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Poi twong hoc tap

® Sinh vién truong Dai hoc Kinh té Quéc dan
= Khong theo hoc nganh Marketing
= Pang hoc ndm 2-3-4 trong chuong trinh dao tao

= Di tich lily dii cac hoc phan vé kinh té hoc

Marketing

A ROADMAP FOR IMPROVED
PERFORMANCE

Muc tiéu nghién ciru

= Hiéu dugc nguyén tic co ban cia marketing, nhiing ndi dung cua hoat dong
marketing — tir xac dinh khach hang muc tiéu tgi viéc phat trién cac cong cu
marketing nham thoéa man khach hang

= Lam rd bbi canh va dic trung cia dich vu cong, tir d6 thich nghi hoa cac tu duy
marketing vao boi canh cung cap dich cu cong

® Tim hiéu nhu ciu st dung dich cu céng va phan tich khai quat cc yéu té anh hudng
tdi cung clu dich vu cong, tir 6 thuc hanh cach tu duy chién luge marketing trong
cung ung dich vu cong (phan doan, lya chon thi truong muc ti€u va dinh vi) va danh
gia dugc cac cong cu marketing mix cho cac dich vu cong

= Phan tich thyc té 4p dung marketing & khu vire dich vu cong tai céc dia phuong va dé
xuét dugc mot sb giai phap cai thién dich vu cong theo dinh hudng khach hang.

Phwong phap

= Giang vién trinh bay vin d& mot cach khai quat, cung cip khung 1y thuyét.

= Sinh vién doc trudc tai lidu va tham gia thao luén cac van dé ma giang vién dé ra
trong cac bubi hoc 1y thuyét va trinh bay két qua nghién ciru trong cac budi thao luan.

= Sinh vién c6 thé trao ddi vdi giang vién truc tiép tai 16p hodc qua email. Chi nén lién
lac qua dién thoai khi thuc sy can thiét. S6 dién thoai: 0948658802

® Email cia giang vién: huyenpt@neu.edu.vn




Nhi€m vu cua sinh vién

= Tham gia vao cac budi hoc: Dy gid va théo luén;

= Sinh vién t doc tai liéu 1a chi yéu; viée doc trudce tai liéu 14 cin thiét dé c6 thé thao
gia thao ludn trén 16p;

= Sinh vién nghién ciru, trao ddi, chuin bi bio cdo, trinh bay két qua bai tap nhom;

® Tham gia kiém tra va thi theo lich.

Tai liéu hoc tap

= Bai gidng cua giang vién

= Vii Tri Diing (2007), Marketing cong cong, NXB PH Kinh t& Quéc dén

= Philip Kotler, Nancy Lee, (2007), Marketing in the Public Sector, A Roadmap to
Improve Performance, Wharton School Publishing, chuong 1,2.

= Trdn Minh Dao (2013), Gi4o trinh Marketing cin ban, NXB DH Kinh t& Quéc dan

®» Principles of marketing, Philip Kotler and Gary Amstrong (2018), NXB Pearson
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Noi dung hoc phin

= Chuong 1: Téng quan vé marketing

= Chuong 2: Khai quat vé dich vu cong va dic diém ciia marketing dich vu cong
® Chuong 3: Méi treong marketing dich vu cong

® Chuong 4: San phdm/dich vu cong

® Chuong 5: Gia dich vu cong

= Chuong 6: Kénh phan phéi dich vu cong

= Chuong 7: Xuc tién va truyén théng dich vu cong

Cach danh gia

= Dy 16p, thao luan trén 16p: 10% - Panh gia dwa trén mirc do chuyén cin va nhiét tinh
cua sinh vién trong 16p hoc tai cac budi hoc trén 16p.
= Bai tap kiém tra: 20% - Danh gia dua trén két qua cac lan thao ludn trong ky lién quan
t61 bai tdp nhom bao gom ca phan trinh bay trén 16p.
= Bai tap nhom: 20% - Panh gi4 dya trén béo cao cudi ciing cua bai tap nhom
= Thicudiky:  50% - Panh gia trén co s& bai thi cudi ky.
= Dicu kién duoc du thi cudi ky: sinh vién phai tham dy tbi thidu 70% sb tiét ctia hoc phfin.

= Hinh thirc thi: ciu hoi luan (6 diém) va bai tap tinh hudng (4 diém). Tuy nhién, kiéu d& thi c6 thé
thay ddi theo quy dinh ciia nha truong nhung s& duoc thong bao som trong qué trinh hoc va khong
muon hon 3 tuan trude khi thi cudi ky.

