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Thong tin vé khoa va bd mén

» Khoa: Marketing
» B6 mon: Marketing

» Dia chi van phong B6 mén: P1305 nha Al

» \\/ebsite ciia Khoa; http://khoamarketing.neu.edu.vn/
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Ké hoach giang day

Thoi
Iwong

Chuong 1: Gi¢i thiéu vé marketing dich vu 3 2
2 Chwong 2: Hanh vi khach hang tmarketing dich vu 5 3 2
3  Chuwong 3: Lwa chon thj trwdng muc tiéu va dinh vi 3 2 1
4 Chuong 4: Can bang cung cau vé dich vu cta doanh nghiép va 4 5 5

quan ly hiéu suat i
5 Chwong 5: Quyet dinh san pham dich vu 4 2 2
6 Chwong 6: Quyét dinh gia dich vu 4 2 2
7  Chwong 7: Quyét dinh phan phéi dich vu 4 2 2
8 Chuwong 8: Quyét dinh truyén théng dich vu 4 2 2
9  Chuwong 9: Quyét dinh quy trinh dich vu 4 2 2
10 Chwong 10: Quyét dinh vé méi trwdng vat chat 4 3 1
11 Chwong 11: Quyét dinh vé yéu té con nguoi 4 3 2

Cdng 45




Phwong phap danh gia hoc phan

Tham dv I&p hoc, thao 10% Dwa trén mrc dd chuyén can, tham gia bai giang,
luan trén |&p murc d6 twong tac cua SV
2  Baitap ca nhan 20%  Duwa trén két qua bai kiém tra gitra ki hodc bai viét
luan ca nhan
3 Bai tap nhém 20% Dwa trén thai do lam viéc nhém, két qua hoan thanh

va cac dong gop céa nhan
4 Thicubiki 50% Dwa trén bai kiém tra cudi ki
DK thi cubi ki: tham gia trén 70% sb tiét hoc
Hinh thire thi: cAu hai trdc nghiém hodc cau héi luan
va BT tinh hudng, trén gidy, thoi gian 90 phat

Toéng 100%




Chwong 1.
GIOI THIEU VE MARKETING DICH VU




Muc tiéu hoc tap cua chwong

» Hiéu dwoc ban chat cta dich vu, dac diém va cach phan loai
dich vu

= Nam dworc kién thirc nén tdng marketing dich vu (ban chat cta
hoat dong marketing dich vy, marketing mix trong kinh doanh
dich vu).




Noi dung hoc tap

= Khai niém va dic tinh cta dich vu
= H¢é thong Marketing dich vu

= Khai quat vé marketing dich vu




Khai niém va dac tinh cua dich vu

® Dich vu la bdat cir mét hoat dong hodc mot sw thuc hién hodc sw trdi nghiém ma mot
bén cé the cung ung cho bén kia, mang tinh chat vd hinh va thuong la khong dan dén
sw so hitu bat cir yéu té nao cua qua trinh tgo ra hoat dong/ sw trdi nghiém/viéc thuc
hién do.

Tinh v& hinh Tinh Khing téach rid
Dich vp khong the nhin Dich vy khing thé tach
thiay, cam thay, nem, nghe hodc rii khoi ngun, thict bi cung
ngLr thay trrde khi mua img dichw
Dich vu
Tinh khéng én djnh Tinh khéng hru trix
Chat hrong dich vu khong Dich vu khing the dugc
on dinh va phu thudc vao sic luu trir trong kho chi dem ban
khoe, trang thai tinh than cua hodc sir dung
nguwoi cung mg, thaoi gian, dia
diem va cach thirc cung img




Phan loai dich vu

» Phan loai theo ndi dung
» Phan loai theo mirc do vO hinh

» Phan loai dwa trén ban chat ctia qua trinh tao ra dich vu

= Phan loai theo qua trinh tai san xuat xa hoi

» Phan loai dwa trén phuwong thire thwe hién




Hé thong cung rng dich vu va hé thong marketing
dich vu

HE thiing marketing dich vu
-
Té chiic Céc khich hing khic Céc diém tidp xic
niibd | Ml trudmg vt —
cia nhi I chait tao ra dich khiéch Quang cao
— : hang TluEp xbc bdn
rmg dich || tiew diing
: “hin vién dich vu FR
Eh_ﬂ:h hang : cung img dich v Truvién miéng
khong nhin !
thiy duroe _. Ther. dién thoai,
- -
Hé thine shin nhii dich vu
HE thiine cono smo dieh v




