AN INTRODUCTION

Armstrong/Kotler

Tao ra gia tri cho khach hang va nam git
gia tri tv khach hang
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Tom tat chwong

e Marketing la gi?

 Thau hiéu diéu ki€n, moi triro'ng kinh doanh va

nhitng nhu cau cla khach hang

e Thiét ké chién lwoc Marketing huwdng vé khach
hang

 Chuan bj mot ké hoach, chuong trinh
Marketing tich hop

 Xay dwng moi quan hé v&i khach hang

e Nam gilr gia tri ttr khach hang

e BOi cAnh Marketing thay doi
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Thao ludn

1. Tai sao nhiéu ngwdi quan tdm/x€p hang
mua ca phé Starbuck tai Viét Nam?

2. C6 danh gia cho rang ca phé Starbuck“ngon”
ho'n ca phé Trung Nguyén. Vi sao?
3. Marketing la gi?
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Marketing la gi?

Marketing 13 quan tri mOi quan hé v&i
khach hang mang lai |I0i nhuan cho DN.
I
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C\QE Khai niém

Thzoadfo‘smm n

* Marketing:

— “Marketing is the science and art of exploring,
creating, and delivering value to satisfy the needs

of a target market at a profit.”
Prof. Philip Kotler,
http://www.kotlermarketing.com/phil_questions.shtml
“Marketing la khoa hoc va nghé thuat khdm phd, sdng tao va cung
cap gid tri dé ddp trng cdc nhu cau cua thi trtrong muc tiéu dong
thoi mang lai Ioi nhuan cho doanh nghiép”

5
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C\QB Khai niém

Tazzoadfo‘smm n

* Marketing:

— “Marketing is the activity, set of institutions, and
processes for creating, communicating, delivering,
and exchanging offerings that have value for

customers, clients, partners, and society at large.”

American Marketing Association, Approved July 2013
“Marketing |3 hoat dOng, 13 mot tap hop cac thé ché (quy tac) va 13
cac quy trinh dé tao ra, truyén dat, chuyén giao va trao d6i cac dé
nghi mang lai gia tri cho khdch hang, d6i tac va rOng hon la xa hoi”

6
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Marketing la qua

trinh lam viéc véi

thi trrorng dé
thwre hién cac

cudc trao doi
nham thoa man
nhirng nhu cau
va mong muén
cua con nguwoi
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So sanh

Marketing la
khoa hoc va
nghé thuat kham
pha, sang tao va
cung cap gia tri
dé ddp irng cac
nhu cau cua thi
triroong muc tiéu
dong théi mang
lai loii nhuan cho
doanh nghiép

Marketing la hoat
dong, |la moét tap
hop cac thé ché
(quy tac) vala
cac quy trinh dé
tao ra, truyen dat,
chuyén giao va
trao doéi cac de
nghi mang lai gia
tri cho khach
hang, doi tac va
rong hon |la xa
hoi
7
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C\QB Tom lai

e Rowed o S

* Marketing la hoat ddng hwd'ng t&i thoa man nhu
cau clia ngwoi tiéu dung ngay cang tOt hon
* Marketing khong phai la mbt hién twong ma la mot
qua trinh
— Nghién’cﬂﬂu thi trwo'ng — phét hién nhu cau — phat trién
san pham dap ng nhu cau
 Marketing 1a tOng thé céc bién phap, gidi phap
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Qua trinh Marketing

Create value for customers and - Capture value from
build customer relationships : customers in return
; Construct an . : -
Understand the Design a integrated | Build profitable : Capture value
marketplace and * customer-driven * marketing program * relationships and from customers to
customer needs marketing Mhatwolivers create customer create profits and
and wants strategy superior value delight customer equity
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Nhu cau tw nhién, mong muOn va nhu

cau cé kha ndng thanh toan

thanh toan
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Cau hoi thao luan

MO ta nhu cau tw
nhlen mong
muOn va nhu cau
c6 kha nang

thanh todn cUa ‘
mOt sinh vién dai

hoc
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San pham cung ng

Nhu cau va mong muOn cla khéach hang
dwoc dap
rng bOi
san pham g
cung rng
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Trao doi va Nhirng mOi quan hé

Trao d0i |3 hanh déng tiép nhan mot san
pham mong
muon tr mot
ai d6 bang cach
- dwa cho ho
mOt thr gi khac
co gia trl twong
duwong.
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Hé thOng Marketing hién dai

Company

&
¥

; Marketing
Suppliers intermediaries

¥

Competitors

+

; Major environmental forces 4
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Xay dwng chién lwoc Marketing huwdng vé
khach hang

