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MUC TIEU HOG.P

% Nham trang bi cho sinh Vién nhiing hiéu biét cin ban nhat dé vng dung
nhitng kiénthirc Va kj nang ciia marketing nham xay dwng maéi quan hé
tot dep ciia té chire, doanh nghiép véi Cac té chire, cac doanh nghiép
khéc.

* Gilp nguwoi hoc thay dwoc sw Khac biét gitia hoat déng marketing hudng
tGi CAC 16 chire, cac doanh nghiép vdi Cac hoat déng marketing hang
tieu dung khéac

% Buwée dau, gitp sinh vién biét lién hé nhitng van dé \y thuyét cia
marketing #&i khach hang 6 chire ciia cac doanh nghiép Viét Nam véi
thuee tien kKinh doanh ¢ Viét Nam.
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Lich trinh gidng day

Lich trinh K¢é hoach lam viéc Lich trinh K¢é hoach lam viéc
Tuan 1 Chuong 1 Tuln 9 Thuyét trinh va hoc chuong 5
Tuan 2 Chuong 1 (giao bai tdp nhom) Tuan 10 | Chuong 5 va giao bai tap nhém
Tuén 3 Thuyeét trinh va hoc chuong 2 Tuan 11 Thuyét trinh va hoc chuong 6
Tuan 4 Chuong 2 va giao bai tip Tuan 12 | Chuong 6 va giao bai tap nhom
Tuan 5 Thuyét trinh va hoc chuong 3 Tuan 13 Thuyét trinh va hoc chuong 7
Tuan 6 Chuong 3 va giao bai tap Tuan 14 Chuong 7
Tuan 7 Thuyeét trinh va hoc chuong 4 Tuan 15 | Thuyét trinh va kiém tra viét
Tuén 8 Hoc chuong 4 va giao bai tap Tuan 16 Duy trit

Cong Cong

CuuDuongThanCong.com

https://fb.com/tailieudientucntt



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

PHUONG PHAP BAIA HO!

- Thanh phan Hinh thirc danh gia va ghi chu

Du 16p, thao luan trén 16p 10% Panh gia dya trén mtc d6 chuyén can va nhiét tinh
ctia sinh vién trong 16p hoc tai cac budi hoc trén 16p.

2 Bai tap kiém tra 20% Danh gia dya trén két qua bai kiém tra giita ky.

3 Bai tap nhom 20% Pénh gia dua trén thai do lam viéc nhom, két qua
hoan thanh cong viéc dugc giao va cac dong gop ca
nhan trong qua trinh hoc tap va thao luan

4 Thi cubi ki 50% Panh gié trén co so bai thi cudi ky.

« Piéu kién dugc dy thi cudi ky: Sinh vién phai
tham du t6i thiéu 70% so tiét cua hoc phan.

« Hinh thice thi: Thi viét

« Luu y: Sinh vién dugc sir dung tai liéu khi 1am bai.

Tong cong 100%

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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0 CHUONG 1:
TONG QUAN VE MARKETING TOl
KHACH HANG TO CHUC
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J O

- Gidi thiéu tong quan vé marketing tGi khdach hang t6 chirc (B2B)
- Hiéu dwoc ban chat va nhirng khdc biét can ban cua thi truong tiéu
dung (B2C) va thi truwong to chuc (B2B)

- Nam dwoc xu hwéng va ban chat toan cau cua thi truong B2B
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NOI DUNG,}

1.1. Tong quan vé hoat déng marketing téi khach hang té chire

1.1.1. Khai quat vé marketing

1.1.2. Phéan loai khach hang

1.1.3. Su khéc biét gitra marketing toi khach hang t6 chirc va marketing ti nguoi tiéu ding
1.2. Sw phan loai san pham va dich vu trong marketing téi khach hang to chic
1.2.1. Thiét bj co ban

1.2.2. Thiét bi phu tro

1.2.3. Nguyén li¢u thd

1.2.4. C4c chi tiét, bd phan cau thanh va nguyén liéu qua ché bién

1.2.5. Cac loai hinh dich vu

1.3. Quan tri marketing téi khach hang to chic

1.3.1. Hé théng marketing ti khach hang to chuc

1.3.2. Quan tri marketing toi khach hang t6 chirc

1.4. Co hdi va xu hwéng phét trién ciia marketing khach hang to chire

1.4.1. Co hoi phét trién

1.4.2. Xu hudng phat trién

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


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

‘* Khai niém:

< Phan loai khach hang té chirc:

< Sw phan biét gitra marketing té&i khach hang té chirc va
khach hang ngwoi tiéu dung
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Thiét bi co ban

< Thiét bi phu tro

“*Nguyeén li¢u tho

% C4c chi tiét, bd phan cau thanh va nguyén liéu qua ché bién
¢ Cac loai hinh dich vu
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YiIRLAYE

< H¢ thong marketing #6i khach hang 6 chiic
- M6 hinh h¢ thong marketing tdi khach hang to churc
- Y nghia ctia hé thong marketing t&i khach hang to chic

- Nhitng thanh vién chu chot trong hé thong
*Qudn tri marketing #6i khach hang # chiic

“*Ban chat toan cau va xu huwdng phat trién
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(52) CO HOI VA XU HUONGR

& Co’ hoi:

< Xu hwéng phét trién
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2 PGS.TS Pham Thj Huyén — Ths Nguyén Thi Thu Hién — TS Pham Vin Tuan
Marketing td1 khach hang to chire (B2B), NXB GD VN, 2016

% Ha Nam Khénh Giao, Marketing cong nghiép, phuc vu khach hang la cac to
chirc, NXB Thong ké, 2004.

