MBA danh cho lanh dao

(phan 1)

Khéng phdi ngau nhién ma Chwong trinh MBA (Master of Business
Administration) tro thanh mot trong nhiing tiéu chi duwoc cac doanh nghiép trén toan
thé gidi hirdng t6i va quan tam trong viéc ndng cao nang lec lanh dao. Tinh toan dién
va itng dung cao trong ni dung ciia Churong trinh MBA ddp g dwoc nhu cdu thiét
thuee ciia cdc cong ty. Cdc chwong trinh MBA vi thé xudt hién rong rdi trén tdt cd cdc
chdu luc, MBA tw nhién tré thanh mét tir phé théng trong gidi qudn tri va cong dong
doanh nghiép. Tuy nhién ciing c¢é khdng it nhitng vin dé tranh cdi vé né: chat lrong
cia cdc chwong trinh MBA, thoi gian, chi phi...ddc biét la tinh phit hop cho cdc doi
twong lanh dao doanh nghiép von khéng cé nhiéu thoi gian. Bwportal xin trdn trong
gidi thiéu véi ddc gia cuon sach "MBA danh cho lanh dao” ciia tic gia Steve Silbiger -
ngueoi cé trong tay ca bang MBA va CPA. Nhitng khéa hoc chii yéu ciia chwong trinh

MBA duvoc tac gia dién dat mot cach ro rang va sinh dong chdc chan sé khién cuon



sdch nay tré thanh mét cam nang khong thé thiéu danh cho nhitng nguoi da, dang va
sé tré thanh Thac si Quan tri kinh doanh ciing nhw tat cd nhitng ai quan tam dén dé tai

nay.
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Mot canh tir phong hop ban giam déc ctia Cong ty Acme:

GIAM DPOC: M&di lan cin nhic vin dé luong bong cia cic nha quan 1y cua
cong ty, t6i lay lam la vi lwong cta Jim Mooney — Pho chu tich phu trach marketing tot
nghi¢p tir Truong Pai hoc Penn lai cao hon luong ciia Hank Bufford — Chu tich cong

ty, nguoi da tbt nghiép Pai hoc Harvard. Thuc sy 1a t61 khong thé hiéu dugc diéu nay.

CHU TICH HOI PONG QUAN TRI: C6 gi ma khong hiéu nhi? Khong co
doanh sb ban hang cua Jim thi chung ta dau can dén mét vi chu tich hay bat ky ai

khac!

Nhitng nguoi lam tiép thi nhin nhin moi viéc gidng vi chu tich cua cong ty
Acme. Theo nhan dinh cua Gido su Phillip Kotler cia Truong kinh doanh Kellogg
thudc Pai hoc Northwestern thi marketing phai luon di dau. Marketing tich hop tat ca
cac chtic nang kinh doanh va khang dinh truc tiép v6i nguoi tiéu dung thong qua

quang c4o, nhan vién ban hang hay cac hoat dong tiép thi khac.

Marketing 1a su téng hop cta ngh¢ thuat va khoa hoc. Ban ¢o thé hoc duoc
nhiéu diéu trong cac 16p marketing, nhung khéng truong 16p nao c6 thé cho ban kién
thirc vé sy trai nghiém, tryc gidc va sy sang tao dé gitip ban tré thanh mot chuyén gia

tiép thi tai ning thuc thu. Vay nén, nhitng nguoi tai ning ludn duoc tra mic lvong cao.



Viéc dao tao chinh théng chi c¢6 thé cung cap cho cac thac si quan tri kinh doanh
nhimng kién thirc nén tang va vbn tir chuyén mén gitp ho ddi mat véi cc thach thirc
tiép thi. Va d6 chinh la muc tiéu ciia chwong nay ciing nhu ctia nhiéu hoi thao tn kém

duoc cac truong kinh doanh hang dau t6 chc.

Céc truong kinh doanh hang diu dao tao hoc vién cho cac vi tri quan ly
marketing — bt chip thuc té ring vi tri ddu tién cta ho 13 chic tro 1y thuong hiéu
khiém ton trong cac cong ty thuc pham hoic hang tiéu dung 16n. Nhu vay, trong tim
chuong trinh giang day nhdn manh viéc phat trién cac chién lugc marketing chinh thirc

thay vi k¥ nang chuyén mén can thiét cho cong viéc cap thap sau khi t6t nghiép MBA.

Nhiéu sinh vién ¢ xu hudng xem marketing nhu mdt trong cdc mon hoc “nhe
nhang”. Trén thyc té, nguoi 1am tiép thi st dung nhiéu k¥ thuat mang tinh dinh luong
hay “khoa hoc” nham phat trién va danh gia cac chién luge. Khia canh “nghé thuat”
ctia tiép thi 12 nd lyc tao dung va thyc thi ké hoach marketing hap dan. Qua 1a c6 nhiéu
kha ning dé tién hanh. McDonald’s, Burger King, Wendy’s, Hardee’s va White Castle
déu thanh cong trong viéc ban banh kep thit, nhung mdi mot cong ty lai c6 cach thuc
riéng cua minh. Vi khong c6 cau trd 101 “dung” cho tung cau héi nén cac 16p dao tao
marketing c6 thé tao ra cho sinh vién hoac la cac co hoi thé hién sy nhanh nhay cta ho
hoic khién sinh vién phai vo dau bat tai dé “rin” ra nhiing y tudng sang tao.

