vu, ky

thuét.

Cac dac tinh khac:
e Mua sim thuong theo phuong thirc truc tiép, khong thong qua trung gian.
e Lua chon ky nguoi cung cip va xay dung quan hé lau dai, 6n dinh.

e Xu hudng chuyén sang thué mua tai chinh hon la mua dut ban doan vi gidm dugc rii ro
va nang cao hi¢u qua.

Bang dudi ddy tong hop cac dic trung nay.

TT Khac biét vé nhu cau
1 | Nhu cau cta cac khach hang t6 chirc 12 nhu cau thir phat va it co dan
2 | Nhu cau cta cac khach hang t6 chirc bién dong theo chu ky
3 | S6 lwong cac khach hang to chire thi it, nhung nhu cdu mua nhiéu va thuong xuyén
4 | Khach hang t6 chirc tap trung vé vi tri dia ly
5 | Khach hang t6 chirc mong mubn c6 nha cung cap tin cdy, 6n dinh lau dai
6 | Khach hang t6 chirc yéu ciu giai phap tong thé, chir khong phai chi 1a mot san phdm
dich vu don 1¢.
Khac biét vé cach thirc mua
7 | Khach hang té chirc thudng mua tryuc tiép, khong qua trung gian phan phdi
8 | Nhiéu nguoi tham gia vao qua trinh mua véi cac vai trd khac nhau
9 | Qua trinh mua chuyén nghiép voi nhiéu thu tuc phirc tap. Hinh thire ddu thau mua
thuong dugc str dung.
10 | Khach hang t6 chirc c6 thé tu san xudt, hodc lién két dé san xuét cac yéu t6 dau vao dé

chu dong va nang cao hi¢u qua.
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5.3.3. Qua trinh théng qua quyét dinh mua ciia cac to chirc

1) Nhirng dang mua hang chi yéu

C6 thé néu ra mot s6 dang mua hang chu yéu sau ddy cua céac to chirc:

a) Mua ldp di lap lai, khong thay doi vé sé lwong, ching loai hang mua.

Céc nha cung cdp da dugc chon mua can phai ¢b gang gitt mbi quan hé gin bo, lau dai véi
khach hang bang cac chinh sach cham soc khach hang ddi véi khach hang 16n. Cac nha cung cap
khac chua duogc chon, nhung mudn tham gia vao thi trudng nay thi can phat hién ra nhiing diéu
ma ngudi mua khong bang 1ong véi cac nha cung cap hién tai dé dwa ra cac san pham thay thé.
Mudn vay thi ciing cAn phai hiéu rd khach hang.

Nhiing yéu té dau vao dugc mua lap lai thudng 1a cac van phong phdm, nguyén liéu, nhién
lidu, vat tu can thiét cho cac t6 chirc trong dién kién quy mo san xuét cia to chirc khong thay doi.

b) Mua Idp lai ¢6 sw thay doi vé tinh ndng, quy cdch hang hod, cde diéu kién cung cdp iing
khac.

Pay 1a co hoi thuan loi cho doanh nghiép mudn chen chén vao thi trudng nay. Cac nha
cung cip yéu t6 dau hién tai phai ludn luén nim bat duoc nhimg yéu ciu méi cua to chire dé tim
cach dap ung kip thoi. Néu khong lam duge nhu vay thi ho da dé ra nhitng khoang tréng cho cac
d6i thi méi chen chén vao.

Khi t6 chirc phai d6i méi san pham, giam gia ban, md rong thi truong dé canh tranh thi ho
c¢6 nhu cau thay ddi cac yéu t6 dau vao.

¢) Mua dé gidi quyét cdc nhiém vu mdi.

Day 1a truong hop td chirc mua hang 1an dau. Chi phi mua sdm, d6 rui ro cang 16n thi cang
nhiéu ngudi tham gia vao qua trinh mua. Mua 1an dau thudng ngudi mua cin c¢6 nhidu thong tin
vé san pham, vé cac nha cung tmg. Cac nha tiép thi phai ¢6 ging cung cp nhiéu thong tin theo
yéu cau bén mua, phai tiép xtic véi nhidu nguoi tham gia mua dé thuyét phyc.

Trong diéu kién hoi nhdp, cac doanh nghi¢p Viét Nam mudn giam chi phi, mudn vuon ra
thi truong thé gioi, mudn tiép can véi nhiéu khach hang... DAy chinh la cac yéu t6 budc ho phai sir
dung dén cac phuong tién thong tin lién lac hién dai nhu Internet, dién thoai nguoi nghe tra tién
(dé cham soc khach hang), quang cao qua trang Web...

Khi mua hang dé giai quyét nhiém vu méi, ngudi mua thuong quan tim dén cac tiéu thirc
sau: dac tinh k¥ thuat; gidi han gid ca; thoi gian va diéu kién giao hang; diéu kién dich vu ky
thuat; diéu kién thanh toan; khéi lugng dit hang; nhimg ngudi cung cap c6 thé; ngudi cung cip
duoc chon.

2) Ai tham gia vao qua trinh mua?

Nhu trén di dé cap, viée mua sim cac yéu té dau cho t6 chic khong phai do mot ngudi, ma
do mot tap thé — mot “Hoi déng mua” ddm nhiém. Ho cung nhau chia sé trach nhiém vé viéc mua
hang. Tuy nhién, vai tro va nhiém vu ciia cc thanh vién trong Hoi dong mua khac nhau. C6 thé
chia ra cac ddi tuong sau day:

- Nguoi sir dung (User). Day 13 nhimg nguoi s& st dung yéu t6 dau sau khi mua. Trong
nhiéu truong hop ho 12 ngudi khoi xuéng dé nghi mua sam .

- Nguoi anh huong (Influencer). Pay 1a nhitng ngudi ma ¥ kién cta ho 1a cin cir dé lya
chon céc quyét dinh mua. Ho 13 cac chuyén gia k¥ thuit dugc giao nhiém vu dénh gia vé k¥ thuét
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cac dé nghi chao hang. Khi mua mot hé thong may tinh, hé thong thong tin lién lac ndi bo cho
cong ty, cac chuyén gia tin hoc, vién thong duogc chi dinh dé danh gia cau hinh, chét lugng, gia ca
ctia hé thong.

- Nguweoi quyét dinh (Decider). Day 1a nhitng nguoi c6 thim quyén trong cong ty, co trach
nhiém ra cac quyét dinh cudi cung vé hgp dong mua: sb luong, ching loai, gi4 ca, nha cung cap. ..

- Ngwoi mua (Byer). Pay 1a nhiing nguoi truc tiép lam nhiém vu giao dich, mua sim cac
yéu t6 ddu vao. Vai tro cia ho 1a chon dia diém mua hang ciing nhu cac dién kién lién quan dén
thoi han giao hang, phuong thirc thanh toan. Tuy nhién, dbi véi cac Hop dong mua quan trong, ho
phai xin y kién cudi ciing cua cac cip co tham quyén.

Nhiém vu cta nhiing nguoi lam Marketing 1a phai xac dinh dugc ai 1a cac thanh vién trong
Hoi dong mua, vai trd ciia cac thanh vién trong Hoi dong vé cac quyét dinh mua, tiéu chudn ma ho
ding dé danh gia trong qué trinh mua.

3) Cac yéu to anh hwong dén nguwoi mua

Trong qué trinh thong qua cac quyét dinh mua, nhitng nguoi tham gia trong Hoi dong mua
chiu anh hudng ciia nhiéu cac yéu t6 khac nhau nhu sau:

a) Nhitng yéu té6 méi truong

Do 1a tinh trang kinh té hién tai va tuong lai ctia dat nudc; nhip do tién bd khoa hoc ky
thuat; cac yéu td chinh tri; cac chinh sach diéu tiét kinh té ctia chinh pht; hoat dong cua cac ddi
thii canh tranh. Doanh nghiép c6 thé nim duogc cac thong tin nay qua cic phuong tién thong tin
dai chung khac nhau. Cac yéu té méi trudng quan trong nay thic dy hodc kim ham cac hoat dong
mua sim cta cac to chirc.

Quyét dinh cia UBND thanh ph6 Ha noi vé chwong trinh xay dung hang loat cac chung cu
cao tang la mot yéu t6 thuc day cac cong ty xay dung nha mua sam vat liéu xay dung. Pay ciing la
tin t6t lanh cho cac doanh nghi¢p san xuét vat liéu xay dung.

Chinh sach chu dong hoi nhap kinh té quéc té cua bang va Nha nudc 1a dong luc bude cac
doanh nghiép phai d6i méi cong nghé dé nang cao kha ning canh tranh. Py 1a co hoi tt cho cac
nha kinh doanh thiét bi, céng nghé moi.

b) Cdc yéu té ddc diém ciia doanh nghiép

Mbi doanh nghiép c6 cdc muc tiéu riéng, vin hod riéng, co cdu td chirc riéng va mdi quan
hé ndi bo riéng. Cac yéu t6 ndy anh huong dén thanh phan, vai tro, cach thirc quyét dinh cua “Hoi
déng mua hang”. Mot doanh nghiép mang tinh cach doc quyén thi giam ddc thuong thau tom
quyén lyc mua ban vao trong tay. Doanh nghiép tu nhan c¢6 cach mua TLSX khéac han véi cic
doanh nghiép quéc doanh.

¢) Cdc yéu té quan hé cé nhan

D6 1a mdi quan hé giira cac thanh vién trong nhom mua hang, tir 46 dan t6i cach thoa thuan
trong nhom dé di dén quyét dinh mua.

d) Céc yéu té ddc diém ca nhan

Nhimng nguoi tham gia mua hang c6 cac dong co, ca tinh, nhan thirc khac nhau tuy theo
tudi tac, trinh d6 hoc van, vi tri cong tic, nhan cach...Cac yéu to nay anh huéng dén qua trinh
quyét dinh mua ctia mdi ca nhan tham gia trong Hoi dong mua hang.

4) Qua trinh théng qua quyét dinh mua
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Qué trinh nay tuong tw nhu qua trinh thong qua quyét dinh mua cua ngudi tiéu dung (xem

phan 5.3.). Tuy nhién, & ddy nguoi mua phai trai qua nhiéu giai doan hon:

a) Y thure dwoc van dé can phai mua sam

Do 1a khi t6 chirc y thire dugc van d€ can phai mua sam. Y thic nay xuat hién dudi sy tac

dong cua cac yéu to bén trong doanh nghi€p (c6 nhu cau mua sam) va tir cac yeu to kich thich bén

ngoai (quang cdo, chao hang).

Khi t6 chuc bat dau san xuat dich vy, san pham mai thi ho can thi€t bi, vat tw moi cho
san xuat.

Khi t6 chtrc can thay thé, nang cap céac thiét bi cii, lac hau. Do vay hg c¢6 nhu cau mua
sam thiét bi, phu tung.

Khi nha cung cap cii khong dap tng nhu cau, doi hoi cao hon cua to6 chuc. Ho bat dau
tim kiém céc nha cung cap méi.

Khi xuat hién cong nghé moi chat lugng cao hon, tiét ki¢m chi phi, ndng cao kha nang
canh tranh...

Khi cac nha cung ing quang cao, chao hang cac vat liéu, cong ngh¢ mai, dich vu méi co
uu thé hon so véi hién tai.

Trong giai doan ndy, cac nha 1am cong tac Marketing can hiéu dugc cac cong nghé, vat tu
hién tai dang dugc khach hang ding, ciing nhu cac chién luoc san pham thi truong cua ho, va kip

thoi quang cdo, chao hang cac san pham mdi nham mang lai nhu cau, 191 ich cao hon cho ho.

Vi du: Khi cac cong ty sit Bat Trang chudn bi vuon ra thi trudng thé gi6i, ho can dén dich

vu Internet dé quang ba san pham va giao tiép v6i khach hang khap nam chau bon bién.

N6i chung, cac dich vu thong tin lién lac gitip cho khach hang tiét kiém chi phi, thoi gian,

cong stc, md rong pham vi giao ti€p, tang kha nang canh tranh.

b) Mé ta khdi qudt nhu cau

Xac dinh cac dac tinh ctia cac mat hang can mua. Cac chuyén gia vé ky thuit c6 thé
dugc moi dé dua ra cac yéu cau chinh x4c doi véi cac yéu to dau vao can mua.

Doanh nghi¢p mua can c6 thong tin kip thoi. Nguoi ban hang can cung cap thong tin day
da, nhanh chong vé céac loai yéu to dau vao khac nhau, tu van cho nguoi mua.

¢) Danh gia tinh nang cua hang hod (phdn tich hiéu qua- chi phi)

Day 1a giai doan ma cac chuyén gia ctia to chirc thyc hién viéc danh gid wu nhuoc diém
ctia hang hoa vat tu thiét bi vé k¥ thuat, kinh té trén co s¢ phén tich hiéu qua - chi phi. Trong giai

doan nay to churc can tra 10i cac cau hoi sau day:

Hang hoé du kién mua mang lai gia tri gi cho cong ty? C6 twong xing véi chi phi bo
ra khong?

C6 cén tat ca cac chire nang cua hang hoa d6 khong?
C6 loai hang hoa thay thé co tinh nang twong tu véi gia ré hon khong?
C6 cac nha cung cap cung loai khac véi gia ré hon khong?

Cong ty co tu san xuat duoc khong?

d) Tim hiéu nguoi cung g
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e Nhén vién mua hang tim kiém, 1ap danh sach cac nha cung tng c6 thé, loai bo cac nha
cung tng khong dat cac yéu ciu ban dau, xép loai cac nha cung Gmg theo céc tiéu chuan
nao do.

e Cac ngudn thong tin khac nhau dugc sir dung dé tim kiém cac nha cung ung. D6 1a:
Cac 4n pham thuong mai; Quang céo; Trién 1am; Internet; Cac phuong tién thong tin
dai ching...

e Nhiém vu clia cac nha cung cip TLSX la phai cung cip day du, kip thoi thong tin can
thiét cho cac thanh vién ciia Hoi dong mua hang.

e) Yéu cau chdao hang

e (Cong ty dé nghi cac nha cung ung c6 kha nang dugc lya chon thyc hién viéc chao
hang chinh thirc (cung cip cac tai liéu, thong tin can thiét, cir dai dién ban hang dén
gidi thiéu). Pai dién ban hang phai giai dap duoc cic van d& do khach hang dit ra. Qua
céc chao hang ma bén mua lya chon, quyét dinh.

e Trong giai doan ndy, vai trd cua cic dai dién ban hang rit quan trong, gitip cho nha
cung tng lot vao tim ngdm cua khach hang.

k) Luwa chon nguoi cung cdp

e Trong giai doan ndy bén mua nghién ctru ky cac vin ban chao hang dé lya chon nha
cung tng. Dé danh gia c6 co s, bén mua sé liét ké nhitng dic diém yéu cau ¢ cac nha
cung tng. Cac dic diém nay duge xép theo thir ty mirc do quan trong, hodc dugc gan
cho cic trong sb, sau d6 13y trung binh cong c6 gia quyén lam két qua dé so sanh giita
cac nha cung tng khéac nhau.

e D4i v6i hinh thirc mua qua thi tyc d4u thau thi dy 1a giai doan mé thau. Cong ty tién
hanh mé thau, chim thau va cong bd ngudi tring thau.

h) Lam cac thu tuc dat hang

Giai doan nay, nguoi mua dam phén céc chi tiét, thu tuc dat hang va ky Kkét hop déng voi
nha cung cip dugc lua chon. D6 13 vé cac dic tinh k¥ thuat, sd lugng mua, thoi gian giao hang,
chinh sach bao hanh...Cong viéc nay dugc cac nhan vién mua hang thoa thudn thuc hién cung véi
dai dién bén ban.

) Danh gia nguoi cung ung

Trong giai doan niy, ngudi mua xem xét danh gia két qua thuc hién cua bén cung cép.
Ngudi mua cé thé danh gia cac nha cung cap bang cach sir dung mot s6 cac tiéu chuin nao d6 (co
thé kém theo trong sd ting v&i mdi tidu chuan). Trén co s danh gid d6 ma bén mua quyét dinh
tiép tuc mua, mua c6 thay doi hay khong mua tiép dbi v6i cac nha cung cap di chon.

5.3.4. Pic thu riéng ctia mgt s6 nhém khach hang to chirc

Nhitng dic trung néu trén day trong hanh vi mua cua cac khach hang to chuc 1a nhiing ddc
trung chung nhdt d6i voi moi nhom khach hang t6 chirc. Tuy nhién, mot s nhoém khach hang to
chirc ¢6 nhimg dic thu riéng. Ching ta s& tim hiéu thém dic thu riéng ciia hanh vi mot sé nhom
khach hang dac thu. Do 1a cac co quan nha nudc.

1) Tong quan vé thi trudng céc to chirc co quan nha nuwéc

Thi trudng nay bao gdm cac to chirc ciia chinh phi va cic co quan nha nuéc & cac dia
phuong, cac co quan dang, cac truong hoc phé thong, cac bénh vién, nha ho sinh, nha tu... Co thé
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chia thi truong nay thanh 3 nhom 16n : cac to chirc dan sy gdm cac co quan dang, chinh quyén tir
trung wong dén dia phuong (Cac bd, ban nganh, cic to chirc dang, chinh quyén cac cip); cac to
chtrc quan su tir trung wong dén cac ving, cac dia phuong (B qudc phong, cac binh ching, quan
chung, céac t6 chirc quan su cac cap); cac to chirc phi loi nhuan (trudng hoc, bénh vién...).

Ho can céc hang hod dich vu la cac yéu td dau vao dé td chirc va thuc hién céac chuc nang
nhiém vu dugc phan cong. Hoat dong ctia ho khong mang tinh chat thuong mai.

Chinh phii va cac co quan dang nha nude cac cip 1a cac khach hang tiéu dung rat nhiéu loai
hang hoa dich vy. Tong ngan sach nha nudc hang nim danh cho cac khoan chi tiéu nay rat 1on.
Tuy nhién, mdgt s6 t chure loai nay nhu bénh vién, truong hoc, cac vién nghién ctu... c6 dac diém
1a ngan sach duoc cung cdp han hep so véi cic co quan trung wong quan trong. Do vdy, ngay nay
¢6 xu huéng Nha nudc chuyén cac truong dai hoc hoc, cac vién nghién ctru sang hoat dong theo
phuong thirc doanh nghiép, duoc trao quyén tu chi hach toan 13y thu bu chi.

2) Céc dic diém hanh vi mua hang dic thi

Hanh vi mua ctia cac co quan nha nudc c6 nhing dic thu riéng. Mdi t6 chirc, co quan nha
nudc hang nam dugc ngan sach cép cac khoan chi tiéu theo dinh muc nhét dinh. Do vay, muc tiéu
ctia ho khi mua 13 lya chon cac nha cung cp dép (mg yéu cau vdi chi phi thdp nhat.

Tuy nhién, nhiéu t6 chirc phi loi nhuan c6 thé c6 nhitng nha tai tro va theo dudi nhitng muc
ti€u khac nhau. C6 nhiing truong hoc, bénh vién theo dudi muc tiéu lgi nhuan, va co cac truong
hoc, bénh vién khac khong c6 muc tiéu loi nhuan. Piéu nay din dén hanh vi mua khac nhau cia
cac khach hang to chirc.

Trong hau hét cac qudc gia, cac co quan chinh phu 14 nhimg khach hang 16n, c6 quyén luc
mua. Tuy nhién, vi chi tiéu ngan sach chiu sy kiém toan, danh gia ctia cong ching (kiém toan nha
nudc, thanh tra Qudc hoi), cac td chirc chinh phi yéu cau nhiéu thi tuc gidy to chig nhan tir phia
nha cung cdp. Qua trinh mua ciing trai qua nhiéu thu tuc phic tap, quan liéu, chdm chap. Ngudi
mua ciing hay bi thay ddi. Do vay, nha cung cép can nim duoc tit ca cac thu tuc d6 va tim cach
vuot qua cac thu tuc quan lidu. Nhiéu chinh phu cung cdp cho bén ban cac hudng dan chi tiét vé
cac thu tuc ban hang cho ho.

Quyét dinh mua sdm ciia cac t6 chirc nha nudc ciing chiu sy chi phdi ciia cic nhan t6 nhu:
mdi trudng, t6 chirc, twong quan ca nhan va c4 nhan nhitng ngudi tham gia mua. Do ngan sach
tiéu dung dugc cép tr ngan sach nha nudc, cho nén qua trinh mua chiu sy giam sat chat ché cua
nhiéu t6 chtrc nhur Thanh tra, Kiém todn, va ciia ca cong chung.

Dé nang cao hiéu qua mua sam tir ngan sach nha nudc, cac t6 chuc, co quan dang va nha
nude thudng phai mua hang qua hinh thtc ddau thau canh tranh dé Iya chon nha cung cip tt nhét.
Tuy nhién, trong mot s6 trudng hop, chinh phi xem xét dén nha cung cip co chét lugng tt nhat,
hay c6 tiéng tim vé thuc hién hop dong dung han. Ciing ¢ nhiing trudng hop dic biét chinh phi
thuc hién phuong thic chi dinh thau. Phuong thirc ddu thau dugc ap dung trong trudng hop mua
sim co gia tri 16n.

Hop ddng trén co so thiwong lwong ciing 1a mot phwong phap thuong duge cic co quan
chinh phu sir dung trong truong hop cac du an phtc tap, doi hoi chi phi 16n vé nghién ctru, thiét
ké, thir nghiém, mirc do rui ro cao, canh tranh thép. Pé dam bao hiéu qua dau tu, nha nude kiém
soat chit ch& thudng xuyén qué trinh thuc hién hop dong. Nha nudc c6 thé thué tr van, giam sat
nudc ngoai.
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Tuy nhién, hién twong méi gidi, 16t tay dé nhan duoc hop ddng cua cac co quan nha nude
cling 1a hién tuong thuc té tai nhiéu nudc. Mot dic trung khac nira 1a nhiéu chinh phu ua thich
chon cac nha cung cap trong nude. Do viy, cac nha cung cip nudc ngoai phai lién minh véi cac
nha thau trong nudc dé tham gia dau thau.

Dbi véi khach hang 1a cac co quan chinh phu, nhidu khi sy thanh cong ctia cac nha cung cip
bi chi phéi bai cac yéu té ndm ngoai nhitng bai ban Marketing thong dung. D6 1 cac mdi quan
h¢, moi gidi, su van dong hanh lang...

Do dic thu riéng cua cac khach hang 1a co quan chinh phu, nhiéu cong ty, tp doan cung cip
16n t6 chirc riéng mot bo phan Marketing phu trach ban hang cho cac t6 chitc chinh phu. Trong
qua trinh tiép xuc lau dai, cac chuyén vién ciia bo phan nay hiéu biét quy trinh, thu tuc mua ban,
xdy dung dugc mdi quan hé 1au dai voi nhitng nguoi quyét dinh phia khach hang. Pay 1a yéu to
quan trong gitp cho ho thanh cong.

CAU HOI ON TAP CHUONG V

1) Phan tich khai quat moé hinh hanh vi nguoi tiéu dung

2) Cac yéu tb moi trudng nhu chinh tri, kinh té, vin hoa, cong nghé, dan sd...anh huong nhu
thé nao dén hanh vi tiéu dung? Cho vi du minh hoa

3) Phén tich khai quat anh hudng cta cac yéu to thudc vé dic tinh ctia ngudi mua dén hanh
vi mua cta nguoi ti€u dung. Cho vi du minh hoa (*)

4) Phan tich khai quat qua trinh thong qua quyét dinh mua hang cua ngudi tiéu dung (*)

5) Phan tich cac dic tinh trung co ban cia thi trudng cac td chire (*)

6) Phan tich qua trinh mua cta cac to chuc (*)

7) Bia vi xa hoi cia ngudi tiéu ding anh hudng nhu thé nao dén hanh vi mua cua khach hang
dién thoai di dong?

8) Yéu té vin hoa anh hudng nhu thé nao dén hanh vi mua cuia khach hang choi tem?

9) Nhém ngudng md ¢ anh gi dén quyét dinh mua xe may?

10) Cho vi du v& yéu t6 16i séng anh hudng dén hanh vi mua cua ngudi tiéu dung nhu thé
nao?

11) Khi mua xe may, mua 6 to thi ai trong gia dinh tham gia vao quyét dinh mua? Ai la nguoi
quyét dinh?

12) Khi mot co quan quyét dinh lip dat mot mang mdy tinh thi ai tham gia vao quyét dinh
mua? Ai 12 ngudi quyét dinh?

13) Khi mot so quan quyét dinh dat bao thi ai tham gia vao quyét dinh mua? Ai la nguoi quyét
dinh?

14) Phan tich /6i song anh huong dén quyét dinh mua hang hoa, dich vu cta ngudi tiéu dung
nhu thé nao (*)

15) Phan tich cac yéu té c6 anh huong dén hanh vi tiéu ding cia cac to chic (¥)

16) Hay tim mot trudong hop mua hang cua mdt doanh nghi¢p, va phan tich cac vai tro khac
nhau ctia Hoi ddng mua hang?
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Chwong 5: Hanh vi cua khach hang

PHU LUC: CAC GIAI POAN TRONG CHU KY POI SONG GIA PINH VA

HANH VI MUA HANG

GIAI DOAN

PAC PIEM HANH VI MUA

1. Tubi tré

Sbng doc than

- [t chiu ganh ning tai chinh. Dic biét quan tdm dén thoi trang.
Thuong mua cac hang hoa: d6 dung ca nhan, xe may, thé
thao, cau lac bo.

Keét hon chua co con

- Kha ning thanh toan gia ting. Quan tim dén mua cac hang
hoa 1au bén cho gia dinh: ndi that, may giit, 16 nudng, bép
ga... C6 nhu cau vé nha 6.

Vo chong tré cé con cai con
nho (dudi 10 tuoi)

- Nhu cau cao v€ nha ¢. Mua san nhiéu: quan 4o, thyc pham,
thudc chita bénh. Cang thang vé tai chinh.

2- Tudi trung nién

Séng doc than

- Kha ning thanh toan cao. Quan tdm nhiéu dén thoi trang, cac
tién nghi dat tién, cac dich vu giai tri. ..

Keét hon chua cé con

- Nhu ciu mua sam hang tiéu ding tang.

Két hon c¢6 con nhé (duéi 10
tudi)

- Giam nhu cdu thé thao, du lich, nha hang. Ting nhu ciu
thuc pham, quan 4o, thudc men tré em.

Con cai da thanh nién

- Tang kha ning tai chinh. Nhu cau hang tiéu dung lau bén
tang. Nhu cau tiéu dung cho van ho4, du lich, giao luu ting.

Con cai 6 riéng...

- Kha ning tai chinh ddi dao. Thich tham gia cau lac b, an
hang, du lich.

3- Tudi gia

Nguwoi gia con di lam

- Thu nhép con cao. Tang nhu cau tiéu dung hang lau bén.

Nguwoi gia da nghi huu

- Tang nhu cau thuoéc men cho stc khoé. Mua sam tiéu dung
giam.

Nguwoi gia goa bua

- Giam dién tich nha & va do6 dac lau bén.
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CHUONG VI
CAC QUYET DINH VE SAN PHAM

MUC TIEU

Sau khi hoc xong chuong nay sinh vién can nam duoc cac van dé sau:
e Dinh nghia san pham theo quan diém Marketing

e Cac quyét dinh vé nhan hiéu san pham

e Cac quyét dinh vé ching loai san pham

e Cac giai doan hinh thanh san phim méi

e Chu ky song cua san pham

e Chién luoc san pham thi truong
NOI DUNG

6.1. SAN PHAM THEO QUAN PIEM MARKETING
6.1.1. San pham la gi?

San pham theo quan diém ciia Marketing 1a tdt cd cdc yéu té c6 thé ddp g nhu cau, mong
muén cia khach hang, mang lai loi ich cho ho, dong thoi cé thé chao ban trén thi trieong.

Nhu véy, san pham theo quan diém Marketing c6 ndi dung rong hon so v6i quan niém
thong thuong, khi ngudi ta chi bao ham cac yéu td hiru hinh. Theo dinh nghia nay cua san pham,
cac yéu té mang lai loi ich cho khach hang c6 thé 1 hiru hinh va v6 hinh, vat chat va phi vat chat.

Vi du: Khi mua mét chiéc xe Mercedec, khach hang vira mua mot phuong ti¢n di lai hién
dai, bén lau, an toan va vira mua mot sy sang trong, hanh di¢n ddi véi ngudi xung quanh.

Mot san pham thanh cong néu né giai quyét dugc mét vin dé cho khach hang, hay thod
mén cdc nhu cau cta ho.

6.1.2. Cac cap dd ciia mdt san pham

Theo quan diém Marketing, san pham c6 ca cac yéu t6 vo hinh va hiru hinh va duoc chia
thanh ba cip d6 nhu sau:

a) Cdp dg co ban — san phdam coi 16i (cdp 1)

Cép d6 nay sé tra 1oi cau hoi: V& thuc chit san pham nay s& mang lai nhitng loi ich cdt 16
gi cho khach hang hang?

Cung mot san pham co thé mang lai cac lgi ich co ban khac nhau cho cac khach hang khac
nhau. Mudn xac dinh duoc céc 1gi ich co ban nao can cho khach hang nao, cong ty phai nghién
ctru thi truong dé xac dinh. Nhiéu khi ban than khach hang ciing khong biét dugc mot san pham
mang lai cac loi ich co ban gi cho minh. Nhiém vu ciia ngueoi tiép thi la phai phat hién ra céc nhu
cau an gidu dang sau moi thir hang hod va ban nhitng loi ich ma né dem lai cho khdch hang. Mot
cong ty my pham tuyén bd: “Tai nha may ching t6i san xuat my pham. Tai ctra hang chung toi
ban niém hy vong”.
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Hang hoa, dich vu cu thé

Cac lgi ich

Béan xe may la ban:

e Mot phuong tién giao thong c4 nhan
e Mot phuong tién lam an
e Mot phuong tién lam sang

e Mot phuong tién cat gitr tai san

Ban hoa tuoi 1a ban:

e Mot phuong tién thé hién tinh cam

Loi nhiac nhd khach hang tai cac quay ban
hoa: “Hay ding hoa dé thay loi! Mt béng
hoa nhé cé thé givip ban néi duoe nhitng diéu
kho noi !’

Bén phong bi 1a ban:

e Mot phuong tién bao vé sttc khoé

e Mot phuong tién thé hién sy lich sy, tré
trung, hip dan, sang trong. ..

Ban bao chi la ban:

e Mot phuong tién cung cap thong tin

e Mot phuong tién hoc tip nang cao hiéu
biét

Mot phuong tién giai tri

Ban dién thoai 1a ban:

Mot phuong tién canh tranh hiéu qua

Mot phuong tién lam sang

Mot phuong tién bao v€ an ninh tai san,
tinh mang

Mot phuong tién dam bao cho cudc sdng
van minh, lich su.

e Mot phuong tién tiét kiém thoi gian, tién
bac, cong stic.

Vi du: Khach hang khong biét duoc nhai keo Singum la dé tap thé duc mit cho khudn mit

dep, dung thudc danh riang Close-up 14 dé trding rang thom miéng va do vay tw tin hon trong giao
tiép véi ngudi khac gioi. Nhimg loi ich nay déu do quang cao mang dén cho khach hang. Khdch

hang khéng mua mét miii khoan dwong kinh 1/4, ho mua nhitng 16 khoan cé dwong kinh nhu vy.

b) Cd'p do hai — san phcfm hién thuc

Cap nay bao gom nhiing yéu t0 phan anh sy ton tai cua san pham nhu: cdac chi tiéu phan

anh chat luwong, cac dac tinh, bo cuc bén ngoai, nhan hiéu, tén nhan hiéu, bao bi. Thong qua céac

yéu t6 nay cong ty c6 thé giup khach hang phan biét duoc san phim cta minh v6i san pham canh

tranh. Khach hang ciing can clr vao cac yeu to cua cap do nay d¢ lya chon trong cac san pham

cung loai (turc la cac san pham mang lai cung loi ich co ban).
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San pham
bo sung

San pham
hién thuc

Loi ich

| San pham
Cot l6i

cOt 161

A

Hinh 6.1. Ba cap d6 cta san pham

¢) Cdp dj 3 — san phdam bé sung (ndng cao)

CAp d6 nay bao gém céc yéu td dich vu khdch hang (customer service), va cao hon nita 1a
cham séc khach hang (customer care) nham giup cho khach hang tién loi hon, hai 1ong hon. D6 1a

cac dich vu nhu bdo hanh, swa chita, hinh thirc thanh toan, giao hang tai nha, lcfp dat, hudn

luyén... cling nhu thai 6 than thién, cdi md, nhiét tinh, than thién. Cép d6 nay chinh la vii khi

canh tranh cia cong ty. Cac dich vu cta 16p nay s€ ngay cang phong pha cung véi mie d§ canh

tranh trén thi truong. Canh tranh hién nay khong phai 1 canh tranh vé nhitng cai ma cong ty lam

ra tai nha mdy cua minh, ma vé nhiing cai lam cho san phém hoan chinh nhu bao goi, dich vu
khéch hang (phuong thtrc thanh toan, giao hang, tu vén, bao hanh, stra chira.. .) (xem hinh 6.1).

6.1.3. Cac cach phan loai san phim co bén

1) Phéan loai theo muc dich sir dung

e Hang héa tiéu dimg 1a hang héa phuc vu cho nhu cau tiéu ding cua ca nhan, gia dinh

trong cudc sdng hiang ngay.

o Hang hoa tw liéu san xuat la cac hang héa do cac to chitc mua va st dung phuc vu

cho hoat dong san xuat kinh doanh cua ho.

2) Phén loai sian phim theo hinh thirc ton tai

e Dich vu la loai san ph'flm v0 hinh mang lai cho nguoi dung mot ich loi vat chét, loi ich

tinh than nao d6. Con nguoi khong thé cam nhan dich vu thong qua cac giac quan nhu

nghe, nhin, ném, ngui, ti€p xuc. Pi¢u nay lam cho viéc ban dich vu kho khan hon.

e Hang hoa 1a loai san pham hiru hinh ma con nguoi c6 thé ti€p xtc thong qua cac giac

quan d€ cam nhan nhiing yéu to vat chat cua no.

3) Phan loai hang héa tiéu dung theo thoi gian sir dung
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e Hang hod ldu bén: 1a nhitng loai hang hoa dugc dung nhiéu lan nhu Ti vi, T lanh, xe
may, dién thoai...

e Hang hod sir dung ngdn han: 13 nhimg thir dugc dung chi moét hodc vai lan nhu xa
phong, bia, bdo chi, tem thu...

4) Phan loai hang hoa tiéu dung theo théi quen mua

e Hang hod sir dung thuwong ngay 13 loai ma ngudi tiéu dung hay mua khong dén do tinh
toan hodc mat rat it cong stic dé so sanh lua chon. Vi du nhu thude 14, diém, xa phong,
bdo...Trong hang hoa dung thuong ngay lai chia ra thanh hang hod su dung thuong
xuyén, hang mua ngdu hirng va hang mua khan cdp.

o Hang hoa mua co lya chon 1a cac thir hang hod ma nguoi ti€u dung trong qua trinh lya
chon va mua thuong so sanh, can nhic cac chi tiéu cong dung, chét luong, gia ca, hinh
thirc. Vi du nhu quﬁn 4o, 0 t0, xe may...Hang hod mua cé lga chon lai dugc chia ra hang
hoa gidng nhau va khong giéng nhau. Pi voi loai nay nén c6 nhiéu ching loai dé
khach hang lya chon.

e Hang hod theo nhu cau dic biét 13 cac hang hoa c6 nhitng tinh chat lugng dic biét ma
ngudi mua sin sang bo cong strc dé tim kiém. Vi du nhu cac tht mot thoi thuong, xe 6
t6 cd, cac quan an dic san, cac thay thude gioi. Trong truong hop nay dia diém ban hang
khong quan trong, nhung can thong tin cho khach hang tiém an biét.

o Hang hod theo nhu cau thu déng 1a cac loai ma ngudi dung khong hay nghi dén, hodc
khong biét. Vi du nhu bao hiém tinh mang. Ban loai hiang hod nay doi héi nd luc
Marketing 16m, dic biét 1a nd lyc ban hang c4 nhan.

Céc loai hang hoa khac nhau thi qué trinh mua cua khach hang khac nhau. Nguoi ban can
nim duogc qua trinh mua cta khach hang dé biét cach thuyét phuc khach hang.
3) Phén loai hang héa la tu liéu san xuat

a) Nguyén liéu tho

e Nguyén li€u tho 1a cac hang hoa cho san xuét chua duoc ché bién (hodc chi méi dugce so
ché). Nguyén liéu tho bao gom :hoang chat, dat, gb, cat soi, nudc ldy tir song hd, bién,
1ong dat (dé loc thanh nudc sach, nude ngot).

e Céc san pham nong nghiép nhu lta my, thoc, ngd hat, bong thd, mu cao su, rau qué
nguyén li€u, cheé nguyén li€u, vat nudi, trimg, sita nguyén licu. ..

b) Vit liéu di dwoc ché bién va cdc chi tiét

Vit liéu da duoc ché bién 1a cac nguyén lidu thd da duoc ché bién trong chimg muc nao dé
(nguoc lai voi nguyén li€u tho). Vat ligu da ché bién s& tiép tuc dugc ché bién dé tao ra san phém
cudi cung. Vi du phoi thép s€ dugc ché bién thanh cac loai thép thanh phém khac nhau; soi duogc
dét thanh vai; bot my dugc 1am thanh banh. Cac chi tiét thi khong can ché bién nita, va s& duogc
lap rap dé tao ra cac san pham hoan chinh. Vi du nhu kho4 kéo, ctic && may quén 4o, cac linh kién
ban dan dé lip ti vi, ra di 6, may tinh.

¢) Thiét bi ldp ddit

Thiét bi 1ap dat 13 nhitng hang hod ¢ gia tri 16n, thoi gian str dung dai. Gid tri cua thiét bi

dugc dich chuyén dan dan vao gia tri san pham cua doanh nghiép t6 chtrc. Khi mua vé, thiét bi
duoc chuyén thanh tdi sdn c6 dinh cua bén mua.
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d) Thiét bi phu tro
Thiét bi phu trg dugc str dung trong qua trinh hoat dong cuia doanh nghiép, t6 chirc, nhung
khoéng c6 anh hudng 16m dén quy mo hoat dong cua hg. Cac thiét bi thuong cé gia tri nho, thoi han
dung ngén.
e) Vat tu phu
Day 1a nhitng loai hang hod ding dé hd tro cho qua trinh hoat dong san xuét kinh doanh cua
doanh nghiép, t6 chtrc. Vat tu phu c6 gia tri nhd, thoi gian st dung ngan, viéc mua sam khong doi
hoi nhieu no luc, khong dong vai tro quan trong trong cac yéu to dau vao cua doanh nghiép, to
chuec.
k) Cac dich vu
Ngoai cac hang hoa tur liéu san xuét trén ddy, trong qua trinh hoat dong ctia minh, cac doanh
nghiép, td chirc con can dén rat nhiéu céac dich vu nhu tai chinh, bao hiém, tu van, van chuyén, Iuu
kho, phan phoi, stra chira, bao hanh, nghién ctru Marketing, cham soéc khach hang, quang céo, buu
chinh vién thong...
6.2. CAC QUYET PINH VE NHAN HIEU SAN PHAM
6.2.1. Khai niém nhén hiéu. Cac bd phin cAu thanh nhin hiéu
Nhén hiéu la tén goi, thudt ngit, biéu twong, hinh vé hay mét sw két hop giita cdc yéu té
nay, duoc dung deé xdac nhan san pham cua doanh nghiép nao va phan biét voi cac san pham canh
tranh.
Nhu vy, nhan hiéu san pham c6 tic dung dé giup khach hang phan biét dugc san phadm
cua doanh nghiép vdi cac san pham cung loai.
Céc yéu t chu thanh cua nhan hiéu 1a:
a) Tén nhan hiéu
Tén nhan hi€u 1a mot bd phan cua nhan hi¢u co thé doc 1én dugc. Tén can phai dé doc, dé
nhd, tao ham y vé chat lugng, lgi ich ciia san pham va phan biét vdi cac san pham khéc.

Vi dy: + Dung cy cdm tay Craftman (nguoi khéo tay)

_|_

Cam “Sunkist” (cai hon ciia mat troi)
+ Nuéc khoang “La vie” (cudc song)
+ Kem danh rang “Close-up” (gan nhau lai)
+ Taxi “Gia dinh”.
+ Xe may “Dream” (giéc mo)
+ Xe 0 to “Crown” (vuong mi¢n)
b) Ddu hiéu ciia nhén hiéu
Dau hiéu ctia nhin hiéu 1a mot bo phan ciia nhan hi¢u ma ta c6 thé nhan biét nhung khong
doc 1én dugc. Dau hiéu bao gom hinh v€, biéu tugng, mau sac, ki€u chir cach dicu...).
¢) Nhan hiéu duwoc dang ky bao hé ban quyén
Nhan hiéu duoc dang ky bao hd ban quyén Ia toan bd nhin hiéu hay mot phan cia nhin
hi¢u dugc dang ky bao hd tai co quan quan ly nhan hi¢u d¢ duogc bao vé vé phap ly. Tén nhan hi¢u
duoc dang ky bao hd ban quyen thuong c6 chit TM hodc d & bén canh (R c6 nghia la dugc dang
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ky- Registered).

Vidu: VISAY, TIGER ™.

d) Quyén tic gia

La quyén cua tac gia doi véi mot tac phdm vian hoc, nghé thuat, khoa hoc hay phin mém
ma bét ky ai mudn sir dung (sao chup, in lai, trinh dién...) déu phai dugc phép cua tac gia. Dau
hiéu @ cho biét quyén tac gia (tac gia di dang ky ban quyén cho san phim cta minh). Viét Nam
d3 tré thanh thanh vién cia WTO, di ky cong uéc Berne, do vay budc phai tuan theo cac cam két
da thyc hién vé ban quyén. Nam 2006 Cong ty Hanel (Ha Noi) ciing d timg bi phat dén hon mot
ty dong do vi pham ban quyén cac phan mém cia Microsoft. Dé ¢ thong tin chi tiét hon vé ban
quyén, doc gia co thé tham khao thém trong trang web sau ddy: http://www.dei.gov.vn/.

Vi du:

® Nguyén Tt Quang. DAy 1a ky hiéu thé hién ban quyén ddi véi phan mém diét vi rat
BKAV 2002.

6.2.2. Cac quyét dinh lién quan dén nhén hiéu san phim

Lién quan dén chién lugc san pham, doanh nghiép cin phai quyét dinh mot s6 van dé lién
quan dén nhan hiéu hang hoa. D6 14 cac van dé sau day:

1) Gin hay khéng gin nhin hi¢u cho sian phim?

San pham c6 gin nhin hiéu s& gy long tin cho khach hang, gitip khach hang phan biét,
nhan ra dugc san phim ciia cong ty trong vo sd san pham ciing loai, gitp cho cc co quan quan Iy
chéng hang gia. Tuy nhién, khi gan nhin hiéu cong ty phai chi phi cho viéc quang cao va ding ky
bao hd nhan hi€u. Do vay s€ lam tang chi phi va tang gia ban hang.

2) Ai 1a chii nhin hiéu san pham?

C6 thé ¢6 3 lya chon sau day. Moi loai cling c6 uu nhugc diém nhét dinh:

e San phém dugc dua ra thi truong véi nhan hiéu cua nha san xuét. Cac nha san xuét co

uy tin thi nhan hi¢u ctia ho ¢6 gia tri, do vay nhan hi€u cua ho du do tin cay.

e San pham dugc dua ra thi trudng véi nhan hiéu cua nha phan phdi trung gian. Day
thuong 1a cac nha phan phdi 16, ¢6 uy tin.

e San phém dugc dua ra thi truong voi nhan hi€u vira ciia nha san xuét, vira ciia nha trung
gian. Trong truong hop nay san phdm mang uy tin ciia ca nha san xuit va nha phan
phéi.

3) Pit tén cho san pham nhuw thé nao?

C6 4 cach dit tén cho san pham nhur sau:

e Tén nhan hiéu dong nhét cho tat ca cac hang hoa do cong ty san xuat. Tén d6 1 thuong
hi€u cta cong ty.

e Tén nhan hi€u chung dugc dat cho ting dong ho san phém.

e Tén két hop bao gdm thwong hiéu ciia cong ty va tén nhin hiéu riéng clia san phdm

e Té&n nhan hi€u riéng biét dugc dat riéng cho cac loai san phém khac nhau

Xe 6 to cua Nhat Ban dugc dit tén theo kiéu hdn hop: Toyota Crown, Toyota Corona,

Toyota camry... Xe may Nhat ciing dat tén kiéu hdn hop nhu vdy: Honda Cup, Honda Dream,
Honda Wave, Honda Win...
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Céc cong ty Buu chinh Vién thong ciing thuong dat tén theo kiéu hdn hop gdm tén riéng
cta ting dich vu két hop véi logo ctia Cong ty. Ly do 1a dbi véi cac cong ty dich vy thi uy tin,
tiéng tim ctia Cong ty c6 vai tro rat quan trong dé thu hat khach hang.

Mbi logi quyét dinh c6 nhitng wu nhwoc diém riéng:

Khi dat tén chung cho tt ca cac san phdm cia cong ty sé giam duoc chi phi quang céo, bao
bi. Céc san pham ra sau s& dugc thira huong uy tin ciia cac san pham ra truée. Nhung néu no that
bai thi cling anh huong x4u dén céc san phém khac. Mat khac, véi mot tén chung cho cac loai
hang hoa khac nhau c6 thé dan dén sy nham 1an cho khach hang vé chat luong.

Viéc gin tén riéng cho cac loai san pham khac nhau cia cong ty s& khong rang budc uy tin
clia cong ty v6i cac loai san pham cu thé. Nhung cong ty s& phai chi phi thém cho quang cdo cac
san pham m&i véi cac tén moi.

Néu cong ty san xuat cac nhom san phim khac nhau thi nén chon quyét dinh dit tén theo
nhém san pham.

Kiéu dat tén két hop s& vira mang duogc uy tin cta cong ty cho cac loai san pham, vira tranh
dugc anh hudng x4u cho cac loai san phém khac néu mot loai san phém that bai.

6.3. THUONG HIEU
6.3.1. Khai niém, y nghia cia thwong hi¢u

1) Khai niém

Thuong hi€u 1a hinh twong vé mot DN, hodc mot loai, hay mot nhém hang hoa, dich vu
trong con mét khach hang; 1 tap hop cic ddu hiéu dé phan biét hang héa dich vu ciia ciia DN nay
v6i hang hoa, dich vu ciia DN khac, hoac dé phan bi¢t chinh DN nay véi DN khac.

Céac diu hiéu c6 thé 1a: cac chik cai, con s6, hinh v&, hinh tugng, mau sdc, am thanh, hodc su
két hop cac yéu t6 d6. Dau hiéu ciing c6 thé 1a sy c4 biét, dic sic cua bao bi, dong goi hang hoa.

2) Y nghia ciia thwong hiéu

N6i dén thuong hiéu, khach hang lién tudong ngay dén chat lugng hang hoa, dich vu; dén
cach mg xir ctia doanh nghiép; dén nhitng hiéu qua, loi ich mang lai cho khach hang.

Nhirng diu hiéu 14 cai dugc thé hién ra bén ngoai cta hinh twong. Théng qua cac diu hiéu
ma khach hang nhan biét duge hang hoa dich vu cta doanh nghiép trong vo sb cac hang héa, dich
vu cung loai trén thi trudng. Dau hiu ciing 13 can ctr dé phap luat bao vé thong hiéu. Thuong hiéu
12 161 hua, 1a cac ky vong hién dién trong suy nghi mdi khach hang vé& mot san phém, mot dich vu
hay mot cong ty nao do.

Thuong hiéu 1a nhitng gi tao nén su lién twdng vé mit cam xac véi khach hang. Thuong
hiéu 1a d4u 4n cua su tin cay. San phém dugc tao ra tr nha may. Mot nha kinh té, ong Walter
Landor noi “Thuong hi¢u hinh thanh trong tu duy con nguoi”.

6.3.2. So sanh giira thwong hi¢u va nhan hi¢u

Khi mot cong ty dua mot san phdm méi ra thi trudng, cong ty phai gan cho san phdm mot
nhin hiéu nao d6 va ding ky bao ho ban quyén. Sau mot qua trinh phin dau dé chiém duoc long
tin cta khach hang, nhan hiéu tr& thanh thuong hiéu an siu vao tiém thirc khach hang. Qua trinh
nay trai qua cac cung bac sau day:
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Nhan hiéu (Trademark) = Nhéan hiéu tin tuong (Trustmark) = Nhan hi€u yéu thich
(Lovemark) = Thuong hi¢u (Brand).

So sanh giita nhan hiéu va thuong hiéu vé mot sb tiéu chi duoc tong két trong bang sau:

Pac trung Nhan hiéu Thwong hi¢u

Thuat nglt Trademark Brand

Tinh httu hinh Nhin th'c‘iy, sO mo, nghe, Bao g6m ca hiru hinh va v6 hinh: cam nhén,
v.v. = xac nhin bén nhan thue, hinh tuong v.v
ngoai

Gia tri Puoc thé hién qua s6 sach Khong dugc thé hién qua s0 sach ké toan
ké toan

Tiép can Duéi goc @6 luat phap Dudi goc do nguoi su dung

Bao ho Luat phap thtra nhan va Ngudi ti€u dung thira nhan, tin cay, va trung
bao ho thanh gin bo.

Lam gia Co hang gia Khoéng c6 thuong hi¢u gia

Phu trach Luat su, nhan vién phap Chuyén vién quan tri thuong hi¢u, chuyén vién
ly. marketing.

Hinh 6.1. So sanh gitta nhan hi€u va thuong hiéu
6.3.3. Cac loai thwong hi¢u
1) Thuwong hiéu ca thé, hay thwong hiéu riéng
La thuong hi¢u cua tirng chung loai, hoac tirng tén hang hoa, dich vu cu thé. Thuong hi¢u
c4 thé dugc hinh thanh tir nhin hiéu hang héa. Doanh nghiép c6 nhiéu loai hang hoéa thi c¢6 nhiéu
thuong hi¢u khéac nhau.

Vi du:

Cong ty Vinamilk c6 nhiéu loai sita v6i cac thuong hiéu riéng nhu: Mikka, 6ng Tho, Hong
Ngoc, Redielac...

Cong ty Honda c6 cac thuong hi¢u riéng cho céc loai xe may: Cup, SuperCup, Dream,
Dream II, SuperDream, Future, Wave a, @, SH.

Cong ty Unilever c6 nhiéu thuwong hiéu riéng, tong cong khoang 400 thuong hiéu cé biét ctia
400 loai hang hoa tir cac san pham dau goi dau, xa phong, my pham, ché udng, bot ném... Sau day
12 mot sb trong cac thuong hi¢u do: Sunsilk, Clear, Dove, Lifebuoy, Lipton, Knorr...

Cong ty Mobifone: Mobi4U, MobiCard, MobiChat, MobiPlay...

Pic diém cta thuong hiéu cé biét: thuong mang nhing thong diép vé nhiing hang hoa, dich
vu cu thé (céc tién ich, tinh nang ndi troi, tinh vu viét). Co ca tinh riéng biét, tao cho nguoi ti€u
dung 1 co hdi lya chon cao nhd nhitng thude tinh khac bi¢t dugc dinh vi riéng cho ting nhom
khach hang. Thuong hi¢u ca biét luon gén lién voi tung loai hang hoéa, dich vu cu thé co dic tinh
riéng, mang lai loi ich riéng cho khach hang. N6 c6 thé ton tai doc 1ap, hodc gin voi cac thuong
hiéu khéac (thuwong hiéu gia dinh, thuong hiéu qubc gia): Honda Future, Yamaha Sirius; Dove,
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Sunsilk..Chi phi quang c4o ting. Nho vdy, chién luoc thuong hidu ca biét gitip cho san pham cua
cong ty c6 kha nang canh tranh cao, phu hop véi thi truong canh tranh manh.

2) Thwong hiéu gia dinh

Thuong hiéu gia dinh 13 thuong hiéu chung cho tit ca cac hang héa, dich vy ctia mot doanh
nghiép. Ttc 1a, moi hang héa thudc cac chung loai khac nhau ctia doanh nghiép déu mang thuong
hiéu nhu nhau.

Thuong hi¢u gia dinh con dugc goi 1a thuong hi€u cong ty (Corporate Brand).

Vi du:

Samsung dung chung cho cac loai san phim ciia cong ty nhu tit lanh, ti vi, dién thoai, diéu
hoa..

Honda dung chung cho cac loai san pham ctia cong ty nhu 6 t6, xe may, may thiy, may
cua, cac loai dong co....

Vietien ding chung cho cac loai san phdm quan 40 cua cong ty may Viét Tién

Thuong hiéu gia dinh ¢6 tinh khai quat rat cao, dai dién cho tat ca cac chung loai hang hoa
cua DN. N¢éu tinh dai dién nay bi vi pham, thi doanh nghiép can phai tao ra cac thuong hi¢u ca
biét cho tirng chung loai hang hoa, dich vu cu thé d€ chung khong anh hudng dén thuong hi¢u gia
dinh. D¢ 1a khi doanh nghi¢p mé rdng ching loai san pham.

Vi du: Xe Toyota chua duoc coi 14 loai xe cao cip trén thi truong 6 t thé gisi. Dé xam
nhép vao thi truong 6 to cao cap, cong ty Toyota tung ra thi truong My dong xe cao cap duoc

D

LEeXKLIS

Uu diém cua thuong hiéu gia dinh 13 chi phi xtc tién thap. Tuy nhién, néu mot loai san

mang mot thuong hi¢u khac 1a Lexus:

pham nao d6 bi kém chit luong thi cac loai san pham khac s& bi anh hudng lay.

Thuong hiu gia dinh c6 thé xuét hién doc 1ap trén hang hoa, hay di kém voi thuong hi¢u ca
biét, thwong hiéu qudc gia. Thuong hiéu gia dinh thudng dugc xay dung trén co s6 tén giao dich
ciia doanh nghiép (Vinaconex, Honda, VNPT, Viettel...), hoic phan phan biét trong tén thuong
mai (Pong Tam, Rang Pong, Hiru nghi, Viettien...), hodc tén nguoi sang 1ap cong ty hay tén lién
quan (Honda, Toyota, Ford...)

3) Thwong hiéu tap thé

Thuong hiéu tap thé (con goi la thiwong hiéu nhém) 1a thuong hiéu ciia mot nhom, hay mot
sb chung loai hang hoa nao do, co thé do mot co s san xuit, hodc do cic co s& san xuat khac
nhau san xuat va kinh doanh & trong cing mot khu vuc dia 1y, gan véi cac yéu t6 xuat xa dia 1y
nhit dinh.

Thuong hiéu tip thé dugc xay dung trén co s chi dan xudt xi dia 1y.

Vi du: Nhan long Hng Yén, vai thiéu Thanh Ha, vang Bordaux, nuwéc mdn Phii Quéc, gom
st Bat Trang...

Thuong hiéu tap thé ciing c6 thé 14 thuong hiéu chung cho hang hoa cua cdc doanh nghiép
khac nhau trong cung mot hiép hoi nganh hang: Vinacafe (TCT ca phé).
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Mot doanh nghiép ciing c6 thé c6 thuong hiéu nhom. Vi du nhu Tap doan Matsu-shita ciia
Nhat Ban c6 2 thuong hi€u nhom: Panasonic va National. Tuy nhién, tur cudi nam 2003, ho di
loai bo thuong hi¢u National.

Thuong hiéu tap thé co tinh dai dién, dwoc phat trién chu yéu theo chiéu sau hon 1a chiéu
rong ctia phd hang hoa. Trong cac yéu t6 ctia thuong hiéu tap thé, ngoai tén goi xudt xit hodc chi
dan dia Iy, con c6 nhitng dau hiéu riéng cua timg doanh nghiép thanh vién.

Vi du: Nudc mdm Phu Quéc Knorr.

4) Thwong hiéu quéc gia

Thuong hiéu quéc gia 1a thuong hiéu duoc gan chung cho cac san phdm, hang héa ciia mot
qudc gia nao d6. Vi du: Thai’s Brand, Vietnam Value. Thuong hiéu qudc gia c6 tinh khai quat va
triru tuong rat cao. Thuong hiéu qubc gia khong bao gid dung doc 1ap, ludn phai gan lién véi cac
thuong hi¢u ca bi¢t, thuong hi€u nhom, hay thuong hi¢u gia dinh.

Mbi nuéc dit ra cac tiéu chuan nhét dinh ddi v6i nhitng san pham mudn mang thuong hiéu
qudc gia. Viét Nam dua ra céc tiéu chuan sau day:

1. Co san phém hoan chinh, chét luong cao, thiét ké mau ma dep;

. Co6 thi truong trong nudc va xuét khau 6n dinh;
. C6 thuwong hiéu dang ky xut x tai Viét Nam ;
. Dat chit luong theo ti€u chuén Viét Nam;

. P duoc cap dang ky quan 1y chét lugng theo tiéu chuan qudc té;

AN D W

. Doanh nghiép c6 chuong trinh duy tri va cai tién chat luong ddi voi moi mat hang;

7. C6 bd may chuyén trach xay dung va phat trién thuong hiéu.

6.3.4. Chirc ning cia thwong hi¢u

1) Chirc ning nhan biét va phan biét

Pay 1a chic ning rat dic trung va quan trong cua thuong hiéu (chic ning gdc). Qua
thwong hiéu ma khach hang nhén biét va phan biét dugc hang hoa cia doanh nghiép nay va
doanh nghiép khac. Cac ddu hiéu cta thuong hiéu 13 cin cir dé nhan biét va phan biét. Thuong
hiéu con gitp cho DN phan doan thi truong.

Nhitng hang hoa véi thuong hiéu khic nhau s& nham vao cac nhém khach hang khac nhau:
xe Spacy nham vao nhiing nguoi giau; xe wave o nham vao nhitng ngdi cé thu nhép trung binh va
thap (gia ré, tn it nhién liéu, gon nhe...); xe @ nham vao nhitng KH c6 thu nhap cao, sang trong,
mdi mé...

2) Chirc niang tao sw cim nhén va tin ciy

Thuong hi¢u can tao ra mot 4n tugng, mot cam nhan nao do cua khach hang vé san phém
dich vu. Ché‘ing han, cam nhan vé sy sang trong, sy khac biét, su yén tam, thodi mai va tin tuéng
vao hang hoéa dich vu.

Vi du: Bia Tiger cho khach hang cam nhén 13 bia cua thé thao bong da. Mudn vay, cac
quang cdo cua Tiger gin lién voi bong da nham tao su lién tuong, cam nhan cia khach hang vé
thuong hiéu. Bia Heniken lai thong qua cac chuong trinh xtc tién gén 1ién véi mon thé thao Golf,
quan vot. Diéu nay tao ra sy cam nhan, lién tudng cua khach hang dén loai bia sang trong, quy
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toc. Xe hoi Mercedes tao cho khach hang cam nhédn vé sy sang trong, thanh dat cta ngudi st
dung.
Khi mét thuong hi¢u tao dugc sy cdm nhan tdt va su tin tudng cua khach hang, thuong hiéu
d6 mang lai cho cong ty mot tap hop khach hang trung thanh.
3) Chirc niing théng tin va chi din
Chtrc ning ndy cia thuong hiéu thé hién ¢ chd, thong qua nhitng dau hiéu cta thuong hiéu
ma khach hang c6 thé nhan biét duoc nhing thong tin co ban vé hang hoa dich vu nhu gia tri st
dung, cong dung, chat luong. Diéu nay giup cho nguoi tiéu dung hiéu biét va mua san pham. Cau
khau hiéu (slogan) trong thwong hiéu ciing chtra dung théng diép vé loi ich cho khach hang, dong
thoi dinh vi san phdm nham vao nhitng tap khach hang nhét dinh. Nghe thong diép dinh vi sau
day chung ta c6 thé biét cac san pham d6 nham vao thi truong muc tiéu nao.
e Xe hang dau cho nhiing nguoi dimg dau!
e 178 —mi sd tiét kiém cuta cac ban!
e Pepsi Cola — su Iya chon cua thé hé mai!
4) Chirc ning kinh té
Thuong hi¢u mang trong n6 mot gia tri hién tai va tiem nang, dugc thé hién khi sang nhu-
ong thuong hiéu. Thuong hiéu 13 tai san vo hinh rat c6 gia tri ciia doanh nghiép. Thuong hiéu ndi
tiéng thi hang hoa dich vu s& ban chay hon, gi ban ciing cao hon, d& xdm nhép thi trudng. Thé
nhung, dé c6 mot thuong hiéu uy tin, cong ty phai dau tu nhiéu thoi gian va cong sirc. Nhung th-
wong hiéu mang lai hiéu qué 16n hon chi phi dau tu nhiéu!
Hang nam, tap chi Business Week dua ra bang xép hang 100 thuong hiéu dimg dau thé
gidi va gia tri wdc tinh ciia chiing. Sau day 1a 10 thuong hiéu hang dau ndm 2002:
1. Coca-Cola : 69,9 ty USD.

2. Microsoft : 64,0 ty USD.
3.1IBM : 51,0 ty USD.
4. GE : 41,0 ty USD.
5. Intel :30,0 ty USD.

6. Nokia 29,9 ty USD.
7. Disney :29,2

8. Mc.Donald’s : 26,3

9. Marlboro 1241

10. Mercedes  : 21,0

Philip Moris mua lai Kraft véi gia gip 4 1an gid tri tai san hiru hinh. Nestle tra gap 5 lan gia
tri hiru hinh dé mua lai Rowntree. Tai Viét Nam, Unilever d3 mua thuong hi¢u P/S véi gid 5 tri¢u
USD trong khi tai san hitru hinh chi 1a 1 tri¢u USD. Pamolive mua Da Lan gia 2,9 tri¢u USD. Kinh
P06 mua Wall voi gia 1 tri¢u USD, nhung phai tra lai thuong hi¢u Wall sau 2 nam.

Viét Nam di tr¢ thanh thanh vién cia WTO. Dé c6 thé xuat khau hang hod ctia minh, céc
doanh nghiép Viét Nam di bat dau chu trong dén viéc xay dung va phat trién thuong hiéu. Chung
ta ciing da c6 nhitng thwong hiéu c6 uy tin nhu “Che tuyét”, “Nudc mam Phi Qubc”, ca phé
“Trung Nguyén”... Tuy nhién, hién nay nhiéu doanh nghiép Viét Nam rit it quan tim dén xay
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dung va phat trién thuong hiéu cho hang hoa ciia minh. Mudn ting kha ning canh tranh cia hang
hoa Viét Nam va ting gid tri xuat khau, cac doanh nghiép Viét Nam phai xay dung va phat trién
ngay cac thuong hi€u, vi day la cong vi¢c doi héi cong stc lau dai.

