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LOI NOI PAU

La nguoi lam marketing hiu nhu tit ca ching ta déu c6 hiéu
biét nhit dinh vé thi tr uong ngudi ticu dung. La ngudi tiéu dung, hiu
nhu ngdy nao chung ta ciing phai mua vt dung thiét yéu. Ngodi ra,
chiing ta khong thé tang 1o hang loat cac thong diép marketing 6 at tin
~ cong ching ta tir khip cac phuong tién truyén thong. Song trén thuc
(&, thi trudng cong ty B2B con 16n hon gip boi. Thit vay, chi riéng ¢
Viét Nam moi ndm, cac cong ty chi hang chuc ty dé-la cho thiét bi van
phong va bdo tri. Cac co quan chinh phi cta Vit Nam thdm chi con
déng gop nhiéu hon cho thi truong cong ty. Trén thé g101 cling vy,
hoat dong thuong mai qua Internet giira cac td chirc dén nay ciing c6
tong gia trj 1én dén gan 3 nghin ty d6-la.

Du 1a giao dich truc tlep, qua dién thoai, hay trén Internct, moi
ngay nguoi lam marketing trén thi trudng cong ty B2B déu phai xu ly
nhitng quyct dinh mua hang phie tap, c6 su tham gia ra quyét dinh
cta nhiéu ngudi. Cac quyét dinh nay c6 thé 1a 1énh mua lip lai nhitng
sin phim ting giao dich hay nhitng vu mua ban phirc tap véi céc linh
kién va vit liéu cé nguon cung rng tir khap noi trén thé glm Chung
thuong lién quan dén viée thiét 1ap méi quan hé bén virng gilta cong ty
va khach hang, cling nhu kha ning phan hoi cua cong ty truée nhirng
thay ddi thuong xuyén trén thi trudng hién tai. _Su hai long va long
trung thanh gua khacl) hang cong ty 1a nhirng ycu té chinh trong qua
trinh phat trién cdc moi quan h¢ dai han.

Thi truong cong ty B2B co nhiéu thir thach hon thi truong ticu
dung B2C. Viéc mua sim cho td chirc cing phuec tap hon rat nhidu so
voi mua sim tiéu ding va chuycn nghlcp hon do nhirng nguoi dll’O’C
ddo tao bai ban thuc hién. Vi thé quyén sach nay s€ thao ludn vc ban
chit cia thi tr wong marketing B2B, ban chét nhu ciu vé sin
phém/dich vu, cac cach tiép cin khiac nhau cua markcting B2B, déc
biét 1a viée xdy dung mdi quan hé giira ngudi ban va ngudi mua. Bdi
vi marketing B2B lién quan dén hoat dong mua ban hang héa va dich
vu gilta cdc t6 chirc nhim phuc vu qué trinh hoat déng, vén hanh san
pham khéc hodc ban lai cia t chirc. Quyén sach marketing B2B ndy
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duoc viét theo quan diém m& rong, nghia la khach hang khong chi la
céc td chirc cong nghiép ma con bao gbm ca ngudi ban lai.

Céc tai lidu viét vé marketing tiéu ding thi nhiéu nhung tai liéu
viét marketing B2B — marketing khach hang té chirc that hiém hoi. Va
hiu nhu cac tai liéu nay khong giai thich chi tiét, thiéu véng nhirng
tinh hudng thuc tién trong cugc sét}g - ldy bbi canh méi truong kinh
doanh dic thu cua Viét Nam lam nén tang, do chinh cac cong ty Viét
Nam van hanh va thuc hién. Dy la mét yéu ciu quan trong dé nghién
ciru, hoc tip va ung dung ddi véi mon hoc kho va co tinh thuc hanh
{mg dung cao nhu mén marketing B2B.

Hién nay c6 hai xu huéng vé viét sach gido trinh dai hoc dang
tdn tai & Viét Nam ma khi xem xét thi xu huéng nio ciing cé vén dé
va bit cap.

Xu huwdng thir nhat, mdt sb tac gia da nd luc bién dich tir cac
sach quan trj va marketing cua nudc ngoai. Tuy vy, viéc sir dung cac
Iy thuyét va tinh hubng clia nudc ngoai trong hoc tdp, giang day va
img dung khéng cao vi né qua xa la véi thuc té va méi truong kinh
doanh cia Viét Nam. Ngudi thy gido, ngudi hoc va ngudi lam cong
viéc truyén théng that kho tiép thu nhitng tinh hubng trong nhitng diéu
kién thi trudmg hoan toan khac biét vdi diéu kién cua Viét Nam. Diéu
né}' gy khé khan rat 16n cho nhitng ai muén tim hiéu va van dung
kién thirc marketing B2B vio thyc té, dic biét 1a cac ban sinh vién,
nhitng nguoi chua timg trai nghiém thyc té.

Ngoai ra nhu Yevgeny Yevtushenko timg noi ring “dich vin
ciing nhu phu ni, néu ban dich dep thi nd khong dung y nghxa cua ban
goc, néu ban dich trung thuc voi ban géc thi né chic chin khong
dep”. Chinh vi thé cac chuyén gia ngoai ngit thuong canh bao rang
dich la phan. CO nhiéu glang vién c6 1§ xuit phat tir y d6 tét mudn
dich nhitng quyén sich tiéng Anh dé chia sé v6i déng nghiép va giang
day cho sinh vién. Nhung néu ban dich khéng chuyén taj tron ven
dugc y nghia cua ban goc thi c6 kha nang bién ban dich thanh mot thir

vin vo dung va ¢ thé nguy hiém.
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Trong hoc thuat, dich mot quyén sach khoa hoc c6 khi con kho
hon viét. Dich mét cach cén than doi hoi ngudi dich khéng chi am
hiéu sdu sic vdn d&, am hiéu tiéng Anh, ma con phai biét rong vé thuat
nglt. Nhung c6 rit nhiéu thudt ngit marketing moi hoan toan khong co
trong tr vumg t'enc, Viét. Nhirng khd kha:‘. 5 dan dén mot thyc té 12
doi khi doc ban tiéng Anh ctia mot quyén sach con dé hiéu hon doc
ban dich tiéng Viét cua mdt dich gia nao d6. Tiéu biéu va hiu qua cho
tiph trang nay 12 nhiéu sai s6t khong déng co trong nhimg quyén sach
vé marketing duoc dich thuit trong thoi gian gin ddy & nudc ta.

Xu hudng thir hai, ddng budn hon, cai goi la sach gido trinh,
nhan nhén trong céc truéng dai hoc cia Viét Nam hién nay thit su chi
la cac dé cuong bai giang gach ddu dong, toan 1a ly thuyét suéng,
khong c6 1y ndi mét thi du minh hoa. D& cuong bai glang chi 1a
nhirng dan y (outline) tom tit hoan toan khac xa v&i mdt quyén sach
duogc nghién clru nghiém tic va bién soan cong phu, hoan chinh. Theo
16 GS Nguyén Lan Diing phé binh :“Sach giao trinh dai hoc hién nay
cua Viét Nam ta “méng nhu ludi méo” - diéu khong hé thiy & bat ctr
nudc nao trén thé gioi. Cac nudc ngay nay, ngay ca nudc nghéo nhu
Nepan nhung sach gido trinh dai hoc cta ho ciing rit day, rit hay.”
Chi hoc ly thuyét chay nhur vay thi 1am sao biét van dung vao thuc té.
Hau hét sinh vién Viét Nam sau khi ra truomg vao lam viée & cac cong
ty déu phai duoc dao tao thyuc hanh lai; giy hao tén cong sirc va thoi
gian cua toan x hoi.

Con vé ton tai va bat cap trong cach thirc giang day thi c6 nhidu
truong dai hoc cia Viét Nam va nhiéu gidng vién bé nguyén xi sich
tiéng Anh vao giang day. Ngay chinh cac hoc gia Anh, MJy ciing
khuyén chung t6i, nhitng ngum nhiéu nim du hoc tai Anh, My la nén
doc cic quyén sach ma ho viét chung véi cac hoc gia A chdu chu
khéng nén doc cac 4n ban toan cdu (mternatlonal version) ma ho viét
riéng cho cac quoc gia phat trién. Trén c4c quyén sach cua cac hoc gia
Anh, My néi tiéng déu co dia chi mail cua ho, ban hay viét thu hoi ho
xem c6 ding nhu vy khéng thi s& kiém chirng dugc tinh xac thuc tir
thong tin ma ching t6i vira néi dén.
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Cai cach giao duc thi sach gido khoa phai di trudgc mot budce. Co
thé noi, chua bao gio nhue bay gio nén giao duc cia Viét Nam can co
nhitng quyén sach gido khoa dugc Viét Nam hoéa “kién thirc todn céu,
am hiéu dja phuong”; nghia 1a biét Ung dung céac ly thuyét va cac moé
hinh tién tién cua thé gi6i; “Biét nhan ra dong luc chu dao cua phat
trién : khai sang (enlightenment).“Khai sang la su khai mé manh mé
vé tu duy, 1a sy diing cdm thdo bo su lac hau, sy khao khat hoc hoi tri
thirc tinh hoa cta nhan loai.” (Vii Minh Khuong, Pai hoc Quéc Gia
Singapore).

Nhitng quyén sach gido khoa dugc Viét Nam héa dé khong chi
mang tinh hién dai, ma rruoc hét, phai biét chit loc nhitng ly thuyét va
kién thirc hién dai nao phi hop va ¢ kha ning tng dung vao hoan
canh thuc té cia Viét Nam, va ké dén, trinh bay thco trit tu va hé
théng sao cho d& doc, dé hiéu va ddc bigt la dé ing dung ddi véi doc
gia Viét Nam. O day nbi 1én tim quan trong va vai tro khong thé thiéu
ctia ngudi thiy 14 ngudi biét chon loc va dua dudng din 16i cho sinh
vién. Vin dé Ia minh hiéu nhung trinh bay thé nao dé cho ngudi khac
hiéu luc nao ciing hét sirc cén thiét.

Quan diém viét xuyén sudt tir ddu dén cudi cia ching t6i 1a xay
dung mdt cdu tric chit ché, y tuong thdng nhét va lién h¢ hitu co véi
nhau “Viér trude nght dén sau, viét doan sau soi lai doan truéc™ tirc la
chdng ¢6 cdu nao, doan ndo Id vé tém ma céu nao, doan nao ciing cé
dung y cd. Cac thi du minh hoa trong méi chuong la nhiing tinh hubng
marketing dién hinh. Cac 1y thuyét déu dugc gi6i thiéu mot cach co
dong, xic tich kém theo 1a nhitng phén tich, binh ludn thiu déo dén
cdt 16 cia van da, Dé ban doc d& cam nhan va dé tiép thu, chung toi
da dién dat bang cach hanh vin chit ché, trong sang, gian di va giau
hinh dnh. Quan diém cia chung t6i la cb gang gigi thiéu nhitng ly
thuyét marketing B2B cin ban lin kinh nghiém va b1 quyét thuc hanh.
Voi nhitng néi dung nhe vdy, ching toi hy vong rang tai liéu nay sé
giup nguoi doc linh hoi khong nhitng kién thirc va marketing B2B ma
con phat trién duoc nhirng ky nang thuc hanh, vi dic thi cua linh vuc
marketing B2B wira 13 khoa hoc vira 1a nghé thudt, vira ly thuyet vira
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thwe hanh. Mt quyén séch viét vé marketing B2B can phai lam noi
bat tinh nghé thudtr clia marketing ciing nhu viéc thue hanh ng dung
trong diéu kién va hoan canh cu thé ciia Viét Nam.

Noéi dung ctia quyén sach gém 8 chuong, bat dau tir nhitng van
d¢ chung nhét ctia nghé thuat va marketing B2B cho dén cach thic
thuc hanh {ng dung tir cic cong ty Vxet Nam trong thue t& MJi
chuong dugc trinh bay theo két cau glong nhau gom cac phan chinh
nhu : muc tiéu, ndi ding, tém lugc, cau hoi 6n tdp va tinh hudng thuc
hanh nghé thuat va marketing B2B.

e Phin muc tiéu cho biét ban doc s& dugc trang bi cac kién thuc,
k¥ ning gi sau khi doc hét chuong. ]

e Phin ndi dung la phz“m chinh yéu nhét sg trinh bay vé 1y thuyét
va kinh nghiém thuc tién ciia nghé thudt va marketing B2B cua cac
cong ty dang hoat dong trén thl truong Viét Nam giup cho ban doc c6
cai nhin téng hop vé nhitng vén dé cin ban va quan trong nhét cla
marketing B2B. Do chi trong dén thuc hanh ing dung nén ching toi
giai thich rat chi tiét, va gi6i thiéu rét nhiéu tinh huong minh hoa, dé
ban doc hiéu rd hon cach thic rng dung trong thuc té. Viéc nghién
clru cac tinh huéng marketing dién hinh nay sé tao co hoi cho ngudi
doc tim hiéu, phan tich va thio luin vé cic quan diém, céch thic giai
quyét vin dé dbi vei nhitng truémg hop dién hinh trong ngh¢ thuat va
marketing B2B. Du chung t6i da phén tich, ly giai rit k¥ cang va chi
tide, nhung trong khoa hoc ndi trd'ng ra cho trcfng, den ra cho den qua
thit 1a chuyén kho. O day.dd 43 phan tich k§ ludng “néi trdng ra cho
tring nlnrng trén thire té van la den”. Do do, viéc phan tich va thao
ludn thém vé cac quan diém, cach thie thuc hanh ing dung trong thuc
té ctia ban doc van hét stc cin thiét.

e Phin tom tat va céu hoi 6n tap giup cho ban doc phén biét
duoc nhitng vin dé cbt ycu va nhung van dé ho tro, tu kiém tra lai cic
kién thirc va x4c dinh xem van dé nao cn tiép tuc nghién ciu.

e Phin nghién ciru tinh huong tao co hdi cho nglrm doc tham
gia tim hiéu, co duogc cam nhin va trai nghiém thuc té va thuc hanh
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img dung véi cac vin dé da dang va phic tap trong thuc tién nghé
thuat va marketing B2B.

Ban thio ctia quyén “marketing B2B” nay la 24 chuong, xp xi
2.000 trang gidy nhung chiing t6i chi dim xuét ban cé 8 chuong. Ban
doc nio muén hiéu biét thém hay tim doc quyén sach “Quan tri
marketing B2B” ma tac gia viét chung véi nguoi khac s& hidu sdu hon
vé moén hoc nay.

Dé viét quyén sach nay, ching t6i tham khao nhiéu quyén gio
trinh hién dai kha cép nhat cia céc tic gia Anh, My. Chi phan nho bé
1a nhitng trai nghiém trong thuc tién ma ching t6i dic két do quan sat
tir cach thirc van dung cua cac cong ty img dung nghé thuit va quan tri
marketing B2B trong moéi truéng kinh doanh cia Viét Nam.

Khéng c6 mot quyén sich ndo Ia cong trinh riéng cua mét
ngudi ma 1a su ké thira kién thirc nghién ciru caa rét nhidu nguoi di
trudec va duong thoi. Quyén sach nay ciing khong phai 1a ngoai Ié.
Khéng c6 cac ly thuyét khai pha mé duong ma cac hoc gia di day
cong nghién ciru, khong cé cic chuyén gia marketing B2B tai ba di
vin dung sang tao vao thuc tién cua cac cong ty Viét Nam thi khong
co chit li¢u séng dé viét nén quyén sach marketing B2B nay. Vi thé,
ching t6i bay to long tri 4n dén ho.

Chuang t6i cung khong quen cam on hang tram co6ng ty Viét
Nam d4 tai tro dé quyén sach c6 thé dén tay ban doc. Chung t6i khdng
lam vi lgi nhuan Do d6, cac gidng vién hay truong dai hoc hay sinh
vién nao cin mua s& dugc nha sach Kinh Té Tuén Minh chiét khiu téi
da (gia ré nhu photo) dé hé trg viéc hoc tap cua sinh vién. Cac ban
sinh vién hoc & Saigon, hiy dén nha sach Kinh Té Tuén Minh o dia
chi 237 Pién Bién Phu, phuong 6, quan 3, cac ban sé dugc chao dén
va dugc doc sach mién phl' Ching t6i xin chdn thanh cim on tit ca
cac tac gia cd tén trong phan tai heu tham khao. Nhirng tai liéu ma cac
tac gla nay xuit ban di cung cdp cho chung toi nhirng tur liéu tham
khao rit quy bau trong viéc hoan thianh quyén sach marketing B2B

nho bé nay.
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I. Tim quan trong cita marketing khach hang td chirc

La ngudi lam marketing hiu nhur tit ca ching ta déu cé
hiéu biét nhét dinh vé thi truong ngudi tiéu ding. La ngudi tiéu
diing, hdu nhu ngay nao chiing ta ciing phai mua vét dung thiét
yéu. Ngoai ra, chiing ta khong thé ting 1& hang loat cac théng
diép marketing 6 at tin cong chung ta tir khip cac phuong tién
truyén théng. Song trén thuc té, thi truong cong ty con 1én hon
gip boi. That vy, chi riéng & Viét Nam mdi nim, cic cong ty
chi hang chuc ty do6-la cho thiét bi vin phong va bao tri. Cac co
quan chinh phii cia Viét Nam thim chi con déng gép nhiéu hon
cho thi truong céng ty. Trén thé gi6i ciing vdy, hoat dong
thuong mai qua Internet gifta céc td chirc dén nay ciing c6 tong
gid tri [én dén gan 3 nghin ty do-la.

Du la giao dich truc tiép, qua dién thoai, hay trén Internet,
mbi ngay ngudi lam marketing trén thi truong cong ty déu phai
xir 1y nhirng quyét dinh mua hang phtc tap, c¢é su tham gia ra
quyét dinh cua nhiéu ngudi. Cic quyét dinh nay cé thé 1a lénh
mua ldp lai nhiing san phf]m tung giao dich hay nhiing vu mua
ban phirc tap v&i cac linh kién va vt liéu cé ngudn cung tng tir
khip noi trén thé gisi. Ching thuong lién quan dén viéc thiét lp
mdi quan hé bén viing gitta cong ty va khach hang, ciing nhu
kha ning phan héi cila cong ty trudc nhiing thay ddi thudng
xuyén trén thi trudng hién tai. Su hai long va long trung thanh
ctia khach hang céng ty 1a nhirng yéu td chinh trong qué trinh
phat trién cac méi quan hé dai han.

Chuong téng quan ndy s€ thdo ludn vé ban chit cia thi
truomg marketing B2B, bin chét nhu cdu vé san pham/dich vu,
cac cach tiép can khic nhau cua marketing B2B, dic biét 1a viée
xdy dung mbi quan hé gitia nguoi ban va ngudi mua. Marketing
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cho khach hing t& chic, hay marketing B2B (business-to-
business (B2B) marketing) lién quan dén hoat dong mua ban
hang héa va dich vu giira cac té chic nhim phuc vu qua trinh
hoat ddng, san xuét san phém khac hodc ban lai cua td chire. C6
thé ban s& dit ra cdu hdi :“Lam sao to61 co thé phin biét hoat
ddng mua hang tiéu dung B2C va giao dich B2B ?7”. Thuc chit,
van dé nay kha don gian. Ban hiy ty ddt cho minh hai ciu hoi
nhu sau :

Déi twong mua hang hoéa hodc dich vu 14 ai ?
Tai sao giao dich mua hang lai duoc thyc hién ?

Hoat dong mua hang tiéu dung la nhiing giao dich mua do
c4 nhan thyc hién. Ching ta mua vit phim cho muc dich su
dung ho#c huéng thu cd nhin - va khéng vi muyc dich bén lai.

Nguec lai, hoat dong mua B2B la giao dich do cong ty,
chinh phu va céac trung gian marketing thuc hién, nhiam ban lai,
hodc két hop voi vat phim khac dé tao ra san phdm hoan thién,
phuc vu muc dich ban lai, hodc st dung trong cac hoat dong
hang ngay cua té chie. Vi vdy, hiy tra loi hai ciu hoi - “Ai mua
?” va “Tai sao 7 — ngay tuc khic ban s& c6 cau tra 1i.

1.1. Ban chit ciia thi trudmg cong ty

Céng ty khéong ban cho khdch hang céng ty san pham
chudn héa nhiéu nhir cho ngudi tiéu ding cudi. Néu ban chi
mua mét chiéc dién thoai di dong phuc vu nhu ciu st dung ca
nhdn, thi cong ty thudng phal mua t0'm b6 hé théng truyén
théng cua mét nha cung cip nhu hang vién théng VNPT, dich
vu OneNet Service clia hang nay két hop cong nghé Internet va
cdng nghé thoai ky thuat sb vao mot mang hoat dong duy nhit.
Céc thuong vu nhu vay thuong doi hoi nhiéu diéu chinh cho phu
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hop vé6i yéu céu riéng cia khich hang, qué trinh ra quyét dinh
phirc tap hon, va cin dén su tham gia cua nhiéu ngudi hon. Vi
vdy, qué trinh mua ban ciing thém phién ric réi véi sur tham gia
ctia nhiéu d6i nhém, véi thdi gian ra quyét dinh trung binh l1a tir
6 dén 36 thang. Ciing bdi mirc db phirc tap cia cac thuong vy,
nén dich vu cham séc khach hang c6 vai tro hét sirc quan trong
trong thi truong B2B. Trén thi truong nay, quang céo khong c6
vai tro dang ké nhu trén thi truong tiéu dung, mic du vdy quang
cdo van xuét hién khé phd bién trén cic tap chi kinh doanh hoic
4n phim thuong mai. Nguoi lam marketing trén thi truong B2B
quing cdo v6i muc dich chil yéu 14 cong b6 san phim mdi, ciing
cb hinh anh va su hién dién, ciing nhu thu hut cdc khach hang
tiém ning, ma vé sau s& lam viéc truc tiép v6i dai dién ban hang.
Trong thi truéng B2B, hinh thirc ban hang c4 nhdn co vai tro
quan trong hon trén thi trucmg tiéu dung; kénh phén phdi & thi
truong ndy ciing ngin hon; mdi quan hé vé&i khach hang cé xu
hudéng kéo dai hon; va quyét dinh mua hang c6 su tham gia cua
nhiéu ngudi hon. Bang 1.1 so sanh cic diém khac biét ciing nhur
cic phuong phap marketing dugc sir dung phd bién trong hoat
dong marketing B2B va marketing tiéu dung.

Ban chat cua to chirc mua hang

Trong qua trinh mua sdm cho td chirc, sb ngudi tham gia
thuong dong hon va viéc mua sim ciing chuyén nghiép hon.
Thong thuodng, viéc mua sim & cac td chuc duoc thuc hién boi
nhirng nhan vién duorc dio tao bai ban vé mua hang, nhiing
ngudi danh tron doi sbng cbng viéc cua minh dé hoc cach mua
hang c6 loi hon. Viéc mua hang cang phirc tap thi s6 ngudi tham
gia cang dong. Do do, cac chuyen gia B2B phai dbi mat véi cac
nha quan tri cung tng duoc dao tdt va cé trinh d6 cao.
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Béng 1.1 : So sanh giira marketing cho khach hang td chirc
& marketing tiéu dung.

Marketing cho khich hang t8 chirc Marketing tiéu

ding

Céc tb chirc, cac cong ty. | Cac ca nhan/ngudi

S6 luong khach hang it | 1E® dung:

hon, nhung mua sé S6 lugng khach
Khach lugng hang héa lon hon | hang nhiéu hon,
hang rat nhiéu. nhung sb lwrong mua

Vé phuong dién djaly, | ang nho.

cac khdch hang tap trung | Khédch hang tan man

hon. hon.

. Mua dé san xuét ra cic ca gn
Muc tiéu . (s Mua cho tiéu dung
- | hang hoéa va dich vu

mua , ca nhan.
khac.

C6 ngudn gbc (derived
demand) cuoi cung la
nhu cau cia ngudi tiéu .
. Tryc tié
dung. I tiep
A - 2% .. ., | CAu co gidn nhiéu
Nhu cau |Cauitcogianddivaigia | ;.. . °°
Lo - doi vai gia.
trong ngan han.

Tuy vy, cdu c6 tinh It giao dong hon.

chét dao dong cao
(fluctuating demand).

Cic yéu Rét nhiéu yéu té phirc DPon gian hon.

to anh tap- ft nguoi tham gia
huéng Quyét dinh mua thudng | vio quyét dinh mua
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dén quyét [ bj anh hudng bdinhiéu | hang.
dinh mua | thanh vién cua t6 chirc.

) Chuyén nghiép va chinh | Khéng chuyén
Cich mua z . , Ao o
han thong theo cac chinh nghiép, tuy thudc

g sach va thu tuc dinh s3n. | ting c4 nhan.
Céc dic tinh vé san
pham nhu : nhu déc tinh
ky thuat, cac dich vu hd
{ trg (lip dit, bao hanh, Vai trd clia cic hoat
oo béo tri, sira chita) déng | dong nhu nghién ciru
Vai tro vai trd dic biét quan thi trudng, xuc tién,
cua cdc | o han phéi, chinh
L ong. phén phoj, ¢
phoi thirc ach gid dong vai tro
. Ban hang ca nhin Sach gl &
marketing : : quan trong
(personal selling) va T
giao hang ding hen
déng vai tro quyét dinh
trong cac hoat dong
marketing.
Hinh thirc duoc
Tuong d6i chuyén mén, | chuén héa, dich vu
hinh thirc chi tiét c6 thé | c6 vai trd quan
Sdn pham 2. g D1y -
thay doi, dich vu di kém | trong, nhung khong
rat quan trong. bang dich vu phuc
vu cOng ty.
Pé dén dugc véi

Phin phéi

Str dung cac kénh tuong
doi ngan va truc tiép dé
tiép cén thi truong.

nguoi tiéu dung,
thudng san phim
phai di qua nhiéu
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kénh trung gian
khac nhau.
Ap dung hinh thirc diu
thiu canh tranh cho cic
Gi4 san pham co6 tinh ddc Gi4 niém yét
nhat, d4p dung gia niém '
yét cho sdn pham chuén
hoa.
Zop A i uan hé long léo
Tuong d6i bén chit va Q 3 &
. hon nhiéu.
A phuc tap. ,
Quan hé s : Moi lién hé khong
khich Khéch hang thuong mua . o
hang cia nhiing nha thwéng xuyén, va
hang P . ) dién ra trong thai
cung cap mua nhitng sdn | . Z.
i glan tuong doi
pham cia ho. .
ngan.
Qua trinh | C¢6 su tham gia cua Ca nhan hodc ho
ra quyét nhiéu thanh vién trong t6 | gia dinh tu ra
dinh chue. quyét dinh.
., Chu trong vao hoat dong | Cha trong vao quang
Xic tieén L s © 1A ,
ban hang ca nhin. cdo.

(Bang nay co str dung mot s tidu chi phén tich cia hai tac gia
Vil Thé Diing va Truong Tén Hién Puc, “Marketing giita cac to
chic”, khoa QLCN, dai hoc Bach Khoa, TPHCM.)

Giéng nhu ngudi tiéu ding, t§ chic mua sin phim dé
phuc vu nhu cu cua minh. Tuy nhién, nhu cdu co ban cua qz’tc
cdc td chie déu giéng nhau, d6 1i dap ing nhu cdu vé san pham
ctia khdch hang. Nha sdn xuit mua nguyén vat liéu thd nhu bot
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gd, soi, hay hat ngii cbc dé san xudt san phflm. Nha ban budr
hodc ban 1é mua san phim hoan thién - gidy, quin 4o hodc bo
ngii cbc - dé ban lai. Hang dd choi Tosy ndi tiéng ciia Viét Nam
mua moi nguyén vét li€u, tir nhya toi son, dé san xuit dd choi;
con chudi ctra hang d6 choi Viét Tinh Anh mua d6 choi hoan
thién dé ban cho céng ching. Cic hing hiang khéng chd khach
mua hoic thué médy bay tir cic nhi san xudt nhu Boeing va
Airbus. Hang dung cu thé thao Pong Luc cung cip béng “Déng
Luc”, loai bong dugc st dung chinh thirc trong céc trin diu gial
ciia Lién doan Béng d4 Viét Nam VFF. Cic khich hang t3 chirc
nhu co quan chinh phu va td chiic phi loi nhuén ciing mua sian
phdm dé dap tng nhu ciu tir cic bd phan cia minh, da d6 1a hé
théng dinh vi toan ciu (Global Positioning System - GPS), thiét
bi lap ban dd, hay bita dn nhanh cho céc chién si.

Cong ty cfing mua dich vu tir cdng ty khac. M6t cong ty cé
thé. mua dich vu ké toan va phap ly, dich vu vé€ sinh vin phong,
dich vu tong dai dién thoai hay dich vu tuyén dung. Hoan My,
mét cong ty dich*vu vé sinh cé tdm hoat ddng trén toan cdi Viét
Nam. Chudi dich vu nay hién c6 hang trim co s& nhuong quyén
nhin hiéu don I€ trén toan quéc.

Marketing khach hang td chirc 13 gi ?

,Thuét nglr “marketing khich hang td chirc” 1a khai niém
chuyén tai tir thuat nglr Business to Business Marketing. Hién
nay, thudt ngit nay van con duoc dich la marketing cong nghlep
trong cac khoa Quan trj kinh doanh hay Marketing cia nhiéu
truong dai hoc Viét Nam. Thuc té thi tén goi cia mén hoc nay
trén thé gii da duoc thay d6i ké tir khi xuét hién. Truée day,
thudt ngit “Industrial marketing” (marketing céng nghiép) la
ding dé chi qua trinh marketing cic san phim mang tinh chit
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cong nghiép nhu cic hé théng may méc/trang thiét bi phuc vu
san xuit cong nghiép. Ngiy nay, hiu hét céc gido trinh, tap chi,
td chirc chuyén nganh da di tén tir “Industrial marketing” thanh
“Business to Business marketing” hay don gidn 12 “Business
marketing”. Su thay di tén cho thdy triét ly marketing B2B da
thay d6i; khong con bé hep trong céc san phdm hay khach hang
cong nghi€p (industrial) ma md rong ra cho tit ca cac khach
hang té chirc/kinh doanh (business). Vi vy trong cudn sach nay
ching t6i manh dan st dung thuit ngit “Marketing B2B -
Marketing khach hang té chirc” hay “Marketing khich hang
cong ty” dé thay thé cho thudt ngt “Marketing cong nghi¢p” da
khdng con duge thé gidi sir dung tir lau.

Pé xem xét va tim hiéu vé& marketing gifta cic td chuc,
trude tién ching ta phai khing dinh ring vé& ban chét triét ly
marketing cho ngudi tiéu dung hay cho cac khich hang td chic,
van la mot. Cai khac biét c6 ching chi 1a khac biét vé cach tiép
can va su van dung cac cong cwhay k¥ thudt cua marketing
trong tung hoan canh cu thé. Su khic biét xuit phat tir sy khac
biét vé tinh chit va nhu cdu cia khich hang trong mdi loai hinh
marketing. Do marketing ldy khach hing 1am nén tang, nén tinh
da dang cua khéach hang ciing quyét dinh tinh da dang va phong
phu cua k¥ thuat marketing:

Theo nghia hep, marketing cho khach hang té chirc dugc
dinh nghia 13 hoat ddng mua ban hiang héa va dich vu giita cic
td chirc nhdm sir dung truc tiép phuc vu cho qua trinh hoat déng,
san xuit san phim khac.

Cé mét diém can nhdn manh ring khdch hang cua
marketing khdch hang t6 chirc khéng phai la nhimg khach hang
tiéu diing cd nhdn ma la khdch hang 16 chirc, céng ty. Theo dinh
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nghia hep nay, cédc trung gian phin phdi nhu cac nha ban budn
(ban si) hodc bén 1é chi dugc coi 1a cac khach hang té chic khi
ho mua céc san phﬁm hang héa dé phuc vu cho nhu ciu san xuét
va hoat déng riéng cia ho. Ho sé€ khong duoc coi la thanh td coa
marketing khach hing t6 chirc khi cc hang héa duoc mua véi
muc dich ban lai cho thi truong tiéu dung ca nhdn. Ban thin cdc
cong ty loai ndy tham gia vao ca hai qua trinh marketing ti€u
ding va qua trinh marketing gitta cac td chirc. Xu hudng
marketing khach hang td chirc hién nay hiu nhu di thay d6i nén
dinh nghia nay cin mé& rong hon.

Theo nghia
rong, marketing
cho khach hang té
chitc dugc dinh
nghia la hoat dong

Theo nglﬁg rong, marketing cho
khach hang t6 chic dugc dinh nghia
la hoat dong mua ban hang hoa va
dich vu gifta cac t6 chirc nham s
dung truc ti€p hodc gian ti€p phuc vu
cho qua trinh hoat dong, san Xuat san mua ban hang hoa
pham khac, hof"fic ban lai cua to chire. va dich vu gitra

) cac td chirc nham
str dung truc tiép hodc gidn tiép phuc vu cho qua trinh hoat
dong, san Xuit san phém khac, hodc ban lai cua té chirc. Trong
gido trinh nay, ta xem xét khia canh marketing khdach hang 16
chirc theo nghia réng, cé nghia la doi tuwong khach hang rong
hon, bao g5/11 ca nha ban buén va ban Ié.

IL Céc diém ddc ddo riéng c6 ciia marketing B2B

C6 thé noi, marketing khach hang té chic hay marketing

B2B c6 diém doc ddo Ia cac kénh phdn phdi ngdn hon va truc
tiép hon, cO su nhin manh dén bin hang cd nhan va thuong
lugng gi4, website 1a noi cé su tuong tdc toan dién, quy trinh
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mua hang phic tap hon va 1a két qua cta cic chién luge xuc tién
kha didc thu va riéng cé.

2.1. Moi quan hé giiva nguoi bian — ngudi mua

Khi xem xét vé& su khic biét giita marketing trong ti<‘§u
dung va marketing khach hz‘mo t§ chic, nhu da trinh bay ¢ phan
trén cing dya trén mot nén tang triét ly, su khdc biét c6 ching
chi Ia trong van dung xudt phat tir khich hing, ma cu thé 1a quan
hé gitra nha marketing véi khach hang cua ho.

Trong thi trudng hang tiéu dung, rat hiém khi ton tai mdi
quan hé mit thiét gilia khach hang va cong ty. Hay don gidn suy
nghi vé méi quan hé cd nhin clia ban — mot ngudi tiéu dung voi
cong ty Coca Cola, hay v6i P&G. Nguoc lai, trong marketing
khach hang 16 chite, méi quan hé ciia nha cung cdp va khach
hang la hét sirc char ché va thiét yéu. Mbi quan hé nay trong
nhiéu truong hop quyét dinh sy thanh cong hay thit bai cta’
cong ty trén thj truong. Thi du, hay suy nghi vé tim quan trong
ctia mdi quan hé gilta Tetra Pak — mot cong ty chuyén san xuit
va cung cip bao bi carton — v6i khach hang ciia né 1a Vinamilk,
khi hang nim Vinamilk str dung hang triéu, chuc triéu san phim
cta Tetra Pak dé dong gdi cac san phim nhu nude trai cdy, sita
tuoi, hay sira chua udng (yomilk).

Viéc mua sim trong marketing B2B rdt 1n doi hoi cac
cong ty phai cin nhic, din do khi mua sim; ho cén biét 15 rang
la sdn phdm c6 dap ing nhu clu, hang hoa cé sin khi cin va gid
cd ¢6 hop ly hay khong Vi thé, cic cong ty trong thi truong
B2B thuong yéu ciu phai co hop ddng dai han, xdy dung moi
quan hé cho phép ngudi mua va ngudi ban phdi lén ké hoach
hop tic v6i nhau dé dam bio loi ich [4u dai d6i bén cung co loi.
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Su chuyén dbi tir marketing giao dich sang marketing
moéi quan hé

Quan diém truyén théng truéc ddy cua marketing tigu
ding, coi marketing chi 13 mgt qua trinh trao ddi don gian, tirc
marketing giao dich (transaction-based marketing). Nhung véi
marketing khach hang td chirc thi marketing da duoc thay thé
bing mot quan diém khac, dai han hon, chi trong dén viéc xay
dung médi quan hé véi khach hang, tirc “Marketing mbi quan hé”
(Relationship marketing). Triét 1y cta ly thuyét ny la tao dung,
duy tri va phat trién mébi quan hé lu dai véi khach hang.

Viéc xay dung mdi quan hé dién ra tir rit sém trong hoat
dong marketing. Qua trinh nay bét dau tir viéc xac dinh nhitng gi
khach hang cin va mong mudn, rdi phat trién nhiing san phim
chit luong cao dé dap ing. Qua trinh tiép tuc vdi dich vu chim
soc khach hang hoan hao trong sudt giao dich va sau giao dich
mua hang. Qué trinh ciing bao gbm céc chuong trinh khuyén
khich khach hang Iip lai hanh vi mua hang va thuc ddy long
trung thanh ctia khich hang. Nguoi lam marketing ciing c6 thé
tim cdch ndi lai nhitng mbi quan hé da bj ngung tré hodc phuc
héi quan hé vdi nhitng khach hang khéng sinh lgi biang cich
thirc nay. Péi khi, viéc diéu chinh san phidm hoic dich vu khéch
hang dé d4p ung nhu cdu cua nhitng khach hang niy cé thé rat
hiru dung cho qua trinh khéi phuc mét mbi quan hé.

Su chuyén ddi tir marketing giao djch (transaction-
based marketing), tdp trung vao nhitng trao d6i mot lan, ngin
han, sang marketing mdi quan hé, tap trung vao khich hang, la
mot trong nhiing xu huéng quan trong nhit cta hoat dong
marketing ngay nay. Cac cong ty hiéu r6 ho khong thé phat trién
thinh vugng chi bang cach xac dinh va thu hut khach hang mdi;
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dé thanh cong, ho phai xdy dung céc mbi quan hé trung thanh,
d6i bén cung c6 lgi voi khach hang méi, khach hang hién tai,
nha cung cip, nha phan phdi va nhan vién.

Chién luoc nay c6 loi cho két qua kinh doanh cua cong
ty, vi chi phi dé giit chan khach hang thip hon nhiéu so véi chi
phi gianh dwrgc khich hing méi. Xy dung va quan tri mdi quan
hé 13u dai giita ngurdi mua va nguoi bén 13 nhitng diu hiéu cna
hoat dong marketing mbi quan hé. Marketing méi quan hé
(relationship marketing) 13 viéc xdy dung, phat trién va duy tri
méi quan hé gid trj cao, hiéu qua vé chi phi véi khach hang cong
ty, nha cung cép, nha phan phdi, nha ban & va cac déi tac khac
vi loi ich 13u dai cua ca d6i bén. Bang 1.2 sau day trinh bay su
khac biét gitta “Marketing giao dich” (transactional marketing) —
mot hinh thirc thudng gédp trong marketing hang tiéu ding — va “
Marketing dua trén quan hé” thudomg dung trong marketing '
khach hang t4 chirc.

Bang 1.2: So sénh giita marketmg giao dlch & marketmg

.7 mbi quan h§. T v
Marketmg giao dich Marketmg moi quan hé
Muc tiéu marketing : ban- ~ | Muc tiéu marketing : tao
hang. ra gia tri khach hang.
B4n hang 14 két qua va Ia Bén hang 1 cong viéc bt
thude do thanh cong. dau cta quan hé, lgi nhuédn
do ludng thanh cong.
Kinh doanh dugc nhin nhin | Kinh doanh dugc nhin
dudi goc d6 san phdm va nha | nhén dudi géc do cic mdi
may. quan hé vai khach hang.
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Gia dugc quyét dinh bai thi Gia dugc x4c dinh qua

truong. thwong thuyét va cing
quyét dinh.

Truyén théng nhim tdi sb Truyén thong nhim téi

doéng khach hang. nh6m khach hang muc ti€u

hay nham t&i ca nhin.

Cong ty dugc danh gia bdi

. R Cong ty dugc danh gia boi
san pham va gia.

kha ndng gidi quyét van de.

Phuong hudng : tim cac Phuong huéng : théa min
thuong vu méi, tim khach khach hang bang viéc tao gia
hang madi. tri cao nhat cho ho.

(Ngudn : Vii Thé Diing, Truong Tén Hién Dirc, “Marketing gitia
cac tb chirc”.)

Cac cong ty hién nay thuong c6 xu hudng xdy dung nhiing
mdi quan hé dbi tac (partnership), d6 13 mbi quan hé dua trén su
cam két ciia mdi bén, ¢ su tin tudng lan nhau, ciing nhu cung
chia sé nhitng muc tiéu va gia tri chung. Cac quan hé dbi tic
thuong duoc thé hién dudi cac hinh thirc nhu : hgp déng dai han
(long — term contract), mua ¢ phén chéo, hop nhit theo hang
doc (vertical integration).

2.2. Cic kénh phan phdi ngin hon

Trong hiu hét cic truong hop, cic kénh phan phéi khong
bao gom trung gian gita nha vén hanh (hay sdn xuat) va khach
hang Céc nha van hanh thuong bén truc tiép cho ngudi sir dung;
didu nay la mot khdc biét lon gilta marketing B2B va marketing
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tiéu dung. Ngay ca trong cic tinh hudng cin dén-kénh phan
phoi, thi kénh phén phdi cling thuong ngan chi ¢ vai budc.

Cac kénh phin phdi ngin tao quan hé gan giii va mit thiét
hon gitta nha van hanh va khich hang. Nguoi mua hang c6 anh
hudng truc tiép hon dén déu vao trong quy trinh ké hoach sin
phim. Cac mdi quan hé truc tiép gilta cac khu vuc chirc ndng
khic nhau cua hai cong ty kha mét thiét, thi du nhu b phin
thanh todn ctia khach hang c6 thé néi chuyén truc tiép véi bd
phén ghi héa don khi c6 vin dé sai st phat sinh.

2.3. Nhan manh dén bdn hang c4 nhin

Méi quan hé mét thiét hon giira ngudi mua va nguoi ban
va kénh phin phdi ngin hon 12 hai 1y do c¢6 sy nhdn manh hon
dén ban hang ca nhan trong marketing B2B. Truyén thong truc
tiép gitta ngudi ban va ngudi mua lam gia ting nhu cdu manh
mé vé ban hang ca nhin boi vi mdt ngudi nao d6 cin phai phdi
hop véi truyén thong. Ddi ngil ban hang chiju trich nhiém phéi
hop v6i nd luc ciia cong ty lam théa min khach hang. Trach
nhiém ndy I6n hon khi td chic lién quan dén viéc tao dung va'
xdy dung mbi quan hé ddi tac véi khach hang B2B.

Khi marketing cho khach hang 1a cong ty, chuyén gia
marketing, ddc biét 13 d6i ngli ban hang cin tap trung véo tinh
logic ctia san pham béng cach chi trong hon vao dic diém chirc
ning. Yéu té cam xuc trong qua trinh ra quyet dinh thuong
khong déng vai tro quan trong trong marketing B2B Dé1 ngii
bén hang ciing cn phai nim rd bd phan thu mua gém nhiing ai
Va vai tro clia ho & dau trong qua trinh thu mua cia cong ty.

Nhom khach hang céng ty cé nhu ciu tim hiéu théng tin
rt 16n. Trong c4c tai ligu marketing, nén dua vao nhiing thdng
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tin mang tinh chiéu siu. Thong diép marketing hiéu qua nhét s&
X0y sdu phan tich xem sin phiam hay dich vu ban cung cip c6
thé giip khach hang tiét kiém bao nhiéu thoi gian, tién bac va
ngudn luc. Khach hang B2B quan tim nhiéu hon t6i tinh logic
déng sau san phém. Ho s& mudn nghe nhiéu hon vé nhitng dic
didm va chiing giup ho tiét kiém thoi gian, ngan sach va nguén
luc nhu thé nao. Ngudi sé giai thich cho khach hang hiéu thiu
dao khong ai khac chinh 1a d6i ngii ban hang.

Céc tha tuc mua hing phirc tap doi hoi nhiéu thanh vién
trong té chirc cling tham gia vao ban hiang c4 nhén. Chi khi ndo
biét 15 va tiép xtc duogc v&i ngudi phu trach mua hing thi méi
c6 kha nang gat hai duogc thanh cong. Mbi quan hé ca nhan rong
rdi c6 thé ting cuong mdi quan hé véi cédc td chirc; va nhiing
quan hé¢ nay chinh Ia trach nhiém cua d6i ngii ban hang.

Phia khich hang va kénh tryc tiép cé anh hudng 16n dén
marketing B2B do c6 su gia ting vé thvong thao. Cé rit nhiéu
don dit hang dugc bén truc tiép tir nha van hanh va hang loat
thwong thio vé gié va sin phim dugc difn ra. C6 mét sy thong
thoang hon vé sin phim, gia ting kha ning thuong thio vé thoa
thudn sau cung va tit nhién gia ting tim quan trong cia ban
hang c4 nhdn trong marketing khach hang t6 chirc.

2.4. Tich hgp website gin bé hon

Mot diém hét sitc doc déo ctia marketing B2B la céch thic
website duoc sir dung. Website tré thinh xuong sdng cho mang
ludi truyén théng gilta nha van hanh va khach hang cho phép
khach hang theo duong dan théng tin, dit hang véi mirc gia va
didu kién gifta ngudi ban va ngudi mua, két ndi théng tin gitp
quan tri nhu ciu va cung ng. Thi du nhu, khi ban viéng thim
website ciia nhidu nha cung trng thiéu chuyén nghiép, ban khong
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thé biét c6 nhitng gi dic biét danh riéng cho khach hang. thg
néu ban ghé lai trang web cua Dell, ban s& thiy c6 mat kh@u bao
mat cho céc khich hing dic biét. Website duoc thiét ké dé hoan
toan tich hop véi chién lrgc x4y dung mdi quan hé véi khach
hing; diéu niy trdi nguoc véi marketing tiéu dung khach hing
hiu nhu khach hang khong tham gia tao dung va phat trién
website, do d6 chuyén gia marketing phai dung dén quang cdo.

Thi trudmg B2B : Két ndi Internet d& dang hon

Mic du viéc sit dung Internet phuc vu hoat dong mua sim
ti€u ding cua ca nhin thu hit nhiéu sy cha ¥, nhung cé dén 93%
lrong hang ban trén Internet 14 giao dich B2B. Nhiéu ngudi lam
marketmg trén thi truong khach hang té chirc di xay dung cac
cong dién tir riéng, cho phép khach hang dit mua vét phim truc
tuyen Khéch hang tlep can dich vu va truy cép trang web thiét
ké riéng bing mat khdu do phia marketmg B2B cung cap Cac
thi truomg 4o va déu gid truc tuyén cling mang dén nhiéu cach
thire sinh dong va phong phi khac, gitip ngudi mua va ngudi
ban c6 thé két ndi véi nhau qua Internet. '

Céich ddy vai nim, nhiéu cong ty Viét Nam méi khoi
nghiép da voi vang két ndi ngudi ban va nguol mua, ma khong
chu y dén cac nguyén tic marketing co ban nhu lya chon thi
truong myc tiéu va dam bao dép ing nhu cdu cua ho. Vi Ig do,
nhiéu cong ty da thét bai. Song nhitng cong ty sbng sot va biét
rut ra bai hoc tir kinh nghiém tir ké di truée thi lai tao dung dugc
sitc manh marketing to 16n. Chang han ho nhén thdy cac khach
hang cong ty thuong cé nhiéu mébi quan tam, ddng thoi ho ludn
mong doi nhin dwoc gia tri va lgi ich 16n hon tir nhirng hang
hoa va dich vu minh d4 mua, vi cic néi dung truyén thong
marketing duoc t chirc hop 1y nhu email, blog va podcast, c6
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thé mang lai gi trj cao hon va loi ich 1én hon. M6t cach khac d¢
nguoi lam marketing trong thi truéng B2B két néi truc tuyér
vo1 nhau la thong qua cdc mang ctia marketing lién két.

Internet cling ma& ra cho nguoi ban canh cira vuon ra th
trudng quéc té. Do d6, néu cong ty Viét Nam nao biét lam ciu
ndi tdp hop cdc khach hang 16n & quy mé toan cdu cho nhiing
mit hang phé bién s& c6 kha nang tao duoc thanh cong.

2.5. Mbi quan hé bén trong cong ty

Trong marketing B2B, phai noi la bit kha thi néu chi c6
duy nhat mét phong ban nao d6 c6 thé dam nhén phat trién tat
ca viéc gidi thiéu va phuc vu khach hang dé c6 duoc su ung hoé
tor ho. Trong cong ty marketing B2B, giam dbe marketing B2B
thuong hanh xu nhu tiéu tdng giam déc, phai doc lap xu ly kho
khin do d6 phai c6 di thim quyén. Giam déc marketing B2B
phai cé su hgp tac tir cdc phong ban chic nang nhu ky thuit,
thong tin va van hanh. Déc biét 1a viéc van hanh cdc sin phﬁm
B2B thudng c6 thoi gian chd doi tir lic bat diu dén khi hoan
thanh mot qua trinh van hanh (lead time) kha lau.

Giam déc sdn phim noi thit vin phong can phai hiéu duoc
nhu cdu cua thi trudng (c6 dugc tir nghién ctu thi truong) va
lam viéc v6i cac nha thiét ké bén trong va bén ngoai dé phat
trién cdc khai niém san pham. Cung lic, gidm déc san phim
phai hgp tdc vdi cc bs phdn k¥ thudt, tai chinh, va van hanh dé
phat cac nghiép ctu tién kha thi (feasibility studies) Véldflnh gla
chi phi sdn phdm. Thoi gian chd doi cho cong cu (thict bi thiét
lap dang cho cac bd phan san phdm) thuong 14 mot nim. Gidm
déc san pham phdi ra quyét dinh, danh dugc su hop tac tir tat ca
cac phong ban, sau d6é méi dit hang cac cong cu dé san xuit san
phim truéc mot nam. Trong khi gidm dbc san pham tiéu dung
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chi str dung quang cdo hay hop tic véi cac cong ty quang céo thi
giam dbc san phﬁm B2B thuong phai co kién thie ky thuat. Ly
do cho diéu niy 14 quang cdo chi déng vai tro rit nho trong
marketing B2B. Thém vao d6, gidm dbc san phdm thuong phai
tiép Xuc truc tiép voi khach hang B2B. Cac cudc viéng thim nay
khéng chi 14 gitp gidm dbc san phim cé duogc y kién phan hbi
cua khach hang ma giam dée phai la thanh vién tich cuc cua do1
rigii, giai thich kién thic ky thuét chuyén mén va co du thim
quyén tir tdng cong ty cho viéc dinh gia cac gol san phan/dich
vu dic biét. Mot lin nita, ta lai chi ra 12 Kkhac biét giia
marketing B2B va marketing tiéu ding vé méi quan hé bén
trong, khach hang/marketing, va méi truong dugc liét ké trong
Bang 1.3 dud¢i day.
Bing 1.3 : 12 diém khic biét giira marketing B2B va
marketing tiéu diing.

Moi quan hé bén trong cong ty :

Lién lét giiia cac phong ban.

Su khdc biét vé trach nhiém cta gidm ddc san pham

Chién lugc marketing ciia phong marketing va chién lugc

clia toan cong ty twong ddng vdi nhau.

Moi quan hé giira khach hang/marketing :

Quyét dinh da trén ly tri nhiéu hon.

Co so khach hang hep hon.

C6 nhiéu anh huong dén quyét dinh mua hang va vi tri.

Phan khuc khac nhau.

Nhiéu thi truong va kénh phan phéi.

Tiép xtic ca nhin quan trong hon.

Mai truong :

Cong nghé¢.

Nhu céu bit ngudn tir chinh khach hang.

It thong tin tur ngudi sit dung cudi.




20 Chirong 1 : Tong quan vé marketing khach hang 16 chiic.

Moéi quan hé giira marketing/khich hang

Trong khi cdm xuc doéng mét vai tro quan trong trong
marketing tiéu dung thi cic quyét dinh mua hang cia marketing
B2B lai thién vé ly tri (rational) hon. Phdi néi la viéc ra quyét
dinh mua hang kha phuc tap. Thi du khé ma hiéu duoc tuéng
tdn mot cong mai thanh 14p s€ mua sim lai may tinh gi va quan
hé xi hoi dé tuong tic véi nhitng ngudi chiu trich nhiém mua
hang ciing nan giai khong kém.

Thi truong nguoi ti€u diung cé ca hang triéu khach hang
nhung khach hang ciia thi trrong B2B khéng nhiéu lim. Thi du
nhu, nha cung rng dong co phan luc thi chi cé vai khach hang
nhu Boeing va Airbus. Hiéu tng Pareto qua la manh trong thi
truong B2B. N6i cdach khac, chi mét nhdm nhdé khich hang
nhung lai chiém mét ty trong 16n vé s6 hrong va doanh sb.

Trong thi tnromg B2C, khach hang c4 nhin va hf gia dinh
c6 vai trd quyét dinh trong viéc mua sim, trong khi & thj trudng
B2B thi trung tdm mua hang 14 noi ra quyét dinh mua hang. C6
rét nhiéu ngudi ca nhin trong trung tim mua he‘mg c6 tiéng noi
va vai tro ra quyet dinh. Thém vao d6, mét diéu lam cho viéc
mua hang phuc tap hon la nhiéu c4 nhdn cua trung tdim mua
hang lai lam viéc & nhiéu noi khac nhau. Thi du, m6t ngin hang
phét hanh thé tin dung 16n cung diéu hanh mot d6i ngii hoat
dong & nhiéu noi trén toan qudc va thé gidi. Céc cd nhan nay
hiu nhu hiém khi gdp nhau truc tlep ma chi tuong tdc vdi nhau
qua dlen thoai, fax, e-mail hay hop thu thoai. Kh1 phai raquyét
dinh vé viéc mua sim mot chuong trinh phin mém méi, cic c4
nhén nay déng vai tro khéc nhau va phai ra quyet dinh khi hop
truc tuyén chi khong thé cling hién dién mat ddi mit trong cing

mdt phong hop duoc.
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Khach hang céng ty cé dic diém khéc biét voi khach hang
ti€u dung. Khach hang tiéu dung dugc phén khic boi cac nhan
td dia ly hay tam ly trong khi khach hang cong ty duoc phan
khic bdi cac yéu té nhu ma phan loai nganh, ung dung cua san
pham su nhay cam gia, vi tri, tAm quan trong vdi cong ty mua
hang va quy mé (size) ctia khach hang.

Trong khi hang héa tiéu dung c6 thé béan truc tiép hoic chi
qua mdt, hai budc trong kénh phin phdi, nhung viéc cung ing
cac thiét bi va dich trong B2B thuong str dung nhiéu kénh khac
nhau. Hiu hét cic nha sin xuét 16n déu ban truc tiép dén cac
khach hang 16n, trong khi ciing ban qua cac kénh khic nhau
cung lic. Thi du céng ty ban mai lop Tén Hoa Sen gin nhu ban
truc tiép cho cac nha xay dung 16n, cic nha thau va cac nha ban
1é vit liéu xay dung, 16n trong khi ciing lic lai ban qua céc kénh
phdn phdi nho 1¢ hon. M&i nd luc phan phéi qua cac kénh khac
nhau dé c6 thé tiép can cic dbi tuong khich hing khac nhau tét
nhién dodi héi cac chién luge marketing B2B khéc nhau.

Mot ngan sich ddi dao hon duroc danh cho luc luong ban:
hang B2B. Tiép xiic ¢4 nhén c6 vai trd cuc ky quan trong cho su
thanh céng cta ban hing B2B. Trong mét sb cong ty B2B, doi
ngi ban hang hiu hét 1a ky su hodc chuyén gia y té vi ho phai
thuyét phuc, gidi thich va xir ly nhiing tinh huéng chuyén mon
ky thuat Trong thi trudng tiéu ding, TV, radio, bao chi va cac
ngudn thong tm phi cd nhin la quan trong. nhidu nghién ciru
trong sudt may chuc ndm qua da chi ra rang dbi vai ban 11apg
B2B thi d3i ngii ban hang c4 nhin va Internet 1a nhiing ngudn
thdng tin c6 gia tri nht khi so sanh véi cac ngudn thong tin khac
nhu catalog, quang cdo,...
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Moéi truong

Mot sb khich hing tiéu dung dit khéng duoc giai thicl
thiu ddo vé tinh ndng van to ra thich thu véi cong nghé. Nhung
v61 khach hang cong ty thi khac, ho cin duoc giai thich rd rang
tinh dung cua céng nghé cé y nghia nhu thé nao vé loi ich ta:
chinh. Hay hinh dung mét dong san phdm ctia nha sdn xuit may
tinh dé nhdn ra tim quan trong cua cdac bang mach (circuit
boards) cu thé ndo dé. Nha cung cip bang mach can cé mdi
quan hé than thiét voi cac cong ty cong nghé nhu Dell, Acer hay
HP méi c6 thé phuc vu ho tét duoc. khi mot 16i hay mot bang
mach bij sai thi ci mdt ddy chuyén san Xudt bi ngung tré. Cong
nghé rit quan trong trong viéc cai thién ty 1& ban hang thanh
cong. Thi du nhu, do1 ngii ban hang cé thé sir dung may tinh
xach tay hay may tinh bang tai dia diém cta khach hang. Ho vira
c6 thé trinh bay cung lic véi truy cap dir liéu tir tong cong ty dé
tra 101 cdc cau hdi quan trong ngay lap tuec.

C6 I& diéu khac biét cin biét va ding dé cap nhit giia
marketing B2C va marketing B2B 1a khai niém nhu ciu bit
ngudn tir nguoi tiéu dung hay str dung cudi (derived demand).
Liy mot thi du don gidn 1a my sdy toc dé gidi nghia thudt ngit
nay la nhu cAu san xuit mdy sdy toc ciia marketing B2B 13 bit
ngu6n ttr chinh nhu ciu str dung ctia ngudi tiéu ding cudi. Néu
ching c6 nhiéu khu can ho méi duge xdy dung & mét khu vyc
cu thé nao dé thi dau cin dén cédc dich vu bao vé. Chfmg 6 chu
thi 1& duong nhién la ching cin dén cung.

2.6. Cac chién lugec xic tién djc dio

Trong marketing B2B, chién lugc marketing thudng tuong
tu chién lugce cia toan cong ty. Véi cac ly do da trich dan ¢ trén,
nhiéu bd phin trong cong ty lién quan dén chién luge chung cla
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cong ty. Thi du nhu, mét bd phdn nh6 cua mot tap doan cung
trng dich vu bao vé 16n c6 thé phat trién cac thiét bi bio vé dic
biét cho cac yéu nhédn. Cac nhin vién nay trinh bay y tudng véi
bd ph'm k¥ thuit, tai chinh va vén hanh va toan thé cong ty dé
phat trién céc san phim nay.

iromg marketmg Es

“; h]}ZB khé'glong m‘;'él al}gll thj_. ra héng cua ngﬁ_nh 12
! {troﬁg mot { i gian ngin s o e Ty ':.""r'f::

Quy trinh mua hang phirc tap va tiéng néi ctia mot s6 nhin
vat co quyen quyet dinh mua hang da anh huong dén chién lugc
xtic tién truyen thong. Thi du, trong mot gia dinh, ngtrcn c6 kha
ning kiém tién la ngudi quyét dinh nhitng gi cén thiét dé ra
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quyét dinh mua sim. Tuy nhién, khi mdt t5 chirc mua hang, c
moét sO ngudi tir mot s6 phong ban phai ciing phoi hop véi nhat
dé xac dinh xem nhitng gi cong ty can. Bang 1.3 tom tat cac do

dao riéng co cua marketing B2B.

Bang 1. 4 Céc khac blet doc dio ¢ cua marketlng khach
‘ hang td chuc

Marketmg khach hang to
chice khdc nhu thé nao

“Thidy

MO6i quan hé ngudi ban —
ngudi mua rat chat ché.

M&i quan hé rit sau trong
mdt sb nganh. Méi quan hé
gifra vo xe Bridgestone va
hing xe hoi Toyota.

Céc kénh phén phdi ngin
hon.

Tham trai san Vinafloor va
cdc cong ty trang tri ndi that.

Nhan manh hon dén ban hang
ca nhan. .

Nhén vién ban hang cta
Bridgestone lam viéc truc tiép
va1 cdc hing xe hoi.

Tich hop website gin b hon.

Website cua Dell tao ra twong
tac tot hon va bio vé khach
hang dic biét.

Cac chién Iuoc xuc tién doc
d4o riéng cd cua marketing
B2B.

Céac cOng ty cung 'ng may
moc nhu Carterpillar dung
trién 1am dé thu hit khach
hang & nhiéu nudc.
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Viéc truyén thong cin tao ra mot thong diép nhét quan dé
tranh tinh trang tréo ngoe “tréng danh xuéi kén thdi nguoc”. Thi
du nhu, tham trai san cia cong ty Vinafloor quang cdo “moét
dang” 1a gia ré nhét dén phong mua hang cia mét khéach hang
nao do6, nhung quang céo thi lai “néi mot néo” 12 nhén manh dén
huéng dn lam thé nio dé gi gin thim dugc lau hon.

Trién 1am thuong mai 1i hinh thic phd bién nhit cia
marketing B2B, nhitng trién lim thuc‘mg ndy kéo dai mot sb
ngay va c6 khi tap hop dugc rat nhiéu ngudi mua tidm nang trén
toan thé giol. Tham gia céc trién 1am thuong mai nay, ban s€ tén
mit chirng kién céc hoat dong xic tién doc dao cia marketing
khach hang t chirc khac biét v&i marketing tiéu dung.

III. Khéch hang td chlrc

Céc khéch hang t6 chirc thuémg duoc chia thanh bén nhom
nhur sau :

Cic cdng ty san xuz‘lt kinh doanh/thwong mai. Cé thé
ndi, cic cdng ty san xuét kinh doanh/thuong mai la phan khic
16m nhét cia thi trudéng khach hang céng ty. D6 14 cac cong ty, td
chirc tir nhin hay c4 nhén, ho mua cac san phidm va dich vu dé
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st dung trirc tiép hodic gian tiép vao qua trinh san xudt hang héa
va dich vu ma ho s& dem ban lai trén thi truong. Thi du nhu,
hang san xuit may tinh Dell mua chip may tinh tir tip doan dién
tir Intel hay cong ty banh keo Kinh D6 mua nguyén liéu bot mi
dé san xudt banh mi trong khi cong ty Thanh Long thi mua thiét
bi dién cua Dién Quang dé lip rap cho nha may, phin xudng cia
minh. Nhom nay dugc phan thanh hai nhdm nho :

e Nhifng nha sian xuit thiét bi gdc (OME). L4 nhiing
khéch hiang mua sin phidm va dich vu dé két hop san xut ra sin
phim, roi sau d6 ban lai cho céc khich hang ciia minh. Céc
khich hang niy cé thé 1a ngudi tiéu dung hay 1a nhiing khach
hang cong nghiép khic. Piém quan trong dé nhan biét loai
khéch hang ndy 1d & ché san phdm cia ngudi ban két thic &
trong san phim ciia ngudi mua. San phdm dugc mua tré thanh
mot bd phan c4u thanh ctia san phim cua ngudi tidu dung cudi
cing. Vi du nhu : M6t cdng ty dién tir ban céc linh kién nhu la
cac transistor cho mot nha san xuét tivi, thi hidng san XUat tivi
duoc coi la OEM.

e Nhitng khiach hing ngudi sir dung. La nhitng khach

hang mua hang hoéa hodc dich vu dé san xudt ra nhiing hang hoa

va dich vu khéc, réi lai dem ban trén thj truong. Nhiing khach

hang nay st dung hang hoa va dich vu céng nghiép vi nhitng thu

d6 cin thiét cho qua trinh san xuit ra hang héa va dich vu cua

ho. Vi du : nhiing cong ty sén xuit mua mdy tién, may khoan,
may cit rang cua... dé sir dung trong qua trinh sdn xuit cta ho.

C#c nha phin phéi cong ngluep hay cac dai ly tiéu thu.,
Phan khac 16n tha hai cia thi trudong td chirc bao gom cac nha
ban budn va ban 1€, con dugc goi la dai ly ti€u thu (reseller), ddy
la nhitng cong ty tao nén nganh thuong nghiép (trade industry).
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Hau hét cac san phém ti1éu thu nhu qui‘m ao, trang thiét bi, vit
dung thé thao va phu tiing 6 t6 1a san phim hoan thién, duoc
nhém ngudi mua ndy ban lai cho nguoi tiéu ding cudi. Cac
hang san Xuit vin phong pham nhu Thién Long hay Hong Ha
cung cip ghlm gidy, gay xoin, phong bi nhya vinyl, tdm boc
gidy va kep gidy cho nha ban 1é 13 cic 51eu thi hay cac cong ty
kinh doanh vin phong phim. Trong mjt s6 truong hop, ngudi
mua c6 thé tién hanh xir ly thém hodc déng géi lai trude khi tiéu
thu san phflm. Cua hang ban si thit ¢6 thé mua mot tang thit bo
16n, rdi chia thanh nhing miéng nho, ban 1é cho khach hang.
Cac dai ly ban gb xé va thim c6 thé mua khéi luong 16n, rdi
cung cip theo sb luong va kich c& phd hop véi yéu céu cu thé
ctia khach hang. Ngoai san phim tiéu thy, nganh thuong nghiép
ciing mua mady tinh, ké bay hiang va cic san phdm can thiét dé
van hanh hoat dong kinh doanh cua minh. T4t ca nhitng hing
hoa nay - ciing nhu nhitng vdt dung bdo dudng va dich vu
chuyén biét nhu cai dat may scan, 1611g t& roi vao bdo va quang
céo trén dai phat thanh - déu 14 san phdm mua cia td chirc.

Nhitng nha phan phéi (ban si hodc ban 1¢) thuong hoat
dong trong thi truong hang ti€u ding, tuy nhién trén thuc té ho
van 1a mot bd phén quan trong cia marketing giita cac td chirc.
Piu tién, ho ciing nhu céc khach hang kinh doanh thuong mai
(céc nha san xuit thiét b goc va cdc khach hang nguoi st dung),
mua hang hoa va dich vu céng nghiép dé phuc vu nhu cdu san
xuét va kinh doanh ctia chinh minh. Bén canh d6, trén thuc té rét
nhiéu cic cong ty marketing gilta cac té chirc marketing céc sin
phim cua ho véi cac nha phan phbi cong nghiép. Nhing "guo”
nay dong vai tro trung gian mua san phim cua nha san xuat roi
ban lai ciling chinh nhitng san pham dé (thudng van ¢ dang da
mua) cho nhiing nha phan phdi khac, hoic nhitng khach hang
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thwong mai, hay céc té chirc vién. Nhitng nha phin phdi cong
nghiép khi thuc hién nghiép vu nay, ho déng vai trd la nhirng
ngudi trung gian (ho khéng phai 1a khach hang cudi cing), tuy
nhién ho cé quyén s& hitu ddi véi cac san pha‘im dd mua, nén cac
cong ty marketing B2B vin coi ho 1a nhitng khach hang.

Cic td chirc chinh phi. Nha nudc 12 mot khach hang lén
v rt quan trong déi véi hau hét cac cong ty marketing giita cac
td chirc. Céc td chirc, co quan chinh phu tir trung uong dén dia
phuong hing nam chi ra rat nhiéu tién dé mua cac san phém va
hang héa. Khéi co quan chinh phu trong thi truéng cong ty bao
gém cdc co quan chinh phu trong nudc - cép trung uong va dia
phuong - va cac chinh phi nudc ngoai. Phan khuc thi truong
quan trong nay thuc hién cac giao dich mua bén hét stc da dang,
tur duong cao téc ti dich vu Internet. Pong co chinh trong giao
dich mua ctia chinh phi 1a dé tao ra nhitng lgi ich céng nhu
quéc phong, hay kiém soat 6 nhiém. Ngoai ra, co quan chinh
phu ciing rit sang tao khi thuc hién céc giao dich ban; s& canh
sat dia phuong va céc co quan trung uvong va dia phuong thuong
ban trén cac cdng thong tin dién tir cua chinh phu nhitng hang
giri khong c6 ngudi nhin, hang bj tich thu, va nhimng vét phdm
khong ngudi nhén, duoc tim thiy trong cic hom ky giri an toan.
Nguoi ddu gia may mén c6 thé mua dugc chiéc du thuyén thiét
ké riéng phuc vu céng viéc kinh doanh cia minh, cbi xay xic
xich cho nha hang, hoic bd truyén déng cho chiéc xe tai chd
hang, théng qua phién diu gia trén Internet.

Cac co quan chinh phﬁ tao ra nhiéu co hoi 16n cho nhiéu
cong ty ca lon 140 nho. Tai hiu hét cac quéc gia, dic biét 1a Viét
Nam do dic thi la thanh phan kinh té nha nudc con kha 6m ddbm
nhiéu Iinh vuc ma dang I€ ra nén budng d& cho céc thanh phin
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kinh té khac 1am thi hiéu qua hon va ning d6ng hon. Chinh vi
thé, co quan nha nudc cia Viét Nam van 13 nhitng don vi mua
hang héa/dich vu chu yéu. C6 nhitng diéu ma cac chuyén gia
ban hang cho cic co quan nha nuéc cin nim li co quan nha
nuéc thudng yéu ciu nha cung tng phai diu thiu, va thér’lg
thudng 13 ky hop ddng voi nhitng nha thiu dwa ra mic gia thap
nhét. Céc co quan nha nudc ciing mua trén co s& dam phan hop
déng, cha yéu 1a trong trudéng hop cédc du &n phirc tap.

Cac vién, trung tam, va trudng dai hoc. Khach hang loai
ndy bao gdm tit ca cac khach hing t6 chirc khong thudc vao 3
nhom trén. Vi du : cdc trudng hoc, vién dai hoc, bénh vién, nha
thd, nha an dudng va cac té chirc phi lgi nhuan. Cac khach hang
loai ndy c6 thé Ia cac td chirc cong hay tu nhan.

Cac t6 chirc trong khu vuc cong va tu nhan 14 thanh phin
thir tu cua thj truong céng ty. Nhém nay bao gdm nhiéu loai
hinh td chic nhu bénh vién, nha tho, trung tim chim séc va
phuc héi chirc ning, truong dai hoc, cao déng, vién bao tang, va
céc co quan phi lgi nhuidn. M6t s6 td chirc - nhu cac truong dai
hoc cong ldp cua Viét Nam - phii tudn thi nghiém ngit qui
trinh mua hang da quy chuén, trong khi nhiéu t4 chirc khac co
phuong phdp mua it mang tinh hinh thirc hon. Céc cong ty hoat
ddng trén thi trudng cong ty thudng duogc lgi khi thanh lap cac
b6 phéin ddc lap dé ban hing cho khach hang té churc.

Luu y 1a viéc phan loai khach hang theo céach thic trén
nhu tré1‘1 chi mang tinh tuong ddi, c6 nhiéu khach hang cé thé
thudc vé nhiéu nhém phan loai khac nhau. Didu quan trong dbi
v6i cdc nha quan tri marketing khach hang t§ chic la phai biét
nhdn dién ding timg loai khach hang dé& cé co so xdy dung
chién lugc marketing B2B hiéu qua.
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1V. Phin loai cic sin phim/dich vu trong thi trudng
khich hang tb chirc

Bén canh viéc nhdn dién va phédn loai cac khach hang td
chirc, cdng viéc nhdn dién va phan loai cac hang héa va dich vu
phuc vu cho loai khach hang ndy ciing dong mot vai trd quan
trong marketing khach hang td chirc. Mdi nhom hang héa va
dich vu cé nhitng dac tinh khac nhau, phuc vu cho nhiing nhu
cdu khac nhau cta cic nhom khéach hang cé dong co va hanh vi
mua hang khéc nhau. Chinh vi viy, hiéu va phan loai dugc cic
sin phdm gitip cho cac hoat ddng marketing tré nén hiéu qua va
tap trung hon. Thong thudng, nguoi ta chia cac san phﬁm va
dich vu thanh bay nhém chinh, nhu sau :

Thiét bi ndng (heavy equipment). La nhitng may méc, thiét
b1 dung dé san xuit, boi vi ngudi mua thiét bi niang thuong la
nhirng khach hang nguoi sir dung. Loai nay thuéng la cic may
moéc 16n, khé di chuyén, bao gom nhitng may cit kim loai (méay
tién, may khoan, may cit ring cua, may mai...), nhiing mdy"
mo6c dip khuén kim loai, may 1i, cn cdu, hé tlléng diéu hanh
dién tir, xe tai, mainflame... Loai ndy duoc coi 13 tai san ¢ dinh
va dugc tinh khau hao.

Thiét bi nhe (hght equipment). Bao gbm nhiing cong cu,
thiét bi nhe, c6 thé dé dang di chuyén nhu cai khoan, kéo cit
kim loai, g6, mdy mai, dunig cu do dac... Khach hang chinh
thudng la nhitng khach hang ngudi sir dung. Loai nay ciing duoc
coi 14 tai san ¢ dinh va duoc tinh khiu hao.

Cac san pham cung ung (supplies). La nhing loai san

phim duge sir dung va tiéu ding trong qua trinh hoat dong cua
nguol mua. Do6i khi nd duoc goi 1d cdc sian phdm MRO (bao
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quan hay bdo tri - maintenance, stra chita - repair, van hanh -
operating). Vi du nhu : nhitng sin phdm dé bao quan nhu son,
lip béng dén, don dep vé sinh... Nhitng thir dé stra chita c6 thé
nhr cic cong cu va thiét bi nhé dung dé sira chita thiét bi.
Nhitng san phdm dung dé diéu hanh cé thé 1 xang diu, murec,
gidy... Loai nay thudng dugc tinh thing thanh chi phi van hanh,
khong tinh khiu hao.

Cac bo phan cdu thanh (component parts). Céac bo phan
céu thanh bao gbm tit ca cdc san phim dugc mua lai ndm trong
san phim cudi cling cua céc khach hang céng nghiép.

Vi du : cong tic dién, bién thé, dong co, bc vit... Cic
khiach hang chinh cia cdc san phim loai nay thuong 1a cac
khach hang nha san xudt thiét bj gbc OEM. Mit khdc, cic san
phim loai nay ciing c6 thé duoc coi la nhitng san phim cung cép
MRO khi né dugc mua va dung cho cac muc dich nay bdi cac
khach hang ngudi str dung.

Nguyén liéu thé (raw materials). Cac sin phdm loai nay
bao g61n tdt ca cac loai nguyén vit liéu tao ra boi nén cong
nghiép, va khach h‘éng c6 it hra chon ddi véi cac san phim loai
ndy. Vi du : than, sit, ddu thd, ca, gb xé... Khach hang chinh
cna loai ndy 1a cac khach hang ngudi sir dung va OEM.

Nguyén liéu dd ché bién (processed materials). Céc san
pham loai nay bao gbm tit ca cac loai nguyen vét liéu dd qua
ché bién ma khéng phai 1a cic bd phin cAu thanh. Vi du : thép
can, d6 héa hoc, thity tinh, than dbt, kim loai dat mong . trong
hiu hét cac truong hop, khach hang cua loai san pham nay la cac
khach hang OEM. Chung t6i s& trinh bay chi tiét vé cic san

phim nay & chwong sdn phim.
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Dich vu (business services). Cac dich vu dugc st dung
trong marketing B2B bai ba Iy do co ban. Thir nhét, cac cong
ty/té chic dich vu thudng cung cip nhiing san phdm cé tinh
chuyén sau rit cao, nén cac khach hang thuong rat kho tu thuc
hién cong viéc dich vu. Thir hai, cdc td chic dich vu cho phép
khach hang cap nhét va bit kip nhiing thay d4i nhanh chong trén
thi truong & nhiing linh vuc ma khich hang khong chuyén siu.
Thir ba, sir dung dich vu bén ngoai gitip cho chi phi c¢b dinh cua
khach hang giam xudng dang ké.

V. Hé théng marketing giira cac td chic

Mot hé théng marketing giita céc td chirc gdm c6 bén
thanh td co ban : (1) Nhitng nha sdn xut hang héa, dich vu céng
nghiép, (2) Nhitng nha cung cip cho nhitng nha san xuit nay,
(3) Nhiing khéach hang, (4) Cac kénh phan phdi ndi nha san xuét
va khach hang.

Bang 1.4 : Nhiilng nha san xuét hang héa, dich vu.

ST

T Phan loai dich vu Vi du minh hoa

0l Nhitng dich vu vé V& sinh, lau cira sd, lau kinh & céac
sinh, bdo hanh. caq Oc, gidt cac tham san va ghé.
Nhirng dichvuan ~ Géc cdng, hé théng bao vé,... Thi

02 ) . a o A~ '
ninh, bao vé. du cong ty v€ s Thiang Long.
Nhitng dich vu ké

03 todn, kiém toan, K& toan, kiém toan, vao sb sich ke
vao sO sach ké toan.

toan.




34

Chuong 1 : Tong quan vé marketing khdach hang (6 chit

04

Nhitng dich vu vé
quang c4o, quan
hé cong chung.

Thuc hién céc dich vu vé quang
céo, truyén thong, quan hé x3d hoi,
cong ching, dich vu giri thu quang
céo, to chirc hdi cho...

05

Nhiing dich vu
diéu hanh, sira
chira.

Stra chita cac thiét bi, dao tao st
dung va dich vu lap dat.

06

Nhirng dich vu
nhan su.

Do tao, giip viéc ngén han, cho
thué nhén sy, tu vin gidi thiéu
viéc lam, cdc head hunter nhu
Price Water Cooper...

07

Nhitng dich vu tu
van.

Tw vin quan tri, marketing, nghién
ctru thi truong, tu van k§ thuat
cong nghé, dich vu vé quan tri,
cung cip thiét bj.

08

09

10

Nhitng dich vu
cho thué tai chinh.

Nhiing dich vu tai
chinh khac.

Nhitng dich vu
may tinh, tin hoc.

Cho thué céc thi€t bi, nhu cac thiét
b may moc x4y dung hang nidng,
Xe van tai, may vi tinh.

Dich vu ngin hang, ké hoach
luong, ké hoach thu tién.

Dich vu cung phan mém, viét
chuong trinh, dich vu truy xuat
thong tin.

11

12

Nhitng dich vu my
thuat.

Nhiing dich vu vé

Dich vu vé& thiét ké, phong thi
nghiém...

Tai nan, chay, hang hdi, nghi huu.
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bao hiém.

Nhitng dich vu vé
13 chdm séc suc

Dich vu cua bénh vién, nha, y ta.

khoe.

Nhitng dich vu vé
14 . o

phéap ly.
15 Nhiing dich vu vé

phan phdi.

Quan hé lao ddng, thué, bing phat
minh, sang ché...

Dich vu vin chuyén, dich vu giao
nhén, dich vu cho thué kho bii.

(Ngudn : Vii Thé Diing, Truong Tén Hién Pic, “Marketing giita

cdc td chac”.)

Nhiing hang hoa va dich vu hét sitc phong phu duoc tao ra
boi nhiing t§ chirc kinh doanh nhu : cic phin Xuong san xut,
cac nha may can thép, nha may san xuit céng cu, nha méy san
xuit nguyén liéu gidy, cac phin Xuong ché bién, cdc xudng lip
rap, cic ctra hang ban mdy moc thiét bi, hay cic td chic cung
Cép cic dich vu chuyén siu cho thj trudng cong nghig¢p. Nhing
nha san xudt ndy san xudt va cung cp cac san phdm va dich vu
clia minh cho céc khach hing cong nghiép nhu cac nha san xudt
thiét b géc, khach hang ngudi sir dung, céc td chirc vién, cic co

quan chinh phu.

Nhirng nha cung cap.

Céc nha san xudt nhirng hang hoéa va dich vu cong nghiép
cin cdc nguyén vat ligu dé san xuit, va thuong mua nhing
nguyén vit liu ndy tu cdc td chire khic. Nhiing td chiic nay
chinh la nhitng nha cung cip nguyén vat liéu.

Nhirng khach hang. Cdc khach hiang cho cic hang hoa va
dich vu cong nghiép bao gom cdc té6 chic thuong mai, cac co
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quan chinh pht, céc td chirc vién (da néi & phin khach han
cong nghiép).

Cac kénh phan phoi.

Trén thi trucmg cong nghlep, nguoi ta thuong sir dung cé
loai kénh phan phéi sau :

Cic chi nhanh cua nhia san xuit (manufacturer’
branches). Phu trach toan bd cac hoat dong bén ngoai cua ca
nha san xudt trén thj trudng cong nghiép va cdc chi nhanh na
khong phai la nhitng ngudi trung gian ddc lap. C6 hai hinh thi
co ban cua loai nay. Loai thir nhit 14 chi nhanh nha sin xul
(manufacturer’s branch). Loai nay thuc hién chirc nang luu khe
(chi nhanh c6 kho riéng cia minh) tai chi nhanh va dugc dié
hanh bdi nha san xuit. Cdc chi nhanh nay thudng duoc dit ta
cic dia diém chién lugc dé phuc vu khich hang. Cac chi nhant
nay co ban la cac nha kho cua cong ty. Loai thir hai la var
phong chi nhanh (branch office). Loai nay ciing nhu cac ch
nhanh bi s& hitu va diéu hanh boi nha san xuét, va hoat dong
nhu nhitng vdn phong ban hang tai khu virc (field sales office).
Trai v&i cdc chi nhanh, nhitng van phong chi nhanh thuong
khong thuc hién chirc ndng luu kho. Nhitng vdn phong nay la
ciing duoc thiét lap tai nhitng vi tri chién luoc, 1am co s& cho luc
lugng ban hang (sales force) cua cdng ty hoat dong trén cdc khu
vuc dia phuong.

Cac nha phén phdi cong nghiép (industrial distributors).
La nhitng trung gian phan phdi cic san phdm dén tay céc khach
hang céng nghiép cia nha sin xuét. Cac nha phan phbi cong
nghlep thudng 1a nhitng don vj dia phuong, doc lap vé s& hitu va
didu hanh véi nha san xudt. Ho c6 tén goi va quyén sé hiru dbi
v(i cac san pham ma ho quan tri. Ho thuc hién chirc nidng lru
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kho tai dia phwong cho nha san xuét. Cac hoat déng nghiép vu
va kinh doanh cua ho g?ln tuong tu nhu cac hoat dong cua cac
nha bén si trén thi trudng hang tiéu dung. Cac chuong sau s
phan tich ky hon vé vai tro va hoat ddng cua cac nha phan phéi
cong nghiép.

Cac nguoi dai dién cua nha san xut (manufacurer’s
representatives or agents). Ciing 14 nhitng trung gian doc lap,
nhung kh4 khac biét véi cac nha phén phdi cong nghiép. Cac dai
di€én cua nha san xuit thuong la nhitng dai ly, ban hang tré,n
danh nghia ciia nha sin xuit. Vi vdy, ho khong co tén goi doi
Vi céc hang héa c6 lién quan, ho thdm chi khéng thiy va diéu
hanh céc sin phim nay. Bon gian 14 ho 1a nhitng ngudi ban hang
df)(} lap trén co s¢ dugc huéng hoa héng. Str dung kénh phén
Phdi ndy nha san xuft c6 thé giam sé lugng nhin vién ban hing
cia minh, Nhitng ngudi dai dién nay thuong dai dién cho mdt s6
cac nhd sin xuit ma hang hoéa c6 tinh bd sung cho nhau va
khéng canh tranh, Hién nay trén thi truong dang cé xu hudng
mdi goi 13 nhitng dai dién c6 lru kho (stocking representatives).
Loai nay don gian 1a nhitng nha dai dién nhung thuc hién mot
phan chuc nang hru kho tai dia phuong. Péy la loai hinh trung
gian giita cic nha phan phdi cong nghiép va céc nha dai dién
cho nha san xut truyén thong.

T6 hop marketing 4P tao ra gi trj

Truéce hét, ta hdy on lai mét sd nét chinh cua to hoip
marketing 4P. T4 hop marketing c6 1& 1a mgt trong nhiing thuf.lt
N8T thong dung nhit trong linh viuc marketing. Cac tha‘ml} pht’m
cla phdi thirc marketing chinh 1a yéu t6 cin bin trong cac l?an
ke hoach marketing, Cac thanh phin trong t6 hop ,4.P mar ketl.r:g
(marketing mix) bao gdm san pham, gia, phan phdi va xic tién .
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truyén thong. Phébi thirc 4P nay duoc si dung rong rdi bdi cé
cdng ty cho marketing san pham. M6 hinh phéi thirc marketir
4P gitp cong ty xac dinh cic sin phim s& ban, dinh gia ba
chon kénh ban hang phu hop va chon cac hinh thiac truyén thén
quang ba san phim dén cac nhém dbi tuong khich hiang mu
tiéu khac nhau.

Giao su Neil Borden cira Truong Kinh doanh Harvard d
dua ra khai niém phéi thac ma1keting khi nghién ctu céac ho:
dong cua cong ty co thé anh huorng dén ngudi mua hang. Chin
han, mét cong ty dugc c6 thé c6 anh hudng dén hanh vi ké do
cia bac si bang cach goi dién ban hang ha gia, cho khong han
mau, viét bai gii thiéu trén tap chi chuyén nganh, dang quan
cdo hay tai trg cho cdc hdi nghi y hoc. Borden cho rang, tit c
cic hoat dong nay s€ tao ra mot “t6 hop hay phol thu
marketing’ va cong ty cin phai ¢ phuong 4n 1am sao ph01 hg
cac yéu t6 nay dé mang lai hiéu qua cao nhét véi mét chi pt
chép nhin dugc. Khii niém “t§ hop marketing” da ra doi voi -
thanh phﬁn chinh st dung trong td hop 1 : san phim, gia, pha:
phdi va xiic tién truyén thong.

Céac thanh phan trong to horp marketing thi cb dinh (sd
pham gia, phan phdi va xuc tién truyen théng), tuy nhién vié
tao ra mot t6 hop hiéu qua trong diéu kién dic thi cia mot con;
ty thi doi hoi kmh nghiém va su sdng tao cla nguoi lan
marketing. Cung glong nhu viéc ching ta c6 7 nét nhac va md
nhac sy ¢0 thé sang tac rit nhiéu bai hat khac nhau nhung qu:
that khong c6 nhiéu nhac sy co thé sang tao ra nhung bai hat d
vio long nguoi va dugce dong ddo céng chung mén md qua tho
gian lau dai. Tuong tu, trong td hop marketing chung ta cling c«
4 thanh phan chinh 12 sin pham, gi4, phin phdi va xuc tiét
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truyén thong, tuy nhién khéng phai ngudi lam marketing nao
cling dua ra duge nhitng phuong an hay va phu hop vai cong ty.
Piéu nay chinh 14 diém phén biét giita nhitng nha marketing gio1
va nhitng nguoi thudng thuong bic trung khac.

T6 hop 4P — san pham, phdn phéi, gid ca va xic tién
truyén théng dua trén gia tri sir dung, cdc loi ich chung la
nhitng gi ma nguci mua mong muén, noi ma ho muén mua, voi
diing gid va tai cdc kénh dé dang tiép xiic.

Té6 hop 4P minh hoa nhitng gi qua trinh marketing tgo ra
gia tri. Théng qua marketing, chung ta biét s& lam gi v6i quing
st dé dua ching 18n khoi mit dit dé mot ngudi nao do cod thé st
dung. Khi quing sit dugc bién thanh st, va sit bién thanh vit
liéu xay dung dé rdi bién thanh cin cdu c4 ma ban cé thé si
dung khi di ciu ca, khi d6 gia tri duoc tao dung. Biét dugc
nhitng gi can pha1 thuc hién thugc dia hat hay linh vuc
marketing. Lam thé nao dé c6 thé tmg dung cong nghé sin Xuit
thép chinh 1a viéc sir dung théng tin marketing.

Thi du nhu, kinh chbng ning dugc phat trién du'oc sao
chép tir viéc quy trinh riéng cia viéc san Xuit glay thong
thuong. Tuy nhién, khong ai san xuit kinh chong ning tir gidy
ca vi quy trinh nay khong tao ra gia tri gia ting (hay loi thé canh
tranh), vi thé cha cé cong ty ndao lam ra cdc bao sao tur cac mau
thir ca. Loi thé canh tranh 1a cai gi d6 tao ra gia tri gia ting khi
so sanh v&i nhiing thir khac. Loi thé canh tranh c6 thé dat dugc
tir bdn gi4 trj co ban gia ca, san pham, phan phéi va xuc tién.

Khi Vinafloor néi ring ho khéng sin xuét tham ma chi
lam cho tham dugc st dung 1du bén thi cong ty mudn mo ta gia
tr thém vao quy trinh cung ung tham cho ban. Néu quy trinh
nay khong cung rng nay khong tao ra gid trj thi né khong phai la
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mot phin cia quy trinh. Hinh 1.4 minh hoa toan bd mét |
théng vén hanh. So d6 niy mb ta nhitng gi dugc goi la chudi g
tri. M3i bd phan néu tao ra gia tri thi toan bo hé théng sé& tao
gia tri, thi du bd phan van chuyén.

Van chuyén théng qua cdc dich vu hé lrg
< d

4 *
/ / \
Nguyén ——» Nguyén vit “Z-»= Dy L—» Day {—-»Cdcbophin N—— > Chiéc xe
vitli¢u thé ligu ché bién chuyén phu/huye’n sdn cdu thanh hoan chinh
xudt |

Dat hang mua sdm - sén phim hd trg «

53 lugng va hinh thuc chiéc xe dugc xac dinh bdi nghién <~
clru dich vu hd trg

Do dic diém cia marketing khach té chirc nén viéc x4
dung marketmg mbi quan hé gitra nguorl ban — ngudl mua ¢
tuong tac c6 tim quan trong dac biét. Phin tiép sau day sé& las
ro khia canh nay.

VI. Marketing méi quan hé giira ngudi bin — ngui
mua trong marketing B2B

Su quan tdm cua ngudi mua trong viéc duy tri mbi quan h
sdu sic v6i dbi tac 1a nguoi ban — bén cung tg. Diéu nay c
nghia 13 nha cung ng hd héi vi nhan dugc nhitng 1oi hira he
bdo dim s& mua hang véi s6 lugng 16m, nhung ngudi bén qua
tam dén nhitng thoa thuan c6 hiéu luc phap 1y vé thiét lap, ct
phi quan tri, cdc d4nh ddi dai han v nhitng gi c6 thé gdy ton ha
Nhitng thoa thun phai drgc ky két thinh hgp ddng chinh thuc.

L@ trinh thic diy méi quan h§

Mot cdch r0 rang vé nguyen tic ca hai phia nguoi ban v
ngudi mua phai xem xét cac yéu tb thay doi cua moi trudng
Hinh 1.5 1a mot téng két hitu ich cho thao luin vé diém nay. Ni
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mé ta dong co thic diy dé nudi dudng va duy tri mdi quan hé
thuong mai. Truc ngang tiéu biéu cho cic khi ning cia nguoi
mua. Ddi véi mot s§ trrdmg hop, ngudi mua c6 dong co cao
trong viéc thiét Jap va duy tri mbi quan hé véi nha cung ing duy
nhit hay cc nha ban Ié nhd. Nhung véi mot sé truong hop thi
ngudi mua khéng mudn c6 mdi quan hé nio, ngay ca giao dich
ciing khong nét.

Bong co thuc ddy ngudi ban xay dung méi quan hé
Cao
*. Duy tri mdi quan hé

‘ca ngudi ban'-—_
ok

T e NG ket

© duyti
mdi quan hé
o : N\, -
Thitrvang cua ‘
ngudi mua ! -
\ Déng co
Thép —+ —— — Cao thic ddy
{ Duy tri méi quan hé ngudi mua
1 ~.. cba ?gubi mua xdy dyng
méi quan hé
Cac giao dich réi rac /
ddng giao ngay)
\, (Hopdonggi \G\Y‘ -
Khang co <l ngub sén
trao ddi . vang
\\

Thip .

T T M YO SIS T A

K T I, TN T
% Hinh 1.5/ Cic Khia canli mai quan I

e NEU0L.
el o

Truc tung chi ra nhiing nguyén tic tuwong tu trong mdi
quan hé cta nguodi ban. Diéu nay co thé lam nguoi doc bét ngo
va ngac nhién. Khong phai cic cong ty déu mudn giao dich véi
moi khach hang. Cau tra 15i 1a khong. Mot sé cong ty khong
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mudn ban hang cho cac co quan chinh phi vi tha tuc gidy t& qui
nhiéu khé; giao dich kéo dal, mudn giao dich phai boi tron, lg
nhuin bién qua thip. Céac khach hang tiém ning & mét khu vu
cu thé nio d6 hay thanh phin kinh té c6 thé dugc bé qua di
tranh phai canh tranh voi cic d6i thi canh tranh hung di. D
dap ung nhu ciu cua khach hang ngudi ban cho khich hing t¢
chitc phai chu ddng xay dung va duy tri mdi quan hé véi khacl
hang tiém ning [an hién tai.

Cac giao dich giao ngay

Chiing ta hily bit ddu thdo luin vé mot san phdm don giar
la cay viét chi va méu chét tiéu chuin cé tinh chit goi mé ve
nhitng yéu t6 dugc cam nhén thip hon & Hinh 1.5. Tét ca nhung
gi dugc coi 1a hitu ich trong quan hé giao dich hay trao ddi giac
ngay (spot exchange), tién t&¢ 1a hang hoa thuin tiy
(commodites) dé dang do luong nhat Thi du nhu, céng ty Kml
P6 mua cac loai lua mi va ngii cdc khac tai thi truong ngil cbe
mot ngudi mua khac.la nha hang tai thi trudng thirc dn nhanh tre
tién va mang di (cash-and-carry) hay dich vu vén chuyén duong
sét cung ting c4c toa xe dén tau bién. N6i dung truyén thong khé
hep gitra cc bén giao dich va ho hiu nhu khong biét nhau. Cac
diéu khoan hop ddng don gidn va rd rang. Két qua hoat dong
dwoc thuc hién gin nhw ngay lap tuc.

Cong nghé théng tin dd hd trg viéc tao ra cac nha tao th
truong moi. Thi du nhu, thi truong tur do str dung Internet va cac
cong cu phan mém thich hop dé diéu khién cac hoat dong dit
gla truc tuyen cho nguyén liéu thd, hang hoa thudn tay, va cac
thiét bi cong nghiép. Mot cude déu gla thanh cong di tao the
khong nho cho cic nha cung ung va tiét kiém khoang 30% ch:

phi, khi so sanh vdi cac tlep cin truyen thong
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Du vay dé c6 duge mdt cude diu gia thanh cong doi1 hoi
phai xir ly ca m6t nii céng viéc hd tro trude khi ban (front-end
work). Céac chuyén gia tu vén trén thi truong tu do 1am viéc va
hop tac mét thiét v&i nhitng ngudi phu trach mua hang cia bén
mua dé 1am rd nhu cdu cu thé dé truyén théng chinh xac véi ho
vé cac nha cung tng tiém ning hay nhitng ngudi tham gia déu
thiu (bidders) trudc mdi cude dhu gid. Cac nha dAu thiu lin luot
nhén dugc cic phdn mém huéng din khi ho tham gia diu gia
truc tiép (live auction).

PAiu gia truc tuyén ciing cd gidi han cia n6. Rét nhiéu san
phim/dich vu, thi du nhu thanh phin phirc tap, dich vu ky thudt,
hay ci dit hé théng khong thé 1am rd chi tiét duoc. C6 18 két
qua cua nhitng dich vu phirc tap nay phu thudc vao chuyén gia
ky thudt cia nha cung ung va nhitng xi ly kheo léo. Mic du cac
nha tao thj truorng & thi truomg tu do cb ging k1em soat dé co
duoc nhiing I'lngO’l uy tin tham gla dAu gia nhung vin cé nhiéu
thir khdch quan nim ngoai su kiém soat cua ho. Trong thuc té,
“khong phai nha cung ng nao ciing trung thuc trong viéc cung
cap thong tin sai 1éch dac biét 1a khi khach hang nao d6 chi quan
tam duy nhit dén gla” Vi thé, 1oi khuyen dbi v&i ngudi mua dé
c6 thé thu nhin ngudn t6t nhat tlr viéc yét gia 1a hay xem xét gia
ca, chit luong, phan phdi, cdng nghé vi sau d6 mai thuong thio
dé c6 dwoc gia ca tdt hon; nhung dbi voi ngudi ban, gia ca phdi
giip tao ra loi nhuln.

Mdi quan tim khéng ddng déu

Yéu t6 bén phai & phin trén & Hinh 1.5 lién quan ngay
dén viéc thdo luan. O ddy, ta thiy rang it nhit mot bén cé dong
co xay dung va duy tri moi quan hé.
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Tai yéu t6 & phén trén ching ta thiy tinh hudng dién hint
mady tinh c& 16n. Gid tri ciia bt ky hé théng ndo tiy thudc vac
muirc d6 chuyén sau va chét luong cia viéc lién tuc duy tri sy hé
tro tir phia nha cung ung. Kién tric md, hé théng dugc str dung,
su trong thich cta phich cim khién ngudi sir dung dé dang cam
hay két ndi la cac thi du vé tién loi.

Lién két s quan tim

Viéc cin bing mbi quan hé lgi ich gilta ngudi ban va
ngudi mua la linh vue nguorl ban va nguorl mua c6 loi ich qua
lai trong viéc duy tri moi quan hé. Két qua cua hop tic chién
luoc khi ca hai bén déu mudn tlep tuc duy tri mdi quan hé. Ban
chit cua hop tac chién lugc xuit phat tir tim quan trong cua tai
nguyén va la két qua lau dai cua cac nd luc.

Sau day ta sé gidi thiéu cac cong cu de hé trg cho
marketing mbi quan hé ciing nhu v1ec xdy dung mbi quan hé véi
khach hang trong thou dai k¥ thuét sé.

Hop 1.1: Sll‘ dung marketmg twong tic va

marketing qua mang xa hoi dé xdy dung quan hé dai
han véi khach hang.

Cong nghé ngay nay cho phép moi nguoi giri thong
bio, bao cdo, ban vé qua dudng dién thoai, cap, hoic thiét
bi khong ddy mot cach nhanh chéng va tiét kiém. Ngoai
ra, moi ngudi cé thé ding ky cac dich vu tin tic theo yéu
ciu, guri truc tiép bai tom tit vé nhitng chu dé cu thé t6i
may tinh hodc dién thoai ctia minh. Ho ciing c6 thé trao
dbi thong tin qua e- mail, thu thoai, tin nhin vin ban, fax,
hdi thao video va mang mdy tinh; thanh todn héa don qua
dich vu ngén hang truc tuyén; va st dung ngudn luc truc
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tuyén dé 1iy thong tin v& moi thi, tir cac sur kién trién 1am
thwong mai cho t&i thong tin chi tiét vé trang thiét bi,
nguyén vt liéu,... ma cong ty dang cin. Do ngiy cang c6
nhiéu nguoi Viét Nam sir dung Internet qua céc thiét bi
khong ddy nhu dién thoai thong minh hay mady tinh xich
hay dé truy cdp web va kiém tra e-mail, sin choi gio ddy
duoc danh cho ca hoat dong marketing qua thiét bi di
dong (mobile marketing) - thong diép marketing dugc
truyén qua cong nghé khong day.

Két hop mdy tinh voi céc ngudn luc vién thong,
cong nghé truyén thong twong tac di tao ra nhung phan
mém ma ngudi ding cé thé quan tri. Viée trao quyén cho
khach hang glup thiic ddy hoat dong truyén théng, tir d6
vun dap mbi quan hé. Marketmg tuong tac (Interactive
marketing) 13 hinh thirc truyén thong gilta ngudi ban va
nguoi mua, frong dé khach hing kiém sodt sb luong va
loai hinh théng tin nhin duoc tir chuyén gia marketmg
Phuong phép ndy cung cap kha nidng truy cdp tuc thi d01
véi cac théng tin san phdm quan trong khi khach hang can
dén, va dang duoc sir dung phd bién trén cac trang truyén
thong xa hdi nhw Facebook, Twitter va blog. Marketing
qua mang xd hoi (social marketing) 1a viéc st dung
phuorng tién truyen thong xa hd1i truc tuyen lam kénh
truyén thong cho céc thong diép marketing. Truyén thong
%3 hdi hién dang thudc nhém cac hoat dong truc tuyen
hang diu, va ngudi ta udc tinh ring, néu Facebook 1a mdt
dat nudc, no sé 1a dit mrorc dong dan thir tu trén thé gidi,
va din s cua no sé gap bén lin din sé Viét Nam. Trong
mot ndm trd lai ddy, 100 triéu nguoi ding da viét 8 ty
doan chia sé thong tin trén Twitter. Hon mot nira cong ty
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nim trong tdp Fortune 100 cé trang Twitter, gin 1/3 sir
dung Facebook va blog. Mot nha diéu hanh cua hing
nghién ciru thi truomg Nielsen di goi truyén thong xa hoi
1a “chit xtic tac cho tur duy m&i mé vé cach thirc cai thién
dich vu khach hang”.

Marketing tuong tac cho phép ngudi lam marketing
va ngudi dung tiy chinh hoat dong truyén théng cta minh.
Khéch hang co thé tim dén cong ty dé 1iy thong tin, tao co
hoi marketing trire tiép. Ho ciing ¢ thé cho cong ty biét
ho thich va ghét diéu gi & san phdm, dong thoi c6 thé dé
dang nhén chudt vao nat thoat va chuyén sang khu vuc
khac. Khi cac hoat dong xuc tién tuong tic phat trién vé s6
lugng va @6 phé dung, thach thirc dit ra la phai thu hat va
duy tri su chi y cua khach hang. “Ching ta c6 thé thin
thién hon vai cac khach hang va ban hang trén thi truong”,
Chu tich coa Hiép hdi Truyén théng Xa hoi Qubc té
(International Sotial Media Association) cho biét :“Ngudai
dung Internet bit ddu ky vong ring cong ty s& dé tiép can
cling nhu phén ng nhanh hon, va moi ngudi s& duoc ling
nghe nhiéu hon.”

Mot nha sach hang diu ctia Viét Nam vé linh vuc
kinh t&, quén tri tdn dung hiéu qua hinh thirc truyén théng
xd hoi la nha sach trén mang Kinhtetuanminh.com
chuyén ban sach trén mang cho cdc cong ty, nhin vién cia
trang mang Kinhtetuanminh.com thuong cép nhét
Facebook va Twitter nhiéu 1in méi ngay, thong bio cho
hang nghin ° nguorl ban” va “ngudi theo d01 théng tin &
cac cong ty, viét cac bai sic sdo glO’l thiéu vé céc twa sich
méi vira phat hanh va cic tya sach sp xuat ban. Nhiing gi
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ma ho viét vang vong dén nhiéu noi, cé sirc hut va giy
dugc sy chu y mét cach tri tug, tha vi, g?m giii, hai hudc,
giau tinh cam. T4t ca nhitng yéu t6 d6 da gitp trang mang
Kinhtetuanminh.com két ni dugc véi khach hang va d6i
tuong tiém ndng mot cich diy uy luc. Nhitng thong tin
cdp nhat d6 da ginp doanh thu cua cong ty ting tir 15%
dén 20%, ngay ca khi nén kinh t& Viét Nam dang suy
thodi. “Moi ngudi, nhét 1a khach hang 13 ngudi lam viéc &
cac cong ty, vin c6 nhu cau hoc tdp, m& mang kién thitc
va giai tri nén nhin thiy nhiing méu tin nho nho vé sach &
phén cip nhat thong tin l[dm ho hdo hing hon véi cac lua
chon nay.” Diéu djc ddo la cac nhan vién clia mang
Kinhtetuanminh.com, rhitng gd din mang chinh hiéu,
van tin tudng manh liét r?mg sach in van cé gia tri riéng
clia nd, qua phat biéu :“Tuy mang xi hi dd mang dén qua
nhiéu thay déi cho cac nha marketing, tir céng cu cho t&i
co hdi, dit dd cé ebook nhung sich in vin phin nio giit
duoc nhitng vu diém nhét dinh. V&i sdch in, ban c6 thé dat
chiing 1én ké hodc dé trén ban lam viéc. Ban c6 thé doc
sach tai nha ciing nhu trén mdy bay. Ban dé dang cho dong
nghiép “coi ké” hodc cho ban hiru ngé qua ndi dung. Ban
c6 thé ting mot quyén sich cho dbi tac, nha cung cip va
khach hang. Trong mdi truong lam viéc hién nay, thé loai
sach kinh doanh in trén gidy vin rit dwoc wa chudng. S4
luong phat hanh tir cac nha sach da néi rd 1én diéu do.
Séach in vén rét cin thiét vi néu chi doc tin tic trén mang
ca ngay thi chic 12 moi ngudi s& can thj hét, va moi nguoi
s& d6 x6 di m¢ cira ctra hang mét kinh hét thoi.”

Truyén théng xa hoi ciing cho phép mé réng hoat
dong trao doi, trong doé cac khach hang truyén thong vdi
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nhau qua e-mail va céc trang mang xd héi. Nhimg dbi
thoai dién tir nay c6 thé tao nén mdi quan hé méi mé giira
ngudi ding va cong ty, cung cip thong tin tiy chinh dua
trén mdi quan tdm va cap d6 hiéu biét cua khach hang.

Bﬁng cach bién khéch hang tho o thanh khach hang
trung thanh, céng ty tao ra viéc mua ldp lai. Chi phi giit
chan khach hang hién tai thp hon nhiéu so v&i chi phi tim
kiém khach hang méi, va nhitng khach hang trung thanh
thuong mang lai lgt nhudn cao hon. Trong nhitng khach
hang mua lip lai tt nhit c6 mét sb sin long truyén di
thong tin - tao ra sir lan truyén - vé san phdm. Marketing
truyén miéng (buzz marketing) c6 thé rit hidu qua déi
v6i viée thu hut khach hiang méi, bang cich lam ciu ndi
khoang céch gifta cong ty va san phim. Nhiing cong ty
B2B da dang nhu Microsoft va GM di khai thac khich
hang, dé tao ra su lan truyén vé san pham.

Khi marketing cho khach hang la cong ty, chuyén
gia marketing, dic biét 1a d6i ngi ban hang cin tap trung
vdo tinh logic cia san phim bing cach chu trong hon vao
dic diém chirc ning. Yéu t6 cam xtic trong qua trinh ra
quyét dinh thuomg khong dong vai tro quan trong trong
marketing B2B. D01 ngii ban hang ciing can phai nim 15
bo phan thu mua gdm nhitng ai va vai trd cia ho ¢ dau
trong qua trinh thu mua cua cong ty.

Nhém khach hang céng ty thuong cé nhu céu tim
hidu théng tin con 1én hon rét nhiéu so véi khach hang c4
nhan. Trong cac tai liéu marketing, nén dua vao nhitng
théng tin mang tinh chiéu sdu. Thong diép marketing hiéu
qué nhét s& xody sdu phan tich xem sin phim hay dich vu
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ban cung cp c6 thé gitip khach hang tiét kiém bao nhiéu
thoi gian, tién bac va ngudn Irc. Khich hang B2B quan
tdm nhiéu hon téi tinh logic ding sau san phim. Ho s&
mudn nghe nhidu hon vé nhitng dic diém va ching gitp
ho tiét kiém thoi gian, ngn sich va ngudn lyc nhu thé
nao. Ngudi s& giai thich cho khach hang hiéu théu dao
khong ai khic chinh la doi ngli ban hang.

Do d6 dé phat huy hi€u qua, marketing mdi quan hé
trong thi truong B2B cin dua nhiéu vao cic cong nghé
thong tin nhur co s¢ dir liéu may tinh ghi lai cdc dic tinh va
tinh logic clia sin phdm, mong mudn ciia khach hang vé
gid. Cong ngh¢ nay gitp cong ty tré thinh ngudi lam
marketing truc tlep, thu thdp thong tin cu the vé khach
hing va cung cip hang hoéa, dich vu theo yéu céu phuc vu
cho khach hang céng ty. Theo d5, cic cong ty s& nhim
muc tiéu cho chuong trinh marketing B2B dic thu vao
nhém déi. tuong phu hop, thay vi chi tién hanh cac chién
dich marketing dai tra.

Ta vira chi ra marketing mdi quan hé tao ra gia tri cho ca
hai bén va tao dung long trung thanh cua khach hang B2B. Gio
day ta lai chi ra tiép hai cong cu cao hon va sau hon dé xay dung
moi quan hé véi khach hang, 46 1 : Quan tri quan hé khach
hang (customer relationship management-CRM) va quan tri
quan hé doi tdc (partner relationship management).

! Phan tich v& CRM & phin nay dua trén cam xuc trong
marketing ti€u dung 13 chinh, nhung nhitng ngudi phu trach mua
hang cho cong ty cling vn 1a khach hang ca nhin trong doi thuc
nén ho van chiu sy chi ph01 bm cam xuc chir khong hoan toan la
ly tri. Vi thé, phan tich nay van hiru dung trong B2B.
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VIIL. Quan tri quan hé khich hang

Quan tri quan hé khach hang cé 1€ 1a khai niém quan tror
nhét ciia marketing hién dai. Tai Viét Nam, viéc gidng day qu:
trj quan hé khach hang (CRM) hau nhu dwoc hiéu n6 theo ngh
hep nhu hoat déng quan tri dit liéu khach hang. Véi céch hié
han hep nhu vdy, quan trj quan hé khach hang chi bao gdm vi¢
quan trj thong tin chi tiét vé& cac khich hang cd nhin va vi¢
quan tri cin trong cac “diém tiép xic” cia khach hang nhim t
da hoéa su trung thanh cua ho.

Tuy nhién, cin hiéu khii niém quin trj quan hé khac
hang theo nghia réng hon ding vé1 y nghia diy di cia n6. The
d6, quan tri mdi quan hé khach hang 1a quy trinh chung cta vié
xdy dung va duy tri mbi quan hé sinh lgi v&i khach hang ban
viéc mang lai gia tri khach hang vuot tri va su thdoa mén ch
khich hiang. Pinh nghia nay lién quan toan dién dén tit ca ci
khia canh thu hut, gitt chan va phat trién khach hang.

X4y dung mdi quan hé : Gia tri khich hang va su thé
min cua khach hang

Yéu té then chét dé xay dung mdi quan hé khach hang 14
bén chinh 1a viéc tao ra gia tri khach hang vuot trdi va su tho
man khach hang. Céc khach hang théa min s& 1a nhitng ngu¢
trung thanh, nhitng ngudi s€ mang lai cho cong ty nhiing loi ic
to 16n va lau dai trong kinh doanh.

Gia tri khdch hang. Viéc thu hat va gilt chan khach han
c6 thé 1a phiém vu kho khin. Ngay nay, khach hang c6 co hé
tiép xtic vai vo van chon lya vé san phdm/dich vu. Khéch han;
mua san phém cua cong ty - don vi dua ra gia tri dugc nhan thir
bdi khach hang, tic la su danh gia cua khach hang vé su kha
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biét gilia tit ca cac loi ich va tt ca chi phi ciia dé xuét thi truérng
trong su so sanh véi nhiing lgi ich va chi phi trong dé xuit cua
cac dbi tha. Quan trong hon, khach hang cong ty du la céic
chuyen~ gia biét danh dua trén ly tri nhung trong doi thuc ho
cing van la mét khach hang c4 nhan binh thudng nhu bao ngudi
khic. D3 1a con ngudi thi thudng khong thé tranh duoc chi quan
nén khé danh gi4 gia trj va chi phi mét cach thuc té hay khich
quan. Ho van hanh ddng dua trén cam nhén hon 14 1y tri. Déi véi
mGt s6 khéch hang cong ty, gia trj co thé c6 nghia 1a san phim
nhén biét duoc véi gia phai ching va co thudc tinh déc biét hon,

dic biét 1a trong diéu kién &o udt cua nén kinh té. Tuy nhién, dbi
VoI cic khach hang cong ty khéc, gia tri c6 thé mang nghia 13 tra
nhidu tién hon d¢é s& hitu nhiéu hon.

Sir théa man khdch hang. Sw thoa min khach hang phu
thude vao hiéu qua nhan thic vé san phém trong mdi twong
quan voi su ky vong cua khach hang Néu hiéu qua san pham
thap hon ky vong, khich hang s& thit vong. Néu hiéu qua sdn
phim phi hop véi ky vong, khach hang s€ thoa man. Néu hiéu
qua vugt qua ky vong, khach hang sé rit hai 1ong va hoan toan
thda man. Céc cong ty B2B xudt sic trong linh vuc marketing
nd lwc hét minh dé 1am théa man cac khich hang cong ty quan
trong. Nhiéu nghién ctu chi ra rﬁng, muc dd hai long cua khach
héng cang cao, long trung thanh cua ho cang lén — diéu dan dén
két qua kinh doanh tét hon cho cong ty. Cac cong ty thong thal
dit muc tiéu lam hai long cdc khach hang bing cam két vé
nhitng gi ma ho co thé mang lai va sau d6 tao ra nhiéu diéu c6 y
nghia hon so vgi cam két. Cac khach hang thoa man khéng chi
quay trd lai mua hang, ma con tré thanh nhiing dbi tac
marketing dﬁy thién chi va “nha truyén gido” - nhitng ngudi s&
ké lai cho ngudi khac nghe vé trai nghiém thi vj cia minh.
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- - A LN A ) K. a P 2
Cac murc do va cong cu cua moi quan hé khach hang

Céc cbng ty c6 thé xdy dung mbi quan hé khach hing
nhiéu cép d6, tuy thudc vao ban chét cua thi trrong muc ti
Tai mét cuc, cOng ty voi nhiéu khach hang mang lai lgi nhu
thdp c6 thé tim kiém céach thic dé phat trién mdi quan hé n
tang v&i ho. Vi du, P&G Viét Nam thudong khong goi cho tit
cac khich hang cua minh dé tim hiéu ky hon vé timg c4 nh

“khach hang. Thay vao d6, ho tao ra mbdi quan hé vdi khach ha
cong ty thong qua quang cdo xdy dung nhin hiéu, quan hé cé:
ching, va trang web. 2 Tai mét thai cuc khac, hdng bén s
phim cho mot s6 khach hang véi mirc lgi nhuin cao, va mo;
mudn tao ra mdi quan hé toan dién véi cic khach hang th
chét. Vi du, cac dai dién ban hang ctia P&G Viét Nam hop t
chdt ché vai CoopMart LotteMart, BigC,... va céac hﬁng ban
16n khac. Giita hai cuc nay, cac mirc 6 khac nhau cuia mbi qu:
h¢ khach hang la kha phu hop.

Vuot ra ngoai viéc tao ra gid tri cao va sy hai long c
khach hang mot cach ddng nhit, cac chuyén gia marketing B2
c6 thé sir dung cac cong cu marketing cu thé nhim phat trién c
mbi quan hé bén vitng hon véi khach hang. Vi duy, nhiéu céng
dé xuét chuong trinh marketing thudng xuyén véi chinh sac
tuong thudng cho nhitng khach hang cbéng ty mua san phé
thuong xuyén hodc mua vdi tong s6 tién 16n. Cac hing har

2 Ban doc hay luu y 1a trong gi4o trinh ndy, ching ta xe
xét marketing B2B theo nghia rong, nghia 1a khach hang be
gbm cé nha ban budn va nha ban Ié theo xu huéng chung cua tl
gioi hién nay. Chinh diéu nay da mo rong ung dung marketir
B2B vio méi truong kinh doanh dic thi cua Viét Nam do nt
ban budn va nha ban ¢ chiém mét sb rong vo cung 16n.
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khéng dua ra nhitng chuong trinh khach hang cong ty bay
thuong xuyén, con cac khach san dua ra cac loai phong néng
hang cho khach hing thudmg xuyén, va céc siéu thi gidm gid cho
cac khach hang B2B cua minh. Vidy, Vietlet Airs tich diém bay
thuong xuyén cho cac doanh nhin dé ho cd thé sir dung cho bt
cir loai ghé ngdi trén chuyén bay cla Vietlet Airs ké ca trong
khodang thoi gian khéng ap dung. VietJet Airs cam két mang lai
cho cdc thanh vién tir cac cong ty “chuyen bay thi vi hon. Nhiéu
diém hon. Nhiéu thir ¢é yéu thich hon.” (Xem lai cac cong cu ho
trg marketing mdi quan hé & Hop 1.1, trang 44).

