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NGHIEN CUU MARKETING — TRUYEN THONG

NHUNG VAN PE CO BAN VE TRUYEN THONG MARKETING
1. Khai niém va vai tro truyén théng marketing

1.1. Khdi ni¢gm truyén thong marketing

Truyén théng (communication) 14 sy giao tiép gitta con ngudi voi con
ngudi hay duoc khai quét 1a qua trinh truyén dat, chia sé thong tin, giri gim nhiing
thong diép vao muc dich giao tiép nhat dinh gitta cac bén tham gia.

Theo Kotler (2007, trang 45) “truyén thong marketing (marketing
communication) 13 cac hoat dong truyén thong tin mét cach gian tiép hay truc
tiép vé san pham va ban than doanh nghiép ti khach hang nham thuyét phuc ho
tin tuong vao doanh nghiép cling nhu san pham, va mua san pham”. Truyén
thong va thong tin phan hdi trong hé thong truyén thong marketing dugc thuc

hién trong so d6 hinh 1.1 nhu sau:

Quang céo

Quang cao

Nguoi

Nhimng

Nhiing

Khuyén mai Khuyén mai : nguoi
3 3 tiéu e .
Tuyén truyén Tuyén truyén tin don c6 quan
s - hé
Ban hang Ban hang I I

Hinh 1 - Truyén thong va lién hé ngwoc trong hé thong truyén thong
marketing

(Nguon: sach Marketing cin ban, Philip Kotler, ban dich - NXB LP-XH,
2007, trang 353)

Trong bdi canh canh tranh thi trudng hién nay, qua trinh truyén thong
diép dén khan gia duoc goi 1a truyén thong marketing va c¢6 ¥ nghia v6i nhiéu
cong doan san xuat san pham hodc cung ung dich vu cho khach hang, dong
thoi tac dong dén qué trinh nhéan thic cta khac hang gitip hinh thanh nén céc so

thich, sy hai long va viéc mua ti€éu dung san pham nhiéu lan.
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1.2. Vai tro ciia truyén thong marketing

Truyén thong marketing co vai tro rat 1on d6i v6i ca nha san xuat va
nguoi tidu dung trén khap thé gidi. Vi vdy, truyén thong marketing 1a nhimng
hoat dong quan trong khong thé thiéu duoc trong hoat dong kinh doanh cia cac
doanh nghiép.

a) Doi véi nha sin xudt

Su thay d6i lién tuc ciia truyén thong marketing d tao 1y thuyét méi va ky
thuat, theo d6 dan dén sy thay doi van hoa va phat trién cong nghé duoc két hop
dé tao ra mot moi trudong ning dong, dé dam bao rang thong diép cua ho tiép can
d6i tuong muc tiéu (Blythe, 2006). Truyén thong tiép thi lién quan dén viéc két
hop tat ca cac yéu té ctia marketing hdn hop nham tao thuan loi cho viée trao doi
va thiét 1ap mot ngdn ngit phd bién voi nguoi tiéu dung (Shimp and Andrews,
2013).

Theo Kotler va Keller (2008) truyén thong marketing 13 cong cu dé cac nha
san xuét c6 thé gia ting dugc sb luong hang hoa va dich vu ban trén thi trudng,
tir 6 gia tang thi phan va viéc chiém linh thi truong, tao dung hinh anh dep cho
doanh nghiép trong mat khach hang. Thong qua truyén thong gitp nha san xuat
hodc nha cung trng dich vu gia tang dugc tinh canh tranh ctuia hang hoa hodc dich
vu cta minh v6i cac d6i thii canh tranh khac nho cung cip cho khach hang
nhing thong tin can thiét vé tinh ning chit lwong ciia san pham, bao bi, mau
ma...nhi{tng dich vu wu dai ma khach hang nhan dugc dé khach hang tiép tuc
ti€u dung san phém hodc dich vu ciia minh va thu hat thém cac khach hang tiem
ning. Nho c6 hoat dong truyén théng marketing, cac doanh nghiép co thong tin
tdt vé cac dic tinh cua hang hoa hodc dich vu ma céc dbi thu canh tranh dang
san xuat, dang ban trén thi truong.. Thong tin phan hoi ciia khach hang qua qué
trinh truyén thong 1a ngudn thong tin tot dé cac doanh nghiép s& c6 diéu kién dé
nhin nhan vé uu nhuoc diém cua hang ho a, dich vu cta doanh nghi¢p minh. Tt
d6 doanh nghiép dua ra cac quyét dinh dé khac phuc cac nhugce diém cia hang
hoa hoac dich vu. Déng thoi dua thém céac hinh anh dep dé xdy dung thém
long tin ctia khach hang d6i véi doanh nghiép. Truyén thong marketing lam
cho ban hang tré nén dé dang hon, ngay ca khi hang héa hoic dich vu dang
trong qué trinh nghién ciru, san xuat thir cling tao ra nhu cau cho khach hang
kich thich ngudi tiéu dung mua san phdm ma doanh nghiép s& ban trong twong
lai (Ivanov, 2012).
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b) Péi véi nguwoi tiéu ding

Thong qua truyén thong marketing, khach hang c6 nhiéu co hoi dé lua
chon san pham, so sanh vé chét luong, gia ca, dich vy sau khi ban hang cta nhiéu
loai hang hoa va dich vyu. Mua duogc cac san phém théa man tbi da loi ich cta ho
v6i chi phi hop 1y, tranh dugc cac truong hop mua phai cac san pham chét luong
kém, khong c6 nhan hiéu hang héa. Nhu vay thong qua truyén thong marketing
thi doanh nghiép c6 thé t6i da hoa loi nhuan con khach hang thi c¢6 diéu kién dé
t61 da hoa loi ich (Orzan va Macovei, 2012).
2. M6 hinh va cac cong cu truyén thong marketing

2.1. Mé hinh truyén thong marketing

Nhitng ngudi lam marketing can hiéu r& hoat dong cua hé théng truyén
thong, cach ma hé thdng d6 truyén tai va phén tich thong tin. Sau day 1a mo hinh

truyén thong marketing duoc Kotler gi6i thiéu.

