Chuong 1
NHUNG VAN DE CO BAN VE MARKETING
I. QUA TRINH RA POI VA PHAT TRIEN CUA HOAT PONG
MARKETING
1. Qua trinh ra doi cia Marketing
- Céc phuong thirc dé c6 san pham
+ Tusan Xuét
+ Ancip
+ Anxin
+ Trao ddi: 1a hanh vi thu dugc mot vat mong muén
tir ngudi khac bang su cong hién trd lai mot vat nhat dinh.
=> Trong 4 phirong thirc trén thi phirong thirc trao déi cé nhiéu
li thé hon cd vi: ho khong can tao ra moi thir can thiét phuc vu cho
cudc séng chinh ho ma chi nén tdp trung vao viéc san xudt ma cé kha
ndng lam dwoc tot nhat, sau dé mang ldy né dem doi cac hang hoa
khéc.
* Co s hoat dong ctia Marketing la trao déi hang hoa.
Céc diéu kién cua trao doi hang hoa:
+ {t nhét ¢ hai bén tham gia trao doi.
+ Moi bén (ngudi mua hodc ngudi ban) phai c6 mot cai gi do
dé hap dan bén kia, c6 thé mang lai loi ich cho bén kia
+ Mbi bén c6 kha ning cung cap va phan phdi thong tin
+ MOdi bén ¢6 su tu do chép nhén va tir chdi su céng hién cua
bén kia.
+ M&i bén déu tin tuong rang d6 1a diéu kién ding va can thiét
trong quan h¢ cua bén kia
* Trong diéu kién hoat dong trao ddi con so khai, Marketing
chua phat trién do d6 hoat dong Marketing mang tinh tu phat.
* TUr nhitng nam 50-60: Van dé tiéu thy 14 chi yéu tirc 1a DN
1am thé nao dé ha gid ban va phan phdi hang dén tan tay ngudi tiéu
dung.
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* Tur thé ky XIX va ntra dau thé ky XX: san xuit hang hda
phat trién (SX dai cong nghiép co khi, SX hang hoa hang loat) nhung
murc sdng cta ngudi dan con thap => marketing truyén thong

* Ngay nay, cung > cau, muc séng cua nguoi dan ngdy cang
dugc nang cao, dé tiéu thu hang hda cac doanh nghiép phai nghién
ctru nhu cdu ciia ngudi tiéu dung, trén co s¢ d6 thiét ké san pham, xac
dinh gia, xac dinh mang ludi phan phdi, cach thic quang cao phdi
hop nham théa man né. D6 chinh 1a hoat dong marketing hién dai

2. Dinh nghia

Khi méi ra doi marketing chi 1a mot khai niém don gian bt
ngudn tir thudt ngir tiéng Anh “Marketing”, marketing c6 nghia 1a
nghién ctu thi truong, 1am thi truong, chi gidi han trong linh vuc
thuong mai cha yéu 14 tiéu thu nhitng loai hang hoa va dich vu ¢6 sin
nham thu loi nhuan, ngudi ta goi marketing trong thoi nay la
marketing truyén thong (hay c6 dién).

a. Marketing truyén théong (tiv khi xudt hi¢n dén 1950)

- Dinh nghia: Marketing 13 hoat dong kinh té, hd tro tiéu thu bao
dam viéc tir noi san xuat dén noi tiéu thu nham muc dich loi nhuan.

- Dac trung:

+ Coi trong san xuét (san xuat 1a yéu t6 xuét phat va quyét
dinh toan b qua trinh tai san xuét)

+ Hoat dong marketing dién ra chi yéu & khau luu thong

+ Muc tiéu: tim kiém thi truong c6 loi nhat

+ Két qua: t6i da hda loi nhuan trén co s khdi luong hang
hoa ban ra

Sau chién tranh thé giéi tht 2 nén kinh té thé giéi ciing nhu
timg qudc gia chuyén sang mot thoi ky méi. Su phat trién manh mé
clia strc san xuat, viéc ung dung céc thanh tyu khoa hoc hién dai lam
cho nhu cau xa hoi nhanh chong dugc théa man. Chinh diéu nay da
day cac doanh nghiép phai thay thé co ban cac hanh vi kinh doanh
cua minh. Ho da nhan thirc duogc ring: Néu chi 1am ra mét san phém
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tdt van chua chic tiéu thu duoc, diéu quan trong nhét 1a san phém do
¢ dap tmg duoc nhu cau cua thi truong va cd duoge thi trudng chap
nhan hay khong. Trong bdi canh d6 hoat dong va quan niém
marketing truyén théng da tré nén 15i thoi va khéng con hién hiru hda
nira va tir d6 marketing hién dai ra doi.

b. Marketing hién dai (tir 1950 dén nay)

Hién nay mic du di c6 nhitng dinh nghia khac nhau vé marketing
va chua théng nhét mot dinh nghia chinh thirc. Mot s6 dinh nghia tiéu
biéu.

- Dinh nghia:

+ Marketing 1a mot dang hoat dong cua con ngudi hudng téi viée
thoa man nhu cau va uéc mudn thong qua qua trinh trao ddi vé mot
loai san pham dich vu ndo d6 trén thi truong (PHILIP KOTLER).

Khac véi marketing ¢6 dién thi marketing hi€n dai voi muc ti€u
1a tao ra san pham thoa man nhu cau cia nguoi tiéu dung voi phuong
cham la: “Hiy ban cho thi truong cai ma thi trudong can chir khong
phai cai ma minh c6”.

- Dac trung:

+ Coi trong thi truong: thi truong vira 1a diém xuat phat vira 1a
khau cudi cting ctia toan bo qua trinh tai san xuat.

+ Hoat dong marketing dién ra ¢ tit ca cac khiu cua qua trinh tai
san xudt, bat dau ¢ thi truong va két thuc ciing ¢ thi truong

+ Muc tiéu: tao ra san pham pht hop nhit v6i nhu cau ctia ngudi
tiéu dung

+ Két qua: toi da hoa loi nhuan trén co so thoa man tot nhat nhu
cau clia ngudi tidu ding

3. Cac khai ni¢m lién quan dén marketing

a. Nhu cau (Needs): La trang thai thiéu thdn cua mot nguoi nao
do.

Vi du: C6 don - nhu cau giao tiép.
P6i bung - nhu cau an udng.
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Nhu céu cta con ngudi da dang va phirc tap tir nhu cau sinh 1y
nhu an, mic dén nhu ciu an toan, giao tiép, nhu ciu duoc ton trong.
Do 1a cai co san trong ban tinh cua con nguoi, marketing khong tao
ra nhu cau nhung 1am théa man cac nhu cau.

b. Mong muén (Wants): 1a mot nhu clu ¢o dang déc thu, tuong
g v&i trinh d9 van hda, nhan cach cua cé thé.

Vi du: Khi doi thi: Nguoi Viét Nam an com, c4, thit

Nguoi My an hambuger, pho mat, banh mi..

Nhiém vu cua nhitng nha tiép thi khong lam ra nhu cau nhung ho
phai tao 1ap mdi twong quan ndi két giita san pham ciia ho va nhu cu
ctia con nguoi.

San pham ———  nhu cu con nguoi.
Vi du: Ngudi ban thuong nham lan giita nhu cau va mong
mudn.

c. Yéu cau (Demands): 13 mong mudn dugce kém thém diéu kién
c6 kha nang thanh toan.

Vi du: Toi mubén mua 1 chiée xe, v6i kha ning cia toi thi toi
chon xe may Honda 1am phuong tién, gia ca khong qué dat lai bén.
Con xe hoi Toyota 12 loai xe cao cap va chu yéu 1a qua dat khong hop
v6i kha nang thanh toan cua toi. . .
Nhu cau ty khang dinh

— Phadn loai nhu cau: 7N
NC duogc quy trong

NC x4 hoi

Nhu cau an toan

Nhu cau sinh 1y

Phén loai nhu cau theo Masslow 1a sdp xép bac nhu ciu ciia con
nguoi theo 5 bac thu tu sau:
2> Nhu céu sinh ly: &n, mdc, tinh duc, nghi ngoi, dao duc, thé luc
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> Nhu ciu an toan: dugc che chd, an toan, an ninh, hop phap, bao
hiém ...
> Nhu cau x3 hoi: quan h¢ ban be, gia dinh, hi¢p hdi, dang phai
> Nhu ciu duge qui trong: co6 uy tin, béng cép, muén thanh dat,
codiavi...
> Nhu cau ban nga (ty khang dinh minh): v& Iy tuong, phat trién
nhan céach, sang tao, danh tiéng
Theo Masslow, nhu cau ctia con ngudi duge sap xép theo trinh tu
tir thip dén cao, tir nhu cau cdp bach nhit dén ty do phat trién. Khi da
thoa man mot s6 nhu ciu thiét yéu con nguoi bi thuc ddy hudng téi
nhitng nhu cau ké tiép ngay cang cao, c6 tinh chat xa hoi va 1y tuong
d. Hang hoéa: 13 nhimg gi c6 thé théa man dugc nhu ciu cua con
ngudi va duoc phép chao ban trén thi trudng dudi sy dan dit cua gia
ca. Nhitng san pham duoc san xuat ra ma khong thoa man dugc nhu
cau thi khong duoc goi 12 hang hoa
Két Lugn:

- Nhitng ngudi 1am cong tac Marketing khong tao ra nhu cau
nhung nhiém vu ciia ho 13 bién nhu cau ctia khach hang thanh mong
mubn vé san pham ctia minh.

- Nhu céu la dich dén ma hoat dong Marketing can phai lam
thoa man né, 1a d6i tuong ban hang can tim hiéu dé Iya chon hang
hda chao moi cho thich hop.

4. Sw img dung marketing trong thue tién
* Theo pham vi Ung dung nguoi ta chia marketing thanh:
marketing noi dia va marketing quéc té
* Theo nganh: Marketing phat trién theo marketing chuyén
nganh
+ Marketing sdan xudt:

= Marketing trong cong nghi¢p

= Marketing trong ndng nghiép

= Marketing xay dung
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+ Marketing trong linh vuc thuwong mai:

=  San xuét hang hda vat chit

= Linh vuc cung ung - dich vu: ngan hang, du lich, bao

hiém...

+ Marketing trong linh viee phi kinh doanh: y té, giao duc,
hoat dong chinh tri, van dong tranh ctr, cong doan, ton gido.......