Bin chit thay ddi ciia méi quan hg khach hang

Su thay ddi dang ké xay ra theo cach ma trong dé, cic
cong ty B2B déu c6 lién quan dén khach hang céng ty ctia minh.
Cac cOng ty 16n ctia ngay hém qua tdp trung vao viéc marketing
dai ching t6i tit ca khach hiang. Con céac cong ty cia ngay hém
nay dang xiy dung mdi quan hé siu hon, truc tiép hon va lau
bén hon véi cac khach hang cong ty duoc chon loc Iy ludng.
Duéi day 1a mét sé xu huéng quan trong thé hién sy lién quan
gilta cic cong ty va khach hang. - -

Lua chon khach hang ky ludng

Mot sb cong ty Viét Nam ngay nay vin thuc hanh kiéu
marketing dai chung - bin hang theo cach truyén thong cho céc
khach hang cong ty. Piéu ndy khong con phu hop nua Gio day,
cac chuyén gia marketmg B2B can nhén ra 1ang ho cén tao duoc
mbi quan hé thin thiét VOl mot s6 khach hang céng ty. Nghia I3,
ho tdp trung vao mot sb it khach hang nhung d6 la nhiing n&,uon
mang lai loi nhuén. “Khong phai tit ca khach hang B2B déu
xtng dang vdi cac nd luc marketing cia ban’’ - mét chuyén gia
phén tich ndi. “Mot sb khach hang xtng dang dé duoc phuc vu”,




54 Chuong 1 : Tong quan vé marketing khdch hang 16 c}

- mot chuyén gia khac bd sung, “Néu khéng biét ai khong p
1 khach hang ciia minh, c6 I& ban khdong thé néi ai 1a kh:
hing cita minh.” Nhiéu cong ty gio ddy sir dung phin tich

nhuin khach hang dé né tranh hoic loai bo nguy co mit kh:
hang va nhim vao khach hang muc tiéu bing moi kiéu ch
chuéng. M6t phuong phap Ia loc ra nhitng khach hang kh¢
mang lai lori nhuin. Hang bao hiém Béio Viét chuyén bao hi
cho mét s cong ty thuc hién diéu nay rit hiéu qua Hiang da «
ra nhiéu ciu héi chon loc cho cac khach hang trién vong dé >
dinh dung déi tugng minh cin. Néu d6 khéng phai 1a dbi tuo
minh cdn, Bao Viét s& khéo Iéo néi véi khach hang Ia ho khd
phuc vu trong linh vuc d6. Con chuyén gia marketing Bao V
néi rang :“Céng ty tha “biéu khong” cic khach hang khéng si
loi nay cho ddi thi con hon giit chan ho.” Viéc séng loc ¢
khach hang khéng sinh lgi d giip Bao Viét cung cip dich

hoan hao hon cho cac khach hang sinh loi tiém ning.

Méi quan hé siu hon va tuong tic hon

Vuot ra ngoai viéc lua chon khich hang mdt céch
ludng, cac cong ty gio ddy biét tao mbi quan hé sau hon, y ngl
hon v6i cac khach hang B2B chon Iya. Khong chi phu thudc v
cac thong diép truyén thong dai ching mot chiéu, cac chuy
gia marketing ngay nay dang két hop nhiéu phuong phap ti
can md&i mang tinh tuong tac hon - nhiing phuong phap giup xi
dung mbi quan hé khich hang muc tiéu hai chiéu.

Mobi quan hé khdch hang hai chiéu. Cac cong nghé mdi «
lam thay ddi céch thirc tuong tac cua con ngudi. Cac cong ¢
méi nay bao gdm tat ca moi thy, tir thu dién tar, trang web; blo
dién thoai di dong, video dé chia sé vdi cdc cong déng tr
tuyen va mang xa hoi nhu Facebook, YouTube, va Twitter.
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MOi truomg giao tiép dang thay déi nay ciing tic dong dén
cach thire xay dung mdi quan hé véi khach hang cua cic cong ty
cling nhu nhin hiéu. Cac phuong phap tuong tic mdi cho phép
chuyén gia marketing B2B tao ra mdi quan hé khach hang siu
hon ciing nhu cam giac gin bo hon ca cac cong dong dbi voi
nhan hi€u — nhim bién nhin hiéu thainh mot phén y nghia trong
cdc ciu chuyén cua khach hang cling nhu doi séng cua ho. “Viéc
trd thanh mét phin trong cic cdu chuyén cua khach hang la
dong vai tro rat quan trong, va diéu nay cé y nghia hon so voi
viéc chuyén tai théng tin thong qua quang céo truyén théng”
mdt chuyén gia marketing néi. “Ngay nay, moi nguoi can mot
tiéng noi va vai tro trong trai nghiém nhin hiéu cia ho. Ho cin
c6 sy dong sang tao.”

Tuy nhién, cing lic, cac cong nghé méi ciing tao ra co
hoi xay dung méi quan hé v&i khiach hing cong ty cho céc
chuyén gia marketing, ddng thoi tao ra céc thach thirc. Ching
mang lai cho khach hang quyén luc va kha ndng gidm sat 16n
hon. Khach hang cong ty ngay nay co nhiéu théng tin hon vé
cac nhin hiéuy, va ho ¢6 vo so Iua chon vé khong gian tuong tac
dé chia sé quan diém vé nhin hiéu va&i nhiing nguoi khic. Do
do, thé giéi marketing gid ddy bao quat khong chi viéc quan tri
mdi quan hé khach hang, ma con ca mdi quan hé vai cac khach
hang duoc quan tri (Customer-managed relationship - CMR.)

Kiém soat khach hang mdt cach hitu hidu hon c6 nghia 13,
trong viéc xay dung mbi quan hé voi khach hang, cac coéng ty
B2B c6 thé khong con duge phu thude vao marketing bing truc
gidc nita. Thay vao do, cac chuyén gia marketing B2B phai thuc
hanh marketing bfmg viéc thu hit - tao ra cic dé xuét thi truong
va théng diép dé thu hut khach hang hon 13 én ngir ho. Do do,
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phin 16n céc chuyén gia marketing B2B gi¢ day ting cudng |
luc marketing truyén théng véi t6 hop cic phwong ph
marketing truc tiép — yéu td gitp gia ting su twong tic gi
nhéan hiéu va khach hang.

Cic phuong phap marketing mdi quan hé

Marketing mdi quan hé c6 bén phuong phap thuc hiér
gti thu truc tiép (direct mail), marketing truc tiép (dire
marketing), marketing dir liéu (data marketing) va quan tri qu:
hé khach hang (customer relationship management).

Gui thu truc tiép hoic marketing qua dién thoai 1a cac
marketing mdi quan hé dua trén sir dung co so dit li€u cé sén ¢
théng tin mot chiéu dén khach hang. Phuong phép nay thuor
sir dung nhu mét cong cu xic tién v&i muc dich ngin han.

Marketing trch tip ciing phat trién tir phuong phap né
trén, nhung chi trong vao cac hoat dong xuc tién dé quan tri v
sinh 161 hon. Phuong phap nay lién quan nhiéu dén chién thu:
truyén théng marketing va ban chéo (cross selling) nhitng mi
hang khac cta cong ty ma khach hang B2B chua tung mua.

Marketing dir liéu la phuong phap st dung coéng ngh
thong tin trong toan hé théng cta cong ty B2B nhidm thu thip v
Iru trir cac dir liéu lién quan dén khach hang trong qua khu, hié
tai va khach hang tiém ning. Viéc duy tri thé théng nhét cu
ngudn di liéu d6 cho phép lién tuc kiém soat dong thai khac
hang, truy nhdp cho dit liéu khich hang cho tung tinh huén
giao dich cu thé day manh cac giao dich va tao mdi quan hé vé
khach hang B2B. Co s¢ dit lidu s& la ngudn thong tin dang ti
cdy giup cbéng ty “nhg” dén khach hang va dua ra cac chuon
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trinh x4y dung 16ng trung thanh mot cach hiéu qua nhit ciing
nhu c6 thé dap \mg nhanh chéng nhu ciu cia tirmg khach hang.

Quan tri quan hé khach hang (CRM) duoc xem 1a kénh
truyén thong c4 nhén (nhung ciing rat hiru ich trong marketing
B2B vi nhitng ngudi phu trich mua hang cho cong ty van la
nhitng khéch hang ci nhin trong doi thuc) bao gbm giao dich
truc tiép, giri thu, goi dién thoai va giao dich qua Internet. Cu
thé hon, CRM 12 hinh thirc marketing mbi quan h¢ dua trén ing
dung cong nghé théng tin va marketing co sd dit liu (database
marketing), qua mdt phin mém bao ham ca chu tric t§ chirc hé
thong van hoa céng ty va nhin v1en CRM duoc xem la mot
chién luorc chon lya va quan tri cdc mdi quan hé gla tri cho cong
ty, yéu céu hudng dén dén khach hang va cung cip cac qua trinh
cung Ung dura trén triét Iy marketing mét cach hiéu qua.

Sau diy la mot thi du minh hoa dién hinh ciia céng ty
Hanvico di biét thyc hién marketing méi quan hé B2B do biét
duy tri quan hé sau khi ban.

Hanvico da nim virng tinh hinh lich sir mua hang cua cong
ty khach hang, du doén treéc nhu cdu mua lip lai cia khach
hang, tr d6 chi dong giri thu chao hang, miu ma méi toi cho
khach hang Iua chon... Déi véi cic nhom khach hang B2B khac
nhau, cong ty cé thé trién khai mot s6 hoat dong khac nhau cho
phu hop. Vi du, v6i nhom khach hang 16n va ¢6 tiém ning phat
trién giao dich, cong ty cé thé tb chirc cac cudc gip gd trao ddi
giira cong ty va céc khach hang t chirc cac hoat déng giao luu
vin nghg, thé thao... Nhitng hoat dong nay s& 13 co ho1i thuén loi
cho Hanvico tim hiéu khach hang, ting cuong mbi quan hé,
ddng thai gitp cho khach hang c6 thé gip g5 va tim ra duoc céc
gidi phap mdi, hiéu qua cho chinh cong ty minh.
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Ngoai cac gidi phdp ma cong ty chi ddng quan hé va quar
tri quan hé véi khach hang nhur trén, cong ty ciing c6 thé quan
tam va tich cuc tham gia vao céc chuong trinh marketing quan
hé cuia chinh cong ty khach hang t6 chirc. D6 c6 thé 1a cc cude
hoi thao cua céc nha cung cip cho cong ty khach hang, hay tac
duong day thong tin hai chiéu thun loi bing cach cung cip day
du, chinh xéc, lién tuc nhitng théng tin ma khach hang quan tdm
hay can thi€t doi voi cong ty khach hang. Tham gia gigi thiéu vé
cc‘>~ng tyAkhécfl hang véi chinh khach hang tiém ning cﬁa.1 ho.
cling s thu hit duoc sy oy ¢ ng ty' nel} ¢ chién lugc hop l).'

-~ Sk Y Cua cac cong ty khach hang. Khi

ma thj truong ngdy can ) ]
e g dugc chia nhg déi tha .
3 ié A y ) u
cang nhiéu va manh, trong khi gy} canh tranh ngay

qua, Vé, d(’) V§ X 1 1
: Y ns S0 43 A ~
budc trong th; gian t; € 14 chia khoa d¢é cong ty viing

Quin trj quan h¢ d4; ¢4

Khi tao ra it us '
khich hing, chuye tgiav e g mbi quan he kiéng khit vo
khéng thé “mét mipp mot Ch(c;”mi BZB7r.1gz‘1y nay hidu ring ho
cac doi tac marketing kh;ic_ . - Ho phii hop tic chit che vdf
quan hé khich hang, cp, s 8031 sur thanh thyc trong qun tr
. v A , o “luyén gijy marl$eting B2B con phai xub!
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marketing v&i cic dbi tac khic bén trong va bén ngoai cOng ty
nhim mang lai nhiéu gia tri hon cho khach hang B2B.

Péi tac trong ndi b cong ty

Theo truyén théng, chuyén gia marketing B2B c6 trich
nhiém thiu hiéu khach hang va md ta nhu ciu cua khach hang
cho cic bd phéan khéc trong cong ty. Cich tu duy cit cho rang
marketing duoc thwc hién bdi nhiing ngudi lam viéc trong bd
phin marketing, ban hang va hd trg khich hang. Tuy nhién,
tTO’ng thé gidi két ndi ngay nay, mbi mdt bé phan chirc ning c6
the tuong tac véi khach hang, dic biét la véi hinh thirc dién tir.
Céch tu duy méi cho ring, ban cin phai hiéu marketing va tép
trung vao khach hang - cho du coéng viéc cua ban la gi trong
©dng ty. David Parkard, dong sang lap mdi cia HP, da néi réng
“Ma‘rketing da khong con 1a hoat dong qua quan trong thudc déc
qUyén cua b phan marketing”.

. Ngay nay, thay vi dé timg bd phin hoat dong theo cich
n?f’g clia minh, cdc cong ty B2B dang két nbi tét ca phong ban
YOl nhau d4 tao ra gi4 trj khach hang. Thay vi chi dinh nhén sy

4n hflng va marketing lam viéc voi khach hang, ho tao ra cac
"hom chirc ning chéo. Vi du, P&G Viét Nam tb chirc cac nhom
Shgt trién k31éch hang, dam nhén cdc khéc‘h hang bkén l'é Cl}ﬂl

éhh' BlaO %0111 -nhr?masu markfeting‘ va bfill\hang’, chuyen gia vz_fn

nhén, SC luye'n gia ;~)han tich th;‘tru'(r.r;lg va Egl c?mh, cElng nl.lku caf

Phay tll.r E(hac, nhu'?g n'h(')m nay qleu :phm nf) lu'c. Acua ’nhl?u bf_)

dch tl]‘”QC P&G dé hudng dén viéc ho tro cong viée ban 1€ mot
1anh cdng hon, -

Cic d6i tac marketing bén ngoai cong ty

Su thay ddi ciing dién ra trong céch thirc két ndi giia cic
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chuyén gia v&i nha cung \ng, ddi tac phan phdi ciing nhu dé
thi. Phin 16n céc cong ty ngay nay la nhitng t§ chirc két nd
phu thudéc manh vao nhitng mdi quan h€ voi nhiéu céng ty khac

Céc kénh marketing bao gbm nha phdn phdi, nha ban I¢
va nhitng thuc thé khic - nhirng c4 nhan/td chirc két ndi cong t
v&i ngudi mua. Chudi cung ing md ta kénh cung tng, tir kha
nguyén vit liéu thd cho dén thanh phim dé chuyén dén ch
nguol mua cudi cing. Vi du, chudi cung ing cho PC bao gbr
cac nha cung tng bd vi xir Iy mdy tinh va cac thanh phin khac
nha vin hanh may tinh, nha ban I¢, va cac td chirc/ca nhan kha
ban may tinh.

Théng qua viéc quan tri chudi cung {ng, nhiéu céng t
B2B ngay nay dang ddy manh sy két ndi cia minh véi cac dé
tac xoay quanh chudi cung trng. Ho biét ring van ménh ctia h
phu thugc khdng chi vao cach thirc hoat dong ciia minh. Than
cong trong viéc xdy dung mdi quan hé khach hang B2B ciin;
phu thudc vao cach thirc hoat dong ciia ca chudi cung ung tron;
su so sanh véi chudi cung tng cia ddi thu. Céc cong ty na
khong chi déi xtr v&i cac nha cung g nhir nhitng don vj ban I¢
v6i nha phan phdi nhu 13 khach hang. Ho ddi xir voi ca hai d6
tic ndy dé taora gia tri cho khach hang. Vi du, mét mit, Toyot
hop tac chét ché vdi céc nha cung ng cé chon loc ky ludn
nhim hoan thién chat lrong ciing nhu hiéu qua vin hanh. M3
khac, hing hop téc véi cc dai ly nhugng quyén ciia minh dé ta
ra doanh s6 cao nhit ctng su hd trg vé dich vu - nhitng yéu t
gitip thu hit va gilt chan khach hang.

Quan trl chubi cung rng hiéu qua trong B2B s& givp tén
cudmg dbi mai, gidm chi phi, ci thién xung ddt ning cao hié
qué truyén thong s& duoc trinh bay ¢ chuong 2.



Chuong | : Tong quan vé marketing khach hang t6 chirc. 61

- Tong ket myc ti€uva e w7
- ndidung chwong 1 -

Marketing khach hang td chic c6 tim quan trong rat 16n
bdi vi quy mé cua thi truong B2B. Ching ta can nghién cim vé
marketing B2B 14 do cic quyét dinh mua hang rit phic tap can
phai ¢ su tham gia cta rat nhiéu ngudi.

Ban chit cia thi truong B2B 14 cong ty khong ban cho
khach hang B2B san phdm chuin héa nhu ngudi tiéu ding cudi,
thi truong B2B ¢6 ngudi mua it hon nhung tam c& hon, nhu cau
cia ngudi mua la td chic phat sinh tir nhu cdu cia ngudi tidu
dung cudi cling, quyét dinh mua hang cia té chirc lién quan dén
nhiéu nguoi hon, ngudi mua hang & cac td chic cé tinh chuyén
nghiép hon.

Dic biét thiu hiéu duoc khai niém marketing khach hang
t0 chirc trong gido trinh nay dugc hiéu theo nghia réng, nghia la
bao gdém ca nha ban si va ban lé.

Cdc ddc diém déc ddo riéng cé cua marketing B2B 1a viéc
tdng cuong xdy dung mbi quan hé giita ngudi ban — ngudi mua,
dac biét 1a sy chuyén dbi tir marketing giao dich sang marketing
mbi quan h¢, kénh phén phéi ngfm hon, nhidn manh dén ban
hang ca nhan, tich hop website gfm bd hon, thi trrong B2B két
ndi Internet d& dang hon, méi quan hé bén trong cbng ty mat
thiét hon, cac chién lugc xic tién doc d4o.

Hiéu dugc céc nhém khach hang td chitc chinh ciing nhu
cac loai san pham/dich vu trong thi truomg B2B.

Hiéu duoc hé théng marketing giita cic to chiic bao gdm
nha phan phoi, khach hang, kénh phén phdi.



62 Chuong 1 . Téng quan vé marketing khéch hing t4 chirc,

Pic biét 1a marketing moi quan hé gitra ng}rc‘ri blz'ln — nguoi
mua trong marketing B2B, thi du 16 trinh thic fiéy rr36i quan hé,
cac giao dich giao ngay, mdi quan tdm khéng dong déu, ...

Hai cong cu cao hon trong marketing B2B dé xay dung
phat trién méi quan hé khach hang B2B la quan tri quan hé
khach hang va quan tri quan hé déi tac.

(. Cau héi on tip va thio luin

1. T4m quan trong cua marketing khach hang t§ chirc ?
Tai sao du di hiéu biét vé marketing tidu dung ta cin phai
nghién ctru vé marketing B2B ? Giai thich v4 minh hoa bing
tinh huéng thue té cia cac cong ty Viét Nam.

2. Ban chét cua thi truong cong ty ? Ban chit cua td chic
mua hang ? Giai thich va minh hoa bang tinh hudng thuc té cua
cac cong ty Viét Nam.

3. So sdnh marketing khach hang t§ chiic vd marketing
tiéu dung. Chirs diém tuong dong va khéc biét.

) 4 Marketing khach hang té chirc 1a gi ? Tai sao ta cn md
rong dinh nghia vé marketing khach hang té chirc ? Giai thich va
minh hoa tir c4c cong ty Viét Nam.

5. Tai sao can xdy dung méi quan hé ngudi ban — nguoi
mua trén thi truong B2B ? Giai thich va minh hoa tir thuc té cia
cac cong ty Viét Nam.

6. Tai 520 noi sy chuyén déi tir marketing giao dich sang
marketing moi quan hé 1 sy chuyén dd; ¢6 tim quan trong nhat
cua marketing ngay nay ? Giai thich va minh hoa tur thyc té cua
cac cong ty Viét Nam.
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7. Tai sao cic kénh phdn phdi thuong ngin hon trong
marketing B2B ? Gidi thich va minh hoa.

8. Tai sao tich hop website gén b6 hon trong marketing
B2B ? Giai thich va minh hoa.

9. Tai sao thi truong B2B két ndi Internet d& dang hon
trong marketing B2B ? Gidi thich va minh hoa.

10. M6i quan hé bén trong cong ty cua marketing B2B
nghia 1 gi ? Giai thich va minh hoa.

11. Cac chién lugc xic tién ddc dao clia marketing B2B la
cac chién lugc nao ? Gidi thich va minh hoa.

12. Cac nhom chinh cua khach hang td chirc ? Giai thich
va minh hoa tir cac cdng ty Viét Nam.

13. Hay phan loai céc san phdm/dich vu trong thi trudng
khach hang td chiic. Giai thich va minh hoa.

14. Hay trinh bay hiéu biét cia ban vé hé thong marketing

gita cdc td chirc. Giai thich va minh hoa. T6 hop marketing 4P
tao ra gia tri nhur thé nao ? Giai thich va minh hoa tlr cic cong ty

Vigt Nam.

15. Tai sao ndi marketing mm quan hé gilta ngudi ban
ngudi mua la céng cu loi hai nhit cua marketing B2B ? Giai
thich va minh hoa tir cac cong ty Viét Nam.

16. Quan tri quan hé khach hang glup tao dung, phat trién
mdi quan hé véi khach hang B2B nhu thé nao ? Giai thich va
Minh hoa tir cac cong ty Viét Nam.

17. Quan tri quan hé dbi tac glup tao dung, phat trién mdi
quan hé véi khach hang B2B nhu thé nio ? Giai thich va minh

hoa tir c4c cOng ty Viét Nam.
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T r Ay T
et . Rk x{;}m’ ey

"Bal tap tznh’.-hz;qng i
Tinh hudng 1 : FPT IT dép wng nhu cAu riéng biét cia

khach hang.

Hoat dong nhiéu nam qua tai Viét Nam, FPT di nhén ra su
khéc biét gitta viéc kinh doanh voi cac cong ty (B2B) va kinh
doanh vé1 ngudi tiéu ding (B2C). V61 mot vai nganh kinh
doanh hoat déng dudi sy bdo trg cia minh, FPT hiéu su khéc
biét giita hanh vi ngudi tiéu ding va hanh vi ngudi mua té chirc.,

FPT la mét cong ty hoat dong trong da linh vuc cong nghé
théng tin, trung tdm lién lac, va phat trién cdc toa nha thong
minh, tit ca déu 14 cac cdng ty B2B. Ngoai ra, vdi nganh kinh
doanh thuong mai cia minh, FPT phuc vu chu yeu cho thi
truong ti€u dung thong qua ba chirc ning chinh : phan phbi, ban
1¢ va dich vu bdo trj cho dién thoai di déng, va cac san phim
cong nghé thong tin dudi nhin hiéu toan ciu.

FPT IT, mdt cong ty con ctia FPT, hoat dong trong thj
trudng cong nghé thong tin, cung cp cac giai phap kinh doanh
cong nghé, bao gbm ca cic dich vu co so ha téng, 1’mg dung va
cac giai phap kinh doanh, va dich vu gia céng phan mém. Céng
ty cling cung cdp dich vu khéc, ching han nhu mang ludi, an
ninh va quan tri, va cac gidi phap cho Microsoft. Ban chit cua
thi truong cdng nghé théng tin doi hoi FPT IT tap trung vao nhu
cdu cua cac cong ty, ty chinh cho timg nganh céng nghiép cua
mbi cong ty hodc kinh doanh c4 thé. Véi su pha trdn cua cac giai
phap va dich vu cong nghé‘ thong tin, FPT IT ¢6 mét co sg
khach hang Vigt Nam tir nhiéu nganh cong nghiép, bao gdm ca
chinh ph, diu khi, ngdn hang, bat dong san, vién thong, van
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hanh, va kinh doanh néi chung. Cic céng ty Viét Nam tir céc
linh virc khac nhau c¢6 nhitng nhu ciu kinh doanh khac nhau va
doi hoi cac giai phap nganh cu thé duoc tily chinh dé cai thién
hiéu qua kinh doanh cua ho.

Vi du, FPT IT cung cép gidi phap va dich vu ATM, cac
tmg dung ngén hang chu yéu, hé thdng chdng nira tién va chim
diém tin dung, va cac ing dung va dich vu tin dung huéng dén
khach hiang phll hgp véi nhu ciu ciia cac ngin hang Viét Nam.
Cac tng dung va dich vu nay dugc lya chon can thin cho nganh
ngin hang va khoéng phuc vu cho bét ky cong ty niao hoat dong
bén ngoai nganh.

Trong linh vuc cong nghé thong tin, viéc xay dung mdi
quan hé bén chit v6i khach hang 1a diéu co ban. FPT IT hop tac
chat ché voi khach hang hang ndm nhim tao ra cac giai phap tuy

bién nhdm dap tng nhu cdu cia khach hang B2B.
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Khéng gibng nhur thi trudng tiéu dung, noi ma ngudi ti€u
dung budc vao mét cira hang béan 1¢, lra chon san phdm ma hc
mudn mua tir mot loat cac nhin hiéu, tra tién va bo di, trong th:
truong cong nghé thong tin, cic dich vu duoc thiét ké qua mof
qua trinh khac biét. Khich hang khong mua cic giai phap va
dich vu cdng nghé thong tin trong mét cira hang ma ho raoi di.
Thay vao do, qua trinh nay lién quan dén viéc FPT IT lam viéc
chét ché voi khach hang dé hiéu nhu ciu cong viéc cua ho va tuy
chinh cdc giai phdp s& phuc vu nhitng nhu ciu dé tt nhit. Qud
trinh nay ciling bao gém mot s cudc hop tu vin, trong sudt mdi
quan hé duoc hinh thanh véi khach hang, va c6 thé 1a mot thos
thudn sau khi ban hang yéu ciu FPT IT thuc hién bao dudng
dinh ky va cac dich vu hd trg cho khach hang ctia hing. Ngoai
ra, do su thay doi vé yéu cau cia cic cong ty Viét Nam trong

’
A

s?ot qua trir‘lh thuc hién dyu an, FPT IT phdi thay ddi hudng di
cua hang nham dap Ung su thay ddi trong nhu ciu khach hang.

Trong thj tmc‘rrllg cong nghé thdng tin, viéc giao dich kinh
d?allh d(:)? hoi mot s6 tién rat 1on. Nhu viy, hanh vi kini'l doanh
cila nguoi mua doi hot mét qué trinh ra quyét dinh phirc tap va
kso daf mékdc“)l khi can dén viéc td chirc diu théu. (hoic du 'th?lu)
gluip c:?lc cong ty cOng nghé thdng tin chinh thic duﬁ ra .céc dé
XElat cua ho. Moi nam, FPT [T tham gia vao
c:ilc co quan chinh phi nhir c4c bap nganh, va cdc cong ty 1on tU
céc Ilfnh‘vu'c khac nhau. FPT IT nhén duo,rc yéu cdu chi tiét cua
du an tir cac ca thé phat hanh hd so du'. thiu va chuin bi bai
thuyét trinh toan di’én bao gom cic yéu c.';“lu k¥ thuat cao cép. gl
ich ‘kinh doanh, ké hoach dy 4p vy khung thoi éian, phz“m, bd
ngudn luc, ngén sich. Trong qua trinh lya chon, khich hang
(thIU'c‘mg [a mgt 1y ban) nghién ciy cac dé ).(uét, dﬁnh gia tung dé

xuat ky thudt dua vdo mdi dé xudt g chinh, va chon cong tY

cac dot du thau cua
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cung cdp gid tri cao nhét cho khoan diu tu. Vi vdy, dé thanh
cong trong thi trromg cong nghé théng tin, FPT IT ludn dugce
thach thic nhim tao cho khich hing nhitng gia tri cho phép
hing gianh dugc cac dy 4n méi trong khi thanh céng duy tri
nhiing du 4n hién cé.

V&i mot thi trudng cong nghé thong tin dang bung nd &
Vigt Nam va canh tranh ngdy cang ting trén thj truong hé théng
tich hop, FPT IT quyét dinh kinh doanh trai nghiém khéach hing
duy nhit cho cic cong ty hon chi Ia céc giai phap va dich vu
cdng nghé thong tin. FPT IT chuyén d6i mé hinh kinh doanh cia
Minh tir mdt nha cung cap cdng nghé sang nha cung cép dich vu
tw vin kinh doanh, tu vin cho khach hing ciia hing trong sudt
Qué trinh, bit ddu véi viéc xac dinh nhu cdu kinh doanh cua
khach hang va cach thirc dé tang cuong hiéu qua hoat dong kinh -
doanh cia ho.

Trong nganh cong nghé thong tin, viéc xdy dung mot mbi

Quan hg khach hz‘mg ving chic khong phai 1a mét sy xa xi
nhUng la moét yéu ciu cin thiét. Ngoai cdc cudc hop quan tri du
an dinh ky véi khach hang, FPT IT tim cich nudi dudng mbi
QUan hé véi khach hing thong qua mot s6 hoat dong. Mdi quy,
PT IT tién hanh mét cudc khdo sat dinh lugng y klen khéach
ha“g, dam bao rang khach hang duoc hai 1ong va mbi quan tdm
Cla ho duoc bay to6. Mot bén thir ba, thuong la mét bod phan
tm“g lap khac véi quan tri dw 4n hodc ban hang, phong van
hach hang va xac dinh muc d6 hai long va cac vin dé phai di
M trong sudt qua trinh thye hién. Cac mbi quan tdm nay sau d6
Y0c chuyén dén cac phong ban c6 lién quan, ching han nhu
0 quan trj dy 4n, ciing nhu quan tri cip cao cua FPT IT, vi thé
Van dé nay co thé dugce nhan biét ngay ¢ giai doan dau, két qua
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ciia cudc khao sit khach hang hang quy l1a co s& dé danh gi
hiéu sut hang quy cua cac quan tri du 4n, va né lam cho su hi
lIong cua khach hang trd thanh trong tdm chinh cia cac hos
dong hang ngay cua FPT IT.

Ngoai ra, dé ting cudng mbi quan hé cua hang voi khac,
hang Viét Nam, FPT td chirc mot su kién hang ndm, hoi ngh
cép cao FPT, cho cac khach hang than thiét. Trong su kién ké
dai ba ngay duoc té chirc tai mét khu nghi méat & Nha Trang
FPT va khach hang cia hing thuc hién cic bai gidi thiéu. HE
nght clp cao nay ciing dé cip dén hé théng loa, giai tri, hoa
dong thé thao, va tuong tadc mot d8i mot vai khach hang. Bén;
cach ding cai su kién nay hang nim, FPT gianh dugc su thér
hiu c6 gia tri va hiéu biét v& nhu ciu thay dbi ctia khach hang.

FPT IT biét ring dé duy tri vi tri hing dau trong thi truﬁmg
ong nghé théng tin Viét Nam, hdng phai Xeim xét nhu cau ci
mbi nganh cdng nghiép va ddp ing nhu cdu riéng cuda tung
khach hang véi nhitng gi ho chua tung trai nghiém. Khong taj
trung vao trai nghiém cia khach hang la budc dau tién din dér
thit bai, va cach tiép cdn d6 la kha khac biét so véi viéc lan
marketing hang loat cic san pham tiéu dung.
Cau héi 6n tip va thio ludn :
1. Tai sao khi hoat déng trong thi truc‘mg cong nghé thong
tin cho cac céng ty phai xdy dung m01 quan hé bén chit v

khach hang B2B ? phai tuy chinh cac giai phap dé dap g nht
ciu cia khach hang B2B ?

2.*Tir tinh hubng trén ban rit ra két luan vé su khac bié!
giita marketing tiéu dung va marketing khach hang td chiic c¢
nhitng khéc biét chu yéu nao ? Hay chira cu thé.
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Marketing mdi quan hé va
quan tri quan hé khach hang
trong B2B

Hoan thanh chuong nay, ngudi doc c6 thé :
O Hiéu duoc diém khic biét gitta marketing
giao dich va marketing mdi quan hé.

® Hiéu duoc su chuyén ddi tir marketing giao
dich sang marketing mbi quan hé 13 mot
trong cdc xu hudng quan trong nhit cla
marketing ngay nay.

© Biét duoc cic thanh phin chinh cia
marketing mdi quan hé.

O Biét dugc ciac cap d6 cia marketing moi1
quan h¢.

© Biét xdy dung mdi quan hé ngudi bin —
ngudi mua va bon loai hinh quan hé hop tac.

@ Hiéu dugc cich thirc cai thién méi quan hé
nguoi ban — ngudi mua trén thi trudng cong
ty; phuong phap quan tri quan hé khach hang
va vai trd cua cong nghé trong qua trinh xay
dung mdi quan hé.
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I. Marketing méi quan hé

Hoat dong marketing B2B xoay quanh mdi quan hé v
khach hang va moi quy trinh kinh doanh lién quan dén viéc x:
dinh va théa min khach hang cua hoat dong kinh doanh. S
chuyén déi tu marketing giao dich (transaction-base
marketing), tip trung vao nhiing trao ddi mét 1an, ngén ha
sang marketing mdi quan hé, tip trung vao khach hang, la m¢
trong nhiing xu huéng quan trong nhét ciia hoat dong marketin
ngay nay. Cac cong ty hiéu ré ho khong thé phét trién thin
vuong chi bfmg cach xac dinh va thu hat khiach hang méi; d
thanh céng, ho phai xdy dung cic mdi quan hé trung thanh, d¢
bén cung cé lgi voi khiach hang mai, khach hang hién tai, nh
cung cép, nha phan phéi va nhin vién. Chién lugc nay c6 loi ch
két qua kinh doanh cua céng ty, vi chi phi dé giit chin khac.
hang thdp hon nhiéu so véi chi phi gianh khich hang méi. Xa;
dung va quan tri mdi quan hé ldu dai giffa ngudi mua va ngud
ban la nhﬁ'ng ddu hiéu cua hoat dong marketing méi quan hé
Marketmg mdi quan he (relationship marketing) la su xay dung
phat trién va duy tri mbi quan hé gla tri cao, hiéu qua vé chi ph
véi khach hang céng ty, nha cung cdp, nha phin phdi, nha ban k
va cac ddi tac khac vi loi ich 13u dai ciia ca déi bén.

Marketing mdi quan hé duge tién hanh dua trén co 8¢ cu
nhitng 161 hira : 101 hira gia ré, 10i hira chit lugng cao, 1oi hir?
giao hang nhanh chong, 10i hira djch vy vuot troi. Mang ludi [0l
hira - trong té chic, gitia td chirc va chudi cung tng, cling nhu
gilra ngudi mua va nguoi ban - quyét dinh ligu mdi quan hé cd
pl‘ldt trién hay khong. Cong ty cé trach nhiém giir va thuc hién
tét hon nira cac giao kéo cia minh, voi muc dich cudi cung 13

dat duoc su hai long cua khach hang.
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Chuong 2 nay s& xem xét ly do khién cic td chirc
m‘arketing BZB chuyén dich theo huéng marketing médi quan hé
Va céc van dé chi yéu trong mdi quan hé gifta nguoi ban va
NguGi mua trong marketing B2B, kham phé tac dong ciia dong
thai nay 1én nha san xuit hiang héa va dich vu, ciing nhu khach
hang cia nha van hanh tim hiéu céc cach thic dé xdy dung méi
Quan h¢ gitta ngum ban va nguodi mua. Qua d6, ta nhén ra ring
kinh doanh bao gdm vé van cic méi quan hé cd nhin. Mic du
¢ac c4 nhan phu trach mua hang 1a nhitng chuyén gia cu phach
tai gidi trong suy ludn /y i (rational), nhung ho ciing la con
ngudi bang xuong b?lng thit véi nhiéu khuyét tit cb hiru ctia con
nguorl ndi chung. Piéu d6 c6 nghia 1a ho van bi chi phéi béi cac
Yéu té cam xiic chi quan chir khéng hoan toan danh gia moi
viéc dua trén ly tri khach quan; do tinh céch c4 nhén cua tirng
ngudi ¢ chuyén tai hinh dnh cé nhan trong hanh vi mua hang
cia ho. Tuong tu, hinh anh va phong céch cia d6i ngil ban hang
Cling dai dién cho céch thirc marketing cta cong ty.

Doi ngii ban hing déng vai tro quan trong trong giao dich
B2B. Boi vi khi gia tri don dat hang cang lon va cang it nguoi
Mua thi nha cung Ung cang can phai thiét lap dich vu ci nhdn,
“hfrng nguoi lanh nhén trach nhiém nay khong ai khac chinh la
4o ngii ban hing ca nhin.

Nhin chung, su khac biét gitra marketing giao dich voi
trQ"g tam thu hep va marketing quan h¢ v6i tdim nhin mo rong
€6 thé dugc tOm tat nhu sau :

Marketing mbi quan hé :

Tép trung véao dai han, thay vi ngz'in han;

Chu trong vao viéc giit chin khach hang hon 1a ban hang;
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Ut tién dich vu khéch hang;

Khuyén khich tiép xtic thuong xuyén véi khach hang;

Thuc ddy cam két ctia khach hang véi cong ty;

Cic trao dbi véi khach hang dwgc thuc hién trén co sé ho
tac va tin tuong;

Moi nhin vién déu thng nhit cam két cung cip céc sa
pham chat luong cao.

Két qua 1a su gin két giita ngudi mua va ngudi ban dug
phat trién tir quan hé doi tac trong marketing quan hé trd né
bén vitng hon va cé pham vi réng hon so vdi moi lién hé d
trong marketing giao dich.

1.1. Cac thanh phin ciia marketing mdi quan hé !

Dé xiy dung quan hé dai han v6i khach hang, moi hoa
dong marketing déu phai 1y khach hang lim trung tim. Kb
cong ty tich hop dich vu khich hang va chit lwong vio hoa
dong marketing, két qua s& 14 dinh hudng marketing mbi quat
hé. Nhung 1am thé nao cong ty c6 thé dat dugc cic mdi quan b
dai han nay ? Trén thuc té, cic cong ty xdy dung quan hé da
han véi khach hang véi bn thinh phin co ban sau :

Céng ty thu thdp thong tin vé khach hang. Céng nghé c¢
sO dit liéu (s& dugc thao ludn ¢ phan sau) giip cong ty xdc dinl

! Sir dung chung cho ca marketing tiéu diing va marketint
khach hang té chirc. Ban doc hay luu y la kién thirc marketiné
tiéu diing nao hiru ich cho marketing B2B chiing t6i vén chi f*
va trinh bay trong phin nay ciing nhu trong sach nay.
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khach hang hién tai va tiém ning véi mot sb dic diém chon loc
vé quy md, muc ti€éu mua, nhu céu, cac yéu t8 anh hudng dén
quyét dinh mua vé& hanh vi mua hang,... ma ta di trinh bay trong
Bing 1.1, trang 5, chuong 1.

Cong ty phén tich dit liéu thu thap duoc va sir dung n6 dé
didu chinh tb hop marketing, nhim dua nhitng théng diép khic
biét, ciing nhur chuong trinh marketing danh riéng t6i ting khach
hing c4 nhén va té chirc.

Thong qua marketing mbi quan hé, cong ty gidm sat cac
twong tac clia minh véi khach hang cé nhin va t§ chirc. Sau dé,
cOng ty ¢ thé danh gid mirc d6 hai long va khdng hai long cia
khach hang dbi véi dich vu. Nguoi lam marketing ciing cé thé
tinh toan chi phi thu hit khich hing méi va tim hiéu mic loi
nhuin ma khach hang tao ra trong sudt mdi quan hé. Khi c6
thdng tin phan hdi, céng ty c6 thé tim kiém nhitng cach thuc dé
8ia ting gia tri cho giao dich ngudi mua - ngudi ban, nho d6 mbi
Quan hé giira hai bén tiép tuc phat trién.

Vi ph?m mém quan tri quan hé khach hang (CW), cc‘mg
'y sit dung nhitng hiéu biét vé khach hang ca nhén va t6 chuc, dé
dinh hudng moi hoat dong cua td chirc - bao gom ca ddi tac noi
b3 va ben ngoai - t6i viéc xdy dung su khac biét riéng c6 dua
trén gy gin két chic chin khé phd v& gilia cong ty va khich
héng cé nhén va t& chic. Cong nghé mai hién dai va Internet s&
idp cong ty thuc hién viéc nay.

Luwu y la, muc tiéu cubi ciing ciia marketing moi quan hé
“Ung 14 dé tao ra gid tri khdch hang. Gia tri khach hang 12 thanh
Phan quan trong trong cong thic thanh cong cia chuyén gia
l7“arketing. Tuy nhién, nhu ching ta dd biét trong chuong 1, chi
Mot b3 phan marketing thi khong thé tao ra gia tri vuot trdi cho
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khach hang. Mic du déng vai trd din duong, nhung bd phén na
khéng thé don doc thu hut, duy tri, va tang truong quan hé v
khach hang. Ngoai viéc quan tri quan h¢ khach hang (custome
relationship management), chuyén gia marketing ciing phai thu
hién quan tri quan hé dbi tac (partner relationship managemen
ma ta di n6i dén & chuong 1. Ho phai hop tac chit ché véi d¢
tac & nhitng phong ban khac trong ndi by cong ty dé tao né
chudi gia tri (value chain) ndi tai hop ly nham phuc vu khic
hang. Hon nita, chuyén gia marketing ciing phdi hop tac hié
qua voi nhitng cong ty khac trong chudi marketing dé tao ra m¢
mang ludi phin phdi gia tri (value delivery network) bén ngos
vuot troi ddy canh tranh. Diéu d6 c6 nghia 13, ching ta s& xer
xét chi tiét cac vé chudi gia tri cong ty va mang ludi phén phé
gia tri. Nhung trudc hét, ta hdy n6i vé marketing ndi bd.

1.2. Marketing ndi bd

Khai niém su hai long cua khach hang va marketing mé
quan hé thuong dugc noi dén & goc d6 khach hiang bén ngos
(external customers) - tirc nhitng ca nhén, td chirc mua hodc s
dung hang héa hay dich vu cta cong ty. Tuy nhién, hoat don
marketing ¢ nhiing td chic quan tam dén su hai long va mé
quan hé dai han voi khich hang phai chu trong dén ca khac
hang ndi bd (internal customer) - tirc nhitng nhdn vién hod
phong ban trong ndi bo td chitc, ma su thanh coéng cua ho ph
thudc vao cong viéc cia nhén vién hodc phong ban khac. Vi dL;
ngudi xit ly don hang dit mua mot thiét bi s& 1a khach }}z‘mg 01‘9
b ciia nhan vién ban hang, nguoi dd ky dugc hop dong bd
thiét bi d6, twong tu nhu ngudi mua thiét bi chinh 1a khach hél’{
bén ngodi cia nhan vién ban hang. Mic du c6 thé nguoi xU )
don hang khéng bao gid gap g& truc tiép khich hang bén ngo?
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n}lung hiéu qua cong viéc clia ho c6 tac dong truc tiép dén gia tri
tong thé ma cong ty mang lai cho khach hang.

Hoat d6ng marketing ndi bd (internal marketing) phu
thudc vio nhitng hanh déng quan tri gitip tit ca cac thanh vién
trong td chirc hiéu, chép nhdn va thuc hién vai tro tuong irng cua
minh trong qua trinh trién khai chién lrgc marketing. Su hai
long cua khach hang ndi b gitp td chirc thu hit, hra chon va
8ilt chan nhitng nhén vién tai gioi, hiéu & va coi trong vai tro
Cla minh trong viéc cung cép dich vu vuot trdi cho khéach hang
bén ngoai. O General Mills, khi 1am viéc trong cac ddi lién chirc
Ndng, nhan vién trong moi linh vuc hoat dong cua cong ty déu
duge tham gia khoa dao tao thuc hanh “Nhdn hiéu vo dich”
(Brand Champions) kéo dai mot tuan, duge thiét ké nhdm huédn
luyen nhiing ndi dung trong tam trong viéc xdy dung va duy tri
Cac nhan hiéu cua cong ty.

Hiéu biét va sy tham gia clia nhan vién la cac muc tiéu
Quan trong ciia hoat-déng marketing ndi b. Nhiing cong ty thuc
hign ¢4 cong tac lam hai long khich hang thuong coi trong viéc
théng bio cho nhin vién vé muc tiéu, chién lugc ciia cong ty va
nhu ciu cua khach hang. Nhan vién cung phai co nhung cong cu
Can thiét dé kip thoi giai quyet yéu cdu va vén dé cia khach
hang Mang mdy tinh toan céng ty hd tro ludng trao d01 thong
tin gilra cac phong ban va bo phin chirc ndng. Mot sb cong ty
Cung thém nhiing nha cung cép chu chot vao mang ludi nay dé
da)’ nhanh va tao diéu kién thudn lgi cho qua trinh trao doi thong
tin v4 moi khia canh cua hoat déng kinh doanh, tir thiét ké san

Dham téi kidm sodt ton kho.

Swr hai long cua nhan vién (employee satisfaction) ciing la
Muce tigy quan trong khac cua hoat dong marketing ndi bd. Nhan
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vién hiém khi 1am hai 1ong khach hang néu ban than ho cam
thiy bit man. Nhitng nhan vién bt min c6 thé phat tan thong
diép truyén miéng tiéu cuc voi ngudi thin, ban be, nguodi quen
va diéu nay cé thé tic dong dén hanh vi mua cia khach hang
Nhén vién hai long s& luén mua san phim cia cong ty, ké v&
ban bé va ngudi thin dich vu khich hang ciia cong ty tét nhu thé
ndo, va cudi cing giri téi khach hang nhiing thong di€p cd s
manh (hiing hén). M6t chién lwoc dé cung cép dich vu hiéu qué
mdt cach nhit quén Ia thu hit, tuyén dung va giir chan nhén viér
gidi. Chudi resorts cao cép Vinpearl Land nuéng chiéu khact
hang clia minh va tao ra dugc mét luc lugng khach trung thanh
Nhung cong ty ciing gin két truc tiép céc tidu chuén dich vu cac
cép v6i chinh sach tuyén dung va véi viéc giit chan nhin viér
hai 1ong. “Muc tiéu ciia ching t6i ludn 1a dbi xir véi nhan viér
nhu céch thirc ma ching t6i mong mudn ho dbi xtr v&i khact
hang, bing su thong minh, tir té va ton trong gia tri thoi gian he
d4 danh cho chung t6i”, Phé Chu tich phu trach nhan su cua
cong ty cho biét. “Ching t6i cdm on nhan vién vi sy Ging ho va
cam két ctia ho ddi v&i viéc tao ra nhitng trai nghiém tuyét voi
cho khach luu trd.”

1.2.1. Hop tac véi cac phong ban khic trong cong ty

M3i phong ban trong cong ty cé thé duoc vi nhu mot mat
xich trong chudi gid tri ndi tai cia céng ty. Nghia 1a, méi phong
ban tién hanh cic hoat dong tao ra gid tri dé thiét ké, van hanh,
kinh doanh, phan phdi, va hd trg cho cac san phdm cia cong ty-
Su thanh cong cua cong ty khéng chi phu thudc vao hiéu qud
hoat dong cua moi phong ban, ma con phu thuéc vao muc do
hgp tac cua cac phong ban khac nhau trong cac hoat dong.

Vi du, muc dich cia cong ty db g6 Hoang Anh Gia Lai 13
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ta0 ra gid trj va lam hai long khach hang bing cich cung cp cho
C4c nha ban si va bén 1¢ cac sin phdm cia Hoang Anh Gia Lai
VOi mirc gia thép nhit c6 thé. Chuyén gia marketing ctia Hoang
Anh Gia Lai dong mdt vai trd quan trong. Ho hé trg va tu vin
cho céc nha ban si va béan Ié nhén biét nhitng gi khach hang tiéu
ding cin ciing nhu cach thirc trung bay 1€n cac ké cua cira hang
nhitng san phdm cdn thiét véi mic gia thip tuyét déi. Ho chuén
bi cac chuong trinh quang cdo, hang héa va hé tro cac nha bén si
Vf‘i‘ ban I¢ bang bd phan chim soc khach hang. Théng qua nhirng
dicu nay va cic hoat dong khdic, chuyén gia marketing B2B cila
Hoang Anh Gia Lai da gitip cac nha ban si va ban 1¢ phan phéi
814 trj dén khach hang.

Tuy nhién, bd phin marketing cin su hd trg ciia cac phong
ban khac trong cong ty. Kha ning cung cip dung san phdm &
Mic gi4 thip cua Hoang Anh Gia Lai phu thudc vao k¥ ning c6
the van hinh ra céc san phidm gia tri nhung gi4 ca phai ching.

'uon thé, bo phin mua hang ciia Hoang Anh Gia Lai phai tim
kigm nhitng nha cung cép cén thiét v mua nguyén vét liéu véi
Mic chi phi thip hay c6 thé khai thic tir img trong cua Hoang
Anh Gia Lai. Phong cong nghé thong tin cia Hoang Anh Gia

,ai phai cung cdp nhing thong tin nhanh va chinh xéc vé cac
%4n phim dang c6 sin & kho ciia Hoang Anh Gia Lai. Va céc
"hin vien diéu phédi ciia ho phai thuc hién quy trinh giao nhan
ang higy qud vdi murc chi phi thép, chubi gid tri cua mdt cong
ty chi that sy manh néu lién két cia cong ty khong roi vao trang
tha suy yéu. Su thanh cong phu thudc vao hi¢u qua hoat dong
Clia mdi phong ban trong viéc gia tang gida tri khach hang va phu
huge vao mirc d6 cong ty két hgp cac hoat dong cua nhiéu
Phong ban khac nhau, Tai Hoang Anh Gia Lai, néu bd phin mua
Ang khong thé thu mua voi mirc gia thip nhét tir céc nha cung
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cép, hoic néu bo phan diéu phdi khong thé phan phdi hang hoa
vé1 muc gi’é thip nhét, thi b phan marketing khong thé thuc
hién cam két muc gia thip tuyét dbi.

Theo ly thuyét,‘ cac bd phan khic nhau cia céng ty nén
hop tac nhip nhang dé tao ra gia tri cho khach hang. Nhung trén
thue té, mbi quan hé giita cac phong ban ludn ddy mau thuin véi
nhitng hiéu 1dm. B§ phin marketing nim dugc quan diém cia
khach hang, nhung khi cb géng phat trién su thoa man khich
hang, ho cé thé khién cac phong ban khac thuc hién mdt cong
viéc té hai hon theo y ho. Hoat dong cia b phan marketing co
thé lam ting chi phi mua hang, gidn doan quy trinh vén hanh,
lam tdng luong tdn kho, va lam ting ngdn sich. Do do, cic
phong ban khac c6 thé phan dbi né luc cua bd phan marketing.
Tuy nhién, chuyén gia marketing B2B phéi tim cach lam cho tét
ca cac phong ban déu “nghi dén khach hang” va phat trién chudi
gia tri chirc ning nhip nhang. M6t chuyén gia marketing dd binh
luan :“Pinh huéng thi truong khéng c6 nghia l1a duong nhién trd
thanh nha din dit thi truong; diéu d6 c6 nghia 1a toan bd cong ty
phai hudng dén viéc tao ra gia tri cho khach hang va xem chinh
minh 12 mot phén cta quy trinh xac dinh, tao dung, truyén dat va
phan phbi gia tri dén cac khich hang muc tiéu sao cho c6 1gi
nhuin... Mbi ngudi déu phai 1am marketing bat ké ho thudc
phong ban hay bd phan nio trong cong ty.” Do do, dit la ké toan
vién, truong phong didu phdi, chuyén vién phén tich tai chinh,
chuyén vién cong nghé thong tin, hay la truéng phong nhan sV
di ching nita, thi ban vin cén phai hiéu vé marketing va vai tr0
cta ban trong viéc cung tao ra gié tri khach hang.

1.2.2. Hop tac véi cic cong ty Khac trong chudi gia tri

Pé tao ra gia tri khich hang, cong ty cin nhin ra ngod
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Chudi gid trj noi tai va nhin vio chudi gi4 tri (hay mang ludi
Phan phéi gi4 tri) cia cac nha cung cép, cac nha phan phdi, va
ddc biét 13 cia khach hang.

Ngay nay, nhiéu céng ty B2B dang hop tac vdi nhitng
thanh vien khac trong chudi cung ting cic nha cung cip, nha
Phan phdi va khach hang - nhim hoan thién hiéu qua cua mang
Ww6i phan phéi gi4 tri khich hang (value delivery network). Vi
dy nhu, nha san xudt my phim L’Oréal nhan biét tim quan trong
Cﬁaf Vi€c x4y dung mbi quan hé thin thiét véi mang ludi phan
Phoi to 1gn - nhitng nguoi cung ung moi thir tir polyme va chat

€0, cho dén céc binh xit, dong g6i dén cac thiét bj van hanh va
“4¢ dung cy vian phong.

Mang Iréi nha cung Cf'lp cua L’Oréal déng vai tro quan
rong cho su thanh cong ciia cong ty. Do dé, L’Oréal xem nhitng
n‘a Cung cép nhur cédc d6i tac dang tran trong. Mt mat, I’J’Ore’a’ll

Y vong rit nhiéu tir cac nha cung cip trong viéc cai tién thiét
€, chit lugng, va cac hoat dong cé trach nhiém véi xa hoi.
Ong ty sang loc cén thin cdc nha cung cdp mdi va thudng
Xuyén danh gia hiéu qua cua cic nha cung cip pién’tai. Mit
,éc’ L’Oréal hop tac chit ché véi cac nha cung cap dé giap ho
f,ip L'mg ding cac tiéu chuén. Trong khi mét §6 cong ty dL’ra ra
Ca_c Yeu ciu vé ly cho céc nha cung cip va “vit kiét” ho dé thu
c(.;l trong ngin han, thi L’Oréal lai xdy dgpg mbi quan hé vé1 nha
8 cdp trong dai han dya trén ting trudng va loi ich chung.

« 2O trang web nha cung cdp cua cong ty, L’Oréal vé cung
c'l'ﬁn trong céac hoat dong kinh doanh, vin héa, ting truc'n3g Cﬁ,?
©nha cypg cip va ca nhitng c4 nhin lam viéc tai d6. Mdi moi
ggan hé¢ déu dya trén... cac nd huc hop téc huéng den sy thic
Y ting trudng va loi nhuin chung — diéu c6 thé khién cho cic
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nha cung Ung dau tu, cai tién va canh tranh.” Do dé, hon 759
cac dbi tac cung cip ctia L’Oréal da hop téc v6i cong ty tir 1
nam tro 1én va cac dbi tac quan trong hop tac véi L’Oréal tron
vai thap ky. Lanh dao bd phin mua hang cia cdng ty cho bié
“CEO mubdn dem lai két qua hoat dong tdt nhit cho L’Oréal v
bién L’Oréal thanh m6t trong nhitng c6ng ty duoc tén trong nhi
trén thé gidi. P& duoc ton trong ciing dong nghia 1 phai duo
cac dbi tac ciia ching toi ton trong.”

Din din, trong thi trudng ngay nay, canh tranh khong co
din ra giira cac dbi thu riéng 1¢. Thay vio d6, canh tranh dién r
trén toan bd cdc mang ludi phin phdi gia tri duoc tao ra t
nhitng d6i thi canh tranh nay. Do d6, két qua ctia Toyota so V¢
Ford phu thuéc vao chét lrong toan b mang ludi phan phéi gl
tri cia Toyota so vdi cua Ford. Thdm chi, ngay ca khi da sa
xuét ra nhirng chiéc xe tét nhét, Toyota van c6 thé chién bai tré
thi truomg néu mang ludi giao dich cia Ford cung cép nhié
dich vu va hoat dong kinh doanh théa man khach hang hon.

1.3. Ba cdp dé ciia marketing mdi quan hé

Gidng nhu tét ca cac mdi quan hé lién c4 nhin khic, md
quan hé giita ngudi mua va ngudi ban cé nhidu cép do khd
nhau. Khi m6t c4 nhdn hay cong ty tién tur cip thip nhit 1én cd
cao nhét ciia phd marketing quan hé nhu minh hoa trong Ban
2.1, sitc manh cam két giita cac bén s& tang. Kha ning phat tric!
mdi quan hé lién tuc va dai han ciing duoc ting cuong. Troni
kha nang c6 thé, ngudi 1am marketing B2B luén muén dic!
chuyén mbi quan hé ctia ho véi khach hang doc theo phd nay
dura khach hang tir cip d6 1, vén chi quan tim dén gia, 1én cdl
d6 3 dé nhan nhitng dich vu dic biét va nhitng lgi ich tang thé?
ma ho khong cé dugc véi cic cong ty khac.
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Béng 2.1 : Ba cip d§ trong marketing méi quan hé.
Picdidm | Cipdol | Cipds2 | Chpdo3
Ban chét mbi CP 1u ta'c : | Mang tinh | Mang tinh
A dong chayéu | _ ° P
lién hé NS x4 hoi. két cau.
t6 tai chinh.

' MUC do ‘ca bigt B Trung Trung binh
hda tdi ting Thap. binh t6i cao
khach hang ’ )
Tiém ning tao Trun
ra lgi thé canh Thép. . & Cao.

A binh.
tranh bén vitng
Moén dn trong | Quan hé Ch’uorng‘trmh
., , khach hang
Vidu thuc don gia | hop tac throne gia
i ré ¢ cura hang | TiVo- cla &5
do6 dn nhanh. | YouTube. VietjetAir.

Cip dd 1 : T4p trung vao gid

Tuong tac trong hoat dong marketing mdi quan hé & cAp
43 1 1a néng va it c6 kha ning mang lai mdi quan hé dai han
nhit. Trong céc vi du phd bién vé cip d6 nay, cac chinh sach
Mmarketing mdi quan hé dva chit yéu vdo gid va cac bién phap tai
Ch’inh khic nhim khuyén khich khach hing tham gia vio cac
MOi quan hé mua ban v&i mot nguwdi ban hang. Vi du, cac chubi
®Tra hang ban dé #n nhanh thuong sir dung hinh thirc khuyén mai
8id r¢ va gia ting gi tri, ban d6 4n day d4n hon véi mirc gia ré
hon dé thu hat nhirng khach hang hay thay ddi. Trong nén kinh
€ kh¢ khin, gia ré c6 siic hip din dic biét. “Tinh hinh kinh té
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bén ngoai rat khic nghiét”, mét chuyén gia tw vin cta nganh
kinh doanh dé an nhanh nhén dinh, “thi phén dd an nhanh dang
giam”. Cac nha cung cip dich vu ciing mang dén cac co hoi tiét
ki€ém chi phi. Hing VNPT tung ra cac goi dich vu goi khong
gidi han véi mic cude thép cho sb luong cudc goi khéng han
ché, vao bit ky thoi diém nao va bit cir & dau trén toan qubc.

Mic du hip din nguoi ding, song nhiing chuong trinh nay
khong tao dung dugc mbi quan hé dai han véi1 khach hang. Do
chuong trinh khéng doc thiét ké cho nhu céu riéng cua ting
khach hang cé nhdn va td chirc, nén ching rit d& bi dbi tha canh
tranh sao chép. Vay, bai hoc riit ra dwoc 1a gi ? Dé tao dung mbi
quan hé dai han giita ngudi ngudi mua va ngudi ban thi chi hai
yéu t gia ré va uu dii tai chinh thoi 1a khong du.

Cép d6 2 : Tuong tac xa hdi

Khi giita nguoi mua va nguoi ban dat dén cip 46 2 cua
phé marketing méi quan hé, sy tuong tac gilta hai bén phat trién
thanh nhiing mbi quan hé x3 hoi sdu sic hon va khéng con hot
hot nhu méi quan hé tai cdp do 1, vén chu yéu chi dya trén dong
luc tai chinh. Ngudi ban bit ddu nhin ra, mbi quan hé xa hoi véi
ngudi mua cé thé 1a cong cu marketing sic bén hiéu qua. Dich
vu khach hang va hoat ddng truyén thong 13 nhing yéu td chinb
trong giai doan nay.

Tuong téc x3 hoi c6 thé dién ra dudi nhiéu hinh thirc, md!
ngudi chu hiéu gidy dép hodc gidt ui & dia phuong cé thé tr0
chuyén véi khéch hang vé céc su kién dién ra trong ving, mot
ctra hang ruou co thé té chirc mot budi ném thtr rugu. Phong
dich vu ciia mét dai Iy ban xe 6 to c6 thé goi cho khach hang sa"
lin sira chita, dé kiém tra xem khach hang c6 hai long, hay ¢
bat ky thic méc nao khong. Hang dau tw c6 thé giri thiép chi¢
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Ming tGi khach hang nhan dip 1& tét. Ngay ca xem TV, mét hoat
ddng mang tinh bi déng thi nay ciing ¢6 tinh xa hoi cao hon :
¢Ong ty tién phong trong cong nghé ghi hinh s TV va trang web

ouTube di hop tic dé dua Ién TV nhiing doan video dugc xem
va ,dlrc_rc ban luan nhiéu nhit trén Internet, ning cao hon nita tinh
thit tuong téc xa hoi cua trang web. Nguoi lam marketing bit
day nhan thiy co hoi lua chon thi tnrong muc tiéu chinh x4c hon
Qa vigc sir dung céc mang x3 hoi nhu Facebook va MySpace,
nhlfng ho van dang tim kiém cach thirc ctia riéng minh.

Cép d6 3 : Quan hé hop tic phy thugc Iin nhau

. Tai cip d6 3 cua marketing mbi quan hé, cac mbi quan hé
4 chuyén thanh nhing thay di mang tinh két chu dé dam bao
1861 mua va nguoi ban trd thanh cac dbi tac kinh doanh thuc
f;r Khi ngusi mua va ngudi ban hop téc chit ch& hon, ho s&
Erc su phu thudc 1an nhau, ti€p tuc phat trién theo thoi gian.
ng hang khong Vietravel Viét Nam, cong ty di diu trong
ngf\inh hang khong trong viéc lam hai long khach hang. Tuy
! 1€n, hing van tim cach vuon 1én dap g nhu ciu cua hanh
khéch thuong gia bing viéc thay ddi va ning cip céc khu vuc
th‘)ng chd vén khong duge bai tri ciu ky. Hién nay, cac phong
O cla hing c6 ghé da tién nghi va & cim sac may tinh, dién
Rai- Ngoai ra, may bay cua hing ciing dugc trang bi cac két
"zﬁféi cac kénh truyén thong va tin tirc qu_é_(; té. Str dung cong
¢ tong dai ty dong, Vietravel Viét Nam cho phép nhiing
tu:Ch. hang phai cho dién ‘thoai vién hgn bal phut lya chc:)n t1<3:p
\}ie 81 mdy hodc yéu ciu duqc.gol le_u’. Theo bao céo cda
) trave] Viét Nam, khi trién ’khal ‘hé thi‘)ng ’néy, ’hﬁng d‘ﬁ cat
Dhﬁr? thoi gian chd trd 16 xuong con mot nua (tac khoa.ng‘B
), va tranh khong dé khoang nira triéu khach hang roi vao
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tinh huéng chd dién thoai vién. Béo cdo ciing trich din cac ph
hdi trén Twitter va Facebook nhu 13 bing chirng cho thiy kha
hang hai long véi thay ddi nay, va nhd d6 Vietravel Viét Nz
da tiét kiém chi phi dién thoai - hi€n tai hing chi phai thanh to
cho sb phut goi it hon gan 12 triéu phit so véi trudce kia.

1.4. Nang cao su hai long cia khach hang

Ngudi lam marketing theo d6i mirc d6 hai long cua kha
hang théng qua nhiéu phuong phép nghién ciru marketin
Trong mdi quan hé tiép dién véi khach hing, ngudi la
marketing phai lién tuc do ludng va cdi thién khd ning dap
t6t hon nhu cu cua khach hang. Qué trinh marketing mbi qu
hé nay bao gdm ba buéc chinh 2 . hiéu nhu céu cta khach han
thu thip phan hdi ciia khach hang va thiét 1dp mdt chuong tri
ndi tiép nham dam bao khich hang hai long. Nhu ching t6i «
e Y la 6 nhiéu kién thirc cia marketing méi quan hé co b
ng dung cho ca marketing tiéu dung va marketing B2B. Nhi!
gi khac biét s& dugc trinh bay va luu y & phin sau.

1.4.1. Hiéu nhu ciu cia khich hang

Hiéu r6 didu khach hang cin, mong muén va ky vong
mdi quan tdm chinh ciia nhitng cong ty chu trong xdy dung m
quan hé dai han véi khach hang B2C va B2B. Théng tin ni
ciing la budc dau tién, thiét yéu dé xay dung hé thdng do ludr
sy hai 1ong cua khéch hang (customer satisfaction). Nguoi 13

2 Chiing t6i chi gidi thiéu chtr khong ¢o6 diéu kién dé mil;
hoa nhiéu trong chuong 2 nay. Cac ban hay tim doc ¢ hai quy*
sach “Marketing méi quan hé va quan tri quan hé khdch hdﬂé
va “Quan tri quan hé khdch hang”, Luu Pan Tho, Luong V¢
Québc, NXB Tai Chinh, ndm 2016.



Chuong 2 . Marketing méi quan hé va quén trj quan hé khach hang. 85

Marketing phai tim hiéu ky ludng nhitng dic diém ma khach

hilng thuc sur 'coi trong & san phdm. Ho ciing phai luén luén dé y
?;? nh’frngx yéu té méi c6 thé tic dong dén sw hai long. Sy hai

'Ng €O thé dugc do bang khoang cach chénh Iéch gitra ky vong
€Ua khach hang va cam nhén cia ho vé nhitng gi nhin duoc.

: 0ang cach ndy cé thé tao ra 4n tuong tét hoic khong. Hang
h?a hodc dich vu c6 thé tdt hoiic t& hon so v&i ky vong. Néu
hing hea hodc dich vu tét hon so véi ky vong, ngudi lam
Marketing c6 thé sir dung co hdi ndy dé tao ra nhitng khach hang
tl:ung thanh. Néu hang héa hoic dich vu té hon so vdi ky vong,
©Ong ty c6 thé bat ddu mat khach hang.

- bé tranh khoang céch chénh léch dich vy bat loi, ngudi
‘T marketing can lién tuc theo ddi nhu cau cua khach hang
1N tai v4 tiém nang. Ho cin nhin xa hon nhing chi sb két qua
'A“h doanh truyén théng dé tim hiéu cac yéu té c6 thé tic dong
f“ h%lnh vi mua, tir d6 x4c dinh st ménh, muc ti€u va cic chi

liéy két qua kinh doanh trén co s dinh hudng khach hang.

1.4.2. Thu thip phan hdi va ddm bdo sy hai long ciia

hich hang
_ Budc thir hai clia qué trinh do ludng sur hai long cta khach
hi“g 3 thu thap phan hdi tir khich hang vé hiéu qua hoat dong
hlﬁ" tai. Nguoi lam marketing c¢b ging nang cao hon nira khi
ning tiép can cong ty cia khich hang, bing cich bd sung cac sb
‘N thoai midn phi hodc dia chi trang web trong cac thong diép
tyen thong. Hau hét cic cong ty thuong sir dung cac phuong
p ap khéo léo mang tinh gian tiép dé thu thap phan hdi. Vi du,
Y vi kéu goi khach hang duaray kién ché trach, ho gidm sét
tizéenn dan tryc tuyén, cac nhom thdo luén truc tuyén va blog noi
8 8 theo dai binh ludn va quan diém cia khach hang vé gid

h
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tr1 nhan duoc. Thi du nhu, nhan vién marketing cia nha s:
Kinh Té Tuin Minh thudng xuyén xem xét céc bai viét t
blog, bang tin va trang mang x3 hdi. Hing may tinh Dell
nhin duoc bai hoc dit gia ring tang 1o cac bai viét tiéu cuc t
blog c6 thé lam khach hang ndi gidn va khong thé giai quyét
gbc ré& vin dé. Vi vdy, hang di tao ra mot trang truyén thong
héi riéng cho “céng ddng ngudi ding Dell” va mdt trang w
chia sé y tuong. Su thay ddi hoin toan nhim tao ra dich
khach hang tuyét voi cia Dell dén nay di trd thanh huyén tho
Ngay' ca Steve Jobs, CEO cua Apple, ciing thuong tra 161 e-m
ctia khach hang, diéu nay tao ra Ian sc')ng phin khich dbi
nguoi ding san phim Apple tren khap thé gigi. Mot sb cong
con thué nhung ngudi mua sim bi 4n tham quan hoic goi di
tdi cong ty dé danh gia dich vu ma ho nhén dugc. Nhiing dai
gia khach quan kiéu nay thuong dugc tién hanh nira nim m
lin hoic theo quy dé gidm sit nhén vién, “chén doan” nhill
khu vuc dich vu khéch hang cé vén dé va do luong tic dong ¢!
hoat dong dao tao nhin vién.

Do khéch hang khong hai long thudng néi vé tréi nghié
mua sim hon nhiing khach hz‘mg hai long nén chi phi ma
khong hai long gy ra co the rit cao. Vi vy, cb gang giai qUY
nhanh chéng cac vuodng mic la viéc 1am hoan toan hop '
Ngoa1 viéc dao tao nhin v1en giai quyet khiéu nai, cong ty ct
c6 thé duoc loi khi cung cp nhitng cach thirc cho phép khi¢

hang thé hién su khong hai long, bao gbm bang thim do qua th

hi tra truéc, dudng day dién thoai hé tro, phleu gOP

véi buu p
Tét ¢

va khao sat truc txep khi khach hang roi khoi diém ban.
cac phuong phap glup khach hang khiéu nai d& dang déu co X
cho cong ty. Khiéu nai ciia khach hang thuong mang 1'11 C
cong ty co hoi khic phuc cac vudng mic va ching minh ©
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két cia minh dbi véi dich vu. Sau khi mdu thuin duoc giai
quyét, khach hang thuong trung thanh véi cong ty hon 1a khi ho
khéng khiéu nai.

Nhiéu té chirc ciing sir dung cic phuong phip chii déng
danh gid sy hai 1ong cta khach hang, bao gom t&i tham, goi dién
hodc giri bang khao sat tdi khach hang dé tim hiéu muc d6 hai
Iong cua ho.

1.5. X4y dung mdi quan hé ngudi mua - ngudi ban

Nhitng ngudi lam marketing cho khéach hang tiéu dung va
t chirc phat hién ra ring, ho phai lam viéc nhiéu hon viéc chi
don gian tao ra va ban san phim. Véi nhirng ddy san phdm dai
dén hoa mit, nhiéu khach hang tim céch don gidn héa cdng viéc
Mua hang phirc tap cua cong ty ciing nhu doi sdng c nhan, va
mdi quan hé mang dén cho ho mét cach dé thuc hién viéc do.

Mot 1y do khién cho moi ngudi hinh thanh mbi quan hé

l&u dai véi nha cung cip 1a ho mong muén han ché lya chon.
Théng qua mbi quan hé, ho ¢6 thé don gian héa hoat déng thu
thip thdng tin va toan bd qua trinh mua, cling nhu gidm rii ro
83p vin d& khién ho khong hai long. Ho tim thdy su dé chiu ¢
“_l}ﬁ'ng nhin hiéu di tré nén quen thudc thong qua mbi quan hé
t'ép dién véi cbéng ty. Nhirng mbi quan hé nay c6 thé tang cuong
higy qua cua qua trinh ra quyét dinh va gia ting su hai long cua
ach hang. Lgi ich chinh ma moi ngudi nhén dugc trong mbi
Quan he ngudi mua - ngudi ban 1a gid tri tich cuc theo cam nhan
Valy tri ma ho c6 dugc. Cac mdi quan hé gop phdn gia ting gia
tn vi mang lai cho nhitng khéch hang than thiét nhiing co hoi
et kiem tidn thong qua cdc hinh thic chiét khéu, hoan tién va
nh‘}ng uu d3i twong tu; qua su ghi nhéin dic biét tir cac chuong
'rinh Xay dyng mdi quan hé; va thong qua su tién logi khi mua

b e e

[
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hang. Ngudi lam marketing ciing cin hiéu nguyén nhén khacl
hang chim dit quan hé. Cong nghé may tinh va Internet nga:
nay gitip khach hang c6 thé tiép nhan nhiéu théng tin hon bat
gior hét, bang cach cung cip cho ho kha ning chua ting cé la s«
sanh gid, san phim va dich vu khich hiang. Néu khach hang can
théy dd1i thi canh tranh c6 san pham hoic dich vu khach hang tb
hon, ho c6 thé chuyén ddi dbi tuong trung thanh. Nhiéu nguo
khong thich cam giac bi khoa nhét trong mbi quan hé véi md
cong ty, va d6 ciing du 13 1y do dé ho dung thi san pham canl
tranh trong lin mua hang tiép theo. Mot so khach hang lai do
gian I bit ddu cam thay chan nha cung cap hién tai va quye
dinh ther nghiém san phdm cta déi tha canh tranh.

1.5.1. Giit chidn khach hang

Mot trong nhitng dong luc chinh thic ddy su chuyén dd
tir marketing giao dich sang marketing méi quan hé [4 nhan thix
: giit chdn khach hang mang lai loi nhuan cao hon nhiéu so v&
dé mit ho. Mot sb chuyén gia phan tich cia nganh ngin hang
Viét Nam udc tinh, ty 1¢€ khach hang méi1 cua cac ngin hang tang
13,5% m&i nam, chi cao hon ty 1é mit khich hang 1%. Trons
khi d6, chi phi thu hit khach hang méi cta ho cao gp nam Iar
so voi chi phi giit chin khach hang trung thanh. Ty 1& khacl
hang roi bo (customer chum) hay su thay ddi ctia khach hang
thudng gay ton kém. Mot sé chuyén gia du doén, ngan hang c¢
thé tang loi nhuén rong thém 20% khi giam 5% ty 1é khach hang
roi bo. Trong nganh vién théng, cac cong ty cung cdp dich V¥
khong diy nhu FPT va VNPT uGe tinh hang nam luong khact
hang thay moi to1 1/3 trén tong 56 khach hang mdi nim. The’
mot s6 nha quan sét cia nganh con sb nay co thé tang 1én 50/c
do khach hang mong muén s& hitu nhiing thiét bi cim tay md!
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nhit, hip din nhét, c6 nhitng tinh ning tinh vi nhét, ciing nhu su
thiéu kién nhin cua ho ddi v6i bit ky vin dé nao lién quan dén
dich vu hay héa don thanh todn, hay khoang tréng phii séng dich
vu. “Néu ban khién khach hang khéong thé ndi gidn, ho s& ching
bao gid ban tam tim hiéu cac go1 dich vu khac”, mét chuyén gia
tr van vién thong nhan dinh. Tuy nhién, néu ho tim hiéu, kha
Ning ho s&'1di bo cao gip tam lan.
Ngoai ra, cir mdi nam mdi quan hé tiép dién kéo dai thém,
khach hang B2B lai c6 thé giip cong ty tao ra nhiéu loi nhun
hon tir méi quan hé. Vi du, dén nay chuong trinh “khich hang
than thiét” cua chudi resorts Vinpearl Land c6 hang 18.000 ngan
thinh vién 1a cac khach hang B2B c6 thai gian luu trir cao gip
3,6 lan so véi khich hang khong phai la thanh vién, dong gop
0% vao téng doanh thu ctia Vinpearl Land. Khach hing B2B
thinh vién co hang trim lya chon hinh thirc thudng nhu quy déi
tbf}nh cac ching duong bay, hay cac dém luu tri tai resorts hodc
Gi€m cho phép luu tru tai resorts. Khéch hang c6 thé tiét kiém
33% chi phi thong qua chuong trinh tich diém “khéch hang than
€t”, trong nhitng giai doan nhit dinh, ho c6 thé nhan duoc

f;’ﬁn thudng hoic s6 diém gép doi khi sir dung dich vu cia cong
Cho thué xe Hung Thinh. Hién tai, khach hiang B2B cua
Mpear] Land ciing c6 thé sit dung diém thudng cho dich vu
“0 chuyén hanh ly tir diém xuit phét ti diém-dén.

tra ‘Céc chuong trinh nhu chuong trinh cua Vinpearl Land &
thy 1a Vl du cho chuong trinh marketing cho khach hang B2B
tiénn tlZIét (frequ?ncy marketing). Cac chuong trinh nay sé& ting
hg Mmdt, hoan tién, hang hc')a‘ hoéc’céc hinh thirc wu dai khac cho

g khach hang B2B c6 tan suat sir dung hang hda hodc dich

* thuge tép diu. Cang mua san phim thuong xuyén, khéach
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hang cang nhdn dugc mirc thuéng cao. Chuong trinh marketing
cho khach hiang B2B thén thiét tip trung vao nhimg khich hang
trung thanh nhit clia cong ty, véi muc dich gia ting dong co
mua thém nhiéu san phdm hodc mua thém cac san phdm khac tir
cung mdt ngudi ban.

Chuong trinh marketing cho khach hang than thiét duogc
st dung trong nhiéu loai hinh kinh doanh : nhi hang d6 &n
nhanh, ctra hang ban 1&, cong ty vién théng, hang du lich. Cac
chuong trinh dugc ua chudng gbdm c6 chuong trinh tich liy cay
sb bay cua hiang hang khong Vietnam Airlines, chuong trinh bén
1& ctia cac siéu thi nhu CoopMart hay LotteMart.

Khoang 80% giao dich mua hang qua thé tin dung (theo
gi4 tri) ddu dua ra chinh sach thudng nao d6, nhu ting tién mit,
ting cdy sb bay cho khach hang than thiét, hoan tién va cdc uu
dii khac. C6 rit nhiéu ngudi dang lam viéc trong cdc cong ty su
dung cAc loai thé nay, mic du cc ¢b vén tin dung canh bdo phan
thuong ho nhén dugc khong hin 1a mién phi. Hiu hét cic cong
ty déu tinh mirc 1ai suét hoic mirc phi cao hon dé bu cho phzfan
thudng, khién viéc str dung thé tin dung lam nguoi tiéu dung ton
kém hon so v6i “phén thuéng” dua ra.

Ngoai cic chwong trinh chim séc khich hang thuong
xuyén, cbng ty con st dung marketing hop t\e’uc (affinity
marketing) dé giit chan khach hing. M6i ching ta deu c6 nhing
didu dang nhé cia rigng minh dé gin bd. Mot s0 ngudi c6 thé raf
c6 thién cam véi truong dai hoc nao do, trong khi nhitng nguo!
khac lai him mé d61 bong da Hoang Anh Gia Lai. Qéc vi du nay
cling véi v6 s6 hinh thirc da dang khéc chinh la doi tuong cua
hoat dong marketing hop tac. Mot chuong trinh markeFmgAhcj};J
tic bao gom cic hoat dong marketing dugc tai trg boi mot 10
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chirc khic, td chirc nay c6 mong muén thu hit sy quan tim tir
Cac c4 nhdn c6 cling so thich va hoat dong. Véi chuong trinh
marketing hop téc, td chirc tao ra gid tri gia tang cho thanh vién
va ciing ¢6 mbi quan hé khéng khit hon.

1.5.2. Marketing dua trén co s¢ dir liéu

Viéc sir dung cong nghé thong tin dé phan tich di ligu vé
khach hang va giao dich cua ho duoc goi chung 1a marketing
dya trén co s¢ dir liéu (database marketing).

Két qua thu duoc tao co so cho chuong trinh xic tién moi,
nhim t6i nhitng nhom ddi tuong khich hang da duoc xac dinh
Can thin. Marketing dua trén co so dif liéu 1a cong cu dic biét
higu qua dé xay dung quan hé, vi n6 cho phép ngudi ban phan
loai dya trén khéi lwong dit liu khong 16 vé céc cong ty, ti
nhiéy nguén khac nhau. Céng ty cd thé theo do6i dic diém mua
héng, xdy dung hod so phat trién quan hé vai k‘héch l.l\z‘mg, tly
Chinh san phdm va chuong trinh xic tién bén, hap;g, d:éu'chinh
San phim va chuong trinh xuc tiéq, tham Ch;l thlft ké fi!Ch‘Vl.l
Chim soc khach hang theo dic diém nhu cdu ’rleng'cua tu-ng
hhém khach hang muc tiéu. Khi duoc str dung dang céch, co so
dit ligu c6 thé giup cong ty theo nhiéu cach khac nhau, nhu :

Xéc dinh nhitng khach hang mang lai tiém ndng lgi nhudn

Cao nhi;

Tinh toan gi4 tri tron doi cua m6i khach hang;

Tao ra déi thoai c6 y nghia, giip xay dung quan hé va
khuyén khich sy trung thanh thit su Vol nhan hiéu;

Nang cao kha ning gif chin khach hang va t
hing gi6i thiéu san pham dich vu voi ngudi khac;

y 1¢ khach
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Giam chi phi marketing v xic tién;

Thiic ddy doanh sb trén mdi khich hang hoic nhém khacl
hang muc tiéu;

M¢ rong churong trinh trung thanh.

Khi hoat dong marketing dua trén co sd dir liéu tré nér
phitc tap hon, nhiéu cong cu phén mém va dich vu d ra doi, che
phép ngudi lam marketing B2B xdc dinh khach hang muc tiét
chinh xéc hon, déng thdi ¢6 ndi dung trao dbi phong phu hor
v6i nhitng nhém khach hang chon loc. Xét cho cung, kho di
liéu 16n s& chi co gia tri khi duoc chuyén thanh thong tin hitu ict
dbi v&i ngudi 1am marketing clia cong ty. Nha cung cép dich wy
rng dung (application service provider - ASP) hd tro ngudi lam
marketing bang cach cung cip phdn mém khi can thu thap, thac
tac va phan tich kh‘éi luong 16n dit liéu mua hang cia cic cong
ty. C6 mét loai phdn mém nhat dinh s€ thu thap dir li€u vé yéu
ciu ciing nhu chi tiét k§ thuat cia sin phim, ma ngudi lam
marketing B2B ¢6 thé sir dung d¢ xéc dinh cac san phim dép
{mg t6t nhdt nhu cdu ciia khach hang B2B. Tinh ning nay dic
blet quan trong trong hoat dong phan phdi san phim cong ty dit
tién, doi hoi su can trong khira quyét dinh mua.

O phan trén ta da trinh bay vé marketing méi quan hé ap
dung cho ca khdch hang tiéu dung va 16 chirc. Méi quan hé
gucn ban — ngucn mua trong thi truong B2B phirc tap hon boi
phan nhiéu vin d& phat sinh hoan toan khac biét vai marketmg
tiéu dung. Trudc hét, ta hiy giai thich cdc van dé 1y thuyét phic
tap lién quan dén mbi quan hé gifta ngudi mua — ngum ban
trong marketing B2B. Tiéu chi ciia nhiing nguodi viét quyén sach
1a thuc hanh ung dung nhung médi quan hé nay kha hoc bua,
chting t6i thdy cén phai giai thich chir khong thé bo qua.
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II. Moi quan hé ngudi mua - ngudi bin trong thi
trudong cong ty

Hinh 2.1 chi ra cdc vén dé chi yéu vé& méi quan hé gitta
ngudi ban va nguodi mua trong thi truomg B2B.

Niém tin va
thu tuc

Quan hé dugc xem Quyén luc va muc
nhu d4u tu d6 phu thuéc

Su thich ung
Mau thudn va
hgp tac

QEECANEAET 1 A A SNB g R

Hinh 2. 1% Cac van de chmh' on 'uan h‘

&'.“, w"’ *"anum mua trong _thl E ngTBzB'; i

M»:..\,.n..bd CAcu e Wi 3 ol

€ glua ngum ban-

hIANRS

Niém tin va thii tuc phan 4nh mirc dd moi quan hé trong
pham vi hay gidi han cua hop dong ky két. Van dé nay chlu anh
huong bdi vin hoa kinh doanh trong béi canh toan clu : mot
thuc té 1 nhiéu nha dam phan kém tin tuong nguoi ngoai quoc
hon 14 nhitng ngudi cling chia sé mdt nén vin hoa voi ho; van
hoa khac nhau thudng c6 thai dd Ung xt khac biét dbi véi khia-

canh niém tin trong kinh doanh.

Quyén lc va miic do phu thugc phan anh mirc do mot bén
6 ma thay doi bén kia. Néu mot bén phu thudc ning né vao
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bén kia thi bén d6 phai tuin theo cac théa thuin theo y muédr
cuia bén kia trong quan hé.

Mirc d6 gdn két trong quan hé giéng nhu 1 chitc ning gar
két moi quan hé. Cang nhiéu di€ém tuong tic ton tai gita ngud:
ban va ngudi mua thi mirc d§ géan ket trong quan hé cang sé phat
sinh, va ciing lic méi quan hé cang chit ché hon.

M6i quan hé véi ngudi bdn lién quan dén vAn dé hop tac
v6i ngudi ban va lin nhau; moi quan ciing phat sinh tir dé.

Madu thudn va hop tdc thi tréi véi gin két. Mau thufn 13
khong thé tranh khoi khi hai cong ty khdc nhau vé muc dich, nén
tang va lich trinh hop tic v6i nhau : néu mau thudn c6 thé giai
quyét tot dep thi két qua sau cing s€ 1a hop téc.

Két qua lau dai cia giai quyét mau thudn chinh 1a su thich
wng. Khi moi quan hé phat trién, hai bén can thich {rng dé su
hop tac trd nén tot dep hon.

Quan hé dugc xem nhu d4u tu dai han. Mdi bén cén phai
nd luc dé clng cé dugc loi ich lau dai.

Giao dich B2B c6 su khdc biét Ién véi B2C. Thi du nhu
dbi vi nhitng san phdm chuin hoéa thi hiu nhu c6 rét it su tiép
xtc gifta ngudi ban va nguodi mua trong marketing B2B (thi du
nhu mét gidm dbc cAn mua ngay mot it gidy photocopy tr mot
nha cung ung dia phuong thi chi don gian dua mét it tién Ié cho
mot nhan vién di mua) Va sau khi da giao dich thi ¢6 thé thiét
lap mbi quan hé mdi quan hé dai han, & nhiéu cip do va tin sufit
tiép xic giita hai bén s& thuong Xuyén hon. Thi du nhu, cong ty
bao hiém Bio Viét khi chuyén d6i nha cung ung mang Netware
ctia Novell sang Wins NT ciia Microsoft s& ddng thoi tai huan
luyén d6i ngli nhan vién, thiét l4p chuong trinh hudn luyén, thay



Chuong 2 : Marketing mi quan hé vi quén tri quan hé khach hang 95

d6i hé théng bén trong va dinh ra cach thirc méi dé tuong tac
v6i khach hang hién hitu,... Nhitng quan hé nhu thé sé tiép dién
& tht ca cac muc dd ma td chirc c¢6 thé du bao sé& phat sinh trong
twong lai vé phin cing va phén mém dé tuong thich véi sy thay
ddi ciia méi truong bén ngoai.

Vi quan hé ga"m két thuong cé tuong tic khac biét gii‘r’a
hai bén ma Hakansson va Gadde (2014) goi la tinh ti€t
(episode). Cach thirc mdi tinh tiét dugc xir ly tuy thudc rat lén
vao lich sir quan hé trong quéa khi giita hai c()ng' ty (néu cé)’.
Néu hai bén da biét va tin tuong Iin nhau thi tinh tict s& duoc xi
1y bang c4c céch thirc xir 1 hoan toan khéc véi tinh hudng hai
bén chua timg cé quan hé véi nhau trude d6. Nhitng cach thuc
X{r ly tinh tiét c6 thé dugc phan loai m& rong nhu sau :
quan hé truoc c?'o'. Cac
huong vdi sO luong
quen thude

Tinh tiét don gian khong c6 moi
tinh tiét nay bao gdbm mua hang don 8i5ma‘t e
nhd hay mua sim thuong xuyén nguyén vt liu tho
da dugc tidu chuin hoa;

3 . » , A e t} llOC aO.

Vige quan hé s& hd trg quy trinh. Thi du O ot
oL 1y v ngin bing cuds EO8 Ch(') q"W(;Eml'éu ti,l(‘)ng .tin aé
Nén d2 dang hon boi vi ngén hang da co §4° r e thong

ndm duoc tinh hinh tai chinh va kha ning tra nd cua cong ,}’- |
6 moi quan hé trudce F’z’o. L?a‘
thuong luong bai vi tinh
hia d6i tac. Thong thudng,
(one-offs), 'Ehi du nhu mot
t in nén hau nhu it c6 co
su sua may.

Tinh huéng phic tap khong co.
hinh giao dich nay hiu nhu 112‘1 phél
Phirc tap 1a sy khong chic chan vé;p
Viéc mua sim nay chi xay ra mot lanA
COng ty hiu nhu chi mua phat dién 1'“_0 e

Oi xay dung mdi quan hé dai han vOi nguo1 Xy
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Tinh hudng phirc tap trong xdy ding moi quan hé 16t dep
c6 nghia la nhiéu nguoi tir ca hai cng ty (trudng hop cong ty
bao hiém va nha cung mg mang IT da dé cap) cimg tham gia.
Mot 1in nita, mdi quan hé trudc d6 s& hd trg viéc phat trién lau
dai cac su kién va ban chit cac giao dich.

Pdu tw trong quan hé dai han ciing gan nhu 1a trd ¢é tirc
dé giam chi phi giao dich bdi vi khdng phdi ton thoi gian chc
doi dé tim hiéu vé phia bén kia. N6 ciing gitip giam rii ro bdi cé
thé giam bét su phirc tap. Su khic biét giita dau tu va chi phi
kha don gian : Chi phi dugc ky vong 1a lgi tirc thu dugc trong
cting ky ké todn, trai lai du tu 1a lgi tirc tir dong loi tirc thu duoc
trong nhiéu ky ké toan.

Tu quan diém cua nguoi ban, su thich ing la dé thoa man
nhu cdu mua sém.. Néu su thich ung dap tng dwoc ky vong thi
d6 chinh 12 thi du cua phan khiic va dinh vi. Sy thich ing dua
trén nén tang tri thirc 12 tién dé dé phat trién mbi quan hé. Nguoi
mua tt nhién Id muén nha cung tng thiu hiéu hé théng cia ho
va viéc ap dung cong nghé s& giip ngudi ban dua ra cac goi Y
hitu dung. Mot diém bat loi 1a nguoi mua phai phy thude vao
nha cung trng va kho c6 kha nang chuyén ddi sau nay.

Quyén luc va micc dé phu thudc 1a cac khia canh quan
trong trong mdi quan hé gitta ngudi mua — ngudi ban trong B2B-
Khong nhiéu nha cung tng c6 thé cung \ing véi sb luong 16n.
Tir géc nhin cia ngudi mua, khi thiét 1ap méi quan hé dai han
vGi nguoi ban 1a phai phu thudc vao ngudi ban. Nhung néu lam
viéc v6i nhiéu nha cung tng s& anh hudng toi viéc xdy dung
moi quan hé dai han, gén bo v&i nha cung tng.

Mic du méi quan hé gita cic cong ty tot dep 1a két qué
cia sy hop tac nhung mau thudn 13 khong thé tranh khoi. The?
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quan diém truyén théng vé mau thudn luén c6 hai cho méi quan
hé hop tdc mua ban vi thé cén phéi tranh bang moi gid. Nhung
theo quan diém thong thoang hon h1en nay, miu thuin l1a kho
tranh khoi. Theo cach nhin méi vé mau thuin chirc nang va
twong tac 1a mot yéu td tich cuc giup hd tro két qua thuc hién

hiéu qué va dong vién su sang tao; miu thuin thudng tao ra cac
cach thirc hiéu qua dé dat duoc céc muc dich.

Néu mirc d6 mau thuin thip, méi quan hé gilta hai bén
hdu nhu khong c6 nhiéu ¥ nghia va khong c6 lgi cho ca hai cong
ty. Mau thuin thip déng nghia véi mic do twong tac thip : khi
muc do tuong tac giita hai cong ty gia ting thi mau thuin dudng
nhu s€ gia tdng; tuong ung véi muc do hop téc gia ting. Bing
2.2 minh hoa sy dénh déi giira méau thufn va hop tac.

Bing 2.2 : Sw ddnh dbi giira mau thufn va hop tic.

Murc dé mdu thuan | Mirc dé mdu thuan

cao. thdp
Mbi quan hé sdu, | Mbi quan hé dé
N , thuong sang tao va | dai, thuomg khon
Mukc d hop tdc A g' B o .Ag &
hiéu qua cao trong | cé tinh hiép luc.
cao s e , o .- z
xUr ly cac khé khin | Ruiro thap.
cua nhau.
Kho c6 diéu kién dé | Hau nhu khéng c6
. , thu lrom két qua mbi lién hé, khon
Muec do hop tac : x. qA o R &
hé tot, moi quan hé hiéu qua; mdi
a N g 3. a \
P thuong ngan ngui. | quan hé thuong
khong 1au dai.
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Lucu y riit ra tic Bang 2.1 la moi quan hé véi mire d6 hog
tac thap dwong nhu khong dai, va moi quan hé véi mirc dé6 mau
thudn cao duong nhir ndng dong va sang tao hon.

No6i chung, két qua mong wdc nhét la khi mau thuin hig
qua dé két qua dugc ca hai bén chap nhin duoc.

T6m lai, mau thuin la khong thé tranh khoi khi hai hay
nhiéu td chirc ddc lap véi nhau va ¢6 muc tiéu khic nhau. M4t
thuin cang trdm trong hon khi mét bén qua xem trong lgi nhuin
khong chiu thuong thao va chia sé voi bén kia. Giam bdt mat
thuin va gia ting su hiéu biét 1in nhau s& giip cho d6i bén cung
c6 lgi c6 I€ ludn la cach ing xir khén ngoan nhét.

Khoéng c6 ly ludn thi khéng c6 co s¢ dé thuc hanh tng
dung. Khong chi ra dugc nhitng khé khin va khéc biét dic thi
trong moi quan hé gita ngudi ban va nguoi mua tron
marketing B2B thi khong thiy duoc cai hay trong thuc hanh
Gid ta quay lai trd lai trinh bay cac vin dé hop téc cu thé.

Quan tri quan hé¢ khich hang va marketing méi quan hi
khong chi gi6i han ¢ hang héa vi dich vy tiéu dung. Xay dun
quan hé ngudi mua - ngudi ban vitng chic con quan trong ho!
trong hoat ddng 1parketing cho khich hang td chic. Marketing
cho khach hang t6 chirc, hay marketing B2B bao gbm céc gia¢
dich mua hang héa va dich vu nhim phuc vu su vdn hanh c#
san phdm/dich vu khéc cua td chic. Méi quan hé nguoi mua
nguoi ban gilta céc cong ty la su hop téc nhim tao ra nhitng tl,]‘
manh c6 loi cho ¢4 hai bén, Nhiing lgi thé nay co thé 1a cung cal
Vé\lt’ tw v&i gid thanh thip hon, giao hang nhanh hon, san pham ¢!
chat lugng va dQ tin cdy cao hon, tinh ning san phim dwgc il
chinh theo yéu cau va diéu khoan tai chinh vu dai hon.
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Quan h¢ hop téc (partnership) 13 méi quan hé giita hai
hogc nhidu cong ty, nhim gip nhau dat dugc muyc tiéu chung.
Quan hé hop tic phu khép toan bd mot phé quan hé rong, tir cac
dan xép hop tac mua hang khong chinh thirc, t6i céc théa thudn
Van hanh va marketing chinh thirc. Trén thi trudéng cong ty, quan
he hop téc tao nén co s& cho hoat dong marketing mdi quan hé.

C6 nhiéu kiéu muc tiéu chung thiic diy céng ty hinh thanh

QUan h¢ hop tac. Cong ty c6 thé mudn bdo vé hodc cai thién vi
thé & thi truomg hién tai, tiép can thj truong mdi ¢ trong nuéc,
Odc nuée ngodi, hodc nhanh chéng gia nhap thi truong moi.

i€ phat trién dong san phim dé bd sung vio cic khoang trong
(*én th trudng, m& rong dong san pham hodc khic biét héa san
Phim 3 nhitng 1y do chii yéu khéc cho viéc ket hop ngudn luc.

hirng dong co khic bao gdm chia s& nguon luc, giflm'Chi phi,
0ai bg nguy co canh tranh trong tuong lai, gia tang hogc tao ra
%0 ¢in gja nhap va hoc hoi ky ning moi.

Lua chon dbi tac kinh doanh

hy T\(‘) chirc quyét dinh chon lua déi’téc _"th the 1 7 Uu tien

Ng diu Iy x4c dinh nhimg cong ty c6 kha ndng gia tang gia try
°~0 mdj quan hé, du do la ngudn luc tai chinh, (iac moi E1en hé,
"aNg lye san xuit du thira, kinh nghiém kY thuat hil‘y nang ll.A,J'C
™30 phéi. Gid tri gia ting cang cao, quan hé hop téc cng hap
biln' Trong nhiéu truomg hop, dic diém fiéng cua Cachqoll tactf,e
d?éju“g 01}9 nhau; mc:)f cc‘mg ty m.angk(liqi‘)l:1gd$éq$r:11i§l1 1;1:) ;’;
Clip e doi téc cia minh 3¢ e gk‘t hop céc cbng ty ¢d ky
Ny 8 ¢ nhiing moi quan hé hop a¢ o b ohi. Dé

8 Vi ngudn luc tu nhau dé ct gidm chi phi. D& quan
hé : flguon lyc twong B 51 han, cac td chic phai c6 cung
Rig t?’p fac thanh céng trong dat nan,

Tva myc tiéu.

é nao ? Uu tién
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2.1. Cic loai hinh hgp tac

C6 bdn loai hinh hop tic chinh trén thi trudng cbng ty
hop tdac mua, hop tac ban, hop tac ndi bo va hop tdac theo chie
ngang. Phan nay s& tim hiéu so luoc ting loai hinh ndi trén.

Trong quan hé hop tic mua (buyer relationship), cong
mua hang héa va dich vu tir mdt hodc nhidu nha cung cép.
du, tap doan vién thong FPT bén dich vu két ndi dit liéu khor
day cho cédc nha cung cép thiét bi doc dién tir cho cic website ¢
ban e-books nhu Kinhtetuanminh.com.

Khi & vi thé ngudi mua trong mbi quan hé, cong ty «
nhitng yéu cu va nhu ciu riéng ma nguoi ban phai dap ung «
mdi quan hé thanh cong. Mic du ngudi mua thuong mudn ngu
ban dua ra muc gia ré, giao hang nhanh va co chét lwong ca
song mbi quan hé lau dai thuong doi hoi nhiéu nd luc hon tt
Pé 16i kéo khach hang tham gia vio quan hé hop tac dai ha
nha cung cip phai phan tng nhanh nhay truéc nhu ciu dac b
cua khach hang. Vi du, FPT phai nhanh choéng bd sung thé
Kinhtetuanminh.com vao mang lugi cua minh.

Quan hé hg:p tic ban (seller partnership) 1a viéc th
14p quan hé trao dbi hang héa va dich vu dai han, nhim d6i |
tién hodc cdc thda thuan khac. Ngudi ban ciing cé nhu cau
thé v&i tu cach 13 dbi tac trong mot mdi quan hé 1au dai. Hiu!
nguoi ban déu mong mudn phat trién quan hé dai han vai ¢
tac. Ngoai ra, ngudi ban cing mong mudn dugc thanh to
nhanh chong.

Tam quan trong cua quan hé hop tac ndi bo (inter!

partnership) ngay ciang dugc cong nhén rong I',E~li trong 1T
truong kinh doanh ngay nay. Pinh nghia truyén thong coi kbd
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hang (customer) 1 ngudi mua hang héa hodc dich vu hién dugc
dinh nghia chuin xic hon la “khach hing bén ngoai”. Khach
hang bén trong té chic ciing c6 nhu cau riéng cua minh. Quan
hé hop tic ndi bd chinh 12 nén méng cua té chirc va tao cho t6
chirc kha ning thuc hién cac cam két voi khich hang bén ngoai.
Néu nha cung cip linh kién ma phong thu mua h,fa cl‘lon %(hé‘ng
giao hang dung thoi gian dugc yéu cau dé san xudt thi qué trinh
sdn xuit sg bi dinh tré, va sin phém sé khong d,u'qc g\lao CE)O
khich hang dtng nhw giao hen. Hau qui [ khach hang bén
Ngodi c6 thé tim kiém nha cung cap khac, dang tin cdy hon.

. e g tac no1
Néu khong xay dung va duy trl du?C 'quan }11]3 i];f ciia cic
b9, t§ chir s& gip kho khin trong viéc dap uné 8
Quan hg hop tac bén ngoai.

1 hind
Hop tac theo chiéu ngang (lateral partnershlp) [a hinh

, ) , % vgi to chirc phi
th‘_l'C li€n minh chién lugc voi cong ty E(hacn hoaic i mhuan va
I nhugn, hogc lién két nghién clu g2 (ion‘g fa trﬁllg vao cac
“4c trudng dai hoe, cao ding. Moi quan be nayn "fy déi tac, chu

Ol tugng ben ngoai, nhu khach hang U (t:% ggifra ngudi mua
l‘léng lién quan dén quan h¢ mua ban f“-rc lcrihéo luin chi tiét
 ngusi ban. Lién minh chién luge $¢ 44
On g A , A
10 phén sau ciia chuong nay. -
. ong sin
Hop téc nhan higu v marketing c(;.) y hé marketing
..y idu quan D
Giita céc cong ty con ton fal hat k}il; ;l?nh Hop téc nhn

aC A ’ - ~ . [ Ctmg CQ  a ) ) At 5
g éa P the ki iy mﬁ:}; hai nhan hicu manh, €O Flrl;:‘;

AC ' 3 viec két he 1 pAn 63 am.
thuéc Cfbrandmg) la. VIF c i khac nhat, dé ban san gh? d
dy . S0 hitu ciia hai cong ty ;{ 1 & Saigon, ©0 the 4p. ‘(li“g
i, t‘;l,’ mdt cira hang kem 5 tao ra nhIng tén go1 MOL i
big, . "Uc hop tic nhan hieu de - phitng Khéch hang da wa

" ™0 san phém cia minh, va thu bt
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thich san phim ctia kem Ba Mua & khip moi mién dt nuée. C:
tén goi khic nhau mang y nghia dic thi viing mién c6 thé r
duoc ngudi dia phuong wa chudng.

Trong nd hrc marketing cong sinh (comarketing), hai
chic hop tac thuc hién mot chién dich marketing dé ban s:
phim. Thi du nhu, cong ty thiét bi y té (chuyén cung cép thiét
tao hinh thim my) va céng ty cung cip thiét bi laser y té c6 tl
xdy dung mét lién minh marketing cdng sinh, nhim muc ti¢
vio cdc bac si chuyén khoa da liéu, bac si phdu thuat tao hinh
nhin vién spa chidm soc suc khoe bfmg cac su kién marketin
quan hé cong chiing va trién 1im thuong mai. Viéc két hop hié
biét kién thirc chuyén siu cua ca hai bén co thé mang lai m
budc chuyén chién lwoc, phuc vu diy @il hon nita cho mang hu
d6i tac 1a cac thiy thudc, ddng thoi gia ting doanh thu nh¢ v
viéc mang dén cho ho méot dia diém duy nhit dé trang bi cac k
thudt chinh hinh bac cao ngay cang phd bién.

IIL. ‘Cai thién m8% quan hé nguoi mua - ngudi ban tré
thi trwdong cong ty

Nhiing td chirc biét cach phat hién va nudi dudng mn
quan hé véi ddi tac, du thong qua thdéa thuan khéng chinh thu
hay 14 quan hé hop tac ¢ vin ban hop ddng, déu cé thé gia tai
doanh thu v lgi nhudn. Quan hé hop tac thuong dan téi gid
hon, san phidm t5t hon va hiéu qua phan phdi 16n hon - tao
cdp d6 hai long cao hon & khach hang. Ce‘mg hiéu rd nhu cau °
ky vong cua nhau, céc dbi tac cang c6 thé lam khach hang B
long va tao nén mbi quan hé dai han, bén viing. Thong thudn
bat ké quan hé hop tac nao ciing co thé duge cing ¢0 qua 1
quan hé cé nhan, bit ké cong ty c6 tru s & dau.
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Truéc day, quan hé kinh doanh dugc tién hanh chi yéu
trén co sé truc tiép, qua dién thoai hodc thu tin. Ngay nay, cong
ty sir dung nhitng cong nghé dién tir, may tinh va truyén thong
twong tic méi nhit dé két ndi voi nhau. E-mail, Internet va céc
dich vu vién thdng khdc cho phép céng ty trao ddi v6i nhau bét
¢t khi ndo va bét cir noi ddu. Phin tiép theo ddy s& khim pha
thém nhitng céch thirc hop tac khic gilta nguoi mua va nguoi
ban trong thj truong cong ty.

3.1. Chinh séch ban hang danh cho khdch hang 16n

Tuy thudc vao sé vén diu tu, mot sé moi quan hé s& c6 vai
'td quan trong hon nhitng méi quan hé khac. Cdc nha san xuat
16n nhu P & G Viét Nam va Unilever dgc biét chi y dén nhu cau
CUa nhitng nha ban 1¢ quan trong nhu Coopinart va Vinmfm,
Nha san xut sir dung bién phép dugc goi Ia ban hang cho khz'ach
hing 1gn (national account selling) dé phuc Vi nhf’rng k‘ha‘fh
ér’)g quan trong, c6 tiém ning lgi nhudn cao nhat. gac nha san
Xudt thurong thiét I4p vin phong ¢ita cac nha cung cap ® 4% ©
S0 chinh ciia Coopmart - cho thdy cach tién hanh hoat fiong ban
héng cho khach hang 16n. Nhiing vin phong nay thuong dugc
801 Ia d6i (team) hay d6i h§ tro (support team)-

Viéc o riéng ky thudt ban hang cho khach hfmg lon cé
Phicy iy diém. Bang cach tip hgp mot nhém cé nharAl phuc vu
"0t khach hing duy nhit, ngui ban thé hién mie do cam k?F
"0 cia minh v6i khach hang. Mi quan hé ngudi mua = FE¥OT
ban’ duge ciing b khi ca hai phdi hgp tim kiem BI2! phép chung.

ugj cung, nd luc hop tac nguoi mua - ngudi .baI} co ths tao ra
?}«)ﬁ"‘g i tién Jon vé mt hign qui cho cd et bén. N'lllquf]g; i
le.n Ndy tic déng lén két qua kinh doanh, thong quit VIge iim

Qh ’ kY -
'Phi vy gia tang loi nhuén.

pc'rgé‘m tru
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Co s& dir liéu cdc khach hang td chiic

Nhu di luu y tir triede, co s& dit liéu 1a cong cu khdng th
thiéu trong hoat déng marketing mbi quan hé. Ching ciing ¢
vai trd thiét yéu trong qué trinh xdy dung mdi quan hé giita c4
céng ty. Str dung thdng tin dugc tao ra tir bio cdo ban hang, ma
quét md vach va cac ngudn khac, ngudi ban c6 thé tao ra co s
dit liéu dinh huéng cac hoat dong cia minh ciing nhu hoat don
cua nhiing ngudi mua hang dé ban lai cho ngudi tiéu ding.

3.2. Trao dbi dir lidu dién tir va dich vu web

Cong nghé da bién dbi cach thirc cong ty quan tri hang Iu
kho va nhip thém hang mai. Thoi ma cac cira hang ban 1€ nhd
ra sip hét hang, voi va goi dién cho nha cung cép, kiém tra gi
va tai dat hang da Iui xa vao qua khur.

3.2.1. Trao déi dir liéu dién tir (EDI)

Trao d6i dix lidu dién tir (Electronic Data Interchange

EDI) la viéc trao ddi cac dir liu duéi dang cé céu tru
(stuctured form - c6 cAu triic nghia 14 céc thong tin trao dbi dug
véi cac dbi tac thoa thudn véi nhau tudn thu theo mot khud!
dang nao do) tir mdy tinh dién t&r ndy sang mdy tinh dién t!
khic, giita cac cong ty hodc don vij da théa thudn budn ban v0
nhau, tu dong hdéa hoan toan khong can c6 su can thiép cua co!
ngudi. EDI co thé I'l.:lt ngin dang ké khoang thoi gian tir lac ba
diu giao dich cho dén khi thanh todn két thiic, bing cach guri d
nhitng thong tin cin thiét va tranh dugc su trung lip trong ct
qua trinh giao dich.

Cong nghé trao doi dir ligu dién tir (Electronic Datt

Interchange - EDI) ngay nay tién hanh toan bd qua trinh nay m‘?;
gV

cich tu dong. EDI bao gdm trao dbi héa don, don han
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nhirng tai liéu kinh doanh khac gilta cdc may tinh. Cong nghé
nay cho phép cong ty giam chi phi, ning cao hiéu qua va kha
Ndng canh tranh. Tt ca c4c hang ban & nhu Coopmart va
Vinmart déu yéu ciu nha cung cép st dung EDI nhu mot cong
cu kinh doanh theo hinh thirc phin hdi nhanh (quick-response
Merchandising). Kinh doanh theo hinh thirc phin hdi nhanh la
chién troc ding thoi diém, gidp gidm thoi gian hang luu kho,
tiét kigm déng ké chi phi. Tai chudi nha hing Nhit & Saigon, the
RFID dugc gin vao trén cia timg chiéc dia sushi dat trén bing
chuyén nha hing. Thé nay theo ddi thoi gian tinh tir lic dia roi
ban bép dén khi dugc khach hang chon, khi d6 n6 s€ bao hiéu,
Cho ¢y bép biét cin bd sung thém moén do. “Hién nay, chiing t6i
©6 kha ning theo doi so thich cua khach hang vao nhitng thoi
diem nh dinh trong ngay, dé xac dinh nén dua mén ndo én
bﬁng chuyén”, nha ddng sang lap cua chu6i nha hang cho biét.
Ot wu diém khac 1a EDI mé ra nhitng kénh ’n](')’i,’gil'lp thu thap
thﬁng tin marketing hitu ich cho viéc phat trién moi quan hé dai
an giita cic cong ty. -

« Ly do nén sir dung EDI trong giao dich B2B :

Khi str dung EDI, cic phin mém ung d}mg ACﬁa,CGHE 'ty
ban ¢4 thé giri chimg tir giao dich truc tiép dén hé thong may
tinh cua ¢éi tac ma khong can sy can thiép cta con ngudi nhu
C4c ban d thiy so qua trong vi du vé quy tr1r3h giao d!‘Ch o phﬁlg _
'rén. EDI givp giam thiéu cong sic cua ’qhap vién va h:%n chc‘:
hbﬁ-ng cham tré hay 16i thuong di kém voi vige xu ly chung‘ tur

ing tay. Bing cach don gian hoa va tll}!l giam cac quy .trmlll
Biag dich, EDI c6 thé gitp cong ty ban kiém soat du"qc. chi phi,
ting ti;lh hiéu nang va cai thi¢n kha ning chuyén nghicp phuc

Yu khach hang.
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Cau chuyén thanh cdng cta Shop and Go dudi ddy 1a mot
vi du cho thdy hiéu qua cta viéc ding EDI trong thuc té kinh
doanh ctia mot chudi cong ty ban ¢ dé tang téc do xir ly va giam
161 so vd1 cac chg viéc thuc hién qua giéy to truyén théng. Viéc
st dung EDI kﬁt hop v6i céc cong nghé khac con cho théy su
khac biét lon vé hi€u qua trong kinh doanh. Shop and Go 1a mot
cong ty lién doanh hoat ddng kinh doanh trén thi truong Viét
Nam tu nhiéu nam qua, bao gdm mét loat cira hang giam gia
theo kiéu moi. Cong ty ndy da trao ddi dién tir véi cac ddi tac
thuong mai tr nhi€u ndm nay theo tiéu chuin Truyén thong lién
ky nghé tu nguyén (Voluntary Interindustry Communications
Standards - VICS), chuin muc cho nganh cong nghiép ban lé.

Dung EDI, cho cac phiéu dit hang 13 v6 cing quan trong vi
tinh phirc tap von c6 tia ching. Mot phidu dat hang cé thé dil
mua tdi 200 mat hang cho mdt hodic mot sb cira hang 1a chuyér
thugng tinh. Do 46, vi so huong lén céc phiéu dzt va do phse taf
ctia chiing nén rét d& nhim 1in khi nhip dir lieu bing tay ¥
nguoi ban h’éng ! huomg 1,n5t khoang hai tuin dé chuyén chin!
xée cdc phicu dén b thong nhap phiéu. Nhung véi vige thu
hién EDI, c4c van d& nhu nguy co bi 13i gay ra thira héﬁg hod
thiéu hang trong kho hodc van chuyén cham, bi giam di dang k!
hoic gén nhu bi loai trr hoan toan,

Mit khac, hé thong l_ép héa don ciia cong ty Shop and G
kha phiic tap. DO 18 Vi 101 bin hing khang nhitng phai chuy®
hang t6i nhicu dia diem kha‘c nhau trong ciing mdt don hang,
con phai giri héa don béﬂ. 'haTng cho céc dia diém khac nhau. M?
dii héa don dugc giri t01 CUa hang, nhung cira hang lai kho”
phai 1a noi tra tién cho hoa don d6, ma chi kiém ching cic 1‘10
don thoi. Sau d6 cac hoa don dé lai dugc gii lai cho tong pan
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dinh noi dat hang dé tra tién. Néu dung EDI trong hé théng lap
héa don ban hang, thi ngudi ban hang c6 thé gii cac héa don
cho téng hanh dinh mét cach tu dong, gii thich r3 rang vé viéc
phin phdi hang héa va gia thanh ciia chiing cho cic cira hang, va
cac cira hang chi viéc kiém ching nhiing gi ma ho nhén dugc.

EDI con duoc két hop cing véi mot phuong pl}ép quét
diém ban hang goi 1a dap (ng nhanh. Theo fic'), san pham duogc
danh diu bing mad vach theo mad san phim chung (UPC -
Universal Product Code). Khi mt mét hang dugc ban, thi ma
vach dwoc quét va ghi vao hé théng. Thong tin nay dung dé cép
nhat nhanh chéng céc biéu ghi ton kho & mirc bén 1é va d€ tao ra
phiéu dit mua hang. Phiéu dit mua hang sau do duoc truyen tol
nha cung cdp théng qua EDI. Két qud I s& nhan biét dugc xu
hudng va cic hang héa duoc chuyén nhanh toi lam déy lai kho.

Ngay ca khi cac cong ty khong st dung phin mem, ph’ﬁn
Cling, co s& dit liéu hay nén ting mang giong hodc tuong thich
VGi nhau, thi dich vu web (web service) ciing cung cap cho ho
mét cach thirc dé truyén théng. Céac cong ty tham gia vao moi
quan hé khach hang - nha cung cap, hodc mdi quan hé 11013 tac
nhu hing hang khéng va cong ty cho thué xe, co Ehé gép kl?o
khin trong viéc phéi hop hodc trao dbi dit liéu qua hé tl.1011g,, mily
tinh. Dich vu web I3 nhitng hé théng trao déi tlfc‘mgl tin ¢ nén
tang riéng, doc lap, cho phép cic cong ty tUong tac vol AnhaAu qua
Internet. Chiing thuong 14 nhiing ing dung don gian, doc lap, c6
kha ning xir [y moi chirc nng tur don gidn dén phurc tap.

3.3. Quan trj dy trir kho béi ngudi bin

Su phat trién cua cong nghé truyen thong dién tir va ap luc

Ong nging d4i voi nha cung cap Ve Vviéc cai thién thoi gian
Phin héi dua t6i mot cach thic tien hanh kinb doanh khac cho
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ngudi mua va ngudi ban. Quan tri du trit kho bdi ngudi ban
(vendor-managed inventory - VMI) trong nhiéu trudng hop di
thay thé hinh thirc quan tri dy trit kho b&i ngudi mua. Pay 1a hé
thdng quén tri hang luru kho, trong d6 ngudi ban xac dinh sb
lwong san phdm ma ngudi mua cin, va tw d6ng chuyén hing
moi, dua trén thoa thudn hién co.

