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LOI MO DAU

Cong cudc d6i méi kinh té ctia Viét Nam trong thdi gian qua da dat
duoc nhiéu tién bd ding k& trén nhidu Iinh vuc. Sau khi Luit DPau tu
Nude ngoai duoc ban hanh vao nim 1987, Viét Nam da thu hut ngay
cang nhiu cdc nha diu tu trén thé giGi, dic bigt Ia tir mét s6 nude cd nén
kinh € phat trién nhu My, Anh, Phép, Dtrc, Nhat, Singapore. .. Tu duy va
k¥ ndng quan 1y méi cling du nhép vao Viét Nam. Nhitng kinh nghiém
thuc tién rat ra tir cdc hoat dong trao ddi thuong mai véi cac nude gitup
ching ta cai tién rat nhidu trong cdng tdc quan 1y, diéu hanh va vach ra ké
hoach phat trién cho tuong lai.

Qua trinh héi nhdp cua Viét Nam vao khéi céc Qubc gia Dong Nam
A (ASEAN) ciing nhu viéc tham gia vao Khu vuc Maiu dich tu do
ASEAN (AFTA) ndm 1995 va vao T6 chitc Thuong mai Thé gi6i (WTO)
ndm 2006 dd minh chimg cho su tién b nhanh chong, vuot bic ciia mot
dét nude ma cach day chi vai thap nién vAn con rét kho khén, b& ngd véi
phong céach quan Iy hién dai.

Cung véi sy phét trién kinh té x4 hoi, trong cac truong dai hoc tai
Viét Nam nhiéu mén hoc cung cép kién thie va k¥ néng quan 1y méi nhu
Quan tri Tai chinh, Quan tri Ngudn nhan luc va ddc biét la Marketing da
duoc dua vao gidng day. Mét s tua sich chuyén nganh cling 33 duoc
dich sang tiéng Viét dé sinh vién c6 co hoi hoe tap va nghién ciru.

Trong linh vyc Marketing, ching ta da thdy c¢6 rdt nhiu tua sich
dugc dich va bay ban trén thj truong. M5i tic gia hay nhém tac gia di cé
géng hét sitc minh d& bién tap lai cho ph hop hon véi moi trudng kinh
doanh khé phire tap tai Viét Nam. Déi véi ching t6i, muc tiéu cia gido
trinh nay cling khéng nim ngoai y tuong d6. Chung t6i mong mudn viét
tiép cho nhu ciu rong 16n nay va huéng dén d6i twong 14 sinh vién cac hé
dang dugc dao tao tai cac truong dai hoc trén ca nude,

Trong qua trinh bién soan, ching t6i ¢6 ging tham khao nhidu ngudn
tai li€u trong va ngoai nudc, ciing nhu két hop véi kinh nghiém giang day
tich Iily dwoc. Gido trinh nay dwoc viét thanh 5 phin véi 12 chwong.



PHAN 1: GIOI THIEU VE MARKETING
v" Chuong 1: Nhdp mon Marketing

PHAN 2: MOI TRUONG MARKETING - LUA CHOQN THI
TRUONG MUC TIEU VA PINH VI

v Chuong 2: Mbi trudng Marketing

v' Chwong 3: Hanh vi khdch hang

v" Chuong 4: Nghién ctru Marketing

v" Chuong 5: Phén khic, lua chon va dinh vi thi truong
PHAN 3: CAC CHIEN LUQC MARKETING

v’ Chuwong 6: Chién lugc san phdm

v Chuong 7: Chién lugc dinh gi4

v’ Chwong 8: Chién lugc phan phéi

v' Chuong 9: Chién lugc xdc tién
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PHAN 5: CAC HOAT PONG MARKETING KHAC
v" Chuong 11: Marketing dich vu
v’ Chuong 12: Marketing qudc té

Trong qué trinh viét gido trinh nay, mac du ching tbi da c6 nhiéu nd
luc de bién soan nhung chic chin khéng thé tranh khoi thiéu sét. Ching
t6i rt tran trong va biét on ban doc c6 nhiing y kién déng gép cho cudn
sach dé 13n t4i ban sau duogc tdt hon. Moi trao ddi gép ¥ xin vui long goi
vé Khoa Thuong Mai - Du Lich - Marketing, truong Pai Hoc Kinh Té
TP.HCM, sb 54 Nguyén Vin Tha, Q1, TP.HCM.

Chiing t6i chéan thanh cam on.
TAP THE TAC GIA
02/2012
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PHAN 1:
GIOI THIEU VE MARKETING
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Chuwong 1: Nhdp mén Marketing

CHUONG 1: NHAP MON MARKETING

(Marketing introduction)

Muc tiéu chwong 1:

= Gidi thiéu su hinh thanh va phat trién ciia Marketing.

=+ Gidi thiéu mdt s6 khéi niém Marketing, tir d6 mit ra ban
chét ctia Marketing.

= Chi ra tim quan trong ctia Marketing.

= Trinh bay céc chic ning co ban ctia Marketing.
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1.1 SU RA POI VA PHAT TRIEN CUA MARKETING

1.1.1 Sy ra doi cia Marketing

Khi san xuit hang héa ra doi va phét trién, su trao ddi ciing phat
trién theo. Muc dich ctia san xuét hang héa 12 lgi nhun nén viéc tiéu
thu hét san phdm c6 y nghia dic biét quan trong dbi voi moi doanh
nghiép.

Trong qué trinh trao doi, c6 nhiéu méi quan hé méu thun, trong dé
c6 hai mdi mau thuin chinh yéu:

- Maéu thufn giira nguorl bén v6i ngudi mua: ngudi ban ludn mudn ban
nhiéu hang, ban véi gid cao dé c6 nhiéu 10i; nguoc lai ngudi mua
‘mudn mua véi gid thap dé c6 thé mua dugc nhiéu.

- Mau thuin gitra nguoi bén véi ngudi ban: nhu'ng nguoi bén déu
mudn 16i kéo khich hang vé phia minh, gianh va chiém giir nhiing
thi truong thuén loi.

Hai mau thufn ndy ton tai khch quan va gan lién v6i khau tiéu thu. Két
qua cua hai méu thuan nay la 1am cho qu4 trinh tiéu thu hang héa tré nén
kho khan.

Dé tdn tai va phat trién, cdc doanh nghiép dua ra nhiéu giai phap dé
ddy manh bén hang nhur:

- Cho khéch hang d6i tra hang khi khong vira y, ton trong khéch hang,
tim hiéu y muon cua khich hang dé dap ung.
- Cho ngdu nhién mét vt qui vio goi hang dé kich thich long ham
mudn cia khich hang.
- Ghi chép, theo doi mirc ban cac mit hang. ..
Nhimg giai phdp nhu trén la nhim giai quyét nhimg mau thuin giita
nguoi ban voi ngudi mua va ngudi ban véi ngudi ban. D6 cling 13 nhimg
ndi dung dau tién cua céc hoat dong ma ngay nay goi la Marketing.

Marketing 12 mgt thuét ngir t1eng Anh dugc sir dung dAu tién vo nam
1902 trén gidng duong dai hoc Tdng hop Michigan & M§.

Tuy cdc hoat dong Marketing c6 tir rat 1au nhung khéi niém chi hinh
thanh tir nhu‘ng nim dau cua thé ky 20. Trai qua qud trinh hinh thanh va
phét trién, ndi dung cua Marketing ngay cang dugc hoan thién va phong
pha. Ngay nay Marketing dwoc tmg dung rong rdi trong cdc nudc c6 nén
kinh té thi truong phét trién va dang duoc truyén b4 sang nhiéu nudc khic
trén thé gidi.
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1.1.2 Cac giai doan phat trién ciia Marketing

Cho dén nay, qud trinh phat trién céc quan diém Marketing d3 trai qua
cic giai doan tién héa chu yéu sau:

1.1.2.1 Giai doan huwéng theo sin xuit (Production Orientation Stage)

Truéc nam 1930, cac cong ty chi tap trung vao viéc san xuat Céc nha
diéu hanh san xuét va c4c k¥ su 1a ngudi ¢6 anh huong quyet dinh den ké
hoach cua cong ty. Giai doan nay phu hop voi hai tinh hudng;: thir nhét 12
khi nhu cAu thi truong 16n hon kha néng cung tng, thit hai 1a khi chi phi
san xuét qué cao va viéc ting ning suét 12 cén thiét dé kéo chi phi xuéng.

Céc nha san xudt c6 bd phan b4n hang, nha quan tri ban hang c6
nhiém vu quan 1y lyc luong ban hang. Chirc nang cua b phan ban hang
don gian 1a g1a1 quyét dau ra cia cong ty véi gid duge xéc dinh béi bo
phén san xuat va tai chinh.

Tuong tu nhu nha san xudt, cdc nha budn si va nha buén 1¢é trong giai
doan nay nhan manh vao céc hoat dong bén trong, tap trung vao hiéu qua
va kiém sodt chi phi.

1.1.2.2 Giai doan huéng theo sin phfim (Product Orientation Stage)

Céc nha san xuit lic nay cho rang khéch hang khong chi can c6
san pham va khong chi quan tam dén gld thp ma con quan tdm dén
chinh san phidm, quyét dinh mua chu yéu dya trén chét lugng ctia san
pham Do ngudi tiéu ding mudn san pham c6 chét lwong cao nhit so
v6i sb tién ho bd ra nén cic nha san xuét tép trung tao ra nhiéu san
pham c6 chét lugng cao, tinh xéo va khong ngirng cai tién ching dé
thu hiit khach hang.

Nhing nha san xuét gia dinh riang khach hang mubn san phdm nhu vay
nén ho san xuét ra ching. Nhung nhiing mong muon cua khéach hang thuong
khac hon nhitng sén pham cung c4p nén khau tiéu thu van khé khian.

1.1.2.3 Giai doan huéng theo ban hang (Sales Orientatien Stage)

Giai doan dai khung hoang kinh té the gioi lam thay d6i nhan thic clia
cic doanh nghiép. Van dé chinh trong nén kinh té khong con 1a chd trong
ting cudng san Xuat ma la phai cha trong dén viéc ban san pham lam ra.
Viéc dura ra san pham t6t vin chura dam bao sy thanh cong trén thi truong.
Céc nha quan ly nhan thay rang d8 ban dwoc san phim trong mot moi
trudng ma ngudi tiéu thu c6 nhiéu co héi lva chon doi héi nhitg nd luc
xiic tién dang ké.

Trong giai doan huong theo ban hang, cic hoat dong khuyen khich khach
hang mua dugc sir dung ram 1o dé ban nhitng san phadm ma cong ty da san
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XUAL. Trong giai doan nay nhing hoat dong bén hang va nhimg nha quén trj
bén hing bt dau dwoc coi trong va ¢6 nhiéu trédch nhiém hon trong cong ty.

Chinh trong giai doan nay, nhitng cich bin hang qua tich cuc (hard sell)
nhu thic ép, vin dong khach hang mua san pham c¢6 san va nhimg cach ban
hang phi dao dirc dugc thyc hién. Két qua 12 tht ca cac hoat ddng bdn hang
phai ganh chiu nhiing tiéng xAu. Day 12 hinh thirc Marketing truyén théng,

1.1.2.4 Giai doan hwéng theo Marketing (Marketing Orientation
Stage) — con goi Ia hudng theo khich hiang
Sau chién tranh thé giGi lan thir hai, nhu clu gia tang nhanh chéng &
khip cdc nuée. Cac nha san xuat gia tdng san lugng. Ho ciing st dung
cic hoat dong ban hing va xiic tién @& ddy manh tidu thu. Tuy nhién, lic
nay nguoi tiéu thu khong dé bi thuyét phuc. Nhung ngudi bin nhén thay
ring nhimg nim chién tranh dd lam thay dbi c4c gi6i tibu thu va dua
ngudi phu nir tham gia vao luc luong lao dong trong xa hoi nhiéu hon.
Nguoi tiéu thu c6 kién thirc, kinh nghiém, hiéu biét va it bi anh huéng
hon. Ngoai ra, ho ¢6 nhiéu su lwa chon. Nho nhitng k¥ thudt mdi Gmg
dung trong san xuit, san pham ngay cang phong phu va da dang hon.

Do véy, hoat dong Marketing tiép tuc thay déi. Nhleu cong ty nhén
thiy ring ho phai san Xudt nhitng g1 nguoi tiéu thy cAn. Céc cong ty xdc
dinh nhu céu cua nguoi tiéu thu va thiét ké céc hoat dong cua cong ty dé
d4p tmg nhitng nhu ciu nay cang hiéu qua cang tbt.

Trong g1a1 doan nay hinh thirc Marketing hién dai duoc 4p dung. M6t
s6 cong viée trude day thudc cac bd phén chic nang khac nay dugc giao
cho by phan Marketing gidm sat hay tham gia y kién nhu kiém soét tdn
kho, thiét ké san pham, dich vu.. . Ngoai ra, cic hoat dong Marketmg
phai duoc hoach dinh trong nhimng ke hoach kinh doanh ngan han va dai
han cuia cong ty. Cdc nha quan tri chang nhitng phai hiéu tdm quan trong
cua Marketing ma con phai c6 tur duy, tdm nhin Marketing.

1.1.2.5 Marketing xa hdi (The Societal Marketing Concept)

Chéng bao lau sau khi duoc chip nhan réng ri trong nhiéu cong ty, khai
niém Marketing lai tiép tuc duge phan tich. Trong hon hai muoi nam gan
day, nhidu nha phé binh cho rang Marketing khong quan tam dén trich
nhiém xa hdi. Mac du Marketing c6 thé gitp cong ty dat duge muc tiéu thoa
man khach hang, thu duoc loi nhudn nhung déng thoi cung ¢ nhimmg hoat
déng bt loi cho cong ddng (xa hoi) nhu gy 6 nhiém mbi trudng, 1am can
ki¢t tai nguyén, anh hudng stc khoe nguoi tiéu dung Tinh hinh trén doi
hoi doanh nghiép phdi c6 mdt quan diém méi rong hon quan diém
Marketing.
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Theo quan diém nay, nhitng ngudi 1am Marketing phai can dbi ba vén

dé trong khi hoach dinh céc chinh sach Marketing. D6 la:
(1) Thoa méan nhu cu va mong mudn cta khéch hing.
(2) Pép tmg nhimg loi ich chung, 1au dai cua xa hoi.
(3) bat dugc nhitng muc tiéu hoat dong cta cong ty.

Mot s6 doanh nghiép da thu dugc doanh s6 va loi nhuan rét 16n do
vi¢c thich img va dp dung quan diém nay.

Hién nay nim quan diém Marketing nay van duogc cic doanh nghiép
van dung khi quan tri Marketing. Theo thoi gian Marketing van tiép tuc
duoc nghién curu va phat trién dé ngay cang hoan thién va thich img véi
su thay doi kinh té — x& hdi trong thdi dai méi.

Céc giai doan phit trién ctia quan diém Marketing dugc tém tét trong

bang 1.1 sau day:
Bing 1.1: Cdc giai dogn phdt trién ciia Marketing

Hudng T4p trun Nhiing dic trung va muc
Marketing P g dich
Tang san lugng.
San xuit | Ché tao Kiém soat va giam chi phi.
Thu lgi nhuén qua ban hang.
Chi trong chat luong.
San phim | Hang héa Cai tién san phdm, nang cao chét
lugng.
Tao lgi nhudn qua béin hang.
Bén nhitng san pham | Xic tién va béan hang tich cuc.
Ban hi da san xuat ra Thu loi nhuén nh& quay vong vén
an hang AR : it Gy
Y€u céu cua nguoi | nhanh va muc bén cao.
ban
Xiéc dinh nhimg diéu | Marketing lién két c4c hoat dong.
khich hang mong
muén DPinh ré nhu ciu trudc khi san
Marketing | Yéu cau cia ngudi | xuét.
mua Loi nhuédn thu dugc thdong qua su
thdéa man va trung thanh cua
khich hang.
Yéu cdu cta khdch | Cin d6i gifta thod mian khich
Xa hoi hang hang, loi nhudn cdng ty va loi ich
Loi ich cong df)ng l1au dai cua x3 hoi.

Nguﬁn: Dua theo Philip Kotler (2000), Nhitng Nguyén ly Tiép thi, tai ban
lan 2, tdp 1, Tp.HCM: NXB Théng ké, trang 37.
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1.2 KHAI NIEM MARKETING
1.2.1 Mjt so thuit ngir trong Marketing
1.2.1.1 Nhu ciu (Needs)

Nhu ciu ciia con ngudi 13 trang thai thiéu hut phai duoc thoa mén
trudce het D6 1a nhiing gi con ngudi cin nhu thue phdm, quan 4o, nha
&... dé ton tai. Nhitng nhu cdu nay khong do x4 hdi hay nhimg ngudi lam
Marketing tao ra. Chung phat sinh tir tdm sinh ly va ban ning cua con
nguoi.

1.2.1.2 Mong muén (Wants)

b6 la hinh thai nhu ciu ctia con ngudi & mirc do sau hon, cu thé hon.
Uéc mudn duge hinh thanh dua trén nhitng yéu té nhu vin héa, t6n gido,
nha truong, gia dinh va ca doanh nghiép. Nhu vdy, mong muon cling phat
sinh tir tdm sinh 1y con nguoi nhung cé y thu'c Mong mudn ctia con
ngudi thuong da dang hon rét nhiéu so voi nhu ciu.

Marketing phai bét dau tir nhitng doi héi, véc mubn ctia con nguoi.
1.2.1.3 S6 ciu (Demands)

S6 cau la nhitng mong mubn vé nhing san pham cu thé c6 tinh den
kha ning va su sin sang dé mua chung. Mong muén s& tré thanh sb ciu
khi ¢6 strc mua.

Doanh nghiép phai do ludng khong chi vé sb luong nguoi muon co
san phim ma quan trong hon la sé lwgng ngudi c6 kha ning va sin sang
mua ching.

Marketing khong tao ra nhu cau (needs), nhung co thé tac dong dén
uéc muon (wants). Marketing anh hucmg dén sb céu (demands) bing
céch tao ra san pham thich hop, hip dan, tién dung... cho khéch hang
muc tiéu.

1.2.1.4 Sin phim (Products)

San phim 1a bat cir nhitng gi dugc dua ra thj truong dé théa méan nhu
ciu va mong rnuon cua khach hang. Khdi niém sin pham trong
Marketing bao gdm ca san phim vét chit va phi vat chét. San pham theo
quan diém Marketing thé hién & nhidu dang nhu san pham hitu hinh, dich
vy, thong tin, kinh nghiém, tai ning, dia diém, td chure, y tuong...

1.2.1.5 Trao d6i (Exchanges)

Trao dbi 12 hanh vi nhin duoc vét mong mubn tir mdt ngudi va dua
cho ho vat khac. Trao dbi la mét trong bdn phuong thirc con ngudi ding
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dé c6 dwoc san phidm. Ba phuong thic con lai 1a: tu san xuét, tude doat,
va xin clia ngudi khéc. Dé mét su trao ddi mang tinh Marketing xay ra
can ¢6 nhitng diéu kién sau:
- Phai c6 it nhit hai don vi xd hoi- ca nhan hay tb chirc- m&i bén phai
¢6 nhu céu can dugc thoa man.
- Céc bén tham gia mot cach tu nguyén. Mdi bén tu do chip nhén hay
tir chéi nhitng d& nghi.
- MB&i bén phai ¢6 céi gi co gia trj dé trao ddi va phai tin ring s& c6
nhimg loi ich tir su trao d6i do.
- MBOi bén phai cé kha ning truyén dat véi dbi tic va phai cé trach
nhiém vé hanh vi ctia minh.

1.2.1.6 Thi trwong (Market)

Thi truong bao gom tét cé cac khach hang c6 nhu cau (needs) hay
mong muon (wants) chua théa mén, c6 kha néng va sin sang tham gia
trao d6i dé thoa man nhirng nhu ciu hay mong muon do. Thi trudong cua
mdt cong ty con co thé bao gdm ca gidi chinh quyén va cac nhém quin
chung khac...

1.2.1.7 Khach hang (Customers)

Khach hang la nhimg cd nhan hay t6 chiic ma doanh nghiép dang
huéng cac no lyc Marketing vao. Ddy la nhimg ca nhan hay t6 chirc cé
didu kién ra quyét dinh mua sim.

1.2.1.8 Nguoi tiéu dung (Consumers)
_Nguoi ti€u dung bao gdm c4 nhén, ho gia dinh sir dung hay tiéu thu san
pham.
1.2.1.9 Gia tri cim nhén ciia nguoi ticu dung (Customer Perceived Value)
La danh gia cua khach hang vé su }(héc biét gilta toan bd loi ich cua
mdt san pham va tat ca chi phi bo ra dé c6 dugc san pham, so véi nhitng
san phim canh tranh khéc'.
Khai niém nay dé cap dén nhimg cam nhdn ma khach hang c6 dugc
tlr viéc so hitu hodc sir dung san pham vuot trén nhimg chi phi b6 ra dé
¢6 san phdm. Khach hang san long tra gia cao néu nhu nhan thay nhitng

gi4 tri tim kiém tir sin phdm cao hon chi phi bo ra. M6t san phdm khong
dép ung duoc

! Philip Kotler, Gary Amstrong (2008), Principle of Marketing, 12" edition, Pearson
Education International, Prentice Hall, trang 13.
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nhu cau ctia khach hang 13 c6 gia tri khéach ha‘mg2 thdp. Khach hang s&
thoa mén hon khi gia tri khich hang cao.

Nhu vay, de tao ra gia tri khach hang céc nha quan tri Marketing c6
thé tao ra su két _hop ddc déo nhirng lgi ich ma khach hang muc tiéu
nhén dugc bao gém chit lugng, gid, sy thudn tién, giao hang ding han,
dich vu trudce, sau khi ban va ca nhitng gia tri v6 hinh khac. Khach hang
s€ chon mua mét san pham cua doanh nghiép nio ma ho nhan thdy cé
gi4 tri cdm nhan cao nhit,

Trén day la nhitng khai niém lam nen tang cho nghién ciru va ung
dung Marketing trong doanh nghiép hay t6 chic.

1.2.2 Khainiém va ban chit ciaa Marketing

Trai qua trén 100 ndm hinh thanh va phat trién, noéi dung cua
Marketing da c6 nhiéu thay ddi, khi dich sang tleng nude khac kho thé
hién day du va tron ven. Do véy nhiéu nudc van gilt nguyén thuét ngir
bang tiéng Anh @ sir dung. Tai Viét Nam, thuat ngir nay thudng duge sir
dung thay cho tir “Tiép thi”, nhét 1a trong gidi chuyén mon.

Dudi déy 1a mot s6 quan diém va khai ni¢m Marketing hi¢n dai cua
céc td chire, higp hdi va cic nha nghién ctru vé Marketing trén thé gioi
dugc chip nhén va phd bién trong nhitng thdp nién gan day: ;

- Theo CIM (UK’s Chartered Institute of Marketing): “Marketmg la
qua trinh quan tri nhan biét, du doan va dap tng nhu cau cua khach
hang mot cach c6 hiéu qua va c6 loi”.

- Theo AMA (American Marketing Association, 1985): “Marketmg
la tién trinh hoach dinh va thuc hién sy sang tao, dinh gi4, xuc tién

" va phan phdi nhitng y tudng, hang héa va dich v dé tao ra sy trao
ddi va thoa man nhitng muc tiéu ctia c4 nhén va tb chirc”.

- Theo Groroos (1990): “Marketing 12 nhirng hoat dong thiét lap, duy
tri va cung cb lau dai nhitng mbi quan hé¢ vé&i khach hang moét cach
co loi dé dap Ung muc tiéu cua cac bén. Diéu nay dugc thyc hién
bang su trao ddi giita c4c bén va thoa min nhing diéu hira hen”.?

- “Marketing 1a mot hé thong cac hoat dong kinh doanh thiét ké dé
hoach dinh, dinh gi4, xtc tién va phan phéi san phim théa man mong

3 Tir “customer value” dugc dung thay cho “customer perceived value” trong nhiéu sach
vé Marketing.

4 Philip Kotler, Siew Meng Leong, Swee Hoo Ang, Chin Tiong Tan (1996), Marketing
Management- An Asian Perspective, 8" edition, Prentice Hall, trang 37.
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mudn cla nhimg thi trudng muc tiéu nhim dat duoc nhitng muc tiéu
ctia to chire”.*

- Theo Philip Kotler (2008): “Marketing 2 tién trinh doanh nghiép tao ra
gia tri cho khach hang va x4y dung manh mé nhimg méi quan hé véi
khach hang nham dat duoc gia tri tir nhimg phan (mg cta khach hang”.*

- Theo AMA (2007):' “Marketir}g 1a toan bd tién trinh sang tao, truyén
thong va phan phoi gia tri dén khach hang va quan tri nhiing moi
quan h¢ véi khach hang theo hudng c6 loi cho té chire va cé dong”.6

Tur nhitng khai niém trén, chiing ta c6 thé rut ra mot vai nhan xét sau:

(1) Marketing 12 tién trinh quén tri. Marketing can dugc xem 12 mot
b0 phén chirc nang trong mét t6 chirc va cin c6 nhiéu k¥ nang quan tri.
Marketing can hoach dinh, phan tich, sip xép, kiém soat va dau tu céc
nguén luc vat chat va con nguoi. DI nhién, Marketing ciing cin nhitng
k¥ néng thuc hién, dong vién va d4nh gid. Marketing gidng nhu nhirng
hoat dong quén trj khéc, c6 thé tién hanh hiéu qua va thanh céng nhung
cling c6 thé kém coi va that bai.

(2) Toan b céc hoat dong Marketing huéng theo khach hang
(Customer-oriented). Marketing phai nhan ra va thoa man nhitng yéu
cau, mong muén ciia khich hang. Marketing bét dAu tir y tudng vé “san
phim thoa man mong muén” (Want-satisfying product) va khong ding
lai khi nhirng mong mubn cua khach hang da dat duge ma van tiép tuc
sau khi thuc hién su trao dbi.

B¢ lam khach hang hai long hon, cdc nha Marketing khong chi
quan tdm dén déc trung cua san phdm ma con cha y dén nhimg loi ich
va trai nghiém do san pham tao ra cho khach hang,

(3) Marketing théa man nhu ciu cua khach hang mét cach c6 hiéu
qua va c6 lgi. Mot t6 chitc khong thé thoa man tat ca moi ngudi trong
moi luc, cac nha lam Marketing d6i khi phai c¢6 sy didu chinh. Higu
qua ¢ déy c6 ngu y la cac hoat dong phai phu hop v6i kha niing ngudn
luc cua té chirc, véi ngén sach va véi muc tiéu thuc hién cia bd phéan
Marketing.

