BO XAY DUNG
TRUONG CAO PANG XAY DUNG TP. HO CHI MINH

BO MON KINH TE

GIAO TRINH
QUAN TRI MARKETING

(LUU HANH NOI BO)



MUC LUC

Trang

CHUONG I: NHAP MON QUAN TRI MARKETING.......oveoeeeeeeeeeseeeeeeeeseeeseeeseeeeseeesses 1
I. KHAL NIEM MARKETING .....ooooeoeveeeee oo ee e eeeeeeeeeeeeee s s e sseeeseeseaeneeseees 1
II. CAC KHAI NIEM CAN BAN CUA MARKETING ........oovveieeeeeeseereeeessereeeseseeseseesses 1
1. NRU CAU thi trUGNG ..ottt 1

2. SAN PRAM VA GICH VU oot 2

3. GiA tri, SUHhOa MEN......ciiiiiecce et 3

4, Trao dbi, giao dich VA QUAN N&............oooeeeeeeeeeeeeeeeeeeeeeeeeeeee e, 3

5. Thi trudng — KNACh haNg..........cooiiieccccccee e 4

I1I. HE THONG MARKETING HIEN DAL ..o eseeereesnes 4
1. Quan diém cG ban clia Marketing ...........cccocvvveeeveieeeeeeeeeeeeee s 5

2. Vai tr0 cla Marketing ..........ccoueiiiiiiicecceeeee e, 7

IV. QUAN TRI MARKETING .......eivveeeeeeeeeeeeeeeeeeeeeeeeeeseeeeseseeeeeeseseeeseseeseesesseee s 7
) g F= T 1= o OO 7

2. Muc tiéu cta quan tri Marketing (3C) ..., 8

3. PhAt triEn Mark€ting MiX..........cccvvivieeieeieseseseeseees e 8

4. Quy trinh quAN tri Marketing.........ccccoovovivieciceeee s 9
CHUONG II: PHUONG PHAP PHAN TICH THI TRUONG ....ccooovvrereeeeeeeeeeeereserereereeee 10
I. QUAN TRI THONG TIN MARKETING ......ccoovveeieeeeeeereeeeeeeeeseeeeeeeeeeeseseee s 10
1. Tam quan trong cla thong tin...........c.coceiiiiiiiicccce s 10

2. Hé thong thong tin Marketing (MIS)........ccocoovivieciieeece e, 10

II. QUY TRINH NGHIEN CUU MARKETING .....ooovveoeveeeeeeeseeeeeereseseeeseeseseesseeseeenes 12
I1I. PHUONG TRINH DO LUONG VA DU BAO THI TRUONG ......oooovveeereereere, 15
1. Mot s6 khai niém chinh trong do IUGng Nhu CAU..........cocoeveiiiiiccccce, 15

2. Danh gid Nhu CAU NIEN LI ...c.vveeciccecceeeeee e 16
CHUONG III: PHAN TICH MOI TRUONG CANH TRANH .....ovoovveeeeeeeeeeseeeese e 18
I. MOI TRUONG MARKETING .......covooieeeeeeeeeeseeeeeeeeeeeeeee e eneeeeeeeee 18
1. DINN NGRIA ... s 18

2. MOI trUGNG Vi MO.....cocviiiiiiccceeee ettt 18

3. MO EUGNG VI MO ...t 22



IT. TIM HIEU VE KHACH HANG ..o 25

1. Thi truGNg NQUTT tIEU dUNQG.......coviiiiciccceee e 25
2. KNACh RANG t8 CRIC ... 29
ITT. PHAN TICH CANH TRANH w..oovooeeeeeeeeeeee e eeee e eeesee e 31
1. Phan tich cac d6i thu canh tranh cla doanh nghiép...........ccccccevevvviveciienenne, 31
2. Xac dinh cac muc tiéu cta doi thu canh tranh.........cc.ccooeevvveeiecceecceeeces 32
3. Xac dinh chién lugc cta doi thi canh tranh..........ccccooveeeeeceeeccceccee e 32
4. Banh gia mat manh va yéu cta déi thd canh tranh ...........cccccoeoevevivieeeeee, 33
5. Du doan phan ('ng ctia doi thi canh tranh ..o 33
6. Lua chon d8i tha canh tranh d& t&n cdng va né tranh..........cocoovevvveveveeeens 33
7. Chién lugc Marketing canh tranh ... 34
8. Cac quan diém dinh hudng theo khach hang va déi tha canh tranh........... 36
CHUONG IV: CHIEN LUQC LUA CHON THI TRUONG MUC TIEU......coooovvererrrrrrrnnee. 38
I. CAC CHIEN LUQC TAN DUNG CO MAY THI TRUONG. .......ovveerveerereeresseeeseereen 38
1. Phan tich ¢ hOi thi trUGNG.........coovieeececeeecee e 38
2. Binh dang cd may thi truGNg............coeiiiiii e, 38
I1. PHAN TICH SWOT ... 39
1. Phan tich moi truGNg NGaNh ..o 39
2. MoGi trudng bén trong doanh nghiép (Tim ra mat manh va yéu).................. 39
T T =T T L 1 TR 40
III. MARKETING MUC TIEU oottt es e ee s 40
1. Chién lugc marketing tong thé, nhiéu dang san phdm va Marketing muc
L TS10 40
2. Gia tri cua chién lugc marketing MUC tiEU..........ccveveevceiieccee e 41
IV. PHAN KHUC THI TRUONG ... eoveeveeeeeeeeeeeeeeeeeeseeeeseeesseseeesesasesesssasseessseseeeees 41
1. KRGT NMIEM ottt ettt 41
2. Bién phan khuc thi trudng hang tiéu dung...........cccceveveveiiieieciccceeee, 42
3. Bi€n phan khuc thi truGng hang cong NGhi€p..........cccccevevevecciceece, 43
4. Diéu kién cho mot su phan khic cd hi€u qUA........c.cceeveveeeeeeecee e 43
V. LUA CHON THI TRUONG MUC TIEU ....ovvorrreeereeereeeeeeeeereesessseeessesseseesseesseond 44
1. Danh gid cac phan KNUC ..........cciiiiccceece s 44
2. Nam luc lugng quyét dinh co cau khuc thi trudng.........cccceeeeevevevecccecene, 44



