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~ CAC CONG TY VIET NAM
VA TU DUY “QUAN TRI MARKETING HIEN DAI*

TS. Tran Thanh Toan *

Tém tit: Marketing c6 vai trd ddc biét quan trong trong quan tri cong ty. Bai
viét da phan bi¢t sy khac nhau cia cac khai niém nhu cau, mong mudn, trao doi, giao
dich, chuyén giao; 1am rd cac nguyén nhan hinh thanh va cac yéu t6 cau thanh cia
marketing, qué trinh phat trién cdc quan diém vé vai tro ctia marketing trong to chirc
kinh doanh, xac dinh thé nao 14 triét 1y kinh doanh, triét Iy marketing va qua trinh phat
trién cac triét Iy kinh doanh, triét 1y marketing.

Tir khéa: Marketing, quan tri, khach hang, san pham.

Abstract: Marketing plays a particularly important role in the corporate
administration. The article distinguishes the different concepts of demand, desire,
exchange, transaction and transfer; clarifies the causes of formation and the
components of marketing, the process of developing views on the role of marketing
in business organizations, defines the business and marketing philosophies and

their development process.
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1. Marketing trong quan tri cong ty

GS. Phillip Kotler, mdt trong nhiing
chuyén gia hang dau vé marketing, day tai
Khoa Marketing cia DPai hoc North Western,
Hoa Ky, dinh nghia vé marketing nhu sau:
“Marketing la mot dang hoat dong cua con
nguwoi nham théa man nhitng nhu cau va
mong muon cia ho théng qua trao doi”.

Dinh nghia trén cho thiy:

- Marketing 1a mot dang hoat dong
xa hoi, hoat dong cua con nguoi, tac dong
1én con nguoi;

- Thoa man nhu cau va mong mudn
ctua con nguoi 1a myuc dich ctua hoat dong
marketing; marketing xuat hién & bat ky
thoi diém nao, khi mot chu thé x3 hoi (ca
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nhan hoic t6 chirc) ndy cb ging trao doi
mot thir gi d6 voi mot chi thé xa hoi khac;

- Trao ddi 1a phuong tién dé dat dugc
su thoa man va 1a ban chit cua hoat dong
marketing; thong qua trao d6i, cac chu
thé x3 hoi thoa mén nhirng nhu cau va
mong mudn ctia nhau.

Duéi goc do quan tri, c6 thé hiéu
marketing 14 qua trinh 14p ké hoach, t6
chirc thuc hién va kiém tra cac nd luc vé
sang tao san pham, gid ban phan phdi va
xuc tién ban nhing san pham cho nhiing
khach hang muc tiéu, tao nén nhiing trao
d6i nham théa man nhiing khach hang
d6 va dat dugce cac muc tiéu cia td chire
(Kotler, 2003, tr. .9).
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Dinh nghia nay cho thay:

- Marketing 1a hoat dong quan tri cta
td chirc;

- Khach hang muyc tiéu 1a di tuong
tac dong cua hoat dong marketing;

- Muc dich cua hoat dong marketing
1a thoa mén nhu cdu cua khach hang va
dat muc tiéu cta tb chuc;

- Pham vi hoat dong cia quan tri
marketing 13 cac quyét dinh vé thiét ké san
pham, dinh gi4, phan phdi va xtc tién ban.

Vai tro cua marketing

Qua trinh phat trién cac quan diém vé

Trwéc nam 1930

a) Marketing quan trong
nhw nhirng bd phén khac

Sau nam 1945 dén nay

c) Marketing
la chirc néng
chi yéu)

4 Iy

d) Khach hang
gitr i tri
trung tam

vai tro ctia marketing trong to chire kinh
doanh dugc trinh bay trong H. 1.

