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LOI GIOI THIEU

Cung véi tién trinh phat trién kinh té thi truong, Marketing ngay cang
dugc quan tam va trd thanh vii khi quan trong dam bao sy thanh céng cua cac
doanh nghiép. Ciing giéng nhu & cic nudc, nude ta Marketing khong chi don
thuan 1a mot dinh huéng, mot triét 1y kinh doanh ma thuc su 1a mot nghé trong
x4 hol.

Trong thoi dai cua kinh té thi truong. Khi ra cac quyét dinh kinh doanh va
quan 1y, nguoi ta khong thé thiéu vé tri thirc thi truong — khach hang va nhu cau
cua ho. Ciing nhu phuong thic tiép can véi khach hang va lam thoa man nhu
cau d6 Marketing cin ban c6 muc tiéu 1a trang bi nhiig nguyén 1y chung nhat
vé Marketing va budc dau dua ra cach thyc van dung né trong thyc tién kinh
doanh va quan ly cia Viét Nam.

Pé nam 1d dugc nhitng kién thic co ban vé marketing va dé c6 tai liéu
phuc vu giang day cho hoc sinh chuyén nganh trong truong Cao dang thuong
mai va du lich, tap thé tac gia da bién soan gido trinh “Marketing can ban”. Giao
trinh de lam tai li¢u giang day cho hoc sinh nganh Quan tri kinh doanh trinh d¢
cao dang

Trong qua trinh bién soan gido trinh “Marketing can ban” tac gia da nhan
duoc nhimg ¥ kién dong gdp hiéu qua cia cac giang vién khoa quan tri kinh
doanh, cac thay co gido trong hoi dong khoa hoc nha trudng. Tac gia xin trin
trong cam on sy gitp d& caa cac dong nghiép.

Mic du da rat cb géng nhung khong thé tranh khoi nhiing thiéu sot va
nhitng han ché. Chung t6i rat mong nhan duoc su gop ¥, b sung cua doc gia dé
gitip cho qua trinh dugc hoan thién hon. Moi ¥ kién déng gop xin gu:l vé Khoa
Quan tri kinh doanh, trudng Cao dang Thuong mai va Du lich — s6 478 duong
Théng Nhét, phuong Tan Thinh, TP Thai Nguyén

Chan thanh cam on!

Thai Nguyén, ngay 15 thang 6 nam 2022
NHOM TAC GIA
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GIAO TRINH MON HQC
1. Tén mon hoc: Marketing can ban
2. Mi s6 mon hoc: MH31
3. Vi tri, tinh chét ciia mén hoc
3.1. Vitri:

Marketing can ban la mon hoc thugc nhom cac mon hoc tu chon trong
chuong trinh dao tao trinh do cao dang “Ké toan doanh nghiép”

3.2. Tinh chét:

Marketing cin ban 1a mén hoc 1y thuyét, trinh bay mot cach co hé théng co
S& 1y luan cac van dé co ban vé marketing can ban. Banh gia mon hoc bang hinh
thirc ki€ém tra két thuc mon.

4. Muc tiéu ciia mon hoc:
4.1. Vé kién thuc:

Mon hoc cung cap cho nguoi hoc nhiing kién thirc co ban vé marketing
nhu: tong quan vé marketing, phuong phap nghién cuu thi truong, cac ndi dung
cua nghién cuu thi truong, marketing mix.

4.2. Vé k¥ nang:
Sau khi hoc xong mén hoc, nguoi hoc hinh thanh dugc ky nang:

+ Nghién ctiu thi trudng va xay dung ké hoach marketing cu thé cho doanh
nghiép.

+ K§ ning 1am viéc nhom, thao luan, thuyét trinh thanh thao.
4.3. V& niang lyc tu chi va trach nhiém:

Hoc sinh c6 kha nang tu hoc, tu nghién ctru ngoai cac gio hoc trén 16p, chu
dong tu duy, sang tao.

Hoc sinh c6 thai d§ nghiém tic khi nghién ctru moén hoc, tich cuc, chu
dong, sang tao trong hoc tap; rén luyén dugc tac phong cong nghiép, 1€ 161 lam
Viéc cua nguoi lao dong tot.

5. N6i dung cua moén hoc
5.1. Chuong trinh khung

Thoi gian hoc tap (gio)
) Trong do
Ma A A A So tin 2 Thuc
MH | Tenmonhoe, modun | "ot TONg |y L ke | Kiém
| thuyét | tap/BT/thao | tra
luin
I Cac mon hgc chung 20 435 157 255 23




MH1 | Chinh tri 4 75 41 29 5
MH2 | Phap luat 2 30 18 10 2
MH3 | Gido duc thé chit 2 60 5 51 4
MH4 | Giao duc QPAN 4 75 36 35 4
MH5 | Tin hoc 3 75 15 58 2
MH6 | Tiéng Anh 5 120 42 72 6
Cac mon hgoc, mé dun
I chuyén mén nganh, 87 | 2100 | 724 1303 73
nghé
1.1 Mobn hoc, moé dun co s 15 225 211 0 14
MHY7 | Phan tich hoat dong KD 2 30 28 - 2
MHS8 | Phap luat kinh té 2 30 28 - 2
MH9 | Soan thao van ban 2 30 28 - 2
MH10 | Théng ké kinh doanh 2 30 28 - 2
MH11 | Tai chinh - Tién té 2 30 28 - 2
MH12 | Nguyén ly ké toan 3 45 43 - 2
MH13 gl_? dung va thanh toan 9 30 28 i 9
1.2 %‘,’Z Z;’;;Z"ng‘];’; chuyén | eg | 1815 | 457 1303 55
MH 14 _Tr:\e/lng Anh chuyén nganh 4 60 57 3
MH15 | Thué 4 60 57 - 3
MH16 | Tai chinh doanh nghiép 4 60 S7 - 3
MH17 | Ké toan doanh nghiép I 3 45 43 - 2
MH18 | Ké toan doanh nghiép II 3 45 43 - 2
MH19 | Ké toan TM - dich vu 3 45 43 - 2
MH20 | Ké toan san xudt xay lap 3 45 43 - 2
MH21 | Ké toan HCSN 3 45 43 - 2
MH22 | Ké toan DN vira va nho 3 45 43 - 2
MH23 | Ké toan quan tri 2 30 28 - 2
MH24 | Thuc hanh Ké toan may 3 90 84 6
MH25 | Thyuc hanh ké khai thué 2 60 54 6
MH26 | Thuc hanh tong hop I 7 210 200 10
MH27 | Thyc hanh tong hop II 7 210 200 10
MH28 | Thuc tap tot nghiép 17 765 765 0
L B S I S I 0 4
MH29 | Thuong mai dién tir 2 30 28 - 2
MH30 Quan 1y chat lugng dich 5 30 28 i 9

vu




MH31 | Marketing can ban 2 30 28 - 2
MH32 Ké tf)én ngan sach xa 9 30 28 i 2
phuong
Téng cong 107 | 2535 | 881 1558 96
5.2. Chuong trinh chi tiét mon hoc
Thot gian (gio)
Sé Tén ch Thwe hanh,
TT n chuwong, Muc Téng| Ly |[thi nghiém,| Kiém
so [thuyet| thao luan, | tra
bai tap
1 |Chuong 1: Téng quan vé marketing 7 7
2 |Chuong 2: Nghiép vu marketing 10 9 0 1
3 [Chuong 3: Marketing mix 13 | 12 0 1
Cong 30 | 28 0 2

6. Diéu kién thuc hién mén hoc:

6.1. Phong hoc Ly thuyét/Thuc hanh: Pap ung phong hoc chuan

6.2. Trang thiét bi day hoc: Projetor, may vi tinh, bang, phan

6.3. Hoc liéu, dung cu, mo hinh, phuong tién: Gido trinh, m6 hinh hoc
tap,...

6.4. Cac fiiéu kién khac: Ngudi hoc tim hiéu thuc té vé cong tac xay dung
phuong an khac phuc va phong ngura rui ro tai doanh nghiép.

7. No6i dung va phuong phap danh gia:

7.1. Noi dung:

- Kién thuc: Panh gia tit ca ndi dung da néu trong muc tiéu kién thic

- K¥ niang: Danh gia tat ca ndi dung di néu trong muc tiéu k¥ ning.

- Nang lyc tu chi va trach nhiém: Trong qué trinh hoc tp, ngudi hoc can:

+ Nghién ctru bai trude khi dén 16p.
+ Chuan bi day du tai liéu hoc tap.

+ Tham gia day du thoi lugng mon hoc.

+ Nghiém tac trong qua trinh hoc tap.
7




7.2. Phuong phéap:
Nguoi hoc dugce danh gia tich ltiy mon hoc nhu sau:
7.2.1. Cach danh gia

- Ap dung quy ché dao to trinh do trung cap hé chinh quy ban hanh kém
theo Thong tu so0 04/2022/TT-LBDTBXH, ngay 30/3/2022 cta Bo truong Bo Lao
dong — Thuong binh va Xa hoi.

- Huéng dan thuc hién quy ché dao tao ap dung tai Truong Cao dang
Thuong mai va Du lich nhu sau:

Piém danh gia Trong 6

+ Piém kiém tra thuong xuyén (Hé s6 1) 40%

+ Piém kiém tra dinh ky (Hé s6 2)

+ Diém thi két thic mén hoc 60%

7.2.2. Phuong phap danh gia

Phwong phap | Phwong phap Hinh thirc Thoi diém
danh gia to chwrc kiem tra kiem tra
Thuong xuyén | Viét/ Tu luan/ Sau 10 gio.

Thuyét trinh  [rac nghiém

Dinh ky Viét/ Tu luan/ Sau 14 gio
Thuyét trinh  [rac nghiém

Két thuc mon | Viét Tu luan va trac nghiém Sau 29 gio
hoc

7.2.3. Cach tinh diém

- Piém danh gi4 thanh phan va diém thi két thac mon hoc duoc cham theo
thang diem 10 (ttr 0 dén 10), lam tron dén mot chir so thap phan.

- Piém mén hoc 1a tong diém cua tat ca diém danh gia thanh phan cua moén
hoc nhan vdi trong s6 tuong tmg. Piém mén hoc theo thang diém 10 lam tron
dén mot chir sé thap phén, sau d6 dugc quy dbi sang diém chir va diém sé theo
thang diém 4 theo quy dinh cua Bo Lao dong Thuong binh va Xa hoi vé dao tao
theo tin chi.

8. Huéng dan thuc hién moén hoc



8.1. Pham vi, d6i tuong ap dung: Péi twong Cao dang ké toan doanh
nghiép

8.2. Phuong phap giang day, hoc tap mon hoc

8.2.1. Béi voi nguoi day

* Ly thuyet Ap dung phuong phap day hoc tich cuc bao gom thuyét trinh

ngan, néu van dé, huéng din doc tai lidu, bai tp tinh hudng, ciu hoi thao
luan...

* Thao luan: Phan chia nhém nho thao luan theo noi dung dé ra.

* Huéng dan tu hoc theo nhom: Nhom truéng phan cong cac thanh vién
trong nhoém tim hi€u, nghién ctru theo yéu cau ndi dung trong bai hoc, ca nhém
thao luan, trinh bay ndi dung, ghi chép va vict bao cao nhom.

8.2.2. Béi voi nguoi hoc: Nguoi hoc phai thuc hién cac nhiém vy nhu sau:

- Nghién ctru Ky bai hoc tai nha trude khi dén 16p. Cac tai liéu tham khao s&
dugc cung cap nguon trude khi ngudi hoc vao hoc mon hoc ndy (trang web, thu
vién, tai liéu...)

- Tham dy tdi thieu 80% céc budi giang 1y thuyét. Néu ngudi hoc vang >
20% so tict 1y thuyet phai hoc lai mon hoc mai dugc tham du ki thi 1an sau.

- Tu hoc va thao luan nhom: 1a mot phuong phap hoc tap két hop gitra 1am
viéc theo nhom va 1am viéc ca nhan. Mot nhom gom 8-10 ngudi hoc s& duoc
cung cap chi dé thao luan trudc khi hoc 1y thuyét, thue hanh. Mdi ngudi hoc s&
chiu trach nhiém vé 1 hozc mot sé noi dung trong chii ¢& ma nhom da phan cong
dé phat trién va hoan thién tét nhat toan bo chu dé thao luan caa nhém.

- Tham dy di cac bai kiém tra thudng xuyén, dinh ky.
- Tham du thi két thac mon hoc.

- Chu ddng t6 chirc thuc hién gio tu hoc.

9. Tai liéu tham khao:

1. Gido trinh quan tri marketing, PGS.TS Truong Dinh Chién, NXB Pai hoc
Kinh té quoc dan 2014

2. Gi4o trinh nghién ctiru marketing, PGS.TS Nguyén Viét Lam, NXB Pai
hoc Kinh té quéc dan 2008

3. Gido trinh marketing cin ban, GS.TS Tran Minh Pao, NXB Pai hoc Kinh

té qudc dan 2013

Gido trinh quan tri marketing , Philip Kotler, NXB Théng ké, 2007

Marketing, Armstrong & Kotler, Prentice hall 2009

6. Giao trinh quan tri doanh nghiép thuong mai, PGS.TS Hoang Minh
Puong-PGS.TS Nguyén Thiura Loc, NXB Lao dong va Xa hoi, 2005

7. Quan tri marketing, Philip Kotler- Kenvin Keller, NXB Lao dong va Xa
hoi, 2010
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8. Tran Minh Dao, marketing cin ban, NXB Kinh té quéc dan, 2013.

” CHUONG 1
TONG QUAN VE MARKETING

GIOI THIEU CHUONG

Chuong 1 14 chuwong gi6i thiéu birc tranh tong quan vé mot s6 ndi dung co
ban khai niém va qua trinh phat trién cua marketing, dic trung ctia marketing,
vai trd va chuc ning cua marketing dé ngudi hoc c6 duoc kién thirc nén tang va
dé dang tiép can ndi dung mén hoc & nhimg chuong tiép theo.

MUC TIEU

1. V& kién thic:

- Trinh bay khai niém va qua trinh phat trién ctia marketing;

- Mo ta duoc dac trung cua marketing;

- Trinh bay dugc vai tro va chirc nang ctia marketing;

- Mo ta dugc chu ky hoat dong ctia siéu thi.

2. Vé k¥ nang:

- Van dung duoc cac kién thirc tong quan vé marketing vao thyuc té cong
viéc;

3. Vé nang lyc ty chu va trach nhiém:

- Y thtic dugc tim quan trong va y nghia thuc tién cta viéc nghién ciru tong
quan vé marketing trong thuc tién cong viéc.

- Thai d6 hoc tap nghiém tic, tich cuc trong thdo luan cac ndi dung giang
vién néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 1

- £)01 vOi nguoi day: s dung phuong phap giang giang day tich cuc (dién
giang, van dap, day hoc theo van dé); yéu cau nguoi hoc thyc hién cau hoi thao
luan 1 (c4 nhan hodc nhom).

-Dbi voi nguoi hoc: chu dong doc trude gido trinh (chuong 1) trude budi
hoc; hoan thanh day du cau hoi thdo luan chuong 1 theo ca nhan hodc nhém va
ndp lai cho nguoi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN CHUONG 1
- Phong hoc chuyén mon hda/nha xudng: Khong

- Trang thiét bi may moc: Méy chiéu va cac thiét bi day hoc khac
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- Hoc 1iéu, dung cuy, nguyén vét li¢u: Chuong trinh moén hoc, giao trinh, tai
li¢u tham khao, gidao an, phim anh, va cac tai liéu lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA DANH GIA CHUONG 1
- Noi dung:
ot Kién thirc: Kiém tra va danh gia tat ca noi dung da néu trong muc tiéu
kién thirc
+ K¥ nang: Panh gi tit ca ndi dung da néu trong muc tiéu ki niang.
+ Nang luc tu chu va trach nhiém:

« Trong qua trinh hoc tip, nguoi hoc can:
« Nghién ctru bai trudc khi dén 16p
Chuan bi day du tai liéu hoc tap.

Tham gia day du thoi luong mén hoc.
Nghiém tac trong qua trinh hoc tap.

- Phuong phép:
+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thic: hoi miéng)

+ Kiém tra dinh ky 1y thuyét: 0 diém kiém tra
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NOI DUNG
1. Khai niém va qua trinh phat trién ciia marketing
Thoat dau Marketing xuét hién qua nhiing hanh vi roi rac gan véi nhiing
tinh huong trao doi nhat dinh. Tinh huong trao do6i lam xuat hién Marketing khi

ngudi ta phai canh tranh dé ban hoac canh tranh dé mua. Nhu vay, nguyén nhan
sau xa lam xuat hi¢n Marketing 1a canh tranh.

Marketing ra doi & My vao nam 1902, n6 dugc bat dau bang mot thuat
ngir “ Lam thi truong” sau d6 lan sang cac nudc cd nén kinh té thi trudng va
xuat hién & Viét Nam vao nam 1986 — Khi Viét Nam chuyén dbi nén kinh té tu
nén kinh té bao cap sang nén kinh té thi truong c6 su diéu tiét vi mé ctia Nha
nudc.

Marketing tir khi ra doi trai qua cac giai doan phat trién chu yéu sau:
+ Trude nam 1930:
- bic diém: Cung < cau, San xuat quyét dinh.
- Muc tiéu: San xuat ra that nhiéu dé ban.
- Hoat dong: Tap trung vao san Xuat.
+ Turnam 1930-1945:
- bic diém: Cung > cau, Ban hang quyét dinh.

- Muc tiéu: Tang nhanh vong quay san Xuat bang cach day manh
hoat dong phan phoi va ban hang.

- Hoat dong: T4p trung vao phan phdi ban hang, xtc tién — tiéu thu
nhiéu hang hoa.

Trong giai doan hién nay ciing con nhiéu cong ty (nhét 1a cac cong ty
thugc doanh nghiép Nha nudéc cua Viét Nam) van quan niém, tao ra “ strc ép ban
hang” dé giup ti€u thu hang hoa da san xuat ra.

+ Tur nam 1945 dén 1970:

- bic diém: Cung > cau manh, Canh tranh gay gat, Ly khach
hang lam trung tam.

- Muyc tiéu: Nghién ciru dé thoa méan nhu cau khach hang.
- Hoat dong: Van dung Marketing Mix.
+ Tir 1970 dén nay:

- bic diém: Cung >> cau, Canh tranh gay gat, mac song ting,
Nhu cau chua dugc thoa man quyét dinh.