3. Rao can va kha ndng SiNh 13T ..., 45

4. Chon lua phan KhUc thi truONg.........coevvveiiceeceee e 46
VL. TAO DAC DIEM KHAC BIET oo see s eeeeeeeeaseeeeseeeeens 48
1. Tao d3c diém Khac biét cho SAN PhAM ...t 49
2. Tao dac diEm KhAc biEt cho diCh VU ......c..oeeveeeeeeeeeeee e, 50
3. Tao dac diEm KhAc DIt VB NNAN SU.......co.oeeeeeeeeeeeeee e, 50
4, Tao dac di€ém Kkhac biét V& hinh ANN .........coovoieeeeeeeeeeeeeeeeeeee e 51
VIL DINH VI SAN PHAM ...t eseee s seeenens 51
) R T T 21T o' TR 51
AR O Tolor-To s 1K« {101 1 /SO 51
3. Chon Iua chi€n IUGC AINN Vi...ocvoiiciceeceee e 51
4, Xac dinh 1Gi th€ canh tranh COthE ..o 52
5. Xay dung chién IUGC diNh Vi......ccoovoveieeicicccceee e 52
CHUONG V: CHIEN LUQC MARKETING CHO CAC GIAI DOAN CUA CHU KY SAN
PHAM ..ottt 54
I. CHU KY SONG CUA SAN PHAM (PLC) ..o 54
1. DN NGIIA ... 54
2. Céc giai doan trong chu Ky s8ng San PhEM .........cccoovviveeeeeeeeeeeeeees oo, 54
IT. GIALI DOAN MO DAU ... ee e s aer e eeeees 56
SR D= Tola 113 OO 56
2. Chién lugc marketing tham nhap thi truGng MGi........cccoevvvveevciiicierces 56
I11. GIAL DOAN TANG TRUONG.........oiveeieeeeeeeeeeeeeeeeeeeeeeeeeeeeseeeeeeees s ees s 58
L. DEC GIBM ettt ettt 58
2. Chién lugc marketing trong giai doan tang trudng..........ccceceeevevevecccnennne, 58
IV. GIAI DOAN TRUONG THANH ....cooiveeeeeeeeeeee e seeeseeeseses e eeseeeseseesseese s eseeeees 58
y IR =Tl [1=1 11 OO 58
2. Chién Iugc marketing trong giai doan trudng thanh..............c.ccceeiiinno, 59
V. GIAL DOAN SUY THOAL .....ovoreveeeeeeeeeeeeeeeseeeeseeeese s s eesseeseees s eeseesseend 62
L DEC GIBIM ..ottt 62
2. Chién lugc marketing trong giai doan suy thodi.............cccceeeeeveviecccecennn, 63
CHUONG VI: CHIEN LUOC SAN PHAM ......ooooevoeeeeeceeeeeeeoeeeeeeeeees s esveese e 65
T KHAT NIEM ... s es s es e 65



1. SAN PREM 18 G172t 65

2. Ba MUC A0 U@ SAN PREM ..o 65
3. PRAN T0QI ...ttt 65
II. HON HOP (DANH MUC) SAN PHAM ..o eeeeeeesaeeeesesesesse s 66
1. DN NGIIA ... 66
2. Chién lugc hdn hgp san phdm (khac biét hda san pham) ......cccovevvevereevennee. 67
II1. QUYET DINH SAN PHAM ...t eeseaeseesseaseneees 68
1. ThUuBC tiNh SAN PRAM......o et 68
2. Nhan hiéu, thuong QiU .........c.coouieiiiecceecee s 68
3. Quyét dinh V& bao bi va cach gan Nhan ..o, 73
4, DICh VU DO trG SAN PREM covvveeeveeeeeeeeeeeseeeeeeeeeeeee s eer e eesees e s e ee s ees s 74
IV. CHIEN LUOC PHAT TRIEN SAN PHAM MOT......co.ovoeeeeeeoeeeeseeeeeeeceeereeseeeseeee 74
1. SAN PhAM MGT 1A GI2.e.ooeeeeeee e 74
2. Chién lugc d€ ¢ dudgc y tudng cho san pham M&i......c.cocevevvvveeeeeeeeen, 75
3. Cac nguyén nhan that bai ciia san pham MGi........c..cooevvevveieeeseeeeerenns 75
4, Cai thién su thanh cdng clia san pham MGi........ocoeivveeieeeeeeeeeeeeeeeeene 75
5. Qua trinh phat tri€n san PhEM MGi ........c.ovvveeeeeeeeeeeeeeeee e 75
CHUONG VII: CHIEN LUOC GIA ... eseaseeeees 81
L KHAL NIEM oo ee e ee e ee e e ee e eee e e 81
II. CAC YEU TO ANH HUONG DEN VIEC DINH GIA ..o 81
I11. QUA TRINH XAC DINH GIA.......oooooeoeeeeeoeeeeeeoeeeeeeseeeses e eeseesseeeseeesseeese s 82
1 Tols {1010 1 0 a0 or= [V 82
2. Xac dinh Chi Phi.......cciiicc e, 82
3. Lua chon gid CUGT CUNG ..., 84
IV. CHIEN LUOC GIA CHO SAN PHAM MOT......oooooivoeeoeeeeeeeeeeeeeeeeeeesereseeesseeeee 84
1. GIA NOL VANG ..ottt 84
2. GIA thAM NNBP ..., 84
V. CAC CACH DINH GIA. ... eeeeeeseese s ee s es s s ees e asse s enenens 84
VL THAY DO GIA ...oooooooeeeeoeeeeeeeeeeeeeeeeeeeeeees e eeeee e 87
1. ChU dONG thay A8 GId..........cveeeeeeeeeeeeeeeeeeeeee e 87
2. B&i thd canh tranh thay A8 Gid............cooovieieeeeeeeeeeeeeeeeee s 87
3. Thai d6 ngudi tiéu dung d6i V8i Qid CA........cocveveveiiiecce e, 87



