Ke hoach hoa Va
phattrién san pham

Quan tri Harketmg

trong cac Doanh nghiép Viia va Nh

mror 8

Chuong trinh Phét trién Dy dn Me Kong NHA XUAT BAN TRE




Quan tri Marketing trong céac
Doanh nghiép Vira va Nhé

Chuong trinh phit tridn dy in Mé kéng

Ké hoach hoa va
Phat trien San pham

3
P =

TAIBAN LAN THU T



Churong trinh Phét trién Du én Mé Kéng

tai trg
Chuong trinh phit tﬂé’n dy an Mé kéng
. OPEN Vién Pai hoc Md OLA {Canada) bién
Q ) LEARNING soan
AGENCY

Canads's Ufgiong teariing Provider

Cuén sich nay do Chuong trinh Phat trién Dy 4an Mé Kong
giir ban quyén © 2001

Khong dugc sao chép hode slra déi ndu khong duge phép bing vin béan cia
Chuong trinh Phat trién Dy 4n Mé Kong.

LUUY

Cuon sich nay dugc xay dung trén co s& tai lidu giang day trén I6p do Vién Quan fri
Kinh doanh - Pai hoc Kinh té Quoc dan, Ha Noéi phat trién véi sy tdi trg cia Chuong
trinh Phat trién D an Mé Kong. Nhom bién soan tii liéu do Thac si Nguyén Quynh
Chi chiu trdch nhiém chinh. Cuén sdch nay khong duge sao chép hodc sira déi khi chua

dugc phép bing van bin clia Chuong trinh Phét trién Dy 4n Mé Kong.



Chuong trinh phit trign dw an M8 kdng

Chuong trinh Phat trién Dy 4n Mé Kong (MPDF} dugc thanh 14p nam 1997 nhim
hé tro sy hinh thanh vi phét trign clia cic doanh nghiép tu nhan vira va nho & Viét
Nam, Lao vad Campuchia. MPDF hé trg k§ thust che cic doanh nghiép trong qud
trinh chufin bi cdc du dn ddu tr véi qui mo tir 250.000 dén 10 triéu dola My.
MPDF cing tai tr¢ viéc dio tao cdc nha guan 1y doanh nghiép vira va nho, cic
ngan hang c4p tin dung cho cdc doanh nghiép vira va nhé, ciing nhu cic 16 chirxc
cung cp dich vu hé trg cho doanh nghigp. MPDF duoc diéu hanh bédi Cong ty Tai
chinh Quéc 16 (IFC) va duge tai tro bdi Ngan hang Phdt tridn Chau A (ADB),
Oxiraylia, Canada, Phin Lan, Cong ty Tai chink Qudc t& (IFC), Nhat Ban, Na Uy,
Thuy Dién, Thuy Si vd Vuong qubc Anh. Né&u cdn biét thém théong tin, xin lién hé
vGi bat k¥ van phong nao ctia MPDF tai Ha Noi, Thanh ph6 HS Chi Minh, Phnom
Penh, hoac Viéng Chan theo dia chi sauw:

Hi Noi, Viét Nam (Tru sd chinh}
63 Phd Ly Thai T4, Tang 7

Dién thoai: (84-4) 824 7892

Fax: {84-4) 824 7898

Thanh phé Ho Chi Minh, Viét Nam
Somerset Chancellor Court

Phong 3B, Lae 3

21-23 Nguyén Thi Minh Khai, Quan |
Bién thoai: (84-8) 823 5266

Fax: (84-83 823 5271

Phnom Pénh, Campuchia
175 Norodom Boulevard
Sangkat Boeung Keng Kang |
Bién thoai: (855-23) 21 9365
Fax: {855-23) 21 9361

Viéng Chin, Lao

Nehru Road, Pathou Xay

PO Box 9690

Bién thoai: (856-21) 45 0017
Fax: (856-21) 45 0020

Vu Doanh nghiép Vira va Nho, Ngan hang Thé gici
2121 Pennylvania Avenue, NW

Washington, DC 20433, USA

bién thoai: 202-473-6683

Fax: 202-322-3742



Giéi thiéu
Chuong trinh Dao tao Quan ly
danh cho cac Doanh nghiép
Vira va Nho

Téng quan

Chuonyg trinh Pao tao Quan Iy danh cho cic Doanh nghiép Vi va Nhd ducc
bién soan cho cdc nha quan 1y va chlt deanh nghiép vira va nho. La ngudi chi hodc
ngudi quan ly doanh nghiép nhd, ban quan tam dén nhiéu khia canh cba viéc diéu
hinh mdt doanh nghiép. Chuong trinh ndy s& cung cip cho ban mot bd tai ligu
huéng din vé marketing trong quan Iy doanh nghiép. Bo tai liéu ndy dé cap dén
cac chit dé sau:

. Xic dinh cac khai niém marketing

. Thu thap thong tin vé€ khdch hang.

. Phdt trién cdc thong tin v& qué trinh v xu huéng mua hang cha khich
hing :

. Xic dinh vh Iya chon thi trudng muc tiéu phi hop.

. K& hoach hoa va phdt trién sdn phim.

. Phat trién marketing cht trong mdi quan he va dé-ch vu khéch hang.

. Phat tri€n chién lugc quing cdo cho doanh nghiép

) Dinh gi4 va chién luge vé gia.

Bo tai liéu vé€ marketing ca Chiong trinh Ddo tao Quan Iy danh cho cdc Doanh
nghiép Vita va Nhg duge bién soan nham gitip cdc chii doanh nghiép vi nha quan
1y doanh nghiép ndm vilng t4t ca cdc budc trong quéd trinh marketing. Mdi cudn
sich nghién ctru mét khia canh cu thé clia hoat déng marketing. Qua timg cudn
sdch vé Marketing, ban s& hoc duge cich 1ap k€ hoach marketing va tmg dung k€
hoach dé vio thuc t€ doanh nghiép minh. Cic cudn sich vé marketing bao gém
nhimg no6t dung chinh nhu sau:



Giai thich sy khic nhau giffa nhu ciu tu nhién, nhu cu cy thé va nhu clu
¢6 kha nang thanh todn cha khich hang.

Phan biét duge sur khdc nhau gilia dic diém va loi ich cia sén phim ma
ngudi ban hang bin cho khdch hang.

Xay dung k€& hoach marketing sao cho phdt hop v6i ké hoach kinh doanh
téng thé cha doanh nghiép.

M&é ta cdc bude 1ap k&€ hoach marketing.

X4c dinh théng tin va thu thap cic théng tin cin thiét cho viéc ra cdc quyét
dinh vé chién lugc marketing.

Xdc dinh va thu thap théng tin vé khich hang va tir khich hang.
Phan tich va phan doan thi truong trong kinh doanh.

Lua chen céc thi trudmg muce tiéu phit hop cho doanh nghiép.
Xiéc dinh dic tinh ca thi trubng muc tiéu hién tai va tuong lai.

Phan tich cic chién lugc gid khic nhau trén géc do dinh vi sin phdm va
dich vu.

Xdc dinh chién luge gid cho timg thi trudng myc tiéu hién tai va tuong lai.

Phit trién c4c chién luge khuéch truong v quang cdo san phim.

Phuong phap nghién ciu cudén sach

Cudn sdch ndy duge bién soan véi muc tieu dé ban c6 thé ty nghién ciu. Mic di
cdc cudn sach duge bién soan hoan chinh, nhung né€u ban duge hudng din, tr vin
vi trao déi thong tin phan hdi thi hiéu qua hoc s& cao hon. Mi cuén sdch gdm cé:

Kién thirc ¢o ban: gém nhimg théng tin chi tiét, nhilng 151 giai thich va
cic vi du minh hga cho cdc khéi niém quan trong.

Bai tap tr kiém tra: giiip ban khing dinh kha niing ti€p thu nhilng kién
thitc co ban d3 duoc hoc.

Bai tap thuc hanh: d€ ban khing dinh kh ning 4p dung nhitng kién thic
d4d hoc vio tharc tién.

Bai tap tinh hudng: cho phép ban k&t hop mot s6 khéi niém va dng dung
chiing vao c4c tinh huéng thuc ti€n tai cdc doanh nghiép vira va nho.



. K¢ heach itng dung: cho phép ban timg budc dp dung kién thic di hoc
vao thuc tién céng viéc tai doanh nghiép.

Hoc & dau

Ban ¢6 thé doc sdch & bat cf noi dau. Song d€ dat hi€u sudt cao nhdt, ban nén
tranh nhig noi 6n 3o va ¢6 vo tuyén.

Hoc liic nao

Diéu nay hoan toan phu thutc vio ban. C6 thé ban chi m4t 8 ti€ng déng hd 1a di
hoc xong mot cudn sich, nhung néu ban cdn nhiéu thdi gian hon thi ciing khéng
nén lo ling vi véi mdi mén hoc khic nhau, moi ngudi déu hoc véi t6c d6 khic
nhau. Tét nhéat 13 nén dit k& hoach truéc va danh mot khodng théi gian ndo dé
trong nhifng ngay nhdt dinh dé hoan thanh mét cudn sach thi s& hiéu qua hon.

Hoc nhurthé nao

Khéng nén qud nén néng, hiy b tri mot thoi gian biéu déu din, vi du nhu méi 14n
chi hoc mot ti€ng. Hoc déu dan s& c6 k&t qua t6t hon nhidu 1A thmh thoang hoc
d6n trong mot thin gian dai.

Hiy chuyén tam vao nhilng diéu ban dang hoc, doc, ghi chép, hoan thién phdn bii
tap to kiém tra, bai t4p thuc hanh, v bai tdp tinh huéng. Ban ¢é thé€ thao luan vé
cic ¢ tudng va kinh nghiém thuc t€ véi nhimg ngudi khédc, vi nhir vay s€ gidp ban
ning cao sy hi€u bi€t va khic sau nhilng gi minh d3 hoc.

Sau khi d3 hoan thanh cic phén bi tip trong cuén sich, ban s& bit tay vio phén
tmg dung ching trong viéc x4y dung k€ hoach tmg dung. Hay trao d8i véi céc
déng nghiép trong doanh nghiép clia ban dé xay dung k€& hoach img dung. Hay cu
thé hod k& hoach hanh dong thanh dmg buGc v lugng dinh thai gian dé hoan
thinh timg budc d6. Nén nhé k€ hoach tng dung nay 1a m6t cong cu hudng din
hét siic linh hoat, khéng phéi 12 mét khuon khé ciing nhic. Vai thang mét 14n, ban
phai kiém tra lai k& hoach \mg dung ctlia ban va diéu chinh, néu thiy cdn thiét.
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Cé thé tim su giGp dd 3 dau
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Chinh ban than minh. Hay c6 ging hoc lai. Ding bd cuéc. Néu ban vin chua
hiéu, ddu buéi hoc ti€p theo hdy doc lai mot 14n nifa.

Gia dinh ban, ban be, hoidc dong nghiép. Ngay ci khi ho khéng hiu chii dé
ma ban dang trao déi thi trong qu4 trinh thio luin bi&t dau cau tra 15i lai loé
lén ngay trong ddu ban.

Gido vién hudéng dan cia ban. Ban c6 thé i€p xiic, yéu cdu su gitip d& ti
phia cdc gidng vién va chuyén vién tu van.

Téc gia. Cho dén thang 9 nam 2001, Chuong trinh Phat trién Dy 4n Mé Kong
(MPDF) s& chuyén cédc céu hdi cla ban ¢6é lién quan d&€n néi dung cudn sich
toi tic gid. D€ nghi gl fax, thu hodc thu dién tir t6i MPDF (xem dia chi ctia

MPDF trong phin Phi€u D4nh gid & cudi cufn sich).
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Tong quan vé Cudn sach

Cudn sich nay gidi thi¢u vdi cdc ban phuong phép thuc hién k& hoach héa va phdt
trién san phdm trong k& hoach marketing nham 1am cho san phim ciia ban phi
hop v6i cac nhu céu cha thi trudng muc tidu,

San phém 1a thanh (6 quan trong nhat trong mot k€ hoach marketing. Hiu hét cic
doanh nghi¢p déu san xuit nhiéu loai sian phdm khdc nhau va do d6 ho phai xay
dung cic k€ hoach va chiéhn luge cho timg san phim. K€ hoach hod va phit trién
san phdm 12 mot khau quan trong ciia qud trinh niy. Doanh nghi¢p phai x4c dinh
c4c dac tinh clia san phdm ma khich hang cia ho ua chuong nhdt d€ thiét ke san
phdm cho phi hop. Ho ciing phai quyé&t dinh cdc van ¢€ v& nhin hiéu, bao bi, nhin
midc, va céc dich vu hé trg san phdm.

Cuén sach nay s€ tap trung giti thiéu vai cdc ban dinh nghia va phuong phap xéc
dinh mét sin phdm, phuong phip xem xét cdc quyét dinh co ban vé sdn phdm ma
mdi doanh nghiep phai dua ra. Cudn sich cling gioi thidu v6i céc ban vi tri, vai trd
cha k€ hoach hod va phit trién san phdm trong k€ hoach marketing, déng théi
cung c4p cho cic ban nhimg céng cy cdn thigt d€ ban ¢6 thé 14p k& hoach va phat
‘trién san phdm cho cic khich hang myc tiéu cia minh. Ban s&:

1. Hiéu th& nao 12 san phdm va nhimg van dé lién quan.
2. Xem xét cdc cdch khic nhau dé gia ting gi4 tri cia sdn phdm.

3. Phan biét sy khic nhau giifa san phdm ti¢u diing va sin phim cong nghiép
(sdn phdm 12 nguyén vat lieu chia doanh nghiép khac).

4. Xem xét timg quyét dinh trong ndm quyét dinh sin phdm quan trong ma
ban phai thuc hién.

5. Ly gii duge tdm quan trong clia viéc phét trién cdc sdn phdm méi va biét
tim cdc ¥ tudng sin phdm méi & dau.

Cudn sich nay gia dinh ring ban di xédc dinh duge khich hang muc tiéu (di néu
trong cudn sich Thi trudng Muc tiéu), hiéu duge cdch ting xir cia khich hang khi
mua hdng (néu trong cuén sdch Thu thap Thong tin vé Khdch hang), va d3a co
théng tin vé khich hang muc tiéu {néu irong cudn sich Thong tin vé Xu hudng va
Qu4 trinh Mua hang cta Khich hang).

K& heach hod va Phdt trién Sdn phdm i



Muc dich

Sau khi hodn thanh nghién cdu cudn sdch niy ban ¢d kha nang 6t hon trong viée:

1. Dinh nghia sdn phm va phan biét nam loai san phim.

2. Phan biét sdn pham ti¢u dung va sin phim cong nghigp .

3. Xac dinh va md td nam quyét dinh v€ san phdm ma ban phai lam.
4. Mo ta ba cap do cha Sdﬂ phdm lam gia tang gia tri cho khdch hang.

5. Ly gidi tam quan trong ciia viéc phat trifn sin phdm méi va phan biét hai
ngudn chil yéu clia cic ¥ tudng san pham mai.

6. Gidi thich tai sao cac quyét dinh san pham lai 2 bo phan trung tim clia ké
hoach marketing.

b
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Thé nao la mot San pham

San pham 1 cdi gi d6 mad ngudi ta mua dé thod min mét trong nhitng nhu ciu cla
minh. Vat pham (thm: an, xe dap, sach) {a nhu‘ng tha chung ta nghi dén ddu t;en
khi 1dy vi du vé san phﬁm nhung ciing ¢é cic loai san pham khdc khong phai i
vat pham. Dich vu cling thod man du‘GC nhitng nhu cdu nhat dinh {dich vy sirta
chita & o, cit e, it hanh) Dia diém ciing c6 the 12 mot san phém (Ha No6i dudi
goc do 1a mot diém du lich chang han). Céac Té chire (nhr Lien H(}p Quoe Héi
Chit Thap Do} va cdce ¥ tudng (ldi xe an toan, ti€t kigm danh cho gido duc tré tho)
ciing vay déu c6 thé duge trac déi trén thi trubmg. Cin ;}hai ghi nhd niam loai san
phim nay khz ban xem xét doanh nghiep cia ban va cdc céng ty khic dang
marketing san pham gi.

San phdm Ia thanh t6 ddu tién va quan trong nhat cua mét chién luge marketing
hén hUp NG [a bo phan trung tam caoa ke hoach marketing vi chinh céc thudc tinh
cua san phdm s& quyet dmh kha nang lam ha1 long khach hang. Cic quyét d;nh vé
san phdm chi phéi tét ca cic thaoh ©© khac ctia chién luge marketing hén hop (nhu
trong Hinh 1). Nhitng thanh t6 khac cha chlén Tuge marketing 12 dia diém (hay he
théng phan phdi), gid ca va khuéch trnuong san pham

G K

Hinb !: Vi tri cha sin phdm trong marketing hén hop.

K¢ hogck hod va Phart trién Sdn phdm 3



Ba Cap do cta San pham

Khéch hang mua san phdm vi nhimg lgi ich ma ho cho 1a ¢6 thé nhan dugc 6 san
pham d6. Ho mua mdy diéu hoa nhiét d6 vi su thodi mai ma mdy diéu hoa nhiét
do mang lai; mua xe dap, xe mdy dé di lai; may anh va phim dé hwu niém; dich vu
khéch san dé€ song thodi mai va tién nghi. Chifc ning ma khich hang trong doi khi
ho mua sdn phdm d€ giai quyét mot nhu clu cta minh duge goi 1 san pham co
ban .

Cdc bo phan cdu thanh sin phdm, chét luong, dac tinh, miu m4, nhin hiéu, bao bi
va céc thudc tinh khéc phéi hop lai nhdm chuyén tai lgi ich clia sin phim co ban
cho khéch hang. D6 2 sén phim cu thé .

Ngoai cic cip do néi trén, cOn ¢d cip d6 thit 3 goi [a san pham gia tang. San
phdm gia ting bao gém tdt ca cic lgi ich va dich vy duge cung cip thém, cho phép
phan biét sdn phdm cla mot cong ty véi san pham cla cic céng ty khac. Mot cira
hang bin d6 dién tr cung cap dich vu 1ap dat dng ten mién phi cho cac khdch
hang mua TV méi cia minh, hoac mot khach san dat hoa tugi trong phong hoiic
dé keo s6-cO-la trén gdi trude gidr khach di nghi 14 nhimg vi du thuée dang nay.
Nhiing sian phidm gia ting nht vay 12 nhimg ddc diém phu thém cia dich vu ma
doanh nghiép thyc hién nhdm 1am cho san pham cia ho khic biét vdi san phim
ctia cdc doanh nghiép khic. Nhitng sin phdm nay bao gém cic dich vu lap dat,
cho vay 141 sudt thap, giao hang va cic dich vu khac. Tat ¢a nhiing dich vu phu
thém nay tr& thinh mot bo phan quan trong trong tdng thé san pham cung cip cho
khich hang.

