Bai gidng Truy@n théng marketing

Chuong 1
T6NG QUAN VE TRUYEN THONG MARKETING

Céac nOi dung chinh trong chuong nay:

+ Khaéi niém va vai tro cla truy€n thong marketing
+  Qué trinh truyén théng marketing
+ Céc cong cU truyén thong marketing

« Van dé dao dUc trong truyén thong marketing

1.1. KHAI NIEM VA VAI TRO CUA TRUYEN THONG MARKETING
1.1.1.Khai niém vé truyén thong marketing

Theo Philip Kotler, truyen thong marketing (marketing commumcatlon) la cac hoat
dOng truyen théng tin mOt cach gian ti€p hay truc t1ep v€ san pham va ban than doanh
nghiép t&i khach hang nham thuyé&t phuc ho tin tudng vao doanh nghiép ciing nhu sdn
phdm, va mua sdn pham cUa doanh nghiép.

(Marketing communications are the means by which firms attempt to inform,
persuade, and remind consumers, directly or indirectly, about the products and
brands they sell-Philip Kotker).

Truyén thong marketing c6 cdc muc dich co bdn 1a théng bdo, thuyét phuc va nhdc
nho doi tugng nhan tin vé sdn phdm va thuong hiéu cla doanh nghiép. Qua cac n0i
dung thong diép, doanh nghiép théng bdo cho khach hang vé su c6 mat cla doanh
nghi€p, cla san pham trén thi truOng, thuyét phuc ho vé cac Uu viét clla sdn phdm so
v0i cac sdn phdm canh tranh, va nhdc nhd ho nhG dén san phdm khi ¢6 nhu cau.

Truyén thong marketing con dugdc goi bang thuat nglr tuong ducng 1a xtc ti€én
(marketing promotion), 1a m&t trong 4 thanh t0 cUa marketing mix.

1.1.2. Vai tro cla truy@n thong marketing

Truyén thong marketing 1a mOt thanh t0 quan trong c6 vai tro hd trg dac luc cho
cac chién lugc marketing mix khac. Cac chién lugc va chién thuat marketing khac duoc
xay dung hoan hdo sé gitip cho viéc gidm bdt hoat ddng truyén théng. Tuy nhién, cé rat
it cac dich vu, chl yé€u la cac dich vu dugc cung cap trong mdi trudng canh tranh lai c6
th€ bd qua dugc vai tro clia truyén thong marketing. Hon nita, ngay nay chu ky sOng cUa
san pham ngay cang ngan, cho nén quan di€m “h{fu xa tu nhién huong” khong con phit
hop nlta.

Thoéng qua chi€n lugc truy€n théng marketing, doanh nghiép théng tin cho khach
hang tiém nang bi€t dugc nhitng I0i thé, cong dung, gid tri, 10i ich cla sdn phdm mang
lai cho ngudi tiéu ding. Do vay, chi€én lugc truyén thdng marketing gitip doanh nghiép
tdng doanh sO cUa cac sdn pham hién tai, tao ra su nhan bi€t va ua thich cla khéach
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hang d6i v4i sdn phdm mdi, va xay dung mOt hinh anh t6t dep vé doanh nghiép. Tuy
nhién, doanh nghi€p can phai két hop chién lugc truyén théng vGi cic thanh t6 khéc
cUa marketing hOn hgp d€ tao ra hiéu qua t6ng hgp. Truyén thong ciing gitip cho doanh

nghiép quang ba thuong hiéu.

Pdc biét, trong cac trudng hop nhu cdu am, cau bang khéng, hay cau doi véi
nhing hang héa d0c hai nhu thubc 14, ruQu bia, ma tdy...thi vai tro cUa truy€n théng
marketing dac biét quan trong.

_ Vi du: Mac du d0i mii bao hi€m khi di xe mdy, hay bado vé& mdi trudng sOng khoi
6 nhiém thyrc sy can thi€t cho cudc sOng con ngudi, nhung Nha nuGce phai chi rat nhi€u
tién cho cac chuong trinh truyén théng marketing rdng rdi nham lam cho ngudi dan hi€u
va thuc hién tu giac.
1.2. QUA TRINH TRUYEN THONG MARKETING
1.2.1. M0 hinh truy@n thong

1) M6 hinh

Qué trinh truyén thong marketing tuy rat da dang, tuy nhién c6 nhiing dac diém
chung. D€ khai quat hoa qud trinh truyén théng Marketing, chiing ta s& tim hi€u m6 hinh
truy€n thong 1.1. & trang 3 dudi day.

) Truyén dat
M4 thong diép
hf)a Gidi ma
—» thong | —> thong diép
diep .
Phuong tien
Y ) U ) truy€n tin MLl oo /

Mmoo -———-7 \g/ Nguoi nhan thong diép
Thong dlep @

[@' =

Thong tin phan Phan Ung dép lai

LA
TTOT

Hinh 1.1. Qu4 trinh truyén thong
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Gidi thich c4c y€u t0 trong md hinh:

- Ngudi gtfi: 1a ch( th€ cla qué trinh truyén thong marketing. D6 1a doanh nghiép,
t0 chUrc thuc hién cac hoat dOng truyén thong marketing hudng t&i khach hang.

- Théng diép chd dinh: Thong di€p ch( dinh 1a thong diép nham muc dich tac déng vao
khéach hang muc tiéu d€ mong nhén duoc diéu gi d6 & khach hang theo chu dinh cUa nguoi
gUi tin.

- M@ hod théng diép: La viéc dung cac ngdn ngl truyén thong d€ chuyén cac y
tudng truy€n théng thanh cac hinh thiic c6 tinh bi€u tugng sao cho thudn tién cho ngudi
nhan tin linh hdi dugc y tudng do.

Vi du: D€ quang cdo dau an Neptuyn, ngu0i gli mudn cho khéach hang tién ning
thdy 10i ich clla dau &n ndy 1a mang lai khong khi m cting gia dinh. Mubn vay, ngudi ta
dua ra hinh dnh cd gia dinh ngbi ciing &n com vui vé v&i cdc mén dn ngon dugc ché
bi€n nhé dau an Neptuyn. Khi muon dién ta hinh dnh sac nét nhu that cla tivi LG, thay
vi dién td bang 10i noi, ngudi ta dién td bang hinh dnh mot chd nai dang uéng nudc, in
hinh dudi nudc, trong nhu that 1am cho cac chd cop tudng that va nhdy vO vao cai béng
chu nai.

- Truyén dat thong di€p : Tap hop nhlimg ky hiéu bang mot thong diép do ngudi
gUi truyén di qua nhiéu phuong tién.

- Phurong tién truyén tin : Thong diép c6 thé truyén di dén ngudi nhan bang cac
phuong tién nhu: truyén hinh, truyén thanh, bao chi, Internet...

- Gidi ma: La qua trinh ngudi nhan théng tin x( 1y thong diép truyén thong marketing
da dugc ma héa cla chu thé€ truyén tin d€ hi€u y tudng cud chl th€ mudn truyén dat. BE
dadm bdo thong diép c6 hiéu qud, qua trinh ma hdéa clUa ngudi gUi phdi twong thich v6i qua
trinh gidi ma cla ngudi nhan. Do vay, thong diép vé co ban phai phdi 1a nhiing tin hiéu quen
thuGc doi véi ngudi nhan.

Vi du, khi nhdn dugc mOt bong hoa hOng tuoi tham tUr tay ngudi ban trai nhan
ngdy sinh nhat cla minh, ngudi con gai sé tim hi€u xem dang sau bong hOng nay la
thong diép gi ma ngudi ban trai muon truyén dat?

- Ngudi nhén tin: La khach hang muc tiéu ma ch( thé truyén tin (doanh nghiép, to
chlrc) dang mudn thuyét phuc.

- Phan Ung ddp lai: La nhiing phdn Ung clUa ngudi nhan tin sau khi linh hdi thong
di€ép. Ngu0i truy€n tin can nam bat dugc phan Ung cla ngudi nhan tin d€ diéu chinh
chién lugc, chién thuat truyén thong.

- Théng tin phan hOi: Thong di€p tU nguOi nhan tac dOng trd lai ngudi gUi tin.
Qua thong tin phdn hoi, nguoi gUi tin biét dugc hiéu qua cla chuong trinh truyén
thong.

- Nhiéu: 1a cc tac dOng dén thong diép 1am cho n6 dugc hi€u sai 1éch so vdi trang
thai ban du. Nhiéu c6 thé 1a do méi trudng vat 1y gay ra (ti€ng On), c6 thé 1a do ngudi
gUi tin khéng hi€u dugc quan di€m, nén tang vin hoé clia ngudi nhan tin.
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Vi du. Khi giao ti€p v3i nhitng ngudi khdng cling nén vin héa, khong cting nghé
nghié€p, khéng ciing giai tang xa hdi..., nguGi truy€n tin can than trong khi st dung cac
ngon tU (cd ngdn ng(r 10i noéi va ngdn ngr khong 10i) cling nhu cach dién dat dé tranh
nh(ing hi€u 1am dang tiéc.

M5 hinh ndy nh&n manh nhiing yéu t0 then chOt trong qué trinh truyén thong
marketing. ChU th€ gUi théng tin can xé4c dinh rd ngudi nhén théng diép (cong chiing
muc tiéu) nao? Pac di€m cla cong ching muc tiéu? Mong mu6n ho phdn Ung lai nhu
th€ ndo? Coéng ching muc tiéu cé gidi md thong di€p nhu mong mudn cla ngudi truyén
tin khong? Lam th€ nao d€ cong chiing muc tiéu quan tdm chii y va ti€p nhdn thong diép?
Lam thé€ nao d€ nhan dugc théng tin phan hdi tUr cong chiing muc tidu?...

Tim hi€u mé hinh ndy cho ching ta dinh hudng diing dan trong qua trinh truyén
tin. P4 1a x4c dinh 16 dOi tuong nhan tin, xac dinh cic phdn Ung cUa ngudi nhan tin, x4c
dinh thong di€p gUi di, lua chon kénh truyén tin, thu nhan théng tin phan hoéi. Bay chinh
1a c4c quyé€t dinh trong truy€n thong marketing.

2) M6i lién hé gilta dac di€m cla cong chiing va viéc ti€p nhan thong tin

DPac di€ém cla cong ching cé dnh hudng truc ti€p dén khd ning bi thuyét phuc
cUa ho khi tiép nhan thong tin marketing.

- Nhitng ngudi c6 hoc van/ hay c6 tri thc cao thudng khé bi thuy€t phuc.

- Phy n(r dé bj thuyét phuc hon dan 6ng. Tuy nhién, phu nit theo van héa truyén
th6ng dé bi thuyét phuc hon so vé phu nilt hién dai.

- Nhu‘ng nguoi theo chudn muc dam déng dé bi thuyét phuc hon nhiing ngucn co
quan di€m ddc 1ap. Nguoi Viét Nam hay hanh dOng theo ddm dong trong mua sam.

- Nhifng ngudi thi€u tu tin dé bj thuyét phuc hon.
1.2.2. BOn quy ludt chi phoi viéc ti€p nhdn théng tin

Trong méi trudng c6 vo sO cac thong diép thuong mai khac nhau tic dOng dén
gidc quan cUa cong ching, 1am sao dé dua thong di€p dén ho? Cong chiing muc tiéu co
thé khong nhan dugc thong diép gUi dén vi mot trong bon 1y do sau.

1) Thir nhdt, d6 1a quy ludt chii y cé chon loc, nghia 1a céng chiing chi chi y dén
nh{ing thong di€p nao giy an tugng nhat.

2) Th hai, d6 1a quy ludt bép méo cé chon loc, nghia 1a cong chiing chi mu6n nghe
nh(mg diéu ma ho ky vong, phit hgp v&i ni€ém tin clla ho. Do vay, ho thudng thém that
vao thong diép nhling di€u khong c6 (phéng dai), va khong nhan thay nhiing diéu thuc
c6 (Iugc bét). Nhiém vu cla ngudi truy€n thong 1a ddm bdo théng diép don gidn, 1o
rang, ly thi va 1ap 1ai nhi€u 1an d€ cong chiing nam bat dugc nhiing di€ém chinh.

3) Th{ ba, d6 1a quy luat ghi nh& cé chon Ioc, nghia 13 cong ching chi ghi nh&
nh{ng théng tin c6 chon 1oc. Pau tién, thong tin dugc chon loc va x(r 1y d€ 1uu vao tr
nh& ngan han cla nguoi nhan tin. Néu thai d6 ban dau clia ngudi nhan d6i vbi su vat
1a tich cuc, va ngudi nhén 6n lai nhimg ludn c( Ung ho, thi chac chan théng tin d6 sé
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dudgc ti€p nhan va ghi nhé kY 1au dai. Nguoc 1ai, n€u thai d0 ban dau cla ngUudi nhan
d0i vGi sy vat la tiéu cuc, va ngudi nhan 6n 1ai nhling luan c(r phan béc, thi chac chan

thong tin d6 sé bi tur chdi, nhung van dudc 1uu 1ai trong tri nhé 1au dai.

4) Thir tu, d6 1a quy ludt tuong dong, nghia 1a hi€u qua cUa théng tin 16n nhat khi
théng di€p pht hgp vdi y ki€n hién tai, ni€m tin va tinh khi cUa ngudi nhan.
1.3. CAC CONG CU TRUYEN THONG MARKETING
1.3.1. Téng quan v€& cac cong cU truyén thong marketing

DE truyén thdng dén khach hang muc tiéu, doanh nghiép c6 th€ s(r dung cac cong
cu truy€n thdng khac nhau nhu qudng cdo, tuyén truyen ban hang, quan hé véi céng
chting, kich thich tiéu thu, marketmg truc tiép, truyen mleng M01 cong cu nay c¢6 nhing
Uu nhugc di€ém nhat dinh. PE nang cao hiéu qud cla truyén théng marketing, doanh
nghi€p can s dung hon hop cac cong cu d6. Chién lugc truyén théng hén hop can
phai két hop cac cong cu truyén thong khac nhau ma doanh nghiép dung dé€ thong tin v4i
thi trOng muc tiéu.

Khach hang c6 thé nhan dugc ndi dung cac thong diép truyén thong marketing tU
hai nguon chinh 1a cic nguOn bén trong va cac nguOn bén ngodai. Ngu0n bén ngoai bao
gbm cac 10i khuyén truyén miéng tU ban be, tU bdo chi. Ngubn tU bén trong doanh
nghi€p bao gbm cac thong diép tU cac chUc ning marketing truyén thOng (tU cac kénh
truy€én thong hai chi€u gilta nhan vién ban hang va khach hang, va cac kénh truyén thong
mOt chi€u 1a quang céo).

Nhu vay, d€ truyén cac thong di€ép marketing dé€n thi truGng muc tidu, doanh
nghié€p phai st dung két hgp cac cong cu truyén thong khac nhau. Do dé, truyén théng
marketing 1a mOt thanh t0 trong marketing mix nham tac d0ng vao thi truOng muc tiéu.
Ban than chién lugc truyén thong marketing lai 1a mOt hdn hgp (promotion mix) gém
cac thanh t0 (kénh) sau day:

1) Qudng cdo (Advertisement): Bao gbm céc hinh th(c gidi thiéu gidn ti€p va
khuy€&ch truong cac y tuéng, hang héa, dich vu do ngudi bado trg thuc hién va phai trd
tién. Quang cdo dugc thuc hién theo yéu cau cla doanh nghiép/ t6 chlic va ho phai trd
céc khodn phi t6n quang cdo cho cac t0 chlc thuc hién cac khau khic nhau trong qua
trinh thuc hién quang cdo nhu: tu van, thiét k€, t0 chltc thuc hién cac chuong trinh
qudng céo...Doanh nghiép c6 th€ quang céo thong qua cac phuong tién nhu : phét thanh,
truy€n hinh, béo chi, qudng céo ngoai trdi...

2) Quan hé véi céng chiing (Public Relation) 1a cac hoat dOng truyén thong gian
ti€p cla doanh nghi€ép nham gay thién cdm cUa cong chiing vGi doanh nghiép va san
phdm cla né. Quan hé véi cong chiing dugc thuc hién dudi nhi€u hinh thlc nhu ban
tin, bdo cdo hang nim cUa cong ty, cic hoat dOng tai trg, tU thién, van ddng hanh lang. ..

3) Tuyen truyén (Pub11c1ty) La cac hoat dOng truyén thong nham tang uy tin, tang
thién cdm cUa cong chiing d6i v4i doanh nghlep, kich thich gian ti€p nhu cau tiéu dung
san pham cud ho. Doanh nghi€p khong phai trd tién cho cic phuong tién truyén thong
nhu quang céo. Tuyén truyén c6 thé dugc coi 1a mOt dang dac biét cla “Quan hé vdi
__________________________________________________________________________________________________________________________|
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cong ching”.

Personal selling PRODUCT
Advertising PRICE
Sale promotion PLACE
Publicity
. . PROMOTION PROMOTION ] )
Public Relation MIX ? Marketing mix
Direct marketing l/
Word of mouth

TARGET MARKET

Hinh 1.2. Vai trd cUa xtc ti€n trong marketing mix

4) Kich thich tiéu thu (Sale promotion): La cac bién phap ngdn han, hd trg cho
quang cdo va ban hang nham khuyén khich, kich thich khach hang cu6i cling mua sdn
ph&m cUa doanh nghi€p, dOng thai kich thich tiéu thu ciing kich thich c4c thanh vién khac
trong kénh phan phéi cla doanh nghiép tich cuc bdn hang (dugc goi la “Trade
promotion”).

5) Bdn hang cd nhdn (Personal selling): La qua trinh ti€p xuc truc ti€p gilta khach
hang trién vong va nhan vién ban hang nham tu van, gi6i thiéy, thuyét phuc ho lua
chon va mua sdn phdm. Ban hang c4 nhan phai tuan theo mOt quy trinh nhat dinh. N6
vUra la mOt nghé thuat, vra 1a m&t khoa hoc, vi n6 doi hdi ngu0i ban hang phdi sang tao,
linh hoat Ung x(r vGi vo van tinh hudng ban khac nhau, d6i tugng khéach hang trién vong
khac nhau.

6) Marketing truc tiép (Direct marketing): La hinh th(c truyén thong s dung thu,
dién thoai va nhiing cong cu lién lac gian ti€p khac d€ thong tin cho khach hang hién cé,
khach hang tiém ning, va yéu cau ho c6 thong tin phdn hoi 1ai.

7) Truyén miéng (Word of mouth): La hinh thlfc truyén théng qua nhiing khach
hang trung thanh t&i cac khach hang tiém ning khéc.

Trong mOi thanh t0 néu trén cUa truy€n théng marketing, ngudi ta lai si dung
nhi€u cong cy khac nhau dé truyén thong, tic dOng dén cac doi tugng khach hang khac
nhau. MOi céng cu cé nhitng Uu nhugc diém nhat dinh. D6 la:

1) Qudng cdo
- Cac phuaong tién thong tin dai chiing: TV; Radio; Pano; Ap phich; TG roi; Nién
giam dién thoai; Bang hiéu; Internet; Phim dnh; Video clip; trung bay tai cUa
hang; bao bi...
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2) Kich thich tiéu thu
- Thi; Tro chdi c6 thudng; X0 sO; Qua tang; Coupon; Gidi thudng; Ban kém
gidm gi4; Chi€t khau mua nhiéu; Tai trg 13i suat thap...
3) Quan hé céng ching

- Hop bao; Tap chi cla cong ty; Hoat dOng tUr thién; TG chlc su kién; Tai tro;
HOi thdo; N6i chuyény;. ..

4) Tuyén truyén

- Béo céo nam gUi cac c6 dong, chinh quyén; MGi phéng vién viét bai; Chuong
trinh pho bién kién thlc trén TV, Radio; Semina; Van dOng hanh lang. ..

5) Bdn hang cd nhéan

- Trinh dién ban hang; HOi nghi ban hang; Mau chao hang; Hoi chg trién lam
thuong mai; Cac chuong trinh khen thuOng; Céc danh hi€u ban hang gidi. ..

6) Marketing truc ti€ép

- Direct mail; Telemarketing; Mua ban qua TV, qua dién thoai, qua Blogs, va qua
websites. ..

7) Truyén miéng
- Khach hang hai long gidi thiéu truc ti€p cho khach hang tiém ning
- Chat room; blogs; céc trang mang xa hoi (face book, you tube...)

PE& dadm bdo hiéu qud cla truyén thong, cac doanh nghiép thudng thué cic cong
ty quang cao soan thdo cic thong di€p truyén thong, thué cac chuyén gia kich thich tiéu
thu xay dung cac chudng trinh kich thich tiéu thu, thué cac chuyén gia vé€ quan hé cong
ching xay dung hinh anh tOt dep vé cong ty trong con mat céng chiing. Doanh nghiép
con can phdi hudn luyén dobi ngii ban hang vé k¥ ning giao ti€p, ban hang va chim séc
khach hang. Ngoai ra, d€ ddm bao tinh khach quan, cac doanh nghi€p con thué cic cong
ty chuyén danh gia cong tac chdm séc khach hang tai cac di€m ban hang cla ddi ngii nhan
vién ban hang cUa minh dudi hinh th(c “khach hang bi mat”. TU d6, doanh nghiép biét
dugc thuc trang tinh trang cham s6c khach hang & cac cUfa hang cUa cong ty. Pay 1a cin
c quan trong d€ doanh nghiép ra cac quyét dinh vé cham séc khach hang.

Vi du: Gan day, bén canh nhiig kénh tu van, chim séc khach hang nhu dién
thoai, gUi e-mail..., hdu hét cac siéu thi di€n mdy truc tuy€n, cac website kinh doanh do
dién t(* quy mo tU nhd tGi 16n déu tich hgp thém tinh ning "chat" nham md réng kha
nang tuong tac, hO trg truc tuyén vdi khach hang. C6 thé k€ dén mot sO trang web
thuong mai nhu cla Pico, hchomecenter, techland... Ciing trong thdi gian gan day, trén
cac trang thong tin rao vat tim vi€c 1am nhu muaban.net... di xudt hién thong tin can
tuy€n ngUdi lam cong vi€c tU van san sang ngdi “chat” v4i khach hang.

Tai hdi thdo vé& thuong mai dién tlr do BO Cong thuong t6 chlc mdi day, trao
doi vé cac cong cu ho trg phét trién thuong mai dién tU tai Viét Nam hién nay, y kién
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clla mOt s6 chuyén gia di khang dinh, trong cic phudng tién nhu e-mail, goi dién
thoai... thi kénh giao ti€p tuong tac truc tuy€n nhu “chat Yahoo” (nhan tin truc tuyén
st dung chuong trinh cla Yahoo) dang tO rd la mOt phuong tién hitu hiéu. Theo nhan
dinh cla ba Thu Hang, Gidm dOc cong ty cung Ung nhan luc Nguyén Ha (Ha Noi), hién
nay nhiing doanh nghi€p cé nhu cau tuyén nhan luc vao vi tri nhu vay khong nhiéu,
tham chi chi dém trén dau ngén tay. Tuy nhién, dat trong sy phét tri€én chung cla xa hoi
thi c6 1€ khong lau nlta day sé€ 1a xu hudng phd bién cla cic doanh nghiép kinh doanh

truc tuy€n, Ung dung manh thuong mai dién t(r tai Viét Nam.

Theo nhan dinh cUa cac chuyén gia, trong khi tai Viét Nam - cic doanh nghiép
m&i dang dan d€ y dén chuyén ho trg tu van khach hang qua céng cu “chat” thi & nhiéu
quOc gia phat trién trén thé gidi nhu My, Nhat Ban, Han Quoc..., nhiéu doanh nghiép
Ung dung thuong mai dién t& da Ung dung manh cong cu nay, trong dé c6 ca viéc bo

tri nhan vién tu van dich vu truc bang cong cu chat Yahoo Messenge ém khuya.
Céc doanh nghi€ép Viét Nam nén di theo huGng nay, tUc la tuyén nh chdm séc
khéch hang ngoai gi® hanh chinh (tir 18 giy dén 22 gi&y dém) d€ day | bng tic hd
tr@, chidm sdc cho khéach hang chi c6 thdi gian rdnh roi 1én mang tim h ng tin san
phdm trong khodng gi0 nay. a
2 ~ . . @
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DaGi vai linh vuc dich vu, dac biét 1a cac dich vu ti€p xtic cao, khach hang tham gia
truc ti€p vao qua trinh sdn xudt, chién lugc truyén théng marketing c6 pham vi hoat
dong réng hon so vdi linh vuc sdn xudt. Cac nhan vién khai thac G tuy€n dau 1a nhimg
kénh truyén thong rat c6 hiéu qua. Pia di€m phuc vu ciing 1a mOt kénh truyén thong
quan trong. Pdy dugc goi 1a “‘kénh truyén théng san xudt’’. Hinh 1.3. md ta cic kénh
truyén thong marketing dich vu.

Mot dac trung quan trong khac n(ra can quan tam la dich vu dang & giai doan nao
cud chu ky sOng cUa no. O giai doan dau tién cUa chu ky sOng, khi muc tiéu chl yéu la
tdng su' nhan biét cla khach hang vé dich vu mdi thi qudng céo va quan hé véi cong
ching 1a cac kénh truy€n théng quan trong nhat. Kich thich tiéu thu c6 thé dugc ding dé
kich thich khach hang dung th(r, va trong mOt sO trudng hop ban hang ca nhan dé md
rOng khd ning ti€p can thi truOng. Trong giai doan ting trudng cla dich vu, viéc st
dung céc kénh truyén thong xudt phét tUf nha san xuat thuOng gidm xubng. Ly do la céc
thong di€p truyén rmeng tU cac khach hang quen c6 vai tro truy€n thong tich cuc. Tuy
nhién, canh tranh cung bat dau xuat hién trong giai doan nay va tlep tUc gia ting & cac
giai doan sau, do vay ciing can phai ting cuOng cic hoat ddng quang cao va kich thich
tiéu thu cling vGi su gia ting cla canh tranh. Cudi cling, vao giai doan suy thoai quang
cdo va kich thich tiéu thu phdi gidm xulng, mac dau cac hoat dOng kich thich tiéu thu
van c6 tac dung.

2) MOt sO kénh truy€n théng dac thii clia doanh nghiép dich vu

Do dac tinh khéng tach roi gilra qua trinh san xudt va tiéu thu dich vu, khach hang
tham gla truc ti€p vao cac culc giao ti€p véi ngLrOl cung cap dich vu. Trong cac cudc
gdp g0 nay, nha cung cap dich vu c6 co h0i truyén thong véi khach hang. Néu chi trong
tGi viéc khai thac tOt cac kénh truyén thong nay, nha cung cdp dich vu c6 thé ndm 18y
cac co hobi thuén 10i nay d€ tu van, gidi thiéu, thuy€t phuc khach hang mua va tré thanh
khach hang trung thanh.

Nhu vay, hai kénh truyén thong dac thu cUa doanh nghiép dich vu la cac nhdn
vién O tuyén ddu va moi truOng vat chat & noi cung cap dich vu.

a) Vai trB3 truyén thong cha c,c nh©n vi®n tuyén dau

C,c nh©n vi?n khai th,c & tuyOn ®Cu (Front-line Staff) trong doanh nghiOp
dich vu ®ic xem nh Ip ¢,c nh©n vidn marketing b,n chuy2n nghiOp. Ho't ®éng cfia
hé ca vai trRR quan trang ®0 x©y ding hxnh fnh tét ®Np vO doanh nghiOp, tto IEp
nhEn thac thiOn cm cfia kh ch hung. Ha cong ca vai trR nh mét nh©n vien b,n
hung khi giii thiOu, thuyOt phoc kh, ch hung mua dich vu phi hip. Do vEy, ¢,c nh©n
vien npy phfli ®ic ®po tto vO kiOn thgc v kil n"ng truyén thong marketing. Néi dung
®uo t*o nh»m vpo ph.t tridn ¢ c kil n"'ng sau ®@©y ®gi vii ha:

e KV ning gidi thi€u dich vu ddp Ung nhu cau cUa khach hang khi thdy ho
khong hai long v&i dich vu hién tai. Mubn vy, cac nhan vién phai hi€u dugc
tam ly khach hang d€ ti€p cén ho, hi€u 16 dugc cac dich vu ma cong ty c6 dé
gidi thi€u dich vu phu hop, gidi quyét dugc van dé cla khach hang
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* KV ning ban hang. Céac cong nhan day may dién luc, buu dién... khéng chi don
thuan 1a nhiing nhan vién ky thuat. Ho cfing can dugc dao tao céac kién thUc,
k¥ nang tu van, thuyét phuc khach hang, gitp khach hang hi€u r cac 10i ich,
cong dung cla cac dich vu dién luc, vién thong khac nhau, tu van ho st
dung cac dich vu mdi tién 1Qi hon

e KV ning giao ti€p glup cho ho chinh phuc khach hang. Cac giao dich vién buu
dién, ngan hang... tan tuy, niém nd, quan tdm giip d& khach hang 1a nhing
ngudi tuyén truyén tich cuc cho ngan hang, buu dién..., thu hit khach hang
dén sU dung.

Tat nhién, vai tro cUa cac nhan vién marketing va cac nhan vién khai thac & tuyén
dau khong dong nhat. Nhung vé€ phuong dién xiic ti€n, can ting cUdng vai trd xtc ti€n
cUa c4c nhan vién khai thac d€ ho thuc su tré thanh cac nhan vién marketing ban chuyén
nghiép. POi v&i cac doanh nghi€p buu di€n, ngan hang, bénh vién, du lich...ddi ngii
nhiing nhan vién khai thac tuy€n dau rat dong ddo. D6 1a dbi ngil cac buu ta, thg day
may, di€n thoai vién, giao dich vién... HQ thuOng xuyén ti€p xic v&i khach hang. Ho
cling can dugc dao tao cac ki€n thlc va ky niang can thi€t d€ hoan thanh tOt vai trd cUa
mOt nhan vién marketing ban chuyén nghiép.

b) Vai tro truy€n théng cud cdc diém phuc vu

Cac di€ém phuc vu c6 th€ dugc xem nhu 1a cac bang thdng tin chuyén tdi cac thong
diép vé cac dich vu hién c6 cUa doanh nghiép dén vGi khach hang. Do vay, day ciing 1a
mOt kénh truy€n thong quan trong cho khach hang hién tai va tuong lai. Kién triic bén
ngoai ciing nhu ndi that bén trong cac di€m phuc vu ciing gidp tao ra hinh anh tot dep
v€ nha cung cap dich vu trong con mat khach hang. M6t buu cuc, mot chi nhanh ngan
hang, clfa hang KFC... c6 bién hiéu 16 rang, dé& nhan biét, c6 ndi that dep, ngin nap,
tién nghi, gon gang chac chan sé c6 tac dung thuyét phuc khach hang hon cic quang
cdo trén TV. Cac di€m phuc vu ciing 1a nhitng noi thudn tién dé€ treo cac bi€én quang céo
cUa doanh nghiép. V&i mang ludi cac di€m phuc vu rdng 16n va dugc dat tai cac noi
dong ngudi qua lai, Buu dién, Ngan hang, KEC... c6 th€ khong can phai mat tién thué
cac dia di€ém khac d€ quang cdo. Tai ddy, khach hang ciing c6 thé thdy dugc cac thiét bj
khai thac hién dai hoat ddng nhu thé€ nao. D6 ciing 1a nhiig hinh dnh quang cdo khong
mat tién nhung rat hiéu qud nham xay dung long tin vé chat lugng cac dich vu trong
tam tri khach hang.

1.4. TRUYEN THONG MARKETING HOP NHAT
1.4.1. Khai niém

Truyén théng marketing hop nhdt (Intergrated marketing communication - IMC) 1a
vi€c phOi hgp tat cd cac hoat dOng xic tién nhu quang cdo, marketing truc ti€p, ban
hang c4 nhan, quan hé céng chiing nham tao ra mOt thong diép xiic tién nhat quan, rd
rang hudng tGi cong ching muc tiéu.

Su nhén thc cQa khach hang vé mOt nhan hiéu hay vé mOt cong ty 1a su tOng
hop céc thong diép ma ho ti€p nhan dugc (nhu qua quang cdo, mUc gia, thi€t ké bao bi,
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no Iuc marketing truc ti€p, tuyén truyén, khich thich tiéu thu, cac thong diép trén mang
internet, hinh thlc trung bay tai di€m ban hang...). IMC c6 thuc hién dé co6 thé dat
dugc su nhan thlc cla ngudi tiéu dung vé hinh dnh d0c ddo, an tugng vé san pham
cUa cong ty trén thi truOng.

Truyén thong marketing hgp nhat c6 vai trd rat quan trong, bdi vi nhiéu cong ty
thudng hai long v&i viéc giao cac hoat dOng truyén thong marketing khéc nhau cho céc
cong ty khac nhau thuc hién: giao cho mét cong ty quang céo lo phan quang céo cho
minh; giao c6ng tac quan hé véi céng chung (PR) cho mOt cong ty PR 1am... Con Phong
marketing cUa cong ty lo x(r Iy chuong trinh khuy€n mai. K&t qua 13, bd phan qudng céo
cUa cong ty di theo huGng ndy, quan hé véi cong ching di theo m6t huong va chuong
trinh khuyen mii di theo mOt hudng khac. Do vay, hiéu qua tOng hop truyen thong
marketing cUa cong ty khong cao. Truyen thong marketing hop nhat cho rang tat cd cac
bén tham gia vao nhitng n6 luc truyén thdng cUa cong ty phai phoi hgp véi nhau d€ dua
thong diép cla cong ty hudng dén cong chiing muc tiéu v&i ciing mOt thong diép thOng
nhat va mOt hinh anh nhat quan. Nhu vay, IMC tao ra tinh nhat quan cao hon trong cac
chuong trinh truyén thong marketing thong thuOng, 1am gidm su lang phi khi qudng céo
trén cac phuong ti€n truyén thong, va tao cho cong ty mOt Uu thé canh tranh.

DE thuc thi triét 1y truyén thdng marketing hop nhat, cong ty can thuc hién cac
van dé sau:

. Giam dOc marketing cUa cong ty phai 1a ngudi am hi€u vé IMC.
Giam dbc truyén théng marketing phadi 1a ngu0i gidi vé IMC, va chiu trach
nhiém chung moi mat vé céc no luc truyén thong marketing clla cong ty

. Cong ty phdi xay dung tiéu chuan danh gia vé kha ning va hiéu qua
chi phi cUa tUng cong cu truyén thong marketing

. Cong ty phai theo déi tat cd cac chi phi xtic ti€n theo tUng san pham,
tUng cOng cU xiic ti€n, giai doan cUa chu ky sOng cla sdn pham va hiéu qua
dat dugc dé co can c cdi ti€én cach sU dung cac cong cu dé

. Nh(ing ngudi 1am qudn ly nhan hiéu phdi dugc dao tao theo tu duy
IMC. Hon n(ra, tat cd cac chuyén gia truyén thoéng ciing phdi dugc dao tao
thém vé IMC.

1.4.2. Cac dac trung cUa truy@n thong marketing hop nhat

1) Tinh lién tuc

Tinh lién tuc ctia IMC c6 nghia 1a tat cd cac thong di€p truy€n thong chuyen tai
trén cac phuong tién truyén théng khac nhau thong qua cic cong cu truyén thong
marketing khac nhau c6 tinh twong quan v&i nhau. Tinh lién tuc cla IMC doi hoi phai
lam cho céac yé€u td vdt Iy va tdm Iy trong chi€n dich truyén théng marketing phai nhat
quan vO&i nhau.

Tinh lién tuc vat ly néi dén viéc s& dung nhat quan cac y€u t0 sang tao trong tat
cd céac truyén thong marketing. Tinh lién tuc vat ly trong chién dich truyén thong
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marketing c6 th€ dat dugc bang cach st dung cling khau hiéu, 10i quang cdo va nhan
vat th€ hién nhin hiéu nhu nhau trong tat cd cic quang cdo hay cac hinh thlc truyén

thong marketing khac.

Tinh lién tuc tdm Iy néi dén thai dO nhat quan doi v&i cong ty va cac nhan hiu san
phdm cUa ho. Bay chinh 1a cdm nhan cla ngudi tiéu dung v€ “ti€ng noi” va “tinh cach”
clla cong ty. Bi€u nay c6 thé cé dugc bang cach st dung chU dé, hinh dnh hay giong
diéu moét cich nhat quéan trong tat cd cic qudng cdo hay hinh thlc truyén théng
marketing khac. ThuOc 14 Marlboro 1a m0t vi du vé cach sU dung hinh &nh nhat quan
trong tat cd cac truyén thong marketing — hinh anh chang cao boéi véi dang ngang tang,
phong trén, vam v& va ran roi. Cac cong cu truyén thdng trong linh vuc my phdm va
quan 4o chinh 1a nhiing vi du t6t cUa giong diéu nhat quan. Chang han nhu tat ca cic
quang céo cla Calvin Klein va céc hinh thlc truy€n thong marketing khac déu c6 giong
diéu rat khéu goi.

2) Tinh dinh huéng chién luoc

SG di cac chién dich IMC c6 thé dem lai hiéu qua vi ching dudgc thiét k€ nham
dat dugc nhitng muc tiéu chién lugc cla cong ty. Muc tiéu doi véi viéc phat trién mot
mau quang céo sang tao khdng chi don thudn thu hit sy chii y hay 1am cho khan gid pha
1én cudi, ma phai dat dugc muc tiéu chién lugc cla cong ty. D6 1a nhitng muc tiéu nhu
doanh s0, thi phan, va 1gi nhudn. Di€u lam cho chién dich truyén théng marketing cé tinh
hop nhat.

Thong diép dugc dua ra nham di dén nhitng muc tiéu chién lugc cu thé;
phuong tién truyén thong dugc 1ua chon vi nhiing muc tiéu chién 1ugc trong dau.

1.4.3. Qua trinh phat tri€n clla IMC

IMC c6 th€ xudt hién dudi nhi€u hinh thltc khac nhau & nhiéu mUc d6 phét trién
khac nhau. C6 bay mUc d6 phét trién cla IMC da dugc nhan dién nhu sau:

1. Nhan bi€t nhu cau can phai hop nhat

2. Hop nhat hinh dnh

3. Hgp nhat chlic ning

4. HQp nhat phéi hgp

5. Hgp nhat dua vao ngudi tiéu ding

6. HOp nhat dua vao ngudi du phan

7. HOp nhat quan ly méi quan hé

1) Nhén biét vé nhu cau can phai hop nhat

Hinh th(c cin bdn nhat clia IMC c6 th€ chi don gidn 1a su nhén thic cla nha
marketing vé& nhu cau can phai hgp nhat cic phuong tién truyén thong marketing. Vi
du. MOt nha hoach dinh truyén théng chuyén lo mua va dat quang céo cho moét Ung vién
chinh tri dang tranh cUr tOng thOng. Dan dan, 6ng ta nhan ra rang can lua chon cac
phuong tién truyén thong dai ching, cing loai hay khéc loai nhau, sao cho phan 4nh
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dugc mOt hinh anh nhat quan vé Ung c( vién chinh tri d6. Pay 1a budc dau tién tién
dén qud trinh thuc hién khéi niém IMC.

2) Hop nhat hinh anh

Giai doan hai bao gOm qua trinh ra quyét dinh d€ bdo dam tinh nhat qudn cua
phuong tién truyén théng/théng di€p. Tinh nhat quén cUa phuong tién truyén
thong/thong chep nham néi dén tinh nhat quan gi(fa cac y€u t0 van ban va hinh dnh cla
mOt mau quang cdo va gilta cic mau quang céo thé€ hién trén cic phuong tién truyen
thong khac nhau. C6 nghia 13, hinh anh phai clng c6 va minh hoa cho théng diép bang
ch{t. Mac du m6i mau quéng céo phéi da dang ddi chit xét theo chUc ndng vé n0i dung
chuong trinh, hay bién tap cla mot phl.rdng tién truyen thong cu thé, nhung no phai
nhat quan vGi cac mau quang cdo th€ hién trén cac phUGng tién truyén thong khéc.
Derrith Lambka, gidm d6c quan ly co s& d{f li€u ngudi tiéu ding va hoach dinh chién
lugc cho cic sdn pham mdy tinh cla Hewlett-Packard, xac dinh IMC sao cho chting nhat
quan v&i su hgp nhat hinh dnh. C6 ta coi IMC 1a “m0t su tOng hoa cac thong diép va chl
dé hinh &nh xuyén sudt t& hgp truyén thong marketing d€ tOi da héa tac dOng cUa thong
diép trén thi trudng. Loi ich nhat quan d6i vdi ngudi st dung 16 rang dugc chuyén tai
trong tat cd cac hinh thlc truyén théng marketing.”

3) Hop nhat chttc nang

MUc d6 phat tri€n th(r ba d6 1a hop nhét chlc nidng. Hgp nhat chic ning thé€ hién
qua trinh theo d6 cac chuong trinh truyén thong marketing khac nhau dugc tao ra, truc
ti€p nham vao cac muc tiéu marketing nhu' doanh s6 va thi phan. Cé nghia 13, nhiing
di€m manh va yéu clla mOi yéu t0 trong t6 hop truyén thong marketing d€éu dugc phan
tich, va t6 hop ndy dugc rap n0i lai d€ dat dugc nhitng muc tiéu marketing cu thé. N6i
cach khac, st dung cac muc tiéu marketing d€ hudng viéc 1ua chon va thuc hién cac
chuong trinh truyén théng marketing.

4) Hop nhat phdi hop

O mUc doO phét rién cao hon nita — hop nhat ph6i hop — chic ning ban hang cé
nhan dugc hgp nhat truc ti€p véi cac yé€u td cla truyén thong marketing (quang céo,
quan hé cong chiing, khuy€n mai va marketing truc ti€p). C6 nghia 13, ti€n hanh cac bién
phap nham bdo dam tinh nhat quan cla cac hinh thiic truyén théng marketing ca nhan va
cac hinh thlc khac. Nhiing gi ma ngudi ban hang néi phdi nhat quan vGi nhiing gi ma
mau quang c4o noi.

5) Hop nhat dua vao ngu0i tiéu ding

O mUc do phat trlen th& ndam CUa IMC, chi€én lugc marketing dugc hoach dinh
thong qua viéc ndm bat cau va nhu cau cla ngu‘dl tieu dung, hu0ng muc tidéu dén loai
ngUdi titu ding nhat dinh, va dinh vi sdn pham moOt cach hiéu qua doi vdi ngudi tidu
diing muc tiéu. Giai doan phét tri€n IMC nay duoc goi 1a hop nhét dua vao ngudi tiéu
diing. Néi cach khac, chién 1ugc marketing c6 tinh hgp nhat. Céc thong di€p phan anh
vi€c dinh vi chi€n lugc &n vao dau cla phan khiic ngudi tiéu ding dugc 1ua chon.

6) Hop nhat dua vao nguoi du phan

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 18



Bai gidng Truy@n théng marketing

MUc dd phét rién th( sau cGa IMC 1a hop nhdt dua vao ngudi du phdn. O mUc
d0 nay, nha lam marketing nhén ra rang nguoi tiéu dung muc tiéu khong chi 1a nhém duy
nhat ma céng ty can phai truyén thong dén. Nhiing ngudi du phan khac can phai duoc
can nhac gbp vao trong chi€n dich IMC tOng thé€ bao gbm : nhdn vién cla céng ty, nha
cung c8p, nha phén phGi va cé déng ciing nhu céng dbng, cdc co quan nha nudc nao dé
va cdc thanh phan khdc.

7) Hop nhat quan ly mdi quan hé

CuOi cting, hop nhét quan ly mOi quan hé dugc xem nhu 1a mlrc dO phét trién
IMC cao nhat. D€ truyén thong c6 hiéu qua véi nhitng ngudi du phan khac nhau, cong
ty can phai phat trién céc chién lugc cé hiéu qua. Nhiing chién lugc nay khong phai
chi 1a chi€n lugc marketing; chiing bao gdbm chi€n lugc sdn xudt, chién lugc tai chinh,
chi€én lugc ngudn nhan luc va chi€n lugc k€ toan, bén canh nhi€u chi€n lugc khac. Cé
nghia 13, d€ ddy manh m6i quan hé v&i nhiing ngudi du phan vé mat t6 chlic, cong ty
phdi phat tri€n chi€n lugc quan 1y trong tUng don vi chiic nang (sdn xudt, nghién ctu va
phat trién, marketing, tai chinh, k& toan, nguﬁn nhén 1uc, v.v.) sao cho ching phdn 4nh su
phoi hgp gilta cac don vi chlic nang khac nhau. MOt khi dat dugc hgp nhat nay thi nha
marketing n6 luc truyén thong dén cho nhiing ngudi du phan khéc sao cho c6 thé phan
anh toan b0 su hop nhat dé.

1.5. VAN DE PAO PUC TRONG TRUYEN THONG MARKETING
1.5.1. T6ng quan

Pao dlc 1a cac tiéu chudn vé cach hanh x( chi phoi tu cach cla cac ca nhan, nhém
va cac t6 chlrc kinh doanh. So v&i cac chlic ning khac thi marketing néi chung, va truyén
théng marketing néi riéng 1a mOt linh vuc c6 nhi€u khd ning phat sinh cic van dé vé dao
duec.

Cac nguyén tac dao ddc hoat ddng nhu mOt chi€c may 1oc dau trong cO may
marketing: ching 10c céc tap chat d€ dau c6 thé€ lam cho c6 may hoat dbng. Tat cé cac
cong ty can nhlmg nguyén tdc dao dlc d€ loc bo ban chat khong tot cla thuong
trudng canh tranh d€ c6 thé nham dén, thu hit va gilr chan nhig khach hang t6t cho
cong ty.

D€ dat dugc muc tidu truyén thong trudc mat cla minh, nhiing ngudi lam
marketing c6 th€ vi pham dao dlc. D6 1a cac bi€u hién nhu sau:

* Xay dung su nhan thlc bang cach quay ray khach hang hét 1an nay dén lan
khac bang thong dlep cUa minh, san sang xam pham su riéng tu cUa khach
hang néu can thiét.

« Gitip cac sdn pham va dich vu cla cong ty n6i bat trong dam dong bang cach
cudng di€u cic di€m tich cyc va che gidu nhiing di€m tiéu cyc bang mot vé
ngoai dep, bat mat.

« Khuyén khich khach hang mua hang bang cach hita hen véi khach hang qua
mUrc.
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1.5.2. Anh huéng clia truy€n théng marketing d6i v6i xi hoi

Truyén thong marketing ndi chung, quang cdo noi rieng 1a mot linh vuc nhat dinh
c6 anh hudng dén nhan thiic xa hbi. Moi ngay, budc ra c’[ucrng, ban thdy nhan nhdn
poster, billboard giing day dudng phO. Vao dén cong ty, m3 Internet ra 1a dung ngay
hang loat thu' quang cdo mdi chao.

Sau mOt ngdy lam vi€c vat va, v& nha bat tivi 1én xem gidi tri, it ngudi c6 thé
thoat khdi mét sO phim qudng céo “nhdy vao“ gilta chuong trinh yéu thich. ROi quang
céo trén bao chi, trén radio... V&i tuan sudt xudt hién nhu vay, quang céo tac dOng
manh dén nhan thUc cla x3a hoi.

Quang cdo da va dang thay d6i tU théi quen mua sam, ddng thii tiéu ding, dén ca
suy ngh1 quan di€m xa hdi. N6i thé dé thay rang nhu‘ng quan di€ém quy tac Chung vé
chudn muc dao dlc trong quang cdo, d€ “kiém duyet“ mOt mau quang céo trudc khi nd
“d0i bom*“ vao nhan thic cla cong chiing 1a hét sUc quan trong.

Dé dat dugc muc tiéu cUa minh, cAc mau truyén thong marketing thuOng rnac
pha1 cdc van dé vé chudn muc dao dlc theo nhin nhan cla cong chung Cac mau
quang céo ndy noi nhiig 10i 1& hét slc khoa truong: "Hay tan hudng mot ky nghi 1y
tung. Theé tin dung cUa chiing tbi s& lam cho di€u d6 that dé dang". bung bao gid ban
tam rang qué nhiéu ngucn san sang ng nan, va day la nhing ngLrGl c6 nhiéu kha ndng
hu‘dng u’ng quang céo nhat. Ddc biét, nh{ing mAu quang céo nham dén tré em da dan
dén nhi€u 10i than phién cla cong chiing.

Cong ty sdn xudt ném K da dé cap dén y€u t0 “ném 16 xo gdy hai cho sUc khoé
nguoi tidu ding“ trong khi ban than cong ty chi sdn xuat ném cao su. Piéu nay khién
cho tinh hinh cUa cic cong ty sdn xuat ném 16 xo khac nhu VT, AD bi dnh huéng. Cong
ty K da phdi cong khai dinh chinh va xin 10i cAc cong ty trén.

Chuong trinh khuy€n mai cach day vai ndm cUa cong ty W 1a mOt vi du khac —
ghép cac que kem d€ triing dan mdy vi tinh. Thdi gian d6, cac bac phu huynh lién tuc than
kho vi con céi ho c( dn kem trlf cOm.

Tham chi c6 em con mua cd kem, khong dn ma cho vao voi nudc d€ kem chdy dé
18y que tring thudng. Tuy nhan hiéu kem W khéng hé vi pham diéu ludt ndo, nhung
hinh dnh cla ho da bi stt gidm dang k€ v&i khach hang. Vi 10i nhudn riéng, ho ram rb
khuy€n mai ma khéng quan tdm dén sUic kho€ ngudi tiéu ding.

NGHIEN cUU TINH HUONG
1) Nghién cttu tinh hudng 1

Cau bé do tubi cap 1, dang tung ting nhdy chan sdo dén truOng. Trén tay cau la
mOt mau banh mi con con, phan &n séng me da chu ddo chuan bi.

MOt cdu bé khac to con hon, “bam trgn” hon, ti€n tdi chia tay ra doi mau bénh,
nét mat day vé ham doa. Cau bé nhd con danh “chia tay“ phan an sang cUa minh trong
uat Uc.
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D6 1a mOt phan ndi dung doan phim quang cdo s(fa N duogc trinh chi€u cach day
khong 1au. Du doan phim két thic c6 hau, khi céng ty quang cdo don vi chiu trdch nhiém
xay dung y tudng kich ban quang céo, da c6 cau nho con udng stfa N, khién trong mot
thOi gian ngan, cau da 1én nhanh nhu théi.

DE roi khi tén bat nat dudng phd xuat hién, cdu bé khong con sg sét ma da tuci
cU0i chia hai phan banh cho ban. Thé nhung, doan phim trén van gy mot lan séng phan
d6i tU cac bac phu huynh.

2) Nghién cttu tinh hudng 2

S(ta Ovaltin c6 doan video clip mé ta canh c6 hai nhém tré con, trong d6 c6 mot
nhém ubng sita Ovaltin, thi nhau boi qua séng. Trudc khi boi, dam tré x6ng vao moOt
vUOn du dd xanh mon mén dang ra qua non, va thi nhau hai cOng du dU d€ lam Ong
théng hoi khi boi. K&t qua 1a nhém tré udng sita Ovaltin boi sang song trudc (vi da
dugc boi duGng s(ra Ovaltin trudc khi bai!). Nhung vuon du dU xanh tudi thi bi tan phéa
x0t xa!

Ap luc d€ gay duoc chii y cla cong ching da khi€n cac nha quang cao thi nhau hd
hao, tham chi di qua ngudng cu xU dao dlc. DOng thoi, Internet cling gy ra nhling van
dé ma cong chiing quan tam tdi, ddng chi y nhat 1a thu thap va s dung trai phép thong
tin cUa khéch hang.

Theo Laczniak & Murphy, quang cdo gay ra nhiing diéu hét sUc nguy hi€m sau cho
xa hoi:

« Ldi cudn con ngudi chay theo nhiing ddng co thuGc ban ning.

« Gay nén nhi€u tadc ddng khac nhau nhung lai hoan toan khong phai chiu trach

nhiém vé mat xa hoi.

« (o6 tac ddng manh dén qud trinh xay dung tinh cach cUa tré con.

« Tao ra nh{tng ham mu6n va thém khat khong thich hop.

« Lam thay d0i cac chudn muc dao dlc cla xa hoi.

D6 1a 1y do tai sao khi mOt chuong trinh truyén théng marketing chudn bj tung ra,
can phai dugc xem xét that k¥ 1uGng dudi nhiing tiéu chudn dao dlc nhat dinh.

Truyén théng marketing n6i chung, va quang co ndi riéng 1a mot lanh vuc c6 anh
hudng nhat dinh dén nhan thlc xa hdi. Pac biét, cac vi phy huynh thuong lo 1ang rang
con chau ho sé bi ndi dung quang vi pham dao dlrc gay anh hudng.

1.5.3. Qui tac trong dao duc trong truyén thong marketing

R4t khé d€ xay dung nhimg can c(r nhat dinh mt mau quang cdo du chat lugng
d€ xuat hién trudc cong ching. Thém vao dd, quy tac dao dUc trong quang cdo lai kha
bao quat va khé dinh dung sai, do n6 chl yéu dua vao nh(ing chuan muc riéng cUa tUng
ca nhan hay tUng xa h0i. Xa hdi phuong Tay chac chan sé c6 chuan muc dao dUc khac
v0Oi x4 hdi phuong Dong.
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Tuy nhién, van c6 mot sO nén tang cho quang céo, ma hai nén vin hoa déu tim
thay tiéng ndi chung. P64 1a qui tac 3A: Advocasy (tinh tich cuc), Accuracy (d0 chinh
xac) va Acquisitiveness (sUc truy€n cam). CU thé:

. MOt quang cdo dugc xem nhu tich cuc khi né khéng vi pham nhiing
diéu sau: khong phan biét ton gido ; chting tdc hay gi0i tinh; khéng cé hanh vi
hay thdi d6 chGng dbi xa hdi; khong dé cap dén nhiing van dé cé tinh chét cd
nhdn; khéng diing ngén ng(r khéng phtt hop nhur ti€ng 16ng hodc tiéng ndi tuc;
khéng c6 canh khod than...

. Quang cao phai tuyét doi ddm bdo d chinh xac, dac biét khi dé
cap dén thanh phan san pham, két qud th& nghiém... Tuyét d6i khong ducc
dung nhiing tU ng( “t6t nhat “ “s6 1«...

. Qudng céo bi danh gia 1a khong truyén cam khi c6 lam dung hinh nh
“nhay cam“ v€ gidi tinh khong lién quan dén sdn phdm, lam dung hinh anh
ngUdi tat nguyén hodc thi€u ning, qudng cdo gay nhiing cdm gidc khong phu
hQp nhu sg@ hai hodc cam ghét. ..

MOi nganh nghé déu c6 nhiing qui tac, ludt 1é riéng cla no. Tuy nhién, doi véi
nganh quadng cdo con non tré nhu tai Viét Nam hién nay, khi luat qudng cdo va cac qui
tac dao dUc trong qudng cdo con tuong doi IOng 180, thi hdu nhu moi ngUdl trong nghe
déu tu dua vao nhiing chudn muc dao dc cla riéng minh khi tao ra mét sdn pham
quang cao mai.

Diéu d6 doi khi dan dén nhiing sai 1dm khong chi cla san phdm quang céo do,
ma c6 thé ngudi tiéu ding ciing bi dnh hudng.

Mac du nhiéu nudc, chang han nhu My, da ban hanh ludt cdm nhiing hanh vi v6
dao dirc trong marketing. Tuy nhién, rd rang 1a nhiing luét nay sé chang bao gid kiém
ché dugc tat cd moi nhi€u hanh vi xau dudi danh nghia marketing. Chi nhiing nguyén
tac dao dic tOt dep trong pham vi cac cong ty, nganh cong nghiép va cac nhém chuyén
nghi€p la dU kha ning 1am diéu do.

That kho xac dinh ro liéu khach hang ngdy nay c6 con kho chiu vi marketing hon so
v0i truGe day hay khong, hay liéu khach hang ngay nay da san sang thang than bay td y
ki€n moi khi bat binh. Chi biét rang, trong bat c(f trudng hop nao di nlia thi su' thi€u
dao duc cling khi€n bd phan marketing khong c6 dugc mot danh ti€ng t6t, tham chi 1am
cho danh ti€éng ngay cang lu m& thém. Tinh huéng khéng hay nay chac chan sé lam gidm
ty 1& sinh 10i trén vOn dau tu cho marketing.

Vi vay, mot trong nhiimg th(r thach cUa cong tidc marketing 1a cdi thién niém tin
cUa cong chiing vao cac cudc truyén thong marketing. Cach hiéu qud nhat d€ dat duoc
diéu d6 1a ddm bdo rang moi hinh thlc hd trg ban hang, quang céo, dinh gia, va moi
hanh vi s dung théng tin cUa khach hang déu phai phu hop v&i mét chudn muc dao
dUrc cao. Céc thtr thach dugc md td G day c6 ¥ nghia quan trong. Ba trong sO d6 - gilr
diing 101 hlra, ddnh gid va gidi trinh trdch nhiém, va cu xtr hop dao duc - 1a nhiing th(r
thach bén trong, cUa riéng cong ty va thulc su' ki€m soat cla cac nha quan 1y ciing nhu
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nhan vién. Nh{ng khé khin nay sé& dugc gidi quyét néu moi ngudi dén nhan chiing mot

cach nghiém tuc.

Nhimg thach th(c khac & bén ngoai va khé gidi quy€t hon thong qua hanh dong
truc ti€p. Chang han, mOt minh céng ty khong thé thay d6i su that rang thong tin gilta
ho va khach hang ngay cang bdo hoa. HO ciing khong thé€ loai bd su hbn loan trong
quang co va hd trg ban hang vOn cdn trd truyén thong marketing. Tuy nhién, ngay ca
nh(fng khé khin 16n hon ciing c6 th€ vugt qua n€u cé chién lugc marketing hiéu qua va
sang tao.

Su bat d6i xUng théng tin vOn 1a di€u thudn 10i cho nha san xudt gio dang di dén hoi
két thiic, phan 16n la do sy xuat hién cUa Internet. Nha san xuat phai tim cach diéu
chinh tinh hinh méi nay.

. Cac cong ty phdi cam két gilt ding 10i hifa, nghia 1a ho phai rit ngan
khodng cach gilta nhimg 10i hoa my vé€ san pham ciing nhu vé thuong hiéu
cong ty v&i thuc t€ ma khéch hang trdi nghiém.

. Hau nhu nhiing théng di€p marketing khéng nhan dugc sy cha ,
dén nhan clUa moi ngudi. Cach hiéu qua dé€ gidi quyét tinh trang ndy 1a cung
cap nhling thong diép marketing ch(tra dung mot gia tri nao d6 do6i v&i khach
hang.

. Nhiing ngu0i lam cong tic marketing n6i chung, va quang cdo noi
rieng thuOng mac phai cac van dé vé chudn muc dao dlic. Su'nhan biét cla
cong ching vé hanh vi nay chac chan s€ lam gidm ty 1€ sinh 10i trén vOn dau
tU marketing.

CAU HOI ON TAP CHUONG 1
1. BOi tugng nhan thong tin truyén thong cla doanh nghi€p 1a nhiing ai?
2. Trong 4 kha ning c6 thé€ cla cap hanh vi két hop “néi va lam”, kha ning nao
14 t6t nhat? Khad ning nao lam cho doanh nghiép thiét thoi?

3. Néu doanh nghiép khong thuc hién truyén théng marketing, thi tu' ban than
khach hang c6 nhan biét dugc 10i thé, cong dung, gid tri, 10i ich cUa sdn
pham mang lai cho ngudi tiéu ding khdng?

4. Trong 3 cap d0 ban hang sau: bdn hang bi ddng; bdn hang tich cuc; ban hang
chu dbng, thi vai tro cUa truyén thong marketing trong moi hinh th(c ban hang
nay nhu thé nao?

5. Trong cac thanh tO cUa truyén théng marketing hon hop, thanh t0 nao c6 vai tro
quan trong nhat?

6. Ban than mOi c4 nhan ching ta c6 can truyén thong marketing khong? Muc
dich cUa truyén thong marketing di v6i cd nhan? Néu khong thuc hién truyén
théng marketing cho ban than thi hau qua gi sé xdy ra?
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7. Doanh nghié€p c6 2 loai khach hang. D6 1a khach hang bén trong va bén ngoai.
Po6i v&i khach hang bén trong, doanh nghiép c6 can truyén thong khong?
Truyén thong cho khach hang bén trong va cho khach hang bén ngoai c6 khac
nhau khéng? Né€u khac nhau thi khac ¢ nhiing di€m nao?

