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Céc ban da nghe ndi dén mé hinh marketing mix (mix c6 nghia 1a hdn hop)
4Ps hoic 7Ps cua gido su Philip Kotler rdi, hdm nay cho phép “chua gido su”
Phan Anh s€ chia sé vd1 cac ban mo hinh 13Ps mix dua trén nén tang 4Ps, 7Ps.
Day la nhitng nguyén ly va m6 hinh marketing quan trong trong qua trinh ban

hang, kinh doanh ma ban can phai doc, hiéu va ngam, sau do la ap dung.

Chung ta déu biét dén mo hinh marketing hdn hop 4Ps bao gom 4 yéu to viét tat
ctia 4 chi P trong tiéng Anh, va chif “s” c6 nghia l4 s6 nhiéu trong tiéng Anh, bao
obm

- PI (Products): Chién lugc san pham la gi?

- P2 (Prices): Chién lugc gia la gi?

- P3 (Promotions): Chién lugc quang ba va xuc tién ban 1a gi?

- P4 (Places): Chién lugc kénh phan phdi 1a gi?
Sau nay, giao su Philip Kotler da cap nhat lén, thém 3 chit P(s) nita thanh mé6
hinh marketing hon hop 7Ps. Véi M6 hinh marketing hdn hop 7Ps bao gém: 4Ps
cii d4 c6 va phdi hop thém véi 3Ps moi.

- P5 (People): Chién lugc tuyén dung, dao tao va phat trién nhan su

trong marketing
- P6 (Process): Quy trinh hoa
- P7 (Physical Evidence): Cic minh chiing
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- P7’ (Philosophy): Triét 1y kinh doanh, marketing. Mot s6 tai lidu va
gido trinh thi st dung P7 1a “physical evidence”, mot s6 tai liéu khéc

lai sir dung “Philosophy” 14 Triét 1y kinh doanh.
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Ngudn: Google Image (7Ps marketing mix)

- MO0 hinh marketing mix m& rong, bang cach thém cac chit P khac
nita vao trong mo hinh la da tao ra dugc cdc mé hinh méi1 hoac mo

hinh mé rong.

ST |P MO TA MARKETING 4.0

4Ps

P1- Chién lugc san pham tra 10i cho | Trong thoi ky cach mang

Products - | rat nhiéu cu hoi can phai tra 10i | cong nghiép lan thtr 4 hay
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sdn pham

r0 rang:

Ban s& ban san pham gi?
San pham hitu hinh hay san
phém dich vu, san phém
vat 1y hay san pham sb
hoa?

Ban san xut thir ma ban co
hay thir ma thi truong can?
Ban san xuat tht ma ban
biét hay thir ma khach hang
tham chi con chua tuong
tuong ra 1a mot san pham
tuong lai?

Khach hang that sy mudn
diéu gi & san pham cua
ban?

Gia tri c6t 161 ctia san pham
la nhitng gi?

Nhiing tinh ning gi c6 thé
dap (mg nhu cau cta khach
hang?

Céach ma khach hang s€ st
dung san phém/ dich vu cua
ban?

Noi ma khach hang s€ su
dung?

Dong co mua hang va muc

dich cua viéc mua san

con goi la thoi ky 4.0, cac
san pham dugc ban rat da
dang va mai la, tham chi co
nhiéu sén phém hoac dich
vu chua tung co6 trén thi
truong, chua tung co trong
thuc té va ciling chua ting
dugc biét dén trong tudng
tuong cua chung ta.

Su phat trién nhanh chong
va vO cung ky di¢u cua
cong nghé thong tin va
khoa hoc k¥ thuat s€ thic
day thé gidi va cac doanh
nghiép tao ra cac san pham
va dich vu hoan toan maéi.
C6 thé tudng twong nhu thé
nay, cac san phém hoac
dich vu trugc day chung ta
thuong thay trong cac bo
phim khoa hoc vién tudng
nhu 6 t6 bay, tau vii try,
may bay cd nhan, tour du
lich vii try... thi bay gio
hoan toan la kha thi va
chuan bi tung ra cac phién
ban thwong mai dé ban ra

thi truong, cac Ung dung
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pham?

San pham/ dich vu d6 co
kich thudc nhu thé nao hay
dugc dong goi ra sao dé
tién dung trong st dung,
trong trung bay, trong ban
hang, trong phan phdi va
van chuyén ma van tiét
kiém duoc chi phi...?

Pit tén san pham 1a gi?
Thiét ké logo va bao bi, bao
g6i, dong gbi san pham nhur
thé nao?

Su khac biét vé& san pham
cua ban so vO1 cac san
pham khac trén thi trudong?
Ban c6 chién lugc da dang
hoa san phém hoac dich vu
nhu thé nao?

Céc dich vu va quy trinh
phuc vu khach hang trudce-
trong va sau ban di kém san
pham/ dich vu d6 1a gi?
Chinh sach bao hanh, d6i
tra... cho san pham/ dich
vu duoc ban?

Chinh sach va cac yéu ciu

ban hang cho dai ly, nha

thong minh kem tri tué
nhan tao tran ngdp khap
moi not nhu nha thong
minh, tu lanh thong minh,
may giat thong minh, bép
thong minh, ndi niéu xoong
chdo bat dia thong minh,
quan 4o thong minh...; Cac
thiét bi cham soc stc khoe,
thiét bi y té, thiét bi ca
nhan... Cai gi cling thong
minh va co két ndi véi
Internet, duoc xur 1y bang
cac phan mém c6 chtra A.I
(tri tué¢ thong minh nhén

tud).

Cac dich vu phﬁn mém cho
may tinh, may tinh bang,
dién thoai, thiét bi deo, cac
thiét bi thong minh s& vo

cung phat trién.
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phan phdi, khach hang di
kem.

Vong doi cua san pham 1a
bao nhiéu 1au? Lam sao dé
kich cau va giup khach
hang tai mua? Ban chi bao
nhiéu tién cho hoat dong
R&D nghién clru va phat
trién san phim méi, 1am
m&i san pham cii?

Chinh sich, ngan sach va
chién luoc phat trién san
pham moi 1a gi?

San pham c6 duoc ¢4 nhan
hoéa nhu cau téi timg yéu
cau ctia khach hang cu thé
hay khong?

Xac dinh tdp khach hang
muc tiéu khi két hop véi P2
(price)

Vi du: Hing xe hoi cao cap Roll-
Royce ctia Anh c6 thé san xuat
mot chiéc xe hoi ¢6 thé c nhan
hoa va tily bién dua trén moi yéu
cau cua mot khach hang. Hang ¢
thé chon cho khach hang mot mau

son ma khach hang thich tr hang
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nghin cong thirc mau son; Hang
c6 thé gin ca mot bau troi sao &
trén tran xe néu khach hang mudn
quay tro lai thoi nién thiéu con
nghéo kho; Hang co thé san xuat
noi that tring vi ménh cua khach
hang; Hang co thé chon gd dé 1am
cac chi tiét noi that tir mot cay g
ma khach hang trong trong
vuon...; bat ky didu gi khach
hang mudn, chi can khach hang
noi ra va san long chi tién, hang

déu co thé dap tng duoc.

P2-
Price

Gia ca

Chién lugc gia trong marketing
trd 101 cho nhitng cau hdi lién
quan dén van dé gia ban cua san
phém, cu thé c6 mot sd cau hoi
go1 y nhu:

- Gia tri cbt 15 cua san
pham/ dich vy ma ban 13
gi?

- Ban nhim t6i tip khach
hang nao? Tap khach hang
tiém nang d6 c6 phai la
nhoém khach hang nhay
cam vé gia hay khong?

- Chién lwgc dinh vi thi

Chién luoc gia trong thoi
ky 4.0 ciing s& c6 nhiéu su
thay d6i 16n, xét vé& mit
bang chung va dai da s thi
gia cd hang hoéa co6 xu
huéng ré hon do ning suat
lao dong tang cao (dung
robot, phdn mém quan 1y,
tri thong minh nhan tao, tbi
wu quy trinh, téi wu ning
suat); do canh tranh giita
nhitng nha san xuét, nguoi
ban hang ngay cang l6n; su

hoi nhp toan cau hoa trong
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truong cua ban la gi? Ban
mudn nhim chon phan
khuc khach hang nao?

Ban s€ dinh gid ban 1¢ bao
nhiéu tién? Gia ban budn
bao nhiéu tién? Chinh sach
gia ctia ban 13 c6 kiém soat
hay tha ndi? Ban s& tra
chiét khau hoa hong hay
ban gia ban budn truc tiép?
Chinh sach thanh todan,
phuong thuc thanh toan
cua khach hang, dai Iy danh
cho ban la gi? Hay ban s¢
ap dung chinh sich thanh
toan, ban hang, chiét khau
nhu nao?

Chién luoc gia ma ban
dang theo dudi 1a chién
luge gi? Chién lugc xam
nhap thi trudng; Chién luoc
gia thap - hay pha gia tri
truong; Chién lugc tam 1y
gi4 ca; Chién luoc dinh gia
cho timg dong san pham;
chién lugc gia san pham
tuy chon; chién luoc gia

h6t vang; chién lugc gia

mot thé gidi phang thuc su
tao ap luc canh tranh va
ngudi tidu ding t6i uwu loi
ich bang viéc so sanh gia ca

ung voi cac tiéu chi khac.

Trong thoi ky nay, rat
nhiéu cong ty sé& ap dung
mo hinh hay chién luoc gia
0 dong (mién phi) nhung
van ¢6 duoc doanh thu
khong 16 dén tir cac ngudn
doanh thu khac, vi du nhu
cung cap cac dich vu mién

phi (Facebook, Google).

Céac san pham/ dich vu c6
gia cuc ky xa xi cling ngay
cang nhiéu hon va dit hon,
do ty 1€ nguoi giau co (ty
pha do6 la My, triéu pht do
la My) ting nhanh trén thé
gidi, va ching ta s& sdng
trong mot thé gidi khoang
cach giau ngheo sé tiép tuc
cach xa nhau trong thoi dai
4.0. Thoi dai ma nhiing

nguoi tré co thé giau 1én
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cao/ rt cao; chién lugc gia
kém khuyén mai; chién
luge gid cho tung khu vuc
dia 1y; chién luge dinh gia
ting phan; chién lugc gia
mién phi; chién luoc gia
dua trén chi phi...

Viéc lua chon chién luoc
gia nao phu thudc vao san
pham d6 c6 tinh doc ddo,
tinh ma1, su khac bi¢t hay
khong, phu thudc vao kha
nang tai chinh cua doanh
nghiép, phu thudc vao phan
khtc khach hang muc ti€u,
phan doan thi truong va
tinh hinh thi trudong hién tai
cling nhu dy bao thi truong
tuong lai, phu thudc uy tin
thuong hi¢u hodc quan
diém ctia nguoi kinh doanh
va nhiéu cac yéu td khéc
nua...

Chinh sach va phuong
phap thanh toan, giai phéap
hd tro tai chinh cho dai ly
va khach hang 1a gi? Cong

cu va phuong tién thanh

nhanh chong nho nhiing
mo hinh kinh doanh rét
méi, rat la.

- Cac doanh nghiép trén thé
gi¢i, hodc cac doanh
nghi¢p thuong mai dién tu
hién nay da va dang su
dung rat nhiéu phuong thirc
thanh toan khic nhau (dé
pht hop véi nhiéu thi
truong khac nhau), chap
nhan nhiéu loai tién t¢ khéc
nhau; st dung nhiéu cong
nghé thanh toan nhu cong
ngh¢ thanh toan di ddng,
thanh toan khong cham,
thanh toan khong thé, thanh
toan quy doi tién té toan
cau.

- Chung ta s& ching kién sy
xuat hién nhiéu giai phap
va cong nghé thanh toan
mo1 ma chung ta chi nhin
thidy trong cic bd phim
Hollywood nhu cong nghé
thanh toan bang chip nano
cay dudi da (sé khong can

bat ky thiét bi nao khac hd
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todn nao ma doanh nghi¢p
dang str dung va 4p dung
cho khach hang va ddi tac.
Vi du nhu
Thegioididong.com,

FPTshop.com.vn c¢6 kha
nang ban hang ting doanh
s6 dugc nhd mot giai phap
la cho vay tiéu dung — cho
vay tién mua san pham va
trd gop, tra gop khong lai
suat. Hoac mot vi du khac
trén thi truong bat dong san
chiing ta ciing dé dang nhan
thiy c6 nhiéu khach hang
mua bat dong san can hg
chung cu str dung hinh thtrc
vay ngan hang (c6 1ai suat
hoic khong 1ai suat) dé
thanh to4n tién mua chung
cu. Nén cac dy an chung cu
m&i c6 kha nang ban téi tip
nhu vay, va cling gidm ap
lyc tai chinh 1én chii dau tu
vi lic nay nguoi vay tién
chinh 1a khach hang, chua
khong phai 1a chu dau tu

vay tién.

trg viéc thanh toan).
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P3-
Promotion
Xuc tién

Bén hang

P3 theo mo hinh nay 1a Promotion
tam dich ra tiéng Viét 1a xuc tién
ban. Hoat dong xuc tién ban hang
c6 thé bao gdm rat nhiéu cac hoat

dong cu thé khac nhau nhu:

Quang céo: Cong ty, doanh
nghiép, san pham/ dich vu
cua ban da st dung nhiing
cong cu quang cao nao roi?
Quang cao Online qua
Facebook,

Adwords,

Google
Youtube Ads,
Zalo Ads...? Quang céo
qua cac cong cu bao chi
truc tuyén? Quang cdo qua
cac cong cu in 4n gi rdi nhu
la bai bao trén céac tap chi
danh tiéng, pano quang cio
l6n ngoai troi, to roi, tem
méac, ban d3 chuan bj dr:iy
du chua? Ban c6 can nhéc
vé cac loai hinh quang céo
mo&i chua? Ban c6 thuc su
am hiéu cong viéc do
khong?

Ban c6 bd phan phong ban,
nhan sy phu traich PR,

Quang cio trong doanh

- Internet Marketing 4.0 1a
hoat dong quang cao,
xUc tién ban dya trén céc
nén tang céng nghé, nén
tang mang xa hoi, nén
tang tri tu¢ thong minh
nhan tao, nén tang dir
liéu 16n, va Internet két
ndi van vét...

- Internet Marketing 4.0 1a
su chuyén doi viée su
dung céac yéu té k¥ thuat
sO két hop véi cac cong
cu phﬁn mém, mang xa
hoi va nd1 dung s6 dé
truyén tai thong diép.

- Internet Marketing 4.0 1a
thoi ky phat trién manh

hinh

~

mé cua mod
marketing mix Online vs
Offline.

-Ung dung coéng nghé
thong tin va cong nghé
thong minh trong moi
linh vuc, moi khau cua
qué trinh quang céo va
tiép thi.