San phim
gia tang

San pham
_ thue
Lgiich 8&n pham
c¢ ban ca ban

Dich vu Bao hanh

hédu médi

Hinh 2: Ba cp 46 cda sin phim.
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— BAI TAP TU KIEM TRA 1
Hoan thanh cic cdu saw:
1. San pham 13 mot cdi g d6 duoge bdn cho khach hiang dé
2. Thitc an, xe dap, séch [a san phdm
3. San phim bao gém 4t ci cic loi ich va dich vu phu theém,
gilp phan biét sin phim cia mot doanh nghiép nay vdi sin phdm cla cic
doanh nghi¢p khic.

!"‘\.r
3~
Yt g
— BAI TAP THUC HANH 1

Hoan thanh bz’u}g dudi day dé Iam 16 ba cép 4o san phdm trong trudmg hop dich vu
khdch san v 6 10 Toyota.

Dich vu khéach san Xe Toyota

San pham co ban

San phdm cu thé

San phdm gia tang

L
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San pham Tiéu dung va
San pham Céng nghiép

Cic doanh nghiép c6 thé phén loai sin phdm theo loai khach hang sir dung ching.
San phdm danh cho ngudi tiéu ding va cho céc doanh nghiép (ngudi tiéu dung
cong nghiép) dugce sit dung va duge mua theo nhiing cdch khidc nhau. Viéc hiéu rd
nhig khdc biét nay cé y nghia rdt quan trong d6i v6i cdc doanh nghiép vi mébi
loai san phédm yéu cdu cdc hoat dong marketing khic nhau. Hinh 3 dé cip mét s6
dang san phdm thudc hai loai néi trén.

San
pham céng nghiép
dude st dung frong qua &rinh
san xust ra cac san phdm tiéu
ding va cdng nghiép khac

San
phim tiéu ding
thod man cac nhu cdu cla ca
rhan va hd gia dinh

San phim San pham diu vao
thuén tién « Nguysn lidu thé
« Ban thanh pham

- - s Linh kién
San pham i
ra chon P
San pham ho trg

- « Lép dxt
San pham * Phu kign di kém
dic bigt » Cung cép
s Cac dich vy kinh doanh
San phim
khéng dinh tim

Hinh 3: Cic loai sin phdm cho ngudi tieu ding va cho cdc doanh nghiép
{ngudi tieu dung cong nghiep).

San pham tiéu dung

San pham tiéu dung 13 sin phdm duge mua dé tigu diing cho c4 nhan. Tuy nhién,
mdi khich hang mua cidc sin phim ndy theo cich riéng ciia ho vi diéu dé anh
hudng tdi viec lua chon phuong phap marketing ciia doanh nghiép.

6 K& hoach hod va Phét trién Sdn phém



Xa phong va kem dénh ring 14 loai san phdm khéng dét tién, duge ban & moi no.
Ngudi ta mua cdc san phdm ndy thudng xuyén va khong bd nhiéu thdi gian hay
tam tri vio viéc 1én k& hoach mua sim hay so sdnh cdc loai khdc nhau. Déy 1a cdc
sdan phdm thuan tién, doanh nghiép cung cdp cic loai san phdm nay phai dam
bdo ludn cé di san phdm dé€ phuc vu khich hang tai céc dia diém thu4n tien. Ho
c6 ging lam cho khédch hiang d& thdy va dé& tim. Vi dy, keo cao su vA bat lira
thudmg ducc bay canh qudy thu tién d€ khich hang c6 thé dé dang tim thdy ching.

San phim lua chon, nhu chinh tén goi ctia chiing, 1 nhitng sin phidm ma ngudi
mua thudng so sinh k¥ ludng cic dic tinh ohu su phit hop, chéi hugng, gid c4, kiéu
ding. Xe dap, dd gb, d6 gia dung va quin 4o 1a nhimg san phdm thuoc loai nay.
Khéch hang thudmg dinh nhiéu thoi gian, cong stic cho viéc thu thip thong tin va
so sanh. Doanh nghiép ban cdc sin phdm loai n2y cdn quan tim t6i quang cdo va
x4y dung d0i ngil nhan vién ban hang dé cung cdp thong tin cho khich hang va
thuyét phuc ho mua cdc san phim ctia minh.

San phim dic biét 1 nhitng san phdm khéc biét hon, cé nhimg dic tinh riéng ma
khich hing mong mu6n. Xe

Honda Spacy vd mdy énh dat tién |
Id nhilng vi du thuéc dang nay. %QW

Ngudi mua muén mua chinh san T
phim dé va khong bd nhidu thoi
gian d€ lua chon, so sanh nita. Ho
sdn sang di xa dé mua dugc san
phim minh muén. Doanh nghiép
bdn cdc san phdm dic biét khong
can phai ¢6 mat & nhilng dia diém
tién lgi nhung ho cdn phdi che
khach hang biét dia chi cia minh.
Cic co sé kinh doanh ciia doanh
nghiép phdi ddm bdc thé hién uy

tin ch4t lugng cla cong ty trong
céc san phdm ma he bén ra.

San pham khéng dinh im 13 nhig san phdm ma khéch hang khong biét hoic
thudng khong ¢6 ¥ dinh mua. Bdo hiém nhan tho 12 mot vi du dién hinh cia sén
phdm thuoc loai niy. Doanh nghiép cung cfip cdc san phdm khong dinh fim cin
phdi dic biét guan tdm dén marketing.
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San pham céng nghiép

San phdm céng nghiep 12 nhilmg sin ph&m ma cic khich hing c4 nhan va 6 chic
mua dé ti€p tuc ché€ bi€n hoac sir dung cho hoat d6ng cha té chitc minh. Cic t8
chic mua cdc san phdm cong nghiép. Do d6 nhiing san phdm nay khéic véi sin
phdm tiéu diing ci v& muc dich si dung va phuong phép mua bén.

Nguyén liéu va linh kién 13 nguyén liéu tho va bén thinh phim dugc nha san
Xudit mua va chiing tr& thinh mot bo phan ciia sin phdm. Nguyén liéu thé (nhu
“bong, rau vi ddu the), cdc vit lieu ding d€ ché tao va linh kién (nhu sgi va xi
ming} 12 cdc san phim thu6c loai niy.

San phim hd trg 12 cic san phdm tro gitp ngudi mua trong qud trinh sin xust
hoac van hanh nhung khong tr& thanh mét bo phan thuc sy cia thinh phdm. Nha
xudng va thiét bi 12 nhimg nhan 16 co ban ma nhi sin xuft cdn diing dé tao nén
san phdm, nhung ching khong trér thanh bo phén clia san phdm. Viéc cdc doanh
nghiép sir dung cdc san phdm phuc vu cho duy tu, sira chita, cung cdp ciing nhu
cdc dich vu duy tu, sira chira, tu vin 1 nhimg vi du tuvong tyr.

. : N
_ BAI TAP TU KIEM TRA 2
Neéu céc dinh nghia bing céch hoan thanh céc ciu sau.

1. Sén phdm tiéu ding 12

2. San phdm thuan tién 12

3. San phdm lya chon 1A
4. Sin phdm dic biét [3
5. San phdm khéng dinh tim 12

6. S&n phdm cong nghiép 1a
7 Nguyén liéu va linh kién 12 nhimg san phdm cong nghiép

8. San phdm hé tro 13 san phdm cong nghiép
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—t ¢ BAI TAP THUC HANH 2

Hiy néu tén mot san phdm cong nghiép hodc titu diing ma ban di mua
trong mdi loai san phdm sau.

San phdm tiéu ding
a) San phim thun tien:
b) San phdm lwa chon :
c) San phdm dac biat:
d) San phdm khong dirh tim:
San Qhé}ﬂ cong ngi_giég
‘a) Nguyén liéu va linh kién:
b) San phdm hd trg:

o
{ Viéc phan biét giita san pham tiéu ding va san pham
\' cong nghiép ¢6 ¥ nghia quan trong vi moi loai san
! phdm doi héi cic hoat dong marketing khic nhau.
L .

Ké hoach hod vea Phdt trién Sdn phdm



Ra Quyét din"h vé San pham

Doanh nghiép ra nhitng quyét dinh quan trong vé cdc thudc tinh clia san phim,
ahin hiéu, bao bi, nhdn mdc va cdc dich vu hd trg san phim.

Thudc tinh clia san phim

Viéc phat trién mot sdn phdm yéu cdu phal xdc dinh r6 nhitng loi ich ma sin phdm
d6 mang lai. Nhitng thuéc tinh clia sén phdm nhir chst lwong, dac diém va miu ma
chuyén ti nhimg loi ich dé.

Chit luong san pham 13 kha nang cla
san phdm trong viéc thue hién nhimng chitc
nang ma ngudi ta giao cho né. Picu nay
bao gbm do bén, d6 tin cay, do chinh xdc,
tinh d& van hanh, sita chita. Cic doanh
nghiép cdn xdc dinh chat lugng cdc sdn
phdm clia minh tr gidc do cha khach
hing. Doanh nghiép cén chon mitc do
chdt lugng sao cho vira ddp tng dwoc
mong mudn cia khach hang muc tiéu, vir
it nhat phai ngang bing véi chét lugng sin
phdm ciia cdc d6i thi canh tranh cla
minh.

Dac tinh ciia san phim 13 cong cy canh tranh cia doanh nghi¢p. Chiing ¢é thé
12m cho san phim clia doanh nghiép khdc biét véi san phdm clia cdc d6i thit canh
tranh. Do d6, nhilng doanh nghiép ddu tién dua ra dic tinh méi cla san phdm s&
gianh duge lgi thé canh tranh quan trong. Céch 6t nhét d€ x4c dinh nhing diic
‘tinh méi ciia san phdm 14 ti€n hanh diéu tra ¥ kién clia cdc khach hang di sir dung
san phdm dé. Néu mot dac tinh méi clia san phdm mang lai gia tri cho khdch hang
1én hon mic chi phi mid doanh nghi¢p ctia ban phai tra thi ban nén dua them dac
tinh dé vao sin phdm ciia minh.
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Thiét ké san pham 14 qud trinh thiét k€ ki€u dang va chitic nang cua san phim.
Thiét k€ t6t s& lam tang c& vé dep va tinh hiru dung cia san phdm. N6 12 mét khau
trong qud trinh tao ra mot san phdm hap din, dé sir dung, an toan, chi phi sit dung
va stfa chita thép, tiét kiém trong san xu4t va phan phoi. Thiét k€ san pham lam gia
tang l¢i ich cho khdch hang va cho phép doanh nghiép san xudt ra san phdm dép
Ung yéu ciu cia khiach hang theo nhitg phuong thic riéng, qua dé san phdm cia
doanh nghiép khdc biét v6i san phim clia c4c déi thi canh tranh. Thi dy, bot giat
OMO c6 thiét k€ bao bi r4t riéng biét v6i quai xach lién. LADODA tao nén loai
cap ba 16 doc ddo nhét cho hoc sinh v6i nhimg hinh v& hai hudc trén d6.

pham mang lai cho ngudi mua.

{
\) Thuéc tinh cia sdn pham chuyén tai nhitng lgi ich ma san
l—._ '

Nhan higu

Nhan hi¢u 13 mot thudc tinh quan trong ciia san phdm. Nhan hi¢u cé thé 1a n goi,
kiéu ddng, bifu tuong, hodc bit cif dic diém nio cho phép phan biét sin phim ciia
nha cung cdp nly véi san phdm clia cdc nhi cung cip khdc. Nhin hidu thé hien su
cam k&t cia doanh nghiép trong viée cung cip cdc san phdm v6i dac tinh, 1di ich,
chat lugng va kifu ddng nhét dinh cho khdch hang. Mot nhin hiéu thanh céng sé
gianh dugc sy trung thanh l1au dai cta khdach hang. Diéu d6 giai thich tai sao cdc
cong ty nhu Sony, Samsung va Panasonic tién hanh ddu tu marketing dii han vao
quang cdo, tuyén truyén vi sin xuft bao bi nhdm am cho nhin hiéu cia sdn phim
ngay cang dugce thira nhan rdng rii hon. Céc nhin hiée quen thudc cung cdp cho
khach hang thong tin va cung c6 long tin cia ho.

Doanh nghiép nén chon tn nhin hiéu san phdm thod min cdc yéu cdu sau day:

» Tén nhin hiéu phan dnh dugc 1gi ich va cong dung ctia san phdm.

¢ Tén nhan hi¢u 1am cho cdc hoat dong quéang cdo tr& nén dé dang hon.

e Tén nhin hié¢u cin ¢d ¥ nghia, d€ doc, dé nhan biét va dé nhd.

Tuy nhién, khé c¢6 thé thi€t k&€ mot tén nhin hiéu ddp (mg tdt c& cdc yéu cdu néi
trén. Khi doanh nghi¢p ctia ban muén chon mot t8n nhan hiéu, cdch t6t nhat 1 lap
mét danh sdch cdc tén nhin hiéu, tranh tuan vé nhitng wu diém cia timg tén nhin
hi2u lién quan d&n ba yéu ciu néi trén, sau d6 chon ra tén phi hop nhét. Doanh

nghi¢p phai chon nhiing t8n nhan hi¢u ¢6 kha nang tdn tai lau dai. Né&u thudng
xuyén ddi tén nhin hiéu, khich hang cha ban s& bi nhdm {in.
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thanh liu dai.

,\ f Nhin hiéu I3 thuéc tinh quan trong ctia mét san phdm vi
I\,}. mot nhan hiéu thanh cong sé 1am cho khach hang trung
R ——— '

Bao bi

Bao bi 1 viéc thiét k€ va sin xuat vat dung chira dung san phdm. Bao bi ngay cing
tré nén mot cong cu marketing quan trong vi né mang lai cho doanh nghiép loi the
ding k€ so vdi cdc d6i tha canh tranh ciia minh. Chi phi cho bao bi ¢6 thé chi¥m
181 10% gia thanh san phdm. Bao bi t6t s&: -

+ Bao boc va bao vé dugc sin pham.

« Thu it duge su chi 7.

e Phan anh duogc néi dung bén trong.

s D4y nhanh viéc ban sdn phim.

» D& déng géi, van chuyén san phdm thong qua cic kénh phan phéi.

e Phi hop véi céc yéu ciu va quan thm vé méi trudng.

Bao bi ngay cang tré thanh mét cong cu marketing quan

N
l\,} trong vi né c6 thé mang lai cho doanh nghi¢p loi thé dang
A —— '

ké so v6i cic doi tho canh tranh céa minh.

Nhan sién phdm duge in hoac din trén bao bi sdn phdm. Nhin san phdm thuc hién
cac chifc nang sau:

s Nhin xic dinh san phdm hoic nhan hiéu.

s N6 miéu ti sdn phidm: do ai san xuft, san xudt khi ndo, bao gém nhimg gi (vi
dy, cdc sin phdm thuc phdm), cong dung th€ nao v.v....

e Nb tuyén truyén cho san phim thong qua sy h4p din cta thiét k€ va mau sic.
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Cac cong ty khdc nhau cung cip s6 luong thong tin khdc nhau wén nhin séan
phdm. Cédc nhin san phim cung cép cho khdch hang théng tin vé thinh phdn cau
thanh san phdm, phwong phdp sit dung hop 1y, kha nang hoat dong, nhimg han ché
va nhitmg diéu cdn luu §. Cong ty phai dam bdo ring nhan san phdm cla ho phai
c6 d4 cdc théng tin cén thiét,

e

%f Mot nhan san pham duge thiét ké hieu qua sé ghip cing

¢6 nhan hiéu va tén tudi cia cong ty.

Cac Dich vu Hé trg San pham

Cic dich vu hé trg séan phdm 1a céc thanh & dich vu khdch hang trong chién luge
san phim. D6 14 nhing dich vu ma doanh nghiép cung cdp cho khich hang dé ho
¢6 thé thu hrong dé dang hon céc loi ich m2 san phdm dem lai. Ching ¢ thé Ix
kénh dién thoai cung cp thong tin mién phi, dich vu tin dung hoac cédc dich vu
bdo hanh, baoc dudng. Cung cip dich vu hé trg nhiéu hon va 18t hon ciing 12 mot
cich tao nén lgi the canh tranh. Dich vu khach hang tot s& mang lai loi nhuan cho
doanh nghiép.
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— BAI TAP TU KIEM TRA 3

Hay chi ra cdc cau dudi day 1 ding hay sai.

1. Chi phi cho bao bi phai dugc quén Iy cdn than dé cé thé & mic dudi 10%

gid thanh san phdm. U Ding 01 Sai
2. M6t nhan san phdm duge thi€t k€ hiéu qua s gidp cing c8 nhan hiu vi

tén tudi cha cong ty.  Diing (1 Sai
3. Cidc doanh nghiép cén gidm thi€u céc dic tinh clia sdn phdm dé duy tri gid

va gid thanh san phim & mifc thap. U piing U Sai
4, Nhin hi¢u 14 mot thudc tinh quan treng cla san pﬁém vi mot nhin higu

thanh céng c6é thé 1am cho khéach hang trung thanh hon.
U bing 1 Sai
5. Dich vu hd trg sin phdm 14 cic dich vu ma doanh nghiép cung cap cho
khach hang nhim gigp khach hang thu hudng nhimg 1oi ich ma ho trong
dqi & san phdm mét ciach dé dang hom.

d Bing 1 Sai
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Quan ly San pham

Heé théng quéan 1y sdn phdm giao trach nhiém vé& deanh s& va loi nhudn thu duoe tir
mot san phim nhat dinh cho ting nguti phy trdch. Chuong ndy néi vé vai trd clia
ngudi phy trdch san phdm, déng thdi xem xét phuong céch cic doanh nghiép tac
ra cdc ¥ tdng san phdm moi.