8. Céac cong ty phi 1gi nhudn c6 can qudng cdo khong? N€u cé, thi muc tiéu
quang céo cla ho 1a gi?
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Chuong 2
XAY DUNG KE HOACH TRUYEN THONG MARKETING

Céc n0i dung chinh trong chuong nay la:

« Céc budc xay dung ké hoach truyén thong marketing

« Phét hién cong chiing muc tiéu

« Xac dinh muc tiéu truy€n théng marketing

« Thiét k€ théng diép truyén thong

« Lua chon kénh truyén thong

«  XAc dinh ngan s4ch truyén thong

« Quyét dinh vé hé thdng truyén thong

« Do ludng két qua truyén thdng

. TG chrc VélAquén Iy truy€n thong marketing hgp nhé;t
2.1. CAC BUOC XAY DUNG KE HOACH TRUYEN THONG MARKETING
2.1.1. Doanh nghi€p can xay dung ké hoach truyén théng khi nao?

K€ hoach truyén théng marketing gitip cho cong ty gidm thi€u cac rui ro, dong thoi
nang cao hi€u qua cla truyén thong marketing. Vay khi nao cong ty can xay dung ké
hoach truyén théng marketing?

- Th( nhat, cong ty khi gidi thiéu sdn pham mdi

- Th( hai, cong ty stfa dGi chi€n luQc marketing

- Thua ba, khi cong ty 1ap k€ hoach va du tri ngan sach hang nim
2.1.2. Cac budc trong xay dung ké hoach truyén thong

Viéc xay dung k€ hoach truyén thong marketing bao gdbm 8 budc chll yéu sau

day:
Phat hi€én céng ching muc tiéu
Xéc dinh muc tiéu truy€n thong
Thiét k€ thong di€p truyén thong
Lua chon kénh truy€n thong
Xéc dinh ngan séach truyén thong
Quyét dinh hé thOng cac bién phép truyén thong
Pénh gi4 két qua truyén théng

© N o Uk~ W N

Quan ly va phOi hgp toan b0 qud trinh truyén thong marketing
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Chting ta sé tim hiéu chi ti€t ni dung cla 8 budc nay dudi day.
2.2. PHAT HIEN CONG CHUNG MUC TIEU
2.2.1. TSng quan

Cong ching myc tiéu 1a yéu t6 dau tién can xac dinh khi xdy dung chuong trinh
truy€n thong marketlng Cong ching muc tiéu c6 thé 1a cac khach hang tiém ning cua
cong ty, c6 th€ 1a khach hang hién cé, c6 th€ 1a cac thanh vién trong Trung tam mua sam.
Cong chiing muc tiéu ¢6 dnh huéng quan trong dén cac quyét dinh sau ddy cla ngudi
truy€n tin:

« Truyén thong tin gi? (What?)

« Truyén thong tin nhu thé nao? (How?)
« Truyén thong tin khi nao? (When?)

« Truyén thong tin bang & dau? (Where?)
« Truyén thong tin cho ai? (Whom?)

N6i cach khéc, hi€u rd khach hang muc tiéu 1a cin c(t d€ dua ra cac quyét dinh
trén day.

2.2.2. Phan tich hinh @nh vé doanh nghiép trong nhadn thitc clia cong chiing

Phan tich hinh dnh vé doanh nghiép trong nhan thirc cla cong chiing nham danh
gia hinh dnh hién tai cda céng ty trong cong chiing, hinh anh cla sdn phdm cla cong ty
va cUa d0i thU canh tranh trong nhdn thic cta céng chiing. Phan tich hinh &nh v€ doanh
nghiép cung cadp thong tin d€ ngudi truyén thong xac dinh nhiém vu cla céng tdc
truyén théng trong thoi gian sap tdi. Nhu vay, hi€u rd khach hang hi€u vé minh nhu thé
nao dua ra can ct xac dang d€ xay dung chi€n lugc truyén thong.

1) Panh gia mirc dd hi€u biét clia cong chiing vé san phdm va doanh nghiép

Pau tién, cong ty can lugng héa mlc dd hi€u biét cla céng chiing muc tiéu vé
san pham, vé doanh nghiép. Co thé dung thudc do 5 bac nhu sau:

« Chua hé nghe thay
« Chi mGi nghe thay
« C6 biét it nhi€u
«  Biét khd nhi€u
« Biétratrd
i Néu hau hét nhiing ngudi trong nhém dugc hoi chi thudc 2 bac dau tién, nhiém
vU cUa cong ty 1a lam cho céng chiing hi€u biét nhiéu hon (vé sdn pham, vé thuong
hi€u cUa cong ty).
2) Panh gia mtc d® cdm nhén cla khach hang vé san phdm va doanh
nghiép
__________________________________________________________________________________________________________________________________________|
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DOi vGi nhitng ngudi quen thudc véi sdn pham véi thuong hiéu thi can xac dinh
xem cam nhan cta ho vé san phdm, thuong hiéu nhu thé nao? Mubn vay, cong ty cd
thé dung thudc do 5 bac sau day:

« Rat khéng ua thich
+ Khéng Ua thich @ mUc d6 nao do
« Khong c6 y kién gi
« Uathich & mUc d0 nao do
« Ratuathich
Né€u da phan nhiing ngudi dugc phong van thudc 2 mlc dau, nhiém vu cla
cong ty la phai khac phuc hinh dnh xau trong con mat khdch hang.
3) Két hop cac thang do
C6 th€ két hop 2 thang do trén day d€ biét rd hon nhiém vu cta cong tdc truyén
thong trong thoi gian sap t0i.
Vi du, can tim hi€u mUc dd hi€u bi€t va cdm nhan cUa khach hang vé 4 ngan
hang A, B, C, D trong khu vuc, ngu0i ta ti€n hanh di€u tra y kién khach hang. Két qua
diéu tra dugc bi€u dién trén hinh 2.1. dudi day:

Thai d0
Ua thich
MUc dd quen B A MUc dd quen
thulc thap thubc cao
C D
Thai d khong
Ua thich

Hinh 2.1. Panh gia mUc dd quen thudc —ua thich

Nhin k&€t qud trén hinh 2.1. ta thdy Ngan hang A c6 hinh dnh t&t nhat: nhiéu
ngudi quen thubc va ua thich. Ngan hang B it quen thuOc hon, nhung hau hét nhiin
ngudi quen né déu Ua thich. Ngan hang C c6 hinh anh xau trong nhling ngudi biét dén
né, nhung it nguoi bi€t d€n né. Ngan hang D 14 ngan hang t6i té nhat.

Can cU vao két qua diéu tra trén day, ta thdy mOi ngan hang c6 nhiém vu truyén
thong khac nhau. Cuy thé:
« Ngan hang A phdi duy tri mUc d6 ua thich va mUc d0 hi€u biét cUa khach
hang trong vung.
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« Ngan hang B phai ting cudng quang ba d€ nhiéu ngudi biét dén nhur 1a mot
ngan hang tot.

« Ngan hang C can xac dinh xem vi sao khach hang khéng Ua thich dé thuc hién
céc bién phap d€ ting mUc dO Ua thich cUa khach hang trong khi van duy tri
mUc d6 hi€u biét thap cla khach hang?

« Ngan hang D can ha thdp mUc d6 hi€u biét cla cong ching (khdng quang bé).
Sau khi ndng cao chat lugng phuc vu réi mdi qudng ba.

2.2.3. Xac dinh cac tiéu chi khach hang quan tim nhat vé doanh nghiép

DE 6 thé nang cao mUic dd Ua thich cla khach hang, doanh nghiép can x4c dinh
céc tiéu chi ma khach hang quan tdm nhat khi dén mua san pham cUa doanh nghiép, va
danh gia dinh lugng y kién cUa khach hang vé tUng tiéu chi ndy. Cu thé:

1) Xac dinh cac tiéu chi ma khach hang quan tam nhat

Diéu tra khach hang d€ xac dinh cc tiéu chi ma khach hang quan tam nhat khi dén
mua san pham cUa doanh nghiép.

Vi du, d6i véi vi du trén ddy, c6 thé s dung céc tiéu chi sau: (1) Mang 1udi chi
nhénh cUa ngén hang (rOng; hep); (2) Chdm séc khach hang (t0t, xau); (3) Phuong tién
phuc vu (hién dai; cii kY); (4) Céc loai dich vu cung cap (nghéo nan; phong ph).

Khong nén chon qué nhiéu tiéu chi, sé gdy mét moi cho khéch hang (Hinh 2.2.)

2) Piéu tra khach hang dé xac dinh mtic dd cho di€m clia khach hang d6i
vOi mOi ngan hang theo tung tiéu chi néu trén.

3) Lay binh quan cic két qud cho di€m clia khach hang doi véi moi ngan
hang theo tUng tiéu chi. Pua k€t qua 1én do thi.

4) Xac dinh nhiing tiéu chi quan trong nao can phan dau nang cao

Mang ludi hep Mang 1uGi rong
c .7 \A
Cham s6c KH kém Cham s6c KH t6t
Phuong tién PV kém Phudng tién PV tOt
Dich vu nghéo nan Dich vu da dang

Hinh 2.2. Hinh &nh cUa 2 ngan hang A va B trong con mat khach hang

Can cU vao hinh dnh hién tai, Lanh dao ngan hang can dat ra mOt hinh dnh mong
muOn tOt hon so vi hinh dnh hién tai trong con mat khach hang. Trén c0 s& do dé ra ké
hoach phan dau giip doanh nghiép dat dugc hinh dnh nhu khach hang mong muon.
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Mubn vay, ho can xac dinh nh{ng tiéu chi quan trong nao can phén dau nang cao hon

so vdi hién tai?

2.3. XAC PINH MUC TIEU TRUYEN THONG MARKETING
2.3.1. M6 hinh qua trinh phan Ung cla khach hang

Sau khi thj truOng muc tiéu va cac dac trung cla né dugc xéac dinh, ngudi truyén
thong can quyét dinh v€ phan Ung mong dgi tU phia thi truOng muc tiéu. Phdn Ung cudi
cling tat nhién 1 khach hang mua va hai l1ong. Tuy nhién, hanh vi mua cUa khach hang 1a
két qua cUa mOt qué trinh thdng qua quyé€t dinh dai. Do vy, khi ti€n hanh truyén thong
marketing doanh nghi€p can phai bi€t tai thoi di€ém nhat dinh nao dé khach hang muc
tiéu dang & trang thai nhan th(rc ndo va can phai dua ho sang trang thai nao? TUc 1a can
chuy€n khéach hang muc tiéu 1én nhitng nac cao hon cla trang thai san sang mua. Day
cling chinh 1a muc tiéu ma chuong trinh truyén théng can dat dugc.

Ngudi lam cong tac truyén thong c6 th€ mong dogi cic dang dap Ung sau day cUa
ngUdi nhan tin: nhdn thlc; cdm xiic; hanh vi. Cu thé, ngu0i truyén thung can thay doi
nhan thlc cla khach hang, thay d6i cdm xtic, va mong mudn khach hang hanh ddng theo
ho.

Céac nha nghién c(u di dua ra nhiéu md hinh khac nhau mé td qua trinh phan Ung
cUa khéach hang truGc cac thong diép xiic ti€n. Hinh 2.3. md td ba mé hinh th( bac phan
Ung (response hierachy models) dugc st dung rOng rai. D6 1a cac mo hinh:

e MO hinh AIDA,
« M5 hinh cap d6 hiéu qua,
« M0 hinh d6i m&i - chdp nhén.

Trong cac md hinh ndy, gid thié€t rang, khach hang trdi qua ba trang thai cd ban
lién ti€p 1a: nhdn thlc, c@m xiic, va hanh vi. Ba trang thai nay lai dugc chi ti€t hod tuy
vao mOi mo6 hinh. TUc 13, hanh vi dap Ung Ung lai cUa khach hang truGc thong diép
truy€n thong xdy ra theo trinh tu: “biét — cdm xic — hanh ddng” (learn — feel — do). Piéu
nay xdy ra khi ngudi nhan tin gianh tam tri vao viéc mua sdn pham, va san phdm c6 sy
khéc biét nhi€u so v&i cac sdn phdm khéc cling loai (vi du nhu khi mua motd to).

Truong hgp th( hai 1a trudng hop: “hanh dOng - cdm xtic - biét”, khi ngudi nhan
tin danh tam tri vao vi€c mua san phdm, va san phdm khéng c6 su khéac biét nhiéu so
v0i cac sdn phdm khac cing loai (vi du nhu mua hoé chat, kim loai). TruGng hgp th(
ba: “bi€t — hanh dOng — cAm xtc”, khi ngudi nhan tin it d€ tdm dén viéc mua sdn pham,
va san pham ciing it khac biét v&i cac sdn pham cing loai (vi du nhu mua mudi).

Khi hi€u trinh tu' cQa qud trinh dap Ung cUa khach hang, ngudi truyén thong c6 thé
hoach dinh chuong trinh truyén théng tOt hon.

O day, ching ta gid sU réng ngudi nhan tin danh tim trf vao viéc mua san pham,
va san pham c6 su khac biét nhi€u so vdi cac sdn phdm khac cling loai. Khi dé, qua
trinh phdn Ung cUa khach hang xdy ra theo trinh tu: “biét — cdm xtic — hanh dOng”. Mo
hinh c@p d0 hiéu qud mé td trinh tu phdn Ung d6. Trong md hinh ndy ngudi ta chia cac
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giai doan phan Ung “biét — cdm xtic — hanh ddng” thanh 6 giai doan nhd. D6 1a: nhén
biét, hiéu biét, c6 thi€n cam, ua chubng, tin tuong, hanh déng mua. Tuy theo mOi trang
thai cUa khach hang ma doanh nghiép can xdy dung chuong trinh truyén thong phu hgp

(Xem hinh 2.3).

Cac giai doan . M6 hinh cap MO hinh déi mdi
o, _ MG hinh AIDA A 3 — chap nhan
dap ung lai do hiéu qua p NN
R 3 « Nhan biét .
Nhan thuc Chuy R e Nhan biet
» Hiéu biéet
e Thién cdm
, i Quan tam e Quan tam
Cam xic ) . » Ua thich
U Gc mubn . e Danh gia
e Tin tuOng
. . * Dung thU
Hanh vi Hanh dOng * Mua Y
e Chap nhan

Hinh 2.3. Cac m6 hinh trang théi cUa ngu0i mua

1) Nhan biét

ChU th€ truyén tin can biét khach hang muc tiéu cla minh da nhén biét dén mlic
nao v€ san pham chao ban va vé cong ty? N&u qua di€u tra cho thdy khach hang it nhén
thUrc v€ sdn pham, hay v€ cong ty, thi nhiém vu cla chuong trinh truy€n théng phai la
dat dugc su nhan biét cla da s6 khach hang vé sdn pham, vé€ cong ty. RS rang 1a khi
khach hang khong biét thi ho khong mua. Sau khi truyén théng, can danh gia hiéu qua
cUa chuong trinh.

2) Hiéu biét
Nhén bi€t mdi chi 1a budc dau. C6 th€ khach hang nhan biét dich vu Internet nhung
khéng hiéu rd 10i ich, gid cd, chat lugng. .. khi dung Internet mang 1ai cho ho thi hoQ ciing
khéng thi€t tha mua. Do vay, can phai 1am cho da s khéch hang muc tiéu hiéu vé san
pham va vé cong ty. Sau khi truyén thong, can danh gia hi€u qua cla chuong trinh.

3) Thién cAm

Khéch hang c6 th€ hi€u biét vé sdn phdm dich vu, vé cong ty, nhung ho khéng cé
thién cdm thi kho 1ong ma ho mua hang hoa dich vu cud cong ty.

Vi du, néu mOt doanh nghiép di€u tra thdy khach hang khong c6 thién cdm véi
doanh nghiép, v&i 1y do la thdi d6 phuc vu cUa nhdn vién cung cap dich vu khong niém
n@, than thién, nhiét tinh. Khi d6 doanh nghié€p phai tién hanh mot chién dich khac phuc
cac nhugc diém do, va truyén thong cho khach hang nhan biét. Néu doanh nghiép diéu
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tra thdy rang su' nhan biét cla cong ching vé thuong hiéu cla doanh nghiép con han
ché, thi can phadi xay dung mOt chuong trinh xtic tién d€ nang tam nhan thlc cla cong
chiing vé thuong hiéu cla doanh nghi€p. Sau khi truyén thong, can danh gia hiéu qua

cUa chuong trinh.

DE danh gia thién cam cUa khach hang, cong ty c6 th€ ti€n hanh nghién c(u thi
trudng. Cau hoi phong van vé thién cdm can chia thanh cic nac thang khac nhau dé
hi€u rd mUc dd thién cdm cla khach hang (rat khong Ua, khong Ua, thO 0, Ua thich, rat
Ua thich).

4) Ua thich

Tuy khach hang c6 thé c6 thién cdm véi sdn phdm, nhung ho khéng ua thich
bang c4c sdn pham canh tranh. DE thay d6i tinh cdm cUa khach hang, cong ty can phai
hi€u nguyén nhan vi sao khach hang c6 cdm giac do, va xay dung moOt chién dich truyén
thong nham thay d6i cdm xtic cUa ho. P& tao ra su' ua thich cla khach hang, ndi dung
truy€n théng can phai so sanh vGi cac sdn phdm canh tranh d€ khach hang thay su uu
viét cla sdn phdm cla minh vé nhiing dac diém hon han nao dé. Sau chién dich truyén
thong, can phdi ki€m tra xem mUc dd ua thich cla khdch hang doi véi san phdm cé
duoc cai thién nhiéu hon khong?

Vi du, tai Australia, cong ty vién thong Optus di so sanh gia cudc clia né so vdi gia
cudc cla cong ty Telstra, trong khi d6 Telstra so sanh chlng loai sdn pham phong phu
cUa minh so v@i cUa cong ty Optus...

5) Tin tuGng

Khach hang ua thich mét sdn phém tuy nhién ciing c6 th€ ho chua tin tuong la
can phai mua né. Liic d6, muc tiéu cla chUOng trinh truyen thong la xay du’ng niém tin,
tu‘c la 1am cho khdch hang tin thGng vao sdn pham. Ciing can ki€m tra mUrc dd cdi thién
vé long tin cUa khach hang sau mOi chudng trinh truyén thong d€ danh gia hiéu qua cla
chuong trinh va cé cac quyét dinh ti€p theo.

6) Mua

Khach hang c6 thé trdi qua tat cd ndm budc trén, nhung ho van c6 thé Iting chiing
chua quyét dinh mua. Khi d6 muc tiéu cUa chUdng trinh truyén thong Marketing la
thuy€t phuc ho mua ngay. Céc thU thuat dugc dung G day c6 thé€ 1a chao hang gia thap,
mua hang c6 thudng, cho dung thU, théng tin rang thGi gian khuyén mai cé han, s
lugng khuy€n mai c6 han...

X4ac dinh mUc d0 dap Ung cUa ngudi nhan tin 1a cong vi€c c6 tdm quan trong 16n.
Nhiém vu cUa ngudi truy€n thong 1a can biét 15 da s ngudi nhén tin dang & mlc do
nao cla qua trinh. TU d6, ngudi truyén théng c6 cin ct d€ xay dung chuong trinh
truy€n thong Marketing nham chuyén khéch hang sang giai doan nhan thic sau. Sau khi
truy€n thong, can danh gia hi€u qud cla chuong trinh.

Muc tiéu truyén thong phuc thudc 16n vao trang thai san sang cUa thi truOng. Khi
nhan hiéu sdn pham 1a mdi, thi ¢6 it ngudi hi€u biét va dung th(, truyén théng c6 muc
tiéu ting ty 1€ s6 ngudi hi€u biét dung th(r. Khi nhan hiéu da & giai doan phat trién cao
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nhat, thi myc tiéu truyén théng 1a chuyén nh{ing ngudi chua ding thanh nhitng ngudi da
ding bang cac bién phap kich thich tiéu thu.

2.3.2. Mé hinh qua trinh phan Ung cla khach hang trong trudng hop san pham
moi

MBb hinh trén day c6 tinh ly thuyét cao va tuong d6i phlc tap. Trong truOng hgp
trién khai san phdm mdi c6 th€ &p dung mo hinh don gidn sau day.

Muc tiéu cudi cling cUa truy€n thong marketing 1a gy dnh hudng d€ khach hang
mua sam. Nhung muc tiéu ndy chi c6 thé dat dugc théng qua mOt quy trinh gdbm nhiing
budc sau:

1) Xay dung su nhan thirc

Khach hang sé khong mua mOt sdn pham hay dich vu, néu ho chua tling nghe néi
v€ san phdm hay dich vu dé. Do d6, cic cong ty can phdi danh nhiéu thoi gian d€ xay
dung su' nhan thlc nay.

~ Vidy: khi Amtrak mGi khai xudng dich vu dudng sat tOc hanh Acela tUr Boston
dén New York MY, ho da cho ding day trén c4c loai bdo cUa hai thanh phd mau quang
cao théng bao dich vu t&c hanh m&i nay.

2) Cung cap théng tin, ki€n thirc

Budc nay lién quan dén vi€c cung cap thong tin vé cac dac tinh cUa sdn phdm
hay dich vu. San pham 1a gi? Sdn pham dem lai nhiing cong dung gi? Amtrak di mo ta
su' dé chiu va lich trinh cUa Acela: cic 6 cam dién danh cho may tinh xach tay va dau
DVD, dén c6 th€ di€u chinh d6 sang, ban hdi thdo. "Chuyén tau khéi hanh tir ga phia
Nam cUa Boston vao liic 6g30..."

3) Tao an tuong tich cuc

Khach hang khéng mua dac tinh sdn phdm, ma mua 10i ich - nhlng th& 1am cho
culc sOng cla ho tOt hon, gidi quyét dugc mOt van dé rac roi hay tiét kiém tién bac
cho ho. Acela gidi thi€u hai 10i ich danh cho khach hang: tau sé dua hanh khach tU trung
tdm thanh pho nady dén trung tdm thanh phd khic mOt cach thodi mai, chua k€ con cho
phép ho 1am viéc hiéu qua trong sudt chuyén di.

4) Pat duogc vi thé thudn loi trong tam tri khach hang

"Hdy di trén chuyén tau tOc hanh Acela va ban sé tranh dugc nhiing rac roi khi di
mdy bay nhu' chO ngdi chat hep, day an toan, tri hodn do thdi ti€t va hly chuyén". Su
tién 10i ndy dugc nhiéu khach hang danh gid cao, nhat 1a nhiing doanh nhan thudng
xuyén phai di cong tac.

5) Tao ra sy quan tam mua hang

Néu cong tac marketing da lam t6t cac budc dau trong quy trinh ndy, khach hang
s€ quyét dinh mua hang. "T6i s€ di New York du hOi thdo vao thang t6i. Khi do tdi sé
thUr Acela".

6) Thuc hién giao dich
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Né€u tat cd cac budc khac da hoan tat, khach hang tiém ning sé€ trd thanh khach
hang that su.

Pay la nhiig budc di€n hinh dan dén viéc mua hang. M6t gidi phap thay thé
khac 1a diing nghién c(ru thi truGng d€ phan loai cac khach hang muc tiéu theo trinh tu
sau:

a) Khong c6 y thlc vé sdn pham;

b) C6 y thltc vé sdn pham nhung thdy né tuong tu vGi cac sdn phdm khac dang
dugc can nhac;

c) C6 xu hudng Ung hd sdn pham;
d) Sé& chon sdn pham néu giao dich mua ban dugc thuc hién ngay hom nay;
e) Sé mua sanpham.

Du ban dung cac buGc nao di nifa, thi cong viéc cUa truyén thdng marketing van
1a dua khach hang muc tiéu di dén hanh ddng mua sdn pham hay dich vu.

2.4, THIET KE THONG PIEP TRUYEN THONG
24.1. Tf;ng quan

Sau khi x4c dinh ro phdn Ung déap lai mong dgi cla cong ching muc tiéu, ngudi
truy€n théng chuy€n sang giai doan thi€t k€ (soan thdo) mot thong diép c6 hiu qua.

Thong diép la thong tin can truyén di dd dugc ma hod dudi dang ngdn ng(r nao do
nhu: hoi hoa, diéu khac, 10i van, thi ca, nhac diéu, anh sang, bi€u tuong. . (h01 hoa, am
nhac, van hoc nghé thuat). Va phdi tuy theo dOi tuQng nhan tin, phuong tién truyen
théng ma 1ua chon ngdn ng(r phu hop. NOi dung thong di€ép phadi tuan theo quy tac
AIDA, tUc 1a thu hit duoc su chd ¥, tao dugc su' quan tam, kich thich su mong mu6n va
thic ddy hanh ddng mua cUa khach hang.

Yéu cau doi vdi ndi dung thong di€p 1a phdi ngan gon, Irong théng tin cao, mang
tinh nghé thudt, phut hop vOi dGi tuong nhén tin vé tam Iy, thi hiéu, vdn hod, vé thoi
gian va khéng gian nhdn tin. Nhitng yéu cau ndy s& dam bdo tinh hi€u qud cla chuong
trinh truyén thong.

MOt thong diép truyén théng hi€éu qud néu né dat dugc cac yéu cau sau day:

+ Gay dugc su chi y cUa cong ching muc tiéu

« Pudgc cong chiing muc tiéu hi€u ding nhu du dinh

«  Kich thich nhu cdu cUa céng chiing muc tiéu

« G0i y phuong phap thich hgp d€ thda man nhu cau cla cong chiing muc tiéu
2.4.2. Cac van dé ma soan thao théng diép can quyét dinh

Viéc soan thdo ndi dung thong di€p can phai quyét dinh 4 van dé sau:

+ Noi gi? (chon n0i dung thong diép);
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« N6i nhu thé nao d€ hop logic? (két cdu, b cuc théng diép);
« N6i nhu thé nao d€ dé hinh dung? (hinh th{c cla thong diép;
« Aisénéi? (ngudn phat thong diép)

1) NOi dung thong di€p

NOi dung théng diép can néu lén mot s6 10i ich, dOng cO, dac di€m hay ly do vi
sao cong ching muc tiéu/ khach hang tién ning nén mua va sU dung san pham.

C6 ba loai dé tai ma ngudi truy€n tin c6 th€ 1ua chon cho ndi dung thong diép:

a) Cdc dé tai hop ly

D6 1a dé tai néu 1o 10i ich kinh t€ khi cong ching mua va si dung san phdm. Vi
du: Viettel quang céo dich vu VoIP két thic bang cau “178 md s0 ti€t kiém cda ban”.
Daco qudng céo kem danh rang: “Trang ring, thom mi€ng”. Poan bing video clip quang
cdo xe 6 t0 Pong Phong gitip ngudi chU s& hitu hién thuc udc mo 1am giau vdi cau
khuyén khich: “Déng Phong uGc mo lam giau da thanh hién thuc”.

b) Cdc dé tdi vé cam xiic

Pé tai vé cdm xiic nham goi nén cac cdm xic xau hay t&t d€ khuyén khich ngudi
ta hanh dOng.

Cam xiic xdu: D6 1a cac cdm giac nhu so hii, lo 1ang, t6i 16i... d€ gy hiéu qua
tac dOng dén tinh cdm cUa cong ching, budc ngudi ta chdm dUt nhiing théi quen cé hai
nhu hit thu6c 14, ubng rugu, khong ddi mii bao hi€m khi di xem may. Hinh dnh vé mdt
co géi lo sg khi xe 6 t6 chét may & gilta duOng noi vang ve vao ban dém di thdi thic cac
bac phu huynh mua dich vu dién thoai di d0ng cho con. Hinh dnh nhing ngudi bi tai
nan xe may thuong tam do khong ddi mii bdo hi€m cé tac dung thic duc céng ching s
dung mii bao hi€m khi di xe.

Tuy nhién, cic chuyén gia khuy€n céo vi€c khéu goi su sg hai vira phai thi co tac
dung tOt; néu gy mUc d0 sg hai qua 16n thi c6 khd ning gy ra su' né tranh xem quang
cdo, phU nhan moi de doa, hodc bép méo c6 chon 10c ¥ nghia cla quang céo, hodc
khong tin vao quang cdo.

Cam xtic tét: P6 1a cac cdm xiic t0t dep nhu tinh mau t(, 1ong tu hao, hanh dién,
hai hudc...d€ khuyén khich cong chiing tiéu thu sdn phdm. Quang céo bot ngot Knorr
dua ra hinh dnh cd nha quiy quan dn com vui vé véi cdc mén dn c6 ném bdt ngot do
ngu0Oi vg ndu nudng cho gia dinh. Hay canh ngudi chU chiéc xe mdi mua v4i b mat
vui tuoi, hanh dién...

c) Cdc dé tai vé dao dirc

Dé tai vé dao dlc nham khéu goi cong chiing vé céi ding va nghiém tic. Loai dé
tai quang cdo ndy thudng nham muc tiéu hd hao cong chiing Ung hO cic hoat dOng ¢
muc dich xa hoi nhu gilr gin méi truOng; hoat déng tUr thién Ung hd nhiing nguoi chiu
thiét thoi. ..

Vi du: Canh m6t con chim dang bay chdp chdi khong ché ding chan trén canh
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rUng bi d6t trd trui chi con cac gdc cay chay den nham kéu goi luong tri cUa cong ching
bdo vé rung.

Loi kéu goi tU thién “hién mau cUu ngudi 1a nghia cl cao cd”. “Thuong dé da
ban phudc cho ban 1am ngudi tron ven. Hay chung tay giip d0 nhiing ké khong dugc
thuong dé ban cho huéng phudc do”.

Thong di€p c6 sUc thuyét phuc tOi da khi né khong théng nhat & mét chlng muc
nao d6 (mUc vUa phai) v&i ni€m tin cla cong chiing.

2) K&t cau cua thong diép

C6 may lua chon khi két luén?

Ké&t cau cla thong diép phdi hop 1y, logic d€ nang cao tinh thuyé&t phuc. C6 thé c6
3 lua chon két luan van dé nhu sau:

« K&t luan dUt khoat vé van dé hay d€ danh cho cong chiing tu két ludn?
« Nén duara luan c(r thuy€t phuc ngay tUr dau hay sau d6?
 Chi néu mOt mat “nén” hay cd hai “nén” va “khong nén” ?

M0i ki€u ndy c6 Uu nhugc di€ém riéng. C6 3 trudng hop cong chiing khong hai
long ma ngudi truy€n thong can trdanh nhu sau:

- Néu ngudi truyén théng dugc xem 1a khong xUng dang v&i su tin cdy, thi cong
ching c6 thé€ sé khé chiu vé y dinh gdy dnh hudng v4i ho.

- Néu van dé don gidn, hay cong chiing cé tri thic, thi cong chiing c6 thé sé buc
minh v@i y d6 mubn gidi thich moi di€u rd rang cho ho.

- Néu van dé c6 tinh riéng tu, thi cong chiing c6 thé sé buc tlc véi y do cla
ngudi truyén thong mudn rit ra k€t luan thay cho ho.

Tié€p theo, vé van dé c6 két luan dUt khoét hay khong, cac tac gid nghién clu dua
ra két luan sau day:

- Viéc rtit ra k€t ludn dUt khoét c6 thé€ han ché viéc chap nhan sdn phdm vi nhém
cong chiing khéc bi gat ra ngoai. Vi du, néu thong di€p khang dinh dUt khoat mOt loai
san pham nao d6 chi phit hgp vGi mét nhém khach hang, thi v6 tinh da gat nhém khach
hang khéc ra ngoai, trong khi ho van ¢6 thé sU dung sdn pham do6 dugc.

Vé van dé cdch 14p Iudn: Lap ludn kiu mOt v€ (chi ca ngdi sdn phdm), hay ki€u
2 v& (vlra ca ngdi, vUra néu thém mot s6 nhugc diém) c6 hi€u qua hon, cic chuyén gia
da dua ra két luan sau day:

- Nhiimg thong di€p mOt v€ c6 tac dung t6t nhat dGi vdi cong ching ma ngay tir
dau da nghiéng vé quan di€ém cUa ngudi truyén thong. Cach lap luan ki€u 2 vé phit hgp
v6i nhiing céng ching doi 1ap.

- Thong di€p 2 v& c6 xu hudng cé hi€u qua hon dobi véi cong ching c6 trinh dO
hoc van kha hon.
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- Théng di€p 2 v€ c6 xu hudng c6 hiéu qua hon doi vdi cong ching chac chan sé
dugc tiép xuc vdi thong tin phdn tuyén truyén.

Vé van dé trinh tu’ két ludn: nén dua ra luan c( thuyét phuc ngay tUr dau hay sau
cling, cac chuyén gia dua ra két luan nhu sau:

- Trong trudng hop thong diép mot vé&, cach trinh bay ludn c(* manh nhat trudc
tién c6 Uu di€m 1a tao 1ap dugc su chd ¥ va quan tAm. Di€u nay rat c6 y nghia khi
phuong tién truyén thong 1 béo chi hay cac phuong tién in an khéc, khi cong chiing chi
cht ¥ d€n phan dau cUa thdng di€p ma khong chi ¥ dé€n toan bd thong diép.

- Trong truOng hop thong di€p 2 vé&, c6 2 kha niang. N&u cong chiing lic dau cé
thai d® dOc 1ap, thi thong di€p c6 th€ bat dau tur luan cr cUa v€ khéc. Di€u nay s€ lam
diu cong chiing va cho phép di dén két luan bang luan c( viing chac nhat cUa minh.

3) Hinh thirc cUa théng di€p

Hinh th'c trinh bay thong tin tOt sé nang cao hi€u qua truy€n théng. Do vay, can
ap dung nghé thuét hdi hoa, am nhac, k&t hgp mau sac va hinh anh... d€ nang cao tinh
hap dan cUa thdng tin. Vi du, cac hinh dnh sOng dOng mau sac c6 tac dung thu hit chd y
hon 1a hinh anh tinh.

Trong quang céo trén an phdm, ngUdi truyén thong can Iua chon kY tidu dé, 10i
van, cach minh hoa, mau sac.

Trong quang céo trén Radio, ngudi truyén tin can lua chon kY 10i 1€, giong doc
(t6c dO doc, nhip diéu, &m diéu, su' rd tang), va cach dién cam.

Trong quang céo trén TV hay trinh bay truc ti€p, thi can sur dung tat ca cac yéu td
da néu trén, va két hdp ca ngbn ngu khong 10i (body language) Nguoi dan chuong trinh
can chd y dén nét mat, cU chi, quan 4o, dau téc, tu thé..

Trong quang cio trén bao bi, sdn phdm, can chi y dén mau sac, két cdu bé mat,
huong vi, kich thudc va hinh déang.

Vi du: ca phé pha trong cOc mau nau giy cam gidc qua dac; ca phé pha trong cOc
mau do giy cam gidc ngon nhat; ca phé pha trong cOc mau xanh duong giy cam giac
lodng; ca phé pha trong cOc mau vang gy cam xuc qua loang.

5) Nguon thong diép

- Nguln théng diép hdp dan: Nhiing thong diép dudc phat ra tU cic ngudn hép
dan sé dugc chi y va ghi nhd nhiéu hon. Do vay, nguoi ta hay s dung cac nhan vat
nOi ti€ng 1am ngUdi phét ngodn.

Vi du: Ngbi sao béng r6 Michael Jordan qudng céo cho hing d6 thé thao Nike.

- Pdc trung tiéu biéu cla ngudi phdt ngon: Hiéu qua truyén thong s€ cao hon
khi st dung mOt ddc trung tiéu biéu cla ngudi phat ngdn dé nhan manh dac tinh ndi
bat clla sdn pham.

Vi du: Ngudi néi ti€ng vé tOc db, ngdi sao béng bau duc My O.J. Simpson

quang céo cho hang Hertz (cho thué xe 6 t6).
__________________________________________________________________________________________________________________________|
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- Uy tin cla nguon tin: Uy tin cao cUa ngu0i phat ngdn c6 sUc thuy€t phuc cong
chiing cao. Uy tin cUa ngu0n tin dugc cong ching danh gia qua 3 yéu t0: trinh d0 hiéu
biét; mUc dd dang tin cay; mUc dO yéu thich.

Vi du: Bac sy quang cao cho cac loai thuOc (ché thdo mOc Doctor Thanh) nha sy
quang cdo cho kem déanh rang; nguoi dOng dang tuyen truyén cho nhiing nguoi nghlen
ma tuy, HIV. Trong cac chuong trinh vé tu van sUc khoe trén TV (co bdo trg cla céc
hang dugc phdm), cac béac st khéo 1éo khuyén nghi, gidi thiéu vé céc loai thudc mdi c6
tac dung ch{ta bénh tot.

2.5. LUA CHON CAC KENH TRUYEN THONG

Ngudi truyén théng phai biét 1ua chon céc kénh truyén thong c6 hiéu qua dé
truy€n tdi théng di€p dén cong ching muc tiéu. Can c d€ chon kénh truy€n thong la:

« DPéc di€m cla doi tugng nhan tin
« Dac di€ém cUa kénh truyén thong

D€ 1ua chon kénh truyén théng c6 hi€u qua, ngudi truy€n théng phai hiu 18 doi
tugng nhan tin vé€ nhimg kénh théng tin ma ho Ua thich s(r dung. Chang han, d6i tugng
hoc sinh, sinh vién thanh pho0, gidi cong chifc... quen thubc v6i Internet thi day 1a mot
kénh truyén théng nhanh chéng va hiéu qua.

C6 2 loai kénh truy€n thong 1a kénh gidn ti€p va kénh truc ti€p.
2.5.1. Kénh truy@n thong truc ti€p

Kénh truyén thong truc ti€p 1a kénh c6 su ti€p xidc, c6 moi quan hé truc tiép gilra
ngUdi truyén tin v&i doi tuong nhan tin sao cho ngudi truyén tin c6 thé thu nhan ngay
duogc thong tin phan hoi. Pay 1a loai kénh truyén thong c6 hiéu qua vi 2 1y do sau:

« Ngudi truyén tin c6 thé ca nhan héa théng diép ciing nhu cach thifc truyén tin
« Ngu0i truy€én tin c6 th€ nhan dugc thong tin phan hoi tU phia khach hang.
Kénh truyén thong truc ti€p c6 th€ dugc chia nhd ra thanh cac loai kénh sau day:

« Kénh giGi thiéu: ngudi ban hang/cung cdp dich vu cla cong ty ti€p xiic truc
ti€p v4i khach hang tai dia di€m béan hang hay tai c0 s& clta khach hang

« Kénh chuyén gia: cac chuyén gia dOc 1ap phat bi€u y ki€n clla minh v&i ngudi
mua tiém nang

« Kénh xd hoi: bao gOm nh(fn ngudi than, ddng nghiép, hang x6m néi chuyén
vOi ngu0i mua tiém nang

Vi du: HOi nghi khach hang; giao ti€p gilta khach hang va nhan vién phuc vu, nhan
vién cham s6c khach hang (giao dich vién buu dién, giao dich vién ngan hang, dién thoai
vién, buu ta...)

Giao ti€p qua dién thoai v&i khach hang ciing 1a kénh truc ti€p.
Truyén tin miéng tU cac khach hang quen 1a mot loai kénh truc ti€p hiéu qua
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(word of mouth). Do vay, cong ty c6 thé chon phuc vu chu ddo mdt s6 khach hang cé uy
tin nhu cac ngdi sao th€ thao, man bac, cac nha chinh tri...Cac khach hang nay hai long
sau khi st dung s€ 1a ngudi tuyén truyén tich cuc va hiéu qud cho cong ty. Cong ty ciing
c6 th€ chl ddng nhO cac khach hang quen gidi thi€u nhitng khach hang mdi cho cong ty.
DaGi véi cac nganh dich vu, do tinh v6 hinh cUa dich vu, thi loai tin truyén miéng c6 tc

dung manh.

POng luc d€ khach hang quen gidi thiéu vé sdn pham/dich vu:

» Long mong mu6n gitip d& nhiing ngudi than quen lua cho sdn phdm phi hgp
(long t6t muln gildp d& ngudi khac)

« Mu6n nhiing ngudi than quen gan b6 v&i minh

« Ngu0i cung Ung sdn phdm /dich vu c6 th€ c6 nhiing hinh thlc kich thich vat
chat cho ngui gidi thi€u

Vi du, cac cong ty dugc pham c6 thé thong qua cac bac si c6 uy tin d€ gidi thiéu
san pham truc ti€p v4i bénh nhan, hodc qua cc chuong trinh “sUic khde cho moi nha”
trén TV. Céc thg son gidi thiéu céc loai son, clfa hang ban son ¢6 uy tin cho khach hang
dang xay nha, cic thay gido gidi thiéu sich cho nha xuat ban. Chinh quyén s’ dung
nhém déng dang d€ tuyén truyén phong chGng HIV trong nhing nhém c6 khd ning lay
nhiém cao.

Anh hudng cla céc chuyén gia c6 vai trd 16n trong céc tinh hubng sau day:

« DG6i vGi cac sdn phdm dat tién, c6 nhi€u rUi ro, hay khong mua thudng xuyeén.
Trong truOng hgp ndy, ngudi mua can nhi€u thong tin, cac thong tin ndy khong
c6 trong cac phuong tién thong tin dai ching. Do vay, ho phdi tim cac chuyén
gia, hay nhiing ngu0i quen

« DO0i vbi cic sdn phadm noéi 1én dia vi, thi hi€u cla ngudi tidu ding
DE khuyén khich cac chuyén gia, ca nhan tham gia truy€n théng cho doanh nghiép,
ngudi ta c6 thé thuc hién céc bién phap sau:

»  Tim ki€m, phét hién céc ca nhan/t§ chlc c6 kha ning hudng dan du ludn va
6 chinh sach ho trg cho hoQ, vi du c6 cac chinh sach uu dai trong ban hang: gia
chi€t khau, cho dung th(r

« S0 dung nhitng ngudi c6 anh hudng doi vGi cong ching d€ gidi thiéu, quang
c4o san pham. D6 1a cac chinh tri gia, cc ngdi sao thé thao, ca nhac, man anh,
cac chuyén gia trong tUng linh vUc can qudng cdo. MOi nhiing nhan vat nay
dung th(r sdn pham, théng qua d6 d€ kich thich cong ching noi theo.

2.5.2. Kénh truy€n thong gian tiép

Kénh truyén thong gian ti€p 1a cac kénh khong c6 sy ti€p xtic c4 nhan gilta nguoi
truyén tin va ngUOi nhan tin, do vay khong ¢6 moi lién hé ngugc tU ngu'0i nhan tin vdi
ngUdi truyén tin. Kénh truyén thong gian tiép bao gbm cac phuong ti€n truyén thong,
bau khong khi va cac su kién.
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Cac phuong tién truyén thong bao gdm céc loai sau day:
« Truyén thong dudi dang an pham nhu: Bao chi, Tap chi, Thu truc tiép...
« Truyén thong qung ba: Truyén hinh, Ra-di-6, Web,
« Céac phuong tién trung bay: Pand, ap phich, Bang hiéu...
 Truyén thong di€n tUr: bang ghi am, ghi hinh, dia hinh...

« Ngoai ra, thong qua cac hoat dOng vin hoa - xa hoi, thé thao, tai trg, cong ty
cling thuc hién truyén théng va gdy dugc thién cdm vdi khach hang.

“Bau khong khi” bao gdm toan b6 cac y€u t6 h(u hinh tai noi ban hang/cung cap
dich vu cho khach hang. Yé&u t0 ndy c6 tic ddng manh dén cdm nhan cUa khach hang vé
chat lugng san pham. Mai trudng noi cung cap dich vu sach s&, ngin nap, cung cap
day du théng tin, ngu0i cung cap dich vu nhanh nhen, niém nd vdi cac thao tac nghiép
vU chudn xéc s€ gay an tuong tOt dep cho cong chiing.

Su kién 1a cac bién phap t6 chlrc nham truyén dat nhling théng diép cu thé€ cho
cong chiing muc tiéu. D6 1a cdc cudc hop bdo, cac 1€ khai truong, cac bdo trg cho céc
hoat dOng thé thao, tai trg cho cac chuong trinh nhan dao...

Kénh truyén thong dai chiing tic dOng dén thai d6 va hanh vi cd nhan théng qua 2
cap: tU cac kénh truyén théng dai chiing dén nhiig ngudi hudng dan du luan, va tu
nh({ing ngu0i hudng dan du luan dén da s6 cong ching (nhimng ngudi kém tich cuc hon.

2.6. XAC PINH NGAN SACH TRUYEN THONG

Muon thuc hién dugc hoat dOng truyén thong Marketing, cong ty can phdi cung
cap mot ngan sich nhat dinh. Tuy nhién, ddy 1a mOt van dé khé khan. Do vay, cic
doanh nghiép chi cho truyén thong nhling khodn ti€n chénh nhau kha nhiéu. O MY, chi
phi truy€n thong marketing c6 th€ chi€m tir 30 dén 50% doanh sO trong nganh my pham,
nhung chi chi€m tr 10 dén 20% trong nganh thiét bi cong nghiép. Ngay trong pham vi
mOt nganh nhat dinh ciing c6 th€ thdy c6 nhiing doanh nghiép chi it va nhimg doanh
nghi€p chi rat nhi€u cho truyén théng . Hang Philip Morris 1a hang chi rat nhiu. Sau khi
hang ndy thon tinh cong ty bia Miller roi ti€p dén 1a cong ty nubc gidi khat Seven-up, n6
da ting dang k€ chi phi truyén thong va lam ting dugc thi phan cUa Miller tU 4 1én dén
19% trong vai nam.

Thong thudng c6 4 phuong phap xac dinh ngan sach cho hoat dOng truyén thong
cUa cong ty:

2.6.1. Phuong phap xac dinh ngan sach theo ty 1& % clla doanh s6 ban

Theo phuong phap nay, cong ty xdy dung ngan sach truyén thong bang mot ty 1&
phan trdim ndo d6 cUa doanh sO ban du kién. Phuong phap ndy c6 nhiing uu di€ém va
khuyét di€m.

Vé uu di€ém c6 thé ké ra ciac uu di€m nhu sau:
« Th( nhat, phuong phap nay dé tinh toan
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«  Chi phi truyén théng gan v6i bi€n ddng doanh thu clia cUa cong ty, do vay
phtt hgp vGi mong mu6n cla cic nha qudn ly tai chinh cong ty

« Khuyén khich Lanh dao cong ty quan tim dén sy lién hé gilta chi phi xtic ti€n,
gi4 ban va 10i nhuan trén don vi sdn pham

« Khuyén khich 6n dinh canh tranh
Vé nhugc diém c6 thé ké nhuoc diém co ban nhu sau:

1. Phuong phép nay khong c6 can c( vimg chac, vi chinh nhd cac chuong trinh
truy€n thong ma doanh nghiép c6 thé€ ting doanh sO, ch(t khéng phdi doanh s0 1a cai c6
trudc d€ 1am cin c( tinh ngan sach truyén thong. Diéu nay dan dén viéc xac dinh ngan
sach truyén thong khéng cin cU vao cd hoi cUa thi truOng.

2. Khong quan tam dén nhu cau thuc t€ 1a moéi sdn pham/ thi trudng can mot ngan
sach bao nhidu. Pac biét trong giai doan mdi trién khai san pham mdi, hay trén thi
trudng méi v4i nhitng mUc dd canh tranh mdi thi ngan sach truyén théng chac chan can
nhiéu hon c4c tinh hudng khac.

2.6.2. Phuong phap can bang canh tranh

Theo phuong phap nay, Cong ty xay dung ngan sach truyén thong ngang bang ngan
sach truyén thong cUa cac d6i th( canh tranh trén ciing dia ban va chu ky kinh doanh.

Phuong phép nay c6 Uu di€m 1a sé tranh kha ning xdy ra chién tranh vé truyén
théng gilta cac cong ty canh tranh. Khé khan trong vi€c thuc hién phuong phéap nay la
khé xé4c dinh dugc ngan sach truy€n thong cla cac cong ty canh tranh. Mat khac, do muc
tiéu truyén théng cla cac cong ty khac nhau, ti€ng tim uy tin khac nhau, ngudn luc khac
nhau, co hdi khic nhau. Cho nén cian c(f nhu trén cling khong hoan toan hop 1y.

2.6.3. Phuong phap chi theo kha ning

Theo phuong phép nay, cong ty xay dung ngan sach truyén thong theo kha ning tai
chinh cla ho. Phuong phap nay c6 nhugc di€m la cong ty khong thé ch( ddng s dung
cac hoat déng truyén thong theo mUc can thiét d€ tac ddng tdi thi trudng. Nhu vy,
truy€n théng khong dugc coi 1a cong cu kich thich ting doanh thu.

2.6.4. Phuong phap cian ¢l vao muc tiéu va nhiém vu

Theo phuong phap nay, cac cong ty xdy dung ngan sach truyén thong trén co s@
nh{ng muc tiéu va nhi€ém vu can phai gidi quyét vé phuong dién truyén thong.

Phuong phap nay dugc xem la c6 cin c( khoa hoc. Piéu quan trong can luu ¥ 1a
muc tiéu, nhi€m vu truyén thong phadi dat trong muc tiéu va nhiém vu cla chién 1Ugc
Marketing.

Vi du : cong ty Unilever c6 k€ hoach dua mOt sdn phdm mdi 1a dau gbi dau Clear
ra thi rudng Viét Nam. Sau day 1a cadc budc xac dinh ngan sach truyén thong:

1. Xdc dinh chi tiéu thi phan: cong ty udc tinh c6 50 tri€u ngudi st dung tiém ning.
Cong ty dé ra muc tiéu thu hit 8% thi truOng, tlc 1a 4 triéu ngudi st dung.
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2. Xdc dinh phan trdm thi truong nhén dugc théng diép xiic tién: du ki€n 80% sO
ngudi sU dung tiém nang, tUrc 1a 40 triéu ngu0i nhan dugc thong diép truyén thong.

3. Xdc dinh phan trdm khdch hang tiém nédng biét dén san phdm can duoc thuyét
phuc ding thtf sdn phdm. Chang han, cong ty hy vong 25% s6 khach hang tiém ning
biét dén sé dung th( sdn pham, tUc 1a 10 triéu nguodi dung th( Clear. Ly do 1a cong ty
udc tinh 40% sO ngudi ding th( (= 4 triéu nguoi) sé tré thanh khach hang trung thanh.
Day 1a chi tiéu thi phan.

4. Xac dinh &n tugng quang céo tinh trén mOt phan trdm sO ngudi ding thLr.

5. Xéc dinh sO di€m chi sO t6ng hop can dat dugc. MOt di€m chi sO tGng hop 1a
mOt 1an ti€p xiic trén 1% cong ching muc tiéu. Vi du, néu doanh nghi€p mudn dat dugc
30 1an ti€p xtic cho 70% cong chiing thi nd can 3.500 di€m chi s6 tdng hop.

6. Xac dinh ngan sach qudng céo can thié€t can c( vao chi phi binh quan cho mot
di€ém chi s6 t6ng hop. Vi du, d€ ddm bdo 1% cong chiing muc tiéu ti€p xic véi &n
tugng quang cao phai chi trung binh 1a 50.000 dong thi chi phi d€ c6 3.500 diém chi sO
tOng hop 1a 17.500 000 dOng.

Phuong phap nay c¢6 Uu di€m la doi hdi ban 1anh dao phai trinh bay rd nhiing gid
thi€t ca minh vé& mOi quan hé gilta tOng chi phi, mc d0 ti€p xic, ti 1& ding th( va
mUtc s dung thuOng xuyeén.

Van dé chl y€u la can danh cho truyén thdng trong sO bang bao nhiéu trong toan
b0 marketing mix (so vGi cdi ti€n sdn pham, ha gi, ting dich vu, v.v..). Cau trd 10i con
tity thuOc vao chO sdn phdm cUa doanh nghiép dang & giai doan nao trong chu ky séng
cUa né, chiing c6 phdi 1a hang tiéu dung thong thuOng khong hay 1a nhiing san pham
khéc biét, chiing c6 nhu cau thuOng xuyén khong hay can phdi “ban” di, va nhi€u van
dé khac nita. V& ly thuyét, tOng ngan sach truyén thong phadi dugc xac dinh & mic dam
bdo 1gi nhuén bién t&r mOt dong truyén thong phdi bang 1gi nhuén bién té€ clia mot
dong ding vao cac muc dich khong phdi truy€n thong. Tuy nhién, viéc thuc hién nguyén
tac nay khong hé dé dang.

2.7. QUYET PINH VE HE THONG TRUYEN THONG MARKETING
2.7.1. T(";ng quan

MOt van dé dat ra cho cc cong ty 1a phan bo toan b0 ngan sach truyén thong cho 7
cong cu 1a quang céo, kich thich tiéu thy, ban hang ca nhan, marketing tryc tlep, quan hé
cong chung, tuyén truyén va truyén miéng. Cac cong tac khac nhau phan bd ngan sach
truy€n thong rat khac nhau. Tuy nhién, ho ludn luén tim ki€m cach phan bd c6 hiéu qua
nhat bang cach thay cong cu truyén thong nay bang cong cu khac cho dén khi dat dugc
mUc d0 hiéu qud mong mubn. Nhi€u cong ty thay thé hoat dOng ban hang c4 nhan bang
quang cdo, gUi thu truc ti€p va marketing qua dién thoai. C4c cong ty khac thi ting chi
phi kich thich tiéu thu so vGi quang cdo d€ tiéu thu sdn phdm nhanh hon. Vay dau la cac
cin c(r d€ xay dung ngan sach truyén thong marketing? MOt s cong trinh nghién clru da
dua ra cac két ludn sau day :

1. Trong cac giai doan tri€n khai sdn pham va ting trudng, dac biét 1a khi nhip d6
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tdng trudng manbh, thi kinh phi cho quang céo thuOng 16n hon so vdi kinh phi kich thich
tiéu thu. Céc cong ty c6 thi phan 16n, mUc 10i nhudn cao nhat, va/ hay sdn pham khéc

biét nhat cling chi nhiéu hon cho quang céo.

2. Cang nhiéu tién chi cho kich thich tiéu thy, thi cang canh tranh quyét liét hon.
Ban lanh dao cang tap trung vao thoi gian tru'dc mat, thi cong tac ban hang cang dugc
chii trong va chi phi cho n6 ciing 16n hon.

3. So vdi kich thich tiéu thu d6i véi trung gian phan phoi, va kich thich tiéu thu doi
vGi ngudi tiéu ding thi quang céo c¢6 xu hudng tac dung tot dOi v6i dén thai dO cla
ngUuoi tiéu ding va thi phan 1au dai, nhung lai c6 tac dOng xau dén thi phan trudc mat.

4. So v&i quang cdo, kich thich d6i vGi ngudi tiéu ding va kich thich tiéu thu doi
vGi trung gian phan phoi c6 xu hudng tac dOng xau dén thai dO cla ngudi tidu ding va
thi phan lau dai, nhung lai c6 tac dbng tot dén thi phan trudc mat.

C6 nhiéu yéu t6 dnh huéng dén viéc lua chon cac cong cu truy€n thong. MOi cong
cy truyén thong 1ai c6 nhiing di€m ddc thu riéng va chi phi cla né. Ngudi 1am marketing
phai nam dugc nhiing ddc di€m nay khi 1ua chon ching.

2.7.2.Ban chat cUa tlng cong cU truy@n thong marketing

Mbi cong cu truyén thong déu c6 nhiing ddc di€m ddc tha riéng cling nhur chi phi
khac nhau. Ngudi 1am cong tac marketing can nam dugc nhling dac di€m nay khi lua
chon chung.

1) Quang cao

Tuy c6 nhi€u hinh thlic quang cio vGi cac dac diém rat khac nhau, cac chuyén gia
da néu 1én mOt s6 dac diém chung sau day:

* Quang cdo c6 tinh dai chiing: Tinh dai ching tao ra tinh chinh thlc, va tinh tiéu
chudn cla san pham. Nhi€u ngudi nhan dugc cing mot thong diép nhu nhau,
cho nén ngudi mua tin rang moi ngUdi xung quanh ciing hi€u ddng c0 mua cla
ho.

«  Qudng cdo c6 tinh sdu réng: Cho phép ngudi truyén tin 1ap 1ai mot thong diép
nhi€u lan. Cho phép ngudi mua so sanh vdi thong diép cla cac dbi thU canh
tranh, va nhan bi€t vé quy mod cUa thi truOng.

«  Qudng cdo c6 tinh bi€u cdm: Quang co s dung hai hoa nhiéu yéu td tac dOng
dén giac quan clia ngudi nhan tin nhu am thanh, hinh anh, mau sac. Do vay, né
tao cAm xic manh & ngudi xem. Tuy nhién, n€u qua lam dung thi sé& giy su
mat tap trung vao ndi dung thong diép.

» Quang cdo c6 tinh chung: Do vay, quang cdo c6 tinh dc thoai, ch( khdng phai
doi thoai 2 chiéu. Ngudi truyén tin khéng nhan dugc théng diép phan hoi
ngay. Quang cdo khong giy sUc ép nhu ban hang cd nhan. Coéng ching ciing
khong thdy bén phan phai ti€p nhan théng diép va hudng (ng lai.

Nhu vay, quang cdo c6 th€ si dung d€ tao ra mOt hinh anh lau bén cho san
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ph&m, nhung ciing c6 thé st dung d€ kich thich tiéu thu nhanh mOt sdn phdm. Quang
céo c6 thé st dung dé vuon t6i nhiéu ngu0i mua & nhiing ving phén tan vé dia ly véi
chi phi thap cho mot lan ti€p xic. Chi phi cho quang cdo ciing thay d6i 16n tuy vao
phuong tién quang cdo dugc si dung. Quang céo gitip kich thich 1ong hanh dién cUa

ngudi st dung, gitp 1dy lan mOt tiéu ding nhanh.
2) Quan hé cong chiing va tuyén truy€n
Tinh hdp dan cla Quan hé cong chiing va tuyén truyén bat ngubn tUr 3 ddc trung
khac biét sau:
« Mutc d6 tin nhiém cao, khong gdy cdm giac tinh thuong mai nhu quang céo.
NguO0i ti€p nhan thong tin cAm nhan tinh xéac thuc, dang tin cay cla thong diép.
+ Khong gy phan xa canh gidc cUa ngudi nhan tin. Thong diép mang tinh khoa
hoc, chuyén mén, khach quan va méi mé.
« Kh3 ning truyén dat thong tin chi ti€t, cu th€ v& san phdm va doanh nghiép
(khac so v&i quang céo).
Pay 14 nhiing dac trung tao ra 10i thé cla quan hé cong chiing so v&i quang céo.
Tuy nhién, & Viét Nam quan hé cong chiing chua dugc coi trong.
3) Kich thich tiéu thu
Kich thich tiéu thu rat da dang, nhung tuu trung c6 3 ddc tinh sau day:
« Truyén théng: Thu hit manh su chii y cla nguOi nhan théng diép va kéo ho
dén v&i sdn pham
+ Khuyén khich ngudi nhan théng diép bdi cac 1gi ich o rang
+ MOi chao ngu0i nhan thong diép phdn Ung ngay: mua hang
Doanh nghié€p st dung kich thich tiéu thu thudng nhan dugc két qua phan hoi
nhanh va manh. Do vay, s& dung hi€u qua khi mdi tri€n khai san pham, khi san pham
budc vao giai doan tiéu thu sa sit. Tuy nhién, né mang tinh ngan han, vi khéng c6 tac
dung tao ra sy Ua thich 1au dai tU phia khach hang d6i v&i nhan hiéu sdn pham do.
4) Ban hang ca nhan
Ddy la cong cu hi€u qua nhét vé chi phi trong cic giai doan cudi clia qua trinh mua
sam, tao dung su Ua thich cUa ngudi mua, ni€ém tin va dan dén hanh dOng mua. Diéu
nay 1a do cdc dac tinh sau cUa ban hang cé nhan:

« Truc dién: Pay 1a mOi quan hé giao ti€p truc ti€p sinh dOng gilta ngudi ban va
ngUoi mua. Cac bén c6 cd hoi hi€u biét truc ti€p vé nhau, va th€ hién v4i nhau
qua cac ngdn ng(r khong 10i, 6 10i.

«  Vun dap quan hé: Qua giao ti€p truc ti€p, ngudi ban hang c6 co hdi xdy dung
mOi quan hé than thi€én vdi khach hang.

« Phdn Ung dap lai: Do giao ti€p truc ti€p v&i khach hang, ngudi mua hang thay
c6 bOn phan lang nghe va dap lai sau khi ngu0i ban trinh bay. Ngudi ban hang
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nhan dudgc théng tin phdn hoi ngay.

