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Loi mé dau

Hang ty d6-la phi pham vao cac chuong trinh tiép thi ma khong thanh
cong, d6 khong phai 1a van dé ctia su khon ngoan, sang sudt hay cac ngan
khoan vi dai.

Nhiéu nha quan 1y cho réng mot chuong trinh tiép thi duoc kién tao tot,
trién khai tot, tai tro tot s& thanh cong. Khong nhat thiét 1a nhu vay. Va céac
ban khong phai tim kiém cac vi du xa x6i, ma chinh 13 cac cong ty nhu IBM,
General Motors, va Sears Roebuck.

Céac nha quan tri diéu hanh chuong trinh cta hing GM phai 1a nhiing
ng—udi gidi nhat va sang gia nhat. Puong nhién 13 nhiing ngudi gioi nhat va
sang gia nhat dd hap dan cac cong ty 16n va tét nhat nhu GM va IBM. Nhung
cac chuong trinh nay ty nd da dua trén nhitng gia thuyét thiéu co so.

Khi duoc hoi ong tin tudng gi vao cam nghi ctia nudec My doi voi cac dai
cong ty, John Keneth Galbraith di néi rang ching ta s¢ quyén luc cta céac
cong ty. Ngay nay, phai noi ching ta sg sy bat luc cta cic cong ty. Tat ca
cac cong ty déu gip ric roi, dic biét 1a cac cong ty 16n. General Motors
chinh 12 mot vi du dién hinh. Thap ky vira qua, cong ty di tra mot cai gia
khang khiép cho su huy hoai nhan hiéu cta ho (nd lam cong ty ton kém hét
nhu d3 timg ton kém khi tao ra nhan hiéu). C6 phan da mat di 10 diém ttc 1a
mét di 10 ti d6-la doanh sb mot nam.

Van dé cta cong ty GM khong phai 1a van dé cua su canh tranh, du réng
muc d¢ canh tranh c6 gia tang. Do cling chang phai 1a van dé pham chat, du
cho GM khong dua ra dugc pham chat ngoai hang. Piéu chic chan dé 1a van
dé tiép thi.

Ngay nay, khi mot cong ty pham maot 16i 1am, dau 16i 1am hién ra ngay
sau lung ho, do6 la su canh tranh véi cong viéc kinh doanh cua ho. bé léy lai
phong d¢ kinh doanh, cong ty d6 phai doi cac cong ty khac pham sai lam va
tim cach khai thac tinh hudng d6.

Nhu viy, lam thé nao dé tranh nham lan ngay tir dau? Cau tra 10i 1a
chuong trinh tiép thi ctia ban phai phu hop voi cac diéu luat tiép thi (mic du
ching t61 dinh nghia ¥ tudng va khai niém cua chiung to1 dudi bang hi¢u
"tiép thi", n6 cling hiru ich du ban ¢ cuong vi ndo trong cong ty, hay du san
pham va dich vu cua ban dang ban 1a gi).

Cac diéu luat tiép thi nay 1a gi? va ai ¢4 mang chung tir dinh nui Sinai
xubng va khic vao bia d4?

Céc diéu luat co ban cua tiép thi 1a nhitng diéu luat dugc miéu ta trong
cudn sach nay.

Nhung ai 1a ngudi néi 1én diéu nay? Lam thé ndo ma hai gi tir bang
Connecticut da kham pha ra trong khi nhitng nguoi khac lai bo qua? Sau
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clng, ¢6 rat nhiéu nha tiép thi va hoc gia thong thai. Tai sao ho lai bo qua
nhimg diéu ma chung ta nghi la that hién nhién? Cau tra 101 that don gian.
Chung ta ¢ thé noi, nhung hau hét khong ai sin sang xac nhan 13 c6 nhiing
diéu lut vé tiép thi, chi c6 mot diéu c6 thé chic chin 1a nhiing diéu luat nay
khong thé thay thé duoc.

Co luat ty nhién, thé tai sao khong thé c6 luat tiép thi? Ban c6 thé lam
dugc mot chiéc may bay hoan hao, sé dep mat 1am, nhung no s& khong cét
canh dugc cho dén khi nd tuan theo cac dinh luat vé vat 1y, dic biét 1a luat vé
trong luc. Ban c6 thé xay mot kiét tac kién trac trén doi cat, nhung con bao
dau tién s& x0a bo sang tao cua ban sau mdt dém. Nhu vay, ban c6 thé hoach
dinh mot chuong trinh tiép thi xuat sac nhung chi mot trong cac diéu luat
tiép thi co thé hai né néu ban khong biét cac diéu luat nay 1a gi.

C6 1& ban chat ctia con ngudi 1a khong thira nhan c6 nhimg diéu ma minh
khong 1am duoc. Chic chan hau hét cac nha tiép thi tin tuong c6 thé dat
dugc bat cir diéu gi néu ban c6 du ning lyc, sang tao hay quyét tam. Pic biét
13 néu ban chiu chi du tién.

Mot khi ban thtra nhan ¢6 nhirng luat vé tiép thi thi rat dé dang nhan ra
d6 1a diéu gi. N6 that hién nhién.

Chung t6i da nghién ciru trong hon 25 nim vé diéu gi thuc hién duoc va
diéu gi khong thuc hién dugc trong tiép thi. Chung t6i da tim ra cic chuong
trinh thuc hién dugce hau nhu ludn ludn dong diéu voi cac luat co anh hudng
co ban trong thi truong.

Chung t6i da phan tich nguyén tic tiép thi mot cach chi tiét qua sach VO,
cac bai bao, cac bai thuyét trinh cua chung t61 Chung t6i ciing dé phat trién
cac mau chién lugc trong qua trinh tiép thi, bao gém ca mdt mau tu: nhién
cua tri tu¢ con ngudi ma ching toi da pho bién dudi khai niém “vi tri”.
Chung to1 cling da phat trlen mot mau thi tru:cmg mang tinh quan sy, nhitng
cong ty va nhan hiéu duogc sap Xep & céac vi thé tan cong, phong ngu tap kich
hay du kich trong chién tranh tiép th.

Sau nhiéu nim lam viéc voi cdc nguyén tic va van dé trong tiép thi,
chung t6i da duc két thanh cac diéu luat co ban bao dam thanh cong hay that
bai trén thi truong. Chung to1 goi day la nhiing diéu luat tlep thi khong thé
thay thé, c6 tat ca 22 diéu. Vi pham céc diéu ndy, rui ro sé dén vai ban.
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1.Quy Luét Din Pau

Vi tri dan dau hay hon 1a vi tri t6t hon?

Rat nhiéu nguoi tin tudng rang van dé cin ban trong tiép thi 13 1am sao
thuyét phuc cac khach hang tuong lai rang minh c6 san pham hay dich vu t6t
hon.

Picu nay khong ding. Néu ban chia sé mot thi trudng nhd va ban phai
canh tranh vé&i cac ddi thu 1on hon, duoc tai trg tét hon thi chién luoc tiép thi
ctia ban c6 thé bi that bai ngay tir du. Ban d3 vi pham luét tiép thi dau tién.

Véan dé cin ban trong tiép thi Ia sang tao dugc mot ching loai ma minh la
nguoi dau tién trong linh vyuc nay. D6 chinh 1a “luat dan dau”. Vi tri din dau
van hon 12 vi tri t6t hon. i vao tri nhé trude tién dé dang hon 1a thuyét phuc
minh c6 san phém tdt hon san phém cua ai d6 da dugc gidi thi¢u trude. Ban
c6 thé trinh bay Luat dan dau béng cach tu dat hai cau hoér:

1. Ai 1a ngudi dau tién bay mot minh qua Pai Tay Duong? Chales
Lindbergh, ding khong?

2. Ai 12 nguoi thir hai bay mot minh qua Pai Tay Duong? That khong dé
tra 1oi.

Nguoi thtr hai bay mot minh qua Dai Tay Duong 1a Bert Hinkler. Bert 1a
phi cong giol hon Charlie: 6ng ta bay nhanh hon. dung it nhién li¢u hon. Tuy
vy, ai da timg nghe noi vé Bert Hinkler (Bert da bo nha di va ba Hinkler
chang c6 tin tirc gi vé ong ta ké tir khi ay).

Mic du Lindbergh 1 nguoi di tién phong, nhung hau hét cac cong ty lai
di theo con duong cua Bert Hinkler. Ho cho doi cho dén khi thi truong dugc
khai pha. R6i nhay vao voi mot san pham tot hon, thuong 1a kém theo tén
cong cua minh.

Trong bdi canh canh tranh ngay nay mét san pham twong tu v4i mot tén
m&i co rat it hy vong trd thanh mot nhan hiéu 16n va c¢6 13i (Chuwong 12: Luat
vé mo rong).

Nhin hiéu dan dau trong bat ky ching loai san pham nao ludn ludn 1a
nhan hiéu dau tién trong tri nhd ciia khach hang twong lai. Hertz trong linh
vuc cho thué xe 6td6, IBM trong dién toan, Coca-cola trong linh vuc nudc
gidi khat. ..

Sau Chién tranh Thé gio1 thr hai. Heineken la loai bia nhap khau dau
tién tao nén tén tudi & My. Bébn thap nén sau, bia nhap khau hang nhét 13 bia
gi? Co phai 1a loai bia ¢6 vi ngon nhat khong hay 1 bia Heineken. C6 ca
thay 425 nhin hiéu bia nhap khau va ban & My. Chéc chin 1a mot trong cic
nhan hiéu nay phai ngon hon Heineken. Nhung dé co6 that sy 1a van dé
khong? Ngay nay, Hemeken van con 1a bia nhap khau démg hang nhét, voi
30% cua thi truong.
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Loai bia nhe noi dia dau tién 1a Mliler Lite. Vay thi ngay nay loai bia nhe
nao ban nhiéu nhét tai My.

D6 14 bia ¢ vi ngon nhat hay 1a loai bia dd di vao tri nhé cta ngudi tiéu
thu trudce tién.

Tuy thién khong phai tat ca nhiing gi di dau tién déu tré nén thanh cong.
Vi thé dau tién cta ban c6 thé da qua tré.

Vi dy bao “USA Today” 1 to bao toan quéc dau tién, nhung né hinh nhur
khong thanh cong. T bdo da 16 ca thay 800 triéu do-la va chua nim nao cé
101. Trong ky nguyén cia truyén hinh, c6 thé 1a di qua tré cho mot to bao
toan quéc.

Nhiéu cai dau tién lai qué té nén da chang di t6i dau. Frosty Paws 1a loai
kem dau tién danh cho... cho, da khong thanh cong. Cac chi cho thich loai
kem nay, nhung chu cua chung lai 1a nguoi bo tién ra mua, va tat nhién, cac
vi nay nghi rang cac chi ché khong can mot loai kem danh cho riéng cho
chung. Chung van sung sudng du chi Liém cac dia kem.

marketingLuat dan dau ap dung cho bat cir san pham, nhan hiéu, ching
loai va linh vuc nao. Chéng han ban khong biét tén cua truong dai hoc dau
tién thanh 1ap tai M¥. Ban ludn ludn co thé doan dang bang cach thay thé tir
dan dau bang tir dau tién. Vay thi tén cta tru—ong dai hoc dan dau nudc My
1a gi? Hau hét moi ngudi co thé noéi 1a Harvard, dong thoi ciing chinh 14 tén
cua tru7ong dai hoc dau tién thanh 1ap tai M¥. (Tén cua tru—ong dai hoc thir
hai thanh 13p tai1 My la gi?

Truong dai hoc William & Mary. Nhiéu nguoi khong biét vi né chi noi
tiéng hon Bert Hinkler mot chit thoi).

Khong c6 hai san pham nao ma lai giéng nhau hon 13 hai nguoi sinh doi.
Vay ma cac cap song sinh thuong phan nan la nguoi ta van luén luén thich

ng—udi ma ho gip dau tién, du rang nguoi ta ciing biét ca nguoi kia ntra.

Nguoi ta thuong gan bo véi nhitng gi ma ho da c6. Néu ban gap ai do
hon vo hay chong ctia ban, diéu d6 that su sai 1am. Néu ban thay doi, hay
nghi t&i tién thu lao phai tra cho luat su, chia con cai va phén chia tai san.

Luat dan dau ciing 4p dung cho ca tap chi. P6 1a 1y do tai sao tap chi
"Time” du—gc xép trén tap chi “newsweek”; “People” trén “Us” va
“Playboy” tru—dc “Penhouse”.

Lay vi du tap chi “TV Guide” (Huong dan truyén hinh). Vao dau nh—iing
nim 50. Cong ty Xuét ban Curtis da cd gang du—a “Television Listings
Magazine” (Tap chi muc luc truyen hinh) canh tranh v&i tap chi con non nét
“TV Guide”. Mic du “TV Guide” chi méi khoi dau con yéu 6t, va Curtis c6
sttc manh dang né nhu—ng nha xuat ban Curtis chua bao gio that su cat dau
1én dugc vi thi tru—ong cua “TV Guide” da dugc hinh thanh trude do.

Luat dan dau 4p dung binh dang cho ca cac san pham ké tir thé ran nhu
xe t0 va may vi tinh dén thé mém nhu cac truong dai hoc va ruou bia.
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“Jeep” 1a loai xe hai cau dau tién; “Acura” 1 loai xe sang trong dau tién
ciia Nhat; “IBM” 1a cong ty dau tién ché tao loai may vi tinh 16n c6 cong
sudt cao; “Sun Microsystems” 14 cong ty dau tién san xuat loai mdy vi tinh
van phong. “Jeep”, “Acura”, “IBM” va “Sun” déu 1a nhimg nhan hiéu dan
dau. Chrysler 13 cong ty gidi thiéu loai xe chd khach ¢& nho dau tién. Ngay
nay, hang Chrysler c6 dugc 10% thi truong 6td6 va 50% thi tru—ong loai xe
chd khach ¢6 nhd. Vay thi su can thiét cho thi truong xe 6t 1a lam ra xe tbt
hon hay chiém linh thi trudng trudc tién?

Cong ty may vi tinh Hewlett-Packard 1a cong ty dau tién gidi thiéu may
in laser. Ngay nay cong ty c6 dugc 5% thi truong may vi tinh ca nhan va
45% thi truong may in laser.

Gillette la cong ty gidi thi¢u ludi dao cao an toan dau tién. Tide la héang
bot giat quan 40 dau tién. Hayes 1a cong ty dau tién vé mdy ndi mang vi tinh.
Tat ca déu dan dau.

Mot 1y do khién nhan hiéu dau tién c¢6 khuynh hudng duy tri duoc vi tri
dan dau vi tén nhan hiéu thuong tré thanh tén chung cho ca loai. Xerox 13
may sao chup sir dung loai gidy thuong dau tién va di trd thanh tén goi cua
tat ca cac loai may photocopy bang gidy thuong. Nguoi ta sé ding trude loai
may photocopy hiéu Ricoh, Sharp hay Kodak va néi: “lam thé nao dé t6i co
duoc mdt ban Xerox?” Ho s€ hoi “Kleenex” trong khi ngoai bia ctia hop
khan gidy in 16 rang chit Scott. Ho ciing s& moi ban uong Coke trong khi ho
chi c6 Pepsi-Cola.

Co6 bao nhiéu nguoi hoéi mua bang dan cellophane thay vi héi bang
“Scotch”? Khong nhiéu lam. Hau hét nguoi ta dung tén nhan hiéu khi no tro
thanh tén dung chung: BandAid, Fiberglas, Formica, Gore-Tex, Jello, Krazy,
Glue, Q-tips, Saran Wrap, Velcro... D6 chi 1a mdt phan nho. Mot vai nguoi
s& lay tén dai dé doi tén nhan hiéu thanh tén chung. “FedEx goi hang nay di
ving ven bo bién”. Néu ban dang gioi thiéu nhan hiéu dau tién ciia mot mat
hang (chung loai) mdi, ban hdy c6 gang chon mét ten ¢ thé trd thanh tén
chung cho ca loai. (Cac luat su thuong co van nguoc lai, nhung ho biét gi vé
cac diéu luat cua thi truong?).

Thuong thuong, khong phai chi c6 nhan hiéu dau tién mdi trd nén dan
dau, nhung tht tu doanh thu cta cac nhin hiéu thuong phu hop véi vi tri cta
nhan hicu do.

Vi du hay nhat 13 thudc ibuprofen. Nhan hiéu Advil ding thér nhat,
Nuprin thtr nhi, Medipren thir ba. Thir tr doanh thu ma ho dang hudng cling
dang y hét vay: Advil dugc 51% thi truong, ibuprofen, Nuprin 10% va
Medipren 1%.

Nhan hi€u tht t—u tham gia vao thi tru—ong la Motrin IB. Mac du c6
dugc mot cong thire ibuprofen hiru hi¢u, nhan hi¢u Motrin cling chi chia sé
du—oc 15% thi truong. Hiy nhd rang Advil ciing gidi thiéu cing mot cong
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thirc nhu Motrin. VA ciing can ghi nhan rang Advil trd thanh tén chung thay
thé. Nguoi tiéu dung sir dung Advil nhu 1a mot danh tir chung, hiém khi nao
ho dung tir ibuprofen. Ngay ca cac bac si y khoa s€ noi voi bénh nhan: “Hay
udng hai vién “Advil” va sang mai gip toi”.

Thuéc Tylenol ciing vdy. La nhan hiéu dau tién ctia acetaminophen.
Tylenol d& bo xa nhan hiéu dung thtr hai dén mtc kho ma biét dugce dimg
thtr hai 1a nhan hiéu nao.

Néu bi mat ctia su thanh cong la di vao tri nh¢ cua cac khach hang tuong
lai, thi chién lrge nao duoc hau hét cac cong ty quyét tim theo du6i? Chién
luge san pham t6t hon. Pé tai mai nhat va nong bong nhat trong linh vuc
quan tri kinh doanh 13 tiéu chuan. Tiéu chuan da dwoc nang 1én nhu 1a:
“Chién lugc canh tranh déc nhat”; tiéu chuin du—oc coi 1a cong cu dé so
sanh va danh gia san pham cong ty ctia ban v4i san pham tot nhat trong cong
nghi¢p; n6 duge ndi to1 nhu la nhan t6 thiét yéu trong mot tién trinh thudng
dugc goi 1a “quan tri tong hop chat lugng”. That khong may, chién luoc tiéu
chuan da khong thanh cong. Thuyc té nguoi ta cam nhén san pham dau tién
lot vao tri nhé 1a san pham tdt nhat: Tlep thi 1a cudc chién cta sy nhan thic,
khong phai 1a ctia san pham. Nhitng tén nhan hiéu dau tién cua aspirin, cia
acetaminophen, ctia ibuprofen 13 gi ? (goi y: Hay thay thé tir “dau tién” bang
tir “dan dau” va ban s& co cau tra 1oi cho cau hoi nay).

Charles Schwab tu coi minh 1a “Nguoi méi giéi mua ban ¢ phan 16n
nhat & My”. Ban c6 ngac nhién khong khi biét Charles Lindlbergh ctia nganh
kinh doanh mua ban co phan lai chinh 14 Charles Schwab.

Neil Amstrong 14 ngudi dau tién di bo trén mat tring. Ai 1a nguoi tha
nhi?

Roger Bannister 13 nguoi dau tién chay mot dam (1,6km) trong 4 phit.
A1 la nguoi thr nhi?

GeorgeWashington 13 vi Tong thong dau tién ctia Hoa Ky. Ai 1a vi Tong
théng thir hai?

Thomas’ 1a nhin hiéu dau tién cua Loai banh mi English muffin. Nhan
hi€u thir hai 1a gi?

Gatorade 13 nhan hiéu dau tién cua thirc uéng trong thé thao. Thu nhi l1a
gi?

Néu ban & vi tri th hai trong tri nhd ctia cac khach hang twong lai, ban
c6 thé tranh dugc sy lang quén nhu da xay ra v6i Buzz Aldrin, John Landy,
John Adams, céc loai banh English muffin v6 danh hay khong? Khong nhat
thiét 1a nhu vay, may man thay, con c6 nhitng diéu ludt khac nira.
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2.Quy Luit Vé Chiing Loai San Pham

Néu ban khong & vi tri dau tién ctia mot chung loai, hay tao ra san phém
méi ma ban & vi tri du tién.

Nguoi thir ba bay mot minh qua Pai Tay Duong 1a ai? Néu ban khong
biét duoc Bert Hinkler 12 nguoi thtr hai dd mot minh bay qua Pai Tay
Duong, tat nhién ban khé ma biét duoc tén cua nguoi thir ba. Nhung ban lai
biét duoc, d6 1a Amelia Earhart.

Ngay nay, cd Amelia dugc biét dén nhu 1 “ngudi thir ba bay mot minh
qua Pai Tdy Duong” hay 13 “nguoi phu nit dau tién bay qua Pai Tay
Duong?

Sau khi bia Heineken gat hai thanh cong, cac vi tai cong ty Anheuser-
Busch ¢6 thé néi: “ching ta cling phai nhap mot loai bia!”. Nhung ho da
khong lam vay. Thay vi vay, ho noi: “néu di c6 mdt thi truong cho loai bia
nhap khau c6 gia cao, thi cling co thé c6 duoc thi truong cho mot loai bia no1
dia vdi gia cao”. Va ho trién khai viéc san xuét bia Michelob, loai bia ndi dia
dau tién co gid cao, va ngdy nay di ban gap doi bia Heineken. (Thuc té,
Anheuser-Busch cling da nhap khau mot loai bia, d6 1a bia Carlsberg, rit co
tiéng & Chau Au, nhung tai My da khong di t6i dau).

Bia Miller Lite 14 loai bia nhe néi dia du tién, va phai doi 5 ndm sau madi
c6 mot nha nhap cang thot 1én: “néu cd6 mét thi truong cho bia nhe ndi dia thi
cling c6 mot thi truong cho bia nhe nhap khau”. Két qua la bia Amstel Light
tré nén loai bia nhe nhap khau ban chay nht.

Néu ban khong chen trude duge vao tri nhé ctia khach hang tuong lai,
xin dung that vong, hiy tim kiém mot mat hang méi ma minh dimg & vi thé
dau tién. Khong kho nhu ban tudng dau.

Sau khi IBM tr¢ nén thanh cong 16n trong linh vuc mdy vi tinh thi tat ca
thién ha va ba con cta ho lién dd x6 vao linh vuc nay. Burroughs, Control
Data, General Electric, Honeywell, NCR, RCA, Sperry. Ho dugc goi 1a nang
bach tuyét va bay chd lun.

C6 cha Iun nao 16n 18n va tré thanh mét stitc manh toan cau véi 126.000
nhan vién va doanh thu la 14 ty USD, va dugc ghi nhan la “cong ty may vi
tinh 16n th nhi trén thé giéi” khong?

Khoéng c6 ai hét. Cong ty may tinh thanh cong nhat cua thap nién 70 va
80 sau IBM la cong ty Digital Equipment Corporation. IBM la cong ty may
tinh dau tién, DEC 13 cong ty may tinh ¢& nho dau tién (minicomputers).

Nh1eu cong ty may tinh khac (va cac chu nhan cua no) tré nén giau c6 va
ndi tleng bang cach theo mdt nguyén tic don gian: “néu ban khong & vi tri
thi nhat ctia mot linh vyc, hiy tao ra mot linh vuec méi ma ban ¢ vi thé dau

TALI

tien”.
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Tandem 13 coéng ty may tinh chiu dyng sai sot dau tién (fault- tolerant
computers) va di dat doanh s6 1,9 ty USD. Ciing vdy, Stratus 1 cong ty may
tinh chiu dung sai sot loai nho dau tién. Ngay nay Stratus c¢6 doanh s 500
tri¢u USD.

Céc diéu kién tiép thi co khé khong? Khong. Chung that don gian. Tuy
nhién, ap dung ching vao thuc té lai 12 van dé khac. Cray Research (super
computer). Ngay nay, Cray 1a mot cong ty v6éi doanh sé 800 triéu USD.
Ciing vay, Convex da dua ra loai may siéu vi tinh loai nho (mini super
computer). Hién nay, Convex c6 doanh s6 200 triéu USD.

Poi khi ban c6 thé thay doi vi tri dé tré thanh ngudi thing cudc bang
cach sang tao ra mdgt linh vuc méi. Commodore 1a mdt hang san xuét vi tinh
ca nhan cho gia dinh khong thanh céng, cho dén khi ché tao dugc “Amiga”-
1a loai may tinh da moi truong dau tién (multimedia computer). Va
Commodore Amiga thang loi 16n véi doanh s6 hang nim trén 500 triéu
USD.

C6 rat nhiéu cach khac nhau dé dat vi tri dau tién. Cong ty Dell di chen
vao linh vyc may vi tinh c4 nhin bang cach ban may qua dién thoai. Ngay
nay, Dell c6 doanh $6 900 triéu USD.

Khi ban tung ra san pham méi cau hoi dau tién ty hoi khong phai 1a “lam
thé nao dé san phdm méi t6t hon nhitng san pham canh tranh” ma 13 “san
pham nay 1a san pham dau tién cta linh vyc nao?”.

Charles Schwab d khong mé mot vian phong méi gidi tot hon ma mé
mot vin phong moi gidi giam gia dau tién. Tap chi Lear’s khong phai 13 tap
chi danh cho phu nir dau tién, nhung né 14 tap chi dau tién danh cho cac phu
nit trudng thanh (khong phai 1a tap chi danh cho phu nit mé1 sinh ngay hom
qua).

Viéc nay nguoc lai véi tu tuong tiép thi co dién 1a: 1am thé nao dé nguoi
ta ua thich nhan hi€u cua minh hon?

Hay quén nhdn hiéu di. Hiy nghi dén cac mat hang. Cac khach hang
tuong lai s& canh giac khi n6i dén nhan hiéu vi moi ngudi déu khoe tai sao
nhan hiéu cua ho tot hon. Nhung khach hang ludn céi mé khi néi dén mit
hang vi nguoi ta dén ham thich cai gi méi la, it nguoi thich tha véi cai gi tot
hon.

Khi ban ¢ vi thé dau tién trong mot linh vuc, hay déy manh linh vuc nay,
diéu cot yéu 1a ban khong co ai canh tranh. DEC d3 néi v6i khach hang 13 tai
sao ho phai mua mgt may vi tinh loai nho chir khong hé néi ho phai mua mot
may tinh loai nho hi¢u DEC.

