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LOI NOI DAU

IIAong xu thé phat trién kinh té theo huéng céng nghiép va hién dai
ngay nay, chuyén nghiép hod tré thanh mot trong nhitng yéu té co ban giup
tiét kiém ngudn luc, gia tdng hiéu sudt va nang cao chét lwvong lao dong. Chinh
vi thé, xu thé giao dich gitra cac t6 chirc, doanh nghiép ngay cang trd nén ré nét
va trd thanh mot phan doanh thwong khong thé thiéu cho moi nganh va moi
Iinh viec hoat dong. Nhitng d6i tac la cac t6 chirc da va dang dwoc xem la ban
hang, la do6i tac va la khach hang cta nhau. T d6, viéc xay dwng, clng c6 va
phéi trién mdi quan hé voi cac doi tac d6 cling dwgc xem trong hon. Phat trién
méi quan hé véi cac to chic, doanh nghiép dwgc xem nhy mdt bd phan cla
chién lvgc kinh doanh, mét trong nhitng Iinh viec marketing can dac biét cha
trong. V6i nhigu doanh nghiép, khach hang td chirc da va dang chiém mot ty Ié
ngay cang Ién hon, tham chi cé thé chiém téi 100% san lvgng ban hang. Viéc
thuc hién marketing t¢i khach hang t6 chirc dwoc xem la diém nhédn quan trong
nhat trong cdc mat hoat ddong kinh doanh clia doanh nghiép.

Da c6 rat nhiéu tai lieu dé cdp téi marketing, t6i cac hoat dong marketing
dinh hwéng thi trudng néi chung va marketing téi thi treong nguoi tiéu dung noi
riéng. Tuy nhién, thi treong (tap hop khach hang theo quan diém marketing) réat
da dang va phong phi. Nhu cau, véc mudn va kha ndng chi tra cta ho rat khac
nhau nén hanh vi mua ctia ho rat khac nhau. Triét Iy co ban cta marketing la thoa
man nhu cau khach hang chi c6 thé duuc thuc hién khi doanh nghiép nghién
clru mot cach ky lwdng dé tra 16i cac cau hoi nhu: ho la ai?; nhu cau cua ho la gi?;
muc dich mua hang?; nguoi ra quyét dinh mua?... dé c6 cach thirc Iam marketing
khac nhau ddi véi tirng nhém hoac tham chi tirng doi tugng khach hang.

So vGi ngudi tiéu dung, khach hang la t6 chic c¢é ki€u hanh vi mua rat ddc
thu, khéc biét bdi ly do mua hang, muc dich va déng co dang sau viéc mua va dac
biét la do cé nhiéu thanh vién tham gia vao quyét dinh mua véi cac vai tro rat
khac nhau. Do vay, lam marketing t6i khach hang té chirc c6 nhitng ddc diém rat
dac thu. Marketing t6i khach hang t6 chic tap trung vao tinh "hop Iy” cla san
phadm qua viéc nhdn manh cac dac diém chirc ndng, tinh "hop ly” clia viéc mua
san pham trong gidi quyét vin dé cling nhu gép phan tao ra gia tri cho t6 chic
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manh nhung lai it khi duwgc bdc 16 ra ngoai hodc duwgec nhan manh. Bo phan thu
mua/chiu trach nhiém mua s&m & t6 chirc khach hang va vai trd cha ho trong
qua trinh mua cling rat dwgc quan tdm. Thém nira, khach hang t6 chirc cé nhu
cau tim hiéu thong tin rét I6n; cdn dwa nhitng thong tin k¥ thuat va gia tri lgi ich
kinh té vao cdc tai liéu truyén théng. Thong diép marketing hiéu qua nhéat can
khé&ng dinh véi nhitng phan tich sau sic vé kha nang déng gép vao viéc gilp tiét
kiém bao nhiéu thoi gian, tién bac va ngudn luc cho khach hang.

Khoa Marketing, Trwvong Pai hoc Kinh té Qudc dan tran trong gidi thiéu
cudn sach Marketing tdi khach hang t6 chire, dwoc sir dung trong dao tao kién
thirc va k¥ nang marketing hwéng téi khach hang t6 chirc cho cac hé dao tao dai
hoc va sau dai hoc clia trvong. Hy vong, cudn sach nay sé mang dén cho sinh vién,
hoc vién cao hoc va ban doc goc nhin cu thé hon vé hoat dong marketing huédng
toi khach hang la cac to chirc, trong moi truong toan cau hoa va cdng nghiép hoa
ngay nay. Qua dé, nguoi hoc hiéu dugc sw khac biét can ban gitra marketing huéng
toi khach hang tiéu dung voi marketing hwéng téi cac to chirc va cac chinh sach
marketing dac thd hwéng téi khach hang té chirc, dé co thé van dung mot cach
linh hoat ly thuyét marketing vao thuc tién kinh doanh sau nay.

Cubn sach dugc hoan thanh véi sy dong gop cla:

PGS.TS. Pham Thi Huyén, viét cac chwong 1,2, 3 va4;

TS. Pham Van Tudn viét cac chwong 5, 6 va tham gia viét chuong 2;

ThS. Nguyén Thi Thu Hién viét chwong 7.