Marketing 1a cht d& ma t6i yéu thich véi nhitng ¥ tudng that tha vi cho viée tranh ludn.

QUY TRINH CHIEN LUQC TIEP THI

Quy trinh tiép thi 1a mot quy trinh khép kin. Cac ké hoach marketing trai qua
nhiéu su thay doi cho dén khi tat ca cac phan déu duoc nhdt qudn vé mdt néi tai va ho
tro lan nhau trong muc tiéu dé ra. TAt ca cac khia canh cua ké hoach déu can dugc

phéi hop dong bo nham tao ra ¥ nghia. Ban c6 thé dé dang khién mot phan trong ké



hoach hoat dong hiéu qua nhung khong don gian dé c6 dugc mot ké hoach marketing

nhat quan vé ndi tai va hd tro 1An nhau. D6 13 méot quy trinh gdbm bay budc:

1. Phan tich nguoi tiéu dung

2. Phan tich thi truong

3. Xem xét ddi thii canh tranh va ban than cong ty minh
4. Xem xét cac kénh phan phdi san pham

5. Phat trién T6 hop Marketing “so bo”

6. Danh gia nguyén 1y kinh té hoc

7. Kiém tra lai va mé rong cac budc 1-6 cho t6i khi c6 duge ké hoach nhat

quan.

Nhu ban thdy, chung ta ¢6 mot quy trinh xdy dung chién lugc marketing bay
bude, tuy nhién, khéng nhat thiét phai thyc hién theo tuan ty nhu vay. Tuy thudc vao
hoan canh va phong cach riéng ctia minh ma ban c6 thé thay doi trat tu cac budc trén.
Chuong ndy c6 thé s& sa vao 1y thuyét marketing, nhung dé 1am cho né tré nén thuc té
hon, t6i s& phac thao ra cac van dé va linh vuc can duoc cin nhic khi xay dung mot ké
hoach marketing. Dé thiét thuc hon, tdi s& & tap trung vao marketing san phém, nhung
ndi dung va thuit ngit chuyén nganh thi van c6 thé ap dung duoc cho marketing dich

VU.

To1 s€ trinh bay cdc m6 hinh MBA theo thtr tu bay budc ma cac truong dao tao
kinh doanh van giang day. Chuong nay dua ra mot cu tric chung cé thé 4p dung cho

bat cir van dé nao vé marketing. T61 cling khong bd bo qua viéc st dung thuat ngtr



chuyén nganh dugc giang day tai cac truong kinh doanh, vi thé ban cé thé hiéu duoc
cac biét nglr quan tri kinh doanh va chirng t6 minh nhu mét chuyén gia marketing thuc
thy. Marketing 13 linh vuc dic biét co nhiéu thuat ngit chuyén nganh. Vi von tir vung
chuyén nganh chinh xac, ban c6 thé khién cho mot y tuong marketing tam thuong trd
nén ndi bat. Piéu niay nghe c6 vé budn cudi nhung d6 chinh 1a cach ma cic cong ty

quang cao ti€p thi san pham cua minh.

Quy trinh marketing bay budc 1a mot quy trinh phure tap, va cac thac si quan tri
kinh doanh thudng 4m chi nhiing thuat ngit viét tit nhu STP (segment — phan khuc,
target — muc tiéu, position — dinh vi), hodc 4C trong marketing (consumer behavior —
hanh vi khach hang; company analysis — phan tich cong ty; competitor analysis — phan
tich d6i thu canh tranh; context — tinh huéng), nhung phuong phép luan duoc trinh bay

¢ day s€ bao gom tat ca cac diém nay.

1. PHAN TiCH NGUOI TIEU DUNG

Phan tich nguoi tiéu dung — Thi trwong — Canh tranh — Phéan phoi —

T6 hop Marketing — Nguyén Iy kinh té — Duyét lai

Tat ca cac ké hoach marketing phai duoc bat dau bang viéc nghién ciru “ngudi
tiéu dung” va cac nhu cau ctia ho bdi mdi mot ca nhan déu co nhu cau va mong mudn
riéng. Muc tiéu cta viéc phan tich ngudi tiéu dung 13 nham xac dinh phdn khiic hodc
nhom nguodi ¢6 cung nhu ciu sao cho cac nd luc marketing co thé duoc truc tiép
huéng dén ho. Su bét dau ¢ bat cr diém nao déu c6 khuynh hudng han ché cach tu
duy cua ban ciing nhu tit ca cac phén tich sau d6. Mot s6 cau hoi quan trong can phai

duogc dua ra nham co6 duoc thi truong:



Thé nao 1a logi nhu cau?
A1 s€ 1a ngudi mua va ai s€ la nguoi st dung san pham?
Thé nao 1a quy trinh mua hang?

b6 1a san pham co gia tri cao va thu hut dwoc sy quan tam cua nguoi tieu dung

hay san pham iz gid tri va it thu hit dwoc sw quan tdm ciia nguoi tiéu ding?

Lam thé nao dé ti co thé phdn khiic thi truong?

The nao la logi nhu cau?Ai la nguoi can chung ta va tai sao?