Khoi dau, cong ty Hertz gio1 thi€éu dich vu cho thué xe 6t6; Coca-Cola
béan thirc udng giai khat. Cac chuong trinh tiép thi cua ca hai céng ty da hitu
hiéu hon ké tir do.
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3.Quy Luét Vé Tri Nhé

Hay & vi tri dau tién trong tri nhd hon 13 ¢ vi tri dau tién cia thi trudng

May vi tinh c4 nhan dau tién cua thé gi6i 1a may MITS Altair 8800.

Luat din dau khién ta nghi rang may MITS Altair 8300 (that bat hanh khi
chon cai tén nay) phai la nhan hiéu s6 mot vé may vi tinh ca nhan. Khong
may, san pham ndy khong ton tai vOi chung ta.

Du Mont sang ché ra may truyén hinh thuong mai dau tién. Duryea gioi
thiéu xe 6td dau tién, Hurlay ban ra may giit dau tién. Tat ca déu khong ton
tai. Nhu vay la co gi sai trai véi luat din dau d3 ban & chuong 1 hay sao?
Khong phai vay nhung luat vé tri nhd da stra doi né. Hay & vi tri dau tién
trong tri nhé ctia khach hang hon 1a ¢ vi tri dau tién cta thi truong. O vi tri
dau tién trén thi trudong chi 1a két qia cta viéc xam nhép vao tri nhd trude
tién.

Vi dy, IBM khong phai la cong ty dau tién trén thi trudng voi loai may vi
tinh 16n co cong suat cao. Cong ty Remington Rand la cong ty dau tién trén
thi truong vo1 may UNIVAC. Nhung mot ¢o gang tiép thi tong hop da khién
IBM chiém vj tri thr nhét trong tri nhd khach hang va da gianh thang loi.

Luat vé tri nhd tiép theo sau luat vé nhan thitc (Law of perception). Néu
tiép thi 1a tran chién ciia nhan thire, khong phai cua san pham thi tri nhé
dong vai tro quyét dinh doi voi thi truong.

MJi nam c6 hang ngan doanh nhan that bai vi da vi pham luat nay. Mot
val nguoi ¢o y twong hay quan niém ma ho tin la s€ (hoac co thé) cach mang
héa mot nén cong nghiép. Van dé 1a 1am sao dua quan diém hay tu tudng
nay vao tam tri cua cac khach hang tuong lai.

marketingGiai phap c6 tinh udc 18 ciia van dé 1a tién bac. D6 1a nguon dé
tao ra cac san pham hay dich vu, cting voi tai nguyén, to chitc cac cudc hop
béo, tham dy trién lam thuong mai, quang cao va cac chuong trinh tiép thi
bang thu tin truc tiép. (Chuong 22: luat vé tiém nang). Khong may, viéc nay
dua dén mot nhan thire 1a mau chét cua tiép thi déu nhu nhau: tlen bac.

Picu nay khong dung su that. Tién bac da bi lang phi cho tiép thi nhiéu
hon bat ctr hoat dong nao khac cua con nguoi (di nhién la ngoai trur cac hoat
dong cua chinh quyen)

Ban khong thé nao thay doi dugc mot ¥ nghi da thanh hinh trong tam tri.
N6 ciing nhu dwong dau véi chién liy cua quén thu.

Cong ty Wang la cong ty dau tién vé ‘nhiing bo phan xu ly van ban,
nhung thé gidi di bo xa loai may nay va tién dén may tinh dién t. Cong ty
Wang da khong dap ung duoc chuyén bién nay. Thay vi dau tu hang triéu
USD vao cong viéc phat trién may vi tinh c4 nhan va mdy vi tinh loai nho thi
Wang lai theo dudi cong viéc ctia mot cong ty ché tao bd phan xt Iy vin ban.
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Xerox 1a cong ty vé may photocopy dau tién va rdi lai ¢ gang lao vao
kinh doanh may vi tinh. Hai muoi 1am niam sau dé, du tiéu tén 2 ty USD
nhung Xerox van khong di dugc t6i dau trong linh vire mdy vi tinh.

Ban mubn thay doi mot tir nao d6 trén may vi tinh, chi cdn danh chong
1én (overwrite) hodc x6a (delete) di ma thoi. Ban mudn thay d6i mot tam tri
thi quén chuyén d6 di. Mot khi ¥ nghi da duoc hinh thanh, rat hiém c6 thé
thay d6i hay c6 thé néi 1a khong thé thay d6i dugc. Trong tiép thi, ban sé& phi
stre khi ¢b cong thay ddi mot nhan thic d3 duogc hinh thanh trong tam tri
khéach hang.

Piéu d6 noi 1én bi mat cua mot quan ni¢m co thé hién ra chdp nhoang
trong dau cua con ngudi. Hom nay, ban chua hé nghe néi dén mot nguoi.
Ngay mai, nguoi do tro nén noi tiéng.

Cai “cam giac chop mat” nay khong phai la mot hi¢n tuong bat thuong.

Néu ban muon tao ra mot an tugng sau sic cho mot nguoi nao do, ban
khong thé lach vao trong tdm tri ho va roi tir tir tao ra mot quan ni¢m thuén
loi theo thoi gian. Tam tri khong hoat dong theo cach ay. Ban phai nhay bo
vao tam tri.

Ly do ban phai nhay bd vao thay vi ludn lach béi 18 ngudi ta khong thich
thay doi suy nghi ctia minh. Mot khi ho d3 c6 an tuong nhu thé ndo thi no 13
nhu vay. Ho nghi ban la loai nguoi nhu thé nao thi ghi vao tam tri. Ban
khong thé tro thanh mot nguoi khac trong tam tri cua ho.

Mot trong nhitng bi quyét cta tiép thi 1a vai tro cia tién bac. Co luc, véi
mot it do-la co thé tao ra mot phép la. Ngay ké tiép, hang triéu do-la cung
khong thé clru van mot cong ty dang xudng dbc. Khi c6 mot cai dau tot, du
v6i mot it tién ban cling tién that xa. Hang Apple da bay cao trong linh vuc
vi tinh v61 91.000 USD dong gdp cua Mike Markkula.

Tén Apple da lot vao tam tri khach hang boi vi do 1a mot cai tén gidn di
va dé nhé. Mit khac, cac d6i thii ciia Apple lai co cac tén phirc tap, kho nhd.
Pau tién, c6 nim hing may tinh ca nhan cung lao vao mot lac: Apple II,
Commodore Pet, IMSAI 8080, MITS Altair 8800 va Radio Shack TRS-80.
Ban hay ty hoi cai tén nao don gian va dé nhé nhat?
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4.Quy Luét Vé Nhan Thirc

Tiép thi khong phai 13 cudc chién cuia san pham. 6 1a cudc chién cia
cac nhan thuec.

Nhiéu nguoi nghi tlep thi 1a cudc chién cta cac san pham. Vé 1au dai, ho
du tinh san pham tot nhat s& chién thang.

Tam tri ciia cac nha tiép thi da bi tran ngip trudc véi cong viéc nghién
ctru va thu thap cac sy kién. Ho phan tich sao cho su that dung Ve phia ho,
roi ‘tuyén bd mot cach tu tin trén dau truong tiép thi rang ho c6 san pham tét
nhat va khang dinh san pham tot nhat s& thang

b6 la mot ao twong. Khong co thuc té khach quan. Khong c6 nhung su
kién. Khong c6 nhiing san pham tot nhat. Tat ca hién hitu trong thé gidi tiép
thi 1a nhitng nhan thirc trong tam tri khach hang. Chi c6 nhan thirc 1a thyc tai
con moi thir khac déu 13 4o tudng.

Tat ca su that déu c6 tinh tuong dbi. Twong doi véi tam tri ciia ban hay
tam tri ctia nguoi khac. Khi ban ndi: “t61 dung con nguoi kia sai”, thuc ra la
ban mudbn n6i minh nhan thirc hay hon ngudi nao do.

Hau hét moi nguoi déu cho rang minh nhan thirc hay hon nguoi khac. Ho
cO cam giac cia mot sy hoan hao mang tinh chu quan. Nhan thirc cua ho
ludn chinh xac hon nguoi lang giéng hay ban be. Sy that va nhan thuc tro
nén hop nhat trong tam tri, khong c6 su khac biét giita hai diéu do.

D6 1a diéu kho nhan thay. Puong dau véi thuc tai phu phang 1a sy co
don trong vii tru, ngudi ta tu tich minh ra khoi thé gidi. Ho “song” trong mot
dau truong cua sach vo, dién anh, truyén hinh, bao chi. Ho “thudc vé&” cac
cau lac bo, cac to chirc, hdi doan. Blrc hoa bén ngoai cua thé 2101 hinh nhu
that hon 1a thuc tai bén trong tam tri ho.

Ngudi ta bam viu vao su tin tudng rang thuc tai 1a thé gidi bén ngoai cua
tri tué va ca nhan 13 mot hat bui cua vii try. Thyc té nguoc lai. Chi c6 mot
thuc tai ban c6 thé chic chan tin vao, d6 1a nhan thuc riéng cua ban. Néu vii
tru hién hitu, n6 hién hitu bén trong tam tri cua chinh ban va tam tri cua
nhitng ngudi khac. D6 1a thuc tai ma cac chuong trinh tiép thi phai duong
dau.

Co thé co thuc cac dai duong, song ngoi, thanh phd va nha ¢ noi do,
nhung chang c6 cach nao cho ching ta biét cac vat nay ngoai trir thong qua
nhan thire riéng cua ching ta. T1ep thi 1a mot sy van dung cac nhén thuc nay.

Hau hét cac sai 1am vé tiép thi bat nguon tr gia thuyét 1a ban dang chién
dau trong mot tran chién cua cac san pham Tat ca nhitng diéu luét trong
cubn sach nay lai rat ra tir nhitng quan diém nguoc lai.

Mbt s6 nha tiép thi khao sat nhiing qui luat tiép thi tu nhién dua vao mot
1ap luin sai 1dm: san pham chinh 1a trung tdm ctia cac chuong trinh tiép thi

https://thuviensach.vn



va roi ban S& thang hay thua dya Vao san pham Do chinh la ly do tai sao
duong 16i tlep thi ty nhién cta mot sd san pham (timg duogc coi 1a hop 1y)
luén bi sai 1am.

Chi c6 cach nghién ctru cach nhan thirc dugc hinh thanh ra sao trong tam
tri va dit trong tm cic chuong trinh tiép thi ctia ban trén cac nhan thirc nay
ban méi co6 thé vugt qua cac sai 1am can ban cua ban nang tiép thi.

Mobi nguoi trong chung ta (nha san Xuat phan phdi, dai 1y, khach
hang...) déu nhin thé gisi qua mot cap mat. Néu c6 mot su that khach quan &
d6, 1am thé nao chung ta biét duoc? Ai s& ndi cho ching ta biét? Chi c6 thé
12 do mot ngudi nao khac nhin cung mot canh twong qua mot cip mat khac
ma thoi.

Su that khong hon khong kém chi 1a nhan thic cia mdt chuyén gia. Ma
al la chuyén gia? D6 1a nhitng nguol dugc nguoi khac cong nhan ho la
nhirng chuyén gia.

Néu su that 1 a0 anh nhu véy tai sao c6 qua nhiéu ban cii trong tiép thi
goi 1 nhitng sy kién? Tai sao c6 nhiéu quyét dinh tiép thi dya trén viée so
sanh nhirng sy kién? Tai sao nhiéu nha tiép thi coi su that dung vé phia ho,
rang cac cong viéc cua ho la sir dung sy that nhu 1a vu khi dé sta chira
nhing sai 1am d3 hién hitu trong tdm tri ctia khach hang.

Cac nha tiép thi tin twong vao cac su kién boi vi ho tin tudng vao thuc tai
khach quan. N6 ciing that dé dang dé cac nha tiép thi cho rang sy that & vé
phia ho. Néu ban nghi 14 ban can san pham tot nhat dé thang trong tran chién
tiép thi, thi ban s& d& dang tin 12 minh c6 san pham t6t nhat. Tat ca chi doi
hoi ban mot sy stra d6i nho trong nhan thirc cua chinh ban.

Thay d6i tAm tri cta khach hang lai 1a van dé khac. Tam tri ctia khach
hang rat kho thay d6i. Vi mot chut kinh nghiém vé mot loai san pham,
nguoi tiéu dung cho rang ho ding. Mot nhan thic hién hitu trong tam tri
thudng dugc dién giai nhu 1a mot sy that chung. Nguoi ta nghi hiém khi nao,
néu khong mudn néi 1a khong khi ndo ho sai 1am, it nhat 13 trong tim tri caa
ho.

That dé dang dé nhan thdy sirc manh cta nhan thic qua san pham khi
nhitng san phém duoc tach bi¢t nhau. Vi du: Toyota, Honda va Nissan la 3
hang xe 16n nhat nhay vao thi truong My. Hau hét cac nha tlep thi cho rang
cudc chién gitra ba nhan hiéu dugc can cir vao pham chat, mau ma kleu
dang, cong suat va gia ca. Khong ding nhu vay. Cai gi ma nguoi ta nghi vé
xe Honda, Toyota va Nissan thi y nghi d6 quyét dinh nhin hiéu ndo sé thing.
Tiép thi 14 médt cudc chién cta nhan thiec.

Cac nha san xuat xe 6t6 Nhat Ban ban ra cung mot loai xe tai My cling
nhu tai Nhat. Néu tiép thi 1a cudc chién cia san phém thi thtr tyr doanh sO
ban ra tai hai quoc gia phal gidng nhau, vi cing pham chat, cing miu ma,
cing cong suit, cing gia ca thi tai My va Nhat ban ra phai nhu nhau. Thé
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nhung, & Nhat, xe Honda con 1au moi téi g?m duoc hing xe dan dau.

Xe Honda dung hang ba sau xe Toyota va Nissan. Hang Toyota ban ra
gap bdn 1an xe Honda ban ra tai Nhat.

Nhu vay diéu gi khac biét gitta xe Honda ban ra tai Nhat va xe Honda
ban ra tai M§? San pham nhu nhau, nhung nhan thic trong tim tri khach
hang khac nhau.

Néu ban né6i véi ban bé & New York réng ban md1 mua mot xe Honda,
ho c6 thé s& hoi ban: “Anh d3 mua kiéu nao? Mot chiée Civic, mot chiée
Accord? Hay 1a mot chiéc Prelude?”

Nhung khi ban khoe véi ban bé & Tokyo 1a ban md1 mua mot xe Honda,
cac ban Nhat s& hoi: “Anh mua loai xe gan may kiéu gi vay?”. O Nhat,
Honda di vao tdm tri khach hang nhu 1a mot hing san xuat xe gan mdy, va
hinh nhu hau hét nguoi ta khong mudn mua mot chiée xe hoi do mot nha san
Xuat xe gan may 1am ra.

marketingMot tinh hué)ng nguoc lai, liéu Harley- Davidson c6 thanh
cong khong néu ho tung ra mot chiéc xe hoi hiéu Harley- Davidson? Ban
nghi co thé 1am, nd con tuy thudc vao chlec xe: pham chat, kiéu dang, cong
suat may, gia ca. Ngay ca khi ban tin rang Harley- Davidson ¢6 tleng veé lam
ra san pham tot, thi cau tra 1oi Van 1a khong. Nguoi ta nhan thirc vé Harley—
Davidson nhu 12 mot hiang san xuat xe moto, diéu nay s& lam giam gia tri xe
hoi Harley- Davidson khong can biét san pham tot ra sao (chuong 12: luat
mo rong).

Tai sao hang sup Campbell dimg thtr nhat & My ma khong 1am nén trd
tréng gi & Anh? Tai sao stup hi¢u Heinz ding dau & Anh ma lai that bai tham
hai & M§? Tiép thi 1a tran chién ctia nhan thtc, cht khong phai cia san
pham. Tiép thi 13 qla trinh giai quyét cic nhan thic nay.

Nhiéu nha kinh doanh thirc udng tin réng tiép thi 1 chién tranh mui vi.
Tt 1am, Coke mdi (new Coke) ding dau vé mui vi (héang Coca- Cola da thir
nghlem 200.000 1an vé mui vi, cudc thir nghlem cho thdy New Coke c6 mui
vi ngon hon Pepsi- Cola va Pepsi c6 mui vi ngon hon Coca- Cola nguyén
thuy).

Nhung ai 13 ngudi thing cudce chién tiép thi nay? Thic udng duogc coi 1a
c6 vi ngon nhat trong thi nghiém 13 New Coke lai ding hang ba. Thirc udng
ngon thir ba trong thi nghiém la Coca- Cola nguyén thuy lai dimg hang nhat.

Ban hay tin tuong vao cai gi ma ban muon tin. Ban hay ném nhing gi ma
ban mubn ném. Tlep thi nudc giai khat 1a cudc chién cta nhan thirc, khong
phai la cudc chién ctia mui vi.

Cudc chién cang kho khian hon khi khach hang thuong quyét dinh mua
hang dua trén nhiing nhan thic cii. Hodc thay vi dua vao chinh nhan dinh
cua ho, khach hang lai quyét dinh dwa vao nhan thire that té cta nguol nao
d6. Pay 1a nguyén tic “everybody knows” (moi ngudi déu biét).
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Moi nguoi déu biét 13 xe Nhat c6 pham chat cao hon xe My. Nhu vay,
nguoi ta quyét dinh mua xe dua trén su kién la moi nguoi déu biét xe Nhat
c6 pham chéat cao hon. Khi ngudi mua hang dugc hoi 13 c¢6 kinh nghiém
riéng cta ho vé san pham d6 khong, hau hét moi ngudi déu noi 13 khong co.
Va néu c6 thi kinh nghiém c4 nhan ctia ho ciing bi bé cong cho hop véi nhan
thire cua ho.

Néu ban mua phai mot chiéc xe Nhat khong tt, ho coi ban 1a xui xéo,
boi vi tat ca moi nguoi déu nghi rang xe Nhat dugc ché tao véi phém chat
cao. Ngu’oc lai, nu ban c6 mot xe My tt, ban duoc coi 1a may man, boi vi
tat ca moi ngu’0’1 déu cho rang xe My kém pham chat.

Tat ca moi nguoi deu biét xe Audi c6 van dé truc tric. Ngay 23/11/1986,
héng thong tan va truyen hinh CBS phat di trong chu:(mg trinh “60 phut” céu
chuyén “mat sy diéu khién” , phong sy nay luu ¥ moi nguoi vé mot sb 10i
phan nan cua nguoi ti€u dung vé sy gia ting toc do khong kiém soat dugc
cta xe Audi. S6 lugng xe Audi ban ra tai My sut giam t61 mure tur 60.000 xe
trong nam 1986 xuong con 12.000 xe nam 1991. Nhung ban than ban da gap
van dé gi vé su gia tang toc do khong kiém soat dugc cua xe Audi chua? Hau
nhu 1a khong.

Moi chuyén gia vé xe 6t6 khong tim thiy van dé bi phan nan nay. Tuy
vay, nhan thirc van tiép tuc kéo dai.

Moi day hang Audi di tung ra mot quang cdo nhiam so sanh xe ctia ho
v6i hai loai xe tuong tu cua Mercedes Benz va BMW. Theo quang céo, cac
chuyén gia vé xe 6to ciia Pirc da xép hang xe Audi trén ca Mercedes va
BMW.

Ban c6 tin diéu d6 khong? C6 18 1a khong.

Piéu d6 co that khong? Khong thanh van dé.

Vay tiép thi khong phai 1a tran chién ctia san pham. D6 13 tran chién cua
nhan thirec.
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5. Quy Luat Vé Trong Tam

Khai niém manh mé& nhat trong tiép thi 1a 1am chu duge mot tr ¢6 trong
tam tri khach hang.

Mot cong ty c6 thé thanh cong vuot bac néu cong ty d6 tim cach 1am chu
mot tr nao do trong tam tri khach hang. Khong phai 1a mdt tor phuc tap,
khong phai sang tao ra tir d6. Nhitng tir don gian 1a t6t nhat, thuong ¢ trong
tir dien.

Pay 1a luat vé trong tdm (law of focus). Ban rat ngan duong di vao tam
tri khach hang bang cach thu nho diém hoi tu thanh mot tir don hay mot khai
niém. D6 1a sy hy sinh cdn ban trong tiép thi.

marketingHang Federal Express da dua dugc tor overnight vao tam tri
khach hang cua ho bdi vi hang da hy sinh cac dich vu khac va chi tap trung
vao dich vy giao nhan hang trong mdt dém ma thoéi (overnight package
delivery).

Trong mot chirng myc nao do, vi tri dan dau hay vi tri tdt hon da tao diéu
kién dé nhan hiéu hay cong ty dan dau d6 1am chit mot tir trong tam tri khach
hang. Nhung tir ma cong ty dan dau lam chu phai that don gian dén mirc do
nhu 1a vo hinh.

Hang ddn dau c6 thé lam chu mot tr dai dién cho ca chung loai
(category). Vi du: hang IBM lam chu tir computer. Pay cling 1a mot cach noi
khac di vé viéc mot nhin hiéu trd thanh tén goi chung cho ca ching loai
“Chiing t6i can mot may IBM, c6 ai nghi ngd d6 khong phai 1a mot may vi
tinh hay khong?

Ban c6 thé danh gia dugc vi tri dugc khéng dinh cta nhitng nguoi dan
dau qua viéc két hop nhiing tir ngit. Néu cac tir cho trude 1a computer,
copier, chocolate bar va cola dugc dua ra, thi bon tir thich hop nhat sé 1a
IBM, Xeror, Hershey’s va Coke.

M6t ngudi dan dau khon ngoan sé tién thém mot bude dé cling c¢d vi tri
dan dau ctia minh. Cong ty Heinz 1a chi tir ketchup (twong ca chua) nhung
né da nd luc dé doc lap: Piéu quan trong nhét cua ketchup la “ketchup dac
nhat cia mién Tay” (slowest ketchup in the West). Chi can lam chil duoc tir
slow thoi, Heinz duy tri dugc su kiém soat 50% thi truong.

Néu ban khong phai 1a nguoi dan dau thi tir ctia ban nén thu hep trong
tam. Tuy nhi€n, quan trong hon nira tir cua ban phai c6 ngay trong chung
loai san pham, khong ai co thé gidu no duoc.

Ban khong can phai la mot nha ngdn ngir hoc uyén tham mai co thé dat
duogc thing loi. Prego d3 thang hing dan dau Ragu vé st mi dng (spaghetti
sauce) va chiém 27% thi trudng nhd mot ¥ kién vay muon tir hang Heinz, tir
cua hang Prego la thicker (dac hon).
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Nhiing tir hiéu qua nhat 1 nhimg tir don gian va c6 khuynh huéng noi vé
loi ich. Khong can biét san pham phuc tap ra sao, khong can biét nhu cau thi
truong thé ndo, tét nhat 1a ludn dat trong tam vao mot tu hay loi ich cua
khach hang, hon 13 hai, ba hodc bdn tu.

Viéc nay sé dat két qua to 16n hon néu ban dua ra mot loi ich manh mé,
khach hang c6 thé cho ban biét mot sb 1oi ich khac nita. Mot sdt mi éng “dac
hon” (thicker) n6i 1én pham chat t6t, gia tri dinh dudng cao.. .

Mot xe hoi duoc thiét ké “an toan hon” néi 1én xe duoc thiét ké va may
moc t6t hon (a “safer” car). Khong biét d6 co phai 1a két qua cua mot qia
trinh dugc can nhic k§ hay khong, ma hau hét cic cong ty (hay nhin hiéu)
thanh cong la nhiing cong ty lam chi mot tir c6 trong tdm tri nguoi ti€u
dung, (mot vai tir nhu Volkswagen’s fahrvergnugen khong dang dé lam chu).
Sau day la mot vai vi du:

Kem danh rang Crest Cavities

Xe 0to Mescedes Engineering

Xe 6td Volvo Safety

Xe 6t0 BMW Driving

Béanh pizza Domino’s Home delivery

Nudc udng Pepsi Cola Yout

Hang Nordstrom Service

Céc tir déu khac nhau. N6 c6 thé lién hé téi loi ich (ngan ngira sau rang-
cavity prevention), lién h¢ toi dich vu (giao hang tan nha- home delivery).

Mic du ching ta biét rang nhu:ng tr d6 ludén ngu tri trong dau khach
hang, nhung khong phai n6 t6n tai mai mai. Cling co lac can thay doi cac tir.
D6 chang phai 1 cong viéc dé dang.

Cau chuyén vira mdi day cua Lotus Development Corporation 1a mot
minh chimg rd ban chat ctia van dé nay.

Tt nhiéu nim qua, hing Lotus da lam chu tir spreadsheet. Lotus dong
nghia véi 1-2-3 va spreadsheet .

Nhung tu spreadsheet bi canh tranh, va trlen vong phat trién bi gio1 han.
Clng gidng nhu cac cong ty khac, Lotus muon 16n manh hon. Lam thé nao
dé cong ty vuot qua dugc minh, ma chi von 14 hing kinh doanh mét loai san
pham?

Péap s6 ¢o tinh quy udc 13 banh truéng ra moi hudng nhu IBM va
Microsoft dd lam. Lotus d4 ndi rong viéc mua phan mém cta hdng Ami Pro
va gidi thieu mot s6 phén mém méi. Sau d6 Lotus chan chinh lai t6 chirc va
dit trong tim vao mot khai niém méi duoc goi 1a groupware, san pham phan
mém danh cho mang vi tinh ¢4 nhén.

Lotus 1a céng ty phan mém dau tién phat trién thanh cong groupware.
Cong ty ty nhién da [am chi mdt tur thtr hai trong tam tri khach hang.

Khéng gidng nhu Microsoft, Lotus ngay nay c¢6 mdt muc tiéu cho cong
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ty. Cong viéc nay khong phai trong mot dém, ma la mot cong viée khuéch
truong lau dai trong linh vuc phan mém.

Nhitng gi ma tir overnight giip cho Federal Express va tu Safety gitp
cho Volvo thi groupware ciing s€ lam cho Lotus.

Ban khong thé ldy tir ciia nguoi khic. Thanh cong cua Lotus 13 tir
groupware, chua ¢ cong ty nao lam chu n6. Hon thé nita, co6 mot cong nghé
rong 16n hudng vé vi tinh ndi mang (network computers). Hon phan ntra so6
may vi tinh cta gidi kinh doanh dugc ndéi mang. C6 cd mdt tap chi méi dugce
goi la network computing.

Nhiéu cong ty nhin thay loi ich ctia viéc lam chit mot tir hay mot khai
niém, nhung ho lai bat can dé khong duoc 1a nguoi dau tién lam chi tir do.