Chtrc ning cia Ngudi Phu trach San pham

Ngudi phu trdch san phdm hay nhin hiéu ¢6 hai chic nang co ban: chifc nang
quan Iy k&€ hoach va chitc nang guan I¥ sdng ki¢n.

Chirc nang quan ly ké hoach doi hdi ngudi phu trach phdi phéan tich thi trutmg ho
dam nhiém, phét trién céc chi€n luge marketing, phan b6 cic ngudn luc danh cho
marketing va gidm sdt viéc thuyc
hién cic k& hoach marketing cho
mot hoiic mét s6 san phdm. Ho lap
k€ hoach vd kiém sodt cic hoat
dong marketing cho sdn phim cia
minh. Cong viéc nay dot hoi ho phai
guan tam dén nghién citu thi tradong
va khiach hang, nghién citu vi phat
trién san phdm, bao bi vi nhin mac,
phan phdi v ti¢u thy, quang cdo va
khuéch truong, phéan tich va du bdo
tinh hinh kinh doanh. Ho phai xem
xét chién lugc marketing hén hop
cho timg san phdm minh phu trdch va diéu chirh ca s6 lvgng nguén luc danh cho
mot sdn phim vi cdch thitc cong ty str dung cdc ngudn hre do.
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Trong cdc doanh nghi¢p vira va nho, chii doanh nghiép thudmg thuc hién nhiéu
chic ning quan Iy k&€ hoach clia ngudi phu tréch san phdm, nhung khi viéc kinh
doanh phdt trién, cin cé ngudi phu trich san phim d€ dam nhiém nhitng trich
nhiém nay.

Chiic nang quan 1y sing kién ddi hoi ngudi phu trich san phdm phai huéng dén
qué trinh tao ra san phdm mdi va dua chiing ra thi trudng. Ho chiu trich nhiém vé
qud trinh phét trién san phdm méi.

D¢ theo kip nhing thay déi vé thi hi€u va doi héi cha khach hang, doanh nghiép
phéi thudng xuyén phét trién cdc san phdm va dich vu méi. Tuy vay, day la cong
viéc ddy rii ro, vi phédn 1én cic san phdm méi déu that bai. Mot s nghién ciu ude
dodn ring, trén 80% s6 san phdm méi bi that bai. M6t doanh nghiép c6 thé giam
thi€u riii ro néu doanh nghiép d6 phit trién qué trinh k&€ hoach hoa san phim méi
va thyc hién qué trinh dé bing cde nd luc cha todn bo doanh nghiép. Pay la trich
nhiém én cha ngudi phu trach san phdm va ciing thudng déi hdi s hd trg v tham
gia clia cdc cip cae nhilt trong ban 13nh dao doanh nghiép.

\ ‘ Khi viéc kinh doanh phat trién, nhiéu doanh nghiép vira

I\” va rhé cin cé ngudi phu trach sin pham hoac nhan hiéu.
!

R

Phat trién cac San pham Méi

C6 nhifu nguyén nhan din dén sy thit bai cla céc san phdm méi. Dudi day 13 mot
s6 nguyén nhan thuéng gip: '

s Thi€t k€ san phim c6 thé c6 161 va sin phdm khéng mang lai nhimg loi ich ma
ngudi ta mong doi. }

s Ngudi sin xuit c¢é thé d3 danh gid qud cao tinh hinh thi trudng.

s Nguoi san xudt cé thé di danh gid thdp mitc d6 canh tranh.

* Gid c6 thé qué cao.

¢ Khuéch truong san phdm c6 thé chua dit manh dé thu hit dd s6 ngudi mua.

» Gia thanh c6 thé cao hon du kién.
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Céc nghién ciu vé nhitng san phdm méi khong thinh céng cho thdy doanh nghiép
phai hidu sau sic khdch hang muc tiéy, thi trudng va 46i thi canh tranh cha minh.
Ho phai phét trién cdc san phdm mdi ¢é thé mang lai gi4 tri cao hon cho khach
hang. C6 thé phée trién cdc san phdm nhu vay theo bén cdch sau: (Xem Hinh 4)

A. Phét tri€n cdc san phim hién c¢6 bing céch tao ra kiéu ddng, kich ¢@, hoac
dang méi cho céc thi trudng hién cd.

B. Pua cdc sin phdm méi vio thi trudmg hién cé.
C. Pua céc san pham hién c6 viio cdc thi truimg méi.

D. Bua cdc sin phdm mdi vio c4c thi trudmg méi.

San phdm hign ¢ San phdm mat

D

®

Thi trudng
mdi

X

-

THI TRUONG

Thi trudng
hién cb

SAN PHAM

Hinh 4: Phét trién sdn phém méi.

Céc y twdng san phdm mdi xudt phit tit cdc ngubn bén trong va bén ngoai doanh
nghiép.

Ciac nguon bén trong chi€m hon 55% cdc ¢ tudng san phim méi. Cic ¥ tudng
ndy c6 thé 1a ket qué cha hoat dong nghién ctu va trién khai hoic tir cdc nhan vien
chia doanh nghiép tham gia vio san xuat va thi€t k€ san pham. Ngudi phu trich va
nhan vién bdn hang cling cé thé dua ra nhimg ¥ tudng moéi. Mot s6 doanh nghiép
thu it sing ki€n cha cdc nhar vién va cé hinh thitc cong nhan va phat huy cic
séng ki€n cé gid tri nhit.
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Cac nguon bén ngoai gébm khich hang, d6i thit canh tranh, nhimg ngudi phan
phéi, cung cép va nhilng ngudi khic.

Y tudng nay sinh tit viéc quan s&t va ling nghe khich hing chi€m khoang mot
phdn tr tdng s6 ¥ twong san phdm méi.

Mot phdn tr con lai clia ¥ tudng sdn phim mdi xudt phat tir viec quan sdt hoat
ddng cla cic d6i thi canh tranh. Hoat ddng quing cdo va cdc quan he khdc cla
cdc d6i thit goi ¥ cho chiing ta nhitng viéc ho dang dv dinh ti€n hanh. Cic doanh
nghi¢p ciing thudng mua san phdm cta d6i thi canh tranh, thio rdi ra dé xem
chiing van hanh th& nao va tim cich copy.

La ngudi gdn giii véi thi trromg, nhimg ngudi bén 1€ (nhitng ngudi phan phéi, cung
tmg v.v...) thudng 1A ngudi ddu tién phit hién ra cac vin dé clia ngudi mua va c6
cic ¥ tudng san phidm méi. Céc tap chi thuong mai, hoi chg thuong mai, cdc nha
sdng ch€ va cédc cong ty nghién citu thi trudng ctng 13 cdc nguén khdc clia ¥ tuong
san phdm méi.

A ——
{ d ( S PN 2
_ e BAI TAP TU KIEM TRA 4
Hoan thanh cédc cau sau bing cdch dién vio khodng tréng nhiig tir con thifu.
i Mot ngudi phu trich san phim hoac nhin hiéu ¢6 hai chic nang chinh:
chiic nang va chiic nang
2. Trong mot doanh nghiép vira va nhé thudng thuc hién

nhiéu chifc ning quan 1y k& hoach clia ngudi phu trach san phdm.

3. Mot s& nghién ciu wéc dodn ring, hon 80% s6 sidn phdm méi bi

4. Y tudng sang phdm méi xuit phat tir nguén v ngudn
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y BAI TAP THUC HANH 3

Mot ngudi phu trdch sin pham quan niém [& doanh nghiép ctia 6ng ta cdn ngimg
ngay vigc sdn xuft mot sén phim khi gap khé6 khiin trong viéc tiéu thy sin phim
d6 va cho ring doanh nghiép cdn phat trién san phim méi dé thay thé. Ngub'i phu
trdch san phdm khdc c6 nhiéu kinh nghiém hon thi khing dinh 13 -¢6 thé cai tién
san phim d6 vi cha ring doanh nghiep khong cn phai phét trién san phdm mdi dé
thay the. Hay trinh bdy céc luan c& ma ngudi phuy tréch nhiéu kmh nghiém c6 thé
sir dung d€ bao vé quan diém cha minh. -

Céc Iuén cit ting ho viéc cdi tién san phdm: _ '
1.

Doanh nghiép can phai phat trién cic san pham va dich vu
'\ ' moi dé theo kip nhimg thay déi vé thi hiéu va doi hoi cia
I\ khach hang. Cidc ¥ tudng sin phim mdéi c6 thé xuat phat tir
nguon bén treng va bén ngoai.
!
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BAI TAP TINH HUONG 1
MINH HOANG (A)

Piu nhimg nam 1990, s8 lugng khdch nudc ngodi vao Viét Nam dot ngdt tang lén
do rthilmg huong ag tich cyc cla khdch du lch ciing nhir cdc doanh nhan nudc
ngoii d6i voi nhitng nd luc cia Viét Nam trong viéc md ra nhimg quan hé chat ché
hon vai the gidh bén ngoai. Trong béi canh d6, cic cong ty du lich qubc deanh
mang nang tinh quan lidu khong thé dip ing duoc nhu cdu tang vot cha thi trudng
va do 46 44 tao co hoi to 16n cho cac doanh nghiép tr nhan ¢b ¥ chi kinh doanh.

Ong Son, chii mot cira hiéu nhd san xudt phy ting va slta chita xe may tai Ha Noi,
mbt trong sg nhung nguo‘x c6 dau é¢ kinh doanh, di nim duoc co hdi nay. Bing s6
tién i€t kiém cla minh va vay thém cia ban b2 va gia dinh, éng Son di xay dung
mo6t khach san mini & trung tdm Hi Noiw Khidch san mini 20 phong cha éng ta
cung cip cho khich hang ¢d dich vu dién thoai IDD, mdy FAX, cho thué 6-16 va
mua vé xe lira.

Vo thiit gian 46, chi ¢6 it khdch san cung c4p cdc dich vu twong tir, nhung gid déu
¢ao hon gid & khdch san cia éng Son. Dé thu hiit dit khich, éng ta chi cdn lam cho
moi ngudi biét loai dich vu ma éng cung cap. Ong Son dang quang cdo trén mét
s6 dn phdm bing tiéng Anh tai Viét Nam va trd 10% hoa hong cho bit o ai gidi
thiéu khdch t6i khich san cha minh. Cong viéc kinh doanh chia ong ta nhanh
chéng thanh cong trong mot thi trudng du lich cdu dang vuot cung.

Lgi nhudn thu duge ur khich san trong giai doan 1990-1994 dat trung binh tir 750
dén 800 tricu déng méi nam. Ong Son chinh thic 14p cong ty Minh Hoang, cong
ty trach nhiém hitu han tv nhan cia minh vao nam 1992, theo Luat Cong ty cla
Vit Nam.

Nam 1964, éng chi cong ty Minh Hoang cam thiy thdi k¥ cyc thinh ciia du lich
di qua r6i, cho du 6ng ta vin ti€p tuc thu duge ot nhudn tir kinh doanh khich san.
Cung da vuot cdu vi ong quyét dinh d6 13 thdi diém phii chuyén linh vue kinh
doanh. Viéc chuyén sang linh vuc khdc 1a mot quyét dinh sdng sudt vi cudi nam
1994 toan bo nganh du lich bat ddu suy giam. Cic khdch san mini moc 1én nhu
nim nhung t6c d6 tang khdch du lich vdo Viet Nam di giam déng k€. Trong hai
nam 1995, 1996, cong ty Minh Hodng 16 it 3 dén 5 triéu ddng mdi thing.
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Trong b6i canh d6, 6ng Son di tim ki€m co hoi kinh doanh méi. Sau khi tham
guan rit nhiu noi, 6ng nhan ra ring & cdc khu vuc xung quanh nhu Héng Kéng,
Théai Lan va Trung Qudc, cdc nha hang hai san twoi s6ng dang rat thanh cong.
Nhitng nha hang loai nay luon huon ddy khich. Cing c6 nhitng nha hang nhu vay
& mién Nam Viét Namn, nhimg & Ha Noi chi c6 hai nha hang va ca hai déu qud ¢4t
ddi véi phin 1dn ngudi Viet Nam. ~

Nha hang hai san tuol séng clia cong ty Minh Hodng mang tén Sao Bién ciing cé
khong khi vui vé nhu 6ng chil chia né di thdy trong cdc nha hang tuang ty & cic
nuét khac nhung gid bdn thdp hon dang k€ so vdi gid cha cdc dGi thit. Vi dy, Sao
Bién ban tom him véi gid 600 000 déng/kg trong khi hai d6i tha clia né ban véi
gid han 1 tridéu déng/kg.

Sao Bién 44 thing loi caoc hon mifc ma ong Son trong doi. Véi loi nhuan thu dugc
ngdy cang ting, ong Son md rong viéc kinh doanh nha hing hai sin tuoi s6ng
thanh day chuyén, m& ra bon nha hing nita trén khip thinh phé. Pén nay, cic nha
hang Sao Bién nim gilt 70% thi trudng hai san twoi s6ng, véi doanh s6 hang thing
clia mdi nha hang tir 30 dén 35 tridu déng.

Hién ong Son rdt hai long v&i thanh cong cha cong ty Minh Hoang va dang bit
ddu suy tinh v& k€ hoach ti€p theo cua minh.
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--'-"7' - PHAN TICH BAI TAP TINH HUGNG‘ 1
Hay tra 11 céc cu héi sau dua trén. nhung thong tin tir nghién ciu tinh hu()’ng trén

Kem xét vigc kinh doanh ciia khich san Minh Hoang vao thdi diém nim

1994 va 1ra 1 edic cau hdi sau day vé k& hoach hod va phit trién san phdm

 cla céng ty..
- ,a) Ai [ khéch hﬁng trong thi trdmg muc tiéu cha cong ty?

b) Nhu .eé.ui:ﬁa ha la 'gi?_: -

-¢) Cang ty cung cip loai sén phém gi dé thod min cdc nhu cdu d6?

_ d) Chién lyge san phdm hién tai ciia cong ty 12 gi?

e} Chién luge sdn pham tuong lai ctia cong ty 12 gi?

Xem xét nha hang Sao Bién clia cong ty Minh Hoang va tra 1&i cdc cau hoi
sau d4y vé k&€ hoach hod v phét tri€n san phdm cta ho.

a) Ai Ia khdch hang trong thi trudng muc tiéu clia cong ty?

b) Nhu cdu cia heg 12 gi?

¢) Cong ty cung cép loai sin phdm gi dé thoa man cic nhu cdo d6?

d) Chién luge sin phdm hién tai clia cong ty 13 gi?

¢) Chién lugce sin phdm tong lai cha cong ty 1a gi?
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Tong két Cudn sach

Hay ddnh gi4 sy tién bo cha ban dya trén bén muc tiéu dé ra & phin ddu cudn sich
nay. Nhu viy, t&i thoi diém nay ban d3 ¢6 kha nang tt hon trong viéc:

1. DPinh nghia san phdm va phan biét nam loai san phim.

2. Giai thich tai sao cdc quyét dinh san phdm lai 12 bé phin trung tAm cla ké
hoach marketing.

3. Mo ta ba cp d¢ cha sdn phidm 1am gia ting gid tri cho khich hang.
4. Phan biét sin phdm tiéu diing va san phim cong nghiép
5. Xic dinh v2 mé ta nim quyét dinh sidn phim ma ban phai lam.

6. Ly giai tdm quan trong cilia viéc phdt trién san phdm méi va phan biét hai
ngudn cht yéu clia cdc ¥ twdng sén phim méi.

Cufn sdch nay 13p trung vac thanh 3 quan trong nhét ca chién luge marketing
hén hgp chia doanh nghiép: san phdm ban cung cdp cho khéich hang. Ba phén ddu
clia cudn sich nady gidp ban hifu rd mot san phdm 12 gi, ra cdc quyét dinh san
phim va quén 1y sin phdm nhu the nao. Hidu vé san phdm ¢6 nghia 14 ¢6 thé phan
‘biét ba c4p do clia san phdm: )

* Sin phim co ban, bao gbm nhifng loi fch co ban dé thod mdn nhu ciu cha

khich hang (s thoai mdi do méy diéu hoa nhiét do tao ra, sy thuin tién trong
di lai do xe may mang lai).

e San phim cu thé bao gém chd: lugng, kidu ddng va dac tinh, ching phdi hop
v&i nhau d€ san phdm co ban thé hién loi ich

* Sin phim gia tang bao gdm cdc lgi ich va dich vu phu thém 1am cho sén phim
ciia ban khdc biét vai sian phdm ctia ngudi khéce (dich vu 14p dit, cdp tin dung.
131 sudt thdp. chuyén ché, cung cdp phuong tién mién phi).

Ba c4p do san phdm k&t hop vdi nhau tao nén san phdm ma khach hang mua.
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D& hia mot san phdm ciing cin phan biét 18 sy khic nhau giita san phdm céng
nghiép va san phdm tiéu ding. Sdn phdm tiéu ding gém cdc san phdm thuan tién
{keo s6-co-Ia, bdo, xa phong, kem dinh rang), sin phdm lua chon {xe dap, d6 gd,
dé gia dung, qudn 40), san phdm dic bi¢t (xe Honda Spacy, may anh dit tién) va
san phdm khong dinh tim (béo hi€ém nhan tho).

Doanh nghiép phai ra ndm quyét dinh san phdm quan trong vé: dic tinh ciia san
phdm, nhin hiéu, bao bi, nhan sin phdm va cdc dich va hé trg sén phdm.

e Thudc tinh cGa sdn phdm xdc dinh nhilmg lgi ich ma sin phidm s& dem lai vé
mit chat lwong, dic tinh va kiéu ddng.

o . Nhian hi¢u phan bi¢t san phdm cda nha cung cip niy véi san phdm cla cdc nha
cung cdp khdc. Dé 14 [o1 cam k&t cha doanh nghiép cung cdp cho khich hang
cdc san phdm vd&i ki€u dang, chét luong, Igi ich va dac tinh nh4t dinh vi én
dinh. Nhin hiéu 13 thu6c tinh quan trong ctia san phdm vi cdc nhin hiéu thanh
cang s€ 1am cho khich hang trang thanh lau dai v&i doanh nghiép.

e Bao bi déng géi bao gdm viéc thigt k€ va sdn xudt cic vat dung d€ chita hoac
g6 san phdm. Bao bi ddéng g6i di tr& nén mot cdng cu marketing ngly cing
quan trong vi né mang lai cho doanh nghiép l¢i th€ dang ké dsi véi cic d6i tha
clia minh.

e Nhin san phdm duge in hoac dén trén bao bi san phdm. Mot nh3n san phim
dugc thi#t k€ hi¢u qua s& giip cling ¢6 nhin hiéu va tén tudi clia cong ty.

s Cic dich vu hé trg sdn phdm 14 céc thianh t6 thuéc linh vy dich vu khach hang
trong mot chi€n luge san phdm (kénh dién thoai cung cAp thong tin mién phi,
dich vu tin dung, dich vu bao hanh, bac dudng). Cac doanh nghiép cung cip
céc dich vu chit lugng cao thudng hoat dong higu qua hon céac déi tha <6 dinh
huéng cung cép dich vu it. Dich vu khach hang 6t s€ c0 loi cho kinh doanh.