* William J. Stanton, Michael J.Etzel & Bruce J. Walker (1994), Fundamentals of
Marketing, 10® edition, McGraw-Hill Inc, trang 6.

* Philip Kotler, Gary Amstrong (2008), ai liéu da din, trang 5.

6 www.Marketingpower.com, khai niém nay duge céc tac gia Kerin, Hartley, Rudelius,
néu trong quyén Marketing — The Core, 2007.
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Marketing dugc thuc hién trong nhitng td chirc phi loi nhuén ciing
can quan tri c6 hiéu qua, kiém soat chi phi nhung khong vi lgi nhuén.
Trai lai, trong cac doanh nghi¢p, kha ning tao 1¢i nhuan phai dugc xem
xét mot cach chinh dang. Tuy nhién, mot s6 cong ty chép nhén chiu 16
trén mot vai san phim hozc khu vuc thi truong dé huéng dén muc tiéu
chién lugc rong hon, 14u dai hon nhung diéu nay phai dugc hoach dinh
va kiém soat. N6i chung, mot doanh nghiép khéng tao ra loi nhuén thi
khong thé tdn tai. Do vdy, Marketing c6 nhiém vu duy tri va gia tang
loi nhuén.

(4) Trao ddi 12 kh4i niém tao nén méng cho Marketing. Tuy nhién,
cac hoat dong Marketing lai tao diéu kién cho qua trinh trao dm dién ra
thuén loi nhim muc dich théa min nhitng doi hoi va ude mudn cta con
ngudi. Nhimg hoat dong Marketing thuc hién nhim xay dung va duy
tri nhitng quan hé trao ddi c6 gia tri. Cac nha quan tri Marketing mudn
xay dung nhirng quan h¢ viing chic voi khach hang phai tao ra va cung
cap gia tri vugt troi cho khach hang.

(5) Néi dung hoat dong Marketing bao gom thiét ké, dinh gia, xuc
tién va phan phdi san pham Marketlng dung nhiing phuong cach nay
dé kich thich su trao dbi. Bang viéc thiét ké, tao su tinh té cho san
pham, dua ra gia ban hop ly, xay dung nhén thirc va va thich, dam bao
kha ning cung cép, cdc nha Marketing c6 thé lam gia ting mirc ban.
Do vay, Marketing c6 thé dugc xem 12 mdt hoat dong quan tri nhu ciu
thi truong.

(6) Nhimg khéi niém Marketing méi trong vai nam gin day nhan
manh hoat dong Marketing dugc thue hién nham tao gia tri cho khach
hang va xay dung, duy tri méi quan hé 14u dai v&i khach hang. Duéi
goc d6 kinh doanh, Marketirg bao ham nhiing hoat dong xay dung kha
néng sinh loi va nhimng moi quan hé trao ddi co gia tri voi khach hang.
Trong tién trinh Marketmg (hinh 1.1) nhimng budc dAu tién déu tdp
trung vao nhiing cong vigc nham hiéu khach hang, tao ra gi4 tri danh
cho khéach hang va xdy dung mbi quan hé chit ché véi khach hang.
Théng qua d6, doanh nghiép thu lgi nho tao ra gié tri vuot troi cho
khach hang. Theo Philip Kotler, bing viéc sang tao gia tri danh cho
khéch hang, doanh nghiép s& nhén duoc gia tri tir khach hang thé hién
qua doanh sb, loi nhuan va hon the nita 1a tai san nhan dugce tir quan
hé v6i khach hang trong dai han.’

7 Philip Kotler, Gary Amstrong (2008), tai li¢u da dan, trang 5.
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1.2.3 Khic biét giira quan diém Marketing va quan diém ban hang

Nhiéu ngudi ¢6 suy nghi ban hang va Marketing la glong nhau. Tuy
nhién c6 sy khic biét 16n giita hai quan diém nay. Theodore Levitt phén
biét hai quan diém nay nhu sau: bén hang la nham vao nhu cau cua
nguoi ban, trong khi Marketing thi nham vdo nhu cdu ctia ngudi mua.
Quan diém ban hang dé tdm dén nhu cdu ctia ngudi ban 1a lam thé nao
dé bién san pham clia minh thanh tién mit, con quan diém Marketing thi
quan tdm dén y tuong thoa mén nhitng nhu cau cua khach hang bing
chinh san phim va tit ca nhing gi hen quan dén viéc tao ra, cung tng
va cudi cing 12 tiéu ding san phdm d6® (Hinh 1. 1).

Hinh 1.1: Khdc biét giiva bdan hang va Marketing

Xuit phat — Tiéu diém — Phwong ti¢n — Muc tiéu

Quan diém = - = s : e
Cong ty — San pham — Ban hang — Loi nhuén théng

ban hang & xtic tién  qua ban hang

Quan diém [ 1) romg — Nhu chu — Phéi hop — Loi nhuan thong

Marketing | muctieu =~ K.Hing Marketing qua thoa mén

Ngudn: Philip Kotler (2003), Qudn tri Marketing, Tp. HCM:

B Théng
ké, trang 26.

Khi doanh nghiép tao ra san phém va c¢b géng thuyet phuc khach
hang mua san phdm, d6 la ban hang. Ban hang bit diu tai cong ty,
dya trén nhitng san pham hién c6 ciia cong ty va dua vao nhing hoat
dong ban hang va xuc tién manh dé ban hang thu l¢i nhudn. Thyc té,
doanh nghi¢p c¢b ging lam cho nhu cau cta khach hang thich tng véi
san phidm duoc cung cip boi doanh nghiép.

Khi mé6t doanh nghiép tim hiéu mong mudn cua khach hang va
phét trién san phdm thoa man nhitng yeu ciu nay dé tao lgi nhuan, d6
la Marketing. Marketing bat ddu voi mot thi trudng da xac dinh 16,
tap trung vio nhirng diéu khach hang cin, phéi hop céc hoat dong dé
tac dong dén khach hang va tao loi nhuén théng qua su théa man dé.

4 Philip Kotler, Kevin Lane Keller (2009), Marketing management, 13™ edition, Pearson
Education Inc., Upper Saddle River, New Jersey, trang 59.
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Trong hoat dong Marketing, cong ty didu chinh su cung cép theo nhu

ciu cua khach hang.

Sau day 1a mot sb diém khéc biét giita ban hang va Marketing:

Bang 1.2: Khdc biét gitta Bdn hang va Marketing

Bdn hang

Marketing

-Nhin manh dén
phém.

- Tim cach ban nhiing san
phim d3 cé sén.

-Quan tri hudng
doanh s6 bén.

- Hoach dinh ngin han,
huéng dén thi truomg va
san pham hién tai.

-Chu trong quyén loi
nguoi ban.

san

theo

- Nhin manh dén nhu cdu va wéc mudn cua
khach hang.

- X4c dinh mong mudn khéch hang, thiét ké
va phén phdi san phim dé théa man mong
doi nay.

- Quan tri theo hudng loi nhuén lau dai.

- Hoach dinh dai han, huéng dén san phém
moi, thi trudng sau ndy va su phét trién
trong tuong lai.

- Chu trong loi ich ngudi mua.

Ngu(}:‘m: Dya theo Philip Kotler (2000), Nhitng Nguyén Iy Tiép thi, tai ban
lan 2, Tp.HCM: NXB Thong ké, trang 36.

Hi¢n nay, trong cdc cong ty Marketing dua ra triét 1y va dinh
huéng nhiéu hoat dong cua cong ty. Nhitng muc tiéu Marketing phan
anh nhiing muc tiéu chung cia cong ty. Marketing tiép tuc van nhan
manh dén phan tich va théa man khach hang, dinh huéng nhiing ngudn
luc cua cong ty dé tao ra san pham ma khach hang mubn va diéu chinh
theo nhimg thay db6i vé nhu cdu va dic trung cua khach hang.
Marketing tim kiém nhitng su khéc biét thyc sy trong thi hiéu cta
khéch hang va sang tao nhiing gia tri dé dap tng.

Dua theo triét 1y Marketing, ban hang duogc sir dung dé thong dat va
tim hiéu khach hang. Nhimng su khong hai long cua khich hang s& dan
den su thay doi chinh sach ban hang.

1.3 MUC TIEU VA CHUC NANG CUA MARKETING
1.3.1 Muc tiéu ciia Marketing

Marketing huéng dén ba myc tiéu chi yéu sau:

- Thoa mén khach hang: La vén d& sbng con cua cong ty. Cac nd
luc Marketing nhdm dap tng nhu cau cua khach hang, 1am cho ho
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hai 16ng, trung thanh véi cong ty, qua dé thu phuc thém khach
hang méi.

- Chién théng trong canh tranh: Giai phép Marketing gitip cong ty dbi
phé tot céc thach thirc canh tranh, bao dam vi thé canh tranh thuin
loi trén thi trudmg.

Hinh 1.2: Muc tiéu ciia Marketing

Khai niém Marketing
: Su théa méan cua
Huong theo ™\ khach hang
khach hang Muc
‘ .- A 7
tieu cua
tb chuc
Phéi hop céc 2
p Su thanh cong
hoat dong B el
cua to chirc

Ngudn: William J. Stanton, Michael J.Etzel & Bruce J. Walker (1994),
Fundamentals of Marketing, 10" edition, McGraw-Hill, Inc, trang11.

- Loi nhuan lau dai: Marketing phai tao ra mirc loi nhuan can thiét
gitp cong ty tich liiy va phat trién. Sy trung thanh ctia khach hang
lién quan mat thi€t v6i kha ning sinh lgi clia cong ty trong hién tai
va ca trong tuong lai.

1.3.2 Chirc ning ciia Marketing
Chure néng co ban ciia Marketing 14 dua trén sy phén tich mbi truong
dé quan tri Marketing, cu thé la:

- Phaén tich moéi trudmg va nghién ciru Marketing: dir bdo va thich mg
v61i nhitng yéu to moi truong anh hudng deén su thanh cong hay that
bai; tap hop cac thdng tin d€ quyét dinh céc véan dé Marketing.

- MG rdng pham vi hoat dong: lua chon va dua ra c4ch thirc thim nhéap
nhitng thj truomg méi.

- Phén tich nguoi tiéu thyu: xem xét va danh gia nhitng dic tinh, yéu
cdu, tién trinh mua cta nguoi tiéu thy; lua chon céc nhém nguoi tiéu
thu d€ hudng céc nd luc Marketing vao.
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Hoach dinh san phdm: phat tnen va duy tri san phim, dong va tép
hop san pham, hinh &nh san phdm, nhan hiéu, bao bi; loai bo sin
phim yéu kém.

Hoach dinh phéan ph01 xay dung méi lién hé véi trung gian phéan
phéi, quan 1y dy trit, tdn kho, van chuyén va phan phbi hang hoa va
dich vy, ban si va ban lé.

Hoach dinh xuc tién: thong dat v6i khach hang, voi cong chung va
cac nhoém khac thong qua céc hinh thirc clia quéng cdo, quan hé cong
ching, ban hang ca nhéin va khuyén mai.

Hoach dinh gia: xdc dinh cac muc gia, ky thuat dinh gi, cac didu
khoan ban hang, diéu chinh gia va s dung gid nhu mot yéu t tich
cuc hay thu dong.

Thuc hién kiém soat va danh gia Marketing: hoach dinh, thuc hién
va kiém soat cdc chuong trinh, chlen luge Marketing, danh gia
cAc rii ro va lgi ich ciia cic quyét dinh va tdp trung vao chét
lugng toan dién.

Hinh 1.3: Chirc nang cia Marketing: phdt hi¢n va thoa man nhu ciu
cia khdch hang

ciu khach hang

Bj phian Marketing ciia cong ty

Théa man nhu cau khach hang
| bang cach tim dung san pham
gia, phan phdi va xic tién

Kham pha nhu

Nhitng y niém

San pham cu
vé nhu cau

thé

Thi trudng tiém ning

Ngu(’in: Berkowitz, Kerin, Hartley, Rudelius (1997), Marketing,
McGraw-Hill, Inc
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1.4 TIEN TRINH MARKETING

Buwéc 1: Hiéu thj trwong va nhu ciu ciia khich hang

Theo Philip Kotler trong buéc dAu tién, cic nha Marketing phai hiéu
nhilng nhu ciu, mong mudn cia khach hang va thj truong ma ho hoat
dong. Nhung cong ty thuc hién Marketing thanh cong danh nhleu thoi
gian va nguon luc dé nghién ciru nhu clu, mong mudn va s cdu cua
khach hang. Nhimg khai niém nay d4 phén tich & trén.

Buée 2: Thiét ké chién lwge Marketing hwéng theo khach hang

Sau d6 nhitng nha quan tri Marketing c6 thé thiét ké chién lugc
Marketing huéng theo khach hang. Philip Kotler cho ring quan tri
Marketing 1a nghé thudt va khoa hoc lya chon thi trudng muc tiéu va xay
dung nhiing quan h¢ sinh loi véi nhing thi truong nay. V6i muyc dich tim
kiém, thu hut, gilt gin va phat trién khach hang muc tiéu, quan ftri
Marketing phai sing tao, phan phdi va truyén théng nhimg gia tri khéch
hang vuot troi. Nhitng quyét dinh chinh yéu trong budc nay 1a:

Luwa chon khdch hang muc tiéu: nha quan tri tién hanh phén khic
thi truong, va lua chon khich hang hay thi truong ma ho mudn huéng
dén. Céc nha quan tri Marketing can thau hiéu mirc 49, thoi diém va ban
chit ctia nhu cau.

Lya chon gid tri ddp teng: do nhu cau, mong mudn ctia khach hang
rt da dang ciing nhu nhiing giai phap Marketing cua cdc doanh nghiép
dua ra dap ung nhu'ng nhu cau ndy cling rat phong pht nén viéc tao sy
khac biét va dinh vi la rat quan trong. Gia tri xac 1ap la toan b loi ich va
gi4 tri ma doanh nghi¢p hira hen dap img nhim théa man nhu ciu cta
khéach hang. '

Hinh 1.4: Mt mé hinh don gidn ciia tién trinh Marketing

Sangtao gia tricho khach Thu hoach gia trj
hang va xayv dymg quan tir phdan img cua
hé¢ khéch hang khach hang

P oo

Hiéu thi Thiét ké Xay dyng Thu gia
Ctrudmg va chlen quan h¢ Cirrjne
nhimg o loi va | - ‘khach
yéu cau, marketmg marketing tao sy hang de

mong huong phéi hop ham thich e tao ra loi

mudn cia dé phan ‘ e nhugn va
khach khach phéi gia : tai san tr
~_hang hang tri vuot v khach '
. Qi hang

Nguon: Philip Kotler, Gary Amstrong (2008), tdi liéu da ddn, trang 5.
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Lua chgn triét Iy qudn tri Marketing: c¢6 nam hudng triét 1y quén tri
Marketing din dét chién lugc Marketing la san xuét, san phdm, bén
hang, Marketing va xa hoi. Nhiing quan diém quén tri nay da trinh bay
chi tiét & phan dau ciia chuong nay.

Buéc 3: Chuén bi mdt chwong trinh va ké hoach Marketing:

Sau khi phén tich nhitng khach hing ma doanh nghiép luya chon dé
dép tmg cling nhu phwong céch tao ra gia tri cho nhitng nhém khach hang
nay, céc nha quan tri s€ phét trlen chuong trinh Marketing phdi hop nhim
phéan ph01 nhitng gié tri dinh san dén khach hang muc tiéu va xay dung
nhitng mbi quan hé véi ho. Chién lugc Marketing duge thyc hién thong
qua nhitng hoat dong Marketing cu thé, d6 12 Marketing mix ctia doanh
nghiép. Khii niém nay s€ trinh bay trong ndi dung sau.

Buéc 4: Xay dung nhirng moi quan hé v6i khach hang:

Day la budc quan trong nhat trong tién trinh Marketing. D& phén tich
n6i dung ndy chiing ta cin hiéu mot s6 khai niém lién quan sau day:

Quan tri quan hé khdch hang (Customer Relationship
Management — CRM): Theo Philip Kotler, day 1a khii niém quan trong
nhét trong Marketing hién dai. Theo nghia hep trude day, CRM Ia quan
tri nhimg thong tin chi tlet vé khach hang nhat 12 nhitng “diém nhay

cam’ ctia khach hang dé t6i da héa su trung thanh cia ho.

Trong thoi gian gan day, CRM dugc hiéu theo nghia rong hon, dé 1a
toan bd tién trinh xay dung va duy tri nhiing mbi quan hé khéich hang c6
loi bang viéc ddp tmg vuot trdi nhimg gid tri va su théa man khéich
hang. Qu4 trinh nay lién quan dén tit ca hoat ddng gianh giit, gift gin va
phat trién khach hang.

Gid tri khédch hang: khai niém nay da phan tich trong phan trén. O
day chiing ta s& xem xét mbi quan hé giita gi4 tri cim nhan cta khéch
hang va su théa man cia khich hang.

Sw théa mén cua khdach hang: sy théoa man cua khich hang phu
thudc vao sy cam nhén do san phém mang lai so véi sy mong doi cia
ho. Néu sy cam nhan dép tmg dwoc nhitng ky vong hay mong doi clia ho
thi khach hang s& hai 1dng. Khi nhitng cam nhén dat duoc tir san phim
vuot hon mong doi thi khich hang rit hai 1ong hoc rit thich tha.

Hau hét nhimg két qua nghién cu cho thdy mirc dd thoéa mén cao
din dén muc d6 trung thanh cao. Nhirng khéch hang nay khong chi lap
lai viéc mua ma con truyén ba cho nhitng nguoi khac sy trai nghi¢m

® Tir nguyén gbc tiéng Anh 1a “Touch points” dugc dé cip béi Philip Kotler va Gary
Amstrong (2008), tai li¢u da ddn, trang 13.
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cta ho dbi véi san phim. Do vay nhiéu doanh nghiép ludn tim cach
dap ung khéach hang nhiéu hon nhitng gi ho htra hen. Nhung ciing cin
luu ¥ rang ning cao mic d6 thoa man, thich thu khong phai 1a t6i da
h6a sy théa man cua khich hang. Kotler cho ring muc dich cua
Marketing la lién tuc tao ra nhiéu gia tri hon cho khach hang nhu’ng
khong phai 1a ddng hien tat ca ma 12 1am cho khach hang phai quay vé
chon san phdm cua cong ty.

Nhitng phan tich trén cho thay khi gia tri danh cho khach hang vuot
trdi ho s& hai 1ong, thich thi dan dén mic d9 trung thanh ting 1én. Nhimg
méi quan hé c6 loi nay phai dugc duy tri lau dai. Hién nay phuong céch
tao quan hé véi khach hang d4 c6 nhidu thay di.

Trudce day, cac doanh nghiép thuc hién Marketing dai tra huéng dén
tat ca nhimg khach hang ma ho ¢6 kha nang phuc vu. Trong thoi gian gin
day, cac doanh nghiép xay dyng méi quan hé truc tiép va lau dai véi
nhimg khach hang dugc lwa chon can than.

Bugc S: Thu dwge gid tri tir khach hang

Bén budce dau tién cia tién trinh Marketing lién quan dén viéc xay
dung quan hé v6i khach hang. Budce cudi cing d cap dén viée thu
dugc gia tri trong hién tai va tuong lai thé hién qua doanh thu, thi phén
va lgi nhuén. B%mg cach sang tao va cung cip gia tri cao hon, doanh
nghiép lam cho khich hang thoa man hon, hai ldng hon. Ho s& trung
thanh va mua nhiéu san phdm cia cdng ty hon. Piéu nay c¢6 nghia la
kha néng thu l¢i trong dai han ctia doanh nghiép cao hon.

Hinh 1.5: Théa man khdch hang bing gid tri khdch hang vieot trji dé
xdy dung nhitng quan hé cé loi

Giatrj danh cho |
- khach hang
VArOT trdi

N3 luc cua toan
. doanh nghiép

 Nbhmgméi ERe

| quanhécéloi = <hach hang
\ - théaman

~dikhich hang V-

Nguén: William D. Perreault, Jr. E. Jerome McCarthy (2005), Basic Marketing
— A global-managerial approach, 15" edition, McGraw-Hill, trang 21.
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1.5 MARKETING MIX
1.5.1 Khai niém
Marketing mix (Hon hqp hay Phdi thirc Marketing) 12 mt trong
nhitng khai niém chu yéu cua Marketing hién dai.

Marketing mix la tdp hop nhiing cdng cu Marketing ma cong ty s
dung dé dat dugc céc muc tiéu trong mt thi trudng da chon. Cac cong cu
Marketing dugc pha trén va két hop véi nhau thanh mot thé théng nhét
dé tmg phé voi nhitng khac biét va thay dbi trén thi truong. C6 thé néi
Marketing mix 1&2 mot giai phap c6 tinh tinh thé cua tb chic.

Cic cong cu Marketing gom co: san phidm (Product), gid ca
(Price), phan phdi (Place) va xuc tlen (Promotion) va thu’cng duoc
goi la 4P. Nhirng thanh phan ctia mdi P c6 rit nhiéu ndi dung, thé
hién trong hinh 1.6.

Marketing mix ¢6 thé duoc chon tir rdt nhiéu kha nang, duoc thé hién
nhu mot him c6 bdn bién sb 1a (P1, P2, P3, P4). Marketing mix ciia mot
cong ty tai thoi dlem t cho mot san pham A c6 mirc chét luong q, gid ban m,
chi phf phan ph01 y, chi phi xdc tién z dugc thé hién 1a (g,m,y,z). Mot blen
s6 thay dbi & dan dén su két hop méi trong Marketing mix. Khong phai tat
ca nhimg yéu to thay 6 trong Marketing mix c6 thé diu chinh trong ngin
han. Cong ty c6 thé diéu chinh _gid ban, lyc lucmg ban, chi phi quéang cdo
trong ngan han nhung chi c6 thé phat trién san phdm méi va thay ddi kénh
phan phdi trong dai han.

Hinh 1.6: 4P trong Marketing mix

i San phBam eI Gia ca P2>
1 Chat luvong
| Hinh ddng
‘ﬁ Pac didm

I Nhan hiéu
&;,:Bao bi

Cac muc gid
GHiam gid
Chiét khan

© Thanh toan
Tin dung. ..

Phan phsi (3 F
Ioaikénh
Trung gian
Phan loai

| SAp xép
D troy
U wrdan chuveén ...

u: 5
hel a:
Thi trwdng myuc
tien

Ngudn: Philip Kotler (2003), 3 liéu dd ddn, trang 115.
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1.5.2 Céc thanh phin cia Marketing mix
1.5.2.1 Sin phim (Product)

LA thanh phén co ban nhét trong Marketing mix. D6 c6 thé 1a san pham
hitu hinh cta cong ty dua ra thi trucmg, bao gdm chét lugng san pham hinh
dang thiét ké, dic tinh, bao bi va nhan hiéu. San phim ciing bao gbm khia
canh vd hinh nhu céc hinh thirc dich vu giao hang, sitra chita, huén luyén, ..

1.5.2.2 Gia (Price)

La thanh phan khong kém phan quan trong trong Marketing mix bao
gom gia bén si, gia ban lé, chiét khéu, giam gi4, tin dung. Gia phai tuong
xumg v&i gia tri nhan duge cia khach hang va c¢6 kha nang canh tranh.

1.5.2.3 Phén phdi (Place)

Ciing 132 mot thanh phan chu yeu trong Marketing mix. D6 1a nhing
hoat dong lam cho séan pham c6 thé tiép can vdi khich hang muc tiéu.
Cong ty phai hiéu 13, tuyén chon va lién két nhimmg nha trung gian dé
cung cdp san pham dén thi trudng muc tiéu mot cach c6 hiéu qua.

1.5.2.4 Xic tién (Promotion)

Thanh phén thir tir nay gdm nhiéu hoat déng diing dé thong dat va thic
diy san pham dén thi truong muc tiéu. Cong ty phai thiét 14p nhiing chuong
trinh nhu quang céo, khuyen mai, quan h¢ cong ching, Marketing tryc ti€p.
Cong ty cling phaJ tuyén md, hudn luyén va dong vién doi ngli ban hang.

Cén luu y rang, trén quan diém ctia nguoi bén 4P 1a nhiing cong cu
Marketing tdc dong dén nguoi mua. Trén quan diém cta nguodi mua mdi
cong cu Marketing dugc thiét ké dé cung cdp loi ich cho khéch hang.
Robert F. Lauterborn (Bob Lauterborn) cho rang 4P 12 dé d4p ng 4C cua
khach hang. Cong ty mudn chién thing trén thi truong phai dép ung nhu
ciu ctia khach hang mét cach c6 hiéu qua bang céc san phdm va gi4 ca hop
1y, tao tién loi cho khéch hang va phai c6 cich thong dat thich hop.

Bang 1.3: Khdi niém 4C thay thé 4P ciia Lauterborn

4P ! 4C

Sén phdm Poi héi va mong mudn ciia khéch hang
Gia ca Chi phi d6i vi khach hang

Phén phéi - Su thuén tién

Xic tién ' Thong dat

Ngudn: Philip Kotler (2003), tai li¢u da dén, trang 117.
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1.5.3 Céc yéu té anh hwéng dén Marketing mix

Thuc hién Marketing mix khong theo khudn mau chung nio ma thay
ddi theo c4c yéu t6 anh huéng nhr:

- Vi trf uy tin ctia doanh nghiép trén thj truomg: Néu doanh nghiép da
chiém linh duoc thi phén cao thi ldc @6 khéng cin tén nhidu chi phi
cho c4c hoat dong xuc tién nhung vAn ban dugc hang.

- Yéu t6 san phim: San phim khac nhau phai c6 c4ch ban hang, xiic
tién khac nhau. Do d6, doanh nghiép phai thiét ké hé théng phan
phdi va sir dung céc cong cu xic tién khéc nhau. ..

- Thi truong: Tuy thudc vao kha nang mua hang cia ting thi trudng
ma doanh nghiép phai cé6 Marketing mix khéc nhau. Vi du sitc mua
cua thi truong thanh thi cao hon strc mua cua thi trudng ving siu,
viing xa. Vi vy, Marketing mix cho san phdm & céc thi trudong d6
phai khic nhau.

Giai doan ciia chu ky séng san phdm: M3i giai doan ctia chu ky séng
san phim c6 dic diém khic nhau nén can c6 Marketing mix khéc nhau
(Xem thém chuong 6).

1.6 PHAN LOAI MARKETING

1.6.1 Cin cir vao linh vire hoat dong

Ngay nay, Marketing di phit trién manh, 4p dung trong nhiéu linh
vuc khéc nhau va duoc chia thanh hai nhém chu yéu 12 Marketing trong
kinh doanh va Marketing phi kinh doanh.