Viéc khong nén 1am trong tiép thi 12 bo di nhimng tir da 14 cta riéng minh
va chay theo mdt tir da thude vé nguoi khac.

Day la truong hgp cua Atari, cong ty lam chu tir video game. Vi cong
cudc kinh doanh sa sut vao nam 1982, cong ty da d6i qua hudng di méi. Ho
mudn Atari dong nghia véi computers Tong giam dbc James Morgan tuyén
bd: “Atari c¢6 sitc manh ctia mot cai tén nhung dong thoi biéu 16 sy yéu kém.
N6 ddng nghia véi video games- Atari phai dinh rd lai hinh anh cta nd voi
san pham dién tir”.

Khong may cho chién luge ctia 6ng Morgan, cac cong ty khac ké ca
Apple va IBM d3 1am chu nhiing tir ma 6ng theo dudi. Su da dang ctia Atari
la mgt tham hoa. Nhung su tr¢ tréu co6 thuc 1a vao nam 1986 mot cong ty da
lay lai khai niém ma Atari da vit bo. D6 1 cong ty Nintendo, hién nay kiém
soat 75% thi truong dang gia hang ty dola. Bay gio d6 ai biét duoc Atari o
dau?

Diéu thiét yéu cua tiép thi 1a thu hep muc ti€u lai. Ban tré nén manh hon
khi giam bét pham vi hoat dong. Ban khong thé dung virng khi ban dudi theo
sau moi thur.

Mot vai cong ty chap nhan su thu hep muc tiéu va c¢d gang hoan thién
chién lugc nay “Chung toi dit trong tAm vao pham chat cho thi trudng.
Chung t6i khong du phan vao thi trudng, dit ning vao gia ca”.

Vian dé 1a khach hang khong tin vao ban cho dén khi nao ho thay ban chi
han ché cong viéc kinh doanh vao cac san pham co gia tri cao ma théi, nhu
Mescedes Benz hay BMW.

General Motors cd gang ban san pham, chat luong cua san pham tiy
thudc vao gia ca

“Putting quality on the road” la khau hiéu mai nhat ctia cong ty. Mdi mot
san pham cta General Motor déu c6 cac tir “Mark of Excellence” (dau hiéu
tuyét hao). Ban doan xem Ford dang lam gi? Ho lam giéng vay “Quality is
Job 17 (pham chat 13 viéc dau tién), quang cdo cua hing Ford di néi nhu
vay.
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Chu tich cia hing Chrysler 1a 6ng Lee lacocca tuyén bd: “Ching toi
khong mubn 13 16n nhat, ching t6i chi mudn 14 t6t nhat (We don’t want to be
biggest, We just want to be the best). C6 ai tin 13 Iacocca khong mudn minh
13 16n nhat khong?

Pay 14 nhimg chét liéu to 16n bén trong cong ty. Toan thé pham chat, con
duong di dén su vi dai. No 1a nhirng khau hiéu tuy€t voi tai dai hdi khach
hang, dac bi¢t 1a khi cOng thém véi gian nhac, hoa va khiéu vii. Nhung phia
ngoai cong ty, cac 1oi nhan gdi nay roi rung 1a ta. C6 cong ty nao ty nhan
minh 13 cong ty khong c6 pham chat khong? Khong khi nao. Moi ngudi déu
n6i minh c6 pham chat, két qua 1a khong ai c6 hét.

Ban khong thé thu hep trong tdm véi pham chat hay cac ma khong c6
nhirng bénh vuc cho quan diém nguoc lai. Ban cling khong thé dat vi tri cua
ban nhu 1a mot nha chinh tri lvong thién, boi vi khong ¢6 ai mudn chon vi tri
nguoc lai (du rang c6 rat nhiéu Gng vién sang gia).

Tuy nhién, ban c6 thé dat minh vao mot vi tri nhu mot ung vién thién vé
kinh doanh hay mét tng vién vé thé giéi lao dong, va s& dugc chap nhan
ngay vi co su ung ho cho phe khac.

Khi ban dat trong tam vao viéc khuéch truong tur nglr cua ban hay gat cac
luat su ra ngoai. Ho mubn dang ky nhan hi¢u tat ca moi thtr. Muu meo nay la
dé nguoi khac stir dung tir ctia minh (13 nguoi dan dau thi tat nhién phai c6
nhiing nguot di theo). That hitu ich cho Lotus khi c6 nhitng cong ty khac
nhdy vao kinh doanh groupware. Viéc d6 lam cho linh vyc nay quan trong
hon vao ngudi ta cang kham phuc vi tri dan dau ciia Lotus.

Mot khi ban dé s¢ hitu mot tur ban phai xong ra bao v¢ n6 trén thi truong,
truong hop cia BMW minh hoa viéc nay rat hay. Tu nhleu nam, hing BMW
1a ¢d may “lai” tot nhat (ultimate *“driving” machine). ROi thi cong ty quyet
dinh m& rong day chuyén san pham va rugt dudi theo Mescedes- Benz véi
xe du lich ¢& 16n sé-ri 700. Van dé 1a & chd lam thé nao dé ca mot cin phong
khach (a living room) c6 banh xe lai 1a mot c6 may lai tdt nhat duoc, ban
chéng thé ndo cam nhan mit duong. Két qua la moi1 th bat dau tudt doc cho
BMW. May thay, hing vira giéi thiéu mot loai xe BMW nho, va mot 1an nita
tu lai (driving) lai dugc nhan manh. Cong ty da khoi phuc lai trong tam cua
ho.

Luat vé trong tam ap dung cho bat cir cai gi ma ban ban ra. Vi du nhu ma
tay, chién dich vé chong ma tiy dugc tuyén truyén ram rd trén truyén hinh
va bao chi di bi thit bai vi thiéu trong tam. Khong c¢6 tir nao lot vao duogc
tam tri nhitng ngudi dung ma ty ma c6 thé bat dau néi vé khai niém ma tay.
Quang c4o chong ma tay cung khap moi noi.

Ban c6 thé nghi rang nhiing luc luong chéng ma tay (nhiing nha chuyén
nghiép) nén bat chude cac tay tai tir chong viéc pha thai da dat trong tam vao
mot tir manh mé duy nhét- ung ho doi séng va ung ho su lya chon.
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Céc lyc luong chong ma tiy nén lam gidng nhu vay- dat trong tam vao
mot tir manh mé& duy nhat. Viéce can thiét 1a 1am sao dé ma tay ciing bi x4 hoi
tir chéi nhu 12 khong chap nhan thudc 14 bay gid vay.

MOt tir ¢6 thé 1am duoc vai tro doc nhat nay la tir loser (nguoi thua cudc,
that bai). Ngu:0’1 dung ma tuy s€ tao ra moi mat mat, thua thiét (all kinds of
losses) mat viéc, mat gia dinh, mat tu do, mat doi song Mot chuong trinh ma
noi “Ma tay chi danh cho ngudi thua cude” co thé sé tao anh huong sau dam,
dic biét 1a voi nhitng ngudi nghién, hay dung ma tay dé giai tri, d6 1a nhiing
nguol quan tam to1 dia vi xa hoi hon 1a dé chim dam trong con say.

Khi do, biét dau. Luat trong tam, mot luat cua tiép thi, c6 thé giup han
ché mét té nan 16n cua xa hoi.
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6. Quy Luat Pdc Quyén

Hai cong ty khong thé nao lam cha cting mot tir trong tAm tri khach hang.

Néu mét d6i tha da 1am chi mét tir hay da chiém mot vi tri trong tam tri
khach hang r6i thi that 1a vo ich khi ¢6 cong lam chu tir d6. Nhu di néu ¢
chuong 5. Volvo lam chu tu “safely”.

Nhleu ‘'héng 6t0 khac trong do c6 ca Mercedes-Benz va General Motors
cling ¢b gang van dung tir “safely” dé kiém 10i trén thi truong. Nhung khong
mot ai ngoai trr Volvo la nguoi thanh cong trong viéc dua tur nay vao tam tri
khach hang.

MarketingCau chuyén vé Atari la mot minh chimg cho sy nhoc cong khi
hang toan tinh tham gia vao viéc san xuat may vi tinh c4 nhan dung tai nha
(home computer). Pé chong ddi lai nhitng d6i thu da chuan bi va phong thu
vitng chic, hanh dong thay doi tén goi “game computer” c6 thé kha di chap
nhan dugc vi ¢6 1oi thé & chd d3 duoc moi nguo1 nhan thuc 1a Atari da sang
tao ra tro choi dién tor (computer games), nhung chi c6 vay thoéi. Thi truong
may vi tinh dung tai nha (home computer) da thudc vé Apple, Commodore
va cac hang khac.

Mic cho nhiing that bai tham hai d dugc ké ra, nhiéu cong ty tiép tuc vi
pham luat doc quyén. Ban khong thé nao thay d6i duoc ¥ nghi clia ngudi ta
mot khi n6 da hinh thanh. Ban chi lam cho vi tri ctia d6i thu dugc viing chic
hon ma thoi.

Federal Express dd bo tir “overnight” va c¢d gang lay tir “worldwide”
(toan thé giéi) caa DHL. “Overnight Letter” di duoc in trén bao bi cia
Federal Express trudc ddy, nay ban lai thdy in cac tir “FedEx Letter” thay
vao chd d6. Quang cdo cua hing trude day 1a cau: “Chac chan phai toi noi
trong mot dém (overnight)” thi méi day, tir “worldwide” dd xuat hién trén
quang céo cua Federal Express thay vao chd do.

Su kién nay dat ra cau hoi quan trong: Federal Express da tung lam chu
tir “worldwide” chua? C6 thé néi 1a khong bao gio. Mot ai 6 da lam chu tir
nay mét roi, do 1a DHL Worldwide Express. Khai niém cua ho l1a “Nhanh
hon nira trén thé 21017 Pé thanh cong, Federal Express phai tim cach thu hep
trong tam dé chong lai DHL. Cong ty dé khong thé 1am dugc bang cach ¢b
gang lam chu mot tir von thudc vé DHL trong tam tri khach hang.

Lai mét vi du khac vé su cong ging nham den viéc lam chu tir nglr da
thudc vé nguoi khac. Hang pin Energizer da cd ging lay khai niém “long-
lasting” (bén lau) cua pin Duracell. Mac cho nhimg cd ging cua hing
Eveready, Duracell van s& nam chic tir “long-lasting”. Hang Duracell da di
trudéc vao tam tri khach hang bang tir “long-lasting”. Ngay ca phan tén
“Dura” cling da noi1 1én dugc su lau bén.
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Cai duoc goi 1 “cong cudc nghién ciru” trd thanh cai biy dan dén sy sai
1Am cuia cac nha tiép thi.

Mot dao quan nhirng nha nghién ctru duoc tuyén dung, cac nhém nghién
clru vé trong tam dugc chi dao, cac ban tham do y kién khach _hang (ban cau
héi in sin) duoc 18p ra, va mot ban bao cao nang 2 kilogam gom mot ban ké
khai cac wdc mudn vé san pham va dich vu dugc gan cho 1a cta nguoi tiéu
dung.

Néu d6 that sy 1a nhitng gi khach hang mudn thi minh phai dua cho ho.

Van dé 16n nhat ma ngudi tiéu dung thuong gip phai khi str dung pin 1a
gi? N6 khong con dung duoc vao nhing luc can thiét nhat. Vay nguoi ta doi
hoi diéu gi & loai pin s6 mot? L& di nhién 13 sy lau bén, d6 13 cai ma minh
phai quang cdo. Ping khong? Péang tiéc, khong dtng nhu vay.

Su kién ma cac nha nghién ciru chang bao gio cho ban biét 1a da c6 mot
cong ty khac 1am chu y tudng d6 roi. Cac nha nghién ciru ndy chi mudn
khuyén khich khach hang cta ho (tirc 1a ban) gia ting sé luong cac chuong
trinh tiép thi. Ly thuyét cho rang néu ban chi du tién, ban s& lam chi ¥
tudng. Dung khong? Sai.

Céach day it nim, hing Burger King di tudt déc va chang bao gid hoi
phuc lai duoc nita. Mot ban nghién ctru vé thi truong cho biét rang: gop phan
nhiéu nhat vao k§ nghé thirc in nhanh (fast food) 1a tir “fast” (nhanh). Khong
c6 gi dang ngac nhién ca. Vi vay, Burger King déa lam diéu ma hau hét cac
nha tlep thi co tleng tam da lam, ho tim t&i van phong quang cao va noi:
“Néu thé giéi mudn nhanh, quang cdo cua ching tdi phai nodi voi ho rang
chung t61 nhanh”.

Céai ma céac nha nghién ctru da bo qua la McDonald’s da dugc nhan thirc
la hang ban hamburger (banh kep thit) nhanh nhat nuéc My. Tur “fast” da
thudc vé McDonald’s. Khong nan 1ong vé viéc nay, Burger King da phat
dong chién dich ctia ho véi khau hiéu “Thirc dn ngon nhat trong thoi gian
ngan” (Best food for fast times). Chuong trinh nhanh chong tré thanh mot
tham hoa. Vin phong quang cdo, ban giam ddc bi sa thai, cong ty phai ban di
va su xuéng dbc van ton tai.

Nhiéu ngudi da phai tra mot gia qa dat vi vi pham ludt doc quyeén.
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7.Quy Luat Bac Thang

Chién lugc ap dung tiy thudc vao bac thang ban ding.

Trong khi muc tiéu tiép thi chinh cua ban 1a chiém vi tri du tién trong
tam tri ciia khach hang, ban van khong thua trong cudc chién néu cb gang
cua ban chua thanh cong. C6 nhitng chién luge duoc ap dung khi nhan hi¢u
cua ban ¢ vi tri thir hai va thir ba.

Tat ca cac san pham déu khong dugce tao ra ngang bang nhau. C6 mot hé
théng thir tu trong dau 6c cta khach hang ma ho dung né khi quyét dinh.

marketingTrong mdi mdt linh vuc cd6 mot thang san phém, trén moi bac
thang 1 tén mot nhin hiéu. Hay néi vé dich vu cho thué xe 6td. Cong ty
Hertz da lot vao tam tri nguoi tieu dung va co vi tri trén cung cua thang. Avis
14 hang chiém vi tri thir hai va Natinal & bac thi ba.

Chién luoc tiép thi cua ban phai tuy thudc vao viéc ban da xam nhap vao
tri nhd khach hang khi nao va h¢ qua la ban dang ¢ bac thang nao. L& di
nhién la ¢ bac thang cang cao cang tot.

Vi dy, trong nhiéu nim Avis quang cdo vé chat lugng cao cua dich vu
cho thué xe 6t. “Finest in rent-a-cars” (chat luong tot nhat trong viéc cho
thué xe) la mot trong nhiing cau quang cao cua héng.

Khach hang nhin vao dé va sung sOt, 1am thé nao ho c6 duoc dich vu Vol
chat lugng tot nhat ma ho lai khong dung dau trong hé théng thang xép loai
cua minh nhi?

R&i thi Avis da 1am mot viée can phai lam néu mudn tién 1én trong tam
tri khach hang. Avis thira nhan vi tri ctia ho trén thang san pham. “Avis chi
1a hiang thtr hai vé dich vu cho thué xe 6td. VAy tai sao qui vi lai dén véi
chung t6i? Vi rang chung toi ¢6 gang hon”. Trong 13 niam lién, hing Avis da
mat tién. Va rdi khi ho thira nhén vi tri tht hai cta ho, ho bét dau c6 tién, rat
nhiéu tién.

[t 1au sau, Avis duogc ban lai cho ITT, cong ty ndy lién ha 1énh quang céo:
“Avis dang tién 18n vi tri tht nhat” (Avis is going to be No.1).

Khach hang nghi: “Khéng, ho khong phai sé6 mot. Ho khong & bac thang
trén cung trong tam tri toi”. Va két qua 1a khach hang nhac dién thoai goi
cong ty Hertz mbi khi can thué xe.

Chién lugc van dong lién tré thanh mot tham hoa.

Nhiéu nha tiép thi da khong dé ¥ dén cau chuyén cia Avis. Ho cho rang
cong ty thanh coéng vi nd ¢b gang hon (vi du c6 dich vu t6t hon). Nhung rét
cudc khong phai vay. Avis thanh cong la vi n6 da tu lién hé véi vi tri thr
nhat ctia Hertz trong tam tri khach hang.

Nhiéu nha tiép thi pham 13i giéng nhu Avis da 1am. Vira méi day truong
dai hoc Adelphi ctia thanh phd Garden- Long Island di tu so sanh minh véi
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dai hoc Harvard. Cac hoc sinh vira t6t nghiép trung hoc néi: “Poi mot phut,
dai hoc Adelphi ddu c6 nam trong dau minh dau”. Va dai hoc Adelphi da
khong thanh cong trong viéc thu hut cac sinh vién Xudt sac.

Su lya chon trong dau rat quan trong. Khach hang su dung thanh dinh gia
trj riéng cua ho dé quyét dinh céc thong tin nao chap nhan dugc va thong tin
nao phai loai bo. N6i mot cach khac, khach hang chi chap nhan cac thong tin
méi néu nd phu hop voi thang dinh gia tri ¢6 sén trong dau ho. Moi thir khac
déu bi chdi bo.

Khi Chrysler so sanh xe ctia ho v6i xe 6td6 Honda, rat it ai chiu doi xe
Preludes hay Accords dé lay Plymouths hodc Dodges. Cau quang cao cua
Chrysler: “So sanh mdt chiéc Dodge cii v6i mot chiéc Honda Accords mdi
hinh nhu thdy c6 mot chit 16 bich cho dén khi thdy két qua”. Theo quang
c40, qua 100 khach hang dugc phong van khi so sanh mot xe Dodge cii da
chay trén 100.000 km v6i mot xe Honda méi. Pa sd (58%) di chon xe
Dodge.

L4 bich (Nhu’ng chua chac 1a khong dang).

Thé con cai thang san pham trong tdm tri khach hang thi sao? C6 bao
nhi€u béc trén thang? Do con tuy thudc vao san pham duogc quan tAm nhiéu
hay it. Cac san pham dung hang ngay (thuoc 14, bia, nudc ngot, kem danh
rang, thirc an sang )) 1 nhitng san pham duoc quan tam nhiéu va ¢6 nhleu
nac thang trén gia tri cua khach hang. Cac san pham khong duoc mua sam
thudng xuyén (ban ghé, d6 dac, may cit co, vali dung hanh 1y...) thuong co
it nac thang trén thang gia tri.

Nhitng san pham lién quan dén su hanh dién ca nhan (xe 6t6, dong ho
deo tay, may anh...) cling la nhiing san pham duogc quan tam nhiéu t6i thang
gia tri c6 nhiéu nac mic du khong dugc mua sam thuong xuyén.

Céc san pham khong duoc mua sam thuong xuyén va lién quan dén mot
kinh nghiém khong duoc hai 1ong thudng co it nac thang trong danh gia cua
khach hang. Binh dién xe 6t0, v xe va bao hiém nhén mang la ba vi du.

San pham lién quan dén viéc khong thich thi chit ndo va chi duoc mua
mot 1an cho ca doi thi chang c6 nac thang nao trong danh gia. Ban da bao gio
nghe dén tén trai hom Batesville (san pham ciia hang 13 quan tai) chwa? Chac
1a chura, dui rang cong ty nay chiém trén 50% thi trudng.

C6 mot su lién quan giﬁ’a viéc phan chia thi truong voi vi tri san phém
cua ban trén thang danh gia cua khach hang. Ban thuong duoc gap doi phan
chia thi trudng so véi nhan hiéu ding o nic thang dudi ban va chi chiém
duoc mot nira thi phan cua nhan hi¢u ding & bac thang trén ban.

Vi du, Acura dung dau vé loai xe du lich hang sang cua Nhat, Lexus
ding thr hai va Infiniti ding thtr ba. Nam vua qua, Acura ban ra dugc
143.708 chiéc & M7, Lexus ban dugc 71.206 xe, va Infiniti ban 34.980 cai.
Lién hé giita ba hiéu xe dung theo tinh toan 4-2-1. Tréan chién (giira Acura-
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Lexus- Infiniti) chi mé1 & giai doan dau, cac xe con méi mé, duge du ludn va
bao chi wa thich nhiéu. Vé lau dai, khi san phém khong con kich thich nira
thi hién tugng khach s€ xay ra. (Xem chuong ké tlep Luat tay doi).

Céc nha tiép thi thuong ndi v€ “ba nhén hiéu dan dau” trong ching loai
nhu 1 mot tran chién cong bang. Hau nhu khong bao gid nhu vay. Nhan
hiéu dan dau khong thé tranh dugc sy ché ngy nhan hiéu tht hai; va nhin
hi¢u thir hai khong thé tranh duoc lam ngat thd nhan hi¢u thur ba.

Vé thirc an cho tré em 1a cac nhan hiéu Gerber, Beech-Nut va heinz. Vé
bia 1a Budweiser, Miller va Coors. Vé dich vu dién thoai duong dai la
AT&T, MCI va Sprint.

Con s6 t6i da cac bac thang 1a gi? Hinh nhu d6 1a nguyén tic s6 7 trong
tam tri khach hang. Ho1 mét s6 nguoi ké ra tit ca cac nhin hiéu ciia mot
chung loai ho nhé dugc. Rat hiém ai nhd qua 7 nhin hiéu, ngay ca d6 1a
nhitng san pham duoc cht ¥ nhiéu nhat.

Theo mdt nha tam 1y hoc cua dai hoc Harvard, bac si George A. Miller,
mot b0 oc trung binh khong thé 1am viéc dugc voi hon 7 don vi mot lac. Po
1a 1y do tai sao con s6 7 1a con s6 thong dung dé ghi nhé. Pién thoai c6 7 sb,
7 ky quan thé gidi, choi bai xi to (phé) v6i 7 14, Bach Tuyét va 7 cha lun, va
lai c6 7 loai triéu chimg nguy hiém cta ung thu.

Poi khi thang ctia ban hay loai san pham ctia ban qua nhé. La con ¢4 nho
trong céi ao 16n hon 13 con cé 1n trong cai ao nho. N6i cach khac, doi ltc tot
hon khi & vi tri thir 3 trong cai thang to hon 13 & vi tri s6 1 clia cai thang nho.

Néc thang trén cing cia cai thang nudc soda chang do 7-Up chiém,
Sprite ¢ vi tri thur hai.

Tuy nhién, trong cac loai d6 uéng khong ¢ ruou, cai thang Cola 16n hon
cai thang soda chanh nhiéu, hau nhu hai trong s6 ba nguoi tiéu thy d6 udng
khong c6 ruou tai My udng Cola.

Vi vay hiang 7-Up di leo 1én thang danh cho Cola v&i cudc van dong tiép
thi duoc goi 1a “The uncola”.

Gidng nhu tra ddi véi café. 7-Up tro thanh thir thay thé cho nudc udng
Cola. Va doanh s6 7-Up d leo 1én chd thtr ba vé d6 uéng khong c6 ruou ban
ra 0 My.

That bat hanh, nhirng ndm vura qua, 7-Up da dé tudt mat vi tri thtr ba vi vi
pham mot so luat s& dugc ban dén sau (Chu’cmg 12: Luat mo rong).

Cai thang danh gia la mot so sanh don gian nhung c6 hiéu qua rat 16n
giup ban giai quyét nhiing van dé khung hoang trong tiép thi. Trudc khi bt
dau bat cir chuong trinh tiép thi ndo, ban hiy tu hoi cac cau hoi sau: “Chung
ta ¢ vi tri nao trén cai thang danh gia trong tdm tri khach hang? Néc trén
cung hay néc thir hai?” (Hodc co thé chang & nac nao ca).

Sau do6 phai chic chan 1a chuong trinh cta ban dugc thuc hién mot cach
thuc té tuy vao vi tri cia ban trén cai thang.
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8. Quy Luat Tay Doi

Vé lau dai, mdi thi truong la mot cudc dua cua hai con ngua

Lac dau, mdi mot loai san phém la mot cai thang voi nhiéu nac, dan dan,
cai thang nhiéu nic trd thanh mot cai thang hai nAc.

Vé pin, d6 1 Eveready va Duracell. Vé phim chup anh 1a Kodak va Fuji.
Vé dich vu cho thué xe 6t6 1a Hertz va Avis. Vé nuéc suc miéng la Listerine
va Scope. Vé banh mi kep thit (hamburgers) 1a McDonald’s va Burger King.
Vé gidy thé thao va Nike va Reebok. V& kem danh ring 1a Crest va Colgate.

Khi nhin mét cach 1au dai vé tiép thi, ban s& dé dang nhan théy cudc
chién thuong tro thanh cudc canh tranh gitra hai doi tha chinh- thuong 1a mot
nhan hiéu cii dang tin cdy va mdt nhan hiéu méi vira noi 1én.

Tré lai nam 1969, c¢6 ba nhan hi€u chinh cua mot san phém. Nhan hi¢u
dung dau chiém 60% thi truong, nhan hiéu ding thir hai chiém 25% va nhan
hiéu thr ba chiém 6%; phén con lai cua thi trudong thudc quyén kiém soat
ctia nhitng nhan hiéu nho. Luat tay doi cho rang su phan chia cta thi truong
nay khong bén viing, hon thé nira, luat nay con du doan 1a nhin hiéu ding
dau s& mat phan chia thi truong va nhan hiéu thtr hai s& duoc thém phan
chia.

Hai muoi ndm sau, nhan hiéu dimg dau giam xudng con 45% thi truong,
nhan hiéu dung thi hai chiém 40% va nhan hi¢u ding thir ba con 3%. Do 1a
cac san pham Coca-Cola, Pepsi-Cola va Royal Crown Cola. Nguyén tic ndy
ap dung cho moi nhan hiéu & bat ky noi nio.

Hay nhin vao 3 hang di¢n thoai duong dai. AT&T c6 65% thi truong,
MCI chiém 17% va Sprint chiém 10%. Ai sé& thang va bai trong cudc chién
tranh dién thoai? Trong twong lai khong thé biét duge (Chwong 17: Luat
khong thé du doan). Mot tay ca cugc co thé dit cuge vao MCI. MCI di
thang dugc Sprint dé chiém vi tri tht 2, nhu vay MCI phai tré thanh doi thi
mdi noi 1én dé thay thé cho AT&T.

Sprint c6 thé cam théy dé chiu & vi tri nac thang thir ba. Chin phan trim
nghe co ve khong nhleu nhung d6 1 6 ty d6-la doanh s6 hang nam. Va thi
trudng van dang phat trién mot cach nhanh chong.