Nhu cau hodc muc dich ma san phém cua ban hudng dén 1a gi? Cau héi nay co
vé khong can thiét, nhung khi tra 1oi cAu hoi ndy, ban c6 thé kham pha ra mot thi
truong tiém nang cho san phém ma trudc doé bi bo sot. Do vay, cau héi ndy phai dugce
dit ra du tién, trude khi dau 6c ban bi nhitng y nghi thong thuong xam chiém. Arm &
Hammer — mgt hang san xuét bdt n& s6-da da thuc hién nhiéu phan tich kiéu nay. Ho
da st dung bot so-da trong nhin hang thudc danh ring, nudc xit phong va dung dich
lam sach tham. Hon nira, ho con gidi thi€éu nguyén li¢u bot no s6-da cia minh cho

hang tram muc dich khac nhau.

Ai sé la nguwoi mua va ai sé la nguoi su dung san pham?

Nguoi mua hang khac biét nhiéu so voi nguoi str dung. Vi du, phu nit thuong 1a
ngudi mua sam phan 16n do 16t va tat cho dan 6ng. Néu mudn hudng dén ngudi mua
tat cho dan 6ng, c6 1& mot chién dich quang céo khong nén mua “dat” trén Sports
Ilustrated. Viéc xac dinh nguoi mua ciing nhu ngudi sir dung s& tao ra sy hiéu biét co

ban ban diu nham thiét ké mot ké hoach marketing.



Thé ndo la quy trinh mua hang?

Mot khi da xac dinh dugce nhu cau va nguoi ra quyét dinh mua hang, ban nén
thir dua ra mot gia thuyét vé cach thirc ma san pham s& duogc tiéu thu. Nghién ciru
marketing chinh 13 ngudn thong tin co ban, tuy nhién, sy quan sat, nghién ctru va kha

nang truc giac cua ban cling dong vai tro quan trong.

Viéc hiéu rd quy trinh mua hang 13 diéu quan trong vi né s& gitp ban tiép cin
duoc ngudi mua. Quy trinh mua hang bao gdom tat ca cic budc ma mot ngudi thuc
hién dan dén viéc mua ban. Mot s gido su giang day da goi d6 1a quy trinh chdp nhdn
hodc quy trinh gidi quyét van dé. Mot sb nha nghién ctru goi nd quy trinh Nghién
ctru/Cam nhan/Thuc hién (Learn/Feel/Do Process). S6 khac goi do 1a AIDA, viét tat
ctia nhitng tir Attention/Interest/Desire/Action (Cht y/Quan tdm/Mong mudn/Hanh
dong). Toi dd doc nhiéu vé chu d& nay va tom lugc cac Iy thuyét nay thanh nim budc.
Déi v6i bat ky san pham cu thé nao, quy trinh mua hang cé thé bao gdm mét hoic tat

ca cac budce sau:

Nhén thitc — Tim kiém thong tin — Panh gia cac giai phap — Mua hang

— Danh gia

Trong truong hop mua xa phong, quy trinh ¢ thé dién ra nhu sau:

Muii co thé —»T6i nén dung san pham gi? — Xa phong —Hoi y kién vog —Dén
ctra hang — Poc nhin hang —Mua xa phong Dial »Tim — Mui co thé dé chju

—Lan sau lai tiép tuc mua xa phong Dial.



Céc budc cua quy trinh dugc giai thich nhu sau:

Nhén thirc. (Quan tim, Nhan biét van d&). “Téi ¢ thé can mot thu gi d6.” Vao
mot luc nao do, ching ta s€ nhén ra nhu cau, giéng nhu nhu ciu st dung xa phong
trong vi du trén. Quang cdo c¢6 thé lam nay sinh nhu cau. Nhimg san phdm uy tin nhur
quan 40 hang hiéu hay nudc hoa thudng 1am ndy sinh mong mudn cia con ngudi.
Chung dap tng nhu cdu vé cam xuc nhu su yéu thich va sy chip thuin cta nhom.
Head & Shoulders khién ngudi mua hang day dat v6i ndi so hii vé viéc danh mat su
yéu thich va chip thuan cua nhém. Ban can phai tu hoi minh “Lam thé nao dé nguoi
tiéu ding nhan biét dugc san pham cua t6i?”, “Cac muc tiéu cta toi nam ¢ dau trong

viéc thé hién trong thong diép ctia minh?”

Tim kiém thong tin. “Nghe duoc day, t6i s& phai tim hiéu nhiéu hon vé no
day.” Nhimg ngudi tham gia vao cac quyét dinh mua hang thudng phai di dau véi
nhiéu ngudn thong tin khac nhau: Bdo cdo vé nguoi tiéu ding, nhan vién ban hang, cac
tap chi chuyén nganh, gia dinh, ban bé hay cac chuyén gia. Véi tu cach 1a nha quan ly
marketing, ban mudn thi truong muc ti€éu cia minh c6 dugc cang nhiéu cang tbt cac
thong tin ¢ loi vé san phadm ctia ban — nhitng thong tin vé thoi gian va dia diém ma
ngudi mua hang dua ra quyét dinh mua sim cua minh. Vi dy, viéc trung bay hang hoa
ctia cira hang thé hién vai trd ctia minh tai diém mua bdn (Point of Purchase — POP).
Cover Girl Cosmetics trung bay san pham trong hiéu thudc dé giup khach hang chon
mau sic. Cung muc dich tuong tu, Estee Lauder da td chirc cho cac nit nhan vién phu

trach nhan hang Clinique ctia minh

phuc vu khach hang trong hiéu thubc dé giai thich, tr vin vé san pham.

