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Poi twong, thei lwong va diéu kién

= P6i twong: Sinh vién chung toan trwéng BH KTQD

= Thoi lwong: 3TC, 45 tiét
= 27 tiét gidng

18 tiét thao luan/bai tap nhém, kiém tra

Diéu kién tién quyét: khdng co
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Muc tiéu hoc phan

= Cung cap kién thirc co ban vé marketing dich vu cong

= Giup hiéu vai trd cla viéc 4p dung marketing trong viéc nang cao

hoat ddng clia cac t chirc cung &ng dich vu codng.

hwe hanh céch tw duy chién lwoc marketing trong cung (rng dich
vu cong (phan doan, Iwa chon thi trw&ng muc tiéu va dinh vi) va
thwe hanh céac chién thuat marketing mix cho cac dich vu céng
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Phwong phap

= Giang vién cung cap khung ly thuyét.

= Sinh vién doc trwéce tai liéu va tham gia thao luan va trinh
bay két qua nghién ctru trong cac budi thao luan.

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Tai lieu hoc tap

= Bai giang cla giang vién

» Sach Marketing Dich vu Cong, PGS. TS Vi Tri Ding, NXB Dai hoc KTQD,
2007

» Marketing in the Public Sector, Phillip Kotler, Wharton School Publishing, 2007

» Marketing in the Public Sector, A Roadmap to Improve Performance, Nancy
Lee, Philip Kotler, Wharton School Publishing, USA, 2006

»/ Marketing Management and Communication in the Public Sector, Matrtial
Pasquier & Jean-Patrick Villeneuve Routledge, USA, 2012

» \arketing Public Sector’s Services, 2nd ed., in Essential Skills for the Public
Sector, Jennifer Bean & Lascelles Hussey, HB Publications, 2011

» Public Sector Marketing, Tony Proctor, Pearson Education UK, 2007
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Théng tin vé giang vién

= Ho va tén: Nguyén Hoai Long
» Hoc ham, hoc vi: Tién si

» Chlrc danh: Giang vién

= Dia chi : VP. Khoa Marketing, DH. KTQD, 207 Giai Phdong

» Email: longnguyenhoai@neu.edu.vn
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Ké hoach giang day

Thoi
lwong

1  Chwong 1: Khéai quét vé dich vu cdng va quan ly dich vu cong 3 >
2 Chuwong 2: Dac diém cta marketing dich vu cong 5 3 2
3  Chuong 3: Mai trwdng marketing dich vu cong 5 3 2
4  Chuwong 4: Chinh sach san phdm va méi trwdng vat chét trong cung &ng 5 3 )
dich vu céng
5 Chwong 5: Chinh sach gia dich vu cong 5 3 >
6 Chuwong 6: Chinh sach phan phéi dich vu cong 5 3 5
7  Chuwong 7: Truyén théng va khuéch trwong dich vu céng 5 3 2
8 Chuwong 8: Van dé quy trinh va con nguoi trong cung &ng dich vu cdng 5 3 5
9  Chwong 9: Nghién ctru marketing trong linh vwc dich vy cong 5 3 2

Cong 45 27 18
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Lich trinh giang day

Tuan tha 1
Tuan tha 2
Tuan thir 3
Tuan thi 4
Tuan th& 5
Tuan thir 6
Tuan thir 7

Tuan thir 8

Gigi thiéu hoc phan + Chwong 1
Chuwong 1 (tiép) + Giao bai tdp nhém
Chuwong 2

Chuwong

Chuwong 4

Chwong 5

Sinh vién di tham quan thwc té cung
trng dich vu cbéng
Thao luan cac chwong 1+2+3+4+5

CuuDuongThanCong.com

Tuan the 9

Tuan the 10
Tuan thir 11
Tuan th 12
Tuan th 13
Tuan thir 14

Tuan the 15
Tuan ther 16

Lich trinh Ké hoach lam viéc Lich trinh Ké hoach lam viéc

Chuwong 6
Chwong 7
Chwong 8
Chuwong 9

Chwong 9 (tiép) + Kiém tra

Thao luan cac chuwong
6+7+8+9

Trinh bay bai tap nhom
Dw triv

Cong: 45 tiét

https://fb.com/tailieudientucntt
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Phwong phap danh gia hoc phan
-

Dw |6p, thao luan trén I&p 10% Dwa trén mdrc dd chuyén can, nhiét tinh cia SV
Bai tap kiém tra 20%  Dua trén két qua bai kiém tra gitra ki
Bai tap nhém 20% Dwa trén thai do lam viéc nhém, két qua hoan thanh va céac

déng gop ca nhan

Thi cubi ki 50% Dwa trén bai kiém tra cudi ki
DK thi cudi ki: tham gia trén 70% sb tiét hoc
Hinh thire thi: cAu héi luan va BT tinh hudng, trén gidy, thoi
gian 90 phut
Lwu y: Sinh vién chi dwoc st dung tai liéu in 4n khi 1am bai

Téng 100%

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Chwongqg 1:

KHAI QUAT VE DICH VU CONG
VA QUAN LY DICH VU CONG
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Muc tiéu nghién ctru