- Marketing 4.0 s& tap
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nghiép chua? S lugng 1a
bao nhi€u nguoi? Lam
nhiing cong viéc gi? Két
qua dat dugc hang ngay,
hang thang 13 nhu thé nao?
Ban d 1ap ké hoach quang
c4o, ké hoach di bai pr bao
chi, lam thuong hi¢u va xtic
tién ban hang trong vong
06 thang dén 1 nim cho
cong ty cua ban chua?

Ban nghién cuou va lua
chon thong di€p quang cao
cho san phém, dich vu cua
ban 1a gi? Lam sao dé
truyén tai dugc thong di¢p
gan lién véi dinh vi thuong
hiéu va tao ra dugc su khac
biét cho ban so véi déi thu
day?

Ban c6 tung ra cac chuong
trinh dung thu khong? Ban
c6 du ngan sach cho viéc
d6 hay khong? Cac chuong
trinh khuyén mai dé hut
khach méi, tr1 an khach ci,
tang doanh s6 ban hang la

gi? Va lam khi nao?

trung vao sy marketing
ca nhan truc tiép va
marketing dua trén sy
cho phép cho nguoi
dung, dua vao céac ndi
dung hitu ich, quan
trong, ndi dung chia sé
va dinh hudng khach
hang vao cac cau chuyén
thuong hi¢u.

Internet Marketing 4.0 s&
la hoat dong marketing
va ban hang toan cau,
ban hang khong bién
gidi.

Internet Marketing 4.0 s&
la marketing va quang
céo thong qua tat ca cac
thiét bi, thong qua tat ca
cac nén tang va moi lic
moi noi.

Vé xay dung thuong
hiéu online ban can tao
ra sy hip dan trong
thuong hiéu, sy to mo, sy
cam két va sy trung

thanh vé1 thuong hicu.
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- Ban du kién lam content

marketing (marketing noi
dung s&) nhu thé nao trén
cac kénh mang xa hoi, trén
truyén hinh, radio, apps...
dé lam mé hodc, lam cho
khach hang phai bi thoi
thuc...?

Ban c6 thuc su hiéu 1a 1am
thuong hiéu la lam gi va
lam nhu thé nao khong?
Promotion la giap khach
hang tim thay duogc thong
tin vé san pham, tim hiéu
vé san pham, danh gia va
trai nghiém vé san pham
trude khi mua hang.

Ké céa viéc san pham khach
hang mua offline truyén
thong hoan toan thi ban van
can c6 cic kénh Internet
Marketing dé tiép xtic, hd
trg khach hang...

Ban san long chi ngan sach
quang céao, tiép thi truc
tuyén, cac kénh truyén
thong hang thang bao nhiéu

tién? Phan bo vao cac kénh

MARKETING 13PS BY PHAN ANH

FB.COM/PHANANHONLINE | WWW.PAMARKETING.VN

PHANANHONLINE@GMAIL.COM




nao? KPI do luong hang
thang theo tung kénh la gi?

- V.V...

P4

Place
Kénh phan
phbi

P4 trong mo hinh marketing mix
chuan cua Gido su Philip Kotler
duogc goi 1a Kénh phan phdi.
Kénh phan phéi 1a mot nhom
cac to chirc, c4 nhan tham gia vao
qua trinh dua san pham tir nha san
xudt dén nguoi tiéu dung.
Cac kénh phan phditao nén
dong chay san pham tir nguoi san
xuat dén nguoi mua cudi cung.
Tat ca nhitng to chirc, c4 nhan
tham gia vao kénh phan
phoi dugc goi la cac thanh vién
cua kénh.

Kénh phéan phéi (hay con goi 1a
marketing channel hodc
distribution channel) 1a tip hop
cac to chire, ca nhan phu thudc 14n
nhau tham gia vao cong viéc dua

san pham dén tay ngudi tidu dung.

Kénh phan phdi dé& cap dén mot
qua trinh t6 chitc cac khiu, cac

mat xich bao gom nhitng noi,

Kénh phan phdi trong thoi
ky 4.0 s& c6 nhiéu cai thién
va sy thay d6i déng ké va
dang quan tam cua cac
doanh nghi¢p, mot s6 vi du
tham khao nhu:

- Tdc d6 giao hang nhanh
hon, ré hon, chinh xac hon
nho cac ung dung chia sé
ngang hang (nén kinh té
chia sé) hodc cac ung dung
goi xe, ung dung goi ship
(giao hang). Giao hang ndi1
dia hoac giao hang quéc té
tré nén dé dang va vo cung
két néi, nhanh chong, thuan
tién dé phuc vu cho hoat
dong thuong mai dién tu
toan cau phat trién nhanh
chong.

- Cai thién dang ké vé hoat
dong logistic tir trang thiét
bi, co s& vat chét, khoa hoc

cong nghé, ung dung phan
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nhiing dia diém, nhirng thanh vién
tham gia vao kénh phan phéi.

Kénh phan phdi co6 nhiéu cach
phan chia nhu kénh doc kénh
ngang, kénh dai kénh ngin, kénh
truc tiép — kénh gian tiép, kénh

online — kénh offline.

Nghién ctru vé kénh phan phéi tra
161 cho cdu hoéi cia cac chu doanh
nghi¢p 1a ban dinh ban san phém
cua minh & dau? Thong qua kénh
nao? Pdi tac nao? Thi truong dia
1y nao?

- Cubdn sach nay ciing khong dé
cap dén cac loai hinh kénh phan
phéi vi viéc d6 ban chi can
Google 1a thiy ngay tat ca cac 1y
thuyét, phan loai vé kénh phan
phéi. Cudn sach tap trung vao gisi
thiéu mot sd kénh phan phdi va
ban hang tryc tuyén va mot s6 mo
hinh ban hang méi trong thoi ky
4.0. Dudi ddy 1a mot sb hinh thirec,
mot s6 kénh phan phdi ma doanh
nghiép, nguoi ban hang cé thé
tham khéo va ap dung.

Céc kénh online bao gom: B2B,

mém vao hoat dong logistic
4.0 khién cho doanh nghiép
c6 thé ¢o ty 1¢ ton kho bang
0 (Khéng). Viéc diéu
chuyén hang hoa giira cac
kho hang, ctra hang duogc
tinh toan chi tiét va khép
ndi v6i nhau mot cach
ngoan muc va tang dugc
hi€éu qua cong viéc va kinh
doanh.

- Céc nha kho thong minh
va tu dong ban phén, tu
ddéng toan phan, nha kho
khong c6 con nguoi tham
gia vao hoat dong iy hang,
xuat kho s& rat pho bién va
dugc ap dung tai nhiéu
qudc gia, tai nhiéu doanh
nghiép chur khong chi danh
cho cac tap doan 1on tai cac
qudc gia phat trién.

- Cac thiét bi di dong thong
minh, thiét bi hd trg thong
minh, thiét bi deo thong
minh ... rat phat trién. Cac
khach hang yéu thich céc

thiét bi nay va mg dung
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B2B, C2C, ban Iua chon kénh nao
con phu thudc vao doanh nghiép
ctia ban kinh doanh san pham gi,
dich vu gi, khach hang cua ban la
c4 nhan hay doanh nghiép, cu thé
mot s6 kénh online nhu

- Kénh website cua thuong hi¢u:
Day la website cua doanh nghiép,
doanh nghiép tao lap website va
quang ba, gidi thiéu va ban hang
trén website (Vui long xem thém
Chuong Website & Seo web).

- Kénh  Facebook: Kénh
Facebook c¢6 06 nén tang co ban
va phé bién tai Viét Nam nhu sau
FB Profile, FB Group, FB
Fanpage, FB Ads, FB Livestream,
FB Messenger & Automation
(vui long xem thém chuong
Facebook Marketing)

- Kénh Zalo bao gdm Zalo
Account, Zalo OA, Zalo Ads

- Cac trang Thuong mai dién tu
néi tiéng trong nudc nhu
Lazada.vn, Tiki.vn, Shoppe.vn,
Sendo.vn...; cac trang web ban
hang cua doanh nghiép khac ban

tdt; cac trang thuong mai dién tir

nam trén cac thiét bj nay
trong qua trinh tham khao
va ra quyét dinh mua hang.
- Cong nghé giao hang
bang may bay khong nguoi
lai hodc cac thiét bi khong
nguoi lai (xe tai, xe taxi, xe
khach...) s& phat trién 1a
dong luc thic day hoat
dong logistic va phan phbi.
- Cac kénh phan phdi
online 1én ngo6i, nhung
khong xéa so cac kénh
offline, ma d6 la mdt mo

29

hinh “mix” online &
offline.

- Cong nghé va thiét bi
cong nghé hd tro mua hang
bang giong noi, giao hang
va diéu khién bang giong
noi, két hop voi AT (trf tué
thong minh nhan tao) s€
dién ra rat phd bién trong
thoi ky 4.0.

- Robot san xuét, robot bdc
dd hang hoa, robot phuc vu
tai nha kho, robot ban hang,

robot cham soc khach hang
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thé gidi (Amazon.com,
Alibaba.com...)

- Cac website (hay platform)
nganh doc, nganh hep trong cac
linh vuc, san phém, dich vu cu thé
nhu thoi trang, dugc pham, may
nong cu v.v...

- Céc trang tin tuc, rao vat, san
giao dich

- Céc trang thuvong mai dién tu

- Phat trién hé théng ban hang
online

- Céc nén tang marketing lién két
(affiliate)

- Cac kénh phan phdi qua App
(Application - trng dung cho thiét
bi phan cting thong minh) ciling
rit bung nd, béi App va web
mobile 1a hai tng dung phd bién
nhat trong kénh phan phdi truc
tuyén dua trén thiét bi di dong
thong minh.

- Telesales

* Céc kénh phan phdi offline
Kénh phan phéi offline c6 thé
hiéu 1a kénh truyén théng va

khong bao gdém cac kénh tryc

hay tham chi hé thong A.I
ban hang va cham soéc
khach hang ma chung ta
cling khong hé biét.

- Céac cong nghé ban hang
va hd tro ban hang s& rat
phat trién va co tinh tng
dung cao nhu cong nghé
nhan dién hinh anh va
khuén mat, cong nghé
thanh toan khong cham,
cong nghé mua hang 4o,
cong nghé quang cao 3D
trong gian hang, quang cao
tuong tic v4i san pham tai
cac kénh ban hang offline
cling rat phat trién v.v... va
c6 nhiéu.

- Cac chudi ctra hang ban
hang khong nguoi ban sé
tré nén rat pho bién. Tat ca
moi thir déu tu dong, déu
thong minh, déu cong nghé
hoéa. Tham chi, ctra hang
cling khong c6 san pham
ludn vi san pham c6 thé 1a
dang hinh anh 2D, 3D, VR

va ban dat mua, sau d6 nha
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tuyén vi dy nhu:

- Kénh ctra hang chinh hang: tu
doanh nghiép phat trién kénh
phan phdi ban budn, ban 1& cua
riéng minh, hinh thanh nén chudi
ban 1¢. Véi kénh nay chiing ta can
phat trién cac doi ngii nhan vién
kinh doanh dé di phat trién cac
diém ban thudc kénh phan phdi,
cac dai ly, cac cura hang ban 1¢&
(cén quan tam dén dia diém, vi tri,
duong phd...), cic cira hang
nhuong quyén.

- Kénh trung tdm thuong mai, dai
siéu thi, si€u thi, ctra hang tién
ich, diém ban hang c6 lién quan
tGi san pham cua ban dang kinh
doanh (nhu san bay, bénh vién,
truong hoc, nha hang, quan cafg,
cac cong ty)... Co thé két hop theo
cac mo hinh dai Iy phan phdi hoic
ky gui...

Viéc xay dung dugc mot hé théng
phan phéi offline manh, rdng
khép, d6 phu cao va c6 tinh hiéu
qua (tiét kiém chi phi, tding doanh
thu, tang nhan dién thwong hi¢u)

1 rat rat quan trong ddi voi bat ky

ban 1¢ s€ giao hang cho ban.
- Khach hang muén mua
cac san pham ngay va ludn,
mudn s& hitu san pham va
dich vu tot nhat véi gid hop
Iy, khong quan trong la
cach thirc phuc vu nhu thé
nao mién 1a phai nhanh va
dam bao céc ti€u chi.

- Dt liéu lon, quan ly dir
liédu 16n, chim séc modi
quan hé voi khach hang ca
nhan va mang tinh cong
nghé hoa rat cao;

- Po luong va kiém soat
don hang, hang hoa,
logistic theo thoi gian thuec.
- Ban hang da kénh thong
qua app, mang xa hoi, cac
cong cu quang cao truc
tuyén, website v.v... 1a rat
quan trong d6i véi chién
luge kénh phéan phdi.

- Cac mo hinh kénh phan
phéi hodc giao hang sang
tao, mo hinh lai rit pho bién
va dugc nghién ctru ap

dung nhi€u (vi dy mua
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doanh nghi¢p hoac c4 nhan kinh
doanh nao.

Pong thoi cac doanh nghiép va
cac chu doanh nghiép ciing can
chu trong bét tay vio xay dung
kénh phan phdi online manh va
cling rong khip cac kénh, cic
cong cuy, cac thi truong, tham chi
xdm chiém thi truong quéc té
bang Facebook, Google, SEO

web, cac nén tang B2B khac.

hang online nhan hang
offline, mua hang offline
nhan hang online, mua
hang offline nhian hang tai

nha..

P5
People
Con
nguoi/

Nhan su

PS5 la cht P tht nam trong mo
hinh Marketing Mix néi dén chu
dé con ngudi bao gébm khach
hang, nhan sy va ca nhan ban.
Chung ta déu dong y rang nhan
su, con ngudi 1a van dé phuc tap
va khong giéng véi cac yéu td bén
trén da trinh bay. Vi con nguoi 1a
chu thé dic biét, ciing rat phuc tap
do sy khac biét gifta cac nén vin
hoa, giita cac quan diém quan tri,
trinh do hoc van, thoi quen, sO
thich.

- Bdi véi doanh nghiép thi chung
ta can quan tdm dén chu thé 1a

khéach hang va nhan su.

Cac nha quan tri, chu doanh
nghiép, nha quan ly cap
trung c6 thé quan tdm dén
Xu huong “People
Marketing 4.0” voi mot sb
g01y co ban nhu sau:

Viéc cham soc khach hang
va ban hang chu dao dugc
thuc hién qua cac phr:in
mém ERP, CRM két hop
v6i cac  phan  mém
marketing tryc tiép toi ting
ca nhan khach hang.

- Hanh vi, thoi quen, so
thich cua khach hang thay

do1 rat nhanh dua trén cac
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- Doanh nghiép tim kiém ciu tra
161 cho viéc khach hang sé dugc
phuc vu nhu thé nao? Bang cong
cu gi? Bing phuong phap nao?
Vao thoi diém nao? Duya trén céc
thong tin va dir liéu nao?