M6 hinh kiéng ba chan trong marketing dich vu

Markeiing

/‘Nng tivi khich

Marketing
ndi bd

Sar hal léng, chit
lwromeg. trung thianh
virl thuwong hicw

Y

1
|H'lll'l'ﬂl| Marketing turomg fAc I Khich hang I

Mguon: Lovelock, C & Wright, L (2001) Principple of service marketing and
management, NXHB McoGraw-Hill,




Quan tri dich vu doi héi sw phoi hop

y

Quan fri vén hanh " Quan frj marketing

N




arketing hon hop mé réng cho dich vu




Tom tat va thuat ngir chwong 1

= Dich vu
= Hé thdng cung trng dich vu

= Hé thdng phan phdi dich vu

= Hé thdng marketing dich vu

» Marketing dich vu




Tai liéu tham khao cua chwong

®» | ovelock, C (2005), Service Marketing in Asia, NXB Prentice
Hall, chwong 1.

» | ovelock, C & Wright, L (2001), Principle of service marketing
and management, NXB McGraw-Hill, chwong 1 va 2.

» Raymond P.Fisk, Stephen J.Grove & Joby John (2000),
Interactive services marketing, Houghton Miflin Company,
chwong 1 va 2.



Chwong 2:
HANH VI KHACH HANG TRONG

MARKETING DICH VU




Muc tiéu hoc tap cua chwong

» Hiéu dwoc nhirng bd phan cau thanh mong doi cta khach
hang va cach thirc danh gia dich vu cua khach hang

= Nam dwoc hanh vi khach hang va sw twong tac cia khach
hang trong giao tiép dich vu.

» Phan tich dwgc moé hinh ba giai doan trong quy trinh mua dich
Vu.




Noi dung hoc tap

= Khai quat vé hanh vi tiéu ding dich vu
= Qua trinh khach hang ra quyét dinh mua dich vu

= Thiét ké qua trinh cung &ng dich vu va quan tri quan hé khach
hang trong kinh doanh dich vu




Cac loai chi phi cho dich vu

Hinh 2.1. Cac loai chi phi cho dich vu

Chi phi tim kiém

Chi phi mua
va sir dung

Chi phi sau mua

—# Chi phi mua hang
—— Tai chinh
—{ Chi phi vin hanh
S— ['hén gian i
; : *  Chi phi phu thém
o] Cong sirc/ :
i sire khoe i
—*  Tinhthdn  |}| Chi phi phi
: t| tai chinh
g Hoat dong
can thiét khac
— Ciial qul-.-'n:ét

virdmg mdc




M6 hinh qué trinh ra quyét dinh mua dich vu

Hinh 2.2. Mé hinh qui trinh ra quyét dinh cia ngwiri tiéu ding

|_ _____ 1
i Giai doan |
;T T T T T TT T e T T TS j1trong khi mual™ = 7 7 7
Giai doan trwie khi mua 1 Il Giai doan |
: 1 I: sau mua |
I I
]
hi |
o Chiu Brinh gia | 11 " '
anh huomg e Mhan thite [ Tim B cac Tl e chon _ll—r* Branh gia |1
cua cac I nhu ciun thdong tin phuong dn | 11 . . :I sau mua |1
kich thich | | thay thé | 11 ’ :
|
! e - 1 i
o ______ I e I
Pon biy Thiéu hut NGi b Cic phurong dn Miusa Pénh gid
thuong mai Mong mudn Bén ngoai Iura chon Sir & mire d6 hai
Pon bay vt 1y chura duge dura trén v I"ln_E’ long
Pon biy xd héi thoa mdn nhiéu dc tinh Loai bo

\




Giai doan trwéc khi mua

= Danh gia dich vu c6 thé kho khan

= Search attibutes (thudc tinh tim kiém)
= Gilip khach hang danh gia san pham truéc khi mua

» X/j tri, loai san pham, dinh vi, mc gia

»/Experience attributes (thudc tinh kinh nghiém)
» Panh gia dich vu da tirng tiéu dung
= Credence attributes (thudc tinh niém tin)

» Kho tw tin danh gia ngay ca sau khi da tiéu dung

= Mirc dd t6t cho sirc khde cliia 1 sb thanh phan thirc an hodc thubc




Giai doan trong khi mua dich vu - Quan li
trai nghiém dich vu

» Hé théng kinh doanh dich vu thubc loai nao?
» MO hinh hda sw trai nghiém

=  Lén kich ban cho qua trinh giao tiép v&i khach hang

= Trao kha nang kiém soat va diéu khién mot phan qua trinh
cung wng dich vu cho khach hang




