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LOI GIOI THIEU

Pé cung cap kién thirc vé phuong phép truyén thong, giao duc stc khoe cho sinh
vién Dugc, va 1a khéi kién thirc quan trong trong qua trinh ddo tao nhan luc Duoc, gido
trinh Marketing dwgc dugc bién soan voi myc dich trang bi kién thirc co ban vé cac
khai niém truyén thong marketing, phuong phap truyén thong, tng dung marketing.
Ngoai ra, sinh vién sau khi hoc c6 thé hiéu va 4p dung duoc vao thuc té sau nay.

No6i dung gido trinh c6 nhiing ndi1 dung chinh nhu sau:

- Pai cuong vé marketing.

- Chinh sach marketing.

- Ung dung chinh sach marketing.

Gido trinh bién soan véi sy dau tu va chinh chu hét murc ¢6 thé nhung van kho
tranh khoi nhiing sai sot trong qua trinh bién soan. Nhom tac gia rat mong nhan duoc
nhirng ¥ kién dong gop cua cac chuyén gia, cac ddng nghiép, cac doc gia dé gido trinh
hoan thién hon trong lan ban hanh sau.

Xin cam on Céac co quan lién quan, cac don vi va ca nhan da tham gia.
Can Tho, ngay 25 thang 01 nam 2024
Hiéu trudéng
(daky)

DSCKII. Nguyén Vin Anh



LOI NOI PAU

Thuc hién sy chi dao cia Ban Gidm hi¢u Truong Trung cép Qué)c té Mekong,
B6 mon Khoa hoc co ban td chire bién soan cudn gido trinh Marketing dwge, dung
cho trinh d¢ trung cip vai cac doi tuong cua Truong;

Marketlng dugc trinh d6 trung cap co thé gitip ngudi hoc ndm bat duoc mot cach
c6 hé théng nhimng kién thirc co ban vé mén hoc v6i muyc tiéu:
DPai cuong vé marketing.
Chinh sach marketing.
Ung dung chinh sach marketing.
Trong qua trinh bién soan, mic du di c6 nhiéu cd ging, song khé tranh khoi nhiing
thiéu sét ca vé hinh thirc 13n ndi dung. T6 bién soan mong nhan duoc nhing y kién
dong gop xay dung cia gido vién va hoc sinh dé gido trinh Marketing dwoc ngay
cang hoan thi¢n hon./.

TM. To bién soan
(@ k)

Ths.DS Phung Phat Nguyén
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KHOA DUQC

GIAO TRINH MON HOC

Tén moén hoe: MARKETING DUQC
Ma& mon hoc: MH15
Vi tri, tinh chat, y nghia va vai tro ciia mon hoc
[ Vi tri: Mon Marketing Dwoc 13 sy két hop giita tu duy marketing va
linh vuc thude, dugc ph'fim dé c6 duoc mot chién luoc quang cao, truyén thong
pht hop, phét trién lau dai va bén vitng. Ngoai ra, nhitng thong tin khi quang céo,
marketing ciing doi hoi do chinh xac cao, tinh khoa hoc, dung dén nhim mang
dén nhirng san phim thudc, dugc pham an toan va hiéu quéa cho ngudi st dung.
- Tinh chét: La mdn hoc bt budc.
Muc tiéu caa mon hoc
— V& kién thirc: Trinh bay duoc mot s khai niém co ban trong truyén
théng; Liét ké va trinh bay dugc ndi dung cua marketing duoc va ung
dung.
— Vé k¥ niang: Van dung duoc marketing duoc dé tao chién lugc phu
hop.
— V& nang lyc tu chu va trach nhiém: Nang cao y thic vé tam
quan trong cuaa cong tac truyén thong.
NGi dung cua mon hoc
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GIAO TRINH MARKETING DUGC KHOA DUGC

) 'CHUONG 1: MARKETING PAICUONG
BAI 1: KHAI NIEM, VAI TRO VA QUA TRINH PHAT TRIEN CUA
MARKETING

MUC TIEU:
Sau khi hoc xong bai nay hoc sinh phai trinh bai dugc:
1. Mot s6 khai niém vé marketing
2. Vai tro cua marketing
3. Qua trinh phat trién cia marketing

NOI DUNG:
1. Mt s6 khai niém vé marketing

Thuat ngit marketing dugc st dung lan dau tién vao nim 1902 trén giang
duong truong Dai hoc Michigan 6 My, dén nam 1910, tét ca cac truong Dai hoc tong
hop & My bét dau giang day moén hoc nay. Suot trong gan nira thé ky, marketing chi
dugc giang day trong pham vi cac nudc nodi tleng Anh. Mii dén sau ch1en tranh thé gioi
lan tht hai, vao nhitng nim 50 va 60 cua thé ky XX, né moi dugc truyen ba sang Tay
Au va Nhat Ban. Qua trinh qudc té hod ciia marketing da phat tr1en rat nhanh. Ngay nay,
cac doanh nghiép mudn kinh doanh dat hiéu qua kinh té cao déu can phai co sy hiéu biét
va van dung marketing hién dai.

- Pinh nghia tong quat vé marketing cta Philip Kotler: Marketing 1a mot dang
hoat dong ciia con ngudi nham thoa man nhitng nhu cau va mong muén ciia ho thong
qua trao doi.

Dinh nghia nay bao trum ca marketing trong san xuat va marketing xa hoi. Dé
hiéu ré hon v€ dinh nghia trén, chung ta nghién ctru mot s6 khai niém:

Nhu ciu (Needs): 1a mot cam giac vé su thiéu hut mot cai gi d6 ma con ngudi cam
nhan duogc. Vi du: nhu cau an, uéng, di lai, hoc hanh, giai tri... Nhu ciu nay khong phai
do xa hoi hay nguoi 1am marketing tao ra, Chung ton tai nhu mot bo phan cdu thanh
cua con nguoi.