He¢ théng quan Iy san phdm t8 chic cdc hoat dong quéan 1y san phdm sao cho
doanh s8 vi loi nhuan clGa timg san phdm nhat dinh duge giao cho mot ngudi phu
trdch nhat dinh. Nguéi phu tréch sin phdm ho#ic nhan hiéu n3y c6 hai chic ning
chi y&u: chifc nidng quén 1y k€ hoach va chlic nang quan ly siang kién. Khi kinh
doanh phiét trién, cic doanh nghigp vira va nho cén phdi c6 ngudi phu trdch gdnh
vic trich nhiém vé sdn pham hodc nhin hiéu.

C6 nhiéu nguyén nhan Iam cho c4c sin phdm méi bi that bal. Cic nghién ciu vé
san phdm méi thanh céng chimg td ring cic san phdm md&i phéi cung cidp cho
khéach hang céc gi4 tri cao hon. Doanh nghiép cdn phai phét trién cdc sdn phdm va
dich vu méi dé theo kip su thay ddi vé thi hi€u vk dodi hdi clia khich hang. Cac ¢
wéng sin phdm méi xudt phdt tir cd cdc ngudn beén trong (55%) va bén ngoai
{45%). C4c ngudn bén ngoai gdm khéch hang, déi thil canh tranh, nhimg nha phan
phoi, cung cdp vi nhimg nguoi khdc.
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Tém lai, sin phdm 13 y&u 1§ truée nhit vh quan trong nhat cha chién luoc marketing
hén hop. D6 1a b6 phan trung tAm clia k€ hoach marketing vi chinh cédc dic tinh vi
thu¢c tinh cha san phdm quyét dinh khéd nang thoid man khdch hang. Cic quyét
dinh san phim tic dong manh dé€n 4t ci cdc thinh t6 khéc clia chién luge
marketing hén hop (kénh phan ph6i, dinh gi4 va khuéch truong san phdm)
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Ké hoa_lch img dung

K& hoach img dung la gi?

K& hoach Ui'xg dung 1a cong cu gnip ban ing dung nhilng gi ban hoc duge vao thuc
& cdng viéc clla minh. Cuén sdch huéng din vi gitip ban mo ta chién luge san
phém hién tai v twong 1ai clia ban.

Lam thé nao dé hoan thanh mot
Ké& hoach ting dung?

Ban nén xem lai cdc thong tin co ban, cdc bai tap ty kiém tra, bii tap thuc hanh va
bai tap tinh hudng ma ban di hoan thianh trong cudn sich nay, va day chinh 12
nhitng co s& phuc vu cho viéc xay dung k€ hoach tng dung ciia ban.

Hay thyc hién timg budc cta ban k€ hoach tng dung. Hay suy nghi va chudn bi
cau tra 18i cho méi budc trong k& hoach ing dung. Néu cdn thiét ban c6 thé tham
khao ¥ kién hoic 1&i khuyen ca cdc ddng nghiép.

Lam gi véi Ké hoach img dung?

K& hoach Ung dung 12 danh cho ban. K& hoach d6 khong duoc dénh gid cham
diém va khéng ai phai xem lai trix khi ban yéu cu mot ngudi ndo 46 xem xét lai.
Nhyr di néu trén, k€ hoach g dung 13 mot cong cu va mot ban huéng din danh
cho ban.
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Sau mét thdi gian, ban nén xem xéf lai k€ hoach iing dung clia minh mot cdch
dinh ky. Hiy sita d6i ke hoach khi cén thiét. Hiy xem lai:

] Nhimng gi dang phat huy téc dung?

. Nhimng gi c6 thé phai cai ti&n?

. Lam thé€ nao d€ cé thé thuc hién céc cai tign?

Hiy thuc hién bt cif thay déi cdn thigt ndo cho ban k& hoach ing dung cita ban.
Hay cap nhat ban k& hoach tng dung thudng xuyén, vi du nhu ba thing mét 14n.
Dimng quén thira nhan su ti€n bd cha ban va hiy in mimg nhiing thank cong cla

minh. N&u ban phit hién ra nhilng khia canh méi ma ban quan tam, hay bé sung
chiing vie k& hoach iing dung.

Budc tiép theo

Bay gi® [2 hic ban bit ddu hoan thanh K& hoach Ung dung & trang sau.
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'KE HOACH UNG DUNG
KE HOACH HOA VA PHAT TRIEN SAN PHAM

BUGC 1: HIEU VE SAN PHAM

1. Hidy chon mot sin phém ma doanh nghiép chia ban san xu#t ho#ic phan
phéi. Néu so luge nhig loi ich co ban cia sén phdm dé thee ba cip do sén
phim.

a) Sén phdm co bén

b) San phim cu thé

c} San phdm gia ting
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BUGC 2: MIEU TA SAN PHAM

I. Hay miéu t4 sin phdm cla ban:

2. Nau 16 cdc dic diém cha san phdm ciia ban. _
San phim tiéu diing San phidm céng nghiép
a Thuan tién - a Nguyén licu va linh kién -
J Lua chon (J Cic san phém hé tr¢
U bac vier
U1 San phdm khong dinh fim

3. Hay miéu ta cic thudc tinh clia sin phim:

a) Chat luong san phdm

b) Céc dic tinh clia san phdm

¢) Kiéu déng
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BU'GC 3: PHAT TRIEN CHIﬁN LUQC SAN PHAM

1. Hay mléu ta. chiéx luge sin phﬁm hién hanh ciia ban.

GOI Y-: Ban cé dung nhdn hiéu k_’?zong? Ban dung loai bae bi gi? Ban cung
cdp cho khdch hang dich vy hé 1rg gi?

2, Hay miéu 4 chin hroc san phim nr{mg 1a1 ctia ban. C6 gi thay déi so v&i
. chign lugc hign. hanh? &
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BUGC 4: PHAT TRIEN SAN PHAM MOI

I. Hiy néu mot hodc vai san phdm mdéi ndo ban cé du dinh phit trién.
P
2. V&i mdi san phdm, hdy chi rd thi trudmg khich hang muc tiéu ma ban dinh

phuc vu, miéu ta nhu cdu cha ho v san phim ban du dinh cung cdp dé
thoa mén nhifng yéu cdu d6.

a) Thi trudmg khéch hang muc tiéu

b) Nhu céu ctia khdch hang

¢} San phim dy kién cung cip

3. Hiy miéu ta cdc chién fwge san phdm ban dy dinh s€ thuc thi khi dua cdc
san phdm mdi ra thi trudmg.
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Hoan thanh cic cu sau:
i. S&n phdm I& mot cdi gi d6 duge ban cho khdch hang dé thoa man mét
nhu ciu.
2. Thitc an, xe dap, sich 14 cdc vat pham.
3 San pham gia ting bao gém tdt ¢4 céc Igi ich va dich vu phu thém, giiip
phén biét sdn phdm clGa mot doanh nghiép véi san phim clia cdc doanh
nghiép khéc.
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—_— _ BAITAP TU KIEM TRA 2

Néu céc dinh nghia bing cach hoan thanh céc cau sau.

1. S4n phdm tiéu ding 14 cac sdn phidm do nhimg ngudi tiéu ding cudi
cing mua dé thoa man nhu ciu cia ca nhén ho.

2. San pham thuan tién 13 cdc sdn phim ma khdch hing mua thuong
xuyén va it khi chon lua hedc so sianh.

3. San phdm lya chon 1 c4c sin phdm ma khi mua khach hang thudng so
sanh can than vé tinh phdt hop, chat lugng, gia cd va kiéu dang,

4. Sin phfm dic biét 13 cic shn phim dic thii voi nhimg tinh chit riéng
biét ma khach hang muén.

5. San phim khong dinh fim 13 cdc san phdm ma khach hang hoic 1a
khéng biét hoac thutmg khéng du dinh mua.
6. San phim coéng nghiép 13 cdc sdn pham ma cic ci nhan hay té chidc
' mua d¢ ché bién tiép hoac sir dung trong qua trinh san xudt.
7. Nguyén liéu va linh kién 12 nhitng san phdm c6ng nghiép sé trd thanh bo
phén ciu thanh trong san phim ca nha sin xuit.
8. San phdm hé trg 12 san phim cong nghiép hd trg qua trinh san xuit hay

hoat dong cita ngudi mua nhung khong tréd thanh mét bo phan ciu
thanh ciia sin phidm cudi ciing.
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(! BAI TAP TU KIEM TRA 3

Hiy chi ra cac c4u dudi day 13 ding hay sai.

1. Chi phi cho bao bi phai dugc quan 1y c4n than dé c¢6 thé & mitc dudi 10%
gi thanh san phdm. Sai

2. Mot nhan san phdm duge thiét k€ hiéu qué s& gidp cling c6 nhan hiéu v
tén tudi cfia cong ty. Ping

3. Cic doanh nghiép cdn gidm thiéu cdc dic tinh cha san phdm dé€ duy i gid
va gié thinh sin phdm & mic thdp. Sai

4. Nhin hiéu 13 mot thudc tinh quan trong cla sdn phdm vi moét nhin hiéu
thanh cong s& 1am cho khidch hang trung thanh hon. Ding

5. Dich vu hé trg sdn phdm 14 cdc dich vy ma doanh nghiép cung cdp cho
khich hiang nhim gitp khich hang thy hudng nhing loi ich ma ho trong
doi & san phdm mot cich dé dang hon. Ping
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BAI TAP TU KIEM TRA 4
Hodn thanh cdc cau sau bang cach dién vao khoang tréng nhiing tir cdn thiu.
1. Ngudi phu triach sdn pham hoic nhin hiéu ¢é hai chic nang chinh: chiic
nang quan 1y ké hoach va chic nang quan 1y sang kién.
2. Trong moét doanh nghiép vira va nhé cha deanh nghiép thutmg thuc hién
nhiéu chifc ning quan 1y k& hoach clia ngudi phu trich sén phdm.
3. M6t s6 nghién citu wéc dodn ring, hon 80% s6 san phdm méi bi thit bai.
4. Y trdmg sdn phdm méi xust phit i nguén bén trong va nguén bén ngoai.
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“BAI TAP THUC HANH 1

Hoan thanh bing dudi day d€ 1am rb ba cdp d6 san phdm trong trudng hop dich vu

khdch san vi 6 t6 Toyota.
Dich vu khach san

Sén phdm co ban Nghi ngai, ngl
San phdm cu thé Tén khich san,
céc phong cho thué,
_ giwdmg sach, dién thoai
San pham gia taing  Thi tuc nhap khéch san
- nhanh, dich vi buéng,
thitc &n ngon

Xe Toyota

Bi lai

Tén xe, loai xe hai cdu,
mdy © to chit uong cao,
ti€t kieém nhién Héu

Phuong thirc thanh todn,
bao hanh, dich vy hau mai

K¢ hoach hod vé Phat trién Sdn phim
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“ BAI TAP THUC HANH 2
Hiy néo tén mét san phidm cong nghiép hoac tiéu ding ma bgui d3 mua trong mdi

loai sén phdm sau.

Néu bét cif vi dg nao ma thod mian dinh nghia vé tirng loai san phim (xem
Bai tap ty kiém tra 2). Duéi day la mot sG vi du vé timg loai san phim.

San phdm tieu ding

a) San phim thudn ti¢n: Xa phong, kem dinh rang, keo 50 c6 la, béo.

b) San phim lya chon: Xe dap, do gd, dé6 gia dung, quin do.

¢) San phim dic biér: Xe Mercedes Benz hodc mdy anh dit tién.

d) San Vpha'rn khong dinh tim: Bo hiém nhan tho.

Sin phim Cﬁng. nghiép

a) Nguyén liéu va linh kién: Bong, rau qui, ddu thd, sei, xi mang.

b} San phdm hé trg: Nha xudng, thiét bi va cac cong cu san xuit khiac; Céc san

pham phuc vu van hanh, bao dudng, sira chiia; va cac dich va nhu dich vy
bao duimg, sira chira hodic tu van.
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) BAI TAP THUC HANH 3

Mot ngudsi phu trich san phdm quan niém 1a doanh nghigp cia ong ta cfn ngimg
ngay san xudt mot sn phim khi gap kh6 khan trong viéc tiéu thu sén phim d6 va
cho ring doanh nghiép cén phét rién san phdm méi dé thay thé. Mot ngusi phu
trich san phdm khic cé nhiéu kinh nghiém hon thi khing dinh 1A c6 thé cii tién
san phdm d6 va cho rang doanh nghiép khong cin phai phdt trién san phdm mai &€
thay th&. Hily trinh bay cdc lufin c& ma ngudi phu trdch nhiéu kinh nghiém cé thé
st dung d€ bao vé& quan di€m clia minh.

Cic lugn cd Gng ho viéc cai tién sin phdm:

1. Doanh nghiép da c6 nhiéu kinh nghiém trong phian phéi va marketing
san phdm dé.

2. Pua ra mdt san phdm méi, doanh nghiép s& phai chi phi I6n hon
nhiéu, nhét 14 cho quang cio va tuyén truyén. Cai tién m6t san phim
da co sé tin dung dugc sy hién dién cha sin phidm trén thi truong va
kha nang nhan biét cha khach hang d6i v6i san phdm dé6.

3. Viéc dua ra mot sin phdm méi cdn c6 sy tham gia va phéi hep cita
nhimg nguii phan phdi, cung cdp va ban 1€, Ho da quen kinh doanh
v6i sin phdm hién c6 nén @& tén cong sic hon nhiéu.
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o PHAN TICH BAI TAP TINH HUONG 1

Hay tra 1&i cdc caw hoi sau dua trén nhitng thong tin tit nghién citu tinh hudng trén

day:

1.

Xem xét viéc kinh doanh cla khich san Minh Hoang vio thdi diém nam
1994 va trd 131 cdc cau hoi sau day vé phat trién va k& hoach hod san phdm
clia cong ty.

a) At 1a khach hang trong thi trudng muc tiéu cha cong ty?

Nhiing nguoi du lich va khach li hanh t6i Viét Nam.

b) Nhu cu ciia ho 1a gi?

Chéd 4 tién nghi véi gia phai chang, ¢6 dién theai IDD, may Fax, dich
v mua vé xe lda va cho thoé 6-t0.

¢) Cong ty cung cép loai sén phdm gi d€ thod min cdc nhu cdu d6?

Khach san mini 20 budng tai trung tim Ha Néi va dich vu véi gid phai
chang.

d) Chién luge san phdm hién tai clia cong ty 1a gi?

Chuyén sang céc linh v kinh doanh khac vi cho rdng nganh du lich
€ suy giam.

¢} Chién luge san phdm tuong lai céia cong ty 1a gi?

Phit trién linh vuc kinh doanh méi trong cac nganh khac.
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2 Xem xét nha hang Sao Bién clia cong ty Minh Ho2ng va tra 104 cdc cau hoi
sau day vé k€ hoach hod va phit trién san phém ciia ho.

a) Ai 1a khdch hang trong thi tnodmg muc tiéu cia cong ty?
~
Nhitng ngudi thich an hai san & Ha Néi.
b) Nhu cdu clia ho 1a gi?
Nh# hang hai san véi gia phai chang va khong khi vui vé.
¢) Cong ty cung c4p loai san phdm gi ¢& thod man cic nhu cdu d6?
Nha hang Sao Bién duoc xay dung theo mé hinh cic nha hang hai san
tuoi song ¢ Hong Kong, Trung Qudc va Thai Lan, phuc vu vdi gia
thap hon kha nhiéu so véi gia ban ctia cac déi thi canh tranh clia né o
Ha Noi.
d) Chién lugc sén phdm hién tai clia cong ty 13 gi?

M¢é rong va phit trién day chuyén nha hang theo mé hinh da kinh
doanh thanh coéng.

) Chién lugce sdn phdm tuong lai cia cong ty 1a gi?

Phat trién cic linh vire kinh doanh mdi trong cac nganh khac trén co
s cic xu thé mdi,
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Phu luc B - Chu giai Thuat ngir

B

Ban buon (Wholesaling) Hoat déng ban hang cho ngudi bdn 1€, ngudi ban buén,
cic doanh nghi¢p san xudt - nhitng ngudi khéng ban hang i ngudi tiéu dung cudi
cing.

Ban budn khong tra cham va khong van chuyén hang (Cash-and-carry
wholesaler) Nguti ban budn khong chdp nhan viéc tra tién sau va khéng cung ing
dich vu van chuyén hang ho4.

Ban buon trung gian (Wholesaling middieman) Thuat ngit c6 nghia rong, bao
gém: ngudi bdn budn (ngudi cé toan quyén quyét dinh véi san pham c6 trong tay),
dai I¥ va ngudi moi gidi - nhifng nguéi hoat déng ban buodn, song khéng ¢ quyén
81 v6i hang hoa.

Ban hang ¢6 rang buje (Tied selling) Mot thoa thuin trong d6 néu rd mot nha
bdn buén trung gian chi ¢6 thé trg thanh dai 1y doc quyén phin phdi cho san phim
ctia moét hing khi déng thdi ciing bdn cic san phdm khic clia ciing hing nay.

Bdn hang gogi ¥ thuyét phuc (Suggestion selling) Khich hing mua nhiéu hon
nho ngudi bdn hang 43 gi6i thiéu cho ho nhilng sdn phim phu g, cic chuong
trinh khuyén mai dic biét, cdc dot bén hang c6 tinh that vu.

Ban hang sang tae (Creative selling) Viéc bin hang trén co s& 4i phan tich k¢
lubng nhing dic diém cla qué trinh ra quyé&t dinh miva hang ciia khich hang.