Marketing trong kinh doanh (Business Marketing): Marketing duoc
umg dung trong nhirng linh vuc san xuat kinh doanh nhu:

Marketing cong nghiép (Business to Business Marketing).
Marketing thuong mai (Trade Marketing)

Marketing du lich (Tourism Marketing)

Marketing dich vu (Service Marketing)

Marketing phi kinh doanh (Non Business Marketing) hay con goi 1a
Marketing xa hoi (Social Marketing). Hinh thirc Marketing nay dugc
ung dung trong nhitng linh vuc chinh tti, vdn héa, y té, gido duc, xa
héi...

1.6.2 Cin cir vao qui mé, tAm véc hoat dong
Marketing vi mc? (Micro Marketipg):‘do céq doanh nghi¢p thuc hi¢n.
Noi dung ciia quyén séch nay chu yéu deé cép dén Marketing vi mo.
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Marketing vi mé (Macro Marketing): do céc co quan clia chinh phu thuc
hién nham dinh hudng phit trién c4c nganh kinh té, hoic thi truong chung ca
nudc.

1.6.3 Cin cit vao pham vi hoat dong

Marketing trong mmc (Domestic Marketing): thuc hién Marketing
trong pham vi lanh thd mét qudc gia

Marketing quoc té (International Marketing): dugc van dung khi cac
doanh nghiép mé rong hoat dong tai nhiéu qudc gia.

Marketing toan cdu (Global Marketing): do céc td chic da qubc gia
thue hi€n trén pham vi toan cau.

1.6.4 Can cir vao khach hang

Marketing cho cdc t6 chitc (Business to Business Marketing): dbi
tugng tic dong cua Marketing 1a cdc nha s dung cong nghiép, trung
gian, céc to chirc chinh phu...

Marketing cho nguoi tiéu diung (Consumer Marketing): cic cd nhén,
ho gia dinh 12 dbi tuong phuc vu ctia Marketing.

1.6.5 Cin cit vo diic diém ciu tao sian phim

Marketing san phdm hitu hinh: Marketing dugc st dung trong nhimg
to chitc cung cip cac loai san pham cu thé nhu thuc phdm, hang kim kh{
dién mdy,..

Marketing san phcfm vé hinh: con goi la Mark,eting dich vu.
Marketing dugc Ung dung trong cdc tO chiuc cung cdp dich vu vén
chuyén, bao hiém, du lich, thong tin...
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TOM TAT CHUONG 1

Trong chuong nay ching t6i tdp trung phéan tich céc giai doan phét
trién cia Marketing, nhitng kh4i niém Marketing hién dai, chic ning
Marketing va gidi thiéu qui trinh Marketing.

Tir khi ra doi dén nay, Marketing trdi qua nam giai doan phat trién
chinh 12 Marketing theo huéng san xuit, huéng san phim, hudng bén
hang, huéng khach hang va huéng x& hfi. Hién nay nhiing hudng
Marketing niy van duoc van dung trong quén tri Marketing.

Khi nghlen ciru Marke,tmg, hoc vién can hiéu rd céc khai niém nhu
cdu, mong mudn, s cau, san pham trao dbi, thi truong, khach hang, gia
tri cdm nhéan cta khach hang. Day 1a cac thudt ngit co ban lam nén tang
phén tich khai niém Marketing.

Nhiéu t6 chirc va cdc nha nghien ctru Marketing da dua ra nhiéu khai
niém Marketing. Nhitng khdi niém _Marketing truéc day cho rang
Marketing 1a qué trinh quan tri nhu cau cua nham tao ra su trao doi de
thdéa man muc ti€u cua cic ci nhan va t6 chirc. Trong nhing nam gan
day, nhitng khai niém Marketing nhin manh dén qua trinh sang tao, phan
phéi nhimng gia tri vuot trQi danh cho khich hang, d6 ciing Ia tién trinh
quén trj nhitng mdi quan hé c6 1oi-véi khéch hang.

Chtrc ning ctia Marketing 13 phét hién va dap g nhu ciu cta khéch
hang. Muc tiéu ctia Marketing 1a thu phuc khéach hang, 1am cho ho hai
long, thﬁng qua d6 tao ra nguf)n lgi 14u dai cho doanh nghiep

Tién trinh Marketing bt dau tir viéc nghién ciru, im hiéu khéch hang
va thi trudmg @ thiét 1ap chién luoc Marketing huéng theo khéach hang va
chuong trinh Marketmg nhiam phén ph01 nhitng gid tri vuot trdi cho
khich hang, xay dung mdéi quan hé véi khich hang Su hai 1ong, thich thd
cuia khéch hang sé gitip doanh nghiép duy tri va phat trién nhing quan hé
sinh loi 1du dai véi khich hang.

Khi thuc hanh Marketing, cidc doanh nghlep str dung phon hop céc
cong cu Marketing, goi l1a Marketmg mix, v&i bdn thanh phan chinh 1a:
san pham, gi4, phan phdi, xic tién.

Tuy theo pham vi hoat dong, déi tuong tic dong,... ma nhf’mg loai
hinh Marketing mang mét s6 dic trung riéng nhu Marketing néi dia,
Marketing toan cau, Marketing dich vu, Marketmg cong nghiép...

Sau khi nghién ciru chuong nay hoc vién can riit ra ban chat va nhiing
nguyén tic co ban cua Marketing dé van dung vao thuc tién kinh doanh .
cua timg doanh nghiép.
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)

10, Lath

CAU HOI ON TAP CHUONG 1

. Trinh bay céc loi fch ciia Marketing d6i v6i doanh nghiép va dbi véi

ngudi tiéu dung

Quan tri s6 cau (demand) cé phai l1a chic néng cua Marketing
khong? Tai sao?

Tai sao thoa man nhu cau la vén dé song con cua doanh nghigp trong
giai doan hién nay? Cho vi du thye té minh hoa.

Phan biét quan diém b4n hang v quan diém Marketing.

Trinh bay tién trinh Marketing.

Phan tich khéi niém gi4 tri khéch hang, cho vi dy minh hoa.

Trinh by céc ndi dung cia Marketing mix.
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PHAN 2:

MOI TRUONG MARKETING,
LUA CHON THI TRUONG

MUC TIEU & PINH VI
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Chuong 2: Méi truong Marketing

CHUONG 2: MOI TRUONG MARKETING
(Marketing environment)

Muc tiéu chwong 2:
= Gioi thiéu mot cdch khai quat méi truong vi md va vi md
anh hudng dén hoat dong Marketing ciia doanh nghiép.
=% MO ta nhitng xu hudng tac dong chinh yéu cia mdi truong
vi md va vi mo trén thi truong hién nay.

51



Marketing cdn ban

2.1 MOI TRUONG VI MO (MACRO-ENVIRONMENT)

Moi trudng vi md la nhu‘ng yéu tb xa hoi rong 16n téc dong dén céc
yéu to moi trudng vi md cua doanh nghlep D6 1a cic yéu td nhu dén sb,
kinh té, tu nhién, céng nghé, phép luét va vin héa (Xem hinh 2.1).

Hinh 2.1: Cdc yéu to thugc moi truong vi mé

Nguon: Philip Kotler, Gary Armstrong, Linden Brown & Stewart
Adam (2005), Marketing, 4lh edition, Prentice Hall, trang 105.

2.1.1 Dansé

Mai truong dén s6 bao gdm cac yéu tb nhu qui md dén s6, mat do dan
sd, tudi t4c, giGi tinh, chung tdc, trinh d6 hoc van, nghé nghiép... B4 1a cic
khia canh duoc nhiing ngudi lam Marketing quan tAm nhiéu nhit boi né
lién quan tryc tlep dén con ngudi va con nguoi cling chinh 14 tic nhén tao
ra thi truong.

Hién nay ching ta dang song trong mot thé gléq ludn c6 nhidu thay
doi, trong d6 bao ham nhitng d01 thay v€ mit dén so. Nhimg su bién dong
vé din s6 c6 thé lam thay ddi vé mat lugng cua thi tru'orng (tang hoac
giam qui mo dan s6 s& din den tang hodc giam qui mo thi truong) ddng
thoi né cling anh hudng truc tiép, lam thay dm vé mit chét cua thi tru'émg

(Tudi trung binh cao hon trong co cdu dan sb s& din dén su gia ting vé
52
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nhu cau lién quan den suc khoe trong cong dong dén ching). Ching ta c6
thé liét k& mot sb dbi thay chinh yéu ma it nhiéu d3 tic dong dén cdc hoat
dong Marketing cia mgt doanh nghiép:

- Nhimng su chuyen dich ve dan sb: LA su gia ting vé qui mo dan s6 &
mot s6 quoc gia, mot s6 khu vuc do tinh trang di dan. Xu huéng di
dan nay la do chinh sich nhdp cu thoang hay do didu kién kinh té
phat trién & mdt sb quoc gia. Ngoai ra mdt xu hudng di dén thuong
thay hién nay 12 tinh trang dan ching tdp trung vao cdc do thi 16n do
diéu kién 1am vigc va doi sdng cao hon tao ra mdt qui md va mét do
cao vé dan sd & cdc db thi 16n.

- Nhig thay do1 ve co céu tum tic trong dén chung Ty 1€ sinh de
thép & mét s6 quéc gia phat trién tao ra mot co cau tuo1 tac gia hon
trong dan ching. Ngoai ra, cic dleu kién kinh té, céc c‘heu kién phuc
loi xa hdi & cic quoc gia phat trién ciing tao ra mot cAu tric tudi gia
hon trong dén ching do tudi doi trung binh trong dén chiing cao hon

- Su thay dbi vé co ciu gia dinh: Mot xu hudng thay (1‘01 chinh hién
nay trong dén ching la sy xudt hién ngay cang nhiéu s6 luong thanh
nién doc thén, song doc lap véi gla dinh cia minh. Hay cdc cdp vo
chong ngdy cang c¢6 xu huéng c6 con céi it hon, tAt ca tao ra mot co
ciu gia dinh c6 qui md nho hon rat nhidu trong dan chiing. Mt thay
dbi khéc trong co cdu gia dinh ngay nay 1a vai trd phu nir cang nang
cao hon trong gia dinh. Ngay nay ty 1¢ phu nit c6 viéc lam, doc lap
vé tai chinh trong gia dinh c¢6 xu huéng ngay cang cao.

- Mot co cdu dan cu c6 trinh d9 van hoéa cao hon: Su nang cao ve doi
séng kinh té, van hoéa va gido duc tao ra mot ty 1& cao hon dan sb c6
trinh d vin héa. Ngoai ra do su phat trién vé k¥ thuat cong nghé da
lam thay dbi dan vai {rd cua mdy mac, tri thiic trong céc hoat dong
san xuat kinh doanh da din dén mot sy gia ting sO hrcmg céng nhéin
4o tring trong co chu lao dong ctia xa hoi. Su thay d6i nay tao ra trén
thi trudong nhimg nhu ciu tiéu ding cao cép hon, doi hoi nhiéu hon
vao cic nhu cau gidi trf, van hoa, tinh than.

2.1.2 Kinhté

Mbi truong kinh té bao gdm nhimg yéu t6 tac d6ng dén kha ning chi
tiéu ctia khéch hang (consumer purchasing power) va tao ra nhiing mau
tiéu dung khéc biét (spendmg patterns). Viéc hiéu thi truong khong chi
biét r6 vé yéu t6 mong muon ciia con ngudi ma con phai nam dugc kha
nang chi tiéu noi ho. Kha nang chi tiéu nay ngoai viéc phu thudc vao nhu
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cdu vi gi4 ca, con phu thude rit nhiéu vio tinh hinh kinh té, mirc thu
nhdp clia ngudi dan, nhu cAu tit kiém va céc didu kién tai chinh — tin
dung. Do d6 céc nha Marketing phai nhan biét dugce céc xu hudng chinh
vé thu nhép trong dan ching va nhimg thay di vé chi tiéu cua céc nhém
dan ching khéc biét. /

Xu huéng ting 1én vé thu nhép trung binh trong dan ching ngoai
vigc s€ tao ra mét sirc mua cao hon trén thi truong con dan dén nhim
nhu cdu, mong mudn khéc bi¢t hon tir phia ngudi tiéu dang. Ho c6 the
doi hoi nhiéu hon hay sin sang bd ra mot s6 tién cao hon cho céac yéu
t6 chat luong, su da dang, tinh tién dung, tinh thAm my hay gié tri tinh
than ma san phim hay dich vu c6 kha ning mang lai.

Ngoai ra, mot xu hudng khac 1a su phan bd vé thu nhap c6 nhzeu phan
héa trong dén chiing ciing 2 mdt van d& ma cac nha Marketmg cin quan
tam. Chinh sy phan héa niy 1am da dang hon vé nhu cdu, mong muodn
cua ngudi tiéu ding va tao ra trén thi trudng nhiéu phan khiic khéc biét.

2.1.3 Tuw nhién

Modi trudong tu nhién bao gom cdc nguon tai nguyén thién nhién
duge xem la nhu'ng nhan té ddu vio can thiét cho hoat dong ctia doanh
nghiép va con cé nhitng anh hudng nhat dinh dén cac hoat dong
Marketmg cua doanh nghiép d6. Mt sb xu huéng ctia moi truong ty
nhién c6 anh huéng to 1én dén hoat dong Marketing cia mdt doanh
nghiép nhu sau:

- Su khan hiém nguon nguyén vat li€u: Su thiéu hut nay la hé
qué cua viéc khai thdc qud mirc ngudn luc thién nhién ctia céc
nganh céng nghiép — dich vu (du lich). Ngay nay nhiéu nganh
cong nghiép gap phai tinh trang thiéu hut that sy nguon tai
nguyén thién nhién can thiét cho hoat dong duoc déu din va
lién tyc (nhu nguon nudc, khodng chit, gd, dat dai canh téc...).
Su thleu hut niy c6 thé 12 do su can kiét ngudn tai nguyén cén
thiét hoic ciing c6 thé do nhitng 4p luc tir cong chung, xa hdi,
phép luét (vi du nhu cdc nhém bao vé moi trudng, td chirc hoa
binh xanh, cic diéu luit bao vé méi trudng...). Su thiéu hut nay
anh hudng kha 16n dén céc hoat dong cia mdt doanh nghi¢p
nhu 1am tdng chi phi san xuét, can thiét phai thay d6i hinh anh
san phim - dich vu trudc cong ching (cac san pham mau xanh
14 cay thé hién tinh moi trucrng cua san pham) céc nd luc
nghién ctru tim kiém ngudn nguyén liéu méi.
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- Su gia tang chi phi nidng luong lam téng chi phi hoat dong san Xuét
cia mot doanh nghiép dong thoi lam ting chi phi sinh hoat, sir dung
san pham — dich vu ctia nguoi tiéu dung.

- Tinh trang 6 nhifém méi truong ting 1én: Ngiy nay tinh trang 6
nhiém méi trudng do hoat ddng ctia cac nganh cong nghiép va do su
sinh hoat ctia con ngudi 1a déng bao dong. Do d6 c6 rat nhiéu doanh
nghi¢p, hiép hdi, quoc gia quan tdm va co nhitng nd lyc kim hdm
tinh trang nay. Piu nay ciing anh hudng to lén dén hoat déng cia
doanh nghiép va y thirc sinh hoat, tiéu ding ctia dan ching.

2.1.4 Congnghe¢
Tién bd khoa hoc k§ thuat tac dong dén thi trudng & nhiéu mat nhur:

- Khéi dau cho nhitng nganh céng nghiép méi nhu may vi tinh, dich
vu mang ..

- Lam thay c101 can ban hay xo4 bé hoan toan cac san phdm hién hiru.
Vi du nhu méy VCD s¢& lam lyi tan dén céc méy video.

- Kich thich su phat trién nhing san pham lién quan ho#c khong lién
quan dén k¥ thuat méi. Vi du sy phat trién cong nghe giup tao ra cac
san pham m6i, nganh nghé mdi, s phat trién may Vi tinh dan dén su
phat trién cac dich vu trén mang, cong nghé phan mém. May giit,
ndi com dién, ... din dén ngudi ndi trg c6 nhiéu thoi gian cho céc
hoat dong khac

- Su phat trién cong nghé lam chu k¥ song ctia san phdm bi rit ngén
lai. Sy ra doi ngay cang nhiéu va véi toc do ngay cang cao cua cac
san phdm mo&i wu viét hon thay thé cac san pham hién hiru trén thi
trudmg 1am cho chu ky sdng ciia chiing bi rit ngan lai.

Vu;c ap dung cong nghé méi gitp cac doanh nghiép tao ra san phim
mdi va lam téng suc canh tranh trén thi trudmg. Su phét trién cong nghg
phu thudc rat nhleu vao su dau tur cong tic nghién ctru va phat trién.
Nguoi ta thay rang giita chi ph1 nghién ctru, phat trién va kha ning sinh
161 ¢6 mdi quan hé chit ch& v&i nhau. Cac doanh nghiép dau tur cho viéc
nghién ciru va phat trién cao thi kha ning kiém 1o cling s& cao hon.

2.1.5 Chinh tri— Phap luat

Céc quyét dinh Marketing cua mot doanh nghlep thuong chiu anh
huéng manh mé cia nhimg dién bién trong méi trudng chinh tri - phap
luat. Méi truomg nay duogc hinh thanh tir co quan nha nudce cac cép, céc
nhém ap Iuc (vi du Hoi bao vé€ nguoi tiéu dung) va tir hé théng phép luat
cua quoc gia d6. Cac lyc lugng nay diéu chinh hoat dong ctia cac doanh
nghiép theo ding khudn khé cho phép ctia phép luit.
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Hé thong phap ludt cia mot quéc gia bao gdm: Hién phap, cic dag
luét nhu ludt dan sy, lugt doanh nghiép, luat thuong mai, lugt thué thu nhap
doanh nghiép, luat thué gia trj gia tang, luat diu tu nude ngoai, luat dat
dai..., cdc phép 1énh nhu phdp 1énh quang cio, phap lIénh vé sinh an toan
thu'c pham » céc nghi dinh cua chinh phu va céc chi thi thong tu ctia céc
co quan tryc thuge chinh phu nhu céc Bg, chinh quyen dia phuong cép
tinh, thanh phé truc thudc trung wong nhim huéng dén thuc hién céc nghi
dinh 4d¢.

Moi trucmg chinh tri — phép luat ¢6 3 chirc ning chii yéu, thir nhét 12
bao v€ quycn loi cic cOng ty trong quan hé véi nhau, thir hai 1a bao vé
ngudi tiéu ding trénh dugc céc kinh doanh gian déi ctia doanh nghiép, thi
ba la bao vé loi ich rdng 16n ciia xa hdi tranh khoi cic hanh vi kinh doanh
sai 1€ch.

2.1.6 Vian hoa

Con nguoi sinh ra va 1én Ién trong mot x@ hdi cu thé va nhimg niém
tin, nhén thirc vé cac gia tu chuin muc, truyén thong, hanh vi cta ho bi
anh huong tir xa hoi, tir nén vin héa ma ho dang sinh séng. Mot sb cac
dic trung vé& méi truong vin héa - xa hdi sau day c6 tic dong nhét dinh
dén hoat dong Marketing ctia mgt doanh nghiép:

Tinh bén vitng cua cdc gla tri van héa cdt 16i: Hau het céc gié tri
van héa dugc hinh thanh, ton tai va duoc ton tho theo sudt chicu dai
lich sir cia mét dan toc hay mét quoc gia va 12 nén tang cua mem tin
va gid tri trong cudc séng cua moi nguoi. Do d6, n6 thudng rat ben
vitng va khé thay dbi. Trong mdi qudc gia, mdi dan toc lu6n ludn ton
tai nhitng gié tri vdn héa khac biét c6 tir xa xua, duoc truyen tr doi
nay qua doi khiac mdt cach ty nhién. Vi vay, de tiép can, thu phuc
mdt thi trudong, cdc nha Marketing phai thau hiéu duoc nén van hoa
riéng bi€t cia noi d6, trdnh nhitng hanh vi, nhirng théng diép tham
chi nhl.mg san pham dich vu khong tuong thich véi céc gid tri van
héa & do. Ngoa1 ra tinh déc thi cua cdc nen van héa khéc biét dbi khi
con gitp san phidm cua doanh nghiép xdm nhép t6t hon vio thi
truong do.

Céc nhém vin hod nh¢ (Subcultures): Trong moi xa hdi ludn ton tai
nhirng nhém vin héa nhé, d6 1a nhitng nhém ngudi cing chia xé véi
nhau nhimg cam nhén gié tri. Cdc nhém tén gido, chung toc, gidi thanh
nién, phu niy, ... tit ca dai dién cho nhitng nhém c6 nhitng niém tin, nhan
thire, s ra ghét va hanh vi khéc biét. Ho ‘“hinh thanh ra nhiing nhém tiéu
ding c6 nhitmg nhu cdu, mong mudn rit khic biét, do dé ngudi lam
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Marketing phdi nhdn ra va lya chon nhém nao s& 1a thi trudng muc tiéu
cho doanh nghi€p minh.

Sy bién dbi trong cdc gid tri van hoa thw cap Céc gi4 trj cbt 16i
thudmg c6 tinh bén vitng nhung van cé nhitg bién dbi vin hoa xay ra. Vi
vdy, céc nha Marketing phai tién doan duoc nhiing bién dbi niy nhim
nhéin dang céc co hdi va nhimg thach thirc méi.

2.2 MOI TRUONG VI MO (MICRO-ENVIRONMENT)

Marketing c6 nhiém vu thu hat va xay dung nhing mbi quan h¢ voi
khach hang thong qua viéc cung cap gi tri dé thoa mén nhu cau va mong
mudn cta ho. Tuy nhién chi rieng boé phin Marketing trong mét doanh
nghiép s& khdng hoan thanh duogc nhiém vu niy mé doi héi phai cé su két
hop vdi céc b phén khéc bén trong va bén ngoai doanh nghiép nhu céc
nha cung g, céc trung gian Marketing, khich hang, dbi thi canh tranh
va cong ching. Cédc yeu té trén hinh thanh nén méi trudng vi md cua
doanh nghiép (xem hinh 2.2).

Hinh 2.2: Cdc yéu to thudc moi truomg vi mé

i S Doanh 5 - —
14 ia ac trun
, nehiép i g Khéch
cung ing gian "
- Marketing =
¥ Poi tha
3 canh tranh ) F
Cong chiing

Nguon: Philip Kotler, _Gary Armstrong, Linden Brown & Stewart

Adam (2005), tai liéu da dén, trang101.

2.2.1 Doanh nghiép

Trong viéc thiét ké mot ké hoach Marketing cho doanh nghiép, bd
phan Marketing phai chiu sy lanh dao cia ban gidm déc céng ty dong
thoi phai hop téc véi nhlmg bo phén khéc trong doanh nghiép nhu b
phan nghién ctru va phét trién (R&D), mua vat tu, san xuat, tai chinh va
ké to4n cta doanh nghiép d6. Tét ca cdc bd phén lién quan nay hinh thanh
nén mot moi truong ndi tai ciia doanh nghiép.
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- Ban gidm dbc céng ty 13 ngudi thiét 14p nén nhitng nhiém vy, nhimg
muc tiéu chung, chién lugc tdng thé va cdc chinh sdch, cia doanh
nghi¢p. Nha quan tri Marketing phai dua ra nhiing quyét dinh trong
pham vi nhimg k& hcach dwoc hoach dinh boi ban gidm ddc. Céc
chuong trinh hanh dong, ké hoach Marketing dau tién phai duogc
théng qua bdi ban gidm déc trude khi dua ra thuc hién.

- Nha quan tri Marketing phai hop tdc chdt ch€ vdi cac bd phén khic
trong doanh nghlep B0 phén tai chinh déng vai tro 1a ngudi tim
kiém va cung clp ngudn tii chinh dé thuc hién céc chu’omg trinh
Marketing. B phén R&D tép trung vao viéc thiét ké va tao ra mat
san pham c6 nhitng tinh nang thu hit va tu(mg thich v&i nhu cau,
mong mudn tir thi truong. Bo phan thu mua c¢6 nhiém vu tim klem
nha cung tng va nguon nguyén vat liéu thich hop. B4 phén séan xuét
c6 nhiém vu tao ra san phdm ding s6 lugng va chét lugng. B6 phan
ké toan phai tinh todn nhimg khoan 1&i 16 dé biét dwoc cac muc tidu
Marketing da dugc thyc hién nhu thé ndo. Tat ca céc hoat d(f)ng cﬁ@
cdc bd phan khic nhau trong doanh nghiép cung tic dong dén ké
hoach va hoat ddng Marketing trong doanh nghi€p do.

2.2.2 Nha cung ing
LA nhitng c4 nhén hodc té chirc cung cp cdc ngudn luc (c6 thé 1a san
pham, dich vu, nguyén, nhién vat liéu va ngudn nhin luc) can thiét cho
hoat dong ciia doanh nghl p- Su tang gid hay khan hiém c4c ngudn luc
nay trén thi truong c6 thé anh hwdng rit nhiéu dén cac hoat dong
Marketing ctiia doanh nghi¢p.

Céac nha cung umg bao dam nguon Iuc can thiét cho doanh nghiép
trong vi¢c san xuét kinh doanh san phdm. Cac nha quan tri Marketmg can
phai nim bét dugc kha ning cua cdc nha cung Ung ca ve chét 14n vé
luO’ng Su thiéu hut hay chim tré vé Iugng cung tmg, sy khéng bao dam
vé chat luong diu vao hoic sur ting gia tir phia nha cung ing ciing gay
khé khin cho céc hoat dong Marketing boi vi didu d6 c6 thé giy tac hai
dén kha ning thoa man khach hang muc ti€u cua doanh nghiép va chic
chin s& anh hudng tryc tip dén doanh thu vi khich hing chuyén sang
tiéu diing céc san phm ctia c4c dbi tht canh tranh.

2.2.3 Cac trung gian Marketing

Céc trung gian Marketing c6 trich nhiém gitp doanh nghi¢p truyén
thdng, ban va phéan phédi san pha.m dén nguoi tidu ding cubi ciing. D6 ¢6
thé 12 céc trung gian phén phoi, céng ty cung tmg dich vu Marketing nhu
quang céo nghién ciru thi trudng, cic co s& vat chit phuc vu phin phéi
hay c4c t6 chiic tai chinh.
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Chuong 2: Moéi truong Marketing

2.2.6 Cong chiing

Cong chiing 1a bat ky nhém nio quan tdm thuc sy hay s& quan tam
dén doanh nghiép va c6 anh huéng dén kha ning dat téi nhitng muc tiéu
dé ra cuia doanh nghiép.