Panh gia cac giai phap. San phim nao 13 t6t nhit cho t6i? Piéu ndy bao gém
khong chi cac san pham trong pham vi hang muc ma con cac san pham thay thé. Ptng

trude chiéc xe hoi ¢6 gid cao, chang sinh vién co6 thé chuyén sang mua xe may hay xe



dap. Tuy thudc vao tim quan trong clia san pham ma ngudi tiéu dung cé thé tim kiém
ngudn thong tin hay 16i khuyén. Céc thuong vu mua ban xe 6 t6 thudong bao gém ca
viéc tham viéng tho co khi dia phuong hay nhiing nguoi yéu thich xe hoi. Viéc dang
thong tin & nhitng noi ma khach hang cta ban dé y dén chinh 1a chia khéa md cira

thanh cong trong tiép thi.

Tai giai doan nay cta quy trinh tiép thi, ngudi lam marketing nén xac dinh dugc
c4 yéu td giy anh hudng dén hanh vi mua hang myc tiéu. Trong nganh cong nghiép
golf, mirc 6 chuyén nghiép ctia cau lac bd chinh 13 yéu t6 tac dong chinh dén quyét
dinh mua siam dung cu golf ciia cac tay choi. Néu cho khach hang thdy dugc mic do
chuyén nghiép ctia minh, ban cé thé ban dugc san pham cho céac thanh vién cia ciu lac

bo.

Phén phdi ciing dong vai trd quan trong trong giai doan danh gia quy trinh mua
hang. Néu san pham khong c6 san thi khach hang co thé thay thé bang cac san pham
khac nham dép umg nhu cau tién loi hodc cdp bach ctua minh. Mang ludi phan phdi
rong khap ctia Coca Cola va Pepsi viing chic dén ndi khong mot dbi thu nao trong linh
vuc dd udng nay co thé chen ngang dugc. Tham chi néu 13 tin dd cia mén kem so-da
Dr.Brown, cé thé ban s& chap nhan Coca hodc Pepsi trong khi dang khat kho hong trén

bai bién.

Quyét dinh mua hang. DPay 1a budc quyét dinh doanh thu cua ban. Mic du
quyét dinh mua hang c6 thé 1a “c6”, nhung trong mot s trudng hop nhét dinh, 14n mua
ban dau tién chi mangt inh thit nghiém. Viéc chdp nhdn loai khin gidy Bounty “méi va
c6 cai tién” nhu mot nhin hang thudng xuyén cua ban s& dién ra chi sau khi trai qua
cudc thir nghiém thanh cong. Vi nhitng mat hang c¢é gia tri 16n nhu tau thuy hay thiét
bi thi viéc mua thir 1a khong thé. Trong nhiing truong hop nay, quy trinh ra quyét dinh

s€ tré nén khé khan hon va doi hoi ngudi mua can c6 nhiéu thoi gian hon dé can nhac



bdi ho phai d6i mat v6i nhiéu nguy co rii ro. Thong qua viée sit dung nhiéu cong cu
tiép thi nhu quang cdo, nhin vién ban hang am hiéu, bao hanh hay tai liéu in 4n, rui ro
mua ban c6 thé duge giam thiéu bang cach cung cip cho nguoi mua thong tin vé mirc
d6 hiéu qua ma anh ta hay c6 ta mong doi dong thoi cung cap cac thong tin co ban vé

su so sanh v&i san pham cua doi thu canh tranh.

Panh gia. (Hanh vi hau mai). Téi co thyc hién viée gi d6 sai 1am? Két luan nay
c6 thé hién dién hodc 1a & mic d6 ty nhién bang cach kiém tra tinh hiéu qua cta san
pham, hodc & muc do tim 1y bang cach kiém tra sy chap thuan cua dong nghiép. Sir
héi tiéc ciia nguoi mua va sw thdt vong sau khi mua hang chinh 1 cac thuat ngir dung
dé mo ta giai doan bdi réi thudng dién ra sau khi cudc mua ban két thac. Vi dy, viéc
quang cao xe hoi khong chi dwoc nhiam vao cac khach hang tiém ning ma con hudng
dén cac khach hang hién tai nham bao dam mot 1an nira rang ho di khong sai 1am khi

mua chiéc xa tai mini hiéu Dodge Caravan thay vi mua chiéc Honda Odyssey.

Trong viéc hiéu quy trinh mua hang, ¥ tudng dau tién cia ké hoach marketing
c6 thé duge nhom 1én thanh mot du dinh thim do vé quang cdo va khuyén thi (s€ duogc

ban dén trong budc 5 vé quy trinh phét trién chién lugc).

