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Mot bd phin cia Chudng trinh Phdt tridn Kinh t& Tu nhin MPDF
Bin téng Vidl:

Lin xudt bin ddo 1ién nim 2004

IFC dai dién cho Business Edge™ 2004 it bin quyén

Nghi¢m cim vi pham dirdi mei hinh thic.
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1 Cufn sach nay can thiét cho ai?

Nim trong bo sach Qudn tri Marketing,
cubn Quan hé c¢dng chiing dude thi€t ké
danh riéng cho:

m chi doanh nghiép:

® cic nhd qudn ly;

m Cuon sach nay

trong cdc doanh nghiép vira vad nhd véi muc
dich trang bi cho ho nhiing cong cu va kién
@ Gidi thiéu chung thic quan ly cd bdn.

w Muc néu cuon sdach

can thiét cho ai?

Tuy nhién, nhidn vién lam viéc trong cdc
® 701 sé tim duoc gi i doanh nghiép virta vi nhd va sinh vién nghién

Cuon séeh? ctru linh vire quan trj clng c6 thé tham khao
cudn sich nay, nd ¢d thé gidp ban c¢é cdi nhin

& Phicomg phap hoe 3 e R S T
tong thé vé c¢cic van de quan ly.

m Hav dat mue tidu hoe s 2 .
Cubn siach nay s€ hitu ich néu ban mudn
trang bi nhiing khdi niém ¢d bin vé quan
hé céng ching, nhing 1gi ich ma quan he
c6ng ching mang lai cho doanh nghiép
clia ban va cdch thie thue hién quan hé
cong chung mét cdch hiéu qua.

chio minh!

2 Gidi thiéu chung

Trong cubc séng, ai trong ching ta cing
déu c6 nhiéu mdi quan hé xd héi, dé cé
thé 1a quan hé gia dinh, quan hé ban bé,
quan hé ddng nghiép, quan hé hing xém
l4ng giéng, v.v... Cudc sdng clia ban s& nhu
thé ndo néu khéng c¢6 nhitng mai quan hé
nhu th€? Chic chin cubc sbng clia ban sé
buon té va v vi.

Tudng tv nhu vdy, doanh nghiép cia ban
ciing khong thé (6n tai nhu mt 6¢ dao biét
lap va khéng c¢6 méi quan hé véi bit ky
mot ai. BE ti€n hanh cdc hoat dong sdn xuat
kinh doanh, doanh nghiép cAn thiét lip




Gidi thigu cudn sdch

quan hé v3i cdc ¢o quan quan 1y nhi nudc. PE sidn xuit ra sdn
pham, doanh nghiép cdn x4y dung quan hé v&i cdc nha cung cdp,
cdc ¢8 ddng va ngudi lao ddng. DE bin dudc sdn pham, doanh
nghiép cdn xdy dung quan hé vdi khdch hing, vdi cng ddng,
v.v.,. Tdt cd nhifng mdi quan hé nay dudc goi chung 13 “quan hé
cdng ching”.

Trong cubn sich niy, ching ta s& tim hi€u cdch thitc [Am thé ndo
d€ doanh nghi¢p xdy dyng mdi quan hé 3t dep vdi cbng chiing.
Cu6n sdch dugc chia thainh ba phin. Phin A xem xét khdi niém
quan hé c¢éng ching, xdc dinh cdc ddi tugng céng ching cia
doanh nghiép, nhifng Igi ich cda quan hé cbng ching. Vai tro cla
chi doanh nghiép va cdc nhd qudn ly (khéng phdi 1d ngudi phy
trdch chifc ning quan hé cdng ching) ddi vdi chic ndng quan hé
coéng ching trong doanh nghiép ciing duge dé cip trong phin ndy.

Phin B gitip ban fim hi€u bdn chat clia quan hé cdng chling. Quan
hé céng ching s& dige xem xét nhu mdt qua trinh trao ddi thong
tin hai chiéu giita doanh nghiép vd cdng ching nhim tdc dong dén
nhin thic cda céng ching vé doanh nghiép.

Phan C xem xét viéc 4p dung quan hé céng chiing trong cdc doanh
nghiép vira va nhd. Quan hé vdi cdng chiing c¢6 thé gilip cdc doanh
nghiép nay gidi quyé&t duge nhiéu vdn dé nhv duy tri quan hé vdi
khdch hiang, cdi thién quan hé vdi nhin vién, cing c¢d quan hé
véi cong ddng va xif 1y khing hodng,

Muc tiéu hoc tap clia cudn sach
Khi hoc h&t cudn sich nay ban sé ¢6 khd ning t8t hon dé:

dinh nghia quan hé& cdng ching nhu mdt chifc ndng qudn ly doanh

-nghiép;

gidi thich nhifng 1di ich ma quan hé céng ching cé thé dem lai
cho doanh nghiép;

mé ti cdc buSe dé€ xiy dyng va thuc hién mét chugng trinh quan
hé cdng ching;

gidi thich vu nhugc diém cda tirng kénh théng tin va cdch thic
ti€n hianh cdc hoat ddng quan hé c¢bng chiing sao cho dat hiéu qud;

xdc¢ dinh duge cdc hoat ddng quan hé cdng ching pht hdp vdi
diéu kién ciia doanh nghiép vira va nhd.



Gicdi thigu cdn sdch

4 Toi sé tim dudc gi tii cudn sach?

Cuén sdch nay dudc chia thinh nhiéu phdn tip trung vao tirng chi
dé cu thé lién quan dén muc tiéu cla cudn sich, Trong tiing phin,
ban s€ fim thiy:

m 1§ thuyé&t bao gdm ndi dung chi ti&t, gidi thich va vi du v& céc khdi
niém chd yéu,

m bai thyc hanh duwre dan xen vao néi dung nhim giﬁp ban chid dbng
suy nghi vé khdi niém vd van dé dang dudc thio lufn;

» bai tap ty d:inh gid nhim gitip ban dinh gid nhitng ki€n thdc ma
ban ti€p thu dudc tir mbi phin cla cudn sdch;

® tém tdt cic diém quan trong trong néi dung cida tirng phin;

m cd hdi dé ban suy ngdm nhiing diéu tdm dic trong ting phin cia
cudn sdch, tr d6 xay dung k&€ hoach hinh déng cho c¢dng viéc
cia ban.

Ngodi ra, ban ciing s& tim thdy trong phan cudi cudn sdch:

o\ At e - A = A At £y A P Fa
m bai kiém tra nhanh dé kiém tra su hiéu biét cia ban v& cdac khdi
niém trong cudn sdch;

® bai t4p tinh hudng cho phép ban 4p dung ki€n thifc vd k¥ ning
ciia ban vdo viéc phin tich mét tinh hudng cu thé;

m cd hoi d€ suy ngdm va ddnh gid nuic d6 dat dude cdc muc tiéu
hoc tdp clda ban d8i véi cudn sich;

m k& hoach hanh dong nhim dp dung nhifng kié€n thdc trong cudn
sdch vido thyc tién c6ng viée cda ban;

m ddp 4n tham khdo cho cdc bai tip tu ddnh gid, ki€m tra nhanh,
m&t sd bai thuc hanh va bii tip tinh hubng.

D€ gitip ban tién theo ddi ndi dung cda cudn sich, cdc biu tugng
sau diy dugc s\ dung:

ii



Gif thidu cudn sdch

Hay tap trung nd luc lam cdc bai tip thuc hanh, bai ki€ém tra nhanh
vd bai tdp tinh hudng.

2] &)

Hay w dinh gid mitc d6 ti€p thu kié€n thitc cia ban sau mdi phin
hoc.

-
=

5

Hiy ghi nhd cdc ndi dung chinh cla tirng phin hoc.

&

Sau mdi phan hoc, ban hiy dinh 5 phit ngdm nghi vé nhitng diéu
ban tdim ddc vd mudn 4p dung.

S

Hiy luu y.

Phudng phap hoc

Toi nén hoc ¢ diu?

Bat cit noi nao!

Cu8n sdch nay dudc thi€t k€ dic biét theo phuong phip tv hoc,
cho nén ban ¢6 thé nghién citu cudn sdch ndy & moi noi. Tuy nhién

dé dat dudge hiéu qud cao nhdl, ban nén tip trung, trinh bi phin
tim bdi cdc y&€u 18 xung quanh.

5.2 T6i nén hoc khi nao?

v

Bdt cw lic nao!

M&i ngudi s& cé thdi gian thich hgp riéng d€ nghién citu cudin sach
mdt cadch hiéu qud. Tot nhdt 1d ban nén lip k&€ hoach trudc va dinh
mdt khodng thdi gian nhdtl dinh dé hoc cubn sach nay. Ban ding
bd qua cde bai thue hanh trong titng phdn, bdi vi chiing giip bun
cidng ¢ lai kién thie vica hpe va ddn ddt ban sang ndi dung tiép
theo. Cing khéng nén lo ldng n€u nhy ban mat thdi gian cho mdt
bai thuc hanh nido dé hdi ldu hdn so v@i thdi gian du kién. Hay nghién
ctru cudn sdch theo kha ning ti€p thu cia ban,



Gieri thigu cudin sdch

5.3 T6i nén hoc nhu thé nao?
Bdtr ¢ cach nao!

Cuén sdach nay dugc thi€l k€ dé ty hoc trong thai gian 10 1iéng,
nhung khdng ¢é nghia 13 ban phdi ¢ ging dinh diing 10 ti€ng
lién tuc d€ hoan thanh cudn sich. T3t nhit ban nén bit div bing
mot thdi gian bi€u déu din, vi du mdi ldn chi hoc mdt ti€ng. Hoc
déu din sé c6 k&t qua 16t hdn nhiéu so véi thinh thodng hoc don
trong mdt thdi gian dai. Tuy nhién, ban ciing khéng nén kéo dai
thdi gian hoc cudn sdch, n€u khéng ban s& cdm thi'y chdn ndn.
Khi sit dung cuén sdch nay, ban nén ¢é sin trong tay cdy but chi
c6 tiy (28m) d€ c6 thé ghi chép hoic linh hoat thay d8i nhiéu 14n
phin bai tdp thuc hianh va cdc bai tdp khdc,

Cudn sdch sé din dit ban qua cdc hoat déng hoc tap sau: hoc,
doc, ghi chép, lim cdc bai thyc hanh, bai tip w dinh gid, bai kiém
tra nhanh, bai tip tinh hudng, phan dém luge va suy ngim. Sau mdi
phdn hoc, ban hiy dirng lai it phit & rang Suy ngdm dé di€m lai
nhifng diéu ban cdm thdy tim dic nhi't va nhitng du dinh ma ban
mudn dp dung vao thuc tién cong viéc. Piéu nay giip ban titng
budc xay dung Ké hogch Hanh déng sau khi nghién cu xong cudn
sdch.

Hay thdo ludn cdc ¥ twdng va kinh nghiém thuc t&€ v8i ddng nghiép
hodc cdng sy cia ban. biéu dé sé giip ban ning cao sy hiu biét
vd khic sdu nhitng gi ban da hoc. Nén fim mdt ngudi ciing hoc dé
gilip ban duy tri tinh thin hoc tdp cho d&n khi k&t thiic cuén sdch.

Khi ban di hoc xong cudn séch, ban s& c6 co héi d€ 4p dung nhiing
diéu ban hoc theo hai cdch thic sau:

m gidi quyé&t vdn d¢ dat ra trong bii tip finh hudng;

m lip k&€ hoach hanh dong.
Bai tdp Tinh hudng s&€ md td mdt tinh hudng thyc t& x4y ra trong
cdc doanh nghiép Viét Nam. N& sé gilp ban xem xét (At cd nhitng
di€u ban di hoc vi k&t hgp vdi cdc kinh nghiém cda ban dé€ xiy
dung mdt gidi phdp thuc t€ cho mdt vadn dé phic tap.
K& hogch Hanh déng 13 mdt cd hé: d€ ban dp dung 1y thuyé&t vio
thuc tin va tao ra su thay d6i tai ndi Jam viéc clia ban! Néu can
thi€t, ban ¢6 thé trao d8i v&i ddng nghiép hoic cong sy d€ xay dung



Gl thiéu cudn sdeh
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k& hoach hianh déng. Hiy cu thé hod k& hoach hinh ddng thanh
timg budc va dinh lugng thdi gian hoan thinh cho mdi budc. Luu ¥
ring k€ hoach hianh déng 1a mdt cong cu hudng din linh hoat, chit
khéng phii 13 mo1 khuén khd cting nhic. Hiy treo k& hoach hanh
dong tai ndi lam viéc cda ban, thudng xuyén ki€m tra lai va diéu
chinh n€u thiy cin thiét.

Ai ¢6 thé gidp 1677
Bdt cit ngudri naol
Ban ¢é thé tim sy gidp dd tU rdt nhidu ngudi:

Chinh ban thin ban. Khi gip phdi vin dé chua hiéu, hiy ¢ ging
doc lai. Piing bé cudc. N€u ban van chua hi€u, hdy tam ngung,
thu gian rdi dec lai 14n nifa.

Gia dinh, ban hé hoiic déng nghiép. Ngay ¢i khi ho khdéng hi€u
chi dé ma ban dang trac ddi thi trong qua trinh thio luin biét diu
cAu trd 181 lai loé 1én ngay trong diu ban,

Dich vu hd trg. Mot s& 16 chitc dio tao vd gido duc sé& gitp ban
ti€p can v&i cdc nhi chuyén mén d€ gidi ddp cdc cdu hdi vd cdc
viin dé vudng mic. Ban cé thé lién hé vdi Business Edge d€ biét
thdng tin vé cdc dich vu nay. (Xem dia chi 1ién lac clia Business
Edge 8 bia cudn sich.)

Viéc hoc cda tdi s€ dugc danh gid nhu thé nao?

NE&u ban nghién cifu cubn sidch mdt cdch déce lap, thi chinh cdc
bai thuc hinh, cic bai tip ty dinh gid, cdc bai ki€m tra nhanh va
k€ hoach hinh d6ng s& gidp ban ty ddnh gid tién bd clia minh.
Cdc bai tdp thudng khong ¢é cdu trd 18i chinh xdc duy nhii't. Bap
dn cho cdc bai tip chi mang tinh tham khdo vd hudng din, do viy
ciu trd 137 cia ban cé thé khéng hoan todn gidng nhu ddp an.



Gicki thidw cudn yich

6 Hay dat muc tiéu hoc cho minh!

Nio biy gid, ban hiy danh it phdt suy nghi va viét ra nhifng mong
doi cda minh.

Cdc k&t qui mi tdi mudn dat dude cho ban thin la:

(Vi du: Toi mudn hiéu ré su khdc nhau gida marketing va quan hé
cdng chiing.)

........................................................................................................

Cac két qud ma 181 mudn dat dudc cho doanh nghiép cia 161 la:

(Vi du: Toi mudn ¢ing chiing hiéu rd hon vé nhitng viéc ma doanh
nghiép minh ldam.)

.........................................................................................................

Chic ban thanh cong!

Ching t6i hy vong ring ban s& thich cuén sdch niy. Du ban hoc
3 ddu, hoc lic nao, hoc véi ai va hoc bing cdch nio, ban ludn
kham ph4 va git hdi nhitng diéu m&i mé va b ich. Chiic ban thanh
cong theo phudng thic hoc linh hoat.

vii



Phan A

Quan hé cdng
chang la gi?

® Ddadrn nhdap

m Cde khdi nigm

m Loiich cua
quan hé cong chiing

8 (uan hé cong chiing va
Marketing

® (Quan hé céng chiing va

quang cao

w Vai (ro cua nguot guadn (v

dai vei hoat dong
qguan he cong ching
m Tom ldat

m Suv ngam

1 D4n nhap

Trong mot cude thim do y kién cda cdce
nhd quin ly vda chi doanh nghiép vira va
nhd vé thie trang cdc hoat déng quan hé
cong ching trong doanh nghiép hién nay,
ching 161 da dit mot ciu hdi nhu sau: “Xin
6ng/ba cho biét hoat dong quan hé cong
ching dude 16 chite nhu thé nio trong
doanh nghiép ciia ng/ba?”

Chiing t6i da nhdn dudc rdt nhiéu ciu trd
181 khic nhau nhu:

“Hoat déng quan hé céng ching a? C6
phai dé 13 nhing chudng trinh nhy “Dém
diy sao” cia mol ngoi sao dién dnh Han
Qudc hay Beckham véi Castrol khong?”

“P6 la trdch nhiém cia phong déi ngoai.
Ho giao dich v&i cde t6 chic va cdc cd nhin
bén ngoai, dic biét cdc cg quan qudn 1y
nhi nudc.”

“Chiing 16i tham gia ddy di viao cdc
chudng trinh déng gép ma dia phudng kéu
201, chdng han nhu ciu trd dong bio bj
bdo lut, tréng cdy, hd tr¢ ngudi ngheo,

"

VoV

“N6i that 12 ching 181 chua nghi dén viée
d6. Hién nay, diéu quan trong nha't vdi
chiing 161 1a lam sao dé€ ton tai”

Yi¥is

Nhitng thue &€ ma ching t8i ghi nhin duge
1A moi nguti hi€u quan hé cong ching theo
nhiéu cdch khdc nhau. Lgi ich clia quan hé
céng ching chua duge hi€u mdt cich diy
di va cdc doanh nghiép chua thuc sy quan
tim dén quan hé céng ching.




Chaan hé cang ching la gi?

Vi vay, trong phin diu tién ciia cudn sich ching ta sé bdt diu
bing viéc tim hifu khdi niém quan hé c¢éng ching va nhing Idi
fch ma quan hé cong ching ¢6 thé mang lai cho doanh nghiép cia
ban. Tiép d6, ban sé phidn tich sy khdc nhau giffa quan hé céng
chiing v8i marketing va quing cdo. Pong thdi, ban ciing sé xdc
dinh: vdi wr cich 1a moét ngudi chd hodc mdt ngudi quén 1y doanh
nghiép, ban ¢6 vai rd gi ddi vdi cdc hoat dong quan hé cong ching.

2 Cac khai niém

Quan hé ¢ong ching la mét khdi niém duge nhic dén khd thudng
xuyén trén cic phudng tién théng tin dai ching trong thdi gian gin
day. Khai niém ndy con ¢6 nhitng tén goi khac nhu “quan hé cong
ddéng”, “quan hé doi ngeai”, “giao 1€ cong cong”, “giao 1& nhin su”,
hay don gidn 12 “PR” (1a cdch goi ngdn gon tf nguyén gdc tiéng
Anh - Public Relations). Tuy 12 mdt khai niém kha quen thudc nhung
quan hé céng ching dude hiéu va st dung rit khac nhau vi thé rude
ti¢én ching ta hay cung lam r6 Quan hé¢ céng ching la gi?

2.1 Céng chung

Chiing ta thudng nghe néi: “vd kich mdi sé ra mit cong chiing vio
dip ndim mdi”, “giaim doc cong ty X sé dién thuyét trude cong
chiing”, viy céng ching & diy bao gdm nhifng ai?

Thuc hanh 1 2 phit

‘ £y \ Theo ban, cong chiing bao gbm nhitng ai?

.........................................................................................................
.........................................................................................................

.........................................................................................................

Cau trd 18i cla ban ¢6 thé 13 bao gdm tat cd moi ngudi rong xd
hdi, hay 12 mét nhém ngudti ¢é mét diém gi d6 chung ching han



Qitan hé cong ching la pi?

nhu chung mét sd thich nao dé hodc cung tham gia mdt hoat déng
nao dé. Nhung mét khdi niém chung nhdt la:

Céng chiing I3 tat ¢4 moi ngudi xung quanh ban, it nhiéu co
nhiing moi lién hé ndao dé véi ban. Ho ti€p nhdn nhing thing
tin v& ban va tr dé ¢é sy nhin nhin cla riéng ho vé ban.
Céng ching cling ¢é thé 14 mét ¢d nhdn (nhu khdch hing cda
ban) hoic mét té chitc (ching han nhu mét cd quan chinh phu
hodc mét hiép héi).

C6 thé ban cam thiy khdi niém cong ching vdn cdn chua rd, chiing
ta hiy tim hi€u cy thé hon vé ¢6ng ching cia mdt doanh nghiép
qua bai thyc hanh dudi diy.

Thuc hanh 2 2 phit %

Hay liét ké nhitng d6i wigng 1a cong chiing ciia doanh nghiép ban.

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................

Cé6 thé ban da liét ké rit nhiéu doi wdng ¢6 mdi quan hé vdi doanh
nghiép clia ban, bao gém:

Khdch hang: nhitng ngudi da, dang hoic cé thé s& mua san phim,
dich vu cia doanh nghiép;

Cic cd quan quan ly nha nudc: cac 16 chite nha nude ¢6 dnh hudng
chi phéi dén hoat ddng cla doanh nghiép théng qua hé thdng phip
ludr;

Cong ddng din cu: nhitng ngudi sinh song trén dia ban, ndi doanh
nghiép hoat d6ng. Ho ¢6 thé ¢6 nhitng mdi quan tAm chung vdi
doanh nghiép vé méi trudng, vé ¢d ¢ ha ting, an ninh cong cdng,
hay nhitng van dé xa hoi khac;




Cuun fié ciny chiing la wi?

m Cdc nhd ddu s cde ¢6 dong ¢6p vén trong cdng ty ¢d phin, cdc
bén lién doanh lién két, cdc qu¥ diu tv mao hi€m;

® Nhin vién: ¢6 th€ ban con bin khoiin khéng biét ¢ hdp Iy khong
khi coi nhin vién 13 mdt dSi tugng cdng ching cia doanh nghiép
bdi vi céng chiing cia mdt 16 chitc thugng dudc hi€u 1a nhitng
ngudi ding ngoai t8 chire d6. That ra nhin vién chinh 1a nhitng
ddi tugng cbéng chiing ndi bd vd ¢d vai trd dic biét quan trong
trong quan hé cdng chiing clia doanh nghiép. Nhdn vién 1a nhifng
ngudi ¢6 lién hé chiit ché vd quyft dinh su thinh c¢ong ciia doanh
nghiép, ho déng thai ciing 1a cdu ndi gita doanh nghiép va cdc
ddi tigng cdng chiing khdc;

w Céc 6 chitc v cd nhin khde 6 lién quan d€n doanh nghiép: cdc
nha cung c&p, nhi phin phdi, ngin hiang, t8 chic tin dung, v.v...

Ngoai nhitng mdi quan hé tryc ti€p néu trén, doanh nghiép con ¢é
nhitng m3i quan hé gidn ti€p, vi du nhu quan hé véi gidi bdo chi,
cde ¢d quan truyén théng dai ching ma théng qua dé doanh nghiép
¢6 thé tic ddng dén cdc dbi tugng cdng ching clia minh.

Nhu viy:

Céng chiing c¢lia mét doanh nghiép 1a ti't ¢d nhitng té chic va cd
nhin ¢6 lién quan dé€n sy thanh cong hay that bai cia doanh nghiép
do.

2.2 Quan hé c6ng ching

M6 quan hé giifa céng ching véi mbt doanh nghiép 14 mdi quan
hé qua lai gitta doanh nghiép dé va céng ching cia né. Viy quan
hé cbébng ching trong doanh nghiép 1a gi?

Quan hé c¢dng ching cé thé duge dinh nghia la:

chifc niing quan Iy giip xdy dung va duy trl mdi quan hé ciing cé
lgi gitta m§t doanh nghiép va cong ching ciia né.

Ngudi ta thudng hay nhdm 1dn gilta quan hé cdng ching (public
relations) vd m6i quan hé vdi céng ching (public relationships).
M8 quan hé 181 dep vdi cOng ching 1a k€t qud md doanh nghiép
mong muén nhin dugc khi thuc hién chifc ndng quan hé céng
ching. Ban di bi€t ring cé nhiéu cach goi, cich hiéu khdc nhau



Quan h¢ chng cliing la gi?

vé khdi niém quan hé céng ching, tuy nhién dinh nghia quan hé
cHng ching néu trén sé dudce st dung thdng nhit trong pham vi

cudn sdch niy.

Thuc hanh 3 5 phiit &

Trong cdc hoat dong clia doanh nghiép dudi diy, theo ban hoat dong
ndo thudc vé chitc ning quan hé cong ching?

a Gidm ddc cong ty Hoan Thién t§ chic hop bdo d€ cii chinh vdi
cong ching vé nhiing tin ddn tha't thiét gin diy ring cong ty ddi
xir th6 bao véi cOng nhiin;

b Ngudi dan sdng xung quanh nhd mdy ciia cong ty Thanh Pat dang
t§ cdo nha mdy xd nude thdi 1Am 6 nhi€m moi trudng. Cong ty chi
dang ¢d gdng dan x€p vdi cdc cd quan bdo chi d€ ho khéng ding
bai vi€t vé vin dé nay;

¢ Cbng ty Sita Ngon (8 chic sy kién ra mit sin phdm méi bling cich
mdi mot sd bdc s7 dinh dudng d€n néi chuyén véi khdch hang vé
ch& a6 dinh dudng hap ly. Khich hang ciing duge gidi thiéu vé
nhitng dic tinh ndi tréi clia loai sita méi;

d Toan b nhin vién ngin hang Tin Nhiém tham gia hoat ddng chay
vi ngudi ngheo. Toan b sb tién thu duge s& chuyén cho quy hd
trgf ngudi ngheo.

e Cong ty B8i Méi vira tung ra thi trudng mdt loai sdn ph&m mdi.
D€ canh tranh v8i sdn phim cling loai clia cdc cong ty khic, cong
ty di 16 chiic mdt chuong trinh quing cdo rAm r vé nhitng dic
tinh ndi bat ciia sn phim (cdc dic tinh nay duge cudng diéu qua
mifc);

f Gidm d6c cong ty Ti€n B vira ing hd ddng bao bi bao lut 10 widu
déng nhung dé nghi khéng néu danh.

¢ Nhin ngay Qudc t&€ Thi€u nhi (1 — 6) hing nim cong ty Thé Hé
Tré 6 chdc ngay hdi gia dinh cho nhin vién todn céng ty. Nhin

vién s€ tham duf ngiy héi cing cdc thanh vién trong gia dinh va
cac chdu nhé dude ting qua.

Hdy so sdnh lua chon cia ban vdi ddp dn dudi day:



Quan hé cing ching la gi?

dd

Cdc hoat dbng a, c, d, g 12 hoat ddng quan hé& cdng ching vi chiing
giiip xay dung mdi quan hé cing ¢6 lgi giita doanh nghiép va cong
ching:

Cong ty Hoan Thién cling c& uy tin vdi khach hang dong thdi khiach
hiing cling cdm thiy an tdm khi nhiing hoai nghi cha minh dudc lam rd;

Cong ty Sita Ngon giip khdch hing trang bi thém kién thic vé
dinh dudng va hi€u bi€t vé mdt loai sdn phim mdi cia cong ty;

Ngin hiang Tin Nhiém déng gép cho su phét trién cla cong dbng
bing khodn tién thu duge théng qua hoat déng chay vi ngudi
nghéo. Piéu niy gitip ngin hang xiy dyng hinh dnh dep vé minh
trong mit céng ching;

Cong ty Th& Hé Tré thé hién sy quan tim téi doi sdng cla nhin
vién vi nhd dé ho c6 thé nhin dudc nhitng déng gép quy bdu
cia nhin vién,

Cédc hoat ddng b, e, f khéng phdi 12 hoat dong quan hé cbng chiing
vi chiing chi mang lai 1gi ich cho doanh nghiép ma khong tinh dén
Igi ich ciia cong ching:

Cdng ty Thanh Pat khdng thé cdi thién dudc mdi quan hé vdi cong
déng din cu xung quanh nhia mdy bing cdch bung bit théng tin.
Ho chi muén bdo vé Igi ich cda nha mdy, chit hoan todn khdng
quan tim dén Igi ich cda cong ddng;

Céng ty D8i Mdi khong trung thuc v&i khdch hing khi qud cudng
diéu v& chi't lugng sdn phadm clia minh. Céng ty chi vi Idi ich clia
ban thin cdng ty chit khdng vi lgi ich cida khdch hing vi viy quan
hé niay khéng thé bén ving;

Gidm déc coéng 1y Tién BS di quan tdm 161 cdng ddng théng qua
viéc h6 trg khdc phuc hiau qud thién tai. Tuy nhién vi khéng néu
danh céng ty nén viéc ndy khong dem lai 1gi ich gi cho méi quan
hé gita cOng ty vd cdng ching ndi chung.

DE xdy dung va duy tri m6i quan hé 8t dep va cling ¢6 1¢i véi
cdng ching, trudc tién doanh ughiép phdi thue sy quan tim t8i 1gi
ich clia cong chiing théng qua nhitng viéc 1am cu thé. Déng thJi
doanh nghiép cling phdi 1am cho céng ching hi€u duge didu dé
dé ho quan tim va Ung h$ doanh nghiép. Vi th€, hoat déng quan
hé ¢dng chiing cd thé dugc dinh nghia mdt cdch don gidn 14:



Quan hi cong ching la ¢i?

hay lam viéc t8t va néi cho cong ching biét didu doanh nghiép
da lam,
Lgi ich cia quan hé cong chiing

Doanh nghiép nhin dugc nhirng I¢i ich gi khi thuc hién hoat déng
quan hé cdng ching? Ban hdy danh it phit suy nghi che bai thuc
hanh dudi day.

Thuc hanh 4 5 phiit &

Theo ban, néu cong ching hi€u va ing ho doanh nghiép ciia ban thi
diéu d6 c6 thé dem lai nhitng Igi ich gi cho doanh nghiép ctia ban?

.........................................................................................................
.........................................................................................................

M®Gi quan hé cong ching 16t dep dem lai rat nhi€u lgi ich cho doanh
nghiép. Dudi diy 12 mot s6 1gi ich ma cé thé ban da néu:

Lam cho moi ngudi bi€t dén doanh nghiép;

Doanh nghiép ciia ban chi 14 mét trong s& hang wrim ngin doanh
nghiép dang hién dién trén thi trudng, 1am sao dé€ cong chiing biét
dén ban? Quing cdo c6 thé 14 mdt cdch t6t. Nhung trong thdi dai
thong tin ngay nay khi md qudng cdo trin ngdp khip moi noi thi
cong chiing ¢6 thé khéng bi hip din bdi quing cdo nita. Mét cich
(6t han dé ti€p can khach hang tiém ning 1a thong qua nhifng cdu
chuyén thi vi, nh¥ng théng tin hifu ich, nh¥ng dé tdi mi cdng
ching dang quan tim dé€ gidn ti€p gidi thiéu vé doanh nghiép va
san phim cia ban.

Cong ty Hoa Hong chuyén san xudt cic san phdm ddu goi ddu, ddu tdm va
kem duBng da. Gan day nhigu ngudi da bigt dén cdng ty do mot tap chi kinh
t& noi ti€ng dang cau chuyén v& nhitng nd lyc clia cong ty Hoa Hong d& tr
thanh cong ty héa my phdm ddu tién clia Viét Nam tham nhdp thanh cbng
vao thi trung Trung Quéc.




Quan hé cong ching 1o gi?

= Lam cho moi ngudi hi€u vé doanh nghiép;

Doanh nghiép khéng chi mudn céng ching bi€t d&€n sy hién dién
clia minh ma con mudn ho hi€u rd 16n chi hoat déng clia doanh
nghiép vd cdc gid tri mi doanh nghiép hudng tdi. Quan h¢ cdng
chiing s& gilip doanh nghiép truyén t3i nhiing théng diép thé hién
16n chi va gid tri cda doanh nghiép 18i cdng ching.

Bao Tho d3 dugc nhiéu ngudi bigt dén 1a mdt cbng ty cung ¢ap cdc dich vu bao
hi€ém nhan thg. Gan day, moi ngudi con bigt Bao Tho la mot cong ty ludn guan
tam d&n Igi ich cla cdng déng gua chuong trinh hign mau nhdn dao cla cac
nhan vién va dai ly cha céng ty v6i thong diép “Hign mau citu ngudiia cho
thém sy song, cho thém tigng cui”.

@ Xiy dung hinh anh va uy tin cho doanh nghiép;

G bat of cuong vi ndo, di 13 khédch hang, nhin vién, hay d&i tic,
ching ta déu mudn giac dich vdi nhitng doanh nghiép ¢6 uy tin.
Hinh dnh vd uy tin cia mét doanh nghiép dudi mit cong chiing
dudc xiy dung dua trén nhitng cdm nhin cda céng ching vé doanh
nghi¢p d6. Cdc hoat dong quan hé céng ching gitip chuyén tdi
tdi ¢ong chiing m@t cich chin thuc nhing thdng diép ma doanh
nghiép mong mudn.

D& chuyén tai théng diép “)a mdt ngudi ban cla Viét Nam”, thay vi chi néi vé
digu d6 mdt cong ty héa ddu da thue higén mdt loat cac chuong trinh bio vé
méi truding va gidp dd cdng déng nhy “Bao tan riing Cie Phuong” hay chuong
trinh “Xanh v& Sach”.

s Cung cé niém tin cGa khdch hang déi vdi doanh nghiép;

Hinh dnh va uy tin clia doanh nghiép giip cling ¢§ niém tin clia khdch
hang. N&u doanh nghiép ludn thé hién quan tim dé&€n khdch hing
thi ho ciing sé gin b6 vdi doanh nghiép hon. Doanh nghiép cé thé
thudng xuyén cip nhit thong tin vé minh va nhitng thdng tin lién
quan dén loai sin phim ma doanh nghiép cung c&p cho khich hang.
Viéc nay mét mat gidp khach hing hiéu doanh nghiép hon, mat khac
lam cho ho thi'y ring doanh nghiép ludn quan tdm dén ho.

D& gitp khach hang ndm bt tinh hinh hoat dgng cla cdng ty, cd 2 thang
c¢bng ty bao hiém Bao Tho lai glri cho khdch hang mat bén tin corg ty. Qua
ban tin, khach hang s& ndm duge nhitng hoat ddng clia cdng ty trong 2 thang
vifa qua, nhitng chinh sdch méi ban hanh c¢é lign quan dén hoat déng cla
cOng ty, nhitng thay ddi trong chinh sach clia cang ty, v.v..



Quan hé céng chiing 14 gi?

» Khuyén khich va tao ding Ic cho nhin vién;

Né&u nhan vién chi nghi ring ho 1 ngudi lim cdag dn lugng, thi
doanh nghiép ciing c¢hi hy vong ho lam t&t nhitng viéc md ho dudgc
giao. Lam thé& nao d€ doanh nghiép nhin dudc nhiéu hdn tir ning
fire liém tang cia ho? DE lam duge didu nay, doanh nghiép cin
phdi lam cho nhin vién cdm thdy ho 14 modt thinh vién clda doanh
nghi¢p biing cdch th€ hién sy quan 1dm vd ludn cdp nhit thong
tin vé doanh nghiép cho ho. Cdc hoat dong quan hé céng ching
giip ting cudng sy hiéu bi€l giita doanh nghiép vi nhan vién, wén
cd s& d6 thic ddy m&i quan hé niay thém bén chit.