5. Muc tiéu ctia hé thong Marketing

bé khfmg dinh muc dich chan chinh nhét, dich thuc nhét cta
hoat dong Marketing 1a gi, trén thuc té da ton tai mot s6 truong phai
va quan diém khac nhau:

a. Nham dat t6i mirc tiéu dung cao nhat cé thé dwoc:

Trudng phéi ndy cho ring muc tiéu cia Marketing 1a kich
thich muc tiéu dung cao nhat, dén luot minh muc tiéu dung lai tao ra
nhimng diéu kién cho san xuét, ting viéc 1am va su gidu c6 cho xa hoi.
C6 nghia rang con nguoi cang mua nhiéu hang hoéa hon cang hanh
phuc hon.

b. Nham dat t6i s théa man cao nhdt ciia nguoi tiéu ding

Truong phai nay khang dinh chinh sy théa méan cao nhét ciia
nguoi tiéu dung 1a myc dich chtr khong phai 1a mtc tiéu dung 16n
nhét co thé co. Vige tiéu dung chi c6 y nghia khi né dua lai mdt sy
thoa min day du nhat cho ngudi tiéu dung. Tuy nhién rat khé danh
gia muc do théa man cua ho moét cach chinh xac va cu thé.

c. Cho phép mot su lwa chon rong rdi nhat

Trudng phéi ndy quan niém rang, muc dich co ban ciia hé
thong Marketing 12 dam bao cung cép nhitng mat hang phong phi
nhét co thé co va cho phép nguoi tidu ding c6 mot sy lya chon rong
rdi nhat. Can phai cho ngudi tiéu ding tim ra dugc nhiing mat hang
phii hgp nhat voi thi hiéu va yéu cau cia ho.

d. Nham ndng cao chat lwong cudc song

Nhitng ngudi theo trudng phai nay mudn danh gia hé théng
Marketing khong nhiing theo murc d6 thoa man tryc tiép do né dem
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lai cho nguoi ti€u dung ma con theo ca mirc d¢ anh hudng ma hoat
dong trong linh vuc Marketing gay ra ddi véi chit luong ciua moi
truong 1i hoc va méi trudng vin héa. Bang su két hop giita cac mat:

- Chét luong, s6 luong, mat hang, gia ca phai ching va gia tri hang
hda mang lai cho ngudi tiéu dung.

- Chét luong ctia mdi trudng li hoc

- Chét luong ctia mdi trudng van hoa

Tuy nhién, dé do ludng dugc cac mirc chét lugng d6 trong thyc
té hién nay khong phai 1a dé dang va thong nhat.

I1. VAITRO VA CHUC NANG CO BAN CUA HOAT PONG
MARKETING

1. Vai tro

a. Poi véi doanh nghigp:

- Gitp doanh nghiép tung ra cac san pham déap tmg ding nhu cau
thi truong thong qua hoat dong nghién ctru thi trudong.

- Marketing gitup cho doanh nghiép c6 thé tuyén truyén quang ba
san pham dén nhiéu dbi twong khach hang khac nhau. Tir chd khach
hang biét, quan tim, hiéu, tin cho dén mua san phiam cta doanh
nghiép doi hdi phai co nhiéu hoat dong Marketing hd trg, lam nhip
cau ndi cho san pham dén ding nhu cau cta nguoi tidu ding

- Marketing gitp doanh nghiép cai tién san pham, gia tang dich
vu, dinh duoc cac mirc gid tng phd v6i nhimg bién dong trén thi
truong, c6 cac chién lugc giai phong hang ton kho, dé ra cac giai phap
dé d6i pho lai voi cac ddi thu canh tranh ctiia minh gianh lai thi phan. ..

b. Péi véi ngwoi tiéu diing

- Nguoi tiéu dung co nhiéu sy lua chon. Béi vi, trudce ap luc canh
tranh, san pham ¢ xu huéng ngay cang da dang phong phi vé kich
¢d, chiing loai, kiéu dang nhung gia thanh lai ré hon, chat luong hon
va ¢6 nhiéu dich vu wu dai hon.

- Cac hoat dong Marketing kich thich nhu cau, khuyén khich su
tiéu dung nhitng mat hang méi hodc hang c6 kha ning thay thé, c6
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kha ning hoic bd sung cho san phdm ma khach hang dang str dung &
thoi diém hién tai

- Nguoi tiéu dung dugc cham soc tan tinh, chu déo

c. Poi vdi phia xi hi

- Céc hoat dong Marketing dugc trién khai rong rai ¢ rat nhiéu
doanh nghiép sé& lam cho cua cai cta toan xa hoi s& ting 1én v6i chét
luong tot hon, san pham da dang phong phti v6i gia thanh ha s& kiém
ché dugc lam phat, binh 6n duoc gia ca trong va ngoai nude.

- Cac hoat ddng Marketing thiic ddy cac doanh nghiép canh tranh
dé gianh ldy khach hang vé phia minh, gianh 1dy muyc tiéu loi nhuén.
Canh tranh 1a dong luc thic dfiy toan xa hoi phat trién

- Ngoai ra, dé thuc day luong tiéu thu san pham ting manh thi can
phai c6 nhiéu dang hoat dong Marketing, diéu nay da gitp cho ngudi
lao dong c6 viéc 1am, doi sdng xa hoi s& ngay cang duoc cai thién
hon.

2. Chirc nang:

a. Chirc nang thich wng:

Nham 1am cho san pham ctia doanh nghiép luén phi hop va thich
{mg véi nhu cau thi truong:

- Cung cép kip thoi cac thong tin vé xu hudng bién ddi cua nhu
cau san pham.

- Cong nghé san xuét dang dugc sir dung va xu hudng hoan thién

- Trén co s& d6 dinh hudng cho lanh dao vé ching loai, khéi lugng
san pham coéng nghé lwa chon, va thoi diém tung san pham ra thi
truong.

- Lién két va phdi hop toan bo cac hoat dong khac nhau ciia doanh
nghiép tir thiét ké san pham, san xuét thir &én san xuét dai tra, bao bi
dong goi cho dén cac hoat dong bao hanh thanh toan

- Tac dong thay doi tap quan tiéu dung va co cdu chi tiéu ciia dan
cu

b. Chirc ndng tiéu thu sin phim
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Nham thue hién viéc tiéu thu san phém trén thi truong thong qua
viée x4c dinh nguyén tic xac 1ap gia va bién d6 dao dong cua gia, cac
chinh sach chiét khau va cac diéu kién thanh toan

- Xay dung nguyén tic 1ap gia va hé thong gia (dua vao PTCT,
DN hay khéch hang)

- Xay dung diéu kién thanh toan, diéu kién giao nhan

- Xay dung ché d6 kiém soat gia

- X4y dung hé thong chiét khau

c. Chirc nang phdn phoi

Nhim t6 chire van dong t6i vu dong san pham tir khi két thic qua
trinh san xuat dén khi n6 duoc dua dén nguoi tiéu dung cudi cing

- Xéc dinh s cdp phéan phéi va sé lugng nha phan phdi

- Tim hiéu va lwa chon céc nha phan phdi c6 kha ning nhét theo
yéu cau ctia doanh nghiép.

- T6 chitc van chuyén hang hda, hé thdng kho hang lua chon
phuong tién thich hop bao dam diéu kién, thoi gian giao hang vai
mirc phi tdi uu.

d. Chirc ning khuéch trwong - yém tro

Lwa chon céc phuong tién va cach thirc thong tin nhim tuyén
truyén, hd trg cho san pham thong qua céc tic dong lén tam 1y va thi
hiéu ctia khach hang.

- Céc hoat dong quang céo

- Khuyén mai (xuc tién ban)

- Xay dung mbi quan hé cong chung (tuyén truyén)

- Ban hang truc tiép

Tém lai: Bon chike ndng trén ddy tuy c6 ndi dung va chirc nang
khdc nhau nhung chiing khong thé tach roi, doi ldp nhau. Chirc nang
lam san pham thich iing véi nhu cau thi trieong ludn giit vi tri trung
tdm, ¢6 vai tro lién két va phoi hop cdc chirc niang phdan phdi tiéu thu
va yém tro' theo mét muc tiéu dé la t6i da hoa loi nhudn trén co sé
théa mén cao nhdt nhu cau cia khach.l.
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Chuong 2
THI TRUONG TRONG HOAT PONG MARKETING
|. KHAI QUAT CHUNG VE THI TRUONG
1. Khai niém va phén loai thij truwong:
a. Khdi ni¢m:
Thuat ngir thi truong, trai qua thoi gian va gbéc do nghién ctru khac
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nhau, da xuét hién nhiéu dinh nghia khac nhau:

- Theo quan diém c6 dién: Thi trudng 13 mot noi chdn cu thé tai
d6 dién ra cac hoat dong trao doi hang héa hodc dich vu gitta nhiing
ngudi mua va nguoi ban véi nhau

- Theo quan diém cua cac nha kinh té hoc: Thi trudng 14 noi gip
& giita cung va cau cua 1 loai hang hda dich vu nhat dinh.

+ Cung: La sb luong cia cai dich vu ma ngudi ban di sin sang
nhuong lai véi 1 mire gia nao do

+ Cau: La s luong cua cai dich vu ma nguoi mua di sin sang
mua lai véi 1 mure gia nao do

- Theo quan diém Marketing cho rang: Thi truong 1a tdp hop
nhitng ngudi mua hién cd va c¢6 thé co vé mot loai hang héa dinh vu
nao do.

b. Phén loai thi truong:

Duya trén co sé tiéu thirc khac nhau, nguoi ta tién hanh phén loai
thi truong trong hoat dong Marketing nhu sau:

% Dwa vao khu vuc dia ly:

Vi nhing khach hang hién ¢6 va c6 thé c6 ctia doanh nghiép durgc
phan bb trén nhimng ving dia 1y nhat dinh bao gom:

- Thi truong dia phwong: La tdp hgp nhiing ngudi mua la cu dan
dia phuong ma doanh nghiép hoat dong

- Thi truong vung: La tap hop nhiing ngudi mua 1a cu dan dia
phuong va cac dia phuong lan cén cuia doanh nghiép

- Thi truong quéc gia: La tp hop nhitng ngudi mua 1 cu din cia
qudc gia noi doanh nghiép hoat dong

- Thi truong quoc té: La tap hop nhitng ngudi mua trong va ngoai
qudc gia cta doanh nghiép

% Dwa vao dac tinh va thoi quen nguwoi tiéu dung
- Thi truong cua doanh nghiép 1a tap hop nhiing nguoi dang
mua hang ctia doanh nghiép (c6 thé thuong xuyén hoic ngiu nhién)
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- Thi truong cia doi thii canh tranh 13 tp hop nhitng ngudi dang
mua hang cua ddi thu canh tranh ma doanh nghiép phai 1am thé nao
dé co thé 16i kéo sang mua san pham cua doanh nghiép

- Thi truong dong nghiép bao gdm toan bd nhitng khach hang
cua doanh nghiép va thi truong canh tranh hop lai

- Thi trwong tiém ndng (tiém tang dong nghiép) 1a thi trudng
dong nghiép duoc ting 1én nho thi truong cia nhimg nguoi khong
tiéu dung tuong ddi

+ Nhitng ngudi khong tiéu dung twong dbi: La nhimng nguoi
hién tai khong mua san pham cta doanh nghiép nhung ho 1a nhimng
ngudi c¢6 kha ning tiéu thu trong twong lai, néu doanh nghiép co
nhitng bién phép marketing thich hop

+ Nhitng ngudi khong tiéu dung tuyét d6i: La nhitng ngudi co
hién tai va tuong lai khong tiéu dung san pham vi li do nhét dinh nhu
tap quan, ton gido...

