NGHIEN CUU & PHAT TRIEN

NGi dén Marketing hién dai la
n6i d&n khdach hing. The nhung pham
trit khdch hang hoan toan khong don
gidn. Db da trdi qua gdn mot the ky
hinh thanh va phdt wién, khoa hoc
Marketing vin con rit nhiéu ciu hdi
vé khdch hiing ¢in dude tim hidu thiu
ddo, ty nhu: khidch hiing ra quy&t dinh
mua nh th& nio? Piéu gi khi¢n mot
s0 khiich hiing ludn thay déi cdc nhiin
hi¢u, mdt s& khdc lai ril trung thanh?
C6 phdi thoa man khidch hing ludn 12
mdt muc tiéu hi¢u qua”? Thu hdt va gitr
khdch hang chién luge ndo quan rong
hon? Chiing ta ¢é nén giit moi khiach
hing biing moi gid?

Bat dau tir P

Tim hi€u nhu ¢ilu ciia khach hang
muyc tiéu, thiét k& cdc dich vu - sin
phim d€ thu hit va thda man khéich
hang Ia nhimg diém khdi diu quan
trong clia bt e chién Iugc Gi&p thi ndo.
Tir di€ém khdi ddu nay 4P (Product,
Place, Price, Promotion) dudge hinh
thinh vi 1a ¢ong cu duge nhic dén
trong hiu hét céic sdch gido khoa vé tiép
thi. B cong cu ndy ¢6 wu diém 1a ¢d
dong vi kha toan di¢n nén da dutic gidi
quin ly cting nhifede truting kinh doanh
rit va chudng. Th& nhung thi rding va
khéch hang khong bit bicn, ho thay doi
vl doi hoi cde cong ty thay ddi. Piu
tién, 4P y ¢d dong nhung trong mot s&
truting hdp lai khdng du sie dai dién
cho nhi¢u mé hinh kinh doanh khéc
nhau nhudich vy, hang cong nghiép, du
lich hay ngéin hing... Do vily mot s6 cic
hoc gid di dua thém vio cdc chit P mdi.
Bing 1 t6m lude cde b P duge strdung.,
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C6 the rit ra vai nhin X6 W
bdng nay. Thit nhil 12 xu hudng md
rong L cdc chit Peiin biin cho cde mo
hinh kinh doanh khic nhau. Chiing
han trong dich vu ngudi ta rit chi y
d&n Process (qui trinh thiél k&, thuc
hién va cung cip dich vu), People
(con ngudi thue hién dich vu), va
Physical evidence (cdc biing ching
hién hitu cia dich vu — vi dich vu
thudng vo hinh). Hay trong b6i ¢iinh

Thac si VO THE DUNG

clia cdce dai cong ty da qudc gia thi
xdy dung cdc mdi quan hé chinh tri
(Politics) lai trd nén thi€l y&u. C6
thé thi'y riing vi¢c thém hay bt mot
vai chit P vo trong mot chién luge
¢p thi Wy thude vio ddnh gid vé
tdm quan trong ctia né trong mot mod
hinh kinh doanh ¢4 biét. Picu thit hai
céin ghi nhin 1a chit P chi ¢6 ¥ nghia
wigng trung d& nhd chi khong nhit
thi€t moi y&u 16 phdi la chit P. Quan
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trong khong phdi la P hay khéng ma
la y&u 16 nao mang lai gid tri cao
nhét cho khdch hang va cong ty thi
cin dudce st dung trong md hinh kinh
doanh. Do vdy ¢6 thé t6m tit bang
phudng trinh

Gid tri V=1{(P,P3,P3,Ps...Py)

(Ngudn: Diing va Bifc 2004)

C6 nghia la gid tri V ¢6 thé coi 12
mot ham £ vdi cde bi€n doc 1ap 1A cdc
y&u 16 P hay céc y&u 16 khac. Nhi¢m
vu clia mdi nha quén 1y 1a chon cho
minh cdc bién doc lap phit hgp véi
trong s6 phii hgp d€ 15i da h6a ham
gid tri,

