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trong quan tri san pha? ////“




> MUCTIEU

» Hiéu duoc vai trd quan trong cla viéc do luvdng,
danh gia hiéu qua hoat dong marketing

» Nam bat dwoc cac cdng cu do lwdng, danh gia hiéu
qua hoat dong marketing co ban

» Kha nang ap dung duoc vao hoat dong marketing
thuc té



> NOIDUNG

1. Tai sao can danh gia hiéu qua ?

2. Ddanh gia hiéu qua cua cai gi? (nhirng yéu
td nao la quan trong?)

3. Cac cong cu danh gia
4. Danh gia hiéu qua ngan sach marketing

5. Hoat dong kiém soat chién luvgc sdn pham



) 1. TAISAO CAN DANH GIA
hiéu qua hoat ddng marketing?

Thuc tién trong hoat ddng marketing

» Nha quan tri san pham ngay cang bi strc ép phai cho thay
két qua cla chwong trinh marketing phai thay dwoc rd
rang, do dém duoc

» Marketing khong thé hién rd rang duoc dong gép cdia minh
cho doanh nghiép

» Khi kinh té kho khan, chi phi va nhan sy marketing thuong
bi cat giam d3u tién

» K& todn, tai chinh thuong xem marketing l1a bd phan chi
biét tiéu tién, khong tao ra thu nhap cho doanh nghiép



) 1. TAISAO CANPANH GIA
hiéu qua hoat ddng marketing?

Hoat dong marketing va do lwong

Hiéu qua cla HiélAJ qua cua
hoat dong PR thongdiép
truyén thong \J
l Niém tin va nhan
thirc vé thuong hiéu
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» 2. CAN DANH GIA HIEU QUA CAI GI?

Hiéu qua cla hoat ddng marketing cho san pham cé thé dwoc
danh gia theo cac khia canh sau:

» Theo su tién trién nhan thirc cda khach hang
» Canh tranh

» Hoat dong cua marketing mix

» Tai chinh

» O cap do thuong hidu, san pham



3. CAC CONG CUPANH GIA

Panh gia AAU

Panh gia su hai long ctia khach hang
Pdanh gia canh tranh

Panh gia marketing mix

Panh gia thuong hiéu

o g~ W N P

Panh gia tai chinh



p 3.1 DANH GIA AAU
(awareness — attitude — usage)

» Nhan thirc (awareness), Thai do (attitude), St
dung (Usage) - AAU

e Khach hang dau tién phai
biét vé sdn pham ...

e ... hinh thanh thai do va
niém tin vé san pham ...

e ... mua va trai nghiém san
pham




p 3.1 DANH GIA AAU
(awareness — attitude — usage)

» Cho phép dinh lvgng mirc do va xu hudng vé
hiéu biét, nhan thirc, niém tin, y dinh va hanh vi
cua khach hang

» St dung hiéu qua nhat khi so sdnh két qua theo
tieu chuan dir liéu:

» Ky trudc
» Thi trvong / phan khuc khac
» DI thd canh tranh

» Hiéu biét tong thé vé mdi quan hé gilra khach
hang va san pham



p 3.1.1 NHAN BIET THUONG HIEU

(brand awareness)

» Nhan biét thwong hiéu: TY 1& khach hang / khach
hang tiém nang nhan ra thuong hiéu (bao gom tu
phat (unaided) va co tro giup (aided))

» Y ngha:
» Tac dong dén quyét dinh mua sdn pham cta khach hang

» Gilp c6 thé dinh mrc gid cao cho san pham so véi cac
san pham khéng thwong hiéu
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p 3.1.2 NHAN BIET THUONG HIEU (tt)

(brand awareness)

» Cac chi so lién quan:

» Thwong hiéu hang dau (Top of mind)

» Nhan biét vé quang cdo (Ad awareness)

» Hiéu biét vé sdn pham (Brand/product Knowledge)
» Nguon dit liéu:

» Khao sat khach hang dinh ky

» NOi bo
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> 3.1.3THAIDO

» Do [vong phan héi vé thai d6 cua khach hang vé san
pham
» Ho tin vao diéu gi?
» Cam giac cia ho manh nhu thé nao
» Cac chi tiéu co ban:
» Thai do/ua thich/hinh anh
» Nhan thirc vé gia tri so vdi gia ca
» Nhan thirc vé gia tri
» Y dinh
» Y dinh mua hang
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p 3.1.4 SUDUNG

» Do lvong phan héi cta khach hang vé
» Tan suat mua hang va lwvgng hang moi [an mua
» Mua nhirng gi
» Mua ¢ dau, khi nao

» Bao nhiéu nguoi da thir san pham
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> DANH GIA AAU
(awareness — attitude — usage)

V\LEGNIEM Ban co biét thuong hiéu X hay khong?