= Tim hiéu cac khai niém khai quat vé ban chat cda dich vu céng;
nhirng dac thu trong quan ly dich vu céng véi nguyén tac vi lgi ich
chung va mat sb hinh thai co ban, cac bén tham gia vao dich vu
cong

Public Sector

11
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NOi dung chuong

Cac hinh thai

Dac trung Nha cung khac nhau

cua Quan ly cap Dich vy
Dich vu c6ng cong

Khai quat vé
Dich vu cong

cua Dich vu

cong
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1.1 Khai quat vé Dich vu cdng
1.1.1. Khai niém

1.1.2. Ban chét ctia Dich vu céng

1.1.3. Hiéu suét va hiéu qua

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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1.1.1. Khai niém

= Khu vic cdng cong (KVCC): bao ham tat ca cac hoat déng vi loi ich chung va vi
phuc loi ctia ca qubc gia, ké ca hoat ddng ciia Nha nwéc.

= KVCC git» mdt vai trd quan trong trong nén kinh té qudc dan, cé tinh chat da
dang phan anh qua cac chirc nang ma né thwc hién

= Dich vy cong (DVC):

» |4 mét bd phan cia KVCC

Do KVCC tao ra

® | ién quan dén cac hoat déng ma muc dich la dem lai cho moi cong dan cac loai dich vu
nhwng c6 dac diém la Igi ich tap thé hoac lgi ich ca nhan

= Dich vu céng Ia tap hop nhikng dich vu cung cap nham dam béo cho ngwei sir dung/
céng dan trong khung canh phét trién cia sw doan két xa héi = DVC cé6 thé chuyén
giao cho khu vwc tw nhan dam nhéan.
14
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1.1.1. Khai niém

= Phan biét
= Khu vwe cong cong; lién quan dén phwong dién cau tric
= Dich vu c6ng: lién quan dén phwong dién chinh tri — van hoa

= Chirc ndng cong cong: lién quan dén phwong dién thé ché, luat phap

# ra doi ctia DVC bat ngudn t:
= Tinh thiét yéu cua dich vu

= Sy khiém khuyét cua thj trwong

= 3 dang nhiém vu mang tinh Dich vu céng cdng

15
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1.1.1. Khai niém

= DVC dwoc chia thanh 3 nhém co ban:
= Cac dich vu chi quyén
® Cac dich vu van hoa — xa hoi

= Cac dich vu ¢ tinh chat kinh té (“Dich vu Céng nghiép va Thwong
mai cong c6ng”)

16
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1.1.2. Ban chat cua Dich vu céng

= DVC thwérng nam trong KVCC — noi hiéu suat lao dong thuwdng
thap hon tai KV tw nhan

= Viéc quan ly DVC c6 tinh khéng chac chan

= K\/CC hoat déng dwa vao ngan sach nha nwdc, hiéu suat
6ng nhat thiét 1a yéu t6 dwoc mong doi. Khd nang duy tri va
tang mirc ngan sach la thwéc do hiéu qua

17
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1.1.3. Hiéu suat va hiéu qua

= Tam giac két qua: 3 chi tiéu quan trong: muc tiéu, phwong tién va két qua va méi quan hé
gilra 3 chi tiéu do

= Cac nhan té chd yéu anh hwdng dén viéc gidm hiéu qua trong KVCC:
= Phuwong dién xa hdi
®» Phyong dién chinh tri

= Hanh chinh bao cap

hat lwong ctia DVC bao gdm cac phuong dién va cap do khac nhau:
= San pham hay dich vu cubi cling
= Quan hé

5 khoang céach trong quan tri chat lwong dich vu

5 “truc” hoat ddng co’ ban dé tién hanh hién dai hoa KVCC

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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1.2. Pac trwrng cua Quan ly Dich vu céng

1.2.1. Nguyén tac l¢i ich chung
= Nguyén tac céng bang
= Nguyén tac lién tuc

= Nguyén tac bién dbi va phu hop

.2.2. Sw doéc lap véi thi trrong
= Thiéu thong tin phan hoi tt thi tredng

= Kiém soat cdng cdng

19
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1.3. Nha cung cap Dich vu céng

1.3.1. Chinh quyén: hoat dong dwoc cau trac trén co s& phan

chia Nha nwdc theo chiéu ngang va chiéu doc

irng co’ quan dam bao céng bang va bao tro’ xa hoi:

08, sinh ké va gido duc

.3.3. Cac doanh nghiép dwoc thué dé cung cap DVC

20
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1.4. Cac hinh thai khac nhau cua Khu vwc coéng

1.4.1. Dich vu céng khéng mat tién:
= Clru hod va cap ctu
= Dich vu vé sinh, cap thoat nuwéc

= Chiéu sang cong cdng
ich vu céng phai tra tién

= Nyée, dién

m\/ién théng

.4.3. Dich vu cédng dwoc ho tro’ 1 phan
® Giao théng cdng cdng

= Puwdng sat
21
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Cau hoi, bai tap chwong 1

= Trinh bay ban chat cta dich vu cong?
= Thé nado la nguyén tac vi loi ich chung?

» Néu cac hinh thai khac nhau cua Khu vwc cong?