Truc'rc ddy, cac cong ty vin hoan thanh cac muc ti€u mong
muén vé hiéu qua cua dich vu chdm séc khach hang, nhung véi
cai gia la pha1 glu nhiéu hang hru kho, hodc phai nhit nhanh tai
khiu sin xuit dé c6 di mot mit hing nhét dinh chuyén cho
khéach hang. VMI gitip hiéu rd diéu kién thi truong va cho phep
tién hanh quy trinh mét cach co ky ludt va trat tw hon nhiéu.
Viéc phai chay téi tan noi va dién vao don dat hang gio day chi
1a ngoai I€. Hiéu qua hoat dong téng thé s& gitip cai thién va chit
luong phuc vu cung ting - bao gdm tdc do thuc hién don hang
cho nha phan phéi va glao hang dung thoi han.

3.4. Quén trij chu01 cung ung

Dé co mdi quan hé tét dep, cdc cong ty B2B doi hoi phai
quén trj cin trong chudi cung ing (supply chain) - hay doi khi
con dugc goi la chudi gia tri (value chain) - tirc chudi cic nha
cung rng tham gia vao qua trinh tao ra va cung Ung mot loai san
phim. Qua trinh nay tac dong téi mbi quan hé nguoc dong gitd
cong ty va nha cung dng, cing nhur mdi quan h¢ xudi dong git?
cong ty vdi ngudi dung cudi cta san phim. No1 dung vé chudi
cung ung s&€ duoc thao ludn chi tiét hon trong chuong KenP
phén phéi va chudi cung ung.

Quan trj chudi cung trng hidu qua c6 thé mang lai loi th6
canh tranh quan trong cho ngudi lam marketing trén thi truons
Cong ty:
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Tang cudng dbi méi;
Giam chi phi;
Cai thién cach giai quyét xung dét trong chudi;

Ning cao hoat dong truyén théng ciing nhu ting cudng su
tham gia clia cdc thanh vién trong chudi.

Bing viéc ph01 hop hoat dfng véi cdc cong ty khéc trong
chu01 thiic ddy chit luorng va ci thién hé théng hoat dong, cong
ty c¢6 thé ddy nhanh toc d6 va ning cao hiéu qua hoat déng. Do
cong ty danh mét ngudn luc dang ké dé mua hang hoa va dich
Vu tir cdc nha cung {tng bén ngoai, nén viéc phat trién méi quan
hé hop téc c6 thé mang lai lgi ich theo nhiéu cach khac nhau.

3.5. Lién minh chién lugc

Lién minh chién lugc (strategic alliance) - hinh thirc thé
hién cao nhét cia marketing moi quan hé - 1a quan hé hop tac
dugc hinh thanh nhim tao ra lgi thé canh tranh. Nhimng thoa
thusin dai han chinh thirc ndy gitp céi thién mdi quan hé cia
Wng déi tac trong chudi cung ung, dong thoi ting cuong kha
Ndng hoat dong linh hoat trong mot thi truong phic tap va thay
48i nhanh chong hién nay. Quy mé va dia diém hoat ddng cua
d01 tac chién lugc khong quan trong. Lién minh chién lugc bao
80m su tham gia ciia cac cong ty & moi quy mo0, loai hinh va tir
Bhigy dia diém khic nhau; trong lién minh chién lroc, diu ma
Mdi bep c6 thé mang dén cho déi tac cua minh méi quan trong.

Viéc hinh thanh lién minh chién lugc (strategic alliance)

* mg; quan hé hop téc tao ra li thé canh tranh cling dang phat
trigy, C6 nhiéu hinh thirc lién minh, bao gdm quan hé hop tac
Phat riy, san phdm, chia sé chi phi nghién citu, phét trién va
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marketing, lién minh theo chiéu doc, trong dé mot cong ty cung
cép san phdm hodc linh kién cho cong ty khac, sau do cong ty
nidy phan phéi hoic ban san phdm véi nhin hiéu riéng. Thi du
nh, VNP’I? Global, va cong ty con ciia VNPT Global la cong ty
Cb phan Pau tu Quéc té VNPT Viét Nam va cong ty Singapore
Technologies Telemedia (ST Telemedia) di thuc su tao ra mot
diu 4n quan trong trong qua trinh phét trién cia VNPT Global.
C‘héc chdn déi bén s& dat dugc muc tidu trong viéc tim kiém,
dau tu~ve‘10 nhitng cong ty c\(’) tiém nang kinh doanh trong linh
vuc vién théng trén toan cau. Hong thdi VNPT Global sé cb
thém co hoi dé tiep can véi nhiing hinh thirc diu tw méi, da dang
hay kinh nghiém hoat dong trong linh vuc vién théng Cl'la.ST
Telemedia 6 nhiing thi trwéng da va dang phat trién, La cong ty
thz‘mh} vién cia VNPT, cong ty C phin Diu tu qudc t& VNPT -
g0i tat 1 VNPT Global hign Ia mgt trong “nhitng canh tay” nbi
dai chu luc (’:ﬁa VNPT nham vuon xa, toa rong ra khip cac chiu
luc. Tinh dén nay 2016, tuy méi tron bén nam nhung VNPT
Glo?gl da'co'duqc nam cong ty thanh vién, co tru s¢ dit & nudc
ngoai : hai dit tai My; mot tai Singapore; mét taj Hong' Kong vé
mot tai Cong hoa Séc. S

Hién VNPT Global dang tich cuc mé réng mang ludi vién
thong cia VNPT trén pham vi toan ciuy, g(“)ﬁl cic i’OP da dich
vu, dy an di dong . cd ha tr?mg (MNO) mang di déng
a0 (MVNO),... POP dau tién duge VNPT Glo’bal )&éy dung P.OP
Ix}temet tai HongK9ng. Thong qua cac POP, VNPT Gldbal cung
cap cac dich vu vién thong, gom : dich vy thoai, di liéu va cAC
goi dich vu gid tri gia tang cho cic ¢ tuong 1.11:10 tiéu nhur cé¢
cong ty. '

Cong ty co thé co cau lién minh chién lugc theo hai cach
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Céc dbi tac chién lroc ¢o thé xdy dung don vi kinh doanh mdi,
trf)ng d6 mdi bén s& hitu mot phi‘m. Trong lién doanh ndy, mdt
doi tic cé thé s& hitu 40%, va dbi tic con lai s& hitu 60%. Ngoai
ra, cac dbi tac cling co thé quyét dinh hinh thanh méi quan hé
hop tac it mang tinh hinh thirc hon, khong bao gbm quan hé s¢
hity - f du nhu, thanh lip d6i hop tic thiét ké san phim mdi.
Lién minh hop tdc c6 thé hoat dong linh hoat hon va dé dang
thay déi theo yéu ciu cua luc lugng thi truong hodc céc diéu
kién khac. Trong bat ky hinh thirc thoa thun nio, céc déi tac
Cling s& thng nhit truéc vé nhiing k¥ ndng va ngudn lyc ma
m4i bén déng gbp cho lién minh @é dat muc tiéu chung va gianh
loi thé canh tranh. Ngudn luc thuong bao gom bang sing che,
dong san phim, vén nhin hiéu, kién thic vé thi truong va san
Phim; hinh 4nh céng ty va nhan hiéu; danh tiéng vé chat luong
S&n phim, sy d6i méi hoic dich vu khach hang. Viéc c6 quan hé
Vi khach hang va nha cung ing ciing 1a nhiing ngudn lyc hap
dén, twong ty nhu c6 co s& san xuét thufn tién, dat dwgc hiéu
QUi theo quy md va pham vi, dugc trang bl cong nghé thong tin
VA 6 mot hre hrong bén hang hing hau. Doi tac trong 'l¥én 1r}inh
Clng ¢4 thé déng gop cac ky ning n}arketing\ nhu doi mdi va

Phat trién san phim; ky nang sin xudt, bao gom san xuat linh
Oat hodc san xudt v&i chi phi thap; kinh nghiém 1ap ké hoach,
Nghién ciru va phat trién san pham. Cong ty ‘I—.Ioe‘mg Anh Gia Lai
NEREY tro hang nghin ty dong dé wrom mam tai nang tré cho b()l}g
% nuGe nha, tht nhién 1a cic ciu thil tré ndy s& mac nhiing chiéc
20 ¢4 in “bidu twong” ciia Hoang Anh Gia Lai.
Mt trong nhitng nguyén tic cot 16i dbi \{éi cdc cong ty la
Chdng ta khéng.;hé' hoat dong mét minh. Khai niém lam trong
ik doanh rat khac biét so voi lam diwea trén kinh doanh. Rat

bhidy doanh nhdn lam viéc trong nganh kinh doanh vi ho ¢6



112Chuong 2 : Marketing mdi quan hé va quén tri quan hé khach hang.

ging lam qua nhiéu th mo6t minh. Chi cia mdt cong ty éng
nude chi lo lip dat cac duong bng. Chi mdt cira hang hoa thi chi
lo cim hay bo hoa. Chii mdt hidu sch chuyén tich day cac gia
sach. T4t ca nhitng 6ng chu cong ty nay déu ty minh lam lay ca
cong viéc ké toan va marketing. Poi lic, ho cb géng lam that tét
nhitng cong viéc 4y. D6i khi lai khong. Nhitng ngusi lam
marketing mdi quan hé thi khac, ho chi lam nhiing gi ma ho c6
thé thuc hién t6t nhét, va nhan sy gilp d& tir nhiéu nguoi khéac
trong cac linh vuc ma ho khong phai 1a chuyén gia. Nhan su
gitip d& tir ngudi khic giup ban xay dung nén méng vitng chic
hon nhiu so v&i xdy tir “gach” va “vira” thdng thuong.

3.6. Danh gia chuong trinh quan h¢ khach hang

Mot trong nhitng thudc do quan trong nhit déi vai chwong
trinh marketing méi quan hé, du 1a & thi truong tiéu ding hay thi
trudng cong ty, 1a gi4 tri tron doi clia khich hang (lifetime value
of customer). Khai niém ndy c6 thé dugc dinh nghia dudi dang
doanh thu va lgi ich vd hinh, nhu viéc gi¢i thigu san phim véi
ngudi khc, hogc cung cap thong tin phin hdi, ma mot khach
ANg mang laj cho cong ty trong khodng thdi gian trung binh cia
‘t“m quan hg giira hai bén, trlr di chi phi ma cang ty phai bo ra dé
h;l};‘;t;}rlrlarket‘i.ng’vé pfhl.J?, e khich hang 'dc'). Khich hf?mg dai
mua nhié:r}l,g o s o gllaht o h?n khach hang m(?l,’.Vi .120
nha cung cé(m’ c6 Cf’ll P};ll‘p ‘-lkch‘:’l.l thi‘ip hon, sin sa‘mg gioi th1¢:{
gid ti. “Kh:évm k‘h'acl} ang ac, \’/a dua ra thong tin phan hczf
© -l0ang thyj gian trung binh” (average lifetime) clia mo}

quan hg:: VOl khach pang s& phu thuge vao dic didm cia nganh v
san pham. Khoang (i gian quan h¢ khich hang déi véi a9
pham ti€u dung nhy panh pizza nuéng bing 16 vi song cb thé rat
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ngin, trong khi khoang thot gian quan hé trung binh d6i v&i may
tinh hay 6 t6 c6 thé kéo dai hon.

Hay léy mdt vi du gia dinh don gian cho viéc tinh toan gia
tri tron doi, gia sir mot khich hang thdng thuong ciia mot nha
hang Thanh Long ban d6 in theo hinh thitc mang di (takeout
restaurant) mua bita tdi hai lin méi thdng, véi chi phi trung binh
1a 100.000 déng cho mot don dit hang, trong sudt tdng thoi gian
nam ndm. Giao dich véi khach hang nay mang lai doanh thu I3
2,4 triéu déng mbi nam va tong cong la 12 triéu ddng trong nim
ndm. Nha hang cé thé tinh toan va trir di chi ph1 trung binh cho
thuc pham, nhan cong va chi phi hoat dong dé ra duoc muc loi
nhuén trén méi khach hang. Pay la s6 liéu co s& ma nha hang
dua vao dé do hrdng hiéu qua cua cic chién lugc ting doanh
thu, ndng cao kha ning giit chan khach hang hodc ty 1¢ khich
hang gidi thi¢u san phidm véi ngudi khdc. Mot cach khac 1a tinh
toan phén loi tirc thu duge tir mbi quan hé VO’l khach hang, hoic
khoang thoi gian cin dé dat duoc muc hoa von trén chi phi thu
hut khdch hang. Gid sir nha cung cép dich vu Internet phai du
tr 600.000 ddng/mbi khach hang méicho vige gtri thu truc tiép
va c4c hinh thirc khuyén khich dang ky thué bao.

Dua trén doanh thu trang binh tir mdi ding ky thué bao,
cong ty cin khoang 3 thang dé bu chi phi 600.000 ddng d bo ra.

Néu khich hing théng thuong sir dung dich vu 32 thang, va tao
ra 7,2 triéu déng doanh thu, ty I€ hodn von s& 1a khoang 12 14n

so véi ddu tu ban déu.
Khi khich hang di hét giai doan hon von, nha cung cdp s
¢4 loi nhudn tir hoat dong kinh doanh.
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Ngoai vi€c phén tich gia tri tron doi va ty 1€ hoan vén,
cong ty con st dung céc phuong phap khac ¢ danh gia chuong
trinh mO1 quan hé, nhur :

Theo dbi yéu ciu hoan tién, dbi phiéu thuémg, mua hang

qua the tin dung va dang ky san phim;
Theo ddi cac truong hop khifu nai va tra lai hang, phén
tich ly do khach hang roi di;
Xem xét phiéu tra 161, biéu mAu nhan xét va khao sat; va
Theo dGi hanh vi nhin chudt trén trang web dé xac dinh Iy
do khich hing & lai va 1y do khach hang roi di.
! Nhfrng cong cu ny cung cap cho cong ty thong tin vé th.ﬁ.
tw wu tien cua khéch hing, nho d6_nha quan tri ¢6 thé thay d°]
| hgqthong cua minh néu can, thiét 14p nhitng muc ti€u phu hop ¢°
thé do luong chuong trinh médi quan he.

Mot chudi khich san cs thé thiét lap muc tiéu cai thie® %
I¢ khéch quen tr 44% len 52%. Mot cong ty dat hang qua th* °
the muon giam thoi gian xir Iy va giri don hang tir 48 xudng Cé
24 gi0. Neu khio sat khach hang ciia hing hang khong cho thtré
khach hang than phién nhiéu nhit 1a vé tinh trang may b2 "
chuyén, thi ’hﬁng hang khong c¢6 thé thiét lap muc tiéu tang
[wong chuyen bay ding gid tir 87% len 93%.

[V. Quan tri quan h khach hang o

Lyu ¥ 1a mac dfl cac cong cy va ky thuét cua 9\11‘;? 301‘
hé khach hang thuong dwge Wng dung rong ral cho qu
marketing tiéu dUng nhung ngudi phy trach mua hang ' = s

\ ’ " R N . 6'
ty ciing la cac khach hang ca nhan nén quan tr1 quan
- «+ = tui I hal cho marketino B2B.
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Xuit phat va co mdi lién hé chdt ché véi marketing mbi
quan hé, quan tri quan hé khach hang (customer relationship
management - CRM) la su két hop cac chién luoc va cong nghé
nhdm ting cudng sic manh cho chuong trinh xdy dung mbi
quan hé, tdi dinh hudng toan bé té chic tip trung vao viéc lam
hai long khach hang. Kha thi hon nhd cdc cai tién cong nghé,
phuwong phdp ndy sir dung cong nghé 1am phuong tién dé quan
tri mbi quan hé, tich hop tit ci céc bén lién quan vao qua trinh
thiét ké, phat trién, van hanh, marketing, tiéu thu san phim va
dich vu khdch hang.

Quan tri quan hé khdch hang tién thém mot budc xa
hon, tich hop nhu ciu cua khéch hang vao moi khia canh hoat
dong cua cong ty, cung nhu mbi quan hé cia cong ty vgi nha
Cupg cp, nha phan phéi va dbi tic chién luge. Phuong thic nay
ket hop con nguoi, qua trinh va céng nghé, véi muc dich dai han
4 t4; da hoa gi tri khach hang, thong qua cac tuong tic va giao
dicy, goi bén déu hai long.

Khéi niém CRM ngay nay duoc xéc dmh theo ba quan
qlem Cong ngh¢, chu trinh ban hang va chién lugc kinh doanh.

Uap diém xem CRM nhu mét giai phap cong nghé dugc su
qung twong d6i phd bién. Theo dé, CRM dugc xem nhu la mot
qe théng co s0 dif liéu dugc tap hop tir nhidu nguén khac nhau,
era vio cac hé thong phin mém CRM, phuong phdp phan tich

* dua ra nhiing béo cdo, bidu bang... Tir d6 gitip cac chuyén gia
qarketmg trén ca hai thj truong B2C va B2B ¢6 cai nhin tong
ks qﬂt vé khach hang, thi truong va nhiing vin dé cin quan tdm dé

ydung mdi quan hé v&i khach hang.

; ; Muc tiéu chinh ciia CRM vén Ia thu hat va giit duogc
“oh hing bing cach tao ra nhiing gid tri toi wu phit hop vdi
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nhirng nhu ciu va mong mudn cia khich hang. Mot chién lrgc
CRM hiéu qua sé& gitip cong ty cét giam chi phi tim kiém khach
hang. Ngoai ra, khi khach hang hai long vé chit lugng cia cong
ty, ddy s& la ngudn thong tin quang céo khong tén chi phi va vo
cung hiéu qué cho cdng ty. Thong qua hé théng phén mém
CRM, céc thdng tin cua khach hang s& dugc cdp nhat va luu tri.
Dua vao nhirng théng tin ndy, cong ty cé thé phan tich va nhin
dang duoc nhitng khich hang tiém nang va lau dai dé c6 nhiing
chién lugc chim séc khach hang hop ly.

CRM la biéu hién cua su thay ddi tu duy cuia moi thanh
vién c6 lién quan trong cong ty - tir CEO try xudng, ddng thoi
ciing bao gom ca cac bén lién quan quan trong, nhu nha cung
cép, dai ly va dbi tic khac. Hiu nhu tit ca cac cong ty déu cong
nhin ring, quan hé khach h?‘mg viing chic dugc cing cb bai mbi
quan hé mat thi€t v&i cac doi tac Idn khac. Do vuot ra khoi chirc
ning ban hang, marketing hay dich vu khach hang truyén théng,
nén CRM doi hoi su cam két tir trén xudng va phai thAm vao
moi khia canh cta hoat dong kinh doanh. Céng nghé giap viéc
ndy tro nén kha thi, nho' cho phép cong ty - bt ké c6 quy mo
nhu thé nao va pham vi kinh doanh xa dén dau - quan tri moi
hoat dong gilra cac chiic ning, cic dia diém va cic dbi tac, bén
trong ciing nhu bén ngoai.

4.1. Lgi ich cia CRM

Hé théng phin mém CRM c6 thé xir ly khéi luong 16n d¥
liéu vé khach hang ma cdng nghé cho phép cong ty thu thé}?-
Céc cong ty B2B ciing duoc hudng loi twong tu nhu nha ban le
Thi dy, mot cong ty Viét Nam 1 Salenoptic, nha san xuat va
kinh doanh hang ddu céc loai kinh deo mét, cung ing si va
rér lnai oono kinh. trong kinh. kinh mat. kinh tiép xic me
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(soft lenses). Salenoptic di du trr day chuyén thiét bi gia céng
cua hﬁng Gerber Coburn (M¥) san xuét cac loai tr()ng kinh da
dang ve chung loai (thuy tinh, plastic, phin cuc, d6i mau...);
cung cép céc loai kinh mét véi d6 kinh phirc tap (can vién, loan
thi cao d6) bing cic nguyén liéu phdi kinh cao cdp dam bao
mong, nhe, chinh x4c va hoan chinh kinh mit trong thoi gian
nhanh nhét. Céc loai vét tu, nguyén liéu nhap khiu dé san xuét,
gia cong lp rap cic san phim dat chudn sir dung trong nganh
quang hoc. Salenoptic, khoéng chi tu vdn cho cic dai ly gidp
khach hang chon lua céc loai trong kinh, gong kinh phu hop
cho yéu cdu quang hoc ma con dap tmg duoc vé mit thim my.

Salenoptic di sir dung phin mém SAP dé ning cao chit
lrong cia cdng tic theo doi béan hang va hang hwu kho, nhe do
c6 thé cap nhat nhitng mét kinh mdi nhat, gidp cac dai ly nhap
thém nhitng mit hang ban chay va ting doanh thu. Trudc khi
trién khai phn mém nay, “ching t6i khéng co df{ liéu diy du va
chinh xdc vé& thi hiéu ctia khach hang, doanh s cta timg khu
vure va tham chi cd dit liéu hang lru kho ciia minh. Ching t6i chi
ra cic quyét dinh thiét ké, luu kho va marketing dua trén truc
giac va gia dinh”, Phé Chu tich phu trach marketing clia cong ty
cho biét. Hién nay, “toan bb cong ty hoat déng trén cling mét co
s¢ dit liéu, viéc ndy gilip loai bo tinh trang 16n xn, du thira va
gitip diy nhanh dich vu chim soc khach hang... Hién tai, ching
tdi c6 thé tur van cho céc dai ly vé miu san phim nén nhdp, va
nhap vm sb lugng bao nhiéu. Chung toi cling c6 thé glup ho thy
duoc, néu nhip kho 10 sin phim ban chay nhit mdi tudn, thim
chi mé rong khong gian trung bay kinh, ho c6 thé ting doanh
thu. Hé théng nay da thay déi hoan toan céch thirc ban hang cia

ching toi voi cac dai ly”.
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Lua chon hé théng phin mém CRM thich hop c6 y nghia
quan trong ddi v&i thanh cong cia toan bd chuong trinh CRM.
CRM c6 thé dugc sir dung & hai cép d6 : theo yéu ciu, qua mang
Internet nhu mdt dich vu nén web (web-based service); va tai co
s0, dugc cai ddt ngay trén hé théng may tinh cua cong ty. Cong
ty c6 thé chon mua hé thdng tir cc nha cung cip ung dung nhu
SAP hay Oracle, hodc thué ing dung CRM luu trit qua cic trang
web nhu Salesforce.com hay Salesnet. Viéc mua nhung hé
théng duge thiét ké riéng theo dic diém cua cong ty c6 thé t6n
kém hang triéu d6-la va mit nhiéu thang dé trién khai, trong khi
thué céac giai phap luu trit 1& cach phat trién va khai thac nhanb
va kinh té hon nhiéu véi cac cong ty Viét Nam. Tuy nhién,
phuorng an mua tron goi cho phép cong ty mo rdng va tuy chinh
hé théng, trong khi phuong an hé thong lwu trit lai han ché hon.
Ngoai ra, nhung nguoi lam marketing gidu kinh nghlem ciing

canh bao rang, cong ty dé gip khé khin véi mot hé théng qud
phirc tap khién nhan vién khong biét sir dung,

Luu y 14, cac gidi phap phin médm chi 1a mot thanh philrl
dé tao nén chuong trinh CRM thanh cong. Nhitng cong ty hoat

dong hiéu qua nhét coi chwong trinh quan tri quan hé khach
hang 1a mot chién lugc kinh doanh thudn tay, trong d6 cac cé

nhdn, quy trinh va cong nghé duoc t§ chic xoay quanh vi€¢
cung cap gia trl vugt trdi cho khach hang. Phin tlep sau day st
tim hidu mdt sb chién luge cu thé ma cong ty c6 thé ap dung.

Hé théng CRM thanh cong thudng c6 cac wu didm sau

Tao ra mdi quan hé hop tac voi khach hang theo nhin
cach thirc phil hop véi st ménh va muc tiéu cia cong ty.

Cat giam chi phi bing cich trao quyén d& khach hang !
tim kiém thong tin can thiét cho viéc quan trj don dat hang.
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Ning cao chét luong dich vu khich hang bing cach tap
trung dit liéu va giip nhan vién ban hang huéng din khich hang
truy cap thong tin.

Giam thoi gian phan hdi, qua d6 gia tang su hai long cua
khach hang.

Néng cao long trung thanh cia khach hang va kha nang
giit chan khich hang, diéu ndy din téi hanh vi mua lai va mua
méi nhiéu hon nho hiéu ¢ng truyén miéng.

Cung cip biic tranh toan canh vé khich hang.

C6 thé do ludng két qua clia hé théng CRM.

Khi nén tang da sin sang, gidi phap cong nghé sé& gidp
cong ty hiéu r hon tung khach hang va nhu ciu cua ho.

Marketing méi quan hé khong dién ra mét cach ngiu
nhién. D6 la mdt chién luge thén trong va cé kha ning mang lai
loi nhudn, tip trung vao viéc lam hai Iong khach hang hién tai,
hon la tim kiém khach hang méi. Vay, ban cé thé ap dung
nhitng cach thic nao dé lam sdu sdc hon méi quan hé cia minh
véi nhitng khach hang quan trong nhét ?

Hay dam bdo ban c6 cong cu phi.hop. Bing cich sir dung
mdt céng cu ph?m mém chim séc khach hang théng nhit nhiéu
trng dung riéng 1¢, trang web bédn si va ban lé cho cd khach hang
ca nhén va td chirc 13 Kinhtetuanminh.com di ting mirc dd hai
long cua khach hang 1€n 10% va dz:ln, dﬁu'trong C4cC trang mang
va la cong ty cé dich vu khach hang t6t nhat & Viét Nam.

Hiéu r6 khich hing cia minh 13 ai. Nhiing phin mém
quan tri quan hé khach hang hién nay cé thé mang lai buc tranh
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rd rang vé thi hiéu cua khach hang, nhitng diém ho thich va
khong thich ¢ san phadm.

Chia sé théng tin vé khach hang dé tit ca nhan vién lam
viéc truc ti€p véi khach hang co thé sir dung cho vidc cing cb
16ng trung thanh cua khach hang, tir d6 tao ra giao dich phuc vu
ban hang.

Pao tao dé chia sé quan dlem dinh huéng khach hang,
khlen nhan vién hiéu r5 ky vong vé long trung thanh ciing nhu
su cAn trong ma ban mudn ho thé hién véi khach hang.

Xem xét viéc két ndi véi khach hang qua blog vé san
pham, dich vu, céc phat minh méi, cac chuong trinh ban hang,
cac su kién dic biét. Phai lam sao d& cac bai viét lién quan dén

nhu cdu clia ho vi nhitng binh luin chinh déng cta ho thudng
xuyén duoc cdp nhit, doc cung nhu phan hdi.

Du ban cé viét blog hay khdng, hay duy tri nhitng trao doi
déu din véi khach hang thong qua nhiing thong bdo ngin gon
truc tuyén hoic qua thu. Hay thé hién chung bang mot phoné
céach chuyen nghiép va b sung bing thiép chic mirng cd nhar
hodc thu nhic dich vu déi véi nhitng khach hang dic biét.

Co chuong trinh wu dii cho khach hang dic biét. Nha hang
c6 thé phuc vu khach hing than thiét mon trang miéng mién ph"
nha ban 1& c6 thé t§ chic chuong trinh tang thuong cho khacl
hang than thiét, thim chi nha si ¢ thé cung cép dich vu far?
sach ring mién phi cho khach hang méi dugc gidi thidu.

Hay linh hoat. Néu tuan thi cc chinh sach qué cing nhi®
ban s& mAt nhiing khich hang ma Iz ra vén dé cua ho da U7
gidi quyét theo céch khac.
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Vin dé véi hé thong CRM

CRM khéng phdi la chiéc diia than. Chién luoc nay cén
dugc suy tinh thiu ddo tir trudc, va moi thanh vién cia cong ty
phai tin tuy, ciing nhr hiéu cich sir dung hé théng. Néu khong
ai van hanh dugc hé thng, d6 sé 14 sai lim dit gia.

Cac chuyén gia cho r?mg, thit bai voi chuong trinh CRM
thudng bt nguon tir thit bai ciia cong ty trong viée té chirc hodc
tai co cdu céc cd nhin va quy trinh kinh doanh dé tin dung
nhitng loi ich ma hé théng CRM mang lai. Ching han, ¢ thé
nhin vién ban hang cin dwoc trao quyén dam phan gid voi
khach hang dé két thic thém nhiéu giao dich ban hang véi
CRM, nhung néu céng ty khong diéu chinh chinh sich dinh gi4
tdp trung, n luc CRM sé bj cén trd.

Thit hai, néu nhan vién ban hang va nhin vién chim séc
khach hang khong cung cép dit liéu ddu vio cho qua trinh CRM
trong khi thiét ké, ho c6 thé khong sén long sir dung cong cu du
dugc dao tao dén dau. “Diéu quan trong 13 phai truyén théng hét
Sttc 16 rang vé nhitng loi ich cia CRM, dao tao nhin vién sit
dl.lng né va c6 ngudi, chuyén trich “tai chd” dé h trg nhin
Vién”, mot giam dbc marketing dang gidm sat trién khai bén
Chuong trinh CRM cho biét.

Yéu t6 thir ba 1a mt s6 “thAt bai” cia CRM thuc chét da
rr1<'ing lai it nhiéu thanh cong, song cong ty hodc ngudi diéu hanh
:gtt;i ky vong qu’a'l ca?. V‘iéc cc") y tufmg thuc té vé nhfh}g gi ma
‘/i'é o.n;g CRM (,:O thé hoan thanh ciing quan trong khong kém

*C tri€n khai no.
. vaCUéi cfmg,. AVié? thue su h’i.éu k!)éch ‘ha‘mg, h,iéu nhu cﬁq CflEll
> Va su khac bi€t ciia ho so véi khch hang truéc diy 1a yéu td
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thiét yéu trong bét ky du an CRM thanh cong nao. Hanh xir thd
15 12 mot trong nhitng cach d& danh mét khach hang hoic hiy
hoai mdi quan hé kinh doanh nhét. Cu xir t5t luén c6 loi cho ca
hai bén.

Gianh lai khach hang da méat

Khach hang roi bd h;‘mg héa va dich vu cia td chic vi
nhiéu 1y do khac nhau. Cé thé ho cam thiy chan, chuyén di noi
khac, khong cin dung san phim nita, hodc da thir va thich san
phdm canh tranh hon. Mét thanh phin ngay cang quan trong
trong mot chién lugc CRM thanh cong la gianh la1 khach hang

(customer win-back), qua trinh khdi phuc lai mbi quan hé da
mat v&i khach hang,

Trong nhiéu truong hop, mbi quan hé dang x4u di c6 thé
duoc khoi phuc lai bang phuorng phap thich hO’p Trong mot
cudc phong vén c6 dit camera b mat, khi mdt s6 khach hang
phan nan ve banh pizza, hing Domino Viét Nam da tung ra mot

chién dich quang co c6 tinh chit dén trude, sir dung chinh 101 1€
cua cac khach hang 46, chang han nhu

*“hoan toan ching c6 mui
vi gi”

“trong nhu tim bia ciing”. Sau do, bép trugng cud
Dommo s s€ t&1 tdn nha khach hang nay va moi ho ném thir loal
banh pizza méi da ci thign chit leong, va chr khéch hang thay
d6i y kién. Mot quy tic hiry hleu 51 véi cac nha cung cép dich

vu 1 tién liéu diém phat sinh vép ¢a va tim cach ngén chén ngay
tir dau,

Phan thir hai cta chién luge ndy 1 chip nh4n ring sai [am
s& xdy Ta ngay ca véi nhing hé théng tdt nhét, va do do phé!
thiét 14p céc bién phap khoi phuc dich vu chit luong cao tai ¢4
khau mé nhan vién duoc trao quyén hanh dong.
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. ndi dung chirong 2.

Tl

So sinh sur khac biét giira marketing giao dich va marketing
mbi quan hé.

Marketing giao dich chi nhitng trao déi giira ngudi mua va
nguoi ban, cé dic trung la hoat dong truyén théng han ché, it hodc
khong c6 mbi quan hé tiép dién giira cac bén. Marketing mdi quan hé
1a viéc phat trién va duy tri mdi quan hé dai han, hiéu qua vé chi phi
v6i khich hang, nha cung cp, nhin vién va cic déi tac khac vi loi ich
chung.

Xic dinh va gidi thich bon thanh phin co bin trong hoat
dong marketing méi quan hé va tdm quan trong ciia hoat dong
marketing ngi bg.

Bén thanh phén co ban ciia marketing méi quan hé la cong nghé
Co s& dir liéu, marketing dya trén co s& dit lidu, giam sat mdi quan hé
va chuong trinh quan tri quan hé khach hang (CRM). Céng nghé co s&
dir ligu gidp xac dinh khach hang hién tai va tiém nang. Marketing
dya trén co s¢ dir liéu phan tich thong tin ma co s& dir liéu cung cép.
Th'c‘mg qua hoat dong marketing mbi quan 'hé, cong ty giam sat tung
Mdi quan hé. Véi hé thong CRM, céng ty dinh huéng moi bé phin
Cla t4 chirc thanh mot tip thé théng nhit c6 su gin két chat ché véi
khach hang. Marketing néi bo bao gém céc hoat dong dién ra trong
N0i b cdng ty, nhim gitip moi nhin vién hiéu, chip nhén va thyuc hién
Vai trd clia minh trong chién luoc marketing.

Xic dinh ba c4p d ciia phd marketing méi quan hé.

. Ba cip do cua phd marketing méi quan hé bao gdm : (1) tap
+ng vao gia, (2) twong téc xd hoi va (3) quan hé hop tc phu thujc
‘\af} nhau, § cdp thir nhat, nguoi lam marketing sir dung céc wu dai taj
‘hinh ¢4 thu hat khach hang. O cdp do thir hai, ngudi lam marketing

M gia vao cic tuong tac xd hdi v6i ngudi mua. G cdp d¢ the ba,
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ngudi mua va ngudi ban tré thanh ddi tac kinh doanh thét su.

Giai thich cach thirc cdng ty c6 thé ning cao su hai 1ong ciia
khich hang

Nguoi lam marketing theo ddi sy hai long cua khach hang
thong qua nhiéu phuqng ’phép‘nghién ciru marketing khac nhau. Ho
tim klém thong tin dé thau hiéu mong muébn va ky vong cua khach
hang vé hang héa hodc dich vu. Ho ciing thu thap y kién phan hdi cia
khach hang théng qua cic phuong tién nhu tdng dai dién thoai min

phi va trang web. Sau do, ho sir dung thdng tin nay d& cai thién hoat
dong.

MO ta cach thire cong ty xay dung mébi quan h¢ nguoi mua -
ngudi ban.

Ngudi lam marketing cic hang hoa va dich vu nhan thiy, ho
phai lam nhi€u viéc hon 14 chi don gian tao ra va ban sén.phém. Mot
ly do khién khach hang ca nhin va t3 chic hinh thanh méi quan hé
tiép dﬁién 1a mong muon han ché lya chon. Thong qua méi quan hé, hC:>
CC;’ thé don giéﬂ hoa viéc thu thip thong tin va toan bd qua trinh mus,
cling nhw gidm nguy ca khong hai long, Mét trong nhing déng luc
chinh thic day sw chuyén i tir marketing giao dich sang marketing
moi quan hé 1a cng ty nhn thiy, viéc duy tri khach hang co tidm
nang lgi nhudn cao hon nhiéu so véi dd méit ho. Marketing dua trén co
s& dir ligu 1a cong cu dac biét higu qua giap xdy dung quan‘ hé, vi no
cho phép nguoi ban sang loc tir 5§ lugng 16m dir liéu vé théi quen hodc

s6 thich mua hang cua hang nghin thim chi 1a hang tri¢u khach hang
tir nhiéu nguon cung ¢ap khac nhay,

Giai thich phuong phip quin tri quan hé khach hang va val
tro ciia cong nghé trong qua trinh xay dirng quan hé.

Quan trj quan hé khach hang 13 t3 hop chién hrgc va cong nghf
nhim ting cudng sirc manh cho chuong trinh quan hé, trong d6
chirc 44 toan b bd may tAp frung vao viéc lam hai long khach hang
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Nh¢ nhitng tién bé cong nghé méi gitip ndng cao tinh kha thi, chuong
trinh CRM sir dung don bdy cdng nghé lam phuong tién dé quan tri
quan h¢ khach hang va tich hop tit ca céc bén hiru quan vao qua trinh
thiét ké phat trién, van hanh, marketing, ban san phim va dich vu
khach hang CRM cho phép cong ty quén trj khéi luong dir ligu khdng
16 tir nhiéu ngudn khac nhau, nhim ning cao su hai long cua khach
hang Nhitng cong ty hoat dong hiéu qua nhét sir dung CRM nhur mot
chién lugc kinh doanh hoan chinh, trong d6 con nguorl quy trinh va
céng ngh¢ dugc té chic tap trung vao viéc mang dén nhitng gia trj
virgt trdi cho khach hang, Su phat trién manh mé gén day cia CRM la

dudi hinh thire quan hé o, theo d6 ngudi mua va ngudi ban rat hiém

khi gap mit truc tiép.
M5 ta mdi quan hé ngu01 mua - nguoi ban trong hoat djng

marketing cho khach hang td chiic, va xéc dinh bon kiéu quan hg

hep tic kinh doanh.

Bing viéc phat trién mdi quan hé ngudi mua - nguoi ban, cic
cdng ty cung nhau hop tac vi loi ich chung. Céc loi fch c6 thé 1a gia
thiét bi ré hon, cung cap hang dyr trix, nhanh hon, chét lugng hodc do

tin cdy cao hon, san phim cé tinh ning dép img yéu cau va cic dicu
khoan tai chinh wu dii hon. Bén loai hinh quan hé hop tic kinh doanh
la quan hé hop tic mua, hop tic ban, hop tdc ndi b va hop tac theo
chiéu ngang. Du theo loai hinh gi, cdc débi tac cling thudng c6 chung
gia tri va muc tiéu, diéu nay gidp lién minh bén virng lau dai. Hai loai

hinh quan hé hop tac marketing la hop tic nhan hi¢u va marketing
cong sinh.
M6 ta cach thirc hoat dong marketing cho khach hang to chirc

két hop céc hinh thirc : ban hang cho khach hang lon, trao ddi dir licu
dién tir va dich vu web; qudn tri du trir kho bdi ngudi ban; lép ké

hoach phdi hop, du béo vi b6 sung; quan tri chudi cung ng va thanh

lap lién minh.
Cac chinh sach ban hang danh riéng cho khich hang 16n la cich
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thirc chirng to sur cam két chic chic ciia cong ty dbi véi nhig khach
hing quan trong nhét, gitp ning cao hidu qua hoat ddng cho ca hai
bén. Viéc sir dung hinh thirc trao d6i dir liéu dién tir gitip cong ty giam
chi phi va ning cao hi¢u qua ciing nhu kha ning canh tranh. Dich vu
web 1a tmg dung phin mém cho phép cong ty vin c6 thé truyén thong
va trao ddi thong tin qua Internet du sir dung nén tang cong nghé khac
nhau. Quan tri dy trir kho bdi ngudi ban (VMI) 1a hé thong trong do
ngudi ban cé thé tw dong nhap hang cho khach hing theo sb lugng da
thoa thuén trudc. Chuong trinh hop tac 1ap ké hoach, du bao va bd
sung (CPFaR) xay dung ké hoach va du bao dua trén nd luc phéi hop
gitta ngudi mua va ngudi ban. Quan tri chudi cung Umg gitp ting
cudng d6i mdi, gidm chi phi, cai thién cach giai quyét xung dot va
hoat déng truyén thong. Lién minh chién lugc cé thé gitp cac dbi tac
dat duoc loi thé canh tranh trén thi truong.

Xdc dinh va danh gia nhirng phuong phip do lwong, ciing
nhe ky thudt dinh gia phd bién nhit trong chuong trinh
marketing moi quan hg¢,

Hiéu qua cta chuong trinh marketing mbi quan hé co thé duoc
do luong b?mg nhiéu phuong phép khic nhau. Mt trong sb do 1a
phuong phap tinh gia tri tron doi ciia mét khach hang, cin cu véq
doanh thu va lo1 ich vd hinh ma mét khach hang mang lai cho ngud
ban trong khoang thoi gian trung binh cia mdi quan hé, trir di chi phi
cong ty bo ra dé thu hat, marketing va phuc vu khach hang dé. VC_’l
phuong phap nay, cong ty c6 thé xac dinh chi phi dé phuc vu mo!
Khach hang va xay dung céc chinh sach ning cao lgi nhuan. Phuong
phéap hoan von tinh thoi gian dat ¢én didm hoa vén dya trén chi 1?1"
thu hut khach hang. Cac phuong phap khac gdm co theo doi giao d!‘ih
mua hang co sir dung khuyén mai chiét khiu hay phi'éu giam gia 11.05.10i
thé tin dung, theo doi cac truc‘n}g hop khach hang khiéu na1 hodc tr?,wh
hang. Xem xét y kién phan hoi, nhdn xét va cac cude dicu tra 1<hﬂc;i
hang. Nhitng cong cu nay cung cap cho to ght’rc thdng tin ve cac mo
quan tam hang dau cta khach hang, nhd thé nha quan tri c6 thé tha
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déi hé théng va dit ra nhing muc tiéu ¢6 thé luong héa.

1 C.lu héi 6n t.lp va thio Iuan B

R R N
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1. Piém khic bu_:t chu yéu giita marketing giao dich va
marketing méi quan hé 14 gi ? Giai thich va minh hoa bing tinh huéng
cua-cac cong ty Viét Nam.

2. Néu bdn thinh phin co ban cua hoat déng marketing mébi
quan h¢. Gidi thich va minh hoa bing tinh hudng cia cdc cong ty Viét
Nam.

3. Tai sao hoat dng marketing ndi bd lai quan trong vdi cong
ty ? Giai thich va minh hoa tir tinh hubng ctia cdc cong ty Viét Nam.

4. Hay xac dinh ba cap d6 cua pho marketing mbi quan hé. Cap
dé nao phirc tap nhit ? Tai sao ? Giai thich va minh hoa bang tinh
huéng cua cic céng ty Viét Nam.

5. Su hai 1ong caa khach hang dugc do luong trong thue té nhu
thé nao ? Giai thich va minh hoa tir tinh hubng céc cong ty Viét Nam.

6. Néu nhiing cach thic ma nguoi lam marketing cé thé sir
dung dé thu thip phan hdi cia khich hang ? Giai thich va minh hoa
béng tinh hudng cia cac cong ty Viét Nam.

7. Mo ta hai cach thuac gigp ngum lam marketmg git chin
khach hang. Gidi thich va minh hoa bing tinh hudng cua cic cong ty
Viét Nam.

8. Liét ké ba né luc gitp bién khach hang thanh ngudi ung hd
san pham. Giai thich va minh hoa bang tinh hudng cia cic cong ty
Viét Nam.

9. Dinh nghia quan trj quan hé khich hang. Néu tom tit hiéu
biét ctia ban vé quén tri quan hé khach hang.

10. C6 hai kiéu hé théng CRM chinh yéu nao ? Giai thich va
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minh hoa b?mg tinh huéng cua cac cong ty Viét Nam.

11. Mb ta hai budc ma cong ty co thé tién hanh dé khoi phuc
moi quan hé d3 mat. Giai thich va minh hoa bang tinh hudng cua cac
cong ty Viét Nam.

12. Quan hé hop tac marketing cong ty cé bén loai hinh chinh

n20 ? Giai thich va minh hoa bing tinh hudng cia cic cong ty Viét
Nam.

13. Phan biét giita hop tac nhdn hiéu va marketing cong sinh.
Giai thich va minh hoa bang tinh hubng ctia cac cong ty Viét Nam.

14. Néu bén cong cu ma cdng ty co thé sir dung dé ting cudng

mbi quan hé nguol mua - ngudi ban trong thi truong B2B. Giai thich
va minh hoa bang tinh hubng cua cac cong ty Viét Nam.

15. Quan tri hiéu qua chudi cung u’ng mang lai nhimmg loi cu

thé gi ? Giai thich va minh hoa bang tinh hudng cia cac cong ty Viét
Nam.

16. Dinh nghia gia tri tron d0i ctia khach hang.

17. Tai sao khiéu na1 cua khach hang lai 1a thong tin c6 gia tri
dé danh gia chuong trinh mbi quan hé vdi khach hang ?

Bai tdp lam theo nhom

1. Cung mét sinh vién khac, hay chon mot trong céc cong ty
dudi day. Lap ké hoach thu hut khach hang & cép do diu tién cua pho

marketmg méi quan hé - cAp gi4, va dua ho 1én cap tuong tac xa hoi
tiép theo. Trinh bay ké hoach cta ban truéc 16p.

Dich vu chim séc thii nudi hd khi chu ving nha.
Spa cham soc sic dep.
Cong ty san xuét vot bong ban.

Cira hang thirc an nhanh.
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2. Ciing mdt sinh vién khéc, lya chon mét céng ty ma ban biét,
va giiip cong ty d6 xdy dung chuong trinh marketing t&i khach hang
than thiét. Va hay thiét ké chién dich marketing tir co sg, marketing
lan truyén hodc marketing loan tin cho cdng ty ma ban lua chon. Hay
trinh bay chién dich cua ban trudc 16p.

3. Co s& dif liéu cia mot chudi khach san co chira cac théng tin
vé khach hang tir cic cong ty, bao gom théng tin nhin khdu hoc, sb
lan lyu tra va so thich phong nghi. M6 ta cach thirc chudi khach san
c6 thé sir dung thong tin dé phat trién mot 50 chuong trinh marketing
méi quan hé. Béng cich nao chudi khich san co thé sir dung co s& dir
lidu téng quat hon dé xac dinh khach hang tiém ning va didu chinh
hoat ddng truyén théng ciia minh véi déi trong khach hang nay ?

4. Lua chon mot cong ty cua dia phuong. Tim hiéu cang nhidu
thOng tin cang tot vé co s¢ khach hang, chién luoc marketing va céc
chirc ning ndi bo cia cong ty. Hay xem x¢t liéu quan tri quan h¢
khach hang c6 ting curong loi thé canh tranh cua cong ty khong ? Bao
V& quan diém cia ban trudc 1op.

5. Lua chon mét cong ty san xudt nhitng sdn pham chit lugng
Cao, ma ban thit sy ua thich, bat ké do la tii xach tay, thiét bi dién t,
kem hay quan bo. Béy gid, hay tim cho cong ty mot déi tic, ma theo
ban c¢ thé tao thanh lién minh chién lugc tuyét vori. Hay viét ké hoach
hoat dong cho lién minh nay, giai thich tai sao ban lai lua chon nhu
Vay, nhirng muc tiéu ban mong mubdn hai cong ty dat duoc, va ly do

ién ban cho ring lién minh sé thanh cong.

Bai tdp phan bi¢n

1. Gia sir ban duoc giao nhiém vu tu van marketing cho mét
fha hang chuyen ban cac mon dic san cua ving nhu nha hang Ngon
Vi cac mén dn quoc hdn quéc tiy’ ’* dac trung cho ba mién ctia Vit

am. Chu nha hang rét quan tam dén sy hai long cta nhan vién. Khi

An dén tham nha hang, ban sé tim kiém d4u hiéu nio dé xac dinh sy
4 long cua nhan vién ? Ban s& dit céc cau hoi nao cho nhin vién ?
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2. Kicu tuong tac xa hi nao cé thé phi hop va hiéu qua dé mét
cong ty tai chinh hay ngin hang dia phuong gan b6 hon vdi khach
hang cua minh ?

3. Mot cira hang kinh doanh quén 4o co thé thuc hién nhitng
budc nao dé gianh lai khach hang da mat ?

4. Giai thich tai sao mét cong ty 1on nhu General Mills r}én ap
dung céc chinh sach ban hang danh riéng cho khach hang 1gn dé cung
c6 mdi quan hé véi mdt chudi siéu thi 1on.

5. Tai sao viéc tinh toan gia tri tron doi cia khach hang la1
quan trong ? Hay liy mot thi du dé minh hoa.

Bai tap dao dic ang xir

Gia sur ban lam viéc cho mét cong ty ban db dung gia dung nh}r
ti lanh, 16 vi séng, may rira bat va may sdy. Cong ty cia ban dang maf
dan khach hang, nhung dudng nhu moi viéc déu bé tac vi khong a!
hiéu rd nguyén nhan. Tinh thin lam viéc ctia nhén vién tut doc. Ban
tin réng, cong ty duogc diéu hanh boi nhitng nguodi chu tén tam va
trung thuc, ludén mudn lam hai long khach hang, Mgt ngay no, bar
nghe thdy mét nhan vién kin ddo khuyén khach hang ticm ning nct
mua d6 ctia ctra hang khac. Ban nhén ra van d¢ 1on nhit cua cong ty |t
nhan vién khong hai long — diéu nay dan t&i tinh trang mat khach hank
bén ngoa.

1. Ban c6 noi chuyén v6i nhan vién do vé vin dé nay khong?

5 Ban c6 hoi nhan vién do 1y do ma anh ta/cé ta ddy khad
hang sang cia hang khac khong ?

R » . e a4 and

3. Theo ban, chi cong ty nén thuc hi¢n nhiing buoc di nao
kiém soat tinh hinh ?

£ A A nA 0
4 Theo ban, phai xir 1y tinh hudng trén nhu the nao cho
thoa nhat. N6i ro quan diém va giai phap cta ban.
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Tinh hudng 1 : Marketing cho khich hang B2B tai hing lir
hanh Victravel Vi¢t Nam.

Nhu bit ctr ngudi lao dong Viét Nam nao khac, tinh dén thoi
diém vé lu, c6 I& ching ta di nhin dugc hang nghin mén qua ma
Chéng bao gio dung dén, tir cﬁp trén, khach héng vé’ cac nha cung {rng.
Nio 1a nhitng chiéc ghim bim, but xéa, dong ho dé ban chay pin mit
troi, dung cu dong tai liéu, may tinh gia ré, va tat nhi.én la cd hang
déng chiéc tii xach dau dau ciing thdy, in logo va khau hiéu quang
¢éo cho nhitng san phdm ma ching ta khong mudn va ciing sé chang
bao gid so hiru.

Vietravel Viét Nam tran trong nhitng viéc ching ta dETl lflll‘] V'é‘l
muén nhitng nha quén trj ting thudng cho ching ta nhitng mon fié tot
Va gidu y nghia hon. Vi Ig d6, ho da trién khai chuong tri'nh q}m t:mg
Cong ty dé giip cdc cong ty 16n thé hién 101 cém:orn ClAla mnAnh nyl
Phong cich déc dao, méi la hon. Nguyén Hung Quoc, mot nhin vien
hugng din du lich da néi vé cong ty lir hanh Victravel Vi¢t Nam cua
Minh nhu sau :“Moi thir ¢éu danh cho cdc chuyén di va mol t.hlf d?u
hity ich. O cac cong ty 16n, moi ngudi phai di lai t}lucmg xuyén, cc‘)n
Chiing t6i thi hiru dung, nén ching toi qua thit la Ehng lra Chc’in ho"'_“

40 cho mét mon qua tang cong ty"- Dé tranh vicc tz,{r}g qua tz‘.u:g ]a,l?
Chuyén vién tu vén cia Victravel Viét Nam s& lam viéc truc ticp vol
%dc khach hang cong ty dé tim ra mon qua pht hop.

Victravel Viét Nam qud thit c6 1ong khi (ihﬁm lo f:ho ngudi lao
dé“g Viét Nam, nhung chuong trinh qua tang cong ty nay cung mang
i loi fch cho ho. Mic di Vietravel Viét Nam da rat thanh cong trong

0 nim déu kj11i1 doz'mh, va cong ty 0 ké hoac‘h ma thém it nl}z.lt 20
*hi nhanh méi trong mgt vai nam toi, song diéu quan Erongudm“vm
!Vln hi¢u nay 1a lam 520 duy tri cam nhan vé m?t n¥1an lncu’ncng
%, doc dao. Mot phén cua viéc nay chinh 1a phai tranh su cam do
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clia cac quang co tra phi hip din. Ngoai phuong 4n quéang céo, cong
ty st dung chuong trinh qua téng cong ty dé dwa san phdm cia minh
dén tay khach hang bén 1é cudi cing, nhitng ngudi hay di cong tac.
Nhiéu cong cu tim kiém lir hanh truc tuyén cua Viét Nam gé‘m day da
dit mot sé luong 16n tai dung ho chiéu va cip dung tai liéu Vietravel
Viét Nam. Vietravel Viét Nam dong y in tén cua ho én cac san phim
va cac cong ty lir hanh truc tuyén giri tang cac sin phdm nay dén
nhirng khach hang phu hop nhét. Chuong trinh da thanh céng vang doi
dén khach hang B2B & Viét Nam va Vietravel Viét Nam thay cac yéu
cau tuong tu gia ting.

Trén thi truong ban budn, Vietravel Viét Nam da thanh céng
trong viéc xac dinh nhitng khach hang cung chung y tudng nhu hing
hang khong Vietjet Airs va Vietnam Airlines. M6t trong nhitng méi
quan hé hop tac thanh cong hon la vdi Vietjet Airs, mot hang hang
khong chuyén phuc vu nhitng ngudi du lich tré tudi, sanh soi
Vietravel Viét Nam cung cip mét sé san phim du lich 1 hanh cung
v&i nhan hiéu Vietjet Airs qua cac cira hang cia hang hang khong nay.

Vietravel Viét Nam hy vong c6 thé bit diu ban budn san phin
cho céc cira hang cao cép va cac chudi khach san sang trong. Trud¢
day Vietravel Viét Nam ting hop tac véi mot khach san, song md
quan hé nay khong may thanh céng. Mot xu huéng méi ndi Ién tron|
cac khach san cao cap 12 mt mini bar mo rong c6 thé ban db m;
phédm cao cép va cac san phdm du lich khac cho nhitng nguai n
hirng mua hang vao t6i mudn. Cac chuyén gia marketing ciia Victrave
hy vong s& som nhin thdy san phim Vietravel Viét Nam bén canh cé
thanh s6-co-la.

So sanh thi truong ban 1€ clia Vietravel Viét Nam vai thi truon
cong ty, cac chuyén gia marketing noi :“Py c6 phai 1a phan khac gh
phén khich nhat khéng ? Khong. Nhung viéc kinh doanh (¢ day) kI
dé dang”.
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Cau héi on tap va thio lun :

1. Hoat dong marketing sin phim ctia Vietravel Viét Nam duéi
dang qua tang cho nhitng cdng ty lir hanh truc tuyén co tdc dong nhur
thé nao dén doanh thu cua Vietravel Viét Nam ?

2. Mau thuin tiém tang nao co thé phat sinh giira hoat dong ban
budn cua Vietravel Viét Nam cho cac hing hang khong nhu Vietjet
Airs va Vietnam Airlines véi hoat dong ban I¢ cua ho ? Theo ban,
chién lugc ban 1¢/ban buén cua ho kha thi khéong ? Tai sao ?

Tinh hudng 2 : Cisco Systems gidi quyet vin dé kinh doanh
ciia khach hang B2B thong qua xiy dung moi quan h¢ hop tic.

C6 18 ban d3 timg nghe néi vé Cisco Systems. D6 Ia cong ty
thuc hién nhitng doan quang cao hap din mang ten “Mang lu6i con
ngudi”. Hang cling san xuat nhitng thiét bi dinh tuyén Linksys Internet
khéng day quen thudc va sg hitu Pure Digital Technologies - cong ty
sin xudt cdc may quay video Flip hop thoi trang. Nhung hdu hét
nhirng gi Cisco ban khong phai 1a cho ngudi tiéu dung thuong xuyén
nhur ban va téi. Cisco 14 mot cong ty dang tin cdy va dang chit B2B.
Trong thuc té, ho timg dugc tap’ chi BtoB vinh danh 1a “don vi lam
marketing Xuét sac nhiéu nim lién”. Ba phan tu doanh s6 ban hing
ctia Cisco thudc vé cac thiét bi dinh tuyen chuyen mach, va mang luéi
cong nghé cao - nhitng céng nghé gitip dir liéu di chuyen trong khong
gian mang 24/7. Tuy nhién trong thap ky qua, Ngoai tat ca phan cung
do, Cisco da di tién phong trong linh virc cong cu mang Internet thé h¢
tiép thco, tir an ninh mang, hp set-top dén cac hoi nghi truyén hinh.

Tuy nhién, Cisco khéng chi 12 mot ga khong 16 nganh cong

nghe cao cung cép thiét bi va phan mém cén thiét cho cac cong ty

muén duy tri hoat dong Internet va mang ndi bd. Cisco luon hudng vé

phia truoc dé chuyen ddi tir vai tro cia mot nha san xudt sang vi tri

ctia mét hing tu vdn hang diu. D thuc hi¢n diéu do, Cisco da hoan
thién mot khai niém chinh gitp van hanh ca cong ty ciing nhu két néi

t chirc voi khach hang.
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Hop tac va khong hop tic

Cisco 12 mét thi didm hoan hio cho phat trién va st dung cac
coéng cu cong tac dé sau do6 bén cho cac khach hz‘mg B2B bén ngoai.
Cisco khong chi 14 nha san xuit phin cimg vi phin mém tao ra tinh
kha thi cho viéc hop tac, ma con 1a chuyén gia hang dau trong viéc
ung dung.

Cdc chién dich quang cdo ciia Cisco déu minh hoa triét Iy ciic
cong ty. Chién dich lam ndi bét nhimg loi ich nhét dinh, glup mang
ludi con ngudi cia cac td chirc hoat déng hiéu qua hon. Chién dic!
thuc té gitp khach hang B2B hiéu duge cach thirc tiét kiém tién ba
ma cong nghé cia Cisco tao ra, gidp cong ty dua san phdm ra th
trudmg nhanh hon, va thim chi con tac dong den moi trucmg Don
thoi, no truyén dat ly do tai sao khach hang B2B céan sin phim va dic!
vu cua Cisco.

Cach thirc bat diu qua trinh chuyén dbi tir linh vuc phén cun,
sang dich vu nhu sau : Khi khach hang cua Cisco yéu clu duoc tr vé
vé cac giai phap Internet. Cisco tra loi ring ho khong hoat déng tron

tr van kinh doanh web. Nhung khi khach hang cam két s@ chuye
giao tat ca cac mang Judi kinh doanh cho Cisco néu hg déng y, Cisc
tuyén bd ngay :“Ching t6i c6 thé lam dugc ! Cisco c6 ca san phal
lan kién thuc g:up cac cong ty khac thanh cong trén Internet. CisC
chinh 132 md hinh t6t nhit vé cach sir dung san phim cia minh vao !
théng mang va hop tac qua mang.

Loi ich hgp tac trong xiy dyng méi quan h¢

Céc nha quan tri Cisco biét ring didu déu tién trong danh sal
cua hiu hét cac giam dbc didu hanh 1a ph4 v rao can giao tiép gil
cong ty va khach hang, nha cung cap va cac ddi tac cua minh. Boi
theo céc chuyén gia khach hang vé san phidm demo ctia Cisco, “N
c6 thé thuc day nang sudt ctia cic nha khoa hoc - nhitng nguoi da
Jam viéc voi céc cong ngh¢ nang hrong mit troi thé hé tlep theC
Cisco dang lam mdt diu tuyét voi nhit cho ca thé giéi”. Va diéu tuy
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vori cho thé gisi d6 chinh 1a cac thiét bi dinh tuyén va chuyén mach.

Nhung trong khi céc thiét bi dinh tuyén va chuyén mach vin
chiém hiu hét cac hoat déng kinh doanh cua Cisco, diéu thue sy thi vi
lai chinh 14 séng kién két néi thong minh cho cac thanh phé. Su tham
gia cia Cisco khéng don thuin la cai dat thiét bi dinh tuyén, chuyén
mach, va phu séng Wi-Fi cho cac thanh phd. Céng ty mang khong 16
ndy ndi ddy mdi cm® vuéng ciia thanh phd vdi cdc bo mach dign ti.
Théng qua céc ducmg trung ké phia dudi cic con dudng, cic soi s&
chia nhanh qua tit ca céc bic tuorng va vit chin nhu mét h¢ théng
thin kinh. Cisco dy dinh bién mdi thanh phO thanh mdt 5 chirc hoat
ddng dura trén hé thong thdng tin, vai dau ndo 12 b phén diéu khién.

Khéng phai chi don gian 1 ban phﬁn cimg, Cisco con ban va
van hanh dich vu dugc cai dit trén phan cing do. Hay tuong tugng
mot thanh pho noi moi cin nha va van phong dugc két ndi v&i man
hinh héi nghi truyen hinh Cisco TelePresence. Cac ky su s& lang nghe,
hoc hoi, va cho ra cdc dich vu mang nhin hiéu mai cia Cisco véi 1€
phi khiém tén. Cisco du dinh thiét ké goi dich vu do thi thiét yéu nhu
nuge, ning luong, giao thong, thong tin lién lac va glal tri dé tich hop
Vao mét cong cu tién ich Internet duy nhit. Nhung do van chua phai la
diéu dang no1. Hé thong Cisco con cho phép goi dich vu dé thj dat dén
t«':lm cao mai trong moi truong bén virng va hiéu qua Vi nhitng hiéu
qua nay, chi phi cta cu dan cho cac djch vu do ciing s€ ré hon.

Nhitng thanh phd théng minh khién cho cdc nganh kinh doanh
khic ctia Cisco c6 lién quan véi nhau hon. Nghi€n ciu cho thiy
telecommuting (lam viéc tir xa) tao ra lgi ich to 16n cho cac cong ty,
¢ong dong va nhan vién. Vi dy, telecommuting mang lai sy hai long
Cao hon trong cong viéc. Vi ly do d6, ngudi lao dOﬂS lam viéc voi
Ning sudt cao hon, gidm thiéu thoi glan di chuycn Tham chi, moi
Ygurdi thich 1am viée & nha hon, dén ndi ho sin sang chap nhén duoc
t4 lwong it hon. Phin 16n nhitng ngudi nay 1am vi¢e hi¢u qua hon voi

Chat lrong tét hon.
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Gin day, Cisco cling da cong bd mdt géi cac san phim truyén
thong dua trén nén ting web nhim ning cao hoat déng hop tac ctia cac
td chirc. Cisco cho biét goi nay bao gbm tit ca céng viéc kinh doant
tﬁp trung vao con ngudi hon la tdp trung vao tai liéu. Cung vai mot hé
thong thu voi nén tang dién toan ddm may, WebEx Mail, Cisco Show

“s€ giuap cac t chirc tao ra va quan tri cong dong video véi db an toar
cao dé chia sé¢ y tuéng ciing nhu kién thirc chuyén mén, va két né
khach hang, nhian vién, va sinh vién véi ndi dung dugc tao ra bo
ngudi sir dung”. D6 1a nhitng gi ma Cisco goi 1a nén tang hop tac kinl
doanh, mét su pha tron giira thu muc cong ty va Facebook.

Cdc san pham va dich vu ciia Cisco giip cdc céng ty B2B trt
nén hiéu qua hon nita trong viéc quan tri qua trinh mua ban. Ca
cong ty B2B di nhin ra lgi ich ciia web trong viéc tim kiém khac!
hang thong qua hanh trinh mua hang, thi du nhu ho c6 thé nhin dug
dir lidu trén co s& mdi gio, tim ra ngay nhitng gi dang va khong hoz
dong, va phat trién kha nang web dé dap ng mong doi cua khac
hang cta riéng ho. Théng qua nd lyc tu van khach hang cia hang
Cisco c6 thé chia sé¢ nhirng hiéu biét va kinh nghiém dé giup khac
hang B2B lam y nhu vay. D6 12 mét dé xuat ban hang manh mé.

Cau héi on tap va thio ludn:

1. Thao ludn vé ban chit cia ciu tric thi truong va nhu ciu ch
cac san pham cua Cisco.

2. Véi cac nganh kinh doanh trong d6 Cisco canh tranh, nhir
an y d6i voi cac kidu chinh yéu cua cac tinh hudng mua hang 1a gi ?

3. Nhitng loi ich cu thé cua khach hang s& c6 1a két qua tir sé
phdm cua Cisco dé cap dén trong truong hop nay ?

4. Thao lugn vé qua trinh khach hang mua mdt trong cac s
pham cua Cisco. Thao luan vé qué trinh ban hang. Cach nao déc
qua trinh nay khac vdi nhirng gi dugc tim thiy trong viéc mua va b
mot router bang thong rong sir dung trong nha ?
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Phan tich thi truong cong ty

Hoan thanh chwong nay, ngwdi doc cé thé :

© Biét dugc cach phén tich cac thanh phéan dé
hi€u rd dic thu vé thi trromg cong ty.

® Hiéu duoc cic dic diém cua thi truong B2B
qua cac tiéu chi : cau tric thi truong, déac tinh
cua cau, ban chét cia to chirc mua hang, céc
quyét dinh mua hang va qua trinh ra quyét
dinh mua.

©® Biét duoc cic thanh phin cha yéu cia thi
truomg cong ty.

O Biét duoc cach thic phan khic va co s& dé
phdn khuc thi trwong B2B ciing nhu cach
ung dung phan khic trong thuc té.

© Hiéu rd vé ciu cua thj trudng cong ty 1a cau
phai sinh, cau bién dbi, cau két hop va ciu
khdng co gidn va dic biét la nhimg yéu 6
mbi trudng bén ngodi anh huong dén
marketing B2B va toan b hé théng.
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I. Phan tich thi trwéng cong ty

Thi trnrong cac cong ty bao gdm céc c4 nhin va td chirc
mua hang dé phuc vu nhitng muc dich san xuét tiép, ban lai hay
phin phdi lai. Cac cong ty (ké ca cac t0 chirc clia nha nuéc va
cdc td chirc phi loi nhuan) 14 thi trudng nguyén lidu va vat tu,
phu tung thay thé, lap dit, thiét bi phu tro, vat tu phu va dich vu.

1.1. Thi truong cong ty

Thi trudmg cdng ty (business market) bao gdm tit ca cic
t6 chirc thu gom hang hoa va dich vu duoc sir dung cho hoat
dong sin xuat cac san phdm va dich vu khac vén dugc ban, cho
thué, hodc cung (g cho nhing ngudi khac. Cac nganh chi yéu
hop thanh thi truong cong ty la nél}g nghiép, 1am nghiép va ngu
nghiép; khai khoang; gia cong ché bién; xay dung, giao thong
van tai; thong tin lién lac; cpng trinh cong cdng; ngan hang, tai
chinh va bao hi€m; phan phdi va dich wy, . .

Thi truong 16 chic ¢6 quy mg rét Ion. Trong thyc 4, thi
trudng 6 chirc doi hoi khéi luong tién va hing hoa 16n hon rat
nbiéu so vdi thi trudng ngudi tidy dung. Ching han hay nghi vé
s0 lugng 16n cac giao dich giira nhiing t§ chyye Viét’N am c0 lién
quan den viéc san xuat v ban mot b 1§ '
nha cung cap Viét Nam bin cho Goodyear cao su thép, thiét bl
va céc thir khic can dé san xuit 1§p xe. vy Goody’ear bin 16p x€
thanh phdm cho céc nha ban ¢ -

{ i s fing t§ chic sau do bar
ching lai cho nguoi tiéu dung Viét Nam. vi vy, nhiéu t§ chu

thuhmua‘ chi ’hm’mg dén mot dd; tuong - d6 1a nguoi tidu dung
Them‘ Ve, do‘, 1op xe Goodyear dwgc ban cho cic nha san xu?
nhu 12 thi€t bi ban dau dé cy; dat trén cac phuong tién mdi va !

lop xe thiy the’ nhim duy tri dai xe hoi, xe tai, xe buyt va ¢
phuong tién khac cta cong ty,

p xe Goodyear. Nhiéu
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Khoi lwegng tién heu chuyén va hang hda bén cho cdc cong
ty 16n hon nhiéu so véi truong hop ban cho ngudi tiéu ding.
Chung ta thir xem xét mét quy trinh sian xudt va ban mét dbi
giay. Dé san xuit va ban duogc mét dbi gidy thi nhiing ngudi ban
da sbéng phai ban da séng cho nhitng nguvi thudc da, réi ngudi
thudc da phéi ban da thudc cho ngudi sén xudt gidy, ngudi san
xudt gidy bdn giay cho nguoi ban si, roi ngudi ban si lai ban
gidy cho ngudi ban le, dé roi nguc‘ri~ nay cudi cung s& ban cho
nglrcrl ti€u dung cubi. Ngoai ra moi bén tham gia trong déy
chuyén sin xuét luru thong phin phdi ndy con phai mua nhiéu ‘
thir hang héa va dich vu khéc nita, vi Ie 46 ma viéc mua sdm ciia
cong ty nhiéu hon viéc mua sim cia ngudi tiéu dung.

Khoéng chi ban hang, cac td chirc kinh doanh con mua cac
mit hang nguyen liéu thd, ban thanh pham nha xuong va thiét
bi, day chuyen cung ung, va dich vu cdng ty véi s6 luong rét
16n. Theo Tong Cuc Thong ké Viét Nam, co khoang 240.000
cong ty va hang trigu nhan vién duoc tra luong. De tao ra va dat
dwoc gid tri, ngudi ban cin phii hiéu cac nhu cu, ngudn luc,
chinh sach va quy trinh mua hing cia nhing td chirc nay.

Ciing nhu cac nha marketmg tiéu duing, cac nha marketmg

cong ty phai dbi mit véi nhleu thir thach. Dic biét, diéu cuc ky

quan trong la phai hidu biét vé khach hang va gia tri cia cong ty
la gi. Mot cudc khao sat cac cong ty cong nghlep hang déu giup
xac dinh cac thir thach ma céac cong ty phai d6i mit :

Hidu biét sau sic nhu ciu cta khich hang theo cac phuong
phap mdi;
Xac dinh cdc co hoi moi nham tang truong manh hoat

dong kinh doanh;
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Cai thién k¥ thuat va cong cu quan tri gia iri;
Tinh todn hiéu qua marketing va thuéc do ké toan tdt hon;
Canh tranh va tang truong trong thi trudng toan cau;

Do luong cac de doa tr sy thong dung hoéa san phim va

dich vu bing cach cung cip cac cii tién cho thi truong nhanh
hon va hudéng dén mo hinh kinh doanh canh tranh hon; va

Thuyet phuc cic nha diéu hinh cao cap thuc hién theo
quan diém marketing va hd trg cac chuong trinh marketing 1én.

O mdt sb phwong dién, thi truong t§ chirc cling tuong tu
nhu thi trudng nguoi tiéu dung. Ca hai thi trudng déu bao gdm
nhitng ngum dong vai tro mua hang va ra cac quyet dinh mua
hang dé thoa min cac nhu céu, Nhung trén nhiéu phuong dién
khac, thi trudng td chirc khac hin véi thi trudng ngum tiéu
dung. Nhiing khic biét cha yéu cua thi trudng B2B, duqc tong
két & Béng 3.1 vé cdu tric thi truong, cdc ddc tinh cia cau, ban

chat ctia t6 chirc mua “hang, cdc quyét dinh mua hang va qud
trinh hinh thanh quyét dinh mua.

1.2. Cau tric thj trudng va cic djc tinh caa chu

Céc chuyén gia marketing trén thj trromg B2B thuong c0
quan h¢ v6i it ngudi mua hon so véi cac chuyén gia marketing
trén thi truong B2C. Tuy nhién, ngudi mua B2B 13 nhitng nguol

o chuong 1, trang 3, di néi vé ban chit cira thi trudng
B2B, tirc la noi vé cau tric, dac diém, ban chét thi truong,... M3

ta sdp trinh bay. Khong thé trinh bay hét mot fin nén chang to!
14n luot trinh bay ti dé dén kho, tir ndng dén sau. Ching toi viét
doan trudc g101 thiéu doan sau, doan sau soi lai doan trudc.
kho theo d&i néu ban khong doc theo trinh tu tit trwde dén sau.
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mua tdm c& hon nhiéu. Luu y dé cho gon, chiing t6i hay ding tir

cau thay cho nhu cau.

Bing 3.1 : Pic diém ciia thj truong tb chiic.

Cau tric thj trwdng va cdc djc tinh cita ciu

Thj truémg B2B ¢6 it ngwdi mua hon nhung tm ¢ hon.
Céu ctia ngudi mua B2B ¢6 ngudn gde tir nhu cdu cia
nguoi tiéu dung cudi.

Céu ctia nhiéu thj trurdng t6 chirc khong co gidn — trong
thoi gian ngan khéng chiu tac ddng clia bi€n dong gid ca.
Cau clia nhiéu thj trudng td chirc bién dong manh va

nhanh hon.

Ban chét ciia td chirc mua hang

Quyét dinh mua hang cia t6 chirc lién quan dén nhieu
nguoi mua hon.

Ngudi mua hang ciia té chirc chuyén nghiép hon.

Céc quyét dinh mua hang va qu4 trinh ra quyét dinh

Ngudi mua hang ciia td chirc thuong phai ddi mit véi céc
quyét dinh mua hang phtrc tap hon.

Qua trinh mua hang ca td chirc ¢6 tinh chit chinh thirc
hon.

Ngudi mua va nguoi ban trong thi trrong B2B ¢6 quan hé¢
chét ch& hon va thuong xdy dung moi quan hé gin bé lau
dai.




142 Chuong 3 : Phén tich thi truong cong ty.

Ngay ca trong thi truong té chirc quy mé, mét sé ngudi
mua tam cé& chiém g&n hét khoi lugng mua. Vi dy, khi ban vo xe
thay thé cho nguoi tiéu diung, Goodyear ding trudc mot thi
truomg tiém ning bao gdm chi so hitu ctia hang triéu xe & td
hién dang dugc sir dung trén khip thé gi¢i. Nhung sb phin cia
cong ty vo xe Goodyear trong thi truong t6 chirc phu thudc hoan
todn vao viéc nhin dugc don didt hang cua mdt trong s it cac
hdng san xuét 6 t6 16n. Tuong tu nhu vay, Black & Decker ban
cac cong cu nang lugng va céc thiét bi ngoai trdi cho hang chuc
triéu ngudi tiéu dung trén khép thé gioi. Thé nhung, tai Viét
Nam, hing phai ban nhiing san phim nay théng qua vai nha
phan phdi chinh nhu SDS Viét Nam, CPN Viét Nam,... hai don
vi chiém hon mot nira doanh s6 cta Black & Decker. Hon nita,
nhu cdu cua céc td chic 13 nhu céu cé tinh phat sinh - vé co ban,
n6 phat sinh tir nhu ciu cta nguoi tiéu dung. HP va Dell mua bo
Vi xir ly cua Intel ¢é van hanh méy tinh ma ho san xuit ra. Néu
nhu ciu vé may tinh cfia ngudi ti€u ding gidm xuéng thi tit
nhién nhu ciu v& b vi xir ly ciing giam theo. Vi vdy, doi k}}i,
cac chuyén gia marketing & thi truong B2B quang bé truc ti€p
san phim cla minh dén nguoi tiéu ding cudi cing nhim gia
tang nhu ciu clia cong ty.

La ngudi tiéu ding, ban khong thé mua tryc tiép thir gi tf
dét Phong Phi, nhung sy gia ting trong nhu cdu vé& vai Phong
Pht s& thiic ddy nhu ciu vé trang phuc cho céc hoat ddng ngod!
tryi va cac nhan hidu khéc Iam tir vai nay. Vi vdy, Phong Phv
quang cao dén ngudi tiéu ding nhim y thirc ho v& lgi ich ?ﬁa
nhin hiéu Phong Phi trong cic san phdm ma ho mua. pont
thei, Phong Phu ciing marketing truc tiép cc nhén hiéu cé mU’?
vai Phong Phu dén kbéch hang trén trang web ciia minh. VO
muc dich thit chat mOi quan hé hon nita voi nhitng ngudi dar’
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mé cac hoat dong ngoai troi, Phong Phu coén tai trg cho mét
cong déng truc tuyén “Trai nghiém nhiéu hon” noi cidc thanh
vién co thé chia sé kinh nghiém, v1deo két ndi véi cic chuyén
gia ve cdc hoat dong ngoai trdi, va nim giit viéc cung cip doc
quyén vat dung cho céc nhin hidu dbi tac. Thanh qua cia nhimg
viéc ndy va céc nd luc marketing khac chinh 13 viéc nguoi tiéu
ding cia Viét Nam d3 biét tim kiém cac nhin hiéu quen thudc
ciia Phong Phu. O day, ci Phong Phu [an déi tac cia hing déu 1
nhﬁng ké chién thing. Cho du ban mua quin éo hay giay dép
clia bat ctt nhan hiéu ndo, hdy xem nhin hiéu, néu né duoc lam
tr vai Phong Phu, no sé “dam bao giit cho ban khé rdo. Nhleu
thi truong td chirc c6 nhu cu khdng co gidn duoc; nghia 13 tong
nhu cdu cho cic san phim cua té chic khéng chiu tic ddng
nhiéu ciia nhiing bién dong gia ca, dic biét Ia trong khodang thai
gian ngin. Gi4 da sut giam sé khéng khién cac nha san xuét gidy
tdm c¢& nhu Déng Hai hay Vina Gidy mua nhiéu da hon néu né
khong khién cho gia day thip hon, do d6 s& lam ting nhu cdu
mua gidy cia ngudi tiéu ding. Cubi cling, thi truong B2B co
nhu cu bién dong hon. Nhu cdu vé hang héa va dich vu cia
nhiéu té chitc c6 xu huéng thay ddi nhanh hon - va nhanh hon
nhiéu so véi nhu cdu vé hang hoa-va dich vu tiéu ding. Ty I€ gia
ting nhu cau cila ngucn tiéu dung c6 thé din dén mot ty 1€ gia
ting Ién hon nhidu vé nhu cdu cia td chic ban hang B2B. Do1
khi, muc gia tang chi khiém tén la 10% nhu cau cua nguorl tiéu
dung ciing c6 thé din dén murc tang khing tdi 200% nhu ciu cua

cc td chirc trong ky tiép theo.
1.3. Ban chit ciia td chie mua hang

Trong qué trinh tham gia quyét dinh mua sam cho t6 chie,
s6 nguoi tham gia thuong dong dao hon so voi khi thong qua
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quyét dinh mua sim cia ngudi tiéu ding va viéc mua sim cua
cic td chirc ciing chuyén nghiép hon. Théng thudng, viéc mua
sim & céc td chirc duoc thuc hién bai nhitng nhan vién dugc dao
tao mua hang, nhitng ngudi danh tron doi sdng cong viéc cua
minh dé hoc cach mua hang sao cho c6 lgi hon. Viéc mua hang
cang phirc tap thi khd nidng mot sb ngudi s& tham gia vao qua
trinh hinh thanh quyét dinh mua hang cang cao. Trong viéc mua
sim nhimg thir quan trong thuomg c6 modt hoi dbdng mua sim,
bao gbm cac chuyén vién ky thudt va quan tri cip cao. Do do,
nhitg chuyén gia marketing trén thi truéng B2B hién dang d6i
mit vdi nhitng nha quan tri cung tng dugc dao tao tét va trinh
dod cao. Vi viy, cic cOng ty phdi c6 mdt doi ngii chuyén gia
marketing va nhin vién ban hang dugc dao tao ky cang dé lam
viéc voi nhitng ngudi mua cé trinh 46 nghiép vu gioi.

1.4. Cic quyét dinh mua hang va qua trinh ra quyét
dinh

Nguoi mua 0 cac td chirc thuong xuyén phai duong dau
v&i nhitng quyét dinh mua phtrc tap hon nhiéu so véi ngudi mua
la ngum ti€u dung Viéc mua sim & cac td chuc thuorng lién
quan dén tong sb tién 16m, viéc tinh toan k§ thudt va kinh té phuc
tap ciing nhu su tuong tac giita nhiéu ngudi & nhiéu cép d6 cua
céc tb chic mua. Do viéc mua sim phirc tap hon nén nguoi mud
c6 16 mat nhleu thoi gian hon dé dua ra quyet dinh. Qua trinh
mua & cac t0 chirc ciing ¢6 xu hudng chinh thong hon so véi qud
trinh mua sim cia ngudi tiéu dung. Viéc mua sim véi khoi
lrong [6n & cac cdng ty thuong doi hoi quy céch sin pham chi
tiét, don dat hang bing vin ban, viéc tim kiém nha cung cip can
than, va su phé duyét chinh thirec.

Cubi cung, trong qua trinh mua sém & céc td chirc, ngud’
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mua va ngudi ban thudng phu thuéc vao nhau nhiéu hon. Cac
chuyén gia marketing B2B phai lam vi€éc chdt ché vagi khich
hing ctia minh trong tit ca cac giai doan cia qua trinh mua - tir
viéc gitp khich hang xic dinh vén dé, tim ra gidi phap cho dén
hé tro cac hoat déng sau ban hang. Ho thudng tiy chinh dich vu
ciia minh dé ddm bao tinh phil hop véi nhu cdu cta khch hang
B2B. Trong mét khoang thoi gian ngin, nhan vién bn hang dén
gip cic nha cung cdp dap img dugc nhu ciu vé hang héa va dich
vu nhanh chéng ciia nguoi mua. Tuy nhién, vé lau dai thi céc
chuyén gia marketing trong thi truomg té chirc (B2B) tiép tuc
ban va tao ra gia tri cho khach hang b:ing cach dap ung nhitng
nhu ciu hién tai va hop tic véi khach hang nhim gilp giai quyét
vén dé cho khach hang. Ching han, nhya Binh Minh khong chi
ban mit hing nhua cho cdc khich hing cong nghiép, ma con
lam viéc va hd tro khach hang dé gitp ho thanh cong trén chinh
thj truéng cua ho. Chuyén gia marketing B2B cua nhua Binh
Minh cho ring “Chiing t6i tin vio mét khai niém don gian. D6
la, néu ban thing thi chiing ti ciing thing.”

Trong nhirng nam gén day, ngay | tai Viét Nam, mbi quan
hé giira khach hang B2B va nha cung cap di thay dbi tir hét sirc
d6i 1ap sang gin b va than thiét. Trong thuc té, nhiéu khach
hang la céc cong ty hién dang thuc hanh viéc phat trién mang
ludi cung cap, phat trién mot cach c6 hé théng cac mang ludi
nha cung cip - dbi tic phim dam bio viéc cung cdp pht hop va
dang tin cdy nhung san phim va nguyén liéu duogc su dung dé
san xudt ra san pham hay ban lai cho nglrcn khac. Tuy nhién, cac
nha marketing cong ty sic sdo phai blet nhin ra cai rleng tu cai
chung, phai biét dbi chiéu dé 1am ndi bat nhing dic diém khéc
nhau cua thi tnrong B2B theo nhiéu goc canh khac nhau :
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S6é lwong ngudi mua it hon nhung quy mé lén hon. Thi
truong cong ty t‘hu'(‘mg lam viéc véi it ngudi mua hon nhung quy
mo 1émn hon nhi€u so vai thi truong ti€u dung, dac biét trong mot
vai nganh nhu co khi, may bay va tau bién... Van ménh ciia nha
sin xudt vo xe Goodyear, dong co Cummin, h thdng quan tri
Delphi, va cac nha cung cip linh kién 6 t6 phu thudc vao viéc
dat dugc cac hop dbng 16n tir mot nhém cac nha san Xuét 6 to
16m. Nhiéu thi trudng cac cong ty c6 dic diém la ty I8 tap trung
ngu'cn mua rt cao : Mot vii ngudi mua tdm c& chiém gan hét
khdi luvong mua. Trong nhitng nganh nhr xe co glm thudc 14,
dong co may bay va sgi hiru co, bdn hang san xuét 16n nhét d
chiém trén 70% tng san lugng.

Méi quan hé chdt ché giita nha cung cdp - khdch hang. Dc
c6 it khach hiang va tim quan trong ciing quyén lyuc cia nhitng
khach hang tim c, ta thiy c6 nhitng mbi quan hé chit ché giira
khach hang va nguc‘n' cung Umg trén thi trudng cic cong ty. Nha
cung ung thuong sin sang cung cip hang héa theo y khach hang
cho timg nhu cdu cia cong ty khach hang. Cac hop ddng hiu
nhu don vé nhitng nha cung mg ndo dam bao dugc nhitng quy
cach ky thudt hang hoa va yéu cdu giao hang cia ngudi mua
Nhitng nha cung ung san sang tham du nhu'ng hdi nghi chuycr
dé do cong ty khach hang td chirc dé biét dugc nhitng yéu cau
chat lugng va mua sam ciia ngudi mua.

Co so khach hang nhé hon va tim quan trong cling nht
quyén luc cta khach hang I6n hon, nén céc nha cung cip thuont
duoc ky vong s€ thay dbi cic thu chao hang cho phii hgp VI
nhu céu cua tirng khach hing cong ty. Céc cong ty 16m thuont
d3 ra thir thach buéc cic nha cung cép san phim va dich vy ba¢
tri, stra chira, va diéu hanh (Maintenance, Repair, and Operatif!
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- MRO) phii cung cip mot géi thiu gid tri gia tang/tiét kiém chi
phi cho ho. Nhung nguoi mua cong ty thuong chon cdc nha
cung cap co m01 quan hé mua hang “co qua co lai” tir ho. M6t
nha san xuit gidy c6 thé mua hang tir mét céng ty hoa chit cé

mua giay sO lugng 16n tir ho.

Mua hang chuyén nghiép. Hang héa cong ty thuong duoc
mua boi cac dai dién mua hang da dugc huin luyén - nhitng
nguoi phai tudn theo chinh sdch mua hang, cic rang bugc va yéu
céu cta cong ty. C6 nhiéu k¥ thuat mua hang cu thé - vi du, yéu
cdu béo gia, goi thiu, va hop déng mua hang - khong dugc thuc
hién trong hoat dong mua hang tiéu dung Hang hoa cong ty déu
do nhan vién cung tng duoc dio tao vé quan tri mua hang. Ho
hoc tap subt doi dé hanh nghé clia minh sao cho mua hang c6 loi
nhit. Vi con mat nha nghé va ning luc giéi hon vé ddnh gia
cdc thong tin ky thudt sé dam bdo mua hang c6 hiéu qua hon vé
chi phi. Trong sudt su nghiép cia minh, nhitng nguot mua
chuyén nghiép hoc hdi cach thirc mua hang tét hon. Diéu nay co
nghia 13 cac nha marketing céng ty phai cung cdp va nim viing
nhiéu sb liéu ky thuét hon vé san phﬁm cia minh va vuot tréi
hon so vOi san phém cuia déi thu canh tranh.

Nhiéu nguoi dnh huong dén viéc mua hang B2B. Thong
thuong, ¢6 nhiéu ngudi c6 anh hudng dén quyét dinh mua hang
cia cong ty. Trong viéc mua sim nhitng thi hang quan trong
thuong 1a cé mét hoi ddng mua sim gdm nhiing chuyén vién k§
thut va thdm chi ca cdp quan tri co s& nita. Do d6, nhitng nguoi
hoat dong trén thi truong cdc cong ty phai cu nhung dai dién ban
hang duoc dao tao ky va thuong la ca mét tap thé ban hang ¢é
lam viéc v&i nhitng ngudi mua cé trinh d§ nghiép vu giol. Mac
du quang cdo, kich thich tiéu thu va truyén théng gilt mot vai tro
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quan trong, nhung viéc ban hang truc tiép vin la cong o1
marketing chinh.

Nhiéu cujc goi mua hang. Nghién ctru cia A.C. Neilser
Viét Nam cho thiy ring trung binh trong mét dot ban hang cony
ty, ngudi ban cin phai goi hon 4 cudc goi. Trong trudng hoj
ban hang thiét bi vdn cho du an 16n, cdc cong ty c6 thé mét han
nam tir lic xdc dinh céng viéc dén luc giao san phfim - d& chudi
bi cho mdt du 4n va chu ky kinh doanh.

Cdu phai sinh. Xét cho cling, cdu vé hang hoa cong ty dér
bit ngudn tir nhu ciu vé hang tiéu dung. Ching han nhu, nguo
ta mua da sdng 14 vi ngudi tiéu dung mua gidy va nhitng md
hang da khac. Vi ly do ndy, cic nh& marketing B2B phai the
doi sat sao hanh vi mua hang cta ngudi ti€u dung cudi cung
Cong ty than d4 phu thudc chu yéu vao don hang cia cic con
ty sit va thiét bi - cdc cong ty ndy lai phu thudc vao nhu ct
kinh té rong lén hon cta ngudi tiéu ding vé céc san phim lan
tir thép va dién ching han nhu xe 6 t5, mdy méc, va thiét b
dung cu. Néu nhu nhu cdu vé nhitng hang héa tiéu ding d6 gian
di thi nhu ciu vé titca nhitng thr hang tu liéu sén xuét tham gi¢
vao qua trinh san xuét ra ching cling giam theo. Vi vdy, nhiiné
ngudi hoat dong trén thi truong B2B phii theo ddi chat ché tint
hinh mua sim cta ngudi tiéu ding cudi cung. Nguoi mua hané
cong ty cling phéi chit y dén cac y'éu té kinh té hién tai Vﬁ‘tudﬂé
lai, chang han nhu mirc o san xuat, dau tu, chi tiéu tiéu dl‘mg Vé
13i suét. Khi c6 khung hoél}g, cac cong ty giam dﬁu‘ tu vao rllhg
xudng, thiét bi, va luong ton kho.' Lic nay, iéc r%ha m?r;(i%mng
cong ty khong thé lam dugc gi ‘I‘lhléu trox:g Vl¢Clk10:h fhllf iée
nhu ciu ctia moi truong nay. Diéu du};nh’{t ho co tPe la lam
cat huc hon dé ting hodc duy tri thj phén clia nhu cau.
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Cau khéng co gian. Téng nhu ciu ctia nhiéu hang héa va
dich vu c6ng ty khéng co gidn - nghia la, khong bi dnh hudng
nhiéu béi su thay déi gid. Nhitng ngudi san xut gidy sé khong
mua nhiéu da thudc hon khi gi4 da giam. Ho ciing khéng mua it
da thugc hon khi gid da tang, trir khi ho c6 thé tim duoc nhitng
vit liéu thay thé da thudc. Nhu cdu dic biét khong co gidn trong
nhitng khoang thoi gian ngdn vi nhitng nguoi sin xuit khong thé
thay 601 nhanh chéng cic phuong phap san xuét cia minh. Nhu
cau vé nhitng mit hang chiém ty 1& nho trong téng chi phi cia
san phim ciing khong co gidn, ching han nhu day glay Vi du
khac gla khoen gidy ting thi ciing chi tac dong dén téng nhu
cau vé khoen. Trong khi d6, nhitng nha san xut c6 thé thay ddi
ngudi cung (g khoen cua minh do ¢6 chénh léch gia.

Céu bién dpng manh. Nhu chu cia hang héa va dich vu

Cdng ty c6 xu huéng bién dong manh hon so véi nhu cdu hang
hOa va dich vu tiéu dung. Piéu nay dic biét dung déi véi nhu
Cu Ve gid nha may va thiét bj mdi. Vi mot ty 1€ phén trim tang
hhy ciu clia nguou tiéu dung c6 thé dén dén mot ty 1¢ phan trim
l6n hon nhiéu vé nhu ciu dbi v6i nha may va thiét bi cin thiét
d€ san xuét ra san lrong ting thém do. Cac nha kinh té goi hién
tuﬁmg nay 1a nguyén ly gia tbc- P61 khi nhu cau cua nguoi tiéu
d‘mg chi ting cé 10% cung c6 thé lam ting nhu cdu tu lleu san
Xut trong ky to1 1én dén 200%. Ngugc lai, néu nhu ciu cia
Nguoi ticu dung chi giam di 1 10% thi cung da dé lam suy sup
0an toan nhu cdu, hodc c6 thé lam bién méat hoan toan nhu ciu
c()ng ty. Tinh hinh bién dong manh nay bugc nhiéu ngudi hoat

dQng trén thi trudong cac cong ty phii da dang hoa san phﬁm va
thy truéng cua minh dé dam bao muc ti€u thu cén bing hon

trong chu ky kinh doanh.



150 Chuong 3 : Phan tich thi truong cong t

Nguoi mua tdp trung theo khu vuc dia ly. Vi du nhu t:
Viét Nam, hon mét nira sé cong ty mua hang tap trung vao cé
khu c6ng nghiép gin Saigon nhu : Long An, Pdng Nai, Bin
Duong va cac khu cong nghiép & Ha Noi hay gin nhu H
Duong. Cac nganh nhu cong nghi€p diu mo, cao su, va sit the
con ¢6 mirc do tip trung cao hon nita. Phin 1én néng san & Vi
Nam 12 do cac tinh & ddng bing song Ciru Long cung cép né
cdc nha may ché bién néng san tip trung & khu vuc nay; s:
phim cay cong nghiép liu niam thi do cac tinh Tay Nguyén
mién Dong Nam B6 cung cip nén cic nha mdy to tim, ca ph
cheé déu tap trung & mién trung du nay.

Viéc ngudi mua tap trung theo viing dia Iy gop phén gié
bat chi phi ban hang. Tuy nhién, nhitng nguoi hoat dong trén t
trudmg cic cong ty cin theo ddi nhitng sy chuyén ving tro
nhiing nganh nhét dinh, nhu nganh dét da chuyén tir cac tha
phé 1én sang céc tinh lan cén dé giam chi phi va giam 6 nhi¢
moi trudng theo yéu ciu cia cac co quan chinh phi.

Mot 56 ddc diém khdc. Sau day 13 nhitng dic diém phu ¢
viéc mua hang cong ty :

Mua hang truc tiép : Ngudi mua hang cong ty thuong I
mua truc tiép cua nhitng nha san xuit thay vi mua qua trt
gian, nhit 1a nhitng mit hang phuc tap vé ky thuat va/hay
tién, nhu may tinh loai 16n hodc may bay.

Cé di ¢6 lai : Nhitng ngudi mua hang cong ty thuong
chon nhitng nguon cung ung cung mua hang cua minh. Vi
nhu nha san xuét glay thuorng mua hoa chit ciia mot cong ty !
chét ¢ mua mot sé lrong gidy dang ké ciia minh.



Chuong 3 : Phin tich thj trudng cong ty. 151

Di thué : Nhiéu ngudi mua hang cong ty di thué thiét bi
cho minh, thay vi mua chiing. Phuong thirc nay thuong dugce dp
dung dbi véi may tinh, miy méc lam gidy, thiét bj dong goi,
may xay dung hang nang, xe glao hang, may cong cu va xe 6to.

"Nguoi thué s& cé dugc mot sb diém loi : Khéng mit vén, c6
dugc cic san phim téi tan nhit ciia ngudi ban, dugc huéng dich
Vi tét hon va dugc loi vé thué (dugc tinh khiu hao vao chi phi
nén dugc giam thué; khiu hao 14 14 chin thue) Ngudi cho thué
thuong c6 dugc thu nhap rong Ion hon va cé kha nang ban duoc

- hang cho céc khach khéng c6 du tién mua ngay.

Yéu t6 mdi trrdmg bén ngoai c6 dnh huéng lom dén thi
truomg B2B. Nhitng cin nhic vé ngin sdch, chi phi va lgi nhuin
cling déu anh hudng dén quyet dinh mua cua cong ty. Ngoai ra,
qua trinh mua cua cong ty thuong lién quan den tac 'd(_)n~g qua le_n‘
phirc tap giita nhiéu déi twong. Muc dich ctia to chirc ciing pha!
dugc xem xét trong qua trinh mua B2B. Chuong 5 l;h"lh vi
mua hang t chic s& trinh bay chi tiét hon vé cic van dé nay.

Mot s6 cong ty tap trung toan b ngudn lyc vao thi trudmg
cong ty. Vi du, DuPont ban nguyén vét liéu nhu nhya polymer,
son phu va cong nghé mau cho nhitng nha san xuat can dén
chiing cho nhiéu ching loai san pham da dang. Hang Caterpillar
san xuét thiét bi xdy dung va khai khodng, dong co diesel va kh1
dbt tu nhién, ciing nhu turbme kh| cong nghi€p. Hang phan mém
SAP America cung cap phan mém kinh doanh cong tac, cho

phép cong ty lam vi€éc vdi nhitng khach hang va dbi tac kinh
doanh dang Mg dung co so dir liu cung nhu ang dung cua moi
nha cung cdp phin mém lon. M6t s6 cong ty lai cung cép sin _
pham cho ca thi trudng tiéu dung lan thi trl{orng cong ty Herl'nan
Miller vira san xuét nhing thiét bi van phong doat giai thudng,
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vira cung cip cac san phdm n6i thit phong cach. Cong nghé may
tinh khong day va k§y thuat sb cia hang Intel khong chi c6 mi
trong hé théng may tinh cong ty, ma con trong ca cac san phin
may tinh c4 nhén, cin luu y ring nhimg chién lrgc marketing
dugc phat trién cho hoat dong marketing tiéu dung ciing phi
hop véi khu vire cong ty. Nguai tiéu ding thudmg 1a ngudi dung
cudi cia sin phim dugc ban trén thi trudng cong ty, va co anl
hudng dén quyét dinh mua, s& dugc trinh bay ky trong phén sat
nhu cdu phdi sinh cia chuong 3 nay.

Thi truomg B2B rat da dang. Giao dich c6 thé bao gom ti
nhitng don hang nhé nhur hop kep gidy, muc cho chiéc ma;
photocopy ding trong cong viéc tai nha, toi nhlmg giao dich 1o
nhu hang nghin chi tiét cho mot nha san xuét 6 t6, hay may pha
dién turbine ¢ I6n cho nha may dién. Nhu da d& cip & trén
khach hang cong ty cling ¢6 thé sir dung nhiéu dich vu, nhu dic!
VU truyén thong, tr vin may tinh hay giao thong vin tai. Th
truong cong ty co thz chia thinh bén nhém chinh : khdi cong t
san xuét, nganh thuong nghiép, khbi co quan chinh phu, va khd
cdc td chirc khic.

II. Céc thanh phan cia thj trwdmg cong ty 2

Thi truomg cdng ty sin xuit (commercial market) ]
phén khiic I6n nhét trong thi trudng cong ty. Thi trrong nay b?

20 chuong 1 tir trang 26 — 29, chung t6i da gioi thiéu ¥
cac khach hang tdé chirc nhung chi mdi so hrgc. O chuong 3 nd)
ching t6i trinh bay lai cac khach hang té chirc dudi goc nhlrclm
céc thanh phin cua thi truong va cach thic phén khiic thi trUl
B2B. Mbi goc nhin la mot khia canh va la mot khim phd md
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gdm tit ca nhitng c4 nhan va cong ty thu mua sin phim véi muc
dich hd tro truc tiép hodc gin tiép qué trinh sin xuit hang héa
va dich vu khdc. Hang san xuit mdy tinh Dell mua chip may
tinh cia tdp doan dién tir Intel, tdp doan thuc phim Vina
Acecook mua lia mi dé nghién thanh bdt, lam nguyén li€u sdan
xuit banh mi, mi goi va quédn d6c mét nha may & Binh Duong
mua béng dén va dung cu don dep cho nha mdy cia minh, tit ca
ddu I giao dich trén thj truong cong ty san xudt. Mot sb san
pham hé tro qué trinh san xuft sin ph?lm khac (chip may tinh).
Mot sb6 duoc tin dung hét trong qué trinh sin xqét hang héa
hoidc dich vu (lia mi). Song ciing c6 nhifng sin phim gop Qhén
thuc hién cic hoat dng hang ngay cua cong ty (trang fhiét bi
bao tri, bio dudng). Thi trudng cong ty san xuat bao gém cac
nha san xué‘it, nhiing ngudi nong dén, tht ca f:éc thanh phﬁq thudc
nhiing nganh cung tng nguén lyc sin xut, cic nha thiu xiy
dung, céc cdng ty dich vu nhu giao thong vén tai, tai chinh, bao
hiém, méi gidi bét dong san hay dich vu cong ich.

Thi truong nha bén budn va ban 18. Phdn khic thir hai
ciia thi truomg t6 chirc bao gom cdc nha ban budn va badn lé, con
dwgc goi la dai ly tiéu thu (reseller), day 14 nhitng cong ty tao

nén nganh thuong nghiép (trade industry).

dc hoat dong lién quan truc tiép dén viéc
tiéu ding cudi dé phuc vu,.cho
mai. Nhiéu t6 chirc — nha sin
ban lé, nhung hiu

Ban 16 /g tdt cd ¢
ban san phamldich vu cho nguoi
hhy cdu cd nhdn hodc phi thuong .
Xuit, nha ban buén, nha ban 1¢ déu tham gia
hét cong viéc dugc thuc hién boi cac hing ban 1€, nhitng cong ty
©6 doanh sb chii yéu dua vao ban Ié.

Hiu hét cac san phém tiéu thu nhu quén 4o, trang thiét bi,
Vat dung thé thao va phu ting 0 t0 14 san phim hoan thi€n, dugc
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nhém ngudi mua nay ban lai cho ngudi tiéu ding cudi. Hang
sin xuét vin phong phdm Thién Long hay Hong Ha cung cép
ghim gidy, gay xodn, phong bi nhua vinyl, tim boc gidy va kep
gidy cho nha ban 1é Phii Thinh. Trong mét sb truomg hop, ngudi
mua c thé tién hanh xir ly thém hoic dong goi lai truée khi titu
thu san phim. Ngoai san phdm tiéu thy, nganh thuong nghiép
cling mua may tinh, ké bay hang va cac san phim can thiét dé
vin hanh hoat ddng kinh doanh cua minh. Tét ca nhitng hang
héa ndy - ciing nhu nhitng vit dung bao dudng va dich vu
chuyén biét nhu cai dit may scan, 16ng t roi vao bao va quang
c4o trén dai phat thanh - déu 12 san phdm mua cia t§ chic.

Bdn lé 1a tit ca nhitng hoat dong lién quan dén viée truc
tiép ban san phim/dich vu cho ngudi diing cubi cung dé phuc v
nhu céu ca nhin hoic phi throng mai. Nhidu t chic - nha sar
xuét, nha ban budn va nhi ban 1¢ - d&u tham gia ban 1&, nhung
hiu hét cong viée duorc thuc hién bdi cac hang ban 1&, 1 nhiing
cong ty c6 doanh sb chi yéu dua vao ban 1¢.

Ban lé dong vai tro v0 cung quan trong trong hau hét ca
kénh marketing. Ho gan két nhin hiéu véi nguoi tiéu dung -
diéu ma cac cong ty dich vu marketmg chuyén nghiép goi b
“dzm duong cubi cung” - tram cudi trong ching dudng mua AL
cua ngudi tiéu ding. D6 ciling chinh 13 “khoang cach tir y dinl
dén hanh ddng cua ngudi tiéu ding”. That vy, khoang 407
quyét dinh mua hang cua ngudi tiéu dung dugc dua ra tro?
hodc gin ctra hang. Chinh vi thé, cac hang ban I& “tiép cf
ngudi tiéu dung tai nhing thoi khic dua ra quyét dinh, tic doP
[én hanh vi cia ho ngay tai thoi diém ho mua hang”.

Do d6, hién nay nhi€u chuyén gia marketing dang th¢
duéi chién lugc marketing huéng dén nguei di mua s2
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(shopper marketing), sir dung cdc chuong trinh xuc tién va
quang cdo tai ctra hang nhim mo rong gid tri nhan hiéu dén
“dim dudng cubi cung” va khuyén khich nguoi tiéu ding dua ra
quyét dinh mua san phdm cta céng ty minh. Chién lugc hudng
dén ngudi di mua sim nay nhan ra ring ban thin céc cua hang
ban l¢ chinh la phuong tién marketing quan trong. Nhu viy,
marketing phai khién ngudi mua hanh déng ngay trong céc cira
hang. Vi du, P&G Viét Nam di dp dung khai ni¢m “xudt phat
nguoc tir cira hang” (store back), trong d6 tat ci cic y tuong
marketing cin phai dat hiéu qua ngay tir cap do cira hang réi tro
ngugc vé cong ty. “Ching toi hién dang xdy dung nhan hiéu tir
anh mit khach hang nguoc vé minh”

Marketing tai diém ban hang (point-of-sale marketing) bén
trong moét chudi cira hang ban 1€ 1én co thé tao ra hiéu ung
twong duong vdi quang cédo trén mét chuong trinh truyén hinh
an khach. Vi du, trung binh mdi tdp cua chuong trinh “Thir
thach cung buoc nhay” thu hit khoang 2 tneu nguoi Xem Viét
Nam; con sé d6 vin thip hon nhiéu so véi sd nguorl mua sam tai
cdc cira hing ban I¢ Ion. Thém nita, khong glong nhu hi¢u tng
tir xa clua quang cdo trén truyen hmh xiic tién tai diém ban hang
tac dong dén khach hang Viét Nam khi ho dang thuc su dua ra
quyét dinh mua hang.

Marketing hudng dén nguoi mua sim lién quan dén viec
huéng toan bé quy trinh marketing - tir phat trién san phim va
nhin hiéu dén logistics, xiic tién, ban hang - vao muc tiéu bién
ngudi di mua sim thanh ngudi mua hang that su ngay tai diém
ban hang. T4t nhién, bt ky chuong trinh marketing nao dugc

thiét ké hiéu qua ciing déu tap trung vao hanh vi mua sdm cua
nguoi tiéu ding. Nhung khai niém marketing huong dén nguoi
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mua sim lai cho ring nhirng nd luc nay cin duge diéu phéi xung
quanh chinh qua trinh mua sdm. “Bing cich bét dau tir cira hing
roi di ngugc trd lai cong ty, ban s& thiét ké duge mot chuong
trinh ddng nhét c6 ¥ nghia véi ngudi tiéu diing.” Mic du gin
nhu toan b hoat ddng ban 1€ duge thyc hién tai cira hang bén 18,
nhung trong nhitng nam gin dﬁy,' mang ban ¢ khong thdng qua
cira hing dang ngay mdt phat trién manh mé hon hin mang ban
1¢ thong qua cira hang. Ban l¢ khong théng qua cira hang bao
gom cac hinh thirc ban hang cho ngudi ding cui clng théng
qua Internet, guri thu tryc ti€p, catalogue, dién thoai, hodc nhitng
phuong phap bén hang tryc tiép khac.

Céc loai hinh nha bén 1&. Céc cira hang ban 1¢ c6 thé tdn
tai trong moi hinh dang va quy md khic nhau - tir nhitng hiéu
chim séc téc dia phuong hay nhing nha hang gia dinh cho toi
nhitng chuodi cira hing ban I¢ hang chuyén dung quy md toan
quoc, cac clra hang siéu chiét khdu nhu Vinmart hay Coopmart.

Bén budn bao gom tit ca nhitng hoat dong lién quan dén
viéc ban hang héa va dich vu cho bén mua d& bén mua nay ba?
lai hodc sir dung vdo myc dich thuong mai. Céc cong ty chit yév
tham gia vao céac hoat ddng ban budn duoc goi 1a nha ban buodn-

Cac nha bén budn chi yéu mua hang tir nha sin xudt v3
ban hang cho nha bén 1¢, d4; tuong tiéu dung cdng nghiép vl
céc nha bén budn khc. Két qua 1, nhidu hing bén budn 1n ¥
quan trong nhat l?i khong duge ngudi tiéu dung cudi cung bi¢
dén. Vi dy, ¢6 the ban chua bao gity nghe néi vé Grainger, 1%
di ho cuc ky ndi tieng va duge dinh gia rét cao bi hon 1,8 tri¢
khach hang cong ty va t§ chirc trén toin thé gidi.

Cé I¢ Grainger 13 tap doan hang dhu 1¢n nhat thi trud®
ban budn ma ban chua bao gi0 nghe néi ¢én. Day 1a tap do?
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cung cép 1 triéu san phim bdo tri, sira chita va van hanh (MRO -
maintenance, repair & operating) cho hon 2 triéu khach hang.
Théng qua mang lwgi chi nhanh, trung tdm dich vu, nhan vién
ban hang, catalog va web51te Grainger lién két khach hang voi
cac nguon cung ma ho cin dé dam bio co s& ha tang cia minh
van hanh tron tru - tit ca moi thir tir bong dén, chét tay rira, van,
cong cu dién, thiét bi thi nghlem thiét bi an toan... Khach hang
ctia Grainger bao gdm nhiéu loai cong ty, t6 chirc khic nhau tir
nha may, ga-ra, cua hang tap hda cho tdi truong hoc,... Grainger
hoat dong trén nén tang mot tuyén b g1a trj don gian : giL’lp
khach hang dé dang tim mua cac san phim MRO hon va it tén
kém hon. Ho bt dau bang hinh thirc cira hang mot cira, cung
cdp cac sin phdm cén thiét dé duy tri co s& ha ting. Trén muc d6
rong hon, Grainger xdy dung mbi quan hé lau dai véi khach
hang bang cach gitip ho tim giai phap cho cdc vdn @& MRO téng
thé. Péng vai trd nhu c¢b van, nhin vién ban hang cua Grainger
hd tro khich hang & moi cong doan, tir ndng cao trinh d6 quan
tri chudi cung ting dén gidm luong hang ton kho vi sip xép lai
céc hoat déng kho bii. Viy tai sao ban lai chua bao gio nghe noi
dén Grainger ? C6 18 d6 1a vi cong ty nay hoat dong trong thé

giéi vat tu MRO khong lay gi lam hdp dan cho lam, nhung lai
quan trong déi v6i moi cong ty - du khong hé dugc nguoi tiéu

dung biét dén. Nhleu kha nang | d6 1a vi Grainger la mjt tip doan
bén budn. Va gidng nhu da s céc cong ty ban budn, ho hoat

dong ¢ hau truong, chu yéu bén cho cac cong ty khéc.

Tai sao céc hing bén budn quan trong v&i ngudi ban ? Tai
sa0 mot nha san xut lai thong qua céc hang ban budn nhiéu hon
I truc tiép ban cho nha ban lé hodc ngudi tiéu dung ? Pon gian
[a vi, bin budn ting thém gia tri bang cach thyc hién mot hodc

nhiéu céc chirc ning sau day :
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Bdn hang va xiic tién - Luc lugng ban hang cua hing ban
budn gilip cac nha san xuét tiép cin nhiéu khach hing nho voi
chi phi thdp. Cac nha ban budn c6 nhidu mdi quan hé hon va
thudng dugc bén mua tin cdy hon so v&i mot nha san xuét & xa.

Mua hang va xdy dung ching loai mdt hang - Cic nha ban
budn co6 thé lya chon cac mit hing va xay dung céac ching loal
cin thiét cho khach hang cong ty clia ho, nhé d6 tiét kiém nhidu
cong viéc.

Dét hang véi s6 luqng Iom réi chia nho (bulk-breaking) :
Cac nha béan budn giup tiét kiém tién cho khach hang cia minh

bing cach mua hang hoa véi s6 lugng 16n (sau dé chia thanh sb
luong nhod hon).

Luru kho : Céac nha ban bubn lwu triy hang hoa, do d6 lam

giam chi phi hang ton kho va rui ro cho ca nha cung cip 1an
khach hang.

Van chuyén . Cac nha ban budn cé thd chuyén hing cho
ngudi mua nhanh hon vi ho & gan ngudi mua hon nha san xuit.

Cung cdp tai chinh : Céc nha bén budn tai trg cho khach
hang ctiia minh bang cach cung cép tin dung thuong mai, va ho

tai trg cho nhé cung cap cia minh bing cach dat hang sm va trd
tién ding thoi han.

Hiimg chiu rii ro : Céc nha ban budn ganh chiu riti ro bang
viéc chiu chi phi hang bi trom cp, thiét hai, hu hong va 18i thii

Thong 1" thi truong : Cac nha ban budn cung cap cho ¢#
nhé cung cap V2 khégh hang thdng tin vé cac ddi thi canh tranh
san phém méi, va bién dong vé gid.

Dich vy quar i va tir vdn : Cac nha ban budn thuo”
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giup cac nha bdn Ié dao tao nhin vién ban hang, cai thién cich
b6 tri clra hang va trung bay hang héa, thiét 13p hé théng ké toan
va kiém soat hang ton kho.

Ciac loai hinh ban buén. Cic nha ban budn dugc chia
thanh 3 nhém chinh : nha ban budn thuong mai, dai ly dai dién
va méi gidi, van phong va chi nhanh kinh doanh ciia nha san
xudt. Ban budn thuong mai 12 nhém Ién nhit, chiém khoang
50% toan nganh, bao gdm hai dang chinh : ban buén dich vy
ddy du va bén budn dich vu han ché. Nha ban budn dich vu tron
gbicung cdp ddy du céc dich v, trong khi nha ban buén dich vu
gi¢i han dua ra it dich vu hon cho nhé cung cip va khich hang.
Céc nha ban budn dich vu han ché khac nhau s& thyc hién cic
chirc ning chuyén mén héa khac nhau trong kénh phén phot.

Nha mdi gidi va dai ly dai dién khac v6i ban budn thuong
mai & 2 diém : Ho khong c6 quyén s& hitu déi véi hang héa, va
chi thuc hién mét vai chirc ning. Giéng nhu bén budn thuong
mai, nhin chung ho chuyén biét héa theo dong sin phim holc
dang khach hang. Nha méi gi¢i dwa ngudi mua va ngudi bén lai
gn nhau, ho trg trong qua trinh dam phén. Dai ly dai dién cho
ngudi mua hodc ngudi ban trén co s& lau dai hon. Dai ly cua nha
san xuét (cc‘)n g0i 1a dai dién cia nha san xut) 1a dang dai ly ban
budn pho bién nhit. Loai hinh ban buén 16n thir ba la mua hang
tai van phong va chi nhdnh kinh doanh cua nha san xudt, chir
khong thong qua cic hang ban buén doc l1ap.

Nganh ban buén hién nay phai d6i mit vé6i ap luc canh
tranh ngay cang tang, khach hang doi hon cao hom, cong nghé
mai va cac chuong trmh mua hang truc tiép ttr mot phan khach
hang cbéng nghiép, td chirc hoac ban 1¢ 16n. Két qua 1a ho da
hinh thanh cdch nhin méi vé chién lrgc marketing. Cling nhu
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cac nha ban I¢, quyét dinh marketing cia cdc cong ty ban buén
bao goém phan khic thi truéng va thi truéng muc tiéu, di biét hoa
va dinh vi, tb hop marketmg ching loai san phim va dich vu,
gia ca, chuong trinh xuc tién, va phan phéi.

Thi trudmg céc tb chire va co quan chinh phi

Thi trudmg cic t6 chire. Thi trrdng céc td chirc bao gdm
cac trudmg hoc, bénh vién, nha diéu dudng, va céc td chirc phi
loi nhuén khic,... chiu trach nhiém cung cép hang héa va dijch
vu cho nhitng nguoi trong pham vi quéan tri cﬁa ho. Nhiing
ngudi bio trg va muc tiéu cta cic té chirc khong gidng nhau. C6
nhimg t5 chirc quan tri hoat ddng vi muc dich lgi nhuian. Nguoc
lai, c6 nhimg té chirc phi lgi nhuin cua cic tén giao chuyén
chim soc sirc khoe mién phi cho tré em. M3i td chic ddu cé cac
nhu ciu va ngudn luc khic nhau.

