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Introduction

The Participatory Agricultural
Extension Programme funded by
VVOB, a Belgian non-profit
(Www.vvab.be/vietnanmy), is
implemented in three provinces of the
Mekong Delta (An Giang, Hau Giang
and Soc Trang) and two provinces in
South-East Vietnam (Ba Ria, Vung
Thau and Binh Phuoc). In these five
provinces VVVOB collaborates with the
Agricultural Extension Centre (AEC),
Department of Agriculture and Rural
Development (DARD), Women’s
unions (WU) and Farmers’
Associations (FA) to promote
participatory methods in agricultural
extension.

In line with the national policy PAEX
contributes to an extension system that
addresses the needs of the farmers.
Farmers and extension personnel need
skills to facilitate the development of
an extension system based on real
needs.

In addition to key participatory
extension methodologies, i.e
Participatory Rural Appraisal,
Participatory Technology Development,
Participatory Farmer Club Operation
and Management, the Programme
introduced basic marketing concepts.

In November 2011 a 3 day training
workshop on marketing of agricultural
products for core-Agricultural
Extension trainers (ToT) covered
following contents:

Module 1: Marketing concept
(Marketing, agricultural marketing,
value chain)

Module 2: Marketing approach skills
(market segmentation, customer
behavior, product, branding, marketing
plans)
Module 3: Negotiation skills and price
Module 4: Analysis of a case study of
the Vinh Tranh rice variety production
co-operative
Based on above training contents and
additional input by ToT core trainers, a
marketing concept book has been
developed consisting of training
modules each containing a main
training session, additional background
documents, references and case studies.
This book was developed thanks to
the national consultant for this
workshop Dr. Ho Cao Viet, main
author of this book, and thanks to the
contributions of ToT core trainers of
five provinces to the marketing
training course.
We gratefully acknowledge the strong
support of Directory Boards of
DARDs and AECs. Their constant
cooperation will be necessary to
ensure that this marketing knowledge
can be further disseminated to relevant
stakeholders.
We hope and believe this book will be
help the ToT core trainers to convey their
knowledge to other trainers, extension
workers and farmer clubs and that also
extension workers, farmer clubs, mass
organization members will find this book
useful.

Dr. Wilfried Theunis

VVOB Country Programme
Manager
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Loi gidi thiéu

huong trinh  khuyén
noéng c6 sy tham gia
(PAEX) do To6 chuc

VVOB, t6 chic phi loi nhuan
cua Bi, tai tro
(www.vvob.be/vietnam/).
Chuong trinh dugc thuc hién
tai ba tinh Pong bing song
Cuu Long (An Giang, Hau
Giang va So6c Trang) va hai
tinh Dong Nam B¢ (Ba Ria -
Viing Tau va Binh Phuéc). O
nam tinh nay, T6 chic VVOB
hop tac v&1 S& Nong nghi€p va
Phat trién Nong thén, Trung
tam khuyén nong, Hoi Phu nir
va Hoi Nong dan nhim xuc
tién cac phuong phap khuyén
néng cd su tham gia.

Trén tinh thin céc chinh
sach qubc gia, Chuong trinh
PAEX cung voi cac co quan
khuyén nong thuc hién hd tro
ky thuit theo nhu cdu cua
nguoi nong dan. Theo do, can
bd khuyén nong va ndéng dan
can c6 duoc nhitng k¥ ning hd
trg can thiét gitp phat trién hé
thdng khuyén ndéng duwa trén
nhu cau thuc té.

Bén canh cac phuong
phap khuyén nong cé su tham

gia ciia nguoi dan nhu 1a Panh
gi4 nong thon nhanh, Phét trién
ky thuat c6 sy tham gia, Diéu
hanh va quan ly Cau lac bd
khuyén ndng c6 su tham gia,
Chuong trinh PAEX gi61 thiéu
vé nhitng khai niém marketing
(tam dich 1a tiép thi) co ban.

Vao thang 11 nam 2011,
Chuong trinh to chirc hoi thao
tap huan 3 ngdy vé marketing
ndng san voi su tham gia cua
cac giang vién khuyén nong
nong cdt (giang vién ToT) theo
cac ndi dung sau:

Module 1: Khai niém
Marketing (Khai niém
marketing, marketing nong
nghiép, chudi gia trj).

Module 2: K§ ning tiép
can thi truong (Phan khtc thi
truong, nghién ctru hanh vi
khach hang, chién lugc san
pham, xay dung thuwong hiéu,
ké hoach marketing).

Module 3: K§ nang dam
phan va k¥ nang dinh gia.

Module 4: Phan tich
truong hop Hop tac xa ha giéng
Vinh Trach, tinh An Giang.
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Trén co s& ndi dung tap
hudn trén va nhitng dong gop
b6 sung cla cic giang vién
khuyén nong nong cbt, cudn
saich Hwéng din Marketing
(Ung dung trong khuyén
ndng) duoc bién soan va tong
hop. Hudng dan marketing gidi
thi€u to1 ban doc ndi1 dung bai
giang, tai liéu doc thém, tai li¢u
tham khdo va phan tich truong
hop thanh cong dién hinh.

Cubn sach nay dugc xdy
dung véi sy hod tro ciia chuyén
gia tu véan cho hoi thao, TS. HO
Cao Vigt, tac gia chinh cua
cuébn sach nay, va nhd vao
nhitng dong gop k¥ thuat cua
do6i ngii giang vién khuyén nong
0 nam tinh tham gia khoa tap
huén nay.

Ching t61 chan thanh
cam on su hd tro nhiét tinh cta

Ban lanh dao cac S& Nong
nghiép va Phat trién Nong
thon, Trung tim Khuyén nong
cua nam tinh thyc hi¢n Chuong
trinh PAEX. Tu sy hop tac
nay, nhirng kién thirc co ban vé
marketing tiép tuc duoc gidi
thiéu t6i nhitng d6i twong tham
gia phu hop.

Chuang t61 hi vong va tin
twong cudn sach ndy s& gitp
cac giang vién ToT truyén tai
tri thirc va hiéu biét toi nhing
giang vién tré, can b khuyén
néng va cac cau lac bo nong
dan va day 1a cudn sach hiru
ich danh cho can by khuyén
nong, cau lac by nong dan va
can bd céc td chirc doan thé.

TS. Wilfried Theunis
Giam doc Chwong trinh quoc
gia VVOB
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Doi ngii giang vien ToT

An Giang

L@ Thi Kim Dung
Nguyén Vin Héng
V6 Thanh Manh
Pham Thi Nhu

Ba Ria - Viing Tau
Lé Pinh Cong

Tran Thi Thién Huong
Phiing Thi Nguyén Phung
Tran Vin Long
Thinh Ptrc Minh
Lé Van Gia Nho
Luong Tuy Phuong

Binh Phudc
Nguyén Vin Pao
Phan Van Ha
Nguyén Thi Hanh
Mai Van He
Pham Van Huy
Mai Hung
Lé Ha Minh Chuong Séc Tring
Nguyén Van An V6 Hong Diing
Nguyén Hitu Danh
Hau Giang Ly Thanh Lam
Nguyén Ping Khoa Tran Trang Nha
Lé Van Khoa Lé Thi Anh Nguyén
Thai Ngoc Sang Ngd Ngoc Thoi
Pham Van Tém Huynh Bao Quéc
Nguyén Vin Ming Lé Thi Ngoc Yén
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Huéng din st dung sach

Noi dung cudn sach bién soan dudi 2 hinh thirc: bai gidng va tai li¢u
doc thém tuong ung voi cac Module.

Trong tai liéu doc thém, cac van dé duoc néu va phén tich mot cach cu
thé, nhiéu vi du minh hoa va giai thich sau. Trong khi d¢, tai liéu dang bai
giang chi tom tit nhitng ndi dung chinh s& duoc trinh bay va théo luin trong
qua trinh hoc.

Di kém voi bai giang cua cac Module 12 phin Bdi tdp tinh huong
(Case Study), cac tinh hudng nay gén lién voi thuc tién va nhiam muc dich:
(a) Minh hoa cho bai giang, (b) Hoc vién cing ¢b 1y thuyét, (c) Hoc vién biét
giai quyét tinh hudng.

Hoc vién nén doc trude cac bai giang va tai liéu doc thém dé hinh dung
nhitng y tudng, cau hoi va nam so khadi cac van dé trude khi thao luén.
Cac tai liéu doc thém:
Kinh doanh nhé c6 can tiép thi khong? (Module 1 va Module 2b)
Phan khtic thi treong va lua chon thi trrong muc tiéu (Module 2a)

Chién luoc canh tranh theo phan khuc tiéu ding cua Pepsi Co.
(Module 2a)

Ban biét gi vé Packaging Design (Module 2b)

Xay dyng thuong hiéu (Module 2b)

Xay dung ké hoach tiép thi (Module 2c)

Diéu ky diéu an sau nghé thuat ban 1¢ caa Apple (Module 3a)

w e

K¥ nang dam phéan va ban hang (Module 3a)

Nghé thuat tao ra san pham hoan hao (Module 3b)
10. Pinh gia san pham phan 1 & 2 (Module 3b)

11. Bai hoc tir chién Iuoc gia cia Coca-Cola (Module 3b)

© © N o o &

Nhitng bai tap tinh hudng, nhdm muc dich lam cho hoc vién hiéu rd
hon n6i dung 1y thuyét ctia cac bai hoc. Bai hoc tinh hudng dua trén nhiing
van dé thyc tién, mang tinh truc quan va két qua phén tich dat duoc c6 thé ap
dung vao thuc té tiy timg hoan canh va diéu kién kinh té - xa hoi.
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STT| Module No§i dung tai liéu Tén file Dang
tai ligu
1 [Module 1:  |Khai niém Khai niém tiép thi |Bai giang
Khai niém  |Marketing (marketing) va tai liu
marketing Tiép thi nong doc thém
nghiép
Chudi gié tri
Phan khtic thi  {Phan khtc thi Bai giang
truong truong va tai ligu
doc thém
Nghién ctru Hanh vi nguoi tiéu |Bai giang
hanh vi khach  |dung va tai lieu
hang doc thém
2 |Module 2: |Chién lugc san |Chién Iugc san Bai giang
K nang tiép |pham pham
can thi Xay dung Xay dung thuong |Bai giang
truong thuong hiéu hiéu va tai liéu
doc thém
Xay dung ké X4y dung ké hoach |Bai gidng
hoach tiép thi  |[tiép thi va tai liéu
doc thém
Module 3:  |Ky ning dam  |K§¥ ndng dam phan |Bai giang
3 |K¥ ndng dam|phan va ban hang va tai li¢u
phan va dinh doc thém
gia nong san |Ky niang dinh  |[K§y ndng dinh gia  |Bai gidng
g14 ndng san va tai liu
doc thém
4 |Module 4:  |Phan tich truong
Phan tich hop Hop tac xa
truong hop | lta gidng Vinh
Trach
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KHAI NIEM THI TRUONG
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Module 1 - Khai niém marketing

Khai niém tiép thi (Marketing)
Tiép thi nong nghiép (Agricultural marketing)

Chubi gia tri (Value chain)

Bai giang — Khai niém marketing

I. Tiép thi (Marketing) 1a gi?

— “Marketing 1a cac hoat dong nhim thoa
~ man nhu cau va mong mudn cua con nguoi
thong qua qua trinh trao d6i”. Philip Kotler
(1980).

“Marketing la mot qua trinh
quan 1y mang tinh xa hdi, nho d6 ma céc ca
nhan va tap thé c6 dugc nhiing gi ho can va
mong mudn thong qua viéc tao ra, cung cip
va trao d0i nhitng san pham c6 gia tri voi
nhitng d6i twong khac” Philip Kotler (1991).

www.vvob.be/vietnam
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Theo quan diém truyén théng (cé dién)

biém xuat Tieu diém Phuwong Két qua
phat tién

Jt Jr Jt Il

Leoi nhuan
ttr san lwong
ban

San xuidt  San pham Ban hang,
hiéncé co dong

Theo quan diém hi¢n dai

Jt Jr Jt Il

Thitrwong Nhucidu 4P (giaca, Loinhuantrsw
khach san pham, théa man
hang phan phéi, khach hang
khuyén mai)

Hinh 1.1 - Marketing truyén thong va hién dai
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../Clip%20Marketing/A%20Short%20Introduction%20to%20Marketing.flv

Ky nguyén
Ky nguyén
Ky nguyén
Ky nguyén ?
xay dung moi 1

tudng tiép thi
quan h¢

khéach hang 1860 1880 1900 1920 1940 1960 1980 2000 2020

Hinh 1.2 - Lich sir phat trién marketing (ciia cac doanh nghiép M¥)

San pham va

dich vu
022 72 Ao faoe %\\ g
.,’ < ININD N

Gia tri, sy hai long
va chat lugng

Nhu cau, mong
muon, yéu cau

=

Thi trudong

Trao doi, giao dich
va quan hé

/@L
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Il. Piéu gi khién ngudi tiéu diung thwe hién hanh vi mua hang
hoa/dich vu?

- Nhu cau (Needs)
- Mong muén (Wants)

- Yéu ciu (Demands)

1. Nhu céu ... (Needs) ?

La cam giac thi¢u hut thoa man co ban nao d6 ma con nguoi
cam nhan duoc.

Nhu ciu phat trién ban
than

()

18

(g)

0 A

1Y Nhu cau duo

© ton trong

Q,

O 5 7

o Nhu cau giao tiép

Cv

Q

=

=

=

0 A o ,

ch Nhu céu sinh ly

Hinh 1.4 - Thap nhu ciu ciia MASLOW

2. Mong muén...(Wants) ?

Bicu hién cu thé ctia nhu cau.
Khong ngurng phat trién.

Puoc dinh hinh béi dinh ché x3 hoi, luc lugng xa hdi (gia

dinh, truong hoc, nha tho, cong ty kinh doanh...).

www.vvob.be/vietnam
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Nhu cau Mong muon

= Qudn do = Pierre Cardin

= Nudc udng = Coca-Cola

=  Dulich »  Tour dd ngoai

= T6n trong = Xe Rolls & Royce

3. Yéu ciu...(Demands) ?

Mong muon dugc thda man bdi kha ndng tai chinh va thai do
san sang mua.

Mong muon Yéu cdu
= Xe Mercedes »  Thu nhdp cao
=  Hoc MBA »  Ngogi ngir
*  Du lich da ngoai = Suc khoe
= Can h¢ = Diéu kién kinh té

4. Diéu gi lam théa man nhu cau, mong muon?

= San pham: (Tangible item)- Mot | = Dich vu: (something

vat hiru hinh c6 thé thoa man nhu Intangible) - Mot thi

cau, mong mudn. v6 hinh c6 thé thoa
mén nhu cau, mong
mudn.

= Mua san phém dé thoamannhu | = Dich vu: dich vu hang

cau, mong mudn mang lai tir khong, tai chinh, bong

dich vu (mua tién nghi cta xe da, du lich...

Lexus).

= San pham: xe, quan 4o, chai dau
goi dau...

www.vvob.be/vietnam
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5. Yéu to nao dnh hwéng dén viéc chon sian pham va dich
vu?

= Gia tri ddi voi khach hang (Customer Value Proposition -
CVP) muc lgi ich san pham/dich vu mang lai cho khach hang.

= Sy hai long: Ml;]’C d6 thoa man nhu cu, mong muén cua khach
hang do san pham/dich vu mang lai.

6. Gia tri d6i voi khach hang (Customer Value Proposition
- CVP)

= Cung cp dung san pham (Right product)

= Pén khach hang myc tiéu (Target customers)
= V6i gia chdp nhan dugc (Price acceptable)

= Dura trén chudn muc gié trj (Value)

= Mang lai lgi nhuan (Profit)

7. Phuwong thirc dé san pham/dich vu théa min nhu ciu,
mong muon?

= Trao doi: Sy trao - nhan san pham mong muon.
= Qua trinh tao ra gia tri, ¢6 loi cho cac bén.

= Giao dich: La don vi do luong cua trao doi, 1a sy mua — ban
gié tri cia cac bén.

= Marketing quan hé: La tién trinh xay dung cac mbi quan hé lau
dai (nguoi tiéu dung, nha phan phdi, nha cung ung...).

www.vvob.be/vietnam
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II1. Khach hang la ai?

Khach hang
hién co

Thi trwong tap hop tat
ca khach hang co
cung nhu cau, mong
muén, tham gia trao
déi dé théa man bdi
cac san pham va dich
vu

Khach hang
tiém nang

Hinh 1.5. B6i canh ciia h¢ thng marketing hién dai

Demographic/ // Technological/
economic / : physical
environment / Marketing environment

/" Intermediaries

0\
2

e Mar/r
« L7
& i niky & %
N e \-\f{r
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/ N /
// Sm /
’ [ Target 7 ;
<Supphers Prctormon | Price Publics
N , |
\\ ; //
N
\\ /
R v
N
Political/ Social/
legal cultural
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IV. Marketing thanh céng...cin diéu gi?
P (Lg¢i nhuan) Profitable
O (Chu dong) Offensive (rather than defensive)
I (Hoi nhap) Integrated
S (Chién lugc) Strategic (is future orientated)
E (Hi€u qua) Effective (gets results)
(Theo Hugh Davidson, 1972).

</ SMART

: “A\C
b ec\(

meb"‘lnd s?

Hinh 1.6 - Nguyén tic SMART trong marketing

S (Specific): Cu thé, rd rang va dé hiéu.
M (Measurable): Do dém duoc.
A (Achievable): Co thé dat dugc bang chinh kha niang ctia minh.
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R (Realistic): Thuc té, khong vién vong.

T (Time bound): Thoi han dé dat duogc muc tiéu da vach ra.

MARKETING MIX 4P

San pham Phan phdi
(Product) (Place)

Xic tién hén
hop
(Promotion)

Hinh 1.7 - Marketing MIX 4P
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Hinh 1.8 - Mdi quan hé twong h{ giira marketing véi cdng dong, té chirc/doanh nghiép &
moi trweong kinh doanh
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Hinh 1.9 - Quyét dinh marketing dwa trén nén ting dao dirc
kinh doanh & luat phap

Co dao

dire

Nén ting
dao dirc

Trai dao
dwre

Trai luat Pung luit

Nén ting luit phap
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Hinh 1.10 - Trach nhiém xa hoi trong marketing

Trach nhiém xi hai

- Nhém loi ich quén ching

- M1 tneémg sinh thai
A 1 ‘-
- Cong ching no1 chung

Trach nhiém cic bén
lién guan

- Nha cung cép

- Nha phén phéi

- Nguo lam thue

- Khach hang

Trich nhiém loi ich
- Chn so him
_ Cé déng
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Tai li€u doc thém - Khai niém Marketing

|. KHAI NIEM TIEP THI (MARKETING)
1. Mot s6 khai niém va thuit ngir:

Céc tac nhan (agents) trong thi trudng gom co:

- Nguoi san xuat (producer, manufacture) : nguoi truc tiep san
Xuat ra hang hoa (bao gom san pham va dich vu) (vi du: nong
dan la nguoi san xuat ndng san)

- Nguon ban (seller) : mua hang hoa truc tiép tir ngudi san Xuat,
hodac hang hoa tu san xuat va ban cho doi twong khac nhu
nong dan, thuong lai thu mua, nguoi ti€u dung, nha may ché
bién...

- Nguoi mua (buyer): truc tiép mua hang hoa tir thi trudng, cé
thé truc tiep st dung hoac khong str dung hang hoa .

- Nguoi tiéu dung (consumer): truc tiép s dung hang hoa.
Nguoi tiéu dung cuoi cung (end-consumer): mua va st dung
hang hoa.

- Céc tac nhan trung gian (intermediaries): d6i twong trung gian
gilta ngudi san xuat va ngudi tiéu dung trong qua trinh tiéu thy
hang héa (thuong lai, van chuyén, boc xép, bao hieém, kho
chira, nha may xay xat/ché bien...).

THI TRUONG

4

Nguoi san
xuat

Nguoi
tiéu dung

Hinh 1.11 - Quan hé giira cac tac nhén trong thi trudong
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2. Tiép thi (Marketing) 1a gi?

Mot s6 dinh nghia vé marketing:

- Marketing (Tiép thi) 1a hoat dong cua loai ngudi nham hudng
dén théa man nhu ciu va mong mudn (cCia con ngudi) thong
quan tién trinh trao d6i (Marketing is the human activity
directed at satisfying human needs and wants through an
exchange process, theo Philip Kotler,1980).

- Marketing (Tiép thi) 1a tién trinh quan tri va xd hoi ma mong
mudén va nhu cau cta ca nhan va nhém duoc théa méan thong
qua sang ta0, cung Cap va trao doi cac gia tri ctia san pham
(Marketing is a social and managerial process by which
individuals and groups obtain what they want and need
through creating, offering and exchanging products of value
with others, theo Philip Kotler, 1991).

Nguwoi mua
Trao doi gia tri dé
nhan dugc nhitng lgi
ich mang lai tir san

phém/ dich vu

Nguwoi ban
Dic tinh, tinh chit cua
san phém/ dich vu dua
trén su thau hiéu nhu
cau va mong mudn cia
ngudi mua (nguoi ti€u
dung)

Nguon: Agriculture and Food Marketing Management (FAO, 1997).

Hinh 1.12 - Khai quat vé marketing
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3. Chirc ning ciia tiép thi (marketing):
Theo Kohls va Uhl (1990), chirc ning tiép thi gdm co:

- Mua va ban: Xu hudng ban nhirng thtr (san pham) lam ra hon
la chti y 1am ra nhiing tha can ban, hay ban nhitng th thi
truong can;

- Qua trinh san xuat - van chuyén - ché bién - ton tri.
- Cung cip von - han ché rui ro;
- Tiéu chuan héa: Duy tri d6 dong nhét vé s6 lwong va chét luong;

- Thong tin thi trudng: san phiam nao?, kénh phan phdi nao?, gia
ca?, xtc tién ban san pham.

Tiép thi 1 nham tra 101 cau hoi: Ban cho ai (WHO/WHOM)? Ban &
dau (WHERE)? Ban gia nao va ban nhu the nao (HOW)? Ban khi nao
(WHEN)? Ban san pham gi (WHAT)?

« Ban cho ai (WHO/WHOM) (Ai la khach hang hién tai va tiém
nang?)

* Bansan pham gi (WHAT) (Khach hang hién tai va twong lai mubn
gi & can gi?)

«  Ban gi4 ndo va ban nhu thé nao (HOW) (Lam thé nao dé thoa mén
nhu cau vé gia cua khach hang ?)

*  Bén khi ndo (WHEN) (Sén pham s& ban vao thoi diém nao, thong
tin dén khach hang thé nao, khi nao ?)

* Tai sao khach hang mua san pham (WHY) (Khach hang mua san
pham vi ly do gi?).

4. Tam quan trong cia tiép thi:

Thtr 1am mot phép toan s€ cho théy loi nhuén mang lai tur tiép
thi va nhat la tiép thi nong san:

www.vvob.be/vietnam

Chuong trinh Khuyén néng | 26 Tiép thi ndng sin
c6 su tham gia (PAEX) Marketing of Agricultural Products



Mot buc tranh cua Picasso ndm 1970 gia 150 USD, ciing buc
tranh trén, 30 ndm sau gia ban 150 tri¢u USD, tdng gap 1 tri¢u
lan ! Nho vao tiép thi.

Truong hop san xuat lua:

Gia str ndng suat lua binh quan/ha 13 7 tan, gia ban lua: 6.000
d/kg, tong chi phi: 28 triéu/ha, doanh thu/ha 1a 7 tan x 6.000
d/kg = 42 triéu dong/ha. Loi nhuan: 42 — 28 = 14 triéu
ddng/ha.

Néu c6 hoat dong tiép thi, gia lta dam phan & mic cao hon
500 dong/kg. Gia ban laa: 6.500 d/kg, doanh thu/ha 1a 7 tan x
6.500 d/kg = 45,5 triéu dong/ha. Loi nhan: 455 — 28 = 17,5
triéu dong/ha. Gia s chi phi khong d6i, chi phi marketing
khong dang ké. Chénh léch loi nhuan so véi truong hop 1 1a
3,5 trigu dong/ha.

Néu chi don thuan ting ning suat lua (cai tao giéng, phuong
thire canh tac, dau tu thém vat tu & lao dong), khong c6 hoat
dong tiép thi. Chi phi tang thém 13 0,5 triéu dong/tan laa. Lua
ting ning suat thém 10% (twong dwong 0,7 tan/ha). Doanh
thu: 7,7 tin x 6.000 d/kg = 46.,2. Loi nhuan: 46,2 - (28+3,5) =
14,7, cao hon trudng hop 1 13 0,7 triéu ddng/ha va thip hon
trudong hop 2 1a 2,8 triéu ddng/ha. Néi khdc hon, nho tiép thi
loi nhud@n mang lai cao gdp nhiéu lan.

Hon nita, tiép thi néng san mang lai nhitng gid tri vé hinh d6
1a: (i) Thé giéi biét dén ndéng san Viét Nam noéi chung va
nhitng thuong hiéu néng san Viét Nam nhu ca phé Trung
Nguyén, ca basa (catfish), tiéu Viét va diéu Viét, gao Nang
Huong, chdm chom Viét, Thanh Long Viét, nho Ba Moi, Buoi
da xanh Viét v.v...; (ii) M& rong thi truong tiéu thy nong san
(tang luong cau); (iii) Tang kha ning canh tranh cua néng san
Viét Nam va tang gia tri gia tang, tang lgi nhuan cho h nong
dan va cac tdc nhan khic trong chudi gia tri nong san.
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5 Marketing mix (4P) (Tiép thi hén hop 4P): Tiép thi san pham
gém c6 4 thanh t6 chinh, d6 la: San pham (Product) Phéan phdi
(Place/Distribution), Gia ca (Price) va Khuyén mai & xtc tién ban
hang (Promotion).

- San phiam: Pic tinh (thudc tinh chat lwong, gia tri vo hinh &
gia tri hiru hinh) cua san pham, tra 161 cau hoi san pham s¢€ dap
ung nhu cau nao cua nguoi tiéu dung ? (xem thém Module 2b)

- Gié ca: Gia san pham sg ban 13 bao nhiéu ? (xem thém Module
3b)

- Xuc tién ban hang (Khuyén mai): S& 1am thé nao dé ban hang?
- Phan phdi: San pham dy kién s& phan phdi nhu thé nao ?

PRODUCT

DELIVERY or
THE DISTRIBUTION

MARKETING
MIX

Hinh 1.13 - Céc thanh t6 chinh ciia Marketing hén hgp 4P
(Marketing mix 4P)

6. Phén tich méi trwong kinh doanh (Business environment)

Phan tich moéi truong kinh doanh chinh 1a xem xét tac dong cua
cac yeu to vimo & vi mo dén hoat dong marketing:
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Yéu té vi mé: Nha cung cip (suppliers), tdc nhan trung gian
(marketing intermediaries), cong dong (public), d6i thii canh tranh
(competitors), khach hang (customers), nhitng tdc nhan khac nhu
nhan vién, phuong tién truyén thong, hau can, cong ty phan phdi
ban si/ ban 1¢) (other stakeholders (employee, media, logistic
companies, wholesale/ retail & distribution company).

. Yéu té vi mé: Chinh tri/ luat phap (political/ legal forces), kinh té
(economic forces), van hoa — xa hoi1 (sociocultural forces), cong
nghé (technological forces). PEST factors

C. Phdn tich SWOT (vi du: Cong ty Ca phé Trung Nguyén)

. 5 dp luc canh tranh (Five - Forces)

Phén tich 5 ap lyc canh tranh nham nhan dang mdi truong kinh
doanh cua doanh nghiép/to chirc/san pham. Theo Michel Porter co
5 yéu t6 canh tranh chinh:

= Nhirng d6i thi/san phdm canh tranh méi tham gia thi truong
(New entrants more competition)

» Nhitng hang héa gdm nhirng san phdm hoic dich vu thay thé
(Substitute products or services): Vi du: Tra thao mdc la san
pham thay thé ca phé (Pavlina, 2005). Gia ca ph¢ tang, nhing
ngudi tiéu dung udng ca phé nhu thi tiéu khién c6 thé udng tra
hodc nudc trai cay. qua,

= Ap luc dam phan tir khach hang (Customers bargaining
power): nhi€u san pham canh tranh, nguoi tiéu dung c6 nhiu
chon lya vé gia cd, chat lugng san pham va dich vu phan phoi.