Cong ty Quing cdo Sao Vigt vira to chic ngay hdi nhan vién. T4t ¢ cdc nhan
vién t khdp cac chi nhanh cha cdng ty da gap g6 va giao luu tai mdt khu nghi
mat trong hai ngay. Ngay hoi nhan vién da gidp nhan vién hiéu rd hon vé
chign luge phat trién cla cdng ty va xdy dung tinh doan két, than thién va tinh
than lam vidc nhom,

m Bao vé doanh nghi¢p trude nhitng con khiing hodng;

M4t sdn phAm khong dat chit lwgng luu hanh trén thi rudag, mot
sai ¥Am ciia nhin vién ciing ¢ thé diat doanh nghiép cha ban trudc
nhitng tinh hudng khiing hodng. Nhilng tin dén that thiét cé thé
gdy thiét hai 16n cho doanh nghiép ciing nhu ¢dng ching. Quan
hé céng ching 14 mét cdng cu hitu hiéu giip doanh nghiép ngin
ngira v gidi quyét khdng hodng, Mot mit cdc hoat dong quan hé
codng ching du dodn nguy co khing hodng va dua ra bi€n phip
phong ngira. Mat khdc, khi khing hodng thuc sy xdy ra quan hé
cdng ching gidp xd 1y khiing hodng mot cdch hi€u qud nhit. Thye
t€ cho thd'y nhitng doanh nghiép c¢6 quan hé céng ching 161 thi
khi khing hodng x4y ra ho ciing dé diang vugt qua hon,

Giam déc cong ty Dugc phdm Héng Ha vira giai thich trén dai truyén hinh vé
cdng dung cha mdt loai thudc chita bénh gan vita duge cang ty dua ra thi trudng.
Si giai thich rd rang cla dng gidm ddc da gidp nhiéu ngudi hét lo fng v& nhiing
tac dung phu c6 thé gay tr vong ma mdt vai 1ty bao da dua tin vai ngay tnidc.

Ban di hi€u cdc Igi ich mi quan hé cdug ching cé thé mang lai
cho doanh nghiép. Nhung ¢ thé ban con ban khoin liéu doanh
nghiép ciia ban v3i qui mé khdéng 18n va ngin sdch han hep thi
cé khd ning thuc hién cdc hoat ddng xay dung quan hé cong chiing
khéng?



Quan hé cdng chiing {4 gi?

@

Thuc hanh 5 3 phut &

Ban ¢6 cho riing doanh nghiép ciia ban nén thuc hién cdc hoat dong
xdy dung quan hé céng chiing khong? Tai sao?

.........................................................................................................
.........................................................................................................

.........................................................................................................
.........................................................................................................

.........................................................................................................

Cé thé ban cho ring cdc hoat dong quan hé cdng chiing khéng
pht hdp v8i doanh nghiép cia ban bdi vi doanh nghiép cia ban
c¢on qud nhd, hay vi cdc hoat déng quan hé céng ching qud
16n kém ma hiéu qud lai khé nhin bi€l hodc don gidn l1a doanh
nghiép cia ban con nhiéu viéc quan trong hon phdi lim. Hdn
la con nhiéu 1y do khdc nén nhiéu doanh nghiép nhé chwa nghi
tdi cdc hoat dong quan hé céng chuing.

Tuy nhién, ban ¢6 déng y ring viéc xdy dung vi duy tri méi
quan hé 16t dep vdi céng chiing sé mang lai lgi ich cho bit cd
doanh nghiép ndo. di 16n hay nhé khéng? N&u ban dong y.
diéu d6 ¢6 nghia 1d quan hé céng ching 1d cdn thi€t ddi vai
doanh nghiép cia ban va doanh nghiép cdn phdi lam diéu gi
dé d€ xay dung va cing ¢ mdi quan hé nay.

Quan hé c6ng ching c¢é thé mang lai rat nhiéu Igi ich thiét thuc
cho doanh nghiép, do doanh nghiép kinh doanh trong linh vuc
nio vd du doanh nghiép Ién hay nhd. Ngodi ra, quan hé cbng
ching dic biét thich hdp vdi nhitng doanh nghi€p bi han ché
vé ngin sdch, khi ho khéng thé chay dua dugc vdi cdc cong ty



Cheaan hé oing chiny fa yi?

“dai gia” vdi ngian sich khdng 18 cho cic hoat déng quing cdo
va khuyéch trudng sin phdm, thirgng hidu. Vi cac hoat dong quan
hé cbng ching, ho cé thé tim ra con dudng riéng cda minh bing
nhiing cdch ti€p cin sdng tao.

T&i day, ban di hi€u quan hé cong ching cé thé giip doanh nghiép
qudng bd hinh dnh cda doanh nghiép tdi c6ng ching. Viy quan
hé cong ching cé khde vdi marketing va qudng cdo khéng?

Quan hé cong chiing vad marketing

Marketing ¢é thé dudc dinh nghia 1a mét chifc ning qudn ly
giup doanh nghiép nhdn bi€t vai thda man nhu cdu cia khdch
hang. Nhu viy, so sdnh giffa khdi ni¢m marketing vd quan hé
c6ng ching, ta dé dang nhin thi'y sy khdc biét 8 ddi wwong cda
ching: Marketing chf nhim vio d8i tugng khdch hang trong khi
quan hé ¢6ng chiing nhdm vio d6i tudng rong hon, dé 13 cdng
ching (khdach hiang chi 14 mét trong nhitng d&i tugng céng ching
cia doanh nghiép),

Marketing ¢6 chic niing tudng ty nhu chidc ning sdn xud't, nghia
12 tham gia vio qud trinh sdn xudt sin phim/dich vy. Trong khi
d6 quan hé cbng ching c¢d chifc ndng tuong ¢ nhu chic ndng
cia qudn 1y nhin sy hay k€ todn, hd tr¢g cho qud trinh sdn xuit
vd kinh doanh.

Cé th€ néi ring quan hé céng ching va marketing 13 hai chic
ning quan Iy khdc biét nhau nhung ching c¢é muc tiéu bd sung
cho nhau. Hoat ddng quan hé c6ng ching ¢d hiév qud sé tao
nén mét sy nhin nhdn thin thi€n t¥ phia ¢6ng ching d61 vdi
doanh nghiép, t0t d¢ s€ tao thudn 1¢i cho cdc hoat déng mar-
keting ctia doanh nghiép.

Viy trong thue tién hoat ddng clia cdc doanh nghiép, méi quan
hé gita chifc ning quan hé céng ching vd marketing dudc thé
hién nhu th€ nio?

il




Quan heé cong ching la gi?

Thuc hanh 6 3 phit %

Theo ban, mdi quan hé ndo gilfa chifc ning marketing va quan hé
cong chiing phit hgp véi doanh nghiép cia ban? Hiy ddnh dfu vao 6
thich hgp.
a Marketing Ia mot chitc nang chinh clia doanh nghiép va quan

hé cong chiing 1& mdt bd phdn cia marketing.

b Quan hé céng ching ld mdt chiic ndng chinh va

marketing chi 12 m§t by phén ciia quan hé cbng chiing. o
¢ Quan hé cOng chiing va marketing la hai chifc ning ri€ng -
biét nhung hd trgf cho nhau.

Ban di chon ciu ndo? N€u nhu doanh nghiép cia ban sit dung
cdc hoat dong quan hé cdng chiing chi nhim dé xiy dung va duy
tri mdi quan hé vdi khdch hang (bao gém cd khach hang tiém nc‘ullg).
thi guan hé céng chiing 1a mét b phin ¢lia marketing, Do viy
sif lra chon cda ban sé Ia (a).

Tuy nhién, mét s6 doanh nghiép xem mdi quan hé véi khdch hang
khong quan trong bing cic mdi quan hé khic (ching han nhu doanh
nghiép gia cdng vdi sd ludng cong nhan 1dn vd nha mdy nim rdi
ric & nhiéu noi thi ho quan tim nhiéu hdn d&€n mdi quan hé véi nhin
vién, hay mot cong ty tai chinh s& quan tim nhiéu hon dén mdi quan
hé v@i cdc c¢d déng). Trong cdc doanh nghiép nay, quan hé cdng
ching 13 mot chife ning chinh va marketing chi 13 mét bo phan cia
quan hé cang ching. Cau (b) thé hién mdi quan hé niy.

Cau (c) 1a m&i quan hé hién dang dugc dp dung phé bién & cic
doanh nghiép. Quan hé cdng chiing va marketing 13 hai chifc ning
riéng biét v8i muc tiéu khac nhau nhung hd trg cho nhau. Ngoii
muc tiéu xidy dung va duy tri m&i quan hé 16t dep vdi cong dong,
cd quan qudn Iy nha nudc, nhin vién va cdc ¢d déng clia doanh
nghiép. quan hé céng ching con gitip doanh nghiép khuyéch
trudng sdn phim tdi khach hang.



Quean hé eding chng la gi?

5 Quan hé cong chiing va quang cao

Quing cdo 13 hoat ddng st dung cac phuong tién wuyén thong phai
trd 1ién dé khich hang biét d&én sin phim hay doanh nghiép. Vi du
quang cdo gidi thiéu sin phim mdi hay chudng trinh khuyén mai,
hode quing cdo théng bio viée bd nhiém nha phin phdi mdi hay
doanh nghiép vira nhin chirng chi I1SO.

Quan hé cong ching cing st dung cic phudng tién truyén thong
dé cung cdp théng tin cho cong ching nhung khéng chi d&€ ho biél
ma con hi€u 16 hdn vé sin phim (tinh nang, cdch sit dung, v.v...)
hoic vé doanh nghiép (tén chi hoat ddng, chién lugc phdt trién,
v.v...). Vi du bdo chi ding bai phdn tich tinh ning s dung thuin
tién cla sin phim mdi hodc dai truyén hinh dua tin vé chudng trinh
bao vé mdéi trudng xanh v sach cia doanh nghiép.

Thuc hanh 7 3 phut X

Ban hily suy nghi vd dinh gid nhitng wu thé clia quan hé cong chiing
va quing cdo & nhitng dic di€m sau ddy biing cdch dédnh diu vao 6
thich hgp.

Pic diém Quing cdo Quan hé

cong ching |
C6 thé kiém sodt duge ndi dung, hinh
thie va thii Iugng diang tdi.

C6 thé duge dang tdi lap di lip lai
nhiéu lin.

C6 khd néng lam cho ngudi nhin dé
tin hon.

O

i [ e - S |

o
a
C6 kha nng hip din ngudi nhan hon. O




PRuan hé cing chunyg (& gi?
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D61 véi quing cdo, ban cé thé ki€m sodt duge gAn nhu hodn todn
ndi dung, hinh thic va thdi lugng ding 1di bdi vi ban phdi trd tién
cho quing cdo. Ban ¢6 thé thué cang ty quing cdo thiét k&€ chudng
trinh quang cdo vi yéu ciu bdo dai phdi ding 13i ding chuong trinh.
Ngude lai, d§i vdi quan hé cong ching, ban khéng thé ddm bdo
chic chin nhiing néi dung ma ban dd chudn bi s& dvge dang tdi
ding va di.

Mat qudng cdo 6 thé dude dang tdi lip di lip lai nhidu 1dn, trong
khi mdt bai bdo hodc mdt phdng sy cda guan hé céng ching thudng
chi duge dang tdi mdt hai [An. Chinh vi viy d€ dugc hién dién rd
lai trén bdo dii, ban cdn phdi luén cung cAp nhitng théng tin mdi
mé va hap din cho bdo chi.

Quan hé cong ching thudng d& chi€m duge long tin cha cdng chiing
han so v6i quing cdo. Nhidu ngudi cho ring ho khdng tin nhilmg gi mi
quang cdo ndi, bdi vi ho cho ring n€u san phim clia ban thye sy 15t thi
ban chiang cin phii quing cdo. Nhung ho lai dé& tin vio nhiing ciu
chuyén, bai bdo hay phéng su ndi vé& sdn phim cia ban, bdi vi chiing
mang tinh khdch quan hon viéc ban tu néi vé sin phim cla minh,

D&i véi quing cdo, ban chi cin 1am sao hap din vi thu hit dugc déi
wgng khach hing, chif khdng can quan tim xem gidi bdo chi ¢ thich
qudng cdo cia ban hay khéng. Nhung ddi vdi quan hé cdng ching,
trude tién ban cdn phdi thu hit dude sy quan tim cda gidi bio chi,
bdi vi chi khi d6 ban mdi hy vong théng tin cla ban duge ding tai.

Trén diy, ching ta vira xem xét nhifng vu thé ciia hoat ddng quan hé
cdng ching va quing cdo. Tuy nhién, ban cin lwu ¥ ring quan hé
cdng chung khong thay the quing cdo. D€ ting kha ning tic déng
d&n khdch hang, quan hé céng chiing thudng dvgc k&€t hgp véi cac
chuong trinh quing cdo. Khich hiang s& c¢6 khi ning mua sin phim
clia doanh nghiép hon n&u nhu ho hi€u 15 hon vé& sin phim qua cic
sw kién, bdi bdo vi phong sy cda hoat ddng quan hé cdng ching.

Vi du dudi ddy minh hoa su k&t hdp cdc hoat déng quan hé céng
ching va quing cdo dé gidp doanh nghiép thuyét phuc khich hang
mua sidn phim.

Cong ty Béng Nam mdi tham nhap vao thi truting hda m§ phdm danh cho
nam gidi. San pham cla céng ty rat da dang, bao gdm ddu goi ddu, ddu tim,
kem cao rau, v.v... Sau 6 thang quang cdo s&n pham rdm rd, rat it khach
hang mua san phdm clia cong ty vi ho da quen dung san phdm cla cic



Quan hé ving chang la gi?

¢ong ty khac (nhat |a cla cic hdng nudc ngoai), va khdng it ngudi sl dung
c4c sdn phdm danh cho nif (ho khéng hé hay bigt). D& thay déi nhan thic
cia khach hang, bén canh chuang trinh quang cao, cong ty Béng Nam da
lien hé vai bao chi (tap chi danh cho nam gidi, tap chi thé thao, tap chi tidu
dung) dé& ding cac bai phan tich su khac biét vé thanh phan va tinh ning
clia s&n pham danh nam gisi, hiéng din cach s dung cac san phdm mot
cach thich hgp, v.v.. Nhé nhiing thong tin nhu vay, sd lugng khach hang
mua san phdm cla cong ty da tang 1én ddng ké.

Vai trd clia ngudi quan ly doi vai hoat dong quan
hé céng ching

Chéc hidn ban ciing déng ¢ ring viéc xiy dung va duy tri méi quan
hé gitta doanh nghiép vdi cong ching 1d nhié¢m vu cida moi thinh
vién trong doanh nghiép. Nhifng nd lyc cia doanh nghiép nhim
thé hién sy quan tim sin séc khach hiang ¢ thé 1a vo ich chi vi
mot nhin vién bin hang ¢é hianh vi khéng t6n trong khich hang.
Mac di 1at cd moi ngudi trong doanh nghiép déu c¢é thé giy anh
hudng dén nhiing méi quan hé gita doanh nghi¢p vdi cdc doi Wugng
cong ching, viéc xdy dung chién ludc quan hé céng ching, xdc
dinh muc tiéu va lva chon cdc hoat déng 16 rang 14 chidc ning
ctia nhUing ngudi qudn ly.

Thuc hanh 8 3 phit &

Hay danh vai phit suy nghi xem véi ot cdch 14 ngudi chi hodc ngudi
quin 1y doanh nghi¢p, ban s& c¢6 nhitng vai trd gi d6i véi hoat dong
quan hé céng chiing clia doanh nghi¢p?

.........................................................................................................
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Quan hé cdng ching ld gi?
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La ngudi chd hay ngudi qudn 1y doanh nghiép, ban cdn ¢é nhirng
val {ro saw:

Khgi xudng hoat déng quan hé céng chiing;

Khéng ai khic ma chinh ban phdi 12 ngudi khdi xudng quan hé
cong chiing & doanh nghiép cla ban. Ban cling can phdi tuyén
truyén va thuy&t phuc cdc nhin vién trong doanh nghiép clia ban
ing hd cho viéc xay dung quan hé (5t dep gita doanh nghiép va
cde d6i wrdng céng ching. DE 1am dude diéu ndy, ban cin phdi
hi€u rd khdt niém quan hé cbéng ching 1a gi va nhifng 18i ich ma
quan hé cong chuing co thé mang lai cho doanh nghiép cua ban.

Theo dii viée xdy dung va thye hién chuong trinh quan h§ cdng
ching;

Ban khong nhit thiét phdi 12 ngudi tryc wép xdy dung chudng trinh
quan hé cong ching, nbung 12 mot ngudi chi hodc mot ngudi quin
ly doanh nghiép thi ban phdi ddm bac chwong trinh quan hé cong
chiing dat dudc k&1 qud mong mudn. Do viy, ban can phdi biét
mégt chudng trinh quan hé céng ching dudc xiy dyng theo trinh
t¢ nhu th€ ndo d€ ddm bdo téc dong dé€n nhan thic cla dbi weng
cdng ching mdt cdch ¢4 hiéu qud nhit,

Tan dung cdc cd hdi cd nhin d€ chuyén tdi thong diép tdi cong
ching;

La mdt ngudi chi hodc quin Iy doanh nghiép, ban sé c6 nhiéu cd
héi giao i€p c4 nhin dé chuyén 13i thdng diép cita doanh nghiép,
c6 thé 14 cdc cude trd 131 phdng vin bdo chi hodc cde bai phdt
bi€u clia ban & cde cude hoi thdo, hdi chg trién ldm, gip mit khich
hing, v.v...

Van dung mét cdich khéo léo cdac hoat ding quan hé céng chiing
dé gizi quy&t cdc vin dé cu thé ciia doanh nghiép;

Hién nay doanh nghié¢p ciia ban dang ¢6 nhitng md&i quan tim hing
ddu cin phdi gidi quyét, ching han nhu duy tri quan hé v&i khich
hing, cdi thién mdi quan hé vdi nhin vién, cling ¢& quan hé vdi
cdng ddng, hay thim chi x{ 1y khiing hodng. Ban cdn phdi két
hgp mot cich khéo 1éo cde hoat ddng quan hé céng chiing d€ gidi
quy€t vin d¢ nay.

Quyét dinh doanh nghiép nén ty lam hoat ddng quan hé cong
chiing hay thué dich vu;



Quan hé cing ching o gi?

Ban s& phdi cin nhic lidu doanh nghigp cla ban ty 1am cic hoat [
dong quan hé cOng ching hay thué dich vu thi s¢ hiéu qud hon. 3§

Ban can phdi nim ré nhitng thuin I¢i hay khé khin ciia viéc oy B
lam. N&u ban quyé&t dinh thué dich vu thi ban ciing cin phdi biét
cich chon cong ty dich vu thich hgp va cdch thirc lam viéc vdi ho
nhu th€ nao dé dat hidu qua.

Tdi diy, ban di tim hi€u khdi niém quan hé cdng ching va nhiing
Igi ich ma hoat déng quan hé& céng ching ¢é thé mang dén cho
doanh nghi¢p. Trude khi chuyén sang phan ti€p theo ban hiy ¢d
gdng hoin thinh bai tip w dinh gid sau day.

H3y tu danh gia 1 10 phit X

Hay dua ra mdt gidi thich ngdn gon — Quan hé cdng ching 1a gi?

.........................................................................................................

Trong danh sich liét k& cdc hoat déng dudi diy, ban hiy nhin bi&l
nhifng hoat déng nao thudéc vé chife ning quan hé céng chiing?
Gidi thich ngin gon tai sao.

Céng ty san xuit vat liéu xiy dung Bén Ving thye hién chuong
trinh “béc thim tring thudng mdt cin nhd tr gid 1 ty ddng” cho
bit k¥ khdch hing nio mua sin phim cia cong ty véi i gid 10
triéu ddng trd 1&n;

Bdo Tin Tc dang bai viét vé viéc c¢dng ty may miac Thim My lo
chd an & chu ddo cho cdc cbng nhin cda céng ty;

Hinh dnh sdn phim ndi thit clia cong ty thi&t k&€ kién triic Hai Hoa
dugc gidi thiéu rat bit mit § bia sau clia mdt cudn tap chi chuyén
nganh kién triic;

Hing thing cdng ty gidy Sanh Diéu phit hinh bidn tin ndi bd dé
cip nhét théng tin cho toan thé céng nhin vién trong doanh nghiép;

17




Oreen e cdng chinyg fa gi?

Trong tudn vira qua. céng ty Sita Ngon di t8 chitc “cudc thi ché
bi€n bifa &n dinh dudng cho 1ré em & dé tudi miu gido” tai hon
20 nha tré trén dia ban thanh phd. Cudc thi di gilp cdc ¢bd gido
va cdc biac phu huynh tim ra nhitng thuc don ddm bio ddy di dinh
dudng cho tré em trong dd tudi tir 3-6 tudi;

Pii truyén hinh phdt mdt phéng sy néi vé chudng trinh xi 1y chat
thai tién tié€n cla cOng ty sdn xudt baoc bi Tan Tién. Phéng sy nhin
manh viéc chuong trinh xit 1y chit thdi niy di loai bé hoan toin
khd ning gdy 6 nhiém cho cdc cidnh dbng tréng rau xung quanh
nha mdy cia céng ty;

& cudi mdi tip cia b6 phim truyén hinh Z, hinh dnh cda céng ty
A Pbng dudc gidi thi¢u trong | phit vi cong ty di tai trg mdt phin
kinh phi d& sin xuit bd phim nay.

Cé ¥ ki€n cho ring “Igi ich thi€t thyc duy nhdt cia quan hé codng
chiing 13 gidp khuyéch truong sdn phdm ciia doanh nghiép vi nhd
dS doanh s§& bdn hang sé ting 1én". Theo ban y ki€n nay ding
hay sai? Gidi thich ngdn gon ciu trd 13i cla ban.

........................................................................................................
.........................................................................................................

.........................................................................................................

“Xay dung quan h¢ cOng ching rdt t6n kém va cdn phdi cé quan
he 6t véi gidi bdo chi. Cho nén chi cdc doanh nghiép 16n mdi 6
thé thyc hién duge, cdn cdc doanh nghiép vira va nhd thi khdng
thé”. Ban ¢6 déng y vd&i phdt bi€u nay khong? Hiy gidi thich.

........................................................................................................
I L LR R LR L e I T
.........................................................................................................
.........................................................................................................

Ban ¢6 thé tham khio ciu trd 131 & phdn Pdp dn cdc bai e dinh
gld & cudi cudn sich.



Quan e cong cluing fa gi!

7 Tom tat

@ | = Congching clia mdt doanh nghiép 12 1t cd nhitng 1§ chite va cd
: nhén ¢6 lién quan d&n sy thinh cong hay thit bai clia doanh nghiép
dé.

® Quan hé cdng chiing c6 thé dugc dinh nghia 1a chie ning quan
Iy gitp xdy dyng va duy i méi quan hé cing ¢6 l¢i gifa mot
doanh nghié€p va cong chiing clia né.

m Quan hé cong chiing sé gitip:
= liam cho moi ngudi bi€t d€n doanh nghiép;
« 1am cho moi ngudi hiéu vé doanh nghiép;
« xay dung hinh dnh va uy tin cho doanh nghiép;
« ciing ¢ niém tin ciia khach hing d&i vdi doanh nghiép;
« khuyé&n khich va tao dong lwe cho nhin vién;
» bdo vé& doanh nghiép cilia ban truée nhitng con khiing hodng.

® Quan hé cOng ching va marketing Ia hai chifc ning quin Iy khéc
biét nhau nhung ching ¢6 muc tiéu b8 sung cho nhau. Hoat déng
quan hé cong chiing ¢6 hiéu qua s& lam cho cdng ching ¢6 sif nhin
nhén thin thién d6i véi doanh nghiép, tr d6 s& tao thudn lgi cho
cdc hoat ddng marketing cilia doanh nghiép.

® So vdi quing cdo, cdc théng diép clia quan hé cong ching sé
dé duge cong chitng chip nhin va tin tudng hon. Cong chiing
s€ dé tin vio nhitng ciu chuyén, bai bdo hay ph6ng sy néi vé sén
phiim ciia ban hon 14 nhitng chudng trinh quing cdo.

m Mic di tdt cd moi ngudi rong doanh nghiép déu c6 thé giy dnh
hudng d€n nhitng mdi quan hé gita doanh nghiép va cdng chiing
nhung viéc xdy dyng chi€n luge quan hé cong chiing, xdc dinh muc
tiéu va hva chon cdc hoat déng 1 chic niing ctia nhitng ngudi quén
1y doanh nghiép.

19



Quan It¢ cdng chiing la gi?
8 Suy ngam

citu v nghi xem ban sé& 4p dung chiing vio thyc t€ cong viée cla
ban nhu th€ nao? Hiy vi€l ra nhitng suy nghi cia ban:

Biy gid ban danh 5 phit 4€ suy ngdm nhifng v&n dé vira nghién

A! Tb1 di hoc dudgc...

..................................................... Ap dung khi nao?

- / m“\h

Ap dung didu d6 & cong viéc na

Al T61 dia hoc duoe...

.................................................... Ap dung khi nao?
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Phan B

~

Lam thé nao.dé

r 4

C TG DTG L N 1 Dan nhap
nhﬁn th 'j’c cﬁa Ban tinh ¢d nghe duge nhing ciu chuyén
0 ' ' nhu sau:

"Anh cdn dung dién thoai cla hang X khdng? |

cdng ching?

Ddan nhép

Ban chat ciia quan hé

cong chung

Chueeng trinh quan hé

cong ching
Cdc kénh thong tin

Tim kiém cdc co héi thie
hién hoat dong quan hé

cong ching

Tdm tdr

Suy ngam

Hém qua t6i doc bdo thdy c¢6 dang tin mot sb
ngudi diing dién thoai clia hang X bj phat né. Tuy
khdng co ai bi thuong ndng nhung minh cling nén
dé phong. Tdi da chuyén sang dung dién thoai clia
hdng Y. T8t nhat 13 anh nén chuyén sang ding
dién thoai cla hang khac di.”

"Hém qua chj c¢6 xem chuong trinh tuGng thuat
tryc tigp cude dua xe xich 16 quyén gop tién hd trg
cho tré em nghéo khéng? Cudc dua sdi ndi va thi
vi 1dm. Toi thich nhat doi dua xe clia cong ty X.
Mac du ho vé nhi, nhung t&i thay ho phdi hgp rat
An y vdi nhau va doi ¢ dong vién clia ho &n mac
rdt n tugng va nhiét tinh."

“Chan qua, toi mat c& chidu thir bay vira rdi dé
tham diy hdi nghj khach hang cia cdng ty Z. Hinh
nhu bdy gid hé 16 chiic hdi nghi khach hang 1a ho
mdi may anh chj ca sT &n méc loe loet dén hat
mia, rdi phat qua cho moi ngudi nhu 1a phét tu
thign. T nay trb di chdc toi sé khong tham dy
nhitng hdi nghj khach hang nhu vay nia.”

Ban thdy ring moi ngudi xung quanh ban
s¢ ¢6 nhidng nhin thite c¢la riéng ho vé
doanh nghiép va sdn phim cia ban. T4t
nhién ban khéng mudn ho suy nghi khéng
t6t vé doanh nghiép ciia ban. Bé dudc nhu
vdy, doanh nghiép can phdi tic déng dén
nhin thic clia cdng ching bing cdch ludn
cung cdp cho ho nhitng théng tin day di
vd chinh xdc¢ qua cdc phudng thic truyén
dat sao cho thuyé&: phuc duge ho

Trong phin nay, trudc hét chiing ta sé 1im
hi€u quan hé céng ching nhu 13 mét qu4
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Lam thé ndo d& tde ding dén nhin thite clia cong ching?
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trinh trao d8i théng tin hai chiéu nhim tic ddng dén nhin thic cia
cdng ching. Ti€p theo, ban s& 1dn ludt xem xét ti¥rng budc trong
qui trinh x4y dung mdt chudng trinh quan hé céng ching. Cudi
phdn niy, ching ta s& cling phin tich nhitag vu nhude di€m ciia
cdc kénh théng tin v cdch thire t8 chifc cdc hoat d6ng ndy mét
cdch ¢ hiéu qua.

2 Ban chat clia guan hé cong chiing

2.1

Trong phdn A, ching ta di tim hi€u c6ng chiing 12 ai. Khi xdc dinh
duge ddi tugng cong ching cia minh, doanh nghiép can phdi tic
déng dén nhin thicc ciia cong ching d€ ho hiéu doanh nghiép cita
ban 12 ai vd mang lai nhitng 1¢i ich gi cho ho.

Nhén thic cua cbng ching

Nhin thifc cia cong chiing 1a gi? Mot cdch dinh nghia don gidn:
nhin thifc clia cong ching 1a nhitg suy nghi hay quan diém ctia
riéng ho vé m§t doanh nghi¢p, mjt loai san phim hodic myt nhin
hiéu nao dd.

Céng ching c6 thé c6 sy nhin nhédn (6t hodc xAu vé doanh nghiép
hoic sdn phdm cda doanh nghiép. Trong thite t&, nhin thic clia
cdng chiing khdng phéi lic ndo ciing ding. Thi dy nhy ho nghi ring
nhdt xe gdn mdy cda hiang X thi t5t hon hing Y. Hodc sdn phim
ciia hing Y kém chi't ludng hdn hing Z. Xét vé tinh ning k§ thuit
néi chung, cdc loai nhdt xe gdn mdy déu khdong khdac nhau nhiéu
14m. Nhung khéch hang cff nghi ching kXhic nhau. Vi th€ 13 ching
khdc nhau!

Hay khi néi d&€n Nike mot s6 ngudi ¢ thé nghi diy 1a céng ty
“d8i x khéng 5t vdi ngudi tao dong”. Thyc t& thi diéu nay khéng
ding. Vi Nike khong tryc ti€p sdn xuit ra gidy hodc do quin thé
thao mi ho thué cdc nha thiu phu gia céng. Viéc d&i xit khdng
01 vd&i ngudi lac ddng (néu c6) la do cac nhd thdu phu chd khéng
phdi 12 do Nike.

Tuong i rat nhi€u ngudi cho ring in kem 1A sdu ring. Thyc ra khong
hoan toan nhy vay. O nhitng nude phat trién nhu Uc mdi ngudi tidu



Lam thé ndo Jd& wic dinyg dén nhin thiéc cdo cong chiing ?

thu trung binh 16 Iit kem mo6i nam. Th& nhung 1y 1€ sdu ring chi ¢6
8%. Trong khi & Viét Nam, trung binh hang nim mdi ngudi tiéu thu
dudi | 1it nhung ty 1& siu rang 12 45%. Nhu vay kem khéng phai la
nguvén nhin chinh gay siu ring Ché dé6 cham séc ring miéng
khong hgp Iy mdi 1d nguyén nhan chinh gdy sdu ring.

Vay theo ban, di¢u gi ¢6 anh hudng I6n dén viéc hinh thinh nhin
thire ¢ia cong ching?

Thuc hanh 9 3 phit

Ban hiy xem lai trutdng hop cong ty Béng Nam ¢ muc 6 phin
A. Theo ban, diéu gi dd gidp cOng ty Péng Nam thay d5i nhin
thifc ciia khdch hang vé nhitng sin phim héa my pham ctia cong
ty danh cho nam gigi?

.........................................................................................................
.........................................................................................................

Ban cé thé thi'y ring lic ddu céng ty Péng Nam did khdng thinh
¢dng khi tung sdn phdm ra thi truding trong lic khdch hang chua
hiéu ré6 vé nhitng sin phim danh riéng cho nam vi ho con sit dung
ldn 16n cdc sdn phdm danh cho n¥, Nhung sau nhWng bai ding tai
trén cdc bdo chi dinh cho nam gidi, khdach hing di nhin dudc
nhiing théng tin d€ gitip ho hi€u 1o vé thanh phim va tinh nang
clia cdc sdn phim héa my pham danh riéng cho nam va tif hd théi
quen st dung cdc sin phim danh cho ni.

Nhu vy, ching ta thiy ring:

@]

Nhin thie ciia cdong chiing vé mit doanh nghiép hodc mt sin
phim nao dé phu thude rat nhiéu vio théng tin ma he nhin dugc.




Lam the neo e wic ding dén nhan thae cad cong ching?

2.2 Quan hé céng ching la qua trinh théng tin tdc ddng

24

dén nhan thic cua céng ching

Pé tic dong dén nhan thifc clia cong chiing, doanh nghiép cdn
phdi cung cdp cho ho nhifng théng tin vé doanh nghiép (muc dich
v tén chi hoat déng ciia doanh nghiép, cdc sin phim cia doanh
nghiép, v.v...), Dua trén nhirng théng tin nhidn dudc, cdng ching
s& hi€u doanh nghiép cla ban 13 ai. d ddu va dang lam gi cho ho.
Tir d6 ho sé quy€t dinh ¢é chidp nhin vid dng hd doanh nghiép
hay khéng,

Thuc hanh 10 3 phut &

Liéu ban ¢6 déng ¥ ring d€ tdc dong d€n nhin thite cda cong
chiing, doanh nghiép chi cin cung cdp ddy du théng tin cho ho?
Tai sao?

Ban thdy ring muc dich ciia quan hé cdng chiing 13 cung cip thong
tin d€ tdc dong d€n nhan thic cla cong ching d6i v6i doanh nghiép.
Chic chin ban mong muén ring sau khi chuy&n tdi théng tin tdi
cong ching, doanh nghi€ép cda ban s€ nhan dudc su quan tdm va
ing hé clia ¢ong ching. Lim sao doanh nghiép ¢6 thé biét dude
dieu nay néu nhu doanh nghiép khéng quan tim va khéng ¢é
nhitng cach thite dé nhin biét nhitng phdn hdi cla céng ching.
Do viy, cung cip théng tin chva di, doanh nghiép cdn phdi bi&t
c6ng ching ¢é phdn iing nhu thé€ ndo. Chinh vi vay:

Quan hé céng chiing 13 qué trinh trao d0i thong tin hai chiéu.

M6 hinh dudi diy sé khdi qudt héa qua trinh trao ddi thong tin hai
chiéu cla quan hé céng ching.



Litm thé nde d€ wdc dong dén nhin thic clia cong chiing?

MOi twdng xa h;

Théng diép

—>

Ké&nh théng tin

Hi&u, quan tim va ong hd

Méi trwding x./; his

Trong mé hinh trén, doanh nghiép chuyén tdi thdng diép tdi cong
ching qua nhi€u kénh théng tin khdc nhau (bdo chi, sy kién, giao
1i€p cd nhin, tai liéy, v.v...). Cong ching ti€p nhin théng tin L
cdc kénh thdng tin d€ dinh hinh nén nhdn thifc cda ho ddi vdi
doanh nghiép hodc sdn phdm ciia doanh nghiép. Trong qud trinh
truyén tin, doanh nghiép cé thé gip phii mdt s& cdn tré hodc thuin
1gi tif méi trudng xi hoi, nhung doanh nghiép vin phidi dat k&t quad
cudi ciing 1a 1am cho c6ng ching hi€u, quan tAm va dng hd minh.
Tuy nhién, d€ cdng ching hi€u, quan tim va dng hd doanh nghiép
khong phdi 13 diéu dé dang bdi vi nhilng trd ngai sau:

2 Nhiin thite, suy nghi khong ding da hinh thanh tif idu;

An kem gdy sau rang 1A mot thi dy cu thé. R4t nhiéu ngudii nghi ring an kem
gdy sdu rang. Thuc chat khéng han nhu vay. S4u réng 14 do viéc chim soc
ring miéng kém. Tuong ty nhi€u ngudi nght Ia khi tdp luyén hoic choi thé
thao thi khong nén udng nudc. Bidu nay khdng hoan toan ding.

Nhu vdy nhifng suy nghi khé thay d8i nhy trén s€ lam cho doanh
nghiép mit nhiéu thdi gian vd cdng sic d€ tdc dong d&n nhin thifc
cia cdng ching.

