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Gidi thieu
Chu‘dng trinh Pao tao Quan ly
danh cho cac Doanh nghiép
Vira va Nho

Té’ng quan

Chuong trinh Bao tao Qudn Iy danh cho cdc Doanh nghi¢p Vira va NhJ duge
bién soan cho céc nha quan Iy va chi doanh nghiép vira va nho. LA ngudi chi hodc
ngudi quan ly doanh nghiép nhd, ban quan tam d€n nhiéu khia canh cla viéc diéu
hanh mot doanh nghiép. Chuong trinh nay s& cung c4p cho ban mét bo tai lién
hudng din vé marketing trong quan 1y doanh ngh;ép Bo tai liéu nay dé cap dén
cic chit dé sau:

. Xac dinh cidc khai niém marketing

. Thu thap théng tin vé& khach hang.

. Phét trién cdc thong tin vé qud trinh vé xu hudng mua hang cia khdch
hang

. Xd4c dinh va lya chon thi truémg muc tiéu phit hop.

. K& hoach hod va phdt trién san phim.

. Phét trién marketing chi trong méi quan hé vi dich vy khéch hang.

. Phét trién chi&n luge quang cdo cho doanh nghiép

. Dinh gia va chién lugc vé gid.

-

Ba tai lidu vé& marketing ctia Chuong trinh Pao tao Qudn Iy danh cho cde Doanh
nghiép Vita va Nhd duge bién soan nhdm gidp cdc chil doanh nghigp va nha quan
1y doanh nghiép nidm vilng 14t c& cdc bude trong qua trinh marketing. Méi cudn
sach nghién citu mot khia canh cu thé cha hoat dong marketing. Qua timg cudn
sdch vé Marketing, ban s& hoc dugc cich 1ap k& hoach marketing va Ung dung ké
hoach d6 vao thuc t&€ doanh nghiép minh. Cdc cudn sich vé& marketing bao gbém
rthifng ndi dung chinh nhir sau:

. Giai thich su khdc nhau giita nhu cdu ty nhién, nhu cdu cu thé v nhu cfu
¢6 kha nang thanh todn cha khach hang.

. Phan biét duoc sy khéc nhau giita dac di€ém va lgi ich cha san phim ma
ngudi ban hang ban cho khach hang.



Xay dung k&€ hoach marketing sao cho phll hop véi k€ hoach kinh doanh
téng thé ciia doanh nghiép.

M0 ta cdc bude 1ap k€ hoach marketing.

Xac dinh thong tin va thu thap cdc théng tin cin thi€t cho viéc ra cdc quyét
dinh vé chién luge marketing.

Xac dinh va thu thap thong tin vé khach hang va tir khiach hang.
Phén tich va phan doan thi trudng trong kinh doanh.

Lura chon céc thi trudmg muyc tiéu phit hgp cho doanh nghiép.
X4c dinh dac tinh cia thi trromg muc tigu hign tai va tuong lai.

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

X4c dinh chién luge gid cho timg thi trudng muc tiéu hién tai va tuong lai.

Phat trién cdc chién luge khuéch trvong va quang cdo san pham.

Phuong phap nghién ciru cuén sach

Cuén sdch niy duoc bién soan véi muc tieu dé ban cé thé tir nghién ctu. Mic di
cdc cubn sich duge bién soan hoan chinh, nhung néu ban duge huéng din, tu vén
va trao déi thong tin phan héi thi hieu qud hoc s& cao hon. Mbi cudn sich gém co6:

H

Kién thirc co ban: gébm nhilng thong tin chi tiét, nhitng 11 gidi thich va
cdc vi du minh hoa cho céc khéi niém quan trong.

Bai tap tr Kiém tra: gidp ban khing dinh kb2 nang ti€p thu nhimg kién
thitc co ban di duge hoc.

Bai tap thuc hanh: dé ban khing dinh khi ning 4p dung nhing ki€n thic
da hoc vao thuc tién.

Bai tap tinh huéng: cho phép ban két hop mot sd khdi niem vi Ung dung
chiing vao céc tinh hudng thuc tién tai cdc doanh nghigp vira va nho.

. K& hoach img dung: cho phép ban timg budc dp dung ki¢n thic di hoc

vio thuc tién cong viée tai doanh nghiép.



Hoc & dau

Ban cé th€ doc séch & bdt cd noi dau. Song dé dat hidu sudt cac nhit, ban nén
tranh nhimg noi 6n Ao va cé vo tuyén.

Hoc ldc nao

Diéu ndy hoan toan phu thudc vao ban. C6 thé ban chi m4t 8 tiéng déng hd 12 da
hoc xong mét cudn sdch, nhung néu ban cdn nhiéu thoi gian hon thi ciing khong
nén lo lang vi véi mdi mén hoc khéc nhau, mei ngudi déu hoc voi téc do khéc
nhau. Tt nhat 12 nén dit k€ hoach trudc va danh moét khoang théi gian ndo d6
trong nhitng ngdy nhdt dinh dé hoan thanh mot cudn séch thi s& hiéu qua hon.

Hoc nhu thé nao

Khoéng nén qué non néng, hily b trf mot thdi gian bi€u déu din, vi du nhu méi 1dn
chi hoc mot ti€ng. Hoc déu diin s& c6 két qua 6t hon nhiéu 14 thinh thodng hoc
don trong mot thdi gian dai.

Hiy chuyén tam vao nhilng diéu ban dang hoc, doc, ghi chép, hoan thién phin bai
tap tu kiém tra, bai tap thuc hanh, v bi tap tinh hudng. Ban ¢6 thé thio luan vé
cic ¥ tuong va kinh nghiém thuc t€ v6i nhilmg nguoi khdc, vi nhu vay s€ gitip ban
nang cao sy hiéu biét va khéc sau nhilg gi minh d4 hoc.

Sau khi d3 hoan thanh c4c phin bai tap trong cuén sich, ban s& bat tay vao phan
img dung chiing trong viéc x4y dimg k&€ hoach iing dung. Hay trao ddi vdi cic
déng nghiép trong doanh nghiép clia ban dé x4y dung k& hoach tng dung. Hay cu
thé hoi k& hoach hanh d6ng thanh timg buéc va lugng dinh théi gian dé hoan
thanh timg budéc d6. Nén nhd k& hoach (mg dung niy 13 mét cong cu huéng din -
hét sitc linh hoat, khong phai Ia mét khuén khé cting nhéic. Vai thdng moét 14n, ban
phai kiém tra lai k€ hoach img dung clia ban va diéu chinh, n€u thay c4n thiét.

F.4 A‘, - -_r ~ 2 ~

Co6 thé tim sy giup do ¢ dau

e Chinh ban than minh. H3y c¢6 ging hoc 1ai. Dimg bd cuéc. Néu ban vin chua
hiéu, d4u budi hoc tiép theo hiy doc lai mot 14n nira.

e Gia dinh ban, ban b, heiic déng nghiép. Ngay c& khi ho khong hiu chi dé
ma ban dang trao ddi thi trong qué trinh thio luan biét dau cau tra 14 lai loé
len ngay trong ddu ban.

» Gido vién huéng dan cna ban. Ban c6 thé ii€p xuc, yéu cdu sy gidp d6 tir
phia cdc gidng vién va chuyén vién tu vin.

iif



e Tic gia. Cho dén thing 9 nam 2001, Chuong trinh Phét trién Dy 4n Mé Kéng
(MPDF) s& chuyé&n céc cAu hoi clia ban c6 lién quan dé&n noi dung cudn sich
161 tdc gid. D& nghi giri fax, thu hodc thu dién tir t¢i MPDF (xem dia chi ciia
MPDF trong phin Phi¢u Danh gid & cudi cudn sdch).
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Tong quan vé Cuodn sach

Cuén séch nay giip mét phdn quan trong d€ xay dumg mot chuong trinh marketing
hiéu qua hudng vao mét thi truéng muc tiéu ndo dé. Moi cong ty déu phai thu thap
thong tin vé cdc khich hang muc tieu ciia minh, phan tich céc théng tin d6 dé xem
ngudi tién ding ra quyét dinh mua hang nhu thé ndo. K& hoach marketing phai
can cif vao k&t qua phan tich ndy.

Cudn sich nay xdc dinh hai loai théng tin chinh ma ban cé thé thu thap vé thi
truong muc tiéu, va danh gid vu, nhuge di€ém cha cdc céng cu thu thap thong tin
khédc nhau. -

Muc dich chinh clia cudn séch nay 13 néu cich thiic thu thap va sir dyng théng tin
dé tim hiéu xem khich hing quyét dinh mua sin phim clia ban nhu the ndo, vi
1am thé& nao dé c6 thé cai thién dugc cic hoat déng marketing clia minh. Ban sé&;

s Nghién cifu ngudn dir kién so cdp, thit cdp va phan tich mot s6 cong cu thu
thap dit kién thudmg ding.
s Xidc dinh thong tin hién cé vé khéach hang.

* Nghién cu cach thitc ra quyét dinh mua hang cla ngudi tiéu ding va sir dung
m6 hinh ndy dé x4c dinh cdc hoat dong khuéch truong ¢é hiéu qua nhit cho
timg giai doan.

e Nghién cttu mé hinh qué trinh mua hang tdm giai doan clia ngudi mua hing i
cdc t6 chiic

e Nghién ciiu cdch thifc theo dbi xu huéng méi trong mua hang cda khach hang.

Cudn sdch nay Ia nén tng rdt quan trong clio nhiéu hoat dong marketing khic clia
cac doanh nghiép nhd nhu 1ap k€ hoach va phét trién sin phdm, dinh gid va chién
Iugc dinh gid, quén 1y cic méi quan he, khuéch truong san phdm va quang cdo.

Thu thdp thong tin vé qud trinh va xu hudng mua hang cua khdch hing i



Muc tiéu

Nghién citu xong cudn sach nay, ban s& ¢6 kha nang 6t hon trong viéc:

1. Xac dinh hai nguén dit kién v€ khich hing.

2. Mo td dugc hai dang dir kién thi¥ c4p ma céc cong ty ¢6 duge

3. Mo ta duge hai dang dif kién so c8p chinh ma cong ty ¢6 dugc.

4. Neéu duge wu va nhuge diém clia bén phuong phép thu thap dif kién khac nhau.

5. Neéu duoc it nhdt ndm nguén thong tin vé khdch hang.

6. Mo ti duge nam buéc trong qud trinh mua hang cda ngudi tieu diing va xdc
dinh cic hoat dong khuéch truong hiéu qua nhalt tng vdi timg budc.

7. Mo ta duge tam giai doan trong qué trinh mua hang c8a ngudi mua hang 1a cdc
6 chifc

8. Xac dinh hai phuong phéap chinh dé theo d&i xu hiréng méi trong mua hang
cua khach hang.

2 Thu thep théng tin vé qud trinh va xu huéng mua hdng cia khdch hdng



Thu thap dir kién vé khach hang

Moi cong ty déu cdn théng tin vé khich hang dé bigt xem ho 1a ai, cin thod min
nhitng nhu ciu gi, vA mua hang nhu thé nao. Nhiéu céng ty ¢d quy mo nhd nén
ngudi chi doanh nghiép-nha quan 1y biét v& khich hang cha ho ngay, va o6 dugc
rdt nhiéa thong tin nhd tiép xic, quan sit, hoi han khach hang. Diéu nay rit quan
trong, nhung ciing cdn phai co théng tin hodn chinh hon, dic biét khi thi trudng
cang trd nén canh tranh khoc liét va thay ddi nhanh chéng. Moi cong ty déu rat
cdn mdt hé thong thong tin marketing.

Cic doanh nghiép c6 thé sir dung hai ngudn thong tin nhu néu trong Hinh 1. Phan
nay cta culn sich s& mo ta va phén tich hai ngudn théng tin nay.

So cdp Th{ cap

Quan sat Trao ddi Bén trong Bén ngoai

Thir diéu tra Dién thoai Truc tiép

C4 nhan | Thao luan Nhém |

Hinh 1: Ngudn théng tin clia doanh nghiép.
Dir kién thur cap

Nhiéu thong tin duge thu thap dé phuc vu mot muc dich nhung déng thoi lai ¢6
thé str dung cho cdc muc dich khic. Loai thong tin ndy duge goi 1a dix kién tha
cap. Tuy dif kién thi ¢dp duoe thu thip cho mot muc dich ndo d6, nhung thudng
ciing 1 thong tin b ich vé van dé hay tinh hudng ma ban dang nghién ctiu, Ching

Thu thdp thong tin vé qud mink va xu huomg mua hang cua khdch hang 3



han, mot nha may keo c6 thé sir dung cdc thong tin diéu tra dan sG cha thanh phd
Nam Binh d€ udc lugng quy mo thi trudmg T&t am lich.

Dit kién thit cdp c6 mot s6 uu diém: d4 cé sin, khong t6n kém, c6 thé fim va st
dung ngay. Chéng han cudn nién gidm cé thé dugc by bdn & bat cif cira hang sich
nio. Dif liéu thit cdp clng cé thé duoc sit dung d€ d6i chifu voi nhimg dit kién
dugc thu thap cho muc dich dang nghién ciu. Thong thudng cdc cong ty hay bt
ddu 6im kiém thong tin tir ngudn ditr kién th cip. Diéu nay dac biét phit hop véi
cac doanh nghiép vira vi nho khéng ¢6 nhiéu kinh phi dé tién hanh nghién cinu thi
truéng truc uép.

Tuy nhién, dit kién thit c4p ciing cé mot s6 nhuge diém. C6 thé cdc dit kién niy
duge thu thap khong theo cach thitc do Iudng phil hop véi van dé dang nghién ciu,
va c6 thé khong cip nhat. Cic thong tin ndy ciing ¢6 thé chua chinh x4dc, va tham
chi ciing khong thé danh gid duge do chinh xdc clia ching. Chiing han, mot cong
ty nhim vao thi trudng nhitng ngudi tr 70 twéi trd 18n sé thdy viec sir dung s6 ligu
diéu tra dan s6 s& bi han ché€ do nhém tudi trong didu tra dan s6 gdn voi yéu cdu
ctia cong ty nhat 13 nhom nhimg ngudi tir 60 rd 1én.

Do chinh xdc cta dit kién thi cip duge xdc dinh theo ba tiéu thire: ngudn, muc
dich va biéu hién chung vé chat ugng.

Nguén cha dir kién thit ¢idp 6 thé 1a dir kién sa cap (ngudn tao ra dif kién) hoiic
thi c4p (ngubn tir cdc dit kién di duge xudt ban hay t6ng hgp tir mot ngudn so cdp
nao dé). Néu chi dya vio mot ngudn dit kién thir cdp thi s& lam taing kha nang bi
sai léch va han ché& nhitng thong tin khéic gitip kiém dinh d6 chinh x4c clia nd.

Viéc xem xé muc dich ban dau khi ngudi ta xudt ban hay cong bd nhing dir kién
cé ¥ nghia r4t quan trong trong viéc xdc dinh xem ngudn théng tin dé cé khich
quan hay khong va liéa cac dif ki¢n nay cé bi bép méo hay khéng.

Biéu hién chung vé chit lugng clla théng tin ¢ thé dugce xdc dinh khi xem xét tinh
nhat guédn trong cdc thong tin dugc cung chp, ra sodt cach thirc tién hdnh nghidn
citu va kiém tra xem ngudi ta da st dung quy trinh kiém tra chét lugng va phuong
phép thong k& nao.

4 Thu thip thong tin vé gud trink va Xu hudng mia hdng cia khdch hdng



. R BAI TAP TUKIiEM TRA 1
1. Nhiing cau no mé ta ding nhat vé dit kién thi cap?

J  Dikien the cép ¢6 duge tr dit kién so cép.
d Dit kién thi cdp ¢ vai trod thit y&u trong viée thu thap thong tin.

L  Dukién thi cap 12 thong tin sin c6 bdi né da duge thu thap cho
mot muc dich khdc.

2. Dau 1 nhilng vu diém cha div kién thi c4p?
J €6 thé khong cap nhat

Khéng t6n kém.

Khé xdc dinh duge 4o chinh xac.

C6 thé tim dugc ngay.

OO0 0 o0

P cé san.

! Théng thudng cic cong ty hay bit dau tim kidém thong tin
tir nguodn dix kién tha cap. .
e '

Thut thap thong tin vé qud trink va xu hucng mua hing cia khdch hang 3




Dang dir kién thur cap

Dix kign thit cdp c6 thé ¢6 ngudn gdc tir bén ngodi cong ty hay tir hé so luu trit cha
cong ty. Ca hai dang déu ¢6 ich.

D kién tir bén ngoai

Dit kién tir bén ngoai gém cdc tai lidu di xu4t ban hay dir kién thwong mai. Tai
lidu dd xudt ban cé thé tim & céc thu vién cong céng, thu vién cic trudng dai hoc
va cao ding, cic thu vién tu nhan hay ban tv nhan, ching han nhu cla cc co quan
Lién Hop Quéc, céc Yanh su nuéc ngodi, va céc 6 chirc 16n - néu chiu khé tim héi
thi s& c6 - va ca trén Internet. Céc co quan nha nudce ciing cung c4p mot ngudn 4
kién thi cdp quan trong (chéng han théng tin diéu tra va thong tin thuong mai, doi
khi Ia s6 liéu thdng ké theo nganh).

Nguén dir kién throng mai cling thudbng dé kiém. Cdc toa soan bdo, tap chi, dai

phat thanh va truayén hinh thutng cung cip théng tin vé doc gia hay khdn thinh gia
clia minh cho cdc doanh nghiép mu6n sit dung dich vu quang cdo cua ho.

D kién tir bén trong

Dit kién tir bén trong Ia théng tin ¢6 duge tir hé so hnu trit cla cdng ty. Ngudn
thong tin nay c6 gia tri cao, sin ¢6 va thudng hay bi b quén. Ngudn dit kién bén
trong gom:

¢ (Cic bdo cdo tai chinh clia cong ty.

¢S4 ligu vé bdn hang. Nhiing s6 lieu nay dic biét hitu ich néu dugc phan nhém
theo noi ban (viing hay dai 1y phan phc’i), théi diém bédn (ngay / tufn / thang /
miia), va khach mua.

s Cdc bdo cdo vé finh hinh bin hing

» Hod4 don.

¢ DPon dat hang.

¢ Phi&u bao hanh.

* Danh sich gli thu, quang céo.

s Cic bao cdo nghién ciru tnrde day.
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,\ ‘ Dir kién thir cdp tir bén ngoai sin c6 va thudng cé ich. Dix

i kién thi cdp tir bén trong tham chi sdn c¢6 hon va thuong
l ' hay bi b6 quén.

Dir kién so cap

Dir kién nghién ciltu so clp duoc mot cong ty thu thap _nhém tra o1 mot cau hoi
hay vdn dé cu thé nao d6. C6 hai phuong phdp chinh dé thu thap dif kién so cip:
phuong phéap quan sdt v phuong phép trao ddi (xem Hinh 1), '

Phuong phap guan sit 13 quan sit mdt tinh
hudng mua hang hay hanh vi cGa khdch hang.
Can bd nghién ciu dua vao nang luc quan sdt cla
minh d¢ thu thap thong un chit khong trao déi véi
khdch hang. Quan sdt truc ti€p nén thudng rit
khdch quan va chinh xac bdi k€t qua khong phu
thuéc vao khé ndng khdch haing ¢6 thé nhé lai hay
dy doan hanh vi clia minh, Doi khi quan sdt 1a
bién phdp duy nhat dé ¢6 dugc bic tranh chinh
xac vé mot hanh vi ma ta quan tam, bdi cach nay
cho phép ngudi riéu ding hanh déng mét cach w ‘
nhién. Tuy nhién ban khéng thé biét chic suy nghi thyc clia khdch hang 1a gi, va
hon nita, phuong phap nay chi 4p dung duge & nhilmg tinh hudng c6 thé quan sat
dugc cdc hanh vi thuyc sy. Ngudi quan sit cling phai mét kha nhiéu thoi gian mdi
quan si&t duge hanh vi xay ra . Quan sét {t t6n kém hon cdc phuong phip thu thap
di¥ kién so c4p khdc. Pay 14 mot phuong phap rat ¢6 hi¢u qua & nhitng cua hang tu
phuc vu.

Phuong phap trao do6i doi hoi phai trao d8i véi khdch hang dé 14y duge thong tin
cén thiét, thudng dudi hinh thic héi dip. Phuong phdp nay linh hoat hon phuong
phdp quan sit, nhanh hon va d6i khi d& t6n kém hon. Tuy nhién, phuong phap nay
lai phu thuGc vae can trd 10d cia khich hang vé hanh vi ca minh, va thudng 1o
né6i v hanh dong cia ngudi ta khong phai lic nio ciing thong nhit. Phidu diéu tra
12 phuong phdp thu thap thong tin so clp vé khich hang phé bi¢n nhat. Ba hinh
thitc diéu tra chinh 13 qua thu, dién thoai va tryc tiép.