»= Ap lyc dam phan tir nha cung cép (Suppliers bargaining
power): Vi du: Ca phé Trung Nguyén mua hat ca phé nhan tir
nong dan, vi 1y do nao do (gia ca phé giam, lgi nhuan giam,
nang suét thap, bién d6i khi hau...) nong dan giam dién tich ca
phé, ca phé chi c6 chat lwong khi tréng ¢ ving cao nguyén,
Trung Nguyén khong c¢6 nhiéu nha cung cip dé chon lya, gia
mua c6 thé tang, chat luong nguyén liéu co thé khong tot.
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Bang 1.1 - Phan tich SWOT ciia Cong ty Ca phé Trung Nguyén

Piém manh Diém yeu

- Tir khi thanh 1ap d3 c6 hé thdng cira hang i- Cong ty con non tré nén
ban san pham rong khap ca nudc, tao co chua ¢6 nhiéu kinh nghiém
hoi hdp dan khach hang va nhan thitc vé canh tranh véi nhitng tap
thuong hiéu Trung Nguyén. doan va thuong hiéu 16n.

- Dan dau trong hé théng chudi phan phéi - Kinh nghiém cua doi ngil

nhuong quyén thuong hiéu (franchise nhan vién va nguon nhan
system) va kénh phan phoi hoan hao. lyc con non tré.

- Hat ca phé thu mua truc tiép tir nong - Nham dén ti da hoa loi
dan/trang trai nén gid mua hop Iy va ddm  inhuan trude mat, dat muc
bao chat lugng. tiéu ngan han nén chua

kiém soat tot chuoi cua
hang phan phdi san pham

- Trung Nguyén chinh phuc thi truong ca (eid bén va chét hrong).

phé trong nude, tir thanh phd cho dén nong
thon va ca nudc ngoai (Singapore,
Thailand, Nhat Ban, My EU).

- C6 rat nhiéu dong san pham dap trng nhu
cau da dang cua nguoi tiéu dung.

- Quang cédo hap dan va sang tao.

- Tao gia tri gia ting thong qua t6 chic sy
kién, két hgp van héa — du lich — ca phé.
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Co hoi

Théach thire

- Viét Nam gia nhap WTO, tao nhiéu co
hoi hoi nhap qudc té, nhleu quoc gia biét
dén ca phé Viét Nam, xuat khau ca phé.

- Tang thi phan do nhiéu nguoi nuéc ngoai
dén Viét Nam.

- Co s¢ ha tang vé cong nghé thong tin
(Internet) tot, thuan loi cho hinh thirc ban
hang tryc tuyén (online selling) dén khach
hang trong va ngoai nudc.

- Kha ning két hop yéu té vin hoa véi tao
ra thuong hiéu ca phé ndi tiéng dic trung
Viét Nam, két hop du lich sinh thai dé ting
gia tri gia tri gia tang cho ca phé.

- Chinh phu ¢6 nhitng chinh sach hé trg cho
doanh nghi€p nho6 & vira (SMEs) tao su da
dang hoda san pham ca phé.

- Gia nhap T6 chirc thuong
mai thé gidi nhiéu ddi thi
canh tranh nudc ngoai td1
Viét Nam.

-Nhiéu d6i thu canh tranh &
Viét Nam nhu la: Highland
Coffee, Gloria Jean’s
Coffee, Nestle, etc.

- Viéc bao vé thuong hi¢u &
nudc ngoai chua dugc quan
tam.

= Canh tranh séng con giira nhitng d6i thu canh tranh hién tai trong

nganh (Rlvalry amongst current competitors):

Vi du: Trung

Nguyén c¢6 rat nhidu dbi tha canh tranh trong va ngoai nudc
(thwong hi¢u 16n va manh nhu nghlal}d, Starbuck, Vinacafe,
Nescafe...). Nam 2003, Nescafe chiém thi phan 55,95%,

Vinacafe 38,45% (Sai Gon Tiép Thi).
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De doa
cua doi thu

canh tranh
méi ‘

Kha nang o ; K‘hé nér}g
dam phan song giira doi dam phan
ctia nha cung cip tha canh cua khach hang

tranh hién tai

-, g

cua
hang héa
thay the
Nguon:Trich dich tir Porter’s Five-Forces
(http://www.themanager.org/models/p5f.htm)

Hinh 1.14 — Ap lwc canh tranh ddi véi doanh nghiép/té chirc
Bai tip tinh hudng: Case study 1
I1. CHUOI GIA TRI (VALUE CHAINS)
1. Pinh vi (Positioning) trong chudi gia tri

Pinh vi trong chudi gia tri chinh 1a tra 1oi cau hoi: Ban cho ai
(WHO?), nhin dang mdi quan hé (giao diclvkinh té) véi cac tac nhan
khac trong chudi, tir d6 hoach dinh chién lwgc marketing (marketing
strategy) va xac dinh ké hoach marketing (marketing plan) phu hop.

Mot sb thuat ngir lién quan:

- Tac nhan (Agents): bao gom tit cac c4 nhan/to chirc tham gia
trong chuoi gia tri.

- Chi phi trung gian (Intermediate Costs - IC): chi phi phat sinh
trong qué trinh trao d6i/mua ban hang hoa giita cac tac nhan trong
chudi gia tri. IC gém c6: chi phi van chuyén & boc Xép, loi nhuan &
hué hong, chi phi lao dong, chi phi nhién li¢u.. Cémg nhiéu cép trung
gian, IC cang tang. IC thuong dugc hach toan vao gia mua hang hoa ¢
cap nguoi san xudt (gia mua tai hd nong dan). Lgi nhudn cua ngudi
san Xuét (ndng dan) giam khi IC tang.
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http://www.themanager.org/models/p5f.htm

Lai mua »| Thuong lai
ban bo tai 1&4n rAn
| /\
5i -
I Thuong Nguoi
nuoli 2o ~R - PN
lai cap trona tinh tiéu
\ /\ A
Ngudi Nha »| Chodia »| Nguoi
moi gibi Aeén A han 12
v : -
Lo mo > Siéu Kénh chinh—>
== 20 AT 4t AT A
Kénh phu
.

Sap ban 1€

Nguodn: Tong hop tir thong tin du an SMCB 2007/109 (ACIAR, 2011).

Hinh 1.15 - Chudi gia tri bo thit (& mét s6 tinh ven bién mién Trung)
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Bang 1.2 - Gia tri gia ting va loi nhuin ciia doanh nghiép ché bién

keo dira

. S
Khodn muc (1-0((;)1(‘;1;21%) Yo trong P I/OCJfr\O/nAg
2011 2010 2011 2010 2011 2010
Doanh thu (P) 71.430 56.430 100,0 100,0
- Keo dira 70.000 55.000
- Bi dira 1.430  1.430
Chi phi trung gian (IC) 26.460 22518 37,0 39,9 100,0 100,0
- Mua nguyén li€u (com dua,
duong, mach nha, phu liéu) 19710 15768 74,5 70,0
- Bao bi, dong goi 6.000  6.000 22,7 26,6
- Nhién liéu 750 750 28 33
Gia tri gia ting (VA) 44970 33.912 63,0 60,1 100,0 100,0
- Lao dong (thué nhan cong,
luong) 4.056 3.633 9,0 10,7
- Van chuyén 1.000 600 22 18
- Chi phi quan 1y 40 40 01 01
- Chiét khiu 900 900 20 27
- Thué & Phi 100 100 02 03
- Lai gop (GPr) 38.874 28.638 86,4 84,4
Khéu hao 443 443 1,0 13
- Lai rong (NPr) 38.430 28.195 85,5 83,1
-P/IC 2,70 2,51
- VA/IC 1,70 1,51
- NPr/IC 1,45 1,25
Ngudn: Dy an DBRP Bén Tre, 2011.
e WWW.VVOD. DEVietnam
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111. TIEP THI NONG NGHIEP (AGRICULTURAL
MARKETING)

Tlep thi nong nghiép (Agricultural marketlng) trong nén kinh té
san pham/dich vy nong nghiép hang hoa tir ngudi nong dan dén nguoi
tiéu dung trii qua mot qua trinh tiép thi voi sy tac dong cua nhiéu tac
nhan trung gian (tu thuong, doanh nghiép) dé mang lai loi ich cho ca
ngudi nong dan 1an ngudi tiéu dung. Ngudi ndng dan von co hiéu biét
kém vé thi truong, nén san phim 1am ra chua dap tng mot cach day
du nhu cau cua thi trudng va gia ca thuong khong hop 1y. Do do, tiép
thi nong nghiép 13 mot linh vuc kinh té nham cac muc dich sau: (i)
Nghién ciru va dap wng nhu cau cua thi truong néng san; (i) T6 chic
va quan tri thi truong nong san; (iii) Tao ra gia tri gia tang cho ndng
san va (iv) Mang lai loi nhuan cho ngudi san xuat (ndng dan).
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Ho néng dan (I)

v

Thuong nhan TQ

112\

A 4

Co s6 thu mua — so ché

Doanh nghiép trong

tinh (TTA)

v

|-+ Vo dua . -
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XUAT KHAU
(chinh ngach)

Com dura

Hinh 1.16 - Chudi gi4 tri dira Bén Tre

PIA




Bai tap tinh huong - SWOT, Five-Force, PEST

Anh (Chi) hdy chon 1 nong sdan tai dia phuwong. Sw dung cong cu
SWOT, PEST va Five-Force dé phén tich truéc khi dwa ra chién
Iwoc tiép thi cho néng sin do.

Cac budc thuc hién:

Chia hoc vién lam 4 nhém.
Thao luan cac thanh vién trong nhom.

Chon 1 ndng san ma cac hoc vién hiéu rd.

Thao Iuér} nhom, su dung cong cu SWOT dé phan tich ’diém
manh, diém yéu, co hdi va thach thirc cho qua trinh tiép thi
nong san do. Lap bang SWOT.

Thao luan nhém, st dung cong cu PEST dé phan tich moi
truong kinh doanh cho nong san lién quan dén cac yéu té vi
mo va vi mdé nhu: chinh sach/thé ché, didu kién kinh té, hoan
canh xa hoi va trinh do cong nghé.

Str dung cong cu Five-Forces phan tich 5 ap luc canh tranh di
V&1 nong san da chon.

Hoc li€u: st dung cac thé mau va bang keo dinh, viét mau, giay Ao va
bang trang.

Thoi gian théo ludn: 30 phut, Trinh bay: 10 phut/nhom; Goép y & tong
hop: 15 phut (85-90 phut).
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* Cac vi dy minh hoa vé bai tap tinh

hudng

SWOT (Strength, weakness, Opportunity, Threat)

Cay ca cao

Diém manh

biém yéu

Danh dién tich dé phat trién

C6 chinh sach hd tro phat trién cua
chinh phu

Diéu kién khi hau, thd nhudng thich
hop

San pham ché bién da dang, thi
truong rong, phu hop moi lra tudi
Doi ngli can bd k¥ thuat c6 kinh
nghiém veé k¥ thuat trong ca cao

La cay trong mdi, dé bi sau bénh
Ton nhiéu cong cham soc
Gia sdn pham con thap

Chua c6 nha may ché bién so-
coOla & céac san pham khac

Co hoi

Thach thie

Gia nhap WTO
C6 co ché chinh sach hd trg

Mo rong dugc thi truong

Nhiéu d6i thu canh tranh
C6 nhiéu mat hang thay thé

Quy mo san xuat con nho 1é
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Cu hanh tim

Diém manh

biém yeéu

Diéu kién tu nhién pht hop

Nong dan C6 kinh nghi€ém trong
san xuat

Puoc nha nude ho tro

ba co6 thuong hi¢u hanh tim Vinh
Chau

Thong dung trong doi song

Gidng: nang suét chua cao, chat
lugng khong dam bao

San xuat nho 1¢
K¥ thuat canh tac chua dong déu

Bao quéan sau thu hoach chua tot

Co hoi

Thach thuc

M6 rong thi truong

Nha nudc quy hoach ving san
xuat

Nghién ctru vé giéng va canh tac
moi

Két hop du lich van hoa dia
phuong

Bién d6i khi hau — khai thac muc
nuoc ngam, xam nhdp man

Canh tranh hanh ct xuét x tur
Trung Quoc

O nhiém moéi trudng — chit luong
san pham khong dam bao

Thiéu lao dong, chét luong lao
dong kém

Co s¢ ha tang san xuat chua dam
bao

www.vvob.be/vietnam

Chuong trinh Khuyén néng
c6 su tham gia (PAEX)

Tiép thi ndng sin &
Marketing of Agricultural Products

39




Hat diéu

Diém manh

biém yeéu

C6 gia tri kinh té cao
Dé canh tac

Ché bién dugc nhi€u san pham

C6 dinh hudng phat trién 1au dai

Dién tich ngay cang thu hep
Chua c6 thuong hiéu
May méc san xuét con lac hau

Co héi

Thach thirc

Gia nhap WTO

Chinh sach phat trién cua nha nude

C6 nhi€u san pham canh tranh

Kho phat trién theo tiéu chuan
GAP
Phu thudc nhiéu vao thoi tiét

Budi ho 16

Piém manh

biém yeu

Kiéu dang: doc dao
Khach hang va thich
Gia cao

S6 nong dan ndm k§ thuat san xuat
chua nhi¢u

Thi truong t,iéu thu con han ché,
doanh s6 thap

Ti€u thy phu thudc vao tinh thoi vu
(Tet)

Tié€u thu phu thudc van hoa, ton
giao,...cua khach hang

Co hoi

Thach thire

Khach hang dat mua nhiéu san
pham (gia tang luong ti€u thy)
C6 chinh sach xay dyng thuong
hi¢u buai “ho 167

Co6 chinh sach quy hoach vung
“Global GAP”

C6 san pham thay thé (nhu dua hiu)
Séan xuét nhiéu s& gap ruai ro: dich
bénh, thién tai.
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PEST (Political: Chinh tri, Economic: Kinh té, Social: Xa hoi,
Technological: Ky thuit)

Cay ca cao

Pi¢m manh Co héi

P: Chinh sach ho tro phat trién; | P: Gia nhap yVTO, ¢ co ché
gia nhap WTO chinh sach ho trg ndng nghiép

E: San phim da dang, thi E: C6 thé mé rong trong va ngoai
truong rong, gia tri kinh té cao inudc

S: San pham c6 gia tri dinh S: Giai quyét lao dong nhan roi.

dudng, tang thém thu nhap T: Nong dan tiép can k§y thuat moi

T: C6 dién tich phat trién, can
bd k¥ thuat c6 kinh nghi¢m;
diéu kién khi hau, thd nhudng
thich hop.

Piém yéu Théach thic

P: Chua c6 chinh sach hd tro i P: Gia nhap WTO
cac nha dau tu ché bién . )
E: C6 nhi€u mat hang thay thé
E: Chi phi lao dong (quy mo
nho) S: Chua c6 chinh sach bao trg gia.

S: Bi canh tranh cc nudc trong : T+ K§ thuat ché bién con han ché
ca cao (la cay trong moi).

T: D& bj sdu bénh (cay trong
dudi tan)
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Hanh tim

Diém manh

Piém yeu

P: Puoc nha nuéc hd trg

E: C6 thuong hi¢u hanh tim
Vinh Chau

S: Thong dung trong doi
song; diéu kién ty nhién phu
hop.

T: C6 kinh nghiém trong san

xudt; co san pham thay thé,
kha nang dam phan.

P: Chinh sach quan ly

E: San xuat nho 1é (hang hoa)

S: San xuét nho 1 (tap quén).

T: Giéng-ning suat chua cao, chat
luong khong dam bao, k¥ thuat chua

ddng déu sau thu hoach chua tt;
canh tranh gia.

Co hoi

Thach thie

P: Nha nudc quy hoach ving
san xuat

E: M¢ rong thi truong; két
hop du lich van hoa dia
phuong

S: Két hop du lich van hoa
dia phuong

T: Nghién ctru vé gidng va
canh tac moi; c6 su canh
tranh lang nghé vé san pham

P: Chinh sach quan ly

E: San pham thay thé va canh tranh
san pham tir Trung Qudc véi gia
thip. San pham thay thé tir Trung
Quéc gia thip

S: Bién d6i khi hau — khai thic myc
nudc ngém, xam nhap min; 6 nhiém
mdi truong — chat luong khong dam
béao; thiéu sd, chit luong lao dong.

T: Co s6 ha tang chua dam béo.
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Hat diéu

P:

Chinh séch phat trién cua
nha nude

Gia nhap WTO

E:

Gia tri cao

Chi phi dau tu thap
San pham da dang

Nhiéu san phim canh tranh

S
Thiéu lao dong
Chua c6 thuong hi¢u

Qua nhiéu khau trung gian

T:

Dé canh tac

Trang thiét bi con lac hau
Kho ap dung theo GAP

Phu thudc nhiéu vao thoi tiét
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Bai tip tinh hudng - chudi gia tri
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Anh (Chi) hdy chon mét néng san (dién hinh) 6 dia phwong ma
Anh (Chj) hiéu rdt ré va tién hanh phan tich chuéi gid tri cho néng
sin nay (Xdc dinh cdc tdc nhan, vé so dé méi quan hé cdc tac nhan,
dinh Vi vi tri ciia nguwoi san xudt).

Cac buoc thuc hién:
- Thao luan cac thanh vién trong nhém.
- Chon 1 ndng san ma cac hoc vién hiéu rd, c6 kinh nghiém vé
nong san d6 vé san xuat, mua — ban san pham, gia ca, thi

truong ti€u thy, mang ludi thu mua...

- Thao luan nhém dé tim ra cac tac nhan tham gia trong chudi
gia tri.

- Lap so d0 va chira cac moi quan hé gitra cac tac nhan.

- DPinh vi duoc Vi tri ciia ngudi san xuat ra ndng san trong chudi
va xac dinh cac moi quan hé véi cac tac nhan khac.

Hoc li€u: st dung cac thé mau va bang keo dinh, viét mau, giay Ao va
bang trang.

Thoi gian théo ludn: 20 phat; Trinh bay: 10 phut/nhom; Gop y & tong
hop: 15 phut (75-80 phut).
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Chudi gia tri

Hat diéu
Thuong lai Tram thu Cong ty bong goi Nguoi tieu =
nho L, mua dia 15| che bién l»| xuat khau || dung ngoai 2
N / huon nude )
Nong dan P 8 n
san xuat / \ =
=
> A o,
Thuong lai thu N HO san Cong ty thu bai Iy ban Nguoi tiéu _?D;
mua hat dicu xuat nhd  |[,| mua nhan 1é dung trong 3
ché bién che bién nudc =
san pham g
Qa
@
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Cay mia

Xuét khau Pai ly cap 1

~a| Pailycip2 [7| Ban ¢

Thuong Puong / \ Siéu thi

/ lai trong \ l
— tinh \ — — Nguoi tiéu dung
Nong dan Xac mia Co s0O san xuat

banh keo

trong mia Nha

NM ché bién san

\,

[\

xuét phan hitu co Nong dan

Thuong /
lai ngoai

tinh Nha may ché

\ bién thuc an GS
Nha may san

xuat con

Ri mat

A 4

N
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Tiéu den

Thuong lai thon

xa

Cho dia phuong

-

Nguoi ti€u dung

\ Nguoi ban 1¢

L-
.-
.-
.-
.-
.-
.-
.-
.-
.-
L. -

Nguoi san xuat

b

bai ly 16n

Doanh nghiép

Dai ly xa \ \ T dau mbi

Cong ty thu mua

Xuét khau
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Module 2 - K§ ning tiép can thj trwong
Module 2a — Phan khuc thj trwdng

KY NANG TIEP CAN THI TRCONG
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Module 2 - K¥ niing tiép cin thij truong

Module 2a:
Phan khuc thi truong
Nghién ctru hanh vi khach hang

’ Module 2b:
Chién lugc san pham

Xay dung thuong hi¢u

~ Module 2c:
Xay dung ké hoach tiép thi
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Module 2a — Phan khic thi troweong

Bai giang - Phan khuc thi trueong
I. Cau chuyén “Phéan khic thi trudmg”

“Anh chang ban tdo”. Mot khach hang hoi: "Tao c6 ngon
khong?" Anh xdi 16i: “Tao ngon, ngot lam”. Khach hang bo di : "Rét
ti€c toi lai thich dn tdo chua “. Mot luc sau mot cd gai khac dén. Rut
kinh nghiém lan trudc, 1an ndy anh noi tdo chua nhung c6 gai bo di vi
co ta chi thich tdo ngot. Cur nhu vay khi anh n61 tao ngot thi nguoi ta
lai thich tdo chua, nhitng nguo1 thich tdo ngot bod di khi anh quang cao
1a to chua. Ca budi cho anh ta chéng ban dugc trai tdo nao.

Bai hoc kinh nghi¢m: Thét bai do ban thtr minh c6 cha khong
ban thtr khach hang can.

II. Chién lrgc thi trwong

La mot tién trinh hoach dinh va trién khai hoat dong canh tranh
trén thi truong nham dat dugc muc tiéu ciia doanh nghiép.

Phan tich co héi thi tredng

Hoach dinh chwong trinh
marketing

Lwa chon thj trwdng muc tiéu 9
@ Thiét ké chién Iwoc marketing 2

Thyc hién, danh gia hiéu qua
marketing

Hinh 2.1 - Cac buéc hoach dinh chién lwoc thi truong
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong
I11. Phan khuc thi trudong la gi?

Phan chia thi truong tong thé thanh cic nhom khach hang dong

nhat c6 dac diém va nhu cau co ban giong nhau.

Muc dich:

- Xac dinh chinh xac nhu ciu cta khach hang.

- Hi€u qua marketing cao hon.

- Khai thac tiém ning thi truong, tdi uvu hoa thi truong muc tiéu.

Phan khuc thj
trwong

Lwa chon thi

\ 4

trwong muc tiéu |_)

Dinh vi san pham va
thiet ké marketing-
mix

X4c dinh tiéu chi phan
khuc

Mo ta cac phan khuc
thi truong

Danh gia cac phan
khuc thi truong

Lua chon thi truong
muc tiéu

Pinh vi san pham

Thiét ké
marketing-mix

Hinh 2.2 - Cac buéc phan khuc thi treong

IV. Tiéu chi phan khic thi trwong

Boén tiéu chi phan khiic thi truong ngueoi tiéu ding:

- Yéu td dia Iy.

- Yéu t6 nhan ching hoc (tudi & chu ky séng, giéi tinh, thu

nhap, dan toc).

- Yéu td tam 1y (dia vi xa hoi, phong cach séng).

- Yéu t6 hanh vi mua hang (thoi gian mua hang, loi ich, khach
hang truyén thong hay méi, mire do trung thanh vdi san pham).
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Module 2 - Ky nang tiép can thi trwong
Module 2a — Phan khuc thi trwdng

Khéng phan khuc Phan khac hoan toan

Phan khuc theo tudi

Phan khuc thu nhap Phan khuc tudi va thu nhap
Hinh 2.3 - Tiéu chi phan khuc thi trwong
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong
V. Yéu ciu ciia phin khuc thi trrong
Céc phan khiic thi truong phai dam bao yéu cau co ban:

- Po ludng duge: dy bao lwong tiéu thy, chi phi san xuét, doanh
thu va lgi nhuan.

- C6 quy md du 16n: hinh thanh doan c6 quy mé khach hang du
l6n dé c6 loi nhuan.

- C6 thé phan bi¢t dugc: phan bi¢t gilra cac doan dé co chuong
trinh marketing phu hop.

- C6 tinh kha thi: du ngudn luc dé thuc hién chuong trinh
marketing cho tung doan.

Bang 2.1 - Phan khuc thi truong kem danh rang

Khuc thi | Tiéu chi Tiéu chi | Tiéu chi tam ly | Nhan hiéu

truong nhan hanh vi dugc wa
khau hoc thich
Kinh té (gi4 Nam giéi St dung Tinh ty 18p cao i Nhiing nhan
ha) nhic¢u Hud . ., hiéu dang
udng vao gia ,
. ban
tr1
Tacduyng Giadinh St dung Béo thu Crest
chirta bénh :dong nhic¢u
(phong sau nguoi
rang)

Tac dung :Thanh Thuong hat Rt ning dong P/S, Close-

thim my thiéu nién : thude 14 up

(rdng bong)

Mui vi (¢ Tré em Thichkeo  :Ning nd trong  Colgate,
mui vi dé chewinggum : hoat dong xa hoi ; Close-up
chiu) mui bac ha

www.vvob.be/vietnam

Chuong trinh Khuyén néng | 54  Huwéng din marketing &
c6 su tham gia (PAEX) - Ung dung trong khuyén néng




Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

V1. Lua chon thi trudng muc tiéu
- Xéc dinh tiéu chi phan khuc.
- M6 ta cac phan khuc thi truong.
- Banh gia céc phan khuc thi truong.

- Lua chon thi truong muc tiu.
Tiéu dung Coéng Quan sy
nghiép

Hinh 2.4 - Chuyén biét khach hang - Tap trung phan khic don

VII. Chién lwgc khac biét héa san pham
_ La tao nhiing dac diém khac biét cho san pham (so véi cac san

pham cua doi thu canh tranh). Sdn pham “t6t hon”, “modi hon”, “nhanh
hon”, “ré hon”, ...

3 chién luoc khdc biét héa san pham (Treacy & Wiersema):

- Hoat dong tuyét hdo: san phém tin cdy, gia canh tranh (Dell
Computer, Wal-Mart, American Airline, Federal Express...).

- Quan h¢ than thiét‘ v6i khach hang: Hiéu biét sau sic, dap tmg
nhanh chéng nhirng nhu cau dic thu (Ciba-Geigy, Kraft...).

-gDﬁn dau vé san pham: san phidm ddi mai, nhiéu loi ich hon hin
san pham cua cac doi thu canh tranh (Nike, Apple, Sony....).
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Bang 2.2 - Cac yéu t tao su khac biét sin phim

San Dich vu | Nhan sy | Hinh dnh
pham
Tinh chat | Giao hang i Nang luc | Biéu
tuong
Cong Lapdit  Nha Phuong
dung nhdn, lich | tién truyén
su thong
Chat Huan Tin Béu khong
luong luyén nhiém khi
dong déu  khach
va on hang
dinh
Pobén  Dichvuy | Tincdy | Sukién
tu van
bo tin Stra chira, ;| Nhiét
cay bao tri tinh
Kha nang : Nhirng Biét giao
st dung dich vu tiép
va stra hau mai
chira khac
Kiéu
dang
Két cdu
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

VIII. Pinh vi sian phim

BPinh vi san phd7m trén phan khuc thi truong muc tiéu.

- Pinh vi san pham: 13 tao ra vi thé cta san pham trén thi trudng
thong qua viéc khac hoa nhitng hinh dnh san pham trong tam tri khach
hang muc tiéu.

- Vi thé ctia mot san pham 1a tp hop nhirng 4 an tuong khai niém
va cam xuc ctia khach hang vé san phdm so véi cic san pham canh
tranh cung loai.

Sat
trangs

Safeguard/

Lifebuoy

Duwéng da

Hinh 2.5 - Cac buéc dinh vi san phim
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Cic budée dinh vi sain pham:
1. Xéc dinh cac thudc tinh cha yéu ctia san phim
2. Xac dinh vi trf hién tai cia san pham canh tranh
3. Xac dinh sy phan bd cua nhu cau
4. Lya chon vi tri cho san phém
- Pinh vi doc lap
- Dinh vi ké sau d6i thu canh tranh
5. Quyét dinh chién lugc dinh vi san pham
- Binh vi theo san phém
- Pinh vi theo tang 16p sir dung
- Dinh vi theo d6i thi canh tranh

- Pinh vi theo cac san phém khac
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Tai li€u doc thém - Phan khuc thi trwong
va lya chon thi treong muc tiéu )

I. Cach phan khuc thi trwomg ca nhan

Theo khu vue dia 1y: Chau luc, qudc gia, ving, tinh, thanh phd,
huyén, xa,va khu dan cu.

Theo nhan khau hoc: Do tudi, gidi tinh, thu nhap, nhom dan
toc, Nhém thu nhap, nhom hoat dong. Véi cdc nhdm rau cod thé phéan
thanh nhom cong chirc, Nhém cong nhan, nhom hoc sinh, Nhoém nhirng
nguoi kinh doanh ...

Theo hanh vi mua hang: Thoi diém mua, yéu cau vé loi ich,
tan sut st dung, mirc dg trung thanh voi san phém/dich vu, mic do
san sang mua. Vi du v6i nhom rau ¢ thé phan thanh nhom cac ba ni
trg hay day sém, nhom cong chirc hay mua voi lic tan gio cong so...

Il. Cach phén khic thj truong co quan/td chirc/doanh nghiép

Nganh cong nghiép: Ché bién nong san, khai khoang, du lich,
van tai, ngan hang.... V4i cac Nhom rau c6 thé phan thanh nhom nha
hang, nhom truong hoc, nhém cac doanh nghi¢p, nhom cac co quan
Nha nudec. ..

Quy mé té chirc/co quan/doanh nghiép. Doanh nghiép da
qudc gia (I6n, nho, vira, siéu nho...). Nhom cac nha hang (16n, nho),
nhoém cac truong tiéu hoc, trung hoc, Nhom cac doanh nghiép vira,
doanh nghiép nho, Nhom cac co quan hoat dong vé néng nghi¢p, van
phong iy ban nhan dan, van phong tinh uy...