Ban biét thuong hiéu nao khi nghi dén “dién thoai
cao cap”’?

Thuwong hiéu X cé phai danh cho ban khong?

V&i mirc do tir 1 — 5, thuong hiéu X cé phai danh
cho gidi tre?

Diém manh, yéu cia moi thuong hiéu la gi?
Ban c6 dung thuong hiéu X trong tuan nay khong?

Ban mua thuong hiéu nao trong |an gan day nhat?
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p 3.2 KHACH HANG HAI LONG

(customer satisfaction - CSAT)
» Khach hang hai long

» SO luong, ty 1é khach hang cd trai nghiém vé san
pham, dich vu vuot qua hodc ngang bang murc
mong doi cua ho

» Y nghia:

» La chi s6 du bdo doanh s6 ban hang trong twong
lai
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p 3.2 KHACH HANG HAI LONG

(customer satisfaction - CSAT)
»Luwu y:

1. Khach hang hai long thuong khéng phan hoi y
ki€n, tham gia khao sat so vdi khach hang khéng
hai long

2. Chon mau khao sat

> Chon~m5u la khach hang hién tai cda doanh nghiép cé
thé dan dén két qua sai léch
» Chon mau trong clung phan khuc thi trudng qua tirng
giai doan khao sat
3. Nhan thirc vé sy hai long cé thé thay doi theo thoi
gian do tac dong cua hoat dong marketing
17



p 3.2 KHACH HANG HAI LONG

(customer satisfaction - CSAT)

» Cac chi so lién quan:
» San sang gidi thiéu (Willingness to recommend)
» SO lwgng than phién (number of complains)
» Khach hang khéng hai long, ngwng mua (churn)
» Ngudn thong tin:
» Khao sat khach hang

» NOi bo (lich str mua cua khach hang)
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p 3.2 KHACH HANG HAI LONG

(customer satisfaction - CSAT)

» Ap dung:
» Khao sat:
» “ban cé hai long vdi sdn pham, dich vu?” va

» “ban sé gidi thiéu san pham, dich vu nay cho ban bé,
dong nghiép?”

» Phan tich lich s&r mua cua khach hang

» Xay dung chuong trinh khach hang than thiét (loyalty)
cho nhdm khach hang cd gia tri cao nhat va thir nghiém
v&i mau nho dé danh gia hiéu qua trudc khi dp dung.
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p 3.3PANH GIA HIEU QUA CANH TRANH

» Thi phan (market share)
» Thi phan twong doi (relative market share)

» Murc do xam nhap thi truvong (penetration)
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p  3.3.1 THIPHAN

(market share)

» Thi phan la phan thi trwong tiéu thu sdn pham tinh
theo % (theo doanh so hay san lwogng) ma doanh
nghiép chiém linh

San lwong ban cua DN

Thi phan theo san lwong = T o I

trén toan bo thi trwong

S . Doanh so6 ban ctia DN
Thi phan theo doanh so =

Doanh sO ban cua
toan bo thi trwong

2]



p  3.3.1 THIPHAN

(market share)

» Y nghia: La chi s6 co ban xac dinh doanh nghiép hoat dong
nhu thé nao so vai cac doi thu khac.
» Xu hwdng phat trién thi phan gitp xac dinh:
» sy tang trwdng / suy thoai cla thi trwong
» xu hudng lwa chon cia khach hang gitra cac doi tha

» Gia tang thij phan do thi trwong tang trudng sé ton it chi phi va
nhiéu loi nhuan hon do chiém duoec thi phan tir déi tha canh tranh

» Gidam thj phan I3 diu hiéu nguy hiém trong dai han va can phai cé
nhitng diéu chinh chién luvoc.

» Xu hwdng phat trién cda chi sd nay cia mét sdn pham trong dong
san pham duoc xem la chi s6 cdnh bdo s&m vé co héi, rudi ro cla
san pham dé
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p  3.3.1 THIPHAN

(market share)

» Cac chi so lién quan:

» Doanh s6 muc tiéu (Target revenue)

» San lvong ban muc tiéu (target volume)
» Ngudn thong tin:

» Khao sat khach hang

» Ngudn thuvong mai
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Bdnh gia hiéu qua canh tranh
p 3.3.1 TH! PHAN Tai MY, thi phan cta Pepsi trong phan khtc

(market share) dd udng co gas chi chiém 9,5% trong nam
2010, giam 4,1% so v&i murc 13,6%

ma thuwong hiéu nay tirng chiém linh trong
mot thap ky trudc do.

