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11.1 Khai quat chung

* 11.1.1 Binh nghia

* *Dich vu: “la mOt hoat dong hay mot Qi ich

ma mOt bén cé thé cung cap cho bén kia,
trong dé né cé tinhs vé hinh va khéng dan dén

ste chuyén giao s& hitu ndo ca”.
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Khéng hinh hai ré rét: Khong thay trude khi tidu dung.

Dich vu nghiép vu (nhw tham mYy) cho vi du rd nét vé tinh khéng cé hinh
hai ré nét cla dich vu

Twong tw cac dich vu khac nhw du lich, dn udng... cling khong thé chi dan
hinh hai xac dinh cu thé.

sdn xuat va tiéu dung dich vu xay ra mot cach dong thoi

san xuat va tiéu dung dich vu khéng thé tach roi.
Thiéu mat nay thi sé khong c6 mat kia

chat cUa dich vu la mot

dé cung

lam mét kiéu tdc: cong tac glua the Iam toc v&i khach hang,
stra xe 0 td: trao ddi gitra tho stra chiva v&i chi phwong tién.
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tridc dé di tién hanh tham khdo thj hiéu ngwoi dung rat
cong phu

trong qua trinh san xuat khéng coé sw can thiép (cOng tac cua
ngwQi dung).

mang tinh dich vu hon.

mot qua trinh trong may tinh: ngwdi yéu cau dich vu)
dich vu in cua hé thong: ngudi cung cap dich vu
trong hop dong gitra hai bén

trong qué trinh thwe hién théng qua viéc trao ddi cac thong béo gilra hai
phia.
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http://www.ibm.com/developerworks/spaces/ssme

Khoa hoc dich vu/khoa hoc, quan ly, céng nghé dich vu (Service
Science, Management and Engineering - SSME)

lién Iinh vwe: khoa hoc may tinh, di€u hanh, cong nihé, khoa
hoc quan ly, chien lwgc kinh doanh, xa hoi hoc, khoa hoc nhan
thipc va luat hoc.

doi twong nghién ctru la dich vu va khu vire dich vu

muc dich: tang cwdng mrc hi€u qua, chat lwgng, hiéu nang,
tang trrong trong khu vire dich vu

Pay la linh vvc dang dwo'c phat trien manh

Trung tam nghién cwu Almaden Service Research
(12/2002) - Vien Almaden Institute (thang 4/2004)
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% tich hgp ky nghé, cong nghé va khoa hoc xa hdi (ca kinh
doanh va luat hoc) nham cOng tac phat sinh gia tri voi
khach hang, twong tw nhw y hoc la tich hop gitba vat ly va
sinh hoc vi strc khoe con ngu’(‘)’i

/

e ng dung sang tao cua cac cau truc 1y thuyét thich hop hwdng t&i viéc
nghién ctru dich vu nham cong tac dé cung phat sinh gia tri khach hang

<% hwdng tdi cac dac trng va tinh chat co ban c’ua dich vu cung viéc rng
dung ching va twong tac hwdng cOng tac cac tO chilrc va khach hang cla
ho trong viéc phat sinh gia tri.
<+ Duwoc hinh thanh théng qua cac chuyén nganh cua kinh doanh, cong
nghé&, khoa hoc xd hdi va luat hoc song khong bi chi phoi bdi bat ky cac
chuyén nganh thanh phan
v Khong la ghép co hoc cac linh vwe, hodc chi déng vai trd cau nbi
gitra cac Iinh vwc thanh phan

v' ddi héi mé réng va thay dm tri thire t& céc Iinh vire thanh phan dé tro
thanh tri thrc m&i can thiét cho thao tac va sang tao trong kinh té
dich vu
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Why study Services Marketing?

Service-based economies

Service as a business imperative in manufacturing
and IT

Deregulated industries and professional service
needs

Services marketing is different

Service equals profits
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Old view of service =
Customer Service Center wrench time
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What is Service? The New View

e Service includes every interaction between any customer and
anyone representing the company, including:

Dealers
Web site and
any e-channel Salespeople
Interaction

Billing and Customer Receptionists
Accounting and
Personnel Schedulers

Service Management

Employees and Executives
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Services as value add

CATERPILLAR

TODAY'S WORK. TOMORROW'S WORLD ™

for goods

Service embedded in a
tangible product
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MARKETING DICH VU

e “ 13 mOt sy thich nghi ly thuyét hé thdng vao
thi trurdng dich vu, bao gdm qua trinh thu
nhan, tim hiéu, danh gia va thda man nhu cau
cla thi trwd&ng muc tiéu bang hé thOng céc
chinh sach, cac bién phap tac dOng vao toan
b® qua trinh tO chirc sdn xuat cung (rng va
tiéu dung dich vu thdng qua phan phoi cac
nguon lwc cla td chirc.
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VAN HOA, THE THAO VA DU LICH
TONG CUC DU LICH

CHUONG TRINH PHAT TRIEN NANG LUC DU LICH CO TRACH NHIEM

VO MOI TRUONG VA XA HOI DO LIEN MINH CHAU AU TAI TRO

MINISTRY OF CULTURE, SPORTS AND TOURISM

VIETNAM NATIONAL ADMINISTRATION OF TOURISM

ENVIRONMENTALLY AND SOCIALLY RESPONSIBLE TOURISM
CAPACITY DEVELOPMENT PROGRAMME FUNDED BY THE fUROPLAN UNION

Pbé xuat Chién lvgc Marketing Du lich

Viét Nam 2020

!9 thang 4 ndm 2013 /HGi ¢hd I lich Qule (€ Viet Nam 2013
Ong Hai Partale. Chayvén gia nganh Da el I an EU
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AP| SMS