Pia diém. Trong nudc, nude ngoai, trong tinh, trong huyén ....

Chinh sach va hanh vi mua hang. Mua tra ngay, Mua no, suy
nghi tinh toan nhiéu khi mua, rat voi va mua rat nhanh. .
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Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Tiéu chi mua hang. Chit luong rau, gia thip, thoi gian giao
hang, tién di lai...

Quy mé6 don dat hang. Mua si, mua I¢, SO luvgng moi lan mua,
tan suat mua...

Mike d9 trung thanh. Dbi tac chién lugc mua ban lau dai, mua
ban mot lan. ...

I11. Lya chon khuc thi treong muc tiéu

Panh gia khic thi truong. Moi truong kinh doanh (kinh té,
chinh tri, xa ho1), Murc tang truong cua thi truong (nhanh, cham, lon,
nho), Mirc do hap dan (von dau tu, tiém ning loi nhuan, mic d rai
ro), Kha ndng canh tranh ((101 thii canh tranh hién tai, ddi thii canh
tranh méi, san phdm thay thé), Muc do thoa man cua khach hang (da
bio hoa, dang c6 nhu cau 16n, s& c6 nhu cau 16n), Muc tiéu va ngudn
luc ctia ngudi san xuét/ kinh doanh.

Lwa chon Kkhiic thi trwdng muc tiéu. Ngudi san xuat/kinh
doanh phai nhidm vao khic thi truong tdt nhit, khi lva chon cac khtc
thi truong va cac ké hoach xdm chiém nhirng khuc thi truong tiém
ning. Co thé ap dung nhirng chién Iroc sau: Thuc hién khuc thi
truong don nhit (mot nhom cy thé); Chuyén mén hoa vé san phim
(dap ung tot nhit nhu ciu va mong muon cua khuc thi truong myc tiéu
bang mot sb san pham cu thé); Chuyén mén héa vé thi truong (chiém
linh thi truong vé chét luong, gia ca, sang tao hay dich vu hd trg sau
ban hang cho phan khuc thi truong muc ti€u); Bao phu toan bo thi
truong (truyén thong, quang cdo va dinh vi thuong hiéu trén toan bd
thi truong va danh dugc sy quan tdm cua toan by khach hang trong
phan khuc thi truong muc ti€u).

IV. Lap ké hoach tiép can khic thi trwrdng muc tiéu

Xay dung ké hoach tiép can khuc thi trudng muc tiéu khi ban
quyét dinh tiép can va dau tu. 7 budc dé thyc hién xdy dung mot ké
hoach tlep can khtic thi truong muc tiéu.
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Budre 1 - Hiéu rd thi trrdng va cac ddi thi canh tranh. Thong
qua danh gia nghién ctru thi truong.

Buéc 2 - Hiéu ré khach hang. Thong qua nghién ctru nhu cu
cua khach hang.

Buéc 3 - Lura chon phan khic thi trudng thich hop nhit.

Buéc 4 - Xac dinh nhirng cich thirc tiép cin mét cach hiéu
qua nhat.

Cach tiép can. Xac dinh xem s tiép can ho nhu thé nao? Tu
dén va gidi thiéu vé hoat dong san xuat/kinh doanh véi ho? Nho ai 6
da quen biét ho gidi thiéu hoat dong san xuat/kinh doanh véi ho?...

Kénh tiép can. Tiép can thong qua nhirng kénh nao? Gép tryc
tiép, guri thu ngo, gui to gip gi6i thiéu ve hoat dong san xuat/kinh
doanh? Théng tin/quang cao vé nhirng hoat dong san xuat/kinh doanh
qua nhirng kénh (dai, béo, tivi, tap chi...).

Thoi gian, Tan suit va Thoi diém tiép cin. Xac dinh duoc
thoi gian va thoi diém thuan tién nhét dé tiép can ho. Vi du trude vu
thu hoach rau 1 thang, 1 tuan? Gip hang ngay, moi tuan mot 1an, hay
hang thang... vao bu01 sang, vao gitra budi, vao cudi gid lam... Can
gip vao nhitng gio r6i dé nghe trinh bay.

Chuén bi thong diép va cong cu tiép cin ho. Nhitng thong
diép quang cdo, gi6i thiéu vé hoat dong san xuat/kinh doanh khong chi
n6i véi cac khach hang tiém ning ma con thuyét phuc ho hay tro
thanh khach hang chinh thirc. Xay dung va phat trién hai loai thong
diép dé tiép can. Thong diép tiép can thur nhit nén ngan va di thang
vao diém chinh vi du rau sach va rat an toan, gi ca phai ching, giao
hang dung hen... Thong di€p thir hai la thong di€p quang céo, gidi
thiéu hoan chinh, trinh bay chi tiét hon quy trinh san Xuat rau an toan,
chi tiéu chat lwong, bao hanh.. , gia ban, dia chi va sd dién thoai lién
lac. Dé c6 dugc mot thong dlep tiép can hap dan va thuyét phuc, phai
co cac yeu t6 sau:
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- Tuy thudc vao loai san phém/dich vu nhin manh hodc khoi go1i
nhitng nhu cau tiém an cta khach hang tiém ning. Minh ching
rang nhu cau dé quan trong dén mic can dugc thdéa méin ngay,
khong cham tré. Giai thich vé viéc tai sao ban cé thé thoa méan
hiéu qua nhu cdu dé cho khach hang. Giai thich vé nhimng loi
ich ma ngudi mua sé& nhan duoc tir viéc st dung san pham,
dich vu hay giai phdp cua ban. Néu nhitng vi du hay, nhiing
chirng thyc tur cac khach hang dé khen, danh gia cao. Giai thich
vé cac muc gia, phi va cach thirc mua ban. Nhitng cam két vé
dam bao, bao hanh.

Buéc 5 - Xac dinh phong cach tiép cin. An mic nhu thé nao
(a0 co the cua HTX? Mang theo hang mau, mang theo tranh anh, to
gap...) phong céch ty tin, thoai mai hay nghiém tac...

Buéc 6 - Pit ra cac muc tiéu trude khi tiép can. Budc dau
lam cho khach hang quan tdim dén hoat dong san xuat/kinh doanh,
thuyét phuc ho ky hop dong mua ban. Danh dugc sy dong ¥ vé hop
tac cung quang cao va ban hang ...

Buéc 7 - Xay dung ngin quy dé tiép cin va duy tri khic thi
treong muc tiéu.

Ngan quy danh cho hoat dong tiép can va duy tri khiic thi trudng
muc tiéu 13 rat can thiét. S& tot hon ca néu bit dau bang nhitng tinh
toan wdc ching va sau d6 dan dan dinh hinh nhitng con sb cu thé hon
tiy thudc vao tinh hinh thuc té. Cac chi phi can thiét dé tiép can va
duy tri khuc thi truong muc tiéu s& bao gdm: Chi phi di lai, chi phi
tiép khach, chi phi in 4n tai liéu quang céo/giéi thiéu, chi hoa hong
cho nguoi gidi thi€u, ...

@ Nguon: Hoang Van Duong, Phan Thi Kim Nhung, Hodng Quobc
Qudn & Nguyén Van Chien (To chirc VECO & LANGSONSTAS)
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Tai liéu doc thém - Chién lwgc canh tranh
theo phan khic tiéu dung cia PepsiCo

Tap doan_PepsiCo hoat dong kinh doanh trong ba_phan khic hang tiéu
dung chinh:

- Nudc giai khat (Pepsi-Cola)
- Chudi nha hang (Taco Bell, ga ran hiéu KFC, va Pizza Hut)
- P an nhe (snack food nhu Frito-Lay)

Dé dat duoc lgi thé canh tranh trong tirng phan khuc, tap doan Pepsi
da xay dung 3 btrc tranh chién lugc sau:

- Thuong hiéu chinh giir vi tri ding dau, phat trién thi trudng.
- Hé théng hoat dong hi¢u qua.

- M¢& rong cac dong tién vdi rui ro thap, tién dau tu 16n trong moi
phan khuc.

Cac buc tranh chién lwgc ké trén phan anh dwoc ky ning
marketing va kha niang phan phdi cua tap doan PepsiCo. Mot chuyén
gia phan tich nganh d3 noi rang “Strc manh cua PepsiCo chinh 1a kha
ning san xuit va tiéu thu hang ti hang hoa ting thém mot cach hiéu
qua.”

1. Phan khic “Nudc giai khat”

Phan khic nuée giai khat 1a phan khuc lau doi va rong nhat
trong danh muc cia PepsiCo. Cong ty nudc giai khat Pepsi-Cola san
xut va ban ra thi trudng cac loai nudc giai khat, bao gdm: Pepsi-Cola,
Mountain Dew, va Slice. Cong ty Pepsi-Cola la cong ty nudc giai khat
16n thir hai trén thé giéi chi sau_Coca-Cola. Cac san pham dan nhan
cua Pepsi-Cola 1a: Pepsi, Pepsi danh cho nguoi an kiéng (Dlet Pepsi),
Mountain Dew, 7UP. Pepsi thiét lap viéc ban hang, va thiét 1ap mot

chuan myc cam xic khach hang ‘trong nganh cong nghi€p nudc giai
khét qua viéc quang c4o, phan phdi, marketing ¢é mo rong hoat dong.

www.vvob.be/vietnam

Chuong trinh Khuyén nong | 63 | Hwéng dan marketing
c6 su tham gia (PAEX) - Ung dung trong khuyén néng



http://www.saga.vn/view.aspx?id=169

Module 2 - K§ néng tiép can thi trwong
Module 2a — Phan khuc thj trwong

Chién lwge:

Pepsi str dung 4 chién luwoc quan trong de tang doanh sd ban
hang. Mot trong nhirng chuong trinh quang céo noi tiéng nhat 1a chién
dich “Pepsi — mot thé hé méi”.

- Chién lugc tht 2 1a chién luge tap trung manh vao san pham
Pepsi danh cho nguoi an kiéng voi tén goi Diet Pepsi, va tap trung mo
rong thi truong nudce gidi khat danh cho nguoi an kiéng.

- M6 rong thi truong cho san pham Mountain Dew, nhian hiéu
nude giai khat 1on thr 7 6 My. Trong 2 thap ky, Pepsi cha trong dén
viéc phat trién mui vi va hinh anh cho san pham.

- Chién luoc thir 4 1 mé rong viéc ban hang thong qua viéc phat
trién cac san phém ma&i va cac dich vu chdm s6c nhom khach hang
khic nhau. Cic san pham mdi ké dén nhu 1a Diet Pepsi, Diet
Mountain Dew, H2oh!, Pepsi-AM va Mountain Dew Sport. Pepsi-
Cola c6 mot mang ludi phan phdi rong nhat cho san pham nudc giai
khat cia minh voi hon 900 cong ty dang van hanh va cdc nha may
nhuong quyén thwong mai dong chai trén thé gidi. Pepsi cung cb hé
thong phan phdi dé ning cao hiéu qua hoat dong va dap Gng t6t hon
cho nhirng nguo1 ban 1¢é nude giai khat. Hon nira, viéc mo rong mang
ludi phan phéi con tao ra mot loi thé canh tranh trong viéc dua san
phim méi nhanh chong ra thi truong. Dé nang cao hiéu qua hoat dong,
Pepsi da phat trién mbi quan hé dai han véi cac nha cung cép, dua vao
hoat dong cac nha mdy san xuit méi va ki thuat kho hang dé tiét kiém
chi phi (khoang 25 nghin USD). Nam 1989, Pepsi-Cola con phan chia
cac nha mdy san xudt nude giai khat & My theo 4 khu vuc. Trén the
gidi Pepsi- Cola ciing phan chia 1am 6 khu vic dé nang cao, phat trién
thém co hoi trong nhiing khu vuc do.

2. Nhom kinh doanh nha hang

Nhom nha hang bao gdm 3 hé théng nhuong quyén thuong mai
16m trén thé gidi 1a: Pizza Hut, Taco Bell, va ga ran hi¢u KFC. Nhom
nha hang cia tip doan PepsiCo 1a hé thong nha hang 16n nhat thé giéi
nam 1990.
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Ga ran KFC duogc tap doan PepsiCo mua lai vao thang
10/1986. KFC di md rong hoat dong trong 57 nudc va sudt
nam 1989, KFC m¢ thém 3000 don vi & nudc ngoai, tré thanh
chudi nhugng quyén thwong mai ra nudc ngoai 16n nhat cua
My. Pizza Hut dugc PepsiCo mua lai vao nam 1977, la mot
chudi san xuat Pizza 16n nhat thé gidi, Trong sudt nhirng nim
1984-89, Pizza Hut tré thanh nha hang phat trién nhuong
quyén thuong mai nhanh nhét thé gioi.

Taco Bell dugc mua lai vao nim 1978 — dung dau thé gidi
trong phan khtic thuc phdm Mexico, véi rat it cac di tha canh
tranh. PepsiCo tiép tuc md rong Taco Bell ra thé giéi théng
qua viéc tiép tuc dau tu.

Chién lugc:

PepsiCo st dung nhiéu vii khi canh tranh dé nang cao vi thé

trong nganh cong nghiép nha hang.

Pé theo kip nganh cong nghiép thic in nhanh va xu hudng
thuc phém dam bao strc khoe va dich vu tdt, PepsiCo bat dau
cung cip cho ngudi tiéu dung nhitng thuc don c6 gia tri. Thuc
don gia tri ctia Taco Bell dua ra vao nam 1988, da giup tang
doanh sb ban hang va 191 nhuan.

Thu 2, PepsiCo nhan manh gia tri stc manh cua thuong hiéu
va san pham moi (nhu canh ga ran nong KFC) da kich thich
viéc ban hang.

Quang c4o 1a mdt phan quan trong trong chién luoc, trong sudt
1986-87. Pepsi chi 70 triéu USD dé thyc hién chién dich quang
cdo trong nudc cho Taco Bell véi cai tén “chita bénh cho bira
an”.

M¢ rong viéc phan phdi qua cac phuong phap méi dé tim kiém
nguoi tiéu dung moi trong nhirng khu vuc khac nhau dé ting
doanh s6 ban hang va ting thi phan. Muc tiéu cua cong ty la

bién nha hang PepsiCo ngay cang phét trién rong ra trén thé
gio1.
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3. Phan khiic thwe pham nhe (Snack food)

PepsiCo mua lai Frito-Lay vao nim 1965. Cac san pham cia

Frito-Lay ndi tiéng trén thé giéi bao gom: Doritos, Ruffles, Lay’s,
Fritos, va Chee-tos. Cong ty khong phai doi mat véi doi thu 16n nao
nhung phai canh tranh tir nhiéu hang trong khu vuc, dac biét vé gia ca.

Chién luoc:

PepsiCo thuc hién 3 chién lugc dé phat trién viéc ban hang:
Phat trién mo rong loai sdn pham bang viéc gidi thi€éu mui vi
m&i. Mui vi nay thay do1 theo mua da thoa man dugc nhu cau
cua khach hang trong cac khu vuc khac nhau. Viéc md rong
nay khong chi 1a mui vi méi ma con c6 cd san pham maoi.
Tao ra san pham moi va tao ra phan khuc d6 an nhe dé dap
ung nhu ciu khach hang.

M0 ra thi truong méi qua bao géi va phan phdi. Vi du khoai
tay ran dugc dong trong hop, va dugc ban chu yéu qua céc ctira
hang.

Quang céo 13 mot chién luoc quan trong, Frito-Lay Chl 60.2
nghin USD cho quang cdo nim 1985 va con sb nay tiép tuc
tang 1én qua cac nam.

Frito-Lay tiép tuc ndng cao viéc quan ly. Subt nhitng nim
1989, Frito-Lay phéan chia cac cong ty trong nudc My vao 4
phan khic dé nang cao hiéu qua va ting anh huong dia
phuong. Frito-Lay 1a cong ty dau tién ap dua vao sir dung hé
thong may tinh cho viéc ban hang, diéu nay cho phép nguoi
quan 1y ndm bat tinh hinh ban hang trong ngay hay trong
thang, va trong moét khu vyc, thanh phd nao do, ...dua trén
nhitng s6 liéu nhap vao hé thong may tinh d6. N6 gitip cho cac
giam ddc ban hang giai quyet cac van dé xay ra va phan tng
mot cach nhanh chong véi diéu kién canh tranh.

FritO-Lay phat trién loi thé canh tranh thong qua mang ludi
phan phoi cua minh véi hon 10.000 nhan vién ban hang.
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- Frito phan phdi truc tiép tir nha may san xut t4i cac cira hang
riéng cua minh, cho phép tict kiém chi phi trong hoat dong luu
kho bai.

Twong lai

Trong nhitng nim gan ddy, tdp doan dd chuyén k¥ ning va y
tudng cua mot khach hang trong mét phan khiic sang mét phan khuc
khac dé gianh duoc két qua t6t nhat trong mdi phan khac. Vi dy, cac
bi quyét tir phan khic nudc giai khat va thuc pham nhe duogc sir dung
trong phan khuc nha hang dé cd ging lam cho ga, pizza, va banh thit
chién gion trd 1én ndi tiéng nhu Pepsi va Doritos. PepsiCo c6 ké hoach
str dung sy phat trién cua hé thong phan phéi thue pham nhe ¢ Chau
Au trong viéc ting ban hang nudc giai khat & trong khu vuc nay. Ting
linh vuc kinh doanh hang tiéu dung cta Pepsi déu gip ddi thii canh
tranh trong thi truong ndi dia dac biét 1a trong phan khuc nudc giai
khat va hé thong nha hang. Tuy nhién, ca 3 phan khic nay déu co
nhiéu co hdi phat trién & thi truong the gidi. PepsiCo c6 ca cong ty
riéng va cong ty chuyen nhuong quyén thuong mai ¢ nhiéu nudc trén
thé gi6i nén van dé phan phdi cang tré nén quan trong, do d6 phai lua
chon hé thng phan phdi cho phu hop véi timg khu vuc trén thé gioi.

(Nguon SAGA).
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Bai tap tinh hudng: Phan khic thi truong gao

Case study 1 (Module 2a): Anh (Chj) thdo lugn cdc tiéu chi dé
phén khiic thi truong gao the gidi tgo co héi cho ggo Vigt Nam xuat
khau gao dat gid tri cao.

Cac budc thuc hién:

- Chia hoc vién lam 4 nhom.

- Thao luan dé nhan dang cac tiéu chi phan khic thi trudng gao
the gidi (goi y: theo mirc thu nhap, theo s¢ thich...).

- binh vi gao Viét Nam trén thi truong thé gioi.
- Xac dinh thi trrong muc tiéu cho gao Viét Nam.

- Thao luan dé xuat mot s6 chinh sach marketing gao phu hop
véi diéu Kién Viét Nam.

Hoc liéu: str dung bang tring, viét mau, gidy mau, gidy Ao &
bang keo dinh.

~ Thoi gian thao luén: 20 phat; Trinh bay: 10 phiat/nhom; Gop ¥ &
tong hop: 15 phut (75-80 phut).
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Module 2a : Phan khic thi treong gao

Truong hop 1:
Phan khic thi| Tiéu chi Yéuté | Thunhip | Hanh vi
trwomg gao | nhan hiéu dia ly
Cao cép Jasmine EU, My, Cao Str dung it
Nang huong | Nhat, vv 5%
Thom lai
Trung binh OM hat dai |Philippines |Trung binh |Nhiéu
Singapore 45%
Malaysia
Thap OM hat Chau Phi | Thap Rét nhiéu
ngan Céc nude 50%
ngheo
Truong hop 2:
Mirc thu nhap |Sé thich Khach hang Loai gao
truyeén thong xuat khau
Trung binh Gao hat dai Chau Phi, Lao, |[OM 576
(Indonesia, Cuba, [25% tin Cuba, Viét Nam. ||R50404
Lao, chau Phi)
Kha Gao hat dai Philippines, OM 5451
(Philippines, 10 - 15% Malaysia OM 4900
Malaysia)
Giau Gao hat tron, Nhé}t Ban, Han |ST 20,
(Nhat Ban, gao deo Quoc VD 20
Han Quoc) 5%
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Truong hop 3:
Phan khiic thi |Dialy Giong Thu nhip
truong gao san pham
Cao Chau Au Déo thom Thu nhap
My Dat tiéu chuan kha, cao
chat lugng
Trung binh Philippines, Déo, dai, mém, |Thu nhap
Indonesia, thom nhe k‘ha, trung
binh
Malaysia
Thap Chau Phi Gao lut, Thu nhip
tam cao thap
<5%
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Module 2a — Nghién ciru hanh vi khach hang

Bai giang — Nghién ctru hanh vi khach hang

- MO hinh hanh vi nguoi tiéu dung.

- Yéu t6 anh huong dén hanh vi mua hang.

- Tién trinh mua hang.

- Hanh vi mua hang cua t6 chuec.

I. M6 hinh hanh vi nguoi tiéu dung

Tacnhan| Tac | |Nhantd anh| Tién trinh Quyét dinh
marketing| nhan hudng dén | quyet dinh nguoi mua
khac hanh vi mua | mua hang
- San - Thu - Vanhoéa |- Nhan thuc - Lya chon san
pham nhdp | | X hoi van dé pham
- Giaca |- Van - Canhan | Tim kiém - Lua chon nhan
- Phan hoa thong tin hiéu
.. - Do o . .
phoi - Chinh Véogﬁncl' - PBanh gia - Luya chon gia
X tri y va lva chon mua
- Khuyén
mai - Luat - Quyét dinh - Lua chon noi
phap mua mua
- Hanh vi - Lua chon thoi
sau mua gian
- Lya chon sb
luong mua
Hinh 2.6 - M6 hinh hanh vi ngwoi tiéu dung
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I1. Yéu t6 anh huong dén hanh vi mua hang

Van hoa

- Nén van
héa chung

- Nén van
hoa hién
dai

- Tang 16p xa
hoi

X4 hoi

- Cac nhém cu
dan

- Gia dinh

- Vai tro va dia
vi xa hoi

Ca nhan

- Tuo1 tac va chu
ky song

- Nghé nghiép

- Tinh trang kinh
te

- Nhéan cach va
161 sOng

Tam ly

- Bong co

- Nhan thuc

- Quan ni¢ém

- Niém tin va

thai do

Hinh 2.7 - Cac yéu t6 anh hwéng dén hanh vi mua hang

I11. Piac diém cac tang lop xa hi

- Trong cung mdt tang 16p xa hdi, cadc cd nhan c6 cung xu hudng

trong hanh vi.

- Tﬁng 16p xa hoi phu thudc vao: nghé nghiép, thu nhap, hoc

van, cua cai va dinh hudng gia tri.

- Ca nhan c6 thé chuyén tir tng 16p nay sang tang 16p khéc.

1V. Yéu to ca nhan

Bao gom tudi tac, giai doan chu ky song, nghé nghi€p, hoan
canh kinh té, 161 song va nhan céch.
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Yéu to Diéu

ca nhan kién kinh
té

Hinh 2.8 - Yéu t6 c4 nhan anh hwéng dén hanh vi mua hang

V. Tién trinh mua hang

Nhén biét | |Timkiém | [Dénh gia cac | |Quyét dinh | [Hanh vi

nhu cau thong tin kha nang mua sau khi
mua

Budc 1 [>|Budc 2 > Budc 3 >Bufc4  PBudc 5

Hinh 2.9 - Tién trinh mua hang
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Hiéu qua cua

Hiéu qua cla PR théng diép

hoat déng . e Pinh gia
tru\&en thong Ni&m tin va nhén thircve Hoat dong Khuyén

Marco thwong hiéu ban hang mai
v l \\ x/////

Lam fluef‘AV6'i Can nhac | Dw dinh .| Mua hang

nhan hiéu viéc mua hang mua hang

Kiémtra < S dung va hai Doanh thu

Nhén thirc vé . 5
céc san h:‘irpla“/I ong l
P Lo'i nhuan

khac

Hinh 2.10 — Céc tac nhan anh huéng dén quyét dinh mua hang
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VL. Tién trinh mua hang
Nhém cd nhdn anh hwéng dén hanh vi mua hang
Ngueoi khoi xwdng: 13 nguoi dau tién dé ra ¥ dinh mua.

Nguwoi quyét dinh: 1a ngudi quyét dinh toan bd hodc mot phan
cua viéc mua.

Ngueoi sk dung: 13 nguoi st dung san pham khi mua

Nguwoi anh hwéng: 13 ngudi ¢6 ¥ kién anh huong dén hanh vi
mua.

Ngueoi di mua: 13 nguoi thye hién hanh vi mua tai diém ban.
Buwée 1 — Nhan biét nhu ciu nguoi tiéu dung

Nhu cau xuét phat tir nhitng dong luc bén trong hodc bén ngoai,
nguoi ti€u dung nhan thue rang ho can san pham dé dap trng nhu cau.

Can tim hiéu:
- Nhitng nhu cau nao di va dang phat sinh?

- Moi trudong nao, hoan canh nao lam nguoi ti€u dung phat sinh
nhu cau do?

- Lam thé nao thuc day ngudi tiéu dung y thirc va nhan biét rd
nhu cau can duoc déap tng?

Buéc 2 — Tim kiém thong tin
Ngueoi tiéu ding c6 nhu cau bat dau tim kiém thong tin
Céc ngudn thong tin ngudi tiéu dung c6 thé s dung:
- Ngudn thong tin ¢4 nhan: gia dinh, ban be, hang xom, ...

- Ngudn thong tin thuong mai: tr quang cdo, nhin vién ban
hang, dai ly, bao bi, trién lam,...

- Ngudn thong tin cong cong: phuong tién truyén thong, to chirc
nghién ctru nguoi ti€u dung,...
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- Ngué)n thong tin thyc nghiém: tur thuc té s - ngui - ném, dung

thir sdn pham.

Mikc d9 anh hwéng dén quyét dinh mua

Mitc d6 phd bién thong tin: Thong tin thuwong mai -> Ngudn ca
nhan -> Thyc nghiém.

Mtrc do thuyét phuc: Thuc nghiém, kinh nghiém -> Ca nhéan ->
Thong tin thwong mai.

Tién trinh thu thip théng tin

Toan b Thong tin Thong tin Thong tin
thong tin nhan biét chon loc san pham mua
IBM IBM IBM __l IBM

Apple Apple Apple

Compap Compap Dell

Dell Toshiba

Toshiba Dell

Fujitsu

Buwéc 3 — Danh gia cac kha nang

Hinh 2.11 - Tién trinh thu thap théng tin

Dua vio nhu cau va thong tin thu thap duoc, ngu'm tieu dung
danh gia dé lva chon san pham théa médn mong muon va yéu cau.

- Thudc tinh co ban va dic diém chinh cta san pham.

- Moi lién quan gilra sdn pham va dong co mua hang.

- Niém tin vao nhan hi¢u hang hdéa va san pham.

- Tinh toan, so sanh va danh gia dya trén tat ca cac yeu to.
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Bang 2.3 - M0 hinh gia tri ky vong lwa chon ctia ngudi mua

Thuong | Thudc tinh va dic diém

hi¢u Dung |Kha | Software | Gia | Dichwu
luong bd | nang v& | kém theo | ban hau mai
nho do hoa

IBM 10 8 4 9

Apple 8 9 3 10

Toshiba 6 8 10 7

Dell 4 3 8

Compap 4 2 7

Trong s6 cho san pham chon: 30% dung lugng b nho; 20% kha
nang do hoa; 20% software (phan mém); 10% gia ban; 20% dich vu

hau mai.

Buéc 4 — Quyét dinh mua hang

Nguoi tiéu dung hinh thanh y dinh mua hang sau khi dé danh gia
cac kha ning va quyét dinh mua con phy thudc vao mot sd yéu td.

Panh gia
cac kha
nang

Y dinh
| mua hang

Thai do
cla nguoi
khac

Quyét
dinh mua

L% Cac yéu td

ngoai dw
kién

Hinh 2.12 - Cac buéc din dén quyét dinh mua hang
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Budc 5 — Hanh vi sau khi mua hang

- Néu hai long: “Mot khach hang hai 10ng 1a ngudi quang cao t6t
nhat”. Nguoi tiéu dung sé tiép tuc mua san pham.

- Néu khong hai long: Nguoi tiéu dung khong su dung, tra lai
hang hoa, * ‘tay chay”, khong tiép tuc mua, tuyén truyén xdu vé san
pham.