4. Trudng hgp gia ré nhat khong phai la tot nhat ..o, 88

5. Nhan dinh ctia ngudi mua khi gid thay d0i ........ccccooveevieeeieeeeeeeeeeees 88
CHUONG VIII: CHIEN LUQC PHAN PHOL......ovoooeooeeeeeeeeoeeeeeeeeeeeeeeeeeee e 89
I. CAC KENH PHAN PHOL .........cooooorovvooeeesseceeeseeseeeeso s sssseessss s 89
1 T T 2 1T=) o o I 89

p 2 = T 1 o TR 89
3. CRIC NANG ...ttt ettt 89
4. Cau tric cla KENh Phan PhOi.......ccccccoviviieiiicieeeeeceee e 90
I1. THIET KE KENH PHAN PHOL ..........ccomooireovooeeeeeeceeceeesseeese s 90
1. Thiét 1ap cac muc tiéu va yéu cau bat budc clia kénh ..........cccevveveieeicieene, 90

2. Xac dinh phugng an chinh cla k&nh ..., 91
3. Banh gia cac phudng an clia KEnh ............ccocviuiviiecceeeeceeeee e 91
III. QUAN LY KENH PHAN PHOL.........oovoooveeeeeeeee oo eeve s eeseees s 91
IV. TO CHUC KENH PHAN PHOL .........coooiirevvvooeesseceeesesseesssosesseesss s 92
1. Su phat trién clia hé thdng marketing doc (VMS).........ccvevveveveceeeeeeeeeeene 92
2. Su' phat trién clia hé théng marketing ngang (HMS)...........cccouvvveeveivenenens 94
3. Su phat trién clia cac hé thdng marketing da kénh............ccccooovvvvevveeiiennn, 94
V. HANH VI CUA CAC KENH........ooooooooereeeeeceeeeeeeeeeeseese e 94
1. MAU thUAN VA CANN EFANN ..ottt 94

2. Nhitng nguyén nhan gay mau thuan KENN ... 94
3. XU 1Y MAU thUAN KBNN ... 94
CHUONG XI: CHIEN LUQC CHIEU THI.ooooeoeeeoeeeee oo essesesseeseeseeeees 95
I. NHU CAU CHO CHIEU THI oo seess s eese s eeseasseeess s 95
IT. CAC CONG CU CHIEU THI c.oooovooeeeeeeeee e eeee e ese s eseeaseneees 95
1. QUANG CAOD .....oouiiiiiccctcee ettt ettt ettt b s 95
2. KNUYEN M@i ..ottt ettt 100
3. BAN hang Ca NhAN ..........ccoooiiiiiiccece e 104
4. QUaN h& CONG CAUNG .....coiiiicccc et 104
5. LUC IUGNG BAN hANG ......ooiii s 106



CHUONG I: NHAP MON QUAN TRI MARKETING

I. KHAI NIEM MARKETING

- BGi vdi ca nhan:

Marketing la hoat dong cua con ngudi hudng tdi su’ théa man nhu cau va udc
mudn thdng qua cac tién trinh trao doi.

- DGi véi to chrc:

Marketing la tap hgp tat ca cac hoat dong cliia doanh nghiép nham théa man
nhu cdu cua thi trudng muc tiéu théng qua qua trinh trao ddi, gilp doanh nghiép
dat muc tiéu toi da hoa Igi nhuan.

=> Tom lai:

Marketing la qué trinh ké hoach hda va thyc hién cac van dé vé san pham,
dinh gid, chiéu thi va phan phéi cho san pham, dich vu va y twédng dé tao ra sw
trao déi nham théa man cac muc tiéu cha ca nhan va td chuec.

II. CAC KHAI NIEM CAN BAN CUA MARKETING
1. Nhu cau thij trudng

a) Nhu cau tu nhién:

- Nhu cau tu nhién xuét hién khi con ngudi hodc t6 chlic nhan thdy mét trang
thai thi€u hut can dugc dap ’ng bdi mét hang hda hay dich vu nao do.