% Dwa vao muc dich va tinh chit mua hang
- Thi trirong nguoi tiéu ding: Bao gom tat ca nhitng ca nhan va ho
gia dinh mua hang héa - dich vu nhdam muc dich tiéu dung cho ban
than, gia dinh minh
- Thi truong ky nghé: Bao gdm nhiing c4 nhan to chirc mua sén
pham dé phuc vu cho ché bién va qué trinh san xuét ctia ho
- Thi truwong nguwoi ban lgi: Gom nhiing ca nhan va to chic mua
hang héa dich vu nham ban lai hodc cho thué kiém 10i
- Thi treong céng quyén: La tap hop nhitng khach hang mua san
pham dé phuc vu cho cac hoat dong ctia chinh quyén va muc tiéu cong
ching nhu quéc phong, y té, giao duc, UBND, d6 thi méi trudng
=> Ba loai thi truong k¥ nghé, ban lai va cong quyén hop thanh
thi truong t6 chirc.
2. Phan doan thi trwong
a. Dinh nghia:
- Phan doan/khuc thi truong: La qué trinh phan chia thi truong
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tong thé thanh nhiéu doan thi trudng nhé khac nhau vé hanh vi mua.

- Boan thi truong 1a tap hop nhitng nguoi mua cé nhitng dép Gng
tuong d6i giéng nhau trudc mot tac dong marketing nao d6 ciia DN

b. Loi ich cua viéc phin doan thi truong:

- X&c dinh nhu ciu cia nhom khach hang mot cach chinh xéc, tir
d6 cong ty hiéu rd khach hang muc tiéu dé phuc vu hiéu qua hon.

- Do moi cong ty déu nhan thirc ring cac hang héa cuia minh
khong thé 1am cho tit ca moi ngudi déu wa thich. Vi vy v6i doanh
nghiép can phat hién nhitng thi truong hép din nhit ma ho c¢6 kha
nang phuc vu c6 hiéu qua nhét.

- Viéc phan doan thi truong cho phép doanh nghiép tap trung nd
luc nham théa man nhitng nhu cAu nhit dinh. N6 1a co s dé doanh
nghiép lua chon chinh xac thi truong muc tiéu nham nghién ctu xay
dung cac co s& Marketing phu hop.

c. Yéu cdu:

- C6 thé do ludong duoc

- C6 thé phan biét duge

- C6 tinh kha thi

3. Xac dinh cac tiéu thirc phin doan

TOy theo san pham va tly theo dic diém ctia nganh kinh doanh,
doanh nghiép co thé Iva chon mét hodc mot sé tiéu thic khac nhau:

a. Theo tiéu thirc dia ly:

- Viing: dong bang trung du mién nai thanh phd dia phuong

- Mat d6 dén sb: dic diém dan cu, thanh thi, nong thon

- Khi hau

b. Theo tiéu thirc nhin khiu hoc:
- Tudi - Gi6i tinh
- Quy md gia dinh - Giai doan duong doi
- Mtrc thu nhap - Tinh trang hon nhan
- Nghé nghiép - Trinh d6 hoc vén
- Ton gido - Dan toc

TRUONG CAO PANG PHUONG DONG QUANG NAM
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C. Theo tiéu thikc tdm 1y xa hi: Giai tang x3 hoi, 161 song,
phong cach séng
d. Theo tiéu thirc hanh vi:
- Ly do mua hang: mua thong thuong, mua trong dip dac biét
- Loi ich tim kiém: hang tdt hay ré, cong dung, dia diém ban
- Tinh trang st dung: chua st dung, da st dung, sé st dung
- Cuodng do tiéu dung: it, nhiéu, vira phai
- Muc d¢ trung thanh: Tuyét dbi, cao, trung binh, khong
I1. NGHIEN CUU THI TRUONG
1. Muc dich va y nghia nghién ciru thi trudng:

Bét ky cong ty nio ciing déu co thong tin vé khach hang dé biét
xem ho 14 ai, cAn thoéa man nhitng gi va mua hang nhu thé nao nho
tiép xtic, quan sat hoi khach hang vé san phdm cta minh ciing nhu
ctia d6i thii canh tranh dé gitip cho cong ty hiéu chinh phuong an kinh
doanh cta minh sao cho dat muc tiéu mong mudn.

2. N¢i dung nghién ctru thi trueomg
a. Qud trinh nghién civu thong tin vé khdch hang
% Phdt hién van dé va hinh thanh muc tiéu nghién ctru
- Y nghia: dinh huéng két qua nghién ctru
- Nhing trudng hop can to chirc nghién ctru Marketing
+ Doanh sd tut giam
+ Mo6i tuong kinh doanh thay doi
+ Tham nhdp hay mé rong thi truong
+ Tung san pham m&i vao thi truong
% Tim kiém nguon tai liéu

Bén trong Bén ngoai

A | )

Ngudn tai lidu thir cip

(some

TR NGHIEP 55 phiyoNG DONG QUANG NAM
.cpd.edu.vn

| Noar1An 91 11A11 ey ~A1 |




15

T myc tiéu nghién clru, chiing ta x4c dinh nguén dir lidu. Ké
hoach nghién ctru c6 thé doi hoi phai thu thap nhiing thong tin tir
nhitng nguén dir liéu khac nhau, bao gom 2 loai: dir liéu thi cap va
dix liéu so cap

Dir liéu thir cdp: La nhirng thong tin da duoc ngudi khac thu thap
va xu 1y theo nhitng muc ti€u nao d6 ma doanh nghi¢p st dung lai
theo yéu cau ctia minh

¢ Ngudn bén trong: La nhitng ghi chép vé doanh thu, don dat
hang cta khach hang, bado cdo ban hang, két qua nghién ctu
marketing ky trudc thuong 13 két qua caa so sach thong ké, ké toan.
Chung s& cung cap nhiing thong tin tir cac hoat dong va cac ghi chép
cua cac bg phan khac

¢ Ngudn bén ngoai: Bao gdm cac ngudn thong tin tir cac Cong
ty nghién ciru Marketing, chinh quyén, tap chi chuyén nganh, cac bao
cao cua doanh nghiép, internet.

* Uu diém ciia ngudn thong tin thir cap

+ Thoi gian thu thap ngin

+ ft tén kém, dé& 13y, dé tiép can

* Nhuoc diém cua ngudn thong tin thir cap

+ Thong tin thuong lac hau, do tin cay khong chic chin

+ Thong tin thuong khong phu hop vé1 muc tiéu nghién ctru

TRUONG CAO PANG PHUONG DONG QUANG NAM
www.cpd.edu.vn



16

Dir liéu so cdp: La nhiing thong tin chua qua xir Iy do doanh
nghiép tu thu thap trén hién trudng theo yéu cau va muc tiéu nghién
clru cua minh

* Uu diém

+ Thong tin kip thoti, d9 tin cdy cao

+ S liéu phu hop véi yéu ciu nghién ciru
* Nhuoge diém

+ Chi phi cao

+ Thoi gian thu thap thuong dai

- Phwong phdp quan sdt. La phuong phap thu thap thong tin
bang cach quan sat cac d6i tuong nghién ciru khong c6 su hop tac.
bay la phuong phép kha ré, phuong phép nay c6 2 hinh thue:

+ Quan sat bang con ngudi: thai do hanh vi ciia nguoi tiéu
dung

+ Quan sat bang may méc: nhu camera, radio cassette, may
chup anh, dong hd bam giay.

- Phwong phdp trao déi (diéu tra): La phuong phap duoc sir
dung cho diéu tra mé ta, dugc dua trén bang cau hoi danh cho céac
mau diéu tra do nhan vién thue hién.

Céc hinh thirc sau: phong van ca nhéan, gui thu, diéu tra qua
dién thoai

* Phong vén cd nhan/ truec tiép
Nguoi phong van s& ddi mat véi ngudi duoc phong van, néu ra
nhirng cau hoi di chudn bj trudc va ghi lai nhitg cau tra 1oi cua ngudi
dugc phong vén.
- Uu diém:
+ Ty 1€ trd 101 cao
+ Mirc d6 linh hoat cao: nguoi phong van c6 thé tra 1oi day
dung nghia cta cac cau hoi va c6 thé hudng ngudi duge phong van
di dung huéng cta cudc phong van

TRUONG CAO PANG PHUONG DONG QUANG NAM
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+ Co dir liéu kip thoi
- Tuy nhién, phuong phéap nay ciing c6 nhirng khuyét diém
nhat dinh
+ Chi phi nghién ctru kha cao
+ Cau tra 101 dé bi thién léch
+ Nguoi duge phong van ¢ thé ngan ngai khi tra 161 nhiing
c4u hoi mang tinh ca nhan va ton kém vé thoi gian khi hop tac.
* Diéu tra qua thi tin
Khac véi phuong phap diéu tra, phuong phap nay thiéu su tiép
xtic gitta ngudi véi nguoi. Mic du vay, phuong phap nay van c6 mot
s6 wu diém sau:
+ Cau trd 101 it bi thién 1€ch do it chiu tdc dong ctia nguoi
phong van
+ C6 thé diéu tra voi mot s6 luong 16n
+ Nguoi tra 101 ¢6 thé gitr bi mat
+ Chi phi thap
- Céc bién phép khic phuc:
+ Phuong phép tiép can ca nhéan cao (ghi dia chi cia timg
nguoi 1én phong bi, tén ngudi nhan cling dugce ghi trong 14 thu)
+ Theo sat va nhac nhd nguoi duoc diéu tra tra 101 cdu hoi
+ Hura hen v6i nguoi tra 101 cai gi do
* Piéu tra qua dién thoai
+ C6 uu va nhuoc diém gidong nhu phong van ca nhan
+ Linh hoat hon diéu tra qua thu
+ Thoi gian nghién ctru nhanh
+ Ty 1€ trd 101 nhanh
Tuy nhién, phuong phap nay ciing chtra dugc mot s6 han ché
gidng nhu phong van ci nhan. So v&i phuong phap ca nhéan thi
phuong phap nay kho xac 1ap mdi quan hé hon néu ngudi phong van
khong co kinh nghiém giao tiép qua dién thoai. Phuong phap nay
cling rat tén kém néu tién hanh trén cac cudc dién thoai duong dai.