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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TAI LIEU THAM KHAO CUA CHUONG 1

= Marketing Dich vu Coéng, NXB DPai hoc KTQD (2007), VQ Tri
Ding

= Marketing in the Public Sector, Wharton School Publishing
(2007), Kotler. P

= Nancy Lee, Philip Kotler (2006), Marketing in the Public Sector,
Roadmap to Improve Performance, Wharton School
Publishing, USA

23
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Chwong 2:

PAC PIEM CUA MARKETING
DICH VU CONG
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Muc tiéu nghién ctru

Lam rd cac dac thu riéng cua marketing dich vu va di sau vao
phan tich hoat dong marketing trong linh vwe dich vu cong

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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NOI dung chuong

Nhan thtc ve MKTG dich

MKTG trong vu va nhiing

cac to chuc dac diém co
cong ban

MKTG dich
vu cOng va

nhirng dac
diém co ban
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2.1. Nhan thirc vé Marketing trong cac té chirc cong

2.1.1. Vai tro va chirc nang ctia marketing trong t6 chirc

= Marketing phan anh mét chirc nang co’ ban cua kinh doanh, la
bd phan tat yéu vé mat té chirc cia mot cdng ty

i phdi vira bi chi phdi béi cac chirc ndng khac

= | uon chi ra cho DN nhirng néi dung:
= Khach hang 1a ai? Nhu cau la gi

= Nhirng yéu t6 anh hwéng viéc kinh doanh
» Xay dwng nhan thire v&i khach hang

= C4ch tién hanh cac céng tac to chirc, theo déi, danh gia ...
27

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

2.1. Nhan thirc ve Marketing trong cac té chirc céng

2.1.2. Nhiém vu ctia marketing trong té chirc

= Nhiém vu co ban cua MKTG la tao ra khach hang cho doanh
nghiép (nhw san xuat tao ra san pham)

40 san xuat va cung cap nhirng méat hang hap dan coé strc

canh tranh cao cho cac thi trw&ng muc tiéu

28
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2.2. Marketing dich vu va nhirng dac diém co ban

2.2.1. Pac treng co’ ban cua MKT dich vu

» Phirc tap hon so véi MKTG hang tieu dung

= Can bd sung thém 3 yéu t6: people (nhan vién trong cong ty),
(qua trinh tao ra dich vuy, v&i sy c6 mat cua khach hang),

physical evidence (co s& vat chat, moi truéng ki thuat)

rong s6 dau tw cia MKTG dich vu thién vé “nang cao hiéu qua
i quan hé véi khach hang” hon 1a “tdng s6 lwong khach hang
dén” — nguoc lai véi MKTG san pham

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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2.2. Marketing dich vu va nhirng dic diém co ban

2.2.2. Nhirng thach thirc doi véi cac cong ty dich vu
= Khac biét hoa
= Chat lvong

= Nang suat

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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2.3. Marketing dich vu céng va nhirng dic diém co ban

2.3.1. MKTG trong linh vwec dich vu cong
= Khach hang la trung tdm ctia moi sw quan tam
= Hién twong chung khdng ngoai trtv khu viee cong cdng

= MKTG la mot cach thé hién qué trinh phat trién cltia cac td chirc
cong

MKTG dich vu cdng codng trong nén kinh té thi trwéng

31
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2.3. Marketing dich vu céng va nhirng dic diém co ban

2.3.2. Quy trinh MKTG dich vu cong

T4 chire

Phan

Hoach

Phan tich doan va Thiét lap dinh GAc thyee hién
cac co’ . lra chon chién chuon va kiém
hoi thi tredng lwoc e tra cac

MKTG muc tiéu, MKTG MKTG hoat déng

dinh vi

MKTG

32

CuuDuongThanCong.com https://fb.com/tailieudientucntt


http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

2.3. Marketing dich vu céng va nhirng dac diém co ban

2.3.3. MKT trong nhirng hinh thai khac nhau cua khu vwe
cong

Vé&i moi hinh thai khac nhau ctia KVCC, tirng giai doan, yéu to
marketing s& dwoc (rng dung cho phi hop v&i ban chat cda hinh
6, va phl hop v&éi mong mudn, muc dich cha ngudi quan ly.

33
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Cau hoi, bai tap Chwong 2

= Néu mét vai dac thu riéng ctia MKTG dich vu, tr d6 lién két voi
dac diém clia MKTG dich vu cdng?

= M6 ta va lay vi du cho tirng buwdc trong quy trinh MKTG dich vu
cong

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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TAI LIEU THAM KHAO CUA CHUONG 2

= Marketing Dich vu Coéng, NXB DPai hoc KTQD (2007), VQ Tri
Ding

= Marketing in the Public Sector, Wharton School Publishing
(2007), Kotler. P

= Nancy Lee, Philip Kotler (2006), Marketing in the Public Sector,
Roadmap to Improve Performance, Wharton School
Publishing, USA

35
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Chwong 3

MOI TRUONG MARKETING DICH VU CONG
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Muc tiéu nghién ctru

= Tap trung phan tich nhirng tac ddng clia méi trwdrng marketing dén hoat ddng clia cac td
chire cong

= Pé& cap dén hanh vi ctia ngudi sir dung dich vu cdng. Cach tiép can dwdi géc dé marketing
tao diéu kién giai thich déng co’ clia ngudi st dung va qua trinh ra quyét dinh cda ho.