- Nhu cau tu’ nhién [a ban chat vén cd cla con ngudi (t6 chirc), né tén tai vinh
vién. Ngudi kinh doanh khdng thé sang tao ra ma chi c thé phat hién ra né dé
tim cach dap ng.

- Vi du:

Khat la nhu cau tu nhién can phai dugc dap (ng bang mot loai nudc uéng nao
dd? Tham chi ¢ thé 1a nudc 1a.

Lanh I& nhu cdu tu’ nhién can phai dugc sudi &m bang bat c(r vat gi cb thé.

Dai la nhu cdu tu nhién can phai dugc dap 'ng bang mat loai thiric dn nao dé?

b) Mong mudn:

- Mong mudn la nhu cau tu nhién nhung da dudc chia sé bdi kién thic, van
hda va ca tinh clia con ngudi. N6 hinh thanh khi ngudi ti€u dung da hudng nhu
cau tu nhién cta ho vao mét hang hda cu thé.



- Cung mot nhu cau tu’ nhién nhitng nhdm ngudi tiéu dung khac nhau thudng
c6 nhitng mong muoén khac nhau, doi héi cac doanh nghiép phai nghién cltu cu
thé ddc di€ém va hanh vi ngudi tiéu dung mdi cd thé xac dinh dugc.

- Vi du:

Péi, khat 1a nhu cdu tu nhién can phai dugc dap ('ng bang mét loai thuc pham
nao do?

Dua vao kinh nghiém qué kh(r va dic tinh cd nhan, mdt ngudi cu thé s biét
thda man cai doi, cai khat cia ho nhu thé nao, bang loai thuc phdm nao?
=> Néu la mbt ngudi My thi cd thé la 1 cai hamburger ctia KFC, Mc Donald, khoai
tay chién va mot lon coca cola hay pepsi.

Trong khi d6 mot ngudi Viét s€ mong mudn cé cdm, canh, cd va mo6t chén
nudc mam hodc moét to phd.
¢) Nhu cau cé kha nang thanh toan:

Mong mudn dugc dam bdo bdi kha nang mua sé tré thanh nhu cau co kha
nang thanh toan.

Marketing phai cung cdp cho khach hang nhitng san phdm ma ho cé thé mua
dugc vdi gid ca phu hgp véi siic mua va san cé tai ngi ho cé thé mua.

2. San pham va dich vu

- Cac doanh nghiép ti€p can nhu cau clta khach hang bang cach dua ra nhing
gia tri, la tap hgp cac Igi ich ma ho cam két nham thoa man nhu cau khach hang.

- Cac gia tri dudc thuc hién thdng qua mdt s8 két hdp cac san phadm, dich vu,
thong tin va kinh nghiém cong hién cho thi trudng nham théa man nhu cau cap
thi€t hodac mong mudn cda khach hang.

- Khéng nén chi quan tdm dén nhiing san pham cu thé ma can chd trong dén
nhiing Igi ich va kinh nghiém ma san phdm dé dem lai.

- Vi du:

Ban mu6n ban mét cai khoan.

-> Ban nghi rang nguwoi ti€u dung can mét cai khoan.

-> Hay nhu ciu thuc su cla ngudi tiéu ding 13 cd mét cdi 10 trén mdt vat nao
dé?

=> San phdm ma ban cung cp trén thj trudng mdi chi 1a cdng cu d€ giai quyét
van dé cta khach hang va chua phai 1a gidi phap t8i uu --> dé dang bi that bai
néu d6i tha canh tranh nghi ra dudc nhitng san phdm cb thé thda man t6t hon ca
V€ Igi ich va gia ca nhu cau cta khach hang.



3. Gia tri, su thda man
- Gid tri cung cép cho khach hang la su khac biét gilra tong gid tri va tong chi
phi cia khach hang.
e TOng gia tri khach hang la toan bd Igi ich ma khach hang mong dgi nhén
dugc tir viéc str dung san pham, dich vu.
e Tong chi phi ciia khdch hang la toan bd chi phi bd ra d& cé dugc san
pham.
- Su' thoa man cua khach hang:
e La két qua ngwdi mua cdm nhan dwoc tir sdn pham khi chuyén giao gia
tri so v8i mong dgi cla nguGi mua.
e Dudgc hinh thanh dua trén su so sanh gilra gia tri cdm nhan dudgc khi ho
tiéu ding san phdm so vai nhitng ky vong vé gid tri trudc khi mua hang.
- Néu gia tri cdm nhan I8n han gia tri ky vong khach hang sé thoa man va
ngugc lai. Su hai long cua khach hang cd tac dong quan trong lén hanh vi mua
tuang lai cla khach hang. Nhitng khach hang hai long sé ti€p tuc mua va truyén
miéng vdi nhitng ngudi khac vé kinh nghiém t6t cia minh. Ngugc lai, nhung
khach hang khéng hai long thudng sé dén vdi dbi thu canh tranh va ché bai san
pham clia doanh nghiép vai nhitng ngudi khac.
4, Trao d6i, giao dich va quan hé
a) Trao d6i:
- Trao ddi la hanh déng ti€ép nhdn mot th& mong muén tor mét ngudi khac béng
cach trao lai cho ho mot tha gi do.
- Trao ddi 1a diéu kién dé ton tai va phat trién hoat déng Marketing.
- D& trao ddi dién ra can phai co cac diéu kién sau:
e C0 hai hodc nhiéu bén véi nhirng nhu cau chua dugc thoa man.
e Cac bén déu cé mong mudn va kha nang théa man nhung nhu cau do.
e Cac bén cd thé trao ddi thdng tin véi nhau.
e Mdi bén déu c6 nhitng thir cé thé trao ddi (cd gia tri véi bén kia).
b) Giao dich:
- Néu hai bén cam két trao ddi d& dam phan va dat dugc mot thda thuén thi ta
néi mot giao dich d3 dién ra.
- Giao dich chinh la don vi cd ban cla trao déi.