Thong di¢p

Phuong tién
truvén théng

4—[ Nhiéu J—»

|
|
|
|
|
|
|
|
L

Hinh 2 — M6 hinh biéu dién cac phin tir ciia qua trinh truyén thong
(Nguon: siach Marketing cin ban, Philip Kotler, ban dich - NXB LD-XH,
2007, trang 354)

Mot s6 thuat ngir trén dugce giai thich nhu sau:

Ngwoi givi: 13 bén gui thong tin cho bén d6i twong mudn truyén tin cta
minh (nha san xuat giri thong tin cho khach hang)

Ma héa: qua trinh thé hién thong tin dudi dang ky hiéu c6 thé bang chix
viét, 101 ndi, 4m thanh hay hinh anh thich hop va c6 y nghia dé ngudi nhan hiéu,
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biét, cam nhan dugc thong tin ma nguoi ngudi mudn truyén di.

Théng diép: tap hop nhing ky hiéu do ngudi giri truyén di.

Phwong ti¢n truyén tin: cac kénh truyén thong theo d6 thong tin duoc
truyén tir ngudi giri dén nguoi nhan, nha san xuat co thé dung rat nhiéu kénh
thong tin nhu cac kénh tryuc tiép va cac kénh gian tiép.

Gidi md: qua trinh nguoi nhan gan y nghia cho nhiing ky hiéu ma nguoi
guri truyén di, ngudi nhan c6 thé giai ma dung thong diép c6 truong hop hiéu sai
thong di€p cua nguoi gui.

Phdn wng dap lai: 1a tap hop nhitng phan Uing d4p lai cua nguoi nhan nay
sinh do tiép xtuc v6i thong tin.

Lién hé ngwoc: 1a phan Gtmg dap lai ma nguoi nhan thong bao cho nguot g
biét.

Phdn héi: phan tng dap lai ma ngudi nhan thong bao cho nguoi gui biét.

Nhiéu: Sy xuat hién trong qué trinh truyén thong nhitng anh huong ngoai
du kién ctia méi trudng hay nhitng méo mé 1am cho thong tin dén ngudi nhan
khac v6i thong tin do nguoi giri truyén di nhu 4m thanh qua on, thoi gian qua
ngan hoic quéa dai, thong diép kho hiéu v.v...

2.2. Cdc cong cu truyén thong marketing

Pé truyén thong dén khach hang muc tiéu, mot to chic doanh nghiép co
thé s dung cic cong cu truyén théng khac nhau nhu ban hang ca nhan,
marketing truc tiép, quan h¢ cong chung, kich thich ti€éu thu va quang céo. Mbi
cong cu nay c6 nhitng wu nhuoc diém nhat dinh. Pé nang cao hiéu qua hoat
dong truyén thong marketing, doanh nghiép can sir dung truyén thong marketing
tich hop.

a) Quang cdo

Theo Hiép héi tiép thi Hoa Ky AMA (American Marketing Association)
“quang cdo la nhitng hinh thirc trinh bay gidn tiép va khuéch trieong ¥ twong,
san phcfm hay dich vu dwoc nguoi bao tro nhat dinh tra tién”.

Ngoai ra, theo Luat Quang cdo Vi¢t Nam (2012) “Quang cao 1a viéc st
dung cac phuong tién nham gioi1 thi¢u dén cong ching san phém, hang hoa, dich
vu c6 muc dich sinh lgi hay san phém, dich vy khong c6 muc dich sinh loi”.

Quang c4o c6 nhiéu loai hinh bao, dai, tivi... nhung c6 thé phan theo nhiéu
muc tiéu khac nhau. Thu nhét, theo muc ti€u thi quang céo chia thanh cac mat
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hang ti€éu dung va cac mat hang cong nghiép. Thur hai, theo phuong tién sit dung

c6 cac loai hinh quang cdo qua bao, truyén hinh, thu, truyén thanh...Tht ba, theo
thong diép quang cao gdm quang céo thong tin, quang cao thuyét phuc, quang céo
nhic nho.

Do c6 nhiéu hinh thirc va cach sir dung quang cdo, nén khé co thé khai
quat hoa ddy du nhitng diém dic thu ctua nd véi tinh cach 1a mot yéu t6 céu
thanh ciia hé thong truyén thong. Theo Kotler (2011) quing cdo cé mot sb dic
diém cua hé thong truyén thong nhu sau:

Tinh dai ching: quang céo 1a mot hinh thirc truyén thong mang tinh dai
chung rat cao. Ban chat dai chiing ctia n6 khang dinh tinh chinh thirc cua san
pham va ciing tao nén maot tiéu chuan cho san pham. Vi nhiéu ngudi nhan dugc
mot théng diép nhu nhau, nén ngudi mua biét ring moi ngudi ciing sé hiéu duoc
dong co mua san pham d6 cua ho.

Tinh sdu réng: quang cao 1a mot phuong tién truyén thong rat sau rong,
cho phép ngudi ban lap lai mot thong diép nhiéu 1an. N6 ciing cho phép nguoi
mua nhén va so sanh thong diép cua cac ddi thu canh tranh. Quang cio véi quy
mo 16n ciing n6i 1én mot didu tot vé quy mo, kha nang va sy thanh dat ciia nguoi
ban.

Tinh biéu cam: quang céo tao ra nhitng co hoi dé giéi thiéu doanh nghiép
va san pham cta né bang cach sir dung khon khéo hinh anh, 4m thanh va mau
sic. Tuy Nhién doi khi tac dung biéu cam rat manh cuia cong cu nay cé thé lam
md nhat hay danh lac huéng su chu ¥ dén thong diép.