PénR

Tuy ¢6 nhitng déng gop ddng ké
trong nghién ciu va thuc tién, md
hinh céc chif P bi cling ¢6 nhitng han
ché& cAn nhin nhan. Piém han ché cd
ban nhat clia mo hinh nay ném ngay
trong triét 1y hay quan diém ti€p :.'m
cfia n6. 4P dugce xdy dung trén nén
ting triét ly cta Trdo lwu tiép thi
(Marketing concept — diy la thudt
ngit chuyén nganh chi mot trdo luu,
riét ly tiép thi duge hinh thanh va
ph'il trién W giita th& ky trudc). Tuy
¢6 nhitng budc i€n ding k& trong
viéc dua vai trd clia khdch hang ud
thanh trung tdm cta hoat dong ucp
lh1 Trao lvu Gép thi hay 4P ¢6 di€ém
y&u & tinh ngdn han khi chi quan tim
dén thda man khdch hang trong ting
giao dich ti€p thi (transaction) ma
chua chd trong dén chudi cic giao
dich ti€p dién trong dai han giifa cdc
doanh nghi¢p va khich h'mg Hay néi
khdc di 4P tip trung nhiéu vao viée
thu hiit cdc khdch hang nhung it chi
trong dén giit khdch hang. Chinh vi
yéu o nay tr thip nién 80 ctia thé ky
trudce, nhiéu nghu,n ctfu da huéng su
chi ¥ dén céc giao dich dai han hdy
vi¢c hinh thiinh va xdy dung cdc moi
quan h¢ gitta khich hang va cong ty.
Nghién cifu ctia Reichheld va Sasser
(1990) dang wén Huarvard Business
Review thyc sy thife tinh si quan tim
clia cong ddng marketing khi chi ra
riing doanh thu v I¢i nhudn thu duge
(i mot khach hiing sé ciing ngdy ciing
tang khi ho trd nén trung thanh va chi
phi de thu hiit mot khéich hang mdi
16n gip 5 lan chi phi d¢ giit khich
hang. Tir day gidi doanh nghi¢p cling
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Ngué’n Blattberg, Getz, andThomas (2001), “Customer Equ:ty Buﬂdmg and Managing

Relationships as Valuable Assets", Havard Business School Press.

nhu cdc nha nghién ciu bit ddu néi
nhiéu hon d&én mot trao lwu mdi cla
ti€p thi — Ti€p thi trén nén téng cdc
quan hé (Relationship Marketing).
Céc chit R bt ddu trd nén quan trong.
N6 nhdn nhi cdc nha GEp thi khong
chi gquan tdim dén viéc tao ra cdc
khdch hiing ma con phii giif ho trong
¢dic mdi quan hé mat thiét. Tuy nhién
ciing ¢in lwu ¥ ring khong phdi mo
hinh kinh doanh nio cing phit hgp véi
viéc xdy dung cde quan h¢ dai han va
khong phdi khich hang ndo ciling
thich ¢6 nhitng mdi quan h¢ dai han
véi céc nha cung c¢ap. Cén linh hoat
trong cdch ti€p cin dé ¢6 Gng dung
1i&p thi phit hap.

Tim - Giif — Buéng: Két hgp ciaR
vaP

Tim va Giit hi€n nhién 12 hai
hoat dong quan trong ctia mdt doanh
nghiép, th€ con Budng? sao ching ta
lai tir bd cdc khdch hing ctia minh?
Thuc ra khong ¢6 gi phi Iy, Budng chi
khiing dinh mdt gid dinh d c6 tir lau:
chiing ta khdng ¢d giing thu hit va gilt
moi khdch hiing, hay khdng phdi moi
khdch hang déu taora gid tri cho cong
ty. Chinh vi viiy bén canh Tim - Gitt
con ¢6 Budng. Ba chit nay cing chinh
1a ndi dung chinh cta ly thuy&t quin
tri khdch hing hi¢n nay.

