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1. Nhirng khai niém cét 16i cia marketing

C4 nhiéu cach dinh nghia Marketing khac nhau. Marketing 1a qua trinh t6 chic
luc lugng ban hang nham ban dudc nhitng hang hda do cbng ty san xudt ra.
Marketing 1a qud trinh quang cdo va ban hang. Marketing 1a qué trinh tim hiéu va
théa man nhu céu cua thi trudng. Hay Marketing la lam thi trudng, nghién clu thi
trudng dé& thda man nd. Ching ta cling cé thé hiéu rang Marketing la cac cd ché kinh
t& va xa héi ma cac t6 chlic va cd nhén s dung nhadm théa man nhu ciu va mong
mudn ciia minh théng qua quy trinh trao déi san phdm trén thj trudng.

Theo Philip Kotler thi marketing dugc hiéu nhu sau: Marketing la mét qua trinh
quan ly mang tinh x& hdi, nhd dé ma cac cd nhan va tip thé c6 dudgc nhitng gi ho
can va mong mudén théng qua viéc tao ra, chao ban va trao ddi nhirng san phdm cé
gia tri v&i nhitng ngudi khac.

Khai niém nay ctia marketing dua trén nhitng khai niém cét 16i: nhu cau, mong
mudn va yéu cau, san phadm, gid tri, chi phi va su hai long, trao déi, giao dich va cac
moi quan hé, thi trudng, marketing va nhitng ngudi lam marketing. Nhirng khai niém
nay dugc minh hoa trong hinh sau:

Mhu cau, San Gid tri, Trao ddi, giao Thi Marketing
mong muin pham chi phi dich wa cac trucing Y3 NoLoi
WA YELICEUT va suhai T mii guan hé - lam

long marketing




Nhu cau, mong muén va yéu cau

Tu duy marketing bat dau tir nhitng nhu cau va mong mudn thuc té cda con
ngudi. Ngudi ta can thic an, khéng khi, nudc, quan do va ndi & dé€ nuong than. Ngoai
ra ngudi ta con rat ham muodn dudc nghi ngdi, hoc hanh va cac dich vu khac. Ho
cling cé su ua chudng nhitng mau ma va nhan hiéu cu thé cua nhitng hang hod dich
vu cd ban.

Sé liéu thdng ké cho thay, trong mot ndm, 249 triéu ngudi My cé thé tiéu dung
hay sr dung 67 ty qua tring, 2 ty con ga, 5 triéu may say toc, 133 ty km hanh
khach du lich ndi dia bdng may bay va hon 4 triéu bai giang cla cac gido su dai hoc
Anh ng{t. Nhitng hang tiéu dung va dich vu nay dé ra yéu cau phai cé hon 150 triéu
tan thép, 4 ty tan bong vai va nhiéu loai tu liéu san xuat khac.

Can phan biét ro cac khai niém nhu cau, mong muén va yéu cau. Nhu cau cla
con ngudi la mot trang thai cdm gidc thi€u hut mot su thod man co ban nao dé.
NgugGi ta can cé thic an, quan ao, ndi &, su’ an toan, cla cai, su quy trong va mot vai
th& khac nita dé€ ton tai. Nhirng nhu cdu nay khéng phai do x& hdi hay nhitng ngudi
lam marketing tao ra. Chang tén tai nhu mot bd phan cdu thanh co thé con ngudi va
nhan than con ngudi.

Mong mudn la su ao udc cé dudc nhitng th cu thé d€ thod man nhitng nhu cau
sau xa han d6. MOt ngudi My cd nhu cau thdc an va mong muén c6 cé modn
hamburger, c6 nhu cau vé quan ao va mong mudn cé bo d6 Pierrre Cardin, cé nhu
cau vé su quy trong va mudn cé mot chi€c xe Mercedes. Trong mot xa hoi khac thi
nhifng nhu cau nay lai dugc thod man theo mdt cach khac: Nhitng ngudi thd dan Uc
thod man con ddi cta minh bang chim canh cut; Nhu cdu vé quan do bdng manh
khd; Su quy trong bdng mot chudi vong vé 6c dé deo cb. Mdc du nhu ciu cua con
ngudi thi it, nhung mong mudn cda ho thi nhiéu. Mong mudén clia con ngudi khdng
nglrng phat trién va dudc dinh hinh bdi cac luc lugng va dinh ché x3 hdi, nhu nha
thdg, trudng hoc, gia dinh va cac céng ty kinh doanh.

Yéu cau la mong muén cé dudc nhitng sdn pham cu thé dugc hdu thuldn cua
kha ndng va thai dé sdn sang mua ching. Mong mudn trd thanh yéu cau khi cé sic
mua ho trg. Nhiéu ngudi mong mudn cd mdt chién xe Mercedes, nhung chi cd mét sd
it ngudi co kha ndng va sdn sang mua kiéu xe dd. Vi thé céng ty khdng nhitng phai
dinh lugng xem cé bao nhiéu ngudi mong muén cé san phdm cua minh, ma diéu
quan trong han 1a phai dinh lugng xem cd bao nhiéu ngudi thuc su sdn sang va cé
kha nang mua né.



Nhitng diém khac biét néu trén da lam sang to nhitng y ki€n phé binh thudng
thdy cta nhitng ngudi Ién an marketing la “nhitng ngudGi lam marketing tao ra nhu
cau” hay “nhirng ngudi Iam marketing du dé moi ngudi mua nhirng th& ma ho khéng
mong muon”. Nhirng ngudi lam marketing khéng tao ra nhu cau, nhu cau da ton tai
trudc khi c6 nhirng ngudi lam marketing. Clung vdéi nhithg yéu t6 anh hudng khac
trong xa hdi, nhitng ngudi lam marketing cé tac ddong dén nhitng mong muén. Ho cd
vl y tudng la chiéc xe Mercedes sé thoa man nhu cau vé dia vi xa hdi cua con ngudi.
Tuy nhién nhitng ngudi lam marketing khong tao ra nhu cau vé dia vi xa hoi. Ho tac
ddng dén yéu ciu bang cach lam ra san ph&m thich hdp, hap dan, vira tui tién va dé
ki€m cho nhitng ngudi tiéu dung muc tiéu.

San pham

Ngudi ta thoda mé@n nhitng nhu cédu va mong mudn cla minh bdng hang hod va
dich vu. Thudt ngit san phdm & day dudc hi€u I1a ca hang hod lan dich vu. Ta dinh
nghia s&n pham |a bat cr thir gi c6 thé dem chao ban dé thod mén mét nhu cau hay
mong muén. Y nghia quan trong cta san phdm vat chit bt ngudn khdng phai tir
viéc sd hitu ching, ma chinh la tir viéc cé dugc nhitng dich vu ma chdng dem lai. Ta
mua mot chiéc xe khdng phai d& ngdm nhin nd ma vi né cung *'ng van chuyén. Ta
mua mot cai bép khdéng phai dé chiém ngudng ma vi né dam bao dich vu ndu nudng.
Vi vay cac san phdm vat chét thuc su 1a nhitng phuong tién ddm bao phuc vu chdng
ta.

Thuc ra thi dich vu con do nhitng yéu t6 khac ddm bdo, nhu con ngudi, dia
diém, cac hoat dong, t6 chirc va y tudng. Néu ta cam th8y budn thi ta cé thé dén
mot cau lac bd hai kich d€ xem mot dién vién hai biéu dién, gia nhdp cau lac bd ddc
than (t8 chirc) hay chdp nhan triét ly séng khac nhau (y tudng). Vi thé ta sé s dung
thudt ngl san phdm dé dm chi san phdm vat chat, san pham dich vu va nhiing
phuong tién khac cé kha nang thoa man moét mong mudén hay moét nhu cau. Do6i khi
ta cling s& s dung nhitng thudt ngit khac nhau thay cho san phadm, nhu hang ho3,
yé€u t6 thod man hay nguon tai nguyén.

Cac nha san xudt hay pham sai [dam la chd trong dén cédc san pham vat chét
clia minh hon 1a d&n nhitng dich vu ma nhitng san phdm d6 thuc hién. Ho chi nghi
dén viéc tiéu thu san phdm ch khéng phai viéc dam bao giai quyét mét nhu cau.
Thé nhung mot ngudi phu nit lai khong mua cuc sap mo6i, ma ba ta lai mua “mot
niém hy vong” lam dep cho minh. NguGi thg méc khéng mua moét cadi khoan, ma mua
mot 16 khoan”. D&i tugng vat chat chi 1a mdt phuong tién bao géi mot dich vu. Cong
viéc clua ngudi lam marketing la ban nhitng Igi ich hay dich vu chira dung trong
nhirng san phdm vat chat, ch(r khéng phai 1a md ta nhitng tinh chat vat ly cla chang.



Nhitng ngudi ban chi chi tdm dén san pham vat chdt ch& khéng phai nhu cau cua
ngudi tiéu dung la ngudi mac bénh “thién cdn marketing”.

