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) Chuwong 1 )
TRUYEN THONG MARKETING HQP NHAT

Chung ta cling xem xét truong hop sau dy vé kinh sat trong ding mot 1an rdi bo
Acuvue. Cac hoc gia marketing cho rang Johnson & Johnson (J&J) da tung ra chién dich
truyén théng marketing hop nhat (integrated marketing communications: IMC). J&J bit
dau bang chién dich quang cdo tra 10i truc tiép trén cac tap chi nhu Newsweek. Chién
dich tra 16 truc tiép gidi thiéu vé kinh sat trong va loi ich ciia n6. Cac miu quang céo
trén bao lam doc gia ngay cang quan tim mudn nhan cc goi truyén thong bang cach gui
lai cac tAm thiép c6 dé sin dia chi cho J&J va xac dinh bac si mit cia minh. J&J sau d6
giri cac bd kinh sat trong bang thu truc tiép cho bac si nhan khoa ciia ho. Téi lugt minh,
béc si nhan khoa lién lac v&i bénh nhan dé 1én lich hen. Sau d6 béc si thong bao cho J&J
biét vé lich hen cia minh. St dung nhiing truyén thong nay, J&J gui cic phiéu giam gia
(dé thtr 1an déu) cho bénh nhan da c6 hen kham cac bac si nhan khoa. Bénh nhéan nay gui
lai phiéu chiét khau va dat hang kinh sat trong dau tién véi bac si. Bac si lai thong bao
cho J&J vé don hang nay. Sau mot khoang thoi gian, J&J giri cho bénh nhan mat cia
minh phiéu chiét khiu khac dé tiép tuc dat hang (xem Hinh 1.1).

Tién hanh chién dich truyén thong marketing phirc tap nhu chién dich tung san
pham kinh sat trong Acuvue cia J&J doi hoi nhiéu céng cu truyén thong, nhim dén nhidu
khach hang vai nhiéu giai doan khac nhau bang cach sir dung co ché phdi hop tinh té. Do
1a tat ca nhitng gi dé noi vé chién dich IMC.

Hinh 1.1 Chuong trinh truyén théng hop nhat ciia Acuvue™
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Muc dich ctia chwong nay 1a nham gi6i thiéu cho doc gia khai niem IMC. Chung
ta bat du chuong vé6i dinh nghia vé IMC. Thir hai, ching ta thao luan nhiing dic diém
ctia chién dich IMC. K& dén, chiing ta m6 ta khai niém IMC dudi goc d6 qué trinh phat
trién cia n6. Thu tu 1 phan trinh bay vé nhitng diéu kién 1am nén tang cho IMC. Sau
cung nhung khong kém phin quan trong, ngudi doc s& dugc gidi thiéu nhidu phuong
phap hoach dinh hay cach tiép can ddi voi IMC.
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PINH NGHIA IMC

Trong mdi trudng ky thuat cao ngay nay, cong nghé truyén thong mdi phat trién
theo cap sO nhan. Nhing nguoi lam marketing budc phai s dung nhiéu nhitng céng nghé
nay dé hudng dén va giao tiép véi khach hang muc tiéu mot cach hiéu qua hon va véi chi
phi thip hon. Dé lam duogc diéu nay, nhitng ngudi lam marketing can su tro giap. Ho
can su hd trg dé biét cach 1én ké hoach va thuc hién chién dich truyén thong marketing
hop nhit. Ho can cic cong cu cé tinh khai niém dé hudng din ho tong hop tét ca lai véi
nhau. Ho phai tao ra dugc hiéu Gmg tong hop thong qua cac chuong trinh truyén thong
marketing khac nhau. Vi nhing ly do nay, ngay cang co nhiéu hoc gia marketing va
truyén thong marketing nhan ra tam quan trong cua truyén thong marketing hop nhét.
Nhung trudc hét, “truyén thong marketing hop nhat” (IMC) 1a gi? N6 duoc dinh nghia
nhu sau:

IMC 1a mét khai niém theo d6 cong nhén gia tri gia tang trong chuong trinh hop nhét
nhiéu linh vuc o tinh chién lugc khac nhau — chang han nhu, quang céo tong quan, tra
10i tryc tiép, khuyén mii, va quan hé véi cong chiung — va hop nhét nhimng linh vuc
nay dé tao ra su rd rang, nhat quan, va c6 tac dong truyén thong tdi da.

Gi4o su Don Schultz, ngudi dugc xem la chuyén gia vé IMC, dinh nghia IMC nhu sau:

Qua trinh quan ly tat ca cac ngudn thong tin vé san pham/dich vu ma khach hang hay
khach hang tiém ning tiép xuc va qué trinh thuc ddy ngudi tiéu ding thuc hién hanh vi
hudng téi viéc mua hang va duy tri sy trung thanh cua ho.

IMC 1a ¥ tudng theo d6 cong ty phdi hop tat ca cac hoat dong truyén thong cua
minh. Diéu nay rat quan trong béi vi nhidu cong ty thuong hai 1ong véi viée dé cho mot
cong ty quang co lo phan quang céo cho minh. Céng ty giao cong tac quan hé vdi cong
chung (PR) cho médt cong ty PR lam. Phong marketing cia cong ty lo xu Iy chuong trinh
khuyén mai. Két qua 13, bd phan quang céo cta cong ty di theo hudng nay, quan hé voi
cong chung di theo mot hudéng va chuong trinh khuyén mai di theo mot hudng khac. Do
vay, hiéu qua tong hop tur truyén thong marketing cta cong ty bi anh huong 16n. IMC,
mot khai niém c6 tinh triét hoc, cho rang tat ca cac bén tham gia vao nhitng nd luc truyén
thong cua cong ty phai phdi hop dé dua tleng n6i hudng dén ngudi tiéu dung muc tiéu voi
cing mot chat giong, mot thong di€p thong nhat va mot hinh anh nhét quan.

Cac nghién ctru cho thdy rang nha marketing danh gia cao khai niém IMC. Bén
trong s6 nam nhiing nguoi lam marketing dugc khao sat, sau khi biét dén khai niém IMC,
da dong y ring khai niém nay rat co gi tri va no s& 1am tang tac dong va hiéu qua cua cac
chuong trinh truyén thong marketing. Ho ciing chi ra ring IMC tao ra tinh nhat quan cao
hon trong cic chuong trinh truyén thong marketing, 1am giam sy lang phi khi quang céo
trén cac phuong tién truyén thong, va tao cho cong ty mot wu thé canh tranh.

CAC PAC PIEM CUA CHIEN DICH IMC
Cira hang ban d6 my phdm Body Shop timg duoc ca tung 1a mot mang ludi cira hang ban

1¢ qudc té rat thanh cong. Cong ty tao ra mot hinh anh 13 rit quan tim dén xa hoi va moi
truong. Hinh anh ndy nhat quan véi cé tinh va cac gia tri cia nguoi sang 1dp ra Body
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Shop — Anita Roddick. Nguyén liéu dung cho san pham hoan toan tir thién nhién va duoc
mua tir cac nude dang phat trién; cac san pham khong hé thir nghiém trén dong vat.
Cong ty khong sir dung cach quang céo truyen thong. Cong ty st dung cac cong cy
truyén thong marketing khac nhau va da lam t6t trong viéc hop nhét cac yéu t6 riéng 1¢ dé
tao ra tac dong. Mic du giam dbc diéu hanh marketing ctia Body Shop c6 thé khong nhan
ra diéu nay nhung ching t6i tin ring, cong ty da thuc hién IMC thanh cong. Nhung ciu
hoi & day 1a lam thé nao chung ta thdt sw biét? Nhimg dic diém nao cua chién dich
truyén thong marketing tao nén tinh hgp nhdt cia chién dich?

Nhiéu ngudi trong ching ta mic phai sai 1am khi dinh nghia IMC theo tinh hi¢u
qua ctia nd. Néu mot chién dich truyen thong marketing dat duoc myc dich marketing
ciia minh thi ching ta c6 thé suy ra rang chién dich dé chac han phai c6 tinh tong hop.
Céc nha triét 1y co thé phi cuoi & ddy boi vi nhitng gi chung toi mdi vira mé ta chinh 1a
cai ma cac nha triét 1y goi 1a “su tring ngdén”, hay “suy nghi vong vo”. Di nhién chung ta
c¢6 thé 1am tt hon diéu nay. Chién dich IMC c6 thé dugc dinh nghia theo hai dic diém
khu biét sau: tinh lién tuc cta chién dich va dinh hudng chién lugc. Tink lién ciia chién
dich c¢6 nghia 1a tat ca cac thong diép chuyén tai trén cic phuong tién truyén thong khéac
nhau théng qua cac cong cu truyén thong marketing khic nhau cé tinh twong quan véi
nhau. Tinh lién tuc cia chién dich doi hoi phéi lam cho céc yéu tb vat Iy va tdm 1y trong
chién dich truyén thong marketing phai nhat quan véi nhau. Tinh lién tuc vat Iy toc noi
dén viéc str dung nhit quan cac yéu tb sang tao trong tat ca cac truyen thong marketing.
Tinh lién tuc vat Iy trong chién dich truyén thong marketing ¢ thé dat duoc bang cach st
dung cung khau hiéu, 101 quang céo va nhan vat thé hién nhan hi¢u nhu nhau trong tat ca
céc quang céo hay cac hinh thic truyén thong marketing khac. Chang han nhu tt ca cac
quang cdo cia Maytag cho thiy cung mot nhan vat — nguoi stra chita co don.

Bén canh tinh lién tuc vat ly, tinh lién tuc tam ly cling quan trong nhu vay. Tinh
lién tuc tdm 1y noi dén thai do nhat quan dbi véi cong ty va cac nhan hiéu san phim cua
ho. Pay chinh la cam nhan ciia nguoi tiéu ding vé “tiéng néi” va “tinh cach” cua cong
ty. biéu nay co thé c6 duge béng cach st dung chu dé, hinh anh hay giong di€u mdt cach
nhit quén trong tat ca cic quang céo hay hinh thirc truyén thong marketing khac. Chién
dich truyén thong marketing cua Virginia Slims c¢6 chu dé thong nhat, d6 1a chu dé vé mot
phu nit dwoc giai phong quyét dinh hut thude 1a boi vi ¢o ta gio day co thé tu minh quyet
dinh. Thuoc 14 Marlboro 1a mot vi du khac vé cach st dung hinh anh nhét quan trong tat
ca cac truyén thong marketing — hinh anh chang cao bdi vam v va ran roi. Cac cong cu
truyén thong trong linh vuc my phim va quan 4o chinh 1a nhitng vi dy tot clia giong diéu
nhat quan. Chang han nhu tit ca cic quang céo cua Calvin Klein va cac hinh thirc truyén
thong marketing khac déu co giong diéu rat khéu goi.