Blattberg va cic cOng suf (2001)
dé nghi md hinh chu k¥ sdng clia
khdch hang. Trong dé khich hang
dude coi 1a mot loai i sdn ctia cong
ty vi i sdn ndy cling nhu ¢dc nhém
tai sdn khéc trdi qua cic giai doan
trong chu ky song ctia né: (1) 1,1‘11
doan tiémning, (2) giai doan mua lin
diu va quay lai sdm, (3) giai doan

trung thanh (hay trd thanh nhém
khdch hang chinh ctia cong ty), (4)
giai doan ¥ bé. Lic ndy 1am tiép thi
ltc ndy ddng nghia véi viéc diu w
viio phit trién cdc nhém tai sén. Gid
tri mi khdch hing mang lai cho
doanh nghiép trdi déu qua tiing giai
doan ma cao nhat thudng tp trung &
gldl doan quay hu va trung thanh. Hai
ghu doan diu tiém ning v mua lin
ddu 1a hai giai doan doi héi doanh
nghi¢p diu w nhicu chi phi.

M6 hinh trén ¢6 nhiéu diém ly
thi. Thit nhat, do khong nhin thic
dugse (khong chd § hay khong lugng
héa duge) chu ky song cia khich
hiing, rit nhi¢u doanh nghiép chi chii
¥ dCn thu hit cdc khédch hang tiém
niing va chuyén ho sang mua Jin diu
tién mi hoan toan khong chd y dén
viée khai thdc gid tri thuc sy cla
khdch hing trong cdc giai doan sau.
Do vay phdi diu wr rat nhiéu cho
quing cdo va khuyt:n mai khién chi
phi ti&p thi ting rdt cao. Tinh hinh
canh tranh trén thi trudng cung cip
thué bao dién tho;_u di dong 1a mot vi
du dién hinh, TAtcd cdc nh cung cap
déu tp trung khuy&n mii rdt manh
dé thu hiit thué bao, th¢ nhu‘né, lai hét
stte thidu quan tim dén viée diu wr
niing Lfl'p chat lugrig d€ giif thué bao.
Ngay ¢d khi tinh trang nght.n mach
xdy ra thutng xuyc.n & mot sd mang
trong cic dip 1é lt,l thi cdc doanh
nghiép ciing rit ngdn ngai trong viéc
dua ra 13i xin 161 khdch hang hay ¢6
nhitng bién phip dé khdc phuc n
thit cho khdch hang. Hau hét chi lo
gianh khdch chit khong lo gilt khach.
Pay chinh 12 ¢d hdi rit 16n cho cic
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ddi thi bi€t chuyén huéng, cin dai
gilfa tim va gii.

Thit hai, chi chi trong dén tim
ma khong quan tim dén gitf cling 1a
mdt trong nhiing nguyén nhdn gia
ting tinh cd hdi chi nghia clia cdc
doanh nghi€¢p. Quang cdo sao cling
duge, chat lugng sin phim khéng
dam bdo ciing khdong sao vi khich
hang chi mua mét 1an rdi thoi, lai tim
khdch hang mdi. Thue (€ trong thdi
gian ddu cta nén kinh (& thi rudng
luén xudt hién cdc hinh thifc nay
mot mifc dd nao d6. Tuy nhién, khi thi
trudng phat trién, théng tin hoan hio
hdn, doanh nghiép va ngudi tiéu ding
déu trudng thanh thi rd rang khuynh
hudng trén s& bi dio thii, nhudng chd
cho nhitng doanh nghi¢p cam k&t [am
in bai bdn, 1au dai, ¢6 trdch nhiém
vdi ngudi tiéu diing va xa hoi.

Thit ba, tim va giit khéng ddc lap
vdi nhau, chiing ¢6 quan hé wong tic
rit chit. Rt nhiéu nha kinh doanh roi
vio “biy tim — gilt". Ho gidm gid rat
nhi¢u d€ thu hit khach hang véi hy
vong s¢ thu lai trong giai doan mua
lap lai va trung thanh. Th& nhung,
khach dén vi gid thi cling s¢& di vi gid.
Mit khédc ¢6 nhitng khich hing chi
mua khi ¢ gidm gid va ho khéng cé
khuynh huéng trung thanh véi duy
nhit mot nha cung cip ndo. Ching
han mdt s6 khd dong khich hang hién
nay ctia cdc cdng ty cung cip dich vu
di¢én thoai di dong la thanh nién, hoc
sinh— mdt bd phén lén clia nhém nay
chi mua khi c6 khuy&n maii 16n tit cdc
cong ty, roi lai sin sang chuyén sang
d6i thii khdc khi ¢6 nhitng dgt khuyén
mii hdp din hon. VAiy chudng trinh
ti€p thi phai dugc thiét k&€ va hoach
dinh trong mot k&€ hoach dai han ¢6
ddnh gid tic dong qua lai gifta tim va
git.