Gia tri chi phi va su’ thoa man

Trong s8 rat nhiéu nhitng san phdm cé thé thod man mdt nhu cdu nhat dinh,
ngudi tiéu dung sé lua chon nhu thé nao? Gia s, hang ngay mot ngudi phai di lam
xa 3 ddm. CO6 mot s8 san phdm cd thé thod man dudc nhu cdu nay: patanh, xe dap,
xe gan may, 0 t6, taxi va xe buyt. Nhiing phucdng an nay tao nén mét tadp kha nang
lva chon san phadm. Gia s ngudi d6 mudn thod man mot sé nhu cau phu thém trén
dudng di 1am, cu thé 1a t6c dd, an toan, thoai mai va tiét kiém. Ta goi d6 la tdp nhu
cau. Bay gid thi mdi san pham cé mot kha ndng khac nhau dé thod méan nhitng nhu
cau khac nhau cia ngudi d6. Chang han nhu xe dap thi chdm hon, kém an toan va
ton suc hon la 6 t6, nhung lai ti€t kiém hon. DU thé nao di nita thi ngudi dé cling
phai quyét dinh san phdm nao s& dam bao thoa man nhu cau day du nhét.

Khai niém chu dao la gia tri d6i véi khach hang. Nguai dé sé danh gia kha nang
cla tirng san phdm thoa man tdp nhu cau ctia minh. Anh ta c6 thé x&p hang cac san
phdm tU loai thod man nhiéu nhu cdu nhat dén dén loai thoa man it nhu ciu nhat.
Gid tri 1a sy danh gid cua ngudi tiéu dung vé& kha ndng chung cua san pham thoa
man nh{tng nhu cau cda minh.

Ta c6 thé yéu cadu anh ta hinh dung nhitng ddc diém cta mdt san phdm ly
tudng dSi vai nhitng nhiém vu db. Anh ta c6 thé€ tra I8i rang san phdm ly tudng sé
dua anh ta dén chd lam trong gidy 14t v8i su an toan tuyét déi, khéng mat sirc va chi
phi bdng khdng. Khi dé gia tri cia mdi san pham thuc té sé phu thudc vao mirc dd né
gan véi san pham ly tudng dé.

Gia sUr rédng anh ta quan tdm hang dau dén t6c dd va su thoai mai khi di lam.
N&u anh ta dudc sir dung mién phi bat ky sdn pham nao trong sd dé, thi ta cé thé
dodn trudc dugc la anh ta sé chon 6 t6. Nhung bay gid mdi nay sinh vudng mac: chi
phi d& mua 6 td 18n hon nhiéu so v3i chi phi @& mua mdt chiéc xe dap, do dé anh ta
s& phai tir bé nhiéu th khac (cd gia tri) d€ mua & td. Vi thé anh ta s& xem xét gia tri
va gid ca cla san pham trudc khi anh ta chon. Anh ta s& chon san phdm nao tao ra
gia tri I6n nhat trén mot dong USD.

Cac nha nghién clru vé hanh vi cia ngudi tiéu dung ngay nay da vugt ra ngoai
khudn khé chat hep cua nhitng gia thuyét kinh t& vé cadch thirc ngudi tiéu dung xét
dodn gia tri va luva chon san pham.



Trao déi, giao dich va cac méi quan hé

Viéc con ngugGi c6 nhifng nhu cau va mong muén va cé thé gan cho cac san phdm
mot gia tri van chua noéi 1én hét dudc y nghia clla marketing. Markerting xuat hién
khi ngugi ta quyét dinh thod man nhitng nhu cdu va mong muén théng qua trao dai.
Trao d6i la mdt trong bén cach dé€ ngudi ta cd dudc cac san pham.

Cach th( nhét 1a tu sadn xudt. Ngudi ta c6 thé tu gidi quyét con déi bang cach
san ban, danh cad hay hai lugm trai cdy. Ho khdng can phai quan hé vdi bat ky ai
khac. Trong trudng hgp nay, khéng coé thi trudng va cling khong cé6 marketing.

Cach th( hai 1& cudng doat. Nhitng ngudi déi c6 thé cudp giadt hay danh cap
thdc an cdia nhirng ngudi khac. Nhirng ngudi khac dé khéng dugc Igi gi ngoai trir mot
diéu la khéng bi thuaong.

Cach th ba la di xin. Nhitng ngudi doéi cd thé dén xin ngudi khac thiric &n. Ho
khéng cé th( gi hitu hinh dé€ trao d6i, ngoai trir I8i cdm on.

Cach thr tu 14 trao d6i. Nhitng ngudi déi c6 thé dem dén ngudi khac tién, loai
hang hod khac hay dich vu dé déi 18y thic &n.

Marketing phat sinh tir phudng thic kiém san phdm th& tu nay. Trao déi la
hanh d6ng ti€p nhan mot san phdm mong mudn tir mdt ngudi nao d6 bang cach dua
cho ngudi dé nhitng th gi d4. Trao d6i la mot khai niém quyét dinh, tao nén mdng
cho marketing. Trao déi chi xay ra khi thod man du diéu kién sau:

1. ft nhat phai cé hai bén.

2. MOi bén phai c6 mot thr gi d6 co thé cé gia tri dbi véi bén kia.

3. Mdi bén phai cé kha ndng tu giao dich va chuyén giao hang hod
cua minh.

4, M&i bén déu cé quyén tu do chdp nhan hay khudc tir I15i d& nghi
cua bén kia.

5. M&i bén déu tin chdc 18 minh nén hay mudn giao dich véi bén

kia.

Néu cé di ndm diéu kién nay thi méi cé tiém ndng trao ddi. Con viéc trao ddi cé thuc
su dién ra hay khdng la con tuy thudc vao van dé hai bén cé thé thao thudn dugc
nhitng diéu kién trao déi cd Igi cho ca hai bén (hay chi it cling khéng cé hai) so vdi
trudc khi trao d6i. Chinh vi y nghia nay ma trao ddi dugc xem nhu 1a mdt qua trinh
tao ra gia tri, nghia la trao déi thudng lam cho ca hai bén cé Igi han trudc khi trao
daéi.



Trao ddi phai dugc xem nhu Ia mét qud trinh ch& khdng phai Ia mét su viéc.
Hai bén dudc xem nhu la da tham gia trao ddi néu ho dang thuong lugng dé di dén
mot thod thudn. Khi dat dugc mdt thod thudn thi ta ndi giao dich da dién ra. Giao
dich 1 don vi cd ban cla trao d6i. Giao dich 1a mdt vu mua ban nhitng gia tri giira
hai bén. Ta cé thé dodn chéc rang: bén A da dua cho bén B vat X va da nhan lai vat
Y. Tuy nhién giao dich khong doi héi phai c6 tién nhu mét trong nhitng gia tri dugc
mua ban. Giao dich trao ddi hang cé nghia 1a ngudi ndy dua cho ngudi kia mét chiéc
td lanh va nhan moét chién TV. Giao dich hang déi hang ciling cé thé Ia mua ban dich
vu thay vi hang hod, nhu khi ma Iludt su viét mét t& di chidc cho bac sy dé ddi 18y
viéc kham bénh...

Giao dich doi hoi phai cé mot yéu t6: it nhat co hai gia tri, nhirng diéu kién thuc
hién d& dugc thoa thuén, thdi gian thuc hién da thoa thudn, dia diém thuc hién d3
dudc thod thuan. Thong thudng cé cd mot hé thdng ludt phap hdu thudn va bét budc
cac bén giao dich phai thuc hién ding cic phdn cam két cla minh. Giao dich rat dé
lam phat sinh mau thuan do hiéu [Am hay cd tinh. Khong cé “luat hgp déng” thi moi
ngudi sé thi€u tin cdy vao giao dich va tat ca déu bi thua thiét.

Céac doanh nghiép dé€ theo dbi cac vu giao dich cia minh va phan loai ching
theo mat hang, giad ca, dia di€m va nhitng bién c6 khac. Phan tich doanh s8 ban la
viéc phan tich ngudn gbéc doanh thu clia cdng ty theo san phdm, khach hang va dia
ban...

Giao dich khac véi chuyén giao. Trong chuyén giao bén A dua cho bén B vat X nhung
khéng nhan lai vat gi hitu hinh. Khi bén A dua cho bén B mét moén qua, mot khoan
tién trg cdp hay mdt khoan déng gdp tir thién, thi ta ndi d6 Id mdt vu chuyén giao
ch& khong phai giao dich. Dudng nhu marketing chi gidi han & viéc nghién cltu giao
dich ch& khéng phai chuyén giao. Tuy nhién hanh vi chuyén giao cling cé thé dugc
tim hiéu qua khai niém trao ddi. Théng thudng ngudi chuyén giao cé nhitng ky vong
nhat dinh doi véi viéc tang qua, nhu nhan dudgc mot I6i cam on hay dugc thay ngudi
nhan cé nhitng hanh vi t6t hon. Nhitng ngudi quyén gép quy chuyén nghiép hi€u rét
réd déng co “co di co lai” ciia nhitng nha hao tdm va mdi ho dén du cac budi 1é. Gan
day nhitng ngudi lam marketing d& md& réng khai niém marketing d& né bao ham
nhiéu viéc nghién cfu hanh vi chuyén giao cling nhu hanh vi giao dich.

Theo y nghia chung nhat thi ngudi lam marketing dang tim cach tao cho dugc
hanh vi phan ng tU phia bén kia. M6t cong ty kinh doanh thi muén phan tng dé la
hanh vi mua hang, mét irng vién chinh tri thi mudén phan &ng dé la hanh vi bo phiéu,
nha thg thi mudén phan ng dé la hanh vi theo dao, nhom hoat dong xa hoéi thi mudn
phan ('ng do la hanh vi chdp nhan y tudng cia minh. Marketing bao gém nhitng hoat



dong dudgc ti€n hanh nham tao ra nhitng phan (ng mong mudén d6i véi mét dGi tugng
tur phia cong ching muc tiéu.