Viéc nghién ciru c6 thé givip ban hiéu dwrgc quy trinh mua hang

Viéc nghién ctru ngudi tiéu dung 1a mot cong cu chinh giup cho 1y thuyét vé
quy trinh mua hang tré nén hiru ich. Nghién ctru c6 thé chi cho giam ddc marketing
biét anh ta di thanh cong & dau va cac nd luc cia anh ta can duoc dinh huong lai &
nhimg diém nao. Vi du, néu giam d6c marketing cua to The National — mot t& bao thé
thao tung that bai vao nam 1991 - tién hanh mot cudc diéu tra véi két qua cho théy
rang 50% dan 6ng co biét dén td bao nay nhung chi co 1% doc né thi van dé nay chac
han s& tré nén hiru ich. Két qua diéu tra d6 c6 thé khién vi giam ddc d6 ting cudong nd

luyc cia minh nham md rdng mang ludi phan phoi dén cac sap bado va cho phép ban



doc ¢6 co hoi thir dang ky dat bao. Viéc nghién ctru 1a dang gia vi né c6 thé duoc
chuyén thanh cac hanh dong marketing hiru hinh. Trudc khi bit tay vao nghién ciu,

ban nén tu hoi minh:
T61 can cau tra 101 cho cau hoi cu thé nao?
T61 s€ sir dung nhitng thong tin thu dugc nhu thé nao?

Néu chua timng nghi dén hai cau hoi don gian nay thi ban sé& lang phi thoi gian
va tién bac. T6i c6 thé khang dinh véi ban rang, nhiéu céng ty nghién ciru tiép thi luén

san 10ng gitp ban tiéu phi tién bac.

Do la san pham co gia tri cao va thu hut duoc su quan tam cua nguoi tiéu dung

hay san pham it gia tri va it thu hit dwoc sw quan tam ciia nguoi tiéu ding?

Nhu viéc thao luan vé hanh vi cta ngudi mua cho thdy, cac san pham khac
nhau tao ra hanh vi mua hang khac nhau do tdim quan trong vén c6 cua néd ddi véi
ngudi mua va nguoi sir dung. Néu ngudi tiéu dung nhan thdy mirc do “rui ro” cao khi
mua hang thi thi san pham d6 duogc coi 1a sdn pham cé gid tri cao va dwoc mua bdn
sau khi ¢é sy cdan nhdc kyj luéng (high-involve product). Sau day 1a mot sb 1y do quyét

dinh dén viéc mua san pham:
. Gia cao

. Nhu ciu vé loi ich ctia san pham (d¢ tin cdy, vi du nhu trong trudng hop

ctia may diéu hoa nhip tim).

. Nhu cau théa man vé tdm ly ma sdn pham c6 thé mang lai (vi du nhu nhu

cau tinh cam, dia vi).

Radio, quan 4o, xe hoi va cac dich vu chuyén nganh 1a nhitng vi du vé€ san

pham co gia tri cao va dwoc mua ban sau khi co sw can nhac ky luong. Ching thuong



c6 gia cao hon va doi khi kho so sanh. Viéc xac dinh sy khac nhau gitra cac gidi phap
thay thé khién viéc mua cac san pham high-involvement tr& nén khé khin, dic biét 1a
néu ngudi mua khong ranh vé mat hang dé. Do vay, viéc tim kiém thong tin co thé bao
gém mot pham vi rong. Vi dy, trong truong hop xay ra kién tung do co yéu cau bdi
thuong thiét hai, thuong khong c6 co héi thur hai dé dua vu kién ra toa. Vi vay, su lua
chon cua luat su chinh 1a mdt hanh dong co gia tri cao va dwoc thuc hién sau khi co su
can nhdc kj heong. V&i nhitng san pham it gid tri va thu hit dwoc sw quan tdm ciia
ngueoi tiéu dimg (low-involvement product) thi viéc chon lwa dé dang hon nhiéu. Vi du
néu khong hop khau vi khi &n mot thanh keo, ban ¢6 thé bé nd va mua mot cai khac

thay thé.

Ma tran & trang ...cho thay cac hanh vi c6 thé xay ra dugc hinh thanh tur sy
twong tac cua cac murc do lién quan va sy khac bi¢t ctia san pham. Bang viéc hiéu 1o
cac hanh vi c6 thé xdy ra nay, véi tu cach la mot nguoi lam ti€p thi, ban c6 thé tan

dung loi thé cua kién thirc nay dé ban san pham.

MA TRAN HANH VI NGUOI TIEU DUNG

Muc do anh hudng cao Muc do anh
huong thap
Nhitng khéc - Quy trinh phtrc tap - Thur nghi¢m
biét dang ké - Trung thanh v&i nhan hiéu - Hanh vi ngiu
nhién
it co su khac biét - Su giam bot lo la“ing - Mua san phém
ré nhat

- Giam lo ling (khong phu hop) - Hanh vi ngau nhién



- Su tin tudng khdng c6 co sd - Su trung thanh khong co s&

v€ san pham - Dd i cia san pham

Mo hinh hoc thuat nay khong chta nhitng ham y vé thé giéi thuc cho hanh
dong. Mot san phdm c6 gia tri cao va thu hat dugc sy quan tdm ciia nguoi tiéu ding
nhu xe may Harley-Davision s& xuat hién trong goc trai trén cung cua ma tran. Mo
hinh dua ra dé xuét rang cac nd lyc marketing ctia Harley nén hudng dén viéc chtng to
su vuot troi vé ky thuat, nhung cling c6 thé bao g@)m Sur hép dan thich thi vé cam xuc —

“mua dang cap kinh dién ciia Hoa Ky” — nham tao ra 10ng trung thanh.

