CAC BUOC PHAT TRIEN 9
TRUYEN THONG THONG TIN HIEU QUA

Philip Kotler ~ Gary Armstrong

Nguoi lam marketing cﬁn hiéu dugc cach thirc hoat dong cta truyén thong thong tin. Truyén thong
thong tin bao gom 9 yéu té duoc trinh bay & Hinh 1. Trong d6 2 yéu t6 1a nhitng thanh phan chinh
yéu ctia mot qua trinh truyén thong thong tin — nguoi giti (sender) va nguoi nhdn (receiver). Hai
thanh phan khéc chinh la nhu'ng cong cu truyén thong chu yéu — thong diép (message) va phuwong
tién truyen thong (media). 4 cai kia la cac chirc nang cua truyén thong thong tin — ma hoa, giai ma,
phan ieng va phan héi. Yéu t6 sau cung 13 sw nhiéu thong tin trong hé thong nay. Nhitng yéu t6 trén
dugc dinh nghia nhu sau:

Ngwoi giri (Sender): 1a bén giri thong di¢p cho mot bén khac.

Ma héa (Encoding): 14 qua trinh dién dich tu duy thanh hinh thirc biéu tuong.

Thong diép (Message): 1a tap hop cac biéu trong ma nguoi giri chuyén di.

Phirong tién truyén thong (Media): 1 nhitng kénh truyén thong ma thong qua d6 thong diép

di chuyén tir ngudi giri &én voi nguoi nhan.

e Gidai ma (Decoding): 14 qué trinh ma nhd d6 nguoi nhan 4n dinh ¥ nghia cho cac biéu tuong
da dugc ma hoa bdi nguoi gui.

e Nguwoi nhdn (Receiver): 1 bén tiép nhan thong diép dugc giri bai mot bén khac.

® Phan ung (Response): 1a nhitng hanh dong phan ung cia ngudi nhan sau khi da xem thong
diép.

e Théng tin phan héi (Feedback): 1a mot phan phan ng ciia nguoi nhan dugc truyén thong
nguoc lai cho ngudi guri.

e Nhiéu thong tin (Noise): 1a trang thai ngoai du kién hay sy méo mo cua thong tin xay ra

trong sudt qua trinh truyén thong thong tin, né gy hau qua 1a nguoi nhan sé& tiép nhan mot

thong diép khac han so voi thong diép ban dau cua ngudi guri.

Théng diép
) w Al .

Phwong tién truyen thong

Nhiéu théng tin

Théng tin phan hoi .

Hinh 1 — Cdc yéu t6 trong qud trinh truyén théng théng tin.

Phan rng .

M6 hinh nay dé chi ra nhiimg nhan t6 then chdt trong truyén thong hoan hao. Nguoi gui can phai
blet minh muén véi t6i nhitg ddi tuong thudng ngoan nao va mong mudn nhitng phan tng gi. Ho
can phai gidi ma hoa cac thong diép vi chiing 1a phwong tién can nhic cach thirc dbi twong thuong
ngoan giai ma cac thong diép ra sao. Ho phai gui thong di€p thong qua cac phuong tién truyén
thong dé né dén duoc v6i dbi tuong thudng ngoan muc tiéu. Va rdi ho con phai trién khai cac kénh
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phan hdi ma nho d6 ho s€ biét phan mg cia d01 tuong thudng ngoan ddi véi thong diép da gui.

Vi I& d6, nha truyén thong marketing can phai 1am nhirng viéc sau: [1] nhan dang dbi tuong
thuong ngoan muc tiéu, [2] xac dinh phan itng ma minh mong do1, [3] chon mot thong diép nao do,
[4] chon phuong tién truyén thong, [5] tuyén lua ngudn xuét phat thong diép, va [6] thu thap thong
tin phan hoi.

