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1 Cudn sach nay can thiét cho ai?

Nim trong bd sdch Qudn tri Marketing,
cuén Quan hé céng chiing dudc thi€t k&
danh riéng cho:

m chi doanh nghiép;

w cdc nha qudn ly;

<

m Cudn sdach nay

trong cdc doanh nghiép vira va nhé véi muc
dich trang bi cho ho nhitng cdng cu va kién
w  Gidi thiéu chung thic qudn 1y cd bdn.

m Muc tiéu cuén sdch

can thiét cho ai?

Tuy nhién, nhdn vién lam viéc trong cdc
m T6i sé tim dugce gi tir doanh nghiép vira va nho va sinh vién nghién

cuén sdch? ctu linh vyc quén tri cling ¢6 thé tham khdo
“cudn sach nay, né cé thé gitp ban c6 cii nhin

.m  Phuong phdp hoc s o o sk 5 us
e tong thé vé cdc van dé quin ly.

m Hav ddat muc tiéu hoc ) ; i
Cudn sdch nay sé htu ich néu ban mudn
trang bi nhitng kh4i niém cd bdn vé quan
hé céng chiing, nhirng 1¢i ich ma quan hé
céng ching mang lai cho doanh nghiép
cia ban va cdch thic thuc hién quan hé
cdng ching mdt cdch hiéu qud.

cho minh!

2 Gidi thiéu chung

Trong cudc séng, ai trong ching ta cling
déu c¢6 nhiéu méi quan hé xi hoi, dé c6
thé 12 quan hé gia dinh, quan hé ban be,
quan hé déng nghiép, quan hé hing xém
ling giéng, v.v... Cudc sdng clia ban sé& nhu
thé nao né€u khdng c6 nhitng méi quan hé
nhu th€? Chic chin cudc sdng clia ban sé
budn té va vo vi.

Tudng tu nhu vdy, doanh nghiép cia ban
ciing khong thé ton tai nhu mot 6¢ ddo biét
lap va khéng c6 mdi quan hé vdi bat ky
mdt ai. PE ti€n hanh cdc hoat dong sdn xui't
kinh doanh, doanh nghiép cdn thi€'t 1ip




Gidi thigu cudn sdch

1

quan hé vdi cdc ¢o quan qudn 1y nha nudc. P sdn xudt ra sdn
phim, doanh nghiép cdn xdy duyng quan hé vdi cdc nha cung cip,
cdc ¢8 ddng va ngudi lao ddng. DE bdn duge sdn phdm, doanh
nghiép cdn x4y dung quan hé vgi khdch hang, vdi cdng ddng,
v.v.,. Tdt cd nhiIng mdi quan hé nay dudc goi chung 13 “quan hé
cdng ching”.

Trong cudn sdch ndy, ching ta sé€ tim hi€u cdch thic 1am th& nao
d€ doanh nghi¢p xdy dyng mdi quan hé (81 dep vdi cbng chiing.
Cu6n sdch dugc chia thainh ba phin. Phin A xem x€t khdi niém
guan hé céng ching, xdc dinh cdc ddi tugng céng ching clia
doanh nghiép, nhirng 1gi ich cia quan h& cdng ching. Vai tro cia
chd doanh nghiép va cdc nha qudn Iy (khéng phai 14 ngudi phu
trach chifc ning quan hé cdng ching) ddi vdi chic ndng quan hé
cbng chiing trong doanh nghiép ciing dirge dé cip trong phén nay.

Phin B gitip ban fim hi€u bdn chat clia quan hé cbng ching. Quan
hé cong ching s& duge xem xét nhu mdt qua trinh trao ddi thong
tin hai chiéu giita doanh nghiép vd cdng ching nhim tdc dong dén
nhin thiic cia céng ching vé doanh nghiép.

Phan C xem xét viéc 4p dung quan hé cdng ching trong cdc doanh
nghiép vira va nhd. Quan hé vdi cong chiing ¢é thé gitip cdc doanh
nghiép nay gidi quyé&t duge nhiéu vdn dé nhw duy tri quan hé vdi
khdch hang, cdi thién quan hé vdi nhin vién, cing ¢ quan hé
v8i cong ddng va xif 1y khing hodng.

Muc tiéu hoc tap cia cudn sach
Khi hoc h&t cudn sich niy ban sé ¢ khd ning t1 hon dé:

dinh nghia quan hé cdéng ching nhu mdt chifc ndng qudn ly doanh

-nghiép;

gidi thich nhitng 1di ich mi quan hé c6éng ching cé thé dem lai
cho doanh nghiép;

mb td cdc buSc dé€ xay dyng va thyc hién mét chuong trinh quan
hé cdng ching;

gidi thich vu nhugc diém cda tirng kénh théng tin va cdch thitc
ti€n hianh cdc hoat ddng quan hé c¢bng chiing sao cho dat hiéu qua;
xdc dinh dugce cdc hoat ddng quan hé ¢dng ching phu hdp véi
diéu kién ciia doanh nghiép vira va nhd.



Gidi thiéu cudn sdch

4 Toi sé tim dugc gi ti cudn sach?

Cuén sich nay dude chia thanh nhiéu phdn tip trung vao tirng chi
dé& cu thé lién quan dén muc tiéu cla cudn sich. Trong tirng phan,
ban sé fim thiy:

a Iy thuyét bao gém ndi dung chi tiét, gidi thich va vi du v& cdc khdi
ni¢m chi yéu;

m bai thyc hanh duwge dan xen vao néi dung nhim giﬁp ban chid ddng
suy nghi v& khdi niém v vdn dé dang dvdc thdo ludn;

» bai tip ty ddnh gid nhim gitip ban ddnh gid nhing ki€n thic ma
ban tiép thu dugc tf mdi phdn clia cudn sich;

w tém it cic di€m gquan trong trong ndi dung cia titng phan;

= cd hdi d€ ban suy ngdm nhimg diéu tdm ddc trong ting phin cia
cudn sdch, tr 46 xay dung k€ hoach hinh déng cho cdng vi€c
cia ban.

Ngoai ra, ban ciing s& tim thdy trong phdn cudi cudn sich:

s = Iy -2 - A - A .t - A ” .
» bhai ki€ém tra nhanh d& ki€m tra sy hiéu biél ciia ban vé cac khdi
niém trong cudn sdch;

m bai tAp tinh hudng cho phép ban dp dung ki€n thifc v k¥ ning
ciia ban vao viéc phin tich mot tinh hudng cu thé;

m co hoi d€ suy ngdm va ddnh gid mdc d6 dat dude cdc myc tiéu
hoc tAp cda ban d8i véi cudn sich;

s k& hoach hanh déng nhim 4p dung nhing Ki€n thifc trong cudn
sdch vio thuc tién cdng viée cda ban;

m ddp dn tham khdo cho cdc bai tip t¢ ddnh gid, ki€m tra nhanh,
mot s& bai thuc hanh va bai tip tinh hubng.

D€ gitip ban tién theo doi ndi dung cda cubn sdch, cdc bi€u wang
sau diy dugc st dung:

ii



Gidi thiéu cudn sdch

Hay tip trung nd lvc 1am c4c bai tip thyc hanh, bai ki€m tra nhanh
va bai tip tinh huéng.

Hay tu ddnh gid mic d ti€p thu ki€n thdc cia ban sau mdi phin
hoc.

Hay ghi nhé cdc néi dung chinh ciia tirng phin hoc.

& & & (&

Sau mdi phan hoc, ban hay danh 5 phiit ngim nghi v& nhitng diéu
ban tim dic va mudn 4p dung.

>

Hiy luu y.

Phuang phap hoc

Téi nén hoc ¢ dau?

Bdt cut noi nao!

Cudn sdch ndy dugc thi€t k& dic biét theo phuong phdp tv hoc,
cho nén ban c¢6 thé nghién citu cudn séch nay & moi ndi. Tuy nhién

dé€ dat dugc hiéu qua cao nhit, ban nén tdp trung, trdnh bi phin
tdim bdi cdc y€u t6 xung quanh.

5.2 Toi nén hoc khi nao?

Bdt cut lic nao!

Mdi ngudi s& c6 thdi gian thich hgp riéng d€ nghién citu cudn sich
mot cdch hiéu qud. TSt nhi't 12 ban nén lap k€& hoach trudc va danh
mot khodng thdi gian nhat dinh d€ hoc cuén sdch nay. Ban dirng
bd qua cdc bai thuc hanh trong titng phdn, bdi vi ching giiip ban
cing ¢ lai kién thitc vita hoc va ddn ddt ban sang nji dung tiép
theo. Cling khéng nén lo ling né€u nhu ban mit thdi gian cho mot
bai thuc hanh nao d6 hai 1au hon so véi thdi gian dv kién. Hay nghién
cltu cudn sdch theo khi ning ti€p thu cda ban.



Gieti thidu cudin sdch

5.3 Toi nén hoc nhu thé nao?
Bdtr ¢ cach nao!

Cuén sdch nay dugc 1hiél k€ d€ ty hoc trong thdi gian 10 tiéng,
nhung khéng ¢6 nghia 1a ban phdi ¢d ging dinh diing 10 ti€ng
lien tuc d€ hoan thanh cufn sich. TSt nhit ban nén bt diu bing
mot thdi gian bi€u déu din, vi du mdi ldn chi hoc mét ti€ng. Hoc
déu din sé c6 k&t qud t6t hon nhidu so vdi thinh thodng hoc ddn
trong mgt thdi gian dai. Tuy nhién, ban ciing khdng nén kéo dai
thdi gian hoc cudn sdch, néu khéng ban s& cdm thi'y chdn nin.
Khi sit dung cuén sdch nay, ban nén cé sin trong tay cdy but chi
c6 tiy (28m) d€ c6 thé ghi chép hoidc linh hoat thay ddi nhiéu 14n
phin bai tdp thuc hianh va cdc bai tip khidc,

Cuén sdch sé din dit ban qua cdc hoat ddng hoc tip sau: hoc,
doc, ghi chép, lam cdc bai thyc hanh, bai tip ty ddnh gid, bii kifm
tra nhanh, bai tdp tinh hudng, phan ém luge va suy ngdim. Sau mdi
phan hoc, ban hiy ditng lai it phit & rang Suy nedm d€ diém lai
nhirng diéu ban cim thiy tim ddc nhi't va nhiing du dinh ma ban
mudn dp dung vio thyc tién cong viéc. Piéu nidy giip ban titng
budc xay dung K& hogch Hanh ddng sau khi nghién cfu xong cuén
sdch.

Hay thdo ludn cdc ¥ wdng va kinh nghiém thuc t& v8i ddng nghiép
hodc cong sv cia ban. Biu d6 sé giip ban ning cac sy hiéu biét
va khic sdu nhitng gi ban da hoc. Nén fim mét ngudi ciing hoc dé
giip ban duy ti tinh thdn hoc tdp cho d&n khi két thiic cudn sich.
Khi ban d3 hoc xong cudn sdch, ban s& c6 ¢ hbi d€ dp dung nhitng
diéu ban hoc theo hai cdch thic sau:

m gidi quy&€t vdn dé dat ra trong bai tip finh huéng;

m lip k&€ hoach hanh déng.
Bai tdp Tinh hudng s&€ md td mdt tinh hudng thyc t& xdy ra trong
cdc doanh nghiép Viét Nam. N6 sé€ gidp ban xem xét (At cd nhitng
diéu ban di hoc vd k&€t hdp vdi cdc kinh nghiém clia ban d€ xay
dung mot gidi phdp thyc t&€ cho mdt van dé phiic tap.
K& hoach Hanh déng 1a mdt cd hé: d€ ban dp dung 1y thuy&t vio
thuc tién va tao ra su thay d6i tai noi }Am vidc clia ban' N&u cin
thi€t, ban c6 thé trao ddi vdi ddng nghiép hoic cdng sy d€ xAy dung



Gl thiéu cudn sdeh
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k& hoach hanh déng. Hiy cu thé hod k& hoach hinh ddng thanh
timg budc va dinh lugng thdi gian hoan thinh cho mdi budc. Luu ¥
ring k€ hoach hanh ddng 1a mdt cong cu hudng din linh hoat, chit
khéng phdi 14 mot1 khudn khd cting nhic. Hiy treo k& hoach hanh
dong tai ndi lam viéc cda ban, thudng xuyén ki€ém tra lai va diéu
chinh n€u thiy cin thiét.

Ai 6 the gitip t6i7
Bdt cit ngudri naol
Ban ¢é thé tim sy gidp dd ti rat nhidu ngudi:

Chinh ban thin ban. Khi gip phdi vin dé chua hiéu, hay ¢& ging
doc lai. Piing bd cudc. Néu ban vdn chua hi€u, hiy tam ngung,
thu gin rdi dec lai 14n nira.

Gia dinh, ban bhé hoiic déng nghiép. Ngay ¢d khi ho khéng hi€u
chi d& mi ban dang trao ddi thi frong qua trinh thio ludn biét diu
cdu trd 181 lai loé 1&n ngay trong dau ban,

Dich vu hd trg. Mot s6 16 chitc dio tao vd gido duc sé& gitp ban
ti€p ¢dn v6i cdc nha chuyén mén d€ gidi ddp cdc cdu hdi vd cdc
vin dé vudng mic. Ban cé thé lién hé vdi Business Edge d€ biét
thdng tin vé cdc dich vu nay. (Xem dia chi 1ién lac ctia Business
Edge 8 bia cudn sich.)

Vige hoc cua téi s€ duge danh gid nhu thé nao?

Né&u ban nghién cifu cuén sich mdt cdch ddc lip, thi chinh cdc
bai thuc hinh, cic bai tip ty ddnh gid, cdc bii kiém tra nhanh va
k€ hoach hinh d6ng s& gidp ban ty ddnh gid tién bd clia minh.
Cdc bai tip thudng khdng ¢6 ciu trd 13i chinh xdc duy nhdt. Bdp
dn cho cdc bai tdp chi mang tinh tham khdo vd hudng din, do viy
ciu trad 13i clia ban ¢é thé khéng hoan todn gidng nhu ddp 4n.



Gicki thidw cudn yich

6 Hay dat muc tiéu hoc cho minh!

Nao biy gid, ban hiy danh it phdt suy nghi va viét ra nhifng mong
doi cda minh.

Cdc k&t qui ma tdi mudn dat dude cho ban thin la:

(Vi du: Toi mudn hiéu ré su khdc nhau gifa marketing va quan hé
cdng chiing.)

........................................................................................................

Cac két qud ma 181 mudn dat dugce cho doanh nghiép cia 161 la:

(Vi dw: TS muidn ¢éng chiing hiéu rd hon vé nhitng viéc ma doanh
nghiép minh ldam.)

Chic ban thanh cong!

Ching t6i hy vong ring ban s& thich cuén sdch niy. Du ban hoc
3 ddu, hoc lic ndo, hoc v8i ai va hoc bing cdch nio, ban ludn
khdm ph4 v3 git hdi nhiing diéu méi mé va bé ich. Chiic ban thianh
cong theo phudng thic hoc linh hoat.

vii



Phan A

Quan hé cong
ching la gi?

Ddn nhdp

Cdc khdi niém

Loi ich cua

quan hé céng chiing

Quan hé céng chiing va

Marketing

Quan hé céng chiing va

qudng cdo

Vai tro cia ngudi qudn ly
déi vdi hoat dong

quan hé cong chiing
Tom tdt

Suy ngam

1 Dan nhéap

Trong mét cudc thim do y ki€n cla cdc
nha qudn Iy va chi doanh nghiép vira va
nhd vé thuc trang cdc hoat dong quan hé
cong chung trong doanh nghiép hién nay,
chiing t61 da dat mét ciu hdi nhu sau: “Xin
6ng/ba cho bi€t hoat déng quan hé cong
ching dudc t6 chic nhu thé nio trong
doanh nghiép cia 6ng/ba?”

Chiing t6i di nhin dudc rat nhiéu ciu trd
131 khdc nhau nhu:

“Hoat dong quan hé céng ching a? Co
phdi dé 1a nhiing chudng trinh nhu “Dém
day sao” clia mot ngdi sao dién anh Han
Quéc hay Beckham vé@i Castrol khong?”

“P6 1a trach nhiém cia phong dSi ngoai.
Ho giao dich véi cdc t6 chifc va cdc cd nhan
bén ngoai, dic biét cdc cd quan qudn ly
nha nudc.”

“Ching téi tham gia ddy di vio cdc
chuong trinh déng gép ma dia phuong kéu
goi, ching han nhu ctu trg déng bio bi
bao lut, tréng cdy, hd trg ngudi nghéo,
vv...”

“N6i that 1a ching t6i chuwa nghi dén viéc
dé. Hién nay, di€u quan trong nha't vdi
ching t6i 1a 1am sao dé ton tai.”

V.V...

Nhirng thuc t€ ma ching t6i ghi nhian dudc
12 moi ngudi hi€u quan hé cong ching theo
nhiéu cdch khdc nhau. Ldi ich clia quan hé
cong ching chua dudc hi€u mot cich diy
di va cdc doanh nghiép chua thyc sy quan
tdm d€n quan hé cong ching.




Quan hé cong ching la gi?

Vi viy, trong phin ddu tién clia cudn sdch ching ta sé bdt dau
bing viéc tim hi€u khdi niém quan hé cong ching va nhing Idi
ich ma quan hé cong ching c6 thé mang lai cho doanh nghiép cia
ban. Ti€p d6, ban sé phdn tich su khdc nhau gita quan hé céng
ching vdi marketing va quing cdo. Pdng thdi, ban cing sé& xdc
dinh: v6i tu cdch 12 mdt ngudi chi hoic mdt ngudi quian ly doanh
nghiép, ban ¢6 vai trd gi d6i vé6i cdc hoat ddng quan hé cong chiing.

2 Cac khai niém

Quan hé cong ching 12 mot khdi niém dugc nhic d&€n khd thudng
xuyén trén cdc phudng tién thong tin dai ching trong thdi gian gan
day. Khdi niém nay con cé nhirng tén goi khdc nhu “quan hé cOng
ddng”, “quan hé ddi ngoai”, “giao t&€ cdng cong”, “giao t&€ nhin su”,
hay don gidn 13/ “PR” (1a cdch goi ngdn gon tIf nguyén gdc ti€ng
Anh - Public Relations). Tuy 1a m6t khdi niém khda quen thudc nhung
quan hé cong chiing dugc hiéu va st dung rat khac nhau vi thé trudc
tién ching ta hiy cung lam rd Quan hé cong chiing l1a gi?

2.1 Cbng chiung

Chiing ta thudng nghe néi: “vd kich méi sé ra mit cdng ching vao
dip nim mdi”, “gidm d6c coéng ty X sé dién thuy€t trudc cong
ching”, vy cong ching & diy bao gém nhiing ai?

Thuc hanh 1 2 phut 8

' LY ‘ Theo ban, cong chiing bao gdm nhitng ai?

.........................................................................................................

Cau trd 13i ciia ban c6 thé 1a bao gém tit cd moi ngudi trong xa
héi, hay 1a mdt nhém ngudi c6 mét diém gi d6 chung ching han



Quan hé cdng chiing la gi?

nhu chung mot sd thich nao d6 hodc cuing tham gia mot hoat dong
nio d6. Nhung mot khdi niém chung nhat la:

Cong chiing la tid't ¢4 moi ngudi xung quanh ban, it nhiéu cé
nhitng mdi lién hé nao dé véi ban. Ho ti€p nhian nhitng thong
tin vé ban va tif d6 ¢é sy nhin nhin cia riéng ho vé ban.
Céng chiing ciing ¢6 th€ 14 mdt cd nhdn (nhu khdch hang cia
ban) hodc mét t6 chitc (chdng han nhu mét co quan chinh phi
hodc mdt hiép hdi).

C6 thé ban cam thdy khii niém cong chiing vdn cdn chua 16, ching

ta hiy tim hi€u cu thé hon vé cdng ching cia mdt doanh nghiép
qua bai thuc hanh dudi day.

Thuc hanh 2 2 phiit &

Hay liét ké nhitng d6i tugng 12 cong chiing clia doanh nghiép ban.

C6 thé ban da liét ké rit nhiéu d&i twgng c6 m&i quan hé véi doanh
nghiép cda ban, bao gém:

Khdch hang: nhitng ngudi di, dang hodc c¢6 thé s&é mua sin phim,
dich vu cia doanh nghiép;

Cdc cd quan quan ly nha nudc: cdc 8 chic nha nudc cé anh hudng
chi ph6i d&n hoat dong ciia doanh nghiép thong qua hé théng phip
luat;

Cdng dong din cu: nhitng ngudi sinh song trén dia ban, noi doanh
nghiép hoat dong. Ho c6 thé c6 nhitng m6i quan tim chung vdi
doanh nghiép vé€ mdi trudng, vé& cd s& ha ting, an ninh cong cdng,
hay nhitng vin dé xa hoi khdc;




Cuun fié cdny chiing la wi?

m Cic nhd ddu we cde ¢6 ddng 26p vén trong ¢dng ty ¢ phin, cdc
bén lién doanh lién ké1, cdc quy dau w mao hiém;

= Nhéin vién: ¢6 th€ ban con ban khoin khdng bi€t ¢é hgp Iy khéng
khi coi nhin vién 13 mdt ddi tugng cdng chiing clia doanh nghiép
bdi vi c6ng ching cia mdt 16 chitc thudng dude hidu 13 nhitng
ngudi didng ngoai t8 chire d6. That ra nhdn vién chinh 1a nhitng
ddi wgng céng chiing ndi bé va cd vai trd ddc biét quan trong
trong quan h¢ cbng ching ciia doanh nghiép. Nhin vién 1a nhing
ngudi c¢d lién hé chiit ché vd quyft dinh su thanh ¢bng ciia doanh
nghiép, ho dong thai ciing 13 cdu ndi gi¥a doanh nghiép va cdc
d6i tugng cdng chiing khdc;

w Cdc 6 chic vi ¢d nhdn khdc cé lién quan dé€n doanh nghiép: cdc
nhi cung cip, nhi phin phdi, ngin hang, td chic tin dung, v.v...

Ngoai nhitng mdi quan hé tryc ti€p néu trén, doanh nghiép con cé
nhling mdi quan hé gidn ti€p, vi du nhu quan hé véi gidi bdo chi,
cdc cd quan truyén thong dai ching ma théng qua dé doanh nghiép
¢6 thé 1dc dong dén cdc d&i tugng cdng ching clia minh.

Nhu viy:

Cong ching clia mdt doanh nghiép 1a ti't ¢d nhitng té chifc va cd
nhin ¢6 lién quan d€n sy thanh céng hay that bai cia doanh nghiép
do.

2.2 Quan hé cb6ng ching

MGi quan hé giifa cong ching vdi mbt doanh nghiép 13 mdi quan
hé qua lai gita doanh nghiép dé va céng ching cia né. VAiy quan
hé cbng ching trong doanh nghiép 1a gi?

Quan hé c¢dng ching cé thé duge dinh nghia la:

chie nang quan Iy gidp xdy dung va duy tri méi quan hé cling cé
Igi gilta m§t doanh nghiép va cdng chiing ciia nd.

Ngudi ta thudng hay nhim 1dn gida quan hé cdng ching (public
relations) vd md&i quan hé v3i cdng ching (public relationships).
M&i quan hé 18t dep vdi cOng ching 13 k&t qui mi doanh nghiép
mong muén nhin dudc khi thuc hién chiic ndng quan hé céng
ching, Ban di biét ring cé nhiéu cdch goi, cach hidu khdc nhau



Quan hé cdng chiing la gi?

vé khdi niém quan hé coéng ching, tuy nhién dinh nghia quan hé
cong ching néu trén sé dugc st dung théng nhi't trong pham vi
cuén siach nay.

Thuc hanh 3 5 phut &

Trong cdc hoat dong clia doanh nghiép dudi day, theo ban hoat dong
nao thudc vé chic ning quan hé cong chiing?

a Gidm ddc cong ty Hoan Thién t6 chitc hop bdo d€ cii chinh véi
cong ching vé nhitng tin don that thiét gin diy riing cong ty ddi
x{f thé bao véi cong nhin;

b Ngudi din s6ng xung quanh nha mdy clia cong ty Thanh Pat dang
td cdo nha mdy x4 nudc thdi lam 6 nhi€m méi trudng. Cong ty chi
dang c¢6 gdng dan x€&p vdi cdc cd quan bdo chi &€ ho khong ding
bai vi€t vé van dé nay;

¢ Cong ty Sita Ngon t3 chic sy kién ra mit san pham mdi bing cdch
mJi mdt s& béc si dinh dudng dén néi chuyén véi khach hang vé
ch& d6 dinh dudng hgp ly. Khich hang ciing duge gidi thiéu vé
nhitng dic tinh ndi trdi clia loai sita méi;

d Toan bj nhén vién ngdn hang Tin Nhiém tham gia hoat dong chay
vi ngudi ngheo. Toan bd s6 tién thu dugc s& chuyén cho qu§ hd
tr¢g ngudi ngheo.

e Cong ty D8i Méi vira tung ra thi trudng mot loai san phdm méi.
D€ canh tranh v6i sin phim ciing loai cia cdc cong ty khic, cong
ty dd 6 chifc mot chuong trinh quang cdo rim rd vé nhitng dic
tinh ndi bat ciia sin phim (cdc dic tinh nay duge cudng diéu qud
mifc);

f Gidm doc cong ty Tién BH vira ing ho ddng bao bi bao lut 10 triéu
ddng nhung dé nghi khong néu danh.

g Nhin ngay Qudc t€ Thi€u nhi (1 — 6) hing nim cong ty Thé Hé
Tré (6 chifc ngay hoi gia dinh cho nhin vién todn cong ty. Nhin

vién s€ tham du ngay héi ciing cdc thanh vién trong gia dinh va
cdc chdu nhé dudce ting qua.

Hay so sdnh lya chon cia ban véi ddp 4n dudi day:




Quan hé cing chung la gi?

dd

Cdc hoat dbng a, ¢, d, g 13 hoat ddng quan hé cdng ching vi chiing
giilp xay dung mdi quan hé cing ¢é lgi gita doanh nghiép va cong
ching:

Cong ty Hoan Thién cling c& uy tin vdi khach hang dong thdi khich
hang ciing cdm thiy an tdm khi nhiing hoai nghi cha minh dudc lam 15;

Cong ty Sifa Ngon giip khdch hing trang bj thém kién thitc vé
dinh dudng va hi€u bi&t v& mdt loai sdn phim mdi cia cong ty;

Ngin hing Tin Nhiém déng gép cho sy phét trién cda cong dong
bing khodn tién thu dugec théng qua hoat déng chay vi ngudi
nghéo. Diéu niy gitip ngin hang xiy dyng hinh dnh dep vé minh
trong mit céng ching;

Cong ty Th€ Hé Tré thé hién sy quan tdm 1di doi sdng cia nhiin
vién va nhd d6 ho cé thé nhin dugc nhitng déng gép quy bdu
cia nhdn vién.

Cdc hoat ddng b, e, f khong phdi 12 hoat dyng quan hé cOng ching
vi chiing chi mang lai I¢i ich cho doanh nghiép ma khéng tinh dén
1gi ich cia cong ching:

Céng ty Thianh Pat khdng thé cdi thién dugc mdi quan hé vdi cdng
déng din cu xung quanh nhd mdy bing cdch bung bit thong tin.
Ho chi muén bdo vé& 10i ich cda nha mdy, chif hodn todn khdng
quan tim dé&n Igi ich clia cong dong;

Cong ty D8i Mai khong trung thyc v6i khach hing khi qud cudng
diéu v& chi't lugng sdn phadm clia minh. Céng ty chi vi lgi ich cla
ban thdn cdng ty chit khéng vi l¢h ich cda khdch hiang vi vy quan
hé nay khéng thé bén ving;

Giam dé&c cong ty Tién BS di quan tAm 161 cdng ddng théng qua
viéc h6 tr¢ khdc phuc hiau qud thién tai. Tuy nhién vi khéng néu
danh céng ty nén viéc niy khong dem lai 1gi ich gi cho méi quan
hé gilta cong ty vd cdng ching ndi chung.

Dé xdy dung va duy tri mdi quan hé t6t dep va cling ¢6 1gi véi
cdng ching, trude tién doanh ughiép phdi thuc sy quan tim t8i 1¢i
ich ciia cong chiing théng qua nhitng viéc 1am cu thé. Déng th3i
doanh nghiép cling phdi 1am cho céng ching hi€u duge diéu d6
d& ho quan tim va ung hd doanh nghiép. Vi th€, hoat déng quan
hé cong chiing ¢6 thé dugc dinh nghia mdt cdch don gidn 1a:



Quan hé céng chiing la gi?

hay lam viéc t6t va néi cho cong chiing bi€t diéu doanh nghiép
da lam.

Lgi ich ctia quan hé cong ching

Doanh nghi¢p nhdn dudc nhitng 19i ich gi khi thuc hién hoat dong

quan hé cbng ching? Ban hay danh it phit suy nghi cho bai thuc
hanh dudi diy.

Thuc hanh 4 5 phut X

Theo ban, néu cong ching hi€u va ing ho doanh nghiep clia ban thi
di€u d6 c6 thé dem lai nhitng 19 ich gi cho doanh nghiép ciia ban?

M&i quan hé cong ching t6t dep dem lai rat nhiéu Igi ich cho doanh
nghiép. Dudi diy 1a mot s6 1gi ich ma c6 thé ban da néu:

Lam cho moi ngudi bi€t d€n doanh nghiép;

Doanh nghi¢p cda ban chi 12 mét trong s6 hang trim ngan doanh
nghiép dang hién dién trén thi trudng, 1dm sao d€ cong chiing bi&t
dén ban? Quédng cdo c6 thé 1a mdt cach t6t. Nhung trong thdi dai
thong tin ngdy nay khi ma qudng cdo tran ngip khip moi ndi thi
cong ching c6 thé khéng bi hip din bdi quing cdo nita. M6t cdch
tot hon dé ti€p cin khdch hang tiém ning 12 théng qua nhifng ciu
chuyén thd vi, nh'ng théng tin htu ich, nhing dé tii ma céng
chiing dang quan tdm d€ gidn ti€p gidi thiéu vé doanh nghiép va
sdn phim cia ban.

Cong ty Hoa Hong chuyén san xudt cdc san phdm ddu gdi ddu, ddu tim va
kem duBng da. Gan ddy nhiéu ngudi da biét dén cong ty do mdt tap chf kinh
t& ndi ti€ng dang cau chuyén vé nhiing nd Iyc clia cong ty Hoa Héng dé trd
thanh céng ty hda my phdm d4u tién clia Viét Nam thdm nhap thanh céng
vao thi trudng Trung Quédc.




Quan hé cong ching 1o gi?

s Lam cho moi ngudi hi€u vé doanh nghiép;

Doanh nghiép khéng chi mudn c6ng ching bi€t d&€n sy hién dién
cia minh mi cdn mudn ho hi€u rd 16n chi hoat déng clia doanh
nghiép vd cdc gid tri mi doanh nghiép hudng t6i. Quan h¢ cdng
chiing s& gitip doanh nghiép truyén tii nhiing théng diép thé hién
16n chi va gid tri cda doanh nghiép 18i cong ching.

Bio The d3 duge nhiéu ngudi bigt dén 12 mdt cbng ty cung ¢ap cac dich vu bao
hi€ém nhan thg. Gan day, moi ngudi con bigt Bae Tho la mot cong ty ludn quan
tam d&n Igi ich cla cdng déng gua chuong trinh hign mau nhin dao cla cac
nhan vién va dai ly cba cong ty v6i théng diép “Hién mau citu ngudia cho
thém sy song, cho thém tigng cui”.

@ Xay dung hinh anh va uy tin cho doanh nghiép;

G b&1 cir cuong vi nao, di 13 khdch hang, nhin vién, hay d6i tdc,
ching ta déu mudn giac dich véi nhitng doanh nghiép ¢6 uy tin.
Hinh dnh va uy tin cia mdt doanh nghiép dudi mit cong chiing
duge x4y dung dya trén nhitng cdm nhin cda cong ching vé doanh
nghiép d6. C4dc hoat déng quan hé céng ching gitip chuyén tdi
tdi ¢dng ching mt cdch chin thye nhing théng di€ép ma deanh
nghiép mong mudn.

D& chuyén tai théng diép “)a mdt ngudi ban cla Viét Nam”, thay vi chi néi vé
digu d6 mdt cong ty héa ddu da thue hién mdt loat cac chuong trinh bao vé
méi truding va gidp dd cdng déng nhu “Bao tan rliing Ciic Phuong” hay chuong
trinh “Xanh v& Sach”.

s Cung ¢d niém tin cha kbdch hang ddi vdi doanh nghiép;

Hinh anh va uy tin clia doanh nghiép gidp cling c& niém tin cda khich
hing. N&u doanh nghiép ludn thé hién quan tim dén khdch hang
thi ho ciing sé gdn b6 vdi doanh nghiép hon. Doanh nghiép cé thé
thudng xuyén cip nhit thong tin vé minh vd nhiing thong tin lién
quan d&n loai sdn phim ma doanh nghiép cung cip cho khdch hang.
Viéc nay mét mat gidp khach hing hiéu doanh nghiép hon, mat khac
lam cho ho thi'y ring doanh nghiép ludn quan tdm dén ho.

P& gidp khach hang ndm bt tinh hinh hoat dong clia ¢bng ty, o 2 thing
c¢bng ty bao hiém Bao Thy lai glri cho khach hang mat bén tin cdrg ty. Qua
bén tin, khdch hang s& ndm duge nhitng hoat ddng clia cdng ty trong 2 thang
vifa qua, nhiing chinh sdch méi ban hanh ¢6 lign quan dén hoat déng cla
cdng ty, nhitng thay ddi trong chinh sach clia céng ty, v.v..



Quan h@ cong chiing 1 pi?

m Khuy&n khich va tao dgng lyc cho nhan vién;
N&u nhdn vién chi nghi ring ho 1a ngudi lam céng #n lugng, thi

doanh nghiép cling chf hy vong ho lim (5t nhitng viéc ma ho dude
giao. Lam th& nao d€ doanh nghiép nhan dugc nhidu hdn tir ning
lue tiém tang cda ho? D€ lam dudc diéu nay, doanh nghiép cin
phdi lam cho nhdn vién cdm thdy ho 14 mét thanh vién cda doanh
nghmp bing cdch th€ hi¢n sy quan 1dm vi luén cap nhit théng
tin vé doanh nghiép cho ho. Cdc hoat ddng quan hé cbéng ching
gilp ting cudng sy hi€u biét giita doanh nghi€ép vi nhin vién, trén
cd s8¢ d6 thiic diy méi quan hé niy thém bén chat.