Tinh chung: quang cao khong thé cé tinh chét ép budc nhu trudng hop dai
dién ban hang cua doanh nghiép. Cong chung khéng cam thdy minh c6 bon phan
phai chi y hay huong tng. Quang céo chi ¢ thé thuc hién doc thoai, chir khong
phai dbi thoai véi cong chiing.

b) Kich thich tiéu thu

Kich thich tiéu thu (xtc tién ban hang, khuyén mai) 1a mot giai phap ngin
han dé khuyén khich nguo1 mua dé mua mot san phém st dung mot dich vu. Khi
sir dung xuc tién ban hang bao gdm mot sé hoat dong truyén thong, nhitng hoat
dong nay duoc st dung dé cung cap thém cho khach hang va dé kich thich ho
mua thém hang hoéa hay dich vu (Smith, 1998).

Cong cu kich thich tiéu thu 1a rit da dang nhung chiing déu mang nhiing
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dic diém sau: Truyén théng: thu hat sy chi ¥ ciia khach hang va thudong cung
cap thong tin c6 thé dua ngudi tiéu dung dén véi san pham; Khuyén khich: kich
thich tiéu thu nham két hop viéc nhan nhuong, khich 18 hay hd tro nao d6 c6 gia
tri d6i v6i ngudi tiéu dung; Moi chdo: cong cu ndy chira dung nhimg 161 moi
chao thyc hién ngay viéc mua ban (Kotler, 2011).

¢) Quan hé cong chung

Theo Frank Jefkins (2002, trang 22) cho rang “PR bao gdm tat ca cac hinh
thire giao tiép duogc 1én ké hoach, ca bén trong va bén ngoai té chirc, gitta mot to
chtrc va cong chiing ctia né nham dat duoc nhimg muc tiéu cu thé lién quan dén
su hiéu biét 13n nhau”

Quan h¢ v61 cong chung dugc thuc hién dudi nhiéu hinh thirc nhu ban tin,
bdo cdo hang nam cua cong ty, cac hoat dong tai trg, tur thién, van dong hanh
lang, td chure su kién. . .Trong do:

Quan hé véi bao chi va cung cap thong tin cho cic phuong tién truyén
thong: 1a hinh thirc to chic hop bao dé giéi thiéu san phdm méi va linh vuc kinh
doanh cua doanh nghi€p, soan thdo cic thong cdo bao chi, sa‘ip xép cac cudc
phong van, phong sy dac biét vé doanh nghiép...

Tham gia va td churc cac su kién: 1a cac hoat dong tai tr¢g cho cac 18 ky
niém, chuong trinh ca nhac, thé thao, cac cudc thi to chirc cac ngay 18 ky niém cua
congty...

Van dong hanh lang: 1a 1am viéc véi cac nha 1ap phap va cac quan chirc
chinh phu dé truyén thong viéc ung ho hay huy béo mot dao luat hay mot quy
dinh nao do.

Lam tir thién: 1 hinh thie hd tro, giup d& dong bao nghéo, cac d6i tuong
chinh sach, tré em tan tat, khong noi nuong tua...

Pbi phod véi riii ro va khic phuc su cb: 1a viéc giai thich, tra 10i cong
chung vé nhitng thic mic, hiéu 1am vé san pham, giai quyét cac khiéu nai tir
khach hang, canh bao nguy co hang gia...Quan h¢ cong ching c6 cac dac trung
co ban sau day:

Th nhét, tin nhiém cao: ndi dung va tinh chét cua thong tin co6 vé xac
thue va dang tin cdy hon ddi véi nguoi doc so véi quang céo.

Thi hai, khong can canh giac: quan hé cong chung c6 thé tiép can dong
dao khach hang tiém niang ma ho thudng né tranh tiép xtc véi nhan vién ban
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hang va quang cao. Thong diép dén v4i ngudi mua dudi dang tin st déo.

Thir ba, gidi thiéu cu thé: gidng nhu quang céo, quan hé cong ching cé
kha ndng gidi thiéu cu thé doanh nghiép hay san pham” (Kotler, 2011).

Nhitng ngudi lam marketing c¢6 xu huéng danh gia thip quan hé cong
ching, hay st dung n6 nhu mot cong cu sau cung. Tuy vay, mot chuong trinh
quan hé cong chung co suy tinh k¥ ludng phdi hop véi cac yéu td khac cua hé
thong truyén thong co thé dat dugc hidu qua rat to 1on.

d) Marketing truc tiép

Marketing truc tiép 13 tim kiém nhitng dép tng truc tiép (hanh vi) cia
khach hang, xdy dyng hinh anh va duy tri sy théa man cho khach hang, ban
nhiéu mat hang, kich thich viéc mua I3p lai. Marketing truc tiép bao gém mot s6
hinh thic nhu: hoi dap tryc tiép, thu chio hang, catalog, telemarketing,
teleshoping, chao hang ban hang truc tiép voi khach hang, kiosk marketing
(st dung cac may dat hang, thong tin ddt hang tai cac ctra hang, nha ga),
marketing truc tuyén... Marketing truc tiép co cac didc trung co ban sau day: thi
nhit, khong cong khai thé hién qua viéc thong diép dugc truyén dén mot nguoi
nhan tin cu thé va khong dén nhiig ngudi khac khong thudce ddi tugng nhan tin;
thir hai, theo y khach hang: thong diép c6 thé dugc soan thao theo y khach hang
dé hép han c4 nhan nguoi nhan, thong di€p; thir ba, tinh cp nhat: co thé soan
thao thong diép rat nhanh rdi gui cho ngudi ndo d6 néu thong tin cham thi 15
mat thoi co (Kotler, 2011).

d) Ban hang ca nhan

Ban hang tryc tiép 1a qua trinh tiép xuc truc tiép gitta khach hang va nhan
vién ban hang nham tu Vén, gidi thigu, thuyét phuc khach hang lga chon va mua
san phém tao dung su ua thich, niém tin va dan dén hanh dong mua hang, ban
hang tryc tiép c6 hiéu qua nhat vé chi phi (Kotler, 2011).