37
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N&i dung chwong

Nhirng thach
thirc va co hoi
cua to churc
cong

Toan cau hoa Hanh Vi ciia

voi sy phat

trien cua DVC nguol su dung
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3.1. Nhirng thach thirc va co’ hdi cia té chirc cong

3.1.1. Méi trwdng kinh té

e Truwdc nhirng doi héi cua thi tredng, cac doanh nghiép
cong cdng da phai tién hanh da dang hoa cac hoat déng
kinh doanh hoac “tw nhan hoa” mét s6 hoat ddng hodc mot

khau nao doé cua qua trinh kinh doanh

u hwéng tai phan phdi von nha nwdc trd nén rd rang hon
trong giai doan dau tién.

39
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3.1. Nhirng thach thirc va co’ hdi cia té chirc cong

3.1.2. MOi trwrong cOng nghé

ePhu thudc trwe tiép vao cac ky thuat mdi nhon, va khi yéu cau dau tw
vwrot qua kha nang clia dat nwéc = xay ra hién twong “chdng chéo”

D3 cho phép KVCC &p dung dan chinh séach “hanh chinh dién t&”

3.X.3. MOi trweé'ng van hoa — xa hoéi
v phat trién ctia xa hdi hinh thanh nhirng gié tri va thuwédc do méi

«Ap lwc dbi voi cac td chirc cong cong: thdng tin cong khai va minh bach,
chat lwong dich vu ddm bao, xac thwe va hiéu qua trong moi hoat déng

40
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3.1. Nhirng thach thirc va co hdi cta té chirc cong

3.1.4. Moi trwwong luat phap — thé ché
« Phan cap quén ly hay quan Iy phi tap trung

 Thay dbi cac phwong phap ngan sach va ké toan

41
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3.2. Toan cau hoa vé&i sw phat trién cua dich vu cong

3.2.1. Toan cau hoa — xu hwéng tat yéu

3.2.2. Anh hwéng cta toan cau hoéa téi viéc cung cap dich vu
cong

o Chié
o C2

lwgrc can duoc dinh hwéng lai

n to6 chire lai va tai co cdu cho phi hop véi tinh hinh moi

é thdng théng tin va diéu khién cla t chirc can thay dbi sau
Sac

e Céac thanh vién cla td chirc cong cdng can quan tam dén nang
lwc thwong mai, quan ly hoac xa héi hon la nang lwc ky thuat

42
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3.3. Hanh vi ngwé&i str dung

3.3.1. Ngwéi str dung la ngwei tiéu dung
Hanh vi bi anh hwéng b&i nhiéu yéu to:

= Nhan to tam ly — x& hoi va xa hoi hoc

43
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3.3. Hanh vi cua ngwi str dung

3.3.2. Ngwoi str dung 1a cac té chirc

= T6 chirc cdng cOng can phai co tiép can dac biét trong mbi quan
hé v&i “khach hang cua ho”

= Do tinh quan liéu, 1&ng phi, cac td chirc cong cdng thwdng co
hinhyanh tiéu cwc va khéng dwoc ngudi sir dung dich vu tin twéng

w duy marketing “kinh doanh hay tw nhan” truyén thong voi
iéc nhan manh tiép can khach hang can dwoc cac co quan hanh
chinh hiéu rd va tan dung c6 hiéu qua

44
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3.3. Hanh vi cua ngwi str dung

3.3.3. Qua trinh ra quyét dinh mua

. Danh gia
Nhan Y ,
biét‘nhu Tim kiém cac

cau

Danh gia
sau khi
mua

thong tin phwong
an

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Cau héi, bai tap Chwong 3

» | i&t k& cac yéu t6 chinh co tac ddng t&i td chive cong, lay vi du.

= Néu 3-4 yéu td gay anh hwdng dén hanh vi nguoi tiéu ding
ich vu cong va 14y vi du lam rd cho céac yéu t6 do.

= M6 ta va lay vi du cho qua trinh ra quyét dinh mua dich vu céng
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TAI LIEU THAM KHAO CUA CHUONG 3

= Marketing Dich vu Coéng, NXB DPai hoc KTQD (2007), VQ Tri
Ding

= Marketing in the Public Sector, Wharton School Publishing
(2007), Kotler. P

= Nancy Lee, Philip Kotler (2006), Marketing in the Public Sector,
Roadmap to Improve Performance, Wharton School
Publishing, USA
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wong 4:

CHINH SACH SAN PHAM/ DICH VU CONG
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Muc tiéu nghién ctru

Tim hiéu cac cip dd cau thanh cda san pham dich vu céng; quy
trinh thiét ké san phdm dich vu cong; va cac giai doan trong chu
ky sbng cda san pham

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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NOI dung chuong

Binh vi san
pham dich

Khai quat

chung vé

san pham
dich vu cong

Quan ly san Chung loai
pham dich san pham
vu dich vu

VU va
thwong hiéu
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4.1. Khai quat chung veé san pham dich vu céng

4.1.1. Khai niém dich vu cOng

4.1.2. Phan loai san pham dich vu céng: dé& ban hosc nham muc
dich hanh chinh, vi du:

« Tw van, chi dan, gilp d& ...