- Muc tiéu: Thoa man nhu cau ting phan doan thi trudng mot cach
toan dién trén co so nghién ctru nhu cau.
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- Hoat dong: Van dung Marketing muc tiéu ddi véi viéc phat trién
dich vu khach hang va moé rong pham vi ap dung Marketing.

Béng tém tit qua trinh phat trién ciia Marketing

Thoi Trwéc 1930 Tir 1930-1945 Tiwr 1945-1975 Tw 1970 -> nay
glan Gb1 GD2 GDb3 GDb 4
bic | +Cung<cau. |+ Cung>cau + Cung > cau + Cung >> cau
diém , % L s 2 | manh 2
+ San xuat + Ban hang quyeét + Canh tranh gay gat,
guyet dinh. dinh. +,Canh tranh gay | mac song tang.
gat.’ + Nhu cau chua duoc
+ Lay khach hang | thoa man quyét dinh.
lam trung tam.
Muc |+ Séan xgét ra + Tang nhanh + Nghién ctru dé + Thoa méan nhu cau
tiéu | that nhieu dé vong quay san thoa man nhu cau | ting phan doan thi
ban. Xuat bang cach khach hang. truong mot cach toan
day manh hOat dién trén co sO nghién
dong phan phoi ctu nhu cau.
va ban hang.
Hoat | + Tép trung vao | + Tap trung vao + Van dung + Van dung
dong | san xuat. phén phoi ban Marketing Mix. Marketing muc ti€u
hang, xtc tién — doi vaéi viéce phat trién
tiéu thu nhiéu dich vu khach hang
hang hoa. va méd rong pham vi
ap dung Marketing.

1.1. Mt s6 khai niém tién dé Marketing

Marketing 14 mot tir tiéng Anh ( mot s tac gia dich 1a tiép thi). Pugc

chap nhan va st dung kha phd bién trén toan thé gigi. Thuat ngir nay duoc sir
dung d4u tién vao nam 1902 trén giang duong cia Pai hoc Michigan & My dén
nam 1910 tat ca cac trudng Pai hoc tong hop quan trong & My bat dau giang day
mon hoc Marketing.

Qua mot thoi gian dai phat trién, cac chuyén gia vé Marketing da dua ra
Mot s6 dinh nghia khac nhau:
+ Theo hi¢p hoi Marketing cuaa My AMA (American Marketing
association):
Marketing la thuc hién cac hoat dong kinh, doanh nham huwéng vao
dong van chuyén hang hoa va dich vu tir nguol san xuat toi nguoi tiéu thu hoac
nguoi Si dung.
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+ Dinh nghia cua I. lendrevie, D lindon, R. lauyer.

Marketing la toan bo nhitng phuong tién ma doanh nghiép Sur dung
dé xdy dung, bao Vé va phdt trién thj trieong cua ho.

+ DPinh nghia cta Ray corey

Marketing bao gom moi hoat déng ma céng ty sir dung dé thich
nghi voi moi truong Cua minh mot cach sang tao va co loi.

+ Dinh nghia cua J.lambon

Marketing, dé la qudng cdo, la kich déng, la ban hang bang gdy
site ép, tire la toan bo nhitng phwong tién ban hang déi khi mang tinh chat tan
cong dwoc sit dung dé chiém thj truong hién cd, Marketing ciing la toan bé
nhitng cong cu phdn tich, phwong phdp du dodn va nghién cuu th; truong duoC
stz dung nham phdt trién nhdn cdch tiép cgn nhieng nhu cdu va yéu cau.

+ DPinh nghia cua D. larue va A. Caillat:

‘ Marketing la todn b nhiing hoat dgng trong nen kinh te thi truong
nham khuyen khich, khéu goi, lam nay sinh nhizng nhu cau cua nguwoi tiéu dung
vé mot loai gdn pham va dich vu nao do. Thuc hién su thich bl’ng lién tucC cua bo
mdy san Xudt va b may thwong mai cua mgt doanh nghiép doi véi nhiing nhu
cau da dwoc xac dinh.

1.2. Pinh nghia tong quat vé Marketing ciia Philip Kotler

Tién si Philip Kotler (nguoi M) — Gido su khoa Marketing cua truong
bai hoc Northves term, 1a mot trong nhimg chuyén gia hang dau vé Marketing,
sach cua ong duoc dich ra nhiéu thu tiéng trén thé gidi va dugc ding 1am tai liéu
giang day & mot so trudng dai hoc.

Nam 1978, Philip Kotler da& dugc nhan giai thuong caa hiép hoi
Marketing va sau d6 6ng con dugc trao giai thuéng khac. Nam 1985 vién han
lam v€ Marketing phuc vu stc khoé¢ da thanh 18p giai thuong Philip Kotler ve
Marketing trong linh vuc cham soc sttc khoé va da chinh thirc dé nghi 6ng nhan
giai thuong dau tién.

* Khai niém Marketing cua Philip Kotler.

“ Marketing la mgt dang hoat dong cia con nguoi nham thod mén nhimg
nhu cau va mong muon cua ho thong qua trao doi”.

Dinh nghia nay bao tram ca Marketing trong san xuat kinh doanh va
Marketing xa hoi. D¢ giai thich thém vé dinh nghia nay ta s€ xem xét mot so
khai niém sau:

* Nhu cau (needs):

La cam gidc thiéu hut mét cdi gi d6 ma con ngwoi cam nhdn duorc.
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Néu nhu cau cua con ngudi khong duoc thoa mén thi con ngudi &
cam thay kho s¢ va bat hanh va néu nhu cau do c6 y nghia cang 16n doi vai con
nguoi thi noé cang khoé s& hon. Con ngudi khong duoc thoa man s€ phai lya chon
mot trong hai hudng giai quyet:

+ Bit tay vao tim kiém mot ddi tuong c6 kha nang thod man duoc
nhu cau

+ C gang kim ché n6

* Mong muén:
La nhu cdu ¢ dang ddc thi, twong ing Véi trinh dé vin hod va
nhan cdch cua ca thé.
Mong muén cua con ngudi khong ngimg phat trién va duoc dinh hinh
bai cac diéu kién kinh té, chinh tri, xa hoi ...
* Yéu cau (Demand):
D6 la mong mudn dwoc kém thém diéu Kién c6 kha ndng thanh
todn.
Thuc té ta thay, con nguoi hay chan nhing tht ho dang co, dang thinh

hanh va ho lai di im kiém sy da dang. Chinh vi sy da dang ma yéu cau tai
nhitng thoi diém 1a khac nhau.

* Hang hoa:

La tat ca nhitng cdi gi ¢6 thé thod mén dwoc mong muén hay nhu
cau va dwoc cung ung cho thi truwong nham muc dich thu hut sw chu y, mua, st
dung hay tiéu dung.

Hang hoa c6 2 loai:

+ Hang hod hiru hinh: La nhiing thir ¢6 thé cam, nam, so thay,nghe
thay, nhin thay,...

+ Hang hod vo hinh: La nhﬁ’ng hang hoa sau khi bo ra tién ra mua
mai cam nhan dugc: xem phim, ca nhac, .

Nhiém vu caa cac nha san Xuat, cung tng hang hoé va dich vu la lam
cho hang hoa ctia minh thoa man dwoc nhiéu nhat nhu cau va mong mudn cua
khach hang.

C6 thé biéu thi mot thtr hang hod cu thé va nhu cau cu thé caa con
nguoi bang nhitng vong tron va kha nang hang hoa thao man nhu cau dé6 1a muac
do trung nhau cta chung:
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Nhu cau khong dwoc  Nhu ciu dwoc thod man Nhu cau dworc thoa
thoa man mot phan man hoan toan

Ba mirc d6 thod man nhu cau
Hang
hoa A

* Trao doi:
La hanh vi nhan tw mot nguoi nao do thi ma minh muon va dua lai
cho nguoi do mot thur gi do.
Trao d6i la mot trong nhung 4 phuong thtrc thong qua do tung nguoi co
thé nhan dugc cai ma minh mudn.

Vi du: Mot nguoi dang d6i co thé kiém thirc dn bang nhitng cach
Sau:

+ Tu cung, tu Cép: San bat, danh c4, hai qua
+ Chiém doat: L4y cap ctia ngudi nao do
+ An xin: Di xin
‘ + Trao d6i ty nguyén: Dé thuc hién trao doi tw nguyén can tuan tha 5
diéu kién:
1. Ti thiéu phai co hai bén;
2. Mbi bén phai c6 1 cai gi d6 co thé co gia tri doi v6i bén kia;
3. Mdi bén déu phai c6 kha ning giao dich va van chuyén hang hoa
cua minh;
4. M&i bén phai hoan toan duoc tu do chap nhan hay khudce tir dé nghi
cua bén kia;
5. Mbi bén déu phai nhan thay 1a nén hay mudn giao dich véi bén kia.
Trong 4 phuong thic thoa mén nhu cau nay, phuong thirc trao doi tu
nguyén c6 nhiéu wu diém nhat va 1a khai niém co ban caa khoa hoc Marketing.
* Giao dich:
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La mét cudc trao doi mang tinh chdt thwong mai nhing vdt cé gid
tri gizza 2 bén.
* Thi truong:
+ Theo truong phai Tan c6 dién (Neo — Classique): Thi ruong la noi gap
go Qiita cung va cau.
‘ Thé nhung nguoi lam Marketing lai khong chap nhan cach dinh nghia
don thuan ly thuyét nhu vay, theo ho.

Khi n6i dén thi truong nhat thlet phai noi dén nhimg nguoi trong cugc,
tie 13 nhimg ngudi truc tiép hodc gian tiép lam cho cung va cau gap nhau.

Piéu quan trong 1a phai hiéu nhu cau va nam bat dugc thi truong.
~ + Theo Denis lindon: Th; #ruong cua doanh nghiép la tap hop cac san

pham, cac dich vu, hodc cac tdp tinh ma véi ching doanh nghi¢p phai canh
tranh va bang cac hoat dong riéng cua minh doanh nghi¢p hy vong danh duoc
thang loi.

+ Theo Philip Kotler: Thi truong la tap hop nhitng nguwoi mua hang
hién co va sé co.

+ Theo goc d6 Marketing: Thi #ruwong bao gom tat ca nhitng khach

hang tiém dn ciing c¢6 mét nhu cau hay mong muon cu the san sang va cé kha
nang tham gia trao déi dé thod man nhu cau va mong muon do.

2. Khai niém va dac trung cua Marketing

Marketing c6 dién Marketing hién dai
1930 1945 1970 Nay
2.1. Marketing cé dién (Marketing truyén théng)

* Khai niém:

Marketing truyén thong la tap hop cdc hoat déng nham dwa hang hod tir
noi san Xuat toi noi tiéu thu.

* Piac trung:

+ San xuat ra hang hoa roi moi tim thi truong tiéu thy. N6i cach khac,
hoat dong Marketing 1a nham tiéu thu nhitng hang hoa va dich vu da c6 san ( da
duogc san xuat ra).

+ Chi hoat dong trong linh vuc tiéu thy san pham (linh vuc thuong
mai).

2.2. Marketing hién dai
17



* Khai niém: (Theo Philip Kotler)

Marketing la mét dang hoat déng ciia con nguoi nham thod mén nhu cau
va mong muon cua ho thong qua trao doi.

* Pac trung:

+ Tim hiéu thi trudng, xac dinh nhu cau ngay tir trudc khi san xuét ra
san pham cho nhu cau do6.

+ Marketing hién dai khong nhiing thoa mén t6i da nhu cdu ma con
khoi day nhu cau, thay do6i co cau nhu cau, kich thich nuéi dudng nhu cau ngay
cang phat trién.

~ +Qua trinh trién khai hoat dong Marketing san pham dugc thong qua 4
yeu to cau thanh (hay con goi la 4P) d6 1a san pham (Product), gia ca (Price),
phéan phoi (Place), xuc tien (Promotion).

+ Marketing hién dai khong con chi dung lai & pham vi “ lam thi
treong ” trong linh vuc kinh doanh thuong mai nhu Marketing truyén thong ma
di sdu vao qua trinh san xuat san pham va phat trién rong sang cac linh vuc khac
cua doi song xa hoi.

2.3. Nhirng tu twéng co ban ctia marketing hién dai

+ Thi truong 1a khau quan trong nhat va nhu cau ngudi mua cé vai tro
quyet dinh.

+ Coi trong khach hang.
+ Nghién ctu k¥ thi truong va c¢6 phan tng linh hoat dap lai.
+ Muc tiéu cua marketing la lgi nhuan, loi ich.
+ Marketing gan lién véi to chtic va quan 1y.
3. Vi tri ciia Marketing trong cac hoat dong chirc ning cot yéu cia

doanh nghiép.

3.1. Vai tro ciia Marketing d6i véi kinh doanh cia doanh nghiép
+ Trong quéan 1y vi mo: Trong cac doanh nghiép, cac td chirc co s0,..
+ Trong quan Iy vi mo: Quan 1y nha nude vé Kinh té, x4 hoi, van hoa, ...

Khi cung > cau, san xuat ra nhiéu hang hoa, viéc tiéu thu gap nhiéu kho
khan, bat budc cac doanh nghiép phai tim moi cach dé thich ung gira san xuat
Vé6i tiéu thy. Khi d6 Marketing co vai trd quan trong trong hoat dong san xuat
kinh doanh cua doanh nghiép va né thé hién nhu sau:

Do céch ly vé khong gian: Giira ngudi san Xuat va ngudi tiéu dung, san
xuat thwong tap trung & mot noi nhung nguoi ti€u dung lai phan tan. Doi hoi
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ngudi San xuét phai dép mg hang hoa phu hop v6i khong gian, dia diém noi
nguoi tiéu dung can.

Do cach ly vé thoi gian: Mot san pham hozc mét dich vu tir khau san xuat
dén tay nghe nguoi tiéu dung phai trai qua mot khoang thoi gian nhat dinh —

chinh vi thé, Marketing da tao ra su két ndi cac hoat dong san xuat cua doanh
nghiép véi thi truong trong tat ca cac cong doan cua qua trinh tai san Xuat.

Do cach ly vé thong tin: Do xa vé dia ly, néu khong tién hanh cac nghién
Clru va tao lap cac mdi quan hé thi nha san xuat s& khong biét duoc ai can gi? &
dau? khi ndo can? Voi gia nao? nguoc lai, nguoi tiéu dung khong biét duoc trén
thi trudng c6 loai hang gi? cua hing san Xuat nao? ban & dau? khi nao ban va
ban v&i mirc gia bao nhiéu, dia diém bao hanh cac dich vu ban hang.

Chinh vi 1y do ndy, ma cac hoat dong Marketing da cung cip cac hoat
dong tim kiém thong tin tir thi truong va truyén tin vé doanh nghiép ra thi
truong, nghién ctru phat trién san pham mai, tiéu thy san pham, cung cip dich
vu khach hang.

Marketing duoc coi 1a chirc ning quan tri quan trong nhat caa doanh
nghiép né dong vai tro két ndi hoat dong cua cac chirc nang khac vai thi truong,
dinh hudng hoat dong cho cac chirc nang khac nhau nhu: San XUAt nhan sy, tai
chinh theo hudng da dinh. Tét nhién, bo phan Marketing chi co thé hoat dong tot
néu co su phdi hop va tng ho caa cac bd phan chic nang nha quan tri phai phdi
hop duogc cac chire nang voi nhau dé tao nén sic manh tong hop trén thi truong

Két luan:

Su ra doi cia cac hoat dong Marketing nham 1am cho cung gip cau va
lam cho cung va cau an khop véi nhau, lam giam bét nhiing cach ly vé khong
gian, thoi gian va veé thong tin.

3.2. Vai tro ciia Marketing d6i véi khach hang

Hoat dong Marketing khong chi c6 191 cho cac doanh nghi€p ma né con
c6 lgi cho nguoi ti€u dung, the hién ¢ cac diém sau:

Hoat dong Marketing dem lai loi ich vé mat kinb té ddi véi khach hang &
cho ho nhan dugc gia tri cao hon chi phi ma ho bo ra dé mua hang hoa do.

Hoat dong Marketing cung cap nhiéu tinh hittu ich cua san pham, ¢o6 5
kiém loi ich vé mat kinh té co thé thoa mén nhu cau khach hang: Hinh thtic san
pham dia diém, thoi gian so hitu va vé thong tin.

+ V& hinh thtic san pham: Truyén dat nhu cau cua nguoi tiéu dung vé san
pham vai hinh thire va dac tinh cta n6 téi nhitng nguoi 1ap ké hoach san xuat.

+ Vé dia diém: Khi san pham c6 mat ding noi ma c6 ngudi muén mua
+ V¢ thoi gian: Du trit san pham c6 san ngay khi nguoi tiéu dung can

19



+ V& s& hiru: Xuat hién khi két thuc hanh vi mua, ban, khi d6 ngudi mua
toan quyen sé hiru va st dung san pham.

+ V& thong tin: Cung cip céac thong diép quang céo.

Két lug@n: Nguoi mua khong thé mua duoc san pham trir khi ho biét né &
dau, khi nao, voi gia bao nhiéu... phan lén cac tinh hiru ich nay dugc sang tao
bai cac hoat dong Marketing.

4. Chirc nang cua Marketing
4.1. Chirc niing lam thich tng san phim véi nhu cau thi truong (Chire
nang thich &ng)

La qua trinh san xuat ra san pham phai pha hop voi nhu cau thi truong
nham tao ra thé chu dong cho doanh nghiép trong di¢u kién thi thuong xuyén
bién dong, tranh cho doanh nghiép bi loai khéi thi truong mot cach sém nhat.

4.2. Chirc niing phéan phdi

La qua trinh van chuyén hang ho4 tir noi san xuat dén tay nguoi tiéu ding
cuoi cung mot cach nhanh nhat va chi phi thap nhat.

+ Lua chon dugc quang duong di.
+ Lua chon duoc phuong tién van chuyén phu hop.
+ Lua chon duoc ngudoi van chuyén.
+ Lua chon duoc cac hinh thuc van chuyén.
4.3. Chirc nang ban hang

La qua trinh thac déy hoat déng bép hang mdt cach nhanh c,h()ng cc'), hé
thong nham kich thich qua trinh san xuat day manh vong quay cua von va chong
lai moi rui ro cho doanh nghiép dong thoi tao da cho doanh nghiép m¢ rong
thém quy mo san xuat.