# Cdc vin dé “thdi su” lan 4t chugng trinh quan hé céng chiing;
Gid st ban tung ra mét chién dich quan hé c6ng ¢chdng nhdm dén nam gidi
nhung roi ding vio dgt EURO Gup thi két qua dem lai cd IE s& khong khd quan
l&m. Tuang tu chién dich quan hé cong ching rdm rd khdng may rai vao dgt
“clim ga" thi k&t qua cling sé “cim” nhu ga!

m Chinh sich ciia chinh quyén;

25



Lénr thé nere dé tie ddng dén shdn thite ciia cény chuing?

26

Doanh nghiép mudn gido duc cdng ching vé nhiing gidi phap loai trr du lugng
thudc trir sau trén rau qud biing héa chit, may mac. Didu nay c6 thé "dung” phai
chinh séch cla dia phuong trong vigc phat trién chuong trinh tréng rau sach. Ban
c6 thé gap phai su phan (ng cla dja phuang hodc a sur dé dit clia bae gidi.

Vi vay nén khi thi€t 1ip mét chudng trinh quan hé cdng ching ban
phdi xem xét nhitng cdn trd ndy dé ludng trudc nhitng khé khin.
Trong phin ti€p theo, ching ta sé nghién ciu cdc budc dé xay
dung va thyc hién mét chudng trinh quan hé céng chiing.

3 Chugong trinh guan hé cdng ching

Chuong trinh quan hé cdng ching cé th€ 14 mot chién dich quing
bd tén tudi clia cdng ty trong | nim, mdt chuong trinh gidi thigu
sdn phim mdi trong 3 thdng, hoic don giin chi 13 mét cudc hoi
nghi khdch hang, cudc di chdi dd ngoai cho nhdn vién, hay mét
budi gap g3 bdo chi nhin dip xuit khiu chuy&n hing ddu tién.

M§t chuong trinh quan hé c6ng chiing duge xdy dung va thyc hién
theo cdc bude dudge md ta trong qui trinh nhu san:

Pat muc Xdc dinh Xiy dung Lua chon kénh Thuc Dénh
tidu ™ 161 tugng thong digp théng tin ’ hién gid

3.1

Ching ta sé& lin lwgt xem xét ting budc trong qui trinh (rén.

bat muc tiéu

Khi x4y dung chudng trinh quan hé céng ching, trudc hét doanh
nghiép cdn phai xdc dinh ré muc tiéu. Cu thé. doanh nghiép cia
ban mong mudn chudng trinh quan hé céng ching s& gitip doanh
nghiép dat dugc diéu gi hay gidi quyét duge van dé gi?

Ban hidy nhd lai, trong phAn A ching ta c6 dé cip ring chifc ning
ciia quan hé céng ching 13 nhim hd trg hoat déng sdn xud't kinh
doanh cda doanh nghi€p. Quan hé céng ching giip doanh nghiép
xdy dung vi duy tri quan hé 3t dep v6i cong ching d€ ngay cing
¢6 nhiéu ngudi mua hang cla doanh nghiép hon va hoat dong sdn
xud1 kinh doanh cia doanh nghiép ciing dugc thudn 1di hdn. Vi vay,
muc ticu cda chuong trink quan hé cong ching phdi gdn véi muc
tiéu kinh doanh cia doanh nghiép.



Lim thé nito dé tde dong dén nhdn thite ciu cong ching?

Muc tiéu cin phdi cu thé va cd thé do luding dudce d€ sau nay
ban cé thé ddnh gid duge k&t qud cla chuong trinh quan hé céng
ching. Ban ¢6 thé danh gid muc d6 thanh cong cia mdt chuong
trinh quan hé céong ching khéng néu muc tiéu dit ra mang tinh
chung chung, nhu “qudng bd hinh dnh cia cong ty” hay “ting cudng
st gdn bé cia nhdn vién déi vdi doanh nghiép” hodc “xdy dung
quan hé t6t dep vdi cong déng din cu™?

Céc chudng trinh quan hé cong ching déu nhim muc tiéu tic dong
dén cong ching. Tuy theo mic d6 tdc dong, muc tiéu cla chudng
trinh quan hé c¢6ng ching ¢6 thé la:

Thay d6i nhén thdc: ching han nhy trong vong 1 thing phii dim
bdo 100% céng nhin ndm rd cdc qui dinh mdi vé an toan lao dong.

Thay d8i thai d§: ching han nhu vao cudi nim nay phdi lam cho
100% khach hing tin cidy vao dich vu md cong ty cung cép.
Thay d6i hanh vi: vi du trong 6 thing téi phdi dim bio ngudi din
xung quanh ciing tham gia chudng trinh “méi trudng xanh” do cong
ty khdi xudng.

Thuc hanh 11 3 phut %

Ban hily xédc dinh xem cdc muc tiéu quan hé cong chiing dudi diy nhim
thay d8i nhén thirc, thdi do hay hanh vi?

Muc tiéu Thay di | Thay d3i| Thay d6i
nhén thite | thdi 46 | hanhvi

= Trong vong 6 thing, phdi O O O
lam cho ngudi din hiéu :
ring t6n chi hoat dng cta
cong ty 1a vi sitc khde ciia
ngudi dén;

» Trong ba thang t8i phdi lam 3= A7 L6 2
cho ngudi ddn nhudng dién
tich dit canh tdc cda ho cho
viéc xdy dung nha mdy cia
cbng ty;
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» Trong mot thing 161, phai O O O
gitip khich hang hiéu duge
nhitng tinh niing ndi bit cia
sdn phim méi;

= Trong hai win t6i, phii lam O O m|
cho céic ¢6 dong hifu va ding.
hé chi€n luge kinh doanh '
mdi cla cong ty; '

» Trong thing tdi, phdi giip O O O
cho nhén vién hiéu, ting ho
va 4p dung hé théng quin 1y
chit lugng. :

Ban cé thé tham khdo ciu trd 18i & phin cudi cudn sdch.

3.2 Xdc dinh doi tugng nham dén

Sau khi dat muc tiéu, ti€p theo ban cén phdi xdc dinh ai la d&i
trgng ma ban muén nhdm dé€n. Khi xdc dinh déi tugng quan hé
cong chiing cia doanh nghiép, ban nén xudt phdt t viéc doanh
nghiép clia ban cdn phdi xdy dung quan hé 16t dep vdi ai trong
nhiing d6i tugng cHéng ching ma ban da liét ké & bai thyc hanh
2 & phin A,

Khi dda xdac dinh dugc ai 1a doi wegng cong chiing muc tiéu cla
doanh nghiép. ban cin phdi hiéu ré vé ho, ching han nhy dé tudi,
gidi tinh, thu nhép, dia vi, 18i séng, s& thich, v.v... Nhung diéu quan
trong nhdt 14 ban phdi bi€t ho dang ¢ nhin thitc nhu thé nio vé
doanh nghiép hodc sin phim cia ban.

Thuc hanh 12 4 phit B

Hiy néu ba cch thic d€ mét doanh nghiép biét cong chiing dang c6
nhin thifc nhy thé€ nao vé minh.

.........................................................................................................
.........................................................................................................



Lam the nio &€ tic déng dén rhdn thite cia céng ching?

C6 rat nhiéu cdch thitc d€ doanh nghiép tim hi€u xem nhing déi
twgng quan hé céng chiing dang ¢é nhitng nhin thitc nhu the nio
vé doanh nghiép. Tuy vio titng ddi tugng céng ching muc tiéu,
doanh nghiép cé thé chon ra mét hodc mot vai cach thie thich hop.
Ban c6 thé tham khdo ba cdch thic dudi day.

M Phdéng vAn tryc ti€p: Doanh nghiép ¢6 thé phdng vin d6i tugng
cong ching muyc tiéu (khdach hang, nha dau un dua rén bing ciu
héi chuin bi sin. Nhitng ciu trd 18i clia ho sé gilp doanh nghiép
bi€t dugc ho dang nghi nhu thé nao vé doanh nghiép;

m Phi€u tham do ¥ ki€n: Doanh nghiép gdi cho ddi wgng céng ching
phi€u cdu hdi. Dua trén k&t qud théng ké nhitng ciu rd 13 (0 cdc
phi€u, doanh nghiép ¢é thé bit d6i tugng cdng ching suy nghi
nhu th€ nido vé nhitng vin dé mi doanh nghiép quan tim;

m Nghién citu tai liéu: Ban 6 thé doc cdc bai bdo trén tap chi, xem
cdac phéng sy trén truyén hinh. v.v... dé ndim dudc xu hudng nhin
thitc clia cdng ching. Ching han nhu gdn diy ban thdy rit nhiéu
bai bdo, chudng trinh truyén hinh va ¥ ki€n cda ngudi din dé cdp
t6i vdn dé an todn thyc phim. Nhu vay ddy 12 vdn dé mang tinh
thdi su vd ban hiy xét xem doanh nghiép cda ban ¢é lién quan
tdi vdn dé nay khéng.

Nhitng k€t qud ddnh gid nhdn thic hién thdi cla cong ching doi
v8i doanh nghiép vi sdn phim cla ban 13 diéu quan trong, bdi vi
chiing s& 12 cd s3 d& ban d6i chi€u va so sanh xem sau khi k&t thiic
chuong trinh quan hé ¢dng chiing nhin thdc cia céng ching ¢6 thay
doi khong va thay ddi c6 theo ding nhu muc tiéu dit ra hay khong.

3.3 Xay dung théng diép

Thdng diép 1a théng tin c¢6t 18i nhit ma ban mudn truyén di d€n
cong ching. Théong diép phdi dugc thé hién mot cdch nha't quin
qua tat cd cdc kénh thong tin. Théng diép phdi gdn véi muc tiéu
quan hé ¢dng ching ma ban mudn dat dudc.

B€ ¢6 dugc mdt théng diép thu hut sy quan tim cia d&i tugng
cong ching, ban cidn phai:

+ a2 o - - " 7
m Hi€u rd tfinh hinh hodc vin dé cla ho;

+ - A ’ " At - k]
m Hiéu rd nhu cau, s3 thich va mdi quan tim cua ho.
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Ban nhay thi suy nghi xem tai sao hang Toyota dua ra théng diép “Gat hai
mua vui cing dy an Biogas'?. Chic la khi dua ra thong diép nay, Toyota
cing da nghién ciu thay tinh hinh mdi trudng ¢ Viét Nam bi anh hudng mot
phdn do viéc sit dung ndng lugng va phan bén héa hoc clia cac hd néng
dan Viét Nam. Béng thoi Toyota cling nhin thay van dé 6 nhiém mbi trudng
dang 1a moi quan tadm cla nhiéu ngudi dan Viét Nam.

Bé thu hit sy quan tdim cla céng ching, diéu quan trong 14 thong
diép phdi cé sifc thuyét phuc.

Thuc hanh 13 3 phiit =

Theo ban, mét thong diép ¢6 sic thuy€t phuc 1a théng diép nhu
thé nao?

.........................................................................................................
.......................................................................................................

Co thé ban dua ra rat nhiéu dic di€m thé hién sic thuyét phuc
ctia mot thong diép. Nhung nhin chung, dé thuyét phuc dudc dai
twrong, thong diép can phai:

Néu bat duge ndi dung cdt 161 nhid't ma ban mudn truyén dat. Ching
han nhu ban khéng thé néi “mét miu xanh wdi ré" dé lam thong
diép cho cdc hoat dong bdo tén di sdn van hda truyén théng mi
doanh nghiép cia ban dang tham gia. ‘l'hay vao d6, ban c6 thé sit
dung théng diép “gin giff nhitng gid tri xuwa”, hodc “xdy dung con
dudng di san”, v.v...

Pdn gian, tadp trung. Tri nhd cia con ngudi ¢6 han. Ban chi nén
truyén dat mét théng diép trong mdt chudng trinh quan hé cong
chiing va lap di lap lai, bdi vi moi ngudi s& khé ma nhd dudc néu
ban chuy€n tdi nhiéu théng diép cing mdt liic.

Puge thé hién mot cich sing tao. Thay vi néi “ching 18i phuc vu
tin tinh, chu ddo” d&i v6i mét doanh nghiép cho thué xe du lich,
ban ¢6 thé néi mdt cich bong bdy hon “ban khéng chi thué mét
chiéc xe, ma ban thué cd moét ¢cong ty.”



Léim the ndo dé rde ding dén nhan thike ciie cdng ching?

m Mang tinh xdc¢ thyc. Thong diép phdi dugc hd rg bdi nhitng cd
lié¢u xdc ding nhit. Nhiéu ct liéu chua chic di 1a 18t D& thuycl
phuc d8i tugng ngay tir ddu, c li€u quan trong nhit thudng dudc o
dua 1&n tnudc. “

Ngudi nghe cé thé nghi ngd vé tinh xdc thuc cla théng diép ma Ny
doanh nghiép truyén t3i. Ho c6 thé néi ring “Céng ty dé néi hay
da'y, nhung thue 1€ ho ¢6 1im dude gi khéng hay chi ndi sudng
ma théi”. Chinh vi vdy, dé thuy€t phuc ngudi nghe, doanh nghiép
can phdi cung cip nhitng cif liéu hd trg cho théng diép. Cv lidu
phai 1 nhitng di€u cé thuc, ching han nhy cidu chuyén vé viéc doanh
nghiép clia ban di khic phuc nhitng khé khin nhy thé nio dé xuit
duge 16 hang diu tién sang thi trudng mdi. llay chuyén doanh nghiép
di sdp x&p lai thdi gian cia cdc ca lam viée d€ 1o diéu kién cho
cdng nhan hoc bd tic van héa. Hodc ciing ¢6 thé 13 mdt ciu chuyén
vé viéc cdc nhin vién cla doanh nghiép di danh nhifng ngdy nghi
ctia ho d€ tdi vién dudng 1io chim séc nhifng ngudi gia cb don.
Né&u chiu khé quan sdt thi ban s& tim ra rat nhi€u ciu chuyén xdy ra
sung quanh. Ching sé 1a ngudn ¢ liéu gidp thong diép cla doanh
nghiép mang ddy tinh thuyét phuc.

3.4 Lua chon kénh thdng tin

TG8i diy, ban di bi€t doanh nghiép clia ban thyc hién quan hé cong
ching d€ nhim muc dich gi, nhim dén ai vad v3i thong diép gi.
Budc k€ ti€p ban cin xdc dinh théng diép dé sé dude truyén tdi
dé€n céng chiing qua cdc kénh théng tin nio. Cdc doanh nghiép
thudng sd dung 4 kénh théng tin chi yéu sau:

m Phudng tién truyén thong dai ching: ¢6 thé t8 chitc hop bio, mdi
bdo chi tham du cdc sy kién do doanh nghiép 8 chic hodc gdi
théng cdo bdo chi,

m Sy kién: ¢6 thé€ 1a budi koi thio, budi gidi thiéu sdn phffm mdi,
budi 1& xuit 16 hang ddu tién sang My, “ngay hdi gia dinh” danh
cho nhin vién cdng ty v.v...

w Tai lidu quan hé cbng chiing: brochure, t3 roi gidi thidu san phim
hodc cong ty (phuc vy 461 twgng khdch hang), bin tin ndi bd (nhin

vién). bdo cdo tat chinh (c8 déng v cdc nhd diu e, vv. )

» Giao 1i€p cd nhan: bao gbm trd 13i phéng vin bao chi vi phét biéu
trude cdng ching.
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3.5

Chiing ta sé tim hiéu cu thé hon vé cdc kénh théng tin & muc 4.
Thong thudng mdt chuong trinh quan hé cong ching thuding su dung
k&t hgp nhiéu kénh théng tin véi nhau nhim tao mét hiéu (ng manh
dé ¢6 thé tac dong dén nhin thic cia céng ching. Vi du muc tiéu
quan hé ¢ong ching ctia doanh nghiép cia ban 1a ning cao nhdn
thifc cia khdch hing va cong ching vé mdt san phim mdi véi mot
s6 tinh ndng wu viét, Mt budi hdi thio hodc budi gidi thiéu sin pham
la nhitng hoat dong quan hé c¢ong ching ma ban nén nghi dén. Tai
dé ban ¢ thé ¢é bai phit bi€u két hgp vdi chi€u phim wr gidi thiéu
vé sdan pham mdi. Ban ¢6 thé mdi bao chi tham du. Ban nén chuan
bi mdt tip tin bao gbm brochure gidi thiéu sin phim va nhitng tai
liéu lién quan khdc dé phdt cho nhifng ngudi tham dy va gidi bdo
chi. Ban c6 thé gtti tip thong tin ndy tdi nhitng ngudi dude mdi nhung
khong dén du.

Thue hign

Viéc thue hién mdot chudng trinh quan hé cdng ching cling gidng
nhu ban thuc hién mot céng viéc hay du dn. Nghia la cing phai
¢é “ké€ hoach thuc hién”, chi ré ai thuc hién, khi ndo xong, thue
hién nhu thé ndo. Pic biét, a1 s€ 1a ngudi chiu traich nhiém chung
cho toin bd chudng trinh. Chi nén dua nhitng ngudi cé k¥ ning,
lién quan dén cong viéc vao nhém chuyén trach va phdi phin c¢ong
trdch nhiém cu thé. N&u dua qud nhiéu ngudi vio nhém chuyén
trdch, ban sé mat nhiéu thdi gian cho viéc hoi hop, thong tin cho
nhau biét vé 1i€n dé céng viée, v.v...

I'tong khi doanh nghiép thue hién chudng trinh quan hé céng chiing
dé chuyén tii théng diép 8i ddi twgng cong ching, ¢6 thé xdy ra
mdt s& cdn trd ndm ngoai du kién.

Thuc hanh 14 3 phat 2

Theo ban, nhitng cin ord ndo 6 thé xdy ra lam dnh hudng d€n qud
trinh chuyén tdi théng diép ciia doanh nghiép tdi cong chiing?

.........................................................................................................

.........................................................................................................



Liim théf ndo dé rde ddng dén nhdn thite ctia céng chiing?

C6 thé ban dua ra 1at nhiéu y&u t8 cin trd. Nhung nhin chung,
qué trinh chuyén tii théng diép cda doanh nghiép thudng gap hai
loai cin trd sau.

Cong ching dang quan tdm dén mdt sy kién niace dé;

Khi cong chiing dang quan tim d&én mdt vin dé nio d6 thi thong
diép ctia doanh nghi¢p trong mdt chudng trinh quan hé céng ching
it nhiéu s& bi dnh hudng.

Thi du néu chign dich quan h& cdng chiing cta doanh nghiép nhim dén dai
tugng cdng ching ia nam gidi va dién ra vao thii gian dang thi dau World Cup
thi théng diép dé it nhiéu bj anh hubing. Tugng ty khi su ¢ toa nha 1TC by
chdy thi subt 2 tudn lién théng tin trdn ngdp trén bao dai ndi vé sy ¢§ dg, ban
vé kha ning bdo chay & nhiing cao &c, khu thuong mai khac va kha nang chifa
chay. Moi ngudi subt ngay ban tan vé su cd do. S& khéng may cho al thuc
hién chign dich quan hé céng ching vao ding thdi diém nay.

Tuy nhign doanh nghigp cé thé Igi dung nhing sy kign nay dé bao chi dua tin.
N&u doanh nghiép gia cong lam béng cho World Cup thi qua ta co hdi cho
doanh nghigp ndi vé san pham clia minh. Hodc néu doanh nghiép clia ban sén
xudt va kinh doanh hé théng bdo chay thi vy chay tda nha 1TC chinh 1a cg hdi
d€ doanh nghiép gidi thiéu sin phdm bdo chdy.

D01 thd canh tranh dang thyc hién mdt chudng trinh quan hé cong
ching;

Trong trugng hgp dé thi théng diép ctia doanh nghiép clia ban va
461 thi canh tranh sé déu bi 4nh hudng. N€u chudng trinh quan
hé c¢ong chiing clia doanh nghiép cla ban sdng tao vi thuy&t phuc
cbng chdng hon thi doanh nghiép cila ban s& 14 ngudi chi€n thing.

Doanh nghiép ciia ban tung ra thi truting san phdm bia tugi dong chai. Céng
ching rat nghi ngd diéu nay bdi vi tir truc t6i nay ho chua bao gi& nghe thay
bia tuoi déng chai. Trong khi do nhigu bao dang lién tyc cdc bai phan tich cho
réng chi ¢o bia rét ra t may thi mdi 13 bia tugi d&m bao chat Wong. Doanh
nghiép ciia ban ¢hi ¢6 thé thing dudc céc dai thi néu chuong trinh quan hé
cbng ching ctia ban phai ching minh cho ¢dng chiing thiy bia tudi ¢ling co
thé dong chai dugc.
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3.6 Pdnh gid két qua

Chudng trinh quan hé cdng chiing thudng khéng mang lai két qud
trye ti€p va tic thdt cho doanh nghiép cda ban nhy cdc chudng
trinh quing ¢do va khuyéch truong sin phim. Chudng trinh quan
hé c6ng chiing lam thay d6i nhin thic va thdi d§ cda cdng ching
d&i véi doanh nghiép, nhung khéng c¢6 nghia 1a ¢éng ching sé dé
x0 di mua sén phim cda doanh nghigp ngay, ma cé thé trong tuong
fai ho sé mua. Chinh vi viy, ddnh gid k€t qud cda chudng trinh
guan hé cdng ching khé hon rd't nhi¢u so vdi cdc chudng trinh
qudng cdo hay khuyé&ch trudng sin phim.

Tuy nhién, khi két thic chudng trinh ban nén ddnh gid k&t qua so
véi muc tiéu dé ra. D81 v6i nhiing chudng trinh quan hé cong chiing
I6n, ngudi ta thudng dinh gid dua trén nhin thifc cong ching trudc
vd sau chudng trinh. Mudn viy ngudi ta phdi 1am nghién ciu khdo
sdt trude va sau thi mai ¢6 thé ddnh gid mdt cdch khdch quan va
todn dién dudc.

Thong thudng, cic chuong trinh quan hé cbng ching dugc ddanh
gia dya irén mot s6 tiéu chi sau:

m Cdc tiéu chi ddnh gid dinh lugng:
» S8 ngudi tham du (budi 1&, su kién);

» SO ngudi bi€t dén hoat ddng d6 (qua phdt & rdi, qudng cdo tén
hao, truyén hinh);

» S& bai bio, kénh truyén hinh dua tin.
a (dc tiéu chi dinh gid dinh tinh:

« Mudc dd hudng ung clia ngudi tham dy (vd tay, thai d6 tham gia,
LTI

» Thii d§ ctia cOng ching (thd ¢, quan tAm, Gng hd, v.v...);

= Mifc d6 quan trong cia bai bdo (ndi dung, vi tri ding bai, v.v...).
m (Cdc ti€u chi ddnh gid hiéu qud chi phi:

So sdnh vdi chi phif qudng cdo: chudng trinh quan hé céng ching

sé ¢ hiéu qud néu chi phi dé€ c¢6 duge nhitng bai bdo hay phéng

su truyén hinh thdp hon chi phi quing cdo cing dién tich va thdi
lugng phdt séng.



4.1

Lam the nao dé wic ding dén nhin thite clia cong ching ¥

Cong ty dién i Anh Sao gi6i thiéu ra thi trubing bép dién tU, mdt loai san
phdm khang gay 6 nhiém madi trwdng va ddm bao an toan cho ngudi st dung
hon so véi b&p ga va bép than. Day 1a mdt loai sén phim méi, chua ting xuat
hign trén thi trudng trude dy. Hau hét ngudi tiéu dung déu chua bigt dén bép B
dién tU. Trong ndm vira qua, cong ty da thuc hién mdt chuong trinh quan hé §
céng ching bao gdm rdt nhiéu hoat ddng nhim gilp ngudi tiéu dung hiéy "
duge nhiing uu thé cla bép dién tif so véi bép ga va bép than. Khi chuong
trinh k€t thic, cong ty 1am mot cudc didu tra bang phidu ciu héi. Ket qua diéu
tra cho thay 80% s0 nguti duge hoi déu tra 16i dang cac cau hoi v tinh nang
ndi bat cha bEp dign tr va cd 161 30% s8 ngudi duge hdi d3 mua va sii dung
bép dién tu.

Nhu viy ban dd tim hi€u cdc budc trong qui trinh x4y dyng va thyc
hién mdt chuong trinh quan hé céng ching. Budc guan trong nhit
13 fra chon cic kénh théng tin thich hop d€ chuyén tdi madt céch
cé higu qud théng diép ciia ban. D€ lam duge didu niy, ban cdn
phdi hi€u 16 vu phudc di€m cla tirng kénh théng tin va cdch thic
tié€n hinh sao cho ¢é hiéu qud.

Cac kénh thdng tin

Trong phin trudc, ching ta di dé cip t6i 4 kénh thdng tin chl y&u sau:
Phudng tién truyén théng dai chidng;

Su kién;

Tat liéu quan hé cdng ching;

Giao tiép cd nhin,

Trong phin nay, ching ta sé lin ludt xem xét vu nhude diém ciia

tiing kénh thong tin va cdch thdc tién hanh cdc hoat déng quan
hé cdng ching trong tirng kénh,

Phuong tién truyén théng dai ching

DPiy 13 kénh théng tin hifu hiéu nhi't n€u xét vé kha ning tiép
cin duge nhiéu ngudi tai nhiéu dia di€m khdc nhau. Tit cd cdc
hoat déng quan hé céng ching ma ban thuc hién can phdi tranh
thi kénh ndy, néu khéng cdc hoat ddng quan hé céng chiing sé
kém hiéu qud. D€ sit dung kénh théng tin nay, doanh nghiép
thudng thifc hi€n cdc hoat déng quan hé cédng chiing sau.
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4.1.1 Hop bdo

36

Hop bdo 12 budi hop mi khdch mai 1a bdo chi (gém dii truyén
hinh, dai phdt thanh, bdo viét, bdo dién tf). Tai didy ban sé théng
bdo mdt tin quan wong lién quan d€n doanh nghiép (khai trudng,
ddng thé, dbi tén, gidi thidu logo), d€n hoat dong kinh doanh (tung
ra san phim mdi), hay cdc hoat déng xd hdi ma doanh nghiép tham
gia (déng gdp cho quf hd irg ngudi nghéo).

Chi khi niao doanh nghiép c¢6 mdt théng tin quan trong thi hop
bio mdi hiéu qud. Pdn gidn vi hop bdo cling ton thdi gian. Hon
nifa n€u tin khéng quan trong thi s&é khé thu hidt dude sy quan
tim cia bdo chi.

Thong tin quan trong 1a nhifng tin thuyc sy mdi mé thu hit dude sy
quan tdm cia bdo chi (vi ban doc cita bdo chi quan tim). Chifng
ahdn 1SO bay gidd khéng con 1a “ndéng” va ding d€ hop bdo. Tudng
v khai trudng mot phin xudng nhd ciing khd ma lam bao chi quan
tim. Nhing tin vé mot san phadm mdi, hay cdng nghé mdi gidp
gidi quy€t dude mét vin dé ndo dé nhu ha gid thanh {cho ngudi
thu nhip thap), han ch€ nhip khiu, ting ngoai t& xudt khiu, st
dung ngudn nguyén liéu bd di, st dung nhiéu lao déng, md ra mot
thi trudng mdi, v.v... chic chin sé& dugc bdo chi quan tim. Hay
ciing 13 khai trrdgng mdt phian xudng, nhung néu st dung nhin luc
1a nhitng ngudi “hdu cai nghién” thi chic chin ciing s& dudc bdo
chi dua tin nhiéu vi ddy 14 chuong trinh dugc thanh phd quan tAm.
Tit nhién lic d6 ban phdi “xody” siu vio diém nay.

Lim thé ndo dé& cé dugc mdt cudc hop bde cé hiéu qua. Ban hiy
doc tink hudng dudi day.

Chiéu thi? hai tudn trusc, cong ty Nam An d3 t8 chie cude hop béo gidi thidu
sdn phdm mdi. Bay 1a 14n dau tién cong ty t§ chire hop bao, han giam doc rat
lo 1dng cho nén d3 mdi dai dién cla tat ¢& cdc phong ban trong céng ty tham
dy. Cudc hop bao dién ra gan hai tiEng déng hé. Trude h&t dng gidm ddc trinh
bay vé ¥ fudng hinh thanh san phdm mi trong 30 phit. Sau do 13 bai thuyét
trinh gdn mdt tigng cla 6ng trudng phong k¥ thudt vé cac dic tinh va thong
s6 ky thuat cua san pham moi. Sau mdt gid déng hd hop bao, hon mdt nia s6
nha bao va phong vign da bd ra v&. Tdi phdn hdi va tr I5i, dai dién cla cac
phong ban tranh nhau tra 16i ¢du hoi clia cac phéng visn. Cho nén khi két thae
cudc hop béo, chi cé khoang chuc clu hdi clia phong vién dugc tra 16i trong
khi rat nhigu cau héi chia phéng vién vAn chua dugc trd 18i. Sau cudc hop béo,



4l

Lém thé ndo d€ tde donyg dén nhin thite cia cing chiing?

chi ¢6 hai td bdo dua tin vén ven vai dong gidi thiéu cong ty Nam An vira dua
san pham mai ra thi trudng.

Thuc hanh 15 3 phit &

Theo ban tai sao cudc hop bdo clia cong ty Nam An khdng thinh
cong? ) |

.........................................................................................................
.........................................................................................................

Ban ¢6 thé nhian thiy ring cudc hop bdo clia cong ty Nam An da
khong dat dude muc dich. Tit nhién céng ty Nam An mong mudn
¢6 nhiéu bdo dua tin va dua tin mdt cach chi ti€t vii cu thé vé sin
phim mdi clia céng ty. Cude hop bdo cla céng ty cé thé sé hiéu
qud hdn néu thdi gian hop bio dude rit ngdn lai vi tip trung vio
ndi dung o1 16i. Thay vi nhiing bai thuy& rinh dai 1& thé cia dng
giam doc va ong trudng phong ky thuat, hop bio chi nén gidi thiéu
1om 131 nhirng dac diém ndi bat cda sdn phim mdi trong vong 15-
20 phit. Hop bdo nén d€ danh nhiéu thdi gian hon cho viéc tra
I cdc cAu hdi clia phiong vién. Cdc théng tin khdc it quan trong
(nhu y tudng hinh thinh sin phim mdi va cdc théng s6 k¥ thuit
cu thé ciia sdn phii"m) nén duge in thanh tai liéu va phdt cho cac
phéng vién. D€ trinh mit thdi gian va mat tip trung, hop bdo ciing
khéng nhdt thiét phdi c6 mat day dd dai dién cla cdc phong ban,
ma chi nén bao gdm nhifng ngudi chi chét va lién quan nhit.

Vi viy, d€ 18 chic mdt cude hop bio c¢é hiéu qud, ban nén lvu ¥:
Ban can phdi ¢6 nhitng muc tiéu va théng diép cy thé. Cang nhiéu
thong diép sé 1am thong tin dan trdi. khong tdp trung, ddn dén viéc
dua tin khéng theo mong mudn. Nhiéu trudng hdp cude hop bao

sé bi lac dé.

Ban nén chuéin bj trude thdng tin cho bdo chi, Ban khang thé dua
vao viéc bdo chi ty ghi lai bdi 1€ kha ning sai sét rdt 1dn. Vi vay
nhing théng tin ma ban mudn néi thi nén viét ra cu thé. Nhing
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théng tin nay thudng ndm trong tip tai lidu dianh cho bdo chi bao
gdm théng cdo bao chi, bai phit biéu, théng tin hd trd thém (tinh
ning sin phdm, k¥ thudt méi, v.v...), hinh 4nh di kéem (sin phim,
toan cdnh nha mdy, diy chuyén, v.v...).

Ban nén ldp danh sdch va chi m&i nhitng phdng vién, & bdo, tap
chi, dai phd hgp vdi ndi dung clia cudc hop bdo.

Chudng trinh hgp bdo nén tdp trung va c6 dong. Trinh vong vo
bdi bdo chi rit bian rdn. Nén bé qua nhitng bai phdt biéu dii dong,
di thing vio vin dé c¢in néi.

Ban nén chudn bi trude nhifng clu hdi lién quan ma bdo chi ¢
thé hdi, dic biét 13 nhitng ciu hdéi héc bia nhit. Chi ¢é th& thi ban
mdi ty tin khi di€u hanh cudc hop bdo.

Ban nén han ch& s& ngudi ngdi trén ban chi toa. Cang nhidu ngudi,
cang ric rdi. Mot hodc hai ngudi 1a dd. Nhiéu nhit 1 b6n ngudi.
Khi dé ban nén hop trudc vdi nhifng ngudi nay va phin cdng cu
th€ ai s& tra 13i nhitng van d& nao néu dude phéng vién héi.

Théng cdo bdo chi

Théng cdo bdo chi la tai lidu danh ri€ng cho gidi bdo chi. Khi lam
vigéc mdt cich chinh thifc vdi bdo chi (hop bdo, mdi tham du su
kién, gdi tai lieu) ban cin phdi chufn bi thdng cdo bao chi nhim
cung cip nhirng théng tin cin thiél cho ho. N&u ban khéng viét ra
ma chi néi thi théng tin thudng sai 1&ch nhy tén sai (sin phim, tén
ngudi), sO sai (ndm thanh lap, vén ddu w) hodc thim & han ia ho
hidu sai théng diép ma ban mudén truyén tai.

Khdng phdi thong cdo bdo chi ndo ciing ¢ thé duge bdo chi chii
y. Ban c6 th€ hinh dung ring hing ngdy tda scan bdo chi nhin
dugce hang chuc hay hing trim thdong cdo bdo chi t rit nhi€u cdng
ty. Bdo chi khéng th& ding tdi tdt c& ma ho chi ¢6 thé ding céc
tin thu hidt dude sy quan tim cia doc gia.



Léim thé nao dé tac ding dén nhdn thiic cia cing ching?

Thuc hanh 16 4 phit

£ l Ban hidy doc thong cdo bdo chi dudi diy va cho bigt liéu ring n6 c6
thu hit dudc sy quan tim cha gidi bdo chi hay khong? Tai sao? B

Ngay 5/6/200X
Théng cdo bao chi

LUONG CUA CONG NHAN TANG NHO
AP DUNG CONG NGHE SAN XUAT MO

Ngay 2/1/200X céng ty Ddi Mai nhap vé mot day chuyén san xut hién dai
sau 1 nim dam phén véi nha cung cap. B8 |dp dat day chuyén nay cong ty
da phai thué mot doi ngd chuyén gia ky thuat cla nubc ngoai. Viéc 1&p dat
dugc hoan tat trong 1 thang. Khi van hanh thir, ddy chuyén hoat dong tot va
khong xay ra si ¢ ndo. Do Idp dit ddy chuyén mdi cho nén mdt s6 cong
nhan da dugc cif di dao tao. Sau khi duge dao tao xong va trd vé cong ty,
nhitng cdng nhin nay da dao tao lai cho s& ¢ng nhan con lai. Do vay, toan
bd cbng nhdn da khdng bd ngd va khé khdn khi van hanh day chuyén san
xudt mdi. Diéu nay da gilp cho cbng ty khéng bi ton nhiéu chi phi do Iam sai
hay lam hong, chuyén thudng xay ra khi ¢dng ty st dung day chuyén san
xudt mai. Hon nita, day chuyén san xuit méi da 1am tang ndng suat lao ddng
clia ngudii cong nhan. K&t qua |4 sdn phdm dugc sn xudt ra vdi chat lugng
cao hon trudc va thu nhap cla nguai cdng nhin cing ting Ién.