D& dam bao cac cudc trao doi dién ra troi chdy, ngudi lam marketing phai phan
tich xem moi bén du kién sé& cho va nhan céi gi. Nhitng tinh hudng trao déi gian don
cé thé biéu dién badng modt hd so trong dé cd hai ngudi tham gia cung nhitng th(
mong mudn va IGi mdi chao luu thoéng gilta ho.

Dén day ta da thdy ban chat cua marketing giao dich. Maketing giao dich la
mot bé phan y tudng I6n hdn |a marketing quan hé. Nhirng ngudi lam marketing
khon ngoan déu c6 gang xdy dung nhitng quan hé lau dai, dang tin cdy, cung cé Igi
v@i nhitng khach hang I8n, nhitng ngudi phan phdi, dai ly va nhitng ngudGi cung ng.
Viéc nay dugc thuc hién bang cach hra hen va luén dam bao chat lugng cao, dich vu
chu dado va gid ca phai chang cho phia bén kia. Nhiém vu dé cling dugc thuc hién
bang cach xay dung nhitng m&i quan hé rang budc chat ché& vé kinh té, k¥ thuét va
Xa hoi vdi cac bén doi tac. Marketing quan hé sé lam giam dudc chi phi va thgi gian
giao dich va trong nhifng trudng hdp tdt dep nhéat giao dich sé& lam chuyén tir chd
phai thuong lugng timng [An sang chd trd thanh cong viéc thudng lé.

Két qua cubi cung cua marketing quan hé la hinh thanh dugc mét tai san doc
ddo cla cbng ty, goi la mang Iudi marketing bao géom céng ty va nhirng ngudi cung
ng, nhitng ngudi phan phéi va khach hang ciia minh ma céng ty da xay dung dugc
nhitng m&i quan hé viing chdac, tin cdy trong kinh doanh. Marketing ngay cang c6 xu
hudéng chuyén tir chd c6 géng téng tdi da Igi nhuén trong tirng vu giao dich sang chd
tang t6i da nhitng ma&i quan hé ddi bén cung cé Igi vGi cac d6i tdc. Nguyén téc lam
viéc 1a phai xdy dung dugc nhitng m&i quan hé t6t roi tu khéc céc vu giao dich sé co
Igi.

Thi truong

Thi trudng bao goém tat ca cac khach hang hién tai va tiém an cung c6 mét nhu cau
hay mong mudn cu thé, san sang va c6 kha nang tham gia trao doi dé théa man nhu
cau hay mong mudn dé.

Nhu vay quy mo cla thi trudng phu thudc vao mot s6 ngudi cé6 nhu cau va cé
nhifng tai nguyén dudc ngudi khac quan tdm, va sdn sang dem lai nhitng tai nguyén
dé dé doi 18y cai ma ho mong muén.

LGc dau thuat nglr thi trudng dugc hiéu 1a ndi ma ngudi mua va ngudi ban gap
nhau dé trao d6i hang hda, chdng han nhu mdt cdi chd cua lang. Cac nha kinh té s



dung thudt ngir thi trudng dé chi mét tap thé nhirng ngudi mua va ngudi ban giao
dich vdi nhau v€ mdt san phdm hay mot I6p san phdm cu thé, nhu thi trudng nha
dat, thi trudng ngi coc...Tuy nhién, nhirng ngudi lam marketing lai coi ngudi ban hop
thanh nganh san xudt, coi ngudi mua hop thanh thi trudng.

Nhitng ngudi kinh doanh sr dung thuét ngi thi trudng dé chi nhém khéch hang
khac nhau. Ho ndi vé thi trudng nhu cau (chdng han nhu thi trudng thuc phdm
thudng ngay), thi trudng san phadm (thi trudng gidy dép), thi trudng nhan khéu (nhu
thi trudng thanh nién) va thi trudng dia ly (nhu thi trudng Viét Nam). Hay ho con mg
rong khai niém dé chi ca nhitng nhdm khéng phai khach hang, nhu thi trudng clr tri,
thi truGng suc lao dong va thi truGng nha hao tam.

Thuc té thi nhitng nén kinh té€ hién dai déu hoat déng theo nguyén tdc phéan
céng lao dong trong dé moi ngudi chuyén sdn xuit mot th& gi dd, nhan tién thanh
todn roi mua nhirng th(r can thiét bang sé tién d6. Nhu vay la nén kinh té hién dai co
rat nhiéu thi trudng. Chu yéu cac nha san xuat tim dén cac thi truéng tai nguyén (thi
trudng nguyén liéu, thi trudng sic lao dong, thi trudng tién té...) mua tai nguyén,
bi€n chdng thanh hang hda va dich vu, ban ching cho nhitng ngudi trung gian dé
nhitng ngudi trung gian sé ban ching cho nhirng ngudi tiéu dung. Ngugi tiéu dung
ban sirc lao ddng clia minh |8y tién thu nhdp dé thanh todn cho nhitng hang hda va
dich vu ma ho mua. Nha nudc la mét thi trudng khac cé mét s6 vai tro. Nha nudc
mua hang hda tU cac thi trudng tai nguyén, thi trudng nha san xudt va thi trudng
ngudi trung gian, thanh todn tién cho ho, danh thué cac thi trudng dé (k€& ca thi
trudng ngudi tiéu dung), roi ddm bao nhirng dich vu cong cong can thiét. Nhu vay la
mdi nén kinh té qudc gia va toan bd nén kinh té thé gii hgp thanh nhing tap hop thi
trudng phuc tap tdc dong qua lai vdi nhau va lién két véi nhau thong qua cac qua
trinh trao dai.

Nhu vay, khai niém thi trudng da dua ta quay lai diém xudt phat 1a khai niém
marketing. Marketing c6 nghia la hoat déng cta con ngudi dién ra trong méi quan hé
vdi thi trudng. Marketing cé nghia la lam viéc véi thi trudng dé bién nhitng trao déi
tiém &n thanh hién thuc v8i muc dich 1a théa man nhitng nhu cdu va mong muén cla
con ngudi.

NEu mdt bén tich cuc tim ki€m cach trao ddi hon bén kia, thi ta goi bén thd
nhat 1a ngudi lam marketing con bén th( hai 1a khach hang trién vong. Ngudi lam
marketing 1& ngudi tim kiém tai nguyén tir mot ngudi khac va sdn sang dua ra mot
th(r gi d6 c6 gid tri trao déi. Ngudi lam marketing tim kiém mdt phan (’ng ti phia bén



kia d€ ban hodc mua mot th gi d8. N6i cach khac, ngudi 1am marketing cé thé la
ngudi ban hay ngudi mua. Giad str, c6 mot s& ngudi muén mua mdt ngdi nha h&p dan
vlra méi xay xong. Nhu vay la nhitng ngudi mua dé ciing dang lam marketing! trong
trudng hop ca hai bén déu tich cuc tim cach trao d6i, thi ta ndi rang ca hai bén déu
la ngudi 1dam marketing va goi trudng hdp dé 1a marketing 1an nhau.

Trong trudng hgp binh thudng ngudi lam marketing la mét cong ty phuc vu thi
trudng ngudi st dung cuGi cung doi mat va@i cac déi thu canh tranh. Cong ty va cac
d8i thu canh tranh déu gui san phdm tuong Ung va théng diép cho ngudi st dung
cubi cung mot cach truc ti€p hay théng qua cac dinh ché trung gian marketing
(nhitng ngudi trung gian va nhirng ngudi xuc tién thuong mai). Hiéu qua tuong doi
cua ho chiu anh hudng cta nhitng ngudi cung Ung tucng ’ng cling nhu cua nhitng
luc lugng chinh cia méi trudng (nhan khéu hoc, kinh té&, vat chat, ky thuét, chinh tri
phap ly, xa hoi/van hoa).

Sau khi nghién clu k§y nhitng khai niém nay chidng ta xin dugc nhac lai khai
niém marketing nhu sau: Marketing la nhitng cd ché kinh t&€ va xa hdi ma cac té chic
va ca nhan s dung nhdm thod man nhitng nhu cau va doi hdi (mong muén) cla
minh thdng qua cac quy trinh trao d6i san phadm trén thi trudng.

2. Quan tri marketing

D& thuc hién nhirng qua trinh trao ddi ddi hoi phai tén rat nhiéu céng siic va cé trinh
do nghiép vu chuyén mén. Quan tri marketing dién ra khi it nhat c6 mot bén trong
vu trao d6i tiém &n suy tinh v& nhitng muc tiéu va phudng tién dé dat dudc nhitng
phan ('ng mong muon tur phia bén kia. Ta sé si dung khai niém sau day vé quan tri
marketing ma da dugc hoi marketing My chap nhan nam 1985.

Quan tri marketing la qua trinh 1ap k& hoach, va thuc hién ké hoach d6, dinh
gid, khuyén mai va phan phdi hang hda, dich vu va y tudng dé tao ra su trao déi vdi
cac nhédm muc tiéu, thda man nhitng muc tiéu khach hang va té churec.

binh nghia nay thira nhan quan tri marketing la mot qua trinh bao gom viéc
phan tich, 14p k& hoach, thuc hién va kiém soat. N6 lién quan dén hang hda, dich vu
va y tudng, va dua trén y niém vé trao d6i, muc dich cla nd la tao ra su thda man
cho céc bén hitu quan.