1. Thu diéu tra c6 thé thu thap mot lugng 16n thong tin vdi chi phi binh quan
ddu nguwoi thip. Hinh thitc niy khéng linh hoat 1im va cdc d6i wong ra 1A
cling moét loat nhitng cdu hdi nhu nhau. D€ trd 107 phai mat nhiéu thoi gian hon
14 phong vin qua dién thoai hay phong van truc tép va ty 1€ tra 101 rat thap. Ty
1é tra 1&i cha hinh thitc thu diéu tra & Viét Nam thuomg vac khoang 10%.
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2. Phong vin qua dién thoai 12 phuong phép t6t nhit d€ thu thip thong tin mot
cach nhanh chéng, va d6 linh heat ciing cao hon so voi hinh thite thy dién tra.
Chéng han, ngudi phong vén c6 thé diéu chinh cau héi can o vio cic cau tra
19 tru6c, hay c6 thé giai thich nhitng cau hoi khé, bd qua mot s6 cau hoi va
xody sau hon vao mét s6 ciu khdc. Ty 1& tra K co xu huéng cao hon so vdi
hinh thitc thu didu tra, va ¢ thé xdc dinh ngay ai d3 tra 10i. Nhuoe diém ctia
phuong phdp nay 1a chi phi binh quin diu ngudi cao hon hinh thire thir diéu tra
va d6i tugng c6 thé khéng mudn tiét 16 qua dién thoai mot s6 thong tin ma ho
s& khong gifu n&u ird 10 thu diéu tra khong phdi ghi ©n. Ngudi Viét Nam noi
chung khong mudn néi chuyén vdi ngudi la va phai cam thdy thoai mdi méi
boc 16 ¥ nghi cia minh. Ciing c6 trudng hgp ngudi phong van lai boc 16 ¥ kién
¢d nhan cia minh, gav tic dong dén ngudi duge hodi.

3. Phong vin truc ti€p co thé vdi timg ngudi hodc theo nhém. Thudng hinh thirc
nay thyc hién nhanh chéng nhung déng thti ciing linh hoat va sau, Ngudi
phong vin ¢6 thé gidi thich nhitng cau héi khé, goi mé van dé va xody sau vao
mot s§ van dé néu cdn thigt. Ho ¢6 thé cho ngudi duge phong van xem cic san
phdm, thong tin quang cdo hay hinh thic bao bi 18i quan sdt phén ing vi hanh
vi ciia ngudi duge phong van. Tuy nhién, phong vén true ti€p lai 1a phuong
phép thu thap dir kién tn kém nhat.

Phdng van thao ludn theo nhém - con goi 14 thdo luan nhém tap hop tir sdu t&i
mudi ngudi trong khoing mét dén hai gi déng hé dé thio luan vé mof san
phdm, dich vu hay mot vidn dé nio d6 véi mot ngudi huéng din cé phuong
phiap. Ngudi hudng din
khuyén khich moi ngudi
thao luan véi hy vong ho
boc 16 cdm nghi thuc cha
minh. Ngudi hubng din
cling hudng thio ludn vio
ding chi d& ma cong ty
quan tam. Thudng phéi ¢6
mot ngudi ghi lai ddy 4d,
va d6i khi nguti ta ghi
bang tiéng hay bang hinh
dé lam tr Héu nghién cidu
sau nay. Phuong phdp nay
da trd thanh mot trong
nhimg phuong phdp chi dac dé tim hiéu vé cam nghi clia ngudi ticu ding.
Phéng vén thio luan nhém rit ¢6 ich va higu qud bai tinh hudng tao ra 1a thue
v3 moi ngudn 6 dong co dé phat biéu. Tuy nhién, bdi s6 ngudi tham gia 1 han
ch& nén khé ma khai quit hod két qud che t41 ¢ moi ngudi. Cling ¢6 kha ning
mot hodc hai ngudi trong nhém gay dnh hudng d0t vidi nhitng ngudi khic, va
diéu nly c6 thé 1am sai 1éch k&t qua thu duge. Thanh cong cia phuong phdp
phong vén thio luin nhém phdn 16n phy thudc vao k¥ nang cta ngudi hudng
dén thao luan.
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— BAI TAP TU KIEM TRA 2

Dénh ddu vao 6 xem cic cau sau day 12 ding hay sai.

1. Phéng van thao ludn nhém cung cip thong tin tit mot s6 hugng 1én d6i
tugng.
Q Ding O Sai

2. Phdng vin qua dién thoai 12 phuong phép t6t nhat d€ thu thip thong tin
nhanh chéng, va ciing linh hoat hon so v6i phuong phép thu diéu tra.

a Ding 01 sai

3. Ty 1¢ tra 10i cGa phuong phép the diéu tra thudng 14t thip.

(J Ding (J Sai

4. Phutong phdp quan sit i3 céch gitp ta nhanh chéng tim hi€u dugc vé hanh
vi cla khdch hang.

U Ding U sai

5. Dit kign so cdp ducc goi 13 so cdp bai d6 1a thong tin ddu tién ma cong ty
thu thap khi muén tim hiéu vé hanh vi cia khdch hing.
U buing U Sai
) Viéc lua chon phuong phip thu thap dir kién phai cin ci
vao miic do chi tiét linh hoat chinh xdc ctia thong tin ban
<4n va vao thoi gian va kinh phi cho phép.
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BAI TAP TINH HUONG 1
CONG TY PIEN TU HATV (A)

Cong ty dién tir HATV 14 modt trong mudi dai 1y phan phdi cho cdc hang dign wr
logn Sony, Dacwoo va LG Electronics & Ha Noi. HATV ciing 1A kénh phan phoi
cho mot s8 hang dién tir nho khdc nhu Toshiba. Cong ty ¢d mot cira hang bdn 16 &
trung tam Ha Noi.

Sip dén Té&ét Am lich va ong Quan, 16ng giam déc cia HATV, muén nhan dip thai
k¥ ban hang thuin lgi nay dé tung ra thi tnrdng cdc san phim clia minh va tang
cuong mdi quan hé v6i khdch hang. Ong bat ddu nghi cdch d€ gay 4n tuong 16t va
cdm on nhitng ngudi d3 mua hang trade day, khuy€n khich khdch hang quay lai
mua nita va dé cé them khdch hang moi.

Nhiéa doanh nghiép Viét Nam in lich dem bi€u nhung nhu th€ khd t6n kém trong
khi 6ng Quan lai mudn ting s§ d6i tugng 1én cang nhiéu cang 1ot - khodng vai
nghin nguoi. Chi phi in lich va gl buu dign 161 mot s6 ngudi dong nhur vay 13 qua
siic clla Ong.

Ong Quan tinh d&én mot truyén theng khac vao dip Tét: thiép chic Tét, tuong
nhu thi€p Gidng sinh ma ngudi phuong Tay vAn gii t6i ban bé, ngudi than va
khich hang. Thi€p chic Tét di thanh truyén thdng nhiéu nim & Viet Nam dé€ ghi
nhan thanh tich hay bay t& tnh cdm v&i nhan vién, khich hang v ngudi than.
Trén thiép thudng cé ghi chiic mimg v chiic thanh cong nhan dip nam mdéi.

Ong Quén thdy tam dic v&i y tudng nay bdi thiép chic Tét khong t6n kém ldm va
s& 1am céc giao dich kinh doanh c6 tinh chét finh cam hon, Ong ciing dinh cai tién
cau chiic Tét thanh 161 cdm on khdch hang d3 hé trg cong ty, thém mét vai ¥
quang cdo va théng bio vé cdc san phdm va dich vu cha HATV.

Phén ti€p sau mdi 12 phdn khé. Ong s& phéi chuyén nhiing thi€p chic Tét nay t6i
ai vi 1am th€ ndo dé ¢6 duge dia chi caa ho? Giéng nhu nhide chu doanh nghiép
nhé khdc, ong chua bao gidy 1ap co s& dit ligu vé khach hang bdi ldc ndo ong ciling
ngip ddu vio nhing cong viéc quan trong khic. Tuy bi€t diy & mdt cong cu
marketing t6t, nhung ong chua c6 diéu kién thuc hién. Gidr 6ng phai tim hiéu cic
thong tin vé dia chi clia khiach hang, ma lai phai 1am gip.
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May thay 6ng con nhg ra mot ngudn thong tin c6 ich: lust quy dinh dng phai gi¥
hod don cho mgi giao dich ban hang, ma trén hod don lai c¢6 ghi dia chi cha khich
hang. Cong ty chi git hod don bdn hang trong vong mot nam, vi thé 6ng chi ¢6
moét phin danh sach khéach hang truée d'a'y, nhung khéi déu nhy the ciing tam dn.

Nhung mot khé khin ndy sinh 12 hdu hét cic hoi don chi ghi dja chi chung chung,
nhiéu khi b qua muc dia chi. Gng ciing-nhan thdy coé nhiéu thong tin khdc éng
mudn tim hidy vé khdch hang, va bét ddu suy tinh xem sau ndy c6 thé thu thap
chiing nhy the ndo. Ong di yéu cdu nhan vién phai tuc lai hang nghin chi& hod
don bédn hang trong nam va kién'nhin xay du'ng nhu:ng vién gach ddu tién cla co
sO dﬂ' lica Rhaeh hang. '

That 1a 1an cOng*' Ong thﬂy tléc tai sao minh 1a1 khéng baz dau s6m hon. Nhr thé
s& dé dang biét bao va ong s& ¢é duge nhi€u thong tin cdn thi€t hon v& khédch hang
cla minh, thong tin vé noi 1Am viéc, v€ tudi tdc, vé gia dinh, v.v.. Tay nhién cudi
ciing thi éng ciing d3 tri€n khai viéc ndy va nhan thay thi mudn con hon khong
lam.

Ho tap hop théng tin cia 4.000 khich hang. Ong Quan gin thiép chic Tét cho tat
ca, va téng chi phi cho ci khau in 4n vA cude phf buu dién chi cé 6.000 déng mot
chiéc, ré hon nhiéu so v4i phuong 4n bi€u lich. Khdch hang clia ong rit cdm kich
vé t4m thi€p va 11 chiic. Nhiéu ngudi goi dién néi da nhan dugc thi€p va cdm on
ong. Mot s6 khic tham chi tdi ngay clta hiang dé sam Té&t.

Ong rdt hai long thdy sang kién clia minh da dem lai két qua. Gag ciing da thu
duge mét bai hoc vé tim quan trong cua viéc luwu gm théng tin vé& khach. hang
Ong quyét dinh cap nhat co sO dif ligu dé€ sau nay c6 thé gu'l thy tir quing cdo va
lién h¢ v6i khich hang dé dang hon. Ong ciing th4y c4n b6 sung yeu ciu thong tin
trong c4c hod don mua hiang d€ ¢6 thé 18y dugc moi thong tin cin thi€t phong khi
ong tié€p tuc quang c4ao doanh nghiép ciia minh theo cich nay.
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=——  PHAN TiCH BAI TAP TiNH HUONG 1

Hay tra loi nhitng cAu hoi sau dya vao nhimg thong tin'vé tinh huéng néu trén:

1. - Ong Quan ligu c6 thé st dung nhitmg phuong phap nao khéc dé Ien danh
sach khich hang giti thiép chiic TE?

2 Ban khuyén 6ng sau ndy nén 1am gi dé thu thap thong tin vé khich hang?

3. Thanh céng clia 6ng Quan trong viéc ghi thiép chic Tét ¢6 thé duge do
lutmg theo cédch nao?

i2 Thu thdp théng tin vé gud trinh vd xu huong mua hang cia khdoh hing




Qua trinh mua hang cua
nguoi tiéu dung

Quad trinh mua hang cha ngudi tiéu ding khong don thudn 13 hinh dong mua mot
san phim nao d6. Qu4 trinh néy bét ddu kh4 lau truée khi xudt hién hanh dong mua
v con ti€p dién 1au sau d6. Céc cong ty phai chi ¥ vio toan bd qud trinh mua hang
chif khong nén chi tap trung vao duy nhat quyét dinh mua caa khdch hang. C6 thé
thdy ndm giai doan trong qud trinh nay {xem Hinh 2).

Nhin biét Tim kiém Can nhic cdc
van dé thong tin {fim phuong an
(d0i gidy cfi jeeefjiie]  clahing, [ (d6i nio vim
phai thay) miu mi, gid, chan? vira
Iua chon clia tién? ¥ kién
ngudi khic) ngudi khac ra
sao)
Banh gid sau Quyét dinh
khi mua mua |
Xxem ngudi ‘ {mua theo Iy
(khz’ic p%;ﬁm trf hay theo
{mg th& nio, cam tinh}
thir do bén, so
sanh vdi doi
giay cf)

Hinh 2: Qua trinh mua hang cita khdch hang,

Quyét dinh mua hang khong nhit thigt phai tuan tha twén tr theo nam giai doan
nhu so 44 trén, va nhiéu giao dich mua hang khong dam bao da ca nam giai doan.
Chéng han, khi mua gao hay cédc hrong thuc khdc, ban cé thé t6i mot clra hang
quen noi minh vn mua chit khéng cin phai tudn thé qud trinh phirc tap nhu vira
r6i. D6 13 vi ban dang mua hang quen vi da hinh thanh théi quen mua ¢ chinh clta

Thu thdp théng tin vé qud trink va xu huéng mua hang cua khdch hang i3



hang quen dé. Chi khi mua [4n dau, khi mua hang quan trong hay phifc tap thi
ngudd ta mdi tuan theo dii ca nam giai doan. Phdn sau diy s€ mo t4 nam giai doan
nay.

Nhan biét van dé

Qua4 trinh mua hiang bt ddu khi ngudi ta nhan biét dugc vé mot van dé hay nhu
cdu nao d6. Nhu cu nay cé thé do mot dong luc bén trong thitc ddy - déi, khdt, co
don - hay do m¢t dong luc bén ngoai thic ddy - thdy quang cdo hay hing trung
bay hdp din, doc tai liéu hudng din du lich va mudn 1én k€ hoach cho ky nghi.
Chéng han, ban c6 thé nhan thdy doi gidy clia minh d4 bi thiing va can nhic khong
biél nén sita hay thay mdi.

Cic cong ty déu mudn bit khich hz‘mg gap phai van dé gE hay <6 nhu cdu gi ma
ho ¢6 thé gidi quyét bing san pbam ctia minh. Ho ¢é thé sir dung quang cao dé
tzep cin nhanh chéng véi mot dién doi tugng rong dé tuyen truyén vé san phﬁm
cua minh. Vi du cong ty Koya nhan thay nhiéu ngudi ¢6 twong nha bi ndm moc
nén ché& 1aoc mot loai son dac bigt dé chong nam. Sau d6 cong ty quéng cdo rong
rdi dé moi ngudi ciing biét vé gidi phap méi nay.

Tim kiém théng tin

Nhimg ngudi gip phai mot van dé hay c6 mot nhu
cdu s& tim cdch dé thoa mén nhu cdu dé. Ho s8
tim kiém thong tin vé cdc san phdm dép dng duge =

cdi ho cdn. Khi tim kiém, ho c6 thé quan tam hon )"
dén quéng cdo v& cdc san phdm ¢6 lién quan, doc
bdo chi, tim trén Internet, t&i cda hang héi ngudi

bén, va héi ban be, ngudi than A€ c6 thong tin va *L
lti khuyén. Chéng han, néu ban dang muén mua

mot d6i gidy mdét ban s& dé ¥ & cdc quing cdo

giay, t&i cira hang xem dang c6 loai gidy nao, hdi y
nhan vién ban hang, va hdi ngudi quen xem ho ¢é
biét mot kiéu gidy hay cira hang giady nao khong.

/\

Céc cong ty mudn bift ngudi titu ding 14y thong tin & dau dé he cé thé cung cip
théng tin cho khdch hang & d6. Quang cdo va bin hang truc tifp rat guan trong
trong giai doan nay béi cé thé théng qua d6é d€ hudng din khach hang va gidp ho
tim hidu vé cdc sdn phdm hién ¢6. Cong ty Koya quang cdo son chng nim cta nd
trén tap chi “nha dep” va ¢6 mot gian trung bay trong mot hoi chg vé 1am dep nha
0.
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Can nhéc cac phuong an mua

Ngubdi tieu diing sir dyng thong tin thu thip duoc d€ can nhic cic phuong 4n mua
hang. Khé ma biét dugc chinh xdc viéc danh gid nady dién ra nhu thé ndo, nhung
chiing ta biét ring ngudi ta s& mua san phdm ma ho cho ring s& cho ho sy thoa
min cao nhit v4i mitc gid hop 1y nhét. Doi khi viée danh gia dua trén nhilng tinh
to4n thin trong v tir duy logic, nhumg déi khi lai bot phét va theo cam tinh. Chéng
han, quyét dinh mua gidy c6 thé cin cif vdo viéc danh gid cdc dic tinh sén phim
chinh nhu d6 vira chan, do bén, gi4 ca va kiéu ddng. Tuy nhién cling c6 nhimg y&u
t6 v& finh cdm nhu bay hang dep mét, quang cdo dic biét hip din hay nhén vién
ban hang thuyét phuc duoc ho..

Cic cong ty mudn biét ngudi tidu ding dénh gid cdc sdn phdm cha minh nhu thé
nio dé ho cé bién phdp gay anh hudng 191 quyét dinh cla khdch hang. Bén hing
trire ti€p c6 thé gidp thé hién chét lugng va tinh ning san phidm clia ban so véi céc
san phdm canh tranh khdc, va diéu nay rit quan trong khi ngudi tién ding dang
cn nhéc va so sanh céc san phim.

Quyét dinh mua

Viéc can nhic cdc phuong 4n thudng din dén viéc mua hang. Doi khi cé nhilng
yéu t& khon ludng c6 thé Iam ngusi ta dot ngét thay déi quyét dinh. Chéng han,
duoe mi téi du moét bira tiéc sang trong c6 thé khién ngudi khich mua ngay mot
d6i gidy xin va dit tién hon so vdi ¥ dinh lic ban ddu. Nhan xét clia ngudi khéc
ciing c6 thé gay anh hudng dén quyét dinh cudi cling; ching han, vo hay chéng
clia ngudi khich mua cé thé di cting va khong thich kiu gidy dinh mua vi dén
phiit chét ngudi ta c6 thé déi ¥ mua d6i khic.

Cic cong ty mudn gitip khdch hang hoan thanh giao dich mua trudc khi ¢6 nhiing
yé&u 18 tic dong khic. Cé thé dung bién phép khuyén mai dé tao dong co khuyén
khich ngudi tigu dung mua hang, va bdn hang truc tiép cé thé gitp dua san phim
tgi noi thuin tién hon cho ngudi tieu diung.

Panh gia sau khi mua

Bin duoc hang chia phai 1a di xong d6i véi cong ty. Khach hang c6 thé thoa man
hay khong thod min véi san phdm va thudng s& dé€ ¥ tim hiéu xem quyét dinh lya
chon cia minh ¢6 ding din hay khéng. Ching han, sau khi mua mot déi gidy méi,
ban s& rat luu y xem d6i gidy di ¢6 vira chan khong, moi ngudi ¢é nhan thdy ban
di gidy méi khong va ¢6 khen ban chon gidy hop Khong.
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Céc cOng ty ¢é kinh nghiém thu!ong cung cdp théng tin sau khi ban hang cho
khich hang cha minh. C6 thé sir dung hinh thitc quang cdo va ban hang tuc tiép
dé khang dinh v6i ngudi tieu ding ring ho di lya chon diing.

Khuyén khich viéc mua hang cua khach

Quang cdo va khuéch truong sén phdm c6 thé tic déng dén qud trinh mua hang
cha ngudi tieu diing. Mai giai doan c6 thé sit dung nhiing c6ng cu khic nhau, béi
nhu cdu cla ngudi tieu diing & méi giai doan ¢ khéc nhau. Tuy nhién, méi cong
cu khuéch truong thudng cé hiéu qua hon trong mét s6 giai doan nhéat dinh cla
qud trinh 'mua hang so véi cdc giat doan khdc. Tuong ting vdi titng giai doan cd
thé xdc dinh cdc cong cu phit hop. Hinh 3 tém luoc nhiing quan sit nay.

Mhén biét Tim k¥m Can nhic cic ] Quy&t dink Dénh gia sau
vindd thing tin

phuremg &n mua > khimua

Quing cio Quing cis, Bin truc tiép 1+ Khuyén mai,
ban Inge tiép bén truc tiép

Hinh 3: Khuéch tnzong hin hop va qud trinh moa hiang cta ngudi tieu dang.

Guéng tio,
ban true tillp

{ Cac cong ty khong chi can hru ¥ khau guyét dinh moa
\' hang ma phai chd trong vao ca nam giai doan trong

qua trinh mua hang khi lap ké hoach marketing.

16 Thu thap thong tin vé qud trinh vad xu hudng mua king cia khdch hang
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Pién nhitng tir con thiu vao nhimg ciu sau day.

1. Qua4 trinh mua hang cba ngudi ti¢u ding ¢é giai doan.
2. Céac cong ty khi lap k&€ hoach marketing ¢én t4p trung vio giai
" doan trong qué trinh mua hang cla ngudi tiéu ding.

3. Cic cong ty déu mudn bi€t ngudi tieu dang tim théng tin ¢ dau va sg st
dung bién phap vi dé cung c4p théng tin cdn
thiét cho khich hang.

4. Giai doan bt ddu khi ngudti mua nh4n biét dugc mét vin

dé hay mot nhu cdu chua duge dap ing.
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Hiy nghi vé mot sdn phdm hay dich vu ma ban méi mua.

1.
2.

San phdm hay dich vu gi?

Ban di lam gi tro:i_g méi giai doan cla qu4 trinh mua hing.

Giai doan 1-Nhin biét van dé

Giai doan 2-Tim kiém thong tin

Giai doan 3-Can nhic cdc phuong dn

Giai doan 4-Quyét dinh mua -

Giai doan 5-Dénh gis sau khi mua

18
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Qua trinh mua han
cua khach hang la céac to chirc

So v ngudi tiéu ding c4 nhan thi cde 18 chifc thudng mua hang vdi s6 luong ién
hon va ¢ nhiéu ngudi tham gia vao qud trinh ra quyét dinh mua hang. Ké&t qua Ia
qué trinh mua hang cla cdc t6 chifc phitc tap hon so véi qua trinh mua hiang ciia
ngudi tiéu ding. C6 thé xdc dinh duge tdm giai doan trong qué trinh ndy (xem
Hinh 4). Viéc mua hang 14n d4u hay mua nhitng mit hang phirc tap thudng ddi hoi
phai tuan thi todn bo cdc giai doan ndy. Viéc mua hang dinh k¥ (vi du mua
thudng xuyén nhitng mat hang chufin) khong doi hoi phai tuin theo di tdim giai
doan.