Ma thuat ctia nguoi lam tiép thi thé hién trong cong viéc khi anh ta/co ta chuyén
d6i mot san pham it gia tri va thu hut dugc sy quan tdm cua nguoi ti€u dung trude do
thanh san pham c6 gia tri cao va thu hut duoc sy quan tAm cua ngudi tiéu dung. Doi
giay thé thao 1a mot vi du chinh. Chi mot doi giay chuyén biét cho budi hoc thé duc,
gidy thé thao tré thanh biéu tuong vé vi thé cho nhing ban tré va tham chi 1a nguyén
nhan giy ra au da trén cac duong phd. Su déo nghich tir san pham it gia tri va thu hat
duoc sy quan tAm cta ngudi tiéu dung thanh san pham c6 gia tri cao va thu hit dugc
su quan tdm ciia nguoi tiéu dung c6 thé khién cho mot san pham tiéu dung don gian
canh tranh véi mot linh vie khong dinh hinh cta cac ddi thi. O day c6 bdn cach thirc

chung ma theo do, diéu nay c6 thé duoc hoan tit.

Lién ket san pham voi muc do anh huong cao: Viéc gan nhan hiéu dau an
khong c6 cholesterol hi€éu Puritan cua Procter & Gamble véi ndi s¢ hai cua cac ba vog
doi véi bénh dau tim cia cac dac ong chong 1a mdt vi du dién hinh trong manh khée

quang cao.



Sir dung qudng cdo c6 lién quan: Néu quang céo tao ra thong diép mang tinh
thé hién gid tri vé san pham va dich vu thi san pham sé& tré nén quan trong véi ngudi
tiéu dung. Nhiing gié tri chtra trong thong diép, chéng han nhu dia vi xa hoi va tinh
yéu thay cho viéc quang ba san pham don thuan, san pham di kém véi thong diép noi
1€n dia vi xa hQi hay tinh cam s€ tao khac biét voi dbi thu canh tranh. Vi dy, Pepsi gén
nhing gi tré trung va hién dai véi san phdm ctia minh bang viéc str dung hinh anh ca si

trong cac quang cdo dé ban nudc sé-da.

Thay déi tam quan trong ciia cdc loi ich do san pham mang lai: Cling nhu dich
vu,san phdm mang lai nhiéu loi ich cho ngudi tiéu dung. Néu thong qua hoat dong
marketing, tam quan trong vé 1oi ich nao do6 cua san phém c6 thé duoc nhan manh,
nguoi tiéu ding c6 thé s& trd nén quan tdm nhiéu hon. Nhitng cudc chién trong linh
vuc bia ciia thap nién 80 da bién calo thanh van dé quan trong mang tinh canh tranh.
Mot thudce tinh bi bo sot 13 calo da khién cho nguoi tiéu dung bia c6 ¥ thic vé stic
khoe tré nén c6 nhan thire hon khi quyét dinh mua bia va két qua 1a Miller Lite da hdt

bac.

Gidi thiéu nhitng déic diém quan trong ciia san pham: Céc nha tiép thi ciing co
thé stra d6i mot vai thanh phan cua chinh san pham dé lam cho ching tré nén khac
biét. Khi san phim may hut bui c6 nap ngan khong cho tré nho tho tay vao trong dugc
quang cao, nhiéu bac phy huynh d3 thuc su bi thu hit. Nhitng san pham dau tién véi
nép bao vé trd nén ndi bat trén ké hang. Nhung khi tat ca cac doi thu canh tranh bt
chudc nhitng san pham nay thi viéc tao ra nét khac biét 1a hét sirc can thiét va viéc
mua ban lai tré' vé hinh thuc it gia tri va it thu hat dugc su quan tdm cia nguoi tiéu

dung.

Loai san pham it gia tri va it thu hat duoc sy quan tdm cua ngudi tiéu dung
thuong dugc chuyén ddi theo cach d6 bai cé sy doi hoi vé mirc d6 téi thiéu ddi véi
hoat dong chép nhén duoc. Vi du, mét chiéc dinh ghim khong c6 nhiing cong viéc kho

khin dé thuc hién. Khong quan trong d6 1a thuwong hiéu nio, ban khong thé mac 16i.



Néu chi phi cho cudc thir nghiém thap, vi du nhu chi phi mua mot thoi keo gom, ching

ta s& kho ma thuc diy sy quan tAm cua khach hang.

Lién quan dén sy thu hat 13 mic d6 cua viée hoach dinh mua ban. Viéc mua
ban di dugc hoach dinh trudce hay tiy himg? Cac san pham c6 mirc do anh hudng cao
thudng duoc 1én ké hoach, con cac san pham tuy himg thudng 1a do su thoi thic ca
tinh thé. Néu viéc mua ban da dugc lap ké hoach thi ngudi mua s€ tim kiém thong tin
vé san pham. Néu khong, sy gan giii gitra san pham va nhu ciu 1a yéu t6 rat quan
trong. Thyuc pham snack 1a mot vi du cia viéc mua hang tuy himg. Nhitg con do6i bat

chgt s€ dan té1 nhu cau can mua do an ¢ noi gan nhat.

Liéu t6i ¢6 ¥ mudn phdn khiic thi truong hay khéng? Tai sao? Bang cach ndo?