Cong ty Quing cdo Sao Viét vira t3 chiic ngay hdi nhan vién. T4t ¢ cdc nhan
vién tir khidp cac chi nhanh cla cdng ty di gip g0 va giao I tai mot khu nght
mat trong hai ngdy. Ngay hdi nhan vién da gip nhin vién hiéu o hon vé
chién lugc phat trién clia cdng ty va xdy dung tink doan ket, than thién va tinh
than lam viéc nhom,

m Bao v¢ doanh nghiép trude nhitng con khiing hodng;

M4t sdn phAm khéng dat chat lugng luwu hanh trén thi trudng, mot
sai JAm cida nhidn vién ciing cd thé dit doanh nghiép cta ban trudc
nhifng tinh huéng khing hodng. Nhitng tin ddn th4t thiét ¢ thé
gdy thi€t hai I6n cho doanh nghiép ciing nhu ¢4ng ching. Quan
h€ céng ching 14 mét cbng cu hitv hidu gidip doanh nghiép ngin
ngita va gidi quy&t khing hodng. M6t mét cdc hoat dong quan hé
cong ching dy doidn nguy ¢d khing hodng va dua ra bién phap
phong ngita. Mat khic, khi khing hodng thuc sy x4y ra quan hé
cong ching gidp x& 1y khiing hodng mdt cich hiéu qud nh4t. Thue
t¢ cho thd'y nhitng doanh nghiép c6é quan hé céng ching 16t thi
khi khing hodng x4y ra ho ciing d& ding vugt qua hon.

Giam ddc cong ty Duge pham Hang Ha vira gidi thich trén dai truyén hinh vé
cBng dyng cla mdt loai thudc chita bénh gan vira dudc céng ty dua ra thi trudng.
Su gidi thich rd rang clia 6ng gidm d6c d4 gidp nhiéu ngudli hat lo fAng vé nhing
tAc dung phu cé thé gay tf vong ma mat vai ti bao da dua tin vai ngay trudc.

Ban di hiu cdc Igi ich ma quan h¢ cdng ching ¢é thé mang lai
cho doanh nghiép. Nhung ¢ thé€ ban cdn bin khoin liéu doanh
nghiép cita ban vdi qui m6 khéng 1dn va ngén sdch han hep thi
cé khd ning thyc hién cdc hoat dong xay dung quan hé cdng chiing
khéng?



Quan hé cdng ching la gi?

Thuc hanh 5 3 phut 3

Ban c6 cho ring doanh nghiép ctia ban nén thuc hién cdc hoat dong
xdy dung quan hé cong chiing khong? Tai sao?

.........................................................................................................

Cé6 thé ban cho ring cdc hoat déng quan hé céng chiing khéng
phi hdp v8i doanh nghiép ctia ban bdi vi doanh nghiép cia ban
con qud nhd, hay vi cdc hoat déng quan hé céng ching qud
t6n kém ma hiéu qud lai khé nhin bi€t hodc don gidn l1a doanh
nghiép ciia ban con nhiéu viéc quan trong hon phdi lam. Hin
1a con nhiéu ly do khdc nén nhiéu doanh nghiép nhd chua nghi
tdi cdc hoat déng quan hé céng ching.

Tuy nhién, ban ¢6 dong y ring viéc x4y duyng va duy tri m&i
quan hé t6t dep véi cong chiing sé€ mang lai Igi ich cho bdt ci
doanh nghiép ndo, du 18n hay nhd khéng? N€u ban déng ¥,
diéu d6 c6 nghia 1 quan hé céng ching 1d cdn thi€t d&i vdi
doanh nghiép ciia ban va doanh nghiép cdn phdi 1dm diéu gi
dé dé x4y dung va cling c6 mdi quan hé nay.

Quan hé cbng ching c¢6 thé mang lai rat nhiéu Igi ich thi€t thuc
cho doanh nghiép, du doanh nghiép kinh doanh trong linh vuc
nao va du doanh nghiép 16n hay nhdé. Ngoai ra, quan hé cdng
ching dic biét thich hdp vdi nhitng doanh nghi€p bi han ché
vé ngin sdch, khi ho khéng thé chay dua dugc véi cdc cong ty



Cuan hé cong cluing fa gi?

“dai gia” v8i ngdn sdch khdng 18 cho cic hoat déng quing cdo
va khuyé&ch truong sin phim, thuong hidu. Vdi cdc hoat dong quan
hé cdng ching, ho c6 thé tim ra con dudng riéng cliia minh biing
nhitng cdch tiép cin sdng tao.

T&i diy, ban di hi€u quan hé cdng chiing ¢6 thé gitip doanh nghiép
qudng bd hinh dnh cda doanh nghiép tdi c6ng ching. VAy guan
h€ cong ching cé khdc vd1 marketing vd qudng cdo khdng?

Quan hé cong chiing vd marketing

Marketing ¢6 th€ dudc dinh nghia 13 mét chifc nang qudn ly
giip doanh nghiép nhdn bi€t va thda mdn nhu cdu ciia khich
hing. Nhu viy, so sdnh gifa khdi ni€ém marketing vd quan hé
c6ng ching, ta dé dang nhin thi'y su khdc biét & d8i wong cia
ching: Marketing chi nhim vio d8i tugng khdach hang trong khi
quan hé ¢6ng ching nhdm vio d6i tudng réng hon, dé 1a cdng
ching (khdch hiang chi la mdt trong nhitng d8i trgng céng ching
cuia doanh nghiép).

Marketing ¢6 chic niing tudng ty nhu chidc ning sdn xud't, nghia
13 tham gia vio qud trinh sdn xudt sdn phdm/dich vu. Trong khi
d6 quan h€ c6ng ching cé chifc ndng tuong tv nhu chic ning
cia qudn 1y nhdn sy hay k€ todn, hd tr¢g cho qud trinh sdn xuit
va kinh doanh.

C6 thé€ néi ring quan hé céng ching va marketing 14 hai chuc
ning qudn Iy khdc biét nhau nhung chiing ¢é muc tiéu bd sung
cho nhau. Hoat ddng quan hé c¢6ng ching ¢d hiéu qud sé tao
nén mgt sy nhin nhdn thin thién t¥ phia c¢éng ching d6i vdi
doanh nghiép, (¥ dé s€ tao thudn Igi cho cdc hoat ddng mar-
keting ctia doanh nghiép.

Viy trong thuc tién hoat ddng cla cdc doanh nghiép, méi quan
hé gilta chifc ning quan hé c¢bng ching va marketing dudc thé
hién nhu th€ nio?

il




Quan hé cong chiing la gi?

Thuc hanh 6 3 phiit &

Theo ban, mdi quan hé nao giita chic ning marketing va quan hé
cOng ching phu hdp vdi doanh nghiép clia ban? Hay ddnh diu vao 6
thich hgp.

a Marketing 12 mot chifc ning chinh ciia doanh nghiép va quan
hé cong ching 1a mdt b phén ciia marketing.

b Quan h€ c6ng chiing 14 mdt chic ning chinh va
marketing chi 1a mot bd phin ciia quan hé céng ching.

¢ Quan hé cong ching va marketing 1a hai chifc ning riéng
biét nhung hd trg cho nhau.

Ban di chon cdu nio? N€u nhu doanh nghiép cia ban sit dung
cac hoat dong quan hé cong ching chi nhim dé xiy dung va duy
tri m&i quan hé véi khdch hang (bao gdm ca khach hang tiém nafyg),
thi quan hé cong ching 14 mot bd phin cia marketing. Do vy
su lra chon cia ban sé 1a (a).

Tuy nhién, mdt s6 doanh nghiép xem méi quan hé véi khich hang
khong quan trong bing cdc mdi quan hé khic (chdng han nhu doanh
nghiép gia cong vdi s6 lugng cong nhin 16n va nha mdy nim rai
rdc & nhiéu noi thi ho quan tim nhiéu hon d&én méi quan hé véi nhan
vién, hay mot cong ty tai chinh s& quan tdim nhiéu hon d&n méi quan
hé véi cdc ¢ dong). Trong cdc doanh nghi€p nay, quan hé cong
ching la mot chic nang chinh va marketing chi 12 mot bd phan ciia
quan hé cong chiing. Cau (b) thé hién m&i quan hé nay.

Cau (c) 1a mdi quan hé hién dang dugc dp dung phd bién & cic
doanh nghiép. Quan hé céng ching va marketing 12 hai chdc ning
riéng biét v4i muc tiéu khdc nhau nhung hd tr¢g cho nhau. Ngoai
muc ti€u xay dung va duy tri m6i quan hé 6t dep vdi cong ddng,
cd quan qudn ly nhd nudc, nhan vién va cdc ¢ déng cia doanh
nghi€p, quan hé céng ching con giip doanh nghiép khuyéch
trudng sén phdm t8i khach hang.



Quan hé cdng chiing la gi?

5 Quan hé cong chiing va quang cao

Quang cdo 12 hoat dong s& dung cdc phudng tién truyén thong phdi
trd tién dé khach hang bi€t dén sin phim hay doanh nghiép. Vi du
quing cdo gidi thiéu sin phim mdi hay chuong trinh khuyén maii,
hodc quing cdo thong bio viéc bd nhiém nha phan phdi méi hay
doanh nghiép vira nhdn ching chi ISO.

Quan hé cong chiing cing s dung cic phudng tién truyén thong
dé€ cung c4p thong tin cho cong chiing nhung khéng chi dé ho biét
ma con hi€u 16 hon vé sin phim (tinh nang, cdch st dung, v.v...)
hoic vé& doanh nghiép (t6n chi hoat dong, chi€n lugc phdt trién,
v.v...). Vi du bdo chi ding bai phin tich tinh ning st dung thudn
tién clia sdn phim mdi hoic dai truyén hinh dva tin vé chudng trinh
bdo vé mdi trudng xanh va sach clia doanh nghiép.

Thuc hanh 7 3 phiit &

Ban hiy suy nghi va ddnh gid nhitng wu thé cia quan hé cong chiing
v quéng cdo & nhitng dic diém sau ddy bing cdch ddnh ddu vao 6
thich hop.

Pic diém Quéng cdo Quan hé
cong chiing

C6 thé kiém sodt dugc ndi dung, hinh

thie va thdi lugng dang ti. O a

C6 thé dugc dang tai lap di lip lai

nhiéu lan. O O

C6 kha nang lam cho ngudi nhan dé 0 0O

tin hon.

C6 kha nang hip din ngudi nhan hon. 0 O
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D61 véi quing cdo, ban ¢6 thé kifm sodt dugc gin nhu hodn toan
ndi dung, hinh thitc va thdi lugng ding 1di bdi vi ban phii trd tién
cho quing cdo. Ban ¢6 thé thué cdng ty quing cdo thiet k& chudng
trinh qudng cdo va yéu cdu bio dai phii dang 1di ding chuong trinh.
Ngudce lai, ddi vdi quan hé cdng ching, ban khéng thé dim bjo
chic chin nhitng ndi dung ma ban di chuin bi sé duge ding taj
ding va di.

Mot quing cdo c6 thé duge dang tdi lip di lip lai nhidu 1in. trong
khi mdt bai bdo hoic modt phéng su cda quan hé cong ching thudng
chi duge ding tdi mét hai 1dn. Chinh vi viy d€ duge hién dién g
lai trén bdo dii, ban cdn phdi luén cung c¢ip nhilng théng tin mdi
mé va hap din cho bdo chi.

Quan he cbng ching thudng dé chi€m duge long tin cta cong chiing
hon so véi quang cdo. Nhiéu ngudsi cho ring ho khodng tin nhilng gi mi
quang cdo ndi, bdi vi ho cho ring n&u san phim cia ban thuc sif 8¢ th
ban ching cin phdi quing cdo. Nhung ho lai dé& tin vio nhitng ciu
chuyén, bai bdo hay phong su néi vé sin phim cila ban. bdi vi chiing
mang tinh khich quan hon vigc ban tu néi v& sdn phim cda minh.

B&i véi quing cdo, ban chi cdn 1am sao hip din v thu hit dugc dai
twigng khdch hang, chit khéng cin quan tim xem gidi bdo chi ¢6 thich
quing cdo clia ban hay khéng. Nhung d8i vdi quan hé cdng chiing,
trude tién ban cdn phai thu hit dude sy quan tam cia gidi bio chi,
bdi vi chi khi d6 ban mdi hy vong thdng tin cla ban duge dang tii.

Trén ddy. ching ta vita xem xét nhifng vu the cia hoat dong quan hé
cdng ching va quing cdo. Tuy nhién, ban cin lwu ¥ ring quan hé
cdng ching khong thay th€ quing cdo. D& ting kha ning tic doéng
dén khich hang, quan hé céng chiing thudng duge k€t hop véi cic
chudng trinh quing cdo. Khich hiang s& ¢6 kha ning mua sin phim
clia doanh nghiép hon néu nhu ho higu r& hon v& sin phim qua céc
s Kién, bdi bdo va phéng sir cia hoat ddng quan hé cdng chiing.

Vi du dudi diy minh hoa su k&t hgp cde hoat ddng quan hé céng
ching va qudng cdo dé giip doanh nghiép thuyét phuc khdch hang
mua sdn pham.

Céng ty Béng Nam méi tham nhap vao thi truding héa m§ pham danh cho
nam gi¢i. San phdm clia cong ty rat da dang, bac gém ddu g6i ddu, ddu tim,
kem cao réu, v.v... Sau 6 thang quang céo sin pham rdm r§, rat it khach
hang mua sdn phdm clia céng ty vi ho da quen dung sin phdm cla cdc



@

Quan hé cdng chiing la gi?

cong ty khac (nhat 1a clia cdc hdng nudc ngoai), va khong it ngudi st dung
c4c san phdm danh cho nif (ho khéng hé hay biét). D& thay ddi nhén thiic
clia khach hang, bén canh chuong trinh quang cdo, cdng ty béng Nam da
lign hé véi bao chi (tap chi danh cho nam gidi, tap chi thé thao, tap chi tiéu
dung) dé dang cac bai phan tich sy khéc biét vé thanh phdn va tinh nang
clia san phdm danh nam gisi, huéng din cach sif dung cc san phdm mot
cach thich hop, v.v.. Nhd nhitng thong tin nhu vay, s6 lugng khach hang
mua san phdm clia cong ty dd ting 1én ddng ké.

Vai tré ctia ngudi quan ly ddi véi hoat dong quan
hé cdng ching

Chic hin ban ciing ddng y ring viéc xdy dung va duy tri m&i quan
hé giita doanh nghiép vdi cong ching 1a nhiém vu ctia moi thanh
vién trong doanh nghiép. Nhitng né lyc ciia doanh nghiép nhim
thé hién su quan tim sin séc khach hang ¢6 thé 1a vo ich chi vi
mot nhidn vién bdn hing c¢6 hanh vi khéng ton trong khdch hang.
Mic di tat cd moi ngudi trong doanh nghiép déu cé thé gay dnh
hudng dén nhitng méi quan hé gita doanh nghiép véi cdc d6i tugng
cong ching, viéc xdy dung chién lugc quan hé céng chiing, xdc
dinh muc tiéu va lua chon cdc hoat déng r6 rang 1d chifc ning
cia nhirng ngudi qudn 1y.

Thuc hanh 8 3 phit &

Hay danh vai phit suy nghi xem véi tr cich 1a ngudi chi hodc ngudi
quén ly doanh nghiép, ban s€ c6 nhirng vai tro gi d6i v6i hoat dong
quan hé céng ching ctia doanh nghiép?

15
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La ngudi chii hay ngudi qudn Iy doanh nghiép, ban cidn ¢o nhirng
val trd sau:

Khdi xudng heat déng quan hé céng ching;

Khéng ai khdc ma chinh ban phii 13 ngudi khdi xmﬁ‘ng guan hé
cong ching 4 doanh nghiép cla ban. Ban cing cin phdi tuyén
truyén va thuyé&t phuc cdc nhan vién trong doanh nghiép ciia ban
ung hé che viée xdy dung quan hé (&t dep gita doanh ngh:cp vi
cde d6i tugng coéng ching. BE 1am dugc diéu nay, ban cin phdi
hi€u rd khdi niém quan hé céng chiing 1a gi va nhitng Idi ich ma
quan h¢ cong chiung ¢o thé mang lai cho doanh nghiép ciia ban.

Theo dbi vi¢c xdy dyng va thyc hién chuong trinh quan hé cdng
chiing;

Ban khong nhdt thi€t phdi 12 ngudi trye t€p xdy dung chudng trinh
quan hé cOng chiing, nbung 13 mdt ngudi chil hodc mot ngudi quin
ly doanh nghiép thi ban phdi dém bio chwong trinh quan hé cong
chiing dat dudc két qud mong muén. Do viy, ban cdn phii biél
mét chuong trinh quan hé céng ching duge xiy dung theo trinh
tf nhu th€ nio d€ d4im bio tic ddng d&n nhin thic cia déi tugng
cdng ching mét cdch ¢d hiéu qud nhit,

Tan dung cdc cd hdi cd nhan d€ chuyén tai théng diép téi cong
ching;

La mOt ngudi chd hodc quin 1y doanh nghiép, ban s& ¢6 nhiéu co
héi giao t€p cd nhin d€ chuyén 13i lhong di¢p cita doanh nghiép,
¢6 thé 1a cdc cude td 18i phéng vdn bdo chi hodc cdc bai phdt

bi€u ciia ban & cdc cude hdi thio, hoi ch tri€n ldm, gap mit khich
hing, v.v.

Van dung mgt cdch khéo léo cac hoat dong quan hé cdng chiing
dé gidi quy€t cde van dé cu thé cia doanh nghiép;

Hién nay doanh nghiép ciia ban dang ¢6 nhitng mdi guan tim hiang
ddu cin phdi gidi quyct ching han nhu duy ti quan hé vdi khdch
hiang, cdi thién mdi quan hé vdi nhan vién, cung c& quan hé vdi
céng ddng, hay thim chi xd Iy khing hodng. Ban cdn phdi két
hgp mot cich khéo 1éo cdc hoat ddng quan hé cong chiing d€ gidi
quy€t vin dé nay.

Quyé't dinh doanh nghi¢p nén tv lam hoat dong quan hé cing
ching hay thué dich vu;



Quan hé cing ching I gi?

Ban sé& phdi cdn nhdc liéu doanh nghiép clia ban tw 1am cdc hoat [N
dong quan hé céng ching hay thué dich vu thi sé hiéu qui hon, B8

Ban cdn phdi nim ré nhing thuin Igi hay khé khin cfia viéc oy B
lam. N&u ban quyét dinh thué dich vy thi ban ciing cdn phai biét
cach chon cng ty dich vu thich hgp va cdch thie lam vigéc véi ho
nhu th€ naoc dé€ dat hidu qud.

T&i ddy, ban di tim hi€u khdi niém quan hé cong chiing va nhing
l¢i ich ma hoat déng quan h& c6ng ching ¢d thé mang d&n cho
doanh nghi¢p. Trudc khi chuyén sang phian ti€p theo ban hiy &
ging hoan thinh bai 1ip 1y dinh gid sau day.

Hay tu danh gia 1 10 phut 3

Hay duva ra mdt gidi thich ngdn gon — Quan hé cdng ching 1a gi?

Trong danh sdch liét k& cdc hoat ddng dudi diy, ban hiy nhin biét
nhifng hoat déng nao thuéc vé chitc niing quan hé céng ching?
Gidi thich ngdn gon tai sao.

Céng ty sin xudt vat liéu xdy dung Bén Ving thuc hién chuong
trinh “bc thim tring thudng mdt cin nha tri gid 1 ty ddng” cho
bit k¥ khdch hang ndo mua sin phdm cia cong ty véi ui gid 10
triéu dong trd 1én;

Bdo Tin Tic dang bai viét vé viéc cdng ty may mic Thim M§ lo
chd an § chu ddo cho cdc céng nhin clia cdng ty;

Hinh dnh sin phim ndi that cla cbng ty thi€t k€ ki€n tric Hai Hoa
dudc gidi thigu rit bit mit d bia sau cda mdt cudn tap chi chuyén
nganh kién tric:

Hang thing cdng ty gidy Sanh Diéu phit hinh bdn tin ndi bd d€
cip nhit thong tin cho toan thé céng nhin vién trong doanh nghiép;
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Onan fie cang chiig Lo gi?

e Trong tudn viia qua, cong ty S&a Ngon di t§ chitc “cubc thi ché

bi€n bita &n dinh dudng cho tré em & d6 tudi miu gido” tai han
20 nhd tré trén dia ban thanh phd. Cude thi di gilp cdc ¢bd gido
va cdc bic phu huynh tim ra nhing thyc don ddm bio ddy dd dinh
dudng cho tré em trong dd tudi tir 3-6 tudi;

Dai truyén hinh phdt mdt phéng sy néi vé& chuong trinh xi 1y chat
thdi tién i€n clda cdng ty sdn xuit bao bi Tan Ti€n. Phéng sy nhin
manh viéc chuong trinh xit 1y chit thdi niy di loai bé hoan todn
khd ning gdy 6 nhiém cho cdc cdnh dbng trdng rau xung quanh
nha mdy cia cong ty;

G cudi mbi tip ciia bd phim truyén hinh Z. hinh dnh cda céng ty
A Déng dugc gidi thidu trong | phit vi cdng ty di tai tr¢ mdt phin
kinh phi d& sin xuit b phim nay.

Cé y ki€n cho rding “Igi ich thi€t thyc duy nhi't clia quan hé cong
ching 13 gidp khuy&ch truong sdn phim ciia doanh nghiép vi nhd
dé doanh s& bdn hang s& ting 1én”. Theo ban y ki€n nay ding
hay sai? Gidi thich ngdn gon ciu tra 1di clia ban.

“Xay dyng quan h¢ cong ching rdt t6n kém va cdn phidi ¢6 guan
hé 8t véi gidi bdo chi. Cho nén chi cdc doanh nghiép 16n mdi cé
thé thyc hién duge, con cdc doanh nghi¢p vira va nhd thi khéng
thé”. Ban ¢é ddng ¥ v&i phdt bi€u nay khong? Hiy gidi thich.

Ban ¢6 thé tham khdo ciu trd 13i & phdn Pdp dn cde bai w dinh
gld & cubi cudn sich.



Quan hé cing chiing la ¢i?

7 Tém tat

m CoOng ching ctia mdt doanh nghiép 1a tat ca nhitng t3 chic va cd
nhén c6 lién quan d€n sy thanh cong hay that bai clia doanh nghiép
do.

m Quan hé cdng ching c6 thé dugc dinh nghia 12 chie ning quan
Iy gidp xdy dung va duy tri m&i quan hé ciing c6 lgi gita mot
doanh nghi€p va cdng chiing clia né.

® Quan hé cong ching sé gidp:
= lam cho moi ngudi bi€t dé€n doanh nghiép;

» lam cho moi ngudi hi€u vé doanh nghiép;

= Xxdy dung hinh dnh va uy tin cho doanh nghiép;

= cling ¢6 niém tin ciia khach hang d6i vdi doanh nghiép;

= khuy€&n khich va tao dong luc cho nhin vién;

» bdo vé doanh nghiép clia ban trude nhitng con khiing hodng.

® Quan h¢ cOng chiing va marketing 1a hai chic ning quin 1y khac
biét nhau nhung chiing c¢6 myc tiéu bd sung cho nhau. Hoat dong
quan h¢ cong chiing ¢6 hiéu qua sé lam cho cdng chiing c6 sy nhin
nhin than thién d6i véi doanh nghiép, tir d6 sé tao thuin lgi cho
cac hoat dong marketing ctia doanh nghiép.

® So véi quing cdo, cdc thong diép cia quan hé cong chiing sé
dé dugc cong ching chdp nhén va tin tudng hen. Cong chiing
s& dé tin vao nhitng ciu chuyén, bai bio hay phéng st néi vé& sin
phdm ciia ban hon 12 nhitng chuong trinh quing cdo.

m Mic du tat cd moi ngudii trong doanh nghiép déu c6 thé gy dnh
hudng d€n nhitng mdi quan hé giita doanh nghiép va cong ching
nhung viéc xay dung chi€n lige quan hé cong chiing, xdc dinh muc
ti€u va lya chon céc hoat dong 1a chitc ning cliia nhitng ngudi quan
1y doanh nghiép.



Quan hé chng chiing la gi?
8 Suy ngam

cttu v nghi xem ban sé dp dung chiing vio thyc 1€ cong viéc cla
ban nhye th€ ndo? Hiy viét ra nhifng suy nghi cia ban:

Bay gid ban danh 5 phit d€ suy ngdm nhitng vdn dé vira nghién

A' Téi dd hoc dugc...

..................................................... Ap dung khi nao?

- / M‘\h

Ap dung didu d6 & cong viéc na

Al T61 di hoc duoce...

.................................................... Ap dung khi nao?
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Lam thé nao dé

I GLTR I 1 Dén nhap
nhﬁn thl’rc cﬁa ]:l'?l? St::lh ¢3 nghe dugc nhitng ciu chuyén
| cﬁngchfmg" B Anh con ding dign thoai cia hang X khong?

H6m qua tdi doc bdo thdy c6 ding tin mot s6
ngudi dung dién thoai clia hang X bj phéat nd. Tuy

» Dan nhdp khong c6 ai bj thudng ndng nhung minh cting nén

i L ) dé phong. Toi da chuyén sang dung dién thoai clia

= Ban chat cia quan he hang Y. T6t nhat Ia anh nén chuyén sang dung
cong chiing dién thoai clia hang khéc di.”

» Chuong trinh quan hé “Hém qua chi c6 xem chuong trinh tubng thuat

tryc ti€p cudc dua xe xich 16 quyén gop tién hd trg
cho tré em nghéo khéng? Cudc dua sdi ni va thi
« Cdc kénh thong tin vi [dm. T6i thich nhat doi dua xe clia cong ty X.
Mac di ho vé nhi, nhung t6i thdy ho phdi hop rat
4n y v6i nhau va doi cd déng vién cla ho &n mic
hién hoat déong quan hé rdt an tugng va nhiét tinh.”

cong chiing

cong chiing

s Tim kiém cdc co hji thuc

“Chan qua, t6i mat cd chiéu th( bdy vua roi dé
tham dy hoi nghi khach hang cia céng ty Z. Hinh
nhu by gid hé t chiic hoi nghi khach hang 1a ho
= Suy ngam mdi may anh chj ca sT an mic loe loet dén hat
mda, roi phat qua cho moi ngudi nhu 2 phat tir
thién. Tir nay trd di chic t6i sé khong tham dy
nhitng hoi nghi khach hang nhu vay nia.”

= Tom tdt

Ban thd'y ring moi ngudi xung quanh ban
sé c6 nhiing nhdn thic cia riéng ho vé
doanh nghiép va sin phim cia ban. Tt
nhién ban khéng muén ho suy nghi khéong
t6t vé doanh nghiép ciia ban. P dudc nhu
viy, doanh nghiép cin phdi tdc dong dén
nhin thic clia cong ching bing cdch ludén
cung cip cho ho nhitng théng tin diy di
va chinh x4c qua cdc phudng thitc truyén
dat sao cho thuy€&: phuc dugc ho

Trong phan nay, trudc hét chiing ta sé& tim
hi€u quan hé c6ng ching nhu 1a mét qud
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trinh trao d8i théng tin hai chidu nhim tdc déng d&n nhin thdc cda
cong ching. Ti€p theo, ban s& 1in lugt xem xét tirng budc trong
qui trinh x4y dung mdt chudng trinh quan hé cédng chiing. Cudi
phdn niy, ching ta sé ciing phin tich nhifag wu nhuge diém ciia
cdc kénh théng tin v cdch thife t§ chifc cdc hoat dong niy mét
cdch ¢d hiéu qua.

2 Ban chat coa quan hé cdng chiing

2.1

Trong phin A, ching ta da tim hi€u c6ng chiing 12 ai. Khi xdc dinh
dudc 461 tugng cong ching cla minh, doanh nghiép cin phdi tic
déng d€n nhin thic cia cdng ching d€ ho hidu doanh nghiép ciia
ban 12 ai vd mang lai nhifng 1¢i ich gi cho ho.

Nhén thic cda cong ching

Nhin thife cia cong chiing 14 gi? Mot cdch dinh nghia don gidn:
nhin thie clda cong ching 13 nhitng suy nghi hay quan diém cia
riéng ho vé mgt doanh nghiép, mot loai san phim hodc mdt nhin
hiéu nao dé.

Cong ching c6 thé ¢6 sy nhin nhdn 5t hodc xdu vé doanh nghigp
hodic sdn phdm cda doanh nghiép. Trong thuc t&€, nhin thic cia
cdng chiing khong phdi lic nio cling ding. Thi dy nhy ho nghi ring
nhdt xe gdn mdy cia hang X thi t6t hon hing Y. Hoidc sin pham
ciia hing Y kém chit lugng hon hiing Z. Xét vé tinh nang k¥ thuit
néi chung, cdc loai nhdt xe gin mdy déu khdng khdac nhau nhiéu
14m. Nhung khdch hang ¢t nghi ching khdc nhau. Vi th€ 1a ching
khdc nhau!

Hay khi néi dé€n Nike mot s8 ngudi cé thé nghi diy 14 céng ty
“ddi xit khdng t8t vdi ngudi lao dong”. Thyc t& thi diéu nay khdng
ding. Vi Nike khdng trve 1i€p sdn xudt ra gidy hodc 40 quan thé
thao ma ho thué cdc nhi thiu phu gia céng. Vidc di xif khéng
161 v3i ngudi Jao ddng (néu c6) la do cdc nhd thiu phu chi khéng
phdi 12 do Nike,

Tuong ti rat nhiu ngudi cho ring An kem 13 siu ring. Thyc ra khéng
hoan toan nhu vay. U nhiing nudc phat trién nhu Uc mdi ngudi tiéu



Lam thé nao dé tdc déng dén nhin thitc ciia cong chiing?

thy trung binh 16 lit kem mdi nim. Thé nhung ty 1& siu ring chi c¢6
8%. Trong khi ¢ Viét Nam, trung binh hang nim mdi ngudi tiéu thu
dudi 1 lit nhung ty 1€ sdu ring 1a 45%. Nhu vy kem khéng phdi 1a
nguyén nhian chinh gdy siu ring. Ch&€ d6 chim séc ring miéng
khong hdp ly mdi 1a nguyén nhdn chinh giy siu ring.

Viy theo ban, diéu gi c¢6 dnh hudng 16n dén viéc hinh thinh nhin
thifc cia cong ching?

Thuc hanh 9 3 phit &

Ban hdy xem lai trudng hgp cong ty béng Nam & muc 6 phin
A. Theo ban, diéu gi da gitip cong ty Pong Nam thay d6i nhan
thitc cia khdch hang vé nhitng san phfm hoa my pham cia cong

~ ty danh cho nam gigi?

Ban c6 thé thi'y ring lic ddu cong ty Péng Nam da khéng thanh
cong khi tung sdn ph&m ra thi trudng trong lic khdch hang chua
hi€u 16 vé nhitng sin phim danh riéng cho nam va ho con si dung
lan 16n cdc sién pham danh cho nit. Nhung sau nhitng bai ding tai
trén cdc bdo chi danh cho nam gidi, khdch hing di nhin dugc
nhitng théng tin d€ gitip ho hi€u ré6 vé& thanh phdm va tinh ning
clia cdc sén phdim héa m§y phdm danh riéng cho nam va tir bd théi
quen st dung cdc sin phaim danh cho ni.

Nhu viy, ching ta thiy ring:

phim nao dé phu thude rat nhiéu viao thdng tin ma ho nhin duge.

’ @ I (Nhan thic cliia cong chiing vé mot doanh nghiép hoic mot sﬁﬂ
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22 Quan hé cong chung la qua trinh théng tin tac déng

dén nhan thic cua céng ching

Pé€ téc dong dé€n nhin thic clia cong ching, doanh nghiép cin
phdi cung cip cho ho nhitng théng tin vé doanh nghiép (muc dich
va t6n chi hoat déng clia doanh nghiép, cdc sin phim clia doanh
nghiép, v.v...). Dya trén nhirng thong tin nhin dudc, cong ching
s& hi€u doanh nghiép ciia ban 1a ai, & ddu va dang lam gi cho ho.
Tt d6 ho sé quy€t dinh c¢6 chidp nhidn va ling hé doanh nghiép
hay khéng.

Thuc hanh 10 3 phut 8

Liéu ban c6 déng ¥ ring dé tdc déng d€n nhin .ﬂiﬁc'éﬁa cong
chiing, doanh nghiép chi cin cung cdp diy di théng tin cho ho?
Tai sao? -

Ban thiy ring muc dich clia quan hé céng ching 12 cung cip thong
tin d€ tic dong d&n nhan thitc cla cong chiing dbi véi doanh nghiép.
Chic chin ban mong mudn ring sau khi chuyén tdi thong tin téi
cdng ching, doanh nghiép ciia ban sé nhin dudc sy quan tim va
ling ho cla cong ching. Lam sao doanh nghiép c6 thé bi€t dudc
diéu nay né€u nhuv doanh nghiép khéng quan tim va khéng cé
nhitng cdch thitc d€ nhin bi€t nhitng phdn hdi cla cong ching.
Do vy, cung cip thong tin chua dd, doanh nghiép cidn phdi biét
c6ng chiing c6 phdn @ng nhu thé€ nao. Chinh vi vdy:

Quan hé cong chiing la qué trinh trao ddi thong tin hai chiéu.

M5 hinh du6i diy sé khdi qudt héa qui trinh trao dGi thong tin hai
chiéu cia quan hé cong ching.



Léam the ndie d€ vdc déng dén nhdn thite ctig cdng clhiing?

'Moi trudng xa ho;

Théng diép

—>

Kénh thong tin

Hi&u, quan tim va Ong hé

Méi trudng x/; h{s

Trong md hinh trén, doanh nghiép chuyén tdi thdng diép tdi cong
ching qua nhiéu kénh théng tin khdc nhau (bdo chi, sy kién, giao
1iép cd nhin, tai liéu, v.v...). Cong ching ti€p nhin théng tin (i
cdc kénh thong tin d€ dinh hinh nén nhén thic cda ho ddi véi
doanh nghiép hodc sdn phdm cia doanh nghiép. Trong qud trinh
truyén tin, doanh nghiép ¢é thé gip phdi mdt s& cdn trd hodc thuin
1di tit mdi trudng xi hoi, nhung doanh nghiép vin phai dat két qud
cudi ciing 1a 1am cho c¢6ng chiing hi€u, quan tim va dng h{ minh.
Tuy nhién, d€ c¢éng ching hiéu, quan tim va ing hd doanh nghiép
khong phdi 13 diéu dé dang bdi vi nhilng trd ngai sau:

a Nhin thite, suy nghi khong ding da hinh thanh tif jau;
An kem gy sdu rang 12 mot thi dy cu thé. R&t nhiéu ngudi nght réng in kem
gay siu rang. Thuc chét khéng hdn nhy viy. Sdu réng Ia do viéc cham soc

ring midng kém. Tuong t¢ nhi€u ngudi nghi 1 khi tdp luyén hodc choi thé
thao thi khong nén udng nudc. Bidu nay khdng hoan toan dung.