Tuy nhién, vé lau dai, Sprint co thé gdp phai rac réi nghiém trong. Hay
xem diéu gi da xay dén cho cong ty Royal Crown Cola. Trd lai nim 1969,
Royal Crown dua mot ludng sinh khi méi vao hé thong dai 1y cua hang, 350
co s& dong chai, tuyén dung cuu chil tich cong ty Rival Pet Foods va céc cuu
nhan vién cta ca Coke 1an Pepsi. Ngoai ra, hing quang cao Wells, Rich,
Greene- mot cong ty quang céo tim ¢ & NewYork ciing nhay vao cudc.
Mary Wells Lawrence- lanh dao cua hing quang céo tuyén bd: “Ching toi
xuat hién dé két lidu Coke va Pepsi”.
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Két cuc chi c6 mét nhan hiéu bi thu tiéu, chinh 1a Royal Crown. Trong
mot nén cong nghi€p da truong thanh, vi tri thr ba 1a mdt vi tri dﬁy chong
gai.

Hay ldy truong hop cong nghiép 6t6 trong nudc. Mic cho nhiéu bién
phap day tinh cach anh hung cua 6ng Lee iacocca, hang Chrysler van gap rac
101. Ve lau dai, tiép thi 13 cudc chay dua cta hai chlec Xe€.

V& linh vuc tro choi dién tir (video games). Cudi nhitng nim 80, 75% thi
truong do Nintedo khéng ché. Hai cong ty cing du cudc dua 13 hang Sega va
NEC. Ngay nay hai cong ty Nintedo va Sega tranh nhau tirng budc mdt, va
hang NEC tut lai tit phia sau. V& lau dai, tiép thi van 1a cudc chay dua cua
hai d6i thu.

Tuy véy, thoi gian cua mdi linh vuc c6 thé khac nhau. Tro choi dién tir
c6 thé thay ngay sau hai hay ba thoi vu. Thi truong dién thoai duong dai c¢6
thé 1au hon, hai hay ba thap nién.

Nganh hang khong cing v@y. Hang American Airlines chiém duoc 20%
thi truong, huéng mii vé phla trudc va rat co thé vi 1a mot Coca-Cola trén
bau troi. Mot cude chién tha vi cua hai hang hang khong Delta va United, ca
hai déu co6 duoc 18% thi truong cho mdi hang. Mot trong hai s€ cat canh
glong nhu Pepsi; hang kia s€ phai guc dau xudng gidéng nhu Royal Crown.
Vé lau dai, tiép thi 1a mot cudc chay dua giira hai hing may bay.

Phai ching cac két qiia nay 1a tién dinh? L& di nhién khong phai vay. Co
nhimg luat tiép thi khac cling c6 thé anh huéng dén két qua. Hon nira,
chuong trinh tiép thi ctia ban c6 thé anh hudong manh meé dén doanh thu cia
ban, voi gia thiét 1a _chuong trinh nay phu hop voi luat tiép thi. Khi ban & vi
the yeu thir ba, glong nhu héng Royal Crown, ban khong nén xong ra cd
gang tan cong hai d6i thu manh hon dang dan dau. Viéc can 1am 1a tao ra
mét noi tra an sinh loi (Chuong 5: Luat trong tam).

Hiéu duoc tiép thi 13 cudc chay dua cua hai con ngua, vé lau dai s& giup
cho ban hoach dinh duoc chién luoc trong ngén han.

Diéu thudng xay ra 1a khong khi nao vi tri s6 hai duoc thdy mét cach rd
rét. Viée gi xay ra O budc ké tiép tuy thudce vao su khéo 1éo ctia ngudi trong
cudc. Lay truong hop linh vuc may vi tinh xach tay (laptop computer). Hing
Toshiba di trudc voi 21% thi truong. Nhung co dén nam héng ¢ vao vi tri sO
hai la Zenith, Compaq, NEC, Tandy va Sharp, modi hing chiém tu 8- 10% thi
truong. That thich tht khi ngam nhin ca sau con ngua dang tién vao khic
quanh chi lot vira hai con ma théi. S€ 1a Toshiba va hang nao? Hang nao sé
chiem dugc vi trf tht hai?

Nhin duéi khia canh kinh t€ thi 1a mot thim hoa, khi bict bao nhiéu
nguon nguyén liéu bi phung phi trong nhiéu linh vuc nhu linh vyc may tinh
xach tay. Hién nay c6 130 hang may tinh xach tay trén thi truong. Luat tay
d6i ctia tiép thi s& tién doan con rat it trong s6 cac nhan hiéu nay ton tai cho
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dén khi thé gi6i chao don thé ky 21.

Nhin vao lich st nganh 6t6 tai My. Trong nam 1904 c6 195 loai xe khac
nhau dugc 60 cong ty lap rap. Trong vong 10 nam tiép theo c6 531 cong ty
duoc thanh 1ap va 346 cong ty bién mat Nam 1923 con lai 108 nhan hiéu xe
6t0. Ti nam 1927, con sd nay tut xuéng con 44. Ngay nay hai hang Ford va
General Motors thong tri trong cong nghiép xe hoi ndi dia, kém theo tuong
lai day bat tréc ctia Chrysler nhu mot bang chimg cu thé

Céc nha tiép thi thanh cong chu trong vao hai nic thang trén cung. Jack
Welch, Chu tich kiém tong giam d6c ndi danh cua General Electric déd noi:
“Chi c6 nhitng cong cudc kinh doanh & vi tri s6 mot va sd hai trén thi truong
cua ho moi1 c6 hy vong théng lo1 trong mot dau truong toan cdu, ma sy canh
tranh ngay cang gia tang. Nhitng nguoi khac khong lam dugc phai tap trung
lai, dong ctra hay ban di1”. Cach suy nghi nhu trén da lam cho cac cong ty
gidng nhu Cong ty Procter& Gamble trd nén hing manh. Trong s6 32 trén
44 loai san phém tai My, nhan hiéu Procter& Gamble luon ¢ vi tri th nhét
hay thtr hai ma thoi.

Trong mot thi tru’ong dang md mang, vi tri s6 ba va sd bon xem ra rat
hap dan. Doanh sb gia ting, cac khach hang méi va it hiéu biét tran ngap thi
truong. Nhimg khach hang nay khong phai luon ludén biét duoc nhan hiéu
nao dung dau, vi vay ho thuong chon ngay cai nao trong c6 vé hap din hay
thich thu. Cac nhan hiéu loai nay c6 duoc vi tri s6 ba hay s6 bon.

Thoi gian troi qua, cac khach hang nay hoc hoi duge kinh nghiém, tro
nén khon ngoan hon. Ho muén nhan hiéu dan dau, cin ctr vao gia thuyét
ngay tho 12 nhan hiéu din dau phai tét hon.

Chung t6i nhic lai: Khach hang tin rang tiép thi 1a cudc chién cia san
pham. Cach suy nghi nay giit cho hai nhan hiéu trén cung: “Chiing n6 phai
t6t nhat vi chung dimg dau”.
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9. Quy Luat Pbi Nghich

Khoi tao béi: study | Bang badi : tinkinhte | Cap nhat: 24/04/2009 20:32

E-mail | Ban in | Luu xem sau

Néu ban dang nham vao vi tri thr hai, chién lugc cta ban bi nguoi dung
dau quyét dinh.

Trong sttc manh c6 sy suy yéu. Bat ctt khi nao ngudi dimg dau manh, 13
c6 co hdi cho ngudi nao ¢ vi tri thir hai 1at nguoc lai.

Gidng nhu mot d6 vat dung sitc manh cua d6i thi dé chong lai chinh doi
phuong. Mot cong ty phai tim cach 1at d6 strc manh cua cong ty dimg dau.

Néu ban muén thiét 1ap mot chd dimg chic chan & bac thang thir hai, hay
nghién ctru cong ty & phia trén ban. Strc manh cta ho & dau va lam thé nao
dé xoay chuyén thé manh d6 thanh thé yéu.

Ban phai kham pha ra ban chat cua ké dan dau va roi chi ra cho khach
hang thiy diéu nguoc lai. (n6i mét cach khac, ding gang lam tét hon, ma cb
gang lam khac di). Thuong thi hing mdi ndi 1én chéng lai hang di c6 uy tin
lau do.

Coca-cola 1a san pham c6 ca trim tudi. Chi c6 bay nguoi trén thé gidi
dugc biét cong thirc ctia Coke, n6 duoc giir trong ti sat ¢ thanh phd Atlanta.
Coca-cola 12 san pham lau doi va on dinh.

Tuy vy, stt dung luat d6i nghich, Pepsi-Cola d3 14t nguoc ban chat cia
Cola dé trd thanh sy Iya chon ciia thé hé méi: Thé hé Pepsi.

Khi nhin vao khach hang ctia mot loai san pham nao d6, hinh nhu ¢6 hai
loai ngu0'1 c6 nguoi mudn mua san pham cua héng dan dau va cé nhiing
nguoi khong mudn mua san pham cua hing din dau. hang c6 chiéu hudng &
vi tri thr hai cAn phai thu hiit nhom ngudi th hai. N61 mot cach khac, ding
& vi tri chong lai hang dan dau, ban phal lay di tat ca nhitng khach hang
khong mua ctia hing dan dau. Neu nguoi gia uéng Coke, nguoi tre uong
Pepsi, thi s€ khong con ai dé udng Royal Crown Pepsi. C6 nhiéu hang & vi
tri s6 hai c¢6 gang lam tot hon hing dan dau, ddy 13 mot sai lam. Ban phai
gid1 thi¢u minh nhu 1a mot sy thay the (Alternative).

Tap chi Time xay dyng tén tudi cia minh bang cach Vlet bong bay. Vi
vay Newsweek 1am cach khac di bang 16i viét thang vao van dé: “chung t6i
phan chia cic su kién theo nhiing quan diém”. N6i cach khac, tap chi
Newsweek néu ra quan diém ctia n6 trong muc xa luan, chit khong dua vao
phan tin tirc.

Poi khi ban can phai tan nhan. Hang Scope — thubc sic miéng c6 mui vi
ngon — gan nhan “hoi thd ¢6 mui thuéc” (medicine breath) cho ddi thi canh
tranh ciia minh 1a Listerine.

Nhung khong phai chi don gian ha guc doi phuong. Luat dbi nghich con
1a con dao hai ludi. N6 doi hoi phai danh ngay vao diém yéu cua doi phuong
ma khach hang nhan ra ngay (ban thiy minh s& c6 mui bénh vién ngay khi
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xuc miéng bang Llsterlne) Ngay sau do phai xoay ngay lud1 dao lai. (Scope
1a chat xc miéng c6 vi ngon ma lai g1et duoc vi khuan).

Ciing trong linh vyc nude sac miéng. C6 mot vi du vé su vo ich cta viéc
muén loai trir ngudi din dau. Nam 1961, hang J ohnson&Johnson gidi thi€u
nudc suc miéng hi¢u Micrin dat trong tam vao su xuét sic c6 tinh khoa hoc,
chi vai thang Micrin tr¢ thanh nhan hiéu co6 vi tri thir hai, nhung véi chiéu
huéng diét trir vi khuan — Listerine cling 14 nhan hiéu c6 tinh khoa hoc. Cho
nén cling vao ndm 1995, khi cong ty Procter&Gamble gidi thi¢u nude sic
miéng Scope, cong ty da sir dung vi tri d6i nghich 14 Scope trd thanh nhan
hi¢u dung tht hai. Vao khoang nam 1978, Johnson&Johnson phai rat lui
khoéi thi truong khi Micrin chi con chiém duogcc 1% thi trudong nudc suc
miéng.

Khi bia Beck vao thi truong MY, no ciing gay ra rac roi. N6 khong phai
1a bia nhap khau dau tién (d6 1a bia Hemken) ma no cung chang phai 1a bia
buc dau tién nhap khau (d6 1a Lowenbrau. “ ban di ném thir loai bia Puc
noi tiéng nhat & My (Lowenbrau), bay gid xin ném thir loai bia Pirc noi tiéng
nhat & Duc”.

Ngay nay bia Beck’s 1a loai bia chau Au ban chay th hai tai My. (Khi
no6i dén bia Plrc nguoi My tin tudng vao cai miéng ctia ngudi Ptc hon 13
cua chinh ho). Pay 1a mét vi du dién hinh hiém hoi vé su nguoc lai cua qui
luat din dau va gay anh hudng vao cac nhan thirc ciia ngudi tiéu thu ngay
nay. T4t ca nhimg viéc nay chi 1 1y thuyét ké khi bia Lowenbrau duoc san
xuat tai M¥).

Khi san pham bi cii di, n6 thuong gip phai mot sé nhimng bat loi. Picu
nay that sy dung vai linh vuc thudc udng. Aspirin dugc gio1 thi¢u tr ndm
1899, voi hang ngan cugc nghién cliru y hoc v€ aspirin, di nhién nguoi ta phai
tim ra sai soOt cia san pham nay. That vdy, ndm 1955 ho tim thiy nguyén
nhan 10 loét bao tir vi thuéc Aspirin, dung lic cho thude Tylenol dugc tung
ra.

Véi moi triéu trimg “loét bao t”” kha pho bién, Tylenol nhanh chong lay
vi thé ctia Aspirin. Quang cdo cta Tylenol: “Dé danh cho hang triéu ngudi
khong duoc phép udng Aspirin”.

Ngay nay Tylenol d3 c6 thé chup cai mii “ruou Vodka Nga gia hiéu” 1én
ruou Vodka My nhu Smirnoff, Samovar va Wolfschmidt b:?mg mot cach that
don gian. Hang cho cac khach hang biét cac loai Vodka My dugc 1am & céac
bang Connecticut, Pennsylvania va Indian, con ruou Stolichnaya lam &
Leningrad (St. Peterbourg)-Nga, va do 1a sy that.

Néu mudn phu nhan co6 hi¢u qua thi nhitng diéu néu ra phai 1a sy that.
Mot vi du khac vé viéc tao sy phu nhan, chdi tir d6i vé6i dbi thu cua minh.
Hang Royal Doulton China ding quang céo sau day: “Royal Doulton, d6 st
ciia Stokeon-Trent (Anh) chdéng lai Lenox, d6 st cia Pomana (bang New
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Jersey)”. Quang cdo tung ra bang su kién 1a: moi ngudi tudng rang dd st cla
hang Linox 13 s nhap khau nhung that su 13 san pham cua Lenox lai duoc
lam & thanh phé Pomona, bang New Jersey. Bang cach noi ra xuat x@r cta
san pham Lenox, Royal Doulton dd néi 1én dugc diéu ma san pham caa ho
méi that su 13 st nhdp tr Anh. Ly do: hau hét moi nguoi déu kho co thé
tudng tuong duoc dd st cua Lenox lai do cac thg thu cong lam ra tai mot
chd té nhu thanh phd Pamona bang New Jersay. ( Va néu dan chung & Anh
doc quang c4o nay ho s€ cudi rd 1én, bdi vi thanh phé Stoke-on-Trent cling
t¢ y nhu Pamona vay).

Tiép thi truong 1a mot tran chién gianh sy chan chinh. Nhan hi€u ding
nhat thuong hinh dung dich thu cua ho 1 nhitng ké 1am hang gia.

Mot vi tri thtr hai gié1 khong dugc rut ré. Khi ban chiu thua khong dat
trong tam trd thanh vi tri s6 mot, ban tu hai minh. Khong nhiing dbi véi d6i
tha ma con dbi v4i tat ca moi ngudi trong cung linh vyc nita.

Nhin lai cau chuyen cua hang Burger King nhitng ndm vira qua. No da
gap kho khan trong vi tri s6 hai ciia k¥ nghé banh my kep thit. Thay d6i ban
giam dbc, cht nhan mai, va mot doan cac cong ty quang cio.

Khong can phai xét lai nhiéu lam ciing thay 16i 1am cta no.

Nhitng nam thanh céng nhat cua Burger King 13 thdi gian no tan céng
Héang quang cao “hay an theo cach cua ban” (Have it your way), co y gicu
cot Mc Donald d3 san xuat banh my kep thit theo kiéu hang loat. Roi tiép
theo 1a “Nudng chir khong chién” (Broilling, not frying) y noi chién sé cé
nhiéu md& hon nudng. “Khong 16 danh bai Mc to 16n” (Whopper beats big
Mac). Tat ca cac chuong trinh trén da gitp Burger King gilt viing vi tri s0
hai cua minh.

Roi vi 1y do khong ai biét, Burger King bo qua Luat Poi Nghich cua tiép
thi. NO trd nén rut re va ngung tan cong Mc Donald’s. Cac khau hiéu: “ Thirc
an ngon nhat cho thoi gian nhanh nhat” (the best food for the best time).
“ching t61 lam theo cach anh lam” (we do it the way you do it) ... Ho con
bat ddu mot chuong trinh thu hut tré em ma khéng biét rang sitc manh chinh
cua Mc Donald 1a ¢ linh vuc nay.

Burger King khong thé giir viing vi tri thir hai duoc nita. Doanh thu giam
sut va chua khi nao hoi phuc lai nhu khi 6 vi tri tn cong. Hang Burger King
d3 pham sai 1am 13 khong gitt vitng duong 16i dbi nghich.
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10. Quy Luat Phan Hoa

Ciing nhu vi tring don bao ameoba phan chia trong 6ng nghiém, dau
truong tiép thi dugce coi nhu 1a mot dai duong cac ching loai khong nging
phat trién.

Mot loai san phrflm bat dau nhu 1a mét thyc thé. Nhu 1a may vi tinh, qua
thoi gian, ching loai ndy phan ra nhiéu nhanh, mdy vi tinh loai 16n
(mainframe), loai nhd (minicomputers), loai dung trong kinh doanh
(workstation), may ca nhan (personal computers), loai xach tay (laptops),
loai s6 ghi chu (notebooks), va c6 ca pen computers.

Ciing giéng nhu vi tinh, xe 6 to bat dau véi mot chung loai doc nhat. Ba
nhan hiéu (Chervolet, Ford va Plymouth) khéng ché thi truong. Roi thi
chung loai nay phan ra. Ngay nay chung ta c6 loai xe sang trong, xe gia ca
trung binh va xe gia ré. Xe to, xe vira, xe nho, xe thé thao, xe quay ca bon
banh, xe dung dé giai tri, xe khach loai nhé.

Trong cong nghiep truyén hinh, ABC, CBS va NBC c¢¢ luc chiém dén
90% lugng ngudi xem. Ngay nay chung ta ¢6 hang truyén hinh doc 1ap, hang
truyén hinh cap, héng truyén hinh phai tra tién, hang truyen hinh gido duc
cong cong, va sap toi ching ta s& c6 cac loai truyén hinh instore va
interactive.

Bia ciing c6 khai dau tuong tu, Ngay nay chung ta c6 bia nhap khau, bia
ndi dia. Bia hao hang (premium), bia binh dan, bia nhe, bia tuoi va bia nang.
Con c6 ca bia khong alcohol (khong co con)

Luat phan hoa anh huong dén céc quoc gia (Dan chimg la vu 16n x6n &
Nam Tu). Nam 1776, ¢6 vao khoang 35 dé qudc, vuong qudc, qudc gia trén
thé gidi. Vao chién tranh Thé gidi tht hai, s6 nay gia tang gap doi. Vao nam
1970, ¢6 hon 130 quéc gia. Ngay nay, khoang 190 quoc gia dugc thé gidi
cong nhan 13 quéc gia c6 chu quyén.

Nhin véao linh vuc 4m nhac. C6 lic chi c¢é nhac ¢d dién va nhac pop.
Dinh cao ctia nhac pop 1a chuong trinh 10 ban nhac dtimg dau trong tuan (top
ten hits of the week).

Vo tuyén truyén thanh (radio) cling bit chudc tuong tu véi chuong trinh
40 bai ding dau (Top 40). Ngay nay, chuong trinh Top 40 d3 tan rd vi khong
phai chi c6 mot bang ké (one list) nhu trude nira.

Billboard, thanh kinh cta viéc kinh doanh am nhac c6 11 ban hay nhét
riéng & (hit lists): c6 dién (classic), jazz hién dai, dong qué (country),
crossover, khiéu vii (dance), La-tinh (Latin), jazz c6 dién, nhac pop, nhac
rap, nhac rthythm, nhac blues, va nhac rock. Va c6 ca thay 11 ngudi dan dau
cho 11 loai nhac. B¢ 1a Itzhak Perlman, Four-play, Garth Brooks, Luciano
Pavarotti, Michael Jackson, Mi Mayor Necesidad, Dave Grusin, Enya,
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Public Enemy, Vanessa Williams, va Bruce Springsteen. Mdi mot trudng
phai c6 mot phong cach riéng, mdi trudng phai déu co 1y do riéng dé ton tai.
Va mdi trudng phai c6 nguoi dimg dau riéng, hiém khi nao lai 13 nguoi dimg
dau cua trudng phai chinh thong nguyén thay.

IBM 14 nguoi ding dau loai mainframe, DEC loai mini, Sun loai
workstation... Thay vi phai hiéu y niém phan héa nay thi nhiéu lanh dao
cong ty lai tin tuong rang cac ching loai 1a su két hop. Tir “synergy” (lién
két) va tir “corporate alliance” (lién minh cong ty) la nhiing tir thoi thuong
duogc ua chudng trong phong hop cac hoi dong quan tri ¢ My. Theo New
York Times, “IBM dang ¢ tu thé san sang chdp lay giao dién cua tat ca cac
cong nghiép, bao gdm truyén hinh, 4m nhac, xuat ban va mdy tinh”. Theo
Times: “IBM hét sirc trong cho vao sy két hop dong bo cua hé théng dién
thoai v&i cac nha san xuit mdy vi tinh va truyén hinh. Thong qua d6 c6 thé
phat trién thanh mét mang ludi thong tin (network) co tbc d6 cuc ki nhanh
chong”. (Xem chuong 20: Luét thoi phong).

N6 s& khong xdy ra. Cac ching loai phan héa cht khong két hop.

Ciing nhu nhin vao dich vu tai chinh. Theo bao chi thi trong tuong lai
chung ta s& chiang con ¢6 ngan hang, hing bao hiém, ngudi méi gidi chimg
khoan, hay ngudi cho vay c6 thé chap nita. Chiing ta s& c6 nhiing cong ty
dich vu tai chinh. Nhung diéu d6 chua xay ra.

Hang Prudential, American Express va cac hang khac di roi vao cai bay
dich vu tai chinh. Ho mua cb phiéu, bao hiém nhan mang va cac tai khoan
ngan hang. Ho thich mua mdi mét dich vu tir nhitng coéng ty khac nhau.

Cach ma nguoi dan dau can 1am dé duy tri su ap déo ctia minh 1a dat cho
modi mot loai san phém vira noi 1én mét nhan hiéu mai, giéng nhu General
Motors da lam trude day voi

Chevrolet, Pontiac, Oldsmobile, Buick va Cadillac (vira méi day 1a Geo
va Saturn).

Cac cong ty da pham sai 1am khi ¢d gang 1dy mot nhin hiéu c6 tén quen
thudoc dugc moi nguoi biét dén ctia mot loai san phém va dung tén do dat lai
cho san pham khac.

Mot vi du vé sb phan ciia Volkswagen trude ddy, khi cong ty gidi thiéu
mot loai xe nho & My. Hiéu xe Beetle dem lai théng lgi 16m, n6 chiém 67%
thi truong xe nhap khau & My.

Sy thanh cong di khién hing Volkswagen bat dau nghi 1a co thé bat
chude hang General Motors ban xe 16n hon, chay nhanh hon va c6 hinh dang
thé thao. Hang da lay bat cr kiéu ndo san xuat & Ptc va chd qua My. Nhung
khong gidong nhu GM, ho déu goi cac xe ndy 1a Volkswagen.

Quang cao noi: “Céc loai xe Volks khac nhau danh cho cac khach hang
khac nhau” (Different Volks for different folks). C6 tat ca 5 kiéu khac nhau:
loai Beetle, loai 412 Sedan, loai Dasher Thing va cd mot loai xe chd khach
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loai nho (station wagon). Khong can phai néi, chi c6 mot loai xe con tiép tuc
ban duoc, d6 1a xe “nhd” Beetle. Pugc lam. Volkswagen da tim dugc cach
stra sai viéc nay. Ho ngung ban xe Beetle tai My va bat dau ban loai xe gia
dinh c& 16n, chay nhanh, gia dét mang nhan hi¢u Volkswagen.

G160 day thi ban lai c6 nao la xe Vanagon, xe Sirocco, xe Jetta, xe Golf
GL va xe Cabriolet. Ho lai con xay dyng ca mot nha may dé san xuat céc
loai xe moi that ky la nay.

That bat hanh cho Volkswagen, loai xe nho tiép tuc banh truéng. Tt khi
nguoi ta khong thé tim dugc loai xe bén va kinh t& nhu VW, ho doi hudng
qua xe Nhat Toyota, Honda, Nissan.

Ngay nay con s6 67% thi truong ciia Volkswagen tut xudng con lai 4%.

Volkswagen khong phai 1a cac nhin hiéu nhé & Chau Au nhu Saab va
Alfa Romeo, ma Volkswagen 13 nhin hiéu xe ban chay nhat Chau Au. Xe
VW béan ra & My tuong tu nhu xe VW ban ra & Chau Au. Chi c6 nhan thuc
ctia ngudi mua 13 khac nhau. O My, xe Volkswagen c6 nghia 1a loai xe nhd,
x4au xi. Khong ai 6 My mudn mua mot xe to, dep hi€u Volkswagen ca.
(Chuong 4: Luat nhan thtc).

Mot dich tha canh tranh cua Volkswagen 1a Honda quyét dinh nhay vao
cudc. Thay vi dung tén Honda cho loai xe sang trong, ho gidi thi¢u xe Acura.
Ho chon ca phuong phap ton kém 1a tao ra cac dai Iy Acura riéng r& dé tranh
su 1am 14an v&i Honda.

Va Acura tré thanh xe Nhat loai sang dau tién dugc ban & My, ngay nay
Honda ban rit nhidu xe Acura, nhiéu hon 1a Volkswagen ban xe
Volkswagen. Hang Honda hién nay c6 hai nhan hi¢u dung dau hai loai xe.