Nhiéu tip doan da qudc gia trén thé gidi, ké ca nhimg doanh nghiép nho
cling da chi ra mdt s6 tién rat 1on dé thiét lap, dao tao va quan 1y lyc lugng ban
hang. Hﬁng nam, ho da thu vé cho to chitc ciia minh mot nguén lo1 nhuan vo
cung to 10n. So voi quang cao thi ban hang truc tiép c6 dic diém:

Thu nhét, ban hang cd nhan lu6n mang tinh tryc dién, thé hién qua viéc
ban hang truc tiép doi hoi mdi quan hé sinh dong, truc tiép va qua lai giita hai

hay nhiéu ngudi. Mdi bén tham du c6 thé nghién ctru truc tiép nhitng nhu cau va
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dic diém ca nhan ciia nhau va c6 nhiing diéu chinh tirc thoi.

Thtr hai, ban hang cd nhan ludn tao ra sy vun dép quan h¢ gitra bén mua
hang va bén ban hang, cong cu ban hang truc tiép cho phép thiét 1ap du loai
quan hé, tir quan hé mua ban don thuan dén quan hé ban bé than thiét. Nhiing
ngudi dai dién ban hang giodi thudng phai thuc 1ong quan tdim dén khach hang,
néu ho mudn co quan h¢ lau dai.

Thir ba, ban hang ca nhan tao ra phan trng dap lai, bién phap ban hang truc
tiép lam cho moi ngudi mua thay c6 bon phan ling nghe 10i chao hang. Ngudi
mua cin phai chu y léng nghe va dap lai, cho du chi mot 161 cdm on lich su
(Kotler, 2011).

3. Quy trinh ké hoach truyén thong marketing

Pé phat trién mot chién lugc truyén thong hiéu qua, doanh nghiép hoic to
chtrc phai thuc bay budc chil yéu. (Kotler, 2011) dd mé hinh hoéa quy trinh ké
hoach truyén théng nhu sau

Xac dinh Xac dinh Lwa chon
cong muc tiéu ok kénh
chiing truyén T}““ kf % truyén

muc tiéu thong thong diep thong
h 4
Panh gia Quyét Xic dinh
két qua dinh'vé hé ngéin sach
truyén thong +——| truyén
thong truyén thong
thong

Hinh 3. Quy trinh truyén thong marketing.

3.1. Xac dinh cong chung muc tiéu

Doanh nghiép truyén thong muén thuc hién cong viéc truyén thong thi
truée hét phai xac dinh rd ddi tuong ma minh can truyén thong tin 1a ai. Cong
chung co thé 1a nhiing khach mua tiém ning s& mua cac san pham cia doanh
nghiép, nhitng ngudi st dung hién thoi, nhitng ngudi quyét dinh, hodc nhiing
ngudi gy anh huong. Cong chung muyc tiéu cé thé 13 nhitng ca nhan, nhiing
nhoém nguoi ndo d6. Cong chiing muc tiéu s& anh huéng quan trong dén nhing
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quyét dinh cua nguoi truyén thong vé: ndi cai gi, ndi nhu thé nao, noi khi nao,

no1 ¢ dau va ndi véi ai (Kotler, 2011).

3.2. Xdc dinh muc tiéu truyén thong

Mot khi da xac dinh dugce cong chung muc ti€u va nhitng dac diém cua

ho, thi nguoi truyén thong marketing phai quyét dinh vé nhitng phan tng dap lai

mong muon cua cong ching. Nguoi lam marketing c6 thé tim ki€ém & cong

ching muc ti€u phan Ung déap lai vé nhan thtc, cam thu hay hanh wvi.

Nghia la nguoi lam marketing c6 thé mudn khac sdu vao tam tri nguoi ti€u

ding mot diéu gi d6 thay d6i thai do cua ho hay thuc ddy nguoi tiéu dung dén

chd hanh dong. Co nhitng mo hinh khac nhau vé cac giai doan phan tng dap lai

cua nguoi tiéu dung (Kotler, 2011).

Bang 1. Cac mo hinh mire d§ dap wng cua nguwoi tieu dung

Mo
Hinh Mo hinh “truyén
Mo hinh  |“Mikc d9 ciia| “Mikc d9 chip thong”
o “AIDA” hiéu qua” |nhan déi mo6i” l
Giai
doan
Tiép xuc
. . . Tiép nhan
Chuy Biét hiéu Biét den o L
Ciic giai doan l l Phan tmg dap lai vé
nhan thirc nhan thire
Quan tam Thich ) Thai do
Quan tam
l Chuodng
Cac giai doan Tin tuong l
cam thu | Mong muén o Co y dinh
Danh gia
| | |
V \ Dung thir v
Giai doan _
. . Hanh dong Mua l Hanh vi
hanh vi .
Chap nhan
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(Nguon: sach Qudn tri Marketing, Philip Kotler, ban dich - NXB tré,
2009)

Mot trong nhitng mé hinh nbi tiéng nghién ciru vé phan tng cia khach
hang 12 mo hinh AIDA no bao gém cé 4 giai doan, giai doan cha y, quan tam,
mong mudn, hanh dong. Tai cac thoi diém, cac kénh truyén thong déu phai tao
dugc su chu ¥ tir nguoi mua, sau do 1a sy quan tam, tao ra mong mubn, dé cudi
cuing lam cho ngudi mua dé hanh dong mua san pham hodc dich vu ciia cong ty
(Engel, 1994).

Theo nhiéu nha nghién ctru trong linh vuc marketing nguoi mua dé tam
rat nhiéu vao loai san phém va nhén thure r6 su khac biét trong loai san phém do.
Vi vay doanh nghiép c6 thé sir dung mé hinh “mic do ctia hiéu qua” (nhan
thirc, cam thy, hanh vi) vd mo td sau trang thai san sang cla nguodi mua -
biét, hiéu, thich, chudng, tin chic va mua.