Pic diém tht hai cua chién dich IMC d6 1a dinh hwong chién luge. S& di cac
chién dich IMC c¢6 thé dem lai hiéu qua vi ching duogc thiét ké nham dat duoc nhitng muc
tiéu chién lugc cta cong ty. Su tap trung khong phai ddi voi viéc phat trién mot mau
quang cdo sang tao chi don thudn thu hit sy cha y hay lam cho khan gia pha 1én cudi.
Rét nhiéu chuyén gia truyén théng marketing dd sa da vao viéc tao ra nhiing cong trinh
cuc ky sang tao ma da mang lai cho ho nhiéu giai thuong truyén thong. Nhung ching lai
khong gitp dat dugc muc tiéu chién luogc cua cong ty — nhiing muc tiéu nhu doanh sb, thi
phan, va loi nhuan. Diéu lam cho chién dich truyén thong marketing c6 tinh hop nhat
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chinh 14 sy chd trong chién lugc cua nd. Thong diép dugc dua ra nhim di dén nhimg muc
tiéu chién lugc cu thé; phuong tién truyén thong dugc lya chon véi nhiing muc ti€u chién
lugc trong dau.

MOT QUAN PIEM VE IMC XET THEO QUA TRINH PHAT TRIEN

IMC c6 thé xuat hién dudi nhiéu hinh thirc khac nhau & nhiéu mtc d6 phat trién khac
nhau. C6 bay muc do phat trién da dugc nhan di¢n (xem Bang 1.1).

Bang 1.1. Cdc giai doan phdt trién cia IMC
Nhan biét nhu cau can phai hop nhat
Hop nhat hinh anh

Hop nhat chirc ning

Hop nhat phéi hop

Hop nhat dya vao ngudi tiéu ding

Hop nhét dya vao nguoi du phan

Hop nhit quan 1y mdi quan hé

NNk =

Nhén thirc vé nhu ciu cin phai hop nhit

Hinh thirc cin ban nhat cia IMC c6 thé chi don gian 13 s nhdn thirc cia nha marketing
hay sy nhin nhan vé nhu cu can phai hop nhat cac phuong tién truyén thong marketing.
Chung ta hiy xem xét vi du sau ddy. Mot nha hoach dinh truyén thong chuyén lo mua va
dat quang cao cho mot ing vién chinh tri dang tranh cur téng théng. Dan dan, ong ta nhan
ra rang can lua chon cac phuong tién tmyen thong dai chung, cung loai hay khac loai
nhau, sao cho phan anh dugc mét hinh anh nhat quan vé img cir vién chinh tri d6. Day 1a
budc dau tién tién dén qua trinh thyc hién khai ni€ém IMC.

Hop nhét hinh dnh

Giai doan hai bao gdm qua trinh ra quyét dinh dé bao dam tinh nhcft quan cua phuong
tién truyén thong/thong diép. Tinh nhat quan cua phuong tién truyén thong/thong diép
nham néi dén tinh nhit quan gila cac yéu t6 vin ban va hinh anh ciia mdt mau quang cao
va gitra cac mau quang cao thé hién trén cac phuong tién truyén thong khac nhau. Co
nghia 13, hinh anh phai ciing ¢6 va minh hoa cho thong diép bang chit. Mic du mdi mau
quang cao phai da dang doi chut xet theo chirc nang vé ndi dung chwong trinh hay bién
tap ctia mot phuong tién truyén thong cu thé nhung no phai nhat quan véi cic mau quang
c4o thé hién trén cac phuong tién truyén thong khéc.

Derrith Lambka, giam déc quan 1y co s& dit liéu ngudi tiéu dung va hoach dinh
chién Iuge cho cac san pham may tinh cia Hewlett-Packard, xac dinh IMC sao cho chiing
nhat quan voi sy hop nhat hinh anh. C6 ta coi IMC 13 “mét su téng hoa céc thong diép va
chu dé hinh anh xuyén sudt t6 hop truyen thong marketing dé t6i da hoa tac dong cua
thong diép trén thi truong. Loi ich nhat quan d6i véi ngudi sir dung rd rang duoc chuyén
tai trong tat ca cac hinh thtc truyén thong marketing.”
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Hop nhit chitc ning

Mirc d6 phat trién thir ba do 1a hop. nhdt chire ndng. Hop nhét chiic ning thé hién qua
trinh theo d6 cac chuong trinh truyén thong marketing khac nhau dugc tao ra, truc tlep
nhim vao cac muyc tiéu marketing nhur doanh s6 va thi phan. Cé nghia 13, nhitng diém
manh va yéu ctiia mdi yéu tb trong to hop truyén thong marketing déu dugc phan tich, va
td hop nay dugc rap ndi lai dé dat dugc nhitng muyc tiéu marketing cu thé. Noéi cach khac,
st dung cac muc ti€éu marketing dé hudng viée lya chon va thyc hién cac chuong trinh
truyén thong marketing.

Hop nhit phdi hop

O muc do phat trién cao hon ntta — hop nhdt phoz hop — chuc nang ban hang cd nhan
dugc hop nhét tryc tiép voi cac yéu td cua truyen thong marketing (quang cdo, quan hé
cong ching, khuyén mai va marketing truc tiép). Co6 nghia 13, tién hanh cac bién phap
nham bao dam tinh nhit quan cua céac hinh thirc truyén thong marketing ca nhan va cac
hinh thirc khac. Nhimg gi ma ngudi ban hang néi phai nhat quan véi nhitng gi ma mau
quang cao noi.

Hop nhét dwa vao ngudi tiéu ding

O mirc do phat trién th@r nam cta IMC, chién lugc marketing dugc hoach dinh thong qua
viéc ndm bat cau va nhu cdu cta ngudi tidu dung, hudng myc tiéu dén loai nguoi tiéu
dung nhét dinh, va dinh vi san ph'fim mot cach hiéu qua ddi voi nguoi tiu dung muc tiéu.
Giai doan phat trién IMC nay dwoc goi 1 hop nhdt dwa vao nguwoi tiéu ding. Néi cach
khac, chién lugc marketing c6 tinh hgp nhat. Cac thong diép phan anh viéc dinh vi chién
luoc an vao dau cua phan khtc nguoi ti€u dung dugce lya chon.

Hop nhit dwa vao nguoi du phin

Muirc d6 phat trién thir sau ciia IMC 13 hop nhdt dira vao nguwoi dw phan. O muc d6 nay,
nha marketing nhan ra rang ngudi tiéu ding muyc tiéu khong chi 1a nhém duy nhat ma
cong ty can phai truyén thong dén. Nhimg ngudi du phan khac can phai dugc cin nhic
gdp vao trong chién dich IMC téng thé bao gdm nhén vién cua cong ty, nha cung cap, nha
phan phdi va c¢b dong ciing nhu cong ddng, cic co quan nha nudc nao do va cac thanh
phan khac.

Hop nhit quan Iy méi quan hé

Cubi cung, hop nhat quan Iy méi quan hé dugc xem nhu 13 mirc do phat trién IMC cao
nhit. Dé truyén thong c6 hidu qua véi nhitng ngudi dy phan khac nhau, céng ty can phai
phat trién céc chién lugc ¢6 hiéu qua. Nhitng chién luge nay khong phai chi 1a chién lugc
marketing; chiing bao gém chién lugc san xuat, chién lugc tai chinh, chién lugc nguén
nhan lyc va chién lugc ké toan, bén canh nhiéu chién lwgc khac. Co nghia 13, dé day
manh mbi quan hé voi nhitng ngudi dy phan vé mat t chuc, cong ty phai phat trién chién
luge quan 1y trong ting don vi chie nang (san xuat, nghién ctru va phat trién, marketing,
tai chinh, ké toan, ngudn nhan luc, v.v.) sao cho chung phan anh su phdi hop gitta cac
don vi chtic ndng khac nhau. Mot khi dat duge hop nhat nay thi nha marketing nd luc
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truyén thong dén cho nhitng ngudi du phan khac sao cho co thé phan anh toan bd su hop
nhat do.

Chung t6i tin rang mé hinh IMC mo ta trong sach nay phan anh géc do hop nhat
nhit quan véi ba cap do phét trién cao nhat cia IMC — hop nhat dwa vao nguoi tiéu ding,
hop nhat dya vao ngudi dy phan va hop nhat quan 1y moi quan hé. Chung toi hy vong
rang doc gia sé dong ¥ v6i danh gia nay sau khi tham khao toan bd quyén sach.

NHUNG PIEU KIEN HAY XU THE LAM NEN TANG CHO IMC

C6 it nhat bay diéu kién hay xu thé di dwoc nhan dién 1am nén tang cho IMC. Chung thé
hién trong Bang 1.2.

Bang 1.2 Nhitng diéu kién hay xu thé lam nén tang cho IMC
Giam 49 tin cay cua thong diép

Gidm chi phi marketing co s¢ dit liu
Tang chi phi va giam hiéu qua dbi véi truyén théng qua cac cac
phuong tién truyén thong dai chung

Tang cac truong hop sap nhdp va thoén tinh cua cic cong ty
truyén thong marketing

Gia tang viéc phan khuc cac phwong tién truyén thong va khan
gia
Tang tinh trong dong san pham hay cac san pham “t6i ciing vay”

Sy thay ctia doi cong nghé truyén thong

Xu thé 1 — Giam d9 tin ciy ciia thong di¢p

Nguoi tiéu dung lién tyc bi doi bom vai cac truyén thong marketing trén moi mat tran.
Chinh sy tran ngap truyen thong nay da gay ra “su hon don” xét trén binh dién cac truyén
thong marketing. Su hdn don _nay chiu trach nhiém vé viéc néu chi c6 mot mau quang
céo trén mot phuong tién truyén thong duy nhat thi khong thé tao ra tic dong nao dang
ké. Két qua 1a xu thé ngay cang tut giam tac dong cia thong diép, diéu nay dan dén nhan
dinh rang tinh hiéu qua cia thong diép ty thudc vao tinh da thong diép, da phuong tién
va da hinh thirc cic cong cu truyén théng marketing. Do vdy, nhiing nguoi lam
marketing dang bat dau cam thiy can phai hiéu duoc khoa hoc ciing nhu nghé thuat IMC.
Ho bit dau nhan ra r?mg ho can phai hiéu va thuc hién IMC sao cho ¢6 hiéu qua trong moi
truong truyén thong marketing hdn loan ngay nay.

