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Gigi thiéu
Chuong trinh Pao tao Quan ly
danh cho cac Doanh nghiép
Vira va Nho

Téng quan

" Chuong trinh Pdo tao Qudn Iy danh cho cde Doanh nghiép Vira va Nhé duge
bién soan cho céc nha quan 1y va chi deanh nghiép vira v nho. La ngudi chu hoic
ngudi quan 1y doanh nghiép nho, ban quan tAm dén nhiéu khia canh cha viéc diéun
hanh mét doanh nghiép. Chuong trinh nay s& cung cdp cho ban mot bo tai liéu
huéng din vé marketing trong quéan 1y doanh nghiép. B¢ tai liéu ndy dé cap dén
cdc chu dé sau:

] Xic dinh cic khai niém marketing

. Thu thap thong tin vé khdch hang.

. Phit trién cdc thong tin vé& qud trinh va xu hudng mua hang cia khich
hang

. Xac dinh va lua chon thi trudng muc tiéu phu hop.

) K¢& hoach hod va phat trién san phdm.

. Phit trién marketing chii trong m&i quan hé va dich vu khach hang.

. Phit trién chié&n lugc quang cdo cho doanh nghiép

. Dinh gid va chién luge vé gid.

Bo tai liéu v& marketing cla Chuong trinh Pao tao Quan 1y danh cho cde Doanh
nghiép Vita va Nhd duge bién soan nhim giip cic chil doanh nghi&p va nha quan
1y doanh nghiép nim vitng tat cd cdc budc trong qua trinh marketing. Mbi cudn
sich nghién ctu mot khia canh cu thé cha hoat déng marketing. Qua timg cu6n
sdch vé marketing, ban s& hoc duge cich lap k€& hoach marketing va ing dung k&
hoach d6 vao thyc t& doanh nghiép minh. Cdc cuén sich v& marketing bao gém
nhiing noi dung chinh nhv sau:



Giéi thich sy khdc nhau giita nhu cdu ty nhién, nhu c4u cu thé vi nhu céu
¢6 kha nang thanh todn cfia khdch hang.

Phan biét duge sy khdc nhau giita dac diém va loi ich clia san phdm ma
ngudi ban hang ban cho khidch hang.

Xay dung k€ hoach marketing sao cho phil hgp véi k& hoach kinh doanh
téng thé clia doanh nghiép.

MB& ta cac budc 14p k& hoach marketing.

Xac dinh thong tin va thu thap cdc thong tin cin thiét cho viéc ra cdc quyét
dinh vé chién lugc marketing.

Xac dinh va thu thap thong tin vé& khdch hang va tir Khdch hang.
Phan tich va phin doan thi trudong trong kinh doanh.

Lua chon céc thi trvéng muc ti¢u phi hgp cho doanh nghiép.
Xdac dinh dic tinh cia thi trﬁbng muc tiéu hién tai va tuong lai.

Phan tich céc chién luge gis khdc nhau trén géc do dinh vi san phdm va
dich vu.

Xdc dinh chién luge gia cho timg thi truong muc tiéu hién tai va turong lai.

Phat trién céc chién luge khuéch truong vi quang cdo san phdm.

Phuong phap nghién citu cudn sach

Cudén sich niy dugc bién soan véi muc tiéu dé ban c6 thé tu nghién ciu. Mic di
cac cudn sach duge bién soan hoan chinh, nhung néu ban duge huéng din, tu vin
va trao ddi thong tin phan haéi thi hiéu qua hoc s& cao han. Méi cuén sach gém cé:

Kién thitc co ban: gém nhiting thong tin chi ti€t, nhitng 101 gidi thich va
cédc vi du minh hoa cho cic khai niém quan trong.

Bai tap tu kiém tra: giGp ban khing dinh kha ning ti€p thu nhiing kién
thiic co ban di duoc hoc.

Bai tap thuc hanh: dé ban khing dinh kha ning dp dung nhimg kién thiic
di hoc vao thie tién.

Bai tap tinh hudng: cho phép ban két hop mot s6 khdi niém va ing dung
ching vao cdc tinh huéng thuc tién tai cic doanh nghiép vira va nho.



] K& hoach @ng dung: cho phép ban timg budc dp dung kién thiic di hoc
vao thuc tién cong viéc tai doanh nghiép.

Hoc & dau

Ban c6 thé doc sdch & bat of noi dau. Song dé dat hiéu sudt cao nhat, ban nén
tranh nhitng noi én Ao va cé vo tuyén.

Hoc lic nao

Diéu nay hoan toan phu thuéc vao ban. C6 thé ban chi m4t 8 tiéng déng hé 1a da
hoc xong mét cuén sich, nhung néu ban c¢én nhiéu thoi gian hon thi cling khong
nén lo ling vi v6i méi mén hoc khic nhau, moi ngudi déu hoc véi téc do khic
nhau. T6t nhat 12 nén dit k& hoach tru6e va danh mot khoang thoi gian nao dé
trong nhitng ngdy nhit dinh dé hoin thanh mét cuén sich thi s& hiéu qua hon.

Hoc nhu thé nao

Khéng nén qud non néng, hiy bo tri mot thai gian bi€u déu dan, vi du nhu mébi 14n
chi hoc mot ti€ng. Hoc déu dan s& ¢6 két qua t6t hon nhiéu 1 thinh thodng hoc
dén trong mot thdi gian dai.

Hay chuyén tam vao nhiing diéu ban dang hoc, doc, ghi chép, hoan thién phin bai
tap tu kiém tra, bai tap thuc hanh, va bai tap tinh huéng. Ban c6 thé thao luan vé
cac ¥ tuong va kinh nghiém thyc t€ véi nhimg ngudi khéc, vi nhu vay s& gidp ban
nang cao sir hiéu biét va khic sau nhiing gi minh di hoc.

Sau khi d3 hoan thanh céc phédn bai tap trong cuén sich, ban sé bit tay vio phén
ing dung chiing trong viéc xay dyng k& hoach tng dung. Hiy trao ddi véi céc
déng nghiép trong doanh nghiép clia ban dé xay dung k€ hoach ving dung. Hiy cu
thé hod k€ hoach hanh dong thanh timg budc va lugng dinh thoi gian dé hoan
thanh timg buéc dé. Nén nhd k&€ hoach ng dung nay Ia mot ¢ong cu hudng din
hét stic tlinh hoat, khong phai 12 mét khuén khé citng nhiac. Vai thiang mot 14n, ban
phéi kiém tra lai k&€ hoach ing dung clia ban va diéu chinh, néu thiy can thiét.

C6 thé tim sy gitp do & dau

e Chinh ban than minh. Hiy c6 ging hoc lai. Dimg bé cudc. Néu ban vin chua
hiéu, ddu budi hoc tiép theo hiy doc lai mot 14n nita.

s Gia dinh ban, ban be, hoac déng nghiép. Ngay ca khi ho khong hiéu chi: dé

ma ban dang trao déi thi trong qua trinh thio luin biét dau cau tra 1&i lai loé
lén ngay trong ddu ban.

il



Gido vién huéng dan ciia ban. Ban cé thé ti€p xiic, yéu cdu su gidp d& tix
phia cdc giang vién va chuyén vién tu van.

Tac gia. Cho dén thang 9 nam 2001, Chuong trinh Phét trién Dy 4n Mé Kong
{(MPDF) s& chuyén cdc cau héi clia ban ¢6 lién quan dén n6i dung cudn sich
tdi téc gia. Dé nghi g fax, thu hoic thu dién t 161 MPDF (xem dia chi cua
MPDF trong phin Phiéu Pénh gid & cubi cudn sach).
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Tong quan ve Cuon sach

- Cudn sdch niy cung cdp co s& dé phat trién mo6t chuong trinh marketing hiéu qua
d6i vdi thi truong muc tiéu da chon. Cong ty cin xdc dinh nguéi tiéu diang muc
tiéu va hiéu qu4 trinh mua cta ho truéc khi phét trién cdc k& hoach marketing clia
minh. D6 12 1y do vi sao ban cdn thu thap thong tin tir khich hang. Thong tin ndy
s& cung cfp cho ban nhiing giai ddp quan trong vé van dé lam thé nao dé dén duoc
v&i khach hang va phuc vu ho hiéu qua hon.

Cic chi dé chinh cha cuén sdch nay la:

1. Tam quan trong cha viéc tim hiéu thong tin vé& khdch hang vi khdch hang tiém
nang.

2. Phan biét su khdc nhau giifa Ngusi mua tiéu ding va Ngudi mua la céc t6
chiic,

3. Phan tich cdc yéu t8 anh huéng dén hanh vi mua cla ca Ngudi mua tiéu dung
va Ngudi mua 12 16 chifc.

Muc dich chinh cla cuén sich niy la giai thich tim quan trong cta viéc hiéu duge
cdc yé&u t6 dnh hudng t6i hanh vi mua. Viéc hiéu biét d6 s& cung cdp mét co s& dé
thu thap théng tin vé khéch hang va xay dung ké hoach marketing. Ban s&:

e Xem xét t4t ci c4c hoat dong kinh doanh cdn phéi t4p trung d€ dam béo thoa
mén khach hang.

¢ Xem xét nhitng gi ban cin biét vé& khidch hang cla ban va tai sao ho lai mua
hang hod, dich vu clia ban

o Xem xét mot s6 khic biét quan trong giita Ngudi tiéu dung cudi ciung va
Ngudri mua 1a 8 chitc dé ban c6 thé x1 tri t6t hon d6i véi ci hai loai khach
hang.

Cuén sdch nay cung cip co s quan trong cho nhiéu dang hoat dong trong
marketing c¢ia doanh nghiép nhd, nhu 1ap k€ hoach va phdt trién san phdm, dinh
gi4 va chién lugc gid, phan phéi sin phdm, khuéch truong san phidm va quang cdo.

Thu thdp Théng tin vé Khdch hang 1



Cac muc tiéu

Sau khi hoan thanh nghién cttu cuén sdch ndy ban ¢é kha nang t6t hon trong viéc:

1.

Giéi thich tim quan trong cia khach hang déi véi su thanh cong cua kinl
doanh.

X4c dinh nhitg diéu ban cdn bi€t vé viéc khach hang ciia ban ra quyét dinl
mua sdm nhu th& nao.

Liét ke va giai thich b6n yé&u 6 co ban anh hudng dén hanh vi mua cia ngut
tieu diing

Xic dinh su khéc nhau giita Ngudi mua tiéu ding va Ngudi mua la t6 chic.
Liét ké va giai thich bay vai trd khéc nhau trong qua trinh mua cta t6 chic,

Liét ké va giai thich b6én y&u 16 chinh 4nh hudng dén hanh vi mua cia t6 chiic

Thu thdp Théng tin vé Khdch han



Tdm quan trong ciia viéc tim hiéu
thdng tin vé khach hang
va khach hang tiém néng

Tf;ng quan

Khong mét doanh nghiép nao ¢6 thé thanh cong néu khong c6 khich hang. Muc
dich cha marketing hién dai la thoid mén nhu cdu va mong muén ctia nhém khich
hing muc tiéu. Cic doanh nghiép thanh cong luén mudn tang doanh s6 va s6
lugng khach hang ma hg phuc vu.

Mot doanh nghiép tham gia vao nhiéu hoat dong khdc nhau:

o Cic hoat dong tai chinh k€ todn ddm béo c6 ngudn v6n vao thoi diém va tai
dia diém c4n thi&t, ddm bao kiém tra ddy dl viéc thu tién va chi tién.

¢ Cdc hoat dong ngudén nhan luc dam bao cé da s6 lugng ngudi véi trinh do va
k¥ niang thich hop, bd tri vio ding cong viéc va vao ding thoi diém dé dat
dugc cdc muc tiéu cha té chite.

e Céc hoat dong van hanh duy tri sdn xudt va giao hang hang ngay dé c6 san
- phdm cho khéch hang khi ho cin va § noi ho cdn.

» Cic hoat dong marketing nhim dim bao c6 ding loai sin phidm vao ding thoi
diém, ¢ diing dia diém, va v6i mitc gid phi hop déi v6i khdach hang muc tiéu.

e Tuan thi ludt php va chinh séch clia chinh pho.
T4t ¢a cic hoat dong nay nham muc dich co ban 14 thoa man khdch hang va tao ra

loi nhudn cho doanh nghiép. Khdch hang duoc dat & vi tri trung tim, nhu trinh bay
trén Hinh 1.

Thu thip Thong tin vé Khéch hang 3
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J Khach hang ¢ trung tam cua tit ca cac hoat dong kinh
doanh.

Hiéu khach hang cta ban

Hiéu biét vé khéch hang 1a rdt quan trong treng viéc xdc dinh ca khdch hang hién
tai va khich hang tiém ning (tuong lai). Cic doanh nghiép cdn nghién cifu vé nhan
thitc, s& thich va hanh vi mua cta khdch hang. Thong tin nay s€ cung cip céc giai
dép quan trong vé dic tinh cla san phdm, gid c4, cdc kénh phan phéi, va cic thong
di¢p khuyéch truong dé dat hieu quéa nhdt d6i v6i khdch hang muc tiéu ban da
chon.

Can tra 16i sdu cau hoi sau day ddi véi bat ky nhém khach hang muc tiéu nao:

1. Aila cdc khiach hing muc tiéu?

Ho séng ¢ dau? Ho bao nhiéu tudi? Ho 1a dan 6ng, phu nit hay tré em, hay tat
¢4 moi ngudi? Gia dinh ho ¢6 bao nhiéu ngudi? Nghé nghiép cha ho 11 gi? Thu
nhap bac nhiéu? Dia vi th€ nao? Trinh d6 hoc van? Tén gido? Cic méi quan
tam dac biat khac 12 gi? '

2. Tai sao ho s& mudn mua?

Khich hang mua céc 1¢i ich. Ho mua san phdm hoac dich vu vi nhiing loi ich
ho nghi ring s& nhan dugc tir mén mua sim d6. Khich hang khong mua san
phdm vi céc tinh nang ciia né, ho mua vi sdn phdm d6 s& gidp ho thoa min nhu
cdu. Vi viy, cdc tinh nang cta san phdm phai duge chuyén ddi thanh céc lgi
ich vé& cong dung va tinh cam, tifc 12 ¢6 ¥ nghia ndo dé d6i véi khach hang cla
ban. Khich hing mua mdy diéu hoa nhiét d6 vi su d& chiu ma né s& dem lai
cho ho; ho mua xe dap hay xe mdy vi chiing sé& givp ho di lai.

3. Khéich hang muc tiéu s& muén mua gi?

Nhitng san phdm nao véi cc dac tinh nao s& dép \mg mong dgi clia ho? Ho
muén chiing duge déng géi nhu the nao? Ho muén s lugng bao nhiéu?

4. Khich hang s& muén mua nhu thé nao?

Khich hang s& muén mua san phim niy khi ho mua céc san phdm lién quan
khéc (nhu cic d6 ding gia dinh, thyc phdm)? Dia diém mua hang quan trong
nhu thé nao? Ho s& di mua hang mot minh hay di cling v&i nguoi khdc? Viéc
giao hang ¢6 quan trong khéng?

Thu thdp Théng tin vé Khdch hang 5



5. Khi nao ho s& muén mua?

Ho mua thudng xuyén nhu thé nao? D6 14 viéc mua thudng 1é hay dac biet? Cé
nhitng thdi diém nh4t dinh, nhitng ngay nh4t dinh trong tudn hay trong nam
ma nhu cdu vé san phdm cao hon khéng? (vi du, nhu cdu cao hon vé 40 mua
trong mita mua, nhu cdu vé cdc thuc phdm dic biét cao hon trong dip Tét, sich
hoc va déng phuc ¢6 nhu cdu cao hon vao diu nam hoc).

Ho s€ muén mua & dau?

Cira hing nao, dia diém nao, diém bdn hang nio sé 13m cho khédch hang dé
dang tim thdy san phdm ctia ban hon vi dé mua ching hon? Ho c6 thé mong
doi tim thdy ching & dau?

2]

BAI TAP TU KIEM TRA 2

Cin phai tra 1&i cau n2o trong cidc cau hoéi sau day d6i véi nhém khich hang muc
tidu bat ky? (Pdnh ddu nhitng céu tra 1i ding)

Q Khich hing muc tiéu séng & dau?

a Khdch hiang muc tiéu bao nhiéu tudi?

a San phdm nay s& thod min nhu cdu ndo d6i véi khach hang muc tiéu?

a Vio nhitng dip ndo khich hang muc tiéu s& mu6n mua sin phdm/dich vu
nay?

a Khich hing muc tiéu s& muén mu san phdm/dich vu nay & dau?
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Hiéu biét vé khach hang muc tiéu la co s& dé cung cap cho
ho nhimg sin phim s& thod man ho, lam cho ho trung
thanh, tré¢ thanh khach hang thuong xuyén, va dem lai loi
nhuan cho doanh nghiép.
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Cédc doanh nghiép sir dung hi€u biét vé khéch hang muc tiéu dé hifu xem ho ra
quyét dinh mua san phidm ciia minh nhu th€ ndo. C6 b6n yéu t6 chinh dugc xic
dinh 1 ¢6 anh hudng quan trong d6i véi hanh vi mua cia Nguoi tieu dung. Trong
phdn nay ching ta s& nghién ct titng y&u t6 trong bén yéu t6 (xem Hinh 2). Bén

Hanh vi mua ctGa Ngudi tiéu dung

y€u t6 nay la:

Vian hoa

X3 hoi

Ca nhan
Tam 1y

Hinh 2: Cac yéu t§ chinh anh hudng dén hanh vi mua cla Nguoi tiéu dang

TAM LY
bong co

Nhén thac
Hgc hoi

NI&u tin va Thal dd

VAN HOA XA HOI
Vin héa Nhém anh hudng
Nhanh vin hoa Gia dinh -

Tang 18p xa hoi Val trd va bla v|

CA NHAN
Tudi tac va Giai doan
trong cudc déi
Nghé nghiép
Tinh trang tai chinh
Phong céch séng
Catinh
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Céc doanh nghiép thudmg khong thé kiém sodt duge bén yéu t& chinh anh hudng
dén hanh vi mua clia ngudi tiéu diing, nhung ho phai tinh dén cdc yé&u t6 ndy néu
ho mudn biét 1am thé€ ndo dé ngudi tiéu ding muc tiéu mua san phdm cia ho dé
dang hon.

Cac yéu td van hoa

Céc yéu t6 van hod gay anh hudng rong rdi nhit va siu sic nh4t d&én hanh vi mua
cla ngudi tieu diing. Céc yéu t6 nay bao gém van hod, nhdnh vin hoa, ting 16p xa
hoi. Chiing ta s& 14n lugt nghién ciu tirng yéu t6 nay.

Védn hoa

Vin hod 1a tap hop cdc gid tri co ban, cdc nhan thic, nhitng mong mudn, va nhiing
hanh vi do cédc thanh vién cla xa hoi hoc héi tich lu§ duge tir gia dinh, va tir nhitng
thé ché quan trong trong doi séng ciia ho (trudng hoc, nha the, chinh phit v.v ...).
Nhitng nhu cfu co ban clia ching ta (thic 4n, quin 40 mac, gilt 4m va an toan;
tham gia cong déng va sy mén mo; tri thdc va ty thé hién) 12 moét phan cla bin
chit con ngudi va nhu nhau & t4t cd cdc nude. Chinh nén vin hod cua ching ta
gidp ching ta bién déi nhitng nhu ciu ty nhién nay cia con ngudi thinh nhiing
"nhu ciu cu thé", ma ching ta c6 ging thod min nhitng nhu cdu cu thé nay khi
mua san phdm vi dich vu. Nhitng anh huéng cta van hod déi véi hanh vi mua c6
thé rat khac nhau tr nuéc nay dén nuéc khac. Vi du, mot ngudi dang déi & Viet
Nam c6 thé muén an com, trong khi mot ngudi dang déi & Canada ¢6 thé muén
banh mi kep, khoai tay rdn ki€u Phédp, hodc bong ngo, con mot ngudi dang d6i &
Anh c6é thé lai muén c4 va khoai tay rdn.

Nhdnh vin hoa

Nhanh vin hod thudc vé& mot nhém ngudi cling chia sé nhing gid tri do ¢6 chung
kinh nghiém va hoan cénh séng. Nhénh viin hod thé hién tinh déng nhat dic trung
hon d6i véi cdc thanh vién clia nhém. Céc ton gido va nhiing viing dia 1y ¢6 thé 1a
cdc nhdnh vin hod. C4c nhanh vin hod ndy cé thé anh huéng dén sé& thich vé thuc
phdm, quén 4o, cic hoat dong nghi ngoi va lua chon viéc 1am.

Tdng I6p xd hoi

Téng 16p xd hoi 1a nhitng phéan cip trong x4 hoi, trong dé céc thanh vién clia mot
tang I6p xa hoi chia sé nhitng gid trj, nhitng m6i quan tdm va nhiing hanh vi trong
tu nhau. Céc tdng 16p x3 hoi thudng khdc nhau vé céch mac, cich néi, nghé
nghiép, va nhiéu dic di€m khéic. Tang 16p x4 héi clia mot ngudi duge xdc dinh béi
mot tap hop cac yéu t6 nhu nghé nghiép, thu nhap, trinh 46 hoc van, kiéu nha & va
hang xém, xuét x nén tang gia dinh. Cdc doanh nghiép quan tam dén ting 16p xa
hoi bdi vi nhitng ngudi trong cling mot ting 1ép xi hoi ¢é xu hudng thé hién hanh
vi mud giéng nhau, thé hién s& thich d6i véi loai sin phdm va nhin hiéu riéng
trong nhidu Iinh vuc-(quin do, dé dac gia dinh, di lai, gidi tri va cdc hoat dong
nghi ngoi).
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Hoan thanh cic cau sau bang c4ch bé sung céc tir bi b tréng.

1. Cic yéu (6 vin hdéa bao gém
va

2. Van héa 12 nhiing gi gitip chiing ta chuyén d6i nhitng nhu cdu chung cfia con
ngudi thanh , ma chiing ta c6 ging thda man khi mua hang
héa va dich vu.

3. Nhénh vin héa c6 thé bao gébm
va ving dia 1y.

N
\ ' Ciac yéu to van hoa anh huéng dén hanh vi mua ciia ngudi

\’ tiéeu ding nhiéu hon bat ky yéu té nao trong hén yéu to
i chinh.