Mong mudn (Wants) la sur a0 udc 6 duoc nhiing thir cu the dé thoa man nhimng
nhu cau sau xa. Mong muén cua con nguoi khéng ngung phat trién va dugc dinh hinh
bdi cac diéu kién kinh té, chinh tri, xa hoi... nhu truong hoc; nha tho, chua chlen gla
dinh, tap thé va cac doanh nghiép kinh doanh. Mong mudn da dang hon nhu cau rat
nhiéu. M6t nhu cau c6 thé c6 nhiéu mong mudn. Cac doanh nghiép thong qua hoat
dong marketing co thé dap ing cac mong mudn cua khach hang dé thyc hién muc tiéu
cua minh.

Trao doi 1a hanh vi nhan tr mot nguoi hodc mat td chic nao d6 thr ma minh
mudn va dua lai cho nguoi hoac t6 chirc mot thi gi do.

Trao d6i 1a qua trinh, chi xay ra khi c¢6 cac diéu kién:
- ft nhat phai c6 hai bén, mdi bén phai c6 mot thr gi d6 ¢ thé c6 gia tri véi
bén kia
- MJibén déu c6 kha nang giao dich va chuyén giao hang ho4, dich vu hoac
mot thir gi d6 cua minh
- Ma&i bén déu mong mudn trao ddi va c6 quyén tu do chap nhan hay khuéc
tir dé nghi cua bén kia, hai bén thoa thuan dugc nhiing diéu kién trao doi.
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""Marketing 12 qua trinh x4c dinh tham gia va sang tao ra nhu cdu mong mudn
tiéu thy san pham va t6 chuc tit ca ngudn luc cta cong ty nham lam hai 10ng ngudi tiéu
dung dé dat duoc loi nhuan hiéu qua cho ca cong ty va ngudi tiéu dung" (G. F. Goodrich
).

N6i chung c6 rat nhidu quan niém vé Marketing tuy nhién chung ta c6 thé chia
lam hai quan niém dai dién, d6 la quan niém truyén thong va quan ni¢ém hién dai.

Quan niém truyén thong Bao gom cac hoat dong san xuét kinh doanh, lién quan
dén viéc hudng dong san phim tir nha san xuat dén ngudi tiéu thy mot cach t01 uu.

Quan niém Marketing hién dai: La chitc ning quan Iy cong ty vé mit to chirc va
quan 1y toan b cac hoat dong san xuét kinh doanh, tir viée phat hién ra va bién strc mua
cua nguoi tiéu thu thanh nhu cau that sy vé mot san phém cu thé, dén viéc chuyén san
pham d6 t&i nguoi tiéu thu mot cach toi vu

Marketing la mot qua trinh quan ly mang tinh xa hoi, nho d6 ma cac ca nhan va
tap thé c6 duoc nhing gi ho can va mong mudn thong qua viée tao ra, chao ban va trao
d6i nhitng san pham c6 gia tri voi nhiing ‘nguoi khac.

Khai niém marketing nén duoc biéu hién r6 sy chi dan huéng dén con duong lap
ké hoach, gitip doanh nghiép phan tich, cuc dai hoa lgi nhuén va lam thoa mén nhu cau
tiéu thu san pham. Doanh nghiép ciing can quan tdm dén nhitng diém manh va nhiing
diém yéu cta no trong cac linh vuc chirc niang hoat dong khac nhu:san xuat, tai chinh,
k¥ thuat va nhan su. Cac ké hoach marketing can phai tao can bﬁng cac muc tiéu, nhu
cau tiéu thy va kha nang ngudn luc ciia doanh nghiép

2. Vai tro cua marketing

Mudn thanh cong trong kinh doanh, cac doanh nghiép va cac nha kinh doanh can
hiéu biét can k& vé thi truong, vé nhitng nhu cau va mong mudn cta khach hang, vé
nghé thuat rng xtr trong kinh doanh.

Ngay nay, cac doanh nghiép phai hoat dong trong mot méi trudng canh tranh quyét
liét va c6 nhitng thay d6i nhanh chéng vé khoa hoc — cong nghé, nhitng dao luat moéi,
nhitng chinh sach quan ly thwong mai méi va sy trung thanh cta khach hang ngay cang
giam sut. “Cac cong ty dang phai chay dua voi nhau trén mot tuyen duong voi nhiing
bién bao va luat 1¢ ludn thay d6i, khong co tuyén dich, khong c6 chién thang vinh ciru.
Ho budc phai khong ngirng chay dua va hy vong 1a minh dang chay theo ding hudng
ma cong chiing mong mudn”.

Marketing la mét b6 mon khoa hoc nghién ctru vé cac hoat dong kinh doanh c6
lién quan truc tiép dén dong chuyén vén cia hang hoa - dich vu tir noi san xuat to1 nguoi
tiéu diing, nham tim ra cac bién phap hitu hiéu dé bao vé, duy tri va phat trién thi trudng.

Marketing con ap dung trong nhiéu linh vyc xa hoi. Philip Kotler da viét: «
Trong thé gidi phtc tap ngay nay, tat ca chung ta deu phai am hiéu marketing. Khi ban
mot chlec may bay, tim kiém viéc 1am, quyén gép tién cho muc dich tir thién, hay tuyén
truyén mot y tudng, ching ta di 1am marketing... Kién thirc vé marketing cho phép xir
tri khon ngoan hon & cwong vi nguoi tiéu dung, du la mua kem danh rang, mot con ga
dong lanh, mot chiéc may vi tinh hay mot chiéc 6 t6... Marketing dung cham dén lgi ich
ctia mdi ngudi chung ta trong sudt ca cude doi™e.