% Ho Thanh Lan, Marketing céng nghiép, NXB Giao Thong Van tai, 2003, Chuong
1.

X Mi‘chael D. Hutt & Thomas W.speh , Business Marketing Management: B2B,
phan 1.

% Rober W. Haas, Ph.D, Business Marketing (9e), South — Western, phan 1.

X Trép Minh Pao (chu bién), Gido trinh Marketing cin ban, NXB PH Kinh té
Quoc dan, 2010, Chuong 4.
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CHUONG 2:
HANH VI MUA CUA KHACH HANG
TO CHUC
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- Nhan dién dL{’Q‘C chan dung khach hang 6 chirc dé tir d6 xay dung
va quan Iy ho so cua cac KACC

- Hiéu dwoc trung tm mua va vai tro ciia cc thanh vién nham lgp
rao can ky thudt tao duwoc loi the canh tranh

- Nam dwoc m0 hinh va cac budc ciia qua trinh ra quyét dinh mua

- Biét rd moi quan hé gitra hanh vi mua 16 chirc véi hoat dong
marketing
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NOI DUNG,HOG4

2.1. Nhan dién khéch hang to chire

2.1.1. Phan loai khéach hang theo tinh chat hoat dong kinh doanh

2.1.2. Phan loai khéach hang theo tinh chat san pham dugc mua

2.1.3. Phan loai khach hang theo kinh nghiém mua

2.2. Pic diém cia thi trwomg khach hang to chire

2.2.1. Bic diém vé nhu cau

2.2.2. Bic diém vé ngudi mua chuy@n nghiép

2.3. Trung tdm mua va vai tro cia cac thanh vién

2.3.1. Trung tdm mua

2.3.2. Vai tro cua cac thanh vién

2.4. Hanh vi mua va qua trinh ra quyét dinh mua ciia khach hang to chic
2.4.1. M6t sé mé hinh hanh vi mua

2.4.2. Céc yéu t6 anh hudng téi hanh vi mua ciia khach hang to chirc

2.4.3. Qua trinh ra quyét dinh mua

2.5. Méi quan hé giira hanh vi mua ciia khach hang to chirc va hoat ddong marketing ciia doanh nghiép
2.5.1. Tac dong cua hoat ddng marketing téi hanh vi mua caa khéach hang to chuc
2.5.2. Tac dong cua hanh vi mua t6i hoat dong marketing cua khach hanh t6 chirc

CuuBuongThantong. https://fb.com/tailieudientucntt
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Khia
canh
nhan dién
khach
hang

Tinh chat hoat dong kinh
doanh

Tinh chat san pham dugc
Mua

Kinh nghiém mua
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<t ngwdi mua hon

< Ngwdi mua tam c& hon

< Nguwoi mua tap trung theo vung dia ly

**Quan hé chat ché gilra nguoi cung rng va khach hang
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< Nhu cau bién déng manh

< Nhu cau phai sinh

< Nhu cau khdng co gian

“*Nguwoi di mua hang la
ngwoi chuyén nghiép

ANIGGLEC G e

< Cac anh hwédng mua sam
phirc tap

< Nhiéu ngwdi anh hwdng dén
viéc mua hang

< Mua truc tiép

«CoO dicolai

s*Pi thué
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Cac dang mua same

*»» 1- Mua lap lai khong c6 su thay doi;

«*2- Mua lap lai c6 thay d6i;

¢ 3- Mua cho nh=ng nhu ciu, nhiém vu mdi.
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»Dat hang thwong xuyén tw

Tinh huéng mua cac nha cung &ng ndm trong
danh sach
% Mua I4p Iai, khong c6 thay % Gidm thiéu thdi gian va mace
doi dod tham gia
% Mua I3p lai, c6 thay dbi “ Vi dy: gidy photo

< Mua sam phuc vu nhiém vu
moi
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Tinh hu6ng mua % Thay dbi quy cach san

pham, gia ca, yéu cau giao
% Mua 13p lai, khdng c6 thay ddi Eﬁgg hay nhirng dieu kien
+ Mua Idp lai, 6 thay doi 2 Didu hda murc do va thoi
<»Mua sam phuc vu nhiém vu gian tham gia

MO “ Vi du: Ban may vi tinh
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Tinh huéng mua < Mua mét san pham hay dich

vu lan dau tién

**Mua lap lai, khong co thay doi < M(rc do va thoi gian tham
< Mua lap lai, co thay doi gia cao; nhiéu ngwdi anh
< Mua sam phuc vu nhiém vu hwong

moi < Vi du: chon Iwa mét trang

web cho cdng ty hay tw van
VIEN
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TRUNG TAM MUA VA VAI TRO,CUAIGAGH
= ' 7_M ‘ -

by

NGUOl GAC :
CONG Neudi dé
xuong
Nguoi Nguo1 su
thong qua dung
TRUNG TAM MUA >
Nguoi Nguoi anh
phé duyét huéng
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Mbi trdng