Cac yéu td xa héoi

Céc yéu t6 xd hoi ciing tic dong t6i hanh vi mua cha ngudi tiéu ding. Cic yéu t6
xd hoi bao gém nhém anh hudng, gia dinh, vai trd va dia vi.

Nhom.danh huong

Nhém anh hudng 1a tit ¢ cdc nhém cé anh hudng tdi thdi do hoac hanh vi cha
mGt ¢4 nhan. D6 1a gia dinh, ban bé, hang x6m, cdc ciu lac b, cédc nhém t6n gido,

. Céc thianh vién cila mot nhém anh hudng s& cidm thdy c6 su thoi thic dé
thich ing véi nhém va diéu dé c6 thé tic dong t6i viéc lua chon san phdm cia ho.
Vi du nhu céc thanh vién ciia cing mét d¢i thé thao s& muén mua nhiing san phdm
tuong ty nhau, v ngudi hAm m¢ mot ca si ndi tiéng ciing mudn c¢6 nhitng thi
trong tu nhu cua ca si dé.

Thu thdp Thoéng tin vé Khdch hang 11




Gia dinh

Gia dinh 1a hé mua tiéu diing quan trong nhit trong xa hoi. Cic thanh vién cia gia
dinh thuéng cé anh huéng manh mé téi hanh vi mua. Vai trd va anh hudng giita
céc thanh vién trong gia dinh Ia rdt quan trong dé hiéu viéc mua duge quyét dinh
ra sao. Céc ba vg c6 thé s& 14 ngudi mua chinh déi véi cdc thi ding cho gia dinh
nhu thue phém, quin 4o va dé gia dung. Cic 6ng chéng cé thé 1a ngudi mua chinh
d6i v6i xe miy va 6 to, vO tuy€n, cdc san pham dién ti khic vi bao hiém. Trong
khi vai tré va trach nhiém cé thé rat khiac nhau & cdc nuéc khic nhau va déi véi
céc tang 18p xa hoi khdc nhau, cic doanh nghiép lubn muén biét ai 14 ngudi ra
quyé&t dinh mua nhitng san phdm clia ho.

Vai tro va dia vi

Vai tro va dia vi 14 vi tri ciia mot ¢4 nhan trong nhém anh hudng cia hg, Vai tro
ctia mot cd nhéan bao ham nhitng hanh dong ma nhitng ngudi khic mong doi ngudi
d6 thuc hién; dia vi 1a thudc do tim quan trong ma ngudi ta gin cho mot vai trd.
Vi trf clia mot ngudi trong mdi nhém cé thé duge xdc dinh dua trén ca hai khia
canh vai trd va dia vi. Ngudi ta thudng chon céc san phdm néi lén vai trd va dia vi
cha ho. Vi du chil tich cong ty thudng 14i loai 6 to t6t hon, an mac sang trong hon
céc nhan vién clia cong ty. M6t s6 sin phim c6 sitc 16i cudn dac biét nhu biéu
tugng cia dia vi, va cic cong ty sir dung diéu do6 trong hoat dong marketing clia
ho.

* N ~ 2
— BAI TAP TU KIEM TRA 4

Dién vao 6 “Diing” hay “Sai” cho timg céu sau :

1. Cédcnhdém anh hudng cé tic dong t6i thai do va hanh vi cia mot ngudi.
O bing Q  Sai

2. Cic thanh vién clia mot nhém anh hudng 1a nhitng c4 thé va ho khong cam
thdy nhiéu dp luc phai tuan theo nhém.
O Buing a Sai

3. Giadinh la nhém anh hudng quan trong nhat v6i da s6 moi ngudi.
0O Ding O  Sai

4. Viéc lua chon mot san phdm khong bi anh hudng nhiéu boi vai trd va dia vi
clia ngudi dé.
g Ding u Sai
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Cac yéu td ca nhan

Pic diém c4 nhan anh hudng t6i quyét dinh mua sidm. C6 nam dac diém c4 nhan
dugc xéc dinh 12 quan trong dé tim hiu hanh vi mua cha khich hang tiéu diing.
C4c dac diém dé 1a tudi tdc va giai doan trong cudc doi, nghé nghiép, tinh trang Qi
chinh, phong céch séng, va c4 tinh. Ting dic diém nay dugc mo ta dudi day.

Tudi tic va giai doan trong cuédc doi

Tudi tdc va giai doan trong cudc ddi chi ra mot thuc t& 1a ngudi ta mua nhimg san
phim va dich vu khdc nhau & nhitng thdi diém khac nhau trong cudc doi cia ho.
S& thich dgi véi thuc phdm, quén do, dé ndi thit va gidi tri thudng lién quan téi
tudi tdc. Vi du, nhimg ngudi tré thich mic mét s6 kiéu quin 4o nio dé hon nhiing
ngudi nhiéu tudi; nhitng ngudi 16n tudi thudng thich luyén tap bang céch di bo,
trong khi nhiing ngudi tré téi thudng bi 16i cuén vio cidc mon thé thao séi dong
hon. Viéc tiéu diing ciing hinh thanh tuy theo giai doan phat trién cla gia dinh: gia
dinh c¢6 tré con thi thich mua dé gia dung, thitc an cho bé, va dé chai tré em, trong
khi mét god phu vé huu lai thich mua céc dich vu y t€ va bao hiém x3 hoi.

Nghé nghiép

Nghé nghiép 1a moét anh hudng quan trong d6i véi céch tiéu dung. Cong nhan nha
mdy s& mua quin do lao dong va com hop cho bita trua, trong khi cdc gidm déc va
chii tich cong ty thi mua trang phuc thuong nhan va an nghi tai khach san.

Tinh trang tai chinh

Tinh trang tai chinh bao gém thu nhap clha moét ngudi va s6 tién ma ngudi d6 sin
c6 dé chi tiéu cling nhu dé s hitu, tiét kiém hay ddu tu. Tinh trang tai chinh cla
mot ngudi cling anh hudng t6i thai do cha ngudi dé ddi véi chi tiéu va tiét kiém.

Phong cdch song

Phong cdch s6ng 1a kiéu séng clia moét ngudi ciing cdc hoat dong, cic méi quan
tam, va guan niém ma ngudi dé lua chen. Vi dy, mét s6 ngudi rit quan tam dén su
thay déi vd muén thdy minh Ia ngudi ddu tién thir bat ky san phdm méi ndo, trong
khit nhitng nguoi khéc lai 1a nhitng ngudi thee sau, ché cho nhitng nguéi khic di
tién phong. Cic cong ty gidi thieu san phdm mdi va sdng tao cdn quan tAm tim
¢éch xdc dinh va dinh hudng t6i cac khiach hiang sing tao hon la khich hang theo
sau.
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Ca tinh

Ci tinh 1a nhing dic di€ém doc ddo khién méi ngudi ing xit theo mot cich tuong
d6i nhét quédn va c6 thé du dodn trude trong nhiing tinh hudng khéc nhau. Ciéc
cong ty quan tam t6i cd tinh khi c6 mé6i quan hé chat ché gilia dac diém tinh cdch
vé6i sur lira chon san phdm hay nhan hi¢u dic biét ndo dé. Vi du, mot cong ty san
xudt xe mdy c6 thé phdt hién ra mot nhém dong khéch hang thich l4i xe tdc do
cao va thich duge ngudi khic chu y. Tir d6, cong ty nay cé thé phat trién kiéu xe
¢6 médy khoé hon, béng bdy va nhiéu miu sic nhim dic biét thu hit cdc khédch
hang nay.

)

bic di€m céd nhan ndo trong s6 céc dac diém sau ¢6 anh huong t6i quyét dinh
mua? (Pédnh dau vao chd tréng)

BAI TAP TU KIEM TRA 5

W Tinh trang tai chinh clia ngudi dé.
Tén gido cia nguoi dé.
Nghé nghiép cia ngudi dé.

Van héa ciia nguoi dé.

0 0O 0O O

Phong cdch séng cia ngudn do.

Cac yéu tdo tam ly

C6 bén yé&u t6 tam 1y chd y&u anh hudng t6i hanh vi mua ciia mét c4 nhan: dong
co, nhén thire, hoc héi va niém tin.

Dong co

Déng co 12 mot nhu cdu thic ddy ca nhan hanh dong. Cic nhu cdu nay 13 mét
phén co ban trong ban tinh ty nhién cda con ngudi va bao gém nhiing nhu cdu vat
chdt co ban vé an, mac, gilf 4m, va an toan; cic nhu cdu x3d hoi v& tham gia cong
déng va dugc quy mén; cic nhu ciu cd nhan d6i véi tri thitc va ty thé hién. Nhitng
nhu cdu nay nay sinh khi ban cam thdy bi thi€u thén nhitng thi ma ban cén - thic
an, nuéc ubng, tinh ban, kién thic v.v... Khi dé, con ngudi ¢é dong co c6 ging
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gidm bét nhitng nhu cdu nay bing cich tim ki€m mot su vat dé thod min. Cic
doanh nghiép quan t&m tim hiéu dong co cta khich hang dé c6 thé dua ra nhing
san phdm va dich vu nhim thod man nhu cdu ciia cdc khach hang.

Nhdn thirc

Nhén thic 12 qué trinh ban 4p dung dé lua chon, 8 chirc, va dién gidi thong tin
theo cdch gitip cho ban ¢é mét bitc tranh cé ¥ nghia vé th€ gidi. Cach ma khach
hang nhan thitc mot tinh huéng s€ c¢6 anh huéng quan trong tét viéc ho lam thé
ndo dé thod méin nhu cdu ciia minh. Nhan thic 13 mot vén dé c4 nhan. Nhiing
ngudi khdc nhau nhin nhdn moét cdch khéc nhau d6i véi cing mot san phim;
nhiing ngudi khac nhau ti€p nhan moét cdch khdc nhau d6i véi cing mot thong
diép khuyéch truong. Mot ngudi ¢ thé nhin nhan mét nhan vién bin hang 13 thic
ép va hing hé, trong khi ngudi khac lai c6 thé nhin nhan chinh nhan vién béin
hang dé 1 hiéu biét va tan tinh givip d&.

Hoc hoi

Hoc héi dién ta nhimg thay déi trong hanh vi clia mét ngudi dic nit tr két qué
ctia nhitng gi he di trii qua. Céc nhu cdu cu thé cha chiing ta 1a cich ma ching ta
dd hoc héi dugc dé thoa min cdc nhu cdu ty nhién, dua trén nén van hod cia
chling ta va kinh nghiém c4 nhan. D¢ 13 nhiing s& thich dugce tich lu§. Cdc doanh
nghiép c6 thé gitp tao nén nhu ciu vé san phdm ciia ho bing cdch lién két san
phdm véi nhitng déng co va mong muén manh mé. Vi du, ho c6 thé trinh dién
canh nhitng ngudi dang déi tim duge su thoa man va hai long do tiéu diing céc san
phdm thyc phdm ciia ho.

Cic doanh nghiép ciing c6 thé lién hé san phdm cta ho vdi nhing thit thuat thoéi
thiic, vi du nhu dién ta cinh moi ngudi dang uéng bia mang nhan hiéu clla ho
~ trong mot sy kién nhu tran ddu thé thao, noi mei ngudi thudng xuyén muén udng
bia.

Sur cling ¢6 tich cuc 12 phan thudng ma ban nhan duge ti viec lam duge mot cdi gi
d6. Nhitng hanh vi dan tdi sy ciing c¢6 tich cuc c¢6 xu huéng duge 1ap lai. Cic
doanh nghiép c6 géing tao ra sy cing c6 tich cuc nay, vi du nhu giti thong tin sau
khi mua sim t5i cdc khich hang gidp ho cam thdy viéc mua sim cia ho 12 xdc
dang.

Niém tin va thdi do

Niém tin vi thai d6 12 nhimg diéu ban nghi v& mét thit gi d6 - vi du, ban nghi ring
6 t6 Nhat 1a t6t nh4t. Hinh anh v&€ mét san phdm va nhéan hiéu dya trén co s& niém
tin, va ngudi ta dwa ra quyét dinh mua sim dua trén nhiing niém tin nay. Cic
doanh nghiép quan tAm téi niém tin clia cdc khach hang muc tiéu va c6 ging cung
c4p c4c san phdm phil hop véi niém tin clia ho. Vi du, mot ngudi bén 6 t6 biét rang
khich hang clia minh tin 1a 6 t6 Nhat t6t nhét, anh ta s€ dam bao ¢é ddy da cac
~ loai 6 t6 nay va quang cdo tinh hinh dé déi véi khach hang cla minh.
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Thii d6 thé hién sy ddnh gid, cdm xuc vi xu hudéng c6 tinh chat tuong d6i nhat
qudn cla mot cd nhan d6i véi mét su vat hodc mot ¢ tudng, Vi du, cé thé céc
doanh nghiép tu nhan cung cdp dich vu tét hon cic doanh nghiép nha nuéc. Thai
d¢ khién con ngudi xir sir nhit quéin d6i véi nhitng su vat va su viée tuong ty nhau.
Thai d6 12 khé thay ddi, va vi the céc cong ty thudng quan tam nhiéu téi viec lam
cho san phdm cta ho phit hop véi thdi dé hién cé hon 12 c6 thay déi thdi dg cla
khach hang.

Trong mot s& trudng hgp, cdc doanh nghiép c6 (hé tic dong téi thai do, va khi ho
thanh cong, diéu d6 c6 thé tao nén nhitmg thi trudng méi. Vi du, ngudi ta da timg
tin ring bé k&t teoi 1a thit duy nhét t6t cho viec goi ddu. Ho da tin rang tdt ca céc
sdn pham khédc c6é chia hod chat 1 cé hai cho téc. Céc nha san xuit ddu goi ddu
hién dang thanh cong trong viéc thay ddi niém tin va thii do dé vé viec goi du.
Ngay nay, tdt cd céc loai san phdm diu goi ddu luén sdn c6 trén thi trudmg. Cac
nha sin xudt ddu goi ddu da “tao nén” thi trudng mdi nay 1a két qud cla mot
chuong trinh thanh cong vé thay déi thdi d6. Tuy nhién, thay déi thai d6 nhu cich
1am nay doi héi mot thoi gian dai va nhitng nd luc marketing dang ké va lién tuc.

S
!¢
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@l

Pdnh ddu vao 6 “Pung” hay “Sai” d6i véi tiing cau sau :

1. Tuéi va giai doan trong cugc doi 1a mot trong bén yéu t6 tam Iy chinh anh
huéng téi hanh vi mua clia mot ngudi.
O bing O Sai

2. Céc cong ty <6 phong marketing 16n c6 thé thay déi thdi dé clia ngudi tieu
' diing mdt cich dé& dang.

O Duing O Sai
3.  Nhitng hanh vi din téi sy cling c6 tich cuc ¢6 khuynh huéng lap lai.
O Puang O Sai

4. Cic doanh nghiép quan tam tim hiéu dong co cla khdch hang dé€ ho c6 thé
cung c4p céc san phdm va dich vu nhiim théa man nhu cdu ciia khich hang.

U Ding U Sai
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Day 1a mét bai tap vé nhan thuc giip ban nhan biét duge viéc ban cho ring nhiéu
diéu 1a dungichmh xéc dén mife d¢ ndo.
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Hanh vi mua cda ngudi tiéu dung 13 két qua cia nhitng
yéu t0 vin hod, xa héi, cd nhan, va tam ly. Cac doanh
nghiép hi€u dugc nhimg yéu t6 nay sé cé kha nang xac
dinh dugc cic khich hang muc tiéu quan tam t6i cac san
pham cia minh,

18
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Hanh vi mua cta T chuce

Thi trudng mua cia cdc t6 chirc bao gém tit ca cdc 16 chitc mua hang hoa va dich
vu sir dung dé€ san xudt ra hang hoa va dich vu khac. Nhitg hang hoa va dich vu
nay lai duge bin, cho thué hoic duge cung ting cho cic doanh nghiép khiac. Hang
hod dugc chu chuyén va tién duoc tiéu trén thi trudng céc t6 chic nhiéu hon 1a
trén thi trudmg ngudi titu ding. Ngudi tiéu ding cudi cing c6é thé mua mot chiéc
xe dap, nhung nha san xuit xe dap mua tat cd cdc phu ting ding dé ché tao ta xe
dap, va rét nhiéu nhi cung tmg phu ting xe dap lai mua vat liéu tho hodc cic ban
thanh phém tir cdc nha cung img khac. Piéu d6 ciing diing véi tdt ca cdc san phdm
dugc san xudt khic. Chiing ta cAn xem xét riéng biét hanh vi mua clia t6 chirc.

Chil dé nay bit ddu biing viéc tim hiéu sy khdc nhau giita hinh vi mua clia ngudi
mua 12 t6 chitc va hanh vi mua cla ngudi tieu ding cudi cing. Sau d6, ban s& xem
xét cu thé hon qué trinh mua cia té chitc. Bay vai trd khdc nhau trong qud trinh
mua cha 1§ chiic s& duge giai thich, va bén yéu 16 chinh anh hudng dén hanh vi
mua cha t6 chifc s& dugc mo ta.

Nhirng dic diém cia ngudi mua la té chirc

Ngudi mua 1A t6 chic va ngudi mua tiéu ding tuong tr & chd cd hai déu bao gém
nhimg ngudi ra quyét dinh mua dé thod man nhu cdu clia minh. Tuy nhién, ngudi
mua 14 t6 chitc hoat déng trén mét thi trudng khdc, véi nhimg dic diém riéng bigt
vé nhu cdu. Cic quyét dinh clia ho, cling nhu cich ho ra quyét dinh rat khic véi
céch xir sy chia ngudi mua tiéu ding cudi cung. Thi trudng t6 chifc ¢6 nhimg dic
diém twong phén 13 rét so véi thi trudng ngudi tiéu ding, nhu néu ra rén Hinh 3.
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Dac diém cila Ngudi mua 12 t6 chite  Dac diém cha Ngudi tiéu ding cudi cing

(Thi truimg té chirc) (Thi trudng ngudi tiéu ding)

o {tngudi mua e Dong ngudi mua

e Nhimg ngudi mua lén e Nhitng ngudi mua nhd

e Cdu phdi sinh o Cau tryc ti¢p

e Chu it co gidn ¢ Ciu co gidn nhiéu

¢ CAu bién dong ¢ Ciu én dinh

. Ml;:%l sim mang tinh chuyén ¢ Mua khéng mang tinh chuyén nghiép
nghiép

¢ Ngudi mua thudng khong duoc doanh
¢ Quan hé gin giii gitta Ngudi cung nghiép biét dén

img-Khdch hang e It khi mua tryc ti€p
e  Mua tryc ii€p 13 phé bién

Hinh 3: Pac diém cla nhiing ngudi mua 13 t6 chic va ngudi titu diing cudi cling
S6 nguwei mua it va sé lwong bdn lon

Béan hang cho nhing ngudi mua 1a 14 cinfc thudng cé nghia 1a bdn cho mét s6 it
khdch hang, nhung nhén dude cidc don hang 16n dang k& tir méi Khdch hang. Vi
duy, mot cong ty ch€ bién thuc phdm ban mot s§ lugng I6n hang cho moét s tuong
déi ft nhiing ngudi bén buon va ban 1é, nhung nhitng ngudi ban buén va ban 18 lai
ban nhimg khoi luogng nhd hang cho s dong khach hang.

Cdu phdi sinh

Ngudi mua 1a té chitc wéc tinh nhu cdu mua hang cia ho dua trén tinh todn vé nhu
céu tir nhiing ngudi tiéu ding cudi cing cdc san phim cia ho. Do d6 thuat ngit
cdu phdi sinh c6 nghia la cdu cla ngudi mua 12 t6 chifc ¢6 xudt xr i cdu cha
ngudi tieu diing cudi ciing.

S6 lugng do ngudi mua 1a t8 chic yéu ciu bi anh hubng boi gid ca it hon so véi
ciu cta ngudi tiéu ding cudi ciing. Vi duy, moét nha san xuat quén do sé khong thay
ddi nhiéu s0 lugng cha cdc cic di dit néu gia cha ching thay déi. (Tuy nhién, ho
s€ thay ddi s6 lugng dit hing néu ho du tinh ring nhu ciu cha ngusi tieu ding s&
gidm di do gid ca thay d8i). Piéu d6 c6 nghia 12 cdu cla nhimg ngudi mua 1a 18
chitc it co gian va khong thay déi nhiéu khi gi4 thay déi. Nguoi tidu dung cudi
ciing phan {ing manh hon nhiéu déi véi cdc thay déi vé gid ca.

Su bién dong cha cdu tit nhitng ngudi mua 1a td chic 16n hon so véi sy thay déi
clia cdu tir nhitng ngudi tieu ding. D6 1a vi c6 nhiéu hang hod chu chuyén va
nhiéu ngudi cung tng tham gia vio thi trudng tdé chifc, nhu da gidi thich ¢ doan
md ddu clia phin nay. Mot thay déi nhé cha cdu tir ngudi tieu diing cé thé din dén
mot thay ddi 16n hon nhiéu chia cdu tir céc 16 chuic.
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Mua sdm mang tinh chuyén nghiép

Cong viéc cha Ngudi mua hing-cdc t6 chie 1d mua vat tr va dich vu ma doanh
nghiép yéu ciu. Ho danh hiu hét thdi gian vao cic hoat dong mua va hoc cich
mua hiéu qua hon. D6i v6i nhimmg viéc mua sdm phiic tap hon, ¢6 thé c6 sy tham
gia cia mot s6 ngudi hodc ca mot hoi déng vio qud trinh mua. Ho ¢6 kha nang
danh gid cic thong tin k¥ thuat vd mua véi chi phi hiéu qua hon. Do d6, cdc doanh
nghiép bdn hing cho d6i tugng ngudi mua 1a cic t6 chic cdn cung cép cic théng
tin k¥ thuat va chi rd ring tai sao san phdm cla ho lai t6t hon nhitng gi ma cac d6i
thli canh tranh m&i chao.

Quan hé Nguoi cung ting-Khdach hang gan giii hon

Ciéc doanh nghiép ban cho déi tugng ngudi mua 12 t6 chic khéng cé nhiéu khich
hang nhu cdc cong ty bin cho ngudi tieu ding cudi ciing, va néi chung nhiing
ngudi mua 12 té chifc mua nhiéu hon nguoi tiéu dang cudi ciing. Vi vay, céc doanh
nghiép nay cén phai hop tic chat ché hon véi khdch hang cha ho (la cic t8 chic)
va thudng dua ra nhiing chao hang theo yéu cau cha khéch hang va lam viéc chat
ché véi céc linh vuc kinh doanh clia khdch hang d€ ddm bdo thod min ho.

