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VAI NET VE PHILIP KOTLER

e Philip Kotler 1a mét gido su 16i lac vé Tiép thi Quéc t& tai trudng
Quan tri Kellogg thudc bai hoc Northwestern.

e Ong dudc xem nhu 1a cha dé ctia marketing hién dai va 1a mét
trong 4 “bac thay” quan tri cia moi thdi dai.

e MOt sO sach cua ong dudc dich va phat hanh tai Viéet Nam:
Principles of Marketing, Marketing Management, Lateral Marketing,
Marketing insights from A to Z, Ten Deadly Marketing Sins...
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Hai thach thu'c ma

N’m J

cong ty ban phai doi ma

1.  Liéu cdng ty ban cd thé bao vé thj trudng cia minh trude su
tham nhap cua cac nhan hiéu nuéc ngoai hay khong?

2. Liéu cdng ty ban cd thé phat trién dugc mét nhan hiéu manh &
dia phuong, quoc gia, khu vuc va toan cau?




Li€u cdng ty ban cé thé bao vé
thi truong trong nu'éec khong?

e Cac ddi thu canh tranh nudc ngoai sé khéng chi theo dudi thi
truGng cao cap. Ho sé quan tam dén ca thi trudng cap trung va thir
cap.

e Bién phap dé bao vé chu yéu cho cdng ty ban chinh la phat trién
chat lugng, kha nang cai ti€n, su khac biét, nhan hiéu va dich vu.
NoOi mot cach ngan gon la lam marketing!

e Van dé la cong ty ban dang cdt giam chi phi trong khi phai day
manh cac nguon luc marketing va ban hang.




Cong viéc kinh doanh cua ban doi hoi

a A2 m AL

su’ hiéu biét sdu sac han vé marketing

e Hay tap trung trudc hét vao khach hang, thd' hai la vao nhan vién,
thdr ba la doi tac va th tu' la cac doi thu canh tranh.

e Dung nghi rang marketing chi la quang cao va ban hang.
e SU dung cac nghién clu thj trudng dé hudng dan chién Iugc.

e Tap trung vao mot khu vuc thi trudng ma ban cd thé cung cadp mot
gia tri cao hon thong qua su’ khac biét va thich hgp.

e Tranh viéc giam gid dé bao vé thi phan. Tt han la nén téng Igi ich
cho khach hang.




Hu'éng di chién ludc cua mot quoc gia

e Phat trién san pham trong nudc co chi phi thap va chét lugng trung
binh.

e Phat trién san pham trong nudc co chi phi thdp va chéat lugng cao.
e San xudt san pham cao cap cho cac cong ty khac.

e San pham cd nhan hiéu ndi tiéng (khu vuc)

e San pham c6 nhan hiéu noi tiéng (toan cau)

e San phadm cd nhan hiéu vugt trdi (toan cau)




Bon nhiém vu chinh

Cai thién vai tro va quan hé cua marketing trong cong ty
Tim kiém cac co hoi mai

Tim cach truyén dat mgi

Su dung cong nghé mdi va do luong két qua dat dudgc

P W N




1- Cai thién vai tro va
quan hé cua marketing
trong cong ty




Bon quan diém khac nhau vé
marketing cua cac CEO

e Mircdo 1. Marketing la mot thuat ngu’ thai thugng nai ve viec sur
dung quang cdo va ban hang dé ban san pham. Marketing= 1P.

e Mirc do 2. Nhiém vu cua marketing la phat trién marketing tong
hgp (San pham, Gia ca, Dia diém, Xlc tién). Marketing= 4P.

e Mirc do 3. Nhiém vu cua marketlng 3 nghlen cuu thi tru’dng va ap
dung phan khdc thi tru’dng, xac dinh muc tiéu va dinh vi (STP) dé
tim kiém va khai thac cac ca hoi.

e Mirc do 4. Marketing la triét ly cong ty, mang den tang trerng kinh
té bang cach gilp chung ta gianh dudc, duy tri va phat trién su’ hai
long cua khach hang.
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Cong thu'c marketing mang dén
thanh cong

e “Cau than chu” cua marketing:
CCDVTP

e Quy trinh marketing:
R =>STP==MM=1I=C




TO chirc cong viéc cua mot td chirc

marketing hien nay
e Giam doc marketing (CMO)
e Pho giam doc marketing
e Giam doc nhan hiéu
e Gidm dbc san pham
e Giam doc phan doan thi trudng
e Giam doc kénh phan phoi
e Giam doc phu trach gia ca
e Giam doc truyén thong quang cao
e Giam doc phu trach ca so dir lieu
e Nhan vién marketing truc ti€p
e Giam doc phu trach internet
e Giam doc marketing quan hé cong chung
e Giam doc marketing toan cau, khu vuc, dia phuong
e Chuyén gia phan tich marketing
e Chuyén gia nghién ct'u marketing
e Ngudi thu thap thong tin vé marketing



Marketing toan dién

Poi ngii quan tri San pham &
R cao cap i Dich vu
Phong Cac phong Giao Kénh
marketlng W ban khéC tlep W
Marketing Marketing
noi bo ) lién két
Marketing
: Toan dién _
Marketing Marketing
noi bo I A
b quan he
Bao dirc Cong dong Khach hang D5i tac
MOoi trucng Phap ly Kénh
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Chién thang bang cach tao ra gia tri
cho ngudi co quyen Igi lién quan - 1

e Trong cuon “Tu tot dén vi dai”, Jim Collins da dinh nghia cac cong
ty “vi dai” Ia nhirng cong ty dat két qua tai chinh hang dau va
nhirng dac diém tiéu biéu cua nhitng cong ty do.

e Jag Sheth va dong tac gia cua ong dinh nghia cac cong ty vi dai la
cac cong ty “vi nhan sinh” va cac cong ty doi xu tot vGi 5 nhom doi
tugng dudc huong Igi ich kinh doanh: SPICE: xa hoi, doi tac, nha
dau tu, cong dong va nhan vién.

e (Cac cong ty dugc ua thich gdm: Amazon, BestBuy, BMW, CarMax,
Caterpillar, Commerce Bank, Container Store, eBay, Google, Harley

Davidson, Honda, IDEO, IKEA, JetBlue, Johnson&Johnson, Jordan’s
Furniture, LL. Bean...

e Sheth da rat ngac nhién thdy rang nhitng cong ty nay co hoat dong
tai chinh t6t han cac cong ty ma Collins dé cap.
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Chién thang bang cach tao ra gia tri
cho ngudi co quyen lgi lién quan - 2
e Nhiing céng ty dugc yéu thich nay déu cé nhirng déc diém chung sau:

Ho hu'dng tdi Igi ich ciia ca 5 nhom co quyén Igi lien quan.