TRUONG CAO PANG PHUONG DONG QUANG NAM
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Do d6 cang it cdu hoi cang tdt, dit cac cau hoi trong tim
* Cac cong cu: cong cu may moc va bang cau hoéi
- Cdu héi mé: 1a dang cau hoi ¢ cu trac nhung khong ¢6 cau
tra 101
Vi dy: Ong ba nghi nhu thé nao khi dén Viét Nam dit nudc
chdng t6i?
- Cdu héi déng: 13 dang cau hoi cb cau trac va cd san ciu tra
161. Cau tra 10 ctia né duge cu triic dudi nhiéu hinh thire
+ Cau hoi phan doi: 1a loai cau hoi chi cho phép co6 hai kha
nang tra 101.
Vi du: Ban c6 dung loai my pham nao ciia DEBON khong?
a. Cé b. Khdng
+ Céu hoi sap hang thtr tu: Cac phuong an tra 161 dugc dua ra
s& sap xép chiing theo thtr ty tim quan trong ma ho tu danh gia
Vi dy: Khi ban dén siéu thi Pa ning, ban hay cho biét thai do
phuc vu ctia nhan vién ban hang dbi véi ban nhu thé nao?
a. Rét tot b. Tét c. kha d. Kém
3. Tién trinh mua ciia khach hang 1a nguai tiéu dung

Tién trinh quyét dinh mua cia nguoi tiéu ding

Nhan thirc va Tim D oid v ;

phit hién vén kiém nh gid va Quyét v

ds ’ A lua chon cac dinh m anh vi

¢ > thong > | phuong an : ua 3 sau khi mua
tin E
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* CA&c vai tro trong hanh vi mua ciia nguoi tiéu dung

- Nguoi khéi xuéng: La ngudi dau tién dé nghi hodc ¢ suy nghi
vé viéc mua san pham

- Ngwoi danh hwong: La ngudi ma ¥ kién cta ho anh huéng dén
hanh vi mua

- Nguwoi quyét dinh: La nguoi quyét dinh toan bd hodc mot phan
cua viéc mua

- Nguwoi mua: La nguoi thuc hién hanh vi mua

- Ngueoi sir dung: La nguoi tiéu dung truc tiép san pham sau khi
mua.

a. Nhén thirc vin dé (nhdn biét nhu ciu):

La giai doan dau tién cia tién trinh mua khi khach hang nhan thay
¢6 nhu cau hay van dé nao d6 nay sinh do kich thich cta cac tac nhan
bén trong va bén ngoai.

Trong giai doan ndy, nguoi lam cong tac Marketing can phai phat
hién nhitng hoan canh thudng ddy con nguoi tir chd ¥ thirc van dé
sang hiéu van d¢

+ Nhitng nhu cau nao da va dang phat sinh
+ Moi trudng nio, hoan canh nao lam ngudi ta ¥ thirc dugc van dé
+ Cai gi day nhanh nguoi tiéu ding y thic van dé

b. Tim kiém théong tin:

La nguoi tiéu dung duoc kich thich trong hau hét cac truong hop
dé thu thap thong tin, danh gia hiéu biét cia minh vé san pham. Cac
ngudn thong tin cia nguoi tiéu dung co thé sir dung

= Ngudn thong tin kinh nghiém: (ngudi di tiéu dung, thuc té so
mo, sir dung). Thong tin cia nguoi tiéu dung da duogc tich luy, nguoi
ta nho lai dé lua chon san phém

= Ngudn thong tin ca nhan: (ngudi trong gia dinh, ngudi quen)
thong tin truyén miéng

= Ngudn thuong mai: quang cdo, nhan vién ban hang

% Tinh pho cap: Ngudn thuwong mai > c4 nhan > kinh nghiém

TRUONG CAO PANG PHUONG DONG QUANG NAM
www.cpd.edu.vn



20

% Tinh thuyét phuc: Ngudn kinh nghiém > c4 nhan > ngudn
thuong mai

Tuy nhién anh huéng cta nhitng ngudn nay tly thudc vao san
pham va dic tinh cia ngudi mua

- Tién trinh thu thap thong tin => nham thu hep pham vi lya chon

- Trong trudng hop nay thi cic nha hoat dong thi trudng can phan
tich:

+ Nhitng ngudn thong tin ndo ma khach hang tim dén dé thu thap,
nhitng thong tin lién quan dén san phim ma ho mua.

+ Nguon thong tin nao gay anh hudng quan trong dén viéc khach
hang tim dén san phém cua doanh nghiép va viéc khach hang lya chon
phuong 4n khac dé thay thé.

+ Nhirng ngudn thong tin ndo phu hop dé nguoi mua dé dang
thuan loi trong viéc xtr 1y thong tin ma ho can.

c. Danh gia lwa chon cac phwong dn

Trén co so tong hop cac thong tin thu thap dugc dé di dén lya
chon cudi cung, dua vao cac can ctr sau:

- Céc thudc tinh co ban va dic diém cha yéu tao nén san pham:

+ Pic tinh k¥ thuat, 1y hoa: cong thirc, thanh phan, mau sic, khd

+ Pic tinh sir dung: thoi gian, do bé, tinh dic thu

+ Pac tinh tam 1y: vé dep, su tré trung

- Tap hop cac niém tin vao nhan hiéu hang hoa

- Sy tinh toan va danh gia loi ich tong hop cta nhiéu thudc tinh

khac nhau.

d. Quyét dinh mua

Sau khi danh gia cac phuong an, nguoi tiéu ding s& xép hang cac
d6i tuong hinh thanh ¥ dinh mua nhung phai 1a thi hang nhét, tuy
nhién, ngudi tiéu dung van c6 thé thay doi do 2 yéu td:

Thai d6 cua
_ _ ] nguoi khac _|
TRUONG CAO BANG PHU ANG NAM
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Sor d6 biéu thi cdc yéu té kim ham quyét dinh mua
- Thai d§ cua nhiing nguoi khac: thai d ciia nhan vién ban hang
hodc ¢6 thé 1a ban be, nguoi than tdc dong thuan hoac nghich vao y
dinh mua hang
- Céc yéu t6 ngoai du kién vé hoan canh, méi trudng (mat tién,
mat viéc, chay nha, 6m..) phét sinh dot ngot va lam thay do6i y dinh
mua.
e. Hanh dong sau khi mua
- Ban hang chua han 14 di xong véi cong ty. Mirc d6 thoa méan
hay khong khi tiéu ding anh hudng rat 16n dén hanh vi mua:
Néu chat lugng cuia san pham = sy mong doi ctia khach hang
=> hai long
Néu chit lugng ciia san pham > sy mong doi ciia khach hang
=> rat hai 1ong
Néu chét lugng cia san pham < sy mong doi ciia khach hang
=> khong hai long
- Hanh dong sau khi mua
+ Néu hai long  -> ngudi tiéu dung s& mua khi c¢6 dip, truyén
nhiing thong tin tt vé san pham
+ Khoéng hai 10ng -> nguoi tiéu dung sé:
= Hanh dong khong mua hodc khiéu nai
= Hanh dong khong dung nita va tim nhiing ngudn thong
tin tot vé cac san pham khac dé mua.

TRUONG CAO PANG PHUONG DONG QUANG NAM
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Chuong 3:
CHINH SACH SAN PHAM TRONG HOAT PONG
MARKETING

I. KHAI NIEM VA PHAN LOAI SAN PHAM

1. Khai niém

Quan niém truyén théng ciia marketing: San pham 1a bét cr thi
gico thé dua vao thi truong dé tao ra sy chu y, mua sam, st dung hay
tiéu thy nham théa man 1 nhu cau, 1 mong mudn nao d6. San pham
c6 thé 1a: nhirng vt thé, dich vu, dia diém, ¥ twong, hinh anh...

2. Phéan loai

a. Phan theo ddc tinh sir dung:

- Hang khong bén: 12 nhitng san pham cu thé thuong chi qua 1 lan
hay vai lan sir dung, do d6 mua thudng xuyén va mua nhiéu lan. D6i
v6i nhitng loai nay can td chuc ban rong rai khép noi, thuan tién va
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quang cao manh dé gay su chil y va su wa thich cua khach hang.

- Hang l4u bén: 13 nhitng san pham cu thé thuong dugc sir dung
nhiéu lan trong 1 thoi gian twong d6i dai => doi hoi d6i ngii nhan vién
ban hang c6 trinh d6 ban hang chuyén nghiép, quan tim dén dich vu
cho san pham.

- Hang dich vu: 1 nhitng chudi hoat dong hay cach thirc thoa méan
nhu cau dwgc mang ra chao ban.

b. Phédn theo muc dich svr dung:

- Hang tiéu dung: 1a nhitng san pham phuc vu tryc tiép cho tiéu
dung ca nhan, n6é thuong dugc mua dya trén nhitng théi quen mua
sam ctia nguoi tidu dung, gdm co:

+ Hang tién dung (san pham sir dung hdang ngay): 13 loai san pham
ma khach hang mua sam thuong xuyén va bo it cong stc ra tim kiém.
Nhiém vu ctia ngudi ban 1a quan tim dén hé thong diém ban hang,
phan bo tai cac tu diém dan cu

> Hang thiét yéu: dy tinh trudc khi mua, mua bang moi gia
> Hang tly hing (ngdu hing): mua bat ngo, khong dy dinh trude
> Hang khan cap: mua hang khi nhu cau hién 1én bat chot

Hoat dong marketing chii yéu: kénh phdi ban 1¢, duoc trinh bay
noi bat mat, dé thay, d& tim kiém. Dong thoi khong ngimng nang cao
chat lugng san pham vi khach hang mua dua trén nhitng thoi quen
mua sam 1a cha yéu.

+ Hang mua lwa chon: 13 loai san pham ma trong qua trinh mua
sam khach hang phai so sanh va liwa chon cac mit vé kiéu dang, gia
ca, chét lugng. Nhi¢m vu ctiia ngudi ban phai tao ra nhiéu co hdi lya
chon cho khach hang, 1 thang san pham rong, tu van cho khach hang
Ivra chon san phém.

+ Hang chuyén dung: 13 1oai san pham c6 nhitng déc tinh doc déo,
dac diém riéng biét trong viéc thoa méan nhimng nhu cau, ngudi mua
san sang bo cong strc ra dé tim kiém, khong can so sanh va mua cho
béng dugc. Nhi¢m vu ctia nguoi ban: thyc hién nhitng thong tin vé
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nhirng dic tinh cua san pham, diém ban

+ Hang nam (hang thy dong): 1a loai san pham it nghi dén khi
mua né, hang kho tiéu thu, dap tng cho nhu cau thy dong => ngudi
ban ting cuong nd luc trong thwong mai, luc luong ban hang, str dung
bién phép kich thich tiéu thu (quang céo, khuyén mai)

- Hang kj nghé: 1a nhitng san pham do ca nhan hay t6 chirc mua
vé dé gia cong thanh nhirng san pham khac hodc dung trong hoat dong
dich vu quan ly doanh nghiép.

+ Hang nguyén vdt liéu, phu liéu cau kién: 1a nhitng loai san phém
tham gia va bién ddi hinh dang trong qua trinh ché tao

+ Cdc logi thiét bi, nha xuong
+ Cdc logi tié}) liéu, dich vu

3. Ba cap do san pham/ cau tao san pham:

San pham y
tuong
San pham hién
thuc

San pham hoan
chinh

Ba cap do cua san pham
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- Lbdi loi ich (San phdm y tudng): néi 1én loi ich hodc muc dich
thuc su, cu thé cta san phém tirc 1a vi n6 ma khach hang mua san
pham

- Lép hiru hinh (San phdm hién thuc): phan anh dic diém sir
dung san phém nhu tinh nang s dung, do bén, kiéu dang, tudi tho,
bao bi, nhan hiéu san phém. ..