Mua truc tiép

Nguti mua 13 6 chic thudng mua tryc tiép tir cdc nha sin xust ma khéng qua
nhiing ngudi trung gian. Vi du, nhitng cong ty binh keo c6 thé mua dudng truc
ti€p tir cdc cOng ty dudng; cdc nhd san xudt quin do thudng mua vai truc tidp tir
cdc nhd san xuat hodc nhap khau vai; cdc cong ty xdy dung c6 thé mua xi ming
hoic gach 14t nén tryc ti€p tir cdc nha sin xuat hoac nhap khau.
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* 2
- BAI TAP TU KIEM TRA 7

Cau ndo sau diy mo ta dic diém clia ngudi mua 1a t6 chitc? (P4nh ddu vao 6 tréng
ddi véi dac diém thich hgp)

Q S8 lugng do ngudi mua 12 té chiic yéu cdu bit nguédn tir cdu clia ngudi tiéu
diing cuéi clng.

O CAdu cha ngudi tiéu ding bién dong nhiéu hon cdu clia ngudi mua 1a t6 chitc.

O Cic doanh nghiép bin hang cho ngudi mua 12 t chife thuong c6 nhiéu khéch
hang dé giao dich hon 1a cdc doanh nghiép bdn hang cho ngudi tieu ding
cudi cung.

O  Nhitng ngudi bdn 1¢ thudng thiét 1ap cdc md6i quan hé gan giii v&i cdc khich
hang hon so véi cdc nha san xudt thiét 1ap quan hé vai cac khach hang cia
ho.

O Ngu®i mua 12 t6 chifc néi chung biét cidch mua hiéu qua hon la ngudi tiéu
dung cudi ciing.

Vai trd chia cac bén trong qua trinh mua caa
Av v d
to chirc

Qu4 trinh mua cia t8 chic thudng phitc tap hon quyét dinh mua cia ngudi tiéu
ding cuéi ciing. Viéc mua cé thé bao gém mot s§ ngudi hodc mot hoi ddng tham
du, vd ngudi mua cé cich tiép can mang tinh chuyén nghiép hon. Nhém ra quyét
dinh (do6i khi dugc goi 1a Trung tdm mua) c6 bay vai trd khdc nhau duge thuc hién
bdi nhitng ngudri tham gia khdc nhau. Mot ngudi trong té chifc ¢é thé ¢6 mot vai
vai trd trong qud trinh mua. Nhiing vai trd ndy duogce thé hien trong Hinh 4 va duge
giai thich trong phan nay.
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BEN
KHOI XUONG

QUYET DINH

BEN
PHE CHUAN

MUA
BEN MUA
BEN, BEN
QUYET DINH ANH HUSNG

Hinh 4: Céc vai trd trong qué trinh mua cia t§ chije.

Bén khéi xudng 12 nhimg ngudi yéu cdu cdn mua thd gi d6. Ho cé thé 1a nhing
ngudt sir dung hoic ngudi khéc trong t6 chiic.

Bén sir dung 12 nhiing ngudi s&'sir dung san phdm hodc dich vu. Trong nhiéu
truong hop, nhimg ngudi st dung ciing la nhimg ngudi dé xudéng, va ho giip xdc
dinh cdc yéu cdu d6i véi san pham.

Bén canh giir 12 nhilng ngudi c¢é quyén gidi thiéu nhitng ngudi ban va théng tin
cho cdc thanh vién clia trung tdm mua (nhém ra quyét dinh). T4t nhién, ho ciing
c6 thé ngéin chian ngudi ban va thong tin khong cho tiép can véi trung tdm mua.

Bén anh hudng 12 nhing ngudi dnh hudng dén quyét dinh mua. Ho thudng givip
xdc dinh céc dic tinh va cé thé cung cdp thong tin ¢ danh gid céc phuong 4n.
- Chuyén vién k¢ thuit thudng 12 nhitng ngudi cé anh hudng quan trong vi ho ¢6
kién thl’rc k¥ thuat ma nhimg nguéi ra quyét dinh khac phai phu thude vao ho.

Bén quyét dinh 12 nhitng ngudi thuc € quyét dinh céc yéu cau cha san phdm. Ho
ciing c6 thé lya chon c4c nha cung dng.

Bén mua 12 nhitng ngudi ¢6 thdm quyén chinh thic lya chon nha cung ting va thu
xép cic diéu kién mua sim. Bén mua c6 thé gitp dinh hinh c4c dic tinh san phém,
nhung ho déng vai tro chinh trong viéc lua chon nha cung ting va dam phén. Bén
mua c6 thé bao gém ca cdc nha quén 1y c4p cao tham gia dim phén trong cic cudc
mua sam phic tap.

Bén phé chuin 12 nhing ngudi cho phép thuc hién nhitng quyét dinh clia bén
quy¢t dinh va bén mua.
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céch n'gui’s‘t mua hoﬁc ngum bén

1 Hay mﬁ té mi}t quyé’t dlnh mua quan trorag cuadoanh nginep b@n. :

- :u, H@ da gécp phan v&u su l;hénﬁ cﬁng euaquyet d;nh:mua naymumw,,, 4

i Vai 190 niy ¢6 médwemmé thanh cdng hon niu the nao?
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B Bén sud‘ng'
j :dﬁdéngvaltrbnay’?

; .u Hodﬁgépphénvaosu anh con ﬁaquyétmnhmuanaynhuménao?.?":-'

- iii. Vaf'trd nayc thé dwoc thyc hién thinh cong hon nhu thénao?

| C.Béncanhgitt

i Ho % g6p phén vAo su thinh cong ciia quyet dinh mua nay nhur thendo?

i, Vai trd niy 6 thé duoe thyc hign thanh cong hon nhue thé no? -

' D. Ben ﬁnh hm}ng

i A1 dﬁ déng va1 trb nﬁy‘?

r; " i Hoda g6p phén vao sy thanh cong cila quyét dinh mua ndy nhu th§ ndo?

jii. Vai tro ndy c6 thé duge thue hien thank cong hon nhu th nao?
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uHod‘é gép phanvéo su th’a/nh cOng «cha quyét dinh mﬁa nay nhur thé nit:)‘7 '_ _

ihé duge thye hién thanh cong hon nivt the nao?

i Ad g déng vai O may?

L o 4 g6p phdn v2o sy thanh cOng cila quyét djnh mua ndy nhus théndo?

ye hien thanh cong hdnnhuthé’nﬁo? Bt

iAoy

- n I-Ib d% gépphanvéo sy th%mh cong clia quyet dinh mﬁa )néy nhu thé nao?

A : 111, thrﬁ nﬁy céthé dugc :th_l;IC hién thanh cong hon nhu th€ nao?

-
.\ ‘ Hay xdc dinh va phan tich vai tro cua céc bén da tham gia
/ vii0 qui trinh mua ciia t6 chitc va ban s& thiy nhitng két
qua tot hon.

_-'-_'
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Céc yéu t6 anh hudng téi qua trinh mua
cta td churc

C6 nhiéu yéu t6 khac nhau cé thé tac dong tdi ngudi mua 1 t8 chite khi ho dwa ra
quyét dinh mua hang. Mot s& ngudi cho ring cdc yéu t6 ¢4 nhan nhu qua tang hay
an hué va cdc loai quan tdm dic biét khdc s€ anh hudng t6i cdc quyét dinh mua
cua t6 chitc. Mot s6 khac thi cho ring, 1 nhimg ngudi mua chuyén nghiép, cic t6
chiic thudng quan tam vé tinh hgp 1y va kinh t€. Tuy moi ngudi mua mot khac, da
s0 ho déu dua vao sy can nhic hgp 1y va tiét kiém khi ho phai chon mot trong céc
chao hang khéc nhau kha nhiéu. Vi hon hét, ho phéi chiu trach nhiém vé su lua
chon cia minh. Trong trudng hgp khong cé sy khac biét dang ké giifa cdc ban
chao hang, ngudi mua s& ¢6 thé dua ra quyét dinh dua trén nhimg yéu t6 c4 nhan.

-Tuy nhién, néi chung nhiing y&u 16 4nh hudng dén khéach hang 1a t6 chic dugc
phén thanh bon nhém yéu t6 nhu duge trinh bay & Hinh 5 :

« Nhing yéu té moi trudng bén ngoai.
» Nhimg yé&u t§ moi trudng bén trong.
+ Nhimg yé&u t6 tuong tac giita cic bén.
» Nhifng yé&u t8 cd nhan.

MOI TRUONG
- BEN NGOAI
Tinh hinh chinh tri va phap ly
Tinh hinh canh tranh
T8¢ a6 thay ddi cong nghé
Mirc cau
Vién cénh kinh t&

CA NHAN
M .
Tudi . TUONG TAC
_Thunhdp GIUA CAC BEN
Trinh d6 hoc vén Quyén han
Vitrf céng viéc Diavi
_ Tinhcach Su thién cam
Thai dé dai \fdl rui ro Tinh thuyé&t phuc
Van hoa

MOI TRUONG
BEN TRONG
Muc tiéu
Chinh sach
Quy dinh
Ca céu 18 chirc
Heé théng

Hinh 5 : Cic yéu t8 chinh anh hudng t&i hanh vi mua ciia t8 chic.
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Yéu t6 moi truong bén ngoadi

Khdch hang t6 chitc chiu anh huéng rit nhiéu cha céc y€u t6 méi trudng kinh &
hién tai va tuong lai, nhu mic cdu d6i véi sin phdm cla ho, trién vong kinh 1€,
ngudn vén va chi chi vé tai chinh. Cic doanh nghiép mua nhiéu hon khi du bdo
kinh t€ la én dinh hay phét trién. Ho ciing mua nhiéu hon néu ho lo ngai thiéu
nguyén liéu. Tuy nhién, khi sy bat 8n dinh clia nén kinh t€ gia ting, ho s& cit gidm
dau tu va du trit.

Nhiing tic dong khdc clia méi trudng beén ngoai anh hudng t6i khdch hing 8 chic
bao gém su phdt trién vé cong nghé, nhitg thay ddi trong m6i trudng chinh tri va
phap luat, nhitng thay déi trong tinh hinh canh tranh cia ho. Cic khédch hang 8
chitc cdn theo ddi tat ca cdc tdc dong nay va cdn xdc dinh lam sao dé bién khé
khin thanh co hoi. Vi du, méi quan tim dang ting v& méi trudng s& tdc dong t&i
khich hang trong viéc lya chon cdc san phdm khéng gy hai cho moi trudng.

Yéu téd moi truong bén trong

Khiach hing t6 chitc cdn phai biét dén cdc muc tiéu, chinh sich, qui dinh, co cau té
chic va cdc heé théng clia cong ty minh. Nhitng y&u té bén trong nay (ciing duge
bi€t dén nhu 12 cic yéu 5 té chitrc) bao gém cic vén dé vé sé luong ngudi tham gia
vao trung tam mua, ho 14 ai, ai giit vai nao trong bay vai trd cha qué trinh mua, va
két qua thuc hién s& dugce ddnh gid nhu the ndo. Ngudi mua ciling cén bi€t dén moi
thay déi duoc hoach dinh trong b6 phan mua sim cta cong ty minh.

Yéu 16 tuong tdc giita cdc bén

Trung t4m mua thudng bao gém vai thanh vién véi nhing méi quan tim, thdm
quyén, dia vi, va stic thuyét phuc khic nhau. C4 bay vai trd da duge xdc dinh trong
qu4 trinh mua ciia t8 chitc. Nhilng ngudi khdc nhau s& ddm nhan cdc vai trd nay
trong nhimg tinh hudng khic nhau. Khéng phai lic nao ciing rd rang ai déng vai
trd gi va ai ¢6 anh hudng Ién nhat d6i véi mét quyét dinh dugc dua ra. Hiéu duoc
nhiing y€u 6 nay va né luc tim hiéu cic déng thdi quan hé ca nhan trong céc cong
ty khdch hang s& giip xay dung nhitng chién luge cé tinh todn dén céc yéu té do.

- Nhiing yéu té' cd nhdin

B4t k¥ ai tham gia vio qud trinh mua ciing déu ¢6 dong co, nhan thic, va s& thich
cta minh. Chinh nhitng y&u t§ c4 nhan anh hudng téi hanh vi mua cGa khédch hang
tieu dung ciing s€ dién ra tai day (tudi tdc va giai doan trong cudc doi, nghé
nghiép, tinh trang ti chinh, phong cich séng, c4 tinh). Nhing ngudi mua chic
chin sé& thé hién cic cdch mua khdc nhau, v rit déng tim hiéu cdc kiéu ngudi mua
ma ban giao dich.
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1)

Dién vao 6 “Puing” hay “Sai” d6i véi cdc cau sau:
1.

BAI TAP TU KIEM TRA 8

Nhitng y€u t6 moi trudng bén trong ciing dugc bi€t dén nhu la cic yé&u t6 vé té
chitc.

O Biing O Sai

Nhém quyét dinh dva ra quyét dinh mua cia t6 chirc d6i khi duogce goi 1a Trung
tam mua.

O Bbung Q Sai

Nhiing y&u t6 cd nhan khong ¢é anh hudng 16n ddi vdi cdc quyét dinh mua cla
t6 chife.

O bung O  Sai

Céng ty ndo dua ra nhitmg théng tin k¥ thuat chuyén moén ciing véi nhiing dir
kién hé tro, s& hdu nhur luén luén ban duoc hang.

Q tuing O Sai

Khdch hang 16 chic khéng thé thay d6i dugc moi trudng kinh t€ va cong nghe
va vi th€ cdc yé&u t6 nay khong phai 1a cac yé&u t6 anh hudng quan trong déi véi
quyét dinh mua cua té chic.

O Ping Q Sai

\-—' Nho& phan biét duge qua trinh mua cia t6 chire khic véi

{ qui trinh mua tiéu ditng va hiéu duge nhimg yéu té Anh
\ huéng t6i quyét dinh mua cia 16 chirc, ban ¢6 thé dat duoc
1 nhiéu thanh cong hon trong qua trinh mua caa té chirc.
L.
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/'Cl'::::' BAI TAP TINH HUONG 1

g CONG TY THANH PAT

Luu ¢: Bai tap tinh hubng vé Coéng ty Thanh Dat dd dugc st dung mot vai 1dn. Vin
chinh 1a céng ty d6, nhung mot vai thong tin cung cip trong mdi 14n cé khic nhau
vi ching ta dang nghién citu nhitg phin khdc nhau ciia hoat dong kinh doanh.
Diéu quan trong 12 mbi 14n ban c4n doc toan b bai tap tinh hudng.

Gidi thiéu vé Cong ty

Ba Nguyén Thi Ngoc Nga Ia ngudi sdng 1ap, va trén thyc t€ 14 gidm doc diéu hanh
clia cong ty Thanh Dat, doanh nghiép hién la don vi sdn xudt bao bi déng géi theo
yéu cdu I6n nhat mién Bic Viet Nam. Bad Ngoc Nga chinh 12 ngudi xay dung
doanh nghiép di 1én tit con s6 khong trong moi trudng kinh t&€ qua do diy khé
khin cua Viét Nam.

Su khéri ddu cha Cong ty Thanh Dat 1a vi du dién hinh vé sur ra doi ciia thanh phén
kinh t& tu nhan & Viét Nam. Ba Ngoc Nga va chong, 6ng Dinh Hai Dat, ciing cong
tdc gdn sudt cudce ddi minh trong khu vire kinh t€ qudc doanh. Noi ho 1am viée 1a
mot cong ty san xuit bao bi va tdi nhya déng g6i theo yéu cdu cho thi trudng mién
Béc Viéet Nam. Chinh nh& qud trinh cong tic tai day ho da tich luy duge khong chi
14 nhimg kinh nghiém quy gid vé cong nghé va thi trudng lién quan tdi linh e
bao bi va in 4n ma con tao 1ap dugc cho minh nhitng m&i quan hé hét sitc gia tr
trong nganh. : ‘

Niam 1986, chinh phii Viét Nam chinh thic tuyén bé thuc hién chinh sdch déi moi

va cudi nhitng nim 80 dd bt ddu thyc hién cai td véi nhitng khu vuc then chot
- trong nén kinh t&€. Trong bdi canh dd, ba Ngoc Nga va ong Dat nhan thdy mot
~ diéu: sdn xuft cha cong ty khong dip éng duge nhu cdu thi trudng. Ho bt ddu suy
nghi t6i phuong 4n Iap mot cong ty tr nhan dé 1dp khoang tréng cung-cdu nay.

San pham va san xuit

* Sdn phém ctia Thanh Pat bao gém bao bi mot 16p, hai 16p va ba 16p. San phdm bac
bi sau d6 tiép tuc dugc phan biét gilta bao bi lam béng Polyethylene (PE) va 1am
bing Biaxially Oriented Polypropylene (BOPP). Vao nhitng nam d4u tién, Thanh
Dat chi sir dung PE, tuy nhién ba Ngoc Nga néi ring ba fuon c6 k& hoach md rong
téi BOPP c6 chat lugng cac hon. San xuit san phdm bao bi BOPP dugc bit ddu b
1993 va dén nay chi€m gin 25% téng sin lugng ctia cong ty.
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Hoan todn 100% dau vio ciia Thanh Dat 13 nhap khdu. Myc in phn 16n nhap tir
Nhat, trong khi phdn chii yéu cdc. nguyeén vt li¢utho dung ‘dé san xudt bao bi
nhap tir Han Quéc. Ciing nhit cdc méi quan. hé kinh doanh chi y&u khéc, m6i quan
hé cha ba Ngoc Nga vdi cic ngudn diu vao ¢ nweéc ngodi bit ngudn i qué trinh
lam viée vGi doanh nghlép nha nuéc trudc day. Trén thyc t€, Thanh Dat khéng
nhap khdu tryc ti€p bat cit uguﬁn dau Vo n&o, ma mua tir xi nghxep ma trudc day
ba Ngchgadalamw‘ i ;

| SR S
' Nam 1997, cong ty Thﬁnh Dat tlép tic mé r@ng linh vare hoat d@ng b&ng vige mé
: “’f’rﬁ{hﬁng kinh doanh ngﬂyén ’v‘ﬁi ﬁéu ‘di‘mg trong nganh san xudt bao bi, ban

o cdc cﬁng ty bao . Loi nhun thu dwge tir vige kinh
¢ hon cé Iqx nhuan tix céc hoat dﬁng s{m.

: Khach hﬁng vﬁ Thu tru’tmg

- 86 1uong va sy da dang clia céc san phﬁm cln bao gél tang mot cdch déng ké cing
. 'v6i su mo réng sitc mua tieu ding noi dia va sy hoi nhap ngay cang tang cla nén
Kinh & Viét Nam v6i thi trudng toan ¢Au, “Bao bi ndi chung chiém khoing 5-10%
© téng gi4 thanh sin phﬁm Nhu'ciu’d6i v6t bao bi chét Twong cao vi bao bi khéc
biet ting dang k&, gidp cho mdi san phim tdch biét hin v6i cdc sin phdm canh

- tranh. Cling véi sy md& tong cla thi trudng trong niide 13 myc tiéu xuat khfu ddy

thany: vong clia Viét Nam hudng 161 dat khoang 5 ti USD méi nam. Thi tmbng xudt
* khfu yeﬁ “cAu chéif tumg cao va mot ti 1e dﬂng ké ‘bao in niy vﬁn phax zam & nudc

ngoal \ S \ - :

Thi trudng: d:ch vl hao hi tai V1¢t Nam c6 thé chla ra Iam ba mang céc cOng ty cé ‘
vén ddu e nude hgodi; cac doanh nghisp nhi nude, va cdc cong ty tw nhan. Cic

cong ty c6 von diu tu nudc ngodi thub*ng doi-hoi cao nhét v& chét luong, song ho
“cling 14 d6i tugng hdp din nhét vi ho sdn sing trd gid cao hon. Nhin chung, cc

doanh nghiép nha nuéc duge va chudéng hon so véi cdc cong ty tr nhan viho tiép
can dwge nhién ngubn von hon, Cic cong ty tu nhan, do han ch€ vé tai chinh,
thudng kh6 c6 thé dat hﬁng vc’n s6 lugng 16n, dléu mﬁ cdc nhﬁ cung tmg bao bi

1u0n k)‘r vong

Céc cong ty V1¢t Nam gap rat nhléu kho6 khian trong viec dép ﬁng nhimg yéu céu
vé chit htong ¢ha céc ‘cOng ty c6 vén ddu o nude ngoél Cong ty Thanh Pat da
E%Ig dam phén Véi ft nhat1a mot cong ty nuée ngodi, song chia. &ép tng néi yéu
cdu vé chat lyong cing nhu s6 long cla ho. Chién luge d6i véi cic cong ty Viet
. Nam: ¢tia Thanh.Bat 12 phuc vy philng doanh nghi¢p tunhan vira va:nho trong dia.
ban Ha No¢i. Ngoai dia ban thanh phd céng ty han ché chi phuc vu nhimg doanh
ngha&p nhi nudc. Thanh Dat hoan toan c6 thé yéx tam phuc vy phdn thi trudng bi
bd ngd nity vi cdc nha cung tng khdc hdu nhw ching méy quan tam tdi nhimg don
dat hang khiém tén cla ho. Chinh vi doc quyén cung ting vé c4c sin phdm bao bi
chdt lugng cao cho cdc doanh nghiép tu nhan nén Thanh Dat ¢6 thé dua ra nhing
~ diéu kién cao hon v6i nhimg cong ty nay. Thutmg rat khé thu dugc tién hang ti

céc cong ty tu nhan nén Thanh Dat yéu cdu khdch hang phai dit coc (khoang 30%

dng gid tri chia don héng)_, va thanh todn hét vao ngay giao. hang
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r Tuy nhién glé tri céc don dat hﬁng nay vin con Iy qua nhé so véi kha nﬁng cha
Thianh Pat nén cong ty vﬁn pha1 ﬁm klefm céc d(m dﬁt hhng lfm cﬁa céc doanh _
ngiuép nha nudc s _