- Biét dén: ngudi truyén thoéng trudc hét phai nim duoc viéc cong
ching muc ti€u biét dén san phém hay td chtrc ciia minh nhu thé ndo, nhiém vu
cua nguoi truyén thong 1a phai tao ra su biét dén sy vat do, du chi 1a biét tén tudi.

- Hiéu biét: cong chung muc tiéu co thé biét vé san pham hay doanh
nghiép nhung c6 thé chua thyuc su hiéu vé chung. Lam cho cong ching hiéu dugc
doanh nghiép vé san pham ciia né 1a muc tiéu tiép theo clia nguoi truyén thong.

- Thich: néu cong ching di hiéu vé san pham, liéu ho c6 cam nghi gi
vé san pham ay. Néu cong ching t6 ra khong c6 thién cam véi san pham, thi
doanh nghiép can trién khai mot chién dich truyén thong nham gy dung mdi
thién cam. Va néu diéu nay khong dem lai két qua do san pham con nhiéu khiém
khuyét, thi doanh nghiép trudc hét phai tim cach cai tién san pham. Viéc
quan hé v6i cong chung doi hoi phai “hanh dong tét di trude 101 noi tot.

- Ua thich: cong chiing muyc tiéu c6 thé thich san phdm, nhung lai khong
ua chudng né hon nhimng san pham khac. Truong hop nay can khuéch truong
nhitg dic tinh ndi bat ciia san pham nhu gia tri, chat lugng, cong dung va cic
tinh chat khac cua san pham dé thuyét phuc cong chung va 1am ting muac do wa
chudng san pham cia ho.

- Tin twéng: cong chung muc tiéu c6 thé ua chudng mot san pham nhung
khong tin chic rang minh s& mua né. Cong viéc cuia ngudi truyén thong 1a thiét
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1ap mot niém tin virng chic rang quyét dinh mua san pham d6 1 dang dan.

- Mua hang: mot sb trong cong ching muyc tiéu co thé da tin, nhung
khong han tinh ngay dén viéc mua. Ho co thé chd doi co6 thém thong tin,
hodc du dinh dé 1am viéc d6 sau. Nguoi truyén thong phai dan dat nhirng khach
hang tiém nang thyc hién budc cudi cing 13 mua hang.

3.3. Thiét ké thong digp

Sau khi dd xac dinh dugc dép mg mong mudn cia nguodi mua, tiép theo
doanh nghiép can thiét ké mot thong di€p c6 hi€éu qua. Viéc tao thanh mdt
thong diép s& doi hoi giai quyét bén van dé: ndi cdi gi (ndi dung thong diép), néi
thé nao cho hop logic (cu tric thong diép), ndi thé nao cho dé hinh dung (hinh
thirc thong diép) va ai sé néi (ngudn thong diép) (Kotler, 2011).

Nguoi truyén thong phai hinh dung dugc nhimg diéu s& nodi véi cong
ching muc ti€u dé tao dugc su dap ting mong mudn. Qua trinh nay dugc goi
bang nhitng cach khac nhau 1a soan thao 16i moi chio, dé tai, y tudong hay rao
ban dic biét (USP). Tuu trung lai 1a néu 1én mot s loi ich, dong co, dic diém
hay 1y do tai sao cong chung can nghi dén hay nghién ctru san pham. Loi moi
chao Iy tinh lién hé t6i nhitng loi ich riéng cta nguodi mua, rang san pham sé
dem lai nhitng gi ma ngudi mua mong doi: chat luong, tinh kinh té, gia tri hay
cac tinh ndng dic bi¢t khac cua san phém. Loi moi chao tinh cam khoi day
nhirng tinh cam tich cyc hay ti€u cuc ding mirc dé dua dén viéc mua. Chéng han
go1 nén tinh cam yéu thuong, bao dung, tu hao, khoi hai,... Loi moi chao dao
dire hudng ngudi ta dén su ¥ thirc vé cai dung va nghiém tuc, thic duc sy ing ho
cac muc tiéu c6 tinh chat x3 hoi nhu bao vé méi trudng, gitip d& ngudi tan tat, ..

Hiéu qua cua mot thong di€p phu thudc rat nhiéu vao céu trac cling nhu
ndi dung cua nd. Ngudi truyén thong phai quyét dinh c6 nén dua ra két luan rd
rang, hay dé cong chung tu rat ra két luan.

Hinh thtrc biéu dat mot thong di€p phai c6 tdc dung manh me. Péi vai
mot 4n phdm quang céo, nguoi truyén thong phai quyét dinh vé tiéu dé, 10i van,
cach minh hoa, mau sic, thé hién theo cach dé cao tinh la thuong va tuong phan,
hinh anh va tiéu dé 16i cudn, hinh thirc khac thuong, kich ¢& va vi tri gay duoc
su cht y, hinh anh séng dong,... Néu théng diép dugc phat di tir dai truyén thanh
thi phai Iyra chon k¥ luong 10i 18, chat giong (téc do doc, nhip diéu, am diéu, 1d

rang) va cach dién cam (ngit quing, tho dai, ghap).
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Su tac dong cua thong diép d6i véi ngudi tiéu dung con chiu anh hudng
boi viéc ho cam nhan vé ngudi gii nhu thé nao. Cac thong diép duogc gui di tir
nhirg ngudn hip din s& duoc cha y va ghi nhé nhiéu hon, ngudn dang tin cay
thi ¢6 tinh thuyét phuc cao. C6 ba yéu té thuong duoc thira nhan cé kha ning
lam ting mirc dd dang tin cy ctia ngudn thong diép 1a trinh do hiéu biét, mirc do
dang tin cdy, va mtrc d§ ua thich.