Hhan bist #6 t& nhu cdu Bac diém ky thust Tim nguéi
win dé N chlng cita s4n phim cung (ng

Banh gi4 Quy dinh Lera chon Bé nghi gif 8 s

hoat &4ng ] gtao hang RSt cung dng chiao kang

Hinh 4: Qua trinh mua hang cia khich hing 13 céc 18 chitc .

Nhan biét van dé

Viéc mua hing cua khach hang 12 cdc 8 chie bit dau khi ai dé trong té chide
nhan thiy minh gip phai mot van dé hay phat sinh nhu cdu ¢é thé duoc ddp tng
bing mot san phdm hay dich vu. K& hoach san xudt quy dinh nhitng yéu cdu mua
hang hoa, dich vu (day 14 dong co bén trong). Mot nhin vidn marketing thiy cé
san phd&m canh tranh cé thé bit ddu qud trinh mua hang d€ 6 dugc san phdm ndy
{déng co bén ngoai).

Ngudi cung dng mudn biét cdc cong ty khich hang clta minh bit ddu cdc hoat
dong mua hang nhu th& nao dé c6 thé cung cép thong tin vio thdi diém thich hgp.
Chiing han, cong ty banh keo Kinh D6 xdc dinh dugc mot thi trudng bdnh ngot c6
chit lwogng. Sin xudt loai banh nay doi hoi phai ¢é dudng chit lugng cao. Nhin

Thu thdp thong tin vé qud trink va xu huong mua hang cia kiidch hdng 19



vién marketing cua cong ty dudng nio nhin biét va ddp tng nhanh nhit véi nhu
cn nay s€ gianh duge hop ding.

Mo ta nhu cau chung

Doanh nghiép mua hang cin phai xdc dinh duge sé lugng va dac tinh chung cia
cdc mit hang cén thiét. Nhitng mat hang phiic tap cé thé ddi héi phai cé k¥ su hay
ngudi sir dung cdng xdc dinh. Ngudi cung dng mudn tham gia vao giai doan nay
d€ cung cép thong tin vé gid tri cdc dic tinh khdc nhau trong san phdm. Ho c6 thé
giy anh hudng t6i cdc dic diém k§ thuat cha san phdm va di th€ nao di nita cling
nhanh chan hon so véi d6i thi canh tranh béi ho bi€t cin phai 1am gi d€ ban duge
hang. Céng ty binh keo Kinh Do ching han ¢é thé diing k¥ su cha minh dé xdc
dinh ring ho cin dudng mia loai RE.

Dic diém ki thuat cGia san pham

Doanh nghiép mua hang phéi lva chon va xéc dinh c4c dic diém ky thudt clia san
phdm. Day 14 cin cid dé doanh nghiép dé nghi mot s6 ngudi cung vng duge lua
chon giri hé so chio hang. Ngudi cung dng nio c6 thé cung cap thong tin gilip
hinh thanh cic dac di€ém k¥ thuit cho sdn phim clia khidch hing s& cd Igi thé.
Chang han, néu ngudi mua quyét dinh ring ho muén loai bao bi cé thé tdi sinh thi
ngudi cung ng nao chio loai bao bi bang gidy hay cic-tdng s€ cé lgi the.

Tim ngudi cung ng

Nhiém vu ti€p theo clia ngudi mua 12 xdc dinh nhiing ngudi cung dng tiém nang.
Néu day 13 mua 14n ddu hay mat hang dit 1ién hodc thong s8 k¥ thuat phifc tap thi
ngudi mua s& phai mat nhiéu thot gian cho cong viéc ndy. Nhan vién marketing
céin im hiéu nhimg cong ty dang tim ki€m ngudi cung dng va dam bao ring ngudi
ta bi€t t6i minh. Cén bo cung tiéu clia cong ty banh keo Kinh D6 ching han s&
phai lién hé véi nhidu ngudi cung tng duong dé tim hiéu xem ngudi cung iing no
¢6 nang luc cung ting t6t nhit nhilng mat hang cin thiét.

Pé nghi gui hd so chao hang

T4 chitc mua hang dé nghi nhilng ngudi cung mg da tiéu chudn gini hé so chao
hang. Mot s6 hé so chio hang chi cin mét ban catalog san pham hay & bdo gid,
cdn mot s6 ho sa chao hang khiac doi héi phai ¢é thu hay mét hinh thirc trinh bay
chinh thic. Ngudi cung dng gl hd so chao hang phai ¢6 kinh nghi¢m trong viéc
nghién citu, viét ldch va trinh bay.
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Lua chon ngudi cung ting

Buéc ndy tuong Wng véi giai doan quyét dinh mua hang cta ngudi tidu ding c4
nhan. T6 chitc mua hang xem xét lai titu chudn lya chon vi chon ngudi cung ing
ndo ma ho tin ring s& cung cdp gid tri va dich vu t6t nhit. Mbi 15 chic sir dung
céc tieu chudn khdc nhau, nhung néi chung déu ddnh gid cao kha ning ciia ngudi
cung tmg trong vi¢c thich Ung v6i nhiing thay déi vé nhu ciu.

Quy dinh giao hang

Day 1a giai doan ngudi mua hing dam phan véi (nhitng) ngudi cung ting duoc
chon vé cédc yéu cdu vé k¥ thuat, s6 lugng, thoi han giao hang, quy dinh vé viéc
tra lai hang, bdo hanh, bao tri va sia chita. Thuc chit day chinh 14 cdc diéu khoan
hop ddng giita ngudi cung (ng v ngudi mua hang.

Panh gia hoat dong

T& chitc mua hang danh gid hoat déng clia ngudi cung {mg va xac dinh mic do
thoA m#n cha minh d6i véi cdc san pham va dich vu. Viéc dinh gi nay sé& 1a tién
dé dé 16 chiic khach hang ¢6 tiép mc mua hang cha ngudi cung dng d6 hay khong,
diéu chinh hgp déng cung Ung hay huy hop dong. Ngudi cung Ung cin sir dung
céc tieu chudn cla ngudi mua dé tg dinh gid minh vi dam bdo ring ngudi mua
phai duoc thoa man.
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DPanh ddu vao 6 xem cic ciu san diy 13 diing hay sai.

L. Ngudi cung ting cdn cd ging tao uy tin 16t trén thi trudmg dé duge dua vio
danh sach nhimg ngudi cung ng tiém ning.

U bing 01 sai

2 Qud trinh mua hang clia khdch hang 12 cdc t6 chiic don gian va 15 ring hon
qué trinh mua hang clia ngudi tigu ding,

U puing U sai

3. Ngudi cung iing nio cling cé thé glri hé so chao hang khi mot cong ty
thong bdo goi hé so chao hang.

a Pring 4 sai

4. Ngudi mua thutng danh gia cao ngudi cung ing nio ¢6 kha ning dap dng
v&i moi thay ddi trong nhu ciu.

U bang 1 sai

5. Cong viéc clla ngudsi cung Ung hodn 4t khi duge 6 chitc mua hang lya
chon.

U bing U Sai

"
Ngudi mua hang 1a cac td chirc dit hang véi so lugng I6n

J hon va thuong xuyén hon so vdi nguoi tiéa dung cd nhén.
Hiéu va tham gia dugc vio qud trinh mua hang ctia ho sé&
——— I dem lai méi loi to lon.
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Du bao nhu cau va xu huéng
cua ngudi mua hang

Céc cong ty thu thap thong tin vé khdch hang dé biét khdch hiang cin gi nhdm thoa
min nhu cdu d6 bing sdn phdm clia minh. Cdc cong ty sir dung thong tin vé khach
hang d€ du bdo doanh s& vi tim hiéu nhitng xu huéng tidu ding méi. Ho thu thap
nhimg thong tin nay theo ba cach co ban - xem khdch hang rdi gi, lam gi va dd
lam gi.

Khach hang néi gi

Mot céch du bdo nhu cdu 1a hoéi ngudi mua xem ngudi ta dang c6 k&€ hoach gi. Khi
tién hanh diéu tra vé y dinh cia nguti mua thi c¢dn héi xem ho dy ki€n tinh hinh
tai chinh clia minh s& thay doi nhu the nao va ¥ kién ciia ho vé kha nang bi&n dong
ca nén kinh t&€ néi chung. Mot ngudi
dinh mua hang quy mé 1én va cho ring
tinh hinh kinh & néi chung va kha nang
tai chinh cd nhan ciia minh chic chin s&
duogc cai thién thi ddng tin hon & moét
ngudi dinh mua hang quy mo lén trong
khi thay trién vong kinh € qud t6i tim vi
kha nang tai chinh ctia minh khé ¢é thé
duge cai thién. M6i quan hé ciia ban voi
khich hang cang khang khit thi ban cang
¢6 kha nang hdi duge nhimg thong tin
nay, ldy dugc cau tra ki va tin vao 4o
chinh xdc clia cdc cau tra 1o do.

Héi nhitng dv bdo cha nhin vién bdn
hang ciing 12 mot cach khéc dé x4c dinh
xem khich hang dinh mua gi. Nhan vién bdn hing 13 nguoi truc ti€p ndm thi
truomg va ¢6 dugc cdi mhin sau sic vé xu hudng dang hinh thanh. Ho ciing dé dang
chap nhén nhitng dy bio ma ho dua ra va phan ddu dé dat duge céc du bdo d6.
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Cach thit ba dé dinh gid dy dinh mua hang 12 hoi § kién cic chuyén gia trong
nganh. D6 ¢6 thé 14 ngudi cung Gng, ngudi méi gidi, nha phan phai, nha san xudt
vi chuyén gia tu van. Cac chuyén gia cd thé phan tich siu v& mot vin dé, nhung
khong phdi lic nao cling ding. Mot vi du dién hinh 13 du bdo vao nam 1943 clia
6ng Thomas Watson, chi tich tap doan IBM, ring toan thé gidi sé chi ¢6 nhu cdu
nam chifc mdy tinh!

Khach hang lam gi

Thit nghi¢m thi trudng 12 viéc cong ty tung sin phdm clia minh ra ban cho khich
hang & mot thi trudng hep ¢6 lva chon. Cdc cong ty lam thir nghiém thi trudng dé
xem san phdm clia minh ¢6 thanh cong hay khong trude khi dau e cdc ngudn luc
cén thiét d& tung ra todn bo thi trudng. Piu nay dac biét hitu ich ddi véi cdc san
phdm hay thi trudng mdéi c6 ngay co that bai cao. Céc cong ty nhd thudng lam thir
nghiém thi trudng khi ho tung cdc séan phdm mdi ra cho mot lugng khdch hang han
ché& d€ xem khédch hang phin iing th€ nao.

Céng ty banh keo Kinh D6 ching han di thir nghiém ban binh ngot & mot trién
lim va quan sét thdy hiu shu ai cing mua mét chidc dé an va sau dé mua vai
chiéc nita dé mang vé. Céng ty quyét dinh tung san phidm nay ra véi bao bi dac
biét gir banh néng 14u hon phuc vu nhitng ai mudn mua vé nha in.

Khach hang da lam gi

Nhiéu céng ty can ci vao doanh s6 bin hang trudc day d€ dy bdo cho tuong lai.
Qu4 khit thudng 14 cain cif 14t t6¢ d€ du bio cho wrong lai néu nhu khong c6 nhimg
bién déng 1dn trong méi trudng hoat dong (nhu ¢6 mot san phim canh tranh mdi,
thay déi vé cong nghe hay bién déng trong nén kinh t€). C6 thé phan tich doanh s6
va xu huéng trudc day, sit dung s6 liéu théng ké dé dy bdc mot cach hién thuc
nhit khi nang ban hang trong twong lai.

Mot sd cong ty st dung hé thong ddu hitu
canh bdo dé du bdo doanh thu. Ddu hiéu
cdnh bdo 12 moét thudc do ludn thay déi
ciing chiéu véi doanh thu cha cong ty nhung
xay ra sém hon. Ching han, nhitng ngudi
ban dé gia dung va cdc mat haag tidu ding !
khdc biét réng khi 13i sudt gidm, doanh thu | - =zzﬁm§m£§/\
chia ho sé tang boi ngudi tiéu diing c6 thé ¢

tién d€ mua hang nhiéu hon. ﬁf ‘\‘g/ T i

Céc cong ty c6 thé phéi hop sit dung cdc phuong phip nay dé udce luong nhu ciu
va phét hién nhitng thay déi trong xu hudng mua hang. Dy bdo khong bao gidy 1a
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hoan hio, nhung céc cong ty c6 thé rit kinh nghiém va chat lugng du bio nhing
nam sau thudng t6t hon nhimg nam trude.

Du bdo t6t 1a y&u t6 thanh céng quan treng cia mot cong ty. Dy bdo t6i ¢é the 1am
céng ty phai duy tri lugng t6n kho qué 16n gay t6n kém, hoic duy tri lugng tén
kho qué it lam mat di co hoi bén thém hang.
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Pdinh diu vao 6 xem cdc clu sau day 1a ding hay sai.

1. Diéu tra du dinh cla ngudi mua hang c6 nghia 14 héi ngudi mua hing xem
ho du dinh 58 mua gi.

O Piing U sai

2. Thir nghiém thi trudng 1a mot tha tuc hitu ich dé thir nghiém xem viéc ban
mot san phdm cé thé thay ddi nhu th€ ndo sau nay.

Q Bxing (3 Sai

3 Nhiéu céng ty du bdo dya trén doanh s6 bdn hang trude day.

U bing J Sai
4. Diéu duy nht ma ban biét chic vé& du bao doanh thu ban hang 13 du bdo s&
bi sai.

a Puing U Sai

5. Nhan vién ban hang truc tép c6 thé du bio wong d6i chinh xic v€ doanh
s6 bdn va nhilng xu hudng méi.

O Piag U sai

ty. Chit lugng dy bdo cda cac cong ty nam sau thudmg tot
hon nim trudce.

"
\'> Dur bao tot 1a yéu t6 thanh cong quan frong cia moét cong
I_-._ ’
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Nghién cifu mﬂt tinh hu5ng trong 46 ban 1 ngudi mua hang hogc 1 ngudi cung
ting cho mét cong ty khic. Xéc dmh tinh hut}ng khi glao dlCh mua dléfi ra lﬁn dau.

L Mo té tinh huﬁ'ng (ai mua gi clia 3.1)

2. N6i xem ban da 1am gi ¥ng voi Eu‘ng glaa doan cla qué trinh mua hang
Giai doan I—Nhan blé’t vin dé

‘Giai doan 2-Mo6 tA nhu cdu chung

Giai doan 3-Dic diém k¥ thuat cia sin phim .

Giai doan 4~Tim ngudi cmig fmg

Giai doan 5-D¢é nghi giti h8 so chio hang

Giai doan 6-Lia chon ngudi cung ing

Giai doan 7-Quy dinh giao hang

Giai doan 8-Dénh gid hoat dong
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' Lm:; ¥: Bih tﬁp ﬁzﬁ‘i Emfing vé cﬁng ty Thénh Dat ductc sit dung tmng mOi sd cuéin
sich trong nhém chii.dé vé marketing. Vin 1a cong ty d6, nhung méi lic théng tin
Tai khdc nhau boi ching ta phan tich céc mang hoat dong khéc nhau cha cong ty
cho ho‘p vs‘.‘n chu @é cﬁa t%mg cuén sﬁch Do a6 cﬁn phé'n doc ky timg bai tap tinh
hudng. . SIS : .

Gidi thiéu cﬁung vé céng ty

Nguyén 'Ih: Ngoc Nga 1& ngu'én sing 14p va cling chinh Ia glam d6c diéu hanh cia
cong ty Thinh Pat, m6t cong ty da phat trién thinh co s& san xuft bao bi theo yéu
cu cia khéch hang c6 quy m6 1én nhit mién Bic. Ba Ngoc Nga di ty minh giy
- dung cong ty tir ddu iimng mot-moi trudng dﬁy khé khan cha thoi ky chuyéa aéi
kmhtéo'\*"etNam PIR .

Vzéc khfﬂ Elghiép cha céng 1y Thﬁnh ‘Pat tiéu biu cho con dudng hinh thanh cla
khu vyc tu nhan & Viéet Nam, Ba Ngoc Nga va chﬁng 14 6ng Dinh Hai Dat da gin
véi doanh nghiép- nh% nuéc hau hét cudc doi cha minh. CA hai déu 1am viéc cho
mot doanh’ nghiép ‘nhd nude sin xudt tdi vi bao bi nhua theo yéu chu cua khdch
hing & midn Bic. Cong viéc nay khong chi cho ho ki€n thdc tuyét voi vé cong
ngha vi thi mtémg baa b1 va i ﬁn mi cbn glép ho c6 nhiéu m6i quan hé gquy bau
trang nginh

Cﬁng cude. d61 mé‘; ‘duge chinh thlic bit ddu v nam 1986 va nhitng finh vuc ddt
* méi chinh duge trién khai vao cubi nhimg nim 80. Trong boi canh ddi méi ndy,
" Ba Ngoc Nga va-Oong Pat: thiy & cong ty clia ho kha nang cung ing khong dép tng
duge nhu céu. Ho bt ddu say tinh xem liéu mot doanh nghiép t nhan c6 thé dép
© fng dl!uc mOt pban ntﬂmg thi€u hyt nay thmg

" - Bh Ngo'; Nga bét diy. hoat dﬁng tur: doanh Hr-nam 1991 nh:mg vin dong thai lam
 viec chio ‘doanh nghiép nha nude, T6i nim 1995, ba Ngoc Nga thoi viec & cong ty
nha ‘nude va thanh 1ap cﬁng ty Thianh Dat 14 -modt c¢Ong ty t nhan c6- gify phép
chinh'thirc ma- b& lé chu 8@’ hlm va hoat dﬂng theo Luat Ceng ty ban hinh nim
1993, - - :
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Cong ty Thanh Pat di phdt trién thanh co s& sin xust bao bi theo véu cdu cla
khdch hang c6 quy mo 16n nhdt mién Bic. Cong ty chiém khoang 50% thi phéin
mién Béc. Sau mot vai nam phat wién 16i t6c do 18-20%, doanh thu duge béo cdo
nam 1997 cla cong ty 18n t6i khodng 2 ty d6ng (150.000 do 1a M¥). Nam 1997 loi
nhuén sau thu€ bing 4% doanh thu tic 14 khoang hon 80 triéu déng (6.000 d6 la
M#). Vao cudi nam 1997 cbng ty c6 thém mot s8 khach hang mdi va du kién céc
chi tiéu cia nam 1998 sé& tang t&i 300%.

Céac san phim va khach hing

Cic san phdm cua cong ty Thanh Dat 13 bao bi mot, hai va ba I6p. Bao bi ciing
duge phan theo nguyeén liéu khdc nhau 12 bao bi mang (PE) duoc sin xudt tif nhua
téng hop va bao bi dugc sdn xudt tir mang phiic hop (BOPP). Cong ty Thanh Dat
trong nhimg nam ddu chi lam hang PE, nhumg ba Ngoc Nga n6i ba luén ¢6 ¥ dinh
md rong sang 1am hang ch4it luong cao bing BOPP. San xuft bao bi tir chat lieu
BOPP bit ddu nam 1993 va givy day bao bi tir chét liéu mang phic hgp 43 chiém
25% t6ng sén lugng ctia cong ty.

Toan bod nguyén liéu clia cong ty Thanh Pat {3 nhap khdu. Myc in chil y&u cla
Nhat, con dai da s6 nguyén liéu san xust bao bi nhép tir Han Qudc. Cing ahur
nhiéu mit hoat dong khic cua cong ty, mdi quan hé clia ba Ngoc Nga véi cic
cong ty cung cdp nguyén vit licu di dwge xay dung ngay tir khi ba cdn lam cho
nha nudc. Cong ty Thanh Dat thuc ra khong nhap khiu tryc ti€p cdc nguyén lieu
ddu vao ma mua thong qua coOng ty nha nude ca ba Ngoc Nga trube day.

Cong ty Thanh Pat tiép tuc m& rong hoat dong vio nam 1997 va ldn ndy 1a md
mot clta hang bin nguyén vit lidu nganh bao bi che cdc ¢o 56 bao bi khic & Viét
Nam. Viéc bdn muc v nhya hat nhip khde o6 13i hon so véi hoat déng san xudt
truyén thong cta cong ty.