Thank Pat khéng* quan tam nhxéu dén canh tranh kidu chién- tranh COng ty ﬁp -
. dung chién Iuoc khong d6i ddu dé Am ki€m nhiing khu vuc'bi bd quén cha thi -
- trudmg bao bi. Cong ty bét dap nhu mot nha thiu phu cho doanh nghiép nha nuée,

sau do md rong dén nhimg wec mi cong ty nha nudc trong ving khong quan tam

(vi du céc viec qué nho). Cong ty mua thiét bi mdy méc nam 1993, va didu d6 1am -

cho ¢ong ty & thanh doanh. ngiuep duy nh4t tai mién Bic Viét Nam c6 nang lyc

sin xudt bao bi nhiéu 16p. Diéu nay da 1am tﬁng nang lyc k¥ thuat cia cong ty,, vi
vi trf gén vdi khéch himg tai mién Bic da gitp cOng ty 16i kéo dugc gin nhir toan -

b0 khich hang cd nhu ciu vé bao bi nhiéu 16p & mién Bic. Trong s6 khich hang

mdi cé nhiéu doanh nghiép trudc day 1a khdch h%ng clia cdc d6i thil canh tranh N

Thanh Pat tai mién Nam. - _ L

bén nay, vy 13m 4n 16n nhﬁt cia. Thanh Dat 12 hop tic v6i doanh nghlép ché Klm
Nga ctia nha nuéc. Doanh thu tir hgp déng nay du kién dat t6i khoang 2 ti dﬁng :
méi nam, tang hdu nhy gﬁp doi doaph thu 1997 14 2 d d6ng vi chiém mot rifa $6
ting doanh thu dig kién ciia nam 1998; K&t qua néi bat clia viéc san xudt cho nhin
hiéu thong dung Kim Nga éﬁ 16i. cudn sw.chui ¥ clia hang loat khdch hang khéc, Vi
dy, cong ty che M i 1igp an'ﬂlanh Dat sau. khi nhin thdy dia Cl’ﬂ cha
cong ty iren bao bi che Klm Nga -

‘Ba Ngqc Nga khong. 06 tham vqng vuon t61 th1 truémg ca,nh tranh khoc liét hcm o
mién Nam.. Thay. vao d6 ba tap trung vao.viéc nang cap trang thiét bi v cong sust
d8 c6 thé ti€p tuc nim. glu thi phén chi phéil tai thi trudmg phat trién phanh cia -
mién Bic. Theo udc tinh cia b, thi phdn cla thi trumg muc tiéu bao bi phia Bic
hién cong ty dang nim gilt 12 khodng 50%. :

Ba Ngoc Nga du dmh t1e’p tac-da dang hoé va mo rong hoat dbng kinh doanh cla E
cong ty. Thi trm‘:mg muc tiéu chii y&u cong ty hudng ti 1a cdc cong ty san xusit
hang xudt khdu va cdc cong ty co vOn ddu tu nude ngoai, Cong ty s& phai nang cao
nang lyc sin xudt, ca vé chat luong va. s6 uong d€ c6 chiém linh cic thi g
ndy. Ba Ngoc Nga ciing hy vong cong ty ¢6 thé tham gia vao linh vyc sn xudt cdc
‘nggyén vat heu hién nay Thanh D@t va cdc cong ty bao bi khéc vin phél nhap
‘khédu, -
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“  PHAN TICH BAI TAP TINH HUONG 1

Duya trén céc thong tin trong bai tap tinh huéng trén day, hdy tra 10i céc cdu hoi
sau:

1. Nhimng ai hién dang 14 khach hang clia Cong ty Thanh Pat? Nhimg khach hang
nay 12 nhitng ngudi mua t6 chic hay 13 ngudi tiéu ding cudi cung (hay 1a ca
hai)? Hiy mo ta tdm quan trong cia mbi khach hang nay d6i véi cong ty.

2. Nhiing ai 12 khdch hang tuong lai ma ba Ngoc Nga mudn phat trién cho cong
ty? Nhiing khich hang nay 12 ngudi mua t6 chiic hay 13 ngudi tiéu ding cudi
ciing (hay 1a cé hai)? Hiy mé ta tdm quan trong cha méi khdch hang nay d6i
v@i trong lai cha cong ty.

3. Hay chi ra nhiing y&u t6 c6 thé anh huéng dén hanh vi clia nhilng ngudi mua la
t6 chirc ma Thanh Pat ¢é quan hé. Hay giai thich timg yé&u 6 c6 thé dnh huéng
dén cong viéc kinh doanh chia Thanh Dat nhu th€ nao.
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Tong két Cudn sach

Hay cung xem xét sy tién bo cua ban dé dat sdu muc tiéu dit ra tai phin dau cla
cudn sach.

Bay gior ban da c6 thé lam t6t hon nhilng viéc sau:
1. Giai thich tAdm quan trong cla khach hang ddi vé&i thanh ¢oéng cta kinh doanh.

2. Xdc dinh nhitng diéu ban can biét vé khach hang cia ban ra quyét dinh mua
nhu th€ nao.

3. Liét ké va giai thich bén yéu t& chinh anh hudng dén hanh vi mua cua khdch
hang tiéu ding.

4. Xdc dinh su khic biét gilta ngudi mua tiéu ding va ngudi mua 13 té chic.
5. Liét ke va giat thich bay vai trd khéc nhau trong qué trinh mua cla té chirc.

6. Liét ké va giai thich bon yé&u t6 chinh anh huéng dén hanh vi mua ciia té chifc.

Cuén sach nay nhiim xay dung sw hi€u biét vé viéc khdach hing quyét dinh mua
san phdm va dich vu clia ban nhu thé nio. Ban da bit ddu bing viéc xem xét cac
hoat dong khac nhau ctia mot t6 chifc va nhan manh ring khach hang 13 trung tam
cla tat ca cdc hoat dong d6. Ban dd xem xét sdu ciu hoi cin tra 10i vé modt nhom
khéch hang muc tiéu bat k¥, sau dé xem xét c¢6 thé sir dung nhimg cAu hoi nay nhu
thé nao dé-tim hiéu vé khach hang déi véi mot san pham nao dé.

Bude tiép theo cta ching ta 14 nghién cttu hanh vi mua ctia khach hang tiéu ding,
va ban da xem xét bdn yéu t6 chinh dugc xdc dinh 14 nhimg anh hudng quan
trong. DG 1a ‘cdc yéu t6 vé van hoa, xa hoi, ca nhéan va tam ly. Myc tiéu cta phén
nay chi ra hanh vi mua cita khdch hang tiéu ding nhu 12 két qua duge tao thanh
bdi bon véu t6 nay va khang dinh rang hiu biét cac yéu t6 nay s& gitip ban xdc
dinh duoc nhitg khach hang muc tiéu la nhimg d6i tuong s& quan tam t6i cdc san
pham ctia ban.
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Thj trudng céc t§ chitc rat rong 16n vi thé hanh vi mua ciia khdch hang t8 chic
ding duge xem xét riéng biét. Cubn sich ndy bit ddu bing viéc kham phé nhitng
st khéc biét giita hinh vi mua clia khach hang t6 chitc vi cha ngudi tiéu diing cuéi
ciing. Tix 46, xem xét mot c4ch chi ti€t hon vé& qué trinh mua cia t6 chitc. Bay vai
trd khic nhau trong qu4 trinh mua ciia t8 chic duge gidi thich va bén y&u t6 quan
trong c6 anh hudng téi hanh vi mua ciia t6 chiic duge mé ta. Hiéu qua trinh mua
cla t8 chifc va cdc y&u t6 anh hudng téi viéc mua sim cia té chiic s& gidp ban dat
dugc nhiéu thanh cong hon cho doanh nghiép ciia minh.

Cudn séch nay cung cdp mot nén tang quan trong cho nhiéu hoat dong lién quan
dén linh virc marketing cha cic doanh nghiép nho, bao goém 1ap k& hoach va phat
trién san phim, dinh gi4 va chi€n lugc gid, khuéch truong san phidm va quing cdo.
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Ké hoach' (g dung

Ké hoach ing dung la gi?

K¢& hoach Ung dung 12 mét cong cu gitp ban dp dung nhiing gi ban hoc dugc vio
cong viéc clia minh. Pay 14 mot ban huéng din do ban x4y dung dé giip ban:

« Mo ta céc thi trudng muc tiéu cha ban.

» Phan tich cdc hanh vi mua ciia cac khich hang tiéu diing clia ban

« Phan tich cdc hanh vi mua clia c4c khich hang té chitc cia ban

Lam thé& nao dé hoan thanh mét
Ké& hoach tmg dung?

Ban nén xem lai céc théng tin co ban, cdc bai tap tu kiéni tra, bai tap thuc hanh va
bai tap tinh huéng ma ban di hoan thanh trong cudn sich nay, va day chinh la
nhing co s& phuc vu cho viéc xay dung k€ hoach ting dung ciia ban.

Hay thuc hién timg buéc clia ban k€& hoach iing dung. Hay suy nghi va chufn bi
cdu tra 10i cho méi buéc trong k€ hoach iing dung. Néu cin thiét ban c6 thé tham
khdo ¥ kién hoac 16i khuyén clia cic ddng nghiép.

Lam gi v&i Ké hoach g dung?

K& hoach Ung dung la danh cho ban. K& hoach dé khong dugc dénh gid chdm
diém va khong ai phai xem lai trir khi ban yéu cdu mét ngudi ndo dé xem xét lai.
Nhu di néu trén, k& hoach tng dung 14 mét cong cu va mot ban hudng din danh
cho ban.

Sau mét thdi gian, ban nén xem xét lai k€ hoach iing dung ctia minh mét cdch
dinh ky. Hay sira ddi k& hoach khi cén thiét. Hiy xem lai:
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. Nhitng gi dang phét huy tic dung?

) Nhing gi cé thé phai cai tién?

. Lam thé nao dé cé thé thuc hién céc cai tién?

Hiy thyc hién bat cir thay ddi cén thi€t ndo cho ban k& hoach (g dung cha ban.
Hay c4p nhat ban k&€ hoach ting dung thudng xuyeén, vi du nhu ba thdng mot 14n.
Bimg quén thira nhan su tién bo cia ban va hiy an mimg nhitng thanh cong cha

minh. Néu ban phét hién ra nhimg khia canh méi ma ban quan tam, hay b8 sung
chiing vao k€ hoach ung dung.

Budc tiép theo

Bay gits 1 ltic ban bt d4u hoan thanh K& hoach Ung dung & trang sau.
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‘2 ::E“‘th khéch lﬁ%ng muc tién nﬁy sé muén mua 89 _ . e
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1.¢lia ban Hay xXefit ét ﬁmg yé'u td trong bén yéu t6 cé anh —.
i h,cft&_"..,_gub% i
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L hcp a4 déng gép Vo c;uyét (imhf ; : hé: n‘ao ‘Saw 46, néu. phu ho‘p, hay xéc
.. dinh xem ban <6 thé léam v1¢c hléu Qua hcm VoL ti‘a:ng ngtxm nhu the néo o

“‘_““z 'A.Bénkhﬁiméng DT
IR S Aldadﬁmgvm@nayqﬁ, R

i Ho ihaiéépfﬁhﬁﬁi(éﬁ"'.sg';héiili}?ﬁéhg cuaquyét jéi';_ﬁ_h iﬁuﬁaf 'ﬁay nhir the fdo? -

e 111 Bancéﬁlé'li‘!mvﬁe& Pﬁéﬁ qué h(m vé‘i ngum nay nht! thé néo"

B. Bénsﬁ'dlmg _ o
) '_1 A: da ﬁéng vaitrbnay‘? .

i Ho da gop phin vao sy thanh cong ci qayét djah mua nay e théndo?

i Ban o6 et vieehig qui hor v gty hur it~

C. Ben canh gjfi’ o
- _1 Aidadéng vai t,ro nﬁy?

L ii.[‘_Hq ga;gégi_@aglgao :s;grlth;m,c':ox_;gi cila quyét dinh mua nay nhv thé ndo? ¢

i. Bt o6 thé i vige hieu qui hon vGi ngusindy nhuthémio?
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. BUGCa: PHAN TiCH HANH VI MUA claA KHACH HANG' g
- 16 CHOCCUABAN _
. Hﬁy mo th dic diém cla khﬁch héng td chuo hoac nhom Ccéc khéich hhng té chuc, -

-~ khdich hang t§ chic: (Thite hien phan tich riéng déi véi timg khéch héng hoic g~
nhom Ehﬁch hhng chii yéu néu ban oy nh;eu hon m@t) .
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ciia’ban. Hiy xem xét ting y&u t6 trong bén yéu t6 4nh huéng t6i hinh vi mua cha
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Phu luc A-Dap an

e BAI TAP TU KIEM TRA 1
Hoan thanh céc ciu sau bing cich dién vio cdc phén dé tréng.

1. Céc hoat doéng kinh doanh bao gém cdc hoat dong tai chinh k€ todn, hoat dong
ngudn nhan luc, hoat dong van hanh, va hoat ddng marketing.

2. Céc hoat dong marketing dam bao c6 diing loai sin phdm, vio diéng thoi diém,
tai ding dia diém va véi mic gid phis hop d6i véi khach hang muc tiéu.

3. Hoat dong marketing va cdc hoat dong khic ciia doanh nghiép ¢6 mot muc tleu
co ban, dé 1 thoa mén khich hang.

BAI TAP TU KIEM TRA 2

Cén phai trd 15i céu nao trong cic ciu héi sau day 36i véi nhém khach hang muc
tiéu bat ky? (Danh ddu nhimg cau tra loi ding)

v Khéch hang muc tiéu song 6 dau? Ding
v Khach hang muc tiéu bao nhiéu tudi? Ding

v San phim nay s& thoa man nhu ciu nao déi véi khiach hang muc tiéu?
Ping

¥" Vao nhimg dip nio khiach hiang muc tiéu muoén mua sin pham/dich vy
nay? Biing

v Khiach hang muc tiéu muén mua san phdm/dich vu nay ¢ dau? Dang
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)

Hoan thanh cic cau sau bing cdch bd sung cic tir dé réng.

BAI TAP TU KIEM TRA 3

1. Céc yéu t6 viin héa bao gém yin héa, nhanh viin hda, va tang 16p xa hoi.

2. Van héa 12 nhiing gi gilp ching ta bién ddi nhu cdu chung cha con ngudi
thanh nhitng nhu ciu cu thé ma chdng ta c6 ging théa min khi mua hang héa
va dich vu.

3. Nhanh vin héa c6 thé bao gém ton gido. nhém chiing toc, va ving dia 1y.

—
N
ANNS BAI TAP TU KIEM TRA 4

Dién vao 6 “Duing” hay “Sai”’ cho timg cau sau :

1. Cac nhém anh hudng c6 tac dong tdi thai do hay hanh vi cia mot nguol,
Diing

2. Cic thanh vién cha mot nhém anh hudmg 1a nhimg c4 nhan va ho khong cam

" théy nhiéu 4p luc phai tuan theo nhém. Sai

3. Gia dinh 12 nhém anh hudng quan trong nhit véi da s6 moi ngudi. Diing

4. Viéc lua chon mét san phdm khong bi 4nh huéng nhidu boi vai trd va dia vi
clha ngudi dé. Sai
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S

— = BAI TAP TU KIEM TRA 5

Dic diém c4 nhan ndo trong s6 cdc dic diém sau dnh hudng t6i quyét dinh mua?
(Pdnh ddu vao 6 tréng)

v Tinh trang tai chinh cia ngudoi dé. Diing
Toén gido ciia ngudi d6. Sai

v Nghé nghiép ctia nguoi dé. Dung
Vin héa ciia ngudi d6. Sai

v Phong cich séng ciia ngudi d6. Piing

2]

Panh ddu vao 6 “Duing” hay “Sai” d6i véi timg ciu sau :

BAI TAP TU KIEM TRA 6

1. Tudi va giai doan trong cudc ddi 12 mot trong bdn y&u 8 tam 1y chinh anh
hudng t6i hanh vi mua ctia moét nguoi. Sai

2. Ciéc cong ty c6 phong marketing 16n cé thé thay déi thdi do clia ngudi tiéu

dung mot cdch dé& dang. Sai

3. Cic hanh vi dan t6i sy céng c6 tich cue ¢6 khuynh huéng lap lai. Ding

4. Cic doanh nghiép quan tam tim hiéu dong co cia khich hang d€ he cé

thé cung cip cac san pham va dich vu nhim théa man nhu ciu cua khach
hang. Ding
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———
N
ASNEN . BAITAP TU KIEM TRA 7

Cau ndo sau day mo ti dic diém clia ngudi mua 13 t6 chiec? (D4nh ddu vao 6 tréng
d&i véi nhimg dac diém phi hop)
v S0 lugng do ngudi mua 1 té chic yéu cdu bit ngudn tir cAu clia ngudi tiéu

ding cuéi cung. Ping

Céu cha ngudi tiéu ding bién dong nhiéu hon ciu chia ngudi mua 12 t8 chirc.
Sai

Cic doanh nghiép bén hang cho ngudi mua 1a t8 chnfc thudng c¢é nhiéu khich
hang dé giao dich hon 12 cdc doanh nghiép bdn hing cho ngudi tiéu diung cudi
cung. Sai

Nguoi ban 1€ thuong thiét 1ap cdc méi quan hé gan giii véi cdc khach hang hon
$0 vOi cdc nha san xuét d6i vdi khach hang cua ho. Sai

v’ Nhimg ngudi mua la t§ chire néi chung biét cach mua hang hiéu qua hon
ngudi tiéu diing cudi cung. Piing
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_— BAI TAP TU KIEM TRA 8

Dién vao 6 “Biing™ hay “Sai” déi véi cdc ciu sau:

1.

Nhimg yéu t6 moi trudng bén trong ciing duge biét nhu la cac yéu t6 vé té
chirc. Piing

Nhém quyét dinh dua ra quyét dinh mua ca t6 chirc doi khi duge goi 13
Trung tam mua. Bing

Nhitng yéu t6 cd nhan khong c¢6 anh hudng 16n d6i v6i cic quyét dinh mua cla
té chiic. Sai

Céng ty nao dua ra nhitng thong tin k§ thuit chuyén mon nhit cling vdi nhimg
dirkién hé trg, s& hdu nhu ludén luén bian duge hang. Sai

Khich hang 14 té chitc khong thé thay déi dugec méi trudng Kinh t&€ va cong
nghé va vi thé cidc y&u t6 nay khéng phai la cic y€u t6 anh hudng quan trong
d6i véi quyét dinh mua cia t8 chifc. Sai
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-5 ¢ BAI TAP THUC HANH 1
1. .. Hay xeth xét mot san phdm dang c¢6 nhu cdu & khu vic cia ban, Dé 1 san 4
. phém gi? ;

2. .. Vi€t nhig céu ira 18 thich. hgp nhat cho sdu cau hoi sau. dAy can- dat ra-
- d6i v6i bat ky nhom khach hﬁng muc fiéu nao. ,

©a) .. Ailanhing khéch hang myc tiéu?
;,' - Céc can tra Wi ¢ dﬁy cﬁn ;)hél lu'u ¥ dén mét s6 hoae tit ca c4¢ muc sau dﬁy‘
Ho sﬁngodﬁu" a | - o |
Hg bao nhiéu tuéi‘? : L
: Ho lé pam glﬁm phu nii hay tre em"
. Gia dmh ho 6 ba nhiéu ngudi?
‘ Nghg nghiép cu_a holagi?
Thu nhap cda ho 1A bao nhiéu?
Trinh d6 hoc vdn ca ho nhu thé nao?
Ton gido cha ho 1a gi?
v 6) Tai sao ho s& mudn mua sin phim d6?
Céc cau tré 10i & day cdn phai luu ¥ t6i mot s6 hay tit cé cdc muyc sau day:

Nhn’mg dac tinh nao chia san phdm la quan trong doi véi cac khich hang muc
tieu?

Ho muén sin phdm nay duge bao géi nhu thé nao?

Ho mudn s6 lugng san phém 12 bao nhiéu?
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| ¢) Cdc khach hang s& muén mua san phdm dé nhu the nao?

: Cac cﬁu tra loi ¢ dﬁy can phai luu ¥ dén mét s6 hay tat ca cdc muc sau

Céic khéch hi‘m;g c6 mua san phii nay ciing v6i cic san phdm khéc cé
lién quan (nhw cdc d6 gia dung, thue phdm) hay khong?

Bla dlém mua san pham nay quan trong nhu thé naoe?

Vlec glao hﬁng dél vGi san phﬁm nay co quan trong khong?

d) Khi n2o ho s& mudn mua sin phdm d6?

) Cac cau tra lm G day cﬁn phal lu'u ¥ mot s6 hay tit ca cac muc sau day:
Ho s€& mua sén phﬁm nhy thlm‘ng xuyén nhur thé nao?

Day I3 lin moa sdm thong thu'b‘ng hay dac biét?

' Co nlmng thtn dlem nhat dmh hay nhtmg ngay nhait danh trong tuﬁn hay
trong nam nhu cdu doi véi san pham nay cao hon khong? (vi du: nhu ciu
cao hon vé 0 mua trong mpa mua, nhu cdu cao hon vé cic loai thye
phdm dic biét vao cudi tuan hoic vao ciac dip 18)?

e) Ho s& mu6n mua sén phim d6 & dau?
Céc cau tra 16i & day cin phai hun ¥ mot s6 hay tit ca cic muc sau day:

- Nhimg cira hang, vi tri hay diém b4n hang nao 13 dé dang nhat dé khach
" hang tim thdy vi mua sin phdm nay?

Céc khich hang myc tiéu mong muén tim thdy san phiam nay ¢ dau?
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{) Tai sao ho s& muén mua san phdm dé?

Céc cau fra loi 6.diy can phai cong nhén rang cic khéich hﬂng mua céc
l¢i ich chiy kliéng mua cdc tinh niang, Céc thuéc tinh cia san phim phai
duge chuyén thanh nhitng lgi ich vé cong dyng va tinh cém, c6 § nghm'
nao d6 @6l véi cac khéch hang muc tiéuw, - '
Mot s8 vi du bao gbm

Khich hang mua may dleu hoﬁ nhiét do vi chlfmg dem lai su dé chlll.
Khich hang mua xe dap va xe may € di lai.

Khach héng mua méy anh va phlm vi chung gu’lp hm glfr nhi‘mg ky nlém. .