Nhu viy nhiing suy nghi khé thay d6i nhu trén s&€ lam cho doanh
nghiép mit nhiéu thdi gian va cdng sic d€ tdc dong dén nhan thifc
cia céng ching.

a Cdc vin dé “thdi su” 1an 4t chuong trinh quan hé céng chiing;
Gid st ban tung ra mot chién dich quan hé cng ching nhim d&n nam gidi
nhung rai dang vao dgt EURQ Cup thi ket qud dem lai cé [€ s& khong kha quan
I4m. Tudng tu chién dich quan hé cong ching rdm r§ khdng may rdi vao dot
“cam ga" thi k&t qui cling s& “cim” nhu ga!

m Chinh sdch ciia chinh quyén;
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Doanh nghiép mudn gide duc cdng chiing v& nhiing giai phap loai trir du lugng
thudic trir sau trén rau qua bing haa chit, may mée. Digu ndy c6 thé “dung” phai
chinh sach clia dia phuong trong viéc phat trién chuong trinh trong rau sach. Ban
¢6 thé gap phai su phan ng clia dia phudng hodc 1a sy dé dat cla béo gid.

Vi vay nén khi thiét lip mot chtfdng rinh quan hé céng ching ban
phdi xem xét nhitng cdn trd ndy dé ludng trude nhing khé khin.
Trong phén ti€p theo, ching ta s& nghién cifu cdc budc dé xiy
dung va thyc hién mét chudng trinh quan hé c6ng ching.

3 Chuong trinh quan h& cdng ching

Chuong trinh quan hé cong chding cé th€ 1a mot chién dich quang
b4 tén tubi cia cbng ty trong | nim, mdt chuong trinh gidi thi€u
sin phim méi trong 3 thdng, hodc ddn giin chi la mdt cudc hoi
nghi khdch hang, cudc di chdi di ngoai cho nhdn vién, hay mt
budi gip g3 bdo chi nhan dip xudt khiu chuy€n hang diu tién.

Mot chudng trinh quan hé céng ching dude xdy dung va thyc hién
theo cdc bude dude md A trong qui trinh nhu san:

Pat mue Xie dinh Xiy dung Lua chon kénh Thyc Danh
L dai wgng thong digp ™ thang fin ™ hien gia

3.1

Ching ta sé& Iin lygt xem xét titng budc trong qui trinh trén.

Pat muc tiéu

Khi x4y dyng chugng trinh quan hé cong ching, trudc hét doanh
nghiép can phdi xdc dinh ré myc tiéu. Cu thé&. doanh nghiép ciia
ban mong mudn chudng trinh quan hé cdéng ching s& gitp doanh
nghiép dat dudc didu gi hay gidi quyét duge van dé gi?

Ban hiy nhd lai, trong phin A ching ta c6 dé cip ring chic ning
ciia quan hé cdng ching la nhim hd trg hoat dong sdn xuit kinh
doanh cla doanh nghiép. Quan hé céng ching giip doanh nghiép
xdy dyng va duy tri quan hé tét dep v6i cong ching dé ngay cing
¢6 nhidu ngudi mua hang cla doanh nghiép hon va hoat dong sdn
xui1 kinh doanh clia doanh nghiép ciing duge thuin Idi hdn. Vi vay,
muc tiéu cia chuong trinh quan hé cong chiing phdi gdn v&i muc
tiéu kinh doanh cia doanh nghi€p.



Lam thé nao dé tdc dong dén nhdn thitc ciia cong chiing?

Muc tiéu can phdi cu thé va c¢6 thé do ludng dugc d€ sau nay
ban c6 thé ddnh gid dudc két qud cla chudng trinh quan hé cong
ching. Ban c¢6é thé ddnh gid mic d6 thanh céng clia mot chuong

trinh quan hé c6ng ching khéng n€u muc tiéu dit ra mang tinh

chung chung, nhu “qudng ba hinh dnh clia céng ty” hay “ting cudng

s gin bé ciia nhdn vién d&i véi doanh nghiép” hodc “xdy dung
quan hé t6t dep vdi cong ddng din cu”?

Céc chuong trinh quan hé céng ching déu nhim muc tiéu tic dong
dén cong ching. Tuy theo mitc do tic ddng, muc tiéu ctiia chuong
trinh quan hé c6ng ching c6 thé 1a:

Thay d8i nhin thite: ching han nhy trong vong 1 thing phdi dim
bdo 100% c6ng nhin nim 1& cdc qui dinh mdi vé an toan lao dong.
Thay d6i thdi d: ching han nhu vao cudi nim nay phdi lam cho
100% khdch hang tin cidy vao dich vu ma cong ty cung cép.

Thay déi hanh vi: vi du trong 6 thing t6i phdi dim bdo ngudi din

xung quanh cliing tham gia chudng trinh “mdi trudng xanh” do cong
ty khdi xudng.

Thuc hanh 11 3 phut &

Ban hdy xac dinh xem cdc muc tiéu quan hé cong chiing dudi d&y nhim

@

thay d6i nhan thic, thdi d6 hay hanh vi?

Mué tiéu

Thay d61 .
nhin thifc

| Thay d6i
 thii 40

~Thay d6i

hanh vi

= Trong vong 6 thing, phdi

lam cho ngudi din hiéu
rang t6n chi hoat dong ciia
cong ty 1a vi sitc khoe cla
ngudi din;

» Trong ba thdng tdi phdi lam |
cho ngudi dan nhudng dién

tich dat canh tdc ctia ho cho
viéc xay dyng nha mdy cia
cOng ty;

o

T
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Lam thé nao dé tdc déng dén nhdn thite ciia cong chiing?

= Trong mot thing tdi, phdi O nil O
gitip khdch hang hi€u dugc
nhitng tinh niing ndi bt cla
ﬂ san phim méi;
» Trong hai tuin t6i, phdi lam O O O

cho céc ¢6 dong hi€u va ting
ho chién luge kinh doanh
mdi cia cong ty;

» Trong thiang tdi, phdi giip ] 0 0
cho nhén vién hiu, ing ho
va dp dung hé théng quin 1y
chi't lugng.

Ban c6 thé tham khdo cdu trd 13i & phin cudi cudn sdch.

3.2 Xédc dinh déi tugng nhdm dén

Sau khi ddt muc tiéu, ti€p theo ban cin phdi xdc dinh ai 1a dgi
tugng ma ban mudn nhim dén. Khi xdc dinh d6i tugng quan hé
cong ching clia doanh nghiép, ban nén xud't phdt tr viéc doanh
nghiép cla ban can phdi xdy dyng quan hé t6t dep vdi ai trong
nhirng d&i tugng cong chiing ma ban di 1iét ké d bai thuc hanh
2 3 phdn A.

Khi da xdc dinh dugc ai 1a ddi tugng cong ching muc tiéu cia
doanh nghiép, ban cin phdi hi€u r5 vé& ho, ching han nhu dd twéi,
gidi tinh, thu nhip, dia vi, 18i sdng, sd thich, v.v... Nhung diéu quan
trong nhdt 1a ban phdi bi€t ho dang c6 nhin thic nhu thé nio vé
doanh nghiép hodc sin phdm ciia ban.

Thuc hanh 12 4 phut 3

Hay néu ba cdch thitc d€ mot doanh nghiép biét cong chiing dang c6
nhin thic nhy th€ nao vé minh.
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Lam thé ndao dé ric don g dén nhdn thite ciu céng ch itng?

C6 rit nhiéu cdch thitc dé€ doanh nghiép tim hiéu xem nhiing d&i
tugng quan hé cbng chiing dang ¢ nhitng nhin thic nhu thé nao
vé doanh nghiép. Tiy vio titng ddi tugng céng chiing muc tiéu,
doanh nghiép cé thé chon ra mét hoac mot vai céch thite thich hgp.
Ban c6 th€ tham khdo ba cdch thnfe dudi diy.

u Phéng vAn tryc ti€p: Doanh nghiép ¢6 thé phdng vin d6i tugng
cdng ching muc tiéu (khdch hing, nha dau ) dua trén bing ciu
héi chudn bi sin, Nhitng ciu trd 13i clia ho sé gilp doanh nghiép
bi&t dugc ho dang nghi nhu thé nao vé doanh nghiép;

m Phi€¢u tham do § ki€n: Doanh nghiép gdi cho ddi wgng céng ching
phi€u cdu hdi. Dya trén k€t qui thdng ké nhitng ciu wa 13i tir cic
phi€u, doanh nghiép ¢é thé biét d8i tuong cdng ching suy nghi
nhv th€ ndo vé nhitng vin dé mi doanh nghiép quan tim;

m Nghién cifu tai liéu: Ban c6 thé doc cdc bai bdo trén tap chi, xem
cdc phéng sy trén truyén hinh, v.v... dé nim dudc xu hudng nhin
thic clia cdng ching. Ching han nhu gdn diy ban thdy rit nhiéu
bai bdo, chudng trinh truyén hinh vi ¥ ki€n cda ngudi din dé cip
t8i vdn dé an todn thyc phim. Nhu vay ddy 12 vdn dé mang tinh
thdi su vd ban hay xét xem doanh nghiép cia ban ¢é lién quan
tdi vain dé nay khéng.

Nhitng k€t qud ddnh gid nhdn thdc hién thai cda coéng ching dai
v8i doanh nghiép vi sdn phim cla ban 1a diéu quan trong, bdi vi
chiing sé 13 co s& d€ ban ddi chi€u va so sanh xem sau khi k&t thiic
chuong trinh quan hé c¢bng chiing nhin thitc cda c¢dng ching c6 thay
ddi khong va thay ddi ¢6 theo ding nhr muc tiéu dit ra hay khéng.

3.3 Xay dung théng diép

Théng diép 1a théng tin 8t 18i nhit ma ban mudn truyén di d&n
cong ching. Thong diép phdi dugc thé hién mdt cich nhit qudn
qua tit cd cdc kénh thong tin. Thong diép phdi gdn véi muc tiéu
quan hé ¢dng ching ma ban mudn dat dudc.

Dé ¢6 dugc mdt thdng diép thu hiit sy quan tim cia d&i tugng
cong ching, ban cidn phai:

m Hi€u rd tinh hinh hodc vin dé cda ho;

+ - A ’ " = - >
m Hi€u rd nhu ciu, s3 thich v m&i quan tim cia ho.
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Lam thé nao dé tdc dong dén nhan thite ciia cong chiing?
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Ban hay thif suy nghT xem tai sao hang Toyota dua ra théng diép “Gat hai
mua vui cung dy an Biogas”?. Chdc Ia khi dua ra théng diép nay, Toyota
ciing da nghién clu thay tinh hinh mai trudng & Viét Nam bi anh huéng mot
phan do viéc st dung ndng lugng va phan bon héa hoc cta cac hd néng
dan Viét Nam. Béng thoi Toyota ciing nhan thdy van dé 6 nhiém mai trudng
dang 12 m@i quan tdm cla nhiéu ngudi dan Viét Nam.

PéE thu hit sy quan tim clia cong ching, diéu quan trong 1a thong
diép phdi ¢6 stc thuyét phuc.

Thuc hanh 13 3 phiit

Theo ban, mot thong diép ¢6 sic thuy€t phuc 1a thong diép nhu
thé nao? '

C6 thé ban dua ra rit nhiéu dic di€m thé hién sic thuy€t phuc
clia mot thong diép. Nhung nhin chung, d€ thuy&t phuc dugc déi
tugng, thong diép can phdi:

Néu bat duge ndi dung ot 16i nhat ma ban mudn truyén dat. Ching
han nhu ban khong thé néi “mot mau xanh tudi tré” dé 1am thong
diép cho cdc hoat dong bdo tén di sdn vin héa truyén thdng ma
doanh nghiép ctia ban dang tham gia. Thay vao d6, ban c6 thé sk
dung thong diép “gin gil nhifng gid tri xuwa”, hodc “xdy dung con
dudng di sdn”, v.v...

Pon gian, tdp trung. Tri nhd clda con ngudi ¢c6 han. Ban chi nén
truyén dat mot thong diép trong mot chudng trinh quan hé céng
chiing va lap di lap lai, bdi vi moi ngudi sé khé ma nhé dugc né€u
ban chuyén tdi nhiéu thong diép cing mot lic.

Pugc thé hién mot cach sdang tao. Thay vi néi “chiing tdi phuc vu
tin tinh, chu ddo” d&i véi mot doanh nghiép cho thué xe du lich,
ban c6é th€ néi mdt cich béng bidy hon “ban khéng chi thué mot
chi€c xe, ma ban thué cd mot cong ty.”



Lém thé néto d6 tde dényg dén nhin tite ciia cdng chiing?

®m Mang tinh xdc thyc. Thong diép phdi duge hd g bdi nhitng ci
liéu xdc ddng nhdt. Nhiéu c liéu chua chic di 1a 181, PE thuyt
phuc d6i tugng ngay tir ddu, c liéu quan trong nhdt thudng duge
dua 1én trude, h

Ngudi nghe ¢é thé nghi ngd vé tinh xdc thue cia théng diep mi i
doanh nghiép truyén 3i. Ho c6 thé néi ring “Céng ty dé néi hay
ddy, nhung thye t€ ho ¢6 1am dude gi khéng hay chi ndi suéng
ma thé1”. Chinh vi vdy, dé thuy€t phuc ngudi nghe, doanh nghiép
cin phdi cung cAp nhitng ci lidu hd tr¢ cho thong diép. Cv lidu
phéi 12 nhitng di€u ¢6 thuc, ching han nhy cdu chuyén vé viéc deanh
nghiép cla ban di khic phuc nhitng khé khin nhu thé nio d€ xuit
duge 16 hang dau tién sang thi trudng méi. 1lay chuyén doanh nghiép
did sdp x€p lai thdi gian ela cdc ca 1am viée d€ 1o didu kién cho
cdng nhin hoc bé tic vin héa. Hoic cling ¢6 thé 13 mot cdu chuyén
vé viéc cdc nhan vién ciia doanh nghiép da danh nhing ngly nghi
cia ho d€ tdi vién dudng lio chim séc nhitng ngudi gid cd don.
Né&u chiu khé quan sdt thi ban s& tim ra rit nhiéu ciu chuyén xdy ra
sung quanh. Ching sé 13 ngudn ¢ lid¢u giip théng diép cda doanh
nghiép mang diy tinh thuyét phuc.

3.4 Lua chon kénh théng tin

Téi diy, ban da bi&t doanh nghiép cda ban thyc hién quan hé cong
ching d€ nhdm muc dich gi, nhim dén ai va véi thong diép gi.
Budc k€ ti€p ban cin xdc dinh théng diép d6 s& dude truyén tdi
dé€n céng chiing qua cdc kénh thdng tin nio. Cdc doanh nghiép
thudng sit dung 4 kénh théng tin chi yé&u sau:

m Phuong tién truyén thong dai ching: ¢6 thé t8 chic hop bdo, mdi
bio chi tham du cdc sy kién do doanh nghiép t8 chitc hoic gii
théng cdo bdo chi.

m Sy kién: ¢ th€ 1a budi kodi thio, budi gidi thiéu sdn phim mdi,
budi 1& xuit 16 hang diu tién sang M¥, “ngiy hdi gia dinh” danh
cho nhin vién cbng ty v.v...

w Tai li€u quan hé cOng ching: brochure, t3 réi gidi thidu san phim
hoac cong ty (phuc vy d6i twgng khach hang), bdn tin ndi bd (nhin

vién). bdo cdo tai chinh (¢ déng vi cdc nha diu tu, viv.. ).

w Giao ti€p c4 nhan: bao gbm trd 13i phéng vin bdo chi va phat bidu
trude cdng ching.
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Lam thé nao dé tdc ddong dén nhdn thiie ciia céng chiing ?

Chiing ta sé tim hi€u cu th€ hon vé cdc kénh théng tin & muc 4.
Thong thudng mdt chudng trinh quan hé cdng ching thudng st dung
k&t hgp nhiéu kénh théng tin vdi nhau nhim tao mdt hiéu ng manh
dé c6 thé tic dong d€n nhin thic cia céng ching. Vi du muc tiéu
quan hé cOng chiing ciia doanh nghiép ctiia ban 1a ning cao nhin
thitc cla khdach hang va cong ching vé mot sin phim mdi véi mot
s6 tinh nang wu viét. Mot budi hdi thio hoic budi gidi thiéu sian phim
la nhitng hoat dong quan hé cong ching ma ban nén nghi dén. Tai
dé ban cé thé c6 bai phat bi€u két hgp vdi chi€u phim ty gidi thiéu
vé sin phdm mdi. Ban c¢6 thé mdi bdo chi tham dv. Ban nén chuin
bi mdt tp tin bao gém brochure gidi thiéu sdn pham va nhitng tai
liéu lién quan khdc dé phdt cho nhitng ngudi tham du va gidi bdo
chi. Ban c6 thé gii tip thong tin nay tdi nhitng ngudi dugc mdi nhung
khéng dén du.

3.5 Thuc hién

32

Viéc thyc hién mot chudng trinh quan hé céng ching ciing gidng
nhu ban thuc hién mot cong viéc hay du dn. Nghia la ciing phai
cé “ké& hoach thuc hién”, chi & ai thyc hién, khi ndo xong, thuc
hién nhu thé nao. Pic biét, ai sé 12 ngudi chiu trach nhiém chung
cho todn bo chuong trinh. Chi nén dua nhifng ngudi cé ky ning,
lién quan dén cong viéc vao nhém chuyén trach va phdi phian cong
trach nhiém cu thé. Néu dwa qud nhiéu ngudi vao nhém chuyén
trdch, ban sé mat nhiéu thdi gian cho viéc hdi hop, théng tin cho
nhau bi€t vé ti€n do cong viéc, v.v...

‘ITrong khi doanh nghiép thuc hién chuong trinh quan hé céng ching
dé chuyén tdi thong diép tdi ddi tudng cong ching, c6 thé xdy ra
mot s6 cdn trd ndm ngodi du kién.

Thuc hanh 14 3 phut &

Theo ban, nhitng cén trd nao c6 thé xdy ra lam dnh hudng dén qud
trinh chuyén tai thong diép clia doanh nghiép t6i cong ching?

.........................................................................................................



Lém thé nae d€ 1de dong dén nhin thite clia cong ciuing?

C6 th€ ban dua ra it nhiéu yé&u t8 cin trd. Nhung nhin chung,
qué trinh chuyén tdi théng diép clia doanh nghiép thudng gap hai
loai can trd sau.

Céng ching dang quan tdm dén mdt su kién nio d6;

Khi ¢éng ching dang quan tim d&én mdt vin d€ ndo d6 thi thong
diép cla doanh nghiép trong mdt chuong trinh quan hé cdng ching
it nhiéu s& bi dnh hudng.

Thi du néu chién dich quan hé cong chang cla doanh nghiép nhim dén dai
tugng cbng ching ia nam gidi va dién ra vao thai gian dang thi dau World Cup
thi théng digp do it nhiéu bi anh hudng. Tuong ty khi su ¢d tba nha 1TC bi
chay thi sudt 2 tudn lién théng tin trdn ngap trén bac dai ndi vE sy ¢d dé, ban
vé kha ning bdo chay & nhiing cao &c, khu thuong mai khac va kha nang chira
chay. Moi ngudi sudt ngay ban tan vé sy cd dé. S& khéng may cho ai thyc
hién chién dich quan hé ¢dng ching vao ding thdi diém nay.

Tuy nhién doanh nghiép cé thé Igi dung nhilng sy kign nay d& bao chi dua tin.
N&u doanh nghiép gia cong !am bong cho World Cup thi qua la cg hdi cho
doanh nghiép nél vé san phdm clia minh, Hodc néu doanh nghiép clia ban san
xu&t va kinh doanh hg thdéng bao chdy thl vu chéy tda nha ITC chinh 1a co hdi
dé doanh nghiép gi6i thiéu san pham bdo chdy.

P&i thd canh tranh dang thc hién mot chudng trinh quan hé céng
ching;

Trong trudng hdp dé thi thdng diép ctia doanh nghiép cla ban va
d8i thii canh tranh sé déu bi dnh hudng. N€u chuong trinh quan
hé ¢6ng ching clda doanh nghiép cda ban sing tao va thuy&t phuc
c6ng chiing hon thi doanh nghiép clia ban s& 1a ngudi chién thing.

Doanh nghiép clia ban tung ra thj trudng san phdm bia tusi dong chai, Cong
chtng rat nghi ngér diéu nay bdi vi tif trubc t6i nay ho chua bao git nghe thay
bia tuoi dong chai. Trong khi d6 nhiéu b4o dang lién tuc cdc bai phan tich cho
réng chi ¢6 bia rét ra ti mdy thi méi 12 bia tuoi ¢dm bao chat lugng. Doanh
nghigp clia ban ¢hi ¢6 thé thing dugc cdc ddi thi néu chuong trinh quan hé
¢bng ching clia ban phai chitng minh cho ¢dng ching thay bia tuoi cling c6
thé déng chai dugc.
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Lan thé nao d& tde déng dén nhén thite ciiu chng chiing?

3.6 Danh gid két qua

Chudng trinh quan hé ¢dng chiing thudng khéng mang lai két qud
trye 1i€p va titc thdi cho doanh nghiép cia ban nhu cdc chuong
trinh quing cdo va khuy&ch truong sin phim. Chuong trinh quan
hé cong chiing lam thay d&i nhén thde va thdi d6 cda cdng ching
d&i vdi doanh nghiép, nhung khéng ¢6 nghia 1a cdng ching s& d&
x& di mua sin phim cda doanh nghiép ngay. ma c6 thé trong tucng
fai ho sé mua. Chinh vi viy, ddnh gid k&€t qud cla chudng trinh
quan hé céng chiing khé hon rdt nhiu so vdi cdc chudng trinh
qudng cdo hay khuyé&ch trudng sdn phim.

Tuy nhién, khi k€t thic chuong trinh ban nén ddnh gid két qud so
véi muc tiéu dé ra. DSi véi nhitng chuong trinh quan hé cong chiing
16n, ngudi ta thudng ddnh gid dua wén nhin thifc céng ching trdc
va sau chuong trinh. Muén viy ngudi ta phdi lAm nghién cdu khdo
sdt trude va sau thi mdi ¢6 thé dinh gid mdt cdch khdch quan va
todn dién dudc.

Théng thudng, cdc chuong trinh quan hé cong ching duge ddnh
gid dua trén mot sé tiéu chi sau:

m Cdc tiéu chi ddnh gid dinh lugng:
» S8 ngudi tham du (budi 1&, su kién);

» S6 ngudi bi€t d&€n hoat dong d6 (qua phdt t& rdi, quing cdo tén
bdo, truy&n hinh):

= SO bai bao, kénh truyén hinh dua tin.
m (Cdc tieu chi ddnh gid dinh tinh:

» Muc do hudng ing clia ngudi tham dy (v tay, thdi dé tham gia,
LA

= Thdi d6 ciia cong chiing (thd d, quan tAm, Gng hd, v.v...);

» Mifc dé quan trong cia bai bdo (ndi dung, vi tri ding bai, v.v...).
® (Cdc ti€u chi ddnh gid hiéu qud chi phi:

So sdnh vdi chi phi quing cdo: chudng trinh quan hé cbng ching

sé cd hi¢u qud né€u chi phi d€ c¢é dugc nhitng bai bdo hay phéng

su truyén hinh thdp hon chi phi quing cdo ciing dién tich va théi
lugng phdt sdng.



4.1

Lam thé nao dé wic dong dén nhgn thite ciia cing ching ¥

COng ty dign i Anh Sao gi6i thidu ra thi truting bép dién tU, mdt loai san
phdm khéng gay 6 nhifm méi trudng va ddm bao an toan cho ngudi st dung
hon so v6i b&p ga va hép than. Bay 1A mdt loai s&n phadm méi, chua tiing xuat
hién trén thi trudng trude day. Hau hét ngudi tiéu ding déu chua biét dén bép B
dién tu. Trong nam vifa qua, cong ty da thuc hién modt chuong trinh quan hé §
céng ching bao gdm rat nhiéu hoat ddng nhim gilp ngudi tidu ding hidy "
dugc nhiing wu thé cla bép dién ti so vdi bép ga va bép than. Khi chuong
trinh két thic, cong ty 1am mdt cudc didu tra bdng phidu ciu héi. K&t qua didu
tra cho thay 80% s0 nguti duge hoi déu tra 16i dang cac cau hoi v8 tinh nang
ndi bat clia bép dién tir va cé i 30% s& ngudll duoe hdi d3 mua va sbi dung
bép dién tir.

Nhr viy ban dd tim hi€u cdc budc trong qui trinh xdy ding va thuc
hién mot chudng trinh quan hé céng ching. Budc quan trong nhat
12 lva chon cdc kénh théng tin thich hop d€ chuyén tai mdt céch
cd hiéu qud thong diép clia ban. P& lam duge didu niy, ban cdn
phdi hi€u ré wu phuge di€m cia titng kénh théng tin va cdch thic
ti€n hianh sao cho ¢é hiéu qui.

Cac kénh thdng tin

Trong phin tude, ching ta di dé cip 16i 4 kénh théng tin chi y&u sau:
Phudng tién truyén théng dai chiing;

Sy kién;

Tat 1i€u quan hé cbng ching;

Giao Uép ¢4 nhin,

Trong phan nady, ching ta sé lin ludt xem xét vu nhude diém ciia

titng kénh théng tin vd cdch thdc ti€n hinh cdc hoat déng quan
hé cdng ching trong tirng kénh,

Phudng tién truyén théng dai ching

Piy 1a kénh théng tin hitu hiéu nhdt n€u xét vé khid ning tiép
cidn duge nhiéu ngudi tai nhiéu dia diém khdc nhav. Tat cd cdc
hoat d6ng quan hé cdng ching mi ban thue hién can phdi tranh
thi kénh ndy, néu khéng cdc hoat ddng quan hé céng chiing sé
kém hiéu qud. P€ s dung kénh théng tin nay, doanh nghiép
thudng thuc hién cdc hoat déng quan hé cdng chiing sau.
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4.1.1 Hop bdo
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Hop bdo 12 budi hop mi khdich mdi 1a bdo chi (gdm dii truyén
hinh, dai phdt thanh, bdo viét, bdo dién t). Tai diy ban sé thdng
bdio mdt tin quan wong lién quan d€n doanh nghiép (khai trudng,
dong thd, ddi tén, gidi thiéu logo), d€n hoat dong kinh doanh (tung
ra sdn phim mdi), hay cic hoat déng xd hdi ma doanh nghiép tham
gia (déng gdp cho quf hd irg ngudi nghéo).

Chi khi nao doanh nghiép ¢6 mdt théng tin quan trong thi hop
bdo mdi hiéu qud. Pon gidn vi hop bdo ciing ton thdi gian. Hon
nifa n€u tin khéng quan trong thi s& khé thu hidt dude sy quan
tim cia bdo chi.

Théng tin quan trong 1a nhifng tin thue sy mdi mé thu hidt dude sy
quan tdm cia bdo chi (vi ban doc cita bdo chi quan tdm). Chifng
nhin 1SO bay gid khéng con 1a "néng™ va ding d€ hop bio. Tudng
ir khai irugng mdt phin xudng nhd cing khé ma lam bao chi quan
tim. Nhiang tin vé mét san phdm mdi, hay ¢dng nghé mdi giip
gidi quy€t dude mét vin dé ndo dé nhu ha gid thanh {cho ngudi
thu nhdp thap), han ché€ nhdp khdu, ting ngoai té& xuit kha'u, st
dung ngudn nguyén liéu bd di, sit dung nhiéu lao déng, md ra mot
thi trudng mdi, v.v... chic chin s€ dugc bdo chi quan tim. Hay
ciing 13 khai truong mét phian xudng, nhung néu st dung nhin luc
13 nhitfng ngudi “hdu cai nghién” thi chic chin ciing s& dude bdo
chi dua tin nhiéu vi day 14 chuong trinh dudc thanh phd quan tdm.
T4t nhién lic d6 ban phdi “xody” sdu vio di€m nay.

Lam thé ndo 48 ¢é dugc mdt cudc hop bdo c6 hiéu qui. Ban hdy
doc tink hudng dudi day.

Chigu thit hai tudn truéc, cong ty Nam An d t8 chiic cudc hop béo gidi thigu
san phdm mdi. Day 1a 14n dau tién cong ty t8 chirc hop bao, ban giam doc rat
lo 14ng cho nén d3 mdi dai dién cla tat ¢d cdc phong ban trong cdng ty tham
dy. Cudc hop bao dién ra gan hai tiEng déng ho. Trude h&t dng giam doc trinh
bay vé ¥ fudng hinh thanh san phdm mdi trong 30 phit. Sau do 13 bai thuyét
trinh gdn mdt tiéng clia 6ng trudng phong ki thuat vé cac dic tinh va thdng
s6 ky thuat cua san pham mai. Sau mdt gidt déng hod hop bao, hon mdt nia 6
nha bao va phong vign da bd ra v&. Tdi phdn hdi va tra I5i, dai dién cla cac
phdng ban tranh nhau trd 18i ciu hdi cla c4c phang visn. Cho nén khi két thac
cude hop béo, chi co khoang chuc ciu hdi chia phong vién dugc tra 16i trong
khi rat nhidu cau hdi cla phéng vién van chua dugc trd 1. Sau cudc hop bao,



Lim thé nao dé tdc dong dén nhén thiic ciia céng chiing?

chi ¢6 hai td bdo dua tin vén ven vai dong gi6i thiéu cdng ty Nam An vira dua
san phidm méi ra thi truding.

Thuc hanh 15 3 phut %

Theo ban tai sao cudc hop bdo cla cong ty 'NaméAn khéng thanh
cong? ol )

Ban c¢6 thé nhdn thdy ring cudc hop bdo ciia cong ty Nam An da
khéng dat dudc muc dich. TAt nhién cdng ty Nam An mong mudn
c6 nhiéu bdo dua tin va dva tin mot cdch chi ti€t va cu thé vé sin
phim mdi clia cong ty. Cudc hop bdo clia cong ty c6 thé s& hiéu
qud hon né€u thdi gian hop bdo duge rit ngdn lai va tip trung vio
ndi dung cdt 16i. Thay vi nhitng bai thuyét trinh dai 1& thé clia 6ng
gidm doc va ong trudng phong ky thudt, hop bao chi nén gidi thiéu
t6m tdt nhitng dac di€m ndi bat cda sin phim mdi trong vong 15-
20 phit. Hop bdo nén dé€ danh nhiéu thdi gian hon cho viéc tra
I3i cdc cdu héi cia phéng vién. Cdc thong tin khdc it quan trong
(nhu y tudng hinh thanh sdn pham mdi va cdc théng s& ky thuit
cu thé cia sin phim) nén dugc in thanh tai liéu va phdt cho cdc
phéng vién. D€ trdnh mat thdi gian vd mit tip trung, hop bdo ciing
khong nhat thi€t phdi c6 mit diy di dai dién cda cdc phong ban,
ma chi nén bao gdm nhitng ngudi chi chét va 1ién quan nhat.
Vi viy, d€ t8 chic mot cudc hop bio c¢6 hiéu qui, ban nén lvu y:
Ban cin phdi ¢ nhitng muc tiéu va thong diép cu thé. Cang nhiéu
thdng diép s& 1am thong tin dan trdi, khong tip trung, din dén viéc
dua tin khong theo mong mudén. Nhiéu trudng hgp cudc hop bdo
sé& bi lac dé.

Ban nén chudn bj trudc thong tin cho bdo chi. Ban khong thé dua
vao viéc bdo chi tu ghi lai b3i 1& khd ning sai s6t rdt 16n. Vi viy
nhing thong tin ma ban mudn néi thi nén viét ra cu thé. Nhing
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théng tin ndy thudng ndm trong tip tdi liéu dinh cho bdo chi bao
gdm théng cdo bio chi, bai phat bidu, théng tin hd trd thém (tinh
ning sdn phim, k§ thuat méi, v.v...), hinh &nh di kém (sin phim,
todan cidnh nha mdy, diy chuyén, v.v..).

Ban nén lip danh sdch va chi m&i nhiing phdéng vién, t3 bdo, tap
chi, dai phd hgp vdi ndi dung clia cudc hop bdo.

Chudng trinh hgp bdo nén tdp trung va c6 dong. Trinh vong vo
bdi bdo chi rit bin ron. Nén bd qua nhitng bai phat biéu dii dong,
di thing vio vin dé cin néi.

Ban nén chudn bi trude nhifng clu héi lién quan ma bdo chi ¢6
th€ hdi, dic bigt 1A nhitng ciu hdi héc bia nhit. Chi c¢é thé thi ban
mdi wr tin khi di€u hanh cudc hop bdo.

Ban nén han ch& s& ngudi ngdi trén ban chi toa. Cang nhidu ngudi,
cang ric rdi. Mot hodc hai ngudi 14 dd. Nhidu nhit 14 b8n ngudi.
Khi dé ban nén hop trudc vdi nhifng ngudi nay va phin cdng cu
th€ ai s& tra 13i nhifng van d& nao ndu dude phéng vién héi.

Théng cdo bdo chi

Théng cdo bdo chi 14 tii liéu danh riéng cho gidi bdo chi. Khi lam
viéc mdt cidch chinh thifc vdi bdo chi (hop bdo, mdi tham du su
kién, gii tai liéu) ban cdn phdi chuin bj théng cdo bao chi nhim
cung cip nhitng théng tin cin thiél cho ho. N&u ban khéng viét ra
ma chi néi thi théng tin thudng sai 1&ch nhy tén sai (sin phdm, tén
ngudi}, sO sai (ndm thanh lip, vén didu w) hoic thim té hon ia ho
hidu sai théng diép mi ban muén truyén tii.

Khéng phdi thong cdo bdo chi ndo cling c¢6 thé duge bdo chi chii
y. Ban c6 th€ hinh dung ring hing ngdy tda soan bdo chi nhin
dugce hang chuc hay hang trim thdng cdo bdo chi tlf rit nhiéu cdng
ty. Bdo chi khéng th& ding tdi tdt c& ma ho chi ¢6 thé ding céc
tin thu hidt duge sy quan tim cia doc gia.



Lam thé nao dé tdc dong dén nhdn thiic ciia céng chiing ?

Thuc hanh 16 4 phit 8

Ban hiy doc thong cdo bdo chi dudi day va cho b€t liéu ring n6 c6
thu hit dugc sy quan tim ciia gidi bdo chi hay khong? Tai sao?

Ngay 5/6/200X
Théng cdo bao chi

LUGNG CUA CONG NHAN TANG NHJ
AP DUNG CONG NGHE SAN XUAT MO

Ngay 2/1/200X céng ty D8i Méi nhap vé mot ddy chuyén san xuét hién dai
sau 1 ndm dam phan véi nha cung cap. D& I4p dit day chuyén nay cong ty
da phai thué mot doi ngl chuyén gia ky thuat clia nu6c ngoai. Viéc 13p dit
dugc hoan tat trong 1 thdng. Khi van hanh thir, ddy chuyén hoat dong tot va
khéng xay ra sy cd nao. Do I4p dit day chuyén mdi cho nén mdt s cong
nhan da dugc clr di dao tao. Sau khi dugc dao tao xong va trd vé cong ty,
nhitng ¢dng nhan nay da dao tao lai cho s8 cdng nhan con lai. Do vay, toan
bd ¢6ng nhan da khdng b3 ngd va kho khan khi van hanh day chuyén san
xudt mai. Diu nay da gidp cho cdng ty khdng bi tdn nhiéu chi phi do 1am sai
hay lam hong, chuyén thudng xay ra khi cdng ty st dung ddy chuyén san
xudt mdi. Hon nita, day chuyén san xudt méi da lam ting nang suat lao dong
clia ngudi cong nhan. K&t qua 12 san pham dugc sdn xuat ra véi chat lugng
cao hon tru6c va thu nhap cla ngudi cong nhén ciling tang Ién.
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Ban ¢6 thé€ nhin thiy ring s& ching ¢6 mdt tda soan bio nao quan
tim dén théng cdo bdo chi rén bdi vi ho ching hi€u né nhim cung
cap thong tin gi. Théng cdo bio chi trén chifa qui nhiéu théng tin,
vad duge sip x€p 16n x6n. Poc xong, ban phin vin khéng hifu
thdng cdo bdo chi trén mudn néi vé chuyén gi: idp dit diay chuyéo
sdn xudt mdi, dio tao céng nhin, ning suidt lao déng ting hay lucng
cda cbng nhéin ting?