T6 chifc mua hang

Quatrxnhra
quyét dinh mua

Phan (ng clia ngdi mua

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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¢+ Trung tdm mua va cac thanh vién

“* Anh huong cua tinh hudéng mua

% Qua trinh ra quyét dinh tap thé
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HANH VI MUA VA QUA TRINHIRAIQUYETDINA = ,_

**M06 hinh hanh vi mua cua td chtc
Moi truong Hop den hanh Phan ing cua
(Kich thich) vi ciia t& chiic khéach hang

< Qua trinh ra quyét dinh mua

Nhian Mo ta )égg ;'111:;1 Tim kiém Yéu cau Luwa chon Lam thii
thirc van khai quét A nha cung chao nha cung Panh gia
A A cua hang , ; . tuc
de nhu cau irng hang irng

hda

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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Tiep can cua Woodside,

% Chuan bj goi thau

< Tim kiém cac nha cung cap tiém nang

< Danh gia va tuyén chon mét s6 nha cung cap tiém nang nhat

< Phan tich cung nham tuyén chon so sanh dua trén co’ s& chi tiéu
gia

< Panh gia va lwa chon cudi cling
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** Ban hay néu mot s6 vi du vé dac diém cua KAC

= Hanh vi mua: khoi long giao dich 16n hay nho ?

= Tan suit giao dich thap hay cao?

= Quyén quyét dinh mua va s6 ngoi tham gia?

= Kha n ng tai chinh va thai do d6i vdi cdc van dé tai chinh-thanh toan?
= C6 nha cung cap khac hay khong?

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

guwot doi

ING D

AVISVIUA

 Vai tro

Tieu chuan
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‘s Tac dong cua hoat dong marketing toi hanh vi mua cua khach hang
t6 chirc

s Tac dong cua hanh vi mua toi hoat dong marketing ciza knach hanh
t6 chirc
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TAI LIEU THAM K

% PGS.TS Pham Thi Huyén — Ths Nguyén Thj Thu Hién — TS Pham Van Tuén
Marketing to1 khach hang to chire (B2B), NXB GD VN, 2016

< Ho6 Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, chuong
2, 3.

X Mi‘chael D. Hutt & Thomas W. speh, Business Marketing Management: B2B,
phan 2.

X Ro‘ber W. Haas, Ph.D, Bu‘siness Marketing (9e), South — Western, chuong 2,
phan 1 va chuong 3, 4 phan 2.

o Trép Minh Pao (chu bién), Gigo trinh Marketing cian ban, NXB PH Kinh té
Quoc dan, 2010, Chuong 4.
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CHUONG 3:
LUA CHON THI TRUONG MUC TIEU
VA PINH VI
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Néi dung ciia chwong ndy sé cung cap co sé Xac lap chién liroc nham
giup xac dinh khach hang muc tiéu thong qua cac tiéu thuc phan
doan ciing nhw Cac phwong phap phan doan vi mé hay vi md. Pong
thoi sé hinh dung sau bude ciia tién trinh phan doan khac so véi thi
truong tiéu dung.
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3.1. Co sé xay dung chién lrge marketing

3.1.1. C4c yéu to bén trong doanh nghiép

3.1.2. C4c yéu to bén ngoai doanh nghiép

3.2. Phan doan, lwa chon thi trweong muc tiéu va dinh vi
3.2.1. Phan doan thi truong khach hang to churc

3.2.2. Lya chon thi truong muc tiéu

3.2.3. PBinh vi
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CO SO XAY DUNG CHIEN U’O’ uwg m]ri

.;\_

i, ~Se = M —— Y -

éu td bén
trong
doanh
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% Yéu to bén ngoai doanh nghiép

Vi m6

Kinh té P6i thu canh tranh
Tu nhién Nha cung ung
Chinh tri San pham thay thé
K¥ thuat — cong nghé Khéch hang

Van hoa
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“*Phan doan thi trwong khach hang té chirc:

Dac tinh dia ly ]

Nhan khau hoc

Pac tinh mua hang cla td chirc

[ Co s& va tiéu thirc

Pac tinh ca nhan

Céc loi ich tim kiém & san pham

Bac tinh khac
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QUY TRINH PHAN POAN VA LUA CH_wli NG

Str dung bién phan
khuc vi mo

Lua chon thi truong
muc tiéu

|

Str dung céc bién so
Vi mO

Danh gia cac phan
khtc da chon

Xac dinh mo1 quan
hé gitra cac tieu
thirc vi mo6 va vi mo

Xay dung cac tieu
thirc danh gia
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“*Dinh vi.

- Ban cai gi?

- Béan cho ai?

- Vi sao khach hang chon mua san pham cua doanh nghiép?
Chuy: pén giai ma duoc tiéu Fhuén nao khach hang muc tiéu
danh diém trong s6 cao nhat dé xac dinh ti€éu di€m can sir dung
trong dinh vi.
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% PGS.TS Pham Thj Huyén — Ths Nguyén Thi Thu Hién — TS Pham Van Tuan
Marketing t61 khach hang t6 chire (B2B), NXB GD VN, 2016

<+ Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khéch hang Ia cacto chue,
NXB Thong ké, 2004.