Ddc diém cua nhiéu thi truong 16 chirc la ngdn sach thd’p
va khdach hang khéng duoc di lai tw do. Vi du, cac bénh nhédn
diéu tri ¢ cac bénh vién cong cua Viét Nam khéng c6 nhiéu Iy3
chon ma phai sir dung bit ky thuc phim nio do bénh vién cung
cip. M6t nhan vién cung tng & bénh vién phai quyét dinh cl’lﬁt
lugng cua thuc phim dé& mua cho bénh nhin. Do thuc pham
dugc cung cip nhu 13 mét phin cia dich vu tron géi nén muc
tiéu cua viéc mua khong phai 1a lgi nhudn. Va viéc giam ch1 ph‘
den mirc tdi thiéu ciing khong phai 1a muc tiéu. Bai vi néu 29
udng kém, bénh nhin s& phan nan véi nhitng nguai khac. piev
nay s& lam tén hai thanh danh cua bénh vién. Vi vdy, nhan vie?
thu mua ctia bénh vién phai tim kiém nhitng nha cung cép thu?
phim cho cic td chirc c6 chit lrong dam bao hay vuot ra ngo?!
tiéu chuin tbi thiéu ndo dé védi gia ca phai chang.

A A A A
Nhiéu chuyén gia marketing B2B thiét 1dp cac bd ph?
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riéng biét nhim dap tng nhitng tinh chit va nhu ciu dic biét cla
ngudi mua 1a cac td chirc. Vi du, NutiFood san xuét, dong goi,
dinh gia va marketing rt nhiéu mit hang duogc sip xép theo
ting loai nhu : bdt ngii cbc, banh quy, dd dn nhe, va cic san
phim khac dé phuc vu t6t hon cac yéu cdu dich vu thuc phém
riéng biét cua cac bénh vién, trudmg hoc, khich san va cic thi
truomg t6 chirc khéc.

Thi truong cic co quan chinh phi. Thi truong céc co
Quan chinh ph tao ra céc co hdi to 16n cho nhiéu cong ty, ca I6n
lan nho. Tai hiu hét cac qubc gia, cic co quan nha nudc la
hhitng don vi chil yéu mua hing héa va dich vu. Viéc mua sim
Cla cic co quan nhi nudc va cdc cong ty cé nhiéu mit twong tu
Nhau. Tuy nhién, ciing c6 nhitng sur khac biét ma nhitng cong ty
Mudn ban hang héa va dich vu cua minh cho cic co quan nha
Mréc buge phai nim. Pé thanh céng trong thi truong dic thu
Ny, ngudi ban phai xdc dinh duoc nhitng nhin vit chi chét
déng vai trd quan trong trong viéc ra quyét dinh viéc mua hang,
"hin dang nhitng yéu té anh hudmng dén hanh vi ciia ngudi mua
Va hidu dugc qu trinh quyét dinh mua.

., Cac co quan nha nudc thuong yéu ciu nhitng nhi cung
“A tham gia du thiu, va théng thuorng ho ky hop dong Vo1
nh‘mg nha thiu dua ra mirc gla thap nhét. Trong mdt sb truong

9P, don vi nha nuéc s& chiéu c6 dén chit lwgng thuong hang

Yy tin trong viéc hoan thanh hop déng ding thoi han clia cac
Thy du thiu. Co quan nha nudc ciing mua trén co s& dam phén

" dong chit yéu 14 trong trudng hop néu cac dy 4n phirc tap,

ao gdm nhung chi phi va nii ro co bén trong viéc nghién ciru

4 Phat tridn hodc trong truong hop ¢ it canh tranh.

Céc co quan nha nudc cé xu hudng wu tién cho nhiing nha
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cung cip trong nuéc hon 14 cic nha cung cdp nudc ngoai. Céc
cong ty da qudc gia hoat dong tai Viét Nam thuong khiéu nai
ring, chinh phi Viét Nam hay t6 ra thién vi dbi voi cac cong ty
ndi dia, bit chip viéc cac cong ty nudc ngoai cung clp cac san
phim va dich vu thugng hang. Do di hdi nhédp qubc té, nén
trong thdi gian sip ti chinh phu Viét Nam ciing phai dan loai
bo xu hudng 1am khong gidng ai nay.

Gibng nhu ngudi titu dung va cic cong ty, ngudi mua 12
cic co quan nha nudc cling bi dnh hudng boi cac yéu t6 moi
truong, td chirc, quan hé ca nhan va ca nhan. Mgt diéu doc dao
vé hanh vi mua hang cia cic co quan nha nudc la hanh dong
nay bi “sim soi” rit k¥ bi cong chiing bén ngoai, tir quc hoi
cho dén céc nhém kiém soat tir nhin, nhitng t& chirc quan tam
dén céch thirc chinh phu sir dung tién thué cho cac hang muc cbi
phi. Do quyét dinh chi tiéu clia cic co quan nha nugc c6 thé bl
anh hudng bdi su suy xét cia cong ching va bao chi, nén céc c0
quan nay thuong yéu cdu nhirng tha tuc gidy to ddy da tir ca¢
nha cung cép - nhitng td chirc/ca nhin cung cp cho céc co quaf
nha nuéc Viét Nam van thuong xuyén than van vé su phic taf
trong thu tuc giéy to rudm ra, cac quy dinh chéng chéo nhau, sV
cham tré trong quyét dinh va sur thay ddi cic nhin vién thu mué
thudng xuyén.

Tiéu chi kinh té déng vai tro ngdy cang quan trong trodf
viéc mua hang cua chinh phi. Céc co quan nha nuéc dugc yé}
ciu phai wu tién cho céc cong ty va khu vuc kinh doanh tri trt?
cac cong ty nho; cac cong ty phuc vu ddng bao dan tdc; ca‘;‘
cong ty cén tranh xa v6i nan ky thi ching toc, gidi tinh .Vé tuz
tac. Nguoi ban can phai ghi nh¢ nhitng yéu to nay k?n qlll)’
dinh tim kiém cac co hoi kinh doanh véi céc co quan nha nudc-
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Vimdt sb Iy do ma nhiéu cong ty Viét Nam ban hang cho
chinh phii chua biét dinh huéng o rang vé marketing cho ldm.
Tdng chi tiéu cua cic co quan nha nuéc duge xac dinh bdi
nhitng ngudi ndm “tay hom chia khéa” hon la boi cac nd luc
marketing dé phat trién thj truong. Viéc mua hang cia céc co
quan nha nudc nhin manh gia ci, khién cac nha cung cip phai
né luc diu tu vao cong nghé nham giam chi phi. Khi céc dic
diém caa san phim da dugc quy dinh can than, khac biét vé san
phim khéng phai la mot yéu td marketing. Tuong tu, quang cdo
hay ban hang ca nhan ciing khong la van dé chinh trong viéc
gianh chién thing trén co s& diu thiu mo.

Nhiing khac biét trén thi trudng cong ty quéc té. Khi
tdc cong ty Viét Nam lan ddu budc chin ra thj trudng quoc té,
thi nhung ngudi lam marketing cla cong ty phai tmh dén mot
thye té 1a minh co6 thé gip phai nhiing khac biét 1on vé quy dinh
Cla cac chinh phii nudc ngoai va phong tuc van hoa tren thi
trU’orng nay. Dé thanh céng trén thi trudng qudc t8, mot sé san
Phim cong ty cin phai dugc diéu chinh lai. Vi du nhu, ldy ly do
40 vé sirc khoe nguc‘ri tiéu dung & Australia, Nhat Ban va Anh
QUOC nén quy dinh vé du luong khang sinh rit nghiém ngit. Vi
Vdy, cac mit hang thuc phdm va thiy san xudt & Viét Nam phai
Qwoc didu chinh lai dé dap (mg dugc céc tiéu chi an toan vé sinh
thyre phim nay. Khi hoat dong tai cac thi trudng quc té, ngudi
im marketing phai sin sing diéu chinh theo phucmg phép kinh
Uoan va phong tuc dia phuong. Ho cung cin nghién ciru céc
“huin muc (norm) van héa. Nhirng yéu t6 tuong don gian nhu

%i gian gip mit va cach thic xung hé vai don tac ciing c6 thé
0 ngp su khac biét. Tham chi cong ty cung cin xem xet nén s
Ung mau muyc in ndo cho tii liéu, vi mau sic & mbi qudc gia lai

Mang nhitng y nghia khic nhau.
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I1L. Phén khic va co s& dé phén khiic thi truong B2B
3.1. Co s& dé phan khiic thi truong B2B

Khong hiéu sau thi ching thé thuc hanh didu gi. Do do,
trude khi trinh bay céch thirc phan khic thi truong B2B cu thé,
chiing ta hiy 1y giai co s& dé phan khic thj trudng B2B. Chiing
ta ¢6 thé phan khic thi trudmg cdng ty dya trén cc bién s6 ma
minh st dung trong thi trudng tiéu dung, nhu dia ly, su tim kiém
loi ich, va ty 1é sit dung. Tuy nhién, cic chuyén gia marketing
cong ty ciing thudng sit dung nhing bién s6 khac. That vay, co
thém kha nhidu bién méi. Bonoma va Shapiro di dé nghi phan
khic thi truong cong ty theo cac bién néu trong Bang 3.2. Cac
bién nhin khiu hoc 13 quan trong nhét, sau d6 dén cac bién khai
thac, rdi cudi cung la dac diém ca nhin cla ngudi mua.

Bing 3.2 : Céc bién chii yéu a8 phan khic thi truong B2B.
Nhén khiu hoc

+ Nganh : Ta nén tap trung vao nganh nao ?
A Ta nén tip trung vao nhitng cong ty
+ Quy md con : . . £
Quy gty c6 quy mo nhu thé nao ?
. aed Ta nén tép trung vao nhiing ving di
.+ Dia diém : . P & & gci
ly nao ?
Céc bién khai thac
) . Ta nén tap trung vao nhitng con
+ Cong nghé : 3p TTuns & cong

ngh¢ nao cia khach hang ?

Ta nén tdp trung vao ngudi s dung
nhiéu, trung binh, it hay, nhitng ngudi
khong sir dung ?

+ Tinh trang ngudi st
dung/khdng sir dung
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+ Nang luc cua khach
hang

Ta nén tdp trung vao nhitng khach
hing cdn nhiéu hay it dich vu ?

Phuong thirc cung
ung

+ T4 chirc chirc ning
cung itng:

Ta nén tip trung vao nhirng cong ty to
chirc cung ung tap trung cao hay phén
cap ?

+ Co céu quyén luc :

Ta nén tap trung vao nhiing cong ty
do k¥ thuat chi phéi, tai chinh chi
phdi, v.v...

+ Tinh chat cua
nhitng moi quan hé
hién co :

Ta nén tap trung vao nhitng cong ty
da c6 quan hé chit ché hay chi theo
dudi nhitng c6ng ty mong mudn nhat
?

+ Chinh sach mua
sam chung

Ta nén tép trung vao nhitng cong ty
thich thué mua, hop déng dich vy,
mua sdm qua hé théng hay dau thau ?

+ Tiéu chuan mua
sam

Ta nén tap trung vao nhiing cong ty
tim ki€ém chat lugng, dich vu hay gia
ca?

Nhiing yéu td tinh
hudng

+ Khin cép

Ta c6 nén tdp trung vao nhiing céng
ty cdn giao hang hay dich vu nhanh
va dot xuat khong ?

+ Ung dung dic biét

Ta c6 thé tip trung vao nhitng ung
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dung nhét dinh cia san phim cia
minh hay 12 vao tét ca cac ing dung ?

+ Quy mo6 don dit Ta c6 thé nén tap trung vao nhitng
hang don hang 16n hay nhé khong ?

4 -Z 1.4 [
Péc diem ca nhin

+ Ngudi mua, ngudi | Ta c6 nén tdp trung vao nhitng cong
ban tuong tu nhu ty ¢6 con nguoi va gia tri tuong tu

nhau : nhu ta khéng ? ]

Ta cé nén tap trung vao nhitng khach
hang chap nhdn nii ro hay né tranh rui
ro khdng ?

+ Thai d6 do1 véirui
I0

Ta c6 nén tdp trung vao nhitng cong
+ Long trung thanh : | ty to ra rat trung thanh v&i nhitng
nguoi cung ung cia minh khong ?

Bang 3.2 niy liét ké nhiing cdu héi chi yéu ma nhirng
ngudi hoat déng trén thi trudng copg ty cin dit ra dé xac dinb
xem nén phuc vu phin khuc thi trudng va khiach hang nao.
Chéng han nhu, cdng ty vé xe cao su trudc tién cin quyét dinD
xem minh mudn phuc vu nganh nao, déng thoi lru y dén nhirng
diém khac biét sau :

Nhiing hang san Xudt 6 t& co nhing yéu cdu khac nhats
nhung hang san xuét xe sang trong mudn cd vo xe cao cap ho?
nhiéu so v&i nhitng hang san xuét xe tiéu chudn. Va nhitng vo X
ma cdc hing sin xut mdy bay cin phai ddp Gng nhing tiev
chudn an toan cao hon nhiéu so vm nhitng vo xe ma nhirng han?
san xudt mdy kéo ndng nghiép can.
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Trong pham vi muc tiéu da chon, cong ty cé thé phan khc
tiép theo quy md cua khach hang. Cong ty c6 thé xdy dung
nhitng tiéu chudn riéng an toan cao hon nhiéu so véi tiéu chuan
clia cac vo xe ma céc hing sin xuit may kéo néng nghiép cén.

Trong pham vi muc tiéu di chon, cong ty c6 thé xdy dung
nhitng céng trinh riéng biét dé lam @n véi nhitng khach hang 16n
va nho. '

Mot cong ty ciing c6 thé phan khic bing cic tiéu chi mua
hang. Céac phong thi nghiém thuéc chinh phu cin mirc gid thip
va hop déng dich vu cho thiét bj khoa hoc, cic phong thi nghiém
trudng dai hoc chi yéu cdu it dich vu, va phong thi nghiém
nganh lai cin thiét bi dang tin ciy va do chinh xdc cao.

Nhirng ngudi hoat dong trén thi trudmg cong ty ndi chung,
phat hién cac khic thi truéng thong qua mgt qua trinh phan khuc
lién tiép. Hay xét truémg hop mot cong ty nhém :

Cong ty san xudt nhém trude tién tién hanh phan khiic vi
m6 gdm ba buéc. Ho suy tinh xem s& phuc vu thi truong st
dung cubi cung nao. O t5, nha & hay lon nuéc gidi khat. Khi lua
chon thi truong nha &, cong ty can xéc dinh tmg dung hip din
nhit cia san phim. V4t liéu ban thanh phim, cic phu liéu xy
dung hay nha hru dong bing nhém. Khi quyét dinh tap trung
Vao céc phu liéu xdy dung cong ty cin xem x€ét quy m6 khach
hang t6t nhit va lya chon nhitng khach hang’ [6n. Budc thir hai
1a phan khiic vi md. Cong ty phan biét giita nhitng khach hang
Mua theo gid, theo dich vu hay theo chit lugng. Vi cong ty
hhém c6 so tmong vé dich vu, nén quyét dinh tip trung vio
khiic thi trvong c6 dong co 1a dich vu.

Chuyén gia marketing B2B James C. Anderson va James
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A Naurus da khuyén khich cic nha marketing gidi thiéu nhiing
dé xuét thi truong linh hoat dén moi thanh vién cia mot phén
khiic. Mot d& xuit thi truong linh hoat gdm c6 hai phin : mot
glal phép 15 rang gdm céc thanh phan san phdm va dich vu ma
tit ca thanh vién trong phan khuc déu danh gia cao, va mot sy
lya chon tuy y ma chi mot s6 thanh v1en trong phan khic danh
gid cao. Méi lya chon déu bao gom mdt chi phi gia tdng.
Siemens Viét Nam ban nhung chiéc hdp boc kim loai cho cic
nha san xuét nho véi gia mién phi giao hang va bao hanh, nhung
gigi thiéu chi phi cai dit, kiém tra, va cac thiét bi truyen thong
ngoai vi 13 chi phi gla tdng. Vietnam Alrlmes mang dén céc
hanh khach hang tiét kiém mét chd ng01 banh snack va thuc
udng nhe va tinh thém phi v&i nuée udng c6 cdn va bira in.

Ngay ca cach phan khic thi truéng nay ciing mic nhién
cong nhdn mét ich lgi duy nhét 13 phuc vy viéc lya chon san
shim trong pham vi mdi phan khic thi truong cong ty cdn cu
vao giai doan trong qua trinh théng qua quyét dinh mua sim :

1. Khdch hang trién vong mua lan dau - Nhirng khach
hang nay chua mua hang 14n nio. Ho muén mua clia mot nhar?

vién marketing hiéu biét cong viéc kinh doanh cua ho, giai thich
duoc rd rang moi didu va ho c6 thé tin céy dugc.

2. Khdch hang mm Nhimg khach hang nay da mua 587
pham/dlch vu. Ho muén c6 tai ligu huéng din dé hiéu, mirc a0

huén luyen st dung ky thuit va nhitng dai dién marketing c0
hiéu biét.

3. Khach hang kén chon - Nhitng khéach hang nay lﬂuoﬂ
dam bao dugc bdo tri va sira chita nhanh chéng, san pham 54/
xudt theo y khéch hang, va mirc d§ hd tro ky thuat ¢2°
Robertson va Barich cho ring cac phan khiic thj trudng nay of
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thé c6 nhitng s& thich khac nhau déi v6i kénh phén phéi. Vi du
nhu, nhitng khach hang trién vong mua ldn dAu sé& thich lam viéc
véi nhan vién marketing cua céng ty chir khong thong qua kénh
marketing theo catalog giri thu truc tiép, vi nhitng phuong thirc
sau ndy cung cip qué it thong tin. Nhung khi thj truong di sung
min, ngay cang nhiéu ngurdi mua tré nén kén chon va cé thé ua
thich cac kénh khac nhau. Tuy nhién, nhitng c6ng ty di cam két
voi nhitng kénh c6 hiéu qua trong nhiing giai doan trudc ddy cua
thi trudng s& mét kha ning linh hoat trong viéc gitr chan khach
hang va théa min nhitng khach hang kén chon.

Robertson va Barich tin chéc ring quy trinh ciia ho rat hiru
ich di véi luc lugng marketing B2B trong viéc lap ké hoach
Vleng thdm cua minh. Ho phan nan ring cac can bo quan trj cip
Cao thuong hay quéd nhiét tinh véi mot céch phan khic thi
truong chién luoc nghe c6 vé hay ho, db rét nhiéu tién vao viéc
hoan thién nod dé cubi cing mdi phat hién ra 12 luc luong

Marketing khong thé sir dung né dugc.

Rangan, Moriarty va Swartz da nghién ciru mot thi truong
héng hoa sung man dé kiém tra sy xudt hién binh thudng cua hai
Phan khiic thi truomg cong ty : Nhitng ngudi mua hang cong ty
thich gi4 ha va it dich vu, va nhiing ngudi mua sin sang tra gia
a0 hon cho dich vu nhiéu hon. Ho s& ngac nhién khi phat hién
thiy bép, phan khuc thi trudng cong ty.

1. Nguoi mua theo ké hoach : Nhirng ngudi mua ndy xem

%an phim d6 khéng qua quan trong d6i véi hoat dong cua minh.
© mua né nhu mdt mit hing thdng thuong. Ho thudng thanh
0dn day di gia mua va doi hoi dich vu dudi mic trung binh. R6

fing ¢4 13 thi truomg rat c6 loi cho ngudi ban.
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2. Nguoi mua theo quan hé : Nhitng ngudi mua nay xem
san phdm quan trong & mirc o vira phai va rdt am tudng vé
nhitng hang héa canh tranh. Ho dwoc hudng khoan chiét khiu
nho cing mdt mirc d4 dich vy khiém tén va wa thich ngudi ban
véi diéu kién la gid khong qua chénh léch so véi san phdm cing
chung loai. Ho 1a nhém c6 lgi vao hang thi hai.

3. Nguoi mua qua giao dich : Nhitng ngudi mua nay xem
san phim la rat quan trong dbi véi hoat dong cua minh. Ho nhay
cam véi gia ca va dich vu. Ho dugc hudng chiét khiu 10% va
dich vu & mic trén trung binh. Ho rit am tudng vé cic hang héa

canh tranh va sin sang chon gia hoi hon, cho du phai hy sinh
mdt sb dich vu nao do.

4. Nguoi mua mdc ca : Nhitng ngudi mua hang cong ty
nay xem san phim 1a rét quan trong va ddi hoi chiét khau lon
nhAi va dich vu nhiéu nhét. Ho biét nhitng cung rng khac nhau,
mac ca rat k¥ va sin sang bo di khi khong hai 1dng mot chut-
Cong ty can nhifng ngudi mua nay chi vi ho mua khéi luong
16n, song ho khdng dem lai nhiéu hon lgi nhudn Am.

Cach phan khic thi trudng my c6 thé gitp cong ty trong
mot nganh dén ky han s& hinh dung & hon noi nao cén ting vd

gidm gié dich vy, vi mdi phan khic thj truong phan ing theo
cung mot cach.

Nhiing yéu ciu dé phan khic thi truong hiéu qua

C6 nhiéu cdch dé phan khiic thi trirong. Tuy nhién khong
phai tat ca cac cach phan khic thi truomg déu c6 hiéu qua. Vi du,
nhitng nguoi mua mudi an c6 thé dugc phéin thanh nhiing khach
hang toc nhat mau va thim mau. Nhung mau toc thi khong 1i€”
quan gi dén chuyén mua mudi ca. Hon nira, néu tat ca nhiiné
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ngudi mua mudi déu mua mdi thing mot lwong mudi nhu nhau,
déu tin ring cac loai mudi déu giéng nhau va mudn tra cling mot
gia, thi thi treong do, theo quan diém marketing, la thi trudng cé
thé phan khic & mirc tbi thiéu.

pé phan khic thi truong hiéu qua cin ndm duoc nim dic
diém nhu sau :

Do luong duoc : Quy md, sitc mua va céc dic diém cia
phan khic thi trudng déu do duogc. Céc bién phin khic thi
tredng nhdt dinh rat khé do luomg. Vi du nhu quy mé cua phin
khic thi truong thanh thiéu nién hit thubc, nhitng ngudi hit
thuéc chi yéu dé chéng dbi lai bd me.

Khd Iém : Nhitng phan khiic thi truéng nay phai kha 16n va
sinh 101 xting dang dé phuc vu. Phan khiic thi truong phai 13 mét
nhém 16n nhit va déng nhit, xung dang dé thuc hién mot
chuong trinh marketing riéng. Vi dy, khong dang dé y dén mot
hang san xuit 6 t6 cho nhitng nguoi tan tat.

C6 thé tiép cdn dwoc : Céc phan khic thi trudng phai tiép
Cdn duoc va phuc vu c6 hiéu qua. Gia st cong ty diu thom phat
hign thdy nhitng ngudi diing nhiéu nhan hiéu ctia minh 14 nhiing
Phu nit doc than, nhiing ngudi dén quan bar vio ban dém va
thudéng xuyén. Trir khi nhitng ngudi phu nit nay séng va lam
Viéc tai nhitng noi nhét dinh va tiép xic véi nhitng phuong tién
truyén thong nhét dinh, ho 13 nhitng ngudi rat-khé tiép cin.

Cé thé phdn biét duoc : Céc phan Khuc th truong ndy
k}}éc biét nhau vé& quan niém va dap ing khac nhau déi véi cac
yé}l td t hop marketing va chuong trinh marketing khac nhau.

€u nhu nhitng ngudi phu nir c¢6 gia dinh va khong c6 gia dinh
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déu phan tng tuong tu nhu nhau véi mudi in vi 40 16ng thy, thi
ho khong thé thudc nhitng khic thi trrong riéng biét dugc.

C6 thé hoat déng dwoc : Co thé xdy dung nhiing chuong
trinh c6 hiéu qua dé thu hit va phuc vu nhitng thj trudng do6. Vi
du, mét hang hang khéng nho phét hién ra bay khic thi trudng,
nhung bién ché ciia ho qua nho khéng thé xiy dung nhiing
chuong trinh marketing riéng biét cho ting phin khic cua thi
treong B2B duoc. ?

3.2. C4ch thirc phan khic thi trudmg B2B cu thé

Thi trudng t6 chirc bao gdm nhidu loai ddi twong khach
hang, vi v@y ngudi lam marketing B2B phai xac dinh rd phan
khic thi truong ma minh dang phuc vu. Bing cich 4p dung khéi
niém phan khuc thi trudng cho cac nhém khach hang cong ty,
ngudi lam marketing c6 thé phat trién chién lrge phu hop nhat
véi nhu cdu ctia mot phén khic cy thé, Qua trinh phan khuc thi
truong B2B la viéc phén chia thi trudng tong thé cin ctr vao c4c
dic diém khac nhau, thuong 1a theo dic diém clia td chirc va g
dung cia san pham Nhitng cdch thirc chi yéu ¢é phan khiic thi
trudng cong ty gdm cb (quy mo) dac diém nhén khdu hoc, kiéu
khdch hang, muc dich sir dung cuéi, va tinh hudng mua.

Phan khiic thj trudng theo dic diém nhin khiu hoc

Tuong tw nhu trong thi truomg tiéu dung, dic diém nhéan

? Viéc danh gia va chon loc phén khic thi truong B2B rht
quan trong nhung ching toi khong co diéu kién dé trinh b3y
trong sach ndy. Cic ban hdy tim doc trong sach “Qudn tr
marketing hién dai — LY thuyét va tinh huéng thuc hanh 1n8
dung cua cdc cong ty Viét Nam”, Luyu Pan Tho, Cao Minh Nhut,
NXB Tai Chinh, ndm 2016, chuong3 tu trang 117 - 131.
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khdu hoc 14 tiéu chi hitu ich dé phan khic thi trudng B2B. Vi
du, cong ty c6 thé dugc phan chia theo quy mé doanh thu hoic
quy md nhén su. Ngudi lam marketing cé thé phét trién mét
chién luoc riéng dé tiép can nhitng cong ty 16n cé quy trinh mua
phirc tap, va mot chién lwoc khic cho nhiing céng ty nho, chi do
mot hodc hai nguoi ra quyét dinh. Theo mét nghién ciu, nhiéu
cong ty dang ddy manh khai thic céc cong ty quy md vira va
nho. Vidu, FPT chon thi truong muc ti€u l1a cdc céng ty nho trén
mang, gin ddy tdp doan ndy ciing hop tdc vdi hotrodoanh
nhan.com, mot trang web do ngudi dung tu xay dung, chuyén hd
trg cac doanh nhan sé hitu cong ty nhd.

Theo thoa thuin hgp tic nay, FPT va hotrodoanh
nhan.com sé cung cép cac chi din thuc hanh khéong chinh thirc
va mién phi vé cach thirc st dung plwong tién truyén thong xa
h$i nhur mét céng cu marketing cho cdc nhém cong ty. Gidm
d8c marketing cip cao ciia FPT cho biét :“Hién nay, cc chu s&
hitu c6ng ty nho ctia Viét Nam c6 nhiéu phwong 4n str dung web
dé cit giam chi phi marketing va két ndi voi khach hang... Véi
viéc té chirc nhitng khéa huéng dén nay, chung t6i hy vong sé&
8itp cic chu cong ty thu duge nhitng hiéu biét quy gia ma ho c6
thé 4 ap dung ngay dé phat trién cong ty cia minh”.

Phin khiic thi truong theo kiéu khich hang

Mot phwrong phép phan khic thi trucmg “hiru dung khac la
hhém cdc khach hang tiém ning cin cir theo kiéu khach hang.
Ngum lam marketing B2B c6 thé ap dung khai niém ndy theo
Bhidy c4ch khac nhau. Ho c6 thé phan chia khach hang thanh
®4c nhém 16n - nha san xudt, nha cung cip dich vu, co quan

hmh phu, td chirc phi loi nhudn, nha ban budn, hay nha ban 1é -
" theo nganh. Cic nhém nay c6 thé tiép tuc dugc chia nho hon
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nita bing céc phuong phap phin khuc khic s& dugc théo ludn
trong phén nay.

Phan khic thi truéng dya trén khiach hang (customer-
based segmentation) 14 mdt phuong phédp thuéc nhém nay va
thudng xuyén dugc su dung trén thi trucmg khach hang B2B. So
voi nguoi tiéu dung cubi, khach hang td chirc thudng co yéu céu
chinh xdc va phtc tap hon cho hang héa va dich vu dinh mua.
Vi 1& d6, san phidm danh cho khich hing céng ty phii hgp véi
phan khic thi truong hep hon nhiéu so véi thi truong cta cic
san phim tiéu ding thong thudng. Mot sé cong ty thiét ké hang
hoa va dich vu theo nhiing tiéu chudn ky thudt riéng cho khach
hang B2B. Hing cong nghé Tetra, cung cip cho cac td chic
nhirng dich vu moéi truong hét sirc da dang, bao gdm phat trién
cong nghé, thiét ké, ché tao va khic phuc 6 nhiém. Vi khach
hang cua hang bao gdm ca co quan chinh phi cling nhu cong ty
tu nhin, va nhu ciu cua ho rit khic nhau, nén Tetra cung cép

mét loat cac chuong trinh phu hop véi timg kiéu ddi tuong
khach hang. Chéng han, héng co dich vu tu vén cho cong ty dich
vu cong cong, gilp céng ddng nao vét ngudn nudc 6 nhiém
tham chi tién hanh cac chuwong trinh don nhitng khu vic ca con?
cOng va tu nhdn, x{r Iy tinh trang chay no,...

Phén khiic thj truémg theo muc dich sir dung cudi

Co s¢ thir ba d¢é phén khic thi trugng 1a phan khac 19!
truong theo muc dich sir dung cudi (end-use appllcatlon
segmentation), tdp trung vio cach thirc sit dung sén pham di
biét cua khach hang cong ty. Vi dy, nha san xuét thiét bj in 4n 0
thé phuc Vi mot thi truong da dang, tur cong ty dich vu co?
cong cua dia phuong, nha san xuét xe dap. M01 rng dung duﬂ
cudi ciia thiét bi ¢6 thé dit ra nhitng yéu ciu k¥ thudt riéng

l
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hiéu qua hoat dong, thiét ké va gia tién. Vi du, Petro Gaz, nha
cung cp khi cng nghiép, c6 thé phan khic thi trudng cia minh
theo ngudi ding. Nha san xudt thép va kinh cé thé mua khi
hydrogen va oxygen, trong khi nha san xuit dé ubng va thuc
phdm c6 thé cin khi CO,. Nhiéu céng ty quy md nhd va vira
ciing phan khiic thi trudng theo muc dich sir dung cudi. Thay vi
canh tranh trén nhiing thi trudng do cac cong ty 16n théng tri, ho
tap trung vao phan khic thi trudng ngudi ding cudi cu thé.

Phin khiic theo tinh hudng mua

Céc cong ty thudng c6 co cu td chirc khic nhau cho bd
phan thu mua, va ngudi lam marketing B2B phai diéu chinh
chién lugc theo dic diém ndy cia khach hang céng ty. Mot sb
Cong ty c6 bd phdn thu mua tip trung, phuc vu toan bd cong ty;
trong khi nhiéu c6ng ty khac lai cho phép cac don vi tw quan tri
hoat dong thu mua ctia minh. Nha cung cip c6 thé lam viéc vai
mdt nhin vién thu mua hoic lam viéc véi mdt nhém ra quyét
dinh thugc nhiéu cép khic nhau. Mdi kiéu co cdu td chirc s& tao
'3 nhitng hanh vi mua khac nhau.

Khi tinh hudng mua hing c6 y nghia quan trong, ngudi
lam marketing thudng xem xét xem khach hang da tung mua
hing bao gi chura, hay day 1a don dat hang du tién, rdi dua ra
Mie gia hodc chuong trinh wu ddi cho nhitng khach hang quan
trgr}g_ Hang dich vu vién théng VNPT thuong c6 chuong trinh
Chiég khdu djch vu dién thoai di dong cho khich hang cong ty

Y61 hinh thirc tin dung hodc hoan tién.

" Hién nay, nhitng cong ty xay dung hé théng quan trj quan
‘_l,(héch hang (customer relationship management - CRM) - t4i
VE\i)én.lAu'c_yc va hé théng tai dinh hudng tofm bd td chirc tap trung
Vi€c lam hai 1ong khach hang - c¢6 thé phan khic khach hang
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theo cac giai doan trong mdi quan hé giita cOng ty va khach
hang. Vi du mét cdng ty B2B c6 thé xay dung nhiing chién lugc
khac bi€t, danh riéng cho nhoém khach hang médi thu hut, ciing
nhu cho nhém khach hang hién tai ma cong ty mong mudn ban
thém sin phim méi. Tuong tu, viéc xdy dung long trung thanh
tir nhitng khach hang hai long ciing doi hoi cach tiép cin khac so
véi cac chuong trinh ¢6 muc dich “ciru vot” mdi quan hé dang
lam nguy. No6i dung vé quan tri quan hé khach hang da dugc dé
cap chitiét & cic chuong 1 va 2.
IV. Ciu ciia thi truomg cong ty

Noi1 dung cla nhitng phan trén d3 phan tich va chi ra cic
khac biét dang ke giira k§ thuat marketing ap dung cho khéch
hang ti€u dung va ky thuat marketing 4p dung cho khéach hang
cong ty. Gio ta noi dén mot yéu td quan trong l1a cau.

» K -
Ban chat cia ciy

Ciu cua thi trudng cong ty thuong khac véi cdu cia thi
truong ti€u dung. Ban chét cu cua thi trudng cong ty phu thuc}t;
vao cdc hinh thirc (loai) sin phim dugc ban, cac khac biét cua
nguyén vat ligu thd, céc thanh phin thiét bi,... Thiu hidu chu
cua thi trudng cong ty rit quan trong dbi véi cong ty B2B boi vi
cac quyét dinh cia cong ty B2B tuy thudc vao thi trudng nao sé

phuc vy, loai liclnh doanh nao s& tham gia, cac ngudn tai nguyén
nao s& dugc dau tu déu dya vio ciu.

Céau cﬁa\ cac thi truong nay ciing c6 nhirng dic diém khac
nhau. Thi truONg ¢dng ty ¢6 cic nhom chu chinh sau : ciu phii
sinh (derived demand) ciy bidn déi (volatile demand), ciu két
hop (joint demand), ciy khong co gidn (inelastic demand) va
didu chinh hang hru kho (inventory adjustment). Trong d6, ha/
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khai niém cu phai sinh va cau két hop 1a quan trong hon ca, va
Ia nén tang dé thiu hiéu lam thé nio ciu cua thj truomg B2B
duogc xac dinh va thuc hanh trong thuc té. Hinh 3.1 tom tit cac
nhoém céu trén thj trudng cong ty.

Ciu
phai sinh

Piéu chinh
hang luu kho..

Cac nhém
ciu cia
thi truwong
cong ty

Cau khéng
co gidn

B R e T ST e ey

meh 3 l Cac nhom cau fren thi tru0'ng kh‘lch hang BZB !

_._L.___.J._.Lj_ 2i -

Ciu phai sinh

Khi cac chuyén gia marketing B2B tip trung nghién ciru
chi tiéu va su tin tudng cia ngudi tiéu ding, ho phai tim ra cac
ddu chi cé anh huong dén toan bd nén kinh té. C6 thé néi, chi
ti€u clia ngudi tiéu dung va cia chinh phi gin nhu tic dong dén
todn bo nén kinh té. Vi thé, cac chuyén gia marketing B2B phii
hhin ra nhu ciu vé san phdm/dich vu ciia minh 13 cau phéi sinh :
6 1a ciu vé san pham/dlch vu ciia céng ty phai bit ngudn tir nhu
cdu cia nguoi ti€u dung.

Cau phai sinh (derived demand) chi quan hé gifta cdu san
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phim ctia m6t cong ty va hoat ddng mua cac ngudn luc nhu may
mdc, thanh phin, thiét bj va nguyén vt liéu tho cua cong ty do.
Céu ddi véi bd vi xir 1y (chip) mdy tinh phai sinh tir cu déi véi
may tinh c4 nhin. Néu cé nhiéu cong ty va khich hang c4 nhan
mua may tinh méi, cau dbi vai bd vi xir 1y s& tang; néu luong
tiéu thu mdy tinh giam, ciu ddi v&i bd vi xir 1y s& giam. Vi du,
hang Lear, cung cip ghé 6 to va cdc thiét bi ndi thit khac cho
cac nha san xuit xe nhu Ford va General Motors. Vi viéc déng
clra nha may va ké hoach sin xuét cit giam gan day ciia nha sn
Xuét xe, cu thi trudmg d6i véi san phim cia Lear ciing giam.

San phim ma cic khich hang té chic dit mua thuomg
duoc chia thanh hai hang muc : hang muc vén (capital item) va
hang muc chi tiéu (expense item). V& co ban, cdu phéi sinh st
tac dong dén ci hai nhém nay. Hang muc vén 14 nhiing tai si
lau dai cia cong ty va phai khiu hao theo thoi gian. Khéu hao
(depreciation) la thuat ngir ké toan chi viéc khéu trir mot phal’
chi phi cia hang muc vén vao doanh thu hang nam, nham x4¢
dinh lgi nhuin rong cia cong ty. Co thé ké ra mot s vi du v
nhitng san pham thugc hang muc von nhu co so ha tang thiét bﬁ
quan trong nhur nha méy san xuit méi, toa nha vin phong va he
thdng may tinh.

Ngugc lai, hang muc chi tleu 1a nhitng hang muc dugc “eu
thu trong khoang thoi gian ngin hon. Nhin vién ké toan sé tin”
chi phi clia nhifng sin pham ndy vao thu nhép trong nam mu®
Nhitng san pham thiét yéu dé van hanh cong viéc, tir glf‘
photocopy dén diu bdi tron may moc, 1a nhitng vi du vé hat*
muc chi ti€u.

s 5
Nhimng dic tinh cia ciu phai sinh. Céu phéi smhtr o
céu c6 nguon gbc 13 mdt khdi niém co quan trong
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marketing B2B. Khai niém nay turong dbi don gian nhung hay bi
hiéu nham.

Céc khach hang td chirc, ké ca khach hang & khu vuc nha
nudc va cac vién, khong mua hang héa va dich vu dé phuc vu
cho nhu cdu va udc mudn cia ban thin ho ma dé san xuét va
phin phéi cic san phim hang héa va dich vu cho cac khach
hang cua ho. Thuit ngir “cé nguén géc” cho théy nhu cdu cia
cac khach hang t8 chirc dbi véi céc hang hoa va dich vu bit
ngudn tir nhu cau tir khach hang cua ho.

(- Thiét bi ning

o4 »
thict bj uhe

Nhu ciu Nhu ciu hang NV ché bién
nguiitic |3t hin,dichvy g <
ding CN NYL Thd

Nhu céu ciia ngurii tiéu ding 12 ngubn goc cia Sp cung irng

moi nhu cau .
: Dich vy CN

) n hESY RN I CANTeotn by

Ciu bién dbi

Cdu phdi sinh tao ra sy bién déi trong cau ciia thi truong
Cong ty. Gia sit khdi lugng hing bén cho mdt nha ban 1é& xing
day ting 5%/nam. Tiép tuc gia sit, cau hién tai cho nhan hiéu
Xang diy nay giam toi mirc chi con 3%/nam. Su sut gidm nay co
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thé 1a Iy do dé cong ty can nhic giir nguyén trang cic tram bom
xang ddu hién tai va chi thay thé chiing khi diéu kién thj truong
cai thién. Theo cach ndy, ngay ca nhitng thay dbi nho nhit trong
cdu tiéu dung ddi véi nhan hiéu xing diu nay cling s€ tdc dong
dang ké dén nha san xudt thiét bj bom xing déu.

Ciu két hop

Cdu két hop (joint demand) trdi véi cdu phdi sinh, dé cdp
dén tinh huéng hai sén pham dugc sir dung va c6 nhu cdu st
dung ciing véi nhau. Ciu két hop 12 mot yéu té quan trong khac
anh hudng dén cau cua thj trudng, 1 tac dong xuét hién khi cdu
cho mdt san phiam céng ty lién quan dén ciu cho mét san phém
coéng ty kbéc, duoc str dung két hop v6&i né. Thi du ca go xé va
bé tong déu can ding trong xdy ding. Néu ngudn cung go giam,
Sw sut gidm trong linh vuc xdy dung nha s& c6 nhiéu kha ning
anh huéng t&i ciu vé bé tong. Mot vi du khéac 1a ciu két hop
gitia dién ndng va cic ddng co 16n chay bing turbine. Néu ngudi
ti€u dung quyét dinh sir dung tiét kiém dién, ciu déi véi nhing
nha may dién niang méi s& giam, va ciu déi véi cac thiét bi va
phu ting thay thé cho turbine cung vay.

Cdu két hop gady ra cdc thir théch marketing Iém cho cdc

san phdi?? cong nghé béi vi cac cong ty phadi phu thuéc vao cong
nghé. Néu cong nghé mi hién dai hon ma cong ty chura thé tng
dung, cong ty co thé mit thi truong. Thi du nhu, cé nhiéu cach
thirc dé nhén tin hiéu tivi : qua cdp, qua vé tinh qua phét séng v3
nhén tin hi€u bang ng ten nhung cac mang luéi thuong mai dua
vao dya vao thu tin hi¢u bing ing ten ngay cang giam sat. S¥
khac b‘i_ét giita cau két hop va cdu phdi sinh 1 véi cau két hops
nhu cdu cho hai san pham la déng thoi béi vi ca sén pham vd
dich vu dwoc tiéu thy do"‘ng thoi. Trong khi véi cdu phai sinh,
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sdn pham sau ciing diroc tiéu thy 1a sy xuéi dong ciia nhiéu
bie tach biét voi nha san xudt.

Nhitng dic tinh ciia cdu két hgp. Clu két hop xuét hién
khi nhu ciu cuia mot san phém phu thudc vao viéc san phém doé
dwoc sir dung chung véi mét hodc nhiéu san phim khic. Trong
tredmg hop nay, cac san phim c6 dugc nhu ciu két hop, hoic c6
thé khéng tdn tai nhu cu déi vdi tt ca cac san phim,

Vi du nhu nha may cia General Motor chuyén cung cép
tdc tdm kim loai dé phuc vu cho c()ng viéc lip rap xe hoi cia
GM tai cac nha may khéc. Khi toan thé cong nhén tai nha may
tin kim loai dinh c6ng, va nha may phal ngung hoat dong. Diéu
Ny c6 nghia 1a ngung cung cdp cac tim kim loai cho céc nha
May khic cia GM trén toan thé gigi. Tinh hinh con nghiém
tI'()ng hon, cudi cing nhiéu nha may khdc ciia GM trén thé gioi
Phii d6ng cira. Hau qua 1a nhitng nhi mdy phai déng cla cia
GM 13 nhitng khach hang 16n, mua rdt nhiéu cic hang hoa va
dic vu khic dé phuc vu cong tac san xuit. Nhung khi cac tdm
kim loai khong con dugc cung trng thi nhu cdu cho cac loai hang

0a va dich vu khac cling chim hét.

Qua vi du trén ta thdy anh huong clia nhu cu két hop rat
lom, Viéc chim dut hay hinh thanh nhu cdu cho mét loai san
p}}am hay dich vu c6 thé kéo theo viéc chim dit hay phat trién
Ve nhu cdu cua mot hay nhiéu hang héa khac.

Ciu khong co gidn

Cau khong co gidn (melastlc demand) c6 nghia la céu cua
'odn nganh sé khong thay d6i nhiéu khi gia cia mot san phim cu

thé nao do thay d6i. Néu gla go xé giam, cong ty xay dung
Ong nhit thiét phai mua nhiéu gb xé hon, trir khi yéu t6 khéc -



182 Chuong 3 : Phén tich thi truémg cong ty.

nhur l3i sudt thé chip giam - khién thém nhiéu ngudi tiéu ding
Viét Nam quyét dinh mua nha méi. Trong thi truong ti€u dung,
sw co gidn cia cdu cé nghia la khi gi4 ci ciia mdt san phim gia
tang thi ngudi tiéu ding Viét Nam s& lua chon san phdm thay
thé. Thi trudng cong ty thi khong don gian nhu viy, cic cong ty
rét khé Iva chon san phim thay thé hay khéng c6 su lyra chon
nao khac trong mét thoi gian ngén vi cac nhi san xudt B2B
khong thé nao thay ddi phuong thirc san xuit ngay lap tirc duoc.
Khi khéng c6 san phim thay thé thi ciu khéng co gidn va chiu
anh hudng cua su thay doi gia.

Luu yp la cic cong ty rat khé lua chon san pham thay tl}é
hay khong c6 su Iua chon nao khac trong mét thoi gian ngdht
diéu dé khéng cé nghia la sdn phdm thay thé trong thi trudng
B2B khéng phong phii ma trdi lai san phdm thay thé trong th!
truong B2B con nhiéu hon thi trirong B2C. Khi thuc hién m?t
ddy chuyén san xuét, cac nha van hanh B2B c6 thé chon nhiéV
loai dinh tén, dai bc, bu I6ng, chit dinh, cic loai méc khoa,- -
Ban hidy thir hinh dung xem mot chiéc tivi dugc lam tir hang
ngan linh kién thi c¢6 thé nhan ra sin phim thay thé trong th!
trudng B2B phong phi dén mirc nio. Khi c6 khd nhiéu san
phim thay thé va co thé chon Iya c4i nay hay cai khdc ma khc‘)ﬂ?
anh hudng dén san phim cudi cung thi cu s& co gian hon ¥
cang chiu anh hudng cla sy thay dbi gia ca trong dai han.

Su co gidn vé gid chiu gnh hudng boi cdu phdi sinh. N&*
nhu céu cua khach hang khong co gidn thi cau cia cac tha?
phin khong chiu énh huong béi gid. Trai lai, khi khéch hao
nhay cam v&i gid, thi ciu cia cac thanh phan s& chju anh huc’fﬂ,i
nang né boi su thay déi gia. Boi vi tim quan trong cua ciu P]_"‘f‘o
sinh nén cac chuyén gia marketing B2B ludn quan tdm dén V¥
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Cic bao cdo va du bdo vé nhu cau cia khach hang.
e A ES By
biéu chinh hang luu kho

Diéu chinh hing hru kho va chinh sich luu kho ciing c6
thé tac dong dén clu cong ty. Gia sir cdc cong ty san xudt cua
mdt nganh cho ring mirc huru kho t4i wru déi véi nguyén vit liéu
thd 13 Iwong dur trit di ding trong 60 ngay.

Tuy nhién, gid sir diéu kién kinh t€ hoic cc yéu t6 khic
khién cong ty phai ting mirc lru kho dé dam bao di ngudn cung
trong thoi glan 90 ngay. Su thay dbi ndy s& don dip mang t6i
tho nha cung cip nguyén vt lidu thd nhitng don dit hang mai.

Ngoai ra, chinh sich hru kho theo phuong phap san xuit

We thoi (just in time - JIT) ciing nd luc ning cao hiéu qué b%mg
Cich giam luong hang hru kho xubng mirc thip nhit co thé,
dong thoi yeu cau nha cung cdp chi giao hang khi nio quy trinh
%an xuit cin dén. JIT cho phép cac cong ty du doan tét hon ho
$¢ can dung cai gi, khi nao cin, ddng thdi giam dang ké chi phi
S&n xu4t ciing nhu luong hang Iuu kho. Viéc ap dung rong khip
“guyén tic JIT ciing c6 tac dong dang ké dén hanh vi mua cia td
®hic. Cong ty 4p dung JIT thudng ddt mua tir mot s6 nha cung
CaD Trong mdt sd trudng h0'p, phuong phap JIT co thé din den
i¢n tuong khai thiac don ngudn (sole sourcmg) déi vai mot sb

San phim, tirc 12 mua toan bd kho sin pham ciia cong ty tir mot
Nhy cung cép duy nhit. Trao ddi dir liéu dién tir (electronic data
"Nterchange - EDI) va chinh sich quan tri kho phan héi nhanh
Quick-response inventory policy) ciing tao ra nhirng két qua
tu(mg tu trong nganh thuong mai. Xu hudng quan tri kho moi
%y nhdt, JIT 11, doi hoi cac nha cung cAp phai c6 dai dién tai co
%9 khach hang, lam viéc tai chd trong mot doi c6 su tham gia
%a ca bén ban va bén mua. Nha cung cép lap ké hoach va dit
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hang vé&i su tham vin ciia khiach hang. Céch thirc sip xép qué
trinh quan tri kho nhu vdy giup ning cao hoat dong quan tr
ludng hang.

Mic du viéc diéu chinh hang lwu kho hét sirc thiét yéu
trong qud trinh sdn xuit, nhung ching ciing cé y nghia quan
trong khong kém di v6i cac nha ban buén va ban 1é. C6 I& qud
trinh quan tri hang luu kho ctia Coopmart - nha ban lé 16n nhat
Viét Nam la phirc tap hon ca. Cac nha cung cip nhu Procter &
Gamble va Unilever - ban than ciing 1a nhimg gi khéng 16 - lam
viée hét sirc chit ché véi Coopmart, trong viéc giam sat va diéu
chinh hang hru kho mdi khi cin. Phdn 16n doanh thu cia cac nha
cung cp 1on khéc tai Viét Nam ciing 1a tir Coopmart v1 vay
cong tic quan tri hang Iuu kho ciing 1a hoat dong thiét yéu déi

véi cdc cong ty nay.

V. Nhing yéu t6 dnh huéng dén marketing B2B

& phin trén ching ta da trinh bay vé thi truong cong ty
bao gbm cac thanh phin cua thj trudng, cic dic diém cua thi
truong, cac cach thirc phin khiic va cdu cua thj truomg cong ty
Tuy nhién, thj truong cong ty hay hé thong trong moi truong
kinh doanh hién dai con chmu sur tac dong va anh huong cua rét
nhiéu yeu té bén ngoai. Cic mbi tuong tic ndy dong mot vai tro
thiét yeu trong viéc vdn hanh mét hé théng. Hiéu va t6i wru hoa
cac mbi tuong tic nay 1a cong viéc quan trong ma cac chuyén
gia marketing B2B cin phai chi y dé viéc hoach dmh chién Iug¢
clia mmh dat hiéu qua cao nhét. Thudng thi cic yéu t bén ngOal
4 cac yéu t6 tu nhién khach quan, khong tuén theo sur diéu khién
chu quan cua chung ta, vi vy nhiém vu ctia chung ta la tim cach
thich {rng voi cac diéu kién va anh huéng nay.
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. Cic yéu t6 mdi trudng. La céc yéu t c6 anh hudng 16n
dt‘an cac cong ty market‘ing‘gif‘ra cféc td chirc nhung cic cong ty
My nguoc lai khong thé diéu khién hay téc dong vao cic yéu 5
na’y. Vi véy, cic chuyén gia marketing B2B thudng tim cach
thich nghi véi cac yéu té nay hon 1a tim cach didu khién chiing
CéAc yéu t'c“') nay thuong dwgc phén thanh hai cap sau ; cip db vi
mio, va cép d6 nganh cong nghiép. Cap 46 vi md bao gdm o
Yeu t6 nhu : kinh té, sinh thai, cong nghé, chinh tri/phap Iut
todn cdu... Cép d6 nganh cong nghiép bao gbm cic yéu té : I]hll"
Canh tranh, cic sin phdm c6 tinh thay thé, anh hudng ciia nha
Cung cip, anh hudng va quyén luc tir khach hing.

Cac yéu t6 khac. Bén canh cac yéu td moi truromg, con co
mdt hyc lwong nita c6 anh hudng dén hé thong marketing giita
cdc td chirc cdn xem xét d6 1a cac luc lugng hd tro (facilitating
f0rces). Cac luc luong nay tuy khong phai 1a cic thanh vién
Cl}inh thirc ctia hé thong song né cb vai trd quan yéu anh hudng
de':n hpat déng cua hé thong. Vi du rd nét Vé cac lrc lugng nay
€0 thé 1a cac ngdn hang, céc cong ty tai chinh, cic céng ty vin
tai, cac cong ty nghién ciru thi truomg, cdc cong ty tu vén...

Céc yéu td mdi truomg cy thé

CAp dd nganh céng nghiép. La mo hinh 5 yéu td (con
dugc goi la nam lyc lrgng canh tranh cta Micheal E, Porter).

Cdc ddi thi hién tai (current competitors). La nhitng cong
ty/déi thu da va dang canh tranh v6i nhau trén thi truong.

Déi thii canh tranh méi (new competitors). La nhitng cng
ty/ddi thi c6 kha ning hay méi gia nhap vao thi truong.
pliers). Cac nha cung cép nhiéu khi

Cdc nha cung cdp (sup | !
d6i voi hé thong, va tinh hinh

1

¢6 rt nhiéu anh hudng/quyén luc
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canh tranh trén thi truong. Ho nhiéu khi bd qua cdng ty dé bar
truc ti€p cho khach hang cuoi cung trén thi trudng.

Cac khach hang (customers). Khach hang trén thi truong
hang héa B2B 14 cic cdng ty/td chirc, ho c6 khi ning san xud
vi quén tr, do d6 nhiéu khi trong can nhic giita san xuit ha;
mua ngoai ho c6 thé tro thanh dbi thi canh tranh cia céc nh
marketing B2B.

Cdc san phdm thay thé (substitutes). La cdc san phan
duoc khich hang danh gia c6 khi ning thay thé cho cac sal
phim hién cé. Céc sin phidm thay thé nay d6i khi khong thé tha;
thé mot cach hoan hdo, tuy nhién khach hang nhiéu khi lai ch
rang day 1a cac san phdm hoan toan tuong tu.

Cap dd vi md

Cic yéu t6 kinh té (economic forces). Toan bd hé thén
marketing B2B va ting cong ty don 1é trong hé thdng nay hod
dong trong bbi canh cia nén kinh té cuia cac quéc gia trén th
gidi, cac nén kinh té nay lai la cdc bé phan cta nén kinh té th
gioi. Nhu viy, cac cong ty marketmg B2B chlu anh hucmg bo
cac yéu td kinh té ca & cap qudc gia va toan cau Phat trién kin/
té hay suy thoai kinh té, cac thay d01 vé ty s6 lam phat, gid cd
thit nghiép, thu nhdp, va cic ngudn tai nguyén, chinh sach i
dung déu c6 anh huong nhit dinh dén hoat dong cia cac cont
ty. C6 rét nhidu cic céng ty tién hanh cong tac hoach dinh to
nhung that bai vi da khong tién liéu dugc hay bo qua nhiing tha)
d6i ciia céc diéu kién kinh té trong nudc va toan thé giéi.

Cac yeu to thudc vé cong nghé (technologlcal forceS)
Cong nghé la yeu t6 co tinh klch tinh cao nhat trong moi trud”v
marketing. C0 thé thdy rat 16 ring cong nghé 1a nén tang cla st
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canh tranh trén thi truong. Céng nghé tao ra sy anh hudng 1én
dbi véi cac san phim dang c6 trén thi trudmg. Ching han, cic
phan mém xi 1y vin bin da thay thé cac may danh chit, cic may
photo thay thé cho nhitng t& gidy cacbon, cac con robot thay thé
cho cac quy trinh san xuét truyén thong,

Cac yéu to chinh tri va/hodc phap ly (political and/or
legal forces). Chinh tri va phap ly la hai mat cia mot vén dé.
Ching c6 moi lién hé hét stc chit che voi nhau. Hon ai hét, cac
cong ty hoat dong trén thi truong chiu anh hudng trye tlep tr cac
yéu tb nay. Cac yeu tb chinh tri & tht ca cac cép chinh quyen déu
¢6 anh hudng dén hoat dong cua cac cong ty. Tuy nhién, ndi bét
1&n 13 vai tro cua chinh quyen trung wong. Cac thé ché chinh tri
) anh huong rit 16n dén duorng 161 va chinh sach cia mét quoc
gia v& cac mat nhu kinh t& x3 hoi, va tir do céc rang | buoc dbi voi
cac cong ty cling bi dnh hudng. Bén canh do, cac yeu td phap ly
dugc xem 1a chudn myc cho hoat dgng cuia cac cong ty. Cac yeu

td nay c6 anh hucmg hang ngay hang gio, va cac cong ty can hét
Src quan tam dén cac yéu th nay.

Cac yéu td vé moi trudng sinh thii (ecological forces).
Ngay nay nhén loal quan tdm nhidu hon vé moi truong t nhién
™4 ho dang sinh séng. Vén d&.sinh thai, bao vé canh quan, mdi
treong song, bao vé dong vit hoang da, tro thanh che moi qu;n
tdm hang dau clia nhan loai. Cac cong ty cin thiy dwgc xu the
ndy ¢& didu chinh céc hoat dong cua minh nhim thich ing dugc
Cadc muc tiéu chung cua xi hoi.

Céc yéu td todn cu (global forces). Khai niém bién g13e1
Ngiy cang mo nhat va mat tac dung khi co s bung no /
Phuong tién truyén thong va vén tai. Ngay nay cac legkhi
khOng con chiu su canh tranh tir c&C dbi thu trong cung mo
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vuc, cung mot quoc gia, ma phai canh tranh dbi dau vdi cac déj
tha tir khip céc noi trén thé gi6i. Thi truorng B2B ciing khéng
chi 1a m6t khu vuc, mot thanh phd, mot qubc gia, ma n6 di mg
ra trén toan thé gioi. Khuynh hudng ndy mang lai nhitng co hoj
cling nhu nhitng thach thirc rit 16n cho cic cong ty.

Thi truong B2B chiu tic dong cua nhidu yéu t& anh
hudng, mot s6 12 anh hudng tir bén ngoai, s6 khéc lai lién quan
dén co cAu td chic va nhin su bén trong ciia to chirc. Ngoai cac
yéu td vé san phém nhu gid mua, chi phi lép dat, van hanh va
bao tri, dich vu cia nha cung cip, cong ty con phai xem xét cac
yéu t6 anh huéng rong hon vé mdi trromg, td chirc va anh huong
gitta cac ca nhdn. Nhitng yéu t6 bén trong anh huomg dén
marketlng B2B sé& dugc trinh bay o chuorng 4,

' Tong két muc tiéu va
: Il()l dung chuong 3

PRGNS NPT _

Xéc dinh thi treong B2B va gidi thich sy khac nhau gitra thl
trudng B2C va B2B. Thj trudmg t6 chitc ¢ quy md rét 16n bao gbm
tit ca cac té chirc mua hang héa va dich vu v&i muc dich san xudt ra
céc san pham hay dich vu khic hay dé ban lai, hoic cho thué nham
kiém 16i. néu so sanh véi thi trudng ngudi tiéu dung thi thi truong to
chic cé it ngu'cn mua hon, nhung ngudi mua lai tAm c& hon. Cau cu2
thi truong to chuc 1a nhu cau c6 tinh phai sinh, c6 xu hudng co gia?
trong thoi gian ngan khéng chiu tac ddng cua gia ca. Chu cua nhiéu thi
truomg B2B bién dong manh va nhanh hon trong dai han. Nguoi bar
va ngudi mua trén thi trudmg cong ty thudng phu thude 14n nhau.

A .pl.n-;n L

X4c dinh cic dic diém chinh ciia thi trudmg cong ty va chv
ciia thi truomg nay. Nhimg dac dlem chinh cia thi truong cong ty 12
sy tap trung vé dia Iy, quy mé va s6 lugng nguoi mua, quy trinh 2
quyet dlnh mua va moi quan hé giira ngum mua va nguou ban. Ca
nhom céu chinh gbm c6 cAu phéi sinh, ciu bién ddi, cdu két hop, ¢
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khéng co gidn va diéu chinh hang lwu kho.

Giai thich lan lugt tirng thanh phan trong thi trudng cong
ty (B2B). Thi truong B2B dugc chia thanh bén phan khic : thi truong
cong ty san xudt, khdi nganh thuong nghiép, chinh phti va t5 chirc. Thi
trrdng cong ty san xuit bao gdm nhirng c4 nhin va céng ty thu mua
sdn phim dé sir dung truc tiép hodc gian tiép cho qua trinh san xudt
hang héa va dich vu khac. Nganh thuong nghiép 1a nhimg té chizc nhu
nha ban Ié va ban buén chuyén thu mua dé ban lai cho t§ chuc khac.
Hoat dong mua hang cua chinh phi ¢ trung wong va dia phuong co6
muc dich chmh 13 tao ra céc loi ich cong nao d6. Phan khic thir tu, td
chirc, bao gom nhiéu loai hinh té chirc khic nhau nhu bénh vién,
trudmg hoc, bao tang va cac td chirc phi loi nhuén...

Co s& dé phan khic thi truong B2B. Céc chuyén gia
marketing cong ty sir dung nhiéu bién s6 khac nhau dé phan khuc thi
trudmg ciia minh. Tuy nhién, thi truomg cong ty cling co6 thé duoc phin
khiic bang nhin khiu hoc (nganh cong nghlep, quy mo cong ty), dac
diém hoat dong, dinh hudng ban hang, yéu té tinh hudng va dic diém
¢a nhan. Hiéu qua cua viéc phan tich phan khuc phu thudc va viéc tim
fa nhimg phin khiic c6 thé do luong duoc, d& tham nhap, déng ké,
khic biét va co thé hoat dong Pé huéng muc tiéu va cic phan khic
thi trlrcmg tét nhit, trudc het cong ty dah gia quy md va déc diém
Phat trién, sirc hap din vé cu trac cua timg phdn khuc phd hop vai
Muc dich va nguén luc cua cong ty. Sau do, cng ty chon mét trong
bon chién lugc phan khiic muyc tiéu - tir myc tiéu rét rong dén rat hep.

Mo ta nhung phuong phap phin khic thi truéng cong ty
(BZB) chii yéu. Thi truong cong ty co thé dugc phan khuc theo (1)

Gac diém nhan khdu hoc, (2) kiéu khach hang, (3) muc dich sir dung
“usi, v (4) tinh huéng mua. .
\ Nhll‘ng yeu td méi trubng dnh hudng dén marketing B2B.

a C4c yéu th cé anh hudng 16n dén cac cong ty marketmg glua cac td
it nhung cic cong ty ndy nguoc lai khong thé diéu khién hay tac
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dong vao cac yéu té nmay. Vi vdy, cic chuyén gia marketing B2B
thuémg tim cach thich nghi voi cac yéu t nay hon 13 tim cach diéu
khién ching. Cac yéu t6 nay thuong duoc phan thanh hai cip sau cép
do vi m6, va cap d6 nganh cong nghiép. Cap d6é vi mo bao gom cac
yeu t6 nhu : kinh té, sinh thii, cong nghe chinh tn/phap ludt, toan
ciu... Cép a6 nganh cong nghlep bao gdm cac yéu t5 : nhu canh
tranh, céc san pham c6 tinh thay thé, anh hudng ciia nha cung cip, anh
huong va quyén luc tir khach hang.

1 Cau hoi on tip va thdo ludn
1. Hay trinh bay nhitng hiéu biét cia ban vé thi truong cong ty
vé quy mo, khoi lwrgng hang héa. Gidi thich va minh hoa bing tinh
huong thuc té cia cac cong ty Viét Nam.
2. Hay trinh bay nhing hiéu biét cia ban vé cAu tric thi truong

B2B va cac déc tinh clia cau. Giai thich va minh hoa bang tinh hudng
thuc té cia cac cdng ty Viét Nam. *

3. Hay trinh bay nhitng hiéu biét cua ban vé& ban chit cua t0
chirc mua hang. Giai thich va minh hoa bing tinh hudng thuc té cua
cac cong ty Viét Nam.

4. Hay trinh bay hiéu biét cua ban vé cac quyet dinh mua hang
va qua trinh hinh thanh quyét dinh mua. Giai thich va minh hoa.

5. Thé nao 1 thi truong cong ty san xuit ? Giai thich va minh
hoa bang tinh hudng thuc té cia cac cong ty Viét Nam.

3
6. Thé nao la thi treong nha béan budn va thij trudng ban 1€ °
Giai thich va minh hoa tir thuc té cia cac cong ty Viét Nam.

7. Thé ndo 1a thi trwong céc t4 chirc va cac co quan chinh phu
Giai thich va minh hoa tir thuc té cia cac cong ty Viét Nam.

8. Co so khoa hoc dé phan khtc thj truong B2B ? Nhing y&
chu dé phan khic thj truong hiéu qua ?
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9. Tai sao phin khuc thi truéng theo yéu té dia ly lai quan
trong trong thi truéng B2B ? Giai thich va minh hoa.

10. Tai sao phén khiic thj truong theo dic diém nhin khiu hoc
lai quan trong trong thj truong B2B ? Giai thich va minh hoa tir céc
cong ty Viét Nam.

11. Tai sao phéan khuc thi trudng theo kiéu khach hang lai quan
trong trong thi trudmg B2B ? Giai thich va minh hoa.

12. Ta‘i sao phan khiic thi truong theo muc dich sir dung cubi lai
qQuan trong trong thi trudng B2B ? Giai thich va minh hoa tir cic cong
ty Viét Nam.

13. Tai sao phan khic thj truong theo tinh hudng mua lai quan
trong trong thi trudng B2B ? Gidi thich va minh hoa.

14, Hay trinh bay vé ban cht cua ciu trong thi truong cong ty.
Giai thich va minh hoa tir cac cong ty Viét Nam.

15. Hay trinh bay hidu biét ctia ban vé cu phai sinh va nhiing
dic tinh cta cu phai sinh. Giai thich va minh hoa.

16. Thé nao 1a ciu khéng co gidn ? Giai thich va minh hoa.

17. Cong ty diéu chinh hang luu kho nh thé nao ? Giai thich va
Minh hoa tir c4c cong ty Viét Nam.

18. Céu phai sinh khac cau bién déi nhu thé nao ? Giai thich va
Minh hoa. Néu mot thi du vé ciu phai sinh.

19. Cau phai smh khac ciu két hgp nhu thé nao ? Glal thich va
Icnlnh hoa. Thé nao la cau khong co giin trong thoi gian ngan han khi
Osu thay ddi gia ? Giai thich va minh hoa. Néu mét thi du minh hoa

8 20. Nhitng yéu t6 moi truong ndo anh hudng dén marketing
°B ? Giai thich va minh hoa.
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M3t truong dai hoc cong lap da nganh lén & Saigon c6 hon 20
co s khap thanh phé véi gin 200 may tinh va phin mém dé quén tri
cac chirc ning nhu dang ky nhap hoc, ding ky hoc cac hoc phin, ding
ky thi, ghi hoa 'dcm va thu tién, mua sim, quan trj nhin lyc va bang
luong... 'Mc}t sO hé théng chay trén ciac may chu trong khi mot khac
thi két ndi voi cac may tinh ca nhan toan truomg. Truong da chi dinh
II}Gt chuyén gia méi la 6ng Nguyén Thanh Long. Ong Long da nhan ra
rang c6 nhirng linh vyrc ¢6 thé tiét kigm rat 16n nhan luc. Ong Long d2
nhan ra hé thong ERP va tim thiy mot dinh nghia mo rong nhu sau
“HE thong hoach dinh ngudn Iuc céng ty — ERP tich hgp quan tri
th()‘ng ti.n bén trong va bén ngoai toan cong ty”. Khong it tp doan, nhd
quan tri cong ty hang dau thé gii coi ERP la chia khoa cho thanh
cong cua cong ty. ERP ciing da dugc dua vao giang day trong mon
quan tr} van hanh tai cic truomg daj hoc hang diu vé quan tri cong Y-

'Hé thong hoach dinh nguén luc cong ty - Enterprise Resourc®
Planning (ERP) 12 mét thust ngit duoc dung lién quan dén dén m%!
kiat hoat déng cia cong ty do phin mém méy tinh hd tro, aé giap 1
cong ty quan tri cic hoat dong chi chét cua no, bao gém : ké t08”
ph?n ti(?h tai chinh, quan trj muyg hang, quan tri t6,11 kho, hoach dinh v
quan tr: vz_‘u: hanh, quan trj hau cin, quan tri qu.an hé khach hang,v-V-"
Muc tiéu tong quét ciia h¢ théng nay 1 dam bao cac ngudn luc thic
h?p cua cong ty nhu nhan Iyc, vat ty, mady méc va tién bac co sin v/ 1
so luong du khi can, b?mg cach sir d !

5 PR ung cac cong cu hoach dinh V2
ke hoach hét sirc hiru ich cho cac 13

chure, l
. < all
Tré lai voi trudmg hop g . . : . thd?
phan; ciia hé théng hoacgh ;Eh ua tl;uong dai hoc da nAganh, c.a dit 1%
a1 . 1. nguon lyc bao gom mét co O 49
trung tdm luu trit va quan trj c4¢ théng tin chu yéu cia trudng i

thdo ludn vai tat ca phong ban trong truong dai hoc thiy cin tra®
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hé théng hoach dinh nguédn lyc céng ty méi va tén khoang 20 ty ddng.
Vi thé c6 kha nhiéu cudc thio luan giita cac phong ban dé moi ngudi
cung nhét tri véi ké hoach nay dé nang cép hoat dong quan tri.

( Gidam déc \

mua hang J
o

Nhan vién phong
quan tri hé théng
théng tin MIS

[ ,

i Hiéu trudng cac W Ngudi ding dau Bc.’ﬂl:!’én t"_'? tl?ong \
truomg thanh vien | cac phong ban ongtin cua
N J maoi trudng

Luru d mua hang cia trudng dai hoc da nganh.

Bdi vi truong dai hoc qua 16n voi hon 200.000 sinh vién nén
6ng Long cin kha nhiéu nhdn sy hé trg minh, bao gém phong hé
thong quan tri thong tin (MIS). Ong Long nhin thiy rang hé théng

Oach dinh nguén luc cong ty méi yéu ciu phai c6 nhiéu thay doi
qu&p trong cia toan bé td chirc. Trudng dai hoe 14 trudng da nganh cé
Nhiéy phong ban, bao gf)m nhiéu truong thanh vién va nhiéu phong

an chéo; maj truomg thanh vién déu mubn co tiéng noi voi hé théng
tr("-i‘ch dinh. Ly do 12 méi truong thanh vién hay phong ban cua mbi
ong déu muén c6 mirc d6 doc 1ap tuong do1 vai toan truong.

hhy C)ng ang da nhan t’héy rang dl:l- da co su dénglthuén tron:g vié(':
phﬁz Ta vru diém cua hé thong hoach dmh ERP, hé il?éng’ ERP‘van lq.la
u }:?P. bic biét la dap img dugc doi hon. cia moi nhon‘l .tha'nh vién
Oy ang. th')r‘n mua hang phai c6 da nhiém vu va ng‘u.m'dm:g dz'au
) pm‘o.‘ nhém cin duogc chon ra tir bén trong va bén ngoai cua t(? .chuc
g8, "4 14 nguoi c6 du thim quyén. mt iy ban mua hang phai baq
€dc lanh dao c4 nhian dugc chon ra tir mdi nhom mua hing. Hai
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cong ty chi yéu cung cdp hé théng ERP trén toan ciu 1a Oracle va
SAP. Gia sir rang ban la giam déc marketing cia SAP phuc vu cung
tng h¢ théng ERP cho h¢ thong gido duc. Tit nhién, ban s& tiép xic
VoI kl}zich hang rat lon. Truong dai hoc trong thi du nay khong chi 13
mot to chirc ¢6 kha ning mua sim ban diu Ién ma con tiép tuc mua
sdm trong tuong lai nén duy tri mdi quan hé véi ho la cin thiét.

Cau héi 6n 13p va thao luin :
I. M1 trudng chinh tri va phap ly trong tinh huéng nay anh

huong dén quy trinh mua hing cta truong dai hoc nhu thé nao ?
Nhirng ai thudng tham gia vao quy trinh mua hang ?

2. Nhfr’ng ai thudng c6 anh hudng dén quyét dinh mua hang ?
Mo ta t(')'m tat nhirng gi ma ban nhan lhfly 1a anh hudng cua mo
truong dén viée ra quyét dinh mua hé théng hoach dinh ngudn 1uc
cong ty — ERP cia truang dai hoc ?

3.. Anh hudng cia nhém mua hang hay trung tdm mua hang
trong viéc danh gia cong ty cta ban nhu mét nha cung {ng tiém nang:

Cac ban sinh vién Iru § : Chi cin doc k§ ni dung cU®
chuong, cég ban s& dé dang tra 16i cac cau héi & trén. Ddi véi cac cAV
hoi tinh huong img dung, ban nio muén biét ciu tra 1&i caa ban thiP
minh Cé'dat yéu ciu hay khéng, hay giri cau tra 1oi cta ban vé nhd
sich Tudn Minh, dia chi 237 Dién Bién Pha, phuong 6, quan 3, TF"
HCM hodc mail cau tra 10i cia ban vé dia chi c-mail
tuanminh2377@gmail.com. Nha sich Kinh Té Tuén Minh s& chuyc”
dén tac gia va tac gia sé thu xép thoi gian dé gop y va chinh sua gé
o1 cho cac ban trong thai gian som nhit. Ngoii ra, cam on dat nU"’f
ndy 1a 10ng me da cuu mang chiing t6i nén chang t6i da dua hang "V
thflﬂg tin [én trang mang Kinhtetuanminh.vn dé phuc vu ban d(?"f
mién phi, ddc biét 13 cac gidng vién va sinh vién. R4t nhiéu ciu hfjl
trong cc chuong v nhigy ndi dung khéng co diéu kién trinh D?
trong sach s& duge dua Jan trang mang nay. Cac ban hiy din dun?
link cho ban minh hay gii thigu dé nhidu nguai durgc biét.
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‘A’..

]
l “ , P
i Chuong 1} Thiét 1ap, phat trién va
f ! quan tri moi quan hé B2B

.
v, . . ]\
Hoan thanh chuong nay, nguoi doc c6 the :

O Hiéu dugc cac budce phat trién mdi quan hé
ngudi ban — ngudi mua qua an du hon nhan.

® Hicu dugc mdé hinh 5 budc cua Dwyer la
nhan biét, kham pha, mo rgng, cam kér va

cham duet méi quan hé.

©® Hiéu duoc tim quan trong cia long trung
thanh va biét phan khic 1ong trung thanh.

O® Hiéu va giai thich dugc viéc xdy dung mbi
quan hé nguoi ban — ngudi mua trong thi
truong B2B, dic biét 1a ban chéo va ban gia
tang trong B2B.

© Biét duogc cach tao ra chit lugng mbi quan hé
va 16 trinh phat trién long trung thanh.

@ Hiéu duogc cach thirc quan tri khach hang 16n,
dac biét 1a quan tri khach hang 1n chién lwoc
trong thi truong B2B.
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Khoéng hiéu dugc sdu vé hoc thuit thi khéng c6 co s daé
thuc hanh ung dung. Chwong 2 dii di néi vé xiy dung mdi quan
hé trong B2B nhung chua ly gidi cic 4n y sdu xa ding sau né.
C‘huorng 4 nay gi6i thiéu cac nghién ciru mé&i nhét trén thé gidi
vé cdc md hinh x4y dung mdi quan hé dé ing dung cu thé hon ¢
chuong 5. Mbi quan hé trong marketing B2B bao quanh cic
hién tuong trao ddi giira mdi quan hé giira cic cong ty (méi
quan hé B2B) va mi quan hé giita cong ty va ca nhdn (B2C).

X4y dung méi quan hé véi khach hang

Trong tiép cin méi quan hé, mdt giao dich cu thé gitra mot
cOng ty va khich hang khang phéi 12 mdt su kién tach roi ma 12
sw trao d6i mdi quan ha ¢6 dic diém doc lap va tuong tac 1an
nhau. Tuy phﬁr} tich sau day chu yéu nhén manh dén quan hé C,é
nhin, nhung tié,p ¢an mang luéi cac mbi quan hé nhu thé c6 moi
lién hé mét thit voi nhau. C6 nhiéu dién vién khéc nhau trong
thi trudmg lién ket véi nhay try tiép hay gian tiép.

~ Mﬁ‘i'quan hé trao ddj ngu y ludén c6 mét ca nhén cu the
gilra ngudi ban va ngugi mua, Mébi quan hé ndy phat trién th6n8
qua twong tdc qua thai gian va 1a déu hiéu dinh huéng 1in nha®
g{ua hai bén véi nhay Trong twong téc, ngudi mua ludn nang
d.c_)ng . hu ngudi bn, Viec twong tac bao gdm cac trao ddi thoné
t1r‘1, kinh dqanl} Va xd hoi ciing nhur san phim, quy trinh v 10
trinh t0t nhat dé dat dugc muc tigu cia ca hai bén.
Phit trién m§; quan h¢ gii¥a ngudi ban - nguoi mu? :
Thong qua &n dy hgn nhan.
gé khd nhjéu an du duge dung trong kinh doanh va ngh,ifn
cifu dé thau hiéu bidy hién phitc tap trong mbi quan hé £
ngudi ban — NBUGI mya trong thi truomg B2B. Thét vdy, tinb he
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dung ciia 4n du 1a don gian héa nhitng gi phirc tap. D6i khi c6
thé ban ciing duoc nghe cic 4n du vé viéc 1am vuon, chim séc
tré em,... chiing ta tim ra cic in du dé tim hiéu va lién tudng
dén céc khia canh cia kinh doanh. Ngén ngit cia marketing
phan anh didu nay nhu Theodore Levitt da quan sat va chi ra
mdt cach tinh t& :“Quan hé giita nguoi bdn va ngudi mua it khi
két thuc khi mét giao dich duoc hoan thanh. Ngudi ta thdy rang
méi quan hé ndy ngdy cang gia tdng sau khi bdn va giup xdc
dinh sw luva chon cua nguoi mua cho lan ké tiép. Su ndang déng
nhu thé dwoc nhin thdy cu thé trong dong giao dich giita nguoi
bdn va nguci mua — dich vu tai chinh, tir vdn, hop dong, thiét
bi,... Bdn hang la mé ddu ciia hén nhdn va chdt hrong ciia hén
nhdn s€ quyét dinh giao dich cé tiép dién hay khéng”.

Céc loai hinh quan hé

Kétndicdng ty

Thép
4

Thip

(eRdHAalI8E
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Chiing ta ding phép 4n du hon nhén 1am thi du minh hoa
cho cac quan niém va dau chi dé nghién ctru mdi quan hé. Hinh
4.1 gi6i thiéu bon giai doan phat tridn mdi quan hé.

~ Céthe ndi ly thuyét clia Schurr (2010) dé hiéu 15 hon viée
xdy dung moi quan hé cong ty vy mé; quan hé cd nhan (thdng
qua hil}h anh hon nhan) ngay cing dugc sir dung rong rai. Co
kha nhiéu di{eu thl"l vi song hann giita c;hﬁng bao gdm céc khia
C?nh [:hét trién mbi quan hg ¢4 nhan ig théu hiéu t6t hon cac
var’l de.f:ﬁa cdng ty. Hinh 4 ; md t3 g; .p an hé cong ty c6 thé
phaét trién tir cac diu hiéu thy : nay mo1 qu
Mot md hinh khdc 13
cling kha ndj tiéng dugc di
nam bugc trong viéc phat trjg &Nl boi Dwye
biét), hen g (icham pha), 5 M3 quan hé
k1), ly di (chgm dut mbi q " higy (mé ron
n & du nh
oc mi

1\

M3 hink vop 4oi vé mdi quan hé
; retal (2007) chi ra
40 1a : gap g& (nhin
g hén nhdn (cam
poa & Hinh 4.2)..

NN Khamphs ; MdTéng

bigt N . )
g3p | Memhe) [ (timhiéu) 500 Chim dit méi
98) Cam kgt (hon O quan hé (ly di)

Suc manh cda mdilién hé

]

- :

Thai gian

B .H =
.+ Hinh 4.2 : Ce

TR T P A ‘}“’?’3’:“"’?" ARSI
bwge phat trién moi quan h§ ngwroi ba , gudi mua,
y et o s e U

Cac budc két ndi duge mé ta nhu sau :
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* Gdp g& (nhdn biét).

e Hen ho (khdam pha).

o Tim hiéu (mé rong).

o Hén nhén (cam kél), va

e Ly di (cham dirt méi quan hé).

M5 hinh nay dé nghi xdy dung mébi quan hé bt diu phat
trién cac budc phat trién c6 y nghia trong nd luc cia ngudi ban
dé thu hat su quan tdm cia ngudi mua. Viéc khiam pha bao gdm
céc nd luc cia mbi bén dé thiu hiéu ning luc, chuin muc va ky
vong cua phia bén kia. Néu budc nay duoc thda mén thi viéc mé
rdng budc ké tiép s& theo sau. Két qua cua trao dbi la giai doan
khim pha cung cip bing chimng dé xiy dung mbi quan hé lau
dai. Giai doan cam két (hén nhdn) ham y mirc d6 hop tic chit
chg giita hai bén; khong thir gi sbng mdi khi tit ci moi diéu da
Xay ra thi ciing s& dén giai doan bdo hoa (ly di ). O giai doan bio
hoa (ly di hay chdm dirt méi quan hé), khi ma nguoi ban va
Ngudi mua nhin thiy ring ho phai tim kiém. cac muc dich khac
Nta ngoai mbi quan hé lau nay. .

. 1. Mo hinh phat trién mdi quan hé trong B2B

MJ&i quan hé giira hai céng ty bit ddu, 16n 1én, phét trién
va Suy tan tuong tu nhu méi quan hé giita mot doi uyén uong.
Vige phat trién mdi quan hé duogc sip dit thainh mét md hinh
Nam bugc : nhdn biét, khdm phd, mé réng, cam két va loai bo.

am bugce d6 dwoc minh hoa trong Hinh 4.3.

Hinh 4.3 chi ra khoang cach tim ly diu tién (1) giita
N8udi ban va ngudi mua (tir hai quéc gia va nén van hoa khac
fhau); v3 ng chiu anh hudng boi dic diém tam ly cia ngudi ban
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va ngudi mua, vin héa td chirc ciia cong ty, quéc gia va nganh
nghé ma cong ty thudc vé. Dé hiéu 16 vé thuat ngit chuyén mon
“khoang cach tam ly”, cac ban hdy tim doc “Marketing moi
quan hé va quan tri quan hé khach hang”, Lau Dan Tho. Lugng
Vin Quéc, NXB Tai Chinh, ndm 2016. Vi trang sach c6 han,
chiing t5i khong c6 diéu kién trinh bay trong sach nay.

[}

Khoanp cich tam If 1 .
NGUBbAn: <~ = — e e e e e e . Ngudimua:
e bude méi . Cdcdsc diém
quan h¢
Quy rinh phy c chc yu 16 déc Lip
1. Nhijn bt 1.khéng ¢é tuong tic
> phi 2 Tuang tc giita cc bén
xust hién
3.

Mardng 3. M§1 bin ydu chu diéu chinh.
CA hai bén hii kong véi quan he
tuy chinh

4. Cam kép
4, Mt 5 phuang tidn duy tri
Méi quan hé trong hap déng,
s& hia chung, m&i quan he x5 héi,
“An dy bia ahin™ Odu vdo quan treng va nhit quin
Chia st gif trj chung v cu i ra quyét dish
B ts lidn doanh tao ra mé quan hé
5. Chdm du s
i quanhe Khoing cich tim iy 3 : o s.::uninhgchhndalméiqum

) TR N IG n R D A
N NS ARSUErdl Ho || SIS R IR NS TEnT
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Hinh 4.3 chi ra khoang cdch tidm ly (1) lic bit ddu méi
quan hé dén budc (2) tuong tic giita hai bén xuit hién. Tuy
nhién, mbi quan hé nay khong kéo dai 1au. Cac dbi tac c thé roi
bo nhau va khoang cach tdm Iy cé thé tién t6i budc (3). Néu co
ric rdi phat sinh trong méi quan hé, hiu qua 14 s& chim dirt méi
quan hé (ly di).

Phén nay st dung 4n du hén nhan lam thi du minh hoa cho
cac ddu chi mdi quan hé giita cic cong ty. G chuong 4 nay, ta
xem Xxét cac budc nhdn biét, khdm phd, mo réng, cam két va
cham dirt méi quan hé dudi goc nhin mbi quan hé mang tinh ly
luin va nghién ctu tim Iy va hanh vi. !

Nhin biét

Trong giai doan nhén biét, ngudi ban va ngudi mua doc
lap xem xét ngudi khac nhu 14 déi téc trao d6i. Trién 1dm thuong
mai va trung by hing hda c6 thé tao dugc su chi y dbi véi
ngudi mua. Cung lic, ngwrdi ban co thé thu thip théng tin vé céc
dic tinh san phdm, quy trinh mua hang va nhiéu thir khic ma
ngudi mua quan tim. Budce nay kéo dai bao lay thi khé xac dinh
duoc; hai bén c6 thé chuyén qua budc ké tiép qua viéc tham gia
voi nhau trong mot hinh thirc tuong tac nao do.

Véi khudn miu ndy, ching ta d& ding nhin ra mdi quan
hé nhu 1a hén nhén giita ngudi ban va ngudi mua. Viéc st dung
“4n du hon nhén” nhdn manh dén tinh phirc tap ciing nhu cac
yéu t& anh huéng dén chit lrong va mbi quan hé. Dwyer et al

! Trong khi & chuong 5, ta xem xét cdc budc nay la cac
hoat déng cu thé trong quy trinh mua hing mang tinh thyc hanh.
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(2007) goi budc thir nhit 13 trong mbi quan hé 13 nhan biét (gap
go) didu d6 co6 nghia 13 cac dbi tic nhin ra nhau la cac déi tac
tiém ning. N6i cach khac, trong md hinh nay, cac quyét dinh vé
hop téc va chon lya dbi tac 1a sy hop tac. Ca hai loai quyét dinh
c6 thé ton tai giai doan bit dau hop tac, nhung rét khé dé xac
dinh thir tu thot gian cia chung.

Quy trinh lya chon ndy, sé& t6t hon theo Kanter (2010) néu
cac cong ty dua vao ba yéu t6 chinh :

Tuw phdn tich : M&i quan hé dé bit dau tdt nhét khi cac dbi
tac hiéu biét tdt vé ban thin va vé nganh va cac thay dbi ciia moi
truomg dé quyét dinh tim kiém lién minh. Pidu nay gitp cac
chuyén gia marketing B2B d4nh gia cac ddi tac tiém ning.

Tao dung va duy tri méi quan hé : Mdi quan hé ca nha?p
trong B2B khéng pht nhan tim quan trong cila phan tich ta!
chinh, nhung cic méi quan h¢ thanh cong thuong dya vao Vi€
tao dung va de tri moi quan hé gilta c4c nha quan tri cdp cao:
Piéu nay bao gbm cac quan tam vé x3 hoi va ca nhan. Luu y 12 Y
chuong 4 ndy, ching t6i chi yéu trinh by nguyén van céc md
hinh va hoc thuyét ma rt it trinh bay quan diém c4 nhan.

Tinh twong hop : Giai doan thai gian tim hiéu (courtshlp)
I kiém tra tinh tuong hop vé cac nén tang qua khu, tam 1y vé
chién lugc : trdi nghiém chung, gia tri va nguyén ly. Khi cd¢
chuyén gia xem xét kha ning tai chinh, cac chuyén gia s€ xet”
xét nhitng gi it tuong thich nhit giita hai bén.

Kham pha
g

Trong gial doan kham ph4, ngudi ban va nguodi mua k; et
tra va tham d6 1an nhau va céc bén cb ging xu 1y va giai d
vin d& ciia nhau. Dudi goc nhin ciia ngudi mua, ho co thé t
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dir mét hoi nghi chuyén & (seminar) ctia ngudi ban. Ngudoi ban
c6 thé thuc hién vai cudc goi. Ngay ca nhitng mua sim déu tién
cling dién ra & budc nay; né 13 mdt phin cta quy trinh thir
nghiém. Trong giai doan khidm ph4, mdi quan hé khi mong
manh. Hai bén hiu nhu chwa diu tu nhidu vao viéc xdy dung
mdi quan hé. Khong c6 bén ndo phu thudc nhiéu vao phia bén
kia. Cic mbi d& dang két thic. Nhung trong giai doan nay, vai
trd cia nim yéu t6 cua quy trinh phu (xem nim yéu té cta quy
trinh phu & Hinh 4.3) c6 thé gitp hd trg phat trién mbi quan hé.
bé khéng 1am lodng chi d& cac bude trong mé hinh phat trién
mdi quan hé, ta sé quay lai trinh bay nim yéu t§ cta quy trinh
Phu ngay sau cdc budc nay.

Cubi giai doan kham pha 1a thoi gian “gip g& gia dinh”.
Méi quan hé giita lanh dao tir hai cong ty cin phai c6 céac thoa
thudn chinh thirc va khéng chinh thiic boi tit ca moi ngudi tir
trung tdm mua hang. Mdi bén cin chip thuin mdi quan hé nay.

Mé rong

Khi hai t6 chic dén giai doan mé rdng (expansion phase),
tl':'50h nhiém cua méi bén 1a phai dap img sy cam nhan cia phia
ban kia; mirc d6 thu hat v6i phi bén kia gia tang. Thu hut c6
"ghta I3 mtc 46 ma tuong tac gilta ngudi ban va ngudi mua thu
t}:g.fcltl‘:‘su trao ddi rong & muc do t’éi thiéu. Cic lgi 1'<’:h n'f‘ly.cé
;- V0 hinh hodc hiru hinh do cdc moi quan hé, c6 it yéu to kinh
® Va xa hdi hon.

Béng luc duy tri mi lién hé ciing gia tang, bai vi két qua
%P tac mirc d cao s& lam giam sy lya chon déi tic khic.

ki Viéc hép din va sy tim hiéu nhanh chong la mot thuc t€
1 A e ., K by e . . 11
Cdc doi tac bat ddu sbng chung (cing chung nha). Trong gial
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doan cam két, hai bén cling c6 s thoa min cao, khong chon hra
d6i tac ndo khdc nita va cing chia sé loi ich nhu nhau. Ca hai
bén ciing mong mubn duy tri mdi quan hé. C6 miu thuin thi
cung “chung lung d4u cat” giai quyét. Mau thuin c6 mirc d6 hop
téc cao thi cang chirng o I3 lién minh bén chat.

Trong giai doan mé réng, mbi quan hé chuyén tir thim do
va kiém tra dén giai doan mo rong viéc trao dbi. Ban hang cho
khach hang 16n, ban chéo, ban gia ting 1a cac thi du dién hinh
clia budc mé rong (xem phin sau). Thyc chét ciia bude mé rong
gilta Alta va Toyota 1 dat dugc hai théa thuin vé nhan sy va cac
thoa thuan chi tiét. V& nhan s, thinh lp ddi ngii san xuit, mua
hang va trung tim k§ thuit caa Alta cing véi ddi ngu cua
Toyota. Hang tuln, ddi ngi cua hai cong ty ban bac vé thiét ké
san phim glam x6c cung cac cach thirc cit glam chi ph1 cho viéc
ché tao. V& thoa thuan chi tiét, hai bén phai théng nhét véi nhau
va gén nhu 1a ¢4 c6 thoa thudn miéng.

Cam két

Cam két I3 mong wéc duy tri va gilr gin mdi quan hé 14Y
dai. Vithé ¢ giai doan cam két c6 dic diém 14 hai bén trao 4o
cac tai nguyén gid tri. Khi hai bén cing chia sé mot niém tin
chung vé hiéy qua hop tac trong tuong lai, ho s& lam hét su¢
minh ¢é duy tri mdi quan hé. M6t sb ngudi mua ding luén bang
hiéu cta nguoi ban. 'Ngudi ban va ngudi mua cé thé trao d0'
nhan vién & nhan ddi tac mot cach diy di.

Chim dit méi quan hé. Cubi cung la dén hic chia t8Y
(dissolution phase) khi hai bén thay ring mbi lién hé gita ha
bén khong con dép tng dugc nhu cdu cua nhau. Vige chia 127
thudng la do nhiéu nguyén nhan, c6 thé ké ra mot s6 nhu sau -
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Su khac biét vé vin héa va van hanh sau khi hop tac
khong mang lai hi€u qua; khac biét vé quyén luc.

Nhirng ngudi khac trong té chirc khong c6 trai nghiém vé
sw hdp din nhur quan trj cép cao.

Nhan vién trong td chirc khong c6 du tim nhin, ...

Néi chung, cac giam déc xem viéc chim dit mdi quan hé
ciing 14 quyét dinh chién lugc. Cac dau chi “an du hon nhan”
cho quan hé kinh doanh Ia :

Chon doi tdc kinh doanh cdn trong;

Xdc dinh cdu triic hop tdc cdn trong;
Danh thoi gian dé phdt trién méi quan hé
Duy tri déi thoai hai chiéu, céi mé;

Tin twong ldn nhau.

Gi0 ta quay trd lai trinh bay va glal thich timg yéu tb cua
Quy trinh phu.

Thu hit. Thu hit 13 mitc do khi twong tic giita nguoi ban

Y4 ngudi mua thu dugc cac lgi ich (hay lgi nhudn — payoffs)
ong vuot qua mirc d6 ti thiéu nao d6. Céc loi ich nay co thé la
ac phin thuéng (rewards) hiru hinh hodc v6 hinh tir viéc ho’p
% chi phi xd héi va kinh té it hon. Trong thyc té, d6 c6 thé 1a

lrl01 quan hé thén tinh, gan bo gitra glam d6c mua hang va giam
O¢ bn hang. Thi du nhu, hai gidm ddc nay cung chia s¢ ky
?m thi sinh vién du6i ciing mai truong dai hoc hay moi quan
Dh * than tinh ban hiru tir mot cudc da ngoai (picnic) vo1 nhau. 0
My @ trén c4c phin thudng xa hdi ndy theo gdc nhin cia nguoi
“a 1A chit lrong, bi quyét (know-how) k¥ thut, gia ca phai
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ching, va dich vu logistics hoan hao hon; theo gdc nhin cua
nguoi bdn 1a cac don dat hang 6n dinh (steady) c6 duoc loi
nhuan bién, va ¢6 co hoi dé thoa man thém nhu ciu ciia td chic
mua. Ca hai déu muén g(’) durgc chi phi dit hang, su chim tré, va
su xao tron (foul-ups) tdi thiéu nhét.

Co thé liy mot thi du minh hoa vé phat trién mdi quan hé
gila nha san xuat xe hoi Toyota va nha nha cung ng thiét bi
giam xo6c (rung ch’ém) Alta trong nganh cong nghiép xe hoi.
Du"(‘mg sa va hé thong mdy méc s& bj hu hai (gdy ra bgi rung
chan - vibration) néu xe hoi khong duoc trang bi thiét bi giam
x0c (vibration dampers). Thiét bj giam x6c hay rung chén bao
gom cdc vong tron kim loai bén trong va vong tron bén ngod!
dugc lam bang hon hop cao su. Thiét bi nay khong phai 13 siP
pham ky thudt gi ghé gém cao siéu lim, nhung bao gdm nhicV
yéu to trong thiét ké - d rong, do day, thanh phin cu trac ki
loai va cao su, phai vira vin véi cac thiét ké khac trong xe hol ™~
viéc phat tri€n mgt san phdm phic tap.

Viée thu ht giira Toyota va Alta la khi su cho mot ™
hinh m&i trong nganh ché tao xe hoi. Viéc cét giam chi phi ¥
tai cau tric da thuc giuc c4c nha san xudt xe hoi phai xay du? f
mbi quan h¢ dai han véi nha cung g va co hoi to ra gid tri &'
tang trong viéc hop téc vi cac nha cung ing. Cac nha cung uﬂl
thuong chi hop tac voi duy nhét mot nha san xuit xe hoi, g:,ﬂ
gia cho cc ban thiét k& chi tiét (blueprints) co ban, va clf nc'”
yién ban hang tiép xtic véi khich hang l6n. Céng viée chin? "
cic nhan Vién ban hing nay 1a lam viéc va nhdn dién ca¢ .
khin cua khach hang ddng thoi phat trién céc gidi phap dang
cdy cho khach hang Toyota.
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Trong tinh hudng nay, nhan vién ban hing cia Alta phu
trach phat trién khach hang 16n m&i moi céc k¥ su san phdm cia
Toyota dén nha médy cua Alta d xem xét kha niing san xuit, kha
ning clia doi ngll chuyén mon va co hdi dé phat trién dur 4n cung
ng san phidm gidm x6c. Vai thang sau d6, Toyota gip phai khé
khin véi san phim giam xdc cta nha cung Ung hién tai nén da
glri ban thiét ké chi tiét dén moi Alta tham gia diu thiu.

Truyén théng va thuong thao. Trong phat trién mdi quan
hé, truyén thong va thuong thao 1a cdc budc ma hai bén tai sip
Xép cac dong gop cho nghia vu, loi ich va chi phi. Hai bén
thuong do du khi néi r6-nhu ciu, sy quan tim vi muc tiéu cia
minh. Ho chi néi xoay quanh chi dé va che ddu muc dich thét sy
dang sau su trao ddi cho dén khi nao ho phat trién duoc mirc do
haj long va quen thudc thi ho méi bit ddu boc 16. Cac boc 16 nay
doi hoi phai c6 qua c6 lai néu viéc hgp tac lam gia tang mdi
Quan hé hiéu qua.

Khoa hoc hanh vi cho chiing ta biét cac dnh hudng to 16m

46 v6i mdi quan hé khi hai bén thuong thdo. Va khi hai phai
Vurgt qua hét moi trd ngai thi hai bén méi thiy dwoc tiém ning
a“g sta cia viéc hop tac. Trong trudong hop cua san pham giam
Xoc, Alta diing mot doi ngii da chirc ning dé danh gia chi phi
thigt 4 cia Toyota. B6 phdn mua sim cua Alta tiép xuc vdi cac
2 Cung Ung son, nguyen vat liéu va cac by phén ciu thanh,
Fong khi b6 phén san xudt thi xem thdi gian va day chuyén cung
Ng, cac cbng cu, phu liéu,... BO phédn ky thudt xem cac may
°° Vi tinh hoa cin thiét cho cong viéc. Sau bbn tuin &, Alta

i cho Toyota ban di thau.

Nﬁng lre va cong bing. Thay d6i 1a khia canh phan bién

dl
© Phit trién mdi quan hé. Tim kiém su nhuong bd trong quy



208 Chuong 4 : Thiét 1ap, phat trién va quan tri mdi quan hé B2B.

trinh thuong thao 1a két qua cia ung dung ning luc cong bang
va khong céng bing. Ning luc 1a kha ning cua mot cong ty. Gia
sir A 13 cong ty 13 cdng ty c6 ngudn tai nguyén gia tri khong dé
gi kiém duoc & nhitng noi khic. Va céng ty B I& thudc vio
nguén tai nguyén quy gia cia A. Cac nguén tai nguyén nay bao
gbm mot sb hinh thirc : rink trang, loi ich kinh té, chuyén gia.
Cong bang 1a két qua cua viéc str dung nidng luc cong bing vi
can trong. Thai do Cﬁng‘bﬁng va sy trung thuc 1a cac dic diém
str dung nang luc cong bang,

' Phat trién cac chuin murc. Chuin muc 1a tiéu chuin hanh
vi d6i v6i cac bén, cac huéng dan qua d6 hai bén tuong tac. MOt
s6 chuin muc tdn tai trude giai doan kham phd. Thi du nht,
nguoi mua va ngudi ban cing chia sé nhitu yéu t§ khi md ta
bang 101 cdc cude goi khac nhau. Céc md ta bing 151 dé it phd
bién hon khi céc ddi tic dén tir cac nén van hoa khac nhau. Kh!
hai bén twong tic, ho s& tuy chinh cic hinh thirc twong tac:
Trong thuc té, diéu ndy c6 nghia 13 ho s& day nhau ngdn ngil cuad
ho cho phi ddi tac, dap ung voi tin sudt thuong théo, twong t4C
de dong thudn, va ngay ty dong céc kénh phan phdi va bit dav
to chirc dénh gia, hoach dinh va ra quyét dinh.

Ky vong. Khi hai bén twong tac va kham pha céc trao d%'
tiép dién, ho phat tridn cic ky vong. Ky vong diu tién 1a sy t7
tudng, “niém tin la 15i ngi va hira hen ciia bén kia la dang tin va
méi bén déu cé gang hoan thanh nghia vu cia minh dé duy 1"
va phat trién méi quan hé lau dai”. Cong ty Alta da tin tudn®
phia dbi téc 12 trung thyc, cong bing, c6 trach nhiém va san S?ng
hé tro. Dua vdo danh tiéng trong nganh, Alta ky vong ~raﬂ%
Toyota s€ t30 ra mot co héi cong biang cho céc rui ro cho n6 ¥
chuin bi tham gia d4u thiu cia Alta trong bon tudn I€.



Chirong 4 : Thiét 14p, phat trién va quén tri mbi quan hé B2B. 209

Viéc nghién ciru va xem xét mbi quan hé trong marketing
B2B c6 tam quan trong I6n. Nhung phai néi viéc thdu hidu duoc
sdu sic cac md hinh ly thuyét va nghién ciru luén Ia mot diéu
kh6. Cic hoc gia da sang tao ra, chung ta chi lam sao hiéu duoc
dé tng dung thoi ciing dd thdm mét rdi. Chang t6i lai khéng
minh hoa siu nén c6 thé rat kho hiéu vdi cac ban sinh vién.

Viéc quan tri mdi quan hé véi khich hang, nha cung tng
va dbi tha canh tranh 1a mét chién lugc marketing tich hop hién
nay (Pass, Kuijlen va Thakur, 2014). Quan diém nay phin anh
vigc phat trién tim quan trong cia xdy dung méi quan hé mang
tinh hoc thuat chinh théng ngay nay. Cic chi dé chinh nhu
marketing mbi quan hé (relationship marketing — RM), mang
Iréi, lién minh, d6i tac va quan tri khach hang lén (key account
management).

Quan tri mbi quan hé gita nguoi ban — ngudi mua bao
gdm viéc xem xét cin trong rit nhiéu cac hinh thirc mdi quan hé
da dang khdc nhau. Wester (2015) da chi ra cac hinh thirc nay
dai dién cho mét di phan dinh tir céc giao dich dua trén gié (tim
kiém su da dang : Always-a-share) dén cic mdi quan hé thin
thiét hon (Lost-for-good) Hai hinh thitc mbi quan hé nay
throng dugc ngdm hiéu va cé thé duoc quan tri. Jackson (2014)
dd xem xét su khéc biét giira hai hinh thirc quan hé than thiét va
tim kiém su da dang va phat trién mot khudn miu dé quan tri sy

khac biét nay.

Ban doc nio muén hiéu tuong tan hon vé md hinh phat
trién méj quan hé, hiy tim doc' “Quan tri marketmg B2B - Quan

Zf ! marketmg khach hang té chirc — Ly thuyét va tinh huong thiec
\/a”h ng dung cia cdc céng ty Viét Nam.”, Luu Pan Tho,

fong Quéc Duy, NXB Tai Chinh, nim 2016
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Bang 4.1 : Dii phin dinh médi quan hé marketing.

Khéch hang tim kiém sy da
dang (Always-a-share
customers)

é:hi tip trung vao giao dich.

Khach hang thin thiét
(Lost-for-good customers)

Téap trung vao xiay dung
mdi quan hé.

Chi phi chuyén dbi thip (cac
nha cung tmg cé thé thay déi
rat 16m).

Péu tu nho.
Mua mdt lin duy nhét.
Tiép xuc khong lién tuc.

Tép trung vao dic diém san
pham.

Thdi gian ngin.

[t tap trung vao dich vy khach
hang.

Cam két gi6i han trong viéc
dap ung ky vong cua khach
hang.

Chét lrong 13 vin dé quan
tam cua d6i ngii van hanh.
Chi phi giao dich thép.

Tam quan trong thép.

v

Chi phi chuyén déi cao.
Hoat dong diu tu 16n, dic
biét 1 thu tuc va tai san dai
han.

Giir chan khach hang.

Ti€p xuc lién tuc.

_Tap trung vao loi ich san

phim va cong nghé.

Thoi gian dai.

Tép trung vao dich vu khéch
hang.

Cam két cao trong viéc dap
g ky vong cta khéch hang:

Chét luong 12 van dé quan
tAm ctia tit ca nhan vién.
Chi phi giao dich cao.

Tam quan trong c€ao : chic?
lugc, van hanh, va nhan sy-
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Céc chuyén gia marketing B2B cin cé mét cong cu cao
hon dé thiét lap long trung thanh, tao dung cac khach hang trung
thanh — ngudi sin sang quay trd lai mua hang nhiéu 1an va thich
tha 1am diéu 6. O chuong 4 nay, chung toi chi gii thiéu cic
nghién ciru méi nhat vé cac mé hinh xay dung mdi quan hé duéi
goc do tam ly va hanh vi. Phén déu chuong 4 nay c6 thé lam ban
nhirc ddu nén chiing t6i déi khong khi va tu viét mdc mac theo
ngdn ngif riéng ma ban thudng thiy ctia ching toi.

Xiy dung méi quan hé nguoi bin — nguédi mua trong
thi truong B2B

0 chuong 2, ta da noi vé viéc xdy dung mbi quan hé nguoi
ban — nguoi mua trong thi truong B2B nhung van chua giai
thich 1y do tai sao ? Mi quan hé s& cung cd va tao ra gia trj
trong mét s cach. Thi du nhu, kién thirc cia dbi tac ¢ thé mo
™dng tam nhin cho phia bén kia. Két hop sé tao ra loi thé canh
ranh va tao ra cic co hdi gia tri (Bhala va Jackson, 2010).

Trong hiu hét cic tinh huéng B2B, dic biét 1a khi cdc 101
ich vurgt qua rai ro thi ngudi ban va ngudi mua déu mong mudn
X3y dung mdi quan hé lau dai. Méi quan hé duoc bao dam trong
tin, hudng khi c6 su twong thich gitta muc tiéu gira nguoi ban
va nguoi mua. Nhin tir khia canh chién luoc, ngudi ban mudn

Uy tri mdi lién hé lau dai véi ngudi mua bai vi viée giir chan
dch hang hién tai d& tn kém hon rit nhiéu so véi v1ec tim
iém khach hang méi; khach hang lau dai c6 thé cung cip y kién
an hdi vé cac san phdm hién hitu va sy thiu hiéu vdi cac san
am mai. Doi ngu ban hang luén xem khach hang lau dai la
Ot Dhan khong thé thiéu trong cong viéc ban hang cta bdi vi
bai vi ho dua ra cic dé nghi va thic day cac mbi quan hé
doanh méi.

k]nh
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Khi thoi gian troi qua va cac trai nghiém dugc thuc hién,
c6 thé dé dang 1am viéc véi khach hang 1au dai hon boi vi cac
kénh truyén thong luén dwoc mé réng; nhu ciu va khé khin cua
khach hang duoc nhén biét, lam viéc thoai mai hon va mdi quan
hé ca nhan giira cic thanh vién cia hai bén cing bén chit.

Trudce khi phat trlen mbi quan hé, cong ty ban hang cin
phai tap trung vao cic yéu t ndi bd truée, bao goém cac muc tiéu
va chién luge marketing, phin tich vin hda, bao dam rang chién
lugc va vén héa tuong thich v6i nhau, va dinh huéng vin hoa
huéng vé phuc vu khach hang. Céc budc khac nhau trong viéc
phat trién méi quan hé dugc minh hoa & Hinh 4.4.

Tao nhan
méi ic ca hdi . >
;iaéct:i o Khachhangmdi  trung thanh
* Cacdé Ban chéo va bén gia tang
hi
%' Khichhang

Thidu djnh lugng : Thi du dinhlugng :
Bao nhiéu nhan méi Bao nhiéu khich hang
(%) dugc chuyén déi {96) mua hang gia ting ?
thanh cac co héi gia trj

trong moét giai doannao dé ?

RO RN ST 'ﬂx‘

BN Mok e URERM RN R AR RRH LT
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R4t nhiéu nhin vién ban hang lang phi thoi gian bang cic
cudc goi ngiu nhién va chi cé ging tim kiém nhin méi (leads)
tir khach hang cii. Béi vi ho khéng nhin ra cic khia canh cac
cdng ty mua hang nhu thé ndo. Bén trdi ciia Hinh 4.4 chi ra cach
thirc tim ra cdc co hdi gia tri va cac dé nghj dé tim kiém khach
hing méi d& dang hon. Mang Iu6i ban hang tim kiém cac nhan
méi méi trong thi truong B2B va can phii tiép xic véi nhing
nguoi c6 trong trach mua hang khac nhau. Trong cach thic nay,
mbi tiép xuc truc tiép trong mang ludi c6 thé két ndi nhan vién
bén hang va céc cudc tiép xuc khdc, tao ra mang ludi rong hon
(Mouzas, 2012, Rese, 2013). Khi d6i ngili ban hang nhin ra mot
khach hang mai, va khach hang thuc su cé mua hang; thir thach
méi s& gitip bién khach hang thanh nhitng ngudi trung thanh qua
Viéc ban chéo va bdn gia tang.

Bén chéo (cross-sell) dugc dinh nghia la ban thém céc san
Phdm/djch vu cho khach hang hién hitu.

Bin chéo 1a mt thuat ngit marketing dung dé néi vé cich
thire gi6i thiéu nhitng san phim hoic dich vu cong thém c6 lién
uan dén thir ma khéch hing dang hodc da mua. Vidu néu ban
qang Ira chon mot cudn sach trén Kinhtetuanminh.com, ban sé

Yoc gigi thiéu moét danh sach nhitng twa sich twong tu nhu
“uén sdch ma ban dinh mua hodc la nhiing tua sach da duorc
Ma b nhitng khéch hang khic da mua mot cudn séch glong
., Viéc tim kiém sin pham ra trai giuong trén mang co thé
N Ya dép viéc glorl thiéu mot danh sach nhitng san pham vé rém.
k Ot vi du pho bién cua ban chéo 1a cau noi thuong géap trong
Q}?h vuc thirc in nhanh :“Ban c6 mudn dn kém véi khoai tay
. €n khéng ?”. Con trong, Jinh vuc dich vu tai chinh, ban chéo
’ Dghia 13 gi6i thiéu nhiéu loai hinh diu tu cho nha diu tu,
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hozc tham chi 13 dich vu bio hiém cho nha d4u tu hoic chuin bi
thué cho nhitng khach hang dang du tinh vé huu.

Ban gia ting (up-sale) trong marketing 14 cach thirc gi6i
thiéu san pham hodic dich vu cao cip (v& gia) hon cho nhiing
khich hang dang hodc da mua. Vi du dién hinh nhét cta ban gia
tang la cdu nc:>i phd bién trong linh vuc thirc dn nhanh :“Ban c0
mudn mot phan banh siéu by 77

Khac bi¢t gitra ban chéo va ban gia ting :

Ban gi‘a tang la lam cho khach hang tra tién nhiéu hon dé
mua sdn pham hay dich vu dt tién hon cia ciing mét loai sa”
pham hay dich vu d6, hay I3 nhitng chirc ning/dich vu bao hanh
¢ lién quan dén sin phim dich, dich vu.

Bén chéo 12 1am cho khach hang tré tién nhiéu hon dé rnU]“
a , - A R . , . N A ich
thém céc san pham, hay dich vu kit4c loai véi sin phdm hay di°
Vu vura lya chon hodic mua.

M6t vi dy dién hinh vé bdn chéo :

i

. McDonald’s 1a mot trong nhitng cong ty tién phongsvﬂ
hi€u biet sau sic v& ban chéo. Ho thuc hién no lién tuc- B?ni
cach ban nhiing san phim di kém, McDonald’s da gia tang gf:;
ké doanh thy, trong mét sé truong hop la gia ting trai ﬂghl“?ﬂg
cua khch hing. Khi mgt nguoi bén hang & khu vyc mua i‘,ﬂ
trén xe (drive-through) hoi khach hang cé mubn ning cép P 40
an, hodc ¢ muén them Khoai tay nghién chi véi 30 xu, fh'saﬂ
dong nghia Vi viée hy dang duge (hay bi) ban chéo M e
phim khac. Khi mgt nguoi tai quiy phuc vu duge 'hé‘i‘ r;fﬁﬂ i
mudn thém MOt thir gj 4, vi du nhu “Anh/chi c6 muon “P hoé;;
i

tron g(’)i” cho phén banh Quarter pounder khong ?,’n

«Anh/chi O MU0n phin banh to hon khéng ?”, hodc, A
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c6 mudn udng nudc gi khong 7”. Tét ca nhitng diéu dy chinh la
hinh thirc co ban va thé so nhat cua ban chéo.

Amazon va Ebay — bin chéo trirc tuyén

Trén Internet, ban chéo chiém vi thé chu dao mét cach
hién nhién. D6 1a hinh thirc khuyén mii nhitng san phdm di kém
¢6 lién quan dén nhitng san phim vira dugc mua. Amazon la
mot trong nhirng cong ty dau tién st dung ban chéo dé ning cao
chét lwong dich vu, giir khach hang cii, thu hut khach hing méi
va duy tri vi thé canh tranh. Néu ban mua mot loai san phdm nao
46, bt ké Ia quyén sich hay mét dia CD ban sc thdy mot Iru y
luC tinh tién hodc qua email. Luu y iy bao ring nhitng khach
hang khéc ciing mua san phim giéng ban déu thlch nhitng san
Phim tuong tu khac. Ngay khi ban mua mot quyen sach kinh
dOanh ban s& duoc luu y nhitng cubn sich gibng nhu vay
thhlr(mg thirc ban chéo ciia Amazon hét sirc hiéu qua cung cap

®m nhitng gi4 tri cong thém cho khich hang déng thoi ting
Oanh s ban hang cia ho.

Ebay 13 mot vi du khic ciia mot trang web truc tuyén sir

Ung ban chéo. Khi ban ban khan tim va déng thoi ciing c6

},“}ng vat dung trong nha tdm khéc trong kho Ebay cia ban, thi

® hoan toan phu hop cho viée st dung ban chéo. N6 dé dang

5 dn biét, boi vi n6 c6 thé ting gip ddi doanh sb trén cling mot
R hang.

Cac phuong phap dé thuc hién ban chéo :
M, Nhiéu nha kinh doanh ban du thudng gidi thiéu nhiéu san
4, ™ hogc dich vu. Nhitng thir d6 c6 the thuc hién rét tdt viec
Qé § cao hidu bidt cua khich hang vé nhiing glal phap ho cung
inh thic ban chéo nay co thé 1a mot cung cap rit hiéu qua



216  Chuong 4 : Thiét lap, phat trién va quan tri mi quan hé B2B.

cho nhirng nha kinh doanh nho.

Khi ban ban chéo, ban gidi thiéu tdi khiach hang mét san
phim hay dich vu nao d6 lién quan bét ky t&i nhirng thir ho da
mua. N6 ¢6 thé don gian nhu 13 mot ngudi phuc vu hoi khach
hang c6 mudn mot phf‘m rau tron di kém vdi mén dn chinh. Ban
gia ting dinh vi nhitng sin phim c6 gi4 cao hon tiép theo nhirng
truomg hop tot/tét hon/tét nhit. Ca 2 phuong cach déu khuyén
khich kpéch hang chi tiéu nhiéu hon mét chit nhung c6 thé tang
dang ké doanh s6 clia ban. Nhung c6 thé ban lo ling vé viéc co
thé 1am khéch hang khé chiu khi gi¢i thiéu qua nhiéu san pham
Cl‘lo ho Nhung dirng lo lz"mg. Cac cudc nghién ctru chi ra ring
hau hé{ ngudi mua déu thich véi viec duroc gigi thidu vé nhitng
san pham hogc dich vu khac tot hon hodic chua bao gisr dugc
thay trudc kia. D6 1a phuong thirc ching to ring ban quan tam
va théa min nhitng nhu ciu cta khach hang.

Dudi ddy 13 mét vai goi y ¢6 thé lam ting kha ning thanb
cong cua viéc ban chéo.

Sau diy 14 10 cach bén chéo tot nhit :

~ Hay chuén bj truéc rdi hay hoi :“Ban phai bio dam chd®
chidn rang ‘ban da c6 du cic sin phim bd sung cho nhau. Nev
ban bin d6 noi thit cd, chuin bi sin mot vai san phim vé sinh
g5 dé thuc hién bin chéo.” (Céc trang web du lich nhur Easy’®
hay Exgedia a bic thay trong vin dé niy, theo mdt quy md 16°
hon - néu ban kiém thdng tin mét chuyén bay, ho giéi thiéu oh?
ban ludn ca khach san, bao hiém du lich, thué mudn xe.)