Hanh vi mua hang ciia khach hang 1a t6 chirc

M6 ta khai quat nhu cau

A 4

Xac dinh quy cach san phdm

A 4

Tim hiéu ngwdi cung (rng

A 4

Yéu cau chao hang

A 4

Lwa chon ngwdi cung ng

A 4

Tha tuc dat hang

A 4

banh gia nguwoi cung trng

Hinh 2.13 - Tién trinh mua hang cia khich hang la té chirc
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Hanh vi mua hang ciia to chirc
Pdc diém cia ngwoi mua hang la té chirc
- S6 luong it
- S6 lwong khach hang it nhung mua s lugng 16n
- Nhu cau it co dan nhung bién dong manh
- Nhiéu anh huéng bén ngoai dén quyét dinh mua.
Nhitng dang mua hang chii yéu
- Mua hang lip lai khong thay doi.
- Mua lap lai c6 thay doi.

- Mua moi.
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Tai liéu doc thém - Kinh doanh nhé c6 cin tiép thi?

Liéu cac doanh nghiép nho cé can tiép thi? D6 khong chi 1a mbi
ban khoan cua riéng cac doanh nghi¢p nhdé ¢ Viét Nam, ma gan nhu la
¢ khap moi noi trén thé gioi.

Can thiét hay “xa hoa”?

Danh ngén sach cho tiép thi 1a diéu can thiét hay d6 1a mot sy xa
hoa? D6 la noi dan do ctia nhiéu nguoi khoi nghiép, khi dang co y
dinh “xong x40” tiép thi hinh d4nh cong ty mdi cia minh.

Trén thuc té, nhiéu doanh nghiép nhoé di khong chu trong vao

dau tu tiép thi tir nhiing ngay dau. Pon gian vi doanh nghi¢p cho rang

“mdi khoi sy nén can phai tiét kiém, sau nay co tién s& dau tu vao tiép
thi hay quang céo”.

Tuy nhién, néu da suy nghi nhu thé thi ban nén suy nghi thém
diéu nay. Mot san pham hay dich vu du hoan hao dén dau ciing khong
thé duoc nhiéu ngudi biét dén. Noi cach khac, néu ban khong biét
cach danh dong su quan tdm ciia ngudi khac vé hang hoa hay dich vu
ma ban dang co, thi lam thé nao ban c6 thé mo cua phuc vu moi
nguoi?

Tat nhién, van c6 the ton tai 10i kinh doanh truyén théng theo
kiéu “hitu xa ty nhién hwong”, nhung thur hoi gitra thoi budi tran ngap
hang hoa va thong tin nhu hién nay, neu ban khong kip thoi cung cap
thong tin vé& san phim ctia minh thi “tiéng lanh” liéu c6 “don xa”?

Khong riéng gi doanh nghiép Viét Nam mdi xem nhe vige tiép thi
ban déau, ngay ca giéi doanh nhan & mdt quic gia ndi tiéng vé 1& cach
kinh doanh hién dai nhu My ciing thé. Cach day it nim, nguoi ta da tién
hanh khao sat trén 100 cong ty dang an nén lam ra & My. Trong sb
nhitng cau tra 101 giri vé, ban to chirc di simg st vi mot dép an khong
ngo t6i. Gan mot nira cac cong ty duge thim do cho biét khong co ngan
sdch chinh thirc cho tiép thi, hodc c6 bao nhiéu lam bay nhiéu!
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Vi thé khao sat nay duc két, chiang liy gi lam la khi c6 nhiéu
doanh nghiép nho khong phét trién bao nhiéu so voi ngay dau khoi
nghiép. Do khong c6 mot cong thirc tiép thi gin két voi cac phuong
phap cu thé, ho da ching thé dat duoc thanh cong my man.

Tro choi phan trim

Tiép thi ciing 1a mdt hinh thirc dau tu. Ban cang bd vao nhiéu
tién, cach ban dau tu cang 6n dinh thi gia tri dau tu cua ban s€ lon dan
theo thoi gian.

Tré lai cudc khao sat dé cap & trén, phan 16n cac cong ty co
danh ngan sach cho tiép thi déu thuc hién theo cach trich phén tram
doanh thu cho tiép thi. Khoan trich nay dao dong tir 1-12% hay hon
nita. Chic chan luc nay ban dang dit cau hoi “doanh nghiép cia toi
nén trich bao nhiéu phan tram?”.

Khong c6 mdt con s6 “nhiém mau” ap dung chung cho tat ca cac
truong hop. Van dé & day tuy thudc vao hinh thai kinh doanh cong ty
ban dang 4p dung. Ching han, néu ban kinh doanh siéu thi - doanh thu
cao nhung lgi nhuédn chi & muc thép, khoan chi cho tiép thi s& rat nho
(khong thé cao hon 1% hay 2%) vi ban khong can ton nhiéu cong sirc
dé tao ra “thay ddi 16n” (da co su hd tro tir cac nha cung cép).

Nguoc lai, néu linh vuc ban kinh doanh thudc “cong ngh¢ cao”
hodc “hang hda dac bi¢t” - doanh thu thap nhung loi nhuan cao, ban
can chi nhiéu cho tiép thi dé thé hién... dang cap cua minh!

B tién ra cho dang

Logo (biéu twong cong ty) chinh 1a danh thiép gidi thiéu vé cong
ty ctia ban. D¢ 1a thir diu tién ma moi khach hang tuong lai s& nhan
xét vé cach ban lam an. Ban muén moi nguoi nghi vé& cong ty minh 1a
chuyén nghiép hay nghiép du? Ké tron no hay ngudi lam an chan
chinh? Hap dan hay v6 vi?
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Di nhién logo khong phai 1a tt ca, nhung & mot khia canh nao
do6, logo sé& thay ban giao tiép voi khach hang khi vira tiép can. Vi thé,
hiy bo tién cho dang dé dau tu thiét ké mot logo that chuyén nghiép
va an tugng. Néu ban khong c6 niém tin vao coéng ty minh dé gidi
thiéu n6 bang mot hinh anh ryc r& nhat qua logo, khach hang dau co 1y
do gi dé dat niém tin noi cong ty ban!

Hay tiéu tién than trong va khon ngoan vao chi phi tiép thi.
Pung qua chi li dé rdi phai hdi tiéc “khon timg xu, ngu bac van”.
Nhiéu nim vé sau, khi nhin lai nhitng ngay dau khoi nghiép, ban s& tur
hio vi di di dung huéng. (Nguon SAGA).
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Bai tap tinh huong - Panh gia nhu cau khach
hang vé bap rau, rau an 14, rau an qua

Case study 2 (Module 2a): Anh (Chj) thio lugn va thiét ké mpt
bang cdu hoi (questionnaire) dé danh gid nhu cau Ciia khdach hang
Vé M@t nong sdn o dia phuwong.

Cac budc thuc hién:
- Chia hoc vién lam 4 nhom.

- Thao luan dé chon mdt ndng san & dia phuong dang can duoc
marketing.

- Thao luan nhém dé chon cac chi tiéu, tiéu chi & cau hoi lién
quan dén nhu cau cua khach hang vé& nong san da chon. Tur do, soan
thao mot bang cau hoi nghién ctru nhu cau cua khach hang vé nong
san néu trén.

Hoc liéu: sir dung bang tring, viét mau, gidy Ao va bing keo
dinh.

~ Thoi gian thao luan: 15 phat; Trinh bay: 10 phut/nhém; Gop y &
tong hop: 15 phut (70-80 phut).
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Bap rau (bap bao tir), rau an ld, rau an quad

San pham Gia Phan phoi Khuyén
mai
C6 str dung bap rau? Thuong mua Mua ¢ dau Co sO san
gia?/bao Xuét
nhiéu kg
C6 nghe noi dén bap Chap nhan  Noibannhu iKénh
rau? mirc gia thé nao (thuan | thong tin
khong? loi, gan/xa...)? i (tivi, to
rol...)
Bap rau ban ¢ dau? Gia dat/ré Thai d6 ngudi | Hinh thic
ban khuyén
mai
Anh/chi str dung loai bap San pham bap
rau nao? rau c6 ban
thuong xuyén
trén thi truong
khong?
Mau ctia bap rau hién
dang tiéu thu c6 phu hop
khong?
Kich c& thuong chon
Chat lugng ra sao?
Anh/chi mua bap rau vao
thoi diém, dip nao?
S6 lwgng bap rau trung
binh/Ian mua & s lan
mua bip rau/tuan
Anh/chi ché bién bép rau
nhu thé nao ?
Bap rau hién dang dong
hop? Kich ¢& nhu thé
nao ?
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Module 2b — Chién lwgc sian pham
Bai giang — Chién lugc san pham

Noi dung:
- Khai niém vé san pham
- Phan loai san pham
- Chu ky sdng (vong doi) san pham
- Chinh sach chit lugng san pham
- Bao bi san pham.
I. Khai niém sian phim — San pham la gi?

La nhiing hang hoa va dich vu voi nhitng thudc tinh nhét dinh,
v6i nhitng loi ich sir dung cu thé nhim thoa médn nhirng nhu cau doi
hoi ctia khach hang. San phim c6 gia tri str dung va gid tri, nd co thé
la gia tri hiru hinh hoac vo6 hinh.

L&i loi ich

L&p hivu hinh

L&p dich vu

Hinh 2.14 - Cu triic ciia sin phim
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- i loi ich: vi n6 ma khach hang mua san phim
- Lép hiru hinh: yéu t6 loi ich cy thé.
- Lop dich vu: yéu t6 ting gia tri san pham.
I1. Phén loai sin phim
1. Theo dic diém sir dung
- San pham lau bén
- San phdm mau hong
- Dich vu (vat tu ndng nghi¢p, cho thué¢ may).
2. Theo théi quen mua sim ciia ngwoi tiéu ding
- San pham tiéu dung
o San pham thong dung
°  San pham thiét yéu (lta gao, thuc phim, nong san).
°  San phdm mua ngiu himg
°  San phdm mua khan cap
o San phém mua c6 lra chon.

o San pham chuyén dung, nhu cau dic biét (ciy con
giong).
o San phém ¢6 nhu cau thu dong.

- San phém ky nghé: nguyén nhién vat li¢u, thiét bi, phu li¢u.
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Vong doi ciia sin pham

Module 2 - K§ néng tiép can thi trwdong
Module 2a — Nghién ctru hanh vi khach hang

3. Chu ky song ciia sin pham 1a gi? (Vong doi ciia sin pham)

La thoi gian ton tai ctia san pham trén thi trudng: tir khi xuét hién 1au dau tién dén khi rat lui khoi thi truong.

+ Cac giai doan trong Vong doi cua san pham

g
Gidi thiéu 5 ) Chin muoi Suy thodi
Tang trwdng
Doanh thu // ‘\
)
- . Loinhuan
o+ |
-
< \
q0)
O \
)
+
0
- Thoi gian
Hinh 2 Hinh 2.15 - Vong doi san pham
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Hinh 7 1R - Vana Axi ofia cdn nhdm aifna hia TRAA _

Céc giai doan trong Vong doi ciia san pham
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IV. Chit lwgng san pham
1. Chinh sdch chit lwong sin pham

- Chat lugng san pham bao gom do bén, do tin cay, dd chinh
xac, do sac nét, cong dung da dang, dé van hanh, de sura chira, ...

- Cac hudng hoan thién chat lugng san pham:

° Nang cao cac thong s6 ky thuat vé toc d0 van hanh,

do an toan va kha nang thich ng.
Cai tién loai vat liéu che tao.
Hoan thi¢n cau trac, kiéu dang, kich cd.
Mau sac va mui vi.

Tinh ti¢n dung va tich hop.
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Hinh 2.17 - Chét lwong san phidm (banh ngii cdc) thwe pham
Thi truwong thirc an sang
bang ngii coc

Qua trinh marketing hang ngang

Loai san pham méi

Qua cd?T”

trinh ¢

market o -K..gus dwong phd
ing trén

hang

doc

Cac loai ngii coc

W

Qua trinh marketing hang ngang
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Qua trinh marketing hang ngang

Bup bé Barbie
Thi trwong bup bé Thiéu nién
Qua trinh vl
marketing q
hang doc “
)

Cac loai biip bé khac nhau

Hinh 2.18 - Chét lwong san phim (dd choi tré em) khong la thue pham
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Felt Tip
» Highlighters 3M product that
3M Post-it i i
o will combine
P0 iS. t0®r Post-it_ Notes or
ost-I Post-it’ Flags and
Flags

Highlighters
Hinh 2.19 - Y twéng phat trién san phim méi (3M)
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Hinh 2. - Y twdng phat trién giong lua méi

Lua thom
» Beta-carotene
» Sat
* Dac tinh khac
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Module 2 - Ky nang tiép can thi trwong
Module 2b — Chién lwgc sdn pham

2. Phdt trién sin phiam mdi

e San phim moi 13 gi? 13 tit ca nhitng san phim lan dau tién duogce
san xuat va kinh doanh trén thi truong

—
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Hinh 2.21 - Tién trinh phat trién sin phim méi
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San pham hién cé Sa&n pham méi
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Hinh 2.22 - Chién lwgc marketing sin pham méi
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Module 2 - Ky ning tiép can thi trwong
Module 2b — Chién lwgc sdn pham

3. Chiing logi sin phim

Muyc tiéu: Co cau chung loai mat hang thich hop c6 thé dap tmg
nhu cau thi truong theo muc ti€u kinh doanh cua doanh nghiép.

Co cau chung logi san pham

Dong san pham: Bao gdm nhirng san phdm c6 cac cong dung
giong nhau, hoac duogc ti€u thu cho mdt phan khuc thi truong hoac
mot kénh ti€éu thu nhu nhau.

- Cac dong san pham

L s Trai cay:
Ca phé:
- Sang tao 1-5 - Thanh long ruét dé
- Passiona - Thanh long ruét
- Legendee trang.

Laa gao:
- Gao thom
- Gao nép
- Gao db.

Hinh 2.23 - Cac dong sian phim néng sin
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Module 2 - K§ néng tiép cén thi trwong
Module 2b — Chién lwgc san pham

4. Xdy dung thwong hiéu (branding)
Chinh sach thwong hi¢u san pham

Thuong hiéu san pham 13 tap hop tén goi, kiéu dang, biéu tuong
(logo).. nham phan biét vdi cac san pham khac.

Thuong hiéu co6:
- Tén thuong hiéu (brand name): tén goi san pham.
- Biéu tuong thuong hiéu: biéu tuong (logo) cua thuong hiéu.

- Nhén hiéu thuong mai (trademark): 13 toan b hay mot phan
cua nhan hi€u dugc luat phap bao ve¢.

&
o9

e N
S
SMOIDR?Z

HARLEY-AVDSN

Hinh 2.24 - Logo cac thwong hi¢u néi tiéng
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Module 2 - K§ ning tiép can thj trwong
Module 2b — Chién lwgc s&n phdm

Xay dung thwong hi¢u (Branding)
- Branding
- Tén thuong hi¢u (brand name)
- Biéu tugng (logo)
- Tén thuong mai (trade name)

- Trademark
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Chién lwgc sdn phdm

Yéu ciu ciia mt thwong hiéu

- Phan anh duoc cong dung va loi ich cua san phém,~ph1‘1 hop
voi hinh tuong cong ty, khac biét voi cac san pham khac, dé nhan ra
san pham moi.

- Tao diéu kién cho hoat dong quang co dugc dé dang.

- Ngén gon, d& doc, d& nhé, dé nhan biét va co ¥ nghia.

- Ton tai lau dai, mang tinh thira ké.

- Phu hop v6i luat phap, co6 tinh phap 1y.
Cac loai thwong hiéu

- Thuong hiéu riéng (cong ty Unilever c6 nhan hi€u riéng nhu
Clear, Sunsilk, Dove, Omo, Wella, ...)

- Thuong hi€u chung (Exlectrolux c6 may hut bui, may xay sinh
t0, may diéu hoa, may giat,...)

- Thuong hi¢u gia dinh (ruou Johnnie Walker, Banh Ptrc Phat,
But bi Thién Long).

- Thuong hiéu theo chi dan dia 1y (ca phé Buon Mé Thuot, gao
Nang Thom Chg Dao).

5. Chinh sach bao bi san pham (Dong gop — nhan hiéu)

Bao bi dong vai tro quan trong mang loi thé canh tranh. Chi phi
bao bi chiém khodng 10% gia thanh san pham.

Bao bi 1a gi? La vat dung chtra dung, bao vé va quang cdo cho
san pham.

Bao bi khi thiét ké can luu y:

- Bao vé duogc cac thudc tinh cua san phém.

- Hép dan, dep.

- Ghi du thong tin, huéng dan bao quan, st dung.

- Phu hop véi nhitng tiéu chuén, luat 1& cua thi truong muc tiéu.
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Chién lwgc sdn phdm

Bai tap tinh hudng - Xay dung sin pham
moi nwédc mia dong lon va cai tién san pham
hat dieu

Anh (Chj) thdo lugn va dé xudt mét ké hoach cdi tién mét néng san
hién co hodc san xuat mét logi néng san mai ¢ dia phwong dé thoa
man nhu cau khach hang tiém nang.

Cac budc thuc hién:

Chia hoc vién lam 4 nhoém.

Nhom 1 & 2 thao luan dé chon mot nong san hién c6 o dia
phuong dang can dugc marketing. Goi y: cai tien chat lugng
san pham & thuong hiéu diéu/tiéu hién c¢6 ¢ dia phuong.

Nhom 3 & 4 thao luan dé chuan bi mot ké hoach san xuat mot
san pham méi (dwa trén nghién ctru khach hang & tin hiéu thi
trudng). Goi ¥: chon san xuat giéng laa moi co chét luong gao
chira ham luong Betacaroten cao cung cip cho cac cong ty san
xuit bot dinh dudng.

Nhom 1 & 2 thao luin nhom dé dé xuét ké hoach cai tién nong
san & chién lugc san pham cho nong san da chon (tham khao
module 2c, 3a & 3b).

Nhom 3 & 4 thao luan dé dé xuat ké hoach dua ra mot nong
san mai va chién luge dua nong san ra thi truong (tham khao
module 2c, 3a & 3b).

Hoc liéu: sir dung bang trang, viét mau, gidy mau, gidy Ao, bang keo

dinh.

Thoi gian thao luan: 20 phut; Trinh bay: 10 phit/nhém; Goép ¥ & tong
hop: 15 phut (75-80 phut)
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Module 2 - Ky néng tiép cén thi treong
Module 2b — Chién lwgc san pham

Goi y thao luan:

Xay dung san pham méi — nwée mia déng lon

- Dua trén nhu cau thi hicu

- Thu thép thong tin

- Phan tich thong tin, xac dinh khach hang muc ti€u

- Phén tich d4i tha canh tranh

- X4c dinh kiéu dang
- Gia thanh, ban

- Xay dung ké hoach quang céo

- Ngan sach

Cdi tien san pham hat diéu

- Pau tu ky thuat gidng va xay dung viing nguyén liéu.

- Cai tién chit luong san pham.

- Pau tu cong nghé ché bién mai.

- Thiét 1ap hé théng thu mua san pham.

- Xay dung thiét ké bao bi miu ma.

- Tang cuong marketing.
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

Module 2b — Xay dung thwong hi¢u

Bai giang — Xay dung thwong hi¢u

Noi dung:
- Khai niém thuong hi€u la gi
- Cac budc xay dung thuong hi¢u
- Yéu cu ctia nhin higu
|. Thwong hiéu (Branding) la gi ?
- Thuong hiéu 13 mot cam két.
- Xay dung thuong hiéu 14 tao dung niém tin & khach hang
- Thuong hiéu gin lién véi hinh anh san pham.
- Con nguoi chinh 1a thuong hi¢u.
1. Vi sao phdi xdy dwng thwong hi¢u?
- Tang thi phan (market share),
- Tao su khéc biét dé thu hat khach hang (differentiation),
- M6 rong quy mo kinh doanh (scale of business),
- Tang loi thé canh tranh (competitive advantage) dai han,
- Thu hat nguoi tai gioi cho doanh nghiép (human resource),

- Tang lgi nhudn ngén han (profit) & thuc thi ding voi chién
lvoc kinh doanh.
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

2. Tam quan trong ciia thwong hi¢u?

- Thuong hi¢u 1a mot tai san vo hinh (Tap doan Hoang Anh Gia
Lai — Arsenal) (Intangible assets).

- Cac doanh nghiép chi chi trong dén tai san hitu hinh (tangible
assets).

Il. Cac buéc xay dung thwong hi¢u
- Thiét 1ap cac yéu t6 cu thanh thuong hiéu
- X4c 1ap quyén s¢ hitu thuong hiéu
- Thye thi quyén s¢ hiru thuong hiéu

I11. Chinh sach thwong hiéu sin phim

Yéu t6 cdu thanh thuong hiéu 1a tap hop tén goi, kiéu dang, bicu
tuong (logo), tinh cach, khau hi€u (slogan), bao bi (pakacking) nham
phan biét vdi cac san pham khac.

Thirong hiéu gom co:
- Tén thuong hiéu (brand name): tén goi san pham

- Biéu tuong thuwong hiéu (brand mark): biéu tuwong (logo) cia
thuong hi€¢u

- Nhén hiéu thuong mai (trademark): 13 toan bd hay mot phin
cua nhan hi€u duoc luat phap bao ve¢.

IV. Yéu ciu cia mét nhin hiéu (brand name)

- Phan anh dugc cong dung va loi ich cua san phém, phu hop
véi hinh tugng cong ty, khac bi¢t vdi cac san pham khéc, dé nhan ra
san pham moi.

- Tao diéu kién cho hoat dong quang céo dugc dé dang.

- Ngén gon, dé doc, d& nhé, d& nhan biét va co v nghia.
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu
- Ton tai 1au dai, mang tinh thira ké.
- Phu hop véi luat phap, cé tinh phap ly.
Cac loai thwong hiéu

- Thuong hi¢u riéng (cong ty Unilever c6 nhan hiéu riéng nhu
Clear, Sunsilk, Dove, Omo, Wella...)

- Thuong hi¢u chung (Electrolux c6 may hat byi, my xay sinh
t0, may dieu hoa, may giat...)

- Thuong hiéu gia dinh (rugu Johnnie Walker, Banh Dtrc Phat,
But bi Thién Long).

- Thuong hiéu theo chi dan dia 1y (ca phé Buon Mé Thuot, gao
Nang Thom Chg Dao)

bat tén thuwong hiéu

- Dung tur ¢6 y nghia dep, mang tinh nhan van, mang tinh goi
nh¢ (Truong Xuan, Truong Son, Vespa).

- Dung tir mang diu 4n truyén thong gia dinh hodc ving dia ly
(Jonnie Walker, Trung Nguyén, Ba Vi, Buon Mé Thudc, Honda, Puc
Phat, Minh Long).

- Dung nhirng tir ghép phan anh dic tinh hodc y nghia cua san
pham (Vina-Milk, IPM Think-pad, Highland)

- Dung céc tir viét tit (IBM, LG, GMC)
Tinh cach nhan hi¢u

- Mang y nghia van héa va nhiing hinh anh thé hién chiéu sau
cua san pham.

- Thé hién dic thu cua san pham (ma cc san phdm cua d6i thu
canh tranh khong c6 dugc hodc khong thé sao chép duogc)
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

- Vi du: hinh twong chang Cowboy trong hop thudc 14 Mallboro,
hinh tugng Hynos trong hdp kem danh rang, hinh tuong c6 gai Ha Lan
trong hop sira...

Khau hiéu (slogan)
- Hinh thanh va duy tri thuong hi€u trong long khach hang.
- Tao 4n tugng khé quén.
- Khang dinh Iong tin vao san pham.

- Vi du: “Nippon son dau ciling dep”, “Két nodi dai 1au”, “Khoi
nguodn sang tao”, “Nang niu ban chan Vigt”...

Xac 1ap quyén sé hiru thwong hi¢u

~ An cip ban quyén, lam nhéi nhan hiéu va bao bi, dit tén san
pham trung 1dp véi cac thuong hiéu manh.(OMO-Omo; SANYO-
SANKYO...)

- X4c 1ap quyén so hitu thwong hiéu chinh 1a xac 1ap quyén so
hiru vé tri tué, 1a tai san vo gid ctia doanh nghiép.

- Viéc dang ky bao hd cac san pham tri tué 1a nhim xac 1ap
quyén s6 httu cho doanh nghiép, phong xay ra hanh vi chiém doat,
danh cap hoac xam pham.

Thue thi quyén sé hiru thwong hiéu

- Chu s6 hitu sang ché, giai phap hitu ich dd duoc bao hd c6 doc
quyén.

- Chu s¢ hitu kiéu dang coéng nghiép da dugc bao ho co doc
quyén. Chu s¢ hitu nhan hiéu hang héa da dugc bao ho cé doc quyén.
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

Tai li€u doc thém — Xay dung thuwong hi¢u

Trén thé giéi hién dang c6 nhitng nhin hién co tri gia hang ty do
la nhu Coca-cola, Pierre Cardin, Chanel, BMW, Mercedes...Nhu vay
giita mén do udng, nha thiét ké va nhiing chiéc xe dau 1a diém chung
lam cho gi4 tri cta nhitng san pham nay khé do dugc va ai ciing biét
dén va mudn sé hitu né 2. D6 chinh 12 THUONG HIEU.

|. THUONG HIEU LA Gi ?

T }{wang hiéu la mét cam két. Xay dung thuong hiéu chinh 12‘1 tao
dung niém tin ¢ khach hang. Pay l1a bude di quan trong hang dau dé
thuc hién diing cam két cuia doanh nghi€p véi khach hang.

Thirong hiéu gan lién
V6i hinh dnh. Hau hét céc
thwong hiéu ndi tiéng déu dap
vao mat cua ngudi tiéu dung, - o=
ghi vao tam tri cia nguoi ti€u 5
ding nho nhitng biéu tuong
(logo). Logo chinh la viéc
thiét k& mot hinh anh, kiéu
dang va mau sdc nham tao su
thu hat, sy cha y cua khach
hang va tao sy khac biét véi
cac san pham khac. Ngoai ra, thuong hiéu ciing c6 thé gin voi nhac,
giai diéu (nhac chudng), cac nhan vat noi tiéng trong nganh giai tri,
cac cau slogan & khau hi¢u va nhiéu biéu tuong khac.

Con nguoi ciing la thwong hiéu. Khi nhic dén tén mot nhan vat
quan trong hay mot c4 nhan c6 nhiing nét diac thu cling chinh la
thwong hi¢u (Sau riéng Nam Ri gin lién v6i vuon cay cia nong dan
tén Nam Ri). Trong tiép thi san phém la dich vu, con nguodi 1a mot
phéan rit quan trong cia thuong hiéu.

www.vvob.be/vietnam

Chuong trinh Khuyén néng | 106 | Huwéng din marketing C
c6 su tham gia (PAEX) - Ung dung trong khuyén néng



http://www.saga.vn/view.aspx?id=575
http://www.saga.vn/view.aspx?id=575

Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

Xay dyng thuong hi¢u chinh 1a mot tai sdn vO hinh (intangible
assets) ciia doanh nghiép, 12 mot tdm nhin chién luwoc cia doanh
nghiép nham tao chd ding, dinh vi trén thuong trudng, trong timg
phan khuc thi truong va nganh hang. Nhiéu doanh nghiép chi chu
trong phét trién nhitng tai san hitu hinh (tangible assets).

1. VI SAO PHAI XAY DUNG THUONG HIEU ?

Hau hét doanh nghiép déu mong mudn cac lgi ich trong qua
trinh kinh doanh nhu:

- Tang thi phan (market share),

- Tao su khac biét dé thu hiit khach hang (differentiation),

- M6 rong quy mo6 kinh doanh (scale of business),

- Ting loi thé canh tranh (competitive advantage) dai han,

- Thu hut nguoi tai gioi cho doanh nghi¢p (human resource),

- Tang loi nhuin ngin han (profit) & thuc thi ding vdi chién
Ivoc kinh doanh.

Mubn dat duoc nhitng muc ti€u va loi ich néu trén doanh nghi¢p can
phai tao cho riéng minh mot thuong hi¢u manh.

I11. CAC BUOC XAY DUNG THUONG HIEU

Trong qua trinh xdy dung va phat trién thwong hiéu can rat
nhi¢u giai doan doi héi sy dau tu thoi gian va tai chinh ctia doanh
nghié€p. Gom cac budc chu yéu sau:

1. Thiét lap cac yéu t6 cAu thanh thuong hiéu
2. Xac lap quyén s¢ hitu thuong hiéu
3. Thuyc thi quyén s¢ hitu thuong hiéu
Mubn thuong hiéu dugc hinh thanh va phét trién cing véi doanh

nghiép, cac budc 2 & 3 1a rit quan trong.

www.vvob.be/vietnam

Chuong trinh Khuyén néng | 107 | Huwéng din marketing &
c6 su tham gia (PAEX) - Ung dung trong khuyén néng




Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

Bude 1- Thiét 1ap cac yéu to ciu thanh thwong hi¢u

Yéu t6 cau thanh thuong hiéu bao gdm: Tén nhén hiéu (brand

name); biéu tuong (logo); tinh cach nhan hiéu; cau khau hiéu (slogan)
va bao bi (packacging).

e Tén nhin hiéu: 1a yéu t6 chinh cau thanh thuong hiéu, thong qua
n6 thé hién phan ndo chat luong, do tin cdy, hinh anh cua san
phém chtra dung dudi céi tén do. Mot cai tén phu hop sé€ tao su
quan tAm ctia ngudi tiéu ding, tao an tuong va khac biét so véi cac
san pham khac. Ttr d6 kich thich nguoi tiéu dung dua dén quyét
dinh mua hang. Thong thudng khi dua mot san phdm moi vao thi
truong doanh nghi¢p s€ dat mot tén cho san phém d6. Tuy nhién,
d6i khi doanh nghiép nén bd sung hodc lam méi tén ctia nhan hiéu
nhim tao cam gidc moéi la vé& san phiam dang tiéu thu trén thi
truong.