Nhan dang doi twong thuwéng ngoan muc tiéu

Mot nha truyén théng marketing phai bat dau cong viéc véi mot ddi tuong thuéng ngoan muc tiéu
that rd rang trong tam tri minh. Pdi tugng thudng ngoan nay co thé 13 nhitng khach hang tiém ning,
ngudi sir dung hién tai, nhitng ngudi ra quyét dinh hay nhimng nguoi gy anh huéng. Ho co thé la
nhitng c4 nhédn, nhitng nhom ngudi, nhitng nhom céng ching dic biét hay ciing c6 thé 1a cong
chung no6i chung. Pbi tugng thudng ngoan myc tiéu s& co6 anh hudéng manh m& d&én nhitng quyét
dinh ctia nha truyén thong trong viéc sé noi cai gi (what), néi nhu thé nao (how), khi nao thi néi
(when), n61 & dau (where) va ai no1 (who).

Xac dinh phan wng ma minh mong dgi
Mot kh1 dbi tuong thuong ngoan muyc tiéu da duoc nhén 1, nha truyén thong marketlng phai quyét
dinh xem minh tim kiém loai phan ng nao. Di nhién phan tmg mong mudn cudi cung 1a khach chiu
mua hang. Nhung mua hang 13 két qua ciia ca mot qua trinh 1au dai nguoi tiéu dung ra quyét dinh.
Nha truyén théng marketing can biét hién thoi ddi tuong thudng ngoan muc tiéu dang dimg ¢ dau
va né can phai dugc chuyén sang trang thai nao.

Péi tuong thudng ngoan muc tiéu cd thé dang & bt ky trang thai ndo trong sd 6 trang thai sin
sang ciia nguwdi mua — Cha y, am hiéu, thich tha, wa thich hon, tin twéng hodc mua hang. Nhing
trang thai nay dugc trinh bay trong Hink 2 va dugc ban tdi ngay phia dudi day.

Cha y ‘ _| Amhiéu ‘ | Thich thi '

Ua thich hon o Tin twéng ] Mua hang

Hinh 2 — Cac trang thadi san sang cua nguoi mua.

Trang thai cha y

Trude hét nha truyen thong can phai biét dbi tuong thuong ngoan muc ti€u chi y to1 mirc nao dbi
v6i san pham hay to chiec. D01 tuong nay co thé chang cht ¥ gi dén né ca, chi biét tén cua nd hay
chi blet 1 hay mot vai didu vé n6. Néu da sb ddi tuong thuong ngoan muyc ti€u khong chua y, nha
truyen thong cb ging xdy dung su chi y, ¢ 18 chi can dat tén cho sy nhan biét san pham. Piéu nay
¢6 thé dugc thuc hién v6i nhimg thong diép don gian 1ap di 1ap lai cai tén nay. Mic du thé, xay
dung su chu ¥ kha tén thoi gian.

Céc budc phat trién truyén thong théng tin hiéu qua — Philip Kotler & Gary Armstrong 2



Gid sir mét trwong cao ddng ¢ tiéu bang lowa cé tén la Pottsville tim kiém nhitng iing vién tir tiéu
bang Nebraska (Ghi chii ciia nguoi dich: Iowa va Nebraska la 2 tiéu bang thuge ving Trung Tdy ciia Hoa Ky-Nebraska
nam & khu vie phia Tdy cia ving nay) nhung ho lai khéng cé dwoc sw nhdn biét tén g2oi cua minh ¢ tiéu
bang Nebraska. Va gia sir rang c6 t6i 30.000 hoc sinh ndm cudi bdc trung hoc ¢ Nebraska nhiéu kha
nang sé cé himng thii véi trieong Cao dang Pottsville. Triwong cao dang nay c6 thé sé phdi lén muc
tiéu thu hit sw chii y ciia 70% s6 hoc sinh trén doi véi cdi tén Pottsville trong vong mot ndam troi.