- Doanh nghi¢p c6 kha nang ap
dung cac chién luoc hodc phuong
phap marketing theo cach tiép can
“ca nhan hoa”, tirc 1a marketing
chinh x4c dén timg ngudi, timg ca
nhan, tung khach hang, ting nhu
cau cu thé, ding thoi diém, ding
kha ndng thanh todn cua khach
hang, c6 kha nang ban hang ca
nhan hodc mo1 chinh cac khach
hang/ ca nhan tham gia vao hoat
dong ban hang... hay khong?

- Lam thé nao dé ting kha ning
két ndi, tang su thuan tién, tang
tbc dd phuc vu, gidam chi phi va
dem lai trai nghiém mod1 cho
khach hang.

- PBéi voi chién lugc phat trién
nhan su cua doanh nghi€p, doanh
nghiép can tim cdu tra 10i cho
minh vé cac van d& nhu tuyén

dung; quy trinh tuyén dung;

platform cong nghé¢ khac
nhau va theo xu hudng tai
cac qubc gia khac nhau.
Nhung déu giéng nhau &
diém la phu thudc vao yéu
t6 cong nghé.

- Thot ky 4.0 v61 cac tng
dung robot hoa, tu dong
hoa, A.l, cong nghé, tng
dung... s& gilp cat giam
nhan su dang ké, dic biét 1a
nhimg nhan sy cap thip.
Nhitng nganh doi hoi su
sang tao, dich vu phuc vu
con nguoil té1 con nguol
moi 6 thé giir lai viée lam
cho nguoi lao dong.

- Cac dich vu dao tao cho
nguoi lao dong s€ 1a cac cac
dich vu dao tao truc tuyén.
Nguo1i lao dong co ban la sé€
phai tu hoc, doanh nghiép
s€ s dung nguoi lao dong
vao cic cong viée can thiét,
néu khong ho c6 thé thué
lao dong thoi vu hodc cac
hinh thtc cong tic bén

ngoai dé giam thiéu chi phi
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phuong phap tuyén dung; phuong
thuc tinh lwong, thuong; xay
dung va phét trién van hoa doanh
nghiép téi nhan vién trong bdi
canh canh tranh cao va c6 nhiéu
bién doi; chuong trinh dao tao va
phat trién ky nang, tu duy cho
nhan vién cac vi tri khac nhau;
van dé quan tri nhan su; vi¢c st
dung lao dong va ton vinh nguoi
lao dong va hiéu qua vé chi phi.

- Con ngudi véi cach tiép can 1a
mot yéu t6 trong md hinh
marketing theo cach tiép can moi
6 thé quan tam dén viéc ton vinh,
PR nhirng nhan vién (thwong hiéu
ca nhan) cua cong ty: ai tao ra san
pham, ai s& 13 ngudi ban hang, ai
s& 1a nguoi tiép xtc véi khach
hang, ai 1a CEO cua cong ty...
Cong ty/ doanh nghiép c¢6 lam cho
khach hang cam thay thich tha véi
nhitng con nguoi nay hay khong?
Boi néu khach hang thich, cong
d6ng thich, cac nha dau tu thich
thi s& thuc day doanh sb, ting gia
cb phiéu, ting gia tri thuong hiéu,

va nguoc lai.

va gia tang hiéu qua cong
viéc.

- Viéc tuyén dung lao dong
s& dién ra trong moi truong
Internet 1a chu dao. Cac
cong cu tuyén dung, phong
van truc tuyén s& rat phat
trien va duoc Ung dung
manh me.

- Nhitng nguoi 1am viée tu
do, lam viéc tur xa, lam thué
cho chinh minh tr¢ nén
bung nd vé sb luong do qua
trinh khot1 nghiép tinh gon
trén mang Internet rat pho
bién. Ciing khién cho van
dé tuyén dung tré nén khoé

khan hon.
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- Ban c6 ké hoach thay thé nhiing
nhan sy biang phin mém, bang
phan cung, bing robot trong
doanh nghiép cua ban hay khong?
- Ban c¢6 cht trong dén viéc dao
tao, xay duyng chinh sach dai ngo
va ap dung chinh sach dai ngo cho
nhan vién cong ty hay khong? Va
dai ngd & mirc 4o nao?

- Ban sé& chuyén giao quyén luc
cho con chau trong gia dinh hay 1a
nhitng nguot la nhung ma gioi va
tam huyét?

- Ban s& xtt Iy nhu thé nao d6i voi
nhitrng nhan s khong phu hgp voi
van hoa cong ty, c6 nhiéu van dé?

V.v...

P6
Process
Quy trinh

hoa

- Chir P thr sdu trong mo6 hinh
marketing mix kinh dién ma
chung ta dang nghién ctru va tiép
tuc doc 1a “Process” tam dich 1a la
“quy trinh héa”. Theo quan diém
cua ngai Kotler thi lam marketing
chung ta can phai xdy dung cic
quy trinh dé phuc vu cho hoat

dong kinh doanh va marketing t6t

- Nhu da trinh bay trong
cac phan trude, trong thoi
ky CMCN lan thir tu thi cac
giai phap dich vu phan
mém, cac thiét bi phan
cung, robot, A.l... s€ lam
thay con ngudi chung ta rat
nhiéu viéc, tang tinh chinh

xac, tang toc do, tang hi¢u
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hon, cling nham muc dich 13 1am
cho khach hang ngay cang hai
long hon, hay la vuot xa su ky

vong cua ho.

- Cac chu doanh nghi€p, nha quan
1y, nguoi phu trach kinh doanh,
marketing, nha khé1  nghiép
ching ta cin quan tam dén viéc
xay dung cac by quy trinh khac
nhau trong cac khau tac nghiép
khac nhau ctia mét qua trinh phuc
vu khach hang dé: tao tinh thong
nhit, ning cao ning sut lao dong,
giam chi phi, gidm hao hut, cai
tién chét luong san pham va dich
vu. Trong qua trinh kinh doanh va
marketing ching ta c6 thé cé rat
nhiéu khau tr nghién ctu thi
truong, nghién ctru khach hang,
phat trién san phim moi, xay
dung kénh phan phdi, xdy dung
chién lugc ban hang, phat trién
thuong hi€u va quang cdo, ban
hang va chdam soc khach hang sau
ban, ling nghe ¥ kién phan hdi
ciia khach hang va tiép tuc san

xuat san pham v.v... Mo6i mot

qud cong viéc, giam thoi
gian trong cac khau.

- Cac phan mém nhu phan
mém ban hang, phin mém
quan 1y khach hang, phan
mém quan 1y nhan su, phan
mém ké toan s& dugc tich
hop trong mot nén tang da
tinh nang. Cac quy trinh tac
nghi¢p s€ duoc cai tién va
dugc ap dung két hop véi
cac cong nghé san co.

- Cang ngay cac quy trinh
cang trd nén don gian, ngan
gon, nhanh va thuan ti¢n
voi myc dich tiét kiém chi
phi, tiét kiém thoi gian,
tdng hi¢u suit lao dong,
tdng san lugng.

Vi du nhu hang Amazon

(www.amazon.com) da

trién khai kho hang ty dong
v6i cac day chuyén cong
ngh¢ hoan toan tu dong két

hop voi céac
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khau nhu vay thi chiing ta c6 thé
phai xay dung mot hay nhiéu quy
trinh va 4p dung quy trinh. Vi du
nhu quy trinh ban hang tai shop;
quy trinh nhan va xur 1y phan hoi
cua khach hang, quy trinh chay
quang céo, quy trinh nhan san
pham bao hanh va thyuc hién bao
hanh san pham, quy trinh chét
sales, quy trinh xt ly khung
hoang truyén thong. ..

- Viéc xay dung cac quy trinh can
duoc dua trén thuc tién doanh
nghi¢p, phu thudéc vao quy mo,
cach thirc van hanh, san phém va
dich vu dang ban va cung cip ra
thi truong.

- Céc quy trinh dugc viét ra thanh
tai liéu (dang ban word) 1o rang,
tung budc, tirng budc, don gian
va hi¢u qud, va giai thich cac
bude. Sau d6 duoc so dd hoa
(hodc luu db hoa) thanh céc so do,
dat tén va danh chi muc.

- Sau khi hoan thanh cac quy
trinh, thi viéc quan trong va ciing
can nhat thiét 1a dao tao quy trinh

cho cac b0 phan c6 lién quan. Bao
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tao cho nhan vién hiéu ding, lam
ding va lam du. Lién tyc dao tao
va ning cao dé dam bao cac quy
trinh duoc thuc hién tron chu,
déng nhét va tao duoc su hai long
cho khach hang. Céach lam céac
quy trinh ndy ciing gidng nhu
doanh nghiép can lam chuan hoa
dé co6 thé 1ay dugc chimg nhan
ISO (t6 chirc tiéu chuan hoa thé
gidi).

- Céac quy trinh c6 thé dugc cap
nhat theo hudng chinh stra, thém
bét, bo di dé phu hop véi tinh hinh
thuc tién kinh doanh cta doanh
nghiép va tinh hinh phat trién cta
cong nghé.

- Cac quy trinh hodc quy trinh
hoa, hé thdng hoa can duoc diy
manh vi day 13 phan “ngh¢ thuat
tinh hoa, tri thrc va kinh nghiém
cua doanh nghi€p” ma cac bén
khac, dbi thi kho 1ong c6 thé bat
chudce ngay duge.

- Céc quy trinh, hé thong hoa can
duge két hop va tng dung IT,
cong nghé may tinh, phan mém,

mg dung dé tang tinh chinh xac,
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hi€éu qua cong viéc, do dém dugc
céc chi s do luong hiéu qua.

Mot doanh nghi¢p ban 1¢ hodc
doanh nghi¢p kinh doanh quy mo
16n mot chit c6 thé tinh dén viéc
xay dung quy trinh chuan hoa két
hop véi cac phan mém ban hang,
phan mém cham séc khach hang
CRM, phén mém lap ké hoach
ngudn lyc doanh nghiép ERP...
diéu d6 s& tang stc manh cho
doanh nghiép rat tot trong boi

canh canh tranh cao hién nay.

Vi du: Bat mi mot bi mat

T6i timg tu van cho mot cht nha
hang 16n tai Ha Noi vé marketing
va quang céo truc tuyén. Qua ciu
chuyén cua chi chu nha hang voi
t6i, ti duge hoc hoi va hiéu duoc
phan nao tai sao nha hang lai
thanh cong va duy tri su thanh
cong do6 trong mot thoi gian dai
trong bbi canh cac nha hang, hang
quan moc 1én nhu “ndm sau mua
r40”. Toi cho rang co rat nhiéu bi
quyét hodc kinh nghiém hoc hoi

cO thé viét thanh mot cudn sach
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riéng biét vé mot nha hang thanh
cong v6i doanh thu tién ty, loi
nhuin tién tram triéu. Nhung
trong nd1 dung va pham vi hep ma
ching ta dang nghién ciu vé
“Quy trinh hoa” trong marketing
thi to1 chia sé véi cac ban doc réng
mot bi mat nhd: moét nha hang
khong qua 16n ma chi chu ¢6 hon
200 quy trinh cy thé kém theo céc
hinh anh minh hoa chi tiét. 200
quy trinh nay dugc danh may, quy
trinh hoa, so do hoa, ma s6 hoa rd
rang va sau d6 dugc video hoda
(ttre 1a giang day, noi lai cac quy
trinh nay bang video) dé giam
thiéu chi phi dao tao cho nhan
vién. Vi dac thu cua nha hang thi
nhan vién 1€ tdn, nhan vién bao
v¢, nhan vién phuc vu ban, dau
bép, hodc nhan vién trong bép
cling thay nguoi, nguoi nghi
nguoi lam maéi thuong xuyén, lién
tuc.

Tham chi dén rira bat ciing c6 quy
trinh, vi chi noi ring v6i nhitng bd
bat dia dit tién, thia dia dét tién thi

doi khi nhitng nguot minh thué
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rira bat méi ho khong biét dung
loai hoa chat nao tay rira, va c6 thé
gdy ra tinh trang hong mat men
bat dia, hay bong troc cac d6 dung
kim loai.

O day chung ta hoc duoc may
diéu bi quyét nhé nhu sau:

- X4y dung tat ca cac quy trinh tir
nho t6i 16n, ké ca quy trinh rira bat
cua nhan vién rua bat, quy trinh
chao hoi va dit xe cta nhan vién
bao v¢, quy trinh di chg va chon
cac loairau cu qua v.v...

- Cac quy trinh duoc video hoa dé
tiét kiém chi phi dao tao, tiét kiém
thot gian dao tao cho nhan sy mai.
Néu cac ban can lam diéu nay
(video hoa) thi co6 thé lién hé véi
tac gia dé duoc tu van va hd tro
thém nhe.

- Quy trinh bao gém céc hinh anh,
video, so d6 hoa rat rd rang va dé
hiéu. Pao tao cho nhan vién day
da. Nén tiéu chuan hoa ctia nha

hang rat cao.

P7
Physical

Yéu to cudi cung trong m6 hinh

chuan marketing mix 7Ps theo

Trong thoi ky 4.0 thi P7 1a

yéu to “cac minh chirng vat
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Evidence
Cac minh

ching

tiép can cua gido su Kotler dugc
hiéu 1a “cac minh chung vat 1y”
vol v nghia trong marketing
khach hang, d6i tac ho can cac
yéu tb thuc té co thé nhin thy, so
thdy, cam thiy duoc bang céac giac
quan... cu thé dé thé hién ning
lyc, su uy tin, chir khong phai chi
“chém gid”.
Marketing minh ching dugc
Booms and Bitner (1981) dé xuat
va gi6i thiéu 1an dau tién vao nam
1981 va sau nay dugc gido su
Philip Kotler gi¢i thi€u trong mo
hinh 7Ps ma ching ta dang nghién
cuu.

Yéu té nay gitp tic dong manh
dén tam tri va quyét dinh mua cia
khach hang, ting tinh hdp dan cho
khach hang va duy tri mdi quan hé
vol khach hang lau dai... Va
trong nganh dich vy thi yéu t6 nay
rat quan trong boi né chinh la
minh chirng cho viéc chirng minh
“déng cép vuot troi, chat lugng
vuot troi, sy khac biét...” gilta
cac doanh nghiép cung cap dich

vu vo1 nhau va voi khach hang.

1y”” van dugc coi trong ddi
v61 doanh nghiép. Do chinh
la cac cong trinh khoa hoc
dugc cong bd hodc duoc
nhuwong quyén st dung, cic
sang ché doc quyén trong
kinh doanh, cdc mé hinh
kinh doanh mé1 va 4p dung
cac yéu td cong nghé; sir
dung hay ung dung cac
cong nghé moi nhat trong
qua trinh san xuat kinh
doanh, qué trinh cung cép
dich vu.