P& thu hiit dugc su quan tdm cda bio chi thi théng cdo bdo chi
nén ddp @ng cdc tiéu chi sau:

Kich thich sy to mo. Trudc tién tya cita thdng cio bdo chi phdi
2di ngay cho ho sy td mo, chdng han nhu “Lin ddu tién gidi
thiéu...”, “Ldn nhdt tf rude dén nay...”, “Céng nghé mdi...”,
“Ting ngoai té tir xuit khiu...”

Trinh bay ngén gon. Thang cdo bio chi phdi nhdn manh dugc ¥
cin néi hon 1a k€ 1€ dai dong ma ching c6 lién quan gl.

T4p trung vao chi dé. Ban dirng tham lam dua quéd nhidu thong
tin d€ trdnh sau khi doc xong phéng vién phdi bin khodn: “Bii
nay néi cdi gi nhi? Ho néi vé sin phim mdi hay 13 ho bdo cdo
kinh doanh 6 thing ddu nim?” Né&u néi vé sin phim thi cing
khéng di dé€ ding. Vi nfu néi v& hoat dong kinh doanh 6 thing
ddu nam thi cang khéng cé 1y do gi dé ding. Pon gidn vi nhiing
théng tin nay s¢ khéng 1am ban doc cda ho quan tim (trdr khi ban
13 nhitng ¢6ng ty niém y€&t rén thi trudng ching khodn).

Néu bit y quan trong. P€ hip din bdo chi, ban nén dua y quan
trong 1&én trude (tidu dé€), sau dé mdi dién gidi. Ban khong phai 1
nha vin vi€t truyén ma phdi gidu k€t cuc phia dudi. Ngudi doc sé
khong cé thdi gian d€ tim k&t cuc cliia cdu chuyén. Thi du mét
thong cdo bdo chi ¢é tiéu dé nhu sauw: “Colgate gidi thiéu chuong
trinh chdm séc¢ ring miéng céng ddng vdi ngin sdch 2 ti”. Con s8
2 ti s& rdt thuy&t phyc. Sau d6 ban méi néi d&n 2 ff ding vao viéc
gi, 3 ddu, cho ai, khi ndo. Ngoai ra ban c6 thé cung cip thém mot
s& théng tin lién quan nhu doanh nghiép di chudn bi cho hoat dong
ndy nhu thé ndo. bao nhidu ngudi dude hudng 1gi, v.v... N&u ban
tham lam néi qua nhiéu vé sdn pham thi s& 1am lodng thong diép
“trdch nhiém xd h6i” ma ban cin chuyén 1ii.



4.1.3

Lo thé ndo d€ 1de ding dén nhan thiee ciw cdng chiing ?

Moi tham du sy kién

Trong nhidu trudng hdp, théng tin khéng di 18n d€ hop bdo thi
ban ¢6é th€ mdi bdo chi tham du su kién ma ban 18 chic. C6 thé
1a 1€ gidi thiéu sin phim mdi (cho dai 1y, I& chitng nhan ching
chi ISO, v.v.). hay cudc hop mat khdch hang, v.v... Tit nhién trong
trudng hdp nay sé khéng c¢é chudng trinh hdi d4p dinh riéng cho
bdo chi, nhung ban nén chuén bi tai liu riéng (c6 thé 12 thong
cdo bdo chi) cho cdc phéng vién.

Tuy nhién, n€u nhitng vin dé chuyén tdi trong budi 1& hoidc cubdc
hop md mang tinh chit “nhay cdm” thi (5t nhit 13 ban khdng nén
mdi phéng vién tham dy. Thi du nhw cuée hop mit véi khidch hang
dé cdp dén chinh sich bin hang mdi nhu phudng thic thanh todn,
chiét khdu, dit hang, v.v... Trong nhitng budi nhu th€ nay, dai ly
thudng ¢6 nhitng phan hdi, chi trich, khi€u nai v.v... Vi dudng nhién
la cong ching khéng nén biét nhitng diéu nay.

Cdc nguyén tac khi lam viée véi bdo chi

M5t s8 doanh nghiép cdm thiy sg khi dugc bdo chi ti€p cin, khong
bi€t gidi bdo chi s& “moi méc” diéu gi & doanh nghiép. Mdt s8 khic
dd chd dong ti€p cin bdo chi nhung lai khéng tao dugc 1ong tin cho
gidi bdo chi. BE xdy dung dugc msi quan hé t6t dep giita doanh
nghiép cta ban vdi giéi bdo chi, ban nén:

Trung thyc: B6 13 diéu kién tién quy&t khi xiy dung mé&i quan hé
ldu dai v&i bdo chi.

Thing thin: Dirng néi vong vo ma hiy thing thin ti¥ chdi nhing
théng tin mi doanh nghiép khdng thé cung ¢dp, ching han nhu
“Chinh sdch cia cong ty ching i khdng cho phép ti€t 16 doanh
s6 vd ngdn sdch (i€p thi” Tuy nhién, khi khong thé truc tiép trd
131 thi ban ¢6 thé lam ho hai ldng v4&i nhitng cAu dai loai nhu: “Hién
nay chiing t6i chua ¢é con sd cu thé vé ngin sdch danh cho chién
dich ti€p thi ndy, bac gdm quing cdo trén TV, bdo, thi chao hing,
khuyén mii, qua ting, v.v... Th& nhung tdi ¢6 thé néi ngan sdch
lAn nay Idn nhat tir trude dé€n nay™.

Thong tin phdi duge vi€'t ra khi truyén dat cho bdo chi, han ché
t61 da viéc cung cdp théng tin qua dién thoai. Pidu nay giup doanh

4]




Lam thé nao dé 1dc dong dén nhdn thite ciia ¢ong ching?

nghiép tranh dudc sy sai 1éch théng tin. Néu khéng, trong nhiéu
trudng hgp ban sé khé ludng dudc hdu qud xdy ra.

Hiy c6 thuyét phuc phéng vién bing chdt lugng théng tin ma
doanh nghiép cung cip hoic ¥ tudng bai vi€t hon 1a dya vao mdi
quan hé. Quan hé 8t chi 1a budc khdi dau. Phéng vién ciing cin c6
thong tin hdp din, mdt bai viét hay cho ddc gid cla ho.

Kénh thong tin tié’p theo 13 t8 chitc su kién.

4.2 Su kign

42

So véi cac kénh théng tin khdc, su kién hién dang dudc khai thdc
nhiéu nhit & Viét Nam, bdi vi né giip cho doanh nghiép ti€p cidn
va tdc dong truc ti€p d6i tugng nhim dé&n. Tuy nhién sy kién chi
gitip doanh nghiép ti€p cin tdi mot s& lugng cdng ching rit han
ch&, cho nén xét vé hiéu qui chi phi thi sy kién t6n kém hdn so
vdi cdc kénh théng tin khdc.

Su kién ¢6 thé la:

Héi thdo;

L& gidi thiéu sin phim mdi;

L& khai trudng, dong thd;

L& ky niém thanh 1ip cong ty;
Chuong trinh tham quan nha may;
Chuong trinh ca nhac tai trg;
Chuong trinh thé thao tai trg;
V.v...

Thuc hanh 17 5 phit &

Gid st dbanl}_ nghiép clia ban du dinh gidi thi€u sdn phim bot
gidt mdi c6 tinh nang tdy sach hon cdc loai bot gidt thong thudng
trén thi trudng. Ngodi viéc quing cdo trén truyén hinh va bdo
chi, doanh nghi€p ciia ban con muén 6 chifc sy kién gidi thi¢u
loai bot gidt mdi nay. Ban dugc giao trdch nhi€ém tim ra y tudng

18 chitc su kién nay sao cho gdy &n twgng d8i véi ngudi tiéu dang



Lam thé nao dé tdc dong dén nhdn thite ciia cong chiing?

vé loai sin phim nay. Ban hay suy ngh trong 5 phit va dita b ¢ g
Cﬁaban. : :?'""'.’ i ' i SEREEL s

C6 thé ban dua ra nhilng ¥ tudng rit sdng tao ma tir trudc d€n nay
chua c¢6 mdt cong ty nao 4p dung. Nhung vé nguyén tic, y tudng
clia ban phdi ddp wng dugc ba yéu ciu sau:

m D& t8 chitc mot sv kién, thi truéc hét ban can phdi xdc dinh dugc
chi dé cta sy kién. P& thu hit dudc sy quan tim cla cong chiing,
chii dé sv kién phdi mang tinh doéc ddo va khdc véi chi dé cida
céc sy kién di duge t8 chitc. Ban ciing nén trdnh 14y tén chi dé
su kién mot cdch chung chung va don diéu. Néu doanh nghiép 16
chitc su kién d€ gidi thiéu sén phdm bot gidt mdi, ma ban 14y tén
cho chii d& sy kién 12 “1& ra mit sdn phim bot gidt méi chat lugng
cao” thi ¢6 thé ching ai quan tdim dén sy kién clia doanh nghiép
ci. Nhung néu ban 14y tén chi dé 1a “giT lai mau tring tudi hoc
trd” thi ¢6 thé thu hit dudc sy quan tAm cia moi ngudi.

= Sau khi xdc dinh dudc chi d&, ban hiy suy nghi cdch thife td chic
sy kién nhu th& nao d& 1am ndi bat chi dé. Vin v6i vi du trén,
n€u ban t8 chitc mot budi trung bay va thuyét trinh vé nhitng tinh
ning ciia sin phim bdt gidt mai thi khé thuy€t phuc nhifng ngudi
tham gia tin vio nhitng 18i ban n6i. Nhung né€u ban t chic mot
hoat dong ti¥ thién quyén gép cdc bd quin do hoc sinh cd, giat
sach va phin phdt cho cdc em hoc sinh & nhitng ving kh6 khin
thi sé thu hit dudc nhiéu ngudi tham gia.

m Cudi ciing 1a ban cin phai gén hoat djng sy kién véi hinh Anh cia
doanh nghiép hay san phdm ciia ban. Ban t6 chic mot ngdy hoi
quyén gép quin 4o cil va cung cdp sin phim bot gidt mdi dé giat
sach cic bd quan 40 hoc sinh ci, sao cho thét tring sach va thom
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tho nhu méi kbi ching dudc chuyén tdi tay cdc em hoc sinh. Nhu
vy, moi ngudi s& c6 &n wiong ring sdn phim bodt giit mdéi clia doanh
nghiép ¢6 the lim cho cdc bd quin 40 ¢l trd nén sach va mdi.

D& & chic moL sy Kién ¢6 hiéu qud. ban nén chd y:

m Sy kién khong phdi don thuin gap mat, dn udng, gidi tri. COt 15i
cua sy kién Ja truyén dat théng tin. Ban phdi 1am sao dé khi k&t
thic sy kKién ngudi tham dy cdn nhd t6i thong diép ma ban muén
chuyén tdi. Thi du nhu trong sy kién gidi thiéu mdy giit idng ngang
Intellowasher cda LG, di 18 chic nhu thé nio nhung cudi cing
LG phdi !4m khdch mdi nhd d&n “siéu bén, siéu ém”, thé hién
tinh vu viét cda loai mdy nay.

= MG6i mot sy kién can phdi c¢6 théng diép cy thé. Cang nhidu thong
diép thi thong tin s& cing dan trdi va thi€u tinh thuyét phuc. Thi
du théng diép clia budi gidi thiéu bin ciu mdi American Standard
12 “cao hon, tcdng hon, thodi mdi hon” thi toan b hoat déng cda
budi gidi thiéu phdi tdp trung chdng minh 3 diém ds.

= Mubn théng diép dudc nhg thi ban phii nhdc di nhic lai théng digp
d6 mdt cdch nhit quén  ddu dén cudi. Thong diép c6 thé duge
thé hién qua hinh 4nh, phéng sin khiu, bing rén treo, qua ting,
sin phim trung bay, thim chi 13 nhitng i€t muc gidi trf nhu maa, do
thudt, trd chei, v.v. . Thong diép ciing cd thé dudc thé hién qua 13
nhu t&n goi sy kién, bai phdt bi€u, bai thuy&t trinh, tai liéu, v.v...

® S0 vdi cdc hoat dong quan hé céng ching khdc, wu thé 1dn nhit
cla su kign 1a né cho phép ban minh hea tryc ti&p théng diép ma
ban mudn chuyén tdi t8i d6i tugng. Cho nén 8 chic sy kién s&
khéng ¢6 hi¢u quid n€u ban chi don thudn ndi ring doanh nghiép
cia ban bdo v& mdi trudng hay cii tién ky thudt. D€ khai thic (5
da hi€u qud cla sy kién, ban cdn phdi thé hién nhiing théng diép
dé mgt cdich cy thé, ching han nhy 161 cudn moi ngudi tham gia
vao cdc tro chdi bio vé mdi trudng hodc khdm phd nhitng cii tién
ky thudt. C6 nhu viy, ho mdt tin v ghi nhd théng diép cia ban.

Kénh théng tin thi ba 13 tai liéu quan hé céng ching.

4.3 Tai ligu quan hé céng ching

Tai liéu quan hé ¢dng chiing c6 thé 13 tai lidu viét hoidc tai liéu
hinh dnh (phim ty gidi thi¢u). So v4i sy kién, tai lidu quan hé cdng



4.3.1

Lam thé nao dé tac djng dén nhan thite cia céng chiing?

ching sé€ gitip ban gidi thich cin ké va chinh xdc hon ndi dung
cin chuyén tdi va ddi tugng c6 thé tham khio & moi lic moi noi.

Ban tin céng ty

Trudc ddy bdn tin thudng chi duge luvu hanh ndi bd trong doanh
nghiép nhim tao ra mét kénh thong tin chinh thic tir ban giam ddc
dén nhdn vién, giip moi ngudi bi€t hudng phat tri€n ciia doanh
nghiép, tao sy hi€u biét gita cdc thinh vién trong doanh nghiép
diac biét la & nhiing doanh nghiép c6 nhiéu nhin vién v4i nhiéu
chi nhdnh hay vin phong & nhiéu ndi.

Ngay nay, bdn tin khéng chi dugc st dung & pham vi néi bd, ma
con dude st dung nhu mot cong cu hd trg cho hoat dong market-
ing cda doanh nghiép. Ban tin c¢6 thé diung dé€ truyén dat thong tin
v4i cdc d6i tugng cong ching bén ngoai nhu khdch hing (céng
ty), dai 1y, cdc chuyén gia trong nganh va cdc ddi tdc khdc cla
doanh nghiép. N6i dung bao gém nhitng thinh céng clia cong ty
(thing thiu nhitng dv 4n ndo, dugc chon tham gia thuc hién céng
trinh ndo...), lip dit ddy chuyén mdi, két qud chuong trinh khuyén
mai, cdc hoat dong ti€p thi vira qua, dao tao nhian vién, v.v... Ban
c6 thé thiy bin tin cia cbéng ty Vilube thudng dudc dinh kém vdi
Thoi bdo Kinh t&€ Sai Gon 1a mdt vi du cho viéc st dung ban tin
cong ty nhu mot céng cu marketing.

Thuc hanh 18 3 phut &

Trong thdi dai thong tin bung nd nhu hién nay, hang ngay ban c¢6 thé
nhén dugc ban tin cong ty cla rit nhiéu doanh nghiép. Ban khong c6
dd thai gian d€ doc hét cdc ban tin cho nén ban sé& Iwa chon mot s6
bin tin d€ doc. Theo ban, mdt ban tin nhu thé nao thi s& thu hidt dugc
SU quan tdm ciia ban?
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Lam thé nao dé€ tdc déng dén nhdn thite ciia céng chiing?

Trudce hét, d€ thu hiit dude su quan tim cia ngudi doc, ban tin
khong nén dai qua. Ban nén nhd rang ban tin chi nhim muc dich
cidp nhdp thong tin vé doanh nghiép, chit khong phdi 13 mot cudn
truyén hodc mot cudn sdch gido khoa. Ban tin phdi dudc trinh bay
mot cdch hdp ddn (mau sic, phong chit, bd cuc) dé “bit mAt” ngudi
doc vé hinh thitc. Tuy nhién diéu quan trong nha't 12 ndi dung cia
bdn tin. Liéu ndi dung clia ban tin c6 lién quan vd mang lai Idi ich
gi cho ngudi doc hay khong? Cdc d6i tugng khdc ngoai khdach hiang
s& khong hé quan tim dén ban tin cda doanh nghiép né€u ndi dung
clia bdn tin chi tip trung vio viéc gidi thiéu cdc dic tinh clia sin
phim mdi. P& trinh diéu nay, ban phii nfm 1o ai sé 12 d6i tugng
ma bdn tin cia doanh nghiép nhim téi.

C6 nhiéu ngudi cho ring khé khin 16n nhit 12 1am thé nio dé tim
ra ndi dung cho bdn tin. Nhi€u khi. bdn tin céng ty khéng dugc
phdt hanh ding thdi gian du kién bdi vi ngudi ta ching tim thay
diéu gi ddng d€ ding 1én bdn tin! That ra, n€u ban chiu khé quan
sdt va d€ y thi ban sé tim thd'y rdt nhiéu chuyén ding néi.

Thuc hanh 19 5 phit 3

~ Gia sif cong ty cia ban sdp phdt hanh bin tin cong ty Ban hiy danh
5 phiit d€ suy nghi xem: gin ddy trong bo phan hay trong doanh
- nghiép clia ban ¢6 diéu gi ¢6 th€ ding 1én ban tin khong?

N&u ban danh chit thdi gian dé quan s4t, ban s& nhin thy cé rit
nhiéu chuyén dd va dang x3y ra trong doanh nghiép cla ban déng
d€ néi. Ching han nbhu cdc ciu chuyén vé:

7 7 . - d - . L
Sdn phdm: doanh nghiép vita ché tao ra sdn phAim mdi, cdi tién
2 A -~ x -~ .
san pham cii, duva ra mau ma mdi, v.v...

® Tinh hinh céng ty: doanh nghiép mdi sdt nhip hodc mua lai céng
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ty khdc, hay md réng chi nhdnh, v.v...



4.3.2

Lam thé néo dé tie dong d6n nhdn thic ciia cdng ching?

Céc sy kién: doanh nghiép & chite cdc sy kién nhu tham gia hoi
chg trién lim, t8 chite hdi nghi khdch hang, hop bdo, v.v...

Hoat déng nghién citu va phdt tri€n: doanh nghiép 4p dung cong
nghé mdéi, cai ti&n k¥ thuit sdn xuit, cdc phat minh sdng ché, v.v...

Khdch hang: doanh nghiép thuc hién cdc hoat ddng nghién citu
thi trudng, kinh nghiém ciia khdch hing trong viéc st dung cic
sin phim cda doanh nghiép. v.v...

Nhin sy: doanh nghiép thay ddi cd cdu nhin sy, thing chic, tuyén
dung, khen thuéng, v.v...

Kiém sodt chat lugng: cdc phudng phdp Kiém sodt chat lugng ma
doanh nghiép dang ap dung, cdc sdng ki€n cdi tién chit lugng, céc
ching nhin chit lugng, v.v...

Cdc hoat ddng xa hoi: doanh nghiép di tham gia cdc hoat d6ng
pdy qui, cdc chudng trinh hoc bdng, cdc chudng trinh bio vé méi
rudng, cidc chuong trinh baoc t6n thién nhién hodc di sdn vin héa,
V.V

Vov...

Nhy vay c6 rit nhiéu chuyén dé ban c6 thé néi trong bdn tin cong
ty. Bidu quan trong 13 ban ¢6 d€ tim quan sit va nhanh nhay nim
bdt chiing hay khdng.

Brochure/to roi

Brochure vi tJ 1di ciing déu 12 nhirng t3i liéu néi vé mdt van dé
nio dé nhu vé doanh nghiép (thanh 1p, t6n chi hoat d&ng, hoat
d6ng kinh doanh, nguén lye, thinh cdng...), sdn phdm (gidi thidu
san phim mdi, tinh ning vi hudng din cdch st dung sin phdm)
hay cdc hoat ddng xa héi {cdc chuong trinh xd hdi doanh nghiép
dang thuc hién). Brochure thudng duge déng thinh cudn, chifa
dude nhiéu théng tin, cdn tJ rdi thi thudng 14 nhiing 3 riéng 18
cung cip thong tin v& mdt hodc hai vin dé.

Brochure hodc ¥ rdi ¢6 thé dude glfi kém véi thdng cdo bdo chi hodc
phan phit cho cdc dO1 wong tham gia hop bdo hodce su kién nhu nhitng
tai lidu tham khdo d€ giip ho hi€u r6 hon vé doanh nghiép.
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Lérn thé néer J€ ti e diing dén whéa thiie ciia ciong ching?
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Muén tdc ddng ¢S hidu qud dén ngudi doc thi nhitng tai liéu nay
phdi cé mdt thdng diép rd ring. Quan trong hon, chiing phai dugc
thi€t k€ moét cdch sdng tao. L3i viét (tiéu dé) phdi thé hién khic
biét vdi nhing tii lidu cla cde cdng ty khdc. Hiy tudng twgng 13
mbi ngdy ban nhin dugc rit nhiéu brochure/td rdi clia cdc cdng ty
khéc glti d&én. Néu ching dugc thiél ké thi€u sing tao (nham chdn),
va in 4n cfu tha thi chfc chin ban s& cho ching vio sot rdc!

Phim t gidi thigu

L&i ndi khé mi dién td trung thuc va sinh déng nhu hinh dnh. Hon
na khéng phdi lic ndo ban cling ¢é cd hdi cho d6i tugng cong
ching nhin thi'y tin mdt sdn pham, hoic d€n thim nha mdy, o sd
sdn xuit cia doanh aghiép. Lic d6 mét phim 1y gidi thigu 12 mot
cong cyu quan hé cdng ching hitu hiéu dugc s dung trong nhiing
s kién hoi nghi khdch hing, gidi thi¢u sdn phaim mdi, budi dao

tao, hudn luyén v.v... nhim ting tinh thuyét phuc di d61 wdng
c6ng ching ctia doanh nghiép.

D& phim tu gidi thiéu hip din ngudi xem, diu diu tién 13 né phdi
ngdn, trung binh tir 5-7 phat. Phim cang dai thi s& cang chan. So véi
cde tdi liéu quan hé coéng ching khdc, th€ manh cda phim 13 hinh
dnh chit khong phai 1a 18t binh nén ban phai chd y khai thdc hiéu
qud chuyén tdi théng diép qua hinh dnh. Ngoai ra ndi dung phim
phai tip trung vio nhifng vin dé& cy thé. Tham lam dua nhiéu théng
tin vao s& lam phim thi€u tip trung. Thi du phim néi vé dng dung
cong nghé mdi vao xdy dyng nhung ban lai c& dwa nhiu hinh dnh
vé cOng ty, cdc hoat dong kinh doanh khic, cdc hoat dong tif thién.
Cudi cing ngudi xem khdng bi€t 12 ban mudn néi vé cdi gi.

LAm mét bd phim c6 nhiéu ¢dng doan, bit ddu tr vi€t kich ban,
quay phim va dé€n khiu hju k¥ (dung phim, 10ng ti€ng, 16ng nhac,
v.v...). Do viy ban nén tim hd tr¢ (i cdc cdng ty dich vu chuyén
nghiép dé phim ty gidi thidu hdp ddn ngudi xem.

Hoat dong quan hé c6éng chiing cudi cing 1 sy chuyén fdi théng
diép 161 céng ching théng qua kénh giao tiép cd nhin cia ngudi
chi hodc ngudi qudn Iy doanh nghiép.



Lém thé néve dé tde dine d6n nhan thite ciia odine chiing?

4.4 Giao tiép cd nhdn

4.4.1

La moOt ngudi chu hoic mét ngudi quan ly doanh nghiép, ban sé&
¢6 nhiCu ¢d hdi cd nhan dé ruyén 14i thdng diép cda doanh nghiép
mdt cdch ¢6 hiéu qud. D6 c6 thé 12 nhitng 1an ban trd 13i phdng
viAn trong cdc cudc hop bdo hay tai hdi chg, phdt bidu traong cic
cudc hdi thdo chuyén dé, hay ndi chuyén véi cdc sinh vién sip
tot nghiép trong budi giac luu giifa sinh vién va doanh nghiép. v.v. .

So v8i cdc kénh thdng tin, kénh giao ti€p cd nhin s& gilip ban 11&p
xdc trire G€p va gin gili v&i cdng ching. Ban c¢6 th gidi thich va
trd 13i nhitng m&i quan tim cda ho. Tuy nhién, n€u ban mudn gidi
thi¢u doanh nghiép hodc sdn phim 18i dong ddo ngudi tiéu ding
thi cdc hoat dong giao ti€p cd nhAn khé giip ban dat dude didu nay.

Trd 19i phdng van cua gidi bdo chi

Phdng vin thudng dude thue hién nhin mdt sy kién nio dé. D6
c6 th€ 13 dip ky niém 10 nam ngay thanh l1ap doanh nghiép. hoac
lién quan d&€n mat vin dé ndi cOm nhu “vu kién cd basa” ma doanh
nghiép cia ban dang xui1l khiu mat hang niy sang thi truding My,
hodc viée cong nhian dinh ¢ong, hay don gian chi [A “Pau nim xéng
dd't doanh nghiép”, v.v...

Nhu vay sé ¢6 rit nhiéu co héi dé€ ban duge phdng van bdi gidi
bdo chi. VA chdc ban ciing hifu ring nhitng gl ban néi vdi gidi
bdo chi s& duge dua 1én bdo hodc truyén hinh. Céng chiing s& doc
hoic xem va ho ¢d thé c6 nhifng 13i khen hodc ché doanh nghiép
cia ban. Chinh vi vy ban can phdi cé nhiing k¥ ning giao tiép
t6t cling vdi sy chuin bi k§ ludng cho cude phdng van.

Ong Nam, gidm déc cong ty nhya Tan Tign vira budc ra khai clia phong hop
sau gan 1 tiéng dong hé trd 13i phdng van clia phong vién tif 13 bao Viét Tin.
Ong Nam cam thdy khdng vui bdi vi dudng nhu anh phdng vién khéng nhiét
tinh guan tdm d&n nhitng tai lidu va 13i gidi thidu clia dng Nam v& cdng ty Tan
Tién. Ong da danh mot ngay dé chudn bi nhiing tai ligu nay. Anh ta chi hdi
x0dy 6ng vao nhiing van dé cé lién quan dén lao dong & doanh nghiép, ching
han nhu ché dd am viée, quan hé gilta cdp quan Iy va nhan vién, v.v.. Dic
biét, anh ta ct hoi di hai lai dng vé vy dinh cdng clia cong nhédn xay ra céch
day 2 tudn. Ong Nam cam thay chan nan nén 6ng chi tra I5i mdt cach 4m v
cho qua chuyén.
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Lam thé nao dé 1ic déng dén nhdn thicc ciia cing ching ?
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Thuc hanh 20 3 phit &

Theo ban, nhitng nguyén nhan nao khién cho cudc phdng vin trén
dién ra khong thanh cong? '

Ban c6 th€ nhdn thdy ring trudc hét 6ng Nam khéng nim dugc
muc dich ctia cuéc phéng van. Ong Nam da kh6éng thim do trudc
xem ngudi phéng vién cin tim hi€u diéu gi. Do viy nhitng gi ma
6ng Nam chudn bi déu khong ding véi ndi dung clia cudc phéng
vdn. Hon nita, khi bi hdi vé nhitng diéu nim ngoai su chuin bi
(vin dé lao dong), 6ng Nam di bdi r6i va trd 18i mot cach qua loa
cho xong chuyén.

Do viy, d€ trd 13i phdng vAn mot cdch c6 hiéu qua ban nén luu y
cdc di€u sau day.

m Chudn bi phdng vin:

= Tim hi€u clu héi: T6t nhit 12 ban nén yéu ciu phéng vién cho
bi€t nhitng cidu héi d€ ban chuin bi trudc ciu trd 18i. Trong mot
s6 trudng hgp c6 thé phéng vién chi cin cdu trd 18i ma khong
cin gidp mit ban. N&u phéng vién khong mudn cho ban ciu héi
trudc, ban cling nén hdi rd ndi dung budi phdng van xoay quanh
van dé gi, nhin sy kién gi, dudc ding & trang nio cla bio. Khi
d6 ban ciing ¢6 thé dodn biét nhitng cAu hdi sé hudng vé nhiing
van dé gi d€ chuin bi.

« Chuén bi thong tin thém: Ban c6 th€ chuin bi théng tin thém
lién quan. Ching han doanh nghiép dudc thanh lip khi nao, cé
bao nhiéu bd phan phdong ban, quy md sdn xuat, s6 lugng nhén



Lam the nio dé tdc ddng dén nhdn thitc cia cong ching?

vién, nhém sin phim, ty 1& ting trudng hang nim, v.v... Ban c6
thé gifi kém véi 13 rdi hodc brochure gidi thidéu cong ty hodc sdn
phim (néu lién quan).

Chudn bi hinh dnh: N&u 14 phdng v&n thi dnh chup thudng |12
ngudi duge phdng vAn. Néu ta bai phdng vin quan trong thi bdo
s& ¢ ngudi d&€n chup dnh. N€u khéng thi phdéng vién ciing cé
thé diing dnh ban cung cdp. Ban nén cung cip vai bic dnh cho
ho lura chon. C6 thé 13 bifc Anh ban diing canh logo clia cong ty
hodc ding sau diy chuyén san xuit (thy vio thdng di¢p ma ban
mudn ndi). Anh phai theo kiéu bao chi (nghia 13 phai “that” va
mang tinh théng tin), ch khdng phdi 14 anh chup trong studio
duge “tit” mdt cdch cin than.

Chgn noi phong vin: Nén b8 tri phdng vin & ndi trdnh sy di lai
cla ngudi khdc 1am mat tadp trung. Néu phdng van cho chudng
trinh TV thi ¢6 th€ chon dia di€m ghi hinh ngay tai “hién trudng”
nhu ddng rudng, cong truding, nhi mdy, hdéi chd, hdi thdo, v.v...

m Trong qud trinh phéng vin:

S dung mdy ghi Am: Mét s6 phéng vién chuin bi mdy ghi dm.
Con phin 16n thi khong. Nén ban phdi trd 131 hét sitc rd rang vi
diy 1a “bing ching” dudc st dung khi ban khidu nai thdng tin sai.
Di thiang vao cdu héi, thdng diép mi ban mudn chuyén tai.

C& gdng nhic di nhic lai théng diép ban mudn néi. Khi dé ban
s& phin nao “l4i” dudc ngudi phdng vdn.

w XU ly nhitng cdu héi “héc bia™

Nhifng ciu hdi ndy thuding 1ién quan dén cdc cude khing hodng.
Céc cin hdi s& xoay quanh vAn dé quyén Igi cila ngudi bi thiét hai
nhu dén bit ciia doanh nghiép d&i v&i cong nhin bi tai nan, xu iy
clia doanh nghiép ddi vdi ngudi cé “nip tring thudng” mi do in
nhim, ngudi tiéu diing mua hang bi 18i, v.v...

T6t nhat 1a ban phii nghi 61 1At cd nhitng cAu hdi ma phdng vién
¢6 thé héi. Vi chuén bi théng tin chi tiét dé€ trd 13i cho ting ciu.
S dung nhitng tit “nhe ” d& diu bst vin dé nhay cdm, Thi du
nhu thay vi néi “sdn phim héng” thi n6i “sdn phadm cé 16i”, hoic
thay vi néi “sa thdi” nén néi “tdi ciu tric”.
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Lém thé ndo dé wic ding dén nhdn tute cita cong ching?

« Néu nhitng khd khiin, riii ro ngoai mong muodn. Thi du khi dudc
héi cong ty s€ 1am gi vdi nhitng céng nhdn bj tai nan lao ddng, ban
¢6 thé bit ddu Sy viée dang ti€c x4y ra ngodi mong mudn cia
ching t8i, v.v..."

s Ludn bay té théng cam vdi ngudi bi thiét hai va thién chi cia
doanh nghiép ludn vi 1di ich cia ho: “Lgi ich cong nhin vi gia
dinh ho 13 diéu ching toi dit 1&n hang ddu. Chung 161 s& 1am hét
sifc minh dé gidm thiéu t8i da thiét hai cho ho”.

» Ludn dé cip dén nhuag diéu tét, trude khi ndi di€u “khéng
vui” va k&t lai bing 4iéu “vui”, nhung cling dimg qud 1dng
vong, Thi du: “Mdic db chiing 161 ludn dd1 191 ich cia nhidn vién
1&n hang ddu nhung chiing t6i budc phii tdi cdu tric lai d€ ¢6
th€ tn tai. Ching t6i cam k&t thyc hién day di cdc quy dinh
lién quan d&n luit lao déng. Thim chi ching téi dang lién hé
v3i mot s6 ddi tdc d€ ¢d thé ti€p nhdn nhing nhin vién ndy”.

= Cho thiy ban ciing bi thiét hai ¢ tim ki&€m sy théng cam: “Ching
t61 khéng con chon fa ndo khdc 1a dé md't mot s& nhan vién rit cd
kinh nghiém, dugc dao tao bai bin nay. Piy 1a mdt tdn thit 16n ddi
vdi cong ty bdi 1& ching 18i dd diu tu cho ho rat nhidu.” Ciu trd 13
niy tao théng cdm tf phia ngudi phdng vin vi doanh nghiép cla
ban ciing phdi chiu thiét hai.

4.4.2 Phat bigu trude cong ching

Nhitng bii phat bi€u cia ban trong cudc hgi thio chuyén dé, hoi
nghi khich hiang, khai trudng mdt chi nhdnh hodc gian hing cia
doanh nghiép, giao luu gia doanh nghiép vd cdng chung, v.v...
chinh 13 nhiing c¢d hdi d€ ban truyén tii hinh dnh cda doanh nghiép
hodc sdn phdm tdi d6i wgng cong ching. N&€u nhy bai phdt biéu
vad cdch thitc thé hién ctiia ban thu hit dwge cong chiing, ban sé
lam cho céng chiing tin nhiém ban. VA diu ndy c6é nghia 1a ban
di tao dugc mdt hinh dnh cé uy tin cho doanh nghiép ctia ban dai
vdi cdng ching.



Laim thé nao d€ tde dong dén nhin thite clia cong ching ?