< Ho6 Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, chuong
2 vab.

*» Michael D. Hutt & Thomas W. speh , Business Marketing Management: B2B,
phan 3 va 4.

“* Rober W. Haas, Ph.D, Business Marketing (9e), South — Western, chuong 7, 8,
9,phan 2, phan 3.

% Tran Minh Dao (chu bién), Gio trinh Marketing cin ban, NXB PH Kinh té
Quéc dan, 2010, Chuong 4.

om/tailieudientucntt
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CHUONG 4
QUYET DINH SAN PHAM

| &
~
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Trong phan dau ciia chuong, sinh Vién sé dwoc gidi thiéu vé mire d@é
quan trong va tinh chat phirc tap ciia san pham trong thi trieong
khach hang 6 chite, tir @6 thd’y diwoc val tro, vi tri va sw khac nhau
cdn ban cia san pham trong thi truong Khach hang 6 chire voi thi
truong tieu dung.

Phan tiép theo ciia chwong sé xem xét cac néi dung vé phat trién
san pham méi Va Cac budc cua viéc Idp ké hoach san pham trong
thi truong khach hang 6 chirc.
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NOI DUNG CUA,

4.1 Khai quét vé chinh sach san pham trong marketing téi khach hang té chire

4.1.1 Ban chat cta san pham trong marketing t&i khach hang to chirc
4.1.2 Vai tro cua san pham trong marketing téi khach hang to chure

4.1.3 Su khac biét co ban ctia yéu t6 san pham gitra B2B va B2C marketing
4.2 Cac quyét dinh san pham trong marketing téi khach hang té chire
4.2.1 Quyét dinh vé thudc tinh san pham

4.2.2 Quyét dinh vé dich vu hd tro san pham

4.2.3 Quyét dinh vé danh muc, ching loai san pham

4.3 Chién lwgce phéat trién san pham méi

4.3.1 Su can thiét phai phét trién san pham méi

4.3.2 Thach thtrc va quan niém vé san pham méi

4.3.3 Quy trinh phét trién san pham méi

4.3.4 Nhiing luu y khi phat trién san pham méi

CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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San pham mong doii

CuuDuong Cong.com

San pham tiém nang
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The Product andthess fl"ri —

= Consumption system
= Potential product General Mills’ Mycereal.com

Web site

/ mycereal. com | information - Microsoft Internet Explorer = E3

“* Product hierarchy
. | Eie Edit Wiew Go Favoites Help : [
= Need family z-2-2 2 A28 2.2 E 8 8 G
= Product family
= Product class
Product line e
} iann coptank i ot socrtenen e
= P rOd uct type 1 yors axe new to mycereal. com, may e aotify you when we're open

to the public? If so, just send us your email address below. Thank you

mycerea | & com

Welcome to mycereal com,where cereals don’t exist until you create
them. "“We are currently refining our website to better meet the needs
. of cur valuable customers. YWe will be open again soon!

for your interest in mycereal. com!

Wiou may send me an e-mail message when mycereal.com is open to the public.

cmagmls [ ] ©su

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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= Hé thong tiéu dung
= San pham tiém an
% He¢ thong thir bac

/ mycereal. com | information - Microsoft Internet Explorer = E3

clia san pham
= Ho nhu cau
= Ho san pham
= Lop san pham
= Dong san pham
= Loai san pham
= Mat hang

CuuDuongThanCong.com

| Eile Edit Wiew Go Favoites Help

Back Farward| Stop Refresh

=L = D @Hﬁ|@ Ga 3

=12 = R =

Search Favorites Hishony LB Fi= v =i

] Address I@ http: ! e mpcere sl comdstoredsite_info. asp

General Mills

mycereal@com

Welcome to mycereal com,where cereals don’t exist until you create
them. "“We are currently refining our website to better meet the needs
of cur wvaluable customers. We will be open again soonl!

If you are a current mycereal com customer in need of assistance,

please contact us at service@mycereal. com.

If you are new to my<cereal com, may we notify you when we're open
to the public? If so, just send us your email address below. Thank you
for your interest in mycereal. com!

You may send me an e-mail message when mycereal.com is open to the public.

1 © su

https://fb.com/tailieudientucntt
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The Product andthess fl"ri —

= Consumption system
= Potential product General Mills’ Mycereal.com

Web site

/ mycereal. com | information - Microsoft Internet Explorer = E3

“* Product hierarchy
. | Eie Edit Wiew Go Favoites Help : [
= Need family z-2-2 2 A28 2.2 E 8 8 G
= Product family
= Product class
Product line e
} iann coptank i ot socrtenen e
= P rOd uct type 1 yors axe new to mycereal. com, may e aotify you when we're open

to the public? If so, just send us your email address below. Thank you

mycerea | & com

Welcome to mycereal com,where cereals don’t exist until you create
them. "“We are currently refining our website to better meet the needs
. of cur valuable customers. YWe will be open again soon!

for your interest in mycereal. com!

Wiou may send me an e-mail message when mycereal.com is open to the public.
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So sanh nhirng nhan t6 ctach

.