® Sinh vién khong dugc st dung tai li¢u khi lam bai thi
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Muc tiéu nghién ctru

= Gi6i thiéu khai quat v& marketing va tim hiéu nhitng khai niém nén tang ciia marketing

®» Xem xét quy trinh marketing va nhitng ung dung quan tri marketing trong hoat dong
kinh doanh

What is Marketing?

Tai liéu tham khao
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® Gido trinh Marketing cén ban, Trin Minh Pao (2013), NXB PH Kinh té Quéc dan,
chuong 1

® Principles of marketing, Philip Kotler and Gary Amstrong (2018), NXB Pearson,
Chapter 1

Noi dung chuwong

Su ra doi va Nhiing khai ) Ung dung
A A R, Quy trinh A
phat trién cua niem nen tang - quan tri
. , . marketing -
marketing cua marketing marketing
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1. Su ra doi va phat trién ciia marketing

Nin Kinh t Kinh te héng hoa hiéulngudi E,ar? ‘ (I;/é?rkcung ra
Kinh & hang hoa, * Ngudi ban phai tim moi cach dé ban hang + Kinh té
tw cung b" ngnllml « Phai canh tranh dé thu hut khach hang ) hang hoa
tu cép an, nhicu * Vai tro cua khach h?mg ngay cang duoc khang dinh « Canh
ngudi mua * Tao ap lulyc phai t0i uvu hoa kha nang thoa man khach hang tranh

Phat trién sdu: TU Marketing truyén thng (ban
cai ma minh cd) dén Marketing hién dai (ban
cai ma thi trudng/khach hang can).

Marketlng Xudt
hién vao nhu‘ng
ndm dau cua thé

ky XX, lan dau tién J
G My. Sau do6 cd
nhifng budc phat Phét trién rong: t4t ca cac linh vuc c6 trao ddi
trién nhay vot va va cac bén tham gia trao ddi mudn c6 lai sy
truyén ba khdp thé trao d6i [an sau déu can va co thé &p dung

marketing vdo tat ca cdc linh vyc.

2. Nhirng khai niém nén tang ciia marketing

Nhu cau “g
thi truong o fé = ><
« Nhu ciu Gﬁé.l tﬁ,’ Trao = g5 o g
tu nhién chpht doi, & 2P g2 5 =
| vasu |C : ol £8 D &2 D] 2 |D| £
« Mong o giao Sh] g} = 5}
< hai : = 52 s Rl
muon long dich s A > = <
« Chu thi g = =
trudng S
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Gia tri, chi phi va su thoa man

Gid tri (tiéu dung)
* La su danh gid cua nguoi tiéu ding vé kha nang
clia mét san pham trong viéc dép tmg nhu cau

(giai qu; an dé ) ma ho da phat hién ra.
« Gid tri la riéng biét; Gia tri cang cao, kha nang
dugc lya chon cang lon .
« Céc yéu t6 chu thanh:Cong dung, thim my,
dich vy, hinh anh thuong hi¢u (dia vi xa hoi)

Sw thod man

Mirc d9 cua trang thai cam giac khi nguoi
tiéu ding nhan dugc nhiéu hon hogc
ngang bang nhiing gi ma ho ky vong

Chi phi

« La toan by nhirng hao ton ma ngudi
tiéu dung phai bo ra dé nhan duoc gia
tri tiéu dung tir san pham.

« Céc yéu t6 ciu thanh: Chi phi tai

chinh, cong strc, tinh than va thoi gian

Phu thude vao:
« Gia tri loi ich thyc sy cua san phim
* Nhing gi ma khach hang ky vong
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Nhu cau ty nhién, mong muon va cau thi trwomg
Nhu céu da tré thanh
mong muén, két hop voi
khé nang chi tré caa
khéch hang
Nhu céu tw nhién duoc
thé hién dwei dang déc
thu, phu hdp vdi trinh do
van héa va tinh céch cd <
nhén ciaa tirng ngu Mong muon
Trang thadi
thiéu hut ma
con nguoi
N cém nhén
Nhu cau ty nhién dwoc
15
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Trao doi

® Khai niém: La hanh dong tiép nhan mot vat phém nao dé tur ddi tac thong
qua viéc dua cho ho thir khac c6 gia tri tuong duong
= Don vi do luong co ban cia trao ddi 1a giao dich

= Giao dich: La mt giao kéo hay giao thiép do nhiéu (hon 1) déi tac (dbi twong riéng biét) cing tién
hanh

= Giao dich: La mot cugc trao ddi mang tinh chét thwong mai nhing vat c6 gia tri giita cac bén
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San pham

= Khai niém
= Li cong cu ddu tién d& doanh nghiép bét tay vi khach hang

= La phuong tién truyén tai gia trj lgi ich Khach hang trong doi

= La bét cir thir gi ¢6 thé dem ra chao ban trén thi truong boi n6 ¢6 kha nang thoa man nhu ciu/ude

muon cia con ngudi
= Ba cap do cua san pham
= San phim theo y tuong wons
5 an pham
= San pham hién thuc Theo y tuéng
A San pha
= San pham bo sung h?gn?h;?