Vi du: Viét Nam 1a nha xuét khau gao co thur hang trén thé gidi. Tuy nhién, gao Vi¢t Nam
van chua c6 thwong hiéu. Khi duoc ban 1é trong nuédc, ngudi mua kho nhan biét loai gao nao? Ai
san suat? Khi dugc ban ¢ nudc ngoai, né6 dugc gan thuong hiéu ciia nha phan phdi mua gao cua
Viét Nam. Do véy, diéu nay 13 mot trong cic nguyén nhan dan dén tinh canh tranh ciia gao Viét
Nam khéng cao, gia ban thip, lam cho cac nha xuit khau gao Viét Nam thua thiét 16n.

6.4. QUYET PINH VE BAO GOI SAN PHAM
6.4.1. Khai niém bao géi va tim quan trong ciia né

Néu quan sat trén thi truong, co thé thay rang hau hét cic san pham (hang hoa) chao ban
déu c6 bao gbi. Pidu nay cho thiy tam quan trong ctia bao goi.

Bao go6i bao gom 4 yéu té cau thanh dién hinh: Lop tiép xuc truc tiép véi san pham; 16p
bao vé 16p tiép xtic; 16p bao bi van chuyén; nhin hiéu va cac thong tin mo ta hang héa.

Ngay nay, trong mdi trudng canh tranh, khach hang c6 nhiéu co hoi lya chon, va ngay cang
kho tinh. Bao géi trd thanh cong cu khong thé thiéu trong cac hoat dong Marketing vi cac 1y do
sau day:

e (Cac siéu thi, cura hang tu phuc vy, tu chon ngay cang nhiéu. Va do vay, bao bi c6 vai tro
khong thé thiéu dé bao vé, dé xuc tién cho hang hoa.
e Kha ning mua sim cua nguoi tiéu dung ngay cang cao. Do viy, ho doi hoi khong chi
hang ho4 tt ma bao bi ciing phai dep twong xtng.
e Bao goi gitp d& dic luc cho viée tao ra hinh anh thwong hiéu ciia cong ty.
e Bao gobi tao ra sy cdm nhan tdt vé su d6i mai san phém.
6.4.2. Cac quyét dinh vé bao géi

bé bao g061 hoan thanh tbt vai tro cua minh, nha quan tri Marketing phai dua ra mdt loat céac
quyét dinh nhu sau:

1. Xay dung quan niém vé bao goi: bao goi phai tuan theo cac nguyén tic nao? Bao goi
dong vai tro gi d6i voi 1 mit hang cu thé? Bao goi phai cung cip nhitng thong tin gi vé san pham?

2. Quyét dinh vé cac van dé: kich thuéc, hinh dang, vat li¢u, mau sdc, noi dung trinh bay?

3. Quyét dinh vé viéc ¢d gin nhan hiéu hay khong?

4. Quyét dinh vé thir nghiém vé cac kiéu bao gbi?

5. Quyét dinh vé viéc cung cap cac thong tin gi trén bao bi san pham (thong tin vé loai san
pham; thong tin vé pham chat san phdm; thong tin vé ngay san xudt, noi san xut; thong tin vé cac
dac tinh cua san phém; thong tin vé cach sir dung, bao quan; thong tin vé thuong hi€u...). Nhitng
thong tin nay phai tuan theo cac quy dinh cua luat phap.

6.5. QUYET PINH VE DANH MUC VA CHUNG LOAI SAN PHAM
6.5.1. Khai niém danh muc va chiing loai san pham
Danh muc san pham 14 danh sach day du cua tit ca cac san pham dem ban ctia mot cong ty.

Danh myc nay duoc xap xép (chia) thanh cic chung loai san phim khac nhau.
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Chung loai san phim 1a mdt nhém céc san phdm twong ty vé cac didc tinh vat 1y gianh cho

cac st dung tuong tu.

san pham.

Bé rong cua danh muc san pham dugc do bang so cac chung loai san pham trong danh muc

Bé sau cua danh muc san pham dugc do bang loai cac kich thudc, mau sac va model co

trong mdi dong san pham.

Trong chiing loai san pham cua cong ty BIC c6 4 chung loai san pham 1a: Bit, Dao cao rau,

Bat Itra, Nudc hoa. D6 chinh 1a bé rong cia ching loai sain pham. Bé sau cua danh myc san pham

tuy thudc vao ting chung loai san pham. Vi du, dbi véi chung loai san pham thtr nhat cua BIC ¢o

5 loai san pham — 5 mau khac nhau (xem hinh 6.2).
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Hinh 6.2. Danh myc san phdm cta cong ty BIC
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Hinh 6.3. Danh muc san pham ciia cong ty Buu chinh

Danh muc san pham cta Cong ty “PROCTER AND GAMBLE” — P&G (mdt cong ty My
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d3 c6 lién doanh tai Viét Nam) bao gdm 6 chung loai san phim 1a: Chat tdy rira, Thudc dénh ring,
Xa phong banh, Thude khir mui, T4 16t. ..

Danh myc san phdm ciia Cong ty “AVON” bao gom 1300 mat hang khac nhau, duoc chia
thanh 3 chung loai san pham chinh 1a: My pham, D6 trang stc, Hang gia dung. Trong mdi chiing
loai san phém lai 6 nhiéu mat hang riéng biét gém cac nhom san phém nhu: Sép moi, Phén héng,
Phan trang. ..

Trong danh muyc san phém cua Tap doan BCVT thi cac dich vu Buu chinh, cac dich vu
Vién thong, cac san phim cong nghiép vién thong la ba ching loai sin pham. Nhung néu xét
trong Tong cong ty Buu chinh (Cong ty con cta Tap doan) thi ban than danh muc céc dich vu buu
chinh lai ¢6 thé chia thanh 5 chiing loai san pham nhu trong Hinh 6.3.

6.5.2. Cac quyét dinh vé danh muc, chiing loai sin phim

1) Quyét dinh mé& rong hoic thu hep bé rong cia danh muc san phé”im

Quyét dinh nay vé bé rong ciia danh muc san pham din dén viéc ting hodc giam cac dong
san pham, tirc 1a mé rong hodc thu hep ching loai san pham. C6 2 trudng hop sau :

- Néu chiing loai san pham hién tai ctia cong ty hep, thi c6 thé bo sung thém cac ching san
phérn mai dé tang loi nhudn, tang do an toan, tan dung nang luc san xudt du thira, chiém linh thi
trieong con bé trong. Cac chung loai san pham mai co thé lién quan hodc khong lién quan dén cac
chung loai san phém hién tai.

Cong ty Xuan Hoa da dua thém ching loai san phdm mdi 1a ban ghé gip. Va chung loai
san pham mai nay da ban rat chay. Diéu nay gitip cho cong ty phat trién manh san xuét rat manh.

Dé ting doanh thu, va canh tranh véi cac dich vu vién thong, Buu chinh cac nudc dua thém
cac chung loai san phdm m&i nhw Buu chinh dién tir; vin chuyén hang hod trong gidy chuyén gia
tri cua thuong mai dién tu; dai ly ban lé; linh hod giao ngan; kho van...

- Néu bé rong cta danh muyc san pham rong thi c6 thé thu hep, giam bét, loai boé mot sé
chung loai san pham. Khi mot cong ty mudn chiém linh nhiéu thi truong thi ho s& ap dung chién
lugc mé rong danh muc san phém. Nguoc lai, khi cong ty quan tam dén ty suét loi nhuan cao thi
thuong thu hep bé rong cuia danh muc san phém, béng cach bo bét cac ching loai san phém it sinh
161, chi nham vao cac chung loai san phém sinh 1061 cao.

2) Quyét dinh ting hodc giam chiéu siu ciia cic chiing loai sian phim

Ciing twong ty nhu trén, cong ty co thé thém hodc bot cac san phim trong mdi chung loai
san pham. Khi mot san pham da bude vao giai doan bio hoa, cong ty c6 thé thuc hién chién lugc
d6i méi san pham bang cach cai tién san pham hién hanh va loai bo san pham 6. Cac cong ty xe
may cta Nhat Ban thuong hay ap dung chién lugc nay. Nho thé, cac ddi thii canh tranh ciing kho
ma theo kip ho.

Trong chung loai “Ban 1¢”, Buu chinh nhiéu nudc dwa thém vao rat nhiéu dich vu nhu ban
vé may bay, vé tau hoa, vé xe buyt, vé chiéu bong, ...

3) Quyét dinh vé chién lwgc phat trién chiing loai sain phim

Chung loai san pham ctia mot cong ty ciing 1a mot bo phan cta ching loai san phdm toan
nganh. Chién luoc phat trién chung loai san pham c6 thé dugc thuc hién theo cac hudng la 1én
phia trén, xudng phia dudi, hodc theo ca 2 hudng theo hai bién sb 1a chit luong va gia ca, hodc
phét trién sang goc trén bén trai (Hinh 6.4.).
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Cao 1
Chat lugng e
- /
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Hinh 6.4. Cac chién lugc phat trién ching loai SP

a) Phat trién Ién trén. Khi cong ty dang kinh doanh cac san pham & thi truong phia dudi:
chat luong thap, gia thip, cong ty c6 thé vuron 1én thi truong phia trén v6i chat luong cao, gia cao
nhdm dat muc sinh 16i cao, tc do tang truong cao hon, hodc lam cho chung loai san phém phong
phti thém cho khach hang. Chién lugc nay c6 d6 mao hiém nhét dinh khi budc vao mot thi trudng
m&i. Cac cong ty 6t6 Nhat sau khi c6 chd dimg viing chic ¢ thi trudng phia dudi da vuon 1én thi
truong phia trén bang dong xe cao cap Lexus.

b) Phdt trién xuong phia diedi. Day 1a chién lugc di theo hudng nguoc lai so v6i chién luge
trén v6i myc tidu 1 can trd cac dbi phuong hodc xdm nhép vao thi truong dang ting truong
nhanh. Sai 1am cta Cong ty “General Motor” 1a khong phat trién xudng phia dudi. Két qua 1a cac
cong ty 6td ctia Nhat di xam chiém cac thi trudng 6t6 gia thp, xe nho gia khong cao. Nhiéu cong
ty Viét Nam di sai 1am khi chi chu trong dén thi truong xuat khau, ma quén mét thi truong rong
16n trong nude v6i yéu cau khong cao. Va do 1a thoi co t6t dé hang hoa Trung Qudc chét lwong
thap tran vao.

¢) Phat trién theo hai phia, vira lén vira xuéng. Muc tiéu cua chién lugc nay 1a chiém linh
toan b thi truong. Cong ty “Texas Instrumnent” (M¥) di thyuc hién chién lugc nay.

d) Phat trién lén géc trén bén trai: Chit lugng cao gia thip. Dé canh tranh, cac cong ty
Viét Nam ¢6 thé thuc hién chién lugc nay voi loi thé vé chi phi cac dau vao thép. Cong ty san
xuat on 4p Lioa thuc hién chién luoc nay véi phuong cham: ”Chat lugng ngoai, gid ndi”. Rat
nhiéu loai hang hoa Viét Nam c6 chat luong twong dwong san phdm nudc ngoai, nhung gia chi
bang mot phan nho.

6.6. CAC QUYET PINH VE DICH VU KHACH HANG
6.6.1. Khai niém dich vu khach hang

Dich vu khach hang (customer service) 1a cac dich vu bd xung ti thiéu di kém theo san
pham cbt 16i khi ban san pham cho khach hang.

Trong phén trén ching ta da nghién ctru khai niém céac cap do ciia san pham. Dich vu khach
hang thudc vao cép do 3, 1a hang hoa bd sung, nang cao. Dich vu khach hang bao gém cac dich vu
nhu bdo hanh, sica chita, hinh thirc thanh todn, giao hang tai nha, ldp ddt, hudn luyén, tw vin lwa
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chon sit dung san pham, cung cap day di thong tin vé san phdm..., nham lam ting thém gi tri
ctia san pham cdt 161, gitip cho khach hang tién loi hon, hai 1ong hon. Cép do nay chinh 13 vii khi
canh tranh ctua cong ty. Cac dich vu khach hang s€ ngay cang phong phu hon khi mirc d¢ canh
tranh trén thi truong cang manh hon.

Nhu vay, dich vu khach hang 1a mdt by phén cAu thanh quan trong cua san phém ma chiing
ta dem ban ra thi truong. Thiéu dich vu khach hang thi san pham xem nhu 13 chua hoan chinh.
6.6.2. Cac quyét dinh vé dich vu khach hang

Lién quan dén viéc cung cap dich vu khach hang, nha quan tri Marketing phai thong qua 3
quyét dinh sau day:

e Quyét dinh vé ngi dung dich vu cung cap cho khach hang
° Quyét dinh vé mire dé dich vu cung cfip cho khach hang
e Quyét dinh vé hinh thirc cung cdp dich vu cho khach hang

1) Quyét dinh vé ndi dung dich vu cung cip cho khich hang

Theo tu duy chi ban nhitng thtr ma khach hang can, dé thuc hién quyét dinh nay, cong ty
can tién hanh nghién ctru nhu cau cua khach hang dé xac dinh chinh xac ndi dung dich vy ma ho
mang mubn duoc cung cap.

2) Quyét dinh vé mirc @9 dich vu cung cip cho khach hang

Cong ty cling can quyét dinh mtc do dich vu cin cung cap, tirc 13 vé khéi luong va chat
luong dich vu can cung cap. Cin ctr dé thuc hién quyét dinh nay 1a cac thong tin thu duoc qua
nghién ctru nhu cau cta khach hang va tinh hinh cung cdp dich vu khach hang cua cac ddi thu
canh tranh.

Dbi véi cac khach hang cang quan trong thi mirc 6 cung cip dich vu khach hang cang cao
moi c6 thé dap Gmg nhu ciu riéng cua ho. Mit khac, do canh tranh nén cac d6i thu cling chu trong
dic biét dén nhom cac khach hang 16n va van dé cung cap dich vu khach hang cho ho.

3) Quyét dinh vé hinh thic cung cip dich vu cho khach hang

Cong ty con phai quyét dinh vé hinh thirc cung cap dich vu cho khach hang. C6 thé c6 cac
hinh thure sau day cAn xem xét dé lua chon:

e (Cong ty tu to chirc mang ludi cung cap dich vu khach hang

e (Cong ty thué cac t6 chire khac thuc hién viéc cung cép dich vu khach hang

e (Cong ty thoa thuin véi cac nha phan phdi dé ho dam nhan viéc cung cap dich vu khach
hang.

MGdi hinh thirc nay ¢6 vu nhuoc diém riéng. Trong trudng hop cu thé can phan tich day du
uu nhuoc diém cua chung dé Iwa chon hinh thirc phu hop.

6.6.3. Cham soc khach hang

1) Khai niém

Cham séc khach hang 1a tat ca nhitng gi ma mot doanh nghiép can thiét phai lam dé thoa
mén nhu cau va mong doi cta khach hang.

No6i mot cach khac, cham s6c khach hang 1a phuc vu khach hang theo nhu cach ho mong
mudn.
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2) Sw khac nhau giira chdm soc khach hang va dich vu khach hang

Gitta khai niém cham séc khach hang (Customer Care) va dich vu khach hang (Customer
Service) c6 nhitng diém chung va nhitng diém riéng. Noi mot cach khai quat, chim soc khach
hang c6 ndi dung rdng hon so vai dich vu khach hang. Dich vu khéach hang 1a cac dich vu gia ting
t6i thiéu di kém theo khi ban san pham cho khach hang. Nhung chim soc khach hang mang ¥
nghia rong 16n hon, khong chi 1a cac dich vy gia ting ti thiéu, ma con mang khia canh con nguoi,
tuong tu nhu khi ta chim soc nhitng ngudi ban, nguoi than nham chiém dugc thién cam cia
khach hang khi mua hang.

Cham soc khach hang 1a hoat dong mang tinh chién lwpc canh tranh cua doanh nghiép dé
tiép can va gilr khach hang ca bang Iy tri va tinh cam. Pau tu cho chiam séc khach hang khong
phai 1a cac khoan chi phi thong thuong, ma 1a dau tu c6 tinh 1au dai, mang tim chién lugc, va phai
dwra trén nén tang cta vin hoa doanh nghiép, mot van dé ciing phai dau tur va phat trién 1au dai.

Cham soc khdch hang bén ngodi ¢b lién hé mat thiét voi cham soc khdch hang bén trong.
Khach hang bén trong dugc chim soc tét 1a nén tang, 13 tién dé dé khach hang bén ngoai dugc
cham soc tot. Va nhu vay, van hod doanh nghiép 1a nén tang, 1a co s& dé doanh nghiép thuc hién
t6t cong tac cham soc khach hang.

Chung ta s& nghién ctru chi tiét van dé cham séc khach hang k¥ hon trong chuyén dé
“Quan tri ban hang”. Poc gia ciing c6 thé tham khao van dé nay trong cudn sach “Ban hang va
quan tri ban hang trong doanh nghiép Buu dién” cta cung tac gia Nguyén Thuong Thai. Sach do
Nha xuét ban Buu dién xuit ban thang 12 nam 2006.

6.7. THIET KE VA MARKETING SAN PHAM MOI
6.7.1. Khai ni¢m sian pham méi

Do thi hiéu, nhu cau tiéu dung thay déi nhanh chéng, do cong nghé bién doi nhanh, do
canh tranh nén doanh nghiép phai ludn ludn quan tam dén viéc phat trién san phdm méi néu mudn
ton tai. Dé san xut ra san pham méi, doanh nghiép c6 thé ty nghién ciru tao ra san pham méi, co
thé mua bang sang ché, gidy phép hodc mua cong ty khac c6 san xuat san pham mai.

San pham méi c6 thé gdm cac dang sau day:

e  Hoan toan méi vé nguyén tic chwa noi nao cd
e San pham cai tién tir san pham cii
e  San pham m&i & cac nude khac, chua duoc trién khai ¢ nude ta

Dich vu hoan toan mdi vé nguyén tic thuong thi khong phai 1a nhidu. Trong khi d6, hai
loai san phim méi sau 1a twong dbi phd bién. Trong linh vuc BCVT, réat nhiéu dich vu BCVT
dugc dua vao Viét Nam thudc vao dang thir 2 va 3. Ly do 1a do nganh BCVT cua chung ta di sau
cac nudc khac. Do vdy, tuy vao tinh hinh phat trién kinh t& ma ¢ thé dua thém cac san pham méi
vao thi truong. Chung ta da va dang trién khai cac dich vu méi nhu: Dién thoai VoIP, Dién thoai
di dong ndi vung, Di¢n thoai Internet, Internet tbc do cao, Truyén hinh theo yéu cu - VOD... vao
Viét Nam trong thoi gian miy nam dau cua nhitng ndm 2000.

6.7.2. Cac giai doan phat trién san phAm méi

Pé nang cao kha ning thanh cong cta san pham moi, can phai phat trién né theo mot quy

trinh khoa hoc.
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1) Hinh thanh y twéng sin pham méi

Pay la budc dau tién cua qua trinh phat trién san pham méi. Dé tranh sai 1am, cac y tuong
san phém moi phai theo dinh hudng chién luogc cua cong ty, phuc vu cho muc tiéu chién lugc ma
cong ty theo dudi. Muc tiéu cua giai doan nay 1a tap hop cang nhidu cang tbt cac ¥ tuong san
phim méi theo dinh hudng chién luoc cua cong ty.

2) Sang loc y twong (danh gia y twéng)

Giai doan nay c6 muc tiéu loai bo cac y tuong khong phi hop. Mudn viy, cac cong ty
thuong 14p ra mot Ban phu trach san phdm moi. Trén co sd cac ¥ tudng san pham méi, nhoém
nghién ctru san phdm méi phai tudng trinh truée Ban vé cac ndi dung sau dbi v6i mdi ¥ tudng:
Mo ta hang hoa, thi truong muc tiéu, ddi tha canh tranh, quy mé thi truong du kién, gia ca du
kién, thoi gian va kinh phi can dé phat trién san pham mai, kinh phi t6 chirc san xuét va loi nhuén
du kién. Day ciing 14 cac tiéu chi dé danh gia y tuong.

3) Soan thio va thim dinh du 4n san phim méi

Du 4n san pham méi 1a mot phuong 4n da nghién ctru k¥ cia cac y tuong, duoc thé hién
bang cac khai niém c6 ¥ nghia d6i véi nguoi tiéu ding, vi khach hang khong mua y tuong, ma
mua san phém cu thé. Cac du an duoc trinh bay cho mot nhém khach hang chon loc dé thAm dinh.

4) Soan thio chién lwgec Marketing cho sian phim méi

Sau khi thdm dinh, chién lugc Marketing s€ dugc soan thao cho san phélm moi duoc chép
thuan. Qua chién lugc Marketing ctia ting san phém ma Ban lanh dao lya chon san phém co loi
thé nht.

5) Thiét ké san phAm méi

Giai doan nay s& chuyén dy 4n san pham méi dugc chip thuan qua giai doan 4. San phdm
méi duoc thiét ké, ché tao. Sau d6 duge dem ra thir nghiém van hanh c6 sy tham gia ctia khach
hang.

6) Thir nghiém sin pham méi trén thi trueong (ban thir)

Trong giai doan nay, san pham duogc thir nghiém trong diéu kién gan véi thi trudng trén
quy mé nhé dé rat kinh nghiém, diéu chinh trudc khi thuong mai hoa dé tranh cac sai 1am trén
quy mé lon.

7) San xuét hang loat va tung ra thi trwdng (thwong mai hoa san phim)

Sau khi trai qua thir nghiém, san pham méi dugc chip thudn, duoc diéu chinh va tung ra thi
truong. Trong giai doan ndy cong ty phai quyét dinh cac van dé tung ra thi trudng & dau, nham
vao ai, va nhu thé nao (trc 12 phai tudn theo ké hoach Marketing di soan thao).

6.8. CHU KY SONG CUA SAN PHAM
6.8.1. Khai niém chu ky song

Chu ky sdng (hay vong doi) cta san pham 1a thuat ngit mo ta sy bién ddi cta doanh sb ban
san pham tir khi san pham dugc tung ra thi truong cho dén khi n6 phai rat ra khoi thi truong
(Product life cycle).

Nhu vy, mdi san pham ciing c6 mot vong doi nhur mét sinh vat. Chu ky sdng duoc 1ap cho
ting loai san phim hodc nhom san phdm. Ngudi ta thudng ding dd thi dé mé ta chu ky sdng cua
san pham.
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6.8.2. Cac giai doan cia chu ky sdng cua san phim

C6 thé chia chu ky séng thanh 4 giai doan nhu sau (xem hinh 6.6.):

Giai doan trién khai san pham maoi
Giai doan tang truong
Giai doan chin muoi

Giai doan suy thoai

»

. USD

/-\ Doanh thu

Lgi nhuan

v

G.doan1l G.doan2 G.doan 3 G.doan 4

Hinh 6.4. D0 thi clia chu ky song san pham

Moi giai doan cua chu ky song cd cac dac diém riéng, do vay cong ty phai c6 cac chinh

sach riéng phu hop cho mdi giai doan.

1) Giai doan trién khai san pham méi

Pay la giai doan m¢ dau clia chu ky san xuat. Dic diém cua giai doan nay 1a doanh thu it

va tang cham, lgi nhuédn thép hodc tham chi 15 vn. C6 cac 1y do chinh nhu sau:

Khéach hang con chua tin vao san pham méi, con chua tr bo thdéi quen tiéu dung cii
trudce day.

Heé thdng phan phdi cta cong ty con chua hoan chinh.

San pham con c6 thé chua hoan chinh

Ngoai ra, con c6 thé c6 nguyén nhan do nang luc san xuat cia cong ty con han che, day

chuyén san xuat méi con co truc trac vé ky thuat.

Chién lwoe Marketing ciia cong ty trong giai doan nay la:

Ting cuong quang cdo, gidi thiéu, khuyén mai san pham, tao diéu kién thuan loi cho
khach hang mua.

Khuyén khich cac trung gian Marketing

Tap trung nd luc ban hang vao nhom cac khach hang co diéu kién mua nhat (nhém
nhitng nguoi va d61 moi).

2) Giai doan tang trudéng

Day la giai doan ti€u thy thudn lgi. Khach hang bét dau tin nhiém san phém. Do vay, san
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phém bét dau ban chay. Doanh thu va lgi nhuén tang nhanh, nhung canh tranh cling xuét hién. Dé
kéo dai giai doan nay cong ty can thuc hién cac chién lugc sau:

e (Cai tién, nang cao chat luong san pham, d6i m&i mau ma san pham

e Xam nhap vao cac thi truong maoi

e Sir dung nhimg kénh phan phdi mai

e Kip thoi ha gia dé thu hut thém khach hang

e (6 thé giam bot mirc do quang céo

3) Giai doan chin mudi

Nhip ting truong bat dau cham lai, loi nhuan ciing bat dau giam. Nguyén nhan 1a do canh
tranh gay git, do san pham khong dap ing duoc nhu ciu cua khach hang. Mot s dbi thu yéu rat
lui khoi thi truong.

Chién hege dé ton tai trong giai doan nay la:

D61 méi cac chién luoc Marketing mix nhu cai bién tinh chét va hinh thic san pham, giam
gi4, khuyén mai, ting thém dich vu khach hang, thay doi kénh tiéu thy dé tim thi trudng méi cho
san pham, thay d6i mot sb yéu t6, dic tinh cua san pham.

Céc cong ty Nhat Ban 1a nhitng dién hinh vé cai tién san phim. Xe may, 6 t6 ctia ho luon
ludn duoc cai tién mau ma khi san pham cii di chin mudi. Cat xet nghe nhac “Walkman” 13 mot
thanh cong 16n ctia hing Sony vé cai tién san pham.

4) Giai doan suy thoai

Doanh thu, loi nhuén déu giam manh trong giai doan nay. Nguyén nhan 13 do thi hiéu thay
ddi, cong nghé thay d6i tao ra cac san pham canh tranh thay thé. Mot s6 dbi tha rat lui khoi thi
truong. SO con lai thu hep chung loai san phdm, tir bo cac thi trudng nho, cit giam chi phi xtc
tién, ha gia ban (ban nhanh thu hdi vn) va chudn bj tung ra san phdm méi thay thé.

Vi dul: Dich vu dién bao hién dang ¢ trong giai doan suy thoai. Nguyén do 1a bi cac dich
vu vién thong hién dai canh tranh. Do vay, can thuc hién chién luge giam gia, ban nhanh thu hoi
v6n. Ban than Céng ty dién bao thudc Buu dién Ha Noi ciing phai thay tén ddi ho thanh cong ty
Vién thong va cung cap cac dich vu méi nhu nhén tin, dich vy dién thoai di déng ndi ving
Cityphone.

Vi du2: Vao dau nhiing nam 2000, dich vu nhén tin Paging bi dich vu dién thoai di dong
canh tranh gay git do gia cude di dong ngay cang giam. Khach hang sir dung dich vu Paging
chuyén dan sang dung dich vu di dong. Két qua la s6 thué bao nhén tin tai Ha Noi tir 14 ngan da
giam xudng con 2 ngan vao nam 2004. Trong trudng hop ndy cong ty budc phai thyuc hién chién
lugc giam gia ban nhanh thu hdi vén. Va sau d6, Cong ty di dua ra thi truong “Dich vu di dong
ndi ving Cityphone” dé thay thé.

Vi du 3: Dich vu thu thuong bi cac dich vu vién thong canh tranh manh nén suy giam ghé
gom. Dé bu dip vao doanh thu giam sut can dua ra cac dich vu méi thay thé. D6 1a cac dich vu
thu lai ghép nhu DataPost, Mail to letter; dich vu chuyén phét nhanh, dich vu thu dién tu...
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CAU HOI ON TAP VA THAO LUAN

1)

2)
3)
4)
5)

6)
7)
8)
9)
10)

12)

Marketing quan niém nhu thé nao vé san phdm? Quan diém san pham theo Marketing
c6 gi khac so voi quan diém thong thuong khong (*)

San pham gdm céc cap d6 nao? Phan biét cac cap d6 cta san pham co6 muc dich gi? (*)
Hay xac dinh cac cap d6 ciia mot san phadm nao dé tuy chon

Phén tich vé nhan hiéu san phim va cac quyét dinh vé nhan hiéu san pham.

Phéan tich cac dic trung trong mdi giai doan cua chu ky séng va cac chinh sich
Marketing tuong ung (*)

Phan tich cac giai doan trong qua trinh phét trién san phim méi?

Thé nao 1a danh myc san pham?

Phén tich cac quyét dinh vé chién lugc phat trién chung loai san pham.(*)

Hay chon mét san pham nao d6 va néu cac y tudng sang tao san pham maéi kiéu cai tién
Hay tim cac doanh nghiép noi chung, hodc cac doanh nghi¢p Buu dién ndi riéng va phan
tich cach gin nhan hiéu san pham khac nhau va y nghia ctia cac quyét dinh do. (*)

Hay tim cac vi du vé cac cach dat tén san pham khac nhau va y nghia cua no.

13) Trinh bay cac quyét dinh vé dich vu khach hang. (*)

14)

Céc doanh nghiép 16n nhu ngdn hang, buu dién co cac phuwong thic cung cp dich vu
khach hang nhu thé nao?

Hay dua ra cac quyét dinh vé dich vu khach hang d6i v6i mot san pham nao d6 tuy chon.

15) Tu duy “chi ban nhiing tht ma khach hang can” duoc thé hién nhu thé nao trong cac

quyét dinh v& san pham (*)

16) Néu hang hoa, dich vu cia mot cong ty duoc phin phdi qua trung gian, thi nén sir dung

kiéu thuong hiéu ndo trong 3 kiéu sau day: (*)

a. LAy thuong hiéu ctia nha san xuét
b. Léy thuong hiéu ctia nha phan phéi

c. Lay thuong hiéu ctia ci hai
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CHUONG VII
CAC QUYET DINH VE GIA CA
MUC TIEU

Sau khi hoc xong chwong nay, sinh vién can nim dugc cac van dé sau:
e Céc yéu té anh hudng dén cac quyét dinh vé gia
e Quy trinh xé4c dinh gia ban dau
e Cac chién lugc gia chu yéu
NOI DUNG
7.1. TONG QUAN VE GIA
7.1.1. Khai niém vé gia va tam quan trong ciia gia
Trong kinh té, gia ca 1a gid tri duéi dang bang tién cta hang hoda, dich vu. Theo ¥ nghia thuc
te, gia ca 1a so tién tra cho mot so lwong hang hoa, dich vu nao do.
Gia ca cua san phém, dac biét gia dich vu dugc goi b@ing rat nhiéu cai tén khac nhau tuy
thudc vao loai san pham, dich vu nhu trong hinh 7.1. Tuy cach goi khac nhau do6i voi cac san

pham /dich vu khac nhau, nhung ban chit cua gia 13 théng nhat. Tuy vao déi twong ma gia ca co y
nghia khac nhau.

Tén goi khac L. 2 ] ,{ , s
. Loai san pham /dich vu cung cap cho khach hang
nhau cuaa gia

Gia ca Dbi voi hau hét cac hang hoa/dich vu
Cuoc Cac dich vu BCVT, dich vu van chuyén
Hoc phi Céc dich vu dao tao, gido duc

Lai suét Céc dich vu vay ngan hang

Tién luong, tién | Tién tra cho hang hoa sirc lao dong (tién lwong thang, tién cong cho lao dong

cong thué khoan, lao dong cong nhat...)

Hoa hong Cac dich vu dai ly, méi gioi

Tién thué Céc dich vu cho thué nha, xe may, thiét bi, dia diém. ..
Phi Cho céc dich vu : phi cau pha, phi dich vu bao hiém...

Péi véi ngwoi mua, gia ca 1a khoan tién ho phai tra dé duoc quyén st dung/sd hitu san
pham.

Poi voi nguoi ban, gia ca 1a khoan thu nhap ma ho nhan dugc nho viéc dép tng nhu cAu cua
khéch hang.

DPéi véi ngueoi lam Marketing, gia ca c¢6 cac ¥ nghid sau day:

Thir nhat, gia ca 1a bién s6 Marketing duy nhit mang lai doanh thu cho doanh nghiép. Cac
bién s6 Marketing khac khi duogc thuc thi déu phai chiu chi phi bo ra.
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Thir hai, quyét dinh vé gia ca c6 tic dong nhanh chong dén thi trudng, tac dong dén doanh
thu, chi phi, loi nhuan, thi phan va tinh canh tranh cta san pham. Do vay, quyét dinh vé gia 1a mot
quyét dinh c6 tim quan trong nhat trong cac quyét dinh kinh doanh.

7.1.2. Chién lwoc gia

Ngoai viéc xac dinh gia ban cin ban cho san pham, cong ty can phai xdy dung cac chién
lugc gia dé c6 thé thich ing v&i nhitng thay d6i cua thi trudng nhiam nim bit, thich nghi véi cac
thay doi d6, dong thoi ndm bt duge cac co hoi thuan loi dé khai thac ¢6 loi cho cong ty.

Chién luoc gia bao gdm toan bd cic quyét dinh vé gia ma nha quan tri Marketing phai dé
ra va té chirc thuc thi @& doanh nghiép dat dugc muc ti€u da dat ra. Chién lugc gia bao gém
nhiéu vin d& phuc tap, chir khong phai chi 1a viéc quyét dinh cic mue gia. Chién luoc gia bao
gdm 3 van dé co ban sau day:

1. Cong ty phai nim bt va du bao mot cach chinh xac mirc @6 4nh hudng cta cac nhan té
tac dong dén cac quyét dinh vé gia.

2. Cong ty can lya chon va dwa ra cac chién luoc gia sau day:

e Chién lugc gia tham gia thi trudng méi (gid xam nhap; gia hét vang)
e Chién lugc gia cho danh myc san pham cua cong ty

e Chién lugc dinh gia 2 phan

e Chién lugc dinh gia tron goi

e Chién lugc gia chiét khdu

e Chién lugc dinh gia khuyén mai

e Chién luoc dinh gia phan biét

e Chién luoc dinh gia theo nguyén tic dia Iy

e Chién lugc chu dong thay dbi gia va dap ung voi su thay ddi gia cia cac dbi tha canh

tranh.

Céc nhén t6 b/trong Céc nhan t6 b/ngoai

1. Cac muc tiéu 1. Cau thi truong

Marketing
2. Marketing mix
3. Chi phi san xuét
4. Cac yéu t6 khac

muc ti€u

| 2. Canh tranh

3. Cac yéu t6 khac
cua moi truong
Marketing

Hinh 7.1. Cac nhén t6 anh huong dén quyét dinh gia

7.2. CAC NHAN TO ANH HUONG PEN QUYET PINH VE GIA

Khi quyét dinh mua hang khach hang thuong can nhic k¥ vé gia, dic biét trong diéu kién
kinh té Viét Nam khi mirc thu nhap cua nguoi tiéu dung con thap. Mit khéc, gia 1a mot chién lugc
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Marketing mix c6 tdc dong nhanh so véi cac chién lugc khac, df)ng thoi chiu chi phéi boi nhiéu
yéu t6. Do vay, hiéu biét cac yéu t6 anh huong dén gia s& giup cho doanh nghiép co cac quyét
dinh dung dan vé gia.

Dé nghién ctru nhitng yéu t6 tac dong dén gia, nguoi ta c6 thé chia cac yéu td d6 thanh hai
nhém 1 nhom céac yéu t bén trong doanh nghiép va nhom cac yéu td bén ngoai doanh nghiép.
7.1.1. Céc nhén t6 bén trong doanh nghiép

1) Cac muc tiéu Marketing ciia doanh nghiép

Céc muc tiéu Marketing ciia doanh nghi€p dong vai tro dinh hudng cho viéc dat ra nhiém
vu cua gia ca. Mudn tr& thanh mot cong cu Marketing hiru hi¢u thi gia phai phuc vu déc luc cho

chién lugc Marketing vé thi trudng muc tiéu va dinh vi san pham cta doanh nghiép. Do vay, khi
dinh gia doanh nghiép phai cin ¢t vao muc tiéu Marketing ciia doanh nghiép va chién luoc dinh
vi san phim ma doanh nghiép di chon.

Théng thuong, mot doanh nghiép c6 thé theo dudi mot trong cac muc tidu co ban sau day:

e Toi da hod lgi nhuan hién hanh

e Din dau vé thi phan

e Din dau vé chit luong san pham trén thi trudng

e Dam bao cho doanh nghiép ton tai trén thi trudng

e Cac muc tiéu khac

Pé thyc hién mdi mot muyc tiéu néu trén thi doanh nghiép phai dua ra cac quyét dinh gia
khéc nhau.

Pé thyuc hién muc tiéu t6i da hod loi nhuan hién hanh ctua minh, doanh nghi¢p s€ dinh gia
sao cho ¢6 loi nhét trudc mat. Chang han, khi cau vé san pham ting rat manh thi doanh nghiép
dinh gi4 kiéu hét vang, hay hot phan ngon (Skimming), tirc 1a ban véi gid cao nhat c6 thé. Trong
truong hop ndy, myc tiéu tai chinh trude mét duge xem 1a quan trong hon cic muyc tiéu lau dai.

Pé thyc hién muc tiéu dan dau vé thi phan, doanh nghiép can phai dat gia thip nhét c6 thé
dé thu hut khach hang nham dat dugc quy mé thi trudng 16n nhat c6 thé (va do vay, sé dat duoc
hiéu qua theo quy md). Can cr vao muc tiéu thi phan ting 1én bao nhiéu phan trim dé cong ty
dinh gid tuong Ung.

Dé thyuc hién muc tiéu dan dau vé chit lugng, doanh nghiép thudng dinh ra mgt muc gia cao
dé du trang trai chi phi dau tu cho nang cao chét luong san pham va tao ra mot 4n twong vé chat
luong cao ddi véi khach hang.

Dé thuc hién muc tiéu dam bao ton tai trén thi truong khi canh tranh tré nén gay gét thi
doanh nghiép can dat ra muc gia thap nhét c6 thé, mién 1a giit dugc khach hang trong mot thoi
gian nhat dinh dé cho co hoi méi.

2) Gia va cac bién s6 Marketing khac

Gia thyc chat 1a mot cong cu trong Marketing mix dé doanh nghiép tac dong vao thi
truong nham dat duoc muc tiéu dé ra. Do vay, gid phai phuc vu cho muyc tiéu Marketing chung
ctia doanh nghiép. Mubn vay, chién luoc gia can phai dong bo, nhat quan véi cac chién luge
Marketing mix khac nhu chién liwgc san phdam, chién hege phdn phoi, chién lwge xiic tién. Chang
han, khi muc tiéu ctia doanh nghiép 1a dan dau vé chat lugng thi gia phai dat cao dé tao uy tin va
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dé bu dap chi phi dam bao chit luong cao. Gid ban con phy thudc vao cac giai doan khac nhau
ctia chu ky séng cia san pham ma doanh nghiép cung cip cho thi truong.

3) Chi phi cho mdt don vi san pham

Khi dat gia, doanh nghiép phai quan tim dén chi phi cho mét don vi san pham (hay gia
thanh dé cung cip don vi san pham) vi cac 1y do sau day:

e Chi phi cho mot don vi san pham 1a mic gia thap nhat co thé dat dé doanh nghiép da bu
ddp céc chi phi can thiét.

e Khi quan 1y duoc chi phi, doanh nghiép c6 thé xac dinh dugc muc 16 13i ciia cac loai san
pham khac nhau mang lai. Pay 1a can cir &é& doanh nghiép dua ra cac quyét dinh kinh
doanh khac nhau.

Hién nay, VNPT dang chuyén sang phuong thirc dinh gia cin ctr vao gia thanh dich vu.
Budc di ban dau theo huéng nay 1a tién hanh hach toan riéng céc dich vu dé xac dinh gid thanh
dich vu.
4) Cac yéu t6 khac

e D4i v6i nhitng san pham dé hong hodc mang tinh chat mua vu thi gi ban s& khong phu
thudc vao gia thanh. Nhing san phim dé hong thi doanh nghiép phai giam gia dé tiéu thy
nhanh khi cn. Nhiing thir hang hoa dich vu 18i thoi thi ciing phai giam gia dé ban nhanh
thu hdi von.

e Nhimg san phdm c6 chit lugng va uy tin cao thi co thé dat gia cao. Dich vu chuyén phat
nhanh DHL 1a mét vi du.

e Thong qua cac hoat dong xtic tién vin hoa qudc gia lam cho san pham dugc ua chudng,
do vay doanh nghiép c6 thé dat gid cao. Vi du nhu nho cic phim Han Qudc dugc wa
chudng & Viét Nam, quan 4o thoi trang Han Quédc duoc ua chudng c6 thé ban véi gia cao.
7.1.2. Céc yéu t6 bén ngoai doanh nghiép

1) Ciu cia thi trwong trudong doi véi san pham

a) Quan hé gitta cau va gid san pham

Chi phi cho mét don vi san phdm cho biét “can dudi” cua gia, tirc 1a mirc gia thap nhat ma

doanh nghiép c6 thé ban. Con cau cia thi trudng cho biét mirc “can trén” cua gid, tic 1a mirc gia
cao nhat ma doanh nghiép c¢6 thé ban. Thudng thi mdi quan hé giita cau va gia 1a quan hé ty 18
nghich. Tuy nhién, ciing ¢6 cac trudng hop ngoai 18 khi gia cao thi ban duoc nhiéu hon.

b) P6 nhay cam vé gid, hay do co dan ciia cau theo gid (Hé s6 Ep)

Dbi v6i cac san pham c6 d6 co dan Ep cia cau theo gia nho (ciu khong co dén) thi khi
tang gia s& dan dén tang doanh thu. Nguoc lai, khi Ep 16n (ciu co dan) thi khi ting gid s& dan dén
giam doanh thu. Do véy, khi quyét dinh vé gia thi ngudi 1am Marketing can phai xac dinh duoc
d6 co dan ciia ciu theo gid. Gia c6 tac dung 1a vii khi canh tranh thu hat khach hang khi cau co
dan, vi khi d6 doanh nghiép chi can giam gia mot it, nhung kéo theo cdu vé san phim sé ting 1én
nhiéu hon. Nhu véy, trong truong hop nay, giam gid thi c6 loi cho doanh nghiép.

Cau sé& it co dan theo gia trong cic tinh hudng sau: San phiam khéng co thir thay thé,
khong ¢ canh tranh truc tiép cling nhu gian tiép; Nguoi mua cham thdy sy ting gid, cham thay
d6i thoi quen mua.
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¢) Cdc yéu to tam Iy ciia khach hang

Nhan thirc ciia khach hang vé gia nhiéu khi chiu anh hudng cua cac yéu té tim 1y, nhat la
d6i voi cac dich vu (san pham vo hinh), hodc cic hang hoa ma hiéu biét cua khach hang vé doi
thi canh tranh con han ché. Sau day 1a biéu hién ctia cac xu hudng tdm 1y ciia khach hang khi
nhan thie vé gia:

e Gid cang cao thi chat luong cang cao.

e Xu hudng hoai nghi vé muc gia ciia doanh nghiép so v&i chat lugng san pham khi ho

khong c6 du thong tin.

e Xu hudng so sanh gia giira cac san pham cung loai cta cac dbi thu canh tranh.

e Gia tam ly: Khach hang cho rang gia 299.900 déng ré hon nhiéu so vai gia 300.000
dong! Do d6 ho dé chdp nhan mua san phim véi mic gia 299.900 dong hon mic du
thue chat 2 mic gia d6 chénh nhau khéng dang ké.

2) Canh tranh va thi trueong

Khi mua hang hoé dich vu, khach hang thudng so sanh véi gia ciia cac ddi thii canh tranh.
Doanh nghiép khong thé ban san phim cta minh v6i gia cao hon gia san pham twong ty cua doi
thil canh tranh. Do vdy, khi dinh gia doanh nghiép phai hiéu biét gia san pham cung loai ciia cac
dbi thii canh tranh va phan mg cta ho khi doanh nghiép ching ta thay d6i gia. Piéu niy con tuy
thudc vao loai thi trrong ma doanh nghiép ching ta dang kinh doanh.

Céac nha kinh té hoc chia thi truong ra thanh 4 loai nhu sau:

e Thi truong canh tranh hoan hao;

e Thi truong canh tranh doc quyén;

e Thi truong doc quyén nhom;

e Thi trudong doc quyén.

Trong thi truong canh tranh hoan hdo, cac doanh nghiép déu phai chap nhan va ban theo
gi thi truong, va c6 thé ban hét san pham ciia minh v6i mic gia thi truong.

Trong thi trwong doc quyén, néu doanh nghiép 1a doc quyén nha nude thi chiu sy quan ly
gia cia Nha nudc (Cong ty dién, Cong ty nudc, Cong ty BCVT...), tirc 1a doanh nghiép phai ban
theo mirc gia do Nha nudc quy dinh. Néu doanh nghiép 1a doc quyén khong bi diéu tiét thi ho
duoc ty do dinh gid & mutc sao cho thi truong chép nhan.

Trong thi trwong canh tranh déc quyén, cac doanh nghiép co quyén dinh gia trong mot
khung gia nao d6 gan véi gid cta cac dbi thu canh tranh tuy theo sy khac biét vé chdt lwong, mau
mad, cac dich vu khdach hang. Néu doanh nghiép dit gid qua cao so voi cac dbi thu canh tranh thi
s& bi mat khéach hang. Nguoc lai, néu dinh gia thép qua thi doanh nghiép s& bi thiét hai.

Trong thi truong doc quyén nhém, doanh nghiép nén dit gia twong dwong vai gia ciia cac
db6i thu canh tranh. Néu doanh nghiép ting gi4 thi s& mat khach hang. Néu doanh nghiép giam gia
thi s& dan dén chién tranh vé gia ca khong c6 lgi cho ai ca ngoai khach hang! Cac doanh nghiép
ciing khong dugce thoa thuan dudi bat ky hinh thirc nao dé nang gia bét chet khach hang (vi nhu
vay s& vi pham luat chong doc quyén).

3) Cic yéu té bén ngoai doanh nghiép khac

- Céc yéu té thudc moi truong kinh té nhu: lam phat, ting truong hay suy thoai, that nghiép,
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cong nghé moi... déu anh huong dén sirc mua cua thi truong, dén chi phi san xuat. Nhimng tién bo
nhanh chodng trong cong nghé dién tir da din ti giam gia cac thiét bi dién tu.

- Nha nuée ¢ vai tro diéu tiét, quan ly gia. Mot mat, Nha nudc mudn bao vé cho cac doanh
nghiép, mit khac Nha nuéc ciing mudn bao vé cho ngudi tiéu dung. Tuy timg diéu kién ma Nha
nudce can thiép truc tiép hodc can thiép gian tiép dé diéu tiét gia. Khi can thiép truc tiép, Nha nudce
dit ra muc gid tran (13 mirc gia cao nhat ma doanh nghiép dugc ban) nham bao vé cho ngudi mua;
va gia san (Ia muc gia thap nhat doanh nghiép dugc mua) nham bao vé cho ngudi ban. Khi can
thiép gian tiép, Nha nudc thuong tic dong dén cung ciu cta hang hoa, qua d6 sé tac dong dén gia.
Vi dy, Nha nuée didu chinh mic thué cia cac mat hang xuat nhap khau, va nhu vy anh huong
gian tiép dén gia ca hang hoa xuat nhap khau.

7.3. XAC PINH MUC GIA BAN
7.3.1. Cac buéc xac dinh gia ban ban dau

Khi doanh nghiép dua san phém mai ra thi truong, dua mot san phém hién hanh vao mot thi
truong mai, ho phai xac dinh gia ban ban du cho san pham.

C6 6 budc trong qua trinh x4c dinh gia ban ban dau:

1) Xac dinh muyc tiéu dinh gia
2) Xéc dinh cau cua thi truong muc tiéu
3) Xéc dinh chi phi cho mot don vi san phdm
4) Phan tich chi phi, gia ca va san phim canh tranh
5) Chon phuong phap dinh giad
6) Lua chon gia cudi cung.
Chung ta s& tim hiéu chi tiét cac budc trong quy trinh nay.
7.3.2. Xac dinh muc tiéu dinh gia
Muc ti€u dinh gia phai xuat phét tir muc ti€u chung ctia doanh nghi¢p va chién lugc dinh vi
san pham ctia n6, ddng thoi phai phdi hop vai cac chién luoc Marketing mix khac (chién luge san
pham, chién lugc phan phéi, chién luge xtic tién). Muc tiéu cang 16 rang thi cang dé xac dinh gia
cia pham. Sau day 14 siu muc tiéu chii yéu ma doanh nghiép c6 thé lya chon khi dinh gia san
pham:

1) Muc tiéu dinh hwéng lgi nhuin

V&i muc tiéu nay, cong ty ¢ thé quan tdm dén cac muc tiéu sau:

e Dat dugc muc lgi nhudn mong mubn

e Téi da hoa lgi nhuan

Gi4 ban cuia san pham sé& anh huong dén loi nhudn cia cong ty. Cong ty du doan nhu ciu va
chi phi ng v&i cac mirc gia khac nhau va chon mirc gia sao cho c6 thé dat duoc #y sudt loi nhudn
én dinh nao d6 trén doanh s hodc trén vén dau tu. Cac nha san xuit, cac nha ban budn ban 1é ¢
thé dinh gia theo muc tiéu nay.

Dinh gi4 nhdm muc tiéu 16i da hod loi nhudn ciing 1a muc tiéu rat phd bién. Tuy nhién,
trong co ché thi truong chﬁng ai ¢6 thé thu duoc loi nhuin cao trong mot thoi gian dai. Gia cao s€
kich cung, két qua la gia lai giam xubng va kéo theo lgi nhuan giam. Dbi voi cac mat hang thiét
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yéu, Nha nudc ciing can thiép dé binh 6n gia. Nhin chung, t6i da hoa lgi nhuan thudng 1a muc tiéu
chung cho nhiéu san pham, chir khong chi cho mét loai san pham. Nhung khi nhu cau vé mot san
pham mdi cao, cong ty c6 thé dung kiéu dinh gid hét vang dé thu duogc loi nhun cao trong thoi
gian ngan khi cac dbi thu canh tranh chua xuét hién.

2) Muc tiéu dinh huwéng ban hang

V6i muyc tiéu nay, cong ty quan tim dén cac muyc tiéu sau:

e Ting s6 luong hang ban téi da

e Duy tri hodc tang thi phan

Céc cong ty ciing co6 thé dit gia voi muc dich ting sé heong hang ban toi da trong mot giai
doan ngin. Ho tin rang sb lugng san pham ban ting s& dan ti chi phi trén don vi san pham giam
xuéng, va o1 nhuan dai han tdng Ién. V&i muc tiéu do, cong ty dat gid thcfp dé kich thich strc mua
khi san phim budc vao giai doan suy thodi, khi méi trién khai san pham méi, hay vao thoi ky é
am. Tang sb lugng hang ban ciing gitip cho cong ty dat dwoc hidu qua theo quy md, va giam duoc
gia thanh, va do vy tang duoc loi nhudn trén mot don vi san phém. Diéu kién dé thyuc hién duoc
muc tiéu nay 1a: (1) thi truong nhay cam vé gid; (2) chi phi san xudt va phdn phéi trén don vi san
pham giam khi quy mé tang; (3) gid thdp lam ndn long cde doi thii hién tai va twong lai.

Viéc gidm gid ban ciing gitp cong ty duy tri hodc ting duoc thi phan so voi cac dbi thu, va
dan dan gitp cho cong ty vuon dén vi tri chu dao trén thi truong. Tuy nhién, giam gia c6 thé dan
t6i chién tranh vé gia ca.

3) Muc tiéu ton tai

Cong ty chon muc tiéu nay khi gip phai tinh trang canh tranh gay gat, khach hang thay d6i
nhu cdu nhanh qué, cong ty khong xoay chuyén kip. Trong trudng hop do, cong ty phai giam gia
thip nhat c6 thé dé cAm cy trén thi truong. Cong ty chi can dat gid ban 16n hon chi phi bién dbi 1a
dugc. Pay chi la muc tiéu ngén han.

4) Muc tiéu din diu vé chét luwgng

Din du vé chat lwong dong hanh véi gia ban cao. Gia cao vira twong ximg v6i hinh anh
chat luong cao, vira gitp cho cong ty trang trai dugc chi phi dau tu cho chét lugng va co dugc ty
suét lgi nhuan cao.

e) Muc tiéu on dinh

Véi muc tiéu nay, cong ty quan tim dén cac muyc tiéu sau:

e On dinh gia

e Diép tng tinh hinh canh tranh

Muc tiéu 6n dinh gia la muc tiéu dinh gia “hoa binh nhét” trong tat ca cac muc tiéu dinh gia.
Muc ti€u nay cé 2 muc tiéu nho cé lién quan chat ch€ véi nhau. Thyc hi€n muyc ti€u nay, cong ty
tranh dugc sy canh tranh vé gia, voi mong mudn “minh séng va dé cho nguoi khac séng”.

On dinh gi4 thuong 12 muc tiéu trong cdc nganh ma san pham tiéu chuan hoa cao (sit thép,
dong, nhom, hoa chat...), dong thoi di c6 mot doanh nghiép chii dao quy dinh gia. Cac doanh
nghi€p nhd khac phai thyc hién phuong phép dinh gia theo gia cia doanh nghi¢p chu dao (dap
ung canh tranh). Pinh gia nhu vay s€ gitp doanh nghiép tranh dugc canh tranh. Trong thi truong
ddc quyén nhom, muyc tiéu 6n dinh gia ciing thudng duoc chon dé tranh xay ra chién tranh gi ca.
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Hinh 7.6. Cau khéng co din va cau co din

Mot cong ty co thé theo dudi dong thoi mot sé muc tiéu dinh gia. Vi du: ting doanh sb 5-
10% hang nam, dat dwoc murc loi nhuan 15% trén von dau tu co ban, giit mirc gid gan voi gia cla
cac d6i thi. Cong ty ciing c¢6 thé thiét 1ap cic myc tiéu ngin han va dai han. Vi du, muyc tiéu ngin
han 1a t6i da hoa loi nhudn tir san phém ma&i. Muc tiéu dai han 1a giam lgi nhuan dé tranh kich
thich cac di thu canh tranh tham gia thi truong.
7.3.3. Xac dinh (wéc lwong) ciu cia thi treong muc tiéu

M&i mirc gia ma cong ty an dinh cho san pham sé& twong g véi mot mic cau nhét dinh cia
thi truong muc ti€u, va do vay s€ c6 anh hudng khac nhau dén cac muc tiéu Marketing cua cong
ty. Puong cau thé hién mbi twong quan chit ché giita 2 bién sb gia va cau. Thuong thi mbi quan
hé giita cau va gia 1a quan hé ty 18 nghich. Nhung d6i vdi cac hang hod c¢6 uy tin thi gi4 ting lai
kéo theo cau ting (xem hinh 7.6.). Vi du gia nudc hoa ting lai din dén sirc mua ting.

1) Phuwong phap wéc lwong tong cau thi truong

Céu thi trudng mo ta mdi quan hé gitta gid cd va cac mikc cdu khac nhau cua thi truong. Dé
wdc luong tong cau cua thi trudng mue tiéu, can cb cic thong tin sau day:

- S6 lugng khach hang tiém nang

- Luong tiéu thy mong mudn ciia khach hang tiém ning.

Téng cau dy béo sé bang: Q = npq

Trong do:

- n 1a s6 lugng khach hang & thi trudng myc tiéu

- qla s6 lugng don vi hang hod trung binh ma mot khach hang mua

- p lamuc gia ban dy kién (cho 1 don vi hang hod)

2) Xac dinh hé s co din ciia ciu

Hé sb co din cta ciu E, thé hién muc do nhay cam cua khach hang ddi véi su bién thién

clia gid. Viéc udc lugng dugc hé sb co dan s& gitip cho cong ty ¢6 cin cir dé quyét dinh ting hay
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gidm gid thi c6 1gi cho cong ty. Trén thyc té rét kho luong hod duoc hé s6 f — 99 . Nguoi ta
dp
dua ra 2 phuong phép sau day dé du doan g, -4
> dP

e Dua vao kinh nghiém qué khir vé mdi quan hé giita ciu va gia ¢ cac thi truong khéc
nhau.

e Sir dung phuong phap diéu tra mau dé thyc hién diéu tra phong van khach hang thudc thi
truong muc tidu dé danh gia mic d6 phan tng cua khach hang vé6i su bién dong cua gia
ca.

7.3.4. Xac dinh chi phi cho mdt don vi sin phim

Nhu & trén dd xéc dinh, chi phi 1a mot cin ctr quan trong dé cong ty xac dinh gia theo

nguyén tic dwa vao chi phi.

Chi phi cho mét don vi san pham, hay gia thanh mot don vi san pham 1 ¢in cr quan trong

trong dinh gia. Chi phi cho mot don vi san pham (chi phi binh quan) bang chi phi ¢6 dinh cong
v6i chi phi bién ddi. Ta co cong thire tinh nhu sau:

TC_FC+VC

Q 0 0
Trong d6: ¢ la chi phi (trung binh) cho mét don vi san pham;
0 lachiphi ¢6 dinh cho mét don vi san pham;

Ve PN TR X A . 1
0 chiphi bién doi cho mot don vi san pham.

Pé dinh gia mot cach khoa hoc, cong ty can biét su bién dong cua chi phi theo cac mirc san
luong khac nhau.

V& nguyén tic, dudng cong chi phi binh quan c6 dang chit U, tirc 1a chi phi binh quan (chi
phi don vi) s€ dat cuc tiéu & mot mure san luong nao d6. Mat khac, cang san Xuat, cong ty cang co
kinh nghiém, dan dén chi phi don vi s& giam dan. Khi chi phi giam, cong ty lai co diéu kién dé
giam gia, tang thi phan.

7.3.5. Phan tich chi phi, gia ca va sin phidm canh tranh

Chi phi don vi 1a can dudi ciia gid ban. Cau cua thi truong xac dinh cén trén cia gia. Bay gio
cong ty can tim hiéu gia cia cac san pham canh tranh dé lam cin cr xac dinh gia ban cho san
pham cta minh. Cong ty cling can so sanh cdu triic chi phi cia minh véi ciu tric chi phi ciia cac
d6i tha dé tim ra cac thé manh ciling nhu diém yéu cia minh. Ngoai ra, cong ty ciing can tim hiéu
chdt lrong cua san pham canh tranh. Dé lam dugc diéu nay, cong ty c6 thé sir dung cac phuong
phép sau:

- Cu nhéan vién ciia minh dong vai khach hang bi mat dén mua san pham cua cac dbi thu
canh tranh dé tim hiéu san phém cua ho.

- Phong van khach hang cta cac ddi thil canh tranh dé biét danh gia ctia ho vé chat lugng va
gia ca cua cac doi thu.

- Diéu tra de tim hiéu cong ngh¢, bi quyét cua cac doi thu.
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Khi cong ty da co thong tin chi tiét vé san pham, chi phi, gi4 ca ciia cac san phim canh tranh,
cong ty da c6 dinh hudng dé dat gia cho san pham ctia minh. S& c6 thé ¢ 3 trudng hop sau day:

- Néu san pham cua cong ty tuong duong véi san phdm ciia cac d6i thu canh tranh, cong ty
phai dinh gia tvong dwong véi gia ciia ho (co thé thap hon mot chit)

- Néu san pham cua cong ty c6 chét lugng cao hon so véi san phim cia cac ddi thu canh
tranh, cong ty c6 thé dat gia cao hon gia ciia ho

- Néu san pham ctia cong ty c¢6 chat luong thap hon so voi san pham cua cac d6i thii canh
tranh, cong ty c6 thé dat gia thap hon gia cua ho.

Tuy nhién, cong ty ciing can biét dugc su phan ung cua cac déi thu trude cic mic gia cla
cong ty.
7.3.6. Chon phuong phap dinh gia

C6 nhiéu phwong phéap dinh gia khac nhau. Cé thé tom tit cac phurong phap d6 nhu sau:

1) Phwong phap dinh gia dwa vao chi phi

a) Pinh gid dwa vao chi phi bang cdch céng ldi vao chi phi binh qudn

Gia dy kién = Chi phi cho mét d/v san pham + Lai du kién

Trong do: . )
Tong chi phi ¢o dinh

Chi phi san xuat 1 d/v san pham = Chi phi bién d6i +
SO d/vi san pham
Uu diém ctia phuong phap dinh gia theo chi phi 1a:

e Don gian, dé tinh todn do ngudi ban biét 15 chi phi hon 1a cau thi truong. Nguoi ban ciing
khong phai thay d6i gia khi nhu cau thay ddi. Cac nha ban budn, ban 1é thudong sir dung
kiéu dinh gid nay.

e Phuong phap nay cong bang hon dbi voi ca nguoi mua va nguoi ban. Ngudi ban c6 duge
mot mirc loi nhudn hop 1y. Ngudi mua d& chap nhan khi biét mic loi nhuan hop 1y cua
nguoi ban.

e Gia ca thi 6n dinh, khong 1én xudng thit thuong. Néu cac dbi thu ciing ap dung phuong

phap nay thi canh tranh vé gia s& giam bot dang ké.

Nhuoc diém cua phuwong phép:

Dan dén su cling nhéc trong dinh gia. Khi nhu cau xudng thap thi gia s& khong hop 1y néu
khong diéu chinh.

Pé khic phuc nhuoc diém néu trén, co thé cai tién phuong phap nay bang cach doanh

nghi€p s€ chon dinh muc lgi nhuédn linh hoat tuy vao tinh hinh canh tranh va cung cau trén thi

truong. Khi canh tranh trén thi truong manh, doanh nghiép c6 thé giam bt muirc 191 nhuan. Nguogc
lai, khi canh tranh yéu, doanh nghiép c6 thé ting gia.

b) Pinh gia theo loi nhudn muc tiéu

Gié = Chi phi don vi + (L¢1 nhuan mong mudn trén von dau tu) / sb luong ti€u thu
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Day 1a mot kiéu dinh gi4 theo chi phi. Theo cach nay, gia ban dugc xac dinh nhu trong
cong thirc néu trén. Theo cong thic dinh gia nay, cong ty s€ thu dugc muc 1gi nhuan muc tiéu dat
ra. Dé tinh toan mot cach linh hoat cac muc gia, cAn phai st dung dé thi hoa von trén d6 mo ta
duong tong chi phi va tong doanh thu véi cac mirc khdi lvong ban duoc khac nhau.