Trong mot t& chiric, quan tri marketing cé thé lién quan d&n moi thi trudng. Ta
hay xét moét hang san xudt 6 t6. Phd chu tich phu trach nhan su lién quan dén thi
trudng suc lao doéng, phd cha tich phu trach cung Ung lién quan dén thi trudng
nguyén liéu, va pho chu tich phu trach tai chinh lién quan dén thi truong tién té. Ho



phai dé ra nhirng muc tiéu va hoach dinh nhitng chién lugc dé€ dat dudc cac két qua
théa man trén thi trudng dé. Tuy nhién theo truyén théng thi cac can b6 diéu hanh
noi trén khéng dudc goi la nhitng ngudi lam marketing va ho cling khong dugc dao
tao vé marketing. Kha Iam thi ho cling chi la ngudi lam marketing “ban thsi gian”.
bang I€ ra la nhu vay, nhung xua nay quan tri marketing dong nhat véi nhitng nhiém
VU va con ngudi lién quan dén thi trudng khach hang. Ta sé theo thong 1é nay mac
du nhitng diéu ta ban vé marketing déu ap dung cho tat ca thi trudng.

Cong viéc marketing trén thi trudng khach hang chinh thic la do nhitng ngudi
quan ly tiéu thu, nhan vién ban hang, nhitng ngudi quan ly san phdm va nhan hiéu,
nhitng ngudi quan ly thi trudng va nganh, va phé chu tich phu trach marketing thuc
hién. Mdi cdng viéc déu cé nhing nhiém vu va trach nhiém dudc xac dinh rd rang.
Trong s6 nhitng cong viéc nay co rat nhiéu cong viéc lién quan dén viéc quan ly
nhifng tai nguyén marketing cu thé, nhu quang cdo, nhan vién ban hang hay nghién
clru marketing. M&t khac, nhitng ngudi quan ly san phdm, nhitng ngudi quan ly thi
trudng va phdé chu tich phu trach marketing thi quan ly cac chuong trinh. Cong viéc
clia ho 14 phan tich, hoach dinh va trién khai cac chuong trinh nhdm tao ra cac giao
dich nhu mong mudn v@i cac thi truéng muc tiéu.

NguGi ta thudng quan niém quan tri marketing c6 nhiém vu chu yéu la kich
thich nhu cdu c6 kha ndng thanh todn vé nhitng san phdm cla cdng ty. Tuy nhién,
ddé mdi chi la mot quan niém hét sic phién dién vé nhirng nhiém vu marketing rat da
dang va nhithg ngudGi quan tri marketing phai thuc hién. Quan tri marketing cé
nhiém vu tadc dong dén muirc dd, thdi diém va co cdu clia nhu cdu cé kha ndng thanh
todn theo mdt cach nao dé dé€ gilp cho té chirc dat dugc nhitng muc tiéu dé ra. Quan
tri marketing vé thuc chat la quan tri nhu cau cé kha nang thanh toan.

T8 chiric chdc chdn phai c6 mét y tudng vé mic dd giao dich mong mudn vdi thi
trudng muc tiéu. Trong khi dé mdc d6 thuc té€ cua nhu cau cé kha nang thanh toan
c6 thé thdp hon, bédng hay cao hon mic d& mong muén cla nd. Nghia la cé thé
khong c6 nhu cau cdé kha nang thanh toan tudng xirng hodc nhu cau cé kha nang
thanh toan cao han nhu cau thuc té. Va quan tri marketing phai nédm bat dugdc nhirng
tinh trang khac nhau dé.

D& ddm duong nhing nhiém vu dé cdc nha quan tri marketing phai tién hanh
nghién clu marketing, 14p k€& hoach, thuc hién va kiém tra. Trong phan k& hoach
marketing, nhirng ngudi lam marketing phai théng qua nhitng quyét dinh vé thi
trudng muc tiéu, xac dinh vi tri trén thi trudng, phat trién san phadm, dinh gia, cac



kénh phan phdi, théng tin lién lac va khuyén mai. Nhirng nhiém vu marketing sé
dugc phan tich trong nhitng chuong sau.

3. Nhirng dinh hwéng phat trién cia marketing

Chung ta d& md ta quan tri marketing 1a mot nd luc cd y thirc nhdm dat dudgc
nhitng k&t qua mong muén trong viéc trao d6i vdi cac thi trudng muc tiéu. Bay gid
chiing ta sé& can d6i nhu thé& nao vé quyén Igi cla t6 chirc, cia khach hang va cua xa
hoi? Nhitng quyén Igi ndy rat hay mau thudn véi nhau. Hién nhién 13 cdc hoat ddng
marketing phai dudc tién hanh trong khuén khé clia moét triét ly d& dudc can nhac ky
vé marketing hitu hiéu, cé hiéu qua va co trach nhiém.

C6 ndm quan diém dinh hudng phat trién marketing ma cac t6 chirc thudng van
dung trong hoat dong marketing cia minh

Quan diém san xuét:

Quan diém san xuét la mot trong nhitng quan diém chi dao ngudi ban lau ddgi
nhat.

Quan diém san xudt khdng dinh rang ngudi tiéu dung sé ua thich nhitng san
phadm dugc ban réng réi va gid ha. Nhitng ngudi 1&8nh dao cac t6 chiric theo quan diém
san xuat phai tap trung vao viéc nang cao hiéu qua san xuat va md@ rong pham vi

phan phai.

Gia thiét ngudi tiéu dung chd y&u quan tdm dén mdc dd sdn cé cua sdn phdm
va gid ha it nhat cling la dlng trong hai tinh hudng. Th nhat la khi nhu cau c6 kha
nang thanh todn vé san phdm vugt qud lugng cung ’ng, nhu thudng thdy & nhiéu
nudc thudc thé& gidi thir ba. O d6 ngudi tiéu dung quan tdm nhiéu hon dén viéc kiém
dudc san phdm, ch( it chl y dén chi tiét cia nd. Nhitng ngudi cung 'ng s& tap trung
vao viéc tim cach tdng san lugng. Th( hai Ia gid thanh san phdm cao can phai giam
xudng bdng cach ndng cao ndng suit d& ma rong thi trudng. Hién nay Cong ty Texas
Instruments 1a mét vi du vé quan diém san xuét.

Texas Instruments la mot coéng ty hang dau cua My ang ho triét ly “M3& rong
san xudt, cat giam gid” da dugc Henry Ford ap dung dau tién vao dau nhitng ndm
1900 dé md rdng thi trudng. Ford d& don hét tai ndng clta minh vao viéc hoan thién
san xudt hang loat 6 td d€ ha gid thanh 6 td dén mdc ngudi My c6 du tién d& mua
chung. Texas Instruments da don toan bd cong siUc vao viéc tdng san lugng va cai
tién céng nghé dé ha gid thanh. Nh& gid thanh th&p hon, céng ty da cdt giam giad va



md& réng quy md thi trudng. Céng ty dang phédn ddu dé danh vi tri khéng ché thi
trudng. DG6i véi Texas Instruments chu yéu cé nghia la: giam gia cho ngudi mua.
Phuong hudng nay ciling la mot chién Iudgc then chét ciia nhiéu cong ty Nhat.

Quan diém san phdm

Quan diém san phdm khang dinh rdng ngudi tiéu dung sé ua thich nhitng san phdm
c6 chat lugng cao nhat, cong dung nhiéu hay cé nhitng tinh ndang mdi. Nhirng ngugi
I&nh dao cac té chiic theo quan diém san phdm thudng tép trung sic luc vao viéc
lam ra nhitng san pham thugng hang va thudng xuyén cai tién chidng.

Nhitng ngudi quan ly nady cho rang ngudi mua ngudng md nhirng san phdm dep
va c6 thé danh gid dudc chat lugng va cdng dung clia san phdm. Ho qua say mé véi
san pham cua minh va khdng ludng dugc rang thi trudng c6 thé khé chdp nhan. Ban
l&nh dao marketing da trd thanh nan nhan cla o tudng vé ‘chiéc bdy chudt tét hon”,
Vi tin réng “chiéc bdy chudt” t6t hon s& khién moi ngudi d6 x6 vé nha ho.

Nhitng cdng ty theo quan diém sdn phdm thudng la khéng hay it tinh dén
nhitng y ki€n clia khach hang khi thiét k& san phdm clia minh. Ho tin tudng rdng cac
ky su clia ho biét phai thiét k& va cai tién san phdm nhu thé& nao. R4t hay gdp tinh
trang 1a ho thdm chi khéng nghién clru nhitng sdn ph&m cua cac d6i tha canh tranh

A\,

vi “ching khong dugc sang ché ra ¢ day”. Cach day nhiéu nam, moét can bd diéu
hanh cla General Motor d3 ndi: “ Lam sao ma cong chiing cé thé biét dugc minh
muodn cé loai xe nao khi ma ho chua thdy la cé nhitng loai nao?” Cac nha thiét ké va
k¥ su ciia GM da trién khai mot loai xe hoi mdi. Sau d6 bd phan san xuét bat tay vao
ché tao né. R6i bd phan tai chinh dinh gia. Cudi cung, boé phan marketing va tiéu thu
c6 gdng ban ki€u xe dd. Di nhién cac dai ly da phai dung tha thudt nai ni méi ban
dudc loai xe d6! GM da khong tham do khach hang xem ho mudn gi va chua hé cho
phép nhitng ngudi lam marketing tham gia ngay tur dau dé gitp hinh dung dudgc loai
xe nhu thé& nao thi ban dudc.