Quan diém cta cic chuyén gia
marketing vé vai trd ctia marketing trong
t6 chirc kinh doanh (cong ty) dugc thé
hién 6 hon ca trong diém e):

- Tai san cua cong ty s€ khong céd
nhiéu gié tri khi khong c6 khach hang;

- Nhiém vu then chdt ciia cong ty la
phai thu hut va gitr khach hang;

- Khach hang bi thu hut bang nhimng
hang hoa c6 wu thé canh tranh va bi giit
chan bang cach lam cho ho hai 1ong;

T nam 1930 - 1945

b) Marketing 1& mét chirc
nang quan trong hon

e) Khach hang gilr vi tri
trung tam, marketing gitra
chirc ndng hgp nhat

Hinh 1. Qua trinh phat trién cidc quan diém ve vai tro ciia marketing
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- Nhiém vy cua marketing 1a phat
trién nhitng hang hoéa tot hon va 1am hai
1ong khach hang nhiéu hon;

- Hoat dong cua cac bd phan trong
cong ty déu c6 anh huéng dén muc do
thoa man cua khach hang;

- Nha quéan ly marketing can tic dong
dén cac bo phan khac nhau trong cong ty
dé cung hop tac 1am hai 1ong khach hang.

Tir quan diém nhu trén vé vai tro ca
marketing, cac cong ty phai:

+ Xay dung quan diém “khdch hang
la trung tam” trong toan doanh nghiép.

+ Phéi hop hoat dong marketing véi
cac hoat dong khac theo hudng tao su
thoa méan cao nhat cho khach hang va dat
hiéu qua cao.

+ Nhan dang céc co hoi va nguy co
trong kinh doanh tir nhitng nhu cau tiém an
chwa dugc dap Gmg va nhiing xu thé trong
moi truong canh tranh, moi truong vi mo.

+ Po luong va du béo nhu cau ddi
v6i nhiing loai san phdm cy thé.

+ Cap nhéat nhitng y tuong ctua khach
hang vao san pham va cic chuong trinh
hoat dong cua cong ty.

+ Quang ba tich cuc vé cong ty, vé
san pham cua cong ty cho khach hang va
cong chung.

+ Xay dung vi thé ctia cong ty trén thi
truong (danh tiéng, thwong hiéu, thi phan
va lgi nhuan).

+ Xay dung va bao v¢ hinh anh dep
cia cong ty, vé san pham cua cong ty
trudc khach hang va cong chung.

Pé hiéu sau sic vé marketing, can
nam vimg hai khai niém cdt 16i: nhu cau
va mong muén cua khach hang.

Nhu céu (needs) chi trang thai cam
giac thiéu hut mot sy thoéa méin nao dé cua
con ngudi va 1a khai niém nén tang cia
marketing. Tu duy marketing bat dau tir
nhitng nhu cau thyc t cta con ngudi, Co
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ndm loai nhu cau: nhu cau thue té, nhu cau
duoc noi ra va nhu cau khong noi ra, nhu
cau duoc thich tht va nhu cau tham kin.
Nim bit duoc nhu cau cua khach hang
khong hé dé dang ddi v6i cong ty. Nhiém
vu ctia cong ty 1a can thoa man tam trang
thai nhu ciu cua khach hang c¢é khd ning
thanh todn, gdbm: nhu ciu c6 kha ning
thanh toan 4m tinh, nhu cu c6 kha ning
thanh toan bang khong, nhu cau co kha
nang thanh toan tiém an, nhu cau c6 kha
ning thanh toan giam sat, nhu cau c6 kha
nang thanh toan that thudong, nhu cau c6
kha ning thanh toan vira du, nhu cau c6
kha ning thanh toan qua mirc va nhu cau
c6 kha nang thanh toan c6 hai. Cong ty
phai xac dinh nhu ciu ctia khach hang theo
quan diém ctia ho. Moi quyét dinh mua
hang déu chtra dung sy dung hoa ma cac
chuyén gia marketing c6 thé khong biét
duogc, néu khong nghién ciru thi truong.