Trang thai am hiéu

Poi tuong thudng ngoan myc tiéu co thé c6 sy chu y dén cong ty hay san pham, nhung khong biét
gl nhiéu hon. Pottsville ¢6 thé mubn ddi trong myc tiéu cua minh biét rang nd 1a mot truong cao
dang tu dao tao trong 4 nam, truong thudc tiéu bang Iowa & phia Pong ving Trung Tay véi nhing
chuong trinh that xuat sic dugc giang day bang Anh ngit va ngh¢ thuét ngén ngir. Truong Cao dang
Pottsville can phai nghién ctru xem ¢6 bao nhi€u nguoi trong s6 dbi tuong thuong ngoan muc ti€u
c6 chut it hiéu biét, hiéu kha kha hay am hiéu tuong tan v€ truong minh. Truong cao dang nay co
thé quyét dinh xay dung sy hiéu biét san pham va coi d6 nhu 13 muc tiéu truyén thong uu tién trudc
nhit cta nha truong.

Trang thai thich tha

Néu dbi tugng thuong ngoan muc tiéu biét dén san pham, ho cam thay thé nao vé né ? Nha truyén
thong thong tin ¢ thé phat trién mot hé thong thang d6 do mirc do thich tha — rat khong thich, hoi
khong thich, khong khac biét, hoi thich, rat thich. Néu d6i tugng c6 vé khong may thién chi véi
Trudng Cao dang Pottsville, nha truyén thong thong tin phai tim ra nguyén nhan tai sao lai nhu vay
va trién khai mot chién dich truyén thong nham tao dyng nhitng cam xtc thién chi. Néu cai nhin
thiéu thién chi d6 dya trén co sé la nhitng van dé thuc su cua trudng cao dfmg thi chi mdt minh
truyén thong thong tin thoi s& chang cai thién dugc gi. Trude hét Pottsville phai giai quyét cic van
dé ctia minh cai da roi sau d6 méi tién hanh truyén thong chit luong ctia minh. Nhitng mbi quan hé
t6t dep voi cong chiing doi hoi phai dap tng diéu nay: “loi no6i di déi voi viée 1am”.

Trang thai wa thich hon

Pbi tuong thudng ngoan muc tiéu co thé thich san pham, nhung khong thich n6 hon nhiing cai
khac. Trong truong hop nay, nha truyén thong thong tin s& c6 gang xay dung cho dugc sy ua thich
hon ciia ngudi tiéu dung danh cho san pham cta minh. Nha truyén thong thong tin s& xuc tién
quang céo chat luong, gia tri, sy thé hién va cac tinh ning khac cta san pham va roi sau do6 kiém tra
su thanh cong cua chién dich béng cach do luong lai mdt lan nita sy ua thich hon cua d6i tugng
danh cho san pham sau chién dich truyén thong.

Trang thai tin twéng

Mot dbi tugng thudng ngoan muc ti€u cod thé thich san phém hon nhitng thtr khac nhung chua tin
chac 1 s& mua nod. Chinh vi 1& d6 mot sd hoc sinh cudi cp co thé thich Pottsville hon cac trudong
khac nhung khong chic ho muén hoc 1én cao dang. Cong viéc clia nha truyén thong 1a xay dung
dugc niém tin rang hoc cao dang la mot viéc 1am dung dén.

Trang thai mua hang
Mot vai thanh vién trong sb dbi tuong thudng ngoan muc ti€u co thé c6 duoc su tin tuéng nhung
chua di dén quyét dinh mua hang. C6 thé ho s& doi thém thong tin hay du dinh s& hang dong sau.
Nha truyén thong can phai dan dat nhimg khach hang nay dén budc cudi cing. Piéu ndy ¢ thé bao
gdm ca viéc chao hang san pham v&i mot gia ré, trao phan thuong mua hang hay dé khach hang
dung thir san pham trén co s ¢ gioi han.