cua dich vu

Phan trng cua khach hang vé&i nhirng sai sot

EFSrmg hai LWamg worl dijch
wig duwropc cung ol

Hinh 2.5. Phiin img ciia khich hing khi khéng hai long

Khi&wu nal £ doanh

Mgl Cung ::.ﬁ-|:|-

Than phi@n v bén
Harmk (ddrE trurdie | thlF e
i didng

Hamb Idrg phap vy ¢Id
miSl guwft

Thaay I edaranb
mghiép cung cSp

Ehdrg Bank Odng

TrwyylEn rmi@r g bidwe oy

BAST hodc kit hop cidc hanh SSng
maéy diu o thi chy ra



Tom tat va thuat ngir chwong 2

= Nhu cau, mong dgi va chi phi ctia khach hang
= Thudc tinh tim kiém, thudc tinh kinh nghiém, thudc tinh niém tin
» Quan ly sw trai nghiém dich vu

= |y thuyét xac nhan — ky vong (Expectation — Confirmation
theory), Iy thuyét cung cap dich vu theo kich ban, cung cap
dich vu két hop véi dao tao khach hang

= Quan tri quan hé v&i khach hang



" A

Tai liéu tham khao cua chwong

» Christopher Lovelock, (2005), Service Marketing in Asia, NXB Prentice Hall, Chwong 3.

» | ovelock, C & Wright, L (2001), Principple of service marketing and management, NXB McGraw-Hill,
chwong 1va 2.

» | ovelock, C (1994) Product Plus. New York: McGraw-Hill, chwong 3.

» “Mary Jo Bitner (1990), Evaluating Service Encounters: The Effects of Physical Surroundings and
Employee Responses, Journal of Marketing, Vol. 54, No. 2 (Apr., 1990), pp. 69-82.

» Raymond P.Fisk, Stephen J.Grove & Joby John (2000), Interactive services marketing, Houghton Miflin
Company, chwong 3 va 4.

= Solomon, (2014), Consumer Behavior: Buying, Having and Being, Edit.14, Pearson Education, Inc.

» Zeithaml, V.A. ; Bitner, M.J ; Gremler, D.D. (2006), Services marketing: Integrating customer focus across
the firm, Edit. 4, Boston, MA [etc.] : McGraw-Hill/lrwin


http://library.wur.nl/WebQuery/clc?achternaam==Bitner
http://library.wur.nl/WebQuery/clc?achternaam==Bitner
http://library.wur.nl/WebQuery/clc?achternaam==Gremler
http://library.wur.nl/WebQuery/clc?achternaam==Gremler

Chwong 3:
LUA CHON THI TRUONG MUC TIEU VA
DINH VI




Muc tiéu hoc tap cua chwong

» Hiéu, phan tich tinh hudng va thwc hanh viéc phan doan thi
trwo'ng va Iwa chon thi trwong muc tiéu.

= Hiéu, phan tich tinh huéng va thwc hanh dinh vi sdn pham dich
vu




Noi dung hoc tap

= Phan doan va lwa chon thi tredong muc tiéu

= Pinh vi dich vu




Phdan tich thi
fredng
Quy md

bia diém
Cau
Xu huwéng

A 4

Phan tich cac
doan thi frudng

Phan tich ndi b6
doanh nghiép
Nguén lwc
Tao gid tri
Han ché

A\ A 4

Lwa chon nhirng

doan thi fredong

phU hop nhat gé
phuc vu

A 4

Lwa chon dinh vi
mong mudn trén
thi trrdong
A

v

Ké hoach
marketing

A A 4

Phan tich canh
franh
Piém manh
biém yéu
Binh vi hién tai

Lwa chon nhirng
loi ich ndo sé
dem lai cho cdc
khdch hang
muc fiéu

Phén tich kha
nang tao sw
khdc biét hiéu
qua so véi cac
déi tha canh

Tfrann




Cac hoat dong trong tam cua dinh vi dich vu

PHAN TiCcH
THI TRUWONG

PHAN TiCcH
NOI BO

PHAN TiCH
CANH TRANH

- Quy mod
- Co céu
- Vi tri dia Iy
- Xu hwong

Xac dinh, phan tich
cac doan thi trurdrng

]

Lyra chon doan thi
trurdrng dé phuc vu

- Ngudn lwe

- Uy tin

- Kha nang lign két
- Gia tri

|

Xac dinh
wi thé mong mudn
trén thi trurérng

i

Ké hoach
hanh dong
marketing

- Bigm manh
- Bigm yéu
- Wi thé hign tai

Lwa chon gia tri
nhan manh wéi KH

1

Phan tich cac
kha nang
khac bigét hoa




Tom tat va thuat ngiv chwong 3

» Phan doan thi trwdng dich vu
® | ra chon thi trwrdng muc tiéu trong kinh doanh dich vu

®» Dinh vi dich vu




Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketing and Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen
Lu, Services Marketing in Asia 2e., Prentice Hall, 2005.

= Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive
Services Marketing 3e., Houghton Mifflin Company, 2008.



~ Chuwong 4.
CAN BANG CUNG CAU VE DICH VU CUA
DOANH NGHIEP VA QUAN LY HIEU SUAT




Muc tiéu hoc tap cua chwong

» Nam dwoc cac chién lwoc gidp can bang cung cau dich vu

= Nam dwoc cach thirc nang cao hiéu suét dich vu mang lai loi
ich cho khach hang, vira tao ra va tdi da hoa loi nhuan cho
ngwoi cung ng dich vu.




Noi dung hoc tap

= Can bang cau va kha niing cung ting vé dich vu

= Quan ly hiéu suat trong kinh doanh dich vu




Giai phap can bang cung cau

Piéu chinh kha
néng cung trng

Quan ly mire do

nhu cau

phu hop voi sw
thay ddi nhu cau




Diéu tiét kha nang cung trng ctia DN

= | én lich lam viéc khoa hoc theo sy bién ddng cuia cau
» S dung nhan vién ban théi gian

= Thué thém may mac va thiét bi

» D@ nghj khach hang chia sé
»/M¢&i khach hang tw thwe hién dich vu

Pao tao chéo cac nhan vién khac




Giai phap tac dong lIén nhu cau




n Iy hiéu suat trong kinh doanh dich vu

» Danh gia hiéu suat dich vu

» CAc gidi phap nang cao hiéu suat dich vu




Tom tat va thuat ngir chwong 4

= C4c trang thai qua ta cia cau va hé luy
= Kha nang cung ng dich vu cua doanh nghiép
= Cac phwong an quan tri cau

= Quan Iy hiéu suat trong kinh doanh dich vu



Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketing and Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen
Lu, Services Marketing in Asia 2e., Prentice Hall, 2005.

= Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive
Services Marketing 3e., Houghton Mifflin Company, 2008.



, Chuong 5.
QUYET PINH SAN PHAM DICH VU




Muc tiéu hoc tap cua chwong

» Hiéu khai niém san pham dich vu va cach phan loai dich vu.

= Phan tich thanh phan cau thanh chat lwong dich vu; mé hinh
khoang cach chat lwong dich vu va vai trd cta viéc can bang
gitba nang suat va chat lwong dich vu.




Noi dung hoc tap

= Dich vu va c4c quyét dinh vé dic trung dich vu
= Quyét dinh vé chat lwgng dich vu

Phat trién dich vu méi

= Quyét dinh thwong hiéu dich vu



Khai niém dich vu

Dich vu cét 16i

AN

Dich vu hé tror Dich vu bé sung

Sw tham gia cua
khach hang




Thanh phan cau thanh chat lweng dich vu (m6 hinh cia Gronroos)

Chat Iugng dich vu

Ky vong vé
cam nhan

dich vu

Dich vu nhén duoc

Céc hoat déng marketing truyén
théng (quang cdo, PR, xtic tién bén)
va cdc yéu t bén ngodi nhu' truyén

théng, tw twong va truyén miéng)

Chat lugng ky thuat Chét lugng chirc nang

7 ~ ’( 3 ‘)
C4i gi? Thé nao?




P ] KHACH HANG

NHA QUAN TRI

MO hinh L
khoang cach
chat lwong
dich vu cua
Parasuraman




Phat trien dich vu mé&i tir dich vu hién cé

» D6i mai dich vu cbt 16i dé tao dich vu ma&i

= Ddi m&i quy trinh cung ng dich vu dé tao dich vu maoi
= Thém dich vu m&i trong dong san pham dich vu hién tai
= M& rong dong san pham dich vu hién tai.

= C3i tién dich vu bd sung

= Cai tién dang ké dich vu

= Thay déi phong cach phuc vu



Quyeét dinh thwong hiéu dich vu

= Quyét dinh sy khac biét thwong hiéu dich vu

= Quyét dinh vé thwong hiéu véi danh muc sdn pham

= M4i quan hé gitra thwong hiéu dich vu va thwong hiéu cong ty




Tom tat va thuat ngiv chwong 5

» CAc cap do cau thanh nén dich vu
= Dich vu cbt I16i va dich vu bd tro
= Bong hoa dich vu

Céu thanh chét lwong dich vu

» Khoang cach chat lwong dich vu
= Tiéu chi danh gia chat lwong dich vu Servqual
= Phat trién dich vu m&i

= Quyét dinh thwong hiéu dich vu




Tai liéu tham khao cua chwong

®» | ovelock, C & Wright,L (2002), Principle of Service
Marketingand Management 2e., NXB Prentice Hall.