Cong chiing c6 thé hd tro hoic chéng lai nhiing nd luc ctia cong ty
dang phuc vu thi truong. Céng ching bao gom:

- Gidi tai chinh: C6 anh huong dén kha ning dam bao ngudn von cua
doanh nghiép. Cong ching co ban trong gidi tai chinh 1a ngan hang,
cdc cong ty tai chinh, cac cong ty chirng khoan va cac cong ty bao
hiém. Doanh nghlep c6 thé gianh dugc su ung ho cuia gigi nay thong
qua cdc bdo cdo v€ hoat dong san xuat kinh doanh hang nim, cic
giai trinh lién quan den hoat dong tai chinh va nhiing chimg ctr thé
hién tinh hidu qua va 6n dinh ctia doanh nghiép.

- Gidi truyén théng: Day 1a cdc co quan bdo chi, truyen hinh, truyén
thanh. Doanh nghiép can phai quan tam dé 1am thé nao cic phuong
tién truyén thong nay dwa tin c¢6 loi vé hoat dong ciia doanh nghiép
hon. Céc thong tin vé doanh nghiép cla gidi truyén thong 12 hét sic
quan trong, c6 thé anh hudng tich cuc hoic tiéu cuc dén hinh anh
cua cong ty trudc nguoi ti€u dung va cic gidi cong chuang khéc.
Cong ty c6 thé tranh thil sy thién cam cua gidi truyen thong bang
chinh chét lugng san pham va dich vu cua minh va bang cac hoat
d6ng xa hoi nhu 14p céc qui hd trg, cic hoat dong tir thién, ti trg cho
céc cudc thi, ...

- Gidi cong quyén: Cic hoat dong cua cong ty doi hdi phai tuén thu
cdc qui dinh cua nha nuée vé van @& an toan thuc phém, quang cdo
trung thuc, quyén lgi v trdch nhiém cta doanh nghiép, quyén cua
nguoi tiéu dung, moi trudng xa hoi ... thong qua hé thong luét phap,
qui ché ... ring budc hoat dong cua ho.

- Gidi dia phwong: Moi doanh nghi€p déu phai c6 quan hé v6i nhimg
nguoi lang giéng va t6 chirc & dia phuong.

- Cdc to chirc xa hji: Bao gdm céc td chirc bao vé ngudi tidu ding,
bao vé stic khoe cong ddng; cdc nhém bédo vé méi trudng.... Mot
mbi quan hé tdt va dap tng nhing yéu ciu ciia cic nh6m nay s tao
ra mot hinh anh t6t dep cho san phdm va danh tiéng cta doanh
nghiép.
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Marketing cdn ban

- Cong chiing réng rii: Doanh nghlep can phai theo ddi chét ché thai
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d6 cua quan chiing rong rii dbi véi san pham, dich vu ciing nhu hoat
dong cia doanh nghiép. Hinh anh cta doanh nghiép va san phim
duéi con mét cia quin ching c6 anh huong dén hoat dong thuong
mai cua ho.

Céng chiing ndi bp: bao gdbm toan bd can bd cong nhan vién trong
mot doanh nghiép. Nhiing cong ty 16n 14p ra cac bén tin va céc hinh
thirc thong tin khac dé dong vién luc luong ndi bd cia minh. Khi
ngudi nhén vién cam thiy thoai mai véi cong ty cia ho thi thai do
tich cuc nay sé& lan sang cac gidi bén ngoai cong ty.




Chuong3: Hanh vi khdch hang

CHUONG 3: HANH VI KHACH HANG
(Customer behaviours)

Muc tiéu chwong 3:
% Gioi thiéu cdc yéu t6 tdc dong dén hanh vi mua hang cta
ngudi tiéu durng va tb chirec.
< Mo ta c4c dang hanh vi mua hang khac biét ciia ngudi tiéu
ding va tb chue.
= Mb ta qui trinh ra quyét dinh mua caa nguoi tiéu ding va tb
chuec.

65




Marketing can ban

31 HANH VI MUA HANG CUA NGUOI TIEU DUNG
(CONSUMER BUYING BEHAVIOUR)

Hanh vi mua hang ctia ngudi tiéu dung 1a hanh vi mua mot san pharn
cu thé hay mét dich vu nao d6 nham muc dich théa man nhu ciu cua ca
nhén hoic cua gia dinh ho.

3.1.1 Mo hinh hanh vi mua hang ciia ngwoi tieu dung

Ngudi tiéu dung khi dua ra cac quyét dinh mua sim cho nhu cdu cla cd
nhan hay gia dinh, ho lu6n dua ra nhimg hinh thai nhu cau, tim 1y va hanh
vi lya chon, mua sdm rét khac biét. Ho ciing ludn c6 nhimg phan tmg rét
khac biét dbi v6i nhimg tic nhan moi trudng dang hang ngay tac dong dén
cudc song clia ho mét cach tu nhién (nhitng thay dbi trong mdi trudng tu
nhién, x& hoi, ...) hay mdt cach chu dich ctia cac doanh nghiép thong qua
cac hoat dong Marketmg (quang céo, khuyén mai, ...). Viéc nim 3 nhiing
yéu td tac dong tao ra _nhimg su khac biét do tur ph1a ngudi tiéu dung tir
viéc hinh thanh nhu ciu, mong muon dén viéc dua ra hanh vi mua sim
cling nhu nhimg phan ung cua ho d6i véi nhimg tac dong tir phia moi
truong la mot vige t6i cAn thiét d6i v6i nhimg nha hoat dong Marketing
nhim t6i wu hoa cac hoat dong Marketing va tao ra l¢i thé canh tranh cho
doanh nglnep trén thi truong. ..

Do tim quan trong d6 ma nguorl lam Marketing phai thuong xuyen
nghién ciru de nam bt dugce cac moi quan hé gifra nhung tac nhdn moi
truong, nhu cau, phan ung tdm 1y va phan umg hanh vi cua ngudi tiéu
dung. Mdi quan hé nay dugc thé hién qua mo hinh hanh vi mua hang cua
nguoi tiéu dung (xem hinh 3.1).

Hinh 3.1: Mé hinh hanh vi cda ngwoi mua

M0bi trudng Hjp den Phén trng cia ngudi mua
cia ngudi
Céc kich thich Thai d6 va sy ua
; ' : chuéng mua hang
Marketing Khic Céc dic didm . |
San phﬁm Kinh té cla ngu{yi muaJ anh vi mua: Mua
e DR = =P i, khi nio, & dau va bao
" RGN Quy trinh nhiéu
Phén phoi X4 hoi &t di }
' p i quyf‘:t‘ dinh cta Hanh vi lién quan
Xic tién Vin héa nguol mua

dén thuong hiéu va cong

ty

Nguan: Philip Kotler, Gary Armstrong (2010), Principles of Marketing,
Pearson Education, trang 161
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Chuwong3: Hanh vi khdch hang

M6 hinh chi ra mét qui trinh qua d6 cic tic nhan kich thich
Marketing va moi trudng s€ tdc dong vao ¥ thirc ctia ngudi tiéu ding. Tai
d6 ching s& chuyen thanh nhitmg phan ung cua ngudi tiéu ding nhu cam
nhan dugc nhu cau, sy ham muon va dua ra nhitng hanh vi tiéu ding. Tuy
nhi€n qué trinh nay s& dién ra rit khic biét do nguoi tiéu ding ludn c6
nhing sy khéc bigt vé tim 1y, vin héa hay dic tnmg c4 nhan nhu ca tinh,
tudi tc, gidi tinh, ... Chinh nhitng sy khédc bi¢t nay lam cho nguoi tiéu
dung lubn khic blet trong cach ho tlep thu va phéan g véi tdc nhian méi
trrong, cich ho nhén thirc ra nhu cau va hanh vi tiéu dung.

Trong phan nay, ching ta s€ xem xét nhitng nhan t6 1am cho nguoi tiéu
dung ludn khac biét nhau va tién trinh ra quyét dinh mua di&n ra nhu thé nao.

3.1.2 Nhimg nhén t6 anh hwéng dén hanh vi mua hang caa nguoi
tiéu dung

Viéc mua sim cula nguoi tiéu dung chiu anh hudng cta hai nhém

nhén t6 chinh. Mot 12 cc nhém nhan td ndi tai bao gom cdc nhén to tam

ly va c4 nhan. Hai 12 nhém nhén to tir bén ngodi anh huéng dén mdi c4
nhan ngudi tiéu ding, d6 14 nhén té vin héa va xa hoi.

3.1.2.1 Céc nhén t6 tam ly

Hién nay, cic két qua nghién ctru vé& hanh vi nguoi tiéu dung cé anh
hudng to 16n dén khoa hoc Marketing. Tir d6, ngudi ta dwa ra ndm nhan
td thm ly c6 kha ndng anh hudng den hanh vi mua hang cta ngudi tiéu
dung, d6 1a dong co, nhén thitc, sy tiép thu, niém tin va théi do.

a. Ding co (Motivation)

Mot ngui ludn ludn c6 rat nhiéu nhu cau khac bit tai mot thoi diém
cu thé. Déi ldc nhu ciu d6 1a nhitng nhu ciu rit co ban co ban & thé ly
(physwloglcal) nay sinh tir trang thai thleu thén nhu dé6i, khit, lanh ... hoic
cao cap hon d6 c6 thé 1a nhimg nhu cdu tam 1y nhu nhiimg cam xic, cdm
gidc an toan hodc sy ton trong, .. . Hau hét nhu'ng nhu cu d6 ludn tdn tai
bén trong m01 ngudi. Tuy nhién de c6 thé din dén hanh déng thoa man
mot nhu cu cu thé, doi hoi nhu ciu d6 phai c6 sy thoi thic du manh dé
nguoi ti€u dung dua ra hanh dong théa man nhu cau dé la dong co. Vay,
t6m lai, mot nhu cau s& trd thanh dong co khi nhu ciu d6 bi thdi thic bie
thiét den mirc d§ budc con ngudi phai hinh dong dé thoa man né.

Nhu da néi ¢ trén khoa hoc Marketmg tng dung rat nhiéu 1y thuyét
cta khoa hoc nghién ciru hanh vi va tam 1y dé phan tich phan ing cua
nguoi ti€u dung. Mot trong nhitng 1y thuyet tam 1y hoc dé la 1y thuyét vé
dong co cua Abraham Maslow. Ly thuyét nay cb ging giai thich tai sao
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trong nhimg thoi gian khac nhau con ngudi lai bi théi thic béi nhitng nhu
cau khéc nhau.

Theo Abraham Maslow, ¢6 nhidu nhu ciu ciing ton tai trong mot c4
thé. Chiing canh tranh v6i nhau trong viéc dugc thoa mén va tao ra nhiing
xung dot 1am phirc tap thém cho qud trinh ra quyet dinh mua. Tuy nhién,
cdc cd nhan s& thiét 1ap mot trat tr wu tién cho céc nhu céu theo mirc do
cAp thiét ctia ching.

A. Maslow cho rémg trudc tién con ngudi cd géng thoa man nhu cdu
cap thiét nhét. Nhu cau da dugc thoa man s& khong con la ‘dong luc thic
day trong hién tai nita, khi ay nhu ciu ké tlep tré nén cap thiét va trd
thanh dong luc cua hanh dong.

Theo A. Maslow nhu cau con ngudi dugc phén thanh nhimg cap do tur
thdp dén cao. Tang thép nhat thé hién nhimg nhu cau co ban nhét, cang
1én cao nhu cdu cang cao cap the hién nhimg nhu cau vé& tinh cam, dia vi,
sy ton trong A. Maslow da sip xép céc nhu cdu d6 theo thang thir bac
dugc mo ta trong hinh 3.2. Trong do:

Hinh 3.2: Thép nhu ciu ciia Abraham Maslow

Nhu ciu dwrge
ton trong
( Prgc cong nhin, dja vj)

Nhu ciu x3 hfi
( Nhu cu tinh cam, tinh yéu)

Nhu ciu an toan
( An toan, dwgc bio v§)
Nhu clu sinh 1y
: (An, ubng, mic, &)

Nguon: Philip Kotler, Gary Armstrong, Linden Brown & Stewart
Adam (2005), tai liéu dd dan, trang 185.
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Chuwong3: Hanh vi khdch hang

- Téng thir nhat Nhu cau sinh ly (Physmloglcal needs) lién quan dén
nhung nhu ciu co ban vé thic 3n, nuéc udng, noi trd ngy, nghi ngoi,
nhu cau sinh ly...

- Tdng thir hai: Nhu cAu an toin (Safety needs) 1a nhitng nhu cau vé
sur an toan cho ban thén, cho gia dinh lién quan dén suc khoe, tai san,
cong viéc, .

- Téng thir ba Nhu cu tinh cam va thugc vé (Love/ belongings needs)
lién quan dén nhing nhu ciu trong mbi quan hé giira con ngudi véi
con ngudi hay v6i mot to chirc nhu dugc yéu thuong, dugc chia sé va
dugc thudc ve mot nhom, mot giai tAng nao d6 trong xa hoi

- Tang thir tw: Nhu cau duoc ton trong (Esteem needs) 1a nhitng nhu
cau thé hién su mong mud6n nhin dugc sy chd ¥, quan tim va tén
trong tir nhitng ngudi khéc

- Tang thir ndm: Nhu ciu tyr thé hién ban than (Se]f—actuallzatlon
needs) La nhu cau mong mudn thé hién cdi toi ctia ban than, nhu ciu
theo nhitng s& thich ¢4 nhan

Con ngudi khong duy tri mai mdt hinh thai nhu ciu & mot thir bac
nhu cdu nhét dinh, luén ludn ¢6 nhing téc nhan 1am cho nhu cau con
nguoi ngay cang dugc nang c4p va thé hién nh1eu hinh théi da dang &
nhiéu thit bac nhu ciu. Nhu‘ng tdc nhan d6 c6 thé bén trong ngudi ti€u
dung nhu thu nhép, dia vi tﬁng 1én, kién thits cao hon hay tir nhimng tic
dong tir bén ngoai mdi tru'omg nhu nhiing tdc nhan van héa — xa hdi hay
mdi trudng ty nhién, mdi trudng kinh té, ...

Chinh dong co tiéu dung & thir bic nao s& dan dit dén nhimg mong
mudn ddi hoi rat khéc biét cuia ngudi tiéu dung vé mdt san pham dich
vu. Do d6 nghlen ctru thau hidu dong co va nhitng mong muon doi héi
khac bi¢t cia ngudi tiéu dung s& gidp doanh nghiép tao ra san pham -
dich vu cung nhu céc chinh sédch Marketing mét cdch twong ddng va niang
cao dugc mic d§ théa man ngudi ti€u dung.

b. Nhan thirc (Perception)

Dong co thic day con ngudi hanh dong, tuy nhién con ngu(n hanH
dong nhu thé nao lai bi anh hudng boi nhing nhén thuc cta ho vé tinh
huong cua nhu ciu. Hai nguoi c¢é dong co glong nhau trong mét tinh
hubng nhu ciu cy the c6 thé s& c6 nhimg hanh vi rat khac biét thy theo su
nhan thitc cia ho vé tinh hudng d6.

Tai sao con nguoi lai nhan thic khéc bigt vé mét tinh hudng gibng
nhau? Ching ta luén tiép nhan thong tin theo ndm giic quan: thi giac,
thinh gidc, khiu gidc, xdc gidc va vi gidc. Tuy nhién mdi ngudi trong
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ching ta tiép nhén, t6 chirc va 1y gidi nhimg théng tin d6 theo mot cich
thirc riéng biét, c6 sir dung nhiing klen thirc, kinh nghiém, trf nh¢ cua
riéng minh. Vay nhén thirc 1a mot tién trinh ma tir d6 mot ca nhan lya
chon, t6 chirc va 1y giai nhitng thong tin dugc tiép nhan.

) Tién trinh nhén thirc chia ra lam 3 giai doan: (1) tlep nhén bi dong (2)
Tiép nhén c6 chu dich (3) Dién gii thong tin. (Hinh 3.3)

- Tiép nhdn bi dong: Thong thuong khi t1eP nhan thong diép tur moi
truong kich thich bén ngoai, con nguén tiép nhan bang 5 gidc quan
ctia minh, tuy nhién d6i lic d6 1a qué trinh tiép nhén d6 hoan toan bi
dong, tic la con ngum khong ¥ thic dugc su tiép nhan &6, néu qui
trinh nhan thirc chi ngimg & day, con nguoi s& khong ghi nhé dugc
thong diép va dic biét 12 nhitng théng di¢p d6 hoan toan khong co §
nghia trong tdm thirc cia con nguEri

- Tiép nhén chu dong: Bang tan sudt, cuong d6 hay kha néng gay su
chi ¢ ctia thong diép, con ngudi s& cha y, quan tam dén viéc tiép
nhén théng diép. Lic nady ho da y thirc duge vige tiép nhén thong
diép va day chinh 1a co s& cho budc thir 3 cua quéa trinh nhén thac la
sur dién dich, ly giai thong dlep dang tiép nhan.

- Dzen gidi thong d:ep Béng mbi quan tam, kién thirc va nhung gla tri
sdng, 16i sbng ma con ngum s& dién dich thong di¢p theo céch riéng
cta minh, tir d6 ghi nho va hinh thanh nén kién thic cua riéng minh
vé thong diép dé.

Do d6 trong Marketing, viéc hiéu dugc céc thic ma ngudi tiéu dung
tlep nhéan thong tin s& gidp cho thong dig¢p truyén théng ciia doanh nghiép
tiép cdn nguoi tiéu dung mdt cach hi¢u qua hon. Hon nita cdi cich thirc
ma théng diép d6 dién dat va tan sut, cudng do xuét hién ctia théng dlcp
s& 1am cho thong diép dé dang duoc tiép nhan, dién giai va luu giir vao
trong trf nhé clia ngudi tiéu dung.

¢. Sw tiép thu (Learning)

Sy tiép thu thé hién nhimg thay dbi trong hanh vi clia mdt <4 nhén tir
nhimg kinh nghiém ma ho da trai qua. Céc nha tam 1y hoc cho rang hau hét
nhimg hanh vi ctia con ngudi dugc hinh thanh do qué trinh hoc héi va tiép thu.

Con ngudi tuy thudc vao mic do hidu biét vé san pham cong voi
cam nhén khi tiéu dung - thoa man hay khéng thda mén - ma ho s& c6
nhitng hanh vi rat khac biét trong viéc tiéu ding san pham dé. Qui
trinh tiép nhan thong tin, tiéu dung va ghi nhan, dénh gia tur nhiéu san
pham lam cho ngudi ti€u dung cé nhiing kién thic va kinh nghiém vé
san phim, d6 1 sy tiép thu.
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Hinh 3.3: Qud trinh tiép nhgn théong tin
Thong di¢p

- Tiép nhan bi don E
PELES p nhén bi dong !

Mic dd chi Y | qupmp| | 1
§ Tiép nhan c6 chu

I — dich g

Ghi nhé . [ é

; Dién giai |

. E

Nguﬁn: John C. Mowen (1995), Consumer Behaviour, 4™ edition,
Prentice Hall, trang 75.

Qud4 trinh tiép thu niy con lam cho ngudi tiéu dung cé nhig cim
nhan khéc biét trong qui trinh tiép nhan nhitng tic nhan kich thich
(Marketing hodc mdi truong) va tir 46 dua ra nhitng phan ung ti€u dung
khac bi¢t. Ngudi tiéu ding c6 thé tich lity thém nhlmg quan diém tich cuc
hoic tiéu cuc vé san phdm tir qu4 trinh tiép thu nay.

d. Nidm tin va thai d¢ (Beliefs and Attitudes)

Thong qua nhitng hanh dong va tiép thu trong ti€u dung, con ngu0'1 s&
dan dan xay dung trong tam tr{ minh niém tin va thai do huéng dén san
pham. Chinh nhifng niém tin va thai do nay ciling s& anh hudéng dén hanh
vi cua ho.

Niém tin thé hién ¥ nghia cu thé ma ngudi ta c6 duoc vé mot sy
vit nao d6. Niém tin c6 thé xuét phét tir nhitng kién thirc, nhitng quan
dlem nhung hanh dong da trai qua. Mt ngudi tiéu dung khong cé
niém tin vao nhung dic tinh cha san pham, vao hinh &nh cta thuong
hi¢u thi ho s& dé dang tir chdi lwa chon san phdm, nhan hiéu d6 trong
quyét dinh tiéu dung.

Théi d¢ thé hién nhimg dénh gi4 c6 ¥ thirc, nhitng cam nghi, nhimg
xu huéng hanh dong tuong déi kién dinh ctia con ngudi d6i véi mot chu
thé, mot ¥ tudng.
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Niém tin va thai d§ dugc hinh thanh trong ngudi tiéu ding theo nhleu
cach khac nhau. Déi khi con ngudi dd hinh thanh mét thai do tich cuc vé
mdt san phidm truéce khi mua né. Dic biét d6i voi nhitng san pham can mot
quyét dinh mua nhiéu cin nhic, nhu nhu’ng san pham dét tién, phan dong

-ngudi tiéu ding xay dyng mot niém tin va thai do tich cyc ddi véi san
pham trude khi ra quyét dinh mua. Nguoc lai dbi véi nhidu san phdm khéc
niém tin va thai do chi dugc hinh thanh trong nguoi tiéu dung qua mdt qua
trinh sir dung.
3.1.2.2 Céc nhén t6 ¢4 nhén
a. Tudi tdc va cdc giai doan chu ky song gia dinh

0 nhﬁ'ng Itta tudi khac nhau ngudi tiéu ding s& cé nhimg nhu cAu va
mong muon khic nhau.

Tinh chét tiéu dung ciing phu thudc vao giai doan ctia chu ky séng gia
dinh. O timg thoi diém cua trang thdi gia dinh ma ngudi tiéu ding cé
nhitng nhu cau, kha ning tai chinh va so thich khéc nhau, do d6 c6 nhiing
hanh vi va su lya chon khic nhau trong mua sim.

b. Nghé nghiép

Nghé nghlep c6 anh hudng nhét dinh dén sy lua chon san pham
Do tinh chat cong viéc khédc nhau, con ngudi s€ c6 nhiing nhu céu
khéc biét vé quan 4o, phuong tién van chuyen lya chon noi giai tri, &n
uong .. Cong vigc cling anh huong nhiéu dén cach thirc tién hanh
viéc mua sam boi vi thdi gian lao dong va tinh chit cong viéc anh
hudong dén thoi diém va théi quen mua sim cua ho. Su khéac biét vé
nganh nghe cling tao ra cic nhu cdu rét khéc nhau v& san phim, chét
luong, gi4 ca va tinh cAp thiét cia san pham d6.

¢. Trinh d§ hoc vdn

Trinh d6 hoc vén cling tao ra céc nhu cAu rat khac nhau trong gidi tiéu
dung Trinh d6 hoc vén cang cao tao ra mot xu huéng ti€u dung ti€n tlen
va hién dai hon, c6 s lua chon nhiéu hon, chi ¥ nhidu hon dén tinh thdm
my, chit lugng, nhan higu, bao bi, tinh an toan va céc dich vy kém theo,
ddng thdi cic nhu cdu vé cic hoat dong giai trf, du lich, sich bdo, &m
nhac, stc khoe va hoc tap cling cao hon. Pé tién hanh tiéu dung mét san
phim, ngudi c6 trinh d6 vin héa cao thudng bo nhiéu cong strc trong viéc
tim toi thdng tin, so sanh trudce khi dua ra quyét dinh tiéu dung.

d. Tinh trang kinh té
Tinh trang kinh té clia mdt c4 nhan the hién muc thu nhép va chi tiu

ctia ngudi d6. Pidu ndy ¢6 anh hudng rat 16n dén céch Iya chon san phim
va dich vu ctia ¢4 nhén do6.
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e. Catinh

Theo Philip Kotler: “Ca tinh Ia nhimg dic tinh tdm 1y nbi bét cua moi
con nguoi tao ra thé (g xir (nhitmg phan ng dép lai) ¢6 tinh 6n dinh va
nhét quén véi méi truong xung quanh”.

Con ngudi c6 the c0 cédc ca tinh nhu: tur tin, than trong, khiém nhuong,
hiéu théng, ngan nip, d& dai, ndng dong, bao thu, coi mg... Nhing c4 tinh
khac bi¢t nay ciling tao ra nhimg hanh vi mua hang rit khéc biét.

f. Léi song

Lbi séng thé hign sy tic dong qua lai cua con ngudi véi moi truorng
sdng. Trong thuc té c6 thé ton tai céc dang 16i song sau day: Song mon
(Survivors), Bt nguyén (Sustainers), An phdn (Belongers), Ciu tién
(Emulators), Thanh dat (Achievers), Ty ky (I-amumc), Thyc nghiém
(Experientials), X hdi (Societally conscious) va Bao dung (Intergrateds).

Thong thudng dwa vao ba bién s sau day dé phan tich 16i song:

Quan diém vé c4c van @& khic nhau trong cudc séng, x4 hoi, chinh
tri (Oplmons)

- Nhimg méi quan tam chinh yéu trong cudc song (Interests)

- Céch hanh xir trong cudc sdng (Activites)

3.1.2.3 Céc nhéan t6 viin héa

Mot nén vin héa nhét dinh s& giip nha nghién ciru hleu dugc nhu cdu
tu nhién cua con nguoi blen thanh nhu cu cu thé nhu thé nao. Vi du con
ngudi ai ciing ¢6 nhu cdu in nhung c6 ngudi thich &n banh mi, c6 nguoi
lai thich &n com..

Vin héa 13 nhan t6 co ban quyét dinh wéc mudn va hanh vi cia con
nguoi. Nhung diéu co ban vé gid tri, su cam thuy, ua thich, tic phong va
hanh vi img xir ma ta quan sit dugc qua viéc mua sém déu chira dyng ban
séc van héa riéng biét.

D6i khi mot nén vin héa ciing bi anh hu'ong boi nhitng tic dong cua
céc trao luu vin hod khic. Qu trinh bién d6i nay tao ra nhitng nhu cau
méi va do d6 anh huéng dén hanh vi mua hang ctia ho. C6 nhitng trao luu
van héa mdi la tich cuc nhung cling c6 nhu‘ng trao luu mang tinh tiéu cuc
vé xa hoi va dao dirc. Van dé & day la nha quan tri Marketing phai nim rd
duge xu hucmg bién dbi cta nén van héa, nhing trao luu vén héa méi
nao c6 thé duge chap nhan & huéng san pham ciia doanh nghiép pht hop
v6i xu huéng vin héa d6 ciing nhur bét kip nhitng thay ddi tich cuc clia
céc trao luu vin héa méi.
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Song song d6, trong mot xa hoi bao giv cling c6 sy phén chia thanh
céc giai tAng xa hdi va mdi giai tAng 12 mot bd phén twong dbi dong nhét,
bén vung duoc sip xép theo thir bic va c6 chung nhimg gid tri, moi quan
tam va hanh vi.