Trang thai sin sang clia nguodi mua 1a rat quan trong d6i voi nha truyén thong marketing. Thong
thudng nguodi mua trai qua nhitng giai doan trén dé di téi quyét dinh mua hang theo cach riéng cta
minh. Nhiém vu ctia nha truyén thong thong tin 1a nhan biét rd da sé khach hang dang ¢ vao giai
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doan nao va trién khai mot chién dich truyén thong thong tin 1a phuong tién s& di chuyén khach
hang sang giai doan ke tiép.

Chon mot thong di€p nao do

Pi xé4c dinh duoc phan img ma minh mong doi tir phia dbi twong thuong ngoan, nha truyén thong
thong tin chuyén sang viéc phat trién mot thong diép hiéu qua. Mot cach 1y tuong, thong diép nén
nhan dugc chii ¥ (Attention), nim gitt hutng thi (Interset), 1am trdi ddy khdt khao (Desire) va thu
duoc hanh déng (Action) — cai nay nguoi ta goi 1a mé hinh AIDA. Trong thyc té, chi ¢ vai thong
diép dan dat dugc khach hang di tir su cha ¥ cho dén quyét dinh mua hang, nhung bd khung AIDA
cho ta thay nhiing pham chét dang ao woc cua thong diép.

Trong lc tao dung thong diép, nha truyén thong marketing can phai giai quyét 3 van dé: noi
didu gi (n6i dung thong diép), noi sao cho that khuc chiét (cau tric thong diép) va nodi nhu thé nao
dé n6 mang tinh biéu twong (dinh dang cta théng diép)

Noi dung caa thong diép (Message Content)
Nha truyén théng phai muong tugong ra mot diéu gi cubn hut hay mot chu dé lam nay sinh phan tng
ma minh mong muon. C6 3 loai cudn hut.

Nhitng cuén hit thudc vé Iy tri lién quan dén sy himg tha dbi véi ban than cua chinh d6i
tuong thuong ngoan. Ching cho ta thiy rang san phdm s& lam nay sinh nhiing loi ich dwoc xac
nhan. Nhitng vi du dién hinh c6 thé 1a nhimg thong diép phd trwong chat lugng, tinh kinh té, gia tri
hay su thé hién ctia mot san phém.

Nhiing cudn hiit thujc vé cam xiic cb gang khudy dong nhirg cam xuc tiéu cuc va tich cuc
la tha thuc déy viéc mua hang. Nhiing vi du ti€u cuc la nhimng cudn hut lién quan t6i sy so hai, toi
16i va su x4u hé 1a nhimg thir khién con ngudi ta phai lam nhiing diéu nén lam (chai rang, di kiém
tra sirc khoe dinh ky hang nam) va tir bo nhing diéu khong nén lam (hat thube, ubng qua nhiéu
ruou, dn qua mirc). Cac nha truyén thong ciing str dung nhitng cudn hit cam xvc tich cue chang han
nhu tinh yéu, sy hai hudc, niém kiéu hanh va sy vui dua.

Nhiing cuén hit thudc vé luan 1y dugc hudéng thang t6i y nghia vé cai dung va thich dang
cta ddi tugng thudng ngoan. Ching thudng duoc sir dung dé thoi thuc ngudi ta ting hd nhitng muc
tiéu xa hoi gia du nhu mdt moéi truong sach hon, mbi quan h¢ chung tdc tdt dep hon, quyén binh
dang danh cho phai nit va trg giup nguoi khé khan. Mot vi du dé tham khao 1a chiéu thu hut cta
March of Dimes: “God made you whole. Give to help those He didn't” - tam dich: “Pirc chita troi dd tao ra
ban tron ven. Hdy biét trao tang aé giup do nhitng nguoi ma Ngai da khong tao ra ho mot cach tron ven nhu ban” . Nhﬁfl’lg cuén
hut thudc vé ludn 1y thuong it duoc sir dung cho nhiing san pham thudng ngay.