®» | ovelock, C & cdng sw (2005), Services Marketing in Asia 2e,
NXB Prentice Hall.

» Doug Hoffman & John Bateson (2010), Service Marketing.

» Raymond P.Risk, Stephen J. Grove, Joby John(2008),
Interactive Services Marketing 3e., Houghton Mifflin Company..



Chwong 6:
QUYET DINH GIA DICH VU




Muc tiéu hoc tap cua chwong

» So sanh duoc sy khac biét gitra dinh gia dich vu va dinh gia
san pham vat chat

= Hiéu quy trinh dinh gia; mdi quan hé gitra gia ca va gia tri cam
nhan cua khach hang; quan tri gia dich vu




Noi dung hoc tap

= Piic diém dinh gia dich vu
= Phwong phap xac dinh gia dich vu

Maéi quan hé giira gia ca va gia tri cam nhan

= Quan tri gia dich vu



Pac diém dinh gia dich vu

®» Tinh phirc tap trong xac dinh chi phi san xuat dich vu

» Anh hudng cta tinh vd hinh cta dich vu dén quyét dinh vé gia

» Khach hang khé so sanh va danh gia gia dich vu

» Méi quan hé giira twong quan cung-cau vé dich vu va
quyét dinh gia




Phwong phap xac dinh gia dich vu

» Dinh gia dwa trén chi phi

» Dinh gia dwa trén qgia tri cAm nhan

»Pinh gia dwa trén gia canh tranh




Moi guan hé giira gia ca va gia tri cdm nhan cua
khach hang vé dich vu

» Tinh dac thu cua qgia tri cam nhan cua khach hang trong tiéu
dung dich vu

» CAac véu to chi phi ciu thanh chi phi st dung dich vu

» CAc gidi phap tdng cwong sw cdm nhan ctia khach hang vé gia

tri dich vu




Quan tri gia dich vu

» Quyét dinh mirc gia dich vu co ban

» Quyét dinh gia ctia qoi dich vu

» Quyét dinh vé chiét khau

» Quyét dinh gia va quan tri doanh thu




Tom tat va thuat ngiv chwong 6

» D3c diém dinh gia dich vu

» Pinh gia canh tranh, dinh gia dwa trén chi phi, dinh gia dwa
rén gia tri cam nhan

= MGi quan hé gilra gia ca va gia tri cdm nhan ctia khach hang
vé dich vu

= Quan tri gia dich vu




Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketingand Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu,
ervices Marketing in Asia 2e., Prentice Hall, 2005.

» Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J.Grove, Joby John, Interactive
services Marketing 3e, Houghton Mifflin Company, 2008.

» Blocher, Chen, Cokins and Lin (2005), Cost management — A
strategic emphasis 3'9, Mc Graw Hill, Irwin UK.




, Chuong /:
QUYET DINH PHAN PHOI DICH VU




Muc tiéu hoc tap cua chwong

» Nam dwoc nhirng van dé chinh trong phan phdi dich vu
= Nam dwoc mot sb quyét dinh dac thu trong phan phdi dich vu

= Hiéu rd vai trd cla trung gian va cdng nghé trong phan phoi
dich vu.




Noi dung hoc tap

= Khai quat vé phan phéi dich vu
= Quyét dinh vé phwong thirc phan phoi

Quyét dinh vé dia diém, thoi gian, trung gian va cong

nghé



Céac yéu to anh hwéng dén phan phoi dich vu

» dac diém ciu thanh nén san pham dich vu
= dac diém khéach hang

= ban chat cia dich vu va mirc dd twong tac giao tiép gitra khach
hang v&i nha cung wng dich vu

= nhirng quyét dinh t&r phia doanh nghiép dich vu




ung trung gian trong phan phoi dich vu

Doanh nghiép taora Cactrung gian bd sung Khach hang trdi nghidém

Nguon: Lovelock C,va cong su, Services Marketing: An Asia-Pacific and Australian
perspective, Person Education Australia,2004




ro_cua cong nghé trong phan phoi dich vu

» anh hwdng dén thoi gian, dia diém, cach thc
» thay dbi ban chat trong phan phdi dich vu

» thay dbi ban chat cla dich vu

= gidm chi phi cho viéc phan phdi dich vu ca t&» géc dd nha cung
tng dich vu va giam chi phi ca tr goc dd khach hang




Tom tat va thuat ngir chwong 7

= Phuwong thire phan phéi dich vu
» Dia diém va thoi gian trong phan phdi dich vu

= Nhwong quyén dich vu

= \/ai trd ciia cong nghé trong phan phdi dich vu




Tai liéu tham khao cua chwong

®» | ovelock C, Patterson P, Walker R, Services Marketing: An

Asia-Pacific and Australian perspective, NXB Person Education
Australia, 2004, chuvong 9

Palmer A, Principles of service marketing, NXB McGraw-Hill,
2001, chwong 11.