Thi trudng mua bao bi & Viét Nam ¢4 thé chia Iim ba nhém: céc céng ty c6 vén
dAu tr cia nrdc ngodi, doanh nghiép nhi nudce va cdc cong ty tr nhan. Céc oong ty
¢6é v6n ddu tu ctia nuGe ngoai 1a nhig cong ty khé tinh nhat vé mat chét lugng
" nhung ciing 1a nhitng khach hang béo bd nhat béi ho sin sing tra gia cac. Doanh
nghiép nha nudc néi chung duge wu tién hon so vdi cdc cong ty fu nhan bdi ho dé
ti€p c4n cic ngudn von. Cic cong ty tu nhan do thi€u kha niing ti€p can ngudn vn
nén khé ¢6 thé dat hang khéi hugng 16n theo mong mudn clia ngudi cang fing bao
bi.
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Céc cong ty cua Viét Nam kh6 thoi mén yeu cdu vé chift hugng cia céc cong ty cé
¥on du tr clia nude ngoai. Chinh cong ty Thanh Pat d4 gam phdn v6i it ra 12 mot
_cong ty nudc ngodi nhung khong dip ung ndi yéu cdu vé chat lugng ciing nhy s6
luong cia cong ty nay. Chién luge chia cong ty Thanh Pat v6i khich hang Vigt
Nam 12 tim kiém céc doanh. ngfuép vira vi nhé & khu vyc Ha Noi, cdn & nhimg
ving: khéc thi chi gléi han & cdc khég;h h&ng 1a doaz;h nghiép nhA nuéc. Céng ty
‘Thanh Dat di d4p img duge nhu ciu bi quén: lang clia khu virc doanh nghiép vira
va nhd bdi céc doanh nghiép bao bi khdc higm khi quan tim dén nhitng don hang
nhé elia c4c cong ty tu nhan nay. Cong ty Thinh E@t con ¢ thé dat ra nhing diéu
kién bé sung d6i v6i cdc khdch hang tu nhan do vi the doc quyén clia minh trén thi
trigdmg bao:bi cao cip chia cic cong ty tu nhan. Do kh6 khan trong viéc ddi tién céc
«cong ty tir nhan nén cong ty Thanh Dat ddi phai c6 dit coc {thuérng ta 30% tdng
- gid tri don héng} va trd todn bo khi giao hang. Nlumg ngodi ving Ha Noi ra thi
nhﬁ‘ng don ‘hang nho nhu vy th&m chf v6i Cong ty Thanh Pat ciing khéng kha thi
" 1&m, do d6 cong ty. bugc: phéz fim kiém céc herp déng Ién hon véi céc doanh

g nghiép nhé. nudc

Ba Ngoc Nga i(héng muén pbu thuéc ho#n todn vao lam hang cho cong ty cii véi

tu cdch chi 1a thiu phy, diéu-d6 ddi hodi bd phadi quan thm hon cho céng téc
marketing.-Cong ty Thanh Pat hién c6 ba nhan vién dic. trdich viéc lién he véi cic
' khéch h&ﬂg i’uén G(S vacd kfﬂich hang ném néng :

- Cdng ty Thé:lh Dat chua 4p dtmg hé th6ng nghién ctu t}n l:m:(mg bai ban ndo.
“Phuong phép m }aé’m khich hang clia cong ty ciing vin it don gidn. Mdi khi
thiy c6 mét quang cfo ciia mbt khich hang tiém ning, ba Ngoc Nga lai tap hop
mdt s mAn hang vA 16 thuyét trinh & coOng ty d6. Nhung hién nay cong ty Thanh
Dat -dang hoat' d(mg hé’t cong §n§t nén ba cling khong thdy cdn phai duy tri bién

phép néy._ -

Hcrp déng il.‘fn nhﬁt caa. cﬁng ty ’Fhé.nh Dat 1a vé‘l doanh nghlep che Kim Nga cioa
nha nuéc: Da kign: doanh thu tir hop dong n&y len t6i khoang 2 ty déng mot nam,
hdu nhy g&p doi so véi mic doanh thu nam 1997 1a 2 ty déng va chiém mot nita
phin: gia ting tmng doanh thu cua nadm 1998, Viéc sédn xudt bao bi cho thmmg
hiéu Kim Nga n8i tiéng da gitip cong ty ¢6 them mot vai khdch hang méi. Chang
han, cong ty ché Moc Chau da lién he vérl ¢ong ty Thanh Dat nh théy dia chi cha
cong: ty trén b&o bi ché Ktm Nga,

K¢ hoach tmng tn’o‘ng la: o

- Ba Ngoc'Ngaco ké hoach da dang hod v phit trién cdc mat hoat dong ciia cong

~ty. Thi tridng muc tidu chil y&u cha ba 13 c4c cong ty sdn xudt hang xufft khau va
céc cong ty ¢6 v6n ddu nz ctia nwdc ngoai. Cong ty cha ba cén phai ting cudng
ning lyc sin xudt ci vé chdt hugng vi s6 lugng d€ c6 thé tham nhap dugce céc thi
trudmg ndy. Ba Ngoc Nga ciing mudn tham gia vio [inh vire sdn xufit nguyén liéun
ma hién nay ba vi cdc nh sén xudt bao bi khic dang phai nhap ngoai.

30 Thu thap thong tin vé qud trink va xu hucng mua hang ctia khdch hang




i " PHAN TICH BAI TAP TINH HUG'NG 2

Hay tra 1oi nhimg ciu hoi sau dira vio nhimg thong tin tinh hudng néu trén:

1. Khéch hang ciia cong ty Thanh Dat hién nay 13 nhﬁﬁg ai? Néu tdm quan
trong cia mdi khich hang d6i v4i cang ty.

2. Doanh nghiép che Kim Nga la mot trong nhitng khAch hang quan trong
- cha cong ty Thanh Dat. Theo ban, ba Ngoc Nga i cic nhan vién
marketing cla ba c6 thé st dung nguén nio trong nhitng nguén néu dusi
day dé thu thap théng tin vé khich hang nay? Ho c6 thé 18y dugc thong tin
gi tir mbi ngudn?
Dir kién thi cap tir bén ngoai
Bdo

Tap chi
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Co guan nha nudc

Internet

Nguén thuong mai

Dir kién thia cap tir bén trong
HO so chimg tiy ban hang

C4c bdo cdo vé tinh hinh bdn hang

Hod don

Pon dit hang

Daph sich giti thu, quang céo

Phigu bao hanh

Phi€u gidm gia

The hoi vien

Hop déng dich Yu

32
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Dit kién so cap

Quan st

Tham khich hang

.

Hoi chuyén va ling nghe khdch hang

Dit cau hoi véi khach hang

Hoi bing phifu diéu tra

Phéng vin qua dién thoai

Phong vin thdo luan nhém

Thus thdp thong tin vé gud trinkh va xu hidmg mua hang cha khdch hang
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Tong két Cuon sach
Hiy diém lai xem ban di dat dugc tdm muc tiéu néu trong phan ddu cha cuén sich
nay chura.
Téi gidy ban s& phai ¢6 kha nang Iam t6t hon nhiing viéc sau:
1. X4c dinh hai nguén dit kién vé khich hang.
2. Mo ta duge hai dang di kien thit c4p ma cde cong ty ¢6 dugc.
3. M6 1a duoc hai dang d@ kién so cap chinh ma c6ng ty clia ban ¢é dugc.
4, Neéu dugc vu va nhuge di€ém clla bén phuong phdp thu thap dif kién khdc nhau.
5. Néu dugc it nhat ndm nguén thong tin vé& khich hang.

6. Ma td duge ndm budc trong qud trinh mua hang cta ngudi tiéu diing va xdc
dinh cdc hoat déng khué&ch truong hi¢u qua nhit ing véi timg buéc.

7. M@ ta duge tam gial doan trong quy trinh mua hang clia ngudi mua la cic @&
chiic .

8. Xdc dinh hai phuong phdp chinh dé theo déi nhing xu huéng mdi trong mua
hang ciia khich hang.

Cudn sdch niy quan tam dén viéc tang cudng ki€n thiic cla ban v€ loai hinh thong
tin mé ban thu thap vé€ khdch hang cia minh, ngudn va cdch thdc thu thap ching.
Diu tién, ban phai phan biet giifa ngudn dit kién thi c4p va so cdp. Ban da bi¢t hai
phuong phép thu thap di kién so cdp thong qua quan sit hay trao déi. Phuong
phdp trao déi thudng dudi céc hinh thiic nhu thu diéu tra, phéng vin qua dién thoai
hay phong vén truc ti€p.

Sau dé ban d3 tim hiéu v& qud trinh mua hang clia ngudi tiéu ding. Ban phéi nhé
dugc nam giai doan cla qua trinh nay la:

» Nhian bi€t van dé.

s  Tim ki€m thong tin.
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Can nhiéc céc phuong 4n mua hang.
Quyét dinh mua

Piédnh gii sau khi mua.

Va ban c6 thé so sanh sy khéc biét gilta qud trinh mua hang cha ngudi tiéu ding
v qué tinh mua hang cla céc t§ chic. Qud trinh mua hang cia céc t8 chic
thudng phiic tap hon va cé tdm giai doan nhu saw:

Nhan biét vén dé.

M6 ta nhu cdu chung.

Pic diém k¥ thuat clia san phdm.
Tim ngudi cung éng.

Dé nghi giri hé sd chao hang.
Luya chon ngudi cung ing.

Quy dinh giao hang,.

Dinh gia hoat dong.

Cuéi cling, ban cé thé thdy viéc thu thap thong tin vé khach hang rdt quan trong dé
cong ty c6 thé du bio muic ban hang va phdt hién nhimg xu hudng tiéu diing mai.
Ban di thdy tdm quan trong cGa viéc quan sat:

Khich hang néi gi.
Khich hang 1am gi.

Khéch hang d3 13m gi.
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Ké hoach ing dung

Ké hoach ung dung la gi?

K& hoach Ung dung 14 mat cong cu givip ban ép dung nhitng gi ban hoc dugc vao
thuc t& cong viéc ctia minh. Day 13 mot ban huéng din de ban xay dung dé gitip
ban:

. Xem lai cdch thu thip théng tin hién nay cda minh,

. Nghién cdu cédc phuong phip khdc ma ban ¢6 thé sir dung.
. Phan tich nhimg y&u & dnh hudng t6i khdch hang.

. Xdc dinh nhitng xu hudng thay d6i ma ban giip phai,

Lam thé& nao dé hoan thanh mot
K& hoach ing dung?

Ban nén xem lai cdc thong tin co ban, cdc bai tap tr kiém tra, bai tap thuc hanh va
bai tap tinh hudng ma ban di hodn thanh trong cudn sdch nay, va day chinh la
nhimg co s& phuc vu cho viée xay dung k&€ hoach tmg dung clia ban.

Hiy thyc hién timg budc cha ban k& hoach img dung. Hiy suy nghi va chuin bi
cau tra loi cho mdi budc trong ké hoach dng dung. Néu cén thi€t ban ¢6 thé tham
khao ¥ kién hodc 16i khuyén cia cdc ddng nghiép.
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Lam gi véi K& hoach trng dung?

K€ hoach Ung dung 12 danh cho ban. K& hoach dé khéng duoc danh gid chim
diém va khéng ai phai xem lai triY khi ban yéun cdu mot ngudi nio dé xem xét lai.
Nhur di néu trén, k&€ hoach tng dung 12 mo6t cong cu va mot ban huéng din danh
cho ban. -

Sau mét théi gian, ban nén xem xét lai k& hoach ing dung cila minh mot cach
dinh k¥. Hay sita d8i k&€ hoach khi cdn thigt. Hay xem lai:

. Nhing gi dang phit huy tdc dung?

. Nhiing gi ¢6 thé phai cai tién?

. Lam the nao 4 c6 thé thuc hién cédc cai tién?

Hiy thuc hign bat cif thay déi cin thift nio cho bin k€& hoach ing dung ciia ban.
Hay cap nhat ban k& hoach dng dung thuong xuyén, vi du nhu ba thdng mot 14n.
Bimng quén thira nhan su ti€n bd cua ban va hiy an mimg nhitng thanh cong cia

minh. N&u ban phét hién ra nhiing khia canh méi ma ban quan tam, hiy b6 sung
chiing vao k€ hoach iing dung.

Budc tiép theo

Bay gid 12 lic ban bir ddu hoan thianh K& hoach Ung dung & trang sau.
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BUGC 1:, HIEN NAY BAN THU 'mAP THONG TIN
NHU THE NAQ?

Xéc dinh xem doanh nghiép clia ban hién dang sir dung phucng phép nao dé thu
thap théng tin vé khich héng Hiy néi xem ban sir dung cdc-phuong phdp nay nhu
th& nao.

Dit kién thi¥ cap-tir bén ngoai
O Bao

Ti-vi

Thar vién

Céc co quan nhi nudc
fntgrnet

Ngudn thuong mai

O 0D0DCOOCOD

Dit kién khéc. Cu thé:

Cach sir dung;

Thu thdp thong tin vé qud trinh va xu hudng mua hdng cita khdch hang 39
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Dir kién thir cdp-tir bén trong
Hé 50 chimg tir bdn hing
Céc béo cdo vé tinh hinh ban hang

Hoa don

Pon dat hang

~

Danh sach gilfi thu, quéng cdo
Phigu bao hanh

Phi#u giam gid

Thé hoi vién

Hop déng dich vu

oo dou00ddod

Dit ki¢n khdc. Cu thé:

Cach s dung:

Dix kién so cép
Quan sit
Tham khich hing
Hoi chuyén va ¥ang nghe khdch hang
bt cau héi vdi khdch hang
Hoi bing phifu diéu tra
Phéng vin qua dién thoai

Phong vén thao luan theo nhdém

ooo00o0oo0e

Dit kién khéc. Cu thé.

Céch sir dung:
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BUGC 2: BAN MUON THU THAP THONG TIN
NHU THE NAO?

Hay nghién cifu nhitng phuo’n'g phép thu thap thong tin vé khdch hang ma ban hién
chua sif dung. Ban mu6n sau nay sé st dung phuong phdp nlo trong s6 46?7 Ban s&
sit dung nhu the nao?

BUGC 3: NHONG YEU TG NAO ANH HUGNG TOI
KHACH HANG?

Xic dinh nhitng yéu t nio anh huong t6i viec khdch hang mua hing clia ban.

Mua clia ngudi méa ho ¢é cam tinh

Mua cha ngudi ho tin ciy

Dia difm thuan tien

Cé uy tin

Diéu kign thanh todn phi hop

Gié ca ph hop

Diéh vit sad khi bdn hang

Déng tin

Céc san phdm hay dich vu dé€ s dung

Bao bi, dong géi phir hop

o000 0do0O0dood

C6 khéi luong hang hoé phi hop

Thie thap thing fin vé gud irink vd xu hwdng mua hanyg cta khach hang : 47
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Giao himng ding han
C6 thé nang cfp miu mi

MBbi trudng thodi mdi, d& chiu
- . i

Tinh ty trong

Buge-cang edp thong tin hitu ich

C6 hang miy

Trioh bay mot cch chuyén nghiép

Hop mét

VQu,én'g cdo

Céc yé&u t8 khéc. Cy thé,

42
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BUGC 4: CAC YEU TO ANH HUGNG TOI KHACH HANG?

Con ¢6 nhimg y&u t6 ndo ngodi khi ning kiém soAt truc ti€p ciia ban ¢6 inh hudng
161 khach hang khi quyét dinh mua cdc san phém hay dich vu, ai kién nghi mua
hang va ai phé duyeét va k¥ 1énh cho mua hang?

BUGC 5: BAN THAY CO XU HUGNG HOAC THAY POI Gi
MOI KHONG? '

Nhiing xu huéng hodc thay d6i trong méi trudng xung quanh dnh hudng 16i viec
khdch hang ¢4 mua cla ban hay khong:

Thu thdp thong tin vé qud trink va xu ddnrg mua hang clia khdch hang 43




Phu luc A -D3ap an

— — BAI TAP TU KIEM TRA 1
1. Nhimg cau nio mo 14 ding nhat vé dit kién thit c4p?
Dir kién thit cip cé duge tir dit kién so cip.
Dif kién thit cdp c6 vai trd thit y&u trong viéc thu thap thong tin,

v Dir kién thir cap 1a thong tin sén cé béi n6 da duoc ngudi khac
thu thap cho mat muc dich khac.

2. - Dau 12 nhilmg wu diém ciia dit kién thit c4p?
C6 thé khong cap nhat .
v Khong ton kém.
Khé xic dinh dugc d6 chinh x4c.
v Co thé tim dugc ngay.

v Pa cé san.

Thu thdp thong tin vé qud trinkh vid xu lténg mud hing ciia khdach hang - 45
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—_ BAI TAP TU KIEM TRA 2

Dénh ddu vao 6 xem cédc ciu sau day 13 ding hay sai.

1. Phéng védn thao ludn nhém cung cip thong tin tir mot s€ lugng 16n déi
.tuong. Sai

2. Phong vén qua dién thoai 13 phuong phdp t6t nhat dé thu thap théng tin
nhanh chéng, va ciing linh hoat hon phuong phdp thu diéu tra. Ping

3. Ty 1 tra 101 cha phuong phéap thu didu tra thudng rat thip. Ping

4. Phuong phdp quan sdt Ia cdch gidp ta nhanh chéng tim hi€u duoc v& hanh
vi cha khéch hang. Sai

3. Dif kién so cip duge goi Ia so cip boi d6 1a thong tin ddu tién ma cﬁng ty
thu th&p khi mudn tim hiéu vé hanh vi cila khdch hang. Sai

46 Thu thdp théng tin vé qud trinh va xu huong mua hing cia khdck hing
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Dién nhitng tir con thi€u vio nhitng cau sau day.
1. Quad trinh mua hang ctia ngudt tidw diing ¢6 nim giai doan.

2. Cic cong ty khi 1ap k€ hoach marketing cin tap trung vdo ca niam giai
doan trong qué trinh mua hang cua ngudi tiéu ding.

3. - Céc cong ty déu mubn bi€t ngudi tieu ding tim thong tin & dau va s& s
dung bién phip quang ciae va ban hang truc ti€p d€ cung cip thong tin
cin thi€t cho khich hang.

4. Giai doan nhan biét vin dé bit ddu khi ngudi mua nhan biét dugc mot
van dé hay mot nhu cdu chua duge dép ting.

2]
ASYS BAI TAP TU KIEM TRA 4

Dinh ddu vao 6 xem cic cdu sau day la diing hay sai.

1. Ngudri cung img cén ¢6 ging tao uy tin 6t trén thi truomg dé duoc dua vao
danh sdch nhiing ngudi cung ting tiém nang. Ping

2. Qud trinh mua hing cia khach hang 1a cdc t6 chic don gidn va 16 rang
hon qua trinh mua hang ciia ngudi tiéu diing . Sai

3. Ngudi cung tng nao ciing ¢é thé gii hé so chiao hang khi mot cong ty
thong bdo goi chao hang. Sai

4. Nguoi mua thudng ddnh gid cao ngudi cung ting nao cé kha nang dép Ung
v6i moi thay déi trong nhu cdu. Piing

5.  Cong viéc cla ngudi cung tng hodn 4t khi dugc ngudi mua lya chon. Sai

Thu thdp thong tin vé qud trink va xu hutng mua hdng ctia khich hang 47
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— BAI TAP TU KIEM TRA 5
Danh ddu vao 6 xem cac cau sau day Ia diing hay sai.

1. Biéu tra du dinh cia ngurdt mua hang c6 nghia Ia hdi ngudi mua hang xem
ho du dinh s& mua gi. Péng

2. Thirnghiém thi trudng 12 mot thii tuc hitu ich d€ thir nghiém xem viéc bdn
mot san pham da ¢6 sin c6 thé thay déi nhir the nao sau nay. Sai

3. Nhiéu cong ty dy bdo dua trén doanh s6 ban hang truéc day. Bing

4. biéu duy nhit ma ban biét chic vé du bdo doanh thu bdn hang 1a két qua
dy bdo s& bi sai. Diing

5. Nhan vién bén hang tryc ti€p ¢6 thé du bdo tirong déi chinh x4c vé doanh
38 ban va nhitng xu hudng mdi. Diing

48 Thu thdp théng tin vé qud trink va xu huéng mua hing cia khdch hang



Pﬂ o
o>

s

'h-—-i“t! L o

BAI TAP THUC HANH 1

Hiy nghi vé mét sdn phdm hay dich vu ma ban méi mua.

1.

2.

' San phédm hay dich vy gi?

Néu bit cit sén phdm hay dich vu nao déu dugc. Tét nhéit 1a néu mot
tinh huéng mua hang Kin ddu hay phitc tap béi nhyu thé sé bugc ban
phai tuan thi dd ca nam giai dean cia quy trinh nay.

Ban d3 lam gi trong mdi giai doan clia quy trinh mua hang.

Giai doan 1-Nhan biét vin dé

Piém man chét & day la viéc xac dinh mét vin dé hay mét nhu ciu
chua dugc dip dng, chiing han d6i giay cia ban bi thing nén phai
mua gidy mdéi.

Giai doan 2-Tim ki€¢m thong tin

Mot s6 phuong tién Idy thong tin 13 quang cdoe, t gidi thién san phim,
t¢i cira hang hodi ngudi bian, doc bio chi, tim trén Internet, va héi
ngudi quen. Ching han, ban dang tim thong tin dé mua giay méi, ban

. ¢6 thé téi clta hang xem ¢6 nhilng mau m3 va nhan hiéu nao, gia ca

bao nhién. Ban ciing dé ¥ xem moi ngudi di giay gi, kiéu giay nao dang
I3 mét, va ban co thé hoi ngudi quen xem ho ¢é biét gi vé cac san
phdm gidy va cira hang bin giay khéng.

Giai doan 3-Can nhic cdc phuong 4n

Ban phai néu duoc nhimg ich lgi ma ban phai ¢6 khi mua sin phim?
Khi can nhic cic phuong 4n thi dac tinh nao cia san pham la quan
trong? Chéng han, ich lgi tir viéc di giay méi c6 thé Ia sic khoé, sy an
toan va su thoai mdi. Khi can nhic cac phuong an, cé thé tinh dén mot
s dac tinh quan trong nhy sy thoai mai, do bén, gia ca va kiéu dang.

Thu thap thong tin vé qud trinh va xu hudng mua hang cia khdch hang ' 49




Giai doan 4-Quyét dinh mua

Cudi cing ban mua gi? Ban c6 xic dinh nam yéu t6 cha mét quyét
dinh mua hang hay khong: mua hang nhan hiéu gi; mua tir cira hang
niao; mua bae nhitu; khi nao mua va tra tién nhu thé nao (tién mat,
mua chiu hay dat coc)? 7

(iai doan 5-Panh gid sau khi mua

Ban cam thiay hai long hay khéng hai long sau khi mua? Ban ¢6 mua
ti€p san phdm nay hay khong? Ban c6 gi6i thiéu san phim nay véi
ngudi quen khong? Ban c6 hai long vdi cong ty/nhan vién ban cho ban
san phdm d6? Ban cé gi6i thiéu cong ty nay cho ngudi khic khong?