Marketing ap dat rat manh mé& d6i véi long tin va kiéu cach song cua nguoi tiéu
dung. Vi thé, hitng nguoi kinh doanh tim cach dé lam thoa min nhu ciu mong mudn
clia nguoi tiéu ding, tao ra nhitng san pham va dich vu véi mirc gia ca ma nguoi tiéu
dung c6 thé thanh toan duoc.
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Pham vi sir dung marketing rt rong rai, marketing lién quan dén nhiéu linh vuc
nhu: hinh thanh gia ca, dy trit, bao bi dong goéi, xay dung nhan hi¢u, hoat dong va quan
1y ban hang, tin dung, van chuyén, trach nhiém xa hoi, lya chon noi ban 1€, phan tich
nguoi tiéu dung, hoat dong ban si, ban 1¢, danh gid va lya chon ngudi mua hang cong
nghiép, quang céo, mdi quan hé xa hoi, nghién ctiru marketing, hoach dinh va bao hanh
san pham.

3. Qua trinh phat trién ciia marketing

3.1 Cdc thoi ky phat trién ciia marketing

Ngudn gbe cua Marketing duoc 1an theo viée sir dung ngay tir ban dau cua con
ngudi dbi voi qua trinh trao ddi hang hoa.

- Nam 1650, 1an dau tién trén thé gi01, 6ng Mitsui-mot thuong gia ¢ Tokyo (Nhat
Ban) da co nhung sang kién lién quan dén hoat dong cia marketing nhu sau: Ong da
thiét ké va san xuét ra nhitng mit hang bén, dep cho khach hang. Ong da dé ra nhimg
nguyén tic lam vui long khach hang, khong dé ho thac mac, ho c6 quyén lwa chon khi
mua hang, khi d3 giao tién 14y hang réi ma van khong thich thi dwogc tra lai hang. Ong
thuong xuyén theo ddi va ghi chép can than dé biét mat hang nao ban nhanh va hang
nao r dong, tir 46 6ng d6i méi hang hoa dé phu hop véi nhu cau nguoi mua.

- Cyrus H.M.C Lormick (1809 - 1884) la nguoi dau tién & phuong TAy nghién
cliru marketing rat k§ ludng. Ong cho riang marketing 13 mot chirc ning tap trung va
thong nhat ciia cac cong ty thuong mai la mgt cong vi€e dac biét cua quan ly nham tim
ra va thu hat khach hang. Ong da sang tao ra nhiing cong cu co ban ctia marketing hién
dai nhu: nghién ctru va phan biét thi truong, ndi dung va co cAu cua thi truong, chinh
sach gia ca, chinh sach ban hang, xuc tién ban hang, tin dung,...

- Nam 1905, W.E Krensi d3 day mot khoa marketing cac san pham & truong Dai
hoc Téng hop Pennsylvania (M¥).

- Nam 1910, Ralph Star Butler da day mot khod " Phuong phap Marketing" &
truong dai hoc tong hop Wisconsin (M¥).

- Nam 1916, Cong ty cao su My da thanh lap phong nghién ctru Marketing. Nhiém
vu ctia phong nay 1a cung cp thong tin dé phong giao dich ban hang dugc dé dang. Sau
do phong Marketing dugc giao thém nhiéu nhiém vu nhu: Xuc tién ban hang, quang
c4o, xay dung chién lugc tiéu thu san pham, chinh sach gia ca, nghién ciru nhu cau khach
hang, bao bi...

- Marketing dung theo ¥ nghia ctia n xuat hién tir nhitng nam dau cua thé ky 20
& MY, phat trién tir cudc khing hoang kinh té thé gidi 1929 - 1932, dic biét sau chién
tranh thé gi6i thir hai.

Trong nhitng nam 30 va 40 cua thé ky 20, marketing va nhitng van dé ctia n6 da
xuat hién & chau Au. Nhiéu co s marketing dugc hinh thanh & Anh, Btc va nhiéu nudc
khéc. Muc dich chinh cua Marketing trong giai doan nay la hoan thi¢n nhirng phuong
phéap, k¥ thudt luu thong hang hoa. Chinh vi vy ma c6 moét thoi thuong mai va
marketing duoc st dung nhu nhiing tur dong nghia.

Su phtre tap cua san Xuat tiéu thy san pham trong nhitng nim 50 va 60, ciing nhu
su canh tranh gay gat ctia thi truong tu ban chii nghia cang lam ting vai tro, ¥ nghia ciia
marketing trong quan tri kinh doanh. Hang loat vién khoa hoc, co s& marketing, van
phong tu van duge thanh 1ap trong cac cong ty.
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Théi ky hoat Théi k3 Thon ky dau Thoi ky 18
ding san hoat déng cia Marketing chive
gudt béan hing tarketing
Céu ot I| i Cung vwot | Cung wirgt céu )
rung chu [ s Cung vwot ciu
Piiu ra dwoc Qué trinh Marketing 13 Sy hiéq bidt
mia' r@ng ban hi%iﬂg chikc néng troy Marketmg )
CJUaLL trong glﬁp du':"l: dflli két

So do 1.1. Céc thoi ky phat trién ciia Marketing

Vao nhing ndm 70, trong diéu kién canh tranh ngay cang gay gat, nhiém vu cia
marketing ngay cang phirc tap, linh vuc ap dung marketing ngay dugc mé rong. N6
khong chi dugc st dung trong cac xi nghi¢p, cong ty, ma con dugc su dung trong quan
Iy toan bo xa hoi tu ban. Nhiém vu chil yéu cta marketing trong giai doan nay 1a dam
bao dén mirc cao nhét loi nhuan doc quyén nha nuée, thong qua viéc st dung hoat dong
kinh doanh ning dong va cu thé cua cac xi nghiép, cong ty, tap doan.