Ban hang qua catalogue (Catalog retailer) Ngudi ban hang cé phong trung bay
s&n phim miu. Khéch s& dat hang qua céc catalog tai cirta hang. Sau d6 don hang
s€ duge thuc hién tai kho hang hoac tai cira hang.

Béan hang truc ti€p (Personal seiling) Nhin vién ban hang tryc ti€p thuyét phuc
khdch miua hang ca minh.

Ban 1é (Retailing) Hoat dong clia doi ngit bin hing va ctta doanh nghiép d€ bén
hang tdi ngudi tieu dimg cudi cing.

Ban Ié kiéu khac biét (Specialty retailer) Ngudi ban 1é phéi hop mot ciach doc
dio cic yé€u t6 san phdm, dich vu vi/hoic uy tin dé thu hit khich.

Ban 1é tdi tan gia dinh (House-to-house retailing) Dua hang t6i ban tan nha
khach hang.
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Ban pha gis (Dumping) Hang hod xuit khdo véi mirc gis ré hon r4t nhiéu so véi
gia ban noi dia.

Baoe hanh (Warranty) Cam k&t clta ngudi bdn d6i véi ngudi mua vé viec ho s&
chiu trich nhiém thay th€ nhitng san phdm héng hodc hoan trd tién trong mot
khoang thoi gian nhit dinh.

Bo thau (Bid) Trong thi trudmg céc t chirc, khi mét nha cung (g viét thu chao
hang cho coéng ty ¢6 nhu ciu mua mot loai hang hod hoic dich vu.

Bién dong cia cau (Demand variability) Trong thi trudng céc 6 chiic, 13 anh
hurdng cha cdu (phdi sinh) d&n nhu cdu v& cdc san phim lién quan trong viéc san
xuét hang tidu ding. -

Biéu do quan Iy (Contrel charts) Bi€u 46 biéu dién két qué hoat dong thic t& chia
doanh nghiép so véi tieu chudn/quy dinh dat ra.

Biéu dién thuc hanh (Demonstration) M6t khau trong qud trinh bdn hang trong

dé nhan vién bdn hang thit nghiém viéc st dung/thuc hanh ngay trén sdn phiam
trong qud trinh gidi thidu,

C

Ciac-ten (Cartel) Mot hinh thitc ciu két cic cong ty dé tao th€ doc quyén.

Can can thuong mai (Balance of trade) Su chénh léch giita kim ngach xuét khdu
va nhap khéu clia mét qudc gia.

Cin can thanh toan (Balance of payments) Dong tién ra vao cua mét quoc gia.
Cong ty quang cio (Advertising agency) Cong ty doc lap lam céng viéc dich vu
hd trg ngudi mudn quing cdo trong viéc 1ap k€ hoach va thyc hién céc chuong
trinh quing cdo.

Cam nhan (Perception) Cii ta cam thdy nho cic gidc quan.

Cam nhan c6 tinh chon loc (Selective perception) Su nhan bigt ciia khéch hang
461 vdi cac tc nhan kich thich chi ¢ duge khi ho mudn cAm nhan chiing.

Cam nhan én ¥y (Subliminal perception) Su cdm nhan sau hon mic nhén thiic bé
ngoai. -

Cam nhan vé san phim (Product positioning) N6i v& cdm nhan cla ngudi tidu
diing vé cic dac diém, cong dung, chét lugng, wvu vi nhuge diém cha mot san
phdm.

Céu (Demand) L yéu cdu vé hing ho4 clia nguti tiéu ding trén thi trudng
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Cau phai sinh (Derived demand) Trong thi truimg céng nghiép, 1a nhu cdu vé sdn
phim cong nghiép, c6 lién quan dén nhu cdu vé san phim tiéu diing.

Cém van (Embargoe) Lénh cdm hoan toan vé viéc mua bin mot loat hang hod nao
dé hodc quan hé buén bin véi mdt qudc gia.

" Chao hang don 18 (Individual offerings) Mot trong nhitng thinh phén co bin clia
chi€n luge san phdm hén hop, chi chio hing mot sin phim ma théi.

Chao hang ngau nhién (Cold canvassing) Goi dién chao hang qua dién thoai t6i
mot nthém khdch hang nglu nhién; it mang lai hiéu qua va tri€n vong.

Chi nhanh ban hang (Sales branch) Chi nhanh cia mot doanh nghiép san xuit
1am chitc nang kho trung chuyén didu hang cho timg khu wirc thi trudng, chitc
ning cong viéc tuong tu vai trd cua mot nha ban budn doc 14p.

Chi phi ban hang trén mot don vi sin phdm (Selling expense ratio) Méi quan
hé giita chi phi ban hang va tng san phdm thuc bdn.

Chi phi ¢é dinh (Fixed costs) Chi phi khong phu thudc vao khéi lugng sdn phim
san xudt, vi du nhur chi phi khdu hao nhd xubng, chi phi bao hiém.

Chi phi c6 dinh trung binh (Average ﬁxed.cost) Bing téng chi phi ¢4 dinh chia
cho s8 lugng san phdm sén xudt.

Chi phi kha bién (Variable costs) Chi phi ¢6 thé thay d6i khi sn luong thay déi,
vi du nhu chi phi nguyén vat liéu, trd Iuong cho ngudi san xudt truc tiép.

Chi phi kh& bién trung binh (Average variable cost) Bing t6ng chi phi kha bién
chia cho s6 lugng san phim sin xu4t.

Chi phi t6i wu (Cost trade-offs) Phuong phip “he thong téng thé” dp dung cho he
théng phan phdi. Chi phi tai mo6t s6 bd phan chifc ning trong céng ty s€ ting lén
trong khi & mdt s6 bo phan khac s€ giam xuéng, song toan b chi phi cho hé¢ thong
phan phdi s& dat miic t6i vu.

Chi phi trung binh (Average cost) Bing téng chi phi chia che s6 lugng sén
phim.

Chién luge diy (Pushing strategy) Cic hoat dong khuéch truong san phdm téc
dong truc 1i€p t6i cac kénh phan phdi, vi du nhu héd tro quang cdo, chiét khiu,
gidm gid, bdn hang truc ti€p va cdc hoat dong tro gitp ban hang khéac cho cic dai
Iy.

Chién luoc gia (Pricing strategy) Mot nhan t6 trong cdc quyét dinh marketing, nd
lién quan trye tiép t4i viée lam sao dinh ra duge moét gid bdn phai chang méa vin
mang lai lor nhuan cho doanh nghiép.
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Chién lugc kéo (Pulling strategy} Thong qua cac hoat déng khuéch truong san
phdm d& thu hit thém khdch hang, 1am tang cdu. Chién luoc ndy thudmg gay sic
ép cho mang luéi phan phéi. Khi nhan thdy cu ting 18n cdc thanh vién clia mang
luéi phén phéi s& hoat dong tich cuc hon dé ddp dng lugng cdu mdi ting niy.

Chién lugc khuéch truong san pham (Promotional strategy) Mot phén trong
chién luoc marketing, lién quan dén hoat déng bdn hang truc tiép, quang cdo vi
cdc cong cu khuyén mai. :

Chién luge marketlng khcng phan biét ¢ Undzjfereutmted marketing) Doanh
nghlép chi san xuat mot loai san phim va chi 4p dung mot hén hop marketing duy
nhdt d€ i€p cAn ngudi tieu ding.

Chién lugc marketing phan biét (Differentiated marketing) Lap k& hoach
marketing khdc nhau cho timg phan doan thi trudng trong thi truong téng thé.

Chién lugc marketing trong diém (Concentrated marketing) Kiéu nhu chign
luge marketing phan biét, doanh nghiép chen mét phin doan trong thi truéng dng
thé va danh toan bo ngudn luc marketing d€ phyc vu phéan doan thi truong d6.

Chién lugc phan phéi (Distribution strategy) Mot khau trong qud trinh di dén
quyét dinh marketing, 1ién quan dén viéc quan 1y hing hod vi chon kénh phan
phéi.

Chién lugce san phim (Product strategy) La mot khau cia quyét dinh marketing,
gom: thi€t k&€ bao bl, tén, thuong hiéu, chinh sich bio hanh bdo tri, chu k¥ soéng
cia san phdm va phdt trién san phdm méi.

Chiét khau mua hang (Trade discount) Khoén gidm gid cho thanh vién mang
phan phdi hoac ngudi mua do dap ing duge mot s6 chitc nang marketing do cong
ty dé ra. Con dudc goi 1 chiét khiu theo chifc ning.

Chiét khau mua hang vdi s6 luong 16n (Quantity discount) Giam gid ban khi
khich hang mua véi s lugng nhiéu. Chiét khiu mua hang c6 thé 4p dung hoic
trén cd s¢ cong dén (cong dén lugng mua ciia khdch hang dé trong mot khoang
thdi gian nhét dinh), hodc trén co s& gidm gid ngay cho ting 1dn mua {mua 14n ndo
giim gid 14n d6).

Chii nghia ngudi tieu ding (Consumerism) Ngudi 1am marketing quan tdm dic
biét tGi nhu ciu vi uéc mudn clia ngudi tieu diing khi ho dua ra nhitng quyét dinh
marketing.

Chu Ky song cia san pham (Product life cycle) Bat dau tir khi san phim ra dai
cho t6i khi mét di. Mot chu ky sOng gdm cdc giai doan: tham nhap, tang trudng,
bao hod va suy theodi.

Chudi cira hang (Chain stores) Tap hop céc cita hang ban 1¢ cing mot hé théng
quén 1y va ban cing mét loai sin pham.
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Chuin bi hang (Sorting) Cic kénh phan phdi ddm bao duy tri luong hang 16n
kho @i d€ dép ting nhu cdu ciia khich hing, bao gém cic khau: gom hang, phan
loai hang, chon loc hang.

Chinh sach gia (Pricing policy) Chinh sich chung x4y dung trén co s& cic muc
tiéu gid di dé ra. Chinh sich nay duoc sir dung d€ dua ra nhitng quyét dinh cu thé
vé gia.

Chinh sach gid hét vang sita (Skimming price) Chinh sach dat gid cao cho san
phdm méi ngay tir khi tham nhap thi trudng.

Chinh siach gia linh hoat (Flexible pricing) Chinh sich duy tri gid ca mot sin
phdm ludn c6 khd ning dao d6ng.

Chinh séich gia tham nhap (Penetration pricing) LA chinh sich gid d4p dung cho
san phdm méi. Mic gid dat ra lic ddu thdp hon so v&i mitc gid hoach dinh vé 1au
dai cho san phdm. Sit dung chinh sdch nay d€ sin phim d& dugc thi trudng chip
nhian va chiém linh dugc thi phén.

Chinh sich gi4 theo viing (Zone pricing) Mbi viing s& stt dung moét chinh s4ch
gid théng nhdt rieng cho viing dé.

Chinh sach san xuat hang mau hong (Planned obsolescence) Chinh sich san
xudt nhimg san phdm wdi tho ngan. Nha san xufit sir dung nguyén liéu ddu vao ré
song ho vin khong giam gia bdn hojc tang cudng tinh nang ciia san phim.

Chinh sach tai chinh (Fiscal policy) St dung cdc cong cu thué khod vi chi tiéu
clia chinh phil dé kiém so4t nén kinh (€.

_ Chinh sich tién té (Monetary policy) Nhiing k§ thuat chuyén mon khdc nhau ma
Ngan hang ding d€ quan ly hugng tién va ldi sudt dé tic dong vao nén kinh t€ néi
chung.

Co gian vé gia clia cau (Price elasticity of demand) Thudc do phan img clia
ngudi tien ding véi mdi su thay déi vé gid. Puge tinh bing ti s6 giffa phdn tram
thay ddi lugng cdu vé€ moét san phidm hay dich v v6i phin trim thay d6i vé gis.

Co gian vé gia cua cung (Price elasticity of supply) Thuéc do phan ing clia
ngudi sén xudt voi méi sy thay déi vé gid. Puoc tinh bing i s6 giita phdn tram
thay d8i lugng cung clia moét san phim hay dich va véi phén tram thay déi vé gid.

Cua hang chuyén doanh (Specialty store) Clta hing 1¢ chi ban mot loai san
phdm, vi du nhu cira hang bén thit, cira hang ban gidy nam, cita hang bin d6 phu
nif.

Cira hang thuan tién (Convenience retailer) Clta hang ban nhimg loai hang hod
danh cho ngudi tiéu diing cuéi cing, chll y&u dugc dat & nhilng noi trung tam, gi¥
md& cira dai, thi fuc thanh todn nhanh, noi 46 xe thuan tién.
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D

Dir liéu tir bén ngodi (External data) Trong nghién citu marketing, day 1a dif liu
thir cap, ldy tir cdc ngudn théng tin bén ngoai doanh nghiép.

Doanh nghiép hudng vé ban hang (Selling-oriented businesses} Doanh nghiép
chi trong vao khau ban hang va chinh séch khuéch truong san phdm dé ting
doanh s6.

Doanh nghiép huéng vé khich hang (Customer-oriented businesses) Doanh
nghiép chi trong t6i nhu céu ciia khich hing va phoi hop cdc hoat dong marketing
dé mang lai sy hai 16ng cho khéch hang.

Doanh nghiép hudng vé san phim (Product-oriented businesses) Cic doanh
nghiép quan tdm dén san xuft hon 13 nhu ciu cia khich hang.

Doanh ngiﬁep trung gian (Imermedia:y) Doanh nghiép hoat déng trung gian
gitta nha san xudt v ngudi tiéu dung c4 nhéan hoac l’igﬂ'ﬂl titu ding 1a céc t6 Chl}’C
Cdc nhi bén 1& va ban budn cé thé dugc x€p vio nhém nay.

Doanh nghiép van chuyén riéng (Private carrier) Doanh nghiép 1am céng tic
van chuyén hang hod cho m6t doanh nghiép duy nhat khéc. ‘

Doanh thu (Turnaver) Téng doanh thu trong ci nam. Chi s& doanh thu thudng
dugc diing dé ddnh gi4 hiéu qua ban hang.

Doanh thu trung binh (Average revenue) Bing téng doanh thu chia cho s6 lugng
san phidm sin xudt. Khi biéu dién trén dé thi, duémg doanh thu trung binh chinh 1a
dudng cdu chia mbi doanh nghigp.

Du bao doanh sé (Sales forecast} Dy tinh doanh s& bang tién hoic don vi san
phdm s& bén dugc trong khoadng thdi gian xdc dinh trong twong lai. Con s§ nay
thudmg duge dua ra trong k€ hoach/chuong trinh marketing trong céc diéu kién gia
thiét vé y&u 1§ kinh t& vi cdc yéu 16 khéc trong méi truong hoat dong. Du bdo cé
thé 1 déi v6i mot mit hang hodc mot nhém mat hang.

Dur todn theo dén san pﬁ:‘im (Fixed sum per unif) Phuong phép phan bd ngan
qu¥, trong d6 chi phi khuéch truong san phdm duge dinh trudc trén co sO con 56
nhimg k¥ truée hodc con s6 ude tinh.

Dy triv an toan (Safety stock) Duy tri t6n kho & mifc nhdt dinh 3¢ didm béo doanh
nghiép khéng bi tic dong manh khi c4u thay d6i va khong bi roi vio tinh trang hét
hang.
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b

Panh gia (Qualifying) La mot khau trong qua trinh ban hang dé xic dinh li¢u
mot ngudi mua tiém nang cé thé trd thanh khéch hang khong.

Danh gia tiém nang (Prospecting) Mot khau trong qua trinh ban hing d€ fim ra
céc khach hang tiém nang.

Pai dién ban hang (Selling agent) Don vi ban buén trung gian chuyén gidi thi¢u
san phdm. Dai dién ban hang cé toan quyén quyé&t dinh vé chinh sich gid, noi
dung cic chuong trinh khuéch trizong san pham va thudng cung cip tai chinh cho
nha san xudt.

Pai Iy doc quyén (Exclusive dealing) Thoa thuin cim dai Iy ciia minh bin hang
caa d6i thi canh tranh.

Pai 1y giao nhan (Freight forwarder) Nguti bdn buén trung gian chuyén lam
cong tdc gom hang cha cdc chit hang dé gidm bdr chi phi béc x€p hang cho doanh
nghiép.

Pai Iy giao nhan & nuéc ngodi (Foreign freight forwarders) Ngudi van chuyén
trung gian tai nuéc ngodi chuyén 1am cong tic phuc vu viéc phan phéi hang clia
doanh nghiép.

Pai I¥ van chuyén (Common carrier) Dai 1y cung'cﬁ'p dich vu van chuyén cho tdt
ca cic cha gui hang.

Pic diém (Features) Cic dac tinh cha san pham.

D6 co gian (Elasticity) Thude do sy phan Gng clla ngudi mua v ngudi bin véi
mdi bifn dong vé gis.

D6 thoa dung (Utility) Kha ning mang lai sy thda min moét nhu cfu cu thé clia
mot hang hod hodc dich vu.

Doc quyén (Monapoly) Thi truomg chi ¢6 mot ngudi bian déi véi mot loai sdn
phdm ndo d6, khong c6 hang thay th€. Luat chéng cdu k€t cim moi hinh thic déc
quyén, trir doc quyén ram thoi nhu doc quyén nho nhin higu dugc bao hé, hay déc
quyén ¢ diéu tiét nhu cdc cong ty cung cip cic dich vu cong ich.

Poc quyén nhém (Oligopoely) Thi trudng c6 tuong ddi it ngudi bdn, vi du nhu thi
trudmg cua cdc nganh 6 16, sit thép, thude 14, dau mé. C6 nhing diéu ki¢n han ché
ding k€ cho nhitng d&i thil canh tranh vi chi phi ban ddu dé tham nhap thi truong
1a rat cao.

Pong co (Drive) anh hudng manh, din t6i hanh dong.
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Pang co ticu ding (Motive) Trang thdi tAm ly khi€n ngudi ta di t5i quyé&t dinh
phai théa man nhu cdu ma ho cam nhén.

Pudmg cau (Demand curve) DO thi phan dnh méi quan hé giita lugng cdu tai méi
mic gid. Pay chinh 13 dubng doanh thu trung binh.

Duong cung (Supply curve) P4 thi phan 4nh mdi quan hé giifa s§ luong mot san
phdm cé bdn tai méi mitc gia. N6 13 dudng chi phi can bién, doan nim trén giao
diém v6i dudmg chi phi kha bién trung binh.