* Sw.cham séc

ung cap nang lwong, phwong tién ...

*/ Giao duc

o1
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4.2. Quan Iy san pham dich vu

4.2.1. Thiét ké san pham dich vu:

- Giai doan kinh nghiém
- Giai doan chap nhan dich vu
4.2.2. Marketing cong va chu ky séng cta san pham dich vu

« Chu'ky sbng clia s&n phdm

ac giai doan cta chu ky séng:
Giai doan tung dich vu ra thj trwdng
Giai doan tang trudng
Giai doan chin mudi hay trwéng thanh
Giai doan suy thoAi
52
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4.2. Quan Iy san pham dich vu

4.2.3. Chung loai san pham dich vu
Danh muc san pham dich vu

Céc chinh sach san pham dich vu

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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4.2. Quan Iy san pham dich vu

4.2.4. Dinh vi san pham dich vu va thwong hiéu
- Dinh vi:

- Pong vai tro quyét dinh trong viéc lwa chon dich vu clia nhirng ngudi str
dung tiém nang

6t bién sb 6n dinh va bén virng cuda dich vu,

a yéu t6 co ban quyét dinh sw dong bd, lién két cac bién s6 cia MTKG hén
hop

hwong hiéu
- C6 thé 1a mot nhan td wu thé dbi véi sw lva chon

- Goi 1en mét dich vu, dé nhé va dem dén mét sw tiép xdc cho phép phan biét
v&i thwong hiéu ciia san pham khac

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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4.3. Moi trwérng vat chat trong cung trng DVC

» 4.3.1. Vai tro cia mdi trwdng vat chat
» 4.3.2. C4c yéu t6 cau thanh méi trwérng vat chat

» 4.3.3. Thiét k& méi trwdng vat chat trong cung trng DVC



http://cuuduongthancong.com?src=pdf
https://fb.com/tailieudientucntt

Cau hai, bai tap chwong 4

= M6 ta quy trinh thiét ké san phdm dich vu céng, cho vi du.

= |iét ké va cho vi du, phan tich vé cac giai doan trong chu ky
ong clia san pham DVC
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TAI LIEU THAM KHAO CUA CHU'ONG 4

= Marketing Dich vu Coéng, NXB DPai hoc KTQD (2007), VQ Tri
Ding

= Marketing in the Public Sector, Wharton School Publishing
(2007), Kotler. P

= Nancy Lee, Philip Kotler (2006), Marketing in the Public Sector,
Roadmap to Improve Performance, Wharton School
Publishing, USA
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Chwong 5:

HINH SACH GIA DICH VU CONG
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Muc tiéu nghién ctru

- Xac dinh vai trd va muc tiéu cua chinh sach gia trong dich vu
cong

- Pé ra cac can clr va cap dod tinh toan, xac dinh chi phi, gia tri va
gia cua dich vu céng;

- Nhan dang nhirng logic phai phan tich trwéc khi xac dinh gia
rong khu viec dich vu cong;

Phan tich nhirng nhan t6 anh hwéng va cac phwong phap dinh
gia dich vu céng ké ca tinh huéng ddc quyén
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NOI dung chuong

Nhirng logic
Chi phi, gia xac dinh gia
tri va gia dich trong khu
vu cong vuwe dich vu
cong

Vali tro va
muc tiéu cua
chinh sach
gia

Cac phuong

phap dinh gia
dich vu cong
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5.1. Vai tr6 va muc tiéu cua chinh sach gia

5.1.1. Vai tro

= Gia ca la mét trong nhirng bién sb quan trong ma doanh nghiép
c6 thé 1am chu va sir dung nhu mét cong cu quaén ly, 1a biéu
twong gia tri cia sadn pham, dich vu trong hoat déng trao doi

»Pé
ta/nghién ctru thadm chi ngay ca khi muc dich khéng phai la tang
t6i da thu nhap

| v&i dich vu céng, gia ca la mot don bay quan trong dé nguoi
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5.1. Vai tr6 va muc tiéu cua chinh sach gia

5.1.2. Muc tiéu

= Thu huat va kich thich nhu cau ctia khach hang va nguwdi st
dung

iam bot sw khéng dong déu, khdng binh dang vé mat 1anh

thd va xa hoi

Cung cap tai chinh cho cac hoat ddng ctia chinh quyén
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5.2. Chi phi, gia tri va gia dich vu céng

5.2.3. Chi phi cta viéc cung cap dich vu

La tap hop cla tat ca cac khodn chi phi lién quan dén viéc st
dung cac phwong tién phuc vu san xuat nhw: nghién ctru, thiét ké,

V'é
~n

san xuat, phan phoi ....
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. Nhirng logic xac dinh gia trong khu vwc dich vu céng