Khai quat lai, sy phat trién ctia marketing da phai trai qua nhiéu giai doan dé
cudi cung dua dén hé thong marketing duoc hinh thanh vimng chéc hon trong thi truong
canh tranh va dugc tom tat qua so dé 1.1
3.2 Hoat djng bdn hang va nhitng triét I marketing

So d6 1.2 md ta su khac nhau gitta hoat dong ban hang va triét Iy marketing.
Marketlng tap trung vao sy phan tich nguoi tiéu dung va lam thoa mén ho, tac dong
tryc tiép trong kinh doanh str dung ngudn tai nguyén dé san xuét ra nhimng san pham va
dich vu ma khach hang doi héi, kich thich dén su thay ddi cua nhiing dac diém va nhu
cAu tiéu thy san pham ctia nguoi tiéu dung. Duéi goc do triét Iy marketing, thi hoat dong
ban hang duoc str dung dé nham tiép can nguoi tiéu ding va hiéu biét ho thém. Thuc
viy, van dé khong hai long cta nguoi tiéu dung sé dua dén sy thay d6i trong chinh sach
ctia cong ty tir d6 mang lai doanh s6 ban hiéu qua hon sau khi diéu chinh.

Marketing tim kiém nhtng sy khac nhau mot cach r6 rang trong thi hiéu ngudi
tiéu dung va tir d6 phat trién hoat dong 1am thoa man ho. Marketing dugc dinh huong
cho thoi gian dai, va muc ti€u dugc dinh ra nham lam tac dong dén muc tiéu tong thé
clia cong ty. Sau cing, Marketing xem xét nhu cau nguoi tiéu dung ¢ pham vi rong hon
1a pham vi nho hep.
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So dé 1.2. Hoat déng ban hang va Marketing
CAU HOI LUQNG GIA
Céau 1. Trinh bay khai niém marketing?
Céu 2. Trinh bay vai trd va sy phét trién ctia marketing qua cac thoi ky?

BAI 2: MARKETING HON HOP

MUC TIEU:
Sau khi hoc xong bai nay hoc sinh phai trinh bai duogc:

1. Khai niém
2. Thanh phan cua Marketing ’h(:)n hop (4P)
3. Nhiing yéu t6 anh hudng dén marketing hon hop

NOI DUNG:
1. Khai niém
Marketing hdn hop (marketing — mix) 13 sy phdi hop hay sap xép cac thanh phan
ctia marketing sao cho pht hop véi hoan canh kinh doanh thyc té cia mdi doanh nghiép
nham cing ¢ virng chic vi tri ctia doanh nghiép trén thuong truong. Néu su phdi hop
hoat dong nhitng thanh phan marketing dugc nhip nhang va dong bo thich tmg véi tinh
huéng cua thi truong dang dién tién thi cong cudc kinh doanh ciia doanh nghiép sé troi
chay, han ché sy xuat hién nhitng kha ning rii ro va do d6 muc tiéu s& dat duoc 1a loi
nhuén téi da. Nha quan tri tai nang 1a nha to chirc, didu hanh phdi hop cac thanh phan
marketing trong mot chién lugc chung dam bao thé chii dong v6i moi tinh hudng dién
bién phtrc tap cua thi truong.
2. Thanh phan ciia Marketing hdn hop (4P)
2.1. San phim (product):
San pham bao gdm san pham hitu hinh va dich vu (mang tinh chat v6 hinh). Noi
dung nghién ctru vé chinh sach san pham trong marketing gom:
- Xac dinh ching loai kiéu dang , tinh ning tac dung cua san pham
- Céc chi tiéu chét lugng
11
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Maiu sic san pham, thanh phan
Nhién hiéu san phdm

Bao bi san pham

Chu ky séng san pham

San phém moi

Thiét ké san pham phai dya trén co s¢ cua nhiing két luan nghién ctru thi truong
nham bao dam cung cap san pham thod méan nhu cau, thi hiéu va cac yéu cau khac xuat
hién trong qu4 trinh lua chon san phidm cho ngudi tiéu dung.

2.2. Gid cd (price): SO tién ma khach hang phai tra khi mua hang héa hoic
dich vu. Noi dung nghién ciru cta chinh sach gia trong hoat dong marketing gdm:

Lua chon chinh sach gid va dinh gia

Nghién ctru chi phi san xuét kinh doanh 1am co s& cho viée dinh gia
Nghién ctru gia ca hang hoa cung loai trén thi truong

Nghién ciru cung cau va thi hiéu khach hang dé c6 quyét dinh vé gia hop
ly

Chinh sach bu 16

Diéu chinh gi4 theo sy bién dong cta thi truong

2.3. Phdn phéi (place): La qué trinh dua hang hoa tir noi san xuat dén noi tiéu
dung qua hai dang: Cac kénh phan phéi va phéan phéi truc tiép. Noi dung nghién ctru vé
chinh sach phan ph01 trong marketing bao gom:

Thiét ké va lya chon kénh phan phdi hang hoa

Mang luéi phan phoi

Van chuyén va du trit hang hoa

T6 chirc hoat dong ban hang

Céc dich vu sau khi ban hang (1ip dit, bao hanh, cung cip phu tung...)
Tra lvong cho nhan vién ban hang