3.4. Lwa chon kénh truyén thong marketing

Doanh nghiép phai Iya chon nhitng kénh truyén théng c6 hiéu qua dé
truyén tai cac théng diép ctia minh va loai bé nhitng kénh truyén thong khong co
hiéu qua. Thong thuong kénh truyén thong chia lam 3 loai 16n 1a cac kénh
truyén thong truc tiép, cac kénh truyén thong gian tiép va kénh phdi hop giira
truyén thong truc tiép voi truyén thong gian tiép (Kotler, 2007). So sanh kénh
truyén thong truc tiép va kénh truyén thong gian tiép qua céc tiéu chi sau day:

Bang 2. So sanh cac kénh truyén thong

Kénh
Tiéu Kénh truyén thong truc tiép Kénh truyén thong gian tiép
chi
Giong . .
Hai hay nhiéu nguoi giao tiép voi nhau
nhau
- Khéng can tryc tiép gip nhau
- Tryc tiép gdp nhau - Giao tiép qua cac phuong
- Giao tiép qua cac kénh tién, su kién
+ Kénh gidi thiéu cia nhan vién | + Cac phuong tién truyén
ban hang cta cong ty tiép xiic thong dudi dang 4n pham (bao
Khic v6oi nguoi mua trén thi trudng |chi, tap chi, thu gui truc tiép),
hau muc tiéu. cac phuong ti?n truyén thér‘lg
+ Kénh chuyén vién gém nhitng |quang ba (truyén thanh, truyén
chuyén vién doc 1ap phat bidu y |hinh), cdc phuong tién truyén
kién cta minh voi nguoi mua [thong dién tor (bdng ghi am,
muc tiéu nham thuyét phyc |bang ghi hinh, dia ghi hinh) va
ho mua hang. cac phuong tién trung bay
(pand, bang hiéu, ap phich)
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+ Bau khong khi (méi truong

+ Kénh x3a hoi gdm hang xém
lang giéng, ban bé, cac thanh
vién trong gia dinh va nhiing
nguoi cong sy noi chuyén voi
nhitng ngudl mua muc tiéu tao
ra mot cong ddng cung tiéu thy
mot loai san phém hoac dich vu
- Pbi tugng ap dung: Nhiing
cong ty ban hang c6 gia tri 16n,
rii ro 16n, doi hoi huéng dan st
dung k¥ thuat cao va cac doanh
nghiép ban hang cong nghiép,
c6 sb luong

khach hang khong nhiéu.

tron goi) tao ra hay cung cb
thién cam cta nguoi mua dbi
v6i viéc mua sdm san pham..
Nguoc lai bau khong khi c6 thé
tao ra bau khong khi mat thién
cam d6i voi viéc mua sdm san
pham

+ Su kién bao gém cac budi
hop bdo, 1& khai truong, hoat
dong bao tro thé thao ...

- Péi twong ap dung: Nhimng
cong ty ban hang c6 gia tri nho,
rui ro it khong doi héi hudng
dan sir dung nhiéu va cac doanh
nghiép ban hang tiéu dung sb

lugng khach hang 16n.
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- Kénh truyén théng phdi hop giita tryc tiép va gian tiép con goi 1a hé
thong truyén théng phtic tap. Thong thudng cac doanh nghiép hién nay khong
chi sir dung cac kénh truyén thong truc tiép hay cac kénh truyén thong gian tiép
ma doanh nghiép thuong sir dung két hop ca cac kénh truyén thong truc tiép va
cac kénh truyén thong gian tiép. Do céc kénh truyén thong truc tiép c6 hiéu qua
hon, nhung cac kénh truyén thong gian tiép tién chii yéu kich thich truyén thong
truc tiép. Cac kénh truyén gian tiép tao ra nhimg ngudi hudng din du luan (gém
nhimg ngudi tiép xtc nhidu hon véi cac phuong tién thong tin dai chung),
nhitng ngudi niy mang y kién tham khao ciia minh dén cho nhimng nguoi it tiép
xuc v6i phuong tién truyén thong hon (Kotler, 2007).

3.5. Xdy dung ngén sdch truyén thong

Mot trong nhitng quyét dinh kho khin nhat dit ra trude doanh nghiép 1a
can chi bao nhiéu cho truyén thong marketing. C6 bdn phuong phap phd bién
dugc cac doanh nghiép sir dung dé xac dinh ngan sach truyén thong marketing
(Kotler, 2011).

a) Phwong phdp cdn cit vao kha ndng ngdn sach danh cho truyén thong
marketing

Phuong phap xac dinh ngan sach ndy hoan toan bo qua vai tro cta truyén
thong marketing nhu mot khoan dau tu va anh hudng tirc thoi cia truyén thong
marketing dén khdi luong tiéu thu. N6 dan dén mot ngan sach truyén thong
marketing hang nim khong xac dinh, gay kho khin cho viée 1ap ké hoach truyén
thong dai han.

b) Phwong phdp tinh ty 1¢ phan tram theo doanh thu

Phuong phap nay c6 cic wu diém 14 chi phi truyén thong marketing s&
thay ddi tuy theo ty 18 phan trim nhat dinh cua doanh s6 ban ra (trong nim nay
du kién); khuyén khich ban lanh dao nghi dén mdi lién hé gita chi phi truyén
thong marketing, gia ban va loi nhuan trén don vi san phim; khuyén khich 6n
dinh canh tranh & mic d6 ma cac doanh nghiép chi cho truyén thong marketing
mot ty 16 phan trim doanh thu ctia minh x4p xi ngang nhau.

Mic du vy, phuong phap nay ciing c6 mot sé nhuge diém nhu din dén

chd x4c dinh ngan sach cin ctr vao ngan quy hién c6 chir khong phai theo nhitng
________________________________________________________________________________________________________|
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co hoi cua thi truong; khong khuyén khich viéc tién hanh truyén thong

marketing khong theo chu ky hay chi phi tién cong; cudi ciing né khong khuyén
khich xay dung ngan sach truyén thong marketing trén co sé xac dinh xem mdi
san pham va thi trudng xing dang chi bao nhiéu.