.........................................................................................................
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Ban c¢é thé nhin thiy ring s& ching ¢ mdt tda soan bio nao quan
tim dén thong cdo bdo chi rén bdi vi ho ching hiéu né nhim cung
cip thong tin gi. Thong cdo bdo chi trén chifa qua nhiéu théng tin,
va duge sip x€p 16n xon. Poc xong, ban phin vin khéng hifu
thong cdo bao chi trén mudn ndi v€ chuyén gi: Hp dit day chuyén
sdn xudt mdi, ddo tao céng nhin, ning sudt lac ddng ting hay ludng
cia céng nhidn ting?

P& thu hiit dugc su quan tim ciia bdo chi thi thdng cdo bdo chi
nén ddp ng cdc tiéun chi sau:

Kich thich sy td mo. Trudc tién tya cita thdng cio bdo chi phdi
g2di ngay cho ho sy t6 mo, ching han nhu “Lin ddu tién gidi
thiéu...”, “Lén nhdt tf wrudc dén nay...”, “Céng nghé mdi...”,
“Ting ngoai té& tir xuit khdu...”

Trinh bay ngdn gon. Thong cdo bio chi phdi nhan manh duge v
cin néi hon ta k€ 1€ dai dong ma ching cé lién quan gi.

Tédp trung vao chi dé. Ban dirng tham lam dua qué nhiéu thdong
tin d€ trdnh sau khi doc xong phéng vién phdi bin khodn: “Bii
ndy ndi cdi gi nhi? Ho néi vé€ sin phim mdi hay 13 ho bdo cdo
kinh doanh 6 thing diu nim?” N&u néi vé sin phim thi cling
khéng di d€ dang. Vi n&u néi vé hoat dong kinh doanh 6 thing
ddu nam thi cang khéng c¢é 1y do gi dé ding. Pon gidn vi nhing
théng tin ndy s& khéng 1am ban doc cda ho quan tim (trdr khi ban
13 nhitng céng ty niém y&t trén thi trudng ching khodn).

Néu bit ¥ quan trong. P€ hip din bdo chi, ban nén dua ¥ quan
trong 1én trudc (tidu dé), sau dé mdi dién gidi. Ban khong phai 12
nha vin viét truyén mi phdi gidu k€t cuc phia dudi. Ngudi doc sé
khdng cé th&i gian d€ tim két cuc clia caun chuyén. Thi du mét
thdng cdo bdo chi c6 tiéu dé nhu sau: “Colgate gidi thiéu chuong
trinh chim séc ring miéng cong ddng vdi ngin sdch 2 ti”. Con s8&
2 i s& rit thuy&t phuc. Sau d6 ban mdéi néi d€n 2 ¢ ding vio viéc
gi, 8 ddu, cho ai, khi nao, Ngodi ra ban c6 thé cung cip th&m mdt
s& théng tin lién quan nhu doanh nghiép di chuidn bi cho hoat déng
nidy nhu thé ndo. bao nhiéu ngudi dude hudng Igi, v.v... N&u ban
tham lam néi qua nhiéu vé sdn pham thi sé 1am lodng théng diép
“trich nhiém xd hdi” ma ban cin chuyé”n 131,



Land thé nao dé 1o ding dén nhdan e cia vdng ching?

4.1.3 Mdi tham du sy kign

4.14

Trong nhiéu trudng hop, théng tin khdng di 16n dé hop bdo thi
ban c6 thé mdi bdo chi tham du sy kién ma ban 18 chifc. C6 thé
13 1& gidi thiéu sdn phim mdi (cho dai 1y, 1& chitng nhin ching
chi 1SO, v.v.). hay cudc hop mat khach hing, v.v... Tl nhién trong
trudng hgp nay sé khong c¢é chudng trinh hoi ddp danh riéng cho
bdo chi, nhung ban nén chudn bi tai liéu riéng (c6 thé 13 théng
cdo bdo chi} cho cdc phéng vién.

Tuy nhién, néu nhitng van dé chuyén tdi trong budi 1& hoidc cude
hop m3 mang tinh chit “nhay cdm” thi t3t nhat 13 ban khdng nén
mdi phéng vién tham dy. Thi du nhu cudc hop mat véi khdch hang
dé cip dén chinh sdich bian hang mdi nhv phudng thifc thanh todn,
chiét khiu, dit hang, v.v... Trong nhitng budi nhu thé€ niy, dai 1y
thudng c¢é nhitng phdn hdi, chi trich, khi€u nai v.v... Vi dudng nhién
la céng ching khéng nén biét nhitng diéu niy.

Cdc nguyén tic khi lam viéc véi bdo chi

M&t s6 doanh nghiép cdm thiy sg khi dudc bdo chi ti€p cin, khdng
bi€t gidi bio chi s& “moi méc” diéu gi & doanh nghiép. Mt s& khdc
di chl dong tiép ciin bio chi nhung lai khéng tao dugce long tin cho
gidi bdo chi. D& xay dung duge méi quan hé (5t dep giifa doanh
nghiép cla ban vdi gidi bdo chi, ban nén:

Trung thyc: D6 13 diéu kién tién quyé&t khi xiy dung mdi quan hé
ldu dai v&i bdo chi.

Thang thin: Pirng néi vong vo ma hiy thing thin tir chdi nhitng
théng tin ma doanh nghiép khéng thé cung cip, ching han nhu
“Chinh sdch clia cdng ty ching i khdng cho phép ti€t 16 doanh
s& vd ngin sdch G€p thi” Tuy nhién, khi khdng thé tryc 1€p trd
133 thi ban ¢6 thé 1am ho hai long v&i nhitng cAu dai loai nhu: “Hién
nay chiing t6i chura c¢6 con sd cu thé vé ngin sich danh cho chién
dich ti€p thi ndy, bao gdm quing cdo trén TV, bdo, the chio hing,
khuyén mii, qua ting, v.v... Thé nhung t6i ¢6 thé néi ngin sdch
lin pav 18n nhat tr trude dén nay™.

Théng tin phii dugc vi€'t ra khi truyén dat cho bdo chi, han ché
t61 da viéc cung cip thong tin qua dién thoai. Piéu nay giip doanh
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nghiép tranh duge su sai léch théng tin. N&u khong, trong nhiéu
trudng hgp ban sé khé ludng dude hdu qua xdy ra.

Hiay ¢d thuyét phuc phéng vién bing chd't lugng théng tin ma
doanh nghiép cung cdp hodc y wdng bai vi€t hon 1a dua vio mdi
quan hé. Quan hé 6t chi 1a budce khdi diu. Phéng vién ciing cin c6
thong tin hip din, mdt bai viét hay cho déc gid cda ho,

Kénh thong tin ti€p theo 1a té chic su kién.

4.2 Su kign

42

So vdi cdc kénh théng tin khic, su kién hién dang dugce khai thac
nhiéu nhit ¢ Viét Nam, bdi vi né gitip cho doanh nghiép ti€p cin
va tdc dong trye 1i€p d61 wigng nhim dén. Tuy nhién sy kién chi
gitip doanh nghiép ti€p cin tdi mbt s& lugng cOng ching rat han
ch&, cho nén xét vé hiéu qua chi phi thi sy kién t6n kém hon so
vdi cdc kénh thong tin khdc.

Su kién co thé la:

Hoi thao;

L& gidi thiéu sdn phim mdi;

L& khai truong, dong thé;

Lé ky niém thinh 14p cong ty;
Chuong trinh tham quan nha mdy;
Chuong trinh ca nhac tai trg;
Chudng trinh thé thao i trd;
V.v...

Thuc hanh 17 5 phit &

Gid st doanh aghiép. cia ban dy dinh gidi thiéu sin phim bt

gidt mdi ¢6 tinh nang tdy sach hon cdc loai bot gidt thong thudng

trén thi trudng. Ngodi viéc quing cdo trén truyén hinh va bdo
chi, doanh nghiép cia ban cdn muén t6 chife sy kién gidi thiéu
loai b4t glit mdi nay. Ban dudc giao trdch nhiém tim ra ¥ wdng
t6 chitc st kién ndy sao cho gdy an wrgng d6i v4i ngudi tiéu ding



Lam thé nao d€ tdc dényg dén nhdn ke ciia e6ng chiing !

vé logi sin phim ndy. Ban hiy suy nghi rong 5 phiit va dufa ra § tidng
cia ban. ' :

.........................................................................................................

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................

Cé6 thé ban dua ra nhitng ¥ wdng rit sing tao ma r trude dén nay
chua ¢6 mdt ¢céng ty nio 4p dung. Nhung vé nguyén tdc, y wéng
ciia ban phdi ddp Wng dugc ba yéu ciu sau:

m DE 18 chitc mot sy kién, thi trude hét ban cin phdi xdc dinh duge
chii dé ctia sy kién. D€ thu hiit dude sy quan tim cla cong chiing,
chd dé su kién phdi mang tinh déc ddo vd khdc vdi chi dé ciia
cic sy kién di dudc t6 chirfc. Ban ciing nén trdnh 14y tén chi dé
su kién m6t cdch chung chung va don diéu. Néu doanh nghiép 10
chitc su kién d€ gidi thiéu sdn phim bdt gidt mdi, ma ban 1dy tén
cho chii dé& sy kién 12 “I& ra mit san phim bot giat mdi chit lugng
cao” thi ¢6 thé chdng ai quan tim dén sy kién clda doanh nghiép
cd. Nhung né€u ban 1dy tén chi dé 13 “giif lai mau tring wdi hoc
trd” thi ¢ thé thu hit dude sy quan tim cia moi ngudi,

m Sau khi xdc dinh dugc chd dé, ban hiy suy nghi cdch thiic td chife
sy kién nhu thé nao d€ lam ndi bat chid dé. Vin vdi vi du trén,
néu ban td chitc mdt budi trung bay va thuyé&t trinh vé nhitng tinh
ning ctia sdn phim bdt gidt mdi thi khé thuyét phuc nhitng ngudi
tham gia tin vio nhifng & ban ndéi. Nhung néu ban 18 chitc mét
hoat ddng ti thién quyén gép cdc bd quin 4o hoc sinh ci, gidt
sach va phian phdt cho cdc em hoc sinh ¢ nhiing vang khé khan
thi s& thu hdt duge nhiéu ngudi tham gia,

m Cudi cling 1a ban ¢in phdi gin hoat djng sy kién vdi hinh dnh cda
doanh nghiép hay sian phim cia ban. Ban t chifc mdt ngay hi
quyén gép quin 4o cil va cung cip sin phim bt giat méi dé giat
sach cdc bd quan do hoc sinh cii, sao cho that tring sach va thom
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tho nhu méi khi ching dudc chuyén 1di tay cic em hoc sinh. Nhu
vily, moi ngudi s& cé &n wong ring san phdm bt giat méi ciia doanh
nghiép ¢6 thé 1am cho cdc b quin 4o ¢l rd nén sach v méi.

DE 18 chue mdt sy Kién ¢6 hidu qua. ban nén chi ¥:

a Sy kién khdng phdi don thuin gap mat, &n udng, gidi tri. Cot 16i
cua sy kién 1a truyén dat thong tin. Ban phai 1am sac dé khi két
thic sy kién ngudi tham dy ¢on nhd téi thong diép ma ban mudn
chuyén tai. Thi du nhu trong sy kién gidi thiéu mdy giit 6ng ngang
Intellowasher ciia LG, dii t8 chdc nhir thé nao nhung cudi cing
LG phdi !am khdch mdi nhé dén “siéu bén, siéu ém”, thé hién
tinh wu viét clia loai mdy nay.

= M&i m6t su kién cin phdi c6 théng diép cu th€. Cang nhidu thong
diép thi thong tin s& cing din trdi vd thi€u tinh thuyét phuc. Thi
du théng diép ciia budi gidi thiéu bin cAu mdi American Standard
13 “cao hon, tring hon, thodi mdi hon” thi toan bd hoat déng cida
bu8i gidi thiéu phdi tdp trung chirng minh 3 diém dé.

m Mudn théng diép dudc nhé thi ban phii nhdc di nhiic lai théng digp
d6 mot cdch nhi't quan tr ddu dén cudi. Thong diép c6 thé duge
th€ hién qua hinh 4nh, phéng sin khiu, bang rén treo, qua ting,
san pham trung bay, thim chi 14 nhitng i€t muc giai trf nhy mua, o
thuit, trd chdi, v.v. . Thong diép cling cé thé dugc thé hién qua 18i
nhu tén goi sy kién, bai phit bifu, bai thuy€t trinh, tai liéu, v.v. ..

m So vJi cdc hoat ddng quan hé céng ching khdc, wu thé 1dn nhit
ctia sy kién 1a né cho phép ban minh hoa tryc ti€p théng diép ma
ban muén chuyén tdi tdi d&i tugng. Cho nén 8 chite sy kién sé&
khéng c¢6 hiéu qui néu ban chi ddn thudn néi ring doanh nghiép
cia ban bdo vé moi trudng hay cdi ti€n ky thuit. D€ khai thic (i
da hiéu qud cida sy kién, ban cin phdi thé hién nhiing thong diép
dé mét cich cy th&, ching han nhu 161 cuén moi ngudi tham gia
vao cdc trd choi bdo vé méi trudng hoic khdm phd nhifng cii tién
k¥ thudt. C6 nhu viy, ho mdi tin vA ghi nhg théng diép cla ban.

Kénh théng tin thi ba 14 tai li€u quan hé cdng ching.

4.3 Tai ligu quan hé cGng chung

Tii liéu quan hé cdng chiing cé the 13 tai lidu viét hodc tai lidu
hinh dnh (phim ty gidi thi¢u). So véi sy kién, tii liéu quan hé cong



4.3.1

L thé nio d€ tie ding dén nhdn thite cia céng ching?

ching sé gitip ban gidi thich can ké va chinh xdc hdn nd1 dung
cin chuyén tdi va déi trgng c6 thé tham khdo & moi lic moi ndi.

Ban tin cong ty

Trude diy ban tin thudng chi dude lvu hinh ndi bd trong doanh
nghiép nhim tao ra mot kénh thong tin chinh thite tr ban giam déc
dén nhin vién, giip moi ngudi bi€t hudng phdl tri€n cia doanh
nghiép, tao sy hi€u bi€t gita cdc thinh vién trong doanh nghiép
dic biét 1a & nhi'ng doanh nghiép cé nhiéu nhin vién véi nhiéu
chi nhdanh hay vin phong 4 nhiéu ndgi.

Ngiy nay. ban tin khéng chi duge st dung & pham vi néi bg. ma
con duge si dung nhy modt céng cu hd trg cho hoat déng market-
ing cia doanh nghiép, Ban tin ¢6 thé ding d& truyén dat théng tin
véi cdc ddi twgng cong ching bén ngoii nhu khdch hang (cdng
ty), dai ly, cdc chuyén gia trong nginh va cdc déi tdc khdc cla
doanh nghiép. N6i dung bao gém nhitng thinh céng cla cong Ly
(thing thiu nhitng dv dn ndo. dudc chon tham gia thuc hién cdng
trinh ndo...). ldp dit didy chuyén mdi, két qua chudng trinh khuyén
mii, cdc hoat dong ti€p thi vifa qua, dio tao nhin vién, v.v... Ban
¢6 thé thiy bin tin clia céng ty Vilube thudng dudc dinh kém vdi
Thai bao Kinh € Sai Gon 1A mdt vi du cho viéc s dung bdn tin
cdng ty nhu mdt cdng cu marketing.

Thuc hanh 18 3 phiit &

Trong thdi dai théng tin bing nd nhy hién nay, hing ngay ban c6 thé
nhéin dugc bin tin cdng ty cilia rit nhiéu doanh nghiép. Ban khong cé
dii thei gian A€ doc hél cdc ban tin cho nén ban s& hwa chon mét s6
béin tin d€ doc. Theo ban, mdt bén {in nhu the nao thi s& thu hidt duge
su quan tim cha ban?

.........................................................................................................
.........................................................................................................

.........................................................................................................




Lam thé nao dé tie ding dén nhdn thiece ciia ¢dng ching ?

Trude hét. dé thu hit dude su quan tim cda ngudi doe, bdn tin
khong nén dar qud. Ban nén nhd rang ban tin chi nham muc dich
cap nhap théng tin vé doanh nghiép, chi khéng phdi Ja mét cuén
truy@n hodc mét cudn sich gido khoa. Bin tin phdi dudc trinh bay
mét cach hap din (mau sic. phong chir, b cuc) dé bt midt" ngudi
doc vé hinh thitc. Tuy nhién diéu quan trong nhit 12 ndi dung cia
ban tin. Liéu ndi dung cla bdn tin ¢6 1ién quan va mang lai 13i ich
gi cho ngudi doc hay khong? Cac d6i twwgng khdc ngoai khich hang
s& khong hé quan tim dén bin tin cia doanh nghiép né€u ndi dung
ciia bdn tin chi tap trung vdo viéc gidi thiéu cdc dic tinh cda sdn
phim mdi. D€ winh diéu nay, ban phdi nim rd ai s& 12 d&i wong
ma bdn tin ciia doanh nghiép nhim tdi.

C6 nhiéu ngudi cho ring kié khan 16n nhit 1a lam thé nio dé tim
ra n6i dung cho bdn tin. Nhiéu khi. bdn tin céng ty khéng dudge
phat hinh ding thdi gian dy ki€n bdi Vi ngudi ta ching tim thdy
diéu gi ddng d€ ding I&n ban tin! Thit ra, néu ban chiu khé quan
sat va d€ ¥ thi ban sé tim thiy rit nhiéu chuyén ding néi.

Thuc hanh 19 5 phit &

Gid sif cong ty clia ban sdp phat hanh bin tin cong ty. Ban hiy danh

5 phiit d€ suy nghi xem: gdn diy trong by phin hay trong doanh

nghiép ciia ban ¢6 diéu gi ¢6 thé dang 1én ban tin khong?

.........................................................................................................

.........................................................................................................

Né&u ban danh chit thdi gian d€ quan sdt, ban sé& nhéin thiy c6 ril
nhiéu chuyén di va dang x4y ra trong doanh nghiép ciia ban déng
d€ néi. Ching han nhu cdc ciu chuyén vé:

Sin phim: doanh nghiep vifa ché tao ra sin phim mdi, cdi ti€n
sin phaAm cii, dwa ra miu mi mdi, v.v...

® Tinh hinh c6ng ty: doanh nghiép mdi sdt nhap hodc mua lai céng
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ty khdac, hay md réng chi nhdnh, v.v...



4.3.2

Lam thé néo 48 tde ding dén rhdn thie clia cdng ching?

Céc sy kién: doanh nghiép & chitc cdc sy kién nhu tham gia hoi
chg trién [im, t8 chite hdi nghi khdch hing, hop bdo, v.v...

Hoat ddng nghién citu va phdt tri€n: doanh nghiép dp dung cdng
nghé méi, cdi tién k¥ thuit sdn xudt, cdc phdt minh sing ché, v.v...

Khdch hang: doanh nghiép thuc hién cdc heat ddng nghién citu
thi trudng, kinh nghiém ctia khdch hing trong viéc st dung cdc
san phim cda doanh nghiép, v.v...

Nhin sy: doanh nghiép thay d&i ¢d ciu nhin sy, thing chifc, tuyén
dung, khen thuéng, v.v...

Ki€m sodt chat lugng: cdc phudng phdp kiém sodt chat lugng ma
doanh nghiép dang 4ap dung, cdc sdng ki€n cdi tién chit lugng, céc
ching nhin chil lugng, v.v...

Cdc hoat ddng xa hdi: doanh nghiép di tham gia cdc hoat ddng
gdy qui, cdc chudng trinh hoc béng, cdc chudng trinh bio vé méi
trrudng, cidc chuong trinh bac t6n thién nhién hodc di sdn vin héa,
V.V

Vov...

Nhyv vay ¢6 rat nhiéu chuyén dé ban cé thé néi trong‘bﬁn tin cdng
ty. Bidu quan trong 1 ban ¢6 d€ (dm quan sit v nhanh nhay n{m
bdt ching hay khéng.

Brochure/to roi

Brochure v td roi ciing déu 12 nhifng tdi liéu néi vé mdt van dé
nio dé nhu vé& doanh nghiép (thanh lip, 16n chi hoat ddng, hoat
déng kinh doanh, ngudn lic, thanh cdng...), sin phim (gidi thidu
san phim mdi, tinh ning vd huéng din cdch sit dung sdn phim)
hay cdc hoat déng xd héi (cdc chudng trinh xd hoi doanh nghiép
dang thuc hién). Brochure thudng duge déng thinh cufn, chifa
dudc nhiéu théng tin, con td roi thi thudng 13 nhitng 3 riéng 1€
cung cdp thong tin vé mdt hodc hai vin dé.

Brochure hofic t3 rdi ¢6 thé dude glfi kém véi thdng cdo bio chi hoic
phin phdt cho ¢dc do1 wong tham gia hop bdo hodc su kign nhw nhitng
tai lieu tham khdo d€ gitp ho hi€u rd hon vé doanh nghiép.
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Lar thé nae de wic dong dén nhin thive cia cing cliinge?
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Muén tdc ddng ¢6 hidu qud d&€n ngudi doc thi nhitng ti liéu ndy
phdi cé mdt thdng diép 6 ring. Quan trong hon, chiing phii dugc
thi€t k& mot cdch sang tao. L1 viét (tiéu dé) phai thé hién khic
biét vdi nhing tai liéu cla cdc cdng ty khdc. Hiy tudng tugng 13
mdi ngay ban nhin dudc rit nhiéu brochure/td roi cia cdc cdng ty
khdc giri d&én. N&u chiing dugc thiél ké thi€u sing tao (nham chdn),
va in 4n cfu tha thi chic chin ban s& cho ching vao sot rdc!

Phim t gidi thigu

L&i néi khé ma dién td trung thue va sinh déng nhu hinh dnh. Hon
nia khéng phdi Iic ndo ban cling ¢é co hdi cho d6i tugng cdng
ching nhin thi'y tin mdt sdn pham, hoic d€n thim nha mdy, cd sd
sdn xuit cia doanh aghiép. Lic d6 mét phim 1y gidi thiéu 1a mdt
cong cy quan hé cdng ching hitu hiéu duge s dung trong nhifng
sy kién h6i nghi khich hang, gidi thidu sin phim mdi, budi dao

tao, huan luyén v.v... nhim ting tinh thuyét phuc (di d6i 1Wdng
cong ching ctia doanh nghiép.

D& phim t gidi thiéu hip din ngudi xem, diéu diu tién 13 né phdi
ngdn, trung binh tir 5-7 phat. Phim cing dai thi sé cang chin. So vdi
cde tai lieu quan hé cong ching khdc, th€ manh cia phim 13 hinh
dnh chd khong phadi 1a 15i binh nén ban phai chid y khai thic hi¢u
qud chuyén tdi théng diép qua hinh dnh. Ngoai ra ndi dung phim
phai tip trung vio nhifng vin dé& cy thé. Tham lam dua nhiéu thong
tin vao sé 1Am phim thi€u tip trung. Thi du phim néi vé dng dung
cong nghé mdi vao xiy dyng nhung ban lai c& dwa nhiu hinh 4nh
vé cdng ty, cdc hoat dong kinh doanh Khic, cdc hoat ddng tif thién.
Cudi cing ngudi xem khdng bi€t 13 ban mudn néi vé cdi gi.

Lam mot bd phim c6 nhiéu ¢dng doan, bit ddu tr vi€t kich bédn,
quay phim va dé€n khiu hiu k¥ (dung phim, 1dng ti€ng, 10ng nhac,
v.v...). Do viy ban nén tim hd trg tif cdc cong ty dich vy chuyén
nghiép d€ phim ty gidi thiéu hdp din ngudi xem.

Hoat dong quan hé céng ching cudi cung 13 sy chuyén tdi théng
diép 181 cong ching thong qua kénh giao ti€p cd nhin cia ngudi
chi hodc ngudi qudn Iy doanh nghiép.



Leom the ndo dé wde Jddne d6n nhén thite ofio odne chinge?

4.4 Giao tiép cd nhan

4.4.1

La mét ngudi chi hoidc mét ngudi quan 1y doanh nghiép, ban s¢
¢6 nhitu ¢d hdi cd nhan d€ truyén 1ai thong diép cda doanh nghiép
mot cdch ¢6 hiéu qud. D6 cé thé 12 nhitng 1an ban trd 13i phdng
viAn trong cdc cudc hop bdo hay tai hoi chd, phdt biéu trong cdc
cudc hdi thdo chuyén dé, hay néi chuyén véi cdc sinh vién sip
t6t nghiép trong budi giao lvu gifta sinh vién v doanh nghiép. v.v. ..

So vdi cdc kénh thdng tin, kénh giao ti€p cd nhin s& gilp ban 1i&p
xtc trife ti€p va gin giti vdi cong ching. Ban c6 thé gidi thich va
trd 19 nhitng méi quan tim c@a ho. Tuy nhién, n€u ban mudn gidi
thiéu doanh nghiép hodc sdn phim 18i dong ddo ngudi tiéu ding
thi cAc hoat dong giao ti€p cd nhin khé giiip ban dat dudc diéu ndy.

Trd 16i phéng van cta gidi bdo chi

Phéng vdn thudng dude thuc hién nhin mdt su kién ndo d6. D6
¢6 thé 13 dip ky niém 10 nam ngay thanh lap doanh nghiép, hoac
lién quan d4€n mét vin dé ndi cOm nhu “vu kién cd basa” mi doanh
nghiép clia ban dang xuil khiu mit hang niy sang thi trudng My,
hodc viée cong nhin dinh ¢ong, hay don gian chi [A “Pau nim xéng
dit doanh nghi¢p™. v.v...

Nhu viy sé ¢é rat nhiéu co hoi dé ban dugc phéng van bdi gidi
bdo chi. VA chdc ban ciing hi€u ring nhitng gi ban néi vdi gidi
bdo chi sé dugc dua 1&n bio hodc truyén hinh. Céng chiing s& doc
hoic xem va ho cé th€ ¢ nhitng 18i khen hoac ché doanh nghiép
cia ban. Chinh vi viy ban can phdi c¢é nhitng k¥ ning giao ti€p
t6t ciing v&i sy chudn bi k§ ludng cho cudc phdng van,

Ong Nam, giam déc cdng ty nhya Tan Tign vira budc ra khdi clia phong hop
sau gan 1 tiéng déng hé trd 15i phong van clia phéng vidn tif t3 bdo Vit Tin.
Ong Nam cam thay khdng vui bai vi duding phu anh phéng vién khéng nhiét
finh quan tdm d&n nhirng tai lidu va 131 gidi thidu clia 6ng Nam vé cong ty Tan
Tien. Ong d3 danh mot ngay dé chudn bi nhiing tal liéu nay. Anh ta chi héi
x0ay &ng vao nhiing van dé ¢d lign quan dén lao dong 6 doanh nghiép, ching
han nhu ch& dd lam viéc, quan hé gila cip quan Iy v3 nhan vién, v.v.. Bic
biét, anh ta ci héi di hdi lai 6ng vé vu dinh cdng cha cong nhan xay ra cach
day 2 tudn. Ong Nam cam thay chan ndn nén &ng chi trd 16i mot cdch &m &
cho qua chuyén.
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Lamt thé nio dé i deing dén nduie thnee Qe comy g

B@

Thuc hanh 20 3 phut %

Theo ban, nhitng nguyén nhin nao khi€n cho cudc phong vin trén
dién ra khong thanh cong?

.........................................................................................................
.......................................................................................................
.........................................................................................................

.........................................................................................................

Ban c6 thé nhin thiy ring trude h&t 6ng Nam khéng ndm dugce
muc dich ciia cudc phéng van. Ong Nam di khéng thim do trudc
xem ngudi phéng vién cin tim hi€u diéu gi. Do viy nhiing gi ma
ong Nam chuin bi déu khéng ding véi n6i dung ciia cudc phdng
vin. Hon nita, khi bi héi vé nhitng diéu nim ngoai su chudn bi
(vin dé lao dong). 6ng Nam di b&i roi va trd 181 mot cach qua loa
cho xong chuyén.

Do viy, d€ tri 18i phéng vin mét cach c6 hiéu qua ban nén luu y
cdc diéu sau day.

® Chudn bi phéng van:

= Tim hi€u cdu hoi: Tot nhit la ban nén yéu ciu phéng vién cho
bi€t nhifng ciu hoi dé ban chuin bi trudc cdu ud 18i. Trong mot
s6 trudng hdp ¢6 thé phdng vién chi ¢idn cdu trd 18i ma khong
cAn gip mat ban. N&u phéng vién khong muén cho ban ciu hoi
trude, ban ciing nén hdi o ndi dung budi phdng van xoay gquanh
vin dé gi, nhidn sy kién gi, dugc dang & trang ndo cda bio. Khi
dé ban ciing ¢6 thé dodn biét nhitng ciu hdi sé hudng vé nhilng
van dé gi d€ chudn bi.

= Chudn bj théng tin thém: Ban ¢6 thé chudn bi théng tin thém
lién quan. Ching han doanh nghiép dudc thinh 1ip khi nio, cé
bao nhiéu bd phin phong ban, quy mé sin xuit, s& ludng nhin



Lam the nio d€ tdc ddng dén nhdn thitc cia cdng ching?

vién, nhém sin phim, ty 1& ting trudng hang nim, v.v... Ban c6
thé glri k&m véi 8 rdi hodc brochure gidi thidéu cong ty hodc sin
phim (néu lién quan).

Chudn bi hinh dnh: N&u 14 phdng v&n thi dnh chup thudng |2
ngudi dugde phong van. Néu 12 bai phdng vin quan trong thi bdo
$& ¢ ngudi d&n chup dnh. N€u khéng thi phdéng vién ciing cé
thé diing dnh ban cung cdp. Ban nén cung cip vai bifc dnh cho
ho Iwa chon. C6 thé 13 bifc Anh ban diing canh logo ciia cong ty
hodc ding sau diy chuyén sdn xudt (tly vio thdng diép ma ban
mudn ndi). Anh phai theo kiéu bao chi (nghia 13 phai “that” va
mang tinh théng tin), chi khéng phdi ld Anh chup trong studio
duge “tit” mdt cdch cin than.

Chgn noi phong vin: Nén b8 tri phdng van & ndi trdnh sy di lai
cla ngudi khdc 1am mat tap trung. N&u phdng van cho chudng
trinh TV thi ¢6 th€ chon dia di€ém ghi hinh ngay tai “hién trudng”
nhu ddng rudng, cong truding, nhi mdy, hdi chdg, hdi tho, v.v...

m Trong qud trinh phéng vin:

St dung mdy ghi Am: Mot s6 phéng vién chudn bi mdy ghi dm.
Con phin 1én thi khong. Nén ban phdi trd 13i hét sitc 8 ring vi
diy 1a “bing ching” dudc st dung khi ban khi€u nai thdng tin sai.
Pi thing vao ciu héi, thdng diép ma ban mudn chuyén tai.

C& gdng nhiic di nhic lai théng diép ban muén néi. Khi dé ban
s& phin nao “l4i” dudc ngudi phdng vdn.

w XU ly nhitng cdu héi “héc bia”:

Nhifng ciu hdi ndy thudng 1ién quan dén cdc cube khing hodng.
Céc cin hdi s& xoay quanh vAn dé quyén Idi cila ngudi bi thiét hai
nhu dén bit ciia doanh nghiép d&i v8i cong nhin bi tai nan, xif ty
cla doanh nghiép ddi vdi ngudi cé “nip tring thudng” ma do in
nham, ngudi tiéu diing mua hang bi 151, v.v...

T6t nhat 1a ban phdi nghi t8i tdt cd nhitng ciu hdi ma phéng vién
¢4 thé héi. Vi chuén bi théng tin chi tiét d€ tra 13i cho ting ciu.
Sit dung nhifng t& “nhe ” dé diu bt vin dé nhay cdm. Thi du
nhy thay vi néi “sdn phdm héng” thi néi “sin phim c6 16i”, hoic
thay vi néi “sa thdi” nén néi “tdi ciu tric”.

51




Lém thé ndo dé wdc ding dén nhdin thute oita cong chuing?

» Néu nhitng khd khiin, rili ro ngoai mong mudn. Thi du khi dudc
hoi cong ty s€ 1lam gi vdi nhitng ¢éng nhin bi tai nan lao ddng, ban
¢6 thé bit dau Sy viéce dang ti€c xdy ra ngodi mong mudn cla
ching t8i, v.v...”

s Ludn bay té théng cdm vdi ngudi bi thiét hai va thién chi cda
doanh nghiép ludn vi 1di ich cla ho: “I.gi ich cOng nhin vi gia
dinh ho 13 dieu ching tdi dit 1&n hang dau. Chung t6i s& 1am hé&t
sitc minh d€ gidm thiu t8i da thiét hai cho ho”.

a Ludn dé cip dén nhuag diéu tdt, rude khi néi didu “khong
vui” va k€t tai bing diéu “vui”, nhung cling ding qud 1dng
vong, Thi du: “Mic db chiing t61 ludn dii1gi ich cia nhidn vién
1én hing didu nhung ching t8i budc phdi tdi cdu tric lai dé€ ¢6
th€ ton tai. Ching t6i cam két thuc hién didy dd cdc quy dinh
lién quan d&n ludt lao déng. Thim chi ching t6i dang lién hé
v8i mét s8 d6i tdc d€ ¢ thé ti€p nhin nhitng nhan vién nay”.

» Cho thiy ban ciling bi thiét hai d& tim ki€m sy théng cdm: “Ching
t6i khong cdn chon twa ndo khic 1a d€ mdt mdt s6 nhin vién rit cé
kinh nghiém, dudc dao tao bai bin nay. Pay 12 mdt tdn that I6n d6i
vdi cong ty bdi 1€ ching 161 di ddu tv cho ho rat nhid¢u.” Cau trd 131
niy tao théng cam (U phia ngudi phdng vin vi doanh nghiép cia
ban ciing phdi chiu thiét hai.

4.4.2 Phat biéu trudc céng ching

Nhirng bai phat bi€u ciia ban trong cudc hdi thdo chuyén dé, héi
nghi khdch hing, khai trudng mdt chi nhdnh hodc gian hang cia
deanh nghiép, giao lun gifa doanh nghi€p vi cdng ching, v.v...
chinh 13 nhitng c¢d hdéi d€ ban truyén tii hinh 4nh cda doanh nghié¢p
hodc sdn phim tdi d8} tugng céng ching. N&u nhyv bai phdt biéu
vi cdch thitc thé hién ciia ban thu hit duge céng ching, ban sé&
lam cho cdng chiing tin nhiém ban. VA di€u ndy cé nghia 13 ban
di tao dudc mdt hinh dnh cé uy tin cho doanh nghiép cia ban ddi
vdi cong chiing.



Lam thé néo d6 tde déng dén nhin thite ciia céng chiing ?