Trung bay va gidi thiéu hang hoa

2.4. Yém tro bdn hang (promotion): La tap hop nhiing hoat dong mang tinh chat
thong tin nham gy an tuong d6i véi ngudi mua va tao uy tin ddi véi doanh nghiép. N6
dugc thyuc hién thong qua nhitng hinh thirc nhu quang céo, chao hang, t6 chtrc hoi cho,
trién 1am, cac hinh thirc khuyén mii, tuyén truyén, c6 dong va mo rong quan h¢ voi cong
chung.... Nhitng hoat dong yém tro phai thich hop voi ting hoan canh, diéu kién cy the
nham hudng vao phyc vu ti da nhitng mong mudn cua khach hang. Vi vay, biét chon
lra nhing hinh thirc phuong tién thich hop cho ting hoat dong yém trg, tinh toan ngan
sach yém trg d6i vOi timg mat hang c6 tam quan trong dic biét trong kinh doanh. Chién
luoc 4P duoc tom tit theo so dd 2.1

12



GIAO TRINH MARKETING DUGC KHOA DUGC

Marketing hon hgp
e Thi treéng muc tifu
Chién leoe sin 4
ham Chién lroc phan
_=an pham da dang p}\lj
- Chit rong -Tao ra kénh |
Thiét é Chien Iwge gial | Chien hege xuc. [oao  frim o thi
-Dic ditm cd Gién trg ban | [UONE
_Tén nhin higu -Bang gia hang —than loai  thi
Baobidéng géi | [Cécchiftkhdu | [30ic tifn ban FHOME
Kich c&sanphim | | Mic hrong hang ‘XE\’-C dinh w1 tri tht
Dich vy sanphim | FThéi ky thanhl FQuang céo wong o
Doanh 56 T0an Mautn lee ban —Kiem tra ﬂ}\l tm’?ﬂg
- IMhitng hinh{ hang -Ttraﬂ _Ehuylin hang
thrc tin dung . Hoat déng quan hoa (glao thing)
he zd hot
SMdarketing  tnpc
Hép

So do 2.1. Chién lupc Marketing héon hop
3. Nhirng yéu t6 anh hwéng dén Marketing hdn hop

Hoat dong Marketing hon hop trong kinh doanh dugc biéu hién kha uyén chuyén
va linh hoat. Thyc vay, trong qua trinh van dung, co cAu cta marketing hon hop chiu
tac dong bai nhiéu nhan td chi phdi mang tinh quyét dinh, nhitng nhan té ay bao gom:

3.1. Uy tin va vi tri cua doanh nghiép trén thi truong: Tam ly mua hang cuia khach
hang thuong theo sy tin nhi¢m vé nhan hiéu san phém ma ho quen st dung. Sy tin nhiém
ctia khach hang d6i voi doanh nghiép thong qua san pham cang 16n thi uy tin va vi tri
cua doanh nghi¢p trén thi trudong cang cao.

Chang han, ciing mot loai san pham do hai cong ty san xuét ra; san pham cila cong
ty A c0 thé troi hon, gia ca c6 phan ré hon so voi san pham cua cong ty B song lai kho
ban, vi 1& tir 1au khach hang di quen ding san pham cua cong ty B nén san pham cia
cong ty nay san xuét ra dé dang chiém linh thi trudng manh hon san pham cta cong ty
A.

3.2. Tinh huong ciia thi trwong: Sy hinh thanh va chuyén hoa tir hinh théi thi
truong nay sang hinh thai thi trudng khac trong nén kinh té thi truong ddi véi mot loai
hang hoa nao do s€ tao nén nhirng tinh hudng kinh doanh khac nhau véi nhing g pho
khong gidng nhau gitra cac nha kinh doanh. Chang han, d6i v6i mot loai san pham o
giai doan nay nam trong hinh thai thi truong doc quyén, song & thoi ky khac co thé nam
trong hinh thai thi trudng canh tranh. Vi vay (mg véi timg tinh hudng cu thé cia thi
treong, doi hoi nha kinh doanh phai c6 nhitng ddi sach thich hop dé cho san phiam cia
minh tham gia vao thi truong vira dat duoc 191 nhuén vira thod man dugc nhu cAu.

3.3. Vong doi sdn phdam: Mot san pham tir khi xuét hién trén thi truong cho dén
khi rat khoi thi truong déu phai trai qua nhiing giai doan nhat dinh. No6i dung hoat dong
kinh doanh & mdi giai doan khac nhau déu khéng gidng nhau. Su nhan dinh sai vé giai
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doan cua vong doi san pham tat yéu dan dén viéc xay dung ndi dung hoat dong kinh
doanh khong dung va do d6 su thit bai 1a khong thé tranh khoi.

3.4. Tinh chit hang hod: Cin c(r vao tinh chat ciia mdi loai hang hoa ma nha
kinh doanh ¢6 cach t6 chuc nhirng hoat dong kinh doanh thich hop. That vay, néu to
chtrc kinh doanh mit hang thyc phdm, nhan vién ban hang khong can thiét phai am hiéu
ky thuat ché bién va mit hang duoc bay ban trong cic cira hang tong hop. Nguoc lai,
néu kinh doanh mat hang dién may doi hoi phai ¢6 cira hang chuyén dung va nhéan vién
gidi thiéu miat hang phai am hiéu k¥ thuit va cong nghé cua san pham.

CAU HOI LUQNG GIA
Cau 1. Trinh bay vé khai niém marketing hdn hop?
Cau 2. Trinh bay vé thanh phan ciia Marketing hon hop (4P)
Cau 3. Trinh bay vé nhitng yéu t6 anh huéng dén marketing hdn hop?
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BAI 3: HANH VI CUA NGUO1 TIEU DUNG

MUC TIEU:
Sau khi hoc xong bai nay hoc sinh phai trinh bai dugc:

1. Nhu cdu ciia nguoi tiéu diung
2. Bong co thuc day tiéu dung
3. Hanh vi ctia nguoi tiéu dung

NOI DUNG:

1. Nhu ciu ciia nguoi tiéu ding
Nguot tiéu dung dugc dét ¢ vi tri trung tdm cua hoat dong marketing. Mot trong nhiing
nguyén tic quan trong ctia san xuat kinh doanh 13 phai dap ing nhu cau ngudi tiéu dung.
Vi vay, nghién ciru nguoi tiéu dung s& gop phan thanh cong trong kinh doanh cta doanh
nghiép.