Tra luvong khong qua cao cho nhirng nhan vién quan ly cap cao.

Thu'c hién chinh sach cdi mad trong viéc thang tién Ién nhirng vi tri quan tri cap cao.
Luong bong va Igi ich cho nhan vién kha cao tuy theo tirng loai, nhin vién dudc dao tao
lau hon va ty Ié nhan vién nghi viéc thap.

Ho tuyén ducng nhan vién tam huyét véi khach hang.

Ho coi nha cung cap la nhirng doi tac thu'c su, cong tac véi ho trong viéc tang nang suat,
chat lugng, giam chi phi.

Ho tin rang van héa doanh nghiép la tai san 16n nhat va la Igi thé canh tranh dau tién.
Chi phi marketing cua ho thap hon nhiéu so véi cac doi thu trong khi ho dat dudc su’ hai
Iong va su trung thanh cua khach hang cao hon nhiéu.

e (COng viéc marketing cua ho la:
Thic day quang cao truyén miéng thay vi quang cdo nhan hiéu. (Google va Starbucks
khong hé quang cao)
Ho khong tin vao két qua cua tap trung ban hang va khuyén mai thucéng xuyén.

e Sheth va mot so tac gia khac dua ra y tudng nay nhu la mot khung
mau marketing mdi cua thé ky 21, déi lai véi marketing truyén thong
cua thé ky 20, cai ma ho cho rang qua “hi€u chién” va nhiéu ky xao.



Cai gi can tro thu'c hién lién két
marketing trong cong ty cua ban?

1 | C6 qua it ngudn luc dé thuc hién cac muc tiéu dé ra

2 | Thi€u nhan tai trong cac nhdm marketing

3 | Thiéu su trung thanh va tin tudng vao nhiing ngudi con lai trong td
chirc

4 | Khdng thé giao ti€p bang nhirng thong diép rd rang va nhat quan
trong toan bo to chuc

5 | Thiéu cai tién trong viéc tim ra nhitng cach mai dé lién két
marketing trong to churc

6 | Thiéu su ho trg tir Ianh dao cp trén

7 | Thuc hién marketing ma khdng c6 mét ca sé chién lugc rd rang dé
truyén dat lai cho nhirng ngudi trong to chuc

e MNguon: spencer Stuart .
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Néu ban dugc bd nhiém lam CMO,
ban muon dat phong cua ban canh
phong nao trong may phong sau?

Phong CEO
Phong CFO
Phong CTO
Phong CIO
Phong VPS

Al




Ccong viéc CMO la phai lam gi?

1. Quan ly toan bo khach hang, dai dién cho tiéng nodi cua khach
hang, thuc hién phong cach huéng vé khach hang, dinh hudng
EO’I kah1ch hang, tu do co va gilr dugc long trung thanh tu khach

ang.

2. Tap hgp nhitng thau hiéu vé khach hang dé phat tri€én san pham
va dich vu ma&i nham dat muc tiéu tang trudng.

3. La ngudi quan ly nhan hiéu doanh nghiép va thuc hién phat trién
nhan hiéu.

4,  Phat trién cdng nghé va ky ndng marketing trong toan cong ty.

5.  Tinh toan va chiu trach nhiém vé chi phi marketing, chi phi truyén
thong va nhirng chi phi dich vu khac.

6. Thau hiéu danh muc khach hang ctia doanh nghiép.
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Mot s phat biéu cua cac CMO

e Diéu lam Carter Cast ngac nhién nhat khi ong tré thanh CMO la “toi
co thé phdi hgp rat nhiéu vdi cac hoat ddng phong ban khac ngoai
marketing. Trudc kia toi khong biét rang do Ia mot nhiém vu mang
tinh tdng hop, toan dién. Sau dd, t6i nhan ra rang t6i can phai hiéu
ca nhirng van dé nhu cung cap san pham, chi phi hoa von va ké
toan”- CMO va sau do la CEO cua Wal-Mart.com, ong Carter Cast.

e “Ban két ndi vGi nhitng nha quan Iy cdp cao nhat trong tb churc,
dong thdi cling lam viéc vai cac ky su’ va nhirng nha khoa hoc -
nhirng ngudi lam viéc tai hién truong... Ban phai tim ra cach két hgp
tat cad nhitng thanh phan nay nham dem lai trach nhiém cao vé
marketing cting nhu' cac cam két doi vdi cac chucng trinh
marketing.” CMO cua Yahoo, Cammine Dinnaway.
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Ban hang di truéc marketing

e Khdi dau la ban hang.

e Marketing di sau nhdm ho trg cac nhan vién ban hang béng cach:
S dung nghién cru marketing dé do luéng quy md va phan khic
thi trudng.

S dung phuong tién théng tin dé xay dung nhan hiéu va cac cong
cu phu thém.

Tim ra cac manh moi thong qua marketing truc ti€p va cac budi gidi
thiéu san pham.

e Trudc day, marketing nam trong phong ban hang.

e Sau dd, marketing phat trién thanh mét phong riéng biét, chiju trach
nhiém vé ké hoach marketing (4P) va xay dung nhan hiéu.
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Khac biét trong
phong cach va quan diém

Marketing Ban hang
eHuGNng dén Igi nhuan eHuGNng dén doanh sO
eMang tinh dir liéu eMang tinh hanh dong
eMang tinh phan tich eThudbc Vé truc giac
eThich 1ap ké hoach eThich hanh dong
eHoat dong theo nhdm eHoat dong ca nhan
eCo trinh d6 MBA eNhirng nguGi nhanh nhen, khong

nhat thi€t can bang cap

eTap trung vao toan b thji trudng  eTap trung vao tirng khach hang
va tung phan khuc thi truéng
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Nhan thuc vé nhau

Cafe Coc

Nhiém | Nhan thic cia MKT vé Nhan thuc cua ban hang vé MKT
vu chinh ban hang
Lap Marketing thay ho bi NguGi ban hang cho ho la nhirng
chién danh gia khong dung ngudi khéng thé thay thé, coi nhirng
lugc kha nang, thay bén ban | nguGi lam MKT chi la nhirng chién
hang chi ich ky va thién |lugdc gia ly thuyét, thuc su’ khdng
can hiéu gi vé khach hang va ap luc ban
hang trong 1 moi truong kho khan
Thong | “Nhifng ngudi ban hang | Cac thong di€p marketing khong
diép b qua céc tiéu chuan vé | gilp ich gi cho ban hang. Thong tin
nhan hiéu va dinh vi cua | huéng dan khong cé chat lugng.
cong ty.” Lam khong
theo dung huéng dan.
Thong | Marketing phan nan vé | Ban hang cho réng marketing khong
tin thi | viéc thi€u thong tin phan |lang nghe va hiéu dudc nhirng phrc

inh ban hang.