A

USD
<— Doanh thu

Lo1 nhuan muc tiéu
P T  beeerererereeeennieeen sttt

............................................................ On Chl hl
: o
: gchip
Piy  |oeeeessemnnnniiiiiiinss :

Chi phi ¢ dinh

Khéi luong ban Q

\ Qv QMT\ San luong dat loi
San lyfqn

. X nhuin muc tiéu
hoa von : ;

Hinh 7.7. Dinh gia theo lgi nhuén muyc tiéu

Trén hinh v& 7.7, dudng tong doanh thu ty 1& thuan voi khdi lwong san pham ban dugc (véi
mot mirc gia P ndo d6). San luong Qyy 13 lwong san pham can phai ban (v6i gia P;) dé hoa vén,
tlrc téng doanh thu béng téng chi phi. San lugng Q. la san lugng ban dat dugc lgi nhuan muc
tiu.

V6i muc gia P, cao hon Py thi cong ty c6 thé dat dugc loi nhuan muc tiéu véi khi lugong
ban thap hon Q. Tuy nhién, van dé quan trong 1a khach hang chip nhé4n san phdm véi mirc gia
nao?

Phuong phap dinh gid nay doi hdi cong ty phai xem xét cac muire gia khac nhau va cac mirc
san lugng muc ti€u twong ing dé dat dugc loi nhuan muc tiéu.

2) Dinh gia theo gia tri cim nhin cia khach hang

Gia ca ma khach hang chép nhan dugc phu thudc vao gia tri cdm nhéan duogc cua khach
hang d6i v6i san pham, vi sw chdp nhdn ciia ngwoi mua méi 1a quan trong chir khong phai chi phi
ctia ngudi ban. Thuc té cho thdy voi ciing mot loai san pham nhung ban & cac dia diém khac nhau
thi muc gia ma khach hang c6 thé chap nhan duoc 13 khac nhau.

Do viy, theo phuong phap nay cong ty phai xdy dung cac bién s6 phi gid cd trong
Marketing mix dé tao nén gia tri cdm nhan dugc trong nhan thirc cia ngudi mua. Muén vay, cong
ty phai nghién ctru thi truong dé hiéu dugc nhan thirc cua khach hang vé gia tri san pham trong
cac diéu kién khac nhau. Trén co so d6, cong ty sir dung cac bién sé phi gia ca (nhu bao bi san
pham, dia diém ban hang, trang tri ndi that cira hang, doi ngli nhan vién ban hang...) dé tao nén 4n
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tuong, gia tri cam nhan vé san phém trong con mit khach hang.

Vi du: Cung mot bo suu tdp tem, nhung néu dé trong mot Album c6 bia cung dep, ban tai
cac cua hang sang trong & cac khach san sang trong cho khach hang nudc ngoai thi cong ty tem
c6 thé dat gia cao gap may lan binh thuong.

3) Dinh gia theo gia canh tranh hi¢n hanh

Theo phuong phap nay, cong ty lay gia hién hanh cua ddi tha canh tranh dé 1am co s& ma
khong quan tdm t6i chi phi san xudt cling nhu cu cua thi truong. Tuy theo loai thi trudng va dic
tinh san pham cua cong ty ma dit gia bang, thip hon hodc cao hon gia cua dbi tha canh tranh.

Tuy theo loai thi trudng va dic tinh san phim cua cong ty ma dat gia bang, thip hon hoic
cao hon gia ctia ddi thi canh tranh.

Phuong phap dinh gia theo cac d6i thii canh tranh hay dugc st dung vi cac 1y do sau day:

e Don gian, dé thyc hién, khong can phai xac dinh cau thi truong, do co dan cua cau theo

gia, hay tinh chi phi cac loai.

e Gia thi truong hién hanh dugc xem nhu 13 khach quan, cong bang d6i v6i khach hang,

véi cong ty.

e Khong kich thich cac ddi thu canh tranh, khong dan t6i su tra diia.

Nhuoc diém cua phuong phép nay la, cac cong ty khac nhau cé cac cau trac chi phi khac
nhau, c6 cau thi truong khac nhau.

Ngudi ta chia cic phuong phap dinh gia theo d6i thu thanh 3 loai sau day:

a) Dinh gid twong dwong (ngang bang) véi gid cua cdc doi thii canh tranh

Cong ty c6 thé lya chon cach dinh gia ngang bang véi gia cua cac ddi thi canh tranh trong
tinh hudng sau day:

- Thi trudng canh tranh gay gat, trong khi san phim ctia cong ty khong co sy khac biét so
vOi san phém ctia cac ddi thu. Truong hop nay cling tuwong ty nhu diéu kién cua thi truong canh
tranh hoan hao. Trong thi trieong canh tranh hoan hdo, cic doanh nghiép déu phai chip nhan va
ban theo gia thi truong, va co thé ban hét san phim ciia minh v6i muc gia thi truong. Cac nha san
xuat noéng san, cac coéng ty nhd cung cip cac san pham tiéu chuan, phd bién thuong s dung
phuong phép dinh gia nay.

Tuy nhién, trong mot loai thi truong khéc - thi trudng déc quyén nhém ciing c6 thé ap dung
kiéu dinh gi4 twong tu gia ctia cac ddi thii. Trong thi truong doc quyén nhom cac san pham cing
loai, cic cong ty thuong chiao ban chung mdt gid. Cac cong ty nho thuong theo cac cong ty dan
dau dé dinh gia (chtr khong phu thudc vao bién dong cung cau hay chi phi). Nhitng thi truong sau
day thudc loai déc quyén nhém: cac kim loai dong, nhom, phan bon, nude ubng khong con, ngil
cde an sang, lép 0 16, cac tiém cit toc, cac cira hang tap ph'flm tai cac khu vuc cong déng dan cu.

b) Pinh gid thap hon so véi gid ciia cdc doi thii canh tranh

Phuong phép dinh gia nay dwoc 4p dung dé nham vao nhitng khach hang nhay cam vé gia.
Tuy nhién, dé khong kich thich cac d6i thi canh tranh phéan mg lai bang viéc giam gia, cong ty co
thé giam bat cac dich vu khach hang, hay dudi hinh thuce ty phuc vy, df)ng thoi mirc chénh Iéch
gia khong 16n so v6i gia cua cac dbi thi khac.

¢) Pinh gid cao hon so véi véi gid ciia cac doi thii canh tranh

Phuong phép dinh gia nay c6 thé duoc ap dung trong trudng hop san pham cé chat luong
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khé hon, uy tin ciia cong ty cao hon, dich vy khach hang tt hon...

Trong thi triong canh tranh déc quyén, cic doanh nghiép c6 quyén dinh gia trong mot
khung gia nao d6 gan véi gia cua cac dbi thu canh tranh tuy theo su khac biét vé chdt lhwong, mau
ma, cdc dich vu khach hang, dia diém ban hang. Néu cong ty co chat luong, mau md, cde dich vu
khach hang cao hon so voi cac ddi thu canh tranh, hodc cira hang sang trong hon, ho c6 thé dat
gia cao so voi cac d6i thii canh tranh. Tuy nhién, ciing khong nén dit gia quéa cao, vi s& bi mat
khach hang. Tét nhién, néu dinh gid thap qua thi doanh nghiép s& bi thiét hai.

Phuong phap dinh gia cao hon so véi gia thi truong thuong dugce cac cong ty co thuong hiéu
uy tin ap dung nhu: Ferrari, Mercedes (6 t6); Rolex (dong hd); Gucci, Fendi (hang da). Cac cong
ty ban cac san pham gia tri nho trong thi trudng canh tranh ddc quyén ciing ap dung kiéu dinh gia
nay.

Trong cac trudng hop trén, can luu ¥ dén mot hién tugng 13 cong ty chu dao vé gia. Do 1a
cong ty hay mot sé cong ty c6 thi phan 16n, co vi tri vitng vang trén thi truong. Nhimng cong ty
nay thuong di tién phong trong viéc thay doi (ting, giam gia) dé thich nghi véi sy thay ddi cua cac
yéu t6 moi truong kinh doanh. Cac cong ty nho khac thudng theo dudi gia ciia cic cong ty chu
dao.

d) Pinh gid ddu thau

Pay 1a kiéu dinh gia ma doanh nghiép dwa vao du doan vé gia cta ddi thu canh tranh dé
quyét dinh murc gia ciia minh sao cho thing thiu. Cac co quan chinh phii, cac doanh nghiép nha
nudc bat bude phai thuc hién d4u thau canh tranh khi mua sim cac hang hoa co gia tri cao. Dé dau
thau thanh cong, cong ty phai ndm rat rd cac dbi thu va dwa ra mot mirc gia phu hop nhat.

7.3.7. Chon mikc gia cudi cing

Céc phuong phap xéac dinh gia trén day di thu hep pham vi cia mirc gia can lya chon cubi
cung. Khi quyét dinh mic gia cudi cung, cong ty can phai xem xét thém céac yéu td bd sung sau
day:

1) Yéu té tim ly ctia khach hang khi chap nhan gia

Ngoai cac yéu td vé kinh t& néu trén, yéu té tdm 1y cua khach hang 1én quan dén gia ca.
Khach hang thudng gan lién gia ca va chat lwong, uy tin ciia san pham , ddc biét trong truong hop
khi thiéu thong tin vé chat lugng. Nudc hoa, 6 t6.. thudc loai san phim nhu vdy. Dic biét, khach
hang Viét Nam thuong danh gid qua cao cac thuong hiéu hang hoa ngoai va sin sang tra gia cao.
Cong ty ciing c¢6 thé sir dung phuong phap so sanh d6i ching dé khach hang lién tudong muc gia
ctia san pham chao ban. Khi trung bay mot loai san pham mdi trong sé cac san phim sang trong
da duoc thira nhan, khach hang sé lién tuong rang san phidm méi d6 ciing 1a loai sang trong, dit
tién. Cubi cung, cac mirc gia 1 dudi cac con s chan lam cho khach hang c6 cam giac gia ré. Do
vy, nguoi ta thuong ghi mire gia $299 thay vi $300, mac du chi ré hon c6 $1.

2) Anh hwéng cud cac bién s Marketing khac

Khi chon mirc gia cubi cting, cong ty can phai xem xét dén uy tin cua thwong hiéu, va muc
tidu ciia quang c4o. Qua nghién ciru ngudi ta thdy cac quy ludt sau vé mdi quan hé gitra gia ca, uy
tin thuong hi¢u va mac d6 quang cao:

- Khéach hang sén sang tra gia cao hon ddi vi cac san pham dugc biét dén nhiéu so vdi cac
san pham dugc biét dén it. Nhu vdy, quang cdo nhiéu hon s& hd trg tich cuc cho cic san phim
duogc dat gia cao hon.
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- Thuong hi¢u co chét luong tdt, duoc quang cao manh me s& co thé dat gia cao nhéat.
Nguoc lai, thwong hiéu ¢6 chét lugng thap, va quang cao it thi nén dat gia thap nhat.

3) Chinh sach dinh gia cia cong ty

Gia dugc lya chon phai twong thich véi chinh sach gia cua cong ty. Chinh sach dinh gia ctua
cong ty dam bao rang cac quyét dinh vé dinh gid dugc phéi hop voi cac quyét dinh cta cong ty vé
thi truong muc tiéu, hinh anh va cac yéu té Marketing hon hop khac. N6 ciing két hop cac muc
tiéu ngan han va dai han trong dinh gia. Vi du: gia cho san pham nham vao phan doan thi truong
thu nhé@p cao ban ¢ cac cura hang sang trong s€ phai la gia cao.

4) Anh huwéng ciia gia dén cac bén lién quan khac

Cong ty can phai xem xét phan ng cua cac bén khac d6i voi mire gia du kién. D6 1a phan
g cta cac nha phan phdi, thai d6 tmg ho cta luc lugng ban hang, sy phan tng dap lai cua cac
d6i thi canh tranh, ctia cac nha cung cip cac yéu td dau vao, va cudi cung 1a nhimng diéu khoan
luat 18 cta chinh phu lién quan dén van dé quan 1y gia.

7.4. CAC KIEU CHIEN LUQC PINH GIA
7.4.1. Chién lugc gia hét vang

Hét ving, hay con goi 1a hét phan ngon. Theo chién luoc nay, cong ty dat gia cao nhét c6
thé cho cac doan thi truong sin sang chip nhan san phim méi. Khi mirc tiéu thy giam xudng thi
cong ty lai giam gia dé thu hut thém khach hang ¢ doan thi trudng thap hon.

Céch dinh gia cudc lip dat thué bao va gia cude dién thoai cb dinh, dién thoai di dong, TV
man hinh phang, gia tic xi.. . trong giai doan vira qua duoc thuc hién theo chién lugc nay. Két qua
13 nhimg ngudi mua trudce s& chiu muic gia dit hon nhimg ngudi mua sau.

Céc cong ty co san pham méi dugc cap bang sang ché (My - cac cong ty co bang sang ché
dugc doc quyén khai thac san pham 17 nam) ciing ap dung chién luoc gia hdt vang nay trong giai
doan dau. Tuy nhién, mudn dit gia hot vang, doanh nghiép phai thoda man mot s6 diéu kién nhat
dinh.

Diéu kién dé dinh gia hot vang 1a:

e Mirc cau vé san pham méi cao

e Gia cao ltic dAu tao nén hinh anh vé san phdm cao cap

e Gi4 cao ban dau khong thu hut cac ddi thi canh tranh
7.4.2. Chién lwgc banh truéng thi truong

Muc tiéu ctia cong ty Ia gianh cang nhiéu thi phan cang tot dé chiém thé ap dao d6i phuong
nho dat dugc 1oi thé “hiéu qua theo quy mé”. Do d6, cong ty dit gia thap dé thu hut khach hang.

Diéu kién dé doanh nghiép thuc hién chién luoc nay la:

e Thi truong nhay cam vé gia

e Linh vyc san xuét cta cong ty c6 tinh chat “hiéu qud theo quy mé”. Nhu vay, khi cong

ty dat gia thip thi san lugng ban dugc ting 1én, din dén tiét kiém chi phi, loi nhuén ting.
Do vay s€ bu lai cho viéc giam gia.

e (Cong ty c6 tiém ning tai chinh dé dat gia thip ban dau
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7.4.3. Chién lwgc gia cho danh muc sin pham ciia cong ty

Gia duoc xay dung cho toan bo san pham trong danh muyc san pham, lgi nhuén tinh chung
cho toan b danh muc chir khong phai cho riéng ting loai san pham. Bang cach ndy, cong ty
khuyén khich khach hang mua toan bd danh myc san pham.

7.4.4. Chién lugc dinh gia hai phin

Gia dugc tinh gdm 2 phan: Phan tra cho mirc tiéu ding t6i thiéu va phéan tra cho mirc tiéu
dung vuot troi. Thong thudng, mire gia cho dich vu tbi thiéu nén dat thip dé thu hat khach hang.
Céc cong ty dién thoai, cac khu vui choi gidi tri thuong dat gid nhu vay. Vé vao cua, cude thué
bao 1a mirc gi4 tiéu dung t6i thiéu. Trong nhitng nim qua VNPT ciing di gidm cudc thué bao
dang ké. Két qua 1a nhu cau lip may ting cao va doanh thu ciing ting Ién chtr khong giam nhu
ngudi ta lo so ban dau.

7.4.5. Chién lwoc gia chiét khiu

Nhim khuyén khich khach hang, cong ty giam gia cho khach hang mua nhiéu duéi dang
chiét khau:

1) Chiét khdu khi mua sé hrong I6n nham khuyén khich khach hang mua nhiéu trong mot
1an hoic trong mot thoi ky (thang, quy, nam).

2) Chiét khéu theo thoi vu, vi du nhw vio cdac thoi diém vcfng khach (khach san, hang
khéng, buwu dién...). Vao ban dém, ngay 1€ gia cude vién thong thuong duoc giam. Vao mua dong,
céc khach san & cac viing bién Bac Viét Nam thuong giam gia... Bang cach d6, doanh nghiép co
thé giam bt luong khach sir dung vao cac gio, thoi vu cao diém, tranh duoc tinh trang qua tai
cong suat phuc vu, dong thoi khai thac kha nang phuc vu du thira ciia cac nha cung cép dich vu
vao cac thoi diém, thoi ky nhan rdi.

3) Chiét khdau khuyén khich thanh todn nhanh, bang tién mdt. Nhu viy, doanh nghiép s&
khuyén khich khach hang thanh toan ngay, tranh tinh trang chiém dung vén lau, khé doi.

7.4.6. Chién lwgc gia khuyén mai

1) Pinh gid thap ban dau dé 16i kéo khdach hang mua sian phiam mdi.

2) DBinh gid thap vdo cdc dip dac biét nhu ngay 16, tét dé 16i kéo khdch hang.

3) Gid ban tra gdp (cho khdch hang vay véi 1di sudt thap). Piéu nay c6 thé gitip  cho
doanh nghiép vueot qua rao can vé quy dinh gid san.

4) Giam gid theo phiéu mua hang (doi véi khdach hang da mua cdc lan trudc) dé khuyén
khich khach hang mua thwong xuyén.

7.4.7. Chién luge dinh gid phén biét

Chién lugc dinh gia phan biét 1a chién lugc ma cong ty ban cing mot loai san pham véi cac
murc gia khac nhau tuy vao cac diéu kién khac nhau. D6 la:

1) Theo nhém khéch hang. Vi du: cac dbi twong sinh vién, cac cu gia, thwong binh, ngudi
tan tat... dugc giam gia. Muc dich gia phan biét ¢ day la thyc hién cac chinh sach xa
hoi.

2) Theo dia diém: gia tuy thudc vao chd ngdi tot hay kém trong nha hat, trén may bay,
thuy thudc tang khac nhau trong khach san... Muc dich dinh gia phan biét ¢ day 1a khai
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thac d6 co dan ciia cac nhu cau khac nhau ctia thi trudng.

3) Theo dia duw: don gia 1ap dat may dién thoai & cac tinh khac nhau thi khac nhau. Muc
dich dinh gia phan biét ¢ day la khai thac do co dan cua cac nhu cau khac nhau cta thi
truong.

4) Theo hinh anh, bao bi: B) tem c6 bia ciing ban tai san bay, khach san sang c6 gia cao
hon ban & cac noi khac. Muc dich dinh gia phan bi¢t ¢ day la khai thac d0 co dan cua
cac nhu cau khac nhau cua thi truong.

5) Binh gid theo gio cao diém, thap diém: (dién ning, dién thoai, Internet...) nham khuyén
khich khach hang sir dung tai cac thoi diém d6 dé dan déu tai trong, han ché qua tai &
cac gio cao diém va khai thac cong suat phuc vu tai cic thoi diém, thoi ky vang khach.

7.4.8. Chién lwoc thay doi gia
1) Chu dong giam gia
Cong ty chu dong giam gia trong cac tinh hudng nhu sau: Du thira ning luc san xuat; ty
phan thi trudng giam sit; khéng ché thi truong bang viée ban ha gia.
2) Chu dong tang gida
Nhiéu khi c6ng ty phai chu dong ting gia. D6 1a khi: Do nan lam phat; do cau ting qua mirc
so vOi cung.
3) Poi phé véi viéc cac doi thi thay déi gid
Trén thé gi6i d chuyén tir canh tranh bang gia sang canh tranh bang chat luong. Nhung d6i
v6i Viét Nam canh tranh bang gid ca van con ton tai.
Dé dbi pho véi viée thay doi gia ctia ddi phuong, trude hét cong ty can phén tich ki ludng
cac van dé sau day:
e Nguyén nhan dan dén su thay doi gia ctia cac dbi thu?
e Loai thi truong ma cong ty dang tham gia?
o Day la sy thay doi gia tam thoi hay lau dai?
e Néu cong ty khong d6i pho thi hau qua ra sao dbi véi loi nhudn, thi phan cia cong ty?
e Céic phuong phap d6i pho khic nhau c6 thé va phan tng cua dbi tha?
Sau khi phan tich k¥ cac van dé trén day, cong ty c6 thé phan tng lai bing cac phuong 4n
sau day:
e Giam gia ban thip hon gia ban cua cac ddi thu canh tranh khi cong ty c6 du tiém lyc tai
chinh va khong vi pham “Luat chong ban pha gia”.
e Giir nguyén gia nhung can thic diy cac hoat dong xtic tién dé giir khach hang nhu khuyén
mai, quang cao.
e Nang gia cing véi cai tién chat lwong, mau ma san pham (dinh vi lai san pham). Phuong
an nay c6 hiéu qua trong truong hop khach hang it nhay cam vé gia va ua thich nhitng san
pham chat luong cao.
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CAU HOI ON TAP VA THAO LUAN

1)
2)
3)
4)
5)
6)
7)

8)
9)

Céc yéu td nao bén trong doanh nghiép chi phdi quyét dinh vé gia.

Céc yéu t6 nao bén ngoai doanh nghiép chi phdi quyét dinh vé gia.

Céc budc trong quy trinh dinh gia ban dau cho san phim méi (*)

Trinh bay cac phuong phap dinh gia?

Trinh bay céc kiéu chién lugc dinh gia (*)

Gi4 cudc trong Buu dién chiu su chi phdi cua cac yéu td nao?

Chién luoc dinh gia cua Buu dién (cudc lép dat, cudc thué bao, cudc dich vu) thudc loai
nao?

C6 khi nao doanh nghiép dinh gia cac san pham/dich vu dudi murc gia thanh khong?

Chién lugc “Gia phéan biét” dugc ap dung nhu thé nao trong thyc té tai cong ty noi ban

cong tac?.

10) Chién luoc gia nham banh truéng thi truong duoc ap dung nhu thé nao trong dinh gia cac

dich vu Buu dién?

11) Tim mét vi du vé chinh sach gia hot vang va phan tich cac diéu kién ap dung né.

12) Tu duy “Chi ban nhitng thr ma khéach hang can” dugc thé hién nhu thé nao trong chién
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CHUONG Vi
CAC QUYET DINH VE PHAN PHOI
YEU CAU
Sau khi hoc chuong nay, sinh vién cAn nim duoc:
e Khai niém kénh phan phdi, cau trac kénh
e Céc loai trung gian, vai tro trung gian trong kénh phan phéi

e Céc loai kénh phan phdi trong mang luéi BCVT
NOI DUNG
8.1. KENH PHAN PHOIL. TAM QUAN TRONG CUA KENH PHAN PHOI
8.1.1. Pinh nghia kénh phan phdi

Kénh phén phéi la mét nhém cdc t6 chire, cd nhan tham gia vao qud trinh dwa san pham tir
nha san xudt dén nguoi tiéu ding.

Céc kénh phan phdi tao nén dong chay san pham tir ngudi san xuat dén nguoi mua cudi
cung. Tat ca nhiing t6 chirc, ca nhan tham gia vao kénh phan phdi duoc goi 1a cac thanh vién cua
kénh. Nhitng thanh vién ndm giita nha san xuat va nguoi tiéu dung cudi cung (néu co) duoc goi 1a
céc trung gian phan phdi. Co thé ¢6 cac loai trung gian phan phdi sau day:

e Nha bdn buén: La cac trung gian phan phdi mua san phidm cta nha san xuit va ban cho
cac trung gian khac hodc cho céc khach hang cong nghi¢p.
e Nha bdn lé: La cic trung gian phan phdi mua san phdm tir nha san xuét hoic nha ban
budn va ban san pham truc tiép cho ngudi tiéu ding cudi cung.
e Dai Iy va méi gidi: La cac trung gian phan phdi c6 quyén thay mat cho nha san xuat dé
béan san pham. Céc dai Iy va méi giéi khong cé quyén s hitu san pham.
o Nha phdn phoi: La cac trung gian phan phdi trén thi truong cong nghiép, hodc cac nha
ban buon.
Céc trung gian nhu nha ban budn, nha ban 1é bo tién ra mua hang hoa rdi ban lai kiém 10i.
Ho duoc goi la cac trung gian thuong mai. Ho c6 tu cach phap nhan. Nhitng trung gian khac nhu
nha moi gidi, dai dién cia nha san xut, cac dai Iy ban hang thi tim kiém khéach hang, thay mat
nha san xuit dam phan cac diéu kién mua ban. D6 1a cic trung gian dai . Ho khong c6 tu cach
phap nhan, va chi huéng hoa hong méi gidi ban hang. Cac cong ty van chuyén, kho hang, ngan
hang, quang c4o hd tro cho nha san xuit trong qua trinh phan phdi. Ho dugc goi 1a cac trung gian
hé tro. Ho dugc hudng phi cung cap dich vu hd trg.
8.1.2. Vai tro clia trung gian trong kénh phén phdi

Khong nhu trude day, ngudi ta quan niém 13 trung gian chi gy tén phi va mat thoi gian,
thuce té cho thiy cac trung gian trong kénh phan phdi c6 vai trd quan trong gitip cho ca bén ban va
bén mua. Nho cac mbi quan hé tiép xac, kinh nghiém, chuyén mén hoa. .., cac trung gian mang
lai cho nha san xut nhiéu loi ich. D6 1a:

1) Giam chi phi phan phoi cho nha san xuét
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Néu cac nha san xuét ty t6 chirc ldy mang ludi phan phéi thi ho phai chiu chi phi 16n do
khong chuyén mén hoa, do quy mé nho bé. O Viét Nam néu cac Nha xuit ban bao chi tu lo 1dy
hé théng kénh phan phdi trén khip ca nudc thi chic chin ho khong chiu ndi dugc chi phi phan
phéi. Do viy, ho phai phan phdi bao chi théng qua hé théng buu cuc trai rong khip ca nude cua
Buu dién va nhiéu dai 1y tu nhan khéc trén ca nudc. Cac nha san xuit nudc ngoai ciing khong thé
chiu duoc chi phi phan phdi néu ho ty td chic ldy mang luéi phan phdi tai Viét Nam. Hang
“General Motor” ciia My ciing khong dii ngudn tai chinh dé ban hang truc tiép, ma phai thong qua
18 .000 dai Iy doc 1ap dé dwa san pham dén tay nguoi tiéu dung.

Nho sir dung trung gian phan phdi, cac nha san xuét tip trung ngudn lyc vio cac khau
chinh trong day chuyén gia trj cta san pham.

Nha san xuit A | »/ Khach hang a
Nha san xuit B | < »| Khach hang b
Nha san xudt C |« »| Khach hang ¢

Tat ca chin dau moi ti€p xuc

Nha sén xuit A

\ /v Khach hang a

Nha san XUét B <>

<«—| Khach hang b

Nha san xuat C / \

Tat ca sau dau moi tiép xac

Khach hang ¢

Hinh 8.1. Trung gian phan phi lam giam dau mdi tiép xtic
2) Ting pham vi tiép cin véi khach hang cho nha san xuit trong khi giam dau méi
tiép xiic cho nha sin xuét va cho khach hang.
Nho ¢6 mang ludi phan phdi ma cic nha san xuét c6 thé tiép can t6i dong dao khach hang
& khap noi. Khach hang ciing chi can tiép xtic voi mot nha phan phdi 1a co thé mua duoc nhicu
loai san pham cua cac nha san xuat khac nhau. Nguoc lai, cic nha san xuét ciing chi can tiép xtic

130



Chuwrong 8: Cdc quyét dinh vé phéan phoi

v6i mot nha phan phéi 12 c6 thé ban dwoc san pham cho nhiéu khach hang (xem Hinh 8.1.).
3) Chia sé rii ro véi nha san xuét
Trong trudng hop mua dit ban doan san phdm véi nha phan phdi, cic trung gian thuong
mai da chia sé rui ro do gia ca bién dong véi nha san xuat. Do vay, nha san xuét co thé thu hdi
vbn nhanh dé tai dau tu vao chu ky san xudt tiép theo.
4) Givip cho cung ciu gip nhau
Nhiéu khi bén ban khong biét bén mua ¢ dau va nguoc lai. Khi d6 nha phan phéi trung
gian 12 “ba mdi” gitip cho cung ciu gip nhau.
5) Ting kha ning canh tranh cho cic nha san xuat
Khi str dung trung gian trong kénh phan phdi, nho tiét kiém chi phi, ting kha ning tiép
can khach hang, giam rui ro cho nén nha san xuat nang cao dugc kha ning canh tranh ctia minh.
Néu xem xét loi ich ma trung gian mang lai cho cé hai phia: nha san xuit va khach hang,
c6 thé thiy nha trung gian dong vai “chuyén gia ban hang” cho nha san xuét va vai “dai Iy mua
hang” cho nguoi ti€u dung (xem Hinh 8.2.).

Chuyén gia ban hang Dai ly mua hang

cho Nha san xuit cho nguoi tieu dung

Du doan nhu cau cua KH

Cung cap thong tin thi truong

Chia nho 16 hang theo yéu cau KH

Nam bat mong muon cua KH

Van chuyén hang hoa cho KH

Xuc tién cho san pham

e Dam phan véi KH e Cung cép tai chinh cho KH
e Cung cap ngudn tai chinh cho KH e Bao hanh san phiam cho KH
e Chia sé rai ro e Chia sé rai ro cho KH

Hinh 8.2. Cac hoat dong cua trung gian cho nguoi ban va ngudi mua
8.1.3. Chirc niing ciia cic thanh vién trong kénh phén phdi

Céc thanh vién trong kénh phan phdi can thuc hién cac chirc ning sau day:

1) Nghién ciru thi truong. Do tiép xtic truc tiép v6i khach hang, cic trung gian c6 thé thu
thap dugc nhiéu thong tin quan trong vé nhu cau, thi hiéu cia khach hang. Thong tin nay gitp cho
nha san xuat 1ap ké hoach kinh doanh.

2) Xuc tién: Cac trung gian thuc hién mot phan chirc nang nay thay cho nha san xuat.

3) Thuong luong: Vé phan chia trach nhiém va quyén loi trong kénh.

4) Phan phéi san phdm: Véan chuyén, dy trit, bao quan.

5) Xay dung mdi quan hé véi khach hang.

6) Hoan thién san pham: Chia nho 16 hang, bao bi, dong goi (dap tmg nhu ciu cua khach

hang).

7) Tai trg: Tro gitp cho cac thanh vién trong kénh vé tai chinh (thanh toan...).

8) Chia sé rui ro (khi mua dut ban doan) v&i nha san xuat.

Néu khong c6 cac trung gian trong kénh phan phdi thi nha san xuét phai thuc hién cac

131



Churong 8: Céc quyét dinh vé phéan phoi

chirc nang nay. Didu nay s& dan dén chi phi 16n. Do vdy néu phan chia theo nguyén tic chuyén
mon hoa dam nhén céac chirc nang nay cho cac thanh vién trong kénh thi s€ hiéu qua hon.

»| Nha ban 1é > )
NHA NGUOI
SAN — TIEU
Daily  |—| Nhabinlk |—>
XUAT DUNG
Nha ban budn Nha ban 1é
—I| Pai ly Nha ban budn »| Nha ban 1é >

Hinh 8.3. CAu truc cac loai kénh phan phdi

8.2. CAU TRUC VA TO CHUC CUA KENH PHAN PHOI
8.2.1. Kénh phan phdi d6i v6i san pham cho tiéu dung ci nhin

Dbi v6i san pham cho tiéu dung ca nhan, c¢6 4 loai kénh phan phdi véi cac ciu trac tuong
ung nhu sau (xem Hinh 8.3.):

1. Kénh thir nhat dugc goi 1a kénh true tiép, hay 1a kénh cip khong. Pay 1a kénh ngin nhét.
Céc kénh con lai déu 1a gian tiép. Trong kénh cap khong, nha san xuit ban hang truc tiép cho
khach hang cudi ciing qua cac cira hang cua minh, qua buu dién, hodc ban hanh luu dong, ban
hang tai dia diém khach hang, ban hang thuong mai dién tir (e-commerce).

2. Kénh thr hai goi 14 kénh 1 cdp, bao gom 1 trung gian 1a nha ban 1¢ (Retailer). Nhing
nguoi ban 1é mua san pham tryc tiép tir nha san xuat roi ban 1é cho khach hang,

3. Kénh tht ba goi 1a kénh 2 cdp, bao gdm 2 trung gian 1a nha ban budn (Wholesaler) va
nha ban I¢.

4. Kénh thir tu goi 1a kénh 3 cip, bao gdm 3 trung gian, gdm 2 nha ban budn 16n va nho va
nha ban 1€, hoac mot dai ly, mot nha ban budn, mot nha ban 1¢€.

C6 thé co cac kénh cdp cao hon, nhung kénh phan phdi cang nhiéu cép thi cang khé quan 1y.

Chiéu dai ciia kénh dugc tinh bang s cac trung gian trong kénh.

Vi dy: Kénh phan phéi bao chi ctia Buu dién qua rat nhiéu trung gian nhu trong Hinh 8.4.

VNPT ciing di cai tién kénh nay dé giam thoi gian phan phdi bang cach phat béao truc tiép
cho cac Buu cuc doc theo tuyén van chuyén thu bao. Tuy nhién, so véi tu nhan thi kénh phan phi
ctia VNPT van dai hon, hoa hong thap hon nén dé bj “cat cau”. Tai Ha Noi cac nha phan phdi bao
chi tu nhan c6 thé d&én tryc tiép Nha xuit ban ldy bao rdi giao cho cac dai Iy luon. Trong khi d6
Buu dién phai qua it ra 1a hai trung gian la Cong ty PHBC TW va Coéng ty BC&PHBC Ha Noi.
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NHA XUAT BAN

o

Cong ty PHBCTW

A 4

Cty BC &PHBC

A 4

Buu di¢n Huyén

Buu cuc 3

A 4

POC GIA

Hinh 8.4. C4c trung gian trong kénh phan phéi bao chi qua VNPT

VNPT vira 1a trung gian trong kénh phan phdi déi voi mot sé hang hoa, dich vu, cua cac

doanh nghiép khéc, vira 1a nha san xuét d6i v6i mot sd hang hoa dich vu khac. Trong cac dich vu
chuyén phat nhanh nhu FEDEX, AIRBORN, UPS thi VNPT dong vai tro dai Iy thu gom va phat

BPBK.

DPé mo rong mang ludi phuc vu dong thoi giam chi phi phan phdi, Buu dién cac nudc

thuong stir dung rong rai cac dai ly. Buu dién Viét Nam ciing bét dau di theo xu thé do, chuyén cac

buu cuc ba khong hiéu qua thanh dai Iy. Ngoai ra, trong miy nim qua VNPT da xdy dung duoc
khoang 8.000 cac Nha Buu dién van hoa xa.

8.2.2. Kénh phan phéi san phim cho khach hang cong nghiép

Dbi v6i khach hang cong nghiép, cac kénh thudng ngan hon. Ly do 1a cac khach hang loai

nay it hon, tap trung hon vé mat dia 1y va s6 lugng mua thudong 16n.

NHA
SAN

XUAT

v

Hinh 8.5.

| Nha phan phéi R
cong nghiép g
Pai dién nha >
san xuat
DPai ly >
R Dai Iy Nha phan phoi
cong nghi¢p

Céu truc cac kénh phan phdi cong nghiép

NGUOI

>

sur
DUNG

CONG

NGHIEP
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Vé phan loai, & day ciing c¢6 hai loai kénh 14 kénh truc tiép va kénh gian tiép. Kénh truc tiép
thuong ap dung cho cic miat hang ¢ gi tri cao can su hd trg 16n vé k¥ thuat, ngudi mua 13 doanh
nghiép 16n, qua trinh ddm phan phirc tap. Cac truong hop khéc co thé ban qua kénh gian tiép.
VNPT mua céc thiét bj chuyén mach, truyén dan... bang con dudng dam phan truc tiép voi nha
san xuat khong qua trung gian. Cac hing san xuat may bay, tau thuy, tau hoa, xe ting... thuong
ban tryc tiép cho khach hang.

8.2.3. Pdi vo6i cac nha cung cap dich vu

Ban chét vo hinh cua dich vu dit ra cac yéu ciu dic biét dbi v6i kénh phan phdi. Do vy,
thong thudng chi ¢6 2 loai kénh phan phdi cho dich vy:

1. Kénh tryc tiép tir nha cung cap dich vu dén ngudi tiéu dung. Do qua trinh san xuat va tiéu
thu cua dich vu khong tach roi, cho nén d6i v6i nhiéu loai dich vu ¢an c6 su tiép xuc tryc tiép
giita nguoi ban hang va khach hang. Loai kénh tryc tiép nay thudng dung dbi véi cac dich vu
chuyén nghi¢p nhu ké toan, dich vu thAm my,y té ...(cac dich vu tiép xUc cao).

2. Kénh gian tiép qua mot dai 1y duoc sir dung khi khong can tiép xtc truc tiép giira nguoi
ban va khach hang. Loai kénh nay co thé su dung dé mo rong pham vi tiép can cua dich vu. Cac
cong ty du lich, hang khong, buu chinh, vién thong... c6 thé sir dung dai Iy trong kénh phan phbi.

8.2.4. Cac phwong thirc phan phéi

Pé tiép can voi nhidu khach hang, can phai c6 mot sb lugng céac trung gian dii 16n & mdi cap
d6 phan phdi. C6 ba phuong thic phan phéi khac nhau tiy vao loai san pham .
1) Phan phéi rong rii
Phuong thtrc phan phéi nay phuc vu muc tiéu dap (mg nhu cau mua rong rii ctia nguoi tiéu
ding cubi cing. Do vAy, can phai duwa san phdm dén cang nhiéu nguoi bdn 1é cang tét. Phuong
thirc phan phdi nay phu hop véi cac loai hang hoa dich vu thong dung nhu keo cao su, thuéc 14,
bdo chi, vé xe buyt, dién thoai cong cong...Dé thye hién phuong thirc phan phdi nay, can st dung
rong rai cac trung gian la cac nha ban 1¢ ¢ cac dia ban khac nhau.
2) Phin phéi djc quyén
Day la phuong thirc phan phdi d6i 1ap v6i phuong thire phan phdi rong rdi. Trong mot khu
vuc thi truong nhat dinh nha san xuét chi sot dung mot trung gian duy nhat. Ddng thoi, nha san
xuét yéu cau nha phan phdi trung gian chi ban mit hang cua céng ty minh ma khong duoc ban
cho cac d6i thi. Cach phan phdi nay gitip cac nha phan phdi trung gian doc quyén to chirc ban
hang c6 hiéu qua, kiém soat tot. N6 duoc sir dung ddi v6i cac hang hod dit tién, cic hang hoa can
luong du trit 16n.
3) Phan ph(”')i ¢6 chon loc
Pay 1a cach phan ph6i nam giira hai phuong thirc phan phéi trén. Trong phuong thirc phan
phéi nay, nha san xuét lua chon mot sd cac nha ban 1€ tai cac khu vuc khac nhau. Cac san phém
phtt hop véi kiéu phan phéi nay 1a loai ma khach hang mua cé suy nghi, can nhéc.
Uu diém cua phuong thirc phan phéi nay 1a phit hop v6i hanh vi mua cua khach hang déi
véi mot s loai san phém, chon loc dugce céc trung gian va tiét kiém chi phi phan phéi do quy mo
trung gian phu hop.
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8.2.5. T6 chitc va hoat dong ciia kénh phan phoi

1) Khai quat vé to chirc va hoat dong ciia kénh

Mot kénh phéan phéi thudng bao gdm nhiéu thanh vién voi cac dong co va quyén loi riéng,
gin bo v6i nhau dé thuc hién muc tiéu phan phdi chung. Sy thanh cong cia timg thanh vién phu
thudc vao su thanh cong ciia toan bo kénh. Do véy, loi ich ciia ting thanh vién s& gin véi két qua
hoat dong ctia toan bd kénh. Tuy nhién, khong phai luc nao cac thanh vién trong kénh ciing c6 thé
phéi hop nhip nhang véi nhau dé thuc hién muc tiéu chung. Didu nay con tiy thudc vio t6 chirc
cua kénh.

2) Kénh phén phdi truyén thong

Kénh phan phdi truyén thong thudng 1a tap hop ngau nhién ciia cac t6 chirc, ca nhan doc lap
v6i nhau. Cac thanh vién trong kénh hoat dong vi muc tiéu quyén loi riéng trudc mit ciia minh.
Do d6, khong c6 sy phdi hop thong nhat giita cac thanh vién trong kénh. Diéu nay tit yéu dan dén
nhitng xung dot vé quyén loi giita cac thanh vién trong kénh. Cac thanh vién trong hé thong kénh
phan phdi truyén théng c6 tinh doc 1ap tuong dbi v6i nhau, mdi thanh vién 14 mot doanh nghiép
ddc 1ap, c6 muc ti€u cuc dai hda lgi nhuédn cua minh, do vy co thé gay ton hai cho ca hé théng.

C6 thé noi hé théng phan phdi truyén thong khong cé “chu” — khong thanh vién nao trong
kénh kiém soat dugc hoat dong cua toan bd kénh. Day 1a mdt nhugce diém cua hé théng kénh phan
phéi truyén thong.

Giita cac thanh vién trong kénh phan phdi va gitra cac kénh khac nhau c6 thé xdy ra xung dot
cling nhu hop tac.

Canh tranh giita cac thanh vién, giita cac kénh xay ra khi ho cting nham vao mot thi truong
muc tiéu dé gianh duoc tai tién cia khach hang.

Xung d6t ¢6 thé xay ra gita cac trung gian cung muc trong kénh dugc goi 1 xung dot theo
chiéu ngang. Vi du, xung dot giita nhitng ngudi ban 1é cung 1 mat hang.

Xung dot gitta cac thanh vién ¢ khac muc trong kénh dugc goi la xung dot theo chiéu doc.
Vi dy, xung dot gitra ngudi ban budn va ban 1€.

Nguyén nhan cta cic xung dot 1a do mdi thanh vién trong kénh thudng quan tim nhiéu dén
cac muc tiéu ngin han, diéu nay ¢ thé vi pham dén muc tiéu dai han chung cia kénh.

Su hop tac xay ra gitta cac thanh vién trong mét kénh nham muc tiéu dat duoc loi nhuén cao
hon so v6i khi ho hoat dong riéng ré.

Dé tranh xung dot, canh tranh va ting cuong hop tac, cac thanh vién trong kénh phai phan
dinh 10 vai trd ctia mdi thanh vién, phéi hop véi nhau dé phuc vu thi truong tdt nhat, dat duoc
hiéu qua chung cao nhat. Mudn vy, can phai c6 su quan 1y kénh dé phan chia nhiém vu hop 1y va
giai quyét cac xung dot. Hé thdng Marketing theo chidu doc sé& giai quyét dugc van dé nay.

3) H¢ thong kénh phan phdi lién két doc (Marketing theo chiéu doc)

Hé théng Marketing theo chiéu doc ra doi sé khic phuc dugc cac nhuoc diém cua hé théng
phan phdi truyén théng. Hé théng nay gom nha san xuat, mot hay nhidu nha ban si va mot hay
nhiéu nha ban 1é hoat dong nhu 1a mot h¢ théng théng nhét. Trong h¢ théng nay c6 mét thanh vién
1a cht ciia kénh, hodc co co ché dé toan bo kénh hoat dong théng nhét cho mot muc tiéu chung.
Hé thdng nay ciing c6 kha ning ngin chin duoc cac mau thuin giud cac thanh vién trong kénh.
Trong subt ba thip ky qua, hé théng Marketing doc giit vai trd chil dao trén thi trudng.
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C6 ba kiéu hé théng Marketing theo chiéu doc co ban nhu sau:

a) Hé thong Marketing doc ciia cong ty

Trong hé thong nay, cac giai doan san xuat va phan phdi thudc vé mot chu s hitu duy nhat.
Hé théng kiéu nay duogc hinh thanh do qua trinh mé rong vé phia trude hodc vé phia sau trong
day chuyén gia tri cia mot san pham. Nha san xuit ¢6 thé mua cic nha phan phdi, hodc nha phan
phdi c6 thé mua nha san xuét dé kiém soat tir khau san xuat dén luu thong.

Téng cong ty BCVT Viét Nam (VNPT) ciing ¢6 thé dugc coi 1a hé thong Marketing doc, vi
VNPT s¢ hitu toan bo hon 4 ngan buu cuc trén ca nude. Hé thong cac ngan hang thuong mai Viét
Nam ciing 12 mot hé théng Marketing doc, vi cac ngan hang 1a cha sé hitu cac chi nhanh cta né
trong ca nudc dén tan cac huyén, thi.

b) Hé thong Marketing doc theo hop dong

Day 1a mot hé thong gdm cac cong ty doc 1ap, gan bo voi nhau théng qua quan hé hop dong
phéi hop hoat dong. Muc tiéu cua h¢ théng la dat dugc hi€u qué cao hon so véi khi ho hoat dong
riéng r€. Pé canh tranh, cac nha san xuit va cac nha ban 1é da tu t6 chire lién két lai véi nhau dudi
céc hinh thirc khac nhau nhu: lién két ty nguyén cta nhitng nguoi ban 1¢ do ngudi ban si tai tro;
hop tac xa nhirng nguoi ban 1€...

Vi du: Cong ty Coca cola cip gidy phép budn ban cho céac thi trudng khac nhau cho cac nha
ban si. Theo gidy phép nay, cong ty cho phép ho mua nudc cdt coca cia cong ty, dem vé nap ga,
dong chai va phan phéi cho nhitng nguoi ban 1é & dia phuong.

c) Hé thong Marketing doc c6 qudn Iy

Hé thong Marketing doc c6 quan 1y phdi hop cac thanh vién trong kénh nhd quy mé va stc
manh cia cia mdt thanh vién trong kénh. Thanh vién do cé thé 1a nha san xuit hodc nha phan
phbi c6 uy tin. Vi du nhu cong ty “General Electric”, “P&G” ¢ du uy tin va tiém luc dé phdi hop
hoat dong cua nhiing nha budn ban trung gian mét hang do cong ty san xuat. Do 1a cac hoat dong
nhu t6 chirc trung bay, khuyén mai, quang céo, gia ca...

3) Hé thong Marketing theo chiéu ngang

Khi cac cong ty khac nhau khong c6 kha nang to chirc cac hé théng Marketing theo chiéu
doc do khong du nang luc (von, ky thuat, nang luc san xuét...), hodc so rui ro, thi c6 thé lién két,
hop tac véi nhau dé to chirc kénh phan phdi. D6 1a hé thdng Marketing theo chiéu ngang. C6 thé
goi day 1a hinh thirc Marketing cong sinh.

Vi nhitng cam két kha manh mé& vé m& cira hé théng ban 1¢, cac tap doan, si€u thi 16n
thé gidi s€ 1an luot c6 mat tai Viét Nam. Day 1a mot thach thirc cho hé théng phan phéi, ban 1é
con non tré trong nude. Vi tiém lyc manh vé tai chinh, kinh nghiém, phuong tién quan 1y
hién dai, toan bg thi truong ban 1¢ trong nude cod thé s& bi ho thu tom, chi phéi béi chinh sach
kinh doanh cta ho; ho c6 thé ap dung bién phap khong lanh manh dé loai bo dbi thu canh
tranh. Do vay, cac doanh nghiép Viét Nam can phai lién két voi nhau dé xay dung hé théng
kénh phéan phéi da manh.

8.3. Cac quyét dinh vé lya chon va quan tri kénh phan phdi

Céc quyét dinh vé Iya chon va quan tri kénh phéan phdi 1a cac quyét dinh vé thiét ké kénh va
lwa chon cac thanh vién trong kénh, vé khuyén khich cac thanh vién va danh gia hoat dong cua
cac thanh vién trong kénh.
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8.3.1. Cac ciin cir dé Iwa chon kénh phan phoi

Cong ty can phai lua chon duoc cac loai kénh phan phdi phu hop cho san pham ciia cong
ty. Dé lya chon kénh, cong ty can xac dinh cac cin cir dé chon kénh phan phdi phu hop. Theo tu
duy huéng vé khach hang, viéc chon kénh phan phdi trudc hét phai cin ctr vao thi trudng. Ngoai
ra, can xem xét dén san pham, dén cong ty va dén cac trung gian.

1) Xem xét vé thi truwong

Loai thi truong l1a yéu t6 dau tién can xem xét. Néu thi truong 1a khach hang cong nghiép
thi rd rang la khong can dén ngudi ban 1¢ trong kénh. Trong cac truong hop khac, chung ta can
phai xem xét thém cac bién s thi truong dudi ddy:

o S6 lwong cdc khach hang tiém nang. Néu s luong khach hang tiém ning it thi nha san
xudt c6 thé sir dung luc luong ban hang cta ho dé ban hang truc tiép cho ca khach hang cong
nghiép va nguoi tiéu dung cudi cung. Khi lwong khach hang tiém ning 16n thi can phai sir dung
dén cac trung gian.

e Muc do6 tap trung vé mit dia ly cua thi truong. Nha san xut co thé st dung cac chi nhanh
ctia minh dé ban cho céc thi truong tap trung. Nhung ho phai sir dung cic trung gian trong truong
hop khach hang phan bd phan tan. Khach hang cang phan b cang rong thi kénh cang dai.

o Quy mé ciia cdc don dat hang. Khi quy mé cia don hang 16n thi nha san xuét c6 thé ban
truc tiép. Nguoc lai, khi quy mé nho thi ban gian tiép qua trung gian. S6 lwong mua trong mdi
lan cang it thi kénh cang dai.

2) Xem xét vé mdi truong

e Do 1a moi truong kinh té, luat phap... Khi kinh té qudc gia suy thoai thi nén giam bt
trung gian va céc dich vu khong quan trong dé giam chi phi. Luat phap cac nudc ciing quy dinh vé
viéc dugce sir dung cac trung gian hay khéng déi v6i cac hang hoa, dich vu nao do.

3) Xem xét vé san phim

e Gid tri ciia méi don vi san pham. Céc san pham c6 gié tri cang cao thi can kénh phan phdi
cang ngan. Cac san pham c6 gia tri cang thap thi kénh cang dai. Tuy nhién, néu san phdm gia tri
thap nhung gia tri 16 hang 16n thi can kénh ngén hon.

o Ddc diém ciia hang hod. Cac san pham chong hu hong thi cang can cac kénh ngén. Cac
san pham cong kénh, nang né ciing can cac kénh ngin dé giam chi phi bc d&, van chuyén.

e Ddc tinh ky thudt ciia hang hod. Cac san pham c6 gia tri cao, doi hoi mic do cham soc
khach hang cao, cac hang hoa khong tiéu chuan ciing can ban tryc tiép.

4) Xem xét vé cdc trung gian

o Cdc dich vu ma trung gian cé thé cung cdp. Nha san xut s& lya chon cic trung gian c6
kha nang cung cdp cac dich vu khach hang ma nha san xuat khong cung cip dugc hodc cung cp
v6i chi phi cao.

o S sdn c6 cdc trung gian ma nha san xudt can. Co thé khong c6 san cac trung gian ma
nha san xuit mong mudn.

o Thdi do cua cac trung gian doi véi chinh sach ciia nha san xudt. Su lua chon cta nha san
xuét nhiéu khi bi han ché, vi cac trung gian khong chip nhéan cac chinh sach ctia nha san xut.

5) Xem xét vé ban than nha san xuat
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e Nguon tai chinh. Cac nha san xuét co it nguon tai chinh thi khong cé kha nang tu t6 chirc
kénh phan phdi ma phai sir dung trung gian.

o Kha nang qudn ly. Cac nha san xudt it c6 kinh nghiém quan Iy phan phdi thuong mudn sir
dung trung gian.

o Mong muén quan Iy kénh. Mot sb nha san xuit mong mudn quan 1y kénh phan phdi dé
kiém soat gia ca va hoat dong xtic tién Marketing.

o Xem xét vé kénh phdn phoi ciia cdc déi thii canh tranh. Qua tim hiéu kénh cta cac dbi
thi, nha san xuat c6 thé phat hién ra cac diém manh, diém yéu trong hé thong phan phdi cua ddi
thu dé thiét ké kénh cua minh.

o Xem xét vé muc tiéu phdn phéi ciia kénh. Muc tiéu nay phai xudt phat tir chién lugc
Marketing hon hop ctia nha san xuat. Vi du nhu dbi voi cac dich vu BCVT, muc tiéu 13 moi nguoi
dan déu c6 thé tiép can dén cac dich vu co ban. Bé thuc hién muc tiéu phan phéi nay can st dung
rong rai cac kénh phan phéi khac nhau nhu cac dai ly & cac dia ban khac nhau, cac diém buu dién
van hoa x4, cac buu cuc, cac ki 8t, cac ca bin tu dong.

8.3.2. Quan tri kénh phan phdi

Sau khi da lya chon kénh phan phdi, van dé quan trong tiép theo la phai quan tri hoat dong
ctia kénh. Quan tri kénh phan phéi bao gdm cac van dé sau day:

1) Lwa chon cac thanh vién kénh

Dé lya chon cac thanh vién trong kénh, nha san Xuét phai dat ra h¢ théng cac tiéu chuan lua
chon vé cic mat sau:

e Diadiém phu hop véi thi truong muc tiéu

e (C6 du mit bang giao dich

e Cb uy tin, c6 kha ning tiép can vai thi truong muc tiéu

e (C6 k¥ nang ban hang, k¥ ning cung cap dich vu khach hang

e (C6 du von liéng dé thyc hién cac dau tur ban dau can thiét

Céc tiéu chudn nay phai nham dap tmg dugc muc tiéu cua chién lugc phan phdi cta cong ty.

Vi du: Bé dam bao kién thire chuyén mon, nghiép vu, dd tin cay, co thé lya chon céc can bod
buu dién vé huu dé 1am dai Iy mot s6 dich vu BCVT.

2) Khuyén khich cac thanh vién trong kénh

Dé thuc ddy ban hang, cong ty thuong dp dung cac chinh sach khac nhau dé khuyén khich
cac thanh vién trong kénh. Mubn phat huy cao d¢ tac dung cua cac chinh sach khuyén khich,
cong ty can tim hiéu nhu cau, mong mudn cia tung thanh vién dé 1am can cir cho cac chinh sach.

Chinh sach c6 tac ddng manh nhat 1a chiét khau ban 1¢ cao, cac diéu kién vu dii trong hop
dong, phan thuong vat chat va tinh than cho cac thanh vién ban hang giéi. Cac bién phap phat
cling dugc thuc hién dbi vé6i cac thanh vién hoat dong kém.

Chinh sach khon khéo hon 1a chinh sach thiét 1ap mdi quan hé cong tac 1au dai 6n dinh voi
cac thanh vién trong kénh. Hai bén cung ban bac dé din dén mot thoa thuan dap tmg mong doi
ctia hai bén. Cac muc thuong khic nhau twong mg voi cac két qua hoat dong khac nhau theo
thoa thuan d6i voi mdi thanh vién trong kénh.

Phuong phap tht ba 1a ké hoach hoa viéc phan phdi trong kénh. Cong ty thanh lap bo phan
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chuyén trach vé& phan phéi. B phan nay vach ra muyc tiéu, ké hoach, bién phap xuc tién hd trg
tiéu thu. Cong ty hd trg dic luc cho cac thanh vién vé quang céo, khuyén mai, trung bay hang
hoa, huan luyén ky niang ban hang chiam soc khach hang cho cac thanh vién. Cac hoat dong hd
trg d6 1am cho cac thanh vién cam thiy yén tim va gin bo voi cong ty nhu 1a mot thanh vién
trong hé thong Marketing ctia cong ty.
3) Panh gia hoat djng cia cac thanh vién trong kénh
Panh gia cong bang hoat dong ctia cac thanh vién trong kénh 1a viéc lam can thiét. D& lam
didu do, trudc mdi ky ké hoach (thang, quy, ndm) cong ty giao dinh mirc ban hang cho mdi trung
gian trong kénh phan phdi. Cudi ky, cong ty giri “Ban danh gia két qua kinh doanh” ctia mdi thanh
vién cho ho dé ho thay duoc cac thanh tich ciing nhu yéu kém cua minh trong ky.
Day du hon, Cong ty phai dinh ky danh gia cong tac ctia céc thanh vién theo mot s6 céc chi
tiéu da thoa thuén trudc trong hop déng nhu doanh sb dat dugc, cac dich vu cung cép, muc hang
du trit trung binh, thoi gian giao hang trung binh...

8.4. QUYET PINH PHAN PHOI VAT CHAT
8.4.1. Ban chit ciia phan phoi vét chit

Phan phéi vat chit 1a qué trinh bao gém lap ké hoach, thuc hién va kiém tra viéc vén tai va
lwu kho hang hoa tir noi san xuat d&én noi tiéu dung dé dap tng nhu ciu cia khach hang va mang
lai loi nhuén cho nha phan phéi.

Nhu vy, yéu cau co ban 1 cac quyét dinh vé phan phdi vat chat phai dam bao dap tng nhu
cau cua khach hang véi muc chi phi hop 1y. Mudn vdy, can phai quan 1y, phdi hop chit ché hoat
dong cua tat ca cac thanh vién trong kénh phan phdi. Cong cu quan trong hd trg ddc luc cho cong
tac quan 1y 1a cong nghé thong tin. D6 1a mang may tinh, thiét bi dau cudi tai diém ban hang, ma
vach, trao d6i dir liéu dién tir (EDI), chuyén vén dién tir (EFT).

Trong cac loai chi phi, thi chi phi phan phéi vat chat chién ty trong 16n trong tong chi phi
phan phdi. Do véy, van dé kiém soat, quan 1y va tiét kiém chi phi phan phdi co vai trd quan trong.

Vé thanh phan, cac chi phi phan phdi vat chét chinh bao gdm: chi phi vén tai, luu kho, bao
quén, bdc xép hang hoa, giao nhan, phan 16 dong goi hang hod, xir Iy don hang va cac chi phi hanh
chinh. Dé tiét kiém chi phi, cac van dé can giai quyét la: chon dia diém kho hang hop 1y, chon
tuyén van tai toi uu, quan 1y d6i xe van chuyén.

Phan phéi vat Iy ¢6 vai trd quan trong dbi voi viéc dam bao chét luong phuc vu khach hang.
T4 chirc phan phdi vat chat tbt s& dap tmg nhu ciu ciia khach hang, tiét kiém duoc chi phi.
8.4.2. Muc tiéu ciia phan phdi vat chit

Muc tiéu ctia phan phéi vt chat 1a cung cap dung ching loai mat hang, dung s6 luong, ding
chat luong, dung dia diém, ding lic voi chi phi thap nhat.

Day 1a bai toan ti wu da myc tiéu, vi gitra mirc d6 dich vu cung cp va chi phi phan phdi co
mdi quan hé nguoc chidu. Khong hé théng phan phdi vat chit nao c6 thé dong thoi t6i da hoa dich
vu va tdi thiéu hoa chi phi. Dich vu tdt nhit kéo theo murc du trix hang tdn kho 16n, van chuyén
nhanh nhét, t6 chtrc nhiéu kho hang. Va nhu vay chi phi phan phdi ting cao. Nguoc lai, néu giam
chi phi phan phéi thi kéo theo van chuyén kém, dy trir hang thp, it kho hang. Do vy, chi c¢6 thé
tim dugc phuong 4n thod hiép ma thoi.

Pé quyét dinh mirc do dich vu, can phai nghién ctru nhu cau cia khach hang muc tiéu,
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nghién ctru muc d§ cung cép dich vu cta cac d6i thu canh tranh. Tuy vao muyc tiéu chién lugc cta
cong ty, ho co thé quyét dinh mirc do dich vu thap hon, ngang bang, hodc cao hon so véi cac dbi
thu.

8.4.3. Cac quyét dinh vé phan phdi vat chat

Sau khi da x4c dinh dwoc muc tiéu phan phdi vat chat, cong ty phai quyét dinh cac van dé co
ban sau ddy vé phan phdi vat chat: Xir 1y don dit hang nhu thé nao? B4 tri cac kho bii & dau? Can
du trir bao nhiéu hang ton kho? Van chuyén hang hoa nhu thé nao?

1) Xirly don dat hang

Xur Iy don dat hang ciia khach hang 1a khau dau tién cua qué trinh phan phdi vat chat. Muc
tiéu 1 phai kiém tra va xir Iy don hang nhanh nhat c¢6 thé, sau d6 don hang duoc nhanh chong
dugc chuyén qua cac bd phan tiép theo khac dé hoan thién céc thi tuc giao hang nhanh chéng cho
khach hang. Quyét dinh dén van dé xu 1y don hang nhanh chéng, cong ty phai trang bi hé thong
mang méy tinh noi bd két ndi voi bén ngoai dé giao tiép véi khach hang.

2) Quyét dinh vé kho bii du trir hang

Giita san xuat va tidu ding hang hoa thuong c6 sy khong dong bo vé dia diém, khong gian
va thoi gian. Dy trit hang hod 1a viéc can thiét dé dap ing nhanh nhét nhu cau cta khach hang. N6
gitip cho viéc can bang giita cung va cau vé sb luong, thoi gian va khong gian.

Mubn duy trit hang can phai c6 kho bai. Lién quan dén kho bii, cong ty can phai tra 10i nhiing
van dé sau day:

- §6 lwong kho, dia diém kho, quy mé kho?

Néu cong ty c6 nhidu kho phan b & gan khach hang thi s& phuc vu khach hang nhanh hon,
nhung chi phi cua nha phan phéi s€ 16n hon. Do vay, cong ty can can dbi gitra mtrc d¢ dich vu
khach hang yéu cau va chi phi.

- Cong ty nén xdy kho hang riéng hay thué?

Néu xay dung hé thong kho bai riéng, cong ty chu dong sir dung, nhung chi phi s& cao va
kho thay d6i dia diém khi can. Thué kho bai cong cong hodc cia cac nha cung cép dich vu khéc
thi khong chu dong, nhung dé Iya chon dia diém. Noi chung, khi cong ty c6 quy md rat 16n thi c6
thé tu xay dung kho hang va sir dung hét cong suét, dong thoi c6 thé dau tu chuyén sau. Khi cong
ty bé thi nén di thué kho cua céc cong ty khac.

3) Quyét dinh vé khéi hrong hang du trir

Mirc Iuu kho 12 mét quyét dinh ¢6 anh hudng 16n dén mirc do thoa méan nhu ciu cia khach
hang, dong thoi dén chi phi luu kho, va do vay anh hudng dén lgi nhuan cia nha phan phéi. Pay
12 mot bai toan quéan 1y du trit hang ton kho. Dé giai quyét van d& nay, ching ta c6 thé ap dung mo
hinh quan 1y du trit dugc nghién ciru trong mén hoc Toan kinh té.