+ Lya chon luc lugng ban hang.

- C6 trinh do chuyén mon (c6 nhitng hiéu biét vé nganh hang, nghé
nghiép).

- Am hiéu vé thi truong, trén thi trudng kinh doanh cé bao nhiéu cong
ty dang kinh doanh, ho kinh doanh nhirng mat hang gi?

- Ngoai hinh:

- Ngh¢ thuat trong kinh doanh ( trong giao tiép, trong qué trinh lién
quan dén chat Iuwgng san pham).

+ Pua ra chién luge kinh doqnh 1a moi truong bén ngoai (tinh ’Vﬁn hoa,

phap luét, chinh tri, khach hang, nguon cung tmg, cac san pham thay thé, cac doi

thu canh tranh trong thi truong budn ban) phén tich 15 cac yéu t6 bén trong: Co
s& ha tang, trang thiét bi dung cy, ngudn vén, ngudn lao dong.
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+ C6 kha nang quan ly trong kinh doanh.
4.4. Chitc niang yém tro

La viéc cac doanh nghiép sir dung cac hinh thuc dich vy nham yém tro
cho cong viéc ban hang tuy theo tung loai mat hang va kha nang cua doanh
nghiép dé co thé lya chon hinh thirc yém tro cho phu hop.

+ Lya chon hinh thac quang céo ( lya chon phuong tién quang cdo) tuy
tung truong hop cu thé cua doanh nghiép ma ta lya chon hinh thuc quang cao
nao cho phu hop véi kha nang kinh doanh.

+ Lwa chon hinh thirc khuyén mai ( lua chon phuong tién khuyén mai).
+ Lya chon hinh thirc ban hang ca nhan (lya chon nhan vién ban hang).
+ Quan hé cong chung (phuong tién quan hé cong chung).

Chu y: Chirc nang yém tro rat quan trong n6 khong phai la tat ca do vay
phai biét gitr ding liéu luong, mirc do. Néu khong diing c6 thé mat di tac dung.
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TOM TAT NQI DUNG CHUONG 1
Trong chuong nay, mot s6 ndi dung chinh dugc gidi thiéu:
- Khéi niém va qua trinh phat trién cia marketing.
- Khai niém va dac trung cuia Marketing
- Vai tro cua marketing trong quan ly va chirc nang cua marketing

- Chirc nang cua Marketing

CAU HOI ON TAP CHUONG 1
Cau 1. Trinh bay khai niém va qua trinh phét trién ciia marketing.
Cau 2. Trinh bay khai niém va dac trung cua Marketing
Cau 3. Trinh bay vai tro cia marketing trong quan ly va chic nang cua
marketing

Cau 4. Trinh bay chirc nang cua Marketing

BAI TAP THAO LUAN

Trinh bay céac chlrc nang va vai tro ctia marketing trong doanh nghiép thoi
dai s64.0.

22



CHUONG 2. NGHIEP VU MARKETING

GIOI THIEU CHUONG

Chuong 2 14 chuong gi6i thiéu cac ndi dung vé nghién cau thi truong, moi
treong marketing, hanh vi khach hang va lya chon thi truong muc tiéu, dinh vi
thi treong dé nguoi hoc ¢6 duoc kién thirc nén tang va dé dang tiép can nodi dung
mon hoc ¢ nhitng chuong tiép theo.

MUC TIEU
1. V& kién thuc:

- Trinh bay khai niém vé nghién ciu nhu cau thi truong, moéi trudng
marketing, hanh vi nguoi tiéu dung

- Mo ta dugc dac trung cia marketing;

- M6 ta dugc qua trinh lya chon thi trudong muc ti€u

2. Vé k¥ nang:

- Van dung duoc cac kién thirc nghiép vu marketing vao thuc té cong viéc;
3.Vé nang luc tu cha va trach nhiém:

- Y thtrc duge tim quan trong va ¥ nghia thuc tién ciia nghiép vu marketing
trong thuc tién cong viéc.

- Thai do hoc tdp nghiém tic, tich cyc trong thao luan cac ndi dung giang
vién néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 2

- £)01 voi nguoi day: s dung phuong phap giang giang day tich cuc (dién
giang, van dap, day hoc theo van dé); yéu cau ngudi hoc thyuc hién cau hoi thao
luan 1 (cd nhan hoac nhom).

-Pdi voi nguoi hoc: chit dong doc trude gido trinh (chuong 2) trude budi
hoc; hoan thanh day du cau héi thao luan chuong 2 theo ca nhan hoac nhom va
ndp lai cho nguodi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN CHUONG 2
- Phong hoc chuyén mon hda/nha xudéng: Khong
- Trang thiét bi may moc: May chiéu va cac thiét bi day hoc khac

- Hoc 1iéu, dung cuy, nguyén vat li¢u: Chuong trinh moén hoc, giao trinh, tai
ligu tham khao, giao an, phim anh, va cac tai li¢u lién quan.

- Céc diéu kién khac: Khong c6
KIEM TRA VA PANH GIA CHUONG 2
- NG1 dung:
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+ Kién thic: Kiém tra va danh gia tat cad ndi dung da néu trong muc ti€u
kién thuc

+ Ky nang: Banh gia tat cd ndi dung da néu trong muyc ti€u ki nang.

+ Nang lyc tu chu va trach nhiém:

» Trong qua trinh hoc tap, ngudi hoc can:
« Nghién ctru bai trudc khi dén 16p

« Chuan bj day du tai liéu hoc tap.

« Tham gia day du thoi lwong mén hoc.

* Nghiém tuc trong qua trinh hoc tap.

- Phuong phép:
+ Piém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: hoi miéng)

+ Kiém tra dinh ky 1y thuyét: 1 diém kiém tra (hinh thtrc: viét ty ludn)
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. NQI DUNG
1. Nghién ciru nhu cau thi truomng

1.1. Sw cén thiét ciia viéc nghién ciru thi truong

Gitp doanh nghiép giam thiéu rui ro, khiac phyc bién dong thj truong dé
han ché anh huong dén hoat dong kinh doanh. Thong tin thu thap duoc s& giup
doanh nghiép hoach dinh chién lugc kinh doanh, cac chién lugc Marketing, ké
hoach quang céo, tiép thi san phdm mot cach phu hop.
1.2. Khai niém nghién ciru marketing

Nghién ctru Marketing (hay Marketing Research) la viéc thu thap cac
thong tin quan trong va giai thich ching vé mot van dé ma doanh nghiép quan
tam. Vai tro cua nghién ctru Marketing tin la dugc tao su tin cdy cho doanh
nghiép, lam co sé dé dua ra nhimg quyét dinh lién quan dén cac hoat
dong Marketing cu thé nhu:

« Hoat dong ra soat, tim kiém cac co hoi phat trién va nhimg moéi de doa
khac trén thi truong.

o Hoat dong danh gid kha ndng thanh cong va d§ duy tri cia chuong
trinh Marketing du dinh thuc hi¢n

o Hoat dong dinh hudng va trién khai cac chuong trinh Marketing
1.3. Qua trinh nghién ciru marketing

Hau hét cac qua trinh nghién ctu Marketing & cac doanh nghiép duoc
thuc hién theo cac budc sau day: Mot sé giai doan nghién ciru Marketing
Xdc dinh dwotc Van dé va muc tiéu

Trudc hét, nguoi nghién ctu can phai xac dinh duoc van dé ma doanh
nghiép dang phai d6i mat. Dé tir d6 1én danh sach cac du lidu nghién citu, muc
tiéu cua viéc nghién cau Marketing can duoc dé dua ra huéng giai quyét.
Ldp ké hoach Marketing

Sau khi d& x4c dinh duoc van dé va vai tro ciia nghién ctru Marketing thi
theo nhu quy trinh, ngudi nghién ctu phai lap cac ké hoach nghién ctru thong tin
can thiét. Luu y, can lap ké hoach voi muc chi phi c6 thé ude tinh va phu hop
véi thé thu thap, phuong thirc lién hé v6i mirc cho phi c6 thé wdc tinh va phu
hop Véi dit liéu c6 thé thu thap, phuong thirc lién lién hé, phuong thirc thu thap,
cac phuong tién, cong cu thuc hién 1a tdp dbi twong va chi phi cua qua trinh ké
hoach.

Ngudn thong tin thu thap duoc nhiing dir liéu hoat dong hoic liéu tong
quat nhat tir hai nguon dit liéu thir cap va ngudn dit liéu so cap.
Thu tgp diz lieu
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Moi thong tin, dir lifu ma ban thu thép trong qua trinh nghién ctu
Marketing s& can dugc ghi chép can than. Sau do, cap nhat vao phan mém phan
tich mot cach rd rang, day du theo Mot trinh tu Sap xep khoa hoc va hop ly.

Khi 1am toi giai doan ndy, can chuan bi sin sang tinh than dé d6i mat voi
cac tinh huong kho khan nhu:

Kha nang tiép can truc tiép voi khach hang can thu thap dir licu

Kha nang thuyét phuc khach hang va cung cap dit lidu can thiét

Murc do6 tin cay chan thuc va dir li¢u thu thap dugc tir khach hang

Murc d6 chan thuc, cong béng cua dir liéu thu thap dugc tur nhitng khach hang
tham gia phong van

Xur Iy dir lieu nghién ciru Marketing

Sau khi da thu thap ddy du cac thong tin, dir liéu can thiét, nguoi nghién
ctru can thyc hién va xir 1y dir liéu di thu dugc. Bang cach st dung cac mé hinh,
phuong phap théng ké hién dai trong hé théng phén tich thong tin Marketing.
Céc thong tin nay s& dugc nguoi 1am nghién cau tong hO’p va thé hién trén cac
biéu bang. Dé phan tich cac dir liéu nay thanh thong tin can thiét phuc vu cho
muc tiéu nghién ctru di dé ra ngay tir dau.

Bdo cdo két qud

Moi thong tin va sb liéu can duoc Xt 1y, thé hién, trinh bay mot cach khoa
hoc dé bao cao két qua nghién ctu d& dang dang, hiéu qua va tryc quan nhat.
Noi dung bao cdo dugce trinh bay mot cach tong quat theo nhitng ndi dung sau:
Tom tat lai ndi dung nghién ctru cho nha quan tri
Trinh bay muc dich va 1y do nghién ctru Marketing
Nhirng phuong phap nghién ctru Marketing
Két qua va y nghia khi nghién ctru duoc
Cac han ché va khoé khin khi nghién ctu
Két luan, kién nghi v6i cac nha quan tri
Phu luc tai liéu
2. Moi trueong marketing
2.1. Khai niém
- Mbi truong marketing ciia mot cong ty (doanh nghiép) 1a mot tap hop tat ca
cac chu thé, cac luc lugng bén trong va bén ngoai cong ty ma bo phan ra quyét
dinh marketing cua cong ty khong thé khdng ché dugc va ching thudng xuyén
tac dong, anh huong tét hodc khong tot dén cac quyét dinh marketing cua cong
ty
- Co hoi marketing 1a mot diém canh tranh hap din va tao duoc lgi thé cho hoat
dong marketing cta cong ty.

2.2. Phan loai

- Moi truong vi mo
- Moi treong Vi mo
2.3. Moi trwong marketing vi mo
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2.3.1. Khai niém

Moi truong marketing vi mo 1a nhiing luc lugng trén binh dién xa hoi rong
l6n. N6 tac dong dén quyét dinh marketing caa doanh nghiép trong toan nganh,
tham chi trong toan bd nén kinh té quéc dan va do d6 né anh huong dén ca cac
luc Iuwong thugc moi truong marketing vi mo.

2.3.2. Tac dong cua mdi truong marketing téi hoat dong marketing

2.3.2.1. Nhdn khdu: nhan khau 1a yéu td quan trong vi né chinh la thi
truong caa doanh nghiép. Su thay doi cua nhan khau du & khia canh nao déu c6
thé anh huong dén cac quyét dinh marketing:

- Quy md va téc do tang dan s 1a khia canh quan trong tac dong toi quy
mo nhu cau: + Quy mé dan sé 16n bao hiéu mot quy mo thu truong lon va
nguoc lai.

+ Tdc d6 tang dan sb thé hién tiém nang cua thi truong vé quy mo.

- Co cau dan so: tac dong rat lon dén co cau nhu cau cua hang hoa dich
vu va dic tinh cta nhu cau.

- Tinh trang hon nhan va gia dinh.

- Toc d6 d6 thi hoa.

2.3.2.2. Kinh té:

Cac nha lam marketing trong qua trinh di thoa man mong mudn cua ngudi
tiéu dung ho phai quan tdm dén kha niang thanh toan cua tap khach hang muc
tiéu dé dam bao vira thoa man duoc ngudi tiéu dung vira dem lai loi nhuan cho
cong ty.

2. 3.2.3. Ty nhién: bao gom cac yéu to6 nhu khi hau, tai nguyén, moi
truong...

- Tai nguyén trén thé giéi dang dan cang can kiét, ké ca cac nguon tai
nguyén v6 han nhu nudc va khong khi ciing da dugc cac nha khoa hoc 1én tiéng
canh béo. Tat ca cac cong ty déu phai chii y dén diéu nay vi khi nguyén liéu tré
1én khan hiém hon tc 13 gia ctia né s& cao hon va anh hudng dén gia thanh san
pham.

- Moi trudng ngdy cang bi 6 nhiém dan dén viéc nha nudc ra nhiéu dao

luat khat khe hon dé bao vé méi truong, ngudi dan thi ngay cang quan tam dén
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nhitng thiét bi, san pham c6 kha ning chéng lai tic dong cua moi truong. Hinh
anh cac cong ty quan tdm dén viéc sur 1y rac thai, bao vé méi trudng ngay cang
dugc nguoi tieu dung cha v hon.

- Khi hau ciing 14 yéu t6 ma cac nha 1am marketing phai quan tam dén.
Dic diém khi hau Viét Nam gdy anh huong dén do bén cua may moc, hang hoa
mau hong, d& bién chat -> cha y dén thiét bi bao quan, kho tang, bén bai, bao
g6i. Khi hau nay ciing tao co hdi cho du lich phat trién va su phong pht da dang
cua hoa qua trai cay.

2. 3.2.4. Khoa hoc kj thudt: chung ta khong thé pha nhan vai tro to 16n
cua khoa hoc ki thuat dén sy phat trién caia nén kinh té néi riéng va xa hoi néi
chung. Nho khoa hoc ky thuat ma nhu cau con nguoi dugc thoa man day da hon
va nhanh chéng hon. Nhung khoa hoc k¥ thuat ciing 1a hiém hoa Ion nhét dén
cudc song con ngudi. Cac nha 1am marketing phai chii y dén tinh hai mat cia no
dé phat huy tinh tich cuc, huéng ngudi tiéu ding vao mit tich cuc ciia san pham,
han ché mat tiéu cuc.

2.3.2.5. Chinh tri: bao gdm van dé diéu hanh cua chinh phu, hé théng luat
phap va cac thong tu, chi thi, vai tro cua cac nhom xa hoi.

- Hé thong phap luat va van ban dudi luat cua Viét Nam rat phac tap gay
can tré kho khan cho nha kinh doanh va cac nha dau tu. Viéc quan 1y long léo,
tinh hinh canh tranh khong lanh manh 13m anh huong dén viéc kinh doanh cua
cac doanh nghiép 1am in chinh dang: kinh doanh theo kiéu "chop giat" tham chi
lra d4o, hang gia, hang nhai,...kha ning tham gia vao thi truong thé gioi cua cac
doanh nghiép Viét Nam con thap do khong thong hiéu dugc hé thong luat phap
va cac thong 18 quoc té.

- Chinh phu Viét Nam d rat ¢6 gang trong viéc khac phuc tinh trang nay:
thanh 14p t6 cong tac dé xem xét toan bd cic van ban phap luat, xoa bod sy mau
thuan, chong chéo giita chiing. Bén canh d6 céc t6 chirc xa hoi dugc hinh thanh
dé dam bao loi ich cho nguoi tiéu ding va toan xa hoi.

2.3.2.6. Van hod: khi sdng & xa hoi nao con ngudi déu mang nhiing ban
sic vin hod nhat dinh ddi véi xa hoi do.

- Van hod c6 thé tao nén co hoi hap dan cho ca mot nganh kinh doanh.
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- Vin hoa c6 thé doi hoi nhimg diéu mang tinh chat cdm ky ma nha kinh
doanh nén tranh.

- Vin hod c6 thé dua ra nhitng quy wdc bat thanh vin ma khi dit tén cho
san pham nha kinh doanh can chu .

- Van ho4 ciing c6 thé doi hoi tinh chét, cach dung ngdn ngit hay hinh
anh khi truyén dat y tuang vé mot thong diép quang cdo.

> Trén day 13 6 yéu té thudc moi truong vi mo. Tuy linh vuc kinh doanh,
nganh nghé kinh doanh ma cac yéu t6 nay anh huong khac nhau dén cac quyét
dinh marketing cia doanh nghiép. Do d6, doi hdi nguoi lam marketing phai linh
hoat khi theo di, phan tich, phan doan nhitng dién bién cua moi truong vi mod
dé ra nhiing quyét dinh marketing phu hop.
2.4. Moi truong marketing vi mo

2.4.1. Khai niém:

Moi truong marketing vi mo 1a nhirng luc luong, nhiing yéu té ¢6 quan hé
truc tiép vai timg cong ty va tic dong dén kha niang phuc vu khach hang cta no.
2.4.2. Cac lyc luong bén trong cong ty

- Phong tai chinh: dam bao cung tng kip thoi va day da vén cho viéc
thuc hién cac ké hoach marketing va theo doi tinh hinh thu chi nham gitp bo
phan marketing danh gia thuc trang va trién vong cua Vviéc thuc hién nhitng muc
tiéu marketing dé ra.

- Phong quan tri nhéan luc: cung cip do6i ngii nhan vién can thiét cho viéc
trién khai cac hoat dong marketing.

- Phong nghién ctru va trién khai: giai quyét cac van dé thiét ké, ché tao
mot cach co hiéu qua cac san pham theo ding yéu cau cua thi trudong muc tiéu
va dap tng y do cia bo phan marketing.

- Phong vat tu: dam bao du s6 luong, ding chat luong, co cau, gid ca va
tién d6 cac yéu td vat tu phuc vu cho san xuat.