Sw quan trong

B2C

Gia, xuc tién

B2B

Quan trong nhat

Nhu cau

San pham Thiét ké cho nhu cau truc
tiep

Nhu cau phai sinh + Nhu cau trwc tiép

Ngwéi mua/ngwéi sd

Po6ng nhat

Khéng déng nhat

Quy cach cu thé

Sx ratrén co s NC

Theo yéu cau khach hang

Vong déi SP

Ngan va luén thay doi

Lau hon (Dai...va ngan...)

Cac hoat dong hé tro

it sw doi hoi

Sé doi héi ca sw hé tro trong QT mua

CuuDuongThanCong.com
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L J e

amigiira BPB & 1 ZARI——

Déng goi Bao gom : bao vé va xuc tién Bao vé dong go6i, mé ta tinh nang
Céc dac tinh hap dan bé ngoai: R4t can thiét cho sw thanh céng cda san Thwong khéng quan trong v&i phan Ié&n san
mau sac, hinh pham pham
Ty lé that bai ctia san pham méi Cao: >= 80% Thap hon: 30-40%
Sw quan trong cua nghién ciru La mét nhan té quan trong trong sw phat Khéng la yéu t6 chi dao trong sw phat trién san
marketing trién san pham méi pham méi

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


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

Yéu cau vé tiét kiém chi phi

Chi phi va ty 1& that bai SP

—n

Yéu cau tiét kiém nang luong
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3.2. Ké hoach

1. Bonkha ning ~ 4.
X&m nhép ‘ Chién lwoc * Dahd,ang
6a

| 2 -

S

P m&i

3. PT
Thi trwdng
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[
P

Van dé 4
Xac dinh quy cach SP

Véan dé 3 ,
Tim ki€ém b0 xung Sp mdi

Van dé 2
! Pua ra nhirng muc tiéu SP

Van dé 1 :
v Thiet lap nhirng chinh sach Sp
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3.3.Ké hoach hoawvachieniiroe

- . 4

Van dé 8
_, Cung cap dich vu??
Van dé 7
Pong goi san pham

Van dé 6
! Stra doi cac SP hién tai

Van dé 5 :
v Gidi thieu san pham mdai
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CAC QUYET DINH,VE;

* Quyét dinh vé thuéc tinh san pham
< Quyét dinh vé dich vu hé tro san pham

 Quyét dinh vé danh muc, chiing logi sdn pham
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Cac loai
san pha

/ San
pham

dinh vi

&
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- e

San xuat thwong mai

Thw nghiém marketing

Phat sinh y twéng Sang loc Soan thao va Soan thao chién lwoc
tham dinh dy an Marketing |
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% PGS.TS Pham Thj Huyén — Ths Nguyén Thi Thu Hién — TS Pham Van Tuan
Marketing t61 khach hang t6 chire (B2B), NXB GD VN, 2016

<+ Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khéch hang Ia cacto chue,
NXB Thong ké, 2004.

< Ho6 Thanh Lan, Marketing cong nghiép, NXB Giao Thong Van tai, 2003, chuong
8.

¢ Michael D. Hutt & Thomas W. speh , Business Marketing Management: B2B,
chuong 9, phan 4.

“* Rober W. Haas, Ph.D, Business Marketing (9e), South — Western, chuong 12,
phan 4.

% Tran Minh Dao (chu bién), Gio trinh Marketing cin ban, NXB PH Kinh té
Québc dan, 2010, Chuong 4.
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CHUONG 5:
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QUYET PINH VE GIA
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Gia cd - mét trong bon cOng cu chién thudt quyét dinh sw thanh bai ciia
chién liroc marketing ap dung cho thi truong muc tiéu. Pé thé hién duwoc
tinh dac thu cua B2B marketing, chuwong nay tap trung vao nhirng néet dac
trung cuia chinh sach gia ap dung cho khach hang 6 chire véi nhitng néi
dung co ban lién quan toi (1) Vai tro cua gia va su kKhac biét cua gia giita
thi truong Khach hang 6 chirc vathi truong nguoi tieu dung; (2) Nhiing
yéu to anh hwong téi quyét dinh gid ban cho khach hangté chire; (3) CAc
phwong phap dinh gia co ban; (4) Pdc diém hanh vi trong thda thudn gia
cuia khach hang 6 chire; (5) Cac chinh sach gia thuong dwroc ap dung cho
khach hang 16 chirc
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NOI DUNG CUAGHL

5.1. Tong quan vé quyét dinh gia

5.1.1. Gia va vai trd ctia gia trong marketing téi khach hang t6 chirc
5.1.2. Su khac biét vé gia gitta B2B marketing va B2C marketing
5.2.Nhirng yéu t6 anh hwéng t6i gia trén thi truomg khach hang té chire
5.2.1. Muc tiéu

5.2.2. Panh gia cua khéach hang vé gié tri san pham

5.2.3. Canh tranh

5.2.4. Chi phi

5.2.5. C4c yéu td khac

5.3. Cac phwong phap dinh gia dac thu

5.3.1. Phuong phap dinh gia dau thau

5.3.2.Phuong phap thuong lugng (dam phéan) vé gia

5.3.3. Phuong phap dinh gia cho thué mudn theo ky han

5.4. C4c van dé khéac veé gia

5.4.1.Quan hé trong dinh gia

5.4.2. Biéu chinh gia
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1.Khai quét vé chinh sach kénh trongumarketne
__congmnghiéer ’