Dé quyét dinh vé mirc ton kho, can phai biét khi nao thi phai dat hang bo sung, va dit bao
nhiéu. Khi mtc hang ton kho giam, nha quan 1y ciing can biét khi hang ton kho giam dén mic nao
thi dat hang bd xung.

Quyét dinh dit hang tra 11 cau hoi sé luong dat hang 13 bao nhiéu. Cong ty can can bang
giita chi phi xtr Iy don hang va chi phi du trit hang ton kho. S6 lugng don hang t6i vu dugc xac
dinh nhu trén hinh 8.6.
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Chi phi trung binh
trén don vi san pham

Chi phi don vi

Chi phi luu kho trung binh
trén don vi san pham

Chi phi xur Iy don hang
trén don vi san pham

»

0 S6 lwong don hang

Hinh 8.6. Xac dinh sé don dit hang t6i uvu

4) Quyét dinh vé van tai

Pé van chuyén hang hod phai c6 phuong tién van tai. Muyc tiéu cia viéc lwa chon phuong
tién van tai 1a lam sao dap ung dugc yéu cau cua khach hang vé thoi gian va chit luong hang hoa,
ddng thoi v6i mie chi phi ti thiéu.

C6 nhidu phuong tién van tai khac nhau nhu: duong sit, duong thuy, duong bo, dudng hang
khong, duong 6ng. Mdi phuong tién van chuyén c6 vu nhuge diém riéng, phu hop véi cac loai
hang hoa riéng, yéu cau riéng cta khach hang. cong ty ciing ¢ thé xay dung doi van tai riéng,
hoic thué cac cong ty van tai cung cp dich vu vén tai.

Khi Iira chon cac phuong tién van tai, cong ty can quan tim dén 6 yéu td sau day: toc do cua
phuong tién, tan sut giao hang, d¢ tin cdy, kha nang van chuyén cac loai hang ho4, kha nang van
chuyén dén dia diém can thiét, yéu cau vé thoi gian cta khach hang, va chi phi van chuyén.

8.5. MARKETING CUA CAC TO CHUC BAN BUON VA BAN LE
8.5.1. Marketing ciia cic to chirc ban 1é
1) Khai niém

Ban 1¢ 1a cac hoat dong li€n quan dén viéc ban hang hoéa, dich vu truc tiép cho nguoi tiéu
dung cubi cing.

2) Cac loai hinh ban 1é

C6 rat nhiéu loai hinh ban 1é khac nhau. Do véy ciing c¢6 nhiéu tiéu thirc phan loai ban 1é.
Sau day la céc ti€u thitc phan loai ban 1¢ thong dung:

a) Theo tiéu thirc mat hang ban lé, nguoi ta chia ra cira hang ban 1€ chuyén doanh, ctia

hang bach ho4, si€u thi, cura hang tién dung, ctra hang cao cép.

e Cira hang chuyén doanh chuyén ban cac dong san phdm hep, chuyén sau nhu cira hang
chuyén ban vong bi, cua hang quan 4o ngoai ¢d, cira hang db choi tré em, quan 4o 16t phu
nit... Pbi véi linh vue buu chinh vién thong, d6 1a cac diém cung cap dich vu Internet ban
1€, cac ctra hang chuyén ban tem...

e Cura hang bach hoa ban nhiéu loai hang hoa khac nhau, chia ra thanh nhiéu ching loai:
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quén 40 nam, quﬁn ao ntr, thuc phém, dd dién tir ...

e Siéu thi, cling nhu bach hoa, ban nhiéu loai hang hod, nhung khach hang ty phuc vu cho
nén gia ha hon. Trong nhitng nim gan déy, siéu thi phat trién nhanh & cac d6 thi 16n Viét
Nam va trd thanh hinh thirc mua sim vin minh, lich sy véi gia ca chfip nhan duoc.

e Cura hang tién dung la cac ctra hang nho phan tan ¢ cac khu dan cu, ban cac mat hang
phuc vu nhu cau thuong xuyén ctia ngudi tiéu ding, md cira vao tit ca cac ngay trong
tudn tir sang som dén tdi. Gia ban c6 thé cao hon mot it.

e Cira hang cao cap 1a mot s it cira hang ban cac hang hoa chat lwong cao phuc vu cac
khach hang nhiéu tién va yéu ciu cao. Ctra hang cao cp thuong duge dat & cac khu phd
sang trong, trung tim. Vi du nha hang Bodéga canh hd Hoan kiém Ha Noi.

b) Theo mirc @b dich vu khdch hang cung cdp cho ngwoi mua, c6 ba loai cira hang ban 1é:
ctra hang ty phuc vy; cira hang ban 1¢ cung cip dich vy han ché va cac cira hang ban 1é cung cip
déy du cac dich vu.

e Cua hang ban 1¢ ty phuc vu cung cép rat it dich vu khach hang, do vay hang hoa dugc ban
voi1 muc gia thép. O nuée ngoai, cac nha an ty phuc vu thuong dat tai cac truong Dai hoc,
céc co quan 16n dong can bo cong nhan vién. Khach hang ty lay mam bat, thirc an theo
cac mon ché bién sin voi dinh lwong nhat dinh. Loai ctra hang nhu thé nay ciing bat dau
xuét hién tai Viét Nam.

e Cac ctra hang ban 1é cung cap ddy du dich vu thém thuong ban véi gid cao, nham phuc vu
cho khach hang yéu ciu cao. Cac Restorant trong cac khach san cao cép thudc loai nay.
Khach hang xem thwe don va dit mon ché bién theo yéu cau riéng.

¢) Theo hinh thirc bdn, c6 thé chia thanh 2 loai 1a ban 1é qua cira hang va ban 1¢ khong qua
ctra hang. Béan 1¢ khong qua cira hang c6 nhiéu hinh thirc nhu dat hang qua thu, mua hang qua
may ban hang tu dong, mua hang qua dién thoai, mua hang qua mang (e-commerce), ban I¢ tai
nha, Marketing truc tiép.

Buu dién cac nudc ¢ dich vu “Linh hoa giao ngan” (Cash on Delivery - COD) 1a hinh thuc
mua hang qua Buu di¢n. Buu di¢n Viét Nam ciing méi thir nghiém dich vu nay vao nam 2006.
Céc may ban hang tuy dong cung cap nhiéu loai hang hoa thong thuong nhu tem thu, thudc 14,
nudc ngot, bao, keo, vé tau dién, kem danh giay... Hinh thirc ban 1€ tai nha rat phat trién tai Viét
Nam do chi phi lao dong thip ban hang thap. Ban hang qua mang Internet hién nay dang dan tro
nén pho bién tai Viét Nam. Do 1a cac clra hang gdm st Bat Trang, cira hang ban may tinh Blue
Sky, dich vu dién hoa, ban sach qua mang...

Com hop ciing 13 hinh thirc ban hang qua dién thoai pho bién tai Viét Nam.

Hinh thirc ban hang ctia Buu dién c6 thé bao gdm: Ban budn cho cic nha ban lai (Reseller),
ban 1€ tai cac buu cuc cac cép, qua céc dai ly va diém buu dién van hoa x4, ban qua mang (dién
hoa), ban tai nha... Ban hang tai nha 13 hinh thirc ban hang can ap dung dbi v6i cac khach hang
16n cua Buu dién, dic biét 1a trong diéu kién canh tranh ngdy cang gia ting trén thi trudng.

d) Theo hinh thirc sé hitu, bao gdm cac loai cira hang ban 1& doc lap, cac chudi cira hang
clia mot cong ty, cac hop tac xd ban 18, cac dai Iy doc quyén.

o Cdc cita hang déc ldp rat phd bién ¢ Viét Nam, do mot chu tw nhan s hitu va quan 1y, sir
dung nha ctia minh hogc thué cira hang dé kinh doanh.
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o  Chudi cira hang gdm nhiéu cira hang do mot cong ty s hitu, ban cic mat hang tuong tu
nhau. Chudi ctra hang chiu sy diéu hanh tap trung tir cong ty.

Tai Viét Nam, mot sb cira hang kinh doanh dich vu dugc khach hang tin nhi¢m, da bat dau
mé thém mot sb cac clira hang tuong tu tai cac vi tri khac nhau trong thanh phé, hoac vuon ra cac
thanh phé khac trong va ngoai nudc. Do 14 cic chudi khdch san cia mot cong ty co mit tai cac
thanh phd trong va ngoai nudc; cac siéu thi ciia cing mot cong ty nhu chudi siéu thi Corp.Mark
tai Thanh phé Hb Chi Minh; cac nha hang Da lan 1, Da lan 2, Da lan 3 cia cong ty thuong mai tai
Thanh Hoa; cic cira hang ca phé Trung nguyén c6 mit khip céac tinh trong ca nude va ca ¢ nudc
ngoai. Tai Cong hoa lién bang Pirc, cong ty kinh doanh quan 4o “Made in Vietnam” Saigonmex
clia cac Viét kidu da t6 chirc dén trén 30 cira hang ban 1& quan 4o trén dit DPuc (dén thoi diém
6/2006). Ho ciing dang du kién mé thém céc ctra hang tuong tu tai cac nudc khac ¢ chau Au.

e Hop tdc xd bdn [é bao gdm céac nha ban 1¢ doc 1ap tu nguyén lién két lai thanh mot t6
chtrc nham diéu hanh thdng nhit cong viéc kinh doanh dé nang cao kha ning canh tranh.

o Cdc dai Iy déc quyén 1a sy lién két theo hop dong gitra nha san xuét, ban budn (bén chi
quyén) va cac nha ban 1¢ (bén nhan quyén). Bén cha quyén cho phép bén nhan quyén dugc doc
quyén kinh doanh duéi thuong hiéu bén chii quyén trong mét khu vie. Bén nhan quyén phai tuan
theo cac quy trinh quan 1y cia bén chii quyén dé dam bao chit lugng. Thu nhdp cia bén nhan
quyén dugc hai bén thoa thuan va ghi rd trong hop ddng. Hinh thirc nay con dugc goi 1a nhuong
quyén thuong mai.

3) Ciac quyét dinh Marketing ciia cac doanh nghiép ban 1é

a) Quyét dinh vé thi trieong trong diém

Nha ban 1é can c6 dﬁy da thong tin vé thi truong trong diém. Tir d6 xéac dinh duoc hoat
dong cta minh phai dugc dinh vi nhu thé nao trén thi truong d6. Quyét dinh vé dinh vi s& chi phdi
moi quyét dinh khéac. Va moi hoat dong Marketing khac co6 tdc dung cling ¢d sy dinh vi ciia nha
ban 1¢ trén thi truong.

b) Quyét dinh vé danh muc san pham

Nha bén 1¢ phai quyét dinh danh muc san phim ma ho béan, chat lwong san pham , cac dich
vu khach hang kém theo méi loai san phém, va moi truong ¢ cra hang noi ban hang, cung cép
dich vu cho khach hang.

¢) Quyét dinh vé gia bdn

Gid ban I¢ thudng grfm lién véi gia mua vao, va cac dich vy bd sung kém theo. Gia ban 1¢
thuong duogc tinh theo gid mua vao cong lgi nhudn %. Ddi v6i cac nhém khach hang khéc nhau,
nha ban 1¢ can dinh gia khac nhau. Ciing can phai diéu chinh gia khi c6 cic bién dong trén thi
truong.

d) Quyét dinh vé xiic tién hon hop

Nha ban 1¢ cling phai quyét dinh vé cac thanh t6 cua xtc tién hdn hop dé truyén thong cho
khach hang biét. Nhan vién ban hang, noi ban hang ciing 1a mot kénh xtc tién tot.

e) Quyét dinh vé dia diém cira hang

Dia diém ban hang co vai trd quan trong ddi v6i su thu hut khach hang cua nha ban 1é. Do
vay, nha ban I¢ cin phai x4c dinh dugc céc tiéu chuin ding dén dé chon dia diém ban hang.

143



Churong 8: Céc quyét dinh vé phéan phoi

8.5.2. Marketing ciia cac t6 chirc ban budn

1) Khai niém ban buén

Ban budn 1a tat ca cac hoat dong lién quan dén ban hang hoa, dich vu cho nhitng khach
hang 1a doanh nghiép, td chure d€ kinh doanh, hodc phuc vu cho hoat dong cua ho.

Céc nha ban budn c6 nhiing dac diém khac biét so v&i cac nha ban 1&. Thir nhdt, ho thuong
giao dich tryc tiép voi cac khach hang budn ban, do vay ho it quan tdm dén quang cao, dia di€ém
ban hang. Thir hai, nha ban budn c6 pham vi hoat dong rong, khoi lugng hang hoa giao dich 16n.
Thir ba, ho chiu cac quy dinh vé phap luét, thué ma chét ché hon cac nha ban 1¢.

2) Phéan loai ban budn

C6 thé phan loai cac nha ban budn thanh 3 nhém nhu sau:

a) Nha ban buon hang hoa thuc sy

Pay 1a cac doanh nghiép doc 1ap, mua budn hang hoa dé ban lai. Ho co quyén quyét dinh
do6i véi hang hoa.

b) Cdc nha méi gioi va dai ly

Cac nha moi gidi ¢o chirc nang gitp cho bén mua va bén ban gap nhau. Ho khong mua ban
hang hoa. Ho hudéng hoa hong tir cac hop dong moi gioi.

Céc dai 1y dai dién cho bén mua, bén ban dé cung cip hang hoa theo gia ciia bén ban, va
hudng hoa hong dai ly theo thoa thuén.

¢) Chi nhdnh van phong dai dién ciia nha san xudt

Ho 1a dai dién cho nha san xuét dé tiép xtic voi khach hang dé thuc hién mét s6 chirc ning
thuong mai dugc nha san xuat giao pho.

3) Cac quyét dinh Marketing ciia nha ban budn

Nha ban budn ciing phai ra cac quyét dinh Marketing twong ty nhu nha ban 1¢. D6 1a quyét
dinh vé thi truong trong diém; quyét dinh vé danh muc san pham cung cap va cac dich vu kém
theo; quyet dinh ve gia ca va cac chuong trinh xuc tién.

CAU HOI ON TAP VA THAO LUAN
1) Phén tich cac loai trung gian trong kénh phan phéi (*)
2) Phan tich vai tro cia trung gian trong kénh phan phéi
3) Phan tich chirc ning ctia kénh phan phdi (*)
4) Phan tich cac hé théng Marketing khac nhau?
5) Phén tich cac can cir dé thiét ké kénh phan phi?
6) Phan tich cac quyét dinh vé quan tri kénh phan phdi?
7) Phan tich cac dang ban 1¢ hang hoa?
8) Hiy mo ta cac loai kénh phan phdi trong Buu dién va vai tro cua cac doanh nghiép Buu
dién trong cac kénh do.
9) Trong 2 loai kénh phan phdi tryc tiép va gian tiép, kénh nao tot hon?
10) Thuong mai dién tir anh huong nhu thé nao dén kénh phan phéi ciia cic doanh nghiép?

11) Tai sao buu dién khong mé cac buu cuc ma lai mo cac dieém buu dién van hoa xa?
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12) Hay lay mot vi du vé kénh phan phdi cua cac cong ty ma anh chi cho 13 ¢6 hiéu qua.

13) Tu duy “Chi ban nhitng thr ma khach hang can” duoc thé hién nhu thé nao trong céc
quyét dinh vé kénh phan phbi (*)

14) Sau khi Viét Nam tr¢ thanh thanh vién cia WTO, h¢ théng ban 1é cua Viét Nam c6
nhing yéu diém gi va phai chuan bj nhu thé nao? C6 nhing hé thong phan phdi méi niao
xuét hién dé chuan bi nang cao stuc canh tranh cua Viét Nam.

PHU LUC:

1. PHAN PHOI TRUC TIEP HANG HOA- CAC CONG TY NUOC NGOAI THIET
LAP MANG LUOI GIAO HANG TAI VIET NAM

Tai mot thi trn nho cua tinh Thanh Ho4, noi thu nhép cua nguoi dan ca ndm chua du dé
mua mdt doi gidy Nike, nhirng chiéc xe tai hang nhe sic s& cin man chd day hang hoa tir chai
nude ngot Coca dén xa phong Omo, nudc godi dau Clear. Pay 1a chan rét cia mot mang ludi phan
phdi khong 16 cua cac cong ty xuyén qudc gia vion tdi moi mién qué, ngde ngach moi chao cac
"thuong dé" nong dan Viét Nam.

San pham ciia Coca-Cola hién nay da c6 miat & khip 61 tinh thanh trong ca nudc, tham chi
O nhitng vung kho dén nhat. Quay lai thi truong Viét Nam nam 1994, lugng Coca-Cola tiéu thu
nhanh chéng dat d6 ting truong cao, c6 nam tham chi ting gap rudi. Thanh Ho4 tuy nghéo nhung
lai 12 mot trong tinh dan dau vé uéng Coca- Cola & mién Bic. C6 nhing chai sang sém xuét kho
chiéu tbi vo chai di quay tro vé.

Chi trong vai nim, Coca-Cola di kip xay dung cho minh mét mang ludi phan phdi rong
16n hoat dong kha hiéu qua. Sau khi roi khoi day chuyén san xuat, nhitng chai, lon Coca, Fanta,
Sprite s& dugc chat 1én nhitng xe tai hang ning chuyén t6i 14 trung tdm phdn phéi. Tt nhitng
trung tam nay cac san phém lai dugc nhiing chiéc xe tai hang nhe kém theo mdt nhéan vién ban
hang va mét 1ai xe chuyén t6i 150.000 d@iém ban Ié trén khip ca nudc. D6 thu ciia Coca-Cola 1a
Pepsi va nhiéu cong ty 16n khac cta nude ngoai nhu Proconco, Uneliver... cling phan phdi san
pham theo cach thirc twong tu.

Khach hang chi can nhéc dién thoai la ¢6 hang

Dét nude Viét Nam trai dai 2000 km véi dia hinh phirc tap. Do véy, khong phai cong ty
nao ciing c6 du kha ning thiét 1ap dugc mot mang ludi phan phdi dd so dén nhu vay. Phan phdi
tryc tiép 12 ca mot loat van dé rat phuc tap khong chi lién quan dén kha ning tai chinh, kinh
nghiém ma con 1a vin d& quan 1y con ngudi va rii ro.

Lién doanh bia Pong Nam A (SEAB) san xuat Carlsberg va Halida, gan day da tung ra
loai hinh dich vu giao tdn nha kha doc dao cho phép khach hang chi can nhic may dién thoai,
quay s6 va trong vong 15-20 phut da c6 bia giao tan tay, du chi la mot két. Tuy nhién, dich vu méi
cling khong nham tryc tiép vao viéc thu lgi nhudn ma 1a nhiam khuyén khich thoi quen udng
Halida, ddc biét 1a thoi quen udng & nha. Va dé 1am dugc mot viée tudng chimg don gian nhu giao
com hop, SEAB ciing phai lgi dung vao mang ludi phan phdi truc tiép sdn co va kha rong 16n cta
Cong ty gas Ngon Lira Than (dich vu nay ban dau chi dugc thir nghiém han ché & Ha Noi).

Nhirng hinh thitc phan phdi doc déo tuong tu c6 thé ké dén nhu xe ddy ban Coca hay 1a xe
dap rong ban kem Wall. Chinh nhd vao mét hé thong phan phdi vuon tén toi timg khach hang nho
nhét két hop véi cac hinh thirc ban hang doc dao, bat mat va cac chuong trinh quang cao, khuyén
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méi thudng xuyén ma cac tdp doan xuyén qudc gia nay da ha guc duoc khong it d6i thu trong
nudc.

Yéu thé ngay trén sian nha

Nhung khong phai cong ty nudc ngoai nio ciing lam dugc nhu viy. Nhiéu cong ty da phai
b6 cong, bo strc dé tim mot ddi tac Viét Nam co du kha ning phan phdi hang cho minh. Mot
chuyén gia thuong mai nhan xét mang ludi phan phdi cua cac cong ty Nha nudc ndi chung chu
yéu co cum & céc trung tdm tiéu thy 16, tap trung vao cac hop dong gia tri cao dé an hoa hong,
con phan cong viée khac tu cac nha ban 1é xoay xd. Cac cong ty tw nhan mic di ning dong nhung
nhin chung 1 chwa du tiém lyc va do lanh nghé dé c6 thé chi phéi thi truong.

Bén canh d6, kha nang giit chir tin trong kinh doanh va trinh d6 lanh nghé cuia cac nha
phan phdi trong nudc ciing dang gay nén van dé 16n trong viéc quan hé 1am an véi cic cong ty da
qudc gia von rat chu trong dén uy tin san pham.

Motorola 1a mét vi du minh hoa dién hinh. Cong ty nay co bon dai ly tai Viét Nam déu 1a
nhitng cong ty kha 16n va c¢6 uy tin nhat dinh. Motorola bat budc phai dwa ra gidy chirng nhan san
pham chinh hiéu c¢6 in ma s may va dau ciia vin phong cong ty. Tham chi gin ddy Motorola con
thiét 1ap mot duong day nong phuc vu riéng cho khach hang kiém tra may ctua minh mua c6 phai
la chinh hiéu hay khong.

Ning luc tai chinh ciing 1a mot van dé ma cac cong ty nudc ngoai rat quan tam khi lwa
chon nha phan phdi trong nude. Nhiéu hing nudc ngot da phai chimg kién hang ti dong tién hang
d6i non ra di ma khong lam gi dugc vi dai Iy méat kha ning thanh toan hodc chi don gian 1a ho
khong chiu tra tién. Nha may bia Dong Nam A thi c4n trong hon. Cac cira hang mudn lam dai ly
ban bia Carlsberg hay Halida déu phai c6 thé chap, bén canh d6 con phai ky mot hop dong ngan
han v&i nhimg diéu khoan kha chit ché vé thoi han thanh toan tién hang.

Nén kinh té dang trong giai doan chuyén sang co ché thi truong, do vdy nhiéu khai niém
kinh doanh con rat méi mé véi cac cong ty trong nudc. Cac cong ty phan phdi Viét Nam rét
khong chuyén nghiép. Nhiéu nguoi van nghi don gian rang chi can c6 ngudi va xe 1a c¢6 thé lam
phan phdi duoc. Thuc té lai hoan toan khéng don gian nhu vdy, ma can phai co nhan vién phan
phéi chuyén nghiép.

Nhan vién ban hang khong chi biét giao hang thu tién ma con phai ¢6 hiéu biét rat t6t vé
san phdm minh dang béan, c6 kha nang truyén thong, huéng dan nguodi mua va con phai duge dao
tao dé luon ludn biét cach dé cao thuong hiéu san phdm, dé cao hinh anh ctia nha san xuat. Chinh
nhd c¢6 mot doi ngii nhan vién nang dong va trinh d6 am hiéu vé san pham kha cao ma FPT da
dugc hang loat cac hing mdy tinh 16n trén thé gigi nhu IBM, Compaq, Microsoft tin cdy trao cho
quyén phan phéi.

Mot diém yéu khéc cia cac nha phan phdi Viét Nam 13 khong mudn thir nghiém trong linh
vue moi. Ngoai trir mot s6 truong hop hiém hoi nhur Cong ty Ha Thang manh dan dtng ra phan
phéi ché Dilmah, con thi hau hét cic cong ty thudng d6 x6 vao phan phdi nhitng san pham da
thanh cong trén thi truong. Rt nhiéu ngudi mudn ding ra lam phan phdi cho thiét bi dién cua
Clipsal hodc Shneider, trong khi d6 thiét bi dién ciia Legrand ndi tiéng khap chau Au lai khé tim
dugc dai 1y phan phdi. Pon gian chi vi trong khi ngudi tiéu ding binh thudng trong nude hau nhu
chwa biét dén cong tic, cau dao mang nhin hi¢u Legrand thi tir lau ho da quen v6i hang 1au mang
nhén hiéu Clipsal nhap tir Trung Qudc voi gi rat ré.
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Rét kho tim duoc nha phan phdi cho mot san pham méi. No6i chung, cac cong ty Viét Nam
chi 1am céc cong viéc ki thut don thudn, con hau nhu toan bo khau phan phdi (san pham cua cac
cong ty nudc ngoai) 12 do cac cong ty nudc ngoai kiém soat".

2. CHIEM LINH THI TRUONG KIEU TRUNG NGUYEN

Xay dung mot hé thong ban 1¢ ngay trude ngudng cira WTO va su d6 bo 0 at ciia cac "ong
16n" ban 1é nudc ngoai ké ra ciing mao hiém. Thé nhung bao gid trong mao hiém cua an chira
mam méng cua sy thanh cong. o6 1a Iy do ma Trung Nguyén thyc hién y tuéng xay dung G7
Mart.

Viét Nam la mot thi truong mau mo va tiém nang vaéi hon 80 tri€u dan, tbe do tang truong
kinh té khoang trén 8%/nim, tong tidu dung 1én dén 21 ty USD (nim 2005). Pay la thoi diém
thuén loi dé thyc hién y tuong G7 Mart.

Giam dbc ciia cong ty Trung nguyén tuyén bd: St mang ciia G7 Mart 1a xay dung hé théng
phan phdi s6 1 Viét Nam, gop phan dua duoc hang Viét Nam ra toan cau. Day 13 mot hé thong
phan phdi ciia Viét Nam nham giir vitng hé théng phan phdi hang hoa tiéu dung tai Viét Nam, xay
dung cong ly phan phéi; hd trg manh mé chién lugc phat trién thuong hi¢u Viét; tro thanh sy dbi
trong voi cac hé théng phan phdi cua tdp doan nude ngoai. Vi vay chién luge kinh doanh bude
dau cua G7 Mart 1a: phat trién manh mang lu6i phan phéi dua trén nén tang cac dai Iy sin c6
trong khip ca nudc, xay du hé thdng quan 1y va hau can manh mé&; hop sic voi nha san xuat...
Nganh hang kinh doanh chu yéu cia G7 Mart 1a thuc phdm ngot, thuc phdm min, hod my pham,
ruou bia nudc giai khat, thude 14; thudce tay, bao chi, thé dién thoai tra trudc; quang cao, tu van,
dich vu thanh todn hoa don, mady ATM, di¢n thoai cong cong... Pén nay, G7 Mart da chon dugc
du sb lugng cac nha phan phdi, dai 1y si 1é trén toan qudc du tiéu chuin va cho ho ding ky tham
gia tr¢' thanh thanh vién cta hé thong phan phdi G7 Mart. Nhiéu nha dau tu 14 tu nhan va cac phap
nhan nhu ngén hang, cong ty tai chinh da ding ky trd thanh ddi tic cung ung von. V& phia G7
Mart, hé théng nhan sy da hinh thanh va hoan chinh vao thang 2/2006. Trong quy I nam 2006, G7
Mart s& ky hop dong chinh thirc v6i cac nha cung cdp. Nhiéu nha dau tu, ngan hang, cong ty tai
chinh di dang ky tré thanh déi tac cung cap vén. Vé phia G7 Mart, hé thong nhan sy da hinh
thanh va hoan chinh vao thang 2/2006, hé thong IT s& cai dit chay khong tai vao 15/2/2006. Cong
ty cho biét quy trinh nghiép vu, hé thong dao tao di chuan bi xong va cé thé van hanh ngay lap
tac.

Theo cac nha chuyén mén, khi hé thong nay di vao hoat déng, cac doanh nghiép san xuét
cia Viét Nam c6 dugc mét kénh phan phdi méi hiéu qua tron goi va truc tiép dén nguoi tiéu
dung. Nguoi tiéu ding ciling s& tiép can mot phong cach ban 1& mai, hién dai, gia ré, tién loi va
rong khép ca nuodc déng thoi huong loi tir cac dich vu tién ich ctia G7 Mart.

3. XU HUONG NHUQNG QUYEN THUONG MAI

Xuat phat tir mot ctra hiéu nhé & Bic My, ngay nay nghé thuit niu nuéng cta Harland
Sanders di c6 mit tai 92 nudc trén thé gidi (ké ca Viét Nam). Hon 600 cira hang trén toan nudc
M§ va ca Canada dé bi chinh phuc. Nam 1986, tip doan Pepsi di phai tra 840 triéu USD dé tro
thanh chu cua thuong hiéu ga ran Kentucky (Kentucky Fried Chicken - KFC).

Kinh doanh kiéu KFC theo thuit ngir tiéng Anh goi 1 franchising, tam dich 13 chuyén
nhuong thuong hiéu (hay 1a “Nhuong quyén thuong mai”).

Cau chuyén vé mén ga ran Kentucky
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Pau thap ky 50 khi cong viéc kinh doanh ctia Harland Sanders dang "thuan chéo mat mai",
d6t nhién chinh phit My lai ¢6 y dinh xay dung mot xa 16 xuyén qudc gia chay ngang qua thi trin
Corbin, bang Kentucky noi 6ng ¢6 mot hiéu dn nho nho. Thay trudc nhitng bat lgi, Harland
Sanders di quyét dinh ban ctra hang va bat ddu mot cudce phiéu luu méi. Vi kinh nghiém nau an
hang chuc nam, Harland Sanders da xay dung dugc mdt cong thurc ga ran doc ddo voi 11 loai gia
vi dic biét va k¥ thuat ndu bang ndi ap sut. Sau ndy, néu nha hang nao chap nhén thi ong s&
truyén lai bi quyét va thu vé 5 cent (xu M¥) trén mdi dau ga béan ra.

Chuyén nhuong thuong hi€u 1a mdt hinh thirc kinh doanh, theo d6 mdt bén cho bén kia st
dung thuong hi¢u cua minh v6i mot hay nhiéu loai hang hoa, dich vu kém theo viéc cung cép cac
dich vu, k¥ thuat, k¥ niang diéu hanh, bi quyét kinh doanh va thu lai mot khoan phi. Nhu vay,
franchising khong chi don thuan 1a chuyén giao mot thuong hiéu nhu cac hgp dong li-xang hay 1a
chuyén giao cong nghé nhu trong cac hop ddng chuyén giao cong nghé. N6 1a sy chuyén giao ca
mot hé thdng bao gdm tir thurong hiéu cho dén cdc van dé ky thudt va quan Iy,

Hinh thirc kinh doanh nay c6 thé gitp cho chu thuong hiéu nhanh chéng phat trién kinh
doanh, khuéch truong san pham, nang cao thi phan ma khong can phai bo nhiéu vén. Vi khong
phéi bé v6n nén rii ro trong kinh doanh dbi véi ho twong ddi thap. Néu viéc kinh doanh gap kho
khan thi nguoi nhan chuyén nhugng thuong hiu, tirc 1a nguoi bo vbn dau tu, s& chiu rui ro chit
khong phai 1a nguoi chuyén nhuong thuong hiéu. Vé phia nguoi duge chuyén nhuong ciing co
thuan loi. Mi doanh nghiép khi khéi sy déu phai lam moi thtr tir ddu. Tir viéc nghién ctru dé co
thé dua ra mot san phiam phu hop véi nhu cau ciia nguoi tiéu ding cho dén xay dung phuong
thtrc kinh doanh, quan ly.

Nguoi dugce chuyén nhugng thuong hi¢u, vi du nhu cac cua hang ban KFC, thi lai khac.
Mit hang ma ho kinh doanh ttrc ga ran KFC d3 ¢ tén tudi, chd dung trén thi truong. Ho ciing &
duoc dao tao vé cach thirc kinh doanh, hd trg vé mit quan ly hoac kinh nghiém xt ly cac tinh
hudng trong kinh doanh. Tém lai, ho dugc cung cip han mot cong thirc kinh doanh véi cac budc
di cu thé, con lai chi 1a thuc hién lam sao cho tdt. Ngoai ra, nguoi dugc chuyén nhuong cling tiét
kiém chi phi quang c4o va mua sdm thiét bi.

Chuyén nhuong thuong hiéu 14 mét mo hinh rat tét cho cac DN moéi thanh 1ap. N6 giup ho
tranh dugc nhimg thét bai trong nhitng budc dau tién. Mot chuyén gia cho biét biét, khoang mot
nira s6 DN méi thanh 1ap phai déng cira trong vong 5 nim dau hoat dong, do nhiéu nguyén nhan
trong d6 chu yéu 1a do khong biét quan 1y.

Tuy nhién, chi phi d& mua mot thuong hiéu ndi tiéng khong phai 1a it. Chang han, dé mo
cac trung tim ddo tao 1ap trinh vién dudi cai tén Aptech - mot cong ty dao tao tin hoc ndi tiéng
cia An D¢ - FPT da phai bé ra mot s tién khoang 100.000 USD. Khong phai cong ty nio ciing
san sang bo ra mot khoan dau tu nhu vdy. Bén canh khoan phi chuyén nhuong tra mot 1an nay,
ngudi dugc chuyén nhuong ciing phai tra thém mot khoan dinh ky tinh theo ti 18 phan trim trén
doanh thu (chtr khong phai loi nhuan). Vi vy, ngay ca khi ho kinh doanh 16 thi ho van phai tra
khoan tién nay. Mat khac, hgp dong chuyén nhuong ciing s& dit ra mot loat cic rang budc ma
ngudi dugce chuyén nhuong phai thuc hién, tir d6 lam han ché muc do quan 1y cong viée kinh
doanh ctia minh.

Loi va thiét cho ci bén chuyén nhwong

V& phia nguoi chuyén nhuong cling c6 nhirng bét loi: di tac cia ho thuong cé xu hudng
tr¢ thanh ddi thu canh tranh cia minh. Ngudi nhan chuyén nhugng 14 nha dau tu (ddi tic) cht
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khong phai nhan vién va tim ra ho khé hon 13 tuyén nhan vién, quan 1y ho ciing khé hon. D¢ 1a
chua noi dén nhitng d6i twong chi mong c6 co hoi "an cip" bi quyét kinh doanh chir khong hé co
tinh than hop tac kinh doanh. Pac diém nay khién cho kinh doanh chuyén nhwong thwong hiéu
kho c6 thé phat trién & nhimg noi ma hé thdng phap 1y con chwa di manh. Bat chap nhimg nhuoc
diém d6, chuyén nhuong thwong hiéu van dugc xem nhu 1a mot con duong 1y tudng cho cac
doanh nghiép tré thir strc minh trén thuong trudng véi chi phi va rai ro thap nhét.

Chuyén nhwong da tré thanh mdt xu huwéng

Chuyén nhuong thuong hiéu ciing 1a mot cong cu hiéu qua cho cac cong ty khong co thé
manh vé tai chinh, nhung lai mudn nhanh chéng khuéch truong san pham cta minh. Khong chi
trong linh vuc an udng, cho dén nay hinh thirc kinh doanh chuyén nhugng thuong hiéu da c6 mat
0 75 nganh kinh té tir dich vu vi tinh, giao duc dao tao cho dén khach san, dau khi, giao thong van
tai. Tai My c6 ti nira triéu DN dang hoat dong dudi thwong hiéu ciia cong ty me; 1/3 doanh s6
ban 1¢ 1a do cac cong ty mua thuong hi¢u dong gop.

Mo hinh kinh doanh chuyén nhugng thwong hiéu rat dugc cac cong ty vira va nho cia
Canada wa chudng. Hién nay, & Canada c6 khoang 1200 thuong hiéu dugc chuyén nhugng voi
phi chuyén nhugng trung binh 1a 23.000 USD. Tinh tong s6 c6 téi 76.000 cira hang hoat dong
trong hé thong chuyén nhuong thuong hiéu tir ban hoa tuoi, cac tiém giit 1 cho dén cac diém ban
hang ty dong. Trong do6, linh vuc khach san chiém dén 40% thi truong chuyén nhuong thuong
hiéu. Ong Francis Uy cho biét thém, hién nay mot sé cong ty Canada, dic biét 1a trong linh vuc
thue pham, banh keo rat mudn tim déi tac VN dé chuyén nhuong thuong hiéu.

Chuyén nhuong thuong hi¢u & Viégt Nam

O Viét Nam, mé hinh franchise con rat méi mé véi cac doanh nghiép, nhung theo du doan
chi trong mot khoang thoi gian ngin sip t6i, cac doanh nghiép Viét Nam s& tiép can va dy chinh
1a thoi diém thuan loi cho md hinh franchise bung nd véi hang chudi thuwong hiéu Viét Nam Xuét
hién trén thi truong qudc té. Néu nhu trude ddy cc thuong hiéu nudc ngoai con e dé khi xuit
hién & thi truong Viét Nam thi nay, ngudi tiéu dung Viét Nam di tiép can nhirng san pham co
thuong hi¢u noi tiéng nhu KFC, Mac Donal’s...

C6 thé noi, franchise chinh 1a nhdn bin mé hinh kinh doanh. Tiép can véi franchise 3
nam nay, thuong hiéu Phé 24 da di dugc nhiing budce kha nhanh véi 35 cira hang ¢ Viét Nam va
3 ctra hang & nudc ngoai, voi két qua nay, trong nam 2007, Phé 24 s& ¢ 80 cira hang ¢ Viét Nam
va s& mo rong thuong hiéu nay dén Singapore, Malaysia, Thai Lan, Pai Loan, Hong Kong, Han
Québc, Nhat Ban.

Ngoai nhitng wu diém trén ddy, chuyén nhuong thuong hiéu ciing c6 nhitng khé khin
thach thirc ddi v6i nguoi chi thuong hiu. D6 chinh 1a viée kiém soat quan tri ddi v6i doi tac ma
0 do viéc bao trg thuong hic¢u 1a quan trong hon ca. Ludt Thuong mai da danh hén mot chuong vé
franchise va méi ddy, So Thuong mai TPHCM ciing da c6 vian ban huéng dan. Dy kién, sau khi
Viét Nam gia nhap WTO thi nhitng doanh nghiép nao chon hinh thirc kinh doanh franchise s€ bt
di rat nhiéu rui ro. Thyc té cho thdy hinh thirc nay nd 16 & cac qudc gia co nén kinh té phat trién.
O Viét Nam, néu doanh nghiép khong nhanh chéng tiép can voi hinh thice nay thi s mat di co hoi
phat trién va hoi nhap véi nén kinh té thé gidi.
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CHUONG IX
CAC QUYET DINH VE XUC TIEN
YEU CAU
Sau khi nghién ctru chwong nay, hoc vién can nim dugc cic van dé sau:
e Ban chéit, vai tro caa xtc tién
e NOoi dung céc thanh td cua chién luge xuc tién
e M5 hinh truyén théng Marketing

e Lién hé véi cac chién luoc xuc tién dang dugc thyc hi¢n trén thi trudong
NOI DUNG
9.1. KHAI QUAT VE XUC TIEN
9.1.1. Ban chit ciia xic tién

Xuc tién (promotion) 14 cac hoat dong truyén tin vé& san phdm va ban than doanh nghiép t6i
khach hang nham thuyét phuc ho tin tuéng va mua san phiam. Do vy, ngudi ta con goi déy 1a cac
hoat dong truyén thong Marketing (Marketing communication).

Xdc tién c¢6 cac muc dich co ban 1a théng bdo, thuyét phuc va nhdc nhé dbi twong nhan tin.
Qua cac ndi dung thong di€p, doanh nghiép thong bao cho khach hang vé sy ¢6 mit cua san phém
trén thi truong, thuyét phuc ho vé cac uu viét cla san phém SO V01 cac san phém canh tranh, va
nhic nhé ho nhé dén san phdm khi ¢6 nhu ciu.

Xc tién 1a mot thanh t6 quan trong hd tro dic luc cho cac chién lugc Marketing mix khac.
Céc chién lugc va chién thuét Marketing khac duge xay dung hoan hao s€ gitip cho vi¢c giam bot
hoat dong xuc tién. Tuy nhién, cé rat it cac dich vu, chu yéu la cac dich vu dugc cung cép trong
mdi trudng canh tranh lai c6 thé bo qua dugc vai trd ciia xtc tién, yém trg. Hon nila, ngdy nay chu
ky sdng cua san pham ngdy cang ngin, cho nén quan diém “hitu xa tu nhién huong” khong con
phu hop nira.

Thong qua chién luoc xtc tién, doanh nghiép thong tin cho khach hang tiém nang biét
duogc nhimng loi thé cua san phdm. Do vy, chién luge xtc tién giup doanh nghiép ting doanh sb
cua cac san phém hién tai, tao ra su nhan biét va wa thich ctia khach hang ddi véi san phém moi,
va xdy dyng mot hinh anh tot dep vé doanh nghiép. Tuy nhién, doanh nghiép can phai két hop
chién Iuge xtc tién véi cac thanh t6 khac ctia Marketing hon hop dé tao ra hiéu qua téng hop. Xuc
tién ciing gitup cho doanh nghiép quang ba thuong hiéu.

Xuc tién 1a mot thanh t6 trong Marketing mix nham tac dong vao thi truong muc tiéu.
Nhung ban than chién luge xtc tién lai 1a mot hdn hop gdm cac thanh t sau day:

e Qudng cdo (Advertisement): Pay 1a cac hoat dong gidi thiéu gian tiép va dé cao san pham
nham thuyét phuc khach hang mua. Quéang cdo duoc thyc hién theo yéu ciu cua doanh
nghiép va ho phai tra cac khoan phi ton quang cdo cho cac to chirc thuc hién cac khau
khac nhau trong qua trinh thuc hién quang cdo nhu tu van, thiét ké, t6 chuc thuc hién cac
chuong trinh quang cdo...doanh nghiép c6 thé quang co théng qua cac phuong tién nhu :
phat thanh, truyén hinh, bao chi, quang cdo ngoai troi. ..
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e Quan hé véi cong ching (Public Relation) 14 cac hoat dong truyén thong gian tiép cua
doanh nghiép nham gay thién cam ciia cong chung véi doanh nghiép va san phim cua no.
Quan hé voi cong ching dugc thuc hién dudi nhiéu hinh thtrc nhu ban tin, bao cdo hang
nam cua cong ty, cac hoat dong tai trg, tir thi€n, van dong hanh lang, td chire sy kién. ..

o Tuyén truyén (Publicity): Day 1a cac hoat dong truyén thong nhim ting uy tin, ting thién
cam cua cong chung dbi voi doanh nghiép, kich thich gian tiép nhu ciu tiéu ding san
pham cua ho. Doanh nghiép khong phai tra tién cho cac phuong tién truyén thong nhu
quang cdo. Tuyén truyén c6 thé duoc coi 1a mot dang ddc biét cia “Quan hé voi cong
chung”.

e Khuyén mai (Sale promotion) 12 cac bién phap ngan han, hd tro cho quang cdo va ban
hang nham khuyén khich, kich thich khach hang cudi cing mua san phdm cua doanh
nghiép, dong thoi khuyén mai ciing kich thich cac nhan vién hang va thanh vién khac
trong kénh phan phdi ctua doanh nghiép tich cuc ban hang (khuyén mai nham vao cac
trung gian phan phdi duoc goi 1a “Trade promotion™).

e Bdn hang truc tiép (Personal selling): 1a qua trinh tiép xtc truc tiép giita khach hang va
nhan vién ban hang nham tu van, gidi thi¢u, thuyét phuc khach hang lga chon va mua san
pham. Ban hang truc tiép phai tudn theo mot quy trinh nhét dinh. Tuy nhién, n6 thién vé
mot ngh¢ thuat hon 1a mdt khoa hoc, vi n6 doi hoi nguoi ban hang phai sang tao, linh hoat
g xtr v6i vo van tinh hudng ban khac nhau, d6i tugng khach hang khac nhau.

Trong mdi thanh t6 néu trén cia xuc tién, ngudi ta lai str dung nhiéu cong cu khac nhau
dé truyén thong, tac dong dén cac dbi tuong khach hang khac nhau. Chiing ta s& tim hiéu chi tiét
van dé nay & cac phan sau cua chuong nay.

Pé dam bao hiéu qua cua truyén thong, cac cong ty thuong thué cac cong ty quang cao
soan thao cac thong diép truyén thong, thué cic chuyén gia khuyén mai xay dung cic chuong
trinh khuyén mai, thué cc chuyén gia vé quan hé cong chiing xay dyng hinh anh tét dep vé cong
ty trong con mét cong chiing. Cong ty con can phai huan luyén doi ngii ban hang vé k¥ ning giao
tiép, ban hang va cham soc khach hang. Ngoai ra, dé dam bao tinh khach quan, cic cong ty con
thué cac cong ty chuyén danh gia cong tic chim séc khach hang tai cac diém ban hang cua doi
ngil nhan vién ban hang cia minh dudi hinh thie khach hang bi mat. Tir d6, cong ty biét duoc
thuc trang tinh trang cham soc khach hang ¢ céc ctra hang cta cong ty. Pay 1a can ctr quan trong
dé cong ty ra cac quyét dinh vé cham séc khach hang.
9.1.2.Céc yéu té anh huéng dén chién lwgc xic tién hén hop

C6 bdn yéu td can phai xem xét khi thiét ké chién luoc xuc tién hdn hop. D6 1a: Thi truong
muc tiéu; Ban chat cta san pham; Giai doan ctia chu ky sdng ctia san pham; S6 lwong kinh phi chi
tiéu cho xtic tién.

1) Thi trwong muc tiéu:

Thi trudng muc tiéu chinh 1a “khach hang” cia cic chuong trinh xuc tién. Viéc lya chon
phuong phap xuc tién phu thudc vao 4 bién sb sau ddy cua thi truong muc tidu:

e Su sdn sang mua. Thi trudng muc tiéu c6 thé & mot trong sau giai doan sin sang mua. Do

13: nhan biét, hiéu biét, c¢é thién cam, wa chuong, tin twong, hanh dong mua. Vi du nhu &

giai doan nhdn biét, ngudi ban can thong tin cho khach hang biét vé san phim qua mot

chién dich quang cdo. Dé tao ra sy wa thich can phai so sanh véi cic san pham canh tranh
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dé khach hang thiy su vu viét ciia san pham ciia minh so v6i san pham canh tranh.

Pham vi dia Iy cua thi trieong. Béan hang truc tiép phi hop v6i mot thi trudng co dia ban
nho. Con dbi voi cac dia ban rong thi quang cdo 1a phu hop.

Loaqi khach hang. Cac loai khach hang khac nhau thi can str dung cic cong cu truyén
thong khach nhau, ndi dung va hinh thtrc truyén thong khac nhau. Vi du nhu déi véi
khéach hang cong nghiép, thi ban hang ca nhan c6 hiéu qua hon.

Mire d6 tdp trung ciia khdch hang. Néu khach hang cang dong thi quang céo ¢6 tac dung

hon. Néu it khach hang, thi ban hang ca nhan 14 phu hop.

2) Ban chit ciia san phim

Gid tri don vi. Cac san pham gia tri thap nham vao thi truong quang dai. Do vay sir dung

quéang céo 1a thich hop. San pham c6 gié tri cao phti hop vé&i ban hang truc tiép.

Khi nguon tai chinh
dodi dao

Khi thi truong trai
rong voi nhiéu khach
hang

Khi san pham 14 tiéu
chuén hoa

San pham co gia tri
don vi thap

San phdm khong thudc
loai ky thuat

Dé dung

<

Yéu t6 chinh trong
Xuc tién hon hop la:

Quang cdo [Ban hang

™\

N
7

Khi nguén tai chinh
han hep

Khi thi truong tap
trung vé dia du voi s6
luong nho khach hang
Khi san phdm mang
tinh c4 biét

San pham co gia tri
cao

San pham thudc loai
ky thuat

Phtre tap khi dung

Hinh 9.1 Anh hudng cua cac yéu t6 tai chinh, san pham,
thi trudng dén chién lugc xuc tién hdn hop
e Tinh cd biét ciia san pham. Quang cao phi hop véi cac san pham tiéu chuan hoa. Ban
hang truc tiép phi hop vdi san pham ¢4 nhan hoa.
e Cadc dich vu trudc va sau ban hang. Cac dich vu nay cang nhiéu thi cang phu hop véi ban
hang truc tiép, vi chi ban hang truc tiép méi c6 thé cung cdp dwoc cac dich vu khach
hang day d.
3) Cac giai doan ciia chu ky song
Tuy thudc vao giai doan ciia chu ky séng ma lya chon céac thanh té cta xuc tién hdn hop -
promotion mix (xem hinh 9.2).
4) Su sin c6 ngudn von
Vén 1a diéu kién tién quyét dé thyuc hién cac chuong trinh xtc tién. Cac cong ty du gia von
thudng ting cudng quang cdo. Cac cong ty it vén chil yéu dira vao ban hang truc tiép hay lién két
quang cio.
5) Chién hrgc dély hay kéo dugc lua chon
Chién lugc xtc tién nham vao cac trung gian dugc goi la chién lugc déy. Chién lugc xtc
tién nham vao ngudi tiéu ding cudi cung duoc goi 1a chién luge kéo.
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Trong chién lugc day, cac chién luge xtc tién hay dugc ding 13 ban hang truc tiép va

khuyén mai céc trung gian nham day san pham chuyén qua céc trung gian trong kénh phan phdi
dén khach hang cudi ciing. Loai chién lugce ndy pht hop véi cac san pham phuc vu cac nha kinh

doanh cling nhu cac hang ti€u dung khac nhau.

Cac giai doan cua chu ky song

Chién lwoc xtc tién

Giai doan dwa san pham maoi

ra thi truong

Thong tin va gido duc khach hang tiém ning.
Cho ho biét 1gi ich cua san phém

Nguoi ban can kich thich nhu cau so cdp - nhu
cau d6i vai 1 loai san phém, chua phai nhu cau
Ivra chon 1 nhan hiéu cu thé

Nhan manh dén ban hang truc tiép, trung bay
san pham.

Giai doan tang truong

Kich thich nhu cau lwa chon nhan hiéu. Nhan
manh dén quang cdo. Cac trung gian chia sé
nhiém vu xuc tién.

Giai doan bdo hoa

Dung quang cao dé thuyét phuc nhiéu hon 1a
thong tin.

Giai doan suy thodi

Cham dut cac no lyc xuc tién trir khi muon lam
song lai san pham.

Hinh 9.2 Anh huéng ctia céc giai doan khac nhau trong

chu ky song dén chién lugc xtic tién hdn hop

Chién lugc kéo st dung nhiéu quang cdo, khuyén mai nham tryc ti€p vao nguoi tiéu dung

cubi cung dé tao ra nhu cau kéo hang hoa doc theo kénh phan phdi qua cac trung gian trong kénh.

9.2. CAC BUOC TIEN HANH
9.2.1. M hinh truyén thong

Qua trinh truyén thong Marketing tuy rat da dang, tuy nhién c6 nhiing dic diém chung. M

hinh sau déy sé& khai quat hoa qua trinh truyén thong Marketing:

Ngudi giri tin [—»|Mahoa TT [—|THONG PIEP || Giai ma Ngudi nhén
Kénh thong tin
<«—| Nhiéu S
k——| TT phan hoi l Phén tng lai

Hinh 9.3 M6 hinh truyén théng Marketing
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Giai thich cac yéu tb trong mo hinh:

- Nguweoi giri: 1a chu thé cua qua trinh truyén thong. D6 1a doanh nghiép thuc hién cac hoat
dong truyén thong.

- Ma hod: 14 viéc ding cac ngdn ngir truyén thong dé chuyén cac ¥ tuong truyén thong
thanh cac hinh thirc c6 tinh biéu tuong sao cho thuan tién cho nguoi nhan tin linh hoi dugc y
tudng do.

Vi du: Dé quang cdo dau an Neptuyn, ngudi ta dua ra hinh anh ca gia dinh ngdi ciing n
com vui vé dé noi 1én s 4m cing gia dinh nho st dung dau an Neptuyn.

- Gidi md: 13 qua trinh ngudi nhan tin xtr 1y thong diép truyén thong Marketing ctia chii thé
truyén tin dé hiéu y tuong cua chu thé mudn truyén dat.

- Nguwoi nhdn tin: 13 khach hang muc tiéu ma chu thé truyén tin (doanh nghiép) dang mudn
thuyét phuc.

- Phan ung dap lgi: La nhitng phan tng cua nguoi nhén tin sau khi linh hoi thong di€p.

- Théng tin phan hoi: Thong diép tir ngudi nhan tac dong tro lai ngudi gui tin. Qua thong
tin phan hoi, ngudi giri tin biét dugc hiéu qua cua chuong trinh truyén thong.

- Nhiéu: 1a céc tac dong dén thong diép 1am cho né sai léch so vé6i trang thai ban dau.
Nhidu c6 thé 1a do méi truong vat 1y gay ra (tiéng 6n), c¢6 thé 1a do nguoi giri tin khong hiéu dugc
quan diém, nén tang van hod ctia ngudi nhén tin.

Tim hiéu mé hinh nay cho ching ta dinh huéng dang dan trong qua trinh truyén tin. D6 1a
xé4c dinh o d6i tugng nhan tin, xac dinh cac phan g cua nguoi nhan tin, xac dinh théng diép gui
di, lya chon kénh truyén tin, thu nhéan thong tin phan hdi.

9.2.2. Xac dinh nguwoi nhan tin

Ngudi nhan tin chinh 13 thi trudng muc tiéu cta cong ty. D6 ¢ thé 1a khach hang hién tai,
khach hang tiém 4n cua cong ty, nhimg ngudi tham gia vao quyét dinh mua (nguoi sir dung,
ngudi quyét dinh, nguoi anh hudng...). Ngudi nhan tin ciing ¢ thé 1a cong ching ma cong ty
dang mudn gy anh huong, gy thién cam. Biét 16 ddi twong nhén tin gitp cho chung ta chon phu
hop chu dé truyén thong, ndi dung thong diép, phwong tién truyén tin, ddi twong nhan tin, tirc 1a
tra 101 duoc cac cau hoéi sau: what, how, when, where, whom to communicate?

Dbi twgng nhan tin c6 thé 14 cac ca nhan, cac nhom ngudi hay cong ching nao do.

9.2.3. Xac dinh phan rng ciia nguoi nhan tin

Hiéu qua ciia qua trinh truyén thong chinh 1a thai do tich cuc cua ddi tuong nhan tin sau khi
linh hdi thong tin. Do vay, doanh nghiép can xac dinh trang thai hi¢én tai va trang thai sau khi
truyén thong cua ddi twong nhén tin. Can cir vao d6 dé quyét dinh hoat dong truyén thong tiép
theo.

Hanh vi mua hang 1a két qua ciia mot qua trinh thong qua quyét dinh dai. Do vay, khi tién
hanh truyén thong Marketing doanh nghiép can phai biét tai thoi diém nhét dinh nao d6 khach
hang myc tidu dang & trang thai nhan thirc ndo va can phai dwa ho sang trang thai nao?

Chung ta can hiéu sau trang thai khac nhau cia khach hang muc tiéu lién quan dén qua
trinh truyén thong. D6 13: nhdn biét, hiéu biét, ¢ thién cam, wa chudng, tin twéng, hanh dong
mua.
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1) Nhin biét

Chu thé truyén tin can biét khach hang muc ti€u ciia minh da nhan biét dén murc nao vé san
pham chdo ban va vé cong ty? Néu qua diéu tra cho thiy khach hang it nhan thic vé san pham,
hay vé cong ty, thi nhiém vu ciia chuong trinh truyén thong phai 1 ting thém sy nhan biét ctia
khach hang vé san pham, vé cong ty. RS rang 1a khi khach hang khong biét thi ho khong mua.

2) Hiéu biét

Nhan biét méi chi 1a budc dau. Co thé khach hang nhan biét dich vu Internet nhung khong
hiéu rd loi ich, gia ca, chét lugng... khi ding Internet mang lai cho ho thi ho cling khong thiét tha
mua. Do viy, can phai lam cho khach hang hiéu vé san pham va vé cong ty.

3) Thién ciam

Khach hang co thé hiéu biét vé& san pham dich vy, vé cong ty, nhung ho khong cé thién
cam thi kho 1ong ma ho mua hang hoé dich vu cua cong ty. Chang han, néu doanh nghiép diéu tra
cho thay khach hang khong co6 thién cam voi VNPT, gan cho VNPT t6i doc quyén, clra quyén.
Khi d6 cong ty phai tién hanh mot chién dich truyén thong dé xay dung thai do thién cam cua
khach hang. Néu doanh nghiép diéu tra thiy rang su nhan biét ciia cong ching vé thuong hiéu
VNPT con han ché, thi can phai xdy dung mot chuong trinh xtc tién dé nang tim nhén thirc cua
cong chung vé thuong hiéu VNPT, gin lién v6i qua khtr 60 nim cta Buu dién.

Pé danh gia thién cam cua khach hang, céng ty co thé tién hanh nghién ctru thi trudng. Cau
hoi phong van vé thién cam can chia thanh cc nic thang khac nhau dé hiéu ré mirc do thién cam
ctia khach hang (R4t khong wa, khong ua, thd o, wa thich, rat ua thich).

4) Ua thich

Tuy khach hang c6 thé co thién cam véi san pham, nhung ho khong wa thich bang cac san
pham canh tranh. Dé thay doi tinh cam ctia khach hang, can phai xay dung mot chién dich truyén
thong. Dé tao ra sy wa thich can phai so sanh véi cac san pham canh tranh d& khach hang thiy su
wu viét ciia san phdm ciia minh. Tai Australia, cong ty vién thong Optus di so sanh gia cudc cua
n6 so véi gia cude cua Telstra, trong khi d6 Telstra so sanh chung loai san pham phong ph cta
minh so v6i cua Optus...

5) Tin twong

Khach hang wa thich mdt san pham, tuy nhién ciing c6 thé ho chua tin tuong 13 can phai
mua né. Liuc d6 muc tiéu ctia chuong trinh truyén thong 1a 1am cho khach hang tin 1 can phai
mua san pham.

6) Hanh dong mua

Khach hang c6 thé trai qua tit ca nim budc trén, nhung ho van c6 thé ling chimg chua
quyét. Khi d6 muc tiéu cta chuwong trinh truyén thong Marketing 1a thuyét phuc ho mua ngay. Céac
thu thuat dugce dung & day co thé 1a chao hang gia thdp, mua hang c6 thuong, cho dung tht, thong
tin rang thoi gian khuyén mai c6 han, sé luong khuyén mai c6 han...

Co thé rat gon 6 budc trén thanh ba mic do sau:

e Nhdn thirc (biét, hiéu),

e Cam thu (c6 thién cam, wa chudng, tin tuong), va

e  Hanh dong mua.
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+ Attention : Gay sy chuy
+ Interest : Gay su thich thu
AIDA + Desire  : Gay uéc mudn mua

+ Action  : Din dén hanh dong mua

Hinh 9.5 M0 hinh AIDA

9.2.4. Chon phuong tién truyén thong

Cin cir & chon kénh truyén thong la:

¢ Dic diém cua d6i tugng nhan tin

e Dic diém cta kénh truyén thong

Nhu vay, mudn chon kénh truyén thong pht hop, ching ta phai hiéu rd d6i tugng nhan tin
vé nhiing kénh thong tin ma ho ua thich sir dung. Chéng han, ddi tugng hoc sinh, sinh vién thanh
phd quen thudc voi Internet thi ddy 1a mot kénh truyén thong nhanh chong va hiéu qua.

C6 2 loai kénh truyén thong 1a kénh gidn tiép va kénh triee tiép.

1. Kénh trye tiép 1a kénh 6 su tiép xtic, c6 mdi quan hé truc tiép giita ngudi truyén tin véi
dbi tuong nhan tin sao cho ngudi truyén tin ¢6 thé thu nhan ngay duoc thong tin phan hoi. Py 1a
loai kénh truyén thong ¢ hiéu qua vi ngudi phat tin ¢ thé nhan dugc thong tin phan hoi tir phia
khach hang.

Vi du: Hoi nghi khach hang, giao tiép giitta khach hang va giao dich vién, dién thoai vién,
buu ta...

Thu quang cao (Direct Mail), giao tiép qua dién thoai ciing 1a kénh truc tiép.

Truyén tin miéng tir cac khach hang quen ciing 1a mot loai kénh tryc tiép hidu qua. Do vy,
cong ty c6 thé chon phuc vu chu ddo mot s6 khach hang c6 uy tin nhu cic ngdi sao thé thao, man
bac, cac nha chinh tri...Céac khach hang nay hai 10ng sau khi sir dung s& 1a nguoi tuyén truyén tich
cuc va hiéu qua cho cong ty. Déi véi cac nganh dich vy, do tinh v6 hinh cua dich vy, thi loai tin
truyén miéng c6 tic dung manh.

2. Kénh gian tiép: La cac kénh khong c6 su tiép xtc ca nhan giita nguoi truyén tin va ngudi
nhan tin, do vay khong c6 mobi lién hé nguoc tir nguodi nhan tin voi nguoi tmyén tin.

Vi du : Cac kénh thong tin dai chiing: Bao chi, Truyén hinh, Ra-di-6, Web, Tap chi, Thu tu,
Pand 4p phich, Bang hiéu...Ngoai ra, thong qua cac hoat dong vin hoa - xa hoi, thé thao, tai tro,
hop bdo... cong ty ciing thuc hién truyén thong va gay dugc thién cam voi khach hang
9.2.5. Chon thong diép

Thong diép 1a thong tin can truyén di d3 duoc ma hoa dudi dang ngdn ngit nao d6 nhu: hoi
hoa, diéu khic, 16i van, thi ca, nhac diéu, anh sang, biéu tuong...(hoi hoa, &m nhac, van hoc nghé¢
thuét). Phai tuy theo ddi twong nhan tin, phuong tién truyén thong ma lwa chon ngdn ngit phu hop.
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Noi dung thong diép phai tudn theo quy tic AIDA da néu ¢ trén.

Yéu cau d6i v6i ndi dung thong diép 1a phai ngdn gon, lirong théng tin cao, mang tinh nghé
thudt, phit hop véi doi tiwong nhdn tin vé tam 1y, thi hiéu, van hod, vé thoi gian va khéng gian
nhdn tin. Nhitng yéu cau nay s& dam bao tinh hiéu qua cua chwong trinh truyén thong.

Viéc soan thao ndi dung thong diép can phai quyét dinh 3 van dé: chon noi dung gi? bd cuc thong
diép nhu thé ndo, va thé hién bang hinh thic gi?

1) Ngi dung thong diép:

C6 ba loai dé tai ma ngudi truyén tin c¢6 thé Iya chon cho noi dung thong diép:

- Cdc dé tai hop Iy. D6 1a 1oi ich kinh té khi khach hang mua va sir dung san pham. Vi du:
Vietel quang céo dich vu VoIP két thuc bang cau “178 md s6 tiét kiém ciia ban”. Daco quang céo
kem danh rang :”Trang ring, thom miéng”.

- Cdc dé tai vé cam xic. Do 1a cac cam xuc so hii, lo l'fmg, vui budn, hai hudc dé gay hi¢u
qua. Hinh anh vé mot c6 gai lo so khi xe 6 t6 chét may ¢ gitta dudng noi ving vé di thoi thiic cac
bac phu huynh mua dich vu dién thoai di dong cho con. Quang cao bdt ngot Vedan dua ra hinh
anh ca nha quiy quan an com vui vé véi cdc moén an co6 ném bot ngot.