Khach hang mua cac dlch vu khach san vn chung ctmg cﬁp su thoal mél

vit tlén 1oi.
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| N -~ .
L¢ 'BAI TAP THUC HANH 2

Pay 1a mot bai tap vé nhén thic, gitp ban nhén biét duge viéc ban cho ring.
nhiéu diéu 1a dung/chmh x4c dén mic d6 ndo. S khong ¢6 chu hoi ding hay
sai. Ban ¢6 thé cai thzen duo‘c kha néng quan sit kh6ng‘7 Ban s& lam viéc d6
nhur thé nao‘? :

"Bu6e 1- - Cat chiée dl‘)ng hé deo tay chia ban vao tdi hoac mét noi ndo d6 dé
' ban kbong thé nh]n théy né. :

Bu6c2-. Motd chléc cmng hﬁ cla ban; (Hﬁy V& la1 n6 neu ban muﬁn )

Buéc 3 - -l Bay glér hay lay chlé’c d(’mg hﬁ cia ban ra-va quan Sét n6. Mo ta chia
.. banchinh xdc dén mifc nao‘? Ban 43 khéng mé ti nhitg dic diém:
- Do clia ch;é’c dong | hé? :

Budc 4 - Theo ban, c¢6 mdi lién he gi giita kinh nghiém v6i chlé’c dGng hé
v6i nhiing gi hién thén ban dang nhén thdc vé khéch hang cia ban?

Mot s6 goi §:
Hay danh thoi gian quan sat ciac dé vat ¢ xung quanh ban.

Nhir ai d6 chup anh (cdc san phdm, noi ban lam viée, mot s6
khéch hang), sau d6 viét ra nhimng thuéc tinh chinh cta méi thir
theo cich nghi ciia ban. So sanh mo ta cia ban véi nhimg gi cac
bitc anh cho théy.

Hay chia sé céc quan sit cua ban véi cic dong nghiép. (Vi du,
theo ban ai 1a khich hang cia ching ta? Theo ban nhitng tinh
nang/lgi ich nao cta san phdm cia ching ta 13 quan trong
nhit?)
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Budc 5 -

T

ps

Ban c6 thé cai thién finh. hinh v6i cdc thong tin ban c6 vé khé.ch -
hang bﬁﬂg nhing cdch nao? - - .

Mét s6 gm ¥ dé cai thien nhilng nh&n thuc néy bao gﬁm

_Chia sé ‘céc quan sﬁt véi cac dﬁng nghiep, thu hit ho vio cac

T cube nﬁi chuyén vé cac khach hang cia ban.

' 'j» ',Hﬁy xem-bon yéu t6 chinh durqc trinh béy tmng (:ufm sﬁch nﬁy _'

*_nhu 1a nhimg 4nh huéng quan trong d6i véi hanh vi mua cda.
“ngudi tiéu dung (céc yéu {6 van hoa, xa hoi, c& nhan, va thm
- 1¥). Liét keé tat ¢ca cac mue cu thé dugc duara trong phin mo ti:

' mbi yéu té nﬁy va xét xem ching dm;re ﬁp duag ﬂ‘l vm- cﬁc :

khéch hang ctia ban nhu’ thé nao.

. Hay ghi lai nht‘i‘ng nhan xét ¢iia -ban sau m6: lﬁn lién: hﬁ vm -

_khéch hang, Khi c6 thé, dé nghi mot ngutn khéc ciing lam nhy'

vy réi sau 46 trao a6 cdc nhan xét caa cic ban v6i nhau. (Do

nhin thic cha méi ngudi ‘mot khac, ban c6- thé s& tim thiy

nhirng diém khac biét thi vi mﬁ mbi nguﬁi trong cic ban aé i*;: e
thﬂyvéghlnhﬁ) R o
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E . "'_, "> BAI TAP THUC HANH 3

: ho Vl vay ; tham gla véo céc quye’t d;nh mua bén. clia doanh nghiép véi o
- céchy ngmﬁl mua haac ngudi bdn..

F . 1. e Hﬁy mo té mﬁt quyet dlnh mua quan trong ctia doanh ngh,tép ban.

. 'ifHﬁy ey té‘nhﬁng nguc‘n dﬁ tham gia vao bay val td clia q‘ué tinh mua ndy.
- i méi ngudi trong s6 ho da déng gop vao sir thanh cong clia
quyét dinh niua d6 nhir the nio. San d6, néu thich hop, néu 18 mdi vai trd
rdﬁ '3 thz,é duoe thyc hién mﬁt céch thénh cﬁng hon nhut thé nﬁo

o ‘ »ff)ﬁa: an? Khﬁng cé nEmng cﬁu 1ré i dﬁng hay sai trong phﬁn nay Hy
- vong. rﬁng bﬁi tﬁp nay dﬁ cung cap cho ban mot co hi dé nhin lai cic
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——' PHAN TICH BAI TAP TINH HUONG 1

Dua trén éé.é thOng tin ciia bai tapgtinh hudng trén day, hiy tra 1&i cac cau hoi sau:

1.

Nhitng ai hién 12 khdch hang clia Cong ty Thanh Dat? Nhitmg khéch hang

© nayla nhimg ngudi mua 6 chife hay 12 ngudi tiéu dimg cudi cing (hay 12

ca hai)? Hay m6 ta tdm guan trong cua médi kXhach hang nay d6i véi cong

Thanh Pat ¢6 cdc khdch hang 1a cic doanh nghiép nha nude, cic
doanh nghié¢p twr nhéan vira va nhé, va cdc cong ty bao bi khac. Ho déu

" 1a cac khach hang td chite. Thanh Pat khong bén hang cho ngudi tiéu

ding cudi cing,

_Céc doanh nghiép nhi nuéc la nhitng khich hang quan trong nhat

~cha cong ty,

Doanh nghiép nha nwée, noi ba Ngoc Nga da lam viéc nhiéu nam
trde khi ba mé céng ty riéng ctia minh, da trd thanh khich hhng dau
tién (va duy nhét) ciua ba trong nhimg nam dau.. .

Doanh nghiép nha nuéc noi ba Ngoc Nga lam viée trudge day da tréd
thanh nha cung cdp cic nguyén liéu thé cho ba. Coéng ty ciia ba ciing
dang ban cic nguyén liéu nay cho cic cong ty bao bi khac. Loi nhuin
thu duoc tir viée ban nhitng san phdm nay dem lai loi nhuan Ién hon
lgi nhuan thu duoc tir cic hoat dong san xuit truyén théng cla cong
ty.

Hop doéng gan day k¥ v6i doanh nghiép quéc doanh cheé Kim Nga tao
ra khoan doanh thu dy tinh dat khodng 2 ty déng mét nam, gan gip
doi doanh sd 2 ty dong ciia nam 1997 va chiém mot nixa s6 ting doanh
thu du tinh cia nam 1998. Hop déng nay ciing dem dén thém cac
thuong vu khac.

Ciéc doanh nghiép tur nhan vira va nho tai mién Bédc Viét Nam ciing
quan trong. Pay la mét thi truomg muc tiéu ma cic cong ty khac
khong quan tam téi va Thanh Pat da thiét 1ap vai tro doc quyén thuc
sir trén thi truong bao bi cao cdp cho cic cong ty tr nhan.
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Cic cong ty bao bi khéc ciing quan trong vi ho Ia céc khich hang mua
nguyén vat liéu thd ma Thanh Dat ban lai. Diéu nay quan trong vi
cong ty thu duge loi nhudn cao tix viéc kinh doanh nay.

Nhimg ai 12 khach hang tuong lai ma ba Ngoc Nga muén phét trién cho
cong ty? Nhimg khach héng nay 1a ngutn mua té chic hay 12 ngudii tiéu
ding cudi cing (hay 13 ca hai)’? Hay mo ti tim quan trong cia moi khach

) hﬁng niy d6i véi trong lal cia cong ty.

Nhimg khich hang twong lai ma ba Ngoc Nga muén phat trién cho
cong ty 1 cdc cong ty san xudt hang hoa xuit khdu va cic cong ty cé
v-‘)n dau tur nu(rc ngoﬁl. :

Céc cong ty nay déu Ia nhu'ng ngudi mua té chic.

Ciac cong ty san xudt hang xuat khdu va cic cong ty cé vén dau tu
nwéc ngoai 1a nhimg khich hang quan trong vi ho mudén c6 sin phdm
¢6 chit lugng cao hon va sé tra gia cao hon.

Hiy chi ra nhitng y&u 6 c6 thé inh hudng dén hanh vi cha nhitng ngudi
mua 13 t6 chitc ma Thanh Dat ¢6 quan hé. Hiy gidi thich titng yé&u t6 c6 thé
anh hudng dén cong viéc kinh doanh clia Thanh Dat nhu thé nao.

Cé bon yéu t0 chinh cin xem xét (xem Hinh 5 trong cudn sdch nay):

1. Cdic yéu td moi truong bén ngeadi

Miic ciu

Nhimg thay ddi vé cAu & cic thi trudng nuéc ngoai s& anh huéng dén
cdu cila cAc cong ty san xudt hang xuét khdu.

Cic thay déi vé cAu & thi trudng trong nudc sé anh huéng dén chu cia
céc cong ty ban hang tai thi truong Viét Nam.

Vién canh nén kinh té.
Nén kinh té Viét Nam phat trién manh mé hon sé khuyén khich viéc

ban hang nhiéu hon cho ngudi tiéu ding va diéu dé sé lam ting luong
hang bao bi ban dugc cia Thanh Pat.
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Sy bét én dinh trong nén kinh t€ Viét Nam, diu tu sy chéng déi chdp
nhan hé thong thi trudng, va viéc gidm nguén von nuéce ngo&i vao Viét
Nam sé anh hlro’ng téi lwong hang bén trong nude. Céc cérig ty ¢o von
nude ngoai sé giam dau tu.

_ Thay ddi cong nghe

-~ :

Cac cong nghé mdéi trong nganh bae bi 1A nhirng c¢ héi va dong thoi
ciing 14 nhitng méi de doa. Tuy cong ty Thanh Pat da c6 vi tri hidu
nhy déc quyén trén thi trudng bao bi nhiéu I6p & mién Bic, nhung vi
tri nay ¢6 thé s& bi mai mot néu cic doanh nghiép cé kha ning vé linh
vire nay 6 mién Nam di chuyén ra thi trudng mién Béc. Céc cong nghé
moéi sé 1a moi de doa néu ciac doanh nghlep khéc tham gia véo thi
trieomg trudce. oo

Céc dién bién chinh tri va phap luat |
St hé tro cita chinh phi d6i v6i nén kinh t€ thi truong s& tao diéu kién

cho méi trudmg kinh doanh, con su diéu tiét quéd miic sé c¢é hai. Céc
cong ty c6 vén diu tu nudc ngodi va cic nha tai tro nubc ngoai sé la

‘nhitng ngudi ddu tién phan dng lai v6i nhimg tdc dong nay. Thanh

EDat hy vong s& thu hit dm}c‘uhié‘u ¢¢ hoi kinh doanh tir cic cong ty
san xudt hang xuit khiu va cdc cong ty ¢6 vén ddu tu nuée ngoai, do

vay nhiing dién bién b4t loi trong finh virc nay sé Anh hudng xfdu tﬁrl :
Thanh Pat. :

Tinh hinh canh tranh

Thanh Pat khong quan tam nhiéu dén 16i canh tranh kiéu clii'én

~ tranh. Thay vao d6, cong ty da 4p dung mét chién lvgc khong doi dbu,

tim kiém cidc khu vuc bi bo ngd trong thi trudng bao bi. Cho dén nay,
day van 1a mét chién luge thanh cong Nhung néu cic déi thu canh
tranh 16n hon va c6 wu thé hon chuyen tir mién Nam ra thi trm’mg
mién Bic thi Thanh Pat ¢6 thé sé bi ton thit.

2. Cédc yéu té moéi truong bén trong
Cic muc tién

Thanh Pat da dat ra muyc ticu phit trién ciing v6i sy phit trién cua thi
tridmg. Cong ty dang c6 nhimg muc tiéu phat trién cic thi trudmg méi

.. trong tuong lai. Nhimg thi trudng méi nay hd tre kinh doanh ting

trudng lién tuc mién la chiing cé thé duge diéu chinh khi cic yéu té
khédc 1am thay déi tinh hinh thi truong,
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" Chinh sﬁch vﬁ qﬁi‘ di.nh ﬂ“(':o‘»'c:ﬁn 6 chuc, cac he tlii’)’lig -

Thanh Pat lﬁ mat doanh nghié¢p ¢ vira va nhé do ngudi chi didu hﬁnh

va ¢6 vé rdt thyc té. Dutmg nhu khong ¢é nhiéu co ciu chinh thic
trong cong ty. Viéc ndy c6 thé sé Ia- van dé néu cong ty phat trién
thanh qua In. Khi d6, mgt ngusi chﬁ kho c6 thé kiém sodt hiéu qua

‘3. Cédic yéu t6 tu*tmg ttic giﬁ‘a cdc &m vd 4. Cde yéu t6 cé nhdn

. Ba Nguc Nga va chéng ba, 6ng Pinh Hai Dat, dudng nhu da rédt thanh
‘ cﬁng trong viéc xay dyng vi duy tri mot mang luwéi cic quan hé trong
" nganh, Ho cn biét ai 1a ngudi chi chét & cic cong ty khich hang cia
ho, mic dit ho khong nhat thiét phai xem xét bay vai trd trong qué
- - trinh mua. Khi cong ty phat trién hon he sé cdn phai 16i kéo: thém
' nhtmg ngudi khac vao nlumg moi quan he ady, va khi d6 thyc hi¢n
: v:éc Xem xét cac vai trd trong qui tr}nh mua sé 14 rit quan trong.
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Phu luc B - Chu giai Thuat ngir

B

Ban buén (Wholesaling) Hoat déng bin ﬁémg cho ngudi bin 18, ngudi bin buén,
cdc doanh nghiép san xudt - nhilng ngudi khong bin hang t6i ngudi tiéu diing cudi
cling.

Ban buén khong trd cham va khong van chuyén hang (Cash-and-carry
wholesaler) Ngudi ban buon khong chdp nhan viéc tra tién sau va khong cung dng
dich vu véan chuyén hang hoi.

Ban buén trung gian (Wholesaling middleman) Thuit ngit ¢6 nghia rong, bao
gém: ngudi ban budn (ngudi c6 toan quyén quyét dinh véi san phdm cé trong tay),
dai 1y va ngudi moi gidi - nhitng ngudi hoat ddng ban buodn, song khéng ¢6 quyén
d6i vdi hang hod.

Ban hang c¢6 rang budc (Tied selling) Mot thoa thuan trong dé néu ré mét nha
bén buo6n trung gian chi cé thé trd thanh dai 1§ déc quyén phan phéi cho san phdm
chia mot hing khi déng théi cling ban cdc san pham khéc ciia cliing hang nay.

Bian hang goi ¥ thuyét phuc (Suggestion selling) Khich hang mua nhiéu hon
nh& ngudi bédn hang da gidi thi¢u cho ho nhiing san phdm phu trg, cic chuong
trinh khuyén mai dic biét, cic dot ban hang cé tinh thoi vu.

Ban hang sing tao (Creative selling) Viéc bin hang trén co s& da phan tich k¢
ludng nhitng dic diém cla qu4 trinh ra quyét dinh mua hang cha khich hang.

Ban hang qua catalogue (Catalog retailer) Nguti ban hing c¢6 phong trung bay
san phdm miu. Khich s& dit hang qua cdc catalog tai c¢ita hang. Sau dé don hang
s& duoge thuc hign tai kho hang hodc tai cira hang.

Ban hang tric tiép (Personal selling) Nhan vién bin hang truc tiép thuyét phuc
khich mua hang cia minh.

Bin 1€ (Retailing) Hoat dong cha déi ngil ban hang va clia doanh nghiép dé béan
hang téi ngudi tiéu diing cudi cling.

Ban 1é kiéu khac biét (Specialty retailer) Ngudi ban 1¢ ph6i hop mét cich déc
ddo cédc y&u 16 san phdm, dich vu vi/hodc uy tin d¢ thu hit khach.

Ban 1é t6i tan gia dinh (House-to-house retailing) Pua hang tdi ban tin nha
khach hang.
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Ban pha gia (Dumping) Hang hod xuat khdu v6i miic gid ré hon rat nhiéu so véi
gid ban ndi dia.

Bao hanh (Warranty) Cam két clia ngudi bdn d6i v6i ngudi mua vé viéc ho s&
chiu trach nhiém thay th€ nhimg san phdm héng hodc hoan tra tién trong mot
khoang thdi gian nhét dinh.

Bo thau (Bid) Trong thi trudmg cic t6 chiic, khi mét nhi cung ing viét thu chao
hang cho cong ty ¢6 nhu cdu mua moét loai hang hod hoic dich vu.

Bién dong ciia cAu (Demand variability) Trong thi trudng céc 8 chiic, 12 anh
huéng cia cdu (phdi sinh) dén nhu cdu vé cdc san phdm lién quan trong viéc san
xuit hang tiéu dung.

Biéu d0 quan 1y (Control charts) Biéu dé biéu dién két qua hoat dong thuc t& cha
doanh nghiép so véi tiéu chudn/quy dinh dat ra.

Biéu dién thyc hanh (Demonstration) Mot khau trong qua trinh bén hang trong

d6 nhan vién ban hang thit nghiém viéc sir dung/thuc hanh ngay trén sin phdm
trong qué trinh giéi thieu.

C

Cac-ten (Cartel) Mot hinh thic cdu két cdc cong ty d€ tao thé doc quyén.

Can can thuong mai (Balance of trade) Su chénh léch giita kim ngach xuét khdu
va nhap khédu cha mét quéc gia.

Can can thanh toan (Balance of payments) Dong tién ra vio cia mot quc gia.
Cong ty quang cao (Advertising agency) Cong ty doc 1ap 1am cong viéc dich vu
héd trg ngudi mudn quang cdo trong viéc 1ap k€ hoach va thuc hién cic chuong
trinh quang cdo.

Cam nhan (Perception) Céi ta cAm thdy nh& cic gidc quan.

‘Cam nhan ¢6 tinh chon loc (Selective perception) Su nhan biét clia khiach hang
déi véi cdc tdc nhan kich thich chi c6 duge khi ho mu6n cam nhén ching.

Cam nhan an y (Subliminal perception) Su cam nhén sau hon mic nh4n thiic bé
ngoai.

Cam nhan vé san phidm (Product positioning) N6i vé cim nhén clia ngudi tiéu
ding vé& cic dic diém, cong dung, chdt lugng, wu va nhuge di€m clia mot san
phim.

Cau (Demand) L3 yéu clu vé hang hod cla ngudi tiéu ding trén thi trudng
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Cau phdi sinh (Derived demand) Trong thi trudng cong nghiép, 13 nhu cu vé san
phdm cong nghiép, c6 lien quan dén nhu cdu vé san phdm tiéu ding.

Cim van (Embargo) Lénh cm hoan todn vé& viéc mua bin mot loai hiing hod nao
dé hoac quan hé budn bdn véi mot quéc gia.

Chao hang don 1é (Individual offerings) Mot trong nhémg thanh phén co ban clia
chién lugc san phdm hén hop, chi chio hing mot sin phdm ma thoi.

Chiao hang ngau nhién (Cold canvassing) Goi dién chdo hang qua dién thoai téi
mot nhém khich hang ngéu nhién; it mang lai hiéu qua va trién vong.

Chi nhanh ban hang (Sales branch) Chi nhinh cla mot doanh nghiép san xuat
1am chitc ning kho trung chuyén diéu hang cho titng khu vuc thi trudng, chitc
ning cong viéc tuong tr vai trd clia mot nha ban budn doc lap.

Chi phi ban hang trén mét don vi sin pham (Selling expense ratio) M6i quan
heé giita chi phi bin hang va téng sian phidm thuc ban.

Chi phi ¢6 dinh (Fixed costs) Chi phi khong phu thudc vao khéi lugng san phdm
sdn xudt, vi du nhu chi phi khau hao nha xudng, chi phi bao hiém.

Chi phi c6 dinh trung binh (Average fixed cost) Biing t6ng chi phi cé dinh chia
cho s6 lugng san phdm san xust.

Chi phi kha bién (Variable costs) Chi phi cé thé thay d8i khi san luong thay déi,
vi du nhu chi phi nguyén vat liéu, trd luong cho ngudi san xudt truc tiép.

Chi phi kha bién trung binh (Average variable cost) Bing tdng chi phi kha bién
chia cho s6 luong san phdm san xuit.

Chi phi toi wu (Cost trade-offs) Phuong phép “hé théng téng thé” dp dung cho hé
thong phan phdi. Chi phi tai mot sé b6 phan chic ning trong cong ty s& ting lén
trong khi & mot s6 bo phan khdc sé giam xudng, song toan bo chi phi cho hé théng
phan phdi s& dat mic tdi wu.

Chi phi trung binh (Average cost) Bing téng chi phi chia cho s6 lugng séan
phdm. '

Chién lugc ddy (Pushing strategy) Cic hoat dong khuéch truong san pham tic
dong truc tiép t6i cdc kénh phan phéi, vi du nhur hé trg quing cdo, chiét khau,
giam gid, ban hang truc ti€p va cdc hoat dong trg giip ban hang khdc cho cic dai
Iy.

Chién lugc gia (Pricing strategy) Mot nhan t8 trong cic quyét dinh marketing, né
lién quan tryc ti€p t6i viéc 1am sao dinh ra duge mét gid ban phai chang ma vin
mang lai 1gi nhuan cho doanh nghiép.
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Chién lugc kéo (Pulling strategy) Thong qua cdc hoat dong kKhuéch truong sin
phdm dé thu hit thém khach hang, 1am ting cdu. Chién lugc nay thudng gay sitc
ép cho mang Iurét phan phéi. Khi nhédn thiy cdu ting 1én cdc thanh vién clta mang
lu6i phéan phdi sé hoat dong tich cuc hon dé ddp ing lrong cAu méi tang nay.

Chién luge khuéch truong san pham (Promotional strategy) Mot phén trong
chién lugc marketing, lién quan dén hoat dong bin hang truc ti€p, quang cdo va
cdc cong cu khuyén mai.

Chién lrge marketing khong phan biét (Undifferentiated marketing) Doanh
nghiép chi san xudt mot loai san phdm va chi d4p dung mot hén hop marketing duy
nhit dé ti€p can ngudi ticu ding.

Chién Iuge marketing phian biét (Differentiated marketing) Lap ké hoach
marketing khic nhau cho ting phin doan thi trudng trong thi trudmg téng thé.