- P7 can thiét va truc quan
nhat cho khach hang va ban
hang d6i v6i doanh nghiép
cua chung ta chinh 1a céc
tai khoan truy cép truc
tuyén nhu website, blog,
landingpage; ciac kénh
mang xa hoi va nhiitng nd1
dung dugc dang tai trén do
nhu tai khoan Facebook
Profile, Facebook Group,
Facebook Fanpage,
Instagram, kénh Youtube,

tai khoan Zalo, tai khoan
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Vi du nhu mdt doanh nghiép nodi
1a c6 tai chinh manh thi can phai
cO cac toa nha van phong hoanh
trang, co cac co s¢ san xuat kinh
doanh rong l6n, c6 cac chung
minh bang tai san hiru hinh,
chtng tir ghi nhan tai san 1a tién
mat dang cho vay, dong tién
duong vv... Mot hing duoc phdm
can c6 phong nghién ciru dat tiéu
chuan My hay tiéu chuan Chau
Au hay tham chi dung dau thé
giéi vé danh sach cac nha khoa
hoc dang 1am viéc cho phong thi
nghiém v.v...; M0t khu resort hay
khach san, nha hang thi can c6 cac
minh ching vé co s& vat chat,
trang thiét bi noi that, ngoai that,
bd cuc khong gian, am thanh, anh
sdng, mau sdc, mui vi... dat tiéu
chuan theo mo hinh kinh doanh
ma doanh nghiép theo dudi.

- Doanh nghiép, thuong hi€u cang
c6 cac minh ching manh mé, rd
rang hodc c6 thé chiém duoc
nhiing tir khoa “Nhat” s& co kha
nang dugc tin tuéng, yéu quy va

tiép tuc gap nhiéu thuan loi trong

ban hang trén cac trang
thuong mai dién tir trong
nudc va quéc té; tham chi
la mot dia chi email uy tin,
mot hay nhiéu sd dién thoai
vip, s6 tai khoan ngan hang
vip (s6 dep) ciing co thé 1a
minh chung cho doanh
nghi¢p hoac cd nhan tdt
hon.

- Cac nha may san xuat
hodc toa nha hoanh trang
v61 nhitng hinh anh hodc
video dugc doanh nghiép
cong bd gém céac loai robot,
cac bang chuyén tu dong,
cac cong nghé mdi, cac
phan mém xur 1y cong viéc
thong minh v.v... s€ la
minh chimg manh mé
khéach hang tin tudng.

- Cac cong ty co thé sur
dung cac nha khoa hoc, nha
quan ly, nhig nguoi ndi
tiéng trong va ngoai nudc
dé giup viéc qua trinh quan
ly, diéu hanh cong viéc...

cling 1a mot 1gi theé vé minh
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hoat dong kinh doanh va|chtng trong marketing ddi
marketing. Vi du nhu toa nha |véi khach hang va ddi tac.

Landmark 81 cua Vinhomes
thudc tap doan Vingroup la toa
nha cao nhat Viét Nam, khach
hang chi cin nghe mot 1an 1 nhé
mai dén dia diém d6 bdi sy hoanh
trang va “nhiing cai nhat”.

Mot vi du khac cling cho théy,
Dubai va Abudhabi 1a hai thanh
phé cua Cac Tiéu vuong qudc A
rip théng nhit (UAE) thudng
xuyén xay dung cic cong trinh
“nhat thé giéi” nhu khach san xa
xi nhat (khach san 7 sao), toa nha
cao nhét thé giéi (Buji Khalifa),
trung tam trugt bang gitta long sa
mac... khién cho khach hang cam
thidy choang ngop va théi thuc
phai kham pha dit nudc nay,
thanh phd nay — tirc 1a mudn mua
hang bang cach di du lich ti day.
Van 12 mot chiéc may bay Boeing
747 nhung khi ban budc 1€n hang
hang khong 5 sao ban sé& cam
nhan va nhin théy rat nhiéu su
khéc biét so véi hang hang khong
3 sao hodc hiang hang khong gia
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ré, do cic tiéu chi vé& “minh
chirng” c6 su khac nhau khi theo
dudi chién luoc gia. P6 1a mot vi
du cu thé cta khai niém vé minh
chung vat ly trong marketing.

- Cac minh chimg con bao gdom
cac chtng nhan, cac gidy to cong
nhan, cac thanh tich, cac gidy to
c6 gia tri phap 1y, cac bang sang
ché khoa hoc hodc cong thurc doc
quyén. ..

- Cac minh ching ciing c6 thé 1a
bau khong khi ma khach hang
cam nhan, nhu am thanh, anh
sang, mui huong, sy sach sé€... ma
khach hang s€ nhan dugc khi mua
mot san phdm nao d6 hodc st
dung moét dich vu nao dé. Vi du
nhu mot ctra hang thoi trang dugc
thiét ké rat “cool” va bt mit, véi
cac nguodi mau mic dd 1a ngudi
mau that, Am nhac soi dong, anh
sang ninh mét, mui vai méi thom
tho tao cam giac hung phan, vui
vé, nhun nhay khi di mua hang

cling 1a mgt y€u t6 cia marketing.

Nguon: Nghién ctru cua tac gia
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Cung véi su phat trién nhanh va bién dong khong ngimg cua hoat
dong kinh doanh va cong nghé, sy phat trién cua thuong mai dién tir kem
theo cac mang xa hoi bung nd trén toan cau, marketing hién dai cling lién
tuc cap nhat thém cadc mo hinh marketing mai, bo sung thém cac yéu td
méi dé hoan thién hon hodc lam da dang hon vé cach tiép can marketing.
Trong gii han cua cudn sach ndy, tac gia xin duoc gidi thiéu thém mot sd
yéu t6 mé rong ciia mo hinh marketing mix 7Ps bang cach bo sung thém

mot sO chir P (viét tat cua chit Tieng Anh) vao m6 hinh dé mo rong.

* P8: Performance (hiéu qua): Performance Marketing duoc hiéu 1a lam
thé nao dé hoat dong marketing hiéu qua hodc theo dudi yéu t hiéu qua la
muc tiéu cta cac chién dich marketing. DAy 1a mot tir khoa ciing rat 1a quan
trong trong hoat dong marketing. Doanh nghi€p, ca nhan, nhitng nguoi phu
trach, tra 161 cho cau héi 1am sao dé hoat dong marketing tré nén hi¢u qua?
Ho phai lva chon kénh ban hang nao? Sur dung cong cu Internet Marketing
nao? Chi ngan sach bao nhiéu tién, phan bd vao cac kénh va cong cu quang
c40 ra sao, so luong don hang ting 1én bao nhiéu phan traim? Doanh thu
bao nhiéu tién, ting bao nhiéu phan trim, doanh thu c6 ting ? Tong chi
phi/ Doanh thu chiém bao nhiéu phan trim? Doanh thu ting c6 bén viing
hay khong? V.v.. Internet Marketing va cac cong cu cu thé ctia minh nhu
Facebook Marketing, Google Marketing (bao gdm gmail, Google SEO,
Google Adwords, Google Analytics, Google Suites...), Youtube,
Instagram, Zalo, bdo dién tu, trang tin dién tir, website va nén tang thuong
mai dién tir v.v... c6 vu diém 1a sén co, c6 kha nang tiép can toan cau va
toan quéc, dé sir dung va tinh minh bach, tinh do luong, tinh dé kiém soat

rat cao.
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- V6i nhiéu nim giang day bac dai hoc voi tu cach la mot giang vién dai
hoc (giang day chuyén nganh thuwong mai di¢én tir, marketing di¢én tur) tu
nam 2008 dén nay, t6i ciing duoc nghién ctru rat nhiéu cac tai lidu va sach
bao néi vé yéu td “hiéu qua” hay “hiéu suat”.

Ciing tirng d6 nam 1am nghé dao tao cho doanh nghiép (in-house training)
va dao tao theo 10p cho cac ca nhan, chi doanh nghiép vé cac cha dé nhu
ban hang online, quang cdo truc tuyén, ban hang trén Facebook, xay dung
thuong hi¢u ca nhan v.v... t61 cling luén nhan dugc cac cau hoi hay yéu
cau vé tinh hiéu qua cua céc chién dich.

Va khong thé khong nhic dén qua trinh tu van chién luoc cho khach hang,
qué trinh chay quang cdo thué cho hang tram khach hang trén Facebook,
Google, SEO... chung t6i luén nhan dugc cau hoi tuong tu hoac yéu cau
kiéu nhu thé nay “lam gi cho anh/chi cling dugc, chi bao tién cling duoc,
mién 13 hiéu qua”. Vang, tha that 1a to1 s¢ nhét nghe cau noi “mién 1a hiéu
qua” cta khach hang. Va thudng thi khi khach hang yéu cau “mién 13 hiéu
qua” thi t6i cling hoi khach hang rang “vay anh/chi theo dudi tiéu chi hiéu
qua nao”? hay “vé1 anh/chi thi nhu thé nao duoc coi 1a hiéu qua’.

O day, chung ta d& dang suy luan va suy doan rang “hiéu qua” tirc
la “bo ra mot déng” va thu vé duoc 10 déng hodc “mot von bdn 161 va
doanh nghiép, ca nhan kinh doanh c¢6 14i sau khi trir di hét tit ca chi phi,
nhu vay trong ngan han hodc trong dai han déu c6 thé duoc coi 1a hiéu qua.
Va nguoi lam dugce viée d6 cho doanh nghiép, ca nhan lam kinh doanh thi
s& dugc trong dung. Tuy nhién, vin dé khong don gian nhu vy, dé dat
dugc hiéu qua “bé mot dong thu mudi ddng” hay “mot von bon 10i” thi
cling doi hoi mot qué trinh lam viéc, tdn thoi gian, tdn cong suc, tdn chi
phi, tén chit xam chir khong don gian chi 1a chay quang cio hom trudc,

hom sau don hang vé &m am theo mo hinh “sang cay chiéu gat”.
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Ciing phai n6i thém rang, c6 nhiéu chu doanh nghiép, nhiéu c4 nhan,
d6i nhom khoi nghiép quan niém vé marketing hiéu qua c6 phan don gian
va so sai. Ho cho rang chi can c6 san pham, c6 nguoi chay quang cdo
Facebook Ads, Google Ads, Zalo Ads 1a ban dugc hang va kiém duoc tién.
T6i khong phit nhan diéu ndy, vi hién nay toi biét, rat nhiéu doanh nghiép,
d6i nhom, ca nhan van dang kiém tién duoc theo cich nay bai diing mo
hinh: san phdm phu hop, gia pht hop, loi nhuan phu hop, kénh quang céo
pht hop va khach hang pht hgp. Con nhitng san pham kén khach hon thi
sa0? Nhirng thuong hiéu méi thi sao? Nhing dich vy con rat méi mé va la
1Am thi sao? Tinh hiéu qua khong thé ngdy mot ngay hai duoc, khong thé
chi chay quang cdo ra don la xong, tham chi chay quang cdo mai, tdn nhiéu
tién ciing khong hiéu qua, vi chang hiéu vé ban chét cta thi truong hay ban
chit cua marketing, co thé 1a nhu vay; hodc nhiéu CEO con khong kién
nhin dé thuc thi cac chién dich marketing nuéi dudng (nhu SEO, viét bai,
lam thuong hi€u ca nhan, tang lugt likes, share...) ma chi cham cham vao
cac chién dich san don hang. Hiéu qua 13 thuong 1a két qua tong hop cia
ca mQt qua trinh, cia mot nhém ngudi (hodc mot nguoi), cua rat nhiéu hoat

dong khac nhau, cua rat nhiéu yéu t6 két hop khac nhau.

Vay do ludong hiéu qua bang cach nao? Dé don gian hay dé hiéu hon,
chung ta s& phai c6 cdc muc tiéu ma ching ta thuong goi 1a KPIs cu thé
(Chi sb do luong hiéu qua). Chung ta s& can phai chia nho cac muc tiéu cu
thé dé danh gia hiéu qua cho phu hop, tit nhién muc tiéu cao nhat van phai
1a ¢6 loi nhuan. Mot sb go1y vé KPIs ma ching ta co thé quan tam d¢ la:
- Thoi gian 1am viéc d6 mat bao 1au? Tinh theo don vi phut, gid, ngay, tuan,
thang?

- V& website thi c6 bao nhiéu luot truy cip mdi ngay? Khach hang truy cap
bao 1au mdi lugt? C6 bao nhiéu don hang dit hang trén website mdi ngay?
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Chét duoc bao nhiéu don hang that trén tong s don hang? Chi phi trén
mdi don hang thanh cong 12 bao nhiéu tién? Bao nhiéu phan trim?

- V& Facebook thi c6 thé tiép can dugc bao nhi€u lugt trén cung mot chi
phi bo ra? Véi chimg d6 luot tiép can thi thu duoc bao nhiéu twong tac?
Vi chimg d6 tuong tac thi thu dugce bao nhiéu tuong tac chat 1a inbox va
comment? Vi s luong inbox va comment d6 thi thu duoc bao nhiéu sd
dién thoai? Chi phi trén mot comment la bao nhiéu? Chi phi trén mot s6
dién thoai 1a bao nhiéu? Va thu dugc bao nhiéu don hang? Chi phi trén mdt
don hang thanh cong 1a bao nhiéu? Doanh s6 13 bao nhiéu? Chi phi/ Doanh
thu chiém bao nhiéu phﬁn tram? Thot gian trién khai, tdc do trién khai, su
chinh x4c vé& uy tin va thuong hiéu, nang cao nhan thic vé thuong hiéu?
Lo1 hay Lo chinh 1a thudc do hiéu qua cao nhat, hiéu qua cudi cung cua
marketing.

Ngoai ra khi néi vé yéu té “hiéu qua trong marketing” ching ta ciing
thuong suy nghi va dong tinh rang cac doanh nghiép, té chtc, ca nhan ciing
phai quyét dinh viéc tao lap phong marketing riéng cho doanh nghiép hay
la st dung dich vu marketing di thué bén ngoai? Hodc la str dung ca hai
phuong phap, bén trong tu lo mdt phén, bén ngoai di thué mot phén ma
bén trong khong 1am duoc? Can ddi va so sanh gitta chi phi ¢6 dinh hang
thang va loi ich dat duoc, cac van dé hiéu qua vé chi phi va loi ich.

D6 1a mot s6 go1y vé cai goi la hi¢u qua trong marketing khi noé1 vé yéu tb
Performance.

Yéu té hidu qua rat quan trong trong kinh doanh, nhung trong ngan han,
ban c6 thé phai chuyén doi yéu té hiéu qua thanh cac yéu té gian tiép dé
trong dai han cac yéu t6 nay phai chuyén doi thanh doanh sb ban hang, s6

luong khach hang va lgi nhuén.
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Marketing Box by Phan Anh s6 2

Shop thoi trang cong s& gia ré.