T6i d3 néu ra van dé nay trong phan hanh vi cta ngudi mua, nhung cau hoi “Ai
s& 1a ngudi mua” chinh 1a trong tdim ciia Marketing. Néu ban nghi rang minh c6 mot
san pham nao d6 danh cho tit ca cac dbi tugng thi chién lugc thi truong dai ching 1a
thich hop. Néu san pham cua ban dap tng duong cong ching, hay tién hanh chién lugc
nay. Néu khong, ban s€ phai Iya chon mdt hoac mot sb phan khuc thi truong dé huong
to1. Cac phan khuc thi truong 1a nhitng nhom nguoi tiéu dung cé chung so thich va
nhu cau hoic mong mudn. Vi dy, Coca Cola str dung phuwong phap tiép can thi truong
dai chung dé ngudi mua co cam gidc d6 udng Coca-Cola 1a “thic udng dich thyc”.
Snapple, mot loai tra dac bi€t da thut mdt phan khuc thi truong hep da dugc dinh r6.
Gié cua loai tra nay cao hon va chai dung c6 hinh dang khéc biét so voi cac loai san
pham db udng khac. Vi vay, Snapple da thu hut duoc phan khuc thi truong nude udng

giai khat dic biét.

Vi€c phdn khuc thi truong co6 cac chic nang sau:



Xéc dinh cac phan khuc thi truong da 16n cho muc ti€u lgi nhuan.

Xéc dinh cac phan khuc thi truong c6 thé c6 duge mot cach hiéu qua thong qua

cac no luc marketing.

Gitp phat trién cac ké hoach Marketing

Bang viéc xac dinh cy thé phan khiic thi truong, ban c6 thé thuc thi mot cach
hiéu qua cac hoat dong marketing nham thu dugce doanh thu va lgi nhuan. Néu khong
c6 muc tiéu rd rang, ban s& chi ling phi tién cta. Co bdn bién sd chinh duoc st dung

trong viéc phan khuc thi trudng nguoi tiéu dung:
. Bién s6 mang tinh dia Iy
. Bién s6 mang tinh dan khau hoc

Bién s6 mang tinh tam Iy

Bién s6 mang tinh hanh vi

Phan khiic thi truong theo yéu té dia Iy: Thi truong duge chia theo qudc gia,
bang, khu vue, tinh va thanh phd. Cuc diéu tra dan s6 lién bang My dua ra danh sach
thong ké 310 Khu vwee dat chudn thanh phé 1én (SMSAs) dé xac dinh cac trung tim
dan s6 tinh theo ving & My. Arbitron, mot hing nghién ctru truyén théng 16n da xéac
dinh phwong phap twong tu voi tén goi Cdc khu viee ¢6 dnh hwéng chi phoi (ADIs) dé
chiém linh 210 thi trudng may thu hinh trong nuéc. Ddi thu ctua Arbitron 1a A.C.
Nielsen cling c6 phuong phap tuong tu mang tén Cdc khu vuc thi truong dwoc xac

dinh (DMAs).

Phadn khuc thi truong theo yéu to ddn so: Chia dan s6 dua trén cac bién s6 co

thé tinh toan dugc dé c6 duge nhitng nhom nguoi ¢o6 cung nhu cau:



D6 tuéi — Cac thé hé khac nhau c6 mong mudn va nhu cau khac nhau.
Gioi tinh — Gi61 tinh va cdc m6 hinh mua hang.

Thu nhap — Kha nang mua hang.

Tinh trang hén nhdan — Cac nhu cau trong gia dinh.

Cdc giai doan trong chu ky hén nhédn ciia gia dinh — Thoi ky dau, chua co dd

dac gi.
Hoc van/Nghé nghiép — Biéu thi sy phic tap ciia ngudi tiéu dung

Ddadn toc, ton gido, chung toc — S& thich dac biét

Phan khiic thi trieong theo yéu to tam Iy: Chia thi truong theo su khac biét vé

tam ly:
Loi séng — Cac hoat dong, s¢ thich, quan diém

Tinh cach ca nhdn— Bao thu, chap nhan rui ro, tham vong dia vi, bat budc, tham
vong, doc doan, chan hoa (con nguoi c6 nhitng thoi diém mong muon khac nhau doi

hoi marketing phai kich hoat dugc nhitng ham muon do).

Phén khuc thi truong theo yéu té tam 1y dugc coi 1a mot cong viée kho. Cac
bién s6 lién quan dén tinh cach ca nhan s& kho duoc nhéan dién hon va kho tinh toan sb
lugng hon so véi viée phan khuc thi truong theo nhan khau hoc, nhung ching lai c6

thé duoc do ludng va danh gia.

Phan khuc thi truong theo hanh vi nguoi tieu dung: Chia thi truong theo hanh

vi mua hang ctia nguoi tiéu dung thong qua quan sat:



Sw hitu dung — Luong st dung, cach thuc st dung, loi ich cua viéc su dung.
Dip mua sam — Qua ting, ky nghi, theo mua.

Mikc dj trung thanh véi nhan hiéu — Su trung thanh véi mot san pham chi ra

tinh de Iinh hoi d61 véi cac san pham khac.

Phan 1ing ciia nguoi tiéu ding doi véi gid cd va khuyén mai — Mot sb nguoi co
phan g véi cac nd luc marketing dic biét hon nhitng ngudi khac. Nhimg phu nit da
c6 gia dinh thuong str dung phiéu giam gia khi mua hang hon 13 nhimg phy nit doc

than.