®» | ovelock, C va cdng sw, Services Marketing in Asia, NXB
Pretice Hall, 2005, chwvong 7..




, Chuong 8.
QUYET DINH PHAN PHOI DICH VU




Muc tiéu hoc tap cua chwong

» Nam dwoc vai trd cda truyén thong marketing dich vu

= Trinh bay cac cdng cu truyén théng marketing dich vu va &ng
ung trong bdi canh cu thé




Noi dung hoc tap

= Khai quéat vé truyén thong trong kinh doanh dich vu
= K¢é hoach truyén thong dich vu

= Théach thirc trong truyén théng dich vu




Céac cong cu truyén thong dich vu

AN

’ 2l

) THF
) Truyeén thong dan ching i
Gidn tiép }(: | uew

L Bk
, | ~ ™| Truyén thong tiy chinh |
Loai tiép xie

) [ . ! Ul mhiin
True tiép Truyén thong ci nhin -




Khung ké hoach truyén théng dich vu

T | Phin tich bdi canh |, Muc tiéu kinh
doanh
Nghién Xidc dinh muc tidu truyén
cim thi | F 7 > " T i y Muc tiéu
truomg thong va dinh vi marketing
- - Cr - - tru H .
" hong dich vu i Muc tidu
T ong ¢t vu hu}*éu thong
~ 3 N Tich hop I:m:,-'é:n K éo
Paily | : théng dich vu
truvén -
thong Lap lich trinh Nguon luc (nhan Héan
truyén théng luc, tai chinh) hop
(théri gian biéu)
) Thure hién, kiém sodt va ddnh gis

Ngu-r.%n.' Fill, C. (201 3) Marketing Communications, 6th edn, Harlow: Pearsons




Tom tat va thuat ngiv chwong 8

= \/ai trd cda truyén thdng trong marketing dich vu
= Cac cong cu truyén thdong dich vu
= Ké hoach truyén thdng dich vu

= Théach thirc trong truyén théng dich vu



" A

Tai liéu tham khao cua chwong

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu, Services Marketing in Asia 2e., Prentice Hall,
2005.

® Doug Hoffman, John Bateson, Service Marketing, 2010.

= Raymond P.Risk, Stephen J. Grove, Joby John, Interactive Services Marketing 3e., Houghton Mifflin Company,
2008.

David Pickton & Amada Broderick (2001),“Intergated Marketing Communications”. Prentice Hall an imprint of
Person Education.

» Jim Taylor (2005), “An inside view of the future of communications planning”. John Wiley and Sons LTD.
» Chris Hackley (2005), “Advertising and Promotion- Communicating Brands”. Chris Hackley.

» Emmanuel Bertin & Noél Crespi (2013), “Architecture and Governance for Communication Services”. John Wiley &
Sons, Inc.

®» Terence A. Shimp (2008), “Advertising, Promotion, and Other Aspects of Integrated Marketing Communications”.
Thomson South-Western.

» Manfred Bruhn and Dominik Georgi (2006), “Services Marketing Managing The Service Value Chain”. Prentice
Hall an imprint of Person Education




’ Chwong 9:
QUYET PINH QUY TRINH DICH VU




Muc tiéu hoc tap cua chwong

» Hiéu dworc ly thuyét vai trd, phan tich dwoc kich ban dich vu va
hoat d&ng clia hé thdng van hanh, phan phdi va marketing dich

VU

Nhan dinh va dwa ra cac bién phap rng phé véi hanh vi thiéu

suy nght cua khach hang
= Fng dung thiét ké va van hanh quy trinh dich vu.




Noi dung hoc tap

= Quy trinh va xay dung quy trinh dich vu
= Thiét ké lai quy trinh dich vu

= Quan tri hanh vi cua khach hang trong qua trinh

twong tac véi dich vu



Xay dwng quy trinh dich vu

» CAac noi dung can xac dinh khi xay dwnqg quy trinh dich vu

» Yéu cau doi voi quy trinh dich vu

» Tién trinh thiét ké quy trinh dich vu

= Phong ngtra 16i trong quy trinh dich vu




en trinh xay dwng quy trinh cho dich vu

Xem xét
MNhu cdu va hanh vi tigu dung dich vy cia khach hang
Bac trirng coa dich vy
Mai trirérng giao tiép dich vy
Hoat déng san xuit va chuyén giao dich vy, co sd vat chat
va may moc thiét bj