- L6p vo hinh (San phdm hoan chinh): Phan 4nh nhiing déc tinh
v0 hinh duoc thém vao cho san phém, nham tang stc canh tranh, gia
tri trao do6i va sit dung cua san ph'fim trudc cac san phém canh tranh.
Do 1a: cac ché d6 dich vu va bao hanh cta san phém; diéu kién giao
hang va thanh toan, cac chinh sach quang cao... => Doanh nghiép
tim kiém nhitng cach thirc mai dé thoa man khach hang va tao su khac
biét san pham ctia minh

II. LY THUYET CHU KY SONG CUA SAN PHAM

1. Khai niém va y nghia ciia 1y thuyét chu ky séng ciia sin
pham:

- Chu ky song cud san pham (vong doi ciia san phdam): 1a thuat
ngit md ta su bién d6i cua doanh s tiéu thy ké tir khi san pham lan
dau tién xuat hién trén thi truong cho dén khi khong con tiéu thu dugc
va rut lui khoi thi truong

- Mbi loai hang hda khac nhau thi c6 chu ky séng san pham ciing
khac nhau: nhitng san pham théng dung thiét yéu thudong cé chu ky
dai va 6n dinh, nguoc lai nhitng san pham mang tinh thoi trang, hién
dai thi c6 chu ky ngin

2. M6 hinh dic trung va cac giai doan ciia chu ky sdng ciia san
phfim
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Doanh s6 va lgi
nhuén ($)

Thoi gian ™

Thiét ké SP Trién khai  Phattrién  Bio hoa Suy tan
sp

L&/ chi phi dau tu ($)

* Giai doan trién khai (t1 - t2): Thoi gian va doanh thu ting
cham, chi phi cao (do ddy manh quang c4o, hoan thién san pham, hd
trg tiéu thu) => lgi nhuan thép hoic 16

- Cac quyét dinh Marketing:

+ Vé san phém: gidi thi€u san phém, kiém tra chat luong san
phém, hi€u chinh kha nang thuong mai cia san phém, chung loai han
ché

+ V& gi4 ca: gid linh hoat, c6 kha ning ap dung chinh sach gia cao

+ V& phan phéi: phan phéi ¢ giéi han

+ V& truyén thong c6 dong: quing cdo manh

* Giai doan tang trwéng (t2- t3): Doanh thu ting manh, chi phi
giam (do gidm chi phi quang cdo va cac chi phi khac), viéc mé rong
thi truong thudn lgi => lgi nhuén dat cuc dai

- Cac quyét dinh Marketing:

+ Vé san pham: Tang cudng vi tri nhin hiéu san pham, cai tién ky
thuat, mé rong chung loai mat hang

+ Vé gia ca: Thang gia rong phu hop cac doan thi trudng, xét kha
ning giam gia dé mo rong doan thi truong

+ V& phan phdi: Thyc hién chinh sich phan phdi rong va nhanh

+Veé cb dong: Quang cao mang tinh chét nhic nhd, han ché quang
c4o va tap trung vao ban hang
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* Giai doan bao hoa (t3- t4): doanh thu ting cham hodc bat dau
giam dén, chi phi ting (canh tranh gay git) => loi nhudn giam sut

- Cac quyét dinh Marketing:

+ V& san phdm: giam ching loai mit hang (tdp trung cai tién
nhing ching loai con hop thoi, vuot troi vé kiéu dang)

+ V& gi4 ca: do canh tranh vé gia nén 6n dinh gia

+ V& phan phdi: Chon loc lai, giam s6 ngudi phan phbi

+ V& truyén thong c6 dong: Thuc hién khuyén mai, ban hang ca
nhan, quang céo

* Giai doan suy tan (t4- ts): doanh thu giam, chi phi giam it =>
lgi nhuan giam manh

- Cac quyét dinh Marketing:

+ V& san pham: Nghiém khic cat bét mit hang, giam dau tu,
chuyén huéng san xuét

+ V& gia ca: Duy tri, ¢6 thé ting gid mot sd san pham con kha
nang, pha gia s6 con lai, giai quyét ton kho

+ V& phan phdi: Phan phdi chon loc va chuyén mén hoa

+ V& ¢6 dong: Cat giam t6i da cac chi phi. Ban hang ca nhan c6
vai tro cuc ky quan trong

* Y nghia: La co so cho viéc nghién ctru marketing, tién hanh
hoat dong marketing trong ting giai doan, nim bat duoc yéu cau
trong viéc phat trién san pham.

111. CAC CHINH SACH VE SAN PHAM

1. Chinh sach chét lwong san phim:

* Chat luong san pham 1a kha ning ctia san pham trong viéc thuc
hién churc ndng ma nguoi ta giao cho nd, bao gém: dd bén, do tin cay,
d6 chinh xac, do sic nét, tinh da dang vé cong dung, dich vu hoan
héo...

* Chinh sach chat luong san pham ctia mdi doanh nghiép can ctr
Vao:
+ Doanh nghiép nhin nhan géc do tir phia khach hang c6 nghia la
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san pham dép tmg théa man nhu cau cua khach hang

+ Mtic d6 chét lugng ma cong ty lua chon it nhat phai ngang bang
véi d6i thi canh tranh

+ Chét luong con thé hién & phong cach, dich vu kém theo

2. Chinh sach chiing loai sian pham:

a. Khdi niém vé thang san pham/ Ching loai san pham: La mot
nhoém san pham c6 lién quan mat thiét véi nhau do giéng nhau vé
chuc ndng hay do ban chung cung nhirng nhém khach hang hodc dugc
xép chung mot mirc gia nao do.

b. Chinh sach ching logi san pham:

Doanh nghiép co thé mo rong hay thu hep danh muc san phém
ctia minh dang c6 trén thi truong tiy theo murc d6 canh tranh hay nhu
cau tiéu dung.

Phé san pham/Danh muc san pham: La tap hop nhimg nhom
chung loai san pham hay tap hop cac thang san pham khac nhau cta
doanh nghiép. Qui md cua phd san pham duoc xac dinh boi chiéu
rong, chiéu dai, chiéu sau

+ Chiéu rong ctia phd san pham: La tong s lugng cac thang san
pham khac nhau cta doanh nghiép

+ Chiéu dai cia phd san pham: La tong s6 cac mat hang khac nhau
tao thanh cic thang ctia phd san pham

+ Chiéu sau cta phd san pham: La s luong cac phuong an lya
chon mit hang trong khuon khd cia tirng nhom

Vi du: DANH MUC SAN PHAM CUA CONG TY P&G

Bot giit DaAugdidiu  Nwécxavai  Xaphongcuc Kem danh ring

Tide Pantenne Downy Coast Crest
Oxydol H&S Zest

Pert Camay

Organic

3. Chinh sach nhan hiéu san pham
a. Khai nigm:
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Nhian hiéu san pham 1a tip hop tén goi, kiéu dang, hinh v&, kiéu
phong chit, mau sic... hodc bat ctr dic diém nao cho phép phan biét
n6 véi cac san pham cia doanh nghiép khac. Trong nhan hiéu can
phan biét:

+ Tén cta nhin hiéu (Brand name): 14 phan doc dugc ciia nhin
hi€u nhu Sony, Mc Donald’s...

+ DAu hi€u ctia nhan hi€u (brand mark): 1a b phan ctia nhan hiéu
ma ta c6 thé nhan biét dugc (nhung khong thé doc duge) nhu 13 logo,
biéu tugng, hinh v€, mau sdc, kiéu chir dic thu..

+ Nhan hi¢u thuong mai (trade mark)/ thuong hi¢u: la toan bd hay
mot phﬁn cua nhan hiéu dugc phap luat bao hd.

b. Chirc nang ciia nhan hiéu:

- Thira nhan: quyén so hitu, uy tin va chat luong vé san pham cia
doanh nghiép

- Phan biét: x4c dinh san pham cta cac doanh nghiép khéac

- Chuyén biét: thé hién dic diém riéng cta san pham

- Thuc hanh: thuan tién cho viéc mua ban san phém, quan ly cua
nha nudc, bdo v¢€ nguoi ti€u dung va xa hgi. Can ctr vao nhan hi¢u
budc doanh nghiép phai dam bao duy tri va phat trién chat luong san
pham

c. Yéu ciu:

- Tén nhan hiéu: d& doc, dé nghe, dé nhd (ngin gon va doc
d40), c6 thé phién am ra tiéng nudc ngoai

- Nhan hiéu phai tuan thu theo qui dinh cta phép luat: khong
dugc st dung, sao chép nhan hi¢u cia nguoi khac.

- Ngon ngir va cac yéu té nhan hiéu phai phi hop véi phong
tuc tap quan, pht hop véi dan tdc, phai phan anh dung ban chat va
ngudn gbc cua san pham (thuc pham, dugc pham), phai ding ky
quyén str dung

4. Chinh sach bao bi ciia san pham
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a. Khai niém:

Bao bi san pham 1a vat dung chtra dung, bao quan va quang
c4o cho san pham

b. Chirc nang:

- Chtrc nang k¥ thuat: bao vé, chira dung san phém, thuan tién
cho viéc mua ban san phém: nhu dinh luong san pham, thuan tién cho
viéc van chuyén, dy trlt, bdo quan va tiéu dung cua san phém.

- Chirc nang thwong mai: cung cap nhiing thong tin can thiét
cho khéach hang, ting strc hdp dan ctia hang hoa, bao bi ciia san phim
chinh 1a nguoi ban hang im lang

c. Yéu cdu khi thiét ké bao bi:

- Phai bao dam 2 churc ndng thuong mai va k¥ thuét

- Tuan theo cac qui dinh cia phéap luat, ky ma hi¢u trén bao
bi, thong tin, vat liéu ché tao bao bi

- Ngbn ngit va cac yéu td trén bao bi phai phu hop voi phong
tuc tap quan

- Bao bi phu hgp véi théi quen

5. Chinh sach san pham méi

a. Khdi niém:

San pham moi dugc hiéu 1a tit ca nhiing san pham lan dau
tién duoc san xuét va kinh doanh tai doanh nghiép

b. Phén logi:

- San pham m&i theo nguyén tic: La nhitng san pham lan dau tién
dugc san xuat va kinh doanh tai doanh nghiép nhung chua hé c6 san
pham tuong tu

- San pham moi theo nguyén mau: La nhimng san pham lan dau
tién duoc san xuét va kinh doanh tai doanh nghiép nhung dua trén
mau thiét ké ctia cac hiang khéc, trén thi truong khac.