A céi
iy thé hién

Mhu cau dwoe tin trong

IThu cin giao tiép

Mhuy céu an todn

Hhu céu sinh hoc

So dé 3.1. Thdp nhu cau ciia A. Maslow
Nhu d3 néu ¢ trén: Nhu cau 1a mot cam giac vé su thiéu hut mot cai gi d6 ma con
nguoi cam nhan dugc.
Theo A. Maslow: nhu cau cia con ngudi dugc sip xép theo thtr bac, tir cip thiét
nhat dén it cp thiét, tuy nhién trong thyuc té khong phai lic nao ciing dung nhu vay.
2. Pong co thiic diy tiéu dung

Dong co la trang thai cang thang thuc ddy ca nhan lam mot cai gi d6 dé giam bot
cam giac thiéu thdn, tirc 1a ¢6 thé 1am thoa man mot nhu cau.

Ly thuyét dong co ctia Freud: nhitng luc luong tdm 1y thyc té dinh hinh hanh vi
clia con nguoi phan 16n 1 vo thire. Theo Freud, con ngudi da phai kim nén biét bao
nhiéu ham mudn trong qua trinh 16n 1én va chap nhan nhitng quy tac x4 hoi. Nhitng ham
mudn nay khong bao gior bién mat hodc bi kiém soat hoan toan. Chiing xuat hién trong
gidc mo, khi 15 161, trong hanh vi boc phat.

Ly thuyét dong co ciia Herzberg: ong da xay dung mot 1y thuyét "hai yéu to"
dé phan biét nhirng nhan t6 khong hai long va nhan t hai long.

DPong co thic day tiéu dung chung nhét 13 do nguoi tiéu dung c6 nhu cau can duoc
thoa méin. Pong co tich cuc s& thuc day tiéu ding, con dong co tiéu cuc s& 1a mot phanh
ham.

2.1. Péng co tich cwe: H. Joannis phan chia 3 loai dong co tich cuc thuc day tiéu
dung:

2.1.1. Pong co hwéng thu: D6 1a nhitng thuc ddy mua hang dé c¢6 dugc nhing
thl vui, hudng thu va tan huéng. Vi du: an uéng, giai tri, du lich, vui choi...
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2.1.2. Péng co vi nguoi khdc: D6 1a nhitng thiic ¢y mua nham lam viéce tdt, viéc
thién hodc tdng mdt céi gi d6 cho nguoi khac

2.1.3. Déng co tw thé hién: D6 1a nhitng thic ddy mua hang nham mudn thé hién
cho moi ngudi biét r& minh 13 ai. Vi du: mot so tré em hit thude 14 hodc udng ruou bia
mudn t6 ra minh ciling 13 nguoi 16n rdi. ..

2.2. Phanh ham

Dong co ti€u cuc 1a nhitng phanh ham lam cho nguoi tiéu dung khong mua hang
tu kim ché khong mua hang mic di ¢6 nhu cau vi nhiéu 1y do:

Chéat luong san pham dich vu kém

San pham khong dep, lac hau vé mot

Khong 1 vé chat luong san pham dich vu

Gi4 cao 1a mot phanh hiam 16n d6i voi nguoi tiéu dung

Phanh him vi 1y do bénh 1y, san pham, dich vu anh huéng khong tot dén
strc khoe.

Phanh hdm vi ly do ton giao.

3. Hanh vi ctia nguoi tiéu dung
Nghién ctru hanh vi cia nguoi tiéu dung 13 nham giai thich qua trinh mua hay
khéng mua mot loai hang héa nao d6. Trén co s nghién ciru ny, doanh nghiép c6 thé
dé ra chinh sach ‘marketing hop 1y trong san xuat kinh doanh ctia minh.
3.1. Cac yeu 10 dnh hwong hanh vi nguoi tiéu diung
Thyee té chi ra rang c6 rat nhiéu yéu té anh huong quyét dinh ciia con nguoi lién
quan dén viéc mua hang. Hanh vi ciia nguoi mua hang khéng bao gio don gian;
tuy nhién viéc am hiéu hanh vi ciia nguoi mua hang lai la mot nhiém vu vo cung
quan trong doi véi nhitng ngueoi lam marketing. Nhiém vu cia nguoi lam
Marketing la hiéu dwoc diéu gi xdy ra trong y thike ciia ngwdi mua giiva lic cdc
téc nhan bén ngoai bdt dau tac déng va lic quyét dinh mua. Ta sé tdp trung vao
nhitng ddc diém cia ngueoi mua: van hod, xd hoi, cd nhdn va tam 1y anh huong
dén hanh vi mua sam . Hanh vi mua sam cia nguoi tiéu ding dwoc mé ta qua