Puing kinh nghiém (Experience curve) Thé hién khi doanh nghi&p cé thi phén
16n s& gidm duge chi phi vi doanh nghiép di ¢é lgi thé v& hoc hdi, c6 tinh chuyén
mon cao, ddu tur nhiéu hon, cé loi the kinh t€ do quy m6.

Pau thau canh tranh (Competitive bidding) Ngudi mua yéu cdu céc nhi cung
ing tiém nang bio gis hang ban hoic gia tri thuc hién toan bo hop déng.

Piém chién lugc (Strategic window) Mot khoang thdi gian nhat dinh khi ning e
cu thé cia cong ty ddp dng 161 vu nhitng yeu cdu can ban cha thi truong.

Dinh gia theo don vi do ludng (Unit pricing) Gid sin phim duge quy irén g
don vi do ludng nhu kilégam, lit, hodc nhing don vi quy chuin khéc.

Dinh gia theo chi phi (Cost-plus pricing) Mot phuong phép dinh gid 14y chi phi
1am co s va cong thém mot 1y 1¢ loi nhuan nhat dinh. C6 hai hinh thic dinh gi4
theo chi phi: dinh gid trén chi phi t8ng thé (sit dung tit ca cdc chi phi kha bi&n c6
lién quan d€ dinh gid bin mot san phdm) va dinh gid theo chi phi tnuc tiép lien
guan (chi tink dén nhitng chi phi gin tryc ti€p vao san xudt mot san phdm nio dé).

Pinh gia theo chi phi truc tiép lien quan (Incremental-cost pricing) Chinh sich
dinh gi4 chi tinh chi phi tnyc ti€p san xudt ra mot san lugng cu thé.

Pinh gia trén chi phi téng thé (Full-cost pricing) Dinh gii trén co s& toan bo chi
phi d€ diam bao cong ty b dip duoc tdt ca céc chi phi va thu dugce 1¢i nhuan.

Bihh mirc ban hang (Sales guota) La tidu chi doanh s6, sir dung trong phan tich
bén hang. L3 doanh s6 doanh nghiép du dinh dat dugc, doanh s6 thuc dat s€ duoc
50 sdnh v6i con s6 nay.

Dinh vi sAn pham (Positioning) Chién luge marketing tip trung vio nhitng phan
doan cu thé chif khong phai 12 toan bo thi trudng. Chien luge nay nham gidi thi¢u
san phdm v6i khdch hang bing cdch lién hé ching véi san phdm canh tranh, vi du
chién luge marketing san phdm 7-Ups “Uncola” quang cédo hinh dnh 7-Ups 1a mot
thit nuéc ngot thay thé cho cola.
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F

F.0.B tai nha may (F.0.B. plant} Gid hang khong baoc gom bit k¥ phi vin
chuyén ndo. Tir viét tit Ja chir Giao tai man tau. Ngudi mua phai chiu toan bd phi
vin chuyén, con duge goi 1a F.O.B. goc.

F.O.B tai nha may cé tinh phi vin chdyén {(F.O.B. plant with freight allowed)
Gid giao tai man tu c6 tinh thém phf van chuyén.

G

Gia/gia ca (Price) Gié tri trao d6i clia mot hang hod hoac dich vu.

Gia cao (Price premium} Néu ngudi tidu ding nhan thic ring mot sin phidm nio
d6 c6 gid trj 16n hon so véi cdc san phdm tuong tir trén thi trudng thi ho s& trd gid
cao hon cho san phdm d6. Cic sén phdm hang hiéu thudng duge tra gia cao hon so
vdi céc sén phdm dai tra khdc.

Gia chuyén nhuong (Transfer pricing) Gia san phim khi né duge hach todn
chuyén nhugng tr mot trung tAm lgi nhuin sang mét trung tam lgi nhuan khic
trong ndi bd doanth nghiép.

Gia khuéch truong (Promotional price) Miic gid nim trong chién luoc ban hang
chung ctia doanh nghiép.

Gia lam thir (Price lining) Thuc hinh marketing v&i mét s6 mife gid nhat dinh.

Gia tién 1& (Customary pricing) Gid do tap quan hodc truyén théng di cd tir trude
trén thi trudmg.

Gia tri gia ting trong qua trinh san xudt (Value added by manufacturing) Su
chénh léch giita gi& san pham khi xuft xudng vi gid mua nguyén vat liu va cdc
chi phi dau vao khiéc.

Gia van chuyén wu dai (Commaodity rate) Doi khi duge goi 1a gia dac bigt vi &6
la gid wu dai ma dai 1y van chuyén danh cho chi hang khi ho si dung thuéng
xuyén dich vu ctia minh hodc khi van chuyén nhimg 16 hang 1ém.

Gia thuyét (Hypothesis) Giai thich mang tinh phong dodn vé mét sy viée cu thé.
La tuyén b8 vé mdi lién he gilfa cdc y€u 1§ thay déi va dé xudt viéc kiém ching
nhitng mdi lién hé nay.

Giam gia tién mat (Cash discount) Gidm gid néu thanh todn ngay béng tién mat.

Giéi han vé gid (Price limits) Ding trén quan diém ciia ngudi tiéu diung 1a san
phim lu6n c6 gidi han gi4, trong d6 nhin thic vé chit lugng di lidn véi mdi miic
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gid. N&u gia hang thdp hon mic gid gidi han dudi, ho s& cho 12 san phadm ndy “qud
ré” va n€u cao hon mic gid gidi han trén thi lai bi xem 1 “qud dit”.

H

Hét hang (Stock out) Mot mat hing khong con dé ban.

Hinh anh cira hang ban 1é (Retail image) Quan niém cia ngudi tiéu ding vé mot
cira hang va kinh nghiém mua hing & cita hang d6.

Hang ddi hang (Bartering) Sy trao ddi hang 14y hang, khong c6 vai tro tién t&.

Hiang hoa cao cdp (Specialty goods) Sin phdm c6 nhiing dic tinh d6c ddo ma
khong phai khdch hang nao ciing ¢6 thé mua dugc vi gid dat, né ducc coi nhu
hang d6 higu.

Hang hoa hip dan (Impulse goods) San phim mi khich hing thudng dé bi
“quyén rii” mua ma khéng Kip can nhic k¥. Thudng ngudi ta hay bdy nhimg hang
hod nay gin qudy thu tién d€ tién hip din ngudi tieu diing.

Hang hoa ti¢n dung (Convenience goods) Nhing hing hod& ngudi tiéu ding
muén mua thudng xuyén, dé dang, nhanh chéng nhu sita, banh my, xang diu.
Hang hod nay thudng 14 loai c6 nhin higu va gid thap.

Hang khuyén mai (Premium) San phdm mién phi, thuéng kém khi mua mét sin
phim nao dé.

Hang mau phit khong (Sampling) Phét khong san phdm cho ngudi tiéu dung dé
ho diing thir, chip nhan va sau dé s€ mua.

Hang tiéu disng (Consumer goods) Ngubdi mua s& 1a ngudi tiéu diing, sir dung
hang hod d6. Hang ho4 tiéu diing khéng phai 12 san phdm trung gian dé phuc vu
cho vigc sén xudt moét hang hod khdic.

Hanh vi nguoi tiéu diing (Consumer behavior; Phan ing va nhiing quyét dinh
clla ngudi tieu dung vé viéc mua va sir dung hang hod, dich va.

Han mifc (Quota) Muc tiéu doanh s& bdn hing hoidc con s6 lgi nhuan cu thé ma
mét nhan vién ban hang du dinh s& phai dat dugec.

Han ngach nhap khau (Import quota) Han ché vé s8 lugng mét chiing loai hang
hod cu thé nio dé cé thé nhap vé.

Ho tro khuéch truong ban hang (Promotional allowance) Viéc nha san xudt tii
tr¢ hoat déng quang cdo va khuéch truong ban hang cho cédc thanh vién trong kénh
phan phéi nhim phéi hop hiéu qua chién luge khuéch truong sén phdm trong toan
b6 kénh ban hang.
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Hén hop san pham (Product mix) San phdm hodc mét nhém san phdm duge nha
marketing dua ra thi trudng

Héi chg thuong mai (Trade fairftrade exhibition) Nhimg dot hoi chog duge 18
chic dinh k¥, noi cdc cong ty thudc cic nhém nganh nghé khdc nhau mang hing
cia minh dén trung bay gidi thieu cho ngudi tham quan mua 1€ va khidch hing
mua budn.

Hop dong ban quyén qudéc té (Foreign licensing) Trong marketing quéc &, 1a
hop déng gita doanh nghi€p véi mot cong ty nudc ngoai trong d6 doanh nghiép
cho phép céng ty nudc ngoai san xuit va tiéu thu hing cla minh tai thi trtdng
nudc ngoai.

Hop tic ban 1é (Retail cooperative) Théa thuin bing hop déng gifa moét nhém
cac nha bin 1é vé viéc cling mua hang du trit tir cdc co sd ban budn do cdc nhi bin
1 sé& hitu, mdi ngudi mua mot lugng t6i thiéu ndo d6, nhim canh tranh véi véi cic
chudi cira hang 1én.

Hé théng (System) La nhém céc bo phan/khau ¢6 té chuc, lien k&t ndm trong
cimg mot ké hoach vach ra dé dat duge cdc muc tiéu cu thé,

Hé¢ thong marketing truc tuyén (Vertical Marketing Systems - VMS) LA céc
kénh marketing hoat dong trong ciing h¢ théng so hitu clia mét cong ty. Mang ludi
nay dugc quan 1y mot cach khoa hoc, duge hoach dinh trudc tir trung tam dé c6
thé thuc hién hiéu qua hoat dong marketing vi mang lai dnh huéng t6i da trong
mang hudi.

Hé¢ thong marketing truc tuyén cla doanh nghiép (Corporate Vertical
Marketing System) Mot hé thong marketing truc tuyén duoc hinh thanh dua vao
s& hitu duy nhét d6i v6i mdi cong doan ciia kénh marketing.

Hoat dong marketing clia cic td chii¢ (Organization marketing) Hoat dong
marketing do c4c t§ chitc mang lai loi ich cho cong déng (nhu céng doin, t8 chiic
chinh tri), céc td chiic dich vu (nhu trudng phd thang, trudmg dai hoc, bénh vién,
bao tang), cdc t& chic chinh phi (nhu quan doi, cinh sidt, phdng chdy chita chay,
buu dién) thyc hién, nhim tic dong dén moi ngudi dé ho chdp nhian muc dich, st
dung dich vu, hoic déng gép bing cdch ndy hay cdch khdc cho céc t8 chitc dd.

Hoat dong phan phéi sin phdm (Physical distribution) Moi hoat dong dé dam
bao hing hod sau khi xuflt xudng s€ dén tay ngudi tieu dilng mot ciach hidu qua.
Bao gém vin chuyén, liru kho bii, déng géi bao quan, quan 1y du trit, xir Iy don
dit hang, lva chon noi dat kho hang, du bdo thi trudng va dich vu bin hang; con
goi |2 hoat dong hédu cin.
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Kénh phan phéi (Distribution cizanf:ei) Céc don vi marketing chiu tréch nhiém
diéu chuyén quyén sé& hitu clia hang hod/dich vu tr ngudd sén xuat dén ngudi téu
dilng hoac ngtdi mua trung gian.

Két qua hoat dong (Bottom line) Mot biét ngir (tiéng Anh) trong kinh doanh néi
vé thuée do 1gi nhuan chung cla heat dong kinh doanh.

Khai niém marketing (Marketing concept) Mang lai sy théa man cho ngui tiéu
diing bang viéc san xudt cdi ma ho mudn & mafc mang lai Ioi nhuan.

Khiu hao (Depreciation} Khii niém K€ todn, tinh u 1& trich tir doanh thu hang
nam b vao chi phi mua tii sdn c6 dinh d€ xdc dinh doanh thu rdng clia cong ty.

Kho hang du trit (Sterage warchouse) Kho hang, noi sin phdm duoc tap két
truée khi giao. Thudmg duge ding 1am céng cu dé cin d6i cung ciu san phdm cia
doanh nghiép.

Kho phan phoi (Distribution warehouse) Noi sip x€p va tdi phan phéi sin phdm.
Muc dich clia kho phan phdi 12 nhdm tao didu kién ltru chuyén hang hoid dén tay
ngudi mua nhanh hon chit khong chi 1am chifc nang kho chira.

Khu vire ban hang han ché (Closed sales territories) Viing bin hang bi gidi han
vé dia 1¥ theo quy dinh clia nhi san xudt dit ra cho nha phan phéi.

Khuéch truong bian hang (Sales promotion) La hoat dong ban hang khong truc
ti€p, da dang mot 14n va khd dic bi¢t (khong phii quang céo).

Khuéch truong hon hop (Promotional mix) Ngudi lam marketing sir dung téng
thé cdc hoat dong bin hang truc ti€p va khong truc ti€p (gém quang cdo, khuyén
mai, quan hé cong chiing) nhim dat dugc muc tiéu khuéch trwong cho sin phdm .

Khuéch truong san phim (Promotion) Hanh dong thong bio, thuyét phuc giy
téc dong i quéa trinh ra quyst dinh mua hang cla ngudi tieu diing.

K¢ hoach kinh doanh (Business plan) Vin ban trong dé vach ra cdc bude doanh
nghiép cdn 1am d€ dat dugc muc tiéu kinh doanh clia minh.

K& hoach marketing (Marketing plan) Vin ban vach r6 cich thifc 1am th€ nao
dé doanh nghiép dat dugc c4c muc tiéu marketing.

K¢& hoach tac chién (Tactical planning) K& hoach thuc hién cac hanh déng cin
thi€t dé dat dugc muc tiéu cla doanh nghiép.

Két thic ban hang (Cigsing) Mot khau trong qué trinh ban hang khi ngudi bin
hoi liéu khach hang c6 thé mua hang that sy hay khong.
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Kiém dinh két qua ban truc ti€p (Direct-sale results test) Mot cong cu do ludng
hiéu qua cha céc chi titu khuéch truong sin phfm, bing cich kiém dinh miic
doanh thu gia ting trén mot don vi chi tidu.

K¥ thuat ban hang gia cao (Selling up) K§ thuft thuyst phuc khdch hing mua
mot mat hang gi4 cao hon so véi mit hang ban ddu dinh mua.

L

Luong (Salary) Khoan tién thanh todn c6 dinh dinh k¥ cho c4n b6 céng nhan vién
k€ c4 nhanvién ban hang.

Lam phat (Inflation) Su ting mic gid chung din dén gidm sdéc mua cla ngudt
tiéu diing.

Lap ké hoach (Planning) Du tinh cdc hoat dong trong twong lai dé dat duge
nhiing muc tiéu deanh nghiép dé ra.

Lap ké hoach chién hugc (Strategic planning) Qui trinh x4c dinh cdc muc tiéu
co ban cha doanh nghiép, phin bé ngudn lyc vi thyc hién theo nhimng budc vach
sn dé dat dugc nhitng muc tiéu dé.

Linh hoat vé gi& (Price flexibility) Chinh sich duy tri mdc gid co dong cho mot
san phdm trén thi trudng.

Loi nhuan bin hang (Profit margin on sales) Con s6 phin tram thu vé clia mdi
déng doanh thu sau khi da trir chi phi va thué.

Lot nhuin rong mong mudén (Expected net profit} La khii niém st dung trong
chién luge ddu thiu, duoc tinh bing x4c suit thing thiu nhdn véi gid mé thiu
di cac chi phi lién quan,

Loi nhuan trude thué (Profit before taxj Loi nhuan truée thu€ duge tinh bing
céch trir tdng gia bén di tdng chi phi sdn xuat. Day 13 loi nhuin truée khi trd hoidc
duge khéu trir thué ctia nha nudc,

Loi th€ tuong d6i (Comparative advantage) Trong marketing quéc t€, loi thé
twong d6i clia mot qudc gia trong viée sir dung cing mét ngudn luc san xuat mot
s&n phdm nao d6 hitu qua hon so véi san xuéit mot san phdm khdc.

Lgi ich (Benefits) Gi4 tri vé cong dung va tinh cm ma mot sin phdm dem lai cho
ngudi mua.

Loai bo san phdm (Product deletion) Loai bd viéc san xust nhitng san phdm phu
ra khoi day chuyén sin xudt.
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M

Moi trudmg canh tranh (Competitive environment) Qua trinh co sdt xay ra trén
thi truémg.

Moi trudmg chinh tri va phap Iy (Political and legal environment) Li mét bo
phan cha méi trudng marketing, gbm cdc ludt va cac thong tu huéng din hién
hanh tai quéc gia ma doanh nghiép dang c6 hoat dong kinh doanh.

Maiu thuan vé nhan thitc (Cognitive dissonance) Su lo ling truée khi di dén
quyét dinh mua hang, xdy ra khi trong ban than quan niém ciia ngudi mua (kién
thifc, tin ngudng, thii 40) c6 mau thuin.

Ma vach qudc t€ clia sin phdm (Universal product code) Ma vach dic biét trén
hang hod, chi c6 thé ding mdy quét quang hoc d€ doc. Mdy quét qua hé théng
mady tinh c6 thé in t8n sin phdm va gid ra hod don ban hang déng théi ty dong
ngay 14p tic vao danh muc hang ban trong bio cdo ban hodc xuit hang.

Marketing ¢& nhan (Person marketing) Nhiing hoat dong marketing dé€ thu hut
sU quan tdm chi ¥ v tranh thi cam tinh cia cong ching véi moét c4 nhén nao ds.
Céc Ung ¢ vién chinh tri va cdc nhan vat néi ti€ng thudng s dung chinh sich
nay.

Marketing lui (Demarketing) Céc hoat déng nhim cit giam nhu cu ti¢u ding
san phém trén thi tdmg xubng 14i mitc hop 1¥ dé€ doanh nghiép c6 thé san xudt va
ddp 1iing kip.

Marketing thir nghiém (Test marketing) Chon mot khu vuc cu thé hoic mét
doan thi trudng twong d6i dién hinh cho toan thi trudng d€ gisi thiéu sian phim
mdi vi van dung chién dich khuéch truong sin phdm. Can cit ddnh gi4 két qua thu
dugc s& quyét dinh liéu cé nén tung san phim dé ra trén quy mo réng hay khéng.

Marketing ¥ tuémg (Idea marketing) Xic dinh muc tiéu vd marketing moét ¥
tudng trong nhém khich hang ¢3 lua chon.