Xu thé 2 — Giam chi phi marketing co' sé dir li¢u
Viéc phat minh ra cong ngh¢ vi tinh da tao ra nganh cong nghiép 16n vé co so dit lidu
khach hang (mailing list). Hon luc nao hét, nhimg nguoi lam marketing gio day c6 kha

nang thu thép thong tin cu thé vé nguoi tiéu dung. Chang han nhu néu nha marketing
mudn nhim vao, ching han cac nha vat 1y tri liéu, thi ho c¢6 thé mua co s¢ dir liéu cung
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cap cho ho hinh anh day du Vé nhimg con nguoi nay. Co so dir liéu nay bao gbm thoéi
quen su dung phuong tién truyén thong cua ho va cac ngudn thong tin khac nhau ma ho
sir dung dé tién hanh cac loai mua sam co lién quan dén viéc hanh nghé cia minh. Puoc
trang bi nhiing truyén thong nay, nha marketing dang nham vao nhém khach hang nay c6
thé sir dung cac hinh thirc céng cu truyén thong marketing khac nhau dé tao ra da thong
di€p. Nho vao cong nghé tinh vi cia may vi tinh st dung trong viéc quan ly co sé di licu
va sy canh tranh gay git trong nganh nay nén chi phi str dung co s dir liéu da giam manh
trong nhitng ndm vua qua. Tinh kha thi cta viéc su dung marketing co s dir licu ngay
cang ting da lam IMC cang hip dan hon ddi voi nhitng nguoi 1am marketing.

Xu thé 3 — Ting chi phi va giam hi¢u qua déi véi truyén théng qua cac phwong tién
truyén thong dai chung

Chi phi quang céo trén truyén hinh ciing nhu quang céo trén cic phuong tién truyén thong
dai chung khac lién tyc gia tang trong nhimg nam vira qua. Nguoi tiéu dung khong con
xem ti-vi giéng nhu truge ddy. Ho khong doc bao gidng nhu trudc day. SO ngudi nghe
dai cling giam xudng. Nguoi tiéu ding dang chuyén sang cac phuong tién giai tri va cac
hoat dong thu gidn khéac, chang han nhu choi trd choi dién tir va truy cap Internet. Doi
v6i nhiing ai van con xem TV thi hién nay ho bat sang kénh khac modi khi ¢6 quang cio.
C6 nhiéu ngudi chdp nhan tra tién dé xem truyén hinh cép khong c6 quang cao. Nhiing
nguol lam marketing tro' nén y thire 6 vé chi phi hon bao gio hét. Ho ngay cang nhén ra
rang ho c6 thé tung ra chién dich truyén thong marketing manh mé& va hiéu qua bang cach
sit dung cac cong cu truyén thong marketing tén kém it hon so vdi quang cao trén cac
phuong tién truyén thong dai ching. Nhung dé dua vao cac hinh thirc cong cu truyén
thong marketing khac va hop nhét nhimg chuong trinh nay dé dat duoc doanh s0, thi phan
va muc ti€u loi nhuan thi nhimg nguoi lam marketing bat dau nhén ra rang ho can phai
hiéu r& hon khoa hoc ctia phuong tién truyén thong hgp nhat —ngan gon hon, tirc IMC.

Xu thé 4 — Tiing cic truong hop siap nhip va mua (acquisition) cac cong ty truyén
thong marketing

Trong thap ky vira qua, chung ta da chung kién muc do sap nhdp va mua lai manh mé&
chua timg c6 ddi voi cac co quan truyén thong marketing. Nhing vu sap nhap va mau
cong ty nay co thé 1a két qua cua viéc nha dleu hanh cac cong ty nay nhan ra nhu cau can
phai cung cap cho khach hang dich vu truyén thong marketing toan dién. Cong ty truyén
thong marketing 16n nao c6 the tap hop dodi ngil tir cac phong ban truyen thong marketing
khac nhau dé dép mg nhu cau khach hang cua minh thi ho c6 thé c¢6 uu thé canh tranh
hon so v6i cac cong ty khac khong thé cung cap loai hinh dich vu nay. Nhitng cong ty
hién nay c6 kha ning cung cép cac dich vu truyén thong marketing toan dién ngdy cang
hiéu rd hon khoa hoc va nghé thuat IMC.

Xu thé 5 — Gia ting viéc phan khic cac phwong tién truyén thong va khan thinh gia
Su canh tranh gay git ciia cic phuong tién truyén théng dai ching budc nganh nay chiu
sw phén khiic manh m&. Dai phat thanh vo1 hinh thire cac chuong trinh cu thé dang n01

lén ¢ khap noi. Céc kénh truyén hinh chuyén mén hoa theo chuyén d& — lich sir, phim c6
dién, hoc tap, khoa hoc gia tudng, gia dinh, tin tic, chinh tri,... C6 hang tram ngan tap
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chi va an pham chuyén nganh. Nguoi tiéu dung khong con xem truyen hinh vén phuc vu
cho tit ca moi ngudi. Ho khong phai xem nhu vdy. Ho chinh dén phuong tién truyen
thong c6 chuong trinh va ndi dung bién tap pht hop voi quan tam ctia minh. Xu thé phan
khuc phuong tién truyén thong va khan gia nay 1a mot thach thirc d6i v6i nhitng ngudi
lam marketing. Nhiing ngudi lam marketing khéng con c6 thé ding ky quang cao 30 gidy
trén, vi du, Ban tin buoi t6i CBS hay 60 phiit, va mong doi tao ra hiéu qua lan toa. Trudc
day thi dugc nhung by gio thi khong. Nhing nguoi 1am marketing phai nhan biét thoi
quen sir dung phuong tién truyén théng cua nguoi tiéu dung muc tiéu va phat trién va dua
ra da théng diép trén cac phuong tién truyén thong chuyén nganh va c6 thé phi truyén
théng. Dé lam duoc diéu nay mot cach co hiéu qua, gid ddy hon luc nao hét ho nhén ra
rang ho can phai hiéu triét dé IMC.

Xu thé 6 — Tiing tinh twong dong sian pham hay cdc san pham “ti ciing vay” (san
pham cung loai)

Canh tranh ngdy cang tré nén gay gat hon. Nhiéu doanh nghiép phat trién va marketing
san phém khong tao sy khac biét dang ké 1am d6i voi nhin hiéu cua cac ddi thi canh
tranh. Truyén thong marketing trd nén cuc ky tbi can thiét trong thoi dai cac san pham

“t61 cling vay”. Tén goi cua tro choi gio dy 1a chia sé tiéng néi. Chia sé tiéng noi tro
thanh mot phuong tién hiru hiéu dé dat duoc loi nhuan va thi phan mong muon. Co6 nghia
1a, cang c6 nhiéu thong di€p trén cang nhiéu phuong tién truyén thong thi co hoi c6 loi
nhuan 16n hon va thi phan rong hon cang 16n.

Xu thé 7 — Sur thay ciia d6i cong nghé thong tin

Gi4o su Schultz di 1ap luan rang nhimng thay d6i trong nganh cong nghé thong tin c6 thé
tao ra cho nguoi tiéu dung kha ning truyén thong va tham chi mua sam bang mot loat cac
phuong tién khac nhau. Co6 nghia la, nguoi ti€u dung c6 thé giao tlep tuong tac va mua
san pham tryc tiép tir nha san xuat. Theo truyén thong, nha san xuat thong bao su xut
hién san phdm cua minh cho nguoi tiéu dung va cd gang chuyen tai thong diép do dén
nguoi tiéu dung voi hy vong khién cho ho mua san phdm. Xu thé nay din dén canh nguoi
mua thong bao minh san sang mua bang cach st dung cong nghé thong tin twong tac doi
moi nhit. Nguoi ban nd lyc dap tng lai su sin sang clia nguoi mua. O day nguodi mua
tro thanh nguoi quang cao, va phuong cach st dung truyén thong cac quang cao, khuyen
mii, quan hé véi cong ching va marketing tryc tiép thay d6i manh mé. Su thay do6i nay
dbi v6i cong nghé thong tin 1am cho phai dinh nghia lai cach thirc st dung truyén thong
céc yéu td khac nhau cia truyén thong marketing.

Viéc ngdy cang nhdn manh dén truyén thong marketing da kéo theo v6i né 1a su
hén loan truyén thong marketing ngdy mét ting, do tin cdy cua thong diép giam,
marketing co so dit liéu giam, chi phi ting va hiéu qua cta cac phuong tién truyén thong
da dai ching giam, cac truong hop sap nhap va mua céc cong ty truyén thong marketing
tang, phan khic cac phuong tién truyén thong va khan thinh gia ting va sy chuyén minh
cua cong nghe truyen thong. Diéu nay dd lam cho nhiing ngudi lam marketing phai rat
thong hiéu nhu ciu va sirc manh ciia IMC.
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CAC PHUONG PHAP HOACH PINH IMC

C6 nhiéu phuong phap hoach dinh IMC di dugc dua ra va thao luan. Nhitng phuong
phap nay dugc liét ké trong Bang 1.3.

Bang 1.3 Nhitng diéu kién hay xu thé lam nén tang cho IMC
Phuong phap “mdt dién mao” c6 thué ngoai

Phuong phap chii dé

Phuong phap hoach dinh do cung kéo

Phuong phap nhét thoi

Phuong phap dua vao nguoi tiéu dung

Phwong phap “mét di€én mao” c6 thué ngoai

Mét s6 nha lam cong tac marketing hiéu va thuc hién khai niém IMC theo dién mao
chung. Diéu nay thuong thé hién thanh viéc c¢6 chung mau sic, do hoa, va cach xur Iy
logo thong nhét trong tat ca cac hinh thirc truyén thong marketing. Chang han, mot cong
ty thué cong ty quang cdo dé thuc hién chién dich quang cao cho san pham cta minh
nhung quyét dinh ty minh phat trién cac tai liéu truyén thong khac. Trong trudong hop
nay, cong ty cd ging phit trién nhing tai liéu nay sao cho nhit quan voi chlen dich quang
cao. Noi cach khac, cong ty cO gang duy tri “dién mao” cua cac tai liéu truyén théng do
chinh minh lam nhit quan v&i mau séc, hinh anh va cach xir 1y logo trong cac mau quang
c40 ma cong ty quang céo thé hién.