Ly

Xac dinh

v Cac ﬂiémlu'u'ng tae djch vy va tién trinh trong tac wdi dich
vy cla khach hang

¥ Xac dinh cac hoat déng phuc vy tai didm tuong - chuyén
giao dich vu

¥ Xac dinh cac hoat ddng san xuat va hau can dé tao dich vy
tai mdi didgm twong téc — chuyén giao

+  X¥ac dinh mai lién hé va trong tac gidka cac hoatddng

Xay dwng
Luwu db gquy trinh dich vu
X¥ay dwng kich ban chung cho toan bé quy trinh dich vy
Xay dung kich ban chi tigt cho tirng diém teong t&c dich vy

SSENEN




Thiét ké lai quy trinh dich vu

= | 0oai bo cac budc khéng gia tang gia tri.
= Chuyén sang tw phuc vu.

» Phan phobi dich vu truc tiép

» Dong goi dich vu (tap hop cac dich vu lai).

» Thay dbéi khia canh vat chat cua quy trinh dich vu.




Quan tri hanh vi cua khach hang trong qua trinh twong tac
vOi dich vu

» Quan tri sw tham gia cua khach hang

» \(rc d6 tham gia clia khach hang

» Quan tri khach hang thiéu v thirc




Tom tat va thuat ngir chwong 9

= Xay dwng quy trinh dich vu
= Phong ngtra 16i cho quy trinh dich vu

» Thiét ké lai quy trinh dich vu

= Quan tri hanh vi va mirc d6 tham gia ctia cac khach hang




Tai liéu tham khao cua chwong

» Christopher Lovelock, Lauren Wright, Principle of Service
Marketingand Management 2e., Prentice Hall, 2002.

» Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu,
ervices Marketing in Asia 2e., Prentice Hall, 2005.

= Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive Services
Marketing 3e., Houghton Mifflin Company, 2008.

» F. Robert Jacobs & Richard B. Chase, “Quan tri va van hanh chubi
cung wng”, NXB Kinh té TP. H6 Chi Minh, 2015




’ ‘ Chwong 10:
QUYET DINH VE MOI TRUONG VAT CHAT




Muc tiéu hoc tap cua chwong

» Hiéu dwoc tac ddng clia méi trwdng vat chat trong cung trng
dich vu

= Nam dwoc cac yéu td ciia méi trwdng vat chat va co ché tac
ddng clia méi trwdrng vat chat dén phan rng cla khach hang..




Noi dung hoc tap

= Khai quat vé moi truong vat chat
= T4c dong ciia moi trwdng vat chat toi khach hang

= C4c quyét dinh lién quan dén moi truong vat chat

= Thiét ké moi trwong vat chat



Khai quat vé méi trwérng vat chat

» Khai niém Moi triedrng Vat chat

» \/ai trd clia Moi triedyng VAt chat

»Bai tri khong gian dich vu




Hinh 10.3. Mo hinh kich thich - dip tra cua Mehrabian-Russell

Kich ~~___ / \ / Hanh vi

thich cua Cac khia canh - I1.|Iani§1TIE |

m1ﬁ| * tic dong: cﬁmgng
ulrcrng Thoai mai va m-h-]h va qua

vaﬁqua - kich dong g trinh nhan

?h:; / \ / \ thire

Ngudn: C. Love Lock, 2005



Ciic viéu uh Phan img bén trong Hanh vi
Cac khia trung gian — : S 14 Tidp
canh thuje b hl_hq:n.l]u.r: Tinh cam Tam 15§ cin
mdi tnrbmg » MiZm tin » Cam xic » M dan » Giia mhip
= (iixi ting » Tam tramg » Sy thoai mdi « Khim phd
o =G i bidu | = Thiidd = Suxic ding o () lai 1o hom
MOk trwomg g = S phis bgp vé thi chit )
flid enrdmg xung quanh thng thé « Thia mdn
= it 08 Ling erinh {tri
+ Chis hnomg khéng] e - Phan img cua Sog trioy (B
- Phan img cua - . ngugc voi ticp
o oo nhin vién cin)
= Tidng dm nhin vién vl cac
= Jmn mhac = £ -
& DBi hinong A -
« e yhu sb khic Tlrm1g_ ! tac xa
" e i hg:l g:ura‘ I.'h'a:c:h
. B hang va nhan
o Tibtbi =
o Pidi shibe Phan ing caa
= e yitu ol khisc khach hang voi cac — . [Ty cdin
ang hidy, bidw nrong vil veu to trung gian Phan img cta | | « Thuhis
b yiéu ol nhis o khach hang « O lai/Kham phai
© Tk ® Chi nhilu tién
I
Mhin thine: Tinh cam Tém Iy # Thoa min
» Midm tin »  Cam xic » Mi dan R S A -
» Ciiai thng = Tém rang & S thodi mmdi
e Gid i bidoe [+ Thai d§ » S wiic dfng
TEomgE « Sy phil hop ve the chat