Mot ba me bim sira bat dau khéi nghi€p ban hang véi viée 1ap mot Fanpage
va dat hang san xuat voi dong san pham thoi trang cong sé nir gia ré. Di€u
dang ngac nhién la tinh hi€u qua cta viéc ban hang qua hi¢u qua, hi¢u qua

qua strc tudng tugng do1 voi cd ngudi ban hang va ca nguoi tu van.

P1: San pham thoi trang nit gia ré

- Béi twong khach hang 1a dan cong so, gido vién, cong chirc dia phuong,
nhirng nguo1 phy nit mudn mot bd trang phuc kin d4o, lich sy va nhin “lanh
lanh”.

- Thuong 1a vay chir A, vay dam sudng, vay lién than freesize, vay coc tay
vi ddi tugng mua hang tryc tuyén can kich thudc thoai mai, d& mua, dé
chon; ban vay coc tay vi co thé ban quanh nam ngay thang vi c6 thé ban
vao mién Nam duoc.

- San pham ty thiét ké bang cach hoc héi cac mau hang ban chay trén mang
va chon vai, tim xudng san xuat theo don hang gia cong; san pham c6 chat
luong phtt hop véi gia ca, phu hop voi tap khach hang “lanh lanh, it tién”
va lya chon cac mau thiét ké da dang, co nhiéu mau cho khach hang chon,
san sang.

- Dich vu ship hang ciing kha nhanh va chuan.

P2: Gia ca:

- Gia ca rét ré va hop 1y, ban khoang 200-299K/ 1 mau san pham cu thé.
Mrc gia nay rat d& ban trén mang Internet va Facebook bdi vi theo thong
ké day la muc gia tuyét voi cho viée chdt “sales” trén mang Internet. Co

thé do nhiéu ngudi c6 quan diém la néu khong may mua phai hang 16m thi
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coi nhur @6 13 hoc phi cho viéc mua sdm online, va hoc phi nay ciing khong
qua dit.

- Bién d6 loi nhuan: Xin phép khong tiét 16 chi phi san xuat va bién do loi
nhuén. Vi ban san xuit duoc sb luong 16n/ 1 mau hang thi c6 thé s& co mirc
lo1 nhuan phu hop va co thé chép nhan dugc. Mua tan géc, ban tdn ngon

va chon san pham phu hop vé6i ddi tugng khach hang.

P3: Quang cao ban hang

- Shop st dung Fanpage va dang bai trén Fanpage, ding bai dang album
40 anh (40 miu san pham) va chay quang cdo tiép can khach hang toan
qudc.

- Nham chon: d6i tuong ntr tir 30-60 tudi, chay toan Viét Nam, nham ddi
tuong rat rong va chay quang cao ngan sach 1on.

- Ngén sach quang céo binh quan 5 triéu dong/ ngay chi cho Facebook.
-Véi 1 tricu déng Fanpage co thé tiép can dugc khoang 15K-20K luot tiép
can.

- Ty 1€ CTR khoang 15%, gia binh luan khodng 20K/ 1 binh luan (la khach
hang quan tam); 2 $6 dién thoai thi chét dugc 1 don hang; chi phi don hang
thanh cong cia mgt don hang giao dong tir 40-60k/ 1 khach hang.

- Mdi ngay ban dugc khoang 200 don hang, thoi diém dau tién ban dugc
hon 300 don hang/ 1 ngay. Loi nhuan hang ngay va hang thang kha tét.
Thang cao diém c6 thé dat 15i nhuan hon 200 triéu/ thang.

- Khéng str dung thém bat ky kénh nao khéc.

- Két hop v6i 3 nhan vién tra 161 khach hang, chbt don, giao hang voi don

vi ship chuyén nghiép.

P4: Kénh phan phbi

- Online thuan tay trén Fanpage
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- Pua san pham tir nha san xuat dén thang tay nguoi tiéu dung khong thong
qua bét ky kénh phan phdi nao, chi tra chi phi cho quang co va tim kiém

khach hang truc tiép.

P5: Nhan su

- 1 ba nfi trg khoi nghi€p va 3 nhan vién nitr lam cong an luong va tra
thuong theo san pham

P6: Quy trinh

- C6 day du cac quy trinh san xudt, luu kho

- C6 quy trinh tir nghién ctru khach hang dén chay quang céo, chdt don
hang, quy trinh cham s6c khach hang, quy trinh giao hang

Hiéu qua: ban co thé thiy tinh hiéu qua ctia mo hinh nay rdi chir?

Nhuge diém cta moé hinh nay: ¢ thé chay quang céo khong ra don hang
1a ngdi khoc hodc 1a sau ndy quang cdo ngdy cang dat do thi c6 thé s& giam
s0 don hang.

Pinh hudng phat trién: rit c6 thé phat trién chudi ctra hang ban 1¢, ban hang
da kénh trén nhiéu nén tang khic nhau nhu Google Ads, Website, SEO

web, Email Marketing, Zalo... dé tang thém s6 luong don hang.

* P9: Personalization: ca nhan héa — marketing hwong toi tung ca
nhan

Marketing hién dai, marketing trong thoi ky 4.0 s€ tip trung vao tung ca
nhan khach hang, chung ta ¢ thé hiéu d6 1a phuong thirc marketing “1-2-
1 (marketing 1-to-1) tirc 13 cac doanh nghiép s& truc tiép thiét ké cac san
pham va dich vu danh riéng cho tig khach hang hodc nhém khach hang
nho (di vao nhiéu thi trudng ngach, va lap day cac thi trudng ngach) thoa
mén cac nhu cau cu thé cua timg khach hang; hodc ddi voi cac san pham
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dai tra danh cho ca nam va nif thi nguoi ta s& thiét ké thong diép quang cao
danh riéng cho nam (vi nam mua khéc nit) va thong di€p quang cdo danh

riéng cho nit (vi nit khdc nam ma).

Life’s Simply
Better with
Memory Foam
Backed by a lifetime warranty
Don't take our word
forit. Try it risk free.

Add to Cart +

Nguén hinh  minh  hoa:  https://www.criteo.com/insights/why-

personalization-is-no-longer-true-11-marketing/

DPong thoi, doanh nghiép ciing truc tiép giri cac thong diép quang cao,
thong diép truyén thong thong qua cic cong cu quang céo truc tuyén nhu
website va hé théng tin nhan thong bao, Facebook, Instagram, Emai, Zalo,
app... mang tinh c4 nhan hoa téi timg khach hang. Mudn thuc thi chién
lugc ca nhan héa va tap trung vao khach hang thi cac doanh nghiép can ap
dung céc cong cu Internet Marketing va xtr 1y dit li€u 16n, phan tich hanh
vi khach hang (big data) kem theo cac rng dung thong minh mdt cach tu
dong va chinh xéc, ding no1i, ding luc, dung nguoi. Pay cling 1a xu hudng
marketing rat quan trong ma cac doanh nghiép va cac nha quéan 1y can phai
quan tdm va nghién ciru dé thuc thi cac chién dich marketing. Marketing

theo xu huéng c4 nhan hoa 1-1 ¢ nhiéu lgi ich quan trong nhu gia tang
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trai nghiém cua khach hang, diéu huéng khach hang va ting ty 1& chuyén
d6i chdt don khach hang, gia tang 10ng trung thanh ciia khach hang véi
thuong hi¢u, tao sy than thiét v6i khach hang... Tuy nhién ching ta phai
lwa chon cong nghé phu hop v6i quy mé va san pham ciia doanh nghiép,
chung ta can xdy dung cac phdu marketing dé thu hut dugc dit liéu khach
hang chuan, khi c6 dit liéu khach hang chuan chung ta m&i c6 thé phan tich
va dua ra cac giai phap cho khach hang phu hop. Hién nay chiing ta co thé
sir dung mot s6 cong nghé hodc tinh nang hién thdi ma cac hing 16n trén
thé gidi 4p dung nhu thiét ké san pham theo yéu cau, san xudt san pham
theo yéu cau, email marketing cho timg ngudi, giri tin nhdn mang xa hoi

va quang cdo remarketing, retargeting cho khach hang.

Marketing Box by Phan Anh s6 3

Hang may tinh Dell san xuit may tinh theo don dat hang c4 nhan...va di
ap dung tir rat lau.

N6i dén tinh ca nhan hoa san pham, thi hang mdy tinh Dell ctia My da cho
phép cac khach hang ca nhan hodc khach hang doanh nghiép truc tiép dit
hang cic san pham may tinh x4ch tay hodc may tinh dé ban theo tily bién
yéu cau ca nhan. Ttc 1a khach hang co thé 1én website ciia hang tai dia chi

www.dell.com va tu thiét ké va xdy dung cho minh mét san pham theo y

mudn ca nhan nhu kich thuéc man hinh, mau sic, cdu hinh bén trong cia
may tinh, dich vu bdo hanh... va sau d6 thi ddt hang va hang Dell s¢€ lép
rap, san xudt chiéc 1ay tinh x4ch tay (hodc mdy tinh dé ban) theo yéu ciu
ctia don hang va giao hang dén tan noi nhan hang cua khach hang. Cach
thitc nhu vay ching ta co thé hiéu d6 1a xu huéng ca nhan hoa trong

marketing.
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Hoic mot hing hang khong 5 sao c¢6 thé cho phép cung cap céc bita in trén
chuyén bay theo yéu cau cua khach hang tir lic ho dat vé may bay. Piéu
nay lam cho khach hang cam thdy dugc théa mén hon, vi ngay nay nhiéu
khach hang gip cac van dé vé bénh Iy, sirc khoe, an kiéng hodc cac van dé
vé ton gido. PO ciing 1a mot goi ¥ vé viée nang cao chét lugng dich vu bang

phuong thirc marketing 1-t6i-1.

Céc chuong trinh dao tao va tu van 1-1 hodc ddo tao, huin luyén cho doanh
nghiép theo yéu cau cta doanh nghiép do, dugc thuc hién bdi giang vién
Phan Anh va d6i ngil cong ty danh cho cac khach hang c6 yéu cau cy thé,
cling 12 mot vi du khac cho thdy nhu cdu “ca nhin hoa khach hang” rat 1a
cao trong bdi canh hién nay.

Néu céc anh chi va cac ban doc gia gdp nhiing van dé kho khian trong kinh
doanh, ban hang, quang cdo, mudn ting hiéu qua doanh sd ban hang, ting
hiéu qua va quy mo kinh doanh trén toan qudc hodc ra thi trudng thé gioi,
giam chi phi marketing, ting hiéu suat chét don... thi déu c6 thé lién hé
v6i tac gia dé duoc tu van va tro giup.

Thong tin lién hé phananhonline@gmail.com | FB

www.fb.com/phananhonline |

Website www.pamarketing.vn

* P10 - Planning — Lap ké hoach marketing

Chung ta dé dang dich va hiéu nghia cta tir “Planning” trong tiéng Viét la
lap ké hoach c6 thé hiéu la lap ké hoach marketing, hodc lap ké hoach kinh
doanh. Lap ké hoach marketing 1a viéc tao ra mot ban mo ta cac cong viéc
can phai lam va cdc muc ti€u chi tiét can dat duoc, cach thuc hién nhirng
cong viéc do theo phan cong nhiém vu trong linh vuc marketing. Trong
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qua trinh thyc thi kinh doanh va lam marketing nguoi ta dé cap dén viéc
1ap ké hoach chuyén nghiép hoic trong doanh nghiép can c¢6 ké hoach vé
marketing cu thé theo nam, theo quy, theo thang va theo tuan dé biét duoc
cac cong viéc ching ta can 1am va s& 1am, muc tiéu chung ta theo dudi.
Cau hoi ctia cac doanh nghiép 14 vi sao phai lap ké hoach marketing? Lam
sao dé lap ké hoach marketing va hoach dinh ké hoach nay mot cach chi
tiét nhat, chinh x4c nhat, hiéu qua nhat? C6 biéu mau hay quy trinh nao dé
gitp cho viéc lap ké hoach danh cho nhan vién phu trach hodc doanh
nghiép tu 1am ké hoach tré nén dé dang hay hon hay khéng? Nhiing noi
dung gi s& can trinh bay trong ké hoach marketing...?

Trong chuong tiép theo cua cudn sach ndy, tac gia s& gidi thiéu va phan
tich k¥ hon, chi tiét hon vé 1ap ké hoach marketing thyc t& danh cho céac
doanh nghiép va c4 nhan lam kinh doanh dé céc anh chi tham khao thém
cach 1am va 1ap ké hoach marketing 1a gi?

Sau nay, tac gia s& xuat ban thém cudn sach vé 1ap ké hoach marketing, 1ap
ké hoach kinh doanh hodc lap ké hoach Internet Marketing chi tiét hon va
1a mot cudn sach doc lap dé gitp cho cac anh chi doc gia va cac doanh
nhan, nhitng ngudi ban hang c6 thé tao ra nhitng ké hoach hiéu qua, sat véi
thuc té, co nhirng tinh toan trong ngrfm han va dai han phu hop.

Ngoai ra, hon nira, néu céc anh chj va ban doc mudn tham khao khéa hoc

video vé “Lap ké hoach Kinh doanh va Marketing thuc t&” cac anh chi co

thé truy cap vao website www.pamarketing.vn hodc lién hé voi tac gia dé
mua khoa hoc video hodc khoa hoc offline trén 16p vé lap ké hoach kinh
doanh va marketing thyc té. Mot khoa hoc rat thuc té va cu thé ma rat nhiéu
nguoi da hoc va da lam theo thanh cong, vé1 chi phi cling chi vai trdm ngan

déng cho mot bd video khoa hoc nhu vay (rét ré va hiéu qua).
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* P11 - Partners — DPdi tic trong marketing

Marketing Box by Phan Anh 4

Thoi diém nay khi ma cac ban dang doc cudn sach nay, c6 1& moi ngudi
cling s& dong tinh vai t6i vé nhan dinh rang thuong hiéu xe hoi, xe dién
VinFast cua tdp doan Vingroup la mot thuwong hiéu méi nhung toan thi
truong Viét Nam di duoc biét dén (tiéu chi do phu). Chua hét, c6 rat nhiéu
cac khach hang tiém ning ciing rat thich tha, rat khat khao, mong muén
duoc s& hitu chiée xe hoi VinFast cta tdp doan Vingroup.