¢) Phwong phdp cdn bang canh tranh

Quan diém nay cho réng, muc chi phi cua cac ddi thu canh tranh thé hién
su sang sudt tap thé clia nganh, va viéc duy tri cAn bang canh tranh gitp ngin
chin cac cudc chién tranh truyén thong marketing. Tuy nhién, khong c6 co s&
nao dé tin rang cac d6i thi canh tranh biét rd hon can phai chi bao nhiéu
cho truyén thong marketing. Boi vi cac doanh nghiép rat khac nhau vé danh
tiéng, nguén lyc, co hoi va myc ti€éu marketing.

d) Phuong phdp can cu vao muc tiéu va nhiém vu

Phuong phap nay doi hdi nhitng nguoi lam marketing phai xay dung ngan
sach truyén thong marketing ciia minh trén co s& xac dinh myc tiéu cy thé va
nhitng nhiém vu can phai hoan thanh dé dat dugc muc tiéu rdi ude tinh chi phi
dé thuc hién nhitng nhiém vu do.

3.6. Quyét dinh vé hé thong truyén thong marketing

Md&i mot nha san xuit cé thé lya chon cic quyét dinh vé truyén thong
marketing tuy theo cac loai san phém, chién luoc ma doanh nghiép lua chon,
theo chu ky sdng ctia san pham, hang bac ctia doanh nghiép, giai doan ctia ngudi
mua.

a) Kiéu thi truong san phiam

MObi mét loai san pham khac nhau thi doanh nghiép c6 thé sir dung céc
cong cu truyén thong marketing khac nhau. Déi v6i mit hang tiéu dung thi nha
san xuat c6 thé danh gia hiéu qua theo thir tuy quang céo, khuyén mai, ban hang
truc tiép va quan hé cong ching. Déi v6i mit hang tu liéu san xuét thi 1én danh
gia theo tht tu ban hang tryc tiép, khuyén mai, quang céo va quan hé cong
chung” (Kotler, 2011).
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b) Chién luoc ddy va kéo

Chién lwgc diy

i R i L VA
\  Hoatdong ! i Yéu |
: - ' marketing | : : | cau | .
Nguo1 san xuat to---emmoooo—-------4 | Nguol trung gian | -------- 'S Nguoi st dung
cuol cung
| Yéuciu !
e ——————————
Chién lwgc kéo
i Hoat dong marketing !
bem oo !
/ o N T N
. ' Yéucau | : ' i Yéu cau | -
Nguoi san xuat [ =~ ‘'---------o-o- ’ Nguoi trung gian | J===========" Nguoi sir dung
cuodi cung

Hinh 4. Chién lugc day va kéo
(Nguon: sach Quan tri Marketing, Philip Kotler,
ban dich - NXB TK, 2011, trang 698)

Chién luwoc day doi hoi hoat dong marketing cta nha san xuat (chu yéu
1a lyc lugng ban hang va khuyén mai nhitng nguoi phan phdi) hudng vao nhing
ngudi trung gian cua kénh dé kich thich ho dat hang ciing nhu ban san pham d6
va quang c4o né cho ngudi sir dung cudi cling.

Chién luoc kéo doi hoi hoat dong marketing (cht yéu 1a quang céo va
khuyén mai d6i v6i nguoi tiéu dung) hudng vao ngudi st dung cudi cing dé
kich thich ho yéu cau nhitng ngudi trung gian cung (mg san pham va nhd
vay kich thich nhitng ngudi trung gian dit hang ciia nha san xuét.

¢) Giai doan sdn sang ciia ngwoi mua

Cac cong cu truyén thong coé hiéu qua chi phi khac nhau trong cac
giai doan san sang khac nhau cua nguodi mua. Hinh 5 trinh bay hiéu qua chi phi

twrong dbi clia ba cong cu truyén thong.
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Ban_truc tiép

i T s
Quang cao va tuyén truyén !
I

v

| Biét | Hiéu | | Dithang | Tai dathang |

Hinh 5. Hi€u qua cua chi phi cac cong cu truyén thong marketing
trong cac giai doan san sang cia nguwoi mua

(Nguon: sach Quan tri Marketing, Philip Kotler, ban dich - NXB TK, 2011,
trang 699)

Quang cdo va tuyén truyén gitt nhitng vai trd quan trong nhét trong
giai doan biét dén, 16n hon so voi nhitng cudc “Viéng tham dot xuat” cta céc
dai dién ban hang hay khuyén mai. Sy hiéu biét ddy du ctia khach hang chiu tac
dong chil yéu cua quang céo va ban hang truc tiép. Ban hang truc tiép va mot
phan nho hon 14 ciia quang cdo va khuyén mii co tic dong dang dén viéc
cung cb niém tin cua khach hang. Viéc #di dat hang ciing chiu tac dong chinh
ctia ban hang truc tiép va khuyén mai, vd mot phan nao dé cua quang cio
nhic nho (Kotler, 2011).

d) Giai doan trong chu ky song ciia san pham

Céac cong cu khuyén mii ciing c6 hiéu qua cua chi phi khac nhau trong
nhiing giai doan khac nhau cta chu ky sdng ciia san pham. Hinh 6 1a d6

thi suy doan hiéu qua twong ddi cua ching.
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 Gicithiéu | | Phitmién | | Sungmin | | Suytan |

Hinh 6 Hiéu qua ciia chi phi cac cong cu khuyén mii khac nhau trong
cac giai doan khic nhau ciia chu ky séng ciia sain pham

(Nguon: sach Quan tri Marketing, Philip Kotler, ban dich - NXB TK, 2011,
trang 701)

Trong giai doan gidi thiéu, quang céo va tuyén truyén c6 hiéu qua chi phi
cao nhat nho co quang céo khach hang s& biét dén san pham trén thi trudng rat
nhiéu nha san xuit di quang cdo san pham khi san phdm con dang trong qua
trinh san xuét thir, sau d6 dung dén kich thich tiéu thu dé kich thich dung thir va
ban hang truc tiép dé chiém linh dja ban phan phdi.