Thiét sét 16n nhat ciia phuong phap nay dé 1a Viéc_néu chi ¢6 dién mao chung d6i
vGi tat ca cac hinh thirc truyén thong marketing thi ¢6 thé van chua du. Can phai co sy
tap trung chién lugc, va do chinh 14 tit ca nhiing gi ma quyén sach nay mudn dem lai.
Chung t6i s& cho thiy cac quyét dinh IMC c6 thé dugc dua ra mot cach ¢ hiéu qua ra sao
bang cach sir dung mé hinh hé théng (systems model) c6 su tap trung marketing chién
luoc.

Phuwong phap chi dé

Phuong phéap ndy dugc nhimg ngudi 1am marketing st dung dé phdi hop tat ca cac hinh
thirc truyén thong marketing xoay quanh quang cao cia minh. Muyc tiéu la s dung cac
hinh thtic truyén thong marketing khong phai 1a quang cao dé kich thich ngudi tiéu dung
ghi nh¢ théng diép quang cao. Chang han, mau quang cio trén tmyen hinh kem chdng
nang Coppertone str dung chu dé “Nudc da sam oi, dung chay”. Chu deé nay sau d6 duoc
sir dung khi ding may bay vé trén bau troi ¢ cac bai blen vao mua he. Mot s6 nghién ctru
duoc tién hanh trong linh vyc nay. Sau day 1a mét s6 vi du vé nhitng phat hién va su hitu
ich cua chung d6i véi gii quan 1y:

e Nhimng diu hiéu goi nhé trong quang céo, chang han nhu hinh anh cha chdt hay khau
hiéu dic biét c6 thé duoc dit tai ngay tai cac quay hang hay bén ngoai bao bi. Nhiing
dau hiéu nay co thé giup ngu’(n tiéu dung ghi nhé thong diép quang cao

e Nguoi tiéu dung s& nhé mau quang cdo trén truyén hinh t&t hon néu ho ciing nghe
mau quang cao do trén dai phat thanh véi cuing mét 161 thoai.
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e Trudc khi phat mau quang cdo trén truyén hinh, nha marketing c6 the cho chay trén
dai phat thanh va bao chi cac mau quang cao c¢6 moi lién hé tryc tiép dén miu quang
céo trén truyén hinh. Cac mau quang cao trén dai phat thanh va bao chi trong truong
hop nay co6 tac dung nhu cong cu kich thich va l1am tang dong co cua ngudi ti€u dung
mubn tiép thu day da mau quang cdo trén truyén hinh mot khi cudi cing miu quang
c4o nay duoc phat truyén hinh.

e Céic mau quang céo trén truyén hinh ¢ thé dugc coi nhu c6 nhiéu yéu t6 khac nhau
ma nha marketing c6 thé lya chon dé hop nhat bang nhiéu cach qua thoi gian. Vi du
vé nhitng yéu t6 ¢ thé thay thé cho nhau dugc bao gdm hinh anh, nhan vat, hinh
tuong, 101 n6i va khau hiéu.

Ciing giéng nhu phwong phap “mdt dién mao”, phuong phap chﬁNdé can nhung
chua du. Nhing nguoi 1am marketing can phai nam dugc ca tinh lién tuc lan sy tap trung
chién luoc.

Phwong phap hoach dinh do cung kéo

Nhiéu cong ty dua ra hé thong cac dich vu truyén thong marketing c¢6 vé co tinh hop nhét.
Chang han, mot cong ty quang cio c6 mot thoa thuan tron goi véi cong ty truyén hinh cap
dia phuwong, mot s6 dai phat thanh va mot to bao dia phuwong. Thoa thuan tron goi nay
cho phép mot doanh nghiép dia phuong quang cao céc dich vu cia minh thong qua vi¢ce
hop nhét cac kénh truyén hinh cép, dai phat thanh va to bao dia phuong. Gia ca ctia thoa
thuan tron goi d6 rat hap dan. Loi ich ma cong ty quang cao nhén manh khi ban thoa
thuan tron goi do cho cac doanh nghiép tlem ning chinh 1 truyén thong hop nhat. C6
nghia 1a, cong ty quang cao s€ tao ra cac mau quang céo c6 cung dién mao va chu dé va
s& thé hién ching trén cac phuong tién truyén théng khac nhau.

Piém yéu chinh cia phuong phap nay chinh la viéc thoa thuén tron goi co thé
khong dap ng chinh xac cac nhu cau cua doanh nghiép khach hang. Nhleu doanh nghiép
c6 thé hua theo bdi vi ho o thé nghi rang ho dang c6 mot thda thuan tbt nhung thoéa thudn
khong that sy dem lai gia tri dich thyc.

Phuwong phap nhit thoi (ad hoc)

Nhiéu ngudi lam marketing nd lic hop nhat cac yéu t6 riéng 1¢ cia chuong trinh truyén
thong marketing bang cach thu xép dé gip g& tat ca cac bén lién quan. Ching han nhu,
mdi nguoi dai dién cho nhing lgi ich khac nhau, ho tham du hop va ) gi'mg di dén su
ddng thuan. Nhém ngudi nay co thé bao gom giam ddc khach hang cia cong ty quang
c4o, dai dién quan hé cong chiing, dai dién ban hang tir cong ty khuyén mdi va nhitng nha
nghién ctru marketing. Cudc hop duoc t6 chirc va do giam déc marketing chu toa. Dai
dién cac nha cung cap khac nhau trinh bay y tuong ciia minh vé truyén thong marketing
va thao luan cach thirc thiét 1ap soi chi chung xuyén sudt.

Yéu diém chinh cia phuong phap nay chinh la qua trinh nay co thé khong dem lai

hiéu qua. Khong c6 mét mo hinh hay ké hoach nao chii dao huéng dan nhiing nd luc hop
nhét cta ho. Thi hai, két qua co thé bi cac tré luc trong nhom anh huéng 16n. Mot s6 bén
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v6i ¥ kién manh mé& c6 thé chiém linh va dan dit nd lyc hop nhit theo huéng khong thich
hop va kém hiéu qua.

Phwong phap dwa vao nguwoi tiéu dung

C6 hai phuong phap dya vao nguoi tiéu dung déi véi IMC — mot cta Schultz,
Tannenbaum, va Lauterborn va mot cia Moore va Thorson. M6 hinh do Schultz va cac
ddng nghiép phat trién dugc xem 1a mé hinh chuén, va do d6, ching ta s& ban vé md hinh
nay mot cach day du va phé binh né nham gifip tao nén tang cho mé hinh cac hé thong
IMC cua ching ta. Tuy nhién, trudc tién, ching ta s& md ta ngin ngon md hinh cia
Moore va Thorson.

Mo hinh IMC cua Moore va Thorson
Mo hinh ndy gdm nam budc cin ban nhu trong Bang 1.4.

Bang 1.4 Phuong phdp dira vao nguoi tiéu dimg doi véi IMC ciia

Moore va Thorson

1. Nhén dién thi truéng

2. Phan khuc thi truong dua vao chu ky cac giai doan mua hang

3. Nhan dién cac thong diép va cong cu truyén thong cho moi
phén khic muc tiéu

4. Phan bd ngudn luc

5. DPang gia tinh hi€u qua ctia chuong trinh

Budc dau tién, nhdn dién thi truong, 1a qué trinh theo d6 nha marketing nhan dién
nhiing khach hang cé nhiéu kha niang mua san pham cta cong ty nhat. Chang han nhu
Evian, nhan hiéu nuéc dong chai, nham vao hai phan khuc thi trudng — ngudi 16n quan
tam dén stc khoe va nhitng ngudi méi lam me. (Nhimng ngudi méi 1am me c¢6 khuynh
huéng mua nudc tinh khiét dé cho con minh udng.) Budc thi hai 13 phdn khiic thi truong
dwa vdo cdc giai doan cua chu ky mua hang. Nhimg giai doan tiéu biéu trong chu ky
mua hang bao gém nhén thiec, chép nhan, wu thich, tim kiém, mua, si dung va théa man.
Cac giai doan chu ky mua hang khi d6 dugc xac dinh cho mdi phan khuc thi truong.
Chéng han nhu ngudi ta c6 thé nhan dién dwgc hai phan khic thi truong sau khi dd dung
thr nudc dong chai; do Vay, hau hét nhu’ng nguoi tiéu dung do ¢ giai doan thoa man.
Budc thir ba 1a nhdn dién cdc thong diép va cong cu truyén théng cho méi phan khiic muc
tiéu . Néu biét duoc da s6 nguoi tidu ding dang & giai doan nao thi diéu d6 cho phép nha
marketing nhan dién loai thong diép can thiét. Trong trudng hop nay, thong diép phai
cing ¢d su thoa man ciia ngudi tiéu dung. Thong diép nham vao nhimg ngudi quan tim
dén stc khoe phai duoc tao ra sao cho c6 thé khuyén khich ho nhéan biét dugc (cic) nhan
vat trong miu quang cdo, c6 thé 13 véi mot nhan vat ndi tiéng ¥ thie rd vé sirc khoe.
Tuong tu, thong diép nham vao nhiing ngudi moi lam me phai c¢6 ste thu hit dbi voi
nhimng khan gia d6; miu quang cdo c6 thé dugc thue hién voi mot nguoi moi lam me lam
phat ngon vién. Hon nira nha marketing Evian sé nd lyc dé nhan biét nhiing phuong tién
truyén thong co thé tiép can ca hai phan khic véi chi phi tiét kiém nhat. Chang han, c6
mot s tap chi ma ca hai phan khuc déu doc. Mot khi ca thong diép 1dn phuong tién
truyén thong déu da duoc nhan dién d6i voi (cac) phan khic thi truong thi nha marketing
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s& ¢ gang xac dinh chi phi cua viéc tao ra va dua mot sé thong diép 1én cac phuong tién
truyén thong nhat dinh — c6 nghia 13, phdn b6 nguon lwc. Bude cudi cing 1a danh gia tinh
hiéu qua cta chuong trinh. Chang han, cic nghién citu truy tim c6 thé dugc sir dung dé
kiém soat muc d6 nhén biét nhan hiéu, thai do cua nguoi tiéu dung, ...