Quan diém sdn phdm dan dén cidn bénh “thién cdn trong marketing” chi chu
trong dén san phdm ma khéng tinh d&n nhu cdu cua khach hang. Ban Idnh dao
dudng sat nghi rang nhitng ngudi s dung can tau hoa ch khéng phai la can van
chuyén va da xem thudng nhitng thach thirc ngay cang tédng clia may bay, xe buyt,
xe tai va xe con. Nha thd, clra hang bach hod tdng hdp va buu dién déu cho réng
minh dam bao cho céng chldng dG san phdm ma ho can va ban khodn khéng hiéu tai
sao muc tiéu thu cua chang lai kém. Nhitng t8 chirc ndy chi hay “soi guang” trong
khi 1& ra ho phai nhin ra ngoai clra sé.



Quan diém ban hang

Quan diém ban hang (hay quan diém tiéu thu) 1a moét quan diém chung khac dugc
nhiéu cong ty van dung vao thi trudng.

Quan diém ban hang kh3ng dinh rdng néu ci dé& yén, thi ngudi tiéu dung
thudng s& khéng mua cac san phdm cla cdng tu vdi s6 lugng kha 18n. Vi vay td chirc
can phai cé nhiéu nd luc tiéu thu va khuyén mai .

Quan diém nay cho rang ngudi tiéu dung thudng to ra cé sic y hay thai dd
ngan ngai trong viéc mua hang va can dudc thuyét phuc nhe nhang thi mdéi mua
hang, nén céng ty can cd day du cac cdng cu ban hang va khuy&n mai dé kich thich
mua hang nhiéu hon.

Quan diém ban hang dudc van dung dac biét thich hgp véi nhitng th hang cé
nhu cau thu dong tic la nhitng th&r hang ma ngudGi mua thudng khdng nghi dén
chuyén mua s&m nd, nhu bao hiém, tir dién bach khoa toan thu. Nhitng nganh nay
thudng hay dp dung nhitng bién phap ban hang khac nhau dé phat hién nhitng khach
hang tiém &n rdi bat dau nai ép dé€ ban hang cho ho béng cach thuyét phuc vé nhitng
Igi ich cia san pham.

Phudng phap ban hang nai ép cling dudc ap dung doéi véi nhitng th& hang cé
nhu cau cha déng, nhu 6 td chdng han:

Ngay tu khi khach hang vira budc chan vao phong trung bay, nhan vién 6 to
|&p tc bdt dau “tadc dong tdm ly”. Néu khach hang thich kiéu xe dang trung bay,
ngudi ta cd thé ndi véi ho rédng cé mét khach hang khac dang dinh mua né, nén can
phai quyét dinh ngay, khéng chdm ché. Néu khach hang dé con dan do vé gid ca, thi
ngudi ban dé nghi xin y ki€n cla clra hang truéng cho bt mot khoan dac biét. Khach
hang chd khoang mudi phat thi nhan vién ban hang quay trd lai va théng bao réng
“tuy O6ng chu khong thich viéc nay, thé nhung t6i da nan ni 6ng ta dong y”. Muc dich
la “1én day cot khach hang” va bubc ho phai “*mua lién”.

Quan diém ban hang ciling dudc van dung ca trong linh vuc phi Igi nhudn, nhu
guyén gop quy, chiéu sinh vao cac trudng dai hoc

Hau hét cac cdng ty déu ap dung quan diém ban hang khi ho cé du cdng suét.
Muc dich cia ho la ban dugc nhitng gi ma ho lam ra ch(& khéng phai la lam ra nhirng
gi ma thi trudng mong mudn. Trong nén kinh té cdng nghiép hién dai, nang luc san
xudt da dugc phat trién tdi mlrc do 1a hau hét cac thi trudng déu 1a thi trudng ngudi



mua (tdc la ngudi mua gilr vai tro khéng ch€) va ngudi ban thi ra si’c gianh nhau
khach hang. Khach hang tiém &n bi t&n cdng dbn dép bdng nhiing chuong trinh
quang cao thuogng mai trén truyén hinh, trén bao chi, thu gui truc ti€p va cac cudc
viéng thdm dé chao hang. Moi noi moi lic déu cé6 mdt ngudi nao d6 dang cé gang dé
ban dugc mot thlr gi dé. Két qua la cong ching da dong nhat marketing khong phai
la viéc ban hang. Ban hang chi Ia phan ndi clia tang bdng marketing ma thdi. Peter
Drucker, mot nha ly luan hang dau vé quan tri, da néi vé van dé nay nhu sau:

Ngugdi ta c6 thé cho rdng bao gid cling c6 nhu cdu ban moét th gi dé. Nhung
muc dich cia marketing la lam cho viéc ban hang trd nén khong can thiét. Muc dich
clia marketing |a biét dudc, hi€u dudc khach hang mét cach thdu ddo dén mic dé Ia
san phdm hay dich vu déu vira y ho va tu né tiéu thu. Diéu ly tudng la marketing
phai dua dén két qua 1a c6 mdt khach hang sdn sang mua hang. Khi dé tat cd nhitng
viéc can lam 1a ddm bao cho san pham hay dich vu ludn san c...

Nhu vdy, d& ban dudc hang thi trudc dé phai tién hanh mét sé hoat déng
marketing nhu danh gid nhu cdu, nghién clfu marketing, phat trién san phdm, danh
gid va phan phdi. Néu ngudi lam marketing thuc hién tét viéc xac dinh nhitng nhu
cdu cla ngudi tiéu dung, phat trién san phdm thich hdp, rdi dinh gia, phan phéi roi
khuy&n mai chiing mdt cach cé hiéu qua, thi nhitng san pham dé sé dudc tiéu thu dé
dang. Khi Sony thiét k€ may cassette “Walkman”, Nintendo thiét ké cho troi video
hao hang va Mazda tung ra kiéu xe thé& thao RX-7, thi cdc hdng san xuat nay da tdi
tdp nhan dugc don dat hang, bdi vi ho da thiét ké dling san phdm ma ngudi ta mong
mudn nhd lam ky céng viéc marketing chuén bi.

Di nhién la marketing dua trén cd s& ban hang nai ép chlra dung nhiéu rui ro
I6n. Vi nd gia thiét rdang nhitng khach hang bi thuyét phuc mua hang sé thich san
phdm da mua, th€ nhung néu ho khdng thich thi ho cling khéng ndi x&u vé né véi
ban bé hay khi€u nai vGi céc td chic bdo vé ngudi tiéu dung. RSi ho chdc chdn sé
quén di nhitng ndi that vong cta minh va lai mua nhitng san pham dé nira. Nhing
gia thi€t nhu vay vé ngudi mua la khong cé can cd. Mot cong trinh nghién cliru da
ch’ng minh dugc rang nhitng khach hang khéng hai long cé thé truyén tiéng xdu vé
san pham doé cho tUr mudi ngudi quen trd 18n va c nhu thé tiéng xdu dugc truyén di
rat nhanh.

Quan diém dinh huéng marketing
Quan diém marketing 1a mot triét ly kinh doanh dang thach thdc nhitng quan diém

trudc day. Nhitng nguyén ly trung tdm cua nd dugc hinh thanh vao gilta nhitng nam
1950.



Quan diém marketing khdng dinh rdng, chia khod dé€ dat dugc nhitng nuc tiéu
clia t6 chirc 1a xac dinh dudc nhitng nhu cdu cing mong muén cla cac thj trudng
muc tiéu va dam bao mdlc dd thod mdn mong mudn bdng nhitng phuong thic hitu
hiéu va hiéu qua so vdi cac déi tha canh tranh.

Quan diém marketing dugdc dién dat bdi mot cach vén hoa theo nhiéu cach:
+ “Dap ’ng nhu cau moét cach coé 1Gi”.

+ “Hay tim kiém nhitng mong mudn rdi thod man chung”.

+ “Hay yéu quy khach hang ch khéng phai la san pham”.

+ “Vang, xin tuy y 6ng ba”.

+ “Khach hang la thugng dé”.

+ H&y lam tat cd nhing gi ma sdc ta c6 thé dé cho mdi ddong USD cua khach
hang dudc dén bl xrng dang bang gia tri, chat lugng va sy man nguyén”.

Theo doe Levitt da néu ra su tudng phan sdu sic gilta quan diém ban hang va
quan diém marketing nhu sau:

Quan diém ban hang tdp trung vao nhifng nhu cdu clia ngudi ban; Quan diém
marketing thi chd trong dén nhitng nhu ciu clia ngudi mua. Quan diém ban hang dé
tdm dén nhu ciu cla ngudi ban 13 1am thé& nao dé bién san phdm cua minh thanh
tién mat, con quan diém marketing thi quan tdm dén y tudng thod man nhu ciu cla
khach hang bdng chinh san phdm va tat ca nhitng gi lién quan dén viéc tao ra, clng
(rng va cudi cung la tiéu dung san pham doé.