Negwuin: C. Love Lock, 2005



10.4. Thiet ké mdi trwdrng vat chat

» 10.4.1. Thiét ké tdnqg thé

» 10.4.2. Thiét ké cac véu té anh hwédng dén cam nhan cua
khach hanq




Tom tat va thuat ngiv chwong 10

= Khai niém va vai trd ctia moi trworng vat chat
= Bai tri khéng gian dich vu

» Mo hinh Russell

= CAac quyét dinh lién quan dén méi trworng vat chat

= Thiét ké méi trwdng vat chat




Tai liéu tham khao cua chwong

» Hoffman, K.D and Bateson, J.E.G (2008)., Services Marketing:
Concepts, Strategies, & Cases., 4th Edition; South Western Cengage
Learning

» | ovelock, C and Wright, L. (1999)., Principles of Service Marketing
and Management.,2nd Edition. Prentice Hall

» Mudie, P and Pirrie, A (2006)., Services Marketing Management., 3rd
Edition. Elsevier Ltd.



Chwong 11:
QUYET DINH VE YEU TO CON NGU Ol




Muc tiéu hoc tap cua chwong

» Hiéu dwoc vai trd cla yéu td con ngudi trong kinh doanh dich

VU

» Hiéu dwoc van dé hanh vi ciia nhan vién tiép xuc véi khach
hang va cac quyét dinh cia nha quan tri marketing dich vu doi

véi yéu tdé con ngudi.




Vai tro ctia yéu t6 con ngwi trong cung tvng dich vu

Bir
Chét legng || h“:::m““-'—"
DV nji bj nhan

VEIETH

G chin

nhfin vién

- |
Hifu swit
lim vide
cua mhan

vién

Ting
truomge
| doanh thu

Gid tri Sy Ling
- dpch vyg —  hii ldng —+ trung
hurdémg cia thanh coa

i KH khach hang khich hang

Eoha nang -
sinh 1ém

Neguan: James L. Heskett va Cong sw, 2008



Pac trieng co6ng viéc cua nhan vién dich vu

» Xung dot vai tro

= Xung doét vai tré ca nhan
= Xung doét trong t6 chirc

» Xung dét giira cac khach hang

=» Cam xuc cua nhan vién




Cac quyét dinh vé yéu td con nguoi

» Cac mO6 hinh quan tri nhan sw trong linh vwe dich vu

» CAac quyét dinh cu thé véu td con nqudi

e Tuyén dung va dao tao nhan sw

Cach thire tO chirc va quan IV nhan vién

Thic day va tao dong lwc cho nhan sw

Gilr chan nhan vién va gilr chan khach hang

Xay dwng van hoa dich vu cho doanh nghiép




Tom tat va thuat ngir chwong 11

= \/ai tro cla yéu td con ngudi trong cung trng dich vu
= Pac trrng cbng viéc cua nhan vién dich vu

= Cac quyét dinh vé yéu té con ngudi




" A

Tai liéu tham khao cua chwong

= Christopher Lovelock, Lauren Wright, Principle of Service Marketingand Management 2e., Prentice Hall, 2002.

»  Christopher Lovelock, Jochen Wirtz, Hean Tat Keh, Xiongwen Lu, Services Marketing in Asia 2e., Prentice Hall, 2005.
» Doug Hoffman, John Bateson, Service Marketing, 2010.

» Raymond P.Risk, Stephen J. Grove, Joby John, Interactive Services Marketing 3e., Houghton Mifflin Company, 2008.

» / Alan Wilson, Valarie A.Zeithaml, Mary Jo Bitner va Dwayne D.Gremler, "Service marketing Integrating customer focus across
the firm", Secon European editon, The McGraw Hill companies, 2012

®» Rosemary Batt, "Service Strategies Marketing, Operations, and Human Resource Practices", Cornell University, 2007

» Jillian Brown et all, "Using human resource management (HRM) practices to improve productivity in the Canadian tourism
sector, University of Guelph, 2009

» Michael J.Boella and Steven Gross - Turner, "Humance Resource management in the Hospitality industry”, Routledge, 2013

= David A.Tansik, "Managing Human Resource Issues for High contact service personnel”, San Francisco: Jossey-Bass, 1990