50 Thu thip thing in vé gud irink va xu hudng mua hang cia khdch hang
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Nghién citu mot tinh hudng trong 46 ban 12 ngudi mua hang hodc 1 ngudi cung
tng cho mot cong ty khdc. X4ac dinh finh hudng khi giao dich mua dién ra 14n ddu.

1. Mo ti finh hudng {ai mua gi ciia ai).
2. N6t xem ban d3 1am gl dng v46i timg giai doan clla qué trinh mua hang.

Giai doan 1-Nhan biét véin dé

Ban phai nén dugc dé 12 nhu cdu gi va ai xac dinh nhu can d6? Pong
¢o d€ nhan biét vdn d¢ 12 tix bén trong hay bén ngoai?

Giai doan 2-Mo ta nhu cdu chung

Ban phai néu dugc dac diém ctiia nhu cétu va sé hrgng can thiét lic
dau? Ai chiu trach nhiém guyét dinh ahimg vin dé ndy? -

Giai doan 3-Pic tinh san phdm

Ban phai xac dinh dugc cic dac tinh san phdm? Ban c6 biét ai chiu
trach nhiém quyét dinh cic dac tinh nay khong?

Giai doan 4-Tim ngudi cung iing

Ban phdi néu duge cdch xac dinh ngudi cung img. Ban ¢6 biét da xic
dink duge bao nhiéu nguti khong? :

Giai doan 5-D¢ nghi gifi hé so chao hing

Ban ¢6 mo ta yéu cdu cia minh khong? C6 nhimg hé so chio hang
nao?

Giai doan 6-Lua chon ngudvi cung Gng

Ban c6 néu duge nhiing tiéu chuin dé quyét dinh lya chon khéng?
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Gial doan 7-Quy dinh giao hang
Ban c6 néu duge cdc tiéu chuin k§ thuat, sé lwong, thoi han giae hang,
quy dinh vé viéc tra lai hang, dich vy bao tri va bao hanh?

Giai doan 8-Dénh gid hoat dong g
Ban ¢6 néu dugc cdc tiéu chudn da &p dung khong? C6 dat hang tiép
khing? '

-
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i ! BAI TAP TINH HUONG 1 HATV (A)

Hay tra 13 nhifng ciun bt sau dua vao nhilng thong tin tinh huéng néu trén;

i. Ong Quan licu c6 thé si¥ dung nhitg phuong phép nao khdc dé 1én danh
sdch khdch hang g thi€p chic Tét?

Hoa don la mét nguon théng tin t6t, nhung thong tin khong hoan
chinh va chi ¢6 théng tin vé nhimg khach d3 mua hang cia é6ng.
Nguén nay khong cung cidp thong tin vé nhimg ngudi tiéu dang hay
can b cung tiéu cta cic doanh nghiép toi cong ty nhung khong mua,
va nhimg ngudi muén mua cic san pham dién tir nhung chua téi
HATV lan nao.’

Ong Quan ¢6 thé lay théem thong tin thit cip trong noi bo tir nhimg
nhan vién ban hang da gap cic doanh nghiép-khach hang tiém nang
chua mua hang cia HATYVY. Thong tin nay thudng cd trong cac bao
cao vé tinh hinh ban hang clia nhan vién.

Ong Quan ¢ thé liy thong tin thi cdp vé khich hang tiém nang tir
cdc nguon bén ngoii sau:

- Pién thoai trang vang (tit ca cdc cira hang ban ié dién tix déu Ia
khich hang tiém nang).

- Danh ba cic cong ty, phét hanh hang nam.

- Pia CD cia Phong Thuong mai va Cong nghiép Viét Nam, cip
nhat sau thang mot lin.

- Bia CD do cic doanh nghiép khac cung cap.
- Cic trang web v€ doanh nghiép vira va nhé.
- Danh sich thanh vién cha cac hiép hoi doanh nghiép ban 1é.

- Héi ngurvi cung itng (nhi san xudt) xem ho e dir kién nao co ich
khong.

Thu thdp thong tin vé qué trink va xu hudng mua hang cia khdch hang 53




- C6 thé mua danh sich ngudi cin giri thu, quang cde trong ving theo
yéu cdu vé do tudi, thu nhap va cic dac diém kh4c phi hop ddi tuong
khéach hang muc tiéu cua cira hang ban Ié coa ong.

Ban khuyén 6ng sau niy nén fim gi d€ thu thap thong tin vé khédch hang?

Thiét ké lai méiu hod don dé nhan vién ban hang ¢é chd dién nhimg
thong tin éng cin tim hiéu vé timg khach hang:

Thﬁng tin dé lién hé: Tén, dia chi, dién thoai, fax, thy dién tir.

Thong tin vé khach hang: Loai hinh cong ty hay ngudi méi giéi cho
cong ty mua hang; véi khich hiang ban 1é thi dé 12 tudi tdc, nghé
nghiép, gia dinh, nhan hiéu va ndm san xuft cila xe may/xe hoi.

Thong tin ban hang: Ho mua gi, s6 lwong, muc dich mua.

Théng tin vé viéc ra quyét dinh mua: Ai trong cong ty hay gia dinh
tham gia vao qu4 trinh ra quyét dinh mua hang (xdc dinh ngudi nao
ra quy€t dinh mua néu c6 thé; déng thii phai xiac dinh cang nhiéu vai
tro cang tot trong s6 bay vai tro cia mot quyét dinh mua [xem cudn
sach "Thu thap Thong tin vé khiach hang"]}). :

Thiét k& lai miu bao cdo vé tinh hinh bin hang dé c6 duoc nhimg
thong tin tuong dng nhar trén hoa don.

Té chirc thi hay boc tham ciing 13 moét hoat dong khuéch truong tét dé
khach hang va cac doanh nghiép cung cdp théng tin vé ban than ho va
céch thic lién hé véi he.

Thanh céng cha 6ng Quan trong viec giti thi€p chic Tét c6 thé duge do

hudng theo cich nac?

Ong giii 16i dugc bao nhiéu khach hang:

- Bao nhiéu hod don bin hang khong cé thong tin ddy du vé dja chi?
- Bao nhiéu thi€p chiic Tét bi buu dién givi tra lai?

Khich hang phan dng thé nao:

- Bao nhiéu ngudi goi dién {quan sat)?

34

Thu thép thong tin vé qud trinh va xu hudng mua kang cia khack hang




- Héi khich hang khi nhan vién bdn hang gap im sau dé (dix klén sg
ciip-phong van truc tiép}

- Lién he véi m&t 56 khéch hang ﬁé hm (du’ klén SO cﬁ;i-dimg tinr diéu
tra hoﬁc phong vﬁn trige ﬁé’p}

. Gng Quﬁn itoc héi duoc gi tit kmh nghrém nay?

- Sau ba Ehang ths hé {:hﬁng ﬁ:ﬁng tin ctia (‘mg dlmc cai thféa niuz thé
néo“

- Tceng 56 nhitmg goi 5* néu & cau hoi 2 c6 bao phiéu duge thue hién?
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- BAI TAP TINH HUONG 2
CONG TY THANH PDAT

Hay tra 18 nhitng céy héi sau dua vao nhing thong tin tinh hudng néu trén:

1.7 Khéch hang cha £6ng. ty Thanh Pat hién nay Ia nhitlng ai? Néu tdm quan
g - trong clia mdi khdch hang doi véi cong ty.

Doanh nghiép ché Kim Nga ciia nha nuéc la khich hang quan trong
' nhét hién' nay ciia cong ty Thanh Dat béi né gop mot phin Ién vao
~ doanh thu cha ¢ong ty. Hop dong 44 ky da tao deanh thu du kién lén
- 61 2 ty ddng mot nam, lam tang gdp doi mic doanh thu nim 1997 ciia
cong ty 1a 2 ty dong va chi€ém mét nira phin gia ting doanh thu du
kién cho nam 1998. Hop dong nay ciing la tién dé dé c6 cic hop dong
khac. :

Céac cong ty bao bi khac mua nguyén vat liéu tir cong ty Thanh Pat 1a
cac khich hang quan trong tiép theo cfia cong ty béi mic lgi nhuan
cao ciia cong ty thu dugc tir cac khach hang ndy. Viéc bdn nguyén vat
liéu tao ra nhiéu lgi nhuan hon 1a cic hoat déng san xuét truyén thong
ciia cong ty. Doanh nghiép nha nude ma ba Ngoc Nga 1am viéc trude
day la mét ngudi cung img quan trong bdi day chinh 13 ngudn cung
img nguyén vat liés bao bi coa cong ty.

Doanh nghiép vira va nhd & mién Bic Ia déi tuong khach hang quan
trong thit ba ctia cong ty. Pay 1a mot thi trudng muc tiéu ma cac cong
ty khac khéng quan tam t6i va cong ty Thanh Dat gin nhu cé thé déc
quyén d6i vai thi truimg bao bi chét Iugng cao cia cic cong ty tu nhan
mién Bic.

2. Doanh nghiép che Kim Nga Ia mét trong nhitng khdch hang quan trong
cha cdng ty Thanh Pat. Theo ban, b3 Ngoc Nga v cdc nhan vién
marketing ciia ba ¢6 thé sir dung ngudn nao trong nhilng ngudn néu dudi
day dé€ thu thap théng tin v& khéch hing nay? Ho c6 thé 1dy dugc thong tin
gi tir mbi ngudn?
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Dit kién thir cdp-tit bén ngodi

Bio, tap chi, radio v ti-vi cb thé cung cfip thong tin néng héi vé hoat

dong cua cic cong ty 4a c6 danh tiéng vi vé thi frudng c he noi chung.
Quéng cio vé cic sén phﬁm cua cong ty ciing 14 mot ngudn thong tin

quan frong.

Thu vién c6 tké 6 thong tin vé lich sit cong y va vé thi mudng ¢ he néi
_ chung.

'Cc co quan nha nwdc c6 thé cung clip thong tin vé hoat dong, chinh
sach v nhin sy cua cong ty (day 1A mot doank nghiép nha nudc).

Internet c6 thé cung cfip rét nhiéu thong tin ve céc sén pbam, nha sén
xuflf va xu hudng thi trrudng c hé.

Céc ngudn thuong mai co thé cung clip thong tin diic thu vé cong ty va
vé Viét Nam.

Dit kién thir cdp-tit bén trong

Hé so chitng fir ban hang cho thiy fink hinh bin hang cta cong fy
nay.

Céc bao cao vé Ank hinh ban hang clia nhan vién marketing sé cho
thay ai la ngudi c6 ti€ng noi trong quy frinh mua hang v c6 thé cung
cp thﬁng tin vé mite do hai Iéng cha cong ty v6i cic sén phm va dich
vu cua céng ty Thanh Dat.

Hoa don cho thiy d& ban duogc gi, gxé bao niuéu, ngay giao hﬁng va
ngﬁy thanh :oaa

Pon dat hang sé cho thiy cong ty dat hang gi, khi nao va ai dat.

- Danh sach gui thu, quéng cao 16i nhitng nhin vaf quan frong frong
cong ty. Think thoéng nén gii thong tin giGi thitu vé céc sén phdm va
dick vu cua Thanh Dat t6i doanh nghiép c hé Kim Nga, vi giri thu vao
nhitng dip dac biét, nhu ghi thidp chic Tét, dé fao dung va duy #ri
hink énh tich cuc ca cong ty Thanh Dat.

Phi€u béo hank c6 thé gitp tang chit lugn g ciia sén phim.

Phiéu giém gia c6 thé 1am rang khoi lugng hang ban.
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Thé héi vién c6 thé lam nga’iﬁ ta mua hang thuong xuyén,

| Cé thé su éung h{rp déng dich vn ﬂé goi m& nhimg cach lam an méi.

Qg’ kién sg s@

:Quan sét g;up hinh thanh mbt bigc tranh vé nhu’ng gi dang dién ra.

Nhén vién ban hang va ba Ngoc Nga tham khéch hang d4é tim hiéu

 xem ai Ja ngudi quan trong & Kim Nga, ho hai l(‘mg dén mite d¢ nao

doi véi cong ty Thanh Bat, va xem liéu ho ¢6 nay sinh thém nhu ciu

. méi vé bao bl khéng

_Hm chuyén va lﬁng nghe khach ‘hang 12 mot phén viée phai tam khi

t6i tham. khéch hang

Cé thé dat cau hél trong khi di tham khach hang.

C6 thé tién hanh didu tra biing phiéu diéu tra cho nhimg myc dich dic
biét, chﬁng han dé nghi deanh nghiép Kim Nga va nhéan vién cia he
dién vio mét phi€u diéu tra 4é xem ho hai long dén mic nio véi cong

-ty Thanh Pat sau mot nam thyc hién hop dong. -

Ciing c6 thé phong vin qua dién thoai v6i cing mot Iy do nhu déi véi

. hinh thicc phiéu diéu tra.

o C6 thé ép di,mg phmmg phép phong viin nhém tap trung véi doanh
' nghrép Kim Nga va nhén vién cha ho xem ho hai 1ong d€n miic nao voi

cong ty Thanh Pa¢ vi/hodc hinh thanh ¥ tiréng hop téc thém giita hai

- cong ty.
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Phu luc B - Chu giai Thuat ngir

B

Ban buon (Wholesaling) Hoat dong bdn hang cho ngudi ban 1€, ngusi bdn buodn,
cic doanh nghiép san xuit - nhitng ngudi khong bin hang t6i ngudi tiéu ding cusi
cung.

Bian buén khong tra cham va khéng van chuyén hang (Cash-and-carry
wholesaler) Ngudi ban budén khong chip nhan viéc tra tién sau va khéng cung tng
dich vy van chuyén hang ho4.

Ban buon trung gian (Wholesaling middleman) Thuat ngit c¢é nghia rong, bao
g6ém: ngudi bdn budn (ngudi cé todn quyén quyét dinh véi sin phdm cé trong tay),
dai 1¥ va ngudi méi gidi - nhitng ngudi hoat déng ban budn, song khong c6 quyén
d6i vai hang hod.

Ban hang co rang budc (Tied selling) Mot thda thudn trong d6 néu ré mét nha
ban buén trung gian chi cé thé tr& thanh dai 1y déc quyén phan phéi cho san phim
clta mot hing khi déng thdi cling bén céc san phdm khéc cla cing hing nay.

Bédn hang got ¥ thuyét phuc (Suggestion selling) Khach hang mua nhiéu hon
nhO ngudi ban hang da giéi thidgu cho ho nhitng san phim phu trg, cdc chuong
trinh khuyén mai dic biét, cdc dot ban hang c6é tinh thai vy,

Ban hang sang tae (Creative selling) Viéc ban hang trén co s& da phan tich k¥
ludng nhimg dic diém cha qua trinh ra quy€t dinh mua hang cia khdch hang.

Ban hang qua catalogue (Catalog retailer) Ngudi ban hang c6 phong trung bay
san phdm miu. Khich s& dat hang qua céc catalog tai cira hang. Sau dé don hang
s& duoc thure hign tai kho hang hoic tai clra hang.

Ban hang truc tiép (Personal selling) Nhin vién bin hang truc ti€p thuyét phuc
khéch mua hang cha minh.

Ban 1é {Retailing) Hoat dong cha d6i ngil bin hang vi ciia doanh nghiép d€ ban
hang t6i ngudi tidu ding cudi cing.

Bén 1é kién khac biét (Specialty retailer) Ngudi bén 18 phdi hgp mot cich doc
ddo cic yéu 18 san phim, dich vu viyhoic uy tin dé thu hit khéch.

Ban 1€ t6i tin gia dinh (House-fo-house retailing) Pua hang t6i bin tdn nha
khdch hang.

Bén pha gia (Pumping) Hang hod xuat khéu véi midc gid ré hon 4t nhiéu so véi
gid bin noi dia. '
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Bao hanh (Warranty) Cam k&t ctia ngudi ban d6i vt ngudi mua vé viée ho s&
chin trich nhiém thay th€ nhiing san phim hong hoac hoan tra tién trong mot
khoang thai gian nhét dinh.

B thiu (Bid) Trong thi trudmg céc t8 chdc, khi mot nha cung dng viét thi chio
hang cho cong ty ¢6 nhu cdu mua mot loai hang hod hodc dich vu.

Bién déng ciia cAu (Demand variability) Trong thi trudmg céc t6 chic, 12 anh
huémg chia cdu (phéi sinh) dén nhu cdu vé cdc san phdm lién quan trong viéc san
xuit hang tieu ding.

Bi¢u d9 quan Iy (Control charts) Biéu d6 biu dién k&t qua hoat dong thuc t€ cla
doanh nghiép so v6i tieu chudn/quy dinh dit ra.

Biéu dién thuc hanh (Demonstration) Mot khau trong qué trinh ban hang trong

dé nhén vién bén hang thir nghiém viéc sir dung/thuc hanh ngay trén sdn phim
trong qud trinh gidi thidu.

C

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

Can can thuong mai (Balance of trade) Su chénh léch gita kim ngach xuit khiu
va nhép khdu ciia mot quéc gia.

Can can thanh toan (Balance of payments) Dong tién ra vio cha mot qudc gia.
Cong ty quang cao (Advertising agency) Cong ty doc 1ap lam cong viée dich vu
hd trg ngudt mudn quang cdo trong viéc 1ap k€ hoach va thuc hign cic chuong
trinh quéng cdo.

Cam nhén (Perception) Céi ta cam thdy nhd cdc gidc quan.

Cam nhan c6 tinh chon loc (Selective perception) Su nhan biét cla khich hang
d8i véi cdc tdc nhan kich thich chi ¢6 duge khi ho muén cam nhan chiing.

Cam nhan 4n ¥ (Subliminal perception) Su cim nhin sau hon mic nhan thic bé
ngoai.

Cam nhan vé san phim (Product pesitioning) N6i vé cAm nhan cla ngudi tiéu
ding v€ céc dic diém, cong dung, chat lugng, wu vi nhuoc diém clia mét sdn
phim.

Cau (Demand) La yéu ciu vé hing hod clia ngudi tiéu diing trén thi trudng

CAu phai sinh (Derived demand) Trong thi trudng cong nghiép, 12 nhu cdu vé san
phdm céng nghiép, c6 lién quan d€n nhu cdu vé san phdm tiéu ding.
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Cim van (Embargo) Lénh cdm hoan toan vé viéc mua ban mot loai hang ho4 nio
dé hoiéic quan hé butn bin véi mot qudc gia.

Chao hang don lé (Individual offerings) Mot trong nhitng thanh phin co bén ciia
chién luge san phdm hén hop, chi chio hang m6t sin phdm ma theéi.

Chao hiang ngau nhién (Cold canvassing) Goi dién chio hiang qua dién thoai 16i
mot nhém khiach hang ngiu nhién; it mang lai hidu qua va trién vong.

Chi nhanh ban hang (Sales branch) Chi nhanh cila mot doanh nghiép san xudt
1am chitc ning kho trung chuyén diéu hing cho timg khu vuc thi trdmg, chiic
ning cong viéc tuong ty vai tro ciia moét nha bén budn doc lap.

Chi phi ban hang trén mot don vi san pham (Sefling expense ratio) Mé&i quan
hé giiia chi phi ban hang va téng san phdm thuc bén.

Chi phi c6 dinh (Fixed costs) Chi phi khéng phu thudc vio khéi luong san phdm
san xudt, vi du nhu chi phi khdu hao nha xuéng, chi phi bio hiém.

Chi phi ¢0 dinh trung binh (Average fixed cost) Biang téng chi phi c6 dinh chia
cho s6 lugng sdn phdm san xudt,

Chi phi kha bién (Variable costs) Chi phi c6 thé thay d6i khi sén lugng thay déi,
vi du nhu chi phi nguyén vat liéu, trd luong cho ngudi san xuit tnuc tiép.

Chi phi kha bién treng binh (Average variable cost) Bing t6ng chi phi kha bién
chia cho sé lugng san phdm san xudt.

Chi phi t0i wu (Cost trade-affs) Phuong phip “hé théng 18ng thé” 4p dung cho he
théng phan phoi. Chi phi tai mot s6 b phin chifc nang trong cong ty s& ting lén
trong khi O mét 56 bé phan khic 58 giam xudng, song toan bo chi phi cho hé théng
phan phdi s& dat mic t6i vu.

Chi phi trung binh (Average cost) Bing téng chi phi chia cho s& luong sén
pham. ' .

Chién luoc ddy (Pushing strategy) Cic hoat déng khuéch.truong sin phdm téc
dong tryc tigp tdi cdc kénh phan phéi, vi du nhu hd tro quang cdo, chiét khéu,
giam gid, bin hang truc tiép va cdc hoat dong tro gitlip ban hang khic cho céc dai
Iy.

Chién hroc gia (Pricing strategy) MOt nhan 16 trong cic quyét dinh marketing, né
lién quan truc tiép t&i viéc 1am sao dinh ra dugc mot gid ban phéi chang ma vin
mang lai lgi nhuan cho doanh nghiép.

Chién lugc kéo (Pulling strategy) Thong qua cic hoat dong khuéch truong sin
phidm dé thu hit thém khdch hang, 13m tang cfu. Chién lugc nay thudng gdy sic
ép cho mang luéi phan ph6i. Khi nhén thdy cdu tang 1én céc thanh vién cha mang
luéi phan phéi s& hoat dong tich cuc hon dé dép img luong cdu mdi ting nay.
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Chién luge khuéch truong san pham (Promotional strategy) Mot phén trong
chi€n lugc marketing, lién quan dén hoat ddng bin hang truc ti€p, quang cdo va
cic cong cu Khuy#n mai.

Chién lvgc marketing khong phan biét (Undifferentiated marketing) Doanh
nghiép chi san xudt mot loai san phdm vi chi 4p dung mot hén hop marketing duy
nhit d€ ti€p can ngudi tidu ding.

Chién lugc marketing phan biét (Differentiated marketing) Lap k&€ hoach
marketing khéc nhau che ting phan doan thi trudmg trong thi trudmg téng thé.