3.1.2.4 Céc nhén t6 xi hji
a. Gia dinh

Céc thanh vién trong gia dinh c6 th& anh hudng manh dén hanh vi cia
ngudi mua. Nguoi day bao (bic sinh thanh, 6ng ba, anh chi, chi bac)
thucmg huéng ca nhan theo nhitng gia tri riéng biét vé ton gido, chinh tri,
kinh t€, danh dy, long ty trong... Nhu'ng anh huorng nay rat siu sic va
mang tinh 1au dai, ké ca khi cdc moi quan hé nay khong con thuong
xuyén va vimg chéc nita, dic biét & nhing nuéc ma mdi quan hé gia dinh
duoc xem 12 nén tang nhu cic nudc A Pong.

Gia dinh nho cua cé nhan goém vo chdng con céi c6 anh hudng truc
t1ep nhiéu hon dén hanh vi mua hang thudng ngay. Muc dd anh huong
cua ngudi ch0n§ va ngudi vo dao dong trong pham vi rit rong tiy theo
ting loai san pham.

b. Cac nhéom danh huéng

Hanh vi cia ngudi ti€u dung cling dugc qui dinh boi nhiing yéu tb
mang tinh chat xa hoi nhu nhung nhém tham khéo. Day Ia nhu‘ng, nhém
c6 anh huéng truc tiép hodc gian tiép dén hanh vi tiéu ding. C6 rat nhiéu
nhém tham khéo anh hudng dén hanh vi tiéu diing nhu:

Nhém than thude: LA nhitng nhém ma c4 nhan ndm trong d6 va cé téc
dong qua lai 14n nhau nhu dng ba, cha me, anh chi, ban be, dong nghiép,
cdng doan, doan thé va céc t6 chirc xa hoi khic.

Nh6ém ngudng mé: La nhém ma cé nhén cling chiu énh'huc’mhg, tuy
khong phai 1a thanh vién nhung cé uwéc muodn hién dién trong d6.

Nhém bét ung: L3 nhém ma hanh vi, ing xur cua ho khong dugc su
chip nhin cta c4 nhan. C4 nhan thuong cé céc hanh dong tay chay nhirng
hoat dong, hanh vi cua céc thanh vién nhém bét ung nay, ké c4 céc hoat
d6ng va hanh vi mua sim.

c. Vai tro va dia vi xa hoi
Khéich h%mg s& c6 nhitng hanh vi mua sdm rét khic biét tiy theo vai
trd va dia vi khdc nhau trong x@ hdi. Mot ngudi c6 dia vi cao va vai tro

quan trong trong x& hoi s& ludn c6 nhitng hanh vi mua sam khéc véi
nhimmg ngudi ¢ vai trd va dia vi thép hon.
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« 3.1.3 Cic dang hanh vi mua sim

C6 ba dang hanh vi trong mua sim ctia ngudi tiéu ding ma doanh
nghiép can quan tim:

- Hanh vi truéc khi mua: bao gdm nhing hanh vi twong tac vai thong
tin nhu tim kiém thdng tin san phém dich vu & déu, tu van tiéu diing
nhu the nio va chudn bi tién bac nhu thé nio bao gdm nhiing hanh vi
tra tién mait hay tin dung, ...

- Hanh vi trong khi mua: bao gdm hanh vi tuong tac véi cira hang nhu noi
mua, twong t4c véi san phim nhur diing thir, quan sét bao bi, vi trf quiy k&,
hanh vi va hanh vi thuc hién giao dich nhu thanh todn, tra gia,. ..

- Hanh vi sau khi mua: li€n quan dén nhitng hanh vi nhu céch thirc sir
dung, thoi gian sir dung, tin sut tiu diing hay hanh vi loai bo san
pham va truyen thong dén nguodi khac nhu gidi thiéu, truyen miéng
va gbp y v&i doanh nghiép

Ngudi tiéu ding c6 cic dang hanh vi mua sim rét khac biét tuy theo
dang quyét dinh. C6 su khac biét rat 16n glua vigc mua céc san phim ré
tlen tiu dang hang ngay voi nhiing san pham dit tién, c6 gia tri cao, va
tin sudt mua thap Céc quyet dinh mua cang phic tap thi doi hdi su tham
gia va cin nhic nhiéu hon cua nguodi tiéu ding vao qué trinh ra quyet
dinh mua (xem hinh 3.4).

Hinh 3.4: Cdc dang hanh vi mua sim

Nhiéu can nhic it can nhic
Cac nhan hi¢u cé Hanh vi mua Hanh vi mua nhiéu
nhiéu khac bit phirc tap Iwa chon
Cac nhan hi¢u cd it Hanh vi mua Hanh vi mua theo
khac bigt thoa hiép théi quen

Nguén: Philip Kotler, ~Ga1'y Armstrong, Linden Brown va Stewart
Adam (2005), tai liéu da dan, trang 203.

3.1.3.1 Hanh vi mua phitc tap (Complex buying behaviour)

Ngudi tiéu dung thyc hién hanh vi mua phire tap khi ¢6 nhidu ngum
ciing tham dy vao tién trinh ra quyét dinh mua va ho nhén thitc 15 rang sur
khic biét gura cdc nhan hiéu. Hanh vi mua nay thudng xay ra khi san
phdm dugc cin nhic mua la nhimg san phdm dit tién, nhiéu rii ro trong
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tiéu dung, mua khong thuong xuyén va cé gid tri tu thé hién (self-
expressive) cao cho ngudi sir dung.

3.1.3.2 Hanh vi mua théa hi¢p (Dissonance - reducing buying
behaviour)

Hanh vi mua nay xay ra d6i voi nhimg san phim dét tién, nhiéu rdi ro
va mua khong thuong xuyén, nhung lai khdng c6 nhiéu su khac biét gitra
c4c nhan higu trén thi truong. Trong trudong hop nay do tinh di biét gitra
cdc nhan higu khdng cao, ngudi mua c6 thé dwa ra quyét dinh mua twong
d6i nhanh hon, si Iwa chon cia ho liic nay d6i lic dugc quyet dinh do
mét mic gia phit hop, cic dich vu hd trg, cic chuong trinh khuyén mai,
hogc tinh ti¢n loi trong qué trinh mua. Sau khi mua ngudi ti€u dung c6
thé c6 nhitng bat dong véi quyét dinh cita minh (dissonance) khi ho nhén
ra mdt sO khuyet diém ciia nhan hiéu ma ho lua chon, hoc nhén ra nhitng
vu diém cua nhan hiéu ma ho khéng chon mua.

3.1.3.3 Hanh vi mua theo théi quen (Habitual buying behaviour)

Hanh vi mua ndy xay ra khi sdn phdm dugc cén nhic mua 12 nhitng
san phdm c6 gi4 trj thép, tiéu ding hang ngay va sy khdc bi¢t gifta céc
nhin higu bay ban trén thi trudong 12 rit thap. Khi ¢6 nhu cu ngudi tiéu
ding chi vigc ra ctra hang va chon mot nhan higu. Néu nhu viéc lya chon
nay l3p di ldp lai véi mgt nhan higu thi thuong 1a do théi quen hon 1a sy
trung thanh vi trong qué trinh tiéu ding ho khé nhan thy tinh wu viét hay
su khéc biét gifra cdc nhan hiéu.

Trong hanh vi mua nay ngudi ti€u dtmg thudng di theo hucmg niém
tin — thdi dg — h?mh vi. Ho khéng t6n nhiéu thoi gian va cong stc dé tim
kiém thong tin vé nhan hiéu lya chon, khong do luong, so sanh gifra cic
déc tinh cia cdc nhan hi¢u... Thay vao d6 ho chu yéu dua vao nhiing
théng tin trén théng diép quang cdo, mic gi4, cdc chuong trinh khuyén
mii, va sy tién lgi trong khi mua. Sy mua l3p lai mét nhan hiéu don thuén
" 1a do sy quen thudc ctia ngudi tiéu ding d6i v6i nhan hiéu dé.
3.1.3.4 Hanh vi mua nhi¢u lya chon (Variety - seeking buymg

behaviour)

Ngudi tiéu diing thuc hién hanh vi nay khi ho mua nhitng san phdm
— dich vu c6 gi4 tri thép, tiéu ding hang ngay nhung nhan hiéu c6 nhiéu
su khic biét. P6i v6i nhitng loai san phdm niy, su chuyén dich nhan hiéu
(brand switching) trong tiéu dung 1 rat 16n. Ngudi tidu diing c6 thé quyét
dinh lya chon mot nhan hiéu nay vao mét thoi diém cu thé nhung vao
thoi diém khic dudi tic dong ciia cic tic nhan Marketing ho s& chuyén
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qua mua nhan hiéu khéc. Su chuyén dich nay khong hén 12 do su khong
thda min trong tiéu ding ma do muc dich mudn thay d6i hay thir mot
nhan hiéu san phim méi.

3.1.3.5 Tién trinh ra quyét dinh mua

Tién trinh ra quyét dinh mua hing cua ngudi tiéu ding 12 mot chudi
céc hanh dong thdng qua d6 ngudi ti€u dung thu thdp, phan tich thdng tin
va dua ra céc lya chon gitra céc san pham hoic dich vu. Tién trinh dua ra
quyét dinh ndy bao gom 5 giai doan co ban. (1) Nhén thirc van dé; (2)
Tim kiém thong tin; (3) Panh gid cac lya chon; (4) Quyét dinh mua; (5)
Hanh vi sau khi mua (xem hinh 3.5).

Khach hang chi sit dyng m6 hinh nay khi mua méi mot san phim
trong khi cdc cugc mua sam thong thuong khéc thi ho c6 thé bo qua hoic
1am ngugc lai mot sé bude trong nhimg giai doan nay. Vi du mot khéch
hang khi mua bot gidt c6 thé di thing t6i quyét dinh mua, bo qua céc giai
doan tim kiém thong tin hay danh gi4.

a. Nhin thirc van dé

bay la glal doan ma ngudi ti€u ding nhéan ra rang ho dang ¢6 nhu cdu
va mong muon chua duge dép umg. Sy nhén thic nay c6 thé do téc dong
tir céc yeu to bén ngoai (vi dy khi di ngang qua quan phd ta cam thay d6i
vi mui vi hap dan béc ra) hodc tir céc tac nhan khich thich bén trong (vi
du khi ta khét c6 nhu cau giai khat).

Hinh 3.5: Tién trinh ra quyét dinh mua

Nhén thirc |  Timkiém |  Dinh gid cic
vén dé g thdng tin i lwa chon
Hanh vi sau Quyét dinh
khi mua mua

Nguodn: Philip Kotler, _Gary Armstrong, Linden Brown & Stewart
Adam (2005), tai liéu da dan, trang 205.
b. Tim kiém thong tin
Sau khi ngudi ti€u ding nhén ra nhu ciu va mong mudn c6 duoc mot

san pham nao d6 thi céc thong tin lién quan dén n6 s& dugc thu thap. Viéc
tim kiém théng tin ndy doi héi phai liét ké “danh sich céc lva chon” (san
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phdm, nhén hiéu, cng ty, ...) va x4c dinh nhitng dic tinh ciia mdi lua
chon dé dira vao phén tich sau nay.

Céc thong tin lam co s¢ dé nguoi tiéu dung 1én “danh sach lya chon”
c6 thé dugc thu thap tir bén trong hodc bén ngoai. Céc thong tin bén trong
¢6 dugc tir kinh nghi¢ém mua sim clia nguoi tidu dung nhu tiép xic, khao
sit, sir dung san phdm. Céc thong tin bén ngoai cé dugc tir cic nguon
thuong mai nhu quang cédo, chao hang, bao bi, trung bay. Cac thong tin tir
ban be, bdo chi, ... ciing 12 ngudn thong tin déng ké dé ngudi tidu dung
hinh thanh nén mét “danh séch lyra chon”.

¢. Danh gia cac lra chgn

(6] giai doan ndy ngudi tiéu diing da c6 da nhimg thong tin can thiét dé
danh gid ciac phuong an khac nhau trong viéc Iwa chon san phdm. Thong
thudomg @€ lya chon mét san phdm ngudi tiéu ding s& dua vio céc thude
tinh co ban cta né. Vi du khi mua xe ho s& chd ¥ dén cac thude tinh nhu
mic gid, do bén, tinh nang, mic tiét kiém nhién liéu, kidu dang, mau séc,
tinh dé sir dung... San phdm dugc Iya chon s& 13 san phdm c6 nhing
thudc tinh noi trdi theo dénh gid cuia ngudi tiéu ding.

d. Quyét dinh mua

Sau khi da lya chon dugc san pham pht hop nhét véi su mong doi
cua minh, ngudi tiéu ding s& ra quyét dinh mua: O giai doan nay, c6
ba yéu t6 quan trong c6 thé anh hucmg dén hanh déng mua sim, d6 1a
noi mua hang, hinh thirc thanh to4n va sy hién hitru cua san pham dugc
Iwa chon.

- Ngudi tiéu ding lya chon noi mua hang dwa trén cic yéu td nhu su
thuén lgi, danh tiéng... cua cira hang.

- Hinh thic thanh todn cling anh hudng dén quyét dinh mua. Vi du
mot ngudi 6 thu nhép thap ho chudng hinh thirc thanh toan tra gép.

- Tinh s&n c6 ctia mén hang thé hién sy sin sang cung ung cho nguorl
tiéu dung. Pic tinh nay phu thudc nhiéu vio kha ning luu kho va
van chuyén.

Trong giai doan nay, ching ta can phan biét gifra y dinh mua va quyét
dinh mua. Y dinh mua thudng bi anh huéng bdi quan diem cua ngum
khic hay c4c yéu té hoan canh bt ngo. Trong thyc teé c6 nhiéu ngudi ¢6 ¥

~ dinh mua nhung c6 thé khéng quyét dinh mua.

e. Hanh vi sau khi mua

Sau khi mua, ngudi tiéu diing c6 thé hai 1ong hozic khong hai 1dng vé
san pham. Khich hing chi hai 1ong khi tinh nang va cong dung cua san
pham dép ng mét cich tét nhit sir chd dgi cta ho, tir d6 s& dan den hanh
dong mua 13p lai va ho s& gidi thiéu cho ngudi khic biét v& san phdm dé.
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Khi ngudi tiéu dung cam thiy khéng thoa man véi san pham da mua,
ho s€ co gang lam giam bot sy khé chiu dé thiét 14p sy can bang tam ly
thdng qua vi¢c tir bo hay chuyen sang nhan hiéu khic, dong thoi c6 thé
ho s& lan truyén thong tin bt loi cho doanh nghicp (xem hinh 3.6).

Nhu véy, nguoi 1am Marketing can phai nhé ré.ng cong viéc cua ho
khong két thic khi san phim da dugc bén ra ma con kéo dai ca dén giai

doan sau khi mua.

Hinh 3.6: Phan ung ciia khdch hang khong hai long

C6 mdt sb
hanh dfng

Khong
lim gi ca

Tryc tiép doi
~ 9 A

nha san xuat
boi thuong

Lam mot s6
hanh ddng
cong khai

Thura ki¢n dé
dugc boi
thudng

Khiéu nai véi
céc td chirc
DN, CQCQ

Quyét dinh

ngung mua
hoic tay chay
ngudi ban

Lam mot s
hanh dong
riéng 1é

Bdo cho ban be
—| biét vé sf hodic
ngudi ban

Nguén: Philip Kotler (2000), tai li¢u da dén, trang 228.
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3.2 HANH VI MUA HANG CUA TO CHU'C
3.2.1 Céc loai thj truong to chirc

Thi trudng to chitc gdm ngudi mua 12 céc t chirc mua san phdm de
san xudt, ban lai hodc phuc vu cho céc co quan cong quyén. Ta c6 mot sb
dang thi truéng td chirc nhu sau:

3.2.1.1 Thi trwong cong nghiép (Industrial market)

Thi tnrong cong nghiép bao gdm tt ¢4 c4c td chirc mua san phém dé san
Xuét ra c4c san pham khac nhdm muc dich cung tng cho nhing ngudi tiéu
dung.

Céc nha san xudt thudng c6 nhu cau rat 16n ve céc loai san phim béo
dam cho hoat ddng san xuét kinh doanh dugc tién hanh lién tuc nhu: may
méc thiét bi, phu ting thay thé, nguyén vat liéu, nhién liéu...

3.2.1.2 Thij trwdng ngwdi ban lai (Reseller market)

Thi trudng nay bao gdbm nhitng c4 nbéan hodc td chitc mua san pham
dé ban lai cho ngudi khic véi muc dich kiém 10i.

Khéi luong san phim giao dich trong th!1 truong nay thudng rat 16n.
3.2.1.3 Thij trwdong cic co quan chinh phii (Government market)

Bao gbm cac don vi chinh quyen tir trung wong dén dia phuong mua
hay thué nhitng mit hang cin thiét dé thyc hién chirc nang co ban theo su
phén cong cuia chinh phu.

Vi€c mua hang nhan danh céc co quan chinh quyén bao gom rét nhiéu
chiing loai san phim va dich vu d& bao dam dat duoc nhitng yéu cdu cta dét
nudc.

3.2.2 Nhitng dic tinh ciia cic thi trudng té chirc

Thi trudong t6 chirc cling glong thi trucmg nguodi tiéu dung & cho no
bao gdm nhimg ngudi mua san phdm véi myc dich théa mén nhu ciu no
dé. Tuy nhién thi tru'ong td chirc ¢6 nhiu sw khéc biét dbi véi thi truong
ngudi tiéu diing & cac dic diém sau:

3.2.2.1 Kétcau thi trwdmg va cic dic tinh cia ciu

Thi truong cdc t6 chirc ¢6 sb ngudi mua it hon nhung khéi luong giao
dich thi 16n hon rét nhiéu so véi thi truong nguoi tiéu dung.

Thi trudmg cic té chirc mang tinh tdp trung ve miit dia 1y nhiéu hon,
chéng han nhu & céc khu cong nghiép, khu ché xudt, cic thanh phd 16n .

80



Chuong3: Hanh vi khdch hang

Céu cua khach hang to chirc dugc phat sinh tir cau cua nguol tiéu ding.
Ta goi do 1a ciu pha1 sinh (derived demand). Vi du cau vé nguyen vét liéu
da giay phu thudc vao ciu clia ngudi tidu ding vé mat hang giay dép.

Phan 16n thi trudng céc td chirc 1 thi trudong khong co gian (Inelastic
demand). Viéc tdng hay giam lugng mua trong ngin han dm voi thi
truong nay khong bi anh huong nhiéu bai yeu t6 gia ca vi nhu ciu vé san
pham phuc vu cho san xuét cia ho da dugc 4n dinh.

Nhu ciu cia thj trudmg céc td chirc 6 tinh chat dao dong that thuong
(fluctuation demand), nghfa 12 c6 khuynh hutng rat dé bién dong va thay doi
nhanh hon so véi nhu cau ve sén phém trong thi trudng ngudi ti€u dung. Cac
nha kinh té goi diéu nay la nguyén ly gia toc (acceleration principle). Vi du
mot sy thay d6i nho cua nhu céu thi trucmg ngudi tiéu dung (+10%) c6 thé
din dén mot sy thay ddi rat 16n v& nhu cdu cia céc td chirc mua hang
(+200%).

3.2.2.2 Ban chit ciia don vi mua

Viéc mua sim cua céc td chirc thudong lién quan den nhiéu bén tham
gia hon so véi thl tru'cmg ngudi ti€u dung va c6 tinh chat chuyén nghiép
hon cho nén d c6 thé 1am dugc viéc d6, ngudi dai dién mua phai dugc
hudn luyén thong thao. Viéc mua cang phuc tap cang cin nhiéu nguoi
tham gia vao tién trinh quyét dinh. B1eu d6 bit budc cdc don vi ban ciing
cén c6 céc dai dién thwong mai dugc huén luyén k¥.

3.2.2.3 Cac dic tinh khac

Tinh mua tryc tiép: Quan hé mua ban gilra céc cong ty cung ing_ va
cong ty mua thudng 12 quan hé tryc tiép, khong cin qua trung gian nhim
gidm chi phi.

Tinh tuwong hé hay hop tdc: Khich hang mua tw ligu san xuat thuong
chon nhitng nha cung g c6 quan hé hgp tic kinh té véi minh nhu vira
cap von vira mua lai thanh pham.

Tinh thué mwcén: Cac khich mua td chirc ngay cang huong dén viéc

thué mudn thay vi mua dut. Diéu nay thudong xay ra dbi v6i cic doanh
nghiép trong cic nganh may, xay dung, giao thong van tai..

3.2.3 Hanh vi mua ciia khéich hang t6 chirc
3.2.3.1 Nhimg ngwdi tham gia vao qua trinh mua hang

Viéc mua hang cua doanh nghiép 1a mot cong viéc phirc tap, ¢ su
tham gia va anh hudng tir nhiu c4 nhin, nhiéu b phan trong va ngoai
doanh nghi¢p d6. Ho c6 thé dam nhiém mot hodc nhiéu vai trd sau day:
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3.2.3.2 Nguoi sir dung

La nhitng thanh vién trong doanh nghiép s€ sir dung san pham hoic
dich vu dugc mua. Trong nhleu trudng hop, nhitng ngudi sir dung 1a
nhiing ngudi dua ra céc dé xuit mua hang va dinh ra cdc qui cich san
phédm s& duoc mua.

3.2.3.3 Nguoi anh hwong

La nhitng thanh vién trong doanh nghiép c6 anh huéng dén quyét
dinh mua. Nhitng nguoi nay thuorng tro gitp x4c dinh qui cdch san phim
va cung cap nhlmg thdng tin can thiét cho viéc do luong cdc lwa chon.

Céc ky thudt vién cling 1a nhiing ngudi c6 anh huéng quan trong nhét
dinh dén quyét dinh mua.

3.2.3.4 Ngwdi mua

LA ngudi thyc hién cdng vi¢c mua hang. Day la nguoi c6 nhiém vu lya
chon nha cung img va chuén bj cc diéu kién mua hang. Nhimg ngudi mua
nay c6 thé gitip dinh hinh c4c qui cdch san phim, tuy nhién nhiém vy chinh
cua ho 1a Iua chon ngudi cung u'ng va dam phén Trong mét s6 nhiém vu
mua phrc tap hon doi hoi phai cé sy tham gia cua nhilng ngudi ¢6 trach
nhi¢m cao trong doanh nghi¢p thyc hién viéc dam phdn mua hang.

3.2.3.5 Nguoi quyét dinh

La nhitng nguoi trong doanh nghrep c6 quyen han trong viéc lya chon
va thong qua sy lya chon nha cung ung sau cung. Péi véi céc tinh hubng
mua thdng thudng ngudi mua c6 thé 1a ngudi quyét dinh.

3.2.3.6 Nguoibdo vé

La nhu-ng ngum kiém so4t dong thong tin di dén céc thanh vién khic
trong ndi by cdng ty ho. Chang han céc nhén vién mua thudng ngén khong
cho ngudi bén tiép xic truc tlep véi ngucl san xuét hoic ngucn ra quyet
dinh. Nguoi bao vé cling c6 thé 1a cdc nhan vién k¥ thudt va céc thu ky
riéng.

3.2.4 Cic loai quyét dinh mua va tién trinh ra quyét dinh mua

Khéch hang cong nghiép khi mua thuong dbi dién voi mot loat cac

quyét dinh. $6 lugng cic quyét dinh nay tiy thudc vao dang tinh hudng
mua. C6 ba dang tinh huéng mua cu thé:

3.2.4.1 Mua hang lip lai khong cé thay ddi

Pay 1 tinh hudng ma nguoi mua giao don dat hang 13p lai vé\mét san
pham dd mua va khong kém theo bat cir mft sy thay doi hay di€u chinh
nao ca. O tinh hudéng nay bd phan mua hang cua doanh nghiép (thudng 1a
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phong vat tu) tu xir 1y theo cic thu tuc thﬁng thudng. Nguoi mua lya
chon nha cung tmg theo mdt danh sich c6 san va su lya chon nay tdy
thudc vaio mirc do thoa man trong nhimg 1an mua trudc.

3.2.4.2 Mua hang Liip lai 6 diéu chinh

Trong trudng hop nay ngudi mua dua vao don dat hang 1ap lai c6
kém theo nhiing thay d6i lién quan dén tinh ning, quy céch san phim, gia
ca va nhig dicu kién cung tng khéc hodc c6 thé thay thé cc nha cung
cap khac.

3.2.4.3 Mua méi

Day 1a tinh huéng ma ngudi mua tién hanh mua san phim va dich
vu lan dau tién. Thong thuong doanh nghlep phai dm mgt voi nhitng
doi hoi vé san pham méi, do d6 ho phai c6 nhu ciu mua san phim
méi. O ddy yéu cau doanh nghi¢p phai thong qua nhiéu quyét dinh lién
quan nhu quy cédch'san pham tim kiém va Ira chon nha cung Ung, céic
vin dé vé g1a ca, hinh thirc thanh to4n, s luong hing dat, thdi gian
giao hang va cic dich vu kém theo.

Poi véi tinh huéng mua mdi, tien trinh ra quyet dinh mua cé nhirng
budce nhu sau:

- Nhdn bzet van de Tién trinh mua khéi dAu béng vi¢c doanh nghiép
nhén biét van @ hoic nhu ciu vé san phim dé phuc vy san xuit kinh
doanh. Tién trinh nay c6 thé do nhimg tic dong bén trong hay bén
ngoai doanh nghiép.

- Phat hoa tong qudt nhu cdu: Sau khi nh4n biét van dé, ngudi mua
tién t6i x4c dinh nhitng dic tinh va khdi lwong vé mén hang can
mua.

- Dinh chi tiét kp thudt cua san phdam: O budc nay, to chu'c mua trién
khai nhimng chi tlet k¥ thuat cia mén hang, dic biét can phai xem xét
nhimg b phan dét tlen trong san phim hay nhimg by phén dugc
thiét ké qua tot dén ndi c6 tudi tho dai hon ca ban than san pham.

- Tim k;em nha cung cap Nguoi mua s€ 1dp danh sach nhung nha
cung cap c6 uy tin va c6 kha néng dép tmg duoc cic yeu cau dit ra
cta td chic mua (khéi lugng, chét lugng, gid ca, thoi gian, diu kién
giao hang...).

- Dé nghi chao hang: Ngudi mua s& mdi céc ‘nha cung cap theo danh
sich dugc lua chon géi catalogue, hang mau hoic c6 the (néu cin
thiét) cir mot dai dién ban hang dén trinh bay theo yéu clu.
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- Lua chon nha cung cdp: Trong giai doan nay, ngum mua sé phan
tich céc ho so chio hang dé tir d6 lya chon nha cung cép dat yéu cu
t6i wu nhét.