Piéu 1am cac nha din dau khong dam lay tén khac cho mot loai san
pham méi vi ho khong biét diéu gi s& xay ra cho cac nhan hiéu dang c6 cia
ho. Nhu General Motors da cham chap trong viéc quyét dinh san xuét loai xe
tbt hao hang nhu cac hang Mercedes-Benz va BMW da lam dugc. Con mot
Iy do 1a néu c¢6 mot hiéu xe mdi ding trén xe Cadillac c6 thé s& 1am cho céc
dai 1y xe Cadillac turc gian.

pé dung hoa, GM thu cd gang chiém thi tru’cmg cao hon thi truong
Cadillac bang cach gioi thiéu xe Cadillac Allante voi gia 54.000 d6 la. Nhu
qua bom no, tai sao ngum ta c6 thé tiéu mot so tién nhu vay cho mot chiée
Cadillac, trong khi nguoi hang xom c6 thé nghi 14 ho chi tra c6 30.000 do la?
Khong choi trdi dugc.

Mot ké hoach hitu ich ddi v&i General Motors 1a gid1 thiéu mot nhan hi¢u
moi ra thi truong xe Mercedes. (Ho co thé léy lai loai xe LaSalle ¢ dién).

Thoi diém ciling dong vai trd quan trong. Ban c6 thé di qua sém khi dua
ra mot loal san phém moi. Trd lai thap nién 50, Nash Rambler 1a xe M¥ loai
nho dau tién. Nhung Hang American Motors khong dii can dam va tién bac
dé gitr cho loai san pham nay phat trién.
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Sém t6t hon 1a tré. Nhung ban khong thé di vao tam tri khach hang trudce
tién, trur phi ban da chuan b1 thoi gian cho viéce phat trién.
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11: Quy Luét Trién Vong

Hiéu qua tiép thi chi dat duoc qua mot khoang thoi gian

Ruou 13 chat kich thich hay chit trc ché hoat dong? Néu ban budc vao
mot trong hau hét cac quan ruou, nha hang vao mot tdi thir sau sau gio lam
viéem ban chic chan rugu 1a mét chét kich thich. Tiéng on 4o va cudi dua 1a
nhiing bang ching manh m& nhat. Con vao luc 4 gid sang thi sao? Khi ban
nhin thdy mot vai vi khach say khu6t ng trén 1& dudng, ban sé& lai nghi rang
ruou la chat e ché hoat dong.

Vé phuong dién hoa hoc, rugu la mot chit lam giam hoat dong cua co
thé va tri 6¢c manh nhat. Nhung trong mdt lic, dé giam di su trc ché cua con
nguoi, rugu co tdc dung nhu mot chit kich thich.

Trong tiép thi cling xay ra nhirng hién tuong twong tu. Hau qua vé 1au dai
thuong ngugc han hiéu qua ngan han.

Doanh s6 ban ra cua mot cong ty tang hay giam cong cudc kinh doanh?
R rang 1a trong ngan han, gia tang doang s6 ban ra lam thuc day cong cudc
kinh doanh. Nhung c6 nhiéu, rat nhiéu bang chimg cho thay doanh sb ban ra
lam giam coéng cudc kinh doanh cia mot cong ty vé lau dai, boi vi khach
hang dugc chi cho biét 1a dirng mua theo gia binh thuong.

Bén canh su kién cho khach hang biét rﬁng ho ¢6 thé mua mot thir nao d6
vo1 gia r€¢ hon; mot dot ban ha gid con no1 gi voi khach hang? N6 noi réng
gia binh thuong cua ban qua cao. Sau dot khuyén mii giam gia cham dut,
khach hang c6 khuynh hudng tranh mua & cac tiém c6 tiéng 1a hay ban giam
gia.

Dé duy tri s6 ban cac hang ban 1¢ nhan thdy hau nhu ho phai lién tuc ban
giam gia. Khong phai 1a chuyén la khi di qua mot day pho ban 1¢ ta tim thay
ca chuc tiém véi ctra kinh dugc trang tri bang bién giam gia.

Viéc bét tién cho khach mua 6 t6 ¢6 1am ting doanh thu khong? Con sb
tién dugc b6t gia tang tring hop véi con sd xe ban giam di. Doanh s6 ban xe
& My giam lién tiép trong 5 nam.

Hang ban ghé 16n nhat New York la Seamans c6 chuong trinh ban giam
gia hang tuan va Seamans vira bi pha san.

Khong c6 bang chimg nao cho thay viéc ban giam gia tang doanh sO vé
lau dai. Nhleu cong ty nhan ra 1a ho ban giam gia 3 thang mot lan chi giit cho
doanh s6 khong giam di ma thoi.

Ngay khi ho nhung ban giam gia, doanh s 1ap tic tut xudng

Noi cach khac, ban duy tri vi€c ban giam gia khong phai la dé tang doanh
s ma chi dé cho doanh s6 ding tut xudng mot khi ban ngung giam gia. Ban
giam gia co tac dung nhu mot loai thudc udng. ban tiép tuc 1am boi vi néu
ngung thudc thi qua dau.
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Bat cr hinh thitrc ban giam gia nao nhu phiéu giam, khau trir hay ha gia
deu c6 khuynh huéng mach cho khach hang 1a chi nén mua khi nao c6 gia ré.
néu mot cong ty khong khi nao ban giam gia ngay tu luc dau thi ra sao?
Trong linh vuc ban 1¢, nhimg nguoi thang loi 16n 13 nhitng cong ty thyc hién
viéc “ban gid thip hang ngdy”, chang han nhu Wal-Mark va K-Mark, céc
ctra hang c6 muc tiéu thu hang hoa déu ting 1én nhanh chong.

Hau hét khap moi noi ban déu thay tinh trang gia ca vot lrrn r6i lai tut
xubng. cac hing may bay va cac siéu thi 1a hai vi du. Tuy nhién, méi day,
hang Procter& Gamble di c6 chuyén bién méi bang cach thiét lap mot gid ca
d6ng nhat, diéu nay co thé khai dau mot khuynh huéng méi.

Trong doi song hang ngdy co rat nhiéu vi du vé viéc 13i ngan han va 15
trong dai han, to1 pham la mot minh ching. Néu ban cuop ngan hang duoc
100,000 do-la, bi bat véi 10 ndm tu, ban da kiém dugc 100,000 trong mot
ngay lam viéc hodc la 10,000 do-la mot ndm trong mudi1 nam lam vi€e. cai
d6 tiy vao quan diém cia ban.

Lam phat c6 thé kich thich nén kinh té trong ngan han, nhung vé lau dai
lam phat dua dén suy thoai kinh té (nhitng nguoi khing cta brazil van chua
nhan ra diéu nay).

Trong ngan han, dn nhiéu thoa man duoc tam 1y nhung vé 1au dai n6 sinh
ra chtrng bénh béo phi va tram cam.

Trong nhiéu linh vuc khac cua cudc séng (tiéu tién, nghién ma tay ...)
hau qua 1au dai vé hanh dong ciia ban thudng nguoc lai hiéu qua nhat thoi.
Vay thi tai sao nguoi ta lai kho hiéu d6 1a hiéu qua cua chuong trinh duoc
tiép thi chi dat dugc sau mot khoang thoi gian?

Vé viéc mo rong san xuat thém san pham ngén han, viéc khuyén mai
khuéch truong khong 1am thay d01 gia tang doanh s6. cong nghiép san Xuat
bia 1a mot minh hoa rd nét cho van dé nay. Vao nhiing nam dau thap nién 70,
hang Miller High Life ting v&i doanh s6 tdng trung binh 27% mdt ndm. Sy
thanh cong cua Miller dugc kich dong bdi chuong trinh “gio cua Miller”,
chuong trinh ndy cd vil cac cong nhan ty thuong cho ngdy 1am viéc mét nhoc
cia minh bang mot chai bia Miller vao cudi ngay. Roi thi Miller ciing trd
nén tham lam va nam 1979 gidi thi¢u Miller lite, mt ¥ niém sang gia bi
chon vui dudt mot cai tén dugc mo rong ra. (Chuong 2: Luat chung loai).

Trong ngin han ca hai loai Miller c6 thé cung ton tai: Bia cho cong nhan
(High Life) va bia cho vién chia (High lite). Nhung vé 1au dai viéc khuéch
trrong san pham lam giam bt viée tidu thu nhan hiéu khac. Dau an danh
cho bia Miller High Life 1a nam 1979, 5 nam sau ngay gidi thiéu bia Miller.
Trong 5 nim nay doanh sb cta bia Miller High Life hau nhu ting gip ba, tir
8.6 triéu 1én 23.6 triéu thung. Pay 13 hiéu qua ngan han cia viéc gia ting san
pham.

Hi¢u qua dai han thi tdi té. tir doanh sb cao 23.6 triéu thung nam 1979,
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Miller High Life giam sut trong vong 13 nim xudng con 5,8 triéu thung vao
nam 1991. su sut gidm con tiép tuc.

Bia Miller Lite c6 thoat duoc trong viéc khuéch truong san pham khong?
Niam 1986, cong ty gidi thiéu Miller Genuine Draft. Pay 1a loai bia Draft dau
tién ctia hing nén ciing lay tén 1a Miller va lich sir lai tai dién. 5 nim sau
Miller Lite ¢6 doanh sb 1én dén dinh roi bat dau tut Xuéng. Mot khi su tut
xudng bat dau, khong cé cach ndo ngin can dugc.

Cho dén khi ban biét cach phai nhin nhan vao viéc gi, rat kho dé nhin
thay anh hudng cua viéc khuéch truong san pham, dic biét 1 khi cac giam
déc chi tap trung vao nhitng bao cdo qui téi cua ho.

Vi¢c xday ra cho bia Miller cling xay ra nhu cho bia Michlob nhu vay. ba
nam sau khi gidi thiéu bia Michelob nght bia Michelob loai thuong (regular
Michelob) tang doanh sO t6i dinh roi giam xudng 11 niam lién. ngay nay,
doanh s6 4 loai cua Michelob cong lai (loai thuong, loai nhe, loai manh va
bia den) ban ra 25% it hon 1 minh loai bia Michelob thuong ban ra vao nam
1978, 1a nam ma Michelob light dugc gidi thiéu.

Viéc xay ra cho bia Coors cling giéng vay. Viéc gidi thiéu Coors Light 1a
Iy do dan dén su sup do cua Coors Regular, ngdy nay chi ban dugc % doanh
s trude day.

Ngay ca vua bia ciing xudng doc. Sau khi doanh s ban hang nim gia
tang kéo dai, bia Budmeiser tudt doc lién tiép ba nim lién. Ly do? Vi bia
mo1 Bud Light.

Ban c6 thé nghi rang bia Miller, Coors hay Anheuser-Blich m¢ rong san
pham bai vi bia nhe ban chay trén thi trudng. néu ban tim doc nhiing gi thay
trén bao chi, ban nghi moi nguoi déu udng bia nhe. Khong ding vay, ngay
nay, 18 nam sau khi bia nhe Miller lite dugc gidi thi€u , bia loai nhe chi
chiém dugc c6 31% trong thi trudng bia.

Trong linh vuc tiép thi khac, anh hudng cua ngén han/dai han cua viéc
mo rdng san pham xay ra nhanh hon nita.Quéan 4o Coca-cola cling xay ra cho
Donald Trump (ty phtt My). Luc dau Donald da thanh cong. Roi sau d6 ong
da khuyech truong ra nhiéu nghanh. Ong ta dit tén Trump cho bat ky san
pham nao duoc ngan hang tai tro: mot khach san, ba song bac, hai chung cu,
mot hang may bay, mot trung tam thuong mai.

Tap chi Fortune ca nggi Trump “M6t nha dau tu voi tam nhin sic bén vé
van dé quay dong vbn va gia trj tai san, mot nha tiép thi tinh khon, mot tay
budn ban tinh ranh”. Cac tap chi Time va Newsweek in hinh Donald 1én
trang bia.

Ngay hom nay, 6ng Trumo cia ching ra mac ng: 1,4 ty USD. Piéu gi
lam ong ta thanh cong trong ngan han thi d6 ciing chinh 14 cai Iy do sup d6
cua Ong ta trong dai han: sy n61 rong hoat dong.

Nhin bé ngoai tuong dé dang, nhung tiép thi thi khong phai 1a tro choi
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danh cho céc tay ttr.
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12. Quy Luat M¢é Rong

C6 mot ap luc khong thé cudng lai duoc 13 viée néi rong thém nhan hiéu

Néu ching ta bi ra toa vi vi pham cac luat tiép thi thi c6 1& phan 16n céac
cong ty My phai ngoi tu.

Trong cudn sach nay, luat bi vi pham nhiéu nhat 1a ludt Mé Rong. Diéu
t6i t¢ hon nira la cong viéc mo rong lién tyc ma cong ty du phan vao véi mot
su ¢O gang vo y thirc. né ciing giéng nhu tu quan aohay ngan keo ban gidy
ctia ban bi day ap ma khong phai do sy vo ¥ ctia ban.

C6 luc cong ty tap trung vao mot loai san pham duy nhat mang lai nhiéu
loi tirc. Ngay sau do, ciing chinh cong ty lai trai mong ra san xuat nhiéu loai
san phém va thua 16.

Lay truong hop IBM. Nhiéu nam trudc dau, khi IBM dit trong tam vao
viéc san xuat mdy vi tinh 16n (mainframe), cong ty kiém duoc hang tan tién.
Ngay nay, IBM tham du vao moi thit va cong ty vira vin von. Nhu vao nam
1991, doanh thu ctiia IBM 14 65 ty USD. Rét cudc cong ty 16 2,8 ty USD, gan
8 triéu USD mdi ngay.

Thém vao viéc ban may vi tinh loai 16n, IBM tiép thi may tinh cé& nhan,
may vi tinh cho cac co s0, phén mém, hé théng may vi tinh dién thoai...IBM
lai con thir nhdy vao san xuét vi tinh dung tai nha (home computers) kiéu
moi.

IBM d3 ném hang triéu USD vao viéc san xuat may Photcopy (sau d6
ban lai cho Kodak); Rolm (ban lai cho Siemens), hé théng v¢ tinh kinh
doanh sap (sap tiém).

Khi mot cong ty dat dugce thanh cong qua lon, ludn ludn ty tao ra mam
mong rac roi trong twong lai.

Lay trudng hop Microsoft, cong ty thanh cong trong linh vuc phan mém
vi tinh. (du chi c¢6 1/58 kich ¢& ctia general Motors, nhung phiéu cta né gia
tri hon GM rét nhiéu). Chién lugc ctia Microsoft 1a gi? Co thé tom gon trong
mot tir: More (thém nita).

Nhat bao Wall Street Journal viét: “Microsoft Corp dang hing hai tim
cach ngu tri ca viéc tmg dung phan mém chinh trong linh vuc may vi tinh ca
nhan”. Micheal Maples, chu tich tha nhat phu trach bo phan ung dyng cua
Microsoft cho rang “Cong ty cé thé chiém tdi 70% thi truong phan mém tng
dung”.

Giong di¢u nay gidng ai nhi? Am huong glong IBM. Microsoft dang ty
minh t6 chirc hoat ddng nhu IBM d3 1am, véi tat ca nhiing go1 ¥ ti€u cuc.

Microsoft 1a ngudi dan dau trong linh vuc vi tinh c4 nhan, nhung nay lai
dang theo dudi cac linh vuc hoan toan la 1dm Preadsheet (chuong trinh ké
toan vi tinh) do Lotus dan dau, Word Processing do WordPerfect dan dau va
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Business graphics ( Biéu do kinh doanh) do Harvard dan dau.

Microsoft tlep tuc ty cing phong minh bang cach banh truéng cac linh
vuc mdi. vira méi day, Microsoft mua lai cong ty Fox Software véi gia 170
USD (ban c6 thé danh ca 13 cong ty s& khai tir tén Fox thanh Microsoft).

C6 nhiéu dau hiéu de doa cho su yéu kém chién luoc ctia Microsoft. Bao
Economics, ddu nam 1992 cé viét: “6ng Gate dang sap dat mot loat ca san
pham voi nhau dua vao 6ng nghé chung. Coéng viéc nay sé canh tranh trong
toan thé cong nghé phan mém vi tinh: tir may vi tinh 16n cho dén may vi tinh
nho, tur hé théng co so di lidu t1 cac chu’O’ng trinh do biéu. khong ¢ ai
trong nén cong nghé phin mém da 1lam duoc viéc kinh doanh mao hiém day
phtc tap nay. Mic du IBM da thir lam va da that bai”.

Mot khi ban c¢6 ging 1am moi tht cho tit ca moi ngudi, ban s& khong
tranh dugc cac ric roi xay dén. Mot nha quan tri da no6iL T61 tha manh & mdt
noi con hon 13 yéu ¢ moi noi.”

Véi mot nghia hep, mo rong san pham lién quan toi viée lay tén ctia mot
san pham thanh cong (vi du: A-1 Steak sauce) va dit né cho san phadm méi
ban du tinh gidi thi¢u (vi du A-1 Poultry sauce).

Nghe c6 vé hop ly day. “chung ta liy tén A-1, mot loai nudc sdt cham
thit bo nhung vi nguoi ta dang c6 khuynh hudng an thit ga nhiéu hon thit bo,
vay hay lam nudc sOt thit ga. Va ¢o tén nao tot hon A-1, nguoi ta s& blet la
nude sot chim thit ga do cung mdt nha san xuét s6t chim th;t bo lam ra”.

Nhung ma tiép thi 13 tran chién cta nhan thtr chir khong phai san pham.
Trong tam tri khach hang, A-1 khong phai 1a t€n nhan hi¢u ma la t€n nudc
cham thit bo. Khach hang thuong néi: “cho ti chai A-1” va khong c6 ai phai
hoi lai “A-1 1a cai gi?”.

C6 rat nhiéu cach mo rong san pham, nhiéu nhu 14 cac hanh tinh trong vii
try vay. va hang ngay déu c6 mot cach mai duoc nghi ra. Vé lau dai, va vai
su canh tranh nghiém trong, viéc mé rong san xuat thém san pham khong
bao gi¢ thanh cong.

Tao ra nhiéu mui vi 1 cach thong dung nhat dé ¢ gang chiém thém thi
truong. nghe c6 vé ding nhung thuc su lai khong nhu vay.

Tré lai ndm 1978, khi 7-up chi c¢6 mui vi nude chanh khong cé chat cola,
n6 chiém duoc 5-7% thi truong do udng khong ¢ ruou. roi thi hing c6 thém
vao 7-up Gold (7-up vang), Cherry 7-up (7-up vi anh dao). Ngay nay, 7-up
chi con ¢6 2,5% thi phan.

Nhin vao bat cit noi ndo ban déu thiy dau 4n ctia viéc mo rong san pham.
do6 cling chinh 1a ly do tai sao cac ctra hi¢u chat &t voi cac nhan hi¢u (co6 1300
loai dau g01 dau, 200 loai thuc an sang lam tur ngi cde, 250 loai dd uéng
khong c6 rugu).

Mot diéu bat di bat dich, bat ctr nhin hiéu din dau mét loai san pham nao
déu 13 loai nhan hiéu khong md rong thém san phém. léy vi du thirc an cho
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tré em. Hang Gerber chiém 72% thi trudng, bo xa hai hing Beech-Nut va
Heinz, 1a hai nhan hi¢éu mo rong san phém.

Mic cho bang chimg 13 mé rong san pham khong thanh cong, cac cong
ty van tiép tuc lam viéc ndy. Pay 1a mot vai vi du:

Xa bong Ivory. Dau goi Ivory?

Keo Life Savers. Keo cao su Life Savers?

Quet ga Bic. V& phu nit Bic?

Nudc hoa Chanel, nudc hoa Chanel danh cho qui 6ng?

Ruou Tanqueray. Ruou Vodka Tanqueray?

Bia Coors. Nudc udng Coors?

Tuong ca chua Heizn. Thuc an danh cho tré em Heizn?

B4o USA Today. “USA Today trén TV”?

Giay thé thao Adidas. Nudc hoa Adidas?

Quan 4o Pierre Cardin. Rugu Pierre Cardin?

Quan jeans Levi’s. Gidy Levi’s?

Ed Fogarty, chu tich hang Colgate-Palmolive noi: “ chung t61 mudn nang
nhan hiéu cin ban cta chiing toi 1én va gan nhan hiéu nay l1én cac san pham
mo1”.

David W.Johnson, tong giam d6c hang stp Cambell: “ting cudng va mo
rong pham chat cao, dung nhan hiéu hién c6 cho cac san pham méi hon 13
phat hi¢u nhan hi¢u maéi™.

Chu tich cong ty Del Monte: “chung t6i nd lyc mot cai tén duy nhat,
chung t6i dang néi rong cai tén Del Monte cho céc loai san pham méi”

Deniel Abraham. Chu tich cong ty Ultra Slim-Fast: “S€ c6 cac loai xtp,
mi 6ng, nude tron salat, nudc soda, nude trai cdy va cac loai thirc uéng kiéng
dugc goi 1a Slim-Fast Plus”. (Chic may méan va chic 6ng Abraham ngi
ngon).

Tai sao cac cap quan tri cao nhat lai tin tudng rang viéc mé rong san
pham s& thanh cong mic cho nhitng bang chimg x4y ra trai nguoc han? Mot
Iy do 1a viéc mo réng san phém s& thua 16 vé lau dai nhung lai thang loi
trong ngan han (Dleu 11: Luat trlen vong).

Ban giam dbc ciing bi mo mat vi nhiing sy trung thanh cuc ky véi cong
ty hay nhan hiéu. Tai sao cong ty Pepsi co thé dua san pham Crytal Pepsi
hay 1a sy that bai ctia Pepsi Light va Pepsi AM chua du stc thuyét phuc?

Nhiéu hon chinh 14 it di. Nhiéu san pham hon, tién kiém duoc sé it hon.
“Tang hét toc d6 vé moi hudng”. hinh nhu d6 13 101 kéu goi ctia cac cong ty.
Khi nio cac cong ty méi thude duoce bai hoc 1a mo réong san pham chinh 1a
con duong din dén su lang quén?

ft 12 nhiéu hon. Ngay nay néu ban muén thanh coéng, ban phai thu hep
trong tam dé tao dugc mot chd ding trong tam tri cia khach hang.

IBM la dai dién cua cai gi? N6 da tung la dai dién linh vuc may vi tinh
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16n (mainframe computer). Ngay nay n6 la moi thir khac,nghia 1a khong gi
ca.

Tai sao cong ty Sears, Roebuck gip rac rdi? béi vi ho mudn tat ca moi
thir cho tat ca moi ngudi. Hang Sears rat thanh cong trong viéc kinh doanh
cac mit hang cimg (may moc), rdi thi né chay qua kinh doanh hang mém va
thot trang. Cong ty lai con thué ca nguoi mau Cheryl Tiegr. (khong biét cac
cd nguo1 mau thoi trang c6 thuc sy mua vay tim ngan cua ho ¢ cac cura hang
Sears hay khong?).

Trong cai nhin udc 1€, mdt chién lugc kinh doanh phai bao gém viéc
khuéch truong tat ca moi tdm nhin. Noi cach khéc, loai ¥ niém hay ¥ kién
nao du 16n dé bao trum tat ca cac san pham va dich vu cia cong ty cho thi
truong hién tai va du tinh cho thi truong tuong lai?

Trong cai nhin uéc 1¢ chién lugce 1a mot cai 1éu vai l6n. Ban phai cang cai
1éu cho du 16n dé no co thé gitr tat ca nhitng giban mudn trong do.

IBM di dung mot cai 1éu mdy vi tinh rat to. KHong co g1 thudc vé linh
vuc vi tinh ngay nay cling nhu tuong lai lot ra ngoai céi 1éu vai caa IBM (the
IBM tent). DPay la mdt cong thirc cia tham hoa. Mgt khi cac cong ty mai, san
pham méi, ¥ twéng mdi xam nhap du trudng vi tinh nhu mot con gid, IBM
s& bi thoi bay mat.

Ban khong thé bao vé mot thi truong may vi tinh dang tang truong, ngay
ca khi ban manh kinh khing vé tai chinh nhu IRM. Trén quan diém chién
lugc ban phai tuyen lua, ndm bét va lya chon can than tung linh vuc dé cang
cai 1éu cua ban 1én.

Vé tinh chién luoc, General Motors cung 1a ho1 dong thuyén véi IBM.
GM dé khong bo qua bat clr cai gi va tat ca cai gi lan trén banh xe. Xe du
lich, xe thé thao, xe ré tién, xe mic tién, xe chd hang 16n, xe chd cac loai
nho, ngay ca xe chay bang dién. Vay thi chién luoc cia GM la cai gi? Néu
cai gi do lan duogc trén duong 1a ho rugt theo.

Pbi v6i nhicu cong ty, mo rong san pharn 1a mot cach dé dang nhat. Phat
dong mot nhan hiéu mai khong nhitng can tién bac ma con phai c6 ¥ kién
hay y ni¢m. Pé mot nhin hiéu méi c6 co thanh cong, no phai la nhéan hiu
dau tién cua loai san pham do. (chu’ong 9: Luat d6i nghich). Céc cong ty doi
cho dén khi co mot thi truong mai duge trién khai thi hai vi tri ding dau da
c6 ngudi chiém mat roi. Vi vay ho lai quay tré lai véi chiéu hudng mé rong
san pham cil.

Phuong thudc tri bénh mo rong san pham 1a su can dam cta cong ty, mot
mit hang hiém hoi trong thdi budi hién nay.
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13. Quy Luat Hi Sinh

Ban phai cho di dé roi nhan lai

Luat hi sinh d6i nguoc lai vo1 Luat mo rong. Ngay nay, néu ban mudn
thanh cong, ban phai bo bst di. Co ba thr phai hi sing: san pham, thi truong.
duoc nham t6i va su thay doi lién tuc.

Thir nhét: san pham. sach nao viét ring mudn ban dugc nhiéu ban phai
ban nhiéu hon?

Mot day chuyén san xuat du thr 1a mot trang strc phi phiém danh cho ké
thua cudc. Néu ban muén thanh cong, ban phai giam bét san pham cua day
chuyén san xuat chit khong phai mé rong ra.

Hay coi truong hgp cong ty Emery Air Freight. Emery tham dyu vao kinh
doanh dich vu chuyén cho hang héa gi, ban c6 thé giri qua Emery. Géi hang
nho, kién hang 16n, guri nhanh trong dém, gtri cham.

Tir mot quan diém tiép thi, Federal Express lam gi? Hang chd tim vao
mot dich vu: guii g6i hang nhé qua mot dém 1a dén. Va ngayf nay Federal
Express da trd thanh cong ty 16n hon Emert gip boi. Sttc manh, sy hy sinh
ctia Federal Express co thé dit tir overnight vao tam tri khach hang. Khi can,
nhat thiét phai t61 sau mot dém, ban hady goi Feredal Express.