Can chu y nhirng gi khi doc chi sé thi phan?
» Cach tinh toan
» Thé hién thj phan theo san luong hay doanh s&?

» Thi phan theo doanh sé dugc tinh trwdc hay sau khi co cac hoat déng
chiét khau, giam gi3, ...?

» SO liéu doanh s6 dwgc xac dinh nhw thé nao? (Xuat khdéi nha may hay d3
duwoc ban dén khach hang)

» Xu hudéng phat trién clta thi phan
» Cé vy nghia vdica san luong va doanh s6?

» Thé hién murc gidm doanh sé clia doanh nghiép hay quy mé thj trudng d3
thay d6i? o4



p  3.3.1 THIPHAN

(market share)  kinH DOANH

Bdnh gia hiéu qua canh tranh

B TR AT AL AT T L T
d & LUl WU D

ki 5 = E-mai & Banin

Tranh cii vi the 'so mot' cia cafe hoa tan G7

Hai ngay sau khi céng bé G7 la cafe hoa tan s6 mot Viét Nam dwa trén két
qua cia Nielsen, cong ty Trung Nguyén bi chinh hing nghién citu nay phan

bac.

= Tranh cii ding ten mien cafe Trung Nguyen

Ngay 4/7. Céng ty cafe Trung Nguvén to chitc hop bao nhim céng bé sé lidu
nghién ctru thi tnromg cua Cong ty AC Nielsen va Kantar Worldpanel ve vi the cua
thwrong hiéu cafe Trung Nguvén nédi chung va san pham cafe hoa tan G7 ndi riéng

KINH DOANH 2012, 00:03 GMT+

i 5 M =Emai & Bénin

Trung Nguyén 'cdi chinh' vi thé so mot cafe G7

Hing nghién ciru Nielsen khﬁng dinh Nestle dan diu thi trrémg cafe hoa tan
trong thong cdo bdo chi phat di cudi chiéu gua, it ngiy sau khi Trung Nguyén
tuyén bo vi tri s6 mét, cing dwa trén nghién citu cia Nielsen.

= Tranh cdi vi thé 's6 mét' ciia cafe hoa tan G7

Chiéu 9/7, Céng tv nghién ciru thi tnrong Nielsen phét di théng cdo "Thi tnrong
cafe Viét Nam van ting trnrdmg tich circ”. Trong do, thi tnromg cafe hoa tan, bao
gom cafe 3 trong 1 (3in1) va 2 trong 1 (2inl) cé ting tnrong doanh sé tich cwe tai
6 thanh pho Ién, chn véu tir TP HCM. "Nestle dan dan thi tneéng, theo sét san la
cac nha san xuit trong mrée nhr Trung Nguyén va Vinacafe Bién Hoa'. thong cdo

neu ro.
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p  3.3.2 THIPHAN TUONG DOl

(relative market share)

» Thi phan twong doi: so sanh thi phan cta doanh nghiép vadi thi
phan cta déi thd dan dau.

Thi phan cia thwong hiéu
Thi phan cia doi tha 16n nhat

Thi phan twong doi =

» Y nghia:
» Danh gia su thanh cong va vj tri cia thwong hiéu trén thj truong

» SU dung cho chién lugc phat trién thuvong hiéu (BCG)
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Bdnh gia hiéu qua canh tranh

p 3.3.2 THIPHAN TUONG DOI VA MO HINH BCG

Ngdi sao D4u hdi

Toc do
phat trién
cua thi
trwong

Thép

Cao Thi phan twong déi Thép
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p 3.3.3MUCHPO XAM NHAP THITRUONG

(penetration)

» Ddnh gid mirc d6 pho bién clia thwong hiéu trén th
trwong, xac dinh so lvgng khach hang mua mot thuong
hiéu, san pham trong moét khoang thoi gian trén toan

bo thi truvong , ,
SO lwong khach hang mua san pham

Mirc d0 tham nhap  trong nganh hang (category)
thi truong (%) Quy md thi trweong

Mirc dd thAm nhdp SO lwgng khach hang mua thwong hiéu

cua thwong hiéu (%) Quy mo thi treong

Ty 1é tham nhap (%) Mtc do thdm nhap cua thwong thiéu (%)
(penetration share) =~ Mic do tham nhap thi treong (%)
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3.3.3MUC PO XAM NHAP THITRUONG

(penetration)

» Y nghta:
» Giup lwa chon chién lugc tang doanh sé phu hop

» Gianh khach hang tir d6i thd canh tranh

» Thu hut khach hang méi
» Gilup danh gia hiéu qua cta chién lwgc lwa chon
» Ngudn thong tin:
» Khao sat khach hang