- Ldp don dat hang: Trong don dit hang bao gdm céc ndi dung nhu
chi tiét k¥ thuat, khdi lugng cin ding, gi4 ca, thoi han giao hang,
phuong thirc thanh toan va cac dich vu sau khi ban..

- Ddnh gid hi¢u qua: Ngudi mua c6 the dénh gia hle;u qua bang viéc
tiép xtic véi ngudi sir dung thanh phdm dé xem mirc do hai 16ng cua
ho. Qua viéc ndy, ngudi mua méi tinh dén chuyén mua tiép, didu
chinh ho#c khuéc tir ngudi ban cho nhimg lan tiép theo.



Chuwong3: Hanh vi khdch hang

TOM TAT CHUONG 3

Khach hang 1a mét trong nhimng muyc tiéu, ddi tuong tuong tdc chinh
yéu ctia céc hoat dong Marketmg Thau hiéu nhimg dic trung vé phan
img tam ly, phan Gng hanh vi va céch thuc ra quyet dinh tiéu ding cua
khéch hang s€ cho phép doanh nghiép nhan dang ra cdc nhém khéch hang
c6 nhu cau khéc biét. Day chinh 1a tién @& cho nhimg quyét dinh quan
trong trong hoat dong Marketing tir viéc xéc dinh thi trudng myc tiéu cho
san phim — dich vy dén viéc dinh huéng cic giai phdp Marketing mix
phil hop va téi da héa duge su théa mén cua khich hang Chuong nay
cdn di vio md ta céch thitc ra quyét dinh va nhimg nhén t6 tdc dong khac
bi¢t gilta hai dang khach hang, khach hang tiéu dung c4 nhan va khich
hang to churc.
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CAU HOI ON TAP CHUONG 3

. Nhimng nhan t§ anh huéng dén hanh vi mua hang ciia ngudi tiéu

ding 13 gi? Theo Anh (Chi), nhan t6 ndo 12 quan trong nhét? Tai
sao?

Hiy md ta mot qui trinh mua hing tidu ding c6 dy du cic bude ma
Anh (Chi) da thuc hién gin diy nhét. Gia st Anh (Chi) sdp mua lai
mén db tuong tu, liéu céc bude clia qui trinh mua 14n nay c6 gi khic
so v&i trude khong? Tai sao?

Tai sao hanh vi mua hang gitra hai thi truong - thi truong cia ngudi
tidu dung va thi trudong td chirc - ¢6 su khac biét?

C6 bao nhiéu dang hanh vi mua sdm ciia ngudi tiéu ding? Tai sao c6
su khic biét d6? Cho hai thi du vé hanh vi mua phurc tap va hanh vi
mua theo théi quen. :

Néu va giai thich céc dic tinh ctia thi trudong td chiic.

So sanh ciac budc cua qui trinh mua hang cia khich hang 1a ngudi
tiéu diing va khéch hang 12 t6 chirc.



Chuwong 4: Nghién ciru Marketing

- CHUONG 4: NGHIEN CUU MARKETING
(Marketing research)

Muc tiéu chwong 4:
= Gidi thidu vé nghién ctru Marketing va vai trd ctia nghién
ctru Marketing d6i véi cic quyét dinh Marketing cia
doanh nghiép.
= (Gi6i thiéu cdc loai hinh nghién ctru Marketing.
= MO td mot qui trinh nghién ciru Marketing.
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4.1 KHAI NIEM VE NGHIEN CUU MARKETING

Theo hlep hoi Marketing Hoa ky (American Markerting Assoc;atlon)
“Nghién ctru Marketing 1a qué trinh thu thp va phén tich c6 h¢ théng
nhimg dit liéu vé c4c van dé lién quan dén hoat dong Marketing”.

Theo khai niém nay, muc dich cua nghién ciru Marketing 1a dé ra cic
giai phip cho nhing van dé gip phai trong qua trinh hoat dfng Marketing
cua doanh nghié¢p. Trong thuc te cdc hoat dong Marketing cua doanh
nghiép thudmg gip phai nhiéu véin dé nhur:

(1) Xac dinh va do lwong cic co hi kinh doanh

Trudc khi phét trién mot chién lugc Marketing, doanh nghlep pha.l
xdc dinh duoc muyc tiéu can dat duge. Nghién ctru Marketing c6 thé giup
tra 1o nhung cau hoi trén thong qua céc cude diéu tra nhitng co hdi tiém
ning, x4c dinh nhitng khu vuc hip dén déi véi hoat ddng cia cdng ty.

Nghién ctru Marketing cung cip nhimg théng tin cho phép chin doan
nhu'ng sur vigc s& xay ra trong mdi truong kinh doanh. M6t s mé ta nho
vé cac hoat dong xa hoi hay kinh té nhu nhimg xu hudng trong hanh vi
cuia khdch hang cé thé giip nha quan Iy nhan ra nhimg van d& va x4c dinh
duoc nhitng co hdi lam an hiéu qua.

(2) Phan tich va Ira chon thi tredng muc tiéu

Nghién ctru Marketing cung cp nhitng théng tin chi yéu nhdm lam
10 nhimg dic tinh ctia mdt khiic thj truong khac biét nhu thé ndo véi toan
bd thi trudng. T d6 cho phép doanh nghiép tip trung ngudn luc vio
phuc vu nhitng nhém khéch hang muc tiéu mang tinh hiéu qua cao.

(3) Cung cap théng tin dé hoach dinh va thwe hién chién lugc
Marketing mix

Tir viéc s dung thong tin cua hai phdn trén céc nha quan tri
Marketing sé& tién hanh hoach dinh va thuc hién chién lugc Marketing
mix. Tuy nhi€n, & giai doan nay, nghién ciru Marketing ciing rét cin thiét
dé hd trg cho nhu'ng quyét dinh cu thé lién quan dén bét cir khia canh nlo
cua Marketing mix.

(4) Do lwong danh gia cac hoat djng Marketing

Sau khi thuc hién chién lugc Marketing, cong viéc nghién ciru
Marketing s€ gidp cho cdc doanh nghiép nhén biét duoc cic hoach dinh
ban diu c6 ding véi ké hoach va nhimg mong doi cua ho hay khdng. Néi
mot cdch khic, nghién ciru Marketing c6 thé duge tién hanh dé thu thap
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nhimg thong tin phan héi nhim do Iudng, dénh gid va kiém soat céc
chuong trinh Marketing. Ta goi d6 14 viéc nghién ctru kiém tra thuc hién
(performance—monitoring research). Vi du nhu viéc kiém sodt lién tuc cac
hoat dong clia cdc nha ban si hodc ban 1é nhim bao dam loai trir sém
nhimg suy giam doanh s6 va nhiing bét thudng khéc.

Mt khi két qua phan tich cho thay viéc thuc hién Marketing khong
ding véi muc ti€u de ra thi viéc nghién ciru Marketing phai dua ra dugc
céc 1y do tai sao c6 nhirng sai l¢ch dé, déc biét dbi voi nhu’ng thong tin
chi tiét v& nhimg sal pham cu thé s& dugc thudong xuyén tim kiém.

Dé giai quyét tat ca nhimg van d& néu trén, céng viéc nghién ciu
Marketing phai trai qua mét qué trinh gdm: thu thép, ghi ckép, phan tich
va xu ly dir liéu mét cach cé hé thong, nghia 1a dit ligu thu thap va phén
tich phai theo mot trt tw va mot logic nhét dinh ddng thai phai bao dam
tinh khich quan, tinh khoa hoc.

4.2 CAC LOAI HINH NGHIEN CUU MARKETING
4.2.1 Duya vao muc tiéu nghién ciru ¢6 nghién ciru co ban va nghién
ciru ing dung

Nghién ciru co ban la cac nghién ciu nhim muc dich phat trién toan
thé cac hiéu b1et cho moi nguoi n6i chung va cho mét nganh ndi riéng nhur
nghlen ctru vé chi sb gid ca, chi sb ting truong kinh té, chi sb tang dan

... Nghién ciru co ban thudng dugc cong b cong khai va moi ngudi déu
cé thé str dung két qua nghién ciru ndy cho viéc nghién ciru ctia minh.,

Trong khi d6, nghién ciru g dung chi dugc ding dé giai quyét mot
véin @& dic biét hay huéng din dé di dén mot quyét dinh ddc biét mang
tinh chét c4 biét cia mot ngudi hay mot to chiic nao d6. Ching han, khi
doanh s6 bi sut giam bét thudng thi cong ty phai thyc hién nghién ciru dé
tim hiéu 1y do tai sao. Py ciing 12 trong tdm ctia nghién ctru Marketing.

4.2.2 Dwa vao cach thirc nghién ciru cé nghién ciu tai ban va
nghién ciru tai hién treong

Nghién ctru tai ban la phuong phép nghién ctru ma cic dir ligu cAn thu
thap la dir liéu thir cAp. D6 1a cac dit liéu da dugc thu thap va xir ly cho
muc dich n3o d6 trude ddy va duge nha nghién ctru tiép tuc sir dung dé
phuc vu cho viéc nghién ctru ciia minh.

Nghién ciru tai hién trudng la nghién clru ma céc dir li¢u thu thép va
xur 1y 1a cac dir ligu so cép. D6 1a nhimg dir liéu dugc cong ty thu thap
trire tiép tir hién truong chir khong phai 1a nhitng dir liéu duge sir dung
hay xur 1y trudce day.
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423 Duya vao dic diém thong tin c6 nghién ciu dinh tinh va
nghién ciru dinh hrgng
Nghlen ciru dinh tinh c6 the coi 12 mgt phuong phép dang dé khao sét
mdt van d& qua d6 dé biét tiém thiic clia ngudi tiéu dung. K§ thuat phén
tich dinh tinh 4p dung trong nghién ctru ddng co khi thuc hién vigc phong
van tryc tiép ngudi tiéu dung.
Nghién ciru dinh lugng 13 cdc nghién ctru ma thong tin thu thap mang
tinh dinh luong, nghia 1a c6 thé do ludng ching bing céc con s cu thé,
c6 ¥ nghia thong ké.

4.2.4 Dya vao mirc d) am hiéu thj trwong cé nghién ciru khim
pha, nghién ciru so b§, nghién ciru tham do
Nghién ciru kham phd 1a bude dAu tién cia viéc nghién ctru. Myc dich
ctia n6 12 phét hién van d& can nghién ciru.
Nghién ciru so bé nhim 1am 15 vén dé.
Nghién ciru tham do nhim tim hiéu mdt cich siu sic nhimg sy cb va
mirc d6 rii ro ¢c6 thé xay ra.
4.2.5 Dua vao céch thirc xit Iy s6 li¢u dinh lwrgng c6 nghién ciru md
ta va nghién citu nhian qua
Nghién ciru mo ta dung dé dién ta thi trudng nhu déc diém, théi quen
tiéu dung, théi d6 cua ho d6i véi céc thanh phan Marketing clia cong ty va

dm véi d6i thia canh tranh. Nghién ciru m6 ta 13 dang nghién ciru phd bién
nhét va thuong dugc thuc hién théng qua k§ thuét nghién ctu dinh lugng.

Nghién ctru nhéan qua 1a cac nghlen ctru nhim muc dich tim ra mdi
quan hé nhan qua gifra c4c bién so cua thj truong nhu m01 quan hé cua
chi phf quang céo véi mirc ¢6 nhan biét nhan hiéu, doanh s hay tic dong
clia mot chwong trinh khuyén mai d6i véi muc tiéu thu, Nghién ciru nhin
qua thudong duoc thuc hién thong qua céc k§ thuét thuc nghiém.

4.2.6 Dua vao tin suit cé nghién ciru d9t xuit va nghién ciru
thwong xuyén

Nghnen ctru dot xuét 12 céc nghién ctru nhim giai quyét cic van dé cu
thé nay sinh ma cong ty dang vuéng phai (doanh so sut giam, can tung
mdt san pham mdi ra thi truong). Nghién ciru dot xudt thuong duge thyc
hi¢n theo don dit hang hay theo yéu cau riéng biét ctia doanh nghiép.

Nghién ctu thu'ong xuyén la nghlen ctru duge thuc hién déu dan theo
ké hoach dinh trudc dé theo doi viéc kinh doanh cua doanh nghi¢p. Vi dy
nhu theo doi doanh thu, chi phi quang céo, s6 lugng hang b4n ra cia céc
cua hang bén 1€ (retail audit)...
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4.3 QUI TRINH NGHIEN CUU MARKETING (MARKETING
RESEARCH PROCESS)

Theo Philip Kotler, mdt qui trinh nghién ciru Marketing bao gbm cic
budc sau day:

»  Xéc dinh vén dé v muc tiéu nghién ctu.
>  Xay dung ké hoach nghién ctru.

»  Thuc hién nghién ciru.

>  Trinh bay bdo c4o két qua nghién curu.

4.3.1 Xic dinh vin d& va muc tiéu nghién ciru

X4c dinh van dé va muc tiéu nghién ctru 1a bude dau tién va khé
nhét trong qué trinh nghlen ctru. Déi khi gidm déc Marketing bIet cong
ty dang gip phai mot so khé khdn nhung c6 thé khong biét cu thé
nhitng kho khan dé xudt phit tir nhitng nguyén nhan cu thé nao. Vi du
doanh sb ban ctia cong ty sut gidm c6 thé do céc nguyén nhén nhu
phan khiic thi trudng, lua chon thi tru'ong muc tiéu, san pham, gi4 ca,
hé thong phan ph01 hodc chuong trinh xic tién duge x4c dinh khong
pht hgp véi thuc te.

Piéu luu ¥ 1a céc vén dé ma doanh nghi¢p c6 thé giip phai trong qua
trinh kinh d anh nhu doanh sb sut giam khéng phai 1a ban chét ctia van
d& nghién ctru Marketing ma chi la hién tuong cla vén d& ma thoi, boi
vi su sut giam dé c6 thé xuét phat tir nhirng nguycn nhén nhu san pham
kém chat luong, quang cdo yeu kém, he thdng ctra hang qu4 it, gia ca
qua cao va cé thé do san pham khong thich hop véi thi trucmg muc tiéu.
Do d6 ngudi lam Marketing phai phén biét dugc ban chét va hién tugng
cua van d@ cin nghién ctru.

Sau khi xéc dinh dugc van d& nghién ciru, ngudi 1am Marketing phai
lam & muc tiéu nghién ciru can dat dugc.

4.3.2 Xaydyng ké hoach nghién ciru

Pé viée nghlen ctru dat hi¢u qua doanh nghi¢p can phai thiét ké ban
ké hoach nghién ctru bao gdm céc nodi dung:

- Xéc dinh céc dir liéu can thu thap: Tuy theo muc ti€u nghién clru
doanh nghiép can phai x4c dinh céc dir li¢u thich hop.

- Xéc dinh phuong phap thu thédp dir ligu: Ngudi nghién ciru c6 thé
su dung mot trong cdc phuong phap nhu quan sét, thir nghi¢ém hay
diéu tra.
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- Xéc dinh cic ky thudt dang dé xir 1y dir liéu; Ngudi nghién ctru cé
thé str dung céc k¥ thudt nhur phén tich, xay dung mo hinh hay hé
théng thong tin Marketing.

- Xéc dinh ngan sach nghlcn ciu: Ngin séch nghién ciu s& tuy thude
vao thoi gian nghién ctru va vén dé nghién ciru.

4.3.3 Thuyc hi¢n nghién ciru
Thye hién nghién ciru gdm thu thap va xir 1y dit lidu.
Vi€c thu thép dif liéu c6 thé do céng ty tién hanh hoic thué ngoai.

Néu cong ty tién hanh thi dir liéu s& dam béao tinh bi mat hon. Néu thué
ngoai thi viéc thu thap dir liéu c¢6 thé nhanh hon.

Thu thép dit liéu 12 khau dé xay ra sai sét nhét, do d6 khau nay can
phai dugc quan 1y k§ dé dam bao tinh chinh x4c ctia sb liéu nghién curu.

Céc dit liéu duge thu thap c6 thé xudt phat tir hai ngudn:

4.3.3.1 Nguon dir liéu thir cip (secondary data) 13 cac ngudn dir lidu
o sin, n6 bao gdm:

- Ngudn néi bo: Céc bdo cdo cia cong ty vé chi phi, doanh thu, 1o
nhuén..

- Ngudn ben ngoa1 Thu vién (sich bédo, tap chi, dic san, bdo cdo
nghién clru, nién gidm thdng ké) va té hop théng tin vé ngudi tiéu
ding, bin budn, ban 1¢... do céc cong ty nghién ciru thj trudng thyc
hién dé ban cho khéich hang ma khong xuét ban.

4.3.3.2 Nguon dir liéu so cAp (primary data) dugc thu thdp qua mot
trong ba k¥ thugt chinh nhu sau:

- Quan sit (observation): La phuong phap thu thap thdng tin trong d6
nha nghién ciru tlen hanh quan sat d6i tugng nghién ciru. Thi du nhu
quan st cich bd tri, trinh biy san phim trong citra hang, quan sit
théi quen sir dung san phim.

- Nghién ctu thir nghiém (experimentation): La phuong phép thich
hop nhét dé thu thdp céc thong tin vé quan hé nhén qua béng cich
tic dong nhitmg thir nghiém khéc nhau vao cdc nhém thir nghiém
khéc nhau, kiém tra cdc yéu t6 ngoai lai va kiém tra sur khic biét cua
cdc nhém sau thir nghiém. Nghién ctru quan st c6 thé dugc ding dé
thu thap théng tin trong nghién ctru thir nghiém.

- Piéu tra (survey): Phuong phép nay c6 thé dugc thuc hién tryc tiép
hay gian tiép. Phuong phép tryc tiép bao gdm hai hinh thic phong
van. Thir nhit 13 phong van tay doi (indepth mterv1ew) gilta nha
nghién ctru va déi tugng cin thu thép thong tin vé chi dé nghién ciru.
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Thir hai 13 phong van nhém (group interview) trong d6 mot nhém céc
doi tuong nghién ciu va nguoi diéu khién (nha nghién cir) ngm lai
v6i nhau d& 1am & mot chi d& nghién ciru. Phuong phép gi4n tiép bao
gdm diéu tra qua dién thoai, qua buu dién va qua internet.

Trong k§ thuat diéu tra cin phai c6 ban cAu hoi va chon mau dbi
tuong di€u tra.

Ban céiu héi (questionnaire) la cong cu phd bién nhat hién nay trong
k¥ thuat diéu tra. D& thiét 14p ban ciu hoi nha nghién ctru phéi quyét dinh
loai céu hoi, hinh thire céu hoi, tir ngir dung trong cau hai, thir ty cia cac
cau hoi va méi lién hé cua m3i cau hoi dén muc tiéu nghién ciru.

Hinh thirc cdu hoi c6 hai dang:

- Cau hoi déng (closed-end questions) dua ra tit ca céc kha ning tra
161, d6i tugng phong van s& chon mét trong cdc kha ning do.

- Cau hdi mé (open-end questions) cho phép d6i tuong phong van tra
1o theo suy nghi cua ho.

Cho di dang ciu hoi 12 gi thi tir ngit hoi cling phai don gian, dé
hiéu, thong dung, chinh xac, khich quan. Thir ty céu hoi phai tuan theo
mot thir ty 16gic nhu nhig cau hoi gan loc gidi thigu & dau, cic cau hoi
chinh & gitra (v4n de chinh cAn nghién ctru), cudi ciing 13 cau hoi vé déc
trung x@ hi-dan s6 cua ngum tra 101 hodc cua doanh nghi¢p hay )
chirc. Chd y nhitng cédu hoi de thuong dugc dé diu nhim khuyén khich
tra 101, nhitng cau héi khé & cubi.

Thang do cua céc cau hoi c6 4 kiéu:

- Thang do dinh danh: 1a loai thang do trong d6 s6 do ding dé xép
logi, né khong cé y nghia vé lugng. Céc dang thuong gip cua thang
do dinh danh la:

o Cau héi mgt lwa chon 14 cdc ciu hoi trong d6 ngudi tiéu dung chi
dugce chon mdt trong cic tra 1oi (single answer). Vi du, trong cu
hoi va thang do tra 101 sau:

Ban c6 thich sita chua Yomilk khong?

Thich 1
Khong thich 2
Khong ¥ kién 3
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o Cau héi nhiéu lua chon 1a cic ciu hoi trong d6 nguoi ~tré 151 ¢6
thé chon mot hay nhi€u tra 1&i (multiple answers) cho san. Vi duy,
trong cau hoi va thang do tra 14 sau:

Trong céc loai nudce ngot sau day, ban da ding qua loai nao?

Pepsi 1
Tribeco 2
Coke 3
Sprite 4
7 up 5

- Thang do thir ty: la loai thang d6 trong d6 s6 do dung dé so sanh
thtr ty, né khoéng c6 ¥ nghia vé lugng. Cic dang thuong gip cua
thang do thir tu la:

o Cau héi bubc sdp xép thir 1 (forced ranking): la cic céu hoi
trong d6 nguoi tra 16 phai sip theo thir ty cho céc tra 16i. Vi du,
trong céu hoi va thang do tra 161 sau:

Ban vui long xép thir tu theo s& thich cia ban cic nhin
hiéu nudc ngot sau theo céch thirc sau diy: (1) thich nhét, (2)
thich thir nhi,...

Pepsi
Tribeco
Coke
Sprite
7 up
Fanta

Ef BSEREAFETE

o Cau hoi so sanh cap (paired comparison): trong céc cau héi so
sdnh c3p nguoi tra 1oi dugc yéu cau chon mdt trong mdt cdp,
ching han nhu chon mdt nhan hiéu thich nhét trong hai nhén
hiéu, chon m@t bao bi thich nhit trong hai dang bao bi,... Vi dy,
trong ciu hoi va thang do tra 161 sau:

Trong ting cép nhan hiéu nuéc ngot dudi diy, xin ban vui long dénh s
1 vao nhén hi¢u ban thich hon trong mét cép.

Coke | Pepsi a
Coke a 7 up a
Coke a Tribeco O
Tribeco o Pepsi a
Tribeco O 7 up O

3 - a
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- Thang do quéng: 12 loai thang do trong d6 dung dé chi khoang cich
nhung gbc 0 khong c6 nghia. Céc dang thang do quang thuong dugc
sir dung trong nghién ciru thi trudng bao gom:

o Thang Likert: 1a loai thang do trong d6 mdt chudi céc phit biéu
lién quan dén thii do trong ciu héi dugc néu ra va nguoi tra 101
s& chon mot trong cAc tra 10i d6. Vi du trong céu hoi va thang do
tra 101 sau: } :
Xin vui long cho biét mirc 4o ddng ¥ cua ban trong phét biéu “toi rat
thich sira chua Yomost™:

Hoan toan

Hoan toan Phan déi Trung an to:
dong y

phan d6i trung
1 2 3 4 5

o Thang do ddi nghia (semantic differential): 1a loai thang do
tuong tu nhu thang do Likert, nhung trong thang do doi nghfa
nha nghién ciru chi ding hai nhém tir & hai cyc c6 nghia tréi
ngugc nhau. Vi dy, trong ciu hoi v6i thang do tra 161 sau:

Xin ban vui long cho biét thai d6 ctia ban dbi véi nhan hiéu sira ddc

c6 duong Ong Tho:

Pdng ¥

Rt thich Rt ghét
1 2 3 4 5

o Thang Stapel: 12 thang do bién thé cia thang do cép tinh tir cuc,
trong d6 nha nghién ciru chi diing mot phat bieéu & trung tim thay
vi hai phét biéu d6i nghich nhau & hai cuc. Vi dy, trong céu hoi
v6i thang do tra 101 sau: :

Hay cho biét danh gid cua ban doi véi théi d§ nhan vién ban hang ¢

ctra hang XYZ:
Thén thién
-5 -4 -3 -2 -1 +1 +2 +3 +4 +5

- Thang do ti I§ (ratio scale): 1a loai thang do trong d6 s6 do dung dé
do d5 16n va gbc 0 c6 ¥ nghia. Dang thong thudng nhét cta thang do
ti 18 12 hi truc tiép dir liéu da & dang ti 16. Vi du, trong cu hoi va tra
1&i sau:

Trung binh trong mot tudn ban chi tiéu bao nhiéu tién cho nudc giai
khat? ddng.

Sau khi thu thap dir liéu, nha nghién ctu phai xir 1y, phén tich s8 ligu
bing phuong phép phan tich théng k&, mo hinh va hé thong thong tin
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Marketmg tir 46 dua ra nhimg kién nghi. Ho cin phai klem tra xir 1y sb
lidu va ma héa né dé mady tinh tinh todn céc chi ti€u thong ké. Cudi cung
nha nghién ciru trinh by va béo céo két qua nghién ctru cho nguoi phu
trach Marketing ciia doanh nghiép.

Chon mAu nghién cu'u Thong thudong vige nghién ciu Marketmg
duoc tién hanh trén mdt mAu nho dé rit ra nhirng ket luén chung vé dam
déng. Mau 12 mdt tap hop nho, dién hinh va duoc chon ra tir d4m déng,

C6 hai cich chon mau chon miu cé xé4c sudt 13 chon miu mang tinh
ngau nhién bao dam tat ca céc dbi i tugng trong dam dong déu c6 cing co
hdi tham gia vao miu va chon miu phi xéc suat 13 dbi twong duoc chon
khong theo qui luat ngau nhién ma theo su tién loi va nhitng d4nh gid chu
quan cua nha nghién ciu.

Sau khi thu thap dit liéu, ngudi nghién ciru can phai xir 1y béng nhiéu
phuong cach nhu phén tich dinh tinh va phan tich dinh lugng. Trong
phan tich dinh lugng, k§ thuat phan tich thong ké duoc 4p dung. Ngudi ta
phan biét phan tich dinh lugng thanh hai loai d6i nhau, d6 13 phuong
phap mo6 ta va phuong phép nhén qua.

Céc dir li€u thu thap co the dang vao cdc mo hinh. Md hmh la tuong
trung don gian hod cua thyc t€, chi giir lai mot sb céc yeu to hop thanh,
dac biét nhu‘ng yéu t8 dwoc nhén thirc 12 quan trong nhat. Mudn xay dung
moét md hinh can phai xéc dinh cho dugc céc dic trung ctia m6 hinh, ddnh
gid cdc thong s, danh gid m6 hinh va chi khi nio mé hinh duoc dénh gia
1a chinh x4c thi c6 thé dwa vao sir dung.

Cac dir ligu duoc thu thip phai dugc dua dén ngudi phuy trach
Marketing xir 1y thdng qua h¢ thdng thoéng tin Marketing. D6 1a kénh
truyen thong tin — trude, trong va sau khi ra quyét dinh.