San pham
bé sung

Nhén thirc vé san pham
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Doanh nghi¢p Trong sdn xudt Trén thi truong
Revlon Hoa chét, my phdm Niém hy vong dep hon
X6 s6 Nhitng to giéy 6 sb Niém hy vong giau co
RailwayVN Kinh doanh dudng sit Dich vu vén chuyén
Canon Thiét bi sao chup - £ C}Alat lugng/ < .
nang suat cong viéc vin phong
VietsoPetro Xiang déu gas Nang luong
Kodak Phim &nh va thiét bi anh Luu giir hinh anh/ky niém
Carrier My diéu hoa khong khi Kha nang khong che/

kiém soat khi hau

Chu ky song ciia sin pham
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= Khai niém
= Dugc md ta qua so dd bién ddi cia doanh thu va lgi nhuan
® Dugc chia la 4 giai doan
= Dugc phan tich thong qua 5 chi tiéu:
= TR
= Khach hang
= ATC
= [oi nhuan

= Canh tranh

$/9

TR

Suy thodi

II
Giai thieu
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Thj truong

= Khai niém: Thi trudng 13 tap hop tit ca cac khach hang hién tai va khach hang tiém
nang c¢6 ciing nhu cdu v& mot loai san pham cy thé, ho sin sang va ¢ kha nang tham
gia trao ddi dé thoa man nhu ciu do.
= Quy mo thi truong
= L lugng san pham thi truong c6 kha ning tiéu thy
= Phy thudc vio sb lugng khach hang nhung khong dugc tinh bing sb lwong khach hang

® L3 mot ham s phu thudc vao nhiéu yéu 6 khéc nhau

o%
AN
1%
2N
N

Khach hang

® 3 dbi twong ma doanh nghiép mudn huéng t&i dé d4p tng nhu ciu cua ho, qua do,
dat muc tiéu cua minh

» Thyc chit, khach hang vira 14 myc tiéu, vira 1a phuong tién d& doanh nghiép dat duge
muyc ti€u

= Khach hang 1 ngudn cung cép lgi nhuan cho doanh nghiép

® Khach hang muyc tiéu (thi trudng muyc tidu) duoc hidu 13 tip hop céc ¢4 nhan hay t6
chtrc ma san pham huéng t6i

= Khach hang muc tiéu 1a nguoi ¢ thé bo tién ra mua san pham.

® Khach hang muc tiéu 1a mft bg phan cua thi truong téng thé

21

22

Marketing

= Marketing 14 qua trinh 1am viéc véi thi truong dé thue hién cac cude trao dbi nhdm
thao man nhu cau va mong muodn ctia con nguoi
= Marketing 14 mot dang hoat doéng ciia con ngudi nhim thod min cdc nhu cdu va mong
muon thong qua trao d6i”
= “Muc tiéu ciia Marketing 12 biét va hiéu ngudi tiéu ding rd dén mirc ma hang hoa va dich vu tu
phu hop véi ho va lam cho ho san sang mua chung.” (Philip Kotler)
= “Muyc tiéu ciia Marketing 13 1am cho san pham ciia minh pha hop vai khach hang muc tiéu thong
qua hiéu biet ho dé cho san pham tu n6 ban lay n6.” (Drucker)

Marketing — mix

= Khai niém: Marketing mix hay marketing hdn hop, phdi thirc marketing
la tap hop cac cong cu ma marketing str dung nham thuc hién muc tiéu
cua minh.