Quan diém marketing dua trén bén tru cdt chinh la thi trudng muc tiéu, nhu
cdu clia khach hang, marketing phéi hgp va kha nang sinh 18i. Quan diém ban hang
nhin trién vong tu trong ra ngoai. N6 xudt phat tir nha may, tap trung vao nhifng san
phadm hién cé clia cong ty va dodi hoi phai cd nhitng bién phap tiéu thu cdng thadng va
khuy&n mai dé dam bao ban hang cé I8i. Quan diém marketing thi nhin trién vong tir
ngoai vao trong. N6 xuat phat tir thi trudng dugc xac dinh rd rang, tap trung vao
nhitng nhu cau cda khach hang, phéi hgp tat ca nhitng hoat déng nao c6 tac dong
dén khach hang va tao ra Igi nhudn théng qua viéc tao ra su thod man cho khach
hang.



O day ta cé thé nghién clru xem mdi tru cot cia quan diém marketing s& gop
phan lam tang hiéu qua cta marketing nhu thé nao.

Thi trudng muc tiéu

Khdng mdt cdng ty nao cé thé hoat ddng trén moi thi trudng va thod man dugc moi
nhu cau. N6 khéng thé hoat dong t8t thdm chi chi trong pham vi mot thi trudng rong
I&n: ngay cd IBM hung manh nhu vay cling khdng thé dam bao dudc giai phap tét
nhat khi ho xac dinh dudc gidi phap tét nhat cho moi nhu cdu x& ly thong tin. Céac
cdng ty chi c6 thé dat dugc két qua tét nhat khi ho xac dinh mot cach than trong thi
trudng muc tiéu cta minh rdi chudn bi mét chugng trinh marketing phl hop:

MOt nha san xudt & td cd thé nghi dén viéc thiét ké nhitng chiéc xe trd khach,
nha luu déng, xe thé thao va nhitng chi€c xe sang trong. Nhung suy nghi d6 khéng
chinh xac bang cach xac dinh mét nhdm khach hang muc tiéu. Mot nha san xuat xe
hai Nhat dang thiét k& mot ki€u xe cho phu ni theo duéi cdng danh va ki€u xe nay
s& c6 nhiéu ddc diém ma nhitng chiéc xe thinh hanh cho nam gidi khdng c6. Mot nha
san xuat xe hoi khac cua Nhat dang thiét k&€ mot ki€u xe cho thanh nién thanh phd
nhd, ma thanh nién thudng cé nhu cau di ldng vong quanh thanh phd va kiém chd
dau xe dé dang. Trong cac trudng hop nay, cong ty da xac dinh rd thi trudng muc
tiéu va diéu nay sé anh hudng rat nhiéu dén thiét ké cua xe.

Nhu cdu cua khach hang

MOt cdng ty cé thé dudc xac dinh dugc thi trudng muc tiéu cua minh nhung lai hoan
toan khdng hiéu dugc hét nhitng nhu cdu cta khach hang. Hay xét mét vi du sau:

M6t cong ty hod chét I6n sang ché ra dugc mot chdt méi khi déng ran lai thi
giéng da cdm thach. Khi tim kiém &'ng dung bd phan marketing quyét dinh chon thi
trudng bon tdm 1dm muc tiéu. Céng ty da lam mot s6 mau bdn tdm rdi dem trung
bay tai mot cudc trién 1am thiét bi bon tdm. Ho hy vong sé& thuyét phuc dugc nhiing
nha san xudt bén tam san xudt né bang vat liéu mdi nay, nhung khong ai chiu ky
hgp ddng mua vat liéu méi. Ly do ciling dé hiéu. Gid cla bdon tdm lén téi 2000 USD,
ma vdi gid nhu vay thi ngudi tiéu dung cé thé mua nhitng bdn tdm bang da cdm
thach hay ma ndo tu nhién. Ngoai ra nhitng bén tdm dé lai qua ndng dén muc dd chu
nha s& phai gia ¢d san nha cua minh méi cé thé 18p dat dugc. Thém vao dé hau hét
cac loai bon tam déu dugc ban vdi gid vao khoang 500 USD, nén khéng mdy ngudi
chiu bo ra 2000 USD. Cbéng ty hoa chat da chon dudc mét thi trudng muc tiéu, nhung
da khéng hiéu dudc khach hang.

Tuy marketing da quan tam dén viéc “dap Ung nhu cau mot cach cé 18i”, nhung
dé thuc su hi€u dudc nhitng nhu cdu va mong mudn cua khach hang la mét viéc



khéng phai bao giG cling don gian. Nhitng diéu khach hang néi ra thudng doi hoi phai
cat nghia thém. Khi khach hang hdi mua mdét chiéc xe “khéng dat tién”, mot chiéc
may cat cd “khoé”, mot may tién “nhanh”, mét bé quan &o tdm “hap dan” hay thué
mot khach san “yén tinh”, thi diéu dé cé nghia la gi?

Ta hdy xét mot trudng hop khach hang ndi rdng, minh mudn mot chiéc xe
“khbng dat tién”. Dang ti€c la ta khdng biét dudc ngudi khach dé danh gid mot chiéc
xe nhu thé nao thuc su la khong dat tién. Chi it ra thi ngudi lam marketing cling phai
tham do ti€p. Thuc té thi khach hang ciing khong cho biét hét tat ca nhitng nhu cau
clia minh. Ta cb thé phéan biét ra ndm loai nhu ciu sau:

1. Nhu cdu dugc néi ra: (khach hang muén moét chiéc xe khong
dat tién)

2. Nhu cau thuc té: (khach hang muén mua mot chiéc xe dam bao
chi phi van hanh ch& khong phai gia mua ban dau théap)

3. Nhu cdu khéng ndi ra: (Khach hang ky vong dai ly sé dam bao
dich vu chu dao)

4, Nhu cau dugc thich thu: (khach hang mua xe va dudc thém
mot bé ban d6 dudng b6 cua Hoa Ky)

5. Nhu cau tham kin: (khach hang mudn dugc ban be thay minh

la mot ngudi biét ngudi, bi€t cua)

Viéc dap Ung nhu cdu dudgc ndi ra cua khach hang thudng lai Ira d6i khach
hang. Ta hay xét mot trudng hdp mot nguoi thg moéc dén clra hang kim khi hoi mua
matit d& trdm khe hd gilra kinh ctra s6 va khung. Ngudi thg mdc nay d3 ndi ra mot
giai phap chir khong phai nhu cau. Nhu ciu la gén chit kinh vao khung gb. Nhan
vién ban hang & clra hang kim khi c6 thé dua ra mot giai phap tét hon 1a matit, cu
thé la sir dung béng keo. Bang keo cé uu diém haon la khéng phai méat thgi gian chd
matit kh6. Trong trudng hgp nay, nhan vién ban hang da c6 gédng dap ¢ng nhu cau
thuc té cda khach hang ch khong phai nhu cau dugc ndi ra.

Cach suy nghi hudng vé khach hang doi hoi cong ty phai xac dinh nhitrng nhu
cau cla khach hang theo quan diém cla ho. Moi quyét dinh mua hang déu chira
dung nhitng su dung hoa ma ban 1anh dao khdng thé biét dudc néu khéng nghién
clru v3i khach hang. Chdng han nhu mét ngudi mua xe mudén mét chi€c xe an toan,
h&p dan, hoat dong vdi dd tin cdy cao va gid dudi 10.000 USD. Vi tat cd nhitng ddc
diém mong muén dé khéng thé két hgp trong mot chiéc xe, nén ngudi thiét ké xe



phai cb su Iuva chon khit khe trén cd sd biét dugc nhitng diém dung hoa cla khach
hang.

NGi chung mét cong ty cé thé dap Ung dudgc nhitng dodi hoi cla khach hang
bang cach dua cho ho nhitng gi ma ho mong muén, hay ho can, hay ho thuc su can.
M&i murc sau doi hoi phai thdm do th&du ddo hon muc trudc, nhung két qua cudi cling
phai dudc nhiéu khach hang tan thudng hon. Diém maéau chét cua marketing chuyén
nghiép la phai thoa man nhitng nhu céu thuc té ctia khach hang mot cach tét hon doi
tha canh tranh.

Vi sao diéu t6i quan trong la phai thoa man dugc khach hang muc tiéu? Ly do
cc ban 1a vi doanh s& ban hang clia cdng ty trong mdi thdi ky déu bit ngudn tir hai
nhom khach hang: Khach hang méi va khach hang ci. Viéc thu hit khach hang mdi
bao gid cling ton kém han la gilr khach hang ci. Vi vay, viéc gilt khach hang quan
trong hon viéc thu hat khach. Chia khod dé€ gilt khach la dam bao cho ho dudc hai
long. MOt khach hang hai long sé:

+ Mua ti€p va “trung thanh” lau dai han vdi cong ty.

+ Mua thém dudgc nhitng san phdm khéc khi cong ty dua ra va cai ti€én san
phdm clGia minh.

+ Tuyén truyén tét vé céng ty va san phdm cua cdng ty.

+ ft cht y dé&n nhitng nhan hiéu va quang cdo canh tranh va it nhay cam vé gia
haon.

+ GOp y véi céng ty vé san phadm dich vu.