Xac dinh mu'c do cua quan hé

Khong
xac din

%

Gia thiét:
Su két hgp cua ban hang va marketing

cd xu hudng dudgc thuc hién qua bon giai doan hodc
muc d6 phuc tap riéng biét.

Xac dinh>

Lién ké't>

Két hqp>




Y dinh
mua hang

Sc do ban hang

Trién\ | Kha
vong / | nang

Mua hang
Xic dinh \ | Phat trién
nhu cau giai phap

Trung thanh
véi san pham

Su’ ung ho cua

khach hang

T

Du kién
Chuan bi
Gi¢i thiéu

Kiém duyét
Giai quyet
van deé

Lién h¢
thwong
lwgng

Thue
hién




Sc do marketing va ban hang

Nhan thirc
khach hang

Du dinh
mua hang

Nhan thirc
nhan hiéu

Mua hang

Cam nhan
vé
nhan hiéu

Trung thanh
VOi
nhan hiéu

Lua chon
nhan hiéu

Su ung ho
cua
khach hang




Tam cach dé thuc day su lién két
marketing — ban hang

1. Thudng xuyén to chirc hop gilra hai bd phan MKT va ban hang.

2. Tao diéu kién cho nhitng ngudi lam MKT va nhiftng nguGi ban hang
giao ti€p vai nhau.

3.  T6 chirc nhitng nhiém vu phdi hdp va luan phién cdng viéc gilra nhan
vién MKT va nhan vién ban hang.

4.  Phan cong mot ngudi tu’ bo phan MKT sang lam viéc vdi luc lugng
ban hang va gilp nhirng ngudi lam MKT hiéu dudc nhitng van dé cua
bo phan ban hang mot cach tot haon.

5. B0 tri bd phan MKT va bo phan ban hang trong cung mot toa nha
hodc cung mot khu vuc dé téi da hda su’ phdi hgp cuia ho.

6. Dat ra cac chi tiéu vé phan chia thu nhap va hé thong khen thudng.

Xac dinh mot cach can than cac budc trong s6 dd& MKT/ ban hang.

8. Cai tién thong tin phan hoi tu luc lugng ban hang.

~
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2- Tim kiém cac ¢g hoi mai




m N7

Ba mo hinh cai tién

e Nam 2000, cong ty Whirlpool thuc hién viéc c6 gang khuyén khich cai ti€n. Cong
ty dao tao 400 nhan vién tu nhieu phong ban khac nhau bang mot quy trinh tao y
tuéng (|deat|on) Véi y tudng nay, tr cho chi gigi thiéu mét vai san pham mai
hang nam, Whirlpool nay d3 cd thé tung ra hang loat san pham, bao gém dong
thiét bi Gladiator, gh€ lam viéc, hé thong Iuu trir cho garage.

e Nam 1996, cong ty Shell cho phép mot nhdm nhan vién dugc s dung kinh phi 20
triéu USD tim ki€m nhifng y tudng mdi, di ngugc lai quy tac trén toan bd cong ty.
MOi nhan vién déu co thé trinh bay trong 10 phut, sau dé 1a phan hdi dap kéo dai
15 phut. Cac y tudng tét dugc nhan kinh phi tur 100.000 dén 600.000 USD. Bon
nhom trong tong s6 12 nhdm dudc tai trg 6 thang ti€p theo dé phat trién y
tudng. Trong 5 sang kién tang truéng I&n nhat cua Shell nam 1999, cd 4 y tudng
da hinh thanh theo cach nay.

e Nam 1998, Samsung Electronics thanh lap Trung tam Chuong trinh cai tién gia tri
(VIP center). Cac thanh vién cia mot nhdm tir nhiéu phong ban gdp mat dé ban
vé cac du an chién lugc cua ho. Bén nam 2003, trung tam nay hoan thanh 20 du
an. Cong ty to chirc hdi nghi Cai ti€n gid tri hang ndm va trao cac phan thudng
cho nhitng du an xudt sac nhat.
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Tam cach dé thu thap thong tin
khach hang

1.  Quan sat xem khach hang dang st dung san pham cuiia ban nhu thé
nao.

2. HAi khach hang vé cac van dé ho gap phai khi sir dung san pham.

3.  HA&i khach hang vé san pham ho ma udc.

4, SU dung mét ban tu van khach hang dé binh luén vé nhiing y tudng
san pham cua cong ty.

5.  SU dung website cho nhirng y tuéng mdi.

6. Thiét I&p mot tap thé nhitng ngudi nhiét tinh vGi nhan hiéu dé thao
ludn vé san pham mdi.

7. Khuyén khich hodc kéu goi khach hang thay doi hay cai tién san
pham.

8.  Cho phép ngugi s dung kién tao ndi dung (YouTube)
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Su’ khac biét: Mot cau tra loi

e R&t nhiéu thdr co thé trd thanh hang hda.

e Tuy nhién, Ted Levitt ndi rang: “bat cr th( gi cling cd thé trd nén
khac biét”

- Chicken (Perdue), bricks (Acme), coffee (Starbucks), cement
(Cemex), vodka (Absolute).

e Jack Trout, trong cuon “Khac biét hay la chét, cach song sot trong
ky nguyén canh tranh” cling mo ta rat nhiéu phucng thu'c khac biét

hoa.
e Khac biét hda co thé mang tinh tdm Iy hodc mang tinh chiic néng
(Marlboro).

- P&G’s Folger's Instant Coffee: Flaked Crystals
- Frank’s Perdue Chickens: Yellow Flesh
- Alberto-Culver’s Natural Sitk Shampoo. Silk
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Su dung chién ludgc Pai duong Xanh

e TU bd su canh tranh trong Pai du'ong do, tim ki€m khu vutc thi
trudng Pai ducong Xanh chua co nhiéu su’ canh tranh.

e Chia khoa vang & day la cai tién gia tri (value innovation):

- N6 khac han vdi viéc tao ra gia tri nham cai tién muic dd phat trién
hay cdng nghé (vi du truéng hop san pham CD-I cua Philips).