» Tim ki&€m cdc cd h$i phat bi€u trude céng ching

Ngodi cdc cudce héi thdo, hdi nghi hodce sy kién do chinh doanh
nghiép cia ban t& chic hodc 1ai trg, ban nén tim ki€m cic cd hdi
khic d€ phdt biéu trudc c¢dng ching, Ban cin phdi ludn nghe ngéng
xem nhing sy ki€n ndo c¢é lién quan dén Iinh vuc hoat ddng cia
doanh nghiép sé duge t3 chifc trong tudn tdi hoic thing 181 d€ tim
co héi tham gia va phdt bi€u. PS cé thé 12 mdt cude trién lam,
mdt cudc hdi thio, mét ngdy hdi viée lam, v.v...

m Chuén bj bai phat biéu

Ti't nhién, muc tiéu phdt bi€u trudc cong ching cda ban 13 Jam
cho ho hi€u vé doanh nghiép va sdn phim clia ban vi cudi cling
14 ho mua sdn phadm cda doanh nghiép, chi khéng phdi 13 ban
mudn thuy€t gido ngudi nghe hodc ban mudn trd thinh mét ngudi
thuy&t trinh chuyén nghiép. Do vy, ban hiy lva chon chi dé phdt
bi€u c6 lién quan dén doanh nghiép vi sin phim clia ban nhung
phii khéo 1éo d€ thu hit dugc sy quan tim cla cdng ching. Vi
du nhv doanh nghiép ban sin xudt hé théng bdo chdy w ddng,
ban nén dat tén chd dé 1A “lam thé nao dé phdt hién chdy sdm”
thi s& hdp ddn hon 13 “gidi thiéu thi€l bi bdo chdy”.

Ngudi nghe chi thyc sy quan tAim d€n bii phdt bi€u clia ban néu
ho tim thi'y nhitng diéu bé ich cho chinh ho. Cho nén ban cin phai
tim hi€u ngudi nghe ciia ban 13 ai vad ho dang mong mudn hay quan
tdim d&€n diéu gi. Ban cang hi€u ho bao nhidu thi ndi dung phat
biéu cla ban & cang thu hit dugc ho.

» Trong lic phit biéu

Ban c¢6 ndi dung phat bi€u rdt hay nhung néu céich thic phat bidu
clia ban budn chan va té nhat thi cudi ciing ngudi nghe ciing ching
bi&t 12 ban néi vé diéu gi. Ho khéng mudn nghe ban thuyét gido
hoic k€ 1€ dai dong ma he mudn duge néi chuyén trong mot biu
khong khi vui vé va thodi mdi. VAy thi khi phdt biéu ban phdi lam
cho ho cdm thdy thodi mai bing nhitng 181 ndi va cd chi thin thién
va thinh thodng xen cdc ciu chuyén hai hude vao ndi dung phit
bi€u ctia ban. Ban ¢6 thé€ 16i cudn sy tham gia cda ho bang cich
dat ra cdc cdu hoi,

A
-
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Thuc hanh 21 3 phut Z

Anh Hoang, giam dc cong ty ché bign thuc phdm BS DuBng vifa két thic bai
phat biéu trong hi nghj khach hang do céng ty t6 chilc. Anh cam thay hai
[ong vi da lam cho khang khi clia phong hdi nghj vui v& hin len nhd céch néi,
cif chi va nhilng cu chuy@n hai hufic cita anh. Tuy nhién, trong gid nghl gidi
lao anh tinh ¢ nghe thay cau chuyén gila hai khach hang nhy sau:

“Chi thdy ong gidm ddc cong ty phat biéu hay khong? T6i thdy nhiing cau
chuyén va cich néi clia 6ng dy lam cho moi ngudi déu vui vé.”

“U, 6ng dy hai hudc that ddy. Nhung diéu t6i quan tam Ia sdp t6i cong ty c6
san phdm gl mdi khong, chinh sdch gid va ban hang nhy thé nao, thi lai
chéng thdy dng 4y dé cap dén.”

Theo ban, bai phat biéu ciia anh Hoang ¢6 thyc sy thanh cong khong?
Tai sao?

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................

R4 ring anh Hodng da khdng ddp ung dudec mong mudn cia ngudi
nghe. mac dit cdch thitc anh phdt bi€u rdt hai hude va thu hit dudgce
sy chi y clia ho. Cdc khdch hing mong muén anh Hoang cho ho
biét vé san phdm mdi, chinh sach gid va chinh sach ban hiang cua
cong ty. Nhung ho da khéng nhin dudc nhiing théng tin nay wr
bai phdt bi€u cda anh Hoing. Do viy, thyc t& bai phat bidu cida
anh Hoiang dd khéng thinh cdng nhu anh nghi.

Mat didu ban cin luu ¥ 1a di cdch thic phat biéu cia ban hay va
hip ddn d€n mdy, nhung n€u ban khdéng truyén 1di duge nhiing
ndi dung ma ngudi nghe quan tdm thi cudi ciing bai phdt biéu cia
ban ciing ching dé lam gi!

Duy tri quan hé vdi ngudi nghe

K& thiic bai phdt bi€u clia ban chuva phdi 12 hét. Ban mdi chi gy
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Lam thé ndo dé tde déng dén nhan thie cia cing chiing?

dung duge quan hé vdi ho. Ban cin phdi ti€p tuc duy (ri quan
hé vadi ho trong tudng lai. Pay 14 diéu rat quan trong. Sau khi
phit hi€u xong, ban ¢é thé phin phdt cho ho nhiing 1ai liéu quan
hé cang ching gidi thiéu vé doanh nghiép cda ban. Va 161 nhat
la ban nén xtn mét danh sach nhing ngudi da tham gia cung véi
dia chi lién lac cia ho d€ sau nay ban c¢é thé gii bin tin cda
doanh nghiép cho ho.

Tim kiém cac co hdi thuc hién hoat ddng quan hé
cong chiing

Ban di hi€u dugc ban chdt cia titng kénh théng tin d€ tir dé ban
¢6 th€ lva chon nhitng hoat déng quan hé c¢ong chiing thich hdp
cho chudng trinh quan hé c¢6ng chiing cia ban. Tuy nhién, dié¢u
quan trong 12 ban sé thuc hién cic hoat dong dé vao hic niao thi
cé hiéu qud nhit. Cdc hoat déng quan hé c6ng chiing sé cé sic
thuy&t phuc hon néu chiing dudge thye hién vio nhifng thdi diém
khi cong chiing dang quan tdm d&n vin dé ma cdc hoat déng quan
hé cong ching mudn dé cip. Hay néi cdch khdc 12 ban cdn phdi
nhanh chéng nim bidt cdc cd hdi thuin 1gi d€ thuc hién cic hoat
dong guan hé cong ching.

Thuc hanh 22 | 3 phut &

Gia sit doanh nghiép clia ban ¢6 k&€ hoach thuc hién cdc hoat dong
quan hé cong chiing huéng 13i khdch hang trong vong 6 thang 16i. Ban
dang phdi xdc dinh xem nén thyc hién cdc hoat dgng quan h¢ cong
chiing vio thdi di€ém nao thi thich hgp va ¢6 hiéu qui. Tat nhién, ban
khong thé chon mét ngay bat k¥ ma cin phai tim ki€m cdc cd hoi
thich hop:d€ thye hién hoat dong quan hé cong chiing. Ban hay thit
liét ké ba co hoi c6 thé c6?

.........................................................................................................
.........................................................................................................
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Cé rat nhiéu cd hdi d€ ban lua chon. Ban hiy xem xét cdc cd hoi
dudi diy:

Chon mdt ngay 1€ thich h¢p

Ban nén chon nhitng ngay 1€ ¢6 lién quan dé&n d6i twgng cdng ching
ma ban muén nhim dén. Vi du nhv néu khdch hang clia doanh
nghiép da s& l1a nir gidi thi ngay 1& 8-3 va 20-10 la nhitng thdi diém
thich hdp dé ban t8 chiic cdc hoat déng quan hé cong ching. Hoic
n&u ddi tudng clia doanh nghiép 1a todn thé céng ching thi ngay
qudc khdnh vi nim mdi 13 nhitng thdi diém hop 1y. Ngay quéc 1&
lao ddng 1-5 va ngay 1€ nim mdi 13 nhitng thdi diém t6t d¢€ ban 8
chite cdc hoat d6ng quan hé cdng ching hudng d€n nhin vién,

Gin vdi cdc sy kién dang thu it sy quan tdm cia céng ching

Ban cin phdi am hi€u tinh hinh thdi sy d€ Kip thdi ndm bdt méai quan
tam hién tai clia cdng ching. Chidng han nhu cbéng ching dang quan
tim dén vin dé an toan thye phim vi gan diy xdy ra rt nhiéu vu
ngd doc thic dn. Pay 13 cd hdi 18t d€ ban tién hanh cdc hoat dong
quan hé cbng chiing nhim gidi thiéu thiic phdm ch& bign duge dim
bdo tuyél d6i an toan vé sinh do doanh nghiép clia ban sin xuit.

Gén vdi cdc hoat dong Kinh t&

Hang ngay, ¢é rat nhiéu hoat ddng kinh & xi hoi dién ra, ching
han nhu hdi chg tri€n 14m, hdi thio chuyén nginh, v.v... Nhifng
hoat déng nay sé thudng dudc bdo chi dua tin va thu hit sy quan
tdm cia dong ddo cdng chiing. Pdy chinh 13 nhing lic ban thue
hién cdc hoat dong quan hé céng ching dé€ tranh thil bdo chi dua
tin v& doanh nghiép hojc sin phdm ctia doanh nghiép.

Gan véi mdt chudng trinh xa héi

Cdc hoat déng xd héi nhu bdo vé moi trudng, gitp dF ngudi ngheo,
hé trd gido duc, bdo t6n di tich vin héa, v.v... thudng dugc moi ngudi
quan tim vi ching dem lai 19i ich cho cdng dong. COng ching sé&
¢6 thdi dd thin thién vdi doanh nghiép ciia ban hon n€u ban léng
ghép cdc hoat ddng quan hé c6ng ching vio cic chuong trinh xi
héi, ching han nhu kéu goi nhin vién quyén gép gilp ngudi ngheo,
trac hoc bdng cho hoc sinh nghéo vudt khé hoic t§ chic cdc budi
giaoc luu vin héa véi cdng ching, v.v...



Lém thé nio dé tde déng dén nhén thifc cia cdng chiing?

m Gi&n véi nhitng phdt minh, sing kién hay xu hudng mdi

Coéng ching ludn td md va mudn tim hifu nhitng didu mdi. Néu
cdc hoat ddng quan hé céng chiing cia doanh nghiép duge thyc hign
vio ddng thdi di€m ma nhifng phat minh, sdng ki€n hoic xu hudng
md1 duge duva ra tri§e cong ching thi doanh nghi¢p s& thu hat duge
si quan tim cia ho. Chdng han nhu trong tudn nay, bdo chi ding
tin vé viéc ubng mot ly cd phé hang ngay sé khong giy dnh hudng
cho sic khde ma gitp cd thé phong chdng dugc nhiéu bénh, ching
han nhu bénh ung thu. Piy chinh 1 thdi di€m thuin l¢i cho doanh
nghiép ch& bién ca phé thuc hign cdc hoat déng quan hé cdng ching
d¢ thic diy ngudi tiéu ding mua cdc sin phim ci phé ch& bi&n.

Nhir viy, ban da tim hi€u xong 4 kénh thong tin v cdc hoat dong
guan hé cong ching chi y&u dang duge cic doanh nghiép dp dung.
Nhung trén thye t€ d€ thuc su téc ddng mdt cdch ¢d hidu quid dé&n
nhdn thire cda cdng ching, cdc chudng trinh quan hé cng ching
thudng sd dung nhiéu kénh vi két hgp cic hoat déng quan hé
cong chiing vdi nhau dé khai thic wu thé€ cilia tifng kénh va ting
hoat dong. Phan ti€p theo s& giip ban suy nghi cdch thic két hgp
cdc hoat dong quan hé céng ching dé€ gidi quy&t mot van dé cu
thé clia doanh nghiép. Nhung trudc khi chuyén sang phédn tiép theo,
ban hiy 8 ging hoin thianh bai ty danh gid cla phin nay.

Hiy tu danh gid 2 12 phut &

Ban hiy dién nhitng thdng tin con thi€u vao so dd dvdi diy dé
thé hién quan hé céng chiing 14 mdt qud trinh trac ddi théng tin
hai chiéu.

Doanh nghiép
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Lam thé nde dé wde dong dén nhin thic cia edng cluing?

2 Theo ban, difu gi s& xdy ra néu mdt cong ty chi quan tim dén viéc

cung ¢idp théng tin cho ¢dng ching nhung khong quan 1Am hoic
khéng cé nhitng cdch thifc d€ ti€p nhin phan hdi tr cdng ching?

.........................................................................................................

3 Ban hiy lya chon ndi dung & bén phii thé hién tirng budc trong qui
trinh xdy dung va thuc hién mdt chudng trinh quan hé cong chiing.

I
Cdc budc Ngi dung

1. P4t muc tiéu a Lén k& hoach trong dé chi ra ai
s€ 13 ngudi thwc hién, thyc hién
nhur thé ndo va thyc hién trong
khodng thdi gian bao ldu.

' 2. Xdc dinh d6i widng b So sinh xem nhin thic cia d8i

5 tugng cong ching di thay déi

nhu thé& nao.

3. Xiy dung théng diép ¢ Xdc dinh diéu md doanh

nghiép mudn chuyén tdi téi déi

tugng cdng ching.

4. Lya chon hoat déng quan ; d Tim hiéu xem ai 1a ngudi ma
hé cOng chiing doanh nghiép muén tdc dong

dén nhin thic cda ho.

5. Thuc hién e Xdc dinh diéu ma doanh nghiép
mudn thay déi & ddi twdng cdng
ching.

6. Panh gid két qua f Xidc dinh cdch thitc d€ chuyén

tdi di€u doanh nghiép muén
néi vdi céng ching mdt cdch
c6 hiéu quai.
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Lam the nao d€ rde déng dén nhin thvic cda cong chiing?

4 Ban hdy suy nghi va ddnh gid vu di€m cia tirng loai hoat déng

quan hé& cong ching dudi diy bing cdch ddnh ddu vio &

thich hop.

id t id

Uu diém Hop| Théng | Su | Banlin | Brochure | Phim ty | Phéng [ Phat bicu
bio | cdohdo| kién | congty | /3 roi gidithiu| vin trrde cdng

chi biochi | ching

Tiépcaninrenép | O | [ o| 0O a O (] O

ddi tugng quan

hé ¢éng ching

Bip dung dugc | (01 O o] a4 O il O O

ding mdi quan

tAm clia dGt wrdng

Ti€p cdn duge | O 0 O O g 0 8 d

s6 déng

Chuyéntaithéng | [ | [J ] O 1 O a [

diép & moi nui,

moilde

Ti€t kiém chi phi O !

K&t qud c6 thé a

ddnh gid dusc

ngay

Théng digp s O O o) 0O [} O O 0

thé duge gidi

thich can ké

5 C6 ngudi cho riing “bao chi 13 kénh thdng tin hitu hiéu nhit bdi vi nd
6 thé gitip doanh nghiép tiép cin tdi nhiéu ngudi § cdc dja diém khic
nhau, cho nén khi c¢é bit ky théng tin gi mdi, doanh nghiép nén 1§
chitc hop b4o”. Ban c¢6 dbng ¥ vdi ¥ ki€n nay khéng? Tai sao?

B L L L L L Ly T S LT T L T T T T

.........................................................................................................
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6 Céng ty Nét Dep 1a mot cong ty chuyén sdn xudt vin phdong phim
{gidy. but, cap tai liéu, kéo, v.v...). Diy 1a nim hoat ddng thit 10 cila
cong ly. Ban gidm d&c céng ty du dinh sé& t8 chitc mot sy kién ky
niém 10 nim thanh lip cdng ty nhim quing bd hinh dnh clia cdng
ty t6i khdch hang. Ban hdy gilip ban gidm d6c cong ty phac thdo:

a Chi d& cia sy kién

.........................................................................................................

.........................................................................................................
.........................................................................................................

.........................................................................................................

¢ Cich d€ gin ndi dung su kién vdi hinh dnh céng ty hodc sin phim
cta cong ty

.........................................................................................................
.........................................................................................................

.........................................................................................................

Ban ¢6 thé tham khdo cdu trd 13i & phin Ddp dn cdc bai ty ddnh
gid & cudi cudn sdch,



Lém the ndo dé tde ding dén nhdn thic cia cdnyg ching?

6 Tom tat

m Cong chiing ¢6 thé ¢6 nhdn thifc t&t hodic xadu vé mdt doanh

nghiép hoic mdt sdn phim nio d6 phy thude rit nhi€u vao théng
tin ma ho nhin dugc.

» Quan hé cong ching Id qué trinh trao d6i thong tin hai chiéu.
Doanh nghiép gifi cdc thdng diép tdi cong ching. Dya trén nhifng
thoéng tin nhin dudc, cong ching sé hiéu doanh nghiép 12 ai, § ddu
va dang lam gi cho ho. T d6 ho s€ quy€t dinh liéu c6 chdp nhin
vt ing h$ doanh nghiép hay khong.

s Mot chuong trinh quan hé cOng chiing duge xay dung va thuc hién
theo qui trinh bao gdm céc bude sau:

= Pitmuc tiéu;

= Xdcdinh d8i tgng cong chiing myc tiéu;
» Xdy dung thong diép;

= Lua chon kénh théng tin;

» Thurc hién;

» DPinh gid k&l qud.

m Né&u xét vé hiéu qud ti€p cin dén s6 dong, phudng tién truyén
thong dai chiing la kénh thong tin ¢6 hiéu quéd nhit. Phuong tién
truyén théng bao gdm:

= Hop bio;

= Thong cdo bdo chi:

= MJ&i tham du sy kién;
= Gii tai liéu bdo chi.

w Sy kién Ia kénh théng tin dang dugc dp dung phd bién bdi vi sy
kién gitip cho doanh nghiép ti€p cin va tdc ddng truc ti€p ddi wigng
nhim d€n. Sy kién ¢6 thé la;

»  Hoi thio;

» L& giGi thiéu sin phdm mdi;

» L& khai truong hay dong thé;
« LE&kY niém thanh ldp cong ty;

6l



Lam the nde d¢ e dine dén nhdn thite cita ciing chiting?

s Chuodng trinh tham quan nha mdy;
= Chuong trinh ca nhac tai urg;
= Chuong trinh thé thao.

So véi cdc kénh théng tin khéc, tai liéu quan hé cdng ching sé
gitip ban gidi thich cin k& va chinh xdc hon ndi dung chuyén tii,
va cic doi gng cong ching ¢6 thé tham khio & moi lic, moi ndi.
Tai liéu quan hé cdng ching bao gdm:

= Bdn tin cbng ty;

= Brochure/td rdi;

» Phim tf gidi thiéu.

Trong cdc kénh théng tin, giao ti€p ¢4 nhin i co hi ma ngudi
chil hofic ngudi quan 1y doanh nghiép c6 thé i€p xdc trye L€p vi

gfn giii v4i ddi tugng cong chiing d€ tao ra mot hinh dnh uy tin
cho doanh nghiép. Céc co hdi giao ti€p c4 nhidn bao gém:

« Tra 1&5i phong vin bédo chi;
= Phit biéu trudc cong ching.
Cic hoat dong quan hé cong chiing s& ¢4 sifc thuy€t phuc hon néu

chiing duge thie hién vao nhitng théi diém khi cong ching dang

quan tdm tdi cdc vin dé ma nhitng hoat dong quan hé cong chiing
mudn dé cip.

Théng thudng d€ tic dong dén nhin thic cla cong ching, cdc
chuong trinh quan hé cong ching thutng sit dung nhiéu kénh
théng tin va k&t hgp ching v6i nhau d€ khai thdc wu th€ ciia
titng loai.



Lam thé ngo d¢ tde ddng dén nhin thic cia odng chiing?

7 Suy ngam

Biy gid ban danh 5 phiit d€ suy ngdm nhifng vin dé vira nghién
cltu va nghi xem ban s& 4p dung ching vao thuc & cdng viée cla
ban nhu thé nio? Hiy viét ra nhifng suy nghi cia ban:

Al T61 dd hoc dude. ..

...................................................... f-"sp dung khi nio?

Al Tai d3 hoc dudc...

...................................................... Ap dung khi nao?
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Phén C |
Ap dung hoat

dong quan h§ [RINELETED
Bﬁ ng chl’l I'Ig vao Tgi day, ban da hiéu quan hé coéng chiing

thuc chit 1A mét qud trinh trao d6i thong tin
dﬂanh nghié p : hai chiéu dién ra giita doanh nghiép va doi
- ) tugng cong ching: doanh nghiép chuyén tai
théng diép t8i cong ching qua nhiéu kénh
v@i nhiéu hoat déng quan hé c¢dng ching
khdc nhau; cédng ching ti€p nhdn va co
nhitng phan hdi (c6 thé 1a 8t hodc xiu) doi
vdi doanh nghiép. Ban cling da tim hiéu cic
budc trong qui trinh xiy dung va thuc hién
s CaF it gitem b mdt chudng trinh quan hé céng,chﬁng nhim
gitip doanh nghiép tic dong dén nhan thic
clia cong ching mét cdch ¢6 hiéu qua.

= Ddn nhap

w  Thu huar va duy tri quan hé

veri khdch hang

vl nhdn vién

« Xdv dung quan hé 11 dep Vin dé la hién nay doanh nghiép cla ban
vdi cong ding dang ¢6 nhifng mdi quan tAm hang dau cin

phii gidi quy&t ngay. C6 thé doanh nghiép
dang quan tdm dén viéc duy tri quan hé o1
dep v@i nhitng khach hang ci va thu hit thém
nhitng khach hang méi, hodc cé thé doanh
nghiép dang quan tim dén viéc lam sao dé

s Xu Iy khiing hodnyg

s Tu lam hay thué dich vu?

» Phdam chat va k¥ ndng clia

ngioi guan Iy hoat djgng do1 ngl nhin vién cé thdi dé lam viée tich
» s 2 P
quan hé cong chiing cUcKhdn. HOEC cing ¢6 thé doanh nghiép
mudn cdng dong dan cu ling hdo mot chudng
w Tém tdr trinh hoac du 4n méi clia doanh nghiép. Hoac

nghiém trong hon, doanh nghiép dang phii
gidi quy&t mdt van dé khing hodng nio do
nhu nhin vién dinh céng, khich hing tdy
chay sin phim ciia doanh nghiép, cic cé
dong doi rit vén diu tu, v.v...

= Suy ngdm

Viy céc hoat dong quan hé cong ching cé
gidp doanh nghiép gidi quyét duge cdc mdi
quan tdm d6 khéng? Phin nidy s€ gilp ban
suy nghi mot cich cu thé va thuc tién hon
vé viéc k€t hdp cdc hoat dong quan hé
c6ng ching dé€ thu hit va duy tri quan hé
v@i khdch hang, cadi thién quan hé v8i nhin
vién, xiy dung quan hé 16t dep vdi cng
ddng va xur ly khing hodng.
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Ap dung hoat dong quan hé cing chitng vao doanh nghiép

H -
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Cudi ciiag, phin nay sé thio ludn véi ban nhitng vu nhudc diém
cia viéc w lam hodc thué dich vu thuc hién cdc hoat dong quan
hé cang chiing d€ ban c6 thé cin nhdc va quyé&l dinh liéu viéc
1am hay thué dich vu sé phd hdgp va hiéu qud hon trong tinh hinh
va diéu kién cda doanh nghiép.

Thu hit va duy tri guan hé véi khach hang

Khdch hing 12 mdt trong nhing d&i twgng quan hé cdng ching
quan trong nhit cia doanh nehiép, bdi vi ho 1a ngudi quyét dinh
liéu doanh nghiép ciia ban cd (6n tai hay khong. G Viét Nam, hién
nay phin ldn cdc doanh nghiép chi y€u tip trung cdc hoat dong
quan hé céng ching cia minh vio viéc xdy dung va duy tri méi
quan hé 6t dep vdi khdch hang.

Thuc hanh 23 3 phit &

Muc tiéu quan hé cong ching cla doanh nghiép cia ban ddi vdi
d6i rgng khdch hang 12 gi? Ban hdy dinh diu vao nhitng muc
tiéu ma doanh nghiép ciia ban dang mudn nhim tdi.

a Khich hang c6 thé k€ tén cic sin phim va dich 0
vy ma doanh nghiép cung cip

b Khach hang ¢6 thé hiéu 16 nhitng Igi ich ma cdc sin O
- phdm va dich vy do doanh nghiép mang lai cho ho

¢ Khdch hing mua cdc sdn phdm va dich vy cda O
doanh nghiép

d Khéch hang s& quay lai mua cdc sin phdm va dich 0l
vu cda doanh nghiép trong cdc lin ti€p theo

e Khich hang s& gidi thi€u sin phim v dich vu clia 0
doanh nghiép cho nhiing ngudi khac

C6 thé muc tiéu quan hé cdng chiing d&i vdi khach hang cla doanh
nghiép chi dirng lai & cdc muc tiéu (a) va (b) bdi vi doanh nghiép
sdp dua mot sdn phdm mdi ra thi trudng. Doanh nghiép cin thuc
hién cdc hoat déng quan hé cdng ching dé giip khich hing bié&t
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va hi€u Idi ich ma sdn phdm nay mang lai cho ho. Nhung ciing ¢é
thé muc tiéu quan hé cong ching cia doanh nghiép 1a muc tiéu
(¢) bdi vi doanh nghiép ctia ban mudn khich hang di tdi quy€t dinh
mua sdn phim cia doanh nghiép. Hodc ciing ¢6 thé ban lua chon
hai muc tiéu cudi cing khi doanh nghiép cia ban mudn tip trung
cdc hoat déng quan hé cdng ching vio viéc duy tri mdi quan hé
tét dep vdi cic khdch hang di mua sdn phim cia doanh nghiép.

Cdc hoat déng quan hé ¢dng ching thudng duge két hgp vdi cdc
hoat dong marketing khdc (chdng han nhu chuong trinh khuyén
mai, khuyé&ch truong, quing cdo) sao cho cdc san phdm hoic dich
vu ma doanh nghi€p cung ¢ip hip din va thuy€t phuc duge khich
hang. Vi du nhu dich vu chfa bénh cia mft bénh vién chuyén
diéu tri bénh tim s& thuyét phuc khdach hing hon néu bén canh
cdc chuong trinh quang cdo trén tivi va chinh sdch khuy&n mii gidm
gid 10% phi dich vu chifa bénh, bénh vién cung cip théng tin cho
bdo chi d€ diang cdc bai bdo hodc 6 chifc cdc budi néi chuyén
trudc cong ching vé cdch dieu tri bénh tim theo phudng phdp hién
dai dim bdo ty 1é thanh céng cao.

Xdc dinh ding cdc muc tiéu quan hé céng ching déi vdi khdch
hang sé& gitp doanh nghiép cia ban lua chon va thyc hién cic hoat
dong quan hé cong ching thich hgp va cé hiéu qud.

Thuc hanh 24 5 phiit &

Gid sit gn diy doanh nghiép cia ban dua sin phdm mdi ra thi
trudng. Doanh nghiép clia ban @4 thue hién cdc hoat ddng quéng
cdo va khuy&€n mdi, nhung rit it khich hing mua sdn phim. Ly
do I ngudi din chwa hi€u nhitng tinh ning vugt rdi cla sin phim
mdi. Ban hiay dé xudt it nhit ba hoat ddng quan hé cbng chiing
c6 thé 13 chitc a€ gidi quy€t Iy do nay?

.........................................................................................................
.........................................................................................................
.........................................................................................................

.........................................................................................................
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Nhim muc tiéu gidi thiéu san phz“fm tdi khdch hang, doanh nghiép
¢6 thé td chic rit nhiéu hoat déng quan hé cong ching khic nhau.
Sau diy 12 mdt s6 ggi ¥ cho ban:

Hoi thdo vé sin phdm. Ban c§ thé mdi cdc chuyén gia bdo cdo
nhitng dé tii lién quan d&n sin phAm mi doanh nghiép sdp gidi
thiéu. Khdch mdi 12 cdc khich hing tiém niing cla doanh nghiép.
Nhitng loai héi thio ndy thudng st dung trong nganh dugc, ché
tao may mée, hodc cdng nghé mdi, v.v... Tai liéu duge thiét k&
bit mit va ddy tinh thuyét phuc, céng vdi thuyél trinh hiéu qui
s€ 13 mdu chét d€ hdi thdo thanh cdng.

L& ra mit sin pham. Ban cin han ch& nhitng bai phat bi€u dai dong
va thi€u tip trung. Nhing tinh ning va gidi phdp vu viét ma sdn
pham dem lai cAn phii dugc thé hién qua bai thuyét tiinh (trinh biy
bd1 mit va cach thuy&t inb 16i cudn); phim ty gidi thiéu (hip din
va thuy&t phyc); tiét muc giai tri (hdp din va thu hit sy tham gia).

Thi du nhu ban c6 thé thyc hién mdt man 2o thudt dde dao: mdt ¢d ngudi mau
budc ra khoi chiéc th fanh, d€ nhdn manh tinh ndng “khoang ti réng”. Nghe
that 12 dién rd, nhung ban ditng lo, cac 40 thuat gia déu ¢6 thé 1am duge. Man
trinh dién nay ¢6 tac dung gap nhiéu ian so v6i bai di&n vin 18 thé, bai thuyst
trinh déng dai.

T8 chite cude thi tim hifu sin phim dé 16i cudn céng ching kham
phd cdc tinh ning wu viét ctia sin pham mdi, Cude thi thudng dugc
gidi thiéu trén cdc phuong tién truyén thong dai ching, sau dé
ngudi tham gia s& trd 11 nhitng cdu hdi (thudng 13 dé) lién quan
dén nhirng tinh ning clia sin phim mdi. Gidi thudng thudng 1a sdn
phim ma doanh nghiép dang gidi thiédu,

Electrolux di t§ chic cudc thi “Trilobibe - méy hat bui tw ddng dau tién trén
th& gidi”. Thuc ra muc tiéu clia Electrolux khdng phai [a ban nhiing chiéc may
hit byi tri gid 1.500USD nay ma 1a khing dinh vi tri tién phong vé ky thuat
cao trong viée dng dyng vao cic san pham dé dién gia dung. Cubc thi da I6i
cudn duge hon 30.000 ngudi trén ca nude gl phiéu tham dy trd 13i 2 ciu hdi
lién quan dén Trilobibe va Electrolux.

L& ky niém san phim thd..1 triéu: Khong nhit thi€t 1 phii mdt
triéu. C6 thé 13 10.000, 100.000 hodc 10 tridu. Mién sao 1a chin.
Hodc khéng nhit thi€t 12 sdn pham. C6 thé 1a khdch hang thi 100,
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1000 hogc 1 triéu. Nhitng hoat déng nay ciing ¢6 thé khing dinh
su thinh ¢éng ciia cdéng ty. Nhu Prudential ky ni€ém khdch hing
thit 1 triéu. Hodic MobiFone ciing k¥ niém khdch hing thué bao
tht 1 trigu.

D€ duy tri m&i quan hé véi khiach hang, ban c¢6 thé nghi t8i cdc
hoat ddng quan hé céng ching sau:

Héi nghi khdch hang. Thong thudng vio dip cudi nim, cic doanh
nghiép t§ chitc hdi nghi gdp mait khdch hang (thudng 1d dai ly,
ban si, bgn 1&) d€ cdm dn sy déng gép cia ho. Hiy tdn dung co
héi nay dé clng ¢6 1dng tin clia khdch hang d8i véi doanh nghiép
vd sdn phim cla doanh nghiép. P6 ciing chinh 13 muc tiéu ma
ban nén dé ra, hon 12 chi mdi ho dén nghe ph4t bi€u, xem bidu
dién va ting qui. Théng thudng, ngudi tham dy thudng ri't thuy
déng, cho nén ban cé thé 8 chic cdc trdo chdi d€ vira 16i kéo su
tham gia clia ho lai vita chuyén tdi théng diép mdt cdch sinh dong
vd hip din.

Suzuki t8 chiic trd chdi “cau ca” vdi cdn ciu c6 méc ma cd 8§ day |a nhiing mb

hinh ¢éc loai xe. Tuong ty LG cho chai “x€p hinh” ma hinh & day 12 c4c san
phdm ma ho dang bén.

G1i bdn tin c6ng ty. Bing c4ch ndy doanh nghiép chifng 8 véi
khdch hing ring doanh nghiép di coi ho nhu 13 mét thanh vién.
Qua ban tin c¢dng ty, khdch hing s& thudng xuyén dudc c¢ip nhit
thong tin vé€ tinh hinh cda doanh nghiép vA dic biét 1a nhitng dic
tinh vi hudng din si dung sin phim mbét cdch t8t nhat.

Vi dy nhu ban tin thuting ky ¢la cdng ty Vilube ¢6 myc danh cho ngudi tiéu
dung, trong dé gidi ddp cach thifc chon va sif dung nhét mét cach tat nhat
che loai xe ma khach hang dang sl dung.

Trén diy chi 13 mdt s6 hoat déng quan hé cong ching ggi y dé
ban ¢6 th€ 4p dung nhdm cii thién mdi quan hé gita doanh nghiép
cia ban v§i khdch hang. Ban nén 1ip ra mot danh sdch ggi ¥ céc
hoat ddéng quan hé cong ching. Bat k¥ khi nio ban nghi ra mot ¥
tudng mdi hoic ban doc hay xem thiy & dau d6, ban hiy b3 sung
vdo danh sdch. Nhu viy trong tay ban sé ngidy cing c6 nhiéu y
twdng d€ lwa chon khi ban mudn t3 chitc cdc hoat ddng quan hé
céng ching hudng d€n khdch hang.
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3 Cai thién guan hé v6i nhan vién

Quan niém cilia ban d&i v8i nhin vién trong doanh nghiép cia ban
nhu thé nao? Ban hiy lam bai thuc hanh sau.

Thuc hanh 25 3 phut &

‘Ban ddng ¥ v6i nhin xét ndo trong hai nhin xét du6i diy? Hay

gidi thich tai sao. _
a Lao dong 12 mot trong nhitng y&u (5 ciu thanh nén gid thash sin
b Nguéﬁ lao ‘dlﬁng'lh;t&i san cua doanh nghiép.

.........................................................................................................

Trudc diy nhiéu ngudi quan niém ring lao dong 12 y&u 16 diu vao
clia qué trinh sdn xudt cho nén lao dong 12 mot trong nhifng chi phi
cdu thanh nén gid cd sdn phim hoic dich vu. Chinh vi viy ho cho
ring doanh nghiép c¢dn tim cdch cdt gidm chi phi lao déng nhu mot
cdch dé ha gi4 thinh sin phim.

Tuy nhién, gidn diy quan niém nay di thay d6i. Theo quan niém
mdi, ngudi lao ddng 1 tii san cia doanh nghiép bdi ho chinh 1a
nhitng ngudi tric ti€p tao ra sdn phadm hoac dich vu. Khach hiang
c6 duge théa min hay khéng phuy thude rdt nhiéu vao thdi do va ky
ning lam viéc cla ddi ngd nhan vién.

N&u coi nhin vién 12 tai sdn cda doanh nghiép thi thdi dd clia ngudi
chll doanh nghiép d6i v6i nhin vién ciing thay d&i. Thay vi tim cédch
cit gidm lao dong d€ ti€1 kiém chi phi, doanh nghiép sé tap trung
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vio viéc dio tao, phat trién “fai sin nhin luc” va tao cd hdi sao cho
i sdn ndy ngdy cang sin sinh ra nhi€u Igi nhudn cho doanh nghiép.