- Mot giao dich kinh doanh lién quan dén it nhat hai vat cé gia tri, nhitng diéu
kién dugc théa thudn, mot thdi diém thich hién mét noi chén phu hgp, mot hé
thdng phap ly phat sinh dé hd trg va rang budc cac bén giao dich thuc hién ding
cam két.

- Vi du: A dua B khoan tién 3 trd d& nhdn vé mdt chiéc tivi => giao dich kinh
doanh bang tién. Nhung tién khong phai la gia tri thuong mai duy nhat.

C dua A mét cdi tivi nhan vé mot cai tu lanh; A sira xe may cho B, B sé
lam bai tap cho A => giao dich hoan vat. Gia tri thuong mai la hang hda, dich vu.

- Giao dich khéac vai chuyén giao: chuyén giao la khdng cé su rang budc, khdng
cd nhitng diéu kién cu thé. Vi du: A dua B mdt mén qua, mét su trg gidp.
¢) Quan hé:

- Marketing giao dich la mot phan cia Marketing quan hé.

- Marketing quan hé xay dung, nu6i dudng va duy tri cdc moéi quan hé xa hoi,
kinh t€ va ky thuat chat ché va lau dai véi cac doi tac quan trong nhu khach
hang, nha cung cap, nha phan phdi véi muc tiéu cac bén cung co Igi.

5. Thi trudng — Khach hang

Ai mua san pham va dich vu?

Thi trudng cla mot doanh nghiép chinh la tap hgp khach hang hién tai va
khach hang tiém nang cua doanh nghiép dd, nhitng ngudi c6 mong mudn, co kha
nang mua va cd diéu kién thuc hién hanh vi mua san pham cua ho.

III. HE THONG MARKETING HIEN DAI



Nha cung Uing

DaGi thu
canh tranh

Doanh nghiép

Kénh trung gian

Moi trudng
Buon.y 10|

phan phoi

Thi trudng
ngudi s dung cudi cung

A 4

1. Quan diém cd ban cua Marketing

— — o Ngudi tiéu dung yéu thich san pham dé tim mua
Quan diem san xuat

va co gia thap.

—— — e Ngudi tiéu dung yéu thich san pham co chat
Quan diém san pham

lugng t6t nhat, cd nhiéu cong dung va tinh nang

mdi.

——  Ngudi tiéu dung sé mua san pham chi khi cng
Quan diem ban hang

ty xuc ti€n/ban chung.

e Tap trung vao nhu cdu/mong mudn cua thi

Quan diem Marketing truGng muc tiéu va mang lai su hai long cho

khach hang tot hon doi thu canh tranh.
e Tap trung vao nhu cau/mong muodn cua thi

Quan diém Marketing x3 hoi

trudng muc tiéu va cung cap gia tri cao han.

a) Quan diém san xuéat:

- San xuat sé tao ra nhu cau cho chinh né.



- Né&u san xudt san pham vdi khdi lugng 16n, ban rdng rdi trén thi trudng véi
gia thap chac chdn ngugi tiéu dung sé mua.

- Doanh nghiép quan tdm dén san xuét vi cho rdng san phdm sé tu ban. Ho
tim moi cach dé& hoan thién quy trinh cdng nghé, chuyén mén hda va hop ly hda
lao dong sao cho dat nang suat cao nhat.

=> Quan diém nay thudng chi thanh cdng trong diéu kién thi trudng c6 nhu
cau cao, san pham san xuét ra chic chan tiéu thu dugc, canh tranh chua cd. Chu
yéu la canh tranh vé gia ban, vé kha ndng cat giam chi phi cia doanh nghiép.

b) Quan diém san pham:

- Yéu t8 quyét dinh clia doanh nghiép 1a san pham cd chét lugng tét, cd nhiéu
cdng dung va tinh n&ng méi. Néu cd san phadm tuyét vai thi khach hang tu dén
vdi ho.

- Trong tam cua quan tri la danh cho hoat dong nghién clu hoan thién va cai
ti€n san phdm da cd sao cho tét hon déi tha canh tranh.

=> Viéc ndng cao chét lugng san pham 13 rdt can thiét nhung cling chi gilp
cho doanh nghiép thanh cong trong mot s6 diéu kién thi trudng nhat dinh. Khi
nhu cau thi trudng thay d6i, nhitng san pham thay thé xuét hién véi tinh ndng tac
dung cao han thi du san phdm cutia doanh nghiép cé t6t dén méy cling khéng con
ngugdi mua.
¢) Quan diém ban hang:

Doanh nghiép tap trung quan tri vao khau tiéu thu, tim moi cich dé ban dugc
nhitng san phdm ma ho san xuét ra véi muc tiéu 1a ban cang nhiéu san pham
cang tot. Loi nhudn dua trén doanh s6 ban du cé thé lam thiét hai cho ngudi tiéu
dung.
=> Chi con c6 thé ap dung & nhitng san phdm cé nhu cdu thu déng, nhitng san
phdm ma ngudi mua thudng khdng nghi dén viéc mua nhu sdn phdm bao hiém.
d) Quan diém Marketing:

- Doanh nghiép tim ki€m Igi nhuan thong qua su théa man nhu cau cua cac
nhom khach hang muc tiéu.