Quan tri
Marketing la khoa
hoc, nghé thuat
trong lra chon thi
triro’ng muc tiéu
va xay dwng moi
quan hé vo&i khach
hang mang lai |0
nhuan cho DN.
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2 cau hoi cho ngwdi lam Marketing
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Cau hoi thao luan

Tai sao lwa chon

thi trro’ng muc

tieu dong vai tro
guan trong?
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Cac dinh hu&ng quan tri Marketing

The selling
concept

The marketing
concept

Quan diém dinh
hwdng san xuat
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hwdng ban hang

Starting Focus Means Ends
point |
- Selling .
Existing Profits through
Factory roducts C o sales volume
P promoting
.
Profits through
Market Ct;setgcrjr;er Ir::taergig(ree;itgd customer
g satisfaction
— -
Quan diém dinh Quan diém dinh
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« MOt sO doanh nghi@p xe may Trung Qudc rat
it ti€n hanh quang cdo, chat lwong san pham
thap nhwng gia ré va dwoc bay ban dén tan
cac clra hang xe may tai cac huyén nong thoén,
vung cao. Hay phan tich va xac dinh quan
diém quan tri marketing clia doanh nghiép
trén va cho biét nhirng hoat ddng marketing
nao cla ho chirng td diéu dé; nhirng thuln
| va han ché khi ho theo dudi quan diém
marketing nay.
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Chuan bi mét ké hoach va chwong trinh
Marketing tich hop
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Xay dwng quan hé khach hang

Quan tri quan hé khach hang |3 m6t qua trinh bao gbm
tOng thé céac hoat
dOng lién quan toi
viéc xay dwng va duy
duy tri cdc mdi quan
hé v@i cac khach
hang mang lai lQi
nhudn cho DN bang

7a/4

cach cung cap cho ho cac gia trl va sl thoa man
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Gid tri danh cho khach hang

LO'i ich
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Sw thoa man va quan hé khach hang

Cac mdi quan hé co ban

Cac chwong trinh Marketing cho khach mua thwong xuyén,
mua v@i sO lwong Io'n

Cac chuwong trinh Marketing Club mang Igi ich dac biét cho
thanh vién trong club va tao dung cOng dOng thanh vién
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Ban chat quan hé khach hang dang thay doi

Quan hé voi
khach hang

dworc lwa chon |
can than |

N Quan hé lau
| J dai va sau sac
vOi khach hang
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Cau hoi thao luan

Ca nhan ban cam
thay minh ¢4 lién
guan sau Sac va
dén nhirng cong
ty nao?
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Nam gilr gid tri tlr khach hang
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Xay dirng cac
gia trl ma khach
hang cé thé

dem lai cho DN
trong suOt cudc
d®i cua ho.
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Nhom quan hé khach hang

High
profitability

Low
profitability

Potential profitability
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Butterflies

Good fit between
company'’s offerings and
customer’s needs; high
profit potential

True Friends

Good fit between
company’s offerings and
customer’s needs; highest
profit potential

Strangers

Little fit between company’s
offerings and customer’s
needs; lowest profit potential

Barnacles

Limited fit between
company’s offerings and
customer’s needs; low
profit potential

Short-term customers

Long-term customers

Projected loyalty

CuuDuongThanCong.com

https://fb.com/tailieudientucntt



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

BOi cAnh Marketing dang thay doi

M6i tredng kinh té
Th&i dai ky thuat so
TOc d6 toan cau héa nhanh
Marketing phi loi nhuan
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Qua trinh Marketing

Understand the

marketplace and

customer needs
and wants

Create value for customers and
build customer relationships

Design a
customer-driven
marketing
strategy

<4

Research
customers and
the marketplace

Manage marketing
information and
customer data

&

Select customers
to serve: market
segmentation and
targeting

Copyright © 2011 Pearson Education

Decide on a value
proposition:
differentiation and
positioning

Harness marketing
technology

-

Construct an
integrated
marketing program
that delivers
superior value

|

Product and
service design:
build strong
brands

Pricing:
create real value

Distribution:
manage demand
and supply chains

Promotion:
communicate the
value proposition

Manage global
markets

-3

Build profitable
relationships and
create customer

delight

&

Customer
relationship
management: build
strong relationships
with chosen
customers

Partner relationship
management: build
strong relationships
with marketing
partners

Ensure ethical and
social responsibility
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e

e

R

LR R R

Capture value from
customers in return

Capture value
from customers to

create profits and
customer equity

Create satisfied,
loyal customers

Capture customer
lifetime value

Increase share of
market and share
of customer
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