Tu tudng chu dao ctia marketing 1a tim
ra nhu cau va ddp img. Theo quan diém
truyén thong, nhu cau ty nhién 1a vén c6
d6i v6i con ngudi: khong ai tao ra nhu cau,
nhu ciu tu sinh va 13 mot phan ban ning
con nguoi; xa hdi va cac nha marketing
khong tao ra nhu cau, ma chi 1a ngudi kham
pha va kich thich nhu cau. Cac chuyén gia
marketing hi¢n dai ngay cang kham pha
ra nhiéu nhu ciu ma trudc diy khong ai
biét hodc chii tim dén. Ta ciing thdy rang,
ngay nay, cac cong ty khong chi thu dong
dap (mg nhu cau sin c6 ciia khacha hang
ma chu dong di tim hoac sdang tao ra mong
muén va co hoi thi truong moi, dé qua do
c6 thé ban cai minh sang tao ra. Nho ¢o
cac hoat dong sang tao, cac cong ty nhanh
chong dua ra thi trudng cac san pham co
tinh ning cong nghé moi, di trude nhu cau,
dan dat nhu cau cua khach hang.

Nhu vay, marketing du khong tao ra
nhu cau, nhung c6 thé tac dong rat manh
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mé& dén mong mudn. Marketing anh huéng
dén s6 cau bang cach tao ra cac san pham
thich hop, hép dan,... cho khach hang muc
tiéu. Thuc té ngay tai Viét Nam ciing da c6
nhitng cong ty 1a nha dan dét thi truong.
Mong mudn (wants), hay wéc muon,
1a hinh thirc ctia nhu cau & mic d6 sdu
hon va cu thé hon. Noi dén mong mudn
nao dé 1a noi dén mot déi tuong cu thé dé
thoa man nhu ciu c6 duoc mong mudn do.
Mong mudn 1a su cu thé hoa cta nhu cau.
Mong mudn dugc hinh thanh bai
cong dong cac ca nhdn, boi vin hoa va
tinh cach c4 nhan. Nhu cau clia con ngu01
kha gidng nhau, nhung mong mudn cia
timg ca thé lai vo cung khac biét va diéu
do6 tao nén sy da dang cho cudc séng. Su
khac biét d6 1 do tinh cach, van hoa, 16i
song, kinh nghiém,... ciia mdi ngu(n quy
dinh. Chang han, do6i 1a mdt nhu cau ty
nhién va dé thoa méin no, ngudi ta can an.
Nhung n céi gi va nhu thé nao lai do cac
yéu t6 xa hoi, vin hoa hay tinh cach cia
mdi ngudi quyét dinh. Twong tu nhu vay,
nhu cdu vé nha cira, nhu cu sir dung cac
phuong tién thong tin, nhu cau hoc tap,
nghingoi,... ciia m01 ngucn ciing rat phong
phu. Nhitng nhu ciu 4y sé& tré thanh mong
muén khi con nguoi hudng td1 mot muc
tiéu cu thé dé thoa man chung. Cac nha
marketing can bién nhu cu thanh mong
mudn, kham pha ra mong mudn tiém an
trong mdi khach hang. Moi ngudi déu
can dugc dap tmg nhu cau co ban vé in,
mac, 6, di lai,... béng cach mua san phém.
Tap trung vao tinh hiru ich cua nhﬁng san
pham nay, marketing hi¢u qua s¢ bién nhu
cau thanh mong muon.
Tuy nhién, kham pha ra mong mudn
ctia khach hang du can thiét, nhung ddi
voi céc chuyén gia marketing, kham pha
ra mong muon cé kha néing thanh todn con
quan trong hon gip bdi. San pham lam ra
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dé ban, cht khong dé cho khong. Mong
mudn c6 kha ning thanh todn 1a mong
mudn c6 dugc nhitng san phdm cu thé
duoc hau thuan bdi kha ning thanh toan
va thai do sin sang mua ching. Nhiéu
ngudi mong mubn c6 mot chiéc Mercedes,
nhung chi c6 mot sb it ngudi c6 kha ning
va sin sang mua kiéu xe do. Vi thé, cong
ty khong nhiing phai dinh huong xem cO
bao nhiéu nguoi mong mudn c¢é san pham
ctia minh, ma quan trong hon la phai dinh
luong xem c6 bao nhiéu ngudi thuc té sin
sang va c6 kha nang mua no.