. Logic xa hoi

. Logic ché dé trach nhiém
. Logic tai phan phdi

. Logic hoan canh

. Logic phan bb gia hop ly
. Logic trieng phat

. Logic tro giup

. Logic chi phi can bién
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5.4. Cac phwong phap dinh gia dich vu céng

5.4.1. Cac nhan to anh hwéng dén viéc dinh gia

-Quy ché
-Viéc truc tiép ndp cac khoan thu cho B Tai chinh

-Kho phan tach gia ca doi voi cac yéu td khac

y trinh dinh gia cé thé l1am nay sinh nhirng khoé khan trong viéc
éu hoa gitra cha thé kinh té co lién quan

-Gia thanh cla dich vu ddi khi rat khé xac dinh
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5.4. Cac phwong phap dinh gia dich vu céng

5.4.2. Cac phwong phap xac dinh gia
-Tiép can ti chi phi
-Tiép can twr thi trwdng

o Phan tich canh tranh

han tich dd co gian cla cau so v&i gia

5/4.3. Gia cong ich, gia dich vu déc quyén

Nguyén tac dinh gia theo chi phi can bién

‘Nguyén tac dinh gia “loai bd ngay, gi® cao diém”
Nguyén tac dinh gia bang st dung “tai san céng cong”

CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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Cau héi, bai tap chwong 5

= NEu val tro va muc tiéu cua viéc xac dinh gia trong DVC?

» Néu 3 logic phai phan tich trwdc khi xac dinh gia trong KVDVC
a lay vi du.

= Néu cac phwong phap dinh gia DVC

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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TAI LIEU THAM KHAO CUA CHUONG 5

= Nancy Lee, Philip Kotler, Marketing in the Public Sector, A
Roadmap to Improve Performance, Wharton School Publishing,
USA, 2006.

= P, Kotler, Marketing in the Public Sector, Wharton School
lishing, 2007

= X/0 Tri Ding, Marketing Dich vu Céng, NXB Dai hoc KTQD,
2007
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Chuwong 6:

CHINH SACH PHAN PHOI DICH VU CONG
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Muc tiéu nghién ctru

- Xac dinh vai trd, chrc nang ctia phan phdi trong linh vwe dich
vu cong;

- Puwa ra cac quyét dinh lwa chon dia diém va cach thire tiép can
kénh' phan phdi trong dich vu cdng;

ra cho chién lwoc va phan phdi phan phdi dich vu cdng mét
cach thuan tién va hiéu qua nhat hwong toil khach hang va vi
muc dich cda cong dong.

70
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NOI dung chwong

Vai tro va ,
chtrc nang cua Cac quyet "
phén phéi dinh kénh Chuen luge
trong linh vuc phan phoi phanp
dich vu

Phuong thurc

phan phoi
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6.1. Vai tré va chirc niang ctia phan phoi trong linh vwe dich vu

6.1.1. Vai tro

*Tang hiéu qué cla hé thdng cung
«Can bang cung — cau vé khéng gian, thoi gian, khoi lvong

‘Nang cao kha nang lwa chon va thuan Igi khi mua sam cla ngudi

tiéu dung

*Ti thiéu hoa chi phi giao dich

72
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6.1. Vai tré va chirc niang ctia phan phoi trong linh vwe dich vu

6.1.2. Chtrc nang

M6t so chirc nang:

*Tiép can khach hang

‘Nam bat, tim kiém va thu hat khach hang tiém nang

‘Dud sadn pham ra thj trvong

*Thiét Iap moi quan hé ca nhan v&i nguwdi st dung

73
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6.2. Cac quyét dinh kénh phan phoi

» 6.2.1. Dia diém va cach thirc tiép can kénh
» 6.2.2. Thoi diém tiép can

»6.2.3. Thoi gian cho doi
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6.3. Chién lwo'c phan phoi

6.3.1. Chién lwoc phat trien nhanh mang phan phéi

= Chi c6 mét qué trinh san xuat ra dich vu va cung &ng chi mét dich vu voi
nhan hiéu duy nhat

= Chinh sach san pham va phan phdi déng vai trd quyét dinh

6.3.2. Chién lwoc phéat trién cung dich vu va han ché diém
ban

= C4 nhiéu qua trinh san xuat dich vu khac nhau, cung (ng nhiéu dich vu voi
nhan hiéu duy nhat

= Chinh sach gia ca quan trong nhat, tiép theo Ia chinh sach phan phoi

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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6.3. Chién lwo'c phan phoi

6.3.3. Chién lwoc phat trién mang phan phdi va cung dich vu

= Nhiéu dich vu khac nhau vé&i modt nhan hiéu duy nhat va qua trinh san xuat
dich vu thich wng

= Chinh sach san pham va giao tiép c6 vi tri quan trong nhat

6.3.4. Chién lwoc phat trién toan bd

= Nhiéu dich vu v&i nhiéu quy trinh khac nhau va nhan hiéu khac nhau

= Chinh sach phan phéi va chinh sach san phdm déng vai trd quan trong

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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6.4. Phwong thirc phan phoi

6.4.1. Hé thong tw phuc vu
e Cac trung tam thw vién, quay sach
+ Quay ban vé tw déng

Cac ctra hang & vién bao tang/ céng trinh lich st

« Dich vu vién théng tin hoc

6.4.2. Quay giao dich

« Céc trung tam thong tin hodc chi dan

CuuDuongThanCong.com https://fb.com/tailieudientucntt

« CAc quay giao dich ciia bwu dién, céng ty dwong sat ...
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6.4. Phwong thirc phan phoi

6.4.3. CAc trung tam san xuat va phan phoi
« Cac trung tam khi twong thuy van & cac vung ..
« Téng cuc, chi cuc thdng ké

Vién quan Iy kinh té ...