Phuong phap tiép can nay ddi voi IMC nhat quan nhiéu voi phuong phép hé thong
duogc thao ludn trong sach. Tuy nhién, chung t6i tin twdéng md hinh ctia minh toan dién
hon va manh mé& hon so v6i mé hinh ctia Moore va Thorson. Mo hinh ctia chung toi thé
hién mot cach r0 rang viéc cac quyét dinh dua ra o cap cong ty co quan hé nhu thé nao
v6i cac quyét dinh dua ra 6 cap marketing va quyét dinh & cip nay lai c6 quan hé nhu thé
nao d6i voi quyét dinh dua ra & cp truyén thong marketing. Diéu nay cho thiy, khi dé
doc gia co kha nang hiéu rd va danh gia cao hon mo hinh hé théng IMC dugc dua ra
trong sach nay.

M6 hinh cua Schultz/ Tannenbaum/Lauterborn

Cong trinh toan dién nhat vé truyén thong marketing hop nhat (IMC) 1a cong trinh
cta Schultz, Tannenbaum va Lauterborn (1994) v6i quyén sach c6 nhan dé Truyén théng
marketing hop nhat: Hop nhdt véi nhau dé tao hiéu qua. Schultz va cac dong nghiép mo
ta IMC la cach nhén thuc toan bd qua trinh thay vi chi tap trung vao cac b phan nhu
quang cao, quan h¢ vdi cong chung, khuyén mai, marketing truc tiép,... Mo hinh IMC
ctia ho c6 thé dugc mo ta bao gom mot chudi cac hoat dong hoach dinh truyén thong
marketing (xem Hinh 1.2).

Phat trién co sé dir liéu Theo m6 hinh Schultz, bude dau tién trong hoach dinh la phat
trlen co s¢ dir liéu. Phat trién co so dir liéu bao gom thu thap va tong hop thong tin (dan
s, 16i song (psychographic), lich sir mua hang, va mang luéi ching loai) vé nguoi sur
dung san pham (nguoi tiéu ding). Chang han nhu, mét hing hang khong gui thong tin
dén cac thanh vién trong chwong trinh danh cho hanh khach bay thuong xuyén bang thu
truc tlep va khuyen khich ho tra 161. Hang hoi cac thanh vién xem xem ho c6 muon thong
tin vé cac chuyén bay dén mot hon dao tha vi nao ddy ¢ ving Caribé dé nghi 18 Giang
sinh hay khong. Cau tra 10i c6 thé dudi dang thu truc tiép ma thanh vién giri &én hay chi
bang cach goi dién thoai. Mot phan trong bang cau hoéi c6 héi thém thong tin vé cac
thanh vién — nhiing gi ho thich va khong thich khi di du lich, ho mudn nghi 1& Giang sinh
ra sao,. Truyen thong tra 1oi duoc sir dung dé tao nén co sé dit liéu cho cac khach hang
tiém nang mudn bay t6i ving Caribé dé nghi Giang sinh va ciing dé xac dinh loai dich vu
du lich/du khach ma cong ty hang khong can cung cap dé dap (mg nhu cu cia cac thanh
vién trong chuong trinh danh cho hanh khach bay thuong xuyén.

Nguoi ta co thé dit cau hoi, “Co s dit liéu vé cai gi va nham muc dich gi?” Thu
thap co s& dir liu vé nguoi tiéu dung di nhién rt quan trong. Nhung cic hoc gia
marketing ludn hoan toan tan thanh mot diéu. Do 13, chung ta cn phai biét vé khach
hang cua ching ta dé phuc vu ho cho tét. Véan dé & day la phai biét chinh xac ching ta
can phai biét gi vé nguoi tiéu dung. Chiing toi sé& 1ap luan & phan IV (“Phan tich va hoach
dinh”) cling nhu trong chuong 12 (“Nhiing bai hoc hop nhat”) rang phan tich c6 quan hé
mat thiét v&i hoach dinh. Co nghia la, mdi mot thong tin ching ta thu thap duogc phai co
ich. Chiing ta can phai biét dich xac loai quyét dinh nao ching ta can phai dua ra trudc,
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va sau d6 c¢d ging thu thap truyén thong fwong img c6 thé gitip chung ta dua ra nhimg
quyét dinh nay. Theo mo hinh hé thong IMC, ching t6i s& ching to phan tich va hoach
dinh c6 quan hé thiét yéu va truc tiép nhu thé nao ddi véi lua chon chién luogc, xac dinh
muc tiéu, xdy dung chién thuat, va phan bo ngudn luc ¢ cip do cong ty, marketing va
truyén thong marketing.

Phian khic Day la qua trinh theo d6 nguoi ti€éu dung dugc chia thanh nguoi su dung
trung thanh, nguodi sit dung canh tranh, va nguodi st dung xoay vong (swing); va la qua
trinh phat trién hinh anh ngudi tiéu dung cua nhitng phan khac nay. Nguwoi si dung trung
thanh 1a ngudi tiéu dung c6 lich sit dung di dung lai nhiéu 1dn mot nhén hiéu san pham.
Nguoi s dung canh tranh 1a nguoi sir dung nhan hiéu d6 cung véi cac nhan hiéu canh
tranh khac. Nguoi sir dung xoay vong khong trung thanh voi bat ky nhan hiéu hay hop
nhat cac nhin hiéu ndo. Ho rat co hdi chi nghia. Ho mua mot san pham nao d6 vi gia ca
cling nhu tinh dé c6 cua noé.

Chung ta hay sir dung Olive Garden (mdt mang luéi qudc gia cac nha hang Y) lam
vi du. Giam d6c marketing rit quan tdm phat trién hinh anh nguoi tiéu dung dbi voi
nhing ai trung thanh v6i Olive Garden — nguoi ta dn ¢ Olive Garden m01 khi hg cam thay
can an thic an Y & mot nha hang an ngdi. Giam doc marketing mubn c6 thong tin vé
nhitng khach hang trung thanh nay dé phuc vu ho tét hon va dé giir virng cong viéc kinh
doanh trong dai han. Loai thong tin nao ma giam dbc marketing mudn c6 vé nhiing
khach hang trung thanh? Chang han nhu thong tin vé nhiing gi ho thich hay khong thich
lién quan dén cac mon an khac nhau trén thyc don, thong tin vé nhiing gi ho thich hay
khong thich lién quan dén viéc giéi thiéu nhitng mon an moi va thong tin vé thoi quen sur
dung cac phuong tién truyén thong.

Con nguoi st dung canh tranh thi sa0? Giam d6c marketing ctia Olive Garden c6
thé ciing mudn co thong tin vé nhimg ngudi nay véi muc tiéu nham 1am cho ho dén voi
Olive Garden nhiéu hon. Mot lan nita, théng tin vé nhiing gi ho thich hay khong thich
lién quan cac mon an trén thuc don va vé théi quen sir dung cac phuong tién truyén thong
ciing rat hitu ich trong viéc thu hut phan khuc nay.

Nhung liéu giam gdc marketing cua Olive Garden c6 quan tam dén khach hang
xoay vong hay khong? Co 18 giam dbc marketing mudn thu hat khach hang xoay vong
dén voi nha hang khi tinh hinh kinh doanh syt giam va ho co6 thé dén an trua hay an toi
vao nhimg ngay gitra tuan. Nhitng khach hang ndy c6 thé c6 phan ung ddi v6i nhiing
thoa thuan tot, co thé 1a d6i vai coupon dugc in trén to bao dia phuong. Do vy, giam
dde marketing can thu thap mot so thong tin vé ho, it nhat 1a vé viéc ho dang ky dat mua
bao nao & dia phuong. Néu nhitng nguoi tiéu dung nay khong doc bao thi phuong tién
truyén thong nao khac co thé tiép can ho mot cach hi€u qua va it tén kém chi phi nhat?
Thong tin vé thoi quen phuong tién truyén thong ciing quan trong.

Poc gid co thé hoi: “Tai sao lai phan khuc trén co s¢ st dung nhan hi¢u chi
khong phai trén nhimg co s¢ khac?” Schultz va cac dong nghiép ctia minh phat trién mot
phuong phap phan khic doc ddo. Ho goi y rang nguoi tiéu ding nén dugc phan khic
thanh nhiing nhom sau day: nguoi st dung trung thanh, nguoi st dung canh tranh, va
nguoi st dung xoay vong. Di nhién phan khiic theo kiéu nay ciing tot. Cach thirc nay
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phé bién trong céc tai liéu vé marketing. Nhung tai sao chung ta nén sir dung kiéu phan
khuc dic biét nay? Cac hoc gia marketing tir 1au di mo ta nhiéu cach phan khiic thi
truong khac nhau bang cach sir dung tat ca cac tiéu chuin phan khic khac nhau (chang
han nhu phan khic theo dan s6, phan khiic theo 16i song, phan khiic dya vao dic diém san
pham, phan khiic theo dia 1y, phan khiic van hoa - x4 hoi,...) Khai niém cua Schultz va
cac dong nghiép vé phan khuc chi gigi han vao mot phuong phap phan khuc rat cy thé
dua vao tiéu chi san phém, d6 1a, nhan hiéu. Schultz va cac déng nghi€p c6 ung ho viéc
chung ta loai bo tit ca cac hinh thirc phan Kkhiic khac va chap nhan phan khiic theo nhéin
hiéu coi d6 1a phuwong phap duy nhét va t6t nhat hay khong? Viéc ho dit ra cach phan
khuc qua go bo. Ngudi ta c6 thé twdéng twong ra hang trim tinh huong trong d6 phan
khuc theo nhin hiéu c6 thé khong dem lai hiéu qua. Mo hinh hé thong khong bét budc
céc nha quan 1y phai sir dung mot tiéu chuan phan khuc cu thé nao. Thyc vay, mo hinh
hé thong sir dung mo hinh ciia Porter ma mé hinh nay cho rang c6 thé va chi nén ¢ ging
phan khiic khi trong tim nhiam vao chién luge marketing t6t nhat. Cac chién lugc
marketing khac nhu lam di biét san phdm va cit giam chi phi khong doi hoi phai phén
khtc thi truong gi ca. Chi trong b6i canh co chién lugc tap trung thi nha quan ly méi can
phai tién hanh phan khiic ma thoi. Va trong bdi canh tap trung, mo hinh hé thong khuyén
cao su dung mot trong ba chién lugc dinh vi sau day: loi ich khach hang (thuong dugc
goi 1a phan khuc lgi ich trong marketing), st dung hay ap dung, va nguoi su dung hay
khach hang. Do vdy, co s& phan khic theo nhan hiéu ctia Schultz chi ma mot phién ban
ctia chién lugc nguoi st dung hay khach hang ma thoi.