- Phong san xuat: dam bao du, kip thoi sé lugng san pham san xuat ra
theo yéu cau cua thi truong muc tiéu.

2.4.3. Cac lyc luvong bén ngoai cong ty

* Nguwoi cung ung:
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- Nguoi cung tng 13 nhimg céng ty kinh doanh va nhitng ngudi ca thé
cung cip cho cong ty va cac di thu canh tranh cac ngudn vat tu can thiét dé san
Xuit ra nhitng mat hang cu thé hay nhiing dich vu nhit dinh.

- Nhitng bién dong trén thi trudng cac yéu td dau vao ludn ludn tac dong
mot cach tryc tiép vai mirc d6 khac nhau dén cac quyét dinh marketing cua cong
ty.

* Ngwoi moi gioi marketing

- Nhitng ngudi méi gidi marketing 1a nhitng cong ty hd tro cho cong ty
phat trién, tiéu thu va pho bién hang hoa ciia cong ty cho khach hang. (cong ty
quang céo, cong ty tai chinh, ngan hang, bao hiém,...)

- Cac to chirc méi gidi thuong mai 13 nhitng cong ty kinh doanh hd trg
cong ty tim kiém khach hang va (hoic) truc tiép ban san pham cta minh cho ho
( ctra hang ban buodn, ban 1¢, dai ly,...

- Cac cong ty chuyén t6 chuc luu thong hang hoa: cong ty kho, cong ty
van tai,...

- Céc t6 chiic cung (ng dich vu marketing: cong ty quang cdo, dai truyén
hinh, phat thanh,...

* Poi thiz canh tranh: ¢6 4 loai canh tranh co ban.

- Canh tranh mong mubn: day 1a loai d6i thu canh tranh ma khach hang
c¢6 nhu cau tiéu ding trong mot quy mua sam nhat dinh.

- P6i thu canh tranh 13 nhiing loai hang hod khac nhau cing thoa mén
mot nhu cau, mong muébn nhat dinh (nhitg hang hoa c¢6 kha ning thay thé cho
nhau).

- P6i thi canh tranh 1a cac kiéu hang hoa khac nhau trong cing mot
nganh hang, nhitng kiéu hang hod nay c6 thé do nhiéu doanh nghiép san xuat
cling c6 thé chi do mét doanh nghiép san xuat ciing c6 thé chi do mot doanh
nghiép san Xust.

- Pdi thu canh tranh 1a cac kiéu hang hod khac nhau thoa méin cung mot
mong mudn cu thé nhu nhau, nhung c6 nhan hiéu khac nhau.

* Cong chiing tryc tiép:

- Cong chiing truc tiép cia mot doanh nghiép 1a mot nhom (gidi) bat ky
quan tdm thyc sy hay c6 thé s& quan tim hodc c6 anh hudng dén kha ning dat

tgi nhitng muc tiéu dé ra cua doanh nghiép.
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- Luc luong nay co thé hd tro, tao thuan loi hoic chéng lai (gay khé khin
cho doanh nghiép). Gém ¢6 3 nhom 16n:

Cong chung tich cyc: 1a nhdm quan tdm dén cong ty véi thai d6 thién chi.

Cong chiing tim kiém: 13 nhém ma cong ty dang tim kiém su quan tim cua
ho, nhung khong phai bao gio cling tim dugc.

Cong ching khong mong mudn: 1a nhom co thé tiy chay cong ty.

- C6 thé chia cong chung truc tiép lam 5 loai chinh: gidi tai chinh, cac
phuong ti¢n thong tin dai chiing, cac co quan nha nudc c6 khd nang tac dong
dén hoat dong marketing, cac to chic quan chung (t6 chic bao vé nguoi tiéu
dung, t6 chiic bao vé méi truong...), quin chung dong dao (gom cong ching
truc tiép ngoai cong ty va cong chung noi bo).

* Khach hang: c¢6 thé chia khach hang thanh 5 loai khac nhau:

- Thi truong nguoi tiéu dung: 1a cac ca nhan, nhom nguoi, tap thé,...ho
mua hang hoa dich vy cho viéc tiéu ding trong doi séng cuaa ho.

- Thi trudng cac nha san xuat: ho mua hang hod va dich vu dé tiéu ding
cho san xuat.

- Thi truong nha budn ban trung gian: ho mua hang hoa va dich vu caa
cong ty vé ban kiém 10i.

- Thi trudng cac co quan nha nudc va cac to chire khac: nhom khach hang
nay mua hang ho4, dich vu dé sau d6 sir dung trong linh vuc dich vu cong cong
hoac chuyén giao hang hoa, dich vu d6 cho nhimg ngudi can dén no.

- Thi trudng quéc té: bao gom nhitng ngudi mua hang ngoai nudc ho co
thé 1a nguoi tiéu dung, doanh nghiép,. ..

3. Hanh vi nguoi tiéu dung
3.1. Khai niém co ban

- Nguoi tiéu ding 14 nguoi mua sam va tiéu ding nhitng san pham va dich
vu nham thoa mén nhu cau va wdc mudn ca nhan. Ho 1a ngudi cubi cung tiéu
dung san pham do qua trinh san Xxuat tao ra.

- Thi trudng ngudi tiéu dung bao gdm tét ca cac cac nhén, cic ho tiéu ding
va cac nhom ngudi hién c6 va tiém an mua sdm hang hoa hoic dich vu nham
muc dich thoa man nhu cau ca nhén.

31



- Hanh vi mua ctia nguoi ti€u dung la toan by hanh dong ma ngudi ti€u
dung boc 16 ra trong qua trinh diéu tra, mua sam, str dung, danh gia cho hang
hod va dich vu nham thoa man nhu cau cua ho.

3.2. Pac trung co ban caa thi treong nguwoi tiéu dung

- C6 quy md 16n va thudng xuyén gia tang.

- Khach hang cua thi trudng nguoi tiéu dung rat khac nhau-> sy khéac biét
vé nhu cau, théi quen mua sim sic mua...

- Cung v6i Sy phét trién chung ctia xa hoi thi wdc mudn, sé thich, hanh vi
mua,... ciing ludn thay doi.

3.3. M6 hinh hanh vi mua cta nguoi tiéu dung
Mo hinh hanh vi mua cta ngudi tiéu dung dugc s dung dé mo ta quan hé

gitra 3 yéu td: cac kich thich, hop den ¥ thirc va phan tmg dap lai.

Nhitng yéu t6 kich ,| "Hop den"y thirc .| Phan img dap lai
thich cua MKT va cua nguoi mua Cua nguoi mua.

nhitng nhan té khéac

Mo hinh don gidn hanh vi mua

Céc nhan t6 kich thich Hop den y thirc cuia NTD Phan ung dap lai
Marketing | Moi trudng
- Hang hoal|- Mbi - Lua chon hang hoa.
truong Cac dac Qua trinh - Lua chon nhan hiéu.
-Gia ca Kinh té —»! tinh cta quyét dinh || - Lya chon nha cung ting.
- Phan phéil- Khoa hoc ngudi mua | mua hang - Lva chon thoi gian, dia
- Xt tién | kg thuat diém mua.
- Chinh trj - Lya chon khoi lugng mua

M6 hinh chi tiét hanh vi mua

Nhiing nhdn t6 co ban dnh hiedng dén hanh vi ciia ngwoi mua

Gom 4 nhém chinh: nhitng nhan t6 van hoa, xa hoi, ca nhan, tam 1y
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Van hoa
. Xa hoi
- Nén van hoa - Giai tang xa C4 nhan
- Nhanh van hod | pgj - Tucx)i‘ Tam Iy
-Sygiao lvuva | - Nhém - Nghé nghiép - Bong co Nguoi
bién déi vin hod | - Gia dinh k,}nlﬁiz cann : :T?]r: etS léfét ficu dang
- Vai tro va dia - Nlllén,céch '
Vi x4 hoi - Loi sona

Cac nhan to co ban dnh huwéng dén hanh vi mua ciia nguoi tiéu ding

3.4.. Qua trinh thong qua quyét dinh mua
3.4.1. Cdc budc cua qud trinh quyét dinh mua:

Nhan biét Tim kiém Panh gia cac Quyét dinh Pénh gia sau
nhu cau »|  thong tin »| phuong an > mua —»  khimua
Tur so db ta thay:

- Mua 12 mét qua trinh, trong mdi budc mua nguoi mua phai c6 quyét
dinh cu thé dé dan dén quyét dinh mua.

- Cac budc trén chi mang tinh 1y thuyét, trong truong hop cu thé co thé
nguoi tiéu dung khéng theo di cac bude nay hoidc c6 thé dao 16n cac budc Voi
nhau

3.4.2. Nhdn biét nhu cau

- Tién trinh mua sam bat dau khi khach hang nhan thirc mot van dé hay
mot nhu cau, tac 1a khach hang cam thay c6 mot sg khac biét giita tinh trang
thuc té va tinh trang wgc muon.

- Nhiém vy cia nguoi 1am marketing: nghién ctru dé phat hién loai nhu
cau nao dang phat sinh? Nguoi tiéu dung mudn thoa mén chung bang nhirng san
pham dich vu cu thé nao?-> co co so trién khai hoat dong marketing tao su chu
¥, quan tim cua khach hang thuc day ho hanh dong dén budc tiép theo.

3.4.3. Tim kiém théng tin:
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- Khi nhu cau di manh ngudi tiéu dung tim kiém thong tin lién quan dén
san pham, dich vu c6 thé thoa méan duoc nhu cau cta minh, thong qua cac
nguon:

+ Nguodn thong tin ca nhan: gia dinh, ban be,...

+ Ngudn thong tin thuong mai: Quang cdo, hdi cho, trién 1am,...

+ Ngudn thong tin dai ching: Cac phwong tién truyén thong, tin don,.. .

+ Kinh nghiém: Pa qua ti€u dung.

Mtic do anh hudng cia cac ngudn thong tin tuy theo chung loai san pham
va dac tinh cta khach hang.

- Marketing can quan tdm dén cac van dé sau:

+ Nhiing kénh thong tin ndo ma ngudi tiéu dung co thé tiép can dé lay
thong tin?

+ Nguon thong tin nao gy anh hudng dén khach hang?

+ Nhiing loai thong diép va thong tin nao 1a phu hop dé nguoi tiéu ding
dé dang va thuan loi trong viéc tiép nhan va xir 1y thong tin.

3.4.4. Danh gia cac kha nang:

- Tr ngudn thong tin d3 cd nguoi tidu dung danh gia dé lva chon cac
thuong hiéu -> tim kiém thuong hiéu ma ho cho 14 hap dan nhét.

- Nguoi lam marketing tim hiéu cach thitc ma ngudi tiéu dung sir dung
trong danh gia cac thuong hiéu canh tranh. Nhitng khuynh hudng co ban gitp
du doan cach danh gia cua nguoi tiéu dung:

+ Nguoi tiéu dung thuong coi san pham 1a mot tap hop cac thudc tinh,
phan anh loi ich cta san pham ma ho mong doi. Nhung véi tuy khach hang ma
ho ¢6 chu ¥y khac nhau vé cac thudc tinh cua san pham (thuong cha y dén cac
dic tinh lién quan dén nhu cau)

+ Nguoi tiéu dung c6 khuynh hudéng phan loai vé mtc dd quan trong cua
cac thudc tinh no1 trén.

+ Nguoi tiéu dung c6 khuynh hudéng xay dung niém tin ciia minh gan voi
thuong hiéu. Ho dong nhat niém tin cia minh vé san pham véi hinh anh cua
thuong hiéu.

+ Nguoi tiéu dung thudng chon nhiing san pham tao ra su thoa man 1 toi
da so voi nhitng chi phi ma ho phai bo ra dé mua sim va sir dung san pham hay

thuong hiéu do.
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3.4.5. Quyét dinh mua

Két thiic giai doan danh gia cac phuong an, ngudi tiéu dung s& c6 mot
hoac mét vai thuong hiéu dugc sap xép theo thi tu trong ¥ dinh mua. Nhung tir
¥ dinh mua dén quyét dinh mua ngudi tiéu dung con chiu su chi phdi cua rat
nhiéu yéu t6 kim ham:

Thai d6 cua nguoi khac

> (gia dinh, ban bé, du luan) <
e Quyét
y dinh dinh
mua mua
Nhitng yéu té hoan canh

(nhitng rai ro dot Xuat, su sin co cla

san pham, cac diéu kién lién quan dén

giao dich, thanh toan, dich vu san khi
ban,...)

- Nhiém vu cua marketing 13 han ché nhiing anh huéng cia cac yéu to
kim ham quyét dinh mua bang cach nghién ctu Ky thi truong, trién khai cac
chién lugc marketing-mix hiéu qua.

3.4.6. Banh gia sau khi mua:

- Su hai 10ng hodc khéng hai long sau khi mua va st dung san pham s&
anh huong dén hanh vi mua tiép theo cta ngudi tiéu dung.

- Nha lam marketing can c6 hé thong thu thap thong tin phan hoi tir phia
khach hang kip thoi dé c6 nhitng diéu chinh nham nang cao hiéu qua cua hoat
dong marketing.

4. Lya chon thi truedng muc tiéu
4.1. Po lwong va dw bao ciu thj trueong

4.1.1. Nhiing khai niém chinh trong do ludng va du bao cau

4.1.1.1. Téng cau thi trweong:

* Khai niém: Tong cau thi truong vé mot loai san pham 1a tong khdi

lwong san pham ma mot nhom khach hang nhat dinh s& mua tai mot dia ban nhat
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dinh trong mot khoang thai gian nhat dinh véi mot méi truong marketing va mot
chuong trinh marketing nhét dinh.

Theo dinh nghia nay:

- Tong cau phai duge xac dinh va du bao cho ting loai san pham trén
mot don vi thoi gian va trong mot khong gian nhit dinh ma mot nhom khach
hang s€ mua.

- Cau thi truong 13 mot ham sé cha khong phai mot con s bat bién.

Chuy

- Ham cau thj truong (46 thi) khong phai 13 hinh anh cua cau thi trudng
theo thoi gian ma 1a mirc du béo cau cia mot nganh tuong tng vai nhitng 16 lec
marketing ma nganh c6 thé tién hanh trong mot thoi gian nhat dinh.

- Tiém nang thi truong 13 gidi han tiém can cua cau thi truong khi chi phi
marketing tién toi vo han trong mot moi truong marketing xac dinh.

* Dy bdo cau thi truong la viéc xac dinh mac cau thi truong twong wng
véi mot mire chi phi marketing dy kién ciia nganh va mot moi trudng marketing
nhat dinh.

4.1.1.2. Cau cua doanh nghiép, tiém ning tiéu thu va du bao cau ctia doanh
nghiép.

- Cau caa doanh nghiép 1a phan cau cua thi truong thuoc vé doanh nghiép
va dugc xac dinh theo cong thic:

Qi=Si x Q trong d6 Q;: cau cua doanh nghiép i
Si: thi phan caa doanh nghiép i
Q: tong cau thi trudng

- Tiém ning tiéu thu ctia doanh nghiép 1a giéi han tiém can cta cau doanh
nghiép khi 156 lyc marketing tang l1én twong dbi so véi ddi thu canh tranh.

- Du bao cau cta doanh nghiép 1a viéc doanh nghiép du bao mirc tiéu thy
ctia minh cin ctr vao ké hoach marketing da chon va méi trudng marketing duoc
gia dinh.

4.1.1.3. Uéc tinh cau hi¢n tai

Uéc tinh tong nhu cau thi truong:

Tong nhu cau thi tredng dugc tinh theo cong thic:
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Q=nxqxp trongdd Q:Tdng nhu cau thi truong trong mot nim
n: S6 lugng ngudi mua ddi voi mot loai san pham
(trong thi truong nhat dinh voi nhitng gia thiét nhat dinh)
g: s6 luong san pham trung binh mot ngudi mua
trong nam.
p: gia trung binh mot don vi san pham

Uéc tinh tong nhu cau thi trieong khu viec: ¢6 2 phuong phap

* Phuong phap xdy dung thj trurong:

- La phuong phap cht yéu ma nhitng ngudi cung tng tu liéu san Xuét sir
dung vi phuong phap nay doi hoi phai phat hién duoc tit ca nhimg nguodi mua
tiém an ¢ ting khu vuc thi trudng va udc tinh kha nang mua cua ho.

- Cach thuc hién:

+ Dua trén danh ba dién thoai hoic hé théng phan loai nganh tiéu chuan
do tong cuc thong ké ban hanh dé lay s6 lugng tat ca nguodi mua tiém an o khu
vuc thi truong nhat dinh.

+ Dy doan strc mua: can ct vao dinh mac st dung va khi lugng dau ra.

+ Tong nhu cau thi trudng khu vue 13 tap hop cac mie tiéu thu cua tat ca
cac khach hang trong khu vyc do.

* Phirong phdp chi $6 da yéu to:

- phuong phap phd bién véi cac doanh nghiép cung tmg hang tiéu dung
vi khéi luong khach hang ciia cac doanh nghiép nay rat Ion khong thé phat hién
duoc tat ca va udc tinh duoc kha ning mua cta ho.

- Cach thuc hién:

+ X4ac dinh cac yéu to c6 mdi twong quan véi tiém ning thi truong khu
vuc va két hop voi nhau thanh mot phuong trinh da bién.

+ MGi bién kém theo mot trong sé thé hién mirc d6 anh hudng cua bién
s6 d6 t6i mirc tiéu thu cua thi truong khu vuc.

* Ngoai ra doanh nghiép con can phai tinh dugc muec tiéu thu thuc té cua
toan nganh dé: tinh duoc muc tiéu thu cta dbi thii canh tranh, danh gia dugc
thuc tranh kinh doanh cua minh.

Ubc tinh cau twong lai:
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- Dy bao cau tuong lai phuc vu cho viéc lap cac ké hoach dai han, tién
lugng mirc tiéu thu va chon thi truong muc tiéu.

- Du bao 1a hoat dong rat kho khan vi ¢ qua nhiéu tac nhan va lyc luong
ma doanh nghiép khong thé ludong trude dugc. Dé dat dugc két qua tdt nhat
doanh nghiép thuong st dung quy trinh ba doan: du bao vi mo -> du bao nganh
-> du bao murc tiéu thu cia doanh nghiép.

- Bé du bao cau twong lai doanh nghiép c6 thé sir dung cac phuong phap
chu yéu sau:

+ Tham do y dinh nguoi mua.