Néu chi phan tich theo l4t cat hep theo tidu chi “Partners Marketing” va bo
qua cic yéu td khac mot cach tam thoi, chiing ta dong y rang thuong hiéu
VinFast di 1am viéc nay rat tot thong qua mot s6 phan tich co ban dudi
day:

- VinFast thué thiét ké xe hoi boi mot dbi tac 1a mot cong ty thiét ké xe hoi
noi tiéng hang dau cua Y (Italy). Khi VinFast tung cac mau thiét ké cong
khai trén cac phuong tién truyén thong da thu hut dugc su quan tam dac
biét cta cong dong mang Internet va phan hoi rat tich cuc v6i nhitng 10
khen, su suyt xoa, udc ao, ngudng mo. Nhitng mau xe dugc tung ra duoc
danh gia la “rat dep, déng cép, hién dai, phong cach Chau Au lich 1am...”
boi vi 16 rang rang n6 duoc thiét ké boi mot cong ty thiét ké xe hoi danh
tiéng hang dau nudc Y va Chau Au. Vay 1a thi trudng bi dinh hudng hodc
tu nhan thirc ring xe VinFast 1 xe dang cap Chau Au, tiéu chuan Y, phong
cach Y. VinFast khong cong khai mirc chi phi thué thiét ké, nhung moi
ngudi déu co thé doan 1o mo mot con sé ude tinh cé thé 18n ti nhiéu tridu
d6 la My. Do 1a cai gia dé xay dung thuong hiéu va 1am marketing mot

cach nhanh nhat, chuan nhat, va dinh vi phan khic khach hang.
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- Xe hoi VinFast sit dung dong co nguyén ban cua hang BMW — mot tap
doan nbi tiéng hang dau thé gidi vé xe hoi ctia Puc. Nguoi Ptc va thuong
hiéu Pirc da khang dinh chét lugng trén thé gidi va tai Viét Nam khach
hang cling thira nhan hoan toan va “khong c6 gi phai ban cai”. Nhu dai
dién ctia phia VinFast c6 chia sé trén truyén thong, ddi véi xe hoi, khé nht
1a san xuét dong co, thi xe hoi VinFast da lya chon dong co cia BMW dé
lap vao xe ctia minh. Diéu nay khién cho cac khach hang trén toan thé gisi
va ca Viét Nam nita s€ yén tdm hon va giam b6t sy 1an tan, nghi ngo cua
khach hang dbi véi nang luc cta thuong hiéu. Nhu vay thuong hiéu xe hoi
VinFast dugc thiét ké bai nguoi Y ma 13 hang dau nudc Y, dong co duge
san xudt boi ngudi Pirc ma ciing 14 hang dau nudc Puc.

- VinFast thué cac chuyén gia hang dau trén thé gidi trong linh vuc xe hoi
dé 1am cac cong viéc diéu hanh cao cip ciia cong ty. Diéu nay ciing lam
cho nguoi tiéu dung Viét Nam néi riéng va nguoi tiéu dung thé gidi tin
tuéng hon nira, thé hién dang cap cta thuong hiéu VinFast.

- VinFast cling chi tién cho xe hoi ciia minh tham du mot hdi cho xe hoi
dang cap thé gidi (Paris Motors Show, Phap) va moi cuu danh tha David
Beckhams 1am khach moi cua show trinh dién ra mat san pham tai Paris
Motors Show va rat nhiéu khach moi dic biét khac. VinFast cling moi
nhiéu nha bao mot s t& bao, tap chi, bao dién tir thé gidi dén tham du va
dé dua tin, dua bai viét vé su kiénra mét san phém, vé san phém, vé thuong
hiéu VinFast va tap doan Vingroup.

- Céc ban c6 thé cho rang con nhiéu, rat nhiéu cac ndi dung, ¥ chinh khac
nira c6 thé phan tich vé tinh huéng nghién ciru VinFast ndy nita, nhung
trong gii han nghién ciru va gidi han vé do dai cua cudn sach t6i xin khong
phan tich thém nhiéu nira. Va ciing duoc luu ¥ rang mot s phan tich trén

l1a nhan dinh mang tinh ca nhan cua tac gia.
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Hoac moét vi du khac: Google, Facebook ludn c¢6 nhitng chuong trinh goi
1a Marketing Partners, ttrc 1a d6i tac marketing ctia Google, Facebook, néu
nhu thiy Phan Anh xung danh 1a ddi tac ctia Google va Facebook thi cac
anh chi hoc vién, khach hang ciing yén tdm hon rat nhiéu vi thay 1a “d6i
tac ciia Google, Facebook” co ma. Céc anh chi da hiéu vé chit P nay rdi
chtr. Hay trung ra nhitng d6i tac va khach hang 16n cua ching ta cho nhing
khach hang tiém ning nhin thdy, ho s& tin tudng. No6i co sach, mach co

chirng, tir xua cac cu da day nhu vay roi do.

* P12: Public Relations (PR) — Quan h¢ cong chiing

PR 1a thuat ngit viét tit cia mot cum tur Tiéng Anh “Public Relations” —
thuong duoc hiéu trong ngdn ngir marketing 1a “quan hé cong chiing” hay
“quan h¢ vdi cong chung”. Day 1a thuat ngt chuyén nganh va thuong dugc
doc tat theo ngdn ngir néi kiéu pha Tiéng Anh 1a “Pi-A”, rat it ngudi doc
n6 theo phat am Tiéng Viét 1a “Pé-Ro”. Néu nhu chit P tha ba (P3 —
Promtions) trong md hinh marketing mix dwgc quan niém 1a “xuc tién ban”
hay “tiép thi” bao ham nhiéu hoat dong quang cdo, quang ba, PR... khac
nhau. Néu ban 1a mot ngudi thich dung tiéng Anh hoic c6 thé sir dung tiéng
Anh thi hay doc no 1a “PR — pi-a” nhé, dirng doc n6 1a “Pé-Ro” hoi kho
nghe va nhiéu nguoi khong hiéu gi, con tot nhat, mudn giit gin sy trong
sang cta Tiéng Viét thi hdy goi 1a “quan hé céng ching”. Rit chuyén
nghiép.

- Trong mbi quan hé tuong quan vi Marketing thi PR c6 thé 1a mot hinh
thirc doc 1ap, ciing c6 thé 1a moét mo hinh nam trong Marketing. .. Tty thudc
vao viéc doanh nghi€p, nha quan tri theo dudi quan diém nao. Dudi day
tac gia xin gidi thidu nim (05) mo hinh phéi két hop giita Marketing, truyén

thong marketing va quan h¢ cong chung.
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Model E
Marketing and PR are integrated

and overlapping functions

Ciing gidéng nhu Marketing, Marketing c6 nhiéu dinh nghia, nhiéu quan
diém, nhiéu cach hiéu thi PR ciing vay. Céac ban ciing luu ¥ thém rang néu
ban tim kiém tir khoa “dinh nghia PR” hay nhiing diéu twong tu, Google
tim kiém s& tra két qua tim kiém cho ban rat nhiéu website, blog, trang tin
c6 bai viét vé “dinh nghia, khai niém PR” nhung chua chic cac dinh nghia
dua ra nhu vay da chinh xac vé mit hoc thuét hodc thuat ngilr chuyén mon.
Boi rat nhiéu website chi ¢d ging day tir khoa theo cach cb gang tbi uu tir
khoa tim kiém (s.e.0) dé Ién top tir khoa tim kiém tra vé. Ban can phai dung
kién thirc va sy hiéu biét chinh thng dé danh gia mot két qua tra vé 1a
“dung” hay “chwa dung”, “ding mot phan”.

Nhung cin ghi nhé rang PR khéng phai 13 quang cao (Advertising), ma PR
1a quan hé cong chiing. Pimg nham 13n hai khai niém co ban nhu vay. Doi
khi mét s6 hoat dong ciia quang cdo s& gan giéng v4i PR va mot sd hoat

dong PR s€ gan giong hodc str dung cong cu quang céo.
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- Theo tir dién ctia Cambrigde UK thi PR ¢6 nghia 13 cac hoat dong cung
cap thong tin mot cach cong khai vé to chirc (doanh nghiép, nhom, ca nhan,
san pham...) dé cho cong ddng c6 cai nhin tich cuc vé cac cong viée cua
to chirc do.

- Theo hiép hoi PR Hoa Ky (PRSA)! thi PR 1a thuét ngit duoc gidi thiéu
cach day kha 1au, va ciing c6 nhiéu cach hiéu khac nhau. Vao nim 2012
hiép hoi PR Hoa Ky (PRSA) di théng nhét cach hiéu rang: PR 1a mot qua
trinh truyén thong mang tinh chién lugc nham xay dung mdi quan hé dé
dem lai loi ich cho ca hai bén 1a t6 chirc va cong dong cua t6 chic do.

- PR bao gém mot s hoat dong co ban nhu sau:

PR Activities '

Brand Publicity Media Relations

Crisis Corporate
Management Communications
Financial/
Employee
Investor :
: Relations
Relations

+ Media Relations — Quan hé véi truyén thong, bao chi da phuong thién
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+ Corporate Communications - Truyén thong ngoai bd: truyén thong cho
doanh nghi¢p ra bén ngoai.

+ Employee Relations - Truyén thong ndi bo: truyén thong trong doanh
nghiép

+ Financial/ Investor Relations: quan hé v&i cac nha dau tu, cd dong, td
chtre tai chinh, co quan chinh sach...

+ Crises Management - Quan tri rii ro truyén thong truc tuyén

+ Brand Publicity: Cong khai chinh vé thuwong hiéu, chinh sach doanh
nghiép

+ Tai tro sy kién, gay quy, van dong hanh lang thay d6i chinh sach cong
+ Trach nhiém xa hoi ctia doanh nghiép

+ Vv...

Vay lam PR 1a lam gi?

Chung ta thuong c6 cau hdi nhu vay. Doanh nghiép cling thuong hoi cau
hoi d6, nguoi phy trach marketing, phu trach PR, hay phu trach truyén
thong cua tap doan 16n, doanh nghiép 16n, cong ty vira va nhd, cd nhan
kinh doanh, c4 nhan phuy trach hoat dong nay ciing di thang vao van dé cot
16i, bo qua cai goi 1a “ly thuyét hoc thuat hay tinh han 1am”. Va doc dén
day ban da c6 cau tra 101 roi chir? Do 1a ban thuc hién mot hay nhiéu céc
hoat dong PR ma tac gia cudn sach nay vira gidi thiéu & phan ngay trén cho
doanh nghiép, thuong hi€u hoac ca nhan ma ban dugc thué dé 1am hoac
lam cho chinh doanh nghiép cua ban. Va néu chi tiét hoa céng viéc hon

chiit nita thi t6i s& n6i cho ban ludn cho nhanh gon dé hiéu nhu sau:

Hoat dong PR Go1y mot $O cong viéc noi chung

chién luoc PR | trinh PR cu thé, hoac theo ké hoach nam, quy, thang.

Lap ké hoach va |- Tao lap mot ban ké hoach PR va chién lugc PR, chuong
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- Dy doén, phan tich, dién giai cac y kién cong khai ctia cong
chung bao gdm ca thai d6 (yéu thich, ghét bo, gian dit...) va
cac van dé khac. Thuong 14 cc ¥ kién thong qua mang xa
hoi nhu Facebook, Zalo, Instagram, Y outube 1a mang xa hoi
cht dao & Viét Nam va mot s6 mang xa hoi khac trén thé
gidi. .., thong qua cac website, blog...

- Tu van quan 1y & tit ca cac cip d6 quan 1y trong doanh
nghiép nham hd tro viéc ra cac quyét dinh quan trong trong
kinh doanh

- Nghién ctru, tién hanh va danh gia trén co sé lién tuc cac
chuong trinh hanh déng va chudc trinh truyén thong dé dat
duoc su hiéu biét cong khai can thiét nhim dat dugc thanh
cong vé cac muyc tiéu cia td chirc da dé ra. Pay c6 thé bao
gom tiép thi; tai chinh; gdy quy; quan hé nhan vién, cong
d6ng hodc chinh phii; va cac chuong trinh khac.

Lap ké hoach va thuc hién cac nd luc cta td chic dé tac
dong hodc thay d6i chinh sach cong.

Thiét lap muc ti€u, 1ap ké hoach, lap ngan sach, tuyén dung
va dao tao nhan vién, phat trién co s - trong ngén han, quan
Iy cac nguodn luc can thiét dé thyuc hién tat ca y trén.

Sang tao, kiém soat va phan phdi noi dung dé thiic day tuong
tac ctia khach hang va tao ra cac tap khach hang tiém ning

moi.

thuong hi¢u, PR
doanh nghiép

+ Truyén thong
ngoai bo (truyén
thong cho doanh
nghi¢p ra bén
ngoai)

- Lap ké hoach truyén thong ra bén ngoai. Lén kich ban
truyén thong, thong diép truyén thong, loai hinh hay dinh
dang truyén thong phu hop theo thoi gian, theo ndi dung,
theo chui dé ké tir khi bat ddu nghién ctru va phat trién san

pham, cho t6i khi san pham dugc ban thuong mai dai tra va
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dén tay dugc khach hang.

- Pinh hudng va san xuit cac ndi dung bao gém bai viét,
hinh anh, video, dudng link website co thé cho xuét ban ra
bén ngoai

- Lya chon cac cong cu hay kénh truyén thong phu hop nhu
hop bao, bao in, bao di¢én tu, cac tap chi chuyén nganh,
Facebook, Youtube, website, KOLs, Celeb, dai st thuong
hi¢u...

- Lén kich ban truyén thong, thong diép truyén thong, loai
hinh hay dinh dang truyén théng phu hop theo thoi gian,
theo noi dung, theo chii dé ké tir khi bat dau nghién ctru va
phat trién san pham, cho toi khi san pham dugc ban thuong
mai dai tra va dén tay duoc khach hang.

- Kiém soat cac nodi dung duoc xudt ban ra ngoai cho cong
ching mét cach can trong.

-V...

+ Truyén thong nodi
bd (truyén thong
trong doanh nghi€p)

- Twong ty nhu truyén thong ngoai b, nhung truyén thong
ndi bo 1a hudng téi dbi tuong la can b cong nhan vién trong
doanh nghiép, td chue.

- Hinh thirc truyén thong thuong 14 théng qua cac Group kin
(FB, Zalo, mang xa hoi doanh nghi€p), email marketing noi
b0, thong bao chinh thirc, hdi hop hodc hoi thio chinh thuec,
tap chi hay 4n pham luu hanh noi bo.

- Pinh dang ndi dung truyén tai ciing 1a cac bai viét, hinh
anh, video, duong link, cau chuyén thanh cong, nhitng bai
hoc cudc séng, cac van dé lién quan dén nhan su, su thay
ddi vé chinh sach nhan sy/ tién luong, nhan sy chu chdt, cac

su ¢0 cua cong ty voi khach hang hodc su c6 ndi by, nhitng
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dinh hudéng mai cia doanh nghiép, cong ty, co quan ma
cong ty mudn nhan vién ciia minh dugc biét.