** Khai niém vé gia B2B ?
= Trao doi

= Ngwo'l ban
= Ngwoi mua

< Tam quan trong cla gia B2B?
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‘é%':l al guat ve chinh

o
or=s

< Tam quan trong ciia gia B2B?
= Vali tro nhw gia ca trong tiéu dung
= Trong dau thau
= Trong dam phan
= Nhu cau phai sinh
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Gia niém yét va gia
thuc

Chiét gia

HO tro tai chinh

Quan h¢ doi tac

CuuDuongThanCong.com

Tam quan trong
cua gia

D0 co gian cua cau

Pau thau canh
tranh

Thuong thao gia

https://fb.com/tailieudientucntt
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(Gidi han ....... )
Gia tri d6i v&i khach hang

(gi¢i han ....... ) Oé,
%
%

Gia canh tranh
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3.Cac loai chinh glautrs

Gia bao Price policy i
Va gia thue ‘ * Thue
muwoén

| 2 <

Dam phan

PAu thau
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Gia thong bao vagidthreisos

¢
)

I Giam gia tra cudi ky

(i

Giam gia chiét khau sé lwong
(Quantity discounts)

Giam gia tra nhanh
(cash discounts)

~—
Giam gia thwong mai
(Trade discounts)

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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e Tai san dic biét khi huéng ti khach hang to churc
« Uu the vé gia doi voi cac doanh nghiép, dac biét
l1a kha nang dam phan vé gia.

o Gi4 niém yét va gia thuc té
 Céc hinh thurc diéu chinh gia
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% PGS.TS Pham Thi Huyén — Ths Nguyén Thi Thu Hién — TS Pham Vin Tuan
Marketing toi khach hang to chac (B2B), NXB GD VN, 2016

< Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang la cactd chirc,
NXB Thong ké, 2004.

% Ho Thanh Lan, Marketing céng nghiép, NXB Giao Théng Van tai, 2003, chuong
13.

* Michael D. Hutt & Thomas W. speh , Business Marketing Management: B2B,
chuong 15 phan 4.

< Rober W. Haas, Ph.D, Business Marketing (9¢), South — Western, chuong
17,phan4

X Tran Minh Pao (chu bién), Giao trinh Marketing cian ban, NXB PH Kinh té
Quoc dan, 2010, Chuong 4.
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QHUGN G 6:
QUYET PINH KENH
PHAN PHOI
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Cdc doanh nghiép can phdi biét sir dung cdac kénh phan phdi nhw mot
cong cu quan trong giup ho thanh cong trén thi truong trong dai han.
Véi thi trwvong khdch hang to chire ciing vay, khi mire dé canh tranh
khoc liét, viée tao loi thé canh tranh ngay cang kho, duy tri loi thé
canh tranh lau dai khé hon nhiéu. Chwong 6 sé trinh bay nhitng chinh
sach va quyét dinh marketing lién quan dén kénh phdn phoi trén thi
truong B2B.
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NOI DUNG CUACHL

6.1. Khai quat vé kénh phan phoi

6.1.1. Kénh va vai trd ctia kénh trong marketing t&i khach hang t6 churc
6.1.2. Su khac biét gitra kénh B2B marketing va B2C marketing
6.2. C4c kiéu kénh phan phoi

6.2.1. Kénh truc tiép

6.2.2. Kénh nha phan phdi cong nghiép

6.2.3. Kénh dai dién nha san xuat

6.3. Xay dung va quan ly kénh

6.3.1. Xac dinh muc tiéu cua kénh

6.3.2. Panh gia cac kiéu kénh

6.3.3. Lua chon kénh

6.3.4. Lua chon thanh vién kénh

6.3.5. Xay dung thoa thuan trong kénh

6.3.6. Thuc hién, diéu khién, danh gia chién luoc kénh

6.4. Phan phdi san pham vt chat

6.4.1. TAm quan trong cta phan phdi vat chét

6.4.2. C4c hoat dong phan phdi vat chat co ban

6.4.3. Quan tri hé thong phan phdi vat chat

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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01 quan h¢ gitra
nha san xuat va
nha phan phoi

Yéu cau cho trung
gian

Do dai cua kénh
phan phoi

Cac loai hinh trung
gian
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l Nha san xuat |

I Nha san xuat I
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XAY DUNG VA QUAN LY

N

Lwa chon Thwc
thanh hién,
vién kénh danh gia

Xac dinh || Danh gia
muctiéu | cackieu f -42.°non
kénh kénh
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PHAN PHOI SAN PHAMVATICHAT

=

{Muc tiéu cua phan phéi vat cht

Kho tang
-én ly ton kho

< Note: B4o c4o don hang ->kiém tra tai chinh-> xac dinh loai gi4->chuan bi don, xac dinh lugng can cho don
hang -> xuat hang

PHOI SAN ]
VAT CHAT
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% PGS.TS Pham Thi Huyén — Ths Nguyén Thi Thu Hién — TS Pham Vin Tuan
Marketing toi khach hang to chac (B2B), NXB GD VN, 2016

< Ha Nam Khanh Giao, Marketing cong nghiép, phuc vu khach hang la cactd chirc,
NXB Thong ké, 2004.