Pé dat duoc tén nhin hiu mot cach hop 1y véi chién luoc

marketing can phai chi y cac yéu to sau:

D¢ nh¢, dé goi hoac dé doc, khong bi lam lan véi céc tu co
nghia xau hodc c¢6 ndi dung khong tot.

Mang y nghia nao d6 nhung phai d& hiéu va dé hinh dung, d&
lién tudng dén san pham.

DE dang thiét ké, d& dang chuyén d6i (néu doanh nghiép c6
nhi¢u dong san pham).

Khong trung lap hoéc‘dé 1an 16n véi cac thuong hiéu khac da
duoc dang ky doc quyén thuong hi¢u.

Mot sb cach dit tén thuong hiéu thuong gép:

Dung nhiing tir c6 y nghia dep, mang tinh nhan van, mang tinh
goi nhd (Truong Xuan, Truong Son, Vespa...).

Dung nhitng tir mang ddu n truyén thong gia dinh hodc ving
dia ly (Jonnie Walker, Trung Nguyén, Ba Vi, Buon Mé Thuot,
Honda, Btrc Phat, Minh Long...).
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Module 2 - K§ néng tiép can thi trwong
Module 2b — Xay dwng thwong hiéu

Dung nhing tir ghép phan anh dac tinh hodc y nghia cta san
pham (Vina-Milk, IPM Think-pad, High-Land...)

Dung cac tir viét tat (IPM, LG, GMC...)

Biéu tuong (logo): Logo 1a mdt yéu td cdu thanh thuong hiéu
mang hinh anh tryc quan sinh dong dén véi khach hang. Mot
logo ¢6 ¥ nghia va thanh cong khi tao cho khach hang an
tugng rat sau sac khi nhin va cam nhan. Tuy nhién, logo mang
tinh hinh twong nén cé thé lam cho khach hang hiéu nham
hodc khong hiéu gi vé mdi lién hé giita né va san pham. Ciing
chinh nho logo ma khach hang co thé dé dang phan biét cac
san phim mot cach dé& dang. Mot logo dat yéu cau can phai
thoa min cac tiéu chi sau: (i) Mang hinh anh hodc khic hoa
hinh anh cta cong ty; (ii) Mang tinh tham my cao (dep, can d6i
va hai hoa); (iii) D& hiéu y nghia ham chtra bén trong.

Tinh cach nhan hiéu: la yeu td dic biét cAu thanh thuong hi¢u.
Tinh cach nhan hi¢u mang y nghia van hoa va nhitng hinh anh
thé hién chiéu siu cua san phém, su dac thu cua san phém ma
cac san phém ciia ddi thi canh tranh khong c6 dugc hoac
khong thé sao chép duoc (Vi du: hinh tuong chang Cowboy
trong hop thudc 14 Malboro, hinh twong Hynos trong hop kem
danh rang, hinh tugng c6 gai Ha Lan trong hop stia...)

Cau khau hiéu (Slogan): C6 vai trd quan trong trong viéc hinh
thanh va duy tri thuvong hi€u trong long khach hang. Mot sO
cau slogan y nghia s& tao an tuong kho quén cho khach hang,
khang dinh long tin vé san pham cua khach hang (Vi du:
“Nippon son dau ciing dep”, “Két ndi dai 1au”, “Khoi ngudn
sang tao”...)

Bao bi, dong goi (Packacging): Bao bi la yeu to quyét dinh
trong thwong hiéu. Ngay nay khi mua hang yéu té tdm Iy cua
khach hang 13 chon nhitng san phim c6 hinh thirc bao bi dep
va bat mat. Ching ta nhan théy mdt s6 dan toc nhur ngudi Nhat
Ban khi tang qua, khi mua sam thuong dat hoac goi mot cach
tran trong nhat san phim nham ting thém gia tri clia moén
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hang/san pham d6. Mudn c6 bao bi dep doi hoi su thiét ké
chuyén nghiép vira dam bao yéu t6 thim my, vira bao vé
nhiing vat li€u chira bén trong va tao su ti€n dung khi khach
hang sir dung san pham.

Buéc 2- Xac 1ap quyén sé hiru thwong hiéu

Xay dung va quang ba thuong hiéu trong qua trinh hoi nhap nay
sinh nhiéu van dé rat phtc tap nhu dn cip ban quyén, 1am nhai nhin
hiéu va bao bi, dit tén san phim trung lip voi cac thuong hiéu
manh...

Do d6 van dé xac 1ap quyén so hitu thwong hiéu 1a diéu can
thiét. Xac lap quyén s¢ hitu thuong hiéu chinh 1a xac 1ap quyén sé hiru
vé tri tué, 13 tai san vo gia ctia doanh nghiép. Viéc ding ky bao ho cac
san pham tri tué 1a nham xac 14p quyén so hitu cho doanh nghiép,
phong xay ra hanh vi chiém doat, danh cép hodc xam pham.

Buéc 3 - Thue thi quyén sé hiru thwong hiéu

Quyén cila chu s¢ hitu cac dbi tuong S hitu cong nghiép tai
Viét Nam:
1. Chu s¢ hitu sang ché, giai phap hitu ich di dwoc bao ho co doc
quyén:

e San xuit (ché tao, gia cong, lap rap, ché bién, dong go1) san
phiam, bd phan san phim dang duoc bao ho 13 sang ché, giai
phap hiru ich;

« Ap dung qui trinh dang dugc bao ho 1a sang ché, giai phap hitu
ich;

o Khai tha’ic san phém, bd phan san phém dang duogc bao ho 1a
sang che, giai phap hiru ich;

» Dua vao luu thong; quang cao nham dé ban; chao ban; tang trtt
dé ban san pham duogc bao ho hodc san pham dugc san xuat
theo quy trinh dugc bao hg;

e Nhap khéu san phém dugc bao ho hoac san phém duogc san
xuat theo quy trinh dugc bao ho.
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2. Chui s6 hiru kiéu dang cong nghiép di duoc bao ho co doc quyén:
San 7xu£'1t, dua vao luu thong, quang cao nham dé ban, chao ban,

tang trir d€ ban; nhép khau san pham c6 hinh dang bén ngoai dugc bao

hd véi danh nghia la kiéu dang cong nghiép.

3. Chi s¢ hitu nhin hiéu hang héa da duoc bao ho co doc quyén:

«  Gén nhan higu hang hoa, tén goi xuét x&r hang hoa dugce béo hd
Ién hang hoa, bao bi hang hda, phuong tién dich vu, giay to
giao dich trong hoat dong kinh doanh,

o Luu thong, chao ban, quang cdo nham dé ban, tang trir dé ban
hang hoa mang nhan hi¢u hang hoéa, tén goi xuat xr dugc bao
ho,

« Nhap khau hang hoa mang nhin hiéu hang héa, tén goi xuat xir
duoc bao ho.

Phép luat vé S¢ hitu cong nghiép Viét Nam qui dinh bat ky hanh vi st
dung, chiém doat cac doi tuong S¢ hiru cong nghi€p da dugc bao ho,
vi myc dich thuong mai ma khong dugc pheép cua chu S¢ hiru, la hanh
vi xam pham quyén S¢ hiru cong nghiép.

Dé xac 1ap co s¢ phap 1y vitng chic cho quyén so hiru cong nghiép,
doanh nghi¢p nén xem xét dang ky:

e Nhan hi¢u hang hoa

e Pham vi hang héa/dich vu mang nhan hi¢u.

(Nguon: Tong hop tir cac tw liéu - bién soan: Ho Cao Viét)
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Tai liéu doc thém - Ban biét gi vé Packaging design?

Vai tro cia bao bi ngay cang tr¢ nén quan trong hon trong viéc
xdy dung mot thuong hiéu manh va nhat quan. Bao bi khong chi c6
tac dung bao vé, mo ta va gidi thiéu san phim ma nd con chira dung
rat nhiu nhan t6 tac dong dén khach hang va viéc quyét dinh liwa chon
mua hang cua ho. Dé 1uon 1a lya chon s6 mot cua khach hang trudc
nhitng d6i thu canh tranh thi dau 1a yéu t6 chinh trong viéc xay dung
nhitng yéu t6 thanh cong trong viéc thiét ké bao bi? Dya trén co s
nhitng nhan t6 tic dong dén khach hang khi lya chon va so sanh
nhitng san pham cung loai chiing ta hiy tham khao 8 yéu té co ban
trong vi¢c lua chon thiét ké mot bao bi dep.

Sw phdi hop nhit quan

bay la tiéu chuan c6t 16i cia mot bao bi thanh cong. Sy phdi
hop nhit quan la phai the hién dugc mot phong cach riéng cua thuong
hiéu san phadm. Mau séc, bd cuc, phong nén 1a nhitng yeu t6 giup cho
viéc nhin dang hinh anh thuwong hiéu nhanh hon nhiéu lan, va gitp
cho khach hang c6 thé nhé duge nhiing dac tinh riéng cua san pham
d6, mic du ho c6 thé mua hang ¢ nhiéu ctra hang khac nhau. Mot san
pham c6 thé thay ddi mau sic bao bi theo ting giai doan dé tao sy hip
dan, nhung n6 phai tuan theo nguyén tic nhit quan trong viéc nhan
dién thuong hiéu san pham do.
Sw 4n twong

Khi tang qua cho mot ai do thi vi¢c goi qua da thé hién su ton
trong d6i v6i ngudi nhan. Mot mén qua duge gbi dep va cham chat
trudc hét di giy duoc mot 4n twong ban dau tot dep ddi voi nguoi
nhén, cho du chua biét mén qua bén trong nhu thé nao. Bao bi cua san
pham ciing vay, cach thiét ké va dong goi bao bi ciing di thé hién
duoc mot phﬁn cua san phém bén trong bao bi. Tinh 4n tuong con dac
biét co y nghia véi nhitng bao bi cao cap danh cho nhitng san phim
sang trong. Viéc thiét ké bao bi cho nhirng mit hang dit gia doi hoi
phai c6 su chon lya k¥ tu chét liéu cho dén mau sic thiét ké, thong
qua d6 thé hién duoc “dang cap” clia ngudi mua.
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Sw ndi bat

Trén mot ké trung bay khong chi ¢6 san pham ciia chiing ta ma
con o thé c6 cac san pham khéac cung loai cta d6i thii canh tranh. Vi
vay sur ndi bat 1a mot yéu td rat quan trong dé tao ra su khac biét. Nha
thiét ké phai hiéu rang san phim s& duoc ngudi tiéu dung so sanh,
nhan dinh v6i hang loat nhitng san pham khac véi rat nhiéu phong
cach va mau sic da dang. Va dé c6 thé canh tranh dugc, nha thiét ké
phai 1am cach nao dé san phdm ctia minh s& 1a diém nhan giira mot
loat san pham khéc.

Mubdn lam duoc diéu nay doi hoi nha san xuat da phai nghién
ctru k¥ thi truong tir bude dinh vi san phim dau tién dén viéc xay
dung mot hé¢ théng nhan di¢n thuwong hi¢u hi¢u qua. Kha nang sang
tao cao cling s& gitip viéc thiét ké bao bi tranh duoc nhitng 161 mon
quen thudc dén nham chan cia cac bao bi ngoai thi truong.

Sw hip din

Trong mdt s6 nganh hang, dic biét trong nganh my pham, bao bi
phai thé hién duoc su hép dan, 16i cudn, gay thién cam va nhan manh
cac dic tinh cia san pham. Bao bi trong nhitng nganh nay c6 thé duoc
xem nhu mot phan cua san phim tao ra nhitng gia tri cong thém cho
khach hang. San phim dugc thiét ké danh cho nam giéi bao bi phai
thé hién duoc sy nam tinh, khac han v6i san pham danh cho nit gi6i
v6i nhitng dudng nét mém mai quyén ril.

Su da dung

Bao bi thong thuong nguoi ta chi nghi dén viée dung san pham va
sir dung xong rdi bo, rat ling phi. Vi vay trong cudc canh tranh ngay
nay nguoi ta thuong tim cach thém gia tri sit dung cho bao bi. Nhiing
chi tiét tuong chimg nho nhat doi khi s& 1a mot loi thé canh tranh 16n
ctia san pham so véi cac dbi thu khac. Bao bi sita tim ngay nay thuong
¢6 thém moc dé treo trong phong tim thuan tién, hinh dang thon dé cam
nam dugc dé dang. Nap day ciia ciia nhimng chai Comfort 1am mém vai
co thém chirc nang lam muc do Iuong str dung. Hop banh keo bang
thiéc rat sang trong va khi dung hét ¢6 thé sir dung lam hop dung linh
tinh. Tét ca nhitng diéu nay giap cho san pham tré nén thong dung va
phu hop hon trong doi song hang ngay cia nguoi tiéu dung.
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Chirc niang bao vé

D3 14 bao bi thi luén phai c¢6 chirc ning bao vé san phim bén
trong. Tuy nhién khong thiéu nhirng bao bi di khong xem trong chirc
ning nay. Bao bi phai duoc thiét ké lam sao bao vé dugc san pham
bén trong mot cach an toan nhit. Nguoi ta wa thich dung bao bi kin
hodc hut chan khong dé gip cho san pham dé dugc lau hon. Bao bi
danh cho thyc pham va d6 uong phai dap ung dugc nhiing tiéu chuan
bat budc trong viéc bao dam chat lugng san pham.

Su hoan chinh

Yéu té nay gitup cho viéc thiét ké kiéu dang bao bi phu hop véi
san phim bén trong ctia nd va diéu kién str dung san pham d6. Bao bi
phai thich hop véi viée treo hodc trung bay trén ké ban hang, c6 thé dé
dang dé trong hop carton. Bao bi danh cho thirc dn phai dé duoc vao
t lanh vira vin va khong ton khong gian.. But viét danh cho tré em
phai khac véi but viét danh cho ngudi 10n. Bt dé kep trén 4o khac voi
but cét trong cap...Rat nhidu yéu t6 ma khach hang quan tdm can phai
duoc nha thiét ké xem xét mot cach ti mi dé tao cho bao bi mét su
hoan thién tranh moi khuyét diém khong dang c6. S€ c6 su lua chon
nén nhin manh diém nao gitta sy tién loi, su ndi bat hay su da dung dé
tao ra sy hoan chinh cho san phém.

Sw cam nhan qua cac giac quan

Mot bao bi tot phai thu hat dugc sy cdm nhan tdt cua nguoi ti€u
ding vé san pham thong qua viéc nhin ngdm, sdm soi va s& mé vao san
pham. Chiing ta thuong it chi ¥ dén xtc gidc cua ngudi tiéu ding ma
thuong chi nhdn manh vao yéu té bat mat. Nhung xuc gic lai c6 vai tro
quan trong trong viéc cam nhan vé kich ¢@, két cAu san phém, chét liéu
bao bi va tir 46 anh huong dén viéc nhan xét chat lugng san pham.

Chung ta khong thé bo qua mdt yéu té nao trong nhiing yéu t6
trén vi né s& lam mat di mot loi the khong nho so véi dbi tha canh
tranh. Viéc ap dung nhiing yéu t6 nay con doi hoi phai tim hiéu ky
nhu cau va doi tuong khach hang huéng dén. Xac dinh dugc dau 1a
nhu cdu va mong mudn cta ngudi tiéu dung d6i mot san pham va dbi
voi bao bi san phiam s& giup cho viéc dinh hudng va thiét ké dugc
nhanh hon va hi¢u qud hon. (Nguon: Www.saga.vn)
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Module 2¢ — X4y dung ké hoach tiép thi

Bai giang - Xay dung ké hoach tiép thi
Noi dung:

- Muyc tiéu cta ké hoach tiép thi

- Thanh phan va cau tric cua ké hoach tiép thi

Khung ké hoach chuan
Yéu tb SMART trong lap ké hoach tiép thi
- Tién trinh hoach dinh ké hoach tiép thi

v}
. . @
K& hoach ti&p thi (marketing plan) ﬁ
g’.
=
Thure thi (Implementation phase) ~-—| §
o g
Két quéa (Results) &
Banh gia (Evaluation phases) -—

Hinh 2.25 - Ké hoach tiép thi trong tién trinh lap chién lrgc
marketing
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|. Muc tiéu ciia ké hoach tiép thi

- Vach ra nhitng hoat dong marketing cu thé

- HS tro quan 1y, giam sat, thuc hién chién lugc

- Thong tin nhiém vy, cdng viéc, thoi han thyc hién

- Phan b, str dung hiéu qua ngudn tai nguyén

- Nhan vién nhén thirc nhiing co ho1, trién vong & thach thirc
I1. Thanh phan va ciu tric cia ké hoach tiép thi

- Toém tit tong thé (executive summary)

- Muc luc (table of contents)

- Phan tich moi truong kinh doanh & thi truong muc ti€u
(situational analysis and target market)

- Muc tiéu tiép thi (marketing objectives)

- Chién luoc tiép thi (marketing strategies )

- Chién thuat tiép thi (marketing tactics)

- Ngan sach & tién trinh (schedules and budgets)

- Panh gia & du tru tai chinh (financial data and control).
1. Khung ké hoach chudn (Standard Planning Framework)

- Doanh nghiép dang ¢ vi tri nao? (Analysis - where are we
now?)

- Muc tiéu ctua doanh nghiép ? (Objectives - where do we want
to be?)

- Chién lugc ciia doanh nghiép? (Strategies - which way is
best?)

- Chién thuat ctua doanh nghiép? (Tactics - how do we ensure
arrival?)

- Panh gia két qua (Control - are we on the right track?)
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2. Yéu to SMART trong lip ké hoach tiép thi

- Specific (S): Cu thé, rd rang, dé hiéu & phu hop véi chién lugc
marketing

- Achievable (A): C6 thé thuc thi dugc bang chinh kha ning cia
doanh nghi¢p

- Realistic (R): Mang tinh thuc té, khéng vién vong
- Time-bound (T): Thoi han dé dat duge myc tiéu dé ra.

* Phan tich thj trvong & déi tho
canhtranh

™~
M * Nghién ciru khach hang
« Phan khc thi treong & )
khach hang muc tiéu

* Théng diép marketing

* Phurong tién truyén théng
marketing

* Chvong trinh ti€p thj hon hep
(4Ps)

* Hoach dinh ngan sach
marketing

Hinh 2.26 - Cac buédc xiy dung ké hoach tiép thi
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I11. Tién trinh hoach dinh ké hoach tiép thi

- Lam thé nao phan bd ngudn tai nguyén dé dat muc tidu cia
doanh nghi¢p?

- Lam thé nao chuyén ké hoach thanh hanh dong ?
- i chiéu giita ké hoach & hanh dong?

- Hudng ké hoach cho twong lai?

1. Phéan tich SWOT

s - vl veni. ‘

R , N FRIER,
- Nhan dang xu hudng thi trudng o Light v LK

- Phén tich d6i thu canh tranh
- Tu dénh gia doanh nghi¢p
- Nghién ctru nhu cau hién tai va xu huéng khach hang

- Phat huy diém manh.
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- Hoan thién diém yéu
- Khai thac co hoi

- Tranh de doa.

2. Phén khuc thi truong

- Phan khuc thi truong

- Chon khach hang muc ti€u

- Tao su khac biét cua san pham.

3. Chwong trinh marketing

- Chién luoc san pham (Product Strategy)

- Chién luoc gia (Price Strategy)

- Chién lugc xuc tién ban hang (Promotion Strategy)

- Chién lugc phan phi (Place — Distribution — Strategy)
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Hinh 2.27 - Chwong trinh tiép thi két ndi cac thanh t6 cia
tiep thi hon hop

4. Thuee thi chién lwoc marketing

- Phan bd ngudn luc

- Thiét ké t6 chirc/bd phan marketing
- Phat trién lich trinh ké hoach
- Pidu hanh chuong trinh marketing

+ Chién lugc
+ Chién thuat.
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Chii tich/Giam déc diéu hanh

Phé Giam Phé Giam Phé Giam déc Phé Giam déc Phé Giam déc Phé Giam déc
doc B9 doc Bo Bd phén san Bd phan Bd phan Ké Bd phan Nhan
phén H¢ phén xuat marketing toan va Tai sw
thong thong Nghién ctru chinh

tin va Phat

R
Giam déc diéu hanh Marketing (CMO)

[ ]

Quan ly san Quan ly Quan ly Quan ly

pham hoic nghién ctru ban hang Quang cdo va Xuc
nhdn hang marketing | tién ban hang
| Khu vire va
Tro' ly dai dién ban
Troly marketing hane i
Quan Iy san REPresentauves
pham * Pwoc goi la Gidm déc diéu hanh marketing & nhiéu cdng ty

-~

Hinh 2.28 - Vi tri ciia b phan marketing trong té chirc
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Hinh 2.29 - B§ phin marketing trong co ciu, t6 chirc
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Doanh thu muc
tiéu dua trén ké
hoach marketing

Doanh sé/nam (ti do la)

1998 2000 2002 2004 2006 2008 2010

Hinh 2.30 — Phuong phap so sanh két qua dat giira c6 va khong
thue hién ke hoach marketing (hing phim Kodak)
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Tai liéu doc thém — XAy dung ké hoach
tiep thi

Ké hoach marketing 14 mot mat xich quan trong trong chién lIrgc
kinh doanh va nham thyc thi chién lwoc marketing cia mot doanh
nghiép. Hay néi khac hon, lap ké hoach marketing chinh 13 cy thé hoa
nhitng ¥ do chién lugc marketing thinh hanh dong thong qua viéc
phan tich thi truong, tim hiéu nhu cau khach hang, x4c dinh thi truong
muc tidu va cac chién thuat marketing hn hop 4P (d6i v6i san pham
13 hang hoa) va 7P (dbi voi san pham 1a dich vu).

I. TAM QUAN TRONG CUA VIEC XAY DUNG KE HOACH
MARKETING

Xay dung ké hoach marketing 1a mot nhi¢ém vu rat quan trong
do1 vé1 mot doanh nghi€p hoat dong theo hudng tiép thi (marketing-
oriented organization).

Ké hoach marketing gitp doanh nghi€p quan tri mot cach co hé
thong toan bd cac hoat dong tiép thi, thuc thi mot cach chu dong cac
muc ti€u va chinh sach cua doanh nghiép, 1a co s¢ dua vao dé danh
gia va giam sat gitra ké hoach va thuc thi, chuan bi cho viéc dua ra thi
truong san phim méi, dong thoi tao diéu kién cho nha quan tri
marketing tham gia sau sat & nhiét tinh vao cac hoat dong tiép thi, 1a
co s& dé 1ap cac ké hoach tiép thi trong tuong lai.

Nhu vay, xay dung ké hoach tiép thi nham dat dén cic muc tiéu
sau day:

* Nhirng hoat dong marketing cu thé duoc vach sén.

« HOb trg trong quan 1y va gidm sat hoat dong tiép thi & thuc hién
chién luogc.

* Thong tin cho nhan vién tiép thi nhi€ém vy, cong viéc va thoi
han thuc hién.

* Phan bd va su dung hiéu qua ngudn tai nguyén va nguon luc.
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* Nhan vién nhan thuc dugc nhiing co hdi, trién vong va
thach thirc.

Mot ké hoach tiép thi thanh cong doi hoi phai dat duoc cac tiéu
chi sau:

(i) Specific (S): Cu thé, rd rang, dé hiéu & phu hop vai chién lugc
marketing

(i) Achievable (A): C6 thé thuc thi dugc bang chinh kha ning cia
doanh nghiép

(iiii) Realistic (R): Mang tinh thyc té, khong vién vong
(iv) Time-bound (T): Thoi han dé dat duge muyc tiéu dé ra.
(Nguyén tic SMART trong kinh doanh).

Il. CAC BUOC TRONG VIEC XAY DUNG KE HOACH
MARKETING

Xay dung mot ké hoach marketing can phai tién hanh cac budc
chu yéu sau day (k€ hoach 7 budc)

Buéc 1 — Phén tich thi treong va cac ddi thii canh tranh

Phan tich méi truong kinh doanh, st dung cic cong cu nhu
SWOT, PEST, va Five Force dé nhan dang céc diéu kién kinh doanh,
mdi truong doanh nghiép va hiéu rd nhirng doi thu canh tranh. T d6
c6 nhitng hoat dong phu hop nhim phat huy/ting cudng nhirng diém
manh, han ché nhitng rui ro/diém yéu ctia doanh nghiép, tim kiém
nhirng co hoi va thich ing/img pho6 vo1 nhirng thach thire cho doanh
nghiép. Trong budc 1 nha tiép thi phai tra 101 cau hoi: ddi thu canh
tranh 13 ai?, doanh nghi¢p c6é nhirng thé manh & diéu yeu nao?,
co hoi va thach thire hién tai va tiém an la gi?

Budc 2 — Nghién ciru khach hang va hanh vi nguoi tiéu dung

Chuén bi cac ké hoach nghién cuu thi truong, tim hiéu va thu
thap thong tin va nhu cau cua khach hang, hiéu dugc hanh vi va cac
tién trinh mua hang cia khach hang. Tir d6 chuan bi cac dong san
pham phu hop v&i nhu cau va thi hiéu ciia nguoi tiéu ding, cac hoat
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Module 2c — Xay dwng ké hoach tiép thj
dong xuc tién ban hang phu hop, 16i cudn sy chu ¥ cua khach hang
qua cac san phim moi hodc su khac biét ciia san phdm véi cac san
pham ctia d6i thi canh tranh, tao su ham muén - thich tha va dan dén
quyét dinh mua hang. Trong budc 2 nha tiép thi phai tra 101 duoc cu
hoi: khach hang 13 ai va ho mudn gi, nhu ciu cta ho 14 gi 2. Nha tiép
thi phai chuan bi cac phiéu cau hoi, danh gia nhu cau khach hang va
phan tich cac thong tin dé lam co so xay dung cac bude tiép theo.

Buwdc 3 — Phan khuc thi treong va xac dinh khach hang muc tiéu

Phan khuc thi truong nham dinh vi rd duoc vi tri cua doanh
nghiép va xac dinh ai la khach hang muyc tiéu cua doanh nghiép, khach
hang hién tai & tiém ning ctia doanh nghiép ¢ phan khic nao. Doanh
nghiép dil c6 quy md 16n dén dau, lwong vén va cong nghé cao bao
nhiéu ciing déu phai xac dinh thi trudng va khach hang muc tiéu cua
minh nhim thoa mian mdt cach tot nhat nhu cdu cia nhém khach hang
trong phan khic da chon. Nha tiép thi phai tra 10i cau hoi: tiéu chi
phan khuc thi truong, ai 1a khach hang muc ti€éu?, phan khiic nao phu
hop v6i diéu kién ctia doanh nghiép?

Buéc 4 — Chuan bi thong diép marketing

Thong diép phai dam bao chuyen tai duoc nhitng thong tin vé
san pham, kha ning dap ung nhu cdu va loi ich mang lai cho khach
hang.

Thong diép phai khoi goi dugc nhu cau tiém an cta khach hang
muc tiéu nham 161 kéo nhiing khach hang tiém nang.

Thong diép con chuyén tai cac thong tin vé gia ca, diéu kién
thanh toan, khuyén mai va dich vu hau mai (cham soc khach hang, stra
chira va bao tri, bao hanh...).

Buéc 5 — Chon lya phwong tién truyén thong marketing

Hién nay voi su bung nd thong tin internet (email, webiste) va
cac mang xa hoi, to chuc su kién, quan hé cong chung (PR), dich vu
giai tri, hoi thao, hoi cho, truyén hinh k¥ thuat sb, pano, ap phich, to
roi, hang mau v.v...tao thuan loi cho viéc truyén thong marketing, tao
su két ndi giira doanh nghiép — nha tiép thi — khach hang.
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Viéc chon phuong tién truyén thong nao cho ting giai doan cua
qua trinh ti€p thi mot cach phu hop dya trén dieu kién ngan sach va
chién lugc tiép thi cia doanh nghiép dé dat duoc hiéu qua cao nhat.