- Muc tiéu truyén thong 1a dé thong sudt thong tin, ting ning
suat lao dong, tao gi tri thém cho doanh nghiép va vin hoa
cong ty, lang nghe ¥ kién phan hoi, y kién dong gop, sang

kién doi méi cia nguoi lao dong doi vai to chirc ndi chung.

+ Quan hé vo1 bao

chi, truyén thong

- Quan hé véi gidi bao chi, gidi truyén thong 1a mot trong
nhitng nd1 dung quan trong cua PR. Thuong thi doanh
nghi¢p 16n s€ c6 phong PR hodc bd phan PR phu trach céc
van dé d6i ngoai va bao chi.

- Cung cap cho béo chi cac thong tin can thiét, thong tin co
su chuén bi, co v dd ¢6 1oi cho doanh nghiép dé gid1 bao chi
va truyén thong thuc hién cong viéc cua ho theo phuong
thire “win-win-win” tirc 1a ¢6 1g1 cho gidi bao chi, c6 1¢gi cho
doanh nghiép va c6 1gi cho ca khach hang.

- Tao cac mbi quan hé tot véi gidi bao chi va truyén thong
dé hd tro truyén théng cho doanh nghiép va giam thiéu cac
thiét hai do truyén thong giy ra.

- Khi ¢6 céac cong viéc truyén thong quan trong co thé ding
bao chi, hop bao, dua cic thong tin dén véi cong ddng mot
cach nhanh chong va chinh thurc.

- Cac kénh nay thuong 1 cac kénh chinh thdng nhu céc to
bao gidy 16n, cac to bao dién tir 16n, cac kénh truyén hinh
16n va cac nha bio, nha phé binh, chuyén gia c6 uy tin.

- Doanh nghiép, c4 nhan thuc hién viéc phat ngén chinh thirc
thong qua nguoi phat ngdon hodc by phan phat ngén cua
minh va nho gidi bao chi, gidi truyén thong dua nhing

thong bao nay dén véi cong ching.
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+ Quan hé vdi1 cac
nha dau tu, c6 dong,
to chirc tai chinh, co

quan chinh sach...

- Pay 1a mot nhom cong viéc dac thu cua PR va dé dang
phan biét vai cac loai hinh khac (vi du nhu quang cdo, ban
hang). Chung ta s€ dua cac thong tin chinh thirc té1 cac nha
dau tu, cac cd dong chién lugc hodc ¢b dong dai chinh, cac
td chirc dau tu, hodc céc co quan chinh sach lién quan dén
hoat dong san xuét kinh doanh; bao c4o tai chinh kinh doanh
cua doanh nghiép; chién lugc va ké hoach kinh doanh nim
sau va nhitng nam tiép theo...

- Cham soc va hd tro cac nha dau tu vé cac van dé ma nha
dau tu quan tim hodc quyén va nghia vu cta cac nha dau tu,
¢ dong c6 lién quan dén doanh nghiép.

- Trén cac website cua cac tap doan 16n hoat dong theo mo
hinh cong ty ¢ phan tirc 1a c6 phat hanh ¢ phiéu ra cong
chung hoic ¢6 phan cho cac nha dau tu thi thuong c6 muc
“Quan hé véi cac nha dau tu” va c6 thong tin kha day du
danh riéng cho cac nha dau tu, c¢6 dong. ..

- T chire cac budi hop bdo, lam viéc vdi cadc nha dau tu, c6

dong, t6 chuc tai chinh vv...

+ Quén tr1 khiung
hoang truyén thong

tryuc tuyén

Quan tri ri ro va quan tri khing hoang truyén thong truc
tuyén 1a mot nhiém vu quan trong ma b phén truyén thong
hodc marketing hodc PR s& phai dam nhiém, tuy thudc vao
co cau t6 chtrc ctia cong ty, doanh nghiép phan cong cho b
phan nao xtr Iy vn dé nay.

Khung hoang truyén thong truc tuyén trong giai doan hién
nay rat nguy hiém vi mang xa hoi va bao dién tir, trang tin
dién tir bung nd nén rat rat khé kiém soat, rat kho phan doan
va tan suat xay ra nhanh, s6 luong xay ra nhiéu, khong chira

mot doanh nghi€p nao, mot thuong hi¢u nao, mot san pham
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nao.

Quan tri khiing hoang truyén thong 1a doanh nghiép can phai
lang nghe cac ¥ kién phan hoi cua khach hang trén cac nén
tang cong cu ¢ san va pho bién tai ting qudc gia. Tai Viét
Nam, chiing ta thdy rang viéc do ludng cac bai viét, bai binh
luan ctia khach hang hodc cong ddong mang thong qua
Facebook, Zalo, Youtube, bao dién tir, trang tin dién tir, dién
dan truc tuyén rat phod bién vi day 1a cac cong cu chinh dé
ngudi dung chia sé quan diém ctia minh, thai d6 cua minh
vé mot van dé cu thé c6 lién quan dén doanh nghié¢p hodc
thuong hi€u cia doanh nghiép.

Tir d6 d@ ra cac giai phap cu thé, va day 1a mot s goi y vé
giai phap xir 1y khiing hoang truyén thong ma tac gia

Giai phap cong nghé

* (Gia1 phap bao vé

- SEO bai viét tich cuc trén website ctia cong ty va nhiing
website vé tinh khac dé “de” nhiing tin bai xau xudng (trong
tuong lai thi S.E.O méi c6 tac dung).

- Lam cac video c6 ndi dung tich cuc, PR quang céo vé san
phém/ dich vu/ thuong hi¢u/ doanh nghi€p trén kénh
youtube ctia cong ty (néu chua lap thi c6 thé 1ap méi va dang
video), hodc dang nho/ thué trén cac kénh hot, kénh phu
hop.

- Pbi véi Fanpage ciia thuong hiéu: chung ta c6 thé sir dung
phuong phap khoa fanpage, 4n comment, an danh gia:
khong cho tuong tac thém trong thoi gian c6 khing hoang.
Doi tinh hinh yén 4dng hon chut thi

- Dong website va cac kénh lién hé cuia cong ty néu cén thiét
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trong mot thoi gian néu tinh hinh trd nén qué té va khé kiém
soat.
- Thuyét phyc nhitng ngudn thong tin x6a bai, rut bai, sira
bai bang nhiéu hinh thire: thuyét phuc, nin ni, nho va, de
doa hop 1y (nhung khong vi pham phap ludt nha) va tin cong
k¥ thuat, tn cong phi k¥ thuat.
3.2. Giai phap truyén thong ndi bd

- Ban lanh dao cong ty lap tirc truyén thong ndi bo vé
vu viéc theo huéng chia sé nhitng thong tin dung dan, chinh
xéc, tich cuc vé vu viéc va dua ra cac chi dan cho nhéan vién
dé tim sy dong thuan ctia can bo cong nhan vién trong cong
ty cing dong long gitup d& cong ty trong giai doan kho khan.
- Céch thirc truyén thong: qua thong bio, cong vin, email,
cau truyén hinh, hodc qua cac trudng bd phan, cang nhanh,
cang chinh x4c cang tot.
- Ngon tu truyén thong can lya chon hét strc than trong, 10
rang, hop tinh, hop 1y va kéu goi su déng long, gitp d5, chia
s¢, hd tro tir phia cic thanh vién cong ty. Tranh thém cac rui
ro va rac roi tir phia nd1 bg, tranh céc tinh trang hon loan,
tan v@, hoac dam sau lung, hoac don gian chi la moi nguoi

mot y khong 1o phai lam gi.

* Gidi phap phap ly

- Nén c6 trong tay minh danh sach cac luat su va van
phong luat su uy tin sin sang giup d& va tham gia vu viéc:
tu van vé cac van dé phap 1y co thé xay ra trong hodc sau vu
viéc khung hoang = Tim kiém cac luat su va dat van dé

hop tac “ctru ho truyén thong truc tuyén”.
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Case study: hoi luat gia giri cong van phap ly kién ca
nhan quay video/ kién dai truyén hinh an cip ban quyén
chuong trinh ctia ho = két qua 13 nha dai x6a video, béo chi
x0a bai.

- Cac luat su c6 thé giri cac don thu yéu cau cho cac
bén, cac ca nhén, to chirc dang tham gia “tan cong, ném da”
minh.

- Co quan cbng an, canh sat diéu tra, an ninh vin hoa
c6 thé 1a mot cach dé giai quyét khung hoang truyén thong

rat tot.

* Giai phap truyén thong ddi ngoai

- Truyén thong Ddi ngoai 1a hoat dong phia doanh
nghiép phai to chirc cac hoat dong théng bao, thong tin bao
chi, truyén thong dé tra 10i/ phan hoi mot cach bai ban, co
su chuyén nghiép, cong bd cac thong tin phu hop dé dam
bao cac muc tiéu truyén thong.

- Hop bao, thong tin bao chi.

- Pua céc tin bai 1én cac to bao dién tir 16n, uy tin.

- San xuat TVC, bai viét dang bai va quang céo trén
Facebook, Google Adwords, Youtube: tuy thudoc vao mirc
d6 nguy hiém “ning/nhe” ctia khing hoang ma sir dung cac
phuong tién truyén théng cho phu hop. Loi khuyén 14 han
ché s dung cac cong cu c6 thé tuwong tic manh (FB,
Youtube); str dung phuong tién truyén thong phu hop

- Chién luoc “pha lodng giot siro”: Néu khung hoang
la mot giot siro dam dac va kho nudt, hay pha loang no ra.

Vi du: Vietjet Air bi bao chi dua tin vé viéc Phi cong
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ha canh nham xudng san bay khac (di Ha Noi, ha canh ¢ Hai
Phong), d6i ngil truyén thong ciia Vietjet Air lién tuc sx cac
bai viét vé chii dé “ha canh nham” rang hang A, hing B ciing
dd nham day ra ddy, phi cong nham nhot do 15i k¥ thuat, do
thoi tiét vv, mdi ngay dang 1-2 bai & mot vai bao dién tir
16n... = tir 1 viéc rat kinh khiing, qua cic bai bao chi minh
thdy “o viéc d6 ciing bt thoi, nham ti théi ma”.

- Chién luoc “Chuyén huéng khing hoang”: Panh lac
hudng bang cach tao ra mot khung hoang khac hot hon, hip
dan hon dé thu hat sy quan tdm cta cong ddng nhung khong
lién quan dén linh vuc, nganh nghé cta cong ty bi khung
hoéang.

Vi du cong ty A dang bi khung hoang 1 chu dé 1a ddnh
chtri khach hang. Thi Team truyén thong cta cong ty A ¢
thé dung lén 1 tic pham truyén thong khac “vo hai, khong
c¢6 doc t6” nhung dan dat truyén thong va cong dong tot, vi
du nhu cha dé sex trong showbiz, chu dé quiy rdi tinh duc
trong cong s&, chi dé “sinh con thuan ty nhién”, chu dé
“ngoai tinh”...

- Tryc tiép xir Iy nguyén nhan din dén khung khoang:

- Loi khuyén: Nén dau tu mgh hé véi cac téng bién tap
bao gidy 16n, bao dién tir 16n, cac phong vién uy tin, admin
cac fanpage 16m. .. khi c6 viéc thi nho ngudi ta tu van, ngudi
ta s& gip minh hodc it nhat nguoi ta cling khong danh minh
(d6 ciing 1a cach giup minh rdi).

- Tai thoi diém “tdm cua khing hoang” c6 thé khong
can truyén thong ngay, ma doi sau d6 it hdm cho né ngudi

ngudi, quén quén rdi thi hiy “pha lodng”.
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* Cac giai phap khac (néu co)

- Dua vao cac quan hé chinh tri

- Dua vao tiém luc tai chinh

Tuy nhién, sir dung phuwong thirc nay phai that can nhic va

kin dao, khéo 1éo vi ti€ém an nhiéu rui ro.

+ Cong khai chinh
vé thuong hiéu,
chinh sach doanh

nghi¢p

- Trén cac phuong tién thong tin dai chung nhu cic an pham,
website, mang xa hoi... doanh nghiép thong bao cong khai
mot sd chinh sach vé thuong hicu, vé doanh nghiép vi du
nhu khong sir dung lao dong tré em, hay khong sir dung
nguyén liéu khong thé tai ché vv... hoic cac quy dinh, yéu
cau vé viéc sir dung hinh anh, thuong hiéu (logo, slogan)

mot cach chinh xac theo quy dinh ctia doanh nghiép.

+ Ta1i tro su kién,
gdy quy, van dong
hanh lang thay d6i

chinh sach cong

- Pay la nhom cong viéc thuoc mang PR cling mang tinh
chat ddc trung dién hinh cua hoat dong PR chtr khong phai
1a quang c4o hay marketing don thuan.

- Céac hoat dong tai tro sy kién thi dién ra thuong xuyén va
pho bién hon véi cac doanh nghiép nudc ngoai hoat dong
tai nudc ngoai, cac doanh nghié€p nudc ngoai hoat dong kinh
doanh tai Viét Nam va ca cadc doanh nghi¢p Viét Nam thuan
tay. Vi du thuc té 33 dién ra nhu Vietnam Airlines c6 thé tai
trg mot chuong trinh hoa nhac. Hay nhur nhidu ngan hang tai
trg chuong trinh ba-1€ ngh¢ thuat danh cho khach hang. Mt
sO cong ty 10n c6 thé tai trg chuong trinh trong rimg hoic
trong cay xanh vi yéu t& moi truong (ma bay gio ngudi ta
go1 la marketing-xanh)...

- Hinh thtc PR thong qua hoat dong t6 chirc gay quy, thanh

1ap qu¥ va di€u hanh cac quy vi cac muc ti€u tur thién, hoac
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muc tiéu lam cho cudc séng tré nén tot dep hon theo cac
chuong trinh cu thé nao d6 1a hinh thic kha 1a pho bién ¢
cac nude phat trién, dién hinh & My va phuong Tay. Day
dugc danh gid 1a mot hinh thire PR kha hiéu qua nhung cling
kha ton kém. Tai Viét Nam thi hinh thirc nay con kha méi
mé va khong c6 may doanh nghiép c6 y tuong nay hoidc cd
kha nang nay thuc thi chwong trinh PR kiéu nay.

- Hinh thitrc van dong hanh lang dé thay d6i chinh sach cong:
day 1a mot hinh thire PR dugc nhiéu quéc gia cho phép str
dung mot cach cong khai va chinh thirc, dugc phap luat thura

nhan, nhu mot phuong thirc thic day kinh doanh.

Thuc té thi nhiéu doanh nghiép hodc nhiéu thuong hiéu lai
st dung nhitng hinh thtrc “ré tién” nhu tao scandal véi cac
chan dai bang nhirng hinh thtrc yéu duong, danh ghen nay

no rat nhiéu.

+ Thuc hién trach
nhiém xa ho0i cua

doanh nghiép?