- Muc dich Ia tim cach dé tang gia tri cho ngudi mua déng thdi giam
chi phi. N6 pha v3 quy luat danh doi gilra gia tri - chi phi. Vi du:
Cirque du Soleil.

- Viéc cai tién gia tri cang giong nhu mot chién lugc c6 anh hudng tdi
hoat dong cua toan bo cong ty.

Nguén: Chién lwoc Pai dwong xanh
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Su dung chién ludgc Pai duong Xanh

e B3t dau bang mot dd thi vé chién luoc. Truc hoanh thé hién mot tap
hop cac nhan t8 canh tranh va dau tu trong nganh. Truc tung thé hién
cac muc dd khac nhau ma ngudi mua co thé chdp nhan dugc vdi cac
nhan to canh tranh chu yéu (tu thap dén cao).

- Nganh kinh doanh rugu cé hai nhdm: Rugu vang cao cap va rugu vang
re tién. DO thi gia tri cua hai loai rudu nay khac nhau. Diéu dang ndi la
hau hét rugu vang cao cap déu co dudng do thi gia tri gibng nhau va
rugu vang re tién cling tuong tu’ nhu' vay.

e Théach thirc 8 day Ia phai tim ra mot dudng d6 thi gia tri mdi dé thoat
khoi dai dudng do. Chung ta s’ dung cau truc “4 hanh dong” nhu sau:

- Loai bo nhan t6 nao? (Giam chi phi)

- Giam nhan to nao xuong dudi TC nganh? (Giam chi phi)

- Tang nhan t0 nao |én trén TC nganh? (Gia tang su khac biét)

- Tao thém nhitng nhan t6 nao mdi ma trong nganh chua tung co6? (Gia
téng sy khac bié.t) Nguén: Chién lwoc Pai dwong xanh
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The Strategy Canvas
of Cirque du Soleil

Hig Ringling Bros. And Barnum & Bailey Value Curve

" A A
A// /‘\\Y/L/"_ﬂ\\ S

N Sha \ e
/ ’/ Smaller / \Qx

Regional

Circuses

Star Aisle Fun & Unique Refined Artistic
Performers Concessions Humor Value Watching Music
Environment & Dance
Price Animal Multiple Thrills & Theme Multiple
Shows Show Danger Production




Tao Cirque du Soleil

Loai bo

Tang thém

Cac ngdi sao trinh dién
Trinh dién cla thd vat
Ban hang trong rap
Nhiéu show dién

Pia diém duy nhat

Giam

Tao mai

Su” hai hudc
Kich tinh va nguy hiém

Phong cach
MOi truGng tinh té
Am nhac va nhdy muia

Nguén: Chién lwoc Pai dwong xanh
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Tai cau truc lai thi truong thong
qua Khung mau 6 con dudng - 1

1. Xem xét cac nganh san xuat san pham thay thé:
NetJets (khong phai thucng mai hay s hitu may bay)
NTT’'s DoCoMo (dién thoai hay internet)

Home Depot (san phdm va tu’ van nghé)
2. Xem xét cac nhom chién lugc trong nganh:
Curves (CLB stic khde hay tap thé duc ¢ nha)
Walkman (Boom box hay radio ban dan)
Toyota Lexus (Xe Mercedes vdi gia cua Cadillac)
Ralph Lauren (Thdai trang cao cap hoac la khong thdi trang)
Champion Enterprise (pre-fabs vs. on-site developers)
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The Strategy Canvas of Netlets

bl
-----
- -
-

-
-
=== -—
-/*_ .
\ /'f
.. ./~ Commercial Airlines
B S ./Fm-mm-cmmmm
e ~ il
s Sl
Price Need for Deachead Speed oftotal Ease of travel Flexibility In-flight
(fxed customers costs traved time (inciuding and senvice
purchase o manage check-in, refiability
+ variable aircraft customs, efc.)

price per (@ircraft
and administration) Nguén: Chién lwoc DPai dwong xanh




Khung mau 6 con dudng - 2

3. Xem xét khach hang:
Thay doi tir nhirng ngudi st dung theo thdi quen: ngudi mua,
nguadi su’ dung, ngudi chi phai.
Nova Nordisk: Tap trung vao nguci mua insulin chd’ khong phai la
cac bac si.
Bloomberg: Tap trung vao ngudi su’ dung chi khong phai nganh
cong nghé thong tin.
Canon: May photo nho dung trong gia dinh chd khdng phai cong
ty.

4. Xem xét cac san pham ho trg va dich vu:
NABI: Cong ty xe buyt Hungary giam chi phi dai han.
Cura hang thiét bi sach Barnes & Noble

Trung tam diéu tri ung thu Zeneca’s Salick (két hgp tat ca
phudng thuc diéu tri)
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Khung mau 6 con dudng - 3

5. Xem xét tinh hap dan vé tinh cam hay chirc nang d6i véi
khach hang:
- Swatch (tu’ chdc nang dén tinh cam)
- Body Shop (tu tinh cam dén chid’c nang)
- QB House (Barber shop... tu’ tinh cam dén chd'c nang)
- Cemex (Ban giac mo ch( khong phai cement)

6. Xem xét thai gian:
- Nghién clu cac xu hudng mang tinh quyét dinh dén kinh doanh,
tlr d6 cd6 mot huéng di rd rang, khdng thé dao ngugc.
- Apple (tao ra san pham iTunes thdng qua quan sat viéc chia sé
file)
- Cisco (giai quyét van dé dir lieu cham va mang may tinh khong
tuang thich)
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Gianh lay nhirng ngu'di khong la
khach hang

e Callaway Golf nhan thay ré‘ing nhiéu thanh vién trong cac cau lac bo trong
nudc khong chai golf bdi vi mon dod trong cd vé khod tap Callaway sang lap
ra Big Bertha, mot cau lac b golf vGi nhiing thay doi trong khi chaoi khién
cho viéc danh bong dugc dé dang hon. Ho da chuyen dudc rat nhiéu chai
tir chd khong 1a khach hang trd thanh khach hang ctia ho.

e Pret a Manager, mot day chuyén san xuat thd'c an nhanh & Anh, thady rang
nhirng ngudi di lam thudng dén nha hang dé an trua. M6t s6 khac khdng
bang long vdi dich vu kém va mudn co thirc an tot cho siic khoe han hodc
quyét dinh mang thlc an tir nha dén. Pret cung cdp san pham banh
sandwich vdi chat lugng nha hang, dugc san xuat moi ngay vaéi thanh phan
tot nhat va thdc an dugc phuc vu nhanh han nhiéu so vdi thiic an & nha
hang.