Ban hang ca nhan phtt hgp v&i cac sdn pham doi hodi phai tu van, chim séc khach
hang nhiéu.

5) Marketing truc ti€p

Mac du c6 hinh th(c nhi€u hinh th(c phong phii nhu gUi thu truc ti€p, marketing
qua dién thoai, marketing di€n t(, ...marketing truc ti€p c6 cac dac trung cO ban sau
day:

« Khong cbng khai: Thong di€ép dugc chuy€én dén mét ngudi nhan tin cu thé€ va

khong dén nhiing ngudi khac

«  Cd nhan héa ndi dung théng diép: Cian c( vao ddc thi cla khach hang dé soan
thdo thong diép sao cho pht hgp v8i mOi khach hang

« C&p nhdt: C6 th€ soan thdo, cdp nhat thong diép nhanh rbi gl cho khach hang
6) Truy@n miéng

Truy€n mi€ng c6 cac dac tinh sau day:

« (C6 d0 tin cay cao dOi v4i ngudi nhan tin

« Théng tin chi ti€t cOng hudng vdi tinh cdm cla ngudi truyén tin

« Khong mat chi phi

Vidu:

Khi mGi m& nha hang Made to Order tai My chuyén phuc vu thic dn Y 1am san tai
Berkeley, California, ngu0i ch( tén Sylvana LaRocca da thi€t k€ ra mOt chuong trinh
hudng dan thuc khach thudng thlc ding “gu” cidc mén ngon & day. Qua thuc t€,
LaRocca nhén ra rang thuc khach sé khong thé nao goi dugc moén an néu khong doc
dugc tén cla no, cho nén tiép tuc “day” khach hang phat am dung. Tam ly hon, LaRocca
con 1&p han mot quay giGi thiéu thlc dn mau cla tu‘ng moén va dat k& bén mot tam
bang ghi 16 thanh phan cong thiic clia cdc mén ndy. Dan dan, khach hang c6 th€ phat &m
chinh xac tén cdc mén dn & nha hang cla LaRocca va ho khong quén di khoe vGi ban beé
v€ di€u do, nhd vay da gian ti€p “tuyén truy€én” dén cac khach hang tiém néing.

Céach 1am nay tUng dugc mOt don vi kinh doanh du lich 8 TPHCM van dung cach
day khong lau. Vi doanh nghiép nay xac dinh nén van héa 8m thuc Viét Nam tuy rat tinh
t€ va khong thi€u nh{tng mén ngon dac sdc nhung chua tao dugc an tugng trong tim tri
du khach phuong Tay. Do d6, trong tour du lich, ho thiét k€ thém chuong trinh hudng
dan du khach nuGc ngoai cach ché bién mdt s& mén dn ngon thuén Viét dudi su hudng
dan cla cac dau b€p danh ti€ng. MOt khi du khach nuGc ngoai am hi€u tudng tan vé
nguyén liéu, cic loai rau s6ng, cach pha ché nudc chdm, cach cudn cha gio chang han
thi d6 chinh 1a ltic cic mén ngon Viét Nam c6 dugc chO dlng trong tam tri cUa ho va sé
theo chan ho lan truyén dén rat nhi€u khach hang tiém nang khéc.

2.7.3.Nhimg yéu t6 quyét dinh co cau clla hé théng truyén théng marketing
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Khi thi€t k& hé thOng truy€n thong marketing, cac cong ty can chi y dén cac dac
diém c6 anh hudng sau day:

1) Thi truOng muc tiéu

Thi truOng muc tiéu chinh 1a “khach hang” cla cac chuong trinh truyén thong.
Viéc lua chon phuong phap truyén thong phu thuOc vao 4 bién sO sau day cUa thi
truOng muc tiéu:

e Giai doan san sang cla ngu®i mua. Thi trudng muc tiéu ¢ thé & mot trong sau
giai doan san sang mua. D6 1a: nhén biét, hiéu biét, cé thién cdm, ua chuéng,
tin t'ong, hanh dOng mua. Cac cong cu truy€én thong khac nhau c6 hiéu qua chi
phi khac nhau doi vGi cac g1a1 doan san sang mua khac nhau. Quang cdo va tuyén
truy€n co vai tro quan trong & giai doan nhan biét (giai doan dau). Ban hang ca
nhan va kich thich tiéu thu c6 hiéu qud & cac giai doan cu0i.

e Pham vi dia ly cUa thi truOng. Ban hang ca nhan phu hgp v&i mot thi trudng cd
dia ban nho. Con dbi v4i céc dia ban rOng thi quang céo la pha hgp.

e Loai khdch hang. Céc loai khach hang khéac nhau thi can st dung cac cong cu
truyén thong khach nhau, ndi dung va hinh thlc truyén théng khac nhau. Vi du,
doi vdi khach hang cong nghiép, thi ban hang c4 nhan c6 hiéu qua nhat, sau dé
dén kich thich tiéu thu, quang cdo va quan hé cong chiing. PG6i v&i khach hang 1a
ngudi tiu ding ca nhan, quang céo ¢ vai trd quan trong sO 1, sau d6 dén kich
thich tiéu thy, ban hang c4 nhan, va culi cling 1a quan hé v&i cong ching. Tam
quan trong cUa c4c cdng cuU truy€n thong cho 2 loai khach hang ndy dugc mo ta
tU trén xuOng dudi trong Hinh 2.4.

Hang cho tiéu dung Hang cho KH cdng nghiép
Quang céo Ban hang ca nhan
Kich thich tiéu thu Kich thich tiéu thu
Ban hang T. ti€p Quang céo
QHCC cao QHCC
Téim quan trong tuong doi Tam quan trong tuong
doi

Hinh 2.4. TAm quan trong tuong dbi cla cac cong cu truy€n thong marketing doi
v0@i 2 thi trudng hang tiéu dung va hang cho khach hang cong nghiép

* MUc d§ tdp trung cda khdch hang. Né€u khach hang cang dong thi quang céo c6
tac dung hon. Néu it khach hang, thi ban hang ca nhan la phu hgp.

2) Ban chat clia san pham
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e Gid tri don vi. Cac sén pham gia trj thdp nham vao thj trudng quang dai. Do vay
st dung qudng céo 1a thich hop. S&n pham c6 gia tri cao phit hgp vGi ban hang ca

nhan (Hinh 2.5.)

Tinh cd biét cla san phdm. Quang cdo phu hgp vGi cac san phdm tiéu chudn
hod. Ban hang ca nhan phtt hgp vGi sdn pham ca nhén hoa.

N6i chung, ban hang ca nhan quan trong d6i v&i nhitng sdn pham phic tap, dat
ti€n va c6 nhi€u rui ro, trén cac thi trudng c6 it ngudi ban, va ngudi ban c¢6 quy mé 16n.

e Cdc dich vu trudc va sau bdn hang. Cac dich vu ndy cang nhi€u thi cang phu hop
v0i ban hang c4 nhan, vi chi ban hang c4 nhan md&i c6 th€ cung cdp dugc cac dich
vu khéch hang ddy du.

Khi ngu0n tai chinh doi
dao

Khi thi truGng trdi rOng
vGi nhi€u khach hang

Khi sdn pham 1a tiéu
chudn hoa

San pham c6 gi4 tri <
don vi thap

San pham khong thudc
loai ky thuat

Dé s dung

Yé&u t6 chinh trong
truyén théng hon
hop la:

/ Quang cao

Ban hang \

N

|

>Khi san phdm mang

Khi ngu0n tai chinh
han hep

Khi thi truGng tap
trung vé dia du vdi
sO lugng nho khéach
hang

tinh c4 biét
San pham co gié tri cao
San pham thudc loai
ky thuat

PhUrc tap khi dung

Hinh 2.5. Anh huéng cUa cac yéu t6 tai chinh, sdn ph&m,
thi truOng dén chién lugc truyén théng hdn hgp

3) Cac giai doan cla chu ky s6ng
Cac cong cu truyén thong marketing mix c6 hi€u qua cUa chi phi khac nhau trong
nh{ing giai doan khac nhau cla chu ky sOng cUa san pham.

Trong giai doan tri€n khai sdn pham, quang céo va tuyén truyén c6 hié qua chi phi
cao nhat, sau d6 dén kich thich tiéu thu nham kich thich dung th(r va ban hang ca nhan dé
chiém linh dia ban phan phoi.

Trong giai doan tang trUGng, tat cd cac cong cu truyén théng déu cé thé glam

hiéu qud, va truyén thong ki€u truyén miéng cUa cac khach hang hai long c6 th€ phat
huy hiéu qua.

Trong giai doan bdo hoa, quang cdo va ban hang ca nhan c6 hi€u qua ting 1én.
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Trong giai doan suy thoai, kich thich tiéu thu c6 tdc dung manh, trong k& khi do
qudng c4o va tuyén truy€n c6 hiéu qud gidm di. Nhan vién ban hang chi thu hit dugc su
chu y thap nhat cla khéach hang.

4) Hang bac trén thi truong clia cong ty

Nh(mg thuong hiéu c6 hang béc cao sé dugc 10i nhi€u tU quang cdo hon 1a kich
thich tiéu thu so vGi cac thuong hi€u c6 th bac thap.

5) Su san c6 ngudn vén

VOn 14 diéu kién tién quyét d€ thuc hién c4c chuong trinh truyén thong. Cac cong
ty du gid vOn thuOng ting cuOng quang céo. Cac cong ty it von chU yéu dua vao ban
hang c4 nhan hay lién két quang céo.

6) Chién luoc day hay kéo duoc lua chon

Chién lugc truyén théng nham vao céc trung gian trong kénh phan phéi dugc goi 1a
chién lugc day. Chién lugc truyén théng nham vao ngu0i tiéu dung cudi cing dugc goi
la chién lugc kéo.

Hé théng truyén thong marketing chiu dnh hudng chU yé€u vao loai chién lugc
dugc lua chon.

Trong chién lugc ddy, doi hdi hoat ddng marketing cUa nha sdn xudt hudng dén
cac trung gian trong kénh phan phOi nham kich thich ho ddy manh ban hang. Céc chién
lugc truyén thong hay dugc dung 1a ban hang ca nhan va kich thich tiéu thu cac trung gian
nham ddy sdn pham chuyén qua céc trung gian trong kénh phan phoi dén khach hang
cudi cling. Loai chi€n lugc nay phtt hgp vGi cac sdn phdm phuc vu cac nha kinh doanh
cling nhU cac hang tiéu dung khac nhau.

Chi€n lugc kéo st dung nhi€u quang cdo, khuy€n mai nham truc tiép vao ngudi
tiéu ding culi cling d€ tao ra nhu cdu kéo hang hod doc theo kénh phan phéi qua cac
trung gian trong kénh (xem hinh 2.6.).

Nha san xuat Hoat dong Nhabanlé | Yéucadu ,| Ngudi TD

L |

Chién lugc day

Marketing

Nha san xuat Yéu cau Nha banlé [, Yéu cau Nguoi TD

1 )

Hoat dOng marketing
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2.8. PO LUONG KET QUA TRUYEN THONG

Sau khi thuc hién k€ hoach truyén thong marketing, ngudi quan tri cong tac
truy€n thong can phdi do 1uOng tac dung cla n6 dén cong ching muc tiéu. Mudn vay,
can phai khdo sét cong ching muc tiéu xem ho ¢ nhan thdy hay ghi nhd thong diép dé
hay khéng, ho nhin thdy théng diép bao nhiéu 1an, ho ghi nhG di€ém nao, ho cdm thdy
nhu th€ nao vé thong di€p, thai dd truGe kia va hién nay cla ho doi vdi san phdm va
cong ty. Ngoai ra ciing can thu thap s0 li€u vé hanh vi phan Ung dap lai cla cong chiing
muc tiéu.

Hinh 2.7. trinh bay vi du vé do 1u0ng thong tin phan hoi. V&i nhan hiéu A c6 80%
cong chiing muc tiéu bi€t dén, 60% dung th, va chi c6 20% s6 ngudi dung th(r hai l1ong
v0i sdn pham A. Nhu vay, chuong trinh truy€n théng c6 tac dung 1am ting mlc do biét
dén san phdm cUa cong ching. Nhung sdn pham khong dap Ung dugc mong doi cla
ngUudi tiéu ding. Vi nhan hiéu B, chi c6 40% cong chiing muc tiéu biét dén, va chi c6

30% dung thur. Nhu’ng 80% nhu‘ng ngudi ding th(r hai long v&i sdn pham. Trong trUGng
hdp ndy, cong ty can ting cudng cong tac truy€n thong d€ khai thac uu thé cla sdn
pham.

100% thi | 20% kg .
trudng biét 100% thi | 60%
muc tidu trudng chua biét
' muc titu | dénSP
40% kg
80% dl‘mg th(r
bi€t
dén SP
~ 0,
60%da | 80% kg 209% Khong
dung thCr | hai long b3 1o
40% biét | 70% &
dén SP chua
diing thir
e ~ L 4
20% hai 30% da
long dung thU | 80% h.lg
| Nhan hiéu A Nhan hiéu B
.| I
IIAc siANn cAna 48
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BAI POC THEM
MARKETING CAM XUC
1) Con ngu0i la dOng vat giau cam xiic

Khi quyét dinh mua sdn pham gi, khach hang sé so do, can nhac gilta ki€u dang,
tinh ning, gid cd...d€ tim cai pht hgp nhu cau cla minh nhat. Nhung néu dimg trudc
hai sdn pham tuong duong vé tinh ning, gia cd thi sao? Thuc t€ cho thdy san phdm nao
1am ngudi mua thdy c6 cdm tinh hon thi ho sé mua sdn pham dé.

MOt xu hudng mdi 1a khach hang dang ngay cang kém trung thanh, khi ma trudc
mat ho 1a cac k& hang héa 1a ngbn ngbn cac sdn phdm cung loai vGi nhiig tinh ning
hay, tOt nhu nhau, chua k& nao 1a cac hinh th(rc khuy€n mai, hdu mai da dang. Piéu duy
nhat c6 th€ gilta chan khach hang 1a su trung thanh v&i nhan hiéu, c6 né, xac suat chuyén
doi sang xai nhan hiéu canh tranh khac s€ gidm.

Vay bai toan cla ching ta 1a 1am sao cho khach hang “yéu” dugc minh. Thé gidi
cdm xtic clla con ngudi rat phong phu va phuc tap, biét khach hang mudn gi, can gi va
khudy dng ding nhitng cdm xtic can thiét chinh 1a chia khéa d€ ngudi 1am marketing
dua sdn phdm cUa minh vao trai tim khach hang, d6 ciing 1a “thudc dé khang” tOt dé
cach ly ho vGi doi thl cla ching ta

O Viét Nam, emotional marketing khong phdi diéu gi qua méi mé, ma i rudc
dén gi0 — khong can bié€t dinh nghia di thanh hinh hay chua — nhiéu hoat d0ng
marketing da dugc n0 luc xay dung d€ trang gianh tinh cdm cla khach hang vé minh.
Nguoi Viét Nam c6 cau: “MOt tram cai Iy khong bang mot ty cai tinh”.

Trung Nguyén danh vao khia canh long tu hao dan tdc, kéu goi ngudi tiéu dung
Ung hd hang Viét Nam. Tuy c6 ngudi Ung hO, ké ché bai nhung khéng th€ ph( nhan
nhiing gi Trung Nguyén di 1am nhi€u ngudi cdm thdy tu hao vé thuong hiéu Viét.
Nutifood, Biti’s ... cling nhdn manh vao tinh than ngudi Viét d€ khoi ddy cdm xdc.

Kotex sau th0i ky nhan manh vao cac tinh ning dac trung vé thdm hit, bat dau
cho ra doi cac thé loai Kotex Pro cho chi em vin phong, Kotex xi tin cho gidi tré ludn
mu6n khang dinh minh. M6i thuong hiéu con déu mang mét “nhan cach thuong hiéu”
riéng, danh tring vao nhitng Uéc mudn cla doi tugng tiéu diing muc tiéu.
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Kaspersky 1a mOt phan mém diét virus dang ram r0 ti€n vao Viét Nam. Thay vi
dai dong néi 1én nhimg uu viét trong viéc diét virus cUa minh, chi bang mot thong diép
don gian ho da danh diing vao diéu khach hang muc tiéu quan tdm va e ngai: Ban mu0n
mat 61.000 file d{ liu mOt phut hay 16.000 VND/thang cho phan mém anti —virus? Noéi
nhu thé vUa kich dOng ndi lo ngai clia ngudi tiéu dung v€ viéc tinh an toan cla dirliéu,
vUa chi cho ho thdy Kaspersky 1a mOt mén hoi nén dau tu.

Comfort cfing 1a mot tinh huOng thanh céng khi dua cdm xtic vao hinh anh thuong
hiéu, vGi hinh anh thién than huong dé thuong gay nhi€u thién cdm. Gan day nhat
Sunsilk — dua ra thong diép “SOng 1a khong chd dgi” c6 vii cho mdt phong cach dam
nghi, d4am 1am cUa nh{ing c6 gi tré hién dai. TruOng hgp cla Sunsilk, m6t 1an nita cho
thdy hudng di chung trong dinh vi cac thuong hiéu cUa tap doan Unilever: Tién dan tU
functional marketing (dlnh hu‘Ong trén tinh nang) dén emotional marketmg (dinh hu’dng
trén cAm xuc). OMO tUr tdy trang dén gan vai tinh hoc hoi cla tre em, Llpton tU moén
gidi khat dén kich thich su sang tao, Sunsilk tUf subn mugt dan gan vdi UGc ma, phong
cach sOng, Dove tU viéc 1am min da dén t6n vinh vé dep phu n{r cac kiéu...

2) Khi nao can lam emotional marketing ?

Nhu d3 néi G trén, thuc ra emotional marketing khong phdi 12 m6t nhu nhiéu
nguoi lam tudng. Khong phdi 1a bay gi0 mdi c6 emotional marketing con trudc kia
khong cd, va thuong hiéu nao khong emotional marketing thi 1a nha qué. Vi du nhu khong
phai Sunsilk bdy gi0 mdi emotional marketing thi nhitng ngu0i 1am marketing cho
Sunsilk tut hau so vGi ngudi anh em OMO cung tap doan di thuc hién emotional
marketing cach day chung 4, 5 nam. Emotional marketing chi 12 mOt giai doan ti€n héa
trong qud trinh marketing sdn pham, song song vGi mUc dO tham nhép cla sdn phdm va
su phat trién trong tu duy cla khach hang muc tiéu. Khong phai c( thdy moi ngudi lam
thi minh ciing phai dua doi theo, 1am ma khong téi thi chang khéac gi chiéc do0 may d&
chdp véa 16 chO. Bén canh nhan t6 ngudn luc nhu hdu bao ddy, lam bai ban, chuyén
nghi€p con phdi k€ dén dinh hudng, tam nhin cla ngudi chU thuong hiéu 1am sao x4c
dinh dugc con dudng ma thuong hiéu da va sé di.

Tat nhién, nhlmg ngudi cho rang emotional marketing 1a trao luu cla thoi dai
ciing c6 cai Iy cla ho. Khi ma su canh tranh ngdy cang gay gat, khong phai lic nao trang
sach v&i béng mugt ciing gay cho ho chd y. Lam sao d€ 1am cho minh ndi béat gilta mOt
rUng tinh ndng ma cac doi thU canh tranh chao mdi khach hang, d6 1a mOt bai toan kho,
va danh vao cdm xtc chinh 1a mét 16i di riéng va 1a xu thé tat yéu c6 th€ 1am ban sac
thuong hiéu t@a sang dugc.

Tuy nhién, ching ta khong nén quén réng muOn x4y nha phdi c6 méng. Néu ngu‘\di
tieu dung chua biét gi vé background cUa sdn phdm, dich vu thi c6 tac dOng may dén
tinh cdm Cung khong 1am ho dat niém tin vao Chung OMO khong con néi trang sach nira
ma néi vé viéc khuyén khich tim tdi cUa con tré, cling dua trén nén tang la cac ba noi
trg dd hoan toan tin OMO tdy trang tOt. Honda néi “T6i yéu Viét Nam” ma gy cho
ngudi tiéu ding nhi€u xtic dOng ciing phai dua trén mo6t bé day gan bé vdi ngudi dan
dat Viét, Prudential tU nhiing ngay dau budc chan vao thi truGng, mét mat via ho to
“Ludn ludn lang nghe, ludn luén thdu hi€u”, mOt mat nd luc thuc hién diéu dé qua cac
__________________________________________________________________________________________________________________________|

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 50



Bai gidng Truy@n théng marketing
__________________________________________________________________________________________________________________________________________|
hoat dOng marketing nhat quéan, chat lugng dich vu, cac hoat dOng vi cOng dong... ch(r
khong phai phét bi€u hay thé thi ngui ta tin ngay minh. Trudc khi Biti’s néi cau “Nang
niu ban chan Viét” lay dOng long ngudi ho ciing da 1a mét thuong hiéu nhi€u nim uy
tin. Ti€c rang sau khi néi cau dé xong Biti’s l1ai im 1ang ludn 1lam cho ngudi tidu ding
nh& nhd quén quén bay gid khong con biét 1a Biti’s c¢6 nang niu ban chan ho n{ta khéng.
Pay 1a mOt vi du cho quan di€m “dd 1am thi phdi lam cho t&i” .

Vay khi nao nén 1am emotional marketing, bay gi® liic mdi tung s&n pham hay bao
gi0? Nhi€u chuyén gia cho rang lic nao ciing dugc, tiy cach thiic cong ty dinh hudng
cho thuong hiéu clla minh. N€u thay can thié€t thi 1am nhung da 1am thi phai bai ban, c6
tinh chi€n lugc va nhat quan. Néu ban sap tung m6t sdn phdm nhu Knorr mubn danh
vao tinh cAm danh cho gia dinh ca nhiing ba n6i trg, hiy chac chan la ban hi€u ho nghi
gi va dién ta ding mong mubn dé thi méi lay dOng dugc xic cdm cla ho. D6 1a biia
com ngon cho gia dinh, d6 1a cdm gidc hanh phic dugc cham séc chéng con. Cac TVC,
event dé€n activation déu phai tap trung truyén ba thong diép dé cho ho “thdm”, ch(r
khong phdi hém nay néi vé ngudi phu nif cUa gia dinh, con ngdy mai lai néi vé céc xu
hudng ndu dn mbi chang lién quan gi d€n “cdm xiic” ma ban muén truyén cho ho.

Cho nén, hodc trudc hét ta hdy gdy dung niém tin cla khach hang, sau dé6 mdi
thém vao cdm xtc, hodc vlra xay dung cdm xtic va ni€m tin, chi khi c6 dU hai y€u t6 dé
thi m&i ddm bao chi€m tron tinh cAm cla khach hang.
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CAU HOI ON TAP CHUONG 2

1. Xay dung ké hoach truyén thdong marketing bao gom nhiing
budcnao?

D6i véi thong diép truyén thong marketing can cé cac yéu cau gi?
Viéc soan thdo n0i dung théng diép can phdi quyét dinh 4 van dé
C6 bao nhiéu 1ua chon khi két ludn thong diép?

C6 nhiing yéu cau gi d6i véi hinh thitc clia thong diép

C6 nhig yéu cau gi doi v&i ngudn thong diép

C6 nhing kénh truyén thong nao? Pac di€ém cla mbi loai?

C6 nhig phuong phép nao dé€ xac dinh ngan sach truy€n thong?

© ® N Uk WD

Nh{ng y€u td quyét dinh co cdu cla hé thOng truyén thong
marketing

10. Lam th€ nao d€ do luong két qua cUa truyén thong marketing?
11. Muc dich cUa do luOng két qua truy€n thong marketing?

12. Tai sao lai phdi hop nhat truyén thong marketing ?

13. Lam th€ nao dé€ thuc hién hop nhat truyén théng marketing?
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Chuong 3
QUAN TRI HOAT PONG QUANG CAO

Céc n0i dung chinh trong trang nay la:

« Muc tiéu cUa hoat ddng quang cdo

« Quyét dinh vé ngan sach quang céo

« Quyét dinh vé thong di€p qudng céo

« Quyét dinh vé phuong tién quang céo

+ Dénh gid hiéu qua cla quang céo

« MOt s6 nguyén tac viét 10i quang cdo hdp dan

3.1. MUC TIEU CUA HOAT PONG QUANG CAO
3.1.1. Téng quan

Qudng céo 1a mOt trong 5 céng cuU chl yéu ma cac cong ty st dung d€ chuyén tai
théng tin dén céng chiing muc tiéu. Quang cdo dugc s dung phS bién dbi véi cac
doanh nghiép, cac td chltc xd hoi, chinh quyén. Quang cdo ciing 1a mOt phuong tién
truyén thong hi€u qua vé chi phi.

Céc t0 chlc ti€én hanh quang céo theo nhling cach khac nhau. Tai cic cong ty nho,
quang cdo dugc giao cho mOt ngudi thuOc phong kinh doanh, hay marketing. Ngudi nay
c6 nhiém vu tim ki€m cong ty quang cdo chuyén nghiép d€ thué ho thuc hién cac cong
viéc quang cdo cla cong ty. Tai cdc cong ty 16n c¢6 bO phan quang cdo riéng. BO phan
ndy truc thudc phong marketing. Nhi€m vy cla bd pha quang cdo 1a : xdy dung ngan
sach quang céo; gitip dG hoach dinh chién lugc quang céo; xét duyét ndi dung qudng
cdo va cac chi€én dich qudng cdo do cong ty quang cdo dé xudt; ddm nhiém qudng céo
bang thu truc ti€p; trung bay hang héa tai cac dai 1y va cac hinh thlic quang cao khac ma
cac cong ty quang cdo khong lam. Hau hét cac cong ty déu thué cac cong ty quang cao
bén ngoai d€ gitip ho tri€n khai cac chién dich quang céo va lua chon, mua phuong tién
truyén thong.

3.1.2. Nam quyét dinh quan trong clla chuong trinh quang cio
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Khi xdy dung chuong trinh quang cdo, ngudi quan ly marketing thuOng bat dau tlr
viéc phat hién thi triOng muc tiéu, ddng co cla ngu'di mua. Tié€p theo, khi xdy dung
mOt chuong trinh quang cdo, ho can théng qua 5 quyét dinh quan trong sau day (5 M) :

«  Muc tiéu clUa quang cdo 1a gi ? (Mission)

 Ngan sach cho quang cdo ? (Momney)

« Thong di€p can chuyén tdi ? (Message)

« SO dung phuong ti€n truyén thong gi ? (Media)

« Daénh gid két qua nhu thé ndo ? (Measurment)
Cac quy€t dinh ndy duoc mé ta trén hinh 3.1. trang 51.
3.1.3. Xac dinh muc tiéu clla quang cao

X4c dinh muc tiéu quang céo 1a budc dau tién cla qué trinh xdy dung chuong
trinh qudng céo. Nhiing muc tiéu ndy phdi xudt phét tUf nhiing quyét dinh truGc d6 vé thi
truOng muc tiéu, dinh vi trén thi truGng va hé thong marketing - mix. C6 thé sap x&p
muc tiéu quang cdo thanh cac nhém muc tiéu cUa truyén thdng théng marketing 1a thong
tin, thuyé&t phuc hay nhac nha.

Q. D thong diép

—»| Hinh thanh T. diép

Xac dinh muc
tiéu

Q.D Ngan sach

Muc tiéu truyén
thong ]

Muc tiéu tiéu thu

Can c( khd ning
% doanh sO ban
Can bang canh
tranh

Cén cUr vao muc
tiéu va nhiém vu

—h

béanh gia &lua chon
b.
Thuc hién thong
diép

Panh gia Q. cao

Q.P phuong tién

Pham vi, tan suat,
tac dOng

Céc phg tién
chinh

Céc phg tién cu
thé

Phan phoi t.gian
cho cac phuong

Tac dung
truyén thong
Tac dung dén
mUc tiéu thu

tien

Hinh 3.1. Nhilng quyét dinh chU y€u trong quang céo

Vi du : Trong 35 tri€u ba ndi trg can ting sO nguoi phat hién ra nhan hiéu dau an
Trang An c6 nhi€u chat chbng 6 xy hoa nhat 1én tU 10% dén 40% trong mOt nam.
1) Muc tiéu thong tin
__________________________________________________________________________________________________________________________________________|
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« Théng bao cho thi trudng biét v€ san phdm mdi
« Néu ra nhiing cong dung mdi cUa sdn pham
« Théng béo cho thi truOng biét viéc thay dbi gia
+ Giai thich nguyén tac hoat dOng cla sdn pham
+ MO ta nhing dich vu hién c6
+ Diéu chinh lai nhiing an tugng khong diing
. Gidm b6t ndi lo ngai clia ngudi mua
. Tao dung hinh anh cla doanh nghiép

Qudng cdo thong tin chll yéu dugc st dung nhi€u trong giai doan mdi trién khai
san pham mai ra thi trudGng nham tao ra nhu cau ban dau.

2) Muc tiéu thuyét phuc

 Hinh thanh su ua thich nhan hiéu

« Khuyén khich chuy&n sang nhéan hiéu clla minh

« Thay d0i nhan thlc cla ngudi tiéu ding vé céc tinh chat clla sdn phdm
« Thuyé€t phuc ngudi tiéu ding vé€ dac di€m cUa san pham, dich vu

« Thuyét phuc ngudi mua ti€p ngudi chao hang va mad giao dich

3) Muc tiéu nhac nhé

+ Nhac nhé ngudi mua la sap téi ho sé can san pham dé

« Nhac nhd ngudi mua vé dia di€m c6 thé mua sdn phdm d6

+ Nhac nhd ngudi mua vé su' c6 mat cla sdn pham trong thoi ky trdi mua vu
« Duy tri sy bi€t dén sdn pham & mUc do cao

Viéc lua chon muc tiéu quang cdo can can c( vao két qua phan tich kY 1udng tinh
hinh marketing hién tai. Chang han, n€u mot nhém san phdm dang & thdi ky chinh
muOi va doanh nghiép dang 1a ngudi dan dau thi trudng, va néu mc d st dung nhan
hiéu thap, thi muc tiéu thich hgp 1a phéi kich thich s dung nhan hiéu d6 nhi€u hon.
Mat khéc, n€u nhém sdn pharn d6 1a m&i va doanh nghlep khong phai 1a ngudi dan dau
thi trerng, nhung nhan hleu clla n6 t6t hon cla ngudi dan dau, thi muc tiéu thich hop la
thuy€t phuc thi truOng vé tinh uu viét cUa nhan hiéu dé. Quang cio thuyét phuc cé vai
trd quan trong trong giai doan canh tranh v&i muc tiéu tao ra nhu cau cé chon 1oc dbi
vGi mOt nhan hiéu cu thé. Pa phan cic quang cdo déu thudc loai nay.

Vi du, cong ty Chivas Regal cO gang thuyét phuc ngudi tiéu dung tin rang nhan
hiéu rugu Chivas c6 vé sang trong hon moi nhén hiéu khac cla rugu Wkisky Scotch.

Ngay nay, Coca - Cola quang cao khong phai d€ thong tin hay thuyét phuc nita, ma la dé
nhac nh& moi ngudi mua Coca — Cola.
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MOt s6 quang cdo thuyét phuc chuyén sang loai quang cdo so sanh, nham so sanh
vOi cdc sdn pham cing 18p d€ néu bat tinh Uu viét cUa mOt nhan hiéu. D€ gianh dugc
long tin cUa khach hang trong quang cdo so sanh, cong ty phdi c6 s& c( thuyét phuc dé
chUing minh tinh Uu viét cUa san pham cla minh.

Quang cao nhac nhd rat quan trong doi vGi san phdm da chuyen sang giai doan
bao hoa. MOt loai quang c4o gan vdi quang céo nhac nhd la quang céo clng cO nham
cam doan v&i khach hang hién hanh 13 ho da Iua chon ding sdn pham.

Khi lua chon muc tiéu quang céo, can cin c vao két qua phan tich k¥ 1ubng thuc
trang cUa thi truOng. Vi du, néu sdn pham da chuyén sang giai doan bao hoa, va cong ty
1a ngl.r(‘ﬁ dan dau thj rudng, va néu mc dO sU dung nhan hiéu thap, thi muc tiéu
quang cao thich hdp 14 phai kich thich thi truOng st dUHg san pharn nhi€u hon. Con néu
san pham 14 méi, trong khi cong ty khong pha1 la nguoi dan dau thi tru‘dng nhu‘ng san
pham cUa cong ty tOt hon cUa cong ty dan dau, thi muc tiéu thich hop clia quang céo la
thuy€t phuc thi truOng tinh Uu viét cla sdn pham dé.

Bang 3.2. dudi day liét ké tém tat nhling muc tiéu cla quang céo.
Bang 3.2. Cac muc tiéu clla quang céo
THONG TIN

Thong tin cho thi truOng bi€t vé mOt san
pham m&i

Thoéng tin cho thi trudng vé logo mdi cla
cong ty

Gidi thiéu céc cong dung mdi cla san
pham

Gidi thich nguyén tac hoat déng cla sdn | M6 ta nhlmg dich vu hién cé

pham

Théong bao cho thi truOng biét viéc thay | Tao dung hinh anh clla cong ty

doi gia

THUYET PHUC

Gidm b6t nbi lo sg clla ngudi mua

Thuy€t phuc ngudi mua mua ngay

Thuy€t phuc dé thay d6i nhiing nhan
thlic, an tugng khoéng ding cUa thi
truOng

Thay dGi nhan thiic cUa ngudi mua vé cac
tinh chat cla sdn pham

Khuyén khich khach hang chuyén sang
mua nhan hiéu cla minh

Thuy&t phuc vé tinh uu viét cla sdn
pham cai tién

Tang sO nguoi tin vao tinh Uu viét cla
san pham mai

zZ

NHAC NHO

Nhac nhd ngudi mua vé su' c6 mat cla
mOt thuong hi€u

Luu gi(r trong tdm tri ngudi mua vé mot
nhén hi€u

Nhac nh@ ngudi mua ndi ho c6 thé nua

Duy tri mUc d6 biét dén & mUc cao
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Khi thuc hién dugc cdc muc tiéu trén dau, quang céo s€ thuc hién dugc muc tiéu
khuyén khich ngudi tiéu ding mua san pham va ting doanh s6 ban hang cUa cong ty.

Vi du: Comfort dua cdm xtic vao hinh dnh thuong hi€u, v4i hinh anh thién than
huong dé thuong gay nhi€u thién cdm. Gan ddy nhat Sunsilk ciing ra quan ram r0 trong
chién dich “SOng 1a khong chd doi” ¢ vii cho mOt phong cach ddm nghi, ddm lam cUla
nhiing c6 géi tré hién dai. TruOng hgp cla Sunsilk, cho thdy hudng di chung trong dinh
vi cac thuong hi€u cUa tap doan Unilever: Ti€n dan tU functional marketing (dinh huéng
trén tinh ning) d€n emotional marketing (dinh huéng trén cdm xtc). OMO tU tdy trang
dén gan vai tinh hoc hoi clia tré em, Lipton tU mén gidi khat dén kich thich su sang tao,
Sunsilk tUr sudn mugt dan gan vGi udc mo, phong cach séng, Dove tU viéc 1am min da
dén ton vinh vé dep phu nit cac kiéu...

3.2. QUYET PINH VE NGAN SACH QUANG CAO

Budc ti€p theo sau khi x4c dinh muc tiéu quang céo 1a xay dung ngan sich quang
céo cho tUng sdn pham. Cong ty nao ciing mudn chi ding s6 tién can thiét d€ dat dugc
muc tiéu dat ra. Vay 1am thé nao dé tranh tinh trang chi qua it, hay quéa nhiéu cho quang
cao?

MOt nghién c(u cho thdy két qua nhu sau :

Quang cdo t0 ra cé hiéu qud trong viéc ting khOi lUong hang mua cla nhiing
khdch hang trung thanh, nhung lai kém hiéu qud trong viéc gianh khdch hang méi. Doi
vOi khdch hang trung thanh, néu tiép xiic qud nhiéu vdi qudng cdo trong mOt tudn cd th€
kém hiéu qua vi bi bdo hoa. Quang cdo dudng nhu khong cé tdc dung vun dap tao nén
su’ trung thanh. Tinh ndng, gid ca, viéc trung bdy sdn phdm c6 tdc dung manh hon
quang cdo d€ dan dén phdn Ung ddp lai.

Tuy nhién, két qua nay ciing chUa lam hai long gic'ri quéng céo. MOt nghién clu
khéac cUa cong ty IRI da phat hién ra rang mUc tiéu thu san pham tang lén do quang cao
trong nam trac nghlern van kéo dai thém 2, 3 ndm ti€p theo. Viéc nghién clu vé dé tai
hiéu qud cla quang cdo van dang ti€p dién.

BOn phuong phap dugc st dung phd bién d€ xac dinh ngan sach truyén thong da
dudgc trinh bay trong muc 2.6. thudc chuong 2 ciing dugc s dung d€ xac dinh ngan sach
quang céo, trong d6 phuong phap th( 4 (cin c( vao muc tiéu va nhiém vu) dugc Ua
thich. Phuong phép nay yéu cau xac dinh cac muc tidu cu thé cla chién dich quang céo,
sau d6 xéac dinh chi phi cho nhitng hoat d0ng can thi€t d€ dat dudc cac muc tiéu dé. Sau
day 1a cac y€u tO cu th€ can xem xét khi xac dinh ngan sach quang céo:

« Giai doan trong chu ky séng cla san phdm: Cac san phdm mdi thuong can
ngan sach nhi€éu hon. Cac sdn pham da c6 chd dimg trén thi trudng chi can ngéan
sach hO tro ty 1& v4i doanh sO.

« Thi phén va co sO tiéu ding : Nhan hiéu c6 thi phan 16n thuong doi hdi chi phi
quang céo it hon theo ty 1& % doanh sO ban d€ duy tri thi phan. Qudng co dé
tang quy mo thi truOng nham ting thi phan can chi phi quang cao 16n hon.
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« Canh tranh va quan tu : Trén mot thi trudng c6 nhi€u doi thU canh tranh va chi
phi quang céo nhi€u, can phai quang cdo cho mOt nhan hiéu manh mé hon dé
vuot 1én trén nhi€u cla thi truOng. Tham chi tinh trang huyén ndo cla cac
quang céo khong truc ti€p canh tranh v&i nhan hi€u cla cong ty cling doi hoi
cong ty phadi quang cdo manh hon.

« Tan sudt quang cdo: SO 1an 13p lai can thiét d€ dua thong di€p quang cdo dén
nguodi titu ding ciing 14 yéu td quyét dinh dén ngan sach quang céo.

« Kha ndng thay thé cta san phdm: Néu san phdm c6 nhi€u loai thay thé thi
ngan sach quang céo doi hdi cao hon nham tao nén hinh anh khéc biét.

3.3. QUYET PINH VE THONG PIEP QUANG CAO

Pa c6 muc tiéu va ngan sach, ti€p theo can phdi c6 mOt chi€n lugc sang tao. MUc
d0 sang tao cla cac thong di€p quang cdo 1a mOt yéu t6 cuc ky quan trong quyét dinh
su' thanh céng cla mOt chién dich quang cdo. Cac thong di€p khac nhau thi c6 mUc do
sang tao khac nhau va khong nhat thi€t phai tuong xUng v6i sO tién b ra. MOt chién
dich qudng céo c6 thé dudgc chi it ti€n hon nhung dem lai hiéu qua caohon do tac dung
cUa y€u t0 sang tao trong thong di€p quang céo. Ngu0i l1am quang cdo phai trdi qua ba
budc: Thi€t k€ thong diép, tuy€n chon va danh gia thong di€p, va thuc hién thong diép.

Thong di€p qudng céo c6 tinh sdng tao con quan trong hon cd ngan sach quang
cdo. Thuc t€ cho thdy, nhi€u qudng céo rat cé6 an tugng, nhung chi phi b ra lai thap
hon cac qudng céo khac it 4n tugng hon. Cham ngdn cUa qudng céo 1a : ““Chlmg nao
quang cdo con chua hdp dan thi van chua bdn dugc hang !”°.

PE xay dung chién lugc quang cdo sang tao, ngUdi lam quang cdo phai trdi qua 3
budc : hinh thanh théng diép, ddnh gid va lua chon théng di€p, thuc hién théng diép.

3.3.1. Hinh thanh thdng di€p

Theo nguyén tac, thong diép cla san phdm can dugc quyét dinh nhu mot bd
phén cla qua trinh phét trién khai niém sdn pham. N6 bi€u hién 1gi ich chl yéu ma
nhan hiéu d6 dem lai. Va sau mOt thdi gian thong di€p c6 th€ phai thay d6i nhung sén
ph@m c6 th€ khong thay dGi, nhat 1a khi ngudi tieu dung dang tim ki€m nhiing 10i ich
khac cUa sdn phdm hay khi ho hodc doanh nghiép phat hién ra nhiing céng dung mdi
cUa san pham do.

Nhiing ngudi thi€t k€ qudng cdo ding nhi€u cach d€ tao cac y tudng hap dan
dién td dugc muc dich quang céo. D& tao stic hap dan cho théng diép, ngudi bién soan
théng diép thuOng di tim ngubn cdm hilng sang tao tU nhing culc néi chuyén véi
khéach hang, cac dai ly, cac chuyén gia va dOi thU canh tranh sau d6 quy nap 1én y tudng.
Ngu0i tiéu dung ciing 14 mOt ngudn chl y€u cung cap nhiimg y tudng hay. Nhiing cAm
nhan cla ho vé nhiing uu viét va han ché€ cla nhan hiéu hién c6 sé 1a nhiing goi y
quan trong dé€ hoach dinh chi€n Iugc sang tao. MOt s6 khac thi lam theo ki€u suy dién
dé€ tao nhirng ndi dung can truyén dat trong cac thong diép quang cao.

MOt van dé dat ra 1a ngu0i sang tao quang céo can dua ra bao nhiéu phuong an
dé tai quang céo truGc khi 1ua chon ? Cang nhiéu phuong 4n qudng cdo dugc thiét ké
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ddc 14p thi xac sudt tim dugc mOt quang céo hay va hiéu qua cang 16n, tuy nhién, diéu
ndy ciing doi hdi chi phi thdi gian, sUc luc va tién bac nhiéu hon. MOt chuyén gia truyén
thong khuyen cac cong ty nén thué nhiéu cong ty quang cdo canh tranh nhau d€ sang tac

cadc mau quang céo roi tuy€n chon trong s6 d6 mau quang cdo hay nhat.

3.3.2. Panh gia va lua chon thong diép

Ngudi lam quang cdo can déanh gia cdc phuong an thong diép khac nhau. Mot
qudng céo hay thuOng tap trung vao mOt van dé c6t 16i cla viéc ban hang. MOt chuyén
gia da d€ nghi rang, cac ndi dung thong diép c6 th€ dugc danh gia dua trén tinh phtt hop
v&i mong mudn, tinh dOc ddo va tinh trung thuc. NOi dung truyén dat cla quang cio
trudc hét phai néi diéu gi d6 dang dugc mong uGc hay quan tim vé mot sdn pham. N6
con phai cho cdng chiing bi€t diéu gi d6 dbc déo, dac biét, khong th€ ding cho cac nhin
hiéu khac dugc. Cubi cung, ndi dung truyén dat phdi trung thuc hay c6 bang chiing xdc
thuc. Lam cho mOt qudng céo thuyét phuc dugc ngudi mua vé tinh trung thuc cla
nh{mg di€u ma né truyén tai 1a khong don gidn. C6 nhiéu ngudi mua hoai nghi vé tinh
trung thuc cla quang cdo néi chung.

Ngucn quan tri quang cdo cling can th( nghiém trudc cac phuong an qudng cao dé
chon ra mau ndo c6 tic dung dén hanh vi khach hang manh nhat. Tai Bang Washlngton
MY, d€ van dbng cong ching &n tio, ngUdi ta néu ra 2 kiéu 10i ich cho ngudi an téo:
coéng dung khdc nhau cta tdo va nhitng phdm chat b0 dudng cda tdo. Nguoi ta ti€n
hanh thi nghiém tai 72 c(fa hang thuc pham tu phuc vu & 6 thanh ph6 thuOc Bang
Washington trong 6 tuan. K&t qud cho thdy dé tai “‘céng dung khdc nhau cta tdo’’ vugt
xa dé tai “‘phdm chét bd dubng cta tdo’’ trong kich thich tiéu thu.

3.3.3. Thuc hién théng diép

Hiéu qua cla thong diép khong chi tily thulc vao di€u né néi cdi gi (ndi dung
truyén dat), ma con G cach néi ra sao nlta, tlc 1a cach truyén dat thong di€p. MOt sO
quang céo nham vao yéu td ly tri, con sO khac thi nham vao yéu t6 tinh cdm. Piéu nay
con tiy thudc vao dac di€m cla doi tugng nhan thong di€p, vi ho rat khac nhau vé tinh
cach, 10i sOng, cac chudn muc vé gia tri vin héa,... Cac quang cdo & MY thuOng gidi
thiéu tinh chat hay I0i ich nGi bat d€ hap dan nhiing ngudi nang v€ Iy tri: “Nhanh
chéng 1am dUt con dau”, “Lam cho quan 4o sach hon”... Con nhiing quang cdo & Nhat
c6 tinh chat gian ti€p hon va nham gdi 1én nhiing suy nghi vé tinh cdm.

Viéc 1ua chon tiéu dé, ndi dung, v.v... c6 th€ 1am cho quang cdo c6 nhiing tac
dung khéc nhau. Vi du, Lalita Manrai d dua ra hai mau quang céo cho cting mét kiéu
xe. Mau quang cao th( nhat mang tiéu dé “Mot ki€u xe mGi”, mau th( hai vdi tieu dé
“Ki€u xe danh cho ban chang ?”. Tiéu dé th( hai da s& dung mot chién lugc quang céo
goi 1a chi€én lugc gan nhan, nghia la ngudi tiéu dung dugc gan nhan 1a mot kiéu ngudi
quan tam dén mau san pham d6. Hai qudng céo nay khac nhau & cho 1a quang cdo th(r
nhat md ta cac tinh chdt cla xe, con quang cao th(r hai thi quang cao ich 10i cla xe. Qua
thUr nghiém, quang cdo th(f hai hon han quang cdo th( nhat vé &n tudng chung d6i vai
san pham, m{c dd quan tdm cUa cong ching d6i v&i viéc mua sdn phdm, va kha ning
gidi thiéu cho ban be.
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Viéc thuc hién théng diép c6 th€ mang tinh quyét dinh d6i vGi cac sdn pham
tuong tu nhau nhu bot gidt, dau gbi dau, s(fa, ca phé, rugu va bia. Ruou Vodka nhap
kh&u vao MY nhan hiéu Absolut cla Thuy Dién da chi€m 65% thi truGng MY. MUc tiéu
thu cla Absolut ciing rat cao trén toan cau. Bi quyét cUa né 1a chién lugc chon khéach
hang muc tiéu, bao bi va quang céo. VO chai da tr& thanh mOt hinh tugng thiéng liéng c6
hinh dang hét sl,rc dOc déo (xem qua Google). Absolut nham vao nhitng ngudi ubng rugu
sanh s0i, c6 tri€én vong thing ti€n, c6 uy tin.

Ngudi 1am quang cdo phdi thé hién thanh cong mot théng diép bang cach nao d6
d€ chiém dugc su chd ¥ va quan tdm cUa thi truOng muc tiéu. Khi chudn bi mot chién
dich qudng cdo, nhiing ngudi quang cdo thudng phai chudn bi mOt dé cuong trinh bay
1d muc tiéu, ndi dung, ludn clr va vin phong clla quang cdo mong mudn.

Vi du : Bé cuong quang c4o banh 1869 Brand Biscuits:

Muc tiéu cUa quang cao 1a thuy€t phuc khach hang rang bay gi® ho c6 thé mua
mOt hOp banh biscuit ngon nhu tu 1dm & nha. NOi dung quang cdo nhdn manh cic dac
di€m sau cUa sdn pham : tréng giéng nhur bdnh biscuit nha lam, c6 van hoa nhu bdnh
biscuit nha lam, no c6 huong vi nhu' biscuit nha lam. Luan c& ddm bdo ha hen ““ngon
nhu tu lam & nha’’ c6 2 phan: né dugc lam bang loai bot dac b1et terOng hang van
thudng 1am banh biscuit & nha; va st dung cong thlrc pha ché truyén thOng clla My. Vin
phong trinh bay nhe nhang goi 1én cdm xtic d@m am.

Bat ky mOt thong diép quang céo nao ciing c6 thé trinh by theo nhi€u phong cach
th€ hién khéc nhau, chang han nhu :

- MOt cdnh sinh hoat. Trinh bay canh mOt hay nhi€u ngu0i dang sU dung sdn
pham trong mOt bOi cdnh quen thubc. Vi du, mOt gia dinh ngdi quanh ban &n v6i vé mat
hai 1ong vé nhan hi€u biscuit m&i, hay véi mOt loai bot ném mdi.

- L6i s6ng. Nhdn manh su hai hoa cQa sdn pham vi mot 10i sOng nao d6. Vi du,
qudng cdo ruQu whisky Scotch vé canh mét ngudi dan 6ng trung nién, thanh lich dang
cam trén tay cOc rugu whisky Scotch, tay kia 14i chi€c thuy€én budm cUla minh.

- Tri tudng tuong. Tao mOt su mai 1a ly ky chung quanh sdn phdm hay viéc s
dung no.

- Tdm trang hodc hinh dnh. Ki€u nay xay dung moOt tAm trang hay hinh dnh khoi
gdi quanh mOt san phdm, chang han nhu céi dep, tinh yéu, hay su thanh than. Khong
néi ra di€u gi vé sdn phdm ca ma chi c6 sU goi y d€ ngudi xem tU cAm nhan.

- Am nhac. St dung nhac nén va hinh dnh m0t hay nhi€u ngudi, hodc nhan vat
trong phim hoat hinh hat m&t bai hat n6i vé san pham. Nhiéu quang céo cUa Coca Cola
da s’ dung hinh thUc nay.

- Bi€u tu'ong nhan cdch. Tao mOt nhan vat 1am bi€u tugng cho sdn phdm, c6 muc
dich d€ nhiing ngudi thich bi€u tugng nhan cach dé sé tiéu dung sdn pham. Vi du chang
Cowboy Marlboro, chii méo Morris.

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 60



Bai gidng Truy@n théng marketing
__________________________________________________________________________________________________________________________________________|
- Chuyén mén ky/ thudt. M6 ta trinh d6 chuyén nghi€p cUa doanh nghi€p hodc kinh
nghiém trong vi€c 1am ra sdn pham.

- Bang chlng khoa hoc. Trinh bay két qua khdo st hay bang chiing khoa hoc cho
thdy san phdm dugc ua chudng hay xuat sac hon cac san pham khéc ciing loai. Vi du
thudc danh rang Crest c6 bang chlUng khoa hoc vé kha nidng chOng sau ring.

- Bang chlng thtt nghiém. D&n mOt nguOn théng tin dang tin cdy, c6 chuyén mon,
hodc dugc yéu thich x4c nhan san pham.

Nhiitng ngudi lam qudng cdo thudng st dung cac nhan vat ndi tiéng d€ tan
thudng san pham. Tuy nhién, viéc chon ding nhan vat nGi tiéng c6 vai trd rat quan
trong. Nhan vat n0i ti€ng dé phai dugc nhiéu ngudi céng nhdn, cé dnh hudng tich cuc,
va phai phu hop vGi sén phdm. Ho ciing khong dugc dinh dén cac chuyén bé boi, va
khong quang céo cho qua nhi€u sdn pham khéc.

Vi du, cac van dOng vién dién kinh duoc s dung d€ quang céo cho nudc gidi
khat, gidy quan 4o, thuOc ting luc...Michael Jordan ki€m dugc ching 4 triéu USD mOt
ndm nhO quang céo cho Nike, Coca — Cola, cic san phdm cla Johnson va McDonald’s.
Nho Jordan dai dién, Nike di ban dugc 220 triéu USD gidy va quan 4o choi béng 1o
“Air Jordan” trong nam dau tién.

(Michael Jeffrey Jordan la m{t cau thu béng ré nha nghé ndi tiéng thé gidi cla
My da gidi nghé. Anh dugc xem nhu mdt trong nhiing cdu thu béng ré vi dai nhat moi
thOi dai, mOt trong nhiing dn tuong 16n nhét trong cOng dOng thé€ thao J thoi dai cla
minh va la ngu0i dd dem lai su’ phd bién réng khap mén béng rd...)

Vin phong cla quang cdo phdi thich hgp v&i sdn phdm can quang cdo, cong
chiing muc tiéu va phong cach cUa doanh nghiép. Vi du, Proter & Gamble ludn gilt mOt
van phong nghiém tic, mu6n néi 1én di€u gi d6 mot cach nghiém chinh vé san pham cla
minh nham tap trung su chid y vao ndi dung thong diép. Ngudc lai, cac quang céo cUa
hang Volkswagen cho ki€u xe Beetle n0i ti€éng cUa minh thuOng sU dung van phong hai
hudc va di dom.

Ngudi thi€t k€ quang cdo can tim dugc nhiing 10i 1€ dé nhd va thu hiit dugc su
chi y. Vi du nhu' cht dé “7-Up khong phai la Cola” c6 th€ dién dat sang tao thanh
“Khéng Cola” (The Un- Cola), ch(l dé ”Mua hang qua nién gidm dién thoai” c6 th€ dién
dat thanh “Hay dé cho nhiing ngén tay clia ban dao choi”, hay ch(i dé “Loai bia Shaefer
ubng rat ngon” dién dat la “MOt loai bia ma khi ban di uéng mot lon, 1ai mudn ubng
thém n(ra”.

Khi dat tiéu dé cho qudng céo ciing can c6 sy sang tao. Cac nha quang cdo da dua
ra sdu ki€u tiéu dé co ban 1a: tin tUc, cdu hoi, tuong thudt, ménh 1énh, hudng dan va
gidi thich.

Vi du:

Tiéu dé cau hdi: Lam gi d€ ban yén tdm khi vé gia?

Tiéu dé ménh 1énh: Mua ngay kéo hét!
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Phan mém diét vi it Kaspersky chi bang mOt théng diép don gidn ho da dénh
ding vao di€u khach hang muc tiéu quan tdm va e ngai: Ban muén mat 61.000 file dir
liéu mot phiit hay 16.000 VND/thdng cho phdn mém anti —virus? HOi nhu thé vlra kich
dOng ndi lo ngai cla ngudi tiéu ding vé viéc tinh an toan cUa d{r liéu, vUa chi cho ho
thdy Kaspersky 1a mOt mén hoi nén dau tu.

Yé&u t6 hinh th(tc nhu kich ¢, mau sac, hinh minh hoa ciing dnh hudng dén mUc
d6 tac dung va chi phi clla quang céo. Kich thudc quang cdo cang 16n thi cang dé thu huit
su chii y hon, mac du khong nhat thiét ting chi phi quang céo 1én mot cach ty 1&. Minh
hoa bén mau thay vi hai mau trang den sé lam ting hiéu qud va chi phi cla quang céo.

Bang cach b tri n6i bat tudng dbi cac yéu td khac nhau cla quang céo c6 thé
dat dugc hiéu qua t6i uu. Theo cac nha nghién c(tu quang céo trén bdo chi thi tam quan
trong cla cac yéu t6 dudc sap x€p theo trinh tu 1a: hinh anh, tiéu dé, bai viét. Nguoi
doc nhin thay hinh dnh trudc tién nén né phdi dU manh d€ thu hit su chd y. Sau d6 tiéu
dé phdi hdp dan dé thic ddy ngudi d6 doc bai viét. Va cubi cling ndi dung bai viét
phdi thd vi d€ ngudi ta doc hét bai viét do.

O MY theo théng ké, mOt quang cdo thuc su ndi bat ciing chi ¢6 khodng 50%
cong chiing ti€p xic 1uu y dén, 30% sO ngudi ti€p xic c6 thé ghi nhd nhing di€m chinh
cUa tiéu dé va 25% c6 th€ nhd tén ngudi quang céo va chua dén 10% doc gan hét bai
viét. Nhitng qudng cdo c6 sO di€ém trén trung binh vé mUc dd ghi nhG va cong nhan
thudng c6 nhimg dac di€m: d6i méi (san phdm mdi hay cOng dUHg m&i), c6 “cot
chuyen” minh hoa trudc va sau trinh dién, cach gidi quyet van dé, va c6 nhling nhan
vat trd thanh bi€u tugng cla nhan hiéu dé (nhiing nhan vat trong phim hoat hinh, truyén
thuy€t, cG tich, ngudi thuc, k€ cd nhitng ngudi ndi tiéng).

MOt di€u nita 12 cdc qudng céo “‘sang tao” cUa nhiing ngudi 1am quang céo va
cac hang quang céo phdi phit hop vdi cac chuan muc dao ddc xa hoi va luat phap. D6
la:

« Trdnh qudng cdo gian d6i hay nh&p nhang

« Trdnh quang cdo gdy nhdm lan

« Trdnh I6i quéng cdo ki€u nhtt moi

« Trdnh quang cdo néi xau truc tiép cdc d6i thu canh tranh

« Trdnh quang cdo nhling diéu vi pham thudn phong my tuc dan toc.

Nhing quang cdo c6 sO di€m trén trung binh vé mUc d ghi nh& va cong nhan
thuGng c6 nhiig ddc di€ém: d6i mdi (san pham mdi hay cong dung mGi), c6 “cOt
chuyén”, minh hoa trudc va sau, trinh dién, cach gidi quyét van dé, va c6 nhlingnhan
vat trd thanh bi€u tugng cla nhin hiéu d6 (nh{ing nhan vat trong phim hoat hinh, truyén
thuyét, c0 tich, ngu0i thuc, k€ ca nhiing ngu0i noi tiéng). MOt diéu nlfa 1a cic quang
cdo ‘‘sang tao” cUa nhing ngudi 1am quang cdo va cac hang quang cdo phai phu hgp véi
cac chudn muc dao dUc xa hoi va luat phép.

3.4. QUYET PINH VE PHUONG TIEN QUANG CAO
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Cong viéc ti€p theo cla ngudi lam quang cdo 1a lua chon phuong tién quang
c4o. Qua trinh ndy gdbm cac budc: quyét dinh vé pham vi, tan sudt va cuong dd tdc
dOng; 1ua chon nhiing phuong tién truyén théng chl yéu; quyét dinh lich trinh sUf dung
phuong tién truyén thong; va phdn bé phuong tién truyén thong theo dia ly.

3.4.1. Quyét dinh vé pham vi, tan suat va cuong do tac dong

Van dé lya chon perdng tién truyen thong la tim klel‘l‘l nhu’ng phuong t1en
truyen théng c6 hiéu qud vé chi phi cao nhat dé€ dam bdo s6 lan tiép xiic mong muén
vOi cong ching muc tiéu. D& chon phuong tién truyen thong, ngudi quang cdo can biét
rd minh mudn qudng cdo v&i pham vi ndo, tan sudt 1ap lai 1a bao nhiéu, va cudng do tac
dOng dén mUc ndo d€ dat dugc nhitng muc tiéu quang céo.

- Pham vi quang cdo (R) bi€u thi sO ngudi hay ho gia dinh ti€p xtc dugc véi
muc quang céo cu th€ trén phuong tién truyén thong it nhat moOt 1an trong mOt khodng
thdi gian nhat dinh. Ngu0i quang cdo phai dinh rd chi€n dich quang cdo clla minh sé&
dén duogc vdi bao nhiéu ngu‘fﬂ trong thi trOng muc tiéu trong moét thoi han nao dé. Vi
du, doanh nghi€p mubn quang cdo dén dugc vdi 70% khach trong thi truOng muc tiéu
trong vong nam dau tién.

- Tan sudt quang céo (F) 1a sO6 1an ma mOt ngudi hay hd gia dinh ti€p xic v6i
thong diép quang céo trong mOt khodng thdi gian nhat dinh. Ngudi qudng céo ciing
phdi dinh rd xem mOt ngudi hay hd gia dinh trong thi trGng muc tiéu, trong thGi han
nao dé, sé nhan dugc qudng cdo mdy lan. Can phan biét so 1an ti€p xtic véi quang céo
cUa ngudi tiéu dung va sO 1an xudt hién cla quang céo trén cic phuong tién truyén
thong.