- San pham méi theo kiéu cai tién: La nhiing san pham dugc hoan
thién va cai tién trén co so san pham hién c6 ctua doanh nghiép.

c. Cdc chinh sdch phdt trién sin phiam mdi:
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Tham nhap thi truong: san phém hién co6 - thi truong hién co
Phat trién thi trudng: san pham hién c6 - thi trudng méi
Phat trién san pham: san phdm m&i - thi truong hién c6
Da dang hoéa thi truong: san phdm méi - thi truong moi

AN N NN

Chuong 4
CHINH SACH GIA TRONG HOAT PONG MARKETING
I. GIA VA CAC NHAN TO ANH HUONG PEN VIEC PINH
GIA CUA DOANH NGHIEP
1. Khai niém va vj tri ciia chinh sach gia
a. Khai niém:
Gié ca 1a sb tién thoa thuan giita ngudi mua va nguoi ban vé sy
trao d6i mot san pham nao do.
b. Vai tro:
+ Gié la mot trong nhiing yéu td co ban quyét dinh viéc lua chon
nguoi mua
+ Gi4 ca la yéu t6 duy nhit trong Marketing Mix tao ra doanh thu
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do d6 n6 anh hudng dén doanh sd va loi nhuén. Déng thoi né duoc
st dung kha linh hoat va theo dudi nhitng muc tiéu khac nhau

2. Cac nhén t6 anh huwéng dén viée dinh gia ciia doanh nghiép

a. Cdc nhdn té bén trong doanh nghiép

* Muc tiéu kinh doanh:

- T6i da héa loi nhuan: Xac dinh mot mirc gia ma tuong ing véi
n6 dat mot san luong tiéu thy nham chénh 1&ch gitta doanh thu va chi
phi 12 16n nhat

- Tang $6 luong san phém tiéu thu hodc tang thi phﬁn cua doanh
nghiép: Thuong dinh gia thép dé déy manh viéc tham nhép thi truong
(mo rong thi phan)

- Tén tai: Trong diéu kién tinh hinh thj truong co nhiéu kho khin
hoic c6 su canh tranh gay git dé ton tai do d6 doanh nghiép dit ra gia
thap (khong 1i), tham chi 16 nham duy tri lugng cau, 6n dinh qui mo
san xudt

- Cac muc tiéu khac: Khang dinh chat lugng san pham, uy tin nhan
hiéu san phém, dan dau vé chat lugng, ngan chan dbi th canh tranh

* Chi phi san xudt kinh doanh: Cac cong ty ludn cb ging dinh
mirc gia dii ddm bao bu dap hoan toan nhiing chi phi san xuat, phan
phéi va tiéu thu, déng thoi tao ra dugc lgi nhudn hop 1y cho nhiing
rtii ro ma doanh nghiép phai ganh chiju. Néu cong ty c6 thé lam giam
chi phi trén mot don vi san pham nho tang san lugng ban thi viéc ma
rong thi truong, tdng san lugng béan s€ co tac dung ha gia thanh san
pham.

b. Cdc nhén t6 bén ngodi doanh nghiép

- Nhu cau thi truong vé san phim

- Gi4 ca va san pham cta ddi thi canh tranh

C. Cdc nhén t6 khdc: nén kinh té khing hoang, chién tranh, thién
tai, 1t lut .., hoi nhap nén kinh té toan cau, sy tién bd ciia khoa hoc ky
thuat

3. Phwong phap xac dinh chinh sach gia
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bé xady dung mot mirc gid co so cho san phém hodc dich vu ma
doanh nghiép mong mudn dua ra thj truong can tién hanh cac budc
Sau:

a. Phwong phap tinh gia theo chi phi:

% Phwong phap tinh gia theo “chi phi binh quadn cjng lai”

Cong thirc: Gia ban dy kién = Gia thanh san phim + 13i dyw
kién

Vi du: Gia st doanh nghiép c6 chi phi va du kién muc tiéu thu la:

+ Chi phi bién dbi /spdv: 15650d

+ Chi phi ¢ dinh: 3500000004

+S6 luong du kién tiéu thu: 70000 san phém.

Tinh gia ban du kién ctia doanh nghiép biét murc 13i du kién l1a
30% gia thanh

Chi phi ¢é dinh
Chi phi don visp = Chi phi bién d6i + S6 lwong san pham tiéu thu
= 15650 + 350000000/70000 = 20650 dong
Gid ban dw kien = 20650 x (1 +0,3) = 26845 dong

- Nhwoe diém: Phuong phap nay khong tinh dén nhu ciu vé san
pham 1an sy thay ddi gia cua ddi thi canh tranh, do d6 khé dung hoa
dugc sy canh tranh trén thi truong vé gia ca.

- Uu diém: Kha phd bién, bai dé tinh va hau hét cac doanh nghiép
déu ap dung. Hon nita cach tinh nay dugc nhiéu ngudi cam nhan rang,
n6 dam bao su cong bang cho ca ngudi mua va ngudi ban

< Dinh gid theo ty sudt lgi nhugn muc tiéu:

Loi nhugn mong muén tinh trén vén dau tw
Gida dam bao = Chi phi don vi +
loi nhudn muc tiéu S6 lwong san phcfm tiéu thu

Vi du: Gia str ngudi san xuét d dau tu 1 ty déng cho kinh doanh.
Chi phi san xuét 1 don vi san phém 1la 17500 déng, ho mudn dat duoc
mirc loi nhudn tinh trén von dau tu 1a 20%, s6 luong tiéu thy wdc tinh
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12 50000sp. Hay tinh gia ban v&i loi nhuin mong mudn nhu trén?

Giai:

Loi nhuan mong mudn 13: 20% x 1 ty = 2000000004

Gia ban: 17500 + 200000000/50000 = 215004

Céch tinh nay pht hop véi nhimng cong ty cd phan 16n, cac nha
dau tu can nhimg con s6 ndy nhim xem xét kha ning thu hdi vén
trong bao lau

% Dinh gid theo diém hoa vén:

La hoat dong phan tich nham bao dam cho doanh thu dy kién trong
nhitng hoan canh thi trudng nhat dinh ¢ thé cho phép bu diap duge
toan b chi phi dd bo ra, dé dat hoa von

Xac dinh diém hoa von chinh 1a qua trinh xac dinh mot khdi luong
san pham can thiét va tdi thiéu duoc dua ra tiéu thu voi mic gia du
kién nhat dinh, ma tai d6 doanh thu bu dip toan bd chi phi da bo ra

Gia su: Gia ban dugc du kién 13 g, tong dinh phi 1a F, tong bién
phi 13 V, doanh thu 1 D, tong chi phi 1a C, san lugng hoa von 13 Qo,
v 12 bién phi ctia mot san pham ta c6 phuong trinh tai diém hoa vén:
A

D=C
= C,D
G*Qo=F+V D
=F+Vv*Qo ..
Qo(g-v) =F -
Qo=F/g-v . v |lc
LS | 1
: A\ 4 A 4 >
Qo Q
Chi phi don visp = Tong Chi phi ¢é dinh

Gia ban — chi phi bién doi don vi
* Y nghia: Phuong phap nay cho phép ngudi 1am gia xem xét téi
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cac muc gia khac nhau va anh huéng cua ching toi khéi luong tiéu
thu va loi nhuan. Phuong phap nay con cho phép nha san xuit du bao
duoc khoang thoi gian dé c6 thé dat dugc “diém hoa vén” va sau do
kinh doanh c¢ lai.

s Phwong phap dinh gia theo mirc gia hi¢n hanh

Khi dinh gi4 dwa vao muc gia hién hanh, chii yéu cong ty xuét
phat tir gia ciia cac d6i tha canh tranh va it quan tdm dén cac chi
tiéu chi phi ctia minh hay nhu ciu cua khach hang. Theo phuong
phap nay thi cong ty co thé dinh gia ngang bang, cao hon hay thap
hon gia cua d6i thii canh tranh

b. Phwong phap dinh gia theo gia tri cam nhén cia khach
hang:

Yéu té co ban hinh thanh gia ciia ngudi ban khong phai 14 chi phi
ma la gia tri cdm nhén dugc tir khach hang. Cac doanh nghiép khac
nhau mic du ¢ cung san pham nhung lai c¢6 cac mirc gia khac biét

Vi du: Gia cua 1 chiéc 4o hiéu Chanel, Nike, Cardin... mc du
chiéc 40 nay gidng mot 4o trén thi trudng nhung gia clia nd cao vi
khach hang ngoai mua chiéc 40 ra con mua nhan hiéu ciia né.

Hoac gia cia mot ly café via hé khac hoan toan so véi mot ly
café trong mot quéan sang trong

1. CAC CHINH SACH GIA

Néu san pham can dinh gia cia doanh nghiép 1a mot loai san
pham méi thi khi dinh gia cho ching, doanh nghiép can van dung
mot s6 chién luoc sau:

1. Chinh sach phan biét gia

La sy giam gid nham khai thac nhu cau khac nhau va thich ting
v6i nhitng khac biét cua thi truong. Doanh nghiép sé dua ra nhitng
mirc gia khac nhau cho ciing mét loai san pham nhat dinh. Bao gom:

a. Phén biét gid theo chit lwong sin phdm: Cin cir vao chit
luong tién hanh phan loai san pham theo cip, loai chat luong khac
nhau, ttr d6 quy dinh cac mirc gia khac nhau
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Vi du: Ao so mi nam ctia Vinatex c6 nhiéu mirc gia mic du miu

mi va mau sic gidng nhau
b. Phén bi¢t theo déi twong khdch hang: 13 dinh gia theo ting ddi
tuong khach hang khac nhau.

Vi du: Cac Cong ty Du lich thuong c6 chinh sach phan biét gia
cho khach quéc té va khach ndi dia nhu 1a ban vé tham quan, gia
phong khéch san, vé may bay...

Ngoai ra, doanh nghiép c6 thé ap dung mot s6 hinh thirc dé phan
biét gid nhu: gidm gia cho mdt s6 ddi tuong nhu sinh vién, hoc sinh

C. Phan biét theo noi chén: 1a dinh gi4 khac nhau tai cac vi tri,
dia diém khac nhau st dung san phém

Vi du: Dinh gid FOB tuc 1a chi phi van chuyén khéach hang chiu
hodc vi tri ngdi trong rap chiéu phim (murc gia khac nhau)

d. Phan bigt gid theo thoi gian tiéu thu: gia ca duoc thay doi theo
thoi gian nhu mua, ngay, gio ddi véi mot sé san pham, dich vu nhat
dinh.

Vi du: Tai cac quan ca phé nhu Hawai, Trac Lam Vién... gia cac
loai nuéc ubng vao ban ngay thap hon gia vao ban dém tir 20%- 30%

e. Phén bigt gid theo diéu kién va phwong thirc thanh todn:

Néu khach hang tra tién hang trong thoi han nhanh hon yéu cau
s€ dugc hudng gia ré hon so v6i nhiing khach hang tra chdm

Vi du: 2/10 Net 60: Doanh nghiép thanh toan trong vong 10 ngay
hudng chiét khau 2%

f. Phén bi¢t gid theo khéi lwong mua ciia ngwoi tiéu ding: Ap
dung ty 1& chiét khau cho khach hang mua véi s6 luong 16n

Vi du: Gia ban mot san pham A 13 10.000d, néu mua 100 san pham
c6 thé trir 5%, 500 san pham c6 thé trir 18%....