Chién lugc marketing trong diém (Concentrated marketing) Kiéu nhy chién
luge marketing phan biét, doanh nghiép chon mot phan doan trong thi tredng 1éng
thé va danh toan b6 nguén luc marketing d€ phuc vu phan doan thi trudmg dé.

Chién luge phan phoi (Distribution strategy) M6t khiu trong qua trinh di dén
quyét dinh marketing, lién quan dé&n viéc quan 1y hang hod v chon kénh phan
phdi.

Chién tugc san phim (Product strategy) La mot khau ctia quy€t dinh marketing,
g6m: thiét ké bao bi, tén, thuong hiéu, chinh sich bao hanh bao tri, chu ky song
cha san phdm vi phat trién sdn phdm méi.

Chiét khidu mua hang (Trade discount) Khoin gidm gid cho thanh vién mang
phan phéi hodc ngudi mua do ddp tng duge moét s6 chifc nang marketing do cong
ty d ra. Cdn duoce goi la chi€t khau theo chifc nang.

Chiét khau mua hang véi s6 luong lon (Quantity discount) Gidm gid ban khi
khich hang mua vé&i s6 lugng nhidu. Chiét kh&u mua hang ¢6 th& dp dung hoic
trén co s& cong dbn (cong dén luong mua cha khich hang dé trong moét khodng
thoi gian nhét dinh), hodc trén co s& giam gid ngay cho timg 14n mua {mua I4n nao
gidm gid 14n d6).

Chu nghia ngudi tiéu ding (Consumerism) Ngudi 1dm marketing quan tam dic
biét t61 nhu cdu va udc mudn clia ngudi tiéu ding khi ho dua ra nhitng quyét dinh
marketing.

Chu ky song ciia san pham (Product life cycle) Bit ddu i khi sin phdm ra doi
cho t6i khi mat di. Mat chu ky s6ng gdm cdc giai doan: tham nhap, tang trudng,
b#o hoa va suy thoai.

Chuéi cira hang (Chain stores) Tap hop céc cira hang bin 1& cling mot hé thdng
quan 1§ va ban cling mot loai sdn phdm.

Chu#n bi hang (Sorting) Cic kénh phan phdi dam bao duy tri lugng hang ton
kho 80 dé d4p tng nhu cdu cla khich hang, bao gdm cédc khau: gom hang, phén
loai hang, chon loc hang.
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Chinh sach gia (Pricing policy} Chinh sich chung x4y dung trén co s& cdc muc
tieu gid da dé ra. Chinh sich nay duge st dung dé dua ra nhitng quyét dinh cu thé
vé gid. :

Chinh sach gia hét vang sita (Skimming price; Chinh sich dat gid cao cho san
phdm méi ngay tir khi tham nhép thi trudng.

Chinh sach gia linh hoat (Flexible pricing) Chinh sach duy tri gid cta mot san
phdm luon c6 kha nang dao dong.

Chinh sach gia tham nhap (Penetration pricing) La chinh sdch gii dp dung cho
san phdm mdi. Miic gid dat ra lic ddu thép hon so véi miic gid hoach dinh vé laa
dai cho sdn pham. Sir dung chinh sich ndy dé sén phdm dé dugc thi trudng chédp
nhan va chi€m linh dugc thi phan.

Chinh sich gia theo viing (Zone pricing) M6i ving s& su dung mot chinh sich
gid théng nhil riéng cho viing dé.

Chinh sach san xuat hang mau hong (Planned obsolescence) Chinh séich san
xuit nhitng sdn phdm tudi tho ngin. Nhi sin xuét sir dung nguyen liéu ddu vio ré
song ho vin khong gidm gi4 bdn hoic tang cudng tinh ning ctia sin phim.

Chinh sach tai chinh (Fiscal policy} Skt dung céc cong cu thu€ khoid va chi tieu
clia chinh phii d€ kiém soét nén kinh €.

Chinh sich tién té (Monetary policy) Nhitng ky thuat chuyén moén khic nhau ma
Ngan hang ding d€ quan 1y lugng tién vi 14t sult &€ tic dong vao nén kinh t& néi
chung,

Co gian vé gia coa ciu (Price elasticity of demand) Thudc do phan tng cia
ngudi tieu ding véi mdi su thay déi vé gid. Pugc tinh bing ti s6 gilta phén trim
thay déi lugng cfu vé& mot san phdm hay dich vu v6i phén tram thay déi vé gia.

Co gian vé gia cua cung (Price elasticity of supply) Thuoc do phan dng cla
ngudi san xudt véi méi su thay déi vé gid. Duoc tinh bang ti s6 gilta phin trim
thay d6i lugng cung clia mot san phdm hay dich vu véi phdn tram thay ddi vé gia.

Cita hang chuyén doanh (Specialty store) Clra hang 1¢ chi bin mot loai sén
phdm, vi du nhu clta hang ban thit, cira hang bdn gidy nam, cia hang bin d6 phu
nir,

Cira hang thuan tién (Convenience retailer) Cita hang ban nhiing loai hang hoa
danh cho ngudi tieu ding cudi cing, chit yéu duge dit & nhitng noi trung tam, gio
mé cita dii, thil tuc thanh todn nhanh, noi d8 xe thuldn tién.
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D

Dir liéu tir bén ngoai (External data) Trong nghién citu marketing, day 1a di liéu
thit cép, 14y tir cdc nguén thong tin bén ngoai doanh nghiép.

Doanh nghiép huong vé ban hang (Selling-oriented businesses) Doanh nghiép
chii trong vio khau bdn hang va chinh sdch khuéch truong san phim dé tang
doanh s6.

Doanh nghiép hudéng vé khiach hang (Customer-oriented businesses) Doanh
nghié¢p chi trong t&i nhu cdu cia khdch hang va ph6i hop cdc hoat d6ng marketing
dé mang lai sy hai 16ng cho khich hang.

Doanh nghiép hudng vé san pham (Product-oriented businesses) Cic doanh
nghi¢p quan tm d&n san xudt hon 1a nhu cu ciéa khdch hang.

Doanh nghié¢p trung gian (Intermediary) Doanh nghi¢p hoat dong trung gian
gifra nha sdn xuft va ngudi tiéu ding cd nhan hodc ngudi tieu diing 1 céc t6 chic.
Céc nha ban 12 v2 bdn budn c¢é thé dugc x&p vio nhém nay.

Doanh nghiép van chuyén riéng (Private carrier) Doanh nghiép 1am cong tic
van chuyén hang hoa cho mét doanh nghiép duy nhat khéc.

Doanh thu (Turnover) Téng doanh thu trong c¢& nim. Chi s6 doanh thu thudng
duge ding dé€ dinh gia hiéu qua bdn hang.

Doanh thu trung binh (Average revenue) Bing téng doanh thu chia cho s6 Iugng
sén phdm sin xust. Khi bi€u dién trén dé thi, dudng doann thu trung binh chinh 12
dudng ciu chia méi doanh nghiép.

Dy bao doanh sé (Sales forecast) Du tinh doanh s& bang tién hoiic don vi san
phdm s& bin dugc trong khodng thoi gian xdc dinh trong tuong lai. Con s6 nay
thutmng duge dua ra trong k€ hoach/chuong trinh marketing trong cdc diéu kien gia
thiét v& yéu 16 kinh t& vi cdc yéu t6 khéc trong moi trudng hoat dong. Dy bdo cé
thé 14 d6i voi mot mat hang hoidc mét nhém mit hang.

Du toan theo ddu san phdm (Fixed sum per unit) Phuong phdp phan b8 ngan
quy, trong d6 chi phi khuéch truong sin phim duge dinh trude trén co s& con s6
nhitng k¥ trude hoidc con s6 ude tinh.

Dy trif an toan (Safety stock) Duy tri t6n kho & mirc nh4t dinh dé dam bao doanh
nghiép khéng bi tic déng manh khi cdu thay déi v khéng bi rdi vao tinh trang hét
hang.
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Danh gia (Qualifying) La mot khau trong qud trinh ban hing dé xdc dinh liéu
mot ngudi mua tiém ning cé thé trd thanh khdch hang khéng.

Pénh gia tiém nang (Prospecting) Mot khau trong qua trinh ban hing d€ tim ra
cdc khidch hang tiém ning.

Dai dién ban hang (Selling agent) Pon vi ban budn trung gian chuyén gidi thieu
san phdm. Dai dién bin hing cé todn quyén quyét dinh vé chinh sich gi4, noi
dung céc chuong trinh khuéch truong san phdm va thudng cung cfp tai chinh cho
nhi sin xudt.

Dai Iy doc quyén (Exclusive dealing) Théa thuin cdm dai 1§ cha minh bén hang
ctia d6i thi canh tranh.

Dai 1y giao nhan (Freight forwarder) Ngudi-ban budn trung gian chuyén lam
cong tic gom hang cia cic chi hing dé giam bét chi phi béc xép hing cho doanh
nghigp.

Dai 1y giao nhan & nuée ngoai (Foreign freight forwarders) Ngudi van chuyén
trung gian tai nudc ngoai chuyén lam céng tic phuc vu viéc phan phéi hang cla
doanh nghiép.

Dai 1y van chuyén (Common carrier) Dai Iy cung cfp dich vu van chuyén cho 4t
ca cac chu gii hang.

Dic diém (Features) Cic diic tinh clia san phim.,

Pé co giin (Elasticity) Thuée do sy phan img clia ngudi mua va ngudi bian véi
mdi bién dong v& gid.

Do thoa dung (Utility) Kha ning mang lai sy thda man mét nhu cu cu thé clia
mét hing hod hodc dich vu.

Poc quyén (Monopoly) Thi trudng chi c6 mot ngudi ban d6i véi mot loai sin
phim nio d6, khéng c6 hiang thay thé. Luat chSng cdu két cim moi hinh thirc déc
quy#én, trir doc quyén fam thoi nhu déc quyén nhd nhin hiéu duge bao hé, hay déc
quyén 6 diéu tiét nhu cic cong ty cung cip céc dich vu cong ich.

Poc quyén nhém (Oligopely) Thi trudng cé twong d6i it ngudi ban, vi dy nhu thi
trudmg cta cdc nganh 6 16, sit thép, thudc 14, ddu mo. C6 nhiing diéu kién han ché
dang ké cho nhiing d6i thi canh tranh vi chi phi ban ddu dé thim nhép thi truéng
1a rat cao.

Pong co (Drive) Anh hudng manh, ddn t6i hanh dong.
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Dang co tiéu ding (Metive) Trang théi tam 17 khi&n ngudi ta di 161 quyét dinh
phai théa man nhu cdu mé ho cam nhan.

Putmg cau (Demand curve) D6 thi phan dnh méi quan hé giita lugng cdu tai méi
muc gid. Bay chinh 12 duong doanh thu trung binh.

Buimg cung (Supply curve) D6 thi phin 4nh mdi quan hé gilta s6 lugng mot san -
phdm c6 ban tai m&i mic gia. N6 13 dudng chi phi can bién, doan nim trén giao
diém véi dudmg chi phi kha bién trung binh.

Puong kinh nghiém (Experience curve) Thé hién khi doanh nghiép c6 thi phin
Ién s& giam duge chi phi vi doanh nghiép di 6 1oi thé v& hoc hoi, ¢6 tinh chuyén
mon cao, diu tu nhiéu hon, c6 Ioi th€ kinh t€ do quy mo.

Déu thiu canh tranh (Competitive bidding) Ngudi mua yéu cdu cic nha cung
ing tiém nang bdo gid hang bin hodac gia tri thuc hién toan bé hop déng.

Piém chién luoc (Strategic window) Mot khoang thoi gian nhét dinh khi nang hee
cu thé cha cong ty dép dng 16i vu nhitng yéu cdu cin ban cia thi trudmg.

Dinh gia theo don vi do ludng (Unit pricing) Gia san pham duoc quy trén timg
don vi do ludmg nhu kilogam, lit, hoac nhitng don vi quy chuin khéc.

Pinh gia theo chi phi (Cost-plus pricing) Mot phuong phép dinh gia Iy chi phi
lam co s¢ va cong théem mot ty 1€ lgi nhudn nhat dinh. C6 hai hinh thitc dinh gid
theo chi phi: dinh gid trén chi phi téng thé {si dung tit ca cdc chi phi kha bién cé
lien quan dé€ dinh gid bdn mot san phim) va dinh gid theo chi phi tryc ti€p lién
quan (chi tinh d&€n nhitng chi phi gén tryc ti€p vio sdn xudt madt sdn phdm nio d6).

binh gia theo chi phi truc ti€p lién quan (Incremental-cost pricing) Chinh sich
dinh gi4 chi tinh chi phi tryc 1i€p san xudt ra mot sén luong cu thé.

Pinh gia trén chi phi tong thé (Full-cost pricing) Dinh gia trén co 54 toan b chi
phi d€ dam bao cong ty b dip dugc tdt ca cic chi phi va thu duge loi nhuln.

Pinh mirc ban hang (Sales guota) L tiéu chi doanh sd, sir dung trong phan tich
bdn hang. La doanh s& doanh nghiép dur dinh dat dwoc, doanh s thuc dat s&€ duoc
50 sdnh v&i con s nay.

Dinh vi san phim (Positioning) Chién lugc marketing tip trung vao nhimg phan
doan cu thé chit khong phai 12 toan bg thi trudng. Chién luge ndy nham gidi thieu
san phdm voi khich hang bing c4ch lién hé chiing v6i san phdm canh wranh, vi du
chi€n lugc marketing san phdm 7-Ups “Uncola” quang cdo hinh anh 7-Ups 1a mot
thit nude ngot thay thé cho cola.
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F

F.O.B tai nha may (F.0.B. plant) Gid hang khong bao gém bat k¥ phi van
chuyén ndo. T viét tat 11 chit Giao tai man thu. Ngudi mua phai chiju toan bo phi
van chuyén, con duge goi 13 F.O.B. géc.

F.O.B tai nha may co tinh phi van chuyén (F.0.B. plan: with freight allowed)
Gid giao tai man tau ¢6 tinh thém phi van chuyén.

G

Gid/gia ca (Price) Gia tri trao déi ctia mot hing hod hoac dich vu.

Gia cao (Price premium) Néu ngudi tiéu ding nhan thic ring mot sin phdm nao
dé6 c6 gid tri 16n hon so véi cic san phdm tuong tu trén thi truong thi ho s& ra gid
cao hon cho sén phdm dé. Céc san phdm hang hiéu thudng duogc trd gid cao hon so
v6i cdc san phdm dai tra khac.

Gia chuyén nhuong (Transfer pricing) Gid san phim khi né ducgc hach todn
chuyén nhugng ti¥ mot trung tim lgi nhuin sang mot trung tam lgi nhuin khic
trong ndi by deanh nghiép.

Gia khuéch truong (Promotional price) Mitc gi4 nim trong chi€n luge ban hing
chung ca doanh nghiép.

Gia lam thir (Price lining) Thic hinh marketing véi mét s& miic gid nhit dinh.

Gia tién 1& (Customary pricing) Gii do tap qudn hoic truyén thong di cé tir trude
trén thi tnrong.

Gia tri gia tang trong qua trinh san xuit (Value added by manufacturing) Su
chénh léch gilfa gid san phdm khi xudt xudng vi gid mua nguyén vit liéu va cdc
chi phi ddu vao khdc.

Gia van chuyén wu dai (Commodity rate) Doi khi duoc goi 13 gia dac biét vi d6
la gid wu dii ma dai Iy van chuyén danh cho chi hang khi ho st dung thuomng
xuyén dich vu clia minh hodc khi van chuyén nhimg 10 hang 16n.

Gia thuyét (Hypothesis) Gidi thich mang tinh phong dodn vé mét su viée cu thé.
L3 tuyén b6 v& méi lién hé gifta cdc y&u 1§ thay déi va dé xudt viéc kiém ching
nhitng mdi lién hé nay.

Giam gia tién mat (Cash discount) Gidm gid néu thanh todn ngay bing tién mat.

Gidi han vé gia (Price limits) Dimg trén quan diém cia ngudi tieu dimg 1a sén
phim ludn cé gidi han gid, trong d6 nhén thirc v& chit lugng di lién vdi mbi mic
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gid. Néu gid hang thip hon mic gid giéi han duéi, ho s cho 1a san phadm nay “qud
r&” va néu cao hon mdc gid gidi han trén thi lai bi xem 1a “qu4 dat”.

H

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

Hinh dnh cira hing ban 1€ (Refail image) Quan niém ciia ngudi tiéu ding v& mot
ctra hang va kinh nghiém mua hing ¢ cira hiang dé.

Hang d4i hang (Bartering) Su trao d6i hang 14y hang, khéng c6 vai trd tién té.

Hang hod cao cip (Specialty goods) San phm c6 nhimg dic tinh doc ddo ma
khong phai khéch hing nao ciing c6 thé mua dugc vi gid dét, né dugc coi nhu
hang dé hi¢u.

Hang hoa hdp dan {Impulse goods) Sin pham ma khich hing thudng d& bi

“quyén ri” mua ma khong kip can nhic ky. Thudng ngudi ta hay biy nhimg hing
hoa nay gdn qudy thu tién dé tién hip din ngudi tidu ding.

Hang hoa tién dung (Convenience goods) Nhimg hang hod ngudi tiéu ding
muén mua thudng xuyén, dé dang, nhanh chéng nhu sita, banh my, xing ddu.
Hang hod nay thudng 1a loai ¢é nhin hiéu va gia thap.

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

Hang mau phit khong (Sampling) Phdt khong san phim cho ngusi tiéu diing dé
ho dung thir, chip nhan va sau d6 s& mua.

Hang tiéu diung (Consumer goods) Ngudi mua s€ 13 ngudi tiéu ding, sz dung
hang hod d6. Hang hos tiéu ding khong phai I3 sdn phdm trung gian d€ phuc vu
cho viéc sdn xudt moét hang hod khic.

Hanh vi ngudi tiéu dung (Consumer behavior) Phan tng va nhiing quyét dinh
cua ngudi tieu dung vé viéc mua va st dung hang hod, dich vu.

Han mirc (Quota) Muc tiéu doanh s6 bdn hang hoic con s6 lgi nhuan cy thé ma
mot nhan vién ban hang du dinh s& phai dat duge.

Han ngach nhéap khau (Import quotaj Han ché vé s6 luong mot chiing loai hing
hod cu thé ndo dé c6 thé nhap vé.

Ho6 tr¢ khuéch truong ban hang (Promotional allowance) Viéc nha sin xuit tai
tro hoat déng quang cdo va khuéch truong bdn hing cho cdc thanh vién trong kénh
phan phéi nhdm phéi hop hiéu qua chi€n Iuge khuéch truong san phdm trong todn
b6 kénh ban hang.
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Hoén hop sian phdm (Product mix) Sin phim hodc mot nhém san phdm duoc nha
marketing dua ra thi trudng

Hoi cho thuong mai (Trade fair/trade exhibition) Nhing dot hoi cho duge 16
chiic dinh k¥, noi cdc cong ty thude cdc nhém nganh nghé khic nhau mang hang
clia minh dén trung bay gidi thiéu cho ngudi tham quan mua 1€ v khdch hang
mua budn.

Hop dong ban quyén quoc té (Foreign licensing) Trong marketing quéc t€, I
hop déng gilta doanh nghiép vdi mot cong ty nudc ngoai trong dé doanh nghiép
cho phép cong ty nudc ngoai san xuit va tiéu thu hang clia minh tai thi trudng
nuac ngoai.

Hop tac ban 1é (Retail cooperative) Thoa thuian bing hgp déng gita mét nhém
cic nha bén 1€ vé viéc cling mua hang dy trif tir ¢dc co sO ban budn do cic nha bin
18 s& hitu, mbi nguoi mua moét luong t6i thidu ndo dé, nham canh tranh véi véi céc
chudi cira hang 16n.

Heé thong (System) L2 nhém cdc bd phan/khau c¢6 t6 chdc, lién két ndm trong
cing mot k&€ hoach vach ra d€ dat duge cdc muc tiéu cu thé.

Hé thong marketing truc tuyén (Vertical Marketing Systems - VMS) La céc
kénh marketing hoat dong trong ciing hé théng s¢ hitu cua mot cong ty. Mang ludi
nay dugc quan ly mot cich khoa hoc, duge hoach dinh truée tir trung tAm dé cé
thé thuc hién hiéu qua hoat dong marketing vA mang lai 4nh hudng 161 da trong
mang luéi.

Hé thong marketing truc tuyén ciia doanh nghiép (Corporate Vertical
Marketing System) Mot hé thOng marketing truc tuy€n duge hinh thanh dya vao
53 hitu duy nhat d6i véi mbi céng doan clia kénh marketing.

Hoat dong marketing ciia cic to chice (Organization marketing) Hoat dong
marketing do cdc 16 chifc mang lai lgi ich cho cong déng (nhu cong doan, t6 chitc
chinh tri), céc 6 chitc dich vu {nhu trudng phé théng, trudmg dai hoc, bénh vién,
bao tang), cdc té chifc chinh phit {(nhu quan d6i, canh sdt, phong chady chita chdy,
buu dién) thuc hién, nham tdc déng dén moi ngudi dé ho chip nhin muc dich, si
dung dich vu, hodc déng gép bing cdch nay hay cich khéc cho cic té chic dé.

Hoat dong phan phéi san pham (Physical distribution) Moi hoat dong d€ dam
béo hing hos sau khi xudt xudmg s& dén tay ngudi tieu ding mot cdch hiu qua.
Bao gém van chuyén, lru kho bii, déng goi bao quin, quan 1y du trix, xir 1y don
dat hang, lua chon noi dat kho hang, du bio thi trrdng va dich vu bdn hang; con
goi 13 hoat dong hau cén.
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K

Kénh phan phdi (Distribution channel) Cic dom vi marketing chiu trich nhiém
diéu chuyén quyén s& hitu clia hing hod/dich vu tr ngudi san xuat dén nguei tieu
ding hodc ngudi mua trung gian.