» Tim ki€m cdc cd hji phat bi€u trude cong ching

Ngoai cdc cude héi thdo, héi nghi hodce sy kién do chinh doanh
nghiép cia ban t& chife hodc 1ai trg, ban nén tim ki€m cdc cd hoi
khic d€ phdt biu trude cong ching, Ban can phai ludn nghe ngdng
xem nhitng sy kién ndo c¢d Jién quan dé€n linh vuc hoat ddng cia
doanh nghiép sé dude 8 chiic trong tuin tdi hoic thing tdi dé€ tim
cd hdi tham gia va phdt biu. PS cé thé 14 mdt cude tri€n 1am,
mot cudc hdi thio, mét ngdy hdi viée lam, v.v...

m Chufn bi bai phat bi€u

Ti't nhién, muc tiéu phdt bi€u trudc cong ching cda ban 13 1im
cho ho hi€u vé doanh nghiép va sin phim clia ban va cudi cing
14 ho mua sdn phadm cda doanh nghiép, chid khéng phdi 13 ban
mudn thuyét gido ngudi nghe hodc ban mudn trd thinh mdt ngudi
thuy&t trinh chuyén nghiép. Do vy, ban hay lya chon chi dé phdt
bi€u c6 lién quan d&n doanh nghiép va sdn phdm ciia ban nhung
phii khéo 1éo d€ thu hit dude sy quan tdm cla cdng ching. Vi
du nhv doanh nghiép ban sin xudt hé théng bdo chdy v dong,
ban nén dat tén chd d& 1a “lam thé ndo dé phdt hién chdy sdm”
thi sé& hdp didn hon )3 “gidi thiéu thiél bl bdo chdy”.

Ngudi nghe chi thuc sy quan tim dé&n bii phdt biéu cia ban néu
ho tim thiy nhitng diéu b8 ich cho chinh ho. Cho nén ban cin phdi
tim hi€u ngudi nghe clia ban 14 ai vd ho dang mong mudn hay quan
tim d&n diéu gi. Ban cang hi€u ho bao nhiéu thi ndi dung phat
bi€u clda ban s& cang thu hit dugc he.

= Trong lic phéit biéu

Ban c6 ndi dung phat biéu rit hay nhung néu cich thiic phdt biéu
clia ban budn chdn va & nhat thi cudi ciing ngudi nghe ciing ching
bi&t 13 ban néi vé diéu gi. Ho khéng mudn nghe ban thuyét gido
hodc ké 1€ dai dong mi ho mudn duge néi chuyén trong mot biu
khong khi vui vé va thodi mdi. VAy thi khi phdt bi€u ban phdi lam
cho ho cdm thiy thodi mai bing nhitng 131 ndi va cd chi thin thién
va thinh thodng xen cdc ciu chuyén hii hude vao ndi dung phat
bi€u ctia ban. Ban ¢6 thé 16i cudn sy tham gia cia ho bang cdch
dat ra cdc ciu hoi,

A
-
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Thuc hanh 21 3 phit 8

Anh Hoang, gidm ddc cong ty ché bién thuc phdm B Dubng vira két thic bai
phat biéu trong hi nghj khéch hang do cong ty t§ chifc. Anh cim thay hai
long vi da lam cho khdng khi clia phdng hdi nghj vui vé hin 18n nhds cach néi,
cif chi va nhiing cau chuyén hai hudc clia anh. Tuy nhién, trong gids nghl giai
lao anh tinh ¢g nghe thdy cau chuyén giiila hai khach hang nhy sau:

“Chi thdy 6ng gidm ddc cong ty phat biéu hay khong? Toi thdy nhiing cau
chuyén va cich néi clia 6ng dy 1am cho moi ngudi déu vui v&.”

“U, dng 4y hai hudc that ddy. Nhung diéu t6i quan tdm 1a sdp tdi cong ty c6
san phdm gi méi khong, chinh sach gia va bén hang nhu thé nao, thi lai
ching thdy 6ng 4y dé cap dén.”

Theo ban, bai phdt bi€u cia anh Hoang ¢6 thyc sy thanh cong khong?
Tai sao?

RG rang anh Hoang da khéng ddp @ng dugc mong mudn cla ngudi
nghe. mac du cdch thifc anh phdt bi€u rdt hai hudc va thu hidt dudc
su chd y cia ho. Cdc khdch hang mong muén anh Hoang cho ho
biét vé sin pham méi, chinh sach gid va chinh sich bdn hang cia
cong ty. Nhung ho da khéng nhdn dugc nhitng théng tin nay t
bai phdt bi€u clia anh Hoang. Do vdy, thuc t&€ bai phat bi€u ciia
anh Hodng da khong thanh cong nhu anh nghi.

Mot diéu ban cin lvu ¥ 1a dd cdch thdc phat bi€u clia ban hay va
hdp din d&€n m4y, nhung néu ban khéng truyén tdi dugc nhing
nOi dung ma ngudi nghe quan tdm thi cudi ciing bai phat bi€u cla
ban ciing ching d€ Iam gi!

Duy tri quan hé vdi ngudi nghe

K€t thic bai phdt bi€u ciia ban chua phdi 1a hét. Ban méi chi gay



bé  thuyét
trinh ¢d hiéu
qua ban cé thé
tham khdo
cubn sich Hoi
hop va Thuyét
trinh do Busi-
ness Edge xuit
ban.

Lam thé nao dé tdc déng dén nhdn thitc ciia cong chiing?

dung dugc quan hé véi ho. Ban cdn phdi ti€p tuc duy tri quan
hé vdi ho trong tudng lai. Pdy 1a di€u rdt quan trong. Sau khi
phat bi€u xong, ban cé thé phin phdt cho ho nhitng tai liéu quan
hé cong chiing gidi thiéu vé doanh nghiép clia ban. Va tdt nhit
la ban nén xin m6t danh sach nhiing ngudi da tham gia cung vdi
dia chi lién lac clia ho d€ sau nidy ban c6 thé gii bdn tin cia
doanh nghiép cho ho.

Tim ki€m cac co hdi thuc hién hoat dong quan hé
cdng ching

Ban di hi€u dugc bdn chdt cda ting kénh thong tin d€ tir d6 ban
c6 thé lua chon nhitng hoat dong quan hé cdng ching thich hgp
cho chudng trinh quan hé c6ng chiing cia ban. Tuy nhién, diéu
quan-trong 12 ban sé thuc hién cdc hoat dong d6 vao lic nao thi
c6 hiéu qud nhat. Cdc hoat ddng quan hé cong chiing sé cé sifc
thuy€t phuc hon néu ching dudc thuc hién vao nhitng thdi diém
khi c6ng chiing dang quan tim d&€n vin dé ma cdc hoat dong quan
hé cong ching mudn dé cip. Hay néi cdch khdc 1a ban cin phdi
nhanh chéng nfm bit cdc co hdi thuin 1gi d€ thyc hién cdc hoat
dong quan hé cong ching.

Thuc hanh 22 3 phut X

Gia st doanh nghiép ciia ban ¢6 k& hoach thyc hién cdc hoat dong
quan hé cong chiing huéng tdi khiach hang trong vong 6 thing tdi. Ban
dang phdi xdc dinh xem nén thyc hién cic hoat dong quan h¢ cong
chiing vao thdi di€ém nao thi thich hgp va ¢6 hiéu quéd. T4t nhién, ban
khong thé chon mét ngay bat ki ma cdn phdi tim ki€m cdc cd hoi
thich hgp d€ thyc hién hoat dong quan hé cﬁng chﬁng Ban hay thi
liét ké ba cd hdi c6 thé c6? .
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(6 rdt nhiéu cd hdi & ban lva chon. Ban hiy xem xét cdc co hoi
dudi diy:

Chon mt ngay 1& thich h¢p

Ban nén chen nhitng ngay 1€ ¢6 lién quan dén d6i tugng cong chiing
ma ban muén nhim dé€n. Vi dy nhy néu khich hang cda doanh
nghiép da s 1A nir gidi thi ngay 1& 8-3 va 20-10 1a nhing thdi di€m
thich hdp dé ban 15 chic cdc hoat ddng quan hé cong ching. Hoic
né&u d6i tugng clda doanh nghiép 13 toan thé cdng ching thi ng'ty
qudc khdnh v nim mdi 13 nhitng thdi diém hdp 1y. Ngay qudc 1€
lao dong 1-5 vh ngay 1€ nim mdi 13 nhitng thdi diém (6t d€ ban (5
chifc cdc hoat ddng quan hé ¢dng ching hudng d€n nhin vién,

Gin véi cdc sy kién dang thu hit sy quan tAm cia cing ching

Ban cin phdi am hiéu (inh hinh th&i sy d€ Kip thafi ndm bdt méi quan
1am hién tai cla cdng ching. Chidng han nhu cbng ching dang quan
tim dén vdn dé an toan thye phim vi gan diy xdy ra rit nhidéu vu
ngd ddc thifc in. Py 13 cd hdi 18t d€ ban ti€n hanh cdc hoat déng
quan hé cbng chiing nhdm gidi thiéu thiic phdm ch& bign duge dam
bdo tuyét d6i an toan vé sinh do doanh nghiép clia ban sdn xuit.

Gin vdi cdc hoat dong kinh t&

Hang ngay, ¢ rat nhi¢u hoat ddng kinh t€ xi héi dién ra, ching
han nhu hdi chg tri€n 1d4m, hdi thdo chuyén nganh, v.v... Nhitng
hoat dong nay s€ thudng dugc bio chi dwa tin vd thu hit sy quan
tam cia d6ng ddo cdng ching. Pdy chinh 13 nhitng lic ban thuc
hién cdc hoat dong quan hé céng ching dé tranh thil bio chi dua
tin vé doanh nghiép hojc sin phim cta doanh nghiép.

Gin v6i mdt chudng trinh x3 hoi

Cdc hoat déng xd héi nhu bdo v& méi trudng, giip d8 ngudi nghéo,
hé trg gido duc, bdo tdn di tich vin héa, v.v... thudng duge moi ngudi
quan tim vi ching dem lai 191 ich cho cdng déng. Cong ching sé
¢6 thdi d6 thin thién vdi doanh nghiép ciia ban hon n&u ban 16ng
gheép cdc hoat dong quan hé cobng chiing vao cdc chudng trinh xi
héi, ching han nhu kéu got nhdn vién quyén gdp gitip ngudi ngheo,
trao hoc bdng cho hoc sinh ngheo vudt khé hoic t§ chitc cic budi
giaoc luu vin héa véi cdng ching, v.v...



Lam thé néo d€ tic ding dén nhéin thite ciia cong ohiing ?

» Gi#n v6i nhitng phdt minh, sing ki€n hay xu hudng mdi

Cong ching lubn t& md va mudn tim hi€u nhitng didu mdi. N€u
cdc hoat ddng quan hé céng ching cia doanh nghiép dugce thyc hién
vao ddng thdi diém ma nhitng phat minh, sing ki€n hoic xu hudng
mdi duge duva ra truSe cong chiing thi doanh nghiép sé thu hit dugc
sy quan tdm cda ho. Ching han nhu trong tudn nay, bdo chi ding
tin v& viéc udng mot ly ca phé hang ngiy sé khong giy anh hudng
cho sic khée mid gidp cd thé phong chdng duge nhiéu bénh, ching
han nhu bénh ung thu. Pay chinh 1 thdi di€m thudn 1¢i cho doanh
nghiép ch€ bi€n ca phé thuc hién cic hoat ddng quan hé c¢bng ching
dé thic diy ngudi ticu dung mua cdc sin phidm ca phé ch€ bién.

Nhir viy, ban di tim hi€u xong 4 kénh thong tin va cdc hoat dong
quan hé céng ching chi y&u dang dugc cdc doanh nghiép 4p dung.
Nhung trén thue € d€ thuc sy tic ddng mdt cdch ¢6 hidu qui dén
nhin thic cia cong ching, cdc chudng trinh quan hé cong chiing
thudng si dung nhiéu kénh vi k€t hdp cic hoat déng quan hé
céng ching v6i nhau dé€ khai thdc wu th€ cla tirng kénh va tirng
hoat dong. Phin ti€p theo s& gitip ban suy nghi cich thire k&t hap
cdc hoat ddng quan hé cdng ching dé€ gidi quy&t mot vin dé cu
th€ cia doanh nghiép. Nhung trudc khi chuyén sang phdn ti€p theo,
ban hily ¢§ ging hodn thanh bai ty ddnh gid cia phin nay.

H3y tu danh gia 2 12 phiit &

Ban hiy dién nhitng théng tin con thidu vio sd dd dvdi diy dé
thé hién quan hé cbng ching 14 mdt qud trinh trac d8i théng tin
hai chiéu.

Doanh nghiép,
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Lim thé néo dé tie ddng dén nhdn thite ciia cing chiing?

2 Theo ban, ditu gi s& x4y ra néu mdt cong ty chi quan tim d&n viéc

cung cdp thdng tin cho ¢dng ching nhung khéng quan 1im hoic
khéng c6 nhitng cdch thie dé ti€p nhin phan hdi tr cong ching?

3 Ban hay lya chon ndi dung & bén phii thé hién tirng budc trong qui
trinh xdy dung va thuc hién mot chuong trinh quan hé cong chiing.

I
Cdc budc Ngi dung

1. P4t muc tiéu a Lén k€& hoach trong dé chi ra ai
s€ 13 ngudi thuc hién, thuc hién
nhu thé€ ndo va thyc hién trong
khodng th&i gian bao lau.

I 2. Xdc dinh d61 wong b So sinh xem nhin thifc cia dai

5 tugng cdng chiing da thay ddi

nhu thé& nao.

3. Xiy dung théng diép ¢ Xdc dinh diéu ma doanh

nghiép muén chuyén tdi tdi déi

tugng cdng chuing.

4. Lya chon hoat déng quan | d Tim hi€u xem ai 1a ngudi ma ,
hé cOng chiing doanh nghiép muén tdc dong

dén nhin thic cda ho.

5. Thuc hién e Xic dinh diéu ma doanh nghiép
mudn thay déi & d6i tugng cong
ching.

6. Pdnh gid két qua f Xdc dinh cdch thitc d€ chuyén

tdi di€u doanh nghiép mudn
néi véi ¢dng chiing mdt cich
c6 hiéu quai.
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4 Ban hdy suy nghi va ddnh gid vu di€m cda tdng loai hoat déng
quan hé céng ching dudi diy bing cdch ddnh ddu vao & thich hop.
1

Uu diém Hop| Théng | Su | Bdnlin | Brochure | Phimty | Phéng | Phat bi€u
bio | cdo hdo| kién | chngty | /13 roi gidithitu| vin trude cdng
chi biochi | ching
Tigpcantngen€p | OO | O3 0o O d O (] O

ddi tugng guan

hé c¢éng ching

Bdp dng dugc | OOy O [} O O O O |

diing mdi guan

1am cliz dt wong

Ti€p cin duge | O | O a O g O 8 O
s0 dong

Chuyéntaithong | (O | O O m| | O O Cl

diép & moi nui,

meilde

Tit kiém chi phi

Ktquacsthé | O O a
dénh gid dusc
ngay

Théng diép 6 | O d 0o O ! O O 0
thé dugce gidi
thich can ké

5 C6 ngudi cho ring “bdo chi 12 kénh thong tin hitu hiéu nhit bdi vi nd
¢6 thé gitip doanh nghiép tiép cin tdi nhidu ngudi & cdc dia di€m khéc
nhau, cho nén khi ¢6 bat ky thdng tin gi mdi, doanh nghiép nén t8
chitc hop b4o”. Ban c¢é ddng ¥ vdi ¥ ki€n nay khéng? Tai sao?



Lam thé ndo d& tdc déng dén nhan thite ciia céng chiing?

6 Cong ty Nét Pep 1a mot cong ty chuyén san xudt vin phong phim
(gidy. but, cap tai liéu, kéo, v.v...). Pdy 12 nim hoat dong thd 10 cia
cong ty. Ban gidm d8c cong ty du dinh s¢ 8 chitc mot sy kién ky
ni¢m 1[0 ndm thanh lip cdng ty nhim quing b4 hinh dnh cla céng
ty t6i khdch hang. Ban hay gidip ban gidm déc cong ty phic thio:

a Chi dé cia su kién

¢ Céch d€ gdn ndi dung sy kién v&i hinh 4nh céng ty hoic sin phim
cta cong ty

Ban ¢6 th€ tham khdo cdu tr3 191 & phin Ddp dn cdc bai ty ddnh
gid & cudi cudn sdch.
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6 Tom tat

m Cong chiing ¢6 th€ ¢6 nhdn thife t6t hodc x&u vé mot doanh
nghiép hoic mdt sin pham nao d6 phu thudc rit nhiéu vao thong B

tin ma ho nhin dugc.

= Quan hé cong chiing 12 qua trinh trao déi thong tin hai chiéu.
Doanh nghiép giti cac thong diép t6i cong chiing. Dua trén nhitng
thong tin nhin dugc, cong chiing s& hiéu doanh nghiép 12 ai, & diu
va dang lam gi cho ho. Tir d6 ho s& quy€t dinh liéu c6 chdp nhin
va ing hd doanh nghiép hay khong.

m Mot chuong trinh quan hé cong chiing dugc xay dung va thuc hién
theo qui trinh bao gdm cdc budc sau:

=« DPitmuctiéu;

= Xdc dinh d6i twgng cong chiing muc tiéu;
= Xay dung thong diép;

= Lua chon kénh thong tin;

s Thuchién;

» Ddnh gid k€t qua.

m Néu xét vé hiéu qua ti€p cin dén s6 dong, phuong tién truyén
thong dai chiing la kénh thong tin ¢6 hiéu qua nhit. Phudng tién
truyén thong bao gdm:

= Hopbido;
» Thong cdo bdo chi;
= Mui tham du su kién;
» Gi tai liéu bédo chi.
» Sy kién 1a kénh thong tin dang dugc 4p dung phd bi€n bdi vi sut

kién gidp cho doanh nghiép ti€p cn va tdc dong tryc ti€p d6i tugng
nhim dén. Su kién c6 thé la:

» Hoi thio;
» L& gidi thiéu sin phdm mdi;
» L& khai truong hay dong thd;

= L& kY niém thanh lap cong ty;
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= Chuong trinh tham quan nha may;
= Chuong trinh ca nhac tai trg;
« Chuong trinh thé thao.

m So vdi cdc kénh thong tin khdc, tai liéu quan hé cong chiing sé

gitdp ban gidi thich cin ké va chinh xdc hon ndi dung chuyén tai,
va cdc doi tugng cong ching c6 thé tham khio & moi lic, moi noi.
Tai liéu quan hé cong chiing bao gom:

= Bdn tin cong ty;

s Brochure/td roi;

= Phim ty gidi thiéu.

Trong cédc kénh thong tin, giao ti€p c4 nhin la co hdi ma ngudi
chii hoic ngudi quin 1y doanh nghiép c6 thé ti€p xiic truc ti€p va
gin giii v4i d6i tugng cong ching d€ tao ra mot hinh 4nh uy tin
cho doanh nghiép. Céc cd hdi giao ti€p cd nhan bao gom:

= Tré 15i phdng vin bdo chi;

= Phit biéu trudc cong ching.

Céc hoat ddng quan hé cdng chiing s& c6 sitc thuy€t phuc hon néu
chiing dugc thye hién vao nhitng thdi di€m khi cong ching dang
quan tim tdi cdc vin dé ma nhitng hoat ddng quan hé cong chiing
mudn dé cap.

Théng thudng dé€ tic dong dén nhin thitc clia cong ching, cic
chuong trinh quan hé céng ching thudng si dung nhiéu kénh
thong tin va két hgp chiing véi nhau d€ khai thic wu thé ciia
tirng loai.



Lant the nao 3¢ tde ddng dén nhin thie cia cdng ching?

7 Suy ngam

Biy gid ban danh 5 phit d€ suy ngdm nhiing vin d€ vira nghién
cifu va nghi xem ban s& 4p dung ching vio thuc t&€ cong viéc cia
ban nhu thé nio? Hiy viét ra nhifng suy nghi cia ban:

Al TSt dd hoc dude...

...................................................... f-"sp dung khi ndo?

A! Tédi da hoc dudc...

...................................................... Ap dung khi nao?
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Phan C |
Ap dung hoat

dong quan hé REETLE

T6i diy, ban da hi€u quan hé coéng chiing
thuc chdt 1a mdt qué trinh trao ddi thong tin
hai chi€u dién ra giita doanh nghiép va ddi
tugng cong chiing: doanh nghiép chuyén ti
thdng diép tdi cong ching qua nhiéu kénh
véi nhi€u hoat déng quan hé cdng chiing
khdc nhau; cng ching ti€p nhdn va c6
nhitng phan hdi (c6 thé 1a 6t hoic x4u) doi
v6i doanh nghiép. Ban ciing di tim hiéu cdc
budc trong qui trinh xay dung va thuc hién

cdng chiing vao
doanh nghiép -

« Ddn nhdp

s Thu hiit va duy tri quan hé

vdi khdch hang

Cdi thién quan hé

vdi nhdn vién

Xay dung quan hé 16t dep
vdi cong dong

Xit Iy khiing hodng

Tu lam hay thué dich vu?
Phdm chdt va ky ndng ciia
nguot qudn Iy hoat djong

quan hé céng chiing

mot chuong trinh quan hé céng chiing nhim
giip doanh nghiép tdc dong d&€n nhin thic
ctia cong chiing mot cdch ¢ hiéu qua.

Vin dé 1a hién nay doanh nghiép cia ban
dang c¢6 nhitng m&i quan tim hang diu cin
phdi gidi quyét ngay. C6 thé doanh nghiép
dang quan tim dén viéc duy tri quan hé t6t
dep v4i nhitng khach hang cii va thu hit thém
nhitng khdach hang méi, hoidc c6 thé doanh
nghiép dang quan tim dén viéc 1am sao dé
ddi ngli nhin vién c6 thdi do 1am viéc tich
cuc hon. Hodc cling ¢6 th€ doanh nghiép

mudn cong dong dan cu dng hd mot chuong
trinh hodc dv 4n mdi ciia doanh nghiép. Hoidc
nghiém trong hon, doanh nghiép dang phii
gidi quy&t mot van dé khing hodng nao dé
nhu nhén vién dinh cong, khich hang tdy
chay sin phdm clia doanh nghiép, cic cd
déng doi rit von dau tu, v.v...

» Tom tdt

= Suy ngam

Vay cdc hoat dong quan hé cong ching co
gidp doanh nghiép gidi quyét duge cdc mdi
quan tdm d6 khong? Phan nay sé& gitip ban
suy nghi mét cdch cu thé va thuc tién hon
vé viéc k€t hdp cdc hoat dong quan hé
cong ching d€ thu hit va duy tri quan hé
v@i khdch hang, cdi thién quan hé vdi nhan
vién, xdy dung quan hé t6t dep vdi cong
déng va xtt 1y khing hodng.
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Ap dung hoat déng quan hé cong chiing vao doanh nghiép

A -

66

Cudi cing, phdn nay sé thio ludn véi ban nhifng wu nhugc di€m
clia viéc tu 1am hodc thué dich vu thuc hién cdc hoat dong quan
hé cong ching dé€ ban cé thé cin nhic va quyét dinh ligu viéc
lam hay thué dich vu s& phd hdp va hiéu qud hon trong tinh hinh
va diéu kién clia doanh nghiép.

Thu hut va duy tri quan hé véi khach hang

Khdch hang 13 mét trong nhiing ddi tugng quan hé céng ching
quan trong nhit cia doanh nohlep, bdi vi ho la ngl.rdl quy€t dinh
liéu doanh nghiép clia ban ¢6 ton tai hay khong. & Viét Nam, hién
nay phin 16n cdc doanh nghiép chii y€u tip trung cdc hoat dong
quan hé cong ching cia minh vao viéc xdy dung va duy tri m&i
quan hé t6t dep vdi khdach hing.

Thuc hanh 23 3 phit &

Muc tiéu quan hé céng chiing clia doanh nghiép cia ban déi vdi
d6i tugng khiach hiang 1a gi? Ban hiy ddnh ddu vao nhitng muc
tiéu ma doanh nghiép ciia ban dang mudn nhim t6i.

a Khédch hang c6 thé k€ tén cdc sin phdm va dich O
vu ma doanh nghiép cung cip

b Khich hang c6 thé hiéu rd nhitng lgi ich ma cdc sin O
phim va dich vu do doanh nghiép mang lai cho ho

¢ Khdch hang mua cdc sin phim va dich vu cia O
doanh nghiép

d Khdch hang sé quay lai mua cdc sdn phim va dich O
vu cda doanh nghiép trong cdc lin ti€p theo

e Khich hang sé gii thiéu sin phim va dich vu cla )
doanh nghiép cho nhitng ngudi khac

Cé6 thé muc tiéu quan hé coéng ching ddi véi khdch hang clia doanh
nghiép chi dirng lai & cdc muc ti€u (a) va (b) bdi vi doanh nghi¢p
sip dua mot sin phim mdi ra thi trudng. Doanh nghiép can thuc
hién cdc hoat d6ng quan hé cong ching d€ giip khdch hang biét



Ap dung hoat déng quan hé céng chiing vao doanh nghiép

va hi€u 1¢i ich ma sin phim nay mang lai cho ho. Nhung ciing c6
th€ muc tiéu quan hé cong chiing clia doanh nghiép 12 muc tiéu
(c) bdi vi doanh nghiép ciia ban muén khach hang di t6i quyét dinh
mua sdn phim ciia doanh nghiép. Hodc ciing ¢6 thé ban lwa chon
hai muc tiéu cudi cing khi doanh nghiép clia ban muén tap trung
cdc hoat dong quan hé cong ching vao viéc duy tri mdi quan hé
t6t dep véi cic khdch hing di mua sdn phim cia doanh nghiép.

Cdc hoat dong quan hé cdng ching thudng dugc két hdp véi cdc
hoat déng marketing khdc (ching han nhu chuong trinh khuyén
mai, khuyé&ch truong, quing c40) sao cho cdc san pham hoic dich
vu ma doanh nghi€p cung cip hap din va thuy&t phuc dugc khich
hang. Vi du nhu dich vu cha bénh ciia mdt bénh vién chuyén
diéu tri bénh tim sé& thuyét phuc khdch hiang hon néu bén canh
cdc chudng trinh quing cdo trén tivi va chinh sich khuyen mai gidm
gid 10% phi dich vy ch¥a bénh, bénh vién cung cip théng tin cho
bdo chi d€ ding cdc bai bdo hodc 8 chic cdc budi néi chuyén
trudc cong ching vé cdch diéu tri bénh tim theo phuong phép hién
dai ddm bdo ty 1& thanh céng cao.

Xdc dinh ding cdc muc tiéu quan hé cong ching d&i véi khdch
hang s& gilip doanh nghiép cla ban lya chon va thuc hién cic hoat
dong quan hé céng chiing thich hgp va c¢6 hiéu qui.

Thuc hanh 24 5 phiit 8

Gid sit gan ddy doanh nghiép ciia ban dwa sin phim mdi ra thi
trudng. Doanh nghiép ciia ban di thuc hién cdc hoat dong quing
cdo va khuy€n mai, nhung rit it khich hing mua sin phﬁm Ly
do Ia ngudi din chua hi€u nhitng tinh ning vugt trdi clia sin phim
mdi. Ban hiy dé xudt it nhat ba hoat dong quan hé céng chiing
6 thé t6 chifc d€ gidi quyét 1y do nay?
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Nhim muc tiéu giéi thiéu sin phim di khdch hang, doanh nghiép
6 thé t& chic rat nhidu hoat ddng quan hé cbng ching khic phau.
Sau ddy 12 mdt s gdi ¥ cho ban:

Hoi thio vé sin phdm. Ban ¢6 th€ mdi cdc chuyén gia bio cdo
nhitng dé tii lién quan dén sdn ph#m ma doanh nghiép sdp gidi
thi¢u. Khdch mdi 1a cdc khdch hang tidm niing cda doanh nghiép.
Nhing loai hoi thio ndy thudng s dung trong nganh dudc, ch&
tao mdy mée, hodc cong nghé mdi, v.v... Tai lidu duge thiét ké
bit mit va ddy tinh thuy&t phuc, cong vdi thuyét trinh hiéu qud
<& 13 médu chét dé hdi thdo thanh cdng.

L ra mét san phdm. Ban cin han ch& nhifng bai phat biéu dai dong
va thi€u tdp trung. Nhing tinh ndng va gidi phap vu viét ma sin
phdm dem lai can phdi dugc th€ hién qua bai thuyét trinh (trinh bay
b4l mit va cich thuy8t trinb 16i cudn); phim ty gidi thidu (hap din
va thuyét phuc); ti&t muc gidi tri (hdp din va thu hit sy tham gia).

Thi dy nhu ban cd thé thyc hign mdt man do thudt doe dao: mdt ¢ ngudi mau
budc ra khoi chiéc th lanh, dé nhan manh tinh ndng “khoang to réng”. Nghe
that 12 dién rd, nhung ban dung lo, cac &o thuat gia déu c6 thé lam duge. Man
trinh difn nay ¢6 tac dung g&p nhidu 1an so véi bai didn van 18 thé, bai thuyét
trinh ddng dai.

T8 chic cude thi tim hidu sin phdm d€ 161 cudn cong ching kham
phd cdc tinh ning wu viét cia sin phim méi. Cude thi thuding dudc
gigi thiéu trén cdc phwong tién truyén thong dai ching, sau dé
ngudi tham gia s& trd 1di nhing cau héi (thudng 13 d€) lién quan
d&n nhitng tinh ning cla sdn phim mdi. Gidi thudng thutng 32 sdn
phim ma doanh nghiép dang gidi thiéu.

Electrolux da t6 chlic cudc thi “Trilobibe - may hat byi tu dong du tién trén
thé gidi”. Thye ra muc tigu cla Electrolux khéng phai 1 ban nhiing chiéc may
hit byi tri gia 1.500USD nay ma 12 khng dinh vi tri tién phong vé ky thuat
cao trong viéc Ung dung vao cac s&n phdm d6 dién gia dung. Cube thi da 16i
cudn duge hon 30.000 ngudi trén ca nude gii phigu tham dy trd 13i 2 cdu hoi
lign quan dén Trilobibe va Electrolux.

L& k¥ niém sin phdm thd..1 trigu: Khong nha1 thiét 14 phai mdt
triéu. C6 thé 1a 10.000, 100.000 hodc 10 trigu. Mién sao 1a chin.
Hoic khong nhit thiét 12 sin pham. C6 thé 13 khach hang thi 100,
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1000 hodc 1 triéu. Nhitng hoat ddng nay cling c6 thé khing dinh
sU thanh ¢6ng cla céng ty. Nhu Prudential k¥ niém khich hing
thit 1 triéu. Hodc MobiFone ciing ky niém khich hing thué bao
tht 1 trigu.

D€ duy tri m&i quan hé véi khdch hang, ban cé thé nghi téi cic
hoat dfng quan hé cdng ching sau:

Héi nghi khdch hang. Thong thudng vio dip cudi nim, cdc doanh
nghiép t§ chitc hdi nghi gdp mat khdch hang (thudng 1a dai Iy,
ban si, bgn 1&) d€ cdm dn sy déng gép ciia ho. Hiy tin dung cd
héi nay dé clng cd 10ng tin clia khich hang d8i vdi doanh nghiép
vd sdn phim cla doanh nghiép. Pé ciing chinh 12 muc tiéu ma
ban nén dé ra, hon 13 chi mdi ho d&€n nghe phdt biéu, xem bidu
dién va ting qua. Thong thudng, ngudi tham dy thudng ri't thu
d6ng, cho nén ban c6 thé t8 chic cdc trd choi d€ vira 161 kéo su
tham gia clia ho lai vita chuyén tdi théng diép mdt cdch sinh dong
vd hip din.

Suzuki t8 chiic trd chai “cdu 4" vdi ¢dn cdu cé méc ma c4 & ddy Ia nhiing md
hinh céc loai xe. Tusng ty LG cho chai “x€p hinh” ma hinh & day 13 cac san
phdm ma ho dang bén.

Gvi bdn tin céng ty. Bing cich ndy doanh nghiép chirng 3 véi
khdch hang ring doanh nghiép di coi ho nhu 13 mst thanh vién.
Qua ban tin ¢dng ty, khdch hing s& thudng xuyén dudc cip nhit
thong tin vé€ tinh hinh ciia doanh nghiép va dic biét 1a nhitng dic
tinh vd hudng din si dung sin phim mbét cdch t6t nhat.

Vi dy nhu ban tin thuting ky cla ¢dng ty Vilube ¢6 muyc danh cho ngudi tiéu
dung, trong dé giai ddp cach thdc chon va sit dung nhét mdt cach ot nhat
cha loai xe ma khach hang dang sif dung.

Trén diy chi 13 mét s hoat ddng quan hé céng ching ggi y dé
ban c¢6 th€ 4p dung nhim cii thién méi quan hé gita doanh nghiép
cda ban v4i khdach hing. Ban nén lidp ra mot danh sdch gdi y cdc
hoat déng quan hé céng ching. BAt k¥ khi nio ban nghi ra mét y
tudng méi hojc ban doc hay xem thiy & ddu d6, ban hiy b3 sung
vdo danh sdch. Nhu viy trong tay ban sé ngdy cidng c6 nhiéu y
twdng d€ Iya chon khi ban mudn t§ chic cdc hoat dong quan hé
cOng ching hudng dén khdch hang.
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3 Cai thién quan hé vdi nhan vién

Quan niém cida ban d6i v6i nhin vién trong doanh nghiép clia ban
nhu thé nio? Ban hiy lam bai thuc hianh sau.

Thuc hanh 25 3 phut &

~ Ban déng § v6i nhin xét ndo trong hai nhin "ét Ny Wy
gidi thich tai sao.

:Wa L&o déng & mﬁt mmg nhfmg yé'u 6 ciu thﬂnh nén gia thanh sin

5
V§

-'.-b Wiag a@ng li m s&n cﬁa doanh nghiép.

Trudc didy nhiéu ngudi quan niém ring lao dong 12 yé&u t6 diu vio
clia qué trinh sdn xuit cho nén lao dong 1a mot trong nhitng chi phi
ciu thanh nén gid cd sdn phim hoic dich vu. Chinh vi viy ho cho
ring doanh nghiép cin tim cdch cit gidm chi phi lao dong nhu mot
cdch d€ ha gid thinh sin phim.

Tuy nhién, gdn ddy quan niém nay di thay déi. Theo quan niém
mdi, ngudi lao dong 14 tai sdn cia doanh nghiép bdi ho chinh 1a
nhitng ngudi tryc ti€p tao ra sdn phdm hoic dich vu. Khdach hing
c6 dugc thda min hay khong phu thudc rit nhiéu vao thdi do va k¥
ning lam viéc cia ddi ngd nhdn vién.

Né&u coi nhin vién 13 @i sdn cda doanh nghiép thi thdi d6 clia ngudi
chii doanh nghiép ddi v6i nhin vién ciing thay d6i. Thay vi tim cdch
cit gidm lao dong dé€ ti€t kiém chi phi, doanh nghiép s& tip trung
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vao viéc dao tao, phat tri€n “tdi sin nhin luc” va tao cd hoi sao cho
tai sdn ndy ngay cang sin sinh ra nhiéu Igi nhuin cho doanh nghiép.