Buéc 6 — Xac dinh chwong trinh tiép thi hn hop

Chuong trinh tiép thi hdn hop tap trung vao 4 yéu té chinh 13 san
pham, gi4 ca, phan phdi & xuc tién ban hang. Bén canh d6, xac dinh
muc ti€u doanh thu, loi nhuan, luong san phém béan cua doanh nghiép.
K¢é hoach phai néu duoc gia ban 1a bao nhiéu ?, gia canh tranh voi d6i
thu canh tranh khong ?, phan tich san luong san pham ban dé hoa von,
phan bo doanh so/luong san pham ban cho cac dai 1y, hé thong phan
phéi to chirc nhu thé nao ?, cac chuong trinh khuyén mai. .

Budc 7 — Hoach dinh ngan sach marketing

Xac dinh ngan sach can thiét cho cac hoat dong marketing. Tinh
toan hiéu qua hoat dong marketing (chi phi bo ra cho marketing &
luong san pham ban ting thém sau khi marketing, doanh thu ting
thém, loi nhuan ting thém) & udc lwong mirc ngan sach can thiét cho
tirng budc trong ké hoach marketing.

(Nguon: Ho Cao Viét, tong hop tir cdc tai liéu)
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Module 3 — Ky nang dam phan va ky nang dinh gia

KY NANG PAM PHAN VA KY NANG PINH GIA

Module 3 - K§ nang dam phan va
ky nang dinh gia

Module 3a
K¥ ndng dam phan va ban hang

Module 3b
K¥ nang dinh gia
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Module 3a — Ky nang dam phan va ban hang

Module 3a - Ky nang dam phan va ban hang

Bai giang - Dam phan va ban hang

Nhan thirc Nhan thic Cam nhan Lwa chon
khach hang nhan hiéu ve nhan hiéu
nhan hiéu
Sw ung hd cua
Dw dinh Mua hang Trung thanh khach hang
mua hang vé&i nhan hiéu

Hinh 3.1 - So 46 marketing va ban hang
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Tai li€¢u doc thém - Ky ning dam phan va ban hang

I. KY NANG PAM PHAN
1. Pam phan theo hwéng Win-Win

Trong cudn sich béan ~
chay nhat (Best-seller) The
Seven Habits of Highly f;
Effective ~ People,  Steven
Covey dinh nghia Win-Win la
mdt xu huéng tu duy nhim
dat dén su dong thuan vé loi
ich cua cac bén trong qua 4
trinh giao tiép cta con nguoi.

a. Win-Win c6 nghia la | N T Sy
su théa hi¢p hodc giai phap
nham théa min loi ich cia ddi

bén khi giao dich. Thuong \
thuyét hoac dam phan.

b. Véi giai phap Win-
Win, tat ca cac bén déu cam nhan co6 su thuan lgi trong quyét dinh va
dat dugc muc ti€u deé ra.

c. Win-Win xem thuong truong nhu mot sy hop tac va tranh su
canh tranh d6i dau. Hau het moi nguoi c6 xu hudng nghi den tinh d6i
nghich nhu: sitc manh - yéu kém, thang — thua, cing — mém trong
thuong truong. Tuy nhién, day la mét 16i suy nghi sai 1am, 13 mam
mdng cua su cing thing va xung dot.

d. Win-Win dya trén triét Iy d6 1a mang lai 1¢1 ich cl}o d61 bén,
su thanh cong ciia mdt phia s€ khong gdy phuong hai cho doi tac.

e. Win-Win 1a tao mot sy tin cay 1an nhau, dé hudng dén mot
con duong tot cho cac doi tac.
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Pé phat trién 16i tw duy Win-Win (Mindset) cin 3 yéu t6:

- Sw liem truc (Integrity): D6i xtr cong bang voi tat ca cac doi
tac voi cung mot nguyén tic ung xir. Tao su tin cdy, noi di doi voi
hanh dong, gilr uy tin 161 hira va tao long tin ngay ca khi khong cé sy
hién dién cua déi tac.

- Sw chin chén (Maturity): Duy tri su cAn bang giita su can dam
va suy nghi. Thé hién cdm xiic va sy thuyét phuc dén dbi tac. Chin
chin trong suy nghi va chon lya cach xur Iy phu hop cho doi bén, nhat
1a nhitng van dé dugc dbi tac quan tam.

- Tinh thin phan chén (Abundance Mentality): Trang thai tinh
cam va cam xuc xut phat tir nhan thirc sau sac vé dbi tac. Tur d6 c6
nhitng chia sé thanh thé, uy tin, su thtra nhan va lgi ich cho do6i1 bén
trong qua trinh dam phan dé dua dén quyét dinh cudi cung. Piéu nay
s€ mo ra nhitng kha nang, co hoi, trién vong va su sang tao.

2. Nghé thuiat dam phan véi khach hang

Mot nguyén tic trong ban hang 13 trong qué trinh dam phan tao
su khac bi¢t cho san pham ctiia minh so vdi san pham cua cac doi thu
canh tranh.
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Module 3a — Ky nang dam phan va ban hang

Gié ca 1a yéu t6 duoc khach hang quan tAm nhiéu nhit va nguoi
ban hang hodc nha san xuit ndo ciing can co nhiing giai thich thoa
dang. Chia khoa dé tranh phan tng 13 tao diéu kién cho khach hang
biét ho s& nhan duogc gi tir khoan tién ma ho bo ra.

- Bdn bang gid tri thit ciia sdn phim

Gi4 san phim phai phan anh gia tri cia san pham d6. Tao su
khac biét vé gia tri ctia san pham so voi san phém ctia d6i thu canh
tranh. Qua trinh dam phan gitp khach hang hiéu rd duoc gia tri that
ctia nhitng gi ma ho nhan duoc tir sb tién bo ra mua.

- Giam gia hop ly

Trong qua trinh dam phéan gia cd, nén tap trung vao nhirng khach
hang tiém nang va hi¢n tai ma ho nhan thay duogc gia tri thuc ctia hang
héa. Khong gidm gid nhiéu va gidm gia li€n tuc trong qua trinh dam
phén vi s€ lam cho khach hang tiém ndng danh gid thap gia tri san
pham va thuong hicu.
- Thwong lwong dung liuc

Khi gi6i thiéu san pham méi vao thi trudng, yéu t6 gia thip rat
quan trong nham thu hit sy quan tdm cia khach hang ti€ém nang va
giip san pham tham nhap thi trudong nhanh va mang lai co hdi thanh
cong. Pam phan gia trong giai doan nay tap trung vao su duy tri khach
hang va gitt duwgc muc 1gi nhudn t61 wu cho doi bén.

- Tu tin

Khach hang thudng quan tdm: “néu ho tra cao hon cho san pham
cua ban thi ho s€ nhan dugc gi tir khoan chi tra chénh I¢ch nay?”. Khi
dam phan, can thiét néu rd cho khach hang théy duogc gia tri vuot troi,
nhiing uu diém cua san pham ciia ban so voi cta dbi thii canh tranh.
Diéu nay thuyét phuc duoc khach hang tin tudng, ho cam thay thoai
mai va san sang chi tra gla cao. Qua trinh dam phan gia ca can co tinh
quyét doan va ty tin dé giai toa nhitng thic mic va nhiing phan ung
ctia khach hang dong thoi vuot qua duge tam 1y sg mat khach hang va
giam doanh thu. Tinh ty tin dya trén su thau hiéu vé san phém cua
minh va sy vuot trdi ciia san phim trong qua trinh thuong thuyét.
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Module 3a — Ky nang dam phan va ban hang

3. Nhirng k¥ ning dé dam phan thanh cong

Cach thore dam phan quyét dinh sy thanh cong trong qua trinh
giao dich, thuong thuyét va ban hang. Di€u nay can c6 nhitng k¥ nang
can thiét cho mdt nha dam phan:

- Hiéu quy trinh dam phdn

Nhiing nha dam phan thanh cong xem dam phan 12 mot qua
trinh trdi qua nhiéu budc, khong don thuan 1a thao luan vé cic noi
dung va diéu kién kinh doanh nhu gia ca, phuong thirc giao hang, chat
luong hang hoa, thanh toan... Do d6, nha dam phan doi hoi phai c6 su
hiéu biét sau — rong va rat mém déo linh hoat lién quan dén tam Iy va
hanh vi con ngudi. Ho phai hoc hdi va cdp nhat nhitng chién luoc
khac biét, ky ning dam phan, k¥ thuat ddm phan dé cé nhitng budc
tién thanh cong.

- Chu trong lgi ich doi bén cung co loi (Win-Win)

Sau qua trinh dam phan, loi ich ctia d61 bén déu dat dugc nhu
muc tiéu dé ra. Néu dam phan theo hudng ap dat s& c6 mot bén thing
va mot bén thua (Win — Lose). Nha dam phén tai ba s& lubn tim kiém
giai phap vira ¢6 191 cho khach hang vira cé loi cho doanh nghié¢p. Ho
biét nhuong bd ding lac dé hai hoa loi ich dbi bén.

- Sw kién nhén

Nha dam phan giéi phai c6 tinh kién tri va nhin nai trong tién
trinh dam phan vi thuong s& din dén két qua theo y mudn hon 14 su
thit bai do non noéng. Mot két qua thoa thuan cudi cung voi khach
hang dya trén sy suy xet can trong vé tat ca cac giai phap tiém nang,
phan tich trong suét qua trinh ddm phan dwa trén co sé thu thap ddy du
cac thong tin can thiét. Sy két thuc quy trinh ban hang voi vang sé
khong théa min mot cach tot nhat nhu cau khach hang, két thic véi
két qua ké thiang - ngudi thua (Win — Lose), hay ca hai cung thua
(Lose — Lose).
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- Tinh sdang tao

Céac nha dam phén tai ba déu rat sang tao trong moi hoan canh.
Ho c6 nhirng k¥ ning (thién bam & duoc rén luyén) dé giai quyét van
dé, tim ra giai phap hop 1y va tim kiém cac phuong thirc dé dat muc
tiéu cua doanh nghiép va loi ich ctia khach hang.
- Mang tinh thir nghiém

Céac nha dam phan gioi ludn thir nghiém véi cac chién luoc, giai
phap, chién thuat khac nhau trong céc tién trinh dam phan véi cac d6i
tac khac nhau do qua trinh dam phan rat da dang va linh hoat. Cac tinh
huéng khac nhau s€ dugc van dung cac k¥ thuat va k¥ nang dam phan
khéc nhau.

- Sw tw tin va lac quan

Céac nha dam phan gioi luén c6 mot phong cach dinh dat va rat
tu tin khi dam phan. Tuy nhién, ho luén lac quan va khong kiéu ngao
hodc tu phu. Sy ty tin cua nha dam phan dugc hinh thanh trén co s¢
cac kinh nghiém cua ban than, su hiéu biét sau sic vé san phdm cua
minh, sy hleu biét vé khach hang hodc dbi tac. Ho lac quan vi tin ring
tat ca cac van dé s& duogc giai quyét theo huéng doi bén cung co loi.

- Ky ndng ling nghe

K¥ nang ling nghe rit quan trong ddi véi cac nha dam phan.
Thong qua ling nghe can than nhiimg mong mudn, nhu cau cua dbi
tac, hiéu thém thong tin vé khach hang. Tur d6 tim ra cac d6i phap phu
hop. K¥ ning ling nghe 1a mot ngh¢ thuat trong giao tiép khong phai
nha dam phan nao ciing thuc hién tot.

Il. KY NANG BAN HANG
1. Chan dung ciia mgt ngudi ban hang chuyén nghiép

Tinh cach, niém tin va sy nhiét tinh ludn 1a ph&ng phﬁm chét
quan trong cua mot nguoi ban hang giol. Trong theé gidi phang hién
nay, cac yéu t6 d6 chua du. Nguoi ban hang chuyén nghiép khong chi
can man ma con phai khon ngoan hon trong cach giao tiép va cac moi
quan hé. Cac yéu tb quyét dinh va cin cho nhitng nha ban hang
chuyén nghiép:
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- Tao dn twong cho lin gip g6 diu tién

Nguoi ban hang chuyén nghiép phai c6 nhirng ky nang nham tao
an tuong cho khach hang ngay tir lan dau gip gd, tiép xac qua dién
thoai hodc cac phuong thirc giao tiép. Diéu nay quan trong vi sé tao sy
tin tuong cho khach hang va phat trién cac méi quan hé kinh doanh
trong twong lai. Muén vay, ngudi ban hang can chay dén hinh thé bén
ngoai (nhu trang phuc, ngdn ngit co thé, anh mét, cach bét tay, phong
cach lich sy nhd nhidn, dung gio), biét ling nghe va chia sé.

- Hiéu sdu sic vé linh vwe dang hoat dpng va hiéu réng vé
méi trwong Kinh doanh

Nguoi ban hang phai c6 sy hicu biét sau va rong vé chuyén nganh
dang hoat dong va phu trach (nhu dong san pham dic diém cong ty,
tinh hinh cac dbi thu, trién vong cta nganh). Kién thirc kinh té, chinh
tri, van hoa, xa hoi tong quat co lién quan dén linh vuc dang hoat dong
cung la diéu quan trong dbi voi ngudi ban hang, tao su thuyét phuc véi
dbi tac. Nguoi ban hang con ¢6 thé tu duy, tong hop, phan tich va sau
chudi vin dé trong qua trinh giao tiép v6i khach hang. Qua do, khach
hang cam thay thoai mai, c6 thé chia sé nhing thong tin va nhiing gi ho
quan tam. Mubn vay, ngudi ban hang can khong nging hoc tap, trau
doi kién thure, ling nghe phan héi tir khach hang.

- C0 tinh thich wng cao

Khach hang c6 nhiéu nhoém theo cac phan khuc khac nhau. Do
d6, ngudi ban hang can thay doi linh hoat dé thich Gmg véi tirng nhom
khach hang. Tuy nhién, nguoi ban hang ludn phai thé hién su chan
that, c6 dao duc kinh doanh va mang lai sy hai long cao nhét cho
khach hang.

- Co tinh nhay cam

Nguoi ban hang dat minh vao vi tri cua khach hang dé hiéu ho
mudn gi, cAn gi. Tir @6 c6 nhitng mdi quan tdm thiét thyc dén nhu cau
ctia khach hang. K ning biét ling nghe va thiu hiéu khach hang dugc
xem la mgt khia canh cuta tinh nhay cam. Khach hang cang dugc chia
s€ mong mudn va nhu cau nhiéu cang tao su gén két chat chd véi
nguoi ban hang va doanh nghiép.
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- Sw ndng no va nhiét tinh

Tinh ning nd va nhiét tinh tao cam giac cho khach hang 1a sy
tan tuy mang lai cho ho. Nguoi ban hang dong vai mét nhan vién tu
van, cung tim kiém gidi phap voi khach hang va tao quan h¢ doi tac
lau dai.

- Sw tw trong

Ngudi ban hang thé hién nhan cach thong qua long tu trong va
sy ton trong cac san pham dang kinh doanh va thong diép ban hang.
Nguoi ban hang can that su ¢6 su tin tudng vao san pham dang kinh
doanh, thong qua d6 thuyét phuc khach hang tin nhiém san pham.

- Sw hai hwoc

Sy hai hudc trong khi giao tiép ban hang giup cho khach hang

cdm thay thoai mai va luu tdm dén ngudi ban hang. Khi dam phan

cang thang, su hai hudc s& hoa giai duge nhitng nghi ngd cua khach

hang, gitr thang bang tam Iy khi thuong lwong. Sy hai hude can dung
lac va ding cho.

- Sw sdang tao

Nguoi ban hang dua ra cac phat kién va giai phap nham t&i uvu hoa
nhu cau cia khach hang va loi ich ctia doanh nghi¢p. Thong quan do tao
su khac bi¢t gitra san pham/doanh nghi¢p voi cac doi thu canh tranh.

- Swmao hiém

Nguoi ban hang biét chip nhn rui ro, hy sinh nhing lgi ich
truéc mat d¢ mang lai loi ich lau dai. Nguoi ban hang dam dua ra
quyét dinh va giai phap trong nhitng thoi diém quyet dinh, tao su dot
pha cho doanh nghiép nhung ciing s& ¢6 nhiéu rui ro tiém an. Thuong
xuyén c6 y tuong moi, phuong thirc moi va cac giai phap moi nham
to1 uu hoa nhu cau khach hang va lgi ich cua doanh nghiép.

- Khd ning tao moi quan hé

Céac mdi quan hé s& mang lai nhiing co ho1 kinh doanh. Cac hoat

dong ban hang ca nhan déu duoc xdy dung nham er(mg dén duy tri

mbi quan hé dai han véi khach hang. Xay dung mbi quan hé tot voi
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khach hang hi¢n tai va ti€ém nang chinh 1a 191 thé canh tranh cia doanh
nghiép va mang lai sy tin cdy cua khach hang.

2. Lam thé nao dé tré thanh nguoi ban hang chuyén nghi¢p
- Hiéu dwoc nhu cau & mong muon ciia khdch hang

Khéch hang trong qué trinh mua hang c6 nhitng hanh vi khac
nhau: mua ngay, do tim gid va thong tin roi mdi mua, c6 thé thiéu tién
dé mua hang... Do vdy can co sy quan sat, ling nghe, thau hiéu ho.
Tir d6 chon cach thuyét phuc va giao tiép phu hop.

- Ky ndng giao tiép, thuyét phuc

. Nhing ky nang giao tiép co ban ngudi ban hang chuyén nghiép
can co:

e Chao hoi than mat, goi ding tén khach hang, n6i chuyén cdi mo,
thé hién sy dong cam va phu hop voi thai do cua khach hang;

° G~iﬁ' thai do lich sy, nha nhdn, trdnh khong doi co, tranh cai, do
101 cho khéch hang, gidi thich nhe nhang nhirng gi khach hang
cam nhan chua dang;

e Noi vira di dé cung cap thong tin, danh thoi gian ling nghe
khéach hang héi va tra 161 dé€ dap img nhu cau cua ho;

e Kién nhan thuyét phuc khach hang, thai do hoa nhd khi khach
hang khong mua hang;

e Luon cung cap that rd rang va chinh xac thong tin vé san pham
va vé doanh nghiép;

- Hiéu sau sac vé tinh nang san phdm dang ban dé tw vdan cho
khach hang

Tat ca nhitng thong tin vé tinh ning k¥ thuat, dic diém san
phém, gia ca...can nidm bat mot cach chic chin va tu tin dé giai dap
nhitng khiic mic va dap ng nhitng nhu cau cia khach hang. Nhitng
cdu hoi khach hang thudng quan tim nhat tap trung vao cac nhom sau:
Cong dung va loi ich s dung; tinh chat san pham (nguyén vat liéu,
cong nghé...); Noi san xuét, nguon gbc xuat xir, ché do va quy dinh vé
bdo hanh; gia ca....

www.vvob.be/vietnam

Chuong trinh Khuyén nong | 138 i Hwéng dan marketing
c6 su tham gia (PAEX) - Ung dung trong khuyén néng




Module 3 — Ky nang dam phan va ky nang dinh gia
Module 3a — Ky nang dam phan va ban hang

3. Quy trinh va ky thuit ban hang

Quy trinh ban hang cin ban gdm cic budc chu yéu sau:
(i) Trudc khi tiép xtic, (i) Tiép xtc, (iii) Xac dinh nhu cu cia khach
hang, (iv) Lua chon va gidi thi€u hang hoa, (v) Bao gia, (vi) Thuong
lwong va xtr Iy phan tng cuia khach hang; va (vii) Két thic ban hang.
(i) Trwéc khi tiép xiic

Trude khi ban hang, nguoi ban hang c6 mot thoi gian ngan dé
tiép xtic v6i khach hang. Giai doan nay tuy ngan nhung quan trong vi
quyét dinh dén thai do ung xt phu hop voi ddi tuong khach hang.
Nhirng thong tin vé khach hang (trong ting phan khuc thi truong) can
ndm rd nhu: gidi tinh, d6 tudi, nghé nghiép, tinh trang hon nhan, thu
nhap, trinh d6 vin hoa, thi hiéu & s& thich, khach ving lai hay khach
thuodng xuyén, noi cu ngu...Tat ca nhitng yéu t6 trén anh hudng dén
hanh vi cia nguoi1 mua hang.
(i) Tiép xiic

Giai doan trudc tiép xtic qua nhanh va tiép theo 1a su tiép xuc
giita khach hang va nguoi ban hang. Tao an tuong dau tién tot s& 1a
yéu t6 quyét dinh cho ban hang thanh cong. Chu ¥ nhitng diém quan
trong sau: Tao su ty nhién cho khach hang, chi tra 101 cau hdéi khi can
thiét va khi duoc khach hang yéu cu, huéng dan nhitng san phdm phu
hop v6i nhoém khach hang (da tim hiéu & phan trén), tao sy than thién
va gan gii v6i khach hang, thé hién su hiéu biét vé san phim dé kip
thoi dua ra nhitng 16i khuyén ding véi timg ddi tuong.

(iii) Xdc dinh nhu cau ciia khdch hang
Mudn xé4c dinh nhu cau can phai:

- Laflng nghe: Nam bét nhu cau thuc sy cta khach hang, giai dap
nhiing thac mac cia khach hang.

- Quan sat: Xem nhiing phan tng cua khach hang d6i v6i san

phim dang bay ban qua nét mat, anh mat, ci chi....qua d6 xac dinh

du’gc s¢ thich cua khach hang. Tu do Qeu bat cac dac tinh cua s,én
pham, phan tich nhitng vu viét ctia sdn phdm cho khach hang nhan biét.
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Module 3a — Ky nang dam phan va ban hang

(iv) Gidi thi¢u sin phdm khdch hang quan tim

Mot khi dd xac dinh dugc nhu cau cua khach hang, cac san
pham phu hop can tap trung va chon lua cho phu hop. Viéc cho thur
san pham 1a yéu té dé gia tang tinh thuyét phuc voi khach hang di dén
quyét dinh mua.

(V) Bdo gida hop ly

Ghi gia trén san pham 1a mot cach tao cho khach hang su thoai
méi va can nhac khi mua hang. Nghé thuat bao gia véi khach hang 1a
1am thé nao dé khach hang thiy gia tri cia mén hang nhiéu hon s6 tién
ho du dinh bo ra mua thong qua viéc néu ra cac diém ndi bt cla san
pham, cac tién ich mang lai ctia san pham, sy khéc biét giita san phadm
v6i cac san pham khac cung loai, tinh 1au bén va thoi trang cua san
pham...

(Vi) Thwong luwong va xir ly cdc phan nan ciia khdach hang

Pé giam nhitng phan nan cta khach hang vé san pham, vé gia ca
san phim nguodi ban hang can cung cip day du thong tin trong giai
doan gidi thi¢u san phém dua trén xac dinh nhu ciu cua khach hang.
Céac phan nan cua khach hang thuong tip trung cac nhoém sau: chat
luong san pham khong phu hop voi gia ca, cac nét déc trung cua san
pham khong thé hién rd, nguon gbc xudt xir ciia san pham khong rd
rang, cong dung ctia san pham khong rd hodc phirc tap. ..

(vii) Két thiic bdn hang

Két thac cua mot qua trinh thuong luong gitra ngudi ban hang
va khach hang la quyet dinh mua hang. Nguoi ban hang can dua trén
mot sd k¥ niang sau dé két thic viéc mua hang thanh cong: Lam cho
khach hang bét do du thong qua sy ty tin vao san pham, dya vao 1o
gidi thiéu va niam bét ¥ nghi cua khach hang; Kich thich khach hang
bang qua tang, thoi gian bao hanh; tao sy gan két v&i khach hang cho
nhitng 1an mua sau.
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Module 3a — Ky nang dam phan va ban hang

4. Cac buéc dé ban hang thanh cong

- Chon vi tri ban hang thich hop dam bao cac yéu t6 Thién thoi —
Dia lgi — Nhan hoa;

- B0 tri noi ban hang dam bao cac tién ich: dé giao ti€p, de tiep
can, dé van chuyén, dé mua ban,;

- Nim vitng cac tinh ning k¥ thuat, gid ca cua cac san pham
(tu van cho khach hang);

- Thai do nhan vién ban hang va k¥ ning giao tiép véi khach
hang (Nhan hoa);

- Chon nha phan phdi c6 san pham chit lugng, thuong hiéu uy
tin, gia ca canh tranh (tao long tin véi khach hang);

- bam phan Win-Win voi khach hang nhim mang lai sy hai
long cao nhat.

(Nguon: Ho Cao Viét, tong hop tir cdc tai liéu)
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Module 3a — Ky nang dam phan va ban hang

Tai liéu doc thém - Piéu ky diéu 4n sau nghé thuit ban
1é cua Apple

Nam 2009, trong khi doanh s6 ban 1¢é toan thé gii giam khoang
2% thi chi s0 nay cua Apple tang dén gan 7%. Nam 2010, doanh s6
ban lé cua Apple, khong k& doanh s6 ban hang tryc tuyén, tang 70%
1én 11.7 ty USD, chiém 15% tong doanh thu ctia toan hang, trong khi
muc tang trudng cua nganh cong nghi€p ban 1€ ndi chung 1a 4,5%.

M6 hinh thanh cong ctia Apple
) Hau hét cac nha binh luan Qéu phan tich nhitng nguyén nhan din
dén thanh cong cua Apple, bao gom:
- Céc gian hang duoc thiét ké tot, thoang mat, ndi that va nh
sang hap dan;
- San pham héap din va tap trung vao mot thuong hiéu duy nhét;
- Quy moé cua hé théng ban hang khong 16n, chi co vai traim cia
hang so véi hon 4.000 cira hang ctia Best Buy;
- Céch tiép thj thong minh hay con duogc goi la cac yéu td Steve
Jobs.

Ciing c6 nhirng cong ty da C(f) ging hoc tip Apple nhu Best Buy
va Microsoft nhung ho khong thé dat dugc thanh cong nhu Apple.
Diéu nay khién cac nha phan tich chi c6 thé tuyén b6 rang: "Do that la
ky diéu!", tirc la sy thanh cong cia Apple khong thé giai thich dugc
bang mot quy trinh hop 1y.

Cic nguyén tic dang sau thanh cong ciia Apple
Trong thyc té, su thanh cong cua Apple dya trén nhitng nguyén

tac sdu xa hon. Nhitng nguyén tic nay duoc phan tich rd trong bai viét

cua Yukari Iwatani Kane va Ian Sherr, dugc dang trén Thoi bdo Phd
Wall.
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Khong dit muc tiéu kiém tién lén trén hét

Hau hét cac cong ty déu dat muc tiéu cho minh 14 kinh doanh dé
kiém tién. Nguoc lai, muc tiéu ma Apple dé ra 1a mang lai sy hai long
cho khach hang ciia minh. Véi Apple, viéc kiém tién 1a két qua cua
cac hoat dong cua cong ty, chir khong phai la muc tiéu. Chinh muc
tiéu 1am hai 1ong khach hang d6 dan dén su khac nhau trong hoat dong
quan ly ban I¢ va giap Apple kiém dugc nhiéu tién nhu 1a mot két qua
tat yéu.

Dirng c6 bdn hang

Theo mot sé nhan vién cua Apple, nhan vién kinh doanh cia
cong ty ndy duge day mot triét Iy ban hang hoan toan khac véi cach
ban hang thong thuong: khong ban hang ma giup khach hang giai
quyét dugc van dé cia ho. "Ban phai hiéu dugc tit ca cac nhu cau cia
khach hang, tham chi ca nhitng nhu cdu ma chinh ban than khach hang
cling khong nhan ra 1a ho can", chuyén gia dao tao cho biét. Nhan vién
ctia Apple khong nhan dugce hoa hong ban hang va ciing khong phai
chiu ap luc dinh mac ban hang. "Ban khong bao gio duoc két thuc
modt phi vu 1am an. Diéu ban phai lam 13 tim ra giai phap cho khach
hang va tim kiém cac diém yéu ciia ho", David Ambrose, 26 tudi,
nguoi da lam viéce tai mot cira hang Apple ¢ Arlington, bang Virginia
cho biét. Kane va Sherr luu ¥ rang mic du khong c6 dinh mtrc ban
hang, néu cac nhan vién khéng ban dugc cac san phdm theo nhu mong
doi ctia cong ty, ho s€ duoc dao tao lai hoac chuyén sang mot vi tri
khéc, tuy thudc vao ctra hang noi ho lam vig¢c.