= Cac cong cu:

Promotion
. = Target Market
[ o] |
Place Product

==
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3. Quy trinh marketing

Chirc nang, vai tro va vi tri cia marketing trong doanh

Vai tro

Vi tri

nghiép
® Chirc ndng, vai tro va vi tri ciia marketing trong doanh nghiép
= So d6 marketing don gian Chtrc néng
™ Qua trinh cung tmg gi tri * Marketing 1a mét

dang chiic néng
dac thu ctia doanh
nghiép: tao ra thi
trudng cho doanh

® Quy trinh thuc hién cac hoat dong marketing

K&t nGi moi hoat
dong cla doanh
nghiép vdi thi
trudng, dam bao
cho hoat dong cuia

e Dugc xem Id fien
phuong cho hoat
déng kinh doanh.
Cdc chirc ndng
khdc chi hd tro

nghiép doanh nghiép dinh hay & hau
hudng theo thi phuong caa
trudng, 1dy nhu cau marketing.
cua khach hang Marketing givp
quyét dinh kinh frén vén dau fv
doanh
25 26
So' d0 marketing don gian Qua trinh cung rng gia tri
Thong tin \
Lua chon gia tri . .
$an phsm + Kinh doanh trén thi Dam bio gié tri Thong bao va
Nganh san xuat/ Thi treeng/ trudng ndo? * San xuat nhu the nao? cung Urng gia tri
tap hep nguei bén Tien te tap hep ngudi mua + Hudng t6i thi trudng * Quan I san xuat ra  Truyén thong nhu thé
nao?’ 3 i N Sao’ , nao?
« Giai quyet van de * Gia tri gia tang nhu the N £
nao/théa min nhu ciu nao? + Phan phoi ra sao?
nao? /Z
Thong tin
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Quy trinh ra quyét dinh marketing

Kién thirc
vé thi trudng

Muc fiéu t6 chic

N

Muyc fiéu _
marketing Ma&i truong
o f
Lwa chon thi trudng £ A m?/;l;igng
muc fiéu %
{ g _
Lva chon gid tri £ M&i Trugng
cung ung San xuat va w|<|  markefing
J San pham £ téc nghiep
Tao ra va dam bao | %
gid tri cung ang Truyen thong P Méi treong
Pa— .
Kénh phan phgi = marketing
Thong bdo va Gid ca vimé
cung &ng gid tri

4. Ung dung quan tri marketing

® Quan tri marketing
= Cic quan diém quan tri marketing

® Qua trinh quan tri marketing
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Quan tri marketing

® Khai niém: “Quan tri Marketing la phan tich, 1ap ké hoach, thyc hién va
kiém tra viéc thi hanh cac bién phap nhim thiét 1ap, cing cb va duy tri
nhitng cudc trao doi co loi voi nhitng ngudi mua d@ duoc lya chon dé

dat dugc nhitng muyc tiéu da dinh ctia doanh nghiép” (Philips Kotler)

Lia
chon dé
tap trung

Cic quan diém quan tri marketing

= Sy ra doi va phat trién cia 1y thuyét Marketing hién dai gén lién véi
qua trinh tim kiém cac phuong phap (triét 1y) quan tri doanh nghiép
hudng ra thi truong.

Quan diém Quan diém Quan diém } Quan diém

tap trung tap trung tap trung Quan diém marketing

vao san Vao san vao ban marketing dao dirc -
xuat phém hang xa hoi
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Quan diém tap trung vao san xuat

= Noi dung: Ngudi tiéu ding ludn wa thich nhiéu san pham dugc ban rong rai
v6i gid ha, vi vay, dé thanh cong, cac doanh nghiép can tip trung nguon luc
vao viéc tang quy mod san xuét va mo rong pham vi tiéu thy;

= Trong tAm ciia nha quan tri: quan tri qua trinh san xuét, hop 1y hoa va
chuyén mon hoa san xuat dé giam gia thanh san pham va nang cao ning
suat; co duge loi nhuén nho ha gia ban, giam chi phi.
= Diéu kién 4p dung;
= Nén kinh té chua phat trién, cung < cau.
= Hinh thai thj truong doc quyén.

= Nginh san xuét ma chi phi san xut SP con qua cao, cdn phai ha thip dé c6 thé
mé rong pham vi tiéu thu (Xuat hi¢n hiéu qua theo quy mo)

Quan diém tip trung vao san pham

= Noi dung: nguoi tiéu dung luén ua thich nhimg san phdm c¢6 chit luong
cao nhét, nhiéu cong dyng va tinh ndng méi, vi vay, dé thanh cong, cac
can tap trung nguon lyc vao viée tao ra cac san phdm c6 chét lvgng hoan
hao nhat va thudng xuyén cai tién ching;

= Trong tAm ciia nha quan tri: td chirc nghién ctru hoan thign san phdm
= Didu kién ap dung;
= Thi trurdng doc quyén, khong hogc rét it co san pham thay thé, chu ky doi
song san pham dai.
= Thi trudng canh tranh gay git vé chét lugng san phdm. Doanh nghigp c0 loi
thé vé cong nghé san xuét va duy tri vi tri dan dau vé chat lugng san pham;
ddng thoi viée ap dung khéng tao ra nhidu 4p luc vdi chi phi san xuét.
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Quan diém tap trung vao ban hang