- Cu‘bng d6 tic dong (I) la gia trj dinh lugng cla mOt lan ti€p xic qua mOt
phuong tién truyen thong nhat dinh. NgUGl quang cdo cung phai quyét dinh mlc do
tac ddng ma quang cdo phdi c6 dugc moi khi dén dugc vGi khach hang muc tiéu. Quang
cdo trén truy€n hinh thuong c6 tic ddng manh hon qua truyén thanh, vi truy€n hinh vUa
c6 am thanh vUa ¢4 hinh anh.

MO0i quan hé gilta pham vi, tan sudt va cudng db tic dOng dugdc sU dung trong
céc chi tiéu sau:

- T6ng s0 1an ti€p xtc (E) 1a tich s6 cla pham vi va tan sudt trung binh, tlc1a E
=R x F. Vi du, néu lich s{* dung phuong tién bao quat dugc 80% sO khach hang muc
tiéu v4i tan sudt ti€p xtc trung binh 1a 3, thi tOng sO di€ém déanh gia 1a 240 (= 80 x 3).
Nhung ta chua th€ néi trong s6 dé dudc phan chia nhu th€ nao cho yé€u td pham vi va
y€u t0 tan sudt.

- SO 1an tiép xtc c6 trong sO (WE) 1a tich sO clla pham vi v&i tan sudt trung binh
va cudng db tac dOng trung binh, tUc ]JAWE =R x F x L.

VGi mOt ngan sach nhat dinh, ngudi 1am quang céo phai biét khéo 1éo két hgp
pham vi, tan sudt va cuOng do6 tac ddng d€ viéc st dung cic phuong tién quang céo
dat hiéu quad cao nhat. Pham vi 1a quan trong hon khi tung ra nhiing sdn pham mdi,
nhitng nhan hiéu phong v& bén sudn, nhitng nhan hiéu néi tiéng, nhiing nhan hiéu mua
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thuOng xuyén, hay khi theo du6i mot thi truGng muc tiéu méi. Tan sudt quan trong hon
khi c6 nhiing d6i thU canh tranh, su' phan d6i manh cla ngudi tiéu ding, hay mua theo

chu ky.

3.4.2. Lua chon phuong ti€n quang cao

Ngudi lua chon phuong tién quang cdo phai bi€t kha ning cla cic loai phuong
tién truyén thong c6 thé dat dén pham vi, tan sudt va cudng d6 tdc dOng nao. Nhiing
loai phuong tién chinh, theo cudng d6 quang cdo dugc x€p theo th(r tu 14 béo chi,
truy€n hinh, thu truc ti€p, truyén thanh, tap chi va qung cdo ngoai troi. M6i phucng
tién c6 mOt sO Uu thé va han ché (Bang 3.3.)

Phuong tién Uu thé Han ché
truy€n thong
Bao chi Linh hoat, kip thsi, bao quat | Thoi gian tOn tai ngan, chat luong

dugc thi truOng, nhi€u nguoi | tai hién kém, it ngudi doc.
chap nhan, d0 tin cay cao.

Truy@n hinh Ké&t hgp hinh dnh, am thanh va | Gid cao, nhi€u nguoi qudng cio,
cUr ddng khoi ddy cam xdc, thu | cong ching it dugc tuyén chon.
hiut manh sU chad y.

Gui thu truc tiép Cong chiing c6 lua chon, truc | Gid tuong dbi cao, khé tao hinh
ti€p, khong c6 canh tranh trén | dnh su dam.

cling phuong tién.
Truyén thanh bai ching, dia ban va cong SL'[C thu hit kém hon truyén hinh,,
chung chon 10c, gia ré. tiép xuc thoang qua, khong c6 bd
cuc chudn.
Tap chi Dja ban va coéng ching chon | Thoi gian tU khi ddt dén khi ding

loc, tin cdy va uy tin, chat | quang cdo lau, khong ddm bdo vi
lugng tai hién tot, ton tai lau, | tri tOt.
nhiéu nguoi doc.

Quang cao ngoai | Linh hoat, tan sudt 1ap lai cao, | Cong ching khéng chon 19c, han
troi gia ré, it canh tranh. ché tinh séng tao.

Bang 3.3. Uu nhugc di€m cla cac phuong tién truyén thong

Ngoai dac di€m cUa céc loai phudng tién truy€n thong, ngl.rdl lua chon phuong
tién truy€n théng can luu y dén mot sO y€u td quan trong khac nlta. 6 1a:

- Théi quen sUf dung phuong tién truyén thong cUa cbéng chiing muc tiéu. Vi du,
chuong trinh VOV giao théng la phuong tién deé ti€p can nhiing ngusi c6 6 to con.
Internet d€ ti€p can cong chic, sinh vién.
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- Sdn phdm. Chéng han, trang phUc phu n{f, tem choi... trinh bay dep nhat 1a trén
cac tap chi thoi trang. MOi phUGng tién truyén thong c6 tiém ndng khac nhau trong viéc
trinh dién, tao hinh anh, gidi thich, d@m bdo chinh xac va mau sac.

- Théng diép. MOt thong diép vé mot dot ban hang vao ngdy mai tat can dén
truyén thanh hay nhat bdo. MOt thong diép quang cdo chla dung nhiéu d{r kién kY
thuat can phai c6 nhling tap chi chuyén moén hodc ding thu truc tiép.

- Chi phi. Quang céo trén truyén hinh rat dat, nhung bang bao chi thi ré hon.
Diéu phai tinh 1a chi phi cho m0t ngan 1an ti€p xiic, ch(t khong phai tOng chi phi.

Trong thOi gian dai, truy€n hinh dugc xem 1a phuong tién quang céo sO 1, cac
phuong tién khic bi xem nhe. Tuy nhién, sau d6 ¢ cac nghién clu cho thay hiéu qua
quang céo cUa truyén hinh bi gidm stt vi cac 1y do sau :

« Ngdy cang c6 nhi€u quang céo trén truy€n hinh 1am cho céng chiing it chi ¥
hon (cuOng do tac dOng yéu hon)

« Ngady cang c6 nhi€u quang céo trén truyén hinh chdp nhoang, s& ngudi xem
quang cdo trén truyén hinh cang it di

« Gia quang cdo trén truyén hinh ngdy cang ting so vGi cdc phuong tién quang
cao khac

« MOt sO cong ty thay rang két hop quang cao trén bdo chi va trén truy€n hinh
cho hiéu qua tot hon so vdi viéc chi st dung quang céo trén truyén hinh.

« Ngay cang xudt hién thém cic phuong ti€n truyén théng mai:

Quang cdo qua Internet

Qudng cdo qua video trén xe di ddng

Qudng céo thulc tai cac phong chd kham bénh

Qudng c4o may tinh, cdc khoa hoc tai nha dn cac truOng hoc

Qudng céo trén héa don thanh toan gUi cac ho gia dinh

YV V.V V V VY

Quang cdo trén phong bi thu
> Quang céo tai cac phong chO G nha ga xe 1Ura, xe 6 t6 duOng dai, san bay...
Do vay, nhiing ngu0i 1am qudng cdo phdi thuéng xuyén xem xét 1ai cadc phuong
tién truyén théng khac nhau dé€ dam bdo thué mua chiing c¢6 hi€u qud nhat.

Vi c6 nhi€u loai phuong tién truyén théng cé dac di€m ciing nhu mUc dd dnh
hudng va chi phi khac nhau, nén ngudi 1ap ké hoach st dung phuong tién phdi lua
chon dung phuong tién cu th€ nao va quyét dinh phan b6 ngan sach cho mdi loai
phuong tién d6 bao nhiéu. Cin c(r d€ 1am viéc ndy 1a két qud udc tinh qui mé va thanh
phan céng chiing, ciing nhu chi phi s& dung moi loai phuong tién truyén thong.

3.4.3. Quy@t dinh lich trinh stt dung phuong ti€n truyén théng
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Phan 16n cac doanh nghiép quyét dinh lich trinh quang céo (thdi gian va tan sudt
quang c4o) trén cac phuong tién truyén thong theo thdi vu hay theo chu ky kinh doanh,
ch( khong rdi déu trong nam. Ti€p theo doanh nghi€p can phdi quyét dinh nén quang
cdo truGc hay ding vao th0i vu ban hang; quéng cdo phdi manh hon, tuong Ung hay yéu
hon doanh s6 clia mOi thoi vu dé ?. Ngu‘dl quang cdo con phai lua chon nén quang cao
lién tuc, déu ddn trong mOt thdi gian nhat dinh, hay quang cdo ngdt quang, don dap

trong mOt thdi han ngan cUa khodng thoi gian do.

Lich trinh quang céo c6 hiéu qud phu thudc vao cdc muc tiéu truyén thong, dac
diém cUa san pham, khach hang muc tiéu, kénh phan phoi va nhiing yéu t0 marketing
khac.

Khi tung mOt sdn pham mdi ra thi truOng, ngUdi quang céo phai 1ua chon gilra
céc loai quang céo lién tuc, quang céo tap trung, quang céo UGt qua va quang cdo tlng
dot.

Quang cdo lién tuc 1a ddm bdo lich trinh quéng céo déu dan trong sudt thdi gian
nhat dinh. Chi phi cho ki€u quang céo ndy thudng cao va khong nén ap dung cho nh{ing
san pham mua sam theo thoi vu, ma chi 4p dung trong truGng hgp can ma réng thi
trudng va nh{ing sdn phdm mua thudng xuyén.

Qudng cdo tap trung doi hdi phdi chi toan bd kinh phi quang céo trong mot thdi ky,
va chi pht hgp vdi nhitng sdn phdm mua theo thGi vu.

Qudng cdo U6t qua 1a ki€u quang céo chi phat trong mOt thdi gian nao doé, ti€p dén
14 ngUng quang céo, va lai tiép tuc vao thoi gian ti€p theo. Ki€u nay dugc st dung trong
truOng hgp kinh phi quang cdo c6 han.

Qudng cdo tlmg dot 1a ki€u qudng céo lién tuc véi cudng d6 thdp nhung duogc
clng cO bang nhitng dot c6 cudng dd cao. Quang cdo tlng dot khai thic dugc diém
manh cla quang cdo lién tUc va quang céo 1udt qua dé tao ra mOt sy dung hoa trong lich
trinh quang céo. Nhu‘ng ngudi Ung hO quang cao tlmng dot cho rang cong chiing sé hiéu
duoc théng diép thau ddo hon ma van tiét kiém dugc chi phi.

3.4.4. Quyét dinh vé pham vi dia Iy clia qudng cao

Doanh nghiép phai quyét dinh phan b6 ngan sach quang cdo theo khéng gian va thoi
gian. Doanh nghiép c6 thé quyet dinh qudng céo toan qudc khi né ding quang cao trén
mang truy€n hinh toan quOc hay trong cac tap chi va bao chi phat hanh toan qudc. Doanh
nghi€p ciing c6 th€ quang céo trong pham vi mét vai dia phuong khi n6 ding tai cac
chuong trinh qudng céo trén kénh truy€n hinh hay tap chi va béo chi cla dia phuong doé.

Vi du : Céng ty Pizza Hut yéu cau cic dai ly dac quyén trd 4% phi quang céo.
Cong ty chi 2% ngan sach cUa minh cho cac phuong tién truyén thdng toan qubc va 2%
cho cac phuong tién truyén thong khu vuc va dia phuong. Do mOt sO khu vuc cong ty
chua xam nhap, nén mOt phan quang céo toan qudc vo ich. Céc dai ly dac quyén tai cac
khu vuc cé thi phan cao mudn chi nhiéu hon cho quang céo tai d6. Nhung néu cong ty
chi nhiéu hon cho cac khu vuc, thi chi con dU tién d€ bao quat % lanh thd qulc gia. D&
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quang cdo tai cic khu vuc phit hop v6i tinh hinh khu vuc, can chi tién dé thiét ké
chuong trinh quang cdo riéng cho moi khu vuc.

3.5. PANH GIA HIEU QUA CUA QUANG CAO

V& nguyén tac, doanh nghiép ludn luén mudn biét hiéu qua cla dbng tién bo ra
cho céc hoat déng néi chung, va quang céo. Cac nha nghién ctiu dung nhiéu ky thudt dé
do ll,rdng hi€u qua truyen thong va doanh s0 do tac dOHg cUa quang cdo. Panh gia hiéu
qua cla quang cdo bang khao sét, nghién cUu thi truOng sau chién dich quang cdo giup
cho cong ty biét dugc mUc d0 ti€p nhan qudng céo, nhimg hi€u biét, an tuong qua
thong di€p va nhitng thay d0i vé hanh vi dudi tac dOng cla quang céo.

3.5.1. Nghién cttu hi€u qua truyén théng

Nghién c(u hiéu qud truyén théng nham tim cich x4c dinh mOt quang cio cé
truyén dat hiéu qud hay khong. Phuong phap goi 1a trac nghiém vin ban quang céo
dugc thuc hién trudc va sau khi dua vin ban d6 vao phuong tién truyén thong thuc su.
C6 ba phuong phap chinh d€ trac nghiém trudc:

1) Panh gia truc ti€p

Theo phuong phap ndy, ngudi tieu ding dugc dé nghi danh giad cac phuong an
quang cdo khac nhau. Cac két qud danh gia ndy dugc s dung d€ danh gid mUc do chi
y, doc hét, nhan thirc, tic dOng va dan dén hanh dOng cla quang céo. Mac du cach
lugng dinh nay vé tac dung thuc t€ cla quang céo it tin cdy hon nhiing bang ching cu
th&, nhung s6 di€m dénh gia cao hon van cho biét mOt quang cdo c6 khd ning dat hiéu
qua cao hon.

2) Tht nghi€m d€ so sanh hiéu qua cla cac quang cao

Phuong phép ndy yéu cau nguoi tiéu ding xem hay nghe mot loat cac quang céo
trong mOt thOi gian can thiét, sau d6 d€ nghi ho nhé lai cac qudng céo dé va nOi dung
cUa chiing. MUc d0 ghi nhd cla ho cho thay kha nang mOt quang cao dugc d€ y dén va
thong di€p c6 dé hiéu va dé nhd hay khong.

3) Thi nghi€m trong phong thi nghiém

MOt sO nha nghién cltu da ding céc thi€t bi d€ ghi nhan phan Ung tdm sinh 1y cUa
ngudi tiéu dung doi v4i quang céo: nhip tim, huyét &p, su dan nd dong tU, hién tuong
d6 moO héi... ThUr nghiém nay do luOng dugc kha ning thu hiit cla qung cdo ch( khong
do dugc ni€m tin, thai d va du dinh cla khach hang.

Ngoai ra, c6 cac phuong phap th(f nghiém truéc quang cao khac. b6 1a:

> ThUr nghiém trudc quang céo trén béo chi, tap chi. Quang céo can th(f nghiém
dugc dang tdi trén bdo chi, tap chi rOi phat hanh dén ngudi tiéu ding. Sau do
sé phOng van ngu0i doc dé xac dinh hiéu qua cUa quang céo

> ThUr nghi€m qudng c4o qua phét thanh va truyén hinh. C6 4 phuong phép sau :
thU nghiém tai nha; th& nghiém trén xe mooc dat tai cac Trung tdm thuong
mai; th( nghiém tai rap xi€c; th’ nghi€m trong khong trung.
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3.5.2. Nghién cUtu hiéu qua doanh s6

Nghién c(u hi€u qua truyén théng clla qudng cdo cho phép ngu0i qudng cdo nhan
ra hiéu qua truy€n théng cla quang cdo, nhung chua phan dnh dugc gi vé tac dOng cla
né doi vGi doanh s0. MOt quang céo di l1am ting sO ngudi bi€t dén sdn pham 1én 20%
va ting sO thich d0i v&i nhan hiéu 1én 30% thi da kéo doanh sO 1én dugc bao nhiéu ?

Hi€u qua cUa quang céo vé doanh s tthdng kho do lu‘dng hon hiéu qua truyen
thong Doanh s6 chiu dnh huong cUa nhiéu yeu tO ngoai quang céo, nhu ddc diém sdn
phdm, gid cd, mlc dd san cé cla san phdm, anh huong cla cdc san phdm canh
tranh,... Nhitng yé€u t6 nay cang it va dé ki€ém soat thi viéc do lutng hiéu qua cUa
quang cdo vé doanh s6 cang dé dang. Tac dOng vé doanh sO dé do 1uOng nhat 1a khi ban
theo thur dat hang va khé do luGng nhat khi qudng cdo cho nhan hi€u hodc kém theo y do
xdy dung hinh dnh doanh nghiép.

Cac cong ty déu quan tam dén viéc tim hi€u xem minh chi qud mUc hay hay chi
chua dd mUc cho quang cdo. Mudn vay, ngudi ta s&f dung md hinh sau day :

Phan chi phi Phan ti€ng néi Phan tam tri Thi phan
va trai tim

3.4. M6 hinh tinh todn hiéu qua cla quang cdo

M5 hinh ndy c6 nghia 1a phan chi phi quang céo cla cong ty tao ra phan tiéng néi dé
tranh thU dugc phan tdm tri va trdi tim cUa cong chiing, va cudi cung 1a chiém dugc thi
phan.

MOt nha nghién c(tu (Peckham) da tim hi€u m&i quan hé gilta phan ti€ng néi va thi
phan clla mO s6 san pham tiéu ding trong mOt sO ndm. Ong da phat hién thay ty 1& 1,0
— 1,0 d6i v6i nhiing san pham da 6n dinh va ty 1€ 1,5 — 2,0 d6i v&i cac sdn pham mai.

Vi du : C6 3 cong ty dang ban cliing mOt loai sdn phdm gan gidng nhau véi cling
mOt gi4 trén mOt thi truGng. Cong ty A da chi 2.000.000 USD trén téng sO chi phi quang
cdo cUa nganh 1a 3.500.000 USD. Do vay, phan tiéng néi cla A 1a 57,1% (=
(2.000.000/3.500.000)x 100). Tuy nhién, thi phan cla né chi = 40%. Lay thi phan chia
cho ti€éng néi, ta dugc ty s6 hiéu qud clia quang céo, bang 70%. C6 nghia la cong ty A
chua dat hiéu qud cao. Tinh todn tuOng tU ta cd, cong ty B chi 28,6%, va dat dudc thi
phan 28,6%, dat hi€u qud 100%. Céng ty C chi chi 14,3%, nhung dat thi phan 31,4%.
Diéu ndy c6 nghia la cong ty C chi tién quang cdo rat hiéu qua (Bang 3.5.).

Cong ty Chi phi QC Phan ti€ng néi Thi phan Hiéu qua QC

@) 2) (3) (4) (5)=4):(0)
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A 2.000.000 $ 57,1% 40,0 70
B 1.000.000 28,6 28,6 100
C 500.000 14,3 31,4 220

Bang 3.5. Tinh to4n hi€u qua cla quang cdo

MOt s6 nha nghién clu c gang do ludng tac dung tiéu thu bang nhling phan tich
s0 liéu lich sir. Phuong phép lich s(r doi hdi phai xac dinh moi tuong quan cla mUc tiéu
thu trong qua kh(r véi chi phi quang cdo qua kh(r (theo phuong phap cé tinh dén d0 tré
cUa mUc tiéu thu).

MOt sO nha nghién c(u khac st dung phuong phép thi nghiém dé do 1udng tac
dung cUa quang cdo dén mUc tidu thu sdn pham cla cong ty. Thay vi chi mOt ty 1€ %
binh thuOng kinh phi quang cdo trén doanh sO ban tai tat cd cac dia ban, cong ty chi
nhiéu hon tai mOt s6 dia ban va cao hon tai mOt s6 dia ban khac. Can c( vao mUc tiéu
thu dat dugc tai 2 nhém dia ban th(f nghiém trén, cong ty c6 thé danh gia mlc hiéu qua
cud quang cdo. C6 thé xdy ra cac tinh hudng sau day :

1. Né€u chi quang cdo nhi€u hon lam ting cao hon mUc tiéu thu sdn phdm thi c6
nghia 1a céng ty da chi khong dU mUc. Néu n6 khéng lam ting muUc tiéu thy, thi c6 nghia
14 cong ty da chi khong du mUc

2. Néu chi qudng céo nhi€u hon ma khéng lam ting cao hon muUc tiéu thu sdn
pham. Va néu th( nghiém chi thap hon ciing khong lam gidm mUc tiéu thu thi ¢4 nghia
14 cong ty da chi qua mUc.

D& 6 két qua ding, ngudi lam thi nghiém phai ki€m soat t6t dugc nd, va thdi
gian thi nghiém d0 dai d€ ghi nhan do tré cUa hi€u qud chi phi quang céo.
3.6. MOT SO NGUYEN TAC VIET LOT QUANG CAO HAP DAN

Dudi day la cac nguyén tac d€ cé thé viét duoc phan 10i quang céo hiéu qua.

1) Bi€t rd cac khach hang cila ban

Ai 12 dOi tugng ma céc chién dich ti€p thi clia ban dang hudng tGi? Hay phac hoa
blc tranh vé cac khach hang chU yéu cla ban. Hay nghi vé mOt ngay 1am viéc cla ho.
Nghi vé nhiing nhu cau cla ho. Boi vi ho, diéu gi 1a quan trong nhat? Tinh cAm cla
ho danh cho ai va céi gi? HO bao nhiéu tu6i? HQ da mua san pham/dich vU no tU cong ty
cUa ban trong qua kh( va tai sao?

2) Nam chac cau tra 16i

Ban can biét 16 cau trd 10i cho cac cau hdi sau: Tai sao khach hang nén mua san
ph&m/dich vu cUa ban? Ho tim thdy trong d6 nhimng 10i ich gi? Tai sao sdn phdm cUa
ban lai dang chii y hon nhiing mat hang tuong tu? Nhiing di€m khac biét chl yéu la gi?

3) C6 mOt 10i dé xudt ban hang cu thé
LOi dé xuat ban hang cla ban cang nGi bat so vGi cac doi thU canh tranh, ban cang c6
nhi€u co hdi nhan dugc cac phdn hoi tich cuc. Cac chuyén gia quang cdo cho rang 10i
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dé xudt ban hang phai c6 gia tri nhu mOt sU xidc ti€n kinh doanh ma cac doi thU canh
tranh khong thé thuc hién dudc, du trong qua kh(r, hién tai hay tuong lai. Pi€éu quan
trong 1a 10i dé xuat phdi dU manh mé dé 16i kéo cac khach hang mdi dén véi sén

pham/dich vu cla ban.
4) Thiét 1ap mdt muc tiéu

Muc tiéu chi€n dich quang cdo cUa ban 1a gi? Ban sé& hanh ddng nhu thé nao dé
khién moi ngudi dén véi sdn pham/dich vu ma ban dang cung cdp. Ban can phai trd
10i cau hdi nay trudc khi dat bit viét doan van quang céo. N€u cau trd 10i khong rd rang
vGi chinh ban, né ciing sé khong thé€ rd rang doi vdi ngudi doc.

5) SU dung mOt dong tiéu dé 16i cuén

D0i v3i cac chién dich ti€p thi, ddc biét 1a ti€p thi bang thu dién t(, dong tiéu dé
chinh 1a nhiing gi thu hit moi nguoi dén véi quang cdo cla ban. Ban can phai thuyét
phuc ngudi doc rang ho nhat dinh phdi md e-mail, hay blc thu quang cdo cla ban. NOi
dung tiéu dé nén lién quan tGi ngudi doc. Nhimg tUr ng(r thich hop khac cho mot tiéu dé
hap dan nén la cai gi d6 méi mé, ddc déo hodc mang tinh gidi thi€u. DOng thdi, ban nén
gilt cho dong tiéu dé khong dai qua 50 ky tu (tOt nhat 1a tir 20 dén 30 ky tu), bao gbm ca
cac dau cach.

6) Viét mét dau dé hap dan

Dong tiéu dé c6 tac dung d€ ngudi doc ma thu quang cdo cUa ban, va sau dé dau
dé sé dua ho vao phan n0i dung. Ban nén sU dung mot vai thuat ng(r théng dung véi
théng diép ro rang 1a: “Cé cai gi trong d6 cho t6i?”. MOt cau hoi danh cho ban than ban
1a: Néu cic khach hang chi doc duy nhat dau dé thi sao? HO c6 biét dU cac théng tin vé
ban va v€ nhiing gi ban dua ra? Ban nén th( viét tU 5 dén 10 dong tiéu dé€ va tir 5 dén
10 dau dé khac nhau, tUr d6 1ua chon ra cai ndo hiéu qua nhat. Mach ban m6t meo nhé:
dong tiéu dé va dau dé sé dé viét hon sau khi ban da viét xong toan bo ndi dung quang
céo.

7) Tranh nhirng tUr nglr khong durt khoat

Khi viét c4c tiéu dé, dau dé, dé muc va ndi dung quadng cdo, ban ciing duhg sur
dung nhu‘ng tUr nglt ki€u ra 1énh truc ti€p, cac tU viét tat hay tU c6 tinh &m chi. D6 1a
nhu‘ng tr nhu “c6 thé€”, “c6 187, “hy vong”, “mong mudn”, “cO gang”, “tuy nhién”, “c6
th€”, “dudng nhu” va “nd luc”. Thay vao d6, ban can s dung cac tU nhu “sé” va “chac
chan” d€ miéu ta nhig gi ma san pham/dich vu cla ban sé 1lam dugc cho khach hang.

8) Pung s dung th€ bi déng

Thé bi dOng sé€ 1am suy y€u ndi dung thong diép cla ban, vi vay ban céan tranh
xa dang ndy. Dudi day 1a mOt sO vi du gitip ban nhan ra su khac biét: “Céng ty chiing toi
dugc 1ua chon d€ nhan mot phan thudng” va “Cong ty ching toi dd nhan mot phan
thudng”, “10 mau thiét ké mdi dugc tao ra” va “Ching toi di tao ra 10 mau thiét ké

3

mai”.

9) Trich dan 16i cGia khach hang cii
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Ban c6 mOt nhan xét tOt tUf mOt khach hang nao d6 vé san pham/dich vu trong 14
thu quang cao? MOt trich dan van tat va thuyét phuc cé th€ bé sung thém d0 tin nhiém
cho chién dich ti€p thi cGla ban, nhung thong tin vé& khach hang ma ban trich dan phai 6
rang va xac thuc. Viéc dua vao ban quang céo tén cla ho, noi sinh sOng hay tham chi 1a
mOt blc anh, n€u né thich hop véi quang céo cla ban, luén 1a mOt cach hiéu qua dé
truy€n tai gia tri dich vu cla ban.

10) Giir cho ban quang cao cla ban duoc sach dep va siic tich

Sau khi vi€t xong lan phac thdo dau tién clla ban quang céo, hiy doc to 1én. Ban
cling nén d€ mot ai khac doc lai d€ xem li€u ho c6 hi€u thong diép va 10i kéu goi hanh
d6ng khong. Trong khi bién tap, hdy cat bo nhiing tU ng(r khong can thiét va cac y ki€n
13p lai. Ban hay xem liéu c6 th€ gidm duoc 30% dén 50% nodi dung ban dau hay khong.

Ngoa1 ra, nhu‘ng dau gach dau dong dep mat va cac phu dé a, b, c,... sé khién
mOi ngudi doc dé chiu hon va viéc cdm nhén cling dé dang hon - bdi vi phan 16n
ngudi doc sé 1uédt qua trang quang cdo trudc khi quyét dinh c6 ti€p tuc doc chi tiét hon
hay khong.

11) Néi truc ti€p vao ndi dung chinh

Hay néi thang vao y chinh. Loai bd nhimg tUr ng(r khong can thiét. Phan 10i cang
rong dai thi cang c6 nhi€u khd ning mat nguoi doc.

Pa sO cac quang céo trén truy€n hinh va radio chi kéo dai 30 gidy. Pa sO cac qudng
céo béo tap trung vao phan hinh anh hon phan chit. Ban c6 rat it thoi gian d€ c6 th€ mo
td chi ti€t vé€ sdn phdm hay dich vu dang dugc quang cdo. Ngudi doc khong cé nhiéu
thdi gian. Néu quang cdo muln thu hit dugc su chii ¥ cla nhitng ngudi ban ron thi
phan 10i trong quang cdo phai danh tring dugc ban chat cla van dé ciing nhu khong
dugc ton quéa nhiéu thoi gian va cong slc d€ ngudi doc c6 th€ ndm bat dugc van dé
do.

12) SU dung ludn ci dau tién dé lam bat 1én m&u quang cao cia ban

Hay tao anh hudng manh mé ngay tU doan dau tién. Pi€u ndy sé dem dén cho
ban nhi€u 10i ich.

MOt khi da phac thdo dugc doan dau tién, hiy xay dung phan mé ta ddc diém
ndi bat nhat cla sdn phdm. Né6i cho ngudi xem nhiing gi ho can dugc biét vé san
phdm va 1ap lai n6 nhiéu lan.

13) Dé hi€u

Nhing nguoi viét 10i cho quang céo phai d6i mat véi van dé 1a 1am sao d€ tat
ca moi ngudi hi€u dugc phan 10i do.

Nhitng ngudi binh thudng sé khong thé hi€u dugc y ban mubn dién dat néu ban
khong sU dung tU ng(r don gidn. Hiéu qud cla quang céo dudng nhu phu thulc vao
viéc s dung tUr ng(r don gidn - trinh bay 1y 1€ that don gidn va truc tiép - tranh sU dung
cac thU thuat gy su chi y khong lién quan dén san pham dé€ thu hit su chii y. MOt thong

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 71



Bai gidng Truy@n théng marketing
|
diép don gidn va trung thuc sé gitip ban giao ti€p mot cach truc ti€p tdi nhiing khach

hang tiém nang trong tuong lai.

14) Truyén dat mot cach truc ti€p tGi ngudi xem

MOt vai nguoi viét phan 10i quéng cdo nhu th€ ho dang giao ti€p v&i mOt dam
dong vo tri vo giac. D6 khong phdi 1a mOt phuong phap ti€p can tot. Luén chac chan
rang ban ngh1 dén doc gla Hay néi va lang nghe doi tugng doc qudng céo cla ban.
Hay cu xU vGi khan gid cla ban nhu dang cu x( véi nhiing ngudi khéc trong ddi sOng
thuc t€ hang ngay cla ban.

15) SU dung dOng tU thi hién tai

Thi hién tai gitip ban th€ hién y tudng trong phan 10i. N6 gitp ban dién dat
nhiing gi dang xdy ra trong hi€n tai va cho ban 16i khuyén vé diéu ban nén lam. N6 con
6 thé dién td mOt su viéc trong tuong lai sé chac chan xay ra.

Ban ciing c6 thé can nhac viéc st dung cac thi khac. Thi tuong lai th€ hién cam
k€t cla nha san xudt trong viéc 1am hai 1ong ngudi tiéu ding. Hay sU dung n6 thudng
xuyén béi vi, tat cd cdc mau quang céo hay déu ch(fa dung mot 10i hlra hen.

16) Ti€p can ca ly tri va tinh cAm cQla ngudi xem

Mau qudng céo cUa ban khong chi théng béo cho ngudi xem v€ mot 10i ich cu
th€ ndo dé, vi du nhu “San pham cUa chiing ti 1am rdng ban trang hon” ma con phai
néu lén dugc mot 10i ich vé khia canh cdm xtc, vi du nhu “Hay nhin xem c6 bao nhiéu
0 gai yéu thich nu cu0i cla ban khi ban s& dung kem dénh ring cUa chiing t6i”.

Nhitng m&u qudng céo bao c6 két cdu hop ly sé mang lai hiéu qud cao. Tuy
nhién, ngudi xem quang céo thudng it quan tdm dén nhling thong diép st dung ngon tur
qué Iy tri,

17) Giit cho phan 10i cia quang cao ngan gon va nhe nhang

Nhing cuQc nghién cltu vé mUc do thu hiit ngudi doc do vién Gallup va Flesch
MY tién hanh da trd 10i chinh xac cho van dé nay: Phan 10i cUa ban cang dai thi cang it
ngudi mudn doc.

18) Dung nhiing tU phé bi€n va ngan gon

Cac nghién cltu da chling minh rang cac tU ngdn gon thudng dugc yéu thich hon
cac tUr dai. Tuong tU nhu vy, cac tU dugc st dung phd bién ciing c6 hiéu qua hon cac
tU 1a, it nguoi biét dén.

Nha nghién cUtu ngudi My George Kingsley lef da chimg minh rang nhimg tur
dudgc si dung pho bién thudng rat ngan gon va don gidn.

Nhing tu ph0~b1en va ngan gon dugc hi€u t0t hon, nhanh hon va thau dao hon.
Do dé, ching ciing dé nh& hon.

19) Viét cac cau ngan
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Nhiing nghién cu § My vé khd ndng ghi nhd sau khi doc cla con ngudi da
chUng td rang con ngu0i nh& dugc nhiing cau ngan t6t hon nhiing cau dai. Ban chi nén
st dung cao nhat 12 tU trong mOt cdu n€u ban mudn moi ngudi nhd dugc nhiing gi ban
da noi.
20) Hiy t0 ra tich cuc

Néu ban néi “Banh Zombo khong chlta chat bdo quan” thi da sO ngudi doc sau
d6 chi nhd dén mot ¥ 1a sdn phdm cla ban c6 chlfa chat bado quan. Ly do 1a vi sy phU
dinh rat dé bi moi ngudi quén di. Khi ta nghe cac tUf chung v&i nhau, nhiing tUr nhu
“Banh Zombo” va “chat bdo quadn” sé dugc ghi nhd tai cac vi tri nhG¢ gan sat nhau va
sau d6 s€ duogc lien két lai v&i nhau.

Céch day vai ndm, sau khi Philip Morris bat dau tung ra chi€n dich quang cdo rang
loai thudc 14 cla ho it gdy cdm giac khé chiu hon nhiing loai thuOc khéac. Doanh thu cUa
ho gidm manh. Nhiing hiit thudc dugc phdng van xung quanh van dé nay da néi: “Khi
t6i nghi vé& Philip Morris, t6i nghi dén sy khé chiu”.

Néu ban nhat thi€t phdi s&t dung mét cau phl dinh, hdy thu hit sy chii y cla
ngudi doc vao su phu dinh dé bang cach gach dudi hay in nghiéng no.

21) Chu y trat tu tU nglr trong cau

Néu ban that su muén moi ngudi hiéu - va nhu thé sé& dé ghi nhG hon, hay dat
nh{ing tU chinh vao cudi cau. Thong thudng chiing ta it nh& nhiing tU & dau cau hon 1a
nh{ng tU & cudi cau.

22) Ap dung quan hé nhan qua

MOt cau tron ven sé dé nhé hon nhu khi n6 dugc bat dau bang: D6 1a tai sao,
két qua 13, vi du, rd rang rang, bdi vi, tuy nhién va tuy thé ma. Nhiing cdu nhu vay thé
hién mot cau tric rd rang theo tinh lién tuc vé mat ngén ng(r va nhu thé ngudi doc sé
c6 nhiéu khd ning dua ra nhiing cach suy doan diing vé cau noi ay.

23) Pung dé su rat gon lam lac huéng ngudi doc

Viéc s dung qua nhiéu cac cau rit gon s€ lam gidm tOc d0 suy nghi cling nhu
1am cho ngudi doc cAm thay mét moi.

24) Pung dé dau cham than lam lac huéng nguoi doc

Dau cham than thuOng dugc xem 1a mOt cach trén tranh cUa nhiing ngudi it cAm
xtc trong phong cach viét cla ho.

25) Lap lai tén sdn pham nhiéu lan

Lap lai tén san pham cang nhiu cang tOt trong mau quang cdo cla ban 1a mot ¥
hay. Pi€n hinh nhu nhiing quang cdo cUa pin Eveready, ho da thang nhiéu gidi thudng
quang céo va dugc danh gia 1a moOt trong nhiing quang cdo hay nhat trong nim 1990. Tuy
nhién, 40% nh({img ngudi dugc hdi déu nghi rang nhiig quang cdo d6 thuc ra dugc thuc
hién bdi cong ty doi thu cla ho 1a Duracell, nhd d6 ma Duracell da ting dugc doanh sO
ban pin cUa ho nh& chi phi qudng cdo “chua” cla Eveready.
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26) Tranh phat bi€u nhitng di€u qua hi€n nhién

Pung bao gi0 si dung nhiing cau néi vo nghia va rap khudn nhu “tot nhat thé
giGi”, “dAu tién”, “moi ngUoi déu yéu thich”, “Iy tudng”, “kinh t& nhat”, “it t6n kém
nhat”, “ré tién”, “hi€u qua nhat”, “dang tin cay nhat”, “vling chac nhat”, “khong thé
bat chudc dugc”, “khong gi so sanh bang” , va “ddc nhat vo nhi”.

27) Pung dat “cai t6i” clla ban vao mau quang cao

Du‘ng s dung cac ki€u dién dat nhu “Dat mua sdn pham nay” “Hay mua ngay
san pham cUla chiing t6i”, “DUng mua hang nhai” va “Can than v&i hang nhéi”. Khach
hang c6 th€ hi€u dugc nhiing 10i khuyén nay n€u ho dong y v&i ban. Nhung ho ciing c6
th€ tranh xa sdn phdm cla ban néu ho c6 cdm gidc rang ban dang tim cach van tay ho
va moi tién cUa ho thay vi nghi t&i quyén 1gi clia ho.

28) Hay chan thanh
Theo James D. Woolf, tic gid cla mOt muc trén tap chi Advertising Age trong

nh{ing ndm 50 va 60, cho rang nhiing ngudi chan thanh, nhiét tinh va dang yéu thudng la
nh{fng ngu0i c6 thé viét ra nhiing phan 10i quang cdo thanh cong.

29) SU dung tiéu dé phu sau moi 25 dong

Nhing cau tiéu dé phu hdp dan c6 thé€ gilt dugc su quan tdm cla dbc gid va gidp
dOc gid nam bat dugc y chinh ma khong can phdi doc t& dau dén cudi.

30) Pua ra két ludn

Nhiing thong diép c6 dua ra két ludn mang lai hi€u qud gap hai 1an nhiing théng
diép khéc.

Tom lai, mOt ndi dung quang cao hap dan 13 diéu hoan toan trong tam tay ban.
Viéc nam vimg nhu‘ng yeu tO trén khi bat tay vao viét mOt ban quang céo s€ cai thién
dang k€ tinh hiéu qud cUa qudng cdo, gitip cho moi ngudi hi€u ndi dung thdng tin va
khi€n ho phdn hoi vdi chién dich ti€p thi cUa ban. Hay danh chiit thoi gian suy nghi va
phan tich céac 10i khuyén nay trudc khi dat bit xubng viét 10i quang cdo, va ban sé& c6
dugc mOt bdn qudng cdo hoan chinh, truy€n tai rd rang cac théng diép kinh doanh.

BAI POC THEM
MOT SO HiNH THUC QUANG CAO O VIET NAM
1) Quang cao qua cac nhan vt noi ti€ng
_ Tam ly chung cUa ngudi tiéu ding Viét Nam 1a hé thdy dang quang cdo mot san
phdm dugc ngudi nGi ti€ng s dung thi cho rang sdn phdm do6 tOt va uy tin. D3 1a

ngudi noi tiéng thi chac khong ai 1ai xai hang dom bao gi®. Hon nifa, néu chinh ngudi
n0i ti€ng d6 dmg ra lam s gid cho nhan hiéu thi khéng muln tin ciing khéng duokc.

Tam 1y nay da dugc s dung moOt cach triét d€ trong quang cio nham tranh thu
tinh cdm va tao dd thuyét phuc cao cho nhiéu san pham, dac biét 1a nhiing sdn pham
mdi. Tuy nhién, ¢4 bao nhiéu ngu0i ndi tiéng that su xai dén sdn pham?
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Trong quang cao, ngudi nGi ti€ng dugc goi 1a “celebrity”. Khi tung mOt sdn pham
mdi, nhan hiéu méi & thi trudng Viét Nam, do thi€u di yéu t0 lich s 1au dai cUa nhan
hiéu vdi thi truOng, thong thuOng nha san xudt hay chuyén gia qudng céo phai tao ra uy
tin va d0 tin cdy cao trong mOt khodng thdi gian ngan d€ ban hang. MOt trong nhling
cach nhanh nhat d€ 1ay dudc 1ong tin clla ngudi tiéu dung 1a viéc xay dung s gid cho
nhan hiéu bang nhi{tng ngudi cé6 dnh hudng xa hodi, nhiing ngudi c6 thé tranh thU dugc
tinh cdm cUa cong chiing do vi tri xa hdi hay tai ning cUa minh nhu ca si, nghé si, dién
vién, ngudi mau, MC, van dOng vién...

TruGc hét, sau khi da biét thi truGng muc tiéu minh nhdm dén 1a nhém tubi nao
va biét tinh cach nhan hiéu cia minh 14 gi thi ngudi 1am quang cdo bat ddu cong doan
“casting”, nghia 1a tim ki€m ngudi nGi ti€ng dugc 18p khach hang muc tiéu than tugng
hay ua chuOng, dong thoi ngudi néi ti€ng c6 ca tinh tuong tu' nhu tinh cach cla nhan
hiéu. Vi du nhu do6i véi 10p tré 18-24 thich ca nhac, s6i dong thi c6 My Tam, Pan
TruGng, Poan Trang, nhém M4y Trang... sau cong doan casting 1a phan ban bac gia ca
vGi ngudi noi ti€ng.

Tuy theo m{c dd ‘hot” clla mOi nhan vat ma s6 tién thi lao dlng ra lam st gid
nay 1én xuOng theo x€p hang. C& nhan vat hang nhat dang dugc lang xé thi thu lao c6
thé€ 1én dén 5.000 - 10.000 ddla cho mOt 1an nhan lam s gid. CG hang B, C thi thap hon
mOt chit khodng 1.000 - 2.000 dola. Nhan hang nao thudc loai d{r dan thi s(f dung ca si,
dién vién nudc ngoai d€ endorse, My c6, Han QuOc, HOng Kéng ciing c6.

Né&u th(r theo d&i cac doan phim quang céo hay nhitng mau quang cdo béo, ching
ta s€ bat gdp vo sO nhiing guong mat quen thudc dang dugc trd tién thu lao hau hinh
d€ dimg ra lam s gid cho cac nhan hiéu. TU kem dudng da cho dén viatamin, tU cac
loai nudc ubng cho dén banh keo, tUr dién thoai di dOng d€n dau gbi. MOi nhan hiéu c6
khi c6 dén 2 - 3 ngudi noi ti€ng dlng ra lam s gid. Van dé nhlmg noi ti€éng nay c6
tUng xai qua sdn phdm hay chua d€ c6 th€ phat bi€u nhiimg cau danh gia tuyét voi vé
san pham khong phai 1a van dé dugc nhi€u ngudi dat ra.

Vi yéu mén ngudi nbi ti€ng dy cla minh, ngudi tiéu ding san sang bo qua néu
ho ¢6 18 chua xai qua di ching n(a. Riéng nha san xudt thi ban hang chay nhu tom tuoi
nhG uy tin cUa nhing ngucn nGi t1eng Dan da, sir dUHg ngudi nGi ti€ng khong sg gay ra
nghi ngao, chung ta bat dau thay sy xudt hién cla nhuhg doanh nhan thanh dat hay
nh(ing ngudi binh thudng nhung c6 vi tri xa hdi tuong doi ki€u nhu gidm dbc PR, gidm
dOc marketing..... dUng ra lam s gid. Ciing nhu nhitng ngudi noi tiéng, ho ciing duoc
trd thi lao bang hién vat hodc hién kim d€ lam ngudi dai dién cho nhan hiéu. M0t 1an
n(ta ho ciing dugc “cast” theo tinh cdch nhan hi€u va doi tugng tiéu diing muc tiéu ma ra
ch(r chua han di that sy c6 qud trinh 1au dai khi xai sdn phdm/nhan hiéu nao dé.

Chang han, trong mOt dot quang cio vitamin E no ngudi tiéu ding duoc gidi
thiéu dén bdy ngudi lam s gid cho nhan hiéu, ngudi noi ti€ng cé, ngudi thudng
nhung dang gilt ch(fc vu quan trong trong cac cong ty cling c6. Ngoai ra, mOt ki€u lam s
gid mang tinh chuyén mon hon 1a st dung cac chuyén gia trong nganh vi du nhu béc si,
chuyén gia dinh duGng cho cac loai sita, thuc phdm tré em, thuOc bd, hay dau bép,
chuyén gia v€ sinh an toan thuc phdm cho cac loai thuc pham gia dinh....
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Van dé sUr dung sU gid d€ quang cdo cho sdn pham la mOt bién phap rat thong
thuOng trong nganh quang céo va dugc sU dung rOng rai trén thé€ gidi. Tuy nhién, van
dé sé t6t hon n€u tim nhitng ngudi da tUng s dung va tin tudng vao sdn pham dé néi
1én su thuc v€ tinh ning, céng dung dOc ddo cUa sdn pham. V3&i ngudi tiéu ding Viét
Nam, can trang bi kha ning phan tich va ki€n thlc tiéu ding vé san phdm/nhan hiéu
minh s 1ya chon, thay vi chi tin tudng mOt chiéu vao 10i qudng céo cla cac than tugng
ndi ti€ng.

Viéc st dung ngudi ndi ti€ng d€ 1am xon xao du ludn va khi€n cho moi ngudi
ban bac vé san pham nham xay dung nhan th(c vé nhan hiéu ciing 1a mot cach tiép thi
theo ki€u buzz marketing (ti€p thi s{ dung nhitng su kién la khi€n cho ngudi tiéu ding
lan truyén, don dai). Tuy nhién cach 1am nay chi c6 tdc dung tai thoi di€m tung ra sdn
pha&m, ch(t khong thé ho trg viéc duy tri stc mua hodc long trung thanh cUa khach hang
doi v&i nhan hiéu. Cudi cing thi ban than ngudi tiéu ding cé hai long hay khong khi s
dung sdn pham mdi 1a y€u t0 cin ban d€ phat trién thuong hiéu d6. MOt hay nhiéu
ngudi noi ti€ng khong th€ tao nén mot trdi nghi€m hai 1ong cho nhling ngudi that su' sUr
dung sdn pham cUa doanh nghiép.

Tuy nhién, d6i v&i doanh nghi€p, nhat 1a doanh nghiép khong c6 ngan sach nhiéu
cho quang céo, d€ c6 th€ bdo ddm tinh canh tranh 1au dai cUa nhan hiéu, con c6 nhiéu
cach ti€p can chién lugc hon nhu bién mbi ngudi tidu ding thanh mot s( gid cla nhan
hiéu. Céich ti€p can ndy dugc goi la qudng cdo truyén mi€ng (word-of-mouth
advertising), vUa it tOn kém ma lai v6 cing h{tu hiéu. Theo nghién c(u, ngudi tiéu ding
c6 khuynh hudng tin tuéng hon gap 50% so vGi TV va bao chi khi ti€p can thong tin sdn
phdm qua kénh truyén miéng.

SUc manh nay cang ngay cang 16n khi con ngLfOl mé rOng mang 1uGi quan hé cla
minh, khi ky thuat cho phep xay du‘ng cac blog cUa cOng dOng va ca nhan d€ chia sé
thong tin. Qua cOng dOng do ndy, viéc gidi thi€u chuyén tdi théng tin v€ san pham va
dich vu tr® nén vo cung dé dang, nhanh chong Tuy nhién, d€ dat dugc thanh cong trong
cach ti€p can nay, sdn pham va dich vu cUa doanh nghiép phai that su 1am hai long
khach hang. Cong ty Amazon.com chang han, phuong phap nay dudc st dung mot cach
h(tu hi€u va 1a tiéu chi hoat ddng tir cap 1anh dao cao nhat cla cong ty. Gidm dOc cong
ty hoan toan tin tudng rang doi vGi cong ty Amazon, cach xay dung thuong hiéu t6t nhat
1a cung cép dich vu tOt nhat cho khach hang... Khach hang hiéu cong ty qua tuong tac
vGi cong ty. MOt thuong hi€u san pham ciing gidng nhu uy tin clla mOt con ngudi. Ban
c6 dugc uy tin 1a nhd O gang lam tOt cd nhing viéc khé nhat. Qua thoi gian, nguodi
khéc sé€ nhin ra dugc uy tin nay cUa ban. Cong ty hau nhu khoéng quang cdo qua TV va
bao chi. Thay vao d6, ho st dung chi phi nay d€ lam ting dich vu cho khach hang nhu
giao hang mién phi, gidm gid thanh, sang tao gia tri m&i cho khach hang. HO s dung
tién d€ nang cao dich vu cho khach hang 1a chinh. Néu cho khach hang mot trdi nghiém
tuy€t vOi, tu ho s€ néi cho nhi€éu ngudi khac. Quang céo truyén mi€ng 1a cong cu cé tac
dOng rat 16n.

2) Viral marketing va Buzz marketing
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Cung v3i su phét tri€n manh mé cla cong nghé thong tin thi cang c6 nhiéu cong
cU md&i ra dOi. Bén canh cac hinh thlic marketing truy€n thdng nhu kich thich tiéu thu,
PR,...c6 mOt sO hinh th(c marketing hoan todn m&i dang thu hit dugc su chii y manh mé
nhu 1a viral marketing, buzz marketing. Vay viral marketing va buzz marketing 1a gi?

Viral marketing 1a mOt hinh thUc ti€p thi trén cdc mang xa hdi. Cach thic ti€p thi
cUa Viral marketing dugc xem giOng cach thUc lan truyén cUa mét con virut. Hinh thUc
quang cao nay bat dau tir gid thuyét mdt khach hang luén k€ cho ngudi khac nghe vé
san pham hodc dich vu cla ban ma khach hang cdm thdy hai long khi s dung. Viral
Marketing mo ta chién thuat khuyén khich mo6t ca nhan nao dé lan truyén mot ndi dung
ti€p thi, quang cdo dén nhling ngudi khac, tao ra mOt ti€m ning phét trién theo ham mii
su lan truy€n va anh hudng cla mot théng di€p nhu nhiing con vi rit. NhO vay hiéu
qua cUa hinh thic ndy dat dugc dén khong ngo.

Néu nhu truGe day, d€ thuc hién mot chién lugc marketing hodc quang céo virus
ching ta s& phdi mat thoi gian. dé lay nhiém né. Nhung ngay nay, vGi su phat trién nhu
vii bdo cUa internet, thi con sO Ay gan nhu bang khong. TUc 13, ngay tUc thi, mOt y tudng
marketing virus xudt sac cla ban sé€ lan tOa di khap thé gidi.

Theo mOt th( nghi€m cla chuyén gia quang cdo Ed Robinson, anh ta dau tu lam
mOt video clip hai hudc va sau d6 dua 1én website clla minh, dong thoi khong quén gUi
email cho nim ngu\di ban. Sau d6 ngdi chd dgi. Vao cudi tudn, da c6 hon 60 ngan nguoi
truy cap dé€ tai vé video chp nay. Trong vong ba thang, trang web cUa Robinson da c6
hon 500 ngan nguodi truy cap. Con sO ay chling minh mOt diéu 1a mét video clip xudat
sac hay nhlmg th( 1a ling khac déu c6 thé tao ra mOt su lan truyén manh mé trong thoi
dai cong nghé thong tin. Néu ban dap Ung tOt khan gid cUa minh, thi chinh co ché virus
sé gitip ban tao hang loat khan gid khéc t&i, Robinson di tim dac nhu vay.

Viral marketing dugc xem 1a moét hinh th(c quéng céo c6 nhiéu 1gi thé hon so véi
céc hinh thUc marketing hién thoi.

- PO tin cdy cao, hiéu qud cao, chi phi thap

- Thu hut dugc su chii y cla mOt 1ugng khach hang 16n & hién tai ciing nhu trong
tuong lai.

- Thong qua viéc trao d6i clia cac khach hang tat cd cac chl s6 kinh doanh s& nam
bat t0t hon xu thé va thi hi€u cla khach hang d€ c6 su di€u chinh phu hop.
NhO vay ma hinh th(rc nay sé gitip cho cac cong ty vuon 1én mOt tam cao mdi trong viéc
dap Ung t6t hon nhu cau cla khach hang.

Tuy vay, viral marketing ciing c6 nhiing bat 10i co ban sau:

- Nhimg n0i dung dugc ding tai qua 16n khi€n cho ngudi st dung khong thé truy
cap duagc.

- Viéc sU dung cong cu nay sé& khong c6 hi€u qud né€u hé thong internet khong
dugc sUr dung rOng rai.
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Né€u nhu viral marketing tap trung vao su lan truy€n théng tin trén thé gidi truc
tuy€n (internet, weblog, instant messege, web review, rss...), thi buzz marketing 1ai b6
sung vai tro cUa truy€n thong trong vi€c tao ra su ban tan tich cuc vé thuong hiéu.
Buzzmakerting 1a 1 ki€u quang céo sdn phdm thuong mai nhd nhiing 10i... truyén
rniéng hay tin don. Céch thlrc cUa né 1a "Hay d€ ngudi khac néi thay cho ban". B6 ¢6
th€ 1a mOt quang céo trén bao gay sOc, pa-nod 16n khong dung hang, hay 1 trang quang
cdo “pham thuong?, mot clip qudng céo “cam ky” Tém lai 1a mau quang co st dung
buzz marketing 1a dé tai gdy tranh cdi cho moQi ngu0i.

Su bung n6 cUa internet, blog, ... hién dang h6 trg dac luc cho cic marketer trong
viéc truyén di cac thong diép cUa sdn pham, thuong hiéu. Khong nhling thé, thong tin
ma khéach hang nhan dugc déu xudt phat tU ngudn rat tin cay nhu: ban bé, dong nghiép,
nguoi than hay mot chuyén gia c6 su hi€u biét sau sac v€ san pham — dich vu d6. Thong
tin tU nh{tng ngudn nay dugc danh gia khach quan hon so v&i bat ky hinh thlfc quang céo
nao, mac di ngudi tidu ding khong bi€t hodc biét rat mo ho rang marketing truyén
miéng thuc ra ciing do cidc marketer xay dung nén. Buss marketing, viral marketing,... 1a
nh{mg thuat ng(r thong dung chi marketing truyén mi€ng. Pay 14 hinh th(c khuyén khich
khach hang néi v€ doanh nghi€p hodc san pham — dich vu clla minh dé ddy manh
nhiing lién hé v&i khach hang, tao nén nhitng mau doi thoai nham ting gia tri thuong
hiéu. C6 hai diéu kién quan trong ma mOt doanh nghi€p can phai luu ¥ khi muon ting
gia tri thuong hiéu théng qua marketing truyén mi€ng.

Th( nhét, sdn phdm — dich vu hay thuong hiéu phai s& h{tu dac tinh, chat luong
nOi bat trong linh vUc cUa minh dé tu tao khd nang truyén miéng va thu hit khach hang.

Th( hai, sdn pham — dich vu, hay thuong hiéu phai c6 su lién két dac biét véi
khach hang d€ moi lién hé d6 dan téi nhiing trdo Iuu va lan tda kha ning truyén miéng.
Hai di€u kién nay khong thé€ loai bo va mot khi doanh nghiép trd 10i dugc cau hdi: sdn
ph@m — dich vu d3 c6 su gan két dac biét vGi khach hang hay chua va ching c6 thda
man nhu cau cla khach hang khong thi tat yéu marketing truyén miéng sé xdy ra.
Tuong Ung v&i di€u do6, doanh sO ban hang sé ting 1én va gia tri thuong hiéu duoc nhan
bié€t rOng rai hon. Andy Sernovits — CEO cUa HOi Marketing truyén miéng (WOMMA)
néi: “San pham dich vu t6t dudng nhién sé thuc hién marketing truyén miéng tOt theo”.
George Silverman, nguGi sang lap — CEO cUa cong ty nghién cUu thi truOng Market
Navigation Inc., c6 10i khuyén danh cho cic marketer khi thuc hién marketing truyén
miéng: “Nén tu duy mOt cach hé thOng nhung ciing ch(fa dung tinh sang tao trong tat cd
mOi nO luc khi thuc hién marketing truyén miéng. That khong don gidn d€ bién nhimg
khach hang tiém ning thanh khach hang than thiét. Hay khdm pha nh{img khiic mac, hoai
nghi cUa khéach hang va gidi t@a chiing bdi nhiing ngu0i c6 sUic manh dnh hudng va c6
thé dua ra nh&ng 10i khuyén pha hgp v0i nguyén vong cUa khach hang nhat”. Marketing
truyén rmeng khong th€ dng mOt minh. Phét trién chién dich marketing k&t nGi ca bén
trong 1an bén ngoai, k€t hop phét trién sdn phdm va cac hoat déng marketing, quang
cdo, PR, va quan hé khach hang. Viéc phOi hgp nay tao ra khd ning hoa hgp gilta doanh
nghiép va khach hang gitip hai bén cOng tac vGi nhau d€ c th€ dem 1ai 10i ich cho c hai
bén. C6 thé néi, marketing truy€n miéng 1a viéc xay dung va duy tri mOt quan hé sau sac
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vGi mOt ca nhan, t6 chlc hay cOng dong. Nhan thlc mOt nguodn luc sic manh quy gia
d6 va két ndi nhiing muc tiéu kinh doanh cUa céng ty cting v&i nhu cau cla cOng dong
thi chdc chan “h{tu xa tu nhién huong”. Pong thdi thanh qua thu dugc sé con 1a long
trung thanh cUa khach hang, gia tri thuong hiéu duoc nhan biét va doanh sO ban hang
tdng cao ro rét.

3) Quang cio truc tuy€n qua Internet

So vii ¢,c ph-ng tiOn th«ng tin ®* chéng kh,c nh b,o giEy, ®ui ph.t thanh,
truyOn hxnh... thx ling th«ng tin qufing c,o tran mng Ip v« hin. Trong khi truyOn
hxnh giii hin 30 gi©y/clip quiing ¢,0 hoc vii b,o giEy, nhiOu nhEt cong chg
chiOm ch¢ ®ic 1 trang vii tCn suEt 1 ICn xuEt hiOn/sé thx website ca kh«ng gian
chga ®ung th«ng tin bEt tEn.

Ca nhiOu ly do ®O ngéi ta Ita chan quiing c,o trin ming. Tric hOt Iy u ®IOm
kh«ng gifi hin vO théi gian, ®ba ly VL nhEt I dung ling. Internet Iy m*ng topn cCu,
vx thO mp nh+ng gx na chuyOn tfi sl ®Bn méai hang cing nga him tren thO giii vuo
bEt ki l6¢c npo. 80y chYnh Iy ¢ héi lin ®0 ¢, ¢ doanh nghiOp quiing b, th-ng hiOu,
tiOp thp sfin phEm ®0On ®«ng ®fo kh ch hung. Ch@ cCn mét c.i click chuét trong
thO giii net Iu nh+ng hxnh nh vO hung ho, ®a si hiOn I2n tric m3t ngéi xem dii
mai hxnh thec quing c,o tric tuyOn. Gi.m ®&c c«ng ty tin hac TrCn Anh ®- chan
quiing c,o tran Internet vx ®éc gif ca thO txm hiOu bEt ki th«ng tin gx vO cty mét
c,ch chi tiOt nhEt. Nh+ng th«ng tin muén quiing b, cfia cty ®ic online 24/24. NOu ai
quan tom ch@ cCn nhEn chuét.

Kh«ng thO kh«ng nh¥c ®On mét thO mnh kh,_c ciia quiing c,o truc tuyOn Iy
chi phY rl. Métdoanh nghiép tYnh to,n r»ng, ®0 ®On vii hung tri®u kh,ch hung,
nOu quiing c,o qua kanh truyOn hxnh sl tén trung bxnh 150-200 ®&ng/Iit ngéi xem,
vii b,o giEy t6 80-100 ®&ng/Iit ngéi ®4c, qua website I 20-60 ®ang/Iit ngéi xem.
Mét doanh nghiOp di ca tiOm Iuc kinh tO mnh cong rEt Yt khi kDo dpi ch-ng trxnh
quiing b, th-ng hiOu tran b o giEy hoZEc truyOn hxnh li2n tdc suét mét théi gian
dui. Nhng nh+ng hip ®ang quiing c,o tr2n ming ca théi hin ¢ n'm hoZ&c h-n thx
kh«ng phTi lIn hiOm. C.c c«ng ty Ford Vietnam, Toyota Vietnam hay Vietnam
Airlines Ip nh+ng vY dd ®iOn hxnh. Tréng phRng Maketing Ford Vietnam, «ng Tr-
-ng Kim Phong cho biOt: "Chéng t«i nhEn thEy hiOu qu{ cfia viOc quing c,o tran
ming lin gEp 5-7 ICn so vii nh+ng hxnh thgc kh,c trong khi chi phY It thEp h-n
nhiOu n2n théng ky hip ®&ng dui hin".