Nhirng ngudi lam tiép thi khong can phai chon ra nhom céac bién sé “thich
hop”, ma con quyét dinh s6 luong cho viée sir dung. Con s chinh xéc ctia cac bién sb
“hiru hiéu” s& xac dinh muc tiéu co thé tiép can va dé linh hoi nhat chir khong phai
muc tiéu cu thé nhat. Vi du, thi truong muc ti€u cua hang Corvettes co thé 1a nhiing
ngudi dan ong toc nau, tudi tir 25 dé 65 voi muc thu nhap 75.000 dé-la My. Tuy nhién,
kha ning guéng dén thi trudng muc tiéu 13 nhimg ngudi dan 6ng téc niu voi quang
c4o hiéu qua 12 han ché va tinh hitu ich con bi hoai nghi. Liéu nhitng ngudi toc nau co
1a bién s6 phan khuc thi truong can thiét hay khong? Khong c6 to tap chi nao chi
huéng dén doc gia 1a nhimg nguoi dan 6ng toc ndu. Ngoai ra, nhitng ngudi hoi dau
hay toc vang ciing co thé 1a khach hang tiém ning ctia Corvettes. Ban c6 thé sir dung

cac tiéu chi dudi day dé xac dinh cong cu marketing phu hop:

Kha nang tinh toan — Ban c6 thé x4c dinh phan khuc thi truong

Giai doan 4: Suy thodi — “Doanh sé giim bao nhiéu?” Khi mot san pham ton
tai lau trong vong doi san pham ciia no thi d6i thii canh tranh s& cé thé tung ra loai san

pham tuong tir. Tham chi ngay ca nhitng nguoi tiéu dung chip chap nhit hay e dé nhét



cling van thdy an tdm khi mua hang ¢ thoi diém mudn mang nay. Nguoi tiéu dung
khong thém dé y dén quang cdo vi cho rang tit ca san pham dang canh tranh déu nhu
nhau. O giai doan nay, nhiéu cong ty tap trung nd lyc vao viéc giam gia néu su canh
tranh van con hién dién, hoic tir tir ting gia san phém néu co it dbi thu canh tranh. Cac
mdi quan hé thuong mai chinh 13 yéu t6 chu chdt dbi voi viée ban 1é, boi vi néu khong
c6 su kich thich d6i v6i van dé d6i méi thi cic nha phan phdi va cac co so ban 1é s&
phan bd chd bay hang cho cc san phdm méi c6 tiém ning loi nhudn cao. N§ luc tao ra
moi quan hé budn ban thudng duoc goi 1a quan hé Marketing (Tivi den trang, may hat,

may casset... 1a nhitng vi du).

V&i mot sb miat hang, giai doan truong thanh khong dong nghia vai viée “gidy
chét”. Cac san phém cli ¢6 thé duoc tiém thém sinh luc sau giai doan truong thanh va
mot giai doan tdng trudng madi lai dugc bat dau. Nho nhitng nd luc marketing, chuong
trinh kinh doanh béng chay ctia céng ty Topps Inc ciing d3 trai qua thoi ky phuc hoi

vao thap nién 80 va dén thip nién 90 thi chdm dut thoi ky hoang kim ctia minh.

Trong mat ) truong hop, viéc kéo dai thoi ky “giay chét” lai tao ra loi nhuan
16n cho cac nha san xudt cudi cung. Trong nganh san xuat bong dén chan khong
chuyén cung cap cac loai dén dién cho tivi, dai ban dan va mot s6 san pham cii khac,
Richardson Electronics 1a doanh nghi¢p tru viing trong linh vyc nay — linh vuc trudc
d6 timg bi GE, RCA, Westinghouse va Sylvania chi phdi. Str dung chién luwoc két thiic,
cac nha san xut nay co6 thé hot bac tir nguoi tiéu ding du ho chang con thi trudng thay

thé nao.
Cdc yéu t6 canh tranh chii yéu trong nganh la gi?

Nén tang cua canh tranh trong mdi nganh cong nghiép hay thi truong c6 khuynh
huéng khac nhau. N6 c6 tac dong 16n dén cach thirc ma doanh nghiép tin cong vao thi
truong cua minh. Co 5 yéu t6 canh tranh chii yéu goép phan tao nén nén tang canh

tranh trong hau hét cac nganh cong nghiép:
Chit hrgng

Gia ca



Quang cao
Nghién ciru va phat trién
Dich vu

Vi du trong nganh cong nghiép thirc dn nhanh, quang cdo va khuyén mai 1a cac
yéu t6 then chdt. Trong cic nganh cong nghiép cung cép nguyén lidu thd cho céac
nganh khac, gia ca va dich vu 1a cac yéu t6 dong vai trd quan trong. Trong nghién ctru
ctia ban than vé& nganh cong nghiép ca phé, t6i nhan thy gia ca va chit luong 13 co sd
canh tranh. Khi xay dung ké hoach marketing, ban cé thé thay doi nén tang canh tranh
cho phu hop véi tiém ning ciia cong ty ban, tuy nhién, dimg bo qua cac yéu td canh

tranh quan trong trén.

(Con ntra)