Nhung kh6ng giéng nhu cic tai sdn khdc clia doanh nghiép (ching
han nhu trang thi€t bi, nha xudng), nhin vién 1a loai tai sin “c6
su cdm nhan va suy nghi” qua cic gidc quan ctia ho. Ho c6 thé cé
nhifng nhin thitc va suy nghi t6t hoic x4u vé doanh nghiép. Pidu
nay sé tdc dong rit I6n dén thdi d6 1am viéc cia ho. Vi du nhu
né€u nhin vién cdm nhin ring chi doanh nghiép trd luong thap
cho ho va khéng quan tdim va chim lo dén cudc séng cia ho, thi
ho ciing chi 1am viéc v4i thdi d6 cla ngudi “lam cdng dn luong”.
Ho s& khéng gdn b6 véi doanh nghiép va luén tim ki€m cdc cd
héi 1am viéc & chd khidc.

Tat nhién doanh nghiép ciia ban khéng muén nhan vién cia minh
¢6 thdi do nhu thé€. Doanh nghi¢p mong muén ho coi doanh nghiép
nhu 13 nha cia ho va 1am viéc véi thdi d6 chim chi va tich cuc.
N&u viy, doanh nghiép luén phdi duy tri quan hé t6t dep v6i nhan
vién. La ngudi chi hodc ngudi quin 1y doanh nghiép, ban hidu
mong mudn clia nhin vién va nhiing viéc ma ho dang lim thi chua
di. Nhdn vién ciing rit muén hi€u nhiéu diéu vé doanh nghiép:
doanh nghiép s& phdt tri€n nhu thé nao, doanh nghiép mong mudn
gl ¢ ho, doanh nghiép quan tim d€n ho nhu thé€ nio, v.v... D&
lam dugc di€u nay, doanh nghi¢p cdn phai xay dung mét céch thic
trao ddi thong tin hai chiéu mot cdch c6 hidu qua giita cip quan
Iy va cap nhan vién va giita nhin vién § cdc bd phén khédc nhau.
Quan hé céng ching sé giip doanh nghiép lam dugc diéu nay.

Thuc hanh 26 5 phit &

Ban hdy doc k¥ hai tinh huSng dudi diy va w vdn cho cic doanh
nghiép nay nén t3 chitc hoat déng quan hé cong ching nao dé cii
thién m&i quan hé v4i nhan vién. S

Tinh huGng 1: Cong ty Tién BY dy kién s& trién khai hé thdng qudn Iy chat
lugng 1SO 9001:2000 & tét c& cac by phan ciia cong ty trong hai thang tdi.
Tuy nhién khi 4p dung thi diém & b phan nhan sy trong thang trudc, cong
ty da gdp rét nhiéu khé khdn do théi do b4t hop tac clia cac nhan vién &
bd phan nay. Hau hét cdc nhan vién déu cho ring viéc ap dung hé théing
quan 1y chat lugng Iam gidm hiéu qud cong viéc béi vi ho mét them thoi gian
cho cdng viéc gidy t8. Ho néi rang trudc day khi chua ap dung hé théing, ho
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vin 1am 6t cng viéc clia ho. Ban giam déc cong ty e ngai réng tinh trang
ndy & xay ra & 4t ca cdc b phan khi trién khai h théng chat lugng. Theo
ban, ban gidm d6c nén phd bién viéc trién khai hé thng chat lugng nhu
th& nao dé thuy&t phyc dugc cdc nhin vién?

.........................................................................................................

T.inh'luﬂng- 2: Trong ndm nay, cong ty Thanh Lich dy dinh s& thay ddi chién
luge kinh doanh, chuyén céc hoat dong ban 1& thdng qua hg thong clia hang

trudc day sang tap trung vao céc hoat dong bén budn thong qua he thGng dai
1y. Ban giam ddc cong ty quyét dinh s& sép xép lai co cdu nhan sy, nhat la
~ céc nhan vién ban hang & cac clia hang trudc day. Mot sd nhan vién sé dugc

chuyén sang 1am cic cong viéc khac & van phong cong ty (k€ toan, hanh

cl‘ﬁﬂh,«vm) va mot s8 sé dugc dao tao lai @8 diéu hanh cac dai ly. Mot tudn
g4 day, cdc nhan vién da xi xao va ban tan vé chuyén thay ddi cong viéc.
 Rét nhiu ngubi co thai o lo ing va khong tap trung vao cdng vigc. Diéu nay

anh hubng dén chat lugng cdng viéc clia ho. Theo ban, ban gidm ddc nén

1am cach nao d& cac nhan vién an tam v6i cong vigc?
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P& xuit tr vin cla ban nhv th€ nio? Hiy xem nhifng dé xuft ciia
ban c6 gidng vdi nhitng d& xudt dudi diy khong nhé.

D&i vdi finh hudng th nhi't, diéu miu chdt 12 ban gidm ddc cdng ty
cin phai 1am cho cdc nhan vién hiéu dugc Idi ich ma viéc dp dung
hé théng quin 1y chit lugng ISO 9001:2000 s& mang lai cho ho.
T4t nhién finh hinh sé& khéng sdng sia hon n&u ban gism ddc chi t8
chitc mét cude hop vdi nhin vién va phd bién vé h¢ thong quan ly
chi't lugng. Ban gidm dSc cin phdi 18 chic cdc hoat déng truyén
thong dé tic déng dén nhin thitc cia nhin vién va tir d6 thay ddi
thdi d& cda ho d8i vdi viée d4p dung hé théng qudn 1y chit lugng.
Cé rat nhiéu hoat d6ng ma ban gidm ddc cdng ty c6 thé xem xét d€
thyc hién, chdng han nhy phdt hinh bdo tudng va ban tin ndi bd
néu 16 nhifng Igi ich ciia viéc 4p dung hé thdng chat lwong, 8 chic
cude thi tim hiéu vé nhitng 151 ich, hoac cé thé 18 chic Ngay Chat
lugng (bao gdm rit nhiéu hoat déng: cudc thi tim hiu, trd chai, v.v...)
nhv tip dodn Motorola d3 tirng thue hién cho hon 100.000 nhén vién
3 89 chi nhdnh khdc nhau.

Trong tinh huéng thit hai, ban gidm d&c cong ty can phdi lam cho
nhin vién hi€u ring viéc sip x&p lai cd cdu nhin sy do chién luge
kinh doanh thay d8i sé khéng 4nh hudng d€n cbng &n viéc lam
cia ho va quan trong hon néu chién lvde mdi thinh ¢ong thi thu
nhip cda nhin vién s& ting 1&€n. Nhin vién dang cé thdi df lo ling
v hoang mang. Cong ty nén t§ chiic cdc hoat dong vira nhdm gitip
cho nhin vién hi€u ré hon vé muc dich cha viéc cd cdu lai nhdn sy
vita 1am cho ho cdm thiy thodi m4i hon. Chdng han céng ty ¢6 thé
t6 chic mot chuyén di nghi 1-2 ngay cho nhdn vién, trong dé két
hgp viéc tuyén truyén muc dich thay di chi€n luge kinh doanh vao
cdc hoat dong vui choi. Cdc nhin vién s& dé dang ti€p thu hon trong
mdt bdu khong khi thodi mdi.

Céc hoat ddng quan hé c¢ong chiing c6 thé gidp ban thit chit mdi
quan hé véi nhin vién trong rit nhi€u trudng hgp khdc nhau.

Khi nhén vién duge tuyén dung va bit ddu lam viéc: ban ¢ thé
thitc hién cdc hoat doéng quan hé céng ching dé dinh hudng nghé
nghiép cho nhin vién vi gidi thiéu lich st phdt tri€n cda doanh
nghiép va vai trd déng gép cta ho d6i v8i sy nghiép phdt tri€n
trong tudng lai cia doanh nghiép.
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“Ngay hoi viéc 1am” duge 8 chiic hang nim. Khi tham gia ngiy
hoi viéc lam, doanh nghiép s& c¢6 cd héi gidi thiéu vé& minh cho
cdc W¥ng cf vién vi tuyén chon nhitng ngudi ¢6 khi ning dép tng
cdc yéu ciu cbng viéc cla doanh nghiép.

“Chudng trink gidi thi€u nhdn vién mdi” nhdm gilip nhin vién
méi duge tuyén dung lam quen véi doanh nghiép. Chudng trinh
niy c6 th€ bao gébm din nhin vién mdi di tham quan cdc bd
phén clia doanh nghiép, phin phédt cdc tai lidu gidi thiéu vé& doanh
nghiép (18 rdi, ban tin ni bd, qui dinh 1am viéc, v.v...), t& chitc
bita tiéc ti€p dén d€ nhan vién méi va cic nhan vién cii cé co
héi 1am quen véi nhau.

m Trong qud trinh nhédn vién lam viéc tai doanh nghiép: ban ¢6 thé
st dung cdc hoat ddng quan h& cdng chiing d€ thit chit mdi quan
hé gifa ho va cdp qudn 1y va véi cic ddng nghiép.

“Ngdy gia dinh™: doanh nghiép 13 gia dinh thit hai cia nhin vién.
Doanh nghiép c6 thé § chitc “ngay gia dinh” hing nim, mdi tat
cd céc thinh vién va gia dinh cda ho. Piy 13 dip d€ doanh nghiép
td long biét on d&€n nhin vién vi cd nhing ngudi thin clia ho
{chdéng hoic vg).

Di chai di ngoai: khi vui chdi cdc thanh viéa trong doanh nghiép
c6 diéu kién lam quen v4i nhau, vi moi hiém khich gifta cdc
phong ban, c4 nhin sé dé dang dep bé. Hay tin dung cd héi nay
d€ xay dung tinh thdn dbng d6i, ky nang gidi quy&t van d&, kha
ning chiu dyng qua cdc trd chdi di ngoai.

T8 chic cdc cudc thi vin thé m¥; dé 1a cdc cude thi ¢ca mia nhac,
th€ thao, sdng tdc bai hdt, v.v... Nhitng hoat déng ndy sé tao
niém vui, hitng khdi sau gid lam viéc va gin k€&t cdc thanh vién
trong doanh nghiép vdi nhau.

Ding com véi “sép™ & nhitng doanh nghiép cé nhidu nhin vién,
cong nhin thudng it ¢6 cd hdi gip gd s&€p. Ban c6 thé 8 chic
mét thing mdt 14n, ngay tai cing-tin nha mdy. Vira dn com, vira
néi chuyén, gidi quyét nhitng thic mic clia ho ma lai vira ti&t
ki€m thdi gian. Quan trong hon 13 cong nhin cdm thdy 13 minh
duge tdng nghe va gin giii.

Khi nhfin vién lam t8t céng viéc clda hg: ban mudn khen thudng

khich 1€ ho, cdc hoat déng quan hé cdng ching s& gilip ban cong
nhin vi dé cao nhin vién.
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» Trao cic gidi thudng: dé dong vién nhin vién ban c6 thé dé ra cdc
gidi thudng nhu “sdng tao”, “thanh tich”, “vugt khé khan”, v.v...
C6 thé gid tri tai chinh khéng nhi€u nhung gid tri tinh than thi rat
16n. Nhin vién s& cidm thiy nd lyc cia minh dugc ghi nhin.

m Khi xdy ra nhitng thay d6i nhv sip x&p lai cd cau 18 chic, hay nhiing
khing hodng nhu sa thdi hodc dinh cOng, cdc hoat ddng quan hé
cong chding ¢é thé gitp ban trdn an vd clng ¢§ idong tin cho nhin
vién.
= Bin tin cong ty: ludn cip nhit thong tin vé tinh hinh, trong d6 tip -

trung khai thdc cdc y&u t& tich cyc hay nhitng tia hy vong db nhd
nhit, ching han nher doanh nghiép dang ¢ ging dim phdn véi
cdc d8i tdc d€ nhan dudc nhitng hgp ddng mdi nhiim duy tri viée
ldm cho nhin vién.

« T3 chic cdc bubi gip gd gita ban gidm ddc doanh nghiép va
ahin vién d€ ban gidm d8c bay t8 cho nhin vién thdy dd tinh
hinh xdu dén mic ndo, thi doanh nghiép vin ludn quan tim dén
1gi ich clia nhin vién. Ching han nhi nén néi cho nhin vién bi&t
ban gidm d&c cbng ty dang 8 ging thuyé&t phuc dd1 tic mua lai
cong ty gif nguyén cd cfu nhin sy d€ trinh nhin vién bi thit
nghiép khi sat nhip cOng ty.

4 Xay dung quan hé t6t dep vdi cdng dong

D61 tugng quan hé céng chiing quan trong thd ba d6i véi doanh
nghiép 13 cong déng ma doanh nghiép tén tai vd hoat dong trong
d6. Ban khong nén hi€u cdng ddng chi don gidn bao gém nhilng
ngudi cling chung song trén mdt dia ban va cling chia sé cdc phuong
tién chung nhu giao thdng, di€n, nudc, v.v..., ma 12 mét thuc thé
xi hdi trong d6é c6 sy tudng tic gilfa cdc c4 nhan va td chic.

C6 th€ ban cho ring gifa doanh nghiép cia ban va cbng dong
ching c6 m&i quan hé trye ti€p nio cho nén khéng cin quan tim
dén viéc liéu nhitng hoat dong cia doanh nghiép clia ban s& dnh
hudng nhu th€ nio d&€n cong ddng xung quanh. Piéu gl s& xdy ra
n€u nhu ngudi din nghi ring doanh nghiép cliia ban déi xi bd't
cdng vdi nhin vién. C6 thé doanh nghiép cda ban sé mit di nhitng
khdach hang tiém ning tif cong ddng.
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Hon nita cong dong ciing c6 nhitng m&i quan tdm va 1¢i ich cda ho,
ching han nhu mic sdng clia ngudi din, viéc 1am cho ngudi din, moi
trudng song, v.v... Ho rit nhay cdm vdi nhitng gi 4nh hudng dén mdi
quan tdm va Igi ich clia cong déng. Chdc ban ciing thiy cdng dong
din cu noi ma ban sinh séng di c6 1an phin d&i dit doi mot cong ty
nao dé do chit thii clia cong ty d6 1am & nhiém ngudn nuéc sinh hoat,
va ciling ¢6 1an ho di tdn duong va khen ngdi mot cong ty nao dé da
déng gbép tién cho viéc tu sira trudng hoc.

Nhu vdy cong déng c6 thé c6 nhitng phin ng t8t hodc xdu d6i véi
doanh nghiép cia ban, va tit nhién doanh nghiép clia ban sé gip
khé khin né€u cong déng c6 thdi d6 khong Gng hd doanh nghiép.
Do viy, ban can phdi ludn suy nghi liéu doanh nghiép cla ban c6
déng gép gi cho Igi ich clia cong ddng hay khong?

Thuc hanh 27 . 3 phut 8

C6 thé doanh nghiép ban da thuc hién mdt trong cdc hoat dong sau
vi 1¢i ich cla cong ddng:

m Ting hoc bdng cho sinh vién ngheo hi€u hoc hodc hoc sinh vugt khé;
m Xiy nha tinh nghia hay trydng hoc cho ngudi ddn s&ng xung quanh

nhd mdy cia doanh nghiép;

m DPéng gbép hodc gy quy tr thién giip d3 nhitng ngudi bit hanh;
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Tai trg cho cdc hoat dong xi hodi khdc nhu d4nh sdng vin héa, bdo
ton di sdn vidn héa, v.v...

Thuc hanh 28 3 phit &

' Cong dbng c6 nhan thic dude nhifng 1i ich ma doanh nghiép cilia ban

mang lai cho ho khéng? Ban di hoiic sé lam gi d€ cong dong bi€t dén

 nhitng diéu ma doanh nghiép cila ban di lam cho ho?

5.1

TAt nhién, nhitng hoat dong ma doanh nghiép clia ban di 1am vi Igi
ich cia cong ddng xuit phdt t viéc doanh nghiép cia ban quan
tim va tu nguyén 1am céc hoat dong d6. C6 thé ban cho ring dé
1a cdc hoat dong mang tinh tif thién thi diung ké cong! Nhung tot
hon 13 ban nén néi cho c6ng ching bi€t nhitng di€éu ma doanh
nghiép ctia ban di lam vi Igi ich ciia cong dong.

Ngoai viéc gidp doanh nghiép xdy dung va cdi thién cic mdi quan
hé v6i khach hang, nhin vién va cong ddng, cdc hoat dong quan
hé cdng chiing cdn 12 mdt cong cu hitu ich gilip cho doanh nghiép
gidi quy€t khiing hodng.

Xir ly khiing hoang

Khidng hodng nao c6 thé xdy ra

Cdc doanh nghiép ngay nay phdi d&i mit véi nhiéu khing hodng.
Khiing hodng c6 thé lién quan dén sén phim nhu bia c6 vat la, thubc
gy phdn Wng phu, nuéc ngot gdy ngd ddc, nha mdy bi chdy, tai
nan lao ddng, v.v...
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Thuc hanh 29 2 phut 8

Hay xdc dinh it nhat 3 vin dé khing hodng c6 thé x4y ra va hau
qud ma ching c6 thé gdy ra cho doanh nghiép clia ban?

C6 rat nhi€u khing hodng c6 thé xdy ra, nhung ching cé thé dudc
phin chia thanh ba loai khiing hodng nhu sau:

Lién quan dén cong ty: cong ty bi t§ cdo hdi 1§, tron thué, tai nan
lao dong, chdy nha xudng kho bii, vi pham luit lao ddng, cong
nhin dinh céng, v.v...

Lién quan dé€n sidn phim: sin phim giy nguy hai cho sitc khde,
gdy bat tién cho ngudi st dung, v.v...

Lién quan dén ban gidm d&c: bi€n thd, vi pham phdp luat (d4nh
ngudi, vi pham ludt hén nhén), hanh vi thi€u dao dic (in chdi sa
doa, quan hé ngodi h6én nhian, v.v...)

Khi khing hodng xdy ra, chic chin doanh nghiép ciia ban sé& chiu
nhitng thiét hai, khong it thi nhi€éu. N€u nhitng khiing hodng d6
khong dudc xif 1y kip thdi va hiéu qui, doanh nghiép sé phai chiu
nhitng hdu qud khé ludng nhu ma't khdch hang, bi kién tung, bi
rit gidy phép kinh doanh hoic thim chi bi phd sin.

Khiing hodng xdy ra phdn 16n 1a do qué trinh trao ddi thong tin giita
doanh nghiép va c6ng ching bi gidn doan hoic bi sai 1&ch. Lic dé,
cdng chiing 3 trong tdm trang khéng bi€t thuc hu nhu thé nio va
ho cin c6 nhiing théng tin ddy di va chinh x4c tir phia doanh nghiép.
Cédc hoat dong quan hé cong ching sé gitip doanh nghiép chuyén
tdi nhifng thong tin cdn thi€t t6i cong ching dé nhim trdn an ho.

Dy dodn va gidi quyét khing hodng nhu thé nao?

Du dodn

Dy dodn khing hodng dé c6 k& hoach gidi quyét trudc khi x4y ra
rit quan trong bdi vi khiing hoing x4y ra thi it nhiéu cling sé lam
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gidm uy tin cha doanh nghiép. Ban cin phéi tién dodn khiing hodng
trude khi né ¢ thé x4y ra.

Nguyén tfc dy dodn 1a “nhifng gi c6 thé x3y ra cé th€ xdy ra!”.
Vi viy nhitng ddw hiéu hodc sy viéc nhé ban diu cé thé 12 nhiing
tin hiéu giip chding ta dy dodn khing hodng.

Lién quan dén cdng ty: C6 thé mdt nhian vién giao hang bj tai nan
nhung khéng ¢é bing 1di xe. M3t nhém nhdn vién ki¢n hodc 1am
“A4m 17 vdi bdo chi vi khéng hai long v4i hinh thic ky luat cia cdng
ty hay quyén 1gi cila ho khéng duge bdo ddm khi cho théi viée. Hay
mét bd phin trong doanh nghiép dé& nghi cdi thién mdi trudng lam
viéc nhung khong duge gidi thich théa ddng va gidi quy&t rét rdo.

Lién quan d&€n sin phim: khich hang khdng hai long véi sdn phim
bi 181 hodc khéng thda min vdi cich gidi quy&t cia cdng ty vé
mot khi€u nai cta ho.

Lién quan d&n ban gidm d&c: Mot thinh vién cla ban gidm doc
(Gidm d8c) ¢6 quan hé vdi ngudi “ndi ti€ng” (ca si, ngudi miu...)
hién dang bi tai ti€ng vi mdt chuyén gi dé.

Gidi quyét khiing hodng

Khi thiy ¢6 dau hiéu khiing hodng ban phii c¢é k& hoach d€ han
c¢h€ thiap nhit khiing hodng ¢ thé xdy ra.

Gidi quy&t triét dé: hdy thé hién trdch nhiém clia mdt cong ty c6
trdch nhiém véi nhin vién, khich hing. Diéu ndy khdng c6 nghia
11 vi “s¢” ma ban phai 1am trdi v8i quy dinh cdng ty hodc 1a phai
“chiéu” theo ¥ cla khdach hang hay nhin vién ngay cd khi ho sai.
N€&u sdn phim ban khéng cé gi sai ma 12 do khdch hang st dung
khong ding cich thi ban khoéng nén thdéa hiép. Vi n€u khéng ban
tao ra mot tién 1& xiu, ¢ doa “1&n bio” 13 ban phai “nhugng bd”.
Thé& nhung n€u ban khéng cung cip hoidc hudng ddn st dung sdn
phim didng cach thi d6 12 15i clia ban. VA ban phdi sifa sai bing
cdch thugng lugng cdch gidi quyét.

Khi moi “thucdng luegng” khéng xong, ban phai chufin bi nhitng budc
k€ ti€p.

» Chuiin bi tai lidu: tdt cd nhitng thdng tin ¢6 1ién quan dé€ chitng

minh 13 ¢6ng ty ban ding trong viéc x¥ 1y vdn dé trén.

« Gidi trinh vdi bdo chi: Thong thudng ngudi khi€u nai sé gl don
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dén bdo dai hoic t6 chdc (nhu hoi ngudi tiéu dung...). Nhitng co
quan bdo chi c6 trach nhiém bao gi¥ cling nghe thdng tin 2 chiéu.
Ho sé& lién hé vdi ban d€ c6 ciu trd 13i. Néu khong phdi 12 van
dé 16n thi ban chi can glti thu phic ddp. T6t hon 12 ban nén gip
Ban Bién tidp bdo hodc ngudi chiu trach nhiém phong Cong tic
Ban doc. Lic d6 ban sé& gidi trinh diy di dé ching minh cong ty
cla ban khdng sai trong viéc xit Iy van dé trén. Bdo chi néi chung
ciing rit khich quan trong viéc ling nghe cich xit 1y cla ban.

Khi khing hodng xdy ra, doanh nghiép nén x\ 1y nhu thé nao.
Ban hdy doc va suy nghi vé cdch gidi quyét khiing hodng clia ngin
hang Tin Nhiém dudi day.

Ngén hang Tin Nhiém d3 thanh Iap dugc 10 ndm. Trong sudt thoi gian qua,
ngan hang da xdy dyng dugc hinh &nh 12 mdt ngdn hang uy tin d6i v6i khach
hang. G4n ddy da xay ra mot tin dén réng ngan hang lam #n thua 16 va éng
gidm d6c ngan hang da bo trén. D4u tién, ngudi ta cho réng day chi 14 tin dén
nham. Vai ngay sau, moi ngudi khdng nhin dugc théng tin gi tir phia ngan
hang va cling chdng thdy 6ng gidm déc ngan hang xudt hién trén bdo chi
hodc truyén hinh. Mot s& ngudi lo 1Ang va dé&n ngan hang rat tién gli. Su rat
tién nay 1am cho nhitng ngudi khac bit d4u hoang mang va voi vang kéo t6i
ng4n hang rat tién dan dén sy rat tién 6 at. Nhan vién & tat ca cac chi nhanh
clia ngdn hang déu lo ling va mét moi. Ngan hang Tin Nhiém ding trubc
nguy cd sup d6 vi mat kha nang thanh todn. Sau vai ngay, 6ng giam déc ngén
hang méi xudt hién trén c4c phuong tién théng tin dai ching dé thanh minh
rdng d6 chi 12 tin dén “that thiét”.

Thuc hanh 30 3 phit 8

~ Ban nhén xét nhu th€ nao vé cdch thic gidi quyé&t khing hodng

cia ngin hang Tin Nhiém néu & trén? Liéu ring ngin hang Tin
Nhiém da gidi quy&t t6t khiing hodng “tin d6n” khong? Tai sao?



Ap dung hoat ddng quan hi céng chiing vio douanh nghiép

Ban c6 thé nhin xét ring ddng 1€ khing hodng s& khéng xdy ra
n&u ngan hang Tin Nhiém thyc hién mét s6 big¢n phdp hifu ich ngay
tif khi xuat hién tin dén. Thay vi im ling, ngin hang nén dang tin
dinh chinh tin @n trén bido chi. Ong gidni d8c ngdn hang nén xudt
hién trén cdc phudng tién truyén thdng dai ching dé ching td cho
ngudi din thiy dé chi 12 tin ddn thit thigt.

Duéi diy 13 mét 6 kinh nghiém gitp ban gidi quyét khiing hodng
mdt cdch hidu qua.

-

NEN KHONG NEN |

Binh tinh va coi khing hodng nhu | Gii quy€t khiing hodng khong
1a mdt cd hoi 4€ ciing c6 nidm tin | ¢6 nghia 1a bung bit sy that.
ctia d61 tugng cOng chiing. Ho sé tin | Cing bung bit thi khiing hodng
tudng vao doanh nghiép cia ban | cdng trdm trong.

hon néu ban gidi quyét khing
hodng mdt cdch nhanh chéng va
cung cip thong tin kip thdi trén cic
phuong tién truyén thong.

Truyén dat kip thoi va chinh xdc | Pun ddy trach nhiém khéng
thong diép dén cdc ddi twong lién | phii la gidi phdp tich cye. Thé
quan nhu cdc phudng tién truyén | hién trch nhiém, hgp téc, thdi
thong dai chiing, ¢d quan nha nude, | 40 quan tim dén 1gi ich khdch
khich hang, nhan vién, dai 1y, d6i | hing bao gid ciing cho két cuc
tdc, ¢§ déng, dai ly. v.v... Doanh | t6t. Thi du nhu cho thu héi
nghiép cAn thiét 1dp ngay kénh | ngay nhing sdn ph&m c¢é khd
théng tin d€n nhifng nhém nguai | ndng nguy hai ma bio chi 1én
ndy va thudng xuyén cip nhat cho ti€ng hay nhanh chong diéu tra
ho vé nhing thong tin mdi nhit. | nhifng gi ma du ludn quan tim.

Chu#n bi nhitng gidi phidp cu thé
cho ting loai khiing hodng. Khong
nén dgi khing hoang xay ra thi mdi
tim cdch gidi quyé&t, ma cin phdi
chudn bi d€ khi xdy ra thi doanh
nghiép da sin sing d6i phd.
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6 Ty lam hay thué dich vy?

Ban sé hdi liéu doanh nghiép cda ban ¢6 nén tv thuc hién cdc
hoat dong quan hé cdng chiing hay thué céng ty dich vu? Ban hiy
cdn nhic k¥ didu nay. C6 mét s6 hoat déng quan hé cong ching
ma doanh nghiép khdng thé thué dich vu lam thay, chdng han nhu
viéc chuyén tii théng diép quan hé cdng chiing qua cdc kénh giao
ti€p cd nhin. Ban khéng thé thué cdc cong ty quan hé cong chiing
trd 18i phéng van hodc phdt bifu thay cho ban. Cong ching sé& tin
viao nhirng di€u ma chinh bin thin ban hoic doanh nghiép cia
ban néi véi ho.

C6 thé ban bian khoidn cho ring quan hé cong chiing lién quan rit
nhiéu dé€n gidi bdo chi do viy St nhdt 12 nén thué cdc cong ty
dich vu di ¢6 nhitng quan hé mat thi€t vdi bdo chi. Nhung di cho
doanh nghiép cda ban tr 1am hay thué céng ty dich vu thi diéu
quan trong la doanh nghiép cla ban ¢6 cdu chuyén gi mdi mé cho
bdo chi hay khong bdi vi bdo chi luén Gim ki€m cic théng tin hap
din ddc gid clia ho. N&u nhy doanh nghi€p ¢6 nhifng ciu chuyén
mdi mé va ¢ di khd ning sdng tao d€ 1dm cho cdu chuyén trd
nén hip din thi tv khic bdo chi s& tim d&n doanh nghiép.

Mdt diéu chic chdn 13 doanh nghiép cda ban hiu va nim vifng cac
hoat dong cla minh hon ai hét. Ban nim 15 ai 13 d46i tugng cong
ching ma doanh nghrep muén nhim dén, doanh nghiép mudn gi &
he vi mudn chuyén tij thong diép gi t6i ho. Chinh vi viy s& dé&
dang hon né€u doanh nghlep tw vach ra chudng trinh quan hé céng
ching cho minh. Con néu thué céng ty dich vu thi ban sé mit thdi
gian d€ gidi thich cho ho va ai s& dim bao chic chin ring ho hiéu
ding nhitng di€u ma ban mudn néi. Hon nita néu ban 13 ngudh sing
tao, ¢§ thé nghi ra nhifng hoat dong quan hé cong chiing “ddc nhi't
v0 nhi” thi ban s& thu hit duge sy quan tdm cia cdng ching. Cdc
cdng ty dich vy thudng khuyén ban nén phéng theo cdc hoat déng
quan h¢ cong chiing md ho di thuc hién thanh c¢bng cho cdc khdch
hing trude diy. Piéu nay thit 13 sai 1dm!

Viy khi nao thi doanh nghiép nén thué céng ty dich vu?
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Thuc hanh 31 5 phut &

Ban hdy danh 5 phiit suy nghi xem trong nhitng trudng hgp nao
thi doanh nghiép ciia ban sé thué céng ty dich vu thuc hién hoat
dong quan hé céng ching?

.........................................................................................................

C6 th€ ban cho ring doanh nghiép ciia ban sé sit dung dich vu quan
hé cong ching khi:

Moi ngudi trong doanh nghi€ép da qud bin ron véi cong viéc cho
nén ho khong cé thdi gian dé€ thyc hién cdc hoat dong quan hé
cong chiing;

Doanh nghiép da tim ki€m trong ndi bd nhung khéng ai c¢6 kha
ning lam quan hé céng chiing;

T trudc d€n nay, doanh nghiép chua ¢c6 m&i quan hé véi céc co
quan truyén thong: bdo chi, truyén hinh, phat thanh;

Mot s6 hoat dong doi héi tinh chuyén nghiép cao, nhu t8 chic cdc
sy kién trong khi doanh nghiép ciia ban khéng c6 khd ning va
chua c6 kinh nghiém t8 chic cdc hoat dong dé.

Lim thé nio d€ lva chon dudc cong ty dich vu ddp @ng yéu cau
cia doanh nghiép?

Thuc hanh 32 3 phut 3

Gid sit doanh nghiép ctia ban mudn thyc hién mdt hoat dong quan
hé cong chiing ndo d6 nhung hién gid doanh nghiép rit bir khong
th€ ty thuc hién vad quyé€t dinh thué cong ty dich vu. Ban hdy
néu ra mot sd tiéu chi d€ lya chon coéng ty dich vu.
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Khi lya chon mét c6ng ty dich vu, ban nén xem xét:

Kinh nghiém cia ho, nhit 1a véi cdc d8i tugng khdch hing nhu
doanh nghiép ciia ban;

C6 thé coéng ty dich vu da thuc hién cdc hoat déng quan hé cOng
chiing rit thinh céng cho rdt nhiéu tdp doan hay céng ty 14n cia
nitdc ngodi, nhung chic gi s€ thanh c¢bng v6i cdc doanh nghiép
vira va nhd nhu doanh nghiép cia ban. Doanh nghiép cia ban khéng
nén trd thanh “vit thit nghiém diu tién clia ho”. Hiy chon nhing
cong ty cé thé khdng ndi ti€ng 1fm nhung quan trong 12 ho di c6
kinh nghi€ém lam quan hé cdng chiing thanh c¢éng cho cdc doanh
nghiép nhu doanh nghiép cia ban.

Cé niing Iyge vira dii d€ dép (ng y&u ciu cilia doanh nghiép;

Li€u thyc sy doanh nghiép cla ban ein thi€t phdi thué mét cong ty
dich vu ¢6 chi nhdnh & nudc ngodi, c6 quan hé rdng vdi 14t cd cdc
dii truyén hinh 18n khéng, khi doanh nghiép cia ban chi cin ¢é
mot s6 bii bdo viét vé chudng trinh khuy€n hoc mi doanh nghiép
da thyc hién d€ ling hd sy nghiép gido duc. Hiy chon c¢éng ty dich
vy ¢6 ning luc vira dd ddp dng yéu ciu cia doanh nghiép, néu
khdng ban sé& phii trd ti€n cho nhitng di€éu mi doanh nghiép khéng
Cﬁl’l.

Khdng nén tin vao nhitng gi ho néi mi tin vio nhitng chitng cif vé
nhitng viéc ho di 1am,

Céng ty quan hé cdng ching dd cé kinh nghiém trong quan hé
c6ng ching cho nén idi ndi clia ho rdt c6 kha ning thuyét phuc
ban. Nhung dirng vi tin vao nhitng di€u ho néi ma hiy xem ho di
1am dugc nhitng gi? VA t8t nhit 12 ban nén yéu ciu ho cho ban thiy
nhitng bing ching vé€ sy thinh céng ciia ho.



Ap dung hoat ding quan hé céng ching vie dounh nghigp

Nén hédi ¥ ki€n cdc khdch hang cii cia céng ty quan hé cdng chiing;

Ban nén lién hé véi nhitng Xhdch hang cd cia cdng ty dich vu,
k€ ci nhitng khdch hing di st dung dich vu va khdch hang da tir
chéi d€ xem ho nhin xét nhu thé ndo vé céng ty nay.

Nén xem xét k¥ Judng dé xuat clia cdng ty dich vu;

Trudc h&t ban nén xem dé€ xudt cda cdng ty dich vy cé ding vdi
muc dich ma doanh nghiép cia ban muén dat dugc khéng? Bé
xud't 36 cé sdng tao khoéng hay ldp lai kich bdn clda khdach hing
trrde? Vide xem xét k¥ ludng dé xud't ciing gidp ban tiét kiém chi
phi do loai bd nhitng viéc khéng cdn thiét.

Dit cho doanh nghiép ciia ban quyét dinh ty thuc hién hodc thué
cong ty dich vy thi ban vin cin mdt ngudi gidm st hoat ddng quan
hé cOng chiing cla doanh nghiép. Ngudi d6é c6 th€ 13 chinh ban hoac
mdt ngudi quin 1y nao d6 trong doanh nghiép (c6 thé 1a trudng bd
phdn marketing hodc trudng bd phin nhin sy).