Theo ic tYnh, mgi ngpy trén thO giii ca khofing 15 ta lit ngéi truy cEp VHo c,c
website. 83 chYnh Iy mét ®iOu kiOn thuEn i rEt lin ®0 quiing c,o truc tuyOn blng
nae v tré thunh xu thO ph_t tridn hung ®Cu trong théi ®* c«ng nghO th«ng tin nh
hiOn nay. Thb tréng qufing c,o truc tuyOn VN mEy n'm qua t'ng gCn nh Ip gEp ®«i
hung n'm. Sé ngéi truy cEp Internet ti ViOt Nam ®ang t'ng nhanh cing vii thai
quen truy cEp tin tac tran ming ngpy cpng nhiOu khiOn cho thb tréng QCTT tti Vidt
Nam ®ang ca nh+ng c— héi mii ®0 ®ét ph..
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CAU HOI ON TAP CHUONG 3
1. Muc tiéu cla hoat ddng qudng cdo 1a gi?
2. Quyét dinh vé& ngan sach quang cio?

] 3. Quyét
1. Nam quyét dinh quan trong cUa chuong trinh dinh vé
qudng céo 1a gi? thong

diép quang céo ?
4. Quyé€t dinh vé phuong tién quang céo?
5. Danh gia hiéu qua cla quang céo ?
6. MOt sO nguyén tac viét 10i quang cdo hdp dan?
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Chuong 4
QUAN TRI HOAT PONG KiCH THiCH TIEU THU

Nh{ng n0i dung chU y€u trong chuong nay 1a:
« TOng quan vé kich thich tiéu thu
« Nhimng quyét dinh ch( yéu vé kich thich tiéu thy

4.1. TONG QUAN VE KiCH THICH TIEU THU
4.1.1. Khai niém vé kich thich tiéu thu

Kich thich tiéu thu (sales promotion) bao gOm rat nhiéu coéng cu truyén théng
khac nhau, thuong 1a ngan han, nham kich thich thi truGng dap Ung manh hon va nhanh
chéng hon. Trong khi quang cdo néu ra Iy 1€ nham thuyét phuc phuc mua hang, thi kich
thich tiéu thu lai dua ra cac hinh thUc khuyén khich khach hang cu6i ciing mua hang, va
khuy€n khich c4c trung gian bdn hang.

Thudt ng(r "khuyén mai" dugc dung quen thuQc trong cac vin ban ciing nhu
nhi€u hoat dOng quang ba cla doanh nghi€p. Tuy nhién, theo nghia chinh xac cUa tU Han
Viét, mai 1a bdn, mdi 1a mua. Do vy, "khuyén mai" 1a khuyé&n khich ban, con “‘khuyén
mdi’’ 1a khuyén khich mua. Nhu vy, thuat ng(F tiéng Anh “sales promotion” tuong
duong vdi 2 tUr cla ti€ng Viét 1a khuy€n mai va khuyén mai. N&u ta chi ding mOt thuat
ng(r 12 khuyén mai, hay khuyén mdi thi sé khong day dU, vi khuyén mai hay khuyén mdi
chi 12 mOt mat cla khéi niém kich thich tiéu thu. Cho nén, st dung thuat ng(r “kich thich
tiéu thu” vira ngdn gon, vUa day du y.

Kich thich tiéu thu nham vao 2 d6i tuong 1a ngudi tiéu ding cubi cting nham
khuyé&n khich ho mua nhiéu hang héa (con goi la khuyén mdi) tuong Ung v&i chién lugc
d&y, va nham vao ngudi trung gian phdn phoi, ngudi bdn hang nham khuyén khich ho
ban dugc nhiéu hang héa cho cong ty (con goi la khuyén mai) tuong Ung v4i chién luoc
kéo. MUc dich chinh cUa khuy€n mai 1a kich cau tiéu ding, thiic ddy ngui tiéu ding mua
va mua nhi€u hon céc hang hod, dich vu ma doanh nghi€p cung cap hodc phan phoi.
Muc dich chinh clla khuy€n mai 1a ddy nhanh hang héa qua kénh phan phoi.

Céc hinh thUrc kich thich tiéu thu bao gbm:

- Kich thich ngudi tiéu ding cui ciing : tang hang mau, phi€u thudng, bét lai
tién, ban dai ha gi4, phan thudng, t6 chlc culc thi, phi€u tang hang, dung th& mién
phi, bdo hanh...
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- Kich thich céc trung gian trong kénh phan phoi : ti€n thudéng, thi dua, trg gia cho
hang hoa, trg cap cho viéc hgp tidc quang céo va trung bay, bt gid mua hang, hoi thi ban
hang gi(ra cac dai ly...

- Kich thich cac nhan vién ban hang ban nhi€u hang : tién thudng, cac chuyén du
lich nuGc ngoai, danh hi€u ngudi ban hang gioi...

Theo Ludt Thuong mai 2005 cUa Viét Nam, cac hinh th(tc khuy€n mai nham vao
ngudi tiéu ding bao gbm:

1. Diuing th&r hang m&u mién phi: Pua hang hod mau, cung Ung dich vu mau dé
khach hang dung th( khong phdi trd tién.

2. Tang qua: Tang hang hoa cho khach hang, cung Ung dich vu khong thu tién.

3. Giam gid: Ban hang, cung Ung dich vu v&i gia thap hon gi4 ban hang, gi4 cung
Ung dich vu tru@c dé, dugc ap dung trong thdi gian khuy&n mai da diang ky hodc
thong bdo. TruOng hgp hang hoa, dich vu thudc dién Nha nudc quan ly gia thi
viéc khuy€n mai theo hinh thlic ndy dugc thuc hién theo quy dinh cUa Chinh
phu.

4. Tang phiéu mua hang: Ban hang, cung Ung dich vu c6 kém theo phi€u mua hang,
phi€u st dung dich vu d€ khach hang dugc hudng mot hay mot sO 10i ich nhat
dinh.

5. Phiéu du thi: Ban hang, cung Ung dich vu c6 kém phi€u du thi cho khach hang dé
chon ngudi trao thudng theo thé 1€ va gidi thudng da cong bO.

6. Cdc churong trinh may ruai: Ban hang, cung Ung dich vu kém theo viéc tham du
cac chuong trinh mang tinh may r0i ma viéc tham gia chuong trinh gan lién vGi
vi€c mua hang héa, dich vu va viéc tring thuéng dua trén su’' may man cla ngudi
tham gia theo thé 1& va gidi thudng da cong bo.

7. TO chirc churong trinh khdch hang thurdng xuyén: theo d6 viéc tang thudng cho
khach hang cin c( trén sO lugng hodc tri gia mua hang hda, dich vu ma khach
hang thuc hién dugc thé hién dudi hinh thlc thé khach hang, phi€u ghi nhan su
mua hang ho4, dich vu hodc cac hinh thlc khac.

8. Chuong trinh vin héa, nghé thudt, giai tri: TG chlc cho khach hang tham gia
cac chuong trinh van héa, nghé thuat, gidi tri va cac su kién khac vi muc dich
khuyén mai.

Trong thuc t&, cac hinh thlfic ndy dugc cac doanh nghiép 4p dung kha linh hoat va
c6 su két hop gilta nhi€u hinh th(c mot lic, nhu vira gidm gia vUa tang qua, vla gidm
gia vlra bOc tham tring thudng, gidm gia hodc tang qua trong nhiing "gi® vang mua
sam" nhat dinh trong ngay (thudng 1a gid thap di€m d€ kich thich tiéu ding)... Gidm gia
thuong 1a hinh th(c dugc cac doanh nghiép 4p dung nhiéu nhat.

4.1.2. Su phat tri€n clia hoat déng kich thich tiéu thu
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Céach day mot thap ky, ty 1& quang cdo trén kich thich tiéu thu vao khodng 60 : 40.
Ngay nay, & nhi€u cong ty tinh hinh da thay d6i. Kich thich tiéu thu da chiém tu 60 dén
70% ngan sach chung. Chi phi cho hoat d0ng kich thich tiéu thu ting hang nadm la 12% so
v6i mUc ting 7,6% cUa chi phi cho quang céo.

Ngay nay, hau hét cac doanh nghiép sdn xudt, phan phoi, ban 1&, t6 hop thuong
mai trén thé gidi va & Viét Nam déu s dung nhiing céng cu kich thich tiéu thy. Hang
ndm, cl vao dip cudi nam, céc doanh nghiép thé gidi ciing nhu Viét Nam tung bung
khuy€n mai. Con trén thi truOng vién thong Viét Nam vdi sy gop mat cUa nhi€u nha
cung cap dich vu vién théng, cic chuong trinh kich thich tiéu thu dién ra thudng xuyén
va sdi dOng quanh ndm nham thu hit thém céc thué bao méi.

C6 nhi€u y€u td bén trong va bén ngoai gép phan 1am cho viéc kich thich tiéu thu
tang 1én manh mé&, nhat 13 trong thi truOng hang tiéu dung. Nhiing yé€u td bén trong cong
ty bao gbm :

+ C4c lanh dao cong ty hién nay da thUra nhan kich thich tiéu thu 1a mOt cong cu

h{tu hiéu.

« Nhi€u nha qudn tri sdn pham da bi€t dung cac cong cu kich thich tiéu thy, va

ho chiu dp luc phai ting mUc tiéu thu hién tai lén.

Nhiing y€u t0 bén ngoai ciing gy sUc ép cho cong ty, d6 la:

« SO lugng nhan hiéu sdn pham ting lén ngdy cang nhi€u, nén khach hang ngay
cang c6 nhi€u sdn pham thay thé dap Ung nhu cau clla minh

« Céac d6i thU canh tranh ra doi sau ngdy cang sU dung nhi€u cac bién phép kich
thich tiéu thu d€ thu hit khach hang

 Nhi€u nhan hiéu sdn phdm da chuyén sang giai doan bao hoa nén can phai c6
céc bién phép kich thich méi tiéu thu dugc

+ Ngudi tiéu ding c6 xu hudng mua ban theo ki€u thoa thudn vGi bén ban
« Céc trung gian phan phoi gy 4p luc dOi v4i ngudi sdn xudt nhi€u hon
« Hiéu ning quang cdo suy gidam vi chi phi quang céo cao

« Co nhi€u ngudi cling s& dung mot kénh truy€n théng v.v ...

* Gi(ra cac phuong tién kich thich tiéu thu c6 su canh tranh, 1an at nhau, doi hoi
cac doanh nghi€p phai luén tim toi, séng tao thém cac phuong thic kich thich
tiéu thu m&i dé thang 10i trong canh tranh.

4.1.3. Muc tiéu va tac dong cla cac hoat dOng kich thich tiéu thu
Cac cong cu kich thich tiéu thu c6 nh{tng muc tiéu cu thé€ khac nhau.

Mau sadn pham chao hang mién phi c6 tac dung kich thich ngudi tiéu ding ding
tht sdn pham dich vu md&i khi ho chua tin va b tién ra mua.
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Dich vu tu van quan Iy mién phi c6 tdc dung clng c6 m&i quan hé lau dai véi
nh(ing ngu'0i béan 1&.
Cac bién phép kich thich nhu khen thudng d€ thu hiit thém nhiing khach hang

dung th& méi, thUOng cho cé4c khach hang trung thanh, va ting ty 1& mua 1ap lai trong s
nh{ing ngudi thinh thodng m&i mua.

PE tim hi€u tac dOng cla kich thich tiéu thy, ching ta hiy phan loai nhitng ngudi
dung th(r. C6 thé chia nhiing ngudi ding th( mdi thanh 3 kiu. P6 1a:

+ Nhimg ngudi dang s dung nhiing nhan hiéu khéic ciing loai san pham (cic
loai nudc khodng khic Lavie, coca ch khéng phai pepsi...)

« Nhiing ngudi dang st dung céc loai sdn pham khéc (dung s(fa bo ch( khong
phdi s(fa dau nanh...)

* Nhiing ngu0i hay thay d6i nhan hiéu

Trong 3 nhom khéach hang ding th( ndy, kich thich tiéu thu thuOng thu hit nhém
th( 3, tUc 1a nhimg ngudi hay thay dGi nhan hiéu. Ly do 1a nhitng ngudi s(f dung nhan
hi€u khéc khong phdi ai cling quan tdm, hanh dOng theo cac bién phdp kich thich tiéu
thu. Nhitng ngudi hay thay dGi nhan hiéu c6 déng co chl yéu la tim kiém nhan hiéu
khac ré hon, gia tri cao hon hay c6 thudng. Do vay, cdc bién phép kich thich tiéu thu kho
c6 kha ning bi€n ho thanh khach hang trung thanh v4i nhan hiéu.

Cac bién phap kich thich tiéu thu dugc s dung cho nhling thi truOng c6 nhiéu
nhan hi€u rat gidng nhau s& nhanh chéng tao ra dugc muc tiéu thu cao trong mot
khodng thOi gian ngan. Tuy nhién, né khong duy tri dugc thi phan lau bén. Ngudgc 1ai,
cac bién phép kich thich tiéu thu dugc s dung cho nhiing thi trudng c6 nhi€u nhan hiéu
khéc nhau c6 th€ thay d6i dugc thi phan tuong doi 1au bén.

Ngu0i ban hang thudng nghi rang kich thich tiéu thu cé tic dung pha v& long
trung thanh vGi nhan hiéu, con quang céo 1ai c6 tdc dung tao nén long trung thanh doi
vGi nhan hiéu. Vi vay, doi v4i ngudi lam qudn 1y cong tac truyén thong 1a phan bo ngan
sach truyén thong nhu thé nao gilta kich thich tiéu thu va qung cao. Trudc day, ngudi ta
thudng Uu tién phan b6 ngan sach trudc tién cho quang céo, sau d6 mdi chi phan con lai
cho kich thich tiéu thu Nhung ngdy nay, tinh hinh d3 ddo ngugc. Ngudi quan ly cong tac
truyén thong trudc hét can udc tinh xem can chi bao nhiéu cho kich thich tiéu thu doi
vGi céc trung gian, rOi sau d6 can chi bao nhiéu cho ngudi tiéu ding, va phan con lai méi
chi cho quang céo.

Tuy vay, vi€c x€p ngan sach cho quang cdo sau kich thich tiéu thu cfing c6 nhiing
bat cap, nguy hiém. Néu mOt nhan hiéu dugc kich thich tiéu thu bang gia trong mot
thdi gian dai, thi ngudi tiéu ding bat dau nghi rang day 1a nhan hiéu ré tién, va sé mua
né trong truong hgp bat dac di ch( khong thudng xuyén mua. Néu sdn pham cUa cong
ty thuc su tOt, xUng dang vGi mUc gia cao, nhung nguoi tiéu diing cé xu hudng chd doi
c6 khuy€n mai m&i mua. Do vay, cac nhan hi€u thinh hanh it hay st dung dén kich thich
tiéu thy, vi chiing chi ban cho nhiing ngudi st dung hién hanh.
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Héau hét cac chuyén gia déu cam thay rang, cac hoat dong kich thich tiéu thu
khong tao dung dugc long trung thanh 1au dai cUa khach hang nhu quang céo. Cong trinh
nghién cUu cla Brown phOng van 2.500 ngudi mua ca phé hoa tan di dua ra két luan
nhU sau :

1. Céc bién phép kich thich tiéu thu mang lai mUc tiéu thu ddp Ung nhanh hon va
16n hon so v&i quang céo.

2. Cac bién phdap kich thich tiéu thy khéng c6 xu hudng thu hit cac khach hang
m&i. Lau bén trén thi trudng da bao hoa. N6 chU yé€u chi thu hit nhling ngudi tiéu ding
mua bat chgt gdp, hay thay dGi nhan hiéu.

3. Nhiing ngudi mua trung thanh véi nhan hiu c6 xu hudng khong thay d6i cach
mua sam do tidc ddng cla khuy€n mai canh tranh.

4. Quang céo c6 vé 1a c6 khd nang ting thém ‘‘dac quyén kinh doanh co bdn’’
cUa mOt nhan hiéu.

MOt sO chuyén gia d dua ra cac bang chiing chiing t0 rang nhlig bién phép kich
thich tiéu thu bang gia khong tao nén dugc mot cach viing chac téng khoi 1uong tiéu
thu cla san phdm. Ching thudng chi nhanh chéng tao ra dugc khoi Iuong tiéu thu trong
ngan han, nhung khong thé duy tri dugc 1au sau khi hét chuong trinh khuyén mai. Do
vay, cac d6i thQ canh tranh c6 thi phan nho thudng chon cac bién phap kich thich tiéu
thu, vi ho thdy rang khong d nguon tai chinh d€ thuc hién cac chuong trinh quang cao
tuong duong vGi cac d6i thd dan dau thi trudng. Ho ciing khong c6 dU cac khong gian
trung bay hang héa ma khong phdi chi tién hoa hOng hay kich thich ngudi tiéu ding ding
th(r ma khong c6 nhimg hinh thiic khuyén khich ngudi tiéu ding. Canh tranh bang gia ca
thuong dugc s dung cho mOt nhan hi€u nhd dang muln ting thi phan. Tuy nhién, né
sé& kém hiéu qud hon d6i v4i ngudi dan dau thi trudng mot loai sdn phdm vi su phat
tri€n cla ho doi hdi mé rdng toan bd chling loai sdn pham.

Mot s6 chuyén gia cho rang, viéc st dung nhiéu bién phap kich thich tiéu thu gy
ra sU' gidm stit 1ong trung thanh v&i nhan hiéu, ting su' nhay cdm doéi vdi gia clUa nguoi
tiéu dung, lam lu mo hinh anh chat luong cla nhan hiéu, va chi nham vao k& hoach
ngan han.

) Tuy nhién, 2 tac gid Farris va Quelch khong tan thanh quan di€ém. HQ khang dinh
rang , kich thich tiéu thu mang lai mOt s6 10i ich rat quan trong dbi vGi cic nha sdn xuat
cling nhu ngu0i tiéu ding. D6 1a :

- Kich thich tiéu thu cho phép cac nha sdn xuat di€u chinh nhiing bién dOng ngan
han cla cung cau

- Kich thich tiéu thu gitip nha sdn xudt gidi phéng nhanh dugc nhiing hang tOn
kho.

- Kich thich tiéu thu gitp khuyé€n khich ngudi tiéu ding dung th( cdc sdn phdm
m0i.
- Kich thich tiéu thu con gitip tao ra nhi€u hinh th(rc ban 1é da dang
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- B6i v6i cac dich vu c6 nhu cau bién ddng chy ky theo thdi gian (du lich, buu
chinh vién thong...), kich thich tiéu thu gitip cho nha cung cap dich vu di€u chinh can
bang cung cdu nham st dung hiéu qud nguon luc.

- Kich thich tiéu thu gidp cho nha sdn xudt di€u chinh cic chuong trinh sao cho
pht hgp vGi cdc nhém khach hang khéic nhau.

4.2. NHUNG QUYET PINH CHU YEU VE KiCH THiCH TIEU THU

Khi st dung cac cong cu kich thich tiéu thy, doanh nghi€p phai xac 1ap cidc muc
tiéu, 1ua chon cong cu, trién khai chuong trinh, th( nghi€m trudc, ti€n hanh, va kiém tra
hoat ddng va danh gia két qua.

4.2.1. Xac dinh cac muc tiéu kich thich tiéu thu

Nhitng muc tiéu kich thich tiéu thu dugc thié€t 1ap tU nhiing muc tiéu truyén
théng chll y€u, ma ching vOn ciing dugc xay dung cin c(f vao nhiing muc tiéu marketing
chl yéu dd duogc trién khai cho mOi sdn phdm. Nhiing muc tiéu riéng biét cla kich
thich tiéu thu sé thay d6i tuy theo loai thi truOng muc tiéu da chon.

D0i v&i ngudi tidu ding, muc tidu 1 thiic day tiéu dung nhi€u hon, khuyén khich
nguoi chua si dung ding th(t sdn pham, va thu hiit nh{ing ngudi dang s dung san
phdm cUa hang canh tranh.

D0i v&i ngudi ban 1€, muc tiéu 1a khuyén khich ho ban nhiing mat hang mdi va
du trlt hang nhi€u hon, thic ddy mua hang vao thoi ky tri vu, khuyén khich ton trlr
nh{ing mat hang c6 lién quan v&i nhau va tim cach thAm nhap cac kénh phan ph6i mdi.

Véi luc lugng ban hang, muc tiéu 1 khuy€n khich ho Ung hd nhiing sdn phdm
hay mdt hang mdi, c6 gang tim ki€m khach hang nhi€u hon va kich thich ban hang trong
mua vang khach.

4.2.2. Lua chon cong cU kich thich tiéu thu

C6 nhi€u cong cu c6 thé s& dung nham dat nhlig muc tiéu kich thich tiéu thu.
Ngu0i 1am marketing phdi xem xét loai thi trOng, muc tiéu kich thich tiéu thu, diéu
kién cUa canh tranh, va hi€u qua cUa chi phi cla tUng cong cu. D6i tugng kich thich
tiéu thu 1a ngudi tiéu dung cubi cliing, va cac trung gian trong kénh phan phai (kich thich
thuong mai), va nh{ing ngu'0i ban hang.

Nhiing céng cu kich thich tiéu thu déi véi nguroi tiéu ding gém cé:

1) Mau hang

La nhiing sdn phdm/dich vu dugc phan phat mién phi tai nha, gli qua Buu dién,
phat tai cUfa hang, kém theo cic san pham khéc, hay s& dung dé quang cdo. Pay 1a mOt
phuong thUc gidi thi€u sdn pham mdi c6 hi€u qua nhat nhung ciing tOn kém.

2) Phi€u mua hang (coupon)

La mOt tO gidy xac nhan ngudi cam dugc hudng quyén uu dai gidm gia khi mua
mOt loai san pham nhat dinh. Phi€u mua hang c6 thé gli qua Buu dién, gbi kém mot
san pham khdac khi ban, hay dua vao quang céo trong tap chi, bdo chi. MUc gidm gia phu
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hop 1a khodng 15 — 20 % thi c6 kha ning kich thich khach hang ding th(t sdn phdm mdi,

hay mua nh(ing hang hdéa da budc vao thdi ky bao hoa.

3) Hoan tra ti€n mat (b6t ti€n)

La mOt hinh thfc gidm gia sau khi mua hang. Ngudi mua gUi cho nha san xudt mot
chlng tU dd mua hang, ngu0i sdn xuadt hoan lai moOt phan tién gli qua Buu dién.

4) Bao géi theo gia ré

La mOt cach bdo ddm cho ngudi tidu ding ti€t kiém dugc mot sO tién so vai gia
binh thudng cla sdn phdm d6. Vi du 2 bao géi tinh bang 1,5. Hay bao géi ghép 2 loai
hang lién quan v&i nhau ma chi tinh tién sdn phdm chinh (thudc danh ring va ban chai).
Bao goi gia ré rat c6 hiéu qua doi vGi viéc kich thich tiéu thu ngan han, tham chi con
hon cd phi€u mua hang.

5) Thudng (hay qua tang)

La hang héa dugc ban v4i gia thap hay cho khong d€ khuyén khich mua mot sdn
ph&m. Thudng mién cudc buu dién 1a trudng hdp hang thudng duogc gli cho khach
hang nao da gli mOt bang chiing mua hang cho ngudi ban. Thudng tu thanh toan khi
hang héa dugc ban v&i gid thap hon gia ban 1€ binh thudng.

6) Gidi thudng (thi, ca cuor, tro choi)

La hinh th(c tao cd may d€ nhan dugc mOt mén ti€én mat, mOt chuyén du lich,
mOt th( hang héa do dd mua mot loai hang héa khac. Thi doi héi ngudi tiéu dung phai
tham dy va dugc gidi thudng néu dat di€ém cao. C4 cugc x6 s6 doi hdi ngudi tidu ding
ghi tén minh trong moi 1an choi. Tro choi dugc t6 chlic chd ngudi tidu ding trong mOi
1an mua hang héa, dich vu. Phan thudng c6 th€ 1a tién, hién vat, hodc 1 chuyén du
lich...

7) Phan thudng cho khach hang thudng xuyén

La nhifng gia tri bang tién hay hién vat...Gia tri phan thudng ty 1& véi sO lan
khéach hang mua hang. Céc cong ty hang khong c6 cO ché tinh diém cho s6 km bay cla
khach hang d€ 1am cd s tinh thudng cho khach hang. Tem chiét khau ciing 1a hinh th(ic
thudng cho khach hang thudng xuyén moi khi ho mua mot lugng hang nhét dinh. Sau
d6, khach hang c6 th€ d6i tem dé€ 18y hang.

8) Dung thtr mién phi

La viéc m0i nhiing khach hang tri€n vong mua hang héa ding th(t sdn phdm mién
phi v&i hy vong 1a ho s€& mua sdn pham db.

9) Bao hanh san phdm

La cong cu kich thich tiéu thu quan trong nhat, nhat 1a khi ngudi tiéu dung da trd
nén nhay cam v@i chat lugng hon. Thoi gian bdo hanh san pham dai hon tao cho khach
hang cdm nhan cao hon vé chat lugng san pham.

10) Lién két kich thich tiéu thu

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 87



Bai gidng Truy@n théng marketing
__________________________________________________________________________________________________________________________________________|
La hinh th(c 2 hay nhi€u nhan hiéu, hay cong ty cting hgp sUc d€ phan phat phiéu
mua hang, hay hoan tién... d€ ting khd ning hdp dan khach hang, md rOng kha ning ti€p
xtc. Luc lugng ban hang cUa cong ty ti€p can vGi nhling nha ban 1€, gitip d& ho trung
bay hang héa, sap x€p clta hang, quang céo...t0t hon

11) Kich thich tiéu thu chéo

La st dung mOt nhan hiéu d€ d€ quang céo cho m&t nhan hiéu khac khéng canh
tranh.

12) Trung bay va trinh dién tai di€ém mua
Nham gay su chi ¥, kich thich khach hang tiém nang dén mua sdn pham dich vu.

Kich thich tiéu thu c6 hiéu qud nhat khi s& dung két hop véi quang cao. MOt
nghién c(tu chi ra rang vi€c trung bay hang héa tai cac di€m ban hang két hop véi quang
cdo trén truyén hinh da tao ra mUc tiéu thu cao hon 15% so vGi trudng hgp chi trung bay
khong c6 quang céo.

Nhiing céng cu kich thich tiéu thu déi véi cdc trung gian thurong mai gém cé:
Ba cong cu kich thich tiéu thu la : Chiét gia; Bot tién; Thém hang héa.

1. Chiét gid 1a mOt khodn chiét khau gia quy dinh trong tUng truOng hop mua hang
trong thOi ky da dinh. Céch nay khuyén khich cac dai 1y mua nhi€u hang héa hon,
va chap nhan kinh doanh mOt mat hang khong hdp dan theo diéu kién binh
thudng. Cac dai Iy c6 th€ dung sO tién bt gia nay d€ quang cdo, gidm gia ban,
hay coi nhu' mOt khoan 1gi nhuan.

2. BOt tién 1a mOt hinh th(rc bu ddp mot s6 tién cho ngudi ban 1é da dong y day
manh viéc gidi thi€u sdn pham cla nha san xudt theo mOt cach nao do6. BGt tién
quang cdo 1a hinh thirc bu dap cho coéng slc clia nha ban 1€ di quang cdo sdn
ph&m cUa nha sdn xudt. BGt tién trung bay 1a hinh th(fc nham bu dap cong sl
cUa nha béan 1€ da t6 chlfc trung bay mot loai sdn pham nao d6 cla nha sdn xuat.

3. Thém hang héa 1a hinh th(c bi€u thém mOt sO lugng hang hoéa cho cic trung gian
phan ph6i dd mua mOt lugng hang héa nhat dinh, hay tich cuc gidi thiéu san
phdm d6. Phan thudng ciing c6 th€ 1a tién mat, qua tang cho cac dai ly, luc
lugng ban hang do da c6 gang ddy manh tiéu thu san pham. Ngoai ra, nha san
xudt c6 thé tdng qua cho nhitng ngudi ban 1€ 1a nhitng vat phdm quang cédo mang
tén cong ty.

Trén thuc t€, cac nha sdn xudt c6 thé s dung nhiéu kY thudt kich thich tiéu thu da
dang phong phti d€ tao dung quan hé hop tac v4i cac trung gian thuong mai. D6 c6 thé
la:

a) Tai trg mua hang, 1a nhiing khodn tién dugc trlr bét hay chiét gidm gid mOi khi
nh(fng ngu0i ban budn mua hang trong mot thdi han nhat dinh. Cach nay khuyén khich
cac trung gian mua mOt khOi luong 16n hodc chiu ban mOt mat hang mdi ma binh
thuOng thi ho khéng mua. Céc trung gian thuong mai c6 thé dung khodn tién tai trg nay
nhu mOt khodn tién 1ai truc ti€p, hay d€ quang céo hodc gidm gia ban.
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b) Cac doanh nghiép c6 thé tai trg truyén théng, nhu tai trg quang cdo d€ bu dap
chi phi quang céo do ngudi ban thuyc hién; tai trg trung bay dé€ khuyén khich ngudi ban
trung bay hay trinh di€én sdn pham cac dia di€m ban hang cUa minh.

c) Nha san xudt c6 thé tdng hang mién phi nhiing 16 hang tang thém cho ngudi ban
khi ho mua dén mét khoi lugng nao d6. Phuong thikc kich thich ndy khuyén khich céc
trung gian dy trr nhi€u hang héa hon.

d) Nha san xuét c6 th€ dong vién bang khoan tién mat hay qua tdng cho nhiing
ngUdi ban budn hay luc lugng ban cla ho khi nhiing ngudi ndy cO gang tiéu thu hang
cla ho.

e) Nha san xudt ciing c6 thé tai trg nhiing d6 quang cdo ddc biét c6 in tén cla
doanh nghiép nhu brit viét, lich, d6 chan gidy, bat 1Ua, s6 ghi, gat tan thudc....

Cac nha san xuat ciing thuong phai duong dau véi nhiéu mau thuan vdi cac trung
gian phan phOi ngay cang yéu sach vé quyén 1gi nhi€u hon.

Nhiing céng cu khuyén khich kinh doanh chu yéu :

Céac cong cu khuyén khich kinh doanh dugc sif dung d€ thu thap danh séch cac moi
khach hang , gay an tuong va thudng cong cho khach hang, va kich thich luc 1ugng ban
hang n6 1uc nhiéu nhon.

a) Trién ldm thuong mai va héi thdo

Céc hiép hoi nganh nghé hang nam déu tG chlc trién 1am thuong mai va hoi thdo.
Cac cong ty ban san pham va dich vU cho ho mua ché tai trién 1am va dung gian hang dé
trung bay va trinh dién san pham cUa minh. Nhu‘ng nha sdn xudt tham gia trién 1am
nham tim ki€m cac khach hang md&i, ban dugc nhi€u hang héa hon cho cac khach hang
hién tai, gido duc khach hang bang cic &n pham, phim anh va cac tai liéu nghe nhin.

Chi phi cho viéc tham dy tri€n 1am thuong mai thudng 1a thap hon so véi chi phi
ban hang ca nhan tai co s& cla khach hang. Cac cong ty sdn xudt tu liéu sdn xudt c6 thé
chi khodng 35% ngan séach kich thich tiéu thu hang ndm cho viéc tham gia cac cuOc trién
lam thuong mai.

Khi tham gia tri€n 1dm thuong mai, cic cong ty can phai dua ra mot sO quyét dinh
nhu sau :

« Lua chon tri€n 1dm thuong mai can tham gia

« Kinh phi gidnh cho tham gia tri€n 1dm thuong mai

 Xay dung gian hang tai tri€n 1dm nhu thé nao dé€ thu hit khach tham quan
 Lam th€ ndo d€ khai thac c6 hi€éu qud cac dau moi tiéu thu.

b)Thi ban hang

La cac culc thi t6 chlc cho luc lugng ban hang hay cac dai ly nham kich thic ho
nang cao k€t qud ban hang cla minh. Ngudi doat gidi sé dugc nhan gidi thudng.
Nh(ing ngudi c6 thanh tich t6t s& dugc c6 thé dugc gidi thudng 1a mOt chuyén du lich,
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gidi thudng bang tién hay qua tang. Gidi thudng c6 hiéu qua khi né gan véi muc tiéu
béan hang, c6 thé do dém dugc va c6 thé dat dugc (vi du nhu tim kiém dugc khach hang

mdi; khoi phuc lai dugc khach hang da mat).

¢) Quang cdo bang qua tang

La hinh th(c st dung cac vat phdm c6 ich ré tién d€ cac nhan vién ban hang tang
cho khach hang tri€n vong va khach hang hién tai. Trén cic qua tang thuong ghi tén, dia
chi cong ty, va c6 thé co cac théng di€p quang céo cUa cong ty nita.

4.2.3. Xay dung chuong trinh kich thich tiéu thu

Nhitng ngudi lam marketing phdi c6 thém moOt sO quyét dinh nta d€ dinh 15 toan
b0 chuong trinh kich thich tiéu thu, nhu x4c dinh mUc d6 kich thich, doi tugng va diéu
kién tham gia quang céo cho vié€c kich thich tiéu thu, thdi gian kéo dai va chi phi cho
chuong trinh kich thich tiéu thu.

MUc dd kich thich phdi dat mOt mlc t0i thi€u ndo d6 d€ c6 thé trién khai
chuong trinh thanh cong. MUc d0 kich thich cang nhi€u thi két qua doanh s6 cang ting
nhung v&i tOc d0 giam dan.

Phuong tién phan phdt ciing can dugc 1ua chon thich hgp. Nhimg phi€u thudng
trlt b&t mOt khodn cudce phi nho c6 thé dugc phan phéi tai clra hang, qua buu dién, géi
trong mén hang hay qua phuong tién quang cdo. MOi hinh thlc phé bién chuong trinh
kich thich tiéu thu s& doi hoi nhitng khodn chi phi khac nhau va tic dung dem lai cling
khac nhau.

ThOi han kich thich tiéu thu néu qua ngdn, nhiu khach hang tuong lai sé khong
kip tham gia. Vi c6 thé€ lic d6 ho chua can phai mua sam hay mua lai mat hang dy. Néu
thoi han qua dai, thi chuong trinh sé mat dan tinh thic day "lam ngay". Thoi di€m kich
thich tiéu thu cling s& chi ph6i dén hoat dOng cla cic b0 phan sdn xudt, ban hang va
phan phOi. MOt sO chudng trinh ngoai k€& hoach cé thé ciing can c6 va doi hdi su hop
tac 1an nhau trong thdi han ngan.

Téng kinh phi cho chuong trinh kich thich tiéu thu c6 thé€ tinh bang hai cach.
Nhing ngu0i lam marketing c6 th€ chon nhiing hoat dOng ddy manh tiéu thu va danh
gia tOng chi phi cUa né. Cach thong thudng hon 1a trich mOt ty 1& phan trdm quy dinh tlr
tOng kinh phi d€ chi cho hoat dOng kich thich tiéu thu.

ThtF nghiém trudc cac cong cu kich thich tiéu thu 1a rat can thiét d€ xac dinh
mUc xem cac cong cuU c6 phit hop khong, mUc dO khuyén khich c6 t6i uu khéng, va
phuong phép gidi thiéu c6 hi€u qua khéng.

4.2.4. TO chitc thuc hién, ki€m tra va danh gia k€t qua kich thich tiéu thu

DPE& c4c chuong trinh kich thich tiéu thu thuc thi mOt cach hltu hiéu, can chuén bi
cac k& hoach thuc hién va ki€m tra cho tUng bién phap. K& hoach thuc hién phai tinh
cd thdi gian chudn bj va thoi gian ban hang.

Cac nha san xudt c6 thé s dung bén phuong phap danh gid hiéu qua kich thich
tiéu thu.
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Phuong phap théng thudng nhat 1a so sanh doanh sO trudc, trong va sau khi dp
dung bién phdp kich thich tiéu thu. Gia st thi phan cla cong ty trudc kich thich tiéu thu
1a 6%. Trong thdi gian kich thich tiéu thu thi phan ting vot 1én 10%. Sau khi két thiic
chuong trinh kich thich tiéu thu thi phan cla cong ty gidm xudng con 5%. Sau dé lai
ting 1én 7%. Nhu vay c6 th€ néi chuong trinh kich thich tiéu thu c6 tac dung tot. Néu
san pham cla cong ty khong t&t hon cla cic doi thU canh tranh thi mUc tiéu thu da
gidm xubng bang mUc trudc kich thich tiéu thu.

Can nhan manh rang cac bién phap kich thich tiéu thu chi lam thay d6i tam thoi
dang nhu cau ch& khéng thay dbi tOng nhu cau. Kich thich tiéu thu c6 thé trang trdi
dugc hét cac chi phi cla no, nhung phan nhiéu 1a khong.

Nghién cCu dir liéu vé nhém khdch hang s€ cho thay nhiing loai khach hang nao
dap Ung vGi chuong trinh kich thich tiéu thu va ho da 1am gi sau khi két thic chuong
trinh d6. N€u can nhi€u théng tin hon, thi nhitng cudc khdo sdt khdch hang cé thé dugc
ti€n hanh d€ biét c6 bao nhiéu ngudi nhd tGi chuong trinh, ho nghi gi vé né, bao nhiéu
nguoi dugc 10i tUr chuong trinh kich thich tiéu thu, va né cé tac dOng gi dén quyét dinh
chon mua hang cUa ho sau nay khong.

Céac chuong trinh kich thich tiéu thu ciing c6 th€ dugc danh gia qua nhling tht
nghiém v&i su thay d6i vé mUc dd kich thich, thdi gian ti€n hanh va cach phd bién
chuong trinh

BAI POC THEM
QUY PINH VE KHUYEN MAI (trich dan)
(Theo Luat thuwong mai)

Nguyén tac

1. Trung thuc, céng khai, minh bach: Chuong trinh khuy&n mai phdi dugc thuc
hién hogp phép, trung thuc, cong khai, minh bach va khéng dugc xam hai dén 10i
ich hop phap cUa ngudi tiéu dung, cla cac thudng nhan, t6 chlc hodc ca nhan
khac.

2. Khéng phdn biét déi xtr: Khong duoc phan biét doi x(r gilta cac khach hang
tham gia chuong trinh khuy€n mai trong ciing mOt chuong trinh khuyén mai.

3. HO tro khdch hang: Thuong nhan thuc hién chuong trinh khuyén mai phai bao
dam nh{mg di€u kién thuan 10i cho khach hang tring thudng nhan gidi thudng
va ¢6 nghia vu gidi quyét rd rang, nhanh chéng cac khi€u nai lién quan dén
chuong trinh khuyén mai (néu co).

4. Chat luong hang héa, dich vu: Thuong nhan thuc hién khuy€n mai c6 trach
nhiém bdo ddm vé chat lugng hang hoa, dich vu dugc khuyén mai va hang hoa,
dich vu dung diing d€ khuy€n mai.
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5. Khéng lam dung long tin: Khong dugc 10i dung long tin va su thi€u hiéu biét,
thi€u kinh nghiém cUa khach hang dé€ thuc hién khuyén mai nham phuc vu cho
muc dich riéng cUa bat ky thudng nhan, t6 chlic hodc c4 nhan nao.

6. Canh tranh lanh manh: Viéc thuc hién khuyén mai khdng duoc tao ra su so
snh tryc ti€p hang héa, dich vu cUa minh véi hang héa, dich va cla thuong nhan,
t0 chlrc hodc ca nhan khac nham muc dich canh tranh khéng lanh manh.

7. Khéong khuyén mai thudc chira bénh: Khong dugc ding thubc chlta bénh cho
ngudi, k€ ca céac loai thudc di dugc phép 1uu thong d€ khuy€n mai.

M6t s6 quy dinh chu yéu

Khi 4p dung c4c hoat dOng khuy€n mai trong thuc tién, da c6 nhi€u van dé ndy
sinh. D€ tranh viéc khach hang bi thiét hai v€ quyén 10i khi tham gia cic chuong trinh
khuy€n mai, cac nha soan ludt da cé nhiing chinh ly thich hgp d€ ddm bdo nguyén tac
khi thuc hién khuy€&n mai.

Thoi han giam gia

Nhiéu doanh nghi€p khi niém yét gia dé 1a gid duoc giam 20% hay 30%, nhung
bang dé dugc yét quanh nidm, v4i mUc gid 1a mOt con sO tuyét dOi khong thay d6i. Nhu
vay gia d6 1a gia ban that, khong phai 1a gid gidm va hanh vi ndy dugc coi 1a 1Ua doi
khach hang. B&i vay, d€ tranh viéc 1{ra d6i khach hang bang gidm gid do, Nghi dinh 37
ngdy 4/4/2006 cUa Viét Nam quy dinh:

TOng thoi gian thuc hién chuong trinh khuyén mai bang cdch gidm gid déi voi
mOt loai nhdn hiéu hang hod, dich vu khéng dugc vuot qud 90 (chin muoi) ngdy trong
mOt ndm; mOt chuong trinh khuyén mai khong duoc vuot qud 45 (bOn mudi ldm) ngdy.

Nhu vay, cac doanh nghi€p van cé th€é quanh ndm thuc hién gidm gi4, nhung 1a su
gidm gia ludn phién tUng nhém mat hang ma minh kinh doanh van khéng vi pham quy
dinh. Hinh th(c gidm gia luan phién thudng dugc 4p dung & cac doanh nghiép c6 sO mat
hang kinh doanh 16n nhu céc siéu thi; d0i v&i cac doanh nghi€p chuyén doanh 4p dung &
mUc han ché hon.

Murc giam gia
PE tranh viéc doanh nghi€p 10i dung hinh thic khuyén mai nady d€ ban pha gia
hang héa, dich vy, phap luat quy dinh:

MUc gidm gid t6i da d6i v&i hang hod, dich vu dugc khuyén mai khong dugc
vUot qud 50% gid hang hod, dich vu dé ngay trudc thoi gian khuyén mai.

Trén thuc t€ c6 nhiéu doanh nghiép, vi mudn ban hang ton kho hodc hét thoi
trang, mudn thuc hién "dai ha gid" & mUlc 60-80%. Do gid ban khuyén mai chi so sanh
v0i gid "ngay trudc thdi gian khuyén mai" nén dé€ thuc hién dugc diéu nay, doanh
nghi€p phdi chia lam nhiéu chdng thdi gian gidm gid (mOi chdng cé thé ngan, hét
chang dau c6 thé nang 1én cao hon mot chit va sau d6 1ai gidm manh & chdng th(r hai)
ma van khong trai vdi quy dinh.
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Gia tri cUa hang hoa khuy€n mai va hang hoa diing dé khuy€n mai

Hang hoda diing d€ khuy€n mai 1a "Hang ho4, dich vu dugc thuong nhan dung dé
tang, thudng, cung Ung khéng thu ti€n cho khach hang", tUc 1a hang tang kém khach
hang khi mua hang. Theo quy dinh, gid tri vat chat ding d€ khuyén mai cho mOt don vi
hang héa, dich vu dugc khuyén mai khéng duoc vuot qud 50% gid cta don vi hang hod,
dich vu duoc khuyén mai dé trubc thoi gian khuyén mai, trl cac cuOng hop gidi
thudng tring thudng cUa cac chuong trinh mang tinh may rui.

XU ly gidi thudng khéng c6 nguoi tring

C6 nhling doanh nghi€p khi thifc hién céc chuong trinh may rui chua trung thufc
va minh bach, nhu yéu cau khach hang suu tap dd s6 nap chai c6 in hinh cac by phan
chiéc xe dap dé ghép thanh chiéc xe sé c6 gidi cao nhung trén thuc t€ khong phét hanh
dU céc nap chai c¢6 in hét cac b0 phan; hodc thé cdo tring thudng nhung khong phat
hanh thé c6 gidi dac biét...

Do d6, c6 nhling chudng trinh khuy€n mai dugc quang cdo vdi gidi thudng rat
cao nhung khong c6 ngudi tring. Doanh nghi€p "cau" nguoi tiéu ding mua nhiéu hang
dé€ hy vong triing gidi nhung cudi cing khéng mat chi phi gidi thudng cho khach hang,
Nham tranh nhitng chuong trinh nhu' vay, phép luat quy dinh:

Gidi thudng khong c6 nguoi triing thudng ctia chuong trinh khuyén mai mang
tinh may rui phai dugc trich nGp 50% gid tri dd cong bd vao ngdn sdch nha nudc. Doanh
nghiép hach toan khodn nOp 50% gia tri gidi thudng khéng c6 ngudi tring thudng cla
chuong trinh khuyén mai vao chi phi gia thanh cla doanh nghiép.?!

Tuy nhién, cc hinh thttc cu thé cla khuyén mai mang tinh may rui kha da dang.
Do d6, mOt doanh nghiép thuc hién chuong trinh mOt cach trung thuc va minh bach van
c6 th€ xdy ra viéc khong cé ngudi tring gidi (gidi cao hodc thdp) va phai thuc hién
nghia vu nOp ngan sach.

Cac hanh vi bi cam trong hoat ddng khuy€n mai

Ngoai nhiing quy dinh c6 tinh tOng quat nhu' cdm khuyén mai hang hod, dich vu
cam kinh doanh ho;éc chua duoc phép luu thong, cung Ung; hang hod kém chat luong,
lam phuong hai dén méi truong, slrc kho€ con ngudi; con nhitng quy dinh cam khac:

1. Khuy&n mai hodc st dung rugu, bia d€ khuy€n mai cho ngudi dudi 18 tudi.

2. Khuy€n mai hodc s dung thudc 14, rugu c6 d0 con tUr 30 dO trd 1én d€ khuyén
mai dudi moi hinh thifc.

3. Khuyén mai thi€u trung thuc hodc gy hi€u 1am vé hang ho4, dich vu dé€ 1lra d6i
khach hang

4. Khuy€n mai tai truong hoc, bénh vién, tru s3 cla co quan nha nudc, td chlic
chinh tri, t0 chlc chinh trj - xa hOi, don vi vil trang nhan dan.

5. HUa tdng, thudng nhung khong thuc hién hodc thuc hién khong ding.

6. Khuy€n mai nham canh tranh khong lanh manh.
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Thuc hién khuy€n mai ma gia tri hang héa, dich vu diung d€ khuyén mai vuot
qua han mUc t6i da 50% hodc gidm gia hang hoa, dich vu dugc khuyén mai qua muc t0i
da 50%.

CAU HOI ON TAP CHUONG 4

1. Thé nao 1a kich thich tiéu thu?
2. So sanh cac khéi niém : kich thich tiéu thu, khuy€én mai va khuy&n mai?

3. So sanh khai niém khuy€n mai, khuy€n mai va chi€n lugc ddy, chi€n lugc
kéo?

4. Céc bién phap khuy€n mai, céc bién phap khuy€n mai?

5. Muc tiéu cUa hoat dOng kich thich tiéu thu 1a kich thich tiéu thu trong ngén
han hay dai han?

6. Nhimng van dé gi ma Luat thuong mai cadm trong kich thich tiéu thu? Tai
sao nhiing diéu d6 1ai bi cdm? POi tuong nao dugc Luat thuong mai bdo
vér

7. Tac dOng cUa kich thich tiéu thu dén thi trudng ?

8. Céc quyét dinh chinh trong kich thich tiéu thu?
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Chuong 5
QUAN TRI HOAT PONG QUAN HE VOI CONG CHUNG

Nh{ng n0i dung chU y€u trong chuong nay la:
« Khai niém v€ quan hé cong chiing
« Nhimng quyét dinh chl yéu cUa marketing quan hé cong chiing
« Cong thUc 6 C trong quan hé cong ching

5.1. TONG QUAN VE QUAN HE CONG CHUNG
5.1.1. Thé nao la quan hé cong chiing

Quan hé vdi cong chiing 1a mOt cong cu marketing quan trong dé€ t6 chiltc/doanh
nghiép giao ti€p vdi cong ching. DE tOn tai va phét tri€n, cac t6 chlc/doanh nghiép
khong nhiing phai c6 quan hé t6t v&i khach hang, ngudi cung Ung va ngudi phan phoi
cUa minh, ma con phdi c¢6 quan hé véi dong ddo cong ching c6 quan tdm. Cac gidi cong
chting s& Ung hd hodc chOng lai cac quyét dinh marketing cla t6 chlic/doanh nghiép, do
d6 c6 thé gy thudn 10i hay khé khin cho t6 chltc/doanh nghiép. PE thanh cong, t0
chlic/doanh nghi€p phdi phan loai va thié€t 1ap moi quan hé ding mUc vdi tUng nhém
cong chiing truc ti€p. Trong bai gidng ndy, chiing ta quan tdm chl y€u dén cac doanh
nghiép.

Vay ai la cong ching? Cong ching 1a mQi nhém ngudi c6 quan tdm hay c6 anh
hudng thuc t€ hay ti€ém an dén kha ning cla doanh nghiép dat dugc nhling muc tiéu
cUa minh. N6i tém lai, cong ching cla mOt doanh nghiép 1a tat ca nhiing t6 chlic va ca
nhan c6 lién quan dén su thanh cong hay that bai clla mOt doanh nghiép.

MO0i quan hé gilta cong chiing véi mOt doanh nghiép 1a mOi quan hé qua lai gilta
doanh nghi€p va cong ching cla né. Vay quan hé cong ching 1a gi? C6 nhi€u dinh nghia
khéc nhau vé& quan hé cong ching.

Quan hé cong chiing 1a mOt chlc ning quan 1y nham danh gia thai d0 cUa cong
chting, xac dinh thU tuc va chinh sach cla mOt doanh nghiép d6i v4i mOi quan tdm cUa
cong chiing, va thuc thi mOt chuong trinh hanh dOng (va truyén ba) d€ danh dugc su
hi€u bi€t va chap nhan cla céng chiing.

(Theo Public Relation News)
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Quan hé cong chiing bao gdm tat ca cac hinh thic giao ti€p dugc 1én k€ hoach,
ca bén trong va bén ngoai doanh nghi€p, gilfa mot doanh nghi€p va cong chiing clia n6
nham dat dugc muc tiéu cu thé lién quan dén sy hiéu biét 1an nhau

(Frank Jefkins: Public Reations — Framework, Financial Times)

Quan hé cong chung 14 mén nghé thuat va khoa hoc xa hi cla viéc phan tich cac
xu huéng, du doan két qud, tu van cho lanh dao cla doanh nghiép va thuc hién nhling
k€ hoach hanh ddng da dugc dé ra. Nhiing hoat ddng déu hudng tGi 10i ich ca t0 chuic
lan dbi tugng cong chiing ma doanh nghi€p d6 hudng tdi.

(Theo Hiép héi cong chiing thé€ gidi)

Quan hé cong chiing 1a chlc ning qudn 1y, bao gm tu van & mUc dO cao nhat va
1ap ké hoach chién lugc cho doanh nghiép.

(Theo Hiép hdi cong chiing My)

Tém lai: Quan hé céng chiing la chlc ndng quan ly giup doanh nghiép xdy dung
va duy tri méi quan hé cung c6 10i gilta mOt doanh nghiép va céng chiing cla né.

Qua cé4c dinh nghia trén, ching ta c6 nhan xét vé quan hé céng chiing gbm céc
hoat dOng

« LamoOt b phén cla chién lugc quan 1y t6 chlic doanh nghiép

« Nghién c(ru tim hi€u nhu cdu mong dgi cla cong chiing

« Thiét 1ap céc chinh sach QHCC hoa hgp dudgc 10i ich cla t6 chlc doanh
nghiép va 1gi ich cla céng chiing

« Trié€n khai c4c chinh sach vao thuc tién

« Gianh dugc su thién cdm cUa cong chiing, xay dung uy tin va quan ly uy tin
cUa t6 chlc doanh nghiép

« Tu van cho cic can b lanh dao t6 chiic doanh nghi€ép nham xay dung va
duy tri mOi quan hé cing c¢6 10i gilta mOt doanh nghiép va cong chiing cla
no.

C6 th€ néi, quan hé céng chiing 1a viéc mOt doanh nghiép chll ddng quan 1y cac
quan hé giao ti€p vOi cong chiing d€ tao dung va gilr gin mOt hinh dnh tich cuc cla
minh. Cac hoat ddng quan hé cong ching bao gOm cac viéc nhu: quang bé thanh cong
cUa cong ty, gidm nhe dnh hudng cla cic that bai, cong b6 cac thay d6i cUa doanh
nghi€p, thuyét phuc cdng chiing nhan thlc ding dan vé€ san pham va doanh nghiép, va
nhiéu hoat dOng khéc.

5.1.2. Muc tiéu clla quan hé v@i cong chiing

Muc tiéu cd ban cUa quan hé cong ching la xdy dung va nang cao hinh anh tich
cuUc vé doanh nghi€p trong con mat cong chiing. Quan hé céng chiing tim cach thuyét
phuc cong ching rang doanh nghi€p 1a moét t6 chlc rat hap dan va ho nén quan hé va
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giao dich kinh doanh v&i doanh nghi€p. Nhu vay quan hé céng ching la mOt hinh thirc
xtc ti€én gian ti€p cho doanh nghiép. Do c6 m&i lién hé chat ché va tuong hod gilta hinh
anh cUa doanh nghiép va hinh anh cUa sén phém nguoi quén tri can phoi hop hai hoa
cd 2 hinh anh nay. Do d6, néu cong chung hiéu biét, tin tu’dng va 6 thién cam véi
doanh nghiép thi ho ciing dé dang tin tudng, c6 thién cdm vdi san phdm cla doanh

nghiép.

NhO quan hé cong ching, cong chiing cUa doanh nghiép biét dén nhiing di€u tOt
dep doanh thlep mang lai cho xa hOi, nhiing gi doanh nghié€p noi Ve san pham, v€ ban
than ho. C6 th€ tém gon, quan hé céng ching nham muc dich: Anh hUOng dén nhan
th(c va hanh vi clla cong ching; Nhan dugc sy thau hi€u va Ung ho cla cong chiing doi
v@i doanh nghiép.

5.1.3. Cac hoat dOng quan hé céng chiing
C6 nam hoat dOng co ban ma bd phan quan hé v&i cong ching phai thuc hién:

1. Quan hé vd&i béo chi, ma muc dich 1a ding tai cac thong tin c6 gia tri trén cac
phuong tién truyén théng dai chiing dé thu hit su chii y dén con ngudi, san
pham, dich vu hay t6 chlrc.

2. Tuyén truyén sdn pham. Bao gOm nhling nd luc khac nhau nham cong b vé
nhiing sdn pham cu thé.

3. Truyén thong cla cong ty, bao gbm truyén thong d6i ndi va d6i ngoai nham
lam cho mQi ngudi hi€u biét sdu hon vé t0 chuc doé.

4. Van dOng hanh lang. Van ddng hanh lang la 1am viéc v&i cac nha 1ap phap va
cac quan chUc chinh ph( d€ truyén théng viéc Ung h hay hly bo mot dao
luat hay mOt qui dinh nao dé.

5. Tham muu. Tham muu 1a dé xudt vGi ban lanh dao nhiing ki€n nghi vé cac
van dé co lién quan dén cong ching va vé vi tri va hinh anh cla doanh nghiép.

Trén thuc t€ thi nhiing ngu0i 1am marketing thuGng quan tim dén két qud cuOli
cing, trong khi nhing ngudi 1am céng tic quan hé coéng ching lai xem nhiém vu cUa
minh 1a chudn bi va phét tan thong tin. Hién nay nhi€u doanh nghi€p dang hinh thanh b6
phan marketing quan hé cong ching (PR) dé€ ho trg truc ti€p cho viéc truyén thong cho
cong ty/ sdn pham va tao hinh anh, giy thi€én cdm vGi cong ching.

Tén cii cUa PR la tuyén truyén, cé nhiém vu ddm bdo chd ding tai (ch( khong
phdi chO phdi trd tién) wén c4c phuong tién in an, truyén thanh va truyén hinh dé
truyén thong hay gidi thi€u mOt san pham, moét dia diém hay mOt con ngudi. Con hién
nay, PR ¢6 nhiém vu rOng hon la tuyén truyén don thuan. PR c¢6 thé dong gép vao cac
nhiém vu :

« HO trg viéc gidi thiéu sdn pham mbi

« HO trg viéc xac dinh lai vi tri clla m6t sdn phdm da chuyén sang giai doan

bao hoa
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« Tao nén su quan tdm dén mOt chlng loai sdn pham
o Anh huéng dén nhiing nhém muc tiéu nhat dinh
« Bdo vé nhitng sdn phdm c6 van dé rac roi véi cong ching

 Tao dung hinh anh thu‘dng hiéu cla doanh nghiép bang cach tao nén nhu‘ng y
nghi tOt dep vé cac san phdm cla né, vé vai tro cla doanh nghiép déi vGi
cong chung.

PR dac biét c6 hiéu qud trong vi€c tao su biét dén va hi€u biét nhan hiéu d6i
vGi nhiing sdn phdm mdi lan nhing sdn pham hién c6.
5.1.4. Vai tro cla nha quang ly ddi v6i hoat ddng quan hé cong chiing

Nha qudn 1y doanh nghi€p cé nhiing vai tro sau ddy doi v&i hoat ddng quan hé
cong chung :

1) Kh@i xudng hoat dong quan hé cong chiing

Khong ai khac ngoai nha qudn ly phdi khdi xudng quan hé céng ching & doanh
nghi€p. Ngudi quan 1y ciing can phdi tuyén truyén va thuyét phuc cc nhan vién trong
doanh nghié€p cla ban Ung hd cho viéc xdy dung quan hé tOt dep gilta doanh nghi€p va
cac doi tugng cong ching. PE 1am dugc di€u ndy thi ngudi quan 1y phai hi€u 16 ban
chat cla quan hé cong ching va nhiing 1gi ich ma quan hé coéng ching c6 th€ mang lai
cho doanh nghiép.

2) Theo doi xay dung va thurc hi€n churong trinh quan hé céng chiing

Ngu0i quan 1y c6 thé khong phai 1a ngudi truc ti€p xay dung chudng trinh quan
hé cong chiing, nhung 1a ngudi chU hodc nguOi quan ly doanh nghi€p phdi dam bao
chuong trinh quan hé cong chiing dat dugc két qua mong mudn. Do vay, ngudi quan ly
phai biét chuong trinh quan hé cong chiing dugc xay dung theo trinh tu nhu thé nao dé
dam bdo tac dOng dén nhan thic clia dOi tugng cong chiing mOt cach hiéu qua nhat.

3) Tan dung cac co hdi cac nhian d€ chuy€n tai thong diép t6i cong chiing

Ngu0i chl hodc ngudi quan ly doanh nghé€p c6 nhi€u co hoi giao ti€p ca nhan
dé chuyén tdi thong diép cla doanh nghi€p c6 thé 1a cac cudc trd 16i phéng van cla
bao chi hodc cac bai phét biéu tai cadc hdi nghi, hbi thdo, h0i chg trién 1am, gat mat
khéach hang...

4) Van dung mot cach khéo 1éo cac hoat dong quan hé cong chiing dé giai
quy@t cac van dé cu thé cla doanh nghiép

C6 thé trong doanh nghi€p c6 nhitng mOi quan tim hang dau can phai gidi quyét,
chang han nhu duy tri mOi quan hé vGi khach hang, cdi thi€én mOi quan hé v4i nhan
vién, clng c6 quan hé vGi cOng dong, hay tham chi x( 1y khUng hodng. Nha quan ly
phdi két hgp khéo 1éo c4c hoat dOng quan hé céng ching d€ gidi quyét van dé nay.

5) Quyét dinh doanh nghi€p nén tu lam hoat ddng quan hé céng chiing hay
thué dich vu
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Ngu0i quan 1y phai can nhac liéu doanh nghiép cla ban tu lam cac hoat dOng
quan hé cong chiing hay thué dich vu thi sé hiéu qua hon. Nguoi quan ly phdi ndm 1o
nh(ng thudn 10i va khé khan cla viéc tu 1am. Néu quyét dinh thué dich vu thi ciing phai
bié€t cach chon cong ty dich vu thich hgp va cach thlc 1am viéc vdi ho nhu thé nao sao
cho hiéu qua.

5.2. LOTiCH CUA QUAN HE VOI CONG CHUNG
5.2.1. Lam cho céng chiing bi€t dén doanh nghiép

Doanh nghi€p cUa ta chi 1d mOt trong s6 hang trdm ngan doanh nghi€p dang c6
mat trén thi truOng, 1am sao d€ cong ching bi€t dén ban? Quang cdo c6 th€ 1a mOt cach
t6t. Nhung trong thdi dai thong tin ngay nay khi ma quang céo tran ngép khap noi thi
cong chiing c6 thé khong bi hdp dan béi quang cdo nita. MOt cach tOt hon d€ tiép can
khach hang ti€m nang 1a théng qua nhiing cau chuyén thd vi, nhiing thong tin hiiu ich,
nh{ing dé tai ma cong ching dang quan tdm d€ gian ti€p gidi thi€u vé doanh nghiép va
san pham cUa ching ta.