- Cdc dé tai vé dao dirc. Canh mot con chim dang bay chap chéi khong chd dimg chan trén
canh rimg bi d6n tro tryi nham kéu goi lwong tri bao vé rimg.

2) Bé cuc théng tin

Bé cuc thong tin phai hop 1y, logic dé ning cao tinh thuyét phuc. C6 thé c6 3 quyét dinh
nhu sau can thyc hién:

- Két luan dit khoat vé van dé hay dé danh cho khach hang tu két luan?

- Nén dua ra luan ctr thuyét phuc ngay tir ddu hay sau d6?

- Chi néu mot mdt “nén” hay ca hai “nén” va “khong nén” ?

3) Hinh thirc thong tin

Hinh thuc trinh bay thong tin t6t s& ndng cao hiéu qua truyén thong. Do vdy, cn ap dung
nghé thuat héi hoa, am nhac, két hop mau sdc va hinh anh... dé nang cao tinh hép dan cta thong
tin. Vi dy, cac hinh anh sdng dong mau sic c6 tac dung thu hat chi y hon 13 hinh anh tinh.

9.2.6. Thu nhan thong tin phan hoi

Sau khi thong diép dwoc phat di, chi thé truyén thong phai tién hanh nghién ctru tac dong
cia n6 dén thi treong muc tiéu nhu nhan thac, thai do, tinh cam, hanh dong cua ho vé san phém,
vé cong ty. Tac dong nay dugc danh gia qua cac con sb cy thé nhu sau:

e S phan tram khach hang muc tiéu nhan biét vé nhan hiéu san phdm duoc quang céo;

e S phéan tram khach hang da dung thir trong s6 nhitng ngudi nhan biét;

e S6 phan trim khach hang hai 10ng trong s6 nhing ngudi dung thir.

Qua d6 chung ta danh gia duoc hiéu qua cua truyén thong. Py ciing chinh 1a mét ndi dung
nghién ctru thi trudng gin lién véi hoat dong truyén thong marketing.

9.3. HE THONG XUC TIEN HON HQP

Trong phan nay chung ta tim hiéu chi tiét cac thanh t6 cau thanh cta chién luoc xuc tién.
D6 1a quang céo, tuyén truyén, khuyén mai va ban hang truc tiép.
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9.3.1. Quang ciao

1) Khai niém

Quang c4o 1a cac hinh thirc truyén thong gian tiép, phi ca nhédn, duoc thuc hién qua cac
phuong tién truyén tin phai tra tién dé gi6i thiéu vé san pham, thuyét phuc khach hang. Chu thé
quang cao phai chiu chi phi.

Quang cdo 1a mdt vii khi canh tranh, vi khach hang co biét, ¢6 tin tudng vao san phém thi
moi mua. Hién nay, doi séng vat chét cua nhan dan Viét Nam con thép, trinh d6 dan tri con han
ché. Mit khac, trong nhitng nim qua nganh Buu dién néi riéng, va nhiéu nganh kinh té khac da
phét trién nhiéu san phdm méi. Do d0, quang céo co vai trd rat quan trong gitip cho khach hang
biét dén cac san phém, dich vu va lua chon mua.

2) Muc tiéu cia quiang cao

Quang cao thuong nham cic muc tiéu sau day:

e Tang luong ti€u thu trén thi truong hién tai

e Xam nhap thi trudng mai

e Gidi thiéu san pham méi

e Xay dung va cling ¢ uy tin ciia cong ty ciing nhu cc nhén hiéu san pham .

Ciing c6 thé phan loai quang cao nhu sau:

e Quang cdo thong tin, duge thuc hién trong giai doan dau cua chu ky sng, khi méi tung

san pham ra thi truong. Muc tiéu 13 cung cip thong tin cho khach hang tiém ning.

e Quang cdo thuyét phuc phit hop trong giai doan phat trién cta san phdm . Muc tiéu 1a

thuyét phuc khach hang mua.

e Qudng cdo nhdc nhé can thiét trong giai doan chin mudi cua san pham. Muc tiéu 1a

nhic nhé khach hang nhd téi san pham.

Loai quang cao Nhiém vu ciia quing cao

Thong tin e Théng bao cho thi trudng vé san pham méi
e Thong bio vé thay doi gia

e MO ta dich vu

e Giai thich nguyén tic hoat dong

e Hinh thanh hinh anh vé cong ty

Thuyét phuc e Thuyét phuc khich hang mua san pham méi
e Thuyét phuc khach hang thay d6i nhan thirc cii vé san pham

Nhic nho e Nhic nh¢ khach hang vé san pham

3) Cac phuong tién quang cao
- Bdo chi: C6 wu diém 1a pham vi tiép can rong, chi phi thap, thoi gian tiép can nhanh.
Nhugc diém cta bao chi 1a tudi tho ngin, chat lugng in 4n khong tht.

- Tap chi: Co uu diém la chuyén mon hoé cao. Do vay do chon loc doc gia cao, tudi tho dai

158



Chuwong 9: Cdc quyét dinh vé xiic tién

hon bao; chit lwong in 4n tot hon, ¢o trang danh riéng cho quang cao. Nhugc diém 14 luong phat
hanh it, thoi gian dén tay doc gia lau.

- Truyén hinh: C6 wu diém 1a két hop ca hinh anh, 4m thanh, mau sic, ngon ngir; d6i tuong
khén gia rong rai, pham vi phu séng ngay cang rong. Nhuoc diém 1a thoi gian luu hinh ngén, chi
phi cao, it chon lgc khan gia.

- Radio: C6 wu diém 1a pham vi phu song rong, thinh gia rong 16n va tiép nhan dugc thong
tin bat ky lac ndo, chi phi thip. Han ché ¢ chd chi tac dong bang 4m thanh dén khach hang nén it
hap dén, it giy chu ¥, thoi gian luu tin rat ngan.

- Internet: Co wu diém 1a pham vi tiép can toan cau, tudi tho cao (co thé xem di xem lai),
chi phi thip, két hop ca hinh anh, 4m thanh, ngon ngit. Nhuoc diém cua Internet & Viét Nam 1a s6
ngudi st dung con it, chi phi str dung con cao. Do vay pham vi tiép nhan thong tin con han ché.

- Bién quang cdo: Chi phi thap, tudi tho cao, sir dung duoc mau sic, tiép can duoc nhidu
khach hang. Nhung do khach hang vira xem vira di chuyén, cho nén bién quang céo chi phu hop
vGi cac quang cdo ngin va muc tidu quang cdo nhic nhd va cac san pham phd théng. Quang cao
bang bién quang co thudng chiu su chi phdi manh ciia Luat vé& quang céo trén phuong dién thaim
my xa hoi, moi truong.

- Thir quang cdo: (Direct mail) c6 wu diém 1a tinh chon loc ddi twong cao, tinh thuyét phuc
cao, tinh cic nhan hoa cao, chi phi thap (tinh theo hiéu qua). Nhuoc diém cua n6 1a ty 1& hdi 4m
thap.

- Bao bi qudng cdo...rat can thiét dé nang gia tri ciia san pham.

Mbi loai ¢6 wu diém va nhugc diém riéng. Thong thuong cong ty nén két hop cac hinh
thirc quang cao khac nhau dé tang hiéu qua.

4) T6 chirc quang cdo

Dbi v6i mot cong ty, viée quang céo ¢6 thé duoc thuc hién bang 3 phuong thirc: T chire
phong quang céo bén trong riéng clia cong ty; Sir dung cac t6 chirc quang cao bén ngoai; Két hop
ca hai phuong thirc trén.

Khi quang céo 1a phan quan trong trong chién lugc Marketing mix thi cong ty thudng t6
chic Phong quang cdo riéng cud hg. Céc nha ban 1€ 16n thuong c6 Phong quang cao riéng va tu
thuc hién cac hoat dong quang cao.

Nhiéu cong ty, thuong 1 cong ty san xuét st dung cac T chirc quang cao doc lap dé thuc
hién cac hoat dong quang céo ctia cong ty (trén co s& hop dong).

Mot sé cac cong ty cb Phong quang cdo riéng, co chic ning két ndi gitra cong ty va cac
nha quang cao bén ngoai.

9.3.2. Quan hé véi cong chiing va tuyén truyén

1) Khai niém

Quan hé véi cong ching 1a cac hoat dong truyén thong gian tiép ctua doanh nghiép nham
gdy thién cam ciia cong chung voi doanh nghiép va san pham cua no.

Quan hé vé6i cong chung gitp cho cong ty xay dung mbi quan hé t6t dep voi cong ching,
anh tich cuc dén thai d6 cua cac nhom cong chung khac nhau d6i véi cong ty.

Céac nhom cong chiing khac nhau c6 thé 1a: Khach hang hién tai, khach hang twong lai, cac
cd dong, can bo cong nhéan vién, to chirc cong doan, cong dong dia phuwong, chinh quyén, cac nha
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cung cip (ngan hang, cac nha dau tu...), cic phuong tién thong tin dai chung bao chi, dai phat

thanh, truyén hinh...), nhimg nguoi huéng dan du ludn (cac nhom ap luc, cac chinh khach...)

Tuyén truyén 1 cac hoat dong st dung cac phurong tién truyén thong dai ching dé truyén

tin khong mat tién vé cong ty va san pham nham muc dich gay thién cam v&i khach hang, thuyét

phuc ho mua. Tuyén truyén 1a mot dang dic biét ciia quan hé cong ching.

160

Uu diém noi bat cua quan hé v4i cong chiung va tuyén truyén la:

Mang tinh khach quan hon quing c4o nén dé di vao 1ong ngudi.
Luong thong tin cao hon, chi tiét hon

Chi phi cho tuyén truyén ciing thdp hon quéang céo va khuyén mai.

Tuy nhién, nhugc diém cua tuyén truyén 1a cong ty kho kiém soat.

2) Cac hoat dong quan hé véi cong ching va tuyén truyén

Céc hoat dong tai trg cho cac sy kién van hoa, thé thao, nghé thuat quan trong nhu céc

Ay42?

cudc thi “Puong 1én dinh Olimpia”, “Chiéc non ky diéu”, tai trg cho Seagame, cudc thi

hoa hau...

Céac hoat dong tir thién nhu x4y nha tinh nghia, trudng hoc, hod tro cac ba me Viét Nam
anh hung, xoé doi gidm nghéo, chira bénh nhan dao...

Ngay mé cira cho cong chiing dén thim cong ty, trudng hoc dé ting cuong sy hiéu biét,
dé gay thién cam.

Cong bd bao céo tai chinh hang nam cho cong chiing biét vé két qua hoat dong cua cong
ty.

Tham gia vao cac hoat dong cong cong cua dia phuong

Quan h¢ than thi¢n voi gidi bao chi

Moi cac phong vién bao chi, truyén hinh vé cong ty tim hiéu va viét bai vé cong ty ciing
nhu cac san pham cua cong ty nhan cac su kién quan trong ciia cong ty nhu ngay khai
truong, ngay ky niém ...

Tb chirc cac hoat dong van nghe, thé thao va dua tin 1én bao chi. T6 chire céc su kién
Gidi thiéu cac san pham mdi trén TV duéi dang phd bién kién thirc khoa hoc, kién thirc
thudng thirc cho cudc song.

Lam cac bai hat, cac bang hinh, cic bo phim trong d6 c6 16ng cac y tudng tuyén truyén
cho san pham va ban than céng ty. Vi du Buu chinh Trung Qudc cho phéat hanh bd phim
tuyén truyén vé viée choi tem dudi mot c6t truyén phim nhe nhang, dé gay an tuong cho
khan gia.

Hop bao cong bd vé mot sy kién quan trong nao d6 ciia cong ty nhu dat duoc 2 triéu
thué bao sau 2 nam hoat dong; trién khai mot dich vu méi; khanh thanh 1 co s& san xuét
méi; trién khai hé théng nhén dién thuong hi¢u moi. ..

Thudng xuyén dua tin 1én cac bao vé hoat dong cuia cong ty (News release)

Vian dong hanh lang (lobbying) cac chinh khach dé nhéan duoc su ung hd co loi ddi voi
cong ty.

Xu 1y céc sy co khong mong mudn xdy ra, gdy du luan xau cho cong ty



Chuwong 9: Cdc quyét dinh vé xiic tién

9.3.3. Khuyén mai (sale promotion)

1) Khai niém:

Khuyén mai (hay xtc tién ban) 1a cac hoat dong kich thich, khuyén khich khdch hang mua
trong mot giai doan ngdn bang cach cung cp cho ho céc loi ich ting thém nhim ting doanh thu
(Chién luoc kéo). Khuyén mai ciing nhdm vao cac trung gian trong kénh phan phdi nham kich
thich ho ban nhiéu hang hoa cho doanh nghiép (Chién luoc day).

Tac dung cua khuyén mai chi duy tri trong mot thoi gian ngan. Néu qua lam dung khuyén
mai thi dan téi chd phan tic dung.

2) Muc tiéu:

Khuyén mai nham véo hai d6i twong. D6 1a nguoi tiéu dung cudi cung va cic trung gian
trong kénh phan phdi.

Pbi v6i ngudi tiéu dung cudi cung thi khuyén mai khuyén khich ho mua nhiéu. Béi voi
cac trung gian trong kénh phan phéi thi khuyén mai kich thich ho tich cuc mo rong kénh phéan
phéi, ban nhiéu san pham.

3) Cac phwong tién khuyén mai

a) Doi véi ngueoi tiéu ding

C6 thé str dung cac phuong tién mang lai loi ich kinh té truc tiép ddi v6i nguoi tidu dung.
D6 13: hang mau, phiéu thudng, géi hang chung, qua ting, quay s tring thuéng khi mua. ..

Hang mau cho dung thir hodc ban gia ha dé khuyén khich dung thir khi dua san pham mai
ra thi trudng. Hang mau co thé phat tai nha khach hang. Vi du hing P&G tang 1000 tii dau goi
dau Clear tai mién Bic va to chirc goi dau mién phi cho 500 ngudi tai thanh phd HO Chi Minh.

Phiéu thuong: Khi khach hang mua hang ciia cong ty thi duoc ting mot to phiéu mua
hang giam gia. Mua nhiéu thi dugc ting nhidu. Pay ciing 1a mot dang giam gia cho khach hang
khi mua san pham moi.

Goi hang chung: Géi 3 don vi hang nhung chi liy gia bang hai don vi. Hodc ting mot ban
mot, khdm bénh mién phi va ban thude.

Vi du : Khi bt dau xuat hién canh tranh tir phia cong ty Vinaphone mdi trién khai mang
ludi, cong ty VMS da thyc hién chinh sach ban mét tang mét may di dong voi gia 7 triu, tuc 1a
mot may chi mat 3,5 triéu.

Qua ting: khi mua hang cia cong ty khach hang dugc ting moét mén qua nho dé khuyén
khich mua. Mua xe may dugc tang TV!

Vi dy: Khéach hang ldp dit cac may sé chin tridu trén toan qudc: may thir 4 triéu, 5
triéu. .. thi dugc tang 10 tri¢u. Céc s6 1ién ké trude va sau mot don vi cling dugc thuong 5 tricu.

Tai Buu dién Ha Noi nam 1998, khach hang lép mot dién thoai thué bao dugc tang mot
may dién thoai > khach hang lap nhiéu. Nhung khi quay sb trang thuong thi khach hang khong
hudng tmg vi nghi ngd tinh khach quan cua viéc quay sd!

Tai nhiéu nudc, khi khach hang ding ky hoa mang di dong thi duoc mua may véi gia ré
hon so véi thuc gia dén 30 - 40%. Cong ty VMS ciing thuc hién chinh sich nay va ban may gia ré
cho khach hang ding ky thué bao (bu 16 cho viéc ban may).

Quay s6 c6 thuong khi khach hang mua hang, t6 chirc cac cudc thi, cac trd choi ¢ thuong
dé thu hut khach hang.
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Vi du: Hang dau nhon Castrol thyc hién chinh sach khuyén mai véi khadu hiéu: “mua hom nay
ngay mai trd thanh tri¢u pha!”

b) Doi véi cdc trung gian trong kénh phdn phoi

C6 thé dung cac k¥ thuat khuyén mai mang lai lgi ich kinh té di véi cac thanh vién trong
kénh phan phdi: Tai tro vé tai chinh (thuc chét 1 giam gia ban); Tai trg cho cac nha quang co dé
khuyén khich ho ting cudng gidi thiéu san pham cua cong ty.

9.3.4. Ban hang truec tiép (cd nhan)

Bén hang tryc tiép 14 qué trinh giao tiép truc tiép gitta nguoi ban hang va khach hang, qua
d6 nguoi ban tim hiéu nhu cAu, tu vén, gidi thicu, thuyét phuc khéach hang Iya chon va mua san
pham.

Trong ban hang tryc tiép, nguoi ban thuc hién cac chic ning sau day:

e Gidi thiu lgi ich, cong dung cta san phém cho khach hang

e Trinh dién san pham

e Giodi thiéu, gido dyuc khach hang vé san phdm méi

e Tra 15i cac cau hoi, thic méc, nhitng 10i tir chéi mua cua khach hang

e T4 chirc va thuc hién cac hoat dong xuc tién tai cac diém ban hang

e Dam phan, ky két hop dong voi khach hang

e Theo ddi sau ban hang dé cham soc khach hang

e Duy tri, phat trién mdi quan hé 1au dai voi khach hang

e Thu thap thong tin Marketing

Nho ¢6 sy giao tiép truc tiép giita bén ban va bén mua, nguoi ban hang c¢6 nhiéu co hoi dé
nam bat nhu cau ciia khach hang, phan tng linh hoat v&i cac loai khach hang khac nhau, xay dung
mdi quan hé than thién giita hai bén. Do vay, ban hang truc tiép c6 kha ning thanh cong cao.

Bén hang tryc tiép phai tuan theo mot quy trinh bao gdm cac bude. Vé phia bén ban ciing
nhu bén mua c6 thé c6 mot hodc nhiéu ngudi tham gia tuy vao loai san pham.

Bén hang c4 nhan gom cac budc sau:

Tham do va dénh gia cac khach hang tiém ning

Tién tiép xtc: cac tiép xtic tim hiéu khach hang tiém ning trude khi ban
Tiép xtc v6i khach hang tiém ning

Gi6i thiéu san pham, lgi ich khi ding san phdm cho khach hang
Thuong luong céc tinh hudng khi khach hang tir chdi

Két thiic ban khi ¢ cic dau hiéu mua nhan thdy & khach hang

NS RN =

Theo doi, danh gid muc do hai long cia khach hang.

Dé qua trinh ban hang duoc thuc hién tét, cAn ¢ chire ndng qudn tri ban hang. Do 13 qua
trinh phdn tich, lap ké hoach, t6 chirc, lanh dao va kiém sodt céc hoat dong ban hang. Cu thé hon,
quén tri ban hang bao gdm xay dung muc tiéu cho nhan vién ban hang, thiét ké chién luoc cho luc
lwong ban hang, tuyén dung, huan luyén, phin cong, giam sat, danh gia va tra luong, thuong cho
lyc luong ban hang.

Chung ta s& nghién ctru chi tiét cac nodi dung trén trong chwong trinh mén hoc “Quan tri

162



Chuwong 9: Cdc quyét dinh vé xiic tién

ban hang”.
9.4. XAC PINH NGAN SACH CHO HOAT PONG TRUYEN THONG

Mubdn thuc hién dugc hoat dong truyén thong Marketing, cong ty cAn phai cung cip mot
ngan sach nhat dinh. Thong thudng c6 4 phuong phap xac dinh ngin sach cho hoat dong truyén
thong cua cong ty:

9.4.1. Phwong phap xac dinh ngin sach theo ty 1& % ciia doanh s6 ban

Theo phuong phap nay, cong ty xdy dung ngan sach truyén thong bang mot ty 18 phan trim
nao d6 ctia doanh sé ban dy kién. Phuong phap nay c6 nhirng wu diém va khuyét diém.

V& wu diém c6 thé ké ra cac vu diém nhu sau:

e Thir nhat, phuwong phap nay dé tinh toan

e Thir hai, phwong phap nay dé duoc chip nhan

V& nhuoc diém c6 thé ké nhuoe diém co ban nhu sau:

Phuong phéap nay khong cé can cir viing chéc, vi chinh nho céc chuong trinh tmyén thong
ma doanh nghiép co thé ting doanh sd, chir khong phai doanh 6 1a cai ¢6 trude dé lam can cir
tinh ngén sach truyén thong.

9.4.2. Phwong phap can bing canh tranh

Theo phuong phap ndy, cong ty xay dung ngan sach truyén thong bang ngan sach truyén
thong cuia cac ddi thu canh tranh trén cing dia ban va chu ky kinh doanh.

Phuong phap nay c6 vu diém 1a s& tranh kha ning xay ra chién tranh vé truyén thong giira
cac cong ty canh tranh. Kho khan trong viéc thuc hién phuong phap nay la kho xac dinh duoc
ngan sach truyén thong cta cac cong ty canh tranh. Mit khac, do muc tiéu truyén thong cua céc
cong ty khac nhau, cho nén can ctt nhu trén ciing khong hoan toan hop 1y.

9.4.3. Phwong phap can cir vao muc tiéu va nhiém vu

Theo phuong phéap nay, cac cong ty xdy dung ngan sach truyén thong trén co s nhitng muc
tiéu va nhiém vu can phai giai quyét veé phuong dién truyén thong.
Phuong phap nay duoc xem 1 ¢ can cir khoa hoc. Piéu quan trong can luu ¥ 1a myc tiéu, nhiém
vu truyén thong phai dat trong muc tiéu va nhiém vu cta chién lugc Marketing.
9.4.4. Phuwong phap chi theo kha ning

Theo phuong phap nay, cong ty xay dung ngéan sach truyén thong theo kha nang tai chinh
ctia ho. Phuong phap nay c¢6 nhuoc diém 14 cong ty khong thé chu dong st dung cac hoat dong
truyén thong theo mirc can thiét dé tic dong toi thi truong.
CAU HOI ON TAP CHUONG IX

1) Khai quat vé xuc tién?

2)  Cac yéu té nao anh huong dén chién luoc xuc tién hdn hop?

3)  Phan tich cac yéu té trong mé hinh truyén thong?

4)  Kénh truyén thong gdm céc loai nao ? Uu nhugc diém cia mdi loai?

5)  Phén tich cac thanh t6 trong hé théng xuc tién hdn hop?
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6)
7)
8)
9)
10)

11)

12)

Phan tich wu nhuoc diém cua cac phuong tién quang cao?

Céc phuong phap xac dinh ngén sach cho hoat dong truyén thong?

Hay chon mot chuong trinh khuyén mai va phan tich cac wu nhuoc diém cia n6?

Hiy chon mét quang cao va phan tich cac uu nhugc diém ciia n6

Hay nhan xét vé cac chuwong trinh quang cdo ciia Buu dién ma ban xem dugc theo quy
tic AIDA?

Tu tudng “chi ban nhitng thr ma khach hang can” dugc thé hién nhu thé nio trong
chién luge xtc tién ?

Hién nay mot s6 cong ty san xuit nudc twong dang bi tiy chay vi c¢o chira chat gy ung
thu. Piéu nay rat bt lgi cho ho trong diéu kién canh tranh trén thi truong dang gia ting.

Ban hiy xdy dung mot chuong trinh truyén thong dé khic phuc van dé o, cai thién hinh anh
clia cc cong ty trong con mit khach hang.
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CHUONG X
KE HOACH HOA MARKETING

MUC TIEU

Sau khi hoc xong chuong nay, sinh vién can nim duoc cac van dé co ban sau:

e Ban chit, pham vi va tim quan trong cua 1ap ké hoach

e Sy khac biét co ban gitra 1ap ké hoach chién luoc cia cong ty va ké hoach Marketing
e Qua trinh 1ap ké hoach chién lugc cia cong ty

e (Cac buoc lap ké hoach Marketing chién lugc

e Mot sb lua chon chién luge khac nhau cia cong ty

e Ké hoach Marketing hang nim

NOI DUNG
10.1. BAN CHAT VA PHAM VI LAP KE HOACH

Ké hoach Marketing 13 mot bo phan cua ké hoach tong thé cia cong ty. Do vdy, dé xay
dung mot ké hoach Marketing c6 hiéu qua, truéc hét cac nha quan Iy phai xay dung ké hoach
chién lugc cho toan b cac nd luc chung cua cong ty. Tiép dén 1a xay dyung ké hoach chién luoc
cho cac linh vyuc chtre nang khac nhau trong cong ty, trong d6 c6 chirc nang Marketing. Trudc hét
chung ta tim hiéu khai niém 1ap ké hoach.

10.1.1. Thé nao 1a 1ap ké hoach?

N6i mot cach don gian, 1ap ké hoach 1a quyét dinh & thoi diém hién tai nhimg gi can phai
lam trong tuong lai, bao gom ca van dé lam khi nao va lam nhu thé nao? Khong c¢6 ké hoach
chiing ta khong 1am dugc gi, vi chung ta khong biét can phai lam gi va lam nhu thé nao?

1) Ldp ké hoach chién lwoc (Strategic planning)

Lap ké hoach (hoach dinh) chién lugc 1a qua trinh quan 1y 1am cho ngudn lyc cua cong ty
thich tmg véi cac co hoi thi truomg vé 1au dai. Noi cach khac, 1ap ké hoach chién lugc doi hoi
cong ty phai tim hiéu va xac dinh cac yéu t6 thudc moi truong bén ngoai, danh gia cac diéu kién
va kha ndng bén trong cua cong ty dé xay dung chién luoc nham dat dugc cac muc tiéu nhat dinh.

2) Tai sao cong ty can lip ké hoach?

Dé duy tri sy phat trién ctia minh, moi doanh nghiép déu phai nhin vé phia trudc nhiam dat
duoc cac muc tiéu nao d6 va deé ra cac phuong thtrc nham dat duoc cac muc tiéu d6. Do diéu kién
moi truong dang thay ddi rit nhanh trong vai thap ky gan ddy, cac cong ty ngdy cang quan tim
dén cong tac ké hoach nhim nidm bit duoc cac co hoi méi va déng tho1i tranh duogc cac thach thirc
de doa. Ngay nay, viéc quan ly cong ty dua trén kinh nghiém, truc giac va sy khon ngoan khong
thé dam bao cho sy thanh cong cua cong ty. Do vay, viéc lap ké hoach chién lugc duge xem nhu
1a mot cong cu quan 1y hiru hiéu nhat dé giam rui ro cho cong ty.

10.1.2. Pham vi ciia hoat dong lap ké hoach

Lap ké hoach c6 thé thuc hién cho mot khoang thoi gian ngén hodc dai. Lap ké hoach chién
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lugce thuong 1a cho giai doan 3, 5, 10 nam va c6 khi téi 25 nam. Tham gia vao lap ké hoach chién
luge 13 cac nha quan 1y cao cdp cua cong ty va b phan lam ké hoach. Lap ké hoach ngan han
thuong cho giai doan mot nam hay it hon va 1a trach nhiém ctia cac nha quan 1y cip trung va cap
thp trong cong ty. Cac ké hoach ngin han phai phuc vu cho ké hoach dai han cua cong ty.

C6 thé chia lap ké hoach thanh 3 cap nhu sau:

o Ldp ké hoach chién luoc ciia cong ty (Strategic Company Planning). O c¢ap ké hoach nay,
cac nha quan 1y cip cao cua cong ty can xac dinh sit ménh cua cong ty (company’s
mission), xay dung muc tiéu dai han va chién lugc chung dé dat duoc muc tiéu do. Chién
lwge va muc tiéu tong thé nay ciia cong ty 1a cai khung dé xay dung cac ké hoach cho cac
linh vuc chitc nang khac nhau nhu Marketing, Tai chinh, Nhan sy, Cong nghg...

o Ladp ké hoach céc linh vuc chirc nang, trong do co ldp ké hoach Marketing chién lwgc
(Strategic Marketing Planning). O cép ké hoach nay, cac nha quan Iy Marketing cip cong
ty xdy dung muc tiéu va chién luoc cho cac hoat dong Marketing cua cong ty. Ké hoach
Marketing chién luge nay bao gém viéc lua chon thi trudng muc ti€u va xay dung chuong
trinh dai han cho céc thanh t6 ca chién luge Marketing mix.

o Ldp ké hoach Marketing hang niam (Annual Marketing Planning). Céc ké hoach hang nim
nay phai dugc xay dung cho ting thi truong, timng san pham.

10.2. LAP KE HOACH CHIEN LUQC CONG TY
Lap ké hoach chién lugc ciia cong ty bao gdm bdn budc chinh sau day:
e  Xac dinh st m¢nh cua cong ty
e Phan tich méi trudng va ngudn lyc (Phan tich SWOT)
e  Thiét 1ap muc tiéu cho cong ty
e Lua chon chién lugc dé dat duoc cac muc tiéu do.
(xem hinh 10.1. va 10.2.).

e n Cau héi ma cong ty can tra 1oi
Khai niém - A1 X
: trong qua trinh 13p ke hoach
St m¢nh = Cong ty dang kinh doanh gi?
Phan tich = Cong ty c6 cac diém manh, yéu gi?
SWOT = CoOng ty c6 cac co hoi va thach thtrc gi?
Muc tieu = Congty mudn dat duoc cai gi?
Chién luoc * Lam thé nao dé dat dugc muc tiéu?

Buée 1: Xac dinh sir ménh cta cong ty. Néu cong ty ¢ hoat dong thi can xem xét lai s
ménh cong ty da cong bd xem c6 con phit hop khong. Néu cong ty méi thanh 1ap thi can xdy dung
str ménh cho no tir dau (chi tiét hon xin xem phu lyc 6 cudi chuong ).

Bude 2: Phan tich mdi truong va ngudn lyc. Cong ty can phén tich rd anh hudng cia cac
yéu t& méi trudng (bao gdm mdi trudng bén ngodi va mdi trudng ndi bo) dén hoat dong cua nod.
Pay la qué trinh phan tich nguy co, co hoi, diém manh va diém yéu ctia cong ty, hay phén tich
SWOT. Budc nay cho biét cong ty dang & dau?
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v ,-"
Co hoi va
thach thirc

e :I Str ménh cua cong ty

Muc tiéu cua cong ty

I

Hinh thanh va lua
chon chién luoc

A 4

Cac chién lwvoc
khac nhau

Phan tich

SWOT

biém manh
va diém ycu

Hinh 10.1. Céc yéu t6 caa 1ap ké hoach chién lugc cia cong ty

Buée 3: Thiét 1ap muc tiéu cho cong ty. Cac nha quan 1y cong ty can thiét 1ap cac muc tiéu

dé cong ty hudng toi nham thue hién duoc st ménh dit ra. Muc tiéu cling la tiéu chuén dé danh

gia két qua hoat dong ciia cong ty. Noi cach khac, cong ty phai chi 16 ho can phai di toi dau?

Burde 4: Lua chon chién luoc dé cong ty dat dugc muc tiéu do, tuc la cho biét cong ty dat cac

muc tiéu dit ra nhu thé nao?
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Lap ké hoach chién lugc ciia cong ty

1. Xac dinh sir ménh 3. Thiét l1ap muc tiéu can dat
cua cong ty dugc cho cong ty
2. Phan tich méi 4. Luya chon chién lugc dé dat
—— truong va ngudn luc dugc cac muc tiéu do. -
= nuong vng e

T

Lap ké hoach Marketing chién lwoc

1. Phan tich 3. Thuc hién
2. Lap ké hoach 4. Kiém tra

\/

KE HOACH MARKETING HANG NAM

Xay dung ké hoach marketing hang
nam cho moi dong san pham, moi san
pham chinh, moi thi truong.

— e L

THUC HIEN VA BPANH GIA KE HOACH

Hinh 10.2. Ba cip lap ké hoach cua cong ty

10.3. LAP KE HOACH MARKETING CHIEN LUQC
10.3.1. Khai niém

Mot cach khai quat, 1ap ké hoach Marketing chién lugc 14 qué trinh phdn tich, ldp ké hoach,
t0 chirc thuc hién va kiém tra cac chuong trinh Marketing doi véi ting nhom khach hang muc
tieu. Pay cling chinh la qua trinh quan tri Marketing chién lugc.

K& hoach Marketing duogc thiét 1ap cho ting thi truong riéng, timg san pham riéng.
Céc giai doan ctia qua trinh 1ap ké hoach Marketing dugc mo ta trén hinh 10.3 dué6i day:
10.3.2. Phén tich thi trwong va chién lwgc Marketing hién tai
Muc dich cua phan tich nay la:
e Panh gia nhimg dic diém cha yéu cua thi truong nhu quy md, co cdu, xu huéng bién
dong, tac dong cua moi truong Marketing dén nhu cau mua sam cua khach hang. Viéc
phan tich nay dugc tién hanh doi voi moi mot san pham.

e Phan tich canh tranh: wu nhugc diém cua cac doi thu canh tranh, thi phﬁn va chién luoc
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cua ho.
e Phan tich chién luoc Marketing hién hanh: Trong diéu kién méi trudng mdi cac chién
lugc Marketing mix c¢6 con phu hop nira khong?

Phén tich thi trwomg va
Phan tich chién lwgc marketing hién tai
(Where are Z

we now? ) iL

L Phén tich SWOT

J L

Xac dinh cac muc tiéu marketing

Lap ké hoach
(Where we < | |

want to be ?)

Luwa chon thi trwong muc tiéu

J L

X4y dung cac chién lrge marketing mix

Thuc hién

(How can we < iL

get there ?) -
bé ra chwong trinh hanh dong
\
Kiém tra —
(Did we get Kiém tra viéc thue hién ké hoach
there ? )

Hinh 10.3. Qua trinh 1ap ké hoach marketing

10.3.2. Phén tich thi trwdng va chién liwgc Marketing hién tai

Mouc dich cua phan tich nay la:

e Danh gia nhitg dic diém chu yéu cua thi truong nhu quy md, co cau, xu huéng bién
dong, tic dong ctia moi trudng Marketing dén nhu cdu mua sdm cua khach hang. Viéc
phan tich nay duoc tién hanh dbi véi mbi mot san pham.

e Phan tich canh tranh: wu nhugc diém cua cac d6i thu canh tranh, thi phé‘m va chién lugc
cua ho.

e Phan tich chién lugc Marketing hién hanh: Trong diéu kién méi trudng mdi cac chién
lugc Marketing mix ¢6 con phu hgp nira khong?

10.3.3. Phan tich SWOT ( Strengths, Weaknesses, Opportunities, Threats)

Phan tich SWOT Ia phén tich co hdi va méi de doa (do méi trudng mang lai), diém manh
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va diém yéu cua ban than cong ty. Trong diéu kién moéi trudong méi s& xuit hién nhiing co hoi
kinh doanh m&i, ddng thoi cac nguy co de doa mai. Khi céng ty nhan thirc dugc vé cac co hoi va
mbi de doa, ho s& chu dong xay dung ké hoach dé nam b, khai thac cac co hoi, déng thoi vuot
qua cac nguy co de doa. Tuy nhién, diéu nay con tuy thudc vao cac diém manh va diém yéu cua
cong ty. Do vy, can xem xét cac van dé co ban sau déy:
e X4c dinh cac co hoi va nguy co do moi trudng mang lai cho cong ty
e Xac dinh cic diém manh va diém yéu cia cong ty
e Xac dinh vi thé thi truong hién tai ciia cong ty
Vi du: D6i v6i VNPT, trong giai doan hoi nhap s€ xuat hién rat nhiéu nhu cau vé thong tin
lién lac hién dai tir nhiéu dbi tuong khac nhau: cac doanh nghiép trong va ngoai nudc, cac co
quan chinh phu, quéc hdi, cac doan thé, cac truong hoc, vién nghién ciru, khach du lich, nhan
dan... Nguy co mdi 1a sy canh tranh da dang va ngay cang gia ting manh mé&. Mat khac, Pang va
Nha nudc chu truong cha dong hoi nhap kinh té qudc t& va yéu cau cac nganh xay dung 16 trinh
hdi nhap.
C6 thé phan tich cac diém manh va diém yéu cia cong ty trén bon yéu t6 sau day:
Marketing, Tai chinh, San xudt, Té chire va qudn 1y, Nhén su.
10.3.4. Xac dinh cac muc tiéu Marketing
Khi dit ra cac myc tiéu Marketing can phai tuan theo cac yéu ciu sau:
e Muc tiéu Marketing phai chiu su chi phéi ctia cac muc tiéu cta ké hoach chién lugc cua
cong ty (phuc vu cho muc tiéu ké hoach chién lugc).
e Muc tiéu Marketing phai cu thé, 1 rang va do ludong dugc.
e Muc tiéu phai gan véi thoi gian cu thé (Vi du : Hoa von sau 2 nam hoat dong).
e Cac muc tiéu phai dong bd nhau va dugc sap xép theo thir ty vé tim quan trong
Thong thuong muc ti€u Marketing 1a doanh $6 ban, loi nhudn va thi phén chiém dugc, vi
thé ciia cong ty, vi thé ciia san pham, muc tiéu tang trieong.
Vi du: M6 rong tbi da thi phan, dan dau thi truong, din dau vé chét lugng, dan dau vé dich
vu khach hang, dat lgi nhuan ti da... sau mot thoi gian nao do.
Vi du: Muc tiéu ciia VNPT dén nam 2005:

Pat toc do tang doanh thu binh quan nam 1 8-10%/nim

Tong loi nhuén trude thué trong 5 nam 1a 25.299 ty dong, dat tbc do ting binh quén 1a
9,03%/ nam.

Téng ) may dién thoai dén 2005 dat 7 triéu may, mat do0 7 may/100 dan, trong do di¢n
thoai ¢6 dinh chiém 60%, dién thoai di dong chiém 40%. Pua may dién thoai dén
100% s6 x4.

- Vé thi phan: Chiém 70% thi phan d6i véi cac dich vu gia tang, 50% thi phan dbi véi

dich vu Internet, 85% ddi v6i cac dich vu vién thong co ban, 75% thi phan dbi véi dich

vu dién thoai di dong, 30-40% thi phén dbi v6i cac dich vu buu chinh méi (chuyén tién
nhanh, chuyén phat nhanh...).
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10.3.5. Lya chon thi treong muc tiéu

Lya chon thi truong muc ti€u 1a lya chon cac nhom khach hang tiém nang ddi véi cac san
pham méi ctia cong ty (xem chuong IV).

Néu trong thi trudng muc tiéu ma cong ty chon di co cac san pham canh tranh thi van dé
tiép theo 1a phai dinh vi san phim cta cong ty dinh trién khai so voi cac san phdm canh tranh do.
10.3.6. X4y dung céc chién lwgc Marketing hdn hop

Marketing hon hop 13 tap hop céc bién sd — cac chién lugc Marketing bd phan ma cong ty
c6 thé chu dong kiém soat dé tac dong vao thi truong muc tiéu nham thuc hién cac muc tiéu
Marketing.

1) Chién lwoc sin phim

Bao gém viéc xac dinh danh muc san phfim, ching loai san phém, tén goi, nhan hi¢u, bao
bi, cac ddc tinh, cac dich vu khach hang.

2) Chién lwoc gid ci

Bao gdm viéc xac dinh muc tiéu cua chién luoc gia, xac dinh phuong phap dinh gid, xac
dinh chién lugc gia.

3) Chién lwoc phan phéi

Bao gdm viéc thiét 1ap cac kénh phan phdi, lua chon cac trung gian trong kénh, lya chon
phuong thirc van chuyén...

4) Chién lwgc xic tién (hay truyén thong Marketing)

Xéc dinh muyc tiéu cta chién luge truyén thong, lya chon cac phuong tién truyén thong.

Cung voi cac chién lugc trén 1a hé théng cac bién phap cu thé dé thyc hién muc tiéu cia
doanh nghiép.

Vi du: Cdc chién lwoc Marketing ciia VNPT dén nam 2005

- Chuyén manh sang tu duy “huéng vé khach hang”

- Pay manh cong tic nghién ctru thi truong, nghién ctru ddi thi canh tranh

- ba dang hoé cac dich vu

- Tang cuong céng tac ban hang va cham soc khach hang

- Phan dinh rd hoat dong kinh doanh va cong ich theo loai san phém, dich vu, khu vuc thi
truong, dbi twong khach hang.

- Xac dinh san phém, dich vu ¢6 1gi thé canh tranh; cac san phém, dich vy c6 kha ning
canh tranh thap dé c6 chinh sach dau tu hop 1y; san phdm, dich vu cong ich can dugc nha
nude hd tro.

- Timg budc chu dong quyét dinh chinh sach gia trén co sé quan hé cung cau, mirc d6 canh
tranh va chi phi san xuét, dam bao bu dép chi phi va c6 14i, c6 tinh dén twong quan khu
vuc va qubc t& v4i tinh hinh phat trién kinh té-x4 hoi cua Viét Nam. Ap dung nhiéu mirc
gia, khung gia cua ting loai dich vu cho timg d6i twong khach hang thudc timg ving thi
treong khac nhau va thoi gian phuc vu khac nhau.

- Thiét lap mot hé théng ban hang hién dai, rong khép, hop 1y, tao diéu kién thuan loi cho
khach hang sir dung dich vu va c6 kha ning khai thac, phat trién thi trudng tiém nang buu
chinh vién thong.
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- Piy manh quang cdo, tuyén truyén, xay dung hinh anh moét Tap doan BCVT hang dau
Viét Nam. Ting bude xay dung chuan muc phuc vu khach hang. Hoan thién bo may, quy
trinh cham s6c¢ khach hang theo vung thi truong, loai khach hang.
- Xay dung mdi quan hé tét dep véi cong chung thong qua cac chuong trinh quang céo,
khuyén mai, chdm séc khach hang ¢6 quy mé 16n.
10.3.7. Xay dung chwong trinh hanh dfng va du b4ao ngan sach
Chuong trinh hanh dong c6 vai trd dam bao cho ké hoach Marketing ctia cong ty dugc thuc
hién. Xay dung chwong trinh hanh dong 13 bién cac chién lwoc Marketing thanh cac chuong trinh
hanh dong cu thé. Chwong trinh hanh dong tra 10 cic cau hoi sau:
o (Cai gi s€ dugc thuc hién?
e Khi nao thyc hién?
e Ai chiu trach nhiém thyc hién gi?
e Tbng kinh phi thyc hién?
Dé thuc hién cac chién luoc Marketing can phai c6 ngan sach. Dy doan ngan sach - két
qua tai chinh dy kién cua ké hoach Marketing dugc thuc hién dua trén ) luong ban du kién:
Doanh s6 di kién = Gia ban binh quian x S6 lwgng ban du kién
Loi nhuin dy kién = Doanh s6 dw kién - Tong chi phi du kién
Chu y:
Qua trinh quan tri Marketing 13 mot bd phan ciu thanh cta qué trinh quan tri chung cua
cong ty. Quan tri chién lugc trong mot cong ty dinh hudng thi trudng bao gdm 3 cap™
e Quan trj chién lugc cip Tong cong ty: lién quan dén viéc phan bd cac ngudn luc cho cac
don vi kinh doanh (Business Units) ctia Tong cong ty.
e Quan trj chién luoc kinh doanh: thyc hién & timg don vi kinh doanh trong Tong cong ty.
e Quan tri chién luge cho cac chitc niang (Marketing, nhan su...): Lién quan dén chién
lugc cho ting chirc ning riéng trong Téng cong ty.
10.4. MOT SO KIEU CHIEN LUQC MARKETING
10.4.1. Céc kiéu chién lwgc Marketing theo vi thé canh tranh
Cin cir vao vi thé canh tranh clia cong ty so véi cic cong ty canh tranh trén thi truong, cac
cong ty ¢ thé xép vao mot trong 4 loai sau day:
e Cac cong ty din dau thi truong (Market-Leader)
e (Cac cong ty thach thue thi truong (Market-Chalenger)
e (Cac cong ty di theo (Market-Follower)
e (Cac cong ty nép goc (Market-Nicher)
MGdi loai cong ty nay s& chon cac chién lugc khac nhau:
1) Chién lwgc ciia cac cong ty din diu thi truong
Céc cong ty dan dau thi truong c6 thé bi de doa bai cac cong ty thach thirc thi truong. Do
vay, ho mudn giit vi thé dimg dau trén thi truong. Mudn vy, ho phai tip trung vao 3 hudng sau

day:
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e M6 rong nhu cau trén thi truong

e Bao vé thi phan hién tai

e Chiém linh thém thi phan

a) M& rong nhu cau trén toan thi truong (Expanding the total Market)

Mo rong nhu cAu trén toan thi truong c6 1gi cho cong ty din dAu, vi thi phﬁn cua ho 16n
nhat. D€ mé rong nhu cau, ho can phai tim thém cac khach hang moi, khuyén khich khach hang
hién tai dung nhiéu hon, kich thich céac cach dung moi doi véi san pham.

b) Bdo vé thi phan (Defending Market Share)

Dé bao vé thi phan, cong ty ddn ddu co thé sir dung 6 chién luoc sau day:

e Chién luoc phong thu vi thé (Position defense):

Pay 1a chién lugc thong dung nhdm duy tri khach hang hién c6 ciia cong ty bang cac nd luc
Marketing nhu: Pa dang hoa san pham, duy tri chat luong, kénh phan phdi tién 1gi, gia ca phai
chang, khuyén mai, cham soc khach hang...

e Chién lugc phong thit man suon (Flanking defense):

Chién luoc nay c6 muc tiéu bao vé nhimng diém yéu cia cong ty, vi ddy la chd ma cac dbi
thu c6 thé tan cong dé gianh uvu the.

Vi du: Cong ty Vietel da str dung cong nghé mdi VoiP dé dua ra dich vu méi véi gia cude
ha, do vay da chiém duogc thi phan kha (40-50% trén thi truong dién thoai duong dai Ha Noi —
T.phd HCM). Pay 1a mét kiéu so hd man suon cua VNPT 1a cong ty chu dao. Pang 1y ra VNPT —
mdt cong ty BCVT chu dao phai nam bat dugc xu thé phat trién cua cong ngh¢ VoiP dé di trudce
mdt budc nham gianh thé chu dong trén thi truong.

e Chién luoc tin cong chu dong trudc (Preemptive defense):

Pay la chién luge chu dong tin cong dbi phuong truée do thé manh cia cong ty dan dau.
Cong ty c6 thé giam gia, ndng cao chat lwong voi mirc gi cil.

e Chién lugc phan cong (Counteroffensive defense):

Pay 1a chién lugc phan cong lai khi bi tin cong trude. Chién luoc ndy mang tinh bi dong.

e Chién lugc co cum (Contraction defense)

V6i chién lugc nay, cong ty c6 thé phai rat lui khoi mot sd thi trudng c6 vi thé yéu hon cac
doi tha de tap trung vao céc thi truong c6 vu theé. Pay khong phai 1a viéc rut lui bi dong, ma la rut
lui chu dong.

¢) Mo réng thi phan (Expanding Market Share)

Cong ty dan dau co thé sir dung cac thanh té trong Marketing hon hop dé mo rong thi phan.
Tuy nhién, can chu ¥ dén cac quy dinh ciia Ludt canh tranh ciia Nha nudc vé khdng ché thi phan
doi véi cong ty dan dau thi truong.

2) Chién lwgc ciia cic cong ty thach thirc trén thi truong

Pay 1a chién luoc ciia cac cong ty co wu thé nhat dinh vé cong nghé, k¥ thuat, tai chinh so
voi cong ty dan dau. Do vay ho co thé tan cong cong ty dan dau bang céac chién lugc sau day:

o Chién lugc tan cong truc dién

Theo chién luge nay, cong ty soan thao mat chién luoc Marketing mix ddi choi truc tiép voi
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chién luge Marketing mix ctia d6i thii: San pham chat lugng lugng cao hon, gia thap hon, phan
phéi rong rai hon, truyén thong manh mé& hon. Chién lugc canh tranh nay nhdm vao nhimng chd
manh cua d6i phuong, do vay doi hoi chi phi tén kém.
Do di sau, cac cong ty Vién thong méi co thé 4p dung cac cong nghé méi dé tao ra cac
dich vu vuot troi vé chat lugng hay gia ca dé chiém thi truong tir cac cong ty cha dao.
o Chién lugc tan cong man suwon
Chién lugc nay nham tin cong vao cac diém yéu cua dbi thi (cong ty chi dao). Muc tiéu
ctia chién lugc tAn cong man sudn 1a tap trung site manh dé nham vao nhiing ché yéu cia cong ty
dan dau. Mudn véy, cong ty thach thirc chon tin cong vao cac khu viee dia Iy hay cac phdn doan
thi trieong yéu cia d6i phuong. Cong ty thach thic ciing c6 thé phat hién cac nhu cau chua duoc
dap mg trén thi truong va dua ra san pham phu hop.
Vi dy: Cong ty FPT dua ra hinh thic thé Internet tra trudc, dong thoi to chirc kénh phan
phdi thé ot hon so voi Cong ty chu dao VDC nén gianh dugc nhiéu khach hang.
Vi du: Cong ty VMS d4 dua ra hinh thirc thanh toén Pre-paid Card (thé tra trudc) rat thuan
tién cho khach hang sir dung di dong nén da thu hat dugc nhiéu khach hang.
e Chién lwoc tan cong vu hoi
Chién lugc nay tranh ddi dau truc tiép véi ddi thtt manh. N6 nham vao viéc da dang hoa
san phém, chon thi truong dac thu,...
3) Chién hrgc ciia cac cong ty di theo
Céc cong ty di theo thuong 1a cac cong ty khong manh, cho nén chién lugc ciia ho ciing
tranh d6i dau véi cac d6i thu manh. Ho co thé ap dung cac chién lugc sau:
e Chién lugc theo sat: Cac cong ty di theo c¢b géng theo sat cac cong ty dan dau (vé cac
chién lugc Marketing mix), nhung tranh giy sy chi ¥ cuia cac cong ty dan dau.
e Chién lugc theo sau c6 khoang cach: theo sau nhung c6 su khac biét trong cac chinh
sach Marketing mix.
e Chién luoc theo sau c6 chon loc: tap trung vao mot s6 doan thi truong c6 kha nang thu
loi nhuén cao, tranh canh tranh true tiép.
4) Chién lwgc ciia cac cong ty nép goc
Mot chién lugc cho céac cong ty theo sau trong mot thi truong Iém 13 trd thanh nguwoi dan
ddu trong mot thi truong nho. Cac cong ty nép goc la cac cong ty nho bé trén thi truong. Ho mudn
tim mot chd dimg trén thi trudng ma cac cong ty 16n bo qua, nhu vay ho tranh dbi dau voi cac
cong ty 16n. Ho thyc hién chién lugce “Lap chd trong” trén thi truong, chuyén mén hoa theo san
pham, theo khach hang. Ho can phai x4c dinh duogc cic chd con bo tréng trén thi truong voi cac
diéu kién sau day:
e Cb quy md du 16n va c6 thé mang lai loi nhuan, du it
e (6 tiém ning ting trudng
e Céc dbi thu canh tranh 16n bo roi
e Phu hop véi nang lyc va s truong cia cong ty
e (6 kha nang bao v¢ dugc khi bi tan cong

Chién lugc nay con dugc goi 1a “chién ligc thi truong ngdach”.
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Vi du: Cac cong ty san xudt 6 to cua Nhat Ban 1a cac cong ty nho bé khi bude ra thi truong
b to thé gidi. Do vay, ho da thyc hién chién lugc thi truong ngach véi muc ti€u cung cép chiéc xe
nho va ré, 1a chiéc xe thtr hai trong gia dinh. V&i muyc tiéu d6 ho lién tuc giam gia dé mé rong thi
phan, ting hiéu qua. Day lai 1a tién d& dé giam gia tiép (LAy thi truong trong nude dé bu 16 cho
thi truong nudc ngoai). Khi dd cé chd dimg vimg chic trén thi truong roi thi mé rong sang cac
doan thi truong khac. Hién nay xe 0 t6 cua Nhat da vuot 1én hang trén trong lang xe 6 t0 thé gidi.
Cong ty xe may Minsk ciing nham vao thi truong ngach 1a xe may chuyén ché hang, cho
khach cho mién nui, néng thon. Chién luge nay tranh ddi dau véi cac hing xe may Nhat (dan dau
thi truong).

10.4.2. M6 hinh céc chién lwgc chung ciia Michael Porter

Michael Porter (Truong kinh doanh Harvard, M) da xay dung mét mo hinh trong d6 ong
vach ra 3 chién luoc sau ddy dé thing loi trong mot méi trudng canh tranh:

e Dan dau vé chi phi tong thé: san xuit san pham tiéu chun hoa véi chi phi thap. Tir d6
cong ty co thé giam gia va dat gia thip hon cac ddi thu khac hay quang cio manh hon
cac d6i thu. Vi loi thé vé chi phi, cong ty co thé dat duoc loi nhudn cao hon cac dbi thu.

o Khdc biét hod: Ban véi gia cao hon gia trung binh cac san pham khéac biét hon vé thiét
ké, chat luong, thuong hi¢u...Nhu vay, cong ty cting dat duoc loi nhudn cao.

o Tap trung: Tap trung vao mot thi truong nho dic biét nao dé (chuyén mén hoa cao). Do
vay, co thé dap umg duoc cac doi hoi cao cua thi trudng, va thu dugc gia cao. Do viy,
cong ty cling dat duoc loi nhudn cao.

(xem hinh 10.4.).

Cao Tap trung - Dan ddu chi phi
: - Khac biét hoa
c
«T
=
K=
=
©
-l
- Khong khac biét
- Khong tap trung
- Khg dan dau vé chi phi
Thap
Thap Cao
Thi phan

Hinh 10.4. M5 hinh céc chién lugc chung cta Porter

10.4.3. Chién lwgc san pham thij trueong

Trong qua trinh phat trién, bat ky cong ty ndo ciing mudn ting thém doanh thu loi nhuan.
Mudn véy, cong ty khong thé chi trong chd vao san pham va thi trudng hién tai. Do vdy, cong ty
can phat trién thém céc san pham méi, va cac thi truong méi. Nhu vay, ho phai két hop giita viée
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phat trién san phdm va phat trién thi truong. Chung ta s& mé ta cac chién luoc nay bang cong cu
ma tran. Két hop gitra bién s6 san pham (hién tai va méi) v6i bién sb thi trudng (thi truong hién
tai va thi truong mai) chiing ta c6 thé dé ra bdn chién lugc nhu sau (xem hinh 10.5).

2) Néi dung cdc chién lwge

a) Thdam nhdp sau hon nita vao thi truong

Thue hién chién lugc nay, cong ty co thé ban thém san phém hién tai cho thi truong hién
tai. V& nguyén tic, cong ty c6 3 cach tiép can nhu sau:

Thir nhdt, cong ty c¢6 thé khuyén khich cho khach hang hién tai cia minh mua thudng
xuyén hon, mua nhiéu hon.

Thir hai, cong ty co6 thé 16i kéo khach hang cua cac dbi thu canh tranh chuyén sang mua san
pham cta minh.

Thir ba, cong ty c6 thé khuyén khich nhitng ngudi chua mua bat dau mua san pham cua
cong ty.

San pham hién tai San phim méi

C 1. Tham nhap sau 2. Phat trién san
Thi trwong R 2 r:
A s vao thi truong pham méi
hién tai A
o hién tai
mai thi truong

Hinh 10.5. Ma tran chién luge phat trién san pham thi truong (ma trin Ansoff)

Bién phép thuc hién: ting cudng quang céo, khuyén mai, thay doi phuong thirc thanh toan
tién loi, cai tién cac kénh phan phéi, déy manh hoat dong chiam séc khach hang, hd trg kich thich
céc thanh vién kénh phan phdi...

b) Phat trién san pham méi

Cong ty tim cach phat trién cac san phdm méi cho cac khach hang quen hién tai. Néu cong
ty da chiém duogc uy tin cua khach hang thi khi dua ra san phdm méi vao thi truong hién tai s&
thuan loi. Cac san pham méi c6 thé cung ching loai, hodc khac ching loai. Sony di trién khai
thanh cong san pham Walkman, va lai tiép tuc ¥ tuong d6 v6i san pham Watchman.

¢) Mo rong thi truong

Cong ty c6 thé mé rong thi truong bang cach tim cac doan thi trudng khac (vé nhan khau
hoc, vé dia 1y...) cho san pham hién tai. Trong truong hop ndy, cong ty can phai nghién ctru ki
luong nhu cau, thi hiéu cua thi trudong moi.

d) Pa dang hoa

Chién luoc nay két hop ca mo rong thi truong va phat trién san pham méi. Thong thuong,
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thi trudng méi doi hoi cac san pham méi.

Trong 4 chién lugc néu trén thi 3 chién lugc ddu dé thuc hién hon so véi chién luge thir tu.
Khi ca hai bién so déu méi thi d6 kho khan va mao hiém s€ cao hon nhiéu.

Nhu vy, sir dung ma tran san pham thi truong cho phép cong ty phat hién ra cac tiém ning
thi truong, tr d6 co6 dinh hudng khai thac hét cac tiém nang do.

Tinh hudng thyec tién:

Niam 2005, san pham “ca Ba sa filé dong lanh cta Viét Nam xuat sang My (thi trudng duy
nhat lac do) bi danh thué chong ban pha gia 1am cho san pham nay khong thé xuat vao My duoc.
beé thoat ra khoi tinh the bé tac nay, cong ty da sir dung chién lugc phat trién san pham thi truong.
Thi truong moi la: EU, Nga, Trung Quoc, Nhat Ban va Viét Nam. San pham méi la: ca Ba sa bam
vién, ca Ba sa kho t9, lau ca Ba sa, ca Ba sa cat khuc, da day ca Ba sa... Trong 4 chién lugc phat
trién san pham thi truong, cd thé st dung ba chién lugce sau (trir chién luge thir nhat).

CAU HOI ON TAP VA THAO LUAN

1) Ban chét, pham vi, tim quan trong ctia 1ap ké hoach?

2) Phén biét sy khac nhau gitra 14p ké hoach chién luoc cta cong ty va ké hoach Marketing?
Moi quan h¢ gitra chung?

3) Céc budc 1ap ké hoach chién luge cong ty (¥)

4) Qua trinh 1ap ké hoach Marketing chién lugc (*)

5) Céc kiéu chién lugc cua cong ty din dau thi truong (¥)

6) Céc kiéu chién lugc ciia cong ty thach thirc trén thi truong (*)

7) Cac kiéu chién lugc ciia cong ty di theo, va ctia cong ty nép goc (*)

8) M5 hinh céc chién lugc chung ctia Michael Porter (*)

9) Hay tim hiéu va phan tich chién lwgc xam nhap thi trudng vién thong cia cong ty Viettel?

10) Hay tim hiéu va phan tich chién lwoc xam nhép thi truong vién thong cia cong ty Saigon
Postel

11) Véi vi thé 1a nha khai thac chii dao trén thi truong BCVT, VNPT can thyc thi chién luge
gi trudc sy canh tranh cta cac nha khai thac méi (*)

12) Hay tim hiéu chién luoc xdm nhap thi truong 6 t6 thé gidi cla cac nha san xuat o to
Trung Quoc va rut ra nhiing bai hoc.

13) Duing ma trdn Ansoff dé x4y dung céc chién lugc san pham thi trudng cho mot san pham
nao do.

14) Tim mot vi du vé mot cong ty di thyuc hién chién lugc thi truong ngach thanh cong.

PHU LUC CHUONG 10:
I. SUMENH CUA CONG TY (MISSION)

1) Khai niém

Khi cng bd st ménh ciia cong ty, ho phai tra 16i cdu hoi: “Céng ty dang kinh doanh
trong linh vuc gi?” Py xem chimg 1d mot cau hoi don gian. Nhung thyc chat khong phai nhur
vay. Khong thé xac dinh linh vyc kinh doanh ciia cong ty bang loai san phim hay cong nghé ma

177



Chuwrong 11: Marketing quoc té

cong ty cung cép.

Vi du: Khong nén xac dinh Cong ty IBM dang kinh doanh trong linh vuc may tinh. Day la
thé hién quan diém dinh hudng san xuit. CAn xem cong ty nhu 1a ngudi dap tng nhu cau cua
khach hang chir khong phai 1a ngudi san xuat ra loai hang hoa nao d6. Ly do 1a hang hoa hay
cong nghé roi dén mot 1ac nao d6 s& bi 18 thoi, con nhu cau co ban cua thi truong thi vinh vién
khong thay ddi. Trén quan diém d6, IBM 1a cong ty hoat dong trong linh vic dap ing nhu cau
ctia cac nha kinh doanh vé xir 1y thong tin nhanh chong va tiét kiém. Dinh nghia nhu vay c6 3 cai
loi:

e Gilp cho cong ty nhan dién dy du cac d6i thi canh tranh hién thoi va tiém ning, truc
tiép va gian tiép

e Hudng din cho cong ty vé cac quyét dinh chién luoc

e Chi cho cong ty thay thuc sy khach hang mua gi va tai sao? Khach hang mua lgi ich chu
khong mua san pham (xem chwong 5: Chién lugc san pham).

Néu cong ty san xuat thude logarit tuyén bd 1a ho hoat dong trong linh vuc san xuat thudc
loagarit, ho s& bi pha san khi cac may tinh dién tir bo ti ra di. Do vdy, cong ty nén tuyén bd 1a
ho hoat dong trong linh vuc* Dap tng nhu cau tinh toan cia con ngudi”.

St ménh cia cong ty khéng nén qua rong, ciing khong nén qua hep. Thay vi tuyén bd 1a san xuét
phan bon, mot cong ty tuyén bd st ménh ctia ho 13 “DAu tranh chdng nan doi trén thé giéi”. Thay
vi néi “Cung cap dich vu dién thoai”, cong ty dién thoai tuyén bd “Cung cip cac phuong tién
thong tin lién lac nhanh chong” cho khach hang.
Tom lai, tuyén bd st ménh ctia cong ty can phai thoa min cac yéu cau sau day:
1. St ménh cta cong ty khong nén qua rong, ciing khong nén qua hep.
2. Sirménh cua cong ty can phai bao ham ba van dé co ban sau day:
e Nhom khach hang ma cong ty hudng téi phuc vu
e Nhu cau ctia khach hang ma cong ty mudn dap tmg
e (Cong nghé, doi ngii can bd dugce st dung
e Vi tri ma cong ty mubn hudng t6i
e Chinh sach ciia cong ty ddi véi cong chiing

2) Str ménh cua cong ty British gas

Chung t6i phan d4u tro thanh cong ty ning lugng hang dau thé giéi va doanh nghiép kinh
doanh ga qudc té hang dau bang cach:

e Diéu hanh mot doanh nghiép kinh doanh gas chuyén nghiép, cung cap ngudn gas an
toan, tin cdy, on dinh

e Tich cuc phat trién nganh kinh doanh qudc té vé khai thac va san xuét dau va gas.

e DPau tu chién lugc vao cac du 4n lién quan dén ning lugng khéc trén toan cau

e Pap tmg nhu cau cta khach hang véi dich vu tuyét hao

o Thuong xuyén ning cao chat luong va ning suat

e Cham lo bao v¢ mdi truong

e Duy tri d6i ngii lao dong chét lugng cao
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Duy tri moi quan hé tot voi khach hang, voi nhan vién, voi nha cung cap, voi cac co dong va cong
dong.