- Doanh nghiép phai xuat phat tir nhan dang nhu cau cua khach hang roi sau
do phét trién cac san phadm, dich vu va cac phuong phap kinh doanh nham thoda
man nhitng nhu cau nay moét cach téi uvu nhat.

C su khac biét gi gilfa hai quan diém ban hang va Marketing?
e) Quan diém Marketing xa hdi:



- Quan diém nay cho rang td chilic nén xac dinh nhu cdu, mong muén va su
quan tam cua thi truGng muc tiéu. Sau dd, cung Ung nhirng gia tri cao han cho
khac hang theo cach duy tri hodc cai thién su tot dep cua xa hdi va cua khach
hang.

- Quan diém Marketing xa hdi kéu goi nhitng ngudi lam Marketing cin bang ba
dbi trong cd ban khi lam cac chinh sach Marketing: Igi nhuan cong ty, mong muén
cla khach hang va Igi ich cua xa hoi.

- Vi du: bao bi bao v& mdi trudng, thuc phdm dinh dudng.

2. Vai tro cua Marketing
a. Bai véi doanh nghiép:

- Gilp doanh nghiép ton tai lau dai trén thi truGng vi nd cung cap kha nang
thich ('ng v3i nhitng thay déi cla thi trudng.

- Tao su két nbi cac hoat dong san xuat cta doanh nghiép vdi thi trudng trong
tat ca cac giai doan clia qua trinh tai san xuat.

- La chdc nang quan tri quan trong nhat trong doanh nghiép. N6 dinh hudng
cho cac hoat dong clia cac chirc ndng khac nhu san xuat, nhan su, tai chinh theo
nhirng chién lugc da dinh.

b. Déi v&i ngudi tiéu dung:
Cung cap 5 Igi ich kinh té d6i vdi khach hang:
e Hitu ich vé hinh thic & déc tinh san phdm: sang tao ra nhiéu ching loai
san pham cd thé 1am théa man nhu cdu va mong muén clia khach hang.
e Hiiu ich vé dia diém: khi san phdm cé mat ding nci ma c6 ngudi mudn
mua no.
e Hitu ich vé& thdi gian: viéc du trr san phdm dé& cé sdn ngay khi ngudi
tiéu dung can.
e Hitu ich vé s& hitu: khi két thic hanh vi mua ban ngudi mua c6 toan
quyén s& hitu va st dung san pham.
e H{tu ich vé thong tin: cung cap thong tin cho khach hang qua cac thong
diép quang cao, thong diép cua ngudi ban hang.
c. béi voi xa hoi:
Nang cao chat lugng ddi song xa hoi.
IV. QUAN TRI MARKETING
1. Khai niém



Quan tri marketing la qua trinh 1ap k& hoach, dinh gia, khuyén mai, phan phdi
hang hda, dich vu va y tudng dé trao dbi vdi cac nhdm khach hang muc tiéu, thoa
man nhitng muc dich cla khach hang va td chirc.

2. Muc tiéu cua quan tri Marketing (3C)
a) Khach hang (customers): théa man khach hang

- Lam cho ho hai long.

- Lam cho ho trung thanh.

- Thu hdt thém khach hang méi.

b) Canh tranh (competition): chién thang trong canh tranh

- Hap dan khach hang béng nhitng gi ma ddi tha canh tranh khdng cd.

- Theo doi chat doi tha canh tranh.

- Banh bai dobi thu canh tranh trong linh vuc cd tinh chat quyét dinh nhat.
¢) Doanh nghiép (company): lgi nhuan lau dai

- Pat dudc Igi nhuan cao.

- Bao dam duy tri muc Igi nhuén lau dai.

3. Phat trién Marketing Mix

- Nhi*tng ngudi lam Marketing s dung nhiéu cong cu nham khai day nhiing
dap ’ng mong muon tu khach hang muc tiéu. Nhirng cong cu nay hinh thanh nén
Marketing hdn hgp (Marketing mix).

- Cac cdng cu marketing cu thé (4P):



San pham
K&t hgp “san pham - dich
vu” doanh nghiép dua ra
thi trudng muc tiéu

Gia
S6 tién ma khach hang
phai tra dé€ cé dudc san
pham

Thi trudng muc tiéu
Dinh vi mong mudn

Phan phoi
Hoat dong cua doanh

Xic tién
Hoat dong thuyét phuc
thi trudng muc tiéu mua nghiép lam cho hang hda

san pham ludn cé san

- TU quan diém cta ngudi mua, mdi cdng cu Marketing dugc thiét k& tuong
rng vdi cac Igi ich cho khach hang (4C):
4 P’'s & 4C's cua Marketing Mix

4 P’'s 4 (C’'s

San pham (Product) Gia tri cho khach hang (Customer value)

Gia (Price) Chi phi cua khach hang (Cost to the Customer)
Phan phdi (Place) Su tién Igi (Convenience)
Xuc tién  (Promotion) || Truyén thong (Communication)

4. Quy trinh quan tri Marketing

oo ke TO chrc,
Phan tich co Nghién ctu Thiét ké hap he thuc hién
hoi va chon lua chién lugc ) oac ' ) va kiém soat
Marketing thi trudng Marketing chuang Frln cac no luc
Marketing .
Marketing




CHUONG II:
PHUONG PHAP PHAN TICH THI TRUONG

I. QUAN TRI THONG TIN MARKETING
1. Tam quan trong cua thong tin
- Doanh nghiép can thong tin vé:
e M0Gi trudng marketing.
e Canh tranh.
e Nhu cau khach hang.