San pham (product) & déy duogc hiéu
la ca hang hoa (commodlty) lan dich vu
(service). Nhu cdu va mong mudn ctia moi
nguoi dugc thoa man bang san pham. Y
nghia quan trong ctia san pham vat chat bat
nguén khong phai tir viéc s& hitu chiing, ma
chinh 1a do loi ich chung dem lai. Mua chiéc
xe hay mua cai bép khong phai dé ngim
nhin, chiém ngudng chiing, ma vi xe dung
dé van chuyén, bep phuc vu ndu nudng. Vi
vay, cac san pham vat chat thuc su 1a nhiing
phuong tién dam bao phuc vu chung ta. Cac
nha san xuat thudng pham sai 1am 1a hay
chii trong dén cac san pham vat chét hon 1a
dén nhimg dich vu ma nhing san pham d6
cung tmg. Ho chi nghi dén viéc tiéu thu san
pham ctia minh, chtr khéng phai viéc dam
bao giai quyét mot nhu cau.

Trao d6i, giao dich, chuyén giao va
cac mdi quan hé

Viéc nhu cau va mong mudn va gin
gi tri cho cac san pham van chua néi hét
y nghia cua marketing Markerting xudt
hién khi ngu’01 ta quyét dlnh thong qua
trao d6i dé thoa man cac nhu cau va mong
mudn. Bé c6 dugc san pham, con ngudi
thuong sir dung bdn giai phap (phuong
ti¢n): tu san Xuét, cudong doat, di xin va
trao d6i. Trong ba giai phap dau khong co
thi truong va cting khong c6 marketing.
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Chi & giai phap tim kiém san pham tht tu
m&i phat sinh marketing. Trao ddi tao nén
mong cho marketing.

C6 thé ciing can phan biét trao ddi
v6i giao dich va chuyén giao theo quan
diém cuia marketing.

Giao dich (transaction), hiéu mot
cach khai quat, 1a sy thoa thuan gitra cac
chu thé trong linh vuc kinh doanh kinh
doanh, nhu trao doi hang hoa, dich vy,
phuong tién tai chinh, ... nham dat téi cac
muc tiéu cac chu thé ky vong. Con trao
doi (exchange) 1a hanh dong mot chi thé
dua cho mot chu thé khac vat gi do dé
nhan lai vat khac (thuong tuong dong veé
gia tri). Giao dich ciing khac v6i chuyén
giao (transfer): trong chuyén giao, bén A
dua cho bén B vat X nhung khong nhan
lai vat gi hiru hinh (mdt moéon qua, mot
khoan tién tro cdp hay mot khoan dong
g6p tur thién,...). Trudce day, marketing chi
gid1 han ¢ viée nghién ctru giao dich chu
khong xem xét chuyén giao. Nhung hién
hanh vi chuyén giao ciing c6 thé dugc tim
hiéu qua khai niém trao d6i, boi vi, thong
thuong, nguoi chuyén giao ¢ nhiing ky
vong nhat dinh dbi vai viéc tdng qua, nhu
nhan dugc mot 101 cam on hay duogc théy
ngudi nhan c6 nhitng hanh vi tét hon,...
Nhitng ngudi quyén gop quy chuyén
nghiép hiéu rat rd dong co “c6 di co lai”
cua nhiing nha hao tam va moi ho dén du
cac budi 18. Gan day do yéu cau ngay cang
da dang, nhitng nguoi lam marketing da
mo rong khai niém marketing dé né bao
ham nhiéu viéc nghién ctru ca hanh vi
chuyén giao cling nhu 1dn hanh vi giao
dich.