Chién lugc marketing trong diém (Concentrated marketing) Kiéu nhu chi€n
Iuge marketing phan biét, doanh nghiép chon mét phan doan trong thi trudng téng
thé va danh toan bo ngudn luc marketing dé phuc vu phan doan thi truong dé.

Chién lugc phan phéi (Distribution strategy) Mot khau trong qud trinh di dén
quyét dinh marketing, lién quan dén viéc quan 1y hang hoi va chon kénh phan
phéi.

Chién lugc san pham (Product strategy) La mot khau clia quyét dinh marketing,
gbm: thiét k€ bao bi, tén, thuong hiéu, chinh sdch bao hanh bao tri, chu k¥ séng
ctia san phdm va phat trién san phdm méi.

Chiét khau mua hang (Trade discount) Khoan gidm gia cho thanh vién mang
phan ph6i hodc nguoi mua do dap ing dugec mét s6 chitc nang marketing do cong
ty dé ra. Con duge goi 1a chiét khau theo chiic nang.

Chiét khau mua hang véi s6 lugng lén (Quantity discount} Giam gi ban khi
khich hang mua véi s6 lugng nhiéu. Chi€t khau mua hing c6é thé ip dung hoic
trén co s& cong dbn (cong dén lugng mua cilta khach hang d6 trong moét khodng
thoi gian nhat dinh), hoic trén co s& giam gid ngay cho timg 14n mua (mua 14an nao
gidm gid ldn dé).

Chit nghia nguéi tiéu ding (Consumerism) Ngudi lar marketing quan tdm dic
biét t61 nhu cdu va uéc mudn cha nguoi titu ding khi ho dua ra nhitng quyét dinh
marketing.

Chu ky song cia san pham (Product life cycle) Bat ddu tix khi sin phidm ra doi
cho téi khi mat di. Mot chu k¥ séng gébm céc giai doan: thim nhip, ting trudng,
bdo hoa va suy thoii.

Chubdi cira hang (Chain stores) Tap hop cdc cita hang ban 1é cing mot hé théng
quan Iy va ban ciing mét loai san phim.
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Chuin bi hang (Sorting) Cac kénh phan ph6i ddm bao duy tri hrong hang tén
kho di d€ ddp ing nhu cdu cia khich hang, baoc gém céc khiu: gom hang, phan
foai hang, chon loc hang.

Chinh sach gia (Pricing policy) Chinh sich chung xay dung trén co s& cdic muc
tiéu gid 4 dé ra. Chinh séch nay duge sit dung dé€ dua ra nhitng quyét dinh cy thé
vé gia.

Chinh sich gia hét vang sira (Skimmin:g price) Chinh siach dat gid cao cho san
phdm méi ngay tif khi tham nhap thi trudng.

Chinh sich gia linh hoat (Flexible pricing) Chinh sich duy tri gid cia mot san
phdm luodn cé kha niing dao déng.

Chinh sich gia thim nhap (Penetration pricing) LA chinh sdch gid ap dung cho
san phdm méi. Miic gid dit ra lc ddu thap hon so véi mic gid hoach dinh vé lau
dai cho sdn phdm. Sir dung chinh sdch nay dé san phdm dé duogc thi trudng chap
nhan va chi€m [inh dugc thi phéan.

Chinh sach gia theo viing (Zone pricing) Mbi ving sg sit dung mot chinh séch
gi4 thong nhét riéng cho ving dé.

Chinh sich san xuat hang mau hong (Planned obsolescence) Chinh sich sin
xuit nhitng sdn phdm tudi tho ngin. Nha san xuét sit dung nguyén liéu ddu vao ré
song ho vin khong gidm gia bin hodc ting cudng tinh ning cha sin phdm.

Chinh sdch tai chinh (Fiscal policy) Sit dung cdc cong cu thu& khod va chi tiéu
ctia chinh phti dé kiém sodt nén Kinh t&.

Chinh sach tién té (Monetary policy) Nhitng k¥ thuat chuyén moén khdc nhau ma
Ngan hiing ding d€ quan 1y lugng tién va 1ai suat dé tic dong vao nén kinh t€ néi
chung.

Co gian vé gia coa cdu (Price elasticity of demand) Thuéc do phan vUng ciia
ngudi tieu diing véi mbi sy thay d6i vé gid. Puogc tinh bing ti s6 gilta phan tram
thay déi luong cdu vé mot san phidm hay dich vu véi phén tram thay déi vé gia.

Co gian vé gia cia cung (Price elasticity of supply) Thuéc do phin ing cla
ngudi san xudt v6i mdi sy thay déi vé gid. Pugc tinh bang ti s6 gilta phin tram
thay déi luong cung cita mot san phdm hay dich vu véi phén trim thay d6i vé gi4.

Cura hang chuyén doanh (Specialty store) Cira hang 1& chi bian mot loai san
phdm, vi du nhur cira hang bén thit, cira hang bdn gidy nam, cira hang bén d6 phu
nit.

Cira hang thuan tién (Convenience retailer) Cira hang bén nhiing loai hang hoé
danh cho ngudi tieu ding cudi cing, chli yéu duge dit & nhiing noi trung tAm, gid
md cira dai, thl tyc thanh todn nhanh, noi d8 xe thuin tién.
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D

Dix liéu tir bén ngoai (External data) Trong nghién ciru marketing, day 14 dit liéu
thu cép, 14y tir cdc ngudn thong tin bén ngoai doanh nghiép.

Doanh nghiép huéng vé ban hang (Selling-oriented businesses) Doanh nghiép
chi trong vo khiu bdn hang va chinh sich khuéch truong san phdm dé ting
doanh s6.

Doanh nghiép huéng vé khiach hang (Customer-oriented businesses) Doanh
nghiép chii trong t6i nhu cu clia khich hang va phdi hop cdc hoat dong marketing
dé mang lai su hai long cho khéch hang.

Doanh nghiép hudéng vé san phidm (Product-oriented businesses) Cic doanh
nghiép quan tam dé&n san xudt hon [ nhu cdu cha khach hang.

Doanh nghiép trung gian (Intermediary) Doanh nghiép hoat dong trung gian
gilta nha sdn xuét va ngudi tiéu diing c4 nhan hoic ngudi tieu dung 14 cdc 16 chifc.
Cic nha bdn 1é va ban buén c6 thé duge xEp viao nhém nay.

Doanh nghiép van chuyén riéng (Private carrier) Doanh nghiép lam cong tic
van chuyén hang ho4 cho mét doanh nghiép duy nhat khéc.

Doanh thu (Turnover) Téng doanh thu trong ci ndm. Chi s6 doanh thu thudng
duge diing dé d4nh gia hi¢u qua ban hang.

Doanh thu trung binh (A verage revenue) Bing t6ng doanh thu chia cho s6 lugng
san phdm san xu4t. Khi bi€u dién trén dé thi, dudng doanh thu trung binh chinh 1a
dudng cdu cua méi doanh nghiép.

Du bao doanh s6 (Sales forecast) Dy tinh doanh s6 bing tién hoic don vi san
phdm s& ban duoc trong khodng thoi gian xdc dinh trong tuong lai. Con s6 nay
thudng duoc dua ra trong k&€ hoach/chuang trinh marketing trong céc diéu kién gia
thiét vé yé&u t4 kinh 1€ va cdc yéu t6 khdc trong moi trudng hoat dong. Dy bio ¢6
thé 12 d6i v6i mot mit hang hoic mot nhém miit hang.

Du toin theo ddu san phiam (Fixed sum per unit) Phuong phdp phan bé ngan
quy, trong dé chi phi khuéch truong sin phdm duge dinh truée trén co sd con s6
nhiing k¥ trude hodc con s6 udc tinh,

Du trif an toan (Safety stock) Duy tri tén kho & muc nhét dinh dé dam béo doanh
nghiép khéng bi tic déng manh khi c4u thay d6i va khong bi roi vio tinh trang hét
hang. . '
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Pianh gia (Qualifying) Li mot khau trong qud trinh ban hang dé x4c dinh liéu
mot ngudi mua tiém nang c6 thé trd thanh khach hang khong.

Panh gia tiém ning (Prospecting) Mot khau trong qué trinh ban hang dé tim ra
cic khdch hang tiém ning. .

Dai dién ban hang (Selling agent) Don vi ban budn trung gian chuyén gioi thiéu
san phdm. Pai dién b4dn hang cé todn quyén quyét dinh v& chinh sich gid, noi
dung cic chuong trinh khuéch truong san phdm va thudng cung cap tai chinh cho
nha san xuAt.

Pai Iy doc quyén (Exclusive dealing) Thoa thuan cdm dai 1§ cia minh ban hang
ctia déi thu canh tranh.

Pai 1y giao nhan (Freight forwarder) Ngudi ban buon trung gian chuyén lam
cong tdc gom hang cla céc chii hang dé giam bét chi phi b6c xé&p hang cho doanh
nghiép.

Pai Iy giao nhan & nudc ngoai (Foreign freight forwarders) Ngudi van chuyén
trung gian tai nuéc ngodi chuyén 1am cong tdc phuc vy vigc phan phdi hiang cia
doanh nghiép.

Pai ly van chuyén (Common carrier) Dai 1y cung cép dich vu van chuyén cho tit
ca cdc cha giri hang.

Pac diém (Features) Cic dac tinh ciia san phdm.

Pé co gidn (Elasticity) Thude do su phan img cha ngudi mua va ngudi bin vdi
mdi bién dong vé gid.

D¢ thdéa dung (Utility) Kha nang mang lai su théa mdn mét nhu cdu cu thé cia
mot hang hod hoac dich vu.

DPoc quyén (Monopoly) Thi trudng chi c6 moét ngudi bin d6i véi mot loai san
phdm nao dé, khéng co6 hang thay thé. Luat chéng ciu két cAm moi hinh thitc dge
quyén, trir doc quyén tam thoi nhu ddc quyén nho nhan hiéu duge bao ho, hay doc
quyén ¢é diéu tiét nhu cac cong ty cung cdp cic dich vu cong ich.

Poc quyén nhém (Oligopoly) Thi trudng cé wrong d6i it ngudi béan, vi du nhu thi
trudng clia cdc nganh 6 10, sit thép, thude 14, ddu mé. C6 nhu'ng diéu kién han ché
déng ké cho nhiing déi thii canh tranh vi chi phi ban ddu dé thim nhép thi truomg
Ia.rédt cao.

Dong co (Drive) anh hudng manh, din téi hanh déng.

Thu thdp Théong tin vé Khdch hang 69



Pong co tiéu dung (Motive) Trang thdi tam 1Y khién ngudi ta di téi quyét dinh
phai thda man nhu cdu ma ho ¢adm nhan.

Duidng cau (Demand curve) D6 thi phan 4nh m6i quan hé gifta lugng cdu tai mbi
mitc gid. D4y chinh Ia dudng doanh thu trung binh.

Puong cung (Supply curve) D4 thi phan anh méi quan hé gitta s6 luong mét san
phdm c6 ban tai mdi muc gid. N6 1A dudng chi phi can bien, doan ndm trén giao
diém v6i dudng chi phi kha bién trung binh.

Pudng kinh nghi¢ém (Experience curve) Thé hién khi doanh nghiép c6 thi phin
16n s& giam duogc chi phi vi doanh nghiép d3 cé lgi thé€ vé hoc hdi, ¢é tinh chuyén
moén cao, diu tu nhiéu hon, c6 lgi thé kinh t€ do quy mo.

Pau thau canh tranh (Competitive bidding) Ngudi mua yéu cdu cdc nha cung
g tiém nang bdo gid hang bdn hoac gid tri thuc hién toan bé hgp déng.

Piém chién lugc (Strategic window) Mot khoang thii gian nhat dinh khi nang luc
cu thé clia cong ty d4p ing 61 vu nhimg yéu cdu can ban cla thi trudng.

Dinh gia theo don vi do ludng (Unit pricing) Gid san phim duge quy trén ting
don vi do ludng nhu kilogam, lit, hodc nhitng don vi quy chudn khéc.

Pinh gia theo chi phi (Cost-plus pricing) Mot phuong phép dinh gid 14y chi phi
lam co sd va cong thém moét ty 1¢ loi nhuan nhit dinh. C6 hai hinh thie dinh gia
theo chi phi: dinh gi4 trén chi phi téng thé (sit dung tét ca cic chi phi kha bi&n cé
lien quan dé dinh gi4 bdan mot san phdm) va dinh gid theo chi phi truc ti€p lién
quan (chi tinh dén nhitng chi phi gén truc ti€p vao sin xuit mot san phim nio dé).

Pinh gia theo chi phi truc ti€p lién quan (Incremental-cost pricing) Chinh sach
dinh gi4 chi tinh chi phi truc ti€p sin xudt ra mét san luong cu thé.

Pinh gia trén chi phi téng thé (Full-cost pricing) Dinh gid trén co s& todn bo chi
phi dé dam bao cong ty bl dédp duoc tat ca cac chi phi va thu dugc loi nhuén.

Pinh mirc ban hang (Sales quota) LA tidu chi doanh s@, sir dung trong phan tich
bdn hang. La doanh s6 doanh nghiép du dinh dat dugc, doanh sé thuc dat s& dugc
s0 sdnh véi con s6 nay.

Dinh vi sdn phim (Positioning) Chién lugc marketing tap trung vao nhiing phan
doan cu thé chit khong phai 1a toan b thi trudng. Chién luge ndy nhim gidi thiéu
sdn phdm véi khich hang bing céch lién hé chiing véi san phdm canh tranh, vi du
chién lugc marketing sian phdm 7-Ups “Uncola” quang c4o hinh anh 7-Ups 12 mot
thit nuée ngot thay thé cho cola.
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F

F.O.B tai nha may (F.0.B. plant) Gia hang khong bao gém bat ky phi van
chuyén nao. Tir viét tat 12 chi¥ Giao tai man tau. Ngudi mua phai chiu toan bo phi
van chuyén, con duge goi 1a F.O.B. géc.

F.O.B tai nha may cé tinh phi van chuyén (F.0.B. plant with freight allowed)
Gi4 giao tai man tau c6 tinh thém phi van chuyén.

G

Gid/gia ca (Price) Gid tri trao d6i cha mot hang ho4 hoac dich vu.

Gia cao (Price premiwm) Néu ngudi tiéu diing nhéan thitc ring mot san phdm nao
d6 c6 gid tri 16n hon so v6i cdc san pham tuong tu trén thi trudng thi ho s& tra gid
cao hon cho san phim d6. Céc san phdm hang hiéu thudng dugc tra gid cao hon so
véi cac san phdm dai tra khic.

Gia chuyén nhuong (Transfer pricing) Gia san phdm khi né dugc hach todn
chuyén nhugng tir mét trung tam loi nhuan sang mét trung tam loi nhuan khéc
trong ndi bé doanh nghiép.

Gia khuéch truong (Promotional price) Mic gis nam trong chién lugc ban hang
chung chia doanh nghiép. '

Gi4 lam thit (Price lining) Thuc hanh marketing véi mét s6 mic gid nhit dinh.

Gia tién ¢ (Customary pricing) Gid do tap quén hoic truyén théng da cé tir trude
trén thi trudng.

Gia tri gia tang trong qua trinh san xuat (Value added by manufacturing) Sy
chénh lech giita gid sin phdm khi xudt xudng va gid mua nguyén vat liéu va céc
chi phi diu vao khic.

Gia van chuyé'n v dai (Commodity rate) Doi khi duoc goi 1a gia dic biét vi dé
12 gid vu d3i ma dai 1y van chuyén danh cho chli hang khi ho sir dung thudng
xuyén dich vu clia minh hoac khi van chuyén nhitng 16 hang 16n.

Gia thuyét (Hypothesis) Gidi thich mang tinh phéng dodn vé moét su viéc cu thé.
L tuyén b& v& méi lién hé gilta cac yéu t6 thay déi va dé xuat viéc kiém chimg
nhiing méi lién hé nay.

Gidm gia tién mit (Cash discount) Giam gia n€u thanh todn ngay bing tién mit.

Gi6i han vé gia (Price limits) Ping uén quan diém cha ngudi tieu ding 13 san
phdm lu6n c6 giéi han gia, trong d6 nhan thic vé chat lugng di lién v6i mbi miic
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gid. Néu gid hang thdp hon mifc gid gidi han duéi, ho s& cho 1 san phdm ndy “qué
ré” va néu cao hon muc gid giGi han trén thi lai bi xem 1a “qud dar”.

H

Hét hang (Stock out) Mot mat hang khong con dé bin.

Hinh dnh cira hang ban 1é (Retail iiﬁage) Quan niém cta ngudi tiéu ding vé mot
ctra hang va kinh nghiém mua hang ¢ clra hang dé.

Hang déi hang (Bartering) Su trao d6i hang 14y hang, khong c6 vai trd tién té.

Hang hoa cao cip (Specialty goods) Sin phdm cé nhitng dic tinh doc ddo ma
khéng phai khdch hiang ndo ciing c6 thé mua duge vi gid dit, né dugc coi nhu
hang dé hiéu.

Hang hod hdp dan (Impulse goods) Sin phdm ma khich hang thudng dé bi

“quyén rii” mua ma khong kip can nhic ky. Thudng ngudi ta hay bdy nhiing hang
hod nay gin qudy thu tién d€ tién hdp din ngudi tiéu dung.

Hang hoa tién dung (Convenience goods) Nhimg hang hod ngudi tieu ding
mudén mua thudng xuyén, dé ding, nhanh chdéng nhu sita, binh my, xing diu.
Hang hod nay thudng 12 loai c¢é nhan hiéu va gid thap.

Hang khuyén mai (Premium) San pham mién phi, thuéng kém khi mua mét san
phdm nao dé.

Hang mau phit khong (Sampling) Phat khéng san phdm cho ngudi tieu dung dé
ho diing thit, chap nhan va sau dé s& mua.

Hang tiéu ding (Consumer goods) Ngusi mua s& 12 ngudi tiéu ding, st dung
hang hod dé. Hang hod tiéu ding khong phai 12 san phdm trung gian dé phuc vu
cho viéc san xudt moét hang hod khac.

Hanh vi ngudi tiéu dung (Consumer behavior) Phan img va nhitng quyét dinh
clia ngudi tiéu ding vé viéc mua va st dung hing hod, dich vu.

Han miic (Quota) Muc tiéu doanh s6 ban hang hodc con s& lgi nhuan cu thé ma
moét nhan vién ban hang du dinh s& phai dat duoge.

Han ngach nhap khan (FImport quota) Han ché vé s6 lugng mét chiing loai hang
hod cu thé nao d6 cd thé nhap vé.

Hd tro khuéch truong ban hang (Promotional allowance) Viéc nha san xudt tai
trg hoat dong quang cdo va khuéch truong bdn hang cho cdc thanh vién trong kénh
phan ph6i nhim phéi hgp hiéu qua chién luge khuéch truong sdn phdm trong toan
bd kénh ban hang.
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Hén hop san phdm (Product mix) San phdm hoac mot nhém san phdm duge nha
marketing dua ra thi trudng

Hoi chg thuong mai (Trade fair/trade exhibition) Nhimg dot hoi chg duge 16
chic dinh k¥, noi cic cong ty thudc cdc nhém nganh nghé khic nhau mang hang
clla minh dén trung bay giéi thiéu cho ngudi tham quan mua 1& va khiach hang
mua buén.

Hop dong ban quyén qudéc t€ (Foreign licensing) Trong marketing quéc té&, la
hop dong giita doanh nghiép véi mét cong ty nuée ngoai trong dé doanh nghiép
cho phép cong ty nudc ngoai san xult va tiéu thu hang cha minh tai thi trudng
nudc ngoai.

Hop tac ban 1é (Retail cooperative) Théa thuan bing hgp déng giita mét nhém
cac nh ban 1€ vé viéc ciing mua hang du tri tir cdc co s& ban buon do cdc nha bdn
1é s¢ hitu, méi ngudi mua mot lugng t6i thi€u ndo dé, nhidm canh tranh véi véi cac
chudi cira hang'16n.

Hé thong (System) Li nhém cdc bo phan/khau cé té chitc, lién két ndm trong
cting mot k€ hoach vach ra dé dat dugc cic muc tiéu cu thé.

Hé thong marketing truc tuyén (Vertical Marketing Systems - VMS) La cédc
kénh marketing hoat dong trong ciing hé théng s& hitu ciia mot cong ty. Mang ludi
nay dugc quan 1y mot cich khoa hoc, duge hoach dinh trude tir trung tam dé cé
thé thuc hién hiéu qua hoat dong marketing va mang lai anh hudng t6i da trong
mang ludi.

Hé thong marketing truc tuyén cua doanh nghiép (Corporate Vertical
Marketing System) Mot h¢ théng marketing truc tuyén dugc hinh thanh dva vao
s0 hitu duy nhét d6i véi méi cong doan cla kénh marketing.

Hoat dong marketing cla cic to chic (Organization marketing) Hoat doéng
marketing do cic td chitc mang lai 1gi ich cho cdng déng (nhu céng doan, té chiic
chinh tri), c4c t8 chirc dich vu (nhu trudng phé théng, trudng dai hoc, bénh vién,
bao tang), cic té chic chinh phi (nhu quan doi, canh sit, phong chdy chifa chéy,
biru dién) thuc hién, nhim tic dong dén moi ngudi d€ ho chap nhan muc dich, sir
dung dich vu, hodc déng gép bang cdch nay hay cich khédc che céc t8 chiic d6.

Hoat dong phan phéi san pham (Physical distribution) Moi hoat dong dé dam
bao hang ho4 sau khi xuat xudng s& dén tay ngudi tiéu diing mot cich hi¢u qua.
Bao gém van chuyén, luu kho bai, déng géi bao quan, quan 1y dy trit, xir Iy don
dat hang, lua chon noi dit kho hang, du bdo thi trudng va dich vu bén hang; con
£oi 12 hoat dong hau cén.
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K

Kénh phén phdi (Distribution channel) Cic don vi marketing chiu trdch nhiém
diéu chuyén quyén s hitu clia hang hod/dich vu tir ngudi san xuit dén nguoi tiéu
ding hodc ngudi mua trung gian.

Két qua hoat dong (Bottom line) M()t’bié_t ngi (ti€éng Anh) trong kinh doanh néi
vé thude do lgi nhuan chung clia hoat déng kinh doanh.