. . .0
Sau d6 don gian chi 1a nhé hoi khach hang ho c6 mu‘; ;
mua thém tht gi khong. San phdm ban chéo phai ré hon

phim ban dAu, V& phii 1 nhimg thir c6 thé khién khach ha?
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quyét dinh mua mot cach nhanh chéng. San phdm cang phirc tap
thi cang ton thoi gian giai thich va cang lam khé khin thém cho
viéc ban chéo.

Ban phai bio dam tt ca nhdn vién phai quen thudc tt ca
sin phdm cia cong ty va thir ndo thi di kém véi thir ndo. Ddng
thori ban ciing phai day ho thudn thuc viéc ban chéo nhur thé nao.

Dinh vi mét cach thong minh.

Hay hoc tur cac si€u thi va sap bao : Cé mot ly do nao d6
khi ho luén ludn dit keo cao su, s6 ¢d la hoic tap chi tai quiy
tinh tién. Dt mét san phim ré tai noi khach hang ch¢ tinh tién
khl}yén khich ho mua né. Nén nhim dén viéc dat nhitng san
Dhéjlm ré nhit s& bé sung tét nhét cho nhitng san phim ban chay
"hit ciia ban. Pé thuc hién viéc tuong tu trén trang web, hay
*em cach ké tiép.

Néng cdp cho trang web cua ban.

" ?iéu rét- thué.’n lgi cho viéc ban chéo truc tuyén !2‘1 ban c6
‘nhiéu dit lidu dé thuc hién. Ban thdm chi con cé thé tu dong
%3 vigc gidi thiéu ban chéo, bing cich sir dung cic thong tin

Qéi}?éc !(hfi(':}l hang khéc, da mua (xem k¥ hon vé phin nay trong

thy :thuc.: t.lep theo). Néu diéu 'dé vuot qua chi phi, ban cé thé

n4u°af1 gioi thiél'l nhitng sép pham cua ban theo cach truc quan :
€0 ai d6 kiém “hat giong ca chua”, hdy gidi thiéu cho ho
thz gieo hat', phan hitu co hay miéng phu xen lu' 16. Sir dung

N n;ang “Site overlay” trén Google Analytics d€ xem nhimg

khéfhhanr‘l nao hay di chung Yéi nhau npﬁt (Dua tpeo chi tiét viec

dy . 13an'g xem tir sin phim ndo deén san phdm nao), va sir
hhl}n du: liéu ‘bén hang mdt cdch thdng minh, né chj ra r?mg
g san phim nao dugc khach hang mua cung moét hic. Tuy
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nhién ban phai chic ring khach hang c6 thé d& dang tim kién
thong tin ho can trén nhirng san phim thém ma khoéng phai di
qua xa san pham ban dau.

T4t ca céc trang phai tdn dung hét nhitng co hd1 ban chéo
c6 thé, va chi y dic biét trang tinh tién vi n6 1a mot co hdi mau
md dé ban chéo. Ban cé thé sir dung chirc ndng gié mua hang
truc tuyén trén cac trang Prostores.com, osCommerce.com va_X-
Cart.com - tit ca déu da duoc thiét ké dé tan dung ban chéo.

“Nhitng khach hang mua giéng ban ciing dd mua nhiing
thir nay”.

Nhiéu nim qua, doanh sd trong nim ciia Amazon dén tif
ban chéo. Viéc gigi thiéu ctia “Nhitng khach hang mua giéng
ban cling dd mua nhitng thir nay” va “Nhitng sin pham thuong
dugc mua chung véi nhau” chi don gidn 12 mot diéu thién tai-
Né danh vio niém tin cia khich hang dua trén nhiing khach
hang khdc c6 chung s¢ thich. Diéu dé chinh 14 ban chéo nhung
lai 1am khong 1am cho khach hang cam thdy Amazon dang du?
ra dé nghi mua hang, va do d6 lam cho Amazon thoat khoi viél
tao ra kho khin trong viéc ban hang. Ho di nhién chi gisi thi¢”
nhitng thir ma khach hang thich ma thoi.

Ban c6 thé lam glong nhu Amazon bang cich tu dong du?
ra nhung loi dé nghi gidng Amazon dad lam (cach nay s€ twoné
dbi ton kém), hoic ban ¢6 thé chi cin dua 1én mang nhitng 5‘”
phdm mot cich thu céng & nhitng noi phu hop dudi tiéu ©
«Ciing mua” (Cich nay sg tiét kiém chi phi dang ké nhung s& to
thoi gian hon). ST dung di liéu ban hang trong nhitng san phi1 20
dugc mua cung nhau, hojc chi can gi6i thiu san pham the

cach truc quan.



Churong 4 - Thibt 1ap, phat trién va quan tri méi quan hé B2B. 219

Str dung céch nay trén nhirng khach hang bing cach thinh
thoang dé cép t&i nhitng khach hing c6 s& thich gibng nhau va
nhitng thir ho d3 mua gin déy.

Tao ra nhiéu wu dai.

Nhirng khuyén mii hip din nhu “Giao hing mién phi cho
nhitng don hang trén 500.000 ddng” s& khuyén khich khach
hang mua thém cho du sb tién. Hodc ban cling cd thé thir sir
dung phiéu giam gi4 hoic phiéu qua ting cho nhirng don hang
virgt qué mot gid tri nio do, hodc ciing c6 thé thudng diém tich
liiy gép d6i cho khach hang thén thiét khi mua cling mot s tién.

Nhitng phuong phép & trén diy va sau déy ciing c6 thé sir
dung két hop vdi phuong phap nay dé tao ra thém nhiéu hiéu
qua hon nira.

Dong thanh mdt goi

Bira dn tron géi - Chiing ta s& nhu thé nao néu khéng cé
Ching ? S& thon thd hon nhiéu va c6 thé 14 gidu hon mot chit.
Nhung chiing rét higu qua vi chung hop vdi.nhau mét céch tu
nhiénl va dugc gdp chung tao thanh mét géi san phém vol1 mot
8id hap dan. Khach hang cam thdy ho di tiét kiém mot khoan
tfén trén nhitng thir ho ¢4 thé mua - hodc mudn mua. Ban hay
t'fn m(;T)’t mirc gid vira c6 thé sinh 1&i vira lam cho khéch hang
am thay duoc lgi, sau d6 gi6i thiéu g6i san phim dé t61 khach
ggng‘ mot ’c_éch trirc quan nhit va sip xép tit ca san phﬁm trong

cung vadi nhau.

Gici thiéu mot dong san pham

4 Neu ban timg thir doc phan dudi ciia chai diu goi diu khi
M (ai chua timg lam diéu d6 nhi ?), ban ¢6 thé nhé dén mot
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miéng dan marketing rit khéo kiéu cii :“Dé c6 két qua t6t nhit,
hay st dung chung voi tén mot san pham cing nhan hiéu.” Néu
ban c6 nhitng san phdm cua cung mdt dong, sit dung phuong
phéap nay la di€u khéng can phai suy nghi.

Dé nghi ciia chuyén gia

Néu ban khong c6 quyén quyét dinh trén nhitng miu mi
san phim ban l?én, thi hay tn dung y kién chuyén gia trén hai
hodc ba san pham dat dugc hiéu qui cao nhét khi sir dung clng
nhau. Chuyén gia cfing c6 thé 13 ban néu cin : ban hiéu cac san
phim nhiéu hon 12 khach hing cia ban (hy vong 1a thé 1), ban
nén chi ra nhitng hiéu biét do. Hodc sir dung trich dan tir chuyén
gia hodc cac bai viét ban d3 doc.

Ban c6 thé sir dung y tudng rét tdt cua cac cira hang bap
ruou hodc ‘cfra hang sich. Ho sir dung cac thiép viét tay dé cap
dén cac ni€m yéu thich cua nhan vién, nhung phai ap dung ch
hai sin phim chir khong phai mot. Vi du nhu :“S¢ thich ciia mo*
phu nit : T6i ¢6 cdy nén mau tim & nha, nd c6 mui rat tuyét. TO!
thuong thich cim no6 trén dé dén cdy mau g6 t6i khi téi cung ﬁrl
tbi v6i nhitng ngudi ban - nhin tuyét voi hon la d3t nhing 8°
hoa”. Nhifng cam xic c4 nhin nhu thé ciing khong hai gi der
viéc kinh doanh cua ban,

Trong luc thuong théo

Néu ban dang thuong thao véi khach hang truc tiép, co Ehe
la trong phong hoi thio hoic 1a quﬁy my phﬁm tai trung taé 0
thwong mai, nghia I3 ban dang c6 co hoi gieo mam ban
ngay tu ban fﬁu- Trong giai doan dau tiép xtc, khi ban daf_lgnh p
ra nhitng diém trong yeu cia khich hang tiém nang, gl‘]l "
trong d4u tat ca moi thir ngay ca khi ban dang tap trung vao

A
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vin dé lorn Va khi budi gip mit gan sap két thic, hay thuyét
phuc ho ring nhung diém trong yéu d6 s& dwoc giai quyet trong
nhitng san phdm cia ban - cling v6i mot chit chiét khiu cho
khach hang, néu ban mudn.

Gidm gid cho lan mua thir hai

Nhitng thir “gin thém” hay “phu thém” di trd nén bit
budc giita cac cong ty dién thoai trong vai ndm trd lai diy. N6
hiéu qua vi né giéi thiéu cho khach hang nhitng sin phdm phu
thém ma ho mong muén (nhung khong cén thiét), dong thoi di
kém v6i nhitng khuyén mii hip din. Khich hang thi ¢6 cam
gidc duogc lgi, va cong ty thi duge huong 1o cao hon vi ban
dwrgc 2 dich vu thay vi 1a 1. Thuong thi khéch hang s& ching bao
8io mua san phém thir hai néu n6 khong gidm gia mot vai trim
hgan. Khuyén mai duoc wa thich “Mua 2 thi duoc 1 mién phi”
Cla nha bén si Metro c6 ciing méi ¥ tuémg ddng sau né mic du
V€ khia canh tai chinh thi ho phiéu lru hon.

Tuy nhién, khi nio ma ban con dua ra cho khach hang
I]hlmg sdn phim c6 sirc thu hit tirc thoi, va sb tién giam gia ban
Gy ra khong lam anh huong nhiéu t&i lgi nhudn, thi ban nén ap

“ng phirong phép nay. N6 c6 thé gidm loi nhudn clia ban mot it
ng [am ting gdp dbi hrong hang ban ra mdi giao dich - dic
let 14 trong nhirng thoi diém ban chim. N6 ciing 1am cho khéch
g ¢4 cam gidc duoc loi khi mua nhiing mon hang glam gla
Nell ho khéng c6 hung thi v6i nhitng dé nghi ctia ban l4n diu
ey 0, st dung thu truc tiép dé tiép tuc dua ra nhung khuyén mii

Ong ty ¢é khuyén khich khdch hang mua hang tiép tuc.)
gﬁi Phuong phap nay khong khic véi y tuong ban hang tron
ban chi 1a dinh vi né khéc di mt chit. Mt I ban dva ra
“en mai e cudi cuia qua trinh mua hang, con mét 1a chon
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khuyén mii trong qua trinh mua hang.
Chit lwong mbi quan hé

Trong bét cit mbi quan hé nao gilta nguoi ban va nguoi
mua, twong tac ludn la khai niém chinh yéu. Viéc tuong tac 1
hién tuong co ban trong viéc tao ra gia tri va chat legng. Cam
nhin vé chit luong moi quan hé xay ra khi mbi quan hé tiép
dién, thi du nhu cic dich vu lam sach va béo vé€ hay dich vu
ngin hang va vin chuyen Holmlund (2010) phat trién mot
khudn mau dé thiu hiéu va phan tich mbi quan hé tiép di&n. Moi
quan hé tiép dién nay cé thé rt khac nhau tly thudc vao tinh
huong marketing lién quan. Mot sb tlcp xuc la gilra con nguol
Vo1 nhau; giita con nguoi, may moc va hé thong, gira hé thong
cia nha cung ng va cta khach hang. _Trong mébi trudng hop,
viéc tuong tac déu lién  quan. Khuén miu cé gia tri nhu nhau dé
m6 ta va phén tich méi quan hé trong thi tru'orng tiéu dung va
mbi quan hé glua cac td chirc. Ban diu, khuén méu duoc thiét

ké cho hé théng dich VU, hién nay thi d3 dugc ap dung cho cd
hang hoa nhung bao gom dich vu.

Khuén mdu bao gdm cac dong tiép dién cic hoat don&
tinh tiét va ChUOI hinh thanh nén m01 quan hé. Hinh 4.5 mo t3
khuén mau méi quan h¢. Thl du vé cac hoat dong bao gom c4¢
cudc goi dién thoai, tham viéng nha may, cudc goi hd trg dic
vu va dang ky khach san, Quan tri dich vu thudng goi thoi g‘a
va dia diém cung tng 13 “thgi khée cua si that — moments %
truth”. Céac hoat dong 1a bét cir cac yéu t6 tuong tac nao — hao?
hoa, dich vu, thong tin, cic khia canh tai chinh, cic tiép XUC XG
héi. Cac hoat dong lién quan 1a cac tiéu tiét mdi quan hé; du?
goi 14 cdc tinh tiét (episodes), va c4c thi du bao gom hoa 4
cho may tinh ¢ nha, dén ngan hang rat tién, dam phén,
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chuyén hang héa. M&i tinh tiét 1a mot chudi cac hoat déng. Thi
du van chuyén dudng bién gdm dit hang, déng géi san pham,

van chuyén va thanh toan.

/ quﬂheﬂ\\

) ] (D)

Thai gian

IR 3 . :.-",1
1th dgng, tinh tiét va chudi’ .
PRI 2 1 ASR Y W O P Uy

5 e mi 8 eng e o o

Cac tinh tiét lién quan thanh lap mirc d6 méi vé phén tich
quy trinh tuong tic — mét chudi cac hoat dong — sequence. Cac
thuéi duoc dinh nghia la khodng thoi gian, gidi thi€u san phz‘im,
mot chién dich hay du 4n hay la s két hop cac yéu té vira ké.
v}'éc phén tich mét chudi bao gdm tit ca cdc twrong tac lién quan
Q:én mét du an cu thé, c6 thé mét hang nam hodc ldu hon. Trong
tinh huéng khach san, mét chudi bao gém tht ca moi thir xay ra
trojlg thoi gian khach hang luu tri tai khach san; thi du nhu dit

Cha x
O, an udng,...
. Muc d6 sau cung va quan trong nhét 12 phan tich méi quan
¢ A N X \ P X A a A ) 5.
a Mot vai chudi thanh lap moi quan hé. M6t s6 chudi phai theo
" : a1 khac mot cach truc tiép, c6 thé chong lan va khoang giira
c 5(: Sau ldu hay mau tuy thudc vao loai hinh kinh doanh va ban
§ Cua dich vu. Viéc phan chia quy trinh tuong tac thanh mét
hangu(;i dt_r? vao mirc do tich hop gilta nha cung {mg va khich
]‘@t q.u , at‘ca cac loai hinh céc yéu to trong quy trinh tuong tac —
g, *"4 ctia hang héa va dich vy, quy trinh dich vu, thong tin,

»

Xu ~ A 14 S A ’ .
€ xa hdi, cic hoat dong tai chinh,... duoc nhin dién va
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cic khia canh chinh xic trong viéc x4c dinh mdi quan hé qua
thai gian.

Mbi quan h¢ giira ngudi ban va ngudi mua giéng nhu tinh
yéu va hon nhin giira d6i trai gai : Ho gap nhau va yéu nhau.
“Tir chd trom nhé thim yéu dén khi c6 co hi thi ciing nhau hen
non thé bién “mot 1oi ghi tac d4 vang thuy chung” va thoi gian
s& chimng t6 tinh yéu tur do cua ho 1a bén viing, tét dep. Méi quan
hé giira ngudi ban — ngudi mua ciing vay. O giai doan lam quen,
khi hai d6i tic bit ddu biét nhau. K& tiép 1a mét nghi thic, mot
hop ddng 1am &n, diu thiu véi cic didu khoan cu thé. Mbi quan
hé sau d6 dugc duy tri qua viéc phat trién cic mic do cao cua
niém tin va cic chudn muc huéng din cic tuong tac twong lal.
Va khi mdi quan hé khong con lam hai bén hai long, ho s& chim
dirt mbi quan hé (ly dj).

Phét trién mdi quan hé manh véi khach hang s& tao ra 1
thé canh tranh bén virng. Khi khach hang nhin ra mirc do cam
két cao trong mdi quan hé, ho s& mong mudn hop tac va tiép tuc
mua hang sau d6. Va du c6 ric rdi xdy ra, khich hang ciing
khéng thay dbi nha cung tng. Mic du thj trudng ludn c6 nhié‘u,
nha cung g tiém ning, khich hang vin trung thanh véi ngu?’
ban vi ho di nhan ra su cam két va sur tan tuy phuc vu qua tho!
gian lau dai cia ngudi ban.

Pé phit trién méi quan hé 1au dai thi didu quan trong ©
doi ngii ban hang phai thiu hiéu nhu cdu va biét dp dung l‘é
thuit ban hang tu vin va xay dung mbi quan hé. Méi quaﬂ_lfl'1
dugc duy tri nhd cac dich vu, thi du nhanh ch()‘ng tra 101 dl‘e
thoai, phan phdi nhanh chéng, tra 101 cac vdn dé ky thudt, lavu
viéc vai khach hang dé thiét ké ra cac thé hé sin phﬁm/d!Ch '
mdi dap img va vugt qua sy mong doi cia khach hang.
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L6 trinh CRM phit trién 1ong trung thanh

)

Long trung thanh

(Mdi quan he)
J Bude 1

Danh ldy khich hang
&I td tinh)

. R PR R G iy

Gia trj tron déi cua khdch hang

(GRM)

Buérc 1 : Giai doan tim hiéu (courtship)

Truée khi cé duge khach hz‘mg, nguoi ban trude hét phai
nhan ra khéach hang tiém ning. O giai doan nay, long trung
thanh con rat yéu bdi vi né chua dugc thiét lap. dua trén méi
Quan hé, chi don gian la nhin thay va cam nhan vé san pham va
81 ca. That vay, khach hang vin dé dang chuyen sang chon lua
d4i thi nao c6 san phdm va gia ca tét hon. Thai do dugc tom tét
la “Nhitng gi ban ¢4 lam cho t6i gin day ?” M0t thi du dién hinh
la canh tranh khéc liét trong thi truong dién thoai di dong.

O bude 1, tap trung ciia cong ty 1a cé duoc khéach hang. Sy
Quan tam truc tlep hudng dén xay dung nén tang khach hang qua
Vige sir dung cong nghé va huin luyén doi ngd ban hang dé gla
tang hiéu qua ban hang. O budc 1, nhin vién ban hang phai tén
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kha nhiéu thdi gian dé thuc hanh k§ thudt quan tri tét nhit, phan
tich su cham soc khach hang va nghién ciru thi truong.

Buéc 2 : Duy tri mdi quan hé (méi quan hg)

O budc nay, mbi quan hé chit ché hon dugc tao dung.
Cong ty quan tim dén thai d6 cia khach hang trudc va sau ban
hang. Ngudi ban ling nghe khach hang. Long trung thanh khong
chi con dua vao gia ca va san phim nira. Mdi quan hé da tro
thanh mét yéu té, ngay ca khi khéng c6 su bio dam khach hang
khong Ira chon ai khac. Su hiéu biét Iin nhau di ton tai, va hai
bén da bat diu nhin ra loi ich cia viéc tiép tuc duy tri mbi quan
hé (Laaksonen et al, 2014)

Khi cong ty budc vao budc 2, ho tép trung téi da vao moi
quan hé. Khac biét cua budc 1 va budc 2 qua viéc bét ddu phan
khuc khach hang vao nhitng nhém cé nhu ciu tuong tu dé phuc
vu m6i nhdm khach hang hiéu qua hon.

Buéc 3 : Chim soc khach hang (hon nhin)

O budc nay, mbi quan hé dai han la nhét tri vi nhau va c@
hai tré thanh khong thé thay thé nhau. O budc nay, long truns
thanh dua trén mic dé théa min cao vi mdi quan hé ci nhf:”’
phat trién sau dam. Khi hon nhan tiép dién, moi rang byoc
(bonds) gilta ngudi ban va ngudi mua dugc cung c6 tlm'ffﬂg
xuyén. Cam nhan hai long gia tang cung vciri long trung thanhé;
Trén nén tang cua long trung thanh nhu thé, moi nguoi co th
néi vé long trung thanh that su.

O budc 3, cac td chirc nhin ra riang ho khong thf, phuc ‘;2
tAt ca moi ngudi. trong khi hau hé,t khach hang cé thé thu dgl;g
lgi nhudn, mot s6 van mudn c6 mdi quan hé dai han hcfn nhl"‘ng
khach hang khéc. Kha niang du doan dugc nhitng khach ha
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trung thanh nay dua trén k¥ nidng gia ting su cham soéc khach
hang chién lrgc. Bang viéc 4p dung cic cong cu cong nghé va
thong tin diang din, cong ty co thé cung tng cac dich vu cbt 15i
nhu la mot su khac biét.

Budc 4 : Suring hd tich cuc (hon nhén)

Khéch hang c6 trai nghiém toan dién vé san phim/dich vu
s& duy tri [ong trung thanh va tré thanh nguoi ung ho t1:ch cuc.
cac cong ty co thé tan dung cdc khach hiang hién tai dé tim ra
khich hang méi qua viéc thuyét phuc ho trung thanh v&i nhan
hiéu cong ty. Su hac biét 1a nhitng gi ma khach hang trung thanh
hai 1ong va gidi thigu céc trai nghiém tich cuc va gin bé cta ho
V&i moi ngudi vé nhin hiéu.

Gin b6 voi nhin hiéu (brand insistence) 1a cép do cao nhét
vé l6ng trung thanh v&i nhan hiéu, khién khach hing tir chbi n}Qi
Phuong an thay thé dé tim kiém ding san phdm mong muon.
T6i duogc giai doan nay la san phdm di dat dugc vi tri doc ton
trong long khach hang. Mic di nhiéu cong ty mudn khach hang
8an b4 véi nhin hiéu, nhung chi c6 mot s it dat du'gc muc tiéu
tham vong nay. Nhitng cong ty kinh doanh san pham, dich vu
%3¢ biét hodic biét cung g dich vu hoan hio dé c6 kha nang dat
Qg muc ti€u nay hon, so vdi cac cong ty cung cap san pham,
Uich vy dai tra.

Quin tri khach hang lén (KAM)

Quaén tri khach hang lon (Key account managfamen.t -
KAM) dugc ngdm hiéu 1a céch tiép cin quin trjA marketing dinh
h‘uéng khach hang, tap trung vao khach hang 'cong ty 1,328 1‘1011
% khach hang tiéu dung B2C. Khich hang 16n 1a khach hang
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trong thi truong B2B dugc nhin ra bdi cac cong ty ban hang
B2B. Tir ddy, dé cho gon xin diing tir viét tit KAM.

KAM la mét khdi niém quan tri, bao gém vira té chirc vira
chién lugc ban hang dé dat duoc méi quan hé dai han véi khach
hang 16n. KAM la mét trong nhitng thuit ngit “thai thugng” noi
clra miéng cua gidi quan tri marketing ngay nay hoat dong trong
thi truong B2B.

Nha quén tri khich hang 16n 1a ngudi phuy trach ban hang
trong t& chirc B2B; ngudi dai dién cho bén ban trong viéc ti€p
xlic v&i bén mua. KAM thanh cong doi hoi thdu hiéu dwoc logi®
vé ca san phim va dich vu hé trg. Diém bit ddu cia KAM 12
thuc hién KAM.

Thuyc hién KAM

Ojasalo (2011) chi ra bn buéc dé thyc hign KAM than
cong nhu sau :

e Nhdn ra cdc khdch hang lon chu yéu,

o Phdn tich cdc khdch hang lon chi yéu;

e Chon lya cac chién lugc thich hop cho cdc khach hané

[6m chi yéu;
» hd ’t
e Phat trién cdc kha ndng hoat dong dé xdy dung, P{ﬂ;’
trién va duy tri moi quan hé léu dai c6 lgi nhudn véi cdc khat
hang lon chu yéu.
Nhin ra céc khach hang 16n chi yéu
) e woqse e A y - gp
Diéu nay c6 nghia 12 phai tra 10i cdc cau hoi sau : Nh;ié“
khach hang tiém ning va hién hiru 16n cé tdm quan trong C
lwge trong hién tai va tuong lai ?
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Cic tiéu chudn dé xic dinh khach hang 16n 14 :

Doanh s 16m;

Thoi gian x4y dung mdi quan hé;

Thi phén ctia bén bén véi viéc mua cia khach hang : Hinh
miu (paradigm) marketing méi quan hé méi do luéng muc do
thinh c6ng thu hoach tir mdi quan hé dai han véi thj’phén cua no
khéng nhu marketing dai tra ma thanh cong hay that bai cua thi
phan chi 1a ngin han (Peppers va Rogers, 2015).

Loi nhuén cua khach hang véi nguoi béan;

_ Sir dung cdc ngudn tai nguyén chién lugc : mg rong cam
két quan tri.

C6 mét su tuong quan tich cuc giita cac ti€u chuin va kha
Ndng xay ra (likelihood) trong viéc nhdn ra khach hang lon.

Phan tich cac khach hang lén
biéu nay bao gém cac hoat dong nhu :

e, Cde dac diém co ban ciia khdch hang lon : bao gom viéc
ot ndi cac khia canh hoat dong kinh té lién quan ctia moi truong
?n trong va bén ngoai, thi du nhu déu vao ciia chudi cung Ung

\fn trong cua khach hang, thj truong, nha cung {ing, san phim
A tinh trang kinh té.

Lich sir méi lién hé : bao gdm lién két Yélf t6 kinh té l_ifm

Yan va cac khia canh hoat dong cita lich sit moi lién hé. Dieu

% bao gdm doanh sb ban hang, loi nhuan, muc dich cua khf'nch

Q?ng I6n, hanh vi mua hang (quy trinh ra quyét dinh mua hang

§ Akhach hang 16n), trao déi thong tin, c4c nhu cdu dic biét, tan

’'S

% mua hang va su phan nan. Trong cac khia canh nay, nhan

h
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biét va danh gia gia tri mbi quan hé déng mot vai tro dic biét
quan trong. Doanh thu tir cac khach hang lén (gia tri tron doi
ciia khach hang) phai vuot qua chi phi thiét 1ap va duy tri méi
quan hé trong mdt khoang thoi gian nao dé.

Phdt trién cam két méi quan hé : cam két mdi quan hé cua
khéach hang 16n hién tai va c6 thé du doan dugc trong tuong lai
rdt quan trong boi vi viéc mé rong kinh doanh véi khich hang
16n tuy thude vao diéu do.

Sir twong dong vé muc tiéu : su tuong thich vé loi ich giita
ngudi ban va ngudi mua anh huong lon dén su hop tac, ca mUc
d6 chién lugc va hoat dong. Cac quan tdm chung va gié tri mo!
quan hé s& xdc dinh hai bén cé nén la ddi tic cua nhau hay
khéng.

Chi phi chuyén déi » it hitu dung khi dénh gid ca khich
hang 1on va chi phi chuyén ddi cong ty cung {ng trong trudng
hop hity bé mdi quan hé. Chi phi chuyén di 14 chi phi khi th?y
thé déi téc hién hitu. Chi phi chuyén ddi cao c6 thé ngin ¢3”
viéc chuyén d6i méi quan hé.

Chon lwa cdc chién lugc thich hop déi véi khdch hang I6 "
Diéu nay phu thudc rit 16n vao vi tri cia ngudi ban va ngw?’
mua. CAu tric ning luc kha khac nhau trong cac té chirc. Vi the
nguoi ban khong thé tu do chon Iua chién luoc.

C6 18 ngudi ban thuong hay tranh né cac khach hang qu;“
16n. Thinh thoang, ngudi ban nhin thdy ring cac khach hfi_ﬂg ;
hép din hém nay co thé tré thanh hip din trong tuong la1. i
do, dbi voi mot s6 khich hang 16n th‘{ muc tiéu cua chiej:n JugC
duy tri mbi quan hé hién tai dé don dau co hoi tuong lai. )

A S s in
Phat trién kha ning hoat dong. Diéu nay nham tuy ch
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va phat trién kha ning sau ddy :

Phat trién san phamldich vu va két qud hoat dong

Tham gia cac du an R&D la céc thidu dién hinh gitta cong
ty ban hang va khach hang lon trong thi tmc‘mg cong nghiép va
cong nghé cao. Hon nita, cong nghé IT san xuat cung ding lic
just-in-time va cdc kénh phan phoi gia ting kha niang tuy chinh
héa phuc vu khéach hang.

Céc du 4n R&D mang lai nhiéu lgi ich dai han. Cai thién
kha ning cung tng dich vu véi khach hing 16n quan trong boi vi
khi c4c san phim cbt 15i 4 hitu hinh thi d& dang khac biét héa.

Cau triic 16 chirc

Kha ning ciia td chic dép tng nhu ciu cia khich hing
I6n, thi du nhu diéu chinh céu triic cia tb chirc dé tuong thich
V&1 nhu cau da dang cia khach hang.

Ca nhan ()1gt{5)1 nhan liec)

Kha ning ciia cong ty lién quan dén ca nhin c6 the phat
trién qua lra chon ding ngudi cho gidm déc va doi ngi khach
hang 16n, phat trién ky ning. Trach nhiém cua gidm doc khach
hang 16n kha phirc tap va da dang; doi hoi nhiéu ky nang va
Chuyén mén.

Luu y la tuy khach hang 16n rit quan trong nhung khach
hE\}ng 16n chién luge con quan trong hon nira nén sau day s€ noi
d€n quan tri khach hang 16n chién lroc.

, ~ > e A

Quan trj khich hang Ién chién rgc : Nhimg ruiro can
tranh. Quan tri khach hang 16n chién lugc (Strategic apd Key
Account Management — KAM) dugc xem nhur mot chién luge
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cong ty dé dap (g yéu cu dic biét cia mot nhém khach hang
16n ma anh hudng nhi€u dén doanh thu va lgi nhuén cong ty.

Nhém khéch hang 16n va chién lugc nay thudng cé nhiing
yéu ciu dic biét, c6 mét quy trinh mua hang phtrc tap va thuong
mua véi sb lrong rat 16n. Chién lugc nay dua trén y tudng rang
hoat déng kinh doanh ciia cong ty s& phu thudc vio mdt sb
khach hang 16n chién hroc. Hay néi cach khéc, khach hang 16n
chién Iuoc 14 nhitng khach hang phu hop véi quy tic 80/20 cia
cong ty — 80% loi nhudn hoic doanh thu ciia céng ty s& do
khoang 20% luong khach hang dem lai.

Theo d6 cong ty s& wu tién nhirng ngudn luc dé phat trién
mdi quan hé chién luoc véi cac khach hang nay. Thong thuong,
cac cong ty sé& thanh 14p mot nhom quan tri riéng biét chi dé
phuc vu cho mét khach hang. Khach hang cang lon thi sb luong
nhd quan tri ctia cdng ty danh riéng chi dé quan tri khach hang
16n chién luoc cang nhiéu.

Nhiing riii ro trong quan tri khich hang l6n chién lugc

Mic di quan tri khach hang lén chién luge ludn dugc cac
cbng ty chon trong phat trién mbi quan hé véi khach hang do co
thé gilip cong ty vira dat dugc mdt mic doanh thu/lgi nhuan
mong dgi vira ning cao dugc dich vu khich hang, nhung chién
lwoc nay cling mang mot sbriiro:

Déu tu nhiéu vao khdach hang chién lwge, trong khi khong
ddnh gid dugc “ndng luc thi truong” cua khdch hc‘zng. Céc cong
ty ma hoat dong dua trén nguyén tic 80/20 s& dua dén viéc ph*
thudc qua nhiéu vio khach hang chién lugc. Va rii ro s& xay f 2
khi cong ty khong thé danh gia ding “niang luc thi tru'(‘mgi’ cu?
khach hang. Két qua cudi ciing la céc cong ty phai bt dau b
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gi4, san phdm duoc thiét ké riéng cho khach hang va dén din lgi
nhuan sé giam khi khach hang st dung “néng luc thi truong” dé
tao lgi thé cho minh. Cac cong ty Viét Nam san xudt hang gia
dung cho IKEA da phai d6i mdt v6i rili ro ny. Cdc cong ty nay
d3 qua phu thudc vao cac don hang ma IKEA‘ mang téi.’Béng
“ning luc thi truong” cia minh (ndng luc vé phdn phoi san
phim, ning luc dam phan...), IKEA yéu cdu cdc cong ty nay
giam gid qua tirg nam. Va két qua la c6 nhiing cong ty phai cat
hop déng véi IKEA, doanh thu sut giam danh phai cat san lugng
va c6ng nhdn. Trong khi d6 mot s6 cong ty danh Phé‘i de trong
cdc nha xuéng vi dé cho may méc chuyén sin xuat hang IKEA
khong hoat dong.

Khéch hang chién luge s dem 16i mitc loi nhudn thap
trong dai han, khi céng ty khong d{inh.gia ‘?“”5 mor quan
hé. Nhin chung vao mot thoi diém nhat dinh thA‘ loi nhuan cua
cOng ty s& ty 1& v&i do 16n cua khach hz‘mg’do cong ty dat-dmzc
loi thé quy mé (céc chi phi ban hang va quan tri cong ty se th?p
hon). Tuy nhién, céc khach hang lon nay thuong su dung sic
Manh mua hang cua minh dé ha gid: Ket qua ,l'fl tron‘g da,] hanégg
huin ma khach hang niy dem lai s thap. l?m ro \nay xay lr:lll' }i
Cdng ty nhim I4n giira nhing khach hang lon — la r}hung haff

ing ma cong ty ban dwoc khoi lrong hang Ahoa l\onkht}lyhnh‘nen
kh@ng c6 mdi quan hé chién lugc va !gl nhugn 1r.12A1 h.a;c hakng
Ny dem lai thip — v&i khach hang ct\uen_{uqcﬂ. \illt?c 1e1: nham
N3y s& din dén cong ty s& dau tu sai vao v,1¢c ?(;ay ’unfhl?ol: El\lan
¢ chién Iugc va khong tap trung vao phaE tr‘len C?C hi ac kh?nﬁ
Mdi ¢4 tidm ndng trong tuong lai. IKEA da tung'la nN ungD :ﬁh
dng 16n cia cOng ty san xudt hang g1 fjung \,/1¢t. lém.d‘ ° L6
%0 xuit khiu ctia mot cong tylien te taf]g’ ¢ khi o e
trigy USD/nim. Tuy'nhién cong ty da khong danh gia dung moi
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quan hé v&i IKEA. Mbi quan hé giira nha cung cdp Viét Nam va
IKEA chi dimg & mdi quan hé vé6i khach hang 1én.

Quan hé chién lwoc véi khdch hang gdp that bai khi khéng
danh gia dugc dp “trung thanh” cua khdch hang. Trén thuc té
rii ro ndy xay ra khi khach hang thuc hién su thay ddi. Su thay
ddi ndy xay ra khi chién luoc kinh doanh cua khach hang thay
ddi, va két qua 1a ho s& thay ddi cac nha cung cép. Chang han
nhu ndm 2015, hing Apple dd cong bd hop tac chién luoc véi
Intel dé xiy dung dong san phrflm méi cia Apple. Didu nay cling
dong nghla vé6i viéc Apple két thiic hop tac chién lwoc véi nha
cung cip IBM va Freescale. Muc tiéu clia Apple da thay doi
theo dé ho s& phat trién nhitng may nghe nhac ky thuat sb 1Pod
va phuc vu thi trudng ngudi tiéu dung voi gia thip ma cic dbi
tac cii cua ho (IBM va Freescale) khong hé trg dugc. Diéu nay
cho thiy ring mbi quan hé chién luoc giita Apple voi IBM V3
Freescale 13 tam thdi va tdn tai trong thoi gian ngén do Apple co
nhitng chién lugc phat trién kinh doanh riéng va viéc lya cho®
cong nghe hoan toan dbc lap. Két qua 12 IBM va Freescale da
diu tu rit nhiéu trong viéc xay dung mbi quan hé chién lugc Vo1
Apple nhung khong dat dugc két qua nhu mong dgi.

A
Nhirng ggi y cho cic nha quin tri khach hang chie?
lugc

Viéc dau tu xay dung mét danh muc khach hiang chié?
lugc (strategic customer portfollo) ludn thdi thic cac nha quaﬂ
tri va nhirng cong ty phat trién m6 hinh kinh doanh huéng Y
khach hang. Dé tranh nhitng rii ro trong qud trinh xay d““g
danh muc nay, cic nha quan tri nén cén nhic mét sb goiy sau -

i
e Giam bét sy phu thudc vao mot s6 khach hang Chal p
lrgc thong qua tao ra mot danh muc cén bang céc khich b
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chién lugc. Theo Tdng gidm dbc Gilimex — don vi ¢6 don hang
ctia IKEA chiém khoang 40% — di chia sé ring cong ty dang cb
ging khéng phu nhiéu vao IKEA bing cach hop téc véi tap doan
Target va mé rong thi truong sang My.

« Panh gia ding mdi quan hé vdi khach hang bing cach
phan biét rd khich hang 16n va khach hang chién lugc. Viéc
phén biét ndy doi hoi cong ty phai xdy dung mot hé thdng dénh
gia cac khach hang, hon la chi don thudn dwa vao do 16n cia
khach hang (théng thudng dwoc do bang sé lugng 16n hang
dwoc mua, hoic doanh thu 16n). Hon thé nira, do céc han ché dé
tinh dng cac chi phi phuc vu cho khach hang nén viéc xac dinh
ndy sé& giup cong ty tranh du tir vao nhitng khach hang 16n
nhung loi nhudn dem lai khdong cao.

« Quan tdm dén chién lugc kinh doanh cia khich hing
chién lwgc. Hiéu duogc cach thic kinh doanh cia khach hang
chién lugc cho phép cong ty chii dong hon trong cach tiép can
quan tri. IKEA vai phuong thirc kinh doanh luén luén mong
mudn ban cic san phim gia dung ¢6 chat luorng tot véi mot muc
gia thip t6i nguorl tiéu ding trén toan cau. biéu nay yeu cu cic
cong ty cung cép hang IKEA phai luén luén nd lyc cat giam chi
phi va cai tién san xuit — theo mot giam ddc cong ty lam hing
thi cong my nghé cé nhiéu nim hop tac vdi IKEA.

Téng két myc tidu va
ndi dung chuong 4
Viéc thau hiéu viéc phat trién mi quan hé gitta ngum ban
= ngudi mua trong thj truong B2B la mot vén dé kho. Vi thé, cac

hoc gia d3 giai th1ch viéc phét trién mbi quan h¢ gitra ngudi bén
~ nguodi mua qua in du hon nhin - mdt 4n du nhung lai rét doi

thUOT:lg ai ciing biét.
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Pé thiu hidu mdi quan hé, cac hoc gia da phat trién mdt sb
md hinh gia dinh nhém giai thich v& tdm ly va hanh vi ciia ngudi
mua hang cho céc to chirc. Cac mé hinh nay cho thdy du nguoi
mua hang cho céc td chirc la nhitng ngudi thién vé xem xét ly tri
nhung trong doi thuc, ho van 1a mét khach hang tiéu dung binh
thuong nhu bao ngudi khac. Do d6, cac yéu té tam 1y vin c6 gia
tri trong phuong dién nao do.

Viéc xdy dung mdi quan hé trong marketing B2B con
quan trong hon gip boi so voi marketing tiéu dung. Viéc xay
dung mdi quan hé trong marketing B2B 1a phat trién, xdy dung
va giir chan khich hang, dic biét Ia khich hang 16n vi tim quan
trong cta ho ddi vdi cong ty.

‘Cﬁu héi on tp va thio ludn o . Vi L

[ TN b UONE VN SO RIS PR S

1. Hay trmh bay viéc phat trién mbi quan hé ngudi ban -
ngudi mua qua 4n du hén nhan.

2. Hay trinh bay céc budc trong mé hinh vong doi vé mbi
quan hé cia Dwyer et al. So sanh véi md hinh vong doi cuia bét
ky san pham nao.

3. Hay trinh bay céc budc méi quan hé (khdng bao gom
quy trinh phy). Gidi thich chi tiét cac budc nay.

4. Hay trinh bay nam yéu t6 cia quy trinh phu.

5. Hay trinh bay dai phan dijnh méi quan hé marketing.

6. Giai thich viéc xdy dung mbi quan hé ngudi ban ~
ngudi mua trong thi truong B2B.

7. Trinh by céc cch thirc ban chéo va ban gia tang. O
thi du minh hoa.
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Chic ning mua hang va
hanh vi khach hang B2B

Hoan thanh chuong ndy, ngudi doc cé thé :

© _Hiéu dugc trong nhitng truong hop nao cong
ty nén tu san xut, mua hay thué ngoai.

® Hiéu duvoc mdé hinh mua hang td chic
(buygrid) bao gébm quy trinh mua hang
(buyphase) tdm budc va tinh huéng mua
hang (buyclass).

© Biét dugc nhing ai tham gia vao quy trinh
mua hang va & nhitng giai doan ndo.

O Biét dugc muc tiéu va dong co clia nhimng
nguoi tham gia mua hang.

© Biét dugc nhing nhin t5 anh huong dén
quyét dinh mua va biét dugc cac tinh hudng
mua hang chu yéu, déc biét 1a mua moi.

@ Hiéu duoc tim quan trong cla trung tdm mua
hang, va nhitng ngudi mua hang cho td chic
1a nhirng ngudi chuyén nghiép. Cac chién
Irgc mua hang khéac nhau.
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Quyét dinh san xuit, thué lai, hoic mua

Trude khi xac dinh va trinh bay céng ty nén mua gi, cong
ty cin quyét dinh c6 nén mua hay khéng. Céng ty ciing phai tim
ra cach thirc tdt nhit dé c6 dugc san phém cin thiét. Trén thuc
té, mot cong ty dang cin nhéc mua mot san phim hoan thién,
mot linh kién hodc mdt dich vu sé c6 ba lua chon co ban sau :

1. Tw san xudt hang héa hodc tir tao ra dich vu.
2. Mua hang héa hodc dich vu tir t6 chirc khdc.
3. Thué hang hda hodc dich vy tir t6 chirc khdc.

Néu cong ty c6 kha ning, thi viéc tw san xuét san phdm c0
thé 14 cach tt nhat. Cong ty co thé tiét kiém mot sb tién dang ké
néu bd phdn san xuét cia cong ty khong lam phét sinh thém
nhitng chi phi hoat dong m cong ty phai tra néu mua tu nhd
cung cp bén ngoai.

Tuy nhién, hiu hét cdc cong ty khong thé 1am ra moi hang
héa ma minh cin. Thong thudng, chi phi duy tri thiét bi, nha?
luc va hang cung Ung can thiét rt tdn kém. Vi vay, viéc mua t}r
nha cung cip bén ngoai thuong Ia lya chon phd bién hon ¢
Xerox san xuit hon 50 loai may in mau khac nhau dé dap Un8
gan nhu moi nhu ciu vé may in cia cac cong ty - tir may in asef
mau gia phai chang, ¢én may in phun chit lwong cao. Chf“,1g
loai san phdm da dang cling véi ky luc mdt thé ky cung cép m3)
in cho cic cong ty dd khién Xerox tré thanh cong ty d'z.“in dau tﬁ
trudmg mdy in B2B. Cac cng ty ciing co thé tim kicm tu g
ngoai nhitng hang hda va dich vu minh ting tu san xuét, phu(?;
phap nay duoc goi 1a thué ngoai (outsourcing), va s& dugc i
bay va giai thich chi tiét hon ngay sau day.
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Hgp 5.1 : Thué ngoii la gi ? Outsourcing la gi ?

Thué ngoai (Outsourcing) 1a hinh thirc chuyén mot
ph?ln chitc ning nhiém vu cia céng ty ra gia cong bén
ngodi — nhitng chitc ning ma trudc ddy cong ty vin dim
nhdn. Nguoi ta thuong nghi dén viéc thué gia cong hay
con goi 1a sir dung ngudn nhén luc bén ngoai mbi khi cong
ty nghi dén viéc tiét kiém chi phi. Nay viéc thué ngoai ndy
con dugc nghi dén khi cong ty 1dm vao tinh trang “khiing
hodng thiéu ngudn nhan lyc”. Pay dang 1& mot xu the
chung dugc céc cong ty Viét Nam lya chon dé giai quyét
cdc van dé ciia minh. Hay cung tim hiéu 0 hon vé thué
ngoai dé co cai nhin toan dién nhat.

Nguoi ta thuong nght dén viée thué gia N ong l:,a},'
con goi la sir dung ngudn nhén lue Een ng.oall]'t lel]e n%igc
mdi khi cong ty nghi dén viéc t,iét kl'crrAl chi l:)l Al va;)(l) ti[-lh
thué ngoai nay con duoc I}ghT dé? ki o nglty”aﬂ:)ué va
trang “khing hoang thiéu nguon nhan‘ uc . o nz,i
khéng duéi 70% cong ty Vit }{am Acun‘g - ng:,n dgua
chung ring, viéc thué ngodi lz‘i viéc nén lam va

Vio chién lugc truong KY clia cONg ty-
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Céac cu ta xua nay van hay bao “thém bat thém diia”
mbi khi c¢6 khach bit thuomg, khong hen trudc. Truong
hop nay ciing kha ding dbi v6i cac cong ty chuyén mén
héa cao. Khi c6 thém mot yéu cdu, mot don hang vira
phai, chi phi phat sinh s&€ khong tang nhiéu. Vin ctng b
may quan tri, khong phai du tu ban d4u ciing nhu ching
phai ddu tu nhiéu “mim mudi”... Va trong trudng hop do,
mdt hop ddng thué ngoai s& 1am cho bén A tiét kiém duoc
rit nhiéu chi phi.

Néu bén A tu 1am, s& phai chudn bi v6 sb cong viéc
voi chi phi (ké ca thoi gian) ngdn ngdn. Pic biét 1a chi phi
chuin bj nhan luc (tr viéc chi phi ding tuyén, chi phi td
chirc thi cir, phong vin...). Hon nita, phin quan tri cling
lai phai bd sung thém nhan luc, thué mudn thém gidm déc
b6 phan méi phat sinh... "

R& rang, trong mot cong ty, c6 hai mang nhén luc
riéng biét rd rang truc t1ep san xudt va gian tlep san xudt.
Mang truc tiép sin xuét ciling c6 thé goi 14 “mang loi
nhudn”, trong khi d6 phin gian tiép con lai 13 “méng chi
phi”. Céng ty nao c6 y thirc thué ngodi, thi tu cong ty do
da giam di cho minh “mang chi phi” mét cdch khon ngoan
nhit. Thuéng thi, “mang chi phi” dugc gén cho cac bd
phan nhu : hanh chinh — quén tri, ké toan, k¥ thuat, bao

.. Tung @6 thu, chung ta di co thé thiy nhung ‘cOng ty
khon ngoan” d6 di txet kiém dugc bao nhiéu phan chi phi
khi di khéo léo giri gim “mang chi phi” cho cac don vi
nhan dich vu thué ngoat.

Mot thuc té hién dang dugc cac cong ty Viét Nam
nho thuong 4p dung la thué ké todn truong lam ban thoi
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gian (part-time) voi mic lwong khi thdp. Cac ké toan
truong nay thuong lam cho nhiéu cong ty cung lic, hoic
ho dang 1am toan thdi gian (full-time) cho mdt cong ty ndo
d6. Ho chi phai lam viéc ngoai gid va tap trung vao céc
ngay cudi thiang khi phai lam bdo céo hodc lam viéc vdi
cac co quan chirc nang. Con cac ngay binh thuorng trong
thang, cdng ty chi cin sir dung mdt nhan vién “hién lanh,
chim chi” nhdp s6 sach sao cho that diy du voi mirc luong
“khiém tén”. Nhu vdy, chinh cdc cong ty ndy da tiét kiém
duoc mdt khoan chi phi kha I6n so voi vnec phal ‘rude”

tuyén mot ké toan kinh nghiém diy minh vé ngdi “chém
ché” véi mirc fwong doi hoi cé khi cao hon ca giam déc.

Tuy nhién, khi thuc hién céc hop déng thué ngoai,
céc cong ty c6 thé phai dbi miat véi nguy co bi 10 bi mat
kinh doanh. Pic biét Ia trong nhitng truong hO‘p thiét
hai tai chinh do ro ri théng tin 16n hon chi phl tiét kiém
dugc. Ngay ca trong céc tinh huong nhu thé, ciing vin
ching c6 miy cong ty nghi ngay dén viéc tir bo thué ngoai
do lgi ich I6n lao tir viéc tiét kiém ké trén. Ching ta ai

ciing biét ring danh tiéng la thir tai sin quan trong nhét doi
v6i nhitng cong ty cung cip dich vu chuyén nganh va céc

cong ty thué ngoai ciing khong phai Ia ngoai I€. Va do véy,
ngudi ta nghi ra cach lwa chon cong ty (hodc ca nhan) co

dang cép va uy tin trén thi trudng dé “giri gdm?” (tat nhién
I3, tién nao cua ndy, cic cong ty dang cap va uy tin lu6n di
kém véi gia cao hon cdc cong ty tdm tdm). Con d6i véi
nhung cong viéc c6 mirc d6 rii ro khéng dang ké, nguoi ta
vin c6 thé sir dung dich vu cua nhifng cong ty nho hon dé
tiép tuc muc dich “tiét kiém” chi phi bén canh mbi lo nhin

lwc khong hé bj “xam pham”.
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Ciing c6 lic, két qua thuc hién hop ddng thué ngoai
khong dap tmg dugc yéu ciu cia cong ty. Néu trong hop
ddng khong c6 quy dinh khéc, thi bén B s& phai chiu cic
chi phi d& khic phuc céc thiéu sot (tit nhién, thoi gian bi
mit do chiam tré 1a thir khong thé khic phuc). Trong
truong hop nay, néu cong viéc dugc chinh nhan luc cua
bén A tién hanh, viéc khic phuc — sira chita s& can dén
nhirng khodn ngan sach bd sung lam keo theo nhiéu chi
phi phat sinh va c6 thé doi chi phi 1én gip nhiéu lin bén
canh viéc thoi gian chdm tré.

Hon nita, cdc hop dong thué ngoai con cho phép
cong ty loai trir dwoc nhitng dnh hudng cua “nhén td cé
nhan” dbi véi thoi han hoan thanh céng viéc. Bdi, néu
cong ty str dung nhin hrc ndi bo, ké ca khi cong ty co doi
ngu nhin su tich cuc, ¢ trach nhiém va tay nghé cao
nhét... nhung do cdng viéc qua nhiéu nén ciing ¢ thé bi
truc tric do nhitng nguyén nhan khach quan va chu quan.
Bén B trong quan hé hop dong thué ngoal s& han ché dugc
rit nhiéu khia canh nay. Co thé no6i ring tiét kiém ch1 phi,
dac biét Ia chi phi cho ngudn nhan luc (khi cic mbi quan
hé con ngudi bao gi¢ ciing phirc tap), luén 1a vii khi hiru
hiéu dé cong ty ning cao lgi nhuan kinh doanh. Trén thuc
té, cac hop dong thué ngoal c6 thé thay ddi theo thai gian,
nhung thuong la theo chiéu huéng tang. Diéu nay dan toi
viéc gia ting gia tri cia dich vu, tuy nhién, khi khéi luong
cong vi€c cang nhiéu, don gia dich vu s& cang giam
xudng, loi nhuéin mang lai s€ cao hon.

. £ < . At
Ngoai phuong an tur san xuét hoic mua lai, trong mo
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trirdng hop, cdng ty ciing c6 thé chon giai phap thué cic yéu té
diu vao. Phuong 4n nay gitip phén tan chi phi thanh todn, so véi
viéc trd toan bd chi phi néu cong ty quyét dinh mua. Céng ty
thanh toan dé dwoc str dung thiét bj trong mot khoang thdi gian
nhét dinh. Chﬁng han, mot cong ty Viét Nam nho cé thé thué
may photocopy v6i thdi han vai nam va thanh toan theo thang.
Cubi ky han thué, céng ty co thé mua may & mirc gid dam phdn,
hoic thay thé bing miu sin pham khdc véi thoa thudn thué méi.
Ty chon ndy tao ra sy linh hoat dang ké doi véi mot cong ty
dang phit trién, cho phép céng ty dé dang ndng cap thi€t bi khi
nhu cdu thay ddi. Mot sb cong ty c6 the thué nhiing hé thong
mdy tinh phirc tap va thiét bj nang. Vi du mOt so hang hang
khong vin thich thué mdy bay hon la mua, bdi vi viéc thué trong
ngin han cho phép ho thich ing nhanh chong hon véi su thay
d6i trong cAu cuia du khach di lai
Xu huéng thué lao dong tai nudc ngoai va gia cong
Véi nhu cdu vira mudn han ché khodng céch dia 1y, vira
Muén khai thac wu diém tir viéc di.chuyén lao dong ra nugc
Ugoai ciia mdt sb cong ty & cac qubc gia phit trién tro thanh
¢iém dén hip din cho nhiing cong ty c6 mong mudn thué lao
9ng tai nuée lin can. Trong thi truong co mfrf’ d(?’ cz_m.h tranh
€20 hign nay, cac cong ty tim kiém cach thL'l’E cal tnlnénlhu‘feu qua
oat dong va cht giam moi chi phi, bao gom ch' pl}' dlc? M
ach hang, nhan su, ké toan, cong nghé Fl:ong tm: san ‘x.uat‘ va
Phap phdi, tir bén ngoai cac nudc phat trién. Thué ngodi, hinh
e thué nha cung cép bén ngodi san xuat hang héa va dich vu
'ha‘ cOng ty ting tu san xuat, 1 mét xu huong v.'f“ln dang phat
by Cac cong ty tién hanh thué ngoé} vi nhitng ly do sau : (;1)
O ¢ln cit giam chi phi dé duy tri vi thé canh tranh, (2) ho muén
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ndng cao chat lugng va toc d§ duy tri cling nhu phat trién cac
phin mém, va (3) viéc thué ngoai san xuat bat dau tao ra gia tri
gia tdng hon han so vdi trude day.

Hinh thirc thué ngoai cho phép cong ty tip trung ngudn huc
vao hoat dong kinh doanh cbt 16i. Hinh thirc nay ciing cho phép
cong ty tiép can nhitng ning luc hodc ky nang c6 tinh chuyén
mon sdu ma minh khéng cé. Nhitng b phén chic niang kinh
doanh thuong dugce thué ngoai nhit 13 cong nghé théng tin
(information technology - IT) va nhin su, cung cac cong viéc
chuyén moén cao khic nhu ké toan, nghién ciru duoc phflm,
nghién citu va phat trién R&D, k¥ thuat, va phim hoat hinh...

Trung Quéc hién dang din diu cdc nudc nhin gia cong san
xudt, voi sb lwong may photocopy, dd dién tur, 10 vi séng, dau
dia DVD, gidy dép va gin nhu moi loai db choi chiém téi 2/3
tdng san lwong thé gidi. Tuy nhién, trong nhitng ndm gin day,
thanh céng va kéo theo dé 14 sur phat trién cia tdng 16p trung luu
ngay cang kha gia ¢ Trung Quéc da déy chi phi quan tri va 139
dong tai dit nue nay lén cao, khién nhiéu cong ty budc phd!
chuyén huéng sang cac nha cung cdp & Viét Nam va An D0
nhitng noi ma chi phi vin con ¢ mirc thép.

Thué ngoai san xuit ¢6 thé 14 chién lugc khén ngoan né
cong ty chon dugc nha cung cép c6 thé cung tng san phim ch.at
luong cao, v&i muc gia thap hon mic chi phi cong ty tu san
xuit. Lua chon nay cho phép céc cong ty di thué ngoai tap trLlI;lg
vao nang luc cdt 16i cia minh. Hoat dong thué pgoéi mlJf"n
thanh cong doi hoi cong ty phai giam sat cic hop dong va qua?
tri cac mbi quan hé mét cach cén than. Mot s‘é nha cung cap h’l?Il
nay thim chi con c6 ché do bao hanh, nham dam bao l‘fha"
hang s& nhén dugc dich vu chét luong cao, diing nhu nhu cav-
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Nhiing vin dé dit ra khi thué ngoai

Thué lao dong nudc ngoai va thué ngoai cling c6 nhiéu
diém han ché. Nhiéu céng ty phét hién thdy minh khéng tiét
kiém duoc nhiéu chi phi nhu nhing gi nha cung cdp hira hen.
Ngoai ra, nhitng cong ty ky hop déng nhiéu nim cé thé thiy
khodan tiét kiém cuia minh thut gidm sau mgt hodc hai ndm. Khi
céng nghé doc quyén la vin dé, viéc thué ngoai ciing tao ra
nhiing quan ngai vé bao mit trong trudng hop lién quan dén
cong nghé c6 ban quyén. Tuong ty, néu cong ty mudn gid bi
mét dif liéu v& khich hang va cdc mdi quan hé véi khdch hang,
ho cén cdn nhic that k§ trude khi giao phé céc chirc ning nhu
dich vu khach hing cho nha cung cap dich vu bén ngoai.

Trong mdt sé trudng hop, thué ngoai co thé han ché kha
ning cila cong ty trong viéc phan Ung nhanh vdi thi truong, hodc
¢6 thé lam chim nd lyc dua sin pham mdi ra thi truong. Khi nha
cung cép khong thé nhanh chéng giao san pham tot hay cung
cép dich vu cin thiét, danh tiéng cua cong ty trong cam nhén cua
khach hang co thé bi tdn hai nghiém trong.

g tai nuéc ngoai la cac chu dé
doan lao dong, dic biét la
hi tiét, phu tung tu san xuét
y c6 thé gdy ra mau thuin

Thué ngoai va thué lao don
8y tranh cii giita cong ty va cong
trong nganh san xudt 6 to, khity I€
lign tuc giam. Nhitng chinh sach né dy ra mu thod
8ilta Jao dong ngoai cong doan va lag d(_")ng’ 1a thax?h vién ctia
®dng doan va gdy ra nbi lo s¢ mét Viéc. <_3acA du dml} ve thl:lé

0dn lao déng bén ngoai cua gidi quan trj cong ty cO Fhe dan
' c4c cudc bidy tinh va dinh cong nha mdy. Ngay cd khi khong
Bdy ra bit cir xdo tron nao tai noi lam viéc, nhing chinh sach
"y vin c6 tac dong t.iéu cuc lén tinh than lam viéc va long trung

tha , A s
hanh cia nhén vién.
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Mua hang cia té chic B2B thii(‘mg'_n‘duqc xem la
hanh dong ly tri hon 1d cdm xic hon la mua hang tiéu
dung B2C. Tuy nhién, s& 14 sai lim 16n néu cho ring mua
hang cua té chic 13 hoan toan ly tri : Boi vi nhitng hoat
doéng mua hang cia td chirc vin 13 do con nguorl thue hién.
Vi thé, ho khong thé bo lai cam xiic o ngoai cira khl ho
buéc vio lam viéc. Do d6, mot didu gn nhur 1a tat yéu 1a
nhitng ngudi mua hang cho td chitc vin mang cam xtc va
nhiéu diéu phi logic vao quyét dinh mua hang ctia ho.

Alan Zimmerman va Jim Blythe.

M6 hinh mua hang (buygrid) bao gdm quy trinh mua heng
va tinh huéng mua hang hay hinh thirc mua hang (buyclass).

I. Quy trinh mua hang cia td chic (buyphase)

Gia str mot cong ty chuyén cung cap cac thiét bi GPS cho
cac hdng san Xuét 6 to, quyet dinh nang cap co s& san xudt vdi
day chuyén thiét bi lip rap tuy dong moi, tri gia 20 ty dong.
Tru6ce khi tiép can nha cung cdp day chuyén thiét bi, cong ty
phai phén tich nhu cdu, xdc dinh muc dich cia du an, dua ra ca¢
yéu cau ky thudt cho thiét bj va lap ngdn sach. Khi nhdn dug¢
ban chao hang cua cac nha cung cép, cong ty phai danh gia v
lua chon ban chao hang nao tdt nhit. Tuy nhién, trong tinD
huong nay, thé ndo 1a tdt nhit 2 La mitc gid thip nhét hay ho?
dbng dich vu va bio hanh tét nhit ? Trong cong ty, ai s€ I
nguoi chiu trach nhi€ém dua ra nhitng quyet dinh nay ?

Qué trinh mua cia cong ty phic tap hon nhiéu so vOi qul
trinh ra quyet dinh mua cua khach hang ti€u dung. Hoat don?
mua cua cong ty phai nim trong khudn kho cac can nhic chin?
thitc vé ngan séch, chi phi va loi nhuan cua t6 chic. Ngoai i
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cac quyét dinh mua trén thi truong B2B thuong lién quan dén
nhiéu nguoi trong nhitng mbi quan hé qua lai phuc tap gilra lgi
ich c4 nhan va loi ich cta t6 chirc. Dé hiéu hanh vi mua cia tb
chirc, nguoi 1am marketing trén thi truong khach hang cong ty
cin hiéu ré nhitng yéu t4 anh huéng dén qua trinh ra quyét dinh
mua, cac giai doan trong m6é hinh mua cia t6 chirc, cac tinh
hudng mua va cac ky thuét phan tich quyét dinh mua.

Quy trinh mua hang (buyphase) cia té chirc thuong bao
gdm nhiéu bude. Hinh 5.1 minh hoa quy trinh 8 budc cua to
chire cho tinh huéng mua hang phuc vu nhiém vu méi. Khong
phai tinh huéng mua hang néo ciing doi hoi phai thurc hién tit ca
cac budc nay; trudng hop mua lai c6 thay d6i va mua lai khong
c6 thay ddi co thé bo qua mét sé buéc. Nhung diy 13 minh hoa
cho mdt quy trinh mua dién hinh — mua méi.

Nhin dign vin dé vi Xsic djnh djc diém va [ | M va dic diém va | |Tim kiém va dinhgid|
gidi phép téng thé 36 lugmg sb lugug ngudn cung cip
'l'u-!') nh:.fn \'? phin Danh ‘gli ho so :hao‘ Ly chon quy trish Thu |h:_||3 'ph.n‘n hm.
tich cic ho so 1 hang vu lta chon oha [ xir I dow dit ban va dinh gia hi{u qua
chao hang cung cip - J hoat dng

APy I T S
A ST A A

A Hmh 51 Qt_lylnnh mul Inng BZI} - ﬂ"{’"“ﬂ m—ﬂ“\\

RSP S RN

Nhin dién vin dé

Qud trinh mua bat dau khi ai do trong céng ty nhdn ra
mét van dé hay nhu cdu cé thé duoc ddp l'mg bc%ng viéc mua mgt
sén pham hay dich-vu cu thé. Nhan thirc vin dé c6 thé 1a ket qua
cua cac tac nhdn bén trong hodc bén ngoai cong ty. Xét vé mit
ndi bg, cong ty cé thé quyét dinh viéc tung ra mdt san phim méi
~ diéu nay dodi hoi phai cé céc trang thiét bi san xuit va nguyen
vt liéu moi. Hodc may moc bi hu hong va cén thay thé bang cic
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b6 phdn méi. Hodc nguyén li€u da mua tré nén khong phi hop
va cng ty tim kiém nha cung cip khéc, hodc mirc gia thip hon,
hoidc chit luong tt hon. C6 thé mot gidm ddc thu mua khong
hai l1ong véi chit lugng, dich vu hay gia ca cua nha cung cég
hién tai. Xét vé khia canh bén ngoai cong ty, ngudi mua co thé
c6 nhitng y twong méi khi tham dv mét trién 1am thuong mai,
nhin thdy mét quing c4o, hay nhin duoc cudc goi tir mot nhén
vién ban hang nao d6 cung cip san phim tbt hon véi mirc gid
thdp hon. Cac nha marketing cong ty cé thé kich thich nhin thic
vén dé bang thu truc tiép, marketing qua dién thoai, va goi cho
khach hang tiém ning. Trong thuc té, trong cac quang cao cu?
minh, chuyén gia marketing B2B thuong thong bio cho khach
hang vé cac vén dé tiém 4n, sau d6 gi6i thiéu cach thirc ma sa?
phdm va dich vu cua ho cé thé cung cép giai phap dé giai quyét
nhitng vin dé nay. Ching han nhu mot quang céo cua mdt Céﬂﬁg
ty din diu trong nganh ché tao cic dung cu co khi tién tién Vi‘ft
Quang - d4 néu bat mét khé khan thuong khién khach hang Vié!
Nam nan chi : nhitng phu ting kh6 gia cong bing may. Quf:i”g
cdo truc quan nay thé hién mot bd phan may méc trong giéng
nhu mét con quéi vat dang sg dy ring nanh. Tiéu dé cia quan’
cdo sau d6 cung cip mot giai phap xir ly cac khé khin I6n C’hﬁ
khach hang :“Nhitng ky su ng dung cia ching t6i yéu thl"d
nhitng phin may méc dang so”. Quang cdo cia Viét Quare
nhim trdn an khich hang ring ché tao cic dung cu co kl’ll' tie
tién c6 thé giup ho giai quyét nhitng phén khé gia cong nhat-

Luru y I3, trong khi khach hang tiéu ding mua hang ho? i;
thoa mén nhu cdu vé tim sinh ly, xa hoi thi hdu hét viéc I
sim cho cong ty 1a dé phuc vu nhu cAu san xut trong cac h:;'u
dong hang ngay. Trong mot sb trtr(‘mg'h()'p, nhé‘n biét nht . J
gén nhu 1a tu dong khi ma hé théng kiém soat tén kho dud
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tinh héa ghi nhdn cac hang muc gan hét can phai tai dat hang.
Trong nhitng trnrong hop khac, mot ai dé trong cong ty nhén ra
mét nhu cdu nay sinh khi c6 mot céch thirc tét hon dé cai tién
cac hoat dong hang ngay. Thi du nhu, rr}c}t ky su d& nghi mua
sim mdt may mdi c6 thé gia ting cong suat va gidm chi phi.

Cac thay ddi vé chién lugc cua cong ty cin san 'xuét mot
dong san phdm méi dua dén mot “tinh huong mua sdm mdr”.
Nhu ciu nay sau d6 duoc nhiéu ngudi nhu nguc‘n’ su dung, doi
ngu ky thuz_it; ban lanh dao va trung tdm mua sam dong thuan.

N6i chung, quyét dinh mua cua cong ty Cfll_lg nhw quyét
u bit ddu bang viéc nhan dién
dong qué trinh mua. Céc thi
cong ty da trd nén 101 thoi,
g ty dén gidi thiéu mot dich
dong cua cong ty.
gia marketing bén

dinh mua cia ngudi tiéu dung dé
Cic van d€, nhu cdu hay co hoi khdi
du c6 thé 1a hé théng may tinh cua
hay nhan vién ban hang ciia mdt ¢on
VU méi c6 thé giilp ning cao ket qué hoat
Hoic ¢6 thé, cong ty quyét dinh thué chuyen

Ngoai khi hoat ddng kinh doanh bi dinh don.
n c6 mot tach ca phé

doan Trung Nguyén,
phé mbi ngay cho céc
iét Nam.

Vin d& 6 thé chi don gian nhu 14 cd
Ngon cho nhén vién. Céc nha sang 18p taP
®dng ty chuyén cung cap hdu hét lrgng ca
Van phong, quan ca phé va ho gia dinh 0 \'
3 6 lugng hang héa/dich vu
L 23 & hud ¢ bién thanh co hdi
\in g€ c phe m blfof .1 Cd(‘l)r:g ty ndy co thé cung
dang mot tach cho mdi lan pha

Xic dinh dic diém v

zf}p Ty pha ci phé chip Vm:rdi Sau khi gat hdi thanh cong
€, theo sd thich cua tung ngu-" ‘ e kL
O cdc quan ca phé va véi khoi van phong gom cac cong ty

5 phat trié ay pha ca
: A oy g 2 ane ty da phat tricn may p
Odn, luat va dich vu y t&--- cong ty
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phé mot tich cho nhu céu sir dung cia hé gia dinh, va gin day
nhit 13 gidi thiéu loai may pha ca phé c6 man hinh cam wng mau
doc dao, cho phép nguoi yéu ca phé tuy chinh nhiét d§ va murc
dd dam dic cia mbi cbe ca phé.

G budc tiép theo nay, cic td chirc mua hang s& phat trién
cic quy cach ky thudt ciia mit hang, thuong la véi su hd trg
phin tich gia tri san phim cta nhém ky thudt. Phdn tich gid tr
la phuong phap dé cit giam chi phi, trong d6 céc thanh pl)ﬁn
dugc nghién ciru k¥ dé xac dinh lidu né c6 can duoc thiét ké lai,
chuin héa, hodc ché tao chiing bing nhiing cach thirc san Xuét ré
hon hay khéng. Theo d6, nhém ky thudt xac dinh nhiing dac
diém t6i Uu cua san phidm va chi dinh ching cho phi hop. Nguo!
ban ciing c6 thé sir dung phan tich gia tri nhu 1a mdt cong cu dé
gitip gianh ldy khich hang. Béng céch chi ra cho ngudi mu?
cich thirc tét hon dé lam mot thtr gi d6, nhitng ngudi ban ber
ngoai td chirc c6 thé khéo Iéo chuyén tinh hudéng mua khéng ¢¢
thay ddi thanh tinh huéng mua mdi.

Maé ta dic diém va s6 lwgng hang héa/dich vu

Sau khi xac dinh dic didm va sb luong san phém Cf:‘”
ding, ngudi mua B2B phai dién giai nhitng ¥ kién nay thanh dac
diém k¥ thudt chi tiét. Khach hang ctia Trung Nguyén biét 1?0
muédn nhitng chiéc may pha ca phé riéng biét va dé dung. Mgz
pha ca phé Trung Nguyén con c6 bd coc bang nhua, dung Sfﬂ
b6t ca phé. Chi cén dit cbc vao may pha ca phé ma kh()n% ‘3‘:; )
do lugng nudc hay luong ca phé 95n~di1ng, ta s€ co mé‘t cOf &
phé thom ngon. Céc cong ty c6 thé dé dang dzf}t ra yéu cﬁll veiéﬂ
luong may pha ca phé Trung Nguyén theo so lwong nhan v

udng ca phé hay khoang khong gian cin dé dat may ca phé.
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Sau khi nhin biét nhu cdu va xac dinh dic diém va sb
luong hang héa/dich vu, ngudi mua tién hinh chudn bj mot mo
ta tdng quét nhu cau véi viée xdc dinh céc dic diém va s6 hrong
clia mit hang c6 nhu ciu. D6i v6i nhitng mit hang thong
thuong, g1a1 doan nay hau nhu khéng gip trd ngai gi nhiéu. Tuy
nhién, d6i véi nhitng mit hang phic tap, ngudi mua s& phii lam
viéc vGi nhitng nguou khac - ky su, nguoi su dung, cbd van
chuyén mén — dé xdc dinh dic diém cho thir cAn mua. Ho s&
phai x4c dinh tim quan trong cuia d6 tin cdy, do bén, gid ca va
nhitng thudc tinh mong mubn khéc. Trong giai doan ndy, cac
chuyén gia marketmg B2B c6 thé hd trg ngudi mua bing cach
mo ta gid trj dic diém clia cdc san phidm khdc nhau.

Néi mot cich cu the ngudi mua xac dinh cac dic diém

chung va s6 luong cin cé cua danh muc mong mudn. Véi cac

danh muc chuén, diéu nay that don gian. Véi cac danh muc phirc
tap, ngudi mua sé& lam viéc voi nhiing ngudi khic - ky su, ngudi
St dung dé xac dinh céc dic tinh ching han nhur sy tin tudng,

dd bén, hoic gid ca. Céc nha marketing B2B c6 thé giup mo ta

céc san phim c6 thé dap img hogc thim chi dép tng vuot qud
nong doi ciia ngudi mua. '

Hién nay, t§ chic mua hang phat trién cac md ta ky thuat

Cla danh muc. Théng thudng, cong ty B2B s& thiét lap mot doi

cho du an. Phdn tich gia tri

Ngii k§ sur phan tich gia tri san pham

- huong phap
. lue analysis PVA) la mo‘t p g
p pham (rodue vabe ) thanh phan c6 thé dugc

Biam chi phi nghién ciu viéc liu cac nh phan ¢ duo
thiét ké lai hay tiéu chun chudn héa hoac,vanA hanhA vi céc
phuong phap san xuit ré hon ma khong gly tac dong bat loi dén

i8u suit san phim hay khong. Vi du, doi ngii phan tich gia tri
San phim s& xdc dinh cic thanh phan dugc thiét ké khong phu
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hop, ¢6 @6 dai ldn hon so v&i chinh ban thin san phém. Mo ta
chit ché bang vin ban cho phép ngudi mua tir chdi cac thanh
phén quéa dét hodc khong thé dap tng cac tiéu chuin chi dinh.

Tim kiém va d4nh gii ngudn cung cip

Ngudi tiéu ding va cong ty déu tim kiém nha cung cép tt
cho san phim minh muén mua. Viéc lwa chon nha cung cép c6
thé rit don gian do san phdm thay thé khong tén tai. Nhitng
khach hang diu tién ding thir may pha ca phé do tin tuong da
khéng chut do du khi lua chon Trung Nguyén. Cac tim kiém s{lﬂ
phim khac c6 thé doi hoi qua trinh ra quyét dinh phic tap nhiéu
hon. Mot cong ty Viét Nam nio muén mua bao hiém y té hodc
bao hiém nhan tho theo nhém s& phai can nhic cic hop ddng va
chwrong trinh cia nhiéu hing bao hiém khic nhau.

Gid ddy, ngudi mua ¢ ging tim kiém nhitng nha cung cap
thich hop nhét. Ngudi mua c6 thé suu tdp mot danh sach nho ca¢
nha cung cip chit lwong bing ciach xem xét cac tip danh b?
thwong mai, tham khdo théng tin qua mang hodc goi dién cho
cac cong ty khac dé tham khao. Ngay cang ¢6 nhiéu cong &y
dang chuyén sang tim kiém céc nha cung cép qua Internet. poi
v6i cac chuyén gia marketing B2B, diéu nay da khién cho sa”
choi tré nén binh dang Internet mang lai cho céc nha cung ctp
nhé hon nhiéu loi thé gidng nhu cac 46 thu canh tranh 16n.

Nhiém vu mua cang morl san phim cang phirc tap va Caﬂg
dit gia bao nhié€u thi cang cdn nhiéu thoi gian cho viéc tim k‘e
va xac dinh nha cung cép bay nhiéu. Nhiém vu cta nha cung P
1 lam sao dé duoc niém yet trong cac danh ba quan trong va té
dwoc danh thom tiéng tdt trén thi truong. Nhin vién ban ha? o
B2B can theo doi cac cong ty trong qud trinh tim kiém nha %
cép va dé tin chic ring cong ty ciia minh dang dugc luu y.



Chuong 5 : Chirc nang mua hang va hanh vi khiach hang B2B. 253

Trong thuc té, ngudi mua B2B c6 ging xdc dinh nha cung
ca"lp phu hop nhét thong qua céc danh muc, sb dién thoai lién lac
thirong mai véi cac cong ty khdc, cdc quang cdo thuong mai, cac
budi trung bay thwong mai, va Internet. Buéc mua hang trén
Internet 13 mot méi lién két c6 anh huong sdu réng cho céc nha
cung cip B2B va s& lam thay dbi hinh thirc mua hang B2B trong
nhiéu nim t&i. Cac c6ng ty Viét Nam mua hang qua Internet c6
thé tan dung thi truong dién tir dudi cdc dang sau :

Trang catalogue. Céc cong ty mua hang c6 thé dit hang
ngan hang muc thong qua céc catalog dién tir dugc phan phoi
béi cdc phin mém diu thiu qua mang (e-procurement), chang

han nhu Grainger’s.

Cdc thi truong theo chiéu doc (\{ertical markets),. Cac CGI:lg
ty mua céc sin phim cong nghiép chang han nhw chat déo, sat,
hoic héa chét hodc dich vu nhu hdu can hodc truyén théng cé
thé chuyén moén hda cac trang web (goi la C-hUI.),S). Pllasti(,:s.co{n
tho phép nhitng ngudi mua hang nhua tim kiém gid tot nhat
trong s hang ngan nha ban chit déo.

Cdc trang ddu gid. Cc trang déu gid thFI'(‘mg. Sé nl.liéu .nhE;l
bin du gi4 cong nghiép. Ho c6 thé ban ddu gid nhi€u thiét bi da
cudc dau gia khdng han ché,

ST dung va chua qua sir dung 0 cac e a o va
bao gdm rét nhiéu thiét bi, xe tai hang ning va cdc tai sin khac

rong nganh xdy dung, van tai, nong nghiép, van chuyén nguyén
Vat ligu, khai khoang, 1am nghiép, dau khi va hang hal;.. Du’ 1131:
Bhur moi ngudi yéu thich dit gid c4 nhin, nhung ho ciing c6 thé
it gis truc tuyén theo thoi gian thyc tai cdc trang web da ngon
U2 cia cac cong ty tham gia dau gia.

Thi truong giao ngay (hodc hoan d6i). Trong thi trudng

Qign tir giao ngay, gid ca thay ddi theo tirng phit.
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Nhiéu trang web giao dich truc tuyén cho ngudi mua va
ngudi ban giao dich cac mat hang hoa chit nhur benzene, va day
1& mot dién hinh thanh céng B2B ¢ mét ddu trrdng ddy riy céc
trang web thét bai. Din dAu thi truong, hién nay nhiéu trang web
loai nay la noi giao dich truc tuyén 16n nhét cho cic mit hang
hoa chit, vai 1 triéu thing giao dich hang ngay.

Giao dich cd nhdn. Unilever, P&G Viét Nam, va
Coopmart thuc hién cac giao dich cd nhdn dé li€n ket vdi nhom
cac nha cung cip va doi tac dic biét dugc mai thong qua web.

Céc thi truong trao doi (barter markets). Trong céc thi
truong trao dbi, nhitng nguoi tham gia cung cap hang hoa va
dich vu thuong mai.

Lién minh mua hang. Mot vai cong ty B2B mua cing mdt
loai san phidm c6 thé két hop vdi nhau tao thainh mdt nhém mud
hang (purchasing consortia) dé co duoc céac chiét khau 16n hon
khi mua hang véi khéi lrgng 16n. Nissan Viét Nam li mdt nhom
céc cong ty ban 1& va ban si cdc mit hang thuc pham.

Viéc mua hang cho cong ty truc tuyén c6 cac wu diém Dh‘f
sau : giup tiét kiém chi phi giao dich cho ca nguodi mua vélnh?
cung cép, giam thoi gian dat hang va giao hang, cung 06_13‘?
théng mua hang, v trao doi cac mébi quan hé tryc tiép hon i
4bi tac va ngudi mua. V& khuyét diém, n6 co thé 1am hao mO”
long trung thanh va mbi quan hé ca nhﬁ‘n giita nha cung cdP
ngudi mua va tao ra cac van dé an ninh tiém tang.

2 4 i
Mua hang qua mang. Trang web dugc t0 chirc theo 11;2)

dang e-hub : cdc “san giao dich dién ti” hang doc (vert'ical }-luc{;o
tap trung vao cac nganh (chét déo, thép, hoa chat, gidy) Vacﬁ ’
“san giao dich dién ti” chirc nang (functional hubs) (hau
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truyén théng, mua hang, quing cdo, quan tri ning lugng). Ngoai
viéc sir dung cdc trang web nay, cdc cong ty co thé sir dung
chuong trinh mua hang qua mang theo céc cach khac :

Thiét ldp cac lién két mang ngi b mo rong truc tie"p dén
cac nha cung ca‘}n lon. Chéng han mot c6ng ty mua hang B2B cé
thé thiét 14p tai khoan qua mang truc tiép tai Phong Phu hay
Hoang Anh Gia Lai, va nhan vién cla ho c6 thé thuc hién céc
khoan mua hang theo cach nay.

Thiét Idp cdc nhém mua hang. Sb cac nha ban 1€ va vin
hanh chi yéu nhu Coopmart, Vinmart, Lottemart, Unilever,
P&G, Nissan, Trang Tién Plaza,... 12 mdt phan cua nhém chia
sé dif liéu. Cac cong ty san xuit & to6 (Mercedes, Ford, Toyota)

thanh lip nhém mua hang véi cung 1y do. Nhém mua hang tap
trung 1a nha cung cp dich vu hang dau cd thé tong hop cac
thong tin va quy trinh kinh doanh quan trong gitra céc doi t,éc’
khach hang, vi nha cung cép. Hay cong ty cing €0 myc tiéu
chim s6c sirc khoe nhim cung cép cac dich vu twong duong.

Thiét ldp trang web mua hang cua .céng ty. CﬁC cong ty
thuomg thanh lap mang quy trinh giao d!CP (]:radl_rfg Process
Network - TPN), tai ddy ho ding cic yéu cau bao gia bao gom
Cac diéu khoan thoa thuan, va dat cac don hang.

Viéc chuyén sang mua hang qua mang _dﬁﬂg ng:l_ﬁa \_/?i
khau thu thap nhidu phan mém hon; budc phall tha){ don~ chnel}
lege va cdu tritc mua hang. Tuy nhién, hoat d?ng ndy cung co
hhidu loi ich : tap hop céc khoan mua hang thong qua nhiéu b
Phan sinh lgi rong hon, cac chiét khau khoi luong c thoa'thuz:m
8p trung, can it nhan vién mua hang hon,’ va viec mua Acac sin
Phdm dudi tiéu chudn tir cac nha cung cap khong thudc danh

%ach duge phé duyét it hon.
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Tao nhdn méi (Lead generation). Nhiém vu cua nha cung
cép l1a ddm bdo viéc xem xét khi nao khach hang hién dién -
hoic c6 thé hién dién - trén thij trrong va tim kiém mot nha cung
cép. Dé xac dinh dugc nhan mbi tét va chuyén ho thanh doanh
s6 doi hoi céc td chirc marketing va kinh doanh phai thuc hién
mot phuong phdp dugc diéu phéi, da kénh nhim thuc hién tbt
vai trd clia nha tu vin dang tin tudng ddi véi khach hang tiém
ning. Cac nha marketing phdi cung hgp tic vdi phong kinh
doanh dé xac dinh nhirng gi s& dem dén mot khach hang tiém
ning “sin sang dem lai doanh thu” va hop tac dé guri cic théng
diép diang dén thong qua cac cudc goi ban hang, trung bay kinh
doanh, hoat dong truc tuyén, PR, su kién, thu truc tiép, va céc
tham khao. Cac chuyén gia marketing phai tim ra méi cin b?ll}g
hop ly giira chit lugng va sé lugng ciia cac nhan médi. Qua nhiéu
nhian mdi, ké ca cic nhin mdi chét luong cao, s€ khién qéC
nguén luc kinh doanh bi qua.tai va khién cho cic co héi tié}ﬂ
ning bi danh mét; qua it hodc cic nhin mbi c6 chét luong thap
s& khién ngudn luc kinh doanh c6 thé tr& nén chan nan hogc mat
tinh thin. Dé tao ra cac nhin mdi tién phong, cic nha cung cip
cin biét vé khach hang ciia ho. Ho c6 thé thu thap thong tin ¢9
ban tir cic nha ban 1é hodc cac trang web chia sé thong tin.

Céc nha cung cép thiéu cic kha ning vin hanh cén thiét
hodc c6 uy tin thap s& bi tir chéi. Nhirng nha cung cip du tu Cécl}
c6 thé dugc ghé thim dai dién clia ngudi mua - nhing nguoi fe
kiém tra phuong tién san xuét ctia nha cung cip va gip gd nha?
vién ciia ho. Sau khi dénh gi4 m3i cong ty, ngudi mua sé rit 897
danh sach cic nha cung cip du tiéu chudn. Nhiéu nguc:wi mu?
chuyén nghiép dd budc céc nha cung cap phai thay doi ho?
dong marketing nhim ting kha ning dat du tiéu chuan.
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Tiép nhén va phan tich cic hd so' chao hang

O giai doan nay, ngudi mua s& dé nghi cac nha cung cip
du tiéu chuin dua ra cic dé xuit chio hang. Mgt s6 nha cung
cép s& chi giri catalog ho#c cir nhin vién ban hang dén giao dich.
Tuy nhién, mot khi san phim phrc tap va c6 gia cao, nguoi mua
thuong sé yéu ciu cac dé xuit chiao hang chi ,tiét l‘)?mg vidn ban
hozc thuyét trinh chinh thirc tir m6i nha cung cap tiém nang.

Céc chuyén gia marketing B2B phai c6 ky ndng 'n‘ghié’n
cru, viét lach va gi6i thigu cac dé xuét chao hang. Cac dé xuat
chdo hang cin phai dugc trinh bay nhu nhimg tai liéu ma‘rketing,
chir khong nén chi nhu nhiing tai liéu ky thudt. Céc phan trinh
by ciing phai tao dirgc long tin ¢ ngudi mua hang B2B V’é lam
sa0 cho cong ty ctia minh ndi bat hon hin so véi cac doi thu
Canh tranh. O budc nay, céc chuyén gia marketing B2B tiép
nhan va phén tich hd so chao hing dudi dang van ban tir nha
Cung cdp. Néu ngudi mua 1 co quan chinh phu l}f)'{lc cong ty
dich vu cong, buéc nay ciia quy trinh mua s& phat du'(_r(’: tf‘n_rc
hign thdng qua mét cude déu thdu canh tranh. Trf)r}g q}m t.r.mh
Ny, timg cong ty marketing B2B phai x3y dung d’e an cua ricng
Minh, trong d6 dua ra mirc gia c6 thé dap ung céc ti€u chi ma
Ven d&. nhu ciu hodc co hoi cta khach hang dinh ra. Méc du dau
thay canh tranh trong khu virc cong ty kém pho bién h(m: song
“Ong ty vin c6 thé 4p dung phuong phép ndy d¢ mua nguyen vat
ligy, phi chudn, san phdm phirc tap hodc sé? phaAm d‘uqc‘ l.amktheo
Y8y cy riéng. Sau ddy ta s€ trinh bay vé dau thau va moi thau.

Moi thiu ’
Khi méi thiu, nguoi mua moi céc nha cung cép dat ticu
*hudn giri cac bang bao gid. Néu cac hang muc phirc tap hodc ¢
Ri3 Cao, bang bao gia s€ duoc chuyén thanh vén ban va dugc ghi
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chi tiét. Sau khi d4nh gi4 cic bang bdo gid, ngudi mua sé mai
mot vai nha cung cdp thuc hign cac thuyét trinh chinh thic.

Céac nha marketing B2B phai c¢6 ky ning nghién ciru, viét
lach, va trinh bay bang bio gia. Cac bang bao gia bing vin bin
nén duoc thuc hién trén cic tai liéu mo ta gia tri va lgi ich cuia
cac diéu khoan khach hang. Cac budi thuyét trinh miéng phai
tao cam giac tu tin dbng thoi dinh vi kha ning cua cong ty va
cac nguén luc dé ndi bat hon céc dbi thu canh tranh. Cac bang
bao gia va hoat dong ban hang thudng 1a cac nd luc nhém. Hién
nay, cic cong ty da phat trién nhém nhin vién ban hang tap
trung theo mét khu vuc dia ly, nganh hodc thi truong tdp trung
cu thé. Cac nhan vién ban hang c6 thé tin dung kién thic va
chuyén mén cua déng nghiép thay vi lam viéc ddc lap.

Panh gia hé so chao hang va lya chon nha cung cip

Trong buoc tiép theb ndy cia quy trinh mua, ngudi mud
phai so sanh h6 so chao hang cia cic nha cung cip va lya chon
dé an phd hop nhét véi nhu ciu cua minh. Ho so chdo hang cho
nhitng thiét bi tinh vi nhu hé théng mang may tinh 16n giira c4¢
nha cung cAp c6 thé rit khac nhau, va lra chon cudi ciing co the
doi hoi sy danh déi nhat dinh.

Gid khéng phai la tiéu chi duy nhdt dé lya chon nha cuns
cap. Nhimng yéu tb quan hé nhu su giao tiép va long tin ciing ¢©
y nghia quan trong d6i véi ngudi mua. Céc vén dé khac bao go™
d6 tin cdy, thanh tich giao hang, thoi gian tir khi dit hang den
khi giao nhan, chét lugng va sur chinh xac cua don hang. Nhiing
yéu t6 nay dic biét quan trong trong dich vu chulyén phat buv
phim. Gan day “dich vu hoa twoi Phi My” da chot mot thuoT}tfv’
vu c6 mot khong hai v6i cong ty giao hang nhanh Thuin Ph4 :
theo do, 1an diu tién trong lich sir hoat dong, cong ty dich vt
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hoa tuoi nay c6 thé chuyén hoa cho ngay Valentine vio Chu
nhit. “Dijch vu hoa tuoi Phi My da lam viéc v6i1 giao hang
nhanh Thudn Phat”, gidm déc ban hang cia dich vu hoa tuoi
Phti My cho biét. “Chung tbi két hop chuyén mén hién c6 va
mang ludi hoat dong linh hoat, m¢ rong cia minh vdi cac diém
phin phdi clia ho dé tao ra giai php tiét kiém chi phi, phi hop
véi nhu ciu kinh doanh cia giao hing nhanh Thuan Phat vao
thoi diém ban ron cia nim.”

Lua chon nha cung cap

Sau khi yéu ciu chao hang, céc thanh vién cua trung tam
mua hang xem xét céc dé& xudt chao hing va chon ra mot hogc
nhiéu nha cung cép. Trong qué trinh lya chon nha cung cép,
trung tdm mua hang thuong s€ thao ra mot bang lfé ;Céc ticu
chudn mong muén dugc cac nha cung cap ddp L'mAg va tdm quan
trong twong dbi ciia nhiing tiéu chuin do, bao' gom\ chat ‘IU'qng
Sin phim va dich vu, d6 tin cay cia thoi gian giao hang, hanh vi
dao duc cia cong ty, truyén thong trung thuc, va gla ca C?“}h
tranh. Thanh vién ctia cac trung tAm mua hang s€ Xép haflg cac
nhi cung cdp dua trén cac tiéu chuin ndy va xac dinh nha cung
Cap t4t nhét.

Ngudi mua cé thé cb ging thuong luong ‘_’f" Cflc nha cung
®3p dugc wa thich dé dat duoc gid va cac dieu k“?:“ tot hon truoe
Khi Iya chon Iin cudi cung. Sau cung, ho c6 t'he hra chon mot

Ofic mdt vai nha cung cip. Nguoi mua tthh su d‘-‘“% d01‘1g th?l
Bhiu nha cung cap dé trénh viéc hofi.lll to'an‘phl,;l thu?c vao “"f.’t
hhy cung cép va cho phép so sanh g.la ca‘ va két qu,a th'l_.’l‘C huzn
Cla mot vai nha cung cép qua 'Ehdi gian st dL_mAg. Ca'c glim dOAC
Pht tridn he thdng nha cung cap hi¢n nay -1}1u0r1 phat trién m(_)t.
ITli.ing ludi };oa‘m chinh cac dbi tac c6 theé gitip cong ty mang lai



260  Chuong 5 : Chic nang mua hang va hanh vi khach hang B2B.

gia tri cho khach hang.

Trong thuc té, dé phat trién cac dé xudt gia tri hip din, cac
nha marketing B2B can hiéu cich thirc ngudi mua cong ty thuc
hién danh gia cua ho. Céc nghién ciru tim hiéu cach thirc cac nha
marketing B2B dinh gia gia tri khach hang di chi ra 8 phuong
phap danh gia gia tri khach hang (customer value assessment -
CVA) khac nhau. Cac cong ty B2B thuong sir dung cic phuong
phap don gian hon, mac du cdc phuong phap tinh vi hon hua
hen s& dem lai modt birc tranh chinh xdc va toan dién hon vé cac
dé xudt gia tri hip din trong thuc té. (xem Hop 5.1).

Cac thudc tinh duoc luya chon va tdm quan trong tuong doi
ctia chiing thay ddi theo tinh huéng mua hang. Phan phéi sy tin
cdy, gia ca, va uy tin nha cung cép rat quan trong dbi véi céc san
phdm dit hang theo quy trinh (routine-order product). Vi cac
san phdm giai quyét vin dé tha tuc, ching han nhu mdy photos
ba thudc tinh quan trong nhét 13 dich vu k§y thut, tinh linh hoat
cta nha cung cép, va su dang tin cdy cua san phém. Véi cac san
phdm giai quyét vén dé vé chinh sich ma kich thich sy canb
tranh trong t6 chitc (ching han Iua chon hé théng may tinl{)’
thudc tinh quan trong nhét 13 gi4 ca, uy tin nha cung cép, o tf”
cdy clia san phdm, dé tin cdy cua dich vu, va sy linh hoat cu?
nha cung cép.

Khéc phuc dp luc gid. Uy ban mua hang c6 ‘thé cb th"’f:
thudn voi cac nha cung cip yéu thich dé c6 gia va diéu khodn t°
hon trudc khi thuc hién lya chon cudi cung. Méf: du cac bUc:;
tiép theo 1a tim ngudn cung img chién luoc, tim_‘dc‘)i te’fc‘:, V'c‘: thaé
gia vao céc nhom da chirc ning, nguoi m1.1a vap pl3a1 mat ﬂ;p
loat chon loc 16n cho thoi gian mdc ca g}é vai nlla cung € i
Con s6 nguoi mua tép trung vao gid c6 the khéc biét theo qU
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gia, phu thudc vao mbi vu tién cia khich hang dbi vai céac hién
trang va dic di€ém dich vu khac nhau trong t6 chirc khach hang.

H{p 5.2 : Lua chon cic dé xuit gi4 tri hip din.

Ddnh gid ky thudt ngi bg - Céc k¥ su trong cong ty
B2B sir dung céc ki€ém tra thi nghiém dé udc tinh ddc di€ém
hiéu qua cua sin phim. Diém yéu : B6 qua dédc di€ém san
phdm s& c6 gia tri kinh té khac nhau trong cac tng dung
khac nhau.

Pdnh gid gid tri sir dung trong linh viec - Phong van
céc khach hang cong ty vé mirc chi phi st dung mdt san
phdm méi so v&i mirc chi phi st dung mdt san pham
twong duong. Nhiém vu la dénh gia mic d0 quan trong
ctia mbi yéu tb chi phi d6i voi nguoi mua.

DPdnh gia gid tri cua cdc nhém tdp trung - Hoi khach
hang trong mdt nhém tap trung vé céc gid tri ho mong cho
tir thu chio hang thj trudng ti€ém ning.

Cic céu héi khdo sdt truc-tiép - Hoi khich hang ve
gié tri tién mit truc tiép cia mot hodc nhiéu thay doi trong
céc thu chao hang thi truong.

Két hop phan tich - D& nghi khich hang xép hang wu

tién cho céc thu chao hang thi tmf’T{g hodc c,éc khai niém
ng ké dé uoc tinh gia

khac nhau. Str dung céc phan tich th
tri ngim ciia m4i thuge tinh.

Chudn ddi sanh - Trinh bdy voi khach hang B2B
mot thu chiao hang «“chuén” va sau dé la m@t thu ;ChéO,
hang thi truong m6i. Hoi khich hing B2B vé s0 tién co
thé tra thém cho mot thu chdo hang mdi hodc s6 ti€n ho
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mong mudn giam bot néu cé chirc ndng nao d6 dugc loai
khoi thu chao hang chuan.

Tiép cdn theo bé cuc - Yéu cu khach hang cho bit
gia tri tién té ctia mot thudc tinh cu thé & ba cip do hra
chon. Lap lai cau hoi tuong tu cho céc thudc tinh khéc, sau
d6 bd sung vao céc gia tri chung cho mdi chao hang.

Xép hang tam quan trong — Yéu cdu khich hing
danh gia tdm quan trong cua cac thudc tinh khac nhau va
hiéu suit ctia nha cung cip & mdi thudc tinh.

Khi thuc hién nhitng nghién ciru ndy, ban c6 thé dé
ra cac dé xuét gia tri khach hang véi mot sé nguyén tic
quan trong sau ddy. Pau tién, hiy chimg minh cu thé cac
yéu ciu gia tri bing cach chi rd cac khac biét giita dé xudt
ciia ban va dé xuét cua cac dbi thi canh tranh trén céc
phuong dién cé y ngh'fa v6i khach hang nhat. Minh Quan,
cong ty cung cip may bom hang dau, d3 chi r5 cho cac
khach hang Viét Nam thdy viéc mua may bom caa ho thay
vi cta dbi thi s& giup tiét kiém chi phi bing céch str dung
thuéc do tidu chudn cta nganh vé céc tinh ning va hiéu
qua : s6 kilowatt gior tiéu thu, sb giod hoat dong trong nam,
va sb tién ciia mbi kilowatt-gi¢. Tuong tu, hdy xay dung
céc chi bao tai chinh ro rang. Thir hai, cung cép tu liéu vé
gia tri duoc phan phdi bang cach dua ra cic ban ké khai
vin ban cua cic khoan tiét kiém chi phi hodc céc khoan
gia tri gla ting ma khach hang thuc sy c6 dugc khi sU
dung dé xuit caa ban. Nha san xuit hoa chit Vigt Tri hay
Lam Thao da thwc hién mét thi diém hai tudn trén mot 10
phan ung sin xuét & nha may cia mot khich hang cong ty
tiém ning dé cung cép tu lidu vé cac diém tuong ddng V8
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cac diém khac biét cia san phidm kim loai hiru co c6 dé
tinh khiét cao.

Cudi cling, hiy dam bdo ring phrong phép tao ra dé
xuft gid tri khach hang dugc thuc hién tbt trong cong ty,
ddng thoi dao tao va thudng cho cic nhin vién cé cong
phat trién mét d& xudt hip din. Cic hang thuc hién
chrrong trinh huin luyén cho cic nha quén tri, trong d6 c6
mdt cudc thi canh tranh dé phat trién céc dé xuit tbt nht.

Cac chuyén gia marketing B2B co thé tir chéi cac doi hoi
cung cdp erc gla thap theo nhiéu cdch. Ho co thé dua ra céc
bing chitng ring tdng vén chi s& hifu - nghia la chi phi vong doi
cta viéc sir dung san pham - thip hon so vdi san phim cua déi
thi canh tranh. Ho c6 thé trich din gla tri cua dich vu ma hién
tai ngudi mua nhin dugc, dic biét neu sin phim ciia ho tét hon
nhung gi dbi thu canh tranh cung cép. Cac nghién ciru cho thdy
ring cac dich vu hd tro va tuong tic ca nhén, ciing nhu la kha
ning va hiéu biét ciia mét nh cung cép giup cai thién thoi gian
ctiia khach hang khi mua hang co thé 1a cac yeu tb phén biét hiru
ich trong viéc dat dugc vi tri nha cung cap chinh. Cai thién ndng
sudt gitip glam b6t ap huc gia. Mot vai cong ty dang st dung

cong nghé nham dé ra cic giai phap khach hang méi. Vo cong

nghé va cdc cong cu web, nha san Xuét may in Trin Phil c6 thé

cung cdp may in chuyén nghiép cho cac cong ty nhé ma trudc
day ho khéng du didu kién dé thuc hién.

Mot vai cong ty gidi quyet tinh trang tip trung vao gia cua
ngum mua bang cach dua ra mirc gia thip nhung thiét 1ap cac
diéu kién han ché : (1) s6 lrong co gioi han, (2) khong duoc
hoan tra, (3) khdng diéu chinh, va (4) khong c6 dich vu.
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Gach Pdng Tam Long An thiét 1ap mdt ké hoach thuéng
tién va ting diém s theo mirc 46 mua hang ctia khich hang
B2B, sb diém c6 thé chuyén thanh hang hoa gia ting hoic dugc
tu vin mién phi.

GE dang thiét 1ap cac cac bién chuin doan cho by may
hang kh6éng va by may dudng sit. Hién tai, cong ty dang bu dap
s6 gior bay hodc du lich dudng sét cho khéach hang.

Hién nay, IBM 12 mdt “cong ty dich vu dugc trg giap boi
san phdm” nhiéu hon la “mot cong ty san phim duoc trg giup
bai dich vu”. Cong ty co thé ban ngudn dién may tinh theo yéu
chu (nhu video theo nhu ciu) nhu mét thay thé cho viéc bdn
may tinh.

S lwong nha cung cip. Cdc cong ty dang dén giam bot
6 luwong nha cung cdp. Nhiéu cong ty B2B 16n clia Viét Nam
nhr xi ming Ha Tién, Pam Phu My, va thic an gia suc
Proconco di cit giam tir 20% dén 80% s luong nha cung CﬁPI'
Nhitng cong ty nay muén cic nha cung cip di dugc chon co
trach nhiém véi mot hé théng bo phan 16n hon, mudn dat dug®
chit luong lién tuc va cai thién hiéu qua, va dbng thoi muon nh_a
cung cAp phai gidm gia & mot ty 1& phan trim nhét dinh vao mo’
nim. Ho ky vong céc nha cung cip hop tic chit che véi ho troné
suét thoi gian phat trién san phim, va danh gia cc dé xuét.

(dvy

Thim chi c¢6 ca xu huéng tim nha cung cip 'c'Iom :
nhit), mic du cic cong ty sir dung nhiéu ngué_n cung cap thu0”; g
cho biét nhitng de doa cua viéc dinh cong 13 tré ngai 16n 17
cho viéc sir dung mét nha cung cép. Céc cong ty ciing c0 .the »
ngai nha cung cép don s€& trd nén qué thoai mai trong moi ¥

hé va loi 12 tinh than canh tranh.
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Lua chon quy trinh va xir ly don dit hang

Sau khi nha cung cfip dugc quyét dinh, hai bén mua va ban
B2B phai tim ra cach thirc tdt nhit dé xir Iy céc giao dich mua
hang trong tuong lai. Thi tuc dit hang c6 thé thay déi thuong
xuyén. Tuy nhién, thong thuong hiu h‘ét cac don hang s& bao
gém m6 ta san phém, sb lugng, gid, dicu khodn van chuyén va
diéu khoan thanh todn... Hién nay céc cong ty c6 nhiéu cich
thic dé glri don hang : vin ban, dién thoai, fax, hodc trao ddi dir

ligu dién tir (EDI).

Soan thio don dit hang

Sau khi di chon dugc céc nha cung cép tbt nhfit,cc’) thé,
ngudi mua B2B gio ddy sé soan thao don dat hang cudi cung,
dua ra céc chi tiét ky thudt, khoi lugng can ding, thoi han giao
hang, cac chinh sach vé tra lai hang, bao hanh... Trong trudng
hop bao tri, sua chira, va vn hanh, ngudi mua co6 t}{é s dung
hop ddng khung chir khong dit hang dinh ky. Hop dong khung

tao ra mot mdi quan hé dai han, trong d6 nha cung cdp hira hen

ti cung cdp cho nguoi mua khi cén thiét v6i mirc gia thoa thuan
trong mét khoang thoi gian quy dinh: ’

N6i cach khac, sau khi chon lya nha cung cdp, ngudi mua
dam phén don hang cudi cung, liét ké cac Child!“hlky th‘“‘f‘t\’ s6
luong cin c6, thoi gian giao hang ky vone, ChmhA sac.lz tra haA“g’
bdo hanh,... Nhiéu ngudi mua C(,ng'nghlf;:p thué t‘h_'et b} cong
Nghiép ning nhu mdy moc va xe fal N‘hu'ng nguol th“‘i “hf-"“
duoc mét b loi diém : san phdm mai I}hat, dich vu t(\)F nhat, bao
toéﬁ Véﬁ, va l.n(“)t vai loi diém vé thué. Nhimg ngucﬂxll c%xo t!qué
thugng dat duoc mirc thu nhap rong lc’m\ hon vﬂé co hdi ban hang
¢ho nhiing khé.ch hang khong thé mua hang mot lan.
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Trong truong hop bdo tri, sua chita, va cac hang muc hoat
dong, ngudi mua thudng nghiéng vé cic hop dbng tron goi
(blanket contract) thay vi hop dbng mua hang dinh ky. M6t hop
déng tron goi thiét 1dp mot mdi quan hé dai han dya trén nhiing
gi nha cung cip cam két s& tiép tuc cung cdp cho ngudi mua
nhitng gi ho cén, & mirc gid dd duoc thoa thuan, trong subt thoi
gian dugc chi dinh. Vi ngudi ban gitt hang, nén thinh thoang
hop dbng tron gbi con duogc goi la ké hoach mua hang khong luu
kho (stockless purchase plans). Mdy tinh cia nguoi mua tu dong
giri mot don hang cho ngudi ban khi cin hang. Hé thdng ndy
lién két nha cung cép voi ngudi mua chit ché hon va khién cho
céc nha cung cdp bén ngoai kho 1ong c6 thé pha v& mdi quan hf«
bén chit nay trir khi ngudi mua khong hai long vai gia c, chat
lugng, hodc dich vu.

Lo ngai su thiéu hut cac nguyén liéu chinh, cac cong ty
sin sing mua va ton kho sé luong 16n. Ho s& ky cac hop dong
dai han vai cac nha cung cép dé dam bao dong nguyén vat lié“J
4n dinh. Mot vai cong ty 16n xem ké hoach cung tng dai han 12
mot nhiém vu quan trong dbi vé&i truong phong mua hang.
du, xi ming Hoang Thach muén mua hang tir mdt vai nha CU‘?g
cip - nhitng nguoi phai san sang & gan nha may cua ho va ~saﬂ
xudt cic b phan chét lugng cao. Cac nha marketing B2B CU”ﬁ
thiét lap mot mang ludi bén ngodi vdi cac khach hang ql}‘“
trong nhim tao didu kién thuan lgi va giam chi phi cho cac glg
dich. Céc khach hang nhép vao cac don hén,g, cac don hang P
sé duoc tu dong chuyén dén cho nha cung cép. "

Nhiéu té chirc mua hang tdm c& hién déu sir dung md hi? )
lru kho do ngudi ban quén tri (vendor-mgnaged inv‘en;i(zl yé"
VMI). Noéi céch khic, mot vai cong ty con di xa hon va cb
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trach nhiém dit hang cho nha cung cdp bang cac hé théng goi la
tén kho quén trj boi nha cung cép (vendor-managed inventory -
VMI). Nhitng nha cung cdp ndy chia sé thdng tin bi mat ddi véi
mirc d¢ tdn kho ciia khach hing vi cé nhiém vu tu déng bé sung
hang théng qua chwong trinh b6 sung hang lién tuc (continuous
replenishment program). Plexco International AG cung cép hé
théng 4m thanh, anh sang, va hinh dnh cho cdc nha san xuat xe 6
t6 hang dAu thé giéi. Chuong trinh VMI cia cong ty v6i 40 nha
cung cép gitp tiét kiém déng ké thoi gian va chi phi dong thoi
cho phép cong ty str dung kho hiéu qué trong cdc hoat dong sin

xudt. Véi md hinh niy, ngudi mua chuyén trach nhi¢m dat hang
va quan trj tn kho sang cic nha cung cap cua minh. V6i nhiing
p chia sé thong tin vé

hé théng nhu thé nay, ngudi mua truc tié’ ’
p chi yéu cua minh.

doanh sb va tén kho cho céc nha cung ¢d ‘ :
Sau d6, cdc nha cung cip theo doi hang ton kho va tu déng bd

sung hang hoa néu cin thiét. Vi du, hau hét céc nha cung cap
chinh cho nhing nhi ban 1¢ Ion nhu Coopmart, Vinmart,
Familymart phai dam duong cac nhiém vu vé quan trl hru kho.

Thu thip phan hdi va dénh gid hi¢u qué hoat dfng
w0l 1ﬁﬁa sé danh gia viéc‘ thuc hién
Clia nha cung cdp. Doi khi viéc danh gia néy,baol gf)m nhﬁ-nAg
nhan xét chinh thirc vé tung san pham trén cdc ndi dung chat
llrong, thuc hién giao hang, gié, hiéu b}ét ve k)" thljatlva kh;a
Nang d4p rng nhu ciu cua khich ha‘mg xet trenlgoc do tong the‘.

Uy nhién, nhi cung cp ciing co t.hé dtrqc da}nh gia tReo kha
Ndng ligu ho c6 gitp khich hang glé‘m chi phi h,ay lfhon lugx,]g
®Ong viéc ctia nhan vién khong. Nhin f:hung,’ cac cong t)‘/ 1('m
thuéyng str dung quy trinh danh gid Ichmh' ’thuc: trong’ khi chc
®ng ty nho lai nghiéng vé huong d4nh gia khong chinh thic.

Tai budc cudi cung, ng
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B4t k& phuong phép nido duoc sir dung, ngudi mua B2B ciing
cin cho ngudi ban biét vé cic danh gia.

Pbi khi cong ty B2B ciing thué cac té chirc doc 1ap thu
thip cac thong tin phan hdi cé chét luong va tdng hop két qua.
Céng ty nghién ciru thi truomg A.C. Neilsen Viét Nam d tién
hanh nghién ctru va cung cép thong tin cho nhiéu cong ty khéc,
gitip ho cai thién chét lugng clia hang héa va dich vu.

D4inh gia hi¢u qua hoat djng

Trong giai doan cudi nay, ngudi mua B2B xem xét lai két
qua da thuc hién ciia nha cung cip. Ngudi mua c6 thé lién hé
v&i ngudi sit dung vi nho ho dénh gid mirc d6 hai long. Viée
danh gia két qua thuc hién gip ngudi mua cén nhic viéc mud
tiép, mua lai co thay dbi, hoidc tir chéi ngudi ban. Cong viéc Cﬂ?
ngudi ban 1a giam sat cac yéu td tuong tu dugc s dung bo!
ngudi mua dé dam bio rang ngudi ban tao ra sy hai long ding
nhu mong doi cia ngudi mua.

Ngudi mua dinh ky xem xét hiéu qua cia céc nha cung
cdp dugc chon, sir dung mot trong 3 phuong phép. Nguoi mu?
c6 thé lién lac véi nguaoi sir dung cubi cung va hoi danh gid cud
ho, danh gid nha cung cép trén mdt vai linh vuc, s dl.i"g,
phuong phép cho diém theo trong sb, hoic téng hop céc chi Ph;
kém hiéu qua din dén viéc diéu chinh chi phi mua hang, ba
gdm gi4 ci. Viéc xem xét hiéu qué c6 thé dua tdi quyét diph ticP
tuc, diéu chinh, hodc két thuc mdi quan hé v&i nha cung cap-

Nhidu cong ty thiét Iip hé théng dong co dé thuomg CE‘;
c4c nha quan tri mua hang khi hoat dong mua hang c6 hiéu qﬂ
tét, tuong tw véi phuong phap 12 nhén sy phong kinh do2 G
nhin duogc tién thuong khi c6 hiéu qua ban hang tot. Nhiing
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théng nay khién nha quan tri ban hang tang ap luc 1én ngudi ban
dé dat dugc hiéu qua tét nhit.

Trong tit ca, mo6 hinh quy trinh mua hang tém giai doan
dugc trinh bay & Hinh 5.1 da thé hién médt cai nhin don gian vé
viéc mua hang cua cac td chitc c6 thé xdy ra trong mot tinh
huéng mua méi. Tuy nhién, quy trinh mua h?}ng B2B trong thuc
té thuong phirc tap hon nhiéu. Trong tinh hudng mua lai cé thay
d4i hodc mua lai khong thay ddi, mot sb giai doan c6 thé~ bi bo
qua. Méi td chitc déu cé cach mua cia riéng minh, va moi tinh
huéng mua lai cé nhitng yéu cu riéng biét.

Nhitng nguoi tham gia trung tim mua hang khic nhau cé
thé lién quan dén cic giai doan khc nhau ciia qui trinh mua.
Mic di cac buéc trong quy trinh mua hang cu thé thudng xay
ra, ngudi mua khong phai lic ndo cing mua theo thir tu d6. Ho
¢4 thé bb sung thém mét s6 budc. Thong thudng, trong qua trinh
Mua, ngudi mua sé lip lai mot so giai doan nhat dinh. Cuoi
cling, mdi quan hé khach hang cé thé lién quan dén nhi€u mo
hinh mua hang khac nhau dién ra cling mot lic. Tat ca déu dién
fa taj cdc giai doan khdc nhau ciia quy trinh mua.'Nglfdi bin
Mudn quan trj toan bo mbi quan hé khich hang, chir khong chi
hhiing giao dich mua ban mang tinh cd nhén.

IL Nhiing nhén té dnh huéng dén quyét dinh mua
_ Céc quyét dinh mua B2B chiu tic dong cda nhicu yeu to
dnh hudng, mot s 14 anh huong tu bén ngoai, s6 khac ,lal lién

bén trong cua td chuc.

Quan dén co ciu td chirc va nhan sy - :
80ai cdc yéu té vé san phim nhu gid mua, chi phi lap dat, van

hf‘inh v bdo tri, dich vu cia nha cung cap, cong ty C(‘)n'ph'c'li xem
%ét cac yéu té anh huong rong hon vé moi trudmg, t0 chirc va

4 R
Bh hueng giita cac c4 nhan.
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2.1. Yéu t6 méi trudng

Céc diéu kién mdi truomg nhu kinh té, chinh tri, quy dinh
phap ludt, canh tranh va cong nghé déu c6 anh huong dén quyét
dinh mua hang cua céng ty. Cong ty chuyén cung cép thiét bi
GPS c6 thé mudn tri hodn mua trang thiét bi lp dit méi vao
thoi diém nén kinh té hoat déng cdm chirng. Trong sudt thoi ky
kinh té Viét Nam suy thoai, doanh thu ctia cic nha vén hanh 6 to
c6 thé gidm vi cac ho gia dinh Viét Nam do du khi bé tién mua
xe méi. Cong ty cin xem xét ciu phai sinh cho san phim, nhitng
thay ddi c6 thé xay ra ddi véi ngudn cung cip nguyén vat liéu,
xu huéng tuyén dung va céc yéu tb twong tu, trude khi thyc hién
khoan chi tiéu vén 16n dén nhu vay.

Yéu té moi truong ciing cé thé bao gbm céc tham ho?
thién nhién, nhu thoi tiét dong gia xay ra gin ddy & mién BaC,
Viét Nam di tao ra “mdt trong nhiing giai doan thoi tiét gia 1@“1}
kéo dai nhit ma mién Bic tirng gip phai” theo 1oi cia mot nha
khi tuong thiy vin. Theo wdc dodn, gid lanh da pha hong
khoang 25% vu mua chuén bi thu hoach cia nganh néng nghiéP,'
Cac yéu t§ chinh tri, quy dinh phap luat va canh tranh ciing cO
tac dong dén quyét dinh mua. Viéc thong qua mot dao lu;ﬁt“’e
bdo vé quyén riéng tu ca nhén, yéu ciu han ché sir dung hin
thitc theo ddi GPS s& tic dong dén nhu cdu, cling nhu sy can?
tranh gilta cic nha cung cép dién thoai thong minh va dich V¢
ban db. Yéu td cubi cling 1a cong nghé ciing c6 vai tro d.é:nglérl
trong quyét dinh mua. Khi hé théng QPS duogc gioi thl?u 0
diu, nhidu khach hang da mua cac Phiét bi don 1é va ty ~laphi'ét
trong xe. Nhung khi ngdy cang nhiéu chiéc xe lap dﬁt san tnfrﬂ’
bi nay duoc xuit xuong, khach h’émg khong céq pbﬂal mua
thi truong cho céc hop GPS roi hién nhién 1a phai giam.
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Cac quyét dinh mua hang B2B chiu anh huéng manh mé
bai cac yéu tb trong moi tru(mg kinh té hién tai va sip tdi, chéng
han nhu muc ciu co ban, trién vong kmh té va gla tri cia ddng
tién. Mot yeu t6 moi truong khac la nguon cung cap nguyén li€u
chii chét. Ngay nay, nhidu céng ty Viét Nam sin sing mua va
duy tri khéi luong du trit 16n hon nhim dam bao nguyén liéu
cho viéc cung cép thuong xuyén. Cac té chirc mua hang ciing
chiu anh huong boi su phat trién vé cong nghé, chinh trj va canh
tranh trong méi truong. Cubi ciing, phong tuc va vin héa cé thé
anh hudng manh mé dén phan ing cua cdc té chirc mua hang
d6i véi hanh vi va chién lugc cia nhing nguorl lam marketing
B2B, dic biét trong moi truong marketing quoc té. Cac chuyén

gia marketing B2B budc phai xem xét cac yeu td nay, xac dinh

cach thirc tac dong dén nguoi mua va c6 géng bién nhirng thach

thirc ndy thanh co hoi kinh doanh.