e JCDecaux nhan thay rang cac bang thdng bdo khdng thé hién dugc day dd
thong tin quang cao cua ho. Do do, ho da xin phép chinh quyén thanh pho
cho xay dung va duy tri cac “street furniture” dé thuc hién quang cao.
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Truong hagp banh ngii coc

Qua trinh marketing hang ngang

Thi truong thirc an sang
bang ngii coc

Loai san pham mdi
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Bup be Barbie
Qua trinh marketing hang ngang
Thi trudng bup bé Thiéu nién Loai san pham mdi

Cam Ny
Giac Q

TN

Cac loai bap bé khac nhau

Qua trinh marketing hang doc

Café Coc



Cac vi du khac ve
marketing hang ngang

e Kinder Surprise: Keo + do6 choi

e (Cac cua hang an tai cay xang: tram xang + thic an
e Quan café internet: Café + internet

e Walkman: May nghe nhac + kha néng di chuyén

e Tau hoa + trudng hoc: Cac I8p hoc trén tau hoa




Cac phucng phap su dung trong
marketing hang ngang

e Thay theé:

- Sinh vién day sinh vién, thay vi giao vién day sinh vién.

- HOp giay (Tetra-pak) thay thé cac chai sira bang thuy tinh

e Két hop:

- Xe dap + dién = xe dap dién

- Sach + nghe = audio book

e Pao ngugc:

- Pizza nong thanh pizza lanh

- Pdo ngugc chai s6t ca chua dé nudc sét ¢ thé chay ra nhanh hon.




Cac phucng phap su dung trong
marketing hang ngang

e Loai bo:

- Dbién thoai hitu tuyén => dién thoai di dong

- Thudng hiéu chung

e Tang thém:

- Xe dap cho 2 => 3 ngudi

- Thung dung nudc 50L dat gitra van phong

e Sap xép lai:

- Moi ngudi yéu cau quang cao phai dugc gui cho ho, ch khong phai
ngugc lai => marketing dudc chap nhan

- Bdng ngd phai dugc géi trudc khi nd => bong ngd nd bang 16 vi
song




3- Tim cach thirc mdi
dé giao tiép

-

T don't know who yow are.

1 das s ke pawr compawy

[ dan't ks pouf COMPART S odeet
I daw't kngww winad your compairy stawals dor
[ dew't know pawr company’s cosfomers

I daw't kenow powr company’s record.
[ dow't kngw your companys repatafian
Wwe-wbal was if yor wasted [o sell me

MORAL: Sades start before your sabosman calls-wth business publication advirtssng

F r
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Ban coO su’ dung cac phuong tién
truyén thong mai khong?

Phuong tién truyéen thong cii

Phudong tién truyén thong mai

-Tiéng trong va tin hiéu khoi
-Ban hang truc tiép

-Viét

-Thu' tu

-bDién thoai

-Radio

TV

-Phim

-Tai tro

-GUi thu truc tiép

-Quang cao, ban hang trén dudng
pho

-Website

-Webcast

-Thu dién tur

-Banners & pop-ups

-Blogs

-Podcasts

-Videocasts

-Tin nhan quang ba (mobile MKT)
-Mang (social networks)
-Buzz (Stimulated buzz)
-Sap xép san pham (Product
placement)




Consumer-generated Media - CGM
(Phu'dng tién huy dong thong tin tu’ khach hang)

e Phan hoi truc ti€p cua khach hang vé cong ty qua Web sites

e Ban tin truc tuyén, phong tan gau, dién dan va thao luan truc tuyén

e Thu dién tuU tu ca nhan dén ca nhan

e Blogs (nhat ky trén mang)

e Moblogs (nhat ky trén mang — cac trang web cho phép chia se anh
sO, video clips... qua dién thoai di dong)

e Y kién va binh luan cla khach hang trén cac Web sites (amazon,
netflix, zagat, planetfeedback, epinions)

e Podcasts (file &m thanh cé thé tai & nghe trén nhiéu loai thiét bj)

e Webcasts (bai trinh bay truc ti€p trén internet)

e Wikipedia (bach khoa toan thu)- Flickr (trang Web chia sé hinh anh)
e Tin nhan

e (Cac trang Web chia seé cong dong (YouTube, My Face...)
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Cac budc dé cé mot blog gay chu y

e Thu'c hién viéc phan tich nganh: Can phai tim hi€u xem khach
hang nghi gi vé cai tién mai nhat hoac khuynh hudng thi trucng cua
ban? Kiém tra blog cla nhitng chuyén gia vé nganh ctia ban
(Technorati.com, Blogwise.com)

e Tan dung Igi thé cua cac co hoi quang cao: Xac dinh nhirng
ngudi tao blog, nhirng nguGi chiu trach nhiém vé cac chu dé quan
trong va tim hiéu xem ho tinh phi quang cdo nhu thé nao? Cac nha
marketing cd thé thay d6i quang cdo dé phu hgp vdi thay doi hang
ngay trong nganh.

. Khuyen khich nhan vién viét blog: Cac chuyén gia vé ky thuat
cO thé thao ludn vé nhu’ng gi méi nhat dién ra trong nghién cltu va
phat trién, trong khi d6 cac nhan vién cap cao thi thao ldun vé
tucng lai kinh doanh. Nhan hiéu cua ban sé nhanh chong c6 dudc
long tin bang cach tao ra ca hoi cho cac nha quan ly cdp cao va cac
chuyén gia thao luan. Tang thém moi lién lac gilra moi nguci.