+ Doi hodi chi phi phuc vu it hdn so vdi khach hang mdi, vi viéc giao dich da tré
thanh thudng Ié.

Khi néi vé su thanh cdng cla kiéu xe Lexus, mdt can bd cia hing Toyota Nhét
da cho hay:

Muc tiéu cua céng ty ching t6i vugt ra viéc thod man khach hang. Muc tiéu cla
chung t6i la lam cho khach hang thich thd”. b6 la mot yéu céau cao hdn va cling cé
thé 1a bi quyét ctia nhitng ngudi lam marketing cé tdm c8. Nhitng khach hang cdm
thay thich thu sé la nhitng phuong tién quang cdo hitu hiéu hon bat ky loai hinh



quang cao mat tién nao trén cac phudng tién thong tin. Vi vay ma mot cong ty khon
ngoan phai thudng xuyén dinh lugng midc d6 thod man cua khach hang. Céng ty sé
goi dién cho nhitng khach hang mdi mua hang trong s& dugc chon lam mau dé xac
dinh xem c6 bao nhiéu ngudi rat hai 1ong, hai long & mét mdc d6 nao do, bang quan
va khong hai Iong 8 mot murc d6 nao do6 va rat khong hai 1ong. Béng thai cling phai
tim hi€u nhitng yéu t8 chu yéu Iam cho khach hang hai Idng va khdng hai ldng. Cong
ty s& st dung thdng tin nay dé hoan thién san phdm clia minh trong thdi gian téi.

Mot s& céng ty nghi rang ho cé thé dinh dugc mic dd thod man clia khach hang
bang cach thdng ké s6 lugng va cac loai khi€u nai ctia khach hang trong ting thoi
ky. Nhung trén thuc té cé dén 95% khach hang khéng hai long da khong khi€u nai
va rat nhiéu ngudi trong sé do chi don gian la th6i khéng mua nifa. Diéu tét nhat ma
cong ty c6 thé lam dudc la tao ra diéu kién dé dang dé khach hang cé thé khiéu nai.
Nhung mau phiéu gép y dé€ san trong cac budng & khach san va nhitng day ndéng cua
cac cdng ty nhu cac hdng Procter & Gamble va General Electric & dudc 1ap dat déu
phuc vu muc dich nay. Nhitng cdng ty nay hy vong rang, khach hang sé goi dién dén
cho ho dé€ gép y, yéu cau va thdm chi khiéu nai nita. Céng ty 3M khang dinh réng hai
phan ba nhitng y tudng cai ti€n san phdm cé dugc 1a do 1dng nghe y kién cua khach
hang minh.

Chi 1dng nghe y kién cla khach hang théi thi chua du. Cong ty con phai giai
quyét nhitng khi€u nai cia khach hang bang mot cach xay dung.

Trong s6 khach hang khi€u nai c6 tir 54 dén 70% sé ti€p tuc quan hé vdi cong
ty néu khi€u nai cua ho dudc gidi quyét. Con s6 nay sé tang lIén dén 95% néu khach
hang cam thdy rdang néu khi€u nai cta ho dudc gidi quyét nhanh chéong. Nhitng
khach hang da khiéu nai véi td chlic va khi€u nai cia ho dugc giai quyét théa dang
s& k& chuyén vé cach thirc ho dugc déi xir v8i binh quén la 5 ngudi khac.

Khi mét cdng ty nhan thirc dugc rdng mot khach hang trung thanh cé thé dem
lai mdt khoan doanh thu I18n qua nhiéu ndm, thi ho s& thdy théat |a ngu ngdc khi dé
mat khach hang chi vi xem nhe nhitng diéu kéu ca phan nan hay cdi nhau vé moét
khoan tién nho nao dé. Vi du, IBM yéu cau moi nhan vién ban hang déu phai viét
tudng trinh day du vé mdi trudng hop mat khach va dé ra tdt ca nhifng budc can
thuc hién dé 18y long lai khach hang do.

Mot cong ty hudng vé khach hang phai theo d6i mifc d6 thoa man cda khach
hang trong ting thdi ky va dé ra nhitng muc tiéu cai tién. Vi du, Citybank ti€p tuc
nang cao mudc dd théa man khach hang bang 90%. Néu Citybank ti€p tuc nang cao
muc d6 thoa man khach hang cua minh thi cé nghia la ho di dung hudng. Mat khac,
néu Igi nhuan cda ho tang nhung mdc d6 thda man cua khach hang lai giam di thi cé
nghia la ho di chéch hudng. Lgi nhudn cé thé bién ddng theo tirng ndm cu thé vi



nhiéu nguyén nhan bao gom chi phi tang, gid ca gidm, nhithg du an dau tu médi
I6n.v.v. Song dau hiéu cudi cung chirng td moét cong ty vitng manh la chi s6 vé muc
do théa man cua khach hang cao va van cé chiéu hudng tdng. Su théa man cua
khach hang la chi tiéu xac thuc nhat vé Igi nhuan tucng lai clia cong ty.

Marketing phéi hop

Péang tiéc khong phai la tat ca nhan vién cla moét cong ty déu dudgc huan luyén
va ddng vién dé& lam viéc vi khach hang. Mot ky su’ phan nan réng cadc nhan vién ban
hang “lac nao cling bao vé khach hang ma khéng nghi dén quyén Igi cla cong ty”!
Anh ta con té ra buc tdc véi khach hang vi “doi hdi qua nhiéu”. Tinh huéng sau day

sé lam sang té van dé phdi hgp:

Phé chu tich phu trach marketing cia mot hdang hang khéng I6n mong mudn
tang thi phan cda hang. Chién ludc cua ba ta la nang cao mic d6 cua khach hang
thong qua viéc dam bao bifa &n ngon hon, chd ngdi sach sé hon va té tiép vién dugc
hudn luyén chu ddo han. Thé nhung ba ta lai khéng cé thdm quyén giadi quyét nhitng
van dé dbé. B6 phan cung (’ng bita &n thi lua chon thuc phdm lam sao gilt dugc chi
phi thuc phdm nay thap, bé phan bao tri thi s dung nhitng dich vu Iam vé sinh dam
bao chi phi lam vé sinh thdp, con bd phan nhan su thi c tuyén tiép vién ma hoan
toan khéng xét xem nhitng ngudi dé cd niém nd va tan tinh phuc vu ngudi khac
khéng. Vi nhitng bé phén nay ndi chung la theo nhitng quan diém chi phi hay san
xudt, nén ba phé chu tich bi ling tung trong viéc nang cao muc d6 thda man cla
khach hang.

Marketing phéi hop cé hai ndi dung.

Th& nhat la cac chlc nang marketing khac nhau, nhu luc lugng ban hang,
quang cdo, quan ly san phadm, nghién clru marketing.v.v. phai dudc ph&i hgp véi
nhau. Rat hay xay ra tinh trang lyc lugng ban hang phai dién dau vi nhitng ngudi
quan ly san phadm dé dé ra “gid qua cao” hay “chi tiéu khdi lugng qua 18n, hay gidm
d&c quang cdo va ngudi quan ly nhan hiéu khéng thé nhéat tri véi nhau vé mdt chién
dich quang cdo tét nhat cho nhan hiéu dé. Nhirng chiic nang marketing nay phai
dudc phéi hgp vai nhau theo quan diém cla khach hang.

Th( hai la, marketing phai dugc phéi hgp chat ché véi cac bé phan khac nhau
trong cdng ty. Marketing khdng thé phat huy téc dung khi tt ca cdc can bd cdng
nhan vién déu hiéu rd anh hudng ma ho gy ra ddi v3i su théa man cua khach hang
nhu David Packard clia c6ng ty Hewlett Packard da phat biéu: “Marketing la v6 cling



quan trong dén muic d6 khoéng thé phé thac né cho bd phan marketing”. IBM khi xac
dinh n6i dung cho tirng cong viéc cia minh déu dua vao mot doan giai thich ré anh
hudng clda cong viéc dé dén khach hang nhu thé nao. Gidam dbéc cac nha may cua
IBM déu biét réng nhitng cudc viéng thdm nha mday cua khach hang cé thé gép phan
tiéu thu san phdm cho khach hang tiém &n, néu nha may gilr gin sach dep va lam &n
c6 hiéu qua. Nhéan vién k€& todn cua IBM déu biét rang viéc viét hda don chinh xac va
tra 16i nhanh chéng nhitng cd dién thoai cia khach hang déu anh hudng dén thai dé
cua khach hang ddi vé@i cong ty.

Vi thé quan diém marketing doi hdi cdng ty phai tién hanh marketing ddi ndi
cling nhu d&i ngoai. Marketing d&i ndi 1a tuyén dung, hudn luyén va ddng vién co két
qua nhitng nhan vién c6 nang luc, mudn phuc vu khach hang chu ddo. Trong thuc té
marketing d6i noi phai di trudc marketing ddi ngoai. Viéc h&ra hen bdo dam dich vu
tuyét hao sé& chdng c6 y nghia gi. Sau day la cdu chuyén vé dng Bill Marriott, Jr., chu
tich cong ty khach san Marriott , d&@ phdng van cac can bdé quan ly tuong lai nhu thé
nao khi tuyén dung:

Bill Marriott néi vdi U'ng vién xin viéc rang mang ludi khach san mudn théa méan
ba nhém d&i tuong 1a khach hang, nhén vién va c6 ddng. Tuy tat ca cic nhém dé
déu quan trong, th& nhung 6ng van c hdi cdn phai thda man nhitng nhdm nay theo
th( tu uu tién nhu thé nao. Hau hét cac Ung vién tra Igi la trudc tién phai thoa man
khach hang. Tuy nhién Bill Marriott lai Iap luan khac. Trudc tién cong ty phai thoa
man nhan vién cta minh. Néu nhan vién yéu thich cong viéc cia minh va cam thay
hanh dién vé khach san, thi ho sé phuc vu chu dao cho khach hang. Nhirng khach
hang cam thay hai Iong sé thudng xuyén quay trd lai Marriott. Nhu vay sé cé nhiéu
Igi nhuén dé chia cho cac cd déng.