Céu tric ciia thong diép (Message Structure)

Nha truyén thong phai ra quyét dinh cho 3 van dé vé cdu triic ctia thong diép. Thir 1: c6 nén dua ra
két luan hay 1a ctr dé d6 cho ddi twong thuéng ngoan tu két luan. Giai phap dua ra két luan thuong
hiéu qua hon. Thtr 2: nén trinh bay mdt tranh ludn mot phia hay tranh luén 2 phia. Thong thudong thi
tranh ludn mot phia s¢ hiéu qua hon trong viéc thuyét trinh ban hang, ngoai trir nhitng noi ma dbi
tuong thuong ngoan ¢ hoc van cao va c¢6 khuynh huéng tiéu cuc. Thir 3: nén trinh bay nhiing tranh
cii quyét liét nhat ‘ngay tur dau hay 1a trinh bay sau cung. Trinh bay chung tu dau s& nhan duoc sy
cha ¥ nhung c6 thé dan t6i mot két cuc trai véi mong mudn.

binh dang ctia thong diép (Message Format)

Nha truyén théng can phai s dung mot dinh dang manh me& cho thong di€p cua minh. Trong mot an
pham quang cdo, nha truyén thong phai ra quyet dinh vé tiéu d¢, ban in, hinh minh hoa va mau séc.
Dé cudn hit su chi ¥, cic nha quang cdo c6 thé st dung cai méi la va sy twong phan, nhitng hinh
anh va tiéu dé bat mat, nhimg dinh dang doc déo, kich thudc théng diép va vi tri ciia n6 ciing véi
mau sic, hinh dang va su chuyén dong. Néu thong diép duogc truyén tai qua song phat thanh, nha
truyén thong phai chon tir ngir, 4m thanh va giong noi. “Am thanh” cia mot chuong trinh trén dai
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dang quang céo cho mot chiéc xe hoi dd qua sir dung bat budc phai khac v6i 4m thanh ciia chuong
trinh quang cao cho dd ndi that chat lugng cao.

Néu thong diép truyén tai trén TV hay ngya bén trong con ngudi, lac d6 tat ca nhimg yéu t6 nay
cong v6i ngdn ngit cua co thé phai duoc ban tinh tir trude. Ngudi thuc hién phai theo ddi nhimg
biéu hién clia gwong mit, ngdn ngit cir chi, trang phuc, dang diéu va kiéu toc. Néu thong diép duoc
truyén tai ngay trén san pham hay bao bi cia nd, nha truyén thong phai quan sat bé mit chat liéu,
mui huong, mau sic, kich thugc va hinh dang.

M sdc dong mot vai tro chu dao trong nhitng tham chiéu am thuc. Khi cac ba noi tro dwoc cho ném thir mau
cafe tir bon tach café dwoc dit canh cac hp dung mau ndu, xanh diwong, do va vang (tdt ca cdc mau cafe la
giong hét nhau, nhung d‘zeu nay dwoc dau kin khong cho cac ba ngi tro bzet) 75% cam thay thir café gan hop
mau ndu ¢o vi qud dam; gan 85% danh gid cafe gan hop mau do ngon nhat; hau nhu tat ca moi nguoi déu cam
théy café gan hép xanh dwong ém diu khéng gdt va café gan hdp mau vang thi lodng nhdch.

Chon phuong tién truyén thong
Lac nay nha truyén thong phai lya chon nhiing kénh truyén thong thong tin. C6 2 loai kénh truyén
thong 16n — ca nhan va phi cé nhan.

Cic kénh truyén thong ca nhén

Trong cdc kénh truyén thong cd nhén, 2 ngudi hay nhiéu hon thé truyén thong truc tiép véi nhau.
Ho c6 thé giao tiép mat d6i mat, ca nhan véi khan thinh gia, thong qua dién thoai, hay thim chi qua
thu tir. Cac kénh truyén thong cad nhan rat hiru hi€u béi vi chiing tinh dén su chu trong vao va su
phan héi lai cta cac ca nhén.