Café Coc S N




Cac budc dé cé mot blog gay chu y

e Tao modt blog cho doanh nghiép: Blog vé nhan hiéu co thé
quang ba tGi toan bo khach hang, doi tac va nhirng nguGi quan tam
dén nganh. Biéu khac biét la & chd cac dbi thoai trén blog thi nhanh
va ro rang. Ngudi st dung trd lai blog vi ho thuc su’ quan tam dén
ndi dung, trong khi nhan hiéu phai thé hién dugc thong tin méi
nhat.

e Hay la cho blog cua ban chinh xac, riéng biét va co tinh
thuyeét phuc: Nhitng ca nhan thuc hién blog c6 nghia vu phai tra
IGi binh luan hay yéu cau. Bai viét mdi phai dudc dua Ién hang
ngay.

e Quan ly blog: Blog khéng kiém soat dugc cac thdng diép. Kha nag
de doa tiém an v4i nhan hiéu la rat cao. Nhirng tin don that thiét
phat tan trén internet rat nhanh.
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Loi khuyén vé podcasting
(truyén ba bang phat thanh)

o Hoi: Tai sao nhitng nguoi lam marketing nén guan tam dén viéc
thuc hién podcasting vé doanh nghiép?
Tra 10i: Podcasting gilp ban xay dung moi quan hé 1-1 bang cach
két noi v3i ngudi nghe, dua ra mot thong di€ép mang y nghia cam
dong. NguaGi nghe nghe mot giong ndi va lién tudng tur giong néi do
dén cdng ty cua ban va dé la mot cach tuyét vai dé kéo ho quay tré
lai v&i ban nhiéu lan nira.

o Hoi: Lam thé nao lua chon “giong ndi” phu hop dé thuc hién
podcasting?
Tra IGi: Thudng thi trong thi trudng B2B, viéc thinh gia nghe duodc
giong noi cua cac nha quan tri vién cap cao cua cong ty rat quan
trong.
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Loi khuyén vé podcasting
(truyén ba bang phat thanh)

o Hoi: Bao lau thi nhithg nguoi lam marketing nén lam mot podcast
moaoi va thoi gian cua mot podcast la bao lau?
Tra 10i: Podcast nén dudc lam thudng xuyén dé duy tri khan gia.
biéu nay co nghia la néu chi lam podcast mot lan théi thi hi€u qua
sé khong cao. Vé thdi lugng, ching toi da di dén két luan rang mot
podcast co thoi gian khoang 15 phut sé mang lai hi€u qua, do do,
néu ban tao dugc podcast co thai lugng khoang 15-20 phut thi tot.

Hoi: Nhifng nguoi Iam marketing lam sao dé dung email thuc diy
podcast cua ho?
Tra 1Gi: Ban c6 thé Idy cac thdng tin trong podcast va dua vao trong
lién lac email thong thudng cua ban. VGi moi podcast mai, ban nén
tom tat lai va dua Ién mang dé cac cong cu tim ki€ém (search
engine) co thé tim thdy. Trong podcast mdi nhat, ban cling nén

tham chiéu dén cac podcast trudc day. _
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Webcast (Truyén ba thucng mai

m N7

tru'c tiép trén mang)

e Mot cong ty cé thé cung cdp thong tin hodc cac chi dan cling nhu
tra IGi cac cau hoi dua trén webcast do cong ty tai trg.

e Quang cao vé thdi gian, do dai va chi phi cua webcast (néu co).
Ti€p tuc theo doi sau khi phat webcast vai cac khach hang tiém

nang.




Product Placement —
Phu'dgng thu'c du'dgc su’ dung rong rai

TV va cac talk shows
Video games
Am nhac
Phim
— BO phim mdi nhat vé James Bond, Casino Royale da quang cao
cho xe hai Ford, dong ho Omega, may tinh xach tay Vaio, dién

thoai di dong Sony -Ericson va trang thi€t bi hang nang New
Holland.

e Sach
— The Bulgari Connections (Bvlgari)
— Men in Aprons (Electrolux)
— The Sweetest Taboo (nhac dén Ford Fiesta)




WOM va Buzz la gi?

e WOM — Word of mouth = truyén miéng.

e WOM dang phéat trién mét cach tu nhién nhd vao internet va dién
thoai di dong.

e WOM dang tin cay hon la quang cao.

e WOM c6 siic manh rat I6n (iPOD, iPhone, Harley Davidson)




WOM va Buzz la gi1?

e Buzz Ia cich lam dé tdng WOM. Co mot s6 cach buzz khac nhau:
- Buzz marketing: 1a cach lam tang su’ pho bién, su kich thich va
mot s& thong tin vé san pham.
Richard Branson quang cdo cho dién thoai di dong Virgin trong trang phuc
gan nhur tran truong tu mot chiéc can cau trén quang truong Times.
- Viral marketing: hudng tdi viéc tao thong di€p marketing, thudng
dudi dang email, co thé phat tdn nhanh chdng trong khach hang.
- Shill hay la Stealth marketing: tra cong cho mot sO nguai xuc tién
(promote) san pham, dich vu tai nhiing diém cdng cdng khac nhau
ma khong ti€t 10 quan hé cua ho vdi cong ty.
Sony Ericsson thué mot s6 nghé si di long vong va mai moi ngudi chup hinh
vGi ho.
- Truyén miéng thuc thu: xay ra khi mot nguci noi chuyén vai ban
bé&, ngudi quen vé san pham, dich vu.
Kiéu diép vién Bzz, vira that long, vira cd cha y. Phu ni rét hgp vdi

\/ Al D/ /
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Kien tao Buzz

e Phan biét ba loai nguGi tao buzz:
— Chuyén gia: Ho la nhi’ng chuyén gia vé mot van dé. Ban nghe
ho ndi truc ti€ép. Bong luc cua ho la tuyén truyén hay giai thich.
— Nguoi lién két: Ho biét rat nhiéu ngudi. Ho la mdi lién két nhirng
ngudi trong xa hoi. Ho co thé dé cap cai gi do dén rat nhiéu
ngudi, nhung ho khong phai la chuyén gia.
— Nguoi ban hang: Ho day tinh thuyét phuc va co thé gidp ban lan
truyén su’ quan tam.
e Tao nhitng ngudi 18ng x& trong moi cdng ddng nhdm mang thdng
diép cua ban dén cong dong do:
— MOt cach tu nhién (dua vao nhan hié€u)
— Bang miéng (néu Ién trong cac budi ndi chuyén)
— Ao (thdng qua internet)
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Buzz mot cach chuyén nghiép

o P&G’s Tremor
- Tremor da xac dinh 200.000 teen connectors co6 anh huGng nhat.

- Nhirng nguGi nay dugc gai mau san pham va ho dugc phép khoe
vGi cac ban néu ho thdy san pham mau dung tét.

e BZZAgent.com

- David Balter viét Grapevine. Ong lap trang web BZZAgent.com va
tL;]yen ﬁgng tac vién la thanh thi€u nién, ngudi di'ng tudi va cac
nhom khac.

- BZZ chi chdp nhan buzz cho nhiing san pham tGt.

- MOi cong tac vién s€ nhan ban danh sach nhiing chién dich quang
ba va chon lay chu’dng trinh phu hdp vdi ho.

