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NOI DUNG

e MOt sO khai niém
* Chulc nang quan tri marketing
* Quy trinh quan tri marketing
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QUAN DIEM THIET KE NOI DUNG

e Quan diém ké thura, phat trién theo bac
hoc

e Quan di€ém hé thong tri thic

e Quan di€ém cap nhat kién thic

« Quan diém phat trién hudng nghién cau
e Quan diém Ung dung thuc tien
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Phan chia thai gian

* Quan tri marketing: 24 tiét
e Quan tri thuong hiéu: 8 tiét
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LOGIC CUA MARKETING?

QUY TRINH
QTMKT

CAC CONG cU CO CHE CUA MARKETING
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TRUNG THANK PO LUONG GIA TRI

CAM NHAN CPV?

MUC TIEU MARKETING
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Marketing la g1 ?

« Marketing la thiét 1ap, duy tri va cling cO
cac moi quan hé vai khach hang va cac
doi tac lién quan dé lam thda man muc
ti€u cua cac thanh vién nay.

Gronroos-1990
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Marketing la g1 ?

Marketing la mOt qud trinh trao doi co tinh xa hoi cac

thuc thé gia (| h{ru hinh va vé hinh vGi nhing ngu’d

khac d€ dap Ung cac muc dich cla ca nhan hay cUa t0
chuec.

- Kasulis and Pinochet

Marketing la mOt chUc ndng cua t0 chlrc va 1a mOt tap
hgp cac qua trinh d€ tao ra, truyen dat va chuyen giao
gia trl cho khach hang va dé quan ly cac mOi quan hé
vGi khach hang sao cho co 1gi cho tO chlc va nhiing

thanh phan c6 lién quan v&i tO chUc.

- American Marketing Association
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Philip Kotler
(Nguyén ly marketing-2008)

* Marketing la moét qua trinh quan ly va xa
hoi, nhG N6 ma cac ca nhan va td chuc
dat duoc nhirng gi ho can va mong muon
thdng qua viéc tao ra va trao doi gia tri vai
cac ca nhan va to chirc khac.

* Marketing la qua trinh ma cac cong ty tao
ra gia tri cho khach hang va xay dung moi
quan hé bén ving véi khach hang dé
nhan dugc gia tri trao doi tU khach hang.
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Vai tro clla marketing la lam de dang cac qua
trinh trao doi .

Ban chét cUa marketing la tao ra su hai long va

thGa mdn 16n hon bang cdch thlra nhdn cdc cdu

triic Uu tién cUa ca hai phia va tao ra co sO cho
cdc qud trinh trao doi.

Gid tri cia Marketing d6i vOi xd hdi la d cho
marketing tao ra tdc dOng qua lai hiéu qua va
hiru hiéu hon gilra cd nhan vdi tO chlc va trong
nOi bd cdc cd nhdn va cdc tO chirc.
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Khai niém can ban

. Nhu cau cUa con nguoi 1a trang thai thi€u hut mot
cai gi d6 doi hoi dugc thod man

. U'Gc mudn 14 hinh thai cu thé cla nhu cdu do vin
ho4, ban sac mOi nguoi tao nén

. Yéu cau 1a uéc mudn phu hop véi khd ning thanh
toan

. S&n pham 1a bat ky céi gi c6 thé dua ra thi trudng
ma noé c6 thé gay chu y, dOng tinh hay tiéu thu, cé
th€ thod man m&t nhu cau hay uéc mubn nao do.
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Trao do6i 1a hanh vi thu dugc mot Vat mong muOn
tU mOt ngudi nao do bang viéc cOng hién trd 1ai
vat gi dé

giao dich 1a mOt qué trinh thuong luong gilra
ngUoi ban va nguoi mua dé thoa thuan vdi nhau
vé diéu kién cUa trao d6i sao cho phu hop véi 10i
ich va nguyén vong cuUa ca hai bén.

thi tru‘dng la tap hop nhing ngu’dl mua hién tai
va ngu'oi mua ti€ém nang doi véi mOt san pham

Chat luong 1a toan b nhiing tinh ning ,ddc di€m
cUa sdn pham hay dich vu dem lai cho né kha
nang thod man nh{ing nhu cau dugc néi ra hay
khong noi ra
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Khai niém

1. Gia trl danh cho khach hang: 1a chénh 1éch
gilta tOng gia tri cla khach hang vdi tOng
chi phi cUa khéch hang.

2. Suthod man cUa khach hang: 1a ham so
gi(ta két qua thu dugc do st dung sdn
pham va ky vong cUa ho

3. Long trung thanh cUa khach hang?
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Cac yéu t0 xac dinh gi4 tri danh

cho khach hang

Gia tri hinh anh

Gia tri ca nhan

Gia tri dich vu

Gia tri sdn pham

Chi phi bang tién

Chi phi thoi gian

Chi phi nang luUong

Tong

ia von
hach
hang

Gia tri
danh cho
khach hang

Chi phi tinh than

ongThanCong.com

Cach

|

TOI DA HOA?
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LONG TRUNG THANH

* Long trung thanh cua khach hang la gi?
— San long lua chon san pham thuong hiéu cua nguo
sx trudc nhitng cam ro cla doi thu canh tranh.

* Lgiich cualong trung thanh
— Giam chi phi phuc vu
— Giam chi phi cta KH => tang gia tri
— Khéach hang it nhay cam gia
— Thu hiat khach hang mdi
— Tich Ity moi quan hé, tang gia tri hinh anh
— Tang hiéu qua cam nhan gia tri
— Dong doanh thu 6 dinh
=> tang tong loi nhuan
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Bi€u hién cua long trung thanh

Mua khi cé nhu cau

Tin tudng G sp

San long gidi thiéu cho nguoi khac

Tu nguyén cung cap thong tin phan hoi
Bd qua hoac chap nhan nhiing sa sut
nhat thdi vé sp, dich vu

VUuot qua cac cam ro cla doi thu canh
tranh
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TAO LONG TRUNG THANH

 Chién lugc cung cap gia tri vuaot troi
* Cau lac bo khach hang than thiét

— Khéach hang lan dau

— Nguoi mua trd lai

— Khéach hang than thiét

— Ngudi bao vé

— Ngudi gop von
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Pac tinh cUa dich vu anh hudng t6i
marketing

Tinh vO hinh

Khong thé san xuat trudc

Khong thé ton kho

U'Gc dinh chat lugng dich vu qua danh

tiéng

Chat luong khdong mang tinh dong nhat

Chat lugng phu thubc vao

Chat luong chi cdm nhan sau tiéu dung
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Khach hang

* Trao doi hang doi hang==>ngudi trao doi

* C6 vat ngang gia chung: = nguoi mua,
nguoi ban


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

Khach hang tiém nang

* Phan l0ai khach hang

— Khac

— Khac!

— Khac

1

1

1

hang hién tai?

hang tiém nang?

hang phi tiém ning?

* Pdc trung cUa khach hang tiém nang
— C6 su quan tam t&i sdn pham, dich vu
— C6 kha nang thanh toadn
— C6 kha ndng ti€p can voi sdn pham
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banh gia gia tri KH

* Y nghfa cla viéc danh gia: doi x&r khong
giong nhau véi nhiing khach hang cé tiém
n&ng khong gidng nhau. > t6i uu
hiéu qua chi phi marketing.

* Phuong phap danh gia
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