I1. PON VI KINH DOANH CHIEN LUQC

1) Khai niém

Dbi v6i cac cong ty da san pham, dé tién hanh 1ap ké hoach va quan Iy ¢ hiéu qua, ngudi ta
chia cong ty thanh cac don vi san xut cac san phadm chinh, cac nhom san pham lién quan, hay cac
bd phan thi truong. Cac bd phan thi truong dé duoc goi 1a cac don vi kinh doanh chién lugc
(SBU) cua cong ty.

Mbi mét don vi kinh doanh chién luoc c6 thé san xuit mot loai san phém chinh hay mot
nhém cac san pham lién quan. Quan hé giita cac SBU khac nhau dua trén co s hop dong kinh
doanh cung cip hang hoa, dich vu theo hop dong.

bé duge goi 1a mot SBU, don vi kinh doanh phai dap ung cac yéu cAu sau:

e [a mot linh vuc kinh doanh riéng biét

e (Co6 st ménh riéng

e (o cac d6i thu canh tranh riéng

e (06 bd may quan ly riéng

Vidu 1:
Cong ty buu chinh Trung Qudc bao gdm 6 don vi kinh doanh chién luoc nhu sau:
1. Cong ty kinh doanh Tem (China National Philately Corporation)
2. Cong ty chuyén tién va tiét kiém buu chinh ( Postal saving and Remittance Corp.)
3. Cong ty quang cdo buu chinh (China Postal Advertising Corporation)
4. Cong ty chuyén phat nhanh ( China Postal Courier Corporation )
5. Cong ty hang khong buu chinh ( China Postal Airlines Corporation)
6. Cong ty ban hang qua buu chinh ( China Postal Mail Order Corporation)
Vidu 2:
Céng ty General Motor ¢ cac SBU nhu sau: Moto dién, cac thiét bi dung dién chinh, thiét
bi y t&, thiét bi chiéu sang, dong co phan luc...
Vidu 3:
Céng ty Buru chinh Anh bao gdm 3 SBU: Royal Mail, Parcel Force va Counter Co. Ltd.

Vidu 4:

Céc schools khac nhau trong mot Truong tong hop (University), cac loai hinh ddo tao khac
nhau nhu: dao tao tai truong (on-campus courses); dao tao qua TV; dao tao ham thy, cling la cac
SBU cua University.

Vidu 5:

Téng Cong ty Buu chinh Viét Nam ¢4 thé xdy dung cac don vi kinh doanh chién luoc sau
day:

1. Cong ty dich vu Buu chinh c6ng ich, bao gdm cac diém giao dich rong khip trén toan

lanh thé Viét Nam (theo céc cap hanh chinh). Cong ty nay cé nhiém vu cung cap dich vu
cong ich va lam dai 1y cho cac cong ty Buu chinh va Vién thong khac dé cung cap céc
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dich vu cho khéch hang.

2. Cong ty chuyén phat nhanh, cung cép cac dich vu Buu chinh téc do cao cho khach hang
nhu chuyén phat nhanh, chuyén phat si€u nhanh, phat trong ngay...

3. Cong ty dich vu tai chinh, cung cép cac dich vu tai chinh, ngan hang, tiét kiém, bao

hiém...

. Cong ty E-Post, cung cap céac dich vu buu chinh lai ghép, buu chinh dién tir

. Cong ty tem, phat hang va kinh doanh tem

. Cong ty Phat hanh béo chi, cung cap dich vu phan phi béo chi

N N D B

. Cong ty Van chuyén Buu chinh, cung cép cac dich vu van chuyén buu pham, buu kién,
chuyén chd hang hoa trén mang ludi buu chinh qubc gia.

8. Cong ty kho vén, cung cip céc dich vu kho van

Vén dé ma cac nha quan ly Cong ty quan tdm 1a phan bd hop 1§ cac ngudn luc cho céc
SBU. Ho can phai phan tich dé tra 16i duoc cac cau hoi sau dy:

e Can phai kich thich cac SBU nao dé cho né ting truéng?
e Can phai duy tri vi tri thi truong hién nay cta cac SBU nao?
e Can phai loai bo cic SBU nao?

Trong qua trinh 1ap ké hoach chién lugc, Cong ty ¢ thé dung cong cu phan tich sau day:

Ma tran ciia nhém tw vin Boston (Boston Consulting Grup matrix - ma trdn BCG)

Khi sir dung cong cu phan tich nay, Cong ty can phén loai cic SBU theo 2 tidu thirc 14 thi
phan twong ddi (so v6i cac d6i tha canh tranh) va muc ting truong ciia nganh ma SBU dang hoat
dong.

Thi phan twong ddi ciia mot SBU 1a mot chi s6 vé quy mo lwong tién mit ciia SBU d6 kiém

dugc. Néu mot SBU c6 thi phan cang cao thi SBU cang ¢ duogc loi thé vé hiéu qua theo quy md
hon. Va do vay, SBU d6 cang thu nhiéu lgi nhuan hon.

Mirc ting truong thi truong 1a chi s6 vé muc sir dung tién dau tu ctia SBU (hay dau tu cho
nhoém san pham cua no). Trong mdt thi truong ting trudng nhanh thi SBU can sir dung nhiéu tién
dau tu cho san xut va ban hang.

MGdi tiéu thirc trén c6 2 gia tri 1a cao va thdp. Nhu vy ta ¢6 mot ma tran 4 6 vudng. Cac
SBU duoc phan loai theo 2 ti€u thirc do va dugc xép vao mdt trong 4 6 cia ma train BCG. Mdi 6
ma tran BCG ¢6 mot tén riéng va mang mot y nghia nhat dinh.

1. Ngéi sao. Cac SBU thudc vao 6 nay lam ra cac san pham c6 thi phan va muc ting

truong cao. N6 doi héi nhiéu tién dé duy tri vi thé canh tranh trong mot thi truong ting

truéng cao.

2. Bo sita. Cac SBU loai ndy c6 thi phan cao nhung murc ting truong thap, tic 1a né hoat

dong trong mot thi trudng bao hoa. Khi téc do ting truong giam, thi cac ngdi sao chuyén

thanh bo sita. Cac SBU nay khong doi héi chi phi nhidu, nhung sinh ra nhiéu tién mat.

Cong ty can “vit sita” cac SBU nay dé hd trg cho cac SBU khéc. Chién luge ddi véi cac

SBU nay la bao vé thi phan trén co s ciing c¢d 1ong trung thanh cta khach hang.
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Thi phin ciia SBU
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Ma tran BCG

3. Ddu héi. Cac SBU thudc 6 nay 1am ra cac san pham c6 thi phan thdp nhung c6 mic ting
truong cao. Do c¢6 thé 1a cac san pham c6 vi thé thap trong thi truong. Van d& ma cac nha
quan 1y phai tra 16i 1 c6 thé ting thi phan cia SBU nay dén mot mirc thich hop dugc
khong? Néu cau tra 161 1a “khong”, thi cAn loai bo SBU nay. Néu céu tra 151 1a “c6”, thi can
phai dau tu cho SBU nay dé tang thi phan. Chién luoc Marketing thich hop cho cac SBU
nay la tao ra sy loi thé khac biét manh mé dé thu hit khach hang nham tang thi phﬁn.

4. Con ché. Cac SBU loai nay c6 thi phan thap va hoat dong trong mot thi trudng c6 mirc
tang trudng thip. Loai nay khong c6 tuong lai & dau tu nita. Chién luge ddi v6i cac SBU nay la
giam chi phi dé t6i da loi nhuan (khai thac ndt).

Str dung ma tran BGC, cong ty ciing c6 thé lwa chon céac chién lugc thich hop cho bon loai
SBU khac nhau.

Con c6 nhiéu cong cu hd trg cho Marketing chién lugc khac, nhung né vugt ra ngoai muc
tiéu cua gido trinh nay.

III. KHONG PE POI THU LAN LUOT, AP PAO

Cong ty Heublein chuyén san xuit ruou, trong d6 ¢ loai rugu mang nhin hiéu S. Do 1a
mot loai hang dau trong dong Vodka rat n6i tiéng, chiém dén 23% thi phan cta thi trudng rugu
nudc My. Rugu S. duge ban véi gia 10 USD mdt chai va cong viéc kinh doanh cua hang rat tién
trién. Cho dén dau nhiing nam 1960, nhan hi¢u S. bi tn cong boi mot loai rugu madi ¢o tén W. do
mot hang khac tung ra nham canh tranh thi phén voi Heublein. Hang san xuat nay ty nhén la rugu
W. ctia minh c6 chat lugng khong hé thua kém gi S. Hang niém yét véi gia ban chua dén 10 USD
mot chai W., loai chai cé cung dung tich véi loai rugi S cua Heublein.

Vay Cong ty Heublein da 1am gi dé thang loi trong cudc canh tranh nay va gitr dugc thi
phan ciia minh? Cong ty c6 thé khong phai lam gi, dé cho ngudi tiéu dung quyét dinh sb phan cia
n6, vi ho c6 thé yén tdm rang tén tudi ctia hing va nhan rugu S. di ton tai bén viing cung thoi
gian. Hon nira, 23% thi phﬁn cua thi truong ruou ma hang da danh duoc la rat 16n dén muc su
tham nhap ciia W., mot hang sinh sau d¢ mudn 1a khong dang ké.

Tuy nhién, Ban lanh dao hing quyét dinh phai cha dong phan cong thay vi trong cho may
rti. Boi vy can phai c6 bién phap ngin chin, dbi pho sy 1an ludt cua ddi tha ngay tir dau trude
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khi ddi thu c6 du vi thé va sttc manh dé canh tranh chién théng tung budc. Cach ton tai tot nhat 1a
phai chién thing dé phat trién chir khong phai 1a sy thoa hiép hay tu bang long voi minh.

Quang cio, ting gi4, ha gia déu khong kha thi

C6 ¥ kién cho rang trong truong hop nay phai ddy cong tac quang cdo nham cho ngudi
tiéu dung thay rd tinh hon han cia S. so véi W. Nhung nhu thé 1 vi pham, bdi vi & nhiéu qudc
gia, viéc quang céo cho ruou va thude 14 khong dugc luat phap cho phép. Hon nita S. 1 nhan hiéu
lau doi va da rat noi tiéng, 1am nhu thé khac nao ty néi cho thién ha biét ring minh c6 diém yéu
va qué lo lang trude sy xdm nhap ciia mot dbi thit méi. Nhu vay, budc nguoi tiéu dung phai dat
dau hoi vé chinh san pham, nhin hiéu ciia minh, khong khac nao quang cao khong cong cho W.
Néu khong quang cdo thi co thé ddy manh hon tinh hinh tiéu thu ctia ngudi tiéu dung dbi véi S.
khong? Chang han nhu mé thém cac dai 1y va cac cira hang ban 1¢ tai cic thanh phd nham ting
thém thi phan va doanh thu cho S.?

Y kién nay khong thuc té. Tht nhit, rugu 12 mot san phém ¢6 tinh dic tha 6n dinh cao
trong tiéu dung. S. trai qua mot thoi gian ton tai rat dai nén nhu cau da dwoc xac 1ap tai cac thanh
phd My 1a kha 6n dinh hodc rat kho tang thém. Cho nén diéu d6 c6 thé gay ra su that thu do ting
thém chi phi. Nhitng nguoi ung hd y kién ndy con néi thém rang dé bu cho sb chi phi ting 1én,
Cong ty c¢6 thé ting thém gia ban thém 1 USD cho 1 chai S. Nhung ting gia cho mot nhin hang
d3 6n dinh tir 1au khong phai 13 chuyén d& dang. Co thé gip nhiéu can trd tir phia Chinh phu, tir
thué va tir nguoi tiéu dung. Thir hai, theo kinh nghiém, rugu nao chwa thanh cong, chwa dugc
khang dinh trén dit My thi chua thé thanh cong kinh doanh & nhimg thi trudng ngoai nudc My.
Diéu doi hoi can phai 1am ngay 1a 1am cho W. mét co hoi thanh céng ngay trén dat My.

C6 y kién cho rang can phai niém yét ha gid mdi chai S. xudng 1 USD (chi con 9 USD)
nham canh tranh vé gia va bao ton thi phan.. Tuy nhién, sy giam gia s& tac dong dén tam 1i khién
khach hang cho rang chat luong ciing sut giam theo. Ngoai ra, nhitng khach hang truyén thong
dung S. phan 16n trong ¥ nghi thuong cam thay ho 1a nguoi ty tin, thanh dat va sanh diéu trong
con mit cua nguoi khac. S. ha gia s& khong con qui nira va sau d6 khong con duge wa chudng
nita. Can ghi nhd mot diéu: canh tranh ngdy nay 1a canh tranh vé chat, trén nhitng tiéu chi dinh
tinh hon 1a dinh luong.

Chii dong tung ra sin pham méi 1 canh tranh hiru hi¢u

Sau khi d4 tham khao tat ca nhimg ¥ kién trén, Cong ty Heublein da hop toan thé cap quan
tri va cubi cung dua ra phuong sach canh tranh nhu sau: van giir nguyén gia 10 USD cho chai S.
loai cii. Nhu thé khong gay xé4o tron, thay ddi vé tim li va nhu cau hién tai ciia khach hang dbi véi
nhin S. Pdng thoi, Cong ty tung ra thi trudng mot loai rugu voi nhin hiéu méi 1a R., ¢6 cung
dung tich. Song vé& thuc chat 1a cung chat rugu nhu chai S. loai cii, voi gia 11 USD. Muc dich
nham khang dinh thém uy tin ctia Cong ty Heublein va cta dong ruou Vodka ndi tiéng xua nay.
Chua hét, Cong ty con tung ra mot loai nhan rugu méi ¢6 tén 1a P., ciing c6 cung dung tich, chét
ruou nhu S., nhung dugc niém yét gia ban 1a 9 USD/ chai. V&i loai nhin méi nay, Cong ty mubn
cho nguoi tiéu dung hiéu d6 1a loai rwou thudng thuong. Khi khach hang mua uéng ma van thay
né co6 vi ngon khong thua kém gi S. thi lai cang tdng thém uy tin cho Cong ty.

Thuc té dién ra trén thi truong cho thdy, sach lugc canh tranh nay rat hiéu qua, vi da day
W. vao thé "thoi thop", dong thdi con mang lai thém loi nhuan dang ké cho Cong ty tir hai loai
nhan hiéu méi. Bai hoc canh tranh nay cta Cong ty Heublein hién nay van con nguyén gia tri cho
cac doanh nghiép trén thuong trudng trong nudce va thé giéi.
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CHUONG Xl
MARKETING QUOC TE

YEU CAU
Sau khi hoc xong chwong nay, sinh vién cdn nim duoc cac van dé co ban sau day:
e Khai niém va ban chat cua Marketing qudc té
e Xu hudng mé rong thuong mai quéc té
e Céc phuong phap xam nhap thi trudng qudc té khac nhau
e Céc dic diém cin ban cia mdi trudng Marketing quoc té
e Cac van dé co ban cia Marekting xuit khau
NOI DUNG
11.1. BAN CHAT VA NOQI DUNG CUA MARKETING QUOC TE
11.1.1. Khai niém

Marketing cin ban c6 thé 4p dung chung trong nhiéu linh vuc trén co s& cac nguyén Iy
Marketing co ban. Tuy nhién, cac chién luoc Marketing dugc str dung dé thyuc hién mot chuong
trinh Marketing cho hoat dong kinh doanh tai nudc ngoai thuong cé nhiéu diém khac biét so véi
céc chién luoc Marketing ap dung trong nuédc. Khi budc vao mot moi trudng kinh doanh mdi tai
mot qudc gia ndo do, cong ty phai giai quyét cac van dé:

e Chién lugc x4m nhép thi truong moi

e Céc chién luoc Marketing hdn hop cho thi truong méi

e Co cu hoat dong cta cong ty trong thi truong méi

11.1.2. Xu hwéng hdi nhép va tw do hoa thi trwong quoc té

Ngay nay, toan cau hoa dang trd thinh mot xu thé qudc té, dan dén mot nén kinh té thé gioi
thong nhat, mot thi trudng thé gii thdng nhat, rong 16n v6i nhitng luat choi chung. Qua trinh tyr
do hoa thwong mai va dau tu, thuc chit 1a qua trinh giam thiéu va di tdi xo4 bo nhimng hang rao
thué quan va phi quan thué déi véi hang hod, dich vu va dau tu gitra cic nudc, ciing phat trién
manh, thic ddy xu thé toan cau hoa phat trién manh ca vé chiéu rong va chiéu sau.

Toan cau hod dan dén tu do hoa thuong mai quéc té. Tu do hoa thuong mai lai thac déy
qué trinh toan ciu hoa phat trién nhanh chong. Do véy c6 thé noi toan cau hod, tu do hoa kinh té
va hoi nhap qudc té 1a mot qua trinh kép.

Cung voi qua trinh toan cau hoa 13 qua trinh khu vuc hoa ciing dién ra s6i dong. Su ra doi
va phat trién cua cac khdi EU, ASEAN, APEC, AFTA, NAFTA... 1a nhitng vi du dién hinh vé khu
vuc hoa. Gan day, Trung Qudc va ASEAN ciing dang dam phan dé hinh thanh khu vuc mau dich
tu do Trung Quéc — ASEAN. Day s¢€ 1a khu vyc mau dich tu do 16n nhét vé dan sb va ca vé doanh
sO.
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Pai hoi dai biéu toan qudc 1an thir VIII cia Pang di khiang dinh phdi ddy nhanh qud trinh
héi nhdp kinh té khu viee va thé gidi. Nghi quyét Hoi nghi 1an thr tu, Ban chap hanh Trung
wong khod VIII (12-1997) néu nguyén tic hoi nhap cia Viét Nam 1a: “Chu déng chudn bi cdc
diéu kién can thiét vé can bo, ludt phap va nhat la xdc dinh nhitng san phcfm ma Viét Nam co loi
thé canh tranh d@é tham gia vdao khu viee va thé gici «.

Sy phat trién cua cong nghé tat yéu dan dén toan cau hoa Vién thong, thé hién ¢ chd ngudi
st dung c6 thé lién lac véi nhitng nguoi hang xom ciing nhu nhitng ngudi sir dung ¢ khap noi trén
thé gidi, tao ra cai goi 1a “lang vién thong toan cau”. Tan dung vu diém nay, cic nha khai thac
16n, bang viéc tao ra cdc lién minh dudi dang cdc cong ty da quoc gia, cung cap cac dich vu vién
thong qudc té véi cac mirc gia phai ching. C6 thé nhan thay két qua truc tiép 1a luu lugng qubc té
tang 6n dinh voi ty 1€ 17%/ nam. Con ¢ nhiing nudc dang phat trién muc tang truéng dat duoc
30% (7 phat/ nguoi, 70 phat/ thué bao (Theo Co s¢ dir li¢u ITU/BDT ).

Buu chinh ciing tham gia tich cuc vao qua trinh toan cau hoa, dap vmg nhu cau giao luu
tinh cam, trao doi hang hoa, tién té. Cac cong ty chuyén phat nhanh toan cau nhu DHL, FedEX,
TNT, UPS, AIRBORNE... c6 mit khip noi trén thé gidi. Buu chinh Viét Nam dang xay dung
lién doanh v&i mét s6 cong ty chuyén phat nhanh toan cau I6n dé vuon ra thé gidi. C6 thé noi thi
truong Buu chinh, Vién thong trong mdi nudc 1a mot bd phan khong thé tach roi cua thi truong
Buu chinh, Vién thong thé gidi.

Trén thé giéi da xuat hién nhiéu cong ty toan ciu co pham vi hoat dong trén toan thé gidi.
Tai Vi¢t Nam, vuon ra thi truong thé gidi tréd thanh chién luoc cta nhiéu doanh nghi¢p Viét Nam.
Trong xu thé d6, d¢ dam bao kinh doanh thing loi trén thi truong qudc té, cac doanh nghiép can
phéi dugc trang bi kién thirc Marketing quéc té.

11.1.3. Ndi dung ciia Marketing qudc té
Khi mét cong ty quyét dinh vuon ra thi truong thé giéi, ho phai lwa chon mot co cau to
chire phit hop dé hoat dong trén thi truong d6. Didu nay tuy thudc vao chién luge xam nhép thi

truong cua cong ty. Dé budc vao mot thi trudng qudc té, cong ty c6 thé lwa chon cac phuong phap
sau day (xem Hinh 11.1.):

., Hop dong Xay dung co
. Chinhanh | ¢4y phép cho . B i o B R
Trung gian ban hi p phep ch san xuat Lién SO san xuat Cong ty
. an han 3 3 A 5
san xuat L. g nha’san xu‘e?t theo ban doanh ta nudc toan cau
cuacongty | nudc ngoai P |
quyén ngoai
Té chire kiéu don gian Té chire kiéu phuc tap

A
v

Hinh 11.1. Céc co cdu xam nhap thi truong qudc té khac nhau

1. Phuong phap don gian nhat 1a xuit khdu qua céc trung gian xuit nhap khau (Foreign-
trade agent middleman). Uu diém ctia phuong phap ndy 1a cong ty khéng can phai dau tu nhiéu vé
tai chinh, cong strc va thoi gian, rai ro ciing rat thip. Tuy nhién, nhuge diém cua phuong phéap nay
1a nha xuit khau ciing khong kiém soat duoc hoat dong ctia cac trung gian xuit khau.
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2. Phuong phap cao hon 1a nha san xuat to chtic cac chi nhanh ban hang (Company— owned
sales branch) hay cdc cong ty con (subsidiaries) tai thi truong nudc ngoai. Phuong phép c6 nhiing
vu diém sau day:

e (Cong ty c6 thé xtc tién san pham cua minh manh mé& hon;

e Quan ly nd lyc ban hang hiéu qua hon;

e (Co thé phat trién thi trudng qudc té hiéu qua hon.

Tat nhién 1a dé thuc hién phuong phap kinh doanh nay, cong ty ciing phai dau tu thoi gian,
tién cta va nd luc 16n hon dé quan 1y luc lwong ban hang trong mot méi truong xa la.

3. Phuong phép thir ba 1a hop dong san xuét theo ban quyén (Licensing a foreign producer,
Contract manufacturing by foreign producer). Khi thi trudng mé rong, cong ty tim ddi tac & nude
ngoai va ky hop ddng cho phép ho san xuét hang hoa ciia cong ty. Phuong phap nay khong doi hoi
cong ty dau tu 16n cho san xuét, déng thoi nd gitip cho cong ty vuot qua duoc cic hang rao thué
quan va phi thué quan dé xam nhap thi truong mét nudc nao d6. Tuy nhién, diéu nay ciing c6 rui
ro tao ra ddi thu canh tranh trong twong lai khi hop dong hét thoi han va cac bi quyét san xuét bi
danh cap.

Nhugng quyén thuong mai (Franchising) 14 mot dang xam nhap thi truong qudc té phd bién
hién nay trén thé gidi. Tai Viét Nam, dudi hinh thirc nhuong quyén, ga ran KFC, nha hang in
nhanh McDonalds... da c6 mat. Ca fé Trung Nguyén ciing d& c6 mat trén thé gidi qua hinh thic
Franchising.

4. Phuong phap thir tu, cong ty xay dung co so san xuat ciia minh tai nudc ngoai dudi dang
lién doanh hay 100% von ctia cong ty (Joint venture, Whole owned subsidiaries). Phuong phép
nay c6 thé tan dung céc chinh sach wu ddi dau tu nudc ngoai ciia cic qudc gia thiéu von, cong
nghé, chi phi nhan cong ciing nhu cac yéu to dau vao san xuat khac thap.

5. Phuong phap thir nam 1a cac xi nghiép toan cau (Worldwide enterprise ). Day 1a bac thang
tién trién cudi ciing cua qué trinh vuon ra thi truong thé gisi. DSi véi cac cong ty toan ciu nay,
khong c6 sy phan biét giita hoat dong trong nudc va nude ngoai, chién luge Marketing dugc xay
dung trén co s6 toan cau. Do 14 trudng hop ciia cac cong ty nhu TNT, DHL, Nestlé, Shell Oil.

Tuong tmg v&i cac loai hinh co cAu xam nhép thi trudng qudc té nhu vay, chiing ta co cac
loai Marketing nhu sau:

- Marketing xudt khdu. Pay 1a Marketing giup cho cac doanh nghiép xuat khau thich tng
v6i cac yéu cau, doi hoi cia thi truong nudc ngoai.

- Marketing thdam nhdp. Marketing xAm nhap 13 cong cu ctia cac cong ty mudn c6 chd ding
trén thi truong qudc té nao do. Vi du, d6 1a Marketing ma céc cong ty lién doanh tai Viét Nam st
dung dé chiém linh thi truong Viét Nam.

- Marketing toan cau. Pay 1a Marketing ma cac hang da qudc gia sir dung dé dap ung nhu
cau cta cac khu vuc khac nhau trén thi truong quéc té hodc cua toan bo thi truong thé gidi.

Trong phan sau, chiing ta s& tap trung vao tim hiéu Marketing xuat khau.

Marketing quc té doi hoi cac doanh nghiép phai didu chinh cac chién lwoc Marketing cho
phul hop v6i méi trudng nude ngoai. Doanh nghiép phai giai quyét cac van dé sau day:

e Danh gia va lya chon thi truong xuét khiu

e Lua chon phuong thic hoat dong thich hop
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e Xay dung céc chién lugc Marketing hdn hop cho mdi thi truong qudc té ma cong ty
mudn x4m nhap.
Do vy, khi xdy dung ké hoach Marketing qudc té, cong ty can tién hanh cac cong viéc
theo trinh ty sau day:

Nghién citu Quyet dinh Quyét dinh cdc Quyét dinh

moi truong _I\ xam nhdp 4\ phuwong phap cac chiéen

marketing _l/ thi triong _l/ xam nhdp thi luge Mar-

quoc té nao? truong keting hon
hop

11.2. MOI TRUONG MARKETING QUOC TE
11.2.1. Pic diém chung cia kinh té thé gioi

1) Xu hwéng toan ciu hoa ciia cac nén kinh té

Toan cau hoa din dén tu do hod thuong mai qudc té. Ty do hoa thwong mai lai thiic ddy qua
trinh toan cau hoa phat trién nhanh chong. Do vay, co thé noi toan cau hoa, tu do hoa kinh té va
hoi nhap qubc té 1a mot qua trinh kép.

T d6 xuét hién cac té chuc kinh té khu vuc va quéc té nhu: Khu vuc mau dich tu do, khu
vuc théng nhét thué quan, khu vyc thi truong chung, khu vuc hop nhét kinh té.

Viét Nam ciing dang tham gia tich cuc vao xu hudng hoi nhap va toan cau hoa. Viét Nam
da thu dugc nhimg két qua quan trong budc dau trong qua trinh chii déng héi nhdp. D6 1 khai
thong dwoc quan hé vai cac t chie tai chinh, tién té qudc té nhu Quy tién té qudc té, Ngan hang
thé gidi, Ngan hang phat trién Chau A, gia nhdp ASEAN, APEC va ky két hiép wéc thuong mai
Viét-My. Va sau 11 nam nd lyc phin ddu, dam phéan, Viét Nam da chinh thic trd thanh thanh
vién cta t6 chtrc thuong mai thé gigi WTO vao cudi nam 2006.

Cung voi nhitng d6i méi bén trong tir ndm 1989, qua trinh da dang hoa, da phuong hoa va
phat trién kinh té d6i ngoai dd gop phan quan trong vao nhing thanh tyu phat trién kinh té, dat
duogc su 6n dinh va toc d6 ting truong kha cao trong 10 nam qua.

Theo xu hudng d6, cac cong ty Viét Nam phai nhanh chéng d6i méi dé khong chi chuan bi
cho canh tranh trén san nha - thi truong ndi dia, ma con phai vuon ra thi trudng thé gioi. o la
con dudng duy nhit dé ton tai va phat trién.

2) Cac xu huwéng lién két khac nhau giira cac doanh nghiép dé ting sirc canh tranh

Toan ciu hod cic cong ty thong qua cac con duong khac nhau nhu hop nhit, mua lai, lién
két... nhdm tao nén cac tap doan kinh té hing manh hoat dong trén pham vi toan cau. Cac cong ty
BC, VT ciing theo xu huéng d6. Cong ty Buu chinh Ha Lan d& mua lai cong ty TNT dé vuon
manh ra thi truong qudc té. TNT ciing lién kéy véi 5 cong ty Buu chinh Bic Au dé mé rong thi
truong. Buu chinh Viét Nam mudn vuon ra thé gidi thi cling phai thyc hién chién luge lién doanh,
lién két.

3) Mé hinh Kinh té thi truong mé dwoc nhiéu qudc gia 4p dung

M0 hinh kinh té thi truong md tiép tuc phat trién nhu 13 sy lya chon hiéu qua nhét cta céc
nudc
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Tir cudi nhitng ndm 1960, dau 1970, cac nudc Dong A xdy dung kinh té theo md hinh thi
truong mo dd 1am nén ky tich: kinh té phat trién nhanh chéng, cac van dé xa hoi duoc giai quyét
t6t hon nhidu so v6i cac nudc dang phat trién theo cac mo hinh khac. M6 hinh kinh té thi truong
mé da tao diéu kién cho cac nude nay thuc hién cong nghiép hoa thanh cong dua trén nhitng loi
thé so sanh, tan dung ndi lyc va tranh thu tdi da nhitng diéu kién quéc té thuan loi dé phat trién va
gianh dugc vi tri ¢6 loi trong phan cong lao dong qubc té. Cac nudc theo md hinh kinh té thi
trieong khép kin trude day (An do, cac nudc My latinh) da that bai, ciing dang chuyén sang mo
hinh kinh té thi truong md, hoi nhap véi thé gidi. Cac nuéc khdi XHCN cii ciing dan dan chuyén
d6i mo hinh kinh té khép kin sang mé hinh kinh té mo, tham gia vao cac t6 chirc kinh té khu vire
va qudc té. Nhiéu nude dd dat duoc nhimg mirc ting truong nhanh chéng nhu Trung Qudc, Viét
Nam, Nga...

4) Piu tw qudc té ting nhanh

Céc nudc phat trién dan dau trong linh vuc nay, chiém 88% mie dau tu qudc té vao thap ky
80,90, trong d6 Tay Au chiém 40%, My chiém 33% va Nhat chiém 15%. Trong nhiing nim qua,
Viét Nam c6 nhiéu chinh sach kéu goi thu hut vbn dau tu nude ngoai. Pay la mot trong cac yéu
t quan trong thuc day ting truong kinh té cia Viét Nam trong giai doan ddi méi.

Mot s6 cac cong ty Viét Nam ciing bat dau tim kiém co hoi dau tu ra nudc ngoai. Cong ty
Thach Ban dang dau tu vao Lién bang Nga, cong ty ca phé Trung nguyén dang mé ra cac hinh
thirc lién doanh tai nude ngoai dudi dang cip ban quyén cung cap dich vu ca phé voi thuong hiéu
ca phé Trung nguyén, Téng cong ty dau khi Viét Nam cling da ky két cac hop déng tham do, khai
théc dau khi tai Angiery, Cong ty vién thong Viettel da xam nhap vao thi truong Campuchia. ..

11.2.2. Méi truwdng Kinh té

Moi truong kinh té ctia mot qude gia ¢ anh huong quyét dinh dén hoat dong xuat khau vao
nuée d6. N6 quyét dinh dén sirc hap dan cia thi truong ddi v6i loai hang hoa nao dé cua cong ty.
Maéi truong kinh té cho biét tiém nang cta thi truong, thuan loi kho khan khi xdm nhap thi truong
(co s6 ha tang). Do vdy, trudc khi xAm nhdp vao thi truong qudc té doanh nghiép can tién hanh
nghién ciru diéu kién kinh té cia dat nude d6. Ha tang qudc gia va giai doan phat trién kinh té 1a
cac yéu t6 kinh té chu yéu ciia mot qude gia c6 anh huong dén do hip dan cua thi trudng do va
goi y vé chién luoc Marketing cho cong ty.

- Ha tc”ing co SO

Ha ting co s& ctia mot qudc gia cho biét kha nang cua qubc gia vé cung cap dich vu van tai,
thong tin lién lac va nang lugng. Tuy thudc vao san pham va phwong phap phan phdi san pham,
cac cong ty xam nhép thi trudng qudc té can dén ha ting co so & cac mirc d6 khac nhau. Chién
lwgc phan phdi san pham rong rdi can mot mang ludi giao thong van tai tét. Thong tin lién lac
cling 13 phuong tién khong thé thiéu duoc dbi véi cac nha kinh doanh.

- Mirc @4 phat trién kinh té

Mirc d6 phat trién kinh té cuia mot dat nude 1a thong tin quan trong cho biét dat nude do co
nhu cau vé san phim gi? Chi sé phat trién quan trong nhét 1a GNP trén dau nguoi.

Dé phan loai thi trudng nudc ngoai theo mirc do hdp dan, ngudi ta ¢ thé cin cir vao 3 yéu
t6 1a: dan sd, co cdu kinh t& va mirc séng dan cu.

1) Theo co ciu kinh té, c6 thé phén chia ra 4 nhom thi truwong nhw sau:

- Cdc nén kinh té i nhién. Nén kinh té ty nhién dugc dic trung boi ty 1¢ 16n lao dong trong
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nong nghiép voi cong nghé tho so. San xuat chu yéu 1a tu cung tu cap. Chua ¢ san xuét hang hoa.
Nhu ciu tiéu ding nhap khau khéng co.

- Céc nén kinh té xuit khau nguyén liéu tho. Po 1a cac nudc co tai nguyén khoang san nhu
Chi Lé (thiéc, ddng), Daia (cao su), A rap Xé ut (dau mo). Thi truong ndy c6 nhu cau vé cac thiét
bi khai thac, van tai. Pdng thoi, d6 ciing 14 thi truong tiém niang dé lién doanh ché bién hang xuit
khau voi ngudn lao dong ré va doi dao. Nhu cau vé hang cong nghiép ciing bat dau hinh thanh,
dic biét dbi voi tang 10p trén cua xa hoi.

- Céc nén kinh té trong giai doan cong nghiép hoa. Cong nghiép ché bién phat trién. Cac
nude nay co nhu cdu nhap nguyén lidu, nhién lidu va cac thiét bi san xuat nang. D3 xuit hién tang
16p trung luu c6 nhu cdu vé cac hang hoa tiéu dung co chat luong cao.

- Cac nén kinh té cong nghiép hoa. Ho xuat khiu hang cong nghiép. Poi séng nhan dan cao.
Day 1a mot thi truong c6 nhu cau da dang vé ca hang hoa tiéu dung chat luong cao va nguyén,
nhién liéu cho cong nghiép ché bién.

2) Theo mirc séng, cé thé phin chia thanh 5 nhém nwéc nhw sau:

- Céc nén kinh té c6 murc séng rat thap. Nén kinh té ndy cht yéu mang tinh tu cung tu cap,
nhu cau hang hod tiéu dung va tu lidu san xut thip.

- Cac nén kinh té c6 mirc séng thip. Hang hoa noi dia chét lugng kém, chu yéu do cac cong
ty Nha nudc san xuat. Tuy vay, ho ciing c6 nhu cau trao doi v6i thé gidi vé mot sb loai hang hoa.

- Cac nén kinh té c6 mirc sdng trung binh. Pai bd phan dan cu c6 mirc séng thap. Tuy nhién,
c6 mot bd phan kha gia c6 nhu cau hang ngoai chit lugng cao. Ngoai ra con c¢6 nhu cau vé cac
méay moc thiét bi cho san xuét.

- Céc nén kinh t& c6 mirc séng kha. Hinh thanh nén mét tang 16p trung luu c¢6 nhu cau cao
vé hang hoa. Dong thoi ¢6 hai ting 16p ddi nghich: tang 16p giau c6 va tang 16p nghéo khé véi cac
nhu cau tiéu ding twong phan.

- Cac nén kinh t& c6 mirc séng cao. Tang 16p dan cu trung lwu chiém da s6. Nhu cau tiéu
dung da dang, phong phu.

3) Theo mikc dj phit trién kinh té, cé thé chia thanh cdc nhém nwéc sau diy:

- Nhém cac nude kém phat trién

- Nhém céc nudc dang phat trién

- Nhom céc nude cong nghi€p méi (NICs)

Nhoém céc nude c6 nén kinh té dang chuyén doi

- Nhém céc nude cong nghiép phat trién

Mbi nhém nudc nay cb cac dic diém riéng. Nha xuat khu can tim hiéu k¥ didc diém cac
nhom nuée dy kién xudt khau dé c6 can ctr xay dung chién luoc xuét khau.
11.2.3. M6i trwdng vin hoa - xa hi

Van hod la mot hé thong gid tri, quan niém, niém tin, truyén thong va cdc chudn mwc hanh
Vi 1ng xit, giao tiép dwoc mot tdp thé giiv gin, dwoc hinh thanh trong nhitng diéu kién nhdt dinh vé
vdt chat, moi treong tu nhién, lich st cuia cong déng va dudi tac dong cua cac nén vin hoa khac.

Hanh vi tiéu dung cia khach hang ciing nhu hanh vi tng xir trong giao tiép dam phan caa
cac ddi tac chiu anh hudng sau sdc ciia nén vin hod cua dan tdc ho. N6i cach khac, cac yéu t6 van
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hoa c6 tac dong 16n dén hoat dong kinh doanh ciia doanh nghiép. Do véy, doanh nghiép can hiéu
biét méi trudng vin hoa tai qudc gia ma ho dang kinh doanh dé 1am cho hoat dong kinh doanh cua
ho phu hop véi méi trudong van hod do.

Sau ddy la mot s6 nét can luu y trong giao tiép véi cdc nén van hod khac:

1. Gia dinh trong mot s6 qudc gia 1a mot don vi xa hoi co ban, quan trong. Tuy nhién, d6i
v6i mot s6 nude mdi quan hé gitra cac thanh vién trong gia dinh tuong ddi doc lap, con véi mot sd
nude khac mdi quan hé nay lai chit ché. Pay 1a mot can clr quan trong cho cac nha tiép thi thiét ké
san pham ciing nhu chuong trinh quang cdo xuc tién ban. Cac nha quang cdo tai Viét Nam thuong
liy hinh anh niém vui gia dinh do san phdm mang lai dé quang c4o cho hang hoa cua ho.

2. Phong tuc tap quan xa hoi va hanh vi c¢6 anh hudng truc tiép toi hanh vi tiéu dung cua
khach hang cling nhu ti hanh vi ing xtr trong giao tiép dam phan. Vi du ngudi Anh va Ha Lan ua
thich vién thudc mau tring, ngudi Phap thich mau tia, va ca ba dan toc nay déu khong thich mau
d6. Nhung mau d6 lai 1a mau phé bién & My, Trung Qudc. Nguoi Nhat khong noi “khong” thing
thimg nhu ngudi chau Au. O cac nude My la tinh, khoang cach an toan khi giao tiép thuong thao
1a rat gan. Nhung ngudi My, Chau Au lai giit khoang cach an toan xa hon.

3. Gido dyc. Mtc dd gido duc ciia mot qudc gia anh hudong dén van dé quang cdo, nhin hiéu.
Néu dan ching it biét chit thi quang cdo bang biéu twong c6 tic dung hon bang 10i.

4. Sy khac biét vé ngdn ngir cling dt ra nhiéu vin d& trong quang céo va dé gy ric rdi (nhu
da trinh bay trong chwong : “Chién lugc quang cao”). Ngon ngit khong 101 khong tuong ddng ciing
gdy phién toai trong giao tiép.

Vi du:

- Pling chéng nanh (chéng tay vao hong) 1a ctr chi thach thic tai Indénexia ,Viét Nam.

- Cho tay vao ti quan, ngdi rung dui khi no6i chuyén la ctr chi khong gay 4n tuong tot O
Phap, Bi, Phén Lan, Thuy Dién va Viét Nam.

- Khi lic dau thi c6 nghia 1a déng y & Bungari va Sri Lanca.

- Bét cheo chan dé 16 ra dé giay la diéu cam ky & cac nudc dao Hdi. Goi mot ngudi 1a gidy
c6 nghia la sy xi nhuc.

- Xoa déu tré con 1a diéu xtc pham & Thai Lan, Singapore

- O céc nudc phuong Dong thi cham vao ngudi khac 13 vi pham riéng tu, nhung & cac nude
Nam Au va A rap la thé hién su than thién, nhiét tinh.

- Viéc dén dung gio khi dugc moi an com 1a rit quan trong & Pan Mach va Trung Qudc.
Nhung diéu d6 lai 1am cho chii nha ngac nhién & cic nudc My la tinh.

- Tai Nauy, Malaixia hay Singapor viéc dé thirc an thira ¢ dia dugc coi 1a khiém nhi. Nhung
& Ai cap thi néu khong dé lai gi trén dia lai duoc coi 1a khiém nha.

- O Thuy Dién khoa than va d& dai vé tinh duc dugc xem 13 binh thuong, nhung nghién rugu
thi lai khong duoc tan thanh.

- O céac nuée Tay Au nhiéu nguoi thich mua bang tién mat hon 1 thé tin dung.

5. Quan hé cip trén cap va cap dudi. Pay 1a yéu td quan trong trong dam phan. Néu c6 su
phan biét 15 rét gitra cap trén va cip dudi (& Malaixia, Philippin) thi vai trd quyét dinh trong dam
phan thudc vé “xép”. Con & Pan Mach, Ixraen thi nhitng nguoi lam viée truc tiép c6 vai tro quyét
dinh.
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6. Tinh c4 nhan cht nghia c6 anh huéng manh dén dam phan. Tai cc nudc coi trong tinh ca
nhan (M, Uc, Anh), thi trong cac budi dam phan dé cang thang do ddi tac thang than, lam viéc
theo 1y. Nhung dbi véi cac dan toc chu trong dén tinh tap thé (Nhat, Han Qudc, Théai Lan,
Singapo, Viét Nam) thi ho cht trong dén yéu t tinh cam hon. Quan hé chu thg than thién hon.

7. Tinh cach clng ran hay mém mong. Ngudi Nhat c6 tinh cach mém mong, khong mudn
lam mét 1ong dbi tac, giai quyét mau thudn qua dam phén, thuong luong. Ngudi Chau Au, ngugc
lai rat thang than, boc truc nhung khong dé bung lau.

11.2.4. Mo6i trwong chinh tri - luat phap

Day 1a méi truong chi phdi 16n dén hoat dong xuat khau cua doanh nghiép. Nha xuat khau
chiu sy chi phdi, diéu tiét ctia moi truong chinh tri- luat phap cua ca nuwdc xuat khau va nudc nhap
khau, va khung canh luat phap dam phan quéc té.

1) Moi truomg chinh tri- ludt phap ciia nwéc chii nha (nwéc xuit khiu)

Moi truong chinh tri- luat phap ctia nudc chu nha hodc 1a thuc déy xuét khau, du tu, hodc
han ché no thong qua cic co ché chinh sach nham tao co hdi xuat khau va dau tu ra nudc ngoai.
Thuc hién chi truong chuyén sang nén kinh té thi trudng mé, Pang va Nha nude Viét Nam di co
nhiéu co ché chinh sac hd trg xuat khau. D6 1a viée thiét 1p quan hé ngoai giao, ky két cac hiép
dinh thuong mai véi nhiéu nudc trén thé gidi, thuc thi cac chinh sach vu dai xuat khau vé thué, vé
tin dung... Nhiéu lanh dao cac doanh nghiép 16n Viét Nam duogc di thap ting cac doan can bd cao
cap cua Nha nuéc di thim viéng va 1am viéc v6i cac nude dé tim hiéu thi truong xuit khiu hang
hoa Viét Nam. Ngay nay, chinh cac quan chtic cap cao nha nudc 1a ngudi xtc tién thuong mai rat
hiéu qua cho quéc gia trong cac cudc Viéng tham quéc té. Hoi nghi APEC 2006 tai Viét Nam la
mdt co hdi quan trong thé hién su gén két, dan xen chit ché gilra cac hoat dong chinh tri va kinh
té.

2) Méi truwong chinh tri- luat phap ciia nwée nhip khau

- Yéu to quan trong nhat ma cac nha xuat khau cAn xem xét 1a sw on dinh vé chinh tri cua
nudc nhap khau. Su bat 6n chinh tri cia mot dit nude dan dén su bat 6n vé cac chinh sach thuong
mai, tai chinh tién té, chinh sach nhap khau, tir d6 s& gay ra cac rai ro 16n cho cac nha xuét khéu,
nha dau tu. Chinh su 6n dinh chinh tri cua Viét Nam 1a mot trong cac yéu tb quan trong thu hut
dau tw nudc ngoai trong nhirng ndm qua.

- Chinh sach khuyén khich dau tu, nhap khau cia nudc sé tai. Viét Nam 1a nuée c¢6 cha
chuong, chinh sach khuyén khich dau tu nudc ngoai. Tuy nhién c¢6 nhiéu nude han ché nhap khau,
dau tu nude ngoai qua quy dinh vé han ngach nhap khau, vé han ché chuyén ngoai té ra nudc
ngoai... An D6 1a qudc gia yéu cau khat khe vé han ngach nhéap khau.

- Quy dinh vé ty gid chuyén doi giita cdc dong tién. Nhidu qudc gia kiém soat chit ché vé ty
gia, hodc tién té cua ho khong thé chuyén ddi dugc. Diéu nay gay thi¢t hai cho nha xuét khau khi
thanh toan. Cac nha xuét khau, dau tu Viét Nam vao Nga gip kho khan 16n vé khau chuyén doi
tién.

- Thii tuc hanh chinh ciing dnh hwdng t6i cdc nha nhdp khdu. Do 1a cac thi tuc hai quan, thu
tuc hanh chinh. Cac tha tuc nay nhiéu khi lam nan long cac nha dau tu, nhap khéu vi nan tham
nhiing, héi 16, phién ha.

Hién nay, mot kho khan 16n cia cac nha xuét khau Viét Nam vao thi truong My 1a it hiéu
biét luat phép cua ho. Do 1a luat vé thuong hi¢u hang hoa, vé ban quyén, v& vé sinh an toan thyc
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pham, v& trach nhiém x4 hoi (xem Phéan cac bai doc thém cudi chuong I: Tiéu chuin SA 8000), vé
giai quyét tranh chap thuong mai.... Didu nay s& dan dén céc rui ro cho cac nha xuat khau.

3) Khung canh luit phap dam phin quéc té ciing 1a diéu quan trong ma cac nha xuit
khau, dau tu can hiéu biét. Ho phai nim chéc cac nguyén tic luat phap chi phdi dam phan quc té.
Céc nguyén tic luat phap nay xuét phat tir cac cong wdc, hiép dinh thuong mai qudc té.

Su kién tranh chip phép 1y giita Hiép hoi ca da tron My va cac doanh nghiép xuét khau ca
tra, ca ba sa Viét Nam 1a mot vi du dién hinh vé tranh chép thuong mai Xuét nhap khéu. Phia My
vu c4o Viét Nam ban pha gia, 1am giam gia ca Catfish cia My 10%. Ddng thoi, ho van dong hanh
lang dé Ha vién My thong qua dao ludt khong cho phép céc ba sa, cac tra Viét Nam nhap vao My
liy tén Catfish. Nhung phia Viét Nam ching minh rang do lgi thé cua Viét Nam vé diéu kién thién
nhién, vé lao dong (chi phi lao dong ctia my gap 40 lan cua Viét Nam), vé cai tién cong nghé, cho
nén gia thanh san pham ca ré hon ciia My. Vu kién dang dién bién.

11.3. MARKETING XUAT KHAU
11.3.1. Nghién ciru thi trudong xuit khiu

Theo tu duy Marketing “Chi ban nhitng thir ma khach hang can”, viéc nghién ciru thi trudng
xudt khau co vai tro rat quan trong. Trén co s nghién ctru thi truong, doanh nghiép c6 thé danh
gid quy md va tiém nang thi truong xuat khau. Pay 1a can ctr dé lya chon thi truong xuat khau, dé
phan doan thi truong va dinh vi san phém, va cudi cung dé xay dung céc chién lugc Marketing hdn
hop.

Viée can phai chu trong dén nghién cuu thi truong xudt khau con do cac Iy do kh6 khan khi
nghién ctru thi trudng nudc ngoai nhu méi truong kinh doanh khac biét, thiéu nhiéu thong tin thir
cap thong dung, chi phi thu thap thong tin cao. ..

Noi dung nghién ctru thi trudng quéc té 13:

e Nghién ctru tiém ning thi trudng, tirc 14 nghién ctru, du bao nhu cau, dic diém tdm 1y, thi
hiéu cua khach hang, cac bién s vé dan sb hoc, vé& hanh vi, phong cach séng, vé van
hoa...

e Nghién ctru kha ning xam nhap thi trudng. D6 1a cac diéu kién vé dia 1y, vé ha ting giao
thong, vé van chuyén, vé tinh hinh canh tranh, vé luat phép thuong mai, thu tuc hanh
chinh...

11.3.2. Lua chon thi trweong

Lua chon thi truong xuat khau 1a qua trinh danh gia cac co hoi thi truong dé chon ra cac thi
truong c6 trién vong nhat, phi hop véi tiém nang thé manh ciia cong ty. Viéc lwa chon thi truong
phai thyc hién d6i voi timg san pham cia cong ty, tirc 1a phai nghién ciru cac cip san pham - thi
truong.

Dé lya chon thi truong xudt khau, cong ty phai xdy dung chién luoc xuit khau trén co s
giai quyét mdi trong quan giita ning lyc, thé manh ciia cong ty va sé luong céc thi trudng cé thé
xam nhap. Khi lya chon chién luoc thi truong xuét khau, cong ty phai can ctr vao cac nhan t6 nhu:
cac nhan t6 thudce vé cong ty; cac nhan td vé san phém; cac nhan t6 vé thi truong (nhu cau, thi
hiéu, canh tranh, phép ludt...) va cac nhan tb Marketing.

C6 thé c6 2 dang chién lugc xuat khau sau day:

Thir nhat, dé la chién luoc phat trién theo chiéu sdu.
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Trong chién lugc nay cong ty chi tip trung vao mot s it cac thi truong trén co s¢ thé manh
cua cong ty.

Chién luoc nay co cac uu diém sau ddy:

- Cong ty co thé tan dung duoc thé manh ctia minh theo hudng chuyén mon hoa sau.

- Cong ty ¢ thé hiéu biét thi trudng t6t hon, xay dung mdi quan hé than thién véi ddi tac.

Tuy nhién, mat yéu cua chién lugc nay la do mao hiém cao do cong ty tap trung dau tu vao
mot sb it thi trudng, néu cac thi trudng ndy c6 cac bién dong bit loi.

Thir hai, d6 la chién luge mé rong thi truong.

Theo chién lugc nay, cong ty dong thdi xAm nhap vao nhiéu thi trudng khac nhau. Uu diém
ctia chién luoc nay 1a cong ty c6 thé phan tan dugc rii ro kinh doanh theo kiéu “khong bo trimg
vao ciing mot gié”. Nhuoc diém ciia né 1a phan tan nang luc tiép thi, kho quén 1y.

Vé cac phuong phap lwa chon thi truong xuat khiu, cong ty c6 thé liwa chon hai phwong phap
sau day:

Thir nhdt, dé la phwong phdp thu dong. Theo phuong phap ndy, cong ty chi han ché hoat
dong trong pham vi dap Gng nhu cau cia cac don dit hang cia nude ngoai, hodc ban hang qua cac
dai Iy xuat khau. Py 1a phuong thirc lam an nho, tam thoi.

Thie hai, do la phwong phap chu dong. Theo phuong phap nay, cong ty hodc la tim thi
truong xuét khau tuong ty nhu thi truong noi dia (con goi la phuong phap mo rdng thi truong veé
dia 1y), hodc la dan dan tuyén chon cdc thi truong cé dé hdp cao.

11.3.3. Lwa chon phwong thirc thAim nhip thi trudmng

Khi mot cong ty quyét dinh hoat dong kinh doanh & nudc ngoai thi lanh dao cong ty phai
chon lya mot cdu trac t6 chirc thich hop dé hoat dong trong cac thi truong do.

C6 nhitng phuong phap khac nhau dé budc vao mot thi trudng nudc ngodi, va mdi phuong
phap tiéu biéu cho mirc do dan sau vao thi trudng qudc t&. Thong thuong, cach thirc kinh doanh &
cac thi trudng nudc ngoai duogc Iya chon tir hinh thirc don gian dén phtc tap. Bé xam nhap vao
mdt thi tredng nude ngoai, cong ty ¢d thé lwa chon cac phwong phap sau day: xudt khdu gidn tiép;
xudt khau truc tiép; nhuong gidy phép; lién doanh, dau tw tryc tiép.

Cac phuong phap nay, theo tht tu cang vé sau cang ganh chiu trach nhi¢ém cao hon, rui ro
cao hon nhung hira hen lgi nhuan cao hon. Ching ta s& tim hiéu cac phuong phap nay.

1) Xuit khiu

Xuit khau 1a phuong thirc don gian nhat dé tham gia thi truong qudc té ma hién nay Viét
Nam dang khuyén khich, thic day. C6 2 dang xuét khau. D6 1a xuit khau thu dong va xuat khau
chu dong. Trong xuat khau thu dong, cong ty chi xuit hang hod du thira. Xuat khau cha dong 1a
cong ty co chién luge hudng toi xuat khau. Ca xuat khau thu dong va bi dong thi hang hoa déu
dugc san xuat trong nude.

Khi méi bat dau xuat khau, cong ty thuong chon hinh thirc xudt khau gidn tiép thong qua
cac trung gian hoat dong trong linh vuc xudt nhap khau, vi phuong thirc nay giam rai ro, khong
doi hoi vén 16n ciing nhu kinh nghiém, hiéu biét thi truong. Tuy nhién, cong ty kho co thé kiém
soat viéc ti€u thu hang hod & nudc ngoai. Hon nita, cac dai ly trung gian thuong khong phai la
nhitng ngudi tiép thi nang nd va thuong khong tao ra dwoc mot lugng ban 16n.

Khi d3 c¢6 kinh nghiém va vén liéng, cong ty co thé xuat khau truc tiép. Phuong thirc xut
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khau nay doi hoi vén dau tu va cac chuyén vién co kién thirc, kinh nghiém. Tuy nhién, cong ty c6
thé dat mirc 1oi nhuan cao. V& t6 chirc bd may, cong ty co thé Iya chon cac phuong thirc sau day:

e T4 chirc mot bo phan xuat khau riéng ctia cong ty.

e Thanh lap chi nhanh hay van phong dai dién ¢ nudc ngoai.

¢ Qua dai dién thuong mai quéc té

e Ky hop dong vdi cac cong ty phan phdi nudc ngoai.

Tat nhién, v6i hinh thirc xuat khau truc tiép, ban lanh dao cong ty lic nay phai mat nhiéu
thoi gian hon va ting thém chi phi cho viéc quan Iy mét luc luong ban hang nhiéu hon. Kho khin
& day 1a nhitng ngudi ban hang, hodc 1a nguoi nudc ngoai khong quen thudc san pham va cac
thue t& Marketing ctia cong ty, hodc 1a nhitng ngudi ban hang nguoi Viét Nam khong quen thudc
voi thi truong nude ngoai.

2) Lién doanh

Pay 1a mot phuong thirc gitip cho cong ty xam nhap thi truong nude ngodi qua lién két véi
cac ddi tac nude ngoai dé xay dung co s san xuét tai nudc s tai. Co 4 kiéu lién doanh sau day:

a) Cap gidy phép nhiong quyén (lixing)

Pay 1a mot hinh thirc kinh doanh nhdm dat dugc chd dimg vimg chic o thi truong nudc
ngoai ma khong can von. Theo phuong thirc nay, cong ty ky hop ddng chuyén nhuong quyén sir
dung quy trinh san xuit, mot bang sang ché, mot thwong hiéu, mot bi quyét thwong mai... cho dbi
tac nude ngoai. Vi phuong thirc nay cong ty khong doi hoi vén dau tu 16n, khéng chiu nhiéu rii
ro d& xam nhap thi trudng nudc ngoai. Con ddi tic nudc ngoai thi cd ngay quy trinh san xuét véi
uy tin, tiéng tdm ciia san pham da ndi tiéng. Tuy nhién, lgi nhuan ciing sé& thip, va ciing ¢ thé dan
t6i sy mat quyén kiém soat va nay sinh cic di thii canh tranh khi chim dut hop dong.

Hang ca phé Trung Nguyén da thyc hién chuyén nhuong thwong hiéu “Ca phé Trung
Nguyén” va ban nguyén liéu ca phé da ché bién cho cac ddi tac trong va ngoai nudc dé mé rong
mang ludi tiéu thu ra khip ca nude va thé gioi.

Hang “Coca Cola” vuon ra thé giéi bang phuong thirc cip phép san xuét cho cac ddi tac
nudc ngoai, cong ty cung cap nguyén lidu dam dic cho qua trinh san xuat nude giai khat Coca.

Thong qua lixing hodc hgp dong san xudt, cac nha san xuét c6 thé budc vao mot thi trudng
kho tiép can chi vi nhitng han ché vé mat ngoai héi, quota nhap khau hodc thué quan ¢ tinh cAm
doan. Mit khac, nguoi thué lixang c6 thé hoc tat ca nhiing gi ¢6 thé hoc, dé rdi ho tién hanh san
xuét doc 1ap khi hét thoi han lixdng.

b) Giao thau san xudt

Theo phuong phép nay, cong ty ky hop d6ng voi nha san xuét dia phuong dé ho san xuét cac
mat hang ma cong ty dang ban. Bang cach nay, cong ty c¢6 thé trién khai nhanh dugc san xuit ngay
tai thi truong nude ngoai, vuot qua dugc hang rao thué quan cua nudc so tai, tdn dung duoc nguén
nhan cong, nguyén liéu ré tai chd, giam duoc cac rai ro dau tu.

¢) Quan Iy theo hop dong

Theo phuong thirc nay, cong ty cung cip cho ddi tic nudc ngoai “Know-how” vé quan 1y,
phia d6i tac dam bao ngudn von dau tu can thiét. Trong trudng hop nay, cong ty xuit khau dich vu
quan 1y, chir khong phai xuat khau hang hoa. Bang cach nay, Cong ty khach san “Hilton” ctia Hoa
Ky da mé cac chudi khach san mang thuong hiéu “Hilton” khip thé gioi.
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Phuong thtric kinh doanh nay c6 d6 ruai ro thép nhét. Tuy nhién, né mang lai lgi nhuan thép
va doi hoi cong ty c6 mot doi ngii can bd quan 1y gioi khap noi.

4) Xi nghiép lién doanh

Pay 13 hinh thirc gop vén chung véi ddi tac nude ngoai dé xay dung xi nghiép tai nude s
tai ma hai bén clng so hitu va diéu hanh. Cac nudc dang phat trién thuong thiéu vén, cong nghé
va nang luc quan 1y, cho nén déu c6 chinh sach thu hiit vén dau tu nudc ngoai.

Mot cong ty c6 thé san xudt & dat nude cia doi tac dé loi dung gia nhan cong thap, tranh
thué nhap khau cao, giam bét phi vén tai khi dua san pham dén thi truong, tiép can duoc ngudn
nguyén liéu tai chd, hodc tir d6 dé budc vao mot thi truong khac. Vi du nhu cach duy nhat tranh
biéu thué cao danh vao mot cong ty nudc ngoai khi vao cac nudce thude Cong ddng chau Au, 1a co
thé dau tu vao mot nude trong EC, 1Ol qua do lai tién tiép vao mdt nudc EC khac. No6i chung khi
mot cong ty dau tu san xuit bén ngoai nudc ban dia thi ho thuong dung san pham cia cic nha
méy tai d6 xudt khau tré lai nude ban dia, nhu nhiéu cong ty Nhat va My thuong lam trong nhiéu
nam qua.

Lién doanh gitip cho cong ty thuan lgi khi thim nhap cac thi trudng nudc ngoai hip dan.
Tuy nhién, lién doanh ciing ¢ cac nhuogc diém. D6 1a sy bat dong y kién giita hai bén vé chién
lugc kinh doanh, vé phén chia lgi nhuan. ..

3) Pau twr truc tiép

Day 1a hinh thirc xAm nhap thi truong nude ngoai cao nhat. Cong ty dau tu von & nude so tai
dé thanh 1ap xi nghiép san xuat ciia minh. Vay khi nao thi nén dau tu tryc tiép va loi ich ctia n6?

Cong ty quyét dinh dau tu tryc tiép ra nudc ngoai khi di c6 du kinh nghiém hoat dong xuét
khau, dong thoi mirc cau cia thi truong nude ngoai du 16n. Pau tu truc tiép s& ¢6 nhiéu vu diém
nhu:

e Tan dung ngudn nhan coéng, nguyén lidu ré ciia nudc so tai.

e Tan dung cic vu dii ctia chinh phii nuéc so tai nham thu hat von dau tu nude ngoai.

e Giam chi phi van chuyén do san xuit gan thi truong tiéu thy.

e Xay dung dugc mdi quan hé gan giii, than thién v6i Chinh phu va céng chung nudc s&

tai (vi du do tao ra nhiéu cong an viéc 1am cho dia phuong...).

e Hiéu 16 hon nhu ciu cua khach hang dé thuc hién phuong chdm ban nhimng thir ma khach

hang can.

e Kiém soat duoc toan bd von dau tu va qua trinh san xuét, tiéu thu san phém. Do vay s¢€

chu dong trong x4y dung va thuc thi ké hoach kinh doanh.

Pau tu truc tiép cling c6 nhugc diém nhu d6 rui ro cao do bién dong chinh tri, luat phap,
van d¢ xung dot vé van hod, kinh t& din dén dinh cong...Dau tu tryc tiép ciing doi hoi cong ty
phai c6 doi ngli can bo quan 1y gidi, thong thao mdi trudng nude so tai.