6.4.4. Chuyén phat hoac ban “tir xa”

« Céc don vij thong ké va nghién ctru kinh té

« Cac to gidi thiéu san pham cua cac clra hang tai bao tang ...
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Cau héi, bai tap chwong 6

= Giai thich cac chién lwgc phan phdi cia DVC

= |iét ké va 13y vi du vé cac phwong thirc phan phdi ctia DVC
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TAI LIEU THAM KHAO CUA CHU'ONG 6

= Nancy Lee, Philip Kotler, Marketing in the Public Sector, A
Roadmap to Improve Performance, Wharton School Publishing,
USA, 2006.

» P Kotler, Marketing in the Public Sector, Wharton School
lishing, 2007

= X/0 Tri DUng, Marketing Dich vu Cong, NXB Dai hoc KTQD,
2007
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Chwong 7:

TRUYEN THONG VA KHUECH TRUONG
DICH VU CONG
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Muc tiéu nghién ctru

Noi dung chinh ctia chwong dé cap khai quat dén nhirng van dé
chung vé hoat déng truyén thdng: bd phan hop thanh va dac trung
théng diép cho dich vu céng; qué trinh xay dwng théng diép truyén
théng vé dich vu céng; nhivng yéu té then chot khi lwa chon kénh

&1 théng nham hwéng t&i ngwdi nhan tin [a cdng chdng sao
chg dat hiéu qua nhat, vi muc dich cdng dong.
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NOI dung chuong

Khai quat veé
hoat dong Xay dung thong
truyén thong va diép
khuéch truong

Lua chon kénh

truyén thong
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7.1. Khéi quat veé hoat ddong truyen thong va khuéch
trwong

7.1.1. Cac bd phan cau thanh cta truyén thong
« Qua trinh truyén théng

Po6i voi ngwdi phat tin

i v&i nhirng nhan tin

.1.2. Pac trweng cua cac théng diép dich vu cong

« Hoat ddng truyén théng ngay cang phat trién

« T chirc_cOng cdng ngay cang nhan thirc ngay chinh xac va day da vé vai trd
cua truyén thong

« Cac muc tiéu cua quang cao cong céng

« Xéc dinh van dé can giai quyét qua chién lwoc truyén théng
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7.2. Xay dwng thong diép

7.2.1. Ban mudn ngw®i nhan tin biét diéu gi?
7.2.2. Ban mudn ngwoi nhan tin tin diéu gi?

7.2.3. Ban mudn ngwoi nhan tin lam gi?

7.2.4. Nhirng lwu y dé co6 théng diép hiéu qua
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7.3. Lwa chon kénh truyén thong

7.3.1. Théng diép xuat hién & dau
Thong diép truyén thdng 1a cai ma céc té chirc cong cdng (nguwdi phat tin) mudn
thdng tin Iwu lai trong tam tri cia khach hang (nguwdi nhan tin).

7.3.2. Nhirng yéu to then chot khi Iwa chon kénh truyén
ong

Céc danh gia vé hiéu qua cua viéc st dung kénh

Quyét dinh vé pham vi hay mirc do6 bao phu, tan suat va cwdng dé tac déng
cla quang cao
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Cau hai, bai tap chwong 7

= | i&t ké cac kénh truyén thong va dac diém cia méi loai. Tiéu
chi lwa chon kénh truyén thong?

= Phan tich dac trwng cua cac théng diép dich vu cong
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TAI LIEU THAM KHAO CUA CHUONG 7

= Nancy Lee, Philip Kotler, Marketing in the Public Sector, A
Roadmap to Improve Performance, Wharton School Publishing,
USA, 2006.

» P Kotler, Marketing in the Public Sector, Wharton School
lishing, 2007

= X/0 Tri DUng, Marketing Dich vu Cong, NXB Dai hoc KTQD,
2007
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Chwong 8.