bang 3.1:
Bang 3.1 Mo hinh hanh vi cua nguoi tiéu dung
Cactac | Cactac | Pic | Qua trinh quyét | Quyét dinh caa
nhan nhan diém | dinh cia nguoi nguwdi mua
marketing | khéac nguoi mua
mua
- San phém -Kinh t& |- Van - Nhén thtc van | - Lya chon
- Gia -Cong | hoa de san  pham
- Pia diém nghé - X3 hoi | - Tim kiém thong | - Lua chon nhan
-Codong |- Chinh|-Ca tin hiéu
tri tinh - Banh gia - Lua chon dai ly
- Vian | -Tamly | - Quyét dinh - Pinh thoi gian
hoa - Hanh vi mua | mua
sdm - Pinh s6 luong
mua
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3.1.1 Cdc yéu t6 vin hod
Céc yéu to van hoa c6 anh huong sau rong nhat d6i voi hanh vi ciia ngudi tiéu
dung. Vai trd ciia nén van hod, nhanh vian hoa va giai tang xa hoi noi nguoi tiéu dung
can dugc nghién ctru vi cac yéu td nay 1a mot bo phan khong tach roi ciia moi trudng
van hod. Vin hoa 1a nguyén nhan cin ban dan dén nhu ciu va hanh vi cia mot ngudi.
Bang 3.2 Nhitng yéu t6 anh huong dén hanh vi mua sdm

1.1.1.1.1.11 va
n
hod
Nén vin hod 1.1.1.1.1.1.2 X
a
hoi
Nhanh van hoa Nhom tham | 1.1.1.1.1.1.3 Ca
khao nha
Tang 16p x4 hoi n
Gia dinh Tudi va giai 1.1.1.1.1.1.4 Ta
doan cua chu ky m ly
Vai trd va dia vi | song bong co Nguo
Nghé nghiép Nhan thire I mua
Hoan canh kinh | Hiéu biét
té Niém tin va thai
Lbi séng do
Nhan cach va tu
y thirc

Moi nén vin hoa bao gom cac nhém nhé hon, hay cac nhanh vin hoa tao ra
su x4 hoi hod va dic diém c4 nhan rd nét hon cua cac thanh vién trong nhom. Co bon
loai nhanh vin hod 16n nhét 1a: dan toc, ton gido, ching tdc va cac nhom céd xuat xir
tir tir cac ving dia 1y nhat dinh. Tang 16p xa hoi: bao gdm nhiing thanh vién c¢6 chung
nhing gid tri, mdi quan tdm va hanh vi.

3.1.2. Nhitng yéu t6 xd hji

Hanh vi cia ngudi tiéu dung con chiu anh hudng cia cac yéu té xa hoi nhu cac
nhém lién quan, gia dinh, vai tro va dia vi xa hdi. Nhitng nhoém c6 anh huong truc tiép
hodc gian tiép dén thai do va hanh vi cia mot nguoi nao d6 dugc goi 1a nhém lién
quan (nhém tham khao).

Céc thanh vién trong gia dinh ngudi mua c¢6 anh huong manh mé dén hanh vi
mua sam ctia nguoi do.

Quyet dinh cua nguoi mua con chiu anh huong cua cac yéu té dic diém c4
nhan bao gom tu01 tac va giai doan cua chu trinh do1 song, nghé nghiép, hoan canh kinh
té, phong cach séng, nhan cach va 18 séng ciia con nguoi

3.1.3. Nhitng yéu té tam 1y

Sy Iyra chon ctia ngudi tiéu dung khi mua sdm con chiu anh hudng ctia nhitng yéu
t6 tam 1y.

3.2. Nghién ciru qud trinh quyet dinh mua sim

Hoat d6ng marketing cn chu § y dén toan bd qua trinh mua sim cua khach hang
chtr khong phai chi riéng khau quyét dinh mua ctia ho. Nhiing giai doan ctia qua trinh
quyét dinh mua sdm duoc biéu hién so d6 3.2 :
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Tim kigm Ea_nh Q.El CArC .......................................... — :
. o tin ™ nhirong Elnfgiai || CJuyet dinh L . HAanh 1?1
phap NA. A hiu mai

So dé 3.2. M6 hinh 5 giai doan cia qud trinh mua sam

Sy hiéu biét vé nhu cau cua khach hang va qua trinh mua hang cua ho 1a co sé dam
bdo cho cac hoat dong marketing dat dugc thanh cong. Qua viéc phan tich qué trinh
tam 1y ctia khach hang tir lic ¥ thire nhu cau, khao sat thong tin, danh gia phuong an lua
chon dén khi di dén quyét dinh mua sdm va dugc biét dén mat hang nha tiép thi c6 thé
thu luom duoc nhiéu thong tin dé xac dinh chwong trinh marketing hiru hiéu dap ung
nhu cau khach hang ddi véi thi trudng muc tiéu ctia doanh nghiép.
CAU HOI LUQNG GIA

Céau 1. Trinh bay Ve Nhu ciu cia nguoi tiéu dung?

Céau 2. Trinh bay Ve DPong co thuc day tiéu dung?

Cau 3. Trinh bay vé Hanh vi ctia ngudi tiéu ding?
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BAI 4: PHAN KHUC THI TRUONG VA LUA CHON THI TRUONG MUC TIEU

MUC TIEU:
Sau khi hoc xong bai nay hoc sinh phai trinh bai dugc:

1. Khai r}iém
2. Uu diém cua phan khuc thi trudng
3. Lya chon thi truong muc ti€u

NOI DUNG:

1. Khai niém

“Thi truong 13 tdp hop cac c4 nhan va to chuc hién dang c6 nhu ciu mua va c6
nhu cau doi hoi can duoc thoa man” (Philip Kotler).

Phan khuc thi truong hodc cat lat thi truong : 1a tién hanh phan chia thi truong
thanh nhitg bo phan ngudi tiéu dung theo mot sb tiéu chuan nao do trén co sd nhiing
quan diém khac biét vé nhu cau, vi du phén chia theo lira tudi, theo giéi tinh, theo thu
nhap, theo nghé nghiép, theo noi cu tri. ..

