NEN TANG XA HQI CUA MARKETING:
Dap ing nhirng nhu ciu co ban cia con nguoi
Philip Kotler va Gary Armstrong

Tat ca moi ngudi chiing ta mdi ngay trong cudc séng déu bat gap marketing ¢ dau do. Chiing ta
thire giac boi chiéc dong hd bao thire radio hiéu Sears, né phat mot ca khic cua Lionel Richie va
nbi tiép bang mot doan quang cao thuong mai cta hdng hang khong United Airlines vé mot ky nghi
& Hawai. Chiing ta budc vao phong tim, 13 noi ma ta s& chai rang bang kem danh riang Colgate, cao
rau bang dao cao Gillette, sic mi¢ng véi dung dich Listerine, xit toc bang keo Revlon va sir dung
nhirng san pham sin soc co thé va cac thiét bi khac trong phong tdm 13 nhitng thtr dugc ché tao boi
cac nha san xut trén khip thé gioi. Chiing ta mic chiéc quan jeans Calvin Klein quen thu¢c cua
minh va x6 chén vao doi giay hi¢u Bass. Tién vao bép va ubng nudc cam ép hiéu Minute Maid va
rét sita Borden vao 1 t6 ngii cbc Kellogg's Rice Krispies. Sau d6 chung ta nham nhi mot tach café
Maxwell House v6i 2 mudng duong Domino trong lic miéng nhai top tép mot lat banh café Sara
Lee.

Chung ta tiéu thu cam dugc trong & California, café nhap khau tir Braxin, doc bao dugc 1am
tur bot gidy cua b Canada, va nghe tin tirc radio dén voi ta tir nuoce Uc xa x6i. Chiing ta tai mail cia
minh vé va tim duoc mot catalog danh cho khiach mua sim cua Bao ting my thudt Metropolitan,
mot 14 thu tir nhan vién kinh doanh cia hang bao hiém Prudential gidi thi€u véi ta nhitng dich vu
ctia hing nay, va roi nhitng phiéu giam gia 13 thir s& gitp ta tiét kiém nhiéu tién cho nhiing thuong
hiéu ma ta yéu thich. Chung ta budc ra khoi nha va danh xe dén trung tim mua sim Northbrook
Court Shopping Center noi c6 cac cta hiéu nhu Neiman-Marcus, Lord & Taylor, Sears va hang
tram cac cira hiéu khac dy ap hang héa tir san 1én dén tran nha. Tiép sau d6 chung ta tap thé duc ¢
trung tdm Nautilus Fitness Center, h6t toc & tiém Vidal Sassoon va 1én ké hoach cho chuyén di bién
Ca-ri-bé tai cong ty it hanh Thomas Cook.

Hé théng marketing da khién moi thir nhu trén tr¢ thanh nhiing diéu c6 thé voi mot chat nd
luc tir phia chung ta. He thong nay di cho ta mot mirc sdng ma t6 tién cua chung ta khong thé nao
tudng tugng noi.

MARKETING LA GI ?

Thuat ngir marketing nd mang y nghia gi nhi ? Hau hét moi ngudi déu suy nghi mot cach sai 1am
ring marketing don gian chi la ban hang va quang cdo khuyén mai. Va khong ban khoan gi ca.
Nguoi My bi tan cong don dap v6i cac chuong trinh quang céo trén TV, cac quang cao trén bao chi,
thu gui tryc tiép va cac ct dién thoai ban hang. Ludn c6 mot nguoi nao d6 dang cb ging ban mot
thir gi d6. Co vé nhu ching ta khong thé tranh khoi cai chét, thué hay viéc ban hang.

Chinh vi thé nhiéu sinh vién ngd ngang khi hoc dugc didu nay: ban hang chi 1a phan ndi cua
tang bang marketing. Png, n6 13 phan ndi cia tang biang nhung dé chi 1a mot trong sO nhiéu chtc
nang cua marketing, va thong thuong do khong phai 1a chirc nang quan trong. Néu nha t1ep thi lam
tt viée xéac dinh nhtrg nhu cau thiét yéu ctia nguoi tiéu dung, phat trién nhimg san pham chat
luong tot, va an dinh gia ban, phan phdi va quang cdo ching mot cach hiéu qua, nhitng san phim
nay sé& rat dé ban.

Ai ciing biét vé nhitng san pham “hot” ma ngudi tidu ding d6 x6 di mua chung. Khi hing
Eastman Kodak thiét ké chiéc may anh Instamatic, khi Atari thiét ké nhing tro choi video game dau
tién cua hang va khi Honda gidi thi¢u chiéc Accord ctia minh, nhitng nha san xuat nay da bi chim
ngap trong dong don dit hang. Ho da thiét ké nhitng san pham “dich dang” - khong phai nhirng san
pham tim tam béc trung, ma 1a nhitng san pham dem lai nhimng loi ich méi.

Peter Drucker, mot nha tu tudng quan tri hoc hang déau, da dién dat diéu d6 nhu thé nay:

Muc dich ciia marketing la lam cho viéc ban hang tré nén khéng can thiét nita. Muc dich la

nham nhdn biét va thau hiéu ngueoi tiéu ding mét cdch thit ré rang dén do san pham hay

dich vu can ban phit hop véi vi khdch nay va chinh chiing sé ti ban chiing.
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Diéu nay khong c6 nghia 13 viéc ban hang va quang céo khuyén mai khong quan trong ma hon thé
ching la mot phan cia mot “hén hop marketlng rong 16n hon, d6 chinh 1a mdt by cong cu
marketing cting nhau hoat dong nham tac dong dén thi truong.