» Ngudn thuvong mai
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Bdnh gia hiéu qua canh tranh

3.3.3MUC PO XAM NHAP THITRUONG

(penetration)

» Luu y:

» Cach xac dinh khoang thoi gian dé tinh chi s6 nay cé anh
hudng rat [&n dén két qua (tuy thudc tinh chat sdn pham)




»> 3.4 DANH GIA MARKETING MIX

(marketing mix metrics)

» Danh gid hoat dong truyén thong
» Danh gia hoat dong khuyén mai
» Danh gia hoat dong phan phoi

» Danh gia hoat dong dinh gia

31



»> 3.4 DANH GIA MARKETING MIX

(marketing mix metrics)

Cong cu danh gia co’ ban

Nguoén théng tin

Truyén théng (IMC)

Nhan biét (awareness) Khao sat

Nhé& lai san pham/thwong hiéu (recall) Khao sat

Thai do (attitude) Khao sat

ROI NGi bo

Hinh anh thwong hiéu (brand image) Khao sat

Phuwong tién truyén thong (GRPs, SOV) Ngudn théng tin thuong mai
Lead generation NOi bo

Doanh sé gia tang (incremental sales) NGi bo



»> 3.4 DANH GIA MARKETING MIX

(marketing mix metrics)

Nguon thong tin

Cong cu danh gia co ban

Khuyén mai

Doanh s6 gia tang (incremental sales) Nguoén théng tin thwong mai, ndi bd

Dung thur (trial) Ngudn thong tin thuwong mai, khao sat
Mua Iap lai (repeat) Nguon théng tin thuwong mai, khao sat
ROI NGi b6
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»> 3.4 DANH GIA MARKETING MIX

(marketing mix metrics)

Cong cu danh gia co ban

Nguon théng tin

Phéan phdi

Ban hang (sales)
Chi phi (cost)
Trwng bay (facing)

ROI

Doanh s6 clia moi clra hang/san
pham (sales per store/SKU)

NGi bo
NGi bd
NGi bo

NOi bb

Nguon thong tin thwong mai, ndi bd
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»> 3.4 DANH GIA MARKETING MIX

(marketing mix metrics)

Cong cu danh gia co’ ban

DPinh gia
Ban hang (sales)

Gia tuong doi (relative price)

Sw nhay cam vé gia (price sensitivity)

Mrc thay d6i gid binh quan
(average price change)

Mutrc dong gop loi nhuan bién
(contribution margin)

Nguoén théng tin

Nguon thong tin thuwong mai, nbi
bo

Ngudn thong tin thuwong mai, noi
bo

NGi bo

NGi bo

NGi bd
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p 3.5PANH GIATHUONG HIEU

(brand/product level metrics)

» Danh gia tai san thuong hiéu (Brand equity)
» La chi s6 chién luvgc quan trong nhwng rat khé dé cé thé
dinh lwvgng duoc.

» Chua thong nhat cach thirc danh gid chi sé nay

» MOt sO k§ thuat danh gid tai san thuong hiéu:
» Brand Equity Ten (Aaker)
» Brand Asset Valuator (Young & Rubicam)
» Brand Equity Index (Moran)

» Brand Valuator Model (Interbrand)
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3.6 DANH GIA HIEU QUA TAI CHINH

» Loi nhuan (profit)
» Loi nhudn bién té (margin)
» Thoi gian hoan von (payback)
» Gia tri hién tai rong (NPV)
» Ty suat hoan von ndi bd (IRR)

» Ty suat hoan von dau tu (ROI)
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4. DANH GIA NGAN SACH VA KIEM SOAT
chién lugc san pham
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» 4.1 DANH GIA NGAN SACH
cho chién lugc san pham

» Thuc té thuc hién so vdi ké hoach
» Hiéu qua st dung ngan sach so védi muc tiéu dé ra

» Hiéu qua str dung ngan sach cua tirng thuong hiéu
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p 4.2 CACYEUTO CAN QUAN TAM
khi dadnh gia ngan sach

» Udc lvgng dung lvgng thi trvong

» Tinh todn chi phi sdn xuat san pham va xac dinh muc gid
ban cho san pham

» Xem xét moi quan hé gitra doanh s, chi phi marketing va
lgi nhudn dé du kién mirc chi phi marketing, xac dinh chi
phi cho hoat dong marketing ho trg cho san pham trong
tirng thoi ky kinh doanh san pham.