Quin Iy tiép xic Quan ly tlep xuc la qua trinh trong d6 nguoi lam marketing xac dinh
thoi gian, dia diém hay tinh huong dé truyén thong v6i khach hang hay khach hang tiém
nang. Chang han nhu, giam dbc marketing cua Olive Garden xem x¢ét tinh hudng theo d6
da s khach hang (tlem nang va thyc t&) c6 thé mudn tiép nhan thong diép quang cdo cua
Olive Garden nhat. Mu quang cdo ¢ nén phat trong chuong trinh tin tire trén dai truyen
hinh dia phuong trudc gio an toi hay khéng? Nhiing ai du dinh di an tiém c6 thé nghi dén
Olive Garden sau khi ho xem xong mau quang cdo vé Olive Garden ngay trudc khi ho
chuan bi di ra ngoai an t6i. Quan ly tiép xiic hiéu qua trong truong hop nay co thé phat
mAu quang cio trong chuong trinh tin tirc trén dai truyén hinh dia phuong khoang tir 5
dén 7 gio toi.

Doc gia co thé thic méc ‘Quan ly tiép xtic — tai sao né 1a mot quyét dinh chién
lugc?” Tai sao lai khi ndi vé quan ly tlep xuc phai coi n6 1a mot quyét dinh chién luoc?
Mic du quan trong nhung quan 1y tiép xtic chi 1a mot quyét dinh chién thuat ma thoi.
Theo mo hinh h¢ thong, quan ly tiép xuc la mot quyét dinh chién thuat duoc dua ra trong
bbi canh c6 cac yéu to cla t6 hop truyén thong marketing. Chang han nhu, khi quang co
dugc chon la mét yéu tb hiéu qua trong t6 hop truyén thong marketing thi nha quan ly
truyén thong marketing dwa ra cac quyét dinh nén dua quang cdo 1én phuong tién truyén
thong nao va chi trong bdi canh nay thi cac yéu to thoi gian, dia diém hay tinh huong moi
dugc tinh dén.  Mb hinh hé thdng coi cac quyét dinh ¢ cap cong ty va quyét dinh Ve
marketing c6 tinh chién lwgce hon 1a chién thuat. Quan 1y tiép xuc that sy 1a mot quyét
dinh chién thuat nhung lai 1a mot quyét dinh quan trong.

Chién lwge truyén théng Nha marketing vao liic ndy xac dinh nhitng diém chinh nao
ma nguoi tiéu dung can phai ghi nhé thong qua cac cong cu truyén thong va nguoi ti€u
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dung can phai thyc hién hanh dong gi v6i thong diép d6. Co nghia 1a, nha marketing cb
gang xac dinh thong diép hiéu qua nhat co thé co. Co thé néi gi? Muc tiéu nham tao ra
su thay d6i d6i voi mang ludi nhan hiéu va mang ludi chung loai ctia khach hang hay
khach hang tiém ning — hinh thtc thay ddi c6 thé dem lai nhitng hanh vi nhu mong doi.

Chang han nhu, nha marketing may vi tinh Compaq ¢ gang xac dinh thong diép
¢6 hiéu qua nhat d6i v6i ngudi ¢ mua may vi tinh Compagq cach ddy nhiéu naim. Muc
dich nham khién ho phai nang cap may. Nha marketing phai tim ra Iy do hap dan dé lam
dugc diéu nay va co thé chuyén tai mot cach c6 hiéu qua 1y do d6 dén nhoém ngudi nay.
Liéu 1y do c6 thé 1a, xét thdy tinh ph bién trong viéc str dung phan mém da phuong tién,
nhimg nguoi st dung may vi tinh Compaq dang bo 1& cong nghé moi tuyét voi nay? Hay
ly do co thé 1a tbc do xur 1y cia may vi tinh ngdy cang cao? Hay no6 c6 thé 1a cac hé thong
truyén thong moi? Vay thong diép nao co hiéu qua nhat? Do6i voi nha marketing dé xac
dinh thong diép hiéu qua, ho can phai biét mot it hé thong gia tri ddi v6i nhém khach
hang tiém ning nay. Piéu gi quan trong va khong quan trong d6i v6i ho trong viéc st
dung may vi tinh? Thong tin nay 1a mdt b phéan cua hinh anh nguoi ti€u dung ma nha
marketing thu thap vé khach hang muc tiéu.

Nhung khi d6 s& c6 ngudi noi, “Diéu d6 chinh 14 dinh vi san pham!” Theo
Schultz va cac dong nghiép, lic nay nha marketing xac dinh nhiing diém chinh nao can
phai ghi nhé tir cac phwong tién truyén thong va nguoi tiéu dung can phai thyc hién hanh
dong gi voi thong diép d6. C6 nghia la, nha marketing c¢b ging xac dinh thong diép hiéu
qua nhat c6 thé c6. Véan d& khong phai la nhiing gi Schultz va cac dong nghiép noéi 1a
khong dung hay khong quan trong ma van dé 1a thuat ngit “chién luoc truyén thong” duoc
sir dung mot cach mo ho va co 18 khong chinh xac. Nhiing gi vira dwoc mo ta vé mit ban
chat chinh 1 nhitng gi ma cac hoc gia marketing goi d6 1a “dinh vi san pham”, tirc 1a
chuyén tai nhiing diéu quan trong vé san phém sao cho khién cho nguoi ti€u dung tiém
nang chap nhan san phim. M6 hinh hé thong mo ta c6 it nhat ba chién luge marketing va
cac chién luoc nay dugc chuyén tai nhu thé nao qua qua trinh dinh vi. M6 hinh mo ta cac
khac niém lau doi vé dinh vi san pham, chang han nhu dinh vi thong qua thudc tinh san
pham, dinh vi bang yéu t6 v6 hinh, dinh vi bang loai san pham, dinh vi bang cac d6i thu
canh tranh,... Quyét dinh dinh vi nay c6 tinh chién luge cao va chi phéi cai ma chung ta
goi la “chién lugc truyén thong marketing, cac muc ti€u va chién thuét”.

Cac muc tiéu marketing Thong di€p phai tao ra hanh vi cy thé nao d6 va hanh vi nay
duoc nam bat va do luong khi doi chiéu véi cac muc ti€u marketing. Sau day cac vi du
v€ muc ti€u marketing:

e Duy tri hay lam ting muc do st dung san phdm cua nhimng khach hang trung thanh
vo1 nhan hiéu
e Tao ra qua trinh dung thir san pham, hay xdy dung long trung thanh cta nhimng ngudi
st dung canh tranh
e (6 duogc hay kéo dai viée str dung san pham cua nhiing nguoi st dung xoay vong
Luu y rang cic muyc tiéu marketing duoc thé hién trong mdi quan hé véi cac thi
truong muc ti€u dugc lya chon (khach hang trung thanh, ngudi sir dung canh tranh va
nguol st dung xoay vong). Ngoai ra, cling céan luu y rang nhitng muc tiéu marketing nay
dugc dién dich truc tiép tir chién luoc truyén thong — co nghia 1a, tir thong diép. Chang
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han, gia st rdng nha marketing Compaq dang nhim dén khach hang trung thanh (ngudi
mua cac san pham trudc day ciia Compaq) xac dinh duoc thong diép sau ddy: “Ban nén
nang cap mdy Compaq cua ban boi vi may Compaq mdi cho ban nhiéu nang luc hon ma
chi can bo thém vai do-la nita thoi”. Thong diép ndy gan chit voi muc tiéu marketing cu
thé, d6 1a 1am ting mirc do s dung cta nhimg khach hang Compaq truée day bang cach
tang doanh sb 1én 20% loat san pham Compaq Presario trong vong sau thang ti.

Ngudi doc ¢6 thé thic mic: “Nhitng muc tiéu nay 1a nhimg muyc tiéu ‘marketing’
hay ‘truyén thong’?” Theo Schultz va cac dong nghiép, thong diép phai tao ra hanh vi cu
thé nao d6 va hanh vi ndy dwgc nim bét va do luong khi dbi chibu voi cac muc tidu
marketing. Nhu da liét k€ & trén, cac vi du vé muc tiéu marketing bao gom: duy tri hay
lam ting mic do str dung san pham cua nhiing khach hang trung thanh véi nhén hi¢u; tao
ra qua trinh dung thir san pham, ban dugc nhiéu san pham, hay xay dyung 1ong trung thanh
ctia nhitng ngudi st dung canh tranh; va ¢ duoc hay kéo dai viéc sir dung san pham cta
nhiing ngudi stir dung xoay vong. Schultz va cic dong nghiép dung khi lap luan rang cac
muc tiéu marketing c6 thé dién dich truc tiép tir chién lugc. Di nhién, ching ta goi d6 la
chién lugc marketing va ho goi do la © ‘chién lugc truyén thong”. Ho ciing ding khi cho
rang thong diép la quyét dinh chién lugc ma chiing ta dua ra & cap do marketing va khi ho
noi vé cach thirc thong diép (tuc, chién luge dinh Vi) anh huong dén cic muc tidu
marketing nhu thé nao. Khi doc tiép, doc gia s€ thdy rang “cac muc tiéu marketing” cia
ho phan nao nam trong “cac muyc tiéu truyén thong” ciia chung ta. Quan niém cua ching
ta vé muyc tiéu truyén thong bao gdm thang bac dugc dong dao moi ngudi chap nhan vé
nhitng anh hudng bat dau bang nhan thic nhan hiéu, di dén nim bat nhan hiéu, toi thai
dd/sé thich dbi v&i nhin hiéu, sau d6 dén dung thir/mua nhan hiéu va két thic bé’mg viéc
mua tiép. Quan niém vé “muc tiéu marketing” cua chung t6i quan hé truc tiép voi cac
chién lugc marketing nhu lam di biét san pham cit giam chi phi va tap trung ma nhiing
chién lugc nay lai dugc xem xét theo chién lugc dinh vi. Tuy thudc vao viéc vién dan
chién lugce dinh vi nao ma vién dan muc tiéu marketing tuong Gng. Chéng han nhu, néu
chon chién luoc lam di biét san phém thi nha marketing c6 thé tién hanh chién lugc nay
v6i cach dinh vi theo thudc tinh san pham. Trong bdi canh nay, muc tiéu marketing
tuong tng co thé duoc thé hién théng qua viéc lam ting 1én hay toi da hoa mdi lién hé
gitra nhan hiéu voi mot thudc tinh quan trong nao do6 ctia san phém. Mit khac, néu thuc
hién chién luoc tap trung voi cach dinh vi theo Ung dung cia khach hang thi muc tiéu
marketing twong tng c6 thé duoc thé hién 1a tdi da hoa mdi lién hé giita nhin hiéu voi
mot ng dung nhat dinh cta khach hang.