2.2. Yéu tb té chic

M3i t& chic mua c6 muc tiéu, chién luge, co cdu, hé
thong, va cac thu tuc cua riéng minh. Céc chuyén gia marketing
B2B phai hiéu 5 céc yéu to ndy. Céc céu héi nhw vdy thudng
duoc dit ra : C6 bao nhiéu nguoi lién quan dén quyét dinh mua
hang ? Ho 1a nhiing ai ? Tiéu chudn danh gia la gl ? Chinh sach
VA gi6i han ciia cong ty dbi voi ngudi mua nhu thé nao ?

am marketing thanh cong trén thi truong td
hinh sach va hé thong mua cia

ing cung ung vt tu tip trung
ho phép uy quyén chtrc ning
hi nhanh dia phuomg Khi
noi quyén quyét
g dia phuong sé

Nhiing nguoi I3
chirc cin hiéu rd co cdu to chic, ¢
khach hang. Mét cong ty ¢6 chire n
S€ hoat ddng khac véi mot cong ty ©
Ny t&i cac don vi bo phén hodc cac ¢
“gum phu tréch thu mua tai tru s chinh nam 1

inh thi vigc cb ging ban hang cho mét ctra han
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chi lam lang phi thoi gian cua nhdn vién ban hang. Hanh vi mua
cia cac cong ty rit khac nhau. Vi du, céc cong ty c6 chitc ning
mua mang tinh tap trung cé xu hudng coi trong cac mdi quan hé
dai han, trong khi cdc cdng ty c6 chirc ning mua phédn tan lai
quan tam nhiéu hon dén cac két qua ngin han. Trong tinh hubng
cong ty ap dung md hinh mua phi tdp trung, ky ndng ban hang
ca nhin va s& thich riéng cia ngudi dung s& cé anh huong lon
hon so véi trong tinh hudng cong ty c¢é chirc ndng mua tép trung.

Cong ty nén lam viéc vdi bao nhiéu nha cung cip ? Do chi
phi mua hang chiém hon mét ntra doanh thu cua céng ty, nén
viéc cing cb mbi quan hé véi nha cung Cép c6 thé giup tiét kiém
déng ké chi phi. Tuy nhién c6 mot ranh gii phan cach gitra toi
da hoa quyén luc ciia ngudi mua voi viéc qua phu thudc vao mot
vai nha cung cip. Nhiéu céng ty thuc hién khai thac da nguc")ﬂ
(multiple sourcing) - mua tu nhiéu nha cung cp. Phuong é4n
phin tan don hang nhu vy giup bao vé cong ty trudc nguy co
thiéu hut néu mot nha cung cdp khong giao hang ding ticn do.
Tuy nhién, lam viéc voi nhidu nha cung cip c6 thé phan tac
dung va mat qui nhidu thoi gian. M4i cong ty phai dit ra nhirng
tiéu chi riéng cho cac quyét dinh nay.

2.3. Anh hudng cia cic cd nhin

M3i ngudi tham gia trong qua trinh hinh thanh quyét dinD
mua hang cua t6 chirc déu c6 nhitng dong co, nhén thic va )fu
hudng cia riéng ho. Nhirng yéu t ca nhan bi anh hudng boi cac
dic diém ca nhan nhu tudi tac, thu nhép, gido duc, trinh do hoc
vén, nhan céch va thai o trudc rii ro. Do d6, ngudi mua héng
cling c6 phong cich mua khac nhau. Nhitng nguc;yi nlua (Cjé
chuyén mon thuomg thuc hién cac phén tich can ke vé nhl{ng "
xuit chao hang co tinh canh tranh trudc khi lua chon mét ¥
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cung cip. Nhirng ngudi mua khéc c6 thé 14 nhirng nha dam phén
dwa trén truc quan, nhitng ngudi tinh thdng trong viéc tao ra su
d6i choi gitta cic nha cung cap dé dat dugc thoa thuan tot nhat.

Qua trinh mua B2B cé thé chiu anh hudng cua nhiéu
ngudi, vi vy cong ty phai mét mot thoi gian déng ké dé thu thap
thong tin diu vao, ciing nhur nhin dugc su phé chudn tir cac
thanh vién cua td chirc mua hang. Cac luc luong cd nhin va
nhém ciing cé vai tro & ddy. Khi ca mot ixy ban tham gia yz‘xo
viéc mua hang, ho s& phai mat thoi giazl dé dat dugc sy dong
thuin tuyét dbi hoic da sb. Ngoai ra, moi cd nhén lai tham gia
vdo quéd trinh ra quyét dinh mua vGi nhitng s& thich, kinh
nghiém hodc thanh kién riéng.

Ngudi lam marketing trén thj'tru(mg’ B2B cén biét c4 nhﬁn
no trong té chirc c6 anh huéng deén quyét dinh mua san pham
va tirng diéu ma ho quan tam. Vi du dé lua chon nha cung cip
gidm dbc thu mua va dai dién cia céc by
kiém sodt chat luong phai
ap. Mdi ca nhan s&

may nén céng nghiép,
phan san xuit, thiét ké ky thudt va
tham gia vao qua trinh quyét dinh nha cung ¢ . '
¢6 quan diém khic nhau, va ngudi lam marketing cia cong ty

cung cip phai hiéu duoc diéu do.

Pé trin an mbi lo ngai cua tit ca cac ca nhin tham gia vao
quyét dinh mua hang, nhan vién ban hang p’)héi’thc‘)n.g thao dic
didm ky thudt cia san phim. Ho phéi giao ti€p tot v6i nhén vién
Cla cic phong ban cé lién quan dén quyet dinh mua. Dai dién
bén hang cho cac san pham y té, thuong dugc goi la “trinh dugc
Vién” (detailer) thuong dén bénh~vién, phong mach trinh béy.vé
Ol ich cia san phém va dé lai qlﬁu sz’m‘ pham cho céac nhén vién
Y t& diing thir. Ta s quay lai dé noi vé anh huong cua cd nhan
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trong b6 phin mua hang. Khi néi vé anh hudng cia cac nhén thi
cac yéu t6 quan hé cd nhin c6 vai trd quan trong.

14 ‘ A -3 r ~
Ciac yeu to quan hé ca nhin

Trung tim mua hang thudng bao gbm nhidu ngudi tham
gia, nhitng ngudi c6 anh huong 1in nhau. Vi vdy, cic yéu t6
quan hé c4 nhén ciing anh hudng dén qué trinh mua caa cong ty.
Tuy nhién, thudng rit khé dé danh gid nhitng yéu té quan hé ca
nhin va d6ng luc quin thé. Nhitng ngudi tham gia trung tim
mua hang khéng cé ai deo thé ghi “ngudi ra quyét dinh chinh”
hay “khong anh huong.” Nhirng ngudi tham gia trung tim mua
hang c6 cip bac cao nhdt luén c6 anh hudng 16n nhéit. Nhitng
ngudi tham gia cd thé anh hudng dén quyét dinh mua vi ho kiém
soat quy trinh thuéng phat, dugc quy mén c6 chuyén mén dic
biét hay c6 mdi quan hé thin thiét v&i nhitng ngudi mua quan
trong khac. Céc yéu té quan hé c4 nhan thudng rit té nhi. Bit cir
khi nao c6 thé, cic chayén gia marketing B2B phai ¢ ging thau
hiéu nhitng yéu té nay va thiét ké cic chién hroc.

2.4. Vai tro cia ngudi phu trich mua hang va c6 vin
mua hang

Nhiéu tb chirc 16n cb ging thuc hién hoat dong mua theo
mot quy trinh cé hé théng bing cach sir dung nhitng nhan vién
thu mua chuyén nghiép. Trong nganh thuong nghiép, cidc nhin
vién thu mua nay, thuéng duoc goi la ngudi phu trach : ngfirllh
hang (merchandiser), sé tién hanh thu mua sian phim cin thi€t
voi mirc gia hop ly nhit. Nha ban le Blue Exchange c6 nhd?
vién thu mua san phdm giay dép va quén 4o théi trang dé ban lal
cho nguoi tiéu dung Viét Nam. Hang 6 t6 Ford Viét Nam c0
nhin vién thu mua chi tiét, phu ting dugc ding cho céc mau {‘6
hoi va xe tai cua hing. Pon vi chiu trich nhiém mua hang cud
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mot cong ty danh toan bd thoi gian va cong sirc cho viéc xac
dinh nhu ciu, tim kiém va danh gia céc nha cung cap c6 thé Iva
chon, ddng thoi thuc hién ra quyét dinh mua.

Quyét dinh mua céc sin phz;{m thubc hang muc vén rit
khéc so v6i quyét dinh mua san pham thudc hang muc chi tiéu.
Céng ty hiém khi tri hodn mua hang muc chi tiéu. Trong khi do,
hang muc v8n doi hoi ngin sach 16n hon va thuong trai qua qua
trinh xem xét ky ludng.

Cong ty c6 thé td chirc hop ly quy trinh mua hang bing
cach tich hop hé théng (system integration), hay tap trung chirc
ning thu mua. Mot cong ty co thé chi dinh m6t bo P}E‘ln ding
ddu xir Iy tt ca cac hoat dong thu mua. Trong khi do, cong ty
khac c6 thé chon chi dinh mdt nha cung cp lon la ngudi tich
hop hé théng. Nhé cung. cip nay sau d6 s& chiu .trz'ich.nhiém lam
viéc véi tht ca céc nha cung cép cho du dn va gi6i thiéu toan bd
g6i san phim ti nguoi mua. Trong ,ngé;“h thuong nghiép, nha
cung cdp ndy thuong duoc goi 12 cd van mua har?g (category
advisor) hay truéng nhém mua hang (category captain).

Ngudi lam marketing trén thj truomg B2B c6 thé thanh li?’lp

td chirc ban hang dé phuc vu ‘xihfrng.khzich’ hang téﬂm 06', quédc
gia, lam viéc vai khach hang ngay tai tru s? ho.a.t dong cia ho.
Tuong tu, t§ chirc ban hang theo dia p:‘m €0 n,hlf_:m/\v'u ,phuc vu
cic khach hang trén dia ban d6 ngay tai co sO san xuat cua ho.

ty mua hang thuomg su dung Intemgt dé xac
ghién ciru catalog truc tuyén VA cac
trang web dé so sanh san phim <,:1’1ancéc nha cung cép va thu thap
thong tin vé sin phém. Mot sb cong ty st dung céc trao doi

Internet dé mo rong mang ludi cung cp cua minh.

Cac cong
dinh nguon cung cap. Ho n
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III. Céc tinh huéng mua hang ciia td chic (buyclass)

Phdn loai cdc tinh huéng mua cia 16 chirc © Nhu di thao
ludn & phén trudc, hanh vi mua cua cong ty chiu anh hudng cua
nhiéu yéu t6 tac déng dén qué trinh mua, nhu yéu t6 méi truong,
td chirc va anh huéng giira cic c4 nhan. Hanh vi mua con lién
quan dén ca cdp do ra quyét dinh trong ni b td chiic va cong
stic bo ra dé thuc hién viéc mua.

Nguoi mua hang cong ty phai déi mit véi nhiéu quyét
dinh trong viéc mua hang. Viéc phai mua bao nhiéu phu thudc
vao su phirc tap cla vin dé cin gidi quyét, tinh chit moi la cua
yéu cdu mua hing, s6 ngudi lién quan, va thoi gian can co.
Gibng nhu hanh vi ctia ngudi tiéu ding, nguoi 1am marketing c6
thé phan loai tinh huéng (hay hinh thirc) mua B2B thanh ba
nhém tdng quat, tir it phirc tap téi phirc tap nhét : (1) mua lgp lai
khéng thay doi, (2) mua Idp lai cé diéu chinh va (3) mua mdi.
Ngoai ra cac tinh huéng ‘mua hang cua khach hang céng ty ciing
c6 thé bao gém mua ban qua lai. Cac ndi dung tiép theo sé xem
xét 14n lrot timg tinh hudng mua.

3.1. Mua Iiip lai khdng thay ddi (straight rebuy)

Tinh hudng mua don gian nhét 1 mua lip lai khéng thay
dbi (straight rebuy) d6 la quyét dinh mua lai, trong d6 khach
hang tiép tuc dit mua san phim déap (g nhu ciu cta ho.

Trong tinh hudng mua lai khéng cé thay dbi, nguai mua
dat hang lai nhitng gi ma ho di mua va khéng ¢6 bit ky su diév
chinh ndo. Piéu nay thuong dugc bd phédn cung rng dat hang la1
nhu thuong 1€. Bé tiép tuc giao dich, cic nha cung cép “duoC
chon” ) géng duy tri chit luong san phim va dich vu. Nhitng
nha cung cép “khéng dugc chon” thi cb géng chio mdt mat hang
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méi hodc khai thac yéu t “khéng hai Iong” ciia ngudi mua déi
véi cdc nha cung cip khac dé xem xét viéc mua mdt sb luong
nao d6 cia minh. “Cac nha cung cép bén ngoai” cb ging chao
hing nhifng sin phim méi hodc tim kiém nhirng diém ma nguoi
mua cdm thiy thit vong véi nha cung cp hién tai. Muc dich cta
cac nha cung cép nay la dat dugc mot don hang nho va sau do6
ting khodin mua hing qua thoi gian.

Ngudi mua di hai long véi san phim va céc didu khodn
cua thuong vu, vi vdy giao dich mua héng khong c6 thong tin
méi. Nguoi mua thiy khéng cin thiét phai xem xét cic san
phim canh tranh khac, vi vay ho van ap dung hinh thirc mua lai

thong thuong.

Mua lip lai khong thay d6i trong thi trudng khach hang
cong ty twong duong voi hanh vi mua lai theo thoi quen trén thi
trudng khach hang tiéu dung. Cac giao dich mua sz"m pham chi
chi thdp nhu kep gidy va bit chi cho van ph(‘)ng'.la \{i du dién
hinh cho tinh huéng mua lip lai khong thay doi. Viéc khach
hang tiép tuc dit mua ca phé cia hang Cf‘l. phé Trung Nguyén

hong thay doi. Trong mua 13p lai
ang tai dat hang nguff)’n cung ung,
g vin phong, va so luong Ién

cling 12 hanh vi mua 13p lai k
khong thay dbi, bo phdn mua h

ching han nhu nguén cung un : ‘ > 01
dugc phim theo mot 16 trinh co ban vd chon lua nha cung cap tur

danh sach nha cung cip da duoc phé duyé‘t. Nh%l cung Cf‘lp no luc
duy tri chit lugng sdn pham va (,ﬁCh vu va t'hu.ong Xuyen dua ra
hé théng dat hang ty dong dé tict kiém thi gian. Nhitng nguoi
lam marketing duy tri dugc moi quan hé tot d@P' vai khach ha?g
béng cach cung cip san pham chat :luc:y:ng cao, dich Vl.l vu:qt tl‘?l,
va chuyén phat nhanh chong co ‘the tien xa trong viéc dam bao

hanh vi mua lap lai khéng thay doi.
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3.2. Mua liip lai ¢6 diéu chinh (modified rebuy)

Trong viéc mua lai c6 thay dbi, ngudi mua muébn thay dbi
céc chi tiét k¥ thudt cua san phim, gia ca, cac diéu khoan, hodc
thay ddi cdc nha cung cip. Nhirng ngudi cung cip duoc chon
trrdc ddy bit du lo ling va budc phai cb ging giir chan khach
hang. Céc nha cung cip chua duoc chon thi xem ddy nhu 14 mot
co hoi dé dé xudt nhiing don chao hang c6 loi hon nhim cb
dugc mét khach hang mai.

Mua lai c6 thay déi hay diéu chinh (modified rebuy).
Ngudi mua trong tinh hudng mua lai ¢6 thay d6i muén thay dbi
md ta, gid san phim, yéu ciu giao hang, hoic cic diéu khoan
khéc. Diéu nay thudng doi hoi nhiéu bén tham gia & ca hai phia.
Nha cung cip bén trong tré nén lo ling va mudn bio vé khoan
ban hang cta minh. Nha cung cip bén ngoai thiy duoc co hoi dé
xuat mot thu chao hang tét hon dé dat duogc mot vai giao dich.

Trong tinh hubng mua lip lai cé diéu chinh (modified
rebuy), khach hang mudn danh gia lai céc phuong 4n cé thé lua
chon. Khach hang thiy c6 thé cé loi néu cin nhic thém cac
phuong an khac trong khuon khd nguyén tac mua da duorc thiét
lap. Ho ciing c6 thé thuc hién buorc nay néu nha cung cép hién
tai khéng dép tng dwoc nhu ciu mua lap lai do dich vu kém
hoic khong thé glao hang. Su khac biét vé gia, chit lrong va dbi
méi ciing ¢6 thé lam phat sinh tmh hudng mua lap lai cé dlﬁ‘u
chinh. Mua lip lai c6 diéu chinh gidng tinh huéng giai quyét van
dé giéi han trong thi truong tiéu ding. Nhing ngudi lam
marketing B2B mudn 16i kéo khach hang hién tai thuc hién gia°
dich mua ldp lai khong thay dbi bing cach dap ung m01 nhu ca¥
ctia ho. Trong khi d6, ddi thi canh tranh lai cb ging 16i kéo
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khach hang b.%mg cach chi ra cac vin dé nham thuyét phuc khach
hang xem xét lai quyét dinh cta minh.

- 3.3. Mua méi (new-task buying)

Tinh huong mua phirc tap nhét cia cong ty la mua moi
(new-task buying) ddy Ia tinh hubng mua ldn d4u hodc ddc nhit,
doi hoi nd Iuc dang ké cua nguoi ra quyét dinh. Vi du, nhiéu
cong ty quyét dinh s& mua mot trung tdm quan tri dir liéu duoc
thiét ké riéng theo don dt hang, thay vi tu xdy dung. Cac cong
ty nhu Procter & Gamble, Nokia, Ericsson, Unilever va Pfizer,
cling nhu cdc t6 chirc nhur dai hoc Vin Lang dd ky hop dong
thué hang Hewlett-Packard (HP) vén hanh trung tdm dir liéu,
hoiic thuc hién céc chirc nang cdng nghé thong tin. Nhing giao
dich mua hang mét lan nay doi hoi khach hang va HP phal lam
viéc chdt ché véi nhau dé xac dinh chirc ning nao can thué

ngoal chuc ning nao cin tién hanh trong ndi by, va cAu hinh

phan mém ciing nhu phan ctimg nao dap ung t6t nhit cic yeu

ciu. Néu so sanh vai thi truong khach hang c4 nhén, tinh hudng
mua moi nay s& tuong duong VoI tinh hudng khach hang phai xu

Iy nhitng vén dé phirc tap.

Mua méi thuong doi hoi~ nguol mua phal xem Xxét cin
trong cac sin pham va nha cung cap thay thé. Mot cOng ty khi
gla nhép linh vuc kinh doanh moi phai tim kiém nhiing nha cung
cdp cho nhitng linh kién, phu ting ma minh chua bao gid mua.

Tinh huéng mua méi doi hoi phai qua mot s& budc, mdi budc s&
dan tdi mot loai quyet dmh nao do. Nhung quyét dinh nay bao

gom phat trién cdc yéu ciu vé san phim, tim k1em nha cung
cdp tiém nang va danh gia ho so chao hang Yéu cdu vé thong
tin va ngudi ra quyet dinh c0 thé hoan tit qua trinh mua, hodc c6

thé thay déi giira cac giai doan.
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M6t cong ty lin diu tién mua mot san ph'flm hoic dich vu
thuong dbi dién véi tinh hudng mua méi. Trong nhitng trudng
hop nhu vay, chi phi riii ro cang 16n thi s6 ngudi tham gia quyét
dinh cang doéng va nhitng né luc cia cong ty nhim thu thip
théng tin cang nhiéu. Tinh hudng mua méi 12 co hdi va thich
thitc 1én nhit cia nhitng nguoi lam marketing. Nhitng chuyén
gia marketing khoéng chi cb ging tiép cén cang nhiéu ngudi co
anh hudmg cang tét, ma con cung cip céc théng tin va su hd tro.
Nguoi mua dua ra it quyét dinh nhit trong hinh thirc mua lai
khong c6 thay dbi va nhiéu nhét trong hinh thirc mua méi.

Nhiéu té chirc mua thich mua giai phap toan b cho vén dé
cia minh tir mét ngudi ban hon 12 mua riéng I€ cac san pham,
dich vu tir mot sb nha cung cép va két hop ching lai v6i nhau.
Cac nhan vién ban hang thuong tim dén céc cong ty cung cip hé
thdng hoan chinh nhat dé dap ting nhu cdu cua khach hang va
giai quyét cac van dé cua ho. Viéc ban déng bd (hay con goi la
bén gidi phap) nhu vay thuong 1a mdt chién lugc marketing kinb
doanh cét I6i dé c6 duoc khach hang va giir chin ho.

Vi viy, gi khéng 16 trong nganh vén tai hing khéng UP 5
khéng chi chuyén hang cho cac khach hang t6 chic, ma cO”
phat trién toan bd giai phap cho cac van dé vin tai va hiu Cf“n
cua khach hang. Vi dy, UPS td chirc tron goi mot hé théng 110?’1
chinh céc dich vu hd tro chudi cung irng san phim tiéu dung ctlﬂ
Nikon - bao gdm céac dich vu hau can, giao thong vén tai, Vf{'z
chuyén hang héa, va céc dich vu méi gidi hai quan - thanh m0
hé théng hoat déng nhip nhang.

e fe 1A A gia Ay 2 2 <« dich
Nguoi mua méi lan d4u tién mua mot san pham hoac d'!r 0
ul

vu (xdy dung van phong, hé thong an ninh m6i). Chi phi r .
cang cao, s6 ngudi tham gia cang lon, va théng tin thu thip €8
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tét - thoi gian quyét dinh cang dai.

Nguoi mua hang B2B it ra quyét dinh nhit trong tinh
hudng mua lai truc tiép va ra quyét dinh nhiéu nhat trong tinh
huéng mua méi. Qua thoi gian, tinh huéng mua mdi trg thinh
mua lai true ti€p va hanh vi mua hang dinh ky.

Mua méi a co hoi va I3 thir thach 16n nhit cho nha

marketing. Quy trinh thong qua cac glal doan :“nhén thic, h&ng
tha, danh gia, thir, va chdp nhdn.” Truyén théng dai ching c6 thé
déng vai trd quan trong nhét trong giai doan nhin thirc ban dau;
nhan vién bén hang thuong cé tic dong lon nhit trong giai doan

hung thu; va nguon ky thudt co thé c6 tdm quan trong nhét trong

subt giai doan danh gid. Céc nb luc ban hang truc tuyén c6 thé

hitu dung trong tit ca cc giai doan.

Trong tinh huéng mua mdi, ngudi mua phai xac dinh dic
tinh sén pham gidi han gid, cdc diéu khodn va thoi gian giao
hang, cac diéu khoan dlCh vu, cac diéu khoan thanh toan luong
ddt hang, nha cung cép chip nhin dugc, va nha cung cap dugc
lva chon. Nhitng ngudi tham gia khac nhau dnh huéng dén timg

quyét dinh, va don hang trong nhing quyét dinh nay dugc thuc

hién khdc nhau.
Vi doi hoi phii ¢6 hoat dong ban hang phirc tap, nhiéu
cong ty sir dung ngudn ban hang tu vén (missionary sales force)
oanh hiéu qua nhit. Cic cam két

bao gém cac nhan vién kinh d

hhan hiéu va cong nhédn nhin hiéu cua nha van ha.nh sé fiong ‘val
trd quan trong trong viéc Xay dung niém tin va khién khach hang
sén sang xét dén viéc thay dbi. Cac nha marketmg ciing cb ging
tiép xtc cang nhiéu nguoi tham gia chu chét cang tbt, ciing nhu
Cung Cép céc thong tin va cac hd tro co ich.
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Sau khi thu hiat dugc mét khach hang, cac nha cung cép
bén trong vin tiép tuc tim kiém phuong phap dé ting gia tri cho
cac chao hang thi truong nhim tao diéu kién thuin loi cho viéc
mua lai. Pon vi din du trong nganh luu trit dit liéu da thanh
cong trong viéc mua lai cic cong ty hang diu trong linh vuc
phin mém may tinh nhim tii dinh vi cong ty dé quan tri - khong
chi Iuu trir thdng tin, bing cach cung cap thong tin phi hop véi
khach hang. Cic khich hang xem xét viéc mua hang hoéa hodc
dich vu co gia ca dit mudn tit ca cac thong tin ho cb thé thu
thap duoc. Mot phuong phap khic dé thu hit ngudi mua méi 1
tao ra mot chuong trinh tham khio cho khich hang, trong do
thoa min cdc hoat dong khach hang hién tai két hop vdi phong
kinh doanh va marketing cua cong ty bing cach dong y phuc vu
truéc dé cho ngudi mua tham khao.

3.4. Mua qua ban lai (reciprocity)

Mua ban qua lai (reciprocity) - thdng 1& mua tir nha cung
cip, ngudi cling ddng thoi 1a khich hang cia cong ty - 1a thons
l¢ giy tranh cii trong nhiéu tinh hudéng mua. Nha véin hanh thilét
bi vin phong c6 thé wu i nha cung cép chi tiét linh kién, n(:iu
nha cung cfnp ma&i mua mdt luong 16n san phém ctia nha vél
hanh. Cic théa thuin dan xép qua lai thuong phd bién & nhiné
nganh cé sin phim ddng nhit véi mitc gid tuong ty nhau nhv
héa chit, son, xang diu, cao su va thép. ..

Mua bin qua lai cho thiy méi lién két chat che gitia cﬂg
céng ty tham gia thi truong td chirc. Tinh hudng nay co tgo
khién hinh vi mua trén thi trudng B2B trd nén phuc tap ho? 0
cac nha cung cp méi Iuon tim cach canh tranh vdi nha 'cung, C‘} :
dugc ua chudng. Méc dit khach hang va nha cung cép c0 ;ﬂi
tham gia thoa thuin mua ban qua lai, nhung B Thuong ™
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Viét Nam thuong coi ddy la nhitng né Iuc han ché canh tranh.
Trong khi d6, chinh phu céc nudc khac lai c6 cai nhin vu 4i hon
dbi v6i hoat dong nay. Mbi quan hé chit ché giita nha cung cép
va khéch hang dién ra kh4 pho bién.

Cac cong cu phan tich

C6 hai coéng cu giup nhén vién thu mua chuyén nghiép
ning cao hiéu qua cua quyét dinh mua 1 phdn tich gid tri va
phén tich nguwoi bdn. Phan tich gid tri (value analysis) xem xét
tirng cdu phin cia 16 hang cin mua nhim loai bd mét hang muc
ho#c thay thé né bing mét san pham cé chi phi hop 1y hon. Cac
nha thiét ké may bay tir lau da nhan ra nhu cdu vén hanh nhiing
chiéc may bay nhe. Viéc phan tich gid tri cho ra két qua ‘fmg' ho
viée sir dung céc vit ligu composite nhu Keviar rong san xue‘:t
may bay, vi vt liéu nay nhe hon so vdi kim loa1 ma nd thay the.
Mitc tiét kiém nhién liéu kéo theo dé cling cO ¥ nghia quan trong
d6i véi khéch hang trong thi trudmg ndy. ,
dn (vendor analysis) la viéi tiénA ha‘n?h
d4nh gia két qua cong viéc ma nhéfun.g gfip th.l'{c hl.el;gin g o
ni dung nhu gi4, nang lyc trao doi d}r ligu du?br{ tuh.; ,t 'UE
hang dr phong, kha ning giao héng}dung h¢2, iaro i€m Artacszé
nhiém va sy chu y tdi nhiing yéu clau de;w biét. rf;ng mci =
trudng hop, viéc phan tich ngudi ban t‘uan theo md l?u}' C‘r’m]1
chinh thirc. Mot s cong ty mua hng st durs da“.%pb;,f“mﬁgj
8id dé xem xét két qua thuc hién cOn8 VI® C-l‘u'l gég: E:;m ﬁién tai
d4nh gia gitip chi ra nhanh chong nhirng nguol ' éug i cia
hoéc tiém ning khong c6 kha nang: thog‘ malll ?a n)(;i vé khich
bén mua hang. TU ddu chuong 1 den 1g101ta hl,l,ons u day ta sB
héng td chirc va bo phin mua hang cua to chuc. Sau day
Phan tich k§ hon vé bo phén mud

Phan tich nguoi b

hang va trung tdm mua hang.
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IV. B¢ phin mua hang va trung tim mua hang
4.1. B§ phin mua hang khich hang td chirc

Trong thi truomg td chirc, hdu hét cic cong ty déu c6 mot
bo phan chuyén vé mua hang, phu trach viéc mua cac san phim,
hang hoéa va dich vu cén thiét cho cong ty. Nhitng nhén sy lam
viéc trong b0 phdn nay thudéng dugc coi 1a nhitng nguoi mua
hang chuyén nghiép. Nhitng nguoi nay c6 nhiém vu lam viéc
Vi cac nha cung cip hién tai hay tiém ning dé mua nhirng hang
héa va dich vu ma céng ty yéu cau.

Trong khi muc ti€u chinh clia cac nhan vién mua hang
chuyén nghiép vin 14 dam bao gi4 téi wu cho cac yéu té dau vao,
phuong phap dat dwoc muc ti€u nay da cé nhiéu thay ddi rit 1on.
Vi vay, cdp nhat hda cac kién thirc v& mua hang hién dai 1a cong
viéc hét sic quan trong. Céc bd phén mua hang vén tiép tuc
thuong thuyét dé t1m gia tét nhit va vin cén trong xem xét lua
chon céc nha cung cdp dua trén kha ning cia ho. Ngay nay, rét
nhiéu cong ty Viét Nam da biét coi bd phan mua hang cia minh
nhu “Cac nha quan tri van hanh bén ngoai cong ty”. Trong vai
tro nay, b phin nay dugc trao nhi€ém vu dao tao, phat trién, va
xdy dung quan hé véi cac nha cung cp nhdm muc tiéu gia®
thiéu chi phi ciia chit luong (gidm ty 16 cic san phdm khons
chét lrong) va dam bao thdi han giao hang.

Nhirng ngudi mua hang chuyén nghiép

Tén goi “ngudi mua hing chuyén nghiép” la khai nié”
chung c6 thé dung dé goi : cac dai dién mua hang, trudng phons
mua hang, pho chu tich phuy trach mua hang... Cac tén gol ”a
bién d01 theo timg cong ty, cong viéc va chirc vu ciing Kha¢

nhau vé cip béc, Vi tri, va luong bong.
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Muc tiéu thudng thiy ctia nhitng ngudi mua hang chuyén
nghiép 12 mua dugc nhitng sin phim va dich vu tt nhit véi
murc gid phai chang, va théng qua d6 nhitng nguoi nay da dong
gop cai thién lgi nhudn cua céng ty. Nhitng ngudi nay thuong
tim kiém cac co hoi dé giam chi phi ma vin dam bao chit lwong
cta san phim. Trong logic d6, ho rét thich céc hop ddng dai han
vi né thudmg cung cip nhitng diéu khoan bao hé gia tét.

Nhirng yéu t§ sau day dugc coi 1a quan trong nhit déi véi
nhiing nguorl mua hang chuyén nghiép khi mua hang.

" Bing 5.1: Yeu to va mic dj.

Yeu to I Muc d§

Chét lwong cfla san phim 72,7%
Dich vu cung cip 53,4%
D sin sing cia san phim 50,8%
Tdng chi phi mua san phim 40,5%
Gia ctia san phim 32,2%
Nhirng 1‘15 trg cia nguoibin | 26,9%
trong diéu kién khén cap
D dé dang trong 1am in véi 18,6%
nguoi ban

| Nhitng hd tro ky thujt 15,2%
Nhian hiéu 11,0%
Danh tiéng ctia ngudi ban 8,3%

(Ngufm  Calners Advertising Research Reports.)
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Tim quan trong cita ngudi mua hang chuyén nghiép

Nhitng nguoi mua hang chuyén nghiép thuong cé tim
quan trong rét 16n déi véi cac cong ty B2B. Thir nht, ho thuong
c6 quyén truc ti€p ra quyét dinh mua sin phdm va dich w.
Trong céc trudng hop khac, khi khdng c6 quyén ra quyét dinh,
ho lai 12 nhiing ngudi dai dién cong ty dé lra chon danh sach
nhitng nha cung cip. Thuong thi & cac cong ty, ngudi ta thuong
xdy dung mdt ban danh sach cic nha cung cdp ma cong ty cé thé
s& mua hang tir nhitng nha cung cip nay. Chinh nhitng ngudi
mua hang chuyén nghiép 1 ngudi xdy dung nhitng ban danh
sach nhu vay. Mit khac, do tinh chit chuyén nghiép trong mua
hang cua minh, by phdn hay nhitng ngudi mua hang chuyén
nghiép thuong dua ra nhiing 15i dé nghi hoic khuyén cac bd
phdn cé nhu ciu vé nhan hiéu, hay nha cung cip. Thém vao do,
hién nay nhitng ngudi mua hang chuyén nghiép con déng vai tro
quan trong trong viéc thiét ké va duy tri quan hé dbi tac 1au dai
gitta cong ty va ban hang. Hiéu dugc vai tro cia ngudi mua
hang chuyén nghiép s& gilip cho cac nha quan trj marketing B2B
c6 hudng tiép can ding.

B phin mua hang

Nhu d4 gidi thiéu, bé phin mua hang giir trach nhiém mu?
céc san phidm va dich vu cho cong ty. B phan nay c6 hinh thic;
kich thudc, va dd phirc tap rit khac nhau trong céc cong tY-
Trong cdc cong ty nho (it hon 20 nhdn vién), bd phan nay
thuong 14 lam viéc kiém nhiém, ban thoi gian. O cac cong ty ‘fd
vira (20 —100 nhén vién), bd phan mua hang da dugc thanh lf:‘p
nhung thuong 1a nhé gon, it ngudi. Trong céc cong ty lon (lo®
hon 100 nhén vién), bd phin mua hang thuong 14 c6 t& chic ¥2
chuyén nghiép. O céc tong cong ty 16n, hay cic cong ty da quo’
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gia, chiic ndng mua hang thuong dugc phin quyén xudng céc
chi nhanh thong qua cac hé thong may tinh.

Nhiing c4 nhin dnh huéng dén quyét dinh mua hang

Mic di quy trinh mua tb chirc ¢6 mit tai hau hét cong ty
trén thuc té, va quy trinh ndy vé mit hinh thic ciing tuong do6i
gidng nhau, diém khac biét chu yéu la cac ca nhin tham gia quy
c6 su khic biét dang ké vé vi tri va con ngudi. Xdc dinh duoc
nhitng c4 nh4n nao c6 anh huong dén quy trinh mua trong céng
ty khach hiang 1a mot cdng vi€c quan trong va co y nghia lon doi
v6i cac nha quan tri marketing. Mot khi nhimg ngudi nay da
dugc xac dinh thi cac phéi thirc marketing s€ dl{(_)’c xdy dung
trén co s dé dé d& dang va thudn tién trong viéc tiép can.

No6i mot cach khac, mot chuong trinh marketing B2B hi¢u
qué doi hoi hiéu biét sau sic vé nhiing thanh vién trong cic cong
ty khach hing c6 anh huong dén quyet dinh mua hang hoa hay
dich vu. Nhiing nguoi nay duge goi a rzhlm‘g cd nhin co anh
huong (buying influences). Nhitng c4 nhan nay la nhdn sy cua
cong ty mua hang, ho bang céch nay hay C‘aCh k’hac th'-“f Su €O
anh huong dén viéc mua hay khong mua haI}g h?a ha‘y d!‘f!l vu.
Ta c6 thé thiy ro ring khong chi co mot ca nhan‘l.na nl?leu ca
nhén cé anh hudng trong quy inh mua, fxen,,ngum .ta su dl‘fng
thuat ngit “tap hop cac cd nhin c6 anh hll:(m’g (:‘n?llltlgle.buy(;rzg
influences). Nhiing c4 nhan ndy khong Cl,n c6 thé anh mngh'eg
quyét dinh mua ma con c6 t!lé huy bo ca motﬂ thuong vu. Chin
Vi vy, anh hudng cé hai chiéu : tich cuc va ticu cuc.

Céc anh hudng thudng tiy tl_‘l}léc vao vai tr("‘":‘l ca ﬂhé"‘
trong by phan mua hang do thé hién trong quy trinh mua. £.0
iy loai anh huéng chinh sau :
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Nguoi khoi déu (initiators). La nhitng ngudi dau tién nhan
dién va xac dinh vin dé, c6 thé duoc gidi quyét thong qua viéc
mua hang héa hay dich vu.

Nguoi gdc cira hay nguoi kiém sodt théng tin
(gatekeepers). La nhimg ngudi c6 vai tro diu khién cic dong
thong tin, va c6 thé tiép cin nhitng ngudira quyét dinh.

Nguoi gdy anh huonmg (influencers). La nhitng nguoi s€ co
y kién tich cuc hay tiéu cuc trong viéc ra quyét dinh mua hay
khong mua san phﬁm hoic dich vu.

Nguoi quyét dinh (deciders). La nhitng ngudi thyc su ra
quyét dinh mua hay khong mua hang héa va dich vu.

Nguoi mua (purchasers). La nguoi thyc hién céc cong
doan gidy t&, tha tuc va dit hang.

Nguoi sir dung (users). La nhing nguodi s€ truc tiép sU
dung hang héa va dich vu dugc mua.

Vi du nhu, mdt phan xudng co khi mudn mua mot cai n}éy
khoan phuc vu cong tic van hanh. “Nguoi khoi diu” c6 thé 13
quan dbc cua phin xuéng. “Ngudi gic cira” la nhing nhan vién
tiép tan, thu ky cho cic nha quan tri c6 li€n quan, nhu ngudi phy
trach mua Vit tu hay ngudi phu trach van hanh. “Nguoi cé and
huéng” 1a nhitng cong nhén truc tiép van hanh may khoan, hay
nhirng nhan vién bao dam chét luong, hodc bao tri may méf
thiét bi. “Ngudi quyét dinh” 13 giam déc phan xuong, nguoi fe
ra quyét dinh cubi ciing vé viéc mua hang. “Nguoi mua” la nha?
vién phu trich mua vt tu thiét bi, ngudi nay phu trach cac tht
tuc, cic cong viéc gidy to hanh chinh, va lam don dat hfmg;,
“Ngudi sir dung” la nhimg cong nhan vén hén}l ma}y khoan. :
du nay tuong d6i don gian, va c6 nhitng tring lip vé mit val I~
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tuy nhién diém hay la n6 minh hoa dugc thuc tién. Trén thuc té,
sb lugng cac ca nhan cé anh hudng s€ ting giam tuy thudc vao
nhitng yéu t6 nhu : hinh thirc mua (buyclass), quy mé cong ty
khach hang, tinh trang khén cép, d6 phirc tap cua san phim, tinh
chuyén mon héa caa khach hz‘mg. ..

MOt vai nhi quén tri marketing B2B mé rong khii ni¢m
“nhitng c4 nhin c6 anh hudng” ra bao gbm “nhitng c4 nhén bén
ngoal cong ty khach hang”. Vi du nhr céc nhén vién mua hang
co the nghe 161 khuyén tir cdc nhan vién ban hang truc tiép, hay
tu vén tir cac ky thudt vién cia céc nha cung cdp, hay tir nguoi
quen ciia ho (c6 thé la nhimg nhén vién mua hang hay ky thuft &
nhitng cong ty khac). Nhing nguorl nay, tit nhién, trong moi
Chu'ng muc nao do anh hu‘(mg den quyet dmh mua hang cua

cdng ty. Trong gido trinh nay, ching ta chi giéi han tap trung
Quan st va phan tich cdc ca nhin anh hudng dén quy trinh mua

td chirc tir trong nodi bo cong ty khéch hang.

So lrgng cac ca nhin dnh hudng mua
S6 lrong thuc su cic cé nhin c()‘ anh hu’é‘ng\dén quy t‘rinh
Mua bién déi trong timg cong ty cu thé va trong timg don hang.
C6 mét vai yéu t5 néi Ién do tang giam ctia cac ca nhdn c6 anh
hlrc'mg (xem Bing 5.2 va Bang 5.3).

Nhimg ca nhin chi yéu ¢6 inh huwéng quan trong

trong quy trinh mua
Ta c6 thé thiy rat 1o ring trong s6 cac cd nhdn cé anh
hUUDg dén quy trinh mua thi khong phai tit ca déu c6 mic do
dnh huong gibng nhu nhau. CO nhiing nguoi co finh hu}?fng lor’1
on nhing ngudi khac, dd tt ca déu c6 anh huong. Nhing ca

"hin cha yéu 13 nhimg ca phin vi ly do nay hay ly do khac cé
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thé anh hudng dén quyét dinh cua nhitng nguoi khac, va két qua
14 ho di c6 anh hudng rit 16n dén quyét dinh mua hang héa hay
dich vu. M6t diéu hién nhién la cong viéc cua cac nha quan tri
marketing B2B la xdc dinh va nhén dién cdc céd nhdn cha yéu
(key influences) cé anh hudng lén trong quy trinh mua va tim
cach tiép cdn véi nhitng nguoi nay. Viéc xac dinh thuong dua
trén kinh nghiém va lam viéc cét lyc. Nhirng nhédn vién ban hang
truc tiép, va nhitng nha quan tri khach hang 16n (Key account
manager) 13 nhitng ngubn quan trong trong viéc nhdn dién céc
ca nhan chu yéu c6 anh hudng trong quy trinh mua hang B2B.

Tim hiéu cac dong co thiic diy mua hang

Déi v6i cac nha marketing B2B thudng thi chi biét vé quy
trinh ra quyét dinh mua hang va biét dén nhitng ca nhan c6 anb
hudng trong quy trinh nay la chua dit dé tién hanh mot thuong
vu hoan hao. Mét chién luoc marketing B2B hoan hao con cén
nhitng théng tin va su hiéu biét vé cac ddng co thic diy mud
hang - ké ca céc dong co dua trén ly tri va cac dong co ¢6 tinh
cam xtic — cua khach hang, hay cu thé hon 1 cia cac ca nhin C‘:’
anh hudng trong quy trinh mua tai cng ty khach hang. Cac cd
nhdn nay cing c6 anh hudng l€n quy trinh mua mét hay nhi€v
loai hing héa va dich vu nao dé nhung ddng co thic ddy mv?
hing ciia ho lai hoan toan khdc nhau. Trir phi xéc dinh rd rané
dugc cac dong co ndy cia mdi cd nhin, cic nhd quan “f
marketing B2B va cac nhin vién ban hang truc tiép khong the
nao thuyét phuc dugc cac ca nhan nay di dén quyét dinh ﬂ?“a
hang. Vi du nhu : Cac mili khoan dugc marketing cho cac khf’c
hang nguoi st dung trong ddy chuyén san xuét ciia ho. Nhif?
c4 nhan cht yéu c6 anh hudng c6 thé ké ra la cac nhan vién “?2 .
hang, truéng phong sir dung, phu trach van hanh, va nhan vl
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kiém tra. Mic du, tit ca nhirng ngudi phu trach mua hang nay
déu quan tam dén viéc mua nhitng miii khoan, ho cé thé lai tim
nhitng diéu hoan toan khac nhau & nhitng mii khoan dé. Nhiing
nhin vién mua hiang cé thé lra chon nhiing nha cung cip trén
cac thong sb vé gi4, hay didu khodn giao hang. Trudng b phén
str dung lai dua trén tiéu chi vé d6 dé dang trong sir dung cua
san phiam. Trong khi dé, nguoi phu trach van hanh lai quan tam
téi d6 twong thich cia miii khoan d6i vdi toan bd ddy chuyeén
san Xut...

MGt yéu td khac cin nhéc téi trong van dé néyjle‘l cdc ca
nhan c¢6 anh hudéng trong cong ty thuong khong hiéu va ton
trong cac dong co cua céc ban ddng nghiép cua minh trong .CL‘mg
cong ty. Vi du nhu : khi mua nhitng vét dung bao tr i Cf'{ glé.tri
thip, nhitng nhan vién mua hang thudng c6 dong co 1a gia, giao
hang va d6 s&n sang clia san phim. Con cac nhin vién bzi'cz tri thi
lai quan tdm dén d d& str dung cua san pham hay nhdn hiéu.

Tiéu chuén ' quyét dinh dwa trén ly tri trong mua hang

to chire

Mot trong nhitng cach tiép cin dé tim hiéu Cflf dén,g co
cia nhitng ca nhin c6 dnh huong 1a nhin vao nl;frng tiéu chi c\iua
trén 1y tri (Rational decision criteria). C4c quyét dlﬂh_ mua }131‘18
td chirc thudng phan chiéu nim loai ti€u chi, nhﬁ'n‘g tiéu chl'na)‘/
thuomg c6 mit trong hau hét cac tinh hudng mua hang, ngoai tru
mét s6 nhitng don hang nho.

Thong s6 thuc hién (performance criteria). Sdn pham va

dich vu duoc thuc hién nhu thé nao ?

U <Marketing gitta cdc 16 chic”, Vi The Ding, Truong

T6n Hién Pirc.
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Théng s6 kinh té (economic criteria). Cac loai chi phi nio
co lién quan trong viéc mua va sir dung san phém va dich vu ?

Théng sé tich hop (integrative criteria). Nhitng nha cung
cép c6 hét long dé dap ung nhitng ky vong cua khach hang hay
khong ?

Théng sé thich nghi (adaptive criteria). D6 chic chén vé
phan phdi va san xuit theo dung tiéu chuin ky thuit cia nha
cung cép.

Théng sé phdp ludt (legalistic criteria). Nhirng yéu t6 phap
luit va chinh sich nao cin phai tuan tha khi quyét dinh mua
hang hoa hay dich vu ?

Trong cac thong sb trén thi théng s kinh té va thong Sf}
thuirc hién déng vai trd quan trong nhit. Trong khi d6 thong SC?’
tich hop lai déng vai tro thir yéu hon hét. Bén canh két luan vé
su khac nhau trong dong ‘co mua hang cua cac cd nhén co él}h
hudng trong cdng ty, mdt két luan khac ciing khéng kém phan
quan trong 1a ddi v6i cdc nganh cong nghiép khac nhau thi c4c
théng s6 anh hudng cling dong vai trd khac nhau.

Tiéu chuidn quyét dinh dya trén cam xiic trong mu?
hang td chic

Bén canh cac tiéu chi dua trén 1y tri, thi cac tiéu chi dv?
trén cam xuc (emotional decision criteria) cling cin duoc nhic
téi. Cdc nhan vién mua hang chuyén nghiép, cic ca nhan co anP
hudng trong cong ty déu 1a con ngudi, ho vi vay bi anh hudn®
boi cac yéu td cam xiic c4 nhan. Ho c6 tit ca nhitng cdm xl'lc“:a
nhan nhu yéu, thich, ghét, gidn, s¢ hai, thanh kién... Nhimg Cﬂ“;
xtic nay c6 nhiéu khi tao ra nhirng anh huéng 16n trong vi€° f
quyét dinh mua hang B2B.
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Bing 5.2 : S6 lugng cdc c4 nhin ¢6 anh huéng.

Cic yéu to . Téc dong dén 50 lugng céc
¢4 nhin ¢6 dnh huéng

Khi sb lrong cua cac by phin
DJ réng cua viéc sir dung cdc | sir dung san phém/dich vu
san phém va dich vu duoc ting thi ) luong céc ca nhin
mua. c6 anh hudng dén quy trinh
mua ciing tang lén.

Cang it nguai hiéu dugc cac

: an phim/dich vu phtrc t
D6 phirc tap cia sin phim/ 53N PRAIVCIEh T PALE Tap,
. s0 lugng cua cd nhan ¢ anh
dich vu. . 2 5
hudng dén quy trinh mua
cang giam.

Khi quy m6 cua cong ty
khéch hang ting Ién, s6

Quy md cua khach hang. luong cdc ca nhdn anh hudng
dén quy trinh mua cing
nhiéu.

Khach hang cang chuyén
mon héa va kha nang k¥
. LA at ca 0, ho trd nén it
Kha ning k¥ thuét cua b tl?u'at cang e . 0 ’r I]Aen l.
o . bi anh hudng badi cac bd phin

phdn mua hang. \ > 2

khac trong cdng ty, sO luong
céc ca nhan c6 anh huong
gidm.

Nhitng rii ro nhén thiy duoc | Khi viéc mua hang héa/dich
khi mua hang héa/dich vu. vu gén voi dg i ro cao, thi
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s6 luong cac ca nhin tham
gia va anh huéng dén quy
trinh mua cang nhiéu.

Khi gia/chi phi mua san
phim hay dich vu ting thi
khuynh huéng sb luong cic
ca nhan tham gia va anh
hudng cling ting.

Gid/chi phi cia san pham va
dich vu dugc mua.

Thuong thi sé lrong cac ca
nhan c6 dnh hudng nhiéu
nhét trong “nhiém vu mua
Hinh thirc mua (Buyclass). ,lt Ehat‘ frong .m u? lai

truc tiép”, va thay doi tuy
thudc vao d6 rii ro khi mua
hang hoéa/dich vy trong “mua
lai c6 thay d6i”.

Cang quan trong, cang nhiéu
Tam quan trong cua don hang. | ngudi ¢6 anh hudng dén
quyét dinh mua.

P khén cip cang cao thi sb
luong ca nhin c6 anh hudng
cang it, do thoi gia bi gioi
han. |

D6 khin cp cia don hang.

Luu y : Do trang sach c6 han nén ching t5i dua rit nhiéu
nol dung phan tich, giai thich, binh luin va tinh huéng minh hoa
cia quyén sach nay Ién trang web : kmhtetuanmmh vn, Cic
ban hdy lén mang dé cung xem cung véi quyén sach nay. LAn tai
ban t&i, chung t1s& xuét ban déy du.
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4.2. Trung tim mua hang

Khai niém trung tdm mua cung cép moét mo hinh hitu ich
dé hiéu hianh vi mua B2B. Trung tdm mua (buying center) ctia
mot cong ty bao g61n tit ca nhiing déi tuong tham gia vao khia
canh bt ky cua hoat dong mua. Mot trung tdm mua cd thé bao
gdm nguoi kién triic s chiu trach nhiém thiét ké phong thi
nghiém ma&i, nha khoa hoc s& lam viéc tai phong thi nghiém do,
nha quan tri thiét bj - ngudi s& sang loc cac hop dbng chio hang,
vi giam dbc diéu hanh - nguoi s& dua ra quyét dinh cubi cung,
va ph6 cha tich phu trach nghién ciru, ngudi s& ky céc hop dong
chinh thirc cua du 4n. Trong bit ky giao dich mua nao, cic thanh
vién cua trung tdm mua ciling tim cich théa man nhu cau cé
nhan, ching han nhu co hdi tham gia hodc vi thé, ciing nhu nhu
cAu cua td chirc. Trung tim mua khéng ndm trong co ciu t0
chirc chinh thirc ctia céng ty. N6 1a mét nhém khéng chinh thl'l‘C:
c6 thanh phin va quy mé thay déi tiy theo tinh huéng mua va
cong ty B2B.

4.2.1. Cac vai tro trong trung tim mua

Cac thanh vién tham gia trung tdm mua doéng nhiing val
tro khac nhau trong qué trinh ra quyét dinh mua. Ngudi dung
(user) 1a nhitng nguoi thit su sir dung hang hoa hodc dich V¥,
Anh hudng cta ho 1én quyét dinh mua cé thé tir khong dang ke
dén cuc ky quan trong. D6i khi nguoi ding 13 ngudi khoi 40P
hanh déng mua khi dua ra ydu ciu san pham, va ho ciing CC'J‘th6
h tro phat trién céc yéu cau ky thuat cho san pham. Nguoi ding
thuéng c6 dnh hudng 1én giao dich mua thiét bi van phong.

k3 4 ’ ~ tiﬂ
Nguoi kiém soat thong tin (gatekeeper) kle}n soat thong o
ma tit ca cac thanh vién cta trung tdm mua ti€p nhan va X
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xét. Ho c6 thé kiém soat bang cach giri vin ban tai liéu vé san
phim, quing cdo san phém, hodc bing cich quyét dinh thanh
vién nao trong trung tdm mua ma nhin vién ban hang c6 thé tiép
xtic. Dai dién thu mua c6 thé dé mét s6 nhan vién ban hang tiép
cin cac ky su phu trach phat trién yéu cdu k§ thuat cho san
phim, va tir chdi trao dic quyén nay cho nhitng nhin vién ban
ha‘mg khac. Tuong tu, truong phong hanh chinh cua mét cong ty
y té c6 thé quyét dinh nhan hay gat bo tai liéu ban hang ma mot
trinh dugc vién hodc mot dai dién ban hang nao do cung clp.

Nguoz gdy anh huong (influencer) tdc dong dén quyét dinh
mua bang cach cung cép thong tin hucmg din danh gid cic lua
chon thay thé, hodc dit ra cic yéu cdu mua. Nguoi gy anh
hudng thucmg la cédc chuyen vién ky thudt, nhu k¥ su hodc
chuyén gia kiém soat chat luong. Doi khi, td chirc khach hang
thué cic chuyén gia tu vin bén ngoal nhu kién tric su, day la
nhitng ngudi cling c6 dnh hudng dén quyet dinh mua.

Nguoi quyét dinh (de01der) Ia ngum lya chon hang hoéa
hoic dlCh vu, mic du thim quyén quyet dinh chinh thtrc cé thé
thugc vé ngudi khac. Xéc dinh danh tinh ctia ngudi quyét dinh
chinh 1a cong viéc khé khan nhit cua nhén vién bin hang B2B.
Nhén vién thu mua c6 thé la nguoi c6 thim quyén mua chinh
thirc, nhung téng gidm déc cong ty B2B méi la ngudi thuc su ra
quyét dinh mua. Ngoai ra, nguoi quyét dinh ciing c6 thé 14 k¥ sur
thiét ké phat trién cac yéu ciu ma chi ¢6 duy nhit mot ngudi ban

dap tmg.

Nguoi mua (buyer) 1a nguorl c6 thim quyén chinh thirc
trong viéc lwa chon nha cung cdp va trién khai quy trinh thu mua
hang hoa hogc dich vu. Mic du vy, nguoi mua thuong phai
Nhueng quyén nay cho nhing thanh vién c6 anh huong hon
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trong t6 chirc. Gidm déc thu mua thuong giir vai trd nguol mua
va thuc hi€n céc chi tiét li€én quan dén don mua hang.

Ngudi lam marketing B2B phai d6i mit véi nhiém vu xac
dinh vai trd cu thé va cac anh hudng twong éng ciia mdi thanh
vién trong trung tdm mua trong qua trinh ra quyét dinh. Sau do,
nhdn vién ban hang cé thé diéu chinh ndi dung gigi thiéu san
phim va cac thong tin tily theo vai trd chinh xdc ciia mot ci
nhén tai tung budc cua quy trinh mua. Nguoi 1dm marketing trén
thi trudmg B2B thudng gip phai tinh huéng cac d4u mébi lién lac
déu tién, va trong nhiéu trudng hop 1a ddu méi lién lac mo rong
nhit ma ho cé véi phong thu mua ciia céng ty thuong khong thé
tiép can thanh vién c6 anh hudng 16n nhét trong trung tdm mua,
vi nhitng nguoi nay khong lam viéc trong phong d6.

Gia sir tinh hudng lwa chon dia diém t6 chirc hdi nghi va
hoi thao cho céc hiép hoi thuong mai hoic nghé nghiép. Nguoi
quan trong nhit trong qua trinh ra quyét dinh mua cé thé 1a mot
thanh vién cta ban diéu hanh iy ban hoic hi€p hoi, ngudi ndy
thuong c6 thong tin ddu vao tir ngudi didu hanh hodc ngudi 12p
ké hoach cho cudc hop; nhing ngudi niy c6 thé lhra chon dia
diém hop, ddi khi bang nhitng théng tin diu vio ma cac thanb
vién cung cap, cudi cung céc uy ban nhom hop hang nim cua
hiép hdi co thé dua ra tuy chon vé dia diém hop. Vi nhén sy Ph‘,l
trach thuong dinh ky thay i nén hoi ddng kiém soat ciing ¢°
thé thay doi thuong xuyen Do d6, nhitng ngudi 1am marketin®
diém dén va ngudi didu hanh khach san pha1 thucmg xuyén tim
hiéu cach thirc mdt hiép hdi ra quyét dinh vé dia diém hop.

4.2.2. Anh huéng ciia trung tim mua hang

Cic trung t4m mua hing thudng bao gdm mot sb rlg“m
tham gia vO1 sy quan tam, thdm quyén, dia vi va kha ning thuy®
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phuc khac nhau, va doi khi rit khac véi linh vire quyét dinh. Cac
k§ su c6 thé mudn téi da hoa hiéu qui cua sin phdm; nhan vién
van hanh c6 thé mudn san phdm dé sir dung va nha cung cip c6
uy tin; nhdn vién tai chinh thi lai tip trung vao tinh kinh té ciia
khoan mua hing; khoan mua hang c6 thé lién quan dén chi phi
hoat dong va thay thé; cong doan co thé tap trung vao cac van dé
an toan.

Ngudi mua 1a cong ty ciing c6 dong luc, quan diém va s&
thich c4 nhan bi dnh hudng bdi tudi tac, thu nhép, trinh d gido
duc, vi tri cdng viéc, cé tinh, thai do voi rui ro, va van héa cua
ho. Ngudi mua chic chin cé nhiéu phong céch mua hang khac
nhau. Cé nguoi mua “giit cho moi thir fi(m gién” nguc‘ri. mua
“chuyén nghiép”, nguoi mua “muén cai tot nhat”, va nguf"'_l mua
“mudn moi thl déu xong”. Mot sb nguai tre, nhitng nguoi ﬂ?lAm
hang c6 trinh d6 cao 14 cac chuyén vién may tinh s€ thuc hlf.’tﬂ
cic phén tich nghiém tiic vé céc thi chao hang canh tranh truge
khi chon nha cung cp. Nhirng nguoi mua khAac }a nlilmg ke la\g
ca” - nhitng nguoi hay dit ngudi ban vao the doi m‘at voi ngudi
khac; va trong mét vai cong ty, quyén lyc mua hang chinh Ia
diéu ky diéu.

Webster canh bao ring cubi cung céc ca ‘nhﬁn (?hl’l’ ’l(hOIjg
Phéi té chitc) s¢ la nguoi ra quyét dinh mua hang. Céc cf nban
thirc cua chinh ho, c0 gang

duoc thic ddy bai nhu cdu va nhin thir¢ hioh ho. o5 g0
i da hoa phan thudng (khoan thanh toan, uu diém, cong nha

V3 cam gidc thanh dat) dugc to chirc CL}ng ;cﬁp.'Ca(i nhu cauh?a
hhin thic déy hanh vi cua ho;, nhung cac tf) chirc can E](_)rp k};:A ap
héa quy trinh mua hang va két qua. Do dof’c'ioan’h nhanh hong
Phai dang mua “san phim”. Ho dang mui gia pha;‘) cho g van
& . vin d& chién luoc va kinh t€ cua to chirc, va nhu cau ca
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nhin cia chinh ho d6i véi thanh tich va phin thuéng ca nhan.
Trong truéng hop niy, quyét dinh mua hiang B2B déu c6 ca “ly
tinh” va c6 ca “cam tinh” - ching phuc vu cho ca nhu céu t6
chirc 13n c4 nhén.

Nghién ciru cia mdt nha san xudt cac bd phan cong nghiép
cho théy ring, mic di cic nha quan trj cAp cao cia cic cong ty
c& nho va vira déu thoai mai mua hang tir cic cong ty khac,
nhung duong nhu lai c6é nhitng bit an tiém thirc vé viéc mua san
phim ciia nhi san xuit nay. Cong nghé thay dbi lién tuc da
khién ho lo ngai vé cac tic dong bén trong cua cong ty. Nhin
dién duoc kho khin nay, mot sb nha san xuét Viét Nam d3 trang
bi lai phuong phép ban hang nhim tap trung nhiéu hon vao c4c
biéu hién cam xic va cich thic hoat dong cua day chuyén san
xuit giip cho nhén vién cua khach hang gia tang nang suit, lam
an long ciac nha quan tri vé su phirc tap va cang thing khi s
dung cac thanh phin.

Hiéu duoc nhimg tac dong bén ngodi va bén trong cé nha?
ndy, nhiéu cong ty da tip trung nhiéu hon vio viéc gia ting nhan
hiéu cong ty. C6 thoi diém, Tan Pirc - nha cung cép cong Cu
ning lugng, mdy nén, thiét bi dién, cac gidi phap xi ly s¥ ,co
trong xdy dung - 1 mét td hop 60 cdng ty tu quan. Tan gia™
dbc marketing cua cong ty da dua nhén hiéu vé dudi mot q?c
tinh va kién triic nhan hiéu méi, cho phép Tén Pirc c6 sy hi”
dién rong r3i hon; do d6 cong ty c thé ban hang & dia phuoﬂg
trong khi vin ning tim tén nhin hiéu toan quéc. Doanh tht v
uy tin cia Tan Pic sau d6 nhanh chong tang cao.

4.2.3. Trung tim mua québc té
C6 hai dic didm ndi bat giap phan biét trung tam !
qubc té vdi trung tim mua noi dia. Pau tién ngudl

nu?
[am
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marketing B2B c6 thé gip kh6 khin khi x4c dinh thanh vién cta
trung tim mua quéc té, do nhirng khac biét vdn hda trong
phuong .phép ra quyét dinh. Thir hai, trung tdm mua cia mot
coéng ty quéc té thuong cb nhiéu ngudi tham gia hon so véi
trung tdm mua cuia cc cdng ty ndi dia. Cac trung tdm mua québc
té thuong .c6 tir 1 dén 50 ngudi, phd bién Ia 15 dén 20 thanh
vién. Vi vdy, nguoi lam marketing trén thi truéng B2B toan ciu
phai nhan dién va thich tmg véi su da dang hon nay cua nhitng
ngudi ra quyét dinh.

Trung tdm mua quéc té co thé thayﬂdéi theo xu huéng kinh
té va chinh trj. Nhiéu cong ty ¢ chiu Au tung duy tri céc chi
nhanh déc lap & mdi qudc gia chdu Au dé tranh thué quan va
tinh trang tri hodn tir phia hai quan. Khl Lién minh chiu Au d&
bo bét rao can thuong mai giita cic quoc gia ,thénh Yién, nhiéu
cong ty da déng cira cac chi nhanh & xa va thong nhat lai trung
tim mua cia minh. Ha Lan la mét trong nhitng nudc dugc

huéng loi nhiéu tir xu hudng nay.
V. Muc tiéu va chién lugc mua hing

5.1. Muc tiéu mua hang

“Mua nhitng sdn phim c6 chat lwong phu hop tai mét thoi
diém phi hop véi mét mirc gid hop 1y”. Truge day, cac cong ty
B2B thuong tim kiém gid ré thong qua viéc chon lya va canh
tranh gitra nhidu nha cung cdp. Xu huéng hién nay : quan tdm
t&i vigc xay dung quan hé 1au dai v&i cdc nha cung cap. Giagi ha'n
8 lwgng cdc nhi cung cép, 1am &n lau dai dé dam bao chat
llr(mg hang héa, dich vu, giao hang ding han... ma van ddm bao
%ac muc tiéu vé gia ca.

Nhing ly do dé giam s6 lrong cac nha cung cap :
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Cai thién chit hrong.

Giam chi phi.

Pam bao vé ngudn cung cip.

Giam nhitng yéu t6 bét dinh.

D@ dang giai quyét cic mau thuin.

DA dang ap dung dé dat cac phuong phap quan tri méi nhu
JIT.

Tiép cén cong nghé mai.

Hop tac trong cac du an phat trién.

Bén canh d6 viéc 4p dung chinh sich nay con mang lai
nhiing lgi ich sau ddy cho ca hai phia :

Ting hiéu qua hoat dong : d€ dang hop tac va gidi quyet
cac chi phi phat sinh.

Giam chi phi : chi phi s& giam nhd quan hé chit ché voi
phia dbi téc.

Tang cudng hop tac vé ky thuat va cong nghé : nguoi m?a
hang c6 diéu kién tiép cdn cac cdng nghé cia nha cung cip, diet
nay rét c6 loi trong viéc phat tri€n cac san pham mdi.

5.2. Mua hang va ban hang hé thong

N R Y- , . i

Nhiéu ngudi mua cong ty thich mua mot giai phap 82
quyét van dé toan dién tir mdt ngudi ban. Pugc goi la mua ér-]
théng (systems buying), boi vi tép quan nay bat n‘guc‘m tur khon
mua cac mat hang chién lwgc va hé thong truyén th’(‘mg zf‘-’t.
yéu ctia chinh phu. Chinh phu Viét Nam kéu, goi ’dﬁu tf{ﬂut :
nhitng nha thiu chinh (prime contractors), néu thang that
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nhitng nha thiu nay s& c6 trach nhiém thyc hién ddu thdu va
thiét 1ap céc hop déng phu cho hé thong tir nhitng nha thdu phu
(second-tier contractors). Do d6, nha thiu chinh chinh di cung
cdp mot giai phap chia khoa giao tay, vi vy ngudi mua chi phai
nhin mét chiée chia khéa khi moi thir hodn thanh.

Ngudi ban ngdy cang nhén thirc dugc ring ngudi mua
thich mua hing theo phuong phap ndy, va nhiéu nguoi da chip
nhan bén hang hé théng 14 mdt cong cu marketing. Mot diém
khac biét ciia ban hang hé théng 12 dau thau hé thong (systems
contracting), trong d6 mét nha cung cap s& cung cap cho nguoi
mua todn bd nhu ciu trong chudi cung ing MRO. Trong thoi
han hop ddng, nha cung cdp ciing quan tri hang ton kho cta
khach hang. Petrolimex quan tri lugng ton kho dau cua nhieu
khach hang cdng ty va hiéu r5 khi ndo ho can bd sung hang. Cac
khach hang huéng loi vi chi phi quy trinh va quan tri dwoc gidm
thiéu déng thoi gid ciing s& on dinh trong sudt thoi han hop
ddng. Nguoi ban huéng loi nho chi phi hoat dong thap hon do
nhu ciu én dinh va cdc cong viéc gidy to cling giam bat.

Bdn hang hé théng 1a 'mc}t ‘chién lroc ma’rketing' ng?nh
trong yéu trong hoat dong déu thdu xay dung' cacAdL,r 4n cong
nghiép quy mé 1én nhu xdy dép, nha may thep, 'he Ehon% mo"
tiéu, hé théng vé sinh, duong din dau, cic co sd \’/at C}\lat, va
thim chi ca cac thj trdn méi. Cac khach hang cho cac nha cung

c4p tiém nang biét danh sach cac dac diém va yéu cdu cua du an.

Cac cong ty k}'/ thuat du an phal cz}nh }ranh vé gia, Chflt lu‘gng,
trach nhiém, va céc yéu td khic dé thang dwoc hop dong. Tl}y
nhién, c4c nhi cung cdp khong chi pl?é mic cho ’nhu ,c?au <’:ua
khich hang. V& mat Iy tuong, ho phii som hop téc véi khich
héng trong quy trinh nhim tac dong dén viéc trién khai cac mo



308  Chuong 5 : Chic ning mua hang va hanh vi khach hang B2B.

ta. Hodc bén canh cic mé ta, ho cé thé cung cdp gi4 tri gia tang
theo nhiéu cach, nhur vi du sau ddy cho thiy.

Ban hang cho chinh phu Viét Nam. Chinh phu Viét Nam
goi thiu dur 4n xdy dung mét nha may xi-ming gin Ha Noi. Mot
cong My da chao goi thiu bao gém viéc chon Iira khu vire, thiét
ké nha may, thué muén doi xdy dung, lp rap thiét b, va chuyén
giao nha may da hoan thanh cho chinh phu Viét Nam nhung géi
thiu vin vé tay nguoi Nhit. Trong dé xuét chiao hang cta minh,
mot cong ty Nhat da dua vao tt ca cac dich vu ké trén, cong
thém viéc thué mudn, huin luyén nhén vién diéu hanh nha mdy,
xudt khau xi-ming théng qua cic cong ty thwong mai ciia ho, va
sir dung xi-ming dé xdy dudng va cac toa nha vin phong & Ha
Nbi. Mic du géi thidu c6 mirc gia cao hon, nhung ngudi Nhit da
thing goi thdu. R& rang, ngudi Nhit cho théy vén dé khong chi
la xay dung mét nha may xi mang (quan diém han hep cua ban
hang hé thdng), ma con la déng gop cho viéc phat trién nen kinh
té Viét Nam. Ho did co cai nhin rd rang nhit vé& nhu céu cua
khach hang, day thuc su chinh la ban hang hé théng.

5.3. Chién lwgc mua hang

C6 5 nhém chién lrge mua hang chinh ma cic cong ty
thuong st dung :

Dam bdo nguon cung cap (assured supply). Chién lug¢
nay du bdo nhitng thay don trong ca cung va ciu va huong tgi sY¥
bao dam cua nha cung cp, ddi lai 1a su dam bao vé khdi lugnd
dat hang 4n dinh cia nguoi mua hang. Cac cong ty theo duo’
chlen luoc nay tim kiém nhitng nha cung cip co kha ning curb
cip nhitng khéi luong hang héa dugc yéu cdu ding thdi ha?
trong bat ctr hoan canh nao ¢ turong lai.



Chuong 5 : Chirc ning mua hang va hanh vi khach hang B2B. 309

Giam chi phi (cost reduction). Chién hrogc nay theo dudi
muc tiéu giam tdng chi phi mua hang va chi phi hoat ddng.
Chién lugc nay khong don gidn la nhin vao gia trén hoa don ma
nguoc lai xem xét tit ca cac yéu té co thé anh huong dén chi phi
nhu : giao hang chim, sin phim 15i (khong dat chét lugng) phai
trd lai... Cic cong ty theo dudi chién lugc ndy thudng xuyén
kiém soat hoat dong cta nhirng nha cung cép hién tai va tim
nhitng giai phap dé giam thiéu chi phi khi co thé.

HGé tro ldn nhau Irong cung cap (supply support) La chién
lwge nhim cho phép nguorl mua hang va nha cung cap chia sé
thong tin va ning luc. Chién lwoc nay huong t&i viee cai thién
quan hé gilfa ngudi mua va nha cung cép, théng qua cac hoat
ddng cai thién qua trinh trao ddi thong tin hai chleu nham ddm
bio chit luong ciia san phim va dich vu t8t hon va n dinh hon.
Céc td chirc 4p dung hé thdng quan tri JIT (Just — In — Time
tanagement) thuong thire hién chién lrgc ndy.

Thay déi méi tr wong (environmental change) Chién luoc
bdy phim du bdo va nhin dién nhing bién dong/thay doi/
l(hUynh huéng ciia mdi trudng vi cac ly do kinh té, thay ddi co
c4u t§ chirc, nhan su, luat 1é cia chinh phu... Nhiém vu cia cdc
Cong ty B2B la thich img va phan ting lai véi nhing bién ddi
ndy ¢é x4y dung loi thé canh tranh trong dai han ctia minh.

Chién luoc canh tranh (competitive edge)- Chién lugc nay
hhim phat hién cac co héi trén thi truong va nhitng thé manh
CUa ban thin td chirc ma cé thé dem lai cho ngudi mua nhitng
loi thé canh tranh quan tr ong. Cong ty c6 thé tim kiém va mua
Bhitng san phdm hang dau dé phat trién hinh anh cla minh trén

thi truong (1a ngudi din dAu — market leader).
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Ghi chii. Céc cong ty thuong ap dung mot vai chién lugc
néu trén va ding cdc chién lwoc nay bd sung cho nhau. Dbi véi
nha quan tri marketing B2B thi viéc xac dinh chién luoc mua
hang nao dugc khach hang sir dung 12 hét sirc quan trong, nd
quyét dinh mot phan thanh céng ciia cong tic marketing.

5.4. Cac giai doan phit trién cda té chirc mua hang

Céc khéch hang td chirc c6 thé dugc phan thanh bbn loai
dua trén cac giai doan phat trién clia bd phan mua hang vé mit
hinh thic va chirc nang. O mdi giai doan, bd phin mua hang
doéng vai tro khac nhau trong hoach dinh va triét ly quan tri. Cac
nha quan tri marketing B2B cin hiéu rd vai trd cia viéc mua
hang & ting giai doan dé c6 cach tiép can thich hop.

Hoach dinh tai chinh co ban (basic financial planning). o)
giai doan ndy, b phdn mua hang déng vai tro cung cép dich v
cho ndi bd cong ty. Muc tiéu cua no la 16i thiéu hoa chi phi. V@
trd cta b phan luc nay rat bj dong (passive). N6 thuc hién cac
chirc ning nhu lap yéu cdu, tién hanh ddu thdu, lap don dzjt
hang... C4c mit hang ma by phén ndy mua thuong 1a cac lﬂ?;‘t
hang MRO (maintenance, repair, and operating), cac trang thlft
bi van phong. Nhiing cong ty nay thudng 1a mua hang dua tfen
céc chién luge ma cé mirc d6 ton kho kha 16n — nhu mé hiP
EOQ (Economic Order Quantity).

Hoach dinh dua trén dw bdo (focast — based planning)- (2
giai doan ndy, cic cong ty dit trong tdm vao viéc dy bao ‘t,
phuong sai gilta gid/chi phi. Chuc m'n'lg mua hang 3 mo rCTmE o
giam thiéu chi phi sang bao gbm cé cat giéxp va tranh E:éc ,Chl»ig,
khéng cin thiét. Chiic ning mua lic nay van tuong doi b} d‘?;, p
nhung da c6 mét sb lién hé véi cac chl’nh’ségh hoach d]{lh »
cong ty. Mot cach co ban, bo phén da c6 gang quan trl ¢
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ning mua va quy trinh mua mét cich cé hi€u qua hon. Cic san
phim ma bj phian mua ngoai cac san phim MRO, céc trang thiét
bi van phong, con 1a mua nguyén vit li€u thé. Nhan sy lic nay
duoc yéu clu cé kién thirc vé quan tri, du béo hon 1a chi don
thuén c6 cac kién thirc vé vin phong.

Hoach dinh hudng ngoai (externally oriented planning).‘ 6
cr?ip dd ndy, chitc ning mua hang di dugc mo régg va bao gém
nhiéu' trach nhiém khéac nhur : tdn kho, vin chuyén, mua ngoai.
Chirc ning ciia by phan 1a hd trg cic tuyén kinh doanh va dong
g6p tich cuc thong qua phdn tich gid tri (value analysis). Ké
hoach cita by phin duoc lién thong vdi ké hoach ciia todn bd
cong ty. Bo phan lic niy mua tit ci cic loai hing hoa cua cong
ty vi diéu hanh cic méi quan hé véi cc nha cung cap. Tdp
trung co ban cia bd phin lic niy 13 quan tri chudi cung cap
(supply-chain management) va dinh vi ban thin dé dong gop
cho cac tuyén kinh doanh ciia cong ty.

Quan tri chién lugc (strategic management). 3 muc do
ndy, chirc ning mua hang gin vai cac khai niém rong hon m?ra
clia qud trinh quan tri cung tng. {supply mapagement). C!]AU'C
ning cia bo phan bao gbm tit ca nhiing yéu to dﬁu’vz‘io'. N,hlﬁll:l
vu mua hang lic niy ngang bing nhiém vu cua tét: cé cdc l\)o
phin khac trong cong ty trong viéc phat trién san .phz}m vja tf)an
bs két qua kinh doanh. Mua hang lic ndy dong vai tro c’hu dong
(proactive) va cung cip théng sb6 quan trong cho (A:ongAtac’han:h
dinh cta cong ty. Rét nhiéu céc nhan sy trong bg phan lic nay
khong truc tiép thuc hién chirc ndng mua hang m.a dor:g vai tfo
lién lac gitra nha cung cép va cong ty vfa ngurgc lal.’ Nhan‘su’cgaj
bd phin luc nay rat cé kién thirc v€ quan fr! cung ugxg, ’va Clol Vi
Ndng diéu khién viéc chon lua nha cung cap, thay do1 san pham,
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vit liéu dé thich ng nhanh chéng voi cic bién dong trén thi
truong. Bo phdn nay tham gia vao céc quyét dinh nhu phat trién
san pham, marketing, va thuc hién cac chic niang nay mét cach
binh ddng vdi cac bo phén khac.

5.5. Cac ky niing va thuc té mua hang hién dai

Ky ning truyén thong

Xac dinh nguén cung cép, bo thiu, thuong thuyét, quyét
dinh mua hay tu san xuét, diéu khién mua hang, du bao nhu cau
hang tén kho.

K§ niing hién dai

Quan trj co so dit liéu, kién thirc vé hé théng théng tin,
phén tich gia tri (value analysis), xac dinh ky vong vé chat hrong
cia cong ty, danh gid kha nidng cua nha cung cdp vé phuong
dién van hanh va phin phoi cac sian phdm c6 chat lrgng ding
thoi han, quan tri nhiing nha cung cap bén ngoai dé khuyén
khich vin héa huéng t6i chét lugng (quality-oiented culture)s
tién hanh phan tich thi truong dé xdc dinh (gia ca hop ly) mét
bang gid ca va nhiing cai tién cho phép giam chi phi va tang
nang suét.

bat dugc nhitng ky vong vé chit luong théng qua mud
hang (meeting quality expectation via purchasing).

Tin hoc héa/may tinh hdéa cic hoat dong mua hang
(computerisation of purchasing activities).

Thuong thuyét (negotiation).
Phan tich gia tri (value analysis).

Phan tich ngudi ban (vendor analysis).
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Phén tich cac nha cung cp hién tai dé xdy dung quan hé
dbi tac (analysing existing suppliers for partnership status).

Panh gid hoat dong cia nha cung cdp (vendor
performance evaluation).

Céc hé théng mua hang (purchsing systems).

JIT (just — in — time).

EDI (electonic data interchange) : Trao d6i di liéu dién tur.

Céc hé thng vén tai (transportation systems).

Céc hé thdng théng tin (information systems).

Quyét dinh mua hay tu san xudt (make — or — buy
consideration).

Lo

/ Cau h01 cung cb klen thuc L ," e

SEESPRSPLIE PSS SN * 7SS AU

L. Lya chon dé xudt gia tri hip din khi lya chon nha
cung cp nhu thé ndo ? Giai thjch va minh hoa.

2. Hay liy cac thi du minh hoa viéc mua hing qua
mang tu cac cdng ty Viét Nam.

3. Hay tim cic manh méi dé tim kiém nha cung g
ti€ém nang. Giai thich va minh hoa. .
4. Tai sao cac cong ty ngay cang gidm bot sb lugng
nha cung cap ? Giai thich va minh hoa.

5. Hay tim cac thi dy minh hoa yéu t& méi truomg nh
huong dén quyét dinh mua hang. Tuong ty v6i yeu to
c4 nhan va yéu tb td chirc.
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H(’jp 5.3:7bi quyét ma:r.ket'i'n'g cho céc khich
R hang tb chirc (B2B).

C6 1& rit nhidu ngudi trong ching ta dong y véi
quan diém rang, marketing B2B (Business to Business)
khong bao gio Ia mot cc')ng viéc dé dz‘mg'cé. Neéu ban l.il

A+ chil CONE ty dang cé k'é hoach marketing BZB, ban sAe
H}gt c ang kY ning nhat dinh cling mdt vai nghé thuét
can t&i nb? oh hop nht.
giao tiep thi

(Kinh doanh hudng dén kinh
4n budn, 1a hinh

ness 0 Business

Busi L LR 1ed hia b
c6 thé hiéu theo nghia bafl B .
doanh - BZB)nh giita céc nha cung cdp, gia cac nha san

thirc kinh do2

1 TTin cAC CA ite phuc vu
4 san phém va cdc dai ly. Hign céc cdo website pive 7
xudt sa

o mang chiém ty 1€ 61% O che‘{u ﬁ:u v 43% &
ba? lﬁgﬂlqthac éiao dich ndy phuc Vu chu yciu gx:':u d?an
?‘Ifl)ll.kiém va gidi thiéu san phz‘mj va dich V}l gulii cgl(]: ;zzg
ty véi nhau, Vi€C thanh toan cung nhu van chuy g
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hoa, dich vu thuong khong khac nhiéu so véi giao dich
truyén thong.

Nh¢ lai cudc khing hoang dot.com, khi d6 su suy
sup cua cac dot.com chi 1a mét phé‘m nho ciia toan bd nén
kinh té Internet, chi nhitng kiéu miu ban 1é qua mang B2C
(Business to Consumer - kinh doanh hudng dén tiéu dung)
suy sup, con kiéu miu kinh doanh Ién thit sy B2B vin
hoat dong tdt “&n nén lam ra” voi nhiéu cong ty, tip doan
16n st dung Internet dé tiét giam hang ty USD chi phi hoat
dong va phuc vu khéach hang tbt hon.

S& di c6 dugc thanh cong nhu vay 1a hoat dong B2B
duoc xdy dung trén mot nén tang viing chéc, sb6 luong
khach hang én dinh. Va tir d6 dén nay, kinh doanh B2B
van c6 nhitng budc phat trién manh mé va dén tr& the‘ml}
mdt xu thé chi dao duoc rit nhiéu cong ty trén toan thé
giéi quan tam t&i, ca trong cach thirc kinh doanh lin hoat
dong marketing, quang ba.

Tuy nhién, trong nhin nhén ciia khdong it cac cong ty,
viéc marketing tGi cic ddng nghiép luén khé khdn hon
nhiéu so véi viéc marketing t&i ngudi ti€u dung. Théclh
thirc chinh 13 & chd, cic chi céng ty 1i nhitng nguoi rét
bén ron voi vo khbi nhiém vu can giai quyét, ho khong co
nhiéu théi gian vi ciing khéng mdy thich thi voi nhitng
budi gip mit tén nhidu thoi gian voi cc doi t4°
marketing. D6 chinh 1a 1y do khién ho trd thanh nhimé
khach hang rit kho dé tiép can va thuyét phuc. )

Mt 151 thuong gap khién marketing B2B khong 9°
thanh cong d6 14 nhiéu cong ty don thudn chi coi kha"é
hang nhu nhitng dbi tac mua hang, trong khi trén thu t
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phdn 16n cc cong ty c6 anh huéng va mbi quan hé tic
dong qua lai vai rat nhiéu ngudi khic nhau. Trong bbi
canh thi truong B2B, quyét dinh mua hang dugc dua ra
béi nhidu nguoi — ¢ khi I ci mot hoi dong. Diéu ndy
khién cho su d4nh gia, quyét dinh rit khé thyc hién. Mot
khi khong thé phédn thh tinh huong ngay trong mét luc,
ban cdn phai nhin ra ring, quyét dinh mua hang ciia dbi
tac B2B 1a mét diéu valse dugc cic phong ban phéi hop

ciia ho v&i nhau mét cich c6 nghé thuét.

Néu xem cdc cong ty, cdc chi cong ty chmh la “ké
sinh nhai”, hoat dong marketmg B2B ciia ban cn phai dap
{tng cic nhu cau don nhét clia ho va phai du hiéu qua dé
khich 1€ ho hanh d6ng. Du¢i ddy la 7 nhu cdu co ban ma
cdc cong ty trén thi truong B2B mong mudn tir nhitng nha
marketing va ciing chinh 1a nhitng bi quyét giap 'ban co
dwgc mét chuong trinh marketing B2B hiéu qua nhat :

1. Giip ting truéng doanh s6 ban hang

Phin 16n cic chu cong ty déu thira nhan ring muc
tiéu hing ddu ciia ho d6 I3 gia ting doanh s6 ban hang.
Néu nhu san phim cta ban di 1a mét giai phép cu thé giip
kbach hang ting trudng doanh thu thi hoat dong marketing
B2B ciia ban di nhién la rit r6 rang. Ban chi cédn cho khach
haﬂg thay tai sao san pham cua ban lai la su lira chon ,tOt
nhat, ThOﬂg thuong, cich dé nhit 1a thé hién cho khédch
hang thiy diém ddc déo trong san pham ctia ban.

Liéu khi mua sim séan pham/dlch vu cua ban ¢ glup

céc cong ty khach hang B2B dat duoc muc tiéu trén ? Néu
ciu tra loi 13 o, hdy dat nhing loi ich nay 1én hang ddu va
1a trong tdm ctia cac thong diép marketing B2B ban gt tdi
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khach hang B2B. Khi cong ty ban giiip cic dong nghiép
ting trudng, ban s& tré thanh mot phin khong thé thiéu
trong thanh cong cua ho.

2. Nhirng lura chon an toan

La mot cha cong ty s€ yéu ciu ban d6n nhin nhitng
rui ro ¢o tinh toan trude, tir viéc mua sim nguyén vit liéu,
tim kiém tru s& van phong dén tuyén dung céc nhan vién.
Nhung mét khi phai mua sim céc san phim va dich vu
bén ngoai, cac chu cong ty thuong cé khuynh huéng tro
nén than trong hon.

Quyét dinh mua sim san phim ciia cic chi cong ty
thién vé 16gic hon 14 cam tinh. Hau hét cac cudn sach va
bai bdo trén cdc quang cao déu chi nhin manh dén sy
thanh cong marketing khi danh vao cam tinh va cam xuc
ciia khich hang ddu tiér, sau d6 méi dén ly tinh. Nhung
dbi véi khach hing 1a cac cong ty, diéu ndy 12 tréi ngugc.
Quyet dinh mua san pham cta ho duoc danh gid la ‘mua
sim suy tinh” hon 1i nhing quyét dinh ¢ ‘mua sam boc
déng”. Céc chi cong ty la nhung ngudi mua sém rét can
than, ludn can nhic yéu té thuc té, thuong xuyén so sanh
va quyet dinh mua trén co s& san phidm ph hop nhit vdi
nhu ciu cta minh.

Ban hay giai thich cho cac khach hang B2B ring
viéc mua sim tir ban 13 mét Iua chon an toan do ho s€
nhin duoc nhitng san phdm/dich vu chét luong tot, ludn
duogc quan tdm chu ddo sau ban hang Ban cung nén gioi
thiéu cho cdc chi céng ty B2B biét mot sb phan hoi cua
khach hang khac, thong tin day du vé san phidm, nhiftng
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danh gia tinh ndng, cic x4c nhan tir nhitng hiép héi quéc
gia hay cac co quan chuyén mon.

3. Su tién lgi toi da

Ban d ting bao gid gap mot chi cong ty thanh thoi
v6i cuéc séng kinh doanh va gia dinh ? Cau tré 16i chic Ia
chua. Sy thit ring viéc diéu hanh mdt hoat dong kinh
doanh B2B ting trudng doi hoi rat nhiéu thoi gian va nd
lrc nhim tao ra nhitng sy tién lgi mua sim t6t nhat cho
cac chu céng ty khéc. Vi du, hoat dong marketing da ké'nh
- trong d6 bao gém mét trang web, céc ctra hang mua sim
trén duong phé va mot chién dich direct-’mail campaign -
4 v cing thiét yéu dé diy manh doanh so ban hang tir cac
nhém khach hang B2B muc tiéu ndy. Chia khéa chinh la
viéc cung cdp mot nhan thirc nhan higu nhat quén, ngudn
cung rng hang héa dbi dao, co chét lwong, cling nhu mdt
dich vu khdch hang tuyét hdo cho tt ca cac kénh.

M6t khuynh hudng ndi bt trong marketing B2B gén
ddy 13 ngay mot nhidu cong ty tham gia manh mé vao ho?t
doéng quan tri chudi cung ung (SCM - Supply Ch’am
Management); theo dé ho gidi thiéu, quang ba cic cong
B2B Portal dién hinh cung cép cho céc dé1i tac kinh doanh
B2B khé nang truy cép dé mua sim céac hoa don, cac don
dat hang, cdc théng tin vé nhiing khu virc vén hanh, phan
phéi,... Tir d6, khich hing s& cé dugc su tign loi toi da
cling nhu tiét kiém déng ké thoi gian va cong sirc.

4. Nhitng phuong thirc tiét ki¢m tién bac

Céc nhi marketing B2B Viét Nam c0 nhic¢u kinh
nghiém trong viéc giao dich véi céc khéch hang mua sam
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13 nhitng cong ty 16n s& cho ban biét nhiéu didu bd ich va
gia tri 1a : That khé dé thuyét phuc nhitng chii cong ty
khéc chiju tir bd mdt phin tién bac rit nhé ciia ho. Céc chu
céng ty nay la nhitng ngudi chi tiéu cac ddng tién cua
chinh ho, do d6 ho rit cin trong va bdo thu.

Viéc bd sung cac gia tri vao 16i chio hang dic trung
s& gitp ban vuot qua sy khang cu nay. Tuy thudc vao
nhitng gi ban marketing, ban co thé bd sung cac dic tinh,
cac goi san phim cung véi nhau, dua ra nhitng dich vu
VIP hay thoi gian bao hanh lau hon,... Con dbi véi cac
hoat dong marketmg B2B truc tuyén, viéc vin chuyén

mién phi ludn rat hidu qua.
5. Nhirng gidi phap tw 1am liy (Do-it-yourself)

Nhitng chii céng ty bdn ron chi c6 du thoi glan dé
hoan thanh cac coéng viéc ciia ho - va ho khong mudn hoc
hoi hay nghe ban giang gidi, huéng dan. Nhitng giai phéap
chi phi thdp va tr lam ldy (Low-cost do-it-yourself
solutions) luén dugc hoan nghénh, ching dem lai cho cac
khach hang B2B nhitng chia khoa then chét giai quyét van
dé. Cac nha marketmg B2B thanh cong nhung san
phim/dich vu tu lam ly - tir phin mém ké toan dén viéc
quan tri danh sich dla chi email - phai tip trung vao cac
lgi ich cin bin va yéu to dé dang sur dung. Nhung gial
phép tron goi trg gilp mién phi cho khach hang rat duoc
yéu thich va lua chon.

6. Pdng tin ciy va hi¢u qua

Céc chii cong ty ludn quan tim ky ludng toi kinh

nghlem mua sim cta nhitng khach hang truéc ddy cua ban
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khi ho phai quyét dinh xem c6 mua sim sin phdm/dich vu
tir cdng ty ban hay khéng. Ho mudn biét céng ty ciia ban
s& & d6 dé ban nhing gi cung mdt dich vu quan tdm, giip
d& khach hang nhu thé nio. Cong ty clia ban dua ra nhitng
10i dam bao hay chinh sich bao hanh ra sao ? pé khuyen
khich cac chu cong ty nay mau chong di dén quyét dinh
mua sam ban can thé hién ro rang yeu td hiéu qua va dang
tin cdy tai trong tdm cua cac thong diép marketmg trong
tdm - dimg chén viii nhitng thong tin ndy vao phan cubi
cua thong diép marketing hay trén trang web. Va ban cting
nén dua ra dugc nhitng dich vu khach hang tuyét voi khi
giao dich vai cac khach hing B2B cia ban.

Bén canh d6, nhitng thur chao hang téi cac khach
hang B2B khong duoc hoi hot va thlen vé hinh thuc bé
ngoai. Sang sta va ro rang la hai yeu té thiét yeu nhét.
Tuyét dbi dirng bao gio nguy trang ban chat ciia nhing san
phim ma ban dinh ban. Thay vi d6, ban hay tao ra cho no
su rd rang va truc tiép vé nhitng gi ban dang moi chao
ciing nhur san phém nay dap lng yéu ciu cua ho ra sao.

7. Nhitng nha cung cép tin tuéng

Céc chu cong ty luén thich giao dich kinh doanh va1
cac dong nghiép ma ho biét 16 va tin twong. Nhing su
kién dic biét ¢ nhidu nguc‘n tham gia ludn 1a cach thu;
tuyét voi dé thic ddy mdi quan hé giao dich voi céc kl;ac
hang tiém ning. Su kién nay c0 thé rat don gian nhu 1;01
hoi thio ban tron c6 an trua, hay phuc tap va quy md nhu
thué riéng mét gian trong hoi Cho thurong mai thuong ;nscr:l
Diéu quan trong nhét 13 ban can tao dung nhiing ¢

khéc nhau dé xay dung cac mdi quan hé B2B tich cuc.
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Va nhirng nha marketing B2B thanh cong 1a nhitng
nha marketing luén biéu hién mong muén :“T6i c6 thé giai
quyét vin dé d6 cho quy vi”. Phin 16n cic khich hang
B2B luén tim kiém dé mua céc giai phap kinh doanh. Ho
rat cam kich truéc nhing cu tra 16i truc tiép theo dung
ngdn ngit ma ho cé thé hiéu duoc.

Nhin chung, cong viéc marketing tdi cac khach hang
B2B nhin bé ngoai cé vé ric réi va khé khin nhung thuc
ra ciing chi tuong tu nhu marketing nguoi ti€u dung. Ban
s& khong phai mét thai gian va sirc luc tim kiém nhimg 1&1
I& quang c4o béng muot va hip din. Diéu quan trong duy
nhiét c6 I& 1a su 16 rang va trung thuc ma thoi.

(Theo bwportal)

mmmly Ting kétmyctituva
WP . njidungchwongs . . .. .

Thio luin vé quyét dinh Ira chon giira cac phuong 4an sian
xuit, thué lai hodc mua. Truéc khi quyét dinh mua gi, cong ty phai
quyét dinh c6 nén mua hay khéng. Cong ty c6 ba lua chon : (1) tur san
xuét hang héa hodc dich vu, (2) mua tir t6 chirc khc, va (3) thué cia
to chirc khac. Cong ty co thé thué cong ty trong nudc hodc qudc té san
xuét hang hoéa hoic dich vu ma minh tirng tu san xuét. Viéc chuycn
giao cac cong viéc luong cao tir trong nudc sang nhitng noi co ml'fc
luong thdp hon dugc goi la thué lao ddng tai nudc ngoai. Néu chuyé{‘
hoat dong san xuit tGi mét nudce lan cén, tirc 1a cong ty do dang su
dung chién lugc thué lao dong tai nudc lan can. Mi lya chon dél{;co
nhitng wu nhuoc diém riéng, bao gdm céc vén dé vé chi phi va kic™
soat chét lugng.

Mé ta nhirng yéu tb chinh dnh huéng dén hanh vi mua C'::l
khach hang céng ty. Hanh vi mua B2B phirc tap hon h'c‘ln.li vl m(‘yi
ciia ngudi tiéu ding ca nhan. N6 doi hoi sy tham gia cta nhicu ngV
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ciing nhu thoi gian lau hon, vi nguoi mua thudng tim sin mot sb
ngudn cimng ing thay thé. Tinh chit hé thong trong hanh vi mua hang
cta td chirc dugc phan anh théng qua viée bd nhiém' nha quan trj' phu
trach hoat dong. Céc giao dich mua hang 16n cua t6 chirc c6 the doi
hoi qué trinh ra quyét dinh kéo dai va phirc tap, can dén su tham gia
ctia nhiéu nguoi. Quyét dinh mua thudng phu thude yz‘io su két hop
cia nhiéu yéu td nhu gia, dich vu, sy 6n dinh cia nguon cung Ung va
hiéu qua san phim,

Phic thdo cic buéc trong quy trinh mua cua to chl'rc.‘Quy
trinh mua hang clia t§ chirc, dic bigt 1a mua moi thudng bao gom 8
bude : (1) dv doin hodc nhin dién vin dé va gidi phap tong the, (2?
xac dinh dic diém va sé lugng hang héa hodc dich vu can mus, (3)}310
ta dic diém va sb lrgng hang héa hodc dich vu can mua, “4) tlr{l k1’em
va danh gia cac nguf?m cung cép tiém nang, (5) tiép nhén va phan thl‘i
cac hd so chio hang, (6) dénh gia cac hd so chao hang va lva chon “1_13
cung cép, (7) lua chon quy trinh xir 1y don dat hang, va (8) thu thap
phin héi va danh gié hiéu qua hoat dong.

Phin loai cic tinh hudng mua ciia té chuc. Cac ti'nh huc‘m;g
mua hang cita tb chirc rét da dang. Mua 13p lai khong thay doi 12 quy ot
dinh mua tiép, trong d6 khach hang tiép tuc sir dung san Rham ‘dap
Umg tét nhu ciu ctia minh. Trong hanti vi mua lap lai c6 dicu c,l?mh,.
Ngudi mua mudn danh gia lai cic phuong an ‘thay thé..I.\/IL;a mai 'chl
nhirng tinh huéng mua 1dn diu hoic mua mét lan, doi hot no hee dang
k¢ tir phia ra quydt dinh. Mua ban qua lai 1a hinh thire mua {mng m
bhitng nha cung cAp ngudi ciing ddng thoi 1a Kkhach hang cua cong ty.

Giai thich khai ni¢m trung tam mua. Tt
gm moi c4 nhan tham gia vao hoat dong mua cua to _
®dch ndo d6. C6 nam vai trd xudt hi¢n trong (rung tam ma - BE<,
dl‘lng, ngudi kidm soat thong tin, nguoi gy aph hudng, nguol quyc

%inh va ngudi mua hang B2B.

ung tim mua bao
té chirc theo mot
nguoi

Thio luin vé nhirng thich thic va chién lugc cho hoat ddng
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marketing téi khich hang chinh phi, khach hang t& chic va
khich hang quéc té. Cac giao dich mua hang cta chinh phu thudmg
co su tham gia cua hang chuc bén khac nhau. Muc dich x3 héi va
chuong trinh xi hdi déu cé anh hudng dén giao dich mua cua chinh
phti. Nhiéu giao dich mua cia chinh phi cin dén nhimg huéng din
hgp ddng phirc tap va thudng doi hoi yéu ciu ki thudt chi tiét, ciing
nhu cin tién hanh du thiu. Thi truéng khach hang td chirc ciing dit ra
nhiéu thach thire do cac yéu t6 anh huong dén hoat dong mua ciing
nhu phuong thirc mua & thi truéng nay kha da dang. Mua theo nhém
14 mdt yéu té quan trong, vi nhicu t6 chirc cing tham gia vao cac hiép
hoi hop tic dé& nhin dugc chiét khdu theo sé Iwong. Ngudi lam
marketing cho thj truong khach hang té chirc cin phai hét sirc linh
hoat trong viéc xdy dung cac chién lugc ban hang sao cho phu hop voi
cac nhom khach hang da dang. Cac hinh thirc chiét khdu va viée td
chirc tét cong tac phin phdi co vai tro rét quan trong. Nguoi lam
marketing gioi trén thi trudng qubc té cin nhén biét céc dic diém vé
thai d6 va van hoa cua khach hang ngoa1 quéc. Cac yéu té quan trong
khac bao gbém diéu kién kinh té, dic diém dia ly, quy dinh phap ly va
céc nganh nghé hoat dong & dia phuong.

C Ciu lwlonmpvathaoluan

1. Hay trinh bay quyet dmh san xudt, thué lai hoic mua. Giai
thich timg trudng hop nao thi co quyét dinh cu thé. Giai thich va minh
hoa bang tinh huong cla cac cong ty Viét Nam.

2. Thé ndo 13 thué ngoai ? Giai thich thit chi tiét va minh hod
bang tinh hudng cia cac cong ty Viét Nam.

3. Thé ndo 14 khai thic ngudn cung ing toin cu ? Giai thic
va minh hoa. |

4. Xac dinh hai lgi ich tiém 4n cua chinh sach thué ngoai. G

thich va minh hoa.



Chuong 5 : Chirc nang mua hang va hanh vi khach hang B2B. 325

5. Xac dinh hai kho khan tiém 4n cta chinh sach thué ngoai.
Giai thich va minh hoa.

6. Xac dinh ba yéu té chinh anh huong dén quyét dinh mua.
Giai thich va minh hoa.

7. Hinh thirc khai thac da ngudn c6 nhitng wu nhuoc diém gi ?
Giai thich va minh hoa.

8. Hay trinh bay xu huéng thué lao dong tai nudc ngodi va gia
céng. Nhitng wru diém va nhugc diém cu thé.

9. Nhitng vén d& thuomg dit ra khi thué ngoai a gi ?

10. Mot céng ty c6 thé lya chon phuong an khac thay cho
phuong 4n tu sin xuit hang héa dich vu vi nhimg ly do gi ? Tal sao
hoat ddng thué gia cong ngay cang phat trién ? Hinh thic thué lao
dong tai nuéc ngodi khac thué gia cong nhu thé ndo ?

11. Tuéng tuong ban 1 nguoi chiu trach nhiém ra quyet dinh
thué hoic mua mot doan xe vén tai phuc vu cho cong viéc van chuycn
hang, Yéu té nio s& anh huéng dén quyét dinh ciia ban ? Tai s20?

. s - ‘e ndo 7

12. Quy trinh mua hang cia t chirc gbm c6 nhifng buoc nao
Hay t6m luge cac budc chinh.

13. Hay trinh bay hiéu biét cia ban vé budc thir nhat = ':]:ﬁl':
thirc vén @& va céc giai phap chung. Giai thich thit chi tict v& &
hoa bing tinh hudng cia cac cong ty Viét Nam.

. . 2ot hai — xac dinh

14, Hay trinh bay hiéu biét ciia ban vé bude thif hal = 22 €
dic diém va sb lugng cin mua. Giai thich that chi tict va '
bang tinh hubng cia cac cong ty Viét Nam.

P4k 3 buac tl

fy trinh bay hidu biét cua ban veé budc thir b s

o2 5. ’Hay trm}} bay hiéu b1e . 1 that chi tiét va minh hoa bang
diém va s luong cn mua. Giai thich tha

tinh hudng cua cac cong ty Viét Nam.

16. Hay trinh bay hiéu biét cua ban ve

10t ba — mo ta dac

budc thir tu — tim kiém
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va danh gia ngudn cung cip. Giai thich that chi tiét va minh hoa bang
tinh hudng cua céc coéng ty Viét Nam.

17. Céc cong ty mua hang qua mang nhu thé nio ? Giai thich
thét chi tiét va minh hoa bang tinh hudng ctia cac céng ty Viét Nam.

18. Hay trinh bay hiéu biét caa ban vé budc thir nim — tiép
nhdn va phan tich cac hd so chao hang. Giai thich that chi tiét va minh
hoa bing tinh hudng cia cic cong ty Viét Nam.

19. Hay trinh bay hiéu biét ctia ban vé budc thir sdu — danh gid
hé so chio hang va lua chon nha cung cép. Giai thich thét chi tiét va
minh hoa bang tinh hudng céc cong ty Viét Nam.

20. Hay trinh bay hiéu biét ctia ban vé budc thir bay — lira chon
quy trinh va xur ly don dit hang. Giai thich thét chi tiét va minh hoa
bing tinh hudng cua cac cong ty Viét Nam.

21. Hay trinh bay hiéu biét cta ban vé budc thir tam — thu thap
phan hdi va danh gia hiéu qua hoat dong. Giai thich thét chi tiét va
minh hoa bing tinh hudng ctia cac cong ty Viét Nam.

22. Tai sao quy trinh mua cia té chic co nhiéu budc hon g%
trinh mua cua nguoi tiéu dung ? Giai thich tai sao trong marketing moi
quan hé, thong tin phan hoi giita ngudi mua va ngudi ban lai quart
trong.

23. Nhitng yéu t6 moi truong anh hudng dén quyét dinh mu?
Giai thich va minh hoa tir tinh hudng cta Viét Nam.

24. Nhitng yéu té té chirc anh huong dén quyét dinh mua. G
thich va minh hoa tir tinh huéng cta Viét Nam.

25. Nhitng yéu t§ c4 nhan anh huong dén quyét dinh mua. Gi#
thich va minh hoa tir tinh hubng ctia Viét Nam.

26. Vai tro cia nguoi phu trach mua hang va cb vén mua han
Giai thich va minh hoa tir tinh hudng ciia Viét Nam.
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27. Hay trinh bay hiéu biét ciia ban vé tinh hudng mua lai
khéng thay d6i. Giai thich va minh hoa.

28. Hy trinh bay hiéu biét cia ban vé tinh huéng mua lai c6
thay d6i. Giai thich va minh hoa.

29. Hay trinh bay hiéu biét ciia ban vé tinh hudng mua méi.
Giai thich va minh hoa.

30. Hay trinh bay hiéu biét cia ban vé tinh hubng mua mai.
Giai thich va minh hoa.

31. Néu mot vi du vé giao dich mua ldp lai khong thay doi va
mét vi du vé giao dich mua lap lai co diéu chinh. Tai sao mua mol lai
phirc tap hon hai tinh huéng mua ké trén ?

32. Cic céng cu phan tich nao thudng ding dé ho tro ra quyét
dinh mua hang ? Giai thich va minh hoa.

33. Tai sao noi nhimg ngudi mua hang cho td chirc 1a nhimg
nguoi chuyén nghiép ? Giai thich va minh hoa.

34. Nhirng ca nhan c6 anh hudng dén quyét dinh mua hang ?
Hay trinh bay va minh hoa cu thé.

’ . . x x . 9

35. So lugng cic ca nhin c6 anh hudng dén quyct dinh mua ?
Hay trinh bay va minh hoa cu thé.

36. Céc dong co nio thic diy mua hang ? Hay gidi thich va
minh hoa cu thé. ‘

37. Cic tiéu chun quyét dinh dya trén 1y tri va ¢2¢ lt]'evuéc:;-'sﬁ
dva trén cam xiic trong mua hang t6 chic ? Hay gial thic
hoa cu thé.

38. Anh huéng cua trung tim
Marketing c6 thé gip thanh vién ndo trong (rune
Trong trung tam mua, ai c6 thim quyén mua hang

mua hang ? Nguoi lam
tam mua trudc tién ?

39. Phin biét giita phan tich gid tri va phan tich nguol ban.



}
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Hay giai thich va minh hoa cu thé.

40. Xac dinh ndm vai tro cua cac thanh vién trong trung tam
mua. Hay giai thich va minh hoa cu thé.

41. Ngudi lam marketing trong cac cong ty phai ddi mat voi
nhitng van dé gi khi lam viéc vdi trung tim mua quéc té?

42. Hay néu mot sb yéu té anh hudng dén cac giao dich mua
hang cira chinh phi. Muc dich va chuong trinh x3 hdi thuong anh
hudng dén giao dich mua hang cua chinh phu.

43. Tai sao hinh thitc mua theo nhém lai quan trong trong hoat
dong mua cua khach hang to chirc ?

44. Nhitng yéu t6 dic biét nio anh huéng dén quyét dinh mua
trén thi truong quoc té ?

45. Mo ta mét s6 yéu té dic trumg cho giao dich mua hang cu2
chinh phu. Tai sao thi trudng khach hang la céc t6 chuc lai dic bigt dat
ra nhiéu thach thirc ?

Bai tip lam theo nhém

1. Lam viéc theo nhém hodc c4 nhan, lya chon mét san phd””
thuong mai - nhu bé vi xir Iy mdy tinh, bét lam béanh, son hodc thiét
by, va tim hiéu ciing nhu phén tich tiém nang cua san phém o th!
truomg qubc té. Bao céo céc két qua tim dugc cua nhém trudce 19p-
thud®

2. Thuc hién theo cép, lya chon mét san phz:lm cong ty b
ist

mdt trong hai hang muc — vbn hodc chi tiéu, va xac dinh ciu pha
s& anh huong nhu thé nio dén viéc ban san phim. VE so o minh ho
két qua tim duroc.

3. Hay tugng twgng ban va nhém cia minh 1a khach mua hao®
ciia cong ty cung cip thiét bj dién cong nghiép hay bét ky mét cong p
nao khac ma ban quan tdm. V& so b quy trinh mua hop ly cho g
dich mua moi nay.
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4. Lip mét nhém va mé phong tinh huéng mua thuc phim
déng hop tir mot cong ty nhu @b hop Ha Long hay Kién Giang. Phin
céng moi thanh vién phu trach mét vén dé nhét dinh, nhu thiét ké bao
bi, giao hang va lich trinh thanh toan. Trinh bay ké hoach mua hang
cua nhom trudc ca lop.

5. Thir tién hanh nghién ciru quy trinh mua hang cia mét co
quan chinh phi, thi du nhu mét bd nao do. Cac co quan chinh phu nay
thuc hién céac kiéu (tinh huéng) mua hang nao ? Nha cung cﬁ;') dién
hinh ctia ho 14 nhitng ai ? Cé cic dang quy trinh nao lién quan dén cac
tinh huéng mua nay ?

6. Tudng tugng ban 14 nha bén budn cac sin pham bir sifa nhu
sita chua va phd mai, do mét hop tac xd san xuat. Mb ta cac budc ma
ban sé& thuc hién dé xay dung mbi quan hé v&i nha san xuat - nhimg
ngudi néng din, va nha ban 1é nhur siéu thi.

7. Theo ban, ban hang truc tuyén cho chinh phua c6 lgi cho

nguoi lam marketing B2B khéng ? Néu c6, hay minh hoa. Loai hinh
bén hang nay c6 thé c6 nhirng nhugc diém gi ?
Bai tap dao dic
Gia sir ban dang lam vige cho mdt nha hang noi tiéng, va mot
nguoi ban cua ban la dai dién ban hang cho mot nha cung cap tranAg
thiét bj nha hang. Ban biét chi nha hang dang xem xét nang cap mot
56 thiét bi nha bép. Mic du ban khéng c6 thim quyén thu mua, nhung
Ngudi ban van nhe ban sip xép mot cudc gip vol Ch}.‘ nha hang. 'I"uy
nhién, ban lai nghe thdy nhiéu loi ddn khong tot vé dich vu khach
hang cua nha cung cip nay.
» . . A N 0 ?
1. Ban c6 sap xép cudc gip cho nguoi ban va sep minh khong
2. Bancé dé cip dén nhirng tin dén vé dich vu khach hang vol

Ngudi ban hoic véi sép cia minh khong ? )
3. Ban c6 tim c4ch giy anh hudng 1én quyét dinh lién quan dén

81a0 dich mua hang theo mét trong hai huong khong ?
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l'-' ) "‘“" ‘ .\"\-‘;‘—:.'Hi':\ﬁ‘;s“'ﬂ AL W
).} 2. Bai tip.tinh huon
Y =i : .:,.'v -:’l: ,-t\',-: ‘ :’,‘ =

Tinh hudng 1 : Kién thirc marketing : Doanh thu lén tir cic
cong ty nho.

Cac cong ty nho - dugc dinh nghia 1a céc cong ty c6 it hon 500
nhan vién - chiém 99,7% cdc cong ty tuyén dung va sir dung khodng
mot mira cac nha tuyén dung trong khu vuc tu nhdn. Ho tao ra khoang
60-80% s6 cong viéc méi hang ndm trong thap ky vira qua. Hang nam
c6 hang trim ngin céng ty nho duoc thanh ldp & Viét Nam. Tit ca
nhitng cong ty mdi nay déu cn thiét bi vdn, cong nghé, ngudn cung,
va dich vu. Dudi day 1a cach thirc hai cong ty hang dau dat duogc

IBM nhin thiy cac khach hang c& trung va nho chiém 20% hoat
dong kinh doanh cia minh va di tung ra Express - mét day chuyén
phin cirng, dich vu phin mém, v tai chinh - cho thi truong B2B. 1BM
ban hang thong qua cac dai dién khu vuc ciing nhu cac cira hang phan
mém doc 1ap va cac nha béan 1¢, ddng thoi hd tro thuc ddy céc cong tY
vira va nho vai hang triéu do-la déau tu vao quang cao hang nam. Cong
ty ciing truc tiép nhim dén cac cac quang cdo va hop tac véi cac to
chic phi loi nhuén nhim huéng téi céc phan khic khac nhau.

American Express dang déu din ting thém céc tinh nang md_'
cho thé tin dung danh cho céc cong ty nho - vén dugc cac cong ty nho
st dung d¢é trang trai hang trim ngan d6-la cho nhu cdu tién mat hang
thang. Cong ty ciing xdy dung m{t mang lroi cong ty nho goi 1a dicn
dan mo cung cip nhiéu dich vu céng cu web, va cac chuong triﬂl?
giam gia khic nhau. V6i dién dan mg, American Express khong C“g
giup khach hang tiét kiém tién cho cac chi phi chung ma con tu van ho
trg ho nhiéu thir trong viéc luu trix s& sach trén trang web va giip b9
thu thap thém kién thirc vé quan tri cong ty. Cac cong ty vira va Iﬂ;ﬂ
cho thdy cac co hdi va thir thach 1on. Thi truong rong lon va Plfn g
khdc theo nganh, kich c&, va sb ndm hoat dong. Cac chu s& hi'ru’ c0 o
ty nhé khéng thich lap ké hoach dai han va thuong cé phong cach
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quyét dinh “Tbi s& mua khi can”. Duéi ddy 1a mét vai chi din dé ban
hang cho cac cong ty nho :

Dirng ggp hét cdc cong ty vira va nho lai vdi nhau. C6 khoang
cach lon gita doanh thu 10 ty dbng va 100 ty ddng, giita mot cong ty
méi thanh lap c6 10 nhan vién va mét céng ty lau doi hon vai 100
nhén vién tr 1én. IBM phén loai cac thu chao hang cho cong ty vira
va nho trong trang web chung cua he thanh hai loai thu chao hang.

Gitt cho moi thir don gian. Don gian nghia 13 c6 mot diém lién
lac nha cung cAp cho tt ca cac vin dé dich vy, hodc mdt hoa don cho
tt ca cac dich vu va san phdm. AT&T phuc vu cho hang tri¢u khéCh.
hang cdng ty nho (co it hon 100 nhan vién) véi céc dich vu tron .gc'n
Internet, dién thoai ndi dia, dién thoai duong dai, quan tri dir lidu,
mang lu6i 1am viéc cong ty, may chu web, va hoi hop truyén hinh.

Sur dung Internet. Hewlett-Packard nhén thdy ring nhirng ngué’rl
ra quyét dinh & céc cong ty nho bj by thoi gian thich mua, hodc it
nhét 1a tim hiéy, san phidm va dich vy trén mang. Vi vy, cong ty t A
ké mét trang mang nhim dén cic cong ty vira va nho va th}'lc ‘day
lugng khach viéng tham thong qua cac hoat djng quang céo md rong,
thu truc tiép, chién djch thu dién tir, catalogs, va cac sy ki¢n.

hiét

Ding quén lién lac truc tiép. Ngay ca thim chi néu diém Llcn
lac dau tién cua chii s¢ hiru mot cong ty nho 1a thong qua .IAnternet, an
vin can phai hoi ho sb dién thoai hoic phai gip mat true tiép.