- Ho s& nhan dugc san phdm va mét ban hudng dan cach sir sung
WOM, néu ho thay thich san pham. Sau dd, ho se bat dau ndi vé
no.

- Ho viét bdo cdo ghi nhan moi su kién khi ho dé cap dén san pham
va ho sé dugc thuang diém (c6 the dm I3y qua). Bao cdo phai day
du ca nhiing nhan xét khen ché vé san pham.
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4- Sir dung cong nghé mai
va do luwgng két qua.




Can co thu'dc do cac loai
chi phi marketing khac nhau

e Chién dich gui thu

e Chién dich marketing qua dién thoai

e Khuyén mai ban hang

e TO6 chirc su kién

e HOi chg gidi thiéu san pham

e Taitrg

e Chién dich quang cao trén TV

e Chién dich hinh anh céng ty

e Chién dich tu thién

e Chién dich gianh lai khach hang tu tay doi thu
e Chién dich tung san phadm mdi ra thj trudng.




Cac thudc dochuyéu -1

Thudc do vé ban hang:

- Tang truéng doanh thu

- Thi phan

- Doanh thu tir san pham mdi

Thudc do kha ning sdn sang mua hang:

- Nhén biét san pham / Ua thich / Du dinh
mua

- Ty lé dung thuor

- Ty Ié mua lai san pham

Vé khach hang:

- Su’ phan nan cua khach hang

- Su’ hai long cua khach hang

- Su’ hy sinh cua khach hang

- Khach hang ung ho so v@i ché bai, giem pha
- Chi phi dé gianh dugc khach hang

- Luong khach hang mg@i dat dudc

- SO lugng khach mat di

- S0 luvgng khach khong hai long

- Ty Ié khach hang giir lai du'gc

- Gia tri 1au dai cho khach hang

- Gia tri cua khach hang

- Suat sinh Igi cua khach hang

- Lgi nhuan tinh trén khach hang

Sales Metrics
e Sales growth
e Market share
e Sales from new products

Customer Readiness to Buy Metrics

e Awareness / Preference / Purchase
intention

e Trial rate
e Repurchase rate

Customer Metrics

e Customer complaints

e Customer satisfaction

e Customer sacrifice

* Number of promoters to detractors
e Customer acquisition costs
* New customer gains

e Customer loses

e Customer churn

e Retention rate

e Customer lifetime value

e Customer equity

e Customer profitability

e Return on customer




Cac thuéc do chu yéu - 2

Thudc do vé phan phoi:

- SO lugng dai ly

- Phan chia trong quan ly cira hang

- Phan phoi co gia quyén

- Thu nhap tu phan phoi

- Luong hang luu kho trung binh

- SO ngay luu kho

- Chu ky hét hang

- Ty lé trén ké hang _

- Doanh s& trung binh tai moi di€ém ban hang

Thudc do vé truyén thong:
- Nhan thirc vé thuong hiéu (tu phat)

- Nhan thirc vé thuong hiéu hang dau
- Nhan thirc vé thuong hiéu (co trg giup)
- Nhan thirc vé quang cao (tu phat)

- Nhan thirc vé quang cao (co trg giup)

- Ty lé tiép can hiéu qua

- Tan suat hiéu qua

- Tong s6 luot tiép cin (GRP)
- Ty lé phan hoi

Distribution Metrics

e Number of outlets

e Share in shops handling

e Weighted distribution

e Distribution gains

e Average stocks volume (value)
» Stocks cover in days

e Out of stock frequency

e Share of shelf

e Average sales per point of sale

Communication Metrics

e Spontaneous (unaided) brand
awareness

e Top of mind brand awareness

* Prompted (aided) brand awareness
e Spontaneous (unaided) advertising
awareness

* Prompted (aided) advertising
awareness

e Effective reach

o Effective frequency

e Gross rating points (GRP)

e Response rate




Cac thudc do chu yéu - 3

Thu'dc do nhan hiéu

Do luong luc lugng ban hang
eChat luong cua dong “lead”

Ty Ié “lead” dat dé nghi mua hang
Ty lé két thic thuong vu trung binh
«Chi phi moi Ian héi hang

«Chi phi cho moi “lead”

«Chi phi cho méi Iin ban hang

«Chi phi cho méi déng ban hang
Mirc do gia ca va kha nang sinh Igi
*Su nhay cam cua gia ca

eMirc thay ddi gia binh quan

eMirc dong gop (Igi nhuan) bién

Brand Metrics

Sales force metrics
*Quality of lead stream
eAverage lead to proposal
eAverage close ratio
*Cost per inquiry

oCost per lead

oCost per sale

eCost per sales dollar
Price and Profitability Metrics
*Price sensitivity
eAverage price change
eContribution margin

Phiplip Kotler téng hop tu’ nhiéu nguén khic nhau

Luu y quan trong: Trong tai liéu cua PACE tai HQ1 thao Marketing moi cho thoi dai moi, Cac thuée
do chu yéu chi goi gon trong 2 slides. Tuy nhién, sau khi d61 chi€u vé1 ban tiéng Anh cua Hoi thao tai
Estonia, CFC nhan thay ban tiéng Viét c6 nhi€u cho roi1 nghia nén da thém vao ¢t tr vung tiéng Anh.




Binh luan vé cac thu'éc do

Q Thi phan

Q Su hai long cua khach hang

Q Su hy sinh cua khach hang

A Khach hang ung ho so va@i ché
bai, giem pha

A Ty lé khach hang giir lai ducc
QA Gia tri lau dai cho khach hang
3 Gia tri cua khach hang

QA Lgi nhuan tinh trén khach hang

Q Strc manh nhan hiéu (gia tri nhan
hiéu dudc cam nhan)

d Tai san thuong hiéu
Q Suat sinh 1ai (ROI)
O DCF

1 Market share
1 Customer satisfaction
1 Customer sacrifice

O Number of promoters to
detractors

1 Retention rate
1 Customer lifetime value
d Customer equity

J Return on customer

d Brand strength (perceived
relative brand value)

O Brand equity
d ROI
d DCF




Mau quyét dinh MKT va
mau phan hoi MKT-mix

BRANDAID
CALLPLAN
DETAILER
MEDIAC
PROMOTER
ADCAD

See Gary Lillien and Philip Kotler,
Marketing Models (Prentice-Hall).