Két qua hoat dong (Botftom line) Mot biét ngit (ti€ng Anh) trong kinh doanh néi
vé thude do lai nhuan chung clia hoat d6ng kinh doanh.

Khdi niém marketing (Marketing concept) Mang lai sy théa man che ngudi tieu
ding bing viéc san xuat cdi méa ho mudn & mic mang lai loi nhuan.

Khiu haoe (Depreciation) Khii niém k& todn, tinh ti 1& trich tir doanh thu hing
nam bl vdo chi phi mua tii san c6 dinh dé xdc dinh doanh thu rong clia cong ty.

Kho hang dy trit (Storage warehouse) Kho hang, noi san phdm dugc tap két
trude khi giao. Thudng duge ding lam céng cu dé€ can d6i cung cdu san phim ciia
doanh nghiép.

Kho phan phéi (Distribution warehouse) Noi sip x€p vi tdi phan ph6i san pham.
Muc dich clia kho phan phdi 1A nhdim tao dién kién luu chuyén hang hod dén tay
ngudi mua nhanh hon chit khéng chi 1am chifc nang kho chifa.

Khu viric ban hang han ché (Closed sales territories) Ving ban hang bi giéi han
vé dia Iy theo quy dinh c(ia nha sdn x4t dat ra cho nha phan phéi.

Khuéch truong ban hang (Sales promotion) L2 hoat dong bdn hang khéng truc
ti€p, da dang mot 1n va khd dic bi¢t (khong phii quang cdo).

Khuéch trueng hon hop (Promotional mix) Ngudi 1am marketing sir dung téng
thé cic hoat dong ban hang truc ti€p va khong truc ti€p (gbm quang cdo, khuyén
mai, quan hé cong ching) nhim dat duoc muc tiéu khuéch truong cho sin phdm .

Khuéch truong san phim (Promotion) Hinh dong théng bdo, thuyét phuc giy
tic dong t6i qud trinh ra quyét dinh mua hang cla ngudi tiéu ding.

K¢ hoach kinh doanh (Business plan) Vian ban trong d6 vach ra céc bude doanh
nghiép cin lam dé€ dat duge muc tiéu kinh doanh ciia minh.

K¢& hoach marketing (Marketing plan) Vin ban vach 16 céch thic 1am thé€ nao
dé doanh nghiép dat dugc cdc muc tieu marketing.

Ké hoach tac chién (Tactical planaing) K& hoach thuc hién cdc hanh déng cin
thi€t dé dat duge muc tiéu ciia doanh nghiép.

Két thic bin hiang (Closing) Mot khau trong qud trinh ban hang khi nguoi ban
haéi liu khich hiang c6 thé mua hang that su hay khong.
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Kiém dinh két qua ban truc tiép (Direct-sale resuits test) Mot cong cu do ludng
hiéu qua chia cdc chi tiéu khuéh truong sdn phdm, bing cdch kiém dinh miic
doanh tha gia ting trén mot don vi chi ten.

K¢ thuit ban hang gia cao (Selling up) K¢ thuat thuyét phuc khdch hing mua
mdt mat hang gid cao hon so véi mit hang ban ddu dinh mua.

L

Luong (Salary) Khoan tién thanh todn ¢ dinh dinh k¥ cho cdn bé céng nhan vién
ké ca nhan vién bin hang.

Lam phat (Inflation} Su tang mitc gid chung din dén gidm siic mua cda ngudi
tiéu dung.

Lap ké hoach (Planning) Du tinh cic hoat dong trong tuong lai d€ dat dugc
nhitng muc tiéu doanh nghiép dé ra.

Lip k& hoach chién luge (Strategic planning) Qué trinh x4c dinh cdc muc tién
co ban clia doanh nghiép, phin bd nguén hyc va thuc hién theo nhimg budéce vach
sin dé dat dugc nhiing muc tiéu dé.

Linh hoat vé gia (Price flexibility) Chinh sich duy tri mifc gid co déng cho moét
san phdm trén thi trudng,

Loi nhuan ban hang (Profit margin on sales) Con s6 phin tram thu vé clia méi
déng doanh thu sau khi d3 trir chi phi va thue.

Loi nhuan rong mong muén (Expected net profit) La khii niém str dung trong
chién luge dau thdu, dugc tinh bing xic sudt thing thdu nhdn v6i gid mo thiu triv
di cdc chi phi lién quan.

Loi nhuén trudc thué (Profit before tax) Lgi nhuén trude thu€ duge tinh bing
céch trir téng gid ban di téng chi phf sin xudt. Pay 13 loi nhuin trude khi trd hoac
duge khdu trir thu€ cia nha nude.

Loi thé tuong doi (Comparative advantage} Trong marketing quc 1€, lgi thé
tuong d6i clia moOt qudc gia trong viéc sit dung cing moét ngudn luc san xuit mot
san phdm nio dé hiéu qua hon so v&i san xuit mot san phiam khac.

Lot ich (Benefits) Gid tri vé cong dung va tinh cdm ma mét san phim dem lai cho
ngudi mua.

Loai b san pham (Product deletion) Loai bd viéc san xufit nhimg san phdm phu
ra khoi day chuyén san xudL
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M

M0oi trutng canh tranh (Competitive environment) Quad trinh ce sdt xay ra trén
thi trudng.

Mbéi trudmg chinh tri va phap 1y (Political and legal environment; L mot bo
phan cta moi truong marketing, gém cdc luat va cic thong tr huéng din hién
hanh tai quéc gia ma doanh nghiép dang c6 hoat dong kinh doanh.

Mau thuan vé nhan thiic (Cognitive dissonance) Su lo ling trude khi di dén
quyét dinh mua hang, xay ra khi trong ban than quan niém cta ngudi mua (ki€n
thite, tin ngudng, thii do) c¢6 mau thuin.

Ma vach quéc € clia san pham (Universal product code) Mi vach dac biet trén
hang hod, chi cé thé ding mdy quét quang hoc dé doc. Miy quét qua hé thong
mdy tinh c6 thé in tén san phdm va gid ra hod don bidn hang déng thoi tu dong
ngay 14p tic vao danh muc hang bén trong bdo cde ban hoac xudt hang.

Marketing ¢4 nhian (Person marketing) Nhilng hoat dong marketing dé thu hdt
su quan tam chd ¥ va tranh thit cam tinh cla cong chiing véi mét ¢4 nhan nao d6.
Cic Ung cif vién chinh tri v2 cdc nhan vat ndi ti€ng thudng sir dung chinh sich
nay.

Marketing lui (Demarketing) Cic hoat dong nham cat giam nhu cdu tiéu ding
san phdm trén thi trudng Xuéng tdi mic hop Iy d€ doanh nghiép c6 thé san xuat va
dap ung kip.

Marketing thir nghiém (Test marketing} Chon mot khu vuc cu thé hoac mét
doan thi trudng tuong ddi dién hinh cho todn thi trudng dé€ gidi thiéu sdn phdm
ma&i va van dung chi&n dich khuéch trong san pham. Cin cif ddnh gid két qua thu
dugc s& quy€t dinh liéu c6 nén tung san phdm d6 ra trén quy mé rong hay khong.

Marketing ¥ tuéng (Idea marketing) Xdc dinh muc tiéu va marketing mot ¥
tudng trong nhém khich hang da lua chon.

Mt (Fashions) San phim dang phé bién, c6 kha nang lap lai vong ddi san phidm.

Mot nhit thii (Fads) M6t tén tai thdi gian ngan vi du nhu dong nhac disco, 1an
séng moi.

Mau (Sample) Nhém dai dién.

Mau chudn (Quota sample) Mot miu khong ngiu nhién dugc phan chia sao cho
cac phdn hoic nhém dai dién cho toan mau.

Méiu chiim (Cluster sample) Phuong phép 1dy mau theo chiim, sau d6 chon ra
mot hodc t4t ¢4 cdc phan tir rong chim 46 1am d61 tygng nghién ¢,
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Mau ngau nhién hé thong (Systematic sample) Mau xic suft 14y 14t ci cac vat
co s6 thit te N trong mét danh sdch

Mau phan t6 (Stratified sample) Miu xédc xuit duge chon Iuva sao cho méi khi
chon miu ngdu nhién & mdt nhém san phdm nio dé né s& dai dién duge cho téng
méu

Mau tién dung (Convenience sample) Maun chon khéng nglu nhién tix nhung
ngudi sén sang trd 1od.

Muc tiéu cua chinh sach gia (Pricing objectives) Muc tiéu nra cong ty mudn dat
duoe thong qua viée dp dung céc chinh sich gia.

Muc tiéu duy tri (Status quo objectives) Mot phin trong chién luoe gid, muc tidu
cda né 14 duy i mét mitc gid bdn én dinh.

N

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

Nganh thuong mai (Trade industries) Cic 16 chic, vi du nhu cdc nha bén buon
va ban 1¢, mua hing dé vé bdn lai cho ngudi khidc.

Ngay hét han st dung (Open dating} Cho bi¢t ngy cudi cing ma sin phdm thuc
phdm con ¢6 thé dugc bay ban.

Ngudi ban budén (Wholesaler) Ban budn trung gian ¢6 toan quyén quyét dinh déi
véi hang hod c6 trong tay. Thuat ngit ngudi dau co hoic nhi phan phéi cling 4&m
chi déi tugng nay.

Ngudi ban budn dich vu tron goi (Rack jobber) Nhan vién bin bubdn marketing
mot s6 san phdm nhat dinh dén tan cdc cira hang ban 1é, cung (ng dich vu van
chuyén, sap x&p, bao hanh va lap kho du tri¥ tai qudy bén.

Pfgubi ban lé (Retailer) Ngudi trung gian ban sén phdm dén tay ngudi tiéu dung
cudi cung.

Ngudi cd tiéng noi quan trong (Opinion leader) Ngudi c6 tifng ndi quan trong
trong mot uhém. ¥ ki€n cha nhitng ngudi nay thuong rdt dugce tén trong, ngudi
khic luén tim dén ho d€ xin 161 khuyén. Loi khuyén chia ho thudtmg 1a mét trong
nhiing ngudn thong tin vé cdc san phdm méi.

Ngudi mdi giGi (Broker) La dai Iy bdn buén hd trg hoat déng marketing bang
cdch t8 chifc cho ngudi mua va ngudi ban tai nhiing viing dia 1y phén tdn gip duge
nhau.

Ngudi nhan (Receiver) Ngudi nhan céc thong diép trnuc ti€p tir hé théng truyén
théng.
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Ngudi phu trach san phdm (Product manager) Ngudi dimg ra quan 1y mét hoic
mot nhém san phdm. Ngud d6 hoan todn chiu trdch nhiém vé viéc x4c dinh muc
tiéu va lap chién luge marketing.

Ngudi tiéu dang tién phong (Consumer innovator) Ngudi tieu diung ddu tién cla
mot san phdm hoic dich vu méi.

Nghién ciiu mang tinh khai pha (Exploratory research) Cic nghién cite nhim
gitip ngudi ta hidu k¥, sau hon nita cic vin dé xdy ra, fim hiéu nguyén nhan vi
nhirng anh huong.

Nghién cifu vé kha nang cung cap {Supply study) Phong vin ngudi tieu dang dé
¢6 duge nhiing théng tin vé thdi d6, nhan xét, dong co mua hang clia ho. Thudng
duge thuc hién dudi ba hinh thifc: phdng vén qua dién thoai, qua thu va phong véin
tryc tiép.

Nguyén vat liéu tho (Raw materials) Vit liéu ddu vao nhy san phdm nong nghiép
(lia, bong, sita) hodic san phdm ty nhién (déng, quing kim loai, than) dé san xu4t
ra san phim cudi ciing. Khi phan phdm cip nguyén vat lién, ngudi mua s& duge
dam bao ring san phdm quy chuén va cé cling mat bing chit lugng.

Nguyén vit liéu trung gian (Component parts and materials) Trong thi trudng
céc t6 chifc, nhiing san phim cong nghiép da hoan thién trd thanh chi tiét clla san
phém cudi ciing.

Nhin khdu hgc (Demographics) Nghién ciru cdc dic diém clia ngudi mua tiém
ning, nhu : tudi, giéi tinh, mic thu nhip.

Nha san xuft (Producers) Ngudi mua san phidm hoiic dich vy vé dé tiép tuc san
xuft ra san phim hoic dich vu khéc.

Nhan hiéu (Brand) Tén goi, ky hiéu, biéu tuong, thiét k€, hodc két hgp cia céc
y&u 18 trén, diing d€ phan biét san phdm ca doanh nghiép v&i sdn phdm cia cic
doanh nghié¢p canh tranh.

Nhin hiéu duge ua chudng hon (Brand preference} La giai doan thi hai trong
qué trinh ch&p nh4n nhin hiéu clia mot san phdm. Khdch hang sau thii gian ding
thir tr& nén thich diing san phdm dé hon san phdm cla hing khédc cé bin trén thi
trudmg.

Nhan hiéu c4 biét (Individual brand) Chién lugc ddnh nhin hi¢u rieng cho ting
san phdm trong nhém ciing loai chit khong goi chung ci nhém dudi cing mot ten.

Nhan hiéu duy nhat dugc va chudng (Brand insistence) La giai doan cuéi cung
trong qud trinh chdp nhan nhin hiéu clia mot san phim. Khich hang chi chap
nhin ding hing ddng nhin hiéu d6 ma khong chip nhan sin phdm thay thé, ho
fim mua béng duoc hing dé mai thoi.
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Nhan hién quoc gia (National brands) Quy dinh bdi nha san xuit. Trén thuc t€
doi khi ngudi ta goi né 14 nhidn hiéu cla ngudi san xudt,

Nhin hiéu riéng (Privafe brand) Mot nhém cic sin pham dugc mot ngudi ban
buon hay bin 1€ sip vio mot nhém cimg tén do ho Iuva chon.

Nhan biét nhan hiéu (Brand recognition) LA giai doan thi nhat trong qué trinh
ch&p nh4n nhin hi¢u cla mét san phdm. Khich hang cé thé phan bi¢t nhin hiéu

ctta san phdm nay v&i cdc nhan hiéu cda sian phdm khiéc.

Nhian thitc (Cognitions) Ki€n thifc, tin ngudng va thai dé clia con ngudi vé nhing
surkién cuy thé.

Nhép khdu (Importing) Mua hang tir nudc ngoai.

Nhém hang tiém thic (Evoked sef) Khi nguoi tieu diing quyét dinh mua hang,
ho ludn ¢6 sin trong ddu mé6t s nhan hiéu hang hod he da timg st dung trude day.

Nhém san phdm (Product line) Tap hop céc sin phim lién quan dén nhau.

Nhu ciu (Need) Khi cdm thdy thi€u moét cdi gi d6, su khdc biét giita tinh trang
hién thuc va tinh trang dang wéc mudn.

Nhu c4n ¢6 kha niang thanh toan (Customer demands) La nhu cdu cu thé c6 kha
nang chi tra.

Nhu cau cu thé (Customer warits) Cu thé hod nhu cdu tu nhién theo dac diém van
hod, 161 sdng v kinh nghiém cfia méi ¢4 nhan.

Nhu ciu tu nhién (Customer needs) LA mot phdn ban chdt co ban clia con ngudi,

gém: nhu c4u vit chit vé thitc in, quén 4o, sy suGi dm, sir an toan; nhu cdu xi hoi
vé ciia cdi, dia vi; nhu ciu ¢4 nhan vé kién thirc, su ty khing dinh.

O

O nhiém (Pollution} LA thuat ngit da nghia, thudng ¢6 nghia 12 “gay bin”; ngoai
ra ¢6 thé hiéu theo nghia moi trudng ¢ nhiém (nude va khong khi) vi van hod 6
nhiém (khi€u thim m¥ va tri thifc).

P

Pha gia (Devaluation) Khi mdt qudc gia dénh sut gid déng noi t¢ so vdi vang
hodc v&i déng ngoai t& khéc.

Phan doan theo yéu t6 nhan khiu hoc (Demographic segmentation) Chia dan
s& thanh cic nhém tuwong déng theo céc tiéu chi nhu wéi, gidi tinh, mic thu nhap.
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Phan doan theo yéu t0 dia 1¥ (Geographic segmentation) Chia dan sé theo tién
chi ciing khu vic.

Phin phdéi doc quyén (Exclusive distribution) Phan phéi ¢6 tinh hét sic chon
foc, nha san xudt chon mot nha bdn buén hodc bén 1é d€ trao toan quyén vé viec
ban sin phdm tai mét viing/khu vire xdc dinh.

Phan phoi co tinh chon loc (Selective distribution) St dung mang Iudi ban 1€ han
ché, c6 tinh chon loc dé phan phdi san phdm cha minh.

Phin tich diém hoad von (Break-even analysis) Qui trinh dénh gi4 loi nhuan thu
vé vdi cdc mie gia lua chon.

Phan tich diém hoa von kiéu méi (Modified breakeven analysis) Ky thuat xay
dung chinh sdch gid trén co s& k&t hop m6 hinh phan tich diém hoi vén kiéu
truyén théng véi viéc danh gid nhu cdu tigu dang.

Phan tich két qua ban hang (Sales analysis) Nghién ctiu céc s6 li¢n noi bo vé
viéc ban hing, theo d6 c6 phan tich chi tiét ting cau phin dé c6 duge nhimg thong
tin hiu ich hon.

Phan tich xu thé (Trend analysis) Phuong phip uéc tinh doanh s6 thuc hién trén
co s¢ phan tich cédc s6 1iéu théng ké v€ doanh s thu dugc trong thdi gian trude 46.

Phuong phap téng chi phi (Tetal-cost approach) Tinh téng chi phi cia todn bo
cic khoan muc chi phi cia he thdng phéan phdi chif khong tach rieng timg khoan.

Phéan itng (Response) Phin (ng cla ngudi tieu diing dgi véi mot yeu t8 téc dong
hofc mét dong co.

Phong vidn thao luan theo nhém (Focus group interview) Nghién clu marketing
dé thu thap théng tin trén co s& phong van thdo ludn theo nhém gom tir § dén 12
<4 nhan tai ciitng mot khu vire, theo cing mot chii dé.

Ph#n tram téng loi nhuan (Gress margin percentage) Phuong phdp danh gié
cho biét phin trim doanh thu bii dap dugce chi phi v mang lai l¢i nhuén sau khi d3
trir chi phi san xuft ra lugng san pham bdn ra trong mot thai gian xdc dinh.

Phicu giam gid (Ceupon} La cong cu khuéch truong sin phdm, thudng dugc tang
cho ngudi mua dé nhan duge gidm gid cho 14n mua tiép sau.

Q

Qua trinh chiap nhin (Adoption process) Mot loat cic quyét dinh khac nhau ca
khich hang d6i v6i mot san phdm méi. Qua trinh chdp nhan cia khdch hang gém
céc buée cu thé sau: nhan bi€t sy c6 mit clia sdn phdm, quan tam, ddnh gid, dung
thir va chédp nhan.
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Qua trinh phé bién san pham méi (Diffusion process) Nhy d6 mi mot sin
phdm s& dugc ngudi tieu diing trong mot nhém céng déng chap nhan.

Qua trinh trac ddi (Exchange process) Qud trinh hai bén trao déi mot thit gi 46
c6 gid tri dé cing théa man nhu cdu clia minh.

Quang cao (Advertising) Gi6i thieu vé san phdm cho mot luong khich hang tiém
nang I6n théng gua cdc phuong tién thong tin dai ching d€ ho bi€t va mua hang
clia minh,

Quang cio ban lé (Retail advertising) Quang céo bdn hang truc ti€p tai céc ciia
hang bén Ié.

Quang cio cong tac (Cooperative advertising) Chi phi cho chuong trinh quang
cdo do ngudi bin hang va nha san xudt cing chiu.

Quéng cdo tai ché (Point-of-purchase advertising) Sir dung hinh anh tuyén
truyén va trinh dién dé khuéch truong sdn pham vao thoi diém va tai dia diém gin
lién v6i quyét dinh mua hang caa khich.

Quang cio so sanh (Comparative advertising) Thuyét phuc khach hang mua san
phim bing c4ch so sinh v&i mét sin phdm cing loai cha d6i tha canh tranh.

Quing cio trén dé diing (Specialty advertising) Quéang cdo théng qua nhimg dé
diing c6 in tén b, dia chi noi san xuit va thong diép quing cdo, thudng duoc in
trén cdc san phdm nhu lich, bt, lich thi d4u thé thao.

Quing cio thong tin vé san pham (Informative product advertising) Quang céo
d€ tao nhu cdu ban ddu vé mét san phim.

Quan hé cong ching (Public relations) Quan hé cia doanh nghiép véi cong
déng trong d6 c6 khdch hing, nha cung Ung, cd dong. nhan vién, chinh quyén, cic
té chitc xa héi.

Quan hé cong ching (Publicity) Mot phdn clia quan h¢ cong dong lien quan dén
khuéch trwong sin phim-hodc dich vu clia doanh nghiép.

Quay vong duy trit (Stock turnover) So 1an quay vong mét luong du trit bich quan
trong nam.

Quy cach pham chat (Specifications) Mo ta bing var ban vé& mot san phdm hay
dich vu ma doanh nghi¢p cdn. Ngudi ddu thdu tiém ning s€ can cit vao d6 d€ xem
liéu minh c6 san xuft/ cung cAp san phadm/dich vu d6 dugc khéng réi méi quyét
dinh tham gia bé thau.

Quyén cua ngudt tiéu diing (Consumer rights) Quyén duoc an toan khi sit dung
san phdm, quyén duge théng bdo, quyén duge chon lua v quyén duge gép ¥.
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S

San pham (Product) La mot tap hop cic dic diém vat 1y, dich vu, bifu trung dé
théa min nhu cdu cla con ngudi.