Thuc hién dich vu cham séc hdu mai. Cac cong ty ‘r%hélcan‘ dot
tac hop tac lau dai voi ho, chir khong phai chi la m?t ngua! ban haln‘g.
Khi céng ty VEC - mdt cong ty sin xuét sin c nhan (a0 € 1(310~ I:lwn
vién - mua mét miu may I6n tir Moeller, chu tich cua Mocller la' 1lgrc
hién mét chuyén viéng tham ca nhdn véi CEO ,Cua \{EC va ¢ lai cho
dén khi chiéc may dugc thiét 1ap va hoat dong dung dan. -

Thiee hénh. Nhimg thyc thé quén “§ cua cong ;yd\iutah y:h r;{w
khac bit véi nhimg thyc thé cia cong ty 16n. Microsoft da thanh lap
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mét cong ty nghién clru cac nha diéu hanh cong ty nho - Southridge -
va cac chuong trinh giao dich cia nhitng ngudi ra quyét dinh chinh
nhim gitip cdc nhan vién Microsoft lién két cac chién luoc doanh thu
va1 cac thuc thé cong ty nho.

Cau hoi on tap va thao luan :

1. Dua vao trinh bay trong tinh hudng, hay chi ra cac ly do cac
cong ty, ngay ca cac cong ty 16n ciing can marketing cho cac cong ty
nho ? Hay tim thém thi du minh hoa.

2. Céc céach thirc hi¢u qua dé ban hang cho cic cng ty nho (sir
dung ngay trong tinh huc")ng). Va minh hoa tng dung cho céc tiéu chi
nay bang tinh hudng cac cong ty Viét Nam.

Tinh hudng 2 : Pé kinh doanh B2B thanh cdng : Hay tac
dong lIén cam xuc cia nguoi mua hang.

Theo Larry Kim, nha sang lap kiém gidam ddc céng nghé cua
WordStream, tuong tu trong moi truong kinh doanh gilta cong ty voi
khach hang ca nhén, céc quyet dinh mua hang trong linh vuc B2B
cling mang tinh cam xuc nhiéu hon ly tri. Vi vy, Kim khuyén, dé ban
hang thanh céng cho khach hang B2B, ngudi ban hing cin tao anh
hudng tich cuc 1én cdm xuc cua ho theo cac cach nhu sau :

1. Loai bo ndi lo s¢. Ddt minh vao vi tri cia khach

Ngudéi mua hang B2B thuong quyet dinh khong mua hang n3
vi trach nhiém ca nhan Ho lo so bj mit thai gian, cong strc, uy tin va
tham chi ca viéc 1am néu ra quyét dinh sai. Theo mét nghién ciru do to
chirc CEB Marketing ph01 hop thuc hién vai Google, 48% khach hané.
B2B cho biét da tirng mudn mua mot gidi phdp méi nhung ngai noi f
vi nhitng ndi lo s¢g nhu vdy. Ngoai ra, 86% khach hang cam thBY
khéng c6 su khéc biét giira cac nha cung cép hang dau trong viéc givP
ho dat dugc cac muc tleu kinh doanh cua minh. Hodc nhu nghién
cia Gallup da chi ra ring canh tranh v& gia 1a mét chién lugc that ba
Vi vdy, cong ty cén tao ra sy khac biét, truée hét 1a loai bo ndi s¢
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ra khoi tdm tri cta nguoi mua hang, chu trong dén cam xuc cua ho
thay vi nhitng gia tri ciia ban thin sian pham, dich vu hay giai phdp ma

cong ty dang chao ban.
2. Théa min mong doi ciia nguoi mua hang

Khi khach hang B2B cén nhic lua chon mét nha cung cép nao
d6, cong ty déu c6 co hoi dé lam khac biét minh so voi cic dbi thu
canh tranh bing cich chuyén tai dén khach hang nhirng théng diép
phan anh ding nhitng cam xuc tiéu cuc cing nhu tich cuc cua ho.
Khéch hang — ngudi dai dién cuia cong ty mua hang sé co dugc r}hfmg
loi ich gi khi mua hang cia cong ty ? Hay ndi cho khach l‘u‘mg biét lam
thé ndo san phim ciia cong ty co thé givp khach hang vé mét chuyén
mdn, xd hdi, cam xic hay c4 nhin. Ngudi ban hang cén tu hoi ring
khi mua hang cta céng ty, liéu nguodi mua co thé trd thanh mot nha
linh dao tét hon, hodc dugc cic ddng nghiép khen ngoi, hodc cam
thiy vui hon, hay c6 dugc cam gidc thinh cng hon hay khong.

3. D¢ cao gia trj c4 nhan ciia ngudi mua hang trong sudt qua
trinh mua hang bfmg ndi dung

Nghién citu cho thiy 71% ngudi mua hang B2B sé ra quyét
dinh mua hing néu the‘iy duoc gia tri_ca nhin cua minh tir viéclz mua
hang nay. Ngoai ra, 69% nguoi mua hang B2B s& sin sing tra gid cao
hon dé mua hang néu ho nhan thiy viéc ndy lam tang gia trj ca nhap
Cua ho. Kim khuyén, nguai ban hang B2B can phai duy tri dugc su ke’t
ni vé cam xic ndy voi ngudi ra quyét dinh mua ly‘mg t.r ong Su‘Ot qua
trinh mua hang. M6t trong nhirng cach dé lam dicu ndi trén l4 cung
¢dp noi dung cho khich hang. Theo mét khdo sat vcjn chﬂu dc'cac‘xu
hll’érng marketing x3 hoi B2B phéi hop t!lUC hi¢n gan‘ day J Caf hinh
thrc ndi dung hicu qua nhit bao gom vid?o va t}n ‘?0 1}00
(infographics). Ngoai ra, cong ty ban hang c6 thé kha\‘_thf"f cac h"']h
thite ngi dung khac nhu cac nghién cifu tinh hufmg, bai vlet,’bao cao
Nghién ciru, cac podcast (hé théng phn phéi ni dung cho phcp nguoi
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ding ty ddng tai cac ndi dung nhu dir li€u &m thanh va dit liéu video
trén mang Internet) dé tao ra sy két ndi vdi khach hang tiém néng.

4. Chinh phuc c¢dm xuc ciia ngudi mua hang

Béo cao cia CEB dua ra bbn cich sau ddy gitp céc cong ty
B2B khai thac thanh cong yéu tb cam xuc ctia ngudi mua hang dé ting
truong kinh doanh.

5. Tim hiéu muc tiéu va cam xtic c4 nhan ciia khich hang

Ngudi ban hang c6 thé lam diéu nay bing cich quan sat khach
hang & noi lam viéc cia ho aé phat hi¢n ra céc mbi quan ngai, lo ling
cua ho hoic thuc hién cic cudc phong vin goi m& vdi khach hang.
Tao ra nhitng thong diép giip ngudi mua thé hién gi4 trj ca nhan, Hay
tim hiéu ngbn ngit, cac mbi quan tdm cta ngudi mua va sit dung
nhitng phat hién ciia minh dé phac thio ra cac théng diép danh vao
cam xdc cia ngudi mua hang tét nhat. Hay dam bao ring nhing thong
diép gia tri ca nhan c6 thé thic.ddy ngudi mua hang di dén hanh dong.
Hay chia sé nhirng “ndi dau” ma ngudi mua hang dang gip hay nhitng
lgi ich ma ngudi mua hang s& cé dugce khi mua san phém cua cong ty
nhu mot c4 nhan. Ching minh sy hiéu biét, trinh d¢ chuyén mén cua
minh vé g1a1 phap dem dén cho khach hang, chitng minh cho khach
hang thay rang hoat dong cua he dang cé didm nao d6 “chua én” V3
cach tét nhit 13 sir dung giai phap do céng ty dua ra.

Do6ng Duong theo Inc. (DNSGCT)
Cau héi on tip va thdo luin:

1. Nguéi mua hang cho khach hang td chirc ciing 1a céc c4 nhd?
nén ciing chju anh hudng bdi cam xic. Dya vao tinh huéng trén, hay
chirng minh nhan dinh nay.

2. Thao luan vé tim quan trong cta “nhirng tiéu chi danh vao
cam xuc” dé chinh phuc khich hang B2B.

3. Hay tim nhitng tinh huong cua cac cong ty Vigt Nam dé min
hoa cho céc tiéu chi trong tinh hudng nay.
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San pham, dich vu B2B

Hoan thanh chuong nay, ngudi doc cé thé :
O Hiéu duoc san phim/dich vu trong marketing
B2B ciing twong tu nhu marketing B2C.

® Hiéu duoc cac loai san phflm B2B chu yéu la
trang thiét bj lip dit, thiét bi phu trg, linh
kién va nguyén vt liéu d qua ché bién,
nguyén vét liéu thd, hang cung ung thudng
xuyén va dich vu hd trg sin phim va hd tro
kinh doanh. Dic biét 1a biét rd d6 13 nhitng
thir gi cu thé trong thuc té.

© Biét dugc céc tiéu chi dé phan loai san phim
B2B dua vao muc dich mua va sir dung san
phdm, chi phi trong déi va cach ching tham
gia vao quy trinh van hanh. i

O Biét duoc cach thirc quy trinh hoach dinh san
phimv/dich vu gdm c6 7 budc.

© Biét duoc cach thirc quan tri cic san phim
hién c6 va cac ky thudt marketing trong timg
giai doan vong doi cia san pham.
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Sin phim/dich vu B2B

Trén phuong dién marketing, khai mem vé san phim trong
marketing B2B ciing khong ¢ gi khac mAy so voi khai niém da
trinh bay trong marketing tigy dung B2C.

San pham 1a tht ca Nhity, g gi cung cép trén thi truong nhim
théa min nhu ciu va uéc mygp Eua Khach hang.

Ta c6 thé tém luoc khal phim qua mé hinh

bdn cip d6 cua san pham

A ﬂ
niém Ve 52

PHAN
0 BAN

PHAN
THYC TE

Lép dat

Dang goi

SAN PHAM
TIEM NANG

Bdo hanh

PHAN THUDC
TiNH GIA TANG

Hinh 6.1 : ¢, —
. A A cuad .
Phan co ban chl’ra 18; A cap df ¢
cin ban hay nhu ciu cin b, Ua san pham hay dich vy, la gi Ji
du khi di cong tic Xa, ngyg. N ma san pham/dICh vu dap ing- )
dung khach s2'

nha tro. Luc d6 gia tri 16 rh Tta ¢6 nhu cau su
dich vu nay dap tng 1a chd 0.

a tri
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Phén thuc té 1a phin cu thé hay phin vét chit cua san
phdm hay dich vu. Vi néu chi don thuén Ia gia tri 16i nhur vi du
vé chd & thi mét cin nha tro hay mot khach san 5 sao ciing
gibng nhu nhau. Phin niy bao gdm céc yéu td nhu quy cach
déng goi, chit lrong, dic tinh va nhin hiéu hay dich vu. Khéng
¢6 cac yéu té nay san phim hay dich vu chi la céc y tudng.
Khach hang khéng mua cic y tuong ma ho mua phin thyc té cia
sén phain va dich vu. Trong trudmg hop khéch san, d6 Ia cc chi
tiét vé phong ngi nhu : giwdng, ném, chin, nha vé sinh, gia
phong, cac bai tri,... Cic san phdm méi trén thi truong thudng
canh tranh & cip d¢ nay.

Phén thudc tinh gia ting bao gbm céc yéu t6 dich vu nham
gla tang cac gia tri cho khach hang, cac yeu tb nay thuong bao
gom giao hang, lap dat, dich vu sau khi mua, cic hé tro ky
thuat... Muc dich ciia né Ia tao sy khac biét cho san phim va
dich vu nhim ning cao su théa man cua khich hang. Déi véi
khach san c6 thé 1a tra phong mudn, dua dén mién phi tai sin
bay, dit vé may bay, hudng dan du lich, tham quan. Thong
thuong khi sdn phdm buée vao giai -doan truong thanh hay suy
thoai cac cong ty thU’OTlg gia ting thém céc thudc tinh cho sin
Phim va dich vu dé tiép tuc hdp din khach hang.

Tuy nhién cé su chuyén déi mang tinh huong tdm giia cac
Phin thudc tinh gia ting va phin thyc té. Lin dau tién khi nhan
Quoc dich vy dua dén mién phi tai san bay, khach hang s& rét
Vui thich va cho d6 1a mot bt ngo thi vi, nhung & lin thit hai
khi quay lai, ho s& dwong nhién huong thu dich vu dua don nay
Mg khong c6 chiit ngac nhién. Ltic nay gi4 tri gia ting da mit di,
Va chuyén thanh gia tri thyc té hay duong nhién (cai khach hang
'(3' vong). Tinh chit nay lam cho viéc thoa min khach hang ngay
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cang khé khin hon va céc cong ty luén phai sang tao tim toi dé
c6 duoc nhitng gia tri madi cho khach hang.

O chuong 1, ching ta da tién hanh phén loai sin phim
B2B tir trang 31 dén trang 33. O chuong 6 nay, chiing ta vin
tiép tuc sir dung cach phén loai d6. Nghia I ta phan loai céc san
phdm cong nghiép dugc phan thinh cic nhém co ban 14 : thiét bi
ngng (1a thanh phin chinh cua trang thiét bi 13p dat), thiét bi nhe
(1a thanh phén chinh cia thiét bi phu trg), hang cung iing thuong
xuyén, nguyén vat liéu thé, linh kién (b6 phan cau thanh) va
nguyén vat liéu da qua ché bién, va cdc dich vu cong nghiép hé
tro kinh doanh nhung s& minh hoa thuc té chi tiét hon.

1. C4c loai san phim cong ty B2B

Khach hang cong ty 1a nhimg ngudi mua chuyén nghiép
dua trén ly tri. Trach nhiém cong viéc doi hoi ho phai dua ra
quyét dinh mua hop 1y, hféu quéa vé chi phi. Ching han nh,
Kinh D6 4p dung mét quy trinh ra quyét dinh mua bt mi gén
nhu tuong tu quy trinh cua Duc Phat.

San phdm céng nghiép la san pham dwoc mua dé sir dung
nham thyuc hién cong viéc kinh doanh. Do do, khac biét giira mot
san phdm tiéu diing va sin phim céng nghiép 1 dya trén myc¢
dich mua sin phim. Néu mét nguoi tiéu dung mua chiéc mz'})’
cht co dé sir dung tai nh, thi n6 la san phim tiéu dung. N&¥
cling ngudi 46 mua chinh chiéc may cit cé no nhung voi m‘fc
dich tao ra canh quan cho mdt dy an nao d6, thi n6 duong nhic?
tré thanh sén phdm cong nghiép.

Luu y la khi phdn loai san pham cong ty thi ng?fd’(}tz
thuong chu trong dén muc dich mua va s dung san pham g
la nhdn manh dén hanh vi mua cia khdch hang. Chiing 13 €¥
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phdn loai hang héa cong nghiép dua trén chi phi twong doi cia
chung, va cdch chiung tham gia vao quy trinh van hanh. San
phim B2B thuong roi vio mot trong sdu nhém muc dich sir
dung san phdm sau : trang thiét bi ldp dit, thiét bi phu tro, linh
kién va nguyén vét liéu, nguyén vit liéu tho, hang cung tng
thuong xuyén va dich vu cong nghiép hd trg kinh doanh.

Trang thiét bj 15p dat ' (installation)

San phdm dic biét trén thj truong khach hang cong ty
chinh 14 céc trang thiét bi lip dit (installation). Nhém san phim
nay bao gdm céc khoan ddu tu vén lo6n cho nha miy mdi, miy
méc, thiét bi ning (heavy equipment) va hé théng vién thong.
Nhitng chiéc may bay Boeing 787 Dreamliner ma Vietnam
Airlines va Pacific Airlines vira méi mua li trang thiét bj lip dat
cho cac hang hang khéng nay.

Trang thiét bj ldp dat thuéc hang myc vén la san phd'm
thudc nhém cong trinh. Coéng trinh bao gdm nha cura (vdn
phong, cong xudng) va trang thiét bj hang ning (may phat dién,
mdy khoan, mdy tinh 16n, thang mdy). Cong trinh la nhing
khoan muc hé trong. Chiing luén dwoc mua truc tiép tir nha san
xudt véi ddi ngii kinh doanh bao gdm ca nhan vién ky thuat, va
phai trdi qua giai doan thuong lugng kéo dai trudc khi di dén
quyét dinh mua cudi ciing. Nha san xuit phai sin sang thiét ké

! Ban doc hdy luru v 1a ca trang thiét bj lip dat va thiét bi
phu trg thudng duoc xép vao hang muc vén Ia nhiing hang h?a
¢6 tudi.tho dai, phuc vu va hé trg cho qué trinh phat trilén sdn
Phim hodc quan tri san phém hoan chinh, dugc chia thanh hai
nhém : cong trinh va thiét bi.
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theo nhitng dac diém ky thuat cu thé va cung cép dich vu hau
mai. Cong cu quang cao it quan trong hon nhiéu so véi ban hang
ca nhan.

Trang thiét
bi lap dit

.Dich vy_
h(’i_trq‘ sin pham va
ho trg kinh doanh

Linh kién va
nguyen vit ligu di
ché bién

Sin phim
B2B

Hang cung img
thardng xuyén

Thiét bj
phuy trg’

Nguyén vit
ligu th8

Do viéc Iip dit thiét bi thuomg dién ra trong khoang tho’
gian dai va céc giao dich mua thuémg doi hoi dau t lon, 0%
diy la nhirng quyét dinh quan trong ddi vai td chirc. Qua t.rlrl

thwong Iugng c6 thé kéo dai nhiéu thang va cé sy tham gia r2
quyét dinh cia nhiéu ngusi, Bén bén thuong cung cép tr vin K7
thuat chuyén mon di kém véi hang héa hiru hinh. Nhing c608
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ban thiét bi ché tao theo don dit hing thuomg phai lam viéc sat
sao v4i doi ngili k¥ su va nhin vién sin xuit ciia bén mua, dé
thiét ké ra nhitng san phdm mang lai su hai Idng cao nhét c6 thé.

Mic du hai don dit hang mdy bay Airbus 350 XWB gén
ddy cua hai hiang hang khong Vietnam Airlines va Vietjet Air c6
tdng gia tri 1én dén 8 ty do-la, song gid khong phai 1a yéu t6 chi
phdi dén quyét dinh mua trang thiét bi lip dit. Cong ty mua san
phdm nlnr vdy 1a vi hiéu qua va két qua hoat dong ma chiing
mang lai trong thoi gian sir dung. Ngoai ra, cong ty con mudn
qua d6 dé giam thiéu nguy co hong héc. Thoi gian gidn doan do
tinh trang hong héc gy thiét hai ndng vé chi phi, vi cong ty van
phdi trd lrong cho nhén vién trong khi cho stra chira. Cc‘mg; ty
ciing c6 thé mét khich hang trong thoi gian gian doan; .Chfng
han, trong trudng hop nay, hanh khich c6 thé chon bay‘vc’n ha,ng
hang khéong khac. Trang thiét bi I5p dat la khoan myc dau tu lon,
thuong duoc thiét ké, sin xuét riéng cho nguoi mua. Viéc dao
tao d& nhdn vién phia khach hang van hanh thiét bi ding cégh,
cling véi dich vu hiu mai tuong xing ciing 12 mot phén cua giao
dich mua ban B2B. Do dé, nguoi lam marketing c4c hé th?ng
nay thudng tap trung nd luc xic tién vio viéc tuyén dung nhimg
dai dién ban hang duoc dio tao chuyén nghiép, co kié‘n thirc nén
ting vé ky thuat. Hoat dong quang cdo, néu dU'Q? su (‘iunghse
chi trong vao danh tiéng cia cong ty, va huéng khach hang tiem
hing lién hé véi nhén vién ban hang phy trdch khu vire.

Hiu hét trang thiét bj 1ip dat duoc marketing truc tiep t?tl
hguoi diing. Ngay ca nhiing giao dich mua bén chi diep ra mo
l&n duy nhat cing doi hoi sy lién hé thuong xuyén, nham cung
®4p cac dich vu bao tri thuémg xuyén cho san PPa“.’- Mf:’t s0 nha
Sdn xuit chudng hinh thirc cho khach hang thué lai nhitng trang
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thiét bi dit tién, thay vi ban hin thiét bi d6, va ho s& cir nhin
vién lam viéc truc ti€p tai co sd ctia bén thué dé van hanh hoic
béo tri thiét bi.

Thiét bj phu tro (accessary equipment)

Thiét bi phu tro thudc hang muc vén bao gém thiét bj nha
xudng c6 thé di chuyén duoc, cong cu dung cu (dung cu cém
tay, xe ning hang) va thiét bi vin phong (may tinh ca nhan, ban
ghé...) Nhiing loai thiét bi nay khong tr& thanh mot phan cua
mot san phém hoan chinh. Ching c6 tudi tho ngén hon cong
trinh nhung dai hon hang cung ung thudng xuyén. Mic di mot
sé nha san xudt thiét bi ciing ban hang trc tiép nhung thuons
thi ho théng qua trung gian nhiéu hon vi thi trudng bi phan ta0
vé mit dia ly, sb luong ngudi mua rt 10n va gia tri don dat lllfiﬂg‘
thi nho. Chét lugng, tinh ning, gia ca va dich vu la nhitng yeu t0
quan trong. POi ngil ban. hang c6 xu hudng quan trong hon
quang céo, mic du quang cdo c6 thé dugc sir dung higu qua hor

Viéc mua cac thiét bi phu trg (accessory equipment) ha)f
thiét bi nhe (light equipment) - nhitng hang muc vdn co chi,Ph?
thip hon va ton tai trong thoi gian ngén hon, so vdi trang thiét‘b_!
lip dat - thuong c6 su tham gia ra quyét dinh cia rat it n’g'lfd,'i
Mic du chit luong va dich vu c6 dnh hudng quan trong do an
viéc mua thiét bj phu trg, song gid c6 thé tic dong dang ke de .
nhiing quyét dinh nay. Thiét bi phu trg g61n cac san pham “ .
may cong cu, may tinh, dién thoai thong minh va dién tho#!
dong... Méc du nhom san phim nay vin dugc coi la khO'lej m; i
diu tu vén va ngudi mua khiu trir chi phi sau mot vai nami‘u
dung, song tudi tho hitu dung cua chL’l’ng thlrr(‘mg ngin hon
so v&i tudi tho hitu dung ciia trang thiét bi lap dat. o

Hoat dong marketing cho nhom san phdm nay dot ho!
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dai dién va lam viéc lién tuc véi cic khach hang phén tan & khip
noi. Dé ddi pho véi cic dic diém nay cia thi truong, cong ty co
thé sir dung mot nha ban budn, hay thuong goi 1a nha phén phéi
cong nghiép (industrial distributor), lam vi€c vé khich hang
tiém ning trong pham vi khu vuc thi truong cua anh ta. Khich
hang thuong khong doi hoi hd tro ki thudt, va nha sin xuét thiét
bi phu tro cé thé phén ph01 san pham hiéu qua qua nha ban
buén. Quang cdo la thanh phin quan trong trong td hop
marketing cho thiét bi phu tro.

Linh ki¢n va nguyén vit ligu da qua ché bién

Nguyén vit liéu va linh kién gom hai danh muc : nguyén
vit liéu thanh phin hay da qua ché bién (sit, soi, xi mdng, day
klm loai...) va linh kién thanh phan (mo _to nho, 16p xe, khuon

) Nguycn vdt liéu di qua ché bién (processed marterlals)
duorc ding dé ché bién ra cic san phim khic - gang dung dé sin
xuit ra thép, soi ding d& dét quan 40. Ban chat duoc tiéu chuén
héa cua nguyén vt lleu thanh phan lam cho gi4 ca va do dang
tin cdy ctia nha cung cép tré thanh yeu t& quyét dinh.

Nguyén vat liéu va linh kzen la hang héa tham gia vao
toan b quy trinh san xudt. Linh kién (hay b6 phén cdu thanh)
tham gia vao san pham hoan chinh ma khong phai thay dbi g1
thém, thi du nhu mé-to loai nho dugc lp vao mdy hut bui, Io;z
Xe duogc lap vao 6 to. Da sb nguyén vt liéu va linh kién s;m lxu\il
duge ban thang cho nguoi diing cong nghiép. Gia cahvzli o ic 1xa
la cac yéu t marketing co ban can cén nhic, trong khi khau xay

dung nhin hiéu va quang cdo thuong it quan trong hon.
Trong khi khach hang cong ty sir dung trang thiét bi lap

dat va thiét b phu trg cho qud trinh san xuit thznh }i}elfllanl) tll;:
linh kién va nguyén vét liéu (component parts an ma :
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1a nhitng thanh phém ctia mot nha san xuit, dugc sir dung lam
thanh phén tao nén san phdm cudi ciing ciia nha san xuét khac.
Mot sb nguyén vt liéu - vi du, bt mi - phai dugc ché bién k¥
cang trudc khi tré thanh nguyén liéu cho cac thanh phim khac.
Vai sgi, bot gidy, héa chét ciing 13 nhitng vi du vé linh kién va
nguyén vit liéu. Bose cung cip dan 4m thanh sang trong cho cac
nha san xuit xe Audi, Infiniti, Cadillac va Ferrari. P6i ngi
marketing ciia cac nha san xuit xe hoi nay tin rang hé thong cua
Bose 1a su két hop hoan hao giita hé théng 4m thanh cao cép va
nhitng miu xe hang diu cia minh, khi so sanh chit luong cua
din 4m thanh Bose v&i chit luong cia nhitng chiéc xe.

Nguoi mua linh kién va nguyén vét lidu cin ngudn cung
ting san phim c6 chét lugng dong nhét thirdng xuyén va lién tuc.
Ho thuong ky hop déng mua san phim nay trong khoang thoi
gian xac dinh. Céng ty thudng chii trong ban hang truc tiép, coP
khach hang hai 1ong thudng tré thanh ngudi mua thudng xuyén-
D6i khi, nha ban budn cé thé cung cp sin phim thay thé tam
thoi va xtr ly giao dich ban hang vdi nhirng khach hang nho.

Nguyén vét liéu thd (raw material)

Céc loai ndng sin nhu thit bo, sgi béng, trimg, sira, thit 8%
cAm, sita d4u nanh v céc loai tai nguyén thién nhién nhu tha”
da, dong, quing sit va gd xé l1a nguyén vat liéu thd (faﬁw
materials). Nhiing sin phdm nay giéng véi linh kién va nguy®”
vat liéu - nhém san phim duoc sir dung lam thanh phin cho Sac
phim cudi ciing & ch3, ching ciing 13 nhimg thanh phén dl{‘fu
mua vé dé tao ra thanh phim. Cargill Viét Nam cung cap ﬂhlfc
loai nguyén Vit liéu tho dé san xuét thyc phim - nhu ngll 00
kho, bot mi, tinh bot, ddu va chét tao do xbp, chit 1am ﬂg‘;éf
protein ddu nanh, thit b va thit lon. Sau do, céc cong ty ©
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bién thuc phdm s& mua vé va bién cic nguyén vat liéu nay thanh
sén pham hoan thién nhu bénh ngot va banh mi.

N6i chung, nguyén vét liéu thé dugc chia lam hai nhém
chinh : néng san (b6t mi, bong, gia stc gia cim, rau ci qua...)
va san pham tir nhién (c4, gd, diu thé, quing kim loai...). Néng
san dugc cung cép boi nhidu nha sin xudt, nhitng ngudi nay
chuyén chung cho céc trung gian marketing dé ho cung cip dich
vu phdn loai, luu kho, van chuyén va ban hing. Ban chit dé
hong va mang tinh mda vu doi hoi cac phuong phap marketing
dic bi€t, trong khi dic tinh hang héa thong thucmg cua chung lai
din dén cac hoat dfng quing cdo va xic tién tuong dbi it oi,
mdc du ciling c6 vai ngoai 16. Thi thoang, cac nhém hang hoa
thong thudng duoc tung ra qua céc chlen dich quang ba san
phdm - ci chua, bo va thit bo. M6t s6 nha san sut ciing xay
dung nhén hiéu cho san phim nhr — cam X4 Doai, nhdn Hung
Yén va budi Bién Hoa, véi thiéu Luc Ngan, su riéng Cai Mon.

Cdc sdn phdm t nhién thuong co nguo“n cung gioi han.
Chung co trong tai 16n va gia tri don vi thip, phai dugc van
chuyén tir nha san xut t¢i ngudi ding. Céc nha san xuét Iom
thuong marketing truc tiép véi khich hang cong nghiép. Vi
ngudi dung phu thude vio nhitng nguyén vat liéu nay nén hai
bén thuong ky két hop dong cung ung. Tinh déng nhat cua
nguyen vét liéu tu nhién khién cac hoat dong tao ra nhu ciu bi
han ché. Gid ca va uy tin giao hang hai yéu t6 chu dao tic
dong dén viéc Iya chon nha cung cép.

Hau hét nguyén vat liéu tho déu dugc phin cip theo
nhiing tiéu chi nhét dinh, nhdm dam béo ngum mua nhén dugc
s$dn pham chuin hoa c6 chit lwong déng nhét. Tuong tu nhu
linh kién va nguyén vit liéu, ngudi bén thudng marketing
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nguyén vt liéu thé truc tiép t&i td chirc mua hang. Hién nay, cic
nha ban budn ngay cang tham gia nhi€u hon vao qua trinh thu
mua nguyén vat liéu thé tir cac nha cung cap nudc ngoai.

Gia hiém khi 1a yéu t6 quyét dinh trong giao dich mua
nguyén vt liéu thd badi vi chi phi thuong dugc xac 1ap tai thi
trudng trung tam, xac dinh céc giao dich hiu nhu gidng hét nhau
giita cic cong ty ban hang canh tranh. Khach hang mua nguyén
vit liéu thé tir cong ty ma ho coi 1a c6 khd ndng dap ung tbt nhat
sb luong va chét hrong dugc yéu cau.

Hang cung ung thudong xuyén (supplies)

Néu trang thiét bi lip dit 1a san phim dic biét trén thi
truomg khach hang cdng ty, thi cdc mit hang cung ung thuong
xuyén dé phuc vu hoat dong chinh 14 sin phidm tién ich. Hang
cung tng thuong xuyén (supplies) 1a nhiing khoan muc chi tiéu
thong thudng ma cong ty phai ganh chiu khi tién hanh hoat dong
hang ngay. Nhirng khoan muc nay khong nim trong thanh pham
cua cong ty mua hang.

Hang cung (ng thuong xuyén con dugc goi la hang muc¢
cung g MRO (MRO item) vi ching thugc mot trong ba nhom
sau : (1) vat tu bao tri (maintenance item) nhu chdi, may loc V2
bong dén; (2) thiét bi sira chira (repair item) nhu chi tiét, linD
kién dé sua chira thiét bi; va (3) vat tu phuc vu hoat d@nﬁ
(operating supplies) nhu giéy in va hop muc, pin chudt va bl‘lt
viét. Hang Office Max tai Viét Nam cung cép tit ca cac m?c
hang cung Ung thuong xuyén cho cac cong ty tir nho téi 10D Ca;

C LA Y \ ~ 2 2+ 4 10
cong ty cO thé mua moi thtr, tir gidy va nhan ho so, tu dun‘gi "
a1 1%

s, hé thong thip sang, may tinh va mdy photocopy. I:IgO ! pé
hing ciing cung cap dich vu in an va dong gay, biéu mau €0

tai vé tir mang Intemnet.
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Viéc mua trang thiét bi vin hanh 13 trach nhiém hang ngay
cua gidm doc thu mua. Nha ban budn thuéng tham gia hé trg cac
gia'o dich hang cung @ng thudng xuyén vi ddy 1a nhitng san
phdm c¢ gia thanh thdp, quy m6 don hang nho va nhiéu khéch
hang tiém nidng. Vi hang cung ung thuong xuyén tuong dbi
chudn héa nén sy canh tranh vé gi4 rat khdc liét thudng bude
cong ty cung cép phai kiém soat chit ché chi phi. Tuy nhién,
cong ty mua hang thuong bo rat it thoi gian cho cac quyét dinh
lifén quan dén nhiing sin phim nay. Viéc mua hang thuong chi
Cfl{l tién hanh dit hang don gidn qua dién thoai, qua web hodc h¢
théng EDI, hoic mua hing thudng xuyén tir nhan vién ban hang
cua nha ban buén tai dia phuong.

Dich vy hd trg san phim I gi ?

Trong céc nganh san xudt sin pham vat chit, c6 nhiéu
cong ty mudn chi dong cung itng céc dich vu cho khach hang
ctia minh. Nhu céc nha sin xuét trang thiét~bi, may Vﬁn’phc‘)ng,
mdy tinh,... déu phai ddm bao dich vu ho trg san pham cho
ngudi mua. Ngay ca khi sin pham ciia ho thuc su tot, nhung néu
ho 1im dich vu hd trg cho sin phim'dé khong tot, thi van kh6 c6

thé tao ra lgi thé canh tranh. Con néu cong ty dim béo tot dich

vu hé tro sin phim thi c6 thé kiém dugc nhiéu loi nhuan.

ro nhu cau cua khach ’hz‘mg mot cach
than trong khi thiét ké san phdm ciing nhur h¢ thong dich vu ho
trg san phdm. Khach hang thuong quan tdm dénA ba yéu Fo ; Tlfzr
nhdt, tin sudt hong héc, tuc la so lan san pf'lam Ablihonhg h?c
trong mot thoi gian nhit dinh. DO la ?6 do n‘n.rc _do tm‘cay C.lfa
san phdm. Thit hai, thoi gian ngimg v1é?. Thot gian ngung vice
Cang lau thi chi phi cua ngudi sur dung cang cao. Tfftl’ {Da, chi p}]l
bao tri va sira chita qua cao o6 thé lam ting chi phi su dung san

Céc cong ty can hiéu
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phim. Mot ngudi mua khon ngoan sé xem xét tit ca cac yéu tb
d6 khi lya chon nguoi ban va san phim ciia ho. Ngudi mua sé
udc tinh gia tron doi du kién cta san phim d6. Gia tron doi dur
kién ciia mot san phdm 1a gia mua céng véi chi phi bdo tri va
sira chifa da chiét khiu trir di gid tri tdn dung da chiét khiu. Nhu
viy, tim quan trong ciia do tin cdy ctia san phim, do tin cdy cia
dich vu va viéc bao tri s€ tuy theo san phém khac nhau va nguoi
sir dung san pham dé.

Ngoai ra, nha san xuét phai tim hiéu xem khach hang coi
trong dich vu nao nhét va tim quan trong tuong dbi cua cac dich
vu d6. Pbi voi véi nhitng thiét bj dit tién, nha san xuit con phai
dam bao ca nhitng dich vu h tro nhu lip dit thiét bi, hudn luyén
ngLrorl su dung, cac dich vy bao tri, stra chita va tai trg. Céc cong
ty cin ]en ké hoach chung vé thiét ké san phim va nhiing quyﬁt
dinh vé danh muc dich vu h‘o tro cho khach hang.

Ngudi ban phai dam bao trach nhiém phap ly thuc hién
nhitng mong doi ctia khach hing bing céch dua cho ngugi mud
phiéu bao hanh v6i ham y rfmg ngudi ban chiu trich nhiém thu©
hién viéc bao hanh sian phim cho khich hang mét cach duong
nhién theo cong ndng cla san phim nhu sir dung dugc, an toan
va s& co tudi tho hop ly, hay dam bdo vdi khach hang tinh Phu
hop ctia san phdm véi mot muc dich sur dung nhét dinh. NhiéV
cong ty con dam bdo ca diéu kién c6 thé tra lai san pham, néV
nhitng loi ich ma san phdm dem lai khéng 1am khach hang tho
man. Viéc dam bao tra lai san phim 12 mdt cong cu quan troné
nhim tiéu thu san phim.

h
Khi quyet dinh dua ra nhitng dam bao déc biét, voi “n
cach la mot cong cu marketing, cong ty phai cin nhic giai ql:)y
mét sb vin dé : su dam bao d6 phai lam cho san phim cua ¢
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ty khac vai san phém cua dbi thi canh tranh; sy dam bao phai cé
suc thuyét phuc va hép din; su ddm bao phai kh?lng dinh r6 rang
cach thitc giai quyét nhitng truc tric c6 thé xdy ra nhu stra chira,
thay thé, dbi lai hay hoan lai tién cho khach hang.

Cubi ciing, nha san xuit phai quyét dinh xem minh mudn
dim bao dich vu sau khi ban cho khach hang nhu thé nao, trong
d6 c6 dich vu bao tri va sua chita, dich vu hudn luyén nguoi sir
dung,... Ho ¢ bdn c4ch dé lua chon :

Nha san xuét c6 thé cung tng nhitng dich vu nay thoéng
qua mdt bd phan phuc vu khach hang clia minh. Ly do cua viéc
lra chon nay c6 thé 1a do nha san xuét muén theo dbi nhirng van
d& nay sinh trong qué trinh sir dung nhirng thiét bi do minh san
xudt, hay cho rang viéc huin luyén cho nhitng nguoi khac vua
ton kém vira mét thdi gian, hodc nira ho cam thiy ring co thé
kiém 101 nhiéu hon néu tu minh kinh doanh phy tung thay the va
dich vu cho khach hang. Trong truong hop thit ba nay, nha sin
xudt s& dinh gié ban thit bi thip, dé rdi bix lai s& tinh gid cao
cho cic phu ting thay thé va dich vu, Viéc ndy khong phai bao
gid ciing thanh cong, vi ngay ca khi ho la nguc‘ri~duy nhéf ctlng
cép phuy tiing thay thé cho thiét bi ciia minh tpi van c6 kha nfmg
xudt hién nhirng déi thi canh tranh sin xuat nhitng [?hl.l tl‘mg
thay thé cling loai hay tuong tur rdi ban ching cho khéach hang
hay nhitng ngudi trung gian véi gid thip hon.

Nha sin xudt c6 thé thoa thudn voi cdc trung gian phan
Phéi va cac dai ly duoc ty quyén dé ho cung l’rnAg “h‘mg‘ dich vu
Ny, Nha sin xuit s& kiém 10 trong viéc cung ¢2p phu tung th?y
thé va danh viéc kinh doanh dich Vi cho cdc tmn% gla}] p}im
Phéi va dai 1y vi ho gin véi khach hang hom, hoat dong & nhicu

01 hon va c6 thé cung (ng dich Vi nhanh hon.
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Nha san xuit cé thé dé cho cac cong ty chuyén cung Ung
dich vu déc ldp dam nhdn nhitng dich vu sau khi ban hang. pé
thanh céng trong viéc phuc vu khach hang, nhitng ngudi cung
rng dich vu ddc lap thuong ldy gi4 thip hon va cb ging phuc vu
nhanh hon nhitng nha san xut va dai ly dwoc iy quyén.

Nha san xudt c6 thé dé cho khach hang tu phuc vu nhitng
thiét bi cia ho sau khi mua va trong sudt qua trinh st dung
nhitng thiét bi d6. Nhitng khach hang 16n cin quy md phuc vu
16m c6 thé cho ring néu ho co luc lugng dich vu riéng thi viéc
phuc vu s& chi déng, dép Ung yéu cdu nhanh hon va it tén kém
hon. Ho thuémg doi hoi cac nha sn xudt ban gia thip hon vi ho
s& tw dam nhén cac dich vu cua minh.

Dich vu hb trg sin phim (product support services)

Céac cong ty Viét Nam thuong cé théi quen ty lam 14y hét
moi viéc nén con xem nhe dich vu hé trg. Mat khéc, dich vu ho
trg cua cac céng ty Viét Nam con thiéu tinh chuyén nghiép va
khong sat véi nhu cdu cia khach hang. Dich vy h trg 13 nhiing
dich vu phi tai chinh bao gom : dich vu tu van, dao tao, hé trg
ky thudt, cung cip thong tin, chuyén giao cong nghé, marketing,
thiét ké bao bi, dich vu tin hoc...

Céc dich vu di kém véi cac san phém thuong dugc hiéu 12
cac dich vu hé trg san phdm (product support). Khi mua hang,
cac khach hang cong nghiép thuong ky vong vao mét mic do
nao d6 vé& dich vu sau khi mua. Céc dich vy ndy s€ lam tdng do
thoa man cua khéch hang, né bao gbm huémg din s dung
churong trinh bao hanh, thay thé thiét bi, hd trg ki thuat, dao t?O
k¢ thudt cho nhén vién cia khach hang, cho muon may mo¢
trong khi c4c sin pham dang sia chifa. ..
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Céc dich vu hd tro c6 thé di kém véi moi loai san phim,
tat nhién vdi céc hinh thic va mic do khic nhau. Vi du, cic
dich vu hé tro déi véi cac san phdm 14 thiét bi ning thi s& khac
hin véi cac dich vu cin cé khi ban céc‘sén phim MRO. Pidu
nay khéng c6 nghia la dbi vdi cdc san pham MRO thi dich vy h3
tro khong quan trong ma chi c6 nghia 12 né & duéi nhitng hinh
thai khac nhau.

Cac dich vu hé trg phai dugc xem la trach nhiém cua bo
phan markefing boi vi n6 anh huong dén su théa‘mﬁn cua khach
hang va s& c6 anh hudng truc ti€p d‘?“ qu_an l}é la”\‘ dn Cﬁ'a C(?ﬂg
ty cling nhu hinh anh cua cong ty doi vc'J_rl’ khach hang. Cac dich
vu hd tro con déng vai tro 16m trong chién lugc tao ra sur khac
biét v&i cac san phim cua d6i thu canh tranh.

Dich vu khach hang 1a mot yéu tb khic cia quyét dinh san
phim. San pﬁém cla cong ty thudng bao géf" mot so d{Ch v ho
trg - ¢6 thé gop phin nhé hogc lon trong toan b? g01 san pham.
O day, s& ban vé cac dich vu gia ting cho san pham thyc thy.

Dich vu h3 tro 1a mt phdn quan trong trong toan bg tri
nghiém nhan higu ci khich hing. Vi &, rung tim thuang mo
cao cép Vincom biét ring marketing tot khong chi dung lai ¢

viéc tao ra giao dich. Viéc mang lai mfmAWC; cho k{,’f‘mh ha;%
sau khi ho mua hang méi Ia chia khéa dé xay dung mot quan hé
' trién 16n manh 1a nhé cac cau

l‘\ ~ ~ h M ,t
bén viing, lau dai. Vincom phd n man cac ca
chuyén vé nghia cti trong dich vu hiu mai, chang han viéc nhan

vién dén giao don hang tai tin dia chi ,Cf’a khach l~1ang. \ '
Budc diu tién trong Vviéc thi‘?t,ké ‘d'!Ch. vu ho.tr(_r la kl.]?o sa.t
khach hang theo dinh ky dé uér.c d;nAh g1a tr} cua dlc!], v1_}11:hui3n tal,
tiép thu y kién cho dich va méi. Mot khi da danh gia ¢ a}‘) uong
cac dich vu khach hang khac nhau, cong ty co the khac phuc cac
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vin dé va ting thém dich vu dé vira 1am vui long khéach hang,
vira thu lgi nhudn cho céng ty.

Nhiéu cong ty hién dang sir dung két hop nhiéu cong nghé
phirc tap gém dién thoai, thur dién tir, fax, Internet, va giong noi,
dir liéu tuong tac dé cung cép cac dich vu hd tro trudc diy
khong thé c6. Vi du, Phong Phii Computer, mét nhin hiéu hang
diu Viét Nam dem dén mét loat dich vu ban hang va hau mai rit
hoan chinh. Ho cam két ring “PP Total Care - chuyén gia trg
giip cho may tinh ctia ban & moi giai doan. Tir lic Iwa chon, lap
cdu hinh, bao quan, diéu chinh ning cip - cho dén ca khi tai
ché.” Khach hang c6 thé nhip vao cong thong tin dich vu PP
Total Care - noi cung Ung cac tai nguyén truc tuyén cho sin
phim PP va hb tro ky thuat 24/7, gitip khach hang tiép can thong
qua thu dién tir, chat truc tuyén tirc thoi, hodc dién thoai.

Dich vu hé trg kinh doanh

Dich vu kinh doanil cu thé thuong théy 1a dich vu béo tri,
bao dudng va sira chita, thi du nhu lau kinh nha cao téng, lau
cira sb, sira chira mdy in, mdy phit dién, may photocopy,...
Ngodi ra, dich vu hé trg kinh doanh c6 thé 1a cac dich vu v
hinh ma cong ty thué dé hé trg qua trinh sén xudt va hoat dong.
Vi du vé dich vu hd trg kinh doanh gbm dich vu tai chinh, dlCh
vu thué va cho thué thiét bi, xe cg, bio hiém, an ninh, cb van
phap Iy va tu vin. Nhu di dé cép O phan trudc, nhiéu nha cung
cép dich vu - vi dy, dién thoai, gas, dién - thuorng ban dong thai
cho ca khach hang ca nhén va khach hang td chirc, tuy nhién ho
duy tri hai by phin marketing riéng cho hai phéan khiic khach
hang nay.

Cic tb chirc ciing mua nhiéu dich vu b sung hé tro hoat
déng, tuy nhién d6 khéng nhat thidt phai 14 thanh phan cua thanh
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phin tao nén san phim. Néu cong ty ciia ban trang bi may chu
TrueConfServer, ban c6 thé lién két cdc ca nhan trong cong ty
tham gia hdi thao truc tuyén. Dich vu nay két hop cong nghé
thoai, dit liéu va video trén cling mdt mang ludi, cho phép nguoi
tham du hoi thao phdi hop tuong tic vdi nhau. Trén VTV ban

thuorng thay thu tuong hay céc bd hop truc truyen ban thao
nhiéu vin dé vai tit ca cdc tinh thanh ma khong cin phai c6 mit

¢ Ha N6i1. Hinh thirc hop truc tuyen nay kha phd bién & cdc cong
ty c6 chi nhanh khép ca nudc.

Gié c6 thé anh hudng lom dén quyét dinh mua dich vu hd
trg kinh doanh. Cong ty mua hang phai quyet dinh nén mua dich
vu hay tu cung cép dich vu. Quyét dinh nay phu_ thudc vao tén
Suat stir dung dich vu va kién thirc chuyén biét cin co dé cung

cdp dich vu. Trong trudng hop str dung dich vu phan mém
TrueServer, ciac cong ty co thé quyet dinh 13y khoalll) tle;] kle}r]n
chi phi di lai cho céc thanh vién tham du cudc hop bu cho chi

phi st dung dich vu va cho chi phi lap dat ll:lllay hChu
TrueConfServer. Ngoai ra, dich vu nay cling mang lai kha nhiéu

tién ich khac.

Qua trinh ra quyet din
theo loai hinh dich vu ho tr

h mua cO s¥ khéc biét dng ké tiy
¢ kinh doanh. Cong ty co thé thué

dich vu lam sach kinh cao ¢ van phong bang l:ot quyh (t)r:t)g (()i:n
gian va déu din, tuong tu nhur Khi mua vat tu phuc vu g

h vu nhu tu vin ky thuat
dinh mua mot dic
Zﬁ:;%f] {g{l jgy;to, ;:ucmg s& doi hoi nhing phan tich phuc tap

kéo dai, tuong tu nhu hoat
\2 udc dam phan
d?)ncgo r:fac;azl;u?}ﬁei bi lap dat. Tinh chit da dang nay cua tb

hop marketing cho dnch vu kinh doanh va céc san phim cong

ng 6.1.
hghiép khac dugc tom tit trong Bang
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O phén trén ta di phan loai sin phim cong ty theo muc
dich mua va s dung san pham, theo chi phi twong déi cua
chihg, va cdch ching tham gia vao quy trinh vdn hanh. Tuy
nhién & Bang 6.3, chung ta lai chi ra céch phan loai sin phim v
dich vu cbng nghiép theo mirc do tiéu chudn hay cd thé héa cua
ching. Khi d6 trong khi quyét dinh vé san phdm céng ty s&
quyét dinh nén chao ban san phém/dich vu voi muc do tiéu
chuén nhir thé nio.

Thong thucmg, cac cong ty khong chi san xuit hay cung
cép mét san phim hay dich vu duy nhit, ho thuong cung cép
mot ho hay dong san phim hay dich vu. Sw da dang cua san
phim va dich vu h trg cho viéc marketing chinh nhiing san
phim va dich vu dé.

Chién Iwoc sin phdm trong marketing B2B

Chién lugc sin pham lién quan dén nhiéu vin dé nhu : xdc
dinh chinh sdch san pham, muc tzeu cu thé ciia san pham, loai
san pham va dich vu sé phdt trién, duy tri va quan tri cac dong
san pham hién tai, cdc loai hinh dich vy hé tro san phdm nhu
bao hanh, bio tri, hé trg ky thuat. Nhimg chi tiét nay chiing ta sé
xem xét ky & cac phin tiép theo trong chuong nay.

TAm quan trong ciia hoach dinh chién lwgc sin phim
Canh tranh gia ting. Canh tranh ngay cang khbc liét trén

moi phuong dién, cic cong ty khong chi dbi ddu véi dbi thu
trong nmurée ma con déi ddu véi cac ddi thu trén toan thé gidi.

Nhu cdu c6 nguén goc. Nhu cau nguoi tiéu dung thay déi
rat nhanh chéng, do vay nhu cdu cia cic khach hang t& chic
cing s€ thay dbi theo.dé dap umg nhu cdu ngudi tiéu dung.
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Tinh phuc tap cua viéc mua hang tang cao. Khach hang
ngay cang kho tinh va ung dung céc ky thudt va céng nghé méi
dé danh gia nhiing nha cung cip. Ho v6i nhitng triét ly kinh
doanh, quan tri méi nhu JIT di lam thay d6i hoan todn thyc tién
mua hang cong nghiép.

Yéu cdu vé tiét kiém lao dong. Cac cong ty B2B ngly cang
huéng dén viéc giam quy mé, do vy ho rit nhay cam vdi chi
phi lao dong. Cac mdy moc, ddy chuyén cong nghé tiét kiém lao
déng ngay cang duoc ua chudng.

Yéu cdu vé tiét kiém ndng leong. Céc cudc khing hoang
vé ning luong di lam ting yéu clu cia khach hang vé viéc giam
dinh mirc nang lugng.

Thiét hai do san phdm that bai. Ty 1¢ thdt bai cua san
phim uéc 30 - 40%, san pham thét bai c6 nghia Ia tén thét vé
chi ph1 ddu tu tir viéc tim kiém, nghién cim, thu nghiém, dén
viéc ddu tu may méc thiét bi, nha xudng dé sin xudt.

Trén day ta da diém qua mot vai thuc trang cua thi trudng
ma thong qua vai tro cua hoach dinh chién luge san phim c6 thé
giam thiéu nhitng riii ro nay.

Ly do thanh céng va thit bai cia san phim cong
nghiép

Cic yéu té gép phin vao thanh cdng ciia sin pham :

Tim 101 gidi cho cdu hoi trén Ia diéu ma céc nha nghi€?
cliru marketmg, cac hoc gia rt quan tam. Nhiéu nghlen cuu
dugc tién hanh, cdu tra 101 chua hoan toan théng nhit nhung !

trung thong nhét trén miy nguyén nhin chinh nhu sau :
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San phdm c6 tinh canh tranh cao trén phuong dién dap
ung tot hon nhu cau cua khach hang, cung cép céc ti€n ich quan
trong-va doc dao cho khach hang.

Céng ty c6 kha ning marketing cao.

Cong ty c6 cong nghé cao va kha nang chuyén siu vé san
Xuat.

Thi truong muc tiéu rd rang, nhu ciu cua khach hang duogc
hiéu ré trude khi gidi thiéu san pham.

Péi véi dich vu

C6 kha ning marketing tOt va hiéu biét khach hang.

Dich vu déy tinh sang tao va chat lugng cao.

Déc dao dbi véi khach hang.

Phu hop véi ning luc va danh tiéng cua cong ty.

Thi trudmg c6 tbe d6 phét trién cao.
d x L]
Cic yéu tb gy ra thit bai cia san pham :
Twong tu nhir viéc nghién ciu’cac yeu t6 thanh cong, cac

nha nghién ctru ciing khong hoan toan théng nhit véi nhau vé
nguyén nhan chinh gdy nén that bai ciia cdc san phim, tuy vy
ho ddng ¥ trén nhitng diém co ban sau -

Cong ty khong <6 dit nang lwc marketing, khong c6 lgi thé
canh tranh cin thiét, khong ¢6 hiéu biét vé thi truong.

ich hang bét ctr loi ich
ang lai cho khach hang bat cu
San phim Knde san pham ctia d6i tha canh tranh.

quan trong nao khi so sanh voi
Tham chngco nhitng san phdm khong dap (ng yéu cdu k¥ thudt

Cia khach hang.
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Thiéu céc nd luc marketing khi gigi thi€u san phém ra thi
tromg, hay nhirng nd luc nay khong dugc diéu khién tdt.

San phim c6 cac khiém khuyét vé cong nghé va thiét ké.

Gia qua cao.

Poi véi dich vu :

Thi truong muc ti€u khéng rd.

Khéng cé quy trinh phat trién dich vu méi.

Thiéu hé théng thong tin ndi bd va thiéu sy tham dy cua
nhin vién truc ti€p cung cap dich vu trong quy trinh phat trién
dich vu.

Thiéu thir nghiém trudc khi tung ra thi trudng.

Qué phu thudc vdo cdc kénh trung gian trong viéc cung
cép dich vu. .

Thiéu chi phi diéu khién.

Khéng c6 kha ning duy tri siic canh tranh khi canh tranh
gia tang.

Quy trinh hoach dinh sin phim/dich vu

Quy trinh gém c6 7 budc, dugc xay dung trén nguyén tac
chon loc. C6 nghia 14 nhitng y tuong, ké hoach khéng tot s€ bt
loai. Chi c6 nhitng y tudng, ké hoach qua hét 7 budc mdi dug®
chip nhén.

Phat sinh y twéng — Idea generation ’

4 X 0y ’ - A hd A at

Vén dé quan trong trong quy trinh phat trién sin pham b :
ngudn tir cac ¥ tuong. Mot cong ty s€ suy thoai néu né thict
ngudn sinh luc 14 cac y tuong moi.
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Nha cung
cap

pai thil
canh tranh

NOi bd
nhan vién

Phét sinh § lui;,.lg

Trién 13m, hdi
trg

Marketing
true luyén

Kénh trung gian

Nhan vién ban
hang trye tigp

Hinh 6.4 : Nguﬁn y tlr6’ng sin phim/dich vu méi.

Chuyén gia

A o v - > > A . )
Nguon cua cac y tuéng sin pham/dich vu moi

Cé rat nhiéu ngu&n cho cdc ¥ twong méi. Cac ngudn nay
c6 thé tir bén trong hay tir bén ngoai cong ty. Bén trong cdng ty
cac y tuomg c6 thé xuét phat tir bd phin R&D, nhén vién ban
hang, cac nha quan trj cao cép... Mit khac, cac thanh vién cua
kénh phén phéi, khach hang, ddi tha canh tranh 12 nhﬁ'ng,nguc‘”m
y tuong bén ngoai rit c6 gia tri cho viéc phit trién san
phdm/dich vu méi ciia cong ty.



Chuong 6 : San pham, dich vu B2B. 363

Khuyén khich phat trién cic y tuéng
- Mic du ngudn y tudng rit phong phii nhung thudng thi
phai c¢6 mdt co ché, hay m6i truong tét dé khuyén khich cac
ngudn ndy cung cdp y tuomg. Cé bon diéu kién tién quyét dé tao
ra mdi trudng tot :
Cac nha quan tri cdn trao dbi v& nhu ciu déi véi cac y
tudng, nham phuc vu cho viéc phat trién ctia cong ty.

Nhitng ngudi déng gop y tuong cdn phai dugc bio dim
rang nhing ¥ tuéng cua ho s khéng bi vit bo néu chua dugce

cdn nhic ky ludng.

Céc nha quan trj sin sang xem xét moi y tuomg.

Nhiing ngudi déng gop duoc nhén biét va céng nhin vé
nhiing d6ng gdp cua ho.

Cic buéc dé khuyén khich cung cip y tudmg :

Thiét 1ap mot vi tri dé trao dbi va nop cac y tuong, vi trl

nay phai thuén tién va duoc mm nguoi biét dén.

Thiét 14p nhiing budi hop v4i sy c6 mét cua cac dai dle?1
clia cdc phong ban khéc nhau dé xem xét c4c y tudng mot cac
toan dién.

Hbi 4m cho cic y tuéng mot cach chinh thirc nh
dién thoai, hay gip g& c4 nhan.

Ghi nhén su dong gop du céc y tuong khong thanh cong

u vin ban,

Chon lgc co bin — Basic screening
av 13 4o &4 4 UA QA Au tié ic cong Vviéc
Dy 14 budc danh gia va sang loc dau tien. Cic cong Vi€

cén phdi tién hanh :



364 Chirong 6 : San phm, dich vu B2B.

X4y dung danh muc cac tiéu chuin danh gia.

Panh gia mirc d6 quan trong va xac dinh trong sb.

X4y dung cac ban chi din cu thé cho ting tiéu chi.

Xaéc dinh cach cho diém cho ting tiéu chi.

Cac tiéu chi la thudc ph?m chon loc co ban.

Cac cong ty khac nhau cé cédc tiéu chi khac nhau, tuy
nhién nghién ctru chi ra mét vai loai tiéu chi thudng dugc cac
cong ty sir dung trong budc nay la :

P6 tuong thich cua y tudng san phdm méi véi muc tiéu
chung ctia cdng ty, sir ménh cia nd, cic muc tiéu chirc ndng nhu
marketing, tai chinh, van hanh, hay hinh anh cta cong ty.

D6 16n cua thi trudng, du kién doanh s6 va lgt nhuén cho
san pham moi.

Chi phi diu tu cho san pham moi.

Céng ty co du nguf?m luc, kha ning vé marketing, van
hanh, nghién ctru & phat trién san pham mai hay khong ?

D6 tuong thich ciia sin phim méi v6i cac san pham hién
c6 cua cong ty.

Canh tranh s& nhur thé nao khi san phdm méi xuat hién ?

Loi thé canh tranh cia san phdm mdi so vdi cdc san pham
cung loai.

Khéach hang tiém ning 1a ai ? Ho ky vong di€u gi tur san
phim mdi va tir cdng ty sdn xudt san pham ?
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Pidu tra so bd - Preliminary investigation

Néu céc y tuéng thanh cong né s& di budc ké tiép trong
quy trinh. O budc nay, cic nghién ciru chi tiét vé y tuong duoc
tién hanh dé quyét dinh xem c6 nén dua qua budc xac dinh/phat
trién quy cach (specification) cia sn phim.

Budc nay tim cic cdu trd 11 cu thé cho cac cau héi nhu thi
trudmg muc tiéu, do 16n cua thi truong, hanh vi khach hang, dbi
thu canh tranh,...

Xdc dinh/phit trién quy cdch sin phim — Develop
specifications

Piy la budc quan trong trong quy trinh. Quy cach
(specification) dugc dinh nghia 13 viéc trinh bay chinh xdc, chi
tiét nhirng tinh nang, dic diém cin c6 cia san pham hay dich vu.
Quy cach phai duoc dién dat, mo ta chinh xac v\é mit ky thuat,
dé tit ca cdc thanh vién cua quy trinh hiéu rd can phai lam gi.
No6i cach khédc, quy cach dinh nghla hmh thirc ma sén phim va
dich vu s€ co6. Quy cédch ¢o thé bao gom cac yeu t6 nhu : chiéu
cao, do rOng, sau, trong lucmg, mau sdc, nang llrcmg str dung,
dong g01 céc bd phan ciu thanh, cic yéu chu vé phap ly, cic

yeu tO ve san xuat

Piy 1a budc rat quan trong vi nd rit c6 anh hudng dén
thanh cong hay thit bai clia san phim. Néu quy céch san Pham
khong dép lmg duogc yéu cau cua khach hing thi san phang Sle
hoan toan thit bai. Nguoc lai, néu quy céch khong duorﬁ inh
nghla ro thi cac bo phan nhu ché tao, san Xuit khongi the s]an
xuit dugc cai mong mudn. Hay b0 phan mua hang sé khéng thé

mua dwoc diing nguyén vt liéu dé san xudt sdn pham.
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Giai doan nay doi hoi cidc bd phin nhu marketing, k¥
thuit, R&D phai phdi hop hét sirc chit ché dé xdy dung quy
cach san phim. Khong phai tit ca cic y twong déu duoc phat
trién thanh quy cach, cé rit nhiéu y tuong bj loai hay c6 nhiing
quy cach khéng thé diing duoc.

Phit trién sin phﬁm va dich vu - Product or service
development

Lic nay cédc y twong va quy cach dugc phat trién thanh cac
san phim hay dich vu cu thé. Cac san phim miu dugc ché tao
trong phong thi nghiém, céc san phim nay s& dugc thir nghiém,
mo6 phong, chinh sta trong phong thi nghi€ém. Tuy nhién c6 rit
nhiéu quy céch san phdm khéng qua dugc budce nay vi cic nhin
vién ché tao khéng thé tao ra mét san phim phi hop véi cac quy
cach do.

Kiém tra thuc nghiém — Field test

Céc san phim miu dugc dua ra hién truong dé thuc
nghi€ém. Budc nay nhim kiém tra hoat déng cia san phim va
phan ung cua khach hang. Phan hoi tir phia khach hang s€ duoc
xem xét va Ia co s¢ dé chinh sira san phim.

Thuong mai héa - Commercialization

Bay gid céc y tuong thanh cong s€ dén budc cubi la dua ra
thi truong. Thuc té cho thiy budc gidi thiéu san pham 1a budc
hét strc quan trong dol vGi su thanh bai cia san phim hay dich
vu méi. Céc nb luc vé marketing va k¥ thuat phai dugc dau tu

manh cho giai doan nay.

Phin ké tlep cua chuong nay dé cap dén ly thuyet chu ky

5 6 co
sdng cua san pham nghia 1a san pham khong vinh vién n
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doi séng hitu han. Pén mot lic ndo dé n6 s€ dugc thay thé boi
céc san phim méi ¢6 tinh nang wu viét hon — do 12 céc san phim
tiém ning. Vi du cic san phim dia DVD di thay thé céc san
phdm bing video truyén théng. Hay may vi tinh da thay thé
hoan toan cac mdy danh chit thong thuong.

- « z - 2 . oA ’
Quan tri cac san pham/dich vu hién co

Phén trén ching ta d xem xét quy trinh phat trién san
phim méi. Lic nay cdn quay vé cdi co ban Ia quan trj cic sin
phdm hién c6. Mot khdi niém co ban trong quan tri cac san
phim hién c6 14 : vong doi san phdm (PLC - product life cycle).

M5t san pham thuong trai qua 4 giai doan trong vong dot
san pham 13 : gi¢i thiéu, phat trién, truong thanh, suy thodi.

Gi6i thiéu

Cac dic tinh cua giai doan nay la doanh s6 thdp vi khich
hang con chua biét dén su c6 mit ctia san pham. Cong viéc quan
trong ciia nha quan tri marketing 13 tao ra nhén thirc cho khich
hang. Loi nhuin trong giai doan nay rat thap, thuong la 4m.
Cong cu marketing trong giai doan nay la san phdm va cic hu}h
thire xtic tién. Pay la giai doan rat quan trong cua san pham: qu
duoc chip nhin n s& ton tai con khong thi no sé khong tht’: tiep
tuc séng sot qua giai doan sau. Do vdy, ky ndng cua nl‘la quﬂan fr!
trong viéc kiém tra, gidi thiéu, va giam sat quy trinh cua mot san
phidm mai l1a hét stc quan trong.

Phat trién

Trong giai doan nay nhu ciu doi voi san ph‘am ta‘ng nl;a,nh'.
Két qua cta qua trinh xuc tien va cac l,(hach hang‘ dung tLU (}:
giai doan gi6i thiéu bt ddu phat huy tac dung, va tao ra hin
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anh t6t cho san phiam. Liic nay nhiéu c4 nhdn cé anh hudng mua
trong t6 chirc bit ddu cin nhic va danh gi4 san pham. Tuy nhién
su quan tim cua thi truong cling chinh la dong luc kich thich cac
déi thii canh tranh. Do tinh chét phirc tap cia dic tinh ky thuét
cta cic san phdm cong nghiép, cac dbi thi canh tranh thuong
khé copy, nhung ho ¢ thé cai tién va md phong nhiing sin
phim sin c6 hay giGi thiéu nhirng dich vu khac. Luc nay, chién
lugc tao ra su khac biét la hét sirc quan trong trong Viéc tao va
duy tri thi phan. Trong giai doan nay canh tranh 16i kéo cac nha
phan phdi cong nghiép ciing kha gay gt néu dic tinh san phim
can duoc phan phéi qua trung gian.

$
Doanh sﬁ/—
Lgi nhudn
/ t
Gidi thiéu Tang truding Trudng thanh Suy thodi

L2 ik 65 Ci i Gogs trong vong 4o sin phim.
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Bing 6.4 : Cac ky thuit marketing trong timg giai
doan vong d&i san phim.

GIAl DOAN
Chién luoe
tiéip thi tng
thé

Chign luoc
san phim

Thiét ke sn
pham

Chién huoc
chiéu thi

Chign luc
phan phdi

Chién luoc gia

GI61 THIEU

Tao ra nhén thic
va chip nhan
clia khach hang

Phat trién va
kiém nghiém
mau san phim
trong nha may
clia khach hang.
Giti han s luong
mau ma dé th
hit sy chdp nhdn
olia thi truding.

Tao nhn thic va
nén tang cho cac
chién dich ban
hang.

Giti thigu san
phdm dén cac
khach hang va
thi tniing méi.
Diéu chinh gid
san phim cho
phil hgp nhu cu
thi tnding.

PHAT TRIEN
Thiét lap thi

phn

Thay thé nhiing
san phdm ¢ dé
san xudt san
pham moi.

Khac bigt hoa
san pham &
dap dng yéu ciu
clia thi trung.

Tao su wa chudng
nd khach hang
va kénh tng
gian.

Kiém soat kénh
nhdm tao ra higu
ing thi trubng i
ul.

Diéu chinh gia
khi ¢d dGi thi
canh tranh.

TRUONG THANH
Duy tri thi phan
trong diéu kign
canh tranh

Gii thigu san
phdm méi trén
th traing.

Duy tri lgi the
canh tranh
thing qua
chién luge tao
sy khac bigt.
Duy tri sy w
thich nai khich
hang va kénh
tng gian.
Duy tri kiém
soat kénh.

Bn dinh va
tranh thay doi
gia.

SUY THOAI

Quén Iy chi phi
va duy ti Igi
nhidn

Leai b6 san
phim ¢l ra khoi
ho san pham.

Chi cung cp
nhiing mAu co
ban d& duy tri
khach hang.

TGi thigu ha chi
phi d ddi pho
Vil sy giam sit
olia clu

Giam chi phi
phan phi nhung
van giif khich
hang.

Giam Iugng hang
ton kho.




370 Chirong 6 : San pham, dich vu B2B.

Truéng thanh

Giai doan nay bit diu khi tbc dé ting doanh sb bit diu
suy giam. O phin d4u ciia giai doan niy, doanh sé twong dbi 6n
dinh va chi phi xic tién trén mdt don vi san phim giam. Do viy,
loi nhuin thu duoc kha cao. Cac khach hang trg nén thian trong
va nhay cam véi giad hon nhiéu so véi hai giai doan truéc. Véi
quy mo thi trudng 6n dinh, cac déi thi cé tinh canh tranh thip
bit ddu rut lui khéi thi truong. O phén sau cua giai doan nay, khi
doanh thu khéng con ting, thi tnrong da bdo hoa. Luc nay céac
ddi thu tré nén canh tranh gay gét vé gia, ho bit diu chuyén tir
ban hang truc tiép sang sir dung cic kénh trung gian dé tiép tuc
phuc vu khac hang dong thoi giam chi phi hoat déng.

Suy thoai

Giai doan nay bit diu khi doanh sb giam lién tuc khi san
phim khéng con sirc hip dan véi cc khach hang hién tai va c6
rat it khach hang méi trén thi truong. Hau hét cac dbi thu tim
cach rat lui khoi thi truong dé tim co hdi & nhitng chd khac.
Nhiing cong ty con lai tim moi cich dé giam chi phi marketmg
va kéo dai vong doi cia san phim. Cong ty s& phal chuyén tir
ban hang truc tiép sang st dung cac kénh phan phdi, hay thuc
hién franchised “nhwong quyén nhén hiéu” cac dich vu cia minh
cho céc nha cung cip doc lap. Cudi cung thi san phim sé tir tir
rat lui khoi thj truong.

Vin dé td chic quan tri sin phiam. Viéc td chirc quan tri
san pham duoc thuc hién mot cach khéc nhau, duéi nhitng hinh
thirc khac nhau & céc cong ty khéc nhau. O déy ta xem xét bén
hinh thirc t chirc quan tri san phim thudng thiy nhit & cac cong

ty la : giam déc san phim (product manager), hoi dbng san
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phdm méi (new product committees), cic nhém dyu 4n (project
teams), va nhom phat trién san phdm mdi (venture teams).

Giam doc san phﬁm (Product manager). Khii niém
giam dbc phu trach san phim di c6 tir lau, ké tir khi céc nha
quan trj nhin dién dugc tim quan trong clia vin dé sin phim.
Nhiéu nguoi cho ring trén thuc té khong phai 13 céc cong ty
canh tranh v&i nhau ma chinh la cdc san phém canh tranh véi
nhau. Trén thuc té, cac giam dbc phu trach san phflm chiu trach
nhiém diéu phdi cac hoat dong marketing va ban hang déi voi
nhitng san phdm va dich vu cu thé. Véi trach nhiém nhu véy,
gidm ddc san phdm chiu trich nhiém bao cio truc tiép v6i gidm
déc marketing, giébng nhr cic giam dbc quang cdo, gidm doc
kinh doanh, gidm ddc nghién ciru marketing. C4c nghién ciru
cho théy, trong viéc dua ra cic quyét dinh, gidm dbc san phém
phai phdi hop véi khich hang, nha phan phdi, luc lugng ban
hing, cic ky su, cic dai Iy quang cdo, hdi déng phat trién sin
phim, vi nhém nghién ciru marketing. Trach nhiém cua cac
giam déc san phim bao gdm viéc phat trién va danh gid cic y
tuéng, hoach dinh san phim va dich vu méi, xdy dung va pl_lf'lt
trién cac ké hoach marketing cho san phim va dich vy, lém v1f:‘:c
véi gidm dbc kinh doanh (sales manager) va cic nhan V1E§n ban
hang v& cdc chién lugc ban hang, lam viéc véi gidm doc phu
trach quang cdo va cdc dai ly quang cdo vé cic c,]m'orpg tr Amh Xlic
tién, lam viéc véi gidm déc phan phoi vé cac van ‘dé ph;aﬂ PI}OI
hang dting tién d6. Tém lai, gi4m déc phu tréch sin pham dam
trach sin phim va dich vu tir khau y tuong den khi nd trong tay

] > 5 am cac di 5 A dm. ..
khéch hang, hd tro thém cac dich vu ho tro san ph
Mic dil trach nhiém rit nhiéu, nhung phirng gidm doc sin
uc té. Anh ta cd trach nhiém

phim thuong khong c6 quyén luc th
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ciia mdt nha quan tri nhung thudng khong c6 nhin vién truc tiép
duéi quyén va 1am viéc nhu nhan vién van phong. Didu niy cho
thdy ring quyén luc trong tay cdc giam ddc marketing, nhur vay,
du c6 hay khéng sir dung cac gidm déc phu trach sin phim thi
cac vin dé vé san phdm ban trong chuong nay cudi cling ciing
thugc vé trach nhiém cia gidm déc marketing.

Héi ddng sian phim méi (New product committees).
Dudi hinh thirc nay, cic quyét dinh duogc dua ra bai hgi dong
gdm céc thanh vién tir cac phong ban khac nhau trong cong ty.
Vi du, céng ty c6 thé chi dinh thanh 1ap hoi ddng san phim mai
bao gom mdt sb thanh vién cia cac phong ban nhu san xuét, ky
thudt, mua hang, kinh doanh, nghién ciru marketing, va R&D.
Thuong thi nhitng thanh vién hoi déng nay chiu trach nhiém tam
thoi vé céng viéc cia hdi ddng bén canh nhitng cong viéc hién
c6 cia ho. Muc tiéu cua hoi déng la dam bao su dai dién cua cac
b6 phédn chirc ning, né khuyén khich cic thanh vién cua hoi
ddng lam viéc chat ché véi nhau, x6a bd céc ranh gi6i va rang
budc trong ndi bd cong ty.

Mic du Iy thuyét cé vé rit hay, nhung trén thuc té cich
tiép cén nay thuong cé nhiéu khiém khuyét. Vi hoi ddng mang
tinh chit tam thoi, nén trach nhi€ém va su cam két cua céc thanh
vién 13 khong cao, cic phong ban thudng cir nhitng thanh vién
khong du chit hrong tham gia vao hdi dbng. Vi viy, hinh thic
nay it dugc sir dung.

Nhém dy 4n (Project teams). Nhém du 4n 14 hinh thuc
m& rong cla hoi dong san phim méi. Céc chuyén gia tir c4C
phong ban chiic ning dwoc phan cong vao nhém du én, mot
giam déc du 4n dugc bd nhiém. Thuong thi cac thanh vién cud
dir 4n duoc bd nhiém lau dai va theo dur 4n tir khi bat dau cho
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dén khi két thiic. Uu diém cua hinh thirc ndy 1a né tao ra dong
trao doi thong tin’ tbt giita cac thanh vién cua dyu an va loai bo
duoc tim Iy tam thoi cia cac thanh vién. Tuy nhién, cach tiép
can nay ciing c6 nhitng gidi han cia nd. Cic nhdn sy giot
thuong khong mdy hing thu lam viée trong cdc du 4n lau dai.
Bén canh d6, viéc hinh thanh ra mdt bé phén du dn chuyén trach
s€ gdy nhimg mau thudn méi vdi cac by phin chic nang ci.
Cung glong nhur hoi déng san pham morl vin dé ctia nhém du 4n
14 vén dé vé thuc hién hon la van dé vé Iy thuyét.

Nhém phat trién san phim méi (Venture teams). Ddy
a cach tiép cdn méi trong viéc quan tri sdn phim va co ban la su
m¢ réng cua hinh thirc nhém du an. Thuong thi hinh thic nay
duoc dugc sir dung khi phit trién cdc san pham va dich vu, hay
cong cude kinh doanh hoan toan khac so véi cac hoat dong hién
tai clia cong ty. N6 mang tinh chét liu dai hon nhém du an. Néu
nhu ké hoach kha thi thi cdc thanh vién ciia nhém phat trién san
pham s& trd thanh cac nha quan tri cia bd phén hay chi nhanh
méi dugc lap ra dé phuc vu cho du an.

Nhém thudng cé nhimg tinh chit sau :

Chu triic doc lap véi céc b phin khac ciia cong ty-
Cac thanh vién dugc tuyén dung tuUr cac phong ban chuc
nang cua cong ty.
Céc vi tri quyén luc cii trong cong ty khong nhat thiét
dugc str dung trong nhom.
Nhom khéng chiu rang budc vé thoi gian, va liénikét hf)at
ddng cho dén khi hoan thanh nhiém vy, dicu nay khuyén khich

sang tao va cai tién.
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Phu trach nhém chiu trach nhi€ém truéc nha quan tri cao
cép va cé quyén dua ra céc quyét dinh quan trong.

Uu diém cia cach tiép cin nay 13 cic thanh vién chuyén
nghiép va cam két cao, tinh lau dai va quyén quyét dinh cia
nh6m kha cao. Diém yéu Ia cic bd phin chirc ning trong cong ty
khéng mubn cung cdp nhitng nhin vién giéi nhit cia minh vio
tham du nhom.

Céac san phdm B2B khéng nhitng hiru hinh ma con quéa
hitu hinh nhung 14 cic san phim k¥ thuit nén rit khé hiéu véi
ngudi binh thuong. Piéu ndy doi hdi cic chuyén gia marketing
B2B phai biét giéi thiéu né nhu thé nio dé hiru hinh héa né 1
diéu dang & phai trinh bay trong quyén sich nay ciing phai bo
qua. Danh phai xin 16i ban doc vi ngudi doc Viét Nam khong
doc sach day. Viéc trinh bay vé phat trién dong san phim, to
hop san phdm, chit luong san phdm, dic tinh, kiéu dang, bao
bi,... cac chién Iugc san phim trong vong ddi clia n6 qué so sai
trong quyén sach ndy nén cac ban hay tim doc trong cac quyén
sach viét vé marketing ciia chiing tdi nhu : Marketing hién dai,
Quan tri marketing hién dai.

Phin dich vu cdc ban hiy tim doc trong quyén sach
“Marketing dich vy hién dai”, Luu Dan Tho, Ton Thét Hoél}g
Hai, Cao Minh Nhut, NXB Tai Chinh, nim 2016. Cic chiéﬂ_
luge san phim/dich vu trong marketing B2B s& dugc ching tf)f
trinh bay trong quyén sach “Quén tri marketing B2B — Quan tr!
khach hang cong ty — Ly thuyét va tinh hudng thuc hanh ¥ng
dung cua cdc céng ty Viégt Nam”, Luu Dan Tho, Vuong Quoc
Duy, Vong Thinh Nam, NXB Tai Chinh, nim 2016. Troljg
quyén sach Quén tri marketing B2B, chiing tdi con trinh bay
riéng mot chuong vé dich vu cho céc cong ty.
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), Tong két myc tieuva  ~
" ngi dung chuong 6

JEILAPIG- Y ()

San phim cong ty duoc phin loai thanh trang thiét bi lip
dat (khoan muc déu tu vén 16n), thiét bi phu trg (khoan muc vén
c6 chi phi thdp hon va ton tai trong thoi gian ngén hon trang
thiét bi lp dit), linh kién va nguyén vit liéu (sin phdm hoan
thién cia mot nha san xuét, dugc sir dung lam thanh phin dé ché
tao ra thanh phém clia nha san xuét khéc), nguyén vat liéu thd
(cac ngudn luc tr nhién nhu gd xé, thit bod, hay sgi bong), hing
cung ng thudng xuyén (khoan muc chi tiéu thudong xuyén ma
cong ty phai chi tra dé van hanh hoat dong hing ngay) va dich
vu hé tro kinh doanh (san phiam vé hinh ma cdng ty mua dé diéu
phéi qua trinh san xuit va hoat dong ctiia minh).

(. Ciiu héi 6n tip va thio lujn
1. Tém luoc khai niém vé san phém/dich vu nhung hay
giai thich va minh hoa chi tiét cac cép dd cia né.
2. Hiy dinh nghia san phdm/dich vu dugc cung cdp boi
nha tu van quan tri, cac cong ty dao tao cho cong ty.

3. Ngudi ta phan loai cic san phim cong ty dua trén céc
tidu chi nao ? Hay minh hoa trinh bay cua ban.

4. Trinh by hidu biét cia ban vé trang thiét bi lap dat. Tai
sao noi trang thiét bi lip dat Ia san pham dac b{ét_ va quan trong
nhét trong cdc sin phdm céng ty ? Hay md t4, giai thich va minh
hoa cu thé vé trang thiét bi lap dit.

5. Trinh bay hiéu biét cia ban vé thiét bi phu tro. Hay mo

ta, giai thich va minh hoa cu thé ve thiet bi phu trg.
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6. Trinh bay hiéu biét cua ban vé linh kién (hay con goi la
b6 phan ciu thanh — component parts) va nguyén vit lidu di qua
ché bién (processed marterials) hay con goi la nguyén liéu thanh
phin. Hiy mé ta, giai thich va minh hoa cu thé vé linh kién va
nguyén vit liéu di qua ché bién.

7. Trinh bay hiéu biét clia ban vé nguyén vit lidu thd. Hay
mo ta, gidi thich va minh hoa cu thé vé nguyén vit liéu thé.

8. Trinh bay hiéu biét cia ban vé hiang cung {g thudng
xuyén. Hay mé ta, giai thich va minh hoa cu thé vé hang cung
ung thuong xuyén.

9. Hay giai thich dich vu hd tro san phim la gi ? Trinh bay
hiéu biét cua ban vé dich vu hd trg san ph'fim. Hay mé ta, giai
thich va minh hoa cu thé v& dich vu hd trg san pham.

10. Trinh bay hiéu biét cia ban vé dich vu hd trg kinh
doanh. Hay mo ta, giai thich va minh hoa cu thé vé dich vu ho
trg kinh doanh.

11. Trinh bay cac buéc trong quy trinh hoach dinh san
phém/djch vu moi. Giai thich va minh hoa cu thé.

12. Nguai ta quan tri cac san phém/dich vu hién c6 nhu
thé nao ? Hay lién hé mé hinh BCG va mé hinh PLC ? Phén tich
nhitng han ché cua hai mé hinh nay.

13. Hay xdy dung chién luoc san phém cho mdt cong ty
ma ban tu lua chon liy va thio ludn trén 16p sau d6. Céu hoi nay
nén lam theo nhém.

Bai tip tinh hudéng 1 : Minh Quén dit vu tién hang
diu 13 khich hang. Ching t6i di dua 1én website
kinhtetuanminh.vn, cac ban hay 1én mang down ve.
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Chién lugc phan phéi

L4

va quén trj chudi cung tng

Hoan thanh chuong nay, ngudi doc ¢ thé :

O Phan biét dugc su khac nhau giita phan phéi
trong tiéu ding va phan phdi trong thi trromg
cong ty.

® Hiéu duoc hé théng phan phdi trong
marketing B2B bao gdm phan phéi truc tiép
va phan phdi gian tiép.

© Tim hiéu cic vin dé vé quan tri kénh phan
phdi nhu : cac thanh vién cia hé thong phin
phdi cong nghiép; chién luoc kénh, quan hé
dbi tac trong kénh.

® Biét duoc phin phdi vat chit 14 gi va céc hoat
d6ng phén phéi vit chit; cac vin dé lién quan
dén hé théng phan phdi vat chit.

© Tim hiéu cic vdn dé cia quan tri phan phdi
vat chét, thi du nhu vdn chuyén, luu kho, dia
diém nha kho, kiém soat hang luu kho, quan
tri hang tdn kho, quan tri nguyén vt liéu, bao
bi, quy trinh ddt hang.
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Chién hroc kénh phin phbi — Channel strategy

Chién liroc kénh phin phéi trong marketing B2B lién quan
dén cac cong viéc nhu xac dinh muc tiéu cu thé cia kénh, thiét
ké nhimg thoa thuin phu hop trong kénh, quyét dinh loai hinh,
s6 luong trung gian can sir dung. Sau khi dua ra cic quyét dinh
trén, cic chuong trinh hanh déng cin dugc thiét ké va thuc hién
dé dua cic quyét dinh trén vao hién thuc. Chuong trinh hanh
dong thudmg bao gém viéc lua chon cac thanh vién kénh, phat
trién cac tha tuc va thoa thuin dé tao méi truong lam viéc thuin
lgi trong kénh. Cudi cing, nha quan tri marketing cin t§ chic
cac hoat dong phin phéi vat chit thich hop dé dwa hang hoa, va
dich vu dén tay khach hang mdt cach hiéu qua nhit.

Sr khic biét giira chién lwoc phan phdi trong thi
truomg B2C va trong thi trrong B2B

Trén nguyén tic, khong cé su phén biét ndo giira cach thuc
tiép can vé mit chién lrgc giira chién lrgc phan phéi trong tiéu
ding va chién luoc phin phéi trong thj tnrong té chire. Cac khai
niém, cich tiép cin hé théng di duoc trinh bay trong céc gido
trinh quan tri marketing van giit nguyén gia tri cua nd. Tuy
nhién, trén thuc tién ta co thé phic hoa mot vai nét khéc biét
chinh yéu vé& phan phéi giita hai thi truong ndy. Thir nhdt, kénh
phan phéi trong thi truong td chirc thuong ngin hon kénh phan
phéi trong tiéu dung. C6 dén 3/4 doanh s san phdm dich vu cu?
thi truong td chirc dugc ban qua kénh truc tiép. Ngay ca khi Céf
kénh gian tiép duoc sir dung, kénh phén phéi trong thi truong to
chirc van kha ngin (thudng chi 1, dén tbi da 2 cép). Thir hat:
trong thi truong td chirc khong c6 nhiéu loai hinh trung giaﬂ'de
lura chon nhu trong tiéu ding, biu nhur chi cé hai loai trung 812"
chinh 14 dai dién nha san xudt va cic nha phan phéi cong nghi¢P
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cling nhu mot vai bién thé cta hai loai nay. Su kém da dang nay
gioi han luya chon cua cidc nha qudn tri marketing. Ngoai ra,
khong phai lic nao, hay trén bit cir thi trudng ndo ciing c¢6 du
céc loai hinh trén dé chon lya. D4y cling 12 mot kh6 khin dang
ké d6i vai cac cong ty. Thir ba, do dic tinh cua cdc san phim
ciia thj truomg td chic, khach hang thudng cé yéu E:éu rét cao
dbi v6i céc dich vu vé ban hang, hd trg k¥ thudt, tu van, dao tao.
Chinh diéu ndy 14 cau tra 10i cho su khéc biét thi hai néu trén.
N6 1a yéu cdu ddi véi cac trung gian cua thi truong o chirc,
nhitng ngudi cin ¢6 nhiing k§ ning ky thuat, bdn hang can thiet.
Thit tir, ton kho ciing Ia mot vén dé lon trong thi truong to ?hﬁ'c-
Néu nhur moét cira hang ban 1& hét kem danh ring thi nguoi tiéu
ding don gian chi khé chju va chuyén sang cta hang khac, con
néu nhu nha phén phéi cong nghiép lai khdng 6 hang dé cung
cdp cho khach hang ciia minh dang phuc vu nhu cu san xuat thi
vén dé lai tro nén khong thé chép nhan. Roi nhﬂng kh}lyl}h
huéng méi trong kinh doanh nhu JIT ciing doi héi cdc nha san
xuit phai ¢6 ké hoach thich tmg mot cach hiéu qua nhat. Van de
niy s& xem xét trong phin quan tri phan phot vat c,hat. (Euon
cling, trong thj truomg té chic quan hé gilfa nhzt san ‘xuat -
khach hang, hay nha san xuit — trung gian — khdch hang rat
khing khit. R4t nhiéu nhitng lién minh chién lL{'Qc (strateglc.
alliance) d3 hinh thanh giita cdc moi quan hé nay dé tao dung loi
thé canh tranh.

Vi trang sach c6 han, nén nhiéu ph?m 1niqh hoa, giai thic}l,
phan tich, binh luin va tinh huéng trong quyén séch ndy, dac
biét 1a tir chuong 6 trd di dugc ching toi dua l?ﬂ “.’beIte, :
kinhtetuanminh.vn. Trang web nay 1 noi cung €4 kien thic
Vi tuong tdc v6i anh chj em giang vién va céc ban sinh vien.
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1. Hé théng phin phéi trong marketing B2B

Trén Hinh 7.1, ta thiy cic nha san xuét cong nghiép c6
thé phan phéi hang héa dén tay khach hang thng qua :

Nhing nha san xudt
:l ------------------------- héng héa/ dich vu Banﬂ "ghiep

2 Y 2 v

Dai dién cla Nha phan Chi nhdnh Chi nhédnh
nha sian xuat phdi CN clia nha SX cdia nha SX

Dai dign cla
nha san xual

v v

Nha phan Nhé'phﬂn
phdi CN . phdi CN

4

Cac khach hang cdng nghiép

Hinh 7.1 : H¢ théng phan phéi giira cic cong ty.
Phan phdi truc tiép
Phén phéi gi4n tiép

Nha san xuit — nha phin phéi cong nghiép — khach hang.
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Nha san xuat — dai dién nha san xudt — khach hang.

Nha san xudt — dai dién nha san xudt — nha phan phi céng
nghiép — khach hang.

Cac céch két hop khac.

Noi dung phan nay s& xem xét hai loai hinh phén phdi
chinh trong thi truong cong nghiép : phan phdi truc tiép va phan
phéi gian tiép.

1.1. Phén phéi truc tiép

Piy la hinh thirc phan phéi duoc sir dung rong rii nhat
trong thi truong td chic B2B. Thuft ngt truc tiép nghia 1a
khéng c6 céc trung gian doc ldp tham gia vao qua trinh phén
phdi. San phim dugc phén phdi truc tiép tir nha sdn xuét dén tay
khach hang. Khéng c6 trung gian khong c6 nghia la khong c6 gi
gilta khach hang va nha san xuét ma ding gilta ho la cac nhén
vién ban hang cua cong ty.

Phan phdi truc tiép hay ban hang truc tiép

Kénh marketing ngén va don gian nhét 14 kénh tryc tiép.
Kénh truc tiép (direct channel) dua hang hoa di truc tiép tir nha
san xuAt toi khach hiang cong ty st dung cubi clng. Kénh nay
chinh 13 mot bd phin cia hoat dong ban hang truc ti€p (direct
selling), chién lugc marketing B2B ma trong d6 nha san xudt
tiép xtic ban hang truc tiép cho cong ty sir dung cudi cung. HO?f
déng ban hang truc tiép 1a mét hya chon quan trong déi vol
nhitng loai hang hoa cAn giéi thiéu chi tiét, dé thuyét phuc khach
hang mua san pham.

X , R C {
Ban hang truc ti€p déng mot vai tro quan trong trong hO@O
dong marketing giita cac khach hang t6 chirc. Phan 1on cac kb
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hang I6n, thiét bi phu kién, tham chi 1 ca chi tiét, linh kién va
nguyén vit liéu thé dugc ban thong qua su lién hé truc tiép giira
cOng ty san xuit va khach hang cudi cung.

Nhin vién ban hang khu vie. Day 14 hinh thirc duge sir
dung réng rai nhit, ho 14 nhitng nhdn vién hudng luong cia
cong ty va ban hang truc tiép cho cac khach hang. Nhing nguai
nay thudng bam tru & mét khu vuc nao d6, lién hé val khach
hang, dong vai tro trung gian giira cong ty va khach hang. Hang
héa duoc chuyén tir nha may hay cic vin phong khu vuc dén
khich hang. Vin phong khu vuc doi khi khong can thiét. Hinh
thirc quan tri cic nhén vién ndy Ia k¥ thut quan tri ban hang
(sales management). Viéc tuyén dung, dio tao, bd nhi¢m, danh
gia, khen thudng, hay sa thai nhitng nhin vién nay hét sirc quan
trong trong marketing khach hang td chirc B2B. Phin nay ching
ta sé& xem xét k ludng & chuong xic tién.

Nhirng nhén vién ban hang trong cong ty. Mot sb cong
ty st dung hinh thic ndy, nhitng nhén vién ndy ¢ trong van
phong va goi dién thoai dén cic khach hang. Hinh thirc nay
hiém khi duge sit dung don déc, né thudng dugc sir dung cung
v6i cAc hinh thirc khac @é hd tro. Vi du, hinh thirc ndy thuong
duoc sir dung dé lién lac véi cac khach hang mua lai truc tiep
(straight rebuy customers). Hinh thic nay gén twong tu hinh
thirc trén, chi thay viéc lién hé truc tiép b?lng lién hé qua dién

thoai.

Telemarketing. Hinh thirc ndy 13 mét loai mé rong cua
hinh thirc nhan vién ban hang trong cong ty. N(") sir dung Ci'if_ lo?f
phuong tién truyén thong hién dai dé giao tiép va ket no val
khach hang. Hién nay ban hang qua mang Internet rat ph,ét trien.
Céng nghé thong tin d& mo ra nhiing co hdi va nhimg théch thire
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méi cho cdc nha san xudt. Bén canh Internet, thu dién ti, thy tin
(buu dién) ciing la nhitng hinh thic dugc str dung trong
telemarketing. Phin nay s& duoc trinh bay k¥ hon trong chuyén
dé cudi “Marketing truc tuyén”.

Catalogs. Hinh thirc ndy khong phd bién lam. Pay 14 hinh
thitc ban hang truc tiép nhung khéng c6 yéu té con ngudi. Hinh
thirc ndy thudng duoc 4p dung véi cdc san phim c6 tinh tiéu
chuén cao nhu cdc sain phdm MRO, cic nguyén vit liéu, hay linh
kién (c4c bd phdn céu thanh). Hinh thirc nay rat gian don, khach
hang xem catalogs, ddt hang, hang s€ dugc chuyén tir nha may
dén khach hang. Khéng c6 nhén vién ban hang nio.

Cac khach hang quéc gia va khach hang lén. Day la
hinh thic kha phd bién trong marketing khach hing td chuc.
Nha san xudt ban hang truc tiép cho cic khich hang lén cua
minh ma khong thong qua trung gian. Thuong thi giita nha sén
xuat va khach hang 16n tén tai mbi quan hé mat thiét, hay hinh
thanh lién minh chién luoc (strategic alliance). Cac cong ty
thudng c6 ba cach tiép cin co ban ddi véi cdc khach hang 16n
(key account) : (1) chi dinh mét nha quén tri cao cép chiu trach
nhiém véi mot khach hang 16n; (2) chi dinh mét chuyén gia ban
hang chiu trach nhiém; (3) hinh thanh mét bo phan ban hang va
dich vu phu trach phuc vu mot hay vai khach hang lon.

Chiing ta dd xem xét c4c hinh thai phan phéi truc tiép.
Trén thyc té thi phan phdi truc tiép rat c6 y nghia khi :

Loi nhuén bién t€ cao.
San phim c6 vai trd quan trong doi vdi ngudi mua.

Sén phdm c6 dic tinh k§ thuat phic tap.
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Khéch hang c6 yéu céu cao vé cac dich vu trudc va sau
khi ban hang.
.Pon hang thuong c6 gié tri cao.
San phim doi hoi tinh ca biét héa cao.
San phim chiju su thay ddi cong nghé nhanh chong.
1.2. Phin phéi gian tiép
‘Mic du phin I16n hang héa va dich vu céng nghiép dugc
ban tryc tiép, diéu nay khong co nghia la cic kénh phan phoi
giér’l tiég khong quan trong. Xu hudng céc cong ty,nga‘ly cégg
mudn ti€t ki€m chi phi va chuyén dan tir phan phoi truc ti€p
sang phan phoi gidn tiép.
1.2.1. Nha phin phdi cong nghiép
La nhitng trung gian doc Iap, tai dia phuong. Ho mua, hru
trif va ban cac sin phdm cong nghiép nhu thiét bi nhe, MRO.
Nhitng nha phan phéi cong nghiép déng vai tro 12 nhing nha
bén si trong thi trudong cong nghiép. C6 ba loai chinh :
La nha phin phdi cong
4m nhét dinh. Ho thuong
ho san pham nay

Nha phin phdi chuyén mén.
nghiép chuyén ban mot hay vai sin pham
ban mét ho san phim chinh voi doanh so cua
chiém trén 50% tdng doanh sb.

Nha phin phdi tbng hop. Nguoe lai véi cac nha pflﬁn
phéi chuyén mon I cic nha phan phoi tong hop- Ho nhu nhitng
siéu thi cong nghiép, ban rit nhiéu loai hz‘ujg héa cong nghlc;:}plxva
khoéng chuyén mot loai san phim 'm‘io. Khéng c6 dong san pham
ndo chiém trén 50% tong doanh sO-
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Nha phan phbi két hgp. Day 1a loai hinh trung gian kha
dic biét, ho vira ban cic san phim cong nghiép vira ban céc san
pham tiéu dung. Thuéng thi dong 12 sy két hop cua hai loai hinh
nha ban si (trong ti€u dung) va nha phan phdi (céng nghiép).

Ban hang qua nha phin phéi cong nghiép

Khé két ludn chinh xdc muc d6 sir dung nha phin phéi
cong nghiép, diéu nay tuy thudc nganh cong nghiép, tiy loai sdn
pham, va tuy thudc vao d6 sin cé va tinh chuyén nghiép cia cic
nha phin phéi cong nghiép. Loai trung gian nay thuong dugc
dung khi :

San phém tuong d6i chuén héa (standardized).

Gia don vi cla san phdm thép.

Gia tri don hang nho.

Loi nhuan bién t& nh.

N& luc mua hang ciia khach hang thap.

Khéach hang mua hang thuéng xuyén.

Thi trudng phén cdp va phin tan.

Khach hang doi hoi thai gian tir khi ddt hang dén khi giao
hang ngin (short lead time).

Cic lgi ich gi khi sir dung nha phan phoi cong nghiép

Piu tién ho cung ce‘ip cho céng ty luc luong ban hang san
c6 cua minh. Thir hai, ho I3 nhitng chuyén gia & dia phuong nén
ho biét 6 dic diém, tinh chit khach hing hon hin nha san xuat-
Do & tai dia phwong nén ho c6 kh ning giao hang hoa va cung
cdp cac dich vu cho khach hang nhanh chéng. Thir ba, ho thu®
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hién chirc ning tdn kho, diéu nay lam giam khdi luong ton kho
ctia nha san xudt & timg khu vuc, cling nhu chi phi cho viéc xay
dung nha kho, may modc bdc xép hang héa. Thur tu, nha phin
phdi chia sé mot ph?m chirc ndng tai chinh (cung cép tin dur‘lg
cho khach hang). Thay vi phai cung cap tin dung cho nhiéu
khach hang 1é, nha san xuét chi phai cung cép tip dung cho mét
vai nha phan phéi. Thir ndm, ho 1a nhiing ngudn thong tin thi
trudng quy gia cho cong ty. Ngoai ra cac nha phin phoi cong
nghiép thuéng rit c6 kha ning va kién thirc ky thuét do 6 ho la
nhitng ngudn thong tin ky thuat va y tudng san pham l;].wlf.at
quan trong. Cudi cung, viéc sit dung cac nha phan pho‘l cong‘,
nghiép giam thiéu chi phi mua hang cia khach hz‘mg.. Thugng thi
cac nha phin phdi s& xé nho gbi hang, ban, thuc h}é“ d!f?h v
giao hang nhanh chéng cho khach hang, do do s& giam dang ké
chi phi cho khach.

Nhiing han ché khi sir dung nha phin phdi cong nghi¢p

Khi str dung nha phéan phéi cong ngh'iép, cac nha quan trl

marketing thuong ban khoin vé vin dé kiém soat. D()Ai‘klu l]l]fl
sin xudt khong thé nao kiém soat ndi nha phan phot Ho la
nhitng trung gian déc lap nén nhiéu khi khong tuan tl1<?0bqllu11§
quy dinh va thu tuc cta nha san xuét. Ho do.n gian .la Otrcil:h
nhitng 11 khuyén va khong hop téc trong nhiing Cllllimgcé N
marketing cia nha san xuét. Hon nia, .d(A)l kl‘fl ho, k](:;i o
kha nang ky thudt v dich vu dé thyc hién cBC P58 5
Ho thudng ban nhiéu san Qhém canh\ tr{inh lfg: ];-)]g?khi Cic <in
khdng tap trung vao san pha‘m} Cﬁa-{lha Sanggn \./iéc ban cac san
phim ctia ho con c6 anh huong teY cuc '

phim cia nha san xuat. Ho cing nh

1 cac nha ban ]é va ban si 0
a loi in, nén
thi truong tiéu dung chay theo doanh thu va lo nhuén,
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khéng muén dau tr nhiéu thoi gian vio mét san phim nio. Bén
canh d6 néu & khu vuc cia nha phin ph01 co cac khach hang l6n
ctia nha san xudt, thi dy ciing 14 ngudn gbc cia mau thuin, vi
nha san xuét thuong khong cho phép cac nha phin phdi ban
hang cho cac khach hang 16n cia minh, con nha phén phdi thi
rat mudn ban cho ho vi nhitng khach hang nay thudng mua véi
s6 luong 16n va gia cao.

Mit khac, cdc nha san xudt thudong mudn cic nha phén
phéi phai duy tri mét lwrong hang tén kho 16n hon lrong ma nha
phan phéi muén. Py ciing 1a mot mau thuin cin giai quyét.

Tuong lai ciia cac nha phian phdi cong nghiép

Céc nha phan phdi cong nghiép c6 khuynh huéng I6n 1én
vé quy md va chuyén moén héa cao hon do yéu ciu cua thi
truong. Cac hinh thic lién két, sat nhdp, hay lién minh chién
lugc xuat hién nhua mét ciu canh cho khuynh huéng nay. Két
qua 1a s luong cac nha phan phéi cong nghlep giam di nhung
quy md va tinh chuyén mén s€ tang Ién rit cao. Tuy nhién trén
thi truong van tdn tai nhitng nha phin phéi nho véi trinh do
chuyén mén héa rét cao, ho nhim vao nhitng phan khiic nhé va
dic biét trén thi truong, noi ma cac nha phan phdi 16n khong co
kha ndng canh tranh.

Céc nha san xudt c6 xu huc’mg giam bét sb luong cac nha
phan phdi dé tang muc do kiém soat kénh. Khuynh huorng xay
dung quan hé chit ché gira nha san xuit va nha phan ph01 trd
nén hién nhién.

Tuy nhién, m6t khuynh huéng chung ndi bat 1én trén cac
khuynh hudng la khuynh huéng tang cuong st dung cac nha

phén ph01 cong nghiép.
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Ky vong ciia cic nha phin phoi céng nghiép noi nha
sin xuit

Céc nha san xuit cin hiéu rd cc ddi tic ctia minh cin gi
va ky vong diéu gi. Qua nghién ctru ngudi ta nhan théy cac nha
phén phédi cong nghiép thuong ky vong nhirng van de sau day tir
phia nha san Xuét ;

Giao hang diing théi han. Phim chét quan trong nhét ma
cac nha phan phdi cong nghiép dung dé danh gia nha cung cap
cua minh I giao hang ding han. Néu mdt don hang bi tré han
thi nha phin phéi céng nghiép can dugc bdo trudc.

Giao tiép — truyén thong. Cin thiét lap kénh giaq _tiép -
truyén thong hiru hiéu gitra nha san xuat va kénh phan pho1.

Trung thuec va chin thanh. Nha san xuat phé_i la ,m(f)t do6i
tdc dang tin cdy, trung thuc va chin thanh trén mo1 khia lca'nh;

4 o A , 4 ¥ -
Mot 15i néi déi hay lgi dung théi diém kho khin dé huong lot se
la nhitng vét nho khong thé quén di.

HO trg marketing va ky thudt. Céc nha
nghiép mudn duoc hd trg vé ban hang, marketin
Hinh thirc hé trg rét da dang, co thé 1a nhimg kh
hay cac chuong trinh marketing ho trg...

. 2 TS

Chit lugng san phém va dbi méi san phal’I.l. C;l?at lum}l]g
san phim 14 yéu ciu trong yéu cua nha Rhﬁn phoi do1 ~vorl n’a
san xuét. Bén canh d6 ho con mong mudn luén cé nhiing san
phdm méi vé6i chét lugng cao hon.

1.2.2. Pai dién nha san xuat

ha phén phdi cong
g, va k¥ thudt.
6a hudn luyén,

A : A | truon
Mot loai trung gian khdc rdt thuong thay Ir ong :;]!éll viéi
t chirc la ngudi dai dién nha san xudt. Ho 4 nhiing
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ban hang chuyén nghiép, doc lap, dai dién cho mot hay vai nha
san xuit trén co s& huorng hoa hdng theo doanh s ban. Ho ¢6
thé ban mot hay nhiéu loai sin phdm, nhitng sin phim niy
thudng c6 tinh bd sung cho nhau hon 14 ¢6 tinh canh tranh lin
nhau. Nhitng ngudi nay cé thé hoat ddng mot minh, cong tic
mot vai ngudi, hay 12 mot cong ty (t6 chirc). Trong tai liéu nay,
thuat ngir dai dién nha san xuit dugc sir dung cho ca hai loai
hinh 1 c4 nhin hay té chirc.

Khéng gidng nhu cac nha phan phdi cong nghiép, dai dién
nha san xuit thuong khong thuc hién chirc ning luu kho. Tuy
nhién trén thuc té xuat hién khuynh huéng cic dai dién ciing
thuc hién chirc ning luu kho & dia phuong. Nhitng nguoi dugc
goi la cac dai dién cd luu kho. (stocking representative).

Ban hang qua dai dién nha san xuét

Thuc tién dai dién nha san xuét thuong duoc st dung dé
ban cac loai san phdm nhu dung cu va thiét bj dién tir, cc loai
khéang san, hay cic sin phim cung tmng (supplles - MRO)
Thuodng khi st dung cac dai dién nha san xuit cong nghiép cén

thoa man cac diéu kién sau :

Khach hang doi héi dich vu ban hang truc tiép, nhung thi
truomg khong du 16n dé xay dung luc lugng ban hang riéng cua
cong ty.

Loi nhuan bién té khéng du lon dé thiét lap luc lugng baP
hang riéng, nhung dic diém sin phdm va khach hang doi hoi
phai ban hang truc tiép.

Nha san xudt thim nhdp thi truong méi va mudn tha™
nhap véi tdc do nhanh bing mét luc lugng ban hang truc tiép
sin c6 tai khu vuc.
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San pham s& doc ban tét hon khi ban ciing véi nhiing san
phdm cta cac nha sin xuét khac.

Nhiing loi ich khi si dung dai dién nha sin Xudt :

Cac dai dién thuong da co sin nhitng mbi quan hé trén thi
truong, nén str dung ho s& cho phép nha san xudt thdm nhdp
nhanh choéng vao thi truong.

Cac dai dién thudng ban nhiéu loai san phdm c6 tinh bd
sung cho nhau nén sé& thuan tién hon nhirng nhén vién ban hang
ciia cong ty vi nhirng ngudi nay chi ban 1 loai san pham.

Péi v6i nhitng sin phim c6 tinh thoi vy, thi viéc su dung
dai dién s€ lai cang c6 lgi hon.

C6 nhitng khu vuc thj truong khong dit 16n dé nudi mot
luc lugng ban hang cua chinh nha san xuat.

Hon nira d6i khi dai dién nha san xuét hién dién nhu 1a lya
chon duy nhit, khi kha ning tai chinh cta cong ty gioi han.

Cudi cing, dai dién nha sin xuat thuong khong tthh thay

ddi khu vuc hoat dong nén doanh so trong khu vuc s€ 6n dinh
hon viéc sir dung ddi ngii ban hang cua chinh nha san xuit.

Nhiing han ché khi st dung dai dién nha san xuit
kiém soat nhung dai dién ban

Thudng rit khé quan tri va
al san pham

hang loai nay vi ho thudng dai dién cho nhiéu lo
Néu san phim doi hoi phai c6 nhidu thoi gian va nd ‘luc bin
hang thi céc dai dién thuong khong thich thd va sanA Sang. },IQ
hiém khi dau tu du nd luc ban hang can thiét cho mét loai san
phim theo yéu ciu cta nha san xuat. Do qua bén ron ch'1y theo

doanh sé nén rit kho thu thap nhiing thong tin phan hoi cua thi
truomg tir phia nhitng dai dién loai nay. Mat khac, ho thuong
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thich tip trung né luc ban hang vao cac khach hang 16n va
nhitng don hang (du 4n) 16n cia céng ty. Do vy, néu nhu cong
ty c6 rat nhiéu khich hiang nhé thi rit khé sir dung loai hinh
phan phéi nay. Céc dai dién thuong khong hru kho hay hru kho
voi sb lugng rit it nén nhiéu khi khong dap tmg dugc yéu cu
ctia khich hang. Cudi cing, chit luong ciia timg dai dién ban
hang rét quan trong, né quyét dinh thanh céng hay thit bai cia
cong ty. Nhimg ngudi dai dién ban hang xuit sic s& mang lai
nhitng két qua phi thuong, con nhimg ngudi kém coi s& diy
cong ty dén chd pha san.
Tuwong lai cia dai dién nha sin xuit

Céc nha san xudt ngay cang cé khuynh hudng sir dung cac
dai dién ban hang loai nay dé thay thé cho cic nhan vién ban
hang cia minh. Ly do chinh l1a do chi phi diu tu cho mgt nhan
vién ban hang (company salesforce) qua dit. Tuy nhién khong
phai lic nao ciing c6 thé tirn ra cic dai dién ban hang cho mot sd
mit hang hay thi truong nao d6 va nhu di phin tich & trén co
kha nhiéu han ché khi sir dung céc dai dién ban hang.

Ky vong ciia dai dién ban hang noi nha sin Xuét

Pé co thé sir dung, quan trj cac dai dién c6 hiéu qua, cic
nha quan tri marketing cin biét nhimg dai dién nay c6 nhirng
nhu ciu va ky vong diéu gi tir phia cac nha san xuit. Qua nghién
clru, ngudi ta nhdn thiy cic dai dién nbha sin xuit thuong co
nhitng ky vong sau : \

Ty y 1é hoa hong cao nhat ¢6 thé duoc : hiu hét cic dai diéP
déu mudn cac nha san xuit phai cho ho ty 1é hoa héng cao nhét

c6 thé dugc. Nhing nha sin Xuit c6 y mudn giam ty 1€ nay
thuong khong dugc xem Ia mt dbi tic dugc ua thich.
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Dado tao vé san phdm : cdc dai dién nha san xuét ciing c6
yéu ciu burc thiét vé \/iéc nha san xudt phai dao tao va hudng
din ho vé tinh ning ky thudt ciing nhu cdc ng dung quan trong
cua san p'hém.

Cdc hé tro : mic du 14 nhitng dai dién dc 1ap nhung céc
dai dién nha sin xudt ciing rat can nhifng su hé trg cia nha sin
xuét trén phuong dién giai quyét nhitng yéu cdu hay vin dé cia
khach hang.

Xiic tién va quang cao & ban hang tot, cdc dai dién ciia
nha san xuét tin ring ho cin c6 su ho trg tir phia nha san Xuat
trén phuong dién quang céo va xic tién.

Can c6 phén thuong khi tim ra nhiing khdch hang moi : dé
huéng din cac nd luc tim kiém khach hang ctia dai dién, nha san
xuét can thiét ké chinh séch khuyén khich khi dai dién tim duoc
céc khach hang mdi, vi cong viéc ndy doi hoi nd luc 16n hon
nhiéu so v&i viéc ban hang cho cac khach hang ci.

Khen thuong va cong nhan : dai dién ban hang ciing la
nhitng con ngudi, ho cén nhung 16i khen ngoi va su céng nhén
chinh thirc ciia nha san xuét vé tharih qua lao dong cua ho. Khen
thudng cé thé dudi nhiéu hinh thtc, su tham viéng cua cac nha
lanh dao cao cAp ciia nha san xuét ciing 12 mot khich 1& lon déi
voi cdc dai dién ban hang.

II. Xdy dung chién lugc kénh

Chién luoc kénh 1a mot phan ciia chién hrgc marketmg
B2B ctia céng ty. Do d6, phai duoc Xy dung trén nén tang 14 ké

hoach marketing clia cong ty. Chién lugc kénh doi hoi pha1 duoc
xdy dung dé phuc vu mét thj trudng muc tiéu cu thé va cho

nhiing san phim hay dich vu cu thé.
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X4ac dinh muc tiéu kénh

Muc ti€u kénh cén thong nhat v&i muc tiéu cia céng ty va
muc ti€u marketing. Thong thuong, c6 cac loai muc tiéu kénh
phén phoi nhu sau :

Giam chi phi hoat déng. Giam chi phi déng nghia véi loi
nhuin cao hon, hay gia thip hon. Pay chinh 14 mét ngudn cua
loi thé canh tranh cia cong ty. Trong céac loai hinh phén phdi,
phin phdi truc tiép qua ddi ngii ban hang cia cong ty ¢6 chi phi
cao nhit. Nhitng nim gin ddy xu huéng cac cong ty chuyén tur
phin phéi truc tiép sang sir dung ddi ngii nhitng nha phin phdi
cong nghiép va nhitng dai dién nha san xuat dé tiét kiém chi phi
ma van gilt duoc mitc doanh thu nhu truéc. Tuy nhién su thay
ddi nay doi hoi nd luc quan tri va kiém soat kénh rét I6n tir phia
cac nha quan tri marketing B2B.

Kiém soat kénh. Thang thudng cic nha san xuit rit mudn
duy tri mirc d kiém soat cao dbi voi kénh phan phdi ciia minh.
Piéu nay la vi cic nha san xuit tin twong vao chinh sich va
chién lroc cia minh 13 thich hgp nhit dbi véi cac sin phim va
dich vu nén khéng mudn cidc thanh vién kénh lam khac di.
Trong cac loai hinh phan phdi thi phan phdi truc tiép 14 d& kiém
soat nhét (chi phi cao nhét), con phan phdi gian tiép thuong rat
khé kiém soat hon.

Quan hé chit ché véi cdc thanh vién kénh. Nhu da trinh
bay & trén, cac nha san xudt thuong cb ging xdy dung quan hé
dbi tic (partnering relationship) chit ché hay hinh thanh mot
lién minh chién Iuoc véi céc thanh vién ciia kénh phan phéi. C6
nhiéu ly do cho muc tiéu nay. Thir nhit, mét hé théng nhur vay
sé 6n dinh, va hoat dong thuan nhit hon. Thir hai, cic nha sin
xuit tin rang ho va cac kénh trung gian c6 cling chung mjt muc
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tiéu la t4i da loi nhudn nén viéc hinh thanh quan hé chat ché 1a
nhét thiét.

Ting cudng cdc nd lyc bin hang. Bén hang truc tiép
déng vai trd quan trong trong marketing giita cic té chirc. Do
vy mdt muc tiéu thuong thdy cua kénh la dit trong tdm vao
viéc ting cudng nd luc ban hang. D4y ciing chinh la 1y do vi sao
céc cong ty thuong sir dung phan phdi truc tiép, vi ho c6 thé
ting ap luc ban hang d6i voi céc nhan vién béan hang cua cong
ty, nhung rit khé tao 4p luc vdi cac thanh vién cua kénh phan
phdi. Cac sin phim cé tinh ky thugt phirc tap, doi hoi nhiéu thdi
gian ban chinh 1a 1y do 4p dung phan phdi truc tiép. O ddy
khong c6 Iya chon ma 13 vi thuc sy cin thiét.

HJ trg vé dich vu va ky thut. Cac dich v, hé trg ky
thudt, va cac hoat dong hd trg khac déi voi san phdm la nhing
yél’l td rat thiét yéu trong hoat dong marketing B2B. Nha san
xuat thudng st dung kénh phan phéi @é hd try trong viéc cung
cdp cac dich vu, h tro ki thuat cho khach hang ctia minh.

Théng tin phan hoi tir thj trudng. Mot sb céc cc‘mg- Aty
mudn thu thap théng tin tir thi truomg thong qua céc thanh ;V_’el‘l
cita kénh phan phdi va da dait viee thu thap thong tin phan hoi tu
thi trudmg nhu mot loai muc tiéu kénh. Khi cong ty dat muc ticu

ndy ho thuong tién hanh chon cac thanh vién san sang cung cip

thong tin.

Hinh anh cta cong ty. La tai §z’m quy giad Acfla cc‘mg\ty.
Khéch hang dénh gia va nhén thic vé cong tyAtllong que\x hl.IEh
anh cia céng ty. Hinh anh ndy khach he}ng n]za:m duoc Fu w\elcf
giao thiép véi cong ty hay cac kénh phin 1‘)h01ntrungA .glz%n}.l‘ hx
viy, c4c cong ty thuong phii chon nhiing nha phan phoi cé hin
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anh théng nhit v&i hinh anh cua cong ty. Day 1a mét cin cir
quan trong d€ chon lua cac thanh vién cia kénh phan phoi.

Xac dinh
myc tiéu kénh

i)

Pdanh gid cdc
Iya chgn

v : v

Kénh tryc tiép Kénh gidn tiép

4

Lya chqn kénh

4

Chqn thanh vién

v

Thiét 1I4p thda
thuan

v

Thyc hién, di€u
khi€n, ddnh gia

Hinh 7.2 : Quy trinh thiét ké chién lrgc quan tri kénh
phén phdi trong marketing B2B.
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Cac muc ti€u trén 1a cdc muc ti€u kénh thuong gip trong
marketing khach hang B2B. Tuy nhién, trén thuc té con cé nhiéu
loai muc tiéu kénh khdc nhau. Céc cong ty thuong cung mot lic
theo dudi mot vai muc tiéu vé phan phdi. Ching han, mét nha
san xuit c6 thé mudn co ml’rc do kiém soat cao trén thi truong,
dat dugc mot mirc doanh sé nhét dinh, tao ra hinh dnh la ngudi
lanh dao vé cong ngh¢ trong long khach hang, va yéu cdu mot
mirc d6 dich vu chit luong cao déi véi kénh phan phbi.