11.3.4. Lua chon chién lwgc Marketing hén hop

Vé viéc lwa chon chién lwoc Marketing hdn hop, c6 thé ¢ hai xu hudng sau déy:

- Coéng ty ap dung cung mot hé théng Marketing hon hop da duoc tiéu chuén hoa cho moi
thi truong. Chién luoc nay s& gitp cho cong ty giam dugce nhiéu chi phi Marketing. Cong ty
“Coca Cola” da thuc hién chién lugc ndy véi phwong cham :”Coca c6 cting mot huwong vi trén
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khip thé gigi”. Cong ty 6 to “Ford” cling san xuat ra “6 to cho thé gi6i”, phu hop véi da sb ngudi
tiéu dung thé gioi.

- Cong ty ap dung hé¢ théng Marketing hon hop khac biét hoa cho cac thi trudong khac nhau.
Nhu vy cong ty phai chiu chi phi 16n hon, nhung chién lugec Marketing cia cong ty s& pht hop
v6i cac thi truong khac nhau, va do vay cong ty c¢6 thé gianh thém dugc khach hang, thu duoc loi
nhuén cao hon.

Giita hai xu hudng nay c6 thé ¢ cac xu hudng dung hoa, vi du nhu san phim khong thay
d6i, nhung cach dong goi, bao bi khac nhau, cach thirc xuc tién khéc nhau. ..

1) Chién lwgc sin phim

Cong ty co thé thay d6i 2 bién s6 1a san pham (Product) va truyén thong Marketing
(Communication) dé nhan dugc cac chién luge sau ddy (xem Hinh 11.2):

a) Chién lugc mot san phém, mdt thong di¢ép Marketing trén toan cAu.

Theo chién luoc nay cong ty khong thay ddi san pham va thong diép Marketing khi xam
nhép vao céc thi truong khac nhau.

Cong ty Coca- Cola va Pepsi- Cola di thuc hién chién luoc ndy thanh cong. Tuy nhién, kha
ning ap dung chién luge nay han ché. Chién luoc nay dé& ap dung dbi v6i cac hang cong nghiép,
cac san pham hoa chét, va khé ap dung d6i v6i hang hod thyc pham.

b) Chién luge mot san pham, nhung phan biét hoa thong diép Marketing

Chién lugc ndy c6 thé thuc hién khi cing mét san phdm nhung dugc dung voi cac muc dich
khac nhau 6 cac thi trudng khac nhau, do vay can phai thiét ké cac thong diép Marketing khac
nhau tuy theo myc dich sir dung san phim cta khach hang & cac thi truong khac nhau.

¢) Khéc biét hoa san pham, thong diép tuong tu

hoan toan

San phiam Khong Thich @wng P6i méi
Xiic tién thay doi hoan toan
Khéng Chién lugc a Chién lugc
thay doi c
Thich &ng Chién luoc b Chién lugc d
Péi méi Chién lugc e

Hinh 11.2. Nam chién lugc thay d6i san pham va truyén thong Marketing

San pham phai thich Gmg véi thi truong, con thong diép marekting thi trong ty. Chang han,

cac do dién xuat khau phai phu hgp voi dién ap thdong dung tai nudc so tai, bao bi mau sac, té€n goi

... phai phu hop vdi thi hiéu, khi hau...

d) Khac biét hoa ca san pham va thong diép Marketing

Ca san pham va thong diép marekting déu phai thich tmg véi dic diém cua mdi loai thi

truong xuat khau.

e) Boi méi san pham.
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Do chu ky séng cuia san pham 1a khac nhau ¢ cac thi truong khac nhau, cho nén cong ty can
d6i m&i san pham. C6 hai hudng d6i méi san pham 1a:

- Quay vé san pham cii v6i gia ré hon, it chirc ning hon khi cong ty xdm nhép vao thi
truong kém phat trién, strc mua kém hon.

- Sang tao san pham méi khi ban cho mot thi trudng cao cip, yéu cau cao va kha ning
thanh toén cao.

2) Chién lwgc gid

Gié 1a cong cu dé dat dugc cac muc tiéu Marketing. Thong thuong chién lugc gia hang hoa
xuét khau nhdm vao cac muc tiéu nhu “Thdm nhdp thi truong”; “Mo rong thi phdn " “Téi da
hoa loi nhuan”.

Cic ciin ctr dé xay dung chién lwoc gia la:

- Muyc ti€u va chinh sach gia cua cong ty.

Chién lugc gia can phai thong nhat véi chién lugc tham nhap thi truong cia cong ty ndi
riéng va cac chién lugec Marketing khac noi chung cta cong ty. Cin ¢t vao cic muc tiéu va chinh
sach, Cong ty c6 thé sir dung cac chién luoc sau ddy: “Thdm nhdp thi truong”; “ Mé réng thi
' “Téi da hod loi nhudn”.
- Chi phi

Chi phi cho mét don vi san pham s& khac nhau tuy thudc vao hang hoa san xuat ¢ dau.

phan’

Phuong phap tinh gia bang chi phi cong 1ai (Cost-plus) duoc dung ddi véi san phim xuét khau
phd bién hon so v6i san pham nodi dia. Gia san pham xuét khau do vay co thé cao hon gia trong
nude do cac chi phi phat sinh nhu van chuyén, thué. Tuy nhién, nhiéu khi cong ty ciing xuit khau
v6i gia thip hon gia ndi dia. Gia thap duoc ban trong cac truong hop sau:

e San phdm 16i mot

o Canh tranh manh

e Nang cao khad nang xdm nhdp thi triweong nudc ngodi

Nhiéu khi gia ban hang hoa & nudc ngoai ciia cong ty cao hon gia ban ndi dia ciia mit hang
cung loai. Cac cong ty Nhat Ban khi budc vao thi truong thé gidi thuong ban véi gia thap, tham
chi 15 dé canh tranh. Ho léy lgi nhudn trong nudc dé bu cho xuit khau. Khi san phém cua ho ding
vitng trén thi truong thi ho mdi ban gia cao hon. Cac cong ty Trung Qudc ciing thyuc hién chién
lugc gia twong tu khi xuét khau, thim chi ban phé gia hang hoa mau bién qua Viét Nam dé chiém
linh thi truong.

Ngoai ra, khi chua co kinh nghiém, cong ty co thé ban gia hang xuit khau bang vai gia ban
trong nudc. Sau do, cong ty ¢ thé diéu chinh theo phan tmg cua thi truong.

- Cau trén thi truong.

Cdu la yéu té dé xdc dinh mirc gic ma thi truong chdp nhan dwoe, hay la gid tran. Cong ty
ciing phdi xdc dinh cdc yéu té khdc nhau anh hiedng dén cau cua mét san pham.

- Muc do canh tranh trén thi truong.

Tuy vao cdc hinh thdi canh tranh khdc nhau trén thi truong ma céng ty c6 thé dwa ra cdc
chién lwoc gid khdac nhau (xem chicong 7: Chién lwoc dinh gid).

- Cac yeu to moi truong.
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D6 1a cac yéu td phap luat nhu “Luét chéng ban pha gia”, “Chinh sach xudt nhap khau”,
quyeén can thi¢p cua chinh quyén vé gia...
CAU HOI ON TAP VA THAO LUAN
1) Ban chit cua Marketing qudc t€? Su khac nhau gitta Marketing qudc t& va Marketing noi
dia?
2) Su can thiét ciia Marketing quéc té d6i véi cac doanh nghiép Viét Nam?
3) Cac co ciu cong ty khac nhau dé xam nhép thi trudng thé gidi (*)
4) Phan tich s anh hudng ciia cac yéu té thudc moéi truong kinh t& anh huong dén hoat dong
Marketing quoc teé (*)
5) Nghién ctru thi truong trong Marketing qudc té co nhitng noi dung gi (*)
6) Céc chién luoc xuat khiau khac nhau? Hay tim cac vi du vé cac cong ty Viét Nam sir dung
cac chién lugc xuat khau khac nhau.
7) Céc phuong thirc xam nhap thi truong qudc té khac nhau? Tim cac vi du vé cac cong ty sir
dung céac chién lugc xam nhap thi truong khac nhau? (*)
8) Phuong phap lwa chon chién luoc Marketing hdn hop?
9) Hay phan tich cac nguyén nhan ma Viét Nam thu hut ngay cang nhiéu ludng von dau tu nude
ngoai vao Viét Nam . Phan tich xem cac nha dau tu nudc ngoai vao Viét Nam thuong wa
thich hinh thirc nao nhat? Vi sao?
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GOl Y TRA LOI TOM TAT
MOT SO CAU HOI ON TAP CO BAN
Chuwong | (Ban chit ciia Marketing)
Cau 1:
Trinh bay tu duy “Chi ban nhitng thir ma khach hang can”. Ly vi du doanh nghiép thuc hién
theo tu duy nay.
Dap an:

- Ban nhing thir ma khach hang can 1a thé hién cin ban cua tu duy kinh doanh “hudng vé
khac hang”. Mudn thyc hién dugc tu duy nay thi phai nghién ctru thi truong d€ hiéu rd khach
hang can gi.

- Nhimng thi ma ho can ¢ day khong chi la vé loai san phém, dich vu gi, ma con gia ca ra sao
thi ho mua? lic nao ho mua‘,.7 0 dau? ho can xung ho n~hu thé nao? ho can ta cham séc nhu thé
nao? lic nao thi khong nén dén doi ng ho? Lic nao thi dé doi ng?

- Khi thyc hién duge phuong chim “chi ban nhing thir ma khach hang can” thi khach hang s&
hai long, ho khong nhitng mua nhi¢u ma con gidi thi€u cho ta thém khach hang médi. Loi gidi
thiéu cua khach hang c6 hi¢u qua hon nhleu s0 vOi cac loai quang cao trén cac phuong tién thong
tin dai chiing ma Doanh nghiép phai mat rat nhiéu tién dé thuc hién. Nhu véy s& ting duoc kha
nang canh tranh cia Doanh nghiép.

- Sinh vién léy vi du thyc té minh hoa.

Cau 2:

Trinh bay vai tro va chirc nang Marketing trong doanh nghiép.
Dap an:

Marketing c6 vai tro 1a cau ndi trung gian gilta hoat dong cua doanh nghi¢p va thi truong,
dam bao cho hoat dong ciia doanh nghi¢p hudng dén thi truong, lay thi truong lam muc ti€u kinh
doanh. Noéi cach khac, Marketing c6 nhiém vu tao ra khach hang cho doanh nghiép. St dung

Marketing trong cong tac ké 1ap hoach kinh doanh tirc 12 doanh nghiép thuc hién phuong cham ké
hoach phdi xudt phat tir thi trueong.

Marketing c6 chtrc nang phai tra 10 cac van dé sau:
e Aila khach hang myc tiéu cua doanh nghiép? Ho c6 cac dac diém gi? Nhu cdu, mong
muon cua ho nhu thé nao? (Hiéu rd khach hang)
* Mai truong kinh doanh ctia doanh nghiép c6 tac dong tich cuc, ti€u cuc nhu thé nao dén
doanh nghi¢p? (Hiéu rd moi truong kinh doanh).
e Cac ddi thu nao dang canh tranh v6i doanh nghi¢p? Ho manh yéu nhu thé nao so véi
doanh nghi¢p? (Hiéu ro doi thu canh tranh)
* Doanh nghiép sir dung cac chién lugc Marketing hdn hop gi dé tac dong toi khach hang?
(San pham, gia ca, kénh phéan phoi, xuc tién — Marketing mix). Day 1a vi khi chu dong
trong tay cua doanh nghiép dé “tan cong” vao thi truong.
~ Nhu vay, co thé n6i mudn kinh doanh thanh cong, doanh nghiép phai hiéu 16 minh, hiéu rd
d6i phuong, hiéu rd khach hang, hi€u thién rd thién thoi, dia loi (di€u kién méi truong). Tu do
cong ty moi c6 theé xay dung nén chién lugc Marketing hudng téi thi truong.
béy la chirc nang riéng cua “Quan tri Marketing” ma cac chirc nang khac trong cong ty
khong thuc hién dugce. Do vy, n6 mang tinh doc lap tuong doi vdi cac chure nang khéc.
Cau 3:
Trinh bay quan diém hudng vé khach hang.
Dap an:
Quan diém nay khang dinh rang chia khoa dé doanh nghiép thanh cong 1a ho phai xac dinh
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chinh xac nhu cau va mong muén cta thi truong muc tiéu, df)ng thoi ¢6 thé thoa man cac nhu cau
mong muon dé sao cho c6 hi¢u qua hon cac doi thu canh tranh.
Céc dic trung co ban cua quan diém nay nhu sau:
e Nhim vao thi truong muc tiéu nhét dinh
e Hiéu rd nhu cu, mong mudn ctia khach hang myc tiéu
e Surdung tong hop cac cong cu khac nhau (Marketing hdn hop)
e Téng lgi nhudn trén co sé thod man nhu cAu cua khach hang
C6 thé n6i Marketing 1a mot tu duy kinh doanh méi, tw duy huéng t6i khach hang, 1ay khach
hang 1am muc ti€u ton tai. B¢ thuc hién tu duy nay can phai c6 mét t6 chirc dam nhiém cac hoat
dong Marketing trong doanh nghiép. Do vay, xuat hién mot chitc nang mdi 1a chirc nang Quan tri
Marketing nhu cac chitc nang khac: Quan tri nhan sy, Quan tri tai chinh-ké toan, Quan tri san
xuat...
Cau 4:
Trinh bay sy khéac nhau gitra dinh huéng ban hang va dinh huéng Marketing.

Dap an:
Pinh hudéng ban hang Pinh hudéng Marketing
Piém xuit phat Nha may Thi truong muc tiéu
L s e San xuét truéc réi mai tim | e Tim hiéu nhu ciu rdi méi san
Cach lam . . > L
cach ban xuat va ban
e Doanh s6 e Kha nang thu logi
binh huéng e Ké hoach ngén han e K& hoach dai han
no lyc e Chi trong nhu cidu cua| e Chd trong nhu cdu cua ngudi
nguoi ban mua
Céc cong cu e Kich thich mua nhiéu nhd | e Chién lwoc  téng  hop
sir dung cac no luc thuong mai Marketing hon hop
o e Tang lgi nhuan nho tang | e Tang lgi nhudn nho dap ung
Muc tiéu X Ay
) doanh so nhu cau thi truong

- Quan diém hudng vé ban hang (sale orientation) cho rang khach hang hay ngan ngai, chan
chir trong viéc mua sam hang hod. Do vdy doanh nghiép phai nd luc thic day ban hang thi méi
thanh cong.

- Theo quan diém ndy doanh nghiép san xuat roi méi lo thuc déy tiéu thu. Dé thyc hién theo
quan diém nay doanh nghiép phai déu tu vao t6 chirc cac cira hang hién dai va chu trong tuyén
chon huan luyén nhan vién ban hang c6 k¥ ning thuyét phuc giodi, cht y dén cong cu quang cao,
khuyén mai...

Cau 5:
Trinh bay mdi quan hé cua chic niang Marketing v&i cac chirc ning khic trong doanh
nghiép.
bip in:
Trong mot Doanh nghiép c6 nhidu chirc nidng quén tri khac nhau:
e Chirc nang quan tri tai chinh- ké toan
e Chirc ning quan tri ngudn nhan luc
e Chirc ning quan tri san xut
e Chuc nang quan tri Marketing
e Chirc nang nghién ctru-phat trién
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Mubn thyc hién dugc muyc ti€u cua minh thi Marketing phai biét phéi hop v6i cac chirc niang
khac dé tao ra sttc manh tong hop. Ly do don gian la mudn thyc hién chién lugc cta minh thi cac
nha quan tri Marketing phai co cac ngudn lyc nhu tai chinh, nhan lyc, cong nghg, thiét bi san
X}lat. .., tirc 1a phai biét phdi hop véi cac chirc ning khac trong doanh nghiép dé tao ra sirc manh
tong hop hudng t6i thi truong. Nhu vay Marketing vira ¢6 cac chirc nang doc lap, vira phai phoi
hop véi cac chirc nang khac trong doanh nghiép dé thuc hién duge muyc tiéu dét ra. Chirc nang
Marketing c6 moi lién hé thong nhat hitu co véi cac chirc nang khac.

Cau 6:

Trinh bay vé quan diém Marketing dao dirc xa hoi.
Dap 4n:

Dé kinh doanh thanh c6ng, mdi Doanh nghiép can dap tng loi ich cta khach hang bén trong,
khéach hang bén ngoai va cta xa hoi.

- Khach hang bén trong 1a CB CNV cua DN. Day la loi ich quan trong nhét, vi néu loi ich nay
dugc thod man thi maéi c6 tién dé dé dap tmg cac lgi ich con lai.

- Loi ich cua Khach hang bén ngoai c6 vi tri quan trong thir 2.

- Lot ich cua xa hoi ¢o vi tri quan trong thur 3

- Lién hé gan lién véi qua trinh thay d6i tu duy kinh doanh.
Cau 7:

Phan biét giita nhu cAu va mong mudn ciia khach hang.

Dap én:

- Nhu cau tu nhién (need) la nhu cau duoc hinh thanh khi con ngudi cam thiy thiéu thon mot
cai gi d6. Nha kinh té hoc Maslow da phan loai nhu cau ty nhién cta con ngudi thanh 5 bac khac
nhau.

- Nhu cau ty nhién 1a vbn c6 ddi véi con ngudi. Marketing chi phat hién ra cic nhu cau tu
nhién ctia con nguoi chr khong tao ra no.

- Mong mubn 14 nhu cau ti nhién c6 dang dic thu. Mdi ca nhan co cach riéng dé thoa mén
mong muon cua minh tuy theo nhén thure, tinh cach, van hod cua ho.

- Hiéu biét nhu cau ty nhién cua khach hang théi thi chua du. Nguoi lam Marketing con phai
nam dugc mong muon cuia ho dé tao ra cac san pham déc thu c6 tinh canh tranh giup doanh
nghiép thang loi.

- Sinh vién cho vi du minh hoa
Cau 8:

Phan tich qua trinh quan tri Marketing
Dap an:

Hoat dong Marketing trong mdi doanh nghiép kinh doanh theo tu duy hudng vé khach hang
can duoc thyc hién theo mdt trinh ty nhat dinh. D6 chinh 1a qua trinh quan tri Marketing bao gom
cac giai doan nhu sau:

e Phan tich cac co hgi thi truong.

e Luya chon thi trudong muc ti€u. Dinh vi san phém.
e Xay dung chién luoc Marketing.

e Xay dung chuong trinh Marketing hén hop.

e Thyc hién céc bi¢n phap Marketing.

Sinh vién trinh bay tom tit noi dung cac giai doan néu trén day.
Chwong II (H¢ thong thong tin va nghién ctru Marketing)
Cau 1:

Mo ta khai quat hé thong thong tin Marketing va chtrc ning cia nd
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Dap an:

- Hé théng thong tin Marketing la mot h¢ thong tuwong tac gitta con ngudi va cac thiét bi,
phuong phép dung d¢€ thu thap, xtr ly, luu trit va chia sé thong tin mdt cach chinh xac, kip thoi
cho cac quyét dinh Marketing trong doanh nghiép.

. - Hoat dong Marketing trong dqanh nghiép ngay cang phuc tap Vz‘} da dang, doi hoi phai c6
day dua va kip thoi cac thong tin can thiét. Do vay doanh nghi€p can c6 hé thong thong tin
Marekting. N6 gitip cho doanh nghi€p c6 cac thong tin Marketing day du, kip thoi va chinh xac
dé ra cac quyét dinh Marketing dung dan.

- Mo ta hé théng thong tin Marketing, bao gdm cac hé con nhur sau:
e Hé théng bao cao ndi bd (doanh thu, chi phi, san lugng, vat tu, tién mat..)
e Hé thong thu thap thong tin Marketing bén ngoai (thong tin bén ngoai Doanh nghiép -
thong tin tu thu thap hodc mua bén ngoai)
e Hé thong nghién ctru Marketing (t6 chirc nghién ciru dé thu thap thong tin can thiét)
e H¢ thf:)ng phan tich thong tin Marketing (dung cic phuong phap thong ké toan va may
tinh d€ phan tich thong tin thu dugc)
- Sinh vién v& so d6 ctia hé thong thong tin Marketing.
Cau 2:
Trinh bay va phan tich cac thanh phan ciu thanh mé hinh hé théng thong tin Marketing.
Dap an:
- Hé thong thong tin Marketing 1a mot he thdng twong tac gitra con ngudi va cac thiét bi,
phuong phap df{ng deé thu thap, xu 1y, luu trit va chia sé thong tin mét cach chinh xac, kip
thoi cho céac quyét dinh Marketing trong doanh nghiép.

- Hé thong thong tin Marketing bao gdm 4 hé thdng con nhu sau:
e Hé théng bao cao nodi bd (doanh thu, chi phi, san luong, vat tu, tién mit..)
o Hé thong thu thap thong tin Marketing bén ngoai (thong tin bén ngoai Doanh nghiép -
thong tin tu thu thap hodc mua bén ngoai)
e Hé thong nghién ciru Marketing (t6 chtrc nghién ctru dé thu thap thong tin can thiét)
e H¢ th(f)ng phan tich thong tin Marketing (dung cdc phuong phap thdng ké toan va may
tinh dé phan tich thong tin thu dugc).
a) Hé thong bdo cdo ngi bg: Trong bit ky DN nao ciing c6 h¢ thdng bao cdo ndi bo vé tinh
hinh moi mat hoat dong trong trong DN, thudng nam trong Ban, Phong TC-TK-TK. Day la nguon
thong tin Marketing quan trong vdi chi phi thap, vi cac thong tin nay dugc dung cho nhiéu myc
dich khac nhau. Bay 1a nguon thong tin thir cap.
b) Hé thong thong tin ngoai DN, bao gdm céc thong tin do DN tu thu thip hodc mua bén
ngoai. Pay ciing 1a nguon thong tin thir cap phong phu can tan dung dé gidm chi phi, tiét kiém
thoi gian.
¢) Hé thong nghién ciu Marketing, do DN tu t6 chirc nghién ciru dé thu thap thong tin can
thiét, hoac DN thué cac cong ty nghién ctru thi truong nghién ciru theo don dat hang cua cong ty.
bay la cdc thong tin dac thu cho muc ti€u nghién ctru khong ¢ ¢ cac ngudn thong tin thir cap,
hodc dé kiém tra lai do chinh x4c cta cac thong tin thur cap.
H¢ thong phan tich thong tin Marketing st dung cac phuong phap thong ké toan va may tinh
dé€ phan tich thong tin thu dugc theo cac tiéu thire khac nhau, trén co s¢ do cho ta cac két
luan can thiét veé doi tugng dugc nghién ciu.

Cau 3:

Trinh bay cac phuong phap nghién ctru Marketing
Dap an:

Chung ta xem xét ba phuong phap nghién ctru Marketing sau day:
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1) Phuong phap tham do:
Mubn hiéu 15 ¥ kién khach hang vé mot van dé gi d6, ngudi ta c6 thé tién hanh tham do y kién, du
luan cua khach hang. Phuong phéap nay phu hgp vdi cac nghién ctru c6 tinh mo ta.

2) Phuwong phap thuc nghiém:

Phuong phép thyc nghi¢m (Experimental Method) nham tao ra diéu kién nhan tao dé xac dinh

két qua khi ta thay d6i mot bién sb nao do trong khi gitr nguyén cac bién s6 khéc, tirc 1a kham pha
ra m01 lién hé nhan qua cua hai bién s6 nao d6 hoic kiém chirng cac gia thiét dat ra. Thuc nghiém
lai gom 3 loai sau:

e Thuc nghiém trong phong thi nghiém (Laboratory Experiment)
e Thuc nghiém hién truong (Field Experiment)
e Thu nghiém Marketing (Marketing Test)
3) Phuong phap nghién cuu nhan qua
Nghién ciru nhan qua 1a phuong phap nghién ciru mi lién hé rang budc giita cac hién tuong
nao d6 ma sy thay doi cua mét hién tugng nay dan dén su thay doi cua hién tugng kia. Khi phat
hién ra moi lién h¢ nhan qua gitra hai hién tugong, ching ta c6 thé du bao gia tri ciia hién tuong ket
qua dya vao gia tri cua hién tugng nguyén nhan.
Cau 4:
Dé hiéu rd khach hang, cac doanh nghiép c6 thé thu thap cac ngudn thong tin vé khach hang
nhu thé nao?
Dap an:
Pé hiéu rd khach hang, cac doanh nghiép c6 thé thu thap cac ngudn thong tin khac nhau vé
khéach hang nhu sau:
e Qua cac ngudn thong tin thir cip c6 sin trong doanh nghiép
e Qua cic ngudn thong tin thir cdp bén ngoai doanh nghiép
e Qua cic ngudn thong tin so cip, hay thong tin nghién ctru thi truong
e Néu doanh nghiép 16n nhu ngan hang, buu dién c¢6 mang ludi tiép xtic véi khach hang
rong lon, thuong xuyén thi doanh nghi¢p nén khai thac cac ngudn thong tin quan trong
va chi phi thap nay.
Sinh vién phan tich chi tiét cac ngudn tin Marketing khac nhau trong cac doanh nghiép.
Cau §:
Muc dich cua nghién ctu Marketing? Phan biét gitra nghién ctu thi truong va nghién ctu
Marketing?
Dap an:

- Theo hi€p hdi Marketing My: “Nghién ciru Marketing 1a qua trinh thu thdp va phan tich c6
h¢ thong cac thong tin (dit li€u) ve cac van de lién quan dén cac hoat dong Marketing hang hoa va
dich vu”.

- Ban chét cua nghién ctru Marketing 13 xac dinh mot cach ¢ hé thong cac tu liéu can thiét do
tinh hudng Marketing dat ra cho cong ty, thu thap, xtr ly, phan tich chung va bao céo két qua.

- Tu tudng cha dao cua Marketing 13 *Moi quyét dinh kinh doanh déu phai xudt phdt tiv thi
truong”. Mudn thuc hién dugc tu tudng chu dao nay thi phai c6 day du thong tin Marketing, tlrc
la phai nghién ctru Marketing dé Doanh nghiép c6 day du céc thong tin can thiét lién quan dén céac
quyét dinh Marketing:

e Hiéurd khach hang
e Hiéu rd cac ddi thu canh tranh
e Hiéu 15 tac dong ciia moi truong kinh doanh dén doanh nghiép

e Hicu rd cac diem manh, di€m yéu cua ta (hi€u 10 ta)
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- Nghién ctru thi truong c6 ndi dung hep hon nghién clru Marketing.
Cau 6:
Trinh bay vé cac ngl{én thong tin nghién ciru Marketing. Lién hé vo1 cac doanh nghiép noi
ban dang lam viéc hoac hiéu bict.
Déap an:
Ta c6 thé chia ngudn thong tin nghién ctru Marketing thanh hai ngudn nhu sau:

Nguon théng tin thir cap (cap 2)

- La nhitng thong tin di thu thap trude day vi muc tiéu khac. Ngudn thong tin nay bao gom:

e Ngudn thong tin bén trong doanh nghiép: Céac bao céo tai chinh-ké toan-théng ké; cac
bao cdo cua cac nghién ciru Marketing trudc do.

e Ngudn thong tin bén tngoai doanh nghi¢p: Cac 4 4n pham cac nghién ctru cua Nha nudc;
cac nguon thong tin dai chung (két qua diéu tra dan s, bao, tap chi, Internet.. .)

- Cac ngudn thong tin thir cAp thuong ré tién va chap nhan duogc. Nhung can luu y tinh thoi sy
cua nd. Do vy nén tan dung nguon thong tin thir cap. Khi nao khong du thong tin thi cap thi méi
nén tim thong tin so cap

Nguon théng tin so cdp (cdp 1)

La nhiing thong tin dugc thu thap lan dau cho mot muc ti€u nghién ciru nao d6 cia Doanh
nghiép. Doanh nghiép c6 thé tu t6 chire nghién ciru dé thu thap thong tin (DN 16n), hoac DN thué
cac cong ty nghién ctru thi truong thuc hién nghién ctru theo yéu cau cua DN.

Cau 7:

Trinh bay cac phuong phap chon dbi twong diéu tra.
Dap an:

- Diéu tra toan bé:

Néu s6 lugng khach hang ma ching ta quan tdm khong 16n thi c6 thé diéu tra toan bd. D6
1a truong hop nhiing khach hang lon tai mot dia phuong. Day la nhom khach hang quan trong cua
cong ty nén can tiép xuc truc tiép, thuong xuyén theo mot lich trinh nhit dinh. Nhitng thong tin
sau moi lan gap g& véi cac khach hang 16n can dugc ghi chép day di, hé thong.

- Piéu tra chon mau:

Diéu tra chon mau dugc sir dung khi luong khach hang quan tim cé s6 luong lom. Trong
truong hop nay néu diéu tra toan b0 thi chi phi s& cao, thoi gian s& keo dai va cing khong can
thiét. Co 2 phuong phap chon mau 1a Chon mau ngdu nhién (khi dam dong can nghién ciru phai
co tinh dong deu ve cac dac tinh can nghién ctru) va Chon mau dién hinh (Khi dam dong khong ¢
tinh dopg déu vé dic tinh caq nghién ciru). Trude hét ta cgn chia dam déng d6 ra thanh cac nhom
d6~ng déu theo cac dac tinh cénNnghién ctru. Sau do tr moi nhom dong déu do ta lai chon ra mot
mau theo phuong phap chon ngau nhién.

Cau 8:

Trinh bay cac phuong phép thu thap thong tin Marketing
Dap an:

C6 cac phuong phép khac nhau dé thu thap thong tin. Ngudi ta ¢6 thé chia thanh hai loai. D6
la phwong phap ban giay va phwong phdp hién truong.

Phuong phéap thu thap thong tin ban gidy 1a  phuong phap thu thép cac thong tin san c6 bén
trong va bén ngoai cong ty. Phuong phap ban glay dung dé thu thap thong tin thir cap. Nguoi thu
thap thong tin c6 thé ngdi tai van phong dé tim kiém thong tin.

Phuong phap thu thap thong tin hién truong bao goém nhiéu phuong phép khac nhau dé thu
thap thong tin so cap. Do 1a cac phuong phép:

a) Phuong phap quan sat (Observational Method)
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Phuong phap quan sat la phuong phap st dung nguoi hoac may moc dé ghi lai cac hién
tugng, hanh vi cua cac d6i tugng khach hang, cta dbi thu canh tranh. Muc dich caa quan sat la ghi
lai hanh vi, 16i n6i cuia khach hang khi ho ¢ cac noi giao dich. Sau khi quan sat thdy mot hanh vi
nao d6 cuia khach hang, ta c6 thé phong van ho dé biét thém thong tin vé hanh vi d6. C6 thé thuc
hién cac quan sat bang mét, bang may ghi am, ghi hinh...

Phuong phéap quan sat cho ta két qua khach quan. Tuy nhién, kho khin d6i voi phuong phap

nay la khong thdy dugc mbi lién hé giira hién tuong va ban chit cia n6. Mudn vay nguoi ta phai
tién hanh quan sat nhiéu lan dé tim ra quy luat.

Khi quan sat can gitr bi mat dé dam bao tinh khach quan. Néu khach hang biét ching ta
quan sat thi hg s€ khong g xtr hanh vi mot cach khach quan.

b) Phwong phdp phong van (Interview Method):

Phuong phap phong van 13 phuwong phéap thu thap thong tin so cép bang cach phong van cac
d6i tuong duoc chon. Pay 1a phuong phap duy nhit dé biét dugc y kién, dy dinh cia khach hang.

Tuy nhién, phuong phap phong vén cling c6 cac nhugce diém nhét dinh. 6 1a chi phi cao, ton kém
thoi gian va nhidu khi ngudi duoc phong van khong tra 101 hodc tra 101 khong trung thuec.

Phong vén co the duoc tién hanh bang cach phong van truec tiép cd nhan, phong van tai noi
cong céng, phong vin nhém tip trung, phong van qua dién thoai va phéng van qua thu. Mbi
phuong phap nay ciing ¢6 cac wu nhuge diém riéng. Sinh vién trinh bay tom tit wu nhuge diém
cua cac phuong phap nay.

Chuong III  (Méi trwong Marketing)
Cau 1:

Néu ban ¢ du dinh md mot nha héqg an Nga tgi Viét Nam, ban hay hinh dung xem khach
muc tiéu ciia nha hang 1a ai? Ho ¢6 nhu cau gi khi dén nha hang? Va ban phai lam gi dé dap tmg
nhu cau cua khach hang?

Dap an:

Khach hang myc tiéu cua cira hang 14 nguoi Nga dén Viét Nam 1am é&n, hoc tép, du lich, cong
tac; nhiimg nguoi Viét Nam, da timg ¢ Nga, nhimg nguoi nghién ctru v€ nude Nga; nhiing ngudi
td mo v€ am thuc Nga.

- Ho dén nha hang khong chi dé thuong thirc mén an Nga, ma hudng thu vin hod Nga. Do 1a
am thuc, hoi hoa, am nhac, nghé thuat, ngén ngir ...

Van hoa la mot hé théng gia tri, quan ni¢m, niém tin, truyén théng V;‘l cac chuén murc hénh Vi
duoc mdt tap the gitt gin, duoc hinh thanh trong nhitng di¢u k‘ién nhat dinh vé vat chat, moi
truong tu nhién, lich su ctia cong dong va dudi tac dong cua cac nén van hoa khac.

Vay nha hang phai lam sao dap ung dugc cac nhu cdu d6 cua khach hang thi ho s& dén
thuong xuyén véi nha hang.

Cau 2:

Céc yéu t6 thudc mdi trudng kinh té anh huong nhu thé nao dén hoat dong Marketing cia
doanh nghi¢p?
Dap an:

- Bét ky DN ciing chiu anh huéng ciia cac yéu t6 méi truong. D6 1a méi trudng kinh té, moi
truong chinh tri-ludt phap, moéi truong van hoa-xa hoi, moi truong cong nghé¢, moi truong nhén
khau hoc...

- Chung ta tim hiéu chi tiét vé méi truong kinh té. Do 14 cac yéu té sau day:

e Tbc do tang truong kinh t& > Kinh té Viét Nam dang ting truong
e Lam phat, thit nghiép = Viét Nam lam phat thap, that nghiép cao
e Thu nhdp ciia dan cu = Dang tang 1én = Strc mua tang
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e Viét Nam dang chuyén sang kinh té thi truong mé c6 su quan 1y ctia Nha nuée (Nén
kinh té hon hgp)

e Viét Nam tham dang tham gia qua trinh hgi nhdp kinh té khu vuc va qudc té - Ky hiép
dinh thuong mai Viét - My, la thanh vién ASEAN, APEC va dang dam phan gia nhap
WTO - Canh tranh ngay cang gia tang—> Day la thach thirc 16n doi voi cac DN VN.

- Pé thich nghi v6i méi trudng kinh t& méi, cac DN phai timg budc d6i méi toan dién dé
nang cao nang luc canh tranh, trong dé phai chuyén manh sang tu duy kinh doanh hudng vé
khéch hang.

Céu 3:

Céc yéu t thudc moi truong chinh tri - ludt phdp anh huong nhu thé nao dén doanh nghiép?
Dip an:

- H¢ thong phap luat (Luat doanh nghiép, Luat dau tu nude ngoai, Luat hai quan, Luét chbng
doc quyen Luat Doanh nghiép nha nudc, Luat BC, Luat VT, Nghi dinh vé quan ly Internet, Nghi
dinh vé quang céo, Phap 1énh BCVT.. .) > H¢ thong luat phap dang hoan chinh, b sung.

- Hé thong cac cong cu chinh sach Nha nude (Chinh sach tai chinh, tién té Chinh sach thu
nhdp, Chinh sach xuat nhap khau, Chinh sach da dang hoa s¢ hiru, Chinh sach khuyén khich dau
tu nudc ngoai, Chinh sach phat trién néng thén, mién ndi...). Nghi quyét Hoi nghi 3, Ban Chap
hanh TW khoa IX vé tang cuong tinh ty chu cho cac doanh nghiép nha nude. Dang va Nha nudce
ta dang thuc hién duong 16i chu dong hdi nhap khu vuc va quoc t€> doanh nghiép phai d6i mai
dé€ hoi nhap.

- Pbi v6i Buu dién > Chinh sach dcx)iqm('yi, cd ph?m hoa doanh nghiép nha nudc, khuyén khich
da dang hoa s¢ hitu, khuyén khich thuc day canh tranh trong nudc, khuyén khichphat trién kinh té
nong thon, mién ndi tdc dong 16n dén hoat dong cua VNPT

- Co ché diéu hanh ctia Chinh phu (Chinh phtt manh, yéu, trong sach, tham nhiing...) > Viét
Nam dang day manh cai cach hanh chinh Nha nuéc.

- Chinh sach bao vé ngudi tiéu dung, bao vé ban quyén.

- Moi truong chinh tri on dinh, khong c6 mau thuin sdc toc, ton giao, chién tranh
Ciau 4:

Céc yéu té thudc méi truong cong nghé anh huong nhu thé nao dén hoat dong Marketing
cua doanh nghiép?
Déap an:

- Cong nghé moi s& tao ra cac san pham moi canh tranh véi san pham hién tai. Cong nghé

vura tao ra co hgi, vira tao ra nguy co. Cong nghé 1a mdt vii khi canh tranh.

- Cobng nghé thay d6i nhanh chong: S6 hoa, Tin hoc hoa, Quang hoa, IP hoa —>gia ca cac
thiét bi Vién thong gidm nhanh, va chat lugng luwong dugc nang cao, cé kha nang tao ra cac dich
vu moi da dang.

- Xu hudng hoi tu ba loai cong nghé: Vién théng-Tin hoc-Truyén thong va Buu chinh truyén
thong-Vién thong-Tin hoc = tao ra nhiéu dich vu méi, nhi€u doi thi canh tranh mdi—> ban hang,
khach hang—> d6i thu, dac biét 1a Internet = nhiéu dich vu méi canh tranh véi cac dich vu truyén
thong = Sinh vién lay cac vi du cu thé d€ minh ching.

Cau S:

Céc yéu t6 thudc moi truong dan sé hoc anh hudng nhu thé nao dén hoat dong Marketing
cua doanh nghiép?
Pap an:

e Quy mo, mat do dan cu, thap tudi > Thap tudi Viét Nam trén to dudi bé, tirc 1a ty 1¢ dan

sO tré cao.

e Quy md va tc do ting dan sb > tdc do ting dan cu Viét Nam dang giam
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Co ciu tudi tac = Lao dong tré nhidu
e Co ciu, quy md gia dinh, ké hoach hoa gia dinh, giai phong phu ni
Qua trinh d6 thi hoa, phan b6 lai dan cu & Viét Nam dang dién ra nhanh

o Xuét khau lao dong, du hoc, du lich ting

e Trinh do van hoa gido duc cta dan cu = Viét Nam co trinh d§ van hoa kha

Céc yéu to nay vira mang lai co hdi va thach thire cho cac doanh nghiép (Sinh vién phan tich
tac dong cua tung yeu t6.
Cau 6:

Céc yéu t6 thudc moi truong vin hod-xd héi anh huong nhu thé nao dén hoat dong

Marketing cua doanh nghiép?
Dap an:

Van hoa la rp(f)t hé théng gia tri, quan niém, niém tin, truyén théng V,él cac chu"?ln muc he‘mh vi
duogc mdt tap thé gitr gin, dugc hinh thanh trong nhiing diéu k‘ién nhat dinh vé vat chat, moi
truong tu nhién, lich su ciia cong dong va dudi tac dong cua cac nén van hoa khac.

e Nhiing gia tri van hoa truyén théng

e Nhiing gia tri van hoa thtr phat

e Céc nhanh van hoa

Céc yéu tf’) van hoa c6 tac dong lon dén hoat dong kinh doanh ctia doanh nghiép. Do vay
doanh nghiép can hi€u biét moéi truong van hod ma ho dang kinh doanh.

Xu hudng toan cﬁg hoa, hoi nhap qudc té s& dan t6i sy giao thoa gilra cac nén van hoa khac
nhau, nhung ciing c6 thé tao ra cac xung dot. Muon cho san phdm cua minh dugc chap nhén trong
mot xa hoi, doanh nghiép phai hiéu biét méi tn;bng van ,hoé cua xa hgf)i de luq chon ca'}c chién luoc
Marketing phu hgp. Ngoai ra ,vdn hod ciing rat can thiét khi giao ti€p, ky két hop dong, quan tri
nhan sy trong cac cong ty lién doanh.

Cau 7:

Hay phén tich cdc co hgi ma moi trudng vi mé mang lai cho cac doanh nghiép vién thong
Viét Nam trong dicu kién hién nay?

Dap an:

Mbi truong hién nay 1a méi trudng hoi nhdp kinh € qudc té. Méi trudng nay mang lai cho

cac doanh nghiép vién thong nhiéu thach thic, nhung cling rat nhiéu co hoi. Do la:
e Nhiéu co hdi hop tac kinh té& dé thu hut von, cong nghé mai, thiét bi moi, chuyén gia
gioi.
e Nhiéu co hoi kinh doanh tir ngudi dan, chinh phu, céc vién trudng, cac doanh nghiép
trong va ngoai nudc, khach nudce ngoai... Ho can nhiéu cac phuong tién thong tin hién
dai dé md rong pham vi giao tiep ra toan the giodi.
e Doanh nghiép phai biét chuan bi dé nim ldy cac co hdi d6
e Sinh vién phan tich co hoi xuat hién ddi véi timg ddi twong néu trén.
Cau 8:

Hay phan tich cdc thach thirc ma moi truong vi mé mang lai cho cac doanh nghiép vién
thong Viét Nam trong diéu kién hién nay?
Dap an:

Méi truong hién nay la méi truong hoi nhap kinh té quoc té. Moi truong nay mang lai cho

cac doanh nghiép vién théng nhidu co hdi méi, nhung ciing rat nhiéu nhiéu thach thirc méi. Do
la:

e Canh tranh ngay cang gia ting ca dau vao lan dau ra, quy mo va pham vi canh tranh
ngay cang rong.
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e Sinh vién phan tich nguyén nhan tai sao hdi nhdp kéo theo canh tranh gia tang, va phan
tich cac loai hinh canh tranh.
e Khach hang ngay cang kho tinh, ho doi hoi ngy cang cao ca vé chét luong va thai do
e Doanh nghiép phai biét chuan bi va d6i méi dé vuot qua cac thach thic do
Sinh vién phan tich chi tiét theo cac y trén. Ldy mot s6 vi du minh hoa.
Cau 8:
Néu anh/chi 1a giam dbc mot doanh nghiép san xuét sita cho tré em tai mot qudc gia ma ty 18
tré em ngay cang giam, thi anh/chi c¢6 chién Iugc gi d¢ vuot qua thach thirc d6?
bip in:
e Khi sb tré em giam—> DN khong thé thay doi ma chi co thé thich nghi bang cac chién
lugc str dung ma tran Ansoff (ma tran san pham thi truong). Cu the:

e V& ma tran san pham - thi trudng va phan tich 4 chién lugc ting truong
e Phan tich 4 chién lugc cua ma trén va ap dung trén co s¢ két hop 2 bién s6 san pham va
thi truong ta c6 cac chién lugce sau:
v' Tao ra cac san pham moi cho cac thi truong hién tai (sita chat luong cao hon, vi khi
con cai it, nguoi ta cham séc ki hon)
v Tao ra cac san phém moi cho cac thi truong méi,
v DPua san phém hién tai sang céc thi truong méi (nudc dang phat trién noi ma ty 18 tré
em van nhiéu.)
Ciu 9:
Trong mét quéc gia theo dao Hbi bat dau thyc hién ché d6 nam nit binh déng thi cac doanh
nghiép s€ c6 cac co hoi kinh doanh gi?
Dap an:
Khi mét qudc gia theo dao hoi dang thyc hién ché d6 nam n@r binh dang thi cac doanh
nghiép s€ cd nhi€ut co hdi kinh doanh li€én quan dén nhu cau cua nguoi phu nit trude day chi ¢
nha noi tro:

e Nhu cau hoc tap cho phu nir
e Nhu cau vui choi giai tri cho phu ni
e Nhu cau lam dep cho phu nit
e Nhu cau di lai cho phu nir
e Nhu cau cic phuong tién hd tro cong viée ndi trg cho phu nit nhu nau an, giat gid, trong
tré em...
Sinh vién phan tich chi tiét cac nhu cau trén.’
Chuong IV  (Phin doan thi truong, thi treong muc tiéu. Pinh vi sin pham)
Cau 1:
Khi mot doanh nghiép méi xam nhap thi truong thi ho c6 thé sir dung chién lugc gi? Cho vi
du minh hoa.
Dap an:
Khi 1 Doanh nghiép méi budc vao thi trudng, ho c6 thé st dung cac chién luge sau diy dé
dap ung thi truong:
e Marketing khong phan biét
e Marketing phan biét
e Marketing tap trung
1) Chién lwoc Marketing khong phén biét.
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Chién lugc Marketing khong phan biét la chién lugc trong d6 cong ty tap trung vao nhimg cai
ddng nhat trong nhu cau, bo qua cac diém khac biét nho cua cac phan thi truong khac nhau. Do
vy san pham cia cong ty ciing nhu cac bién s Marketing mix nham vao nhu cau cua dong dao
khach hang.

Sinh vién trinh bay wu diém, nhiege diém, va diéu kién dp dung cta chién luge nay.

2) Chién lwpc Marketing phdn biét.

Theo chién lugc Marketing phan biét, cong ty tham gia nhiéu doan thi trudng khac nhau voi
cac chuong trinh Marketing phén biét cho tung doan thi truong. Nhu vdy, v6i moi doan thi
treong, cong ty xay dung mot chién lugc Marketing hon hop riéng.

Sinh vién trinh bay wu diém, nhuoc diém, va diéu kién dp dung cia chién luoc nay.

3) Chién lwpc Marketing tdp trung

Chién luge Marketing tap trung nham vao mot doan thi trudng nao d6 phu hop véi kha niang
cua minh. Day 1a chién lugc phu hop voi cac cong ty mdi tham gia thi truong, kha nang tai chinh,
cong nghé, nhan lyc con han che.

Sinh vién trinh bay wu diém, nhuoc diém cia chién luoc ndy.
Cau 2:
Trinh bay vé khai niém dinh vi san phim. Cho vi du minh hoa.
Dap an:

- Pinh vi san Rhélm (Product positioning) 1a thiét ké mot san pham c6 nhitng dic tinh khac
biét so voi san pham cua doi thu canh tranh nham tao cho n6 mét hinh anh riéng trong con mat
khach hang.

- Npi cach khac, dinh vi san pl}a;lm la xac dinh vi tri mot san phém trép thi trudng so voi cac
san pham canh tranh cung loai nham gianh dugc nhimg khach hang nhét dinh. Nhu vdy mu6n
dinh vi san pham, cong ty phai hiéu rd xem khach hang danh gia v€ san phdm nhu thé nao? Cac
dac tinh nao cta san pham dugc khach hang wa chuong?

- Khi ¢6 nhiéu san pham cing loai trén thi truong thi khi mua, khach hang s€ can nhic, so
sanh gitra cac san pham do, tirc 1a x€p loai ching theo cac tiéu thuc loi ich quan trong ma san
pham mang lai cho khach hang. Nhu vay khach hang da “dinh vi” san pham. Vi tri san pham co6
tac dong manh dén quyét dinh mua hay khong cua khach hang.

- Khéch hang c6 thé tu ho dinh Vi san phém thong qua kinh nghiém khi tiéu dung san phém do
hodc qua anh hudng cua ban bé, dong nghiép da sir dung. Tuy nhién, dé chu dong, doanh nghiép
can phai chu dong tac dong dén khach hang, gitip ho dinh vi ding dan san pham. Di€u nay c6 thé
thuc hién thong qua cac chién lugc Marketing mix.

- Loi ich cua dinh vi san phcfm:

e Ting kha niang canh tranh cta san pham cong ty

e Thuyc hién phuong cham ban nhimng thir ma khach hang can
- Cac logi dinh vi san phcfm.‘

e Dinh vi san phém dua vao cac dac tinh cta san phém

e Dinh vi san pham thong qua cac hinh anh
- Hai chién luoc dinh vi san phcfm:

e Canh tranh véi cac san phém hién c6 trén thi truong

e Chiém vi tri méi trén thi truong

- Sinh vién cho vi du minh hoa
Cau 3:

Trinh bay va phan tich cac chién lugc dap tung thi truong.
Dap an:
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C6 3 chién luge dap tng thi trudng nhu sau:
e Marketing khong phan biét
e Marketing phan biét
e Marketing tap trung
Chon chién lugc Marketing khéng phdn biét khi nao?
e Tap trung vao nhing cai dong nhit trong nhu cau
e Nhim vao dong dao khach hang
e Tiét kiém chi phi do hiéu qua ting theo quy mo > gia ré, phu hop véi thi truong nhay
cam gia
e Kho khan khi hoan canh kinh doanh thay d6i
e BO qua thi trurong nhd = nguy co tiém an cho cac dbi thu canh tranh xAm nhap
Chon chién lugc Marketing phan biét khi nao?

e Tham gia nhiéu doan thi truong v6i cac chuong trinh Marketing phan biét cho timg phéan
doan

e X&m nhép sau vao thi truong, dap tng nhu cau chuyén biét ciia khach hang

e Chi phi s& 16n : chi phi san xuét, chi phi Marketing

e Can phai can d6i dugc sb doan thi truong pht hop va quy mé cua timg doan

Chon chién lwpc Marketing tdp trung khi ndo?

e Nhim vao mot doan thi truong

e Tap trung duoc tiém lyc vao d6

e Chuyén mon hod cao

e Dap tng tot nhu cau thi truong

e Rui ro 16n néu c6 bién dong

Sinh vién trinh bay cac can cu dé lwa chon cac chién lugc
Cau 4:

Trinh bay vé 2 chién luoc dinh vi san ph'flm. Cho vi du minh hoa.
Dap an:

- Binh vi san pham (Product positioning) la thiét ké mot san pham c6 nhiing dic tinh khac biét
so vOi san pham cua d6i tha canh tranh nham tao cho n6 mot hinh anh ri€ng trong con mat
khéch hang.

- Khi trén thi trudng c6 cac san pham cung loai ctia cac db6i thu canh tranh, cong ty phai dinh
vi san pham cua minh trong mai twong quan véi cac sdn pham canh tranh do.

- Hai chién lugc dinh vi an phém :
3) Canh tranh voi cac san phcfm hién co trén thi truong
Khi chon chién luoc nay, cong ty phai thuyét phuc khach hang qua cac uu thé cua san pham cla
cdng ty so vo6i cac san pham can tranh: ré hon, bén hon, an toan hon. Nhu v@y cong ty dang doi
dau truc tiép véi doi thu canh tranh.
Cong ty ¢ thé chon chién lugc nay khi nao?
e Khi cong ty c6 kha ning tao ra san pham c6 wu diém hon hin san pham cua cac dbi tha
canh tranh.
e Khi khach hang c6 thé nhan biét duoc wu thé cua san phim cua cong ty (cac dic tinh wu
viét rd nét)

4) Chiém vi tri méi trén thi truong
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Trong trudng hop nay cong ty phai tim dugec mot chd trong trén thi truong dé dua san pham cta
minh vao do6. Chang han, khi can nhac mua mdt san phan, khach hang thuong quan tam dén chat
luong va gia ca. Co6 4 kha nang sau day khi xem xét dén 2 bién s6 nay:

’Chf'lt lwgng
Thap Cao
Thap 1 2
Gia
3 4
Cao

Thong thuong chét luong thap thi gia thp, chat luong cao di kem vai gia cao, tic la chon
6 s0 1 hoic sd 4. Nhung néu cong ty co kha nang chon 6 s6 2, tirc la gia thap nhung chét luong
cao (gia ndi chat lugng ngoai!) thi cong ty co thé chon chién lugc nay.

Sinh vién cho cac vi du minh hoa céc chién lugc.
Cau 5:

Xe may Dylan dinh vi nhu thé nao? Va nham vao thi trudng muc ti€u nao?
Dap an:

Dylan 13 dong xe cao cp ciia Honda. Dong xe nay dinh vi nhdm vao thi trudng cip cao véi
gia cao.
Cau 6:

Xe may Dream cua Honda c6 nhuoc diém gi? Cac loai xe may méi ra doi ciia Yamaha,
Suzuki dinh vi nhu thé nao dé canh tranh v&i xe may Dream cua Honda?

Dap an:

Honda bén va tét, nhung ¢6 nhuoc diém mau ma kiéu dang cb dién. Trong khi d6 gio1 tré lai
thich xe kiéu dang hién dai, tré trung, kho¢. Do vay, cac hang Suzuli va Yamaha da nham vao
nhugc diem nay cua Honda dé tung ra cac dong xe dap ting nhu cau gioi tré.

Cau 7:

Mot doanh nghiép co thé d@)ng thdi thue hién cac chién lugce Marketing dai tra; Marketing
phan biét; va Marketing tap trung khong?
Dap an:

Tai mot thoi diém, dbi voi 1}16‘[ loai san phém, c@ng ty chi co thé thgc hién mot trong 3 chién
luoc. Nhung v6i cling 1 san pham thi cong ty c6 thé thuc hién céac chién lugc khac nhau tai cac
thoi diém khéac nhau.

) Néu cong ty c6 nhiéu loai san phém, thi tai cing 1 thoi diém cong ty co thé thuc hién cac
chién lugc khac nhau cho cac san pham khac nhau.
Cau 8:

Hay tim céc tinh hudng khi doanh nghiép coi mdi khach hang 1a mét doan thi trudng
Dap an:

Dich vu may do, dich vu thiét ké nha, dich vu kham chita bénh, dich vu cit udn toc...Nha
cung cap dich vu phai cén ctr vao nhu cau riéng cta tirng ca nhan khach hang dé dap ung.

Cau 9:
Céc doanh nghiép nhidu nudc trén thé gii bi hang hoa gia ré cia Trung Qudc (quan ao, day
dép, dd choi...) xam chiém. Vay cac doanh nghiép ciia cac nudc d6 nén sir dung chién luoc gi?

Pap an:
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Khi canh tranh, cac doanh nghiép can khai thac loi thé canh tranh bén vitng cta minh. Loi
thé canh tranh bén vimg cia doanh nghiép la nhiing thé manh ma doanh nghiép c6 va cac doanh
nghiép khac khong c6 (hodc rat lau sau moi ¢6 dyoc). DPong thoi cac loi thé d6 co thé mang lai
nhimg gi4 tri ma khach hang dang mong mudn.

~ Trung Qudc ¢o cac lgi thé ma cac nudc phat trién khac khéng c6 duge (sinh vién néu cac loi
thé nay). Nhung cac nude phat trién ciing co cac loi thé ma Trung Quoc khong c¢6 duoc. Vay, dé
canh tranh v61 hang TQ, cac nudce phat trién phai khai thac cac lgi thé cua minh d€ tao ra cac san
pham ma TQ khong lam dugc.
Chuong V. (Hanh vi ciia khach hang)
Cau 1:

Céc yéu té anh huong dén hanh vi cia nguoi tidu ding
Dap an:

a) Cac yéu 16 thudc vé van hod-xa héi, bao g&m : Van hoa, Nhanh van hoa, Pia vi xa hoi.

b) Cdc yéu té mang tinh cl,zci'tlca' nhan: Tudi tac va giai doan trong doi sdng gia dinh, nghé

nghiép, tinh trang kinh té, 161 song, ca tinh.

¢) Cdc yéu té mang tinh chat xa héi : Nhém tham khao, gia dinh, vai trd va dia vi.

d) Cdc yéu té mang tinh chdt tam Iy : Pong co, Tri giac, Linh hoi, Niém tin va thai do.

Sinh vién phan tich theo cic nhém yéu t6 anh hudng nay.
Ciu 2:

Ldi sdng anh huong dén hanh vi mua ciia ngudi tidu dung nhu thé nao? Cho vi dy minh hoa.
Dap an:

Lbi séng phéc hoa mot cach rd nét vé chén dung cua mgt con nguoi, va hanh vi tiéu ding cua
con nguoi the hién rd rét 161 song cua anh ta. Tat nhién, 161 song ciia moi con nguoi bi chi phoi boi
cac yéu td chung nhu nhanh van hoa, nghé nghiép, nhom xa hoi, tinh trang kinh té va hoan canh
gia dinh. Nhung 16i sdng ctia mdi ngudi mang sic thai riéng.

- Mac du 10} song 1a mot dic trung khong dugc luong hoa, nhung cac nha tiép thi dung né dé
dinh vi san pham. D6 1a “Dinh vi san pham thong qua cac hinh anh vé khach hang”. Cac loai
hang hoa dugc dinh vi theo 161 song la my pham, do uong, thoi trang, xe hoi, xe may, du lich...

~ - Céc nha quan Iy cin tim ra méi lién h¢ giira 16i song va hanh vi tiéu dung céc loai hang hod
dé lam co s6 cho cdc chién luge Marketing mix. Ho cling ¢6 thé dan dat nhu céu tiéu dung cua xa
hdi bang céac sang tao ra cac san pham khac nhau c6 tinh hop ly nham vao céc 161 song khac nhau.
Cau 2:
Trinh bay vé qua trinh théng qua quyét dinh mua ciia ngudi tiéu ding.
Dap an:
Dé di dén quyét dinh mua thi nguoi mua phai trai qua 5 giai doan nhu sau:

:% Tim kiém N Dinh gia [ Q.dinh [N Danh gia

Nhan biét
nhu cau

A

Thong tin cac ph.an mua sau khi mua

Hinhl: Qud trinh thong qua quyét dinh mua hang

baéy 1a qua trinh dﬁ’y du khi méi bat ddu mua. Nguoi mua thudng xuyén co thé bo qua céac
giai doan khong can thiét ¢ gitra da thyc hién trude day.

a) Nhan biét nhu cau

Pay 1a bude dau tién. Nhu cau phat sinh do céc yéu t6 kich thich tir bén trong cling nhu tir bén
ngoai. Co the nhu céu tiém an s& xuat hién khi co6 cac kich thich bén ngoai. Khi nhu cau chua cao
thi cac kich thich Marketing 1a rat quan trong (quang cdo, moi chao, khuyén mai).

b) Tim kiém théng tin
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Khi nhu cau thdi thac thi con ngudi tim kiém thong tin dé dap ung nhu ciu. Sau day 1a cac
nguodn thong tin co ban ma ngudi tiéu dung co6 thé tim kiém:
Nguon thong tin ca nhan: tir ban bé, gia dinh, hang x6m, dong nghiép

Nguon thong tin thuong mai: qua quang cdo, hdi cho, trién lam, nguoi ban hang

Nguon thong tin dai chiing: du luén, bao chi, truyén hinh (tuyén truyén)

e Ngudn thong tin kinh nghiém thong qua tiép xtic truc tiép voi san pham.
Ngudn thong tin nao c¢6 tac ddng manh?
~ Doanh nghi€p phai chon cac phuong tién thong tin khac nhau va n6i dung phu hgp cung cap
cap cho khach hang.

Sau khi tim kiém thong tin thi khach hang da biét dugc cdc nhan hiu hang hoa khéac nhau
c6 thé dap ung nhu cau va cac dac tinh cua chiing.

¢) Panh gia cac phwong an:

Tir cac nhan hiéu san pham khac nhau di biét, khach hang bat dau danh gia dé chon ra nhén
hi¢u phu hgp véi nhu cau ciia minh.

Doanh nghiép phai biét duoc 1a khach hang danh gia nhu thé nao, ding tiéu chuan gi dé lya
chon? Chat lugng lugng hay gié ca quan trong hon?

d) Quyét dinh mua:

‘Sau khi danh gia lya chon, khach hang di t6i y dinh mua. Tuy nhién tr y dinh mua dén
quy¢t dinh mua con ¢6 cac can tro nhu thai d6 cia cac nhom anh huong (ban be, gia dinh), cac
dieu kjén mua hang (giao dich, thanh toan, dich vu hau mai). Do vay cac hoat dong xuc tién ban
(khuyén mai, cac dich vu sau ban hang) c6 vai tro rat quan trong, dac bi¢t khi c6 canh tranh.

Cau 3:
Phén tich nhiing déc trung co ban cua khach hang la cac t6 chirc, co quan nha nudc khac biét
so voi khach hang 1a nguoi ti€u dung cudi cung.

Dap an:
Su khac biét d6 dugc tong két trong bang sau day:
TT Khic biét vé nhu ciu
1 | Nhu ciu cua cac khach hang t6 chirc 13 nhu ciu thi phat va it co din
2 | Nhu cau cua cac khich hang t6 chirc bién dong theo chu ky
3 | S6 lugng cic khach hang t chie thi it, nhung nhu ciu mua nhiéu va thudng xuyén
4 | Khach hang t6 chirc tap trung vé vi tri dia Iy
5 | Khach hang té chirc mong mudn c6 nha cung cap tin cdy, on dinh lau dai
6 | Khach hang té chirc yéu cau giai phap tong thé, chit khong phai chi 1a mot san pham

dich vu don 1¢.

Khic biét vé cach thirc mua

Khach hang t6 chitc thudng mua tryc tiép, khong qua trung gian phan phi

8 | Nhiéu nguoi tham gia vao qua trinh mua véi céc vai tro khac nhau

Qué trinh mua chuyén nghiép véi nhiéu thu tuc phte tap. Hinh thirc ¢iu thau mua
thuong dugc str dung.

10 | Khach hang to chure c6 thé ty san xuat, hodc lién ket dé san xuat cac yeu to dau vao de
chu dong va nang cao hi€u qua.

Ciu 4:
Phan tich cac yéu t6 ¢6 anh huong dén hanh vi mua sim cua cac t6 chirc
Dap an:
Trong qua trinh thong qua cic quyét dinh mua, nhitng nguoi tham gia trong Hoi dong mua
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chiu anh hudng ciia nhiéu cac yéu té khac nhau nhu sau:

a) Nhitng yéu té moi truong

bo 1a tinh trang kinh té hién tai va tuong lai cua dat nudc; nhip do tién bod khoa hoc ky
thuat; cac yeu to chinh tri; cac chinh sach diéu tiét kinh t€ cua chinh phu; hoat dong cua cac doi
thu canh tranh. Doanh nghi¢p c6 thé nam dugc cac thong tin nay qua cac phuong tién thong tin
dai chung khéc nhau. Céac yéu to moi trudng quan trong nay thuc day hodc kim ham cac hoat dong
mua sam cua céc to chrc.

b) Cdc yéu té ddc diém ciia doanh nghiép

Mbi doanh nghiép c6 cac muc tiéu riéng, vin hod riéng, co céu td chirc riéng va mdi quan
hé ndi b riéng. Cac yeu t6 ndy anh huong dén thanh phan, vai tro, cach thirc quyét dinh cua “Hoi
dong mua hang”. Mot doanh nghi€p mang tinh cach ddc quyén thi gidm doc thuong thau tom
quyén lgyc mua ban vao trong tay. Doanh nghi¢p tu nhan c6 cach mua TLSX khac han véi céac
doanh nghi¢p qudc doanh.