San pham cung loai (Generic product) D4 an hoic d6 gia dung khong cé tén
tudi riéng, khoéng quing cdo, khéng nhan hiéu.

San pham hiru hinh (Tangible products) La san phdm vat chat, ché khong phai
dich vu nhu tu vin phdp luat, dich va y t€.

San phim th€ chd (Cannibalizing) San phim th€ ché san pham khic ciing do
mot hang sin xuft.

San phdm cong nghiép (Industrial goods) Hang hod dugc sir dung truc ti€p hoic
gidn tiép 13m nguyén hiéu ddu vio cho viéc sin xudt mét loai hang ho4 khic.

San phidm vé hinh (Intangible products) La san phdm dich vu nhu tr vin luat
phép, kham bénh.

San xudt dén din (Speculative production) San xudt can cd trén co sd du dodn
ctia nha quan 1¥ vé nhu cdu tuong lai trén thi trudng cha loai san phdm nay. San
phém dugc san xudt trude khi c6 don dit hang.

Sinh thai hoc (Ecology) M&i quan he gifta con nguii véi moi trudng.

So sanh chudi san pham - dich vu (Goods-services continuum) Phuong phip
trinh bay cdc dic diém gidng va khéc nhau gifta cdc san phdm va dich vu.

T

Tai str dung (Recycling) Tii sit dung chang han nhu d6i véi bao bi. Qué trinh nay
tao ngudn nguyén liéu ddu vdo mdi va xit 1y duge mot tic nhan quan trong gay o
nhiém moi trudng.

Tai san von (Capital items) Nhilng t2i san lau bén cd thoi gian khau hao dai.

Tao danh tiéng (Prestige goals) Nam trong chién luge vé gid. Dinh gid bdn &
mifc cao dé 1zo cho ngudi tidu ding &n wong san phdm 13 loai ¢6é danh tiéng hoic
cd chat hugng cao.

Tong diéu tra (Census) Thu thap dif liéu marketing tir tdt ca c4c ngudn.

Tong hop luc lugng ban hang (Sales force composite) Phuong phdp du doin

doanh s& ban hang trén co s& téng hop doanh s6 ban hang du tinh cha t4t ca luc
furgng ban hang trong cong ty.
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Tén nhan hiéu (Brand name; M6t phin trong nhan hiéu gém tir hodc chit lam
nén tén dé xac dinh vi phén biét san phim cia doanh nghiép véi d6i thi canh
tranh. Day chinh 1A phén thé hién dugc bing It néi clia nhin higu.

Tén san pham ciing loai (Generic name) Tu thudmg ding dé néi vé mot loai sin
phdm nao d6. Vi du nhu cola, nylon.

Téu chuyén chd riéng (Unit trains) La dich vu van chuyén clia nganh dudng sét
danh riéng cho nhimg khdch hang c6 nhu cdu van chuyén nhimg 16 hang 16n nhim
ti¢t ki¢m chi phi va th&i gian cho doanh nghiép. Trén tau chi chd hing clia riéng
doanh nghiép ma thoi.

Toi da hoa doanh thu (Sales maximization} Triét 1y dinh gid do kinh t€ gia
William J. Baumol phan tich. Baumol cho ring nhiéu hing mu6n t6i da hod doanh
thu trong diéu kién 191 nhuan bi han ch& & mdt mife nhdt dinh.

Téi da ho4 loi nhuan (Profit maximization) Trong hoc thuyét kinh t€ ¢é dién day
12 muc tién truyén théng cia chinh sdch dinh gid. Theo hoc thuyét nay, it ca céc
doanh nghiép dée muén t6i da hod céi ho thu vé va t6i thidu hod cdi ho chi ra.

Tap hop téng quat (Population) Nhém téng s6 ma nha nghién citu mudn nghién
citu. Déi véi mot cudc van dong biu cl, tap hop tdng quét chinh 13 todn b clr tri
hop phdp.

Thal d9 (Attifude) Nhitng dinh gii tidu cyc hoic tich cuc, cam nhin va xu thé
tng ho hodc phan dgi.

Thong tin phan héi (Feedback) Thong tin vé phan fng clia khach hing trudc mot
théng diép, thong tin nay duge phan dnh ngugc trd lai phia ngudi giri thong tin.

Thuong hiéu (Trademark) Nhin hiéu duge ding k¥ bin quyén, ngoai doanh
nghiép ra khong don vi ndo dugc phép sir dung, thudng dang k¥ bin quyén ci
phdn biéu tuong va tén.

Théa dung vé thti diém (Time utility) Khi ngudi 1am marketing ¢6 kh& niing
cung tng san phdm ding vio ldc ngudi tiéu ding mudn mua.

Thoéa dung vé quyén s him (Ownership utility) Do cdc cdn bo marketing tao ra
khi quyén s& hiru sdn phdm dugc chuyén sang cho ngudi tiéu ding tai théi diém
mua.

Thoéa man nhu cau (Want satisfaction) Pat duoc khi nhu ciu tu nhién clia ngudi ‘
tidu diing dUQC dap tng sau khi ho tiéu dung san phdm d6.

Thoi gian tién ban hang (Pretransactional period} Khodng théi gian trudc khi
tung san phdm ra ban chinh thifc.

Theo doi (Follow-up) Mét khau trong qué trinh ban hang - hoat déng sau bdn
hang.
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Thiét ké chuong trinh nghién ciu thi trudmg (Research design) Xay dung mot
k€ hoach ddy dd v€ viéc thuc hien mét chuong trinh nghién ciu, didu tra thi
trudng.

Thir hiéu qui (Pretesting) Kiém tra tinh hiéu qua cia mét quang cdo trudc khi
dua nd vao thuc hién.

Thir nghiém (Experiment) Cic nghién citu khoa hoc trong 46 céc nhi nghién cu
thuc hién mot loat cic thi nghig¢m v&i mot nhém miu, sau dé so sdnh két qua thu
duge véi nhém khéng thue hién thi nghiém.

Thit nghiém y tuimg (Concept testing) Mot khau trong quy trinh phét trién san
phdm méi, danh gid ¥ womg vé sin phdm méi truée khi chinh thifc dua vao sén
Xudt.

Thi truéng chung (Common market) Khai niém ding trong marketing quéc t&,
thiét 1ap mot khéi thi trudmg ap dung chinh sich hai quan chung va tiéu chuén hod
cidc quy dinh thuong mai thdng nhat cho tt ca cdc nuéce thanh vién.

Thi trudng cuia ngudi ban (Seller's market) Thi trudng hang hod va dich vy khi
cdu 16m hon cung.

Thi truémg clla nguoi mua (Buver's market) La thi truomg c6é doi dio hang hod
va dich vu. '

Thi truong muc tiéu (Target market) Nhom cdc khach hiang duge xdc dinh trudc.

Thi truimg ngudl tiéu dung (Consumer market) Nhimg c4 nhan mua hang hod
va dich vu cho muc dich sir dung clia bén than,

Thi trudng san phiam cong nghiép (Industrial goods market) Thi trudng gbém
nhitng ngudi mua hang hod 1am nguyén li¢u dau vae cho viée san xudt mot loai
hang ho4, dich vu khdc. Vi du nhu thi trudng cia cdc don vi san xuit, cic co quan
chinh phil, bdn 1€, bdn buén, céng ty khai thic m6, céng ty bdo hiém, cong ty bat
dong san, trudmg hoc, bénh vién.

Thu nhap tuy dung (Discrefionary income} Mot phin trong t6ng doanh thu sau
khi d4 trir di cdc phén bat budc phai chi.

Thue hién don dat hang (Order processing} Qua trinh ban hang tai cdc cilra hang
ban budn, ban 1&. Gém: xdc dinh nhu cdu clia khiach hing, chi ré cho ho biét nhu
clu d6 va thuc hién don dat hang,

Thuyét trinh (Presentation) Mot khau trong qud trinh bdn hang. Ngudi ban hang
thuy€t minh, gi¢i thiéu nhitg dac tinh co bin ctia sin phdm, chi ra vu diém clia
né va trich din 181 khen ngoi cuia nhimg ngudi 4 timg st dung.
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Thuyét trinh ban hang theo mau (Canned approach) Thuyét trinh bin hang
theo miu da ghi nhé d€ dam bao néu duge mot cach thdng nhit 14t ci nhimg diém
dugc ldnh dao coi la quan trong.

Tiéu chuan phuc vo khach hang (Customer service standards) Chat luong phuc
vy ma mdi cong ty danh cho khdch hang cia minh.

Tién hoa hong (Commission) Khoan tién tra cho nhin vién bdn hang gin véi miic
doanh s8 ban hoic mic loi nhuén.

Tra lai m¢t phan tién hang (Rebate) Tra lai mot phén tién hang, thudmg do nha
san xudt mot san pham cung cap cho khéch hing

Trog gia (Trade-in) Thudng danh che cdc don vi bdn nhiing hang hod 1au bén nhu
o t0. Tro gid s€ cho phép giam gid ma khong anh huéng dén gid cong bd.

Trung bay thuong mai (Trade show) xem phian Héi chg thuong mai.

Truyén thong (Communications) Su truyén dat mot thong diép t¥r ngudi gli
{hoiic mot ngudn) dén ngudi nhan.

Ty gid héi doai (Exchange rate) Ti gia gilta dong noi t& vdi dong ngoai ¢ hodc
véi vang.

Ty lé chi phi hoat dong (Operating expense ratio) MOt chi tiéu danh gid tinh
téng chi phi ban hang va chi phi hanh chinh réi so sanh véi doanh thu.

Ty 1¢ 14 trén c6 phan (Rate of return on common equity) Mot chi tiéu dédnh gid
cho thiy doanh nghiép da c6 13i dn mic nao trén vén ¢ déng.

Ty 1¢ 1ai trén tong tai san (Rate of return on total assetsy Mot chi tiéu dénh gid
cho thdy £y 1& loi nhuan rong sau thu€ trén dng tai sin cia mot doanh nghiép.

Ty suit lgi nhuin theo von dau tr (Return on investmenty Ty 1é gia lgi nhuan
vA tdng vén ddu tur.

U

Uu dai hai chiéu (Reciprocity) Cé nhimg uvu dai ddng ké cho ngudi vira 13 nha
cung Ung, vira 1A ngudi tieu dung hing clia doanh nghiép.

v

Van hoa (Culture) Cic quan niém, thuge do gia tri, tu tuong va thai do anh huong
dén hanh vi ngudi tidu ding.
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Van phong ban hang (Sales office) Nha san xuit 1ap van phong khu vuc d€ quan
1y doi ngil ban hang. N6 khic van phong chi nhénh & ché khong <6 kho dé hwu
hing.

Vat phdm phu trg (Supplies) Nhitng vat phdm cin thigt cho viéc van hanh hang
ngly song khong hién dién trong thinh phém, vi du nhu vat phdm ding cho bio
dudng, sira chita, vin hanh nhu céc d6 van phong, gidy, bit, myc, bang muc, quén
40 bao ho, v.v... Vat phdm phu tro khong bac gdm céc nguyén vat liéu hién dién
trong thanh phdm nhy cao su trong sam 16p, vai trong quén 4o.

Vat tr mau hong (Expense item) Vat phdm hoac dich vu sir dung trong mot théi
gian ngin, thudng 13 mot nam.

Vong dod ban 1e (Retail life cycle) Quan niém vé vong doi chia mot don vi bin 1é
qua cdc thoi ky: thim nhép, tang truéng, bio hoa va suy thodi.

X

Xac dinh thi truimg muc tiéu (Market targeting) Cic cong ty phai xic dinh va
dua ngudn lyc cha minh vio phuc vu mot s6 nhém khdch hing nhat dinh trén thi
trudmg

Xuit khiu (Exporting) Ban hing ra thi trudmg nudc ngodi.

Xudt khiu chi déng (Active exporting) Cic hoat dong marketing trén pham vi
qudc € ciia mat doanh nghiép nhim chi dong tim ki€m ban hang dé€ xudt khéu.

Xuit khiu thu dong (Casual exporting) Doanh nghigp thy déng trong céc hoat
dong marketing trén thi trudng quéc té.

Y

Yéu o tac dong (Cues) Nhiing vit thé trong moéi trudng quyét dinh ban chit cac
phan ing.
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Phu luc C - Théng tin bd sung

Chuong trinh Phdt tri€n Dy 4n Mé Kong di bién soan bé sdch danh cho cic nhi quén
1y va chili cdc doanh nghiép vira va nhé ¢ Vigt Nam. Méi cu6n sach dugc thiét k& dé
sir dung mot cich linh hoat. Piéu nay ¢6 nghia 12 mot ngudi c6 thé ty nghién ciu todn
b cudn sich, mét gido vien o6 thé sit dung d€ gidng day, hodc chuyén gia tr vin ¢é
thé ding dé tham khéo cho céong tic chuyén mon clia minh. B6 sich gém hai nhém
chii dé:

¢  Quan tri Nguén Nhan luc trong cic Doanh nghiép Vira va Nho

* Quan tri Marketing trong cic Doanh nghiép Vira va Nho

Nhém chu dé 1: Quan tri Nguén Nhan lue trong cac
Doanh nghiép Vira va Nho

1.01 Cha doanh nghiép va chifc ning quan 1¥ nguén nhén lic

102 Phan tich cong viéc

1.03 MO ta cong viéc, yéu cdu chuyén moén vi cdc tiéu chufn két qua cong viéc
1.04 Thu hit, tim ki€ém va lua chon nguén nhan luc

1.05 He théng tién luong va tién cong

Nhém chii dé 2: Quan tri Marketing trong cic
Doanh nghiép Vira va Nhé

2.01 Cac khii niém co ban vé Marketing

2.02 Thu thap thong tin vé khich hang

2.03 Thu thap thong tin vé qud trinh v3 xu huéng mua hang cia khich hang
2.04 Thi trudmg muc tigu

2.05 KE& hoach hod va phdt trién san phdm

2.06 Gia va chién luge gid

2.07 Khuéch truong san phdm vi quang cdo
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Quan tri Nguén Nhan lyc va
Marketing trong cac Doanh
nghiép Vira va Nho

Chuong trinh phit trién dy an Mé kéng

PHIEU PANH GIA

Chuong trinh Phat trién Dy 4n Mé Kong rdt mong ban doc gifi 1ai phi€a d4nh gid
che ching t6i. Ching t6i s€ phan tich thong tin phan héi d€ c6 thé cung cfp cho
ban doc nhimg dich vu 6t hon, cling nhir bién soan thém tii liéu dao tao cho céc
nha quan I¥ doanh nghiép vira v nho. Tit ¢a cdc thong tin trong phi€u dinh gid
nay s& duge bio mat. Xin hiy danh 10 phit dé hoan thanh phi€u ddnh gid va giri
phiéu vé dia chi dudi day, bing fax hodc qua buu dién.

Ngoai ra, néu ban ¢é cu hoi lién quan d€n ndi dung cudn séch, Chuong trinh Phét
trién Du 4n Mé Kong sé& chuyén céic cau hoi cha ban 16i tic gia {cho dén thang 9
nam 2001). D& nghi glri cau hdi ching v6i phide danh gid nay bang fax, thu hodc
thur dién tir t6i MPDF theo dia chi sau:

Chuong trinh Phat trién Dy 4n Mé Kong
63 Phé Ly Thai T6, Tang 7
Ha Néi, Viet Nam
Dién thoai: (84-4) 824-7892 Fax: (84-4) 824-7898
E-mail: diien@ifc.org

1. Cho biét t2n cudn sdch ma ban mudn gop ¥ kién?

2. Ban di nghe n6i dén hodc nhin thay cu6n sdch ndy 14n ddu tign & dan?
Vo tuyén

Dai

Bao chi

O mot khod hoc ma 10 tham dy

() mot cudce hdi thao ma 161 tham do

Tir mot ngedi ban

4 hiéu sich

D o0 aoaaaa

Khdac (Xin hay néu ro}




3. Ban d3 s dung cufn sich nay trong hoan canh nio?
O Trong cic khod hoc & trudng Dai hoc/Cao ding

Hai thao

Cong tac 1z vin

aaoa

Ti nghién ctu

4. LY do chinh ma ban mua cudn sich?

Q

Mot s8 ngudi gidi thieu cudn sich véi toi
Cusn sach I3 tai liéu bat budc trong khod hoc ma 61 tham dy

Toi1 nghi ring cudn séch c6 thé gidp tai khai sy cong viée kinh doanh ciia minh

aaaq

Tai nghi ring cuén sich ¢d thé gitp t6i cai 1i€n coOng viéc kinh doanh hién nay

ctia minh

Q

Toi thich cdch trinh biy cia cudn sdch

u

Cudn sdch nay ré hon so véi mét s6 cudn sdch twong tu

5. Phén nao cua cudn sich duge ban nghién ciu nhidu nhit?

Bai 13p tr kiém tra

Bai t4p thuc hanh

Bai t4p tinh hudng

K¢ hoach tmg dung

Noi dung cha cudn sdch
Phin khac

pgoQoaoaoa

6. Phin ndo cla cudn sich duoc ban nghién cifu it nhat?
Béi tap ty kidm tra

Bai tap thuc hanh

Bai tap tinh hutng

K& hoach img dung

N@i dung ctia cubn séch

Phan khic

goooaonoQ




7. Né&u ban 1a chi doaoh nghiép, ban da dp dung nhitng kién thic nghién civ duge ti

10.

cudn sdch nay vao thuc t€ cong viéc kinh doanh clia mink nhu thé nao?

O
a

a

Téi d3 hiéu biét duge nhi€u hon trude

Toi da sir dyng nhitng kién thic nghién ciu dé xem xét 1ai cong viéc kinh doanh
hién nay cia minh

Toi di st dung nhimg kién thic nghién ciu dé dua ra nhimg bién phip quan ly
mdi

Toi khong sir dung nhiéu nhitng kién thifc nghién ctu tir cusn sich vi thay ching
khéng phu hop

Ly do khac (xin néu rd)

Ban ¢6 thé sit dung k& hoach ing dung dé€ giai quyét cic van 4é trong cong ty minh?

a
0
0

C4 thé dp dung hdu hét k& hoach ing dung
C6 thé 4p dung khoang mét nira k& hoach tng dung
Hiu nhu khéng dp dung dirge mot ké hoach ting dung nio

Néu ban hiu nhy khong thé dp dung duge mot k€ hoach tng dung nio, xin ban cho

bigt Iy do.

Ban danh bao nhigu thai gian d€ nghién ctu cudn sich nay? Xin hiy uéc tinh theo s§

gio.

0
a
a
O

Q

1 dén 5 gid

5 dén 10 gics

10 dén 15 gits

15 dén 20 giv

Khoang thdi gian khdc (xin hiy néu 1)

Ban hiy ddnh gia cudn sich niy theo thang diém dudi day?

R& rang 1 2 3 4 Khong 6 rang

Thii vi 1 2 3 4 Khong thi vi

Rt hiru ich i 2 3 4 Khong hit ich

Qua dé i 2 3 4 Qui khé

Mt qua it thai gian/ i 2 3 4 Mt qué nhiéu thoi gian/

cbng sc nghién o cong stic nghién ciflu



11. Ban hiy dénh gi4 v& Bai t4p Thyc hanh?
O Quadé i 2 3 4 Qui kho
O Hoply 1 2 3 4  Khénghoply

12. Gia cla cutn sdch niy nhu thé nio?

O Quicao
O Hoply
O Quathip

’ 13. Ban sé:
0 Mua cudin sdch khic & cling nthém chi dé
O Mua cudn sich & nhém chi € khic

O Gi6i thiéu cubn séch nily vai ngudd khic

Y kién bd sung
Néu ban 6 thém ¥ kign hay nhan xét v€ cutn sich ndy hoic phin nio cia cubn sich, xin

wui long cho bigt.




THU THAP THONG TIN VE QUA TRINH VA
XU HUGNG MUA HANG CUA KHACH HANG

CHUOGNG TRINH DU AN ME KONG (MPDF)

Chiu tréch nhiém xudt ban : LE HOANG
Bién tip : TRIEU KINH VAN
Trinh bay bia : TRI pUC
K§ thuit : HIEN KHANH
Stra bdn in : LE CONG
NHA XUAT BAN TRE

161B Ly Chich Thing - Quén 3 - Thanh phé HS Chi Minh
DT: 9316211 - 8465595 - 8465596 - 9317849
Fax: (84-8) 8437450
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wiomz trinh Phat 1eén I an Ve

ehuang trinh Phat frien Bi an Me Kon
(MPOF} 13 chisong trinh da phuong ta

WBéa bany Phat rieh Chiu A {ARB]
sanh nhén ty hoe Onteéytia

Ea-na-da

Bhidn ias

£any ty Tai chink Guac 18 {1F)
b§ sich do Chuong trinh Phat trifn Dy 4n Mé Kbng (MPDF) phli hop vii Khat Ban
n Dal hot m& OLA (Canada) bidn doan gém hai shém chil a€: Ka-ay

. Quén trj Ngudn Nhan lyc trong cic Doanh nghigp Vita v Khd. Thyy Dien

. Quén trj Marketing trong cdc Doanh nghigp Vira va Nhd. Ty s
n b0 voi 12 tya séch, dugc thisl k& fink hoat, ¢dc I9p, d& doc va d& dng dung. vireng Gudc Aah
;i doanh nghiép, chuyén gia tu vin, gido vién va sinl‘x vién khoa kinh 1§, . Chuony trinh Gugs diéw hanh b3i E0n
in trj doanh nghi@p, Marketing déu c6 thé m thdy ti nhilng trang séch nay Tai chinh QUEC 1
tng didu bf ich, 1y thi va thidt thyc che cdnp vige kinh doanh, chuyén mén 188 uhan chiyén vé ki yyc B nhan, |

hge t3p ciba chinh minh. Tan doan Ngan haeg The il
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