+ Tong hop ¥ kién cua lyc luong ban hang

+ Thu thap tir cac ngudn: cac chuyén gia, hiép hoi thuong mai, nguoi

trung gian,...
4.2. Phan doan thi trwong

4.2.1. Khai niém phan doan thi truong va doan thi truong

- Phan doan thi truong 12 qué trinh phan chia thi truong tong thé thanh
cac nhom nho hon trén co so hhimg diém khac biét vé nhu cau, uéc muén va
cac dic diém trong hanh vi.

- Poan thi trudng 13 mot nhom khach hang trong thi trudng tong thé co
doi hoi (phan tng) nhu nhau dbi véi cing mot tap hop cac kich thich marketing.

4.2.2. Yéu cau ciia phdn doan thi truong:

- Phan doan thi truong giap doanh nghiép tim ra nhitng doan thi truong
muc tiéu (trong diém) dat hiéu qua kinh doanh cao.

- Poan thi truong c6 hiéu qua dugc hiéu 1a mot nhom céc khach hang ma
doanh nghiép co6 kha ning dap tmg dugc nhu cau va udc mudn cua ho, déng thoi
c6 s6 luong du 16n dé tao ra dong tién thu Ién hon dong tién chi cho nhiing 15
luc kinh doanh caa doanh nghiép.

Pé tim duoc doan thi truong ¢ hiéu qua doi hoi hoat dong phan doan thi
truong phai dam bao cc yéu cau sau:

- Do luong duogc: phan doan thi truong phai dam bao do Iuong duoc quy
mo, strc mua va dic diém cia khach hang & timg doan -> 1am co sé cho viéc du
bao khdi lwong tiéu thy, chi phi san xuat, doanh thu va lgi nhuan.

- C6 quy mo du lon: hua hen kha nang sinh 161 (dem lai lgi nhuan)
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- C6 thé phan biét dugc: phan doan thi truong phai phan chia thi truong
thanh cac doan thi truong cé dac diém riéng biét véi cac doan khach dé co thé
lya chon thi trudng muc tiéu va thiét ké chuong trinh marketing riéng biét.

- C6 tinh kha thi: phan doan thi truong chia thi truong theo nhiing tiéu chi
khac nhau dé tao ra cac doan thi trudong ma & d6 c6 doan thi truong doanh
nghiép c6 thé tiép can duoc. Tuc 1a cac hoat dong marketing cua doanh nghiép
phai tiép xuc dugc véi khach hang va phai c6 da nguon luc dé xay dung, thuc
hién cac chuong trinh marketing hi¢u qua.

4.2.3. Co so phdn doan thi truong:

Gom co: Pia 1y, nhan khau, tim 1y, hanh vi ddy 1a nguon goc tao nén su
khac biét vé nhu cau, udc muén, dic diém hanh vi va nhiing doi hoi marketing
riéng.

* Cor s¢ dia Iy: kha phd bién vi:

- Sy khac biét vé nhu cau, udc mudn hay hanh vi luon gan lién véi yéu to
dia ly.

- Ranh giéi cia cac doan thi truong dugc phan chia trén co so dia ly kha
ro rét.

- Thuan lgi cho viéc quan 1y hoat dong marketing theo khu vuc.

* Nhdn khdu hoc: 1a tiéu thtc pho bién nhat vi:

- Nhu cau, u6c mudn va sic mua cia ngudi tiéu dung luén c6 mdi quan
hé chat ch& véi cac yéu té thudc vé nhan khau hoc.

- Cac dic diém vé nhan khau hoc twong di dé do ludng.

-> hau hét cac san pham tiéu dung déu sir dung tiéu thtrc nay (két hop nhiéu
tiéu thirc)

*Tam ly hoc:

- Phan doan thi truong theo tdm 1y hoc 1a chia thi truong thanh cac nhom
khach hang cin c vao vi tri, 16i séng va nhan cach cua ho.

- Trudce day tiéu thic tam 1y hoc thudng dugc st dung dé hd tro cho cac
ti€u thtrc trén vi tinh "kho do luong" cia chiang.

- Ngay nay, tiéu thirc nay dugc str dung nhiéu hon dic biét 1a trong linh
vuc hang may mac, my pham, thé thao, dich vu giai tri.

- Phan doan thi truong theo tam 1y dac biét c6 y nghia quan trong trong

viéc tim kiém giai phap truyén thong va quang cdo.
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* Theo hanh vi

- Céc chuyén gia marketing chi rang phan doan thi truong theo hanh vi 1a
khoi diém tot nhat dé hinh thanh cac doan thi truong, tim kiém giai phap gia

tang doanh sb.

CO SO VA TIEU

CAC POAN THI TRUONG DIEN HINH

THUC
DIALY
Vung Thai Binh Duong, 4n D6 Duong, Tdy Bic, Dong Nam,...
Tp/ tinh Thanh phd, tinh, nong thén,...
Mat do dancu | Dan cu 5000 ngudi/km, dan s6 57 triéu dan
Khi hau Nhiét d6i gi6 mua, 6n d6i hay han déi,...
. So sinh, nhi d6ng, thiéu nién, thanh nién, trung nién, nguoi
NHAN KHAU .
Tubi tac illa )
Gi6i tinh 1a2m’mf'34 .
Quy mb gia dinh -2 nguol, 3- r.1gu’0|, -7 nguoi,... . ) |
Coens A .| doc than tré, gia dinh chua c6 con, con dudi 10 tudi, con di
Chu ky doi song gia
. hoc xa,...
dinh Du6i 500 ngan, tir 500 ngan dén 1 triéu, tir 1 triéu dén 2
Thu nhap : -U;’Ol ngan, tu ngan den reu, tw rieu den
Nghé nghiép r|.¢u,...'
z Gido vién, bac si, nong dan,...
Hoc van Khong biét chit, cap 1, cap 2
Tén gido ‘f)nfg ietc u’,.Cap , Cap 2,...
Ho1 gido, phat gido,...
TAMLY
Tang l6p xa hoi Ha Iuu, trung luu, thuong huu,...
L6i song Truyén thdng, tan tién, bao thu,...
Nhén cach dam mé, doc doan, tham vong,...
HANH VI
Ly do mua hang Mua thuong xuyén, mua tdng, mua dung,...

4.3. Lua chon thi trwong muc tiéu

4.3.1. Ly do phai lya chon thi trueong muc tiéu va dinh vi thi trueong:
- Thi truong tong thé ludn bao gdm nhiéu loai khach hang. Mdi nhém

khach hang lai c6 nhu céu, théi quen mua sam,... khac nhau. Khong co6 san
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pham nao thoa duoc tat ca nhu cau cua thi truong. Do d6 doanh nghiép can phai
chon mot nhom khach hang ¢6 nhu cau gidng nhau dé phuc vu
- Bat ky doanh nghiép nao khi tham gia vao thi trudng déu phai déi dau
véi nhiéu doi tha canh tranh.
- Mdi doanh nghiép thuong chi c6 mot hodc vai thé manh xét trén mot
phuong dién nao d6 trong viéc thoa man nhu cau va wéc mudn cua thi trudng
-> vi vay tung doanh nghiép phai tim cho minh nhitng doan thi truéng ma ¢
d6 ho c6 kha ning dap wng nhu cau va uéc muén khach hang hon han ddi thu
canh tranh.
4.3.2. Ba buoc co ban cua marketing muc tiéu
Budc 1: phan doan thi truong
Budc 2: lya chon thi truong muc ti€u
Budce 3: Binh vi thi truong

Phan doan thi truong Chon thi truong binh vi thi truong
+ Xac dinh co sé, can cu Mmuc ti€u + Xay dung khai
phan doan va tién hanh + Panh gia mrc niém dinh vi va luya
phan doan thi truong. d6 hap dan cua chon vi thé trén thi
+ Nhan dang dac diém cua [ °| ttng doan thi [ 7| truong muc tiéu.
tung doan thi truong da truong. +  Xay  dung
duoc xac dinh. + Chon thi chuong trinh
truong muc tiéu marketing-mix
phuc vu chién luoc
Ainh i

Cac co s va tiéu thirc dung dé phan doan thj treéng muc tiéu
Panh gia cac doan thi truong: dua vao céc tiéu chuan.

* Tiéu chudn 1: quy mo va muc ting trudng cua thi truong

- M6t doan thi truong hiéu qua la doan thi truong ¢ du tim ¢& dé bu dap
lai nhitng nd hrc marketing khong chi trong hién tai ma ca trong tuong lai.

- Phan tich quy mo tang trudng va lua chon thi trrong muc ti€u khong co
nghia 14 chon nhimg doan thi trudng c6 quy md 16n nhat, muc tang truéng cao
nhét

- Pé danh gia tiéu chuan nay doanh nghiép thu thap va phan tich cac chi

tiéu: doanh so0 ban, muc 1ai, cac yéu to lam bién doi cau,...

41



* Tiéu chudn 2: mic &6 hap dan vé co cau thi truong
- Mot doan thi truong c6 quy mé va toc do ting trudng nhu mong mudbn
nhung van khong hap din néu canh tranh gay gat hoic quyén thuong luong cua
cac nhom khach hang va céc luc lugng khac qué cao

- 5 lyc lugng canh tranh quyét dinh mac hap din cua thi truong

De doa tur su gia
nhép cua doi thu
canh tranh tiém an

Canh tranh gitra
cac hang trong
noanh

Suc ép tur phia
nha cung cap

Strc ép tur phia
khach hang

\ 4
A

A

De doa cua hang
thay thé

M6 hinh 5 lgye lwgng canh tranh

+ M6i de doa cta canh tranh trong nganh: xu huéng chung cia canh
tranh trong nganh 1a canh tranh qua gia, vi¢c gia tang chi phi cho quang céo,
khuyén mai 1am anh hudéng dén loi nhuan nganh va loi nhuan caa doanh nghiép.

+ Mbi de doa tir dbi thu canh tranh tiém an:

Sy xuét hién cua dbi thu canh tranh ngoai nganh sé& 13 méi de doa dbi
VvGi sy ton tai va phat trién caa doanh nghiép.

Kha ning gia nhap nganh cta d6i tha tiém an phu thudc vao nhiing
"rao can gia nhap": kha ning chdng tra cua cac doanh nghiép hién co trong
nganh, mic do trung thanh cia khach hang d6i voi nhitng nhin hiéu hién co,
tinh khac biét cua san pham, doi hoi ca chi phi ban dau va su hap dan vé loi
nhuan va doan thi truong hia hen,...

+ Pe doa cua cac san pham thay thé: mot doan thi truong kém hap dan
néu co nhiéu san pham thay thé hién thyc hoic tiém an. Nhitng san pham thay
thé s& dat ra mot gidi han cho gia ca va loi nhuan tuong lai cho doan thi truong.

+ Pe doa vé quyén thuong luong cua khach hang: mot doan thi trudng ma

quyén luc caa khach hang qua 16n thi né duge coi 1a kém hap dan.
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+ Pe doa tir phia nha cung tmg: Poan thi trudng ciing giam tinh hap dan
khi ngudi cung tmg c6 kha ning ting gia, cit giam sé luong va chat luong hang
hoa, dich vu hodc ap dat cac diéu kién lién quan dén giao dich.

* Tiéu chudn 3: cac muc tiéu va kha niang cua doanh nghiép

- Mbt doan thi truong dat duoc mirc dd hap dan theo ca hai tiéu chuan
trén van bi loai néu khong an khép véi muc tiéu 1au dai va kha nang cua doanh
nghi¢p

- Mot doan thi truong hap dan phai 13 doan thi truong thé hién duoc su
phu hop gitta kha ning, chién luoc, muc tiéu cta doanh nghiép voi quy mé thi
truong va mic do canh tranh trén doan thi truong d6. Tat ca nhitng yéu té d6
phai dugc nhin nhan ¢ trang thai bién ddi va hudng vao tuong lai.

Lua chon doan thi truong muc tiéu

Thi trudng muc tiéu chinh 1a doan thi truong hap din ma doanh nghiép
quyét dinh lya chon dé tap chung nd luc marketing ciia minh. Cac phuong an
chon thi trrong muc tiéu:

* Chon mét doan thi trieong duy nhat (don 1é): doan thi truong d6 can dam
bao céac diéu kién sau:

- C6 san sy phu hop ty nhién gita nhu cau va san pham cua doanh
nghiép.

- La doan chua c6 ddi thu canh tranh hoidc dbi tha canh tranh bé qua.

- Poan thi trudng duoc coi 1a diém xuat phat hop 1y tao da cho viéc mo
rong kinh doanh tiép theo.

* Chuyén mén hod tuyén chon:

- Doanh nghiép co thé chon mot sé doan thi trudong riéng biét lam thi
truong muc tiéu.

- phuong an nay phu hop vai nhitng doanh nghiép it hodc khong c6 kha
nang lién két cac doan thi truong véi nhau.

* Chuyén moén hod theo san pham

- Doanh nghiép c6 thé tap chung san xuat mot chung loai san pham dé

dap ng cho nhiéu doan thi truong.

- Rui ro 16n nhat 13 sy xuat hién caa cac san pham méi vu viét hon.
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* Chuyén mon hoa theo ddc tinh thi truong:

- Doanh nghiép chon mot nhém khach hang riéng biét lam thi truong muc
tiéu va tap chung nd luc vao viéc thoa man nhu ciu da dang cua nhom khach
hang do.

* Bao phu toan bé thi truong:

- Moi khéach hang déu 1a thi trudng muc tiéu ctia doanh nghiép, doanh
nghiép s& dap ang moi nhu cau cia khach hang vé nhiing chung loai san pham
ma ho can.

4.4. Dinh vi thj truong
4.4.1. Khdi niem
Dinh vi thi trudong 1a thiét ké san pham va hinh anh caa doanh nghiép nham
chiém mot vi tri dic biét va co gia tri trong tam tri khach hang muc tiéu. Pinh vi
thi truong doi hoi doanh nghiép phai quyét dinh khuyéch truong bao nhiéu diém
khac biét va nhiing diém khac biét ndo gianh cho thi truong muc tiéu.
4.4.2. Ly do phdai dinh vi: Dinh vi thi truong 12 mot hoat dong tat yéu vi:

- Qua trinh nhan thic cia khach hang 1a c¢6 han do dé phai co diéu gi do
khac biét vé san pham va cong ty dé khach hang c6 thé luu gitt no.

- Yéu cau tat yéu dé canh tranh: xac dinh vi thé 1a mot phuwong phap duoc
st dung nham tao ra cho san pham mot hinh anh doc dao va khac biét so véi san
pham cua d6i thu canh tranh.

- Hiéu qua cta hoat dong tuyén truyén khong that sy hiéu qua do sé luong
va dung lugng cua cac thong di¢p quang cado qua 1on.

4.4.3. Cac hoat dong trong tam cua hoat dong dinh vi

- Tao dwoc mét hinh anh cy thé cua san phdam, thwong hiéu trong tam tri
khach hang o thi truong muc tiéu.

- Hinh anh trong tam tri khach hang 1a su két hop giita nhan thirc va su
danh gia cua khach hang vé doanh nghiép va cac san pham ma doanh nghiép
cung tng. N6 1a mot tap hop cac 4n tuong, cam giac, khai niém khach hang co
duogc vé san pham va thuong hiéu do.

- Hinh anh cta mét doanh nghiép, san pham va thuong hiéu dugc hinh

thanh dua trén:
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+ su thiét ké va truyén ba nhitng hinh anh ma doanh nghiép lua chon.

+ Kinh nghiém cua khach hang qua tiéu dung san pham.

- Lira chon vi thé cua san pham, cua doanh nghiép trén thi truong muc
tiéu.

Hinh anh khic hoa trong tam tri khach hang khong chi do ban than san
pham va hoat dong marketing caia doanh nghiép tao dung ma con do twong quan
so sanh v&i cac doanh nghiép canh tranh, do d6 chién luoc dinh vi khong chi
ding lai & viéc tao dung hinh anh ma phai lya chon cho hinh anh d6é mot vi thé
trén thi trudong muc tiéu

- Tao su khdc biét cho san pham, thwong hiéu

Tao su khac biét hay di biét cho san pham 1a thiét ké mot loat nhitng diém
khac biét c6 y nghia dé khach hang co thé phan biét san pham cua doanh nghiép
véi san pham canh tranh.

4 nhom cong cu marketing sir dung dé tao su khac biét:

+ Tao diém khac biét cho san pham vat chat: Tao ra cho san pham nhiing
dac tinh khac biét ma khach hang dang mong doi: tinh cht, cong dung, do bén,
do tin cay,...

+Tao diém khéc biét cho san pham: tao diém khac biét cho dich vu duoc
coi 12 chia khoa dé canh tranh thing loi trong truong hop khé tao diém khac biét
cho san pham vat chat.

+ Tao diém khéc biét cho nhan sy: gianh loi thé canh tranh nho vao hoat
dong tuyén chon va huan luyén doi ngii nhan vién tot hon d6i thu canh tranh.

+ Tao sy khac biét vé hinh anh: dé tao dugc sy khac biét vé hinh anh doi
hoi doanh nghiép phai tap chung nd luc vao hoat dong thiét ké, lua chon nhiing
hinh anh tao ra dugc nét dic trung cho san pham, doanh nghiép va truyén dat
nhitng thong tin doc dao.

Lya chon va khuyéch trwong nhitng diém khdc biét c¢é y nghia:

- N& luc cubi cung cua chién luge marketing 1a tra 1oi cau hoi: "doanh

nghiép khuyéch truong bao nhiéu diém khac biét va diém khac biét nao 1a co ¥

nghia?"
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- Loi khuyén cho cic nha lam marketing 14 nhimg diém khéc biét dugc
lya chon va khuyéch trwong phai gan vaéi loi ich ma khach hang mong doi & san
pham dong thoi d& dang dién dat

Quy trinh 8 buwéc lam Marketing cia doanh nghiép.
*Bwoc 1. Phan tich SWOT

(Phan tich diém manh, diém yéu, co hoi va thach thic)

Piém manh yéu cua mot doanh nghiép dugc xét trén cac van dé sau:

- C6 chuc nang dugc giao khong?

- C6 kinh nghiém kinh doanh khong?

- Trinh d6 doi ngii can bo nhan vién nhu thé nao

- Trinh d9, tac phong cua ban lanh dao.