Bill Marriot van tin r&ng khach hang 1a chia khda dé tao ra kha ning sinh 15i. Ong va
chu tich cac céng ty khac déu tin réng sd do td chirc dién hinh theo kiéu hinh thap
v@i chu tich & trén dinh, ban lanh dao & gilta va nhitng ngudi truc ti€p san xuat kinh
doanh (nhan vién ban hang va dich vu, nhan vién truc dién thoai, ti€p tan) thi ¢ dudi
day, da 10 thgi réi. Nhitng cong ty gidi vé marketing hi€éu ré hon va ho d3 dao ngugc
hinh thap dé. O trén clng cua sc d6 td chirc 1a khach hang. Xé&p theo th( tu cua tam
guan trong thi ti€p dén la nhitng ngudi tryc ti€p gap g8, phuc vu va lam hai Iong
khach hang. Bén dudi ho la cac can bd quan ly trung gian cé nhiém vu ho trg nhiing
ngudi & tuyén dau dé ho c6 nhiém vu phuc vu khach hang chu dao. Va cubi cung &
bén dudi la ban lanh dao téi cao c6 nhiém vu ho trg nhitng ngudi quan ly trung gian
dé ho ¢ thé ho trg nhitng ngudi & tuyén dau, nhitng ngudi tao ra tat ca nhitng diém
khac biét d€ khach hang cam th8y hai long véi cdng ty. Chdng tdi da thém vao hai
bén canh hinh thap ngugc nay cdc khach hang dé cé y néi rang tat ca cac can bd
quan ly trong cdng ty déu truc ti€p tham gia tim hi€u, gdp g8 va phuc vu khach
hang.



Kha nang sinh I0i

Muc dich clia quan diém marketing 1a gilp t& chlic dat dugc nhitng muc tiéu
clia minh. Trong trudng hgp cac cong ty tu nhan thi muc dich chinh la Igi nhuan. Con
trong trudng hop cac té chirc phi Igi nhudn va xa héi thi muc tiéu 1a tén tai va huy
dong du tién dé thuc hién cdng tac ctia minh. O day van dé& mau chét khong phai 13
nhdm vao Igi nhuén, ma Ia hoat ddng t6t dé dat dudc Igi nhudn vdi tinh cach 1a mot
san pham phu. Néu mdt cdn bd diéu hanh clia cdng ty General Motor phat biéu réng
“nghé cua chung toi la lam ra tién ch& khong phai la chiéc 6 t6”, thi 6ng ta da dat sai
trong tam. Cong ty ki€m tién bang cach thdéa man nhitng nhu cau cta khach hang tét

hon cac dG6i thu canh tranh.

Trang trai P nu6i ga cong nghiép vdi doanh s6 1,2 ty USD cé mdec 1ai cao han
rat nhiéu so v8i mdc binh quan cuda toan nganh va cé thi phan trén thi trudng chinh
dat t8i 50%. San phadm cua ndng trai la mot loai thit ga c6 mot khéng hai! Thé
nhitng ngudi séng |ap tai ba cla ndng trai khdng dinh ninh rang “ga nao ciing la ga’
va khach hang cling vay. Kh&u hiéu clta éng la “can phai c6 mét ngudi cliing rén dé
lam ra thit ga mém” va éng dam bao hoan lai tién cho nhitng khach hang nao khong
vlra 10ng. Ong danh toan tdm toan luc dé san xudt ra thit ga cé chat lugng ngon dén
muc do 1a khach hang sdn sang tra gid cao hon dé mua ching. Ong con cho réng
néu dam bao chat lugng san pham thugng hang va lam &n trung thuc thi s& cé Igi
nhuén cao, thi phan I6n va muc tang trudng nhanh.

Tuy vay, nhitng ngudi lam marketing van phai tham gia phan tich khd ndng
sinh I8i clia cac cc hdéi marketing khac nhau. Cau chuyén sau day sé minh hoa cho
diéu nay:

MOt cong ty san xuat giay cia My clr can b tai chinh cia minh dén moét hon
dao & vung Thai Binh Duong dé tim hiéu kha nadng tiéu thu san phdm cda minh & do.
Sau vai ngay ngudi can bé dé goi dién vé bao cado: “Dan & day khong mang giay.
Khong cé thi truéng”.

Cong ty quyét dinh cir mot can bo kinh doanh gidi nhat clia cong ty dén nudc
dé dé xac minh. Mot tudn sau can bd kinh doanh dién vé bdo cdo: “Dan & day khdng
mang giay, cé6 mot thi trudng rat 16n”.

Cong ty quyét dinh cr mot phd chu tich phu trach marketing di danh gia tinh
hinh. Sau hai tuan, vi phé chu tich nay dién vé: “Dan & day khong mang giay. Tuy
nhién ban chan cua ho nom rat té va néu cé gidy d& mang thi t6t hon. Di nhién ta



phai thiét k€& lai gidy, vi ban chan clia ho nho hon. Ta s& phai gido duc cho dan hiéu
Igi ich cua viéc mang gidy. Ta can tranh thu su hgp tac cua vi trudng bd lac & do.
Dan chuing khong co tién nhung ho trong rat nhiéu dra. Toi da udc tinh kha nang
tiéu thu trong mot khoang thdi gian ba ndm va toan bd cac chi phi cua ta, k& ca viéc
ban dfa cho mang Iudi siéu thi & chdu Au, va két luan réng ta cé thé I5i 30% trén
téng s8 vén bé ra. Toi khdng dinh 1a ta cdn phai tién 1én phia trudc”.

RG rang vi phd chu tich phu trach marketing dé khoéng chi lam chdc trach
marketing la phat hién ra nhu cau va cach théa man nhu cau d6, ma con lam céa chirc
trédch tai chinh nita. Ngh& cua dng la tao ra nhitng khach hang cé thé mang lai Igi
nhuan cho cong ty.

C6 bao nhiéu cdng ty thuc su theo quan diém marketing? Dang tiéc 1a con qua
it. Chi c6 mdt vai cdng ty thuc su ndi tiéng Ia nhitng ngudi lam marketing gidi; Banh
keo Kinh d6, Ca phé Trung Nguyén, Procter & Gamble, Apple, Disney, Nordstromg's,
Wal - Mart, Miliken Limited, McDonal’s, Marriott Hotels, Delta Arlines va moét s6 cong
ty Nhat (Sony, Toyota, Canon) va cac cdng ty chau Au (Ikea, Club Med, Ericson,
Bang & Olufsen, Marks & Spencer).

Nhitng cdng ty nay déu tap trung vao khach hang va dugc t6 chlic d€ cd thé
dap (ng mét cach cé hiéu qua nhitng nhu cau luén thay d6i clia khach hang. Ho
khéng chi t& chirc bd phdn marketing véi déi ngli nhan vién gidi, ma con ddm bao
dudc tat cad nhitng bd phén khac, nhu san xuét, tai chinh, nghién cltu va phat trién,
nhan su, cung (’ng, déu theo ding quan diém khach hang la vua. Cac té chilic nay
déu cd mot né nép marketing b&t ré siu vao tat ca cac bé phan va chi nhanh cda
minh.

Hau hét cac cong ty déu chua dat tgi trinh d0 hoan toan thanh thuc vé
marketing. Ho nghi la ho c6 lam marketing vi ho cé phd chu tich phu trach
marketing, nhirng ngudi quan ly sdn pham, luc lugng ban hang, ngdn sach quang
cdo... Thé nhung bd phan marketing thi chua chac chan céng ty dé theo ding quan
diém marketing. Céng ty cé nhitng ddc diém marketing, diéu d6 khéng c6 nghia la
cdng ty dé theo quan diém hudng vé thi trudng va phuc vu khach hang. Van dé 1a &
chd né cé ndm dudc chinh xac nhitng nhu ciu ludn thay ddi cla khach hang va
nhitng chién lugc canh tranh khéng. Trudc day, nhitng céng ty I6n nhu General
Motors, Singer, Zenith, Sears, déu mat mot thi phan I6n vi ho khong diéu chinh dugc
nhirng chién lugc marketing ciia minh theo thi trudng ludn thay déi.

Quan diém marketing dao dirc-xa héi



Quan diém nay khang dinh réng, doanh nghiép khdng nhitng phai thod mén nhu ciu
va doi hdi cua khach hang ma con phai gilt nguyén hay cing c6 muic sung tuc cho
ngudi tiéu dung va cho toan xa hoi.

Quan diém nay doi hoi mot san phdm phai thod man ca 3 yéu té:

1. Lgiich cua Cty

2. Lgi ich cia khach hang
3. Lgiich cua xa hoi