% Ho Thanh Lan, Marketing céng nghiép, NXB Giao Théng Van tai, 2003, chuong
13.

* Michael D. Hutt & Thomas W. speh , Business Marketing Management: B2B,
chuong 15 phan 4.

< Rober W. Haas, Ph.D, Business Marketing (9¢), South — Western, chuong
17,phan4

X Tran Minh Pao (chu bién), Giao trinh Marketing cian ban, NXB PH Kinh té
Quoc dan, 2010, Chuong 4.
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-~ CHUONG 7:
QUYET PINH TRUYEN THONG
MARKETING
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: “"‘;“"‘a
Mot chién lwoc truyén thong tich hop hwéng téi thi truong khdach
hang t6 chire la nhw thé nao? Pong thoi, vai tro ciia ban hang cd
nhan sé dwoc thé hién nhw thé nao trén thi truong nay? Chwong 7 sé
giup tra loi cdu hoi trén.
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NOI DUNG CUA,

7.1. Khai quat vé truyén thong marketing toi khach hang té chire
7.1.1. Vai trd cua truyén thong marketing t6i khach hang to chuirc

7.1.2. Nhitng khac biét cin ban trong truyén théng giira B2B marketing va B2C
markeing

7.2. Cac cdng cu co ban ciia truyén thong trong marketing téi khach hang to
chirc

7.2.1. Ban hang ca nhan

7.2.2. Quang cao

7.2.3. X(c tién ban hang

7.2.4. Marketing truc tiép

7.2.5. Quan hé cong chung (PR)
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< Khai niém vé xuc tién hén heop trong B2B ?
%+ Cac b phan cau thanh trong P4 ciia B2B
<Tam quan trong ciia xUc tién trong B2B?
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Marketing Communicati

“» Advertising

*» Sales Promotion

“* Public Relations and Publicity

» Personal Selling

* Direct and Interactive Marketing

L)

4

°

L)

4

L/

L)
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H6n hop truye

/ ,

AKeline | —

“*Quang cao

< XUc tién ban

“* Quan hé cong chung & Bao chi

“*Ban hang ca nhan

< Marketing truc tiép va Marketing twong
tac
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Common Communi

et

;e
amP®

Advertising

Print and
broadcast ads

Packaging-
outer

Packaging
inserts

Motion pictures

Sales Promotion

Contests,
games,
sweepstakes,
lotteries

Premiums and
gifts

Sampling

Fairs and trade
shows

Public Relations

Press kits

Speeches

Seminars

Annual reports

Personal Selling

Sales
presentation

Sales meetings

Incentive

programs

Samples

Direct Marketing

Catalogs

Mailings

Telemarketing

Electronic
shopping

CuuDuongThanCong.com

https://fb.com/tailieudientucntt
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Nhirng hoat dongt

Quang cao

Quang cao in
va truyén
thanh/hinh

Vo bao bi

Ho tror bao bi

Phim dién anh

Xuc tién ban

Cuédc thi, tro
cho’i, X0 sO

Phan thwéng
qua tang

Hang mau

Hoi cho
thwong mai

Quan hé cong
chung

Thdng cao bao
chi
Bai noi

Hoi thao

Bao cao
thwong nién

Ban hang
ca nhan

Trinh bay
ban hang

Gap g& ban
hang

Chwong trinh
khuyén mai

Hang mau

M,arketing truc
tiep

Gwri catalog
Guwri thw

Telemarketing

Mua sam dién
to

CuuDuongThanCong.com
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Promotion

B2C B2B

Rat Quan trong; ngw®i mua
chuyén nghiép va anh hwéng

Sw quan trong Rat Quan trong; Nguoi

tiéu dung
mua
. . Tivi, bao, tap chi, quang Tap chi thwong mai, thw trwc
LN Gt cao ngoai troi tiép va cac danh ba CN

Cac cudc thi, sach giéi

thiéu, diing thir Cataog, trien lam thwong mai

Xuc tién ban

Nham t&i ngwoi mua chuyén
nghiép va anh hwéng mua, nhan
manh tinh ly chi

Quang cao va pham | Nham vao khach hang cudi
tru xac tien ban cung va nhan manh tam ly

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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2.So0 sanh nhirng nhan to cua ch
P 4 giiva B2B:&B2C"

B2C B2B
Dong goi Rat Quan trong Quan trong
Ngan sach 10% 5%

E)wg’c thuc hién chu
yéu boi nhan vién cua
nha phan phoi

Cac né lwc ban
hang

Nhan vién ban hang cta nha
san xuat

CuuDuongThanCong.com https://fb.com/tailieudientucntt
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[ Hang tiéu dung

[ Hang cong nghiép

Quang céo Ban hang Xuc tién Quan hé
truc tiép ban hang céng ching

Mic d6 thdng xuyén st dung

Cac cong cu khuyé&ch trong san pham

ngThanCong.com https://fb.com/tailieudientucntt
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Su dung cac.céngie