Sau day la dinh nghia ctia chung t6i vé marketing:

Marketing la sw hoat dong ciia con ngwoi hwdng dén vigc théa man nhitng nhu ciu va mong
muén théng qua cdc qud trinh trao doi.

Dé dién giai dinh nghia nay, ching ta s& xem xét nhirng thudt ngit sau: nhu cau (needs), mong muon
(wants), yéu cau (demands), san pham (products), trao doi (exchange), giao dich (transactions) va
thi truong (markets).

Nhu céu (Needs)

Khai niém co ban nhat va lam co s& cho bd mon marketing d6 chinh 1a nhitng gi dé cap dén nhu cau
thiét yéu cta con ngudi 1a cai ma chung toi dinh nghia nhu sau:

Nhu ciu nao dé ciia con ngwoi la mét trang thdi thiéu thon cam nhian dwoc bén trong con ngwoi
anh ta.

Con nguoi ta co lam nhu cau phtc tap. Nhirng thir nay bao gém cac nhu cau vat chat co ban vé thic
an, quan 4o mac, sy am ap va sur an toan; cac nhu cau xa hoi vé cam gidc gan gui than thlet cam
giac yéu mén va nhitng nhu cau ca nhan vé kién thtrc va su thé hién ban than. Nhing nhu cau nay
khong duge tao ra boi nganh cong nghiép quang céo ciia Hoa Ky ma chiing 1a phan co ban hinh
thanh nén con nguoi.

Khi mdt nhu cau thiét yéu khong dugc thoa min, nguoi ta cam thdy bat hanh. Mot nguoi
khong théa man s& lam mot trong hai diéu sau: tim kiém mot ddi twong nao d6 sé théa man nhu cu
ctia minh hodc ¢b gang tiét giam nhu cau. Nguoi dan séng trong nhitng xa hoi cong nghiép ¢ ging
tim cho ra hodc phat trién nhimng 601 tugng co thé thoa mén khat vong cia minh. Con ngudi dan
trong nhitng xa hdi ngheo kho co ging tiét giam nhu ciu cta minh xuéng murc nhiing cai hién dang
co san.

Mong mudn (Wants)

Khai niém co ban thir hai trong marketing la nhimg thir dé cap den mong muon clia con nguoi.
Mong muén ciia con ngwoi la nhitng hinh thirc ma cdc nhu cdu thiét yéu ciia con ngwoi chon
lwa khi chung dwoc dinh hinh boi van hoa va bdn tinh ca nhdn.

Mot ngudi doi bung séng & Bali mudn nhiing trai xoai, heo sita va dau hat. Mot nguoi doi bung &
Hoa Ky mudn mdt cai hamburger, khoai tay chién va mot cdc Cocacola. Mong muén dugc mo ta
trén phuong dién nhimg dbi twong s¢ thoa man nhu cau. Boi vi mot xa ho1 luén tién hoa nén nhimng
mong muon cua nhimg thanh vién song trong x4 hoi do ciing s& phat trién theo. Nguoi ta muc kich
nhiéu dbi twong hon, lai toan 1a nhiing thir khoi ddy hing tha va khat vong cta ban thén. Nhing
nha ché tao san pham cb ging tao dung mot su két ndi gitra cai ma ho 1am ra véi nhitng nhu cau cua
con nguoi.

Nguoi ban hang thuong 13n 10n giita mong mudn va nhu ciu. Mot nha san xuit mii khoan
c6 thé s& nghi rang khach hang ciia minh can mét chiéc miii khoan, nhung cai ma khach hang thuc
sy can lai 1a mot céi 16. Nhig nguoi ban hang nay dé bi ton thwong vi chimg “cén thj marketing”.
Ho bi xam chiém quéa murc boi nhitng san pharn cliia minh dén ndi ho chi chu trong vao nhimg mong
mudn hién hitu truée mit ma lo 1a nhirng nhu cau 6t 161 cua khach hang. Ho quén mét ring mot san
pham vt chét chi 1a mot cong cu de giai quyét mot vudng mic cua khach hang. _Nhirng nguoi ban
hang nhu thé nay s& gap ric réi néu mot san pham moi ra doi va phuc vu nhu cau cta khach hang
t6t hon hay gia ré hon. Khach hang s& van c¢6 nhu ciu d6 nhung ho s& mudn san phim moi.

Yéu cau (Demands)
Nguoi ta ¢6 nhiing mong muon vo han dinh nhung tai nguyén thi lai c6 gidi han. Con ngudi chon
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nhitng san phém nao tao ra su thda man nhiéu nhét véi sd tién ma ho bo ra.
Nhitng mong muén tré thanh nhitng yéu cau bit buéc khi chiing dwoc hdu thudn béi mai luc.

That dé dang liét ké nhiing yéu cau trong mot xa hdi & mot thoi diém xac dinh. Trong mot
nam troi, 230 triéu ngudi My c6 thé mua 67 ti qua trimg, 2 ti con ga, 5 triéu may siy toc, 133 ti dam
hanh khach di lai bang hang khong ndi dia va hon 20 tridu bai giang ciia cc gido sw Anh ngit &
truong cao dang. Nhirng thir nay va cac loai hang héa tiéu dung ciing nhu dich vu khac din dén mot
luong cau t6i hon 150 triéu tin thép, 4 ti tan cotton va nhidu hang héa cong nghiép khac nita. Day
m&i chi 1a mot vai yéu cu bat budc trong mot nén kinh té 2 ngan ti d6 la.