Tht tu, (im sai d&i wigng. Khdng
phai khach hang nao ciing la khich
hang 18t~ trén ¥ nghia phi hgp véi sy
phdt tri€n va ning lyc phuc vu cla
cong ty. C6 nhitng khéch hang chi
mua khi dude khuy&n mii thit ré.
Khédch hang loai nay chi phtt hgp véi
hinh thitc khuyén mii hang ton kho
hay khi ddnh gid ctia doanh nghiép la
trong twong lai ho sé chuyén thanh
nhém khéch hang quan trong (ching
han sinh vién t6t nghi¢p di lam ¢6 thu
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nhap 6n dinh). Hodc ¢6 nhitng nhém
khach hang rit trung thanh véi ddi thi
canh tranh ma ta lai ¢& gdng hél sic
d€ thu hiit cho bling dudc. Truding hgp
nay cin hét sifc tinh tdo can nhic kha
nang canh tranh, chi phi thu hiit va Igi
ich thu dugc. Qui ludit 20/80 trong
trudng hdp nay khd c¢6 ¥ nghia: 20%
khdch hiang tao ra 80% 1gi nhudn ctia
cong ty. Chiing ta can tinh tdo d€ xdc
dinh khich hang ctia minh, nhiéu
khong phdi ludn ddng nghia vdi 18l
Chinh ldc nay Budng la khdi niém
quan trong. Chiing ta khong giit “moi
khdch hang biing moi gid ", L¢fi nhudn
ctia cdng ty chinh 12 sy can déi gitta
khd ning giit khach hang 16t va kha
nang budng cdc khdch hing “khong
oL,

Cudi cling, giit khich hang
khong c6 nghia 1a tim moi cdch ring
budc ho trong cdc mdi quan h¢ doc
quyén ki€u “vg chdng”, ma nén duy
tri § mic “ban b¢ thin thi€t” véi
khdch hang. Mit khdc, nén ting clia
git 12 khdng ngitng ning cdp chal
lugng 8t hon ddi thi canh tranh chi
khong phédi ¢d gdng “wé6i” khdch
hang bing cdc ky thudt ti€p thi.
Ching han, hién nay cdc cdng ty du
lich trong nudc c6 nhitng két hgp rit
chait ché vdi cdc nhd cung cip dich vu
nhu khdch san, dn uéng, nghi ngoi
doc dudng, tham quan. Bdn théin viéc
ké&p hop, xdy dung quan hé 12 16t néu

n6 nhim phuc vu 6t hon nhu ciu
khéch hang. Thé nhung, rit phd bién
hién nay la do quan h¢ qué chit gitta
nén khdch hang hoan toan “bi réi”
trong cic mdi quan h¢ gilta cdc cong
ty. Khich hang hoin toan khéng
dugc chon chd in, mén dn, mudn doi
dia diém tham quan hay khong ghé
vao mot dia diém ciing rat khé khin.
Nghichiin doc duting, iin sdng hay in
trvta déu 12 Hung Phét (1,2, 3..n), véi
cdc mén dn gin nhu cong nghiép.
Moi thifc trd nén rip khudn. Ngudi ta
nhim lin gita chuin héa (cic qui
trinh thye hién dich vy dé chal lugng
6n dinh) va véi ciing nhic va go bé.
Cd hoi md ra cho nhitng nha cung cép
dich vu chuan héa trong qui trinh mé
linh dong & cdc chi tiét va cho phép
khdch hang ¢6 nhiéu lya chon phong
phti hon chit khong go b trong mot
b cdc mdi quan hé gidi han cia cdc
congly ®
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