- Nha quan tri khdng can nhiéu théng tin ma ho can thong tin hiu ich.

2. Hé thong thong tin Marketing (MIS)
a) Khai niém:

Hé thdng thdng tin Marketing bao gdbm con ngudi, cdng cu va tha tuc dé thu
thap, phan loai, phan tich, danh gia va phan phdi thong tin can thiét, kip thdi va
chinh xac cho ngudi ra quyét dinh.

- Hé thdng thong tin Marketing gidp nha quan tri:

e Danh gia nhu cau théng tin.
e Phat trién thdng tin can thiét.
e Phan phdi thong tin.

- Trudc hét, hé thong sé tuang tac véi nhirng nguGi si dung thong tin nay_cac
nha quan ly Marketing, cac dbi tac bén ngoai, ndi bd va nhitng doi tac khac can
théng tin Marketing d& danh gid nhu ciu thdng tin. Tiép dén, nd s& phat trién
thong tin can thiét tu nguon thong tin ndi bd, tUr cac hoat ddng tinh bao
Marketing va nghién clu Marketing. Sau dd, gilp ngudi si dung phan tich thong
tin d& cd thdng tin ding ki€u dé hé trg ra quyét dinh va quan tri m&i quan hé
khach hang. Cudi cung, hé thong thong tin Marketing phan phdi thong tin
Marketing va gilp cac nha quan ly stif dung chdng khi ra quyét dinh.
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CAC NHA QUAN TRI MARKETING VA NHUNG NGU'OT SU DUNG THONG TIN KHAC
Phéan tich Hoach dinh Thuc hién T6 chirc Kiém tra
A A
HE THONG THONG TIN MARKETING
—— Phat trién thong tin —
Panh gia Phan phoi va
nhu cau > —— — > str dung
théng tin Thong tin R Phan tich théng tin
noi bo thong tin
A A
A 4 \ 4
Tinh bao | Nghién clu
Marketing Marketing
A A
Y Y
MOI TRUONG MARKETING
Thi trudng Kénh Da6i tha Cong ching Moi trudng
Marketing canh tranh vi m6 muc tiéu

b) Chirc nang cua hé thong thong tin Marketing:

- banh gia nhu cau thong tin:

MOt hé thong thong tin t6t can dobi gilra nhitng thong tin ma ngudi sur dung

mong mudn va nhitng thong tin ho that su’ can va nhitng gi ma doanh nghiép cé

thé cung Ung.

- Phét trién théng tin:

Théng tin nha quan tri can ¢ thé thu dugc tur:

e Thong tin nGi bd: tap hgp thong tin tir cac phong ban chirc ndang trong

doanh nghiép.

Vi du: B phén k& todn chudn bij cac bdo cdo tai chinh va cac két qua

ban hang, chi phi va ngan quy chi tiét. Bao cao cia bo phan ban hang

vé phan (’'ng cla cac nha phan phdi va cac hoat dong clia doi thu canh

tranh. B6 phan Marketing cung c8p thdng tin v& cac bién nhan khau

hoc, tam ly khach hang, hanh vi tiéu dung ...
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e Tinh bdo Marketing: thu thap va phan tich cac théng tin céng cong vé
moi truGng Marketing va doi thu canh tranh.

Muc ti€éu cta tinh bao Marketing la nham cai thién viéc ra quyét dinh
chién Ilugc, danh gia va theo doi cac hoat dong cua cac déi tha canh
tranh va cung ’ng moét cach s6m nhat cac bao dong vé cac cg hoi va
de doa.

Tinh bdo hdp phap va bat hop phap: hgp phap — tim hiéu, mua théng
tin tur nhirng nguon chinh thdng nhu bao, dai, dai ly, nha cung cép, ...
B3t hop phap — nghe Ién, dn cdp, cai gian diép, mua chudc, ...

e Nghién ctru Marketing: thiét k&, thu thap, phéan tich va bao cdo dir liéu
vé tinh huéng Marketing ddc biét ma doanh nghiép dang doi mat.

- Phan phai thong tin:

Théng tin Marketing khdng cd gia tri cho dén khi nd dugc st dung dé ra cac
quyét dinh Marketing t6t hon. Do do, hé thong thong tin phai lam cho cac thong
tin trd nén san c6 d6i v4i cadc nha quan tri va nhitng ngudi ra quyét dinh
Marketing hodc quan hé vdi khach hang hang ngay. Thong tin dugc phan phdi
ddng ldc dén dung ngudi dang can:

e Phan phdi thong tin déu dan cho viéc ra quyét dinh co6 nghia la cung
cap cho cac nha quan tri véi cac bao cado thanh tich thudng ky, tinh bao
cap nhat va bao cao vé két qua cua cac nghién clu.

e Phan phdi thong tin dot xuat cho nhitng trudng hgp dac biét va cac
quyét dinh ngay lap tlc.