Cac cong cu marketing O giai doan nay, nha marketing st dung cac yéu t6 cua to hop
marketing (marketing mix) (san pham, gia, dia diém va khuyen mai) nhu 1a cac cong cu
truyén thong marketing dé thuc hién chién lugc truyén thong va dat duoc muc tiéu
marketing dé ra. Thong diép duoc chuyén tai khong chi qua cac yéu té truyén thong
marketing nhu quang céo, khuyén mii, quan hé véi cong chiing,... Chinh ban than san
pham, bao bi, gia ca va cach phan phdi san pham co thé chuyén tai mot thong diép khac.
Thach thirc 14 & chd bao dam tinh nhit quan cta thong diép trong tat ca cac yéu td cua td
hop marketing.

Chang han nhu, gia s nha marketing quan 4o cao cip nhu Polo quyét dinh rang
thong diép 1a, “Quan 4o cta Polo danh cho nguoi sanh di¢u”. Tuy nhién, d6 Polo khong
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mic. Quéan 4o Polo dugc phin phdi théng qua cac ctra hang quan 4o giam gia. Vi du nay
cho thay tinh khong nhat quan giita chinh ban than thong diép vdi gia va cach thirc phan
phdi. Nguoi tiéu dung nhan duoc cac thong diép trai nguoc nhau. Chién dich quang céo
bao cho ho biét ring quan 4o Polo danh cho nguoi sanh diéu nhung ching lai ban qua ré
va tai cac clra hang giam gia. Nguoi ti€u dung ky vong d6 Polo ban ¢ mirc gia cao & cac
shop va ctra hang quén 4o cao cap. Do vy, thong diép phai dugc phan anh mot cach nhat
quéan trong tat ca cac yéu td cua té hop marketing, chir khong phai chi ciia to hop truyén
thong.

Y tudng vé cac cong cu marketing ciia Schultz 1a “ding muc tiéu”. Diéu do co
nghia la, theo Schultz va cac ddng nghiép ciia minh, nha marketing str dung cac yéu to
ctia to hop marketing (san pham, gia, dia dlem va khuyén mai) nhu 1a cac cong cu tmyen
thong marketing dé thyc hién chién luogc truyen thong va dat dugc muc ti€u marketing dé
ra. Néu nhiing gi ma theo Schultz 1a “chién lugc truyen thong” lai la nhiing gi ma céac
hoc gia marketing coi nhu 1a dinh vi thi mé hinh hé théng ciia chung ta c6 vé nhu rat
tuong thich véi mé hinh cta Schultz bai vi mé hinh hé thong khang dinh rang chién luoc
marketing dugc thé hién théng qua cic muc tiéu marketing ma nhitng muc tiéu nay lai c6
dugc thong qua cac chién thuat marketing (c6 nghia 13, cac yéu t ciia to hop marketing -
san phém, gia, dia diém va khuyén mai).

Cic chién thuat truyén thong marketing Téi ddy, nha marketing chon cac chién thuét
nhu quang cdo, marketing truc tiép, khuyén mai, quan hé voi cong chiung, va marketing
theo su kién dé thuc hién chién lugc tmyén thong va dé dat dugc muc tiéu marketing.
Trong vi du Polo & trén, nha marketing cd gang chon mét t6 hop cac yéu td truyén thong
hiéu qua dé chuyén tai théng diép “sanh diéu”. Cac yéu t6 truyén thong nao cé hiéu qua
nhit trong viéc thuc hién chién luoc truyén thong “quan 4o sanh diéu”? Quang cdo liéu
c6 dem lai hiéu qua? Hinh thirc quang céo nao? Quang cdo trén truyén hinh? Quang céo
trén dai phat thanh? Quang cdo trén cac tap chi? Néu quang cdo trén tap chi thi nén chon
tap chi nao dé trd thanh cong cu hiéu qua va it ton kém nhat? To New Yorker? Fobes?

Ngudi doc ¢ thé thic méc, “Diéu gi da xay ra ddi voi ‘cac muc tiéu va chién luge
truyén théng’?” Theo Schultz va cac ddng nghiép, nha marketing chon cac chién thuat
nhu quang céo, marketing truc tiép, khuyén mai, quan hé véi cong ching, va marketing
theo su kién dé thuc hién chién luge truyén thong va dé dat duge muc tiéu marketing. Di
nhién, diéu nay chap nhan dugc ngoai trir viéc ho bo qua toan bd mot giai doan trong qua
trinh ra quyét dinh. Trudc khi nhitng nha quan ly marketing co thé dua ra quyét dinh vé
céc cong cu truyén thong marketing thi ho phai nghi ra chién lugc truyén thong marketing
nao d6. Mo hinh hé thdng str dung mé hinh Foote-Cone-Belding (FBC) truyén thong dé
xéac dinh bbn chién lugc truyén thong khac nhau: truyén thong (ngudi tu duy), tinh cam
(nguoi cam xuc), hinh thanh théi quen (ngudi thuc hién) va thdéa man (nguoi phan tng).
Chon chién luge nao 1a mot quyét dinh quan trong boi vi chién luge d6 cho phép nha
truyén thong marketing hinh dung ra cac khia canh cua hiéu qua truyén thong (turc cac
muc tiéu truyen thong marketing). Theo mé hinh FCB, chién lugc truyén thong (nguoi tu
duy) dan dén viéc phat trién mot chién luoc truyén thong marketing tip trung vao viéc
nhan thirc va nim bit nhin hiéu. Chién luge tinh cam (nguoi cdm xtc) tao cho nha quan
1y truyén thong marketing chon Iya thai d hay s& thich doi v6i nhan hiéu nhu 13 muc tiéu
cta chién dich truyén thong marketing. Chién lugc hinh thanh théi quen (ngudi hanh
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dong) khuyén khich nha quan 1y dit ra cac muc tiéu chién dich thong qua viéc dung
thi/mua nhan hiéu va nim bét nhan hiéu. Cudi cung, chién luoc thoa man (nguoi phan
mg) khuyén khich cac nha quan 1y dua ra cac muc tiéu chién lugc théng qua viéc dung
thir/mua nhan hiéu va thai do/s¢ thich ddi voi nhan hiéu. Theo mé hinh hé thong, phai
thé hién o tat ca cac muc tiéu truyén thong marketing thong qua nhing khia canh khac
nhau ctia mo hinh thang bac ctia 4nh huéng. Mo hinh hoach dinh FCB cho phép nha
quéan 1y marketing chon Iya mot chién luogc truyén thong va tién dén nim bat dugc cac
khia canh thich hop vé hiéu qua ciia chién lugc truyén thong.

Phan nhdn xét tong quan vé mé hinh ciia Schultz

Bén canh cic van dé lién quan dén khai niém vé cac giai doan hay thanh phan
khac nhau ctia md hinh Schultz va cac dong nghiép, nguoi ta con co thé phé phan md
hinh nay nhleu hon véi ba goc do sau: (1) khong dé cap dén cac van dé vé phan bd ngan
sach — mot yeu t6 quan trong trong truyén thong marketing; (2) khong dé cap dén véan dé
kiém tra va kiém soat; va (3) 1am viéc dya trén mo hinh sit dung mot cach han hep va co
tinh chon lgc cao cac khai niém chua c6 trong cac tai li¢u vé truyén thong marketing,
marketing va chién lugc kinh doanh.

Khéng dé cip dén cac van dé vé phan b6 ngan sach Viéc phat trién ngan sach danh cho
marketing cho phép nha quan ly truyén thong marketing dat dugc nhiing myc tiéu dé ra
cta chién dich 1a rat quan trong. Schultz va cac dong nghiép khéng dung gi dén phan b
ngén sach ca. Ho chi n6i ngan gon vé viéc tra cong ma didu nay hoan toan khac véi phan
bd ngan sach cho truyén thong marketing. Tham chi khi n6i dén tra cong (chang han, 1am
thé nao dé thanh toan cho cong ty quang cao dwa vao két qua hoat dong), chung ta khong
biét nhiéu vé viéc quyét dinh nay phu hop nhu the nao dbi véi co ché tong thé ciia mo
hinh. Phan bd ngan sach khong hé 1a mot quyét dinh c6 trong mé hinh va rd rang mo
hinh khong c6 toan bd chii dé vé phan bo ngan sach. Pay 1a mot thiéu sot 16n trong mo
hinh cua Schultz.

Khéng dé cip dén van dé kiém tra va Kiém soat Trong mo hinh cua Schultz ciing o
rang khong c¢6 van dé kiém tra va kiém soat. Kiém tra va kiém soat rit can thiét trong
moi hoat dong kinh doanh. Hau hét cac sach vé marketing va truyén thong marketing
(nhw Quan 1y marketing ciia Kotler va Truyén théng marketing cua Belch va Belch) it
nhat déu c6 dé cap dén khai niém quan trong nay. Khong cé chién dich truyén thong
marketing nao dugc diéu hanh mot cach c6 hiéu qua ma khong co danh gia hiéu qua hoat
dong va dua ra cac hanh dong stra chira. Chung ta lam sao co thé c6 truyén thong
marketing hop nhdt néu khong c6 chirc nang kiém tra va kiém soat? Mo hinh cua Schultz
khong dé cap dén chu dé nay, chtr ding noi dén viéc thé hién né co thé duoc sir dung nhu
thé nao dé cai thién viéc hop nhat cac truyén thong marketing.