AN PE CON NGUOl VA QUY TRINH
TRONG CUNG NG DICH VU CONG
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Muc tiéu nghién ctru

= Khai quat anh hwd'ng cua con nguwi t&i qua trinh cung trng
dich vu cong

= Phan tich sw anh hwéng t&i chat lwong dich vu cong tdi sw hai
long cua khach hang st dung dich vu cong.
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NOI dung chuong

Van dé con
nguo1 trong cung

Quy trinh cung
ung dich vu cong

ung dich vu cong
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8.1. Van dé con ngwi trong cung rng dich vu céng

8.1.1. Cac yéu to anh hwéng t&i yéu té con ngwdi trong cung
trng dich vu cong

= Xung dét vai tro

Cam xuc cua nhan vién
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8.1. Van dé con ngwi trong cung trng dich vu céng

8.1.2. Cac mo hinh quan tri nhan sw trong linh vwe dich vu
= M6 hinh quan tri s6 1
M6 hinh quan tri s6 2

= Phwong thirc quan tri s6 3
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.1. Van de con ngw®i trong cung rng dich vu céng

8.1.3. Tuyén dung va dao tao nhan vién
= Tuyén dung

»Pao tao nhan vién phuc vu
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8.1. Van dé con ngwéi trong cung trng dich vu céng

8.1.4. Cach thirc té chirc va quan ly nhan vién

= Phwong phap quan ly trao quyén cho nhan vién
= Phwong phap quan ly, kiém soat va can thiép

= T4 chlrc nhan vién dich vu
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8.1. Van dé con ngwéi trong cung trng dich vu céng

8.1.5. Thuc day va tao dong Iwc cho nhan sw

= Thu lao va déng vién
= Gilr chan nhan vién va gilr chan khach hang

= Xay dwng van hoa dich vu cho doanh nghiép
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8.2. Quy trinh cung rng dich vu coéng

8.2.1. Xay dwng quy trinh dich vu
= C4c ndi dung can xac dinh khi xay dwng quy trinh dich vu

Tién trinh thiét ké quy trinh dich vu

= Phong ngtra 16i trong quy trinh dich vu
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8.2. Quy trinh cung rng dich vu coéng

8.2.2. Quan tri hanh vi cua khach hang trong qua
trinh twong tac véi dich vu

Quan tri sy tham gia cua khach hang

= \rc d6 tham gia cua khach hang

= Quan tri khach hang thiéu y thire
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Cau héi, bai tap chwong 8

= Phan tich cac yéu t6 anh hwéng t&i yéu td con ngwoi trong
cung wng dich vu cong

= Phan tich sw anh hwédng cua yéu td con ngudi dén cach thire
td chlrc va quan ly nhan vién

= Phan tich viéc quan tri hanh vi khach hang trong qua trinh
twong tac voi dich vu
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Tai liéu tham khao chwong 9

» P Kotler, Marketing in the Public Sector, Wharton School Publishing,
2007

» Jennifer Bean & Lascelles Hussey, “Marketing Public Sector’s
ices”, 2nd ed., in Essential Skills for the Public Sector, HB
Publications, 2011

Tony Proctor, “Public Sector Marketing”, Pearson Education UK,
2007
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Chwong 9:

NGHIEN C’U MARKETING TRONG LINH
VU'C DICH VU CONG CONG
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Muc tiéu nghién ctru

Noi dung chinh ctia chwong dé cap téi quy trinh va cach thire
thwee hién cac chuwong trinh nghién ctru lam can cr cung rng va
cdi tién dich vu cong. Viéc phan loai nghién ctru marketing la can
thiét d& dam bao Iwa chon dwoc cach thire, phwong phap va céng
hop trong nghién ctru marketing cung wng dich vu cong.

102
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NOI dung chuwong

Nhirng ly do Phan loai
phai nghién ctru nghién ctru

MKTG trong MKTG trong

linh vuc DVC linh vuc DVC

Quy trinh

nghién ctru
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9.1. Nhirng ly do phai nghién ctru MKTG trong linh vwe
DVC

9.1.1. Sy thay déi trong méi trwdng

9.1.2. Nhirng thach thirc dat ra
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9.2. Phan loai nghién ctru MKTG trong linh vwe
DVC

9.2.1. Phan loai nghién ctru theo thei gian thwe hién cuoc
nghién ctru
= Nghién ctru xac dinh van dé

Nghién ctru thtr nghiém

®» Giam sat va danh gia
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9.2. Phan loai nghién ctru MKTG trong linh vwc
DVC

9.2.2. Phan loai nghién ctru theo nguén théng tin
= Nghién ctru tht cép

= Nghién ctu so cap
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9.2. Phan loai nghién ctru MKTG trong linh vwe
DVC

9.2.3. Phan loai nghién ctru theo cac ky thuat ap dung
= Nghién clru quan sat

= Nghién clru hoan canh

®» Nghién ctru thwe nghiém
= Nghién ctru nhdm tap trung
= Nghién cru diéu tra

= Nghién ctru theo phwong phap khach hang bi mat
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9.3. Quy trinh nghién ctru

» 9.3.1. Xac dinh muc tiéu
= 9.3.2. XAac dinh déi twong nghién ciru
» 9.3.3. Lwa chon ky thuat nghién ctru

9.3.4. Xay dwng ké hoach chon mau

» 9.3.5. Thir nghiém céac céng cu
» 9.3.6. Thyc hién nghién ctru tai hién treong
®» 9.3.7. Phan tich di¥ liéu

» 9.3.8. Viét bao cdo va dwa ra cac dé xuat
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Cau hai, bai tap chwong 9

» | 4y vi du va gidi thich cac loai nghién ctru MKTG theo ky thuat
ap dung

= M6 ta va lay vi du thwe tién cho cac bwdc trong quy trinh
nghién ciru MKTG
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Tai liéu tham khao chwong 9
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