Pé dam bao cac cude trao doi dién
ra troi chay, nha quan tri marketmg phai
phan tich xem mdi bén dy kién s& cho va
nhén cai gi. Ngay nay, marketing khong
don gian la chi tao ra cac quan h¢ trao do6i
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ngan dé c6 lgi nhudn trudc mat, ma phai
gitf chdn duge khach hang, xay dung mbi
quan hé bén vimng, tao dung va sang tao ra
gia tri vuot trdi cho khach hang. Do canh
tranh ngay cang gay gét, cac cong ty mong
mudn xay dung mdi quan hé 1au dai, tin
cdy v6i khach hang, véi cac nha phan phéi,
cac nha cung cip trén co sd hai bén ciing
¢6 loi. Nhu vdy, marketing chuyén dich tir
muc tiéu toi da hoa loi nhuan trén mdi giao
dich riéng bi¢t sang muc tiéu t6i da hoa
mdi quan hé cing co loi voi cac ddi tac.
Twr d6, c6 khai niém marketing quan hé
(relationship), hay mang ludi marketing.

Marketing mdi quan hé (relationship
marketing) 14 phat trién mdi quan hé dai
han, c6 gid tr1 gia tang theo thoi gian,
c6 hiéu qua vé chi phi véi khach hang,
nha cung cép, nhan vién ciing nhu cac
d6i tac khac vi loi ich chung. Mang luéi
marketing bao gém cong ty voi cac nha
cung cap, cac nha phan phdi va khach
hang c6 muc tiéu cung xay dung moi quan
hé tin cdy, viing chic, cung co loi.

No6i chung, nhiing nguoi lam
marketing khon ngoan ngay nay déu cb
gang xay dung cac quan hé lau dai, dang
tin cdy, cung co 191 véi nhitng khach hang
16n, nhimg ngudi phan phdi, dai Iy va
nhitng nguodi cung ung. Vi¢c nay duogc
thuc hién béng cach hira hen va luon dam
bao chat lugng cao, dich vu chu dao va
gia ca phai ching cho phia bén kia. Nhiém
vu do6 cling dugc thuc hién bé‘mg cach xay
dung cac mbi quan h¢ rang budc chat ché
vé kinh té, k¥ thuat va xa hoi véi cac ddi
tac. Marketing quan h¢ s€ gidam dugc chi
phi va thoi glan giao dich va trong nhiing
truong hop tét dep nhat, giao dich s& lam
chuyén tir chd phai thuong lwong timg 1an
tré thanh nhitng cong viéc thuong 1¢€.

Két qua cudi cung cua marketing
quan hé la hinh thanh dugc mot tai san
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doc déo cua cong ty, goi la mang luoi
marketing (net/network marketing), bao
gdm cong ty va nhitng nguoi cung g,
nhitng nguoi phan phdi va khach hang
cua minh ma cong ty da day cong xay
dung dugc nhimg mdi quan hé vimg
chic, tin cdy trong kin doanh. Marketing
ngay cang co xu hudng chuyén tir chd ¢
ging tang toi da loi nhuén trong tung vu
giao dich sang viéc ting tdi da cac mdi
quan hé doi bén cung co loi véi cac dbi
tac. Nguyén tic lam viéc 1a phai xay dung
duoc cac moi quan hé tdt roi tu khic s& co
cac giao dich co loi.

Thi trudmg (market) luc dau dugc
hiéu 14 noi nguoi mua va ngudi ban gip
nhau dé trao ddi hang hoa, chéng han nhu
mot cai chg, ctra hang. Tuy nhién, nhitng
nguoi lam marketing coi ngudi ban hop
thanh bén san xuét, con ngudi mua hop
thanh thi truong, tic 1a thi truong, theo
cac nha marketing thi thi truong bao gdm
tat ca cac khach hang hién tai va tiém ning
cung c6 nhu cﬁu mong mudn cu thé, co
kha ning va sin sang tham gla trao doi dé
thoa man nhu cau, mong mudn do. Quy
mo cua thi truong phu thudc vao mdt so
ngudi o nhu cau va cé nhing tai nguyén
duoc ngudi khac quan tAm va san sang
dem lai nhitng tai nguyén d6 dé doi iy
cai ma ho mong mudn.