Nhung khdng gidng nhy cdc tai sin khdc ciia doanh nghiép (ching
han nhy trang thi€t bi, nha xudng), nhin vién 1a loai tai sdn “cé
sy cdm nhin va suy nghi” qua cic gidc quan clia ho. Ho ¢6 thé ¢6
nhitng nhin thitc va suy nghi t6t hodic xdu vé doanh nghiép. biéu
ndy sé tdc dong rit I8n dén thdi do 1am viéc cia ho. Vi du nhu
né€u nhin vién cdm nhin ring chi doanh nghiép trd luong thip
cho ho va khéng quan tAm va chim lo dén cudc song cda ho, thi
ho ciing chi lam viéc v4i thdi dd cia ngudi “lam cdng dn lucng”.
Ho sé khang gdn bé v3i doanh nghiép va lubn tim ki€m cdc ¢o
héi 1am viéc & chd khidc.

Tat nhién doanh nghiép ciia ban khéng mudn nhin vién cia minh
¢6 thai d nhy th€. Doanh nghiép mong muén ho coi doanh nghiép
nhu 1d2 nha clia ho va lam viéc vdi thdi d6 chim chi va tich cuc.
N€u vdy, doanh nghiép ludn phdi duy tri quan hé 15t dep v&i nhan
vién. LA ngudi chli hodc ngudi quin Iy doanh nghiép. ban hi€u
mong mudn cla nhin vién v nhifng viéc ma ho dang lam thi chua
di. Nhdn vién ciing rit muén hiéu nhiéu diéu vé doanh nghiép:
doanh nghiép s& phdt tri€n nhy thé ndo, doanh nghiép mong mudn
gl & ho, doanh nghiép quan tim d€n ho nhu th€ nio, v.v... BE
lam dudc diéu niy, doanh nghiép cin phai xdy dyng mét cdch thite
trao ddi thong tin hai chiéu mét cdch c6 hiéu qua giifa cdp quan
Iy va cdp nhin vién va gitta nhin vién § cdc by phén khdc nhau.
Quan hé coéng chiing sé giip doanh nghiép lam dugc diéu nay.

Thuc hanh 26 5 phut &

Ban hdy doc k§ hai tinh huSng dudi diy va ur vin cho cdc doanh
nghiép nay nén 18 chitc hoat dong quan hé cong ching nao dé cdi
thién m&i quan hé véi nhin vién.

Tinh hubng 1: COng ty Tién BY dyf ki€n s trién khai hé théng quan Iy chat
lugng 1SO 9001:2000 & tat cd cac bd phén clia cong ty trong hai thang tdi.
Tuy nhién khi 4p dung thi diém & bd ph4n nhdn sy trong thang trudc, cong
ty da gdp rdt nhiéu kho khdn do thai df bat hop tac clia cac nhén vién &
by phén nay. Hau hét cic nhadn vién déu cho rang vidc ap dung hé thdng
quin 1y chat lugng lam gidm hiu qua cong viéc bdi vi ho mat thém thoi gian
cho cdng viéc gidy ti. Ho néi ring trubic ddy khi chua &p dung hé thdng, ho
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van [am t6t cong viéc clia ho. Ban gidm d6c cong ty e ngai ring tinh trang
nay sé xay ra & tat ca cac bd phan khi trién khai hé theng chat lugng. Theo
ban, ban gidm ddc nén phd bién viéc trién khai he théng chét lugng nhu
th& nao dé thuy8t phuc dugc cdc nhan vién?

.........................................................................................................
.........................................................................................................

.........................................................................................................
.........................................................................................................
.........................................................................................................

Tinh huSng 2: Trong ndm nay, cong ty Thanh Lich dy dijnh s& thay ddi chign
luge kinh doanh, chuy8n cc hoat dong ban Ié thong qua ha thing cifa hang
trufic day sang tap trung vao cac hoat dong ban bubn théng qua hé thong dai
ly. Ban gidm ddc cdng ty quyst dinh s& sdp x&p lai cd cdu nhan sy, nhat [
cac nhan vién ban hang & cac cifa hang trudc day. Mot s nhan vién s dugc
chuyén sang lam céc cdng vigc khac & van phong cong ty (k& todn, hanh
chinh, v.v..) va mdt s6 s& dugc dao tao lai dé diu hanh cac dai ly. M6t tudn
gdn day, cdc nhan vién d4 xi xao v ban tin vé chuygn thay ddi cong viéc.
Rét nhifu ngudi co thai do lo 1dng va khong tap trung vao cdng viéc. Didu nay
anh hubng d&n chat lugng cdng viéc clia ho. Theo ban, ban gidm déc nén
lam céch nao d8 cic nhan vién an tam véi cong vigc?

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................

.........................................................................................................
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D& xuit tw vin cila ban nhu thé nio? Hiy xem nhitng dé xuit clia
ban c6 gidng véi nhitng dé xuit dudi diy khéng nhé.

D61 v6i finh hudng thit nha't, diéu mAu chst 13 ban gidm doc ¢dng ty
cAn phai 1am cho cdc nhan vién hidu dugc 1gi ich ma viéc 4p dung
hé théng qudn 1y chdt lugng ISO 9001:2000 sé mang lai cho ho.
T4t nhién tinh hinh s& khong sing slia hon néu ban gidm ddc chi t8
chifc mdt cude hop vdi nhin vién va phd bién vé& hé théng quan ly
chi't lugng. Ban gidm d8c cin phdi 18 chic cdc hoat d6ng truyén
théng d€ tic ddng d&€n nhin thitc cda nhin vién va tir d6 thay déi
thdi d6 cla ho d8i v6i viéc dp dung hé théng qudn 1y chit lugng.
C6 rat nhiéu hoat ddng ma ban gidm d6c cdng ty c6 thé xem xét dé
thyc hién, ching han nhv phdt hinh bdo twdng vi ban tin ndi bd
néu 16 nhitng 1¢i ich cda viéc 4p dung hé thong chit lugng, 18 chic
cudc thi tim hiéu vé nhitng 1gi ich, hodc cé thé t6 chifc Ngay Chat
lugng (bao gdm rit nhiéu hoat déng: cudc thi tim hiéu, trd chai, v.v...)
nhv tip doan Motorola di tiing thuc hién cho hon 100.000 nhin vién
3 89 chi nhdnh khdc nhau.

Trong tinh huéng thit hai, ban gidm d6c cong ty cin phdi ldm cho
nhin vién hi€u ring viéc sip x&p lai cd ciu nhin sy do chién luge
kinh doanh thay d8i s& khéng dnh hudng d€n céng in viéc lam
clia ho vd quan trong hon né€u chi€n luge mdi thinh c¢dng thi thu
nhip ctia nhin vién s& ting 1&n. Nhin vién dang c6 thdi d6 lo ling
va hoang mang. Cong ty nén 18 chiic cic hoat déng vita nhdm giiip
cho nhin vién hi€u ré hon vé muc dich cia viéc cd cAu lai nhin sy
vira 1am cho ho cdm thiy thodi m4i hon. Ching han cbng ty c6 thé
t6 chic mdt chuyén di nghi [-2 ngay cho nhdn vién, trong dé két
hop viéc tuyén truyén muc dich thay ddi chi€n luge kinh doanh vio
cdc hoat dong vui choi. Cdc nhin vién sé dé dang ti€p thu hon trong
mot bau khong khi thodi mdi.

Céc hoat ddng quan hé cdng chiing c6 thé giip ban thit chit mdi
guan hé vdi nhin vién trong rit nhiéu trudng hgp khdc nhau.

Khi nhin vién duge tuyén dung va bit ddu 1am viéc: ban ¢6 thé
thic hién cdc hoat dong quan hé céng chiing d€ dinh hudng nghé
nghi€p cho nhdn vién vi gidi thiéu lich st phdt trién cda doanh
nghi€ép va vai trd déng gép clia ho d8i v8i su nghiép phat trién
trong tudng lai clia doanh nghiép.
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» “Ngay hdi viéc 1am” dugc 18 chitc hang nim. Khi tham gia ngiy
hdi viéc lam, doanh nghiép sé& ¢6 cd hdi gidi thidu vé minh cho
c4c ng cf vién va tuyén chon nhitng ngudi ¢ khd ning ddp tng
cdc yéu cdu cbng viée cla doanh nghiép.

»« “Chudng trinh gidi thiéu nhdn vién mdi” nhdm gitlip nhin vién
méi duge tuyén dung lam quen véi doanh nghiép. Chuong trinh
niy cé thé€ bao gbm din nhin vién mdi di tham quan cdc bd
phan ca doanh nghiép, phin phit cdc tai lidu gidi thiéu vé doanh
nghiép (t8 rai, ban tin ndi b, qui dinh 1am viéce, v.v...), t& chiic
bifa tiéc ti€p @6n d€ nhan vién mdi vA cdc nhin vién cil cé cd
héi lam quen vdi nhau.

m Trong qud trinh nhan vién lam vigéc tai doanh nghiép: ban cé thé
st dung c4c hoat dong quan hé cong ching d€ thdt chit mdi quan
hé gilta ho va cip qudn Iy va v8i cic ddng nghiép.

a “Ngay gia dinh”: doanh nghiép 12 gia dinh th& hai clia nhdn vién,
Doanh nghiép c6 thé t§ chifc “ngay gia dinh” hang nim, mdi tat
ca céc thinh vién va gia dinh cla ho. Py 13 dip d€ doanh nghiép
1$ long bi&t on d€n nhén vién vi cd nhitng ngudi than cia ho
{chéng hoic vg).

s Di chdi dd ngoai: khi vui chdi cic thanh vién trong doanh nghiép
cé diéu kién 1am guen vdi nhau, vd moi hiém khich giita cdc
phong ban, c4 nhin s€ dé dang dep bd. Hiy tin dung ¢d hdi nay
dé xiy duyng tinh thdn dbng d5i, k¥ nang gidi quy&t van dé, kha
ning chiu dyng qua cdc trd choi di ngoai.

» T8 chic cic cudc thi van thé m¥; do6 1a cdc cudce thi ca mia nhac,
th€ thao, sdng tdc bai hdt, v.v... Nhitng hoat d6ng niy s& tao
niém vui, hitng khdi sau gid lam viéc va gin k€t cdc thanh vién
trong doanh nghiép vdi nhau.

» Ding c¢om v6i “sép™: & nhitng doanh nghiép c6 nhidu nhin vién,
cong nhin thudng it ¢ cd héi gip g8 s&€p. Ban cé thé t§ chic
mdt thing mdt 1an, ngay tai cing-tin nhd m4y. Vifa dn com, vira
néi chuyén, gidi quyét nhitng thic mic cda ho ma lai vlra tiét
kiém th#i gian. Quan trong hon 13 c6ng nhidn ¢dm thiy 13 minh
duge ting nghe va gin giii.

= Khi nhéin vién 1am tét céng viée cia ho: ban mudn khen thudng

khich 1€ ho, cdc hoat ddng quan hé cdng ching s& giip ban cbng
nhin va dé cao nhin vién.
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» Trao cdc gidi thudng: d€ déng vién nhan vién ban c6 thé dé ra cde
gidi thudng nhu “sing tao”, “thanh tich”, “vugt khd khin”, v.v...
C6 thé gi4 tri tai chinh khéng nhi€u nhung gid trj tinh thin thi it
16n. Nhin vién s& cdm thiy nd lyc cia minh dugc ghi nhin.

m Khi xdy ra nhitng thay d6i nhu sfp x&p lai cd c&u 8 chifc, hay nhitng
khing hodng nhu sa thii hodc dinh cOng, cdc hoat ddng quan hé
cdng ching ¢ th€ giip ban trdn an va cilng ¢§ Idng tin cho nhin
vién.
= Bin tin cong ty: ludn cip nhit thong tin vé tinh hinh, trong dé tip

trung khai thdc cdc y&u t8 tich cyc hay nhitng tia hy vong di nhd
nhit, ching han nhy doanh nghiép dang c¢8 gdng dam phdn véi
céc d8i tic d€ nhan dugc nhitng hgp dng mdi nhim duy m viéc
ldm cho nhidn vién.

» T8 chic cdc budi gip gd gita ban gidm d&c doanh nghiép va
ahin vién dé€ ban gidm d6c bay 3 cho nhin vién thiy di tinh
hinh x4u dén mic nio, thi doanh nghiép vin ludn quan tim dé€n
l¢ri ich clia nhin vién. Ching han nhit nén néi cho nhin vién bi€t
ban gidm dBc cbng ty dang cd gdng thuyét phuc déi tdc mua lai
cOng ty gilf nguyén cd cdu nhin sy d€ trinh nhin vién bi thdt
nghiép khi sdt nhdp cOng ty.

4 Xay dung quan hé 6t dep vdi cdng dong

D3i wigng quan hé céng ching quan trong thd ba ddi véi doanh
nghiép 13 cdng déng ma doanh nghiép ton tai vd hoat dong trong
d6. Ban khong nén hi€u céng dbng chi don gidn bao gém nhitng
ngudi cing chung song trén mdt dia ban va clng chia sé cdc phuong
tién chung nhu giao thdng, dién, nudc, v.v..., mi 13 mot thuc thé
xd hdi trong d6 cé sy tudng tdc gifa cdc ¢4 nhdn va t8 chirc.

Cé th€ ban cho ring gifa doanh nghiép cia ban va c6ng déng
ching c6 m&i quan hé tryc ti€p ndo cho nén khdng cdn quan tim
dén viéc liéu nhitng hoat déng cda doanh nghiép cla ban sé& dnh
hudng nhv th€ nido d&€n céng déng xung quanh. Piéu gl s& xdy ra
n€u nhu ngudi didn nghi ring doanh nghiép clia ban d6i xi bt
cOng vdi nhdn vién. C6 thé doanh nghiép cda ban s& mit di nhitng
khdch hang tiém niing tif cong ddng.
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Hon nita cong dong ciing cé nhifng mdi quan tdm va 1di ich clia ho,
ching han nhy mifc séng cla ngudi din, viéc 1am cho ngudi din, mdi
trudng song, v.v... Ho rdt nhay cdm v6i nhitng gi 4nh hudng dé€n mdi
quan tim va 1gi ich cia cong déng. Chic ban ciing thiy cong ddng
din cu ndi ma ban sinh song dd c6 1an phin d6i di¥ doi mot cong ty
nao d6 do chit thdi cla cong ty d6 1am & nhiém ngudn nudc sinh hoat,
va ciing ¢6 14n ho da tdn duong va khen nggi mdt céng ty ndo dé da
d6ng gbp tién cho viéc tw sita rudng hoc.

Nhu viy cdng dbng cé thé cé nhitng phidn tGng t6t hodc xdu ddi vdi
doanh nghiép clda ban, va tdt nhién doanh nghiép cia ban sé& gip
khé khin né€u cing ddng c6 thdi dd khéng dng hd doanh nghiép.
Do viy, ban cin phdi ludn suy nghi liéu doanh nghiép cia ban c6
déng gbp gi cho 1di ich cia cong ddng hay khéng?

Thuc hanh 27 - 3 phit &

2] ety i oy s s s o o
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 hay kho

56 ciiban i it &) mang Il s gl o o dbng
? Néu c6 hay néu ey thé d6 1a Igi fch gi?

¥

.........................................................................................................

.........................................................................................................

.........................................................................................................

C6 thé doanh nghiép ban di thuc hién médt trong cdc hoat dong sau
vi Igi ich cia cdng ddng:

m Tiang hoc b€mg cho sinh vién ngheo hi€u hoc hoic hoc sinh vugt khé;
m Xiy nha tinh nghia hay trudng hoc cho ngudi din sdng xung quanh

nha mdy cla doanh nghiép;

m Déng gbép hodc gy quy tir thién giip d3 nhi@fng ngudi bat hanh;
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m Tai trd cho cdc hoat dong xd hdi khdc nhv dnh sing vin hoa, bio
ton di san van héa, v.v..

Thuc hanh 28 3 phit &

|§\ Cong ddng c6 nhén thite duge nhitng 1i ich ma doanh nghiép clia ban
~ mang lai cho ho khong? Ban da hodc s 1am gi d€ cong ddng bi€t dén "
‘nhitng diéu ma doanh nghiép clia ban da lam cho ho?

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................

.........................................................................................................

Tat nhién, nhitng hoat ddng ma doanh nghiép clia ban dd 1am vi Igi
ich clia cong ddng xuft phdt (¥ viéc doanh nghiép clia ban quan
tim va (¢ nguyén [am cdc hoat déng d6. C6 thé ban cho ring d6
la cdc hoat ddng mang tinh ti thién thi dirng k€ cdong! Nhung t6t
hon 14 ban nén néi cho céng chiing bi€t nhitng diéu ma doanh
nghiép cla ban di lam vi Igi ich clia cong ddng.

Ngoai viéc gitp doanh nghiép xdy dung va cdi thién cdc méi quan
hé véi khdch hang, nhin vién va cong ddng, cdc hoat dong quan
hé cdng ching con 12 mét c6ng cu hitu ich giip cho doanh nghiép
gidi quyét khiing hodng.

5 Xi ly khiing hodng

5.1 Khing hodng nao cd thé xay ra

Céc doanh nghiép ngay nay phdi d6i mit vdi nhiéu khing hodng.
Khiing hodng c6 thé lién quan dén sin phim nhu bia c¢é vit la, thube
gdy phdn dng phu, nudc ngot giy ngd ddc, nha mdy bj chdy, tai
nan lao déng, v.v...
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8.2

5.2.1
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Thuc hanh 29 2 phut

Hay xdc dinh it nhdt 3 vdn dé khing hodng c6 thé€ xdy ra va hiu
qud ma ching c6 thé gdy ra cho doanh nghiép ciia ban?

.........................................................................................................
.........................................................................................................

.........................................................................................................

C6 rit nhidu khiing hodng c6 thé xdy ra, nhung chiing cé thé dudc
phdn chia thanh ba loai khing hodng nhu sau:

Lién quan dén cdng ty: cong ty bi t6 cdo hdi 16, trén thué, tai nan
lao déng, chiy nha xudng kho bai, vi pham ludt lao ddng, cong
nhin dinh céng, v.v...

Lién quan dén san phim: sin phdm giy nguy hai cho sifc khde,
gdy bat tién cho ngudi st dung, v.v...

Lién quan d&€n ban gidm ddc: bién thi, vi pham phdp ludt (ddnh
ngudi, vi pham Iudt hén nhén), hinh vi thi€u dao duc (dn chdi sa
doa, quan hé& ngoai hén nhin, v.v...)

Khi khing hodng xdy ra, chic chin doanh nghiép ctia ban sé chiu
nhitng thiét hai, khéng it thi nhiéu. Néu nhifng khiing hodng dé
khong duge xtr ly kip thdi va hiéu qua, doanh nghiép sé phdi chiu
nhiing hiu qud khé ludng nhu mi't khdch hing, bj kién tung, bi
rit gidy phép kinh doanh hodc thim chi bi ph4 sin.

Khiing hodng x3y ra phan 16n 1a do qué trinh trao d8i thong tin giifa
doanh nghiép va céng chiing bi gidn doan hodc bi sai l&ch. Lic dé,
cong ching & trong tim trang khéng bi€t thyc hu nhu thé nio va
ho cAn ¢6 nhitng thong tin diy dii va chinh xdc tif phia doanh nghiép.
Cac hoat dong quan hé céng chiing sé giip doanh nghiép chuyén
tdi nhifng théng tin cin thiét t6i cong ching d€ nhim trin an ho.

Di dodn va gidi quyét khing hodng nhu thé nao?

Dy doan

Dy dodn khing hodng dé c¢6 k& hoach gidi quyét trudc khi xdy ra
rit quan trong bdi vi khing hodng xdy ra thi it nhiéu cling sé 1am
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gidm uy tin cha doanh nghiép. Ban cdn phéi tién dodn khing hodng
trude khi né cé thé xdy ra.

Nguyén tic dy dodn 13 “nhifng gi c¢é th€ xdy ra cd thé xdy ra!”.
Vi viy nhitng ddu hiéu hodc s viéc nhé ban ddu cé thé 13 nhiing
tin hiéu givp ching ta dy dodn khing hodng.

Lién quan dén céng ty: C6 thé mdt nhin vién giao hang bi tai nan
nhung khéng ¢6 bing 14i xe. M&t nhém nhén vién kién hodc 1am
“am 1 vdi bdo chi vi khéng hai long véi hinh thidc k¥ luat cha codng
ty hay quyén Igi ciia ho khéng duge bio dim khi cho théi viec. Hay
mét bd phin trong doanh nghiép dé nghi cdi thién méi trudng lam
viéc nhung khéng dugce gidi thich théa ddng va gidi quyét rét rdo.

Lién quan d&n sin phim: khdch hang khéng hai ldong véi sdn phim
bi 18i hoic khéng thda min vdi cdch gidi quyé&t cia cong ty vé
mot khi€u nai cta ho.

Lién quan d&€n ban gidm d6c: M4t thinh vién cla ban gidm déc
(Gidm d8c) c6 quan hé vdi ngudi “ndi 1i€ng” (ca si, ngudi miu...)
hién dang bi tai ti€ng vi mét chuyén gi dé.

Gidi quyét khing hoang

Khi thdy ¢6 ddu hiéu khiing hodng ban phai c¢6 k& hoach d€ han
ch€ thip nhdt khing hoing ¢é thé x4y ra.

Gidi quy&t triét d€: hiy thé hién trdch nhiém clia mot cdng ty ¢
trich nhiém v@i nhin vién, khich hang. Diéu ndy khdéng c6é nghia
12 vi “s¢” mé ban phai 1am trdi v&i quy dinh cdng ty hodc 13 phai
“chiéu” theo ¥ cla khdach hing hay nhin vién ngay cd khi ho sai.
N€u sdn phdm ban khéng 6 gi sai ma 13 do khdch hang s dung
khong ding cich thi ban khong nén thdéa hiép. Vi n€u khéng ban
tao ra mot tién 1& x&u, ¢ doa “I&n bio” 11 ban phii “nhugng bd”.
Thé nhung n€u ban khéng cung cip hoic hudng din st dung sin
phim ding cich thi d6 12 15i cda ban. Va ban phii sifta sai bing
cdch thudng lugng cdch gidi quyét.

Khi moi “thudng lugng” khdng xong, ban phii chuin bi nhiing budc
ké tiép.

» Chufn bi tai lidu: it cd nhitng théng tin c¢6 lién quan dé ching

minh 13 ¢éng ty ban ding trong viéc x 1y vdn dé trén.

« Gidi trinh véi bdo chi: Théng thudng ngudi khi€u nai sé gltri don
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dén bio dai hodc t6 chitc (nhu hoi ngudi tiéu dung...). Nhifng cd
quan bdo chi ¢6 trach nhiém bao gi¢s cling nghe thong tin 2 chiéu,
Ho s& lién hé véi ban d€ c6 cdu trd 13i. NEu khéng phdi 1a van
dé 16n thi ban chi cin gt thu phic ddp. Tét hon 12 ban nén gip
Ban Bién tdp bdo hodc ngudi chiu trich nhiém phong Cong tic
Ban doc. Lic dé ban sé& gidi trinh diy di dé€ chitng minh cong ty
clia ban khong sai trong viéc xif 1y vdn dé wén. Bdo chi néi chung
ciing rit khdch quan trong viéc ling nghe cdch xi 1y cla ban.

Khi khing hodng xdy ra, doanh nghiép nén xi Iy nhyu thé nio.
Ban hiy doc va suy nghi vé cdch gidi quyét khiing hodng clia ngin
hang Tin Nhiém dudi day.

Ngén hang Tin Nhiém da thanh Iap duge 10 nam. Trong sudt thoi gian qua,
ngdn hang da xdy dung dugc hinh dnh 12 mdt ngan hang uy tin d&i véi khach
hang. G4n day di x4y ra mét tin ddn réng ngdn hang 1Am #n thua 16 va 6ng
giam ddc ngdn hang da bo trdn. DAu tidn, ngudi ta cho réng day chl 1a tin dén
nhdm. Vai ngay sau, moi ngudi khdng nhan dugc thdng tin gi tif phia ngén
hang va ciing chdng thdy 6ng gidm déc ngan hang xudt hién trén bao chi
hodc truyén hinh. Mgt s8 ngudi lo Iang va dén ngdn hang rut tién gui. Sy rot
tién nay lam cho nhiing nqudi khdc bdt ddu hoang mang va vdi vang kéo téi
ngdn hang rut tién ddn dén sy rat tién 6 at. Nhan vién § tt ca c4c chi nhanh
cla ngdn hang déu lo 1ang va mét mdi. Ngin hang Tin Nhiém ding trudc
nguy co sup d6 vi mat kha ning thanh todn. Sau vai ngdy, 6ng gidm déc ngan
hang mai xuat hién trén c4c phuong tién thong tin dai ching dé thanh minh
ring dé chi 12 tin dén “that thigt".

Thuc hanh 30 3 phiit &

Ban nhidn xét nhu th€ ndo vé cdch thitc gidi quy€t khing hodng
ciia ngin hang Tin Nhiém néu & trén? Liéu ring ngin hiang Tin
Nhiém da gidi quy€t 16t khing hodng “tin d6n” khong? Tai sao?

.........................................................................................................
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Ban c¢6 thé nhin xét ring ddng 1& khing hodng sé khéng x3y ra
néu ngin hang Tin Nhiém thyc hién médt s§ bién phdp hitu ich ngay
tlf khi xuat hién tin dén. Thay vi im ling, ngin hang nén dang tin
dinh chinh tin d6n trén bio chi. Ong gidni d8c ngan hang nén xuit
hién trén cdc phudng tién truyén thong dai ching d€ ching td cho
ngudi din thdy d6 chf 12 tin don thdt thiéc.

Dudi day 1a mét s8 kinh nghiém gidp ban gidi quyé&t khiing hodng

mdt cdch hiéu qua.

NEN

KHONG NEN

Binh tinh va coi khing hoing nhv
13 mot co hdi € chng ¢6 niém tin
clia d61 tugng cOng chiing. Ho sé& tin
tudng vao doanh nghiép cia ban
hon néu ban gidi quyé€t khiing
hodng mdt cdch nhanh chdng vi
cung cdp théng tin kip thdi trén cic
phucong tién truyén thdng,

Giai quy&t khitng hoang khéng
¢6 nghia la bung bit sy théit.
Cang bung bit thi khing hoang
cing trim trong.

Truyén dat Kip thdi va chinh xdc
thong diep dén cdc ddi wrong lién
quan nhy cdc phuong tién truyén
théng dai chiing, cd quan nha nudc,
khdch hing, nhin vién, dai ly, d6i
tic, ¢6 d6ng, dai ly, v.v... Doanh
nghiép cian thi€t 1dp ngay kénh
théng tin d€n nhiing nhém ngudi
nay va thudng xuyén cdp nhit cho
ho vé nhifng thong tin mdi nhit.

Piin ddy trdch nhiém khong
phai la gidi phdp tich cyc. Thé
hién trich nhig¢m, hgp tic, thii
d6 quan tdm dén 1gi ich khdch
hing bao gid ciing cho k&t cuc
t6t. Thi du nhu cho thu héi
ngay nhifng sién phim cdé khd
ning nguy hai mi bdo chi lén
ti€ng hay nhanh chéng diéu tra
nhing gi ma du fudn quan tdm.

Chufin bj nhitng gidi phdp cu thé
cho tirng loai khiing hoang. Khong
nén dgi khing hoiang xdy ra thi mdi
tim cdch gidi quy&t, ma cdn phdi
chuin bi d€ khi x4y ra thi doanh
nghiép d3 sin sing ddi phd.
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6 Ty lam hay thué dich vu?

Ban sé& héi liédu doanh nghiép clia ban ¢6 nén ty thyc hién cdc
hoat ddng quan h§ c¢dng ching hay thué cdng ty dich vu? Ban hay
cdn nhic k§ diéu ndy. C6 mot s hoat dong quan hé céng ching
mi doanh nghiép khong thé thué dich vu lam thay, ching han nhu
viéc chuyén tdi théng diép quan hé cdng chiing qua cdc kénh giao
ti€p cd nhin. Ban khéng thé thué c4c cdng ty quan hé cbng chiing
trd 18i phdng vin hodc phdt bi€u thay cho ban. Cong ching s& tin
vdo nhitng diéu ma chinh bdn thin ban hodc doanh nghiép cia
ban ndéi vdi ho,

Cé6 thé ban ban khoin cho ring quan hé cong chiing lién quan rit
nhiéu d€n gidi bdo chi do viy t6t nhdt 1 nén thué cdc cong ty
dich vu dd ¢6 nhing quan hé mat thiét vdi bdo chi. Nhung di cho
doanh nghiép cda ban ty 1am hay thué céng ty dich vu thi diéu
quan trong 13 doanh nghiép cla ban c¢6 cdu chuyén gi mdi mé cho
bdo chi hay khéng bdi vi bio chi ludn (im ki€m cdc thdng tin hidp
din ddc gid clia ho. Néu nhy doanh nghiép ¢d nhitng ciu chuyén
mdi mé va ¢é dd khd ning sing tao d€ lam cho cdu chuyén trd
nén hip din thi ty khic bio chi s& tim d&n doanh nghiép.

Mbt diéu chic chin 13 doanh nghiép clia ban hiu va nim vilng cic
hoat dong clia minh hon ai hét. Ban nim 18 ai 12 d8i tugng cong
ching ma doanh nghi€ép muén nhim dén, doanh nghiép mudn gi &
ho vi mudn chuyén tdi théng diép gi tdi ho. Chinh vi viy s& dé
dang hon n€u doanh nghi€p tw vach ra chugng trinh quan hé cdng
ching cho minh. Con néu thué cdng ty dich vu thi ban s&€ mit thdi
gian d& gidi thich cho ho va ai s& ddm bio chic chin ring ho hiu
dfing nhitng di€éu ma ban mudn néi. Hon nita n€u ban 1a ngudi sing
tao, ¢é thé nghi ra nhiing hoat dong quan hé cong chitng *déc nhit
v0 nhi” thi ban s& thu hiit dugc sy quan tdm cia céng chiing. Cdc
cdng ty dich vy thu@ng khuyén ban nén phdng theo cdc hoat dfng
quan hé céng ching md ho di thuc hién thanh céng cho ciac khich
hing trude ddy, Piéu ndy thit 13 sai 1am!

Vay khi ndo thi doanh nghi€p nén thué cdng ty dich vy?
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Thuc hanh 31 5 phit &

‘Q i Ban hiy danh 5 phit suy nghi xem trong nh¥ng trudng hdp ndo
thi doanh nghiép ciia ban s& thué cdng ty dich vu thyc hién hoat
dong quan hé cong ching?

.........................................................................................................

.........................................................................................................
.........................................................................................................

C6 thé ban cho ring doanh nghiép cia ban s& s dung dich vu quan
hé céng chiing khi:

= Mpoi ngudi trong doanh nghiép da qud bin rgn véi céng viéc cho
nén ho khéng c¢6 thai gian d€ thuc hién cdc hoat déng quan hé
c6ng chling;

= Doanh nghiép da tim ki€m trong ndi bd nhung khong ai c¢é khd
ning lam quan hé cbéng chiing;

» Ti trude dén nay, doanh nghiép chua c6 méi quan hé vdi cdc cd
quan truyén thong: bdo chi, truyén hinh, phat thanh;

» MOGt s6 hoat ddng ddi hdi tinh chuy&n nghiép cao, nhu t6 chitc cic
su kién trong khi doanh nghiép cia ban khéng ¢6 khd ndng va
chita ¢6 kinh nghiém 18 chifc cdc hoat dong dé.

Lam thé nao d€ lva chon dude céng ty dich vu ddp dng yéu ciu
cua doanh nghiép?

Thuc hanh 32 3 phit X

@ Gid sit doanh nghiép clia ban mudn thuc hién mot hoat déng quan
hé cong ching ndo d6 nhung hién gi¥ doanh nghiép rat bir khéng
thé wy thye hién va quy€t dinh thué c6ng ty dich vu. Ban hiy

néu ra mot s8 tiéu chi d€ lya chon cbng ty dich vu.
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Khi lya chon mét c6ng ty dich vu, ban nén xem xét:

Kinh nghiém cia ho, nhit 13 v38i cdc 481 tugng khdch hang nhu
doanh nghiép cia ban;

C6 thé coéng ty dich vu di thuc hién cdc hoat dong quan hé céng
chiing rit thinh céng cho rdt nhiéu tdp doin hay céng ty 1dn cia
nudc ngodi, nhung chic gi s€ thanh c6ng véi cdc doanh nghiép
vlfa vad nhd nhu doanh nghiép cia ban. Doanh nghiép cla ban khéng
nén trd thanh “vit thd nghiém diu tién clia ho”. Hiay chon nhitng
cong ty c6 thé khéng ndi ti€ng 1fm nhung quan trong 13 ho di c6
kinh nghi€ém lam quan hé cdng chiing thanh c¢éng cho cdc doanh
nghiép nhu doanh nghiép cia ban.

Cé niing Ige vira di d€ dép (ing y&u ciu clia doanh nghiép;

Liéu thyc sy doanh nghiép clia ban cin thi€t phdi thué mdt cong ty
dich vu cé chi nhdnh & nudc ngodi, cé quan hé rdéng voi 14t cd cdc
dai truyén hinh 18n khéng, khi doanh nghiép cia ban chi cin ¢é
mot s& bdi bdo vi€t vé chudng trinh khuyén hec ma doanh nghiép
di thyc hién dé€ iing ho sy nghiép gido duc. Hiy chon c¢ong ty dich
vy ¢6 ning lyc vira di ddp wng yéu ciu cia doanh nghiép, n€u
khéng ban sé& phii trd ti€n cho nhitng di€éu mi doanh nghiép khéng
Cﬁl’l.

Khéng nén tin vao nhitng gi ho néi mi tin vio nhitng chitng cif vé
nhitng viéc ho di lam,;

Coéng ty quan hé cdng ching di c¢6 kinh nghiém trong quan hé
céng ching cho nén idi ndi clia ho rdt c6 kha niing thuyét phuc
ban. Nhung dirng v§i tin vao nhitng di€u ho néi ma hiy xem ho di
1am dudc nhitng gi? VA t8t nhit I3 ban nén yéu ciu ho cho ban thiy
nhitng biing ching vé€ sy thinh céng ciia ho.
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Nén héi ¥ kién cdc khdch hang cii cia cong ty quan hé cong chiing;

Ban nén lién hé v8i nhing khdch hing cd cia cdng ty dich vy,
k& ci nhitng khdch hing di st dung dich vu va khdch hang da ti
chéi ¢€ xem ho nhin xét nhu thé nio vé céng ty nay.

Nén xem xét k¥ Iudng dé xuat clia ¢dng ty dich vu;

Trudc hét ban nén xem dé xuat clia cdng ty dich vy ¢é diing vdi
muc dich ma doanh nghiép cda ban mudn dat dugc khéng? Dé
xuit d6 c6 sdng tao khdéng hay lip lai kich bdn cda khdach hing
trude? Viec xem xét k¥ ludng d€ xuit ciing giip ban tét kiém chi
phi do loai bd nhitng viéc khéng cdn thiét.

Du cho doanh nghiép ciia ban quyét dinh tu thye hién hodc thué
cong ty dich vy thi ban vin ¢in modt ngudi gidm sit hoat ddng quan
hé cong chiing cia doanh nghiép. Ngudi d6 c6 thé 13 chinh ban hoic
mdt ngudi quin 1y nao 46 trong doanh nghiép (cé thé ia trudng bo
phdn marketing hodc trudng bd phin nhin sy).