Nguoi tiéu dung coi san pham nhu nhitng bo 1oi ich va ho chon nhiing san phim nao mang
lai cho ho bo t6t nhat véi sé tién ma ho bo ra. Vi 18 d6 mot chiéc Toyota mang ¥ nghia 13 phuong
tién giao thong co ban, gia ca thip va tiét kiém nhién liéu. Mot chiéc Cadillac mang ¥ nghia 12 tién
nghi, xa xi va dia vi. Nguoi ta chon san pham ma nhiing loi ich ciia n6 lam ting su thoa man ¢ muc
cao nhit dap mg mong mudn va tai nguyén ma ho co.

San pham (Products)

Nhirng nhu cau, mong mudn va doi hoi ctia con nguot lam goi 1én mot diéu 14 c6 nhing san pham
dé thoa man ching. Chung t6i dinh nghia san pham nhu sau:

M@t sin phim la bét cir thir gi cé thé dwoc dwa ra tai mét thi truwong nao do nham muc dich gay
chi y, thu lgi, sw dung, tiéu thu la nhirng diéu c6 thé théa min mét mong muon hay mét nhu
cdu nao do.

Gia sir mot nguoi nao d6 cam thay nhu cfiu ctia minh 1a mudn tré nén hap din hon. Chung
t6i s& goi tAt ca nhiing san pham thoa man nhu cau nay 1a tdp hop su lwa chon san phdm (product
choice set). Chiing c6 thé bao gom quan 4o méi, cac dich vu tao mau toc, mot lan da rdm nang bién
Ca-ri-bé, va nhing budi tap thé hinh. Khong phai toan bo tit ca nhitng san pham nay déu déang duoc
khao khat nhu nhau. Nhitng san phim sén c6 hon va it ton kém hon, ching han nhu 40 quin hay
mot kiéu toc méi, rat c6 thé s& dugce chi tidu trude.

Chuing t6i c6 thé trinh bay véi cac ban mot san pham dic trung va mot mong mudn dic
trung dudi dang nhimg vong tron va kha nang thoéa mén mong mudn cia san pham dugc thé hién
bang mirc d6 n6 che phu vong tron mong mudn. Hinh v& minh hoa cho ta thiy ring san phim A
khong thoa man mong muén X, san phém B thoa méin phan nao mong mubn X va san pham C thoa
méan hoan toan mong mudn X. San pham C s& duoc goi 1a san pham Iy tuéng (ideal product). San
pham cang tién gan hon dén sy dong b voi mong muodn cua nguoi tiéu dung thi nha san Xuét s&
cang thanh cong hon. Chinh boi 1€ d6 nhimg nha san xuat san pham can phai tim ra cai ma nguoi
tiéu ding mong mudn va cung cap nhiing san pham tiép can cang gan cang tt sat ti sy thoa méan
nhirng mong mudn nay.

San pham
San pham San pham c
A B Mong mudn
X

Khéng théa mén Théa mén phéan nao Hoan toan théa méan

Khai niém vé san pham khong gidi han ¢ nhitng san pham vat chat. Bat ctr thu gi ¢6 thé thoa
man mdt nhu cau nao d6 déu co6 thé duge goi 1a mot sdn pham. Thém vao hang hoa va dich vy, khai
niém nay bao gom ca nhiing con nguoi, nhitng dia diém, nhitng t6 chire, nhitng hoat dong va nhiing
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¥ tudng. Mot nguoi tiéu dung nao do s& quyet dinh chon chwong trinh giai tri nao dé xem trén TV,
dia diém nao dé di nghi mat, to chue nao dé cong tac, dong gop va nhiing y tuong nao dé minh ung
ho. Béi véi nguoi tiéu dung, tat ca nitng thir ké trén déu 1a nhirng san pham. Néu dbi lac dbi chd
thuat ngir san pham duong nhu khong phu hop, chung ta co thé sir _dung nhig thuat ngir nhu: dbi
tuong thoa man mong udc, sy tiéu khién hay 10i chao moi. Tt ca déu mo ta mot thi gi d6 co gia tri
ddi véi mot doi tuong nhét dinh.

Trao d6i (Exchange)

Marketing dién ra khi ngudi ta quyét dinh thoa méan nhitng nhu ciu va nhitng mong muén théng qua
su trao doi.

Trao doi la hanh déng thu nhin dwoc mét doi twong minh khao khdt tiv mét ngwoi nao dé bang
cdach trao lai cho ngwoi nay mot thur khdc.

Trao d6i 1a mot trong 4 cach con nguoi co thé nhan duoc mot dbi tuong nao dé6 ma minh
khao khat ti du nhu nguoi d6i bung c¢é thé nhan duge thirc dn bang nhiing cach sau: Ho c¢6 thé kiém
ra thire an cho riéng minh bang cach sin ban, cau c4 hay thu hoach trai ciy [san pham tu cap]. Ho
c6 thé danh cép hay gianh lay thirc an tr nguoi khac [tinh trang ép budce]. Ho co thé cau xin thirc 3 an
[4n xin]. Sau cing, ho co thé trao tién, mot thir hang héa khac hay mot su phuc dich nao d6 dé roi
nhén duogc thirc an [trao doi].