¢) Cdc yéu t6 quan hé ca nhdn
D6 12 mbi quan hé giira cac thanh vién trong nhdm mua hang, tir d6 dan téi cach thoa thuin
trong nhom dé di dén quyét dinh mua.
d) Cdc yéu t6 ddic diém cd nhan
Nhiing nguoi tham gia mua hang c6 cac dong co, ca tinh, nhan thirc khac nhau tuy theo
tudi tac, trinh do hoc van, vi tri cong tac, nhan cach...Cac yéu to nay anh hudng dén qua trinh
quyét dinh mua ciia moi cé nhan tham gia trong Hoi dong mua hang.
Cau §:
Phan tich nhitng dang mua hang chu yéu ctia khach hang 1a t6 churc.
Dap an:
C6 thé néu ra mot s6 dang mua hang chu yéu sau ddy ciia cac t6 chirc:
a) Mua lap di lap lai, khong thay ddi vé s luong, ching loai hang mua.
b) Mua lap lai c6 sy thay d6i vé tinh nang, quy cach hang hoa, cac diéu kién cung cip tng
khac.
¢) Mua dé giai quyét cac nhiém vy moi.
Sinh vién phan tich cac dac diém trong mdi dang mua hang trén, va lién hé co hoi ban
hang ctia cong ty cho khach hang.
Chuong VI  (Cic quyét dinh vé san pham)
Cau 1:
Quan diém san pham theo Marketing c6 gi khac so v&i quan diém thong thuong khong?
Dap an:
e Quan diém san pham theo Marketing rong hon, khai quat hon so v6i quan diém thong
thuong.
e San pham theo Marketing bao gdm 3 cap do: san pham cdt 16i; san pham hién thyc; san
pham hoan chinh.
¢ Quan diém san pham thong thudng chi twong dwong véi cap d6 1 cua san pham theo quan
diém Marketing.
e Quan diém san pham theo Marketing c6 loi ich gi cho doanh nghiép? Sinh vién ty tim cau
tra 101.
Cau 2:
San pham gdm cac cip d6 nao? Phan biét cac cap do cua san pham c6 muc dich gi? Cho vi
du minh hoa?
Dap an:
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San pham theo quan diém Marketing gdm c6 3 cip d6 nhu sau:

- Sén’phém bt 16i: Cp d6 nay tra 10i cau hoi: Vé thyuc chat san pham nay s& mang lai nhimng
lgi ich cot 161 gi cho khach hang hang?

- San pham hién thyc: Cip nay bao gém nhimg yéu t6 phan 4nh sy ton tai cua san pham nhu:
cac chi ti€u phan anh chat lugng, cac dic tinh, bd cuc bén ngoai, nhin hiéu, tén nhin hiéu, bao bi.
Thong qua céc yéu t6 nay cong ty c6 thé giup khach hang phén biét duoc san pham cua minh véi
san pham canh tranh. Khach hang ciing cin cir vao cac yéu t6 ctia cAp d6 nay dé lya chon trong
cac san pham cuing loai (mang lai cing 1oi ich co ban).

- San pham hoan chinh: Cap d6 nay bao gdm céc yéu t6 dich vu khach hang, nham giup cho
khach hang tién loi hon, l}éi long hq’n. bo la céc’ dich vu nhu bao hanh, stra chita, hinh thirc thanh
toan, giao hang tai nha, 1ap dat, huan luyén...Cap dd nay chinh 1a vii khi canh tranh cta cong ty.
Cac dich vy cua 16p nay s€ ngay cang phong phu cung voi mtc do canh tranh trén thi truong.

- Sinh vién v& 3 vong tron thé hién 3 cap do san pham

- Sinh vién lay vi du va phén tich theo dinh nghia.

Cau 3:
Phan tich cac didc trung trong mdi giai doan cuia chu ky séng va cac chinh sach Marketing
twong ung? Cho vi du.
Dap an:
- C6 thé chia chu ky song thanh 4 giai doan nhu sau:

e Giai doan trién khai san pham méi
e Giai doan tang trudng
e Giai doan chin mudi
e Giai doan suy thoai
- Mdi giai doan cua chu ky song c6 cac dic diém riéng, do vay cong ty phai co cac chinh sach
riéng phu hop cho moi giai doan.
a) Giai doan trién khai san pham mdi
Dic diém cua giai doan nay la doanh thu it va tang cham, 1gi nhuén thép hodc khong co. Ly
do nhu sau:
e Khach hang con chua tin vao san phdm mdi, con chua tir bo thoi quen tiéu ding cil.
e H¢ théng phan phéi cua cong ty con chua hoan chinh
e San pham con c6 thé chua hoan chinh
Chién lwoc Marketing trong giai doagn nay la:
e Tiang cudng quang céo, gidi thidu, khuyén mai san pham, tao diéu kién thuan lgi cho
khach hang mua.
e Khuyén khich cac trung gian Marketing
e Tap trung nd luc ‘ban hang vao nhom cdc khach hang c6 diéu kién mua nhat (nhém
nhiing nguoi wa doi moi)
b) Giai doan tang truong
Pay 1a giai doan tiéu thy thuan loi. Khach hang di chip nhan san phém.q Do d6, san phdm
ban chay. Doanh thu lgi nhuép tang nhanh, nhung canh tranh ciing xuat hi¢n. Bé kéo dai giai doan
nay cong ty thuc hién céc chién lugc sau:
e Cai tién, nang cao chit lugng san pham, d6i méi san pham
e Xam nhap vao céc thi truong trudng mai
e St dung nhiing kénh phan phéi méi
e Kip thoi ha gia dé thu hut thém khach hang
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¢) Giai doan chin muéi

Nhip tang truong bét dau cham lai, lgi nhuan clng bét dau giam. Nguyén nhan la do canh
tranh gay git, do san phdm khong dap ing dwoc nhu cau ciia khach hang. Mot sé ddi thu yéu rat
lui khdi thi truong.

Chién hege dé ton tai trong giai doan ndy la:

e Doi méi cac chién lugc Marketing mix nhu giam gia, khuyén mai, tang thém dich vu
khach hang, thay doi kénh ti€u thu d€ tim thi truong mdi cho san pham, thay d6i mot
sO y€u t0, dac tinh cua san pham.

d) Giai doan suy thodi
Doanh thu, lgi nhuin déu giam manh trong giai doan nay. Nguyén nhan la do thi hiéu thay
dbi, cong ngh¢ thay dbi tao ra cac san pham canh tranh thay thé. Mot sd 601 thu rat lui khoi thi
truong. S6 con lai thu hep chung loai san pham tir bo céc thi truong nho, cit giam chi phi chiéu
thi, ha gié ban (ban nhanh thu hoi Von) va chuén bi tung ra san phdm méi thay thé.
Sinh vién can vé& db thi chu ky song ciia san pham
Cau 4:
Tu duy “chi ban nhimg thir ma khach hang can” duoc thé hién nhu thé nio trong cac quyét
dinh vé san pham ?
Dap an:
e Tu duy “Ban nhiing thir ma khach hang can” 1 tu duy bao trim cua Marketing, dugc thé
hién qua cac chuong trinh Marketing hon hop noi chung va cac quyét dinh v€ san pham noi
riéng. Nhu vay, cac quyét dinh vé san pham phai can ctr vao khach hang.

e D¢ san pham dép tmg dugc nhu cau cuia khach hang thi truge hét san phémqphéi nham vao
thi truong muc tiéu nhat dinh, tic 1a cong ty phai thiét ké va ban san pham cho mot thi
truong da dugc nghién ciu k¥ ludng.

e Chét luong san pham phai theo quan diém: Chat lugng nhu khach hang mong muén”.

e Y tuong san phim moi phai x~u€it phat tir thi truong. Tén goi cua san pham ciing phai chon
sao cho khach hang dé doc, dé nhd, gdy an tuong tot cho khach hang, c6 y nghia vai khach
hang ..

o Trong qua trinh thiét ke san pham, DN phai thtr nghiém thi trudng dé diéu chinh san pham
theo nhu cau mong mudn cua khach hang.

 Trong qua trinh cung cap 7san‘pham cho thi truong, cong ty ludn ludn thu nhén thong tin
phéan hoi tr khach hang dé diéu chinh cac chién lugc, trong d6 c6 chién luge san pham (
Sinh vién cho vi du).
e Céc dich vy khach hang di kém san pham phai dugc thiét ké xuat phat tir nhitng diéu khach
hang mong muon.
e Nhu vy, cac quyét dinh vé san phdm ciing phai xuat phat tir thi truong.
Cau S:
Phan tich cac quyét dinh vé chién lugc phat trién ching loai san pham
Dap an:
Céc quyét dinh vé chién lugc phét trién ching loai san pham bao gom:

1) Quyét dinh mé réng hodc thu hep bé rong ciia danh muc san pham

Sinh vién phan tich khi nao thi doanh nghiép can mo rong, khi ndo thi can thu hep bé rong
cua danh myc san pham. Cho vi du thyc té minh hoa.

2) Quyét dinh tang hodc giam chiéu sdu cia cdc ching logi san pham

Sinh vién phan tich khi no thi doanh nghiép can tang, khi nao thi can gidm bé sau ciia ching
loai san pham. Cho vi du thyuc t€ minh hoa.

3) Quyét dinh vé chién lwoc phdt trién ching loai san pham
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C6 3 huong phat trién: di 1én; di xudng; di ca 2 hudng 1én va xudng. sinh vién phan tich
tung hudng phat trién.
Cau 6:
Trinh bay cac quyét dinh vé dich vu khach hang.
Cac doanh nghiép 16n nhu ngdn hang, buu dién c6 cac phuong thirc cung cap dich vu khach
hang nhu thé nao?
Dap in:
Lién quan dén viéc cung cap dich vu khach hang, nha quan tri Marketing phai thong qua 3
quyet dinh sau day:
e Quyét dinh vé néi dung dich vu cung cip cho khach hang
e Quyét dinh vé mikc do dich vu cung cip cho khach hang
e Quyét dinh vé& hinh thirc cung cdp dich vu cho khach hang
e Quyét dinh vé ngi dung dich vu cung cdp cho khdch hang:
~ Theo tu duy chi ban nhing thir ma khach hang can, dé thuc hién quyét dinh nay, cong ty can
tién hanh nghién ctru nhu cau cta khach hang d€ xac dinh chinh xac ndi dung dich vu ma ho mang
muon dugc cung cap.
Quyét dinh vé mirc ¢ dich vu cung cdp cho khdch hdng
Cong ty ciing can quyet dinh mtc d6 dich vu can cung cép, tirc 1a vé& khdi lugng va chit
luong dich vu can cung cap. Can cir dé thuc hién quyét dinh nay 1a cac thong tin thu dugc qua

nghién ctru nhu cau cta khach hang va tinh hinh cung cdp dich vu khach hang cia cac ddi thu
canh tranh.

Dbi vé6i cac khach hang cang quan trong thi mirc d6 cung cip dich vu khach hang cang cao
m&i c6 thé dap Gmg nhu cau riéng cua ho. Mat khac, do canh tranh nén cac dbi thu ciing chu trong
dic biét dén nhom cac khach hang 16n vé van dé cham soc khach hang.

Quyét dinh vé hinh thirc cung ccfp dich vu cho khach hang
Cong ty con phai quyét dinh vé hinh thic cung cap dich vu cho khach hang. C6 thé c¢é cac
hinh thirc sau day can xem xét dé lia chon:

e Cong ty tu t chirc mang ludi cung cap dich vu khach hang
e (Cong ty thué cac td chirc khac thyc hién viéc cung cép dich vu khach hang
e (Cong ty thoa thuan v6i cac nha phan phdi dé ho dam nhan viéc cung cap dich vu khach
hang.
Mobi ?hinh thirc nay CSS vu nhuge diém riéng. Trong truong hop cu thé can phan tich dﬁy du uu
nhuogc dieém cia chung dé lya chon hinh thirc phu hop.
Trong trudong hop mot s6 doanh nghiép nhu Buu dién, Ngan hang.., viéc cung cép dich vu
khach hang c6 thé thuc hién dudi cac hinh thic sau day:

e Cung cip tdp trung truc tiép tai cc trung tdm dich vu khach hang.
e Cung cip tdp trung gian tiép qua dién thoai, Internet.
e Cung cip phdn tdn truc tiép tai tit ca cac diém giao dich v6i khach hang.
e Cung cip phdn tan, truc tiép cho cac khach hang 16n tai dia chi ctia khach hang.
Cau 7:
Néu hang hoéa, dich vu ciia mot cong ty duge phan phdi qua trung gian, thi nén sir dung kiéu
thuong hi¢u nao trong 3 kiéu sau day:

d. LAy thuong hiéu cua nha san xuat
e. LAy thuong hiéu cta nha phan phdi
f. Léy thuong hiéu cua ca hai

Déap an:
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a. LAy thuong hi¢u ctia nha san xudt néu thuong hiéu nha san xuat c6 tiéng, thwong hiéu
nha phan phoi chua c6 tiéng
b. Lay thuong hi¢u ctia nha phan phdi néu thuong hi¢u nha phan phéi c¢ tiéng, thuong
hi¢u nha san xuat chua co6 tieng
c. LAy thuong hiéu cua ca hai néu thuong hiéu cia ca 2 déu co uy tin.
Cau 8:
Hay tim cac doanh nghiép n6i chung, hodc cac doanh nghiép Buu dién noi riéng va phan tich
cach gin nhan hi€u sdn pham khac nhau va y nghia cua cac quyét dinh do.
Dap an:
- Trude hét trinh bay cac quyét dinh vé gin nhin hiéu san pham:

a) C6 gdn hay khéng gdn nhan hiéu san pham?
San pham co gin nhén hiéu s& gay long tin cho khach hang, giap khach hang phan biét, nhén ra
dugc san pham cua cong ty trong v0 s san pham cung loai, giup cho cac co quan quan ly chong
hang gia. Tuy nhién, khi gan nhan hi¢u cong ty phai chi phi cho viéc quang cao va dang ky bao ho
nhan hiéu. Do vay s€ 1am tang chi phi va tang gia ban.
b) Ai la chii nhan hiéu san pham?
C6 thé ¢6 3 lya chon sau day. Mbi loai ciing c6 uu nhugc diém nhét dinh:
e San phém duoc dua ra thi truong véi nhan hi€u ciia nha san xuét. Cac nha san xuét co uy
tin thi nhan hiéu cta ho ¢6 gia tri, do vay nhan hi€u cua ho du dé tin cay.
e San phim duoc dua ra thi truong voi nhan hiéu cua nha phan phéi trung gian. Day
thuong la cac nha phan phdi 16n, c6 uy tin.
e San phém duoc dua ra thi truong Vq(')’i nhan hiéu vira ciia nha san xué’t, viura cua nha trung
gian. Trong truong hgp nay san pham mang uy tin cia ca nha san xuat va nha phan phoi.
- Cin ctr vao co s& 1y luan trén vé gan nhin hiéu san phém dé phén tich cac cach gin nhin
hi¢u khac nhau do sinh vién dua ra. Néu ¥ nghia cta cac cach gan nhan hi¢u.
Chuong VII (Cac quyét dinh vé gid)
Cau 1:
Trinh bay va phan tich cac kiéu chién luoc dinh gia.
Dap an:
1) Chién lwoc gid hét vang
Theo Chjén lugc nay cong ty dat gia cao qhét ¢6 thé cho cac doan thi truong san sang chip
nhan san pham mai. Khi mue ti€u thy giam xuéng thi cong ty lai giam gia d€ thu hut thém khach
hang & doan thi truong thap hon.
Diéu kién dé dinh gia hot vang 1a:

e Miic cdu vé san pham méi cao

e Gi4 cao luc dau tao nén hinh anh vé san pham cao cip

e Gia cao ban dau khong thu hit cac ddi thi canh tranh
2) Chién lwgc banh truéng thi triong:

Muc ti€u cua cong ty la gianh cang nhiéu thi phan cang tét dé ch’ié'mvthé ap dao dbi phuong

nho dat duoc 191 the “hiéu qua theo quy mo”. Do d6 cong ty dat gia thap d¢ thu hut khach hang.

Diéu kién thyc hién:

e Thi truong nhay cam vé gia

e Linh vuc san xuat ctia cong ty c6 tinh chat “hiéu qud theo quy mé”

e (Cong ty co tiém ning tai chinh dé dat gia thap ban dau

3) Chién lwoc gid cho danh muc san pham ciia cong ty
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Gi4 duoc xay dung cho toan bd san pham trong danh muc san phém, lo1 nhuén tinh chung cho
toan by danh muc chir khong phai cho riéng timg loai san phdm. Bang cach nay cong ty khuyén
khich khach hang mua toan by danh muc san pham.

4) Chién lwoc dinh gid hai phan

Gia duoc tinh gdm 2 phan: Phan tra cho mirc tiéu dung t6i thiéu va ghéin tra cho muc ti€u
dung vuot trdi. Thong thuong mic gia cho dich vu toi thiu nén dat thap d¢ thu hat khach hang.
Cac cong ty dién thoai, khu vui choi giai tri thuong dét gia nhu vay. Vé vao cua, cude thué bao la
mirc gia tiéu dung tdi thidu.

5) Chién lwoc gid chiét khdu

) Nham khuyén khich khach hang, cong ty giam gia cho khach hang mua nhiéu dudi dang chiét

khau (néu céac loai chiét khau).
6) Chién lwoc gid khuyén mai
Nham khuyén khich khach hang cudi ciing mua san pham trong 1 giai doan ngén.
Nham khuyén khich khach hang trung gian ban dugc nhiéu san phidm trong 1 giai doan ngan.
7) Chién lwoc dinh gid phdn biét:

_Gia phan biét 1a gia ban cung mot loai san phim véi cac muc gia khac nhau tuy theo mot 50
dieu kién khac nhau nhu dia diém, doi tugng khach hang, thoi gian nham cac muc dich khac
nhau.

Cau 2:

Trinh bay cac phuong phap dinh gia
Dap an:

a) Pinh gid dira vdo chi phi bang cdch c¢éng ldi vao chi phi binh qudn:

Gia du kién = Chi phi san xuat 1 d/v san pham + Lai du kién

Sinh vién phan tich vu nhuoc diém ciia phuong phap nay.

C6 thé cai tién phuong phap nay bang cach chon dinh mic loi nhuan linh hoat tuy vao tinh
hinh canh tranh va cung cau trén thi truong.

b) Pinh gia theo loi nhudn muc tiéu:

Gi4 = Chi phi don vi + (Loi nhudn mong mudn trén vén dau tw) / sé lugng tiéu thy

Phuong phap dinh gia nay doi hoi cong ty phai xem xét cac mirc gia khac nhau va cac muc
san lwong muc ti€u twong g dé dat dugc 1gi nhuan muyc tiéu.

¢) Dinh gia theo gia tri cam nhan cua khdach hang:

) Gia ca ma 7khéch hang ghép nhan dugc phu thudc vao gia tri cam nhan dugc cua khach hang
do1 voi san pham, vi su chap nhdn cua nguoi mua méi la quan trong chir khong phai chi phi cua
nguoi ban.

Theo phuong phéap ndy cong ty phai xay dung cac bién sé phi gid ca trong Marketing mix dé
tao nén gid tri cam nhan duge trong nhén thirc cua nguoi mua. Mubdn vdy, cong ty phai nghién
ctru thi truong dé hiéu duge nhan thic cua khach hang vé gia tri san pham trong cac diéu kién
khéc nhau.

d) Dinh gia theo gia canh tranh hién hanh

Theo phuong phap nay cong ty lay gia hién hanh cua d6i thu canh tranh dé 1am co s ma
khong quan tdm t6i chi phi san xuat cling nhu cau cua thi truong. Tuy theo loai thi truong va dac
tinh san pham cua cong ty ma dat gia bang, thap hon hodc cao hon gié ctia doi thu canh tranh.

e) Pinh gid ddu thau:

bay la kiéu dinh gia dya vao du doan vé gia cua ddi tha canh tranh khi bo thau.

Cau 3:
Trinh bay tom tit cac bude ciia quy trinh dinh gia ban dau cho san phim méi.
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Dap an:

Céc budc trong quy trinh dinh gia ban dau cho san phim méi:

Budc 1: Xac dinh muc tiéu dinh gid

Muc tiéu dinh gia phai xudt phat tur myc ti€u cua cong ty va chién Iugc dinh vi san phdm cua
nod, dong thoi phai phoi hop véi céac chién luge Marketing mix khéac.

Buée 2: Xdce dinh cau ciia thi truong muc tiéu

~ Budc nay can xac dinh Téng cau cua thi truong muc ti€u va xac dinh Hé sb co dan cua cau

doi voi gia (Ep).

Gi4 va cau c6 mdi lién hé tryc tiép mot mot, tire la ing voi moi ‘murc gia 1a mét mire cau. Mbi
quan h¢ nay dugc thé hién qua dudng cau. Buong cau 1a mot ham sb cua gia theo san lugng. Ham
nay c6 thé duoc xac dinh theo phu:ong phap thdng ké.

Bu6ce 3: Xdc dinh chi phi san xudt
_ Chi phi san xu:fit, hay gia thanh 1a can ctr quan trong trong dinh gia. Toéng chi phi san xuat
bang tong chi phi co dinh cdng véi tong chi phi bién doi.
Budc 4: Phan tich gia cua cac doi thu canh tranh
Gi4 cta d6i thi canh tranh s& 1a mot mdc quan trong khi xac dinh chinh sach gia cua cong ty.
Budce 5: Lua chon phwong phap dinh gida
Pé lya chon phuong phap dinh gid, ching ta tim hiéu mé hinh tuong quan gia voi nhu cau,
chi phi va gia cta cac doi thu canh tranh sau day (Sinh vién v€ mod hinh vé gid tran, gia san).
Can ctr vao md hinh nay ching ta c6 thé dé xuat 3 phuong phéap dinh gia co ban sau day:
¢ Dinh gia dya vao chi phi
¢ Dinh gié theo khach hang
e Dinh gi4 theo gia cua ddi thu canh tranh
Sinh vién trinh bay khai quat mdi phuong phap dinh gia trén day.
Cau 4:
Trinh bay chinh sach gia hét vang va phan tich cac diéu kién ap dung nd. Cho mét vi du
minh hoa.
Dap an:

- Theo qhién lugc nay cong ty dat gia cao phét ¢6 thé cho cac doan thi truong san sang chip
nhén san pham madi. Khi muec tiéu thy giam xudng thi cong ty lai giam gia d¢ thu hat thém khach
hang & doan thi truong thap hon.

- Cé7c vi du: (;éch dinh gia lép dat va gia cude dién thoai cb Qinh, dién thoai di dong, TV man
hinh phang, gia tac xi...trong giai doan vira qua chinh 1a theo chién lugc nay.

- Piéu kién dé dinh gia hét vang la:

e Mirc cu vé san pham mdi cao
e Gia cao lic dau tao nén hinh anh vé san pham cao cép
e Gia cao ban dau khong thu hiit cac ddi thu canh tranh
Cau S:
Tu tudng “chi ban nhimg thr ma khach hang can” duoc thé hién nhu thé nao trong cac
quyet dinh ve gia ca?
Dap an:
e Tu duy “Bén nhitng thtr ma khach hang cég” 1a tu duy bao tram cua Marketing, n6 dugc
thé hién qua cac chuong trinh Marketing hon hop noéi chung va cac quyét dinh gia ca noi
riéng.

e Gia ca la cung véi 3 chién lugc khac trong Marketing mix phai dugc xay dung phu hop
v6i thi truong muc tiéu dd dugc chon va nghién ctu ky. Két hop giita gia ca va chat
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luong, cong ty c6 thé dua ra cac chién lugc: Gia cao - chat lugng cao; gia thip - chat
luong cao; gid thap - chat lugng thap. Quyét dinh lga chon gid nay tuy thudc vao dac
diém cua cac thi truong muyc ti€éu khac nhau (sinh vién cho vi du).

e Trong qué trinh cung cp san phim cho thi truong, cong ty luén ludn thu nhan thong tin
phan hoi tir khach hang dé di€u chinh cac chién lugc, trong do cé chién lugc gia ca.

e Trong cic phuong phap dinh gia, c6 phwong phéap dinh gia cin clr vao nhu cau thi trudng
(Demand based pricing).

e Nhu vay, cac quyet dinh Ve gi4 ciing xudt phat tir thi truong, tirc 1a can ctr vao khach hang
dé dua ra cac quyét dinh vé gia.

Cau 6:
C6 khi nao doanh nghiép dinh gia cac san pham/dich vu dudi muc gia thanh khong
Pap an:
Doanh nghiép dinh gia cac san pham/dich vu duéi mirc gia thanh trong cac trudng hop sau:

e Khi mdi trién khai san pham, doanh nghiép phai dit gia thap dé thu hat khach hang

e Khi san pham budc vao giai doan suy thoai, doanh nghiép phai ban 15 von

e Khi canh tranh gay git, doanh nghiép phai giam gi4 thap nhat c6 thé dé cho thoi co./
Chuwong VIII (Cac quyét dinh vé phan phdi)

Phan tich cac loai trung gian trong kénh phéan phdi. Cho vi du minh hoa.
Pap an:

Trong qua trinh chuyér} tir nha san xuat dén nguoi tiéu dung, thi san pham c6 thé di qua cac
trung gian phan phoi. Co thé cd cac loai trung gian sau day:

o Nha ban buén: Mua san pham ctia nha san xuét va ban cho cac trung gian khac hodc cho
cac khach hang cong nghiép

e Nha ban lé: Mua san pham tir nha san xuat hodc nha ban buén va ban san pham truc tiép
cho nguoi ti€u dung cuoi cung

* Dai ly va moi gioi: La cac trung gian co quyén thay miat cho nha san xuat dé ban san pham.
Céc dai ly va moi gigi khong co quyén sd hiru san pham.

e Nha phdn phoi: La cac trung gian phan phdi trén thi truong cong nghiép, hodc cac nha ban
buon.

Céc trung gian c6 vai tro nhu sau:
e Giam chi phi phan phdi cho nha san xuét
e Tang pham vi t,iép can véi khach hang cho nha san xuat trong khi giam dau mbi tiép xtic
cho nha san xuat va cho khach hang
e Chia sé rui ro vdi nha san xuit
e Gitip cho cung cau gip nhau
e Ting kha niang canh tranh cho cic nha san xuit
Sinh vién cho vi du lién hé v&i Buu dién vé céac loai trung gian khéac nhau.
Cau 2:
Phan tich cac chirc ning ciia kénh phan phéi. Cho vi du.
Pap an:
- Kénh phan phdi 1a mot nhom céc t6 chire, ¢4 nhan thue hién viée dua san phim tir nha san
xuét dén nguoi tiéu ding.

- Cac thanh vién trong kénh phan phdi can thyc hién cac chirc ning sau day:
e Nghién cuu thi truong
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e Xc tién, yém tro (chién lugc P4 trong Marketing Mix)

e Thuong lugng: vé phan chia trach nhiém va quyén lgi trong kénh

e Phén phdi san pham: van chuyén, dy trit, bio quan

e Hoan thién san phim: chia nho 16 hang, bao bi, déng goi (dap img nhu ciu cia khach
hang)

e Tai tro: tro gitip cho cac thanh vién trong kénh vé tai chinh (thanh toan...)

e Chia sé rui ro (khi cac trung gian mua dut ban doan)

- Néu khong c6 céc trung gian trong kénh phan phdi thi nha san xuét phai thuc hién cac chirc
nang nay. Pi€u nay s€ dan dén chi phi lon. Do vay néu phan chia theo nguyén tac chuyén mén
hod cac chirc nang nay cho céc thanh vién trong kénh thi s€ hi¢u qua hon.

- Sinh vién cho vi du trong, va ngoai buu dién va phan tich theo cac chiic nang trén.

Cau 3:

Trinh bay cac loai kénh phan phdi trong doanh nghiép noi ban dang 1am viéc, hoic biét rd.
Dap an:

- Cac kénh phan phbi trong cac doanh nghiép khac nhau, nhung co thé chia thanh 2 nhém 1én
la kénh phan phoi truc tiép (khong qua trung gian), va kénh gian tiép (qua trung gian). Cu thé cé
cac loai kénh sau day:

e Kénh truc t1ep (Kénh cép 0) 1a kénh khong qua trung gian. Vi dy, Buu dién c6 cac buu
cuc (cip 1; cip 2; cép 3) ban hang truc tiép v6i khach hang. Ngoai ra con phan phdi san
pharn dlCh vu truc tiép dén cac khach hang 16n qua d6i ngll ban hang tai co quan, dia
diém cua khach hang. Ngan hang phan phdi qua cc chi nhanh ngan hang truc tiép dén
khach hang. Ban hang qua dién thoai, qua mang, qua may ban hang tu dong ciing thudc
vao phuong thirc phan ph01 tryc tiép khong qua trung gian.

e Kénh gian tiép (Kénh cip 1, 2,3...) 1a cac kénh phai qua cac trung gian roi méi dén tay
khach hang. Vi du, Cong ty tem phai ban tem qua cdc buu cuc cua cac buu dién tinh
thanh. Cong ty vién thong, cong ty Vinaphone ban cac dich vu vién thong qua cac buu
cuc cua cac buu dién tinh, thanh, qua cac dai ly. Cong ty Mobifone cung cap dich vu qua
hé thong céac dai ly.

- Sinh vién phan tich vai tro cua cac trung gian, lgi ich khi sir dung trung gian.

- Sinh vién cho vi du minh hoa ddi voi tung loai kénh.

Cau 4:

Trinh bay vé céc kiéu t6 chirc hé théng kénh phan phdi
Dap an:

- C6 céc kiéu to chirc kénh phéan phdi nhu sau:

4) Kénh phan phéi truyén thong
Sinh vién phan tich nhuoc diém ciia kénh phéan phdi truyén thong
5) Hé¢ théng kénh phdn phéi lién két doc (Marketing theo chiéu doc)
Sinh vién trinh bay 3 kiéu h¢ thong kénh phan phoi lién két doc. Ddng thoi phan tich wu
diém cua h¢ thong nay nham khac phuc cdc mau thuan gitta cac thanh vién trong kénh.
6) Hé thong kénh phdn phoi lién két ngang
Sinh vién mo ta hé thong kénh phan ph01 lién két ngang. Lién h¢ v&i hé thong phan ph01 cua
Viét Nam trong diéu kién Viét Nam cam két mo ctra thi trudng phéan phéi.
- Sinh vién cho vi du minh hoa
Cau 5:
Phan tich wu diém cua viéc sir dung dai 1y trong kénh phan phéi ciia doanh nghiép?
Dap an:
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e Dai Iy hay bat ky hinh thirc trung gian ndo déu 1a cac trung gian trong kénh phan phbi caa
doanh nghiép. Do vay, n6 cling mang lai céc 1¢1 ich nhu 1y luan chung vé cac trung gian
trong kénh phan phoi:

e Tiét kiém chi phi dé tap trung ngudn luc vao linh vuc chinh; M rong kha ning tiép can
thi truong—> nang cao hi€u qua kinh doanh. Tang pham vi ti€p can vdi khach hang cho
nha san xuat trong khi giam dau moi ti€p xic cho nha san xuat va cho khach hang

o Cdc van d@é can quan tam: Nha san xuat khong tiép xtic truc tiép voi khach hang; Van dé
quan ly chat luong; Van dé ho tro cho céc trung gian trong kénh.

e D¢ tiét kiém chi phi, ndng cao hiéu qua kinh doanh trong méi trudng hoi nhap canh tranh,
cac doanh nghi€p can phai tang cuong st dung trung gian khi co thé.

Cau 6:

Tu tudng “chi ban nhitng tht ma khach hang cin” dugc thé hién nhu thé nao trong céc
quyét dinh ve kénh phan phoi ?
Dap an:

e Tu duy “Ban nhitng thr ma khach hang can” 1a tu duy bao trum ciia Marketing, n6 dugc
theé hién qua cac chuong trinh Marketing hon hop ndi chung va cac quyét dinh vé kénh
phén phoi riéng. Cu thé, cac quyeét dinh vé phdn phoi déu phai can cir vao cdc dac diém
cua khach hang.

e Trong qué trinh cung cdp san pham cho thi truong, cong ty luén ludn thu nhan thong tin
phan hoi tir khach hang dé diéu chinh cac chién lugc, trong dé co6 chién lugc phan phoi.

e Kénh phan phdi phai duoc lya chon phu hop voi hanh vi mua cta cac nhém khach hang
khac nhau. Vi du nhu kénh ban buén, kénh ban 1¢, phan phoi dai tra, phan phoi cé chon
loc (Sinh vién cho vi dy minh hoa).

Nhu vay, cac quyét dinh vé kénh phan phdi phai cin cir vao thong tin vé thi _trudong (khach
hang, dbi thu canh tranh, chinh sach cta nha nudc) va thong tin vé san pham, vé ning lyc cia
Doanh nghiép.

Cau 7:

Trinh bay vé hé thong phan phbi Marketing theo chiéu doc.
Dap an:

He¢ théng phan phéi truyén théng khong c6 “chu” — khong thanh vién nao trong kénh kiém
soat dugc hoat dong cua toan by kénh. DPay ld mét nhuge diém cua hé thong kénh phan phoi
truyén thong.

Heé théng Marketing theo chiéu doc khic phuc duoc cac nhuge diém trén day. Hé thong nay
gom nha san xuat, mdt hay nhi€u nha ban si va mdt hay nhiéu nha ban 1¢ hoat dong nhu 1a mot hé
thong thong nhat. Trong h¢ thong nay c6 mot thanh vién 1a chu cua kénh, hodc c6 co ché dé toan
bd kénh hoat dong thong nhat cho mot muc ti€u chung. H¢ thong nay ciing cé kha nang ngan chan
duoc cac mau thuan giua cac thanh vién trong kénh.

C6 ba kiéu hé théng Marketing theo chiéu doc co ban nhu sau:

a) Hé thong Marketing doc ciia cong ty

Trong hé thdng nay, cac giai doan san xuat va phan phéi thugc vé mot chu so hiru duy nhit.
H¢ thong kiéu nay dugc hinh thanh do qua trinh md rong veé phia trude hodc vé€ phia sau trong
day chuyén gia tri cia mdt san pham. Nha san xuat c6 thé mua cac nha phan phoi, hodc nha phan
phoi c6 thé mua nha san xuat dé ki€ém soat tir khau san xuat dén luu thong.

b) Hé théng Marketing doc theo hop dong

Pay 1a mot hé thong gdm cac cong ty doc 1ap, gin bd voi nhau thong qua quan hé hop dong
phoi hop hoat dong. Muc ti€u cua hé thong la dat duwoc hi€u qua cao hon so voi khi ho hoat dong
riéng ré. D€ canh tranh, cac nha san xuat va cac nha ban 1¢ da tu t6 chuc lién két lai vai nhau dudi
cac hinh thtrc khac nhau nhu: lién két ty nguyén ctia nhitng ngudi ban 1€ do ngudi ban si tai trg;
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hop tac xa nhitng nguoi ban 1¢€...

¢) Hé thong Marketing doc cé quadn Iy

Hé thong Marketing doc ¢6 quan 1y phdi hop cac thanh vién trong kénh nho quy mé va st
maph cua cua mot thanh vién trong kénh. Thanh vién d6 co6 thé la nha san )guét hoécq nhé’ phan
phoi ¢6 uy tin. Vi du nhu cong ty “General Electric”, “P&G” ¢6 du uy tin va tiém luc d€ phoi hop
hoat dong cua nhimg nha bu6n ban trung gian mat hang do cong ty san xuit. D6 1a cac hoat dong
nhu té chirc trung bay, khuyén mai, quang céo, gia ca..

Sinh vién cho vi du minh hoa d6i véi tung loai hé thong trén.
Chuwong 9 (Cac quyét dinh vé xiic tién)
Cau 1:
Trinh bay va phan tich cic yéu té trong mé hinh truyén thong.
Dap an:
- Qué trinh truyén thong Marketing tuy rat da dang. Tuy nhién, n6 c6 nhiing dac diém chung.
M0 hinh sau day sé khai quat hoa qua trinh truyén thong Marketing:

Nguoi giri tin | Mahoa Thong diép Gii ma Nguwoi nhan
(Chii thé TT) "| thong tin T thong diép
Kénh thong tin
A T
4] Nhifu [—>
Thong tin phan hoi l v

Phan ng lai

e N, gwfri gui: 1a chu thé cua qua trinh truyén thong- doanh nghiép thyc higmrracoaraong
truyén thong

® Ma hoa: 1a viéc dung cac ngdn ngir truyén thong dé chuyén cac y tudng truyén thong
thanh céc hinh thirc c6 tinh bi€u twong cho nguodi nhan tin Iinh hdi dugc y tuong do

e Giai ma: 1a qua trinh nguoi nhén tin xtr Iy thong diép cua truyén thong Marketing dé
hiéu y twong cud chi thé mudn truyén dat

e Nguwoi nhdn tin: La khach hang muc tiéu ma doanh nghiép dang mudn thuyét phuc

e Phan ung dap lgi: La nhiing phan Grng cua ngudi nhan tin sau khi linh hoi thong diép

e Théng tin phan hoi: Thong diép tir nguoi nhan tac dong trd lai ngudi giri tin.

e Nhiéu: 1a cac tac dong dén thong diép 1am cho no sai 1éch so véi trang thai ban dau.

Tim hiéu mé hinh nay cho chiing ta dinh huéng ding dén trong qua trinh truyén tin. Do 1a

xac dinh rd ddi tuong nhén tin, xac dinh cac phan ing ctia nguoi nhan tin, xac dinh thong diép gui
di, Iya chon kénh truyén tin, thu nhan thong tin phan hoi.

Cau 2:
Trinh bay va phan tich cac thanh t6 trong hé thng xuc tién hdn hop
Dap an:
a) Quang cao:
Quang cao la cac hinh thirc truyen thong gian tiép, phi ca nhén, dugc thyc hién qua cac

phuong tién truyén tin phai tra tién dé gidi thiéu vé san pham, thuyét phuc khach hang. Chu thé
quang cao phai chiu chi phi.

Quang céo 1a mdt vii khi canh tranh, vi khach hang co6 biét, ¢6 tin twéng vao san pham thi
méi mua. Trong dicu kién nhitng ndm qua nganh Buu dién da phat trién nhiéu san pham méi va
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trinh d¢ dén tri con han ché thi quang céo c6 vai tro rat quan trong gitp cho khach hang biét dén
cac dich vu va lya chon mua.
b) Quan hé véi cong chiing - Tuyén truyén
Quan hé véi céng ching 1a cac hoat dong truyén thong gidn tiép cua doanh nghiép nham
gay thi¢n cam cua cong chung véi doanh nghiép va san pham cuia no.
Quan h¢ vdi cong chung giip cho cong ty xay dung rnéri quan hé tot dep véi cong chiing,
anh tich cyc dén thai do ctia cac nhom cong chiing khac nhau doi véi cong ty.

i Cac nhom coéng chung khécq nhau c6 thé la: Khach hépg hién tai, khach hang tuong lai, cac
co déng, can bd cong nhan vién, F(”) chuc cong doan, cong dong dia phuong, chinh quyén, cac nha
cung cap (ngén hang, cac nha dau tu...), cac phuong tién thong tin dai chung bao chi, dai phat
thanh, truyén hinh...), nhitng nguo1 huéng dan du ludn (cac nhém ép luc, cac chinh khach...)

Tuyén :[ruyef:n la cac hoat dong sur dung cac phuong tién truyén thong dai chiung truyén tin
khong mat tién vé cong ty va san pham nham gay thién cam cud khach hang, thuyét phuc ho mua.

- Cac hoat ddng quan hé cong chung, tuyén truyén:

* Moi bdo chi, truyén hinh vé cong ty tim hiéu va viét bai vé cong ty cling nhu cac san
pham cua cong ty nhan cac sy kién quan trong cua cong ty

e T4 chuc cac hoat dong van nghé, thé thao

e Tham gia cac hoat dong cong cong tai dia phuong

o Tai tro cho cac chuong trinh nhan dao, tur thién, cac hoat dong van nghé thé thao co uy
tin, tiéng vang.

e T6 chirc cac su kién thu hut du luan: Ngay khai truong, ngay ky niém, tham chién
truong xua (mot thoi mau lira- Viettel)...

e (Cac hoat dong van dong hanh lang

¢) Khuyén mai

Khuyén mai (hay xuc tién ban) 1a cac hoat dong kich thich, khuyén khich khach hang mua
trong mot giai doan ngan nham tang doanh thu.

- Khuyén mai nhﬁm vao hai @i tugng. PO 1a nguoi tiéu dung cudi cing va cac trung gian
trong kénh phan phoi.

- Pbi v6i nguoi tiéu dung quéi cung thi khuyén mai khuyén khich ho mua nhjéu. Dbi véi cac
trung gian trong kénh phan phéi thi kich thich ho tich cwc mé rong kénh phan phoi, ban san pham
(twong Gmg véi 2 chién lugce kéo va day).

d) Ban hang ca nhan:
- Ban hang ca nhan la qua trinh nguoi ban kham pha, kich thich nhu cau cua khach hang va dap
ung nhu cau d6 kip thoi.
- C6 nhiéu loai ban hang khac nhau (sinh vién néu céc hinh thirc ban hang).
Ciu 3:
Hay chon mot cau khau hiéu quang cao va phan tich ndi dung cua khau hiéu do.
Dap an:
Yéu cau sinh vién chon 1 cau khau hiéu quang céo nao d6 va phan tich ndi dung cua no, qua
do biét duogc:

e Thi truong muc ti€u cua san pham

e Loi ich ma san phim mang lai cho khach hang

e Chién lugc dinh vi san phém
Cau 4:

Muc dich cta cdc hoat dong quan h¢ vdi cong ching? Trinh bay vé cac hoat dong quan hé véi
cong ching ma doanh nghiép noi ban cong tac hoac quen biét da thyc hién?
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Dap an:
Thé nao 13 hoat dong quan hé véi cong ching (QHCC)?
Quan hé vé&i cong ching (Public Relation) 14 cac hoat dong truyén thong gian tiép cia
doanh nghiép nham gy thién cam cua cong chung véi doanh nghiép va san pham cua né.
Quan h¢ véi cong chiing dugc thuc hién dudi nhiéu hinh thire nhu sau:
e Moi béo chi, truyén hinh vé& cong ty tim hiéu va viét bai vé cong ty cling nhu cc san
pham cua cong ty nhan cac sy kién quan trong cua cong ty
e T4 chirc cac hoat dong vian nghé, thé thao
e Tham gia cac hoat dong cong cong tai dia phuong
e Tai trg cho cac chuong trinh nhan dao, tir thi€n, cac hoat dong van ngh¢ thé thao c6 uy
tin, tiéng vang.
e Cac hoat dong van dong hanh lang
- Muc dich: Nhim gdy thién cam, tao hinh anh tot dep vé Buu dién trong con mét cong
chung. Bicu nay gitip BD hoat dong san xuat kinh doanh thuén lgi
- Sinh vién cho cac vi du vé hoat dong QHCC ctia Buu dién.
Cau S:
Tu twdng “chi ban nhitng thtr ma khach hang can” duoc thé hién nhu thé nao trong cac quyét
dinh xuc tién?
Dap an:
e Tu duy “Ban nhimng thir ma khach hang can” 13 tu duy bao trum cua Marketing, n6 duoc

thé hién qua chuong trinh Marketing hdn hop noi chung, va qua cic quyét dinh xdc tién ndi riéng.
Cu thé, cac quyet dinh vé xtc tién déu phai can ctr vao khach hang,
e Xuc tién hay truyén thong Marketing phai can cir vao cac dbi tugng nhan tin khac nhau
(khach hang- thi truong muc tiéu) dé lua chon kénh truyén thong, ndi dung thong diép.
Hinh thtc truyén thong, thoi gian truyén thong ciing phai phu hop véi doi tugng nhén tin
(sinh vién cho vi dy minh hoa).
e Sau khi truyén tin, nguoi truyén tin (doanh nghiép) can phai thu nhan thong tin phan hoi tir
phia nguoi nhan tin dé danh gia hiéu qua truyén tin va hiéu chinh ndi dung ciing nhu
phuong thirc truyén tin sao cho pht hop voéi ngudi nhén tin.

e Nguoi truyen tin (doanh nghiép) cling phai tién hanh nghién ctru thi trudng trude khi xay
dung chién Iuge xtc tién dé hiéu 16 dbi twong nhan tin. Do 1a co s dé xay dung chién lugc
truyén thong c6 hiéu qua. Sau khi thyc hién hoat dong truyén thong, nguoi truyén tin ciing
phai diéu tra thi truong dé nam duoc muc do thay d6i nhan thirc ctia khach hang.

e Nhu vy, cac quyét dinh vé xuc tién ciing xuat phat tir thi truong.

Cau 6:
Phan tich vu nhwoc diém ctia cac phuong tién quang cdo.
Dap an:
e Bdo chi: C6 wu diém la pham vi tiép can rong, chi phi thap, thoi gian tiép can nhanh.
Nhugc diém la tudi tho ngan, chat lugng in an khong tot

e Tap chi: Co uu diém la chuyén mon hoa cao = do chon loc doc gia cao, tudi tho dai hon
bao; chat lugng in an tot hon, c6 trang danh riéng cho quang cdo. Nhugc diém la lugng
phat hanh it, thoi gian dén tay doc gia lau.

o T ruyén hinh: C6 wu diém 1a két hop ca hinh anh, am thanh, mau séc, ngon ngi; ddi tuong
khéan gia rong rai, pham vi phu séng ngay cang rong. Nhugc diém la thoi gian luu hinh
ngan, chi phi cao, it chon lgc khan gia.

e Radio: Co uu diém 13 pham vi pha séng rong, thinh gia rong 16n va tiép nhan dugc thong
tin bat ky luc nao, chi phi thap. Han ché ¢ cho chi tic dong bang am thanh dén khach
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hang nén it hap dan, thoi gian luu tin rat ngén.

e Internet: Co uu diém 1a pham vi tiép can toan cau, tudi tho cao (co thé xem di xem lai), chi
phi thap, két hop ca hinh anh, 4m thanh, ngon ngir. Nhugc diém cua Internet & Viét Nam
1a s6 nguoi s dung con it, chi phi sir dung con cao. Do vay pham vi tiép nhan thong tin
con han ché.

e Bién qudng cdo: Chi phi thip, tudi tho cao, sir dung duoc mau séc.
* Thu quang cdo: (Direct mail) chon lgc dbi tuong, tinh thuyét phuc cao, chi phi thip (tinh
theo hi€u qua). Nhugc diém la ty 1€ hoi am thap.
* Bao bi quang cdo... Vira bao vé hang hoa, ddng thoi 1a phuong tién quang cdo hiéu qua,
tiét kiém chi phi.
e MJi loai ¢6 uu diém va nhugc diém riéng. Thong thuong nén két hop cac hinh thic quang
cao khac nhau dé tang hi¢u qua.
Chuong 10 (K& hoach hoa Marketing)
Cau 1:
Céc budc lap ké hoach chién lugc cong ty
Dap an:
Buée 1: Xac dinh sir ménh cua cong ty. Néu cong ty da hoat dong thi can xem x¢t lai st

ménh cong ty da cong b xem c6 con phu hop khéng. Neu cong ty méi thanh 1ap thi can xay dung
str ménh cho no6 tir dau (chi tiét hon xin xem phu lyc 6 cudi chuwong ).

. Buwdc 2: Phan tich moi truong va ngudn lyc. Cong ty can phan tich 16 anh huong cua cac yéu
t6 moi truong (bao gom moi trudng bén ngoéirvé moi trudng ndi bo) dén hoat dong cua nod. Pay
la qua trinh phan tich SWOT. Budc nay cho biét cong ty dang ¢ dau?

Buée 3: Thiét 1ap muc tiéu cho cong ty. Cac nha quan 1y cong ty can thiét 1ap cac muc tiéu
dé cong ty huong to1 nham thyc hién duoc st ménh dit ra. Muyc tiéu clng 1a tiéu chuin dé danh
gia két qua hoat dong cuia cong ty. Noi cach khac, cong ty phai chi 16 ho can phai di toi dau?

Buoce 4: Lua chon phlen luoc de cong ty dat dugc muc tiéu do, tiac 1a cho blet cong ty'dat cac
muc tiél:l dr;itrra nhu tl}é nao? Chién lugc ctiia cong ty phai khai thac dugc thé manh, khac phuc
duoc diém yeu, nam lay co hoi va vuot qua duoc thach thic.

Cau 2:

Qua trinh 13p ké hoach Marketing chién luogc
Pap an:

Qua trinh 14p ké hoach Marketing chién luoc bao gdm cac bude sau day:

e Phan tich thi truong va chién luoc marketing hi¢n tai
e Phéan tich SWOT

e Xac dinh cac muc tiéu marketing

e Luyachon thi truong muc tiéu

e Xay dung cic chién luge marketing mix

e D¢ ra chuong trinh hanh dong

e Kiém tra viéc thuc hién ké hoach

Sinh vién phan tich tirng budce néu trén

Céau 3:

Céc kiéu chién lugc cia cong ty din dau thi truong
Dap an:

Cac cong ty d?}n dau thi trudong cd thé bi de doa bai cac cong ty thach thire thi truong. Do vay,
ho muon gitt vi thé ding dau trén thi truong. Muodn vay, ho phai tap trung vao 3 hudng sau day:
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e M6 rong nhu cau trén thi truong
e Bao vé thi phan hién tai
e Chiém linh thém thi phan
Sinh vién trinh bay chi tiét cac chién lugc trén.
Cau 4:
Céc kiéu chién lugc ciia cong ty thach thire trén thi truong
Dap an:
Day 1a chién luoc cia cac cong ty ¢ uu thé nhit dinh vé cong nghé, ky thudt, tai chinh so voi
cong ty dan dau. Do vay ho co thé tan cong cong ty dan dau bang cac chién luge sau day:

e Chién luoc tan cong truc di¢n
e Chién lugc tin cong man suon
e Chién lugc tan cong vu hoi
Sinh vién trinh bay chi tiét cac chién lugc trén.
Cau5s:
Céc kiéu chién lugc cua cong ty di theo, va ciia cong ty nép goc
Pap an:
Cac cong ty di theo thuong 1a cac cong ty khong manh, cho nén chién lugc cua ho cling tranh
d6i dau véi cac dbi thu manh. Ho co thé ap dung cac chién lugc sau:

e Chién lugc theo sat: Cac cong ty di theo ¢b ging theo sat cac cong ty dan dau (vé cac
chién lugc Marketing mix), nhung tranh gdy su cht ¥ ctia cac cong ty dan dau.

e Chién lugc theo sau c6 khoang cach: theo sau nhung c6 su khac biét trong cac chinh
sach Marketing mix.

e Chién luoc theo sau c6 chon loc: tap trung vao mot s6 doan thi truong c6 kha nang thu
loi nhuén cao, tranh canh tranh tryc tiép.
Chién hegc ciia cdc cong ty nép goc
Cac cong ty nép goc la cac cong ty nho be trén thi truong. Ho mudn tim mot chd dung trén
thi truong ma cac cong ty 1on bo qua, nhu vy ho tranh d6i dau véi cac cong ty 16n. Ho thuc hién
chlen lugc “Lép chd tréng” trén thi truong, chuyén mén hoa theo san pham theo khach hang. Ho
can phai xac dinh duoc cac chd con bo tréng trén thi trudng véi cac didu kién sau day:

e C6 quy md du 16n va co thé mang lai loi nhuan, du it
e (o tiém ning ting trudng
e Céc dbi thu canh tranh 161 bo roi
e Phu hop véi nang luc va s¢ truong cua cong ty
e (6 kha ndng bao v¢ dugc khi bi tn cong
Chién lugc nay con dugc goi 1a “chién hroc thi truong ngdch”.
Ciu 6:
Trinh bay mé hinh cac chién luoc chung ctia Michael Porter
Dap an:
Michael Porter di xdy dung mot mo hinh trong d6 6ng vach ra 3 chién luoc sau day dé thing
loi trong mQt moi trudng canh tranh:

e Ddn ddu vé chi phi tong thé: san xuét san pham tiéu chuin hoa v&i chi phi thap. Tir d6
cong ty co thé giam gia va dat gia thap hon cac doi thu khac hay quang cdo manh hon
cac doi thu. Vi loi theé vé chi phi, cong ty co thé dat dugc loi nhudn cao hon cac doi thu.

e Khdc biét hod: Ban véi gia cao hon gid trung binh céc san pham khéac biét hon vé thiét
ke, chat lugng, thuong hiu...Nhu vay, cong ty cling dat duoc loi nhudn cao.
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* Tdp trung: Téap trung vao mot thi truong nho dac biét nao d6 (chuyén mon hoa cao). Do
vay, co thé dap ung duoc cac doi hoi cao cua thi truong, va thu dugc gia cao. Do vay,
cong ty cling dat dugc lpi nhudn cao.

Cau 7:
Phan tich mé hinh 6 chirc bo may Marketing trong doanh nghiép.
Dap an:

bé thue hién cac hoat dong Marketing cong ty can phai c6 bd may twong tng. D6 1a hé thong

bd may t6 chitc Marketing.

Déi véi céc cong ty nho, bd may t6 chirc Marketing c6 thé chi do mdt vai ngudi ddm nhiém
tat ca cac hoat dong Marketing nhu nghién ctru Marekting, to chure ti€u thy, to chic truyén thong
Marketing, cung cap cac dich vu khach hang...

Dbi v6i cac cong ty 1on, ngudi ta phai xdy dung mot b may t6 chirc Marketing ¢6 quy cu.
Thong thuong c6 thé to chirc by may Marketing theo cac m6 hinh sau day:

e Tb chuc theo chirc ning

e Tb chuc theo nguyén tic dia ly (dia du)

e T4 chirc theo san pham

e T4 chirc theo khach hang

e T chuc theo kiéu hdn hop san pham — khach hang.

Cau 8:
Dung ma tran Ansoff dé xay dung cac chién lugc san pham thi trudng cho mot san pham nao
do.
Dap an:

Trude hét, sinh vién cin néu tom tit Iy ludn tong quat vé chién luge san pham-thi trudng qua
ma tran Ansoff:

- Chién luge san phén} - thi truong dya vao viée két hop 2 gia tri cua 2 bién s6 13 san pham va
thi truong de tao ra 4 chieén lugce (v€ ma tran két hop 2 bién s6 d6 - ma tran Ansoff) nhu sau:
a. Chién lugc xam nhap thi trudng (san pham hién tai- thi trudng hién tai)
b. Chién lugc mo rong thi trudng ( san phim hién tai- thi truong méi)
¢. Chién lugc phat trién san pham méi (san pham moéi- thi truong hién tai)
d. Chién lugc da dang hoa (san pham méi- thi truong mai)
- Giai thich thém cac bién phap thuc hi¢n ting chién luge. Cho vi du minh hoa.
Sau d6 sinh vién chon 1 san phém nao do6 va ap dung 4 chién luoc.
Chuong 11  (Marketing quéc té)
Cau 1:

Phan tich noi dung ciia Marketing quéc té
Dap an:

Marketing qudc té 1a Marketing ing dung vao méi truong kinh doanh quéc té. Do vay, né cé
nhimg ndi dung khac biét so voi Marketing ap dung trong nudce. Khi budc vao mot méi truong
kinh doanh mdi tai mot qudc gia nao do, cong ty phai giai quyet cac van dé:

e Chién luge xAm nhép thi truong méi

e Céc chién luoc Marketing hdn hop cho thi truong méi

e Co cau hoat dong cta cong ty trong thi truong méi
Cau 2:

Céc co ciu cong ty khac nhau dé xam nhap thi truong thé giGi?

Dap an
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Dé xam nhép vao thi truong thé gisi, doanh nghiép c6 thé to chirc cac co ciu nhu sau:
1) Phuong phap don gian nhat Ia xuat khiu qua cac trung gian xuét nhap khau

2) Phuong phap cao hon 1a nha san xuét to chirc cac chi nhanh ban hang, hay cdc céng ty con
tai thi truong nude ngoai

3) Phuong phép thir ba 1a hop ddng san xuét theo ban quyén

4) Phuong phap tht tu, cong ty xay dung co s6 san xuét ctia minh tai nuéc ngoai dudi dang
lién doanh hay 100% von cta cong ty

5) Phuong phép thi nam 14 cac xi nghiép toan ciu
Sinh vién phan tich uvu nhugc diém cua timg phuong phap.

Ciu 3:

Phan tich dic diém chung ciia méi trudng Marketing quéc té
Dap an:
Moi truong Marketing quc té co cac dic diém co ban sau day:
a) Pic diém chung cua méi truong kinh t& qudc té

b)

Ciu 4:

Xu hudng toan cau hoa ciia cac nén kinh té

Céc xu hudng lién két khac nhau gitra cic doanh nghiép dé tang sirc canh tranh

M5 hinh kinh té thi truong md duge nhiéu quoc gia ap dung

Dau tu quéc té ting nhanh

Moi truong kinh té cua nudc nhap khéu thé hién qua:co sé ha téng; muc d phat trién kinh
te. Theo mirc song, co thé chia thanh 5 nhém nudc. Theo mirc do phat trién kinh té, c6 thé
chia thanh 5 nhoém nudec. sinh vién trinh bay chi tiét cdc nhdm nay.

Moi truong van hod - x4 hoi anh huong dén hanh vi tiéu dung cua khach hang

Maéi truong chinh tri - xa hoi cua ca nudce xuét khau va nudc nhap khau déu anh hudng,
tham chi chi ph6i hoat dong xuat nhap khau.

Khung canh luat phap dam phan qudc té ciing chi phdi cac hoat dong kinh doanh quéc té.

Nghién ctru thi trudng trong Marketing qudc té c6 nhitng ndi dung gi?
Dap an:
Noi dung nghién ctru thi trudng qudc té 1a:

Ciu 5:

Nghién ctru tiém nang thi trudng, tirc 1 nghién ctru, du bao nhu cau, dic diém tam 1y, thi
hiéu cua khach hang, cc bién sé vé dan sd hoc, vé hanh vi, phong cach song, vé vin
hoa...

Nghién ctru kha ndng xdm nhap thi truong. D6 1a cac diéu kién vé dia Iy, vé ha ting giao
thong, vé van chuyén, vé tinh hinh canh tranh, v& luat phap thuong mai, thu tuc hanh
chinh...

Cac chién ,lu’ocqxuét khau khac nhau? Hay tim cac vi du vé cac cong ty Viét Nam sir dung cac
chién lugc xuat khau khac nhau.
Dap an:

Pé Iya chon thi truong xuét khau, cong ty phai xdy dung chién lugc xuat khau trén co so giai
quyét mdi tuong quan giita nang luc, thé manh cua cong ty va sé luong cac thi truong c6 thé xam
nhdp. Khi lya chon chién luoc thi truong xuét khéu, cong ty phai can ctr vao cac nhan t6 nhu: cac

nhan to

thudc v€ cong ty; cac nhan td vé san pham; cac nhan to veé thi truong (nhu cau, thi hiéu,
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canh tranh, phap luat...) va cac nhan tb Marketing.

C6 thé c6 2 dang chién lugc xuat khau sau day:

Thir nhat, dé la chién luoc phat trién theo chiéu sau.

Trong chién luoc nay cong ty chi tip trung vao mot sd it cac thi trudng trén co s thé manh
cua cong ty.

Chién luge nay cé cac uu diém sau day:

- Cong ty o thé tan dung duoc thé manh ciia minh theo hudng chuyén mon hoa sau.

- Cong ty c6 thé hiéu biét thi trudng t6t hon, xay dung mdi quan hé than thién véi ddi tac.

Tuy nhién, mit yéu ctia chién lugc nay 13 d6 mao hiém cao do cong ty tip trung dau tu vao
mot sé it thi truong, néu cac thi trudng nay cé cac bién dong bt loi.

Thir hai, d6 la chién luoc mé rong thi truong.

Theo chién lugc nay, cong ty ddng thoi xam nhap vao nhiéu thi truong khac nhau. Uu diém
ctia chién luoc nay 1a cong ty co thé phan tan dugc rui ro kinh doanh theo kiéu “khéng bo tring
vao ciing mot gi6”. Nhuoc diém cia né 1a phan tan nang luc tiép thi, kho quan 1y.

Vé cac phuong phép lua chon thi trudng xudt khau, cong ty c6 thé lya chon hai phuong phap
sau day:

Thir nhat, @6 la phwong phdp thu déng. Theo phuong phap ndy, céng ty chi han ché hoat
dong trong pham vi dap tmg nhu cau ctia cac don dit hang ctia nudc ngoai, hodc ban hang qua cac
dai Iy xuat khau. Pay 1a phuong thirc lam dn nho, tam thoi.

Thitr hai, do la phwong phap chu dong. Theo phuong phap nay, cong ty hodc la tim thi
truong xuat khau tuong ty nhu thi truong ndi dia (con goi 1a phuong phap mé rong thi truong vé
dia 1y), hodc la dan dan tuyén chon céc thi truong cé @6 hdp cao.

Cau 7:

Cac phuong thirc xam nhép thi trudng qudc té khac nhau? Tim céc vi du vé cac cong ty sir
dung céac chién lugc xam nhap thi truong khac nhau?
Dap an:

C6 nhitng phuong phap khac nhau dé budc vao mét thi trudng nude ngoai, va mdi phuong
phap tiéu biéu cho mirc do dan sau vao thi trudng qudc té. Thong thudng, cach thirc kinh doanh &
céc thi trudong nudc ngoai duoc Iya chon tir hinh thirc don gian dén phirc tap. Pé xam nhép vao
mot thi truong nude ngoai, cong ty co thé lya chon cac phwong phap sau day: xudt khdu gidn tiép;
xudt khdu truc tiép; nhwong gidy phép; lién doanh; dau tw triec tiép.

Céc phuong phap nay, theo thir tu cang vé sau cang ganh chiu trach nhiém cao hon, rii ro
cao hon nhung hira hen lgi nhuan cao hon. Sinh vién trinh bay chi tiét cac phuong phap nay.
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