2. Chinh sach dinh gia cho san phAm méi

a. Phwong phdp chiit lpc/ hét vang sita: Dé ra miic gia ban dau
cao dé khai thac cac doan thi truong chép nhan muc gia cao, sau do
giam dan dé chinh phuc doan thi trudng nhay cam voi gia.
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* Piédu kién ap dung:
+ San pham doc dao va gia cao hd tro hinh anh san phdm
+ Trén thi truong c6 nhitng doan chap nhan véi mic gia cao
+ San pham c6 chu ky séng ngan va chi phi ¢ dinh thap
b. Phuwong phdp tham nhép: Dinh muc gia ban dau thap chip
nhan 16 nham thu hiit mot luong 16n khach hang. Trén co so d6 ting
san lugng tiéu thy va c6 dugc lgi nhuan.
* Piéu kién ap dung:
+ Thi truong nhay cam véi gia, gia thap cho phép loai trir cac dbi
thu canh tranh thuc té va tiém tang
+ San pham c6 chu ky sdng dai va chi phi ¢b dinh cao
3. Chinh sach thay déi gia
a. Giam gia
Viéc giam gia c6 kha nang dan dén mot canh tranh vé gia gitta
cac doanh nghiép hodc gip mot sd tiéu cuc vé phia khach hang. Vi
vay dé giam gia, doanh nghiép can phai hét sirc can than.
- Giam gi theo phiéu wu dai
- Giam gié trong dip dac biét
- Giam gia d6i hang: giam gid cho nguoi mua hang, mang
hang cii dén doi, chu yéu giir tinh chung thuy ddi v6i nhan hidu cia
minh.
b. Chinh sdch ting gia:
- Nan lam phat trién mién trén thé gioi
- Nhu cau qua 16n
- Nhiing san phém méi, san phém duoc cai tién vé ky thuat
hodc cac dich vu gia tdng kém theo
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Chwong 5
CHINH SACH PHAN PHOI

Sau khi d c6 san pham, chon chinh sach ti wu thi cong viéc quan
trong & moi doanh nghiép 14 phan phdi san pham cho ai, phan phi
nhu thé nao

|. KHAI QUAT CHUNG VE KENH PHAN PHOI

1. Khai niém

Theo quan diém marketing: Kénh phan phdi 1a mot tap hop cac
doanh nghi¢p va cac cd nhan ddc 1ap va phu thudc 1an nhau tham gia
vao qua trinh dua hang hoa tir noi san xuat dén nguoi tiéu ding

2. Vaitro

- La cdu ndi gitta ngudi san xudt va tiéu dung

- Giam bt dau mdi giao dich chdng chéo, tring nhau

- Téap trung chuyén mon hda cong viéc san xuat hay hoat dong
thuong mai

3. Chirc ning

Phan phéi lam nhiém vu van chuyén hang hoa, dich vu tir noi san
xuat dén nguoi tiéu dung cudi cing. Vi vay phan phdi phai ¢dam nhan
cac chirc nang sau:

- Thuong luong, dam phéan: V& gia va van dé lién quan tiéu thu
v6i1 khach hang
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- Nghién ctru thi truong

- Xtc tién hdn hop: Cd dong, dua tin, khuyén khich mua san
pham

- Tiép xtuc: Thiét 1ap mdi quan hé v6i khach hang

- Phan phdi vat phim

- Chia x¢é rui ro: Ganh chiu nhirng rui ro lién quan dén viéc thuc
hién cua kénh

- Hoan thién san phém: Bao gobi sép xép phan loai thyc hi¢én mot
sd cong viéc clia nha san xuat.

Di nhién cac chirc ndng nay can duoc thuc hién nhung van dé dat
ra 1a nghién ctru xem ai la nguoi thuc hién céc chire nang nay

Il. CAC THANH VIEN CUA KENH PHAN PHOI

1. Nha san xuat:

Nha san xuat phai thuong xuyén nghién ctru, thiét 1ap cac moi
quan hé véi cac thanh vién cua kénh dé c6 thé chuyén hodc chia xé
cac cong viéc phan phoi.

2. H¢ théng trung gian

a. Trung gian bdn lé

- Trung gian ban lé: La nhiing doanh nghiép thuong mai ma
doanh s6 chu yéu Ia tir viéc ban hang héa truc tiép cho nguoi tiéu
dung cudi cung dé ho st dung vao muc dich cé nhan, khong kinh
doanh.

Vi du: Cac cira hang ban 4o quan, shop 4o quan - mil - gidy...,
siéu thi, cac ctra hang bach hoa tong hop, cac dich vu ban hang tu
dong nhu nude udng, xing.

b. Trung gian ban si

- Trung gian ban si la nhiing doanh nghi¢p thuong mai ma doanh
s6 chil yéu 1a viéc ban hang hda cho nhitng ngudi ban lai, cho cac
xi nghiép va co quan cong quyeén.

- Gidi ban si bao gdm: Cac nha ban si thuong nghiép, cic nha

moi gidi va dai 1y, cac chi nhanh van phong san xuét, cac nha ban si
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tap loai (1a hinh thirc ban si chuyén bi¢t vé mét linh vuc kinh té nao
d6 nhu dai 1y xang dau, cong ty du gia...)
I11. CAC LOAI KENH PHAN PHOI
Trong hoat dong Marketing, ngudi ta chia kénh phan phdi thanh
4 dang kénh
1. Kénh trye tiép (kénh cAp khong): Nguoi san xuit ban truc
tiép cho ngudi tiéu dung

Nha san xuat > Ngudi tiéu ding
VI du: Ban nang [ou aong, dat hang qua puu dien, markeung qua
dién thoai...

- Kénh Marketing truc tiép c6 nhimg loi thé sau:

+ Chii dong kiém soat dong thong tin va su thuyét phuc giita
doanh nghiép va khach hang. Do khong co6 trung gian gitta khach
hang va doanh nghiép nén dong thong tin khong bi l1éch lac do nim
hoan toan dudi su kiém soét ciia doanh nghiép. Su thuyét phuc ma
doanh nghiép guri dén cho khach hang ciing twong tu nhu vay.

+ Doanh nghiép khong phai tra hoa hong cho trung gian. Phan
hoa hong nay lam giam doanh thu cta doanh nghiép hodc mét mot
phan lgi thé gia ctia san pham ciia doanh nghiép

2. Kénh gian tiép: Nguoi san xuit ban hang hda cho ngudi tiéu
dung thong qua céc trung gian la cadc nha ban si va cac nha ban 1¢

+ Kénh cap 1: Nguoi san xuat thong qua nguoi ban 1¢ dé ban cho
nguoi tiéu dung

Nha san xuat Ngudi ban 1é Nguoi tiéu ding

+ Kénh cdp 2: Nha san xut thong qua ngudi ban nguoi béan si va
ban 1¢ dé ban cho nguoi tiéu ding

Nhasan | Nguoi [»{ Nguoi —» Nguoitiéu
Xuat ban si ban 1€ gung

+ Kénh nhiéu cdp: Dé ban hang cho ngudi tiéu dung thuong qua
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3 nha trung gian

- Su can thiét cua cac trung gian clia Marketing xuat phét tir cac
yéu t6 sau:

+ Nguoi trung gian dem lai hi€u qua cao hon trong viéc dam bao
phan phdi hang héa rong khip trén 1anh thd va dwa hang dén thi
truong muc tiéu

+ Nguoi trung gian s& 1am loi cho doanh nghiép nhiéu hon 14
doanh nghiép c6 thé tu lam ldy do c6 quan hé tiép xuc, viéc chuyén
mon hda va quy mo hoat dong ctia no.

IV. CAC CHINH SACH PHAN PHOI

1. Chinh sich phén phdi rong rii:

La s6 lugng nha trung gian cang nhiéu cang tbt

o Uudiém: Mo rong duoc thi trudng mot cach nhanh chong véi

muc dich 14 ban dugc nhiéu hang cang tot.

e Nhuwoc diém: Co nhiéu doanh nghiép canh tranh, khach hang

c6 thé mua san pham cia cac ddi thu, ton kém chi phi

2. Chinh sich phan phdi dc quyén:

La doanh nghiép chi doc quyén phan phdi san phim ctia minh
trén mot khu vuc nhat dinh

e Uu: Gop phan d& cao hinh anh ciia san pham, xdy dung

thuong hiéu manh cho san phdm ciing nhu doanh nghiép duoc

dam bao viing chic, lau dai
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o  Nhuoc: Kho mé rong dugc thi truong nhanh chong va nghiép
vu ban hang phai duoc dé cao tuyét ddi
3. Chinh sach phan phdi chon lgc
Doanh nghié¢p lua chon cac trung gian sao cho phu hop voi kha
nang cua minh
e  Uu: Kha ning gianh dugc phén thi truong 1a can thiét véi su
kiém so4t chat ch& va chi phi it hon phan phdi rong rai
o Nhuoc: Gap kho khan trong vige kiém soat voi cac dai ly
danh su vu i hon cho san pham cua d6i thu canh tranh.
Chuwong 6
CHINH SACH XUC TIEN HON HQOP
Trong marketing hién dai khong chi c6 phat trién san phém, dinh
gi4 sao cho co suc hép dan, tao diéu kién cho khach hang tiép nhan
n6 ma con phai thong tin cho khach hang tiém an va hién c6. Nhu
vay, vai trd truyén thong dong vai tro quan trong nhu thé nao trong
mdi doanh nghiép?
I. BAN CHAT, VAI TRO CUA XUC TIEN HON HQP
1. Khai niém
Truyén thong c6 dong 1a nhiing hoat dong nham thay doi lugng
cau trén nhiing tac dong tryc tiép hodc gian tiép 1én tim 1y va thi hiéu
cua khach hang
2. Ban chit ciia xic tién hén hop
Ban chat cua céac hoat dong xuc tién chinh 1a truyén tin vé san
pham va doanh nghiép t&i khach hang dé thuyét phuc ho mua. Vi
vay, c6 thé goi day la cac hoat dong truyén thong Marketing
Hai yéu t6 quan trong cua truyén thong 13 nguoi g tin va nguoi
nhan tin. Nhung trong qua trinh truyén thong c6 nhiéu yéu t6 anh
hudng

> Thong di¢ =
Chu g diep — Nguoi
the || Mahda »| Ciaihoa | nhén tin
(Nguoi ‘ _ .
i ti TRUONG A= SEmanusan DPONG QUANG NAM
gui tin) (E Phuong tién [y[ Q

T truyén thong
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M6 hinh cac phan tir clia qua trinh truyén théng

- Chii thé truyén théng - nguwoi giri: La doanh nghiép, ca nhan, co
quan, t6 chirc nao dé c6 nhu cau gui thong tin cho khach hang muc
tiéu cia minh

- M4 hoa: La tién trinh chuyén ¥ tuong thanh nhiing hinh thirc c6
tinh biéu twong bang mot ngdn ngit truyén thong nao d6 nhu: hinh
anh, 101 n61, ban nhac, hanh dong...

- Théng diép: Tap hop nhiing biéu tuong hay ndi dung tin ma chu
thé truyén di. D6 1a nhiing loi ich cua san pham dem lai cho nguoi
tiéu dung.