Lam viéc dya trén mo hinh sir dung mogt cach han hep va co6 tinh chon lgc cao cac
khai niém chwa cé trong cac tai liéu Quan trong hon ca d6 1a mé hinh IMC cua Schultz
va cac dong nghiép khong cho cac hoc vién va nguoi ap dung IMC thay 13 cach 1am thé
nao dé ghép noi tat ca cac phan lai v6i nhau. Van dé 1a Schultz va cac dong nghiép khong
nhan ra rang tat ca cac b phan déu quan trong nhu nhau. Nhiéu quyét dinh, khai niém,
va mo hinh duoc chdp nhén rong rii trong truyén thong marketing, marketing, va chién
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lugc kinh doanh téng thé nhung khong dugc m6 hinh Schultz cong nhan. Hoc vién va
nguoi ap dung IMC phai gat sang mét bén tat ca cac khai niém va moé hinh ma ho di hoc
(va, c6 thé, cam thay thoai mai khi st dung ching trong nhiéu nim) dé chip nhan mo
hinh cta Schultz. Mat khdc m6 hinh hé thong md ta trong sach nay dugc xay dung dya
trén cac khai niém va mé hinh da duoc chap nhan rong réi trong truyén thong marketing,
marketing, va chién luoc kinh doanh. Mb hinh hé thong st dung cac khai niém nhu mo
hinh hoach dinh FCB vén rat ph6 bién trong quang cdo va truyén thong marketing, mo
hinh cta Porter vé cac chién luoc marketing (1am di biét san pham, cat giam chi phi va
tap trung) va nhiéu tai liéu vé dinh vi va cac phuong phap dinh vi, ciing nhu ma tran
Nhom Tu vin Boston va mé hinh Danh muc da yéu t6 (Multifactor Portfolio) rat phd bién
trong chién luge kinh doanh. Diém quan trong & day la m6 hinh he thong tap trung vao
qud trinh chir khong phai tap trung vao noi dung. Néu cac hoc vién hay nguoi ing dung
IMC hai 1ong v6i mé hinh chién lugc cu thé & cap d6 cong ty, marketing hay truyén thong
marketing thi ho c6 thé thay doi ndi dung nhung van bam sat cling mot qué trinh. Giam
dbc truyén thong marketing phai lya chon chién lugc truyén thong marketing dé ra nham
dat dugc cac muyc ti€u marketing. Muc ti€u marketing phai phan anh chién lugc
marketing duoc chon. Chién lugc marketing phai dugc lua chon sao cho dat dugc nhiing
muyc tiéu cua cong ty. Cac muyc tiéu cua cong ty phan anh myc tiéu cua chién luoc cong

Qud trinh van nhu cti. Noi dung c6 thé khac. Qua trinh chi 13 ring ngan sach danh
cho truyén thong marketing phai dugc xac dinh bang cach xem xet cac chién thuat (hay
nhiém vu) truyén thong marketing. Qua trinh cling xac dinh rang m&i mot muc tiéu phai
dugc dinh luong va do luong bang cach str dung céac bién phap hitu hiéu va dang tin cay
v6i nhitng chuan muc da dugce xac lap. Qua trinh xdc dinh rang cac myc tiéu can phai
dugc dua ra dé nam bét ban chat cua chién luoc tong thé. Qua trinh xac dinh rang cac
muc ti€u dugc dua ra & mét muc do cta thang béc can phai lam kim chi nam cho sy lya
chon cac chuong trinh hay chién thuat & mic d6 thip hon. Va c& nhu vy tiép tuc. Mb
hinh hé théng nay nhan manh dén qué trinh va du linh dong dé thay d6i ndi dung bat ky
khi nao trinh d khoa hoc tim ra nhiing mo6 hinh chién lugc t6t hon (loai md hinh giup
chung ta lya chon c6 hiéu qua truyén thong marketing, marketing va cac chién lugc cong
ty).

TOM TAT

Chuong nay gioi thi¢u cho doc gia khai niém IMC. IMC dugc dinh nghia la gia tri gia
tang trong chuong trinh hop nhat mot sb cac chuong trinh truyén thong marketing, chang
han nhu quang cdo tong quan, tra 10i truc tiép, khuyén mai, va quan hé voi cong chung.
Muc dich 1 dem lai sy rd rang, nhat quan va tao tac dong truyén thong tbi da.

Mot chién dich IMC duoc nhan biét qua hai dic diém riéng biét: tinh lién tuc va
tinh tap trung chién luge. Tinh lién tuc cua chién dich gom viéc lam cho ca hai yéu td vat
ly va tam 1y cta chién dich truyén théng marketing dugce lién tyc. Co thé dat duoc tinh
lién tyc vat 1y trong chién dich truyén thong ‘marketing bang cach sir dung cung mot khau
hiéu, 101 n6i va nhan vat quang cdo trong tat ca cic mau quang cio va hinh thirc truyen
thong marketing khac. Tinh lién tuc tam ly dat dugc bang cach str dung moét cach nhét
quan chu d¢, hinh anh va giong diéu trong tat cd cdc miu quang cdo va cac hinh thirc
truyén thong marketing khac. V& khia canh dinh hudng chién luoc, sy tap trung 1a nham
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dua ra cac quyét dinh truyén thong marketing dé dat duoc cac muc tiéu chién lugc cia
cong ty — chang han nhu doanh s, thi phan va lgi nhuén.

Chung t6i di cho thiy rang IMC c6 thé dién ra vé6i cac hinh thirc khac nhau & cac
cap do phat trién khic nhau. C6 bay hinh thirc phat trién da dugc nhan dién. Chung la
(1) nhn biét nhu cau can phai hop nhat, (2) hop nhat hinh anh, (3) hop nhét chirc nang,
(4) hop nhit phdi hop, (5) hop nhat dwa vao ngudi tiéu dung, (6) hop nhat dwa vao ngudi
du phéan va (7) hop nhét quan tri mdi quan hé.

C6 it nhat bay xu thé 1am nén tang cho IMC. Bay xu thé d6 1a (1) giam do tin cay
cua thong di€p, (2) giam chi phi marketing co s¢ dit li€u, (3) ting chi phi va gidm hi¢u
qué cua cac phuong tién tmyén thong dai chung, (4) tang cac truong hop sap nhap va
thon tinh cac cong ty truyén thong marketing, (5) tang phan khuc cac phuong tién truyén
thong va khan thinh gia (6) tang tinh tuong ddng san pham hay cac san pham “toi ciing
vay” va (7) su thay doi cia cong nghé truyén thong.

C6 nhiéu phuong phap tiép can dbi véi viéc hoach dinh IMC da duoc dua ra va
thao luan. Chung gém cé phuong phap “mot dién mao” c6 1wy thac, phwong phap chi dé,
phuong phéap hoach dinh do cung kéo, phwong phap nhit thoi, phuong phép dwa vao
ngudi tiéu dung. Chung t6i d3 mo ta nhitng phuwong phap nio va c6 phan nhan xét dbi voi
ting phuong phap.

CAU HOI THAO LUAN

1. DPua ra dinh nghia cua chinh ban vé IMC. Sau d6 so sanh va ddi chiéu dinh nghia do
v6i dinh nghia dua ra ¢ phan dau chuong.

2. Tim hai miu quang cdo ctia cing mot nhin hiéu. Xem xét hai mau quing céo nay
theo tinh lién tuc cia chién dich. Hai mau quang cdo co tinh lién tyc vat Iy hay khong
— cung khau hiéu, 16i quang cdo va nhan vat quang cdo? Con tinh lién tuc tdm 1y thi
sa0? Chung c6 nhat quan trong chu dé, hinh anh va giong diéu khong? M5 ta chi tiét
nhing dic diém cta cac mau quang cio do.

3. C) gang nho lai mot mAu quang c4o trén truyén hinh gan ddy nhit. Danh thoi gian
suy nghi vé ndi dung va myc dich cua no. Bay gio, cac ban co thé biét dugc cac muc
ti€u cua cong ty dang sau mau quang cao d6 khong? Noi cach khac, su tap trung
chién luoc cia miu quang cdo do la gi? 4

4. Nhimng ngudi lam marketing ¢d ging nhu thé ndo dé c6 duoc hop nhat hinh anh trong
nd luc truyén thong marketing ctia minh?

5. Nhiing nguoi lam marketing ¢6 ging nhu thé nao dé co dugc hop nhét chirc ning
trong nd luc truyén thong marketing ctia minh?

6. Nhitng nguoi 1am marketing c6 ging nhu thé nao dé c6 dugc hop nhat phdi hop trong
nd lyc truyén thong marketing ctia minh?

7. Nhitng nguoi lam marketing ¢ gang nhu thé nao dé c6 dugc hop nhét dua vao ngudi
tiéu dung trong nd lyc truyén thong marketing cia minh?

8. Nhimng ngudi lam marketing c¢b ging nhu thé nao dé c6 duoc hop nhit dwa vao ngudi
du phan trong nd lyc truyén thong marketing cua minh?

9. Chon moét nganh ma ban da quen blet nhu ngan hang, vién thong, phan mém vi tinh
hay phan ciig may tinh. Bay gio cd gang suy nghi vé nhiing dic diém cia nganh d6
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trong mdi twong quan véi truyén thong marketing. Ban c6 nghi rang nhitng ngudi
lam marketing trong nganh d6 nhan ra tim quan trong ciia IMC? IMC c6 duoc ap
dung trong nganh d6 khong? Nhiing diéu kién va xu thé nao da lam cho nhiing nguoi
lam marketing trong nganh d6 chap nhan hay khoéng chip nhan IMC? Mb ta nhiing
diéu kién do.

10. Thao Iuan cac phuong phap khac nhau ddi véi viée hoach dinh IMC. Nhiing thuan lgi
va kho khan cta nhitng phuong phap do 1a gi?
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CS dir liéu khéch hang/khach
hang ti€ém nang

Co s dir liéu M | Lich st mua hang - Mang luéi ching loai |
Phan khic/ Nguoi st dung trung Nguoi st dung canh Nguoi su dung xoay
phén loai thanh tranh vong
Quan Iy tiép Quan ly tiép xuc Quén 1y 'tiép xuc Quan ly tiép xuc
Xuc
Cac myc tiéu —~ < ~ 5 — 5
truyén thong Chién luoe truyén thong Chién luge truyén thong Chién luge truyén thong
va chién luoc
Mang ludi Mang ludi nhan hiéu Mang ludi nhan hiéu Mang ludi nhan hiéu
nhéan hiéu
|
_ — |
Cacmuctieu Duy t‘ll mac noi Xa.y db\ng hanh Co fi6dc/mo rong
| méc fio s6 duna

arketing st duna vi s dumg
Cp &ia Pphéi T/tﬂrang §/p Gia Piphoi T/dlong (TT) | Xay déng long W
Dung thd Khoi /p Gia P/phoi T/thong

truna tqanh

|
bm abv P PR BV DM ADV sP PR EV ,—G,—‘—,—, — T : - |
S/p Gia P/phéi T/thong  S/p Gia P/phdi TIT S/p Gia P/phoi T/tlhéng I I T
|

SP DM PR EV ADV

Cac chien thuat
truyen thong ADV SP D DV SP D ADV SP DM
marketing . ) .

DM = Marketing truc tiep ADV = Quang cdo SP =Khuyén mai PR = Quan hé véi cong chung EV = Tiép thi theo su kién

Hinh 1.2 M6 hinh IMC ciia Schultz va cdc dong nghiép
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