» Udc lwvong vong doanh thu, tinh toan hiéu qua tai chinh
qua phuong phap tinh NPV dé lwa chon phuwong an chién
lwgc san phdm va ngan sach twong &ng
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p 4.3 KIEM SOAT
chién luoc san pham

Kiém tra méi trwé'ng marketing cho chién lwgc san pham

Phan tich khach hang, d6i thd canh tranh,
VIR -8 R doanh nghiép (muc tiéu, kha ndng nguodn luc,
kha nang quan ly, to chirc trong doanh nghiép)

MoOi trwong ky thuat, chinh tri - luat phap, dan
sO, van héa — xa hoi, ...

Moi trwo'ng vi mo
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p 4.3 KIEM SOAT
chién luoc san pham (tt)

Phan tich chién lwgc sdn pham

Muc tiéu la gi?

C6 phu hgp véi muc tiéu kinh doanh?

Co phu hop vai cac yéu té6 moi truong khéng?

Muc tiéu chién lwoc
san pham

Pinh huwdng
chién lwgc sdn pham
dang theo dudi

Doanh nghiép di theo chién luvgc chuyén moén hda hay da
dang hoa

Quyét dinh vé tap hop san pham

Quyét dinh vé thwong hiéu sdn pham

Quyét dinh vé chat lvong va dich vu cho sdn pham
Quyét dinh vé bao bi sdn pham

Quyét dinh vé sdn pham mai

Cac thanh phan trong

chién lwgc sdn pham

U

T6 chirc trong doanh
nghiép dé thwc hién
chién lwgc san pham

Cac hinh thic t6 chirc trong doanh nghiép dé thuc hién
chién lwgc san pham, chién lwgc san pham mai
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4.3 KIEM SOAT
chién luoc san pham (tt)

Hoat dong marketing ho tro’ cho chién Iwoc san pham

Nghién ctru moi trueong marketing
Th& nghiém thi trwong

Hé théng thong tin marketing

Cong tac nghién ctru
thi trwrong

) EVA V- CR LR G LGl - Chién lwgc gid san pham
W RENN L E IR X VR 118 Chién lwgc phan phdi san pham
IR AL AN E il -3 Chién luoc chiéu thi

43



p 4.3 KIEM SOAT
chién luoc san pham (tt)

Panh gia két qua cua chién lwgc san pham

Toc d6 tang trwdng thi phan, mic dd ghi nhé cla khach

Hiéu qua marketing ctia . “ s . S, o, ) .
hang vé san pham, mirc d6 thoa man cua khach hang,

chién lwgc san pham " . o o
chién luvgc san pham cd lién quan
Phan tich kha ndang hoan vén
Phan tich doanh so

Phan tich lgi nhuan

Hiéu qua tai chinh cuta
chién lwoc sdn pham

Thuan lgi, khé khan khi thuwe hién chién lwgce san pham
Panh gia chung Nhirng thay doi trong méi trudng marketing
Chién lugc sdn pham cé dung hudng khdng

Nhirng diéu chinh can DPiéu chinh muc tiéu chién lvoc
thiét trong chién lworc Diéu chinh dinh huwdng chién luoc

san pham Diéu chinh ndi dung chién lwgc san pham "




> TOM TAT

Panh gia hiéu qua theo khach hang
Dénh gid AAU

EEEEES » LN » L » Ll

Ty 1& nhan biét thuwong Ty |& thir sdn pham (trial) Ty & KH hai long
hiéu (Brand awareness) (Customer satisfaction -
CSAT)

Panh gia hiéu qua canh tranh Panh gia hiéu qua tai chinh

* Thi phan (Market share) * Loinhuan (Profit)

* Thiphan tuvong doi (Relative  Gia tri hién tai rong (NPV)
market share) e Ty lé hoan von ndi bd (IRR)

e Xam nhap thj trvong (Penetration) « Thoigian hoan von (Payback)

45



> TOM TAT

» Marketing cé tac dong |&n hon nhiéu so v&i doanh sé thuc
té - anh hudng dai han dén khach hang va tai san vo hinh
cua doanh nghiép

» Viéc danh gia hiéu qua hoat déng marketing giup xac dinh
ngudn thu trong tuong lai va hinh thanh nén gid tri cta
doanh nghiép

“Yone of the seven deadly diseases of management is
running a company on visible figures alone”

W. Edwards Deming
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> CAU HOI

» Tai sao cac doanh nghiép Viet Nam thuong it
quan tdm dén hoat ddng danh gia hiéu qua
marketing?

» Cac bién phap danh gid nao co thé ap dung
phu hgp véi hoan canh cua cac doanh nghiép
Viet Nam?
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