Xay dung mo hinh vé
thi truong

hoat dong
truyén thong

Marcom
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Lam quen vG@i
nhan hiéu
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Niém tin va nhan thirc
vé thuong hiéu

Can nhac
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Ban hang tu dong

e Muc dich la cho phép nhirng nguGi ban hang dugc thong
tin day du dé gan nhu cd moi thdng tin ma anh ta yéu
cau vé cong ty va co thé thé hién mot kha nang ban
hang toan dién.

e The objective is to empower the salesperson to be an
informed salesperson who virtually has the whole
company’s knowledge at his command and can provide
total sales guality.
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Marketing tu’ dong: cac vi du

e Dinh gid chd ngdi trén mdy bay va dat cho trong khach san

e Thu thap tén dé thuc hién chién dich géi thu truc tiép

e Quyét dinh xem ai dugc mua chiu hoac gia han thoi gian tra cham
e Phéan bd cac dong san pham

e Lua chon phudng tién truyén thong

e GGi thu theo yéu cau cua tung khach hang

e GGi phiéu mua hang va mau thir

Vi cac quyét dinh tdng hop cang ngay cang dua trén cg sé dir liéu
va tu dong, giam doc nhan hiéu phai danh it thGi gian han cho cac
con sO. Ho cd thé tap trung thdi gian cho chién Iugc, chi don thudn
phai nghi vé viéc cai tién va lam thé nao tang gia tri.
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Marketing tu dong

o
e Pau tu
marketing e Quan tri
nguon luc
e M3U Rhu marketing
cau
C G

J
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e Quan tri chién
dich

e Quan tri thong
tin huéng dan

e Quan tri su kién

e Quan tri long
trung thanh

e Quan tri
phudng tién

truyén thong y

J

)

e Phan tich
marketing

 Phan tich
trang web
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Quan tri dau tu marketing (MIM)

e Tim kiém cach do luGng anh hudng cua cac nguon luc tdi doanh s6
va Igi nhuan, dong thoi dua ra mot cach thuc hién phan phoi
marketing tong hap mdi.

e Phan bd chi phi marketing mot cach hop ly hon dé Igi nhuén tur hoat
dong kinh doanh tang han 15% chi phi marketing.

e (Cac cong ty da su’ dung phuang phap nay: P&G, Unilever, J&J




Mot vi du thu'c té dién hinh

. . Két qua dau tu marketing 2006
Contribution margin N
(trieu USD) Xép hang theo contribution margin

15~ Khoan d3u tu tét
nhat dong gop
10 - 10,5 triéu USD
23% dau tu kem nhat
(34% chi phi) gay 10 12
h triéu USD
0 -
. Khoan dau tu kém nhat
] gay 1o 3,6 triéu USD




Phan bo lai cac quy tao ra
két qua tot hon

Contribution margin Pdng gdp
(triéu USD) ~ ~

15 - Ke hoach ban dau $ 101 M

Loai tru’ cac hoat dong khong sinh [0 $ 32M

10 - Tai phan bd cac hoat ddng sinh 15 $ 99 M

Ccong $ 232 M

0 -
Va tai phan bo ——

5 vOn cho cac Loai tAru’ cac da‘u_ tu
dau tu sinh IGi khong sinh Ici




Hé thong quan tri nguon lu'c
marketing (MRM)

Cac buoc:
1. Luu trir bang hé théng Equity Archiving and Access
Luu trlr hiéu qua cac tai liéu lién quan dén nhan hi€u da dung trong
qua khu: brochure, coupon, khuyén mai trong dip I€...
APRIMO la nha ban hang hang dau
Stra doi, tu chinh tai liéu, tao tai li€u mdi
. Tim kiém su chap thuan (phap ly, tu Sép...)
. Yéu cau cac tai liéu tr 30 — 60 ngudi ban hang
5. Quan tri chién dich
Chién dich gui email, khuyén mai, inbound telemarketing, cac sang
ki€n ban hang tai cho...
Cac chién dich da cap tu dong, lap di lap lai, tao su kién thucng co
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Kham pha internet

Tao mot trang web va gidi thi€u mot cach thong minh vé lich s cong ty,
san pham, nhan hiéu, niém tin va cac gia tri (BMW)

Tao mdt trang web dé tra c(ru tirng loai san pham (Colgate — cdc bénh vé
rang)

Tao mot trang web Vvé tiéu st tirng khach hang (Elizabeth Arden) va ban
cac san pham chuyén biét (Acumin vitamins).

Thuc hién lay y kién theo nhom (focus groups) va@i khach hang, khach hang
tiém nang, nha phan phoi hay gui cac bang cau hoi.

GUi cdc mau quang cao hay thdng tin dén khach hang bay to su’ quan tam.
GUi mau san pham mdi mién phi (freesample.com).

GUi phiéu gidm giad san pham mdi (coolsavings.com).

Mdi khach hang gui email phan anh, khi€u nai...

DUng internet dé nghién c(ru ddi thu canh tranh.

Dan gian hoa viéc giao ti€p ndi bo gilra cac nhan vién bang hé théng mang
noi bo.

DUng internet dé cai thién vééc mua hang, tuyén dung va dao tao.

DUng internet dé so sanh gié gitra cac nha cung cdp va mua hang bang
cach gui thong tin vé cac diéu kién cua cong ty.



Marketing Dashboards

* Tools dashboard
* Processes dashboard

* Performance dashboard




Két luan

e (COng ty ban can téng cu’dng va cung co ky nang marketing.

e Ban Fhal nhin nhan vé marketing mot cach toan dién hon, coi no la
mot luc lugng thic day viéc kinh doanh cua ban.

e Cac cc hdi ludn ton tai va co thé dugc tim thay bang cach phan
khuc thi trudng, khac biét hoa, phat trién nhan hiéu, hgp tac phat
trién cung khach hang, suy nghl theo tu tudng Dai du’dng xanh va
marketlng hang ngang.

e Phai bd sung vao cac phuong tién thong tin truyén thong cua ban
cac phuadng tién thong tin mai nhu dién thoai di dong, blog,
podcast webcast, social networks, WOM buzz.

e Ban can ap dung thém cac cong nghé mdi vé marketing nhu’ cac mo
hinh marketing, ban hang ty dong, marketing tu’ dong, marketing
dashboards va marketlng trén internet dé Iam tang hieu qua
marketing.

e Ban phai udc lugng vé anh hudng tai chinh trong ngan han va dai
han dé thong bao cho cap trén.
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"It is not the
strongest of the
species that
survives, nor the
most intelligent, but
the ones most
responsive to
change.”

Charles Darwin
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