Trong s6 4 cach thoa man nhu cau nay, trao doi 1a cach cé nhiéu thuan loi. Nguoi ta khong
can phai cau xin nguoi khac hay phu thudc vao su b thi. Ho ciing khong can phai c¢6 nhimng ki
ning dé san xuat nhu yéu phim hang ngay cho ban thin minh. Ho c6 thé chii tim vao viéc tao ra
nhirng thir ma ho rat thao cach tao ra chiing va ban ching di dé ly tién mua nhitng thtr can thiét do
nhitng ngudi khac lam ra. Mot xa héi st dung su trao ddi hang hoa s€ tao ra san phém nhiéu hon bét
cu hinh thai xa hoi nao khac.

Trao doi 1a khai niém cdt 161 cua marketing.. bé mot sy trao d6i duge dién ra tron ven can
phai thoa man nhiing diéu kién nhat dinh. Phai c6 it nhat 2 thanh phan di tic, va mdi bén phai ¢6
thir gi d6 co gia tri d6i véi phia bén kia. Mdi bén déu phai mong mudn giao dich véi ddi tac cua
minh; mdi bén déu hoan toan tu do chép nhén hodc tir chdi dé nghi cua phia bén kia. Sau cung, moi
bén déu phai c6 kha ning giao tiép va phan phbi

Nhirng diéu kién nay khién cho trao d6i trd nén kha thi. Sy trao ddi c6 thuc su dién ra hay
khong con tiy thudc vao viée cac bén co tién dén mot hiép wéc hay khong. Néu ho dong thuan,
chung ta két luan rang hanh dong trao d6i gitta ho da lam cho tit ca cac bén déu cam thiy thoa mén
hon [hay chi it khéng cam thay that vong hon] boi vi mdi bén déu da hoan toan ty do tir chdi hay
chép nhéan dé xuit cua bén kia. Véi y nghia do, chi khi san phém tao ra gia tri, sy trao ddi méi tao ra
gié tri. Su trao d6i mang lai cho con ngudi ta nhitng co hoi tiéu thy.

Giao dich (Transactions)

Vi trao d6i 1a khai niém cdt 16i ciia marketing, nén mét giao dich nao d6 chinh 13 don vi do luong
cua marketing.

M5t giao dich bao gom mét thwong vu ciia nhitng gid tri gidva 2 bén doi tdc.

Ching ta ¢6 thé ndi A trao mén X cho B va nhan lai mon Y tir doi tac nay. Jones dua cho Smith 400
d6 la va nhén dugc mot chlec TV. Pay 1a mét giao dich tién té cb dién, nhung khong phai tat ca cac
giao dich déu bao gdém tién bac. Trong mét giao dich doi chéc, Jones co the dua cho Smith mdt cai
ta lanh dé d6i 1y cai TV cuia anh nay. Mot giao dich d6i chac co thé bao gdm nhiing dich vu thay vi
hang hoa, do 1a khi luat su Jones soan mdt to chic thu cho bac si Smith dé doi lai ong nay s€ kham
bénh cho minh. Mt giao dich gém cd it nhét 2 thir ¢6 gia tri, nhiing diéu kién duge cac bén déng
thuan, thoi gian thoa thuan va dia diém thoa thuan.

Nén ting xi hi ciia marketing — Philip Kotler & Gary Armstrong 4



Véi y nghia rong hon, nha tiép thi cd ging 1am nay sinh mot sy hoi dap dén mot dé nghi nao
d6. Va sy hoi dép co thé nhiéu hon mic chi la hang hoéa va dich vy “mua” hay “ban” ¢ y nghia han
hep cta chung. Mot ing vién chinh tri mong mudén mot sy hoi dap duoc goi 1a “la phiéu bau cur”,
nha tho thi lai mong muén “su gia nhap gido doan”, mgot nhém hanh dong xa hoi lai mubn “su chép
nhan y tudong ciia nhém”. Marketing bao gdm nhimng hanh dong dugc thuc hién dé nhan lay mot sy
hoi dap nhu mong doi tir mot ddi tuong thuong ngoan muc ti€éu hudng dén mét san phém, dich vy,
¥ tudng nao d6, hay mot ddi twong khac.

Thi trwong (Markets)

Khai niém vé giao dich dan dén khai niém vé thi trudng.

Thi trwong la mét tip hop nhitng ngwoi mua hang thuc té va tiém ting ciia mét sin phim nao
do.

Dé thau hiéu ban chit ciia mét thi trudng, ban hdy tuéng trong mot hinh thai kinh t& nguyén
thuy véi chi 4 con nguodi: mot bac ngu dan, mét 6ng tho san, mdt tho dd gém va mQt anh néng dan.
Hinh minh hoa cho ta thiy 3 phuong thirc khac nhau ma & mdi phuong thirc nhitng con ngudi nay
¢6 thé dap mg nhu ciu ctia minh. O tinh hudng thtr nhét, s cung tir cdp (self-sufficiency), ho thu
thap hang hoa thiét yéu cho ban than. Chinh boi 1& d6 6ng tho sin tiéu phi hau hét thoi gian cho viée
san ban, nhung ciing danh thoi gian cho viée cau c4, lam binh gém va ca cong viéc dong ang dé c6
dugc nhitng thtr hang hoa khac nita. Lam nhimg cong viéc khac khién ong tho sin tré nén kém hiéu
qua trong coéng viéc ma ong lam tot nhit [sin bin], va diéu twong tu ciing xdy ra voi nhitng ké ban
buon con lai.