Tin vao muc tiéu lam hai long khdach hang

Mot cong ty khong thé dap tmg cac nhu cau cua khach hang trix
khi nhiing nhan vién cia cong ty d6 thuc sy tin tudng vao nhitng gi
minh dang lam. Nhan vién kinh doanh ctia Apple dit niém tin vao cong
ty va cac san phim ma ho dang chao ban. Thyc té 1a trong qua trinh
tuyén dung, Apple chi tuyén chon nhiing nguol thue sy 6 niém dam
mé Vi san pham cua cong ty. Khi mot san phim méi duoc tung ra thi
truong, nhan vién nong nhiét chao don khach tir lic ho dén véi cira
hang cho dén khi ra khoi ctra hang. Chi nhimg ngudi thyuc sy tin vao
nhitng san pham minh dang ban méi c6 thé hanh dong dwoc nhu vay.
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Lién tuc déi méi

Khach hang doi hoi sy d6i mdi lién tuc. Nhiéu nha ban 1¢ huéng
dén dich vu khach hang t6t va thiét ké cira hang hap d?ln nhung it
nguoi sanh ngang dugc voi Apple trong viée lién tuc cai tién ting chi
tiét. Véi vige thiét ké cac cira hang, "hau hét cac nha ban 1¢ phai mat
mdt mau thtr nghiém va nhan rong mdé hinh. Apple thi nguoc lai:
Khong nging cai tién cac ctra hang ctia minh - dé nhin va cam nhan",
Brian Dyches, Chu tich Vién Thiét ké nhom nganh cong nghiép ban 1é
nhan xét.

Quy trinh phuc vu khach hang
Thay vi bét dau véi nhiing san phdm ma Apple ban, nhan vién

cua Apple bat dau tu nhirng van dé khach hang cua khach hang. Cac
budc phuc vu khach hang dugc tom tat don gian nhu sau:

- Nong nhiét chao don khach hang;

- Héi han mdt cach lich sy dé nim bét tit ca cac nhu cau cia

khéach hang;
- Tu vAn cho khach hang;

- Léng nghe va giai quyét bat ky van dé hoic thic mic ndo cua
khach hang;
- Két thiic v&i mot 101 tir biét than tinh va mot 1oi moi trd lai.
- Tatca cac chir cai bat ddu cac nguyén tic trén trong tiéng Anh
duoc viet tat tao thanh chitr APPLE.
Chii y dén tirng chi tiét
Kane va Sherr luu y rang, Apple kiém soat cac trai nghiém cia
khach hang dén ting chi tiét nho nhat. Cac khoa tap huan bi mat cia
Apple dd day nhan vién chinh xac nhitng gi ho phai néi véi khach
hang de boc 16 duge cam xic. Ling nghe va han ché phan tng cta ban

dé tran an khach hang rang ban dang 1am nhiing gi ma ho yéu ciu:
"Vang , vang", "Toi hiéu",...
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Ky luat

Nhan vién ctua Apple néu di mudn qua sau phat va lap lai viée
nay ba lan trong sau thang thi ho c6 thé bi sa thai. Ban khong thé lam
hai long khach hang khi ban khong c6 mat ¢ do!

Tuyén dung va dao tao nhdn vién

Pé duoc nhan vao lam viéc cho mot cua hang Apple, cac ung
vién phai trai qua it nhat hai vong phong van. Ung vién dugc hoi vé
k¥ ning ldnh dao va k¥ ning giai quyét van d¢, cling nhu sy nhiét tinh
ctia ho dbi v6i san pham cua Apple. Trong khi hau hét cac nha ban 1&
phai tim kiém nhan vién, nhiéu ctra hang ban 1¢ ctia Apple lai tran
ngap nhitng ngudi ndp don tng tuyén. Khi duge nhan vao lam, cic
nhan vién nay duogc dao tao rong rai. Ho dugc tham dy céac 16p hoc vé
nguyén tac dich vu khéch hang. Khi bat dau lam viéc, nhan vién méi
khong dugc phép truc tiép tiép xuc voi khach hang ma phai xem dong
nghi€p co nh1eu kinh nghiém hon lam viéc cho dén khi ho duoc cong
nhén 1a da sin sang lam viéc. Viéc ndy co thé kéo dai mot vai tuan,
tham chi l1au hon.

Long trung thanh

Theo Kane va Sherr, Apple yéu cau nhan vién phai c6 long
trung thanh tuyét d6i d6i voi cong ty. Nhan vién khong duoc ban tan
vé nhitng tin d6n lién quan dén san phim. Cac k¥ thuét vién khong
duoc vOoi va thira nhan su truc trac cua san ph:flm. Bét ctr nhan vién
nao viét vé cong ty trén Internet déu bi sa thai, cic nhan vién cua

Apple cho hay.
(Nguon tai liéu: SAGA).
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Bai tip tinh hudng — Céc tinh huéng dam
phan véi khach hang

Case study 1 (Module 3a): Anh (Chj) thdo lugn mét tinh huéng
dam phan voi khdach hang.

'“l'
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Cac buoc thuc hién:

Chia nhém theo su chon lya dua vao tinh cg’tch cua ca nhan va
dac tinh cua 4 con vat sau day: Snack (Ran); Lion (Su tw) ;
Monkey (Khi) ; Pigeon (B6 cau).

Trong mot nhom chia ra dong vai mot bén 1a doi téc (cong ty
giong/dai ly vat tu nong nghiép) va mot bén la nha dam phan
(hop tac xa/ndng dan/dai dién to san xuat).

Vén dé dam phén la: nha dam phan dai di¢n cho mot hop tac
xa chuyén san XUat va cung cap glong lua va giong cay trong
can chuan bi tiéu thy mot luong lua gidng gan 200 tan véi gia
thanh san xuat 1a 5.500 dong/kg, gia ia thuong pham trén thi
truong 1a 7.000 dong/kg, gia ban laa giébng cao hon gia lua
thuong pham 30-35%, gia laa trén thi truong dang ting va BO
Nong nghiép & Phat trién nong thon chi dao nong dan phai st
dung giéng lua xac nhan.

Sau khi thao luan vé& qua trinh ddm phan, mdi nhom cir 2-3 dai
dién dong vai va dién trudc 16p.

Két qua dam phan tuy thudc vao tinh hinh cta timg nhom.

Hoc liéu: sir dung bang tring, viét mau, viét bi va gidy A4.

Thoi gian thao ludn: 20 phat; Trinh bay: 15 phut/nhom; Gop y & tong
hop: 15 phut (95-100 phut).
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Tai li€u doc thém - Ngh¢ thuit tao ra san
pham hoan hio

" arm

SwlrAs
WU
bl Sy

R 7

Nhiéu nguoi ban khoan khong biét lam thé nao dé khién khach
hang sung bai sdn pham cua cong ty. Phai nhé lay di€u nay:

Chia khoa dé khién khach hang sing bai san pham 1a tao ra mot
san pham tuyét voi. Vay dau la dac diém cia mét san pham tuyét voi?
Do la mot san pham duoc khai quat bang cum DICEE.

DEEP (Sau sic): Mot san pham tuyét voi phai ¢6 chiéu sau. N6
khong boc 16c hét cac tinh ning chi sau vai tuan sir dung. Cac nha
thiét ké da thiét ké trudc nhitng tinh ning c6 thé st dung ngay lap tuec.
Nhlmg trong qua trinh str dung lau dai, ban can nhing chirc nang tinh
vi hon, ban khdm pha ra rang ban khong cin mua mot san phdm cia
hang khac.
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INDULGENT (Nhu y). Mot san phim tuyét voi phai sang trong.
N6 khién ban cam thay dic biét khi mua no. N6 khong phai 1a mot thir
qua thong thuong, ciing khong phai 1a mot thir do qua ré mac. N6
cling khong can thiét phai 13 thir qua hao nhoang, nhung trong sau
tham ban biét rang ban dang thudng cho chinh ban than mot san pham
tuyét voi.

COMPLETE (Tron ven). Mot san pham tuyét voi ¢ mirc cao
hon 13 mot vat chat don thuan. Dich vu khach hang c6 quan trong. HS
tro k¥ thuat c6 quan trong. Tai liéu va bang ching cho thay tinh ning
wu viét ctia san pham ciing quan trong.

Blog vé san pham quan trong. Mot san pham tuyét voi ludn
nhan dugc kinh nghi¢m va phan hoi ti€u dung.

EIEGANT (Thanh lich). Mot san pham tuyét voi co giao dién str
dung lich sy va thanh lich. Moi thtr lam viéc ding nhu ban mong doi.
Mot san pham tuyét voi lam ban thém "sanh diéu."

EMOTIVE (Kich kich). Mot san pham tuyét voi tao cam ‘hing
cho ban hanh dong. N6 sau sic, nhu ¥, hoan hao va thanh lich dén ndi
n6 khién ban phai noi voi nguoi khac vé n6. Va ban khong nhit thlet
phai 14 nhan vién hodc c6 dong cua cong ty san Xuét ra san pham ay;
ban chi 1 nguoi dua ra thong tin hiru ich dé giup ngudi khac ma thoi.

Neéu ban can mdt vi du vé DICEE, cha can di dau xa ma dung
ludn chiéc iPod...

DEEP: N6 c6 thé lwu hang nghin bai hat, video, podcast, va
hang loat tinh ning cai thém ma_Apple chua bao gid nghi dén.
Indulgent: Vang, ban ¢ thé mua mot chiéc MP3 binh thuong, nhung
van dé dau nam & chd d6, dang khong?

Complete: N6 két hop vdi toan bd cac tinh nang nhu_mua hang
qua mang, hd trg clia Apple, va hé tro truc tuyén tir cic website doc
1ap. Elegant: Cai gi co thé dé str dung hon mdt banh xe ma co thé lam

tat ca? Emotive: Lam thé nao dé ban tim thay thong tin vé chiéc iPod?
C6 thé ai d6 da mach ban hodc cho ban thay chiéc iPod cua ho.

(Nguon: SAGA.com)
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Module 3 — Ky nang dam phan va ky nang dinh gia
Module 3b — Ky nang dinh gia

Module 3b — Ky ning dinh gia
Bai giang— Ky nang dinh gia

Noi dung
- Vai tro cia gia ca trong marketing - mix
- Yéu t6 anh huong dén viéc dinh gia
- Quy trinh dinh gia
- Chién lugc dinh gia
I. Vai tro cia gia ca trong marketing-mix

- Yéu tb quyét dinh viéc lya chon san phém cua ngudi mua
(khach hang)

- Yéu t6 tao ra doanh thu & loi nhuén (cho ngudi san xuat)

- Mot trong 4 yéu t6 ciia marketing tao su canh tranh (cho doanh
nghiép).

Il. Yéu t6 anh hwong dén dinh gia
Yéu t6 noi tai :
- Muc tiéu ngén han:
+Pbé “séng con, ton tai”
+ Tang lgi nhuan trude mit
+ Gianh vi tri ¢au (vé thi phan va chét luong)
- Chi phi san xuét va kinh doanh
Yéu té bén ngoadi:
- Nhu cau ctia thi trudng
- Gia ca cac nong san cung loai

- Thé ché, chinh sach, bién dong nén kinh té
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I11. Quy trinh dinh gia

. Phan tich chi phi
san xuat
Xac dinh muc Lwa chon So sanh valua
tiéu & cac yéu Dy doan phwong phap | || chon mirc gia
t6 anh huwéng [T lweng cau dinh gia tbi wu
Phan tigh gia
N cla doi tha

Hinh 3.2 — Quy trinh dinh gi4 sin phim

1. Phén tich chi phi sin xudt
1. Phan tich diém hoa vén
Qo =F/(p-V)
Trong do:
* Khoi lugng san pham hoa von (Qo)
* Tong chi phi ¢d dinh (Fixed costs)
* Gia ban (p)
* Chi phi bién dong cho 1 don vi san pham (v)
2. Phan tich quan hé giita gia thanh va s lugng san pham

Nghién ctru trudng hop: Phan tich chi phi san xuat lta
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Module 3a — K§ nang dam phan va ban hang

Vi du minh h¢a: Phan tich diém hoa von

Lvong SP ban | Giaban/SP | Doanh thu Bién phi/SP Téng bién Téng chi phi Lo
phi " A
nhuan

0 $120 $0 $40 $0  $32,000 $32,000 -$32,000
200 120 24,000 40 8,000 32,000 40,000 -16,000
400 120 48,000 40 16,000 32,000 48,000 0
600 120 72,000 40 24,000 32,000 56,000 16,000

1,000 120 120,000 40 40,000 32,000 72,000 48,000

1,200 120 144,000 40 48,000 32,000 80,000 64,000

Bang 3.1 - Phén tich diém hoa vén (Vi du minh hoa)
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Chi tiéu An Giang Hau Giang Long An Kién Giang
Dinh phi (ddong.ha™.vu™) 431.868 209.991 190.043 257.332 295.229
Bién phi (d6ng.ha™.vu™) 16.334.543 | 13.773.020 | 16.013.435 13.544.360 | 15.012.908
Tdng chi phi (déng.ha™.vu™) 16.590.065 | 13.855.190 | 16.096.063 | 13.721.449 | 15.169.818
Ning suat (kg. hat) 5,26 4,77 4,59 4,83 4,89
3.640 2.911

Gia thanh 1 (déng.kg™) 3.235 3.004 3.199
Gia thanh 2 (déng.kg-1) 2.787 2.348 3ban 2.478 2.690

4.054 3.497 4.311 3.932 3.943

Gia ban (déng.kg-1)

Ghi chu: Gia thanh 1: Khong tinh chi phi co hgi cua lao dong gia dinh

Gia thanh 2: Co tinh chi phi co hgi cia lao dong gia dinh

Nguo”‘n: Tinh todn tir s6 liéu diéu tra vu lia Hé Thu 2010

Bang 3.2 - Phén tich chi phi san xuét lia (vi du minh hoa)
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Bang 3.3 - Quan hé¢ giira gia thanh va s0 hrong san pham
(néing suat san pham)

Bién phi | Dinh phi Téng chi Gia thanh
(t.d) (t.d) (t.d) (d)
100 500 600 5.000 120.000
200 500 700 7.000 100.000
300 500 800 9.000 89.000
500 5000 1.000 9500 105.000

* Phan tich gia theo lgi nhuian muc tiéu
Qt=(F-Rt)/(p-vV)
Trong do:

- Luogng san phém ban dat lo1 nhuan muc ti€u (Qt)

Téng chi phi ¢b dinh (F)

Téng loi nhudn muyc tiéu (Rt)

Gia ban (p)

Chi phi bién ddi cta 1 don vi san pham (v)
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* Do thi xac dinh diém hoa von

A
5 Tong doanh thu
=
—t
o
c
m 2
] Tong chi
DBiém hoajvén
Chi phi cb dinh
Hoa vén Pat Ilgi nhuan San luong

muc tiéu

Hinh 3.3 — Do thi xac dinh diém hoa von

Vi du Xac dinh lgi nhuan muc tiéu

Mot nong dan san xuat mdt loai ndng san c6 céac chi ti€u san
xuat & kinh doanh nhu sau:

Chi phi bién dong 1 don vi san pham : 10.000 &
Chi phi ¢b dinh: 300.000.000 d

Loi nhuan muc ti€u (du dinh): 20% trén vbn dau tu

Vén dau tu: 1.000.000.000 d

Loi nhuan muc tiéu: 20% x 1.000.000.000 d =200.000.000 d
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Bang 3.4 - Phén tich theo mitc gia ban dy kién (vi du minh hoa)
DVT: triéu dong

(1) () ©) (4) (®) (6)

() 8)
0,018 300 0,01 37.500 62500 1.125 925 200
0,020 300 0,01 30.000 50.000 1.000 800 200
0,022 300 0,01  25.000 41.666 916,6 716,6 200

Trong d6: (4) = F/(p-v); (5) = (F-Bt)/(p-v);
(6) =px(5); (7) = (6) - Bt =F + vx (5)

2. Phan tich va dw dodn lwong ciu
Phan tich quan hé giita nhu cu va gia ca

Phan tich céc h¢ so co dan cau theo gia

| EDp | = | (AQ/Q) / (Ap/p) |
| EDp | = |D’(po)X(p0 /Q0)|
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Q% Q

Hinh 3.4 - M6 hinh ciu (Demand Cuver)
P: Gia ca
p 4 :
DPuwdng Cau
P1 |
J/ : Q: Quantity
P2 i% (Lwong cau)
]
: >
QL Q2 0

Hinh 3.5 - Quan h¢ lwgng ciu va gia
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Thu
nhap
\ 4
Ky R mg’“g S6 lwong
vong > Cau NTD
Thi Gia hang
hiéu héa thay thé

Hinh 3.6 - Yéu t6 anh huong lrong ciu

P DPwong Cung (Supply
Curve)

P2

P1

—

Q1 Q2 Q
Hinh 3.7 - M6 hinh cung (Supply Cuver)
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S

Hinh 3.8 - Yéu t6 anh huéng lrong cung

A
P S
D
Murc gia
can bang .
=Can bang thi
Pe tredng
Twong tac qua
lai gira Cung —
Cau = Gia &
San lwvgng Hang
I:qug hoa & Dich vu
can bang
Qe Q

Hinh 3.9 - Cén bang thi truong — Hinh thanh gia (Equilibrium price)
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Néu Gia ban du thap hon Gid cAn bing (P1<Pe) -> Nguoi tiéu ding
mua nhicu hon -> Cau vuot Cung (Q3>Q2) -> Mat can bang thi truong

Pe

P1

Q2 Qe Q3 0

Hinh 3.10 - Piéu chinh thj truomg (Market adjustment)
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Néu Gia ban diu cao hon Gia can bang (P1>Pe) -> Nguoi ban mudn
ban nhiéu hon -> Cung vuot Cau (Q3>Q2) -> Mit can bang thi
truong. Ngudi ban diéu chinh gia thap.

P1

Pe

/

Q2 Qe Q3 Q

Hinh 3.11 — Quan hé cung — ciu va gia
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“ DPwgc mua — Rt gia” (Lua)

Gia laa & mirc P1 véi luong laa Q1 -> Lugng Cung lha ting rat nhanh
khi thu hoach (S1>>S2) -> Gia gidm nhanh (P3) ¢ mirc cung Q3. Nl}é
nude chi dao doanh nghi€p thu mua lba, tang cau Q2 -> dich chuyén
Cau DI -> D2 -> Gia lua tang P3 1én P2 (gan véi gid P1).

P A D2
S1
D1
e
S2
P1 >
P2 / i
P3 / ;
i N
: >
Q1 Q3 Q2 Q

Hinh 3.12 — Quan hé cung — ciu va gia trong san xuit —
tiéu thu laa (vi du minh hoa)

3. Phan tich gid cd ciia cdc doi thii canh tranh
Déi véi doi thii canh tranh:
- Phan tich quan hé gi4 ca - chat luong san phim
- Phan tich chinh sach gia ctia ddi thu canh tranh
- Panh gia ctia khach hang véi cac muc gia cuia dbi thu canh tranh
- Phan tich sy thay ddi co cau canh tranh
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Déi véi toan bo thi truong:

- Xac dinh quy mo thi truong

- Kha nang va mic do xam nhap thi truong ctia san phim

- Udc lugng thi phan ctia san pham

- Kha ning thay doi gia va kha ning cam nhan cta khach hang
4. Phuwong phdp dinh gia

a) Phwong phap dinh gia huéng vao doanh nghiép

Dinh gia theo “chi phi binh quan cgng lgi nhuan”

Gid bdn dy kién = Gid thanh san pham + Loi nhudn dw kién

Mot doanh nghiép dinh gia san pham:
Chi phi bién d6i/ don vi san pham (v): 15.000 d
Chi phi ¢ dinh (F): 300.000.000 d

Sb lwong san pham du kién tiéu thu (q): 50.000

Gia thanh san pham (cp) = v + F/q = 21.000 &

Néu dy kién 1ai 20% trén gia thanh,

-> Gia ban dy kién = cp x (1+20%) = 25.200 &
- Néu du kién 1ai trén gia ban 20%,

-> Gia ban duy kién = cp/(1-20%) = 26.250 d
Dinh gia theo l¢gi nhuidn muc tiéu

Gida dé dat loi nhudn muc tiéu = (Gia thanh + Ti lé loi nhugn
muon dat trén von dau tu/ So luong san pham tiéu thu)
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Vi du: Doanh nghiép déu’ tu 1 ty dong. Gi’é tha}nh 1 san pham la
20.000 d. Loi qhuén muon dat 1a 20% von dau tu véi 50 ngan
san pham dy kién ban.

- Tong lgi nhuan mong mudn: 20% x 1 ty = 200 tri¢u dong
- Gia ban theo lgi nhuan muc tiéu:

20.000 @ + 200.000.000/50.000 = 24.000 dong.

b) Phwong phap dinh gia huwong ra thi trwong

Phwong phap dinh gia dya trén ngudi mua (cdm nhin cia
khach hang vé san phiam)

Can cit theo sy chdp nhdn ciia nguoi mua dé tra cac mire gid
khac nhau cho cung mot logi san pham

Viduy: 1 ly ca phé Trung Nguyén ban ¢ quan gia 20 ngan dong,
ban 6 Bar Coffe cua Rex hotel gia 60 ngan dong; mang dén
phong cua khach ¢ khach san gia 80 ngan dong.

Phuwong phap dinh gia dwa vao ddi thi canh tranh: dinh gia
cao hay thap hon gia doi thi canh tranh

- Pinh cao hon: néu san pham c6 nhiéu dac tinh, 1gi ich hon

- Dinh thip hon: néu san pham chat lrong thua kém, mé rong
thi phan

- Pinh gi4 bang nhau: cic mit hang nhu yéu phim (gidy, mudi,
£20...)

- Doanh nghiép nhé phai diéu chinh gia theo d6i thi dau dan

- D01 thu canh tranh giam gia, doanh nghiép phai giam gia gian
tiép (tang khdi luong san pham, ting qua....)
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5. Lwa chon mirc giad toi wu
Céan ctr trén cac yeu to:

a. Cic chi tiéu Kinh té:

Gia san pham

Lwong san pham tiéu thy
Tbng doanh thu

Téng chi phi

b. Panh gia sw tac ddng dén viéc tiéu thu nhiing san pham khac
c. Dw doan nhitrng phan tng ciia di thi canh tranh:
- Thai d9, phan ung trudc day
- Chién lugc va mirc d6 thay doi chinh sach gia
- Thé manh va xu huéng thay doi gia
IV. Chién lwge danh gia cho sain phim méi
* Pinh gid “hét vang sita” (dinh gid chdt loc thi truong)

La dinh gia ban dau cao dé khai thac cac phan khac thi trudng
chap nhan mirc gia cao. Sau d6 giam dan dé khai thac cac phan khuac
thi truong khéc.

Céc san pham méi c6 cac dic diém:

- San phém c6 gid tri cao, tinh nang sir dung uu viét

- San phém duoc mua co lwa chon hodc nhu cau dic biét
- San pham c6 chu ky séng ngén va chi phi ¢6 dinh thap

- San pham c6 nhu ciu cao, duoc nhiéu nguoi tiéu ding chip
nhan
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* Pinh gia “xam nhdp thi truong”

La dinh gia ban vd?lu thip, chap nhan 15. Trén co so gia thip gia
tang khoi lugng ban dé ha gia thanh va c6 dugc lgi nhuan.

Céc san pham c6 dac diém:

- Gi4 thap cho phép loai trir cac dbi thu canh tranh thuc té va

tiém tang

- Thi truong nhay cam véi gia

- San pham c6 chu ky sdng dai va chi phi ¢6 dinh cao

Chién lugc diéu chinh va thay doi gia

a. Chiét khiu:

- Chiét khau tién mat

- Chiét khiu theo mua
- Chiét khiu s luong

- Chiét khiu chirc ning

b. Chién lwgc gia phan biét

- Phén biét theo déi twong khach

- Phan biét theo noi chn
- Phan biét theo thoi gian.
c. Chién lwoc gia tAm ly
- Chiét lwoc dat gia 1é

- Chién luoc dat gia chin
- Pit gia theo danh tiéng

d. Chién hrge giam gia

- Gidm gia vao dip dac biét

- Giam gia theo phiéu uu dai

- Giam gia d6i hang.
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Tai liéu doc thém - Pinh gia sin pham

Dinh gia cong thém vao chi phi

Trong mot thi truong khong canh
tranh, mot cong ty c6 thé dung dén
phuong phéap dinh gid cong thém vao
chi phi (cost-plus pricing) - tic 1a
cong thém mot sb tién hay mot ty 1€
phan trim vao chi phi san xuat va
phan phdi san pham. Khi cong thém
vao chi phi, cong ty s€ dam bao dugc
mot muc lgi nhuan nao d6. Theo
phuong phap nay, gia thanh san

» _ pham s& dugc xac dinh theo cong
N “ thitc sau: Gia = (Bién phi trén don vi

san pham + Phan chi phi ¢6 dinh
phan bd cho don vi san pham) x (1 + Ty 1¢ phan trim).

Hay xem vi du sau:

Gizmo Guidance Systems da dat duoc mot hop dong cung cip
cac thiét bi 14i may bay tién tién cho Khong luc Hoang gia. Theo cac
diéu khoan cua hop déng, gia ctia mdi bd 1ai dugc xac dinh nhu sau:
Bién phi dé san xuat ra mdi b 1ai (gdm nhan cong, linh kién, dién...)
duogc tinh toan. Céc ké toan chi phi ciia Gizmo phan bd mot phan nao
d6 trong tong chi phi ¢ dinh (gom lwong, bao hiém, R&D, nhiét xay
dung, ng, bdo dudng...) cho tirng bd 14i dugc san xuét theo hop dé)ng.
Nhirng phi nay dai dién cho toan b chi phi san xuét ra mdi bo san
pham. Hop dong nay dam bao 15% lgi nhuan sau khi trir tit ca nhiing
chi phi d6. Pé hinh dung cu thé hon, chung ta hiy dung nhitng con sd
sau: Bién phi trén don vi san pham = 10.000 USD. Phan chi phi ¢
dinh phan bd cho don vi san phim = 8.000 USD

Loi nhuan = 15%
Pon gia = (10.000 USD + 8.000 USD) x (1 + 0,15) = 20.700 USD
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Trong nhirng ung dung phtrc tap, cac cong ty dinh gia dya trén
hoat dong (activity-based pricing). Cach dinh gia niy theo ddi can
than toan bo chi phi va cac khoan phan bo chi phi quan 1y.

Rét it cong ty ap dung hinh thirc dinh gia cong thém vao chi phi.
Trong thi truong tu do, phan 16n gia ban duoc xac dinh théng qua su
canh tranh giita cac nha cung cap. Trong nhing thi trudng niy, hinh
thitc dinh gid cong thém vao chi phi dd khong con thich hop nira.
Trudc day, cac nha san xudt co thé thuc ddy san pham ra thi truong
v6i tée do nhanh chong va tao su doc quyén khi d6i méi san pham.
Nhung ngay nay, su doc quyén ndy chi 1a ngan han va khong 6n dinh.

Dinh gia theo lgi nhuén muc tiéu (target return pricing) la mot
phuong phap dinh gia san pham trén quan diém dy an dau tu. Cac chi
phi dau tu, chu ky song cua san pham duoc dy bao. Phuong phap nay
con dénh giad mac doanh s6, loi nhuin & cac mirc gia khac nhau va
trén co s¢ d6 s& quyét dinh mirc gia toi vu nham tao ra lgi nhuan ky
vong cho cong ty.

DPinh gia thaim nhap

Dinh gia tham nhép (penetration pricing) la chién Iwoc dat gia
ban dau ctia mot san pham hay dich vu thdp hon gia phd bién trén thi
truong. Cac cong ty st dung chién luoc ndy véi ky vong san phim cua
minh s€ dugc thi truong chép nhan rong rai hon. Do 1a thi truong cua
nhitng khach hang chua timg mua san pham hodc nhitng khach hang
trung thanh v6i san phdm cua doi thu canh tranh. Pinh gia thim nhép
1am t6i da hoa doanh s6 ban trén don vi san pham va tao ra doanh thu
theo thi phan nhung lai 1am anh huéng dén ty 18 1oi nhuén. Tuy nhién,
trong mot sb trudong hop, loi nhuan thap c6 thé ngin can cac ddi thu
canh tranh tham gia vao thi truong. Hay xem vi du sau:

McSwiggin Electronics 1a cong ty dau tién phat trién mot loai
phan mém k¥ thuat méi. Trude khi tung ra san pham mdi nay, cac nha
quan 1y cong ty hop lai dé ban viéc dinh gid. Mot nha quan ly ung ho
phuong phap dinh gia hot vang. Ong noi: "Trén thi truong van chua
c6 san phim nay nhu thé nay. Chung ta hay ti da hoa lgi nhudn bang
cach dinh gia cao r0i s& giam gia khi c6 san pham canh tranh". Mot
nha quan 1y khéc lai ing ho chién lugc dinh gia tham nhap. C6 lap
luén: "Di nhién 13 mirc gid ban dau cao s& giup chiing ta tdi da hoa loi
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nhuan, nhirng diéu d6 chi cang khuyén khich canh tranh hon ma théi.
Khi d6i thu canh tranh thdy dugc muc gia ma ching ta dang c6, ho s&
phat trién cic san pham tuong duong. S& c6 nim hodc sau ddi thu
canh tranh trén thi trudng nay thi ching ta kho ma thu dugc lgi nhuan.
Néu chung ta duy tri gia thap va bién loi nhuan thip, ddi thu canh
tranh s& nhin nhan thi truong nay khong hip dan va sé& khong ngd
ngang gi t6i". Tuy nhién, dinh gia thAm nhap van co diém bat loi. Sau
khi mtrc gia da dugc dinh hinh, vi¢c tdng gid s€ kho khan hoac tham
chi 1a khong thé thuc hién duoc. Ngoai ra, néu khong phai 1a mot nha
san xut hiéu qua - trc 1a néu khong thé tiép tuc ha thip chi phi san
xudt - cong ty c6 thé vinh vién bi mic ket trong mot cong viéc kinh
doanh lgi nhuan thip. Kinh nghiém cta cac cong ty thé tin dung va
dién thoai di dong cho thdy mot van dé khac: viéc dinh gia tham nhap
thu hat nhiéu ngudi chuyén sin ling hang ha gia, va vé lau dai, nhiéu
ngudi trong s6 ho s& khong thu dugc lgi nhuan va s& nhanh chong rat
lui néu cong ty ting gia. Néu ban dinh theo dudi mot chién lugc dinh
gia tham nhap, hily dong thoi trién khai mot ké hoach cit giam chi phi
san xuat va phan phdi. P6 1a cach bao dam t6t nhat dé dat duoc ty 18
loi nhuan dang ké trén doanh thu nhu dugc trinh bay trong hinh 3.13.