Khai niém marketing (Marketing concept) Mang lai sy thdoa man cho ngudi tiéu
diing bang viéc sin xuit cdi ma ho mudn & mitc mang lai lgi nhuan.

Khiu hao (Depreciation) Khii niém k€ todn, tinh ti 1 trich tir doanh thu hang
nam bl vao chi phi mua tai san c@ dinh d€ x4c dinh doanh thu rdng cia cong ty.

Kho hang du trit (Storage warehouse) Kho hang, noi sin pham dugc tap két
trude khi giao. Thudng duge ding 1am c6éng cu dé can d6i cung cdu san phdm cla
doanh nghiép.

Kho phan phéi (Distribution warehouse) Noi sip x&p va tdi phan phéi san phdm.
Muc dich cla kho phan phéi la nhim tao diéu kién Iuu chuyén hiang hod dén tay
ngudi mua nhanh hon chit khong chi lam chirc ning kho chia.

Khu vue ban hang han ché (Closed sales territories) Ving bin hang bi glm han
vé dia 1y theo quy dinh cia nha sin xu4t dat ra cho nha phan phéi.

Khuéch truong ban hang (Sales promotion) 1A hoat dong ban hang khéng truc
ti€p, da dang mot 14n vi khd dic biét (khong phai quang cdo).

Khuéch truong hén hgp (Promotional mix) Ngudi 1am marketing st dung téng
thé cic hoat dong bén hang trnrc ti€p va khong truc ti€p (gdm quéng cdo, khuyén
mai, quan hé céng chiing) nhim dat duge muc tiéu khuéch truong cho sén phim .

Khuéch truong sin phidm (Promotion) Hanh dong théng béo, thuyét phuc gy
tic déng téi qud trinh ra quyét dinh mua hing cla ngudi tiéu ding.

K¢ hoach kinh doanh (Business plan) Vin bén trong d6 vach ra cdc budc doanh
nghiép c4n lam dé dat dugc muc tiéu kinh doanh cba minh.

K& hoach marketing (Marketing plan) Vin ban vach 15 cach thiic 1am th¢ nao
dé doanh nghiép dat dugc céc muc tiéu marketing.

K¢ hoach tic chién (Tactical planning) K& hoach thuc hién cic hanh dong cin
thiét d€ dat duge muc tieu ctia doanh nghiép.

Két thiic ban hang (Closing) Mot khau trong qué trinh ban hang khi ngudi bén
hdi 1iéu khich hang c6 thé mua hang that su hay khong.
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Kiém dinh két qua ban truc tiép (Direct-sale results test) Mot cong cu do ludng
hiéu qua cha céc chi tiéu khuéch truong sén phdm, bang cdch kiém dinh mikc
doanh thu gia ting trén moét don vj chi tién.

K§ thuat ban hang gia cao (Selling up) Ky thuat thuyét phuc khich hang mua
mdt mat hang gid cao hon so véi mat hang ban diu dinh mua.

L

Luong (Salary) Khoan tién thanh todn ¢6 dinh dinh k¥ che cén bo cong nhan vién
ké c4 nhan vién ban hang.

-~

Lam phat (Inflation) Su ting mitc gid chung din dén giam sirc mua cha ngudi
tiéu diing.

Lap ké hoach (Planning) Dy tinh cic hoat dong trong twong lai dé dat dugc
nhitng muc tiéu doanh nghiép dé ra.

Lap ké hoach chién lugc (Strategic planning) Qua trinh xdc dinh cdc muc tiéu
co ban clia doanh nghiép, phan bé ngudn luc va thuc hién theo nhitng buéc vach
sén dé dat dugc nhitng muc tiéu dé.

Linh hoat vé gia (Price flexibility) Chinh s4ch duy tri mic gid co déng cho mot
sdn phim trén thi tredmg,

Loi nhuan bin hang (Profit margin on sales) Con s6 phin tram thu vé& cha méi
déng doanh thu sau khi di trir chi phi va thué.

Loi nhuan rong mong muédn (Expected net profit) LA khai niém sit dung trong
chién luge d4u thiu, dugc tinh bing x4c sudt thing thdu nhidn véi gid mé thau srar
di cdc chi phi lién quan,

Loi nhuan trudc thué (Profit before tax) Lgi nhuan truGe thu€ dugce tinh bang
cdch trir téng gia ban di téng chi phi san xu4t. Pay 13 loi nhudn trude khi tra hodc
duge khau trir thué coa nhi nudc.

Loi thé twong do6i (Comparative advantage) Trong marketing quéc t&, 1gi thé
tuong d6i clia mot qudc gia trong viéc sir dung cing mét ngudn luc san xuat mét
san phdm nio dé hiéu qua hon so véi san xudt mot san phdm khac.

Loi ich (Benrefits) Gi4 tri vé cong dung va tinh cdm ma mot san phdm dem lai cho
ngudi mua.

Loai bo san phdm (Product deletion) Loai bd viéc san xuét nhimg san phidm phu
ra khoi day chuyén san xuit.
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M

Moéi trudong canh tranh (Competitive environment) Qud trinh co sit xay ra trén
thi trudmg.

Moi trudng chinh tri va phip Ly (Political and legal envirorment) LA mot bo
phan cua méi trudng marketing, gém cic luat va cic théng tu hudng din hién
hanh tai quéc gia ma doanh nghi¢p dang c6 hoat dong kinh doanh.

Mau thuan vé nhan thic (Cognitive dissonance) Su lo ling truée khi di dén
quyét dinh mua hang, xdy ra khi trong bén than quan niém ciia ngudi mua (kién
thic, tin ngudng, thdi do) cé mau thuin.

Ma vach quéc té cia san pham (Universal product code) Ma vach dac biét trén
hang ho4, chi ¢é thé ding miy quét quang hoc dé doc. Mdy quét qua hé théng
mdy tinh cé thé in tén sin phdm vi gia ra hod don ban hang déng thoi tu dong
ngay lap tiic vao danh muc hang bin trong bdo cdo ban hodc xudt hang.

Marketing c4 nhan (Person marketing) Nhitng hoat dong marketing dé thu hiit
st quan tdm chii ¥ va tranh tha cam tinh ciia cong chiing véi mot cd nhan nao dé.
Cic tng clr vién chinh tri vA cdc nhéan vat néi ti€ng thudng sir dung chinh sich
nay.

Marketing luii (Demarketing) Cac hoat dong nhdm cit giam nhu cdu tiéu ding
san phdm trén thi trudng xuéng téi mitc hgp Iy d€ doanh nghiép cé thé san xudt va
dap tng kip.

Marketing thir nghiém (Test marketing) Chon mét khu virc cu thé hoac mét
doan thj trudng tuong déi dién hinh cho toan thi trudng dé gisi thiéu san phdm
mdi va vén dung chi€n dich khuéch truong san phdm. Can cir dénh gia két qua thu
duogc s& quyét dinh liéu ¢6 nén tung san phdm dé ra trén quy mo rong hay khéng.

Marketing ¥ tudéng (Idea marketing) Xic dinh muc tiéu vad marketing mot y
tudng trong nhém khach hang di lua chon.

Mét (Fashions) San phdm dang phd bi&n, ¢6 kha nang 1ap lai vdng doi san phdm.

Mot nhat thoi (Fads) M6t ton tai thdi gian ngn vi du nhur dong nhac disco, lan
séng mdéi.

Mau (Sample) Nhém dai dién.

Mau chudn (Quota sample) Mot miu khong ngdu nhién duge phan chia sao cho
cdc phdn hodc nhém dai dién cho toan miu.

Mau cham (Cluster sample) Phuong phép 14y mau theo chim, sau dé chen ra
mot hodc tat ca cdc phdn tir trong chim dé lam déi tuong nghién citu.
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Maiu ngau nhién hé théng (Systematic sample) Mau xic sudt 14y tat ca cdc vat
c6 s6 thit tr N trong moét danh sich

Mau phan to (Stratified sample) Miu xéc xuit duoc chon lua sao cho méi khi
chon mau ngiu nhién & mot nhém san phdm nao dé né s& dai dién duoge cho téng
miu

Mau tién dung (Convenience sample)-Mau chon khong ngiu nhién tir nhiing
ngudi sin sang tra 19i.

Muc tiéu ctia chinh sich gia (Pricing objectives) Muc tiéu ma céng ty mudn dat
duogc thong qua viéc 4p dung cdc chinh sich gia.

Muc tiéu duy tri (Status quo objectives) Mot phan trong chién luge gid, muc tiéu
cha nd 1a duy tri mot mirc gid ban 6n dinh.

N

Nganh dich vu (Tertiary industries) Nganh kinh doanh dich vu.

Nganh thuong mai (Trade industries) Cac t6 chitc, vi du nhu cac nha ban buén
va bdn 1€, mua hing d€ vé bén lai cho ngudi khéc.

Ngay hét han sit dung (Open dating) Cho biét ngay cu6i ciing ma san phdm thuc
phdm con ¢6 thé duoc bay bén.

Nguoi ban buén (Wholesaler) Bin buén trung gian ¢6 toan quyén quyét dinh déi
v&i hang hod c6 trong tay. Thult ngit ngudi ddu co hoac nha phan phéi ciing 4m
chi déi tugng nay.

Ngudi ban buédn dich vu tron géi (Rack jobber) Nhan vién ban buén marketing
mot s6 san phdm nh4t dinh dén tan cdc clrta hang bén 1¢, cung tng dich vu van
chuyén, sip x&p, bio hanh va 1ap kho du trit tai qudy bin.

Ngudi ban 1é (Retailer) Nguoi trung gian bdn san phdm dén tay ngudi tieu ding
cudi ciing.

Ngudi ¢é tiéng néi quan trong (Opinion leader) Ngudi cé ti€ng ndi quan trong
trong mot nhém. ¢ kién cha nhimg ngudi nay thuong rat dugc ton trong, ngudi
khic luén tim dén ho dé xin 16i khuyén. Loi khuyén cla ho thudng i mot trong
nhiing ngudn thong tin vé cdc san phdm méi.

Nguoi moi gidi (Broker) La dai 1y ban buén hé trg hoat dong marketing bang
céch té chic cho ngudi mua va ngudi bdn tai nhitng viing dia 1y phan tan gap duoc
nhau.

Ngudi nhian (Receiver) Ngudi nhin cdc théng diép truc ti€p tir hé théng truyén
- thong.
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Nguoi phu trach sin phiam (Product manager) Ngudi diing ra quan 1y mét hoic
mot nhém san phdm. Ngud d6é hoan toan chiu trach nhiém vé viéc xidc dinh muc
tiéu va lap chién luge marketing.

Nguoi tiéu dung tién phong (Consumer innovator) Ngudi tiéu diing ddu tién cua
mot san phdm hoic dich vu méi.

Nghién citu mang tinh khai pha (Exploratory research) Cic nghién ciru nhim
gidp ngudi ta hiéu k¥, sau hon nita cic van dé xay ra, tim hiéu nguyén nhén va
nhiing anh hudng.

Nghién citu vé kha nang cung cip (Supply study) Phong vin ngudi tiéu ding dé
¢6 duge nhitng thong tin vé thai do, nhan xét, dong co mua hang chia ho. Thudng
duge thue hién dudi ba hinh thite: phong van qua dién thoai, qua thu va phong vén
truc ti€p.

Nguyén vat liéu tho (Raw materials) Vat liéu ddu vio nhu san phdm néng nghiép
(lia, bong, sita) hodc san phdm tu nhién (déng, quang kim loai, than) dé sdn xuat
ra sdn phdm cudi ciing. Khi phan phim cdp nguyén vat liéu, ngudi mua s& ducc
dam bao ring san phidm quy chuin va ¢é cling miit bing chét lugng.

Nguyén vat liéu trung gian (Component parts and materials) Trong thi trudng
céc té chifc, nhitng san phdm cong nghiép di hoan thién tré thanh chi tiét clia sn
phdm cuéi cling.

Nhan khéu hoc (Demographics) Nghién citu cdc diac di€ém clia ngudi mua tiém
ning, nhu : tudi, giéi tinh, mic thu nhap.

Nha san xuét (Producers) Ngudi mua san phim hoac dich vu vé dé tiép tuc san
xudt ra san phdm hoac dich vu khéc.

Nhin hiéu (Brand) Tén goi, ky hiéu, biéu tuong, thiét k&, hoac két hop clia céc
yéu 16 trén, dilng dé phan biét sin phdm cla doanh nghiép v6i sian phdm cla céc
doanh nghiép canh tranh.

Nhan hiéu duoc wa chudng hon (Brand preference) L giai doan thit hai trong
qué trinh chép nhan nhan hiéu cila moét san phdm. Khach hing sau thoi gian ding
thir tr& nén thich ding san phdm dé hon san phdm cia hing khic cé ban trén thi
trudng.

Nhin hiéu ca biét (Individual brand) Chién lwge ddnh nhan hiéu riéng cho timg
s&n phdm trong nhém ciing loai chit khong goi chung ca nhém dudi cling mot tén.

Nhin hiéu duy nhat dugc wa chudng (Brand insistence) La giai doan cuéi cing
trong qua trinh chdp nhin nhin hiéu clia mét san pham. Khach hang chi chip
nh4n diing hang ding nhin hiéu d6 ma khéng chdp nhan san phdm thay thé, ho
tim mua bing dugc hang d6 mdi thoi.
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Nhan hiéu qudc gia (National brands) Quy dinh b&i nha san xuit. Trén thyc 1€
doi khi ngudi ta goi né 1a nhan hiéu cia ngudi san xuit.

Nhan hiéu riéng (Private brand) Mot nhém cdc sin phdm dugc mét ngudi ban
budn hay ban 1¢ sip vao mot nhém ciing tén do ho lira chon.

Nhan biét nhan hiéu (Brand recognition) La giai doan thit nhat trong qué trinh
chdp nhan nhan hiéu cla mot san phdm.’Khdch hing cé thé phan biét nhin hieu
cta san phdm niy véi cdc nhan hiéu cha san phdm kh4c.

Nhén thirc (Cognitions) Kién thic, tin ngudng va thdi d6 ctia con ngudi vé nhing
su kién cu thé.

Nhap khau (Importing) Mua hang tit nuéc ngoai.

Nhom hang tiém thic (Evoked set) Khi ngudi tiéu ditng quyét dinh mua hang,
ho [uén ¢4 sin trong ddu mét s6 nhan hiéu hang hoa ho di ting sir dung truée day.

Nhoém san phdm (Product line) Tap hop cic sin phim lién quan dén nhau.

Nhu ciu (Need) Khi cdm thdy thi€u mot cii gi dé, su khdc biét gifta tinh trang
hién thuc va tinh trang dang u6c mudn.

Nhu cidu c¢6 kha ning thanh toan (Customer demands) LA nhu ciu cu thé c6 kha
ning chi tra.

Nhu cau cu thé (Customer wants) Cu thé hod nhu cdu tir nhién theo dic diém van
hod, 16i s6ng va kinh nghi¢m cla mdi ¢4 nhan.

Nhu cau ty nhién (Customer needs) La mot phéin bén chit co ban clia con ngudi,
g6m: nhu céu vat chit vé thirc an, quin do, su sudi 4m, su an toan; nhu cdu xi hoi
vé ca cai, dia vi; nhu cdu c4 nhan vé kién thic, su ty khing dinh.

O

O nhiém (Pollution) L thuat ngit da nghia, thuong c6 nghia 1a “gay bdn"; ngoai
ra ¢6 thé hiéu theo nghia moi trudng 6 nhiém (nudc va khong khi) va vin hod 6
nhiém (khi€u thdm m¥ va tri thirc).

P

Pha gia (Devaluation) Khi mot quéc gia ddnh sut gid d6ng noi t& so véi vang
hodc véi déng ngoai té khic.

Phan doan theo yéu t6 nhan khau hoc (Demographic segmentation) Chia dan
56 thanh c4c nhém tuong déng theo céc tiéu chi nhu tudi, gisi tinh, miic thu nhap.
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Phan doan theo y€u to dia Iy (Geographic segmentation) Chia dan sé theo tiéu
chi ciing khu vuee.

Phan phéi doc quyén (Exclusive distribution) Phan phdi cé tinh hét sic chon
loc, nhi san xudt chon mot nhi bian buén hodc ban 1& dé trao toan quyén vé viéc
bédn san pham tai mét vung/khu vue xdc dinh.

Phan phdi ¢é tinh chon loc (Selective distribution) St dung mang lué6i ban 1é han
ché, cé tinh chon loc dé phan phdi san phdm cta minh.

Phan tich diém hoa von (Break-even analysis) Qu4 trinh ddnh gid logi nhuan thu
Ve v6i cdc mukc gid lua chon.

Phan tich diém hoa von kiéu méi (Modified breakeven analysis) Ky thuat xay
dung chinh sdch gid trén co s& két hgp mo hinh phan tich diém hoa vén kiéu
truyén théng véi viéc ddnh gid nhu ciu tiéu ding.

Phan tich két qua ban hang (Sales analysis) Nghién cttu cic s6 liéu noi bo vé
viéc ban hang, theo d6 c6 phan tich chi ti€t timg csu phén dé c6 dugc nhimng théng
tin hitu ich hon.

Phan tich xu thé (Trend analysis) Phuong phdp uéc tinh doanh s6 thuc hién trén
co s& phan tich cdc 56 liéu théng ké vé doanh s6 thu duge trong thdt gian trude do.

Phuong phap téng chi phi (Total-cost approach) Tinh téng chi phi ctia toan bo
cdc khoan muc chi phi cha hé thong phan phéi chir khéng tach riéng timg khoan.

Phan iing (Response) Phan ting clia ngudi tiéu ding déi véi mot yéu 6 tic dong
hodc mét déng co.

Phong van thao luan theo nhom (Focus group interview) Nghién citu marketing
dé thu thap théng tin trén co sd phéng vén thio luan theo nhém gém tir 8 dén 12
cd nhan tai cing mot khu vuc, theo cling mot cha dé.

Phan tram tong loi nhuan (Gross margin percentage) Phuong phédp ddnh gia
cho bi€t phdn tram doanh thu b dip dugc chi phi vA mang lai loi nhuan sau khi d3
trir chi phi san xuét ra lugng sén phdm ban ra trong mot thai gian x4c dinh.

Phiéu giam gia (Coupon) LA c6ng cu khuéch truong san phdm, thudng dugce tang
cho ngudti mua dé nhan dugc gidm gid cho 14n mua ti€p sau.

Q

Qua trinh chap nhan (Adeption process) Mot loat cac quyét dinh khéc nhau ctia
khdch hang d6i véi mot san phdm méi. Qua trinh chdp nhan cha khéch hang gém
cdc buée cu thé sau: nhin biét sy ¢ mat cGa san phdm, quan tdm, danh gia, ding
thit va chip nhan.
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Qua trinh phé bién sin phdm méi (Diffusion process) Nhé d6 ma mot san
phdm s& duoc ngudi tiéu ding trong mét nhém cong déng chap nhan.

Qua trinh trao déi (Exchange process) Qua trinh hai bén trac déi mot thi gi dé
c6 gid tri dé cling théa man nhu cdu cla minh.

Quang cao (Advertising) Gid6i thiéu vé& san pham cho mot lugng khach hang tiém
nang ldn théng qua cdc phuong tién thong tin dai ching dé ho biét va mua hang
clia minh. ‘

Quang cdo ban 1€ (Refail advertising) Quang cdo ban hang truc tiép tai cédc clta
hang bdn 1.

Quang cao céng tac (Cooperative advertising) Chi phi cho chuong trinh quang
cao do ngudi bdn hang va nha san xuit ciing chiu.

Quang cao tai cho (Point-of-purchase advertising) Sit dung hinh anh tuyén
truyén va trinh dién dé khuéch truong san pham vao thoi diém va tai dia diém gan
lién véi quyét dinh mua hang c¢da khéch.

Quang cio so sanh (Comparative advertising) Thuyét phuc khach hang mua san
phdm biing cich so sénh véi mot san phdm ciing loai clia d6i tha canh tranh.

Quang cio trén do ding (Specialty advertising) Quang cdo thong qua nhimg dé
diing c6 in tén tudi, dia chi noi san xuét va thong diép quang cédo, thudng duoc in
trén cdc san phdm nhu lich, bit, lich thi dau thé thao.

Quang cdo thong tin vé san pham (Informative product advertising) Quang cdo
dé tao nhu c4u ban ddu v& mot san pham.

Quan hé cong ching (Public relations) Quan hé cia doanh nghiép véi céng
déng trong d6 cé khach hiang, nha cung iing, c6 déng, nhan vién, chinh quyén, cdc
t8 chiic xa héi.

Quan hé cong chiing (Publicity) Mot phin ctia quan hé cong dong lién quan dén
khuéch truong san phdm hoic dich vu ctia doanh nghiép.

Quay vong du trir (Stock turnover) S6 1in quay vong mot lugng dy trit binh quan
trong nam.

Quy ciach pham chit (Specifications) M6 ta bing vian ban vé mot san phdm hay
dich vu ma doanh nghiép c4n. Ngudi ddu thau tiém nang s& cin cif vio dé dé xem
liéu minh c6 san xudt/ cung cip sin phdm/dich vu d6 duge khong rdi mdi quyét
dinh tham gia bd thiu.

Quyén ciia nguoi tiéu ding (Consumer rights) Quyén dugc an toan khi sir dung
san phdm, quyén duoc théng bao, quyén dugc chon lua va quyén duge gop ¥.
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S

San phiam (Preduct) L2 mot tap hop céc dic diém vat 1y, dich v, biéu tnng dé
thdéa man nhu cdu clia con ngudi.

San phim cing loai (Generic product) D6 in hoac d6 gia dung khéng cé tén
tudi riéng, khong quang céo, khong nhin hiéu.

San phidm hiru hinh (Tengible products) L san phdm vat chit, chi khong phai
dich vu nhu tur vin phap luat, dich vu y té&.

Sin phim thé chd (Cannibalizing) San phim thé chd san phdm khac ciing do
mot hing sn xuat.

San phim cong nghiép (Industrial goods) Hang hod dugc st dung truc tiép hoac
gidn ti€p lam nguyén liéu ddu vao cho viéc san xudt mot loai hang hod khic.

San pham vé hinh (Intangible products) La san phdm dich vu nhu tuv vin luat
phap, kham bénh.

San xuat dén dau (Speculative production) San xuét cin cif trén co s& dy dodn
clia nha quan 1y vé nhu cdu tuong lai trén thi trudng cha loai san phdm nay. San
phim dugc sén xu4t truée khi c6 don dat hang.