5.2.2. Lam cho cong chiing hi€u vé& doanh nghiép

Doanh nghi€p khong chi mudn cong chiing biét dén su hién dién clUa minh ma
con muOn ho hi€u 16 ton chi hoat dOng cUa doanh nghiép va cac gié tri ma doanh nghiép
hudng t&i. Quan hé cong chiing sé€ gitip doanh nghi€p truyén tai nhiing thong diép thé
hién ton chi va gia tri cUa doanh nghiép t&i cong ching.

5.2.3. Xay dung hinh anh va uy tin cho doanh nghi€p

O bé&t c cuong vi ndo, du 1a khach hang, nhan vién hay déi tac, ching ta diéu
mudn giao dich vGi cac doanh nghi€p c6 uy tin. Hinh dnh va uy tin cUa doanh nghiép
dudi mat cla cong chiing dugc xay dung dua trén nhiing cdm nhan cla cong ching vé
doanh nghiép d6. Cac hoat ddng quan hé céng ching mubn chuyén tai tdi cong ching
mOt cach chan thuc nhiing thong diép ma doanh nghi€p mong muln.

5.2.4. CUng cO ni€m tin clla khach hang d6i véi doanh nghiép

Hinh anh va uy tin cla doanh nghiép gitp cling cd ni€ém tin cUa khach hang. Néu
doanh nghiép ludn th€ hién quan tdm dén khach hang thi ho ciing s& gan b6 vGi doanh
nghi€p hon. Doanh nghiép c6 th€ thuOng xuyén cap nhadp thong tin lién quan dén nhiing
san phdm ma doanh nghiép dang cung cdp cho khach hang. Viéc ndy mOt mat giip
khach hang hi€u doanh nghiép hon, mat khac 1am cho ho cam thdy rang doanh nghiép
lu6n quan tdm dén ho.

5.2.5. Khuy@n khich va tao dong luc cho nhan vién

Né&u nhan vién chi nghi rang ho 1a ngudi lam coéng dn luong, thi doanh nghiép
cling chi hy vong ho lam t0t nhitng viéc ma ho dugc giao. Lam thé& nao d€ doanh nghiép
nhén dugc nhiéu hon tU ning luc tiém tang cla ho? DE lam dugc diéu nay, doanh
nghiép can phai 1am cho nhan vién cdm thdy ho 1a mOt thanh vién cUa doanh nghiép
bang cach thé hién su’ quan tdm va ludn cdp nhap thong tin vé doanh nghiép cho ho. Cac
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hoat dOng clla quan hé cong ching gitip ting cuOng su hiu biét gilta doanh nghiép va

nhan vién, trén co s& do thic day moi quan hé nay thém bén chat.

5.2.6. Bao vé doanh nghi€p trudc nhitng con khling hoang

MOt sdn pham khong dat chat luong 1uu hanh trén thi trudng, mot sai 1am cUa
nhan vien cung c6 th€ dat doanh nghiép ban vao cudc khling hodng. Nhiing tin dOn that
thiét c6 thé gay thiét hai 16n cho doanh nghi€p ciing nhu Cong chung Quan hé cong
ching 1a 12 mét céng cu hitu hiéu gitip doanh nghi€p ngin ngla va gidi quyét khUng
hodng. MOt mat cac hoat dOng quan hé cong ching du doan nguy co khlng hodng va
dua ra cac bién phap phong ngUra. Mat khac, khi khlng hodng thuc su xdy ra quan hé
cong ching gitp x( ly khling hodng mot cach hiéu qud nhat. Thuc té cho thdy nhiing
doanh nghiép c6 quan hé cong chiing t6t thi khi khlng hodng xay ra ho ciing dé dang
vUQt qua hon.

Quan hé cong ching c6 th€ mang lai rat nhiu 10i ich thi€t thuc cho doanh nghiép,
dt doanh nghiép kinh doanh trong linh vuc ndo va du doanh nghi€p 16n hay nhd. Ngoai
ra, quan hé cong ching dac biét thich hop vGi nhitng doanh nghiép bi han ché vé ngan
sach, khi ho khong th€ chay dua dugc vGi cac cong ty “dai gia” vGi ngan sach khng 16
cho céc hoat ddng quang cdo va khéch truong sdn phdm, thuong hiéu. Vi cac hoat
dOng quan hé coéng ching, ho c6 th€é tim ra con dudng riéng cla minh bang cach sang
tao.

5.3. NHUNG LOT THE CUA QUAN HE CONG CHUNG SO VOI QUANG CAO
5.3.1. TOéng quan

Quan hé céng chiing ra dOi sau quang cdo, nhung ngady cang chlng t6 hiéu qua
vugt trdi hon han so vGi quang cdo. Cong dung clia PR di dudc cic cong ty 16n trén thé
giGi ch(tng minh. Cu th€ nhu, nho khai thac thanh cong cong cu PR ma cic cong ty nhu
Coca-Coke, Apple, Nokia, KFC...tr& thanh nh{ing thuong hiéu hang dau thé gidi.

Quang céo 1a hoat dOng st dung cac phuong tién truyén thong phai trd tién dé
khach hang bi€t dén san pham hay doanh nghiép.

Quan hé cong chiing ciing sU dung cac phuong tién truyén thong d€ cung cap cac
théng tin cho cong chiing nhung khong chi d€ ho bi€t ma con hi€u rd hon vé sdn phdm
(tinh ndng, cach st dung,...) hodc vé doanh nghiép (ton chi hoat dOng, chi€n 1ugc phét
tri€n,...) Vi du: Bao chi ding bai phan tich tinh ning s dung thudn tién cla sdn phdm
m&i hodc dai truyén hinh dua tin vé chuong trinh bdo vé méi truOng xanh va sach cla
doanh nghiép.

DPOi v&i quang céo, cong ty c6 thé ki€m soat gan nhu hoan toan ndi dung, hinh
thltc va thoi lugng ding tai bdi vi cong ty phai trd tién cho quang cao. Chiing ta c6 thé
thué céng ty quang cdo va yéu cau bdo dai phdi ding tai ding nbi dung chuong trinh.
Nguoc lai, d6i vi quan hé cong ching, cong ty khong th€ ddm bado chac chan nhimg
ndi dung ma cong ty da chudn bi sé dugc ding tai ding va da.

MOt quang céo cé thé dugc ding tai 1ap di 1ap lai nhiéu 1an, trong khi mot bai
bao hay mOt phong su cla quan hé cong chiing thuOng chi dang tdi moOt hai 1an. Chinh vi

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 100



Bai gidng Truy@n théng marketing
__________________________________________________________________________________________________________________________________________|
vay, dé dugc hién dién trd 1ai trén béo dai, cong ty phai ludn cung cap nhiing théng tin

md@i mé va hap dan cho béo chi.

DOi vGi quang céo, ta chi can lam sao hdp dan va thu hit dugc ddi tuong khach
hang, ch(r khoéng can quan tdm xem gidi b4o chi ¢6 thich quang cdo cla ban hay khong.
Nhung doi vGi cong chiing trudc tién can phai thu hit dugc su quan tdm cUa gidi bao
chi, bdi vi khi d6 chiing ta m&i hy vong thong tin cUa cong ty dugc dang tai.

5.3.2. Nhiing 10i th€ clia PR so vGi quang cao

D6 1a 5 di€m 1gi thé chinh cla PR so vi quang bao gbm: stfc manh anh hudng
cua PR, dd tin cdy cua théng di€p quan hé cong chiing, tinh ldu dai cia d@nh huong PR,
loi ich do cdc hoat ddng PR mang lai va ngdn sdch danh cho né.

1) MOt 13, sttc anh hudng cla PR 16n hon so vOi quang cao

Quang c4o dugc ti€p nhan nhu mot su 4p dat, mOt khach hang khong moi ma
dén, do vay ngudi ta c6 xu hudng nghi ng0, chong lai.

Trai 1ai, théng diép cla PR khéu goi su quan tdm chi y cUa khéch hang dén san
pham cUa cong ty, do vay s€ dé dugc khach hang chdp nhan”.

2) Hai la, cac hoat ddng PR mang dén nhi€u théng tin dang tin cdy hon cho
nguoi tiéu dung

Quan hé céng chiing dé chi€m dugc long tin cUa cong chiing hon so véi quang
c4o (theo nghién khdo sat v&i 850 lanh dao 3 MY va Chau Au khi s& dung quan hé cong
ching c6 thé tao 86 % ni€m tin & khach hang trong khi quang céo chi c6 14%). Khach
hang dé tin vao nhi{ing cau chuyén, bai bio hay phéng su néi vé san phdm cUa ban,
khach hang cdm thdy théng tin trong quan hé cong chiing mang tinh khach quan hon
nh(ing thdng tin trong quang céo. Ngoai ra, con ¢6 cac ly do sau day :

Li do th(r nhat, chang c6 thdng tin gi trén quang cdo ngoai hinh anh. L&i néi néu
6 chi dé tang cudng cho hinh dnh ma thoi.

Ly do th(r 2, ngudi ta it tin cdy 10i néi trong m@t quang cao bdi 10i néi trén nhing
banner quang cdo ludn ho hao sdo rong “Chiing t6i 13 t6t nhat”. Phdn Ung cla ngudi tiéu
ding sé 1a “cong ty nao ma chang noi nhu thé!”

PR lai diing ngdn tUr d€ dién dat thay vi hinh dnh. PR da “danh tring” tam li cUa
ngudi tiéu ding 1a khach hang suy nghi bang ngén tlr, khéng bang hinh dnh. Va hinh dnh
cUa doanh nghi€p dugc truyén tai béi bén th( ba cla dai dién cla quan hé cOng dOng
nén dugc danh gia 1a khach quan va dé gay dugc long tin hon so véi hoat dOng quang
cdo. Quang cdo thudng mang tinh chat thong tin 1 chiéu.

MOt 1i do khac khién khach hang thudng khong dé tin vao nhiing thong diép
quang cdo, vi van dé khong don gidn 1a 1lam cho cong ching nhG dén san phdm hay
thuong hiéu ma phdi nhd dén v4i mot thién cdm. Cac nha quan tri thuong hi€u da phat
hién thdy PR c6 khd nang danh 18y tinh cdm cong chiing. Néu nhu quang céo tim cach
dua ra ly do d€ cong ching Iua chon san phdm, thi PR tim cach “thu phuc nhan tam”
quan ching. Hoat dOng PR cung cap cho thi trGng nhling thong tin, ki€n thlc can thiét
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v€ doanh nghiép va san phdm. Va moi ngudi thudng tin tudng vao nhiing thong tin
dugc cac nha phan tich bao chi ding tdi. Bat c noi nao ma quang cdo dugc xem nhu 1a
mOt sU tuyén truyén v€ san phdm, thi v&i mOt bai vi€t cla mOt phéng vién hay mot nha
bién tap, doc gla sé cho rang that hon va hitu ich véi ho hon. Ching ta vOn di da nghi
ngO v€ cac mau qudng cdo va ching ta cling thudng c6 _khuynh huéng khong quan tam
dén ching. Tuy nhién ching ta van thuOng cat nhiing mau tin hitu ich va dugc trinh bay

ky ludng va gdi cho nhiing ngudi than.

Quang cdo c6 tuGi tho ngan ngUi. DOi véi mot ngU01 tiéu dung binh thu‘dng, mOt
mau quang cdo chang khac nao mét chi budm: sOng ngan ngU1 roi chét. BOi vdi PR thi
khong nhu thé. MOt tin tUc hay bai bao hay s& sOng mai. Chién lugc co ban cla PR 1a
ding tin trong mOt td bao va, gidng nhu leo thang, dua né dén mot td bao 16n hon, hodc
tUr bdo in sang dai phét thanh hay truyén hinh. Trong PR hién dai, di€u quan trong 1a c6
dugc bai bdo dau tién that thich hop. Bai bao dau tién nay s€ cé anh hudng 16n dén céc
tin bai sau do.

Thong tin trén mot t0 bdo c6 th€ sé& dugc phdn 4nh lai trén nhiéu td bao khac
trong nh{ing ndm sau dé6. Ngugc lai, quang cdo khong c6 tinh uu viét dé.

4) Bon 1a, hoat dOng PR c6 tac dung tich cuc cho xa hdi

Bang viéc tham gia hay phat dOng nhuhg hoat dOng mang tinh chat ho trg cOng
CIOHg nhu ngay hOi khéch hang, tu van vi€c chim séc sUc khde ba me va tré em, chia sé
nOi dau v&i nan nhan chdt d6c mau da cam...cac doanh nghiép it nhiéu da gop phan chia
sé v3i cOng dOng va xa hbi. Vi du, chuong trinh “P/S bdo vé nu cudi” cUa Unilever,
“Pén dom d6m” cUa Dutch Lady Viét Nam, chuong trinh “Thap sang UGc ma xanh” cla
Cong ty Dét May Théi Tudn, “Ti€p sUc mua thi” cla Thién Long, “U'0m mam tai ning”
cUa Vinamilk hay “Am 4 ap mua dong” cla Cong ty 4 Oranges,... 1a nhiing vi du di€n hinh
cUa hoat dong PR vi mt muc dich cao dep chung tay xay dung cOng dong Viét Nam
ngay moOt tOt dep hon.

5) Nam la, doanh nghi€p khéng phdi dau tu chi phi 16n cho hoat déng PR
nhu quang cao

Thay vi phdi tOn nhi€u tién cho quang c4o ma két qud thu duoc khdng cao, cac
doanh nghiép Viét Nam chi cn chi mOt khodn ngan sach bang 1/10 phi quang céo cho
mOt chi€n lugc PR da c6 th€ mang lai nhiing hiéu qua khé cé thé dugc biéu thj bang 1
con sO chinh x4c. Cac hoat dOng cUa né thudng c6 chi phi thap hon do khéng phdi chi
cac khodn tién 16n thué mua thOi lugng trén cac phuong ti€n truyén thong va khong can
chi phi thi€t k€ sang tao va sdn xudt cao. Ngan quy cho hoat dOng PR cUa cic cong ty
thudng it hon chi phi qudng céo hang chuc 1an. Tuy nhién, hi€u qua théng tin thudng lai
khéng thap hon, do tinh chat tap trung cla dbi tugng va nhd tac dung réng rii cUa
truy€n mi€ng (word —mouth). Hoat dOng PR thich hop v&i cac doanh nghi€p Viét Nam.

Tuy nhién, cc doanh nghiép Viét Nam hién nay chua thdy dugc nhimg uu diém
cUa PR. Thay vi st dung quan hé céng chiing trong ti€p thi thi hau hét doanh nghiép
Viét Nam chi rat nhi€u cho quang cdo, mdc du ho biét thanh céng clla mot chién dich
quang cdo khong dé dang va khong kéo dai. PR thich hgp v6i quy md vOn vUa va nhd
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cUa doanh nghiép, va ciing vi PR that su' s& mang lai hi€u quad nhiéu hon cho doanh

nghiép so v3i quang céo.

Trén day, chiing ta vra xem xét nhiing uu thé cUa hoat dOng quan hé cong chiing
so v&i quang céo. Tuy nhién quan hé cong ching ciing khong thé€ thay thé dugc quang
cdo. D€ ting khd ning tac dOng dén khach hang, quan hé cong ching thudng dudgc két
hop véi cac chuong trinh quang céo. Khich hang sé c6 kha ning mua san phdm cUa
doanh nghi€p hon néu nhu ho hi€u vé cac san phdm qua cac sy kién, bai bio va phéng
su cUa hoat ddng quan hé cong ching.

5.4. POI TUONG CUA QUAN HE CONG CHUNG

Nhu trén chiing ta da thdy, cong ching cUa doanh nghiép 1a tat cd cdc nhém ngudi
c6 quan tdm hodc anh hudéng thuc t€ hay tiém tang dén kha ning cUa doanh nghiép
trong vi€c thanh dat nhiing muc tiéu clla minh. Pay chinh 1a d6i tuong cla cac hoat
dOng quan hé cong ching cla doanh nghiép. Trong muc ndy ching ta s& tim hiu chi ti€t
v€ doi tuogng cla quan hé cong chiing, tlrc 1a trd 10i cau hoi : Ai 1a cong chiing cUa
doanh nghiép?

Cong chiing cUa doanh nghi€p khong chi 1a khach hang hién tai, khach hang tiém
ning, ma con la khach hang ndi bd, cic nha cung cap, cc trung gian phan phoi, cc cap
chinh quyén, va cd cac cO dong cUa doanh nghiép. Ching ta sé tim hi€u mot s6 doi
tuong chinh, va cach ti€p can cac doi tugng dé nhu thé nao.

5.4.1. Khach hang

Khach hang & day dugc hiéu 1a nhiing ngudi da, dang hodc c6 th€ mua sdn pham,
dich vu cla doanh nghi€p. Pay chinh 14 cac doi tugng quyét dinh dén su thanh cong hay
that bai cUa doanh nghiép. Quyét dinh mua hang cla ho dua trén nhan thlc vé gia tri
san pham cUa doanh nghiép. Tat nhién 1a nhan th{c vé sdn pham chiu tdc dOng 16n cla
nhan thc vé doanh nghiép san xudt ra sdn pham dé. Khach hang thudng quan tam dén
cac van dé sau :

. Chat lugng san pham cla doanh nghiép nhu thé nao ?

»  Doanh nghiép c6 thurc hién ding cac cam két v& giao hang, bdo hanh, sUa
ch(ta khong ? C6 san sang gidi quyét cac khi€u nai, tranh chap vdi khach hang
khong ?

. Doanh nghié€p c6 tréch nhi€m doi v&i nhan vién va xa h0i khong ?

PE chiém dugc cdm tinh cla khach hang, doanh nghiép phai lam cho khach hang
hai 1ong, phai ban nhimg th( khach hang can, phdi chuyén sang tu duy kinh doanh
hudng t6i khach hang. Khong nhitng phdi lam tOt, doanh nghi€p con phai biét t& chlic
cong tac truyén thong tOt d€ khach hang hi€u va tin tuéng. POng thoi phdi luén ludn
danh gia dugc mUc d6 hai long cUa khach hang, va thuOng xuyén cdi thi€én chi s6 nay.
5.4.2. Chinh quyé€n

Chinh quyén (CO quan qudn 1y nha nudc) 1a cac t6 chlc nha nudc c¢6 anh hudng
chi phoi dén hoat dOng cla doanh nghiép théng qua hé théng phap luat. Chinh quyén c6
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chlc ning cap phép kinh doanh, thu thué€, giam sat, ki€m tra hoat d0ng cla cac doanh
nghiép. Do vay, chinh quyén c6 th€ han ché, khuyéh khich, hay cdm doéan cac hoat
dOng cla doanh nghlep Ngoai ra, con phdi k€ dén t& nan tham nhiing da xam nhap vao
cac cO quan cdng quyén, cho nén cac cong quyen c6 thé gay khé dé cho doanh nghiép chi

vi doanh nghiép khéng c6 quan hé h{tu hdo v&i chinh quyén.

Muc tidu du tién cUa doanh nghiép 1a gilt mOi quan hé gan giii, hi€u biét 1an
nhau v&i céc cdp chinh quyén c6 thdm quyén quyét dinh vé cac quy dinh phép ludt dnh
hudng truc ti€p dén hoat dOng cla doanh nghi€p. Hon n{ta, cac hoat dOng cla doanh
nghiép doi hdi phai tuan thU cac quy dinh cUa nha nudc vé van dé an toan thuc pham,
quang céo trung thuc, quyén 1gi va trach nhiém cUla doanh nghiép, quyén cUa ngudi tiéu
ding, moi trudng xa hoi,... théng qua hé thdng luat phap, quy ché... rang budc hoat
dOng cla ho.

Do tdm quan trong cUa van dé ndy, mOt s6 doanh nghi€p 16n da tach riéng ra mot
b6 phan c6 chlic ndng ddm nhiém van dé ‘‘quan hé v&i chinh quyén’’.

5.4.3. Gi6i truy€n théng

Gidi truy€n thong la cac coO quan bao chi, truyén hinh, truyén thanh. Gidi truyén
théng c6 anh hudng 16n dén hoat dOng cla doanh nghi€p, dac biét trong di€u kién
ngay nay cac phuong ti€n thong tin da ti€p can rOng rdi véi moi ngudi dan. Chi can mot
thong tin khéng chinh xac v€ doanh nghiép c6 thé gy ndi bat binh, hay nhiing phan Ung
tiéu cUc bat 1gi cho doanh nghiép, tham chi c6 thé 1am cho doanh nghiép pha san. Viéc
béo chi dua tin &n budi, &n vai thi€u c6 hai cho slic khoe...dd 1am cho nhu cau tiéu ding
vai thi€u, budi sut gidm nghiém trong trong mot thdi gian.

Doanh nghi€p can phdi quan tam d€ lam th€ nao cic phuong tién truyén thong
ndy dua tin c6 10i vé hoat dOng cla doanh nghi€p hon. Cac théng tin vé doanh nghiép
cUa giGi truyén thong 1a hét stc quan trong, c6 thé anh hudng tich cuc hodc tiéu cuc
dén hinh dnh cong ty trudc ngudi tieu ding va cac gidi cong chiing khac. Cong ty c6 thé
tranh th( sy thién cdm cUa gidi truyén thong bang chinh chat luong sdn pham va dich
vU cUa minh va bang cac hoat ddng xa h6i nhu 1ap cac quy ho trg, cac hoat dOng tur
thién, tai trg cho cac culc thi,...

5.4.4. Cac tO chuic xa hdi

TG chic xa hdi bao gdbm cac t& chlc bdo vé ngudi tidu ding, bdo vé slc khoe
cOng dOng; cidc nhom bdo vé moi trudng... Tiéng ndi cla cac td chlc nay tic dOng
manh mé dén du luan xa hoi, dén hanh vi tiéu ding cla khach hang.

Do vay, mOt mOi quan hé Ot va dap Ung nhiing yéu cau cUa cidc nhém nay sé€ tao
ra hinh anh t0t dep cho san pham va danh ti€ng cla doanh nghiép.

5.4.5. COng dong dan cu

Pay 1a nhiing ngudi sinh sOng trén dia ban, noi doanh nghiép hoat ddng. COng
dong dan cu c6 thé c6 nhitng mGi quan tam chung v&i doanh nghiép vé co hoi viéc lam
On dinh, vé méi trudng, v€ c0 sG ha tang, an ninh cong cOng, hay nhling van dé xa hoi
khac nhu gitip d& cho cac chuong trinh gidi tri, van hda, tU thién tai dia phuong. COng

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 104



Bai gidng Truy@n théng marketing
|
dong dan cu xem doanh nghi€p nhu 1a mOt “‘lang giéng tOt”’ cung chia sé trach nhiém

v@i cOng dong.

Céc hoat d0ng cUa doanh nghiép nham dép Ung nhu cau nay cUa cbng dong la :
tham gia cac hoat dOng tUr thi€n, dén on dap nghia, cac hoat dOng x6a déi gidm nghéo,
ho trg cho cac hoat dOng vin héa thé thao cla dia phuong, cac hoat dOng bdo vé méi
truong, day nghé cho céc tré em thiét thoi, tao cong an vi€c lam cho nhling ngudi thu
nhap thap, con em thuong binh liét si...

5.4.6. Gi@i tai chinh

Céac ngan hang dau tu thuong mai, cac nha méi gidi chling khoan, cac nha phan
tich tai chinh, cac c0 déng gép vOn vao trong cong ty cO phan, cac bén lién doanh lién két,
cc quy dau tu mao hi€m la nhitng ngudi tham gia gép vOn cho doanh nghiép. Néu ho
c6 thién cdm, c6 1ong tin v&i doanh nghiép, dong vOn cho doanh nghiép sé& 6n dinh va
phét trién. Nguoc lai, doanh nghiép sé gdp khé khan.

Do vay, doanh nghi€p phai thudng xuyén thong tin v4i cdc nha dau tu, d€ ho biét
dugc thanh tuu, khé khin, thudn 10i cUa doanh nghiép va chia sé cling doanh nghiép.
Céc béo céo tai chinh hang quy, hang ndm, cac bai trinh bay trong cic cudc gap g0, hoi
hop cUa cac nha phan tich tai chinh, cic cudc phdng van cla gidi truyén thong la cac co
hOi truyén thong tOt cho doanh nghi€p. Pay 1a linh vuc rat quan trong, va do vay da xuat
hién cac cong ty tU van gitip cho doanh nghi€p thuc hién van dé nay.

5.4.7. Nhan vién trong doanh nghiép

Nhan vién 1am viéc trong doanh nghi€p 1a d6i tugng céng ching ndi bO (khach
hang bén trong) va co vai trdo dac biét quan trong trong quan hé cong ching cla doanh
nghiép. Nhan vién 1a nhiing ngudi c6 lién hé chat ché va quyét dinh su thanh cong cla
doanh nghi€p, ho dOng thdi ciing 1a cau noi gilta doanh nghi€p va cac d6i tugng cong
chting khac. Khi ngudi nhan vién cdm thay thodi mai v3i cong ty cUa ho thi thai d6 tich
cUc nay s€ lay lan sang cac cong chiing khac bén ngoai cong ty.

Theo quan di€m cUa marketing hién dai, nhan vién trong doanh nghiép can dugc
doi xUr nhu khach hang, va muc tiéu dau tién cla doanh nghiép 1a 1am cho khach hang
bén trong ndy hai long. D6 la tién dé s6 mOt dé doanh nghiép thanh céng. Muln vay,
doanh nghiép can hiéu 18 nhu cau, mong muOn, ddng luc cla nhan V1en va cO gang dap
Ung cac nhu cu d6 moét cach tOt nhat. Doanh nghi€p cung phdi tG chlc tot Cong tac
truy€én thong v&i doi tugng khach hang bén trong ndy. Nhu vay, cach ti€p can vdi khach
hang bén trong ciing c6 nhiéu di€ém tuong dong v&i cach ti€p can vdi khach hang bén
ngoai.

Cong ching c6 thé tao thudn 10i hay gay khé khin cho hoat dOng clla mot to
chlc, doanh nghié€p. Vi thé cac td chlic, doanh nghi€p can c6 nhiing bién phap cu thé
dé€ gidi quyét cac quan hé vGi cong ching chU y€u. BO phan quan hé véi cong ching
cUa t6 chlic, doanh nghiép c6 trach nhiém 1ap k& hoach, theo ddi thai d6 cla cong chiing
thubc cac t6 chlrc, dan x€p va x( ly du ludn, phan phoi thong tin va giao ti€p d€ tao
dung uy tin cho t0 chlc, doanh nghiép.
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5.5. XAY DUNG MOT CHUONG TRINH QUAN HE CONG CHUNG
5.5.1. T6ng quan

Sau khi x4c dinh dugc doi tugng cong chiing clla minh, doanh nghi€p can phai
diéu tra d€ bi€t dugc cong ching nhan thUc nhu th€ nao vé san phdm, vé doanh
nghi€p, va doanh nghiép cé th€ lam gi d€ thay doi nhan thUc cla cong chiing theo
hudng thuan 10i cho doanh nghiép.

1) Nhan thtc cla cong chiing
Nhan thlrc cUa cong ching 1a gi? MOt cach dinh nghia don gidn:

Nhan thc cda cong chiing la nhiing suy nght hay hay quan diém cua riéng ho vé
mOt doanh nghiép hay vé mét nhan hiéu hang héa/ dich vu nao dé cua doanh nghiép.

Cong chiing c¢6 thé c6 su nhin nhan t6t hodc xdu vé doanh nghiép hodc san
pham cUa doanh nghiép. Trong thuc t€, nhan thUc cla cong chiing khéng phai lic nao
cling dung.

Vi du : Khach hang nghi rang dau nhon cho xe gan mdy cUa hang A thi tOt hon
hang B. Hodc san phdm cUa hing C kém hon sdn phdm hing D. Xét v€ tinh ning kY
thudt néi chung, cac loai ddu nhon cho xe gan may déu khong khac nhau nhiéu 1am.
Nhung khach hang c( nghi chiing khac nhau, thé 1a ching khac nhau trong nhan thUc cUa
ho.

Hay khi n6i dén cong ty Nike, mOt s& ngu0i nghi rang day 1a “cong ty d6i xUr
khong tOt v&i ngudi lao dOng”. Thuc té thi di€u nay khong ding. Vi Nike khong truc
ti€p sdn xuat ra gidy hodc 4o quan thé€ thao ma thué cac nha phu gia cong. Viéc d6i xUr
khoéng tOt v4i ngui lao dOng (n€u co) 1a do cac nha thau phu ch(r khong phai 1a Nike.

Tuong tu, rdt nhi€u ngudi cho rang in kem 1 sau rang. Thutc t€ khong hoan toan
nhu vay. O nhitng nudc phat trién nhu Uc mbi ngudi tidu thu trung binh 16 lit kem moi
nim. Thé nhung ty 1€ sau rang chi c6 8%. Trong khi & Viét Nam, trung binh hang nim
mOi nguoi tidu thu dudi 1lit nhung ty 1€ sau rang 1a 45%. Nhu vay kem khong phai 1a
nguyén nhan chinh gy sau ring. Ché d0 chdm s6c ring miéng khong hop ly méi 1a
nguyén nhan chinh gay sau rang.

Nhén th(c cla cong chiing vé mdt doanh nghi€p hodc m6t sdn phdm nao dé phu
thuOc rat nhiéu vao théng tin ma ho nhan dugc.

2) Quan hé cong chiing la qua trinh truy@n théng tic ddng dén nhan thirc
cUa cong ching

DPE tac dOng dén nhan thlc cla cong ching, doanh nghi€p can phai cung cap
nhiing théng tin vé doanh nghiép (muc dich, tén chi hoat ddng cla doanh nghiép, cac
san pham cUa doanh nghiép,...). Dua trén nhiing thong tin nhan dudc, cong ching sé
hi€u 16 hon vé doanh nghiép, biét doanh nghiép dang lam gi. Tt d6 ho sé quyét dinh c6
chap nhan va Ung h0 doanh nghiép hay khong?
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Muc dich cUa quan hé cong chiing 1a cung c&p cac thong tin d€ tac ddng dén nhan
thrc cla cong ching d6i vdi doanh nghiép. Khi chuyén tai thong tin t&i cong chiing,
doanh nghiép cfing mong mudn nhan dugc su quan tdm va Ung hd cUa cong chiing doi
vGi doanh nghi€p. Tuy nhién d€ lam dugc di€u nay, doanh nghiép phai thu’dng xuyén
quan tdm va c6 cac cach thlc d€ nhan biét su phan hoi tUr cong ching. Do vay, cung cap
thong tin chua dU, doanh nghi€p can phai biét céng ching c6 phdn Ung nhu thé nao.
Chinh vi vy ngu0i ta néi: Quan hé céng chiing la qud trinh trao ddi thong tin hai chiéu.

Hinh vé 5.1. dudi day sé€ khat quat hod qué trinh trao dOi thong tin hai chiu cUa
quan hé cong ching.

Hinh 5.1. Qua trinh trao dGi thong tin hai chi€u vGi cong chiing

Trong mo hinh trén, doanh nghiép chuyén tai théng diép qua nhi€u kénh théng tin
khéc nhau (bao chi, su kién, giao ti€p ca nhan, tai liéu,...) Cong chiing ti€p nhan cac kénh
thong tin d€ dinh hinh nén nhén thlc cla ho d6i vGi doanh nghiép hodc sdn phdm cla
doanh nghié€p. Trong qua trinh truyén tin, doanh nghiép c6 th€ gdp phai mot s6 can trd
hodc thudn 10i t& méi trudng xa hdi, nhung doanh nghiép van phai dat két qua cudi
cting 1a 1am cho cong ching hi€u, quan tdm va Ung hd minh.

Tuy nhién, d€ cong chiing hi€u, quan tdm va Ung hd doanh nghiép khéng phai la
di€u dé dang vi trong qua trinh truyén tin c6 th€ gdp nhling trd ngai sau:

+ Nhan thlc, suy nghi khéng diing da hinh thanh tU 1au
« Céc van dé “thGi su” 1an at chuong trinh quan hé cong chiing
« Chinh sach cUa chinh quyén.
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5.5.2. Xay dung chuong trinh quan hé vGi cong chiing

Chuong trinh quan hé céng chiing c6 thé 1a mét chién dich quang ba tén tubi cUa
cong ty trong mOt nam, mOt chuong trinh gidi thiéu sdn phdm mdi trong 3 thang, hodc
don gidn chi 1a m6 cudc hdi nghi khach hang, cuOc di choi da ngoai cho nhan vién, hay
mOt budi gdp g& bao chi nhan dip xudt khau chién hang dau tién.

MOt chuong trinh quan hé céng ching dugc xay dung va thuc hién theo céo budc
dugc md ta theo quy trinh nhu mé ta trén hinh 5.2. dudi day :

1) Xac dinh muc tiéu

Khi xdy dung chuong trinh quan hé cong ching, trudc tién ngudi quan 1y phai
xdc dinh r6 muyc tiéu. Cy th€, ngudi quan ly mubn chudng trinh quan hé cong ching
giup doanh nghiép dat dugc diéu gi hay gidi quyét dugc van dé gi?

Quan hé cong ching c6 chic ning h6 trg hoat déng sdn xudt kinh doanh cUa
doanh nghlep Quan hé cong ching gilip doanh nghlep xay du‘ng va duy tri quan hé t6t
dep v6i cong chung dé€ ngay cang c6 nhiéu ngudi mua hang cla doanh nghi€p hon va
hoat dOng san xuat kinh doanh cla doanh nghiép thudn 10i hon. Vi vdy, muc tiéu cla
quan hé cong ching phai xudt phat tr muc tiéu kinh doanh cUa doanh nghiép.

Dat Xac dinh Xay dung Lua chon
muc tiéu doi tugng thong diép kénh thong tin
Danh gia Thuc hién
‘_

Hinh 5.2. Cac budc trong chuong trinh quan hé céng chiing

Muc tiéu can phdi cu thé va cé thé do ludng duoc d€ sau khi thuc hién sé thudn
tién cho qua trinh danh gia két qua chuong trinh quan hé céng ching.

Cac chuong trinh quan hé cong ching déu nham muc tiéu tic dbng dén cong
chtng. Tuy theo mUc d6 tac ddng, muc tiéu cUa chuong trinh quan hé cong chiing c6 thé
la:

« Thay d6i nhdn thlrc. Chang han nhu trong vong mot thang phai dam bao 80%

khach hang muc tiéu nhan thlc ding v€ y nghia cla thuong hi€u cla cong ty.

« Thay d6i thdi d6. Chang han nhu vao cu6i nim nay phai lam cho 100% khéch

hang tin cay vao dich vu ma cong ty dang cung cap.

« Thay d6i hanh vi. Vi du trong 6 thang t&i phdi bdo ddm ngudi dan xung quanh

cuing tham gia chuong trinh “ mai trudng xanh” do cong ty kh&i xudng.
__________________________________________________________________________________________________________________________________________|
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« Tao ra su biét dén. Pang tai cac tu liéu trén phuong tién truyén thong d€ thu
ht su chii y dén san pham, dich vu, con ngu0i, hay thuong hiéu cla cong ty.

« Tao dung uy tin. Truyén thong diép qua cac bai bdo nham nang cao uy tin.

« Kich thich luc luong bdn hang va nhiing ngudi phan phéi. Nhiing tu liéu viét
v€ san pham mai trudc khi né dugc tung ra sé gitip 1uc lugng ban hang tiéu
thu dugc sdn pham d6 cho nhiing ngudi ban 1&.

« Gidm b0t chi phi truyén théng. Chi phi cla quan hé céng ching it hon gUi thu
truc ti€p va quang céo trén cac phuong tién truyén théng. Ngan sach truyén
théng cUa doanh nghiép cang nhd thi cang nén s dung quan hé v4i cong
chting d€ tranh thU phan tam tri cla ho danh cho sdn pham va doanh nghiép.

MO0i chién dich PR cén cé cic muc titu dudc xac dinh cu th& dé thuc hién va
kiém tra két qua.

Vidu: Cong ty sdn xudt rugu vang Wine Growers thué mot cong ty quan hé cong
ching dé€ tri€n khai mOt chuOng trinh truyen thong nham thuyet phuc nguoi MV rang
uOng rugu vang 1a mOt phan thd vi cla cudc sOng vui tuoi, va dé cao hinh anh, ting thi
phan cla cong ty. Nhitng muc tiéu truyén thong dugc xay dung nhu sau :

- Viét mOt bai bdo vé rugu vang va tim cach ding trén nhlng tap chi duoc ua
chudng nhat, va trén céc t0 béo v€ sUc khde, thuc pham

- Viét nhiing bai vé 10i ich clla rugu vang cho sUc khde va gUi cho cac bac si

- Hoach dinh mét chuong trinh tuyén truyén dac biét d6i vdi thi truGng thanh
nién, thi trudng sinh vién dai hoc, cic cO quan nha nudc, cic cOng dOng sac tOc khac
nhau.

Cac muc tiéu ndy dugc cu th€ hoéa thanh cac chi titu cu thé d€ c6 thé danh gia
dugc két qua cudi cling.

2) Xac dinh déi twong hudng t6i

Sau khi xac dinh muc tiéu, ngudi quan 1y phai xac dinh ai 1a d0i tugng ma hoat
dOng quan hé coéng chiing mu6n hudng dén. N6i mOt cach khic, doanh nghiép mubn xay
dung mOi quan hé t6t dep v&i dOi tugng nao?

Sau khi da x4c dinh dugc doi tugng cong chiing muc tiéu, ngudi quan 1y phai tim
hi€u nhiing théng tin vé ho chang han nhu d6 tudi, gidi tinh, thu nhap, dia vi, 16i sOng,
s@ thich,...Nhung di€u quan trong nhat 1a phdi biét doi tugng cong chiing d6 nhan thic
nhu thé nao vé doanh nghiép va sdn pham cUla doanh nghiép.

C6 rat nhi€u cach d€ doanh nghiép tim hi€u xem nhiing d6i tugng quan hé céng
ching dang c6 nhiing nhan thlc nhu thé nao vé doanh nghiép. Tuy vao tUng doi tugng
cong chiing muc tiéu, doanh nghi€p c6 th€ chon ra mOt hodc mot vai cach thich hgp. Nha
quan ly c6 thé st dung cac phuong phép dudi day:

a) Nghién ctru dinh tinh
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« Phéng van nhém chuyén sau

« Phdng van cO dinh

b) Nghién ctru dinh lurong

« Phdng van ca nhan truc ti€p

« Phoéng van qua dugc thu tin

« Phong van qua dién thoai

e Quan sat

¢) Nghién cttu tai liéu

Pay chinh 1a phuong phap nghién clu d{t liéu th& cdp trong nghién cUu

marketing. Doanh nghi€p c6 th€ tim ki€m nhi€u ngubn théng tin th( cap d€ hi€u
dugc nhan thUc clla cong chiing vé doanh nghiép.

3) Xay dung thong di€p

Thong diép 1a nhimg théng tin cOt 16i nhat ma doanh nghi€p mudn truyén tai dén
cong chuing. Thong dlep phal th€ hién mot cach nhat quan qua tat ca cac kénh thong tin.
Thong diép phdi gan v4i muc tiéu quan hé cong ching ma doanh nghi€p mubn dat
duagc.

\ P& c6 dugc mdt thu hit su quan tdm cUa d6i tugng cong chiing, ngudi thiét ké
can phai:

« Hié€u rd tinh hinh hodc van dé cUla cong chiing

« Hi€u rd nhu cauy, s& thich va mOi quan tdm cUa ho

« D€ thuy€t phuc dugc doi tugng cong chiing, théng di€p can phai:
> Neéu bat dugc n0i dung cOt 16i nhat
> Don gidn, tap trung
» Dudgc thé hién mot cach sang tao
» Mang tinh xac thutc

4) Lua chon kénh thong tin

Pén day, nha quan ly da biét thuc hién quan hé coéng chiing nham muc dich gi,
nham dén ai va vdi thong diép gi. Bugc ké tiép phdi xac dinh thong di€p s€ dugc
truy€n tdi qua kénh théng tin nao. Cac doanh nghiép thuOng sU dung 4 kénh thong tin
chl yéu sau;

« Phuong tién truyén thong dai ching: c6 th€ t6 chlc hop béo, mdi bao chi
tham du céc su' kién do doanh nghiép t6 chlic hodc gUi thong cdo bao chi.

« Su kién: c6 th€ 1a buGi hoi thdo, bubi giGi thiéu sdn pham mdi, bubi 1&
xuat 16 hang dau tién sang My, “ngay hoi gia dinh” danh cho céc thanh vién
trong cong ty
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« Tai liéu cong chiing: brochure, tO roi gidi thiéu sdn phdm hodc cong ty
(phuc vu d6i tuong khach hang), ban tin ndi b0 (nhan vién), bdo céo tai
chinh (c6 déng, cac nha dau tu,...)

« Giao ti€p ca nhan: bao gOm trd 10i phong van béo chi va phat biéu trudc
cong chung.

Thong thudng quan hé cong chiing thudmg si dung k€t hgp nhi€u kénh thong tin
v6i nhau nham tao mOt hiéu Ung manh dé c6 thé tac dOng tGi nhan thUc cla quan hé
cong chuing.

Chting ta sé tim hi€u chi ti€t vé cdc kénh théng tin trong muc 5.6 dudi day.
5) Thuc hién

Viéc thuc hién mOt chuong trinh quan hé céng ching ciing gidng nhu ban thuc
hién mot cong viéc hay du an. Nghia 1a cling phai c6 “k& hoach thuc hién”, chi 1o ai
thuc hién, khi ndo xong, thuc hién nhu thé ndo? Pat biét ai 1a ngudi chiu trach nhiém
chung cho toan bd chuong trinh. Chi nén dua nhiing ngudi c6 kY ning lién quan dén
cong viéc vao nhém chuyén trach va phai phan cong trach nhiém cu thé.

Trong khi thuc hién chuong trinh quan hé cong chiing d€ chuyén tai thong diép
dén v6i cong chiing c6 thé xdy ra mOt vai cdn tré nam ngoai du kién.

a) Cong chiing dang quan tam dén mét suw kién nao do

Khi cong chiing dang quan tdm dén mOt van dé nao dé6 thi théng di€p cUa doanh
nghiép trong chuong trinh quan hé cdng chiing it nhiéu sé& bi dnh huéng

b) P6i thu canh tranh dang thuc hién mét churong trinh quan hé céng chiing

Trong trudng hgp nay thi ca doanh nghiép va d6i tha canh tranh di€u bj dnh
hudng. Ai c6 chuong trinh quan hé cong chiing sang tao, thuy€t phuc hon thi ngudi dé
sé la ngudi chién thang.

6) Panh gia két qua

Chuong trinh quan hé cong ching thuong khong mang 1ai két qua truc ti€p va tlc
thOi cho doanh nghi€p nhu cic chuong trinh quang cdo, khuyéch truong sdn pham.
Chuong trinh quan hé cong chiing 1am thay doi nhan thic va thai d0 cla cong chiing doi
v0i doanh nghiép, nhung khdng c6 nghia la cong ching sé& d6 x6 di mua san pham cla
doanh nghi€p ngay, ma c6 thé€ trong tuong lai ho s€ mua. Chinh vi vay, danh gia két qua
chuong trinh quan hé cong chiing khé hon nhi€u so v6i cac chuong trinh qudng cao hay
khuy€n mai.

Tuy nhién, khi két thic chuong trinh nguGi quan 1y ciing nén danh gia cac két qua
so vGi muc tiéu dé ra. P6i v&i nhiing chuong trinh quan hé céng chiing 16n, ngudi ta
déanh gid dua trén nhan thUc cla coéng chiing trudc va sau chuong trinh. MuOn vay phai
khdo sat trudc va sau thi méi c6 th€ danh gia mbt cach khach quan va toan dién.

Thong thuOng cac chuong trinh quan hé cong chiing dugc danh gid dua trén cac
chi tiéu sau:
__________________________________________________________________________________________________________________________________________|
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a) Cdc tiéu chi danh gid dinh lurong
SO nguoi tham du (bubi 1€, su kién)

« SO nguoi biét dén hoat ddéng dé (qua phét t0 roi, quang cdo trén bao,
truy€n hinh)

« SO bai bdo, kénh truyén hinh dua tin

« Thay dOi mlc dd hi€u biét/ nhén biét. MOt sO do c6 gia tri hon 1a su thay
doi mUrc d6 bi€t dén, hi€u biét day du hay thai d cla cong ching dbi véi
san pham sau chi€én dich PR. Vi du, c¢6 bao nhiéu ngudi con nhG dén tén
san pham sau khi nghe tin? C6 bao nhiéu ngudi néi 1ai véi ngudi khéc sau
khi nghe tin ? C6 bao nhiéu ngudi thay dGi y ki€n sau khi nghe tin ?

« Phdn déng gép vao mUc tiéu thu va 10i nhudn, n€u do dugc sé 1a sO do
th@a man nhat d€ danh gia hiéu qua PR.

b) Cdc tiéu chi danh gid dinh tinh
« Mdc d6 hudng Ung clla ngudi tham du (vO tay, thai dd tham gia,...)
+ Théi d0 cong ching (thO 0, quan tdm, Ung h0,...)
« MuUc d0 quan trong cUa bai bdo (ndi dung, vi tri ding bai,...)
c) Cdc tiéu chi ddanh gid hiéu qua va chi phi
So sanh v@i chi phi quang céo: chuong trinh quan hé cong ching sé c6 hiéu qua

néu chi phi c6 dugc nhiing bai bao hay phéng su truyén hinh thap hon chi phi quang cao
cung dién tich va thOi luong phat song.

Vi du 1: Hbi khoai tay cUa MY thdy rang sO ngudi dong y vGi két ludn : Khoai
tdy gidu vitamin va mu®i khodng da tang tU 36% tru'dc chién dich 1én 67% sau chi€n dich.
Day la con s6 dang ké do chién dich tuyén truyén khuyén khich tiéu ding khoai tdy mang
lai.

Vi du 2: D€ quang cio cho thiic dn cho méo, cong ty Leo Burnett di sdng tac ra
hinh anh chii méo Morris, va muOn 1am cho né tré thanh mOt chii méo sOng ddng dé
nh{ing ngudi nudi méo va yéu thich meéo c¢6 thé lién hé v&i né. Cong ty da thué mOt cong
ty quan hé vGi cong ching dé ho tri€n khai cic y tudng sau :

1. T6 chlic mOt cudc thi trong gi®ng Morris tai chin thi truOng chul yéu.

2. Vi€t 1 cuOn sach v&i nhan dé morris, mOt ti€u s riéng.

3. Pat ra mOt gidi thudéng dugc ua thich, goi 1a chi méo Morris, 18 mét blc
tuong dong nhd dé tang cho nhiing ngudi chu cla cic chi méo dugc gidi tai cac cubce
thi méo & dia phuong.

4. Bdo tro mOt chién dich ‘“Thang nhan nudi méo’’ vGi Morris 1a ““méo phat
ngdn’’ chinh thirc.
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5. Phan phat t0 gdp hudng dan cach cham s6c méo vi tiu dé “‘phuong phap cla
Morris’’.

Nh& nhiing bién phap tuyén truy€n ndy, cong ty da clng cO dugc thi phan cla
san pham thUc dn cho méo 9-live (ting thi phan Ién thém 43%).

7) Tim ki€m cac co hdi thuc hién hoat ddng quan hé cong chiing

« Chon mot ngay 1€ thich hop. Doanh nghiép nén chon nhimg ngay 1€ c6 lién
quan dén dOi tugng cong chiing ma doanh nghi€p mubén hudng dén

« Gan v0i cac su kién dang thu hit su' quan tdm cUa cdng ching
« Gan vdi cac hoat dOng kinh t&

« Gan vGi mOt chuong trinh xa hoi

« Gan v6i nhiing phat minh, sang ki€n hay xu hudng mé&i

5.6. CAC KENH THONG TIN PUOC SU DUNG TRONG QUAN HE CONG
CHUNG

Trong qui trinh xay dung m&t chuong trinh quan hé céng ching, budc quan trong
nhat 14 1ura chon cac kénh théng tin thich hgp d€ chuyén tdi mét cach cé hiéu qud théng
diép cla doanh nghiép. D€ lam duoc di€u nay ngudi quan ly phai hi€u 1 uu nhuoc
di€m cUa tUng kénh thong tin va cach thlc ti€n hanh sao cho c6 hiéu qud. Ching ta sé
tim hi€u chi ti€t vé cac kénh thong tin nay.

5.6.1. Phuong tién truy@n thong dai ching

Day la kénh thong tin h{tu hiéu nhat néu xét vé khd ning ti€p can dugc nhiéu
ngudi tai nhi€u dia diém khac nhau. P& sU dung kénh thong tin ndy doanh nghiép
thudng sUr dung cac hinh thlc quan hé cong chiing sau:

1) Hop bao

Hop bao 1a buGi hop ma khach mdi 1a bdo chi (g6m dai truyén hinh, dai phét
thanh, bao viét, bao dién tUr...). ThuOng thi doanh nghiép sé hop bao d€ thong bao moOt
tin quan trong lién quan dén doanh nghiép (khai truong, dOng thG, doi tén, gidi thiu
logo), dén hoat dOng kinh doanh (tung ra sdn pham mdi), hay cac hoat dOng ma xa hoi
tham gia (déng gép cho quy ho trg nguoi nghéo)

Chi khi nao doanh nghiép c¢6 mOt thdng tin quan trong thi hop bdo méi hi€u qua.
Vi vay, dé t6 chlc mbt cubc hop béo hiéu qud, can luu y:

»  Phai c6 nhiing muc tiéu va thong di€p cu thé. Cang nhiéu thong diép cang lam
thong tin dan trdi, khong tap trung, dan dén viéc dua tin khong theo mong
muOn. Nhi€u trudng hop cudc hop béo sé€ bi lac dé.

« Cac thong tin cho bao chi nén chudn bi trudc. Nhiing théng tin ma doanh
nghi€p mudn cung cap nén chuan bi trudc d€ bao dam ki€m soat tOt thong
tin, tranh sai sét
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« Doanh nghi€p nén chi 1ap danh sach va chi moi nhiing phéng vién, t0 bdo, tap
chi, dai phtt hgp v6i ndi dung cudc hop béo

+ Chuong trinh hop bdo nén tap trung va cd dOng

« Nén chudn bi trudc nhitng cau hoi cé lién quan ma bao chi c6 thé hdi dén, dat
biét 14 nhiing cau hdi héc bia nhat
« Nén han ché s6 ngudi ngdi trén ban chl toa. Cang nhi€éu ngudi cang rac roi.
MOt hodc hai ngudi 1a dU nhiéu nhat 14 4 ngudi. Gilta nhiing ngu0i ngbi trén
ban chU toa nén c6 su' chuan bi thOng nhat trudc, ai s€ trd 10i van dé nao néu
phéng vién hodi dén.
2) Thong cao bao chi
Thong cdo bao chi 13 tai liéu danh riéng cho gidi bdo chi. Khi l1am viéc mOt cach
chinh thlc véi bao chi (hop bdo, m&i tham du su kién, gUi tai liéu) doanh nghi€p can
phdi chudn bi thong cdo bao chi nham cung cap nhiing thong tin can thiét cho ho.
DE thu hiit dugc su quan tdm cUa béo chi thi thdng cdo béo chi nén déap Ung céc chi
tiéu sau:
« Kich thich su' to mo: théng céo béao chi phdi ggi ngay cho ho sy to mo, chang
han nhu “Lan dau tién gidi thiéu...”, “L.On nhat tu trudc dén nay...”, “Cong
ra nghé mdi...”
« Trinh bay ngan gon: Thong cdo bao chi phdi nhan manh dugc ¥ can néi hon
1a k& 1€ dai dong ma chang c6 lién quan gi.
« Tap trung vao ch( dé:
« Neéubat y quan trong
3) MGi tham du su kién
Trong nhi€u trudng hop, thdng tin khong du 16n d€ hop béo thi ban c6 thé moi
bao chi tham dy sy ki€n ma doanh nghiép t0 chlrc. C6 thé€ 1a 1€ gidi thiéu san phdm
mdi (cho dai ly, 1& chling nhan, chlng chi ISO,...) hay cuOc hop mat khach hang,...Tat
nhién trong truOng hop nay sé& khong c6 chuong trinh hoi ddp danh riéng cho béo chi,
nhung doanh nghi€p ciing nén chudn bi tai liéu riéng (c6 th€ 1a théng céo béo chi) cho cac
phong vién.
Tuy nhién, néu nhiing van dé chuyén tai trong bubi 1€ hodc cudc hop mang tinh
chat “nhay cadm” thi t6t nhat khéng nén madi bao chi.
Chting ta s& tim hi€u chi ti€t thém vé van dé t0 chlc sy kién trong phan sau cla
chuong nay.
4) Hoat dOng céng ich
P& nang cao uy tin, hay cling c6 tinh cAm cla minh, cac cong ty c6 thé dong gép
tién cUa, thOi gian cho cac hoat dOng cong ich tai cc dia phuong noi cong ty c6 tru so,
hodc dia ban kinh doanh cUa cong ty. Cong ty ciing c6 thé trich ra m&t khodn tién % tUr
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mOi sdn pham dugc ban ra d€ thuc hién hoat dOng cong ich. D6 1a cac hoat dOng xay
nha tinh nghia, Ung hd dOng bao 1t lut, gitp d& nan nhan chat dOc d cam, gilp tré em
nghéo hoc tap...

5.6.2. Giao ti€p ca nhan

MOt ngudi chl hodc mdt nha quan 1y doanh nghi€p s€ c6 nhi€u co hdi c4 nhan
dé truyén tai thong diép cUa doanh nghi€p mot cach c6 hiéu qud. D6 c6 thé 1a nhimg
1an ban phai trd 10i phdng van trong cac cudce h0p bao hay tai hoi chg, phét bi€u trong
cac cuQc hoi thao chuyen dé, hay néi chuyén véi sinh vién sap tot nghiép trong budi
giao 1uu gi(ta sinh vién v@i doanh nghiép, v.v...

1) Tra 16i phéng van clia gidi bao chi

DE trd 16i phdng van béo chi hiéu qua thi nha quan Iy nén luu y cac diéu sau:

a) Chudn bi phdng van

« Tim hi€u cau hoi: t6t nhat 1a doanh nghi€p c6 th€ yéu cau phéng vién cho biét
nh{ing cau héi dé ban chuan bi rudc cau trd 10i. Trong mOt s6 wrudng hop
phéng vién chi can cau trd 10i ma khong can gap mat ngu0i quan ly. Néu
phong vién khong thich bi hdi trudc, thi doanh nghiép ciing nén hdi rd ndi dung
cudc phong van xoay quanh van dé gi, dang & trang nao cUa béo. Khi d6
nguoi quan ly sé€ c6 thé doan bié€t nhiing cau hoi s& hudng vé nhiing van dé
gi dé chuan bi.

« Chudn bj tham thong tin lién quan: chang han doanh nghiép dudc thanh 1ap
khi ndo, c¢6 bao nhiéu b0 phan phong ban, quy mé san sudt, s6 lugng nhan
vién, nhém san pham, ty 1€ ting trudng hang ndm, v.v.. doanh nghiép c6 thé
chudn bi t0 roi hoac brochure gidi thi€u cong ty hodc san pham co lién quan...

 Chudn bj hinh dnh

« Chon noi phong van

b) Trong qud trinh phéng vén

« SU dung mdy ghi am:

« Di thang vao cau hoi

« CO0 gang nhac di nhac lai thong diép

c) Xt ly nhiimg cdu hoi “héc bua”

Nhiing cau hdi héc bda thudng lién quan dén cuQc khling hodng. Cac cau héi sé
xoay quanh van dé quyén 10i cUa ngudi bi thiét hai nhu dén bu cUa doanh nghiép doi
v@i cong nhan bi tai nan,..

TOt nhat doanh nghlep nen chuan bi thong tin chi ti€t ma phéng vién c6 thé hoi.

Khi trd 10i, hay theo cac nguyén tac sau day:

« S0 dung nhiing tU ng(t nhe d€ lam diu bét nhitng van dé nhay cam
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« Néu nh{ng kho khén r(i ro ngoai mong mudn
 Ludn bay t6 thong cam
« Ludn dé cap dén nhimg diéu tOt
« Cho thdy doanh nghiép ciing bi thiét hai d€ tim ki€m su thong cam.
d) Mét s6 nguyén tac khi lam viéc véi bdo chi
» Trung thuc
« Thang than

« Thong tin phdi dugc viét ra khi 1am viéc v3i béo chi, han ché t6i da viéc cung
cap thong tin qua dién thoai. Piéu nay tranh dugc su sai 1éch thong tin.

« Thuyé&t phuc phéng vién bang chat luong thong tin ma doanh nghiép cung cap
hodc ¥ tudng bai viét hon 1a dua vao mOi quan hé. Quan hé t6t chi 1a budc
kh&i dau. Phéng vién can c6 nhiing thong tin hap dan, mét bai viét hay cho
dOc gia cla ho.

2) Phat bi€u truéc cong chiing clia cac nha quan ly doanh nghiép

Nh(rng bai phat bi€u cUa nha qudn ly trong cac culc hi thdo chuyén d€, hdi nghi
khach hang, khai truong mOt chi nhanh hodc gian hang cUa doanh nghiép, giao 1uu gilta
doanh nghiép va cong ching, v.v... chinh 1 nhitng co hdi d€ doanh nghiép c6 thé truyén
tdi hinh dnh, thong diép, sdn pham cla doanh nghiép tGi cong chiing. Néu bai phat biéi
thu hit dugc cong chiing c6 thé 1am cho cong ching tin nhiém, va c6 th€ tao mot hinh
anh c6 uy tin cho doanh nghiép.

3) Bai néi chuy€n cla cac chuyén gia

Cong ty 1ua chon mdl cac chuyen gia, nh{ing ngucn c6 kha nang noi trudc cong
ching d€ ho néi chuyén vé san pham va cong ty nham tuyen truyén cho sdn pham va
chinh bdn than cong ty. Cac gidm dOc cong ty, hodc ngudi phat ngdn cla cong ty cling
can thiét tim c4c co hdi d€ trd 10i cac cau hoi cla gidi truyén thong, hay c6 cac buGi néi
chuyén tai cac hi€p hoi thuong mai, hdi nghi khach hang 16n, hdi nghi ban hang...

4) Van dong hanh lang (lobby)

Van dOng hanh lang 1a mOt hoat déng trong quan hé céng ching nharn van dOng,
thuyét phUC cdc co quan phap luat theo hudng 6 10i cho doanh nghlep o) mOt sO nudc
nhu My, van dOng hanh lang dugc phap ludt thUra nhan, va cé cac t6 chlic chuyén cung
cap dich vu van dOng hanh lang cho céc t6 chifc, doanh nghiép.

5) Phuong ti€n nhan dang doanh nghiép

Ngay cang c6 nhi€u sdn pham khac nhau ciing chlng loai, 1am cho khéach hang
khé tim ra sdn pham minh tin nhiém. Do vy, cong ty can tao ra cac dac di€m riéng dé
nhan biét trén bao bi sdn phdm, trén &n phdm, bi€n hi€u, danh thi€p, gidy t0 cong vin
giao dich quan 4o déng phuc nhan vién.
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MOi phuong tién trén day doi hdi mot cach truyén tai thong tin khac nhau. Do dé,
dé st dung chiing mOt cach c6 hiéu qUa, ngudi quan tri PR can thiét ké thong diép cho
thich hgp vdi viéc s dung tung loai phuong tién d6. Viéc thiét ké théng diép thudng
bat dau tUr nhiing cau chuyén Iy thi vé doanh nghiép hay sdn pham va con ngudi cla
né. Ngu0Oi lam marketing quan hé vGi cong ching phdi tim ki€m nhiing tin tlc, hay
nhiéu truOng hop phai sédng tao ra tin tUc.
5.6.3. Su kién
1) TOng quan
So v&i cac kénh thong tin khac thi su kién hién dang dugc khai thac nhi€u nhéat &
Viét Nam, bGi vi n6 gitip doanh nghiép tiép can va tic ddng truc tiép doi tugng nham
dén. Tuy nhién su kién chi gitip doanh nghiép ti€p can tGdi mOt s6 lugng cong ching rat
han ché, nén xét vé hi€u qua chi phi thi su' kién t6n kém hon cac kénh thong tin khac.