R6i sau d6 Feredal Express da lam gi? Hang lam giong nhu Emery da
lam. N6 da vt di vi tri overnight bang cach mua lai Hang Tiger
International’s Flying Tiger cargo line v&i gia 10 trigu USD.

Bay gid Federal Express tro thanh hing chd hang bang may bay trén
khap thé giUi ma khong c6 duoc vi tri khip thé giol (worldwide position).
Trong thoi gian ¢ 21 thang, Federal Express da 16 1,1 ty USD cho hoat
dong quoc te.

Tlep thi 14 mot tro choi chién tranh tdm ly. Bo 1a tran chién cta nhan
thire, khong phai cua san pham hay dich vu. Federal Express lam cha vi tri
overnight.Trong dau khach hang, Federal Express 1a hing gui hang nhanh
qua dém. Khi chuyen qua kinh doanh trong thi truong quéc té, Federal
Express da phai d6i dau véi mot tinh trang tiép thi kho xtr. Phai dung mot cai
tén quoc noi cho cac hoat dong qudc t&? Hay phai sang tao ra mot cai tén
m&i c6 tinh cach toan cau.

Hon thé nita, 1am thé nao hing c6 thé duong dau voi DHL, von 1a mot
cong ty dd tham du vao dich vu van chuyén toan cau trude tién.

That t¢ hai khi Federal Express bo ro1 y niém “overnight”, t€ hon nira la
hang da khong tim cach thay d6i n6 bang mot ¥ niém mai.

Hang Eveready ding dau linh vuc binh dién (accu) tir 1au. Nhung cong
ngh¢ moi phat trién, nhu trong hau hét cac nén céng nghiép. Cong nghé dau
tién thay doi cong cudc kinh doanh binh dién la loai binh dién manh (heavy-
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duty battery). Ban s€ goi loai binh di¢n manh la gi néu tén cia cla ban dang
dung dau linh vuc binh dién. Co 18 ban s& goi nd 1a Eveready heavy-duty
battery (binh dién manh Eveready), d6 ciing 14 diéu ma Eveready d3 lam.

ROi dén loai binh dién alkaline xuat hién (binh dién sir dung chat kiém).
Mot 1an nita, Eveready goi loai binh dién alkaline cua ho la Eveready
alkaline battery. Piéu nay hinh nhu ¢6 ¥ nghia.

ROi thi hang P.R Mallogy gi6i thiéu mot day chuyén san xuat dién
alkaline va chi san xuét loai binh dién nay thoi. Hon thé nita cong ty dat mot
cai tén hay hon cho n¢ la: Duracell.

Strc manh hi sinh chi san xuat binh Duracell da cho phép cong ty dua
dugc ¥ niém “ binh dién bén 1au”( long-lasting battery) vao dau khach hang.
Quang cdo ndi: “binh dién Duracell bén gap hai binh Eveready”. Hing
Eveready budc phai d01 tén binh dién Alkaline cua minh thanh “Energizer”,
nhung tré qua mat roi. Duracell d3 tr¢ thanh nguoi ddn dau trén thi trudng
binh di¢n.

Thé giéi kinh doanh pho day day nhitng trai nguoc, to 16n, da dang, nho
bé, chuyén biét. Néu sy mé rong san pham va su da dang la chién lugc thi
truong hitu hiu, ban hay trong doi de thay su phat trién mot cach toan dién.
Nhung néu khong httu higu, hau hét gap rac roi.

Tong hop 13 yéu kém. Truong hop Hang Kralt. Moi nguoi nghi 1a Kralt
la mot nhan hi¢u manh. Trong linh vuc muat va thach. Kralt chi c6 9% thi
truong, trong khi hang Smuckers c6 t61 35%. Kralt co nghia la moi thu,
nhung roi mot cai tén nhu Smucker’s, phai la mat va thach boi vi d6 1a tat ca
nhitng gi hing Smucker’s lam ra. Vé x6t mayonnaise, Kralt dugc 18% thi
truong. Nhung hang Hellmann’s co6 t61 42%.

(Kralt ¢c6 mot nhan hi€u diung dau néu noi vé su chiém linh thi truong.
Tuy nhién, nhdn hi¢u nay lai khong mang tén Kralt, d6 1a nhdn hi¢u
Philadelphia. Mot loai kem pho mai chiém t&i 70% thi trudng loai nay).

Vé cong nghé ban 1¢, ngay nay cac nha ban 1é nao gip rac rdéi? do 1a cac
trung tdm ban hang tiéu dung. Va loai ctra hang nao gip rac ri? D6 1a nhiing
ctra hang ban du moi thir. Po 1a cong thirc cho tham hoa.

Céc nha ban 1¢ Campeau, L.J Hooker va Gimbels, tat ca déu gip rac roi.
Cong ty ban 1¢ Ames va cong ty Hills vira tuyén bb phé san. Ngay ca cong ty
ndi tiéng nhat thé giéi vé hé thong ban 1é 1a Macy’s ciing da pha san.

Céac hé thong ban 1¢é gilta cac bang ciing bi pha san. Vi vy, cong ty
Interstate Department Stores da kiém tra so sach va di téi quyét dinh dat
trong tAm vao mot loai san pham duy nhat dem lai loi ttrc: d6 choi tré em.
Cong ty cling d6i tén 1a Toys “2”US. Ngay nay, Toys “2”US chiém linh 20%
thi trudong dd choi tré em toan qudc. Cong ty c6 101 rat nhiéu. Nam vira qua,
cong ty da co6 lgi nhuan 1a 326 tri¢u USD trén doanh s61a5,5 ty USD.

Rat nhiéu coéng ty ban 1¢ di thanh cong nhd theo cong thirc ciia Toys
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“2”US: thu hep trong tAm san xuét va gia tang khéi lugng hang hoa.

Céc hang Staples (cung cip vin phong pham) va Blockbuster Video 1a
hai vi du.

N6i chung vé céc linh vuc ban 1¢, nhitng ngudi thanh cong 16n 14 nhiing
nha chuyén biét:

Cong ty Limited. Chuyén ban quan 4o loai cao cép cho phu nir di lam.

Cong ty Gap. Chuyén ban quan ao mac dao phé cho cac thanh thiéu nién.

Cong ty Benetton. Chuyén vé loai quan 4o len va soi bong cho thoi trang
tre.

Cong ty Victoria’s Secret. Chuyén loai quan 4o 16t khéu goi.

Cong ty Foot Locker. Chuyén ban giay cho cac van dong vién.

Cong ty Banana Republic. Chuyén ban quan 4o mic di sin, cam trai.

(Mot khi ma Banana Republic c¢6 thé thanh cong vé mot hé thdng quan
40 nhu vay, chung ta biét ring chung ta dang sng trong mot thoi dai chuyén
biét).

Hay ban to1 su hi sinh thir hai: Muc tiéu thi truong duoc nham téi.

Ai d3 timg viét 1 ban phai tim cach hap dan tat ca moi ngudi?

Truong hop nudc Cola. Coca-cola da di vao tam tri khach hang trudce
tién va tao dugc mét vi tri that manh. Vao cudi nhirng ndm 50 chéng han.
Coke d3 ban gip 5 lan Pepsi. Lam thé nao dé Pepsi co thé chong lai vi tri
manh nhat cia Coke?

Vao nhiting nim dau cua thap nién 60, Pepsi-cola di phat trién mot chién
lugc dua vao khai niém hi sinh. Cong ty hy sinh tat ca moi loai thi trudng trir
thi truong cho gidi tré. Sau d6 cong ty di sang sudt khai phé thi trudong nay
bang cach dung cac than tuong cua gidi tré: Micheal Jackson, Lional Richie,
Don Johnson.

Trong vong mot thé hé, Pepsi dd x6a md duoc khoang cach biét. Ngay
nay, Pepsi chi kém Coca-cola c6 10% trén thi truong My. (That ra tai cac
siéu thi, Pepsi-cola ban nhiéu hon Coca-cola).

Tuy vAy, trong viéc thanh céng cua Pepsi, 4p luc banh trudng 1éu vai
luon ludén hién hitu. Vira méi day né da dau hang su cam dd. Tap chi
Avertising Age: “Hang Pepsi-cola di qua 16n cho thé hé Pepsi (gidi tré). Mot
hoat dong tiép thi dang giuong cao 14 c& Pepsi nhu d6 1a ¢6 udng khong co
rugu cho quan chiing”.

Khau hiéu méi cta Pepsi “Phai c6 bang dugc”. Quang cdo dua hinh anh
nhitng ngudi 1on tudi nhu Yogi Berra va Regis Phibin dang uéng Pepsi.

“Céc quang cao cho Pepsi trudc day da dat trong tAm vao gidi tré nhiéu
qua”, dai dién hang quang cao BBDO cho Pepsi noi: “ching ta c6 thé kiém
duoc nhiéu tién hon va chung ta can phai mo 1ong chan troi cua ching ta dé
c6 mot cai ludi rong 16m hon va tdm duogc nhiéu nguoi hon”.

Theo tap chi Fortune, Coca-cola la nhan hi€éu manh nhat thé gid1. Khi ma
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mot cong ty nhu Pepsi-cola d3 timg phat trién mot chién luoc thu hep trong
tAm ngay trudc mii cta cong ty dan dau, tai sao né lai phai thay d6i chién
lwvgc manh mé€ cua n6? Tai sao co su tin tudng than thanh 13 cai luéi rong
hon s& tom dugc nhiéu khach hon trong khi ¢6 rat nhiéu truong hop trai
nguoc.

Lay vi du hang Budweiser, Chu tich cong ty néi: “ Khi chiing ta mo mot
nha mdy cho Budweiser, chiing ta phai nhé hét toan bo nhitng nguoi trén 21
tudi, du ho 1a nam hay nir, den hay tring”.

Hay xem cac quang cdo thubc 14, nd dua ca dan ong 1an dan ba vao
quang céo. Tai sao vay? Thi ra trong thoi dai ma hau hét nhitng ngoi thude 14
1a dan ong, cac hang thudc 14 ¢ mubdn ma rong thi truong cua ho téi ca phu
nt nua.

Vay thi Philip Moris lam cai gi? Hang thu hep trong tdm vao dan 6ng ma
thoi. Hang con thu hep hon nita vao loai khach hang dan 6ng hon nita, céac
chang cao boi. Nhan hiéu nay lay tén 1a Marlboro. Ngay nay, Marboro 13
hiéu thudc 14 ban chay nhat thé gidi. Tai My, Marlboro 1a loai thudc 14 ban
chay nhét cho ca dan éng va phu ni.

Muc tiéu khong phai 1a thi truong. Nghia 1a hinh nhu muyc ti€u trén thi
truong cta ban khong phai chi 1a nhitng ngudi thuc sy s& mua san pham cia
ban. DU cho muyc tiéu ctia Pepsi cac thanh nién, nhung thi trudng sé 13 tat ca
moi ngudi. Mot nguoi 50 tudi mudn cho minh 1 29 tudi s& uéng Pepsi-cola.

Muc tiéu cac quang c40 ctia Marlboro 1a cic chang cao bdi, nhung thi
truong 13 tat ca moi nguoi. Ban ¢6 biét & My con lai bao nhiéu cao boi
khong? Rat it. ( Tat ca déu hut Marlboro).

Su hi sinh cudi cung: Thay d6i lién tyc.

O dau da viét 1a ban phai thay doi chién lugc mdi nam khi duyét ngan
sach?

Néu ban cb ging theo duoi thi trudng, ban s& chéch khoi duong di. Cach
hay nhat dé duy tri mot vi tri phu hop 1a khong thay doi ngay.

Hang may bay People Express c6 mét vi tri thu hep xuat sac khi khai su.
b6 1a mot hang may bay khong c6 gi dac biét, khong chi tam dén mot thanh
pho nao, gia ca ré mat. Chang ai leo Ién may bay cua People Express ma lai

6i: “ Chiing ta di dau day?”. Ho khong can biét di dau, mién gia re la du.

People Express lam g1 sau khi tré nén thanh cong? N6 ¢ gang lam tat ca
moi thtr cho tit ca moi nguoil. Hang dau tu vao may moc méi, nhu mua
Boeing 747. N6 bat dau nham vao cac thanh phd 16n c6 nhiéu duong bay
nhu Chicago va Denver, chua ké dén chau Au nita. Hing mua lai Frontier
Airline. Hang thém that nhiéu tht, nhu thém ghé hang nhat.

People Express mat do cao nhanh chéng va chi thoat dugc Toa An pha
san bang cach ban lai cho hang Taxes Air.

Mat khac, hang White Caslte, chua khi nao thay doi vi tri, Mot White
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Caslte ngay nay giéng hét mot White Caslte cach day 60 nam, ciing chi ban
cing mot san pham “frozen Sliders” (thit miéng dong lanh) véi gia ré khong
tudng tuong dugc. Ban co tin 1a 191 nhuan trung binh hang nam cua White
Caslte 13 hon 1 triéu USD khong? (Nhiéu hon ctia Bugger King va khong
thua Mc Donald’s nhiéu 1am). Thanh cong cho nhiing ai d4m hi sinh.
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14.Quy Luét Vé Thudc Tinh

P6i véi mdi thude tinh, déu cé thude tinh dbi 1ap hiéu qua.

Trong chwong 6 (Ludt doc quyén) ching t6i dd nhan manh riang ban
khong thé lam chii mot tir hay mot vi thé ma dbi thu 1am cha. Ban phai tim
ra mot tir riéng cho minh. Ban phai tim dugc mot thudc tinh khac.

Thuong thudng cac cong ty co rap tdm loai trir hing ding dau. Ho 1y
luan: “ Ho phai biét ho dang lam gi”. “ Vay thi hdy lam mot viéc tuong tu”.
D6 khong phai 13 ¥ tudng tot.

T6t hon hét 13 ban phai tim ra mot thudc tinh nguoc lai dé ban chéng lai
d6i tht dan dau. Tir chinh yéu & ddy 1a tir Poi nghich, chtr khong phai tir
Tuong tu. Tuong ty khong lam gi dugc.

Coca-cola 1a nguyén thily va 13 sy lya chon cta ngudi ding tudi. Pepsi
thanh cong viwf tu cho san pham ctia minh 1 ciia thé hé tré hon.

Mot khi hing kem danh ring Cresst lam chu tir cavities (sdu rag) thi cac
hang kém danh rang khac phai tranh tor nay va nhay vao ca thudc tinh khac
nhu mui vi, trang hon, bao vé hoi tho, va vira moi day la tur chat xut.

Tiép thi 1a tran chién cta ¥ tudng. vay néu mudn thanh cong ban phai co
y tuong hay, thugc tinh riéng cua minh dé dat trong tdm c6 gang cua ban vao
d6. Néu khong co, tot hon hét 14 ban phai ban gia ré, that 1a re.

C6 nguoi néi tat ca thude tinh déu khong sang tao ngang nhau. Mot vai
thudc tinh quan trong hon ddi voi khach hang hon 1a cac thudc tinh khac.
Ban phai thtr nghiém va lam chil dugc thudc tinh quan trong nhat.

Ngan ngua sau rang (cavities) la thugc tinh quan trong nhat ciia kem
danh rang. N6 di c6 nguoi lam chi. Luat doc quyén nhan manh dleu don
gian la mgt khi thudc tinh nao dé bi ddi tha dat trude, coi nhu bi mat ludn.
Ban phai tién tdi mot thudc tinh kém hon gvaf chap nhan phan chia thi
truong nhd hon. Coéng viée cua ban 13 nam céac thudc tinh khac, phong dai
gia tri thudce tinh cua ban, va nhu vay s€ gia tang phan chia 16n hon.

Trong nhiéu nam nay, IBM nguy tri thé gi¢i may vi tinh véi cac thudc tinh
ctia ho nhu “to 16n” (big) va “rat manh” (powerful), cic cong ty tim cach bén
mang dén cac thudc tinh nay déu khong thanh cong. Cac cong ty RCA, GE,
UNIVAC, Buroughs, Honeywell, NRC va Control Data di ton rat nhiéu tién
vao may vi tinh loai 16n (mainframe). Roi thi mot cong ty mdi noi tir Boston
dua ra thudc tinh “nh6” va may vi tinh loai nho (minicomputers) ra doi.
Ngay nay, “nh6” (Small) da lon 1€n dén mtrc d6 ma dé qudc may 16n IBM da
gip phai rac roi tram trong.

Mot cong ty khong hé cuoi cot voi thude tinh, ¢ tinh chat ngugQc han véi
san pham hién c6 cua né 1a Gillette, cong ty hang dau thé giol ve ludi dao
cao. Cong ty ngu tri thé gidi v6i cong nghé ludi dao cao cao cap va hop dao
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cao Cartridge. Khi mdt cong ty moi nodi 1én & Phap dua ra mot thudc tinh
pham chat dbi nghlch hang 1a dao cao dung mot lan “disposable” razor.
Gillette co thé cudi cot va tiép tuc nghién ciru xem nguoi My thich loai dao
cao duoc ché tao bang cong nghé cao cap, dit tién, ning né nao. Nhung ho
da khong lam nhu vay.

Thay vao doGillette dua ra mot loai dao cao mdt lan cua riéng ho va goi
no l1a “Good News”. Béng cach tén nhiéu tién, Gillette da théng tran dao cao
mot 1an roi bo.

Ngay nay, dao cao Gillette Good News da ngu tri linh vyc dao cao dung
mot lan roi virt di.No 16n manh t6i mirc hon ca cong cugc kinh doanh lu6i
dao cao. Van dé dao dtc: Ban khong thé du doan dugc tim c& cac thudc tinh
moi, vay dung bao gio cudi cot.

Burger King d khong thanh cong trong ¢ gang lay thudc tinh “fast” ciia
Mc Donald. L€ ra Burger King phai lam gi? Ding mot thudc tinh nguoc 1ai?
L& di nhién tir d6i nghich chinh xac nhat 1a “Slow” khong thich hop cho linh
vuc ban thic an nhanh (Du Véy, c6 mot yéu to co tinh cham chap
(Slowness) trong y ni¢ém “nudong” (Broilling) cua Burger King).

Vao bat ky tiém Mc Donald’s nao mét lan thoi ciing du thdy mot thudc
tinh khac ma Mc Donald’s da lam chu: tré em.

bay thuc su 1a noi ma tré con 161 kéo cha me vao, va Mc Donald’s da
ching to dugce diéu nay. Pay 1a truong hop tuong ty nhu tran chién giita
Coca-cola va Pepsi. Néu Mc Donald’s 1am chu tré con, thi Burger King c6
co hoi dat minh vao vi tri thé chd 1a chd danh cho nguoi 16n, bao gém ca tré
em va khong mudn bi goi l1a con nit. Nhu vay s€ thu hut tat ca moi nguoi trén
mudi tudi (mot thi trudng khong dén ndi t8).

Pé lam cho ¥ niém d6 thanh cong. Burger King 18 ra phai 4p dung luat
hy sinh, dua hét thi truong con nit cho Mc Donald’s. Trong khi lam nhu vay
s& mat di mot it khach, nhung dong thoi Burger King ciing d3 dan dugc cho
Mc Donald’s nhan hiéu 1a “kiddieland” (vuon tré) (Chuong 9: Luat d6i
nghich).

Pé dua khai niém nay vao tdm tri khach hang, Burger King cin c6 mot
tir. Ttr nay c6 thé 1a tir Grow up (16n dan 1én). Lén dan 1én véi vi thit nuéng
cua Burger King.

Khai niém méi cho Burger King ciing c6 thé 1lam cho Hoi déng quan tri
Mc Donald’s lo s¢ va kinh hoang, d6 luén luon la dau hiéu tot ciia mét
chuong trinh hiru hiéu.
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15. Quy Luét Néi Thiang

Khi ban thtra nhan mot khuyét diém, khach hang sé cho ban mot uwu
diém.

Ban chét cua cong ty hay con nguoi 1a chong lai sy thira nhan mot van
dé. Tir nhiéu nim rdi, sttc manh cua tu duy tich cuc da dugc nhdi nhét vao
dau oc ching ta. “Tu duy tich cuc” 1a dé tai vo tin ctia sach vd va bao chi.

Nhu vay c6 1€ ban ngac nhién khi no6i réng cach hitu hiéu nhat dé lot vao
tam tri khach hang 1a thira nhan mot khuyét diém trude roi sau d6 chuyén
thanh wu diém.

“Avis chi dung thir hai vé dich vu cho thué xe 6 t6”.

“véi cai tén nhu Smucker’s, phai 1a tha tot”,

“Xe hoi VW kiéu 1970 s& & vi tri xau xi 1u bén hon”.

“Joy — nudc hoa dat tién nhat thé gisi”.

Cai gi xay ra voi cac khau hiéu trén vay?

Hinh nhu bong dang cua sy trung thuc da hién hiru trong chuong trinh
tiép thi?

Trudc tién va hon tat ca, 1oi thd nhan lam bét gian nhiéu nhat. Mdi mot
tuyén bo vé khuyét diém duoc néu ra s& dugc chép nhan ngay, do la sy that.
Mit khac, mot tuyén b vé uwu diém tich cuc duogc coi nhu 1a ty khen minh,
dac biét la trén phuong dién quang céo.

Ban phai ¢ bang chimg dé ching minh duoc wu diém dé khach hang hai
long. Con hon loai thira nhan khuyét diém chang can c6 bang ching.

“Xe VW kicu 1970 s& 6 vi tri xau xi bén 1au”

Khach hang s& nghi, mot cai xe xau xi bén ngoai nhung may moc dang
tin cay.

“Joy-nudc hoa dit tién nhat thé giéi”. Khach hing s& nghi néu nguoi ta
dam tra t61 375 USD cho khoang 30 mililit, thi ding la loai nudc hoa tuyét
hao.

“Véi cai tén nhu Smucker’s phai 13 thir tot”

Hau hét céc cong ty, dic biét cac cong ty gia dinh, khong bao gio dua cot
V01 cai tén cua ho. vay ma cong ty gia dinh Smucker da lam nhu vay, do 1a ly
do tai sao n6 dan dau trong linh vuc san xuat mirt va thach. Néu tén cua ban
x4u, ban c6 hai lya chon: Déi tén khac, hay dua cot vdi cai tén do. Mot viée
ma ban khong thé 1am dugc 14 bo qua cai tén xau. Do 1a 1y do tai sao ngay
nay ban khong con tim thiy céc loai bia Gabling’s, Grolsch va Gresediek ¢
si€u thi nira.

“Avis chi 1a hang hai vé dich vu cho thué xe”. Thé tai sao lai dung né?
Chéc no sé& phai cd gang phuc vu nhiéu hon. Moi nguoi déu biét rang Avis
chi 14 hang hang hai vé dich vu cho thué 6 t6. Thé thi tai sao khach hang lai
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chap nhan cac sy that hién nhién d6?

Tiép thi thuong 13 tim kiém sy hién nhién, mét khi ban khong the thay
d6i duoc tim tri khach hang d3 duoc hinh thanh tir trude, moi cb gang tiép
thi ctia ban phai tap trung vao vi¢c st dung cac chuong trinh tlep thi bao
thong minh nhu chuong trinh ctia Avis, chi 1a mgt hang hang hai.

Tu duy tich cuc da dugc ca tung thai qua trén h¢ thong thong tin 16n
manh trong x@ hoi cua chung ta da khién ngudi ta dé phong va thanh trong
d6i v4i cac cong ty mudn ban cai gi d6 cho ho. Thira nhan mot van dé 1a diéu
ma it cong ty da lam.

Khi mdt cong ty bat dau thira nhan mot van dé, nguol ta thuong co
khuynh hudng c6i mo hon voi nd. Hay nghi lai khi co ai dén voi ban va nho
giai quyet van dé gi, ban thuong sot

sang tham du va giup 4o ngay. Bay gio nghi coi, néu co ngudi bat dau
cau chuyén vdi su tan duong viéc ho dang lam, c6 1€ ban s€ it thich thu hon
dé nghe.

Véi thai @6 ¢& mo cuia nguoi ta ban dang ¢6 mot vi tri tdt dé ban v kién
cua ban. Cach day vai nam, hang Scope budc vao thi truong nudc sic miéng
Vo1 tor nudce suc mi¢ng “vi ngon”.

Goi ¥ 1a Listerine c6 vi kinh khung. Hang Listerine phai lam gi? Chac
chan khong thé néi v6i khach hang 1a “mui vi cta Listerine khong hé dén
nhu vay dau”. Diéu d6 cang ciing ¢6 thém nhan thic tiéu cuc cua khach hang
vé san pham. Tinh trang c6 thé t6i t& hon. Thay vi vy, Listerine di thong
minh hon st dung Luat No6i Théng: “cai vi ma ban ghét hai 14n mét ngay’’.
Khong nhitng thira nhan 1a nguoi ta thuc sy khong ua mui vi do. ( Bay gio
do 1a su that ma).

Piéu nay dua dén ¥ tudng 1a Listerine diét trir vi khuan. Khach hang sé
lap luan cho rang cai gi ¢c6 mui vi thudc sat tring chic chic sé& tiéu diét vi
khuan, con khung hoang di qua nho néi thang.

Mot vi du khéc, hang General Foods thtra nhan 1a loai thuc an sang ngti
coc hiéu Grape-Nuts la dem dén su thich tha tir tir va dé nghi nguoi tiéu thy
ctia hang thir an trong mot tuan.

Doanh s6 ctia n6 ting 1én 23%.

Ghi nhan sau cung: Luat noi théng phai dugc st dung that can than va
v6i k¥ thuat cao. Thr nhat “khuyét diém” ctia ban d3 bi nhan rong rai nhu 13
mot khuyét diém. N6 phai goi 1én sy dong ¥ ngay trong dau khach hang. Néu
khuyét diém chua dugce ghi nhan nhanh chéng, khach hang sé& thay boi r6i va
la lung “diéu nay 1a cai gi vay?”.

Thr hai, ban phai chuyen ngay qua uu diém. Muc dich cua su noi thang
ra khong phai 13 101 xin 16i. Muc dich cua néi thang 13 dé tao ra mot loi ich
thuyét phuc khach hang ciia ban.

Luat nay chi chimg minh mot cach xur thé cii k§: That tha 1a chinh sach
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16. Quy Luét Pon Nhat

Trong mdi tinh huéng, chi can mot hanh dong cling s€ tao dugc nhirng
két qua dang ké.

Nhiéu nha tiép thi nhin thay su thanh cong nhu 13 sy tong hop ciia nhiéu
nd lyec.