Mot (Faskions) San phdm dang phé bi€n, ¢6 kha ning lap lai vong doi sin phim.

Mét nhat thid (Fads) Mét t6n tai thoi gian ngin vi du nhu dong nhac disco, lan
séng mi.

Mau (Sample; Nhém dai dién.

Miu chudn (Quota sample) Mot miu khong ngiu nhién dugc phan chia sao cho
céc¢ phdn hoac nhém dai dién cho toan méiu.

Mau chim (Cluster sample) Phuong phip 14y miu theo chim, sau 46 chon ra
mot hodc t4t ca cdc phdn ti trong chim d6 1am d6i tuong nghién cira.
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Mau ngau nhién hé thong (Systematic sample} Miu x4c sudt 1dy 4t ci cdc vat
c6 s8 thit te N trong mot danh sich

Mau phan té (Stratified sample) Miu xic xust duge chon lya sao cho méi khi
chon miu nglu nhién & mot nhém sin phdm nio dé né s& dai dién dugc cho tdng
miu

Mau tién dung (Convenience sampte)vMﬁu chon khong ngdu nhién t& nhing
ngudi sdn sing tra 1.

Muc tiéu cua chinh sich gia (Pricing objectives) Muc tiéu ma cong ty mudn dat
dugc thong qua viéc 4p dung céc chinh sich gid.

Mue tiéu duy tri (Status quo objectives} Mot phin trong chién luge gid, muc tiéu
clia né 12 duy tri mét mufc gid bdn n dinh.

N

Nganh dich vu (Terfiary industries) Nganh kinh doanh dich vu.

Nganh thuong mai (Trade industries) Cic t8 chitc, vi du nhu cdc nha bin butdn
va bdn 14, mua hang dé v ban lai cho ngudn khiac.

Ngay hét han sit dung (Open dating) Cho bi€t ngay cudi ciing ma sén phidm thuc
phdm cén c6 thé duge bay ban.

Ngudi bdn buén (Wholesaler) B4n buon trung gian ¢6 todn quyén quyét dinh déi
vGt hang hod c6 trong tay. Thuat ngit ngudi ddu co hoidc nha phan phéi ciing 4m
chi d6i trong nay.

Negudi bian buon dich vu fron géi (Rack jobber) Nhan vién ban buén marketing
mot s6 san phdm nhat dinh dén t4n cic clra hang ban 1€, cung ng dich vy van
chuyén, sip x€p, bao hanh va 1ap kho dy trif tai quiy bin.

Ngudi ban 1€ (Retailer) Ngudi trung gian bdn san phim dén tay ngudi tieu ding
cudi cing.

Ngudi ¢ tiéng néi quan trong (Opinion leader) Ngudi ¢6 ti€ng ndi quan trong
trong mot nhém. ¥ ki€n ctia ohitng ngudi ndy thuong rat duge On trong, ngudi
khédc luon tm dén ho d€ xin I4i Khuyén. L&i khuyén cta ho thudng 1a mt trong
nhiing nguén théng tin vé cdc san phidm méi.

Ngudi moi giéi (Broker) La dai 1y ban buon hd trg hoat dong marketing bing
céch 8 chic cho ngudi mua vi ngudi b4n tai nhimg viing dia 1y phan tdn gap dugc
nhau.

~ Ngudi nhan (Receiver) Ngudi nhan céc thong diép truc ti€p tir he théng truyén
thong.

K¢é hoach hod va Phdt trién Sdn phim 59



Ngudi phu trich san pham (Product manager) Ngusi ding ra quan 1y mét hoic
mot nhém san phdm. Ngud dé hoan toan chiu trdch nhiém vé viéc x4c dinh muc
tiéu va lap chién luge marketing.

Nguoi tiéu dong tién phong (Consumer innovator) Ngudi tiéu ding diu tién ca
mot san phdm hodc dich vu méi.

Nghién ciru mang tinh khai pha (Efbloratory research) Cic nghién ctu nham
gitip ngudi ta hiéu k¥, sau hon nita cdc vin dé xay ra, tim hiu nguyén nhan va
nhimg 4anh hudmng.

Nghién citu vé kha ning cung cip (Supply study) Phong vin ngudsi tiéu diing dé
¢6 duge nhitng théng tin v€ thai do, nhan xét, dong co mua hang cia ho. Thudng
duge thuc hién dudt ba hinh thite: phong vin qua dién thoai, qua thu va phéng van
truc tiép.

Nguyén vat liéu tho (Raw materials) Vit liéu ddu vio nhu san phim néng nghiép
(kia, bong, sita) hodc san pham tu nhién {déng, quing kim loai, than) dé san xust
ra san phdm cuéi cing. Khi phan phim cdp nguyen vér lieu, ngudi mua s& duogc
dam bio ring san phdm quy chudn va cé ciing mit bing chit lugng.

Nguyén vit liéu trung gian {Component parts and materials) Trong thi trudmg
céc t6 chic, nhimg san phdm cong nghiép di holn thién tré thanh chi 1iét cha san
phim cudi ciing.

Nhan khdu hoc (Demographics) Nghién ciru cdc dic difm clia ngudi mua tiém
ning, nhu : tudi, gidi tinh, myc thu nhap.

Nha san xuit (Producers) Ngudi mua san phim hedc dich vu vé d€ 1i€p wc sin
xudt ra san phdm hoac dich vu khdc.

Nhan hiéu (Brand) Tén goi, k¥ hiéu, bifu tuong, thiét k&, hoic k&t hgp cha céc
y&u 16 trén, ding dé phén biét san phidm ciia doanh nghiép véi san phdm cia céc
doanh nghi2p canh tranh.

Nhan hiéu duge ua chuoéng hon (Brand preference) La giai doan thi hai trong
qué trinh chap nhin nhan hiéu cha mét sén pham. Khéch hing sau thii gian ding
thix tr& nén thich diing san phdm dé hon san phdm clia hiang khéc c6é bén trén thi
trudmg.

Nhan hiéu cd biét (Individuai brand) Chién luge ddnh nhan hiéu riéng cho timg
san phim trong nhém cling loai chd khéng goi chung ca nhém dudi ciing mot n.

Nhan hiéu duy nhat duge wa chudng (Brand insistence) LA giai doan cudi cing
trong qua trinh chip nhan nhan hiéu ciia mot sin phdm. Khich hiang chi chip nhin
dung hang ding nhan hiéu d6 ma khong chip nh4n san phim thay thé€, ho im mua
bang duge hang d6 méi thoi.
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Nhan hiéu qudc gia (National brands) Quy dinh bdi nhi sdn xuit. Trén thuc &
d6i khi ngudi ta goi nd 12 rhan hiéu cda ngudi san xudt.

Nhan hiéu riéng (Private brand) Mot nhém cic san phdm dugc mot ngudi ban
buén hay bin 1é sip vio mot nhém cung tén do ho lua chon.

Nhan biét nhan hiéu (Brand recognition) La giai doan thif nhat trong qui trinh
chip nhan nidn hiéu clia mét san phidm’ Khédch hang c6 thé phan biét nhan hitu

clia san phdm ndy véi cdc nhin hiéu cha san phdm khéc.

Nhan thie (Cognitions) Kién thitc, tin ngudng va thii d6 clia con ngudi vé nhing
su kién cu thé.

Nhip khdu (Importing) Mua hang tir nudc ngoii.

Nhém hang tiem thirc (Evoked set; Khi ngudi tieu ding quyét dinh mua hang,
ho luén b san trong ddu moét s nhan hiéu hing hod ho 43 timg sir dung udce day.

Nhém san phidm (Preduct line) Tap hop céc san phdm lién quan dén nhau.

Nhu cdu (Need) Khi cam thdy thi€u mét cdi gi d6, su khac biét gitra tinh trang
hién thuc va tinh trang dang uéc mudn.

Nhu cdu ¢6 kha nang thanh toan (Customer demands) La nhu cdu cu thé c6 kha
nang chi tra.

Nhu cau cu thé (Cusfomer wants) Cu thé hod nhu cdu tu nhién theo dic diém vin
hod, 16i séng va kinh nghiém clia méi cd nhan.

Nhu ciu ty nhién (Customer needs) La mot phin ban chét co ban cla con ngudi,
gém: nhu cdu vat chét vé thide an, quin o, sur sudi m, sy an toan; nhu cdu x3 hoi
vé clia céi, dia vi; nhu cdu c4 nhan vé kién thic, sy tir khang dinh.

O

0 nhiém (Pollution) L3 thuat ngt da nghia, thutmg c6 nghia 13 “gay bdn~; ngeai
ra c6 thé hiéu theo nghia méi trutmg 6 nhiém (nuéc va khong khi) va vin hoi 6
nhiém (khi€u thdm m¥ va tri thic).

P

Phd gi4 (Devaluation) Khi mot qudc gia danh sut gid déng noi € so véi vang
ho#c véi déng ngeai té khéc. '

Phan doan theo yéu té nhan khiu hoc (Demographic segmentation) Chia dan
& thanh cdc nhém tuong d6ng theo cac tidu chi nhu tudi, gidi tinh, mic thu nhap.
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Phan doan theo véu 16 dia I¥ (Geographic segmentation) Chia dan s6 theo tigu
chi cing khu wvirc.

Phin phéi déc quyén (Exclusive dism'buﬁon) Phan phéi cé tinh h&t sitc chon
loc, nha san xudt chon mot nha bin buon hodc bédn 1é dé trao toan quyén vé viéc
ban san phidm tai mot vimg/khu vire xéc dinh.

Phan phéi cé tinh chon loc (Selective distribution) Sir dung mang ludi ban 1€ han
ché, c6-tinh chon loc dé phan phéi san phdm clia minh.

Phan tich diém hoa vén (Break-even analysis) Qu4 trinh d4nh gié loi nhuan thu
vé v6i cde mife gid lua chon.

Phin tich diém hoa von kiéu méi (Modified breakeven analysis) K§ thuat xay
dung chinh sich gid trén co s& k&t hgp mo hinh phan tich diém hod vén kigu
truyén théng véi viéc ddnh gid nhu cdu tidu ding.

Phan tich két qua ban hang (Sales analysis) Nghién citu cidc s6 lieu ndi bo vé&
viéc bdn hing, theo d6 c6 phan tich chi tiét tiing c&u phin dé cé dwgc nhiing théng
tin hifu ich hon.

Phan tich xu thé (Trend analysis) Phuong phép udc tinh doanh s6 thic hién trén
ca 6 phan tich cAc s6 li¢u thong ké vé doanh s6 thu dugce trong thoi gian trude dé.

Phuong phap téng chi phi (Total-cost approach) Tinh tdng chi phi ciia todn bo
cdc khoan muc chi phi cia hé théng phan phéi chit khong tich riéng timg khoan.

Phan ting (Response) Phan ing cia ngudi tidu ding ddi véi mot y&u 16 tic df}ng
hoac mdt dong co.

Phong van thao luan theo nhém (Focus group interview) Nghién ciu marketing
dé thu thap thong tin trén ¢o s& phong vén thio ludn theo nhém gém tix 8 dén 12
ca nhan tai cing mot khu wvare, theo cling mét chi dé.

Phin tram tong loi nhuan (Gross margin percentage) Phuong phip ddnh gid
cho biét phin tram doanh thu bl dap dugc chi phi va mang lai l¢i nhugn sau khi da
trit chi phi san xu4t ra luong san phdm bdn ra trong mot théd gian x4c dinh.

Phiéu gidm gia (Coupon) Lh cong cu khuéch truong san phim, thudng duoc ting
cho ngudi mua d€ nhan duge gidm gia cho 14n mua tiép sau.

Q

Qua trinh chap nhan (Adoption process) Mot loat cdc quyét dinh khédc nhau clia
khich hang d6i v6i mot san phdm méi. Qud trinh chfp nhin ciia khich hang gbém
c4c budc cu thé sau: nhin biét sy ¢6 mat clia san phdm, quan tim, dénh gid, ding
thiz va chdp nhan.
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Quai trinh phd bién san pham méi (Diffusion process) Nhdy d6 md mot sin
phdm s& duge ngudi tiéu ding trong moét nhém cong déng chdp nhan.,

Qui trinh trao ddi (Exchange process} Qui trinh hai bén trao déi mot thit gi d6
c6 gi4 tri d€ cling théa mén nhu cdu cha minh.

Quang cdo (Advertising) Gi6i thiéu vé sdn phim cho mdt lugng khach hang tiém
ning 16n thong qua cic phuong tién théng tin dai ching dé ho biét va mua hang
cia minh.

Quang cao ban 18 (Retail advertising) Quang cdo bdn hang truc tiép tai cdc clra
hang ban 1€.

Quang cio cong tac (Cooperative advertising) Chi phi cho chuong trinh quéng
c4o do ngudi ban hdng vi nha sin xuét cling chiu.

Quang cao tai chd (Point-of-purchase advertising) St dung hinh anh tuyén
truyén va trinh dién d€ khuéch truong sian phdm vio thdi diém va tai dia diém gin
1ién v6i quyét dinh mua hang cla Khach.

Quang cao so sanh (Comparative advertising) Thuyét phuc khich hang mua sian
pham bing cdch so sinh véi mot san phdm cling loai cfia d6i thil canh tranh.

Quéng cao trén do dung (Specialty advertising) Quang céo thong qua nhimg do
diing ¢4 in tén wdi, dia chi noi san xuat va thong diép quing cdo, thudng duge in
trén cdc san pham nhy lich, but, lich thi dau thé thao.

Quang cdo thong tin vé san pham (Informative product advertising) Quang céo
d¢é rao nhu cdu ban d4u vé mot san phim.

Quan hé cong ching (Public relations) Quan hé cita doanh nghiép véi cong
déng trong d6 c6 khich hang, nha cung dng, cé dong, nhan vién, chinh quyén, cic
18 chifc x4 hoi. :

Quan hé cong chiing (Publicity} Mot phin cla quan hé cong déng lién quan dén
khué&ch trvong san phim hoac dich vu ciia doanh nghiép.

Quay vong du trir (Stock turnover) S8 1an quay vong mot Iwong du trir binh quan
frong nam.

Quy cach pham chit (Specifications) M6 ta bing vin ban vé& m6t san phdm hay
dich vu ma doanh nghiép cdn. Ngu&i d4u thdu tiém ning s& ciin cif vio d6 dé xem
1iéu minh cé san xuit/ cung <ip sin phdm/dich vu dé duge khéng réi mdi quyét
dinh tham gia b6 thiu.

Quyén cua ngudi titu dung (Coensumer rights) Quyén dugc an toan khi sir dung
san phim, quyén dugc thong bdo, quyén dugc chon lua va quyén duge gép y.
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S

San phdm (Product) 1A mot tap hop céc dic diém vat 1y, dich vy, bi€u tnimg d€
théa man nhu cdu clia con ngudi.

San phdm ciing loai (Generic product) DS in hoiac d6 gia dung khéng c6 ten
tudi riéng, khong quing cdo, khong nhan hiéu.

San phdm hitu hinh (Tangible products) La sin phim vat chét, chit khéng phéi
dich vt nhur tu viin phdp leat, dich vu y t€.

San phdm thé ché (Cannibalizing) Sin phdm th&€ chd sin phdm khdc ciing do
mot hang san xust.

San phdm cong nghiép (Industrial goods) Hang hod duge sir dung tnic ti€p hoic
gidn tiép lam nguyén liéu ddu vio cho viée san xudt mot loai hing hod khédc.

San phiam vo hinh (ntangible products) La san phim dich vu nhu tu vin luat
phép, kham bénh.

San xuit don dau (Speculative production) Sin xuft cin ct trén co s¥ du dodn
ciia nha quan Iy vé nhu cdu tuong lai trén thi trudng cha loai san phdm ndy. Sén
phim dugc san xusft truée khi c6 don dit hang.

Sinh théi hoc (Ecelogy) M8i quan hé giita con ngudi v&i moi trudng.

So sanh chudi san pham - dich vu (Goods-services continuum) Phuong phép
trinh by céc dic diém giéng va khic nhau giffa céc sdn phdm vi dich vu.

T

Tai sir dung (Recycling} T4i sit dung ching han nhu d6i véi bao bi. Qud trinh ndy
tao nguén nguyen liu ddu vio méi va xit I¥ dugc mét tic nhan quan trong gay o
nhiém méi trudmg.

Tai sin von (Capital items) Nhimg thi sin 1au bén c6 thdi gian khau hao dai.

Tao danh tiéng (Prestige goals) Nim trong chién Iugc vé gid. Dinh gid ban &
mic cao dé.tao cho ngudi tiéu ding 4n tugng sdn phim 12 loai c6 danh ti€ng hoac
c6 chdt lugng cao.

Toéng diéu tra (Census) Thu thap dit lieu marketing ti¥ t4t cd cdc ngudn.

Téng hop luc luong ban hang (Sales force composite) Phuong phép dy dodn
doanh s6 bdn hing trén co s& téng hop doanh s6 ban hang dy tinh cla tét ca lyc
lugng bén hang trong cong ty.
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Tén nhan hiéu (Brand name) Mot phin trong nhin hi¢u gém tr hoic chit lam
nén tén d€ xdc dinh vi phan biét sidn phdm cha doanh nghiép véi d6i thii canh
tranh. Day chinh 12 phdn thé hién dugc bing 101 n6i cha nhin hiéu.

Tén san pham ciing loai (Generic name) Tix thudng ding dé néi vé mot loai sin
phdm nao dé. Vi du nhu cola, nylon.

Tau chuyén ché riéng (Unit trains) LA dich vu van chuyén clia nganh dudng sit
danh riéng cho nhimg khédch hing c6 nhu cdu v&n chuyén nhitng 16 hang 16n nham
ti€t kiém chi phi va thdi gian cho doanh nghiép. Trén tau chi chd hing cua riéng
doanh nghiép ma thoi.

Toi da hod doanh thu (Sales maximization) Tri€t 1y dinh gid do kinh t€ gia
William J. Baumol phan tich. Baumol cho ring nhiéu hing mudn tdi da hod doanh
thu trong diéu ki¢n lgi nhuan bi han ch€ & mét mifc nhét dinh.

T46i da hos loi nhuan (Profit maximization) Trong hoc thuyét kinh t€ ¢ dién day
14 muc tiéu triyén théng cia chinh sdch dinh gid. Theo hoc thuyét nay, tat ci cdc
doanh nghiép déu muén 161 da hoa c4i ho thu vé va 16i thifu ho4 c4i ho chi ra.