Nguw dan Tho san Ngv ddn «— > Tho san Nguw dan Tho san

Sle N /] N/
O O Vs

\/ \/

Tho gbm Néng dan Tho gbm <——> Néng dan Tho gbém Néng dan

Tw cung tw c4 Trao déi khéng tap trung héa Trao déi tap trung hoa
g P

O tinh hudng tht hai, trao doi khéng tdp trung héa (decentralized exchange), nhimg ké ban
budn noi trén chi lam nhitng cong viéc dic trung ctia minh. Mdi ngudi coi 3 ngudi kia 13 nhitng
“ngudi mua” tiém tang, 1 nhitng ddi twong 1am nén mot thi truong. Boi 1& d6 ong tho sin co thé
tién hanh nhitng chuyén buén hang riéng 1é v4i bac ngu dan, nguoi thg gbm va anh nong dan.
Trong tinh hudng thtr ba, trao doi tdp trung héa (centralized exchange), mdt nhan vat méi xuat hién
thuong duogc goi la thuong gia va dugc dat ngay tai mot khu vuc trung tdm ma ta goi nd la mot “cai
cho”. Mbi ké ban budn déu mang hang dén cho ong thwong gia niy va nhimg ké ban budn kia dé
d6i lai nhitng thir hang hoa thiét yéu khac. Chinh vi vdy 6ng tho sin chi viéc giao dich voi mot “thi
truong” dé nhan dugc tat ca nhitng loai hang hoa thiét yéu, con hon 1a phai giao dich riéng 1& véi 3
nguoi kia. Cac thuong gia va nhimg cai cho trung tim di giam mét sé luong 16n nhitng giao dich
can c6 dé thyc hién mot khdi lugng trao d6i nhat dinh.

Vi trong mot x4 hoi, s6 nguoi va sd giao dich tang 1€n, nén 5O lugng thuong gia va s6 cho
cing tang theo. Trong nhiing x& ho1 dang cip cao, thi trudng khong nhat thiét phai la nhimg dia
diém vat chat thuin tiy noi ngudi mua ké ban tuong tac v6i nhau. Vi cac phuong thirc giao t1ep va
van tai hién dai, mot thuong gia c6 thé quang cdo mot san pham trén chuong trinh TV budi dém,
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nhén don dat hang tir hang tram khach hang qua dién thoai, va gui hang dén nguoi mua vao hom
sau ma chang can phai co bt ctr cudc tiép xtc thyc su nao voi ngudi mua.

Mot thi truong c6 thé phét trién hon 1én xung quanh mot san pham, mot dich vu nao d6 hay
bat ctr thir gi khac c6 gia tri. Gia du nhu: mot thi truong lao dong bao gém nhirng nguoi san 1ong
chao ban stic lao dong ctia minh dé nhén lay tién luong hay nhing san pham. Nhiéu t6 chue doan
thé da dang nhu cac dai Iy moi giéi nhan cong hay cac cong ty tu van viéc 1am s& phat trién hon 1én
xung quanh mot thi truong lao dong dé giup thi truong nay thue thi chire nang t6t hon. Thi truong
tién t& 1a mot thi truong quan trong khac, né xuét hién dé dap umg nhimg nhu cau thiét yéu cua con
ngudi nhd d6 ho co thé vay, cho vay, tiét kiém va bao v¢ tién bac. Va rdi thi truong quyén gop xuét
hién nham dap tng nhu cau tai chanh cta cac to chirc phi lgi nhuan.

Tiép thi (Marketing)

Khai niém vé thi truong cudi cung mang lai cho chung ta pham vi tron ven d6i v6i khai niém
marketing. Marketing c6 nghia 1a l1am viéc vdi thi truong dé nho d6 1am nay sinh nhimg trao doi
nhim muc dich théa mén nhimg nhu cAu va mong mudn cua con ngudi. Boi 18 d6 chung t61 quay
tr¢ lai voi dinh nghia cua minh vé marketing nhu 1a hanh dong cta con nguoi hudng dén viéc thoa
man nhing nhu cau va nhiing mong muén théng qua cac qua trinh trao doi.

Cac qua trinh trao d6i bao gom cong viéc. Nguoi ban phai nd lyc tim kiém ngudi mua, xac
dinh nhitng nhu cu cta ho, thiét ké nhimg san pham hoan hao, xuc tién khuyén mai chung, luu trit
va phan phdi chiing va dinh gia ca cho chung. Cac hoat ddng nhu: phét trién san pham, nghién ciu,
truyén thong, phan phdi, dinh gia va dich vu la nhitng hoat dong marketing c6 tinh cot 15i.

Du cho thong thudng chung ta nghi vé marketing nhu thé né duoc xuc tién boi ngudi ban,
thue ra nguoi mua ciing xtc tién cac hoat dong marketing. Ngudi tiéu dung 1am “marketing” khi ho
tim kiém hang hoa ma ho can véi gia ca ma ho c6 thé chi tra dwoc, nhiing dai 1y mua hang cua cong
ty 1am “marketing” khi ho bam theo nguoi ban va mac ca cho nhiing ky han t6t dep. Mot thi truong
cua nguoi ban 1a mot thi truong ma ¢ d6 nguoi ban co nhiéu quyén lyc hon va nguoi mua phai la
nhirng “nha tiép thi” chu dong hon. Trong mot thi trieong ciia ngwoi mua, ngudi mua cd quyeén luc
nhiéu hon va ngudi ban budc phai tré thanh nhiing “nha tiép thi” chu dong hon.