Da s6 cac nha tiép thi sir dung cac kénh truyén thong cac nhan. Vi dy nhiing nguoi ban hang cua
cong ty lién h¢ voi ngudi mua trong thi truong muyc tiéu. Thé nhung nhiing nha truyén thong khac
cling ¢6 thé ndam dugc ngudi mua xung quanh san pham. Nhitng ngudi khac nay ¢ thé bao gom
nhing chuyén gia doc 1ap tao 1ap nhiing tuyén bd dén khach hang muc tiéu — nguoi bao ho nguoi
tiéu dung hay nhitng nhan vién huéng dan mua hang, vi du thé. Hay ho ciing c6 thé 1a nhitng nguoi
hang xo6m, ban be, cac thanh vién gia dinh va nhing dong nghiép chuyén tro véi khach hang muc
tiéu. Cai kénh cudi cung nay, ma ta goi la sy anh huong truyén khau, ¢ tac dong dang ké trong
nhiéu khu vyc san pham.

Anh hudng ca nhan dong vai tro to 16n ddi voi nhitng san pham dét tién hay nhiéu rii ro va cac
san pham c6 tinh 16 rét cao. Khach hang mua xe hoi va cac thiét bi chinh yéu biét vuot qua céac
ngudn phuong tién truyén thong hon tap dé tim kiém nhing ¥ kién ctia nhimng ngudi am hiéu.

Céc cong ty co thé mét nhiéu budc dé khoi dong cac kénh truyén thong ca nhan va bét chung
phuc vu minh.. Ho c6 thé nhan biét cac nhan vat va cac cong ty c6 anh hudng va céng hién nd luc
vuot trdi cho ho. Hodc ¢6 thé tao ra cac thu linh nhom cong déng chuyén cho y kién béng cach cung
cap nguoi that v6i san pham that bang nhing thuat ngir hap dan. Cac cong ty c6 thé chap nhan cac
thanh vién cua cong dong nhu cac DJ (disc jockeys), chu nhiém 16p, hay chu tich cta cac t6 chirc
dia phuong. Hay ho ciing c6 thé str dung nhiing nhan vat ¢6 anh hudng trong loai quing céo chimg
thuc hay trién khai loai quang cdo c6 “gia tri ddi thoai” cao.

Cac kénh truyen thong phi ca nhan

Cic kénh truyén thong phi cd nhén 1a nhimg phuong tién truyen thong truyén tai cac thong di€p
ma khong ¢ sy lién hé hodc phan hdi c4 nhan. Ching bao gdm phuong tién truyén thong s6 dong
va c0 chon lya, bau khong khi va cac su kién (events). Phuong tién truyén thong sé dong va cé
chon Iwa gdm cO phuong tién truyén thong qua hinh thtic in 4n (bao, tap chi, thu gui truc tiép),

phuong tién truyén thong dién tir (radio, TV) va phuong tién truyen thong trinh bay (billboards,

bién hiéu, posters). Phuwong tién truyén thong sé dong nhim vao dbi tuong thuong ngoan co so
luong 16n va thuong 1a chua dwoc phan khic; phuong tién truyén thong c¢6 chon lya nham vao ddi
tuong thudng ngoan véi sé luong nhod hon va cé chon loc. Bau khéng khi 13 nhig mdi trudng da
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duoc thiét ké sin nham muc dich tao ra hay gia ting khuynh hudng ngudi mua hudng téi viée tiéu
thu san pham. Ciing boi 1& d6 ma vin phong cua cac ludt su va cac ngan hang duogc thiét ké dé
truyén thong sy tu tin va cac pham chat khac 1a nhing thtr c6 thé duoc khach hang danh gia. Cdc sw
kién 1a nhitng su viéc, da dugc sip dat sin, dién ra nham muc dich truyén thong cac thong diép dén
v6i d6i tuong thuong ngoan muyc ti€u. Bo phén quan hé cong ching (PR-Public Relations) c6 nhi¢ém
vu thu x8p cac budi hop béo hay 18 khai truong dé giao tiép v6i ddi tugng thudong ngoan.