Tap hop téng quat (Population) Nhém tdng s6 ma nha nghién citu muén nghién
ctru. D61 v6i mot cudc van dong béu ci, tap hop téng quét chinh 12 toan bo cur tri
hop phép.

Thai dé (Aditude) Nhimg dinh gid tiéu cyc hodc tich cyc, cam nhéin vi xu the
ang ho hodc phan déi.

Thoéng tin phan hoi (Feedback) Thong tin vé phan ing cta khich hang truéc mot
thong diép, thong tin niy dugce phan 4nh nguge tré Tai phia ngudi gl théng tin. -

Thuong hiéu (Trademark} Nhin hiéu dugc dang ky ban quyén, ngodi doanh
nghiép ra khong don vi ndo dugc phép sl dung, thudng dang ky ban quyén ca
phén biéu tuong va tén.

Thoa dung vé thdi diém (Time utility) Khi ngudi 123m marketing c6 kha nang
cung ng san phdm ding vio lic ngudi tiéu ding mudn mua.

Thoa dung vé quyén sé& hitu (Ownership utility} Do cic cdn bé marketing tao ra
khi quyén s& hitu san phdm dugc chuyén sang cho ngudi tiéu ding tai thoi diém
mua.

Thoa man nhu ciu (Want satisfaction) Pat duge khi nhu cdu 1 nhién cla ngudi
tiéu ditng dugc ddp ng sau khi ho tidu ding sin phidm dé.

Thoi gian tién ban hang (Pretransactional period) Khoang thdi gian trude khi
tung san phdm ra bdn chinh thic.

Theo dbi (Follow-up) Mot khau trong qud trinh bin hang - hoat dong sau bin
hang.
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Thiét k&€ chuong trinh nghién citu thi trudng (Research design) Xay dung mot
k€ hoach day di vé viéc thuc hién mot chuong trinh nghién citu, diéu tra thi
truong.

Thir hiéu qua (Prefesting) Kiém tra tinh hiéu qua clia mét quang cdo trude khi
dua né vio thue hidn.

Thit nghiém (Experiment) Cdc nghién etru khoa hoc trong dé céc nha nghién ciu
thuc hién mdt loat cdc thi nghiém vdi mét nhém miu, sau d6 so sidnh két qua thu
duoc vdi nhém khong thuc hién thi nghiém.

Thir nghiém ¥ tudng (Concept testing) Mot khau trong quy trinh phét trién sin
phdm mo6i, dinh gid ¥ twéng vé san phdm méi trudc khi chinh thitc dua vao sin
Xust.

Thi trudmg chung (Commeon market) Khii niém dimg trong marketing quéc t€,
thiét Iap mét khdi thi trudng dp dung chinh sdch hdi quan chung vi tiéu chuin hod
cac quy dinh thuong mai théng nhit cho tit ca cdc nude thanh vién.

Thi trudmg cla ngudi ban (Seller's market) Thi trudng hang hod va dich vu khi
cdu 16n han cung.

Thi trudng cGa ngudi mua (Buyer’s market) La thi trudng ¢6 dbi dao hang hod
va dich vu. :

Thi trudmg muc tiéu (Target market) Nném cic khach hang duge xdc dinh trudc.

Thi trudng ngudi tiéu dang (Consumer market) Nhiing ca nhan mua hang hod
va dich va cho muc dich st dung ciia ban than.

Thi trudng san phim cong nghiép (Industrial goods market) Thi trudng gém
nhitng ngudi mua hang hod 1am nguyén lidu dau vio cho viéc san xudt mét loai
hang hoa, dich vu khdc. Vi du nhu thi trudmg clia cdc don vi san Xudl, cdc co quan
chinh phil, ban 12, bin buén, céng ty khai thic mo, cong ty bdo hiém, cong ty bat
dong sdn, trudmg hoc, bénh vién.

Thu nhap tuy dung (Discretionary income) Mot phén trong téng doanh thu sau
khi d3 trir di céc phan bét buoc phai chi.

Thuc hién don dat hang (Order processing) Qua trinh bdn hang tai cdc ctra hang
bén buén, ban 1é. Gém: xdc dinh nhu cdu cta khach hang, chi 16 cho ho biét nhu
cdu 46 va thuc hién don dat hang..

Thuyét trinh (Presentation) Mot khau trong qué trinh béan hang. Ngudi ban hang
thuyét minh, gi6i thiéu nhitng dic tinh co ban clia san phdm, chi ra vu diém cia né
vi trich dn I&i khen ngoi ctia nhitng ngudi di timg skt dung.
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Thuyét trinh bin hang theo mau (Canned approach) Thuy&t trinh bdn hang
theo méu di ghi nhé dé dam bdo néu duge mot cdch théng nhat tat cd nhing diém
duoc 1dnh dao coi 1a quan trong.

Tiéu chudn phuc vu khach hang (Customer service standards) Chét lugng phuc
vu ma médi cong ty danh cho khdch hang clia minh.

Tién hoa hong (Commission) Khoan tién tra cho nhan vién ban hing gin véi mic
doanh sd bdn hodc mifc Igi nhudn.

Tra lai mot phan tién hiang (Rebate) Tra 1ai mot phédn tién hang, thudng do nha
san xuft mot sin pham cung cdp cho khéch hang

Tro gia (Frade-in} Thudng danh cho cic don vi bin nhiing hang ho4 1au bén nhu
6 t6. Trg gid s cho phép giam gid ma khong anh hudmg dé€n gid cong bs.

Trung bay thuong mai (Traede show) xem phén Hoi cheg thuong mai.

Truyén thong (Cemmunications) Su truyén dat mot £ht5ng diép tir ngudi giti
(hodc mot ngudn) dén ngudi nhan.

Ty gia hoi dedi (Exchange rate) Ti gia gilta dong noi té vdi déng ngoai & hoic
véi vang.

Ty 1& chi phi hoat dong (Operating expense ratio) Mot chi tiéu dénh gié tinh
tdng chi phi ban hang va chi phi hinh chinh réi so sénh v6i doanh thu.

Ty 1¢ lai trén ¢ phin (Rate of return on common eguity) Mot chi tiéu danh gid
cho thdy doanh nghiép di cé 13 dén miic nio trén v6n cd déng.

Ty 1¢ lai trén téng tai san (Rate of return on fotal assets) Mot chi titu danh gid
cho théy ty 1¢ 1gi nhuan rong sau thué trén téng tii san clia mot doanh nghiép.

Ty sudt loi nhuan theo von dau tu (Refurn on investment) Ty 1€ giita loi nhuén
va téng von diu o

U

Uu dai hai chiéu (Reciprocity) C6 nhimg vu dii ddng ké cho ngudi vira 13 nha
cung ung, vira 1 ngudi tiéu ding hdng cia doanh nghiép.

\%

Van hoa (Culture) Cic quan niém, thudc do gid tri, tr tudng va thii do anh hudng
d€n hanh vi ngudi tiéu ding.
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Vin phong bén hang (Sales office) Nha san xuit 14p vin phong khu virc d€ quan
1y doi ngii bdn hang. N6 khdc van phong chi nhidnh & chd khong cé kho dé lvu
hang.

Vit phdm phu trg (Supplies) Nhitng vat phdm cdn thiét cho viéc vin hanh hang
ngiy song khang hién dién trong thanh phdm, vi dy nhu vat phdm ding che bio
dudng, sita chita, vin hanh nhu cdc d6 van phong, gidy, bit, myc, bang muc, quén
4o bdo ho, v.v... Vat phdm phu trg khéng bao gém cac nguyén vat liéu hién dién
trong thinh phdm nhu cao su trong sim I8p, vai trong quén do.

Vat tw mau hong (Expense item) Vit phém hotic dich vy sit dung trong mot thdi
gian ngén, thudng 1A mot ndm.

Yong doi ban Ié (Retail life cycle) Quan niém vé vong ddi cha mot don vi bédn 18
qua céc théi k¥: tham nhép, tang trudng, bio hod va suy thodi.

X

X4c dinh thi trudng muc tiéu (Market targeting) Cic cong ty phdi xic dinh va
dua ngudn lyc cha minh vio phuc vy mét s6 nhém khich hang nhét dinh trén thi
trudng

Xuat khdu (Exporting) Bin hang ra thi trudong nuée ngoai.

Xudt khiu chi dong (Active exporting) Cic hoat dong marketing trén pham vi
quéc t€ clia mot doanh nghiép nhiim chié déng tim ki€m ban hang d€ xuat khiu.

Xuit khdu thu dong (Casual exporting) Doanh nghxép thy dong trong cdc hoat
dong marketing trén thi trudng quéc (€.

Y

Yéu td tic dong (Cues) Nhiing vat thé trong moi trudng quyét dinh ban chdt cic
phan ing.
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Phu luc C - Théng tin bd sung

Chuong trinh Phét trién Dy 4n Mé Kong di bién soan bo sich danh cho c4c nha
quin 1y va chi cdc doanh nghiép vira va nhd & Viét Nam. Méi cudn sich duge
thiét k€ d€ sit dung mot cach linh hoat. Diéu niy o6 nghid 12 mot ngudi cé thé w
nghién ctfu todn b6 cudn sdch, mot gido vién cé thé sir dung @€ giang day, hoic
chuyén gia or vin c6 thé ding d€ tham khio cho cong tdc chuyén mon clia minh.
B sich gém hai nhém chii dé:

¢ Quan tri Ngudén Nhan luc trong cdc Doanh nghiép Vira v Nho
e Quan tri Marketing trong cic Doanh nghiép Vira va Nho

Nhom chi dé 1: Quan tri Nguén Nhan lue trong céc
Doanh nghiép Vira va Nhé

1.01 Chit doanh nghi¢p va chific ning quan 1¥ ngudén nhan luc

1.02 Phan tich cong viéc

1.03 MO0 ta cong viéc, yéu cdu chuyén moén va céc tiéu chudn két qua cong viéc
1.04 Thu hat, tim ki€m va lga chon ngudn nhan luc

1.05 Heé théng tién luong va tién cong

Nhém chit dé 2:  Quan tri Marketing trong cac
Doanh nghiép Vira va Nho

2.01 Cic khdi niém co ban vé Marketing

2.02 Thu thap théng tin vé khich hang

2.03 Thu thap thong tin v€ qud trinh va xu hudng mua hang ciia khach hang
2.04 Thi trudng muc tiéu

2.05 K& hoach hod vi phét trién sin phdm

2.06 Gid va chién lugc gid

2.07 Khuéch truong san phim vi quang cdo
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Chwong trinh phit fritn dy in M kéng

Quan ftri Ngﬁc‘in Nhan luc va
Marketing trong cac Doanh
nghiép Vira va Nho

PHIEU PANH GIA

Chuong trinh Phdt trién Dy dn Mé Kong rat mong ban doc gid lai phi€e ddnh gid
cho chiing t6i. Chiing t6i s& phan tich thong tin phan héi dé cé thé cung cap cho
ban doc nhitng dich vu t8t hon, cling nhi bigén soan thém tai liéu dao tao cho céc
nha quan ly doanh nghiép vira va nho. T4t cd céc théng tin trong phi€u ddnh gia
nay s& duge bao mat. Xin hay danh 10 phit dé hoan thanh phi€u danh gia va gin
phiu vé dia chi dudi day, bang fax hoiic qua buu dién.

Ngoai ra, néu ban cé céu hdi lién quan dén ndi dung cudn sich, Chyong trinh Phét
trién Dy dn Mé Kong s& chuyén cdc cau héi cla ban t6i tic gid (cho dén thing 9
nam 2001). D¢ nghi gl cdu hoi cing véi phiu danh gis ndy bing fax, thu hoac
thu dién tir tdi MPDF theo dia chi sau:

Chuong trinh Phat frién Dy an Mé Kong
63 Phé Ly Thai T8, Tang 7
Ha Noi, Viét Nam
Bién thoai; (84-4) 824-7892 Fax: (84-4) 824-7898

E-mail: dlien@ifc.org

1. Cho bié¢t tén cu6n sich ma ban mudn gdp ¥ ki€n?

2. Ban di nghe nét dén hoac nhin thiy cu6n sach ndy 14n diu tién & dau?

3

Qa a ool

Vo tuyén
Dai

Bao chs
O mot khod hoc ma toi tham dy

3 moét cude hoi thio ma t0i tham du
Tir mot ngudi ban

(3 hiéu sach

Khic (Xin h3y néu rd)




3. Ban d3 sir dung cudn siach nay trong hoin cénh nio?

73 Trong céc kho4 hoc & trudmg Pai hoc/Cao ding
O Hei théo

O Congtictu van
O

Ty nghién ciu

4. L¥ do chinh ma ban mua cudn sach?

O Mot s6 ngudi gidi thidu cudn sich voi tai

O Cu6n sdch 13 tai licu bat budc trong khod hoc mi téi tham du

1 Tai nght ring cuén séch cé thé gidp t6i khoi sif cdng viéc kinh doanh cia minh

3 Toi nghi ring cufn sich c6 thé gidp t6i cai tién c6ng viéc kinh doanh hién nay
clia minh

O Tsoi thich cdch trinh bay cia cudn sach

O Cudn sich nay ré. hon so v8i mdt s6 cudn sdch tuong o

5. Phén nio chia cudn sich duge ban nghién cifu nhiéu nhdt?

Bai t4p tr kiém tra

Bai tap thuc hanh

Bai tap tinh huéng

Ké& hoach dng dung

Noi dung clia cudn séch
Phin khic

W aaaoaa

6. Phin nae cha cudn sdch duge ban nghién ciu it nhét?

* Bai tap tr kiém tra
Bai tap thuc hanh
Bai tip tinh hudng
K€ hoach ing dung
N6i dung cta cubn sich
Phén khéc

QU




7. Ne€u ban 1& chi doarh nghiép, bar d3 4p dung nhitng kién thatc aghién ¢tu duge tir

cuén sich nay vao thue t€ cong viéc kinh doanh clia minh nhur thé nio?

O Toi da hidu biét duce nhiéu hon trude

O Toi d4d st dyng nhimg kién thifc nghién ciu d€ xem x¢1 lai cong viec kinh doanh
hién nay cta minh .

O Toi dd sit dung nhimg kién thic nghién ciu dé dua ra nhimg bién phdp quin Iy
mdai

O Teoi khéng s dung nhiéu nhitng kién thic nghién cifu tir cudn sich vi thdy ching
khéng phi hop

O Ly do khic (xin néu rd)

8. Ban c6 thé sir dung bai tap ing dung d€ gidi quyé& céc van dé trong cong ty minh?
0 6 thé 4p dung hidu hét ké hoach iing dung
) Cé thé 4p dung khoang mot nlta k€ hoach tng dung
0O Hau phu khong dp dung duge mdt k& hoach tng dung nao

Néu ban hau nhu khong thé 4p dung dugc mét ké hoach ing dung ndo, xin ban cho
biét 1¥ do.

9. Ban danh bao nhiéu thai gian dé nghién céu cudn sdch nay? Xin hdy ude tinh theo s§
gid.

O 1dénsgo

3 5dén 10 gio

O 10den 15 g

0O 15dén20giy

O

Khoang thdi gian khéc (xin h3y néu rd)

10. Ban hiy dénh gi4 cudn sdch nay theo thang diém dudi day?

RO rang 1 2 3 4  Khongrdrang

Thi vi 1 2 3 4 Khongthivi

Rat hitu ich 1 2 3 4  Khénghiuich

Qud dé i 2 3 4  Quikho

Mait qud it thoi gian/ 1 2 3 4 Mirqua nhiéu thoi gian/

cong stic nghién cifu cong stc nghién ciu



11. Ban hiy ddnh gi4 vé Bai tap Thuc hanh?
O Quadé 1 2 3 4 Qud kho
O Hoply 12 3 4 Khoéng hop 1y

12. Gi4 cua cufn sich niy nhu thé nao?
O Qu#cac
O Hoply
O Qué thip

13. Bansé:

3 Mua cuén séch khdc & cling nhém chil dé
O Mua cudn sich & nhém chi dé khic
B3 Gidi thidu cudn séch nay véi ngudi khic

Y kién bé sung
Néu ban c6 thém ¥ kién hay nhin xét vé cudn sich niy hoic phén nac cha cudn sich, xin
vui ldng cho biét,
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K¥ thuat : HIEN KHANH
S¢a bianin : LE CONG -
NHA XUAT BAN TRE

161B Ly¢ Chinh Thing - Quén 3 - Thanh phd H& Chi Minh
DPT: 9316211 - 8465595 - 8465556 - 9317849
Fax: (84-8) 8437450
Email: nxbtre @hcm.von.vn

In 1.000 cudn, khd 21 x 29 cm. Tai Xinghiép In Lé Quang Lac,
SG dang ky k& hoach xudt ban 297/140-CXB. Do Cyc Xuit ban cap ngay 7/3/2001 va
gidy trich ngang KHXB s8 268/2002. In xong va ndp luu chiéu thang 3/2002.



Chuong trink Phat trien Dg an Me Koang
HMPDF) 12 chuens trigh #3 phvens talfrg ¢

Nyan hang Phit trien Chan A (AD3I

 nhan t[r h{]ﬁ Bxtrayiia
tanada
Phinias
£0ng 1y Tal chinh Quoc 16 6FEI
1 do Chetong trinh Phat tri€n Dy é4n Mé Kéng {MPDF) ph6i hop vdi HiitBan
p¢ m& OLA {Canada) bién soan gdm hai nhém chi d4: Ha-uy
irj Ngufin Nhan Iye treng ¢4c Doanh nghiép Vita va Nhé. Thay Bien
trf Markeling trong cdc Doanh nghifp Vira va Nhd. Theysi
112 tya séch, dugc thit k& linh hoai, déc 15p, d doc v dd dng dung. Wrong auac At
nghiép, chuyén gla tr vin, gido vién va sinh vién khea kinh 1€, Ehuona trink dugc disn kash Bo Ceng ty
anh nghigp, Marketing d€u c6 thé fim they 12 nhitng trang sich ndy Tatchink Guects [ o9
b ich, 1§ thi va thigt thyc cho cdng viéc kinh doanh, chuyén mén 16 phan chuyen vé khu vge i phan 1Baée
cia chinh minh. S 7apdean Hyan kang Ths gisi

# houch hoa vi phit tridn

g

22,000 YND
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