Tap thé tac gia tran trong cdm on Cd Nguyén Thi Tam da dong gop y kién
cho tip thé nhém tac gia trong quéa trinh hoan thanh tai liéu nay. Nném tac gia
cling xin gl 16i cAm on téi cac dong nghiép, cac thé hé sinh vién Khoa Marketing
da dong vién, khuyén khich nhém thyc hién cudén sach nay.

R4t mong nhan dwoc y kién ddng gép chia quy vi, cac ban sinh vién dé nhirng
lan xuét ban tiép theo, cudn sach dwogc hoan thién hon. Moi nhan xét, gép y xin gti
vé dia chi: PGS.TS. Pham Thi Huyén, Khoa Marketing, Trwong Dai hoc Kinh té
Qudc dan; Email: huyenpt@neu.edu.vn.

Tap thé tac gia
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TONG QUAN VE
MARKETING TO1 KHACH HANG T6 CHUC

Pe nguoi doc hiéu dugc ban chit va nhirtng van dé c6t I8i nhét trong
marketing t¢i khach hang t6 chirc, chwong 1 gidi thiéu tdng quan vé ban
chat; ddi twong, pham vi va ndi dung clia marketing t&i khach hang toé chtrc;
nhitng khac biét co ban gira marketing t¢i khach hang t6 chirc va marketing
té¢i khach hang ca nhan (nguwoi tiéu dung); co hdi va khuynh huéng phat
trién clia marketing t¢i khach hang té chléc trong hé thdng marketing
n6i chung va nhitng vdn dé co ban clGa quan tri marketing t¢i khéach
hang to chtec.

1.1. G101 THIEU VE MARKETING TOI KHACH HANG T8 CHUC

1.1.1. Khai niém

Kh&i ngudn, marketing tdi cadc khach hang t6 chirc dugc dich tir thuat
nglr marketing cong nghiép (Industrial Marketing), phién ban dau tién cla
cao hoat dong marketing hwéng téi khach hang la cac té chirc, vai dung y
tng dung triét ly marketing vao kinh doanh cac san phdm cong nghiép.
Marketing céng nghiép khi d6 dwoc dinh nghia "la nhi*rng hoat ddéng
Marketing duvoc thwc hién dé cac nha cung ng cac san pham cdéng nghiép
nhu hé thong may méc, thiét bi, nguyén vat liéu... va dich vu céng nghiép
t¢i cho cac khach hang la cac doanh nghiép san xuét cdng nghiép nham
dal dwgc hiéu qua ma ho mong muén.

Vao nhirng ndm 1980, cung véi sy thay d6i cua khoa hoc marketing,
marketing cdng nghiép da dan thay d6i véi pham vi ¢ng dung rong réi hon.
Nguoi ta khdng chi ¢ng dung marketing trong Iinh vyc cung (rng cac san
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phdm c6ng nghiép ma con cung ng nhiéu cac san pham, dich vu khac
nhau, hwéng téi khach hang la céc to chirc, cac doanh nghiép. Va marketing
c6bng nghiép dan chuyén sang marketing t¢i khach hang 16 chic. Thut ngi
tiéng Anh duogc st dung cho khai niém nay la Business marketing hay
Business to business marketing (viét tdit B2B marketing) va dwgc dich la
marketing t&i khach hang té chuc.

Marketing td¢i khach hang t6 chirc khong con bé hep trong lanh dia cac
san phdm hay khach hang hoat déng thudc Iinh vwc san xuét cong nghiép
(indusirial) ma dugc m@ rong ra cho tit ca cac khach hang td chirc kinh
doanh (business). &' pham vi nay, marketing t¢i khach hang t6 chirc duoc
dinh nghta la hoat dong marketing dugc thuc hién gitra cac nha cung cap,
nha san xuél va nha phan phoi nham dat dwgc hiéu qua kinh doanh (doanh
s6 va lgi nhuan) ma cac bén mong mudn.

Ngay nay, khai niém marketing t¢i khach hang t6 chirc khéng dirng lai
& pham vi cac t6 chrc kinh doanh, ma con mé réng sang ca cac t6 chic
hoat dong trong Iinh vic chinh tri - xa hoéi nhv cac co quan nha nudc; vién
nghién cu, truong hoc, bénh vién hay mot trung tdm xa hoi ldy loi ich
cdng dong va x& hdi lam chu dao - mang tinh chat phi lgi nhuan.

Theo pham vi mé rdng nay, marketing t&¢i khach hang t6 chirc la nhitng
hoat dong marketing huéng t&i thod mén nhu cau cua khach hang la cac té
chirc bang viéc cung &ng cac loai hang hod, dich vu dé st dung truc tiép
hay gian tiép vao hoat dong cua ho.

Vé ban chéat, markcting t¢i khach hang t6 ch&c la nhi*rng hoat dong
marketing “ban buén” ap dung trong hoat déng trao doi gitta cac t6
chirc, mang tinh chat phi c4 nhan. Trong cudn sach nay, marketing t&i
khach hang t8 chirc (Business to business marketing - viét tit B2B marketing)
dugc str dung theo dinh nghia & pham vi &ng dung rong nhat nhu trinh
bay & trén.

1.1.2. B6i twong va pham vi clia marketing t6i khach hang t6 chic

Xac dinh doi twgng va pham vi clia marketing t¢i khach hang to chic
nghta la xac dinh rd cac van dé co ban nhdt cta marketing nhw: Ai lam