Trong nhiing nam dau cua thap nién 50, cung ng hang hoa bét dau phat trién nhanh hon
cau. Tiép thi da tr¢ thanh thu gian bo chit ché véi ngudi ban dang c¢b tim kiém nguoi mua. Quyén
sach nay s& ndm bat quan diém d6 va xem xét nhitng vudng mic trong marketing cta ngudi ban
trong mot thi trudong ciia ngudi mua.

NHUNG MUC TIEU CUA HE THONG MARKETING

Marketing tic dong dén rit nhiéu nguoi bang rit nhiéu cach dén ndi chic hin 1a né di khudy dong
su tranh cdi. Vai nguoi cuc ky khong thich hoat dong marketing hién dai, budc t6i n6 pha hong méi
truong, tan cong don dap cong ching véi nhitng quang céo vo nghia, tao ra nhitng mong mudn
khong that can thiét, day bon tré tinh tham lam, va dinh liu dén nhiéu toi 15i khac. Hay can nhic
dieu sau:

Trong suot 6.000 nam qua linh viee marketing dé tirng dwoc nguoi ta cho la da tao nén nhitng nghe si [ kiém
tién nhanh nhi chop, nhiing ké bip bom, nhitng anh chang buén banh xe, va nhing nha phan phoi hang phe
phdam. Qud nhiéu ngueoi trong chiing ta da bi “xo miii” boi tat ca bon ho hay nhitng tén bip bom; va tdt cd
ching ta lic nay lic kia dd timg bi xiii giuc mua tat ca nhitng “thit” dai logi nhw vdy, nhitng “thit” ma
chiing ta khong thit sw can va sau do chiing ta con nhdn ra rang ching ta tham chi khéng muon c6 chiing.

Nhitng nguoi khac thi lai bién ho marketing mot cach hing hon:
Nhitng chinh sach marketing nang né va cdc dp dung thue tién da chiu dam trach & cdp @ réng hon doi véi
chudn myc doi song vdt chat ¢ muc kha cao ¢ Hoa Ky. Ngay nay thong qua marrketing so dong, chi phi ré

chiing ta dwoc thu hwéng nhitng san pham ma mot thoi ching timg dwge coi la nhitng thir xa xi ma & nhiéu
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quoc gia khdc gio ddy chiing van dwoc xép vao hang ddng cap.

Xa hoi nén tim kiém diéu gi tir hé thong marketing ctia n6 ? Xin dé xuat 4 muc tiéu xen ké: tang
cuong toi da sy tiéu thy, tang cudng t6i da sy thoa man cua nguoi tiéu dung, tang cuong t6i da su
chon lira, va ting cudng tbi da chét luong cudc sdng.

Ting cuong tdi da su tiéu thu

Nhiéu nha diéu hanh va quan tri doanh nghiép tin tuéng rang céng viéc ciia marketing nén chi yéu
la khuyén khich sy tiéu thu tbi da, dap lai n6 s€ tao ra san pham, cong an vige lam va cua cai 6 murc
t6i da. Cach nhin nay thé hién Xuyén sudt trong nhimng dong tiéu dé dién hinh: “Wrigley tim cach dé
nguoi ta nhai keo sing-gum nhleu hon”; “Nhitng nha lam mat kinh giéi thiéu mat kinh thoi trang dé
kich cau; ¢ ‘Nhiing nha san xuét xe hoi c6 ging ting doanh thu”.

Gia du rang cang nhiéu nguoi mua va tiéu thu hang bao nhi€u thi ho cang cam thay hanh
phiic bay nhiéu. “Cang nhiéu cang t6t” 1a tiéng hét xung tran. Cling c6 nguoi nghi ngo diéu nay:
hang hoa vat chat ting manh ciing c6 nghia 14 hanh phuc s& nhiéu hon. Ho thdy c6 qua nhiéu ké
gidu c6 ma lai dang phai sdng cudc doi bat hanh. Triét 1y cua ho 14 “cang it ham mudn vat chat hon
thi cang nhiéu hanh phtc hon” va “nhé bé tic 14 xinh dep”.

Ting cwong toi da sy théa mén ciia ngudi tiéu ding

Mot goc nhin khac cho ring muc tiéu ciia hé thong marketing 1a 1am ting t6i da sy thoa méan cia
nguoi tidu ding chtr khong phai 14 su tiéu thy. Nhai nhiéu sing-gum hon hay s¢ hiru nhiéu quan 4o
hon chi ¢6 gia tri khi diéu nay khién cho nguoi tiéu ding cam thay thoa man hon.