C6 nhiéu cach dinh nghia cua cac hoc gia khic nhau
vé Trdch nhiém xd hoi ciia doanh nghiép (Corporate Social
Responsibility, viét tat la CSR). Nam 1973, Keith Davis da
dua ra mot khai niém kha rong: “CSR la sy quan tam va
phan mg cua doanh nghiép véi cac van dé vuot ra ngoai
viéc thoa man nhimg yéu cau phép 1y, kinh té, cong nghé”.
Trong khi d6, Archie Carroll (1999) con cho rang, CSR
c6 pham virdng l6n hon: “CRS bao gém sy mong doi cua
x3 hoi vé kinh té, luat phap, dao dtrc va 1ong tir thién ddi voi

cac td chirc tai mot thoi diém nhit dinh”. Matten va Moon

2 http://philosophy.vass.gov.vn/nghien-cuu-theo-chuyen-de/Chinh-tri-Xa-hoi/Trach-nhiem-xa-hoi-cua-

doanh-nghiep-va-thuc-tien-van-dung
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(2004) lai cho rang, “CSR 13 mét khai niém chum, bao gdm
nhiéu khai niém khac nhau, nhu dao dtrc kinh doanh, doanh
nghiép 12 tir thién, cong dan doanh nghiép, tinh bén viing va
trach nhi€ém moi truong. D6 1a mot khai niém dong va luon
dugc thir thach trong ting bdi canh kinh té, chinh tri, xa hoi
dac thu”...

Trong khi do, theo Ho1 déng Doanh nghiép thé gio1 vi sy
phat trién bén virng, "CRS 1a su cam két trong viéc tng xir
hop dao 1y va dong gép vao su phat trién kinh té, dong thoi
cai thién chat lugng cudce séng cua luc lugng lao dong va
gia dinh ho, ciing nhu cta cong ddng dia phuong va ctia toan
xa hd1 no61 chung”...

Hay gan day, theo Nhom Phat trién kinh té tu nhan ctia Ngan
hang Thé gigi (WB), “CRS 1a su cam két cua doanh nghiép
dong goép cho viéc phat trién kinh té bén virng, thong qua
nhing viéc 1am nang cao chét lugng doi sdng ctia ngudi lao
dong va cac thanh vién trong gia dinh ho; cho cong dong va
toan xa hdi, theo cach c6 loi cho ca doanh nghiép cling nhu
phat trién chung ctia xa hoi”. ..

Méi chi diém qua mot sb cach dinh nghia trén day da cho
thdy, du cach thé hién, hinh thirc dién dat ngon tir c6 khéc
nhau, song ndéi ham phan anh ciia CSR vé co ban déu co
diém chung 13, bén canh nhitng loi ich phdt trién riéng ciia
tirng doanh nghiép phit hop véi phdp ludt hién hanh thi déu
phai gdn két véi lpi ich phat trién chung cia cong dong xa
héi. Chinh vi thé, theo chiing t6i, c6 18 dinh nghia ctia Nhém
phat trién kinh té tw nhan cia WB vé CSR 12 hoan chinh, rd

rang va dé hiéu nhat, vi n6 da dé cip dén trach nhiém xa hdi
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ctiia doanh nghiép phai gin lién v&i van dé phat trién bén
vitng - mot yéu cau khach quan, cip thiét, co tinh toan cau
clia sy phat trién hién nay. Khi canh tranh thuong trudng
ngay cang khc liét, nhimg yéu cau, doi hoi tir khach hang
ngdy cang cao va do vay, xi hoi co cai nhin ngay cang khat
khe hon ddi v&i doanh nghiép vé bon phan, trach nhiém
trudc cong dong, xa hoi thi cac doanh nghiép mudbn phat
trién bén viing phai ludn tuan thi khong chi nhitng chuan
muc vé bao dam san xuét - kinh doanh phai ¢6 11 nhuan,
tham chi si€u lgi nhudn, ma con ca nhiing chuén muc vé bao
vé mdi trudng thién nhién, moi truong lao dong, vé thuc
hién binh déng gi61, an toan lao dong, quyén lg1 lao dong,
quyén loi dao tao va phat trién ctia nhan vién, gbp phan phat
trién cong déng, bao ham ca céac hoat dong thuc hién an sinh
xa hd1 nhu nhan dao, tir thién,...

Dién giai cu thé tit ca noi dung trén vé CSR trong thoi bbi
canh hoi nhap kinh té quéc té hién nay, co thé hiéu nhu sau

vé ndi ham yéu cau cta no:
- Trach nhi€m véi thi truong va nguoi tiéu dung;
- Trach nhiém vé bao vé mai truong;
- Trach nhi€ém véi nguoi lao dong
- Trach nhiém chung véi cong dong.

Do vay, nhitng nguoi lanh dao doanh nghiép thoi nay phai
1a nhitng ngudi ¢ tim nhin xa, trong rong dé huéng téi myc
ti€u hoat dong toan di€n, khong chi gidi han boi thang du,

loi nhuan kinh té don thuan. Thudc do thanh cong ciia ho
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bat ngudn tir nhimg tac dong ma ho tao ra d6i véi nhu cau
xa hoi. Cac doanh nhan nay can tim kiém nhiing giai phap
dé thay dbi xa hoi theo chidu huéng ngay cang tot hon va
nguoc lai, cadc doanh nghiép cia ho s€ co6 nhiing diéu kién
dé phat trién bén viing hon. Loi ich dai han chi yéu ciia CSR
la cho chinh ndi bd doanh nghi€p, nhu cai thién quan hé
trong cong viéc, giam bdt tai nan, giam ty I¢ nhan vién thoi
viéc, ting nang sudt lao dong. Ngoai ra, CSR con giup ning
cao uy tin cua doanh nghi¢p trong quan h¢ véi khach hang
va cac ddi tac, tao ra wu thé trong canh tranh va thuan lgi

trong viéc kéu goi dau tu, dac bi€t 1a dau tu nudc ngoai.

Thuyc tién cho thiy, nhiing doanh nghiép thyuc hién tét CSR
s€ khong thua thi€t, ma thuong dat dugc nhiing lg1 ich dang
ké, bao gdm giam chi phi, ting doanh thu, ting gia tri thuong
hiéu, giam ty 1¢ nhan vién thoi viéc, ting ning suat va thém

co hoi tiep can nhitng thi truong mai.

Dién giai cy thé hon, mdi doanh nghiép khi d3 ti quyét dinh
mot cach tu nguyén vé thuc hién trach nhiém x3 hoi cua
minh, thi bén canh nhiing dong gdp, chi phi vi l¢1 ich cong
d6ng xa hoi, dwong nhién, ho con cé nhiing loi ich riéng

trong kinh doanh, thong qua cac hoat dong ctia minh, do la:

- Bao v¢ thuong hi¢u khong bi xa hoi chi trich; nang cao uy
tin cua sdn pham mot cach bén virng; mé rong thi truong va
tao 1ap vu thé vé gia ca; dugce tham gia cac chuong trinh dau

tu phat trién doanh nghiép vi trach nhiém x4 hoi.

- Duy tri hodc ky thém hop dong kinh té voi cac dbi tac
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dau tu, ban hang; co thém diéu kién dé mé rong quy mo san
xudt, hién dai hoa cong nghé, ting ning suat va chat luong
san pham; ting viéc lam, giam s6 cong nhan bo viéce; ting
uy tin xa hoi dé doanh nghiép c6 kha niang canh tranh cao,

dé dang hoat dong hon.

- C6 thém diéu kién vat chat dé cai thién doi song ngudi
lao dong. Cu thé 13 ting thu nhap, nang cao hon chét luong
cudc séng va strc khoe cho nguoi lao dong va gia dinh ho;
hd tro ngudi lao dong thuc hién t6t hon luat phap lao dong

va mo rong hon kha ndng bao hiém y t&, xa hoi cho ho...

Can thay rang, nhan thirc vé CSR & cac nén kinh té thi
truong phat trién hodc kha phat trién trén thé gidi hién nay
r0 rang la khong con méi la, mac du trong thuc té, cho dén
nay, khong phai bt ctr doanh nghi€p, doanh nhéan nao, du &
nhirng nén kinh té phat trién nhat, nhu M¥, Nhat Ban,
Duc,... cling déu co thé thye hién tt CSR moi lac, moi noi
do nhiing tac dong canh tranh quyét liét ciia quy luat gia tri,

gi4 tri thang du va siéu loi nhuan chi phdi.

Trong khi d6, du CSR la khai niém méi dugc du nhap
vao Viét Nam khoang hon thap nién qua, song cang nhirng
nim gan day, da co khong it doanh nghiép Viét Nam, dé tao
1ap dugc thuong hi€u viing bén va sang gia, ho khong chi ra
strc phat trién ngay cang 16n hon vé quy mé gia trj tai san,
doanh thu, doanh lgi c6 duoc sau mdi nam kinh doanh, ma
con nd lyc dong gdp nhiéu hon cho sy phat trién chung cta
cong dong, xa hoi. Boi 18, ho déu hiéu lam tét va ngay cang
t6t hon trach nhiém xa hoi dbi voi cong dong x4 hoi cling da
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1a mot trong nhig thudc do co ban dé thwong hiéu cac
doanh nghiép nhd d6 ma da sang lai cang sang hon va do
vay, con duong lam an ctia ho cang c6 thém thuén lgi, phat

trién hon.

Do vay, thuc hién CSR ngay cang dugc cac doanh
nghi¢p, doanh nhan Viét Nam nhan thirc sau sdc hon va coi
d6 1a yéu cau tat yéu, khach quan trong qua trinh hoi nhap.
Mac du vay, ca vé hoc thuat 1an thuc tién thé hién, can théy
day van 1a van dé con kha méi mé d6i voi khong it cac doanh
nghi¢p, doanh nhan & nudc ta. Trén thuc té, nhiéu khi van
dé nay dugc van dung rat khac nhau, ma mét trong nhiing
nguyén nhan co ban la do chua c6 dugc nhan thirc dung dén,
théng nhat vé ndi ham yéu ciu cta nd. Chinh vi thé, trén
thuc té, d c6 doanh nghi¢p, doanh nhan chi lo san xuét, kinh
doanh sao cho c6 lgi nhuan cao, khong chi giai quyét tot van
dé 1oi ich cho doanh nghi€p, cho nguoi lao dong, ma con
dong gop khong it cho cac hoat dong nhan dao, tir thién xa
hoi; thé nhung ho van vi pham Luat Doanh nghiép, Luat Moi
truong, hoac cd nhirng biéu hién vi pham phap luat khac. Co
nhiéu nguyén nhén cta tinh hinh nay, song trudc hét 1a do
ho chua c6 mot nhéan thure dung dén, khach quan, khoa hoc
va nhét 1a chua c6 duoc “cai tam”, “cai duc” trong viéc thuc
hién trach nhiém xa hoi ciua doanh nghiép (CSR) d6i voi
cong déng xa hoi. Chinh vi thé, trong tién trinh nhan thiurc
clia con ngudi vé van dé ndy, mic du cho dén nay, khong
chi & Viét Nam, ma ca trén thé giéi van chua hoan toan
théng nhat, tham chi van con 1a chu dé gay tranh cai tai nhiéu
cudc hoi thao, song co6 1€, hién tai, theo chung to1, chi it nén
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tam chép nhén vé mét kiéu dinh nghia khai niém CSR nhu
d3 dugc Nhom Phat trién kinh té tw nhan ctia Ngan hang Thé
gi61 (WB) dua ra trén day.

Mot sb vi du vé chuong trinh trach nhiém xa hoi cua doanh
nghi¢p: “Chuong trinh t61 yéu Viét Nam” cua cong ty
Honda - Vietnam; “Chuong trinh gido duc v¢ sinh cd nhan”
cho céc tré em ctia cong ty Unilever; “Chuong trinh dao tao
tin hoc Topic 64” cua Microsoft, Qualcomm va HP;
“Chuong trinh hd trg dj tat tim bAm sinh” va “Chuong trinh
ung ho nan nhan vu sap ciu Can Tho” cua Vinacapitat,

Samsung; “Chuong trinh khéi phuc thi lyc cho tré em

MARKETING 13PS BY PHAN ANH

ngheo” cua Western Union;. ..

Nhu vy, chung ta c¢6 thé thdy rang vai trd cta PR ciing cuc ky 1a quan
trong trong hoat dong kinh doanh ctia doanh nghiép, cic to chirc kinh
doanh hoac c& nhan lam kinh doanh hodc xay dung thuong hi€u c4 nhan,
dic biét trong bbi canh sd hoa va sy phat trién ctia cach mang cong nghiép
4.0 s€ hinh thanh nén cach thtrc maéi 1a e-PR (quan hé cong chiing dién tir

hodc quan hé cong ching truc tuyén) hodc PR 4.0.

P13: Productivity: Chit P cudi ciing ma tac gia Phan Anh 1a t6i gidi thiéu
ti cac ban doc trong phan “Marketing Review” ndy 1a Productivity — tam
dich 1a “nang suat” hay “hiéu suat”. Pay ciing 1a mot yéu té ma doanh
nghiép can hudng t6i bang cach thic ddy ning suat lao dong cta tig nhan
vién trong cong ty, tang hiéu qua lao dong cuia tat ca cong ty/ doanh nghiép/
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d6i nhom. C6 thé ké dén mot sé phuong phép co ban nhu tiang thoi gian
lam viéc, tdng tdc do 1am viéc, tang mirc d0 chinh xéac khi lam viéc, giam
thoi gian “chét” khi 1am viéc; co ché lvong thudng va hoa hong kich thich
lam viéc; chuwong trinh hd tro va cham séc ngudi lao dong trong cong ty
t6t; hd tro nhan vién bang cac cong cu lao dong tt nhat bao gdm ca céac
phan cimg, phdn mém danh cho cong viéc; xdy dung va cai tao méi trudng
lam viéc t6t nhat; diéu kién lam viéc thoai mai nhat, giao céc chi tiéu KPIs
(chi s6 do ludng hiéu qua trong cong viéc) cu thé va rd rang, thuc thi cac
chuong trinh dao tao k¥ nang, dao tao kién thuc, dao tao dong luc cho

nguoi lao dong...

Nhu vay, trong muc ctuia cudn sach nay, cac ban di dugc tim hiéu vé céac
mo hinh marketing mix theo cac quan diém hién dai nhung chuan muc
(4Ps, 7Ps) va ca cac diém hién dai kém theo yéu t6 mé rong thém rat nhiéu
chir P khac nita. Boi vi dén day, chung ta déu thdng nhit duoc rang
“Marketing chinh 1a mot qua trinh lam théa man khach hang, lam cho
khach hang nhan dugc gia tri vuot xa su ky vong” do6 chinh 1a quan diém

da chi€u ma t61 muon céc ban hi€u thé nao 1a “lam marketing”.
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