Vi dy, dé xudt cho doanh nghiép t6 chlc nhiing cudc hdi thdo chuyén dé, hop
bao v€ tai trg cac hoat ddng dén on dap nghia,... MOi sur kién 1a mOt co hdi dé phat
tri€n thanh rat nhi€u cau chuyén nham vao nhling nhém céng chiing khac nhau. Viéc
séng tao ra su' ki€én 1a mOt ky ning dac biét quan trong trong vi€c tuyén truyén vé doanh
nghiép va thu hit su' quan tdm cUa cong chiing dén san phdm va dich vu cUa né. Chang
han, hing Fuji cUa Nhat da thd mét qua khi cau cla minh & phia trén tugng N{ than tur
do vlra dugc tu sUra xong trong suOt thoi gian t6 chlc 1€ hoi quan ching, nh¢ vay da
vUugt dugc doi thU Kodak, vi hang nay chi t0 chlc trién 1dm anh thuOng xuyén tai chO
do.

Su kién c6 thé 1a:

« HOi thdo
+ Lé giGi thiéu sdn phdm mai
« Lé khai truong, dOng tho
« L& ky niém thanh 1ap cong ty
» Chuong trinhn tham quan nha may
o Chuong trinh ca nhac tai tr@
« Chuong trinh thé thao tai trg...
2) D& tO chitc su kién t6t can ddm bao 3 yéu cau sau day

a) Trudc hét can phai xac dinh chl dé cla su kién. D€ thu hit dugc su’ quan
tdm cUa cong chiing, chU dé su kién phai mang tinh chat dOc dao va khéc vGi
chU dé cla céc su kién da dugc t6 chlrc. Doanh nghiép ciing nén tranh 18y tén
cac chU dé chung chung va don diéu.

b) Sau khi x4c dinh dugc chUl dé ti€p dén la nghi cach tG chic sy kién nhu thé
nao dé€ lam nGi bat chl de.
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c) Gan hoat ddng su kién véi hanh anh cla doanh nghiép hay sdn phdm cUa
doanh nghiép.

3) Nhiing van dé can luu y
P& t6 chlic mOt su kién c6 hi€u qud, nha quan Iy can chi ¥ cdc van dé sau day:
a) COt18i cla su kién Ia truyén dat thong tin.

b) MObi mot su kién can phdi c6 thdng diép can phdi c6 thong diép cu thé.
Cang nhiéu thong diép thi thong tin cang dan trdi va thiéu tinh thuyét phuc.

c) MuOn thong diép dugc nhé thi ban phai nhac di nhac lai théng diép dé mot
cach nhat quan tUr ddu dén cudi. Thong dié€p c6 th€ duoc thé hién qua hinh
anh, phong san khau, bang ron treo, qua tang, sdn pham trung bay, thm chi
ti€c muc gidi tri nhu mia, do thudt, trd choi...Thong diép ciing c6 thé dugc
th€ hién qua 10i nhu tén goi su’ kién, bai phat bi€u, bai thuyét trinh, tai
liéu,..v..v..

d) Minh hoa truc ti€p thong diép ma ban mubn chuyén tai téi doi tuong. Cho
nén to chlic su kién sé khong c6 hiéu qud néu ban chi don thuan néi rang
doanh nghiép cla ban bao vé& méi trudng hay cai ti€n kY thuat. D€ khai thac
t0i da hiéu qud su kién, can phai thé hién nhiing thong diép d6 mot cach cu
th&, chang hen nhu 16i cuc moi ngudi tham gia vao cc tro choi bao vé méi
truong hodc khdm pha nhiing cai ti€n k¥ thuat. C6 nhu vay, cong chiing md&i
ghi nho théng di€p cla doanh nghiép.

5.6.4. Tai li€u dugc s dung trong quan hé vGi cong chiing

Tai liéu quan hé cong chiing c6 thé€ 1a tai li€u viét hodc tai li€u hinh dnh (phim tu
gidi thiéu). So v&i su kién, tai li€u quan hé cong chiing sé gitp doanh nghiép gidi thich
can k& va chinh xac hon ndi dung can chuyén tdi va doi tugng c6 th€ tham khdo moi
Itic mOi noi.

1) Ban tin cong ty

TruGc day ban tin thudng chi dugc luu hanh ndi bd trong doanh nghiép nham
tao mOt kénh thong tin chinh thiic tUr Ban gidm dOc d€n nhan vién, gitip moi nguoi biét
hudng phat tri€n cla doanh nghiép, tao su hi€u biét gilta cac thanh vién trong doanh
nghi€p ddc biét 1a nhiing doanh nghi€p c6 nhi€u nhan vién vGi nhiéu chi nhanh hay van
phong & nhiéu noi.

Ngay nay, ban tin cong ty khong chi dugc si dung & pham vi ndi b, ma con
dugc s dung nhu mot cong cu ho trg cho hoat ddng marketing cla doanh nghiép. Ban
tin c6 thé dung d€ truyén dat théng tin v&i cac doi tuong cong chiing bén ngoai nhu
khéach hang (cong ty), dai 1y, cac chuyén gia trong nganh va cac doi tac khac cUa doanh
nghi€p. NOi dung c6 thé bao gdm nhiing thanh cong cUa cong ty (thang thdu du 4n nao,
dugc chon tham gia thuc hién cong trinh nao...), 1ap dat day chuyén mdi, két qua
chuong trinh khuy€n mai, cac hoat dOng ti€p thi vUfa qua, dao tao nhan vién,..v..v..

Cac ban tin cUa cong ty c6 thé cac cau chuyén vé:
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* San pham doanh nghlep vUa ché€ tao ra m6t sdn phdm mdi, cdi ti€n sdn
pham cfi, dua ra mau ma mdi...

+ Tinh hinh cong ty: doanh nghiép mdi sap nhap hodc mua lai cong ty khic, hay
ma rOng chi nhanh, v.v...

« Cac su kién: doanh nghié€p t0 chlic cic su kién nhu tham gia hOi chg trién
1am, tG chlrc hOi nghi khach hang, hop béo, v.v...

« Hoat dOng nghién c(u va phat tri€n: doanh nghiép 4p dung cong nghé mdi,
cdi tién kY thuat sdn xudt, cac phat minh sang ché, v.v..

« Khéach hang: doanh nghi€p thuc hién cadc hoat dOng nghién c(u thi truOng,
kinh nghiém cUa khach hang trong s dung cic sdn phdm cUa doanh
nghiép,vv

« Nhan su: doanh nghiép thay d0i c cdu nhan su, thing chifc, tuy€n dung, khen
thudng, v.v...

« Ki€m soat chat luong: cac phuong phap ki€m soat chat lugng ma doanh
nghiép dang 4p dung, cdc sang kién cdi tién chat lugng, cac chlng nhan
chat luong,...

+ C4c hoat dOng xa hoi: doanh nghi€p da tham gia cic hoat ddng giy qui, cac
chuong trinh hoc bOng, cic chuong trinh bdo vé modi rudng, cidc chuong
trinh bdo tOn thién nhién hodc di sdn vin hod, v.v..

2) Brochure/t0 roi

Brochure va t0 roi 1a nhiing tai 1iéu néi vé moét van dé nao d6 nhu vé doanh
nghi€p (thanh 1ap, ton chi hoat dOng, hoat ddng kinh doanh, ngudn luc, thanh céng...),
san pham (gidi thiéu sdn phdm mdi, tinh ning va hudng dan cach s&f dung san pham)
hay céac hoat ddng xa hOi (cac chuong trinh xa hdi ma doanh nghiép dang thuc hién).
Brochure thuOng dugc déng thanh cubn, ch(fa dugc nhi€u théng tin, con t0 roi thudng 1a
nhiing tO riéng 1€ cung cap thong tin vémOt hodc hai van dé.

Brochure hodc tO roi c6 thé dugc gli kém v&i thong cdo bao chi hodc phan phat
cho céc d6i tugng tham gia hop bao hodc su kién nhu nhiing tai liéu tham khdo dé€ giip
ho hi€u rd hon vé doanh nghiép.

Mu0n tac dOng c6 hiéu qua dén ngudi doc thi nhimg tai li€u nay phai c6 mot
théng di€p 16 rang. Quan trong hon ching phai duoc thiét k€ moOt cach sang tao. LOi
viét (titu d€) phdi duoc thé hién khac biét vGi nhiing tai liéu cUa doanh nghiép khéc.

Cac chuyen gia PR cUa cong ty c6 mOt nhiém vu chu yeu 1a tim ki€m, sang tac ra
cac tin tUc vé cong ty, vé sdn pham va cd vé nh({ing con ngudi cla Cong ty. D€ ¢6 tin
tlc hdp dan, can xay dung cOt chuyén hay, sau d6 viét thanh bai bao d€ ding tai trén
cac bao chi. Cac chuyén gia PR con can c6 cac kY ning giao ti€p tOt v&i cdc phuong tién
théng tin chdp nhan ding tai ban tin cla minh, hay nhan 10i tham gia cic HOi nghi bao
chi do cong ty t0 chlrc. Gidm dOc PR can c6 cadc mOi quan hé than thién vdi cac bién tap
vién va phong vién cac bao.
__________________________________________________________________________________________________________________________________________|
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3) Phim tu gidi thi€u

Phim ty giGi thi€u 1a m&t cong cy hltu hi€u dugc st dung trong nhiing su kién
hOi nghi khach hang, gidi thiéu sdn pham mdi, bubi dao tao huan luyén, .v.v.. nham
tang tinh thuyét phuc t6i doi tugng cong chiing cUa doanh nghiép.

Cac tu liéu nghe nhin 1a phuong tién truyén thong hitu hiéu dé€ gidi thiéu vé
cong ty cho cong chiing hi€u biét, tin tudng va c6 thi€n cam.

5.7. CONG THU'C 6C POI VOI THONG PIEP QUAN HE CONG CHUNG

Thong diép clia mOt hoat ddng quan hé céng ching can dam bao 6 yéu t6 co
ban dé€ c6 thé thdng nhat v&i cac hoat dOng khac trong no luc chung dé tao dung hinh
anh thuong hiéu.

1) Credibility - Uy tin cUa nguOn phat thong diép

Mot cubn sich v€ chinh tri dugc xudt ban béi Nha xudt ban Chinh tri quéc gia
chan chan s& cé uy tin hon cac nha xuat ban khéc. Pay chinh la cach thic 1ay mot
thuong hi€u c6 uy tin khac d€ ho trg cho thuong hiéu cUa minh.

MOt théng cao khuyén dung cUa cac trung tdm bac si nha khoa chac chan sé c6 ich
cho cac sdn pham cham séc rang miéng. D6 1a hinh dnh ma Colgate c0 xay dung nham
thuyét phuc nhiing ngudi mua théng qua sy th(r nghiém cla bac si chuyén khoa. Hodc
hinh &nh so sanh trdng va chac nhu ngoc trai n€u st dung Colgate. Bén canh d6, ho ti€p
tuc dinh vi mau dé dac trung cla minh va th€ hién né trén cac phuong tién hién thi.

2) Context - Pham vi phan phoi thong di€p can phai thuc té va phu hop véi
muc dich datra

Cac san pham phan dam van thudng dugc quang cdo trén bdo Nong thén ngay
nay thay vi qudng céo trén bao Phu n{r. Biéu nay th€ hién viéc lua chon phuong tién
truyén théng thich hgp trong dé bao gdm cd vi€c xac dinh pham vi ma phuong tién
dudgc truyén tai.

Tuy nhién, pham vi phan phéi thong diép PR thuGng mang tinh chinh x4c cao. Vi
vay, diéu can thi€t 1a ddm bdo muc dich ma hoat d0ng PR theo dudi dugc truyén tai
mOt cach chinh xac. NO luc xay dung thuong hiéu thdng qua viéc duy tri ddi béng cla
Cong ty gach Pong Tam 1a mot vi du.

3) Content - N&i dung théng diép can don gian, dé hi€u va cé y nghia déi
vOi nguGi nhan

Chuyén gia Mead Johnson cho rang, tinh thuong cla ngudi me doi vGi con bang
sCta Enfa A+ gitip tré théng minh va mang dén niém vui cho ngu0i me “A+ cho bé va @
cho me”. Tuy nhién, hinh dnh A+ hai khé hi€u, vi néu hiu la diém thi Viét Nam sUr
dung thang di€m 10 ch( khéng dung di€m A+.

Viéc nay phuc tap dén mUc Mead Johnson phdi s dung thong diép PR trén bao
thong qua céc bai phdng van TOng giam dOc Tradewind Asia - Trudng dai dién phiu
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trach nhiém tiép thi cla Mead Johnson Nutritionals tai Viét Nam vé cac chat bd sung

DHA va ARA.

4) Clarity - Thong diép phadi ré rang d€ ngudi nhén hi€u ding nhu y nguoi
gUi

Thong di€p can phdi 16 rang nham tranh nhiig hi€u nhadm khéng déng c6. Hinh
anh trong théng di€p dugc th€ hién rd rang thi céng vi€c dinh vi sé dugc thuc hién t6t.
Diéu ddc biét la thong dlep trong hoat d0ng PR mang tinh chan thuc cao hon trong cac
quang cdo. Do d6, n6 dé 16i cubn cac dbi tugng va dé gdy dung cac gia tri va niém tin
vé thuong hiéu cao hon quang céo.

Vi thé, mbt thuong hi€u dugc “cham s6c” t6t s& thé hién trong né nhling gia tri
vé cOng dbng, dugc xay dung va dong gop nham tao dung mot thé gidi tét dep hon,
trong sach hon. Suzuki Vitara 4WD cO gang xdy dung hinh anh cla né “gan giii” va
“banh bao”, v4i hinh dnh ca si QD dugc 18y 1am nén cho su bdnh bao cUa thuong hiéu.
Ca si QD thuOng hat cac bai hat lang man, tién chién v4i bd com 18 béng mugt va
thudng xuyén xudt hién trén truy€n hinh véi cd “cay” trang.

Sy banh bao va hao nhoéng nay dugc Cong ty Suzuki tan dung d€ dua dén két
hdp vOi mOt gid tri goi la “gan gui - gon gang ma gidn di” da thuc su'lam cho thong Chep
tr® nén khong rd rang, vi chac chan 1a nguodi ta d6i khi mong mubn dat ca hai gia tri
nhung G day chi c6 mOt su Iura chon hodc 1a “bdnh bao” hodc 1a “gan giii”.

5) Channel - Lua chon kénh truy@n thong phi hop véi ngudi nhan tin

Nhu da dugc dé cap trong qua trinh chon lua kénh quang ba, chl thé cla hoat
dOng PR phai biét dbi tugng ti€p nhan thong diép nao sé s dung kénh PR nao. SU phi
hop gilra d6i tugng va kénh truy€n 1a mOt y€u tO quan trong thic ddy thong diép dugc
truyén tai tOt hon dén cong chling muc tiéu.

Cong ty Kinh D6 mong mudn ti€p can da sO nhitng ngudi yéu thich béng dé thong
qua vi€c tai trg cho Gidi vo dich béng da quOc gia V.League 2004. Tuy nhién, dac tinh
cUa cac doi tugng xem béng da va hién dién trén cac san béng lai khong phdi 1a doi
tugng sé c6 quy€t dinh mua doi vGi cac sdn pham béanh ngot.

Nam 2003 con ¢6 Pepsi di cung Kinh D6 trong viéc tai trg cho V.League, nhung
dén nidm 2004 gidi chi con 1a Kinh D6 - V.League 2004. Nguyén nhan vi sao Pepsi tU b
vi€c tai rg cho su kién ndy hoan toan phu thuQc vao tinh hiéu qud cla chuong trinh,
mdc du dOi tuong ma Pepsi hudng tGi phit hop hon Kinh Db.

6) Capability - Kha ning ti€p nh@n va hi€u théng diép cla ngudi nhén

Nhu' da dé cap & phan trén, da phan thong diép “A+ cho bé va @ cho me” cla
Mead Johnson kha khé hi€u d6i véi nhu‘ng ngu‘dl me. Cac dac tinh vé ky thudt nén
dugc chuyén tai thong qua nhiing gi don gidn ma dé hiéu.

Diéu nay dugc bot giat Vi Dan ap dung khé thanh cong & thi trudng muc tiéu cUa
ho. Chi€m Iinh thi phan tai néng thén, bot gidt Vi Dan vdi gia ré, bao bi sdn phdm viét
day du tat ca cac thong tin v€ ddc tinh sdn phdm, xac nhan théng qua cac chlng nhan
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cUa bén th(r ba. Theo mOt s& chuyén gia, thong tin nhu vy qua day va khong dé tiép thu.
Tuy nhién, dOi tuong 1a ngudi dan sdng & nong thon Viét Nam, ho khong muOn mua san
phdm gia cao nhu OMO hodc Tide, thi viéc dua sdn pham mdi vao, ho can biét san
pham tOt hay xau. Vi€c ghi thdng tin day dac va chi ti€t trén bao bi da dua dén thanh

cong cho Vi Dan.

Khi néi dén 6C trong hoat déng PR, nhi€u ngudi cho rang, vy thi sdn pham nao
vOi nhiing thi truOng va tap khach hang tuong Ung nao s€ lua chon tung ndi dung trong
6C ra sao? Cach hi€u nhu vay sé khong th€ mang dén cho doanh nghiép hiéu qua cao
trong sUf dung PR d€ qudng ba thuong hiéu.

Khi st dung PR, di€u quan trong 1a cd 6 yéu t0 C phai dugc két hgp dong thoi,
hop 1y trong mOi quan hé tOng hoa gilta chiing ch(t khong chi chon lua yéu t6 bat ky
nao. Khi da c6 kénh va d6i tuong rd rang, thong diép thich hop chac chan sé dat duoc
su thu nhan cUa phia ngudi mua d6i véi thuong hiéu.

BAI POC THEM
LOI iCH CUA HOAT PONG TAI TRO

Tai trg dugc chlng minh 13 hinh thlc marketing c6 tGc d6 ting truGng cao nhat
hién nay & nhiéu nud@c phat trién. VGi hoat ddng nay, doanh nghiép c6 thé tim duoc
nhiitng co hoéi 16n d€ ting nang luc canh tranh bang cach tao thém niém tin, khuéch
truong hinh anh va uy tin clla minh doi véi thi trudng muc tiéu.

Tai trg tao ra nhiimg co hdi d€ doanh nghiép c6 thé dong thdi dat duoc nhiéu
muc tiéu. Qua hoat ddng tai trg, doanh nghiép c6 thé dugc hudng nhi€u ngudn 1gi, nhu:

1. Tang cuong hinh anh cla doanh nghi€p, dinh hinh thai d0 clla nguoi tiéu
dung

Céc doanh nghiép thuOng mubn cdi thién hinh dnh cla minh trudc con mat
ngUudi titu ding, cd khach hang hién tai lan khach hang tiém niang. Hoat dOng tai trg c6
thé dinh hinh thai d0 cUa ngudi mua va tao ra phdn Ung tich cuc d6i v6i san phdm/dich
vU cUa doanh nghi€p ban. Coca Cola 1a mOt vi du dién hinh vé n0 luc tao dnh hudng
tich cuc doi vGi sdn phdm thong qua cac hoat dOng tai trg dai hoi danh cho cac su kién
ma ho cho 13 c6 nhi€u anh hudng dén quan diém cla ngudi tiéu dung.

2. Tao dong luc cho hoat dOng ban hang

Hoat dbng tai trg tao ra dOng Iuc rat 16n d€ thic day ban hang. Poi véi hoat
dOng ban hang, day dugc coi 1a mOt cong cu khuéch truong cuc ky hiéu qud. Muc tiéu
ndy tao diéu kién dé doanh nghiép trung bay, gidi thiéu sdn pham cUa minh, nhiéu khi
cho phép sdn pham ti€p can truc ti€p vGi nhiéu ddi tugng khach hang. Cac cong ty san
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xudt thuc phdm va dé ubng rét hay st dung hinh thic tai rg dé€ tao diéu kién cho

khach hang th(f sdn pham - mOt hoat ddng thuOng dan dén quyét dinh mua hang.

3. Tai tr@ dugc coi la hinh thitc quang ba dang tin cdy va tang cudng kha
nang nhan biét clla khach hang

Cac nha tai trg luon tim ki€m nh{ing cach thlc d€ quang ba rOng rai hinh dnh cla
minh. C4c phuong ti€n truyén théng phuc vu su kién ludn néu tén va dua ra hinh dnh
cUa nha tai trg. Do vay, viéc quang ba thong qua tai tr@ dugc khach hang tin cay hon
nhi€u so v&i quang cdo thuan tdy, giip khach hang nhén biét 1 hon sdn pham cla
doanh nghiép. D€ t0i da héa muc tiéu quang b4 trong tai trg, di€u quan trong 1a doanh
nghi€p tai trg phdi c6 mdt chién dich truyén thong toan dién hO trg thém cho viéc
khuéch truong doanh nghiép.

4. Tim ra su khac biét so v6i cac ddi thi canh tranh

Viéc tai trg cho cac su kién, dac biét 1a trong nhiing trudng hop dOc quyén tai
trg, 1a mOt cach thlc quan trong d€ tao ra su khac biét so vGi cac dbi th( canh tranh.
Tén cUa doanh nghi€p ban c6 co hdi d€ ndi bat hon cac doi thU canh tranh khac. Viéc
ndy dac biét h(tu ich néu doanh nghi€p ban mudn canh tranh vGi cac dbi thu cé tiém
luc tai chinh 16n hon.

5. Tao duoc su than thién

Khéch hang muc tiéu thudng cdm nhan vé su tai trg v4i thai do tich cuc, thién
cam. Ho nghi ban c6 nhi€u nd luc dem lai thanh cong cho su kién, tlc 1a 1am ho dugc
thda man hon. Nho tai trg, hinh dnh cla doanh nghi€p dugc thién cAm hon, tré nén gan
giii hon d6i vGi khach hang. Su than thién nay chac chan sé thic ddy doanh thu cla
doanh nghiép ban.

CAU HOI ON TAP CHUONG 5

1. Thé nao quan hé cong chiing? Néu rd cac hoat dOng cla BO phan quan hé
vGi cong chiing?

2. Ai la cong ching cUa cong ty? Tam quan trong cUa moOi d6i tugng nay vdi
cong ty?

3. Can b0 cong nhan vién trong cong ty c6 phdi 1a cong ching khong? Néu co,
thi quan hé cong ching v6i d6i tuong nay co gi khac biét so véi cac dbi
tuong khac?

4. Ban hay nhan xét vé mOt chuong trinh tuyén truyén ma ban xem dugc?
5. Bi€u tinh, mit tinh c6 phai 1a m6t dang cUa quan hé coéng chiing khong?
6. Nhing uu viét cla quan hé v&i cong chiing so v4i quang cdo?

7. TG chlc thuc hién va danh gid két qud cUa PR nhu thé nao?
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8. Trinh bay céng thirc 6C trong quan hé v&i cong ching?
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Chuong 6
QUI:\N TRI HOAT D()NG MARKETING TRUC TIEP

NOi dung chinh dugc trinh bay trong chuong nay la:
« Khai ni€ém va ban chat cUa marketing truc ti€p
«  Su phat tri€n cla marketing truc ti€p
« Phat tri€n hé thOng marketing c0O s& dit liéu
« Céc cong cu chl y€u cla marketing truc ti€p
« Nhing quyé€t dinh ch( yé€u trong marketing truc ti€p

6.1. TONG QUAN

Hau hét cic cong ty déu dua chl y€u vao quang céo, kich thich tiéu thu va ban
hang c4 nhan d€ ddy manh tiéu thu sdn pham. Quang cdo dugc s dung dé€ tao ra su
bi€t dén va quan tdm dén sdn pham. Con kich thich tiu thy dé€ khuyén khich mua hang.
Ban hang ca nhan d€ hoan tat viéc ban hang. Marketing truc ti€p c6 gang két hgp ca 3
y€u td nay lai d€ di dén chO ban hang c4 nhan khong qua trung gian. MOt ngudi sau khi
tiép xtic vOi quang céo c6 thé goi dién thoai mién phi dén s6 1800 d€ dat mua hang
cUa cong ty.

Ban dau, marketing truc ti€p xuat hién dau tién dudi hinh thlc gUi thu truc tiép
va catalog dat hang qua buu dién. Ngay nay, marketing truc ti€p da c6 thém nhi€u hinh
thlc khac, nhu marketing qua dién thoai, trd 10i truc ti€p trén truy€n thanh, truyén
hinh... Cac cong cuU marketing rat da dang nay déu c6 chung mot diém chiing déu dugc
st dung d€ c6 dugc cac don dat hang truc ti€p cUa khach hang muc tiéu hay cac khach
hang tiém ning. Piéu nay doi 1ap véi quang co dai trd. Quang céo dai tra bao quat mot
sO dong cong ching khong cu thé, trong s6 d6 phan 16n ho khong dén thi truOng dé€ tim
ki€m san ph&m va ciing khong quyét dinh mua sam tai mOt c(ra hang ban 1€ cho dén khi
c6 dip nao do trong tuong lai.

Trong nhu‘ng nim gan day marketing truc ti€p da phat trién manh. Tuy nhién, rat
nhi€u céng ty van xem né cé vai trd th(r yeu trong hé thOng cac thanh t0 cla truyén
thong marketing h®n hop. Cac bd phan quang cao, kich thich tiéu thu va luc luong ban
hang nhan dugc phan 16n kinh phi xic ti€n, va ra sUc bao vé& ngan sach cla minh, mdc
du c6 mOt phan trong kinh phi xtc tién dugc st dung cho marketing truc ti€p. Nhiéu
cong ty quadng cdo van chua cung Cap dich vU marketing truc ti€ép. Ly do 14 ho ciing chua
quen v&i hinh thifc xic tién méi mé nay, hodc 1a ho tin rang ho cé thé thu dugc nhiéu
tién hon théng qua vi€c cung cap céc dich vu xiic ti€n quen thudc 1a quang cdo. Nhung
xu hudng chung 1a cac cong ty quang cdo 1&nciing da c6 nhiing chudn bi ban dau dé€ cung
cap dich vu marketing truc ti€p cho khach hang.
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6.2. KHAI NIEM VA BAN CHAT
6.2.1. Khai niém vé marketing truc ti€p

Trdi qua nhi€u nam, thudt ng(t marketing truc ti€p duoc hi€u theo nhiing nghia
m&i. Ban dau, n6 chi 1a moOt hinh thlc marketing trong d6 sdn pham hay dich vu dugc
chuy€n tUr ngudi sdn xudt dé€n ngudi tidu ding, khéng phai qua ngudi trung gian nao.
Theo nghia ndy, céc cong ty st dung luc lugng ban hang d€ ban hang ca nhan cho nguoi
st dung cudi cting, hay t0 chlc ra cac clta hang ban 1& cUa cong ty déu la marketing truc
ti€p. Sau ndy, thudt ng(t marketing truc ti€p dugc ding d€ chi hoat dOng marketing thuc
hién qua buu dién, t(rc 1a marketing bang catalog hay bang thu truc tiép.

Khi dién thoai ciing nhu cac phuong tién truyén théng khac dugc st dung nhi€u
trong vi€c chao hang truc ti€p cho khach hang, thi Hiép hli marketing truc tiép (DMA)
cla My dinh nghia lai nhu sau :

Marketing truc ti€p la mft hé théng tuong tdc marketing c6 su' dung mot hay
nhiéu phuong tién truyén théng dé tdc ddng dén cong chiing muc tiéu nham nhan duoc
mOt phan Ung ddp lai do ludng du'gc va/hay viéc giao dich tai bat ky dia diém ndo.

Nhiing ngudi 1am marketing truc ti€p st dung cac phuong tién truyén thong trd
10i truc ti€p d€ ban hang va tim hi€u vé cac khach hang c6 tén va cac dac diém chl yéu
da dugc nhap vao co s& dit liéu khach hang nham thiét 1dp m6i quan hé thudng xuyén.
Cac hang hang khong, cac khach san va cac doanh nghiép khac dang thiét lap nhu‘ng quan
hé chat ché vGi khach hang thong qua nh{ng hinh thlc thUOng vi c6 tan sudt st dung
cao va st dung co s& d{r li€u vé khach hang d€ chao hang dén tUng khach hang, gbm
cac khach hang hién c6 va cd nhing khach hang ti€m ning.

6.2.2. Ban chat clla marketing truc ti€p

DPi€ém khac biét co ban nhat gilta marketing truc ti€p vGi cac phuong phap
marketing truy€n thOng khéc chinh 1a su ttrong tdc, trao d6i théng tin qua lai gilta ngudi
mua va ngudi ban. Qua d6, doanh nghiép dé dang danh gia dugc hiéu qua truyén thong
cUa minh, d€ c6 cac chinh sach diéu chinh cho phit hop vdi tlng nhém déi tuong khach
hang, tUng chling loai sdn phadm khéc nhau cho tUng khu vuc thi truGng khac nhau.

Muc tiéu ma moi chudng trinh marketing truc ti€p hudng tGi 1a hanh vi phdn Ung
truc ti€p va tich cuc cla khach hang véi cdc chuong trinh d6 va sé dat mua san pham
cUa doanh nghiép. Khach hang ciing c6 th€ c6 phan Ung truc ti€p véi cac thong diép
quang céo tU TV, quang cdo tU bdo va tap chi, tU thu’ chao hang truc tiép, tU internet hay
email, nhan vién thuong mai bang cac cach thlc khac nhau nhu: gli thu trd 10i, goi
dién, nhan tin hay dat hang qua internet...

Marketing truc ti€p dugc cac nha sdn xuat, nh{ing ngudi ban 1&, cic cong ty dich
vU, céc tO chic phi 10i nhudn...s dung ngay cang nhiéu. Ly do 1a khach hang ngay cang
ban biju, thi€u thdi gian di mua sam tai clfa hang siéu thi, nhu cdu ngay cang khéac biét
can ti€p can riéng, nan tac dudng ket xe & cac thanh pho 16n, thi€u cac clfa hang ban 1€
tién 10i, chi phi thué clfa hang ngay cang ting cao. DOng thdi, cic cong ty chuyén phat
__________________________________________________________________________________________________________________________________________|
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nhanh cfing dap Ung tOt nhu cau giao hang nhanh trong vong 24 hodc 48 giG. MOt tién dé
quan trong nita cho phép marketing truc ti€p phat trién 1a kha ning cUa may tinh cho
phép ngu0i lam marketing xay dung va luu trlt co s& d{r liéu day du vé khach hang.
Diéu nay gilip ngudi lam marketing c6 thé€ nhanh chéng Iua chon ra cac khach hang tiém

nang dOi v4i bat ky sdn pham nao dé€ thuc hién hoat ddng ban hang.

Marketing truc ti€p ciing phat tri€n nhanh trong marketing B2B. Nguyén nhan 1a
chi phi d€ ti€p can thi trudng doanh nghiép bang luc lugng ban hang rat cao va cé xu
hudng con ting lén nlfa. Do vay, d€ gidm chi phi ban hang, cic cong ty s dung
marketing truc ti€p d€ phat hién cac khach hang tri€n vong nhat trudc khi ddi ngii ban
hang dén tan noi d€ bén.

6.2.3. Uu nhugc di€m clia marketing truc ti€p
1) Uu di€m clla marketing truc ti€p

Marketing truc ti€p mang lai nhi€u 10i ich cho cd khéac hang va doanh nghiép st
dung marketing trutc tiép.

DPOi v6i khach hang, Marketing truc ti€p dem lai cho khach hang nhiéu 10i ich
nhu : giip khach hang ti€t ki€ém thOi gian va cong sUic mua hang trong khi c6 thé Iua
chon nhi€u mat hang khac nhau, phu hgp v&i 10i sOng mGi. Marketing truc ti€p gitip ho
vUot qua nhiing trd ngai vé mat khong gian, thoat khoi nhiing khé chiu vé bui dudng
hay tac nghén giao théng ma van lua chon dugc sdn phdm ung ¥ nhat; Khach hang thé
ngOi tai nha d€ lya chon mua qua catalog hay mang vi tinh, dat mua qua va gUi thang
dén nguoi than ma khéng can mang v€ nha. Cac khach hang 1a t6 chlc, doanh nghiép c6
th€ tim hi€u vé& nhi€u sdn phdm va dich vu ma khéng bi rang budc vé thdi gian gdp gd
nhan vién ban hang.

DOi v&i cac doanh nghiép, marketing truc ti€p tim ki€m nh{ing don dat hang thuc
su cho tUng mén hang, thu dugc nhiéu thong tin vé khach hang mot cach nhanh chéng
nhat, nham ding vao muc tiéu. Moi ngudn luc cho marketing truc ti€p déu dugc tap
trung hudng téi doi tugng c6 mong mudn va c6 khd ning mua san pham. Do dé, hiéu
qud truyén thong cao va chi phi thdp. SU dung marketing truc ti€p, cong ty c6 thé dinh
lich chinh xac hon d€ dua thong tin dén khach hang trién vong diing ltic. Bén canh dé,
mOt sO cong cU cla marketing truc ti€p c6 thé dam bdo tinh riéng tu va kha ning “tang
hinh” chi€n lugc trudc cac doi thU canh tranh, khién cac dOi thU sé dudng nhu bi tung
hod mu, bdi chi c6 d6i tugng muc tiéu m&i nhan dugc thong tin.

Cu0i cing, ngu0i 1am marketing bi€t dugc chién dich d6 sinh 1gi hay khong qua
vi€c do ludng nhiing phdn Ung dap lai. Marketing truc ti€p gitdp st dung mot cach c6
hiéu qud cac nguon luc, dac biét trong truOng hop doanh nghiép d6i mat vdi tinh trang
buOc phdi thu hep/gidm nhe co cdu. N6 dac biét thich hop trong truGng hop doanh
nghi€p nho va vUa hoac doanh nghiép hudng tdi cac phan doan thi truOng roi rac vdi
nhu cau ddc trung.

2) Nhuoc di€m clia marketing truc tiép
Bén canh nhiing uu di€m k& trén, marketing truc ti€p c6 mot s6 nhuoc diém:
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Th( nhat, marketing truc ti€p doi hdi dau tu ban dau cho viéc xay dung cd sé dit
liéu, va diéu kién vat chat cho 4p dung marketing truc ti€p. Ngudn nhan luc dugc dao
tao vOéi trinh d0 chuyén mén nghi€p vu dU yéu cau ciing 1a diéu kién khong thé thiéu
dé€ gilip chuong trinh marketing truc ti€p dat muc tiéu nhu mong muOn.

Th( hai, marketing truc ti€p doi hdi v€ méi truong bén ngoai d€ doanh nghi€p c6
th€ Ung dung né. PE c6 th€ 4p dung dugc mOt s6 hinh thlc cu th€ nhu marketing qua
dién thoai, marketing qua internet, cAc doanh nghi€p phdi xem xét trinh d0 phat tri€én cUa
nén kinh t€, cla tu duy va hanh vi mua hang. N€u khach hang muc tiéu khong st dung
dién thoai, khong st dung internet thi rat nhi€u hinh thlc marketing truc ti€p khong thé
ap dung.

Th(r ba, khong phdi trong di€u ki€n ndo marketing truc ti€p ciing dugc khach
hang dén nhan. Trong nhi€u trudng hop, khach hang khong huéng Ung véi mot chuong
trinh marketing truc ti€p bdi ho ¢ nhiing kinh nghiém xau (du truc ti€p hay gian ti€p)
v0i cac chuong trinh ti€p xtc truc ti€p cla doanh nghiép d€ ban hang, khi mo6t s6 doanh
nghi€p st dung hinh th(c ndy d€ ban cic sdn pham chat lugng kém, hodc ban véi mUc
gia cao gap nhi€u lan gi4 tri thuc cla né.

6.2.4. Cac y€u t0 quyét dinh su thanh céng clla marketing truc ti€p

Trong ti€p thi ki€u tuyén thOng, ta thudng néi dén Marketing hOn hop bao gém
4P d6 1a: sdn pham (Product), gid cd (Price), phan phoi (Place) va xuc tién (Promotion).
Doi vai ti€p thi truc tiép, tuong tu s€ cd 6 yéu td quan trong sau:

« C0 s@ d{rliéu (Database)

» Chao hang (Offer)

» Sang tao (Creative)

« Phuong tién giao ti€p (Media)

« TG chic thuc hién (Organizing)

+ Dich vu khach hang (Customer Service).

DE dé nhd, dé doc ngudi ta ghép cac chit cai dau cla cac tir ti€ng Anh trén lai
thanh ch(r: DOCMOC!

1) Co s6 dit liéu (Database)

Pi€u can nhG dau tién 1a co sG dir li€u khach hang phdi dua trén cd s& “con
nguoi” ch( khong phai trén cO s “cong ty” hay la “thuong vu”. Phai l1ap d{ liéu trén
cO s@ “con ngudi” vi d6 1a d6i twgng ma doanh nghi€p “giao luu”, “thuyét phuc”, “lay
cam tinh”, xay dung long trung thanh. ..

N6i v€ “con ngu0i”, nhiing théng tin doanh nghiép can s& nam trong 4 nhém
dudi day:

- Thong tin cd nhan: ho, tén, tui, gidi tinh, tinh trang hon nhan, s6 con, nghé
nghiép, chlfc vU trong cong ty.

TS. Nguyén Thuong Thai — Hoc vién cong nghé Buu chinh Vién théong. 128



Bai gidng Truy@n théng marketing
|
- Thong tin dia chi: s6 nha, tén dudng, quan, thanh pho, dia chi cong ty, sO dién
thoai, sO fax, dia chi mail.

- Thong tin tai chinh: mUc thu nhap, khd ning thanh toan, sO tai khodn, uy tin trong
cong viéc tra ti€n, sO lan dat hang va sO 1an trd tién mua hang, ...

- Théng tin hoat dOng: théi quen mua sdm, nhiing 1an ti€p xtic v&i cong ty, cac
1an khi€u nai, cac ruOng hop khi€u nai da dugc xU ly nhu thé nao, ...

2) LOi chao hang (Offer)

La 10i dé nghi cong ty dua ra dOi v&i khach hang tiém ning. LOi chao hang bao
gOm chi ti€t v€ sdn phdm hodc loai dich vu, gid ban, cac uu dai dac biét, nhiing 10i ich
mang lai cho ngu0i tiéu dang,...N6i cach khac, chao hang la nQi dung chinh cUa nhiing gi
cong ty dé nghi va tin rang né dap Ung duoc nhimg gi khach hang can, khach hang
mudn. Vi du “co hdi d€ du lich 5 nudc Chau Au trong 15 ngdy dém chi vGi 2.000 USD”.

3) Sang tao (Creative)

Néu n6i 10i chao hang 1a ndi dung cla nhiing gi cong ty d€ nghi vGi khach hang,
thi sdng tao (creative) 1a hinh thUc cUa 10i chao hang d6, n6 bao gOm céch trinh bay, hinh
anh, 10i van, ky thudt in an.

4) Phuong tién truyén thong (Media)

Néu nhu trong Marketing truyén thOng phuong tién truyén thong dugc ding chu
y€u 1a béo chi, radio, TV thi trong tiép thi truc tiép thi phuong tién truyén théng chU
y€u dugc dung la gui thu truc ti€p, goi dién thoai, va v&i cong nghé thong tin bay gid
thi con c6 email, va internet...

5) T6 chirc thuc hién (Organizing)

N6i vé t6 chlc thuc hién 1a n6i vé cc cong viéc phdi lam, trinh tyf ti€n hanh va
tinh toan ti€én dd thoi gian sao cho moi viéc dién ra ém xudi, diung ké hoach. So véi tiép
thi ki€u truyén thong thi ngudi lam ti€p thi truc ti€p c6 phan thuan 19i hon trong viéc
ki€m soat ndi dung va thoi gian: ban mubn gt 1 t& hay 10 t0, mudn gUi ngay dau thang

hay cudi thdng ciing dugc, v.v... Diéu nay khong dé dang khi cong ty mudn dang trén
béo hodac TV, vi con phu thuQc I!Ch trinh cUa tO béo hodc dai truyén hinh.

Mu0n lam ti€p thi truc ti€p thanh cong thi viéc gUi ding ngudi 1a yéu td quan
trong nhat, sau d6 m{rc hdp dan cla 10i chao hang dlng nhi, r6i m&i dén su sang tao va
y€u tO thoi gian. Moi 10i dé nghi hap dan, trinh bay d0c dédo déu vo nghia néu ban gUi
dén dia chi sai. M0i ¥ tuéng Marketing tuy€t v0i sé 1a vd nghia néu khong bi€n thanh
hanh dOng, cho nén cong viéc td chlic thuc hién 1a thiét yéu d€ dua cic chuong trinh
ti€p thi truc ti€p dén thanh cong.

7) Dich vu khach hang (Customer Service) va Call center

Moi n0 luc, c6 gang cla doanh nghiép 1a d€ dat muc tiéu cubi cung la khach
hang dong y dat hang, bé tién ra mua hang hod hodc dich vu cUa doanh nghiép. Néu
nhu lic khach hang goi dén cong ty khong c6 ngudi nhac mdy, hodc cach trd 10i khong
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nhiét tinh, hodc hang hoa khong con dU d€ giao, hodc giao hang cham tré, cac thanh toan
nhiéu khé phlen phl.rc thi cong sUc cla cong ty da lam cho t1ep thi truc ti€p c6 thé d6
song, dG bién. Tat cd nhiing di€u vlra néu nam trong khai niém goi 1a “dich vu khach

hang”.

D& c6 th€ phuc vu khach hang tOt, cac cong ty phai biét tién liéu, du kién trudc
nhing truc trac c6 thé xay ra d€ c6 bién phap phong tranh trudc. Dia chi c6 thé bj 16i do
danh méy sai, duOng day dién thoai c6 th€ ban, bao bi c6 thé bi rach 1am that thoat hang
ho4, tat cd nhling so suat d6 déu c6 th€ gdy ra su buc minh & khach hang, dac biét néu
doi tugng khach hang 1a cao cdp hodc hang hoé 1a loai dat tién. Tién bo ra d€ lam tot
dich vu khach hang phai dugc xem 1a dau ta ch(t khong phdi 1a chi phi. C6 thé néi chi
tidu cho dich vu khach hang 1a dau tu mang lai 1gi ich 1au bén nhat cho moi thuong
hiéu, moi cong ty.

Chinh vi thé, trong m6i chuong trinh ti€p thi truc ti€p ludn luén gan lién véi mot
sO dién thoai. Chiing ta c6 thé goi d6 1a duOng day néng, dudng day tu van khach hang,
dudng day ho trQ, vv... N&u cdng ty 16n nhu cng ty bao hi€m nhan tho chang han, thi
c6 thé c6 hang chuc, dén hang trim dién thoai vién, luon luén truc 24/24 d€ san sang
gidi dap, hudéng dan hodc goi di d€ nhac nhd chim séc. Hé thOng nhu vay dugc goi la
“Call Center”, hoac “Contact Center”.

6.2.4. Tinh hinh ap dung marketing truc ti€p trén th€ gidi va & Viét Nam

Hién nay, marketing truc ti€p phat tri€n manh mé & hau hét cac qudc gia. Cac
cong ty 16n déu da chudn bi nhing di€u kién can thiét cho marketing truc ti€p va tim
cach ti€p cén v6i khach hang bang nhiimg phuong thic lién lac hiéu qud, phong phi
hon. Hiép hdi Marketing truc ti€p Chau Au cho biét, con sO ma cac doanh nghiép noi
day chi cho marketing truc ti€p khong dudi 2 ty USD trong ndm 1998 va tOc d0 ting cho
hoat ddng nay tdng khong dudi 10%/nam.

Tai MY, Marketing bang thu truc ti€p 1a mOt hoat ddng kinh doanh rat 16n cé
doanh sO dat t6i hang chuc ti USD. Trong ndm 1991, hon 45% ngudi My “da tUng mua
rnOt th(r gi do” qua thu tryc ti€p. Theo béo cdo mdbi nhat cla Hiép hOi Marketing truc
ti€p, doanh thu tU ti€p thj truc ti€p tai MY trong nam 2006 van ting 6% so v4i ndm 2005
va dat mUc 6,5 ti USD, ngay cd khi nén kinh t& MY gdp nhi€u khé khin véi céc thién tai
nhu bdo Katrina, Rita... D&n nam 2007, ngudi ta van du doan doanh thu t{r marketing
truc ti€p sé ti€p tuc ting dén 7,4% dat khodng 7 ti USD. Trong khi d6, dén cu6i nim
2007, mUc ting doanh thu trung binh tUr cic hoat dOng ti€p thi quang cio néi chung chi
dat khodng 3,9%. Nam 1997, cic doanh nghi€ép MY chi t6i 135 ti USD cho marketing truc
ti€p, doanh sO ban tU marketing dat trén 1.100 ti USD. SO ngudi 1am viéc trong linh vuc
marketing truc ti€p nhi€u gdp doi v4i su ho trg cla tat cd cac phuong tién thong tin
hién dai, hon 12,4 ty ban sao cla hon 8.500 catalog khac nhau dugc gli t&i khach hang
mOi ndm. MOt h0 gia dinh trung binh nhan dugc it nhat 50 catalog mOi ndm. Ciing tai thi
truong vGi sUc tidu ding cao nhat thé gidi ndy, internet da va dang trd thanh phuong tién
quang céo chi€m uu thé hang ddu. Cac doanh nghiép san long chi rat nhiéu tién cho
qudng céo trén internet, thi€t k€ va nang cap website thay vi mOt chuong trinh truyén
théng trén truy€n hinh nhu trong nhiing thap ky trudc. Bén canh do, vi€c ra doi cla TV
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thé hé mdi cho phép khach hang chon 1oc kénh truyén hinh, b qua qudng cdo da lam
cho céc doanh nghiép t0 ra thG & vGi quang céo trén truyén hinh. Theo Advertising Age,
tap chi chuyén dé vé quang cdo & My, chi tiéu cla cac hing cho quang céo trén Internet

trong ndm 2006 Ién tdi 15,6 ty USD.

Con & Uc, quOc gia phat trién v4i toc do tang trudng kinh t€ khodng 4% hang
nam, thi chi ph1 cho marketing truc ti€p lai ting trudng 16%/nam trong vong 5 ndm gan
day. Dich vu tUr xa qua dién thoai hay internet ciing ting 30% m&t ndm. Nam 2000, tOng
chi phi cho marketing truc ti€p 1a 6,1 ty do la Uc. Hiép hdi Marketing tU xa cUa Uc c6 t&i
hon 400 thanh vién 1a cac cong ty. Uc 1a quOc gia c6 ty 1€ ngudi st dung internet rat cao.
Vi hon 12 triéu dia chi email da cd, thuc hién giao dich va 10 triéu dia chi email dugc
cung cap nhd nhlmg 1an thu thap théng tin qua internet, cdc doanh nghi€p s dung
marketing truc ti€p tin tuéng vao kha nang thanh cong v&i hon 22 triéu dia chi email nay.
Uc ciing chinh 1a quOc gia c6 danh sach cac dia chi email dai nhat san long két noi véi
cac doanh nghi€p. Marketing qua di€n thoai & Uc ciing thu dugc nhi€u thanh cong. Nam
1991 cac doanh nghi€p da chi khodng 234 ti USD vao phi dién thoai d€ ho tro tiéu thu
san phdm va dich vu clla minh. Cho dén nam 2000, con s6 nay da 1én t&i 5.357 ty USD
do s6 lugng ngudi st dung di€n thoai tang 1én, s6 lugng khach hang can tu van va mua
hang qua dién thoai ciing tang nhanh.

TU nam 1997, marketing truc ti€p da dugc cac doanh nghi€p Han Quoc,
Singapore, Malaixia hay Théi Lan Ung dung mOt cich ph6 cép véi céc céng cu nhu
internet, thu dién tU, dién thoai, thu truc ti€p... Hi€p hOi Marketing truc ti€p cla My da
tGi tri€n khai mOt hOi nghi vé& marketing truc ti€p tai Malaixia v&i su tham du clla hang
tram cong ty 16n nho tUr 34 quOc gia chau A quan tdm t&i marketing truc ti€p - cong cu
marketing hiéu qua trong thOi dai cong nghé thong tin ndy. Cac doanh nghiép tham gia
hoi thdo v&i mong mudn chia sé thong tin va hoc hdi kinh nghiém Ung dung marketing
truc ti€p vao hoat dong kinh doanh. Chuong trinh da dién ra trong vao 9 ngay vdi tong
thoi luong cho thdo ludn cla cic khach moi 1én t6i hon 40 gio da ching t6 mdi quan
tam cUa khach moi t&i du hdi nghi.

Marketing truc ti€p ciing dugc coi 1a hoat dOng tuong d6i mdi & thi truOng Han
Qubc nhung ciing c6 nhi€u danh gia cho thdy, rat nhi€u doanh nghi€p Han Qulc gat hai
dugc thanh cong nhO marketing bang thu truc ti€p va cac quang cdo cé yéu cau phan
hoi trén cc phuong tién thong tin dai chiing. Tinh dén 31 thdng 12 nam 2000, da c6
6.232 cong ty 4p dung marketing truc ti€p & Han Qudc. Nam 2000, doanh thu tU hoat
dOng marketing truc ti€p trén thi truOng nay dugc thOng ké nhu sau: 673 triéu USD tUr
ban hang qua catalog, 1.122 tri€u USD tU ban hang qua TV, con ban hang qua internet dem
lai doanh thu 383 tri€u USD va tong cOng doanh thu dat dugc tUr marketing truc ti€p 1a
2.178 triéu USD.

Pén ndm 2006, nham clng cO va gdy hiéu (ng manh cho viéc st dung marketing
truc ti€p, Hiép hOi Marketing truc ti€p tai Chau A da tG chlic mOt cudc HOi thdo viing
vGi chQl dé Marketing truc ti€p — Tuong lai cla Marketing kéo dai hai ngay v&i su tham
du cUa hang tram doanh nghiép 16n trong khu vuc. HOi thdo da khang dinh, marketing
truc ti€p 1a xu hudng phat tri€n tat yéu cla marketing trong thoi dai dién t(f va cong
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nghé théng tin phat tri€n nhu ngdy nay. Nhi€u y ki€n cho thay, Xu hu‘Ong Ung dung
marketing truc ti€p tai cac doanh nghi€p kinh doanh trén thj truong chau A ngdy cang
tang 1én. Chi phi cho viéc xay dung cO sG d{ liéu va thuc hién cic chuong trinh ban
hang c4 nhan qua mang hodc qua truyén hinh ngdy cang ting lén. Cac tOng dai dién thoai
néng ciing dudc cic doanh nghiép dau tu nham dép Ung nhanh nhay nhu cdu khéch
hang. Tuy nhién, van con nhi€u doanh nghiép do du trudc viéc Ung dung marketing tryc
ti€p. Trén thuc t&, ty 1& trd 10i marketing truc ti€p & Dai Loan dlng th( hai & chau A,
sau Malaixia. Nhung ty 1€ thu qudng céo/go6i hang khuy€n mai dén dugc vdi dia chi can
tim & Pai Loan khong cao n€u doanh nghiép s dung dia chi dugc viét bang tiéng Anh.
D& thu/buu kién c6 thé dén dugc vdi dia chi can thiét, cdc doanh nghiép can phai dé
dia chi theo ti€ng Trung Qudc - ti€ng ban ng(t clla ngudi dan noi day. Tuong tu nhu &
Pai Loan, thu truc ti€p ciing khong c6 hiéu qua & HOng Kong va Singapore badi do 1a
nh{rng quOc gia c6 ngdn nglt st dung chinh 1a ti€ng Trung Quoc, khong phai 1a cac ky tu

Latin.

Marketing truc tiép da xuat hién tai Viét Nam tU khoang mot thap ki trd lai day vdi
sU xuat hién dau tién cua cac céng ty ban hang da cap.

Mot sO cong ty da ap dung thanh cong céch ti€p thi ndy. Nhan hiéu my phdm
Oriflame va Avon di c6 mOt hé thOng nhan vién da cap dugc hoc ky vé sdn pham cla
hang va di tu van lai cho khach hang muc tiéu cla minh. MOt d0n mudi, mudi don
trdm, thuong hi€u cla ho dan tré nén théng dung cling nhG vao cOng déng tu van vién
nay. Nhan vién cUa ho ciing s dung cach ti€p thi qua dién thoai (Telemarketing) dé
chao hang va tu van truc ti€p cac khach hang tiém ning, va ho s& nhan dugc phan hoi
ngay cUa khach hang n€u cé. Cong ty Avon Products chinh la cong ty phat minh ra
phuong thifc kinh doanh da cp dau tién trén thé gidi, hién cong ty da co dai ly & hon 144
qudc gia, trong d6 c6 Viét Nam.

Ngay nay, sU phat trién cua hé thong cong nghé thong tin va truyén thong da md ra
chan trdi mdi cho Marketing truc tiép. Viéc ti€p thi truc ti€p qua dién thoai hién nay
dang dugc rat nhi€u doanh nghi€p & Viét Nam thuc hién. Cac doanh nghiép, dic biét la
cac doanh nghiép nudc ngoai la nhiing ngudi tién phong trong viéc st dung hinh thic
Marketing mdi nay tai Viét Nam, c6 thé ké dén cac cong ty bao hiém nhu AlIA,
Prudential... cac cong ty dich vu moi gidi dao tao, du hoc nhu RMIT, APOLO... cac
doanh nghiép my pham cao cdp nhu L’Ovite, Avon, Oriflamme...Cac doanh nghiép Viét
Nam ctng bat dau quan tdm tdi loai hinh nay, tuy nhién Ung dung chua chuyén nghiép, va
chua bai ban... cung nhu chUa nhin ra tdm quan trong va kha ning cua Marketing truc
tiep.

6.3. SU PHAT TRIEN CUA MARKETING TRUC TIEP
1) TU phuong phap mdt phuong tién, mot 1an chao hang

Ban dau, hau hét cac cong ty sUr dUHg rnarketmg truc ti€p déu chi dua vao mdt
phuong tlen qudng cao va su no Iuc mOt 1an dé ti€p can va ban hang cho mét khach
hang trién vong. Lam nhu vay hiéu qud béan hang kho c6 thé cao dugc vi it khach hang
quy€t dinh mua hang sau chi m6t 1an nhan dugc thu chio hang.
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2) Pén phuong phap mot phuong ti€n, nhi€u 1an chao hang

Ti€p theo, d€ nang cao hiéu qua ban hang, ngudi ta cai ti€n bang cach chia lam
nhi€u giai doan d€ gl thu chao hang nhi€u lan cho khéch hang tri€n vong dé€ ggi y
thuy&t phuc mua hang.

3) Va ti€p theo la phuong phap nhi€u phuong tién, nhi€u giai doan chao
hang

Tuy nhién, d€ nang cao hiéu qua ban hang, ngudi ta di dua ra va trién khai mot
phuong phéap chao hang manh mé hon. D6 1a phuong phap nhi€u phuong tién, nhiéu
giai doan chao hang. Phuong phap nay duQc goi la phuong phap marketing truc tié'P
tOng hop (Intergrated Direct Marketing - IDM). Phuong phép nay dugc mé ta bdi so do
sau day:

Ch'ihé,n diFh ) Quarlg céf) VOAi‘ .cd Gui thy
tiep thi ché phan hoi truc tiep
Truyén théng |, Viéng tham ban | Marketing qua |,
ti€p tuc hang ca nhan dién thoai

Hinh 6.1. Phuong phap marketing truc ti€p tGng hop

Vi du: D€ ban hang theo phuong phap marketing trifc ti€p, mOt cong ty ban may
tinh c6 thé€ ti€n hanh nhu sau: Thoat dau, cong ty c6 thé ding quang céo trén truyén
hinh, trén béo, tap chi v&i co ché khuyén khich khach hang phan hoi. Tié€p theo, cong ty
gUi catalog chao hang dén cac khach hang ti€m ning vGi co ché kich thich tiéu thu (gia
ddc biét, qua tang, quay sO tring thudng...). Nhiing nguoi khong mua dot dau sé dugc
Cong ty g0i dién thoai dén d€ tim hi€u nhu cdu va thuy€t phuc mua. Sau dé, cong ty sé
clr Iuc lugng dén dia di€m cUla khéach hang dé€ ban hang. Ngay cd khi khach hang trién
vong chua san sang mua, thi cong tic truyén thong van ti€p tuc. Bang cach nay, hiéu
qua ban hang sé tang lén.

Nhur vy, ban chat clia phuong phép nay 1a van dung nhi€u phudng tién truyén
thong khac nhau d€ bd sung cho nhau trong mOt khudn kho thoi gian hgp 1y. Di€u nay
1am ting hiéu qud thuyé&t phuc khach hang vé&i mOt chi phi hop ly.

Chuyén gia vé marketing tryc ti€p, 6ng Roman khang dinh nhu sau:

Khi mOt blc thu quang céo truc ti€p cé6 thé tao ra phdn Ung dap lai 1a 2% tU
khéach hang trién vong, n€u dugc bl sung thém kénh dat hang qua s6 dién thoai 800
mién phi, phdn Ung dap lai tUr khach hang sé ting lén tUr 50 d€n 125% hodc nhi€u hon.
Néu két hop thém n0 luc thuyét phuc qua dién thoai thi c6 th€ 1am ting thém phan Ung
dap lai thém dén 500%. Ly do 1a nhiing khach hang khac nhau c6 xu hudng phan Ung
dap 1ai nhlmng tac nhan kich thich khac nhau.

3) Mo hinh maximarketing
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Hai chuyén gia Rapp va Collins di xay dung mOt mé hinh marketing rat h(iu ich
dugc goi 1a maximarketing. M6 hinh ndy gitip cho phuong phap marketing truc ti€p trd
thanh luc lu‘dng chU dao trong qué trinh ‘marketing chung. Trong mo hinh nay, ho dé nghi
lap mOt c0 s& d{t liéu khéach hang va ket hop day du marketing truc t1ep trong qua trinh
uep can khach hang. Max1rnarketmg gOm day dd cac budc nham ti€p can khach hang
tri€n vong, ban hang va phét trién mOi quan hé v&i khach hang. M6 hinh cla Rapp va
Collins bao gbm 9 budc sau day:

1. Xac dinh tap khach hang muc tiéu c6 tri€n vong nhat
2. SUdung tOi da cac phuong tién truy€n thong
3. Danh gia chi phi cho mOt phdn Ung dap 1ai cla 1 khach hang tiém ning
4. Thi€t k€ cac thong diép c6 kha ning dOt pha khach hang tiém ning, nham
tranh thU duogc trai tim va khoi 6c clla ho
5. Quang céo phai kich thich dugc vi€c mua sam, hay it ra ciing chuyén khach
hang tri€n vong sang giai doan san sang mua
6. Huy dOng tOi da sUc manh tong hop cla cac cong cu truy€n thong
7. Tép trung vao nhiing khach hang c6 tri€n vong nhat nham lam cho ho phai
chuy€n bién
8. Béan dU céc loai sdn pham khac nhau cho cic khach hang da hi€u biét rd.
Khong ngUng hoan thié co s& d{r liéu khach hang.
9. Nguoi lam marketing phdi thi€t 1ap thém cac kénh mdéi d€ ti€p can vdi
khach hang tri€n vong.
6.4. PHAT TRIEN HE THONG MARKETING CO SO DU LIEU
6.4.1. Khai niém
Nhi€u céng ty van chua chuyén sang marketing cd s§ d{r li€u, mGt phurong thiic
Uu viét hon han so v&i marketing truc ti€p don gidn.

Marketing c0 s& d(t liéu s dung cong nghé co s& dir liéu va cac phuong phap
phén tich tinh vi két hop v6i cic phudng phap marketing tryc ti€p nham tao ra mot
phan u’ng dap lai mong mu0n, do ludng dugc trong nhém khach hang muc tiéu. Nhiéu
cong ty van con nham 1an gilta danh sach khach hang vGi co sé dit liéu marketing.

Danh sach khach hang don gidn chi 1a tap hop ho tén, dia chi s6 dién thoai cUa
khach hang. Con co s@ dit liéu marketing 1a danh sach khach hang chua dung céc s0 liéu
nhan khdu hoc, tam ly hoc, théi quen st dung phuong tién truyen thong, cac mUc tiéu
thu mé&i gan day, tan sudt, sO ti€n va cac chi sO lién quan khac cla mOi ca nhan. TU d6
ta co th€ dua ra khai niém vé co sd d{t liéu khach hang nhu sau:

Co sd dir liéu khdch hang la mOt tdp hop c6 té chlrc cda cdc sO liéu ddy du vé
khdch hang hién c6, khdch hang trién vong, hay nghi van hién cé, c¢é thé tiép can va tdc
dbng dén duoc dé phuc vu cho cdc muc dich marketing nhu hinh thanh danh sdch khdch
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hdang, chon loc danh sdch khdch hang, ban sdn phdm hay dich vu, hodc duy tri méi quan

hé v&i khdch hang.