Nhu vay, khai niém thi truong hi¢n
dai di dua ta quay lai diém xuét phat 1a
khai niém marketing. Marketing c6 nghia
1a hoat dong ctia con nguoi dién ra trong
moi quan hé véi thi truong, 12 1am viée véi
thi truong dé bién nhing trao d6i tiém an
thanh hién thuc vé1 muc dich 1a thoa man
nhu cau va mong mudn ctia con ngudi.

2. Triét Iy marketing ciia cong ty

Triét 1y marketing (marketing
philosopy), hay triét 1y quan trj marketing
(philosophy of marketing management),
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13 mot thanh t6 cua triét 1y kinh doanh
(busmess philosophy), chtra dung tu tuong
vé marketing trong linh vyc san xut
(production), ban hang (sales) va thoa man
khéach hang (customer satisfaction). Muc
tiéu toi thuong cia triét Iy marketing cua
cong ty la ¢ ging thoa méan cac nhu cau
va mong mudn ctia khach hang dong thoi
dat dugc cac muc dich ctua cong ty (H. 2).

Do gi6i han ctia bai viét, & day chi tap
trung vao triét Iy marketing mdi quan hé
(philosophy of relationship marketing).
C6 thé noi, day 1a quan diém mai nhat ndi
1én trong sudt thap ky cudi thé cua ky XX
va ngay cang tré nén quan trong. Hién tai,
tuy cac cong ty van hoat dong dua trén
marketing dinh hudng khach hang, nhung
da biét tap trung thiét 1ap va duy tri cac
mdi quan hé véi khach hang. Ho khong
coi marketing 1 mot qua trinh trao d6i don
gian, tirc marketing giao dich (transactlon-
based marketmg) ma thay thé bang mot
quan diém khac, dai han hon, cht trong
dén viéc xay dung mbi quan hé.

Quan diém marketing moi quan hé,
hay triét Iy marketing dua trén mdi quan
hé khach hang, cho ring muc tiéu cia
marketing 12 xay dung méi quan hé dai han
v6i khach hang va cac ddi tac nham thoa
méan muc tiéu ctia cac bén. Néu nhu quan
diém marketing nhdn manh dén su thoa
man, thi quan diém marketing méi quan hé
chu y t6i 1ong trung thanh. Quan diém nay
phé phan quan diém marketing giao dich
1a ngén han, chi tp trung vao sy thoa min
trong mdi 1an giao dich voi khach hang.
Quan diém marketing mdi quan hé ¢ tam
nhin rong va 1au dai, cho rang can phai xay
dung mdi quan hé dai han véi khach hang,
tao ra gia tri vuot troi dé mang lai sy thoa
mén cho khach hang va quan trong nhit
la c6 dugc long trung thanh cua ho. Mét
s6 nghién ctru trong linh vuc nay da chi ra
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Nhirng triét ly kinh doanh

Qua trinh phat trién céc triét Iy kinh doanh

Binh hwéng san ™

£, . Binh hwdng Binh hwéng Binh hwén
Xuat, dinh hwéng — : . ! ong
san phém ban hang Marketlng ru:ig{ﬁg:';g
1930 1960 1980 Theoi gian

Hinh 2. Qua trinh phat trién cac triét Iy kinh doanh

la khéach hang trung thanh s€ gia tang loi
nhuén dang ké cho cong ty.