Khuc thi truong 1a mot nhém nguoi tiéu ding c¢6 phan tng nhu nhau d6i véi
cung mot tap hop nhitng kich thich ctia marketing.

Thuc chit cta phan khic thi truong 13 tién hanh phén chia thi trudng thanh mot
s6 don vi nho (doan hay khuc) khac biét nhau. Mdi doan thi truong co tinh chat dong
nhat. Qua phan khuc thi truong, cac doanh nghiép moi co the xay dung chién lugc
marketing mot cach phu hop. Phan khtc thi truong la Van dé song con cua cac doanh
nghiép c6 san phim canh tranh. Doanh nghiép mudn ton tai va phét trién can da dang
hoa cac loai san phém, dich vu cua minh, dap irng cac nhu cau muén vé cua cac nhom
khach hang khac nhau.

Thi truong rat da dang, c6 thi truong don doan, ¢ thi truong da doan. Doanh
nghiép c6 thé khong can phan khuc thi truong khi cac chinh sach marketing khong can
phan biét d6i v6i cac nhom khach hang, khi san pham, dich vu ctiia doanh nghiép dap
g moi nhu cau cho moi nguoi tiéu dung. P6 14 nhitng san pham it c6 sy phan biét cua
cac nhém khach hang nhu : bt my, duong, mudi, cat va sit thép xay dung..

‘Doanh nghiép c6 thé chi dua ra mot loai san pham cho mot doan thi truong, nhu
san xudt mot loai stra cho mot lira tu01 héng RollsRoyce chi san xuat loai 6 t6 cao cap,
sang trong; hing Porsche chi san xut 6 to thé thao...

Khoéng phai tit ca cac phan doan thi truong déu hitu ich nhu nhau, chiang han
nhu khong can thiét phai phan biét nam hay nir khi ding thudc khang sinh hay thudc tri
nhirc dau, néu ca hai nhém nguoitiéu dung nay phan tng nhu nhau ddi véi nhitng kich
thich cia marketing. Tuy nhién, nhitng ngudi tiéu dung lya chon thude tac dung manh
nhat khong phan biét gia ca tao thanh mot doan thi truong. Poan thi truong khac gdm
nhing ngudi quan tam trudchét dén gia ca. Can phai vach rd ranh gidi clia tat ca nhiing
doan thi trudng muc tiéu bang cach mé ta chiing trén co s& nhimg dic diém khac nhau
vbn c6 cta ching dé danh gia mic d6 hap dan cua timg doan thi truong va dé ra chién
luge marketing phtt hop v6i mdi phan khic.

2. Uu diém ciia phan khic thi truong
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- Doanh nghiép nao tién hanh phan khic thi trudng va nghién ciru ty mi cac doan
thi truong s€ c6 mot vi tri manh hon so vdi cac ddi thu canh tranh

- Nghién ctru ty mi cac doan thi truong doanh nghiép s& dé ra chién lugc marketing
dung din.

- Céc hoat dong marketing c6 hiéu qua hon ¢ mdi doan thij trudng da dugc nghién
clru siu sic.

- Céc doanh nghiép c6 thé dong thoi két hop nhiéu tidu chuan dé tién hanh phan
khuc thi truong.

3. Luwa chon thj trwong muc tiéu

Thi truong myc ti€u bao g@)m mot nhom khach hang (c4 nhan va td chirc) ma
chuong trinh marketing ctia ngudi ban hang hoa nham vao. Mot doanh nghiép co thé co
mot hay nhiéu thi truong muc tiéu.

Viéc luya chon cac doan thi truong muc ti€u can tinh dén céc yéu t sau day:

3.1. Kha nang tai chinh ciia doanh nghiép: Néu kha ning tai chinh c6 han thi
hop 1y nhat 13 tap trung vao mot doan thi trudng nao d6 (chién lugc marketing tap
trung).

3.2. Diic diém vé san phdam: doanh nghiép co thé chiém linh tat ca doan thi truong
(chién lugc marketing khong phan biét) voi nhirng san pham don diéu nhu tri buoi hay
thép. D6i v6i miat hang c6 thé khac nhau vé két cdu nhu: may anh, 6 t6, xe may... thi
chién lugc marketing tap trung hay con goi la chién lugc marketing c6 phan biét 1a phu
hop hon.

3.3. Chu ky séng san pham

Khi doanh nghiép dua mot san pham méi ra thi truong thi chi nén chio ban
theo phuong an san phdm méi, c6 thé sir dung chién lwge marketing khong phan biét
hay marketing tap trung.

3.4. Mirc dp dong nhit ciia thi truong
Néu ngudi mua déu co thi hiéu nhu nhau thi ho s& mua cing s6 luong hang hoa
trong cing mot khoang thoi gian va phan tng nhu nhau d6i v6i nhitng kich thich vé
marketing thi nén str dung chién lugc marketing khong phan biét.

3.5. Nhitng chién lwoc marketing ciia doi thii canh tranh: néu cac doi tha canh
tranh tién hanh phan doan thi truong va co chién luoc marketing phan biét cho mdi doan
thi trudng thi viéc st dung chién lugc marketing khong phan biét co thé s& tht bai.
Nguoc lai, néu cac d6i thu canh tranh sir dung chién luge marketing khong phan biét thi
doanh nghiép c6 thé sir dung chién luoc marketing phan biét hay chién lugc marketing
tap trung.

CAU HOI LUQNG GIA
Cau 1. Trinh bay vé Khai niém phan khiic thi truong va lya chon thi trudng muc
tiéu?
Cau 2. Trinh bay vé Uu diém cta phan khiic thi truong?
Cau 3. Trinh bay vé viéc Lua chon thi trudng muyc tiéu?
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