Hién nay, nhiing ngudi 1am marketing dai tra néi chung hiéu biét rat it vé tlng
khach hang. Nhiig nha ban 1€ c6 hi€u biét it nhi€u vé nhling khach hang mua chiu,
nhung hau nhu ho khong biét gi vé cac khach hang mua bang tién mat hay thé tin dung.
Cac ngan hang da it nhi€u c6 dugc co sé dr li€u khach hang trong tUng linh vuc sdn
pham riéng biét, nhung thudng ho khéng tOng hop dugc cac thong tin d6 1ai thanh mot
ho so day du vé khach hang d6 d€ c6 th€ si dung vao muc dich ban hang néi chung va
marketing truc ti€p noi riéng.

Mat khéc, cdc nhan vién ban hang dugc dao tao bai ban thudng xdy dung duogc
cO s& d{rliéu tdt vé khach hang cho riéng minh. Ho s& dung mdy tinh xach tay d€ ghi lai
nh(ing d{ liéu thich hgp vé tung khach hang clUa minh nhu: ho va tén, ngdy sinh, khoi
lugng mua, gid cd, nhu cau, tiéu chuan mua, cic van d€ quan tdm, cdc s@ thich riéng,
cac moén an Ua thich...Sau moi 1an viéng tham khach hang, ho 1ai cap nhat thém thong tin
vé khach hang. Tuy nhién, viéc lam ndy mang tinh tU phat va khong c6 tinh hé thOng, tinh
lién két va chia sé thong tin gilfa cic c4 nhan trong 1uc 1Ugng ban hang va chuyén vién
marketing noi riéng, va trong cong ty.

6.4.2. Yéu cau

Viéc xay dung cd s& d{r 1iéu khach hang doi hdi phdi dau tu vao phan cling cla
mdy tinh chU va cdc may tinh ngoai vi, phan mém xU ly d{r li€u, duOng truy€n, mang
LAN cUa cong ty, nhan su thu thap d{r li€u, chi phi huan luyén sU dung, thiét ké cac
chuong trinh phan tich dit liéu...

Viéc xay dung co s& dir liéu marketing doi hdi nhiéu thoi gian, cong sUc va chi
phi. Tuy nhién, khi n6 di vao hoat déng tOt thi cong ty ban hang sé dat dugc niang suat
hi€éu qua cao hon han.

Mat khéc, hé thOng nay phai tién 1gi s& dung dOi vdi cac ngudi ding khac nhau.
Do la cac nhom:

« Chuyén vién qudn tri sdn pham va nhan hiéu

« Chuyén vién phat tri€n san phdm mdi

+ Chuyén vién quang céo va kich thich tiéu thuy

« Chuyén vién marketing truc ti€p

e Chuyeén vién ban hang va cham séc khach hang ...

Vi du: CO s& d{r liéu khach hang cla cong ty General Electric (GE) cho biét cac
thong tin vé dia ly, nhan kh&u hoc, théi quen st dung phuong tién truyen thong, qua
trinh lich s& mua sam cUa khach hang...Ngudi lam marketmg truc t1ep cla cong ty co
th€ x4c dinh dugc nhiing khach hang trong quéa kh(r gi0 day c6 thé can thay méy giat, vi
du nhitng nguOi dd mua mdy giat cUa GE cach day 6 ndm va c6 gia dinh déng nguoi. HQ
cling c6 th€ xac dinh nhiing khéch hang nao s€ quan tam dén mot ddu mdy video mdi
cla GE can cU vao lich s&* mua sam céc san pham dién t( tiéu ding khac do GE san
__________________________________________________________________________________________________________________________________________|
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xudt. HO ciing c6 thé ké ra dugc nhiing khach hang da mua nhi€u sdn phdm cla GE
nhat va gUi cho khach hang phi€u nhan qua tang tri gid 30 USD trong cac 1an mua thiét
bi cUa GE sap t6i.

6.5. CAC CONG CU CHU YEU CUA MARKETING TRUC TIEP

Marketing truc ti€p dudgc th€ hién qua rat nhi€éu cac hoat dOng truyén thdng cu
th€ hudng truc ti€p, nd luc tdi khach hang. Doanh nghiép ti€p thi bang cach gli cho
khach hang thu, thi€p ma0i, phi€u mua hang, t0 roi hay catalog. Ciing tuong tu nhu vay,
thu' dat hang con gUi kém thém danh muc cic sdn pham ma khach hang c6 th€ dat mua
va d€ khéch hang chon nhiing sdn phdm ho dinh mua gUi 1ai cho doanh nghiép.

Cac hinh th(c ph6 bi€n cla marketing truc ti€p la:

« Marketing bang thu truc tiép

+ Marketing tU xa

« Marketing dap Ung truc ti€p trén truyén hinh

 Truyén thanh, bao va tap chi

+ Mua hang dién tl

« Mua hang bang may dat hang tai cac clfa hang, san bay...
Chting ta s€ tim hi€u chi ti€t cac hinh thuc marketing nay.

6.5.1. Marketing bang thu truc ti€p

Marketing bang thu trutc ti€p 1a 1a hinh th(c ban hang bang cach gUi tai liéu chao
hang dudi dang cac an pham, catalog, bang dia ghi hinh hay mau hang d€ chao hang,
giGi thiéu vé hang hda, dich vu cUa cong ty, dudc trinh bay 16 rang, sinh dOng, dep mat
va hdp dan nham gitip cho ngudi nhan cé du thong tin d€ quyét dinh va mua sdn pham,
dich vu. Tai liéu chao hang dugc dung trong phong bi c6 dia chi, hodc khong cé dia chi.
Trong phong bi c6 thé c6 phong bi kh(r hoi c6 dia chi clla cong ty, c6 dan tem trd trudc,
c6 sO dién thoai, dia chi trang web cUa cong ty ban hang. Do vay, khach hang c6 thé dé
dang tra c(fu thém thong tin, c6 th€ dat hang qua thu phdn hoi, hay qua dién thoai.

Nhiing cong ty ban hang qua thu truc ti€p mong mubn ban dugc sdn pham, thu
ttha,p tuy€n chon dugc nhitng danh sach khach hang cho luc lugng ban hang, hay gUi qua
bi€éu cdm on khéach hang trung thanh.

Tai liéu chao hang dugc glii qua dudng Buu dién dén tay khach hang. Buu dién
cung cap cho cic doanh nghi€p ban hang dich vu chuyén tai li€u chao hang dén céc
khéach hang tiém ning. Dich vu nay clUa Buu dién dudgc goi 1a dich vu thu truc tiép
(Direct Mail). C6 2 loai dich vu thu truc ti€p 1a thu truc ti€p c6 dia chi va thu truc ti€p
khong c6 dia chi. Thu truc ti€p cé dia chi dugc s dung khi doanh nghi€p ban hang c6
thong tin ddy dU vé khach hang ti€m ning cUa ho va soan thdo n0i dung thu phu hgp
vGi ddc di€m cUla tUng khach hang k€ c3 tén tudi, dia chi, chlc vu, thudng 1a cac khach
hang quan trong. Thu khong dia chi 1a thu gUi cho cac khach hang dai tra.
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Cac mat hang ban qua hinh thUc marketing truc ti€p rat phong phi nhu bing dia
nhac, sach tap chi, bdo hi€m, qua tdng, thuc pham, d6 gia dung, d0 chuyén dung, quan
40, my pham... C4c tG chlfc tU thién ciing s dung thu truc ti€p

Marketing bang thu truc ti€p dang ngay cang pho bién. N6 cho phép dam bdo
tinh chon 10c cao cUa thj trUdng muc tiéu, c6 thé€ ti€p can tlng ca nhan, linh hoat vé ndi
dung chao hang, cho phép ti€én hanh cac trac nghiém va lugng dinh két quad sém. Mac du
chi phi trén m&t khach hang cao hon so v&i quang céo dai ching, nhung nhling ngudi
dudc ti€p can 1a nhitng khach hang c6 tri€n vong hon nhiéu.

DE& thufc hién thanh cong viéc ban hang qua thu tryc ti€p, cdng ty can chd trong
tdi cac van dé sau day:

+ Quan ly van thu va danh sach khach hang, co sé dit liéu khach hang

« Qudn Iy luong hang du tr(r d€ cung cap cho khach hang

«  DPam bdo cung cap hang héa c6 chat luong cho khach hang

« Tao ra hinh dnh dac biét vé viéc dem lai gia tri cho khach hang
6.5.2. Telemarketing

1) Khai niém

Telemarketing (Marketing tur Xa) la phu‘dng thUc marketing sU dung cac phuong
tién vién théng va tin hoc hién dai d€ ti€p can khach hang va ban hang.

Telemarketing c6 thé dugc thuc hién tai Van phong cla cong ty, tai cac Call
Center, hodc tai dia di€m cUa nhan vién dugc cong ty thué mudn (tuong tu ki€u Home
Offfice (Van phong lam viéc tai nha).

Call Center, tam dich la Pai dién thoai, la mOt Vin phong lam viéc tdp trung
dugc stf dung d€ chuyén giao dich v&i khdch hang qua dién thoai.

Né€u Vin phong con s dung thém cac phuong tién giao ti€p khac nhu fax, e-
mail, thu thi dugc goi la Contact Center.

Cac cong ty thudng s dung Call Center d€ giao ti€p vGi khach hang phuc vu cho
cong tac cham séc khach hang va ti€p thi tir xa. V& mat s hitu, cac cong ty c6 thé xay
dung cho minh cac Call Center, hodc Cﬁng c6 thé€ thué cac Call Center Chuyén nghiép cUa
cac cong ty khac cho muc dich t1ep thi tU xa va chdm séc khach ‘hang. D€ gidm chi phi,
céc Call Center c6 thé 3 mOt nudc khac c6 chi phi nhan céng thap hon. An D0 trd thanh
vdn phong cla thé gidi 1a vi vay.

Khi nha cung cap dich vu chl ddng ti€p xiic véi khach hang qua cac phuong tién
vién théng thi dugc goi la “Telemarketing ra ngoai” (Outbound Telemarketing). Khi
khéch hang ch( dOng ti€p xtic v&i nha cung cap thi goi 1a “Telemarketing tU ngoai vao”
(Telemarketing inbound).

Tai Anh, My va c4c nudc phét tri€n khac ngdy cang c6 nhi€u doanh nghiép sUr
dung “Telemarketing inbound” v&i sO dién thoai mién phi cho ngudi goi c6 ma sO 1a
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800, nham khuyén khich khach hang hién tai hodc tuong lai goi dén tim hi€u théng tin
vé san pham dich vu. Cong nghé thong tin sé gitip cho doanh nghiép dé dang quan ly
théng tin vé khach hang goi dén nhu s dién thoai, dia chi, noi lam viéc... Ciing v6i cac
phuong tién truyén thong khac va céc hinh thUc khuy€n mai, “Telemarketing inbound”
c6 tac dung thu nhan ngay thong tin phdn hoi tUr phia khach hang sau mOt chuong trinh
quang cao, khuyén mai. “Telemarketing outbound” dugc ding d€ ban hang va ho trg cho
béan hang ca nhan nham ti€p xic vGi khach hang trudc va sau khi ban hang nham gidm
chi phi ban hang khi ti€p xtc truc ti€p. Cong nghé thong tin ciing gitip cho doanh nghiép
nang cao hiéu nang ban hang, vi du nhu luu tr(r co sé dir liéu ho trg cho ban hang, xUr 1y

don hang tu dOng, theo dbi khach hang...

Tap doan Buu chinh Vién thong Viét Nam ciing bat dau cung cap “dich vu dién
thoai ngudi nghe trd tién” d€ cung cdp cho cic doanh nghiép phuong tién
Telemarketing. Cong ty Mobifone cung cap sO dién thoai mién phi 18001090 cho khach
hang t1ep xuc. Con Cong ty Vmaphone cung cap sO mién phi 18001091, céng ty VDC
cung cap sO mién phi 18001260 v&i muc dich tuong tu.

~ Ngay nay, khi phuong tién Internet ngdy cang ph6 cap rong réi, cic doanh nghiép
bat dau s dung nhi€u cac trang Web nhu 1a mOt phuong tién Telemarketing h{tu hiéu.
So v(i dién thoai, né cé uu thé vé tam vuon xa vGi chi phi thap va hinh thdc truyén
thong hi€u qua bang hinh anh, van ban ma dién thoai khong c6 kha nang dé. Cac nha
cung cap dich vy buu chinh vién thong thé gidi da di dau trong viéc sir dung cac trang
Web d€ giao ti€p hai chiéu v0i khich hang. Céc doanh nghi€p buu chinh vién thong Viét
Nam ciing di nhanh nhay nam bat dugc cong nghé truyén thong hién dai Internet dé€
thuc hién hoat ddng Telemarketing.
2) Loi ich clla Telemarketing
SU dung Telemarketing mang lai cac 10i ich sau day cho ca doanh nghi€p va khach
hang:
a) Loi ich cho doanh nghiép
- Ti€t ki€m chi phi ti€p thi, ban hang va chdm séc khach hang nhd: gidm s6 luong
nhéan vién; gidm thOi gian va cong sUc di 1ai; gidm chi phi in an tai liéu cung cap cho
khéch hang; gidm chi phi dau tu cho cUa hang; chi phi x(r Iy don hang, quan ly khach
hang; gidm chi phi phan phoi d6i vGi nhiing sdn phdm cé thé€ sO hoa dugc (4&m nhac, tai
liéu, bao chi, phim anh...)
_- D& dang quén 1y, cap nhat va Iuu trt thdng tin vé& khach hang, va nhiing thong
tin h0 tr@ cho ban hang, chdm soc khach hang nhO sU dung coéng nghé thong tin
(Customer Database).

- M6 r0ng pham vi dia 1y va thoi gian ti€p can le khach: 24 giO trong ngay, 7
ngay trong tudn; ti€p can moi khu vuc dia Iy c6 mang vién thong.

- La cong cu nghién clu thi truOng tién 1gi va hiéu qua: dé dang ti€n hanh cac
diéu tra thi truOng (Market survey).
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- La cong cu hitu hiéu d€ xay dung va duy tri mOi quan hé 2 chiéu vdi khach
hang, duy tri khach hang trung thanh.

- Tang cuOng kha ning canh tranh cla doanh nghi€p nhd tat ca cac 10i ich néu
trén.

b) Loi ich cho khach hang

- Tét kiém thOi gian va cong sUc di lai cho khach hang: chi can ngbi tai nha, tai
vin phong, va tham chi dang di trén xe khach hang ciing c6 thé ti€p can v&i nha cung cap
d€ tim hiu thong tin, khi€u nai, dat hang... Pi€u nay dadc biét c6 10i cho nhimg khach
hang ban biu, hay khach hang & nhiing thanh ph6 hay xay ra tac nghén giao thong.

- Céc phuong ti€n truy€n thong da phudng tién hién dai gitip khéch hang c6 day
d0 thong tin can thi€t d€ quyét dinh mua bang van bdn, hinh anh, am thanh tUf doanh
nghiép.

- Khach hang mua hang dé dang, khong phai mac ca, thuong thuyét vGi ngudi
ban hang.

- Khong gidi han vé thoi gian va dia di€m giao dich ddi v&i khach hang.
3) Cac chtic nang clla Telemarketing
a) H6 tro, b6 sung cho céng viéc bdn hang cd nhén

Ban hang 1an dau: Lan dau tién ban hang cho mét khach hang mdi thi ngudi ban
hang thuOng can ti€p xdc truc ti€ép véi khach hang, tUc 1a thuc hién cach ban hang ca
nhan. Nhu vay sé tang kha ning thuyét phuc khach hang.

Tuy nhién, n€u 1an ban hang dau thanh céng, ngudi ban hang da thiét 1ap dugc
mOi quan hé tin tudng 1an nhau vGi khach hang. Do dé, trong cac 1an ban hang sau ngudi
ban hang c6 th€ st dung phuong thic Telemarketing d€ ban hang : dung dién thoai dé
hen gap khach hang trudc cling nhu sau khi ti€p xdc truc ti€p; dung e-mail, fax, buu
ph&m chuyé&n phat nhanh.. . d€ trao dGi thong tin v€ hang hod dich vu, hgp dbng, ding
cac hinh th(c thanh toén truc tuyé€n...

Khach hang ciing c6 thé ti€p can vGi doanh nghi€p thong qua dién thoai, Internet
d€ tim hiu thong tin v€ hang ho4, dich vu, cac diéu kién mua hang, va nhan dudc cac
an phdm can thi€t tU cong ty qua e-mail.

Cong ty c6 th€ st dung trang web cong ty nhu' mOt Catalog dién t( d€ chuyén tai
théng tin v€ san pham dich vu dén cho khach hang & bat ky dau, tlc 1a s& dung Internet
cho muc dich xdc ti€n. Thong thudng, khach hang c6 th€ tim thdy nhiéu théng tin can
thi€t qua muc FAQ (Frequently Asked Questions) trén trang web cUa cong ty.

Ngu0i ban hang c6 th€ tim hi€u khach hang tUf cac nguon thong tin khac nhau dé
hi€u o khach hang va méi truOng kinh doanh. Qua trang web cUa minh, Cong ty ciing c6
thé dé dang nhén duoc y ki€n diéu tra tUr khach hang.

b) Thay thé cho viéc bdn hang cd nhan
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Ngu0i ban hang c6 thé su dung Telemarketing d€ chao hang, ban hang, dam phan
ban hang v&i khach hang. Nhi€u cong ty ban hang qua mang ndi ti€ng da rat thanh cong
nhu Amazon.com, eBay.com...Dich vu dién hoa cUa Buu dién Viét Nam ciing dugc
cung cdp qua mang. Coéng ty VDC ciing di m3 clfa hang do c6 dia chi web “DC-
Tienphong.com.vn” d€ ban sich, bing dia, hoa tuoi, qua tdng. Qua trang web
VDCTravel.vnn.vn khich hang ciing c6 th€ dat vé may bay mang dén tan nha.

Trong céc luOng trao dGi gilta khach hang va ngudi ban hang, chi c6 duy nhat
lubng hang hod phai ding dén cac phuong tién van chuyén vat chat, con cac ludng trao
doi thong tin khac déu c6 thé thuc hién qua cac phuong tién dién tU nhu e-mail, truyén
sO liéu, fax, dién thoai...

¢) Thuc hién cdc dich vu sau bdn hang

Ngudi ban hang c6 thé s dung cic phuong tién thong tin lién lac hién dai dé
thuc hién cac dich vu sau ban hang nhu': tiép nhan khi€u nai, gidi thich, tu' van, ho trg,
thdm hoi, chic ming, gilt moi lién hé thuOng xuyén véi khach hang.

Hi€u qua mang lai cho cic cong ty st dung Telemarketing: Gidm dugc chi phi va
ti€t kiém thdi gian ban hang, nang cao su tién 10i cho khach hang, m& rOng dia ban hoat
dong, nang cao sUc canh tranh cho doanh nghi€p. Di€u nay rat phu hgp vdi cac cong ty
cUa Viét Nam, vi c6 th€ gitp cho ho m& rOng pham vi ban hang ra khu vuc va toan thé
giGi v&i chi phi thap.

Hinh 6.2. dudi day mé ta cac chlc nang cUa Telemarketing.

HO trg, b6 sung cho viéc
ban hang ca nhan

Telemarketng
Cac chUc ning cUa Thay thé cho ban hang
Telemarketing qua luc lugng ban hang

Thuc hién cong tac chim s6c
sau ban hang

Hinh 6.2. Céc chUc ning cUa Telemarketing

6.5.3. Marketing dap Ung truc ti€p trén TV, truy€n thanh va bao chi

Truyén hinh ngdy cang dugc s dung rOng rdi trong marketing néi chung va
marketing tryc ti€p noi riéng. Truyén hinh dugc sU dung theo 2 cach dé ban san pham
truc tiép cho khach hang. b6 1a :
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Cach th( nhat, thong qua quang céo dap Ung truc ti€p. NguOi 1am marketing truc
ti€p cho phét cac chuong trinh truyén hinh thuOng tUr 50 dén 120 gidy d€ gidi thiéu vé
mOt sdn pham, va cho khach hang tiém ning s6 dién thoai mién phi d€ dat hang. Hinh
th(fc qudng céo ban hang nay phu hgp v&i nhi€u loai sdn pham khéc nhau, tU my pham,
dugc pham, dO gia dung nhd dén cic thiét bj luyén tap th€ duc, tap chi, bing dia
nhac...MOt cong ty cla MYy da bién soan mOt chuong trinh “théng tin quang céo’’ dai 30
phiit tong hgp tu liéu vé cai thubc 14, chita bénh héi dau, phuong phép gidm can c6 xéac
nhan cUa nh{ing khach hang da hai long vé sdn pham sau khi ding, va tat nhién 1a kém
theo s dién thoai mién phi d€ dat hang hay tu van thém cho khach hang.

MOt phuong thlic marketing trén truy€n hinh n{fa 1a cac kénh mua hang tai nha,
trong d6 toan bd kénh dugc gianh riéng cho viéc bén hang héa, dich vy. Nhing chuyén
gia ban hang gili dugc thué dé giGi thiéu sdn pham dich vu nham thuyét phUC khach
hang. o) MY c6 chu’dng trinh Home Shopping Network (HSN) phat song 24 gi0 moi ngay
bén d0 céc loai sdn pham khac nhau. Ngudi xem quan tam s€ goi sO dién thoai mién
phi 800 d€ dat mua hang. o) vi€ét nam c6 kénh truyén hinh TV Shopping ciing ban rat
nhi€u loai sdn pham khac nhau.

Céc tap chi, truyén thanh va béo chi cling dugc s& dung d€ chao hang dép Ung
trifc ti€p cho khach hang. Khach hang ti€m nang n€u quan tdm mua hang c6 th€ dat hang
qua mOt s6 dién thoai mién phi.

6.5.4. Mua hang bang dién tl
Mua hang bang dién t(r c6 2 hinh thic.

Th( nhat, do6 1a videotext, tUc 13 mOt hé thOng 2 chi€u nOi mdy thu hinh cUa
khach hang v&i ngan hang d{r li€u cla cong ty ban hang qua cap hay dudng day thué bao
dién thoai. Dich vu videotext gdbm mOt catalog san phdm dang softcopy cUa nha sdn
xudt, ngudi ban 1€, ngan hang, céc t6 chlic du lich 1{r hanh...Kh4ch hang tiém ning s(
dung may truy€n hinh c6 trang bi mOt ban phim ddc biét d€ tuong tic vGi don vi ban
hang.

Th( hai, khach hang ti€m nang s dung mdy tinh c nhan c6 modem d€ quay sO
goi dich vu dat hang cUa nhiing ngudi ban 1€ dia phuong hay trong cd nudc, thuc hién
cac giao dich ngin hang vGi cac ngan hang, mua vé mdy bay, tau hda, dat chd khach san,
thué xe 6 t6. Khi s6 lugng ngudi st dung mdy tinh c4 nhan ting lén sé 1a tién dé ting
trudng cho dich vu ban hang nay.

6.5.5. Mua hang bang may

MOt sO cong ty da thi€ét k€ cac mdy ban hang va dat ching tai cic cUa hang, san
bay, nha ga...Khach hang dua ra thong tin ki€u sdn phdm mudn mua. May sé hién thj
loai hang héa d6. Khach hang c6 th€ trd tién qua mdy va nhan sdn pham ngay. N€u loai
hang d6 khong con thi khach hang c6 th€ quay s6 dién thoai c6 gdn & may d€ cho biét
dia chi giao hang, thong tin v€ thé tin dung cla minh.

MOt loai may ban hang nlfa thuOng dat tai cac san bay. Khach hang nhin vao man
hinh xem cac sdn pham dugc gidi thi€u trén d6. Khach hang quan tim dén san pham nao
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thi khach hang cham vao hinh cUa sdn phdm d6 d€ biét thém thong tin chi ti€t. Khach
hang muOn dat mua thi cham vao hinh sdn phdm lan nita d€ cho thém thong tin vé giao
hang. Sau d6 khach hang dua thé tin dung vao khe méy d€ trd tién. San pham sé duoc
gl dén dia chi cho khach hang.

6.6. NHUNG QUYET PINH CHU YEU TRONG MARKETING TRUC TIEP

Khi chudn bi m0t chién dich marketing truc ti€p, nguoi 1am marketing phdi dua
ra cac quyét dinh vé muc tiéu, khach hang muc tiéu, chién 1ugc chao hang, trac nghiém
cac yéu t0 marketing truc tiép, va do luOng mUc dd thanh céng cla chién dich.

6.6.1. Xac dinh muc tiéu

MOi chi€én dich MPR can dugc xac dinh rd nhling muc tiéu cu thé. Muc tiéu dau
tién cUa marketing truc ti€p 1a 1am cho khach hang tiém ning mua ngay sdn pham. Su
thanh cong clla né dugc danh gid bang mic d0 phan Ung dap lai cla khach hang. MUc
d0 phan Ung déap lai bang 2% dudc coi 1a kha trong chién dich ban hang bang marketing
truc ti€p, nhung ciing c6 nghia rang 98% no luc cla chi€n dich 1a v ich.

Cac muc tidu khac clla marketing truc ti€p c6 thé 1a :

- Tao ra su biét dén sdn phdm va y dinh mua sau nay. MPR c6 th€ ding tai cic
tU liéu trén cac phuong tién truyén thong dé thu hit sy chil y clla cong chiing
muc tiéu dén san pham ; dich vu ; con ngudi ; t6 chlc hay y tudng.

- Lgi ich chl yé€u cla marketing truc ti€p 1a 1ap dugc danh sach khach hang
tri€n vong cho 1uc lugng ban hang, phét di théng tin dé€ cUng ¢ hinh dnh cUa
nhan hiéu va doanh nghiép.

- Tao dung tin nhiém cUa cong ching vOi cong ty thong qua cac thong diép trén
cac bai bao.

- Kich thich luc lugng ban hang va dai Iy. MPR c6 thé gitp dOng vién luc luong
ban hang va dai Iy.

- Gidm b6t chi phi kich thich tiéu thu. Chi phi cho MPR it hon gUi thu truc ti€p
va quang céo trén cadc phuong tién truyén thong. Néu ngan sach kich thich tiéu
thu cla cong ty cang nhd, thi cong ty cang nén st dung MPR dé€ tranh thu
phan tinh cdm cUa khéch hang.

- Ngoai ra, céc cong ty c6 thé thuc hién cac chién dich gUi thu nham thong tin
va gido duc khach hang tiém ning d€ ho mua hang sau nay.

6.6.2. Khach hang muc tiéu

Nhitng ngu0i lam marketing truc ti€p can hinh dung ra nhiing dac diém cla
khach hang hién c6 va khach hang ti€ém ning cé nhiéu trién vong mua nhat va san sang
mua san pham. MOt nha nghién clUu, Bob Stone dé nghi 4p dung cong thUc R — F — M
(m&i mua, mua thudng xuyén, sO tién mua 16n) dé danh gid va tuyén chon khach hang
trong mOt bang danh séach.
__________________________________________________________________________________________________________________________________________|
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Nhiing khach hang muc tiéu tOt nhat 1a nhiing ngudi m&i mua gan day nhat, mua
thuGng xuyén va mua nhi€u tién nhat. D& lugng héa, c6 th€ tinh di€m cho cac mlc R -
F — M khéc nhau, va mOi khéch hang s€ c6 di€m dénh gid. Di€m cang cao thi khach hang
d6 cang hap dan.

Ciing c6 th€ sU dung nhiing tiéu chudn phan doan thi trudng d€ xac dinh khach
hang muc tiéu (tuGi tac, gidi tinh, hoc van, nghé nghi€p, thu nhdp, hoan canh gia dinh va
1y do mua hang,...). Ly do mua hang cfing c6 th€ 12 mOt co sG d€ phan doan thi trudng.
K&t qud hi€u biét vé thi trudng muc tiéu 1a co s d€ 1ap danh sach nhimg khach hang
c6 tri€n vong nhat trén thi truGng muc tiéu dé. LOi sOng cla ngudi tiéu ding ciing 1a
mOt co s& d€ phan doan thi trudng.

Vi du:

Nhitng ba me mdi sinh 1 khach hang muc tiéu clla cac sdn pham nhu ti 16t, quan
40 sO sinh, d6 chaoi tré em, s(fa tré em...Danh s4ch cic ba me mdi sinh c6 thé tim tU cac
cO s& bénh vién san khoa, hodc tU danh sach khach hang mua sfa, mua quan 4o ba
bau...

Nh{rng sinh vién mdi t6t nghiép cao dang 1a khach hang ti€n ning cla cic chuong
trinh lién théng dai hoc, cla chuong trinh tin dung ngan hang.

Nh(ing ngu0i tham gia cau lac b0 ngoai troi, cu lac bd ca tr, ciu lac bd dua
thuyén...cling 1a nh{ing khach hang ti€m ning cho cic san pham dich vu lién quan.

Sau khi xdc dinh thi truOng muc tiéu, ngudi 1am marketing can c6 thong tin vé
tudi tac, gidi tinh, nghé nghiép cla nhling khach hang c6 tri€n vong nhat trén moi thi
truOng muc tiéu.

6.6.3. Chi€n lugc chao hang

Ngudi 1am marketing truc ti€p can xdy dung mot chi€n lugc chao hang c6 hiéu
qua dé dép l'J‘ng nhlng nhu cau cUa thj trudng myc tiéu. Chién Iugc chao hang gbm
ndm yé€u t0 1a san pham chao hang (bang thu hay 106i noi), phuong tién truyen thong,
phuong phdp phdn ph0i, va Ung xt sdng tao. Cac yé€u td ndy déu c6 th€ th( nghiém
dugc.

MOi phuong tién truyén théng déu c6 nhlig quy tac riéng d€ ddm bdo st dung
c6 hiéu qua.
6.6.4. Trac nghiém cac yéu td marketing truc ti€p va do ludng két qua

MOt trong nhitng 10i thé clla marketing truc ti€p 1a c6 thé trac nghiém tinh hiéu
qua cUa cac yé€u tO khéac nhau cla chién dich chao hang trong di€u kién cUa thi trudng.
C6 thé€ trac nghiém tinh chat cla sdn pham, vin ban quang cdo, gia ban, cic phuong
tién truy€n thong, danh sach gUi thu,... Mac du mUc dd dap Ung cUa marketing truc
ti€p chi & mot con sO, viéc trac nghiém cac y€u t6 nay cé thé lamting dang k€ s& ngudi
bi€t dén sdn pham va sO ngudi hinh thanh ¥ dinh mua trong tuong lai, tu d6 c6 thé ma
rOng khd ning sinh 10i cho doanh nghiép. Ngudi 1am marketing truc ti€p can phan tich
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cac hoat déng da trién khai va mUc d6 dap Ung lai cUa khach hang mot cach ky 1uGng
dé€ dam bdo hoa vOn.

CAU HOI ON TAP CHUONG 6

Khéi niém va ban chat clla marketing truc ti€p?

U'u nhugc diém cla marketing truc ti€p?

Cac yéu t0 quyé€t dinh su thanh cong cUa marketing truc ti€p?
MBb t& hé thOng cd sG dit liéu cUa marketing truc ti€p

MBb t& su phét trién cUa marketing truc ti€p?

Céc cong cu cla marketing truc ti€p? Uu nhugc di€m clla mOi cong cu?

N o ok W=

Cac quy€t dinh trong marketing tryc ti€p?
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Chuong 7
XAC PINH NGAN SACH TRUYEN THONG MARKETING

Céc n0i dung chinh trong chuong nay:
 Thié€t 1ap muc tiéu truyén thong marketing

+ Xac dinh ngan sach truyén thong marketing

7.1. THIET LAP MUC TIEU TRUYEN THONG
7.1.1. T6ng quan

Trong chudng nay ching ta s€ xem xét hai buGc quan trong c6 lién quan chat ché
dén nhau trong qua trinh xay dung chi€n Iugc truyén thong marketing. Budc th(r nhat Ia
thi€t 1ap cac muc tiéu cho chién lugc truyén théng. Budc th( 2 1a x4c dinh ngan sach dé
thuc hién chi€én lugc nay. MOi quan hé gilta 2 budc nay dugc thé hién qua sG do trén
hinh 7.1. dudi day:

Thiét 1ap muc X4c dinh ngan X4c dinh ngan Xay dung ké
tiéu truyén thong »|  sich truyén »|  sach truyén »| hoach truyén
marketing thong marketing thong marketing thong marketing
Xéc dinh lai

muc tiéu truy€n
thong marketing

Hinh 7.1. MGi quan hé gi(ta muc tiéu truy€n thong va ngan sach truyén thong

Cac muc tiéu truyén thong marketing 14 muc dich cUa hoat dOng truyén théng
marketing. D6 khong phai thuan tiy la cc tuyén b6 vé nhiing gi ma ngU‘di quan tri
truyen thong mong muOn dat dugc tU hoat dOng truyen thong, ma con c6 cd cac du tinh
vé nhing gi sé xay ra trén thi truOng néu cac thanh t6 cla hén hop truyén théng phat
huy dugc hét tiém ning.

Viéc thi€t 1ap cac muc tiéu khong chi 1a tro gidp cho viéc hoach dinh chién dich
truy€n thong, ma con 1a co sG d€ danh gid két qua cla cac nd luc truyén thong. Muc
tiéu cUa chién dich ciing chi ra phuong hudng st dung cac ngudn luc cla doanh nghiép
dé€ thuc hién muc tiéu truyén théng. V& co ban, muc tidu truyén thong 1a phat biéu 1o
rang, cU th€ vé cac két qud ma nha quan tri truyén thong mong dgi sau khi thuc hién
chién dich truyén théng.
__________________________________________________________________________________________________________________________________________|
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Trong chuong nay chiing ta tap trung vao muc tiéu xic ti€én chung. Con viéc thiét
1ap muc tiéu cho tUng thanh t6 cUa truy€n thong marketing hOn hgp sé dugc xem xét
trong cac chuong néi vé tUng thanh t6 nay.

7.1.2. Th€ nao la mOt muc tiéu truyén thong ding dan

DPE c6 thé€ thi€t 1ap dugc muc tiéu truyén théng ding dan, nha quan trj truyén
thong can xudt phat tUr xen xét day dU cac yéu td dnh hudng dén hoat dOng marketing
n6i chung va truyén thong marketing néi riéng. Muc tiéu truy€n thong tot xudt phat tir
nhiing gi c6 10i cho doanh nghi€p, nhiing gi doanh nghiép mong mudn va c6 thé thuc
hién dugc.

Cac muc tiéu truyén thong diing dan déu cé cac ddc trung chung nhu sau:

« Phai dua vao su hi€u bi€t vé muc tiéu cla doanh nghiép, va muc tiéu cla
marketing.

« Phai dua trén su hi€u bi€t day dU vé thi truOng muc tiéu va cac khuynh
hudng dap Ung cla ho dbi vGi cac mUc dO thong tin khic nhau

« (6 thé€ lugng héa dugc (tUc 1a dinh lugng duoc)
« Phan 4nh cao nhat hiéu qud cla hoat ddng truyén thong marketing
+ C6 tinh kha thi va thuc hién dugc trong thoi gian hién thuc.

Hinh 7.2. dudi diy md td mOi quan hé gilta muc tiéu cla cong ty, muc tiéu
marketing va muc tiéu truy€n thong.

Muc tiéu clla cong ty

Muc tiéu marketing

Muc tiéu truy€n théng marketing

A

A A

Muc tiéu Muc tiéu Muc tiéu ban Muc tiéu
quadng cdo kich thich hang quan hé
tieu thu ca nhan cong chung
an

Hinh 7.2. MOi quan hé gilta muc tiéu cUa cong ty,
muc tiéu marketing va muc tiéu truy€n thong.

Vi du vé muc tiéu truyén thong marketing :
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« Trong vong mOt ndm, ting cudng nhan thirc, dugc do bang kha ning nhd khong
can tr@ giip, vé nhiing céng dung mdi cla san pham dat mUc 40% dbi tuong 1a phu
n{t & tobi tur 18 dén 26, ¢b trinh dO hoc van t0i thiéu 1a trung hoc phd thong.

7.1.3. Cac muc tiéu va hon hop truyén thong marketing
Trong ph~§n nay ching ta tim hi€u xem cac muc tiéu truyén théng dnh hudng nhu
thé ndo dén hon hgp truyén thong marketing? Khi thi€t 1ap muc tiéu, nha quan tri
truyén théng phdi dua vao su hi€u biét vé viéc céac thanh td cUa truyén thong marketing
hon hgp anh hudng nhu thé nao dén khach hang muc tiéu va qua trinh ra quyét dinh cla
ho. Trén c0 s& d6, viéc thi€t 1ap cac muc tiéu cUa truy€n thong marketing sé tiy thudc
vao 2 ua trinh ra quyét dinh chinh la:
 Qua trinh ngudi mua quan tm nhi€u
+ Qua trinh ngu'0i mua quan tam it.
1) Truy@n théng marketing trong trudng hop ngudi mua quan tam nhi€u
Gid st chiing ta dang t6 chtfc mOt hdn hgp truyén thong d€ ti€p thi mOt loai may
rUfa bat m&i, gid tién cao (xem hinh 7.3.)

A

Hiéu Qudng céo
qua, tam
quan
trong

Bén hang ca nhan

Kich thich tiéu thu

v

Nhan Hiéu biét Thuyét phuc Mua
biét
Hinh 7.3. Hi€u qua cUa cac thanh t& truyén théng hOn hop theo thdi gian
Muc tiéu cudi ciing cUa truy€n thong la kich thich khach hang mua hang. MuGn
vay, thi trudc hét phai xay dung nhan thlc vé su' ¢ mat cla sdn pham, hi€u biét vé
cac ddc tinh cla sdn pham, va c6 thai d0 thudn 10i d6i vGi sdn pham. PE tao ra nhan
thlfc vé sdn phdm trén thi trudng, ta st dung quang cdo nhu 1a mét phuong tién rat
hiéu qua, va cé vai tro chinh, ding tdi trén Tap chi tiéu dung. Pong thoi v4i quang céo,
ta s& dung cong cu tuyén truy€n bang cach dua cac bai bao gidi thiéu vé cong nghé méi
va tinh uu viét so v&i cong nghé cii. Bai bdo nay c6 th€ dua 1én muc Pho bién kién thic,
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cong nghé, hay trén Bao Sai gon ti€p thi. Ti€p theo 14 vai tro cUa ngudi ban hang thuyét
phuc khach hang ngay cang ting khi khach hang tiém ning dén thim cac di€m bén hang.
CuOi cling, cac hoat dOng kich thich tiéu thu doi véi ngudi ban va ngudi tieu dung phat
huy vai tro cUa minh.

1) Truy€n théng marketing trong trudng hop ngudi mua quan tam it

Trong trudng hgp nay, c6 su khac nhau vGi truGng hop trén. Gia sU chiing ta thuc
hién c4c hoat dOng truyén théng marketing cho sdn pham la mot loai ca hdp, loai san
phd&m ma ngudi tiéu ding it quan tdm. Chiing ta chi cAn mot chién dich qudng céo dau
tién tao ra nhan thlc vé sdn pham. Nhung y tudng v€ sdn pham trong truOng hop
ngUoi mua it quan tdm khong theo sau nhan thic, hi€u biét vé san pham. Thay vao do,
kinh nghiém trdi qua v€ sdn phdm la cach hiéu qua d€ tao nén y kién clia ngudi tiéu
ding. Do vay, ném th(f sdn phdm 1d mOt cong cU quan trong. Do vay, cung cap qua
tang mién phi, mau hang cho ném th(r tai siéu thi, clfa hang thuc phdm la viéc can lam.
Sau d6, s dung quang cdo d€ nhac nhd khach hang mua (xem hinh 7.4.).

A

Hiéu

qud, tam

quan

trong

Quang céo
Kich thich tiéu thu
Nhan Dung thUr Hinh thanh Mua

biét thai do
Hinh 7.3. Hi€u qua cUa cac thanh t& truyén thong hOn hop theo thdi gian

7.2. XAC PINH NGAN SACH TRUYEN THONG MARKETING
7.2.1. Cac phuong phap
) DPE xéc dinh ngan sach truyén théng marketing, chiing ta can trd 10i dugc 2 van
dé co ban sau day:
1. Cong ty can chi tiéu bao nhiéu cho toan b0 hoat dOng truyén thong cUa cong ty
(hay cho mOt chling loai sdn phdm cUa cong ty):
2. Lam thé nao dé phan b0 tOng chi phi truyén thong ndy cho céc thanh td khac
trong truyén thong hon hop?
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Sau day la cac phuong phap xéc dinh ngan sach truy€n thong marketing pho bién:
1) Phuong phap chi nhu 1an trudc (SALT- same as last time)
2) Phuong phép phan trdm theo doanh thu
3) Phuong phap chi theo kha ning t0i da
4) Phuong phép vi thé canh tranh
5) Phuong phap cian cU vao muc tiéu va nhu cau cong viéc
Céc phuong phép nay da dugc gidi thi€u trong cac chuong truGc

7.2.2. Phan b& ngan sach cho cac thanh té cUa truy€n thong marketing hon hop
1) Lap ngan sach chung cho truyén thong marketing tU ngan sach cho cac
cong viéc (phuong phap tinh tu dudi lén)

Theo phuong phap ndy, ngudi qudn tri trong tUng linh vuc cUa truyén thong
marketing hOn hop (quang cao, kich thich tiéu thu, quan hé céng chiing, ban hang ca
nhan...) xac dinh cic cong vi€c can thuc hién trong tUng linh vuc do minh phu trach
trong ky k& hoach. MOi céng viéc tuong Ung v&i mOt mUc chi ngan sach can thiét. Sau
d6 13y tOng tat ca cac chi phi cla cac cong viéc, ta dugc ngan sach cho tlng hoat dOng
truyén thong. Cudi cung, 18y t6ng ngan sach cho tlng linh vuc truyén thong ta dugc
ngan sach chung cho hoat dOng truyén théng marketing clla cong ty.

2) Xac dinh ngan sach cho tUmg hoat déng tuU ngéan sach chung (phuong
phap tinh tUr trén xudng)

TU ngan séch chung cho hoat déng truyén thong marketing, nha quan tri truyén
théng phan b ngan séch cho cac thanh td cla truyén théng hon hop. Trén co sG dé, cac
nha qudn trj cUa tUng thanh tO trong truyén thong hon hop sé xac dinh ngan sach cho
tUng cong vi€c trong pham vi minh quan 1y trén co sG nam vimg toan bd k& hoach
marketing.

Hinh 7.3. va 7.4. dudi ddy mo ta 2 phuong phap phan b6 ngan sach truyén théng
marketing .
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. SO lugng mau quang céo can dat
B Ngan sach ” x 2 . A 2 x
< Quang céo SO lugng mau quang cao can san xuat
<« SO kénh quadng céo trén TV can thué...
. SO lugng ban tin
P Ngan sach - .~
< QH CC SO lugng bai bao can dang
T6ng P ~ , N
ngan < SO lugng cac su kién can tO chuc
sach |
truyén » .~ -
thong < SO lugng nhan vién ban hang
MKT
P Ngan sach P - . . .
bén hang CN SO luong quan tr| vién ban hang
< Chi phi t6 chlc hé théng ban hang
B SO lugng san pham can kich thich tiéu
thu
P Ngan sach = - ~ e
- kich thich TT SO IUOHg qua tang can thiét

Hinh 7.3. Lap ngan sach chung cho truyén thong marketing tU ngan sach
cho cac cong viéc (phuong phap tinh tU dudi 1én)
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SO luong mau quang cdo can dat

.| Ngansach g~ . 2 N »
Quang céo SO lugng mau quang cao can san xuat
» SO kénh quang cdo trén TV can thué...
SO luong ban tin
Ngan sach I~ 1. A e
QH CC SO lugng bai bao can dang
Ton A, N
ngﬁf » SO lugng cac su kién can tO churc
sach R
truyén ~ N
thong »| SO luong nhan vién ban hang
MKT
Ngan sach ~ T
ban hang CN » SO lugng quan trl vién ban hang
» Chi phi t6 chlfc hé thOng ban hang
» SO luong sdn pham can kich thich tiéu
thu
Ngan sach g~ e A o~
kich thich TT SO IUOHg qua tang can thiét

Hinh 7.4. X4c dinh ngan sach cho tUng hoat ddng truyén thong
tU ngan sach chung (phuong phép tinh tU trén xuéng)
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TOM TAT

Hé thOng truyén thong marketing st dung cdc cong cu chu yéu 1a quang céo (gidi
thiéu gian ti€p va khuéch truong cac y tudng, san phadm hodc dich vu do mot ngudi
bdo trg chi ti€n), marketing truc ti€p (st dung thu tin, di€n thoai va cac cong cu lién lac
gian ti€p khac d€ thong tin cho khach hang hay yéu cau ho c6 phdn Ung dap lai), kich
thich tiéu thu (nh{tng khich 1& ngdn han dudi hinh thic thudng d€ khuyén khich ding
th(r hodc mua mét sdn pham hay dich vu), quan hé cong chiing (cdc chuong trinh dé cao
va bdo v& hinh 3nh mOt doanh nghiép hay nhiing sdn phdm va dich vu), ban hang ca
nhan (giao ti€p truc ti€p v4i khach hang tuong lai nham muc dich ban hang), va truyén
miéng. Cac cong cu nay phdi dudgc st dung dong b0, hai hoa détao dugc hiéu qua tot
nhat.

Viéc thi€t k€ hé thOng truyén théng nham lua chon ai, néi gi, trong kénh nao, cho
ai, hi€u qud nhu th€ nao. Hé thOng truyén théng gbm cé ngudi gli va ngudi nhan,
thong diép va phuong tién truyén thong, ma héa, gidi ma, phdn Ung dap lai va thong tin
phan hoi.

DE phét tri€n mot chi€n 1ugc truyén théng hiéu qud, doanh nghi€p phai can phai
dinh dang cong ching muc tiéu (khach hang hién c6 va ti€m ning), xac dinh muc tiéu
truy€n thong, thi€t k€ thong diép, 1ua chon kénh truyén thong, xac dinh ngan sach truyén
thong , quy€t dinh vé hé thOng truyén thong , danh gia két qua truyén thong.

Ngudi 1am marketing tim hi€u phan Ung dép lai cla cong chiing muc tiéu vé nhan
thlc, cAm thy hay hanh vi theo b6n mé hinh “AIDA” (chd y, quan tdm, mong mun),
“MUtc dO cUa hiéu qud” (bi€t, hi€u, thich, chudng, tin, mua), “Chdp nhan dGi m&i” (biét
dén, quan tdm, danh gia), va “Truyén théng” (ti€p xiic, ti€p nhan, phdn Ung dap lai vé
nhan thlec, théi d0, y dinh).

Viéc thi€t k€ thong diép doi hoi gidi quyét ba van dé : néi céi gi (n0i dung théng
diép - cac ch( dé ly tinh, tinh cdm va dao dUc), néi thé€ nao cho hgp 1y (cdu triic thong
diép - dua ra két luan 1 rang hay d€ cong ching tu k€t luan, dua nhiing ludn ching
danh thép vao dau hay cubi thong diép), néi thé nao cho dién cdm (hmh thirc thong diép
- th€ hién tinh Ia thUGng va tuong phan, hinh anh va tiéu dé 16i cun, mau sac, hinh
th(rc khéac thuOng, kich ¢ va vi tri gdy dugc su chi ¥, hinh dnh sOng dOng; tU ng(r, cach
phat am va chat lugng giong doc; ngdn nglt cUa hinh théva phong céch), ai néi cho cé
tinh thuy€t phuc (ngudn théng diép - nhiing ngudi c6 trinh dO chuyén mén, tin cdy va
kha di).

Phuong ti€n truyén théng gbm kénh truc ti€p (cac nhan vién ban hang, chuyénvién,
ngUudi lang gi€ng, ban beé, thanh vién trong gia dinh va ngudi dOng su),va kénh gian ti€p
(cac phuong tién truyén thong dai chiing, bau khdng khi va cac su kién).

PE& x4c dinh ngan sach truyén thong c6 thé st dung bon phuong phép phd bién la:
cin c( vao kha ning doanh nghiép, ty 1& phan tram theo doanh thu ban hang, can bang
canh tranh, cin c(f vao muc tiéu va nhiém vu. MOi céng cu c6 dbng lai cé nhing
di€ém dac thu riéng va chi phi cla né. Ngudi 1am marketing phdi ndm dugc nhiing dac
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di€m d6 d€ lua chon cac cong cu truyén thdng phit hgp. Ngoai ra, ho ciing can tim hi€u
ro nhiing dac diém cla cac yéu thuOc hé thOng truyén théng va nhiing yéu t6 quyét
dinh cO cau cUa hé thOng truyén thong (ki€u thj truOng san pham, chién lugc day va
kéo, c4c giai doan san sang clUa ngudi mua, hang bac trén thi rudng clla doanh nghiép).

Danh gla két qua truyen thong la mOt cong viéc rat can thiét d€ biét dugc mUc
dd tac dOng cla cac y€u tO truyén thong, thai d6 va hanh vi phan Ung dap lai cla cong
ching muc tiéu.

Qudng cdo 1a mOt trong ndm cdng cu chU yéu d€ hudng thong tin thuy€t phuc vao
ngUdi mua va cong ching muc tiéu. Qudng cdo c¢6 dugc thuc hién bdi b0 phan
marketing cUa doanh nghiép hay thué cdc hang quang céo. Viéc xdy dung cic chuong
trinh quang cdo phai phi hgp vdi thj trudng muc tiéu va ddng co cla ngudi mua. Doanh
nghlep phdi dua ra cac quyet dinh v& muc tiéu quang cao (thong tin, thuyet phuc hay
nhac nho), ngan sach quang céo, thong diép quang cdo, phuong tién truyen thong va
danh gia két qud. Ngu0i quang céo phdi xac dinh nhitng muc tiéu cu thé clla qudng cdo
rOi va udc tinh chi phi cla nhiing hoat dOng can thiét d€ dat dugc nhitng muc tiéu doé.
MOt sO y€u tO cu thé can xem xét khi xac dinh ngan sach quang céo 1a: cic giai doan
cUa chu ky sOng san phdm, thi phan va di€u kién st dung, canh tranh, tan sudt quang
cdo, kha ning thay thé cla sdn phdm. Viéc quyét dinh théng diép quang céo doi hdi
phdi c6 sU sang tao.

Ngudi 1am qudng céo phai trdi qua ba budc: Thiét ké théng diép, tuy€n chon va
danh gia thong diép, thuc hién thong di€p. Cé thé tao ra cac y tudng hap dan cho ndi
dung thong diép bang phuong phap quy nap hay phuong phép suy dién. Panh gia va lua
chon théng di€p thudng dua trén tinh phit hop v&i mong muln, tinh dOc do va tinh trung
thuc. Viéc thuc hién thong diép c6 thé nham xac dinh vi tri 1y tri hay tinh cam, tity theo
dac diém cla doi tugng nhan thong diép va loai san pham. Ngudi quang cdo can
chudn bj mdt dé cuong trinh bay rd muc tiéu, ndi dung, ludn c(t va vin phong cla quang
cdo mong mudn. Loi 1€ phai dé nhd va thu hiit dugc sy chii ¥, tieu dé quang co phai c6
sU' sang tao, cac yéu td hinh thiic nhu kich c&, mau sac, hinh minh hoa phai nbi bét tao
nén sU quan tam. Ngoai ra, cac quéng co “’sang tao” phai phtt hgp vdi cac chudn muc
dao ddc xa h01 va luat phap. T1ep theo can phai lua chon phuong tién qudng céo
(quyet dinh vé pham vi, tan sudt va cuong dob tac dong; lua chon nhu‘ng phuong tié€n
truy€n théng chl yé€u; quyét dinh lich trinh st dung phuong tién truyén thong; va phan
b6 phuong tién truy€n thong theo dia ly) va danh gia hi€u qud quang céo (do ludng hiéu
qud truyén thdng va doanh s6 do tac ddng cla qung céo).

Marketing truc ti€p 1a mOt hé thOng tuong tac marketing c6 s& dung mot hay
nhi€u phuong tién quang cdo d€ tac ddng dén phdn Ung dap lai hay viéc giao dich tai
bat ky dia di€ém nao v&i khach hang. Marketing truc ti€p s dung cic phuong tién
quang céo trd 10i truc ti€p d€ ban hang va tim hiéu vé cac khach hang va cac dac diém
chl yéu di dugc nhdp vao co s& dir liéu khach hang nham thié€t 14p moi quan hé
thuOng xuyén. Céc hinh thlc phG bi€n cla marketing truc ti€p la: marketing bang
catalog, marketing bang thu truc ti€p, marketing dép Ung truc ti€ptrén truyén hinh,
truy€n thanh, bdo va tap chi, mua hang dién t(r, mua hang bang may dat hang tai cac cla
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hang, san bay...Ngu0i 1am marketing truc ti€p phdi dua ra cac quy€t dinh v€ muc tiéu
va khach hang muc tiéu, chi€n lugc chao hang, trac nghiém cic yéu t0 marketing truc
ti€p va do ludng mic do thanh cong clla né. Muc tiéu cUa marketing truc ti€p 1a 1am cho
khach hang ti€m ning mua ngay san pham, tao ra sy biét dén va y dinh mua sau nay.
Khéch hang muc tiéu tOt nhat 1a nh{ing ngu0i mGi mua gan day nhat, mua thuGng xuyén
va mua nhiéu. Chi€n lugc chao hang gOm ndm y€u t6 1a sdn phdm, chao hang (bang thu
hay 10i n01) phUdng tién truyen thong, phuong phap phan ph01 va u‘ng xU sdng tao.
Mac du mUc db dap Ung cUa marketlng truc tlep chi & mot con s0, vi€c trac nghi€m céc
y€u tO nay c6 th€ lam ting dang k€ s® ngudi bi€t dén sdn pham va s& ngudi hinh thanh

y dinh mua trong tuong lai.

Kich thich tiéu thu bao gdm nh{ing céng cu kich thich khach hang (tdng hang mau,
phi€u thudng, trd lai tién, ban dai ha gi4, phan thudng, t6 chlc cudc thi, phi€u tang
hang, trinh dién) kich thich thuong mai cho céc trung gian phan phoi (trg cdp mua, qua
mién phi, trg cap bang hang, quang cdo hop tac, thi dua doanh sO cac dai ly), va kich
thich nhan vién ban hang. (tién thudng, danh hiéu thi dua, so sanh doanh 56). Nhng
quy€ét dinh chU y&u vé kich thich tiéu thu 1a xac dinh muc tiéu, 1ua chon cong cu, xay
dung chuong trinh, th( nghiém trudc, ti€n hanh, ki€m tra hoat déng va danh gia két
qua.

Quan hé v@i cong ching c¢6 ndm hoat ddng cO ban la: quan hé vdi bdo chi, tuyén
truy€n san pham, truyén théng, van ddng hanh lang, tham muu. cho ban lanh dao vé cac
van dé c6 lien quan dén cong ching va vé vi tri va hinh dnh cla doanhnghi€p. BO phan
marketing quan hé coéng chiing (MPR) ngoai viéc tuyén truy€n, con c6 nhiém vu ho trg
vi€c gidi thi€u sdn pham mdi va xac dinh 1ai vi tri cla mOt sdn pham sung man, tao nén
sU’ quan tdm d€n sdn pham, va tao dung hinh anh cla doanh nghiép.

Bén hang la mOt trong nhing nghe lau dOi nhat thé gidi. NOi dung chU yéu cla
quan tri luc lugng ban hang 1a: thiét ké luc lugng ban hang (xay dung muc tiéu, chién
lugc, cau tric, qui md va cac chinh sach khuyén khich luc lugng ban hang) va quan trj
hoat ddng cla luc lugng ban hang. Ban hang c4 nhan 1a moét cong cu c6 hiéu qua cao
trong nh{ing giai doan hudn luyén ngudi mua, thuong 1ugng va hoan tat giao dich kinh
doanh. Theo quan di€m truyén thOng, cong viéc cla nhan vién ban hang phai ban dugc
that nhi€u hang. Con theo quan di€m hién dai, nhan vién ban hang can phai biét ca phan
tich sO liéu tiéu thu, udc luong tiém ning cUa thi trudng, thu thap thong tin, xay dung
cac chién lugc va chuong trinh marketing. Luc luong ban hang cfing phadi dugc b0 tri
theo mOt y d6 chi€én lugc sao cho c6 thé ti€p xiic diing khach hang, ding lic va ding
cach. C6 thé cdu tric 1uc lugng ban hang theo 1anh thd, san phdm, khach hang, va cdu
triic hOn hop. Doanh nghiép c6 thé xac dinh xac dinh quy mé luc luong ban hang theo
phuong phép khéi luong cong viéce. PE thu hiit cic dai dién ban hang, doanh nghiép
phdi xac dinh mUc dO va thanh phan cla ché do thu lao c6 hiéu qua (phén luong c6
dinh, phan luong thay ddi, phic 1¢i phu thém va céng tac phi). MUc thi lao phdi gan véi
“gia thi trudOng hién hanh”, thim nién trong nghé va trinh d0 nidng luc cUa nhan vién ban
hang. Hi€éu qua cla qudn tri ban hang tlty thudc rat nhiu vao cac cong viéc tuy€én mo
va lua chon, huén luyén, hudng dan, kich thich va danh gia cac dai dién ban hang. Theo
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y ki€én cUa khach hang, cic dai dién ban hang phai 1a ngudi trung thuc, dang tin cay,

hi€u biét nhi€u va c6 thai d0 an can.

CAU HOI ON TAP MON HOC
1. Hay 13y vi du minh hoa vé nh{ing c6ng cu truyén théng phd bién ?
2. D€ nghién c(u phan Ung dap 1ai cla ngudi tiéu ding vé nhan thlc, cdm thu va hanh
vi, c6 th€ s dung bon md hinh khac nhau : “AIDA”, “ mUc d0 cUa hiéu qud”, “chap
nhan (161 mdi”, “truyén théng”. Hay chi ra nhing dac di€ém chung va nhlimg khac biét
chl yéu cla cadc md hinh nay ?
3. Nhiing yéu cau dat ra khi thi€t k€ mOt thong di€p quang cdo (nOi dung, cdu tric, hinh
thlrc, ngudn thong diép) ?
4. C6 gl khac nhau trong viéc lua chon phuong tién truyén théng trong kénh truyén
thong truc ti€p va kénh truyén thong gian ti€p ?
5. Phan tich cac phuong phép xé4c dinh ngan séch truyén théng va truGng hgp 4p dung
chung ?
6. Phan tich cdc dac di€m cUa quang cdo, khuy€n mai, marketing truc ti€p, quan hé
cong chung va tuyén truy€n, ban hang ca nhan ?
7. Quang cdo 1a gi ? Phan biét quang cdo va tuyén truyén. Trinh bay cidc muc tiéu cUa
quang céo ?
8. Nhing céch thitc th€ hién moOt thong di€p qudng céo. Hiy mo td mot thong diép
quang céo ma ban biét rd va trinh bay tinh phtt hgp cla dac di€ém san phdm véi cach
th€ hién thong diép quang cdo do ?
9. Cac chi tiéu va phuong phép danh gi4, 1ua chon mot thong di€p quang cdo ?
10. Hay 13y nhitng vi du thuc t€ ma ban biét d€ trinh bay nhiing phong cich th€ hién
théng di€p qudng céo ?
11. Trinh bay nh{fng uu th& va han ché cla cac phuong tién truyén thong chl yéu dugc
str dung d€ quang céo ?
12. Marketing truc ti€p 1a gi ? Vai tro cUa marketing truc ti€p trong kinh doanh hién dai ?
Nh(g hinh th(fc ph8 bi€n cUa marketing truc ti€p ? Nhiing quyét dinh trong marketing
truc tiép ?
13. Binh nghia kich thich tiéu thu. Nhimg cin ct d€ quyét dinh quy m6 cla mOt chuong
trinh kich thich tiéu thu?
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14. Quan hé cong ching 1a gi ? C6 thé€ st dung nhiimg phuong phap nao d€ tao su kién
trong quan hé cong ching ?
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