Penetration Pricing

Frice

Penedration Price

ai Guaritity

P

Hinh 3.13 — Pinh gia tham nhép thi trwong
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Khai thac hiéu ing_duong cong kinh nghiém

Mot chién luoc dinh gia
khac 1a giam dan gia ban khi
c6 thé ha thap chi phi sin
xudt. Chién luwoc nay dua
trén thuc té rang mot nguoi
s€ lam mot cong viéc nhanh
hon va it sai so6t hon khi
thuong xuyén lam cong viéc
dy. Chang han, véi cung
mot ca phau thuat tim, trude
day nhom bac si phau thuat
phai mat dén tam gio méi
hoan tt. Sau mot thoi gian,
e khi ¢ nhiéu kinh nghi¢m,
ca phau thuat tuong tu co

thé duoc thuc hién thanh cong chi trong nam gio. Ching bao lau nita,
nhom phau thuat s& hoan tit cong viéc ay trong ba hoac bbn gid. Piéu
nay ciing c6 thé thay rd trong moi trudng san xudt: cac nha quan Iy va
nhan vién s& cai thién dugc quy trinh néu tip trung hoc hoi kinh
nghi¢m. Khai niém duong cong kinh nghiém cho réng chi phi thuc
hién mot nhiém wvu ldp lai s€ giam theo mot ty 1¢ phan trim nao do6
mdi lan lrong san xuét cong don ting 1én gip doi. Cac congty AvaB
bét dau cung muc chi phi va hoc hoi ¢ cung muc do. Ban dau ho canh
tranh theo gia. Nhung A vao cudc choi trude va do do tién sau trén
duong cong chi phi trong khi B van duy tri loi thé chi phi cia minh ¢
moi diém trong moi thoi dlem Chéng han, ¢ thoi diém T, loi thé 1a C.
Cong ty B phai hoc cach cit giam chi phi ¢ tbc d6 nhanh hon nhiéu,
chp nhan bat loi vé chi phi lau dai (va ty 1& lgi nhuan nho hon), hodc
ra khoi thi truong. Chién Iugc khai thac hi¢u ung dudng cong kinh
nghiém dé dinh gi nay pht hop v6i nhitng cong ty méi xuat hién lan
dau trén thi truong va da tr¢ nén thanh thao trong linh vuc san XUAt.
Cong cu dinh gia nay gitp mé rong nhu cau vé san pham, vi nhu cau
thuong tang 1én khi gia giam. Py ciing 14 rao can day quyén luc dbi
v6i sy tham gia ctia dbi thu canh tranh ciing nhu 1a phuong phép siét
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chat ty 1€ 1gi nhuén trén doanh thu cua céc ddi thu bude vao thi truong
cham tre.

Pinh gia khuéch trwong thanh thé

Dinh gia khuéch truong thanh thé (prestige pricing) nham muc
dich xdy dung nhén thic vé chit luong san pham hay su doc nhat
trong tam tri khach hang bang cach dit gia cao. Nhidu ngudi danh gia
chat luong ctia mot san pham hay dich vu theo muc gia. Pbi véi ho,
mirc gia phai ching c6 nghia 13 san pham d6 ¢ chat luong chip nhan
duogc, con gia cao nghia la san phém hay dich vu that xuat sdc va doc
dao. Viéc gidi thi€u va quang cdo tang cuong thém nhan thic nay, ma
trong nhiéu trudng hop nd chiang dua trén co s nao ca. My pham la
mot vi du dién hinh. Cac cong ty my pham di ton viéc dinh gia
khuéch trurong thanh thé 1én thanh mot mirc 6 nghé thuat. Hay xem
truong hop mot hdng my pham Chau A. Nam 2003, hing my pham
nay bat dau quang cao cac loai san phim dudng da c6 thanh phan
chinh 14 dau 6 liu v6i rat nhiéu 4n pham gi6i thiéu cua cong ty ca ngoi
loi ich cta dau 6 liu cho lan da va ding cac birc anh nhirng c6 nguoi
mAu xinh dep cung nhitng khu rimg 6 liu. San phim dugc ban 1& & My
voi gia 32 USD mot chai nho ¢6 dung tich 1 ounce . Trong chai d6 chi
1a dau 6 liu thuong hang tir Tay Ban Nha. Hau nhu chiang c6 ngudi
mua nao nhan ra rang ho c6 thé mua cuing mot thir dau 6 liu d6 tir cac
ctra hang thuc phim dia phuwong & Tay Ban Nha véi gia chi c6 24
USD mdt chai 16n dung tich 17 ounce hay khoang 1,41 USD cho mdi
ounce. Trong truong hop nay, viéc quang cao da dua mot loai hang
héa thong thuong tré thanh hang hoa dac bi¢t va thuong hang. Mot
diéu ban can luu v la stcc manh cua vi¢c dinh gia khuéch truong thanh
thé 12 nha san xuit s& ban it hon nhiéu néu ho ha gia san phém. Diéu
nay di di nguoc lai luat nhu cau trong kinh té hoc vén cho rang nhu
cau sé tang khi gia giam.

Dinh gia nhir moi

Chién Iuoc dinh gia nhir moi (bait and hook pricing) 1a dat gia
mua ban dau thap nhung lai tinh gid cao cho cac phu tung thay thé hay
cac nguyén vat liéu can s dung trong sudt qua trinh st dung san
pham. Dao cao rau Gillette 13 mot vi du dién hinh. Viéc kinh doanh
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cta Gillette da phat trién rat tt trong hon mot thé ky, mot trong
nhitng yéu t6 gop phan cho su thanh cong d6 1a viéc ban cac ludi dao
thay thé cho dd cao rau. Gia dao cao rau Gillette thip va chung chi di
kém v&i mot lugng nhod ludi dao thay thé. Sau khi sir dung hét nhitng
ludi dao nay, khach hang phdi mua nhiing Iudi dao mdi va gia cia
chiing khong ré chat nao. Vi dy, vao mua xuén nam 2005, mot dao
cao rau Mach3 cua Gillette chi c6 gia 7,69 USD, nhung mot hop gom
12 ludi dao ma hau hét chi dung dugc trong hai hoic ba thang lai c¢6
gid t6i 21,99 USD. Cac nha san xudt may in ciing dung chién luoc
dinh gia twong tu: ban mdy in gia ré nhung hop muc in lai dat. Ban c6
thé mua mot cai may in Hewlett-Packard hiéu qua va c6 chat luong tin
cdy voi gia chua dén 150 USD. Canon va Epson ciing dua ra muc gia
twong tu. Tuy nhién, hop muc thay thé cho nhirng chiéc may nay co
khi téi 52 USD mdi hop. Véi nhitng cong ty nay, lgi nhuan khong
phai la & nhirng chiéc may in ma 1a & myc in. Tham chi d6i V61 mot
van phong nho, s tién chi ra dé mua muyc in trong mot nam van nhiéu
hon sb tién mua may in. Sy nguy hiém cua chién lugce dinh gia nay la
cac nha san xuat vat liéu thay thé chung s& dinh gia thip san pham cua
minh nén nhanh chong gianh duoc phan 16n thi trudng hau mai dang
gi4 ndy. Piéu nay budc nhirng nha san xuét chinh thong phai ha gia
cia chinh minh va di nhién viéc ha gia s€ lam suy yéu dang ké loi
nhuan. Piéu nay co the dé dang nhin thiy & linh vuc may in. Staples,
chudi cira hang cung cip 16n nhit nudc My gio ddy da co thé cung cp
cac hop muc in ¢6 tinh nang tuong thich voi may in HP va voi gia
thip hon HP dén 25%. Ngoai ra, mot s6 cong ty nho con cung cap hop
muc nap lai voi gia chi 15 USD. Su phong thi duy nhét cta cac nha
san xuit may in trudc tinh hinh nay 1a (1) canh bao vé&i khach hang
rang viéc dung hop muc khong phai la hang chinh héng co thé khién
ho mat gia tri bao hanh may in va (2) giam gia hop muc cua chinh ho.
Trong nhiéu trudng hop, néu khong thé nang dugc cau 1én thi ban can
phai ha myuc nudc xudng.

Khuyén mii gia
Céc chuyén gia marketing dung hinh thirc khuyén mai gia (price

promotion) - mot hinh thirc giam gia dac biét, tam thoi va chi trong
ngan han khi:
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[ Gi6i thiéu mot san phim hay dich vu méi thu hat khach hang
trung thanh cia mgt nhan hiéu khac

[J Giai toa kénh phan phdi hang ton du thira

Khuyén mai gia thuong duoc thé hién dudi hinh thirc cac phiéu
giam gia ma khach hang c6 thé dung dé duoc giam gia truc tiép tai
quay thanh toan. Vi du, khi cac cong ty thuc phim dong gbi gidi thiéu
cac mdt hang mai, ho khuyén khich moi ngudi dung thir bang cach
phat cac phiéu giam gid, chang han c6 gi4 tri 50 cent, trén gi4 ban 1é.
Vi qua nhiéu nhin hiéu canh tranh thi hinh thirc khuyén mai nay 1a
phtt hop néu san pham mudn duoc céng chiung quan tim. Ngoai phiéu
giam gia, con mot giai phap khac 1a khach hang c6 thé nhan mot mirc
gia ha. Vi duy, khi Intuit dua phﬁn mém thong dung TurboTax vao thi
truong My da dua ra mic ha gia 14 USD cho ngudi mua phién ban
nang cao. Cac cong ty ciing c6 thé sir dung hinh thic khuyén mai gia
dé phong thu: ngin chin sy rdi bo cta khach hang. Chudi siéu thi cua
Shaw di dung hinh thirc khuyén méi gia dé duy tri sy trung thanh cta
khach hang khi mot d6i tha canh tranh mé cira hang gan d6. Vi du, khi
Market Basket - mot chudi cira hang nhé & Pong Massachusetts, md
mot ctra hang tap hda mdi cach ctra hang ciia Shaw khoang 1/4 dam &
Salem, Shaw da phan phat khip ving cac phiéu giam gia 6 USD cho
gia mua 60 USD tr¢ Ién trong cac ctra hang tap phém Cac ho gia dinh
dia phuong nhan ba dén bon phleu wu dii, moi phiéu co6 hiéu luc trong
sudt mot tuan trong ba tudn ké tiép. Chang c6 gi ngac nhién khi thoi
diém ba tuan nay trung véi thoi diém ctra hang Market Basket khai
treong. Muc tiéu rd rang 13 ngin can khach hang cia Shaw dén thim
ctra hang d6i thu trong sudt thoi gian khai trwong. Vi thé, trong khi
Market Basket dang xtc tién khai truong ctra hang moi, Shaw phai
chay chuong trinh khuyén mai 16n chdng lai su ting cuong cua ddi thi
canh tranh.

Khuyén mii gia ciing duoc dung dé ban san pham cii hodc cudi
mua va mé dudng cho cac san pham mdi. Ngudi sir dung may tinh
Apple Macintosh chic han quen thugc voi tro khuyén mai gia dinh ky
"Mac Blow Out" khi nha cung cap muon giai phong kho may ton qua
nhiéu va may di bi thay thé boi cac mdu may méi va cai tién. Cac cira
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hang thoi trang ciing thuong khuyén mai gia dé ban di nhitng quan 4o
ton kho va da 16i mét. Méi nguy hiém cua viéc khuyén mai gia 1a viéc
ding chiing qua nhiéu c6 thé dan dén nhirng hau qua khong mong doi:
khach hang s& gidm gia tri mirc gia thuong 1¢ va hoan viéc mua hang
cho dén khi c6 khuyén mii gia tiép theo. Nhitng ngudi khac biét cach
chuyén d6i giita cic nhan hiéu va chang bao gid tré thanh khach hang
trung thanh. Nhin chung, ngudi thang cudc trong trd khuyén mai gia 1a
khach hang. Vi thé nhitng hing c6 thuong hiéu yéu thi chang co gi dé
méat ma con dat dugc moi thi, con nhitng hang c6 cac nhan hi¢u uy tin
lai hiém khi 14 ngudi chién thing trong tro khuyén mai gia.

Pinh gia va vong doi san pham

Development waroduiion Gv owth Maturity Decline
Slage S1age SMage Stage Stage

Ture

Tu quan diém chién lugc, vong doi san phﬁm dua ra mot co ciu
tu duy vé cac quyét dinh gia. Xem chuong li€n quan dén san pham, ta
thiy bon giai doan trong vong doi san pham: gi6i thiéu, ting trudng,
chin mudi va suy tan. Mbi giai doan tiéu biéu cho nhirng co hdi va
gi6i han khac nhau vé gia.

(Nguon: Tuoitreonline trich lugc tu cuén sach Quan Iy diw an lom va
nho-First News va NXB Tong hop TPHCM).
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Giai doan gidi thi¢u

Trong sudt giai doan gidi thiéu, viéc dinh gia ¢ thé 13 mot cong
viéc hoi kho khin, dic biét 1a khi cong ty dang tam thoi c6 duge thé
doc quyén. Trong trudong hop ndy, cong ty khong co ddi thu canh
tranh tryc tiép nén khong c6 diém chuan cho mirc gia ma khach hang
c6 thé tra cling nhu cho su nhay cam cta khach hang trude su chénh
léch vé gia. Tuy nhién, cong ty c6 thé sir dung gia cua cac san pham
thay thé ctia cac d6i thu canh tranh gian tiép dé lam diém khaoi dau dé
ra quyét dinh vé gia. Quay trd lai phuong trinh tong gia tri kinh té, tai
d6 gia ctia phuong an tot nhat duogc nhan biét nhung gia tri chénh léch
hiéu sudt cua san phdm méi lai khong duoc nhan biét. Khach hang ¢
thé gip kho khin trong viéc ude lugng gia tri mot san pham méi mé
va khéc biét. Khach hang ciing thiéu diém chuan gia tri. Trong nhitng
truong hop nhu vay, cong ty c6 thé dung dén mot trong nhitng chién
lvoc sau:

- H6t vang: Mot s6 khach hang sin 1ong tra tién cho bét cir thir gi
mai va doc dao. Chién lugc nay chi la ngan han va chira dung mot
s0 moOi nguy hiém nhu da trinh bay ¢ phan trudc.

- Dinh gia thAm nhap: Gia thap c6 thé mang lai nhiing loi ich sau:
(1) Gitip cong ty ding dau vé thi phan, (2) Ngin can su tham gia
vao thi truong cua ddi thu canh tranh, va (3) Tao nhu cau trén dién
rong dbi voi san pham.

- Cong thém vao chi phi: Khi ¢ thé doc quyén, nha san xuét co thé
quan ly gia ctia minh, va cong thém vao chi phi la mot cach xac
dinh muc gia d6. Tuy nhién, hdy nho rang thé doc quyen cta san
pham chi ton tai trong thoi gian ngin. Cac quyét dinh vé gia trong
giai doan gidi thiéu khong chi kho khian ma con rat quan trong.
Dit gia qua cao cho mot san phim méi gidi thiéu co thé giét chét
san phém d6, 1am ton hai dén cong viéc cua nhiéu nhan vién trong
mot thoi ky phat trién dai.
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Giai doan phat trién

Giai doan phat trién dugc dic trung bai doanh sd ban theo don
vi san pham ngay cang ting va thoi thiic su quan tim ctia khach hang.
Trong giai doan ndy, cong ty nén dinh gia nhu thé nio? Néu cac d6i
thii canh tranh chua xuat hién (diéu hiém khi xay ra) thi dinh gia hét
vang 1a phu hop. Nhung d6i tuong khach hang cua dinh gia hét vang
rat hep. Pa dén lac cong ty phai giam gia dan, tiép cin cac phan khac
thi truong khac ngay cang nhay cam v€ gia hon. Mot nha san Xuat co
duoc vi tri hang dau trén duong cong kinh nghiém ciing s& mudn giam
gi4 dan trong sudt giai doan nay. Chién luoc ndy s& duy tri loi nhuan
doanh s6 ban theo don vi san phim ting dan va ngin can cac dbi thu
nhap cudc tré. Mot s6 dbi thu s& bi 16 hodc thua cude.

Giai doan chin muoi

Vao giai doan chin mudi, su tang truong doanh s6 ban theo don
vi san pham dang khung lai va cac di tha canh tranh con lai dang cb
tim cach 1am cho san phim cua ho tr6 nén khac biét. Trong sudt giai
doan nay, nguoi ban cung cap nhiing phién ban khac nhau cua san
pham mdi phién ban déu c¢6 chiém gitr mot phan khuc thi truong duoc
nhim dén. Gia 1a mot trong nhitng yéu t6 duoc dung trong chién lugc
nay (Vi du: bang cach phat trién va dinh gia cac phién ban tdt, tot hon
va tot nhat dé mo rong dong san pham).

Giai doan suy tan

Giai doan nay thé hién su canh tranh ro nét nhat. Téng nhu cau
cho san phém lac nay sut gidm rd rét, co 1€ vi su xuét hién ctia cac san
pham thay thé hao hang hodc vi su bdo hoa cua thi truong. Du bat cir
tru:(mg hop nao, cong ty ciing co thé thiy tinh trang doanh s6 ban theo
don vi san pham tiép tuc sut giam. Mot 50 cong ty budc phai tir bo
hoan toan cdng viéc kinh doanh, mot s khac cb gang gianh giat cong
viéc kinh doanh tu cac d6i tha. Moi nguoi dang c6 kiém loi nhuén
cang nhiéu cang t6t tir mot thi truong dang thu nho. Cac chién thuat vé
gia & giai doan nay bao gom:
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Giam gia, nhung lam vi¢c ngoai thoi gian dé giam chi phi san

xuat. Thanh cong trong viéc giam chi phi san xuét s& duy tri duoc ty 1¢
loi nhuan trén doanh thu kha tot.

Tang gia trén mot sd it don vi san pham con lai trong kho hang
ton. Pidu nay c6 vé gidbng nhu mot cach xua dudi khach hang,
nhung c6 thé con mot sb it khach hang van trong cdy vao nhiing
san pham d6. Didu nay dic biét dung dbi véi cac phu tung thay
thé. O day nguoi ban hy vong rang gia cao hon s& bu dip cho
luong mua hang it hon. Khi hét hang ton, dong san pham d6 chdm
dut. Pinh gia 1a mot trong nhitng diém chinh yéu cta chién lugce
va su thanh cong cua cong tac marketing. Cong ty dang ra quyét
dinh vé& gia nhu thé nao? Nhiing quyét dinh nay c6 phu hop véi
giai doan hién tai trong vong doi san pham khong? Phuong phap
dinh gia dang tin cdy nhét 1a thdu hiéu nhitng danh gia ctia khach
hang, vi viéc ho danh gid san pham cta cong ty nhu thé nao so véi
cac san pham cta ddi thi canh tranh va san pham thay thé co y
nghia quan trong hon bit ky diéu gi khac.

Tém tit

Chién luge dinh gia thuong duoc thuc déy bé1i mot muc ti€u dac
biét: Tdi da hoa lgi nhuan, tdi da hoa lugng hang ban theo don vi
san pham, gianh thi phan va nhitng muc tiéu twong ty. Pinh gia
cong thém vao chi phi chi phu hgp trong nhirng thi truong khong
c6 tinh canh tranh. Chién luoc dinh gid hét vang dat gid cao ban
dau nham muc dich hét vang loi nhuan cao tu phan khuc thi
truong nhd gdm nhirng ngudi ma dbi véi ho san pham hodc dich
vu nay la th can phai c6. Mot khi phan khiic thi truong d6 da
dugc thoéa min, mic gia niy duoc giam dan dé mat hang trd nén
hap dan voi nhitng phan khiic khac nhay cam vé gia hon.

Phuong phap dinh gia thdm nhap dat gia thap v6i muyc tiéu din dau
thi phan. Gia thap lam cho thi truong kém hip dan d6i voi dbi thi
tiém nang, nhung ciing lam ty 1¢ loi nhudn trén doanh thu nho.
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- Pudng cong kinh nghiém phan 4nh kha ning ctia nha san xuit
trong viéc biét cach giam thoi gian va chi phi khi san xuat ting
1én. Cong ty dau tién & trén dudong cong kinh nghiém c6 dugc loi
thé chi phi hon ngudi dén sau, cho phép ho giam gia nhung van
tiép tuc c6 duoc loi nhuan.

- Muc dich cta viée dinh gia khuéch truong thanh thé 1a dung gia
cao dé tao ra nhan thirc vé chat lwgng nhin hiéu va tinh doc nhat.

- Doi khi cling nén st dung chién lugce dinh gia nhur moi - dat gia
mua ban dau thip nhung lai tinh gia cao cho phu tung thay thé
hodc nguyén vat li¢u can phai co dé st dung san phém, chéng han
nhu truong hop ludi dao cao rau Gillette, hop muc in, v.v. Mbi de
doa chinh d6i vé6i chién luoc nay la su tOn tai cta cac san phém
thay thé chung. Tang gia 1a mot viéc mao hiém trong linh vuc
canh tranh cao trir khi ngudi dan dau thi phan lam diéu dé trudc
tién. Cac nha san xudt co thé giam nguy co nay bang cach giir gia
nhu cii nhung ting gid sira chita hodc phu tung thay thé.

- Khuyén mii gia duoc str dung khi nha san xuit c¢b gi6i thiéu mot
mat hang hay dich vu mdi, ¢ thu hut khach hang cia cac nhan
hi€u canh tranh, va giai phong hang cii tir kénh phan phoi.

- Trong mdt thi truong mo va ty do, gid tri nhan thic cua khach
hang la yéu t6 nam quyén quyét dinh toi cao ve gia.

- MBJi giai doan trong chu ky san pham tiéu biéu cho mot kho khin
va co hoi vé dinh gia khac nhau.

Phai khéo 1éo khi ting gia

Mot giam dbc ban hang nhic lai mot cau chuyén vé cach thic
thé hé quan ly cao cap trude day tang gia san pham: "Chi tich cua
chang toi dem cudn catalog san pham va cay but do vao phong ubng
ca phé. Ong rot cho minh mot tach va ra hét danh sach, danh dau chéo
vao céc gia hién tai va viét gia méi cao hon vao bén canh". Cong ty
nay khong thudc nganh kinh doanh nhay cam vé gia va ho da thanh
cong véi phuong phap ddc dodn nay trong nhi€éu nam. Vi nhu cau ¢
hau hét cac linh vuc kinh doanh déu nhay cam vé gia, nén vi¢c tang
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gia can duoc tiép can mot cach than trong - ngay ca do la viéc lam
chinh dang vi chi phi cao hon, lam phét ting, va chit lwong san pham
da duoc cai thién. Mot sb cong ty tim cach che gidu sy that rang ho
dang tang gia. Hay xem ba vi du sau:

[ Biét rang gid vé (von da cao) 1a van d€ 16n doi vai khach dén
rap nén mdt chuoi nha hat da gir gid vé nhu cii nhung ting gia bap
rang, nudc ngot va keo.

[J Nhitng nha san xuit xe hoi rat ngai ting gia nén ho c6 xu
hudng tang gid cac san pham tuy chon lap dat vao xe hoi nhu may
lanh, h¢ thong am thanh, va ctra mai.

[] Vao nhitng thoi diém khé khan dau nhitng nam 2000, cac
hang hang khong tam ngung phuc vu mét s dich vu nhu cac bira n
mién phi trong khi van giir gia vé 6n dinh.

Mot giai phap thay thé khac 1 cac cong ty s& khong tang gia dén
khi nguoi dan dau tang gia vi diéu nay gitp ho cam thiy an toan hon
dé thac day san phdm cua minh. Con cac cong ty trong linh vire kinh
doanh ctia ban xir Iy viéc tang gia nhu thé nao?

Gia tri nhan thic cia khach hang: ngudi nim quyen t01 cao Ve
gia. Gia tri theo nhan thirc cta khach hang chinh Ia yéu t6 ndm quyén
quyét dinh tdi cao vé viéc dinh gia. Robert Dolan dd dung thuit ngit
gi4 trj kinh té thuc (true economic value - TEV) nhu mot tiéu chuén so
sanh dé danh gia khach hang tinh toan nhu thé nao vé nhitng gi ho sin
long chi tra. TEV duogc tinh theo phuong trinh sau:

TEV = Chi phi cia phuwong an tét,nhf'lt +
Gia tri chénh léch hi¢u suat

TEV dai dién cho nhiing gi khach hang s& thuc su ,chi tra cho
san pham hay dich vu dem lai gia tri vugt trgi so vdi doi thu canh
tranh gan nhat. Hay xem vi du sau:

Helen can phai tim mot chuyén bay tir Miami dén Barcelona
ngay lap tirc. C6 vira nhan dugc thong bao vé mdt cudc hoi thao cong
ngh¢ sinh hoc quan trong kéo dai ba ngay bat dau vao chiéu mai, va cod
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mudn tham du cang nhiéu cudc hoi thao cang tét. Co6 di yéu cau mot
dai 1y du lich goi bao cho ¢6 chuyén bay con chd va gia vé. Pai Iy nay
goi cho ¢d véi thong tin sau: "Cé mdt chuyén bay truc tiép dén
Barcelona ti nay. Chuyén bay nay sé dua c6 dén d6 ding gid khai
mac hoi thao. Gia vé khir hoi 1a 1.300 USD. Tbi ciing tim thiy mot
chuyén bay khac cat canh cing lic, nhung lai qua canh & Madrid ba
tiéng dong ho, vi thé co s& dén cudc hoi thao vao xé chidu. Gia vé khir
hdi chi 600 USD". Helen c6 mdt su lua chon 1 rang. CO co thé tiét
kiém 700 USD néu sin 1ong dén tré ba gid. Mat ba gio hoi thao co
xing dang véi chi phi cong thém nay khong? Mot cach dé tim ra cau
tra 101 1a ap dung cong thirc TEV:

TEV = 600 USD + Gia tri chénh 1éch hiéu suét

Trong trudng hop nay, Helen phai udc tinh gid tri d6i voi co vé
viéc tham dy thém ba gid hdi thao va sy thuan tién cua chuyén bay
truc tiép. Néu gia tri d6 dudi 700 USD thi chuyén bay gian tiép lai 1a
lwa chon t6t hon. Néu c¢6 danh gia chuyén bay truc tiép dang gia 700
USD hoac hon thi 1.300 USD Ia gia hop 1y ma Helen quan tam. Cac
chuyén gia marketing c6 thé dung phuong phap nay khi xac dinh gia
thi truong canh tranh cho cac san phdm c6 nhitng dic diém cong
thém hodc tang hiéu suit von khong co & nhirng san pham hién tai.
Vi dy, bing cach khao sat khach hang, ho c6 thé dung mot san pham
hién tai lam chi phi cho san pham thay thé trong cong thire TEV. Ho
yéu cau doi ‘tuong khao sat dat mot gia tri vé chénh Iéch hi¢u suat
cho san pham moi cua ho. Vi duy, néu may anh ky thuat s6 5
megapixel hién tai dang dugc ban véi gid 450 USD, thi dir liéu khao
sat c6 thé gitp cac chuyén gia marketing biét dugc khiach hang s&
chap nhan tra thém bao nhiéu cho mot may anh 5 megapixel twong tu
nhung lai c6 thém tinh nang chéng nuéc va chong shock. Phuong
phap nay ciing co thé duoc dung dé dinh gia cho nhirng mat hang tt,
t6t hon