Phdm chat va ki ning ciia ngudi quéan Iy

hoat ddng quan hé ¢bng chiing

Ngudi quin 1§ hoat ddng quan hé& c¢éng ching cia doanh nghiép
cdn c6 cic phdm chat va k¥ nang sau:

Tinh sing tao

Quan hé céng chiing thanh céng hay thit bai phu thudc rd't nhiéu
vio ¥ tudng cé sdng tao hay khong. Doanh nghiép khong thé thinh
cOng n€u bit chudc nhitng gi ma ngudi khdc di lam. Do vdy, ngudi

qudn 1y quan hé céng ching phdi c¢6 khd ning dwa ra cdc y wdng
mang tinh sdng tao.

Tinh trung thuc

Quan hé cong ching khong c6 nghia 1a che gifu sy that, bién cii khéng
¢6 thianh ¢6. Doanh nghiép nén cung cip cho cdng ching nhitng thdng
tin trung thuc. Piéu dé c6 nghia 1a chinh bin thin ngudi quin 1y hoat
déng quan hé cdng ching phdi 13 ngudi trung thyc,

Khi ning t§ chic

Ti€n hanh cic hoat ddng quan hé cdng chiing ¢ nghia 1a doanh
nghiép s& phdi cOng tdic v8i rat nhiéu ddi twong khdc nhau nhy
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phéng vién, nha bdo, dai dién cda cong ty dich vu (néu ban thué
dich vu), va thim chi vdi nhiing ngudi quan Iy vad nhin vién ngay
trong doanh nghiép cila ban. Nhu vy, ngudi qudn 1y hoat d6ng
quan hé cbng chiing phdi ¢6 khi ning t§ chifc mét nhém 1am viée.

K§ ning giao ti€p

Ngudi qudn 1y quan hé céng chiing sé ¢6 nhitng cd héi tép xic
v8i gidi bso chi (ching han cudc hop bdo hodc trd 13i phdng vdn
cia bdo chi) va cong chiing (ph4t bi€u trude cdng chiing). BE ho
hi€u duge nhitng théng diép ma doanh nghiép mudn truyén dat
téi ho, ngudi quin 1y hoat déng quan hé cdng chiing cin phdi cd
nhitng k¥ ning giao ti€p (6t nhu k§ ning thuyét trinh, k§ ning rd
181, k¥ ning nghe, v.v...

Khi ning ra quyét dinh

Quan hé& c¢6ng ching s€ chi ¢é hiéu qua khi nhifng théng tin ma
doanh nghiép dua ra chinh xdc, trung thyc va nhanh. Ngu&i qudn ly
hoat ddng quan hé cdng ching cin phdi nim bit co hoi nhanh chéng.
Diéu ndy c6 nghia 13 ngudi d6 phii c6 6c phdn dodn nhay bén dé
dua ra quy€&t dinh nhanh chéng.

Hay ty danh gid 3 15 phut &

Ban hiy xem lai cdc hoat d6ng quan hé céng ching & myc 4 cia
phin B. Theo ban cdc hoat déng quan hé céng ching nio cé thé
dugc thyc hién d€ giip doanh nghiép dat dude cdc muc tidu quan
hé céng ching néu trong bing dudi diy. Ban hiy ddnh diu vio
cdc § thich hgp trong bdng.

Hoat dong Muc tiéu quan hé cong chiing
quan hé ] r:oa . .
,. . Thu hit Cai thién Xdy dung Xit 1y
céng ching . R . . . . .
va duy trl mbi quan hé | quan hé | khing hodang

quan hé vdi
khdch hang

vdi nhin vién | t5t dep vdi
cdng déng

Hopbio O O a [
Thong cdo
bdo chi O O O O
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Ap dung hoat dong quan hé cong chiing vie doanh nghigp

Su kién O O O 0O
Ban tin
cong ty O a a a
Brochure/
¥ roi O O O O
Phim
gidi thiéu O a O 0
Phdng vin

bdo chi O O [l O
Ph4t biéu

trudc
cOng chiing O O O O

Trong titng finh huéng dudi diy, ban hay dé xuit cdc hoat déng quan
hé cong chiing ma cdc cong ty c¢6 thé thue hién dé€ khic phuc nhitng
vin dé ho dang gip phdi.

2 Coéng ty w vin dio tao CBA chuyén t8 chic cic khéa dio tao vé

quin tri kinh doanh cho cdc d3i tugng 13 ngudi chi hodc quidn ly
trong cdc doanh nghiép. Cic khéa hoc cia cong ty dugc thi€t k&
theo phuong phdp dio tao mdi nhim gitip ngudi hoc dp dung kién
thitc gidi quy€t nhifng vin dé thyc tién cila ho. Tuy nhién, hai thing
sau khi gi6i thi€u s lugng ngudi tham gia cdc khéa hoc do cdng ty
t8 chifc khéng dat nhw mong muén. Céng ty di tim hi€u va nhin
thdy 1y do chinh 12 cdc nha qudn 1¥ dd chdn nhiing khéa hoc quén
1y do cdc trung tdim dio tao 8 chifc bdi vi chiing mang ning tinh 1y
thuy&t. Do vay ho khéng nhiét tinh quan tAim cdc khéa hoc ma clng
ty CBA gidi thiéu.

.........................................................................................................
.........................................................................................................



Ap dung hoat d6ng quan hé cong chiing vao doanh nghigp

&
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4

3 Ban gidm d8c c¢éng ty Thinh Phdt vira quy&t dinh b3 nhiém anh

Quang lam gidm d6c chi nhdnh cda cong ty tai Ha N§i. Anh Quang
di tirng 1am gidm d6c chi nhanh cia cong ty & Pa Ning, mft trong
nhifng chi nhdnh 1am 4dn ¢é hiéu qud nhit clia céng ty. Tuy nhién
trong cdng ty anh Quang ndi ti€ng 12 mdt ngudi quan 1y rAt nghiém
khic. T mdt tuidn trude day, cic nhin vién d vian phong Ha Noi da
bin tin vi lo ling v& nhitng thay d8i c6 thé xdy ra: ching han nhy
chi tiéu doanh s& ban hang tang 1én, cdc khodn chi bi ki€m sodt chit
hon, tudn thi ding gidh gidc 1am viéc, v.v...

Co6ng ty Thinh Nam chuyén sidn xui't cdc sdn phdm dét. Cdch diy 3
thdng nha mdy clia cdng ty di 1dp dit hé thdng x{& 1y chit thdi theo
¢bng nghé mdi nhat cda Thuy Pién dim bdo loai bd h&t cdc héa
chdt trong nudc thdi trudc khi dua ra ngoiai. Tuy nhién, trong tuin
vira ri, chinh quyén dia phudng gii théng bdo yéu ciu codng ty phai
Iip dat hé thdng xit 1§ chdt thii bdi vi ngudi din sdng xung quanh

nha mdy kéu ca ring nuéc thii cia nhi miy gy 6 nhiém ngudn
nude sinh hoat cida ho.

5 Cong ty sin xuit thii cdng my nghé Viét Handicraft rt hay tham gia

vao cdc hoat dong tir thién. Cich ddy vai thang céng ty di (iép nhin



Ap dung hogt déng quan ké cong chiing vio doanh nghigp

mot s§ tré em lang thang dudng phd vé€ nudi dudng va tao viéc lam
cho cdc em. Cic em dugc sip xép hoc vin héa vao budi sdng va hoc
nghé tai phin xudng cia cdng ty vio budi chiu. Tuy nhién, gin diy
xudt hién mdt bai bio trén t& bdo 16n cho ring cdng ty I1¢i dung danh
nghia tit thién d€ béc 16t lao dong wé em. Ho ndi ring cong ty di bit
cdc em )am viéc vat v vi khOng cdng khai nhitng khodn thu nhip
ma cdc em 1am ra. Sau khi bii bio ding tin, cbng ty nhin duge rat
nhiéu cd dién thoai hdi xem thyc hu thé nao. Cong ty dang ditng trude
nguy cd bi mit long tin cda ngudi din.

.........................................................................................................

C6 ngudi chli doanh nghiép cho ring “t6i ching cé thdi gian d€ lam
quen v8i gidi bio chi. Cho nén t8t nh&t 13 khi cin thyc hién hoat
déng quan hé cdng chiing, t6i ky hdp déng khodn gon tif A-Z cho
cOng ty tr vAn dich vu quan hé cong ching c6 tAm cd va cb tén
tudi. Ho sé& dua chiing t8i 1én trang nhdt cita cdc td bdo 16n”. Ban
c6 déng ¥ v6i ¢ ki€n clia ngudi chil doanh nghiép niy khéng? Hay
gidi thich vi sao.

Ban c6 thé tham khio ciu tr3 18i & phin Pdp dn cdc boi tu ddnh
gid & cubi cudn sach.
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Ap dung hout déng quan hé céng chiing vao doanh nghigp
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8 Tam tat

Hién nay, cdc hoat dong quan hé céng ching thudng duge
k€&t hgp vdi cdc hogt ddng marketing d€ ting sic thuy&t phyc
va tao uy tin hon @i véi khdch hang.

Ngay nay, quan hé cong ching gitp doanh nghiép duy tri quan
hé tot dep vdi nhin vién tr khi tuy€n dung, lam viéc, khen thudng
16i ¢4 nhifng khi c6 thay ddi xdy ra.

Doanh nghiép sé hoat dong thudn Igi n€u nhin duge sy ting hd
clia cong dong dan cu xung quanh. Céc hoat djng quan hé cong
chiing sé& giéip doanh nghi¢p thé hi¢n sy quan tdm ctia minh
tdi lgi ich ciia cong ddng.

Cang ngay doanh nghiép cing phdi d6i mit vdi rit nhiéu khing
hodng c6 nguy cd xay ra. Khi khiing hodng xay ra, diéu quan trong
1a doanh nghiép phii ciing ¢6 long tin cia cdng ching d6i véi
doanh nghiép théng qua cdc hoat djng quan hé céng ching
thich hgp, nhit 12 hoat ddng bdo chi.

Doanh nghiép cdn phdi cin nhic k¥ 1udng khi quy€t dinh t minh
thye hién cac hoat déng quan hé cong ching hodc thué cbng ty
dich vu.

Khi lwa chon mét cong ty dich vy, ban nén xem xét cic y€u 16

sau

» Kinh nghi€m cda ho;
= C6 ning luc vira di ddp ¢ng nhu ciu ciia ban;

= Kho6ng nén tin vao nhitng diéu ho néi ma tin vao nhitng diéu ho
di lam;

= Nén héi ¥ ki€n ctia nhitng khdch hang cii clia ho;
» Nén xem xétky ludng dé xuft cia ho.

Dit tf [Am hay thué dich vy, doanh nghi&€p nén c¢6 mét ngudsi quan
1 hoat d6ng quan hé céng chiing. Ngudi niay nén ¢6 nhitng phim
chit va k¥ ning cin thiét sau:

= Tinh sdng tao;



p dung hoat dong quan hé cong chiing vao doanh nghigp
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Ap dung hoat dijng quan hé cing ching véo doank nghi¢p

9 Suy ngam

w | By gid ban danh 5 phdt dé suy ng&m nhitng vdn dé vita nghién
Q.- ctu va nghi xem ban s& dp dung chiing vio thuc t€ cdng viéc cia
ban nhu th€ nio? Hiy vi€t ra nhitng suy nghi clia ban:

Al To1 di hoc dugc...

Ap dung khi nao?

Ap dung diéu d6 & cong viéc nao?

A! Téi @3 hoc dugc...

Ap dung khi ndo?
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Danh gid két qua

1 Bai kiém tra nhanh
Pé&n day, ban da gin nhv hozn tdt viéc nghién cifu cudn sdch. Hay

trd 15i nhitng cidu hdi sau d€ danh gi4 xem liéu ban di nim vitng
nhitng khdi niém chinh di dudc néu trong cudn sich.

Hay trd 16i ngdn gon cdc cdu héi sau.

Cau 1 Hay liét ké cdc d6i tugng cbng ching clia mdt doanh nghiép.

Cau 2 M6 td modt cdch ngdn gon chifc ning quan hé cdng ching trong
doanh nghiép.

Cdu 3 Quan hé cbng ching c6 th€ dem lai cho doanh nghiép nhilng lgi
ich gi?
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Bdnh gid két qud

Cdu 4 Gidi thich ngdn gon sy khdc biét gilta chic ning quan hé cdng
chiing vd chiic ning marketing.

.........................................................................................................
.........................................................................................................
.........................................................................................................

.........................................................................................................

Ciu 5 Vi sao nhd qudn 1y néi chung vad chd doanh nghiép ndi riéng cé
vai trd dac biét quan trong trong viéc xdy dung v duy tri mdi quan
hé gifta doanh nghiép vd cdng ching?

.........................................................................................................
.........................................................................................................

Ciu 6 Nhin thifc clia ¢dng ching 1a gi? Nhin thic cda cdng ching dugc
hinh thianh trén ¢d sd nao?

.........................................................................................................

.........................................................................................................
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Ddinh gid két qud

Cau 7 Doanh nghiép chi nd Iyc cung cdp théng tin cho cdng chiing ma
khong quan tdm dé&n nhitng phan hdi ti¥ cong ching thi ¢ thé gip
nhiing khé khin gi?

.........................................................................................................
.........................................................................................................
.........................................................................................................

Cau 8 Hiy néu 3 cdch thitc d€ bi€t cong ching dang ¢6 nhdn thitc nhu
th€ ndo vé doanh nghiép?

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................

.........................................................................................................

.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................
.........................................................................................................



Ddnh gid két qud

Ciu 10 Doanh nghiép c¢6 thé chuy&n tdi cdc théng diép quan hé cong
chiing cia minh théng qua nhdng kénh théng tin nio?

Cau 11 Trong mdi quan hé v8i khdch hing, quan hé céng chiing c6 thé
hd tr¢g marketing trén nhitng phudng dién nio?

Cau 12 Gidi thich ngdn gon quan hé c6ng chiing giip doanh nghiép xiy
dyng vi cling ¢4 mSi quan hé vdi nhin vién nhu th€ nio?
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Bdnh gid két qud

Ciu 13 M4t doanh nghiép ¢6 mdi quan hé t8t dep véi nhin vién c6 dim
bdo sé& ¢ m&i quan hé 6t dep vdi cong ddng khdng?

Ciu 14 Ban ¢6 déng ¥ vdi quan diém “khling hodng chi x4y ra vdi cdc
doanh nghiép 1dn™? Gidi thich tai sao.

.........................................................................................................

Céu 15 Trong nhitng diéu kién nio doanh nghiép nén thué dich vy hon 13
tr 18 chifc cdc hoat déng quan hé cOng chiing.

Ban c6 th& tham khdo cdc cdu trd 1&i & phin cudi cudn sdch.
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Bdnh gid két gud
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2 Bai tap tinh hudng

Ban hiy doc tinh huéng sau vid ¢8 gdng trd 18i cdc cdu héi. Hay
viét ciu trd 131 cia ban vdo mdt (3 gidy riéng,

Cang ty Anh Sdng 1a m6t cong ty chuyén san xudt cac loai bong dén dién
huynh quang. Gan day nhi dp dung cong nghé tién tién, cdng ty da san xuat
thanh c8ng loai dén huynh quang ¢4 tudi tho {4u hon 1,5 1dn va tigt Kiém 14i
30% dién tiéu thu so v6i ioai dan thong thudng. DAy la loai sdn phim mdi
chua tiing xudt hién trén thi trudng. Cach diy hai thang cong ty dd quang cdo
san phdm mdi ndy trén ahiéy t bac. S6 tién chi cha quang cdo rat I6n nhung
k&t qua khbng nhu mong mudn: s6 lugng san phdm mdi ban dugc rat it.

Trube tinh hinh nhy vdy, 6ng Thanh 13 gidm dc clia ¢cdng ty da goi anh Hung,
truéng bd phan tiép thi cla cdng ty 18n va ndi: “THi thdy san phdm béng
dén mdi ban chdm qud. Ching ta phdi tim cach gidi thiéu nhitng tinh néing
uu viét cla loai béng dén nay véi khach hang. T8i thiy cac cdng ty khic hay
t8 chiic hop bdo va sy kién d€ gidi thigu san phdm mdi. C4u nghién cdu va
[am theo hg di.”

Sau médt tudn nghién clu cdeh thic t§ chitc hop bdo va tham gia mdt sé sy
kign gidi thidu san phdm ciia cc cong ty khac, anh Hung d t8 chiic cudc hop
hao vaa th hai va t§ chitc budi i gi6i thigu san phdm bong d&n méi vao thi
bay tun vira rdi,

Khach mdi clia cudc hpp bao, ngoai mdt s6 phéng vién kinh t& con ¢6 cac
phong vién chuyén trach vé viin hoa vin nghé va tai chinh. Diy 1a nhiing
phdng vién ma céng ty cd quen bidt tii trudc. Ca cdu chll toa clia cude hop béo
bao gém qidm d&e cong ty, trudng cac bd phan tiép thi, tai chinh, sén xudt,
nhan su va nhin vién phy trach quing cdo/khuyén mii.

Cudc hop bdo b4t ddu bing bai phat biu cha dng gidm doc ndi vé hudng
phét tri€n chung clng nhu chign luge phat trién cla cing ty trong nim tai.
Trudng b phin san xut thi dé cap dén ching chi ISO ma cong ty viia duge
cdp. Con trubng bd phin Tiép thj thi thuy&t trinh vé& thach thac mdi cho
cdng ty néi chung va thi trudng 46 dién gia dung ndi riéng khi gia nhap
AFTA. Cudi cung |a nhdn vién quing cdo khuy&n mai méi dé cdp rat ngin
gon v& nhiing tinh ning wu viét cla loai bong dén dign mai.

Ngay h8m sau, chi ¢d 6 tin ngdn ding trén bdo trong khi ¢bng ty mong dgi
t4t ¢4 cdc bao déu dua tin. Trong 6 céi tin nay hét 3 tin 12 d8 cip d&n viéc cac
doanh nghiép trong nganh sin xuit thiét bj dién cla Viét Nam sé gip khé
kh&n khi Vigt Nam gia nhdp AFTA,



Banh gid két qud

Trong I& gisi thidu san phdm mdi, cong ty d3 mdi 200 khach, ¢hd yéu bao
gdm cac dai Iy va clia hang ban 1. Chii 48 cha bufi i€ 12 “L& gii thiéu sin
phdm béng dén méi clia cdng ty Anh Sang” va dugc treo 1&n phdng s4n khiu.
Budi I& ciing dugc md ddu bing bai phat bigu clia dng gidm dbc cong ty vé
chign Iugc phat trién cdng ty va cla 6ng truting b phan ti€p thj v& nhitng khé
khdn ma cdng ty gdp phai khi Viét Nam gia nhap AFTA.

Tiép theo 12 phdn biéu difn ca nhac do mét ca sTnhac nhe ndi tigng trinh dién
clng v6i mda phy hoa cla vii doan ba-18 thanh phd. Vi c6 mdt s6 dai Iy
mién T4y tham dy, nén cong ty da moi mdt s6 nghé sT cdi luong hat xen ké
vio chuong trinh ca nhac. Cudi cling 12 tiéc chidu dai. Khi buSi I8 ket thac
moi ngudi déu vui v& ra v8 nhung sau d6 mot thang s@ gng don dit hang
vin khong ting.

Hiy wd 131 ngdn gon cdc cdu héi sau:

Theo ban, cic hoat déng quan hé c¢bng chiing clia céng ty Anh Sing
nhdm dé&n ddi tugng ndo va véi muc tiéu gi?

Qua nhifng 13i 16 ma 6ng Thanh huéng din cho anh Hiing t8 chifc
hop bdo vi su kién d€ gidi thiéu sdn phim mdi, ban thdy quan
di€m cliia 6ng Thanh d8i vdi quan hé cdng ching nhu thé nio?

R& ring cudc hop bdo da thdt bai. Ban hiy suy nghi tai sao lai
nhu viy? N€u ban 13 anh Hiing, ban sé t§ chifc cude hop bdo nhu
thé nio dé€ dat dugc hiéu qud nhu mong mudn?

Tuong tu 1& gidi thiéu cling khdng dat myc tiéu dé ra. Theo ban
vi sao nhy vdy. Vi néu ban 13 ngudi t8 chdc, ban sé 1am nhu th&
nio? Ban hiy néu dé xuit clia ban vé chi dé vi cdc hoat dong
cia budi 1& sao cho gdy 4n tugng cho ngudi tham dy vé nhing
tinh ndng wu viét ciia sin phim béng dén mdi.

Ban ¢6 thé tham khio ciu trd 13i & phdn Bdp dn bai tdp tinh hudng
& cudi cubn sdch.
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Hay tom lugc va suy ngam

1 Tom lugc va suy ngam

Ban di hoc xong cubn sdch Quan hé Céng ching, bdy gid hay
xem lai edc muc tiéu ctia cudn sich. Muc tiéu ddu tién la:

m Ban c¢6 th€ dinh nghia quan hé c¢éng chiing nhy mgt chife niing
quan 1y doanh nghiép;

Quan hé c¢dng ching dudc goi bing nhi€u tén khic nhau vi dugc
hi€u theo nhiéu cdch khdc nhau. BE hi€u r6 khdi niém quan hé
cdng ching nhy mét chifc ning quin 1y ching ta di tim hi€u cdc
d61 tugng cdng ching cia doanh nghiép. Céng chiing ciia mdt
doanh nghiép khéng chi bao gom cdc c¢d quan qudn 1y nha nudc
vd khdch hang, ma bao gdm tat cd nhifng t§ chic va cd nhin cé
lién quan dén sy thinh cdng hay thit bai clia doanh nghiép d6.

MGi quan hé gita doanh nghiép va cong chiing ¢é inh hudng rat
16n 181 hoat ddong cta doanh nghiép. Vi viy, doanh nghiép can xiy
dyng v duy tri mdi quan hé véi céng ching clia minh. Pay chinh
la chdc ndng quan hé cdng ching trong doanh nghiép.

Hiy viét ra cdu urd 181 cho cdc c¢du héi dudi diy:
. Trong doanh nghiép ciia ban, ai hodc bg phdn ndo chiu trdch
nhié¢m thiwe hign chite ndng quan hé cing ching?

s Doanh nghiép cia ban dd quan tdm dén tdt cd cde o1 twgng cong
ching chua?

.........................................................................................................

o Doanh nghiép ctia ban da lam gi dé€ xdy dung va duy tri méi quan
hé voi cong chiing?

.........................................................................................................

.........................................................................................................



Hiy tém lwdc va suy ngdm
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Muc tiéu thi hai ciia cudn sich ia:

Ban ¢é kha ning gidi thich nhitng 1¢i ich ma quan hé ¢éng ching
c6 thé dem lai cho doanh nghiép;

Nhiéu doanh nghiép, dic biét 13 cdc doanh nghiép vira vd nhd,
con nghi ngd nhilng ldi fch ma quan hé c¢éng ching ¢6 thé mang
lai. Mot mdt cdc doanh nghiép cho ring mé&i quan hé v8i cong
ching rdt tritu tugng vi vdy khé mi do ludng dudc, mit khic, cdc
hoat déng quan hé c8ng ching qud tén kém.

Trong thyc t&€, cdc hoat déng quan hé céng ching cé thé it tén

kém hon va hiéu qua hon so véi mdt s& hoat dong Marketing khdc

ma cdc doanh nghiép dang 4p dung nhu qudng cdo, khuyén mii.

Quan hé cong chiing 1a mdt c¢dng cy kha linh hoat mi doanh nghiép

c6 thé 4p dung 1y theo diéu kién clia doanh nghiép. M&i quan

hé 5t dep vdi cong ching ¢6 thé dem lai cho doanh nghiép nhiing

1gi ich sau:

» ¢6 nhidu ngudi bi&t d€n doanh nghiép vd sdn phim cda doanh
nghiép hon;

= céng ching hi€u doanh nghiép hon;

» ndng cao uy tin clia doanh nghiép;

» cing c6 niém tin clia khdch hang d&i véi doanh nghiép;

» ¢6 dugc d6i ngl nhdn vién trung thinh v cam k€&t vdi Igi ich
ctia doanh nghiép;

= bdo v& doanh nghiép trudc nhitng con khing hodng.

Hiy trd 13i nh@ng ciu hoi dudi ddy:

n Cdc hogt déng quan hé céng chiing ma doanh nghiép cia ban
thuc hién (néu co) did dem lai nhitng lgi ich gi?

w Trong s6 cdc lgi ich ma quan hé c¢dng ching cd thé mang lai,
doanh nghiép ciia ban quan tdm tdéi nhitng lgi ich nao hon? Cdn
phdi lam gi d€ ¢6 dugc nhing lgi ich dé?



Héy tim bege v suy ngdm

Muyc tiéu ti€p theo clia cudn sach la:

Ban cé thé mé ta quy trinh xdy dung va thyc hién mét chuong
trinh quan hé céng ching;

Trudc khi ti€n hanh bdt c mdt hoat ddng quan hé cdng chiing
nio doanh nghiép cin phdi x4y dyng mét chuong trinh quan hé
coéng chiing cy th€. Diu tién, doanh nghiép cin xdc dinh rd muc
tiéu cla minh khi ti€n hanh hoat déng quan hé cong chiing, cé
thé 13 gidi thiéu sdn phim mdi téi khdch hing, gidp cho nhin vién
hiu va thuc hién chinh sich méi cia céng ty, hay nhin dugc sy
ing hd cdng dbng d6i v8i mdt dw 4n mdi cda doanh nghiép, v.v...

Véi mdi muc tidu, doanh nghiép cin xdc dinh d6i twong cong ching
ma minh mudn nhim tdi. Sau d6, doanh nghiép s& xdy dung nhitng
thdng diép d& chuyén tii nhifng théng tin ma doanh nghiép muén
gki 161 d6i tigng cdng chiing. Ti€p theo, doanh nghiép phdi lva chon
cdc kénh théng tin thich hgp dé truyén dat théng diép mét cdch cé
hidu qud. Cé 4 kénh théng tin ¢d bdn va mdi kénh déu cé nhilng
uu nhuge di€m nh4t dinh. Doanh nghiép c6 thé s dung nhiéu kénh
thong tin khdc nhau d€ chuyén tdi ciing mdt thdng diép. Cudi cing,
khi k&t thiic chugng trinh quan hé cong chiing, doanh nghiép cin
ddnh gid xem nhan thifc ciia d&i twgng cong ching cé thay ddi theo
chiéu huéng mi doanh nghiép mong mudn hay khéng.

s Hién tai, muc tiéu quan trong nhdt ma dounh nghiép ciia ban ddt
ra cho chic ndng quan hé cing chung la gi?
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» Vi muc tiéu d6, doanh nghiép cia ban sé nhdm vao nhiing ddi
tugng cong chung nao?

.........................................................................................................

w Théng diép nao cd thé chuyén tdi duge nhitng théng tin ma doanh
nghigp ciia ban muén truyén dat?

s Doanh nghigp ciia ban nén chon kénh théng tin ndo dé truyén dat
thdng digp do?

.........................................................................................................

Muc tiéu ti€p theo la:

Ban cé thé gidi thich uu nhitge diém ciia titng kénh théng tin va
cach thife ti€n hanh cdc hoat ddng quan hé céng chiing sao cho
dat hiéu qua;

Trong phdn B, ban d3 tim hi€u wu nhuge di€m clia 4 kénh thong
tin cg ban:

s Phuong tién truyén thong dai ching;
s Su kién;

= Tai liéu quan hé cong ching;

= Giao ti€p ¢4 nhin.

Hoat dong bdo chi gitip doanh nghiép ti€p cin t6i s& déng va & nhiéu
dia di€ém khdc nhau, trong khi d6 5 chitc sy kién sé tao diéu kién
cho doanh nghi&p ti€p cdn va chuyén tii théng diép mdt cdch truc
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ti€p tdi d6i twgng céng chiing muc tiéu. Cdc i liéu quan hé cong
ching sé& giip doanh nghiép gidi thich cin k& va chinh xdc théng
tin cin chuyén t3i va chiing 6 thé dugce s dung & moi ndi va moi
lic. Cdc cd hdi giao ti€p cd nhidn cla ngudi chd hodc ngudi quin 1y
doanh nghiép sé& gidp doanh nghiép c6 thé gidi thich va trd 18 truc
ti€p nhitng m&i quan tdm cla d6i tudng cong ching.

Dé tic déng mdt cich c¢6 hiéu qui d&n nhin thic cla cdng ching, di
cho ban lya chon kénh théng tin nio, thi ban vAn can phidi ddm bic
hoat dong quan hé cdng chiing clia ban ddp ng cic yéu ciu sau:

» Didp wng dugc méi quan tim cla ddi tugng cong ching;
» Dudc thé hién mdt cich sdng tao;
« Pdam bdo thong tin chinh xac.

Théng thudng, d€ c¢6 thé thuc sy tic dong d&€n nhin thic ciia d6i
tugng cbng ching, cdc chudng trinh quan hé cdng ching thudng
si dyng k&t hop cdc kénb théng tin khdc nhau d€ khai thic vu
diém cia ting loai. D€ ting hidu qui t4c dong, cdc hoat dong quan
hé céng ching nén dugc thyc hién vao nhitng cd hdi thich hgp.

n  Doanh nghiép ctia ban dd, dang hodc ¢ thyc hién cdc loai hogt
déng quan hé cdng chiing nao?

w Ching ¢é thuc sy giip doanh nghiép cia ban tdc ddng dén nhin
thitc ciia d6t tugng cdng ching khdng? Tai sao?
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w Cdc hogt ding quan hé cfng chiing do duyc thuc hién & nhitng
thoi diém nao? Cdce thoi diém dé cé phdi la co hdi 161 d& dounh
nghidp cia ban thuc hign hoat djng quan h#é cdng chiing khéng?

Muc tiéu cudi ciing cla cudn sdch 1a:

Ban ¢6 thé xdc dinh duge edc hoat ddng quan hé céng chiing phix
hgp vdi diéu kién cha doanh nghiép vira va nhd.

Trong phin cudi cla cudn sich chiing ta di xem xét chitc ning quan
hé cong ching trong moi tuong quan v&i diéu kién cda cdc doanh
nghiép vi¥a vd nho6. Pdu 13 nhilng ¢g héi cho cdc doanh nghiép vita
va nhd ti€n hanh cdc hoat déng quan hé cbng ching? Lam sao dé
nhin bi€t va khai thdc cdc cd héi d46? Quan hé cong chiing ¢6 thé
gilip doanh nghiép vita vi nhd gidi quyét cic van dé cda minh nhu
th€ nao? V46i nhitng han ch€ vé khi ning tii chinh, nhin luc, m&i
quan hé véi bdo chi, v.v... doanh nghiép cin lam gi?

»  Ban mudn sit dung chiic ndng quan hé céng ching dé gidi quyét

vidn dé gi cho doanh nghiép minh?

» Nhitng kho khdn ma doanh nghiép ban cé thé gdp phdi khi tién
hanh cde hoat déng quan k@ céng ching la gi?

.........................................................................................................
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v Lam thé nao dé vugt qua dwgc nhitng khé khdn do?

Bay gi¥ ban hdy xem Jai muc tiéu hgc ma ban di t dit ra cho
minh & diu cudn sdch. Ban tv ddnh gid xem muc tiéu di dat dugc
¢ mifec d nao?

Cé 18 ban di phin nio thdéa min vdi muc tiéu ndm bit ki€n thiic,
nhung cdn nhifng muc tiéu mang tinh chit hinh dong thi sao? Phan
ti€p theo sé& gitip ban 4p dung nhifng ki€n thifc ma ban git hdi
dugc vao thuc tién c¢6ng viée,

K& hoach hanh ddng

K& hoach hanh déng la gi?

K& hoach hinh d6ng 14 mét c6ng cu gidp ban 4p dung nhifng gi
nit ra duge ¥ cudn sdch vio thyc t€ cong viéc.

2.2 Lam thé nao d& Iip mot k& hoach hanh déng?

Diy 1a hic ban xem lai nhitng ghi chép cia minh & trang Suy ngdm
sau m8i phin trong cudn sdch va nhitng cdu trd 13i 8 muc Tdm
luoc va Suy ngdm.

Trudc tién, hiay xdc dinh cdc muc ti€u m3 ban mong mudn dat dudc
1a gi? D€ dat duge cdc muc tiéu nay, ban c6 thé s& gap phai nhiing
vin dé nao? Hiy liét ké ching. Sau d6 hdy phan tich xem dé gidi
quyé&t titng vin d€, ban s& cin thyc hién nhitng hinh dong gi, vdi
cdc ngudn lyc nido, va trong thdi gian bao 1au?
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Hiy dim bdo trng muc tiéu trong k€ hoach hinh ddng cia ban
luén ddp wng cdc tiéu chi sau:

cu thé;

c6 thé do ludng dugc;

cé thé dat dugc;

phi hgp (v8i muc tiéu cia nhém va muc tiéu cia doanh nghiép);
thoi han hgp ly.

Vi du:

Muc tiéu khéng cu thé: Xdc dinh cdc hoat ddng quan hé cong
chiing phu hgp véi doanh nghiép.

Muc tiéu cy thé: Xdc dinh hai hoat dong quan hé cong
chiing d€ truyén dat thong diép vé cic
tinh ndng cta sdn phdm méi 16 khich
hang trong chi€n dich khuy&ch truong
sdn phim. '

2.3

Pé dim bdo tinh khad thi, trong mdt k€ hoach hanh déng, ban chi
nén dé xuit mdt muc tiéu can dat dude va khéng qua 3 van dé
can phdi gidi quy€t trong mét khodng thai gian nhit dinh.

Lam gi vi k& hoach hanh déng?

Khi da lip xong ké hoach hinh déng, ban nén bit tay ngay vio
viéc thuc hién. Pirng dé bdt ky diéu gi ui hodn ban! Trong qud
trinh thyc hién, rit cé thé s€ cé nhitng yéu t& dnh hudng dén nhifng
du ki€n cliia ban. Ban hdy phin tich ky lud@ng nhifng dnh hudng
nay va trong trudng hdp can thi€t, ban dirng e ngai gi néu phdi
thay d8i mdt s6 dy ki€n trong ké hoach hanh déng ciia minh. Nhung
lvu y ring cudi cing ban phdi dat dugc muc tiéu di dat ra.

K& hoach hianh dong ld danh cho ban. Trir khi ban yéu cdu, khéng
ai ddnh gid, chim di€m hay xem xét ké& hoach ciia ban. Hay treo
k€ hoach hianh ddng & ndi lam viéc va bdt tay thuc hién ngay!

Ban nén xem xét lai k& hoach clia minh theo dinh ky (c6 thé hiang
thdng) va diéu chinh k&€ hoach khi can thi€t. Hiy xem lai:
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m nhiing gi dang phdt huy tac dung?
® nhitng gi cdn dudc cdi ti€n?
® lam th€ nio d€ c6 thé thyc hién cdc cdi i€n dé?

Khi di thyc hién xong k€ hoach hanh déng, ban khéng nén vdi
ving cdt né vao ngin ban. Ban nén danh chiit th&i gian d€ ddnh
gid viéc thuc hién k& hoach hianh déng va so sinh xem k&t qui
ma ban dat dudc c¢é nhu mong mudn hay khong. Diéu nay sé& gidp
ban tich ldy kinh nghiém d€ thyc hién thinh cdng cdc k& hoach
hanh déng trong twdng lai.

bBitng quén ghi nhin nhitng tién b ma ban da dat duge. Hiy in
mung nhitng thinh c6ng cdia minh!
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3 Dap an cédc bai ty danh gia
Bai tip ty danh gia 1

1 Quan hé céng ching 1& mdt chite ndng qudn 1y cia doanh nghiép
nhim xay dung va duy tri m8i quan hé t6t dep va cing c6 Igi giita
doanh nghiép va cdc ddi tugng cong ching (c6 thé 1a khdch hang,
nhin vién, cdng dbng din cu, cdic nha ddu tu, cdc cd quan qudn
1y nha nudc, v.v...). Hodc ban ¢é thé gidi thich mot cdch don gidn:
quan hé cdng ching ¢ nghia 13 “hdy 1am viéc t6t va ndi cho cong
chiing bi&t diéu doanh nghiép di lam".