That khong may 1a rat kho do ludng su thoa man cta nguoi tiéu dung. Thir nhat 1 chang ai
c6 thé hinh dung ra dugc lam cach nao dé do luong sy thoa man hoan toan dugc tao ra boi mdt san
pham hay mét hoat dong marketing dic trung nao d6. Thir hai 14 sy théa min ma ngudi tiéu dung ca
thé d6 nhan duoc tir nhimg “diéu hay” ciia san pham hay dich vu phai tra gia boi nhiig “diéu do”
cta n6 vi du nhu sy 6 nhiém va hity hoai mdi trudng. Thr ba 1a sy thoa man ma con ngudi nhan
duoc tir viée tiéu thy nhitng hang héa nhat dinh, nhu hang héa c6 dang cap, tiiy thudc vao sd it
ngudi so hitu nhitg thir hang héa nay. Chinh bai 18 d6 that kho danh gia hé thdng marketing trén
phuong dién n6 dem lai cho ngudi ta sy thda méin nhiéu dén nirc nao.

Tang cuwong t6i da sw lwa chon
Mot s nha tiép thi tin twong rang muc tiéu ciia mot hé théng marketing nén ching chi 13 ting
cuong tdi da su phong phu cta san pham va su lya chon cho ngudi tiéu dung. Hé théng nay cho
phép nguoi tiéu dung tim thay nhiing loai hang hoa thoa man mot cach chinh xac thi hiéu cta ho.
Nguoi tiéu dung s€ c6 kha nang tang cuong t6i da phong cach séng ctia minh va vi thé ting cudng
tdi da su thoa man cua ban than.

Viéc tang cuong t6i da sy lua chon cho nguoi tiéu dung that khong may lai di kém vé1 mét
cai gia nao d6 phai tra. Thr nhat 13 hang héa va dich vu s& tré' nén dit do hon, boi vi chung loai da
dang s& lam tang san pham va céac chi phi hang ton kho. Va gia ca cao hon s& lam giam thu nhép
thuc sy va suc tiéu thu cua nguoi ti€u dung. Thu hai 1a sy tdng cuong chung loai san phém s€ doi
hoi nguoi tiéu ding phai tim kiém va nd lyc nhidu hon. Ngudi tiéu dung s& phai danh nhiéu thoi
gian hon cho viéc tim hiéu va dénh gia cic san pham khac nhau. Thir ba 1a nhiéu san phim hon sé&
khong nhéat thiét c6 nghia 1a s€ tang thém sy lya chon thuc sy cua nguoi tiéu dung. Co nhiéu thuong
hiéu bia & Hoa Ky, chéng han, nhung hau hét ching déu c6 vi nhu nhau. Khi mot hang muc san
phim ma lai bao gdm nhiéu thuong hidu voi rt it khac biét, nguoi tiéu ding ké nhu dang dugc dé
xuat mot chon lwa sai 1am. Sau cing 1a chung loai san pham doi dao khong phai lac nao cling dugce
tat ca nguoi tiéu dung hoan nghénh. V61 mdt vai nguoi tiéu dung, qua nhiéu lya chon s& dan dén boi
1di va thét vong.
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Tang cuong t6i da chit lwong cudc song
Nhiéu nguoi tin tuong rang muc tiéu cua mot hé thong marketing nén chi 1 ning cao chdt lirong
cia cudc song — co nghia 1a chat luong, s6 luong, sy sn co va chi phi ciia hang héa; chat luong cua
moi truong vat chat; va ca chét luong cua moi truong van hoa nira. Ho xét doan nhiing hé thong
marketing khong chi boi mirc d6 ctuia sy thoa man ma ching mang lai cho ngudi ti€u dung ma con
boi su anh hudong ma ching c6 ddi v6i chat luong ciia moi trudng vat chit ciing nhu méi tredng vin
hoa.

Pa s6 moi ngudi s& dong ¥ rang chat lugng cua cude song 1a mot muc tiéu dang gia danh
cho hé théng marketing, nhung ho cling nhan thiy rang diéu d6 khong dé gi do dugc va rang diéu
nay mang nhiing y nghia khac nhau d6i véi nhing chu thé khac nhau.

SU TIEP NHAN NHANH CHONG CUA MARKETING

Pa s6 ngudi ta cho rang marketing chi duoc xuc tién & cic cong ty ¢ bu dang hoat dong trong cac
qudc gia t ban chi nghia. Sy that thi marketing dugc xuc tién ca & bén trong 1an bén ngoai khu vy
kinh doanh trong tit ca cac hinh thai qudc gia.

Trong pham vi kinh doanh

Trong pham vi kinh doanh, nhiing cong ty khac nhau tré nén c6 hing thi voi marketing & nhiing
thoi diém khac nhau. General Electric, General Motors, Sears, Procter & Gamble va Coca-Cola hau
nhu ngay lap tirc da nhin thiy nhimg tiém lyc cua marketing. Marketing mau chong lan rong trong
nhimg cong ty ban hang dong goi san cho ngudi tiéu dung, nhiing cong ty san xuét hang hoa st
dung lau dai va nhitng cong ty san xuat thiét bi cong nghiép — theo trinh tuy nhu trén. Cac nha san
xuat nhitng mat hang nhu thép, hoa chat, va gidy tiép nhan marketing mudn hon va nhiéu cong ty
van con ca mot chang dudng dai dé tién budc.

Trong thap ky trudce, nhiing cong ty dich vu nguoi tiéu dung, dac biét cac hang hang khong
va ngan hang da tiép can marketing hién dai. Marketing ciing dang bat ddu thu hiit sy cha y cta cac
cong ty bao hiém va méi gi6i chimg khoan mic du ho con phai hoc héi nhiéu trong viéc img dung
marketing mét cach that hi¢u qua.