Ban hang
truc tiép

San pham

cong nghiép

Quang céao

Ban hang
truc tiép

Hang tiéu dung
ldu bén

uBCHHFERS

Quang cao

Ban hang
truc tiép

Hang tiéu dung
khéng lau bén

com/tailieudientucntt
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Xu huwong trong ban hang B2B

Céc kiéu loai ban hang

g_dnohicp Channel

- ——

Chan dung vé ngu®i ban hang
Cong nghiép
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BAN HANG CA NHAN

Suy cho cuing moi ngoi déu s6ng bang
_«cach ban mot cai g X do

iJ‘
a ~ .. STy
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Ban hang la mot nghé
phai hoc?
Tai sao?
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Kién thic (K) N"ng luc (C)

Tam gidc khéng ton tai, néu thiéu mét canh
Sé la chwa chuyén nghiép, néu thiéu moét yéu to!!!
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Kynang
marketing
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Ph6 TG § phu trach ban
hang - matketing (CMO)

Giam doc ban hang
(ving, mién, khu vuc)

Nhan vién ban hang KY sw ban hang Ngw&ibanhang
O Cung cap
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4. ?au Khi 1. Trude Khi
tham (Precall) thim (Precall)
: 2. Phuc vu khach hang

3. Trao doi/ban hang _
(Negotiation/sale) (Customer service)
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What? When? How?

KHACH HANG HEN GAP KHACH HANG PHONG VAN
MUC TIEU QUA PIEN THOAI BAN HANG
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HOW? Qud tr X nh,

T —

T x M HIEU NHU CAU KHACH HANG

TIEP XUC

GIAI DAP CAC Y KIEN DA RA GIA
THAC MAC, PHAN BAC
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1. Lap KH
& chuén bi

2. Chao hoi
khéach hang

8.Thu tuc
hanh chinh

7. Ghichép
ngoai bién

4. Merchan
- dising

5. Xac dinh
don hang
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8 BUO'C GHE THAM KHACHHANG .
Qui trinh chuan trong ghé Ul dislasP il

PRECALL > 1. Lap ké hoach & chuén bj

2. Gap go khach hang
CUSTOMER 3. Kiém tra diém ban
SERVICE

4. Merchandising

5. Xéc dinh don hang

NEGOTIATION/SALE

6. Trinh bay ban hang

7. Ghi chép ngoai bién

POSTCALL

8. Thu tuc hanh chinh

\N/\/
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Nhirng xu hwé'ng ban hang s
0ng.B2B =

Tang cuong st dung doi nga BH
A

1404010 g str dung nhan vién nir BH

Telemarketing

.huyén moén hoa LLBH
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cac con soO thu v

Thé&i gian lam viéc 8h 49 phut/ngay
va 240 ngay/ nam

Tan xuat

- 2,8 1an gap/ndm

- 5,3 1an moi chao/ngay
-- 8,7 cudc DT/ ngay

-

Trong 8h49 phut:
-25%
- 25%
-22%
-17%
- 8%
- 3%

Tiép xuc 1272

240 nga
Iy <Gién tiép 2088

|

395 khéach hang <:

179 khach quen

216 khach tiém nang
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Nhirng nguyén té ban hangut:

Nang cao hi¢u

Improving et |

sales force ;]ua Cug , m;l
uon an nan

effectiveness e &

!

Training in
selling techniques

Huan luyén

and sales ngh¢ thuat
professionalism ban hang
ann ly lwc Iu’c:)ing ba,n hang: Negttn Nehs thut
Nang cao sw hiéu qua skill thuong thuyét
Relationship- Nghé thuat
skills quan hé
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Improving
sales force
effectiveness

!

Training in
selling techniques
and sales
professionalism

Managing the Sales Force:
Improving Effectiveness

Negotiation

skills

Relationship-
building
skills
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Cac buwéc chinh trong
ban hang hiéu qua

CuuDuongThanCong.com

Prospecting
and qualifying

¥

(Thémci/-m
va sang lg § R —

Preapproach

¥

Approach

¥

Presentation
and
demonstration

¥

Overcoming
objections

¥

Closing

{

Follow-up
and
maintenance

(Tiép cén so bd)

(Tiép cin)

(Gidi thi¢u
va trinh di€n)

(Khic phuc
y kién phan doi)

(Két thic thwong vu)

(Theo ddi
va duy tri)
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Major Steps in
Effective Selling

CuuDuongThanCong.com

Prospecting
and qualifying

¥

Preapproach

¥

Approach

¥

Presentation
and
demonstration

¥

Overcoming
objections

¥

Closing

{

Follow-up
and
maintenance
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banihanyss -
: “"‘;“"‘a
< Ché dd thu lao cua lwc lwong ban hang
= 4 thanh phan:
- Phan lwong cd dinh
- Phan lwong thay doi
- Tro cap chi phi
» Phuc lgi phu
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Designing thesSale

*» Sales-Force Compensation

= Four Components:
 Fixed amount
» Variable amount
- Expense allowances

* Benefits

"\

u‘
’ 1 ")
-~ 4 i

| a.h ' WL/

= d 4

-~ -\“ ‘.. )t .
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e Thank You 199

Have a nice day!



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