Truyen thong thong tin phi ca nhan tac dong truc dén nguoi mua. Thém vao dé, str dung phuong
tién truyén thong sb dong thuong dan dén truyén thong ca nhan nhiéu hon. Truyén thong thong tin
sd dong anh hu’ong dén thai d6 va hanh vi thong qua mot qua trinh truyén thong thong tin 2 budc
lwu chuyén. “ Y tuong thuong dugc luu chuyén tir radio va 4n pham sang cac thu linh nhém cong
dong chuyén cho y kién va tir nhimg nguoi nay luu chuyén tdi cac bo phan kém niang dong hon cua
cu dan trong vung”. Dong luu chuyén 2 budc nay c6 nghia 1a sy anh huong cua phuong tién truyén
thong s6 dong khong truc tlep, manh m& va tu dong nhu ta nghi. Hon thé, nhitng thii linh nhom
cong dong chuyén cho y kién, nhitng nguodi ma y k1en cua ho ve san pham duoc nhimg ngudi khac
tham khao, lu6n chen ngang gitra phuong tién truyen thong s6 dong va cac ddi tuong thuong ngoan
cua chung. Nhing nha tu van hang dau duoc tiép can nhiéu hon v0i cac phuong tién truyén thong
s6 déng va ho truyén tai cac thong diép dén nhiing nguoi it dugc tiép can hon.

Khai niém dong luu chuyen 2 bude thach thirc quan diém cho riang nguoi ta quyét dinh mua
hang do bi tac dong bai mot “su khuéch tan” y kién va thong tin tir nhimng giai tang xa hoi cao hon.
Boi vi hau hét con nguoi ta tuong tac voi nhirng nguoi khac trong cung mot giai tang x4 hoi véi ban
than minh, ho quyét dinh chon thoi trang cho minh va chon nhimg y kién khac tir nhimng nguol
gidng ho va la nhirng thu linh nhém cong dong chuyén cho y kién. Khéi niém dong luu chuyen 2
budc nay ciing dé xuat rang cac nha truyén thong s6 dong nén gui thong diép cua minh tryc tiép t6i
céc thu linh nhém cong ddng chuyén cho ¥ kién, dé ho tu truyen tai thong diép dén nhiing nguoi
khéc. Chinh boi 1€ d6 ma cac cong ty dugc pham trude nhit déu cb ging quang ba cac loai thudce
m&i ctia minh cho cac bac si c6 anh hudng 16n nhit trong cong dong

Tuyén lya nguon xuat phat thong diép
Su anh hudng cua théng diép 1én d6i twong thudng ngoan chiu tac dong bai cach thire ddi twong
thudng ngoan quan sat nguoi gii thong diép. Nhitng théng diép dugc guri di tir nhitng ngudn xuét
phat c6 d tin cy cao bao gid cling co stc thuyét phuc hon. Cac cong ty dugc rat mudn cac bac si
n6i vé nhing loi ich ma san pham ctia ho mang lai boi vi trong chuyén nay cac bac si rit dang tin
cdy. Cac nha tiép thi thué dién vién va cac van dong vién dé nhd ho truyén tai thong diép cua minh.
Thé nhung nhiing nhan t6 nao khién mot ngudn phét thong tin tré nén dang tin cay ? Ta thuong
thiy 3 nhan t6 sau: y kién cta gidi chuyén mon, tinh chat dang tin cdy va tinh dé thuong. Y kién ciia
gidi chuyén mén 1a mirc 6 ma nha truyén thong xuat dau 16 dién dé c6 duoc tham quyén can thiét
héu thudn cho tuyén bd cta minh. Cac bac si, khoa hoc gia va cac gido su duoc xép thtr hang cao
trong cac y kién chuyén mén thudc linh vuc ciia minh. Tink chdt dang tin cdy lién quan t6i viée
ngudn phat thong tin hién dién khach quan va trung thuc toi mirc ndo. Ban bé thi dugc tin cdy hon
nhitng nhéan vién ban hang. Tinh dé thirong chi mirc d6 hap dan ciia ngudn phat thong tin dbi véi ddi
tuong thuong ngoan Ngudi ta thich nhitng ngudn phat thong tin c6i md, hai hude va ty nhién.
Chinh vi 1& d6 ngudn phat thong tin c6 do tin cdy cao nhat cé thé 1a mot ngudi nao d6 dat diém cao
trong ca 3 nhan t6 néu trén.