- Phuwong tién truyén thong: Cac kénh truyén thong ma qua do
thong diép do chu thé giri tdi, va 1 khach hang muc tiéu cia cong ty

- Gigi ma: Tién trinh ma theo d6 nguoi nhan xir 1y thong diép dé
nhan tin va tim hiéu ¥ tuong cua chi thé

- Nguwoi nhdn: La d6i tuong nhén tin, nhan thong diép do chu thé
gui to1, va khach hang muc ti€u cua cong ty

- Phan vwng dap lgi: Tap hop nhitng phan ing ma ngudi nhan cé
dugc sau khi tiép nhan va xir 1y thong diép

- Phan hoi: Mot phan sy phan ing ctia ngudi nhan duge truyén
thong tro lai cho chu thé

- Nhiéu: Tinh trang bién léch ngoai dy kién do méi truong trong
qué trinh truyén thong lam cho thong tin dén voi ngudi nhan khong
trung thuc vaéi thong di€p g di

3. Vai tro va vi tri xic tién hén hop
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- Cung cap cho khach hang tiém ning thong tin vé san phim hoic
dich vu

- Thong tin cho nhirg ngudi mua hang tiém ning vé cac dic tinh
va nhing loi ich cta san phAm ma nguoi mua hang sé thu duoc khi
sir dung san pham do.

- Thuyét phuc khach hang mua san pham.

Néu nhu san phérn 12 bién s6 quan trong nhét, gia ca tao ra loi
nhudn ngay lap tirc, phan phdi giup tiéu thu san pham hiéu qua nhat
thi xac tién hon hop duoc coi 1a bién sé hip dan nhat dbi v6i ngudi
mua. Boi vi bién sé nay c6 tac dung thiic ddy mbi quan tim cuia khach
hang dén san pham va ra quyét dinh mua hang nhanh chéng hon.

Il. CAC CONG CU CUA XUC TIEN HON HQP

Pé thong tin cho ngudi trung gian, khach hang va cac nhom cong
chung v&i nhau hé théng truyén thong marketing gdm c6 5 cong cu
Sau:

1. Quang cao:

La s thuyét trinh vé cdc y twong, san pham hay cdc dich vu
théng qua cdc phirong tién théng tin truyén thong ma doanh nghiép
phdi tra tién.

Vi du: Quang céo dau 201 dau Sunsilk, sita Vinamilk, bao hiém
AlA...
* Dic diém
- Quang c4o c6 tinh phi ca nhan va 1a hoat dong tra tién nén
¢6 nhirng dic diém sau
+ Tinh dai chiung cao
+ Kha nang lap lai cao
+ €06 thé dién dat khuéch truong
+ Co tinh ty do cao
* Cdc phwong ti¢n qudng cdo phé bién:
- Truyén hinh, radio - Pa no - ap phich
- Bao bi, bao géi - Bién hiéu quang c4o

TRUONG CAO PANG PHUONG DONG QUANG NAM
www.cpd.edu.vn



45

- Hinh anh dong - Catolog
- Toroi, tap gép - Danh ba dién thoai
- Bao, tap chi - Trung bay tai diém ban

Phuong tién truyén thong lya chon dua vao
- Muyc tiéu vé tim anh hudng (pham vi): S6 ngudi khac nhau dwoc
tiép xtic vOi quang c4o trén cac phuong tién it nhat 1a 1 1an
- Tan s6 quang cdo can dat: S6 1An ma mot hay nhidu nguoi ngudi
tiép xtc
- Mtrc tdc dong mong mubn: Gia trj dat duoc sau mdi lan tiép xuc
- Lua chon khén thinh gia trong diém
Vi mdi loai phuong tién c6 mot s6 wu diém va han ché riéng do
d6 can phan tich khi lya chon
+ Nhdt bdo: D& sir dung, phd bién, doc gia dong, chi phi thap.
Tuy nhién chat luong in con thap, kho luu giir va it chon loc
+ Ti vi: Két hop (hinh anh va am thanh) tac dong cao. Nhuoc
diém 1a gia cao va thoi gian ngan
+ Thir tryee tiép: D& sir dung, doc gia chon loc, mang tinh riéng
tu it bi canh tranh nhung mang cdm giac thu it gia tri
+ Radio: Co tinh dai chung, gia ré nhung chi c6 am thanh nén
murc thu hit kém kém hon
+ Tap chi: Chon loc doc gia, chat lugng in tdt, tudi tho cao, dé
tin cay nhung c6 tan sb thap, vi tri quang cao khong dam bao
+ Phuwong tién ngoai troi: Lap lai cao, c6 canh tranh nhung it
chon loc ngudi xem, khong truyén tai ndi dung nhiéu
Khi lya chon nhitng phwong tién thi nén lwa chon nhirng
phwong tién nao 1a chinh va sy phdi hop giira chiing tly theo mirc
do chi phi danh cho mdi phwong ti¢n
2. Khuyén méi/ Xuc tién ban:
La nhitng hinh thirc thieong trong thoi gian ngdn dé khuyén khich
diing thir hay mua san pham dich vu nham gady tac déng dén nhu cdu
cua khach hang.
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Vidyu: + Nha hang Phi L méi khai truong, dé thu hat khach quan
da giam gia 50% trong tudn 1& khai truong

+ COng ty du lich Vitour, sau khi t6 chuc tour cho du khach
thi doanh nghiép da tang cho khach bo suu tap tem thu va mot chiéc
n6n 1a Viét nam dé 1am qua luu niém

e Cac cong cy xuc tién ban:

- Cac cudc thi, tro choi c6 thuong

- Hang huyén mii va qua ting

- Hoi cho trung bay va trién lam

- Phiéu giam gia, thé mua hang

- Biéu dién thyc hanh san pham

* Uu diém: Tao ra phan (mg manh va nhanh chéng, khuyén khich
khach hang mua san pham ngay lap tirc

* Nhuwoc diém: Cé tac dung trong thoi gian ngan va dem lai két
qua khong tdt trong viéc xay dung nhan hiéu

3. Tuyén truyén (Quan hé cong chiing)

La hinh thirc théng tin phi cd nhdan nham dé cao hay bdo vé mét
hinh anh ciia mét cong ty hay nhitng san pham bang cdch khuéch
tricong nhitng tin tircc ¢6 y nghia thwong mai vé chiing.

Vi du: Cong ty P& G t6 chire dot quang cao OMO gay qui vi ngudi
nghéo hoic cong ty Prudental t6 chiic xay nha tinh thuong, gitp do
cac hoc sinh nghéo khé hiéu hoc...

* Cdc phwong tién quan hé cong ching chii yéu:

- Bai viét trén bao chi, bai phat biéu - Bio cao hang nim

- Hoi thao - Tai trg, bao trg

- Quyén gop tur thién - Cac su kién dac biét
- Céc an pham - Quan hé cong dong
- Tap chi doanh nghiép

* Uu diem: Tao ranhan thirc ¢6 loi ctia cdng chiing vé san pham
va khuyéch truong hinh dnh cua cong ty
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* Nhwoe diém: Quan hé cong chiing thudng co tic dung trong
thoi gian dai nén chi phi kha tén kém nén thuong chi cac cong ty
manh maoi ap dung

4. Ban hang truec tiép:
La viéc nhan vién ban hang cua doanh nghiép thuc hién truc tiéb
viéc ban hang cho khach hang.

* Cdc phwong tign ban hang cd nhan chii yéu:

e Thuyét minh ban hang

Hoi nghi ban hang
e Hang miu c6 ban hang
e Hoi cho va trung bay thuong mai
* U diém:
+ Kich thich khach hang quyét dinh mua san pham
+ Tao ra mbi quan h¢ lau dai, tbt dep gitra nhan vién cong ty —
khach hang
+ Thu thap cac thong tin khach hang
* Nhuwoe diém: chi phi cao
5. Marketing tryec tiép
La mét hé thong twong tdc cia Marketing ¢é sir dung mot hay
nhiéu phwong tién qudng cdo dé tac déng dén mét phan g dap lai
ciia khdch hang hay mét giao dich bat ky tai dia diém nao
* Cdc phwong ti¢gn Marketing truc tiép phé bién:
e Marketing bing catalogue
e Marketing bang thu tryc tiép
e Marketing qua di¢n thoai
e Marketing trén truyén hinh
e Marketing trén bao va tap chi
e Marketing bang cac may ban hang tu dong
* Uu diém: Cho phép chon loc khach hang trién vong k¥ hon, giit
dugc bi mat cho hoat dong Marketing trude cac ddi thu canh tranh
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* Nhwoce diém: Chi phi tén kém

I11. CHINH SACH PHOI HQP CAC CONG CU XUC TIEN
HON HQP PHO BIEN

1. Chinh sach phéi hop d6i véi giai doan sin sing mua cia
khach hang

Qué trinh mua hang ctia nguoi tiéu dung gdm 5 giai doan. Mdi
giai doan doi hoi su phdi hop hoat dong xtic tién hdn hop san pham
khac nhau. Chung ta c6 thé tong két su phdi hop cac cong cu xuc tién
hdn hop cho timg giai doan mua hang cua ngudi tiéu ding qua so do
sau.:

Nhin biét I(Tlm Danh gia cac| | Quyét Danh gia
nhu ciu aem huong an dinh sau khi
| thongtin P> P gal Ly mia [ mua

So dé phéi hop cdc cong cu xiic tién hon hop cho tirng giai
doan mua hang ciia nguwoi tiéu dung

2. Chinh sich phdi hop ddi véi cac giai doan trong chu ky
song san pham

Céc cong cu xuc tién hdn hop khac nhau ciing co tac dung khac
nhau theo vi tri hién tai cua san phém trong chu ky séng cua no. Cac
cong cu xc tién déu co su trong hd 13n nhau.

* Giai doan trién khai

- Ddc diém: Khach hang con e ngai khi dung san pham méi hoic

TRUONG CAO PANG PHUONG DONG QUANG NAM
www.cpd.edu.vn



49

chua biét dén san pham. Nhiém vu cta truyén thong 13 quang ba, gidi
thiéu san pham dén nguoi tiéu dung.

- Céng cu: Quang céo, quan hé cong chung hodc xtc tién ban
hang

* Giai doan phdt trién:

- Dic diém: Nhu cau cia ngudi tiéu dung dang & mirc do cao.
Viéc kich thich mua hang khong phai 1a muc tiéu hang dau nira ma la
duy tri strc ban va han ché canh tranh

- Cong cu: Quang céo va quan hé cong chung nhung & mirc do
thip hon giai doan trién khai

* Giai doan chin muoi:

- Pdc diém: Nhu cau tiéu dung giam manh, sirc canh tranh ngay
cang gay git

- Céng cu: Xuc tién ban hang 13 quan trong nhat; tiép theo do 1a
quang c4o va ban hang tryc tiép

* Giai dogn suy thoai:

- Pdc diém: San phiam hau nhu khong con chd dung trén thi
truong. Moi hoat dong kich thich nhu cAu maoi hay cling nhu tai tao
nhu cau déu khong mang lai hiéu qua cao.

- Céng cu: Xtc tién ban hang tiép tuc co y nghia quan trong va
quang c4o chi mang tinh chét nhic nhé
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