- Vi tri kinh doanh va co sé vat chat ki thuat

- Von bang tién
*Bwéc 2: Nh@n biét san phdm cé nhu cau va don vi cé kha néing ddp ing.

+ Pé nhan biét san pham c6 nhu cau ta phai xét:

- san pham gi?

- Kiéu cach mau ma va chat lugng san pham.

- Sb lwong san pham c6 nhu cau 1a bao nhiéu?

- C6 nhu cau & dau?

- Gia ma khach hang c6 thé chap nhan duoc & muc gia nao?

+ Pon vi ¢6 kha nang cung rng

- Néu 13 doanh nghiép san xuat thi phai tim kiém don vi c6 kha ning cung
ng cac yéu to dau vao véi cac diéu kién hang hod phai déu din, dang thoi
gian...

- Néu 1a doanh nghiép thuong mai: tim nhitng doanh nghiép (t6 chirc) c6
kha nang cung cap tét nhat san pham, hang hoa cho doanh nghiép dé c6 nguon
hang cung ung di va dap ang nhu cau thi truong.

*Buwoc 3: Nhdn biét thi trwong tiém néng.

- Thé nao 1a tiém nang?

Tieém nang la nang lyc con tiem an.
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- Thi truong tiém nang: 1a thi truong ma ¢ d6 doanh nghiép co thé ban
dugc nhiéu hang
*Buwoc 4: Xép hang thik tw wu tién cdc mit hang va thi truong.

- Tiéu chuan vu tién: dua vao loi nhuan, loi ich ma mit hang va thi trudng
dem lai
*Buwoc 5: Nghién ciru chi tiét thi truong di chon.

*Buwoc 6: Lap ké hoach hodc xdy dung chién lwgc Marketing

Can xac dinh 16:

- Muyc tiéu can dat t6i 1a gi

- Tu tuong chi dao hanh dong

- X4c 1ap cac chinh sach, bién phap va ké hoach Marketing mix
*Buwoc 7: Thir nghigm chién Iwec Marketing.

Pua hang hoa ra 1 hodc 1 s thi trudng trong diém dé ban thir nham tham
rd xem san pham c6 phu hop véi nhu cau caa thi trudng khong
*Bwéc 8: Hoan thi¢n chién lwoc Marketing va dwa vao dp dung.

- Sau khi thtr nghiém chién lugc Marketing doanh nghiép tién hanh déanh
gia wu nhugc diém va néu nhan thiy c6 nhuoc diém thi doanh nghiép phai diéu
chinh lai dé c6 nhiéu san pham wu viét nham thoa man t6i da nhu cau cua khach
hang

- Tung san pham ra thi trudng dé ban va tuyén truyén rong khap dé nguoi
tiéu dung biét dén san pham caa doanh nghiép
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TOM TAT NQI DUNG CHUONG 2
Trong chuong nay, mot s6 ndi dung chinh duoc gigi thiéu:
- Nghién ctiru nhu cau thi truong
- Méi treong marketing

- Hanh vi nguoi tiéu dung
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CAU HOI ON TAP CHUONG 2
Trong chuong nay, mot s6 ndi dung chinh duogc gidi thiéu:
Cau 1. Trinh bay khai niém va sy can thiét cua nghién ctiu nhu cau thi truong
Cau 2. Trinh bay khai niém mdi truong vi mo va cac yéu td thudc mai truong vi
mo.
Cau 3. Trinh bay khai niém mdi truong vi mo va cac yéu td thudec moi truong
vi moO.
Cau 4. Trinh bay khai niém va dac trung cua thi truong nguoi tiéu dung.

Cau 5. Trinh bay lua chon thi truong muc tiéu
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BAI TAP THAO LUAN
Trinh bay phuong phap nghién ciru thi truong va két qua nghién ctru théng qua
vi du thyc té:
- Lya chon phuong phap nghién ctru
- Lya chon mau nghién cuau
- Xay dung bang cau hoi diéu tra
- Qua trinh tién hanh khao sat
- Két qua khao sat thi trudng

- Y nghia cua két qua khao sat va nhiing khuyén nghi
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CHUONG 3. MARKETING MIX

GIOI THIEU CHUONG

Chuong 3 la chuong gidi thiu cac ndi dung Vé chinh sach san pham, chinh
sach gia, chinh sach phan phol chinh sach xtc tién dé ngudi hoc co duoc kién
thire nén tang va dé dang tiép can ndi dung mén hoc.

MUC TIEU
1. V& kién thuc:

- Trinh bay khéi niém cac ndi dung vé chinh sach san pham, chinh sach gia,
chinh sach phan phdi, chinh sach xuc tién

- M6 ta dugc cac phuong phap dinh gia;

2. Vé k¥ nang:

- Van dung duoc cac kién thirc maketing mix vao thuc té cong viéc;
3.Vé nang luc tu cha va trach nhiém:

- Y thtrc dugc tim quan trong va ¥ nghia thuc tién ciia marketing mix trong
thuce tién cong vige.

- Thai d6 hoc tap nghiém tic, tich cuc trong thdo luan cac ndi dung gidng
vién néu ra.

PHUONG PHAP GIANG DAY VA HQC TAP CHUONG 3

- £)01 voi nguoi day: s dung phuong phap giang giang day tich cuc (dién
giang, van dap, day hoc theo van dé); yéu cau ngudi hoc thyc hién cau hoi thao
luan 1 (c4 nhan hodc nhom).

-Dbi voi nguoi hoe: chu dong doc trude gido trinh (chwong 3) trude budi
hoc; hoan thanh day du cau héi thao luan chuong 3 theo ca nhan hoac nhom va
ndp lai cho nguodi day dung thoi gian quy dinh.

PIEU KIEN THUC HIEN CHUONG 3
- Phong hoc chuyén mon hda/nha xudng: Khong
- Trang thiét bi may moc: May chiéu va cac thiét bi day hoc khac

- Hoc li¢u, dung cy, nguyén vat liéu: Chuong trinh moén hoc, gido trinh, tai
liéu tham khao, gido an, phim anh, va céc tai li€u lién quan.

- Céc diéu kién khac: Khong c6

KIEM TRA VA DANH GIA CHUONG 3

- NG1 dung:

+ Kién thtre: Kiém tra va danh gid tit ca ndi dung di néu trong muc tiéu

kién thiec
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+ K¥ niang: Panh gi tit ca ndi dung da néu trong muc tiéu ki ning.
+ Nang luc tu chu va trach nhiém:

» Trong qua trinh hoc tap, ngudi hoc can:
Nghién ctru bai trude khi dén 16p
Chuan bj day du tai liéu hoc tap.

Tham gia day du thoi lwong mén hoc.

* Nghiém tuc trong qua trinh hoc tap.

- Phuong phéap:
+ Diém kiém tra thuong xuyén: 1 diém kiém tra (hinh thirc: héi miéng)

+ Kiém tra dinh ky 1y thuyét: 1 diém kiém tra (hinh thtrc: viét tu ludn)
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) NQI DUNG
1. Chinh sach san pham

1.1. Khai niém san phim

San pham 1 tt ca nhitng cai, nhitng yéu t co thé thoa méan nhu cau hay
u6c mudn duge dem ra chao ban trén thi trrong voi muc dich thu hat sy chu y
mua sam, sir dung hay tiéu dung.

Theo d6, san pham hang hoa bao gdbm ca nhirng vat thé hitu hinh hodc vo
hinh (dich vu), bao gdm ca nhitng yéu t6 vat chét va phi vat chat.

1.2. Cac mirc d ciia san pham

Pon vi san pham 13 mot chinh thé hoan chinh chira dung nhiing yéu t6, dac
tinh va thong tin khac nhau vé san pham. Nhing yéu té d6 dugc chia 13 3 cap do
v6i nhitng chirc nang marketing khac nhau:

* Cdp do co ban nhdt la san phdam theo y twéng:

& muc nay phai tra 1oi duoc ciu hoi: “vé thuc chat nguoi mua sé mua cai
i1?”. Nhiém vu ctia cac nha lam marketing 13 phat hién ra nhitng nhu cau an sau
hang hoa va ban khong phai nhitng thudc tinh cia hang hoa d6 ma ban nhitng loi
ich ma n6 dem lai

* Cdp dé thir hai: san pham hién thuc

Bao gom nhitng yéu to phan anh su c6 mat trén thyc té ctia hang hoa, qua
d6 nha san xuat khang dinh sy hién dién ctia minh trén thi trudng va dé nguoi
tiéu dung phan biét san pham ciia hang nay véi san pham cua hiang khac.

* Cdp do thir ba: San pham bé sung

Nguoi tiéu dung ludon mudn mua mot san pham hoan chinh do d6 cp do
thi ba 1a mot trong nhitng yéu t6 canh tranh rat quan trong hién nay.

1.3. Hon hop sian phim va chiing loai san pham

Hdn hop san pham trong tiéng Anh 13 Product Mix.

Hon hop san pham 1a tong thé cac sdn pham ma doanh nghiép kinh doanh,
la tap hop tat ca cac nhom chung loai hang hoa (cac dong san pham) ctuia doanh
nghiép.

Vi du: Hon hop san pham cong ty Avon bao gom 4 dong chinh: mi pham, do
trang suc, quan 4o thoi trang, va cac loai hang gia dung. Trong dong
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hang mi pham lai thanh cac nhom nhu: sap moi, phan... Mdi nhom lai bao gdm
nhiéu mat hang cuy thé.

Hdn hop san pham cta cac doanh nghiép cu thé thuong khac nhau vé bé
rong, muc do phong phu, bé sau va murc dd hai hoa cta no.

Chung loai san pham 1a tap hop gdom nhiéu san pham twong ty nhau vé
mat dac tinh vat 1y, muc dich str dung,... Chung loai hang hoa dugc phan theo
bé rong hoic bé sau. Cu thé: Bé rong caa chung loai hang hoa s& duoc tinh bang
s6 loai san pham trong danh muc caa san pham.

1.4. Chu ky song ciia sin pham

1.4.1. Khai niém chu ky séng cua san pham
Chu ky song caa san pham la mot thuat ngir mo ta su bién doi cia doanh so

tiéu thy ké tir khi san pham duoc tung ra thi truong cho dén khi né phai rat lui
khoi thi truong.
Véi ting loai mat hang va dic diém cua thi trudng thi chu ky song cta san
pham c6 thé dai hay ngan, nhung nhin chung n6 déu trai qua 4 giai doan:
1.4.2. Céc giai doan trong chu ky song cua san pham q

1.4.2.1.. Giai dogn tung san pham ra thi truong (gidi thiéu san pham)

- Muec tiéu thu: tang cham

- Loi nhudn: doanh nghiép chiu 15 hoic 14i rat it.

- Gidi phdp: tang gia, ting cuong quang cdo va xuc tién thuong mai, kich
thich cac trung gian marketing.

1.4.2.2. Giai doan phdt trién.

- Mikc tiéu thu: tang nhanh.

- Loi nhudn: ting manh va c6 thé dat cyc dai.

- Gidi phdp: giam gia, tim kénh phan phdi mai.

1.4.2.3. Giai doan bdo hoa.

- Mikc tiéu thu: vao mot thoi diém nao dé trong giai doan ndy mirc tiéu
thu bat dau giam.

- Lgi nhudn: bat dau giam.

- Gidi phdp: cai bién thi truong, cai bién san pham, cai bién chién lugc
marketing.

1.4.2.4. Giai doan suy thodi.
- Mikc tiéu thu: giam.
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- Lot nhudn: giam

- Gidi phdp: c6 2 lua chon cho doanh nghiép: doanh nghiép c6 thé rut
khoi thi trudng hoic thu hep chung loai san pham.

1.5. Phat trién san pham méi
1.5.1. Khai niém va sy can thiét phai phat trién san pham méi

San pham méi co thé la: san pham méi vé nguyén tac, san pham mai cai
bién tir nhitng san pham hién c6 hoic nhitng nhan hiéu mai do két qua nghién
ctu, thiét ké thir nghiém caa cong ty.

1.5.2. Céac budc can thiét dé phat trién san pham mai

Soan \ .
g X Th San
thaova | | 50N Thiét ké c :
. 2 thao \ nghiém Xuat
Hinh Lua tham chién san trong hang
\ 4 > 4 . A ! > .
thE}nh y Ch?n y (,hnhv du e ph,a_m didy loat va
tuong tuong an san MKT mol kien thi tung ra
f’nhrfim truong thi

Budoc 1: hinh thanh y twong
+ Cong ty c¢6 thé hinh thanh y tuong vé san pham mai thong qua cac
ngudn: Khach hang, cac nha khoa hoc, nghién ctru hang hoa ctia d6i thu canh
tranh, nhitng nguoi ban hang va nhan vién cong ty, nha sang tao, phong thi
nghi€m cua cac trueong dai hoc, cong ty quang céo, cong ty nghién cuu
marketing...
Buoc 2: lya chon y tuong
+ Pay 1a budc rat quan trong anh huang 16n dén kha ning thanh cong cua
san pham méi va c6 khi cua ca doanh nghiép
+ Viéc lua chon y tudng dua trén viéc tra 161 cau hoi: liéu nd c¢6 phu hop
VGi mot cong ty cu thé hay khong (tinh hién thyc), c6 pht hop véi muc dich,
muc tiéu, chién lugc va kha nang tai chinh cta cong ty khong?,...
Buréc 3: soan thdo va tham dinh dy dn cho san pham méi
+ ¥ tudng chi 1a tu tuong khai quat vé san pham. Soan thao du an 1a thé
hién ¥ tuong khai quat d6 thanh cac phuong an san pham méi vai cac tham sd

vé dic tinh hay cong dung hodc dbi twong sir dung khac nhau.
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+ Tham dinh du an 13 thir nghiém quan diém va thai d6 cia nhom khach
hang muc tiéu d6i voi cac phuong an san pham da duoc mo ta. qua do s& lua
chon mét du an chinh thuec.

Buréc 4: soan thao chién liroc marketing cho san pham méi: gdm 3 phan

+ Phan 1: mo ta quy md, cdu tric thi trudng va thai do cua khach hang
trén thi trudng Mmuc tié€u.

+ Phan 2: quan diém chung vé phan phdi san pham va du doan chi phi
marketing cho nam dau.

+ Phan 3: nhirng muc tiéu twong lai vé& nhitng chi tiéu: tiéu thy, loi nhuan,
quan diém chién lugc 1au dai vé cac yéu tb marketing - mix.

Buéc 5: Thiét ké san pham méi

+ & cac budc trén san pham chi dung lai & viéc mo ta khai quat. Trong
budc nay dy an san pham phai dugc thé hién thanh san pham hién thuc. Theo
doi, kiém tra cac thong so k¥ thuat, chi tiét ciu thanh, thir nghiém chirc nang
trong phong thi nghiém, kiém tra thong qua khach hang hay nguoi tiéu dung.

Buéc 6: Thik nghiém trong diéu kién th trirong

+ Trong budc nay san pham s& dugc san xuat mot lugng nho va ban ra thi
truong dé vira thir nghiém san pham vira thir nghiém chuong trinh marketing.
Déi twong thir nghiém c6 thé 1a: khach hang, nha kinh doanh va cac chuyén gia
c6 kinh nghiém.

Buéc 7 trién khai san xudt hang loat va quyét dinh tung san phdm mdéi ra
thi truong

Giai doan nay anh huong rat nhiéu dén su thanh cong ctia san pham méi,
cong ty phai thong qua 4 quyét dinh:

+ Khi nao chinh thtic tung san pham méi vao thi truong?

+ San pham mai sé duogc tung ra & dau

+ San pham méi trude hét tap chung ban cho d6i tuong khach hang nao?

+ San pham méi dugce tung ra ban nhu thé nao? véi nhitng hoat dong hd
tro nao dé xuc tién ban?

2. Chinh sach gia
2.1. Vi tri cua chinh sach gia
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Gi4 c6 nhiéu tén goi khac nhau va trong mdi mot goc nhin khac nhau ngudi
ta c6 mot cach hiéu khac nhau vé gia

- V6i hoat ddng trao doéi: Gia 1a mdi twong quan trao ddi trén thi truong.

- Véi nguweoi mua: gia ca cua san pham, dich vu 1a khoan tién ma ngudi mua
phai tra cho nguoi ban dé dugc quyén sé hitu, st dung san pham, dich vy dé.

- Véi ngueoi ban: gia ca cia san pham, dich vu 1a khoan thu nhap ma ngudi
ban nhan duoc tir viée tiéu thu san pham, dich vu dé.

* Tam quan trong Ciia gid:

- La bién sé truc tiép cua marketing - mix tao ra doanh thu cho doanh
nghiép.

- La phuong tién canh tranh caa doanh nghiép.

- Gop phan xay dung thwong hiéu cho doanh nghiép.
2.2. Céc yéu t6 chii yéu anh hwéng dén gia

2.2.1. Cac yéu t6 bén trong anh huong dén gia
* Cac muc tiéu marketing: gia la mot trong 4 bién so cia marketing do d6

mdi muc tiéu marketing doi hoi mot quyét dinh vé gia riéng.
- Muc tiéu "t6i da hoa loi nhuan trugc mat"

Khi d6 doanh nghiép s€ dinh gia theo xu huéng dem lai doanh thu va lgi

nhuan t6i da. Thudng muc gia duoc dinh s& cao
- Muyc tiéu "dan dau thi phan”

Nhiéu cong ty theo dudi muc tiéu nay vi ho tin rang cé thi phan 16n s& dan
dén chi phi nho va loi nhuan 1au dai cao. Bé thuc hién muc tiéu nay cac doanh
nghiép thudng dinh gia thap.

- Muc tiéu "dan dau vé chit lugng"

Véi muc tiéu nay thong thuong cac doanh nghiép s& an dinh muc gia cao

véi muc dich trang trai cho nhitng chi phi dé tao ra san pham c6 chét luong cao.
- Muyc tiéu "dam bao séng sot"

Thudng cong ty s& dinh gia thap dé co thé trang trai phan chi phi bién doi,

nhung muc tiéu ndy chi thuc hién trong mét thoi gian nhét dinh.

- Mot s6 muc tiéu khac:
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Gia c6 thé chiu anh huong cua mot s6 muc tiéu khac: gia thip dé giir thi
phan cua doanh nghiép, dinh gia ngang bang véi dbi tha canh tranh, dinh gia wu
dai dé tim kiém sy ung ho cua cac luc lwgng trung gian...