Vi du: Mot nha quan tri ban hang c6 van dé véi mot khach hang 16n cé
th€ mubn mét ban tém tdt vé doanh sd va Igi nhudn trong ndm qua.
Hay mot nha quan tri clra hang ban 1& d& hoan thanh mdt san pham
ban chay nhat cd th€ mudn biét mirc tdn kho hién tai trong cac clra
hang khac....

II. QUY TRINH NGHIEN CUU MARKETING

* Phudng phap thuc hién:

Bugc 1: Hinh thanh nhu cau nghién cltu Marketing:

Theo ddi moi trudng xung quanh lién tuc bang hé théng thong tin Marketing
hay dua trén bao cdo tai chinh va thong tin phan hoi cia khach hang.

=> CO can nghién clru Marketing hay khong?

Budc 2: Xac dinh van dé nghién clu:
12



- Lam rd cac biéu hién cua van dé.

- Liét ké cac nguyén nhan tao ra cac biéu hién dé.

- Liét ké cac giai phap c6 thé dé giai quyét van dé.

=> L6 hdng thong tin: van dé nghién clu.

Budc 3: Xay dung muc tiéu nghién clu:

- Muc tiéu cua nghién clu tham do, kham pha la thu thap nhitng thong tin so
cap giup xac dinh van dé va ggi y cac gia thuyét.

- Muc tiéu clia nghién ctu mo ta la mé ta su’ viéc nhu tiém ndng cla thi
trudng déi vdi san phdm hodc céac bién s6 nhan khiu hoc va thai dd cia khach
hang khi mua san pham.

- Muc tiéu nghién cttu quan hé nhan qué la kiém dinh cac gia thuyét vé mdi
quan hé nguyén nhan két qua.

Budc 4: Xac dinh dang nghién clu:

- Nghién c(ru tham do, kham pha.

- Nghién ctru mo ta.

- Nghién c(tu nhan qua.

Budc 5: Xac dinh loai thong tin va ngudn gbc thong tin can thiét:

S6 liéu thr cap bao gom nhitng thong tin da c6 trong mét tai liéu nao do, da
dugc thu thap cho mét muc dich khac.

- Thong tin thd cap:

e Thong tin ndi bo.
e Thong tin bén ngoai.

S0 liéu sa cap bao gom nhitng thong tin goc dugc thu thap cho muc dich nhat
dinh.

- Thdng tin sa cap: ddc diém dé chon lua ngudn thdng tin.

e Tinh phu hgp vGi muc tiéu nghién clu.
e Tinh hién hitu.
e MUrc tin cay cua thong tin.
e Tinh cap nhét cua thong tin.
e TOc do thu thap.
e Tinh kinh té trong thu thap.
Budc 6: Xac dinh phuang phap truy cap thong tin:
- Ky thuat thu thap thong tin thr cap:
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e HO sd ghi chép clia doanh nghiép, nhan vién ban hang, hé thong théng
tin Marketing.

e Tim ki€m trén internet, cg s3 dir liéu trén CD-ROM.

e Tim ki€ém thong tin trén bdo, tap chi va cac cg quan cua chinh phd.

- Ky thuat thu thap thong tin sa cap:

e Quan sat: nhitng s6 liéu mdi cd thé thu thdp bang cich quan sat cac
nhan vat va khung canh tugng ng.

e Diéu tra:

= Phong van truc ti€p: tay doi, nhom.
= Phdng van gian ti€p: phdng van bang dién thoai, phdng van qua
thu, phong van trén mang.

e Nghiém clu thr nghiém: nghién cfu thuc nghiém doi hoi phai tuyén
chon cac nhém d6i tugng tucong xirng, x&r ly cac nhdm dé theo nhirng
cach khac nhau, khéng ché cac bién ngoai lai va kiém tra xem nhiing
sai léch trong cac két qua quan sat dugc cd y nghia thong ké khong.

Budc 7: Thiét k€ hinh thirc thu thap thong tin:

- Hinh thdc cau hoi.

- C4c codng cu ho trg.

Budc 8: Hoach dinh mau va quy md 1y mau:

- Pam dong.

- Don vi mau: Ai 13 ddi tugng diéu tra? Ngudi nghién clru Marketing phai xac
dinh céng chiing muc tiéu s& dugc chon lam mau.

Mau & mot tap hgp nho dién hinh va dugc rdt ra tir ddm dong.

- Quy md mau: ¢ bao nhiéu phan tir dugc nghién clru. Cac mau 1n cho két
qua dang tin cdy hon so v8i mau nhd. Tuy nhién khong nhéat thiét phai 18y toan bd
hay mot phan 16n s6 cong chiing muc tiéu 1dm mau thi méi cd dugc nhitng két
qua tin cdy. Nhitng mau dudi 1% s6 cdng ching thudng da cho két qua kha tin
cay, mién 13 quy trinh 18y mau cé thé tin cdy dudc.

- Cach chon mau:

P& cd dugc mot mau cd tinh dai dién, phai I8y mau xac suét trong cong
chling. Viéc 18y mau xac suat cho phép tinh todn nhing gigi han tin cdy cho sai s6
I&y mau. Ba kiéu 18y mau xac sudt bao gom: mau don ngau nhién, mau phan I8p
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