Phdm chat va ki niing cia ngudi quan Iy

hoat ddng quan hé cong chiing

Ngudi quan 1y hoat ddng quan hé céng ching cia doanh nghiép
cin c6 cdc phdm chit vd k¥ ning sau:

Tinh sdng tao

Quan hé c¢éng ching thanh céng hay thdt bai phuy thudc rdt nhidu
vio ¥ tudng cé sing tao hay khéng. Doanh nghiép khong thé thanh
cOng n€u bit chude nhitng gi ma ngudi khdc di lam. Do vdy, ngudi

quin 1y quan hé cdng ching phdi ¢é khd ning dwa ra cdc y wdng
mang tinh sdng tao.

Tinh trung thuc

Quan hé cdng ching khdng ¢6 nghia 1a che gidu sy that, bi€n c4i khong
¢6 thanh ¢6. Doanh nghiép nén cung cip cho cong chiing nhitng théng
tin trung thuc. Piéu dé c6 nghia 12 chinh bin thdn ngudi quin 1y hoat
dong quan hé cdng ching phdi 1a ngudi trung thyc.

Khi ning t§ chic

Tién hanh cdc hoat dfng quan hé céng chiing cé nghia la doanh
nghiép sé& phdi cdng tdc v8i rit nhi€u d8i tugng khdc nhau nhu
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phéng vién, nha bdo, dai dién cda cong ty dich vu (né€u ban thué
dich vu), va thim chi vdi nhifng ngudi quan Iy vad nhin vién ngay
trong doanh nghiép cia ban. Nhu viy, ngudi qudn 1y hoat ddng
quan hé cdng chiing phidi ¢6 khi ning t8 chifc mét nhém 1am viée,

K§ ning giao ti€p

Ngudi qudn 1y quan hé céng ching sé cé nhitng co hdi ti€p xiic
v6i gidi bdo chi (chidng han cudc hop bdo hodc trd 18i phdng van
cia bdo chi) vd cdng ching (phdt bifu trude cdng chiing). PE ho
hi€u duge nhitng thong diép ma doanh nghiép mudn truyén dat
téi ho, ngudi quin 1y hoat ddng quan hé cdng chiing cin phidi cé
nhitng k¥ ning giao ti€p (6t nhu k§ ning thuyét trinh, k§ ning trd
181, k¥ ning nghe, v.v...

Khi ning ra quyét dinh

Quan hé céng ching s€ chi ¢é hiéu qua khi nhifng théng tin ma
doanh nghiép dua ta chinh xdc, trung thuc vd nhanh. Ngudi quin ly
hoat ddng quan hé c¢dng ching cAn phdi nim bit co hoi nhanh chéng.
Piéu ndy cé nghia 13 ngudi d6 phii c6 6c phén doin nhay bén dé
dua ra quyé&tl dinh nhanh chéng.

Hay tu danh gié 3 15 phiit &

Ban hidy xem lai cdc hoat ddng quan hé céng chiing ¢ myc 4 cia
phin B. Theo ban cdc hoat déng quan hé c¢6ng ching nao cé thé
duge thue hién d€ gitip doanh nghiép dat dugc cde muce tiéu gquan
hé cb6ng ching néu trong bdng dudi diy. Ban hiy ddnh diu vio
cdc 6 thich hgp trong bing.

Hoat dong Muc ti€u quan hé céng ching
quan hé . v o . .
,. ) Thu hit Cai thién Xdy dung Xirly
céng chiing . Rk . . . . .
va duy tri mdi quan hé | quan hé khing hodng

quan hé vdi| vdi nhidn vién
khdch hiang

t5t dep vdi
cdng déng

Hopbio O O a 0
Thong cda
bdo chi O O O a
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Ap dung hoat dong gquan hé cdng chiing vao doanh nghiép

Su kién m O O 0O
Ban tin
cong ty O a a a
Brochure/
t¥ roi O O O a
Phim
gidi thiéu O O O 0
Phdng vin

bio chi O O ] O
Phit biéu

trudc
cOng ching O O O O

Trong titng tinh hudng dudi diy, ban hiy dé xuit cdc hoat ddng quan
hé cong chiing ma cdc cong ty ¢ thé thyc hién d€ khic phuc nhitng
vin dé ho dang gip phii.

Cong ty w vdn dio tao CBA chuyén t8 chifc cic khéa dio tao vé
quin tri kinh doanh cho cdc d3i tugng 13 ngudi chi hodc qudn ly
trong cdc doanh nghiép. Cdc khéa hoc cia cong ty dugc thiét ké
theo phuong phdp dio tao mdi nhim gitip ngudi hoc dp dung kién
thifc gidi quy€t nhifng van dé thyc tién cila ho. Tuy nhién, hai thing
sau khi gidi thigu s lwgng ngudi tham gia cdc khéa hoc do cdng ty
t8 chitc khéng dat nhu mong muén. Céng ty d4 tim hi€u va nhan
thi'y 1y do chinh 1a cdc nha qudn Iy dd chdn nhitng khéa hoc quin
Iy do cdic trung tdm dio tao t8 chife bdi vi chiing mang ning tinh ly
thuy€t. Do vay ho khéng nhiét tinh quan tAm cic khéa hoc ma cdng
ty CBA gidi thiéu.

.........................................................................................................



Ap dung hoat d6ng quan hé cong chiing vao doanh nghigp

&

83

4

3 Ban gidm d8c c¢éng ty Thinh Phdt vira quy&t dinh b3 nhiém anh

Quang lam gidm d6c chi nhdnh cda cong ty tai Ha N§i. Anh Quang
di tirng 1am gidm d6c chi nhanh cia cong ty & Pa Ning, mft trong
nhifng chi nhdnh 1am 4dn ¢é hiéu qud nhit clia céng ty. Tuy nhién
trong cdng ty anh Quang ndi ti€ng 12 mdt ngudi quan 1y rAt nghiém
khic. T mdt tuidn trude day, cic nhin vién d vian phong Ha Noi da
ban tin vi lo ling vé nhitng thay d8i c6 thé€ xdy ra: ching han nhy
chi tiéu doanh s& ban hang tang 1én, cdc khodn chi bi ki€m sodt chit
hon, tudn thi ding gidh gidc 1am viéc, v.v...

Co6ng ty Thinh Nam chuyén sidn xui't cdc sdn phdm dét. Cdch diy 3
thdng nha mdy clia cdng ty di 1dp dit hé thdng x{& 1y chit thdi theo
¢bng nghé mdi nhat cda Thuy Pién dim bdo loai bd h&t cdc héa
chdt trong nudc thdi trudc khi dua ra ngoiai. Tuy nhién, trong tuin
vira ri, chinh quyén dia phudng gii théng bdo yéu ciu codng ty phai
Iip dat hé thdng xit 1§ chdt thii bdi vi ngudi din sdng xung quanh

nha mdy kéu ca ring nuéc thii cia nhi miy gy 6 nhiém ngudn
nude sinh hoat cida ho.

5 Cong ty sin xuit thii cdng my nghé Viét Handicraft rt hay tham gia

vao cdc hoat dong tir thién. Cich ddy vai thang céng ty di (iép nhin



Ap dung hogt dong quan hé céng chiing vio doanh nghiép

modt 6 tré em lang thang dudng phd vé nudi dudng va tao viéc lam
cho céc em. Céc em dudc sip x&p hoc vin héa vio budi sdng va hoc
nghé tai phan xudng clia cong ty vao budi chidu. Tuy nhién, gin ddy
xuit hién mot bai bdo trén 3 bdo 16n cho ring cdng ty 1¢i dung danh
nghia tif thién dé béc 16t lao dong tré em, Ho ndi ring cong ty da bit
cdc em lam viéc vit vd va khong cdng khai nhitng khodn thu nhap
ma cdc em 1am ra. Sau khi bai bdo ding tin, cOng ty nhin dudc rit
nhiéu cd dién thoai hdi xem thyc hu thé ndo. Cong ty dang ding trude
nguy cd bi mit long tin cla ngudi din.

C6 ngudi chi doanh nghiép cho ring “t6i ching c6 thdi gian d€ lam
quen véi gidi bio chi. Cho nén t&t nhat 13 khi cin thyc hién hoat
d6ng quan hé cdng chdng, t6i ky hop ddng khodn gon ti¥ A-Z cho
cong ty tr van dich vu quan hé cdng ching co tam c3 va c6 tén
tudi. Ho sé& dua ching toi 1én trang nh&t cia cdc tJ bdo 16n”. Ban
c6 ddng ¥ v6i ¥ ki€n cla ngudi chi doanh nghiép nay khong? Hay
gidi thich vi sao.

Ban c6é thé tham khido cdu trd 18i & phdn Ddp dn cdc bai tu ddnh
gid & cubi cubn sich.
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Ap dung hoat djng quan hé cdng chiing vao doanh nghiép

8 Tom tat

® Hién nay, cdc hoat dong quan hé céng chiing thudng dugc
k&t hgp vdi cic hoat ddng marketing d€ tiing sitc thuyé&t phuc
va tao uy tin hon d6i véi khiach hang.

m Ngay nay, quan hé cdng ching giip doanh nghiép duy tri quan
h¢ tot dep vdi nhan vién o khi tuyén dung, 1am viéc, khen thudng
téi c4 nhitng khi c6 thay ddi x4y ra.

= Doanh nghi€p sé hoat dong thudn Igi n€u nhin dugc sy dng hod
clia cong ddng déan cu xung quanh. Céc hoat dong quan hé cong
chiing sé gitp doanh nghi¢p thé hién sy quan tim cia minh
tdi 1¢i ich clia cong ddng.

» Cang ngay doanh nghiép cang phdi d6i mit v4i rit nhiéu khiing
hodng c6 nguy co xay ra. Khi khiing hodng xdy ra, diéu quan trong
12 doanh nghiép phdi cing c& 1ong tin clia cong ching ddi vai
doanh nghi¢p thong qua cic hoat dong quan hé cong chiing
thich hgp, nhat 12 hoat d6ng béo chi.

® Doanh nghiép cin phéi cin nhic k§ ludng khi quyét dinh ty minh
thue hién cdc hoat dong quan hé cong ching hoic thué céng ty
dich vu.

» Khi lya chon mdt cong ty dich vy, ban nén xem xét cic y&u o
sau:

» Kinh nghiém cta ho; _
» C6 nang lyc vira di ddp @ng nhu ciu ciia ban;

= Khong nén tin vao nhitng di€u ho néi ma tin vao nhitng diéu ho
da lam;

» Nénhdi y ki€n ciia nhitng khdch hang cii ciia ho;
» Nén xem xétky ludng dé xuit clia ho.

® Du ty lam hay thué dich vy, doanh nghiép nén c6 mot ngudi quin
1y hoat dong quan hé cong ching. Ngudi nay nén c6 nhitng phim
chdt va k§ ning cin thiét sau:

= Tinh sdng tao;
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Ap d{‘ﬂg h!)qt doﬂg quaﬂ C ng C’lung PdO dmh nghl p
hé 6 i '?
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Ap dung hoat diing quan hé cing ching véo doanh nghidp

9 Suy ngim

] Bay gi¥ ban danh 5 phit d€ suy ngdm nhitng van d& via nghién
Q.- c®u va nghil xem ban s& dp dung ching vio thyc & céng viéc cla
ban nhv th€ ndo? Hiy vi€t ra nhitng suy nghi clia ban:

Al Toi di hoc dudgc...

Ap dung khi nao?

Ap dung didu d6 & cobng viéc nao?

Al Téi di hoc dudc...

Ap dung khi nido?
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Danh gia két qua

1 Bai kiém tra nhanh
Pén diy, ban di gan nhu hoan tit viéc nghién clru cudn sdch. Hay

trd 13i nhitng cdu héi sau d& ddnh gi4 xem liéu ban di nim viing
nhng khdi niém chinh di dugc néu trong cudn sich.

Hay trd 16i ngdn gon cdc cdu héi sau.

Ciau 1 Haiy liét ké cdc d6i tugng cbng ching clia mdt doanh nghiép.

Ciau 2 M5 td mot cdch ngdn gon chifc ning quan hé céng ching trong
doanh nghiép.

Cin 3 Quan hé cong ching c6 th€ dem lai cho doanh nghiép nhitng lgi
ich gi?
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Bdnh gid két qud

Ciu 4 Gidi thich ngdn gon sy khdc biét giita chitc ning quan hé céng
chiing vd chiic ning marketing.

.........................................................................................................

Ciu 5 Vi sao nha qudn 1y néi chung vad chd doanh nghiép ndi riéng co
vai trd dac biét quan trong trong viéc xiy dung v duy tri mdi quan
hé gilta doanh nghiép va e¢dng ching?

Ciu 6 Nhin thifc clia ¢dng ching 13 gi? Nhin thifc cda cdng ching dugc
hinh thanh trén ¢d s nao?
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Diinh gid két qud

Cdu 7 Doanh nghiép chi nd lyc cung cdp théng tin cho c¢dng ching ma
khéng quan (dm d&€n nhitng phdn hoi tir cong ching thi c6 thé gip
nhitng khé khan gi?

Cdu 8 Hay néu 3 cdch thitc d€ bi€t cong ching dang ¢6 nhdn thic nhy
th€ nio vé doanh nghiép?



Ddnh gid két qud

Cédu 10 Doanh nghiép c¢6 thé€ chuyén tdi cdc théng diép quan hé cdng
chiing clia minh théng qua nhing kénh théng tin nio?

Cau 11 Trong mdi quan hé véi khdch hing, quan hé cong chiing c6 thé
hd tr¢g marketing trén nhitng phudng dién nio?

Cau 12 Gidi thich ngdn gon quan hé c6ng ching giip doanh nghiép xiy
dung vi cling ¢6 moi quan hé vdi nhin vién nhu th€ nio?
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Ddnh gid két qud

Cau 13 M4t doanh nghiép ¢6 mdi quan hé t8t dep v4i nhin vién cé dam
bdo s& ¢6 mdi quan hé t8t dep vdi cdng ddng khéng?

C4u 14 Ban ¢6 ddng § vdi quan diém “khiing hodng chi x4y ra vdi cdc
doanh nghiép 18n™? Gidi thich tai sao.

.........................................................................................................

Ciu 15 Trong nhitng diéu kién nio doanh nghiép nén thué dich vy hon la
tr 18 chifc cdc hoat déng quan hé cbng chiing.

Ban c6 th€ tham khdo cdc cdu trd 13i & phin cudi cudn séch.
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Bdnh gid két gud

08

2 Bai tap tinh hudng

Ban hdy doc tinh hufng sau va ¢§ gdng trd 13i cdc cdu héi. Hay
vi€t cdu trd 131 cda ban vio mét (3 gidy riéng,

Céng ty Anh Sang la m6t cong ty chuyén san xudt cac loai bong dén dién
huynh quang. Gan day nhi &p dung cong nghé tién tien, cong ty da san xuat
thanh c¢dng loai dén huynh quang ¢ tudi tho {4u hon 1,5 1dn va tigt kigm 14i
30% dién tiéu thy so v6i loai dén thong thudng. DAy 1a loai sdn phdm méi
chua tiing xudt hién trén thi trudng. Céch day hai thang cong ty dd qudng cdo
s&n phdm mdi nay trén nhiéu t bao. S6 tién chi cho quang cdo rat I6n nhung
k&t qué khong nhu mong mudn: s6 lugng san phdm mdi ban dudc rat it.

Trude tinh hinh nhy vay, 6ng Thanh 13 gidm dc clia cdng ty da goi anh Hiing,
trudng bg phan tiép thi clia cdng ty 18n va ndi: “T6i thdy san phdm béng
dén mdi ban chdm qud. Ching ta phdi tim cach gidi thiéu nhitng tinh niing
uu viét cla loai bong dén nay véi khach hang. Ti thay cac cdng ty khac hay
t6 chic hop béo va sy kién dé gidi thidu san phadm mai. Cau nghién ciu va
[2am theo ho di.”

Sau mt tudn nghién cliu cdch thirc t§ chitc hop bdo va tham gia mdt sd sy
kién gi6i thiéu san phdm clia cdc cBng ty khac, anh Hung d3 t§ chiic cudc hop
héo vao thi hai va 8 chitc bui 18 gi6i thigu san phdm béng dén méi vao thi
bay tun vira rdi,

Khach mdi cla cudc hpp bao, ngoai mdt s6 phéng vién kinh 18 ¢on ¢ cac
phdng vign chuyén trach vé vin hda viin nghé va 1ai chinh. Dy Ia nhiing
phéng vién ma cbng ty cd quen bigt tir trudc. Ca cdu chil toa cla cude hop bio
bao g6m gidm ddc cong ty, trudng cac by phin tigp thi, tai chinh, sdn xu4t,
nhan sy va nhin vién phy trach quang cdo/khuyén mii.

Cudc hop béo bit ddu blng bai phat bifu cla 6ng gidm ddc ndi vé hudng
phat trién chung cling nhu chién luge phat trién clia cang ty trong nam téi.
Trubng b phdn sin xuat thi dé cap dén chimg chi ISO ma cong ty vira duge
cdp. Con trubng bd phan Tiép thi thi thuyét trinh vé thach thic mdi cho
cdng ty néi chung va thi truong d6 dién gia dung ndi riéng khi gia nhap
AFTA. Cudi cling 12 nhn vién quing céo khuyén mdi méi dé cdp rat ngin
gen v& nhiing tinh n3ng wu viét cla loai bong dén dién mai.

Ngay h8m sau, chf co 6 tin ngin ding trén bio trong khi céng ty mong dgi
t4t ca cdc bao déu dua tin. Trong 6 céi tin nay hét 3 tin 12 dé cap dén viéc cac
doanh nghiép trong nganh san xudt thiét bj dién cla Viét Nam sé gip khé
khan khi Viégt Nam gia nhip AFTA.



Bdnh gid két qud

Trong I8 giéi thigu san phdm méi, cong ty d3 mdi 200 khach, chi yéu bao
gdm cac dai Iy va clra hang béan §é. Chil dé cha budi 18 12 “L& gi6i thidu san
ph&m béng dén méi clia cong ty Anh Sang” va duge treo [&n phng sin khiu.
Budi 18 cling dugc m& ddu biing bai phat bidu chia Gng gidm dbc cong ty vé
chign lugc phat trién cdng ty va clia dng trufing b phan ti€p thi vé nhitng khé
khdn ma cng ty gip phai khi Viét Nam gia nhip AFTA.

Ti€p theo Ia phdn biéu di&n ca nhac do m6t ca sTnhac nhe ndi tigng trinh dién
cung vGi mua phu hoa cla vii doan ba-I8 thanh phd. Vi c6 mdt s& dai ly
mién Tdy tham dy, nén cdng ty 43 mdi mot s6 nghé sT cai luong hat xen ké
vao chuong trinh ca nhac. Cudi ciing 13 tiéc chifu dai. Khi budi 18 két thic
moi ngudi déu vui vé ra v€ nhung sau d6 mdt thang sd lugng don dit hang
van khong ting.

Hiy trd 13i ngdn gon cdc ciu héi sau:

Theo ban, cdc hoat dong quan hé cdng chiing clia céng ty Anh Sing
nhdm d&n déi tugng ndo va véi muc tidu gi?

Qua nhifng 13i 18 ma 6ng Thanh hudéng din cho anh Hing t8 chife
hop bdo va su kién d€ gidi thiéu sdn phim mdi, ban thiy quan
di€ém cda 6ng Thanh d&i véi quan hé cong chiing nhu thé nio?

R& rang cude hop bdo da thdt bai. Ban hdy suy nghi tai sao lai
nhv viy? Néu ban 13 anh Hing, ban sé t§ chdc cude hop bdo nhu
th& nao d€ dat duge hiéu qud nhu mong muén?

Tuong tu 1€ gidi thiéu cling khéng dat muc tiéu dé ra. Theo ban
vi sao nhy vdy. VA nén ban 12 ngudi t8 chic, ban sé 1am nhu th&
ndo? Ban hiy néu d& xuft cda ban vé& chd dé vi cdc hoat dong
clia budi 1& sao cho giy 4n tugng cho ngudi tham dy vé nhitng
tinh ning wu viét clia sdn phim bdng dén mdi.

Ban ¢6 th€ tham khdo ciu trd 18i & phin Pdp dn bai tdp tinh hudng
& cudi cudn sich.
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Hay tom ludc va suy ngam

1 Tom lugc va suy ngam

Ban di hoc xong cufn sdch Quan hé Céng chiing, biy gid hay
xem lai cdc muc tiéu clia cudn sich. Muc tiéu diu tién Ia;

m Ban ¢6 thé dinh nghia quan hé cong ching nhu mgt chife ning
quan 1y doanh nghiép;

Quan hé ¢bng chiing dugc goi bing nhiéu tén khic nhau vi dugc
hi€u theo nhiéu cdch khdc nhau. P& hi€u ro khdi niém quan hé
cdng ching nhy mdt chife ning qudn 1y ching ta dia tim hi€u cdc
d81 wong céng ching cda doanh nghiép. Cong ching clia mot
doanh nghiép khdng chi bao gém cdc¢ ¢d quan qudn 1y nha nudc
vd khdch hang, ma bao gdm (it cd nhitng t&§ chdc va cd nhdn cé
lién quan d&€n su thanh cdng hay thi't bai cfia doanh nghiép do.

MJ&i quan hé giffa doanh nghiép va céng chiing ¢é dnh hudng rat
16n t3i hoat ddng cda doanh nghiép. Vi viy, doanh nghiép cin xiy
dyng va duy tri méi quan hé véi coéng ching ciia minh. P4y chinh
1a chic ndng quan hé céng chiing trong doanh nghiép.

Hiy vi€t ra cdu ud 18i cho cdc cdu hdi dudi day:
» Trong doanh nghiép ciia ban, ai hodc bJ phdn nao chiu trdch
nhiém thyc hign chitc ndng quan hé cdng ching?

= Doanh nghiép cia ban 34 quan tdm dén a1 cd cde doi tugng cong
chiing chua?

o Doanh nghiép cia ban da lam gi dé€ xdy dwng va duy tri méi quan
hé vdi cong ching?



Hdy tém hege va suy ngdm
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Muc tiéu thd hai clia cudn sdch la:

Ban ¢é kha ning gidi thich nhitng 1¢i ich ma quan hé céng ching
c6 thé dem lai cho doanh nghiép;

Nhiéu doanh nghiép, dic biét 1d cdc doanh nghiép vita vd nhé,

con nghi ngd nhitng ldi ich ma quan hé céng ching cé thé mang

lai. M6t mit cdc doanh nghiép cho ring mé&i quan hé véi cdng

ching rdt tritu tugng vi vy khé mi do ludng dudc, mit khic, cdc

hoat déng quan hé céng ching qud t6n kém.

Trong thyc t&, cdc hoat dng quan hé céng ching ¢ thé it tén

kém hon vi hiéu qua hon so véi mot s8 hoat dong Marketing khdc

mi cdc doanh nghiép dang 4p dung nhu quing cdo, khuyén madi.

Quan hé cong chiing 12 mdt cdng cy khéd linh hoat ma doanh nghi€p

¢6 thé 4p dung tdy theo diéu kién clia doanh nghiép. M&i quan

hé 15t dep vdi cong chiing ¢6 thé dem lai cho doanh nghiép nhiing

1¢i ich sau:

= ¢6 nhidu ngudi biét d€n doanh nghiép va sdn phim cia doanh
nghiép hon;

= c6ng ching hi€u doanh nghiép han;

» ndng cao uy tin cia doanh nghiép;

= cing cd niém tin cda khdch hang d8i v4i doanh nghiép;

s ¢O dudc dfi ngii nhian vién trung thanh va cam k&t véi Igi ich
ctia doanh nghiép;

= bdo vé doanh nghiép trudc nhitng con khing hodng.
Hiy trd 18i nhing ciu héi dudi diy:

n Cdc hoat déng quan hé céng ching ma doanh nghiép cia ban
thic hién (néu cd) dd dem lai nhitng lgi ich gi?

w Trong s& cdc lgi ich ma quan hé cong ching cd thé mang lai,
doanh nghiép ciia ban quan tém tdi nhitng lgi ich ndo hon? Can
phdi lam gi dé o6 duygc nhing loi ich d6?



Héy tim bege v suy ngdm

Muyc tiéu ti€p theo clia cudn sach la:

Ban cé thé mé ta quy trinh xay dung va thyc hién mét chuong
trinh quan hé céng ching;

Trudc khi ti€n hanh bdt c mdt hoat ddng quan hé cdng chiing
nio doanh nghiép cin phdi x4y dyng mét chuong trinh quan hé
coéng chiing cy th€. Diu tién, doanh nghiép cin xdc dinh rd muc
tiéu cla minh khi ti€n hanh hoat déng quan hé cong chiing, cé
thé 13 gidi thiéu sdn phim mdi téi khdch hing, gidp cho nhin vién
hiu va thuc hién chinh sich méi cia céng ty, hay nhin dugc sy
ing hd cdng dbng d6i v8i mdt dw 4n mdi cda doanh nghiép, v.v...

Véi mdi muc tidu, doanh nghiép cin xdc dinh d6i twong cong ching
ma minh mudn nhim tdi. Sau d6, doanh nghiép s& xdy dung nhitng
thdng diép d& chuyén tii nhifng théng tin ma doanh nghiép muén
gki 161 d6i tigng cdng chiing. Ti€p theo, doanh nghiép phdi lva chon
cdc kénh théng tin thich hgp dé truyén dat théng diép mét cdch cé
hidu qud. Cé 4 kénh théng tin ¢d bdn va mdi kénh déu cé nhilng
uu nhuge di€m nh4t dinh. Doanh nghiép c6 thé s dung nhiéu kénh
thong tin khdc nhau d€ chuyén tdi ciing mdt thdng diép. Cudi cing,
khi k&t thiic chugng trinh quan hé cong chiing, doanh nghiép cin
ddnh gid xem nhan thifc ciia d&i twgng cong ching cé thay ddi theo
chiéu huéng mi doanh nghiép mong mudn hay khéng.

s Hién tai, muc tiéu quan trong nhdt ma dounh nghiép ciia ban ddt
ra cho chic ndng quan hé cing chung la gi?
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Hay tom Lege va suy ngédm

104

» Vi muc tiéu d6, doanh nghiép cia ban sé nhdm vao nhiing ddi
tugng cong chung nao?

.........................................................................................................

w Théng diép nao cd thé chuyén tdi duge nhitng théng tin ma doanh
nghigp ciia ban muén truyén dat?

s Doanh nghigp ciia ban nén chon kénh théng tin ndo dé truyén dat
thdng digp do?

.........................................................................................................

Muc tiéu ti€p theo la:

Ban cé thé gidi thich uu nhitge diém ciia titng kénh théng tin va
cach thife ti€n hanh cdc hoat ddng quan hé céng chiing sao cho
dat hiéu qua;

Trong phdn B, ban d3 tim hi€u wu nhuge di€m clia 4 kénh thong
tin cg ban:

s Phuong tién truyén thong dai ching;
s Su kién;

= Tai liéu quan hé cong ching;

= Giao ti€p ¢4 nhin.

Hoat dong bdo chi gitip doanh nghiép ti€p cin t6i s& déng va & nhiéu
dia di€ém khdc nhau, trong khi d6 5 chitc sy kién sé tao diéu kién
cho doanh nghi&p ti€p cdn va chuyén tii théng diép mdt cdch truc



Hay 1om luoe va suy ngdm

ti€p tdi dbi twgng cong ching myc tiéu. Cic i lidu quan hé cong
ching s€ giip doanh nghiép gidi thich cin k& va chinh x4c thong
tin cin chuyén (di va chiing ¢6 thE duge st dung & moi ndi va moi
liic. Cdc co héi giao ti€p cd nhin cda ngudi ché hodc ngudi quin 1y
doanh nghiép sé& giip doanh nghiép cé thé gidi thich va trd 18i truc
ti€p nhitng m&i quan tim clia d6i twgng cong chiing.

D€ tdc dong mdt cich c6 hidu qua d&n nhin thic cla cdng ching, di
cho ban lva chon kénh thdng tin ndo, thi ban vin cdn phii dim bic
hoat ddng quan hé cdng ching cla ban ddp vng cic yéu ciu sau:

s Didp 1ing dugc méi quan tim ciia d6i tugng cong chiing;
» DBudc thé hién mdt cich sdng tao:
» Pdm bio thdng tin chinh x4c.

Théng thudng, d€ ¢6 thé thuc sy tic ddng d€n nhin thie clia d6i
tugng céng ching, cdc chudng trinh quan hé céng ching thudng
sd dyng k€t hop cdc kénh théng tin khdc nhau dé€ khai thdc wu
diém ciia ting loai. D€ ting hiéu qud tic dong, cdc hoat déng quan
hé cbng chiing nén dudc thyc hién vio nhing cd héi thich hgp.

»  Doanh nghiép ciia ban dd, dang hodc sé thuc hién cdc loai hogt
déng quan h¢ céng ching nao?

w Ching ¢ thuc sy gitip doanh nghiép ciia ban tdc déng dén nhin
thitc cita doi tugng céng chiing khéng? Tai sao?
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n Cdc hoagt déng quan hé céng chiing dé duyc thuc hién & nhitng
thoi diém nao? Cde thoi diém dé cé phdi la co héi 161 d& doanh
nghiép cia ban thuc hién hoat dong quan hé cOng chiing khing?

Muc tiéu cudi ciing cla cudn sdch 1a:

Ban ¢6 thé xdc dinh duge edc hoat ddng quan hé cong ching phi
hgp vdi diéu kién cha doanh nghiép vira va nhd.

Trong phin cudi clia cudn sdch chiing ta dd xem xét chifc ning quan
hé cong ching trong moi tuong quan v&i diéu kién cia cdc doanh
nghiép vira v nho. Du 13 nhitng ¢d héi cho cdc doanh nghiép vita
va nhd ti&n hanh c¢dc hoat déng quan hé céng chiing? Lam sao dé
nhin biét va khai thdc cdc cd héi d46? Quan hé cong chiing ¢é thé
gilip doanh nghiép vira va nhd gidi quyét cdc vin dé cda minh nhu
th€ nao? V46i nhitng han ch€ vé khi ning tii chinh, nhin lyc, m&i
quan hé vé&i bdo chi, v.v... doanh nghiép cin lam gi?

» Bun mudn sit dung chic ndng quan hé¢ céng chiing dé gidi quyét

vin dé gi cho doanh nghiép minh?

» Nhing kho khdn ma doanh nghiép ban o6 thé gdp phdi khi tién
hanh cdc hoat dfng quan hé cdng ching la gi?

.........................................................................................................



2.1

Hay tém luge va suy ngdm

v Lam thé nao dé vugt qua dwgc nhitng khé khdn do?

Bay gi¥ ban hdy xem Jai muc tiéu hgc ma ban di t dit ra cho
minh & diu cudn sdch. Ban tv ddnh gid xem muc tiéu di dat dugc
¢ mifec d nao?

Cé 18 ban di phin nio thdéa min vdi muc tiéu ndm bit ki€n thiic,
nhung cdn nhifng muc tiéu mang tinh chit hinh dong thi sao? Phan
ti€p theo sé& gitip ban 4p dung nhifng ki€n thifc ma ban git hdi
dugc vao thuc tién c¢6ng viée,

K& hoach hanh ddng

K& hoach hanh déng la gi?

K& hoach hinh d6ng 14 mét c6ng cu gidp ban 4p dung nhifng gi
nit ra duge ¥ cudn sdch vio thyc t€ cong viéc.

2.2 Lam thé nao d& Iip mot k& hoach hanh déng?

Diy 1a hic ban xem lai nhitng ghi chép cia minh & trang Suy ngdm
sau m8i phin trong cudn sdch va nhitng cdu trd 13i 8 muc Tdm
luoc va Suy ngdm.

Trudc tién, hiay xdc dinh cdc muc ti€u m3 ban mong mudn dat dudc
1a gi? D€ dat duge cdc muc tiéu nay, ban c6 thé s& gap phai nhiing
vin dé nao? Hiy liét ké ching. Sau d6 hdy phan tich xem dé gidi
quyé&t titng vin d€, ban s& cin thyc hién nhitng hinh dong gi, vdi
cdc ngudn lyc nido, va trong thdi gian bao 1au?
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Hay ddm bdo tirng muc tiéu trong k€ hoach hinh dong cila ban
luén ddp dng cdc ti€u chi sau:

cu thé;

c6 thé do ludng dudc;

c6 thé dat dudc;

phi hdp (véi muc tiéu ciia nhém va muc ti€u clia doanh nghiép);
thdi han hdp ly.

Vi du:

~ Muyc tiéu khong cy thé: Xdc dinh cdc hoat déng quan hé cong |

chiing phit hgp véi doanh nghiép.

Muc tiéu cu thé: Xdc dinh hai hoat ddng quan hé céng
: chiing d€ truyén dat thong diép vé cic
tinh niing cia sdn pham mdi tdi khach
hang trong chi€n dich khuyé&ch truong
san pham.

D€ dim bdo tinh khi thi, trong mdt k&€ hoach hanh dong, ban chi
nén dé xudt mot muc tiéu cAn dat dudc va khong qud 3 van dé
can phdi gidi quyé&t trong mot khoing thdi gian nhit dinh.

2.3 Lam gi vdi ké hoach hanh dong?

Khi di 14p xong k€& hoach hanh dong, ban nén bit tay ngay vio
viéc thuc hién. Pung d€ bat ky diéu gi tri hodn ban! Trong qua
trinh thyc hién, rit c6 thé s& c6 nhitng y&u t& anh hudng dén nhiing
dy ki€n clia ban. Ban hdy phan tich k§ ludng nhitng dnh hudng
nay va trong trudng hogp cin thi€t, ban ding e ngai gi néu phai
thay d6i mot s§ du ki€n trong k& hoach hanh déng ciia minh. Nhung
lvu y rdng cudi cing ban phdi dat dugc muc tiéu di dat ra.

K& hoach hanh dong 1a danh cho ban. Trir khi ban yéu cau, khong
ai ddnh gid, chdim di€m hay xem xét k& hoach clia ban. Hiy treo
k& hoach hanh dong & ndi lam viéc va bit tay thyc hién ngay!

Ban nén xem xét lai k&€ hoach clia minh theo dinh ky (c6 thé hang
thing) va di€u chinh k€ hoach khi cin thi€t. Hiy xem lai:
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m nhifng gi dang phdt huy tic dung?
® nhitng gi cin dudc cdi tién?
® lam th& nio d€ cé th€ thyc hién cdc cii tién dé?

Khi dd thuc hién xong k&€ hoach hinh déng, ban khéng nén vdi
ving c&t né vao ngdn ban. Ban nén danh chiit th&i gian d€ ddnh
gid viéc thuc hién k& hoach hanh dong va so sinh xem két qua
ma ban dat duge ¢6 nhy mong mudn hay khong. Diéu nay sé gidp
ban tich ldy kinh nghiém d€ thuc hién thianh cdng cdc k&€ hoach
hanh déng trong twdng lai,

Bitng quén ghi nhin nhitng ti€n by ma ban di dat dugc. Hiy in
mirng nhitng thinh ¢éng cia minh!
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Hay tom luge va suy ngdm

3 Pap an cdc bai ty danh gia
Bai tip ty danh gia 1

1 Quan hé céng ching 13 mét chifc ndng qudn 1y cia doanh nghiép
nhdm xay dung va duy tri m8i quan hé (5t dep va cing c6 Idi giita
doanh nghiép v cdc d6i tugng cdng ching (c6 thé 13 khdch hang,
nhdn vién, cdng ddng ddn cu, cdc nhi ddu ty, cdc cd quan qudn
1y nha nudc, v.v...). Hodc ban ¢é thé gidi thich mdt cdch don gidn:
quan hé cdng chiing ¢6 nghia 12 “hdy lam viéc t8t va néi cho cong
chiing bi€t diéu doanh nghiép di lam”.