Théng bao:
- Chuong trinh wu dai
- L3i suat méi

- Xac nhan mat khau
OTP

- Chuc mirng sinh nhat

CMC SYSTEM

K,

Operator

Operator
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11.1.2. Ban chat cla Marketing dich
vu

-Nghién ctru nhu cau, dac diém cla nhu cau thi
trird’ng muc tiéu va nhirng yéu to chi phdi thi
trirO’ng muc tiéu

-Théa man nhu cau ¢ hiéu qua hon cic DTCT trén
co’ s& khai thac va huy ddng tot cac ngudn lyc tb
chitrc

-Thwc hién can bang céc mOi quan hé san pham
dich vu (loai hmh sO lvong, chat lwong) v&i su
thay d&i nhu cau cla khach hang
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e Can bang loi ich: cla x3 hdi, ngudi tiéu dung
va ngwrQ’i cung trng dich vu

* Qua trinh marketmg dich vu la viéc st dung
khung I\/Iarketmg hon hop dam bado sy tiép
can gilra cac yéu tO bén trong va bén ngoai
cla moi trwdng Mkt dich vu

 Marketing hdn hop dich vu bao gdm cac yéu
tO thuOc cong cu Marketing dich vu
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Cleaning/ Financial/ Restaurant
maintenance banking industry
services  services
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» Cac DN dich vu déu xuat hién va thwc hién
Marketing nGi bQ, Marketing quan hé va
Marketing giao dich.
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McCarthy
(1960)

Judd (1987)
Kotler (1986)
Booms &

Bitner (1982)

Baumgartner
(1991)

Soure: Gummesson (1994 )

Product, Price, Promotion, Place

Product, Price, Place, Promotion, People

Product, Price, Promotion, Place, Political
Power, Public opinion formation

Product, Price, Promotion, Place,
Participants, Physical Evidence and Process

Product/service, Price, Promotion, Place,
People, Politics, Public Relations, Probe,
Partition, Prioritize, Position, Profit, Plan,
Performance, Positive Implementations
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Product Marketing Mix

e | o
Physical

Services
Marketing
Mix
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3 CAPDO CUAMO HINH 7P |

LEVEL 3 >

philosophy

LEADERSHIP SOLUTIONS (tridt Iy & tur

twdng, van hoa)

LEVEL 2 > PS
people

MANAGEMENT (nhan sy, cb déng,
SOLUTIONS khach hang)

Esl P2

product price
(giai phap san (gidi phap gia, chi
pham) phi)
LEVEL | >
MARKET SOLUTIONS

P6

process
(quy trinh, chuyén
nghiép hoa)

P3 P4

place promotion
(phan phbi & ban (quang ba
hang) thwong hiéu)

The 7P Marketing Model, Copyright: Vo Van Quang

7P MARKETING THESIS BY VO VAN QUANG

Since 1991
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Lam sao ho biét  Promotion
T

Aithuc hién  People

Gia lam sao/1sp
{_ Cao hay thap

Theo nh~ quy trinh ndo  Process

Place K/H¢&dauy, laai

Taisao ho canmua _Physical Evidence
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NGAN MG AL T VA ek T v

VG0 OGP DM YL A T

Logo d duoe hiéu chinh Jin 1 vio nim
2003

Nim 2009, logo BIDV duge higu chinh fan
fhit 3 voi sy chuan hoa ve kie chi
Khodngedch va cho t 16 i thugt cin doi va
hién dai hon.

BIDVE

Share opportunities, Share success

www.bidv.com.vn
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Vletcombankv

Together for the future

Vlethankg

Ning gid trj cudc sdng
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ACB NGAN HANG A CHAU
Ngdn hang cdamoi nha

ASIA CONMERCIAL BANK
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Sacombank

Pong hanh cung phdt tién
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HSBC @) citibank

The world's local bank  Citi never sleeps
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Online Marketing Mix
- The Comprising Factors

Bl PRODUCT
PRODUCT Design , Technology , Qudllty, Packaging,
$| . Warranties, Accessories
I PEOPLE

Employees, Management , Organkzation
Culture, Customer Service Orlentation

W PHYSICAL EVIDENCE

Faciiifies, Infrastructure, Service Delivery

" PROCESS
Uniformity Of Offerings ,Service Delivery ,
Service Consumption

B PROMOTION
Special Offers, Advertisements, Endorsements

Campaigns, User Tricls
B PLACE

Retfails, Wholesale , Mal Order, Infemet Direct
Sdles , Peer to Peer Mulll Channel

N PRICE
Skimming ,Penefration ,Valve Based , Cost
Plus , Cost Leadership
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for Services

Product

Physical good features
Quality level
Accessories

Packaging

Warranties

Product lines
Branding

People

Employees
Recruiting
Training
Motivation
Rewards
Teamwork

Customers
Education
Training

Place

Channel type
Exposure
Intermediaries
Outlet locations
Transportation
Storage

Managing channels

Physical Evidence

Facility design
Equipment
Signage
Employee dress
Other tangibles
Reports
Business cards
Statements
Guarantees

Promotion

Promotion blend

Salespeople
Selection
Training
Incentives

Advertising
Media types

Types of ads
Sales promotion
Publicity
Internet/Web strategy

Process

Flow of activities
Standardized
Customized

Number of steps
Simple
Complex

Customer

involvement

Price

Flexibility
Price level
Terms
Differentiation
Discounts
Allowances
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11.3 Sw khac biét cua Marketing dich
vU vOi Marketing hang hoa
* 4ps * /ps
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