Nhitng nhom kinh doanh gan ddy nhét c6 himg tht véi marketing 13 nhiing tay chuyén ngiép
nhu céac luat su, ké toan vién, thdy thudc, va kién tric su. Cho t6i gan ddy, cac hiép hoi nha nghé
khong cho phep cac thanh vién cua ho dinh liu trong viée canh tranh gia ca, 161 keo khach hang va
quéang céo. Nhung céac toa an & Hoa Ky d phan quyét rang nhimg can tré néu trén tir phia cac hiép
hoi 12 bt hop phap. Ké toan vién, luat su, nha si, nha san xuit dung cu quang hoc va nhitng nhém
nha nghé khac nita gio day déu duge phép quang cdo va dat gia mot cach that nang dong.

Trong pham vi quoc té

Marketing duoc tién hanh khong chi ¢ tai Hoa Ky ma con ¢ toan bo phan con lai cua thé gidi. Thuc
ra thi nhiéu cong ty da quoc gia — nhitng cong ty nhu Nestle, Siemens, Toyota va Sony — thuong
lam tbt hon (101 thu canh tranh cta minh la nhimg cong ty My. Nhing cong ty da quoc gia da gioi
thiéu va truyen ba rong rai nhimg ng dung thuc tién cia marketing hién dai ra khip thé gi6i. Nhu
12 mot hé qua tat yéu, gidi quan tri & cac qudc gia nho hon bat dau dit cau hoi: Marketing 1a gi ? N6
khac ban hang thong thuong & chd nao ? Lam thé nao chung ta c6 thé dua marketing vao cong ty
cua minh day ? N6 s€ tao nén su khac biét chur nhi ?

O céc nudc xa hoi chii nghia, mot cach truyén thong marketing phai mang mot cai danh xau
xa. Mac du vay nhitng chic nang cua marketing nhu nghién ctru, 1am thwong hi€u, quang cdo va
xuc tién ban hang van dang lan téa mot cach mau chong. Lién bang X6 Viét hién nay di c6 hon 100
cong ty quang cdo va cong ty nghién ctru tiép thi qudc doanh. Nhiéu cong ty ¢ Ba Lan va Hungary
da c6 bo phan tiép thi va nhiéu trudng dai hoc xa hoi chu nghia dang giang day marketing.

Trong pham vi phi lgi nhuin
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Gan day marketing dang thu hat sy hing tha cta cac to chic phi loi nhuan nhu cac truong cao
dang, bénh vién, so canh sat, bao tang va cac dan nhac giao hudng. Chung ta hiy xem xét nhiing
phat trién sau day:

Doi mat véi s6 lwong tuyén sinh thap va chi phi ting cao, nhiéu truong cao dang dang sir dung marketing dé
thu hiit sinh vién va gay quy. Trieong Cao ding St. Joseph's ¢ Renssalaer thudc tiéu bang Indiana d tuyén
sinh ndm nhat tang 40% nho vao quang cdo trén bdo Seventeen va trén nhiéu dai phdt thanh chuyén phat
nhac rock. Mot s6 doan thé khac dang thiét ké nhitng chirong trinh marketing chin chu hon bang cach phan
tich moi truong va thi truong cua ho, chon ldy nhitng phdn khiic myc tiéu va chudn bi san sang nhiing ké
hoach marketing thdt chu tat dé tw dinh vi minh trong nhigng thi truong da chon.

Boi vi chi phi bénh vién va gia thué phong tang vot nén nhiéu bénh vién déi mat véi tinh trang sw dung
khéng diing mike, ddc biét la & khoa san va khoa nhi. Nhiéu bénh vién da tién buéc dén véi marketing. Mot
bénh vién ¢ thladelphza daé canh tranh danh cho dwoc cac san phu, da dé xudt ting mot bita toi bit tét va
sam panh dwdi anh sang dén cdy cho nhiing bénh nhan mdi. Trung tam y khoa St.Mary's ¢ Evanston, tiéu
bang Indiana, lai sir dung nhitng bang niém yét ddy sang kién d@é khuyén mdi cho dich vu cham séc cdp cieu
cua trung tam.

Céc t6 chire ndy c6 nhiing vurdng méc vé thi truong. Nhitng nha quan tri ctia ho dang tranh
dau cho sy séng con cua ho trén phuong dién thay doi thai d6 ciia khach hang va nhitng ngudn tai
chanh nho hon. Nhiéu doan thé dang nay da quay sang marketing nhu mot giai dép kha thi cho
nhiing vueéng mac ctia minh.

Va ca nhiing cong ty do chinh phu diéu hanh ctia Hoa Ky ciing dang cho thdy sy gia ting
hting tht ctia minh ddi véi marketing. Dich vu buu chinh Hoa Ky va cong ty xe lira Amtrak di c6
nhitng ké hoach marketing cho hoat dong ctia minh. Quan lyc Hoa Ky cé han mot ké hoach
marketing dé thu hat linh méi va 13 mot trong nhitng dai gia tiéu tién cho quang céo thudc hang top
trong ca nudc. Nhitng cong ty do chinh phu diéu hanh khac hién nay dang marketing cho su bao ton
nang luong, khong hut thude 14, va nhimg muc dich cong cong khéc.

Pham Xuén Bach trich dich tu ban tiéng Anh cuén "MARKETING - An Introduction” cua hai déng tac gia
Philip Kotler va Gary Armstrong. Nha xudt ban Prentice-Hall International, Inc. &n hanh nam 1987.
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