2 Cédc trudng hgp b, d, e, f 12 cdc hoat d6ng thudc vé chifc ning
quan hé céng ching bdi vi chiing nhim muc dich xiy dyng va
duy tri m&i quan hé &t dep vi cling ¢6 Igi gita doanh nghiép va
cdng chiing.

m Trong trudng hgp b, cdng ty may mic Thim M§ di th€ hién sy
quan tdm chu ddo cla cbng ty d&i véi nhian vién d€ wr d6 xdy dung
md&i quan hé 6t dep v8i ho. G trudng hop d, cong ty gidy Sanh
Diéu ciing di quan tim dé€n viéc x4y dung quan hé t3t dep vdi
nhan vién nhung dudi hinh thic phdt hinh bin tin ndi bé d€ nhin
vién ludn kip thdi n{m bit tinh hinh phdt tri€n cda cong ty.

w G trudng hdp e, cong ty Sita Ngon di thyc sy quan tim dén lgi
ich cia khdch hing théng qua hoat ddng cham séc khdch hang cu
thé. T cudc thi do cbng ty 18 chdc, cdc bic phu huynh di nim
bit dugc ch&€ d4 dinh dudng 6t nhi't cho con em ho.

® Vi lgi ich cia cdng dOng 12 muc dich clia ¢dng ty sdn xudt bao bi
Tan Tién trong trudng hgp f. Cong ty dd diu tr mot s§ tién khéng
nho dé 14p dat hé théng x{ 1y chit thdi hién dai nhim bio vé méi
trudng cho cdng déng din cu xung quanh.

m Con cdc hoat ddng a, ¢, g khdng thudc chic ning quan hé cbng
chiing ma thudc vé chife ning marketing. Trong trudng hdp a,
chugng trinh “b8c thim tring thudng cin nha i gid 1 ty déng”
ctia ¢dng ty Bén Virng thuc chit 1a mdt hoat ddng khuy&n mai nhim
ddy manh sin lugng bdn hing cho cong ty. Con & trudng hop c,
cOng ty thi€t k& kién triic Hai Hoa dd quang cdo sin phidm cia ho
tdi khdch hang & bia sau ctia cudn tap chi chuyén nganh. d trwdng
hop g, cong ty A Pong mudn khuyéch truong hinh dnh cia cong ty
théng qua viéc tai trg cho bd phim.
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So vdi hoat ddng khuy&n mii va qudng cdo, hoat ddng quan hé
cong ching s& khong mang lai lId¢i ich ngay tifc thi cho doanh nghiép
clia ban. Ban khéng thé mong dgi chic chidn ring doanh s& bdn
hang sé& ting 1én ngay sau khi c¢6 bdi bdo vi€t vé doanh nghiép
cla ban. Quan hé co6ng ching sé giip céng chitng hiéu 16 hdn vé
doanh nghiép ctia ban v do d6 ho ¢6 thé mua sin phim ciia doanh
nghiép trong tudng lai. Hon thé& nita, khuyé&ch truong sin phim ciia
doanh nghi&p chi 13 mét trong rat nhiéu muc dich cfia quan hé céng
ching.

Quan hé céng ching ¢6 thé mang lai rdt nhidu 1gi ich thi€t thuc
cho doanh nghiép cia ban, di doanh nghiép cia ban kinh doanh
trong linh vuc nio va dil doanh nghiép clia ban 16n hay nhé. La
mdt doanh nghiép nhd véi ngdn sidch quing cdo han ch€, chic chin
ban khdng thé canh tranh ndi cdc cong ty “dai gia” véi ngin sich
quing cdo khdng 16. Quan hé céng chiing chinh 13 mdt con dudng
mdi mé va diy sdng tao dé doanh nghiép clia ban cé thé ti€p cin
vi thuy€t phuc c6éng chiing.

Bai tip ty danh gia 2

So d4 (th€ hién ddy dli qud trinh théng tin hai chiéu ciia quan hé
cdng ching nhu sau:

Mbi tredng x3 ho;

Thong diép

g

Kénh théng tin Cong ching

i€u, guan tim vi tng hd

T

Moi trydng xa by

2 Muc dich cia quan hé céng ching 1 doanh nghiép chuyén tdi

théng diép qua nhitng kénh théng tin thich hdp téi cong chiing dé&
tr d6 tdc dong dén nhin thitc cda ho. K€t qud ma doanh nghiép
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mong ddi 12 céng ching hi€u, quan tAm va dng hd doanh nghiép.
Né&u doanh nghiép khéng quan tim hoic khéng c6 cich thic dé
ddnh gid phin hdi cda céng ching thi 1am sao doanh nghiép bi&t
dugc ring céng ching ¢6 sy nhin nhin tot vé doanh nghiép hay

khéng.

N&i dung thé€ hién ding cdc budc trong qui trinh xdy dung chuong
trinh quan hé c6ng ching nhu sau:

Cdc budc

Né&i dung

1 Bit muc tidu

2 Xdc dinh d6i tudng

3 XAy dung théng diép

4 Lua chon hoat déng
quan hé cdng chiing

5 Thyc hién

6 Ddnh gid k€t qud

X4dc dinh di€u mi doanh nghiép
mudn thay d6i & d8i tugng cong
ching. .
Tim hi€u xem ai 14 ngudi ma
doanh nghiép mudn tic dong dén
nhin thic clia ho.

Xdc dinh diéu ma doanh nghiép
mudn chuyén tdi téi ddi tugng
cdng ching.

Xic dinh c4ch thitc d€ chuyén i
diéu doanh nghiép mudn néi vdi
c¢dng chiing mét cdch ¢é hiéu
qui.

Lén k€& hoach trong @6 chi ra ai
sé& 14 ngudi thye hién, thyc hién
nhu thé ndo va thyc hién trong
khodng thdi gian bao 1iu.

So sdnh xem nhin thic cia déi
tugng céng ching di thay déi
nhu thé nio.
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4

Uu di€m Hop| Théng | Sy | Bintin | Brochure | Phimty | Phdng | Phétbifu
bio |cdo bdo| kién | cOngty | /Wroi | giGithiéu | vin e cong

chi bdo chi ching

Tiépcinmucip | O | @ a| o O O O G|

d8i trgng quan

hé cdng ching

bdpng duge | M | O M| O O O 1| ]

ding m6i quan

thm cla d6i ong

Tiép can dudc s6 | O O ] 1] 0| a O

dong

Chuy€ntiithong | J | © 0 | 7| = O d

diép 3 moi ndi.

moilic

Ti€tkiémchiphi | B | B O © ] Fal ] M

Ké&tquacdsthé | O | O ) [l (| O O |

didnh gid dugc

ngay

Thongdigpcothé | O | © M, A ] ] | ]

duge gidi thichcin

k&

5 Bdo chi chi thyc sy quan tim d€n nhifng tin thit sy “néng héi”.
P6 14 nhifng tin mdi gy “séc” hodc nhing tin dang dudc ngudi
doc quan tim. Chic chin viéc doanh nghiép clia ban dat dugc
ching nhin ISO 9001:2000 ching con 13 diéu hdp din gidi bdo
chi bdi vi bdy git ¢6 rdt nhi€u doanh nghiép dat dude chitng nhin
nay. Hodc ban cho ring viéc doanh nghiép cia ban sdn xudt ra
san phdim mdi 13 diéu mdi d6i vdi ban, nhung bdo chi sé ching
thém quan tdm néu loai sdn phim dé di c6 trén thi trudng tir liu.
Do viy, ban khong nhat thiét phai t6 chic hop bio khi doanh nghiép
cua ban ¢6 nhitng théng tin hay sy kién mdi.
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6 Ban ¢ thé sdng tao ra rit nhiéu y twdng. Sau diy 13 mdt y tudng
ma ban c6 th€ tham khio.

a Chi dé sy kién: “Ngin ndp vd chuyén nghiép”

b Céch thic 8 chifc: Mai thi ky cla cic cdng ty khach hang 8i tham
du cudc thi “S3p x&p van phong ngin nip vd chuyén nghiép”. Mdi
mdt ngudi tham dy s€ duge phdt mdt bd vin phong phim (gidy,
bit, cap tai liéu, kéo, v.v...) vi mdt géc lam viéc. Nhiém vy ciia
ngudi tham du 13 trong vong 15 phit phdi sip x&p cdc van phong
phim tai noi 1am viéc sao cho dep, ngin nip va thuan tién.

¢ Gin sy kién véi tén tdi clia cdng ty: gii thidu cdc sdn phdm cda
cong ty s€ gidp khach hang chuyén nghiép héa van phong lam viéc.
Bai tap ty dinh gid 3

1

Hoat dong Muc tiéu quan hé cbéng ching
quan h€ | Thy hiit Cii thién | Xdy dung | X Iy
cong ching| va duy mdi quan hé | quan hé | khing hodng
quan hé vdi| v8i nhin vién | t8t dep vdi
khich hing céng dong

Hop bdo 1| O | |
Théng cdo
bio chi O 7} ]
Su kién ] o3} | |
Ban tin
cdng ty % A (5| a
Brochure/
8 roi o4 5| -
Phim
gidi thidu & O & O
Phéng van

bdo chi O O 1| 7|
Phdt bi€u

trudc
cbng ching =] | M “
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Ban ¢6 thé nhin thdy rdng cdng ty CBA dang gip phdi vin dé Ia
cdc khdch hang cé thinh ki€n khong t8t d6i véi cac khdéa hoc do
cdc trung tim t8 chitc. Ct h& nghe t8i cdc khba dio tao thi ho lai
cho ring ching chi toin 1§ thuy&t théi, chit chdng dp dung dugce
gl hét. Do viy, c6ng ty CBA cin phii giip khdch hang hiéu ré
phucng phip dio tao ciia cdc khéa hoc do cong ty t§ chifc mang
tinh #ng dung cao, bing cdch:

Ping cdc bii bdo trén cic bdo hodc tap chi danh cho nha quan ly
gidi thidu phuong phdp dio tao mdi sé gilip ngudi hoc cé thé (ing
dung kié€n thdc vio c6ng viéc ciia ho nhu th€ nido.

TS chidc hdi thio dio tao, mdi mdt s& nha quin 1y tdi trao ddi vé
cdc van dé trong mét linh vue cu thé, ching han nhy quan tri nhan
sy, dé cho ho thiy nhitng ki€n thifc trong cdc khéa hoc cé thé gitip
ho gidi quyét cdc vin dé cda ho.

T8 chifc hop bdo gidi thiéu phuong phip dao tao néu diy thuc sy 1a
mét phudng phdp mdi, chua tiing duge dp dung.

In cdc 8 rdi md ta phudng phdp dio tao mdi va phin phdt cho khich
hang.

Tham gia cdc héi chg tri€n lim, cdc hdi nghi va hdi thio vé gido
duc d€ gidi thiéu phudng phdp dio tao mdi.

V...

Th4i d6 lo 1ing cla cdc nhin vién & chi nhdnh cta cong ty Thinh
Phit & Ha N&i c¢6 thé 1am m6i quan hé giita cAp quén 1§ v3 nhin
vién trd nén cing thing khi anh Quang dudc bé nhiém lim gidim
d&c chi nhanh. P& nhin vién an tAm vi ¢é quan hé 5t dep v6i anh
Quang, ¢6ng ty Thinh Phdi nén:

T8 chifc mbt budi tiéc hodc mdt cude di chdi di ngoai cho anh Quang
VA tat cd nhan vién & chi nhanh. B4y chinh 13 dip d€ anh Quang va
cdc nhin vién 1am quen vdi nhau. Anh Quang ¢é thé gidi thich nhitng
thay d8i 12 d€ chi nhdnh hoat déng c6 hiéu qua hdn, chit khdng phii
d€ kiém so4t nhin vién.

Phdt hinh ban tin n6i bd d€ cung cip théng tin kip thdi cho nhin
vién vé nhifng thay d8i sé dugc thiue hién nhim ndng cao hidu
qud hoat dong cla chi nhdnoh,

Vv...
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Chiing ta thiy ring cdng ty dét Thinh Nam di coi trong Igi ich
cia cong déng. Di€u nay thé hién qua viéc cong ty da 1fp dit he
thdng xt Iy chit thdi hién dai nhim trinh giy & nhim méi trudng
cho ¢Gng déng din cv xung quanh. Tuy nhién, céng ty di khong
ndi diéu niy cho cong ddng bi€t cho nén ho vin nghi ring cdng
ty khéng quan tim dén Igi ich cda cong ddng. Cong ty cdn phdi
néi cho cong déng biét bing cdch:

Bing bai bdo trén & bdo dia phudng viét vé h& théng X 1y chit
thdi hién dai clia cOng ty ddm bdo x¥ 1y todn bd chdt giy 6 nhiém
trong nudc thdi cia nhi may.

Hop bdo gidi thiéu tinh wu viét cia hé théng x Iy nudc thdi theo
c¢6ng nghé hién dai nhat.

TG chifc cudc gip véi dai dién cia cong déng dan cu xung quanh,
trong d6 éng gidm dbc cia cdng ty s& trd 13i phdng van hoic phat
bi€u vé sy quan Am cla cong ty d6i véi viée gin giit va bio vé
mdi trudng sdng.

Vy...

Cong ty Viét Handicraft dang ding trudc nguy co mat long tin di
v3i c¢dng ching n€u khdng cé nhitng bién phdp kip thdi d€ 1am
16 nhitng viéc ma céng ty 1dm 13 nhim muc dich tir thién cla céng
ty, cht khéng phai 13 béc 16t lao ddng tré em. Ban gidm déc cong
ty ¢6 thé nghi t6i cdc bién phdp sau:

TS chitc hop bdo, trong d6 ban gidm déc cong ty gidi thich r6 rang
moi thic mic vé vidn dé cbng ty gitip d3 tré em lang thang nhu
thé nio.

TO chifc trd 13i phéng van trén truyén hinh (n&u cin) gidi ddp nhing
thic mic cia cdng ching xung quanh hoat dong tir thién ciia cong ty.
Phit hanh bdn tin céng ty cung cip nhitng théng tin cé lién quan
dén viée cdng ty quan tim gitip 43 tré em lang thang.

T6 chifc cdc cude thim quan d& cong ching trye ti€p thiy cdc em
dude gitip d3 hoc vin hda vi hoc nghé nhu thé nio.

V..,

Piéu quan trong khéng phdi 12 ai ¢ quan hé t6t vdi gidi béo chi,
mi liéu rdng nhing diéu ban néi c¢é thuc sy hiap din bio chi hay
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khéng. N&u cau chuyén cia ban ching cé gi mdi mé va hip din
thi bio chi ciing khéng mudn ding tin clia ban. N&u ban quen biét
ho thi ciing cé thé ho ding bai cho ban nhung chi mdt hai 1an thi.
Ho khéng mudn mit ddc gid cia ho cho nén bio chi s€ tu tim
dén ban néu ban cé nhiing ciu chuyén mdi mé va hdp din doc

g1d cua ho.

Bai thuc hanh 11

Pap an mdt sd bai thyc hanh

:

Muc tiéu

Thay d&i
nhin thidc

Thay d6i
thdi dd

Thay ddi
hanh vi

» Trong vong 6 thdng, phdi
1am cho ngudi din hifu
ring t6n chi hoat déng
clia cong ty 12 vi sific khde
cia ngudi din;

« Trong ba thdng tdi phdi
l1am cho ngudi din nhudng
dién tich dat canh tdc cia
ho cho viéc x4y dyng nha
mdy cia céng ty;

» Trong mdt thdng téi, phai
gidp khdch hing hiéu
dude nhitng tinh ning ndi
bit clia sin phfm méi;

» Trong hai tudn tdi, phdi
lam cho cdc ¢8 dong hi€u
va Ung hd chién luge kinh
doanh mdi ctiia cong ty;

= Trong thing tdi, phidi gidip
cho nhin vién hi€u, ding
hé va dp dung hé théng
qudn 1y chit lugng.

)

O

O
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5 Dap an bai kiém tra nhanh

Tra 13i 1

Trd 131 2

Tra 13i 3

Cic d6i tugng cbug ching cia doanh nghiép bao gém:
Khich hiang: nhitng ngudi di, dang hodc cé th€ sé mua sin pham,
dich vu c¢da doanh nghiép ban,

Céc cd quan chinh quyén: cic t§ chitc thudc nha nudc ¢é anh
hudng chi phdi dén hoat déng cia doanh nghiép thdng qua hé
thong phdp luit;

Cong dbng din cu: nhitng ngudi sinh s&ng trén dia phuong doanh
nghiép hoat déng, ho c¢6 thé c¢6 nhitng m8i quan tim chung vdi
doanh nghiép vé méi trudng, vé co sd ha ting, an ninh céng
cdng, hay nhitng vin dé x4 hoéi khic;

Céc nhi diu tr: cdc cf ddng gbép vén trong cbng ty 8 phin, cdc
bén lién doanh lién két, cdc quy diu o mao hiém;

Nhin vién: nhitng ngudi cé lién hé chit ché vi quyét dinh sy
thinh cong clia doanh nghiép, ho déng thdi cling 1d cau ndi gil¥fa
doanh nghiép va cdc ddi tugng cong ching khic;

Céc t6 chifc va ¢4 nhdn khdc cé lién quan d€n doanh nghi&p:
cdc nhd cung cip, nha phin phdi, ngin hing, t§ chifc tin dung,
V.V,

Trong doanh nghiép, quan hé cdng ching 13 mét chiic ning qudn
Iy giip xiy dyng va duy tri m&i quan hé clng c¢é 1gi gilta mot
doanh nghiép va cdng chiing cia nd.

Nhitng 1gi ich ma quan h& céng ching c6 th€ dem lai cho doanh
nghiép bao gém:

¢6 nhiéu ngudi bi€t d€n doanh nghiép va sin phim cda doanh
nghiép hdn;

cong ching hi€u doanh nghiép hon; v

ning cao uy tin cia doanh nghiép;

cling ¢& niém tin cia khdch hiang d8i vdi doanh nghiép;

¢6 duge doi ngil nhin vién trung thinh vd cam k&t véi Igi ich clia
doanh nghiép;

bdo vé doaunh nghiép trudc nhitng con Khing hodng.
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Tra 13i 4

Quan hé céng ching

Marketing

Quan tim d&n cd cdc mdi quan hé
ndi bd (v8i nhan vién) va cdc mbi
quan hé bén ngoii.

Nhim vao d8i tugng céng chiing
bao gdm cd nhitng ngudins chic
khéng phdi 1a khdch hang.

Nhim clng ¢ hoic thay d8i nhan
thifc cdia cbéng ching trong nhiéu
Iinh vuc khdc nhau (vé doanh
nghiép, vé sin phim, vé mdt c4

Chi quan tim dé&€n cdc md&i
quan hé bén ngoai.

Chi nhim vao ddi tudng
khdch hang.

Chi tdc dong dén nhan thic
cia khdch hdng vé sdn
phdm.

nhin, ...).

Trd 131 5

Trd 1 6

Tra 19t 7
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Cdc nhd qudn 1y, dic biét 12 chi doanh nghiép chinh 13 mét
kénh théng tin quan trong clia doanh nghiép. Ho 12 nhifng ngudi
chuyén tdi cdc thong diép cda doanh nghiép tdi cong ching
théng qua nhifng 18i néi vd hanh déng cda minh trong cd cdc
giao dich chinh thitc va khdng chinh thite. Céng ching thudng
cho ring day 12 mot kénh théng tin ddng tin ciy nhit.

Nhén thic clia cdng chiing vé mdt doanh nghiép, mdt sin phim,
hay mét loai sén phim 1i nhiing quan di€m cda cong ching vé
doanh nghiép, sdn phdm hay loai san phim dé. Nhdn thite cda
cdng ching dugc hinh thinh chd y&u dya rén nhitng théng tin
ma ho nhdn dudc, bat ké tlr nguén nio va bit ké théng tin do
c¢6 diing hay khéng.

Muc dich cla quan hé cdng ching 13 cung cip thong tin d€ tdc
déng d€n nhdn thic cda céng chiing theo chidu hudng cé 1gi
cho doanh nghiép. Chdc chin ban mong muén ring sau khi
chuy€n tdi théng tin t6i cdng ching, doanh nghiép chia ban s&
nhin dugce sy quan tdm va Gng hé cda c¢dng ching. Lim sao
ban ¢6 thé bi€t duge di€u niy néu nhv ban khong quan 1am va
khéng c¢6 nhitng cdch thic d€ nhin bi€t nhitng phin hdi cia
cOng ching. Do vdy, cung cdp théng tin chita d&, ban cin phii
bi€t céng chiing ¢6 phin ng nhv thé nio.
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Trd 13i 9
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Tra 131 11

Tra 15i 12

Hay tém lwoe va suy ngdm

P& bi€t c6ng ching dang c6 nhan thifc nhy thé nio vé minh,
doanh nghiép c¢é th€ thyc hién cdc cdch sau:

phéng van tryc ti€p d6i wigng cdng ching muc tiéu;

gli phi€u thim do y kién t6i dbi twong cdng chiing muc tidu;
nghién cifu cdc tai lidu 1ién quan dé ndm bit xu hwdng nhin
thifc cliia cdng chiing.

M6t thong diép t8t cin c¢b cdc dic di€m sau:

néu bit duge ndi dung ¢t 164,

ddn gidn va tap trung;

sing tao;

xdc thuec.

Cé 4 kénh théng tin chd y&u sau:

Phudng tién truyén thdng dai ching;

Sy kién;

Tii liéu quan hé cong ching;

Giao ti€p cd nhin.

C3 marketing vi quan hé& cdng ching déu ¢é muc dich xiy dung
vd cling ¢ mdi quan hé vdi khdch hang. Quan hé cong ching
thic diy m&i quan hé v&i khdch hing bing cdch thu hit sy quan
tim ctia c6ng ching trén phudng tién théng tin dai ching, 8
chife cdc sy kién khuy&ch trudng sdn phdm va cdc chuong trinh
théng tin vdi kKhdch hing. Muc dich cda cdc hoat déng nay la
lam cho khich hang biét d&€n sin phadm hoic dich vu mdi, hiéu
nhifng tinh ning ndi trdi va 1gi ich cda mdt sdn phdm hode dich
vu cu thé, ggi nhd va nudi dudng nhifng tinh cdm 18t dep ma
cong ching danh cho mdt sin phdm hodc dich vy.

Ngoai ra, nhifng hoat déng khic ma quan hé cong chiing ¢6 thé
lam 1a: tao ra cdc nhém khich hing dé ting cudng sy trung thanh
cda khdch hiang, thyc hién cic chucdng trinh thda min khdch hing
toin dién, bio vé& danh tiéng clia mdt sdn phdm, dich vu.

D€ gitip doanh nghiép x4y dyng va cling ¢§ mdi quan hé vdi
nhin vién, quan hé c¢6ng chiing thyc hién cdc vai trd lién lac
gita nhdn vién va chld doanh nghiép, truyén dat va thu thap
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Tra 131 13

Trd 181 14

Trd 131 15
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théng tin, thuy€t phuc nhin vién. Viéc xiy dung m8i quan hé
v6i nhin vién duge bit diu tlf khi doanh nghiép ti€n hanh tuyén
dung cho dén khi nhin vién két thiic hgp ddng clda minh vdi
doanh nghiép. Cdc hoat déng quan hé céng ching cé th€ bao
gém chudng trinh ngiay héi nghé nghiép, chuong trinh dinh
hudng nghé nghiép cho nhin vién, cdc hoat déng cdi thién méi
trudng lam viéce, cdc hoat ddng khen thudng, cdc chuong trinh
théng tin, v.v...

M6t doanh nghiép chi chd trong m&i quan hé v8i nhdn vién thi
¢6 thé s& ¢é nhitng vin dé d8i vdi cdng déng. Mic du nhan
vién clia doanh nghiép cé thé 1a mdt phan cla coéng ddng vi
ho ciing 13 mdt kénh thdng tin cho doanh nghiép, mdi quan tdm
clia hai d8i twdng khéng hoan todn gidng nhau. P& xiy dung
va cling c¢6 mdi quan hé vdi cong ddng, doanh nghiép cin quan
tim dén nhitng 1¢i ich cia cdng dong thay vi chi quan tim tdi
1¢i ich eda ban thin va cia nhin vién.

Khiing hodng c¢6 thé x4y ra cho bit ¢t doanh nghiép ndo, khéng
phu thudc vao qui md clia doanh nghiép. Dii doanh nghiép cda
ban 1dn hay nhd thi hing ngay ban vin phdi d&i mit véi nhiéu
nguy cd khiing hodng ¢é thé x3y ra, c¢d thé lién quan d&n sin phim
ciia doanh nghiép (giy nguy hai cho siic khde, giy bat tién cho ngudi
st dung, v.v...), hay lién quan d&n doanh nghiép (bi t& co twdn thué,
vi pham luit lao ddng, chiy nhd xudng, cdng nhin dinh cng, v.v...)
hodc thim chi lién quan d&n chinh ngudsi ngudi chi hodc qudn ly
doanh nghiép (in chdi sa doa, c& bac, v.v...).

Doanh nghiép nén thué dich vu bén ngoai hon 13 tv (3 chie cde
hoat ddéng quan hé cong ching néu:

Doanh nghiép qud bin rén cho nén khéng cé thdi gian dé thuc
hién cdc hoat d6ng quan hé cbng chiing;

Doanh nghiép da tim kiém trong ndi b6 nhung khéng ai ¢6 khi
ning thuc hién quan hé céng ching;

Tir trudc d&n nay, doanh nghi€p chva ¢6 mdi quan hé vdi cdc cd
quan truyén théng: bio chi, truyén hinh, phit thanh;

Mot s6 hoat ddng ddi hdi tinh chuyé&n nghiép cao, nhif t8 chic cdc

sv kién trong khi doanh nghiép khéng cd khda ndng va chua cé
kinh nghiém t8 chifc cdc hoat dong dé.
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6 Dap an bai tap tinh hudng

Mét didu 16 rang 1A cong ty Anh Sdng nhin thi'y cdc hoat déng
qudng cdo khdng gitip ich gi cho cong ty trong viéc giy 4n tugng
cho khdch hiang v& s3n pham bdng dén loai méi cila cong ty. Céng
ty di quy€t dinh chuyén sang thyc hién cdc hoat déng quan hé
céng ching nhim gidi thiéu nhitng tinh ning vu viét (46 bén va
ti€t kiém ning lwgng) clia loai béng dén mdi 61 khach hing (céc
dai 1y va cdc cira hang bdn 1é).

Qua nhitng 13i huéng din cla dng Thanh cho anh Hing, ban ¢6
thé thdy ring dng Thanh ¥ thic duge viéc stt dung cidc hoat ddng
quan hé céng ching d€ tic déng d&€n nhan thifc clda khdch hing
v€ nhifng tinh ning clia sin phdm mdi. Tuy nhién, hoat déng quan
hé ¢6ng chiing ciia cdng ty Anh Séng s& thu hit dudc sy quan tim
clia c6ng chiing hon n€u éng Thanh khuy&n khich anh Hung vdn
dung sy sing tao d& tim ra nhifng ¥ twéng mdi hon 12 néi anh Hing
nén bit chudc cdc ¢dng ty khéc.

Cudc hop bdo clia ¢éng ty di that bai bdi vi diéu cin néi véi gidi
bdo chi thi dd khong ndi duge. Cudc hop bdo di dianh qud nhiéu
thdi gian cho nhiing chuyén khéng lién quan hoic lién quan rat it
d€n sdn phim béng dén mdi. Chi cé rdt it thdi gian danh cho viéc
gidi thiéu sin phim mdi. Cdc phéng vién khéng cé di thdi gian
dé tim hi€u nhitng tinh ning wu viét clia loai béng dén mdi thi
lam sao ho dua tin dugc.

P& cudc hop bdo thinh cbng, cdng ty Anh Sing nén:

Tap trung vio chi dé chinh clia cudc hop bdo 13 viéc gidi thidu loai
béng dén mdi vdi nhifng tinh ning va lgi ich thi€t thue cho ngudi
tiéu diing;

Danh chil y&u thdi gian cho cdc phéng vién tim hi€u tinh ning vu
viét ctia loai sdn phAm mdi. Nén cé phin hdi ddp cdc ciu hdi cda
phéng vién xoay quanh sin phim mdi;

Loai bd hoidc rit ngdn bai phat biéu clia dng giam déc cong ty va
trudng bd phin sdn xudi. Chi€n lude kinh doanh cda céng ty va
nhitng khé khin ma cdng ty gip phdi khi Viét Nam gia nhip AFTA
nén dugc in thinh tii liéu va phdt cho phéng vién sau budi hop bdo;
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Khoéng cdn méi nhilng ngudi khéng cé lién quan nhu cdc trudng
bd phan tat chinh, sin xuit, vd cd nhin vién phu trich quing cdo
Khuyén mii tham gia ban chd toa;

M3i phéng vién kinh t&€ hon 14 mdi nhitng phdng vién quen nhung
khéng phdi chuyén vé kinh t&, thi trudng;

Cudi cing c6 thé khéng cin (8 chdc hop bdo néu ¢éng ty Anh
Sdng cam thdy sin phim béng deén mdi khéng dii 13 mot sin phim
ndi bit ding d€ thu hiit gidi bio chi. Cong ty chi cAn giii théng tin
diy dt vdi hinh dnh dinh k&ém cho bdo chi 13 dd,

Budi 18 gi6i thitu san phim mdi cia cdng ty Anh Sing ching d€ lai
an tugng gi cho khdch hang vé loai sdn phdim béng dén méi. Chd
dé “Lé& gidi thidu sdn phim béng dén mdi ciia cong ty Anh Sdng”
rit md nhat, chang giy duge su td md chi ¥ cla nhifng ngudi tham
du. Tiép dé cdc hoat déng clia budi 1& 13 sy cSp nhat ¢ nhitng sy
kién ma cdc cong ty khdc di 8 chifc. Do vay mic dt cdc hoat déng
niy lam cho ngudi tham dy dugc vui vé nhung chiing ching truyén
dat duge thong diép gi v& sdn phim mdi tdi ho.

Dé budi 1& gidi thidu sdn phdm dat duge muc tidu dé ra, cong ty
Anh Sing nén:

Dat ra mét chd dé hdp din cho budi 1€, ¢6 thé 13 “S& dung dugc
(i 5 ndm ma ti€t kiém tdi 30%". Chd dé niy nén dudc treo 1én
phdng clia s&n khiu va trang tri thit bit mig

TAt cd cdc hoat dong clia budi 1€ phdi tdp trung vao théng diép
chinh “bén hon 1,5 1dn va tiét kiém téi 30%".

= Bai thuy&t trinh tdp trung vio cdc vu diém ndi bit cila san phim,
gid cd, chueng trinh qudng cdo hd trg va chinh sdch bin hiang wu
dii (mua 10 ting 1), v.v...

» Cdc tiét muc gidi tri: tAp trung nhitng ti€t muc hién dai nhy mda
techno chio mitng séi dong. Cdc vii cong cé thé mic trang phuc
thi€t k& hién dai th€ hién tinh céng nghé cao cia sin phim.
Hodc nhitng i€t myc 4o thuit cdch diéu wr san phim. Hay mot
hai kich nhe nhing mi 1dy y tdng clia sin phim mdi, v.v... C6 thé
16ng thém ti€t muc trd chai vita 16i kéo tham gia va vira nhic lai
théng diép san phim.

= Man gidi thiu sdn phdm: Nén tao mot gidy phit quan trong trong
chugng trinh. Gidy phit d6 phdi lién quan dén thong diép chinh —
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sdn phim. C6 thé d€ trén sin khau c6 buc nhd, trén dé dit cdc sén
phim méi va dugc phi bing vdi. Ong gidm d&c hodc cdc ¢6 ngudi
miu s& gidt tim vai va ti€t muc gidi thidu sdn phim bit ddu. Phai
k&t hdp véi nhitng yé&u t& khic dé tao 4n tugng nhu dén (tdt, m3
hoic md xudng; den follow...), am thanh (nhac hiéu), hé thing
hiéu @ng khdc (laser) vi phdo (phio bdng, phdo diy hodc phdo
vyn.

» Boc thim tning thudng: d€ dac biét ¢é thé 1am cich khdc. P& mdt
logo sau mit ghé&. Hoidc d€ logo nhd & géc khin dn. Moi ngudi sé
nhdo nhio di tim.

m DPit hang: ti€p theo sau phin trinh biy sdn phim, bidn hing 12 phin
dat hang. Phi€u dat hing phdi sin sang. St dung chiéu “kich” dé
moi ngudi dat hang. Phdi 1am sao cho khong khi néng 1én nhu dang
3 “casino” dé€ ho c¢6 thé ra quyé&t dinh dit hing trong “tich tdc”.

m MJdi bdo chi: nén mdi phdng vién tif cdc bdo hodc tap chi ¢6 lién
quan, ching han nhi Th&i bdo Kinh t€, Kinh t&€ Sai Gon, Sai Gon
Ti€p thi, CAm nang Tiéu diing, v.v... Chudn bi sfn cdc i liéu gidi
thiéu vé cdng ty vd sin phim mdi d€ phin phit cho cdc phéng vién.
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QUAN HE CONG CHUNG

Liéu doanh nghiép cla ban cé rai vao bat ky tinh trang nao dudi day khéng?

Doanh nghiép clia ban cam thay khé thu hit dugc sU quan tdm cla cdng ching do ngan
sach quang céo “eo hep” so véi cac doanh nghiép Ién;

< -
San pham clia doanh nghiép ban rd rang la c6 chat lugng va c6 thé canh tranh véi san
phadm cla cac cong ty I6n, vy ma van kho ban bdi cong chung chua tin vao doanh nghiép
va san phdm cla ban:

Doanh nghiép cla ban tich cuc tham gia cac hoat dong xa hoi dé tao uy tin doanh nghiép
nhung khong dugc cong chung biét dén hozc ghi nhan.

Nhing tinh trang nay 1a do méi quan hé gilia doanh nghiép ban va céng chiing chua chat
ché, nghia la quan hé céng chung chua dugc doanh nghiép clia ban khai thac dung tam.
Cubn sach Quan hé céng chiing s& gitp ban:

hi€u “Quan hé céng chung” trong ngii canh clia doanh nghiép cla ban:

tim ra nhiing Igi ich ma quan hé cbng chung c6 thé dem lai cho doanh nghiép cla ban;

vach ra cac buéc cén thiét dé xay dung va thyc hién mot chuong trinh xay dung quan hé
cdng ching nhdm tao “fan” cho doanh nghiép:

tim ki€m céc co hoéi quan hé céng ching nhiam xay dung mét hinh &nh t&t dep vé doanh
nghiép;

trién khai cac hoat déng quan hé cong chung tai doanh nghiép..

quan hé cong chiing :

I

2 301568
28.000 vND

Gia: 28.000 @
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