34

» N01 dung: Nguoi tiéu dung thuo'ng bao thu va do d6 co suc y hay thal do
ngin ngai trong viéc mua sdm hang hoa; vi vy, cac doanh nghiép cAn tap
trung ngudn lyc vao viée thiic ddy tidu thy va khuyén mai;

® Trong tdm cua nha quan tri: quan tri tat ca cac hoat dopg tiéu thu nhu t&
chirc va dao tao luc lugng ban hang, quang cao, khuyén mai...
= Diéu kién 4p dung;
= San pham it c6 kha nang bién ddi vé chét lugng va thugc tinh.
= San pham 13 twong d6i dong nhat (Hinh thai thi trudng canh tranh hoan hao).

= San pham ¢6 nhu cau thy dong, la nhitng SP ma ngum mua it nghi dén viéc
mua sdm ching hodc ¢6 nghi dén ciing khong thdy c6 gi birc bach, VD nhu bao
hiém.

Quan diém Marketing

= N6i dung: Khach hang (c6 nhu ciu va kha ning thanh to4n) 1a d6i
tuwong ma doanh nghiép phai phuc vu; Ho ¢ nhidu lwa chon khéac nhau.
Do d6, dé thanh cong, doanh nghiép can x4c dinh chinh x4c nhu ciu
ctia KH muyc tiéu va tim moi cach dé théa man nhirng nhu ciu va mong
muén do6 bing nhitng phuong thirc ¢6 wu thé hon so véi déi tha canh
tranh;

® Trong tdm cta nha quan tri: quan tri toan bo hé théng hoat dong MKT
ctia DN, tir trudc san xudt dén san xudt, tiéu thy san phém va sau khi
ban hang. D6 1a mét qua trinh lién tyc.

NT chon loc

™ 5 nguyén tac cia marketing hién dai vatap trung
= Cong cy cua marketing: Marketing mix NI qus m NTgia
Tin
NT phéi ) NT lgi thé
hop khdc bigt
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Quan diém marketing dao dirc — xa hoi

= Noi dung: Khach hang va nhu ciu 1a déi tugng ma doanh nghiép phai phuc vy; ddng
thoi phai thoa mén loi ich chung ctia xa hoi; D& thanh cong, cac doanh nghiép cn
xac dinh chinh x4c nhu ciu cua khach hang muc tiéu va tim moi cach dé théa min
nhitng nhu ciu v mong muén d6 bing nhiing phuong thirc ¢ wu thé hon so véi dbi
thi canh tranh; db thoi bao toan hodc cung ¢ muc sung tac cua toan xa hoi;

® Trong tdm cua nha quan tri: quan tri tat ca cac hoat dong tiéu thu nhu td chirc va dao
tao luc lugng ban hang, quang cdo, khuyén mai... d& dam bao cing c6 va duy tri
nhiing cudc trao ddi c6 lgi v6i khach hang muc tiéu, ddng thoi bao toan hoic cing cd
murc sung tc cuia toan xa hoi.

So sanh cac quan diém
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Piém xuit phat Trong tam chu y Cac bién phap Muc tiéu
Quan diém 1
Quan diém 2
Piém xuit phat Trong tim chu y Cac bién phap Muc tiéu
Quan diém Nha may San pham Kich dong mua | Tang luong ban >
ban hang sam Loi nhuan
Quan diém Thi truong muc Nhu ciu khach Marketing mix Tang kha nang
marketing tiéu hang thoa man nhu cau
-> Tang khach
hang - Tang lgi
nhuén

Qua trinh quan tri marketing
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Phan doan thi X
Phan tich cac truong, phan A A% A LA T6 chire thuc
co hoi tich va lyra chon || Y dung chién || Lap ke hoach | i, id
f S lugc marketing marketing ) s
marketing thi truong muc danh gia
tiéu

Ban chit ciia marketing va quan tri marketing
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= Marketing 14 “tao ra thj truong” dé khai thac
= Quan tri Marketing lién quan truc tiép dén:
= Goi mé va diéu hoa nhu ciu khach hang
= Phét hién nhing thay ddi tang hodc giam mirc ciu

= Chu dong dura ra cac bién phap dé tic dong 1én mirc d6, thoi gian va tinh chét nhu ciu sao
cho c6 thé dat duge myc tiéu cia DN

® Kiém tra thuc hién cac chién luge, ké hoach va bién phap Marketing

= Quan tri Marketing ~ phwong phap (triét 1y) quan trj doanh nghiép hudng ra thi
truong

Chiic cac ban hoc tot!
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