Danh gia cac lua chon

Mot khi cidc muc tiéu dd dugc xac dinh, cAn xem xét cic
kha ning vé& kénh cé thé lra chon. Diém xudt phat 1a viéc so
sanh phan phéi truc tiép va gian tiép. Can tra 10i céc cdu hol
nhu sau :

Khéch hiang muc tiéu thich mua hang truc ti€p tir cong ty
hay qua cédc kénh trung gian ?

Cac kénh trung gian c6 sin sang ban céc sin pham cua
cong ty khong ?

Céng ty c6 di kha nang tai chinh dé su dun
phéi truc tiép hay khéng ?

Liéu ¢6 loi nhuan hay khong khi st dung phan ph

g kénh phan
bi truc

tiép ?
Lua chon kénh

Sau khi di danh gia ca
chon loai hinh kénh phin phéi. Co s&

trén nhitng yéu t6 nhu sau :
quen mua hang cua khéach hang cong ty

¢ kha ndng, cong ty can quyét dinh
dé lua chon thuong dua

Thuc tién va thoi
muc tiéu.
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Péi thu canh tranh sir dung loai kénh phin phéi nao ?

Pon gi4 cia sin phim va kich thudc don hang.

Kich thuéc, khdi luong, quy cach san phim.

Chi phi cua tung loai kénh.

Do phiic tap v& cong nghé, va dich vu ciia san phim.

Khéi Irong ton kho cén thiét & mbi khu vuc thi truong
trong diém.

Luwa chon thanh vién kénh

Sau khi di quyét dinh loai kénh sir dung thi cdn phai tién
hanh chon lua ting thanh vién cta kénh. Bo qua budc nay néu
chon phén phéi truc ti€p. D6i vdi phin phdi truc ti€p viéc tuyén
chon nhdn vién ban hang truc ti€p sé dugc trinh bady & chuong
quan tri ban hang (Sales management). Viéc tuyén dung, lua
chop tirng thanh vién cua kénh 1a moét cong viéc khé khin, nhét
1a d8i véi cac sin phim méi. Cac nha phan phdi trung gian dat
yéu cdu cdn xac dinh, lién hé, va dugc thuyét phuc dé ban sin
phdm. Céc trung gian cang cé chét lugng cang khé thuyét phuc
vi ho 1a d6i twong cua rét nhiéu nha san xuat khac.

Quy trinh chuin cho viéc tuyén dung, chon lya cic thinh
vién trung gian thudng dién ra nhu sau :

Pinh vi cac ng cir vién.

Xem xét cdc ung cur vién va xdc dinh cic ng cur vién
thich hgp nhat.

Phong vén nhitng (g cir vién dat tiéu chuén.

Chon tng cir vién thich hop nhét.
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X4y dung céc thoa thuan trong kénh.

, _Sau khi d4 lua chon thanh vién kénh vin d& quan trong la
xdc dinh céc thoa thudn thit r6 rang va cu thé giita nha sér; xuit
va thanh vién trung gian. Théa thudn thuéng tr¢ thanh co so
phép ly cho moi tranh chap sau nay. N6 bao gbm cic quyén lgi
va trach nhiém chinh thirc cia mdi bén. '

Thoa thuin giffa nha sin xudt vi nhd phin phdi cong
nghiép.

Khu vuc bén hang.

Linh vuc hoat dong.

Cic didu khoan vé gid giao nhin nhu FOB, CIF.

Céc khoan chiét khiu nhu chiét khiu tién mit, chirc ning
(thuong mai), chiét khau so luong.

Tré lai hang, d6i hang, bao hanh.

H3 tro va hop téc marketing, quang cdo.

Miic d6 ton kho cAn thiét.

Quy trinh dt hang, chao gia, van chuyén.

Ho tro k¥ thut.

Thoi han hiéu luc cia thoa thuén.

Céach thirc giai quyét tranh chap.
Thoa thuan gilta nha san xuft va dai dién nha san xuét.
Khu vuc ban hang.

Ty I hoa hong.
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Quy trinh va thua tuc hoi hang, chao gia, dat hang, hoa don,
va thanh toan.

Cac diéu luat vé ban céc san phdm cé tinh canh tranh.

Nhitng hd tro ban hang va k¥ thuit ciia nha san xuét.

Hop tac vé marketing va quang cdo.

Nhitng yéu cau khi chdm dirt hop ddng.

Nhirng rang budc khac vé mit phap ly.

Céch thirc giai quyét tranh chép.

Thurc hién, diéu Kién, va danh gia chién lwgc kénh

Lic nay cin phai dua cac thoa thuén va chién luogc kénh
vao thuc hién. Cic chuong trinh ban hang, khuyén madi, quang
cao, hb tro k¥ thuit phai gan bé chat ch& vai hoat dong cua céc
thanh vién kénh. Luén luén xem xét va danh gia hiéu qua hoat

dong cua kénh so véi muctiéu kénh, muc tiéu marketmg, va
muc tiéu cuia cdéng ty. Tiéu chi danh gia : gia, doanh s, loi

nhudn, hinh anh, mirc dd hop tac, va dé phu hop cua thanh vién
v&i téng thé hoat dong cuia kénh.

II1. Phan phdi vit chit

Piy 1a mdt khai niém rt gin bo véi chién luoc kénh trong
td hop marketing 4P Bén canh viéc chon lya va quan tri kénh
trung gian, mot vin dé quan trong dbi v&i cac nha quan tri
marketing 1a quan trj dong di chuyén vit chit clia hang hoa va
dich vu trong hé thong kénh trung gian.

Theo dinh nghta, thudt ngi phan phdi vét chit, dugc sir
dung trong san xudt va thuong mai dé chi nhung hoat dong lién
quan dén su di chuyen cua hang héa tu diu cubi cia day chuyén
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san xuit dén tay nglrc‘r'i tiél’l dl‘m'g hay su di chuyén clia nguyén
vét liéu tir nha cung cap dén diém bat dau cia mét diy chuyén
san xudt. Nhitng hoat dong nay bao gém véan chuyén, luu kho,
déng g6i bao vé, quan tri hang ton kho, lua chon vi tri caa nha
mdy va kho, quy trinh dit hang, du béo thi truong, va dich vu
khéach hang.

Cic hoat déng phén phoi vit chit :

Dich vu khich hang. Mirc d6 dich vu khach hang ma cac
hoat déng phan phéi c6 thé thuc hién;

Vin tai. La cach thic cong ty vén chuyén hang héa, 1a
hoat d(_'n;g lién quan dén viéc lwa chon phuong tién vén tai dugc
stt dung dé dura hing héa dén tay khach hang. Céc hinh thirc van
tai chinh 1 : duong bd (xe 6 tO tai, xe container...),’ duc‘njg
bién/séng (tau, thuyén), dudng hang khong (mdy bay), ong din
(6ng din déu, gaz, khi dét,...);

Luu kho va nha kho. Vi tri kho hang trong hé thdng phan
phdi va sé luong kho hang ma cong ty Cﬁlf duy tfi-AL?‘i hoat -déllg.
lién quan dén viéc xdc dinh vi tri kho, va quy mo kho tai méi

khu vuc thi tnromg.

m sodt hang dy tri. Xac dinh
thoi diém va sb luong tai
duy tri tai ting dia diém;

Quin trj tén kho va kié
lwong hang tdn kho tai cic nha kho,
dit hang. Mirc hang duy trit ma cong ty

Dich chuyén hang hoéa. Viéc di Chll}’éﬂ \ia ll}'u tl'l:l' hang
ton kho trong kho hay trong ca quy trinh phan phoi vt chit;
an va xir ly nguyén vit liéu. Cach thic
y hang hoa hiéu qua trong nha may, nha
Céc phuong thic bdo vé hang

Doéng géi bao qu
cong ty dong goi va xir 1 ,
kho va céc thiét bi chuyén cho.
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héa trong qué trinh vin chuyén va luu kho. Cé céc hinh thirc
nhu déng vao container, dong goi theo quy cach xuit khiu... T4t
ca nbdm muc dich bao vé chat lugng hang hda;

Xt ly don hang. Cich thirc cong ty giai quyet don dit
hang Céc cong viéc nhu thu thap, kiém tra, va truyén cac thong
tin vé don dit hang. Thuong lién quan dén céc viéc nhu chuén bi
don hang (gitip khach hang), kiém tra mic tin dung, gi4, chun
bi vén don (bill of lading), xem xét luong hang tdn kho,...

T4t ca nhitng chirc ning trén hoat dong theo mot co ché c6
quan hé qua lai v&i nhau. Cic quyét dinh trong mét linh vuc c6
tac dong dén hiéu qua hoat déng cua nhitng linh vuc khéc. Nha
quan trj hé théng phan phdi vat chét phai can dbi giita cac thanh
phén dé tranh qua cha trong vao mdt khia canh don I€, ma sao
nhing hoat dong chung cua toin bd hé théng. Mot cong ty c6
thé quyét dinh cit giam chi phi védn tai bang cic phuong thirc
van tai dudong thity ré hon, Song ciing chim hon. Viéc chuyén
hang chim c6 thé budc cong ty phai duy tri mirc hang trir kho
cao hon, din dén phat sinh chi phi lru kho. Sy khéng pht hop
giita c4c thanh phin ciia hé thong thuong lam ting chi phi san
xudt. Vi vdy, cin bing giita cac thanh phin l4 quan trong.

Su chuyén ddi chung tir nén kinh té san xuét sang nén kinh
té dich vu di tac dong dén hoat dong phan phéi vat chét theo hai
cach. Thir nhét, khach hang dd1 hoi dich vu vin tai linh hoat hon
- nhung van phai dam bao tinh dang tin cdy. Thu hai, sb luong
cac cong ty van tai nho dang vuot hin 1én so v6i sé hing vén tai
I6n. Miic dit céc hing van tai truyén théng, quy mé 16n van tiép
tuc moc Ién, song ho chiém ty Ié thdp hon trong téng doanh t‘hu
cua nganh vén tai va tng khbi lwrong hang hdéa vén chuyén.
Piéu nay din dén nhiing diéu sé trinh bay sau diy.
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3.1. Hé théng phin phbi vit chit

Heé théng phan phdi vit chit cta cong ty 1a mét nhém gdm
cdc thanh phén c6 td chirc, dugc két ndi v6i nhau theo mot ké
hoach nhit dinh, nhim thuc hién muc tiéu phin phdi cu thé.
Khai niém hé théng phén phdi vt chét nay bao gdm cdc hoat
déng phdn phéi vét chét vira duge dé cap & trén.

Vin deé tdi uvu héa cuc bd

Nha quan tri logistics c6 gang vira thiét 1ap mét cdp do
dich vu khich hing nhét dinh, vira gidm thidu cac chi phi vin
chuyén va hru kho hang héa thuc té. Trudc hét, ngudi lam
marketing ké ca B2B va B2C phai quyét dinh cac vén dé cin wu
tién trong dich vu khach hang, sau d6 tim hi€u xem cdch nao c6
thé gitip hoan thanh cdc muc tiéu nay v4i chi phi vén chuyén
thép nhét hay khéng. Két hop moi thanh phan trong hé théng
phin phéi vt chit véi nhau la mot thach thirc 16n ma céc cong

ty it khi dap trng dugc hoan toan.

Tinh trang t61 wu hoa cuc bd (sqboptimiz,ation) dién’ra ’khi
nha quan tri mft chuc néng’phﬁn phoi vat chat don 1é ¢6 ging
gidm thiéu chi phi, nhung két qua dat dwoc ¢ chic ning nay lai
din dén két qua kém tdi wu hon c'r‘ nhiing ch’frc nél?g khic. Hay
tuong tuong ra mot d61 b(’)‘ng da gc?m toan cacf .ngc‘n sao. Nhung
dang tiéc 1a mic du mbi cu thu déu la mot tgl nang nhung doi
vin khong thé chién théng. bay 1a vi fh'l r;nm’h ho? cho hién
tuong t6i wu hoa cuc by. Diéu tuong tu co thfe’ xa?l. ra.o mét cong
ty khi méi hoat dong logistics dugc danh gid boi hiéu qua cua
riéng nd, thay vi xem xet déng gop cia né cho viéc thuc hién
muc tiéu téng thé cua toan cong ty.

Téi wu héa cuc bd (suboptimization) thuong xay ra khi
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cong ty dua ra mot san phim méi kho phil hop véi hé théng
phéan phoi vat chat hién tai.

Viéc quan tri hiéu qua cua chirc ndng phan phéi vat chit
doi hoi sy danh ddi chi phi. Bang viéc chip nhén chi phi cao &
mot sb chirc ning nham tiét kiém chi phi & nhitng vi tri khac,
nha quén tri ¢6 thé giam thiéu chi phi phin phéi vit chét tong
thé cia toan cong ty. T4t nhién, bt ky su cit giam chi phl
logistics nao ciing cin huéng téi muc tiéu duy tri cc tiéu chuin
dich vu khéach hang.

Cic tiéu chuin dich vu khach hang

Cac tiéu chuin dich vu khach hang (customer service
standard) dé ra muc dich va xac dinh mirc do chét luong dich vu
tiéu chuin ma cong ty ky vong mang dén cho khach hang. Céc
nha béan lé trén Internet phat trién manh vi kha ndng giao hing
trong vii gio ddng hd ké tiy khi nhan don hang. Cong ty chuyén
phat nhanh Thuén Phat cung cap dich vu glao hang trong ngay,
vao tit ca cac ngdy trong tudn, trén toan quoc dam bao 100%
rang khach hang s& hai long. Hé théng cung ting clia cong ty ndy
bao gdm nhiéu cira hang hoa - day 1a ly do gidi thich tai sao
cong ty co thé dam béao viéc giao hang dung hen. Mot ctra hang
pizza c thé dit ra tiéu chuidn mang t&i cho khach hang nhitng
chiéc plzza néng hdi trong vong 30 phut Mbét cira hang sira chira
6 to c6 thé dua ra t1eu chuin thay diu xe trong ntra gio. Tét ca
déu 1a nhitng vi du vé tiéu chuan dich vu khach hang.

Khi xdy dung hé théng phan phdi vt chit, cac nha thiét ké
bit diu bing viéc dit ra nhiing mic o dich vu khach hang tiéu
chuan. Sau d6, ho s& két hgp cac thanh phan phan ph01 vt chat
theo cach thirc dap ang dugc nhiing yéu ciu trén ¢ mirc chi phi
thdp nhét c6 thé. Chi phi tong thé nay dugc chia thanh nam
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nhém : (1) vén tai, (2) hru kho, (3) kiém sodt hang tdn kho, (4)
dich vu khach hang/xir ly don hang va (5) chi phi quan tri.

Vin tai

Vai ndim gén ddy, nganh vin tai Viét Nam di bai bo nhiéu
quy dinh 13i thoi khong giong ai. Viéc bii bo quy dinh lap di
nay dic biét c6 y nghia quan trong ddi véi cac phuong tién van
tai co gic’ri van tai duong sat va duong hang khong.

Thuong chiém khéng it hon 10% chi phi san pham chi phi
vén tai va glao hang 1a khoan muc 16n nht trong sé céc chi phi
lién quan dén loglstlcs 0 phan 16n cac cong ty Viét Nam. Ngoai
ra, dbi v&i nhiu mit hang, nhit 1a cic mit hang dé& hong nhu c4
twoi hodc ndng san, khau van tai dong vai tro quan trong dé tao

nén su hai 1ong trong dich vu khach hang.

Nhiéu nha quén trj logistics dd nhan ra chia khc')a dé kiém

soat chi phi van tai hing hoa la quan tri chit ché mbi quan hé
véi cdc cOng ty van tai. C4c hing van tai st dung hai murc cudc
co ban : cudc chung va cudc thoa thuén (class/commodity rate).

Cudc chung 1a loai cudc tiéu chudn cho mét loai hang hoa cu
thé, dugc vén chuyén giita hai dia diém bét ky. Hang vén tai co
thé 4p dung modt mirc cudc thoa thudn thap hon, déi khi dugc goi
a cude dic biét (special rate) cho m§t mdt hang cu thé, hodc cho
mot cong ty c6 quan hé hop téc thuong xuyén hodc vén chuyen
hang héa voi khéi hrong I6m. Vin tai hing hoa bing dudng sit
va duémg thity ndi dia thuong 4p dung chinh sich thuéng nay
cho khach hang Bén canh do do6i khi cac hang van tai duong st
va duong bd bd sung vio chu triic cude phi nay cac murc cudc
theo dam phén hogc theo hop ddng. Hay néi céch khdc, cdc diéu
khoan vé cudc phi, dich vy va céc ndi dung khac s& dugc hai

bén chét lai trong mét hop dong.
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Cac loai hinh van tai hang héa

Céc cbng ty van tai dugc phdn loai thanh hing van tai
thong thuong, hing vin tai theo hop ddng va don vi vén tai
riéng. Hing vén tai thong thudng (common carrier), thudong
duge xem 13 xwong séng ciia nganh vén tai, cung cip dich vu
cho thué phuong tién véan tai tgi cdng ching néi chung. Cudce
phi va dich vu cua cac don vi van tai nay dugc quy dinh boi
chinh phu, va ching khong thé trién khai hoat déng ma khong
c6 su cho phép cia co quan quan tri c6 thim quyén. Hang vin
tai thong thudng van chuyén hiang héa qua moi loai hinh vén tai.
FedEx la hang van tai thong thuong phuc vu céng ty va nguoi
tiéu ding. M6t cach thirc dé cong ty nay duy tri dugc tinh canh
tranh 14 tim ra nhirng bién phap mé&i dé ning cao dich vu khach
hang. FedEx cung cép mot dich vu cé tén goi InSight, day la
dich vu truc tuyén mién phi véi tac dung chinh 1a dao ngugc quy
trinh theo ddi buu kién. Thay vi theo ddi buu kién tir khi dugce
chuyén 1én phuong tién van tai ¢én khi giao nhén, khach hang
c6 thé truy cdp vao trang web dich vu truc tuyén nay dé biét
nhiing buu kién s€ dugc chuyén dén cho ho trong ngay hém do.
Dich vu médi nay da mang lai rit nhidu loi ich cho céc khich
hang ciia FedEx thuong xuyén cé nhu cdu vén chuyén céc loai

hang d& hu hong,

Hang van tai theo hop ddng (contract carrier) la cac don vi
van tai cho thué, khéng cung cip dich vu cho cong chung néi
chung. Thay vao d6, ho thlet 1ap hop dong v6i khach hang cé
nhan va chi phuc vu mét sb nganh cu thé nhu nganh van tai thlet
bi dong co. Cac don vi van tai nay hoat dong trong khuén kho
quy dinh néi 16ng hon so véi cdc hang vén tai thong thuong.

Pon vi vén tai riéng (private carrier) khong cung cap cac
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dich vu cho thyé Nhitn
- T2 ’ g dom v A ; A
t"f;n illllllll}’En hang héa trong «!i"sn ti ndy chi phuc vu nhu cau
- €4C quy dinh v@ e 00. Do d6, chiing khong phai
Hi¢n nay, B Gi}ello .thénvev(iuoc Phi v dich vu cflga chl'nlgl ghﬁ.
van tai r}ié“g hoat déng nhualllr 4 Viét Nam da cho phép don vi
van tai the A . A vt 1A .
thé cﬁ; qu; ;;id(fﬂg- Nhiéy d;]g vén tai thong thuong va hang
chiing t6i trinh b‘nay;de khaj thzin Vl van tai riéng da tan dung loi
- ay ve quy tring, Ct5ida do1 xe tai cua minh. Gio

QuY trinh phan pye.  Phan phdi vat chét.
Vit ., -
Meng

pham |~
> Nha phan phai

cOng nghiép

Dai dién
o luu kho

[_’3' dién Nha phan pha;

o luu kho cong nghiép
Khach hang
cong nghiép

Hinh 7.3 : Hé thong phan phdi vat chit.
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Pé hiéu rd hon khai niém phan phéi vét chit, cin xem xét
quy trinh phéan phdi vat chit. Hinh 7.3 cho thiy quy trinh bit
dau khi khach hang dit hang. Pon hang niy dugc giri tGi thong
qua dién thoai, fax, buu dién, hay thong qua e-mail. Pon hang
nay c6 thé dugc giri truc tiép dén nha san xuat hay dén cac kénh
trung gian.

Tuy nhién, cudi cing thi don hang ciing s& duoc xir ly bai
nha san xuét. Xir ly don hang bao gém kiém tra tinh chinh xac
cia don hang, kiém tra tin dung, gia, dia chi giao hang,... Hé
thong théng tin s& gitp d& trong coéng tac xir ly don hang. Sau
khi don hang d4 qua xir ly, n6 s& dugc chuyén dén cic bd phin
c6 trach nhiém dé chuyén hang dén khich hang. Néu hang c6
trong kho tai chd, né s& duoc chuyén dén khach hang. Nguoc
lai, hang ton kho s& duoc chuyén tir cac kho khac toi dé dap ang
don hang.

Vin t3i
Xir ly dan -
Khéch hang dat hang Tan kho
A \ 7’<
He thting Luu kho tai dja
théng tin phifong
Van tai <

HINH 7.4 : Quy trinh phan phéi vit chit.
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Tim quan trong ciia phin phéi vit chit trong
marketing B2B

Cn chu y rang khich hang cua marketmg B2B 1a cac td
chie, céc cong ty. Ho trong nd luc canh tranh, cé gang thoa mén
tot nhit cac nhu cdu cua khich hang, do vay ciing rat c¢6 nhu ciu
vé viéc nhan san phim va dich vu tir nha cung cap mot cach
dung han va hiéu qua. Phan phdi vat chit do vady c6 anh hudng
rat 1on dén kha ning phuc vu khach hang cia cic cong ty hay
noi cach khac la kha nang canh tranh cia cac cong ty. Phan phéi
vat chit vdi cac hoat dong nhu véan tdi, luu kho, xir ly don
hang... 1a nguén chi phi rit 16n dbi véi cac cong ty. Kiém soat
hiéu qua cac hoat ddng ctia phén phéi vt chit, tiét kiém chi phi
chinh 1a mdi quan tdm 16n ciia cac nha quén tri marketing. Bén
canh d6, khach hang ngay cang dénh gia cao tim quan trong cta
viéc giao hang dung hen. M4t cudc nghién ciru gén day cho thay
cac dich vu cua phén phdi vat chét duogc xép quan trong hon ca
gla Mot chi tiét khac 1a chi phi ton kho ngay cang cao do lai
sudt cao, vong doi san pham ngin, chi phi bio hiém, luu trir
ting. Diéu niy di din dén céc khuynh huong sur dung JIT, mét
hé théng doi hoi phai co dich vu phan phéi vat chit hoan hdo.
Thém vao dé mot hé théng phan phdi vat chit hoan hao s& hd

tro rat tdt cho cac hoat dong marketing khac.

IV. Quan tri phin plléi vit chit

Nhu trén da trinh bay, phin phéi vit chat Ia tap hop cua
sau loai hoat dong. Céc hoat dong nay mang tinh twong hd chit
ché. Mgt chuong trinh phin phéi vat chdt hiéu qua 1 sy can dbi
gitra kha ning giao hang ding hen va muc chi phi hop ly. Trudc
khi xem xét dén timg hoat dong va tinh tich hop cia cac hoat
déng nay, ta hay xét dén muc tiéu clia phan phé)i vét chat.
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Muc tiéu ciia phin phdi vét chit

Thong thuong cic cong ty theo dubi 3 muc tidu chinh
trong phan phoi vét chat :

Cung cip céc dich vu cén thiét cho khach hang.

Tbi thiéu hoa tdng chi phi cho viéc cung cép cac dich vu
nay.

Thu duge loi nhuén khi theo dudi hai muc tiéu trén.

Cac muc tiéu trén cé thé duwge cu thé héa thanh cic
muc tiéu sau :

Giam thoi gian xir ly don hang.

Giam sd luong don hang khéng thyc hién dung han.

Giam ty 1¢ giao hang tré han.

Giam sb luong hang hda bi hu hong hay thét thoat trong
qua trinh vin chuyén.

Giam thoi gian xu l)" thic mic cua khach hang. Muc tiéu
ve chi ph1 thuong dugc thé hién dudi dang phén trim cia doanh
s6. Ching han mét cong ty thuorng mAat 10% doanh sb cho céc

hoat dong phan phdi vt chit c6 thé theo dudi muc tiéu giam chi
phi nay xuong con 8% trong hai ndm ké tiép.

Vin chuyén

Quyét dmh vé vén chuyén thucmg c6 hai phin. Phdn diu 13
quyet dinh vé phuong tién van chuyen Phin sau la quyét dinb
nha van chuyén (cong ty vin chuyén cu thé).

Lua chon phuong tién vén chuyen cin can nhic cac yéu to

sau day :
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Chi phi clia méi loai phurong tién.

Téc d6 dich vu.

D6 tin cdy clia mdi loai phuong tién.
Kha ning tiép cin mdi loai phuong tién.

Khi ning bao quan hang héa ciia mdi loai phuong tién.
Thong thudng cé 5 loai phuong tién van chuyén chinh 13 :

Puong bd : xe 6 to, xe van tai, xe container,...

Pudng thiy : tau, thuyén, ghe (s6ng, bién)

Pudng hang khéng : may bay.

Pudng sit : xe lra

Dudng éng din : van chuyén khi dét, gaz, xing, dau...

Nha kho/kho hang

Quyét dinh v& nha kho lién quan dén viéc xdc dinh vi tri
kho hay cac diém du trir hing & timg khu vic dé c6 thé cung cap
va phuc vu khéch hang hay trung gian phan phoi mot cach higu
qua nhit. Chirc ning co ban cia nha kho 13 nhan, lwu tri¥, va ho
tro van chuyén hing héa dén tay khach hang.

Cong ty c6 thé chon lya giira kho so hitu (tu cong ty du
tr xdy dung kho bii), hay st dung kho cong cdng (public
warehouse, cong ty khéng tu ddu tu ma di thué lai kho bai cia
cac hang dich vu).

Quyét dinh vé kho ciing phu thudc vio loai kénh phan
phdi hay loai trung gian ma cdng ty st dung. Thuong khi s

dung kénh phan phéi truc tiép hay dai dién nha san xudt thi cdc
vin d& vé kho bii do cong ty dam trach. Con trong truong hop
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sir dung nha phan phdi cong nghiép thi cong viéc nay thudmg do
nha phéan phdi chiu trach nhiém.

Quyét dinh vé dia diém dit kho thuong dugc dua ra sau
khi cin nhic 3 yéu té : Muc d6 tip trung hay phin tan cia thi
truong muc tiéu, vi tri ciia nha may, céc loai phuong tién van tai
c6 thé sir dung dugc.

C6 ba phurong phéap dinh vi kho co bén la :

Dinh vi theo thi truong. Nha kho dugc dit gin véi thi
trorong muc tiéu ma céng ty phuc vu.

Dinh vi theo nha mdy san xudt. Nha kho duoc dit gan nha
may san xuat.

Pinh vi trung gian. Nha kho dugc dat giita nha may va thi
truong muc ti€u.

Luu kho

Hang héa thong thuong di qua hai loai kho : kho hang du
trir (storage warehouse) va kho hang phin phdi (distribution
warehouse). Kho hang du trir s€ luu gift hang hoa trong thoi
gian tu trung binh dén dai han, nhim cén bing cung ciu glua
nha san xudt va ngudi mua hang. Vi du nha kho cé ché do kiém
soat nhiét 3, bao dam cho trai cay giir dugc chat lugng lau hon.
Nguoc lai, kho hang phin phéi tap h0'p va tai phan phéi hang
héa, git cho hang héa duoc luan chuyén nhiéu hét sirc c6 thé.
Nhiéu kho hang phin phéi hoic trung tim phan phdi hang chi
lwu kho hang héa dudi 24 gio trudc khi chuyén giao chiing tdi
khéach hang.

Céc nha quan ly logistics da ¢b ging tiét kiém chi phi van
chuyén hang hoéa bang cach xay dung nhitng trung tdm phin
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phdi trong diém. M6t nha san xuit c6 thé chuyén mot 16 hang
I6n duy nhit, két hi_)"p nhiéu kién hing t&i trung tdm béc d& hang
- mot trung tim phan phdi trong diém c6 nhiém vu thio d cic
kién hang 16n thanh nhiing kién nhé hon va giao dén ting khach
hing trong khu vurc. Nhiéu nha ban Ié Internet sir dung céc trung
tam phan loai hang hoda 16n nay.

Nha kho ap dung cong nghé tw dong

Céc nha quan ly logistics c6 thé cit giam chi phi phan phéi
hing héa va cai tién dich vu khach hiang mot cich nhanh chéng,
bing cach tw dong hoéa hé thong nha kho cia ho. Mic du céng
nghé ty dong doi héi mét khoan dau tu 16n, nhung céng nghé
ndy c6 thé gitp tiét kiém lao dong cho nhitng nha phan phdi c6
khdi luong hang 16n, nhu cic chudi cira hang thuc phim. Mot hé
théng tin hoc hda co thé luu trir cic don hang, lya chon s lugng
hang theo don, va dua nhitng kién hang nay t&i cac bén béc
hang dé chuyén di theo ding thir ty mong mudn. Loai hinh nha
kho nay glup giam Chl phi nhin cong, gidm thuong tén cho nhan
vién, han ché trdm cap, héa hoan va tinh trang hu hong.

. =R > ‘
Dia diém cua nha kho

Moi cong ty déu phai dua ra quyét dinh logistics quan
trong khi xac dinh sb lwong va vi tri cac co s¢ kho bai ma minh
cin xdy dung. Co hai loai chi phi anh huéng dén su lya chon
ndy : (1) chi phi luu kho va xtr Iy nguyén vat liéu, (2) chi phi
chuyen hang tir nha kho dén khach hang. Nha kho c6 co so vét
chit quy mé 16n s& c6 loi thé kinh té theo quy mé trong hé thdng
vin chuyén nguyén vit liéu va st dung co s¢ vat chét; chi phl
cho mét don vi sén phim & céc hé théng nay sé gidm khi khoi
luong hang tang. Mat khéc, chi phi van chuyén hang tang l€n
theo khoang cach tir kho hang dén dia chi khach hang.
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Cac vi tri xdy dung nha kho cling cé anh hudng dén dich
vu khach hang. Cac coéng ty phai ddt kho hang va cac co s& phan
phéi tai nhitng dia diém gitip ho ¢ thé dap tmg nhu ciu vé san
phdm va thoi gian giao nhan ctia khach hang. Ho ciing phai cin
nhéc cdc xu huéng vé dan sé va lao dong.

Hé théng kiém soat hang luu kho

Viéc kiém soat hang hru kho nhin dugc sy quan tdm lén
cua cac nha quan ly logistics, do céc cong ty cin duy tri hrgng
hang du trir hop 1y dé dép ing nhu céu cua khach hang, va tranh
lam phat sinh nhiing chi phi khéng cén thiét cho viéc hru kho
lugng hang qua mic yéu cdu. Mot sb cong ty cb ging kiém soat
mitc hang Iuu kho bing céch trién khai hé théng quin ly sin
xuit ding thoi diém (just-in-time).

Céc nha ban 1¢ thudng chuyén trach nhiém vé quan ly kho,
kém theo d6 1a chi phi, trd laiccho tung nha san xuat. Hé thng
quan tri du trir kho boi ngudi ban (vendor-managed inventory -
VMI) nhu vay hoat dong trén co s& cho ring nha cung cép Ia
ngudi & vi tri tbt nhit dé phat hién ra hang dang thira hay thiéu,
cét giam chi phi trong chudi cung ung, qua d6 ha gid bin san
phim & dau ra.

Quan tri ton kho

Duy tri mdt lugng ton kho dé dam bao khong tré han thuc
hién cac hop ddng 1a nhiém vu clia céng tic quan tri hang ton
kho. Tuy nhién tén kho Iuén di kém véi chi phi. Do vdy nha
quan tri ludn phai can dbi giita luorng hang tén kho va mirc Chl
ph1 cho phép. Dy chinh la bai toan t6i wu hrong tdn kho & t6i
thiéu héa riii ro va tbi thidu hoa chi phi. C6 nhiéu mé hinh toan
duoc st dung dé giai quyét bai toan hang tdn kho. Vén dé nay
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dugc trinh bay k¥ trong mén hoc quan tri vin hanh. * No1 dung
gido trinh nay khong di sau vao cac k¥ thuit quan tri hang ton
kho ma chi muén chi ra ring quan tri hang tén kho 13 mot vén dé
khong kém phin quan trong ma cac nha quan trj marketmg ciing
can phai quan tdm khi gidi quyét bai toan phan phéi.

Xt ly don hang

Khi nhén dugc don hang, bd phén xir ly phai nhanh chéng
kiém tra lugng hang tdn kho, kha nang chi trd cua khach hang,
sau d6 l4p cac hoa don va ching tir cin thiét dé giao cho cac bd
phin tiép theo.

Xt ly don hang tic dong truc tiép dén kha ning dép tmg
cdc tiéu chudn dich vu khach hang ciia céng ty. Cong ty co thé
phai trd gia cho viéc xu ly don hang khong hiéu qua khi vin
chuyén san phim theo nhiing loai hinh vén tai chi phi cao, hoac
duy tri lugng hang tdn kho 16n tai nhiéu dia diém dat kho hang
dét do.

N6i chung, xir Iy don hang co ban gom bbn hoat ddng
chinh : (1) kiém tra céng no; (2) ghl chép lai céc chi tiét lién
quan dén ban hang, nhu trich hoa hdrig cho mét dai ly; (3) vao
s6 ké toan; (4) xdc dinh dia diém giao hang, chuyén hing va
diéu chinh s liéu hang tdn kho. Gian doan tén kho (stockout)
xdy ra khi khéng c6 sin hang trong kho dé chuyén cho mét dqn
hang cu thé. Hé théng xi 1y don hing cta cong ty phéi‘tu van
cho nhitng khéich hang bi anh hudng bai viéc gian doan ton kho,
va dua ra cac phuong an thay thé.

! Tim doc “Quan tri vdn hanh hién dai — Ly thuyét va tinh
huéng thuc hanh itng dung ciia cdc céng ty Viét Nam™, Luu Pan
Tho, Piang Minh Trang, NXB Tai Chinh, ndm 2015.
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Ciing giéng nhu vdi cic khia canh khic trong hoat dong
phan phéi vét chit, nhitng d6i méi cong nghé giip nang cao hi€u
qua cua cdng tac xu ly don hang. Nhiéu cong ty tim cach sip
xép lai thu tuc xir Iy don hang hop 1y hon bang cach sir dung e-
mail va Internet. Vi du, trong cac catalog, héa don ban hang,
buu phdm va thr thanh vién, nha ban 1é d6 ding cho cac hoat
dong ngoai trdi, mang vatgia.com luén khuyén khich khach dat
hing qua web - kénh dat hang tiét kiém chi phi nhét.

Xir Iy don hang bao gdm céc coéng viéc nhu thu thip, kiém
tra, va truyén cac thong tin dat hang. Mot quy trinh xir ly don
hiang bit dAu khi nguoi ban hang hay khach hang dién céc chi
tiét vao don hang, va chuyén né dén noi hang héa duogc luu trir.
Noi ndy c6 thé 1a nha kho trung tam hay nha kho khu vuc. Céc
cong doan tiép theo 1a kiém tra tin dung cita khach hang (trong
marketing B2B, cac nha san xudt thuong cho khich hang minh
nhitng wu ddi vé tin dung nhy trd chim trong mot thoi han véi
mot sb lugng tién nhit dinh, ddy 1a mét loai hinh thirc tin dung),
chuin bi van don, kiém tra sb lugng hang trong kho, va cubi
cung la chuyén hang dén khéch hang.

Quy trinh x ly don hang co thé 1am béng tay, bing may
(hoan toan tu dong), hay két hop cé tay va may moc.

Xt ly don hang hiéu qua s& lam tang hiéu qua hoat dong
va tinh canh tranh cda cong ty.

Dich chuyén hang héa

Viéc dich chuyén hang héa gfm lién vGi quy trinh phan
phbi vat chit & moi cong doan. C6 thé thiy biéu hién ctia vi€°
dich chuyén hang héa nhu céc thiét bi ning, bing chuyén, can
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truc, cac thiét bi béc d&. Quyét dinh lra chon loai thiét bi dich
chuyén hang héa hiéu qua nhét Ia mét quyét dinh cin quan tim.

Déng géi bao vé

Trong marketing B2B, chiic dong géi thién vé chirc ning
bao vé€ nhiéu hon 1a thuc hién chirc nang xuc tién. Trong qua
trinh van chuyén hing héa, bao bi déng géi rit quan trong dé
bao vé chat lugng hang héa tranh nhirng va cham vat 1y, hay tac
dong moi truomg lam hu hong hay giam cht lrong.

C. Ciu héi 6n t.lp vi thio Iu.m

1. Hay trinh bay su khac blet giita chién lrgc phan phéi
trong thi truomg B2B va thi tryong B2C. So sanh chién lugc
phan phdi trong thi truomg B2B va thi trudng B2C.

2. Hay trinh bay va minh hoa vé phan phdi truc tiép.

3. Cac hinh thirc va nhitng ngudi tham gia vao qua trinh
phan phdi truc tiép.

4. Hay trinh bay va minh hoa vé phan phéi gién tif‘ép. Cac
hinh thirc va nhitng ngudi tham gia vao phan phoi gian ti€p.

5. Nhitng loi thé va han ché khi sir dung nha phén phéi
cong nghiép va tuong lai cia nha phan phoi cong nghiép. Giai
thich va minh hoa.

6. Nhirng lgi thé va han ché khi st dung nha phin phéi

cong nghiép va tuong lai cia nha phan phdi cong nghiép cung
nhu ky vong cia nha phén ph01 cong nghiép noi nha san Xut.

Giai thich va minh hoa.
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7. Nhitng loi thé va han ché khi sir dung dai dién ctia nha
san xudt va tuong lai ctia dai dién cua nha san xuit ciing nhu ky
vong cua dai di€n cua nha sin xuit noi nha san xuit. Giai thich
va minh hoa.

8. X4y dung chién luoc kénh nhu thé nao ? Hay trinh bay
cac tiéu chi : xac dinh muc tiéu kénh, danh gia cac lua chon, lira
chon kénh va thanh vién kénh va xay dung cac thoa thuén trong
kénh phin phéi.

9. Trinh bay tém lugc vé phan phdi vat chit va cac hoat
dong phan phoi vat chit.

10. Tai sao cic hoat dong phan phdi vt chit c6 quan hé
qua lai véi nhau ?

11. Su chuyén ddi chung tir nén kinh té san xuit sang nén
kinh té dich vu di tic dong dén hoat dong phan phdi vat chat
nhu thé nao ? .

12. Vén dé t6i uu hoa cuc bd 1a gi ? Giai thich.

13. Cc tiéu chuan dich vu khach hang 1 gi ? Giai thich.

14. Trinh bay hiéu biét ciia ban vé vin tai va cac loai hinh
vin tai hang hda.

15. Trinh bay hiéu biét cia ban vé quy trinh phén phdi vat
chét. Giai thich.

16. Trinh bay hiéu biét cta ban vé quan tri phan phdi vat
chét. Giai thich.

Bai tip tinh hudng ciia chwrong 7, chiing toi da dua l1én
website kinhtetuanminh.vn, cac ban hdy lén mang down vé.
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Chién lugc xic tién B2B

Hoan thanh chuong niy, nguoi doc cé thé :

O Phin biét dugc su khac nhau gita xic tién
trong tiéu ding va xic tién trong thj trudng
cong ty.

® Hiéu dugc cac cong cu xuc tién chi yéu cia
marketing B2B 14 ban hang truc tiép, quang
cdo, khuyén mii, marketing truc tiép va quan
hé céng ching. Thit tr quan trong lan luot 14
14 ban hang truc tiép, khuyén mai, marketing
truc tiép, quang céo 'va quan h¢ cong ching.

© Biét dugc chi tiét quy trinh ban hang truc tiép
B2B dé thuc hanh trong thuc té.

O Biét duoc cic khuynh huéng méi trong ban
hang truc tiép hién nay.

© Biét quan trj luc luong ban hang truc tiép :
lya chon nhén vién ban hang truc tiép, quan
tri thoi gian, biét cach truyén thong
marketing tich hop cac thong diép hiéu qua
dén khich hang B2B.
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bung ra chuong chién Iugc xuc tién nay 1a chuong 9,
nhung vi chiing t6i dua ca chuong 8 chién lwoc gi4 1én website :
Kinhtetuanminh.vn, nén chuong chién lugc xic tién 13 chuong
8. Chi vi ban doc Viét Nam ngan doc sach day nén ching toi
phéi luoc b dii rit mong mudn trinh bay thit ddy du. Lan tdi,
tai ban, chung to1 sé xuit ban tron ven.

Cho dén thoi diém nay, cac nha quan tri marketing B2B da
di dugc mét quiang dudmg dai, ho da biét khach hang muc tiéu
cua ho 1a ai, da phat trién cic san phim va dich vu phi hop dé
phuc vu nhiing khach hang niy, di té chirc phan phéi va dinh
gia phit hop vé6i khach hang. Tuy nhién néu chi ding & ddy c6 I&
chua du. “Hitu xa tu nhién huong”, san phim tét khéng cin gidi
thiéu ciing s€ dugc biét dén, nhitng quan niém nhu vdy chic hin
khong con hoan toan chinh xac trong kinh doanh hién dai. Pbi
thu ciia chiing ta khong chi c6 san phim tdt, phan phdi hoan hao,
va gia ca phai ching ma ho con biét cach thuyét phuc khach
hang tin vao diéu d6. Thuyét phuc, cung cip thong tin cho khach
hang c6 1& 1a coéng viéc khong kém phin quan trong trong mot
chién lugc marketing téng thé ciia cong ty. Noi dung vé xiic tién
s& cung cap cho ching ta cic phuong phép, ky thuat diing dé
truyén thong vdi khach hang mot cach hiéu qua nhit. Néu nhu
trong marketing tiéu ding chiing ta da nghién ctru cic thanh t6/
hay céng cu cua xic tién nhr quang cdo, khuyén mii, ban hang
truc tiép, v quan hé coéng ching, thi trong marketing B2B,
nhitng céng cu nay van giir nguyén gié tri cua nd, chi cé cécf}
tiép cén la khac nhau. Chiing ta s& xem xét sy khdc nhau nay dé
van dung uyén chuyén.

Noi dung chuong nay s€ gidi thiéu chi tiét v& nim cong cv
co ban cila xc tién :
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Bin hang truc tiép — personal selling. La hinh thirc trinh
bay truc tiép giita nhin vién ban hing véi mét hay nhiéu khéch
hang v&i muc dich la ban hang. Trong marketing B2B, mét budi
trinh bay ban hang (sales presentation) c6 thé dugc thuc hién béi
cac nhdn vién ban hang ngoai hién truong (field salespeople),
hay cic nhdn vién bidn hang bén trong coéng ty (inside
salspeople), cac d6i ban hang (sales teams)...

Quing cio — advertising. La mét hinh thitc trinh bay gian
tiép cac y tudng, sin phim, dich vu. Trong marketing B2B,
quing céo thudng thong qua céc phuong tién nhu cic in phim
throng mai (trade publications), cac loai bdo chi, gui thu truc
tiép, cc niém gidm, radio, tivi, hay bang quang cdo ngoai troi.

Khuyén mii — sales promotion. La nhirng hinh thic
khuyén khich ngin han nhim thiic diy khéch hang ra quyét dinh
mua san phdm hay dich vu. Trong marketing B2B, khuyén mai
bao gdm cac hinh thirc nhwr hdi chg trién lam, catalog, hang
mau, qua ting, cac cudc thi c6 thuong, ...

Marketmg truc tiép - direct marketmg La hinh thuc
truyén théng nhim dén viéc tic dong cu thé vio ting ca nhan
khdch hang nhung khéng c6 su giao tiép déi mit nhu trong
truong hop cia ban hang cd nhin. Hinh thirc thuong gip 1a giri
thu, hién nay c6 thé qua buu dién hay e-mail.

Quan hé cong chiing — publlclty and public relation :
La bét ky hinh thirc thong tin ndo vé cong ty dugc ding tai trén
cic phuong tién truyén thong dai ching. Nhu vy, quan hé cong
ching co thé tich cuc hay ti€u cuc (do bao chi/céng luan nhin
nhan vé cong ty). Tuy nhién, cdng ty thudng cd nhiing nd luc dé
Quan trj nhitng loai thong tin nhur vdy. Cac cong ty thuong gui
cho bao chi nhirng théng tin dugc chuin bi sin, nhing gidi thidu
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vé san phdm méi... Quan hé cdng chiing vi vy dugc dinh nghia
nhu tdp hop nhitng cach thic ma cong ty B2B st dung dé xay
dung uy tin cia minh d61 v61 cong ching. Cong chung co thé la
khach hang, nhin vién, cong doan, t6 chitc chinh phu, cdng
dong x4 hoi...

Céc nha quan tri marketing B2B thudng phéi hop sir dung
cac cong cu trén mot cach linh ddng. Vai trd clia mdi cong cu va
tdm quan trong cua ching tily thudc vao sy danh gia ciia mbi
nha quan tri.

Thong thuong mdt quy trinh xic tién trong marketing B2B
c6 6 budc nhu sau :

Thiét lap lién lac, hay quan hé.

Tao su quan tam.

Thuyét phuc va lam cho ua thich.

Xay dung dé an cu thé.

Bén hang.

Giil gin quan hé sau khi ban.

Su khéc biét giita xic tién trong thi truong t chirc va thi
truong hang tiéu ding dugc liét ké chi tiét trong bang so sanh.
Nghién clru vé vai tro ctia ting c6ng cu xic tién trong hai th!
truong cho thdy tim quan trong cua cdc cong cu khic nhau.
Trong tiéu dung, quang cdo dong vai trd quan trong nhét, sau do
lin luot dén khuyén mai, ban hang truc ti€p, va quan hé cong
chung. Nguoc lai, trong marketing B2B, ban hang truc ti€p déng
vai trd0 quan trong nhit, sau d6 lin lugt 13 khuyén maéb
marketing truc ti€p, quang céo, va quan hé cong chung.
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Hinh 8.1 : Quy trinh ban hang tryc tiép trong
marketing B2B.
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Ban hang truc tiép

Trong phan 1én cac trudng hop, ban hang truc tiép duoc coi la
mét cong cu rit quan trong trong chuong trinh marketing cta cong ty.
Trong chuong 7, khi xem xét cac hoat dong cua kénh phan phéi ching
ta nhdn manh tam quan trong va tinh phd bién cta phan phdi truc tiép.
Diéu niy néi 1én mirc do sir dung ban hang truc tiép ciia cac cong ty.
Mat khac, ngay ca khi sir dung phéin phbi gian tiép, thi cac trung gian
ciing duoc lua chon trén co so kha ning ban hang (truc tiép).

Ban hang truc tiép dong vai trd quan trong trong marketing
B2B xuit phat tir miy 1y do sau : (1) sé lugng khach hang it va cong
ty co thé xdic dinh cu thé ho la ai va ¢ dau, (2) san phflm va dich vu
B2B thuong phirc tap va dit tién, (3) khich hing va nhitng ca nhan c6
anh huong mua doi hoi phai ¢6 ciu tra 13i chinh xdc va tirc khic cho
nhitng ciu hoi cia ho vé san phﬁm va dich vu.

Quy trinh ban hang truc tiép

Khong c6 mét quy trinh ban hang chudn néo trong moi truong
hop. Tuy nhién cling c¢6 nhiing cach tiép cin chung. M6 hinh & trang
sau cho chung ta mét cai nhin chung vé cach tiép cin ban hang trong
thi truong B2B. Pay 1a m6t md hinh ap dung cho cude tiép xuc ban
hang (sales call). Cé ba phin chinh ciia mé hinh. Phin chuin bi trudc
khi tiép xiic, doi hoi nhan vién ban hing phai nim vitng cac kién thic
vé thi truong, khich hang, san phim, d6i thi va sin phim cla dbi
thu... Trén co s& nay ngudi ban hang phai xac dinh rd muc tiéu ban
hang, hoach dinh cho minh mot chién luge ban hang va tiép can khach
hang cu thé, tiép dén cin chudn bi thit ky ludng cho ndi dung va hinh
thire cua cude tiép xuc. Phin chinh yéu quyét dinh thanh bai cua mét
thuong vu chinh la phﬁn tiép cin v&i khach hang, hay trong trudng
hop nay la thuc hién cudc viéng thim véi khach hang. Phan ndy yéu
cau nhan vién ban hang phai nim \ung ky ning va ky thudt trinh bay
Noi dung cudc trinh bay phai chuyén tai dugc nhitng thong tin cn
thiét da duoc chudn bj ¢ budc 1. Tuy nhién ciing phai tién ligu cac
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phan ung cua khach hang dé c6 phuong an glal quyct Noi dung quan
trong 12 sau khi cung c4p thong tin phai di dén thuyet phuc khach hang
mua san pharn hay 1a k¥ thudt két thuc ban hang. R4t nhiu nhan vién
ban hang nim rit vimng cac ky thuat trinh bay va thuyét phuc nhung
khéng di quyét doan cin thiét trong két thiic ban hang, da dé mét
nhitng don hang cim chic trong tay. Cim trong tay don hang chua
phai da két thiic cong viéc, budc cubi cta quy trinh yéu ciu nhin vién
ban hang thuc hién cac hoat dong nghiép vu sau khi ban nhu xem xét
cac hoat dong ban cé di dung trinh tu hay khéng, nhitng dich vu sau
khi ban, va danh gia rat kinh nghiém.
Trudc khi tiép tiép cin ban hang

Chuin bj kién thic. D¢ tro thinh mét nhin vién ban hang
chuyén nghiép va thanh cong trong cac thuong vu, trudc tién nhan
vién ban hang cin dugc trang bi ddy du cac khdi kién thirc va ky ning
c6 lién quan. Rt kho co thé xac dmh cu thé loai kién thirc va ky ning
nao mot nhdn vién ban hang can c6 vi tinh da dang clia yéu ciu.
Théng thuong, cac kién thirc v& khach hang, san phim, thi truong, va
dbi thu canh tranh la nhirng kién thic nén tang cén c6. Cé duoc cang
nhiéu théng tin vé khach hang (cu thé 1a abi tuong sép tiép can) thi co
hoi thanh céng cang 16n. Cac théng tin d6 cé thé 1a quy trinh mua
hang cua khach hang, quy trinh ra quyét dinh mua, cic c4 nhin cé anh
hudng dén quyét dinh mua, cé tinh va théng tin ca nhan cua nhitng ca
nhén ¢6 anh hudng, cac dong co va muc tiéu chinh cia khach hang khi
mua hang, cic san phém, dich vu, cong nghé cua khach hang, cac
khach hang cua khach hang... Thong tin va kidn thic v& san
phém/dich vu ma minh dinh gi6i thiéu ciing 1a nhom kién thirc hét strc
quan trong cin c6. Mat 18i rt thuong gap dbi véi nhan vién ban hang
1a cho ring minh d biét rét nhiéu vé san phim/dich vu nhung thyuc ra
chua biét ddy di va chinh xac. Cin nhén thic rit 6 rang rang ngay
nay cac céng ty khong ban san phém ma ban céac gia tri hay giai phap
ma san phim ch1 la hién than vat chit cua cac gia tri. Cai quan trong
khong phai la ) ép khach hing mua san pham ma 14 viéc thuyét phuc
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va ching minh ring bing viéc tiéu dung san pham/dich vu khach hang
s€ nhin dugc mot gia tri hay giai phap cho vin dé ma ho dang quan
tdm. Tuy nhién biét vé san phim/djch vy ctia minh cling chua du ma
con phai biét vé cac san phém/dich vu cua déi thu canh tranh trén thi
trudng, biét ré nhitng diém manh va diém yéu cua minh so véi ddi thu
thi mai cé co hdi chién thing. Bén canh nhitng kién thirc va thong tin
truc tiép phuc vu viéc ban hang, nhan vién ban hang cén ludn quan sat
va hoc hoi dé nang cao kién thirc xa hoi ciia minh. Vi nhin vién ban
hang thanh cdng s& tré thanh nhitng ngudi ban 1u dai cua khach hang,
lic d6 nhimg kién thirc x3 hdi siu rong s& gitp ho trd thanh nhiing
ngudi ban dang tin cdy va hitu ich.

Pé c6 dugc nhiing logi théng tin va kién thic néu trén nhin
vién ban hang phai biét quan sat, lién tuc hoc hoi va xdy dung mét co
s& di liéu cho riéng minh. Céc ngudn théng tin thuong duoc sit dung
1 : ngudn théng tin chinh thirc cha céng ty, tir cac nhan vién ban hang
khac, tir cac nha cung cép, tir cac khach hang khac, tir cac hoi cho
trién 1am chuyén nganh, kinh nghi¢m tir cic thuong vu trudc do, qua
ban bé, ngudi quen, trén cac bao chi, tir cac hdi/nghiép doan, qua cac
bao cdo chinh thirc dugc cng bd ctia khach hang, hay viéc mua théng
tin tr cac cong ty nghién ciru thj truong.

Hen giip. Sau khi di trang bj day du cac thong tin va kién thirc
nhan vién ban hang s¢€ lién he dé hen gap khach hang tiém nang. Cong
cu thuong dugce sur dung nhit 1a goi di¢n thoai. Can xac dinh 16 ca
nhén nio trong cong ty khich hiang ma chung ta mubn tiép xic. Ciing
cin luu y dén vai trd cua ngudi gac cua (gatekeeper - nhitng nguoi sé&
tra 161 dién thoai va ngin khong cho chung ta tiép xtc v6i nhitng nhén
vit quan trong ma ching ta cin tlep xuc.

Hen gap dé trinh bay ban hang doi khi rdt don gian nhung ldm
khi rdt khé khan. Diéu nay phu thuoc vao nhiéu yéu tb nhu'ng quan
trong nhét chinh 1a mic dd hiéu biét, quan tim dén san phdm/dich vy,
va tén cua cong ty chung ta, ciing nhu mic do sén sing mua cia
khach hang. Cén thiy rd ring khéch hang td chirc cling nhu ngudi ticu
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diing déu trai qua 5 budc trong qua trinh ra quyét dinh mua 1a : nhin
thirc nhu ciu, tim kiém thong tin, dinh gia cac phuong 4n, quyét dinh
mua, va hanh vi sau mua. Théng thuong, ban hang ca nhan la cong cu
marketing phti hop cho giai doan danh gia phwong an va quyét dinh
mua. Diéu nay cé nghia la viéc goi di¢n thoai hay hen gip chi dat hiéu
qua khi nha marketing da dua khach hang tiém ning dén ding giai
doan sin sang dé hen gip. Hiy mudng tugng mét trit tu marketing,
trong d6 khach hang tiém ning s& xem cdc quing cdo cuia cong ty trén
cac tap chi chuyén nganh, sau dé ho s& tham quan cac gian hang cua
cong ty tai hoi cho trién 1am. V& dén van phong ho lai nhan dugc mot
tai liéu giai thi¢u that chi tiét vé san phém va dich vu ma ho quan tdm
khi di hoi chg. Va mot hai ngdy sau nhan vién ban hang s& goi dién dé
hen gap gic’ri thiéu vé& san phf'lm Co6 thé thdy rd ring cac cong cu
marketing gan bo chat ché va bd sung cho nhau. Hay néi don gxan
nhan vién ban hang c6 tai gioi dén dau ciing khé ban dugc hang néu
khong c6 su phéi hop ddng b véi cac cong cu khac.

Can nhd 16 la muc ticu cua viéc goi dién thoai trong giai doan
nay 14 hen gap mat. “Duc téc bat dat”, vi thé tuyét d6i khong nén ch

ging ban hang qua dién thoai.

Bén canh viéc goi dién thoai dé hen gap co thé st dung cac
cong cu khic nhur giri thy, fax, hay e-mail. Néu dung cac cong cu nay
can chu y hinh thirc trinh bay, dién dat, cau van.

Chuin bj tiép xic khach hang. Diy 1a cong viéc rat can thiét
doi hoi su dau tu nghlcm tac va ti mi dén timg chi tiét. Nhan vién ban
hang chuyén nghiép can chudn bi tir ndi dung dén hinh thie cho budi
tiép xuc khach hang, ngdn nglt clia gidi ban hang thuomg goi la trinh
bay ban hang (sales presentation).

Néi dung. Cén chudn bj thit ky néi dung quan trong sé trinh
bay véi khach hang. Cin chi y néu bat cac gia tri doc ddo ma gidl
~phap cua ching ta co thé dem lai cho khach hang. Bén canh d6 cung
liét ké nhirng loai cau hoi, hay chéng d6i, phin bién ma khach hang co
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thé dat ra va tim ra cac giai phap thich hop nhat d& xi ly. Chu y dén
yéu t6 thai gian vi mot cudc gap ludn bi gigi han vé thoi gian, ching
ta chi co thé tdp trung vao nhitng diém chinh yéu ma co thé gol lén su
quan tdm cia khach hiang. Néu trinh bay bing dén chiu hay may
chidu thi cin chuén bi rét ky ludng cac slides. Mot slides khong nén
c6 qua nhicu chfi_vé chir qua nhé. Nén két hop hinh anh va 4m thanh
(néu dugc) dé 1am cho bai-trinh trinh hip din va thu hut ngudi nghe.

Phuong tién trinh bay. Mot budi trinh bay ban hang c6 thé rat
don gian 1a n6i chuyén — trao ddi giira hai bén nhung cling c6 thé la
mét budi trinh bay co6 hinh anh vi miy méc minh hoa. Hién nay, cic
cong cu nghe nhin nhu may tinh xach tay, dén chiéu (overhead), may
chiéu (multi-media projector) déng vai tro rit tich cuc trong hiéu qua
trinh bay. Viéc sir dung cac cong cu doi hoi nhidn vién ban hang phai-
c6 k¥ ning co ban vé van hanh may tinh, soan thao céac slides. Khong
nén qua 1¢ thuéc vao may moc, cin co ké hoach cho cac tinh hudng
ngoai dy kién nhu mét dién hay may bat ngd bi truc tric ky thuat.

Cic cong cu hd trg. Cén cha y dén cac chi tiét nho nhu chuin
bi name cards, céc catalogs, brochurcs (tap gip), cac hinh dnh, cac md
hinh mé phong, sé tay ghi chép, but, may tinh (calulator), ban thio
horp dong va cac diéu khodn cta nd, ban tom tit ndi dung trinh bay
(ncu cin). Can chudn bj thit chi tiét vi gon gang vi nhimg chi tiét nho
nhat thudng thé hién tinh chuyén nghiép.

Luyén tap Ngay ci dbi voi nhitng nhz‘m vién ban hang chuyén
nghiép di cé rat nhiéu kinh nghi¢m ciing can luyén tap trudce cho bu01
trinh bay ban hang. Déi véi cac nhan vién chua c6 kinh nghiém cin
viét trudc ndi dung trinh bay ra gidy, thuc tip va hoc thudc. Cha y dén
téc d6 noi va thoi gian, vi thuong cd su khac bigt khi luyén tap va kht

trinh bay that.

Xic dinh dia diém. Néu chua that biét r5 vi tri cia khich hang
(chi biét qua dia chi) thi cin di tim trudc dé xac dinh 10 rang tranh
trudng hop thoi diém hen di dén ma khéng tim dugc dia chi.
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Trang phuc. Trang phyuc pht hop giip ching ta tir tin va xay
dung niém tin ban d4u cua khach hang. Nén tranh &n mic qua sic sg,
phé truong, hay qué cdu tha. Khong nén st dung cac loai nudc hoa cb
mui qua manh, nong. Khong nén sir dung trang strc qua dit tién khong
phu hop véi hodn cinh dé gay phin cam tir phia khach hang.

Tiép can. Sau tit ca nhitng gi d3 chuén bj va diu tu, chung ta di
dén budc quan trong nhét : trinh bay bdn hang. Cén nhd 13 ring ching
ta dang dai dién cho mét td chirc (cong ty clia chung ta) dén tiép xic
v&i mdt td chirc khac. Can giit dung tu thé va vi tri cia minh : ti tin va
dtng myc. Ciing cn nhan thic 15 rdng myc tiéu dai han cta ching ta
14 thoa min khach hang bang viéc cung cAp cac gia trj tot nhét cho ho,
ban hang chi 12 hinh thirc ciia muc tiéu ma théi, né khéng phai 1a diém
dirng cudi cing. Bdi ching ta tin tudng ring bing viéc théa min
khach hiang, ching ta s& xdy dung quan h¢ dai han va chit ché voi ho,
tir ddy muc tiéu cua ca hai bén s& cung dugc dap ing.

Tao thién cdm ban ddu. Thanh céng cia mét thuong vu doi
khi dugc quyét dinh tir nhitng gidy phit dau tién. Cé dugc thién cam
ban d4u chung ta s& dé dang hon trong cac budc tiép theo.

Ping giv. Cin dén dung gio da hen, tt nhit nén dén som 30
phitt. Tuyét déi khong nén dén qua sém hay dén qua tré giy bat tién
cho khach hang. Khong nén hen nhiéu khach hing & céc thoi diém sét
nhau d& din dén viéc khong thé kiém soat dugc thoi gian.

Trang phué — tdc phong. Nhu da trinh bay ¢ phén trén, trang
phuc 14 yéu t6 quan trong tao thi¢n cam ban d4u. Téac phong thé hién &
ciach di dung, khuén mit, anh méit, ding diéu. Khong nén ngo
nghiéng, chay, 1& dép, s& mé vao cic dd vat cua khach hang. Tac
phong con thé hién & cac db vat ta mang theo va cach sip xép chung.

Chao héi, xung hd. Thanh ngit Vi¢t Nam ta c6 cau “Tiéng
chao cao hon mim cd” da thé hién tinh quan trong cua céc nghi thL'r"f
x4 giao. Cin chao hoi rd rang va lich sy, xac dinh rd cich xung hd vo!
khéch hang. Céch xung hé cua ngudi Viét Nam ta rat phirc tap va tinb
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té nén cin hét sirc chu y. Xung hd phai dung muc thé hién duoc su ton
trong v&i khach hang va vi tri cia chiing ta.

Loi néi diu. Trudc khi di vao van dé chinh c6 thé tao ra khong
khi nhe nhang bing cach trao d6i nhitng vin dé dang cung quan tam
v6i khach hang. Céc diém chung c6 rat nhiéu, vi du : bong da, thi
tiét, chinh tri, con cai, ban bé cung hoc... Ciing c6 thé bit dau bing
viéc khen btrc tranh trco tudng cua khach hang. Tuy nhién khéng nén
dai dong, lac dé&, va di vao nhiing van dé té nhi hay nhay cam cua
khdch hang, vi du hoi tudi, tinh trang hén nhan cua khach hang...

Trinh bay ban hang. Day 1a luc ching ta phai vin dung tat ca
cac ky nang va kién thic da chuz"m bi dé thuyét phuc va tao su déng
cam noi khach hang. Nhing vin dé da néu ¢ phan chuin bj s& rit cin
thiét cho phén nay.

Néi dung. Piém quan trong chinh van la ni dung ciia mdt bai
trinh bay, noéi dung tuy thudc vao hoan canh, loai san phém/dich vu,
thong tin ma khach hang da co6. Tuy nhién mét bai trinh bay t6t 1a mot
bai trinh bay cé bd cuc rd rang, co nhirng diém chinh dugc nhén, va
két thic trude khi khach hang chan ngan (ding lic).

Tém tit cic ¥ chinh. Trudc khi két thic trinh by can tém tt
cac y chinh cho khach hang d& nim bat.

Giong néi va ngon ngir. Cin c6 su luyén tdp vé giong noi cho
rd rang va mach lac, tranh sir dung cac phuong ngit gdy kho hiéu dbi
véi khach hang. Mot glong noi hay 1a mét giong néi cé dm diéu, co
lrc, khong nén ndi déu déu gdy nhiam chan cho khach hang. Téc 4o
néi khdng nén qua nhanh hay qua chim, cin diéu chinh linh hoat. C6
nhitng doan c6 thé néi nhanh (khong quan trong), ¢6 nhirng doan néi
thit chdm, nhin nha dé 16i kéo su chu y, co nhirng diém dirng lai mot
chit ¢é khach hang kip cdm nhan. Mot 16i thuong gip 1a noi cham
(hodc nhanh) lic ddu va noi nhanh (hodc cham) vao doan sau vi khong
kiém soat duoc thoi gian. Khong nén str dung cac ngdn ngit binh dan
lam mét tinh trang trong cua bai trinh bay, nhung cling khong nén sir
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dung dai ngdn hay ngdn ngit qua bong bay, khach sao lam cho quan
hé khong gin bo. Can hét sirc linh hoat trong viéc van dung tir ngir dé
dat hiéu qua cao nhét. Viéc vin dung ngén ngir phu thudc rat nhiéu
vio tinh chét ca nhin cua nhédn vién ban hang va khach hang.

Anh mit. Bén canh ngdn ngir 16i néi, ngén ngir thong qua anh
mét 12 mot vii khi rat quan trong, khi néi nén nhin vao cir toa, tranh
thi sy tan ddng bing mét cua ho. Ciing ding mit ¢ nhan di¢n nhitng
phan tmg chéng déi cua ho dé co giai phap diéu chinh thich hop.

Cic cir chi. Viéc sir dung cac cu chi cua tay, dau, khudn mat,
budc di cling cén duogc két hop dé ao hiéu qua cao nhit cho trinh bay.

Cau héi va tra loi. Mot bai trinh bay hiéu qua 1a mot bai trinh
bay xoay quanh cac ndi dung chinh va co nhiéu thoi gian cho khich
hang dit cdu hoi. Phin nay c6 thé xen k& trong ndi dung trinh bay,
nghia 1a vira trinh bay wira tra 101 céc cau hdi, hay dua ra cudi nghia la
trinh bay xong mdi yéu cau khach hang dat cau héi va tra 161, Dat cu
hoi trong qua trinh trinh bay s€ lam cho bai trinh bay trd nén rd rang
va hoan thién hon nhung co the lam cho ching ta bi vuéng vao qua
nhiéu cac chi tiét va khong vé dugc dén dich khi gip phai cic cau hoi
qua lan man va ra ngodi vin dé chinh. Théng thudng, nguou ta chon
viéc tra 161 cac ciu hoi nho — mang tinh lam rd cac chi tiét — trong qué
trinh trinh bay va tra 1o cdc cdu hoi 1on — mang tinh quyét dinh — sau
khi da két thic trinh bay.

Xir Iy chong dbi cia khich hang. C6 5 budc thuong dung
trong cac ky thuat xu ly chéng dbi : (1) lang nghe khach hang, (2)
théng cam voi khach hang, (3) lamrod van dé, (4) tra 10i cac thic méc
cia khach hang, (5) bién cac trd ngai thanh vu thé ban hang.

Két thic ban hang Sau khi d3 trinh bay va dap img cédc cau
héi ciia khach hang cin thuc hlen ky thust két thic ban hang. Cin tom
tit lai that chinh xéc cic yeu ciu cua khich hang, co thé du'a ra cac chi
tiét cia ban du théao hop dong da chudn bi sin, yeu cdu khach hang
choy kién va diéu chinh. Cin xac nhin thit cu thé nhimg hanh dong
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s€ lam dé dwa dén mot don dit hang hay mét hop dong. Néu thiéu
budc nay mot bai trinh bay hay ciing s& tré nén vé nghia.

Sau khi trinh bay

Cén hét sirc theo ddi cac bude cudi cua quy trinh. Cin thyc hién
cac cam két voi khach hang nhu soan thio hop ddng. Viéc nay cin
1am nhanh va chu dao. Sau khi di ky hop dong cin quan sat viéc thuc
hién hgp déng va thanh todn cta ca hai bén cho nhip nhang va hiéu
qua. Tiép tuc phuc vu khéach hang, thuc hién dé‘\y du cac cam két débi
véi ho. Céin dam bao cac dich vu hiu mai that tot. Mot khach hang
dugc phuc vu chu ddo s& 1a mot khach hang trung thanh va 1a minh
chirng hung hén vé chit lvong ddi v6i nhitng khach hang tiém ning
khac cuia chiing ta. Cin nhén thirc ring viéc duy tri mot khach hang sé ‘
d& dang va d& tén kém hon nhiéu so véi viée thu hit khach hing méi.

Sau mdi mét thuong vu, nhin vién ban hang can cap nhéat cac
théng tin vé khach hing ma minh thu thap va quan sat duoc trong qua
trinh lam viéc vao co s& dit liéu cia c4 nhan hay céng ty, diéu nay rét
hitu ich cho cac thuong vu trong tuong lai. Pung tu phu vao tri nhé
cta minh ma khéng chju ghi chép lai vi dbi khi chi can quén mét chi
tiét nho ta s& phai tra mot gia rat dit.

Phin loai nhin vién bin hing tryc tiép trong thj truong to
chic B2B

Nhin vién ban hang truc tiép trong thi trudng té chirc thuong 1a
nhirng ngudi duoc trang bi nhirng kién thirc ky thuat voi trach nhiém
ban san pham va dich vu cho céac khach hang tb chirc. Tuy nhién c6 rt
nhiéu loai hinh nhan vién ban hang truc lle va ciing co rit nhiéu cach
tiép can dung dé phan loai. C6 nhitng loai nhan vién ban hang chuyén
ban cho khach hang cudi cing, nhung ciing c6 nhitng ngudi chuyén
ban cho kénh trung gian, lai c6 nhitng ngudi khach chi phu trach
nhirng khich hang chinh phu. Phin nay trinh bay mét cach tiép can
khéc trong phan loai nhin vién ban hang,.
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Ky sw bin hang. Nhimg ngudi ndy thudng cé bang cip vé ky
thuat, hay dugc huin luyén va trang bi rat 16t v& kién thirc ky thuit.
Ho thuong giir trach nhi€m lién lac v6i nhitng céc nhdn c6 anh hudng
mua c6 kién thirc vé ky thudt, ching han nhu nhitng dai dién mua
hang, cac ky su, cac quan ddc... cia cong ty khach hang. Ho thudng
ban nhirng san phim co dic tinh k¥ thuat cao, phirc tap.

Nhirng chuyén vién bin hang. Nhirng nguoi nay thudng co
bing cip vé ky thuat, tuy nhién ddi tugng ma ho tiép xuc trong céng
ty khach hang thuong la nhirng nhén vt cao cip, ching han nhu
nhitng giam ddc marketing, gidm dbc hé théng théng tin, giam déc
phu trach thu mua, giam dbc nhin sy. Ho thudng ban nhirng sin phim
nhu ciac chuong trinh phﬁn mém, dich vu tu vén, chuong trinh bio
hiém, chuong trinh quang céo... D& nhan théy ring day la loai sin
phdm khong truc tlep céu thanh nén san phim cta khach hang tuy
nhién né cin thiét dé duy tri hoat dong cta khach hang.

Nguon ban hang cung cip. Nhitng ngudi nay thuong khong co
bing cip vé k¥ thuat, ho thuomg ban nhitg san phim tuong dbi chudn
héa, vi du : cdc bd phin cu thanh, nguyén vét liu thd, nguyén vat
liéu da qua ché bién. Ho thuong lién lac véi nhitng dai dién mua hang
cua cong ty khach hang.

Nguoi ban hang chi tiét. La nhirng ngudi ban hang cho nhing
nguoi khong thuc su mua san phfim. Ching han nhan vién cua nha
sach Kinh Té Tudn Minh ting sach cho cac giang vién cho cac giang
vién nghién ciru. Va khi thiy hay thi cac giang vién gioi thiéu sach
cho sinh vién, ddng thoi cac gidng vién lién lac voi cira hang sach
trong truomg aé bay ban sach cho sinh vién. Mt hinh thuc khac cung
phd bién trong nganh dugc phim. Cac trinh dugc vién cb ging thuyet
phuc cac béc si hay bénh vién sur dung thubc ciia ho trong diéu tri
bénh cho khach hang.

Nhitng ngudi ban hang bén trong cong ty. Nhitng ngudi nay
khéc véi 4 hinh thirc vira néi trén. Ca bén loai trén dugc goi la nhimg
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nhan vién ban hang ngoai hién truong hay khu vuc (field salesperon).
Ngudi ban hang loai nay sir dung dién thoai hay cidc phuong tién
truyén thong dién tir (e-mail) d€ lién lac v&i khach hang.

Hinh thic nay thudng duge sir dung mét cach hiéu qua trong
trudng hop méi quan hé giita khach hang va céng ty rit chit ché, hinh
thirc mua thudong la hinh thirc mua lai truc tiép. Thuéng cach nay
khéng dung dé tim kiém nhitng khach hang mdi, bdi vi cac khach
hang B2B s& khong mua nhiing sin phim ma ho khéng biét, tir nhitng
nha cung cip la qua di¢n thoai.

Hinh thic nay khong thay thé ma chi duoc sir dung bd sung cho
hinh thitc ban hang tai hién truong hay khu virc. Tuy nhién khong nén
nhin nhén vai tro cia nhitng ngudi ban loai nay mét cach bi dong. Ho
khéng chi ngdi chi dién thoai, ma trong céc cong ty ho dwgc phin
theo khu vuc va chiu trach nhiém nhiém lién hé véi khach hang trong
khu vurc d6. Chi phi cho hinh thirc ban hang nay thap hon nhidu so véi
ban hang tai hién truong.

Nhirng dai sir. Cac ngudi ndy thudng gin bé chat ché véi
khach hang hay thanh vién kénh phan phéi dudi hinh thirc tu van hon
1d ban hang tryuc tiép. Cac nguoi nay thuong gitp khich hang giai
quyét vin d& ky thuat, huin luyén nhan vién cia nhi phin phéi hay
ctia khach hang. Mot cach co ban, ho khong truc tiép ban hing ma chi
h3 trg ban hang. Ho thuong rét c6 kién thirc k¥ thuat dé c6 thé lam
viée, tu vin tdt cho khach hang.

Nhu trén da trinh bay, c6 nhiéu loai nhan vién bén hang, khéng
ai giéng ai. Tuy nhién co6 thé tom tit chirc ning cua mot nhan vién ban
hang nhu sau :

Phén tich khu vuc ban hang clia minh, biét r6 vé nhitng khach
hang hién tai va nhitng khach hang tiém nang, nhan thirc duge nhirng
ca nhin c6 anh huorng mua chinh trong mbi cong ty khéach hang, phai
nhin thirc duoc nhu cau cua khach hang, tim cach vugt qua moi tré
ngai dé dap img nhu cAu cua khich hing mdt cach tét nhat.
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Khuynh huéng méi trong bin hang truc tiép

Gin diy trén thi truong c6 nhiéu loai khuynh huéng méi vé ban
hing truc tiép. Tuy nhién ndi 1én trén la miy khuynh huéng c6 tinh
chi dao sau : (1) Hinh thic ban hang theo déi trd nén ngay cang phd
bién, (2) Cac cong ty ngay cing ting cuomg st dung hinh thic nhan
vién ban hang bén trong cong ty, (3) Tang muc dd sir dung cac cong
cu marketing tir xa — telemarketing (ban hang tai ché), (4) Ngiy cang
c6 nhiéu phu nir tham gia vao céng viéc ban hang truc tiép, (5) Cac
cong ty ting cuomg sir dung hinh thirc quan tri theo khach hang lém
Cf'lp quéc gia — national accounts, (6) Tinh chuyén mdn hoa cua déi
ngl ban hang truc tiép ngay cang gia ting. Chung ta s& lan lugt xem
x¢t va phan tich cac khuynh huéng nay.

Ban hang theo ddi — sales tcams. Hinh thirc nay thuong dugc
str dung khi khach hang sir dung hinh thirc hoi déng mua. Dji 1a mot
nhém c6 nhiéu hon 1 thanh vién thuc hién chirc ning ban va lam dich
vu khich hang. M6t nhéin vién ban hang thong thuong khong thé c6 du
cac kién thire can thiét dé tra 1 tit ca cac linh viec ma khach hang
quan tdm. Dy chinh la ly do hinh thanh d6i ban hang. Cac thanh vién
trong d6i cung hop tac giai quyét cac vin dé cia khach hang trén moi
linh vuc. Mdi nguai trong doi s& phu trach mdt hay vai linh vuc nhu
k¥ thudt, van hanh, tai chinh, dich vu...

Nang cao vai tro ciia nhin vién ban hang bén trong cong ty.
Hinh thirc nay ngay cang dugc sir dung rong rai, vai tro va chirc nang
cuia né dugc ma rong hon. N6 khong chi con déng vai tro theo ddi cac
thuong vu, ma con déng vai tro tim kiém khach hang tiém nﬁng, danh
gia nhirng khach hang nay, giai quyet nhitng thic mic, khiéu nai cia
khach hang Nguyén nhin cha ycu cia khuynh hudng nay xut phat
tir van dé chi phi. Chi phi cho nhan v1cn ban hang ng0a1 hién truong
ngdy cang cao, cac cong ty phai cb ging tim cach tiét kiém chi phi.
Bén canh d6 nhitng nhan vién ban hang trong cong ty d& kiém soat
hon nhiéu so v&i nhirng nhin vién ban hang ngoai hién truong.
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Marketing tir xa — telemarketing. Puoc dinh nghia 1 mot hé
théng truyén thong marketing sir dung cac cong nghé lién lac vién
théng (telecommunication) dé thuc hién cac hoat dong marketing
nhim t6i cac khach hang muc tiCu. Muc tiéu chinh cua telemarketing
la dé hd trg ban hang, né b sung chir khong thay thé cho nhan vién
ban hang truc tiép. Pay Ia mét hinh thirc méi cia nhéan vién ban hang
qua dién thoai. Thay vi dung di¢n thoai cdc nhan vién ban hang c6 thé
gui e-mail hay lién hé v&i khach hang qua mang truyén thong dién tur.
Tuy nhién marketing tir xa khéng c6 nghia Ia giri mot bic thu dén
hang tram, hang ngan dia chi e-mail cia khach hang. Marketing tir xa
mang tinh ca nhén, nghia 1a ndi dung thong diép dugc soan cho ting
ca nhan khach hang.

Phu nir v6i bin hang tryuc tiép. Ngay cang nhiéu phu nit dén
vGi cong viéc ban hang truc tiép. Trudc diy cong viéc nay thuong la
linh vuc cua nam gigi. Ngay nay vin d& binh ding nam nit, phong trao
giai phong phu nir da gop phin niing cao vai trd phu nit trong nhiéu
linh vuc. Xu hudng cho thiy rit nhiu phu nir thanh céng trong linh
vuc ban hang truc tiép.

Khich hang I6n cdp qudc gia — national accounts. Cic cong
ty ngiy cang tap trung nhiéu nd luc vio cic khach hang 16n, hay goi la
nhirng khach hang quéc gia. Rét nhiéu_lién minh chién luge va quan
hé hgp tac lau dai di duoc hinh thanh glua cac cong ty voi khach
hang. Thong thuong, cac cong ty co 3 cach thp can trong quan tri déi
voi1 cac khach hang quoc gia. Thir nhit, cc cong ty nho thuong chi
dinh mét nha quan tri cip cao ciia minh chim lo cho khich hang quéc
gia. chu nay s€ lam tang téc do va chit lugng trong giai quyct nhirng
nhu céu phat sinh cua khich hang. Thu hai, mét chuyén gia ban hang
duoc chi dinh phu trach khach hang quoc gia. Cac nhén vién ban hang
khéc s& khong ban hang cho khach hang nay. Thir ba, cac cong ty té
chirc hén mét bo phan chuyén phuc vu mét khach hang quéc gia 16n.

Tinh chuyén mén héa ciia dji ngii ban hang truc tiép. Cong
viéc ban hang ngdy cang tr& nén phirc tap do canh tranh ngay cang
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khdc liét va khach hang ngay cang trd nén khé tinh. Chuyén mén hoa
doi ngl ban hang thuc ra da duoc tién hang tir lau. Trudc diy cac cong
ty QE thuc hién chuyén mén héa theo : (1) loai khach hang, (2) loai san
phim, (3) khu virc dia 1y, (4) mot sé két hop cia cac hinh thic trén.
Tuy nhién trén thuc té, cic cong ty phan bd nhin vién ban hang cia
minh theo khu vire, va trong khu virc d6 ngudi nhin vién sé ban tat ca
cac san phdm cua cong ty. Hién nay, cic cong ty da tién hanh nhiéu
hinh thirc chuyén mén héa khac. Ching han tién hanh chuyén mén
héa theo chirc nang hay cong doan.

Trong mdt sé cong ty, nhan vién ban hang chia thanh hai nhém.
Mot nhom chuyén tim kiém cac khich hang méi, tap trung ban cho
ho. Khi d4 ban dugc cho nhitng khich hang nay, ho lién giao lai
nhiém vu theo doi va phuc vu khach hang cho d6i tht hai — chuyén
theo doi va phuc vu khach hang. D61 thi nhét sé& lai tiép tuc cong viéc
tim kiém cac khach hang mai, con déi thir hai cé thé gém nhirng nhén
vién ban hang bén trong, chuyén goi dién thoai dé theo doi va phuc vu
khach hang. Hinh thirc khac la nhin vién ban hang thuong tri trong
cong ty cua khach hang. Ho lam viéc & nha méy cua khach hang dé tu
véin, hudng din cho khach hang. Thong thuong hinh thic nay dugc sir
dung trong thi truong cong nghé cao, su hd trg vé ky thudt va cong
nghé 1a rit quan trong dbi véi khach hang.

Ngoai cac hinh thirc chuyén mon héa nhu trén con cé cac hinh
thirc chuyén mén hda khac. Ching han c6 cong ty chia khach hang ra
thanh hai loai : khach hang binh thuong va khach hang c6 quan hé lau
dai, va tir co s& d6 ho chuyén mdn hoa nhan vién ban hang cua minh.

Céng ty khac lai chuyén mon hoa ddi ngli ban hang trén co sd
phén khuc thi truong. Trong cing mét khu vuc dia ly, c6 nhitng nhén
vién chuyén ban cho khach hang 1a bénh vién, cé ngudi lai chuyén ban
cho truong hoc. Diéu nay xay ra khi thuc té mua hang, quy trinh mua,
va cac c4 nhdn c6 anh hudng mua rét khac nhau déi véi ting loai

khach hang.
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Chi phi trong ban hang truc tiép

Ban hang truc tiép 1d cong cu xtc tién hiru hiéu nhét trong
marketmg B2B, nhung dbi lai chi phi cho ban hang truc tlep rat cao.
Cong ty cén lu.'orng héa cac loai chi phi ndy mdt cach cu thé dé cé thé
quan tri va klcm soat hiéu qua. Thong thudng, chi phi cho ban hang
tric tiép bao gdm cac loai chi phi sau : chi phi tiép xic, tham viéng
khach hang, chi phi lua chon va tuyén dung nhan vién ban hang, chi
phi chuyen dbi cong viéc clia nhén vién ban hang.

Chi phz tzep xtic. Dy 1a loai chi phi lon nhit dbi véi cac cong
ty. Mai lin dén gap go va trinh bay ban hang cac nhén vién ban hang
chi tiéu kha nhiéu tién. Va dé thuc hién thanh cong thuong vu khong
thé chi dén tham khach hang mét lan.

Chi phi lra chon va tuyen dung nhdn vién bdn hang. Cac cong
ty c6 hai lva chon. Mét 1a tuyén dung nhirng nhan vién ban hang c6
kinh nghiém ldu nam thi chi phi lya chon va tuyen dung sé thap, hiéu
qua ban hang s€ ting cao ngay, nhung ngugc lai chi phi luong s¢ cao.
Mot giai phap khac 1a tuyén dung nhitng nhin vién chua cé kinh
nghiém thi chi phi cho dao tao s& cao, nhung luong khdi diém s& thép
hon nhiéu.

Chi phi chuyén déi céng vi¢c. Nhiing thay déi trong d6i ngil ban
hang Iudn tao ra chi phi cho cdng ty. Cac nhan vién nghi viéc (tw dong
hay bi sa thai), duoc chuyén sang céng viéc mai, hay nhitng nhan vién
nghi huu, chét.

Quin trij lyc lugng ban hang

Sir dung nhan vién ban hang hi¢u qua do1 hoi phai quan tri luc
luong ban hang. Ngudi phu trach cong viéc nay thuong 1a giam déc
ban hang. Quan tri ban hang thong thuong bao gom 3 nhom hoat dong
chinh : (1) xdy dung muc tiéu, chién lugc, ké hoach cho ban hang truc
tlep, (2) thuc hién nhirng ké hoach, chién luoc nay dé dat duoc nhiing
muc tiéu dé ra, (3) danh gia nhirmg muc tiéu, viéc thuc hién, va nhimng
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diéu chinh can thiét. Trong mdi nhom hoat ddng trén lai c6 kha nhiéu
chi tiét. ' O day, chi trinh bay ba ndi dung kha co ban cia quan trj ban
hang la : (1) lya chon nhin vién bén hang, (2) quan tri thoi gian cia
nhan vién ban hang, (3) tra luong cho nhan vién ban hang.

Lua chon nhén vién ban hang tryc tiép

Chon duoc nhitng nhan vién ban hang thanh céng qua thuc la
mét van dé nan giai déi voi nhiéu nha quan tri. Mot nhin vién ban
hang 14 mét nha chuyén nghiép c6 kha ning vé ky thudt va ban hang,
ngoai ra con phai cé nhitng phim chéit ca nhan phu hop va&i nghé
nghiép nira. R4t kho dé tim dugc nhitng ngudi nhu vay. Dau 1a nhimg
phdm chit ma mot ngudi ban hang céng nghiép cin cé ? Mét nghién
ctru duoc tién hanh dé hoi y kién nhitng nha linh dao ban hang cao
cdp clia cac cong ty vé van dé nay.

Két qua nhimg ngudi duoc hoi cho ring c6 chin phim chét
quan trong quyét dinh su thanh céng ciia mét nhan vién ban hang B2B
: (1) Nhiét tinh, (2) C6 kha nang td chirc cong viéc tdt, (3) C6 tham
vong, (4) Cé suc thuyét phuc cao, (5) C6 kinh nghi¢ém vé ban hang,
(6) C6 k¥ ning dién dat tét, (7) Pugc danh gia cao trong thu gidi
thiéu, (8) S&n sang tuan theo nhitng hudng dan, (9) C6 tinh cong dong,
hoa nhép tt véi méi trudng,

Bén canh d6 nghién clu cling chi ra nhitng ly do that bai cua
nhitng nhan vién ban hang : (1) Khong biét ling nghe, (2) Khong biét
tap trung vao nhitng diém chinh, (3) Thiéu nd luc cin thiét trong cong
viéc, (4) Khéng c6 kha ning nhin biét nhu cdu cua khich hang, (5)
Thiéu chuin bi va hoach dinh cho cac budi trinh bay ban hang, (6)
Thiéu cac kién thire dbi véi san phflm va dich vu.

! Cac ban hdy tim doc kién thirc vé quan tri ban hang tu
sach “Quadn tri bdan hang hién dai — Ly thuyét va tinh hudng cid
cdc céng ty Viét Nam”, Luu Dan Tho, Nguyén Vil Quin, NXB
Tai Chinh, ndm 2016.
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Quiin trj thoi gian ciia nhin vién ban hang trec tiép

Nghién ctu cho thiy phﬁn 16n nhdn vién ban hang khong sir
dung thoi gian ciia minh mt cach hiéu qua. Mét nghién cima gin diy
ctia McGraw Hill chi ra rang trung binh mét nhan vién ban hang chi
str dung 25% thoi gian cia minh cho cdng viéc ban hang, con lai 1a
cho cac cong viéc khdc, trong d6 hon 25% cho di chuyén va ché dgi.
Trong khi d6 chi phi cho bén hang truc tiép ngay cang ting cao. Vin
dé dat ra cho cac nha quan tri 1a phai ting hiéu qua céng viéc cia nhan
vién ban hang bing cach ning cao hi¢u suit sir dung thai gian cia ho.
C6 hai viéc can lam. Thir nhét cin cho nhdn vién ban hing nhén thirc
duoc thiét hai ctia ho khi sit dung thoi gian khong hop 1y. Co thé lam
viéc nay théng qua cdc phdn tich/so sinh vé thu nhap va thdi gian ban
hang can thiét. Thir hai, cin huéng din va huin luyén nhan vién ban
hang cach thiac quan tri thoi gian caa ho mét cich hiéu qua. Tap chi
Industrial Marketing dé nghi mot sb viéc sau day dé ting hiu qua s

dung thoi gian.

Thu xép trudc cic cudc hen bang dién thoai. Cin ding gié khi
da hen.

Xéc dinh thoi gian thuin ti¢n dé khich hang va dén vao thai
diém do.

Thiét 1ap ké hoach cho céc cuéc v1eng tham khach hang, 1ap 16
trinh mot cach co hé thdng tranh ngiu himg.

Té chirc cac cudc thim v1cng dé tbi da hoa duogc §6 lugng tham
viéng khach hang, va tdi thiéu hoa quing duong di chuyén.

BlCt 16 cén gap ai trong cong ty khach hang, va chuin bi sin
nhu‘ng van dé& cu thé trong méi lan tiép xtc, tranh nhimg 13n thim
viéng khong c6 ndi dung cu thé.

Cb gang thu thap cang nhiéu théng tin cang tdt tir cac nhan vién
tiép tan trong khoang thai gian cho.
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'Loai bo n‘hl'rng khach hang khdéng quan trong nhung doi hoi
phai ton qua nhiéu thoi gian di lai, tién bac, va cong sirc.

Tra lwong cho nhin vién ban hang truc tiép

Luong déng vai trd quan trong trong viéc khuyén khich hoat
dong cia nhan vién ban hang. Chon lua hinh thtre tra luong pht hop 1a
mét van dé cin xem xét trén nhiéu khia canh. Mt chwong trinh luong
hiéu qua phai danh gia duoc nhin vién ban hang trén tit ca cac hoat
dong cia nhan vién d¢6 ma cong yéu yéu ciu thyc hién.

Co 3 hinh thirc tra luong : (1) luong cdng vdi thudng ca nhan,
(2) lrong céng véi hoa hdng, (3) Chi cé luong hang thang.

Quang cdo

Phén trén di trinh bay chi tiét cic ndi dung quan trong lién quan
dén ban hz‘mg truc tiép. TAm quan trong mang tinh chi phdi cua ban
hang truc tlep trong thi truong B2B 14 khéng thé phu nhin. Quang
c4o, khuyén mai, va quan hé cong ching tuy khéng déng phin quan
trong nhu trong marketing tiéu dung nhung ciing 1a nhitng b phén
khong thé thiéu. Chung dong vai tro hd tro cho ban hang tryc tiép,
tang tinh hiéu qua cua cong cu nay.

Quang céo la quang cdo du dugc thuc hién trong thi truong tiéu
dung hay thi truong td chirc. N6 1a mot cong cu truyén thong, nhu cac
cong cu truyén théng khac, duoc sir dung nhim tiép can va gy dnh
huéng dén cong ching muc tiéu véi thong diép cua nd. Muc ticu
chung cua quang cdo 1a tao ra mét su thay di trong khach hang/cong
ching muc tiéu. Sy thay ddi nay c6 thé la thay ddi trong nhan thic,
mirc d6 hiéu biét, tinh cam, hay bt ctr gi khac. Tuy nhién muc tiéu
ciia quang cdo con co thé 1a duy tri mirc d6 nhan thic hay hiéu biét
(vé san phém/vé cong ty).

Tinh chit cua quang cao 1A truyén thong dai chung mét cach
gian tiép. N6 dbi lap voi ban hang truc tiép — mot hinh thic truyén
théng truc tiép mang tinh ca nhén. Hai céng cu nay déi lap nhung
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mang tinh bd sung cho nhau rét cao. Chi phi cho quang cio B2B
thuong thip hon nhleu so véi chi phi cho ban hang tryc tiép. N6 thuc
hién viéc cung cap nhiing théng tin ban dau, xdy dyng hinh anh va 4n
twgng diu tién cho khich hang, nhung n6 khéng di manh dé khach
hang ra quyét dinh cin phéi c6 ban hang tryc tiép. Tuy nhién néu
chua biét gi vé cong ty, ve san pham (qua quang cdo) thi nhin vién
ban hang tryc tlep s& tén rat nhidu cong strc va thoi gian dé tiép can
khach hang, diéu ma cé thé dat dugc dé dang hon thdng qua quang
cdo. Nhiém vu ctia nha quan trj marketing B2B la can dbi nhitng cong
cy ndy trong mot ké hoach xuc tién chung.

Cén nhé lai ring khach hang cta ching ta la nhimg t§ chic,
cong ty, chinh quyén, do vay quz’mg cdo cua chL'mg ta khong nham tiép
can nhirng nguorl titu dung. Diéu ndy dugc thé hién r6 trong cac
phuong tlen truyén théng ma quang cdo BZB sUr dung Tuy nhién
trong mot s truong hop dé kich thich nhu ciu cé ngubn géc, cac nha
san xudt co thé thiét ké nhitng miu quang cio nhim dén nguoi tiéu
dung (truong ho'p Intcl quang cdo CPU trén tivi va bao chi tai TP.
HCM thoi gian gan day). Noi dung phan nay chi tip trung vao cac
quang cio hudng téi cac td chic.

Vai tro cia quéng cdo trong marketing B2B

Néu nhu trong thi truong hing tiéu dung, quéng cdo cé thé dong
vai trd 16n tir gdy chi , tao nhdn thirc, thich thd, va dan khich hang
dén quyét dinh mua, thi trong phin 16n cic truong hgp quéng cao B2B
khéng lam dugc diéu nay. Do tinh chit san phdm phirc tap vé cong
nghe chi phi lcm nén da phin khich hang ky vong vao nhitng cugc
tiép xiic truc tiép. Chung ta s¢ xem x¢t chirc ning chinh cua quéang cédo
trong thi trudng B2B.

Tao nén tang thudn loi cho ban hang tric tiép. Quang c4o cung
cip nhitng thdng tin téng quat, co bin vé cong ty, va san phim. N6
luén lu6n dong vai tro hé trg. N6 mé cura, hay tao didu kién thuén lgi
dé khach hang mo cira cho cdc nhan vién ban hang truc tiép clia cong
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ty. Ta da biét chi phi cho ban hang truc tiép rit dat, khéng nén sir
dung phuong tién truyén thong dit dé truyén dat nhitng théng tin
khéng dit (téng quat, co ban). Khach hang sé khong ma cira cho nhan
vién ban hang ctia mét cong ty ma ho chira hé nghe noi tai vé tén cong
ty hay loai san phadm.

Tiép cdn nhitng cd nhin c6 anh huong mua khéng thé tiép cdn
trong ban hang truc tiép. Thong thuong, co rit nhiéu ca nhin c6 anh
huong mua trong cong ty khach hang ma cac nhén vién ban hang truc
tiép khong thé tiép cin dugc. Ho c6 thé co nhidu ly do dé tir chéi
khong gip nhin vién ban hang, nhung s€ ra nhitng quyét dinh c6 anh
hudng 16n dén quyét dinh mua hang cua céng ty. Nhimg ngudi ndy,
tuy nhién, s€ doc bao, tap chi chuyén nganh, hay xem cac niém giam
théng ké cua nganh. Va nhu vdy quiang cao c6 thé tiép can nhitng ca
nhan nay, tao nhin thirc, kién thirc, va niém tin cta ho vé san phim —
diéu ma ban hang truc tiép bo tay.

Tiép cdn nhitng cd nhdn c6 anh hudng mua ma ta khong biét.
C6 rat nhiéu cédc ca nhin c6 anh hudng mua ma nhin vién ban hang
truc tiép khong thé nhdn dién. Diéu ndy dic biét ding trong trudng
hgp nhin vién ban hang chua c6 kinh nghiém hay khach hing mdi. No
ciing ding ngay ca déi véi nhitng nhén vién ban hang c6 kinh nghiém
trong truong hop khich hang tai té chirc cong ty. Tuong tu nhu trén,
nhirng cé nhan nay tuy khéng duoc nhin dién bdi cac nhan vién ban
hang truc tiép nhitng lai d& dang tiép cin béi quang cao B2B, théng
qua bao, hay tap chi chuyén nganh...

Tao ra nhiing khdch hang tiém ndng cho céng ty. Mét vai tro
quan trong khac cua quéang cao la tim kiém va tao ra nhimg khach
hang tiém ning. Théng qua cac tap chi chuyén nganh hay qua gui thu
truc tiép, quang cao c6 thé yéu cau khach hang phan héi. Vi du hmh
thirc thirc gui thu vé cong ty yéu cdu nhin thém thong tin chi tiét vé
san phdm, catalogs. Cong ty sé& tién hanh phan loai, danh gia nhirng
phan hdi nay. Nhan dién va danh gid khach hang tiém ning thuc sy va
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chuyén nhiing thong tin ndy cho b phdn bén hang truc tiép dé tiép tuc
theo d01 va xiic tiép ban hang.

H6 tro truyén dat théng tin cho khach hang Nhén vién ban
hang truc tiép khong thé luén ludn cé diéu kién dé tiép xic voi khach
hang ctia minh. Thong thuong trong mét ndm ho chi ¢6 vaj lin (2-3
ldn) dé tidp xiic truc tiép vai khach hang, Nhung thong tin thi lién tyc,
khach hang luén cin thong tin méi va ho cung rt dé quén. Quang cdo
lam céng viéc nay, n6 dong vai tro cung cap thong tin lién tuc trong

khodng thoi gian ma nhén vién ban hing ving mit.

H® tro truyén théng tin cho cic thanh vién kénh phin ph01
Tuong tu nhu khach hang, cac thanh vién kénh phan phéi cling cén ¢6
théng tin. Quang cdo mang lai thong tin cho nhitng kénh phan phéi
hién tai va tiém’ ning cua cong ty. NO khuycn khich nhirng nha phin
ph01 cong nghiép, hay cic dai nhitng vai tro néu trén cta quang cio.

Cic phrong ticn truyén thong trong quing cio B2B

Cong ngh¢ thong tin phat trién [am thay déi cich thirc truyén

théng truycn théng. Noi dung phin ndy s& trinh bay ba loai phuong
tién truyén thong thuong dugc sir dung va duge dénh gia 13 hiru higu
nhit trong marketing B2B. D6 la cdc an phim thuong mai/hay tap chi
chuyén nganh, phan img truc tiép, niém giam nganh.

M6t nghién ciru cua Hiép Hoi Marketing B2B vé vide s dung
cic phuang tién truyén thong dé quang cdo B2B cho thiy 90% st
dung 4n phim thucmg mai, hay cac tap chi chuycn nganh, 66% s
dung guri phan ng tiép. Trong khi dé tivi chi chiém 5%, va cac bang
quang céo ngoai troi chi chiém 3%.

An pham thuong mai va tap chi chuyén nganh. Trén quan diém
marketing, gia tri cia mot in plmm thuong mai, hay tap chi chuyén

nganh phu thudc vao kha nang tlcp cin nhung cd nhén c6 anh huong
mua trong cac cong ty khich hang. C6 nhiéu loai 4n phim hay tap chi

chuyén nganh. Co cai chi dugc lru hanh trong mot nganh nao do, vi
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du : tap chi vé dét may, hay tap chi nganh nhya. Co6 tap chi lai dugc
doc gia tir nhidu nganh nghé khac nhau quan tim nhu tap chi Thai bao
Kinh Té Sai gon, hay PC World. Ddy 1a phan theo nganh nghé, mit
khdc lai c6 nhitng tap chi chi phat hanh trong mét khu vyzc nao do, lai
co tap chi duqc phat hanh réng rai trén toan quéc, hay toan thé glm
Lua chon 4n pham hay tap chi nao dé quang c4o cin cén nhic méy
yéu té sau : (1) S6 lugng phat hanh, (2) Chét lugng va uy tin cua bao,
(3) Péc gia clia 4n phdm/tap chi 14 ai, (4) Chi phi quing cdo trén 4n
pham/tap chi 14 bao nhiéu ?

Phan ing tryc tiép. Puge dinh nghia 14 hinh thirc truyén thong
truc tiép gitra nha san xudt va khach hing véi muc dich quang cdo.
Cac hinh thirc phd bién cta hinh thirc nay 1a giri thr tryc tiép, hay
truyén théng dién tir. Co ba cach phan ing tryc tiép thwong duge sir
dung : (1) ding nhu mot quang céo thong thuong, né cé thé chira
dung ndi dung cua quang cdo trén tap chi chuyén nganh, (2) dudi hinh
thirc khuyén mai, khi muén yéu ciu nguoi nhan phan tng hay hoi dap
lai theo mot cach thic nao 6, ching han cin dién thong tin vao mot
phiéu yéu cdu va gui vé cong ty, (3) ban hang qua thu, cong ty cb
ging ban hang qua gui thu, cac tap chi thudng gii thur moi ding ky
dén cac doc gia/cong ty. Hinh thirc nay phat huy hiéu qua khi céng ty
biét r5 nhitng c4 nhan cé anh hudng trong cong ty khach hang va gii
thu dén dung tén, dia chi, va chirc vu ciia ngudi ndy. Day 14 hinh thic
kh4 linh hoat. Tuy nhién néu khong biét nhirng théng tin nay thi hinh
thire nay khong higu qua va kha dit.

Nién gidm nganh. Thuong dugc coi 1a huéng din/hay cidm nang
khach hang. Khéch hang s& tim kiém thong vé nhitng nha cung cip
khi mudn mua mét san phim hay dich vy nao d6. Bén canh d6, cic
cudn niém giam thudng duge luu giit 1du dai, du da cé tai ban, do dé
quang cao trén niém giam thudng cod tinh chét lau dai. Tuy nhién
quang cdo trén niém giam kha dit.
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Thong di¢p trong quing cio B2B

Vin dé giy tranh cfi nhiu nhit trong lva chon thong dlep
quang cio B2B la nén tdp trung quing céo 4n tugng vé cong ty hay vé
san pham va dich vu cua né. Nhung nguoi bao vé quang cao (ve) cong
ty cho rang dé ban dugc hang cin phai tao ra mét 4n twgng tot vé cong
ty. Luén diém cna ho la cac khach hang td chuc va nhimg ca nhan c6
anh huc’mg mua bi chi phéi rat nhidu boi 4n tugng va uy tin cua nha
cung cép. Thoéng diép loai nay thuong chu trong vao xay dung nhan
thirc vé cong ty, néu bit danh txcng cong ty, théng tin nhimg vin dé
quan trong ma cong ty theo dudi, hay nhirng thanh qua ma cong ty dat
dugc. Nguoc lai, nhitng ngudi bio vé quang cdo (vé) san pham cho
r?mg khi quang cao cho sin phdnvdich vy chinh 1a lic hinh anh cua
cong ty dugc xdy dung. Thong dlep loai nay thucmg nhin manh vio
tinh nang ky thuat cua san pham chit lugng, 46 bén, chi phi, tinh kinh
té khi hoat dong... Thuc t& nghién ciru cho thdy cic quang cio san
phém duoc va chudng hon va duogc sir dung rong rai hon.

K -~
Khuyén mai

Trong marketing giita cdc té chirc rit kho tach biét gita quang
céo va khuyén mii. Thuong thi quang céo va khuyén mii dugc sur
dung nhu mét loai céng cu. Tuy nhién ciing c6 cong ty phén biét
chiing tach bach. Trong gido trinh my, khuyén mii dugc dinh nghia la
tit ca cac céng cu xuc tién gian tiép (nonpersonal) ma khéng phai
thudc vé quang co nhu di dinh nghia & phin trén. Phin nay gidi thicu
vai hinh thic duoc sit dung phd bién trong marketing B2B 1a :
Catalogs, héi cho thuong mai, tai liu va dung cu hd trg cho kénh
phén phdi, ting qua.

Catalogs. Pugc dmh nghia la nhitng tai llf;u hoan chmh duoc in
4n chira dung thong tin vé san phim, dugc thit ké dé cung cip thong
tin cho khach hang. Catalog la hinh thirc tai liéu tham khio quan trong
ctia xuc tién B2B. Khich hang thuong luu trit nhitng ban catalog trong
thu vién, dé khi c6 nhu cdu thi tham khio. Nhitng nha sin xuit cé
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catalog dugc khach hang luu trir s c6 nhiéu co hdi hon nhitng nha san
xuét khong co sin catalog noi khich hang. Sir dung catalog mét cach
hiéu qua phu thudc vao : (1) cach thirc chuén bi, in 4n, trinh bay, ndi
dung catalog, (2) cach thirc phan phéi catalog, (3) cach thirc nhan vién
ban hang st dung catalog.

Héi cho thuong mai. Hoi chg thuong mai hay trién 1am 1a hinh
thirc rit phé bién trong thi truong B2B. Hang nim cic nganh cong
nghiép déu td chirc cic hdi cho trién 1im san phim ciia nganh. C6 héi
trg mang tinh khu vuc, quéc gia, hay qubc té. Hoi cho co nhitng vai
tro sau day : (1) la noi gap g khach hang tiém ning ctia cong ty, (2)
xay dung dugc danh muc khach hang, (3) gioi thiéu san phém mai, (3)
phat hién nhirng ing dung mai cho céc san phim hién co, (5) gap g&
véi cac cong ty cung nganh dé trao ddi kién thirc kinh nghiém, (6) tim
thém dai ly, nha phan phéi, (6) hoan thién k¥ ning trién 1am, trinh bay
ban hang cho nhan vién.

Tai liéu va dung cu hé trg cho kénh phan phéi. Nha san xuét
ciing phai c6 trach nhiém hé trg thanh vién kénh phin phéi trong xuc
tién. Ngoai viéc cung cap cic catalog, tai liéu hudng din ban hang, ky
thuit, va lam dich vu, con phai cung cz‘xp thém cédc dung cu trang tri
cira hang, nhirng ké trung bay hang hoa, tAm tranh ¢ dong 1on...

Tang qua. Cac nha san xuét con thiét ké ra cac loai qua tang luu
niém, phan thudmg, ghi nhé cho khach hang Cé rat nhiéu loai hinh
qua ting dugc sir dung, Pién hinh 1a lich, sb tay, hop dung thudc 1a,..

Marketing trye ticp

Gui thu dén cac khach hang tiém nang 1a mt coéng cu duoc sir
dung rong rai trong tiéu dung va cong nghi¢p. Day 1a hinh thirc truyen
théng truc tiép, cho phcp ca thé hoa noi dung birc thu theo yéu cau cia
ngudi nhin va gui. Dé viec guri thu hiéu qua doi hoi pha1 c6 danh sach
dang tin cdy. Danh sach khach hang va cic chi tiét vé ho 1a mot vin dé
hét sirc quan trong quyet dinh mirc d6 thanh cong cua céac chién dich
giri thu. Thong thudmg, céc cong ty ludn luu trir va cép nhat cac thong
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tin vé khach hang cia minh. Bén canh nguén ndi bg, cac ngudn thong |
tin tir cdc cong ty nghién ciru thi truong, cic cude trién 1am thuong
mai, hi chg chuyén nganh la nhimg ngudn bd sung rit quan trong cho
danh sich cia céng ty. Giri thu truc tiép c6 thé nhim vao viéc xdy |
dung nhén thirc ban diu vé dich vu va san phim, dé gioi thidu moét |
cudc trién 1am, hay hdi chg chuyén nganh, dé bidu dién cach sir dung
hay céng ning cta san phim méi (\:i du giri cac dia CD phén mém), |
dé thong bao mot chuong trinh khuyén mii, hay yéu ciu dat hang.

Cin chi y dén cac thanh té ciia mdt bire the

Phong bi. La 4n tuong dau tién ma khach hang c6 duoc. Quyét |
dinh cia khach hang c6 nén doc thu hay khéng phu thude rat nhiéu
vao hinh‘thl'rc cua phong bi. Trcn phong bi khach hang s& chu y dén |
tén va biéu tnung (logo) cua cong ty, dc":n ndi dung chinh (sub'ject) cixa .
birc thu, kich thudc cua birc thu, mau sac cua phong bi. C6 thé 1am noi
bat phong bi bang kich thudc va mau sic ctia né. Diéu nay lam chi phi
tang 1én nhung s& lam ndi bat birc thu cia ching ta. Khi khich hang |
quyét dinh doc thu ta di cé nhiéu co hoi hon.
Néi dung birc thir. Cin dé cip dén cac gia tri chinh ma san
pham hay dich vu cua ta mang lai cho khach hang Thu phai 16 rang, |
ngan gon nhung day du cac y chinh. Buc thu cin dugc trinh bay
chuyén nghiép. |
Nhiing chi tiét kém theo. C6 thé 1a phiéu hdi dap, phan mém giri |
tang khach hang, hay nhimg mau vat. Céc chi tiét nay ciing can dugc
chu y dé tao higu qua. |
Yéu cdu héi dap. Can tao ra co ché thich hop dé yéu cau khach
hang hdi dap Trudc tién can cho khach hang thay rd cin phai lam g1
Hoi dap. Hoi dap c6 thé 1a viée ycu cau thém thong tin hay yéu cau |
dat hang Cin thiét ké sin cic miu biéu dé khach hang dién vao. Tao
ra diéu lel'l thuan loi va nhanh chéng cho khéch hang hanh dong. Cén |
cung cip ly do dé khach hang hinh dong ngay, vi dy guri kém mot |
phiéu giam gia.
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Quan hé cong ching

Diy la cong cu cubi clng vi ciing 12 it dwoc quan tim nhiéu
trong marketing B2B. Tuy nhién cin nhdn thirc ring quan hé céng
chiing dong vai tro kha quan trong. N6 c6 thé tao ra hinh anh/an tugng
tot hay x4u vé cong ty trong mit cua khach hang, nha phin phéi, va
cong chung. Néu duoc sir dung va diu tu hop 1y cong cu nay sé ciing
c¢6 nhitng gia tri nhit dinh dbi véi cac hoat déng cia cong ty. Thi
nhét, n6 c6 thé giup khach hang hién tai va tiém ning cta cong ty biét
vé cac san phém va dich vu mdi ctua cong ty. Ké dénno duy tri su hién
dién cua cong ty trong long céng ching. Mit khac né giup cong ty
dinh vi hinh anh ctia minh, danh tan nhan thirc khéng dep vé cong ty.

Tich hop cédc céng cu truyén théng marketing tich hop
IMC. Sau khi da hiéu dugc vai tro tinh img dung cia cac cong cu xiic
tién, nhiém vu cta nha quan trj marketing B2B la tich hop nhimg céng
cu nay nhim dem lai hiéu qua cao nhit cho cong viéc kinh doanh cua
cong ty. Cac ban hiy tham khdo trong sach “Quan tri truyén théng
marketing tich hop — IMC management — Ly thuyét va tinh huéng thuc
hanh ving dung ctia cdc céng ty Viét Nam”, Luu Pan Tho, Tén Thét
Hoang Hai, Cao Minh Nhut, NXB Tai Chinh, nam 2016.

(. Ciu héi 6n (ap va thio lujn

1. Nam céng cu xic tién chinh trong marketing B2B la cic
cong cu nao ? Gidi thich va minh hoa.

2. Trinh bay tém lugc vé quy trinh ban hang truc tiép trong
marketing B2B. Giai thich va minh hoa.

3. Cén phai chun bi kién thic va hen gip nhu thé nao ? Gii
thich va minh hoa.

4. Cin phai chudn b ndi dung va phuong tién trinh bay nhu thé
nao ? Giai thich va minh hoa.

5. Cin phai luyén tip, xac dinh dia diém, trang phuc, tiép can,



Chuong 8 : Chién lugc xuc tién B2B. 451

tao thién cam, tac phong, chao hoi xung hé nhu thé nao ? Giai thich va
minh hoa.

6. Cin vio 16i ndi diu nhu thé nio ? Trinh bay chi tiét busc
trinh bay ban hang. Giai thich va minh hoa.

7. Phan loai nhian vién ban hang truc tiép trong thi trudng tb
chic B2B. Giai thich va minh hoa.

8. Khuynh huéng mai trong ban hang truc tiép. Giai thich va
minh hoa.

9. Chuyén mén héa d6i ngii ban hang truc tiép hién nay duoc
thuc hién nhu thé nao ? Gidi thich va minh hoa.

10. Lua chon nhan vién ban hang truc tidp nhu thé nio ? Giai
thich va minh hoa.

11. Quan tri thai gian cia nhin vién ban hang truc tiép nhu thé
nao ? Giai thich va minh hoa.

12. Quang céo trong truyén théng marketing tich hop B2B nhu
thé nao ? Giai thich va minh hoa.

13. Vai trd cia quang cdo trong truyén thong marketing tich
hop B2B nhu thé nao ? Gidi thich va minh hoa.

14. Cac phuong tién truyén théng trong quang cdo B2B nhur thé
nao ? Giai thich va minh hoa.

15. Théng diép trong quang cdo B2B nhu thé nao ? Giai thich
va minh hoa.

16. Mot van dé quan trong déi voi nhitng dai dién ban hang
doc 1ap (hudng hoa hong trén doanh so béan) la : can tap trung thoi
gian vao glm thiéu san pham nao trong mot cudc dién dam ban hang
hay cudc viéng thdm ban hing (sales call or sales visit) ? Déi vai

nhitng ngudi nay, thoi glan vdi khach hang la tai nguyén quy gia nhit,
vi vay ho phai can nhic cich thic sit dung thoi gian mét cach higu
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qua nhit. Hay vé mé6 hinh BCG va quyét dinh thoi gian can thiét cho
moi loai san pham trong moi phin tu cia m6 hinh. Giai thich ly do
quyét dinh cua céc ban ?

17. Hay néu 3 loai bao hay tap chi thich hop dé quang cao cac
san phim dang cho y té tai thanh phd cua ban. Cho biét Iy do chon
lrra. Lap bang du tri phan tich chi phi, hiéu qua quang cao.

" )) Bm tip tinh huong

Bai tap tinh hudng 1 : Xir Iy tinh hudng chdng déi sau :

Ban la nhdn vién ban hang ciia céng ty HPT. Ban dén gip 6ng
Hoang — mot Viét kicu tr My vé — hién la giam dbc cong ty ABC.
Cudc gip cua ban 1a két qua cua nhicu lan chao hang qua dién thoai va
fax. Ong Hoang du ki¢n sé mua 2 may vi tinh va mét may in laser
nhan hiéu HP. Sau khi di xcm x¢ét ki ludng, 6ng Hoang cho rang gia
ctia ban cao hon so vdi gia ma éng cé thé mua duoc tai Bangkok hay
Singapore (cho cac san pham cung loai, cing nhén hiéu).

Bai tap tinh hudng 2 : Xir ly tinh hudng chong d6i sau :

Vin phong H6 Trg Cac Doanh Nghiép Vira va Nho cua Phong
Cong nghiép va Thuong mai Viét Nam thuong xuyén to chirc cac
khéa dao tao ngin han (6 budi, 24 tiét/khoa) danh cho céc cong ty vira
va nho. Nhin vién van phong thuong xuyén d6i mit véi cac phan nan
nhu sau :

Gia cao.

Thai gian hoc vao ban ngay luc céng ty ban ron.

S6 luong hoc vién (Khach hang thuong hay hoi sb luong ding
ky la bao nhiéu, vi kinh nghiém cua ho doi voi nhiéu trung tdm khiéc,
do c6 it hoc vién nén khéng mo dugc lop).

La sinh vién, cac ban hdy tham khdo thém tinh hudng trén
website : kinhtetuanminh.vn dé c6 co hdi mé rong kién thirc.
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