Ho nghi 1a du véi bat ctr chién luoc nao van co thé thanh cong néu c6 nd
lyc ding murc trong thyuc hién. Néu ho 1am viéc véi hang dan dau vé mét loai
san pham, ho thuong phung phi strc luc vao nhiéu chuong trinh khac nhau va
hinh nhu ho nghi rang cach t6t nhat dé phat trién 1a tham dy vao moi thu.

Néu ho khong cong tac dugc vo1 hang dan dau, ho thuong cb gang lam
nhu minh dang din dau, nhung t6t hon mot chut ntra. Cling giong nhu
truong hop tong thong Saddam Husein noi rang “ diéu ching ta can lam la
chién dau hing hon mot chut va roi Vat va trét lot”. C6 gang nhiéu hon
khong phai 12 bi quyét thanh cong trong tiép thi.

Du ban gdp phai cyc nhoc hon hay gdp thuan lgi hon thi sy khac bi¢t
cling khong nhiéu. Cong ty 16n hoen thi Luat binh quan ciing loai di nhiéu
hon nhiing loi thé khi n6 c¢6 gang lam nhiéu hon.

Lich st da chirng minh rﬁng, dé dat duoc hiéu qua, chi c6 mot diéu duy
nhat ¢6 thé lam duoc trong tiép thi 1a hanh dong tao bao. No6i cach khac,
trong madt tinh huéng nao do, chi cAn mot hanh dong cling dat duoc nhiing
két qua dang ké.

Céc vi tuong gioi thuong nghién ctu tran dia va tim chd cho mét cudc
tap kich tdo bao ma ké thu it dé ¥ nhat. Tim kiém mot cai da 1a kho. Tim
kiém nhiéu hon mét thuong 1a diéu khong thé dugc.

Nha chién luoc quan sy B.H. Lidell Hart goi cudc tap kich kia 1a “tuyén
it duoc chti tim nhat”. Quan Déng Minh d6 bo 1én Normandy, mot chd ma
song va da ngam khién nguoi Puc cho rang khong ai chon lam noi dé do bo
hét.

Trong tiép thi ciing vdy. Thuong thuong thi cé6 mot chd ma doi thu co thé
bi ton thuong. Va chd d6 chinh 1a diém ma ta phai taptrung toan lyc lugng
dé xam chiém. Cong nghi€p san xuat xe 0 t6 1a mot truong hop thu vi vé
diém nay. Trong nhiéu nim, sirc manh chinh ctia hang dan dau GM la loai xe
trung binh. V61 nhiing nhén hi€u nhu Chevrolet, Pontiac, Oldmobile, Buick
va Cadilac. GM chién thang dé& _dang Ford, Chryler va American Motors. Su
thong tri cia GM trd thanh huyen thoai.

Vi€c thanh cong trong tiép thi cling gibng nhu thanh coéng trong linh vuc
quan sy: yéu t6 bat ngo.

Tuéng Hannibal vuot qua nai Alps, mot con duong tudong nhu khong thé
qua dugc.
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Hitler di qua tuyén phong thu cia Maginot va chuyén doan bo binh qua
duong Ardennes, hanh lang cta tuyén Maginol noi ma nguoi Phap nghi rang
xe tang ciing khong thé di duoc.

Trong nhimg nam vira qua chi ¢ hai cudc tan cong manh chong lai GM.
Ca hai déu 1a nhitng hanh dong boc suon qua “chién liiy Maginol” ctia GM.
Nguoi Nhat dén mot cach tham lang v&i cac hiéu xe Toyota, Datsun, va
Honda. Ngudi Pire dén ram 16 véi loai xe cao cip 1a Mercedes va BMW.

Véi sy thanh cong cua cac cude tdn cong boc suon cua nguoi Nhat va
nguoi Ptrc, GM bi ddy dén viéc phai gilt cho nguoén du trit an toan bang cach
co géng chéng d& cho cac xe dimg hang dau va cuéi cua day chuyén san
pham. Cadillac gia quareé de ngéan chan loai xe dat tién nhap khau tir Pic.

Trong mot c6 gang tiét kiém tién va duy tri loi nhuan, GM da thuc hién
mot quyét dinh quan trong 13 chi ché tao nhiéu loai xe ¢ trung binh dung
cung mot loai suon xe. Va thé 1a khong mdt ai co thé phan biét ndi su khac
nhau gitra mot xe Chevrolet vdi mgt xe Pontiac, hay mgt xe Oldsmobile véi
mot xe Buick nita, tit ca déu giéng nhau nhu duc.

Su gidng nhau cua cac xe da 1am yéu di loai xe ¢ trung binh cia GM va
mo du:(‘)’ng cho Ford véi loai xe kiéu déng chau Au 1 Taurus va Sable. Va roi
nguoi Nhat nhay vao thi truong véi xe Acura, Lenux va Infiniti. Gio day
GM suy yéu moi chd.

Vé nuéc ubng Coke. Hién nay, Coca-cola dang chién dau mét cudc chién
hai mat v&i Coke nguyén thuy va Coke mai.

Trong khi Coca-cola khéi phuc lai thi truong thi Coke maéi (New Coke)
dang lo lung.

Chiing ta da thay vo s6 khau hiéu cua Coca-cola: “chiing toi c6 mui vi
cho ban”. “Su lva chon thuc su”. « Bét léy lan séng”. “bé, tréng, xanh va
ban”. “ Ban khong thé danh bai cam giac”. Va méi day 1a “ban khong thé
danh bai thir thiét”. Khong c6 hanh dong nao het du chi 12 mot ngon tay.

Céc vi lanh dao cua Coca-cola tiép tuc cd gang Hang con muodn ca mat
héng c0 tai san cua Hollywood dé dong gop y kién sang tao.

Hién nay, mdi ngay déu c6 hang doan nguol tién vao phong hop cua
Coca-Cola & bang Atlanta dé truong 1én nhitng khau hiéu méi. Ban lanh dao
cao cap cua Coca-cola s& ngdi quanh ban hop dé ban céi voi chu dé 1a sang
tao ra sy nang dong. Trong khi ly thuyet cho rang ngiu nhién c6 thé s& dem
duoc ¥ tudng dung. Néu ban bay ra tat ca y tuong ban co thé nghi toi, day
chang phai la duong 161 hiru hiéu dé 1am viéc. Coke can c6 dugc su tién bo
ngoai viéc mua ban. Nhu ching ta thdy, Cole chi c¢6 hai con duong dé lua
chon: mot 1a bude 1, hai 1a tién toi.

Trude hét Coke phai ngdm diang nudt cay va gat bo New Cole. Khong
phai vi n6 lam thua 16 hay mat mait nhung vi sy kién hi httu cua New Coke
da can trd cong ty trong viéc st dung mot vii khi hiru hiéu ma no co.
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Vi viée dua New Coke vao kho luu trir, Coke c6 thé sir dung Luat trong
tam va dua lai khai niém “thir thiét” dé dung chdng lai Pepsi.

Pé nd stng, Coke co thé 1én dai truyén hinh va noi véi thé hé Pepsi, «
Duogc thoi cac em nho, chung t61 khong tim cach ép cac em. Khi nao cac em
san sang cho thir thiét, chung t6i c6 cho cac em”. D6 c6 thé bat dau cho su
cham dut ctia thé hé Pepsi. ( Néu Pepsi-cola khong ty hai minh trudc).

Day khong phai chi 1a mot y tuong don gian va manh mé, nhung noé c6
thuc su 1a mot chuyén dong co thé 1am dugc cua Coke. N6 s& khai thac chi
mot tir ma Coke 1am chu d3 c6 sin trong dau cua khach hang: “the real
thing” (thir thigt).

Pé tim kiém mot ¥ tuéng hay y niém don thuan cac giam doc tiép thi
phai biét cai gi dang xay ra trén thi tru’O’ng Ho can phal 16i bun ngay tuyén
dau ctia mit tran, Ho can phai biét viéc gi lam duoc, viée gi khong. Ho phai
thuc su vao cudc.

Boi vi cai gia phai tra cho nham 14n qua cao, ban giam doc khong thé
giao cho ai thuc hién nhitng quyét dinh quan trong dugc. Piéu d6 di xay da
xay ra cho hing GM. Khi cac nha tai chinh nam quyén, cac chuong trinh tiép
thi sup d6. Mdi quan tAm cua cac nha tai chinh 13 cic con s khong, khong
phai nhan hiéu. Piéu chic chin 13 cic con sb di cung huéng v6i nhin hiéu.
That kho dé tim ra mot hudéng di chuyén duy nhat néu ban quanh quan ¢ co
quan dau ndo va khong tham gia chuong trinh.
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17. Quy Luit Khong Thé Du Poan

Néu ban khong phai la nguoi thao ra ké hoach cua ddi thu, ban khong thé
nao du doan dugc tuong lai.

Piéu map mo cia hau hét cac ké hoach tiép thi 1a mot gia thuyét vé
tuong lai. Ma cac ké hoach tiép thi dua vao nhiing gi sé xdy ra trong tuong
lai thudng la sai lam.

Véi hang tram mAy vi tinh va ca mot dao quéan céc chuyén gia vé khi
tuong ma chang ai c6 thé du doan duoc thoi tiét trude ba ngay, lam thé nao
ma ban ¢6 thé du doan duoc thi truong cua ban trudce ba nam.

Cong ty IBM phat trién mot ké hoach tiép thi ndi mang tat ca cac may vi
tinh ca nhan (PC) vo1 may chinh cua ho. Cong ty goi do la Office Vision. Ké
hoach chét ngay trong trimg véi su trién khai ctia cong ty Sun Microsystems,
Microsoft va cac cong ty khac. Ban c6 thé noi rang ké hoach Office Vision
nhin trudc duoc moi sy canh tranh.

That bai trong viéc du doan phan rng canh tranh 1a 1y do chinh dan dén
nhiing that bai trong tiép thi.

Khi tuéng Pickett duge hoi 1a nha 1anh dao nao cua quan doéi Mién Nam
chiu trach nhiém vé su bai tran c”r Gettysburg, ong ta tra 101: “t61 nghi 1a quan
Mién Bic d3 biét dugc diéu nay”.

Co nhing nguoi da noi van dé lon nhat ctia nudc My la thiéu tim nhin
Xa, rang gioi quan tri My nghi qua gan. Néu loai bo cac ké hoach lau dai co
that sy lam cho tinh thé it té hai hon hay khong?

Nhin tir bén ngoai vao thi sy luu tdm nay la c6 that. Nhung that la quan
trong dé hiéu y y nghia dai han so voi ngan han.

Hau hét van de cua cac cong ty 6 My khong lién hé voi van de tu tuong
tiep thi trong ngan han. Chiing déu 1a tu tudng tai chinh trong ngan han. Hau
hét cac cong ty hoat dong trén cac bao cao tir qui nay qua qui khac. D6 chinh
1a cong thuc cho van dé. Cac cong ty song bang cac théng sb va chét ciing
bang cac thong so.

Harold Geneen cua cong ty ling danh ITT 1a nguoi theo dudng 16i nay
rd nhat. Ong ta thuc day, doi dau va hanh ha cac giam doc ua ong ta dé gia
tang kiém tién. Cac nd luc cua

Geneen dua toi két qua nhu mot cai nha xay bang cac 1a bai bi rot la ta.
Ngay nay ITT la mét cai vo nhu da tung 1a mot cai vo. Ké toan tt, tiép thi
tOi.

General Motor hoat dong t6t cho dén khi cac nha tai chinh nim quyén va
dat trong tam vao cac con $6 thay vi nhan hiéu. ho dé cho ké hoach va cac
nhan hi¢u khac nhau cua Afred P.Sloan bi sup dd. Mdi mot giam ddc, mbi bd
phan, dé co duge nhitng con s6 trong ngén han, ho bét dau phai chay theo thi
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truong hién tai. o q

Ké hoach ngan han tot dén goc d hodc tir nglr khac véi san pham cua
ban hoac cong ty. R6i thi ban t6 chirc mot huong tiép thi dai han mach lac dé
tao ra mot chuong trinh gia ting dén tot 4o ¥ tudong hay goc do d6. N6 khong
phai 12 mot ké hoach dai han; d6 12 mot chiéu hudng dai han.

Goc d6 trong ngan han ciia Tom Monaghan’s ctia hdng Domino’s Pizza
1a ¥ kién “home dilivery” (giao hang tai nha) va xay dung mot hé théng giao
banh Pizza nhanh chong va hiru hiéu. Chiéu hudng lau dai cua ong ta la thlet
lap mot hé thong giao tan nha dau tién cho toan qudc cang sdm cang tot.
Monaghan khong thé 1am chu duogc tir Home dilivery cho t6i lac ¢c6 mot hé
thong dai ly du dé quang céo trén toan qudc. Ong ta dat duoc ca hai muc
tiéu, ngdy nay, Domino’s 1a cong ty voi doanh s6 2,65 ty USD va chiém
40% cong viéc kinh doanh giao banh tin nha. Monaghan 1am dugc tat ca ma
khong can lién két. D6 13 ké hoach 10 nam.

Nhu vy ban lam duogc cai gi? Lam sao dé dbi pho véi cac viéc khong
thé du doan? Trong khi ban khong thé du doan tuong lai, ban co thé nim
duoc khuynh huéng (trends), d6 13 cach loi dung sy thay doi. Mot vi du vé
khuynh huéng 1a nudc My dang huéng vé st khoe. Khuynh hudng nay mo
duong cho nhiéu loai san pham mdi, dic biét 1a thyc pham lam gia ting stc
khée hon. Viéce thirc an Healthy Choice Frozen Entrees thanh cong 1a mot vi
du rd rang vé ¥ tuong loi dung khuynh hudng dai han nay.

Cong ty ConAgra gidi thi€u loai thic an ¢o6 tén 1a “Healthy Choice”vao
thang 3 nam 1989. Tuy nhién, nhiéu nim trude, da c6 rat nhiéu loai thuc
phém it mudi, it m& dwoc ban trén thi truong, nhung cac loai thuc phém do
khong thanh cong vi dung céc tén cii da co.

ConAgra la cong ty dau tién dung mot cai tén don gian (Healthy Choice)
va mot y ni€ém lo1 dung khuynh hudng dang gia tang.

That bat hanh, ConAgra di 1am 13n véi viéc mé rong san pham Healthy
Choice ra ngoai cac mon an chinh. N6 da vi pham Luat Hi Sinh.

Diéu nguy hiém cta viéc 1am dya trén khuynh hudng 1 ude tinh phong
dinh. Nhiéu cong ty nhay vao nhimg két ludn véi dy doan 13 khuynh hudng
nay s¢€ kéo dai trong bao lau.

Néu ban tin vao cac nha du doan cach day vai nam, thi theo ho, gio day
chung ta chi 4n toan c4 nuéng hay ga nuéng bang than cii (may thay ngay
nay van con banh Hamburger)

T¢ hai ngang vo1 sy udc tinh phong ching mot khuynh huodng la vige gia
thiét tuong lai s& trd lai giong nhu hién tai. Khi ma ban gia thiét rang khong
c6 gi thay doi, ban dang du doan tuong lai mot cach chic chan y nhu 1a khi
ban dang gia du rang mot vai th s& thay d6i. Hiy ghi nho Luat Peter
(Peter’s Law).: Piéu khong ngd ludn xay ra.

Cong viée theo ddi khuynh hudng c6 thé sé& hiru ich dé ddi phé véi tuong
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lai khong du doan duoc, con sy nghién ctru thi trudng chi co thé tao ra vin
dé hon 1a giup d&. Nghién ctru rat ding trong viéc do ludng qua khu, con ¥
kién va ¥ niém méi hau nhu khong do luong duoc. Khong ai co duge mot
khuon mau, nguoi ta khong biét dugc cho téi khi ddi dién véi mot quyét
dinh thuc té.

Mot vi du cii 1a thudc nghién ctru trude khi hang Xerox gidi thi¢u loai
may Photocopy trén gidy thuong. Két qua cho thay 1a khong mot ai mudn bo
ra 5 xu cho mot ban sao bang giay thuong (plain paper) trong khi ho c6 duoc
mot ban sao trén glay mong Thermofax véi gia 1,5 xu. Hang Xenox da bd
qua khong tin vao két qua ndy va phan con lai thi lich sir 3 chting minh 13
nghién ctru ndy sai lam.

Mot cach nita dé d6i pho véi mot thé gidi khong tién lidu duoc 14 tao ra
mot kha nang linh hoat cho to chirc ctia ban. Bdi vi ngay khi ¢6 mot thay doi
nao xdy ra dén cho san pham cua ban, ban phai thay doi ngay va thay do6i
that nhanh néu ban mudn ton tai 1au dai.

Trude day General Motors da phan itmg cham v61 khuynh hudng thich st
dung loai xe nho, diéu nay da 1am thiét hai cho cong ty khong it.

Bay gio IBM ciing cham chap nhén ra rang nguoi ta khong con min ma
lam véi loai may vi tinh 16n (mainframe) nita, viéc nay ciing 1am cong ty
thiét hai lon.

Hién nay, workstation 1a mbi de doa thuc su cho ca hai loai may vi tinh
16n va nhé (minicomputer). Workstation c6 kha ning rat 16n voi gia rat thap.
Néu IBM muén bao vé vi tri dimg dau trong linh vyc ché tao may vi tinh cia
minh, cong ty phai trd thanh mdt nguoi tham du nghiém chinh trong linh vyc
nay ma hién nay do Sun Micrasystems va Hewlet-Packard thng tri.

Mot chuyén dong tu nhién co thé dua téi mot tén g01 chung mo1 mé (new
generic). Co hoi tot nhat ciia IBM c6 thé 1a dat tén cho loai san phém maoi
high-powered workstation (loai may nang luc cao) la “PMs”, gidng nhu ho
da 1am rat thanh cong v6i “PCs”. “Pm” la viét tit ciia personal mainframe .
Hai loai tén goi chung nay dién ta duogc tdc do va sttc manh cua céc loai may
dé ban dong thoi cling 14 nhimg tir do IBM lam chu trong tdm tri khach hang.
Su két hop nay rat manh.

Mot van dé cé thé xdy ra trong noi by IBM. Thuat ngir Personal
Mainframe c6 thé lam kinh hoang bo phén san xudt may mainframe ciing
nhu may Personal computer. Va dién thoai s& goi tdi tap 1én ban giam doc,
s& c6 nhitng 101 phan nan 1a thuit nglt moi Personal Mainframe c6 thé lam
st giam hai nguon loi tirc quan trong 1a personal Computer va mainframe.

Nhitng nhan xét 1a tor Personal Mainframe lam giam sat, hit 1oi tirc cua
hai mit hang kia c6 thé 1a c6 that, nhung IBM phai linh hoat du dé tu tan
cong minh bang ¥ tudng moéi. Thay doi 13 diéu khong dé& dang, nhung d6 1a
giai phap duy nhat dé doi pho véi tuong lai vo dinh.
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Mot ghi nhan cudi cung can néu ra: “ C6 mot sy khac biét gitrta Du doan
tuong lai va Thur thoi van trong tuong lai (predicting the future and talking a
chance)”. Chu tich cua Gournet Popping Con la Orville Redenbacher da thu
thot van bang cach cho rang ngudi ta s€ chiu tra gap d6i cho mot loai bap
rang cao cap. Ngay nay, nd ching to rang viéc thir thoi van d6 khong toi
lam.

Khong mdt ai co thé du doan tuong lai vé1 mac do chic chin duoc,
huéng gi néi 1a ké hoach tiép thi tinh lam chuyén do.
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18. Quy Luat V& Thanh Cong

Khoi tao béi: study | Bang badi : tinkinhte | Cap nhat: 24/04/2009 20:30

E-mail | Ban in | Luu xem sau

Thanh cong thudong dua dén kiéu cang va kiéu cing thuong dan dén that
bai.

Tu cao tu dai (cai toi) 1a ké thu cua su thanh cong trong tiép thi. Khach
quan vo tu 1a diéu can thiét.

Khi thanh cong, ngudi ta ¢6 chiéu hudng tré nén thiéu khach quan. Ho
thuong ap dat su xét doan cua minh cho thi truong.

Donald Trump va Robert Maxwell 13 hai vi du cho ngudi bi téi mat vi
thanh cong sém va nguoi khonng mat thanh danh vi sy khiém nhuong. Mot
khi ban khong thay duong, that 1a kho dé ma tim duge muc dich.

Chién luoc cia Trump la dat tén minh cho tat ca moi thu. C)ng ta da
pham 15i co ban cta sy mé rong san phém. (Su phu nhan hinh nhu luén sanh
d6i véi tinh tu cao tu dai. Khi chung t6i gip Donald Trump 1an dau tién, 6ng
ta mo 101 béng nhan dinh 1a khong biét tai sao nguoi ta lai két toi ong ta tu
cao ty dai. Ong ta tuyén bo diéu d6 1a khong dung, ong ta khong tu cao tu
dai. Trong khi d6, khong thé khong nhin thay mét chit T bang dong cao 1
mét dat ngay canh ban lam viéc cua 6ng ta. Sy viéc nay noi lén nhiéu hon
chinh 101 no1).

Thanh cong thuong 1a yéu t6 gy tai hoc tiép theo ngay dang sau sy viéc
mo rong san pham thiéu suy xét. Khi mot nhan hiéu thanh cong cong ty sé
nghi ngay cai tén chi 1 Iy do chinh dan dén thanh cong cua nhan hi¢u. Vi
vay, ho tim kiém ngay mot san pham khac dé gan tiép cai tén do.

Su 1at nguoc lai. Cai tén khong 1am cho nhan hi¢u dé noi tleng (du réng
mot cai tén toi c6 thé lam cho nhan hiéu khong noi tiéng duogc). Nhan hiéu
ndi tiéng vi ban da c6 nhitng hoat dong tiép thi dung. N6i mot cach khac,
budc di ctia ban phu hop véi luat tiép thi.

Ban phai di vao tam tri khach hang trude ti€én. Ban phai thu hep trong
tam hoat dong, Ban nam duoc nhiing thudc tinh manh mé.

Sy thanh cong cua ban lam cho ban tr¢ nén ki€u cang dén muc ban dit
cai tén ndi tiéng cho tat ca cac san pham. Két qua: Thanh cong sém va that
bai dai dai dugc minh hoa bang 6ng Donald Trump.

Cang dong hoa voi tén nhin hiéu hodc cong ty, ban cang dé roi vao cai
bay mo rong san pham. “Po khong phai 13 céi tén thich hop”, ban c6 thé
nghi nhu vay khi tinh hinh khong tot.

Chiing ta c6 mot cai tén tuyét voi” ban nghi tiép. “Kiéu hanh 1a bao hiéu
su tan pha va kiéu ngao bdo hi¢u cua su suy sup”. — Sach Cach ngon (Cyu
udc 16:18).

Tom Monaghan chii hing Domino’s Pizza 13 mot trong s6 it cap lanh dao
nhan théy su tu cao ty dai dan dén 1am lac. “Ban bat dau nghi 1a ban lam
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duogc tit ca moi tht, trude day toi cling ting nghi vay. D3 ¢ luc t6i toan tinh
lam banh Pizza dong lanh, va dé 1a mot tham hoa. Néu toi tiép tuc véi viée
¢ gang ban loai Pizza nay cho cic nha hang, quan ruou thi chic chan dén
hém nay Domino’s khong ¢6 nhiéu ctra hang nhu vay”.

Long kiéu hanh c6 ich. N6 c6 thé 1a mot dong luc thic day hitu hiéu
trong viéc xdy dung mot cong cudc kinh doanh. Diéu tai hai 1a khi bom né
vao chuong trinh tiép thi.

Céc nha tiép thi sang gia c6 kha ning suy nghi gidng nhu khach hang suy
nghi. Ho dat minh vao dia vi cia khach hang. Ho khong ap dat quan niém
riéng cta ho vé thé gidi vao sy viéc. (Xin nhé rang, dau sao thé gidi 1a tong
hop cua tat ca nhan thirc; chi c6 nhan thic cua khach hang 13 dang ké trong
linh vyec tiép thi.).

Vi thanh cong chat cao nhu nui, cic cong ty nhu General Motors, Sears,
Roebuck va IBM trd nén kiéu ngao. Ho cam thay nhu ho c¢6 thé lam bat cu
cai gi ho muén trong thi truong. Thanh cong dan dén thét bai.

Hay thur xet t61 Digital Equipment Coporation, cong ty da dua ra may vi
tinh loai nho (mlnlcomputer) Bit dau tir con sd khong, DEC tré thanh mot
nguoi khong 16 véi doanh s6 14 ty do-la.

Nguoi sang 1ap DEC 1a Kenneth Olsen. Su thanh cong da lam Ken chi
tin tudng vao quan diém cia chinh dng ta vé thé gidi vi tinh, ong ta khinh ré
loai may tinh ca nhan (PC), sau do la hé thong m¢& (Open system), va cudi
cung la loai may vi tinh str dung tép Iénh ngan gon (RISC). Néi mot cach
khéc, Ken da bo qua khong can quan tdm dén ba cudc cach mang to lon nhat
trong linh vyc may vi tinh. (Khuynh huéng ciing giébng nhu nhitng ngon
song, ban dung danh nhau v6i nd). Gio day, Ken Olsen da bi loai.

Cong ty cang lon thi cac nha lanh dao cang mat di sy lién hé véi tuyén
dau cua tran chién. Dleu nay co thé 14 yéu to han ché st ting trudng cua
cong ty. Tat ca cac yeu t6 khac déu thuan loi cho tdm ¢ cla cong ty. Tiép
thi 12 mot cudc chién tranh, va nguyeén tic dau tién khi khai chién 1a luc
luong. Quan do6i 16n, ciing nhu cong ty 16n, co nhiéu loi thé. Nhung mot
cong ty 16n s& tur 1am mat di loi thé sdn c6 cua minh néu nd khong gitr duoc
trong tam tiép thi. Mot cudc chién trong tm tri khach hang.

Viéc dau khau dién ra tai General Motors gitta Robert Smith va Ross
Perot d¢3 minh hoa diéu nay. Khi Ross Perot ¢ trong hoi dong quan trj cia
GM, ong ta di thin cac dai 1y vdo cudi tuan va mua xe. Ong ta phé binh
Roger Smith da khong lam nhu vay.

Perot noi: “Chiing ta phai doi bom nguyén tir vao hé thong cuia GM”, dng
ta ung hd viéc tha nom nguyén tor vao vi¢c dung cac nha chtra xe co6 10 sudi
(heated garages), tai xe riéng lai xa limousiness, phong an danh riéng cho
cap lanh dao (thué tai xé l4i xe limousiness cho mot cong ty mudn mua xe.