* Marketing - mix

Gia chi la mot trong nhitng cong cu cua marketing - mix, nhitng cong cu
nay doi hoi phai c¢6 su phdi hop nhip nhang, an khép véi nhau do d6 khi ra quyét
dinh vé gia phai dit né trong mot chinh sach téng thé dam bao dem lai loi nhuan
va thuc hién dugc cac muc ti€u cua doanh nghiép.

* Chi phi: Viéc xéac dinh chi phi anh huong 16n dén gia vi

+ khi chi phi thay dbi thi anh huong dén gia va loi nhuan cia doanh nghiép.

Gia = Chi phi + lgi nhuan

+ Chi phi 1a yéu té quyét dinh gigi han thap nhat cia gia.

* Cdc nhan t6 khéc

Ngoai cac yéu td trén, gia con chiu anh huong ciia mot sé nhan t6 khac: dac
tinh cua san pham (tinh thoi vy, tinh dé hong,...), hé s6 co gidn cta cung,...

2.2.2. Céc yéu td bén ngoai
* Pac diém caa thi truong va cau

Cau thi truong quyét dinh gigi han cao - "tran" caa gia -> do d6 phai xac
dinh anh huéng cua cau véi gia

- Méi quan hé tong quat giira gia va cau: khi gia thay ddi tat yéu din dén
ciu thay doi, cu thé:

+ Thong thuong gia va cau ty Ié nghich véi nhau, gia ting thi ciu giam va
nguoc lai.

+ Trong mat s6 truong hop gia tang nhung cau Van ting.

- Sy nhay cam Vvé gia hay d6 co gidn cua cau theo gia: mo ta mac do phan
g cuia cau khi gia thay d6i. Cac nha nghién ciru nhan ra rang:

+ Khong phai lic ndo gia giam ciing kéo theo cau ting

+ Sy nhay cam vé gia ciia ngudi mua khong phai nhu nhau trong moi tinh
hudng va véi moi san pham.

+ Cac yéu té tam 1y cling gdy anh huong nhat dinh dén nhan thuc cua
khach hang vé gia. Pa sé khach hang déu cho ring: gia 1a yéu té quan trong
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phan anh chit luong san pham, gia cta d6i thu canh tranh 1a gia tham khao quan
trong nhat,... va mot s6 yéu tb tam 1y khac.

* Canh tranh:

- Su chénh léch giita gia cua doanh nghiép va gia cua ddi thu co thé 1am
ngudi tiéu dung suy nghi va thay doi nha cung cip, do d6 phai tinh dén ddi thu
canh tranh khi dinh gia.

- Doanh nghiép phai tinh dén phan tng cta ddi thu canh tranh truéc muc
gia ma minh dua ra.

2.3. Cac phuwong phap dinh gia

2.3.1. Pinh gia dua vao chi phi
- bac diém: dua vao chi phi dé tinh gia.

- Cong thuc
Gia ban = gia thanh + 13i du kién
G=Z-+m Trong do G: gia ban

Z: gia thanh
m: 13i dy kién
7= _CPC8 | cpBP
s nl- ong

- Uy, nhuoc diém
+ Uu diém:
Dé tinh toan
Nhiéu nguoi cam nhan cach dinh gia nay cong bang cho ca ngudi
mua va nguoi ban.
+ Nhuoc diém: khong tinh dén gia ctia dbi tha canh tranh va cam nhan cua
nguoi tiéu dung.
2.3.2. Dinh gi4 dya vao doi thu canh tranh
- bac diém: dinh gia dua vao gia cua doi thu canh tranh.
- Uy, nhuogc diém:
+ Uu diém:
Tang kha nang canh tranh vé gia cho doanh nghiép
Puoc sir dung véi nhitng hang hoa khé biét dugc su nhay cam vé gia
cua khéch hang.
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+ Nhuoc diém: doanh nghiép sé& bi dong va ling ting trudc nhitng thay doi
gia cuia d6i thu canh tranh.

2.3.3. Dinh gia theo gia tri cam nhan cta khach hang
* Phuong phap dinh gia theo gia tri cam nhan:

- Pic diém: dinh gia duya vao cam nhan caa khach hang vé gia tri cua san
pham.

- Uy, nhuoc diém.

+ Uu diém: biét duoc cam nhan ciaa khach hang vé san pham cua doanh
nghiép.

+ Nhuoc diém: kho xac dinh dugc cam nhan caa khach hang.

Trén day 1a cac phuong phap dinh gia co ban, trong thuc té cac doanh
nghiép thuong khong sir dung riéng mot phuong phap niao ma két hop ca 3
phuong phap dé dua ra dugc mot mue gia du kién.

2.4. Cac chién hroc gia

2.4.1. Chién lugc dinh gia 1a gi?
* Khai niém: 1a cong viéc xac dinh muc gia co ban va sy thay doi gia co

tinh toan dé dat duoc cac muc tiéu marketing trén thi trudong trong diém.

* Chién lugc gia bao gdm 4 ndi dung co ban:

- Nam bat va dy bao mdot cach chinh xac mirc d6 anh huong ciaa cac nhan tb
dén cac quyét dinh vé gia.

- Tim kiém phuong phap dinh gia khoa hoc: xac dinh murc gia chiao hang,
gia ban, gia san pham mai,...

- Ra quyét dinh vé diéu chinh va thay d6i gia phu hop véi moéi trudng kinh
doanh.

- Lua chon nhitng trng Xt thich hop trudc hoat dong canh tranh gia ca.

2.4.2. Mot sb chién lugc dinh gia
* Xac dinh gia cho san pham méi: khi tung mot san pham mai ra thi truong

doanh nghiép co thé chon 1 trong 2 chién lugc dinh gia sau:

- Chién luoc dinh gia "hét phan ngon™:

+ Doanh nghiép dinh gia cao cho san pham dé gianh 1ay nhiing doan thi
trrong ma ngudi mua sin sang chap nhan san pham. Khi mac tiéu thu giam
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doanh nghiép s& giam gia san pham dé thu hat nhitng khach hang nhay cam vé
gia.
+ Chién lugc nay c6 ¥ nghia khi:
Mtc cau vé san pham kha cao
Chi phi cho mdt Iuvgng nho hang hoa khong qua cao lam triét ti€u lgi
nhuan caa doanh nghiép.
Mtic gia cao ban dau khong nhanh chong thu hat di tha canh tranh.
Gia cao gop phan tao nén hinh anh vé mot san pham co chat luong cao.
- Chién luogc gia "bam chac thi truong”
+ Doanh nghiép s& dinh gia cho san pham cua minh thap dé theo dudi muc
tiéu "gianh duoc thi phan Ion".
+ Chién lugc nay thich hop trong nhing truong hop sau:
Thi truong rat nhay cam vé gia.
Chi phi san xuat giam nho viée ting quy mo san Xuat.
Gia ha khong thu hat thém déi tha canh tranh.
* Chién luoc thay d6i gia: doanh nghiép chu dong thay doi mic gia co ban.
- Chu dong cat giam gia: doanh nghiép phai chi dong cat giam gia trong
nhimg treong hop sau:
+ Du thira nang luc san xuét.
+ Thi phan cua thi trudng giam sut.
+ Khdng ché thi truong bang viéc ban ha gia.
- Chu dong tang gia: doanh nghiép tang gia trong cac trueong hop sau:
- Do chi phi san xuét tang.
- Do cau ting so védi cung.
* Poi pho lai viéc thay doi gia cta dbi thu canh tranh
- Trude khi d6i phé lai nhitng viéc thay doi gia ciia doi thu, doanh nghiép
phai xem xét cac van dé sau:
+ Tai sao dbi thu lai thay ddi gia?
+ Pbi thu canh tranh dinh thay dbi tam thoi hay l1au dai?
+ Hau qua gi xay ra véi doanh nghiép néu ho khong dbi ph6?
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+ C6 nhitng d6i pho nao doanh nghiép c6 thé sir dung? Phan tng tiép theo
cua ddi thu 1a gi?
- Tuy vao tinh hinh cu thé doanh nghiép c6 thé c6 cac phuong an sau:
+ Giam gia thap hon gia cua di thu canh tranh.
+ Giit nguyén gia nhung thay d6i cac hoat dong khac ciia marketing dé gii
khach hang.
+ Nang gia cung véi su cai bién vé san pham.
2.4.3. Pinh gia cho toan danh muyc san pham
- Pinh gia cho chung loai san pham tac 1a dinh gia ban cho nhiing
san pham c6 cuing mot chic niang, duge ban cho cing mot nhom tiéu ding.
- Pinh gia cho san pham kém theo bat budc
- Dinh gi4 2 phan
- Pinh gi4 tron goi
- Pinh gia theo nguyén tic dia ly
2.5. Diéu chinh gia
2.5.1. Chiét gia va bot gia

Ban chit ctia chiét khdu duoc hiéu chinh 13 viéc giam gia niém yét cua
mot san phém hay dich vu nao d6 vo1 mot ti 1€ phﬁn tram nhat dinh. Phuong
phap nay duoc sir dung rat phd bién trong cic chién dich marketing cua céc
doanh nghiép nham muc dich dé hd tro thuc day kinh doanh ban hang, kich
thich mua sam cua cac chu thé 1a nhitng ngudi tiéu dung.

Chiét khau ciing duoc hiéu dudi rat nhiéu cac hinh thire khac nhau cu thé
nhu: chiét khau cho khach hang mua si, chiét khau danh cho khach hang méi,
chiét khiu tri an khach hang than thiét hodc cac dip ky ni¢m sinh nhat doanh
nghiép, 1& tét, ngdy hdi mua sam hay theo céc hinh thirc sin gid vang giam
gia,...

Tat ca cac hinh thire chiét khdu da phan déu nham muyc dich danh vao tim
ly ua thich sy giam gia ciing nhu 16i cudn ctia cac chu thé 1a khach hang vao
vong xody cua hoat dong mua sim ma doanh nghiép d6 dang tao ra. Ciing nhd
cach thirc giam gid ma cac doanh nghiép vira ban dugc hang nhanh chong vira
thé hién su tran trong, tri an, gilt 1ong trung thanh ctia cac chu thé 1a nhimg
khéch hang lau dai.

Bét gia dugc hiéu co ban 1a mot dang khac cua viéc giam gia so véi biéu
gia dd quy dinh. Cu thé, b6t gia khi mua mai d6i cii (trade-in allowance) 1a giam
gia cho nhimg truong hop tra lai hang cii khi mua hang méi. Cudc giam doi
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hang rat phé bién trong nganh xe hoi, ciling nhu trong mot s6 loai hang bén khac.
Bt gia khi mua mai doi cii thong thudng duge ap dung phd bién di véi cac san
pham dung lau bén. Bot gia c6 dong (romotional allowance) dugc hiéu co ban
chinh 1a nhitng khoan chi tra hay bét gia dé nham muc dich thuéng cho nhiing
trung gian phan phéi tham gia vao cac chuong trinh c6 dong va hd trg cho viéc
ban san pham.

2.5.2. Pinh gia phan biét

Dinh gia phan biét 1a mot chién Ivoc dinh gia cua nha cung ng
danh cho nhiing nguoi mua khac nhau trong céc tinh huéng khac nhau sg tra cac
murc gia khac nhau cho cing mot san pham.

Mot s6 co s& dé trién khai chién lugc dinh gia phan biét: Pinh gia
theo nhém khach hang. Pinh gia theo dang san pham
2.6. Thay doi gia

2.6.1. Chu dong cat giam gia

Nhiéu hoan canh c¢6 thé dan dén mot Cong ty phai
xét dén chuyén giam gia san pham caa minh xudng mic du diéu nay sé& tao nén
nhitng tran chién vé gia ca. Mot nguyén nhan 1a sy qua thira nang luc, Cong ty
thi can thém khach hang nhung khong thé dat duoc bang cac bién phap khac.
Chién luoc gia véi dinh gia linh hoat trd nén pho bién trong cach hoach dinh gia
trong marketing tir cudi nhitng nam 70.

2.6.2. Chu dong tang gia

Mot vai nam tr¢ lai day, nhiéu Cong ty da phai ting gia lén. Piéu nay

nham tang doanh thu va loi nhuén cho doanh nghi¢p. Nguyén nhan chinh cua sy
tang gia 1a do sy lam phat chi phi kéo dai mang quy mo toan cau.

Mot nguyén nhén khéac cho hoat dong tang gia ban trong marketing la nhu
cau cua khach hang ting cao trong khi qua trinh san xuat khong dap ung kip
thot.

2.6.3. Phan ¢ing caa nguoi tiéu dung va d6i thu canh tranh

Khach hang thuong kha “nhay cam” trude nhimg bién doi vé gia. Mot su
giam gia c6 theé lam cho ngudi mua nghi ngo, tham chi c6 nhitng suy nghi tiéu
cuc nhu chat lugng san pham bi han ché.

Nguoc lai, hoat dong ting gia ban trong marketing thuong dan dén giam
luong hang hoéa ti€u thu duoc.

Khach hang thuong kha “nhay cam” trude nhitng bién doi vé gia. Mot sy
giam gia co thé lam cho ngudi mua nghi ngo, thdm chi ¢6 nhitng suy nghi tiéu
cuc nhu chat lugng san pham bi han ché.
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Nguoc lai, hoat dong ting gia ban trong marketing thuong dan dén giam
luong hang hoéa ti€u thu duoc.

C6 thé phan tmg ctia dbi thu canh tranh nam trong chiéu hudng chung cta
viéc thay doi gid. Nhu vay phan tng cua d6i thu hoan toan ludng trudc
dugc. Ngoai ra, day c6 thé 1a viéc thay doi linh hoat theo quyén 191 cua doanh
nghiép.

3. Chinh sach phéan phoi
3.1. Khai niém, vai tro, chirc ning va phan loai kénh phan phdi
3.1.1. Khéi ni¢m phan phoi

Kénh phan phoi 1a mét tap hop cac doanh nghiép va ca nhan doc lap va
phu thudc 13n nhau, tham gia vao qua trinh dua hang hoa tir ngudi san Xuat toi
nguoi tiéu dung.

C6 nhiéu loai trung gian tham gia vao kénh phan phdi va thuc hién nhiing
chuc ning khac nhau. Bao gdbm:

+ Nha ban budn 1a nhitng trung gian ban hang hoa va dich vu cho cac
trung gian khac, cho nha ban 1¢é hay nha str dung cong nghiép

+ Nha bdn Ié 1a nguoi trung gian ban hang hod truc tiép cho nguoi tiéu
dung

+ Dai 1y va méi giéi 1a nhiig trung gian c¢6 quyén hanh dong hop phap
thay mit cho nha san xuét

+ Nha phdn phéi dung dé chi trung gian thuc hién chirc nang phan phdi
trén thi truong cong nghiép, doi khi cling chi nha ban budn

3.1.2. Vai tro cua phan phoi o S

- Str dung cac trung gian s€ phan phoi hiéu qua hon nho toi thiéu hoa so lan tiep
xtic, nh méi quan hé, sy chuyén mon hod va kinh nghiém ciia TVK

- Lam cho cung va cau phi hop mot cach c6 trat tu va hiéu qua

- Cac trung gian thuong mai khac nhau s€ thuc hién cac chirc nang khac
nhau. Viéc phan chia vai tro, chirc nang gitra cac TVK thong qua viéc thuong
luong gitra ho.

, 3.1.3. Chirc nang cua phan phbi w

Tat ca cac TVK deu phai thuc hién chirc nang dua san pham téi tay nguoi tiéu
dung véi dung gia ca. Tuy nhién mdi TVK ¢ cap do khac nhau déu thuc hién
chtrc nang khac nhau. Bao gom:
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- Nghién cau thi truong nham thu thap thong tin can thiét cho viéc 1ap
chién luoc phan phoi

- Xuc tién khuyéch truong cho san pham ho ban, soan thao va truyén
thong nhing thong tin vé san pham dich vu hang hoa

- Thwong lugng nham thoa thuan trach nhiém va quyén lgi trong kénh,
thoa thuan vé gia ca va cac diéu kién phan phdi khac.

- Phan phéi vat chat nhu van chuyén, bao quan, du trit hang hoa

- Thiét 1ap méi quan hé, tao dung va duy tri mdi quan hé véi ngudi mua
tiém ning

- Hoan thi¢n hang hoa

- Tai tro Vé tai chinh gitp hd tro cac TVK trong thanh toan

- San sé rai ro lién quan dén qua trinh phan phdi

3.1.4. Phan loai chinh sach phan phdi

3.2. Noi dung ciia chinh sach phan phéi
3.2.1. Nhiing cin cir dé xay dung chinh sach phéan phdi

3.2.1.1. Muyc tiéu phéan phdi

- Chiém linh thi truong: dé san pham c6 mat khap thi truong, ching to
nang luc canh tranh manh, doanh nghiép c6 thé sur dung kénh phan phéi dai.

- Quy md khach hang tiém ning: néu luong khach hang it, c6 thé str dung
kénh phan phéi khong c6 hodc c6 mét trung gian.

- Murc d9 tap trung cuaa thi truong: ¢ thi truong c6 mirc do tap trung lon
nén str dung kénh phan phdi ngan dé cung cap hang héa nhanh chéng.

- Quy m6 don hang: néu nhu phan phdi 1a truyén théng nhu cho thi ap
dung phéan phdi c6 hai trung gian; con & siéu thi thi nén sir dung kénh truc tiép.

3.2.1.2. Can c&r vao san pham
- Pic diém cua san pham: ddi véi nhiing san pham tiéu dung c6 gia tri thap nén
sir dung kénh ¢ nhiéu trung gian; san pham dé hu hong nén chon kénh ngan.
- Dya vao timg giai doan cta chu ky séng.

3.2.1.3. Can cir vao dic diém trung gian
- Y mudn cua nha trung gian.
- Chinh sach kinh doanh.

3.2.1.4. Can c&r vao nang lyc trung gian
- Nang luc va kinh nghiém quan ly.
- Kha nang tai chinh
- Uy tin cua doanh nghiép

3.2.2. Xéc dinh cac kénh phan phdi
- Kénh phan phdi tryc tiép

65



La kénh khong c6 su xuat hién cua phan tir trung gian, nha san xuat truc
tiép tiéu thy san pham , hang hoa chi qua mot lan thay d6i quyén s hiru tai san
- Kénh phan phdi gian tiép
La kénh c6 xuét hién cic trung gian phan phdi, hang hoa qua nhiéu lan
thay d6i quyén s hiru tai san
3.3. Quyét dinh vé quan 1y kénh phéan phéi
3.3.1. Tuyén chon céac thanh vién cta kénh

MObi nguoi san xuat déu c6 kha niang khac nhau trong viéc thu hat céc
trung gian du tiéu chuan cho kénh phan phéi d3 chon ctia minh. M6t s6 nha san
Xudt khong gap kho khan gi trong viée tuyén chon trung gian phan phéi. Trong
mot s6 truong hop,viéc hura hen vé kiéu phan phéi doc quyén hay chon loc ciing
thu hat duoc du s6 ngudi co nguyén vong tham gia vao kénh phan phdi.