Trong giai doan phat trién, tat ca cic cong cu déu cé thé c6 hidu qua
giam di, boi vi nhu cau d3 co don bay riéng chi co 10i ddn tir ngudi tiéu dung
nay lan sang nguoi tiéu dung khac 13 ¢ tac dung luc ndy quang cao khong can
thiét.

Trong giai doan sung man kich thich ti€u thy, quang cdo va ban hang truc
tiép déu co tAm quan trong ting 1én theo thir tur do.

Trong giai doan suy thoai kich thich tiéu thu thong qua khuyén mai, ting
qua, bdc tham tring thudng...van tiép tuc co tic dung manh, trong khi d6 tac
dung cta quang cio va tuyén truyén thi giam di, nhan vién ban hang chi thu hut
duogc su chu ¥ tdi thiéu cua khach hang dén san pham.

e) Hang bdc trén thi truong cua doanh nghiép

Nhitng nhan hiéu thugng hang dugc loi nhidu tir quang cdo hon 1a tir
khich thich tiéu thu. Déi v6i nhitng nhan hiéu thuong hang ty suit loi nhuan
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trén von dau tu ting 1én khi ty sd chi phi cho quang cdo trén khuyén mii ting.
Con d6i véi nhitng nhan hiéu duoc xép hang thap hon thi kha ning sinh 10i giam
di khi tdng thém murc d§ quang cao” (Kotler, 2011).

3.7. Ddnh gid két qua truyén théng marketing

Sau khi thuc hién ké hoach truyén thong ngudi truyén thong phai do luong
tac dong cua nd dén cong chung muc tiéu. Viéc nay doi hoi phai khao sat cong
ching muc tiéu xem ho c6 nhéan thdy hay ghi nhé thong diép d6 khong, ho da
nhin théy né bao nhiéu lan, ho ghi nh¢ duge nhitng diém nao, ho cam théy nhu
thé nao vé thong diép do, thai do trude kia va hién nay cua ho dbi v4i san pham
d6 va doanh nghiép. Nguoi truyén thong cling can thu thap nhitng s6 do hanh vi
phan tng dap lai cia cong chung, nhu c6 bao nhiéu ngudi dd mua san pham,
thich san pham va lan truyén sy yéu thich san pham cta minh sang cho ngudi
khac. Viéc danh gia két qua truyén thong marketing 1a cong viéc quan trong nhat
trong qué trinh truyén thong marketing né s& 1a bai hoc cho qua trinh lap ké
hoach truyén thong méi (Kotler, 2011).

4. Truyén thong marketing tich hop

4.1. Khdi niém

Md&i mét cong cu truyén thong (quang cdo, khuyén mai, marketing truc
tiép, quan hé céng chung va chao ban hang ca nhin) déu c6 diém manh va diém
yéu ctia n6 viéc phdi hop gitta cac cong cu truyén thong di dem lai két qua kha
quan cho cic doanh nghiép, theo E. Belch va A.Belch (2003) truyén thong
marketing tich hop 14 viéc phdi hop tt ca cac cong cu khac nhau cta marketing
truyén thong va cac hoat dong khac ciia marketing khac nham t6i da hoa viéc
giao tiép voi khach hang ciia mot cong ty.

Mot chuong trinh truyén thong marketing tong hop (IMC) thanh cong doi
hoi doanh nghiép biét cach két hop diing dan cac k¥ thuat va cong cu truyén
thong, xac dinh 13 vai trd va su mé rong cac yéu té nay trong viéc phdi hop; st
dung chung. Pé dat dugc diéu nay, nguoi chiu trach nhiém vé hoat dong truyén
thong ciia cac cong ty phai hiéu rd vai trd cta truyén thong marketing trong mot
ké hoach chung marketing.

4.2. Vai tro ciia truyén thong marketing tich hop (IMC)

Ngay nay truyén thong markering thich hop c6 vai tro rat 16n trong hoat
________________________________________________________________________________________________________|
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dong cua cac doanh nghiép tir ndm 1980 cac nha san xuat di nhan thdy nhu cau

ctia minh can phai phai phéi hop cac cong cu xiic tién. Truyén thong marketing
tich hop c6 mot s6 vai tro sau day: Thua nhét, 1a cong cu thyc hién chirc nang
truyén thong, dap ung nhu cau khach hang. Thir hai phdi hop véi cac cong cu
khac trong marketing — mix dé dat muc tiéu marketing. Thtr ba 1a cong cu canh
tranh trong kinh doanh: gia ting gia tri san pham, thong tin, xdy dung nhan thirc
vé san ph:flm, nang cao uy tin nhan hi¢u, duy tri niém tin, thai do tét dep cua
cong chung vé cong ty...

Truyén thong marketing tich hop gitip nha san xuat dua cac thong tin vé
loi thé cua san phém, tao su nhan thuc va thai do ung ho dbi voi san phém, giip
cai thién cac thai 6 khong thién chi ddi v6i san pham, xdy dyng hinh anh dep
vé san pham va cho doanh nghiép, gia ting sy ua thich san pham, ting s6 lugng
hang héa ban ra trong hién tai va twong lai...tuy nhién truyén thong marketing
tich hop khong thé thuyét phuc nguoi tiéu dung mua san phdm ma khong phu
hop véi nhu cau ctia minh, hodc ban thin minh khong c6 kha ning nhung né co
thé tao ra sy mong mudn hoic mua hang vé1 muce gia cao hon mire gid ma khach
hang mong muén (E. Belch va A.Belch, 2003).
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