Néu ban 1a mot nha 1anh dao ban ron, 1am thé nao dé ban thu nhap thong
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tin khach quan vé diéu gi dang xay ra? Lam thé nao dé tranh dugc cac thong
tin méo moé cta cip quan 1y trung gian, nhitng ngudi chi néi véi ban nhiing
gi ban mudn nghe ma thoi.

Lam sao dé c6 du cac tin tt va tin xau.

Mot cach c6 thé 1am 1a “vi hanh”, rat hitu ich & cap phan phéi hay ban 16.
Ly do: c6 dugc nhu:ng thong tin chan that vé nhitng gi dang xay ra.

Gidng nhu cac vi vua, cac cdp lanh dao cao cap cia cong ty it khi nghe
duoc cac quan dlem trung thuc tir cac vi bo truong. Co qua nhiéu muu moo
dang dién ra tai triéu dinh.

Mot khia canh nao khac cua van dé 1a vige sap xép thoi gio. Thong
thu:cmg thoi gian cua cac nha lanh dao cao cap ctia cong ty danh qué nhiéu
cho viéc tiép cac to chirc tir thién (nhu: United Way) hoat dong cua cac
nghanh cong nghi¢p, hop hanh ngoai cong ty, cac viéc tu gidi thi€u,... Theo
mot ban bao cdo, cac nha lanh dao cao cap trung binh mot tuan mat dit 18
gi0 cho cong viéc xa hoi (outside activities).

Piéu phi pham tiép theo 13 hop ndi bd. Cac nha lanh dao cao cap phai bo
ra 17 gio mot tuan danh cho hop noi bg, va 6 gio déng hd mdi tuan dé stra
soan cac cudc hop.

Khi ma cap lanh dao cao cap dién hinh 1am viéc mdi tuan 61 gid thi ho
con 20 gio danh cho tat ca cac viéc khac, ké ca viéc quan 1y hoat dong cua
cong ty va di xubng tuyen dau Khong c6 gi ngac nhién khi cac vi lanh dao
cao cap uy nhiém cong vi¢c tiép thi cho thudc cap thuc hién. D6 1a mét diéu
lam 14n.

Tlep thi la mét cong vi€c qua quan trong dé ma _giao cho cap dudi. Néu
ban mudn uy nhiém diéu gi, ban nén uy nhiém quyén lam chu tich cac hoat
dong, gay qui. (Hay nho, Pho tong thong M§ chtr khong phai tong théng My
tham du quoc tang). Piéu ké tiép can 1am 1a bo bst hoi hop. Thay vi ban cai,
hay ra ngoai va ty nhin liy. Nhu Gorbaches néi véi Reagan: “Chi can nhin
mot 1an t6t hon nghe hang tram lan”.

Cong ty nho, vé tinh than, thuong gan gili tuyén dau hon 14 cong ty 16n.
D6 ¢6 thé 1a Iy do dé ho phat trién hon trong thap ky qua. Ho khong vi pham
Luat thanh cong.
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19. Quy Luét Vé That Bai

That bai 1a diéu c6 thé x4y dén va hiy chap nhan.

Nhiéu cong ty tim cich stra chita su viéc hon 1a bo di. “Hay t6 churc lai
dé ctru van tinh thé”. D6 13 16i sdng ctia ho.

Thira nhan mot 16i 1am va khong lam bat ctr diéu gi stra chira 16i 1am d6
thi khéng hay cho sy nghiép ctia ban. Cach hay hon ca 1a thira nhan thét bai
va sém lam madt cai gi do dé giam bat thiét hai. Hang American Motors 1€ ra
phai sém tir bo viéc ché tao xe Jeep, IBM phai bo may Photocopy ciing nhu
Xenox phai boé y dinh lam mady vi tinh tir nhiéu ndm trudce khi ho nhan ra sai
]am ctia minh.

Nguoi Nhat hinh nhu da nhan ra sai lam sém hon va da c6 nhiing thay
d6i can thiét. Kiéu quan tri dong thuan (nhat quan) cua ho co khuynh hudng
loai bo dugc tinh tu cao tu dai. Mot khi ma s6 dong nguoi du mot phan nho
cua mot quyet dinh 16n, thi khong con s¢ mét thanh danh va ton hai dén sy
nghiép.

Noi mot cach khac, trong doi song khi noi: “Tét ca ching ta déu lam” s&
dé dang, thoai mai hon 13 su choang vang khi thu nhan “Tbi sai”.

Phuong phap khong tu cao tu dai nay 1a yéu t6 chinh khién nguoi Nhat la
nhiing nha tlep thi binh than. D6 khong c6 nghia 1a ho khong lam 16i, nhung
khi ho sai 1am, ho thira nhan, stra chita va tiép tuc tién toi.

Cong ty dat dugc thanh cong ruc r& vo1 Wal-Mart ¢6 mot phuong phap
khac dé duong dau véi that bai, duoc goi 1a phuong phap “san sang, khai
hoa, nham” cta Sam Walton. Day 14 két qua cta thién hudng lién tuc tim toi
cua Ong ta.

Walton biét rang khong ai ludn ludn dat duge chi tiéu. Nhung tai Wal-
Mart nguo1 ta khong bi phat néu thir nghiém cua ho thét bai.

Vi lanh dao cao cip ctia Wal-Mart di viét trong mot bai bao diang trén
tap chi Business Week nhu sau: “Néu ban hoc hoi diéu gi va ban thu diéu gi,
thi ban ¢6 thé nhan duoc sy khen ngoi cho diéu do.

Nhung sé rac rdi cho ngudi nao pham mot 16 hai lan”.

Wal-Mart khac biét véi nhiéu cong ty lén boi vi, cho dén nay, no da
thoat dugc mot ching bénh lan truyén ngdm ngam goi 1a “personal agenda” (
chuong trinh nghi su ca nhan) thudng xam nhap vio bd may to chirc cia cac
cong ty. Cac quyét dinh tiép thi thuong dugc thyc hién voi sy luu tam trude
tién vao sy nghiép cua nguoi quyét dinh va ke tiép moi anh hudng cua su
canh tranh hay d6i thi. Co mot su tranh chip c6 hitu gitra chuwong trinh nghi
sy ca nhan va cong ty.

Piéu nay din dén viéc khong chiu nhan 14y rui ro (khoé ma & vi tri dan
dau ciia mot loai san phém méi néu khong chiu déan than vao cudc cho1). Mot
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vi lanh dao cép cao lau nim, 6 muc do luong cao va sap vé huu thi kho ma
¢ duoc mot hanh dong (quyét dinh) tao bao.

Ngay ca cac vi lanh dao tré ciing thuong dua ra cac quyét dinh “an toan”
dé khoi ngan tré budce tién 1én cac bac thang trong cong ty. Chua mot ai bi sa
thai vi viéc quyét dinh tao bao ma ho khong lam.

Trong mot céng ty My, khong viée gi duoc thuc hién cho dén khi né
mang lai loi ich cho ¢4 nhan niao d6 trong hang ngii 1anh dao cao cap. Piéu
nay hanc ché nghiém trong cac hoat dong tiép thi ddy htra hen ma mot cong
ty khong phai vi no thiéu co s¢ ma vi khéng mot ai trong cac vi 1anh dao cao
cap thu duoc loi ich c4 nhan thong qua thanh coéng ctia no.

Mot cach dé vo hiéu hoa yéu t6 ca nhan 13 dua van dé ra cong khai. Hang
3M st dung hé théng “Champion”: Cong khai néu tén nguoi s& dugc loi ich
tur sy thanh cong cua mot san phém hay mot du an méi. Sy thanh cong trong
viéc gidi thiéu san phém gidy ghi cht dan duoc (Post-it Notes) ctua 3M di
minh chimg cho ¥ niém duoc thuc hién nhu thé ndo. Art Fly 1a mot nha khoa
hoc cua 3M, nguoi ung ho cho san pham Post-it Notes, mot san pham can t6i
12 nam méi duoc xuat hién trén thi truong.

Trong khi hé théng 3M lam dugc nhu vay, thi trén ly thuyét, mot khung
canh 1y twong c6 thé cho phép cac nha quan tri xét doan mot ¥ niém cin cir
vao phém chat, khong can ctr vao viéc y niém lam loi ich cho ai.

Néu mot cong ty hoat dong mot cach hop 1y tudong, nd s& 1a sy chung
strc, tinh than déng doi va su hi sinh cia nguoi lanh dao.

Nguoi ta nghi ngay dén tuéng Patton va dao quan tht ba ciia 6ng ta trong
chién dich hanh quén vao nudc Phap, khong mot dao quén nao trong lich sur
chiém dugc nhiéu dat va bat dugc nhiéu ti binh trong mdt thdi gian ngan
nhu ho.

Va phan thuong danh cho Patton?

Tuong Eisenhower da sa thai 6ng ta!
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20. Quy Luat Thoi Phong

Thuc trang thuong trai nguoc véi nhitng gi xuét hién trén bao chi.

Khi IBM thanh cong, cong ty noi rat it. Bay gid cong ty hop bao lién
mién.

Khi sy viée tién trién tot, mot cong ty khong can quang céo ram ro. Khi
ban can su thoi phong, co nghia la ban dang gip rac roi.

Cac phong vién, va ca bién tip vién tré, thiéu kinh nghiém thudng co
khuynh huong ngudng mé nhirng gi ho doc qua sach bao hon 1a ty minh tim
kiém 1ay. Mot khi sy thoi phong duoc bat dau, né sé& tiép dién dai dai.

Khoéng c6 mot loai d6 udéng khong co ruou ndo dugc quang cao ram rd
nhu Coke. Theo udc tinh, Coca-cola da bo ra hon 1 ty do-la cho viéc quang
cdo mién phi New Coke, cong thém hang trim triéu do-la chi cho chién dich
phat dong nhan hiéu, va 18 ra New Coke phai 13 loai san pham thanh cong
nhat trén thé gigi. Nhung diéu d6 di khong xay ra.

Khoéng qua 60 ngay sau khi phat dong chién dich, Coca-Cola budc phai
tr¢ lai cong thirc nguyén thuy, con dugc goi 1a Coca-Cola Classic. Ngay nay,
Coca-cola Classic ban gap 15 lan New Coke.

Khong c6 mdt t& bdo nao quang cdo rum beng hon t& USA Today.
Nhimng nguoi tham gia vao chién dich van dong nam 1992 cua USA Today
gom: Tong thong My, Chu tich Ha vién, va lanh ty khéi da s6 cua Thuong
nghi vién M. Am vang cta sy thoi phong lac dau 16n t6i mirc hau nhu moi
ngudi khong ai tin 1 t& USA Today 16 von.

Khéng c6 mot may vi tinh nao dugc quang cao nhiéu nhu may NeXt.
Bao chi xin dugc tham du nhiéu dén ndi Steve Jobs dd phai cho in trudc
thiép mdi. Va cho du hoi trudong du 16n dé chira hang ngan ngudi nhung van
khéng con 1ay mot chd trong.

Steve Jobs dua tin trén truyén hinh va trang bia cua nhiéu t& bao 1on.
Hang IBM, ty phti Ross Perot va hang Canori dd dau tu vao hon 130 triéu
do-la.

Va may tinh NeXt s& 1a ké thang cudc? Di nhién 1a khong. Bat dau tur
dau? NeXt c6 phai 1a san pham dau tién ciia mot ching loai san pham hay
khong? Khong!

Lich sir day ray nhiing that bai tiép thi da thanh cong trong gidi bao chi.
Hing Tucker48, Hoi bong bau duc Hoa Ky, Videotext, xuong may hoan toan
tu dong, tryc thang ca nhan, nha tién ché (nha lap ghép), dién thoai c6 man
hinh, veston bing polyeter... Thyc chat, du c6 quang cdo rum beng ciing
khong 1am cho san pham méi thanh céng. Quang cao ram rd co thé 1am cac
loai san pham hién hitu trd nén 161 thoi.

Vi polyester lam cho vai len tr& nén vo dung. Videotext lam cho bao chi
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tré thanh giy 1on. Truc thang ca nhan s€ lam cho du’ong xa, xa 1§ tr¢ thanh
16i thoi. Tucker 48 cung véi loai dén xe “cyclop’s eye” c6 thé md dau cho
mot cudc cach mang trong nghanh ché tao xe & Detroit. (Chi san xuét duogc
51 chiéc).

Trong Quéang céo chao hang “vin phong trong tuong lai”, tt ca moi tha
duoc xép lai trong mot trai cau vi tinh bong loang. Méi day, nhu ching ta d3
thdy, c6 may chir riéng (bdy gid goi 1a mdy vi tinh ca nhan), may in Laser
riéng, may copy riéng, may fax riéng, may dan tem riéng... Van phong trong
tuong lai chic chin thich hop véi cai tén ciia nd- mot ¥ niém sé chi cé trong
tuong lai.

Su du doan nay di vi pham Luat khong thé du doan. Khong ai co thé biét
truéc duge tuong laim cho du d6 1a phéng vién xudt ching cua to Wall
Street Journal. Chi c6 nhiing thay ddi ma ban hoan toan c6 thé du doan duoc
la nhiing gi da Xay ra.

Péi nghich véi loai san pham Tuker dau tién 1a loai xe Toyopet dau tién
nhdp cang Califonia. Bao Los Angeless Times ¢6 viét bai nodi vé su nhap
khau xe Nhat lam chao dao nén cong nghiép ché tao 6 t6 khong? Khong co
gi hét. Chi c6 mdi mot cAu chuyén chang lam ai cha ¥, noi vé nhiing chiéc xe
nho bé tur Nhat td1 da that bai vi khong thich hop vo1 duong sa ¢ My. (Di
nhién, Toyopet van tiép tuc va trd thanh nguoi thang 16n sau khi thay do6i
kiéu xe va doi tén thanh Toyota)

Khi hang dién thoai MCI khoi dau bé‘mg viéc van dong st dung dich vu
microwave (phat song ngan) giita Chicaga va St. Lousi, bdo chi ¢6 noi rang:
“ Hay coi chimg AT&T dbi thii canh tranh dang t6i”.

hong. Béo chi dd khong thém dé tdim dén hang MCI nho bé. Va khi Sun
Microsystems gidi thiéu may vi tinh workstation dau tién, bao chi c6 ghi
nhan gi vé hién tuong phi thudng d6, hién tuong ma sau nay s& giy kinh
hoang cho IBM va DEC khong? Khong. Bao chi da phot 16 Sun. Hay quén
nhitng trang dau cla bao di, néu ban mudn tim kiém dau mdi cua twong lai,
hay nhin vao trang cudi to bao, nhimg cau chuyén nho vo hai.

Ca may vi tinh ¢4 nhan 1An may gui ban sao chup (fax) déu khong cat
canh nhanh nhu cac hoa tién dau tién. May vi tinh c4 nhan di duoc gidi thiéu
tir ndm 1974. Phai can t6i 6 nam dé IBM tham gia cudc choi véi may PC. Va
ngay ca may PC ciing chi ndi 1én sau d6 mot nam rudi, khi Lotus 1-2-3 xam
nhap thi truong.

Nam bét y tuong cua cong chung khong giéng nhu cach mang héa mot
thi truong.

Truong hop nhu dién thoai c6 hinh anh, dugc goi 1a videophone. Tu khi
duoc gidi thiu tai HO1 cho Thé giéi New York nim 1964, videophone da
duoc dang tin, tit nhién 1a trén trang nhat. Va moéi ddy, ngay trang dau to
Wall Street Journal ¢ dang: “ Rot cude, thoi dai ciia videophone da toi gan,
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s& dem t6i nhitng d6i thay 16n” 1a mot vi du cu thé.

C6 thé noi day 1a lan c¢b gang 16n thir ba cia AT&T. Trong thap nién 70,
hang da that bai voi gid 100 do-la mot thang cho loai picturephone. Trong
thap nién 80 lai that bai trong dich vu hop béng picturephone véi gia 2.300
do-la mot gio. Va trong thap nién 90, AT&T dang xoay s& vor 1.500 do-la
mot giod cling vo1 may videophone.

That dé dang dé nhan thiy 1a videophone khong c6 tién bo gi dang ké.
C6 ai mudn phai dién quén ao dep chi dé goi di¢én thoai?

Khong dé& dang gi dé hiéu tai sao videophone lai dugc quang cdo rum
beng.

C6 mot bai bao dang trén to Journal: “Mot cach thay thé cho di du lich”.
Hay nhin cac may bay American Airlines, United va Delta, ngay cua ban
dugc danh dau bang nhitng con sd.

Chuong trinh quang cao khong dé cap gi dén videophone, nd chi ban vé
cudc cach mang sap dién ra trong cong nghiép du lich.

Nhiéu nim qua, quang cao thoi phong 16n nhat danh cho cac sy phat
trién, htra hen thay d6i ngay toan thé mot nén cong nghiép, loai can thiét cho
kinh té nudc My.

Chac ban con nhé chién dich quang cdo cho loai may bay Ién thang sau
Chién tranh Thé gidi thir hai khong? Néu trén mdi ndc nha dé xe c6 mot may
bay 1én thang thi dudng sa, cau cong va toan thé cong nhan trong nghanh ché
tao 6 to s& bi thai hoi trong mgt dém.

Ty pha Donald Trump c6 may bay 1én thang khong? Thé ban ciing co
mot chiéc? (Donald Trump thyc sy da tung c6 mot chiéc, nhung 6ng ta da
dung de tra 14i ngan hang roi).

ROi mot quang cao rum beng khac vé manufactured home — nha tién ché
(loai nha dugc san Xuat hang loat tai nha may). Theo quang céo, nhing san
pham dat gia nhat ma mdi gia dinh da timg mua déu c6 thé duoc ché tao
bang hé thong lap rap ddy chuyén, cach mang héa nghanh cong nghiép xay
dung.

Theo thoi gian, dén thuc pham binh thudng ciing trd thanh tiéu dé 16n
trén bao chi. Quang céo di thong bao su phat trién s& cach mang hoa cong
nghi¢p goi hang. Nhan hi¢u s€ khong con nira. Con nguoi s€ doc nhén dan
trén san pham va mua san pham theo pham chat dich thyc cta nd chir khong
theo kich ¢& ctia ngan khoan danh cho cong viéc quang cdo nhan hiéu do.
Tat ca déu 1a quang céo thoi phong.

Khong phai 1a khong c6 mot chut sy that ndo trong cac 101 quang cio thoi
phong dau. Bt cir ai ¢6 580.000 do-la cong véi thué thi déu c6 thé mua duoc
may bay 1én thang 5 chd ngdi hiéu Bell.

Loai may vi tinh nhé xiu (pen Computers) c6 thé hap dan mot b phan
thi truong nho beé, dac biét 1a nhitng nguoil ban hang phai thuong xuyén di
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chuyén.

Loai videophone c6 thé dan t6i viéc cach mang hoa cong nghiép dién
thoai tinh duc (sexphone).

S€ c6 mot thi truong 16n cho loai nha di dong (mobile homes) va loai xe
giai tri (recreational vehicles), tat ca déu s& dugc san xuat hang loat.

Nhung con phan 16m, quang cao thoi phong 14 quang cdo thdi phong.
Céach mang thue sy khong dén vao budi trua voi ban nhac diéu hanh va ciing
chang dugc dua vao lic 6 gio trong ban tin budi chiéu. Cach mang thuc su
dén khong bao trude, vao lic nira dém va s& lam ban bat ngd.
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21. Quy Luat Gia Tang

Céc chuong trinh thanh cong khong xdy dung trén thi hiéu nhat thoi, ma
duogc xay dung can ctr vao khuynh hudng.

Mot thi hiéu nhat thoi (a fad) nhu 1a song bién, va mot khuynh hudng
(trend) 1a thay triéu. Mot mot nhat thoi co rat nhiéu su thoi phong trong do,
va mot khuynh hudng c6 rat it.

Mot mbt nhat thoi 1 mot hién tuong ngén han c6 thé sinh loi, nhung
khong du 1au dé cho mot cong ty dung viing. N6i xa hon, mot cong ty
thudng c6 mot khuynh hudng san sang déy manh thi hiéu nhat thoi nhu thé
no6 la mot khuynh huong (xu hudng). Ket qua la cong ty thuong bi ket bo
may nhan vién dd so, co s& san xuat dat tién va mang ludi phan phoi.

(Thot trang (fashion), vé mit nao do6, 1a mdt nhat thoi nhung tu lip lai.
Vi du: Vay ngan cua phu nit va bo Veston c6 ga1 chéo ctia dan 6ng. Sao choi
Halay cting la mdt thot trang vi no tr¢ lai sau moi chu ky 75 nam).

Khi thi hiéu nhat thoi bién mat, cong ty thuong bi khung hoang tai chinh
sdu sic. Piéu gi d3 xay ra cho Hang Atari 1a mot vi du dién hinh trong viéc
nay. Va hiy coi xem Hang Coleco Industries dd 1am gi v6i san pham
Cabbage Patch Kids (bup bé gai nhoi bong). Loai bup bé nay vao thi trudong
nam 1983 va con bat dau cat canh. Chién luoc cua Coleco 13 bon rat hét tién
cua tré¢ em. Hang tram bup bé Cabbage Patch Kids tran ngép cac hiéu ban d6
choi. Viét muc, viét chi, viét mau, trd choi, quan 4o cho bip bé..

Hai nam sau, Coleco dath doanh thu 776 triéu do-la va co6 loi nhuain la 83
triéu do-la. Roi bup bé Cabbage Patch Kids bi bo roi. Nam 1988, Coleco
tuyén bd pha san.

Hang Coleco chét di, nhung tré em van ton tai. Hing Hasbro mua lai
Coleco nam 1989, bup bé Cabbage Patch Kids duoc san xuat than trong hon.
Ngay nay, cong ty hoat dong twong doi tot.

Pay 1a mot nghich 1y. Néu ban doi mat véi su gia ting nhanh chong cua
viéc kinh doanh, véi tat ca dic tinh ctia mdt nhat thoi, thi diéu hay nhat ban
c6 thé 1am duoc 1 kiém ché mét nhat thoi. Bang cach kiém ché thi hiéu nhat
thoi, ban 1am cho thi hiéu nhat thoi trai dai ra va trd thanh gan giong nhu
khuynh hudng.

Ban c6 thé thay van dé ndy duoc chimg minh bang viéc kinh doanh do
choi tré em. Mot vai cht nhan ctia cic hiang d6 choi ban chay c6 tén tudi
muén dit tén cta do choi cho moi thir. Két qua 1a no lai tro thanh mot thar
mot nhét thoi va sup do trong chép mit. Hay nh¢ lai khi tt cA moi nguoi
déu mua moén do choi rua Ninja. Bay gio chang con ai mua no nira.

Rua Ninja 1a mét vi du dién hinh vé mét nhét thdi sup d6 nhanh chong
bdi vi chil nhan ctia né da tham lam. Cha nhan cua né da thoi bung mot nhét
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tho1 thay phai vi kim ham no.

Mat khac, bup bé Barbie 1a mgt khuynh hudéng. Khi bup bé Barbie duoc
sang tao ra cach day nhiéu nidm, viéc ban nd chua bao gio dugc déy manh
dén muc chuyén qua linh vuc khac.

Két qua 1a bup bé Barbie trd thanh khuynh huéng dai han trong kinh
doanh d6 choi tré em.

Nguoi lam nghé hoat nao vién (entertaner) thanh coéng nhat 13 nguoi
kiém soat dugc cac budi xuat hién cua ho. Ho khong xuét hién qua nhiéu; ho
khong xuét hién moi chd; ho khong lam mat di sy nong nhiét trong khan gia.

Ong bau cia ca si Elvis Presley — dai ta Parker — d& c¢6 nhiéu nd lyc trong
viéc han ché cac budi xuét hién va thu dia ciia Elvis. Két qua 1a mdi lan Elvis
xuat hién, d6 12 mot sy kién thu hat rong 16n. (Tu’ Elvis ciing dong gop vao
chién lugc nay bang cach kim ham chit ché viéc xuat hién cia anh. Giéng
nhu Marilyn Monroe va James Dean).

Hay quén mét nhat thoi di. Va khi né xuét hién, c¢b gang kim hdm n6 mot
cach tot dé duy tri nhu cau dai han ddi véi san pham la ding bao gio thoa
mén hét nhu cau.

Nhung hon hét, phan 16n nhitng thir sinh 101 trong tiép thi 1d mot khuynh
hudng lau dai.
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22. Khong C6 Tai Tro Thich Hop, Mot Y Twéng
Khong Thue Hién Dugc

Néu ban c6 ¥ kién hay va ban da doc dugc 21 diéu luat trén, sau do nghi
rang tat ca nhitng gi ban can la mot su gitp do nho vé tiép thi thi ban d 1am.
Co du y tuong cua ban c6 la hay nhat thé gidi di nira cling s& chi 1a y tuong
néu ban khéng c6 du tién dé dua y tudng thanh hién thuc. Tiép thi 13 mot
cudc thi gianh ldy tdm tri khach hang va ban can tién dé thuc hién viéc do.
Nhiéu nha kinh doanh nhin nhan quang céo nhu mot giai phap cho viéc lot
vao tam tri khach hang nhu’ng quang céo thi rat dat. Steve Jobs va Wozniak
da cé y tudng tuyét voi voi may tinh Apple nhung phai nho té1 91000 USD
cua Mike Markkula thi Apple maoi tro thanh hién thyec. Y tuong t6t ma khong
c6 tién thi vo gia tr1!? Cung khong han vay nhung ban can dung ¥ tudng cua
minh dé kiém tlen trude di, sau d6 mai c6 thé nho t6i tiép thi.

Trongudi tiép thi, nguoi giau lai cang tro nén giau hon vi ho ¢6 du kha
nang dua hinh anh san pham vao tam tri cua khach hang. Van dé cua ho chi
la viéc chon loc ¥ kién hay, y kién do va cach tiét kiém dugc chi phi.
Thuong truong thuong co nhiéu bat cong. Nhat 1a vdi cac nha tlep thi nho
khi gdp phai d6i thii canh tranh 16n. Cac cong ty khong 16 chi rat nhiéu tién
cho nhan hiéu cua ho. Procter & Gamble mdi nim chi khoang 2 ty USD cho
cac hoat dong quang cdo tiép thi, General Motors tiéu tén khoang 1.5 ty
USD mdi ndm. Trong tiép thi, that kho co thé tiét kiém néu mudn thanh
cong. Nhu vay cac cong ty nho co the tim von dugce & dau? Co 18 ching ta s&
c6 mot topic khac danh riéng cho van dé nay.
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