Nguoc lai ciing ¢6 nhiéu nha san xuat phai khé khan 1am méi tim dugc du
sd trung gian dap tmg tiéu chudn mong muén.

Du dé dang hay kho khin trong viéc tuyén chon trung gian, nhitng nguoi
san xudt cling phai xac dinh dugc cac trung gian tbt phai c6 nhimg dac diém noi
bat nao. Ho ¢6 xu hudng danh gia cac trung gian vé tham nién trong nghé,
nhirng mat hang ho ban, mirc lgi nhuan va phat trién, kha nang trd ng, kha nang
hop tac va uy tin.

3.3.2. Bong vién va danh gia cac thanh vién ctia kénh

Céc trung gian phan phdi can phai dugc khich 1& thuong xuyén dé ho lam
t6t cong viée dugce giao. Cac diéu khoan ma ho chap thuan khi tham gia kénh
phan phéi cling tao ra mot sy dong vién nao do, nhung can dugc bod sung thém
viéc huan luyén, giam sat va khuyén khich. Nha san xuat phai luon nghi rang
minh khong chi ban hang thong qua céc trung gian, ma con ban hang cho cac
trung gian ntra.

Viéc kich thich cc thanh vién cta kénh phan phdi lam viéc that tét phai
bat dau tir viéc hiéu dugc nhu cau va wéc mudn cia nhitng ngudi trung gian.
McVey di chi ra mot s6 dic diém cua nhitng nguoi trung gian: Ngudi trung gian
thuong hanh dong nhu mot nguoi mua hang thay cho khach hang ctia minh roi
sau d6 moi 1a nguoi ban hang thay cho nguoi cung rng cua minh, do d6 ho quan
tam dén viéc ban nhiing san pham ma khach hang muén mua. Ngudi trung glan
gan tat ca cac mat hang cua minh thanh mét loai san pham (prodct line) dé c6
thé ban kém v6i nhau nhu mot bo tron goi cho timg khach hang, chir khong phai
riéng trng mat hang.

Nguoi trung gian s€ khong ghi chép s6 liéu tiéu thu néu khong dugc khuyen
khich, ma nhtmg théng tin nay rat can thiét dé nguoi san Xuat phat trién san
pham, dinh gia, cai tién bao bi hay xay dung chuong trinh c6 dong.

3.3.3. Stra doi kénh phan phi
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3.3.4. Giai quyét cac méau thuan trong kénh

Nguoi san xuat phai dinh ky danh gia hoat dong cua nhitng nguoi trung
gian theo nhiing tiéu chuan nhu muc doanh sé dat dugc, mac du trir binh quén,
thoi gian giao hang cho khach, xir Iy hang hu hong hoic mat mat, mic do hop
tac trong cac chuong trinh quang céo va huan luyén caa doanh nghiép, va nhiing
dich vu cua nguoi trung gian danh cho khach hang.

Ngudi san xuat phai xac dinh cac mac chiét khau chic ning va theo do
ma thanh toan cho ting dich vu da thoa thuan ma kénh phan phéi da thuc hién.
Nhiing trung gian 1am viéc kém hiéu qua can duoc gop ¥, don ddc va huan luyén
thém hay chdm dut quan hé véi ho.

4. Chinh séich xuc tién
4.1. Khai niém va qua trinh truyén tin trong hoat dong xiic tién

4.1.1. Khai niém

* Quan hé ngang: 1a quan hé gitra cac doanh nghiép véi cac doanh nghiép
canh tranh v&i minh va véi cac co quan, don vi nhu ngan hang, tai chinh, bao
chi, ... trong cac mdi quan hé ngang, chinh sach cua doanh nghiép 1a phai tao
duoc sy hiéu biét 1an nhau, canh tranh lanh manh, than thién, hop tac...dé tao
diéu kién phat trién hoat dong kinh doanh.

* Quan hé doc: 1a quan hé voi cac t6 chiic chi dao, cung tmg hang hoa
(tong cong ty), cac co quan quan 1y cap trén (bd, S&) va quan hé voi khach hang.

4.1.2. Qua trinh truyén tin
4.2. Cac budc cua qua trinh xic tién

1. Xac dinh muc tiéu

Xéc dinh muc tiéu dya trén muc tiéu chung ma chién luoc tong thé dua ra,
lac nay, doanh nghiép can tim cdu tra 1i nhitg cau hoi duéi day:

- Khach hang ma doanh nghiép huéng t6i 1a ai? ( Phan tich yéu té nhan
khau hoc)

- Bic diém va nhu cau khach hang 1 gi?

- P6i tuong ndo s& 1a ngudi mua san pham, sir dung san pham.

2. Lya chon thong diép

Thong diép tét phai du 3 tiéu chuan duéi day: Noi dung, cau triic va hinh
thire. Dac biét thong diép can ngan gon, xtc tich dé hiéu.

3. Lua chon phuong tién trién khai

Lya chon phuong tién dua vao chién lugc cling nhu ngan sach dé co thé
lya chon kénh trién khai phu hop. Chon dung kénh chién luoc s& giup viéc xtic
tién dién ra thuan loi, tiét kiém thoi gian va chi phi.

4. Thu nghiém
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Sau khi di hoan thanh buéc trén doanh nghiép can thtr nghiém dé do
ludng xem hiéu qua, tir 6 kip thoi diéu chinh, tranh tiéu hao qua nhiéu ngan
sach.

5. Thu thap thong tin phan hoi

Thu thap thong tin phan hoi 1a cach dé c6 dit liéu phén tich, dua ra chién
lugce hoan chinh nhat cho duy an.

4.3. Cac cong cu xiic tién

4.3.1. Quang céo

* Pai cwong vé quang céo

+ Khai niém: quang cdo 13 mot hinh thuc truyén thong khong truc tlep,
phi ca nhéan dugc thyc hién thong qua cac phuong tién truyén tin phai tra bang
tién va xac dinh rd ngudn kinh phi.

+ Tac dung: Quang céo 1a cong cu marketing gan ngudi ban voi ngudi
mua do do no co céc tdc dung co ban sau:

- Cung cap nhiing thong tin lam anh huéng dén thai do cua nguoi tiéu
dung nham dat duoc muc tiéu marketing.

- Kich thich tiéu dung bang viéc cung cap cac thong tin can thiét vé san
pham do d6 giup doanh nghiép ma rong thi truong, nang cao uy tin, hinh anh.
Tuy nhién quang cao it c6 tac dung khi thi truéng hang hoa da bao hoa hoac khi
ngudi quang cdo chon sai d6i twong, phuong tién, thoi diém va vi tri quang céo.

+ Yéu cau chung d6i véi cac loai hinh quang cao:

- Phai toat 1én duoc chu dé, ndi dung chinh can truyén dat.

- Phai thu hat duoc su cht ¥, d& nhé nham kich thich sy ham muén cua
moi ngudi dua ho dén quyét dinh mua hang hoa.

- Quang cao phai trung thuc.

+Noi dung quang cao: dugc chia lam hai loai

- Quang cao gdy thanh thé: nhan manh dén vai tro, thé lyc cua doanh
nghiép trén thi truong.

- Quang cdo canh tranh: Nhan manh dén loi ich, thé manh caa san pham.

+ Phuong phép thé hién va ky thuat quang céo:

- Nhan manh 15i séng.
- Tao ra mot khung canh tho mong.
- Str dung nhan vat biéu tuong.
- Str dung s6 liéu mang tinh khoa hoc.
- Nhan manh kinh nghiém nghé nghiép va k¥ thuat.
- St dung bang chtmg c6 1oi cho hang hoa.
* Chinh sach quang cao cta doanh nghiép thuong mai
+ Budcl: Xac dinh muc tiéu quang céo.
- Quang c4o thong tin: nham dua thong tin vé san pham caa doanh
nghiép cho khach hang d6 1a tao ra nhu cau cho khach hang.
- Quang cao thuyét phuc: Nham thuyét phuc khach hang mua san
pham. Cu thé 1 hinh thanh nhu cau c6 chon loc.
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- Quang cdo nhiac nhd: nham budc nguoi tiéu dung nhé dén san
pham. Cu thé 1a doanh nghiép muén duy tri khach hang.

+ Budc2: Xac dinh ngan sach quang céo.

Bao gom céc phuong phap sau:

- Phuong phép theo kha nang: La vao kha nang tai chinh cua doanh
nghiép dé chi cho quang céo.

- Phuong phéap % theo doanh sb: Ngan sach danh cho quang céo
bang ty I 4n dinh phan trim theo doanh s du kién.

- Phuong phap ngang bang canh tranh: La phuong phap xac dinh
bang ngan sach di thu canh tranh trong tirng thi truong va khu vuc kinh doanh.

+ Phuong phap muc ti€u va cong viéc: tuy vao tirng muc ti€u cong
viéc dé chi cho mot ngan sach cu thé.

+ Buéc3: Quyét dinh vé noi dung truyén dat.

- Hinh thanh y tuéng thong tin:

. Phuong phép quy nap: Hinh thanh ¥ tuéng tir viéc trao d6i trd chuyén
vé6i khach hang, dai 1y, chuyén gia va d6i thu canh tranh dé hinh thanh y tuong.

. Phuong phap suy dién: xuat phat tir san pham suy dién y tuong thong
diep.

- Banh gia va lya chon phuong an thong tin:
Phuong an thong tin phai dam bao:

. Tinh hap dan: Thong diép phai tao ra sy cha ¥ va tha vi vé san pham.

. Tinh doc dao: Thong diép phai tao ra su doc dao va khac biét so voi
cac san pham khac.

. Tinh dang tin cay: chat luong phai twong ung voi thong diép va dam
bao sy an toan cho nguoi str dung.

- Thuc hién thong tin:

. Lua chon ngén ngit: Quang cao phai c¢6 ngdn ngir phod thong, chinh
xac, chan thyc. Bén canh d6, phai c6 101 Ié van phong va hinh thirc sao cho phu
hop véi ting qubc gia, ting dan tdc va tdp khach hang muc tiéu. Ngon ngit
khong chi 13 chit viét ma con 1a ngdén ngit hinh anh va 4m thanh.

. Xéac dinh cau trac thong diép: Thong diép phai ngan gon, chit ché, dé
nhé, dé hiéu.

. Xac dinh hinh thire thong diép: Thong diép phal c6 mau sic, kich
c&, bd cuc thong diép sao cho phu hop véi san pham va hap din ngudi tiéu ding.
+ Buéc4: Quyét dinh phuong tién quang cio.
Bao, tap chi, radio, ti vi, phuong phap khac
vu nhwoe diém cia cac phwong tién quang cao

Phuwong

tién Uu diém Nhuwoe diém

quang cao

Bio D& st dung. kip thoi, phé bién, | Tudi tho ngan, sé luong doc
do tin cay cao. gia han ché.
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Tap chi Co lya chon doc gia, uy tin, | Thoi gian cho doi léu, mét sd
quan h¢ voéi doc gia lau dai luong phat hanh mién phi.

Tivi Loi thé vé Am thanh, ngon ngir, | Thoi lwong cé han, chi phi cao,
hinh anh, mau sac, khan gia | khan gia it chon loc.
rong, truyen nhanh.

Radio Nhiéu nguoi nghe, chi phi thap, | Chu y thap, tuoi tho ngan.
linh hoat vé dia ly.

Co lya chon nguoi doc, dé sur

Phat to roi | dung, chi phi thp. Thot gian ngan, chi y thap,

hinh anh mo nhat.

+ BudcS: Danh gia chuong trinh quang céo.

- Dua vao doanh sé: théng qua doanh sé dy kién véi doanh sé hién tai
sau khi tung quang cao. Co thé nghién cru ngay trong noi bd doanh nghiép.

- Dua vao chi tiéu khach hang: Thong qua viéc nghién ciu thuc té
khach hang: C6 bao nhiéu ngudi biét, c6 bao nhiéu ngudi nhd va ¢ bao nhiéu
nguoi va chudng thong digp?

Dua vao d6 dé biét duoc thong diép c6 thu hat va co tao ra nhu cau
mua san pham hay khong.

4.3.2. Khuyén mai (xtic tién béan)
Khuyén mai (xtc tién ban) 1a tat ca cac bién phéap tac dong tirc thoi ngan

han dé khuyén khich viéc dung thtr hoac mua nhiéu hon san phém hay dich vu
nho cung cip nhiing loi ich bd xung cho khach hang. Céc bién phap khuyén mai
chu yéu 1a giam gia, qua ting va tro choi.
4.3.3. Ban hang

a, Qua trinh ban hang

Cong ty thuong dat nhitng muc tiéu khac nhau cho nguoi ban hang cta
ho. Nhitng nhiém vu chi yéu cta nguoi ban 1a:

- Tham do tim kiém khach hang méi

- Truyén dat khéo 1éo nhitng thong tin vé san pham, dich vu cia doanh
nghiép to1 khach hang

- Thuc hién viéc ban hang
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- Cung cap céac dich vu cho khach hang, ¢6 van cac van dé caa ho, trg
giup k¥ thuat, giao hang

- Nghién ctru va thu thap thong tin vé thi trudng

- Panh gia tinh chét khach hang va diéu phéi hang hoa
Ban hang ca nhan 1a mot nghé thuat hon 1a mot khoa hoc
b, Tham do va danh gid

Can xac dinh cac khach hang tiém ning, phat trién, duy tri va khai thac tét
cac mdi quan hé do, can phai loai ra nhimg dau mdi kém trién vong, giit lai
nhitng dau mdi c6 kha nang sinh 15i cao
c, Tien tiép xuc

Nguoi ban can hiéu biét vé cong ty khach hang tiém ning va nhiing nguoi
mua ctia cong ty, cang chi tiét cang tot va cach thirc nao 1a tét nhat dé tiép can
ho. Qua thu hay tiép xtc truc tiép hay qua dién thoai/
d, Tiép xuc

Can tao 4n tuong ban dau tot thong qua cach thire chao héi, an mac, ngoai
hinh va cir chi giao tiép cung véi nhimg cau hoi then chét, chi y 1ang nghe

Nguoi ban can giéi thiéu, thuyét minh va chimg minh cho khach hang
thay dwoc nhiing loi ich va chi phi bo ra 1a twong xung.
e, Xar Iy nhiing tir chéi

Can xt 1y khéo 1éo nhiing tir chdi cua khach hang, tranh gay ra su phan
ung ti€u cuc tur khach hang
f, Két thiic

nguoi ban can sén nhan ra nhitng dau hiéu két thic mua hang cta khach
hang, nhimg cau hoi, nhitng 16i nodi hay binh luan, c¢6 thé van dung nhiéu ky
thuat két thuc nhu nhac lai nhitng thoa thuan vé don hang, dé xuat duoc soan
thao don hang, hd tro van chuyén dé ngudi mua dwa ra quyét dinh mua sém hon
2, Theo doi

Can theo ddi thai do, phan ng, su thoa man cua khach hang va kha niang
mua hang 13p lai cia khach hang dé c6 nhimng diéu chinh phu hop

4.3.4. Quan h¢ cong ching

Quan hé cong ching (Tiéng Anh: Public Relations, viét tat 1a PR) 1a viéc
mot co quan to chic hay doanh nghiép chu dong quan 1y cac quan hé giao tiép
cong dong dé tao dung va giit gin mot hinh anh tich cuc ciia minh. Muc dich cua
quan hé cong ching 1a thong bao cho cong ching, khach hang tiém ning, nha
dau tu, ddi tac, nhan vién va cac bén lién quan khac, va cudi cung thuyét phuc
ho duy tri quan diém tich cuc hodc thuan lgi cho té chire, lanh dao, san pham
hoac dich vu.
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TOM TAT NQI DUNG CHUONG 3
Trong chuong nay, mot s6 ndi dung chinh dugc gisi thigu:
- Chinh sach san pham
- Chinh séch gia
- Chinh sach phan phdi
- Chinh sach xuc tién

CAU HOI ON TAP CHUONG 3
Cau 1. Trinh bay khai niém va chu ky song ctia san pham
Cau 2. Trinh bay khai niém va tam quan trong cua gia
Cau 3. Trinh bay cac phuong phap dinh gia
Cau 4. Trinh bay khai niém va cac kénh phan phdi

Cau 5. Trinh bay khai niém va cac cong cu xtc tién hon hop
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BAI TAP THAO LUAN

O Trung Qudc c6 mdt cong ty chuyén san xuat may kéo 1am an rat phat
dat. San pham chu lyc cuia ho 1a cac loai may kéo 16n 50 ma luc chuyén cung
cap cho thi truong ndng thon. Do sy bién dong cua tinh hinh kinh té Trung
Qudc, loai may kéo 16n khong thé tiéu thi dugc. Tuy nhién ban linh dao cua
cong ty sudt 2 nam lién do du khong dan ha quyét tim cat bo san pham nay vi
cho ring d6 1a san pham cha luc nén phai theo dén cung khién cong ty 1am vao
canh lao dao, tham chi khong c6 tién tra lwong cho cong nhan ctia minh. Khong
thé dam duong ndi trong trach ong giam doc duong nhiém da xin tir chuc.

Ong giam doc méi 1én 1a nguoi quyét doan, dé xoay chuyén cuc dién
nguy ngap cua cong ty, éng da manh dan cat bo 85% san luong may kéo c& 16n
va chuyén trong diém sang san xuat loai may kéo 15 ma luc. Ngay lap tic khach
hang t6i tap dat mua loai san pham méi nay. Nho vay murc luong cia cong nhan
duogc tang 1én.

Cau hoi:

1. Tinh hudng trén dé cap dén quyét dinh nao trong marketing mix ?

2. Vi sao cong ty gip khé khan trong 2 nim, quyét dinh nao da lam thay doi
hoan canh do?

3. Bai hoc rat ra la gi?
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