4.3.4 Trinh bay bdo cdo két qué nghién ciru

Yéu cau cua ban bdo cdo 1a phai 16 rang, gon, chinh xéc. Céu tric mét
ban béo c4o gbm c6 céc ndi dung sau:

- Trang nhan dé

- Muc luc

- Lot gidi thi€u (vén d& va muc tiéu nghién ctru)

- Tém tit béo céo

- Phuong phép ép dung trong thu thap va phén tich
- Ket qua nghién ciru

- Két luan va dé xuét giai phap

- Phuluc
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TOM TAT CHUONG 4

Nghién ctru thi trudng 1a cong cu doanh nghiép thuong s dung dé
nam bit duoc nhitng thong tin tir nhing thay doi, tdc dong tir mdi trudong
bén ngoai va thiu hiéu khach hang muc tiéu. P& thuc hién ‘mot du 4n
nghién ctru thi truong higu qua doi hoi doanh nghi¢p phai nim ro dugc
cac k¥ thuat tir viéc nhéan dang vén d& cin nghién ctru cho téi viée thiét ké
mau, ban ciu héi va phan tich dit lidu. Chuong nay di vao gidi thiéu vai
trd ctia nghién ciru thi truomg dbi véi cic hoat ddng Marketing cua doanh
nghiép, c4c loai hinh nghién ctru thi truong va khai quat vé qui trinh
nghién ctru ciing nhitng k¥ thuat trong cic budc thuc hién.
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=

98

CAU HOI ON TAP CHUONG 4

. Nghién ciru Marketing gidp ich gi cho doanh nghiép trong viéc ra

quyét dinh Marketing?

Théng tin nghién ctru c6 thé thu thap tir nhiing nguon chinh yéu nao?
Cho biét phuong phép thu thép thong tin tir céc ngudn khac bigt dé.
Tai sao n6i xac dinh vin d& nghién ciru 1a budc khé khan va quan
trong nht trong mét tién trinh nghién ctru?

Tai sao trong diu tra can phai chon méu?

Trinh bay vai trd clia ban céu hoi trong viée diéu tra.

Trinh by céc k§ thuat diing € xtr 1y dit lidu.
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CHUONG 5: PHAN KHUC THI TRUONG - LUA
CHON THI TRUONG MUC TIEU - DINH VI TRONG

. THI TRUONG

(Segmentation - Targeting - Positioning)

Muc tiéu chwong 5:

= Hiéu dwoc phan khic thi trudng va chi ra nhitng loi ich
cia viéc phan khic thi trudng, phan tich cdc bién sb dung
dé phén khic. :

4 Trinh bay c4ch dénh gid, lya chon thj truong muc tiéu.

« Giéi thiéu mot s6 phuong phap dinh vi sin pham trong thi
truong.
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5.1 KHAI QUAT VE THI TRUONG
5.1.1 Céc quan diém vé thi truong

Khéi niém vé thi trudng ciing khé da dang glong nhu khai niém vé
Marketing, nghia 12 tly theo timg tic gic tiép can van dé dudi géc 4o nao
ma thi truong cé nhidu cach hleu khéc nhau. Vi du theo c4c nha kinh té
thi “thi truong 1a mot sy sap xep thong qua d6 ngudi mua va ngudi bin
mot loai san phdm tuong tic véi nhau dé quyét dinh gid ca va san
lucmgm” Néu theo céch hiéu nhu vay thi thi trudng bao gom cé hai dabi
tuong: nguodi bin va nguol mua.

Tuy nhién, theo quan diém ctia céc nha Marketing, thi truong “bao gom
céc c4 nhan hay td chirc thich thd va mong mu6n mua mt san pham cu the
ndo d6 dé nhan dugc nhitng loi ich théa man mét nhu cu, wéc mudn cu thé
va c6 kha nang tai chinh cling nhu thoi gian aé tham gia trao ddi nay“”
Khai niém nay mudn néi rang thi truong chi bao gbm nhiing ngudi mua.

Theo Philip Kotler, cha de cua Marketing hién da112 “thi truong la tap

hop tat ca nhitng ngudi mua thét sy va nguoi mua tiém tang dbi véi mot
san phim hay dich vu. C4c nhu ciu va mong mudn clia nhitng ngudi mua
nay s& duge théa man thdng qua céc hoat dong trao a6i"”.

S& df ¢6 sy khac nhau nhu véy 13 do nhitng nha kinh té dimg tir bén
ngoai dé phan tich thi trudng, con nhig nha Marketing thi dimg & vi trl
nguoi ban. Vi vay, thuét ngu thi truomg va khich hang cé cung nghia
trong Marketing va ching cé thé duge ding dé thay thé cho nhau.

5.1.2 Phan loai thi truong
P& hiéu 15 hon v& timg loai thi trudmg, doanh nghiép phéi tién hanh phn
loai né. Cong viéc ndy cd thé duge thyc hién dua trén cic tiéu thic sau:
- Theo diéu ki¢n dia ly: C6 thé chia thi _trudng ra timg mién trong
nudc nhu mlen Bic, mlen Trung va mién Nam. Trong d6 ngudi ta
phén tich va thong ké tAt ca cdc dic diém ndi bat cia timg mién, aé

1am co s& dinh hudng cic chién lugc Marketing cho hoat dong cua
doanh nghiép.

10 Samuelson PA & Nordhaus WD (1989), Economics, 13" edition, New York: McGraw
Hill, trang 39.

' Boyd HW, Walker OC & Larréchél J-C (1998), Marketing Management, A Strategic
Approach with a Global Orientation, Boston, MA: Irwin, trang 9.

12 Theo cdch néi ciia truyén thong Viét Nam khi 6ng Philip Kotler 14n déu tién sang Viét
Nam nidm 2007.

13 Philip Kotler, Gary Amstrong (2008), tai liéu dd ddn, trang 8.
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5.2

» Thi trudng ciing c6 thé dugc phan ra thanh timg ving nhu: ving
nii, trung du (cao nguyén), ddng bang, ving bién. Trong nén
kinh té thi trchmg hién dai, ngudi ta chd trong nhiéu nhat dén
ving bién vi & d6 c6 nhirng diéu kién thuan loi dé phat trién kinh
té nhu cang bién, cdc mo dau & thém luc dia va nhiig trung tdm
du lich.

» Thi trudng ciing c6 thé dugc phan ra thanh thi truong trong va
ngoai nu0'c dya vao dic diém néi trén. Trong xu huéng toan cau
héa nén kinh té thé giéi nhu hién nay, thi truong quoc té déng
mot vai trd het suc quan trong. Nhiéu doanh nghiép huéng ra thi
trudng qubc t& nhdm tim kiém thém khach hang, tim kiém co hi
hop téc va gia tang doanh thu thong qua cdc hoat dong kinh
doanh xut nhap khau.

Theo sdn phdm: Thi truomg duoc chia thanh thi trudong hang tu licu
san xudt, thi truomg hang ti€u dung va thi truong dich vu.
Theo su cgnh tranh trén thj truong: Thi truong dugc chia thanh thi
truong ddc quyén hoan toan, thi truong djc quyén nhém, thi truong
canh tranh ddc quyen va thi trudng canh tranh hoan hao.
Theo vai tro quyét dinh ciia ngwoi mua va ngwdi bdn trén thi
truong: Thi truong dugc chia thanh thi trudng cia ngudi mua va thi
trudng clia ngudi ban.
Theo kha ning tiéu thu sin phdm: Thi trudong dugc chia thanh thi
trudng tiém nang, thi trudng hién tai, thi truong tuong lai, thi trudmng
hang thay thé va thi truong hang bd sung. M6t trong nhimg vi du
dién hinh cta hang thay the va bo sung la thi truong cua nude déng
chai, nuéc giai khat cé gaz, nudc giai khat khong gaz khong con va
ruou bia...

Trong nén kinh té thi truong hién dai con xuét hién nhiéu loai thi

truong dic biét khac dé dap g yéu ciu kinh doanh nhu thi truong

chitng khoan, thi truong hbi dodi, thi truomg vén, thi trrong lao dong
hay thi trudng ao (trong d6 cic giao dich duoc thuc hién thong qua
mang internet'?).

PHAN KHUC THI TRUONG (MARKET SEGMENTATION)

5.2.1 Khéi niém phan khiic thi truéng

Phén khidc thi trudng 12 chia thi truong khong ddng nhét thanh cic

khic thi trudng déng nhét @ 1am ndi o 1én su khéc biét vé nhu ciu, tinh
céich hay hanh vi.

' Rayport J & Sviokla J (1994), Managing in the market space, Havard Business
Review, 72 (November — December):141-50.
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S& di doanh nghiép can phai phan khic thi truong 1a dé nhén 6 nhu
cdu cua khich hang trong timg phan khic, tir d6 gitip doanh nghigp trién
khai mot hon hop Marketing (Marketing mix) thich tmg nhim thoa man
nhitng nhu cAu d6. Thong qua nhitng chuorng trinh Marketing tuong ung
v6i timg khic thi truong riéng biét nha quan tri c6 thé thuc hién céc cong
viéc Marketing t6t hon, str dung céc ngudn luc hi¢u qua hon (con nguoi,
von). Ching han mdt doanh nghiép nho véi ngudn luc giéi han c6 thé
canh tranh hiéu qua béng viéc dinh vi manh mé trong mdt vai khdc thi
truong phll hop voi nang luc cia minh. Céc doanh nghiép c¢6 qui mo
trung binh hay qui md 16n ciing xem phan khic thi trudong la mdt cong
viéc can thiét dé cung ¢b va mo rong thi trudong.

Hinh 5.1: Thj truwong chua phdn khiic

Hinh 5.2: Thi truwong phdn khic theo gidi
tinh

Hinh 5.3: Thj truong phéan khiic theo bon
mirc thu nhip

Nguén: Philip Kotler (2003), rai liéu da ddn, trang 300.
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5.2.2 Diéu ki¢n dé phan khiic ¢6 hiéu qua

C6 rét nhidu cach thirc hay phuong phép dé phan khic thi trudng ma
chung ta s& dé c4p ngay & phén sau. Tuy nhién, khong phai kiéu phan khic
nao ciing té ra hiéu qua. Vi du néu doanh nghi€p phén thanh cic khidc thi
trudng qué rong (quan 4o danh cho nir tir 18 tudi trdr 1én) s& 1am cho ho khé
tap trung va khong tao ra dugc sy khac biét cling nhu uu thé canh tranh
nhim khai théc 8t c4c khic thi trudng d6. Nguoc lai, néu doanh nghi€p
phén thanh céc khdc thi trudong qué nho, qué hep (khéa hoc danh cho céc
Chuyén gia phén tich dau tu tai chinh — Chartered Financial Analyst) thi
ching s& khé tdn tai duge, Vi 1 vay, khi phan khdc thi trudng, cdc khic thi
trudmg d6 can phai dat céc yéu cau sau:

- Hdp dén: Céc khic thi trudng phai c6 qui md da Ién d& mang lai loi
nhuan cho doanh nghiép hay it nhét I cho thwong hiéu dé.

- Do luwémg dwoc: Céc tiéu chi c6 thé dung d& do ludng nhw qui mo,
mai lyc va hiéu qué cua timg khic thi trudng.

- Tiép cdn dwge: Cac khic thi trudng phal vuon téi duge va phyuc vu
duoc bang hé thdng kénh phan phdi va cic hoat dong truyén thong.

- Kha thi: Cong ty phai c6 du kha ning vé& nhan luc, tai chinh, k§
thuat, Marketing dé dép ung duoc doi héi cua céac khic thi truong da
Iura chon.

5.2.3 Co sé phan khic thi treong

Co s& phan khic thi truong 12 “mot tip céc bién hay céc dic tinh
duogc sir dung de phan nhom khéch hang thanh cdc nhém c6 tinh ddng
nht cao'®”. C6 rét nhiéu co s& dung dé phan khiic thj truomg. Nguoi lam
Marketing phai nghién ciru, thir nghiém dé dua ra céc bién phén khic
thich hop. Ho c6 thé sir dung mot bién hodic c¢6 thé ph01 hop nhiéu bién
@ phan khic thi truong. Ching ta s& khao sét cac bién thudong dwoc sir
dung nhur dia ly, dan sd, tam I hoc tiéu dung va hanh vi.

5.2.3.1 Phan khiic theo dia ly (Geographic segmentation)

Phuong phép nay doi héi chia thi truorng thanh cdc khu vuc dia ly
khéc nhau nhu céc quoc gia, cdc ving, céc tinh, thanh pho quan, huyén.
Doanh nghiép sé& quyét dinh kinh doanh tai mét hodc nhiéu khu vic. Mai
khu vuc thi trudng c6 su khac biét vé khi hau, kinh té, vin hoa... do d6
nhu cdu ciia khich hang ciing khic nhau. Céc doanh nghiép kinh doanh
phai nhan thiy gifra cdc quéc gia khic nhau, cdc ving khéc nhau s& c6
nhitng su khac nhau vé hinh thai nhu cau.

* Wedel M & Kamakura WA (2000), Market Segmentation: Conceptual and
Methodological Foundations, 2™ ed, Boston: Kluwer Academic, trang 3.
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Bdng 5.1: Phén khiic thi truong nguoi tiéu ding theo dia ly
BIEN SO NHUNG CACH CHIA TIEU BIEU
an .E:' T

Vung, Mién M1en Bac, Mlen Trung, M1en Nam.
Ving ndi, Trung du, Pdng bang.

Quy md do thi Tai Viét Nam, c6 tdng cdng 6 loai db thi.
D6 1a loai dic biét, loai 1, loai 2, loai 3,
loai 4 va loai 5'°.

Mat do Thanh thi, Ngoai 6, Nong thon.

Khi hau Phia Nam, phia Béc, khu vuc Ty nguyén,
khu vuc Duyén hai, khu vuc Mékong.

Ngudn: Dua theo Myers James H. (1996), Segmentation and Positioning
for Strategic Marketing Decisions, Chicago, Illinois: AMA, trang 16-35.

5.2.3.2 Phéan khiic theo din sé (Demographic segmentation)

Phén khic theo dén s 12 loai phd bién nhit dé phan loai cdc nhém
khéch hang bdi vi (1) nhitng mong mudn, s& thich va mirc do sur dung
cua nguoi tieu dung thu’cmg gén bo chat ché vai cic bién dan sb, (2) céc
bién dan 50 thuong d& do ludng hon céc bién s6 khéc. C6 thé ké dén vai
loai bién tiéu biéu sau:

- Phén khiic theo dj tudi: Cac dd tudi khac nhau c6 tim sinh 1y khéc
nhau. Do d6 nhu cdu vé quén 4o, thuc phdm, 4m nhac, xe gin may,
du lich ciling khéic nhau.

- Phan khiic theo gidi tinh: Yéu td gidi tinh duoc sir dung nhiéu trong
phén khc thi trudmg. Su khéc biét vé giéi tinh 1am cho nhu cu khach
hang khéc nhau trong c4c mit hiang nhu quin 4o, ddng hd, mit kinh,
nude hoa, xe hoi, xe gin may, san phdm chim séc séc dep. ..

16 6 thi loai dac biét 1a TP tryc thudc Trung wong ¢6 cdc quén ndi thanh, huyén ngoai
thanh va cédc d6 thi truc thude.

D6 thi loai I, Ipai II 1a TP truc thudc Trung wong cé cic quén ndi thanh, huyén ngoai
thanh va c6 thé c6 cidc d6 thj truc thudc; 1a TP thudc tinh c6 cdc phudmg ndi thanh va
cdc xa ngoai thanh.

D6 thi loai III 12 TP ho#c thj xa thudc tinh c¢6 cdc phudng ndi thanh, ndi thi va cdc xa
ngoai thanh, ngoai thij.

D4 thi loai I'V 1a thi x&@ thudc tinh c6 cdc phudng ndi thi va céc xa ngoai thi.

D6 thi loai V 1a thi trin thu$c huyén c6 cdc khu phé xdy dung tap trung va cé thé c6 cdc
diém dén cu néng thon.
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Qui mé gia dinh ciing anh huong rat nhiéu dén viéc mua sim nhu
mua nha, xe hoi, th lanh, méy giét...

Trong thuc té, cdc doanh nghiép c6 thé sir dung dong théi nhiu bién
& phén khiic nhim 1am cho c4c nhém khach hang ddng nhét hon.

Bing 5.2:Phdn khiic thi truwong nguwoi tiéu dung theo dan so

BIEN SO NHU'NG CACH CHIA TIEU BIEU
Dotum < 6; 6-18; 19-34; 35-49; 50-64; > 65.
Gioi tinh Nam, nit.

Quy md gia dinh Nho (1-2), Trung binh (3-4), Lon (>=5).
Chu ky séng cua gia Tré, doc than;
dinh Tré, ¢6 gia dinh, chua con;

Tr€, c6 gia dinh, con duéi 6t;
Tré, c6 gia dinh, con tir 6t-18t;
Gia, c6 gia dinh, con hon 18t; .

Thu nhéap Nho hcm 2 triéu dong, 2-5 triéu dong, 5-10
triéu ddng; 16n hon 10 tridu dong.

Nganh nghé Chuyén mon, ky thuét, quan ly;
Thu ky, ban hang, thg tha cong...
Hoc luc Tiéu hoc, Trung hoc, Pai hoc.
Toén gido Thién Chda, Tin lanh, Phét gido...
Qubc tich Viét Nam, Trung Quéc, M§...

Ngudn: Dua theo Myers James H. (1996), tai liéu da dan.

5.2.3.3 Phan khiic theo tdm li hgc ti€u dung (Psychographic
segmentation)

Khi phéan khidc theo tdm If hoc tiéu ding ngudi mua dugc chia thanh
nhitng nhém khéc nhau dya trén sy khéc biét cua ho vé tang 16p xa hoi,
16i séng hodc c4 tinh.

- Céc tang ldp xa hoi: Trong mdt xa hdi thudng c6 nhiu tAng 16p va
mdi tAng 16p déu c6 su khéc biét vé tam 1y y tiéu dung.

- Léi séng: Su quan tim cua ngudi ti€u dung dbi véi cac loai hang da
chiu anh hudng cua 16i song, thé hién qua viéc lya chon mén hang.
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- Ca tinh: Cé tinh cling 1a mdt ti€u thic rét dugc chi y trong phan
khic thi trudng d6i v6i cac san phdm nhu xe hoi, xe gdn mdy, thoi
trang, nrou, bia..

Bing 5.3: Phdn khiic th;' trwong ngwoi tiéu ding theo tdm li hoc tiéu
diang '

BIEN sO NHU'NG CACH CHIA TIEU BIEU

Téng 16p xa hoi Binh dén, Trung luu, Thuc_mg luu.

Lbi séng An phén, cAu tién, thanh dat. . .
Cé tinh Bébc ddng, huéng nodi, huéng ngoai. ..

Ngudn: Dua theo Myers James H. (1996), tai liéu da dén.
5.2.3.4 Phan khic theo hanh vi (Behavioral segmentation)

- Dip mua: Khich hang hay mua hang vao dip nao trong thing, trong
quy, trong nim dé d4p mg nhu cau mang tinh thdi vu.

- Lgi ich khi mua hang: Khi mua khach hang thucmg hay xem xét loi

" fch ma mén hang s& dem lai cho ho nhu loi ich vé kinh té, y te thim
m§ thé hién qua viéc mua duoc san pham voi gid ré, san pham phuc
vu cho viéc cham séc sirc khog, trang diém..

- Mikc si¢ dung: Cin cir vao muc mua su dung de phén loai khach
hang: ngudi khong mua, mua it, mua vira, mua nhiéu.

- Mukc trung thanh vdi nhan higu: c6 nhiéu mic d¢ trung thanh véi
nhdn hiéu nhu: Khong trung thanh, it trung thanh, mirc dé trung
thanh trung binh, rat trung thanh, tuyét doi trung thanh.

Bidng 5.4: Phédn khiic thi truong nguoi tiéu dung theo hanh vi

NHUNG CACH CHIA TIEU BIEU

Thuong xuyén, dip déc biét.

Yéu clu vé céc loi Chét lugng, kiéu dang, c& khd, mau sic, mii
ich vi, giaré...
Loai khach hang Khoéng dung, truéc day da dung, sé dung,

diing 14n d4u, diing thudng xuyén.

Miic sir dung Nhiéu, vira phai hay it.
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Mirc trung thanh Kém, vira phai, trung binh, kh4, tuyét d6i.
v&i nhan hiéu

Muc sdn sing mua Khong biét, c6 biét, duge gisi thidu, thich

cua ngudi tieu ding tha...
Théi @0 d6i véimén |  Ndng nhiét, tich cuc, thy o, tiéu cyc, thu
hang ‘ghét.

Ngudn: Dya theo Myers James H. (1996), tai li¢u da dén.

5.2.3.5 Phan khic thj treong doanh nghiép

Phan khic thi trudng doanh nghiép gin gidng céch phéan chia thi
truomg ngudi tiéu ding & trén. Thi trudng doanh nghiép ¢6 thé phéan khidc
dua theo dia 1y, tdm 1y, nhén chung hoc (qui md cong ty, loai hinh, nganh
kinh doanh...), phén khic ciing cé thé dua trén nhitng lgi ich ma doanh
nghiép tim kiém, céch sir dung san phdm, mirc d6 st dung san pham va
mic do trung thanh. V{ dy, phong Marketing cta nhitng ngén hang 16n
rdt quan tAm dén céc chu doanh nghi¢p va nha quan 1y cdc doanh nghiép
vira va nho - d01 twong ma ho c6 thé ban cic dich vu uy thac, dich vu
quan Iy tién va vén vay cho kinh doanh. Bang 5.5 dudi day trinh bay mot
vii tiéu chi c6 thé diing dé phén khiic thi truomg doanh nghiép.

Bing 5.5: Cdc tiéu thirc phén khiic khdch hang té chirc

Tiéu thirc _ Phan khic
e Dja diém céng ty e Mién Béc, Trung, Nam, khu vuc quéc té...
® Qui mo cong ty e Nho, trung binh, 16n so s4nh tuong dbi véi nganh.
e Loai hinh td chirc  Nha san xuét, ban si, ban 1&, co quan nha nudc,
e Mirc 46 sir dung o [t, trung binh, nhiéu.

e Mirc d§ mua hang e Thinh thoang, thudng xuyén, lan dau tién...
e Trinh d§ cong nghé¢ | e Hién dai, trung binh, kém.
e Ung dung san phdm | e Béo tr, san xuét, ban thinh phim...

¢ Tinh trung thanh e Khong trung thanh, it, vira, rat trung thanh.

¢ Tiéu chi mua hang e Chét luong, gid cd, dich vy, chiét khéu cao. ..

Nguon: Dua theo Bonoma, T.V & Shapiro, B.P. (1983), Segmenting the
Industrial Market, Lexington, MA: Lexington Books.
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5.24 Cic budc phan khic thi treong

Viéc phan khic thi truong thuong duoc tién hanh qua céc budc
sau: xdc dinh thi trudong kinh doanh, x4c dinh tiéu thirc dé phan khic
thi truong va tién hanh phéan khic thi trudong bing cdc tiéu thic dugce
lwra chon.

Budc 1: Xac dinh thj treomg kinh doanh

Xdc dinh thi trudng kinh doanh ma doanh nghiép mudn huéng t6i.
Thi trudng nay s& bao gdm nhiéu nhém khach hang khong dong nhat. Vi
du doanh nghi€p xéc dinh thi truong cho san pham sita bot tré em hay do
quan may san.

Buéc 2: Xéc dinh tiéu thirc dé phan khic thi treong

Tim ra céc tiéu thic dé phéan khic thi trudng vén khong dong nhét
thanh c4c nhém khéch hang ddng nhét. Vi du dbi véi san pham stra bt
tré em, doanh nghiép thudong chon tiéu thirc phan khic theo do tubi va
d6i v6i 40 quin may sin thi c6 thé chon tiéu thirc phan khic theo gi6i
tinh, thu nhép hoéc ca hai.

Buwdéc 3: Tién hanh phén khic thi trueong

Theo ti€u thuc da du'orc lya chon, doanh nghiép s& tién hanh phan
khic thi truong. Vi du d6i véi san phim stra bot tré em thi s€ c6 sita danh
cho Iira tu01 tur 0 den 6 thang tudi, tir 6 thang dén 12 thang tudi... va dbi
v6i 40 quan may sin thi ¢6 4o quan danh cho nam hodc nit va thu nhép
duéi 5 triéu déng moi thang hodc hon. ..

5.3 LUA CHON THI TRUONG MUC TIEU

Vigc phan khic thi truong da lam boc 16 nhing co hdi cua cac
khic thi truong khic nhau dang xuit hién truéc mit doanh nghlep
Bay gi¢ doanh nghiép phai danh gid cic khic thi truong do va quyét
dinh chon bao nhiéu khuc thi truong muc ti€u. Thuc chét, chon thi
trudng muc tiéu la quyet dinh phén ph01 ngudn lyc Marketing cta
doanh nghiép tai mot hay mot so khic thi tru:cmg ma doanh nghiép c6
1oi thé canh tranh'’. Ta s& tim hiéu nhimg yéu t0 dya vio dé dé dénh
gia va lya chon cédc khic thi trudng muc tiéu thdng qua viéc thuc hién
hai budc sau day:

'7 Capon N & Hulbert JM (2001), Marketing Management in the 21" century, Upper
Saddle River, NJ: Prentice Hall.
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5.3.1 DPanh gia cac khiic thi trrong

Khi dénh gid céc khic thi trudng khdc nhau, doanh nghi¢p phai xem
xét ba yéu td cu thé la: [1] quy md va muc tdng trudng cua khic thi
trudng, [2] muc do hip din caa khdc thi trudng va [3] nhlrng muc tiéu
cling nhu nguon Iyc ctia doanh nghiép.

5.3.1.1 Qui md va mirc ting trwdng cia khic thi treong

Cau hoi dAu tién 13, khdc thi truong tiém 4n c6 nhimg dic diém vé
quy md va muc tang truong vira sttc khoéng? “Quy mo vira stic” 12 méot
yéu t6 c6 tinh tuong dbi. Nhimg doanh nghiép 16n wa thich nhimg khic
thi trudng c6 khdi lugng tiéu thu 16n va thudng coi nhe hay bo qua nhimg
khic thi trudmg nho. Ngwoc lai, nhimg doanh nghxep nho thi lai tranh
nhimg khic thi trudng 16n, boi vi ching doi hoi qué nhiéu nguon tai
nguyen Ho deo dudi nhitng khic thi trudmg nhd hon dé c6 thé dap tmg
tot nhat nhu cau trén thi trudng d6. Mirc téng trudng thudng la mot dic
diém mong mudn vi céc doanh nghiép, néi chung, déu mubn cé mirc tiéu
thu va loi nhuén ngay cang ting. Song céc dbi thu canh tranh s& nhanh
chéng xam nhép nhitng khiic thi truong dang tang truéng va lam giam di
kha nang sinh 161 cta chiing.