Sinh thai hoc (Ecology) M6i quan hé gita con ngudi v6i moi trudng.

So sanh chudi san pham - dich vu (Goods-services continuum) Phuong phip
trinh bay cdc dac diém giéng va khéic nhau giita cdc san phdm va dich vu.

T

Tai sir dung (Recyciing) Ti st dung chang han nhu d&i v6i bao bi. Qud trinh nay
tao ngudn nguyén liéu ddu vao méi va xir Iy dwoc moét tic nhan quan trong gay 0
nhiém moi trudng.

Tai san von (Capital items) Nhiing tai san 14u bén c¢6 thoi gian khau hao dai.

Tao danh ti€ng (Prestige goals) Nam trong chién lugc vé gid. Dinh gid bidn &
mitc cao dé tao cho ngudi titu ding 4n tuong san phim 14 loai c6 danh ti€éng hodc
c6 chét luong cao.

Téng diéu tra (Census) Thu thap dit lieu marketing tir t4t ca cic nguén.

Téng hop luc lugng ban hiang (Sales force composite) Phuong phip du doén

doanh s§ bdn hang trén co s6 téng hop doanh s§ bdn hang du tinh cta tit ca luc
Iuong ban hang trong cong ty.
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Tén nhan hiéu (Brand name) Mot phin trong nhén hiéu gom tir hoac chir 1am
nén tén dé xdc dinh va phan biét sin phdm cta doanh nghiép véi d6i thii canh
tranh. Pay chinh 12 phén thé hién dugc bing 161 néi cta nhan hiéu.

Tén san phidm ciing loai (Generic name) Tir thuong diing d€ néi vé mét loai san
phdm nio dé. Vi du nhu cola, nylon.

Tau chuyén ché riéng (Unit trains) La dich vy van chuyén cia nganh dudng sét
danh riéng cho nhiing khdch hang ¢6 nhu cdu van chuyén nhitng 16 hang 16n nhim
ti€t kiém chi phi va thoi gian cho doanh nghiép. Trén tau chi chd hang cua riéng
doanh nghiép ma thoi.

Téi da hoa doanh thu (Sales maximization) Triét 1y dinh gid do kinh t& gia
William J. Baumol phan tich. Baumol cho riang nhiéu hang muén t6i da hod doanh
thu trong diéu kién loi nhu4n bi han ch& & mét mic nhét dinh.

Toi da hoa loi nhuan (Profit maximization) Trong hoc thuyét kinh t€ cé dién day
12 muc tiéu truyén théng cla chinh sdch dinh gid. Theo hoc thuyét nay, tit ca cic
doanh nghiép déu muén t6i da hod c4i ho thu vé va t6i thiéu ho4 céi ho chi ra.

Tap hop tong quat (Population) Nhém téng s6 ma nha nghién ctu muén nghién
ciu. D6i v6i mét cude van déng bdu cly, tap hop tdng quét chinh 1 toan bo cir tri
hop phap.

Thai dé (Attitude) Nhiing dinh gla tiéu cuc hoic tich cuc, cam nhin va xu th&
ing hé hodc phan déi.

Thong tin phan hoi (Feedback) Thong tin vé phan ting clia khdch hang truée mot
théng diép, thong tin nay dugc phan 4nh nguge trd lai phia ngudi gii thong tin.

Thuong hiéu (Trademark) Nhan hieu dugc diang ky ban quyén, ngoai doanh
nghiép ra khong don vi nio duge phép sit dung, thudng diang ky ban quyén ca
phén biéu tuong va tén.

Thoa dung vé thdi diém (Time utility) Khi ngudi 1am marketing ¢é kha nang
cung ting san phdm diing vio lic ngudi tiéu ding muén mua.

Thoa dung vé quyén sd hiru (Ownership utility) Do cic cin b6 marketing tao ra
khi quyén sé& hitu san phdm dugc chuyén sang cho ngudi tiéu ding tai thoi di€ém
mua.

Thoa man nhu cau (Want satisfaction) Pat duge khi nhu cdu tu nhién cla ngudi
tieu diing dugc ddp ting sau khi ho tiéu diing sén phdm dé.

Thoi gian tién ban hang (Pretransactional period) Khoang thoi gian truée khi
tung san phdm ra ban chinh thic.

Theo déi (Follow-up) M6t khau trong qud trinh ban hang - hoat déng sau ban
- hang.
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Thiét ké chuong trinh nghién citu thi tridng (Research design) Xay dung mot
k&€ hoach diy di vé viéc thuc hi¢n moét chuong trinh nghién ciu, diéu tra thi
trudng.

Thit hiéu qua (Pretesting) Kiém tra tinh hiéu qua cha mot quang céo trudc khi
dura né vao thuc hién.

Thit nghiém (Experiment) Cic nghién ctiu khoa hoc trong d6 cdc nha nghién ciiu
thuc hién mot loat cac thi nghiém vé#i mét nhém mau, sau dé so sanh két qua thu
duoc voi nhdm khong thuc hién thi nghiém.

Thir nghiém ¥ tuéng (Concept testing) Mot khau trong quy trinh phét trién san
phdm méi, ddnh gid ¥ twong vé san phdm méi truée khi chinh thitc dua vao san
Xudt.

Thi trudng chung (Common market) Khai ni¢m diing trong marketing quéc té,
thi€t 1ap mot khdi thi trudng dp dung chinh sdch hai quan chung va tiéu chuén hod
cdc quy dinh thuong mai théng nhat cho tat ca cdc nudc thanh vién,

Thi trudmg cua ngudi ban (Seller’s market) Thi trudng hang hod va dich vu khi
cdu I6n hon cung.

Thi truong cia ngudi mua (Buyer's market) La thi trudng cé déi dio hang hod
va dich wi,

Thi trirong muc tiéu (Target market) Nhém cic khich hiang duge xdc dinh trudce.

Thi truomg ngudi tién dung (Consumer market} Nhitng cd nhan mua hang hod
va dich vu cho muc dich sit dung cua ban than.

Thi truomg san pham cong nghiép (Industrial goods market) Thi trudng gém
nhiing ngudi mua hang hoa 1am nguyén liéu ddu vao cho viéc san xudt mot loai
hang hod, dich vy khdc. Vi du nhu thi trudng cla cdc don vi sdn xuat, cdc co quan
chinh phil, ban 18, bdn bu6n, cong ty khai thdc mo, cong ty bio hiém, cong ty bat
dong san, trudng hoc, bénh vién.

Thu nhap tuy dung (Discretionary income) Mot phin trong t6ng doanh thu sau
khi d3 trir di cidc phan bit budc phai chi.

Thuc hién don dat hang (Order processing) Qua trinh ban hang tai cac clra hang
bdn budn, bin 1€. Gém: xadc dinh nhu céu cia khach hang, chi 6 cho ho biét nhu
ciu dé va thuc hién don dat hang.

Thuyét trinh (Presentation) Mot khau trong qud trinh ban hang. Ngudi bin hang
thuyét minh, giéi thi¢u nhitng dic tinh co ban cla san phdm, chi ra wu diém cla
né va trich din 161 khen nggi cha nhiing ngudi da timg sit dung.
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Thuyét trinh bin hang theo mau (Canned approach) Thuyét trinh bin hang
theo miu da ghi nhé dé dam bao néu dugc mot cdch théng nhit tit cA nhitng diém
dugc lanh dao coi 1a quan trong.

Tiéu chuin phuc vu khach hang (Customer service standards) Chét luong phuc
vu ma méi cong ty danh cho khich hang ciia minh.

Tién hoa hong (Commission) Khoan tiéntrd cho nhan vién ban hang gén véi mic
doanh s6 ban hosc mifc 1¢gi nhuan.

Tra lai m¢t phan tién hang (Rebate) Tra lai mot phin tién hang, thuéng do nha
san xudt mot san phdm cung c4p cho khéch hang

Tro gia (Trade-in) Thudng danh cho cdc don vi ban nhiing hang hod 1au bén nhu
6 t6. Trg gia s& cho phép gidm gid ma khong anh hudng dén gid cong bd.

Trung bay thuong mai (Trade show) xem phan Hoi cho thuong mai.

Truyén thong (Communications) Su truyén dat mot thong diép tir ngm‘ﬁ gui
(hodc mot ngudn) dén ngudi nhan.

Ty gia hoi doai (Exchange rate) Ti gia gita dong ndi ¢ véi déng ngoai té hodc
v&i vang.

Ty 1é chi phi hoat dong (Operating expense ratio) Mot chi tiéu ddnh gid tinh
tdng chi phi ban hang va chi phi hanh chinh r6i so sdanh v&i doanh thu.

Ty I¢ lai trén cd phin (Rate of return on common equity) Mot chi tiéu ddnh gi4
cho thay doanh nghiép di ¢6 1di dén mic ndo trén vén cé dong.

T 1¢ 1ai trén tong tai sin (Rate of return on total assets) Mot chi tieu danh gia
cho thay ty 1& 1gi nhuén rong sau thué trén téng tai san cha mét doanh nghiép.

Ty suat lgi nhuan theo von diu tu (Return on investment) Ty 1€ giita 1oi nhuan
va téng von déu tr.

U

Uu dai hai chiéu (Reciprocity) Cé nhilng wu dii ding ké cho ngudi vira 14 nha
cung Ung, vira 1a ngudi tiéu ding hang cia doanh nghiép.

A\

Vian hoa (Culture) Cic quan niém, thude do gid tri, tu tuong va thdi 46 anh hudng
dén hanh vi ngudi tiéu ding.
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Van phong bian hang (Sales office) Nha san xuat 1ap vin phong khu vic dé quéan
1y doi ngii ban hang. N6 khac van phong chi nhinh & chd khong ¢é kho dé luu
hing.

Vat pham phu tro (Supplies) Nhimg vat phim cin thi¢t cho viéc van hanh hang
ngiy song khong hién dién trong thanh phim, vi du nhir vat phdm dung cho bao
dudng, stra chita, van hanh nhu cdc d6 vin phong, gidy, biit, muc, bing muc, quin
40 bao ho, v.v... Vat phdm phu trg khéng bao gém cic nguyén vat liéu hién dién
trong thanh phdm nhu cao su trong sam 16p, vai trong qudn 4o.

Vat to mau héng (Expense item) Vit phim hoic dich vy sit dung trong mot thoi
gian ngdn, thudng 1 mét nam.

Vong ddi ban 1€ (Retail life cycle) Quan niém vé vong ddi clia mé6t don vi bén 1é
qua cdc théi ky: tham nhap, tang trudng, bio hoa va suy thodi.

X

Xac dinh thi truong muc tiéu (Market targeting) Cic cdng ty phai xac dinh va
dua ngudn luc clla minh vao phuc vu moét s6 nhém khach hang nhat dinh trén thi
truong

Xuat khau (Exporting) Ban hang ra thi trudng nuéc ngodi.

Xuét khdu chi dong (Active exporting) Cic hoat dong marketing trén pham vi
quéc t& ciia mot doanh nghiép nhim chi dong tim ki€m ban hang d€ xuat khdu.

Xuait khau thu déng (Casual exporting) Doanh nghiép thu dong trong cac hoat
dong marketing trén thi truong qudc t€.

Y

Yéu té tac dong (Cues) Nhitng vat thé trong moi trudng quyét dinh bén chat cic
phén ing.
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Phu luc C - Théng tin bd sung

Chuong trinh Phdt trién Dy 4n Mé Kéng di bién soan bé sich danh cho céc nha
quan ly va cha cac doanh nghiép vira va nho & Viét Nam. M&i cuén sich duogc
thiét k& dé sir dung mot cch linh hoat. Diéu niy cé nghia 13 mot ngudi c6 thé tu
nghién ciiu toan bd cudn sich, mét gido vién cé thé sit dung dé gidng day, hodc
chuyén gia tur van ¢6 thé ding dé tham khéo cho c6ng tic chuyén mén cha minh.
B6 sich gébm hai nhém cha dé:

e Quan tri Nguén Nhan lyc trong cic Doanh nghiép Vira va Nho

¢ Quan trj Marketing trong cic Doanh nghiép Vira vi Nho

Nhom cha dé 1: Quan tri Nguon Nhan luc trong cac
Doanh nghiép Vira va Nho

1.01 Cha doanh nghiép va chiic ning quan 1¥ nguén nhan luc

1.02 Phén tich cOng viéc

1.03 MO0 ta cong viéc, yéu cdu chuyén mén va cic tiéu chudn két qua cong viéc
1.04 Thu hit, tim ki€m va lya chon nguén nhan lyc

1.05 He théng tién lvong va tién cong

Nhém chia dé 2:  Quan tri Marketing trong cic
Doanh nghiép Vira va Nho

2.01 Cic khdi niém co ban vé Marketing

2.02 Thu thap théng tin v€ khich hang

203 Thu thap thong tin v€ qu4 trinh va xu huéng mua hang cia khéch hang
2.04 Thi trudng muc tiéu

2.05 K& hoach hoi va phat trién sin phidm

2.06 Gia va chién lugc gia

2.07 Khuéch truong san phdm va quang cdo
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Marketing trong
nghiép Vira va Nho

Quan tri Ngudn Nhan Iluc va

Doanh

Chuong trinh phit trién dy 4n M kéng
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Phuong thirc thanh toan

O  Bing tién mit

() Bing Séc, thanh todn cho Nha Xudt bdn Tré TPHCM
() Chuyén tién bing dudmg buu dién
O

Chuyén khoén qua Ngan hang t6i :
Nha Xudt bdn Tre
Tai khodn 56: 710A.00637
Tai: Ngdn hang Cong thitong
-Chi nhanh 3, TP HS6 Chi Minh
0O  Bing thé tin dung:
Q VISA

J MASTERCARD

S6 thé Ngay hét han

Van chuyén
O  To6i mudén nhan sich tai Nha Xut ban
O  Xin hay chuyén sich cho toi qua dudng buu dién

Xac nhan

Nguoi dat mua ky tén va déng ddu Ngay

Xin giri phiéu dang ky nay téi:

Nhia Xu4t ban Tré

161 Ly Chinh Théing

Quan 3, TP H6 Chi Minh

Tel: 9316211 - 8465595 - 8465596 - 9317849
Fax: (84-8) 8437450

Email: nxbtre@hcm.van.vn



Quan tri Ngudn Nhin luc va
Marketing trong cac Doanh
nghiép Vira va Nho

Chuong trinh phit trién dy an Mé kéng

PHIEU PANH GIA

Chuong trinh Phdt trién Dy 4n Mé& K6ng rdt mong ban doc giti lai phi€u d4nh gia cho
ching t6i. Chiing t6i s& phan tich théng tin phan héi dé c6 thé cung cdp cho ban doc
nhiing dich vu t6t hon, ciing nhu bién soan thém tai liéu dao tao cho cdc nhd quéan 1y
doanh nghiép vira va nhd. T4t ca cic thong tin trong phi€u ddnh gid nay s& duoc bao
mat. Xin hdy danh 10 phiit dé hoan thanh phiéu d4nh gi4 va giri phigu vé& dia chi duéi
day, bing fax hodc qua buu dién.

Ngoai ra, néu ban c6 ciu hoi lién quan dén noi dung cuén sich, Chuong trinh Phat
trién Dy 4n Mé Kong sé& chuyén cdc cau héi chia ban t6i tic gia (cho dén thing 9 nam
2001). Dé nghi giri cau héi cing v6i phi€u ddnh gid nay bing fax, thu hodc thu dién tlr
t6i MPDF theo dia chi sau:

Chuong trinh Phat trién Du 4n Mé Kong
63 Phé Ly Thai TG, Tang 7
Ha Noi, Viéet Nam
Dién thoai: (84-4) 824-7892 Fax: (84-4) 824-7898
E-mail: dlien@ifc.org

1. Cho biét t8n cudn sich méa ban mudén gép ¥ kién?

2. Ban di nghe néi dén hoic nhin thdy cudn sdch ndy l1an dau tién & dan?

0O Vo tﬁyé’n

Pai

Bdo chi

( mot khod hoc ma t6i tham dur

& mot cudc hoi thio ma téi tham dy
Tir mot ngudi ban

O hiéu sdch

goaoagaagaq

Khic (Xin hily néu 15)




3. Ban dé sir dung cudn sich nay trong hoan cinh nao?

a

oaao

Q

QQ QaQ

goaooan

oQoOQaQ

Trong céc khod hoc & trudng Pai hoc/Cao ding
Hoi thio
Cong tac tu vin

Ty nghién ciu

Ly do chinh m& ban mua cudén sach?

Mot s6 ngudi gidi thigu cubn sich vdi t6i

Cuén sich 12 tai liéu bit Buoc trong khod hoc ma t6i tham dyu

T6i nghi ring cudn sich cé thé gitp t6i khéi su cong viée kinh doanh ciia minh

Toi nghi ring cudn sich cé thé givp toi cai tién céng viéc kinh doanh hién nay clia
minh

Téi thich cach trinh bay cia cuén sich

Cuén siach nay ré hon so.véi mét s8 cuén sdch tuong ty

Phin nio cha cudn sach duoe ban nghién ciu nhiéu nhat?

Bai tap tu kiém tra

Bai tap thyc hanh

Bai tap tinh huéng

K& hoach tng dung
N¢i dung ciia cuén sdch

Phén khic

Phéin nio clia cudn sdch duoc ban nghién cifu it nhat?

Bai tap tu kiém tra

Bai tap thuc hanh

Bai tap tinh hudng

K€ hoach tng dung

Noi dung clia cudn sdach

Phén khic




7. Néu ban 1a chit doanh nghiép, ban di 4p dung nhiing ki¢n thic nghién céu dugc tir cuén

10.

sdch nay vao thuc t&€ cong viée kinh doanh clia minh nhu thé nio?

a
a

a

Tbi di hiéu bigt duge nhiu hon truée

Téi da sir dung nhimg kién thitc nghién citu dé xem xét lai céng viéc kinh doanh hién
nay cia minh )

Toi da sit dung nhitng kién thic nghién ctu d€ dua ra nhitng bién phdp quan 1y méi
Toi khong st dung nhiéu nhimg kién thitc nghién citu tir cuén sdch vi thdy ching
khong phit hop

Ly do khdc (xin néu rd)

Ban c6 thé sit dung k€ hoach ting dung dé giai quyét cic véin dé trong cong ty minh?

O
a
a

C6 thé 4p dung hdu hét k& hoach ing dung
C6 thé 4p dung khoang mot nira k& hoach ing dung
Héu nhu khong 4p dung dugc mot k€ hoach ing dung nao

Néu ban hdu nhu khong thé dp dung dugc mét k€ hoach ing dung nio, xin ban cho biét 1y

do.

Ban danh bao nhié&u th&i gian dé nghién cttu cuén sich nay? Xin hay udc tinh theo s6 gid.

o

)
)
d
0

1 dén 5 givy

5 dé&n 10 gidy

10 dén 15 gidy

15 dén 20 gir

Khodng thoi gian khic (xin hiy néu ro)

Ban hiy ddnh gid cuén séch nay theo thang di€ém dudi day?

R& rang 1 2 3 4 Khéng o rang

Th vi 1 2 3 4 Khéng thid vi

Rat hitu ich 1 2 3 4 Khoéng hitu ich

Qud dé 1 2 3 4 Qua khé

Mat qud it thei gian/ 1 2 3 4 Mt qué nhiéu thoi gian/

cong siic nghién ctu cong sic nghién ciu



11. Ban hdy danh gid vé Bai tap Thuc hanh?
O Quadé 1 2 3 4 Qua kho
O Hoply | 2 3 4 Khong hop 1y

12. Gid cua cuén sdch nay nhu thé€ nao?

O Qua cao
O Hoply
O Qué thap
13. Ban s&:
O Mua cubn sich khédc & ciing nhém chtt dé

O Mua cudn sich & nhém cha dé khdc
J Gidi thiéu cudn sdch nay véi ngudi khic

Y kién bd sung
Néu ban c6 thém ¥ kién hay nhan xét vé cuén sdch nay hodc phin niao cia cudn sdch, xin vui
long cho biét.




THU THAP THONG TIN VE KHACH HANG

CHUONG TRINH DU AN ME KONG (MPDF)

Chiu trich nhiém xud't ban : LE HOANG

Bién tap : TRIEU KINH VAN
Trinh bay bia : TRi PUC

Ky thuit : HIEN KHANH

Sita bdn in : LE CONG

NHA XUAT BAN TRE
161B Ly Chinh Thing - Quin 3 - Thanh phd Hé Chi Minh
PT: 9316211 - 8465595 - 8465596 - 9317849
Fax: (84-8) 8437450

Email: nxbtre@hcm.vnn.vn

. In 1.000 cudn, khé 21 x 29 cm. Tai Xi nghiép In Le Quang Loc.
S& dang ky k&€ hoach xuat ban 297/136-CXB. Do Cyc Xudt ban cdp ngay 7/3/2001 va
gidy trich ngang KHXB s6 266/2002. In xong va nop luu chidu thang 3/2002.



Charemgz trmh Phat trien B an Me Kong

Chuong trush Phat trien Dy an Me Kony
{MPDF} Ia chuany trinfi da phuony tai e cua

Nyam hang Phat trien Chaw A (RDB)

th nhéan ty hoc Oxtraytia

Ca-na-da
Phan Lan

Cony ty Tai chinh Quoc te (IFC
ach do Chudng Irinh Phat trién Dy 4n M#& Kéng (MPDF) ph&i hap véi KhatBan

i hge mé& OLA (Canada} bién soan gém hai nhém chii aé: Ha-uy

1an tri Ngudn Nhan Iyc trong céc Deanh nghiép Vira v3 Nhb. Thuy Bien

)&n trj Marketing trong cac Doanh nghiép Vfa va Nho. Thuy Si

véi 12 tya sdch, dugc thiél k& finh hoal, ddc I3p, dé doc va dE dng dung. Vucna quoc Auh

anh nghiép, chuy&n gia tu vin, gido vién va sinh vién khoa kinh t€, Chwong trinh dupc dieu hanh o) Coug ty
'doanh nghig&p, Marketing d8u c6 thé tim th&y tr nhifng trang séch nay Tareniah uocte [ Lad

ligu bd ich, Iy thid va thiél thye cho cBng viéc kinh doanh, chuyén mén 0 phan chuyen ve khu vue 1w phan. tiioe
14p ctia chinrh minh. Tap doan Hoan hang The yioi.
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