Triét 1y marketing mdi quan hé nhan
manh dén loi ich xay dung mbi quan hé
va cach thuc cong ty tuong tac vaoi khach
hang. Nhitng nguodi lam marketing ngay
nay nhan ra réng, mac du viéc thu hut
khach hang méi rat quan trong, nhung
viéc thiét 1ap va duy tri mdi quan hé voi
khach hang hi¢n tai con quan trong hon,
vi ho s€ trd thanh nhiing khach hang trung
thanh, mua hang nhiéu lan. Piéu nay ciing
can duoc ap dung vdi ca cac nha cung cap
va cac nhan vién. Vé dai han, mdi quan hé
nay c6 thé dugc quy doi thanh gia tri tron
doi cua khach hang. Gia tri nay dugc tinh
bang cach ldy doanh thu va nhiing loi ich
v6 hinh ma mét khach hang mang lai cho
cong ty trong vong doi trung binh trur di
s6 tién dau tu ma cong ty bo ra dé thu hat
va gilr chan khéach hang do.

Nhiing nguoi lam marketing nhén
ra rang ngudi tiéu dung ngdy cang tré
nén tinh t& hon. Ho nhanh chong nhan ra
thong diép marketing va co6 thé quay di
ngay, néu thong diép d6 khong chtra thong

tin ma ho mong mudn hay c¢6 nhu cau. Vi
vay, ngudi 1am marketing cin phét trién
nhitng phuong phap méi dé thiét lap va
xdy dung mdi quan hé tin tudng giita cong
ty va khach hang. Marketing méi quan hé
ham ¥ viéc phat trién, nudi dudng va duy
tri moi quan h¢ trao d6i dai han, hiéu qua
vé chi phi voi khach hang, cac nha cung
cap va cac d6i tac khac vi loi ich chung.
Trong marketing mdi quan hé, khdch
hang (customer) mang mdt y nghia mai:
nhan vién phuc vu khéach hang c6 ca ¢
trong va ngoai cong ty; nhan vién va cac
phong ban trong cing cong ty co thé 1a
khach hang hoac nha cung ing ctia nhau.
Tuong tu nhu trong mbi quan hé vdi khach
hang bén ngoai, ho phai &p dung cac tiéu
chuan cao lam khach hang hai long vao
moi quan hé lién phong ban. Marketing
méi quan hé cong nhan tim quan trong
thiét yéu cta hoat dong marketing noi
b d6i v6i thanh cong cua cac ké hoach
marketing bén ngoai cong ty. Cai thién
dich vu khach hang trong ndi by cong ty
g6p phan nang cao ning suat va tinh than
lam vi¢c cua nhan vién, cac phong ban,
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tao dyng mdi quan hé tot hon voi khach
hang bén ngoai cong ty.

Marketing mdi quan hé mang lai cho
cong ty co hoi méi dé gianh duoc loi thé
canh tranh bang cach ddy khach hang
1én cao hon trén bac thang trung thanh.
Khach hang mdéi, khach hang thuong
xuyén, ngudi c¢d vii trung thanh cho cong
ty, hang hoa va dich vu cua cong ty, cudi
cung la nguoi ung hg, khong chi mua, ma
con gi6i thiéu san pham cia cong ty véi
nguoi khac.

Viéc xay dung mbi quan hé dién ra tir
rat sGm trong hoat dong marketing. Qua
trinh nay bat dau tu viéc xac dinh nhung
gi khach hang can va mong muén, rdi

NGHIEN CUU TRAO POI

phat trién nhimg san pham chét lugng
cao dé dap tmg. Qué trinh tiép tuc véi
dich vu cham so6c khach hang hoan hao
trong sudt giao dich va sau giao dich
mua hang. Quéd trinh ciing bao gdom
cac chuong trinh khuyén khich khach
hang 13p lai hanh vi mua hang va thic
day 10ng trung thanh cta ho. Ngudi 1am
marketing ciing c6 thé tim cach nbi lai
nhirng mdi quan hé da bi ngung tré hoic
phuc hdi quan hé voi nhitng khach hang
khong sinh loi bang cach thirc nay. Viéc
diéu chinh san pham hodc dich vu khach
hang dé dap tng nhu cau cua ho rat hiru
dung cho qua trinh khéi phuc cac moi
quan h¢.
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