5.3.1.2 Mikc d9 hip dén cia khic thi trueong

Mot khic thi trudng c6 qui mo va mirc tdng trudng mong mudn nhung
c6 thé lai thleu tiém nang sinh 10i. Micheal Porter da phat hién ra ndm luc
lwgng quyét dinh mic 45 hip dan ndi tai vé loi nhuén lau dai ciia mét thi
truong hay khic thi truong. M6 hinh cua dng cho hay doanh nghiép phai
danh gid nhiig anh huong clia nam nhém dén kha ning sinh 1oi lau dai, do
1a: [1] céc @bi thi canh tranh trong nganh, [2] nhung ké xAm nhép tiém an,
[3] nhitng san phdm thay thé, [4] nhimg ngudi mua hang va [5] nhimg
nguoi cung ng. Sau day la nam mdi de doa do chiing giy ra:

a. M&i de doa cua céc dbi thu canh tranh hién c6 trén thj truong: Khi
chon thi truong muc tiéu, doanh nghiép cin phal quan tam dén thi
phan ma d6i thu canh tranh hién c6 dang nam gitt. Mot Khic thi
truong s& khong hép dén, néu né cé qué nh1eu nhitng d6i thi canh
tranh manh. Tinh hinh s& cang t01 té hon néu khic thi truong d6 da
4n dinh ‘hay dang suy thodi, néu tang ndng lyc san xuat lén qua
nhleu néu chi phl cb dinh cao, hay néu cic ddi thi canh tranh déu da
dau tu qua nhidu ¢& bam try tai khic thi tru'ong d6. Tinh hinh nay
chéc chin s& din dén nhimg cudc chién tranh vé gi4.

b. M&i de doa cua céc dbi thi canh tranh méi: Sy de doa nay thé hién &
viéc gia nhdp nganh dé hay khé. Mot khic thi truong s& khong hép
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dan néu n6 c6 thé thu hit déi thu canh tranh méi qud dé dang. Cac
dbi thi canh tranh méi ndy s& mang theo cong nghé san Xuét méi,
nguon tai nguyén déng ké va cb ging phén déu bing moi gia dé
chiém Iinh thi phan.

c. Mdi de doa vé nhu'ng san pham thay thé: Doanh nghiép phai xem X6t
trén thi trudng da c6 nhimng san phim nao c6 kha nang thay thé san
pham cua doanh nghiép khong. Mot khic thi truong s€ trd nén kém
hap dén khi ¢ nhiing san pham thay thé thuc té hay tiém 4n. Céc san
phdm thay thé s& tao ra giGi han a6 véi gid ca va lgi nhuan ma mét
khic thi trudng c6 thé kiém duge. Doanh nghi¢p lic nay phal theo
doi chét ch& xu hudng gid ca cia nhitng san phim thay thé d6. Néu
trinh @ khoa hoc tién bd hay tinh hinh canh tranh tang lén trong
nhiing nganh cua san pham thay thé thi gid ca va lgi nhuén trong
khic thi trudng d6 c6 thé bi giam sit.

d. Ap luc thuong luong tir phia khich hang: Mot khic thi truong sé
khong hap d4n néu nhitng ngudi mua c6 quyén thuong lugng lon
hay ngay cang ting. Nguoi mua budc doanh nghiép phai suy nghl
dén viéc giam gié, doi hoi chat luong va dich vy cao hon va dit cic
dbi tha canh tranh vao thé déi lap nhau. Quyen thuong lugng cia
ngudi mua ting 1én khi sin phadm 12 mot phan déng ké trong chi phi
cua ho, khi san phdm khéng cé nhitng dic diém khéc biét, khi chi
phi chuyén ddi cua ngudi mua khong l6n, hay khi ngudi mua nhay
cam voi gid. Cach phong thu tot nhat 12 phai phat trién nhimg san
pham tot hon dé nhimg ngu'(n mua khong thé tir chéi.

el Ap luc vé& phia nha cung cap: Mot khic thi truong sé khong hap dén
néu nhimg ngudi cung Ung ctia doanh nghlep c6 thé nang gia hay
giam chét luong. Nhitng ngudi cung ung c6 xu hudng tré nén quyén
Iwc manh hon khi ho tap trung va c6 td chirc, khi ¢é it san phim thay
thé, khi san pham cung tmg 12 mot dau vio quan trong, khi chi phi
chuyén dbi cao, va khi ‘ngudi cung ung c6 thé thong nhit thé hoa
thuén. Céch phong thi tot nhét 1a xay dyng nhitng quan hé binh diang
v6i nhitng nguoi cung ng hay str dung nhiéu ngudn cung ung.

5.3.1.3 Muyc tiéu va nguon lye cong ty

Ngay ca khi mot khuc thi trudong 16n dang ting truong va hap dan vé
co cdu, doanh nghiép van cin xem xét nhiing muc ti€u va nguon luc cua
ban than minh so véi khiic thi trudng d6. Mot sb khiic thi trudng hép din
van c6 thé bi loai boi ching khong phil hop véi muc tiéu lau dai cia
doanh nghiép. Ngay ca khi khic thj truong phi hop v&i nhitng myc tiéu
cua minh, doanh nghiép vin phai xem xét xem c6 du kha nang thoa man
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dwoc nhitng ddi hoi cua khich hang vé sé luong, chat lugng hang hoa,
dich vu khach hang, gid ca phu hop va c6 du nguon luc vé von, cong
nghé¢, tay nghe bi quyét va kha nang phén phdi dé thanh céng trong khiic
thi truong d6 khong. Doanh nghiép chi nén x&m nhédp nhitng khdc thi
truong nao ma minh c6 thé cung tmg gi4 tri 16n hon.

5.3.2 Lua chon thi tredng muc tiéu

Viéc ddnh gié céc khic thi trudng khéc nhau dua trén céc yéu to vira
néu trén s& giip doanh nghiép thay duge dau 1a nhitng khdc thi truong
hép din v6i minh. Cong vige ké tiép 12 lua chon thi truong muc tiéu, hay
néi cach khéc 1 quyét dinh nén phuc vu bao nhiéu khic thi truong va dé
1a nhiing khic thi trudng nao. Cén lwu ¥ ring thi trudng muc tiéu la thi
truong bao gbm nhiing nguoi mua c6 cung nhu cau hay dac diém ma
doanh nghiép quyet dinh phuc vu.

53.2.1 Marketing khong phan biét (undiffentiated Marketing)

Doanh nghiép quyet dinh kh6ng xét dén nhitng khac biét giita c4c khic
thi truong va theo dudi ca thi truong bang mot mat hang. Doanh nghiép s&
san xut mot san pham va mot chuong trinh Marketmg hudng téi dai da sb
khach mua bang viéc phan phdi hing loat, tran lan nham tao mét hinh anh
hao hang trong ¥ nghi cong chiing. Uu diém cta phuong phdp nay la tiét
kiém chi phi. Hinh thic niy dugc xem nhu 13 phé ban Marketing tir kiéu
tiéu chudn hod va san xuét hang loat, vi du nhu Hang Coca Cola trong thoi
ky dau chi dua ra mot loai dd ubng duy nhét trong mét c& chai v6i mot miii
vi cho tt ca ngudi (thi trudng thirc udng cé gaz).

Hinh 5.4: Marketing khong phan biét
Marketing mix . Thi truwong

Ngudn: Philip Kotler (2003), rai li¢u da ddn, trang 323.
53.2.2 Marketin'g phan biét (diffentiated Marketing)

Doanh nghiép quyet dinh hoat dng trong nhiéu khtc thi truong va tung
ra & mdi khic thi truong nhing san pham khéc nhau. Uu diém ctia loai nay
l2 thuong dua lai doanh so cao hon Marketing khong phan biét. General
Motors khing dinh 1a minh s& 1am nhu véy khi tuyén bé rang s& Xuat 6 to
cho "moi tui tién, moi muc dich va moi nhan céch", trong khi IBM thi da
chao hang nhiéu kiéu cho céc khiic thj trnrdng may tinh khéc nhau.

Marketing phén biét cling 1am tang chi phi kinh doanh. Sau day la
nhiing chi phf c6 thé cao hon:

Chi phi cai tién san phidm: Viéc cai tién mdt san phim dé dap tmg
nhitg yéu ciu cua céc khiic thi trudmg khic nhau thuong doi hoi cé
nhitng chi phi nghién ctru pht trién va thiét ké san pham.
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Chi phi san xuét: Thong thuong chi dé san xudt mudi don vi san
pham khéc nhau phai tén kém nhiéu hon 12 san xudt 100 don vi san
pham gidng nhau.

Chi phi Marketing: Doanh nghiép phai xiy dung nhimg ké hoach
Marketing riéng biét cho timg khic thi truong. Diu nay doi hoi phai
tang thém cdc cong vi¢c nghién cou Marketing nhu du bdo, phén tich
nhu céu, 1ap cic chuong trinh khuyén méi hay quan tri kénh phan phéi.

Hinh 5.5: Marketing phén biét

Marketing mix 1 »  Khic thi truong 1
Marketing mix 2 »  Khiic thj truong 2
Marketing mix 3 ' > Khic thi treong 3

Nguon: Philip Kotler (2003), rai liéu da ddn, trang 323.
Chi phi du trir: Viée du trir nhiéu loai san phim s& tén kémi hon so
voi du trit it sdn pham.
5.3.23  Marketing tip trung (concentrated Marketing)

Nhiéu doanh nghiép da nhén ra kha nang thir ba dic bigt hép din
trong trudng hcrp tiém lyc cua cong ty turong dbi han hep. Thay vi theo
du01 mot phan nhé chiém dwoc trong moét thi truong 16m, thi nén theo
dudi chiém 14y mot phdn 16n ctia mét hay vai thi trudng nho. Thong qua
Marketing tap trung doanh nghiép s& danh dwoc mét vi tri vitng chic
trong khic thi trueong nho hiéu biét & hon nhiing nhu ciu cta khic thi
truong d6. Hon nira, doanh nghlep s& tiét kiém duoc _trong hoat dong nho
chuyén mon hod san xudt, va phan phdi, tir d6 c6 thé dat dugc ty suat loi
nhuin trén vén dau tu cao. Tuy vdy, Marketing tap trung cling gan lién
Va1 nhu’ng ri ro 16n hon binh thudng khi khiic thi trudng cu thé c6 thé
tré nén t6i té hon, vi du khi nhirng phu nit tré dot nhién théi khdong mua
quan ao thé thao nira 1am cho loi nhudn ctia Con g ty Bobbie Brooks sut
hén xuéng, hay mot d6i thu canh tranh nao do ¢6 thé xam nhép khic thi
truong nay. Vi nhimg 1y do d6 nhiéu doanh nghiép thich hoat dong trong
nhiéu khdc thi trudng hon.

Hinh 5.6: Marketing tdp trung

Khic thi trudng 1

Marketing mix >

Khiic thi truong 3

Nguén: Philip Kotler (2003), rai liéu da ddn, trang 323.
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5.3.3 Cin cir xdc dinh chién lwgc cho thj trwdmg muc tiéu

Doanh nghiép cin xem xét nhidu yeu t6 khi lua chon chién luge cho
thi trudng muc tiéu. Chién luoc nao la bt nhat phu thudc vao ngudn luc
ctia doanh nghiép. Mot doanh nghiép c6 nguon luc han ché thi Marketing
tap trung 1a phd hop nhét. Chién luoc tbt nhét cing phu thudc vao tinh
hay bién dbi cua san pham Marketmg khong phan biét thi thich horp vai
cac san phdm ddng nhat, vi du nhu gao hay mudi. San phdm c6 nhiéu
méu mi da dang nhu xe may, dién thoai di don g thi Marketing phéan biét
hay Marketing tép trung la uu tién hang dau. Cic giai doan khéac nhau cua
chu ky song mot san pham ciing dwoc xem xét t6i, cu thé 12 khi mot san
pham méi dugce tung ra thi truong thi doanh nghiép thudng chi c6 mot
mau (version), viéc dp dung Marketing khong phén biét hay Marketing
tap trung 1a hay nhét, ngugc lai trong giai doan suy thodi thi Marketing
phén biét lai tr¢ nén hiéu qua.

Mot yéu té khéc nira 1a tinh hay bién ddi cua thi truong. Néu
phan 16n ngudi tiu dung co6 cung so¢ thich, mua s6 lugng nhu nhau
va ¢6 phan tng gidng nhau dbi véi cdc nd luc Marketing cua doanh
nghlep thi Marketing khong phan biét 1a phu hop nhat. Cubi cing
cic chién luge Marketing khdc nhau cua dbi thu canh tranh ciing
khong dugc bd qua. Néu d6i tha canh tranh ding Marketing phin
biét hay tap trung thi Marketing khong phan bigt s& chic chin thit
bai. Nguoc lai, khi d6i tha canh tranh dung Marketing khong phan
biét thi doanh nghiép c6 thé chiém lgi thé bang Marketing phan biét
hay tép trung.

5.4 PINH VI TRONG THI TRUONG
5.4.1 Khai niém dinh vi

Mot nhan higu san pham mot doanh nghiép, mot quoc gia, mot thanh
phd, mét con nguoi cé the dugc khach hang nhé dén vi mét nét dic biét
nao do6 hodc cling c6 thé khong dugc khich hang nho dén vi khong c6 gi
dang nhé ca. Chiang han, Honda 13 nhan hiéu xe gin may cia Nhat dugc
biét dén tai Viét Nam nhu mot san pham chét lugng cao, Mercedes 12 loai
xe 0td sang trong, My la quoc gia c6 nén cong nghe k¥ thuét cao..

Ngay nay, khach hang bi téc dong boi AL s6 hoat dong truyén thong
vé hang héa va dich vu. Céc a 4n tuong chi ton tai khi n6 khac biét so v6i
céc dbi thu canh tranh, dgc déo va phu hop vdi tam 1y khéch hang. D6 1a
1y do 1y thuyét dinh vi ra doi.

“Dinh vi san pham la cdch tao ra vi thé cia san phcfm trong tam tri
cua nguoi tiéu dung dé tao su khdc biét so vdi doi thu canh tranh” (Al
Ries va Jack Trout, 2000).
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“Binh vi thi truong la thiét ké mot san pham cé nhitng ddc tinh
khdc biét so véi san phdm hodc dich vu cia doi thit canh tranh va tao
cho né mét hinh dnh riéng déi véi khdch hang” (Philip Kotler va
Kevin Lane Keller, 2006).

“Dinh vi bao gom tir mot dén hai, hodc ciing co thé la ba loi ich ma
khéch hang mong muén nhdn dugc ti san phdm hay dich vy cua cong ty
hodc day phai la nhiing loi ich ma cong ty cé thé cung cdp & mikc do 161
hon déi thit canh tranh” (Don Sexton, 2007).

5.4.2 Cac mirc do dinh vi

Dinh vi cé thé dwoc tién hanh & nhiéu mirc d6 khic nhau cho tht ca
nhiig gi c6 thé dua vao thi trudng tir san pham hiru hinh dén san phdm
v6 hinh. Cac mic do dinh vi c¢6 thé 12 dinh vi dia diém, dinh vi nganh,
dinh vi doanh nghiép, dinh vi thuong hiéu..

- Dinh vj dia diém: Cé thé 12 mot quoc gia, mOt vung lanh thd, mot
chau lyc. 0 day nhan manh dén yéu t6 dia Chem lich su, van ho,
khoa hoc, kinh té, dan sb... Viéc dinh vi dia Chem rat can thiét cho
viéc thu hit dau tu, du lich, giao luu van hoa, xuét khau. Vi du khi
n6i dén Phap nguoi ta thuong lién tudng dén nganh Dugc phém,
Thuy ST gan lién voi i nganh Khich san — Nha hang...

- Bmk vi nganh: Mdi doanh nghlep thudc mot nganh nhét dinh va
mdi nganh déu cé sy khéc biét vé k§y thudt, nguyén vat lidu, lao
dong. Viéc dinh vi nganh gép phén néng cao hinh anh doanh nghiép
d6i v6i ngudi tidu ding. Vi du khi néi dén Airbus ngudi ta nghi ngay
dén cong nghiép san xuit méy bay dan dung, Canon gén lién véi
cong nghi€p san xuét may anh, Nokia gén lién véi cong nghiép san
xuét dién thoai di dong...

- Dinh vj doanh nghiép: Mbét sb doanh nghiép trong cling mot nganh
tuy san xudt ra céc san phém c6 tinh nang sir dung khé g10ng nhau
nhung lai ¢6 nhidu mit khic nhau nhu lich st hinh thanh va phit
trién, qui mé va k¥ thuat san xuét, trinh &8 cong nhén, vén kinh
doanh, thi phan, mirc 6 da dang san pham chat lrong san pharn
muc d6 quan tam dén khach hang... Vi vay, mdi doanh nghigp cén
gy duoc an tuong sau sdc v6i khach hang bang céc dic diém noi bat
va hon hin ddi thu canh tranh d2 tir 46 khéch hang s& chd ¥ dén céc
nhan hiéu san phdm ctia doanh nghiép.

- Dinh vi thuwong higu: Dinh vi thuong higu 1a & an dinh hinh anh san
phim trong tam trf khach hang bing céc dic dlem nhur loi ich, chat
lugng, gia ca, cung cdch phuc vy, thong tin, hé théng ban hing gan
lién v6i san pham nay. C4c hinh anh duogc ding dinh vi phai déc séc,
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doc ddo hon hén d01 tht canh tranh. Vi du Hiang Audi v&i nhiing
dong xe 6td cao cap, Vinpearl land véi nhitng khu nghi dudng cao
cap tai Viét Nam.

5.4.3 Caic chién hrge dinh vi sin phim
Ngudi 1am Marketing c6 thé theo céc chién luge dinh vi sau:

- Dinh vi dya trén mdt thudc tinh ctia san phdm. Vi du: Bot giat Tide
dugc dinh vi “trdng nhu Tide”.

- Dinh vi dua trén loi ich ctia san phim dem lai cho khach hang. Vi
du: Kem danh rang Colgate dugc dinh vi “nglra sdu rang”.

- Pinh vi dya trén ting 16p nguorl su dung. Vi du: Xe mdy danh cho
ngudi thu nhdp cao, trung binh va thép.

- Dinh vi so sdnh véi d01 thu canh tranh. Vi du: Quang cdo cic loai
bt glat thuong cho rang trang hon céc loai bgt gidt khac.

- Dinh vi tich biét hin cic dbi thu canh tranh. Vi du: Nuéc bd dudng
Bacchus so véi cic loai nudce tang luc.

- Dinh vi so sanh véi céc loai san phadm khiéc. Vi du: Huong thom cua
mot loai du xjt phong c6 mii thom toé ra gibng nhu mot loai hoa.

Viéc dinh vi mdt san pham thuong duge dit & mot vi tri trén so dd
nhu vi du sau:

Hinh 5.7: So d6 minh hoa dinh vi cdc cong ty sdn xudt xe tdi

Céng ty méi Nhanh

Nho
Chim
SO BO VI TRI SAN PHAM CUA 4 CONG TY
SAN XUAT XE TAI

Ngudn: Philip Kotler (2000), tai liéu da ddn, trang 372.
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5.44 Cacbwéc cia qua trinh dinh vi (The process of positioning)

Ngudi lam Marketing khi dinh vi san phim thudng theo cic budc
sau:

Xéc dinh miac do dinh vi.

- Xic dinh c4c thudc tinh cdt 16i quan trong cho khic thi truong di lua
chon. L

- Xac dinh vi tri cdc thudc tinh trén ban doé dinh vi.

- Danh gid cic lua chon dinh vi.

- Thuc hién dinh vi.

Budc 1: Xac dinh mire d§ dinh vi

Mot td chirc khi tién hanh dinh vi thi truomg c6 thé xac dinh mot hosic
nhiéu mirc dg dinh vi. Céc muc d6 dinh vi d6 c6 thé 1a dia diém, nganh
san xuét, cong ty, san pham.

Buwéc 2: Xdc dinh r6 cic thude tinh c6t 16i quan trong cho khiic thi
treomg da lwa chon

Sau khi da x4c dinh mirc d6 dinh vi ta can xé4c dinh cac thudc tinh cu thé
quan trong cho cédc khic da chon. Can nghién ctru nhu cau dé xac dinh céc
thudc tinh ndi bat va cic lgi ich cu thé cho céc khic thj trudong muc tiéu.

Bwéc 3: Xdc dinh vi tri cac thude tinh trén ban db dinh vi
Céc thugc tinh quan trong c%‘m‘ dugc dat trén ban dd dinh vi. Ban dd
dinh vi c6 thé c6 hai chiéu hay nhiéu chiéu.
Buéc 4: Panh gia cac lya chon dinh vi
C#n xem xét dén céc trudng hop sau:
- Céc dic diém dinh vi can hon hén déi thu canh tranh.
- Xaéc dinh vi trf thi trudng chua bi xdm chiém boi cic doi thu canh
tranh d€ tan cong.
- Dinh vi lai d€ canh tranh c6 hiéu qua.
Sau khi da xédc dinh dugc vi trf, cong ty can xdc dinh céch tang cudng

hay duy tri vi thé canh tranh so véi céc d6i thu. Mudn dinh vi thanh céng
phai dat dwoc céc yéu clu sau:

- Céc dic diém can dinh vi phai thoa man diy du nhu cau khich hang
muc tiéu.

- Cic yéu té dinh vi cin ding su that, pht hgp v&i cam nhén cia
khéch hang muyc tiéu.
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- Céc yéu té dinh vi cin phai doc ddo, khong triung ldp véi dbi thu

canh tranh

C6 nhiéu phuong phép dinh vi dugc dé nghi trong chién luge cua
cong ty va khi dinh vi ngudi ta thudng dua ra cic ciu hoi:

(1) Nhitng sy khéc biét 16n nhét giita cong ty va déi thu canh tranh?

(2) Nhitng yéu tb ndi bat nao dang bi cdc dbi thu canh tranh chiém giu?

(3) Nhitng yéu t6 nio c6 gid tri nhét dbi véi khiic thi truomg muc tiéu?

(4) Nhitng yéu t6 chung cuia nhiéu dbi thu canh tranh dang c6?

(5) Nhimg yéu t6 ndo khong thudc vé dbi thu canh tranh?

(6) Nhitng nguén cung tmg nao t6t nhit cho chién luge dinh vi san

pham?

Bdng 5.6: Lua chon cdc chién lugc dinh vi cong ty

Pinh vi

Thé hién cu thé

—Dén déu thi phin

— DAn dau chét luong
—DA4n dau dich vu

—D4n d4u cong nghé
—Dén dau vé déi moi
—Dén diu vé su ning dong
—Din dau vé mdi quan hé
—DAn dau vé su kinh trong
—D4n d4u vé su hiéu biét
— DAn déu toan ciu

—Dén dau vé gid caré
—Dian du vé gid tri

—Doanh s6 16n nhét

— Chét lugng tdt nhét

— Cham séc khéch hang tot nhét

— Phit trién céng nghé méi dau tién

— Séng tao nhét trong 4p dung cong nghé méi
— Thich tmg nhét

— Gén lién sy thanh cong dbi véi khach hang
— Hoan hao nhét

— Chuyén nghiép nhét

— Vi trf kinh doanh toan ciu

— Gi4 thip nhit

— San phim c6 gi4 tri tot nhét

Nguon: Philip Kotler (2003), tai liéu da ddn, trang 332

Dénh gi4 su Iya chon dinh vi cin nghién ctru quan niém cua khéch
hang vé cong ty. Ngoai ra con cé cdc quan niém khéc cling can phai chi

y nhu:

1. Quan niém cia cong ty vé chinh cong ty.

2. Quan niém cua cong ty veé cac doi thu canh tranh
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3. Quan niém cua cong ty vé khich hang
. Quan niém cua doi thu canh tranh vé cong ty
. Quan niém cua dbi tht canh tranh vé ban than ho.

4
5
6. Quan niém cua d6i thu canh tranh vé khéch hang
7. Quan niém khéch hang vé cdc d6i thi canh tranh
8.

Quan niém cua khach hang vé ban than ho

Nhu vy khi danh gia mot van dé cac dbi tugng khic nhau s& c6 cic
quan niém c6 thé khac nhau. D;eu quan trong la cong ty can nghién ciu
rd quan ni¢m cua khach hang v& cac vén dé can truyén thong dé dua ra
dugc céc chién luge dinh vi thich hop va hiéu qua.

Buwéc 5: Thwe hién dinh vi va Marketing mix

Pinh vi cén duoc thong tin t&i khach hang bing tit ca cic phuong
tién truyén thong. Tét ca cic thanh phan trong céng ty, nhan vién, cic
chinh séch, cdc hoat dong truyen thong can duoc xay dung thanh c4c hinh
anh dic séc nhim thé hién chién luoc dinh vi. Marketing mix 1a chia khoa
quan trong dé thuc hién chién luge dinh vi gép phén tao ra su dac séc va
khéc biét.
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TOM TAT CHUONG 5

Phén khuc thi truong 1a mét viéc lam quan trong bai 1é khong mot
cong ty nao c6 thé bao quat toan bd thi trudng. Muc dich cia viéc phan
khiic 13 chia thi truong tong thé thanh nhiing thi trudng nhé hon voi
nhitng khéch hang c6 chung nhu cdu. Viéc nhén biét cac phén khdc thi
truong nay giap cong ty: (1) tao ra san phim va dich vu dap ung nhu cau
ctia c4c khach hang cu thé va (2) tép trung cdc ngudn luc Marketing mot
cach hi¢u qua hon.

Sau khi phén khdc thi truong va lua chon duoc thi truong muc tiéu
hdp din nhét véi minh, céc doanh nghiép cén phai tién hanh dinh vi san
phim trong thi trudng muc ti€u d6. Viéc dinh vi s& lam cho khich hang
ludn ghi nh¢ trong tam trf cta ho nhiing déc diém cta san pham mf)i khi
lién tudng t¢i va hon nita né cling quyet dinh dén céc chién luoc
Marketing tiép theo.
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SO e LU RO
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CAU HOI ON TAP CHUONG 5

Tai sao céc doanh nghiép phai phén khic thi truomg?

Trinh bay céc tiéu thitc ding dé phan khic thi trurong.

Lam thé nio d8 Iua chon thi trudmg muc tiéu?

C6 mdy céch lua chon céc khic thi trudng va dp img Marketing?
Hay trinh bay cé4c cén cir x4c dinh céch Iya chon thi trudng muc tiéu.
Tai sao phai dinh vi thi truong cho cic san pham - doanh nghiép?
Trinh by cic budc dinh vi thi trudng cho san phdm - doanh nghiép.