Thu thap thong tin phan hoi

Sau khi gui théng diép, nha truyén thong can phai nghién ctru hiu qua cua n6 d6i voi dbi tuong
muc tiéu. Pidu nay bao gém ca viéc do hoi ddi twong thuong ngoan muc tiéu xem ho co ghi nho
thong di€p hay la khong nh¢ gi ca, ho da thiy théng diép nay bao nhiéu lan rdi, ho nhé lai nhimng
diém nao, ho cam thay nhu thé nao vé thong di¢p cling nhu thai d6 trong qua khir va trong hién tai
ctia ho dbi v&i san pham va cong ty. Nha truyén thong ciing c¢6 thé thich do ludng hanh vi duge tao

Céc budc phat trién truyén thong théng tin hiéu qua — Philip Kotler & Gary Armstrong 6



ra tir thong diép, chang han nhu ¢ bao nhiéu ngudi dd mua san pham va noi véi nhitng nguoi khac
vé san pham nay.

Hinh 3 trinh bay mot vi du vé sy do ludng thong tin phan hoi. Nhin vao thuong hiéu A, chung ta
thiy 80% tong thi trudng cht y dén thuong hiéu A. 60% trong s6 nhitng nguoi dé y dén thuong hiéu
nay da timg thir qua san pham ciia ho va chi c6 20% s6 khach hang da dung thir cam thiy hai long
v6i san pham. Piéu nay goiy cho chung ta rang chuong trinh truyén thong thong tin tao ra su cha y
nhung san pham thi lai that bai trong viéc mang lai cho nguoi tidu ding cai ma ho trong doi. Mat
khac, chi co 40% tong thi truong chu y dén thuong hiéu B va chi 30% trong s6 d6 1a da tung thur
qua san pham thwong hiéu B, thé nhung lai co t61 80% trong sO nay cam thay hai long vé san pham.
Trong truong hop nay, chuong trinh truyén thong cta thwong hiéu B can phai dugc ting cuong
manh mé& dé tan dung loi thé sitc manh cua thuong hiéu hong mang lai sy thoa méan cho khach hang.

Xem hinh 3 ¢ trang bén —

Thwong hiéu A

20%
khoéng chu y
40%
khong thee
100% trong s6 nay e ’
thi trwon % trong s
: 9 80% bt y 60%
chay khach hang 80%
60% da thtr qua that vong
da thir qua
20% hai long
Thwong hiéu B
60%
khong chu y
100% trong s6 nay
thi treong
trong 56 20% that vong
40% 70% trong sb
40:%' cha y khéng thir 30% 80%
chuy r khach hang hai long
30% da thie qua da thir qua

Hinh 3 — Cac trang thai nguoi tiéu dung hién tai cua 2 thuong hiéu.

Ngudi dich: Pham Xuén Béach
Trich dich tur ban tiéng Anh cuén "MARKETING - An Introduction” cua hai déng tac gia Philip Kotler va
Gary Armstrong. Nha xuéat ban Prentice-Hall International, Inc. &n hanh nam 1987
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