2 Cdc trudng hop b, d, e, f 13 cdc hoat d6ng thudc vé chitc ning
quan hé cdng ching bdi vi ching nhim muc dich x4y dyng va
duy tri m&i quan hé 18t dep va cing ¢6 I¢i giffa doanh nghiép va
cdng chiing.

m Trong trudng hdp b, c¢éng ty may mic Thim M§ di thé hién sy
quan tim chu ddo clia ¢bng ty d8i vdi nhin vién d€ wr d6 xdy dung
mdi quan hé 6t dep véi ho. O trudng hop d, cong ty gidy Sanh
Diéu ciing di quan tdm dé€n viéc x4y dung quan hé t8t dep vdi
nhin vién nhung dudi hinh thic phdt hinh bdn tin ndi bd dé nhin
vién ludn kip thdi ndm bt tinh hinh phdt tri€n cda cong ty.

w O trudng hyp e, cong ty Sita Ngon dd thirc sy quan tAm dén lgi
ich cda khdch hiang théng qua hoat dong cham séc khdch hang cu
th€. T cudc thi do céng ty t§ chdc, cdc bic phu huynh dd nim
bit dugc ch& d dinh dudng 6t nhi't cho con em ho.

® Vi lgi ich cda cdng dong 13 muc dich cla céng ty sdn xudt bao bi
Tan Tién trong trudng hgp f. Cong ty dd diu tr mot & tién khdng
nho dé€ 1ip dit hé théng x{ 1y chat thii hién dai nhim bio vé mdi
trudng cho cong ddng din cu xung quanh.

m Con cdc hoat ddng a, ¢, g khdng thudc chiéc ning quan hé cong
ching mi thudc vé chic ning marketing. Trong trudng hdp a,
chudng trinh “b8c thim tring thudng cdn nha i gid 1 ty dbng”
cla cong ty Bén Viing thuc chit 1a mot hoat dong khuyén mai nhim
ddy manh sin lugng bdn hing cho céng ty. Con & trudng hop c,
cong ty thiét k& kién triic Hai Hdoa di quing cdo sidn phidm cda ho
tdi khach hang § bia sau céia cudn tap chi chuyén nganh. J trudng
hop g, céng ty A Ddng mudn khuyé&ch trwong hinh anh cia cong ty
théng qua viéc tai trd cho bd phim.
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So v3i hoat ddng khuyén mdi vid quing cdo, hoat dong quan hé
cdng ching s€ khéng mang lai I¢i ich ngay tfc thi cho doanh nghiép
clia ban. Ban khéng thé mong dgi chic chin ring doanh s& bdn
hing s& ting lén ngay sau khi c6 bii bdo vié€t vé doanh nghiép
cla ban. Quan hé céng ching s& gitip cbng ching hi€u 16 hon vé
doanh nghiép ctia ban va do d6 ho ¢ thé mua sin phim cia doanh
nghiép trong tudng lai. Hon th& nira, khuyé&ch truong sin phim cia
doanh nghi&p chi 13 mét trong rat nhiéu muc dich cia quan hé céng
ching.

Quan hé céng chiing ¢6 thé mang lai rdt nhiu 1gi ich thi€t thyc
cho doanh nghiép cia ban, di doanh nghiép cia ban kinh doanh
trong linh vuc nio vi dit doanh nghiép cia ban 16n hay nhd. La
mdt doanh nghiép nhd véi ngan sach quing cdo han ché€, chic chin
ban khdng thé canh tranh ndi cdc cong ty “dai gia” véi ngin sich
quing cdo khdng 16. Quan hé céng chiing chinh 13 mdt con dudng
mdi mé vi diy sdng tao d€ doanh nghiép clia ban cé thé ti€p cin
vi thuy€t phuc c6éng chiing.

Bai tip ty danh gia 2

So d6 th€ hién ddy Al qud trinh thong tin hai chiéu ciia quan hé
cdng ching nhu sau:

Mbi tradng x3 hé7

Thong diép

g

Kénh théng tin Cong ching

i€u, guan tim vi tng hd

T

Moi trvdng x/; his

2 Muc dich cda quan hé céng chiing 12 doanh nghiép chuyén tdi

théng diép qua nhitng kénh théng tin thich hdp t6i cong ching d&
tit dé tdc déng dén nhin thifc cda ho. K&€t qud md doanh nghiép
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mong ddi 1a céng ching hi€u, quan tim va idng hd doanh nghiép.
Né€u doanh nghiép khéng quan tdim hoic khéng ¢é cdch thitc dé
ddnh gid phdn hoi cia cdng ching thi lam sao doanh nghiép biét
duge ring ¢éng chiing ¢6 sy nhin nhin t6t vé doanh nghiép hay
khéng.

N&i dung thé€ hién ding cdc budc trong qui trinh xdy dung chuong
trinh quan hé c6ng chming nhu sau:

Cédc budc N&i dung
1 DPit muc tidu e Xdc dinh diéu mi doanh nghiép
mudén thay d6i & d8i tugng cong
ching. .
2 Xdc dinh 461 tugng d Tim hi€u xem ai 14 ngudi ma

doanh nghiép mudn tdc dong dén
nhin thde clia ho.

3 XAiy dung théng diép |c Xdc dinh diéu mi doanh nghiép
mudén chuyé€n tdi téi d6i tugng
cdng ching.

4 Lua chen hoat déng| f Xic dinh cich thfc dé chuyé?n tai

quan hé céng chiing diéu doanh nghiép mudn néi vdi
céng ching mét cdch ¢d hiéu
qui.

5 Thuc hién a Lén k€& hoach trong d6 chi ra ai

s€ 14 ngudi thire hién, thyc hién
nhu thé ndo va thyc hién trong
khodng thdi gian bao lau.

6 Ddnh gid k€t qui b So sdnh xem nh4n thic cia déi
tugng céng ching di thay ddi
nhu thé nio.
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4

Uu di€m Hop| Théng | Sy | Bintin | Brochure | Phimty | Phdéng | Phdtbidu
bio | cdo bdo| kién | congty | /iWroi | gigithiéu | vin e cong

chi bdo chi ching

Ti€pcinmiciép | O | & a| o O O O G|

d8i trgng quan

hé cdng ching

bdpng duge | M | O M| O O O 1| ]

ding m6i quan

thm cla d6i ong

Tigpcandugess | B | O O 1 1] 0| a O

dong

Chuy€ntiithong | J | © ] | ) ] O O

diép 3 moi ndi.

moilic

Ti€tkiémchiphi | B | B O © ] Fal ] M

Ké&tquacdsthé | O | O ™ O a O O |

dinh gid dugc

ngay

Thongdigpcothé | O | © M, A ] ] | ]

duge gidi thichcin

k&

5 Bdo chi chi thyc sy quan tdm dé€n nhifng tin thit sy “néng hdi”.
P6 14 nhifng tin mdi gy “séc” hodc nhing tin dang dugc ngudi
doc quan tim. Chdc¢c chin viéc doanh nghiép ciia ban dat dudc
ching nhin ISO 9001:2000 ching con 1a diéu hdp din gidi bdo
chi bdi vi bdy git ¢6 rdt nhi€u doanh nghiép dat dude chitng nhan
nay. Hodc ban cho ring viéc doanh nghiép cia ban sdn xudt ra
sén phdm mdi 1a diéu mdi d6i vdi ban, nhung bdo chi sé ching
them quan tdm néu loai sdn phdm dé di c6 trén thi rudng tir ldu.
Do viy, ban khong nhit thiét phai & chic hop bdo khi doanh nghiép
clia ban ¢6 nhitng thdng tin hay sy kién mdi.
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6 Ban c6 thé sdng tao ra rdt nhidu ¥ twdng. Sau diy 1a mdt ¥ tudng
ma ban c6 th€ tham khio.

a Chid dé sy kién: “Ngin ndp va chuyén nghiép”

b Céch thic (8 chic: Mdi thir ky ciia cdc cdng ty khach hang téi tham
du cudc thi “Sdp x&p van phdng ngin nip v chuyén nghiép”. Mdi
md¢ ngudi tham dy s€ dugc phdt mot bg van phong phim (gidy,
bit, cap tat liéu, kéo, v.v...) vi mdt géc lam viéc. Nhiém vy cla
ngudi tham du 13 trong vong 15 phiit phdi sip x&p cdc van phong
phdm tai noi 1am viéc sao cho dep, ngan nfp vi thuan tién.

¢ Gin sy kién vdi tén tdi clia cdng ty: gidi thidu cdc sdn phdm cida
cong ty s€ giip khich hang chuyén nghiép héa van phong lam viéc.
Bai tdp ty didnh gid 3

1

Hoat dong Muc tiéu quan hé cbéng ching
quan h€ | Thy hiit C4&i thién Xiy dung | X& 1y
cong ching| va duy méi quan hé | quan hé | khding hodng
quan hé vdi| v8i nhin vién | t8t dep vdi
khdch hing céng dong

Hop bdo 1| O | |
Théng cdo
bdo chi O 7} ]
Su kién &1 M | |
Ban tin
cdng ty % A (5| a
Brochure/
8 roi ™~ M -0
Phim
gidi thiéu (| O | O
Phéng van

bio chi O O 1| 7|
Phdt bi€u

trudc
cbng ching 7] | M A
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Ban ¢6 thé nhin thdy rdng cdng ty CBA dang gip phdi vin dé Ia
cdc khdch hang cé thinh ki€n khong t8t d6i véi cac khdéa hoc do
cdc trung tim t8 chitc. Ct h& nghe t8i cdc khba dio tao thi ho lai
cho ring ching chi toin 1§ thuy&t théi, chit chdng dp dung dugce
gl hét. Do viy, c6ng ty CBA cin phii giip khdch hang hiéu ré
phucng phip dio tao ciia cdc khéa hoc do cong ty t§ chifc mang
tinh #ng dung cao, bing cdch:

Ping cdc bii bdo trén cic bdo hodc tap chi danh cho nha quan ly
gidi thidu phuong phdp dio tao mdi sé gilip ngudi hoc cé thé (ing
dung kié€n thdc vio c6ng viéc ciia ho nhu th€ nido.

TS chidc hdi thio dio tao, mdi mdt s& nha quin 1y tdi trao ddi vé
cdc van dé trong mét linh vue cu thé, ching han nhy quan tri nhan
sy, dé cho ho thiy nhitng ki€n thifc trong cdc khéa hoc cé thé gitip
ho gidi quyét cdc vin dé cda ho.

T8 chifc hop bdo gidi thiéu phuong phip dao tao néu diy thuc sy 1a
mét phudng phdp mdi, chua tiing duge dp dung.

In cdc 8 rdi md ta phudng phdp dio tao mdi va phin phdt cho khich
hang.

Tham gia cdc héi chg tri€n lim, cdc hdi nghi va hdi thio vé gido
duc d€ gidi thiéu phudng phdp dio tao mdi.

V...

Th4i d6 lo 1ing cla cdc nhin vién & chi nhdnh cta cong ty Thinh
Phit & Ha N&i c¢6 thé 1am m6i quan hé giita cAp quén 1§ v3 nhin
vién trd nén cing thing khi anh Quang dudc bé nhiém lim gidim
d&c chi nhanh. P& nhin vién an tAm vi ¢é quan hé 5t dep v6i anh
Quang, ¢6ng ty Thinh Phdi nén:

T8 chifc mbt budi tiéc hodc mdt cude di chdi di ngoai cho anh Quang
VA tat cd nhan vién & chi nhanh. B4y chinh 13 dip d€ anh Quang va
cdc nhin vién 1am quen vdi nhau. Anh Quang ¢é thé gidi thich nhitng
thay d8i 12 d€ chi nhdnh hoat déng c6 hiéu qua hdn, chit khdng phii
d€ kiém so4t nhin vién.

Phdt hinh ban tin n6i bd d€ cung cip théng tin kip thdi cho nhin
vién vé nhifng thay d8i sé dugc thiue hién nhim ndng cao hidu
qud hoat dong cla chi nhdnoh,

Vv...
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Chiing ta thé’y rdng cdng ty dét Thanh Nam d4 coi trong 1gi ich
cia cong ddng. Diéu nay thé hién qua viéc cdng ty di 1ip dit hé
théng x{ 1y chdt thii hién dai nhim trinh gdy & nhiém méi trudng
cho ¢Ong d6ng din cv xung quanh. Tuy nhién, céng ty dd khong
néi di€u nay cho cong ddng bi€t cho nén ho vdn nghi ring cdng
ty khong quan tim dé€n Igi ich cla céng ddng. Codng ty cdn phii
néi cho cong déng biét bing cdch:

Ping bai bdo trén t3 bdo dia phudng vi€t vé hé théng x{ 1y chit
thdi hién dai clia cdng ty ddm bdo x 1y todn bd chdt gy 6 nhiém
trong nudc thdi cia nhi mdy.

Hop bédo gidi thiéu tinh wu viét cia hé théng xif Iy nudc thdi theo
cong nghé hién dai nhat.

TS chic cudc gip voi dai dién cla ¢dng déng din cu xung quanh,
trong d6 dng gidm ddc clda cdng ty s& trd 181 phdng vdn hoic phit
biéu vé sy quan tAm cda cbng ty déi vdi viéc gin gitt va bdo vé
méi trudng sdng.

Vy...

Cong ty Viét Handicraft dang ddng trudc nguy co mit 1dng tin 461
v8i céng ching n€u khéng ¢é nhitng bién phép kip thdi d€ 1am
rd nhitng viéc ma cdng ty 1lam 13 nhdim muc dich tir thién cia cdng
ty, chit khong phai 1a béc 16t lao dong tré em. Ban gidm déc cdng
ty ¢6 thé nghi t6i cdc bién phdp sau:

TS chifc hop bdo, trong dé ban gidm ddc cong ty gidi thich 16 ring
mei thic mic vé vdn dé cbng ty giip d8 tré em lang thang nhu
th€ nio.

TS chide trd 13i phdng van trén truyén hinh (néu cin) gidi dip nhing
thic mic ciia cong ching xung quanh hoat dong tf thién cha cong ty.

Phat hanh bdn tin cdng ty cung cidp nhiing théng tin ¢6 lién quan
dén viéc céng ty quan tAm gidp dd tré em lang thang.

T6 chifc eidc cudc thim quan d& cong ching tryc ti€p thdy cdc em
dude gilip d3 hgc vin héa vi hoc nghé nhu thé nio.

V...

Piéu quan trong khong phdi 13 ai ¢6 quan hé t8t vdi gidi bdo chi,
mi liéu ring nh¥ng diéu ban néi ¢6 thuc sy hdp din bdo chi hay
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khéng. N&u ciu chuyén ciia ban ching ¢6 gi mdi mé vi hip din
thi bdo chi ciing khéng mudn ding tin cda ban. N&u ban quen biét
ho thi ciing c6 thé he ding bai cho ban nhung chi mot hai 1in théi.
Ho khéng muén mi't dc gid ciia hg cho nén bdo chi sé ty tim
d&€n ban néu ban cé nhiing cdu chuyén mdi mé va hip din doc
gid cda ho.

Dap an mdt s bai thyc hanh
Bai thuc hanh 11

Muc tiéu Thay d8i | Thay d8i| Thay ddi
nhin thdc | thdi d& | hanh vi

=« Trong vdng 6 thing, phdi A O O
1am cho ngudi din hiéu
rdng t6n chi hoat déng
clia ¢cfng ty 13 vi sic khde
cua ngudi din;

« Trong ba thdng tdi phdi O O |
lam cho ngusi din nhudng
dién tich dat canh tdc clia
ho cho viée xdy dung nha
mdy cla cdng ty;

» Trong mét thing t§i, phai 7| a a
giip khdch hing hi€u
dudc nhitng tinh ning ndi
bit clia sdn phim mdi;

» Trong hai tudn tdi, phdi ) e} 0O
lam cho cic ¢§ déng hidu
va Ung hd chién lude kinh
doanh mdi clia c¢Ong ty;

= Trong thing tdi, phdi gidp 1%} ™ |
cho nhin vién hi€u, ing
hd va dp dung hé thdng
quin 1y chit lugng.
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5 DPap an bai kieém tra nhanh

Tra 13i 1

Trd 131 2

Tra 13i 3

Céc d6i tudng cdng ching clia doanh nghiép bao gém:
Kh#ch hiang: nhitng ngudi di, dang hodc cé th€ sé mua sin pham,
dich vu ctia doanh nghiép ban;

Céc cd quan chinh quyén: cdc t§ chéc thudc nhi nudc cé dnh
hudng chi phdi dén hoat déng cia doanh nghiép théng qua hé
thong phdp luit;

Cong dong din cu: nhifng ngudi sinh s&ng trén dia phuong doanh
nghiép hoat déng, ho ¢é thé c¢é nhifng m8i quan tim chung véi
doanh nghiép vé méi trudng, vé co sd ha ting, an ninh céng
cdng, hay nhitng vin dé x4 hdéi khéce;

Céc nha ddu tr: cdc ¢ ddng gép vdn trong cbng ty ¢8 phdn, cdc
bén lién doanh lién két, cic quy diu w mao hiém;

Nhin vién: nhitng ngudi cé lién hé chit ché va quyét dinh sy
thinh céng clia doanh nghiép, ho ddng thdi cling 1A ciu ndi gia
doanh nghiép vi cdc ddi twgng cdng chiing khéc;

Céc t6 chic va ¢4 nhdn khdc cé lién quan dén doanh nghiép:
cdc nhi cung cip, nha phin phdi, ngin hiang, t8 chic tin dung,
V.V,

Trong doanh nghiép, quan hé cdng ching 13 mdt chifc ning qudn
ly gidip xdy dung va duy tri m6i quan hé ciing ¢é 1gi gita mdt
doanh nghiép va c¢bng ching cia nd.

Nhiing 1gi ich ma quan hé& céng ching c6 th€ dem lai cho doanh
nghiép bao gém:

c6 nhiéu ngudi bist d&€n doanh nghiép va sdn phdm cda doanh
nghiép hdn;

cong ching hi€u doanh nghiép han; v

ning cao uy tin cia doanh nghiép;

cling ¢& niém tin cia khdch hing ddi vdi doanh nghiép;

c6 duge d6i ngii nhin vién trung thinh vd cam k&t vdi Igi ich clia
doanh nghiép;

bdo vé doaunh nghiép trudc nhitng con khiing hodng.
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Tra 13i 4

Quan hé céng ching

Marketing

Quan tim dé&n cd cdc mbi quan hé
ndi bd (v4i nhan vién) va cdc moi
quan hé bén ngoai.

Nhim vio d8i wgng céng chiing
bao gdm cd nhitng ngudi/té chuc
khdng phdi 1a khdach hang.

Nhiim cling ¢8 hoic thay d8i nhin
thitc cda c6ng ching trong nhiéu
Iinh vuec khdc nhau (vé doanh
nghiép, vé& sin phim, vé mdt c4

Chi quan tdim dén cdc méi
quan hé bén ngoaii.

Chi nhim vdo ddi tudng
khiach hang.

Chi tic dong dén nhin thic
cia khdch hiang vé sdn
pham.

nhin, ...).

Trd 131 5

Trd 13 6

Tra 19t 7
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Cdc nhd quan ly, dic biét 14 chi doanh nghiép chinh 13 mét
kénh thong tin quan trong clia doanh nghi¢p. Ho 1a nhifng ngudi
chuyén tdi edc théng diép cia doanh nghiép tdi céng ching
théng qua nhitng 18i néi vd hanh déng cda minh trong cd cdc
giao dich chinh thic vd khing chinh thic. Céng chdng thudng
cho ring diy 12 m&t kénh théng tin ddng tin ciy nhdt.

Nhin thiic cfia cng chiing v& mot doanh nghiép, mdt sin pham,
hay mét loai sdn phim 13 nhitng quan diém cla céng ching vé
doanh nghiép, sdn phdm hay loai sin phim dé. Nhin thic cda
céng ching dugc hinh thinh chi y&u dya wén nhitng thong tin
ma ho nhin dude, bat k& tir ngudn nio va bi't k& théng tin d6
c¢6é ding hay khdng.

Muc dich clia quan hé céng ching 13 cung cip théng tin dé tic
d6ng d€n nhdn thic cda céng chiing theo chiéu hudng cé 1gi
cho doanh nghiép. ChZ{c chdn ban mong mudén ring sau khi
chuyén tdi théng tin t6i cng chiing, doanh nghiép clia ban s&
nhin duge su quan tdm v ting hé cda céng ching. Lim sao
ban cé thé biét dude didu niy néu nhyv ban khéng quan tim va
khong cé nhitng cdch thic d€ nhin bi€t nhiing phan hdi ciia
cong ching. Do vay, cung cip théng tin chita dd, ban cin phii
bi€t céng chiing ¢6 phdn ¥ng nhu thé nio.
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Trd 161 9
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Trd 18i 10
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Tra 131 11

Tra 15i 12

Hay tém lwoe va suy ngdm

P& bi€t c6ng ching dang c6 nhan thifc nhwr th€ niao vé minh,
doanh nghiép c¢é th€ thyc hién cdc cdch sau:

phéng van tryc ti€p d6i wigng cdng ching muc tiéu;

gli phi€u thim do y kién t6i dbi twong cdng chiing muc tidu;
nghién cifu cdc tai liéu lién quan d€ ndm b4t xu hwdng nhin
thic cia cdng ching.

M6t théng diép t6t cdn ¢b cdc dic di€ém sau:

néu bit duge ndi dung ¢t 164,

ddn gidn va tap trung;

sing tao;

xdc thuec.

Cé 4 kénh théng tin chd y&u sau:

Phudng tién truyén thdng dai ching;

Sy kién;

Tii liéu quan hé cong ching;

Giao ti€p cd nhin.

C3 marketing vi quan hé& cdng ching déu ¢é muc dich xiy dung
vd cling ¢6 mdi quan hé vdi khdch hang. Quan hé coéng chiing
thic diy m&i quan hé v&i khdch hing bing cich thu hdt sy quan
tim cda c6ng ching trén phudng tién thong tin dai ching, 8
chitc cdc su kién khuyéch trudng sdn phé?m va cde chuygng trinh
théng tin vdi kKhdch hing. Muc dich cda cdc hoat ddng nay 14
lam cho khich hang bié€t d&€n sin phim hoic dich vu mdi, hiéu
nhifng tinh ning ndi trdi va 1gi ich cda mdt sdn phim hoidc dich
vu cu thé, ggi nhd va nudi dudng nhifng tinh cdm (6t dep ma
cong chiing danh cho mdt sin phim hoic dich vy.

Ngoai ra, nhifng hoat déng khic ma quan hé cdng chiing ¢6 thé
1am 1a: tao ra cdc nhém khich hang d€ ting cudng su trung thanh
cda khdch hing, thyc hién cic chucdng trinh thda min khdch hing
todn dién, bdo vé danh tiéng clia mdt sdn phaim, dich vu.

D€ gitip doanh nghiép x4y dyng va cling ¢§ mdi quan hé vdi
nhin vién, quan h& cdng ching thyc hién cdc vai trd lién lac
gita nhdn vién va chld doanh nghiép, truyén dat va thu thip
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Tra 131 13

Trd 181 14

Trd 131 15
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théng tin, thuyét phuc nhan vién. Viéc x4y dyng m8i quan hé
vdi nhian vién duge bit ddu tlf khi doanh nghiép ti€n hanh tuyén
dung cho d&n khi nhdn vién két thic hdp ddng cda minh vdi
doanh nghiép. Cic hoat déng quan hé céng ching cé thé bao
gdm chudng trinh ngiay héi nghé nghiép, chuong trinh dinh
hudng nghé nghiép cho nhin vién, cdc hoat déng cdi thién moi
trudng lam viée, cdc hoat déng khen thudng, cdc chuong trinh
théng tin, v.v...

Mot doanh nghiép chi chi trong m&i quan hé v4i nhdn vién thi
c6 thé s& ¢ nhitng vin dé d8i vdi cong déng. Mic du nhan
vién clia doanh nghiép cé thé 13 mdt phan cla coéng ddng vi
ho ciing 13 mdt kénh thdng tin cho doanh nghiép, mdi quan tdm
clia hai d61 twgng khéng hoan toin giSug nhau. D& xiy dyng
va clng c¢d mdi quan hé véi cdng ddng, doanh nghié¢p cin quan
tim dén nhitng 1¢i ich cda cdng dong thay vi chi quan tim tdi
1di ich eda bdn thin vA cia nhdn vién.

Khiing hodng ¢6 thé x4y ra cho bit ¢t doanh nghiép ndo, khéng
phu thudc vao qui md clia doanh nghiép. D doanh nghiép cia
ban 1dn hay nhé thi hing ngay ban vin phdi d6i mit véi nhiéu
nguy cd khiing hodng ¢6 thé x3y ra, ¢6 thé lién quan d&n sin phim
ciia doanh nghiép (giy nguy hai cho stic khde, giy bat tién cho ngudi
st dung, v.v...), hay lién quan dé&n doanh nghiép (bi t§ cdo tdn thué,
vi pham lu4t lao ddng, chiy nhd xudng, cdng nhin dinh céng, v.v...)
hodc thim chi lién quan dén chinh ngudi ngudi chi hoic quin ly
doanh nghiép (dn chdi sa doa, c& bac, v.v...).

Doanh nghiép nén thué dich vu bén ngoii hon 1 v 8 chie cée
hoat dong quan hé c6ng ching néu:

Doanh nghiép qud ban rén cho nén khéng ¢6 thdi gian dé thuc
hién cdc hoat d6ng quan hé cbng chiing;

Doanh nghiép di tim kiém trong ndi b6 nhung khéng ai ¢6 khi
ning thitc hién quan hé& cdng ching;

TUr truSc d&n nay, doanh nghi€p chva ¢6 mdi quan hé vdi cdc cd
quan truyén théng: bio chi, truyén hinh, phit thanh;

M5t s6 hoat ddng ddi hdi tinh chuyé&n nghiép cao, nhif t8 chic cdc

sy kién trong khi doanh nghiép khéng c6 khda ndng va chua cé
kinh nghiém t8 chifc cdc hoat dong dé.
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6 Dap an bai tap tinh hudng

Mét didu 16 rang 1A cong ty Anh Sdng nhin thi'y cdc hoat déng
qudng cdo khdng gitip ich gi cho cong ty trong viéc giy 4n tugng
cho khdch hiang v& s3n pham bdng dén loai méi cila cong ty. Céng
ty di quy€t dinh chuyén sang thyc hién cdc hoat déng quan hé
céng ching nhdm gidi thidu nhitng tinh ning wu viét (46 bén va
ti€t kiém ning lwgng) clia loai béng dén mdi 61 khach hing (céc
dai 1y va cdc cira hang bdn 1é).

Qua nhitng 13i huéng din cla dng Thanh cho anh Hing, ban ¢6
thé thdy ring dng Thanh ¥ thic duge viéc stt dung cidc hoat ddng
quan hé céng ching d€ tic déng d&€n nhan thifc clda khdch hing
v€ nhifng tinh ning clia sin phdm mdi. Tuy nhién, hoat déng quan
hé ¢6ng chiing ciia cdng ty Anh Séng s& thu hit dudc sy quan tim
clia c6ng chiing hon n€u éng Thanh khuy&n khich anh Hung vdn
dung sy sing tao d& tim ra nhifng ¥ twéng mdi hon 12 néi anh Hing
nén bit chudc cdc ¢dng ty khéc.

Cudc hop bdo clia ¢éng ty di that bai bdi vi diéu cin néi véi gidi
bdo chi thi dd khong ndi duge. Cudc hop bdo di dianh qud nhiéu
thdi gian cho nhiing chuyén khéng lién quan hoic lién quan rat it
d€n sdn phim béng dén mdi. Chi cé rdt it thdi gian danh cho viéc
gidi thiéu sin phim mdi. Cdc phéng vién khéng cé di thdi gian
dé tim hi€u nhitng tinh ning wu viét clia loai béng dén mdi thi
lam sao ho dua tin dugc.

P& cudc hop bdo thinh cbng, cdng ty Anh Sing nén:

Tap trung vio chi dé chinh clia cudc hop bdo 13 viéc gidi thidu loai
béng dén mdi vdi nhifng tinh ning va lgi ich thi€t thue cho ngudi
tiéu diing;

Danh chil y&u thdi gian cho cdc phéng vién tim hi€u tinh ning vu
viét ctia loai sdn phAm mdi. Nén cé phin hdi ddp cdc ciu hdi cda
phéng vién xoay quanh sin phim mdi;

Loai bd hoidc rit ngdn bai phat biéu clia dng giam déc cong ty va
trudng bd phin sdn xudi. Chi€n lude kinh doanh cda céng ty va
nhitng khé khin ma cdng ty gip phdi khi Viét Nam gia nhip AFTA
nén dugc in thinh tii liéu va phdt cho phéng vién sau budi hop bdo;
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Khong cin mai nhilng ngudi khéng cd lién quan nhu cdc trudng
b6 phin tii chinh, san xuit, vi ¢d nhin vién phu trich quing cdo
Khuyén mii tham gia ban chd toa;

M3i phéng vién kinh t&€ hon 14 mdi nhitng phdng vién quen nhung
khéng phdi chuyén vé kinh t&, thj trudng,;

Cudi cling cé thé khéng cdn (8 chiic hop bdo néu cong ty Anh
Sdng cam thdy sin phim béng dén mdi khong dii 13 mdt sin phdm
n8i bat ding d€ thu hiit gidi bio chi. Cong ty chi cAn gii théng tin
ddy dd vdi hinh dnh dinh kém cho bdo chi 13 dd.

BuGi 1& gidi thiéu san phdm mdi cia cong ty Anh Séng ching d€ lai
n tudng gi cho khich hang vé loai san phim béng dén mdi. Chi
dé “L& gidi thiéu sdn phim béng dén mdi ciia cong ty Anh Sing”
rit m3 nhat, chdng gdy dudc sy td md chi ¥ cla nhitng ngudi tham
du. Tiép d6 cdc hoat déng clia budi 1& 13 sy cSp nhat X nhilng sy
kién ma cdc cdng ty khic da 6 chie. Do vy mic did cdc hoat dong
niy lam cho ngudi tham dy dudc vui vé nhung ching ching truyén
dat dugc thong diép gi v& sdn phim mdi tdi ho.

D& budi 1& gidi thidu sdn phdm dat dugc muc tiéu dé ra, cong ty
Anh Sing nén:

Pat ra m6t chd dé hap din cho budi 18, ¢6 thé 13 “S& dung dugc
(&¢i 5 nim mi ti€t kiém tdi 30%”. Chi dé niy nén dudc treo 1én
phong cia sin khau va trang tri thit bit mit;

TA't ¢d cdc hoat dong clia budi 1& phadi tip trung vio théng diép
chinh “bén hon 1,5 1dn va ti€t kiém t6i 30%”.

» Bai thuy&t trinh tip trung vio cdc vu diém ndi bat cia san phim,
gid cd, chuong trinh quing cdo hd trg va chinh sdch bin hang wu
dii (mua 10 ting 1), v.v...

» Cidc ti€t muc gidi tri: tdp trung nhitng ti€t muc hién dai nhy mda
techno chio mifng sdi dong. Cdc vii cong c6 thé mic trang phuc
thiét k& hién dai th€ hién tinh céng nghé cao cia sin phim.
Hodc nhitng i€t myc do thuidt cdch diéu wr sdn phim. Hay mét
hai kich nhe nhiang md 18y y twdng ctia sdn phdm mdi, v.v... C6 thé
16ng thém ti€t muc trd chdi vita 16i kéo tham gia va vira nhic lai
théng diép san phim.

» Main gidi thiéu sin phim: Nén tao mét gidy phit quan trong trong
chugng trinh. Gidy phiit d6 phdi lién quan dén thong diép chinh —
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sdn phim. C6 thé d€ trén sin khau c6 buc nhd, trén dé dit cdc sén
phim méi va dugc phi bing vdi. Ong gidm d&c hodc cdc ¢6 ngudi
miu s& gidt tim vai va ti€t muc gidi thidu sdn phim bit ddu. Phai
k&t hdp véi nhitng yé&u t& khic dé tao 4n tugng nhu dén (tdt, m3
hoic md xudng; den follow...), am thanh (nhac hiéu), hé thing
hiéu @ng khdc (laser) vi phdo (phio bdng, phdo diy hodc phdo
vyn.

» Boc thim tning thudng: d€ dac biét ¢é thé 1am cich khdc. P& mdt
logo sau mit ghé&. Hoidc d€ logo nhd & géc khin dn. Moi ngudi sé
nhdo nhio di tim.

m DPit hang: ti€p theo sau phin trinh biy sdn phim, bidn hing 12 phin
dat hang. Phi€u dat hing phdi sin sang. St dung chiéu “kich” dé
moi ngudi dat hang. Phdi 1am sao cho khong khi néng 1én nhu dang
3 “casino” dé€ ho c¢6 thé ra quyé&t dinh dit hing trong “tich tdc”.

m MJdi bdo chi: nén mdi phdng vién tif cdc bdo hodc tap chi ¢6 lién
quan, ching han nhi Th&i bdo Kinh t€, Kinh t&€ Sai Gon, Sai Gon
Ti€p thi, CAm nang Tiéu diing, v.v... Chudn bi sfn cdc i liéu gidi
thiéu vé cdng ty vd sin phim mdi d€ phin phit cho cdc phéng vién.
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QUAN HE CONG CHUNG

Liéu doanh nghiép cla ban ¢6 roi vao bat ky tinh trang nao dudi day khong?

Doanh nghiép cla ban cam thay khé thu hut duge sy quan tam cla céng ching do ngan
sach guang cao “eo hep” so vdi cac doanh nghiép I6n;

LY

San phdm cla doanh nghiép ban o rang la cé chat lugng va c6 thé canh tranh vdi san
phdm cla cac cdng ty 16n, vay ma van khé ban bdi cdng chung chua tin vao doanh nghiép
va san pham cia ban;

Doanh nghiép clia ban tich cuc tham gia cac hoat ddng xa hoi dé tao uy tin doanh nghiép
nhung khdng dudc cdng chung biét dén hoac ghi nhan.

Nhiing tinh trang nay la do mdi quan hé gita doanh nghiép ban va céng chung chua chat
ch@, nghia la quan hé cong ching chua duge doanh nghiép cua ban khai thac dung tam.
Cudn sach Quan hé cong chung sé giip ban:

hiéu “Quan hé cong chung” trong ngil canh cla doanh nghiép cla ban;

tim ra nhing 1gi ich ma quan hé edng chung co6 thé dem lai cho doanh nghiép ctia ban;

vach ra cac budc cén thiét dé xay dyng va thuc hién mot chuang trinh xay dung quan hé
cong chiing nham tao “fan” cho doanh nghiép;

tim kiém cac co héi quan hé cong chung nham xady dyng mét hinh anh t6t dep vé doanh
nghiép:

trién khai cac hoat déng quan hé cang ching tai doanh nghiép.

_ quan he mug cluing

JIT

301 538
28000 vND

Gia: 28,000 a i
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